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CHUONG I ”
PHUONG PHAP CANG PON GIAN, SO PANG
THI CANG DE THANH CONG

Trén thi trwong bdn hang, ¢é rdat nhiéu ngwoi coi trong ky xdo va phwong phdp kinh doanh, ho
luén cho rang, ky xdo dé c6 dwoc don hang rdt phitc tap va cao siéu. Két qua la ho khéng ndm
dwoc phirong phdp phit hop va khéng cé dwoc thanh cong trong kinh doanh. Thét ra, dé cé dwoc
thanh tich cao, diéu can thiét la phdi cé kj xdo va phirong phdp vira don gian vira thuc dung. Diéu
nay givip ngwoi ban hang nhanh chéng ndm viing, van dung thanh thao va sém hinh thanh dwoc
quan niém kinh doanh phit hop véi minh, ddt co sé vieng chdc dé tré thanh mét nguoi ban hdng
gioi.
I. MOI NAM BAN PEU MAT PI MOT VAI KHACH HANG

Trong thuong trudng canh tranh gay gat, ngudi ban hang phai nam chic khach hang, ngoai viéc nhirng
san pham phai c6 vu thé canh tranh nhat dinh thi k¥ xdo ban hang ciing 13 mot nhan t6 then chét dé co
duoc don dat hang. Ching ta cling thdy, c6 rat nhiéu ngudi ban hang nhanh chong thuyét phuc thanh
cong khach hang va nhan duoc don dat hang, nhung ho thudng chi c6 thé ky duoc mot don dit hang va
thanh cong trong 1an giao dich dau tién, rat kho c¢6 dugc nhitng 1an giao dich tiép theo; hau nhu cuing
vo1 viée co dugce don dat hang, ho mat di khach hang. Trudce hién twong nay, nha kinh doanh noi tiéng
ngudi My 1a Jamas Cook di néi: “Cung véi viée ky dugc don dat hang 1a mét di khach hang, day 1a
hién trong ma nhitng nguoi1 khong c¢6 k¥ xao kinh doanh thuong gap phai".

Trén thyc té, bat ky nguoi ban hang nao mdi nim déu dé mat di mot vai khach hang. Mot tiéu chuan
quan trong d€ danh gia nang luc cua nguoi ban hang la ty 1€ dé mat khach hang moi nam.

Ty 1é dé mat khach hang 1a gi? N6i mot cach don gian, d6 1a sy so sanh s6 lwong khach hang bi mat di
trong cting mot thdi gian v&i nhitng ngudi ban hang khac nhau, cudi cung c6 duoc s 1iéu so sanh. Thi
du, trong cting mot thing, ngudi ban hang A nim duoc 200 khach hang, dé mat di 50 khach hang, vay
ty 1& dé mat khach hang ctia ngudi nay 1a 1/4; ngudi ban hang B ndm dugc 300 khach hang, nhung lai
dé mat 200 khach hang, nhu vay ty 1¢ mit khach hang ctia ngudi nay 1a 2/3. Néu dem so sanh hai ngudi
ndy thi ty 16 mat khach hang ctia nguoi ban hang A nho hon ciia ngudi B. Ciing ¢6 thé ndi, néu xét vé
con sb thi khach hang ctia ngudi A s& nhiéu hon ctia ngudi B. Néu ngudi ban hang c6 thé ha thap ty 16
mat khach hang thi ho s& duy tri dugc s6 lugng khach hang nhiéu hon.

Vay, lam thé nao dé ha thép ty 1¢ mat khdach hang?
1. Pé khach hang tré lai mua hang, ban cén tré thanh c6 van mua hang tin ciy ciia ho.

Muén duy tri khach hang, trude tién can nim dugc tdm 1y cua ho, diéu niy doi hoi ngudi ban hang
ngodi viéc gidi thiéu ti mi, cidn k& voi khach hang nhitng san pham minh c6 con phai bao dam tinh xac
thuc vé chat lugng cta nhitng san pham d6. Chi ¢6 nhu vay khach hang méi tin twong va trd lai mua
hang cua ban. Tiép theo, can phai ndm duoc nhitng mit hang ndo dé ban va mit hang nao khong ban
duoc. Nguoi ban hang can phai biét san pham ctia minh phu hop véi dbi twong khach hang ndo. Mot
s6 ngudi ban hang chi chay theo thanh tich ma khong xét dén nhu cau cua khach hang, thim chi tuy tién
khuéch dai cong dung ctia san pham, két qua 1a sau khi ban dugc mot san pham thi ho lai dé mat di rat
nhiéu khach hang quen thudc. C6 thé noi, mudn duy tri duoc khich hang thi ban phai tré thanh cb van
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mua hang tin cdy cta ho, ma yéu t& quyét dinh 1a phai ddi xir chan thanh v6i khach hang va giup ho
phat huy hét hiéu quad, cong dung cua san phém. Chi nhu vay ban mdi co thé thuc hién dugc muc tiéu
ban hang, giam ty 1& bi mat khach hang.

Shrek 1am marketing cho mdt cira hang budn ban d6 dién gia dung c6 quy mo 16n, thanh tich cta anh ta
ludn dung dau so vai cac nhan vién khac ctia cira hang. D6 13 vi anh ta ¢6 mot ngudn khach hang twong
d6i 6n dinh nhd vao cach ddi xtr chan thanh voi khach hang va giup ho phat huy hét cong dung ctia cac
san pham.

C6 lan, mot ong gia dén mua cho chéu minh mot cudn tir dién dién tir. Shrek bém cho ngudi khach cudn
tir dién nhung lai khong gidi thleu Ve san pham ma chi xoay quanh chu dé vé thuong hiéu ctia tir dién
va hoi cam tudng clia Ong gia vé cudn tir dién nay.

Qua ndi chuyén, Shrek méi biét ong gia khong hiéu vé tir dién dién tir, cho rang chdu minh mudn mua
cuon tir dién chi vi ghen ti v&1 ban be. Thé 1a Shrek gidi thiéu can k& cho khach vé tinh nang cuia cuon
tr dién nay. Nghe gidi thi€u, ong gia ban tin ban nghi.
Pé ong gia hiéu thém vé cong dung ciia cudn tir dién dién tir, Shrek nhd dong nghiép mang cubn tir
dién thong thuong dén dé€ so sanh véi tir dién dién tu.
Qua d6i chiéu, so sanh, ong gia hiéu tir dién dién tir c6 thé glup tré hoc tot hon tir dién thong thudng Va

rat hai 1ong trude thai do ban hang cta Shrek. 6ng da mua cudn tir dlen dién tir ndy. Sau nay, khi muén
mua bat ky san pham dién tir nio 6ng déu dén tim Shrek, nho anh tu van gitp.

Ong con dua ngudi than dén mua hang & chd Shrek. Nhu vay, Shrek khong chi thinh cong trong viéc
gilr chan khach hang ma con c6 thém nhiéu khach hang 6n dinh.

2. Pé khach hang nay sinh nhu cAu mua hang méi, ngudi ban hang cin mé thém kénh tiéu thu san
pham méi.

Muon dé khach hang nay sinh ¥ muon mua hang, trong khi gigi thiéu sdn pham cta minh, nguoi ban
hang can thang than no1 vé nhitng han ché cua san pham.

RAt nhiéu ngudi khi ban hang déu c6 gang 1am ndi bat cai tot va che gidu nhitng han ché ctia san pham.
Thét ra, ky xdo ban hang truyén théng nay dang bi dao thai. Trong thdi dai t6 chit ctia khach hang da
duoc nang cao thi viéc che gidu nhitng han ché ctia san pham chi 1am cho khach hang cam thay minh bj
Itra dbi. Diéu tot nhat 13, ciing voi viéc gidi thiéu nhitng wu diém ctia san pham, hiy dé cho khach hang
biét duoc nhitng han ché, nhu vy ho sé tin tudng san phim hon. Piéu khién khach hang c6 cam tinh t6t
khong chi 1a chit luong san phim ma con & cach ban hang cta ban. Nhu vay ban khong chi c¢6 duoc
don dit hang ma con thu hat dugce nhiéu khach hang hon, mé thém duoc nhiéu kénh ban hang moéi.

Pé ban loai kem danh ring moi, Cong ty ban hang tiéu ding ndi tiéng ctia TAy Ban Nha 1a Kusturica
d3 quang céo trén Pai truyén hinh qudc gia Tay Ban Nha nhu sau: mot nit y ta tré, tay cAm kem danh
ring cua cong ty Kusturica, n6i voi nhitng nguoi bi bénh dau ring vé nhuoc diém cta loai thube danh
rang ndy. Nhung, két thiic quang cdo, ngudi y td noéi nhu sau: "Loai kem danh rang nay khong c6 tac
dung lam diu con dau ctia ngudi bi dau rang, cong dung duy nhat cta nd 13 phong sau rang va dau ring,
vi trong thanh phan ctia né ¢6 chira rat nhiéu vi khuan thién nhién."

Sau khi quang c4o dugc phat di, loai kem danh ring do cong ty niy nghién ciru va san xuat dugc ban
rat chay. Cac chuyén gia ban hang da phan tich va tim ra nguyén nhan cha yéu dan téi thanh cong nay,
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d6 1a Kusturica di naim dugc tdm 1y khach hang. Rat nhiéu ngudi mudén mua duoc loai kem danh ring
vira bao vé ring vira c6 thé chira bénh dau ring. Nhung rd rang 13, hién trén thi trudng chua cd cong ty
nao san xuat dugc loai kem danh rang ¢ cong hiéu nhu vay. Kusturica da gidi thiéu t6i khach hang
mdt cach ti mi, cin k& vu diém va nhuoc diém cua loai kem danh rang do minh san xuit. Nhu vay s¢&
khién khach hang thdy tin cdy va nay sinh cach nghi "du khong mua dugc loai kem danh rang vira bao
vé rang vira chita dugc dau rang thi mua loai kem danh ring c6 tac dung giit cho ring chic khoe 1a t6t

\
A

r61", va vo hinh chung, Kusturica da khai thong dugc mot kénh ban hang mai.

Néu ngudi ban hang c6 thé 1am theo hai k¥ xao trén day, két hop véi tinh hinh thyuc té thi chic chin sé
giam duogc luong khach hang mat di, c6 thém nhiéu don dat hang va thanh tich ban hang s€ dugc nang
cao.
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1. BON LANG CO THE PANH BAI PUQC NGAN CAN
- DUNG "NAO" PE CO PUQC PON PAT HANG

R4t nhiéu nguoi 1am viéc vat va gip nhiéu 1an so voi nhitng ngudi khac nhung két qua c6 duoc chi
bang mdt nira ngudi cli. Mot nguyén nhin 16n nhat 13, nhitng ngudi nay khong biét dung "ndo" dé kinh
doanh, hodc ho dung "ndo" khong dung chd. C6 thé thiy, mudn cé duoc thanh qua trong kinh doanh,
ban phai biét dung "nio".

Chase Barkley 13 trudng phong ké hoach kinh doanh ctia hang Coca cola, cong viéc dau tién cua ong
13 1am nhan vién ban hang cho mdt cong ty bao hiém & New Yok.

Cong viéc dién ra rat thuan loi, lién tuc trong 2 thang, thanh tich cua ong luén dan dau cong ty, nhung
ong van cam thay khong hai 1ong.

Tuy nhién, hién thuc luén di nguoc lai mong mudén. Chase Barkley da bo cong sirc nhiéu hon trude
nhung két qua mang lai khong duoc nhu ban dau. Trudce thuc t€ nay, 6ng bat dau suy nghi lai nhiing
viéc minh da lam mot thang trudc.

Ong da phat hién dugc mot nguyén nhan quan trong dan dén thanh tich di xubng, d6 1a phuong phap
khong dung: 6ng da mat di thoi quen chudn bi tét cac mat trude khi gap gd khach hang, tréd thanh mét
nguoi1 ban hang chi coi trong cac ky xdo va sach luge kinh doanh. Tuy k¥ xao kinh doanh va sach lugc
kinh doanh dugc 6ng van dung thanh thao nhung lai khong thu dugc hiéu qua tot vi cong tac chuan bi
cua ong thiéu chu déo.

Sau khi tim ra nguyén nhan dan dén viéc kinh doanh di xudng, thanh tich ctia 6ng da bat dau xuat hién
nhirng tang trudng moi. Trong thang thtr 6, 6ng da ban dugce 123 s6 bao hiém, kim ngach tiéu thu trong
thang dat t&1 147 van USD, tao nén ky tich trong gid1 ban bao hiém & New Yok.

Nho dung "ndo" trong kinh doanh, Chase Barkley da 1am nén ky tich trong giéi ban bao hiém & New
Yok. Ciing chinh vi di€m nay, ong ta tr¢ thanh mot trong nhitng nha quan 1y cap cao cua cong ty Coca
Cola My.

T thi du trén c6 thé thiy, chi khi ndo biét dung "ndo" thi nguoi ban hang méi cé thé trd thanh mot
nguoi1 ban hang vu ti, moi ¢d dugce thanh tich tot. Vay, nguoi ban hang can phai cht y td1 nhiing van
deé, nhirng ki xao gi?

1. Trweée khi vin dung suy nghi dé cé dwoce don dit hang, ngwoi ban hang can phai xac dinh ré
muc tiéu kinh doanh.

Ngudi ban hang can phai ¢6 muc tiéu kinh doanh rd rang, tirc 13 kinh doanh can phai c6 tinh dot pha.
Ngudi ban hang phai hiéu 16 ddi twong chu yéu ctia minh trong qua trinh kinh doanh, ghi nhd muc tiéu
cua minh trong lan kinh doanh nay. Thong thuong, doi turong kinh doanh chu yéu trong qua trinh kinh
doanh duogc chia thanh hai loai muc ti€u 1on 1a muc tiéu kinh doanh tich cuc va muc tiéu kinh doanh co
ban.

Muc tiéu kinh doanh tich cwe chii yéu bao gom:

(1)  Ai la nguoi dap Gng muc ti€u kinh doanh cua ban, tirc 1a ai 1a nguo1 chiu trach nhi¢m chinh,
quyéet dinh mua san pham cua ban.

(2)  Gia ca trong pham vi c6 thé chip nhan dugc dé ngudi phu trach mua hang ¢6 cam tinh véi san
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pham ctia ban.

(3)  Ludn cht y toi tinh hinh hoat dong cta dbi thu canh tranh.

(4)  Nim chic co hoi giao luu v6i nguoi thin thiét nhit ctia ngudi phu trach cé vai trd quyét dinh
mua hang.

(5)  Khong dé dbi tha canh tranh hoat dong trong ving kinh doanh ctia minh.

(6)  Tich cuc giai quyét cac van dé ma khach hang néu ra.

Muc ti€u kinh doanh tich cuc do1 héi ngudi ban hang phai van dung khéo 1éo sach lugc va ky xdo kinh
doanh, c6 tinh linh hoat, tinh sang tao, tich cuc cao. Phai ra strc tranh thui co hdi, song khi khong thé thi
nén dung lai.

Trong qué trinh ban hang can phai xac dinh dugc muc ti€u kinh doanh co ban, néu so sanh véi muc
tiéu kinh doanh tich cyc thi myc tiéu kinh doanh co ban twong doi dé thuc hién hon, 13 nhiém vu kinh
doanh ma nhan vién ban hang can phai hoan thanh.

Muc tiéu kinh doanh co ban chii yéu bao gom:

(1) Dé khach hang thong thao san pham cta minh, déng thdi phai c6 cam tinh tt trén co so da
thong thao.

(2)  Bao gia va nhirng vu dii ctia san pham voi khach hang.

(3)  Nhin vién ban hang phai hiéu rd nhu cau va mirc d6 hai long trong qué trinh tiéu thu san pham
cua khach hang, dong thoi kiém tra xem nhirng dich vu va san pham ma nguo1i ban hang dua ra c6 thoa
man nhu cau cua khach hang hay khong?

(4)  Dé lai 4n twong tot dep cho khach hang.

Trong thi trudng tiéu thu canh tranh gay git, ngudi ban hang can phai cin ctr vao moi trudng ban hang,
tinh hinh cu thé, mirc dd hoa thuan trong quan hé gitra ngud1 ban hang va khach hang, tinh hinh hoat
dong cua do1 thu canh tranh va xu hudng phat trién nganh nghé... dé c6 phuong thirc ban hang thich
hop. Chi c6 nhu vay, ngudi1 ban hang méi ¢6 thé hi€éu va nam viirng muc tiéu kinh doanh ctia minh, dat
nén tang virng chac cho vi¢c nam virng khach hang, c6 duoc don hang mot cach thuan lo1.

2. Ngwoi ban hang phai biét tim ra khiém khuyét ciia ban théan.

Muén danh bai d6i thu trén thi trudng ban hang va c6 dugc don hang, nguoi ban hang phai khong
ngung tu hoan thién minh.

3. Phai chi y téi tinh hop ly.

Trén thi truong tiéu thy san pham, nhiéu ngudi ban hang dic biét cha trong dén ki xao kinh doanh va
sang tao sach lugc. Nhung, trong khi sang tao k¥ xdo va sach lugc kinh doanh, ho thuong thiéu quan
tam dén tinh hop 1y, c6 nguoi tham chi khong di€u tra thi trurong mot cach ki ludng, hau qua 1a ho
khong nhirng khong c6 nhirng sdng tao mang tinh dot pha ma con khién sy nghi€p bi sa sut nghiém
trong. Co thé noi, trén thi truong tiu thy, ngud1 ban hang can phai biét dung "nao", chu ¥ t&1 tinh hop
ly.

III. LOAI BO QUA MIN CUOI CUNG - PE XUAT Y KIEN KHAC VOI KHACH HANG MOT
CACH KIP THOI, XAC PANG
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Trong kinh doanh, nhiéu nguoi ban hang thich phu hoa véi khach hang. Khach hang néi t6t thi ho néi 1a
tot, khach hang néi xau thi ho ciing ndi 13 xu, khong c6 ¥ kién nguoc lai. Tu duy ctia ngudi ban hang
thuong di cung duong véi tu duy cua khach hang, dan dén két qua kinh doanh khéng t6t. That ra, trong
qué trinh kinh doanh, phwong thirc kinh doanh c6 1gi nhat cho nguoi ban hang 1a dé tu duy cta khach
hang di theo tu duy ctia ngudi ban hang. Trong qué trinh ban hang, ngudi ban hang can phai kién tri 1ap
truong ctia minh, dam dé xuat nhitng ¥ kién trai véi ¥ kién ctia khach hang, dé khach hang hiéu ré san
pham. Céach nay khong chi 1am ndi bat wu diém ctia san phim ma con khién khach hang c6 cam nhan
ngudi ban hang co trach nhiém voi san phim ctia minh.

Ngudi ban hang ddam dé xuat nhitng ¥ kién nguoc lai véi khach hang trong qua trinh kinh doanh, nhu
vay mdi tao duge sy chi ¥ & khach hang. Chi c6 dan dat duoc sy cha ¥ ctia khach hang thi ngudi ban
hang méi c6 thé bat dau qua trinh ban hang. Tuy nhién, khong phai moi ¥ kién nguoc lai déu thu hat
duoc sy cha v ciia khach hang. C6 nhirng ¥ kién nguoc lai cia nguoi ban lai giy phan cam cho khach
hang. Piéu nay doi hoi nguoi ban hang khi dé xuat ¥ kién nguoc lai phai xét dén phan tng ctia khach
hang.

Nam 1990, Bill Locker bat dau xay dung quy Thai Binh Duong, vi thanh tich dau tu ctia 6ng khong c6
gi ddc biét nén quy Thai Binh Duong rat kho lot vao "mat xanh" cua cac nha dau tu, ty suat hang ban
ra rat it. Khong con cach nio, Bill Locker dich than dua ngudi ban hang dén ngin hang va so giao
dich chirng khoan ban di von ctia minh.

Mot sang, khi Bill Locker vira budc chan vao s¢ giao dich chimng khoan Waynes cia New York thi
nhin thay Jim Roger, mQt nha dau tu co6 tiéng & phd Wall. Bill Locker bat chgt ndy ra ¥ mudn ban s6
vOn cua minh cho Jim Roger.

Ong nghi, néu Jim Roger mua s6 vén Thai Binh Duong thi chic chin s& c6 nhiéu nha dau tu mua theo.
Jim Roger c6 kha nang tao ra hi¢u irng quang cdo rat 1on. Ban than Jim Roger 1a mdt nha dau tu noi
tieng, lam thé nao dé thuyét phuc dugc 6ng ta dau tur vao von ctia minh?

Khi théy Jim Roger da 1am xong cong vi¢c cua minh, Bill Locker manh dan di dén trudc mat Jim
Roger va n6i: "Chao ngai, xin hoi, ngai da bao gid nghe no1 dén quy Thai Binh Duong chua?"

"Chua bao gio, toi chua bao gid dau tu von, tha toi tu 1am con hon dé ngudi khac lam." Jim Roger
cuo1 va noi.

"Toi cho rang cach nghi cua ngai 1a mot sai 1am, mdi dong von déu can ¢ ngudi quan 1y thong thao,
hon nita quy md dau tu von thuong 16n hon ca nhan rat nhiéu, ¢é ¢6 kha nang phong rui ro tot. Téi cho
rang, néu dau tu von vira phai, viéc dau tu cua ngai s€ can bang va giam duogc rui ro." Bill Locker noi.
"That vy a? Ngai 1a nguoi ban quy dy a?" Jim Roger himg thii dau tu vi nhitng ¥ kién nguoc chiéu ma
Bill Locker dua ra.

Té nudc theo mua, Bill Locker noi: "T6i 12 nguoi ban quy Thai Binh Duong, dong thoi ciing 13 ngudi
sang lap ra von nay, t61 1a Bill Locker."

“Q, ngai 1a ngudi quan 1y vén ndy a, vay toi c6 thé nghe ¥ tuong dau tu va quy hoach vién canh dau tu
chr?” Jim Roger cudi noi.

Bill Locker thdy Jim Roger ¢6 y mubn dau tu, lién moi ong vé cong ty ctia minh tham quan. Jim Roger
vui vé nhan 101.
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Sau khi tham quan cong ty Thai Binh Duong, Jim Roger rat hai 1ong, khong nhitng mua phan 1én quy
Thai Binh Duong ma con tham gia vao quy nay, cung kinh doanh véi Bill Locker. Nho ¢6 su tham gia
ctia Jim Roger, quy Thai Binh Duong c6 nhirng budc phat trién mang tinh dot pha. Quy Thai Binh
Duong di trd thianh quy 16n nhat thé gidi, con Bill Locker va Jim Roger ciing tro thanh nhitng nhan vat
1am mua lam gi6 trén thi trueong tién té lac do.

Tir thi du trén c6 thé thiy, trong kinh doanh, néu biét cach dé xuit y kién trai nguoc vai khach hang,
ngudi ban hang thuong thu duge hiéu qua khong ngd. Néu Bill Locker van 1am theo kiéu kinh doanh
truyén thong, chic chan s& khong thu hit dugc sy chil y ctia Jim Roger. C6 thé néi, trong qua trinh kinh
doanh, ngudi ban hang nhat dinh phai dé xuat ¥ kién trai nguoc v6i khach hang, dé tu duy cua khach
hang theo tur duy ctia ngudi ban hang, ¢6 nhu vy mdi gianh dugc quyén chit dong khi noi chuyén va
dat duogc thanh cong trong kinh doanh, c6 dugc don dat hang mét cach thuan lgi. Vay, khi dé xuét y
kién nguoc lai voi khach hang, ngudi ban hang can cha ¥ dén nhitng ki xao gi?

Khi dé xuét y kién trai ngwoc véi khach hang, phai xét dén loi ich va tinh ti€p cin ciia khach
hang.

Moi ngudi thudng ndi: “Thudc dang dai tat, sy that mat 10ng”, mudn khach hang tiép thu ¥ kién trai
nguoc ma ban dé xuat thi ban phai xuét phat tir 1oi ich ctia khach hang, chi c6 xét dén loi ich cua khach
hang, ban mdi khong gy phan cam cho khach hang va tiép tuc dugc cong viée cua minh. Nhung, ngudi
ban hang nhit dinh phai cha y dén muc tiéu cudi cung ctia ban hang 1a dé khach hang mua san pham
cua ban, c6 duoc don dat hang thuan loi. Vi thé, khi xem xét dén 1o1i ich ctia khach hang cling can phai
xem xét dén loi ich ctia minh. Piéu nay doi hoi ngudi ban hang phai tim ra diém tiép can dé dung hoa
loi ich khach hang va loi ich ctia minh, chi ¢6 nhu vy mdi giup hai bén déu thiy hai long va thu duogc
hiéu qua ban hang tot nhat.

Can chu y dén thai d ciia khach hang.

“Thai d6 quyét dinh tit ca”, cAu noi nay rat ding v4i nguoi ban hang, vi kinh doanh 1a mot qua trinh
hai bén déu phai van dong. Trong qua trinh nay, bat ky bén nao thay doi thai do thi két qua cudi cling
cling s& anh hudng dén kinh doanh. Diéu nay doi hoi ngudi ban hang phai dong thoi kiém soat dugc
thai d§ no1 chuyén ctia minh va thai do ctua khach hang. No1 chung, khach hang thuong c6 tam 1y nghich
phan vé6i ¥ kién cua ban, do vay, nguoi ban hang nén dé xuat ¥ kién nguoc lai khi tinh cam ctia khach
hang twrong d6i 6n hoa. Néu khong cha ¥ dén tinh cam ctia khach hang ma tuy tién dé xuat y kién thi s&
gdy phan cam, khién viéc ban hang gip that bai.

Tim ding diém dot pha tot nhat.

Lam bat cr viée gi, chi can tim ding diém dot pha t6t nht thi co thé bo it cong strc ma thu dugce hi¢u
qua 1én. Ciing nhu vay, trong kinh doanh, néu nguoi ban hang tim ding diém dot pha, dé xuat y kién
nguoc lai thi khong nhitng khach hang khong phan cam ma con ¢ thé ¢6 duge su cha ¥ cua ho.
Thudng thi diém dot pha tot nhat xuat hién khi qué trinh kinh doanh dang & cao trao, lac nay khach
hang da co6 su tin nhiém nhit dinh dbi véi nguoi ban hang, néu dé xuét y kién nguoc lai thi s€ tao ra
diém dot pha t6t nhat.

Trong qua trinh ban hang, dé xuat y kién ngwoc lai s€ 1am noi bat wu thé san pham cta minh.

Y kién nguoc lai duoc dé xut khi khach hang khong nhan thirc duoc uu thé cua san phém, hodc uu thé
cua san pham khong duogc khach hang thira nhan, chi c6 dé xuat y kién nguoc lai trong cac trudong hop
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ndy méi co thé khién khach hang xem xét, danh gia lai san phAm cta ban. Vi thé, khi wu thé san pham
cua minh khong dugc thé hién, nguo1 ban hang can phai dé xuat y kién nguoc lai dé thu hat sy cha y
cua khach hang.

III. PHAI PHUC VU THEO PHUONG THUC "NHAP GIA TUY TUC"

Trong kinh doanh, phuong thirc phuc vu 13 mot nhan t6 then chét dé thoa min khach hang, 1a bao dam
cuoi cung cho viéc c6 duge don dat hang. Vi thé, nhitng nguo1 ban hang wu ti rat coi trong khau phuc
vu trong qua trinh ban hang,

Trong qué trinh ban hang, néu chit lugng phuc vu tot thi d6 s& 1a hon d4 tang dit nén mong dé ¢ duogc
don dat hang thuan lgi. Chat luong phuc vu dugc quyét dinh bo1 phuong thire phuc vu.

Trong kinh doanh, nhiéu ngudi pham phai sai 1am chi cha trong gidi thiéu, phan tich san pham ma bo
qua khau phuc vy, cuoi cung ho da that bai trong kinh doanh. Khong chi nhirng ngud1 méi bude vao
lIinh vuc kinh doanh ma rat nhiéu ngud1 ban hang da c¢6 nhiéu nam kinh nghiém cling mac phai sai lam
nay.

Nhitng s6 liéu nghién ctru ctia gido su Weill Slade thudc Vién Thuong nghiép, truong Pai hoc Flora
My cho thay: trong qua trinh ban hang, s6 nguoi ban hang chu trong dén khau phuc vu chi chiém
khoang 17%. Nguo1i ban hang trong qua trinh phuc vu néu chi trong dén phuong thirc phuc vu thi thanh
tich dat dugc s& cao hon rat nhiéu.

Bunche Czaliphu, mot ngudi kinh doanh ndi tiéng thé gidi khi mdi tiép xac voi thi trudng ban hang da
lam viéc rat chiu kho, nhung két qua thu duoc lai thap nhat cong ty. Lanh dao cong ty da nhiéu 1an dinh
sa thai ong, nhung thai d¢ 1am viéc cta 6ng da khién ho gitr 6ng lai, giao cho ngudi1 ban hang c6 kinh
nghiém kem cdp gitp do. Nhung tiéc 1a, du moi ngudi da co gang giup d6 nhung thanh tich cua ong
khong c¢6 khdi sac, moi ngudi da mat long tin & 6ng. Tham chi chinh 6ng cling cho rang minh khong
phu hop v61 thi truong kinh doanh.

Khi Bunche Czaliphu chuan bi roi khoi linh vuc kinh doanh, mdt ngudi ban hiang méi dén tén 1a Jake
stuvenlin lai n61 v&i Ong ta: "S& di nhitng ¢6 gang cua dng khong chuyén hoda thanh thanh tich 1a vi ong
khong bi€t tam quan trong ctia phuc vu trong qué trinh kinh doanh."

Nghe dugc cau nay, khi kinh doanh, Bunche Czaliphu khong chi giGi thiéu san pham ma con thé hién
uu thé cua san pham thong qua nhiing chi tiét phuc vu trong qua trinh ban hang. Rat nhanh chong, thanh
tich cua 6ng da c6 nhitng budc phat trién dot pha, khong chi duéi kip nhitng ngudi cii trong cong ty ma
trong ba thang lién tuc, thanh tich ctia 6ng déu dirng thir hai cong ty.

Bunche Czaliphu da tim ra bi quyét ban hang. Nhung trong vai thang tiép theo, 6ng phat hién, thanh
tich kinh doanh ctia minh lu6n ding thir hai trong cong ty, con vi tri thir nhat lai bi Jake stuvenlin nam
gitr.

Mot hom, & cach chd Jake dang chio ban san pham khong xa, c6 mot ngudi dang theo ddi moi hanh
dong cua dng. P6 chinh 13 Bunche Czaliphu. Ong dang nhin xem Jake chido ban san pham nhu thé nao
dé tir d6 tim ra nhirng khiém khuyét ctia minh.

Jake stuvenlin vira gidi thiéu dac diém va cong dung ciia san pham, vira 1ay ra mot cudn so, ghi lai ¥
kién cua khach hang vao do.

Viéc 1am nay khién Bunche Czaliphu rat ngac nhién. Jake khong biét rang trong khi giao tiép v&i khach
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hang phai tap trung lang nghe ho n6i? Jake 1am nhu vay khong s¢ khach hang cam thay bi thd o sao?
ong ta da ghi chép nhiing gi trong cudn s6? Trong dau cuia Bunche ndy sinh ba diéu nghi van nay.

Poi Jake tién khach hang xong, Bunche mang ba nghi van niy ti gip Jake.

Sau khi nghe Bunche hoi, Jake dua cuon s6 cho 6ng ta, Bunche mé cudn s6 ra xem va thay trén cudn
sO toan 1a nhiing gbp ¥ v€ cai tién san pham cua khach hang. Poc dén do, Bunche cang thay khé hiéu.

Thay thé, Jake cudi va néi: "Phuc vu 1a hon dé tang ctia mdi 1an kinh doanh thanh cong, nhung nhat
dinh phai xem xét dén phuong thirc phuc vu, ddi vdi mdi khach hang khac nhau can phai ¢ cach phyc
vu khéc nhau. Thi duy nhu khach hang vira roi, ong ta 13 mdt ki su cong trinh, ong ta rat hai long vai
san pham ctia cong ty, song ong ta cho rang san pham dé van co thé duoc 1lam tét hon, hoan thién hon.
Vay thi cach phuc vu cta ti chi c6 thé xuat phat tir goc d6 kién nghi cua 6ng ta. Lam nhu vay khong
chi khién 6ng ta mua san pham hién c6 ma 6ng ta ciing tr& thanh khach hang ctia san phAm méi cua
chung ta, nhur vay toi lai c6 thém mot khach hang on dinh."

Nghe Jake n61, Bunche chgt tinh ngd: "Pung vay, trong ban hang phai coi trong cach phuc vy, phai cé
cach phuc vu phi hop véi ting ddi trong khac nhau thi mdi ¢ thé khién khach hang hai 1ong."

Tt d6, Bunche thay ddi cach phuc vu khach hang. Sau nay, cung vd1 viée coi trong cach phuc vy,
Bunche con coi trong ca céac chi tiét phuc vy, dong thoi sdng tao ra rat nhi€u cach thirc phuc vu méi,
cuoi cung tré thanh ngudi ban hang ndi tiéng thé gidi.

Tir thi du néu trén, ¢ thé thy, trong qua trinh ban hang nhat thiét phai cht y cach phuc vu khach hang.
Vay phuong thirc phuc vu “nhép gia tiiy tuc” bao gdm nhitng k¥ xao gi?

Trong qua trinh ban hang, khi tién hanh phwong thirc phuc vu "nhip gia tuy tuc", phai xem xét
dén hoan canh cu thé.

Phuong thirc phuc vu kinh doanh “nhap gia tuy tuc” khong phai 1a ngudi1 ban hang hoan toan phu hoa
v6i khach hang, ciing khong bat budc moi su phuc vu déu phai chiéu theo yéu cau ctia khach hang. Mbi
truong s& quyét dinh cach phuc vu ma ngudi ban hang phai sir dung. Thi du, trong truong hop tip trung
nhiéu nhan vat ndi tiéng, nguo1 ban hang phai c6 cach phuc vu khéo 1éo, mém mong, nha nhan, nhu vay
khong chi khién khach hang hai long ma con thu hut dugc nhiéu khach hang méi.

Cin xem xét dén tinh cach ciia khach hang Tinh cich ctia mot ngudi khong dé biét, nhung mot
nguoi hudng ngoai hay hudng ndi thi chi can nhin 1a ¢ thé biét duoc. Vi thé, khi tién hanh phuong
thirc phuc vu “nhap gia tuy tuc”, nguoi ban hang trudc tién phai xem khach hang do6 1a nguoi hudng
ngoai hay hudng ndi. Néu khach hang 1a nguoi c6 tinh cach hudng ngoai thi phai chon phuong thirc
phuc vu nhiét tinh dé ngudi d6 cam thay than thiét; néu khach hang 1a ngudi ¢ tinh cach hudng ndi thi
phai lura chon phuong thirc phuc vu binh tinh, chu trong chi tiét. Chi c6 nhu vay, phuong thirc phuc vu
“nhdp gia tiy tuc” mGi co duoc hiéu qua tot, khién khach hang hai 1ong.

Phai xem xét dén tinh phut hop ciia san pham Phuong thirc phuc vu “nhép gia tiy tuc” ciing ¢6 so hd
ctia nd, ¢6 ltc vi tip trung xem xét dén phuong thirc phuc vu khach hang ma ngudi ban hang lai coi nhe
tinh phit hop ctia san pham. Két qua 1a cong dung cua san phim lai mau thuin voi phuong thirc phyc
vu, khién kinh doanh that bai. Vi thé, khi sir dung phuong thirc kinh doanh “nhdp gia ty tuc”, van dé
dau tién phai xem xét 13 san pham va phuong thirc phuc vu ¢6 miu thuin nhau khong. Chi khi nao
phuong thirc phuc vu ctia nguoi ban hang va céng dung cta san pham khong nay sinh mau thuin thi méi
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c6 thé str dung phuong thirc phuc vu kinh doanh “nhap gia tiy tuc”.

IV. CACH TANG TY LE KHACH HANG QUAY TRO LAI PE KHACH HANG THAY PUQC
SU QUAN TAM CUA BAN

Co6 duogc don hang khong phai 1a da thanh cong, rat nhiéu ngu’ori mod1 budc vao linh vuc kinh doanh
khong biét cach nam chic khach hang, ho thudng cho rang, chi can chiu kho 1am viéc, gidi thiéu ch1
tiét cong dung ctia san phdm va cung cip cho khach hang nhitng dich vy vu tién 1a du, con viée ¢6 nim
duogc khach hang va c6 dugc don dat hang hay khong thi phu thugc van may. That ra, viéc c¢6 dugc don
dat hang hay khong khong lién quan nhiéu dén van may. Ngudi ban hang wu ta phai biét cach lam cho
san pham ctia minh d¢ lai 4n twong t6t v4i khach hang, du khong thé bao dam rang khach hang sé& ky
ngay vao don dit hang nhung ciing khién khach hang c6 mot cam nhin tét vé san pham ctia minh.

Diéu tra ctia gido su Wade Tevola thudc trudng Pai hoc Detroit (M¥) cho thiy, trén thi trudng tiéu thy
toan cau, sO lugng hang ban cho khach hang cii chiém tdi 34% tong luong hing hoa ban duoc. Sau khi
c6 duoc sb liéu trén, vi giao su nay da co bai viét “Ty 1€ quay tré lai, con duong tat dao tao bac thay
kinh doanh” trén to “Buu dién Washington”, bai bao viét: “Nguoi ban hang phai ¢6 tim 1y cia my ni,
ty 16 khach hang quay tr& lai cang nhiéu thi cang tao ra nhiéu thanh tich ban hang. Vi thé, ting ty 1¢
khach hang quay tré lai v6i san phim ctia minh 13 diém mau chdt dé ngudi ban hang ¢ duoc thanh
tich cao.” Nam 2003, nganh hang khong My roi vao tinh trang diéu dirng chua tirng ¢, 1ién tuc trong
hai quy, luong hanh khach giam 46%, binh quan mdi quy ton that 1,61 ty USD. Khong con cach nao
khac, ban quan 1y ctia Hang hang khong Washington quyét dinh giam bién ché dé ha thip gia thanh van
chuyén. R4t nhanh, d3 c6 300 nhan vién roi hang. Trong sb6 nhan vién bj sa thai, c6 mot thanh nién tén
l1a Jaker Brougher. Sau khi nhan dugc tin b1 sa thai, anh khong c6 biéu hién tinh cam suy sup. Nguoc
lai, anh nghi minh phai 1am gi dé mot 1an nita tr¢ thanh thanh vién cua Hang hang khong MY noi tiéng
thé gii nay.

Tré vé nha, anh ngé)i bén may tinh doc cac s6 liéu van hanh va kinh doanh, phan tich vién canh cta
nganh hang khong. Sau gan mot thang diéu tra phan tich, anh phéat hién, nguyén nhan thua 156 cta hing
hang khong 1a do cach phuc vu va sach lugc kinh doanh vé may bay khong tot.

Nam 2003, phong trao budn ban co phiéu lan tran khip dai luc Bic My. Jaker Bougher nghi, néu hang
khong My co6 thé bat tay vdi sé giao dich chirng khoan dé 161 kéo khach hang quay tr¢ lai thi s€ thu
duoc 1o1 nhuan 1on.

Jaker Bougher lién giri thu cho Hang hang khong MY, trong thu anh ta trinh bay ti mi cach thirc thu hat
khach hang quay tré lai. Mot tuan sau khi thu dugce giri di, anh ta nhan dugc dién thoai cua Hang hang
khong M¥ hoan nghénh anh ta di lam tré lai, dong tho1 boé nhiém anh ta [am ngudi quan 1y thi truong.

Sau khi tr& lai Hang hang khong My, Jaker Bougher 14p tirc tiép xtc véi hai so giao dich ching khoan
16n cta nudec My 1a Bull va Bear. Ba bén nhanh chéng dat dugc mot hi€p dinh, bat ké 1a khach hang
dén giao dich c6 phiéu ¢ Bull hay Bear déu c6 thé dugc Hang hang khong My cap vé mdy bay mién
phi. Cach lam cu thé 1a: v&i khach hang dén s giao dich ching khoén Bull hodc Bear mé tai khoan
cong tra1 co phiéu, giao dlCh tién té... 5 nim trudc th1 mdi 1an giao dich déu duoc Hang hang khong
My cap mot vé may bay mlen phi tri gid 50 USD; néu md tai khoan 5 ndm sau thi mdi 1an giao dich
duoc cap mot vé may bay mién phi tri gia 100 USD. Hang hang khong My hang nim nhan 3% thu nhap
giao dich c6 phiéu tir Bull hoic Bear.
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Khong ai ngd duoc rang, Hing hang khong My vén di lién tuc tut déc nay nho vao sach lugc cia
Jaker Bougher da nhanh chong thu hut duoc khach hang quay tré lai, ngin dugc da giam stt. Bén cudi
nam 2003, Hang hang khong My khong nhirng ctru van dugc ton that ciia hai quy trude ma con duoc
13i 1,79 ty USD. Véi nhirng cong hién 16n lao, Jaker Bougher di tré thanh nguoi quan 1y t6i cao cua
Hang hang khong My, hién dang giit chirc chi quan nghiép vu chau Au cta Hang hang khong My.

Tir vi du trén c6 thé thay, thanh cong cta Jaker Bougher va hang hang khong My ¢6 mdt nguyén nhan
rat 16n la ho da hi€u va nam duoc qua trinh ban hang, d€ san pham ctia minh c6 sttc hap dan 16n, thu
hut dugc nhiéu khach hang quay tré lai. Xin gidi thi€u vai ban doc mot vai ky xao lam tang ty 1¢ quay
tro lai cua khach hang.

1. Phuc vu sau ban hang (hiu mii) tot ¢ thé ting ty 1é quay tré lai ciia khach hang véi san phim
Khong san pham nao 13 hoan hao, dé san phdm ctia minh phat huy tot nhat gid tri ctia né thi ngudi ban
hang phai lam t6t cong viéc phuc vu sau ban hang. Phuc vu sau ban hang tot khong chi 1am cho san
pham cta minh di tir cho khiém khuyét dén hoan thién ma con gitp chiém dugc tinh cam cta khach
hang. Vi thé, muon san pham cta minh thu hit dugc khiach hang va tang ty 1¢ khach hang quay tr¢ lai,
tién t&1 budc phat trién dot pha trong ban hang thi viéc phuc vu sau ban hang phai c6 budc chuyén
bién tot.

2. Gia ca hop Iy 1a yéu té quan trong giip ting ty 1¢ khach hang quay tré lai véi san pham

Mirc d6 hai 1ong cua khach hang ddi v&i san phim khong chi phu thudc vao chat luong ma gia ca san
pham ciing 12 nhan t6 quan trong. Vi vay, ngudi ban hang phai dinh vi hop 1y san phim dé dinh ra gia
ca hop 1y, gitip ty 1é quay trd lai cua khach hang voi san pham nhiéu hon. Puong nhién, khi dinh gia,
ngudi ban hang khong chi dinh vi hop 1y san phim ctia minh ma con phai xem xét dén diém tiép can
loi ich cua ca bén ban va bén mua, chi khi gia ca cua san phém vira khién ngud1 mua chép nhan duoc,
vira khién nguoi ban hai 1ong thi d6 méi 1a mot 1an kinh doanh thanh cong. Trong diéu kién ca bén mua
va bén ban déu hai 1ong, ty 1¢ khach hang quay trd lai voi san phim méi c6 hiéu tng tich cuc.

3. Tir chdi mét cach khéo 1éo nhirng doi héi bat hop Iy ciia khach hang ciing gitip ting ty 1é quay
tré lai ctia khach hang d6i v6i san pham

Tr chdi khach hang mot cach nghé thuat khong nhitng khong 1am mét thién cam ctia khach hiang ma con
khién khach hang c6 ¥ nghi "san phém t6t thi phai nhu vay", tir dc’) tang ty 1€ quay tr¢ lai cua khach
hang di V0’1 san pham. Nhung rat nhiéu ngudi ban hang lai cho rang, du doi hoi cua khach hang khong
hop 1y, néu tir chdi s& gy phan cam cho ho. Thit ra day 13 nhin thtrc rat sai 1am, mdt quy tic quan
trong ctia thi trudng kinh doanh 1a dé tu duy ctia nguoi ban din dat tu duy cta ngudi mua. Trudc
nhitng doi hoi bat hop 1y ctia khach hang, ngudi ban phai biét cach tir chdi. Puong nhién, dé xuit
kién tir ch6i phai hop 1y va khéo 1éo dé khong 1am mat 1ong khach hang. Piéu nay doi hoi nguoi ban
hang vira phai nim bat dugc tam 1y khach hang vira phai té nhi trong cach noi.

4. Tinh chuyén nghiép trong quang cdo sian phim cé vai tro quyét dinh ddi véi viée ting ty 18
quay tro lai

Thong thudng, quang cdo cta nha san xuit dat trinh d6 rat cao ca vé tinh chuyén nghiép va tinh quang
c40. Nhung quang c4o san pham khong chi 1a viéc ctia nha san xuit; quang cdo quan trong nhat, ti mi
nhat lai dén tir tai an ndi clia nguodi ban hang. Vi han ché ctia khuon kho va quy mo gia thanh, quang
cdo cua nhd san xuat thuong chi lya chon wu thé giita san pham ndi troi va san phim canh tranh clng
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loai; diéu ndy doi hoi nguoi ban hang phai dinh vi san phim va giéi thiéu chu ddo, chuyén nghiép cong
dung cua san pham véi khach hang. Nhu vay khach hang s€ co6 thi¢n cam va tiép tuc mua san pham.

V. SAP XEP CHUONG TRINH Ti Mi, CAN KE LA YEU TO CAN THIET PE BAN HANG
THANH CONG

Véi ngwoi ban hang thi thoi gian la tién bac. Sir dung c6 hiéu qua khoang thoi gian quy bau trong
mét ngay dé gdp g6, thwong lwong véi khach hang la cdach tich lily tién bac cia cdi; nguoc lai, néu
hoang phi thoi gian mét cach khéng c6 ké hoach thi vé hinh trung ban da dé lang phi rat nhiéu co
hoi va tién bac. Vdy trong mot ngay, nguoi ban hang can phai sap xép nhitng noi dung gi?

1. Thoi gian di chuyén cén thiét dé giip khach hang

Bat ké 1 & van phong hay ra khoi nha, can danh thoi gian dé di lai trén duong. Dong thoi lién tuc nhic
nhd minh khong nén Iuu lai trén duong, néu khong ¢ thé khach hang s€ bi d61 thu canh tranh nhanh
chan gianh mat.

2. Nam chic thoi gian hen véi khach hang

Nén nhd, mot cudc hen quan trong co thé anh hudng dén su nghiép cua ban. That hen 1a diéu tdi ky
trong nganh thuong nghiép. Bat ké vi 1y do gi, khach hang van ludn cho rang ban 1a ngudi that tin. Nhu
vay, lan sau nghe dén tén ban 1a ho s€ nhac nhé ban bé ctia minh: “Ngudi1 nay khong thé tin dugce”, tir
d6 cho rang san pham cua cong ty ban khong tot.

3. Thoi gian cin thiét dé tim kiém khach hang tiém niing

Khéach hang cii phai duy tri, song phai lién tuc khai thic khach hang méi, nhu vy méi co thé thue hién
dugc muyc ti€u phat trién 1au dai cua cong ty va nang cao dai ngd cd nhan ngudi ban hang. Khai thac
nguon khach hang madi 1a mot viée rat vat va, nguoi ban hang phai chay nguoc chay xuoi di tim céac tu
li€u lién quan dén khach hang, dién thoai hen gdp, dam phan nhi€u lan v6i khach hang. Nguoi ban hang
can Ién ke hoach, tho1 gian cho vi¢c nay.

4. Danh thoi gian thu gian

Strc khoe, gia dinh 1a von quy cua ban, vi thé, ban can danh thoi gian tham gia cac hoat dong vui choi
giai tri cung gia dinh dé thu gian tinh than Sau khi xac dinh ndi dung trong ké hoach, ban can quy
hoach mét cach khoa hoc, cu thé héa nhirng vi¢c can thuc hién trong ngay.

- Xac dinh muyc tiéu cong viéc.

Thong thuong, muc tiéu co hiéu qua phai co cdc dac tinh sau: tinh giai doan, tinh kha thi, tinh so
sanh.

- Phan rd muc dg, thoi gian hoan thanh cua ting viéc.

Khi cong viéc bon be, phirc tap thi phai sap xép nhu thé ndo? Trén thuc té, moi ngudi déu co cach 1am
nhu sau: sap x€p cong viéc theo mirc d§ khan cap va quan trong dé quyét dinh thir ty vu tién. Co6 thé
chia cong viéc thanh 4 loai dé xu 1y:

(1) Khan cp va quan trong - phai giai quyét ngay.

(2) Khan cap nhung khong quan trong 1am - ¢6 thé 1am it hodc giao cho ngudi khac lam.

(3) Khong khan cap nhung quan trong - ¢6 thé giai quyét sau.
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(4) Khong khan cap ciing khong quan trong 1dm - giai quyét cudi clng.

Nim virng k§ xdo ng dung thoi gian.

(1) Hoan thanh nhiém vu dang tho1 gian.

Lam viéc day dua, ludn thdy thiéu thoi gian 13 sai lam ma rat nhiéu ngudi mic phai trong quan 1y thoi
gian. “HOm nay mét r61, dé ngay mai lam ti€p cling khong mudn”. Nhirng ngudi ban hang kém thuong
kiém co dé kéo dai cong viéc, bao bién cho théi ludi biéng cua minh nhu vay. Pay 1a mot thoéi quen co
hai. Ngay mai roi lai ngay mai, thoi quen xau khién nhitng ké hoach cong tac da dé ra khong dugc hoan
thanh.

(2) Nam lay thoi co t6t nhat.

M&i nguoi déu co hai loai thoi gian vang cé thé loi dung duge: mot 13 thoi gian vang ndi b, tic 1a
khi tinh Iirc ctia mot nguoi doi dao nhét, 1am viée ¢6 hiéu qua nhat. Thoi gian vang ndi bd ¢ mdi ngudi
1a khac nhau, song mdi ngudi cé thé thong qua viée quan sat déng ho sinh hoc ctia minh dé nim duoc
tho1 gian vang cia minh, st dung n6 dé 1am nhitng cong viéc quan trong nhat. Hai 13, thoi gian vang
bén ngoal 13 thoi gian tot nhat dé giao tiép voi ngudi khac (nhu: khach hang)... Diéu nay phai tuan theo
su sap x€p cua nguoi khac, nhu:ng nguo1 ban hang ru ti c6 thé 1oi dung khoang thoi gian nay dé khoi
thong giao tiép vai khach hang, thé hién hét vu thé ctia minh.

(3) Biét tu dong vién.

Khi giai quyét mot cong viée phirc tap, ¢ thé thong qua cach tr dong vién dé khuyén khich minh.
Ngudi ban hang vu ti ¢d muc tiéu cudc song ro rang, dong thdi ho biét cach lién hé muc tiéu do véi
cong vi¢c cua minh. Ty dong vién c6 thé giap ngud1 ban hang duy tri dugc hirng thu va nhiét tinh cong
tac, ki€n tri hoan thanh cong viéc.

(4) Cang chung cling phai c6 mirc do.

D¢ tranh nhitng di€u bat ngd xdy ra, moi1 ngay ban nén danh ra mot khoang tho1 gian nhan ro1. Nhu vay,
cong vi¢c cua ban s€ thuan lo1 hon, moi viéc duoc nhu y hon.

VI. THUYET PHUC LA VU KHI GIAO KEO CO SUC MANH NHAT

Thuyét phuc 1 hat nhan ctia ban hang. Mot trong nhirng tiéu chuan quan trong dé danh gia trinh d6 ctia
nguo1 ban hang 1a kha nang thuyét phuc.

Thuyét phuc that su doi hoi phai c6 ki xdo. Thuyét phuc khoéng chi don thuan dya vao ngdn ngir. Néu
ngudi ban hang chi thao thao bét tuyét trinh bay san pham hodc cach phuc vu thi s& gay phan cam cho
khach hang. Can biét cach két hop hanh vi va ngdn ngir trong khi tién hanh thuyét phuc khach hang. C6
thé gidi thiéu mot cach don gian nhu sau:

Trudce hét néi vé hanh vi, nguoi ban hang can phai cha v dén thai d6 ctia minh. Pong tac, tinh cam
khong nén thé hién sy lo lang, phai to ra khiém ton, tao khong khi giao tiép nhe nhang thin thién. Khi
tra 101 cac cAu hoi c6 1ién quan dén san pham ctia khach hang phai thé hién phong cach tir tin, nghiém
tic.

Tiép theo 1a k xdo sir dung ngodn ngir. Vé mit ndy, ngudi ban hang can ghi nhd that k§ hai diém chu
yéu sau: Mot 1a, thuyét phuc chir khong ép budc. Nhiéu ngudi 1an 16n hai khai niém nay, thAm chi co
ngudi cho rang ho ban duoc hang 1 nhd khi thé ap dao khach hang, ddy 1a quan diém rat sai lam.
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Hai 13, nén c6 gang str dung ngdn ngit tich cuc. Trong hoat dong ban hang, can dung ngdn ngir hay, gidu
suc thuyét phuc va stre 161 cuon, cach dién ta can phai tich cuc va chinh di¢n.

RAt nhiéu nguoi khi chao ban hang thuong dung nhitng tir ngit mang tinh pht dinh thong tin tich cuc.
Thi dy, “chat luvgng san pham tuyét doi khong co van dé gi”, “khdéng 1am phién 1ong va rac rdi cho
ban”, “ban s& khong phai hbi han khi mua san pham nay”... Ho khong biét rang, nhitng thong tin tiéu
cuc nay d3 gdy An tuong tidu cuc v4i khach hang,

VII. VAN DUNG HQP LY NGUON KHACH HANG, CHU TRONG KY XAO KINH DOANH

Khéach hang 1a ngudn tai nguyén quy bau nhét trong thi treong kinh doanh. Ngudi ban hang wu ta luén
co y thirc xay dung, mé rong mang ludi khach hang, vi ho hiéu réng, sic manh cua mot nguoi 1a rat
nho bé, mudn cé duge thanh cong trong viéc canh tranh voi ddi tha thi can cé su giup do va ung hd
ctia rat nhiéu nguoi.

Trén thi truong tiéu thy c¢6 hai nhin td quan trong dé ngudi ban hang c6 dugce don dit hang mot cach
thuan loi: mot 14 wu thé san pham, hai 13 ngudn khach hang. Nhan t6 dau 1a co s& dé ngudi ban hang
dtng virng trén thi trudng ban hang, nhan t6 sau c6 vai trd phat huy va tai sang tao nhin td trudc. Vi
thé, ngudi ban hang phai biét gitr vitng wu thé hang dau cta san pham minh c6 trong cudc canh tranh
v6i cac san pham cung loai, dong thoi xay dung va md rong ngudn khach hang, phat huy wu thé canh
tranh cta san pham, d6 1a diéu miu chdt dé san pham cta ban dtng viing trén thi trudng.

Vay, mudn khai thac ngudn khach hang, ngudi ban hang can phai cha ¥ dén nhitng k¥ xdo va van dé gi?
1. Chii dong tim kiém, xay dung moi quan hé véi khach hang

Trong gi6i kinh doanh My ¢6 mdt cAu ndi ndi tiéng: “Thanh cong cia ngudi ban hang khong phai do
anh ta 6 tri thirc uyén bac ma do moi quan hé cta anh ta”. Trén thi truong ban hang, vu thé hang dau
ctia san pham trong cac san pham cung loai 1a ludi dao sic, con ngudn khach hang cua nguoi ban hang
13 vii khi bi mat. Mudn c6 duoc vii khi bi mit manh hon di thi canh tranh thi ngudi ban hang phai ¢6
gang phin dau va co nghi luc hon dbi thu canh tranh rat nhiéu, chiu khé quan sat moi nguoi xung
quanh, khai thic ngudn khach hang, phat hién tiém luc ctia mbi nguoi dé timra “quy nhan“ cia minh.

2. Mau chot ciia viéc khai thic nguon khach hang: ngwoi thin giéi thiéu

Nang luc va strc khoe cua mdi nguoi déu c6 han, mudn cé duoc ngudn khach hang doi dao, can phai
huy dong strc manh ctia moi ngudi xung quanh. Ngudi than 14 diém mau chdt quan trong giup ban xay
dung ngudn khach hang d6i dao. Ngudn nhin lyc dugce phan b theo hinh mang luéi, con ngudi than 1a
diém két nbi ban véi mang ludi khach hang. Vi thé, ngudi ban hang phai biét khai thic mang ludi
khach hang tir nhitng nguoi than, théng qua nguoi than dé c¢é thém nhiéu “ngudi than” hon.

3. Tich cwe tham gia cac doan thé xa hdi d¢ mé rong, ting cwong cic moi quan hé

Muén khai thac duge ngudn khach hang, ngudi ban hang can tich cuc tham gia cac hoat dong doan thé
xa hoi, budc vao vong xa giao 16n hon, co thé n6i, doan thé xa hoi 1a “doan thé hu ciu” ctia mdi
ngudi, néu ngudi ban hang bo qua “doan thé hu cau” thi con duong cua ho cang di cang hep, ngudn
khach hang cling ngdy mot it di. Ngoai ra, trong diéu kién binh thudng, xdy dung mdi quan hé vai
nhirng nguo1 xa la 12 mdt vigc rat kho; nhung khi tham gia cac hoat dong xa hdi, biéu hién tich cuc cua
ban s& dé lai 4n tuong tt vGi nguo1 khac, khién ho cam théy ban rat thich hop véi1 gilao tiép. Vi vay,
ngudi ban hang mudn c6 mang ludi khach hang 16n manh hon d6i thu canh tranh thi bién phéap tot nhét
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13 tham gia cac doan thé xa hoi.

4. Loi dung mang lwéi khach hang ciia doi thii canh tranh 13 mét bién phap khai thic ngudn
khach hang

Trén thi trudng, chi c6 nguoi ban hang biét canh tranh mdi c6 dugc ngudn khach hang doi dao. Ngudi
ban hang cung véi viéc phai canh tranh con phai biét hop tic v6i dbi thil. Trong qua trinh canh tranh
va hop tac, phai két ndi mang ludi khach hang ctia minh voi mang luéi khach hang ctia doi thu canh
tranh dé mo rong mang ludi khach hang. Nhung trong qua trinh hop tac, nhat thiét phai bao hd mang
ludi khach hang chi yéu ctia minh, néu khong thi s& bi ddi thil canh tranh cudp mat nguon nay. Vi thé,
hop tac 1a phuong thirc chu yéu dé loi dung ngudn khach hang ctia d6i phuong, nhung hop tac ciing 1a
con dao hai ludi, nguoi ban hang can phai chi y bao vé minh.

5. Trén co sé ngudn khach hang doi dao, khi sit dung k¥ xdo kinh doanh phai xét dén tinh lién
dong

Sau khi c6 nguon khach hang doi dao, trong qua trinh ban hang, khi sir dung k¥ xao ban hang, nguoi
ban hang phai xem xét dén tinh lién dong véi diém két ndi cua mang khach hang. Chi khi dé diém két
n6i cua mang khach hang tham gia vao qua trinh ban hiang mdi c6 thé loi dung ngudn khach hang mot
cach toi da, dat dugc thanh tich kinh doanh cao.

VIIL. PE Y XUNG QUANH, TRONG VONG BA BUOC SE CO KHACH HANG

Hang ngay chiing ta gip biét bao nguoi, ban ¢6 mudn thir giao tiép nodi chuyén voi ngudi xung quanh
khong? Nhitng nguoi ndy cé thé tré thanh khach hang ctia ban khong?

Tuc ngir ¢6 cau: "Banh hip khong tir trén trdi roi xudng", 1a ngudi ban hang, néu bi dong ngdi chd
khach hang tim dén minh thi ban s€ khong bao gi¢ trd thanh ngudi ban hang xuat sac.

"Trong vong ba budc s¢ co khach hang", day khong phai la cau n6i mo. Ban gap mot ngudi, trong
vong ba budc chan, ban nhin thay anh ta di dén, ban nhiét tinh va hitu hdo ty giéi thiéu vé minh va
tham hoi tinh hinh cong viéc clia anh ta. Doi thoai tot d& d6i phuong binh tinh tra 1oi. Khi anh ta hoi
lai ban, ban can dua danh thiép cho anh ta, Iic nay hau nhu khong c6 ai tur chdi danh thjép cua ban,
tiép do6 ban s€ phat hi¢n anh ta bat dau thaim do ban mot loat van dé nhu tinh hinh cong viéc va san
phém, cach phuc vu cta ban, nhu vay ban sé dat dugc muc dich chao ban san phﬁm

Mot ndm, vao mua heé, L¢ Sa - nguoi ban hang ctia cong ty bao hiém tham gia hoat dong du lich do
cong ty t6 chirc, ho di xe ltra va du dinh dén sudi nude khoang Son Pién. Trén xe lira, L& Sa théy
nguoi ngé)i trudc mat 1a mét phu nit hon 30 tudi, chi ta mang theo hai dtra tré, dura 16n khoang 5-6 tuoi,
dtra nho chi moi 3 tuoi.

Thoi quen nghé nghiép gitip Lé Sa ngay lap tirc c6 mdt phan doan: nguoi phy nit nay chac chan 1a chi
gia dinh. Vi chd ngé)i ¢ canh nhau, nhan luc tau hoa dirng & mot ga, L.¢ Sa xuéng mua mdt mon dac san
ctia dia phuong, ¥ nhi moi ngudi phu nit. Ngudi nay to ra rat vui. Ho trd chuyén voi nhau rat hop .
Ngudi phu nit néi v6i Lé Sa: “Ching t6i muén ngii lai mot dém & ga Khinh Tinh, ngay hom sau s& di
tau dién ngdm dén Thao Tan.* Hai ngudi ndi chuyén rat thoai mai vé chi dé du lich, ngudi phu nit to
vé lo lang vé van dé phong khach san. Nghe xong, L& Sa n6i: “Toi twong d6i thong thudc Khinh Tinh,
néu chi khong ngai, t6i ¢6 thé gitip chi tim noi nghi ngoi.” Nghe viy ngudi phu nit ndy rat vui, cam on
su gitip d& ctia Lé Sa, dong thoi cho Lé Sa biét dia chi gia dinh va moi c6 dén nha choi.
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Nira thang sau L& Sa chi dong dén nha nguoi phy nir. Ngudi chong cam on Lé Sa da gitip d& vo con
minh, ho tr& thanh ban bé tot ctia nhau. Cuoi cung, gia dinh do tr¢ thanh khach hang cua L€ Sa.

Tir d6 c6 thé thdy, néu dé v, luu tim dén moi ngudi xung quanh thi ngudi ban hang di dau ciing ¢o
khach hang. Song ban can cha ¥ phan dinh rd timg truong hop va dia diém cy thé. Trong 1an dau gip
mit, ndi chuyén, trude tién phai dé d6i phuwong tim hiéu minh, sau d6 tiy tinh hinh ma phét trién quan
hé véi khach hang, nhu vay viéc chao ban san pham mdi thanh cong.

Mot ngudi ban hiang muén dugce khach hang chip nhin khong thé cir nhin thiy mot khach hang da néi:
“Chao ong (ba), ti 14 ngudi ban hang...”. Néu khong, khach hang du khéng quay dau bo di thi cling tim
cach tranh mat ban, ngay dén co hoi tro chuyén véi ho ban cling khong co.

Vi gia dinh, mdi ngudi déu co tinh than trach nhiém va 10ng yéu thwong ménh liét, ngudi ban hang c6
thé bat tay vao cong viéc ctia minh tir diéu ndy, cung khach hang ndi chuyén gia dinh r6i dan dan dan
dat khach hang dén san phdm ma minh can ban. Lé Sa trong vi du trén khong ngay 1ap tirc n6i minh 1a
nhan vién ban bao hiém ma da xay dung mbi quan hé than thiét véi nguodi phu nit ndy, tr d6 cd duoc
don dit hang mua bao hiém.

Dot nhién chao ban hang véi mot ngudi xa la s& dé gay phan cam. Tir thi du néu trén ta thdy, ngudi phu
nit no tay dat hai daa con, 15 rang 1a ho di du lich, néu Lé Sa di dén trudc mit va noi: “Chao ba, t6i 1a
Lé Sa, nhan vién ban bao hiém, t6i mudn gid1 thiéu cac loai hinh bao hiém cta cong ty t61...” Trong
truong hop ndy, néu ban 1a nguoi phu nit kia, ban s& c¢6 cam giac gi? Py 1a chuyén di du lich cha
khong phai dé mua bao hiém, trong tinh hubng nay, liéu ngudi phy nit d6 c6 mua bao hiém cta ban
khong? Trong sudt qué trinh du lich, Lé Sa khong hé nhic dén chuyén bao hiém, nhung thong qua giao
luu trao doi, Lé Sa da thu thap dugc nhiéu tu lidu, day 1a co sé dé sau niy Lé Sa dén thim nha ngudi
phu nit. Nhu vay, c¢6 dugc don dat hang mua bao hiém chéng 1a viéc rat ro rang d6 sao?

Nha kinh doanh tai ba Lamm Charland d3 tirng noi, chi can luon dé y dén xung quanh, trong vong ba
budc chan s€ cd khach hang. Néu nguoi ban hang nao ciling giong nhu L¢ Sa thi cau ndéi cia Lamm
Charland s€ tr¢ thanh hién thuec.

IX. CHAO BAN HANG O GOC PQ KHACH HANG

Ngudi ban hang ludn mudn ban dugc hang, day 1a diéu khong can phai ban ci. Nhung néu trong qua
trinh ban hang, ngud1 ban hang qua nong voi, lai khong xem xét dén viéc vi sao khach hang can san
pham nay thi giao dich dé bi that bai.

C6 rat nhiéu nguoi ban hang pham phai sai 1am qué nhiét tinh. Ban than nhiét tinh khong c6 18i, nhung
néu ban qua nhiét tinh thi lai gay ap luc cho khach hang, khién ho thay khong dugc thoai mai.

C6 ngudi ban hang khi thiy khach hang khong thich tha v&i hang hoa ciia minh thi khong kiém ché
dugc ma ndi véi khach hang: “San pham va cach phyc vy cta ching toi rat tot, cong ty khac khong thé
so sanh vo1 ching t61 dugce, trinh do k¥ thuat cua ho khong thé dat ti€u chuan cua ching t61, hé thong
phuc vu khach hang cua ho khong dugc hoan thi¢n bang chung t61, vay vi sao 6ng (ba) khong hop tac
vo1 cong ty chung t61?" Ngir khi Iuc nay khong con 1a hdi han nira ma da chuyén sang chat van, ro rang
1a khong lich su.

Nhan vién c6 tinh néng voi thudng ngat 101 khach hang, thim chi con quyét dinh thay khach hang: “ong
(ba) c6 thé nghe t61 no1 vai cau dugc khong? T61 cho rang cong ty ctia 6ng (ba) nén sém c6 quyet dinh
dat mua hang, néu khong day s€ la mQt ton that cho cong ty ong (ba)...” C6 nguoi ban hang con hoai
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nghi quyét sach ctia khach hang: “Nhiing khach hang d3 dung san phdm ctia chung t6i déu danh gia rat
cao san pham ndy. Vi sao dng (ba) lai cham tré trong quyét dinh dit mua hang? Co6 phai vi ong (ba)
khong c6 quyen quyét dinh? Néu dang nhu vay thi to1 s€ té1 gap cap trén cua ong (ba)”.

Céc cach 1am trén déu xic pham khach hang. Néu ban 1a khach hang, gip phai ngudi ban hang nhu
vay, liéu ban c6 chap nhan khong? Thai do nay c6 thé khién khach hang tir ch61 mua hang cua ban.

Xét tir quan niém kinh doanh, chi khi ngudi ban hang dimg trén 1ap trudng cua khach hang dé phuc vu
ho thi khach hang md1 n61 hét suy nghi cua minh vdi ban.

Pé dat dugc muc dich ban hang, c6 ngudi ban hang thao thao bat tuyét gidi thidu véi khach hang tinh
nang cua san pham. Ho khong biét rang, lam nhu vay chi khién khach hang cam thay khé chiu.

Trén thyc t&, mudn khach hang chdp nhan quan diém ctia minh thi viéc dau tién 1a phai lam rd khach
hang c6 nhu cau gi, lang nghe khach hang n6i r61 md1 ¢6 thé “xem bénh boc thude”. Chi cd nhu vy,
khach hang mé&i1 cam thay ban da suy nghi vi ho, chir khong phai chi vi ban hang ma 1am vay.

Adami 13 nguoi chuyén thiét ké phuc trang va miu hang dét. Hang tudn 6ng ta déu di New York thim
mot nha thiét ké noi tiéng. Nguoi thiét ké ndy van tiép don, nhung lai tir chdi khong mua ban v& ciia
Adami. Sau khi tim ra nguyén nhan cta viéc tir chdi, 1an sau 6ng mang 5 ban thiét ké chua hoan thanh
dén, vira budc vao phong lam viéc cua khiach hang, ong da noi ngay: “Chao ngai, ddy 1a nhiing ban
thiét ké chua hoan thanh, xin ngai cho biét toi phai thiét ké nhu thé nao dé ngai hai 10ng?” Khach hang
chim chi xem mot ban thiét ké va néi: “Hay dé & day da, vai ngdy sau moi 6ng quay lai.” Ba ngay
sau, Adami lai dén. Lan nay, khach hang dua ra mét sb kién nghi, sau d6 Adami mang ban thiét ké vé,
can cr vao y kién cua khach hang, tu stra lai cho hoan chinh. Cudi cting, toan b 5 ban thiét ké nay déu
duoc chip nhan. Qua vi du nay ching ta c6 thé thiy, néu Adami khong suy nghi vi khach hang ma chi
ap dat quan diém ctia minh thi khach hang s& khong can dén nhitng ban thao thiét ké do. Vi vdy, mudn
ban hang thanh céng, nhat dinh phai dat minh vao vi tri khach hang dé suy nghi, xem ho mudn gi.

X. NAM CHAC NHAN VAT THEN CHOT
- THUYET PHUC NHAN VAT THEN CHOT, BAN SE THANH CONG

Trong kinh doanh, cac mbi quan hé co vai trd quan trong, song day khéng phai 13 nhan t6 duy nhat dé
di dén thanh cong. Trong s6 dong khach hang luén c6 mdt vai ngudi, chua han 13 ngudi co quyén hanh,
nhung v kién cta ho lai c¢6 vai tro quan trong trong viéc trién khai nghiép vy, trong thoi diém mau chét
con anh hudng dén viée thanh bai ctia nghiép vu. Tuc ngit c6 cau: “Huyén quan bat nhu hién quan”
(nguoi chirc vu cao ciing khong bang ngudi ¢d thuc quyén truc tiép quan 1y cong viéc -ND), nhitng
ngudi ndy cé vai trd then chdt, anh hudng quyét dinh dén su thnh cadng cua ban.

Trudc khi dén tham khach hang, viéc dau tién ma ngudi ban hang can lam 1a xac dinh xem doi1 tac cua
minh 12 ai. Néu x4c dinh sai doi tugng thi day s€ la mot van dé rat nghiém trong.

Jameson 13 ngudi ban ca phé, mot hom dén mot nha may, khi day ctra phong hanh chinh budc vao, anh
ta thiy c6 hai ngudi ngdi trong phong. D6 13 mdt phu nit trén 30 tudi dang xem bao va mot nam gidi
hon 50 tudi dang udng ca phé. Jameson hoi tén ngudi dan ong, cau ndo ciing goi 6ng ta 1a “giam dbc*,
ddng thoi quay vé phia ngudi dan ong, gii thiéu ti mi vé ca phé, lai tu tay pha cho “giam ddc” mot
coc ca phé. Ngudi dan 6ng nay rat phan khoi. Ngudi dan 6ng noi voi ngudi phu nit: “Lé Sa, chang
phai nha may ciia chiing ta bat dau phat phic lgi sao? Ca phé nay rat ngon, cd c6 mubn udng khong?”
Ngudi phy nit tén Lé Sa khong ngang dau 1én, ndi:
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“Khéng can, khéng ngon.” Thi ra ngudi phu nir ndy méi 1a gidm ddc, con ngudi dan ong kia chi 1a
pho gidm doc. Jameson thay lung ting.

Qua thi du ndy, xin nhic nhd ngudi ban hang, khi di thim khach hang, nhat thiét phai lam rd mot van dé
quan trong: Po1 tugng quan trong nhat trong lan giao dich nay cua ban la ai? Can phai tim ding nhan
vat then chot dé ban chuyén hop tac. Trong qua trinh ban hang da cé rat nhi€éu ngudi ban hang that bai
chi vi go nham ctra, thaim ngudi khong can tham.
Lam thé nao dé xac dinh dugc nhan vat then chdt? Noi cu thé, nhan vat then chdt téng cong c6 5 loai,
nguo1 ban hang ¢6 thé tim hiéu qua phan gidi thi¢u duoi day:

1. Nhan vién hanh chinh, 1a nguo1i nam ménh 1énh hanh chinh.
Ngudi quyét sach.
Nguoi anh hudng, 12 ngudi ¢ anh hudng quan trong dén ngudi quyét sach.
Ngudi chip hanh, 13 ngudi tién hanh nhitng thao tac nghiép vu cu thé.

A

Nguoi sir dung, 1 nguoi str dung san pham, tire 13 dong dao nguoi tidu ding.
XI. KHAO KHAT THANH CONG CHU KHONG PHAI NANG LUC, SE QUYET PINH
THANH BAI

Ham mudn thanh cong 1 nhan t6 chu chdt quyét dinh thanh cong ctia ngudi ban hang. Trong rat nhiéu
truong hop, ngudi ban hang dat duoc thanh cong khong phai do nang luc cua nguoi do nhi€u hay it ma
nho tinh than nd luc bén bi dé co6 dugc don dit hang.

Weiber, ngudi ban hang cia mot cong ty dién khi My di xudng mot ving nong thon dé ban dién. Nguoi
nay dén mot gia dinh ndng dan twong ddi gidu co va gd ctra. Ngudi mo cira 1a mot ba gia, nhin thay
ngudi ban hang cua cong ty dién khi, ba dong sam cira lai. Weiber lai gd cira mot 1an nira, ba gia mién
cudng mo hé canh cira. Weiber noi: “That xin 15i da quiy ray ba, tdi dugc biét hién tai ba khong hing
tha dung dién 1am, vi thé 1an nay t6i dén khong phai dé ban dién ma t6i mudn mua ctia ba vai qua trimg
g mang vé.” Ba gia ban tin ban nghi, m¢ cira rong hon mot chat, Weiber tiép tuc noi: “Toi nhin thay
ba nuoi gidng ga rat dep, t6i mubn mua mot chuc trimg ga mang veé.”

Nghe Weiber noi nhu vay, ba gia md to ctra, noi: “Nha anh khong c6 trimg ga phai khong? ” Weiber
thanh thue ndi: “Trimg ga ciia nha t6i todn mau trang, 1am banh gato mau sac khong dep, vo 61 mudn
t6i mua trimg mau niu mang vé.” Lic ndy sic mit clia ba gia dé chiu hon rat nhiéu, bavui vé ndi
chuyén véi Weiber. Mot luc sau Weiber chi chudng bo trong sin va noi vdi ba gia: “Thua ba, t6i dam
c4, sO bo chong ba nuoi chic chin khong nhiéu bang s6 gi ctia ba.” Ba gia nghe vay rat vui, vi sudt
mot thoi gian dai chong ba luén khong thira nhan su that nay. Thé r6i, ba gia coi Weiber nhu ngudi
than ctia minh va din anh ta di tham quan chudng ga. Weiber vira tham quan vira khen kinh nghiém nuéi
i clia ba gia, dong thoi ndi thém: “Néu ba dung dién chiéu sang thi ga s& con dé nhiéu trimg hon.”
Luc nay ba gia khong con dc cam voi viée dung dién nira, con hdéi Weiberr dung dién co hi¢u qua
khong.

Mot tudn sau, Weiber nhan dugc don xin dung dién cua ba gia.

Viy Weiber di lam nhw thé nao dé thuyét phuc dwoc khdch hang va cé dwoc don dit hang?

1. Phai vao nha roi méi néi chuyén
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“Kinh doanh chi bat dau sau khi bi tir chdi.” DAy 1a cau noéi ctia chuyén gia kinh doanh noi tiéng
Redmer. La nguo1 ban hang, néu chi vi mot cau tir choi cta khach hang ma da bo cudc thi duirng n61 dén
thanh cong trong kinh doanh ma ngay ca co hdi giao ti€p cling khong c6. La nguoi ban hang thong
minh, néu bi khach hang tir choi thi phai tim cach dot pha, dé khach hang “tr moéc hau bao” ctia minh.
Nguoi ban hang tai ba s€ khong bao gio bo cudc khi bi khach hang tir choi, trai lai, con phai noi1 véoi
khach hang: “Chi can 6ng (ba) cho t61 5 phat”, hodc “Toi chi can noi vai 161”. Trong trudng hop néu
khach hang da c6 loai san pham nay ro1 thi ban can ¢ cach xur 1y khac, nhung néu khach hang chua c6
san pham ma lai khéng c6 1y do chinh dang dé tir choi thi ban can kién tri thuyét phuc ho. Néu khach
hang chiu nghe thi ban da thanh cong dugc mot mra.

2. Dut khach hang néi “khong”, ngudi ban hang ciing phai lién tuc c6 ging

Khi ngudi ban hang ban mot loai hang, phan 16n khach hang déu néi “t6i khong can”. Trong trudng
hop nay, néu ngud1 ban hang to ra budn chan, boé cudc thi s¢ khong bao gio c6 duge don dit hang va
khach hang. Liac nay, ngudi ban hang ¢6 kinh

nghiém s& tim cach no6i khién khach hang chip nhan ho.

Thi du, ngudi ban bao hiém khi d6i mit v6i su tir chdi cta khach hang thi khong nén ndi bao hiém tot
nhu thé nao ma nén noi: “La bo me, ai cling mong con minh dugc nuéi dudng, giao duc tot, hinh thirc
tict kiém cua cong ty chung to61 1a mot co hdi dau tu rat tot, 5 nam sau bat dau hoan von, tién 1ai1 ban
thu dugc vira du dé dong hoc phi cho con, ban thay thé nao?”

Trong trudng hop ndy, 101 ndi cua ban rat dé duoc khach hang chap nhan. Ciing giéng nhu Weiber
khong chiu tir bé y dinh khi 1an dau bi ba gia tir choi, anh da thay d6i cach né1 va dugc ba 1ao chap
nhan, cuodi cung thanh cong va c6 dugc don dat hang.

3. Can "mit day"

Khi ngudi ban hang gd cira nha cua khach hang va bat dau sy trao d6i, lic d6 anh ta da c¢6 dugc thanh
cong budc dau. Trong trudng hop ndy, néu ngudi ban hang tién thém mdt budc, ban hang vo1 muc gia
cao hon, khach hang ciling dé dang chap nhan. Trong thi du trén, Weiber khong béd cudc vi sac mat cua
ba gia, anh khong ngiing giang giai, cuoi cung da c6 dugc thanh cong.
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CHUONG II
GAP GO KHACH HANG NHU LAN PAU GAP NGUOI THAN

Xudt phat tir khdu co ban nhat trong kinh doanh: Nguwoi bdn hang lan ddu tién gdp gé khdach hang,
trong chwong nay chung toi sé trinh bay mot cach ti mi, chuyén nghiép ky xao va chién luoc cua
khdu nay cung voi nhitng van dé can chu y khac.

I. PHONG BI TRUOC, LAM TOT CONG TAC CHUAN BI TRUOC KHI GAP MAT

Trong thi trudng kinh doanh, ngudi ban hang wu ta can phai 1am tot cong tac chuan bi trude khi gip
khach hang. Ho thudng dé lai cho khach hang an twong tot dep, thong qua strc hip dan ca nhan dé 1am
no6i bat vu thé ctia san pham, tir d6 thuyét phuc thanh céng khach hang va c6 dugc don hang thuan loi.
Song, ching ta thuong thay rat nhiéu ngudi ban hang vi khong chuan bi tot nén khong cé duoc thién
cam ctia khach hang, cubi cung that bai. C6 thé noi, 1am tét cong tac chudn bi trudc khi gip khach hang
nghia 1a viéc kinh doanh da thanh cong dugc mdt nira.

Trong cudn sach “Tin vao stc hip din cua ban, diéu ndy s& mang lai cho ban nhiéu don hang hon
nira”, gido su kinh doanh ndi tiéng thé gigi Hugh Laurie da viét: “Lan dau gip khach hang, nhat thiét
phai thé hién strc hip dan ca nhan, vi sttc hap dan thé hién su tu dudng va pham chat dao duc cia
ban”. Thong thudng, sttc hdp dan ciia ngudi ban hang c6 vai trd quan trong trong lan gip dau tién,
khién khach hang cam thdy san pham c6 trong tay ngudi ban hang ndy rat c6 dang cap. Tir cAu ndi clia
Hugh Laurie c6 thé thiy, nguoi ban hang phai biét cha ¥ ti vé bé ngoai trudc khi gip g khach hang.
Chuan bi gip g& trong qua trinh ban hang thuong chia thanh 2 loai: mot 14 chuan bi thong thudng, mot
loai khéc 1a chuan bi tam thoi. Chuan bi thong thudng doi héi ngudi ban hang phai c6 théi quen cham
soc dung mao, dn mic gon gang, chi ¥ téi ctr chi, 10 ndi. Lam tdt cong tac chuan bi thong thudng co
wu diém 13: gip g& vao bat ctr luc ndo, ¢ dau, ngudi ban hang déu khong dé lai 4n tuwong x4u cho
khach hang. Pac biét 1a khi xuét hién nhirng tinh huéng dot xuat, néu lam tot cong tac chuén bi, nguoi
ban hang s€ nhanh chong diéu chinh duogc ban than, budc vao trang thai lam viéc méi, hoan thanh t6t
cong viée. Noi chung, 1am t6t cong tic chuan bi 12 co s& dé ngudi ban hang c6 dugc thanh tich tot.

Chuan b tam thoi 14 cong tac chuan bi ma ngudi ban hang phai 1am dé gip khach hang trong mot qua
trinh ban hang nao dé hodc do mdt doi hoi tam thoi. Thong thuong, chuin bj tam thoi thuong xay ra
trong thdi gian va dia diém nhat dinh, ngudi ban hang cling c6 dy du thoi gian cho viéc ndy. Pay
thuong 13 nhirg chuan bi cho cac cudc gip v6i khach hang 1on. Piéu niy doi hoi nguoi ban hang phai
chuan bi chu ddo va co trong diém hon binh thudng. Chi c6 nhu vay, chuan bi tam thoi méi thu dugc
hiéu qua tot khi gip mit khach hang.

Cong viéc dau tién ma Tong thong My Reagan 1am 1a quang cdo cho mot hing phat thanh &
Washington. Lan dau tién budc vao thi trudng ban hang, Reagan 1am viéc rat chim chi, mdi ngay 1am
viéc 14 tiéng dong hd. Nhung sau hai thang 1am viéc, Reagan ngac nhién phat hién thay thanh tich 1am
viéc ctia minh chi bang nguoi 1am viée 8 tiéng. Diéu nay khién 6ng vo cling budn chan.

Tuy mirc d6 tich cuc c¢6 phan giam sit nhung Reagan khong tir bo cong viéc. Reagan quyét dinh, trong
mot tudn tiép theo khong tiép khach hang nita ma di theo hoc tap Jesson Kaelin, bu dap nhitng khiém
khuyét ctia minh.

Budi sang ngay thir hai Reagan dén cong ty rat som va ké ban lam viéc cua minh sat cho ngoi cua
Jesson Kaelin, chuan bi san sang hoc tap Jesson Kelin.
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Khi sip dén gio lam viéc, Jesson Kaelin budc vao phong,
Nhin thdy Reagan ngdi & sat minh, dng rat ngac nhién.

Chua doi Jesson co ¥ kién gi, Reagan da n6i ra cach suy nghi cua minh. Khong ngo nghe xong Jesson
Kaelin lai cuoi 16n. Reagan cam thay kho chiu.

“Cau xem t01 ¢6 khac gi so voi tudn trudce khong?”” - nhin vé mat Reagan c6 vé buc tirc, Jesson Kaelin
hoi.

Reagan nhin ki Jesson, phat hién ngoai bd comple mau den 6ng ta mic tudn trudc di duogc thay bang
bd comple mau xanh tham thi Jesson khong c6 gi thay doi.

“Ngoai bd comple mau den duoc thay bang bd mau xanh thim, khong c6 gi thay doi ca!” Reagan that
vong tra 101.

“Pung thé, t6i khong c6 gi thay doi, thé cau xem minh c6 gi thay d6i khong?”” Jesson noi.

Nghe Jesson ndi, Reagan nghi rang c¢6 thé minh cao rau khong sach, lién vao nha vé sinh soi guong,
nhung 6ng thiy minh khong c6 gi dang dé moi ngudi phai cudi ca. Reagan bat dau cau, ong cho rang
Jesson dang dua minh ra lam tro cuoi.

Reagan ham ham chay vé phong lam viéc, noi véi Jesson van dang ngoi cuoi ¢ do: “Toi rat chiu kho

'97

hoc tap dng, khong ngd ong lai mang t6i ra 1am tro dua, 6ng da khién t6i that vong!

“Cau khong thay minh c6 gi thay doi a? Néu khong thay duoc, xin ciu ctr soi gwong lai. Poi sau khi
cau phat hi¢én trén nguoi cé thay doi, cau sé biét dugc vi sao cong suc lam viéc vat va 14 tiéng cua
ciu ciing chi bang ngudi khac 1am 8 tiéng.” Ny cuoi trén guong mit Jesson bdng mat di, 6ng ndi vai
giong rat nghiém tuc.

Nhin thay vé nghiém tiic cuia Jesson, Reagan thay khong phai 6ng ta mang minh ra 1am tro cudi ma tu
thdy minh c¢6 chd nio khong dung. Thé rdi, lai mdt 1an nita, Reagan vao dimg trudc guong, bat dau
xem lai minh. Tuy nhién, nira gir d4 troi qua ma Reagan van khong tim thdy minh c6 gi thay doi.

Khong con cach nao khac, Reagan danh phai mot 1an nita vao phong, noi voi Resson - lc nay di bat
dau lam viéc:

“Thua ong Jesson kinh mén, t6i khong tim thiy bat ctr thay d6i ndo ctia minh, 6ng c6 thé truc tiép giup
to1 tim ra khong?”

Nhin vé mat that tha cia Reagan, lai mot 1an nira Resson cudi va noi: “Reagan a, ong khong théy hoém
nay ong mac chiéc 4o jacket rat nhau nat a? Con nira, doi giay cua ong day bui, quan cta 6ng nhin rat
giong Sweet Buns ctua bang Flor a.” Di€u quan trong nhat 1a, ngay tir 1an dau to61 gdp 6ng cho dén nay,
to1 chua hé nhin thay dng mac by quan 4o nao sach s&, chinh t€. Vi thé dng chua bao gio c6 dugce an
tuong tot vo1 khach hang, khién cong viéc kém. Muon c¢6 dugc thanh tich tot thi viéc tao an tugng ban
dau voi khach hang 1a diéu mau chot.

Nghe Jesson noi xong, Reagan chot bing tinh va noéi: “0, ding vay, hau nhu tir trudc dén nay khi gip
g0 khach hang t61 khong dé€ y dén chuyén an mac ctia minh.”

Tir d6 tré di Reagan bat dau chi y dén dién mao, tham chi khi khong tiép khach hang ong ciing dn mic
rat can than. Thay d61 nay da gitip Reagan c6 dugc thanh cong rat 16n va cling giap 6ng hiéu rang, bat
ké trong thi truong ban hang hay trong cudc song thuong ngay déu phai dé lai cho moéi ngudi mdt an
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twong tot, day ciing 1a nén moéng dé 6ng trd thanh Tong théng sau ndy.

Tur thi du trén c6 thé théy, chuan bi dé tiép khach hang 1a mot vigc rét quan trong. Cong viéc chuan bi
nay khong chi giap nguoi ban hang c6 dugc thanh cong tot dep ma con c6 thé lam thay doi cudc doi
ho. Vay can lam nhiing gi trong cong tdc chuan bi ti€p khach hang?

1. Chu y dén trang phuc, khong in miic tuy tién.

Strc hap dan cua mot ngudi ba phan nho vio tudng mao, bay phan nho vao trang phuc. Vi thé, trong
lan dau gdp mat khach hang, ngudi ban hang phai lua chon quan 4o that can than, c6 gang thé hién suc
hap dan céa nhan, d€ lai cho khach hang an turong ban dau that tot.

2. Chuan bi san ngon tir ¢6 lién quan dén vi€c gidi thi€u san pham

Tai an nodi 1a ky ning ngudi ban hang can c6, mudn dé lai an twong t6t voi khach hang, ban can cha y
dung ngobn ngtr giau tinh thuc dung dé lay chuyén khach hang.

3. Chii y chi tiét

Lan dau gip gd khach hang, nhat thiét phai 1am t6t cong viéc chuan bi 1am thoi. Cong tic chuan bi 1am
tho1 phai chu ddo ti mi, chu y dén chi ti€t cu thé.

4. Chii dong thoi gian, tuyét d6i khong dén muén

Khi ngudi ban hang va khach hang 1an dau tién gip nhau, ngudi ban hang nén dén sém hon khach hang
khoang 10 phut, nhu vay s€ dé€ lai cho khach hang an tuong ban dau tot dep. Trong thoi gian hen khach
hang, ngudi ban hang nén dén sém khoang 10 phut dé khach hang cam thay ban 1a ngud1 chan thanh,
dong thoi ho cling cho rang nguoi ban hang ton trong minh. Vi thé, trong lan dau gap khach hang, nguoi
ban hang can chi dong tho1 gian, tuyét do1 khong dén muodn.

5. Nhat thiét phai chii ¥ diéu chinh tinh cim ciia minh.

Khi né1 chuyén véi nguoi khac, mubn ¢6 khong khi vui vé, trude tién minh phai ¢ mot tinh cam that
tot. Néu nguoi ban hang co6 tinh cdm khong tot, khi gap gd khach hang, khong khi s€ rat nhanh chong
roi vao tinh trang lung ting, hut hing. Vi thé, trong 1an dau gip g& khach hang, ngudi ban hang nhat
thiét phai diéu chinh t6t tinh cdm cua minh.

II. VAO PE MOT CACH HAI HUOC - KHOI PAU TOT LA PAT PUQC MOT NUA THANH
CONG

Trong lan dau gip gd khach hang, 161 mo dau hay sé dé lai an tuong tot cho khach hang. Hon nira, 101
mé dau co dic siac hay khong s& quyét dinh qua trinh ban hang tiép d6 c6 dién ra thuan loi hay khong.
Néu mdt nguo1 ban hang 1an dau tién gap gd khach hang c6 nhirng biéu hién hodc 161 no1 khong lich su
thi qua trinh ban hang sau ndy cua anh ta sé gap rat nhiéu kho khan, kha nang that bai cao. Piéu nay doi
hd1 ngud1 ban hang khi ban san pham can chu y dén 161 md dau cua minh, 161 md dau tot 1a co s& dé
ban hang thanh cong. Vay cach m¢ dau nao khong gy phan cam cho khach hang, khoi day tinh hiéu ky
& ho? Cau tra 101 1a “101 md dau hai hude”.

Loi mo dau hai hude c6 thé khién khach hang nay sinh tim 1y vui vé, lam ting tinh hiéu ky ctia khach
hang, gitup hai bén giao luu trong khong khi thoai mai, tir d6 ¢6 dugc don hang thuan loi.

Bac thay kinh doanh ndi tiéng nudc Anh 1a Russell West- brook, vi nha nghéo nén 16 tudi di lam nhan
vién ban bao hi€m trén duong phdé London. Khi bat dau ban hang anh ta da lam rat tot, hon ca nhiing
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nguoi ban hang 1au nam. Vi thé, rat nhiéu ngudi thay la, mot nguoi tré sao lai c6 thé 1am tét nhu vay?
Mot ngudi ban hang l1au nim khéng nén duoc td mo, da quyét dinh xem Russell Westbrook ban hang
cho khach nhu thé ndo. Ong ta nhin thiy c4u bé nay dung & cira mot quan ca phé cao cip, tay cam thé
bao hiém, nhin xung quanh, khong muc dich.

Mot ngudi dan Ong trung ni€n béo phi tir trong quan ca phé budc ra. Russell Westbrook ngay 1ap tirc
chay 1én trudc, chin duong va hoi nguoi dan 6ng kia: “Thua 6ng, gia sir lic ndy trai dat dang chuan bi
danh nhau v&1 mat troi, ong mudn biét sau khi ho danh nhau xong Ong s& kiém dugc bao nhiéu tién
khong?

Bat giac nguoi trung nién nay dung lai, cudi va hoi cau bé: 0, trai dat ma ciing biét danh nhau vai
mit troi 42 7 “Biét day, thua ong, vi 6ng chua mua bao hiém, hodc bao hiém ma 6ng mua khong nhiéu
phtc 1oi bang cong ty ching tdi. Trai dat dang yéu dang qua lo lang cho strc khoe cta ong, nhung trai
dat khong biét néi nén 4m wre trong 10ng, mudn giai toa khong co cach ndo khic 13 danh nhau véi mit
tro1.” Russell Westbrook cuoi, tra 101.

“Q, vay ha, that 1ong t6i van chura mua bao hiém, ciu 1a nguo1 ban bao hiém a?”

“Vang, chau 1a m0t nguo1 ban bao hiém vui tinh. Pung coi thuong chau it tudi, chau s€ cho 6ng mot ké
hoach bao hiém”.

“d, kha 1am, chung ta né1 chuyén nhé!”

Ngudi ban bao hiém 1au nim nhin thiy, chot hiéu ra: “Thi ra 1y do thanh céng cua cdu bé 1a nhd vao
161 mé dau hai hude!”

Long hiéu ky cua nguoi khach da bi cau bé naim duoc, ho ngdi xudng chiéc ghé da tro chuyén. Sau d6
nguoi khach nay vui vé lay tién mua ngay mét thé bao hiém.

Ngudi ban hang 1au nam thay vay khong ngdt thét ra nhiing 101 cam phuc. Ong mang cau chuyén nay ké
V61 cac nhan vién ban hang khac, sau khi nghe xong, moi nguoi déu khen nggi Russell Westbrook.

Tir d6, nhitng ngudi ban hang trén dudng phd London bat dau hoc tip Russell Westbrook, khi néi
chuyén v&i1 khach hang déu st dung 161 mo dau hai hudc, két qua 1a thanh tich ban hang dugc nang 1én.
Tir thi du néu trén c6 thé thdy, 101 mé dau hai hudce cé thé gitip ban hang thanh cong va c6 duogc don
hang thuan lo1. Tuy nhi€n, 161 m¢ dau hai hudc cling c6 nhugc di€ém nhat dinh. Vay, khi str dung 161 mé
dau hai hudc can phai chil y nhirng gi?

1. Khi sir dung 1061 mé' dau hai hwée can chi y dén méi trweong kinh doanh

Can str dung ngdén ngit hai hude cho phit hop v6i hoan canh. Nhat thiét khong sir dung cach néi nay khi
khach hang dang ¢ trong hoan canh dau thuwong. Thi du, khi khdch hang mé1 ¢6 nguoi than qua doi, néu
st dung ngdn ngtt nay khong nhirng khong gay to mo cho khach hang ma trai lai con khién ho tirc gian.
Vi thé, khi str dung 1061 m¢ dau hai hudc can phai chu y té1 hoan canh cu thé.

Trong mot sd hoan canh twong dbi vui vé, néu sir dung cach nay thi s& c6 dugc két qua tot.

2. Chii y dén nhém khach hang kinh doanh

Voi nhitng nhém khach hang khac nhau can phai c6 cach néi khac nhau, vi vay, khi kinh doanh can phai
chu y st dung 161 mé dau cho phu hop véi tirng loai doi1 tugng. Thong thudong, 161 mé dau hai hudc
thich hop vo1 nhiing ngudi tré tudi, nhitng ngudi c¢d tu tudng, tinh cach twong doi cd1 md, phong
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khoang; con d6i v6i nhitng

ngudi nhiéu tudi thi tot nhat khong nén st dung 101 md dau hai hude. Pic biét, v6i nhirng khach hang
ngao man thi t6t nhat khong nén st dung cach nay.

3. Chii y dén giong néi

Giong noi quyét dinh viéc nguoi nghe hiéu 101 néi 6 mang dung ¥ t6t hay xdu. Thong thudng co ngudi
ndé1 mot cau hay nhung vi giong n6i khong thich hop khién ngudi nghe hiéu nguoce lai, hodc ngudi nghe
thay nhu bi cham choc. Hién tugng nhu vay rat hay gap. Do d6, mdt ngudi ban hang uvu ta rat cha y
dén giong n61 cua minh.

4. Phai tim hi¢u khach hang trwéc khi sir dung 16i mé dau hai hwée

Pé tim hiéu khach hang, bén canh viéc ndi chuyén ngoai 1& véi ho, ngudi ban hang con phai tiép can
khach hang, xem ho c6 phai 1a nguoi phu hop dé dung cach néi nay khéng. C6 rat nhiéu cach, nguoi
ban hang c6 thé quan sat khach hang & cu ly xa, thong qua biéu hién nét mit va cir chi ctia khach hang
dé hiéu ho. Néu khach hang 13 danh nhan hodc 1a khach hang 16n thi c¢6 thé thong qua béo chi, qua
mang internet... dé tim hiéu xem véi khach hang ndy ban c6 thé str dung 101 mé dau hai hudc hay
khong, ciing c6 thé thong qua kénh quan hé giao tiép dé tim hiéu xem khach hang c6 phi hop vai cach
nay khong.

5. Dung 10i mé dau hai hwée nhat thiét phai "néng", khong dwoc "lanh"

Hai hudce chia thanh hai loai, mot loai 1a “hai hudc ndng”, tirc 1a ngay sau khi nghe xong, khach hang
cudi sang khoai; mot loai 13 “hai hudc lanh”, tirc 1a sau khi nghe xong, ngudi nghe chi cam thiy d6 1a
mot chuyén cudi minh méi duge nghe. Trong kinh doanh, diéu ngudi ban hang lo lang nhit 1 su im
l3ing cua khach hang, khién ca hai bén mat di hing thu giao tiép, din dén viéc kinh doanh that bai.

Khi dung 161 mé dau hai hude, nguoi ban hang nhat thiét phai dung “hai hudc néng”, nhu vay sé 1am
cho khong khi vui vé, s6i ndi hon. Néu ngudi ban hang dung “hai hudc lanh” dé¢ md dau thi vira méi
bat dau, giao tiép da roi vao im lang, két qua 1a viéc kinh doanh bi that bai. Vi thé, khi dung 16 mo
dau hai hude, ngudi ban hang nhat thiét phai “ndng” chir khong thé “lanh”.

M. KHONG CO KE HOACH TRUOC KHI GAP MAT KHACH HANG THI KHONG THE
CO PON HANG

Mot ké hoach hoan chinh trudc khi di gap mat khach hang c6 vai tro quan trong trong vi¢c thuc hién
thanh cong muc ti€éu ban hang. Tham chi c6 ngud1 noi rang, viéc ban hang c6 thanh cong hay khong da
duogc xac dinh tir trude khi ban hang.

Diéu nay khong phai khong co 1y. Néu khong c6 ké hoach that t6t trude khi gip mit thi khong hiéu
duogc khach hang, cang khong thé dé ra mot cach rd rang muyc tiéu minh muon dat dugce, kho tranh khoi
viéc no1 nang khong phu hop, khong ban dugc hang va bi khach hang déi xur lanh nhat. Mat khac, gap
mat khach hang ma khong c6 ké hoach tham chi con lam anh hudng dén hinh tugng cua nguoi ban hang
va cong ty, dan dén mat khach hang.

Vay thé nao 1a mot ké hoach gip mit hoan chinh, hop 1y? C6 thé khai quat & miy diém sau:

Tiét kiém thoi gian Trong ké hoach gip mit, néu vach ra tuyén dudng va thir ty khach hang can
dén thim mot cach rd rang thi co thé tiét kiém duoc thoi gian, gitip phan chia thdi gian hop 1y cho mdi
khach hang can dén, con c6 thé giup ngudi ban hang tang thém so 1an gap mat va thoi gian thwong thao
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v6i nhitng khach hang trong diém.

Niéng cao hiéu sudt Trude tién, viéc xac dinh ké hoach gitp ting tinh tr gidc ctia ngudi ban
hang, nang cao hi¢u suat gap mat. Pong tho1, ké hoach gap mat c¢6 thé 1a s6 liéu tham khao quan trong
de

ngudi ban hang phan tich ning suat kinh doanh.

Ning cao ty 1¢ thanh céng Thong thudng can bit tay vao xdy dung ké hoach trudce khi thyuc
hién mot tudn, nhu vay nguoi ban hang s€ co dﬁy du thoi gian chuin bi. Dua vao du doan va kinh
nghiém, can tim ra ddi sach trudc cho nhirng 1y do tir chdi ctia khach hang, tranh thi co hoi thao luan
dé nang cao ty 18 thanh cong.

Trudc khi gap mit khach hang, Locke Fitch thuong nam chic nhitng tu liéu co ban c6 lién quan dén
khach hang, déng tho1 ghi lai nhitng tu liéu nay vao mét cai thé, bao gém ho tén, nghé nghi¢p, dia chi,
s6 dién thoai... ctia khich hang. Ngoai ra 6ng con thu thap nhitng thong tin cua khich hang nhu: nghé
nghiép, thu nhap nam, tudi tac, cach sinh hoat va sé thich... Trudc khi gap mat, ong goi dién cho khach
hang va hen thoi gian dén, c6 lac con xac nhan lai ho tén cia khach hang, 6ng hiéu réng, biét rd ho tén
khach hang trude khi gdp mat 1a viéc phai lam, sau d6 md1 cdn ¢t vao nhitng thong tin minh da thu
thap dugc dé vach ké hoach gip mat. dong cb ging chon nhitng khach hang trong cting mot khu vuc dé
c6 thé gip mit trong mot ngdy, ddng thoi vach ra tuyén dudng tot nhat va sip xép thoi gian hop 1y nhat,
nham giam bt thoi gian di lai trén dudng.

C6 thé thay, 1am tot ké hoach trudc khi gip mit khach hang s& mang lai cho nguoi ban hang két qua tot.
Khong chi thyc hién myc tiéu ban hang thuan loi, ngudi ban hang con co thé dugce khach hang chap
nhan.

Vay, can 1én ké hoach gap mat khach hang nhu thé nao?

Pé ra muc tiéu gip mit

Muc tiéu rd rang gitp ngudi ban hang biét minh phai lam gi. Vi vay,
can 1am rd muc tiéu trude khi di gap khach hang.

Muc ti€u thong thuong chia 1am 3 loai: muc tiéu ngén han, muc tiéu trung han va muc ti€u dai han. Muc
tiéu ngin han dong thoi 1a muc tiéu nghiép vu hang ngay, thuong thiy dugc hiéu qua trong vong 2 tuan;
ké hoach dat dugc trong nira ndm hoac mdt ndm la muc ti€u trung han; muc tiéu dat dugc trong 5 nam,
tham chi 10 ndm 1a muc ti€u dai han. Trong ké hoach ban hang, muc ti€u dai han xac dinh phuong
hudng 16n cho muc tiéu ngén han, con muc tiéu ngén han 1a co s& thuc hi¢én cho muc ti€u trung han va
dai han.

Muc tiéu gap mat trong ké hoach thudc muc tiéu ban hang ngén han, 13 buéc dau tién trén con duodng
dua nguoi ban hang di dén thanh cong.

Cu thé, muc tiéu gap mat la hiéu qua can dat da duoc du doan trude, muc tiéu nay la co so dé dé ra
sach luvgc gap mat.

Phan tich hi€n trang

Thong qua phan tich hién trang dé xac dinh vi tri hién tai ctia minh. Thong thudng, phan tich hién trang
bao gom phan tich doi thu canh tranh, phan tich nghi€p vu va moi truong, phan tich nguon cia cai va
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phan tich thong tin khach hang. Phan tich ddi tht canh tranh chii yéu nhdm vao mot s tinh hinh ¢6 lién
quan dén doi thu canh

tranh, thi dy, viéc phuc vu khach hang, kim ngach thi truong ctia ho ra sao, chién lwgc canh tranh thé
nao... phan tich nhitng nhugc di€ém va uu diém cua ho dé chuan bi day du trong ké hoach trudce khi gap
mat, to ra minh hon han do61 tha canh tranh khi gdp g& khach hang,

Phan tich nghi¢p vu va moi trudong cling 1a mot trong nhu:ng bai hoc can thiét cta ngu’0’1 ban hang Xa
ho1 hi¢n dai da buorc sang thoi ky “ban hang kiéu cd van”, vi vay ngum ban hang can phai nam viing
cac kién thirc vé san pham, c6 cac thong tin nghiép vu toan dién hon, dong thoi con phai c6 kha ning
phan tich nghiép vu va méi truong. Chi ¢6 nhu vay méi c6 thé gitp khach hing c6 quan niém tiéu ding
tot hon, tir d6 xac 14p quan hé wu dai 1au dai v6i khach hang,

Phan tich thong tin vé khach hang bao gdm nghién ctru va phan tich sd thich, hoan canh gia dinh, thoi
quen cOng tac, tdp quan sinh hoat va tinh hinh ban be v.v... ctia khach hang.

Phan tich ngudn ctia cai bao gdm ngudn ctia cai minh co thé sir dung, thi du kinh phi dy toan c6 thé chi
cho cong tac ban hang, danh muc tang pham c6 thé phan phat va s6 nhan vién c6 thé diéu dong... va
cac nguon cua cai khac. Chi c¢6 du tinh trudc duge nguon cua cai cd trong tay minh thi médi c6 thé st
dung c6 hi¢u qua ngudn cta cai nay va co6 duogc hi¢u

Xay dung chién lwge thim héi khach hang

Thong qua phan tich hai budc trén, chung ta ¢ thé théy duoc su khac biét gitra hi¢n trang va muc tiéu,
muon x6a bd su khac nhau nay, can phai dé ra chién lugc hop 1y. N61 mot cach don gian, dé xay dung
chién lugc di thim can phai gidi quyét nhirng van dé dudi day:

C6 cach thé hién phu hop véi ting giai doan dén thim khach hang.

C6 rat nhiéu giai doan di thim hoi khach hang, thong thudng bao gom: 101 mé dau, thim do nhu cau,
lang nghe, trinh bay loi ich, c6 dugc 101 hira va xir 1y nhitng phan hdi ctia khach hang khi ban hang
khong thuan 1gi v.v... Mdi mot giai doan déu 1a mdt nic thang khong thé thiéu dé dat duogc giao dich,
chi ¢6 1am tot tung budc mot thi ngudi ban hang méi co thé thue hién dugc muc tiéu ban hang mot
cach thuan lo1.

Suy xét dén nhitng kha nang phan hoi va doi sach c6 thé xay ra tir phia khach hang,

Ngudi ban hang wu ti trude tién phai chuan bi tim 1y toan dién va day du trude nhitng phan hoi cta
khach hang. Khach hang c6 thé dong ¥, ciing c6 thé khong dong ¥ véi mot quan diém ndo d6 cia ban.
Trong ké hoach dén gip khach hang, chi khi ban du doan trudc dugc nhitng phan hoi ctia khach hang,
ddng thoi chuan bi chu ddo nhitng phan Gmg va d6i sach twong tmg thi méi co thé binh tinh, tu tin, giai
quyét troi chay cac van dé gip phai trong qua trinh gip gd khach hang.

Khach hang c¢6 du diéu kién dé mua hang khong? Trong ban hang, ngu:(n ban hang it kinh nghiém
thuong gip phai tinh hudng sau: Khach hang ma ho dén gip c6 ngudi muén mua hang song lai khong
c6 kha nang tai chinh hodc khong co quyén quyét dinh. V&i mot ngudi ban hang giau kinh nghiém thi
ddi tuong nay s€ bi loai bo trong ké hoach di tham.

Khach hang thuc sy 12 ngudi ngoai nhu cau vé san pham con phai c¢6 kha ning thanh toan va quyén
quyé€t dinh mua hang. Khach hang khong thuoc do1 turong khach hang tiém nang thi khong nén cé trong
ké hoach dén tham.
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San pham ban ra ¢ thé gitp khach hang giai quyét dugc van dé gi?

Truée khi gip khach hang, néu ngudi ban hang c6 thé biét trude khach hang dang d6i mit voi nhing
van dé gi, dang bi rang budc boi nhitng nhan t6 gi, tir d6 dtng trén 14p trudng cta khach hang, quan
tdm dén ho, tham chi chan thanh gitp ho giai quyét van dé thi s& chiém duoc thién cam va long tin ctia
khach hang.

Gidy ma mot tip doan 16n dang str dung 12 loai gidy kho 16n, may photo thong thuong trén thi trudng
khong thé photo duoc. Mot ngudi ban hang ctia Cong ty Thi Nhac thy tinh hinh nay di hoi cac nhan
vién ky thuat cta cong ty minh xem c6 thé diéu chinh may dé truc tiép photo loai gidy kho 16n nay
khong. Sau khi nghién ctru, cac nhan vién ki thuat da giai quyét dugc van dé nay. Ngudi ban hang no
thong bao cho khach hang tin ndy, khach hang rat vui ming, khi dung thir thi thiy hiéu qua rat t6t, tir d6
cac dai 1y va cac cong ty con cia tap doan ndy déu chuyén sang ding may photo ctia Cong ty Thi
Nhac.

Thoi gian nao thich hop nhét cho viée gip g& khach hang?

Thoi gian thdm hoi thich hop nhat 1a thoi gian khach hang ranh rdi nhat, vi chi c6 lic nay khach hang
mGi c6 tim thé thoai mai dé tiép ngudi ban hang. Thong thuong budi sang tir 10 gior dén trude 11 gid
rudi, budi chiéu tir 2 gior dén trude 4 gio rudi 1a thoi gian thim hoi tot nhat. Nhung cach 1am tot nhét
13 hen trudc véi khach hang. Cach 1am nay khong chi biéu hién su ton trong khach hang ma con tranh
dé khach hang cam thiy dot ngot khi gdp mit. Noi chung, nén hen trude mot ngy. Néu biét khach hang
ban ron thi thAm chi c6 thé hen trude mot tuan.

C6 thé nho cong cu hd tro.

Trong thim hoi ban hang, ngudi ban hang ¢d thé nhd' mdt vai cong cu hd trg dé gitp ting strc thuyét
phuc khach hang, loai bé do6i tha canh tranh. Nhitng cong cu ho trg nay bao gom phd bién tai liéu,
chirng minh tai li€u, vat ky niém, tang pham v.v...

Ké hoach truéce khi di thim ngoai 3 budc trén con c6 mot bi quyét dugc ngudi ban hang sir dung rong
rai, do 1a li¢t ké danh sach khach hang. P6 1a mdt qua trinh khai quat, tong hop ké hoach. Danh sach
nay liét ké nhirng do1 twong ban khong chi muon ban hang ma con hy vong duoc ho chap nhan.

No6i dén viéc lap danh sach khach hang, nha bao hiém ndi tiéng Fe ler da dua ra mot khai niém duoc
go1 1a “trung tdm strc anh huong”, 6ng goi nhdém ngudi nay 1a chu thé cua danh sach va luon kién tri
dén tham ho dé danh sach ngay cang dugc noi dai.

Danh sach ctia 6ng luon dugc doi mai, ong loai bd tén mdt sb nguoi da gap mat mot vai lan va thém
vao d6 mot sd tén mGi khac. Ngoai ra, ong con kién nghi nguoi ban hang ghi 16 tén ngudi 1én gidy dé
tién theo doi. Tiép do, ong ghi lai mdt cach chan thuc tu li¢u vé khach hang tiém nang, sau do thiét ké
cho mdi ngudi mot “td hop” don gian - mot ké hoach c6 thé chuyén hoa gach, sat, dé)ng thanh tién bac,
néu c6 thé thém modt so d6 thong ké thi cang tét, vi nhitng cong viée gian don ndy trén thuc té rat co
hi€u qua, vo hinh trung da giup ngudi ban hang xay dung duoc mang ludi nhan luc rong 16n hon, tao
duoc nhiing thanh tich cao hon.

IV. CHUAN BI CHU PAO, Ti MI LA TIEN PE THAM HOI CUA KHACH HANG THANH
CONG

Trong xa hoi hién dai, quan niém “chi can chiu kho thi c¢6 thé ban duoc hang” da 161 thoi, hién nay can
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phai nhan manh “ké hoach chu d4o, ti mi, tiét kiém thoi gian va stc luc”. Chi c6 chuan bi tot thi cudc
gap g0 mdi thanh cong.

Ngoai ké hoach di thaim duogc chuin bi chu déo, con phai c6 mdt vai viéc can chuan bi:

1. Piéu chinh trang thai tim 1y - nhanh chéng c6 dwgc don hang

Thuc € cho thay, tb chat tim 1y cta ngudi ban hang co vai tro rat 16n trong viéc quyét dinh su thanh
cong cua hoat dong ban hang. Néu bi€t cach 1am n6i1 bat cé tinh tot dep ctia minh va gitt dugc trang
thai tam 1y tu tin, tich cuc, lac quan thi khd nang dat dugc thanh cong cua ngudi ban hang 1a rat 16n.

Chudn bi mim cwoi:

Mim cuodi1 1a mot ngdn ngtr dac biét dé truyén dat thong tin than thién, hitu hdo. Nu cuoi co thé khién
con ngud1 ndy sinh tinh cam vui vé, cling 1a mot trong nhirng cach thé hién cta long tu tin. Vi vay, khi
gap khach hang, mim cudi 1a yéu cau co ban nhat cia ngudi ban hang. Nu cuo1 xuat phat tir day 1ong
c6 thé khién khong khi tr¢ nén than thién, gitip ban hang thanh cong, thim chi con ndy sinh quan hé ban
be¢ gitra nguoi ban hang va khach hang,

Chudn bj long tin.

Trude tién, ngudi ban hang phai co day du 10ong tin, diéu nay doi hoi phai cé trang thai tam 1y dang dé
nhan thirc cong viéc cua minh, can phai hiéu rang, ban san pham cta cong ty cho khach hang la dé
khach hang dung san pham nay, ngudi ban hang phdi dung trén lap truong cia khach hang dé gitp
khach hang thoa man nhu cau, giai quyét van de, loai bé nhitng vudng mac. Ciling c6 thé noi, ngudi ban
hang chi can y thirc duoc trdch nhiém cua minh l1a thanh khan phuc vu khach hang, vi¢c tham héi khong
lam phién dén khach hang ma chi la y dinh tot thi s€ c6 day du long tu tin.

Chudn bi tir chéi.

Trong ban hang, bi khach hang tir chdi 14 chuyén rat binh thuong. C6 thé néi, nguoi ban hang da “quen
véi viée bi tir chdi”. Du gidi dén dau, ngudi ban hang ciing ¢ luc bi khach hang tir chdi. Nguoi ban
hang wu ti khong phai 13 ngudi khong bao gidr bi khach hang tir chdi ma 14 ngudi ludn c6 thai d6 ding
dan khi d6i mat v6i tir chdi, luén chuan bi t6t vé tim 1y khi bi tir chdi, dong thdi van kién dinh 10ng
tin. Nhu vAy du ban hang that bai, nguoi ban hang vu ti van binh tinh phéan tich nguyén nhan bj tir chdi
va nd luc imra dbi sach phu hop dé sau ndy gip phai trudng hop twong tu thi c6 cach giai quyét thoa
dang, khién ty 16 thanh cong ngay cang cao.

2. Cong cu ban hang diy di - chiéc thé cia thanh cong

Két qua diéu tra cho thdy, trong qua trinh ban hang, nguoi ban hang di thim khach hang, ding cong cu
ban hang c6 thé giam dugc 50% giad thanh lao dong, ting 10% ty 1€ thanh cong, chat lugng ban hang
duogc nang cao 100%. Noi mot cach cu thé, cong cu ban hang thong thudng gom céc loai sau:

Tai liéu chimg minh phy tro: bao gom gidy ching nhan tu cach, gidy to chirng minh chat luong dat
tieéu chuan, cac loai gidy to do cac ban nganh hitu quan cong bo va cac giay to co lién quan khac...

Danh thiép (Card): T6t nhat 14 xép ngay ngan trong kep danh thiép, dong thoi nén dé véi sé lugng
tuong do1 nhiéu dé Iac nao cling co thé g1 dén khach hang. Mat khac, ngudi ban hang cling nén dé
nghi mo1 ngudi c6 mat & do trao danh thi€p cta ho dé té thai do ton trong ngudi khac.
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Pho bién tai lidu: Bao gom tai lidu gidi thidu vé cong ty, tai liéu gidi thiéu san pham, sach thuyét
minh san pham... Khi di thim khach hang m&i, ngudi ban hang can luén mang theo mot sd tai liéu,
mdt ban so d6, nhu vay khong chi giup hai bén tiét kiém duoc thoi gian va stc luc ma con xay dung
dugc hinh twrong doanh nghi¢p ctia minh.

Vat ky niém: Trong qua trinh ban hang, nhitng ¢ luu niém, ting phdm va hang dung thir... c6 thé gitp
khach hang c6 co hoi hiéu thém vé san pham cua cong ty.

Vo ghi chép: Trong qua trinh gap g& khach he‘lng, ngu()’i ban hang luon co thé gip phéi nhirng thong
tin quan trong can phai ghl chép lai. Thi duy, kiu miu, quy cach va s luong san pham ma khach
hang yéu cau; quy mo, sé luong cong nhan trong cong ty ctia khach hang... Nhitng thong tin niy rat
c6 gia tri voi ngudi ban hang, vi thé can duoc ghi chép kip thoi.

Danh ba dién thoai: Mudn gip khach hang can phai hen trudc, lién lac qua dién thoai 1 cach lam
nhanh nhat. Vi thé, ngudi ban hang can phai ¢ mot danh ba dién thoai day du. C6 thé ndi, danh ba
dién thoai 1a ngudn nhan luc v6 hinh ctia ngudi ban hang.

Hang mau: Khi ban hang nén mang theo hang mau dé gidi thiéu san pham mot cach day du va sinh
dong hon.

3.An mic gon gang, néi ning nhi nhin sé tao dwoc an twong ban diu tot dep

Lan dau gip mit, hai bén thuong c6 ¥ thitc canh giac dé phong, khong dé dang cdi mé tAm tinh. Luc
nay, dién mao d€ nhin s€ giup ban rat nhiéu.

An trong ban dau xau hay t6t 90% dugc quyét dinh boi dung mao, dang vé, vi thé, ngudi ban hang
phai dac biét cha y téi an tuong ban dau ctia minh vo1 ngudi khac. Luwa chon trang phuc hop véi ca
tinh, thé hién hinh tugong chuyén nghiép, tién td1 thong qua hinh twong ca nhan dé dat dugc hinh tugng
doanh nghi¢p, vé di€ém nay, cong ty nén lua chon trang phuc thong nhat, day la cach lua chon tot nhat,
vi trang phuc thong nhat thé hién tinh chuyén nghiép va van hoa ctia doanh nghiép.

V01 dan 6ng, thong thudng nén chon trang phuc Au (comple) hoac jacket. Comple cb ging chon mau
sam, kich thudc vira van voi ngucn mic; 40 somi sang mau, co 40 phal cung va sach s&, 4o dé trong
quan ca vat phai chon mau sic phu hop, nhd nhin; giay sach s&, mau sic cua bit tit phu hop vo1 mau
sdc clia quan 4o va gidy, dong thoi phai co do dal vura du; toc dugce chai gon gang, ngay ngan, hai tay
phai duoc rira sach s&, mong tay nén duoc cit ngin va khong dé co bun dat bam vao.

Néu khong c6 comple thi c6 thé mic jacket nhung van phai 14y mau sac trung tinh 1a chinh. Ngoai ra,
néu deo phu hi¢u thi nén cht y deo ¢ vi tri bén trai, sat phia trudc nguc.

Trang phuc cta nit nhan vién ban hang c6 nhiéu cach lwa chon. Song diéu can cha y 1a luya chon cang
nhiéu c6 nghia 1a cang phai than trong. Thong thudng, 4o khoac 1a tot nhat, quan Au hodc vay (néu mic
vay thi phai thém tat dai). Mau sac cta quan 4o cling 1ay mau sang hoac mau nhat 1a chinh.

V. KY XAO THU'C DUNG TRONG LAN PAU GAP MAT

An tuong ma ngudi ban hang dé lai cho khach hang trong 1an gip g dau tién c6 anh hudng quan trong
dén két qua ban hang tir 46 ve€ sau. Vi the, trong lan gip dau tién, nguoi ban hang phai cha y tir nhirng
chi tiét nhé. Dudi day 1a 7 ki xdo thuyc dung cua ngudi ban hang trong 1an dau gap khach hang.
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Lich sw

Trong khi né1 chuyén vo1 khach hang, thai dg, ctr chi an can, lich sy cua nguo1 ban hang khong chi thé
hién t6 cht c4 nhan ma con giap gianh dugc thién cam cua khach hang, diéu nay rat co 1oi cho viée
xay dung 10ng tin ctia khach hang voi ngudi ban hang. Thi du, bo cde gidy dung mot 1an vao thing rac
hodc sau khi xin phép ra vé thi nhe nhang dé ghé vé chd cii v.v... Nhitng viéc 1am don gian ndy déu giy
duoc thién cam véi khach hang. Vi mot ngudi ban hang chuyén nghiép thi tt ca nhitng viéc nay déu
12 mot phan cua théi quen 1am viéc.

Chii dong dic¢u khién hwéng cudc néi chuyén

Trong khi thim hoi ban hang, ngudi ban hang nhat thiét phai nim quyén chu dong, khéo 1éo 1ai cau
chuyén phat trién theo hudng thic day viéc ban hang.

Trong khi ndi chuyén, c6 luc khach hang dua cau chuyén xa roi chii dé ban hang, tham chi con dua
ngudi ban hang vao thé bat loi, thi du “cong ty khong ché phi ton”, “cong ty dang giam bién ché ” v.v...
Lc ndy ngudi ban hang nhét thiét phai chu dong diéu khién phuong hudng (l4i hudng) néi chuyén,
lién tuc gitt trong pham vi ¢6 lo1 cho viéc ban hang.

Khéo dung 16i mé dau, mé ra cuc di€én tot

C6 cau tyc ngtr “Mo dau tot dep la da thanh cong dugc mot nira.” Vi thé, moi nguoi déu mong mubn
bét cr viée gi déu cd su md dau tot dep, khi gip g& khach hang ciing vay. Khi ngudi ban hang noi
chuyén véi khach hang, néu str dung 161 mé dau khéo 160 thi s& tao ra cuc dién thuan lgi cho 14n noi
chuyén tiép theo. Co rat nhiéu kj xao khic nhau, tily vao tinh hinh cu thé. Tuy nhién, hat nhin cua
nhitng k¥ xao ndy chi c6 mot diém, d6 1a kich thich 1ong hiéu ky ctia khach hang, dan dat sy chd ¥ va
hirng thu cua khach hang, 1ién hé nhitng van dé khach hang hing tht v&i san pham va cach phuc vu ctia
minh, tir d6 nhanh chong tao ra cuc dién t6t dep.

Nguoi dai dién cua mot hang bao hiém nhan tho dit vin dé vdi khach hang ctia minh nhu sau: “Ngai
dinh bo ra bao nhiéu tién dé mua 5 kilogam cay Lie? Khach hang con dang ngo ngac thi anh ta lai hoi
tiép: “Khi ngai dang ngdi trén chiéc thuyén nho va chiéce thuyén dang bi chim xudng thi ngai mudn bo
ra bao nhiéu tién?”” Cau hoi kich thich tinh to mo, rat tot trong viéc dan dat khach hang mua bao hiém.

Tir d6 c6 thé thiy, trong 1an dau gip g&, dé tiép xtc v4i khach hang thuan loi, déng thoi khién dbi
phuong cha y, ngudi ban hang nén dung mot, hai cau tran thuat hodc cau hoi khac la dé mé dau.

Vao nhirng nim 60 cua thé ky XX, nuéc My c6 mot ngudi ban hang rat thanh cong tén 1a Jo
Grandeville. Mdi 1an dén tham khach hang, ong ta déu dit mot chiéc dong ho cat tinh gid hinh qua
trimg d3 dinh sin ba phut 1én ban, sau d6 ndi: “Xin cho t6i ba phat. Ba phut troi di, khi hat cat cudi
cung xuyén qua binh thily tinh, néu ngai khéng mudn nghe t6i noi nira, t6i s& di ngay.” 6ng ta luén khéo
1é0 dung dong ho tinh gioy, dong hd bao thirc, tién gidy ménh gia 5 d6-la va cac cach khac nhau khién
khach hang binh tinh nghe ong n6i, dong thoi con thich tha véi san pham ciia 6ng ta. Vi 1y do ndy ong
ta co biét danh thu vi 1a “Ong bip bom”.

Khi khach hang hoi ddi phuong dang lam gi, ngudi ban hang wu t c6 thé biét duoc 101 mo dau cia
minh d3 thanh cong, khach hang da thich san pham cta minh... Trai lai, sau khi d4 néi 30 gidy, quan sat
khach hang néu khong thiy c6 biéu hién gi to ra hiéu ky va thich thu (diéu ndy ching t6 doan mé dau
khong c6 hiéu qua), ngudi ban hang can nhanh chong thiét ké doan md dau khic dé thay thé.
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Thong thuong, can xem xét mot cach toan dién nhu cu va loi ich cua khach hang, lam sao dé 161 mo
dau c6 quan hé chit ché v4i san pham minh chao ban dé thu hat himg thi ctia khach hang. Nguoi ban
hang can lwa chon nhitng cau hoi ¢6 lién quan dén hang loat van dé nhu cach suy nghi, quan niém,
thuong pham, cach phyc vu... dé dan dit khach hang, gitip khach hang lua chon san pham c6 tinh ning
pht hop nhat.

Thi du, khi chao ban hang may tinh, néu dung cach truc tiép hoi khach hang c6 nhu cau hodc ¢ hing
thi mua may tinh khong thi 10 rang 1a khong thanh cong, vi cach dat cau hoi nay khong thu hat dugc su
cht ¥ va himg tht cua khach hang. Nén thay bang mot cau hoi khac nhu: “Ngai biét bang cach gi dé
cong quy cta cong ty mdi thang tiét kiém duoc trén 5000 d6-la va ning suit lao dong ting gap 2 lan
khong?” Nhitng cau hoi dai loai nhu vAy gan voi loi ich ctia khach hang, rat dé thu hut duoc su cha ¥
va hirng tha ctia d6i phuong.

Tao ra bau khong khi tot

Trong lan gap mat dau tién, tao ra dugc bau khong khi tot 1a viéc 1am rat quan trong, vi chi co6 tinh cam
vui vé va khong khi n61 chuyén am cting madi c6 thé thic day ham muon mua hang cua khach hang.

Trong khi n6i chuyén, ngudi ban hang can chi ¥ tranh cach dién ta tiéu cuc va chi dé nodi chuyén té
nhat, phai té thai dg tich cuc, lac quan, dé cap dén nhitng chu dé nhe nhang vui vé dé€ thu hat khach
hang.

Vi vay, ngudi ban hang co vai tro quan trong trong viéc tao bau khong khi t6t dep. Su that cho thdy, so
dong khach hang déu rat vui vé giao dich véi ngudi ban hang co6 thai do tich cuc, lac quan.

Loi dung hirng thi ciia khach hang, nim chéc sw chi ¥ ciia ho.

Gay dugc hing tha va cha ¥ cua khach hang 13 viéc 1am rat quan trong. Piéu nay khong chi thé hién &
161 m¢ dau ma can dugce duy tri trong sudt qua trinh ban hang.

Mubn 1am t6t viéc nay nhat thiét phai ludn ch y quan sat phan g cua khach hang. C6 rat nhiéu ngudi
ban hang h¢ nhin thay khach hang 1a thao thao bat tuy¢t gioi thi¢u vé san pham, sau khi n6i xong, khach
hang lai dut khoat té thai d “khong can”. RO rang ngud1 ban hang nay khong chuyén nghiép.

Ngudi ban hang phai ghi nhé rang, khéng bao gid dé cudc ndi chuyén thanh cudc ddc thoai ctia minh.
Phai cha ¥ quan sat phan tng cua khach hang dé bao ¢am chi dé néi chuyén ctia minh c6 thé tao hing
tha va thu hat su cht ¥ ctia khach hang, vi mot khi khach hang khong con himg tha véi chi dé, ho sé
phan cam vé&i ndi dung cude nodi chuyén va ngudi ban hang. Khi thiy khach hang khong con himg thi
trd chuyén thi phai 1ap tirc tim chi dé khac dé giy hing th mdi cho khach hang; néu khach hang khong
hudng tng thi hiy thir mot vai cach dit van dé khac dé ho tham gia vao cau chuyén, tir d6 hinh thanh
nhitng cudc thim viéng mang tinh chat d6i thoai.

Thé hién tinh chuyén nghiép

Trong ban hang, mdi cur chi, 161 nodi, viéc lam cua ngudi ban hang déu phai thé hién tinh chuyén
nghiép, day 1a mot nhan t6 quan trong dé khach hang tin tu’orng ban. Tinh chuyen nghiép khong chi co
duogc tir ngdn nglt mo ta san phim ma con tir nu cudi, cai bat tay va rat nhiéu ngdn ngit co thé khac.

Ngudi ban hang nén ¢6 ging thong qua hanh vi, ctr chi cia minh dé thé hién tinh chuyén nghiép, tir d6
cO duoc long tin cua khach hang va ban hang thanh cong.

Céach noi chuyén gan giii véi khach hang
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Trong sudt qua trinh gip g&, ngudi ban hang phai chi ¥ gitr cach ndi chuyén gidng véi khach hang, vi
chi ¢c6 nhu vay moi khién dbi phuong c6 cam giac dé chiu, tir d6 cudc ndi chuyén méi dién ra thuan
lgi. Cu thé, nguoi ban hang phai tu diéu chinh toc do, ngir diéu va 4m lugng noi... cho ngang bang vai
toc do, nglr diéu va am lugng nodi1 cua khach hang, tao bau khong khi d& chiu cho c4 hai bén.

VI. NGUYEN TAC "4 W" - NHUNG THONG LE QUOC TE KHI PEN GAP KHACH HANG

Thaoi gian (“When” - Khi nao?)

Lua chon thoi gian thich hop 1a diéu rat quan trong. Muén 1am dugc diéu ndy, phai ndm virng nguyén
tac dudi day:

Nén hen gdp vao nhitng thoi diém khdc thwong.

Pén thim khach hang vao nhirng ngdy mua to gié 16n hodc nhiing ltc thoi tiét nang gat, lanh gia, khi
moi ngudi déu khong mudn ra khoi nha, 1ic nay doi thi canh tranh khong dén, mat khac, 1am nhu vay
ban s€ dé lai an twong sau sac trong 1ong khach hang, khién vi¢c ban hang nhanh chong thanh cong.
Tim hiéu thoi gian nghi ngoi ciia khdch hang.

Khi muén dén thim cac cong ty binh thudng thi 9 -10 gid sang 1a khoang thoi gian tot nhét, vi lic nay
ho da giai quyet xong cac loai giady to, cac loai dién tin, e-mail, fax... chuyén dén tir hom trudce. Vi the,
trong trudong hop binh thuong, day 1a Iac thich hgp dé€ ho ti€p ngudi ban hang. Ciing nhu vay, 4 - 5 gio
chiéu 1a khoang tho1 gian rat tot dé dén gip khach hang. Néu buoi trua khach hang & lai dn com tai
phong lam vi¢c thi tir 12 gio trua dén 2 gio chi€u cling 1a thoi gian ¢ thé dén tham. Nhung phai chu y
quan sat tinh hinh khach hang, moi hanh vi quay roi, lam phién khach hang trong luc an com, nghi trua
déu khong duoc chao don.

Muc tiéu cta cudc gap (“Why” - Vi sao?)

Khi tién hanh ké hoach gip mit, ngudi ban hang phai nhd k§ muc dich cta viéc 1am nay. Muc dich nay
c0 thé chia thanh hai loai: muc dich tich cuc va muc dich tiéu cuc.

Muc dich tich cuc bao gom:

Lam rd tinh hinh hoat dong cua ddi tht canh tranh trong khu vuc minh ban hang,

Tranh tht ky trude mot hop ddng mua ban hang hoa.

C6 co hoi dé gidi thiéu hang hoa véi nhitng ngudi co quan hé véi khach hang.

Xac dinh ai 12 ngudi phu trach then chét co thé ra quyét sach mua ban.

Giai quyét nhitng khiéu nai ctia khach hang.

e Tranh tha két than v&i nguoi phu trach c6 vai trd then chét.
Tuyén duong (“Where” - & dau?)

Tuyén dudng hop 1y c6 thé tiét kiém cho ngudi ban hang thoi gian hao phi trén dudng di. Cu thé, nén
tudn thu cac nguyén tac dudi day trong khi chon tuyén duong di:

Lay chd ¢ cia minh 1am trung tAm, sap xép mot nhom cac diém dén va tuyén dudng ngin nht.

Vao cac budi sang, khi strc khoe va tinh than con dang sung strc thi nén di tham cac khach hang & xa
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trude, dén toi thi tham cac khach hang con lai.

M&i tuan di thaim khach hang tir xa dén gan, bao dam moi khéch hang mdi tudn déu duoc dén thim
mot 1an.

Ngoai ra, viéc lwa chon tuyén dudng ciing phai xem xét dén tinh chit ctia hang hoa, thoi gian ciia
phuong tién giao thong va chi phi cung nhi€u nhan tot khac nhu: cé tinh, nang lyc, hirng thu... cta ban
than ngud1 ban hang,

Poi twong dén thim (“Who” - Ai?)

Dura theo quy mo ban hang va tinh quan trong, ¢ thé chia khach hang thanh 3 loai: 16n, vira, nho; dua
vao thai d6 ctia phan tng ciing c6 thé chia khach hang thanh cac loai: nhiét tinh, 6n hoa, lanh nhat va
khong c6 phan tmg gi. RS rang, s6 dong ngudi ban hang déu thich ¢ quan hé véi khach hang & quy mo
16n, vira, phan Urng nhiét tinh hodc 6n hoa. Pdi voi khach hang c6 phan Urng lanh nhat hodc khong co
phan Gmg gi thi khong mudn gip. Nhung vi muc dich ban duoc hang, thu 1gi nhuin, ngudi ban hang
khong thé tranh khoi viéc phai tiép xtc v6i nhitng khach hang ma minh khong thich.

Khach hang quy mo 16n va vura, khach hang phan trng nhlet tinh hoac 6n hoa la nhitng khach hang trong
diém cta ngudi ban hang, 1 ngudn thu 1oi nhuan chu yéu nhat nén phal thuong xuyén dén tham ho.
Nhung khach hang c6 khong phan mg @i ciing 13 nguodn thu loi nhudn tiém tang, cling phal thuong Xuyen
dén tham, xay dung tinh cam tot v&i ho. Khach hang c6 phan 1 ng lanh nhat ciing nén dén thim, c6 loai
bo thai d6 thu dich cta ddi phuong, tranh thu 161 kéo ho tir tay ddi tha canh tranh. Ngoai ra, vo1i nhitng
khach hang quy mé nho c¢6 phan tng nhiét tinh, 6n hoa thi 2-3 tudn di thaim mot 1an 1a tot nhat, khach
hang quy m6 nho khong c6 phan tng gi thi 1 - 2 thang di tham mot 1an; con véi khach hang quy mo nho
¢6 phan ng lanh nhat thi c¢6 thé khong dé ¥ toi.

VII. TRUGC KHI GAP MAT, CAN LUA CHON MUC TIEU, PONG THOI XAY DUNG UY
TIN VA DANH DU CHO MINH

Tir xua dén nay, uy tin va danh du lun 1 nhan t6 thanh cong dugc lodi nguoi coi trong va ca ngoi
nht. Co thé ndi, mot ngudi ban hang vu ti nhat dinh phai c6 uy tin va danh dy thi treong t6t. Néu
ngudi ban hang kém vé uy tin va danh duy, thim chi mat uy tin va danh du thi khong thé dung viing trén
thi truong ban hang dugc.

Trude khi gip mit khach hang, ngudi ban hang bang cach ndo d6 phai khién cho khach hang c6 d6 tin
cdy nhat dinh d6i v&i minh. Tuy nhién, trudc khi gip mat khach hang, ngudi ban hang khong dé 1am
dugc viéc nay, vi chét luong cua san phém do nha san xut chiu trach nhiém, con uy tin kinh doanh lai
do nguoi ban hang chiu trach nhiém. D9 tin cay cua khach hang ddi v4i san phém 6 thé dat duoc
théng qua viéc quang cao va uy tin cta nha san xuat nhung do tin cdy va danh du cta ngudi ban hang
chi ¢o thé dira vao chinh ngudi ban hang. Ngudi ban hang wu ti biét cach 1am cho khach hang tin cy
minh nhd vao nhitng 101 khen ngoi di tich liy duge. Vi vay, d6i voi nguoi ban hang, cach truyén dat
tot nhat vé do tin cay va danh du cta ban than t&i khach hang trude khi gip mit 1a khong ngimng tich
ltly nhitng 161 ca ngoi.

Jake Christy 1a nguoi ban hang tot nhit ctia hing may tinh Apple, ong dd nhan dugc danh hiéu “Ngudi
khai thac thi truong ndm 2008”. Trong budi to1 phat phan thudng, 6ng da no1 voi hang truyén thong:
“La nguot ban hang nhat thiét phai c6 do tin cay va danh du t6t, day la nhan t6 quan trong dé doi thu
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canh tranh kham phuc. Nhung, diéu quan trong khong kém la sau khi da c6 duoc dd tin cay roi con
phai tuyén truyén diéu ndy trén thi trudng dé khach hang biét dén.” Loi néi cua Jake Christy dugc moi
nguoi tan thudng.

Thang dau tién Jake Christy vao 1am & hing Apple, thanh tich ban hang xép thir 204, trong khi toan bo
nhan vién ban hang chi c6 204 ngudi. VAy, nguyén nhin gi khién mot nguoi xép thir hang cudi cing chi
trong mot thang ngan ngii da duoc nhan giai thudng “ngudi khai thac thi trudng nim 20082

D6 14 vi sau khi biét thanh tich ban hang ctia minh trong thiang dau tién, Jake Christy d thay doi cach
ban hang. Trudc khi gip mit khach hang 1an dau tién, 6ng truyén dat dén khach hang do tin cay va uy
tin cia minh. Sau khi d4 tao cho khach hang cam giac 6n dinh dang tin cay, 6ng c6 dugc don dit hang
sau khi gip g& ho.

Céch kinh doanh cua Jake Christy dugc phan 16n nhan vién ctia hang 1am theo. Két qua cho thdy, cach
kinh doanh ctia Jake Christy rat c6 hiéu quéa, kim ngach ban hang nim 2008 ciia hing may tinh Apple
My da tang 4,7% so v&1 ndm trude, hon nira, ddy con 1a mirc tang trudng cd dugce trong hoan canh
kinh té toan cau dung trude nguy co khing hoang tai chinh.

Tir thi dy trén c6 thé thiy, nhan vién ban hang khong c6 uy tin va danh du trén thi trudng thi khéng co
duoc thanh tich khién doi thii canh tranh phai kham phuc. Nhung c6 dugc uy tin va danh du t6t roi ma
khong biét cach truyén dat dén khach hang trudce khi gip g& ho thi ciing khong c6 duoc thanh tich tot.
Vay, trudc khi gip g khach hang, ngudi ban hang nén chon nhitng muc tiéu nio dé truyén dat dén
khach hang d¢ uy tin va danh du ctia minh?

Biét tha lwéi nhw ngwoi danh ca

Sau khi da x4y dung cho minh uy tin va danh du trén thi trudng, ngudi ban hang phai truyén dat diéu
nay to1 nhirng ngudi co lién quan dén san pham ctia minh, déng thdi dé nhitng ngudi nay hinh thanh cac
diém lién két, sau d6 xau chudi nhirng diém lién két nay lai, lam nhu vay nguoi ban hang s& nim trong
tay mot mang ludi truyén dan thong tin rong 16n. Nguoi ban hang sé thong qua mang thong tin dé truyén
di uy tin va danh du cua minh. Lam nhu vay c6 uu diém 1a: Khi khach hang budc vao thi truong, ho
tién vao mang thong tin ctia ngudi ban hang, tu giac tiép nhan théng tin ctia bat ky nguoi ban hang ndo.

Chon nguoi than thiét véi khach hang 1am muc tiéu truyén ba thong tin

Thong thudng, ngudi than thiét véi khach hang ciing 13 ngudi khach hang tin tudng nhat, nén théng qua
ho dé truyén dat dén khach hang nhiing thong tin vé do uy tin va danh du cua nguoi ban hang.

Truée khi giip khach hang, nguwoi ban hang cé thé thong qua mang lién lac dé truyén ba uy tin va
danh du cua minh

Ngay nay c6 rat nhiéu mang thong tin, trudc khi gip mit, ngudi ban hang c6 thé truyén thong tin ctia
minh dén khach hang nhanh nhat thong qua cdc mang thong tin. Thi dy, ngud1 ban hang c6 thé thong qua
hom thu dién tir, truyén dén khach hang nhitng thong tin phan hoi co6 lién quan dén uy tin va danh du
cua minh. Ngudi ban hang ciling ¢ thé thong qua tin nhan trén dién thoai di dong dé truyén dén khach
hang danh du va uy tin ctia minh. Khi van dung mang thong tin dé truyén tin dén khach hang, nhat thiét
phai chi y khong ké 1€ dong dai.

Tich cue tién hanh cac bién phap tuyén truyén ca ngoi

Sau khi c¢6 dugc uy tin va danh dy, ngudi ban hang can kip thoi dua thong tin ndy téi nhitng ngudi
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xung quanh, thdng qua tuyén truyén dé uy tin va danh du ctia ban than c6 stc anh hudng rong 16n trén
thi truong. Thong thuong, hiu qua cla tuyén truyén con tt hon quang cdo truyén thong. Mat khac,
cach tuyén truyén nay gitip khach hang nhanh chong hiéu duoc tinh hinh thi truong. Piéu quan trong
nhat 13, tuyén truyén gitp ting do tin cdy ctia khach hang dbi véi ngudi ban hang, tir d6 ngudi ban hang
c6 duoc don dit hang mot cach nhanh chéng, dé dang.

Ghi lai uy tin va danh dy ciia minh trén thi truong Ién danh thiép, thong qua danh thiép truyén
dat thong tin t¢i khach hang

Danh thiép khong chi 1a cong cu truyén din thong tin trén thi trudng ma con 13 tim thé c4 nhan rat gon.
Vi vay, nguoi ban hang c6 thé ghi lai danh du va uy tin ciia minh 1€n tam danh thi€p dé€ truyén dat to1
khach hang.

VIIL. DUNG CAU HOI PE PIEU KHIEN CUQC THUONG LUQNG

Thong thudng, khach hang dat cdu hoi v6i ngudi ban hang dé tim hiéu cach thda min nhu cau ctia

minh; nguoc lai, ngudi ban hang thong qua cach dit cdu hoi vai khach hang dé dé ra sach luoc ban san
pham ctia minh, d6 14 cach kinh doanh thudng gip trén thi trudng. Nhung rat it nguoi ban hang cha ¥
dén viéc dung cau hoi dé diéu khién cudc nodi chuyén - day 1a cach t6t nhat dé dan dat tu duy cua khach
hang phat trién theo hudng minh mudn.

Dung cau hoi dé diéu khién cudc nodi chuyén, day 1a viéc lam rat kho v6i nhiéu ngudi ban hang, vi néu
lién tuc dat cau hoi voi khach hang thi s& tao cho ho 4n twong ngudi ban hang nay khong hiéu vé san
pham ctia minh, hoic kién thirc nghiép vu c6 khiém khuyét, diéu quan trong nhat 13 cach 1am nay dé
iy phan cam cho khach hang, tir 6 dan dén thit bai trong kinh doanh. That ra, dung cau hoi dé diéu
khién cudc nodi chuyén 1a mot ki xao kinh doanh truyén thong, tinh thao tac trong dbi thip va it duoc
st dung.

Tuy nhién, cing v6i su phét trién ctia thoi dai, thi trudng ban hang ciing c6 nhiéu thay d6i. Thi trudng
ban hang thudng gip hién nay 13, khach hang thong qua mot chudi cau hoi dé thim do ngudi ban, tim ra
gia thip clia san pham trong tay ngudi ban hang, dong thdi dung cau hoi dé diéu khién cudc thuwong
lugng, cudi cung giam loi nhuan cta san pham dén mirc thip nhat roi méi mua. Vi vay ngudi ban hang
phai biét dung cau hoi dé diéu khién cudc thuong luong, dat duge mirc gid cao nhat, tir d6 c6 dugc loi
nhun 16n nhat.

Nam 1966, chuyén gia kinh doanh ndi tiéng thé giéi Krys Paul 1an dau tién budce vao thi truong ban
hang, 6ng lam nhan vién ban bao hiém cho mot cong ty bao hiém ¢ Barcelona - Tay Ban Nha. Luac do
ong cho rang kinh doanh chi la viéc mang hop dong bao hiém di ban.

Tuy nhién, trong thi truong ban hang ¢6 lac ngudi khong hiéu gi lai dé co dugc thanh tich hon ngudi
khéc. Nguyén nhan 1a ho nd luc, chiu khé hon nhitng ngudi khac va chi tin vao ki xdo don gian thuc
dung.

Krys Paul ngay dén khai niém kinh doanh ciing khong hiéu, khi ban bao hiém, dng rat thich dat cau hoi
vo1 phan doan gia tri cao nhat. Két qua 1a, trong phan 16n cac hoat dong kinh doanh, Krys Paul déu c6
thé thong qua phuong phap dung cau hoi dé diéu khién cudc thuong luong va c6 dugc don dat hang
mot cach thuan 1¢1, trong hai thang dau budc vao nghé ban hang, 6ng déu c6 thanh tich rat tot.

Kién thirc kinh doanh ctia Krys Paul ngdy cang phong pht, 6ng bit dau hiéu nguyén nhan that bai ctia
mot vai hoat dong kinh doanh, d6 la vi khach hang phan cdm v&i nhiing cau hoi cua 6ng, khién hoat
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d6ng kinh doanh khong dugc trién khai.

Sau khi da c6 két qua phén tich ndy, gidng nhu nhitng nhan vién khac, Krys Paul bat dau tién hanh hoat
dong kinh doanh theo cach giai thich thuyét minh. Khong ngo, thay d6i nho nay khién Krys Paul phai
hirng chiu lan that nghiép dau tién trong do1, vi mot thang sau khi thay doi, thanh tich ctia 6ng kém nhat
cong ty. Theo quy dinh ctia hang: nhan vién nao cé két qua cong tac thang kém nhat phai tu dong thoi
viéc.

Kyr Paul that nghiép, nhung 6ng khong hiéu vi sao thanh tich 1am viéc cta minh bdng nhién lai kém
nhat cong ty.

Kyr Paul 1a ngudi tin twdng chic chin rang bi ngd ¢ dau thi dung day ¢ day, ngay 1ap tirc ong ta lai xin
vao lam nhan vién ban bao hiém cua mdt cong ty khac. Sau mot thang lam viéc, Kyr Paul ngac nhién
nhan thay, thanh tich hién tai cua minh chi bang mot nira thanh tich trudce day.

Khong con cach nao khac, Kyr Paul danh phai trién khai hoat dong kinh doanh giong nhu 1an dau, dung
cach kinh doanh thong qua dat cau hoi.

Sau khi thay doi, thanh tich cia Kyr Paul dugc khoi phuc, dat mic thoi ky t6t nhat.

Vé sau, tri thirc ctia Kyr Paul dugc nang dan 18n, cudi ciing ong dd hiéu: chinh vi rat xuit sic trong
viéc dung cau hoi dé diéu khién cudc thuong luong nén 6ng méi dé dang co dugce don dat hang. Tur do
Kyr Paul lién tyc sit dung va phat trién cach nay, cu6i cung hinh thanh “Céch kinh doanh ki¢u Kyr
Paul" noi tiéng trén thi trudng ban hang.

Tur thi du trén c6 thé thiy, dung cau hoi dé diéu khién cudc thuong luong 13 mot ki ning kinh doanh rat
tot, nam virng k§ ning kinh doanh ndy ngudi ban hang s€ c6 dugc thanh tich néi1 trdi. Vay, khi van dung
k¥ ndng nay ban can phai cha y nhitng diéu gi?

Cau héi phai c6 trong tam

Trong qué trinh hoi dam véi khach hang, cAu hoi dit ra phai 6 tinh trong tim. Cu thé, nhitng cau hoi
ma ngudi ban hang néu ra phai co6 tdc dung lam no61 bat vu thé ctia san pham, nam dung diém yéu cua
khach hang trong khi né1 chuyén. Néu trong qua trinh hdi dam, nguoi ban hang st dung cau héir mdt
cach mién cudng dé diéu khién hoi dam thi khong nhitng khong thu dugc két qua ma con té ra minh
khong chuyén nghiép.

Héi it nhung phai cé chon loc, khong héi qua nhiéu va dong dai

Ngudi ban hang nhat thiét phai cha ¥ hoi khach hang mot cach c6 dong. Ngoai ra, trong qua trinh ban
hang, ngudi dong vai tro chinh trong cude néi chuyén tot nhat phai la khach hang, vi no61 cang nhiéu thi
cang dé boc 16 thicu sot trong tu duy. Do d6, trong qua trinh hoi dam véi khach hang, nguoi ban hang
nén dat ra cau hoi mang tinh chon loc.

Khi héi khach hang, ngwoi ban hang phai chi y dén thai d ctia minh

Thai d6 quyét dinh bau khong khi néi chuyén. Mudn tao bau khong khi vui vé thi khi néu cau hoi,
ngudi ban hang can c6 thai do dé chiu, khong nén hoi mét cach lanh nhat, thd o.

Phai chon thoi diém thich hop trude khi néu ciu hoi

Trude khi hoi khach hang, ngudi ban hang nhat thiét phai chon thdi diém thich hop. Thong thudng, thoi
diém tot 1a Iac khach hang tuong d61 vui vé hodc khi ca hai bén dang n61i chuyén s61 ndéi. Néu cau hoi
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vao luc nay dé duogc khach hang tiép nhan, ¢6 luc tham chi con thu duge hiéu qua khong ngo. Vi thé,
khi hoi khach hang, nguo1 ban hang phai lua chon tho1 diém thich hop.

IX. KET THUC TOT PEP MANG LAI SU' TU' TIN CHO KHACH HANG - NAM CHAC KY
XAO KET THUC

Tir biét 1a khau cudi cung trong lan di thim khach hang, ¢ khiu ndy cang phai can than, tranh vi so ¥
trong phit cudi cung ma “sai mot Ii di mot dam”.

Nam chic k¥ xdo két thic 1a viéc 1am rat quan trong.

Nhi¢t tinh vira phai

Nhiét tinh v6i khach hang 13 diéu can thiét, nhung néu qua nhiét tinh thi s& khién khach hang cam thay
thi€u tin twong. Trén thuc t€, truong hop khach hang hiy bé don dat hang vi nguoi ban hang c6 biéu
hién qua nhiét tinh khong phai 14 it. Vi vay, trong qua trinh chao tir biét khach hang, két thic cudc tham
ho1, ngudi ban hang nén nhiét tinh vira phai. Nhu vay khach hang vira cam thay ban chan thanh va nhiét
tinh lai vtra tin tudng ban hon.

Thai do kién quyét

Ngudi ban hang can phai co thai do rat kién quyét. Chi co tu tin, quyét doan va cé sttc manh mdi c6
thé 1am vo1 di lo lang cua khach hang. Trudc khi ky két hop dong, khach hang thuong té ra do du,
nguoi ban hang can tu tin, quyét dodn dé loai bo nhiing nghi ngai cta ho va c6 nhiing tac dong can
thict dé viéc ky két dién ra thuan loi.

Khong tu cao, ciing khong tu ti

Khach hang biét 16 ngudi ban hang dén thim nham muyc dich ky hop dong mua ban, song néu ngudi
ban hang dit cau hoi nhim vao don dit hang mot cach qua 16 lidu thi ho s& cam thay cut himg. Nhu
vay, hinh turong quan tdm dén khach hang ma ngud1 ban hang day cong vun dap da bi tan vo.

Tom lai, thai do ctia ngudi ban hang 13 yéu to quan trong dau tién quyét dinh viée ho c6 nim duoc ky
x40 két thac hay khong. Néu trong qua trinh di tham khach hang, ngudi ban hang thuc hién tot cac khau
thi cudc tham viéng s két thiuc mdt cach tot dep.
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9 CHUONG III
HAY CAN THAN: DU KHONG CO "CANH"
PON PAT HANG CONG CO THE BAY PI MAT

Rat nhiéu ngueoi ban hang coi viéc ¢é dwoc don dat hang la khdu két thiic trong mét lan giao dich.
Tham chi, khi chwa co dwoc don dat hang, ho da bat dau khong quan tam toi khach hang. That ra,
trieée khi don ddt hang dwoc ky, bat ky mét so sudt nhé ndo ciia nguwoi ban hang déu cé thé khién
khdch hang hiy v dinh dat hang, can phai biét rang, dit khéng cé canh nhung don dat hang ciing
biet bay di.

Dé c6 duwoc don dat hang, nguoi ban hang thiwong phdi bo ra rdt nhiéu tam huyét. Néu don dat
hang da sap co dwoc lai khong canh ma bay thi ddy la noi ho then rat lon cua nguoi ban hang. Vi
vay, nguoi ban hang phai chu y ngan chan hién twong nay.

I. PON PAT HANG CUA BAN PA MAT PI NHU THE NAO?

Tin rang mdi nguoi ban hang déu gip phai trudng hop don dat hang sip dén tay lai khong canh ma bay.
Mudn khong mat don dat hang thi phai biét nguyén nhan vi sao don dat hang mat di. Tong két lai,
nguyén nhan mat di don dat hang khong ngoai céac ly do sau:

Khong ling nghe khach hang néi

Ngudi méi 1am cong viée ban hang thudng c6 thoi quen thao thao bat tuyét gidi thidu san pham ciia
minh, hy vong gidu duogc sy cang thing ma minh gip phai trong qua trinh ban hang. Vi nguoi ban
hang kiéu nay, nang luc ma ho can phai c¢6 1a binh tinh va lang nghe khach hang. Noi thao thao bat tuyét
rat d& gdy phan cam cho khach hang, khong nhitng thé ngudi ban hang con mat di co hoi tim hiéu ¥
nghi ctia khach hang. Mit khic, ndi qué nhiéu thuong khong tranh khoi dé 16 mot sd thong tin can giir
bi mat.

Voi vang gi6i thiéu san pham

Trong qué trinh ban hang, mot s6 nguoi ban hang voi vang gidi thidu san pham, 1am nhu vy s& mang
lai hau qua 1a n6i qua nhiéu nhitng diéu khéng nén nodi trong khi d6 lai khong hiéu dugc nhu cau cua
khach hang. Gigi thiéu san pham 1a viéc 1am can thiét ctia nguoi ban hang, song nhiéu lic ngudi ban
hang phai cha dong dit cau hoi. Khi néu cau hoi can phai nim dugc hién trang va nhitng kho khin ma
khach hang gip phai... dé khi ban san pham, ngudi ban hang c6 thé ndi voi khach hang mot s6 chu dé
ho htng thu nhat.

Trong hoat dong kinh doanh thong thuong, thdi gian ctia mot 1an ndi chuyén néi chung khong nén vugt
qua mdt tieng dong ho. Trong tho1 gian nay, ¢d rat nhi€u viéc ngudi ban hang can lam, néu don hét thoi
gian vao viéc gidi thi¢u san pham thi rat kho c6 dugc su tién trién thyc chat.

Pé cip dén gia ca qua sém

Mic du gia ca 1a van dé khach hang quan tim nhét, song néu nguoi ban hang dé cap dén gia ca san
pham qua sém thi vo hinh trung ho da ty lam mat di1 quyén chi dong trong ban hang, gay bat lgi cho
viéc co dugc don dat hang. Du san pham cua ban cé hoan thién thé nao thi khach hang cling s€ tim ra
khiém khuy€t nhdm ha mirc gia. Vi vay, tot nhat nén bdo gid sau khi da trao doi1 tuong doi day da va
hi€éu dugc nhu cau cua khach hang. Nhu vay khong gian 1¢1 nhudn cta ban s€ 16n hon. Song day khong
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phai 13 chin 1y tuyét dbi, thi du, khi canh tranh twong d6i gay git thi nén dé xuat gia ca sém hon dé
don dat hang khong roi vao tay nguoi khac.

La ngudi ban hang can phai ghi nhd “khach hang 1a Thuong d€”, song day khéng phai 1a muc tiéu ctia
hoat dong thuong nghiép. Khi cung cap san pham va phuc vy, duong nhién 1a phai nghi t61 khach hang,
nhung khi kinh doanh thi myc dich cua ban chi 1a 1¢1 nhuan.

Mot vai khach hang thudng néu ra mot s6 doi hoi vo 1y, ban khong thé vi coi trong khach hing ma thoa
man nhitng doi hoi v6 1y d6 ctia ho. Do d6, khi dam phan can phai c¢6 su dbi xtr hop 1y voi timg doi
hoi cua khach hang.

Thi du khach hang néu: “Théng tin vé kiéu loai nay khong di 6 an toan.” Pay 1a mot doi hoi hop 1y
trong hoat dong thuong nghi¢p. Vi doi hoi nay, ngudi ban hang c6 nghia vu gidi dap hoac cho khach
hang phuong an giai quyét. Néu khach hang néi: “O canh thiét bi ndy mé thém mot rinh nho thi tot.”
Tuy doi hoi nay ctia khéch hang ciing rat cu thé, song néu ban lam theo khéch hang d6 thi c6 thé s& nhan
vé su khong hai 1ong cuia rt nhiéu khach hang sau ndy. Luc ndy ngudi ban hang khong thé dap tmg doi
hoi ctia khach hang, néu khong, du ban c6 duoc don dit hang cta khach hang nay nhung sau d6 s& mat
di rat nhiéu don dit hang khac, loi bat cap hai.

No6i chuyén phiém vé vi

Khi ban di mot san pham, ngudi ban hang da c6 thém mot quan hé méi voi khach hang. Song rat nhiéu
ngudi ban hang d3 lang phi thoi gian cho viéc ndi chuyén dong dai vdi khach hang chi vi mudn c6
khong khi n6i chuyén thoai mai vdi ho, cho rang day 1a cach xdy dung mdi quan hé hop tic c6 hiéu
qua. Cach nhin nhan nay co6 1€ dung trong hoat dong kinh doanh trudc day. Tuy nhién, cung vé1 nhip
song xa hoi hién dai, cach kinh doanh nay s& khién khach hang cam thay bi 1am phién va hinh tuong
chuyén nghiép ctia ngudi ban hang bi anh hudng xdu. Hon thé, ngdy nay moi ngudi phan chia rach roi
mdi quan hé thwong nghiép va méi quan hé ban be, do d6, cach lam nay khong con hiéu qua nira.

Nhitng théi quen trén day rat d& khién ban mat di don dat hang, do vay, can tranh khong dé hoat dong
kinh doanh ro1 vao céc thdi quen nay.

MJi 1an giao luu vo1 khach hang 1a mot co hdi giup ban c6 dugc don dat hang, néu chi vi mot vai
thiu s6t ma mat di don dat hang thi that dang tiéc. Vi thé, ngud1 ban hang nhat thiét phai khong ngirng
tong két kinh nghiém va bai hoc dé ting budc tré thanh mot ngud1 ban hang xuat sac.

II. LUC NAO CUNG CO NGUOI MUON GIANH LAY KHACH HANG CUA BAN

Thi truong ban hang 1a mot noi ddy riy canh tranh, rt nhiéu ngudi ban hang phai thdt 1én rang: “Thi
truong nhu chién truong, so sudt mot chat 1a bj that bai tham hai”. Hiu nhu mdi nguoi1 ban hang déu
phai trai qua tinh hudng bi d6i thi canh tranh gianh 14y khach hang, chinh vi thé ho ludn dé cao canh
giac, cha y dé khong bi mat khach hang.

That ra khong phai ai khic ma chinh ngudi ban hang da 1am mat di khach hang cua minh. Nguoi thay
kinh doanh ndi tiéng thé gidi, gido su Wader Tewola da ting néi: “Néu khach hang ctia ban ltic nao
cling trung thanh véi ban thi ban ¢ con phai lo lang khach hang cta minh tro thanh khach hang cua
ngudi khac khong? Nhiéu ngudi ban hang khong biét rang, nguyén nhan khién ho mat di khach hang
thudc vé chinh ban than ho ma chi biét oan trach d6i thu canh tranh. Két qua 13, trong khi oan trach dbi
tht canh tranh, ho tiép tuc mat di khach hang méi. Co thé noi, khi mat di khach hang, nguoi ban hang
nhat thiét phai tim nguyén nhan tir chinh ban thin minh, dé cao canh giac, kip thoi ngin chin hién twong
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nay.

Nam 2000, hing Coca-Cola - mét trong 500 doanh nghiép 16n manh trén thé gigi da xuat hién tinh
trang xudng ddc, rat nhiéu khach hang ctia ho bi hing Pepsi gianh mit. Hang Pepsi di thanh cong trong
viéc gianh ldy khach hang cua Coca-Cola vi ho di cho ra doi san pham méi, chinh phuc rat nhiéu
ngudi tré tudi.

Lién tuc cho dén nay, Coca-Cola van ndi tiéng thé gidi va dugc nhiéu ngudi tré tudi yéu thich, co hang
tram triéu ngudi tré tudi trén toan thé gigi 1a khach hang trung thanh ctia Coca- Cola. La mot hing san
xudt nudc ubng toan cau, hang Pepsi ludn 1a ddi thu canh tranh cta hing Coca-Cola. Nira dau nim
2000, hing Pepsi dd cho ra mdt loai san pham méi, dugc dong dao nguoi tré tudi yéu thich, do 1a
Pepsi chanh. R4t nhanh chong, thi phan tiéu thu ctia Coca-Cola bi giam sut.

Pung trude tinh hinh d6, hang Coca-Cola nhanh chong dau tu rat nhiéu tién dé cho ra san pham moi.
Sau hon ba thang phan dau khong mét moi, cudi cung hang nay da cho ra mdt loai d6 uong chat lugng
ngang v&1 Pepsi chanh 1a Coke Light chanh.

Poi ngii 1anh dao cap cao cta Coca-Cola tiép tuc bat tay vao nghién ciru diéu tra thi trudng mdi, tich
cuc tim ra nhitng khiém khuy€t ctia minh.

Ho d3 c6 duoc ban béo céo: ¢6 dén 57% s6 ngudi cho rang, Coke Light c6 vi rat ngon; 87% s ngudi
khong thich thiét ké vo ngoai cua Coca-Cola.

Sau khi nim duoc ban chat van dé, hang Coca-Cola nhanh chong diéu chinh va lam lai v6 ngoai cua
Coca- Cola va tién hanh chién dich quang ba san pham méi ctia minh, s6 khach hang bi hing Pepsi lay
mat da quay tré lai udng Coca-Cola méi. Rat nhanh chéng, hiang Coca-Cola tro lai qui dao phat trién
binh thuong.

T thi du trén c6 thé thdy, ngudi ban hang sau khi bi ddi tha canh tranh “cuép mat” khach hang, néu
khong tich cuc tim ra ban chit ctia van dé va nhanh chong giai quyét, khong dé cao canh giac thi chic
chin s& bi d6i thu canh tranh danh bai. Puong nhién, khach hang bi d6i tha canh tranh cudp di” khong
chi vi ban than san phim va cach phuc vu cta ching ta c6 van d&é ma con do rat nhiéu nhan t6 khach
quan khac. Trong thi trudng ban hang canh tranh gay git, ching ta phai luén quan tAm dén khach hang
ctia minh, khong dé cho d6i thi canh tranh loi dung. Xin gi6i thiéu mot vai k¥ xao kinh doanh dé giir
chan khach hang;

Pé khach hang ciia minh khong bi d6i thii canh tranh gianh mat, phai luén phat trién san pham
ctia minh sao cho tot hon cac san pham cung loai.

Mot nguyén nhan rat 16n khién khéch hang ctia ban bi ddi thii canh tranh gianh 14y 1a san pham cta ban
d3 mat di wu thé hang dau so vdi cac san pham cung loai. Muén dugc khach hang tiép tuc dén nhan thi
san pham ctia ban phai dap Gng dugc nhu ciu cia khach hang. Khi san pham ctia ban ludn thoa man
duoc nhiéu nhat nhirg nhu cau ctia khach hang thi khach hang ctia ban s& khong bao gio bi ngudi khac
gianh mat. Vi thé, ngudi ban hang phai ludn luén cha ¥ dén dong thai nghiép vu, tich cuc lang nghe ¥
kién phan hdi ctia khach hang, 1am sao dé san phim cua minh luén chiém uu thé so véi cic san pham
cung loai khac.

Chi c¢6 nhu vay méi bao dam khach hang ciia ban khong bi d6i thi canh tranh gianh mat.

Khi sin phim c6 van dé vé chat lwong phai tién hanh xir Iy ngay
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Trén thi truong ban hang, rat nhiéu khach hang c6 xu hudng “chi mua mot 1an, khong quay lai nita” vi
gia ca cao ma chat lugng hang lai kém. Ching ta thudng gip trudng hop khi khach hang mua san pham,
nguoi1 ban hang to ra vura tich cuc vira nhi¢t tinh nhung khi khach hang mua hang xong, phat hién san
pham ¢6 van d¢é thi thai d6 phuc vu ctia ngudi ban 1ap tirc thay ddi, thaim chi con miu thuin véi khach
hang. Cach 1am nay rat sai 1am, dan dén mat khach hang. Vi vay, muén khach hang ctia minh khong bi
d6i thii canh tranh “cudp di” thi ngudi ban hang phai tich cuc ban bac va cung khach hang giai quyét
ngay khi san pham ctia minh c¢6 van dé vé chat luong,

Phai thwong xuyén giir méi lién hé véi khach hang

Ngudi ban hang vu t phai ¢6 nhiéu khach hiang 6n dinh va trung thanh, hon thé con phai thudng xuyén
thong tin cho khach hang nhirng san pham méi ctia minh dé khach hang c6 dugc thong tin méi nhat, dan
dat tu duy ctia khach hang dé khach hang c6 hing thi va trung thanh v&i san pham cua minh. Pong
thoi, ngudi ban hang can thudng xuyén lién hé véi khach hang ctia minh dé khi ¢6 nhu cau méi thi ho
nghi ngay dén ban. Do d6 ching ta c6 thé thdy, ngudi ban hang c6 thanh tich tot trén thi truong ban
hang 1a do ho thuong xuyén xay dung, duy tri mbi quan hé voi khach hang ctia minh. Vi thé, thuong
xuyén lién hé voi khach hang 1a cach t6t nhat dé gitr chan khach hang.

Ngudi ban hang phai biét “lung lac 1ong ngwoi”

Chi c6 ndm that chic tim 1y cta khach hang thi ho mé1 ¢ lai véi1 ban. Mudn nim dugc tam ly khach
hang thi phai c6 mot vai kién thirc va k¥ xdo tim 1y hoc. Dé c6 duogc kha ning nay, ngudi ban hang nén
tham gia cac khoa hoc boi dudng nghiép vu vé k¥ xdo tdm 1y kinh doanh hodc doc mdt sb sach bao vé
tam 1y hoc va kinh doanh, trong khi khoi thong giao tiép v&i khach hang can chi ¥ suy dodn tim 1y ctia
ho.

III. TIN VAO SAN PHAM - COI SAN PHAM LA "NGUOI YEU" CUA MINH

La nguoi ban hang, mudn thanh cong trong cong viéce thi phai bat dau tir viéc tin vao san pham cta
minh. Néu ngudi ban hang khong tin vao san pham minh ban, cling khong tin rang san pham cta minh
co thé giai quyét dugc van dé cua khach hang thi moi ki xao ban hang cua anh ta déu vo ich.

Vi vy, muén 1am mot ngudi ban hang xut sac thi phai tin vao san phim cta minh, coi san pham nhu
nguo1 yéu cua minh.

Anthony Robbins 13 ngudi ban hang tiém ning ndi tiéng thé gidi. Khi cudc song nghéo kho, éng dd 1am
cong viéc quét don & ngan hang véi mirc lvong 5 do-la/ngay. Khong ¢6 phuong tién di lai, hang ngay
ong phai day sém, di bo dén ngan hang cho kip gio lam vi¢c. Sau nay, khi da kiém dugc mot s tién,
ong mua duoc chiéc xe hoi ma moi ngudi thuong goi dua 1a “rua”. Vi ong, chiéc xe nay vo clng
quan trong, vi nd vira 1a chd &, vira 1a phuong tiéin di lai ctia 6ng.

Mot hém, c6 ngudi ban hang ndi vi Anthony Robbins : “Anh ban ¢6 muén thanh dat khéng?” Khong
do du, Anthony Robbins tra 101 ngay: “Mudn chtr, thé 6ng c6 cach gi khong?” Nguoi ban hang nay
thanh dat 1a nho nhiing bai giang ciia Jim Rohn, vi thé ong nay néi véi Anthony Robbins: “Co mot
nguoi tén 12 Jim Rohn, bai giang cua 6ng ta co thé gitip hoc vién nhanh chéng trd nén giau cé. Bai
giang ndy chia 1am hai ngay hoc, tong hoc phi 1a 1200 d6-1a.”

Nghe xong Anthony Robbins cam thiy rit budn vi s6 tién hoc nay di vuot ca gia chiée xe “rua” cia
ong. V&i nguoi khong co noi an chdn & ¢b dinh thi 1am sao dam bo ra mdi ngy 600 do-la dé nghe
giang? Anthony Robbins ndi voi ngudi ban hang: “Téi rat mudn theo hoc khoa nay, nhung 1200 do-la
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tuong duong vdi toan bd tai san cua toi, vi the to1 s€ hoc sau vay.”

Vi mot ngudi ban hang thi cdu ndéi ho khong muén nghe nhét 1a: “Toi rat thich san phim ctia 6ng,
nhung rat tiéc 1 t61 khong c6 tién dé mua nd.” Rat nhiéu ngudi ban hang khi nghe dugc cau nay déu bo
cudc. Nhung, ngudi ban hang nay lai khong nhu vay, 6ng ta n61 véi1 Anthony Robbins : “Anh ban hay
nghe 61, t61 xin bao dam, néu anh bo ra 1200 d6-1a dé theo hoc khoa ndy thi 1oi ich anh thu duoc chic
chén sé& gép 10 1an, 100 14n, thdm chi gép mdt van 1an sb tién 1200 do-la di bo ra. Tin toi di, anh
ban!”

Anthony Robbins thiy ngudi ban hang tran day niém tin vao chwong trinh hoc nén ciing xiéu long va
r6i d3 ban toan bd gia tai cia minh dé theo hoc khoa nay.

Khoéa hoc qua nhién dang nhu nhitng gi ma ngudi ban hang nay da ndi, nd d3 mo canh ctra dé Anthony
Robbins di ti thanh cong. Sau khi hoc xong chuong trinh nay, Anthony Robbins thiy ning luc ciia
minh da duogc dinh vi lai, théy giao da cho 6ng co hoi di dén thanh cong. Sau d6, Anthony Robbins da
tr& thanh mot ngudi thay wu ti nho vao ning lyc hon nguoi ctia minh.

RAt nhiéu ndm sau d6 Anthony Robbins con ké lai cho cac hoc vién nghe cau chuyén nay. ong noi,
ngudi ban hang kia da ty tin vao san phim cua minh, chinh diéu nay khién 6ng khong dan do ma nghe
theo anh ta. Tham chi lac d6 ong cho rang ddy 13 co hoi tot nhat, néu bo 1§ s& khong con co hoi 1am
lai. Vi thé, ty tin 1a mot diéu vo cung quan trong doi voi ngudi ban hang,

Tir @6 c6 thé thdy, khi ngudi ban hang that sy tin vao san pham ctia minh thi ho s& thuyét phuc thanh
cong khach hang.

Ngudi ban hang can phai coi san pham nhu ngudi yéu cia minh. Chi c¢6 tran ddy niém tin vao san
pham thi khi ban hang ban méi1 thuyét phuc duoc khach hang. Nguoc lai, néu khong tin vao sdn pham
ctia minh thi khi chao ban hang, ban rat kho co6 dugc nhiét tinh va strc 16i cuon khach hang, do d6 dé bi
that bai.

Khi mot ngudi ban hang mang san pham di chao hang, néu chinh ho khong cho rang san phdm ctia minh
1a tot nhat thi 1am sao c6 thé thuyét phuc dugc khach hang?

Coi hang hoa nhu ngudi yéu, diéu nay s& mang lai cho ngudi ban hang dong lyc tim 1y manh mé, giup
ho c6 day du niém tin vao nghé nghi¢p va sdn pham cua minh, tr d6 thuyét phuc thanh cong khach
hang, c6 dugc don dit hang mot cach dé dang, tro thanh nguoi ban hang uu tu.

IV. LAM TOT CONG TAC CHUAN BI CHO VIEC TU CHOI

La nguoi ban hang, bi khach hang tir chdi 1a diéu ma ai ciing gip phai. Khi ban chao hang véi mot
khach hang, tuy khong 1an tranh nhung ho lai gay rac roi1 bang nhirng hinh thirc khac, thim chi c6 nguoi
con thang thirng tir chdi ban. Vi thé, muon ban hang thanh cong, ngudi ban hang phai c6 cong tdc chuin
bi cho tinh huéng b1 tir choi.

Mot ngudi c6 kinh nghiém ban hang d3 tirng néi: “Nguyén tic dau tién khi ban hang 1a nhat dinh khong
bo cudc khi bi khach hang tir ch6i. Giong nhu t61 da lam viéc nay lién tuc may chuc nam, ¢6 hang tram
lan bi khach hang tir choi, tuy nhién, sau nhi€u lan tir chéi thi c6 nhitng 1an khach hang s€ tiép thu y
kién cua ban. Vi the, ngudi ban hang phai khong ngirng ¢ gang, y chi va niém tin ctia ngudi ban hang
thé hién ¢ tinh than kién tri khong chiu bé cude”.

Khong bé cudc, khong nhut chi hay théa hiép vai khach hang, day 1a bai hoc dau tién dé 1am ngudi ban
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hang chuyén nghiép.

Nha triét hoc ndi tiéng ngudi Hy Lap da tirng ndi: “Néu canh tay trai nim chic thanh cong di co, canh
tay phai nim chic sy kién tri phan dau lién tuc can c6 dé thanh cong, thi toi s& chon canh tay phai.”
Chi ¢6 trai qua phén dau, kién tri d6i mit va khic phuc trd ngai, chung ta moi co thé lién tuc trau doi
nghi¢p vu cua minh.

Néu moi bat dau kinh doanh ngudi ban hang da bi khach hang tir chdi thi chimg to ban da 1am diéu gi
d6 khong vira y khach hang. Ban khong thé vi thé ma cam thdy budn chan, nén nhdg, day 1a lan khao
nghiém dau tién ctia ban, tinh than khong 1ui budc trudc khé khin s& kich thich phan vu ti nhat trong
tinh cach cua ban. Bat ci trong hoan canh nao, sau khi bi ngudi khac tir chdi, ban hay nghi dén
Napoleon va Guerrant, ho déu 13 nhirng anh hing di 1én tir hoan canh khé khan.

Ban hiy coi su tir chdi ctia khach hang 13 mot khé khin va phat huy kha ning ctia minh dé giai quyét
kho khan d6. Khong bao gio c6 tinh hudng dudong cung. Phai tin rang, trén con duong gap ghénh nay,
kha nang tot luon ton tai.

Trén thyc té, tham gia vao cong viéc ban hang 13 mot co hoi rat tot dé khai thac ning lugng tiém tang.
Cung véi viéc trai qua nhitng 1an bi khach hang tir chdi va don hang khong thanh cong, ban sé& c¢6 kinh
nghiém va ning luc giai quyét mot sd van dé, cude sdng cua ban cang phong phu hon. Lic niy ban
cach thanh cong khong con xa nira.

Khi su tir chdi ctia khach hang khong con la tro nga1 nita thi vat can 16n nhét lai chinh 1a ban. Vl Vay,
trude tién phai bat tay vao viée khic phuc khuyet diém, khic phuc tim nhin han hep va sy mém yéu
cua minh, ban s€ phat hi¢n, trong cong viéc, bat ké lam viéc gi cling phai doi mét véi tu thé cua nguoi
thanh dat, diéu ndy s& gitp ban khic phuc nhitng khé khin gip phai.

Ngoai ra, viéc khach hang tir chéi cho thay, ban thin ngudi ban hang d6 con c6 nhitng khiém khuyét.
Ban can tim ra va khic phuc nhitng khiém khuyét 6 dé loai bo nhitng vat can trong cong viéc clia
minh.

Ngudi ban hang dat yéu cau phai c6 long ty tin, dong thoi phai c¢6 niém tin thing loi dé d6i choi véi
nhitng anh hudng bt 1gi cho minh. Lam nhu vay ngudi ban hang s& thdy minh da hoan toan thoat khoi
anh hudng ctia tinh cam xau. Lic ndy ngudi ban hang chi cach don dat hang mot bude chin ma thoi.

Jo Gillard - ngudi ban hang vi dai noi: “Trén thuc té, chuyén khach hang tir chdi khong co gi dang so,
diéu dang so nhat 13 khach hang im ling trudc san pham cua ban. Vi thé, t6i luén hoan nghénh nhiing
khach hang di chi ra nhirng khiém khuyét ctia san pham, chi can ho néi ra, chung ta s& tim duoc co hoi
giao dich.” That ra, viéc khach hang tir chdi chirng minh ho di rat chi y nghe ban néi, diéu nay giup
ngudi ban hang thiy duoc nhitng diéu can thiét phai c6 cho nhirng 1an ndi chuyén tiép theo, su tir chdi
ctia khach hang gitip ngudi ban hang ¢ kinh nghiém tim duoc dot pha khau, nhanh chong c¢6 duge don
dat hang.

Bat ké ngudi ban hang thanh dat nao trong qua trinh 1am nén su nghiép cling s& gip phai nhimng ap luc
cua tur choi, song ho ¢6 thé chuyén hda ap luc thanh dong luc, chién thang tam ly lo s¢ va c6 dugc don
dat hang.

Vay, ngudi ban hang phai lam gi dé binh than d6i mat voi nhitng 101 tir chdi cua khach hang?
Néu c6 mot khach hang néi véi ngudi ban hang: “Xin 18i, t6i khéng co thoi gian!” thi nguoi ban hang
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khong nén voi bo cudc. Liuc ndy nguodi ban hang nén tra 101 nhu sau: “Thua 6ng, diéu ndy toi hiéu,
nhiéu ltc 61 cling cam thdy khong du thoi gian. Nhung t6i chi xin 6ng cho t6i 3 phut, chic chin day 1a
diéu rat quan trong dbi véi ong...”

Khéach hang néi véi nguoi ban hang: “Bay gio t6i khong ranh!” Day rat co thé 1a 10i thoai thac, ngudi
ban hang nén ndi: “Thua ong, Rockeieller n6i mdi thiang éng 4y déu danh mdt ngiy dé suy nghi ké
hoach tai chinh ctia minh, diéu ndy con quan trong hon cong viéc vat va cua 30 ngay! Hon nira, ching
ta chi cadn mot khoang thoi gian ngin 14 c6 thé giup 6ng quy hoach vién canh tai chinh cﬁa ong! Néu
bay gio khong dugc thi xin 6ng cho mdt ngay khac vay, khi nao th01 gian thusn loi thi t6i san sang tGi
ngay' Ngay thtr hai va thir ba trong tudn tdi ¢ gan quy cong ty, néu c6 thé duoc thi sang thir hai hodc
chiéu thr ba t6i s& dén thim 6ng!” Hoidc khach hang ni véi ngudi ban hang: “Tdi khong c6 hirng tha!”
Liac ndy ngudi ban hang nén tra 101 nhu sau: “Ti biét, cai gi minh khong hiéu thi khong thé c6 hing
tha ngay dugc, d6 13 diéu rat binh thuong. VAy xin hiy dé i giai thich ti mi cho 6ng mot chut, ong c6
thé cho biét ngay thir miy ong c6 thoi gian ranh? ...

Néu khach hang n6i véi ban: “Xin 16, t6i khong c6 tién!”, 1o rang day la mot biéu hién tir chdi, luc
nay cling khong nén tir b ngay, ban c6 thé ndi: “Thua 6ng, 61 biét chi c6 6ng mdi hiéu rd tinh hinh tai
chinh ctia minh.

Nhung, néu by gid 6ng c6 thé bé ra mot it von dé thu xép quy hoach toan bo, diéu nay s& gitip ong rat
nhiéu trong ké hoach phat trién sau nay! Ong thiy c6 dung khong? Toi c6 thé dén thim 6ng khi ong
rong rai vé thoi gian dugce khong?”, hodc c6 thé ndi: “Toi hiéu, vay thi vi sao 6ng khong bat dau dung
mot loai san phém giup ong bo von it nhat ma thu duoc 1oi nhuin 16n nhat? Piéu nay rat ¢6 loi cho su
phat trién sau ndy. ong c6 thé danh mot chat thoi gian nghe t6i gidi thiéu san pham duoc khong?”

Nhitng phuwong phap trén diy c6 thé gitp tiép tuc cudc ndi chuyén khi khach hang da c6 tim 1y va
cham. Puong nhién, trong thuc t&, kho khdn ma ngudi1 ban hang gap phai con phic tap hon nhicu.
Nguyén tac giai quy€t nhirng van dé nay la phai chuyén hoa tir choi thanh khang dinh, dé khach hang
thay d61 y dinh tir choi, tiép thu y kién ctia ngudi ban hang.

Ngoai ra, ngudi ban hang vu ta khéng chi binh tinh d6i mdt ma con c6 quyét sach dang dan dé d6i pho
v61 su tr choi cua khach hang. Chi c6 nhu vay, don dat hang md1 dén dugc tay ngudi ban hang mot
cach dé dang.

V. THIEU KIEN TRI KHIEN PON HANG "BAY PI MAT"

Ngudi ban hang ndi tiéng thé gidi 1a Dwight Howard di c6 nhirng thanh tich dang né. C6 ngudi hoi
ong co6 bi quyét gi, ong chi cudi va trd 1o1: “Toi1 ké cho mo1 nguoi nghe cau chuyén nay nhé.”

Dwight Howard noi: “Ban dau toi khong tin vao minh, moi lan g0 cira mgt nha nao do, t61 n61 mot hoi,
ty 1¢ thanh cong rat thap, trong 1ong luon lo s¢.”

Cho dén mot hom, 6ng gip dugc mdt nguoi kinh doanh giau co. Nguoi ndy yéu ciu dng tudng tugng
minh dang dirng ngoai ctra nha khach hang sap dén tham...

Nguoi chao hang héi: “Xin hoi, hién tai 6ng dang & dau?”

Dwight Howard noi: “T61 dang dirng ngoai ctra nha khach hang.”

Ngudi chao hang lai hoi: “Tot roi, vay, tiép theo dng dinh di ddu?” Dwight Howard néi: “T6i mubn
vao nha khach hang.”
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Ngudi chio hang lai hoi tiép: “Sau khi vao nha khach hang, theo dng thi trudng hop xdu nhat c6 thé
xdy ra la gi?”

Al "97

Dwight Howard néi: “Trudng hop xau nhat 13 bi khach hang dudi ra ngoai!
Ngudi chao hang lai hoi: “Sau khi bi dudi, ong s& dimng & dau?”

Dwight Howard néi: “O... toi van dimg ¢ ngoai ctra nha khach hang!” Nguoi ban hang hoi: “Rét tot,
thé chiang phai van 1a chd ong dimg bay gid sao? Két qua xau nhat ching qua van 1a chd cii, vay thi co
gi phai s¢?”

Tir d6, Dwight Howard khong mit don dit hang vi ong da din do can thin va tirng budc tré thanh mot
nguoi1 ban hang vu ta.

Nghi lai sy viéc xay ra trude day, Dwight Howard n6i: “Tu sau khi hiéu dao 1y nay, t61 nhu mot
nguoi khac, chi can co 1% hy vong, t61 s€ khong bao gio d€ mat don ddt hang. C6 1an, khong quan troi
nong burc, to61 chay di chay lai hon chuc lan, phai kho khan lam méi thuyét phuc duoc khach hang mua
bao hiém cua t61. Nhung chi duoc vai ngay sau, khadch hang nay lai mang tra, t61 danh phai lam theo
ho. T61 thay khong sao ca, minh s€ 1am lai tir dau, minh cling chdng mat gi ma trai lai con c6 thém kinh
nghiém lam viéc va thé nghi¢ém cudc song, day méi la diéu quan trong nhat!”

VI. MUON CHIEN THANG PHAI CUNG RAN HON

Trong qua trinh ban hang ban c6 thé gip phai rat nhiéu kho khin tré ngai. Mudn thanh cong, c6 duogc
don dat hang, phai khong ngirng boi dudng nghiép vu.

Ngudi ban hang thuong xuyén phai nghe khich hiang néi rang san phdm ciia ho c6 gia cao hon san
pham cuing loai ctia mdt hing khac. Tuy nhién, ban can biét, khi khich hing néi ra van dé nay ching to
ho da co6 hurng thu nhit dinh dbi v6i san phém cua ban, chéng qua ho chi mudn thim do g1a ca cua ban,
néu khong xir 1y tot khau mic ca cudi cung thi rat c6 thé ban s& mat di don dat hang sap co. Vi thé, luc
ndy ban phai c6 ging dé khach hang tin rang, chit luong san pham va thai d6 phuc vu ctia minh 1a t6t
nhat, trong khuon kho hop 1y c6 thé dé khach hang duoc loi mot chat dé c6 duge don dit hang.

Trong thao tac thuc té, ngudi ban hang c6 thé ndi véi khach hang nhu sau: “Thua 6ng, gia ca clia noi
khac c6 thé thap hon cua ching t6i, nhung ché d6 phuc vu ctia chiing t6i t6t hon. Mt khac, t6i tin rang
khong c6 cong ty ndo lai dé gia ca cua san pham thap hon gia thanh, ciing giéng nhu khong thé mua xe
Mercedes - Benz véi gia cua xe Santana, ding vay khong!”

Khi n6i xong nhitng ciu ndy, ngudi ban hang nhat thiét phai dé khach hang co thoi gian suy nghi va bay
to thai d6 ctia minh. Néu bo qua diéu ndy thi du ban c6 ndi hay nhu thé nio di nita van s& gay phan
cam cho khach hang, diéu nay rat bat 1oi cho ban.

Ngudi ban hang can biét, khi mua mot san pham, thong thudng khach hang dé y dén 3 van dé: Gia ca
san pham, chat luong sdn pham va ché do phuc vu. Khi ban hang, ngudi ban hang phai nham vao 3 van
dé nay, c6 nhu vay ban mdi c6 duge don dat hang mot cach dé dang.

Néu khach hang cua ban la mot nhan vién thu mua, ho s€ yéu cau rat cao vé chit luong san phém. Lac
ndy ngudi ban hang phai dat trong diém khoi thong giao tiép vao tinh Gmg dung cua san phim va ché
d6 phuc vu, it nhat ban ciing phai dé cho nhitng khach hang niy tin rang, nhitng san pham ma ban ban ra
déu 1a san pham c6 tinh (mg dung va d6 an toan cao nhat. Chi nhu vay mdi gitip x6a di ban khoan ciia
nhitng nhan vién thu mua nay khi ho con thic mic san pham ctia ban c6 gia tri thuc hay khong, tir d6
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ban da thanh cong c6 dugc don dat hang.

Voi nhitng ngudi mua hang binh thudng, ngudi ban hang can phai biét chiéu theo sd thich cua ho.
Khéach hang 13 phu nit tré thuong coi trong vé ngoai ctia san pham, nguodi ban hang can nhin manh mirc
d6 tinh xao cua san pham; khach hang cao tudi thuong quan tim xem thao tic st dung ¢ thuin tién
khéng, nguoi bém hang phai thé hién 1am sao dé ngudi mua thiy dugc wu diém dé thao tac cla san
pham, c6 mot s6 khach hang quan tAim dén tinh ung dung ctia san pham, nguo1 ban hang phai lam sao
dé khach tin san pham ctia minh c6 tinh Gng dung rat cao trong cudc song.

Néu mot khach hang ¢6 ¥ mubén mua hang, hon nita ban di giai quyét xong nhirng cong viéc can thiét
ro1 thi viéc c6 dugc don dat hang 1a khong con xa nira. Nhung luc ndy ngudi ban hang phai tiép tuc
cht y cham s6c khach hang, khong dugc bé tré, tranh trudng hop khach hang thay d6i y dinh.

Vao thoi ky quyét dinh giao dich, c6 mot vai ngudi ban hang lién tuc dé nghi khach hang hoan thanh
giao dich, cach 1am nay rat sai 1am. Khach hang bi ngudi ban hang thiic ép cing thang rat dé nay sinh
tinh cdm chan ghét, khién ban mat di don dat hang vao gid phut chot.

C6 mot s6 khach hang vao phit chét lai quyét dinh kéo dai thoi gian mua hang, d6 1a vi khach hang
van con tim 1y dé phong, canh giac. Ho mubn binh tinh suy nghi dé ¢ quyét dinh cudi cung, lac ndy
néu ban dé nghj khach hang nhanh chong tién hanh giao dich thi tim 1y dé phong ctia ho sé& ting thém,
vi thé, néu khach hang yéu cau kéo dai thoi gian, ban phai ton trong v kién ctia ho. Trong thoi gian
khach hang suy nghi, ban khong dugc hoi han bét ctr diéu gi, ciing khéng nén don dip chiao hang lan
thtr hai. Trong trudng hop niy t6t nhit ban nén trao d6i voi khach hang nhitng chuyén ngoai mua ban.
Thi du, goi dién thoai hoi han tinh hinh thoi tiét, hodc nhan dip ndm mdi giri tin nhan chac tét, giri qua,
viéc 1am nay gitip ich rat 1on trong viée giao dich cudi cung.

Puong nhién, c6 mot sb khach hang khong that sy ¢6 v dinh mua hang ctia ban, thoai thac noi mudn suy
nghi thém, Iic nay ban phai chi dong c6 phan ting ngay.

Trén day déu 1a nhitng trudng hop ngudi ban hang thuong xuyén gip phai, diém khic nhau gitta ngudi
ban hang binh thuong va ngudi ban hang xuit sic 1a cach tng phé va két qua cudi cung: ho c6 duoc
don dat hang hay khong. C6 thé noi, kinh doanh 1a mot cong viéc day tinh thach thirc va bién cb, vi
vay, tlly co (g bién 13 ning luc can phai c6 clia ngudi ban hang xuat sic.

Nguoc lai, néu ngudi ban hang khong c6 kha ning xtr 1y that tot cac tinh huéng bat ngd thi don dit
hang turdng nhu sap dén tay cling s€ mat di. Vi vay, ngudi ban hang nhat thi€t phai ren luyén kha nang
nay, tr d6 nang cao trinh dd nghi¢p vu cua minh gia nhiap do1 ngii nhitng nguo1 ban hang xuat sac.

VII. PE PHONG "BAI MIN" TRONG BAN HANG, CAN THAN PE GIAO DICH THANH
CONG

Ban than viéc ban hang da 1a mdt qua trinh lién tuc thao gd khé khan, vudng mic dé dat muc tiéu cudi
cung: c6 duoc don dat hang. Trudce khi ban hang, néu khong tru tinh ti mi toan bd qua trinh kinh doanh
hoac khong tién hanh theo dung quy trinh ban hang thi khi d61 mat voi khach hang, ngud1 ban hang sé€
khong hiéu dugce hét yéu cau, tam 1y cung cac nhan to6 ndi tai cua khach hang... Nhirng di€u nay déu c6
anh hudng trai chiéu dén viéc hoan thanh don dat hang. Chi thiéu can than mdt chut thi don dat hang
dang I€ dén tay ban lai bay di mat.

Trong ban hang, bdi min ma ngwoi ban hang rdt dé sa chan vao 13 khong xac dinh dugce doi tuong
ban hang then chét. Ngudi ban hang can biét rd ai méi 1a nhan vat then chdt co thé di dén thoa thuan

https://thuviensach.vn



cudi cung, hon nita, phai tim cach thuyét phuc dé dugc nhan vat then chdt nay ting hd. Cé nhiéu luc tim
duoc nguoi then chdt nay khong phai 1a dé, dic biét 1a & mdt vai doanh nghiép 16n, ngudi lanh dao
cao nhat ctia ho khong thuong 16 dién, vay lic ndy ngudi ban hang phai tim dugc giam dbc bo phin co
quyén quyét dinh. Can b cap cao hodc cic 6ng chi ¢ cong ty 16n thudng rat ban ron, nhan vién ban
hang khé ma gip dugc ho. Néu khong thé lién hé thudn loi véi nhan vét then chdt dugc thi it nht ciing
phai dé nhan vt then chdt nay dirng & mot vi tri trung 1ap. Hon nira, mdt diéu ma ngudi ban hang con
phai chu y 13, c6 nhiéu khi ban d3 dugc nhan vat then chdt nay tin tudng nhung lai khong duoc mot vai
ngudi xung quanh nhin vét then chdt ndy tin tuong, két qua 13 khong co dugc don dit hang. Vi vay,
ngudi ban hang can cb ging tao dung mbi quan hé giao tiép tét dep véi don vi khach hang.

Biii min thir hai chinh la khong dii kinh nghiém thuec té.

C6 khong it giam ddc ban hang c6 thanh tich ndi troi di tong két kinh nghiém ctia minh thanh quy pham
hanh vi dé cap dudi chiéu theo quy pham ndy ma lam theo, ho cho rang, lam nhu vy bao dam s& c6
hi€u qua cao trong kinh doanh. That ra, cach 1am nay khong ding, vi cong viéc ban hang la mot nghé
thuat linh hoat. Véi nguoi ban hang, tinh cach, thdi quen va bdi canh vin hoa ctia mdi khach hang ma
ho gip déu co6 nhitng diém khac nhau, hon nita, hoan canh va trang thai tim 1y cua khach hang trong
mdi 1an dén thim 1a khong gidng nhau. Néu tng pho véi nhitng tinh hudng khac nhau ndy bang nhitng
cach 1am cimg nhéc thi that sai 1am. Linh hoat (g pho véi mdi tinh hudng bat ngd xdy ra méi 1a diéu
then chdt dé ngudi ban hang wu t c6 dugc thanh cong.
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' CHUONG IV ‘ '
MUON CAU BUQC CA, TRUGC TIEN CAN PHAI BIET
CA THICH AN MOI GI?

Trong linh viee ban hang thuong cé cau néi: “Muén cau dwoc cd, trude tién phdi biét cd thich dn
moi gi?”.

Cadu néi nay cé nghia la, muon cé dwoc don ddit hang thi can phdi hiéu dwgc nhu cau cia khach
hang, dong thoi phai nam dwoc tam ly khach hang, dé giao dich nhanh chong. Co nghia la, phai
xuat phat tw loi ich cua khach hang, tw do tim ra cach lam dé sao cho hai bén cung co loi.

I. TIM HIEU NHU CAU CUA KHACH HANG NHU THE NAO?

Ngudi ban hing can phai biét rang, cac khach hang khac nhau c6 nhu cau khic nhau, néu ngudi ban
hang khong hi€éu duoc nhu cau ctia khach hang thi ho khong thé cung cap cho khach hang cac ché do
phuc vu ¢6 hiéu qua, kho co6 thé nang cao do thoa man cua khach hang.

Thong thuong, co thé chia nhu cau cua khach hang thanh hai loai: loai “nhu cau ndi ra dugce” va loai
“nhu cau im lang”. Thong thuong, tim hi€u “nhu cau ndi ra duoc” kha don gian nhung vi¢c tim hiéu
“nhu cau im lang” cua khach hang thi kh6 khan hon rat nhiéu. Thuc t€ cho thdy, cé thé hiéu hét duogc
nhu cau cta khach hang hay khong 1a diém mau chot dé danh gia nang luc ctia ngud1 ban hang. Biéu
nay doi hoi ngudi ban hang phai nghién ctru di€u tra khach hang & moi noi moi luc.

Vi sao san phim khong pht hop véi nhu cau cta khach hang? Lam thé ndo dé nim duogc va dap tng
cac loai nhu cau cua khach hang? D¢ giai quyét nhirng van dé nay, nguoi ban hang c6 thé sir dung cac
phuong phap sau:

Thong qua céc loai cAu héi dé tim hiéu thong tin ciia khach hang

Muén tim hiéu nhu cau cua khach hang, khong nghi ngd gi nita, hoi ¥ kién 1a cach lam t6t nhat. Cach
nay giap nguoi ban hang c6 thé tim hiéu duoc nhu cau that sy cua khach hang, tr d6 cung cap cho
khach hang nhiing dich vu ma ho doi hoi. Thong thuong, c6 may cach hoi dudi day:

Céu héi theo kiéu xdc nhin

Cau hoi kiéu nay c6 muc dich xac nhan mét su thuc nao do, thong thuong dung dé xac nhan quan diém,
mong muon hodc tinh hinh ma khach hang phan anh... Cach hoi nay gitp nhanh chong tim ra mau chot
cua van dé. Thi du: “Khi goi dién dat hang, nguoi dat hang da doi chiéu so6 sach véi ong chua?”, hodc:
“Khi dua hang to1, 1uc nhian hang 6ng c6 kiém lai khong?””. Thong thuong, khach hang s€ tra 101 “c6”
hoac “khong”. Néu khong dugc tra 101 thi phai tiép tuc hoi mot vai cau héi khac dé xac nhan van de.
Ciu héi kiéu gidi ddp

Lac thich hop, ngudi ban hang c6 thé thong qua cach hoi mém mong, 1am rd mot s6 van dé vé quy
dinh, chinh séach... Thi dy, nhitng quy dinh ctia nha nudc vé ké hoach san xuat thude 1a diéu, ky han
diéu chinh ké hoach san xuat thudc 14 di€u... Ngudi ban hang phai biét thong qua nhirng van dé nay dé
giai thich nhitng thac mac cta khach hang, lam rd sy that va giam bot nhitng phién ha va tranh cai cia
khach hang.

Ciu héi kiéu tw vin

Nhitng cau hoi thing c6 thé gitip khach hang néi ra nhitng sy viéc ma ngudi ban hang mudn biét. Thi
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du: “Khi goi dién dit hang ma bi cham hodc sai thi 6ng lam thé nao?” hodc “Khi khong c6 khach hang
mua thude 14 thom, 6ng lam thé nao?”

Cdu hoi thong thuwong

Trong trudng hop thong thuong, khi giao tiép voi khach hang, ngudi ban hang ¢ thé hoi mot vai cau
deé tim hiéu cudc song riéng tu cuia khach hang. Thi du: “Xin 6ng cho biét quy danh?”, “Xin phép hoi
7654321 c6 phai 1a s6 di¢n thoai ctia ong khong?”” Nhitng cdu hdi nay nham c6 dugc nhitng thong tin
can thieét dé giai quyéet van dé mot cdch nhanh chong.

Cau hoi mo

Néu so sanh véi cdu hoi kiéu khép kin thi dap an ctia cau héi mo cira thudng khong cdu né vao phuong
thirc va tiéu chuan, n6 cho phép khach hang bay to6 yéu cau va cach suy nghi ctia minh. Thi du: “Ong c6
thé n61 mot chit vé tinh hinh phat trién ctia quy cong ty dugc khong?”, “Ong c6 thé mo ta mdt chut nhu
cau cua cong ty do1 vdoi san pham IT dugc khong?”, nhirng cau héi dai loai nhu vay déu 1a nhirng cau
hoé1 kiéu md ctra. Nhitng cau hoi nay co6 thé khién khach hang noi ra hét nhitng nhu cau cta ho, cling dé
nguo1 ban hang ¢ thé c6 duoc nhiéu hon, toan dién hon nhirng thdng tin lién quan. Vi thé, khi tim hiéu
nhu cau cua khach hang, nén stir dung nhi€u cau hoi ki€u mo cua.

Céu héi ki¢u kién nghi

Pé khach hang trinh bay tinh hinh, néi ra cach xem xét, y kién va quan diém cua ho, nhu vay nguoi ban
hang c6 the hiéu rd hung th, s¢ thich cua ho. P61 voi mdt vai cau hoi da co ket qua, co thé hdi khach
hang murc do hai long vé cach phuc vy, c6 di€ém nao can phai cai tién thém va c6 nhiing dé nghi gi
trong vi¢c cai tien. Nhitng cau hoi nhu vay khong chi giip cho viéc tim hi€u nhu cau ctia khach hang
ma con c6 thé biéu hién thanh ¥ ctia khach hang, ning cao do tin cay cua khach hang.

Cdu hoi dong

Thé nio 1a cau hoi dong? D6 1a dap an ctia cau hoi duge dong kin, chi c6 thé tra 101 cau hoi theo cach
“phai” hoac “khong phai”, “dtng” hoac “khong dung”, khang dinh hodc pha dinh. Cau héi dong kin co
thé dan dat khach hang tré vé chui dé chinh can noi.

K¥ x40 néu cau héi

Ngoai nhu cau cta khach hang, ngudi ban hang con phai dit nhitng cau hoi gi voi khach hang? DPa s6
nguo1 ban hang déu co thé trinh bay san pham ctia minh, gid1 thi€u cong ty va cach phuc vu ctia minh,
nhung khi hoi khach hang lai lung ting, khong biét nén hoi nhitng gi. Vay, nhitng van dé gi c6 thé dan
dat hing thu cua khach hang, lai c6 thé gitp ngudi ban hang c6 dugc nhitng thong tin gia tri?

Két qua khdch hang mong muon

Khi mua san phém, khach hang thuong c6 mot s6 yéu cau hodc mong mubn co két qua nao d6. Néu
nguo1 ban hang nham thang vio nhitng van dé nhu vay de hoi thi ¢6 thé rat ngan khoang cach hai bén
mot cach tot nhat, ddng thoi cd duge théng tin vé yéu cau ctia khach hang mot cach chinh xac va hiéu
qua.

Thong tin ca nhdn cua khach hang

Ho1 mot vai thong tin ¢4 nhan ctuia khach hang, nhu hirng tha, s& thich cua ca nhan khach hang... giap
nguo1 ban hang va khach hang xay dung mo1 quan hé céd nhan sau sac hon.
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Qua trinh mua hang truwoc ddy cua khach hang

Néu trudce d6 khach hang dd mua san pham cuing loai, ngudi ban hang c6 thé hoi khach hang qua trinh
mua hang trudc day, lam nhu vady co thé thu thap dugc nhitng ¥ kién phdn hoi c6 lién quan dén san
pham va thong tin lién quan dén doi tha canh tranh.

Muc tiéu cua khdach hang

Théng thuong, ngudi ban hang c6 thé hoi khach hang nhitng cau hoi vé muc tiéu cua khach hang hodc
nhirng thach thirc gip phai trong qua trinh phat trién. Thi du: “Muc tiéu san lugng nim nay cta quy
cong ty 1a bao nhiéu?”, “Nam nay thi phan cta quy cong ty chiém ty 1é bao nhiéu? Cac nganh co nhirng
muc tiéu gi?” Muc tiéu va nhirng thach thirc gip phai trong qua trinh phat trién ctia khach hang déu 1a
nhitng van dé then chdt ma nguo1 ban hang can cung cép dich vy dé thoa min nhu cau cua ho, diéu nay
rat quan trong ddi v6i ngudi ban hang,

Néu cau hoi 13 mdt trong nhitng ki xdo quan trong ma ngudi ban hang can phai nim viing. Piéu nay
doi héi nguoi ban hang phai luyén tap nhi€u lan, phai c6 cong tac chuan bi day du trudce khi tham hoi
khach hang, tirng budc thuan thuc k¥ xdo néu cau hoi.

Xét cho cuing, néu cau hoi 1a cach 1am ¢ hiéu qua nhit dé tim hiéu nhu cau cua khach hang,

Lang nghe khach hang

Trong qua trinh giao tiép gip g khach hang, ngudi ban hang phai tap trung chi ¥, chiu khé lang nghe
khach hang trd 101, dung trén goc do va lap truong cua khach hang d€ hiéu dugc ham y cua doi
phuong, ¢6 gang tim hiéu xem déi phuong can gi, tr d6 co6 thé phuc vu khach hang dugc to6t hon, nang
cao do tin cdy va hai long cta khach hang.

Quan sat hanh vi cua khach hang

II. NGUYEN TAC BAN HANG CHIEU THEO SO THICH CUA KHACH HANG

Nha triét hoc ndi tiéng ngudi My Ralph Waldo Emerson (1803 - 1882) 1a mot nguoi tai tri, uyén bac.
Mot hom, 6ng ta cung con dinh dat mdt con bo vé chudng, nhung khong biét vi sao, con bo nay khong
chiu nghe theo 1énh ctia hai bo con ong.

Lic nay, ngudi hau gai cia gia dinh ong di ngang qua, nhin thiy canh nay lién t&i giup d&. Nha triét
hoc nghi tham: hai ngud1 dan 6ng chang lam dugce thi mdt c6 gai yéu dudi li¢u 1am nén tro trong gi?
Nhung diéu khién dng bat ngd 13, nguoi hiu gai thing thang cam mot it ¢d, vira cho bo dn vira di, rat
nhanh chéng da dua dugc bo vé chuong.

Lic nay, nha triét hoc méi hiéu ra rang, ngudi hau gai da dung phuong phap “chiéu theo sé thich”, dé
dang lam dugc viéc ma hai ngudi dan 6ng kho c6 thé hoan thanh.

Ciing nhu vay, co rat nhiéu ki xdo ban hang ma ngudi ban hang can nim ving, nhung nguyén tic ban
hang quan trong nhat chinh 1a “cdch ban hang chiéu theo s¢ thich.”

Ban hang chiéu theo s thich 1a tim hiéu s¢ thich c4 nhin va trang thai tim 1y ctia khach hang, tir d6
thiet ké mot vai chu dé cé tinh dot pha, kéo quan hé gitra ngudi ban hang va khach hang gan lai, cuoi
cung c6 dugc don dat hang,

Ban hang chiéu theo s& thich can chu ¥ t6i nhitng van dé sau:
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Trudc hét, can lua chon dia diém glao tiép hop 1y.

Néu ngudi ban hang tiy tién xuat hién ¢ nha khach hang thi rat dé khién ho canh giac. Lam nhu vy s&
anh hudng bat lo1 to1 viéc ban hang. Vi thé, tot nhat ngud1 ban hang nén chon dia di€m thich hop dé
dén tham khach hang.

Tiép theo, ngudi ban hang phai nim chic tim 1y cua khach hang, tién hanh cic hoat dong kinh doanh
nham vao s& thich cua khach hang. Vi dy, khach hang 13 ngudi trung nién, cao tudi thudng chi v t6i
nhitng mit hang c6 lién quan dén strc khoe, gia dinh, con cai, v.v... Khi trao d6i, giao tiép c6 thé muon
nhitng dé tai lién quan dén nhirng mit nay dé 1am dot pha khau.

Cudi cung, ngudi ban hang can phai thong thudc san pham ctia minh, biét duoc san pham ctia minh c6
thé thu hit dugc su quan tdm cua s6 dong khach hang nao, sau d6 méi lya chon khach hang, nhu vay
co thé nang cao ty 1€ c6 dugc don dat hang.

Chiéu theo s& thich ctia khach hang 1a ki ning ngudi ban hang can phai nam viing trong hoat dong ban
hang. K¥ ning nay khong chi gitip nguoi ban hang ting nhanh toc d6 ban hang ma con c6 thé giup giai
quyét nhu cau cua rat nhiéu khach hang. Vi thé, ngudi ban hang can phai coi yéu cau ctia khach hang 1a
yéu to hang dau.

III. KHON KHEO DAP UNG NHU CAU GIA CA CUA KHACH HANG

Trong hoat dong kinh doanh, gid ca san phém 1a mot van dé duogc khach hang dé cap dén nhiéu nhat,
nhiéu khi don dit hang khéng duogc ky ciing chi vi khong thong nhat gia ca. Mdi san pham déu c6 mot
giéi han gia ca, vi thé ngudi ban hang khong thé ha thap gia dé thoa méin nhu cu cta khach hang.
Ngudi ban hang phai thong qua nhitng cach lam khéc dé thoa man nhu cau gia ca cua khach hang, dat
dugc muc dich c6 dugc don dat hang.

Thuc ra, ngudi ban hang khong phai lo lang khi dwa ra gia ca vai khach hang, vi chi khi khach hang
muon mua san pham cua ban thi ho méi1 dé y dén gia ca, dong thoi dé xuat yéu cau vé gia ca. Lic nay,
diéu ma ban can phai lam la dé€ khach hang thay gid ca ban dua ra 1a hop 1y.

Muén thdéa min yéu cau vé gia ca ctia khach hang trong truong hop khong giam gia, diéu then chdt 1a
phai tim dugc muc dich that su trong phan rng ctia khach hang vé gia ca. Viéc nguoi ban hang can lam
luc nay 1a dé€ khach hang tin tudng san pham cua ban ban dung gia.

Khi khach hang dé xuat van dé gia ca, nguoi ban hang c6 thé 1am theo cach dudi day:

Trude hét, ngudi ban hang nhe nhang nodi vai khach hang: “ Thua 6ng (ba), xin hoi di bao gior ong (ba)
khong b tién ma mua dugc san pham chua?” Sau khi khach hang trd 161, ngudi1 ban hang c6 thé hoi
tiép:

“Thua 6ng (ba), 6ng (ba) di bao gid mua dugc san pham gid rat ré ma chat lugng tot?” Lic ndy ngudi
ban hang phai nhan nai chd doi khach hang tra 161 cau hoi nay. Khach hang c6 thé s€ noi: ”DPung the,
t61 da mua rat nhiéu thir hang t6t ma gia lai ré”. Lic nay nguoi ban hang lai néi tiép: “Ong (ba) da bao
g10 nghe no1 dén cau: “Tién nao cua nay chua?”. Dung cau néi nay dé khang dinh gia tri san pham, tin
rang khach hang s€ dong ¥ vo1 cach nhin nhan cua ban va khong thé phti nhan cau noi nay.

Lac nay ngudi ban hang c6 thé noi tiép: “Tai tin rang ban phai bo ra sd tién twong ing méi cd thé mua
dugc san pham tuong ng. Khong ai c6 thé mua duogc san pham dudi miac gia thanh. Ban hay nghi
xem, moi lan vi tiét ki€ém tién ma mua hang ré, cudi cung ban c6 hdi han khong?” Tin rang lac nay
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khach hang s& bi nguoi ban hang thuyét phuc. Cudi cung, ngudi ban hang c6 thé két luan nhu sau:
“Thwa ong (bd), san phim ctia chung t6i ¢ gia ca rat hop 1y, chung t6i khong c6 cach nao gitip ong
(ba) bo ra it tién ma mua dugc san pham tét.” Néu khach hang vin do du khong quyét, nguoi ban hang
c6 thé ndi tiép: “Thua ong (ba), khong ai mudn bo ra qua nhiéu tién cho mot san phim nao d6, nhung
cling c6 nhitng luc néu dau tur qua it thi s& xay ra van dé nghiém trong hon.”

Thét ra, rat it khi c¢6 co hdi mua dugc san phém chat luong cao véi gia thép, khach hang déu biét diéu
ndy. S& di ho dé xuat yéu cau gia ca 1a vi ho ludn cho rang trudc khi don dit hang duoc ky két co thé
c6 mot vai ngudi ban hang vi mudn c6 duge don dit hang ma tiép tuc giam bot khong gian 13i suat, lac
ndy nguoi ban hang nhat thiét phai hiéu duoc tdm 1y cua khach hang dé co ddi sach phu hop, nhu vay
mdi c6 thé cliing voi viéc dap tmg nhu cau gia ca cua khach hang, dat duoc loi ich 16n nhat.

IV. TIM HIEU KHACH HANG LA CHIA KHOA MO RA CANH CUA KINH DOANH

C6 mot vai nguoi ban hang sau nhiéu 1an bi khach hang tur chdi, thAm chi bi chi trich thi cho réng,
nhitng khach hang nay c6 tim li mau thuAn bam sinh v6i ngudi ban hang. Thit ra day 1a mdt nhan thirc
sai 1am, tap chi “Quan 1y ban hang” da c6 mdt cudc diéu tra, néu ra cho khach hang mot cau héi: “Vi
sao ban khong c6 thién cam véi nguodi ban hang?” Trude cdu hoi ndy, sb dong khach hang tra 1oi: “Ly
do khién ching tdi ghét ho 14 vi ho mudn ching t6i mua hang nhung lai khong hiéu gi vé chung toi.” Tur
d6 co thé thay, khong phai khach hang c6 tim 1y thu dich voi nhitng ngudi ban hang ma ho chi ghét
nhitng ngudi ban hang khong hiéu biét. Pay ciing chinh 13 nguyén nhin vi sao ¢6 nhitng ngudi ban hang
duogc khach hang tin nhi¢m nhung lai ¢ mot vai ngudi1 ban hang bi khach hang lién tuc tur chdi.

Néu ngudi ban hang khong biét san phim cua minh gitip duoc gi cho khach hang, ciing khong biét hién
tai khach hang dang c6 nhu cau gi thi ngudi ban hang d6 nhat dinh s& that bai. Do d6, muén trd thanh
ngudi ban hang xuit sic thi trudc tién phai hiéu nhu cau cua khach hang, dong thoi phai nham vao nhu
cau cua khach dé khoi thong c6 hiéu qua.

Gia du c6 mdt ngudi ban hang da thudc lau nhirng kién thirc vé san phim cta minh, song trong giao
tiép khoi thong voi khach hang lai khong thé tim hiéu nhu ciu ctia khach hang thi du ngudi ban hang c6
gi6i thiéu san phim ctia minh rd rang, chinh xac nhu thé nao ciing khong thé lay chuyén dugc khach
hang. Vi thé, trudc khi ban hang, ngudi ban hang phai tim hiéu yéu cau cua d6i tugng mua hang.

Vay trong qua trinh ban hang, ngudi ban hang can phai tim hiéu nhitng thong tin gi?

Trude tién, ngudi ban hang phai biét san phdm ctia minh c6 thé gitip gi cho khach hang, dong thoi phai
nhg, trong kinh doanh, phai nhan dinh muc tiéu hang dau 1a phuc vu khach hang chir khong phai chao
bén san pham.

Hai 14, phai tim hiéu trong s san pham ctia minh, san pham nao duoc khach hang coi 1a gia tri nhat.
Téng két lai, khach hang mudn mua san phim ctia ban khong ngoai hai déng co sau: nhu cau va ham
mudn. San pham phuc vy nhu cau 1a nhitng san pham khach hang cho rang nhat thiét phai c6 (nhu thuc
pham, phuong tién di lai,...). P6i voi dong co niy ciia khach hang, viéc ban phai lam 1a chémg minh
v6i khach hang, san pham cua ban tot hon, thiét thuc hon san pham cta cc hing khac.

Con san phém khach hang mubn co 13 nhirng mat hang thudc vé ham mudn c4 nhan. Thi du, mot khach
hang nhin thay mot chiéc bat may dat d6, ho mudn c6 duoc cdy bat nay, lic d6 dong co mua hang cia
khach hang hoan toan 1a ham mudn. Khi dé ngudi ban hang phai tim hiéu rd hon khéch hang duoc gi ¢
san phim ndy, sau d6 mdi tim cach thda man sd thich ctia ho va ban hang. Néu khong tim hiéu tim 1y
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ctia khach hang thi kiéu khach hang ndy rat c6 thé s& tir bo ¥ dinh mua hang.

Ba 13, ngud1 ban hang con phai tim hiéu s& thich, cac hoat dong, cac quan niém chinh tr1 va thoi quen
sinh hoat cua khach hang. C6 nhu vay thi khi giao ti€p, nguoi ban hang mdi co6 tieng noi chung va tao
duogc diém dot pha voi khach hang, diéu nay cha yéu hop vai khach hang lau dai.

Ngoai 3 diéu néi trén, ngudi ban hang con phai 1am rd khi ndo thich hop cho viée di thim khach hang,
tu liéu cia ngudi canh tranh va san pham cua minh c6 thé gitip khach hang thu dugc hoac tiét ki€ém
duoc bao nhiéu tién, v.v...

Vay, ngudi ban hang phai lam thé nao dé hiéu duoc nhitng tinh hinh nay?

Trude hét, phai thong qua ban bé hoic déng nghiép cua khach hang dé c6 duogc nhirng tu lidu c6 lién
quan, diéu nay rat co loi trong viéc tim hiéu khach hang. C6 mot vai cau hdi khong tién tryc tiep tim
hi€u, Iac dé ban be va dong nghi€p cua khach hang s€ 1a mot kénh rat tot dé ngudi ban hang khai thac
thong tin.

Tiép theo, ngudi ban hang phai biét quan sat, cha yéu phai chii y quan sat cac noi nhu phong hop,
tuong, ban, gia sach... cua khach hang, nhirng noi nay gitp ich rat 16n cho nguoi1 ban hang trong viéc
tim hi€u trinh d§ nhan thirc, trinh d§ van héa, hirng thi, sé thich cia khach hang.

Ngudi ban hang con phai biét cach néu cau hoi, phai c6 cach néi thich hop dé dé xuit v6i khach hang
mot s6 cau hdi co lién quan. Mot s6 nguoi thich no1 vé ban than, ngoai ra, ho con cam thady minh khac
vo1 s6 dong nguoi khac, vi thé néu cau héi voi khach hang 1a cach nhanh nhat dé tim hiéu ho. Puong
nhién, can tranh néu ra nhitng cau qua quen hoac khong xac dang. B¢ khach hang chu dong néi chuyén
v61 ban, day 1a mot bude quan trong d€ kéo gan quan hé.

Chi ¢6 1am tot ba diéu trén, nguoi1 ban hang moi ¢d duge mot nhan thirc co ban vé khach hang, trong
hoat dong kinh doanh phai nam chac tam ly khach hang, nang cao hi¢u qua cong tac ctia minh.

Khi tiép xtic v6i khach hang, nguoi ban hang trude tién phai tim hiéu ho, néu khéng chang khac ndo di
trong dém t01, rat dé vap phai tuong chan. Nguoc lai, khi da hiéu khach hang thi ngud1 ban hang chi
can bo it cong strc ma thu duoc loi 16n.

V. HIEU AN Y CUA KHACH HANG

C6 mot vai nguoi ban hang thudng phan nan rang khich hang khéng c6 ¥ muén mua hang, hoic khach
hang khong cung cap thong tin nén rat kho giao tiép. That ra d6 1a vi nhirng nguo1 ban hang nay khong
hiéu dugc an y cua khach hang.

An ¥ 13 “y nghia duoc gidu trong 101 n6i”, rat nhiéu nguoi ban hang chi nghe khach hang noéi ma khong
hiéu dugc ¥ muon that sy ctia ho nén khong thanh cong trong giao ti€p vdi khach hang, tir d6 khong c6
dugc don dat hang. Vi vay, hiéu dugc an y cua khach hang rat quan trong vo1 nguoi ban hang, nhirng
an y nay c¢6 thuong xuyén xuat hién khong?

Chung t61 xin dua ra mot vai vi du: Khach hang noi: “Gia cao qua!”

Pay c6 thé 1a ciu nodi thudng nghe thdy nhat khi ngudi ban hang doi mit vai sy “tir chdi” ctia khach
hang, rat nhiéu nguo1 ban hang vira nghe thay cau n6i nay da mat binh tinh, cho rang khach hang khong
cO y dinh mua hang. Ho khong biét rang dang sau cau no1 nay ham chira nhirng y sau xa.

Nhiéu khi khach hang néi: “San pham ndy ctia 6ng khong dang gia nhu vay.” That ra, cdu ndi ndy c6
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mot an y 1a: “Chi khi ong c6 thé chig minh dugc san pham ndy c6 gia tri nhu thé ndo.” Vi thé, nguoi
ban hang khong thé vi cau n61 nay ma nan chi. Khi khadch hang n6i cau nady, ban can phai “lén day cot”
tinh than, khang dinh gia tri san pham cua minh.

'97

Caundi an y thir hai: “Gié ctia ong cao hon gia ciia ngudi canh tranh, t6i kho quyét dinh quéa
Khi khach hang néi ra cau nay, ngudi ban hang nén Gmg phod nhu thé nio? Giam gia cho khach hang?
Vay lo1 nhuan cta cong ty va ca nhan lam sao thuc hién dugc? Bé khach hang binh tinh suy nghi mét
chut chang? Nhu vay rat c6 thé don dat hang s€ khong canh ma bay. That ra, lic nay ngudi ban hang
nén binh tinh suy nghi an y dang sau cau ndi nay, sau do6 moi c6 quyét dinh cudi cung.

Thong thudng, khi khach hang dem so sanh gia ca cta ban véi gia cta di thu canh tranh chimg t6 ho
da chu y dén san pham cua ban. S& di ho néi vay dé tao cho ban cam giac nguy co, khién ban diéu
chinh gid ca c6 1gi cho ho. Viéc ban can lam la chirng minh cho khach hang biét san pham cua minh c6
chat luong cao hon céc san pham cung loai khac. Néu co6 thé dé khach hang tin vao diéu nay thi don
dat hang cta ban khong con xa nira.

Caunodi an y thir ba: “Kich thudc ndy xem ra khong vira véi ti.”

Thuc chét cua an ¥ nay 1a: “Trir phi nguoi ban hang ¢ thé chirng minh t6i str dung ¢& 1on nho dai ngan
thé nao la vura.” S¢ di khach hang n6i nhu vay vi ho khong tin vao khoé nguwdi cua minh, lac nay néu
nguo1 ban hang khen ho mét chat, dong thoi noi1 rd cho khach hang bi€t quan 4o nay hop véi1 ho 1a
duoc.

Caundi an y thir tu: “Toi chua hé nghe ndi ti cong ty ctia dng.”

Khong phai khach hang khong tin vao san phim ctia ban, rat c¢6 thé ho di chip nhan san pham, s di
khach hang n61 nhu vay 1a vi ho muon biét cong ty ctiia ban cd dang tin cdy khong. Sau khi nghe cau noi
nay, ban co6 thé gidi thi€u thém mdt chit vé mirc do uy tin va danh du cua cong ty, néu luc nay ngudi
ban hang khong hiéu dugc an y cua cau n61 ma chi no1 vé€ san pham thi s€ khién khach hang kho chiu,
giao dich rat kho thanh cong.

Trén day 1a nhitng cdu 4n ¥ ma nguoi ban hang thudng gip phai trong qua trinh ban hang. Néu ngudi
ban hang khong hiéu dugc ¥ nghia sdu xa an chira dang sau nhitng an y nay thi rat kho biét dugc khach
hang ctia minh dang mudn gi va cling rat kh6 c6 dugc don dat hang.

Can nhé: chon hang r6i m§i mua hang. Khi khach hang néu ra y kién khéac, ching ta can phai nhan ra
any cua ho. Trong qua trinh ban hang, néu co6 thé hiéu dugc khach hang thi vi¢c ban hang chac chan s¢€
thanh cong.

VI. CAN LAM RO: VI SAO KHACH HANG TU CHOI SAN PHAM MA HQ CAN?

Nhitng nim gan ddy, trén thi truong di xuat hién hién twong: san pham va gia ca san pham hoan toan
phu hgp v61 nhu cau cua khach hang, nhung khach hang van tir choi san pham ma ho can. Viéc nay da
khién rat nhiéu nguoi1 ban hang thay khé khan, ling ting, ho khong thé hi€u vi sao nhiing san pham
minh c6 déu 1a nhitng thir ma khach hang dang can mua, hon thé, tinh can thiét va gia ca déu rat hop ly,
nhung ho van khong c6 dugc don dat mua hang.

Vay nguyén nhdn thdt sw cua hién twong nay la gi?

Qua nghién ctru, gido su Martin Scosese thudc trudng Pai hoc staniord, My cho biét: Co hai nguyén
nhan co ban khién khach hang tir ch6i san pham minh can mua. Mot 1a, khach hang khong hai 1ong véi
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cach phyuc vu cta ngudi ban hang, mot nguyén nhan khac 13, mot vai nhan to xuit phat tir ban than
nguo1 ban hang khong c6 1¢1 cho hoat dong kinh doanh, khién giao dich that bai.

Tur dap an do gido su Martin Scorsese du’a ra, chiing ta c6 thé thay, d6i tuong gy ra hai nguyén nhan
ndy lai chinh 1a nguoi ban hang. Vi thé, mudn tranh khong dé xay ra hién tuong nay, trong qua trinh ban
hang, ngudi ban hang phai cha y dén chat lu:0’ng phuc vu. Pong thoi, trong cude sdng hang ngay phai
cht ¥ loai bo nhirng théi quen x4u, nAng cao td chit ca nhan ctia minh.

Ngay 21 thang 2 nim 2008, dé phat trién thi trudng chiu Au, hing xe hoi Toyota ctia Nhat da ctr Pho
Téng giam dbc sang Luan Don kiém nhiém chirc Pho Tong giam dbc kinh doanh hing xe hoi Toyota
dai dién & chau Au.

Sau khi dén Luan Pon, 6ng nay bat tay ngay vao cong viéc va rat nhanh chong c6 duoc bao cio tinh
hinh kinh doanh cua hing xe hoi Toyota ¢ thi truong chau Au nim 2008. Trong bao cdo kinh doanh,
Pho Tong giam ddc ndy da trinh bay ti mi muc tiéu kinh doanh va sach lugc kinh doanh ctia nim do,
ddng thoi tuyén bd thuc hién ké hoach wu dii ban hang trong nim ti.

Trong ngiy dau cong bd ké hoach, Tong giam ddc diéu hanh cua chi nhanh nudc Anh - cong ty
Goldman, mot cong ty dau tu ndi tiéng thé gidi - Anthony Hopkins, di goi dién cho 6ng nay, cho biét
chi nhanh cta cong ty Goldman muén mua 100 chiéc xe thuong mai Toyota, ong nay lap tirc moi
Anthony Hopkins dén khach san Marriott & Ludn Don dé ban bac.

Pé bay to su ton trong va chio don Anthony Hopkins, 6ng da bao toan bd ba phong an VIP cta khach
san dé tiép dai Anthony Hopkins. Sau khi hai bén gip mit, Anthony Hopkins rat hai long. Trong bau
khong khi vui vé va ndng thim, hai bén bat dau hoi dam.

Pho Tong giam ddc hing xe hoi Toyota d3 gidi thiéu cho Anthony Hopkins mét cach chi tiét vé dong
xe thuong mai “Toyota Inna Putri” méi nhit cta hing. Nghe xong Anthony rat hai 10ng va hira ngay
mai s¢€ tra 101.

Sang hom sau, Pho Tong giam déc hing Toyota bo tri nhan vién ciia hing dén don dep phong khach.
Nhung dén hét gio 1am viéc van chua thiy ngudi dam phan cta chi nhdnh nude Anh thude cong ty
Goldman dau. Vi Phé Tong giam doc vo cung tire gian, cho rang Anthony khong giit 11 hira. Trong ltc
tirc gian, ong ta da goi di¢n thoai cho Anthony, hoi vi sao khong gitra 101 hira.

Tuy nhién, dién thoai goi di khong 1au, toan bo su tirc gian cua vi Pho Téng giam ddc nay da chuyén
hoa thanh tu trach minh. Thi ra, trong dién thoai, Anthony da néi voi vi Pho Téng giam doc 1a ong ta
rat hai 1ong vé dong xe thwong mai ndy, song ong ta cho rang vi Pho Tong giam dbc dai dién nay qua
xa hoa, khong hop v&i phong cach dau tu ciia hing Goldman, néu mua hang loat xe hoi Toyota s& khién
céc nha dau tu cta hing Goldman hiéu 1am, cho rang phong cach dau tu ctia hing Goldman da thay doi
va nhu vdy hing nay s& mat di rat nhiéu nha dau tu trung thanh.

Anthony khang dinh hiing minh khong xem xét dén viéc mua san pham ctia Toyota nita. Khong con cach
nao khéac, vi Pho Téng giam déc nay danh phai gac may.

Lan kinh doanh that bai nay gitup vi Pho Tong giam dbc nhan thirc duogc rang: tiép dai khach hang nhét
thiét phai Iya chon cach nao khach hang quen thuoc va dé chép nhan nhat, néu phuc vu trai véi thoi
quen ctia khach hang thi du san pham ctia minh c6 pht hop v&i nhu ciu cta khach hang di ching nira,
cudi cung van bi khach hang tir chéi.
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Vi Phé Tong giam dbc quyét dinh thay doi phuong thire kinh doanh trude day, tirc 1a cac khach hang
khac nhau dugc nhan sy phuc vu khac nhau, trong irng vi théi quen cua ho.

Thay doi nay da giup luong xe hoi Toyota tiéu thu & chdu Au ting rat nhanh. Nam 2008, khi ca thé gidi
dang trong con khing hoang tai chinh, thanh tich ban hang cua Toyota van ting trudng, dic biét 1a thi
truong chau Au. Cubi nim 2008, hing xe hoi Toyota da thanh cong trong viéc danh bat hing xe hoi
General ctia My va tré thianh hing san xudt xe hoi 16n hang dau thé gidi.

T thi du trén c6 thé thiy, ngoai viéc phai thoa min nhu cau ctia khach hang vé chit luong, tinh ning
va gia ca clia san pham, ngudi ban hang con phai 1am tdt cong tic phuc vu trong qué trinh ban hang,
loai bo nhirng théi xau bat loi cho viée trién khai hoat dong kinh doanh, nhu vay méi ¢6 dugc don dit
hang. Vay, trong qué trinh thao tac thuc té con c6 nhitng ki xao va van dé gi can phai cha y?

Nguoi ban hang nhit thiét phai tao cho khach hang bau khong khi néi chuyén khong thé tir choi

Trong qua trinh ban hang, bau khong khi néi chuyén rat quan trong, vi khong khi néi chuyén s& quyét
dinh két qua ban hang. Bau khong khi vui vé s& 1am cho con nguoi c6 thién cam véi bat cir thir gi; nha
tam 1y hoc ndi tiéng nguoi My Ed Kolodzieski cho biét, trong khong khi vui vé, chi c6 16% s ngudi
no6i “khong” véi ¥ kién ctia doi phuong. Vi vay, dé khach hang khong tir chdi san pham cta minh thi
ngudi ban hang nhat thiét phai tao ra bau khong khi noi chuyén vui vé.
Phai co6 cach phuc vu khac nhau vai nhirng khach hang khac nhau

Vi céac khach hang khac nhau can ¢ nhitng cach phuc vu khic nhau, day 1a dé tai da quen thudc trén
thi treong ban hang. Nhung, ngudi ban hang ¢ thuc su 1am duoc diéu d6 khong, day lai 1a diéu can
ban. Ly do rat don gian, khong phai ngudi ban hang ndo ciing c6 thé hiéu biét rd théi quen va phong
cach cta cac khach hang. Vi thé, mudn 1am duoc diéu ndy, ngudi ban hang phai gioi quan sat, thim do,
tot nhat 1 c6 mot sé kién thire tAm 1y nhat dinh dé c6 thé phan doan duogc khach hang, tir d6 ¢ nhitng
cach phuc vu tuong (mg vai ting khach hang. Chi nhu vay nguoi ban hang mdi c6 thé khién khach
hang khong tir chdi san pham ctia minh.

Nhit thiét phai bi¢u hién tinh tip thé trong kinh doanh

Kinh doanh hién dai ngay cang chi y t§i viéc hop tac doan thé. Cach kinh doanh don thwong doc ma
trude day da dan bi dao thai ra khoi thi trudng ban hang. Vi thé, ctng véi viéc cung cap dich vu phuc
vu khach hang, ngudi ban hang nhat thiét phai quan tim xem cach phyc vu ma céc thanh vién trong tap
thé ctia minh dé xut c6 thoa man khach hang khong. Thi du, khi thay chat luong phuc vu ctia mdt thanh
vién ndo d6 trong tap thé khong cao, ngudi ban hang can phai kip thoi bu dap. Dé khach hang khong tir
chéi san phadm ho can mua thi ngudi ban hang phai cha y biéu hién tinh tip thé trong kinh doanh.

Chui y bdi dudng tap quan sinh hoat tot dep, ning cao kha ning tong hop ciia ban than

Mot nguyén nhan rat 1on khién nhiéu khach hang tir chdi san phim ma ho can mua 1a ngudi ban hang c6
thoi quen xau hodc t6 chit ban thin khong cao, khién khach hang phan cam, c6 tam 1y “di chd khac mua
san pham cung loai v&i gia cao chir khong mua hang ctia anh”. Vi thé, nguoi ban hang can cha ¥ bdi
dudng thoi quen sinh hoat tot, chil ¥ cir chi van minh cta minh. Chi ¢6 1am nhu vay ngudi ban hang
mdGi khong bi khach hang tir chdi san pham va c6 duge don hang thuan loi.
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CHUONG V
DUNG CHI TIET NHO PE CONG PHA
PHONG TUYEN TAM LY CUA KHACH HANG

Chi tiét quyét dinh thanh bai. Trong qud trinh kinh doanh, néu khéng chii y dén biéu hién chi tiét
va phirong thirc kinh doanh thi rdt cé thé nguoi ban hang sé mat di don dat hang. Ciing nhw viy,
trong dam phdn véi khach hang, néu van dung phép kinh doanh chi tiét, ngwoi ban hang cé thé ciru
dwoc don dat hang da mat di.

Ddc biét, trong cudc canh tranh gay gdt ngady nay, chat lwong san phdam ngang nhau thi phirong
thirc phuc vu va phuwong thiec kinh doanh tro thanh tiéu diém kinh doanh, ai co thé dung chi tiét
nho dé lay chuyén dwoc khach hang thi nguoi ay co dwoc don dat hang.

I. KHONG NAM CHAC CHI TIET THI MQI NO LUC SE "XOI HONG BONG KHONG”

Ngudi ban hang nio cling mong mubn thu nhip cua minh ngdy cang ting va thanh tich ban hang duoc
nang cao. Mudn lam dugc hai diéu nay thi viéc dau tién 1a phai sap xép tho1 gian hop ly, tiép theo 1a
khong thé bé qua bat ctr khach hang tiém nang nao.

Néu trong mdt ngay ngudi ban hang di thim dugc tam khach hang thi nhiéu nhat ho ciing chi c6 duoc
tam don dat hang. Nhung néu phuc vu tai nha tim khach hang nay thi c¢6 thé mdi khach hang lai gidi
thiéu cho ban mot khach hang nita va nhu vy, lugng giao dich ctia ban s& ting gap hai lan. Pay chinh
1a cach dé quan 1y thoi gian, néu ban don tat ca thoi gian vao viéc tim khach hang méi thi hiéu suat
cong viéc s& rat thap. Trong khi do, néu cung cp cho khach hang cii ché d6 phuc vu tot thi ngudn
khach hang cta ban s€ dugc mé rong, nhu vay cong strc ban bo ra s€ it hon ma hi¢u qua lai cao hon.

Vay lam thé nao dé gitr dugc mdi lién hé v6i khach hang? Ching t6i xin don cir mot thi du sau:
Wiliam dén mot ctra hang Au phuc & New York dé tim dai 1y. Khoang 2 - 3 ndm trudc, Wiliam ciing
da dén cira hang nay dé khao sat. Lan nay, chil ctra hang vira nhin thiy Wiliam da néi ngay: “Xin chao
ngai Wiliam.” Nghe vay Wiliam vo cung ngac nhién, 6ng khong ngo rang ong chii ctra hang ndy van
nhd dén 6ng, 6ng cd cam giac nhu gip lai ngudi ban cii. Chinh vi cu ndi ciia ngudi chi cira hang ma
Wiliam d3 quyét dinh hop tac véi cira hang au phuc ndy, 6ng cho rang, mot doanh nghiép can thin nhu
vay thi chat luong san phim ctia ho chic chin s& bao dam.

Chiing ta c6 thé thay, nguoi chi ctra hang nay da nhd rat rd ngudi khach cach day ba nam di dén cta
hang ctia minh, di€u nay cho thay ngudi chu nay chi y dén ting khach hang, cach phuc vu nhu vay sé€
duoc khach hang tin nhi¢m.

Ngudi ban hang can ghi nhd thong tin ctia mdi khéch hang. Piéu ndy xem ra vun vit va chi tiét, song n6
lai rat quan trong, gitp nguo1 ban hang xay dung moi quan hé tot dep, 1au dai véi khach hang.

Mot 1an, mot nguo1 ban hang tén la James sau khi giao dich véi khach hang da ¢6 duoc don dat hang
tri gia ba muoi nghin d6-1a My, dén hom ky hop dong, James goi dién thoai cho khach hang dé an dinh
thoi gian nhung trong khi doi dbi tac nghe dién thoai thi James bong quén mat tén cua vi khach hang
ndy. Khi James voi vang tim tu liéu vé khach hang thi ddi tic da ctp may. Cudi cung, mic du ho da
hen duoc thoi gian ky hop dong nhung khach hang nay da thay d6i y dinh, khéng mudén mua hang cta
James ntra.

S& di James mat don dat hang 1a vi ong ta da so suét trong viéc xtr 1y chi tiét, khién moi c6 ging cua
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ong ta “dd xudng song xudng bé”. Tir d6 ching ta c6 thé thay: Chi tiét cuc ky quan trong doi véi ngudi
ban hang.

Mot chi tiét nhd néu 1am tot thi khach hang s& c6 cam gidc minh dugc t6n trong, dong thdi nguoi ban
hang, cong ty va san pham ctia ho s€ duoc tin nhi¢m.

Mubn bit tay vao chi tiét nhd dé ting co hdi c6 duoc don dit hang, trude hét ban phai ghi nhé nhirng
tu liéu vé khach hang, nhu vay moi khong vi bé qua nhitng chi tiét nho ma 1am giam b6t an twong voi
khach hang. Tiép theo, ban phai nim chic nhirng chi tiét ctia san pham, khi khach hang yéu cau duoc tu
van, ho thuong hoi nhitng van dé nhé ma moi ngudi cho 13 khong dang ké, néu ban khong ndm chic
nhitng van dé nay, khach hang sé cho rang ban khong du chuyén mon. Cudi ciing, ban phai cht y quan
sat khach hang, chi ¥ nét mit va ngit khi trong ngdn ngir cua ho, chi nhu vay ban mdi ¢ thé biét ho
dang nghi gi, diéu nay rét c6 loi cho ban trong cong viéc kinh doanh.

Chi tiét c6 y nghia rat quan trong trong kinh doanh. C6 thé néi, trong cong viéc kinh doanh, hau nhu
mdi ngudi ban hang déu da trai qua that bai, mat di don dat hang chi vi xtr 1y chi tiét khong t6t. Vi thé,
mudn tré thanh mot ngudi ban hang thanh cong thi phai nhan thirc dugc vai trd quan trong ciia chi tiét,
ddng thoi phai ndm chic 1dy no.

1. TRANH XA "BENH NHA GIAU", PHAT HIEN KHACH HANG TIEM NANG TU NHUNG
CHI TIET NHO HANG NGAY

Mot vai ngudi ban hang cho rang minh c6 thé phan doan duoc khach hang ndo mdi 1a khach hang c6
muc dich that sy, khach hang nao c¢6 thuc luc mua hang, khach hang nao khong can thiét phai lién hé.
Néu ¢6 tam 1y nhu vay thi chung ta c6 thé xac dinh nguoi ban hing ndy mic “bénh nha giau”. Ho
thuong thong qua cach an mic, trang diém.... d& phan doan thuc luc kinh té cua khach hang. Khach
hang nao ho cam thay c¢6 thyc lIuc kinh t& dé mua hang thi don tiép an can niém nd, néu khong thi lanh
nhat. Cach ban hang nay sé& khién khach hang nay sinh tim 1y chan ghét, rd rang rat bat loi cho viéc c6
dugc don dat hang.

Trong rat nhiéu ctra hang doc quyén kinh doanh hang cao cap, ching ta c6 thé thdy ngudi ban hing mac
phai “bénh nha giau”. Khi c¢6 khach hang an mic sang trong budc vao thi ho to ra von va nhung néu
budc vao ctra 1a khach hang an mac 161 thoi thi ho phét 10.

Antony tirng 13 ngudi ban hang ciia thwong hiéu noi tiéng Gueci, lac d6 thanh tich cta anh ta rat tot.
Lau dan, Antony cho rang minh da ¢ thé phan doan duoc khach hang ndo méi ¢ thé cé giao dich cudi
cung. Thé r6i anh ta chi don tAm tri vao nhitng khach hang c¢6 vé giau co. Vi san phaim ma Antony ban
ra déu thudc loai hang xa xi, gia ca rat dat nén Antony cho rang cach lam ndy ctia minh c6 hiéu qua.

Mot hom, ¢6 mdt dng 130 budc vao cira hang ciia Antony. 6ng 130 dn mic gian di, chinh vi thé Antony
khong dé ¥ toi. ong 130 dén trudc midt Antony, bong dirng lai va hoi: “Xin hoi chiée tai da that kiéu
m&i ndy bao nhiéu tién?” Antony khong nhin 1én ma néi: “30 nghin d6-1a”. Nghe xong, 6ng 130 gat dau
r6i n6i: “Co thé 1y xudng cho t6i xem mdt chit duoc khong?” Antony khong tin 1 6ng 130 muén mua,
lién n6i: “Ong sang hang bén xem dugc khong?” Nghe vay, 6ng 130 ngac nhién nhin Antony va bo di.
Mot ltc sau, 6ng 10 lai tim nguoi ban hang khac, yéu cau cho minh xem chiéc tai d6. Nhin thdy dong
nghiép an can niém né gidi thiéu san pham véi 6ng 130, Antony cudi tham trong bung: 1iéu ong 130 niy
c6 mua hang that khong? Mot lic sau qua nhién 6ng 3o bo di, Antony cang dic ¥ cho rang minh da
doan dang, 6ng 120 nay khong c6 y dinh mua hang.
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Diéu ma Antony khong thé ngo t6i 13, ngdy hom sau c6 mot thanh nién mang to ngan phiéu 300 nghin
do-la té1 va cho biét 6ng 1ao hom qua chinh 1a 6ng chu cta anh, dat mua lan dau 10 chiéc tai da lam
phan thudng cho nhan vién cua minh... Viéc nay da khién Antony vo cung strng sot va ti€c nuoi. Mot
don dat hang dang 1€ ndm trong tay minh, trong chdc 14t da roi vao tay nguoi khac. Antony nhan thay
thai d§ ban hang ctia minh khong chi khién ban than that bai trong hoat dong kinh doanh ma con that bai
ca trong doi nhan xir thé. Anh ta quyét dinh stra chita 16i 1am ctia minh, d6i xir 4n can véi moi khach
hang, qua nhién kim ngach ban hang tang 1€n rat nhanh. Cu61 cung anh ta khong chi tr¢ thanh ngudi ban
hang xuat sac ma con tr¢ thanh mot nhan vat uwu ti trong cudc song.

Cau chuyén ctia Antony cho chiing ta thdy, khong dugc coi thudng bat ky khach hang nao. Pay khong
chi 1a mot quy tac ban hang ma con 1a dao 1y co ban cta con nguoi.

C6 thé noi, chi c6 ton trong khach hang ctia minh, ngudi ban hang mdi thanh cong trong cong viée cua
minh.

I1I. KHI GIAO TIEP VOI KHACH HANG, CAN PHAI CO LE NGHIA

Trong quéa trinh ban hang, ngudi ban hang phai ton trong khach hang va ton trong 18 nghia, néu khong,
ban dung hy vong khach hang thich san pham cua ban.

1.Nguwoi ban hang can phai cha ¥ cach xung hd

Du giao tiép qua dién thoai hay giao luu truc dién, ngudi ban hang déu phai cha ¥ cach xung ho. Khi
xung ho, néu gdy phan cam cho khach hang thi liéu nhitng l1an giao ti€p sau con co6 tdc dung khong? Vi
thé, 12 nguoi ban hang, nhat thiét phai nam chac 1& nghia xung ho khi giao tiép voi khach hang.

Ghi nho tén khach hang

Ngudi ban hang can phai biét ré tén khach hang duoc viét va doc nhu thé nio dé tranh bi ling tang
trong qua trinh giao tiép.

Biét ro chwrc vu va dia vi cua khach hang

C6 mot nguodi ban hang budc vao cong ty cia mot khach hang cil, thiy trong phong lam viéc ciia cong
ty ndy c6 mot nguoi khoang ngoai 50 tudi, ngudi trong cong ty déu goi anh ta 1a “ldo P6”. Khi moi
khach hang hut thudc, ngudi ban hang noéi nira dua nira that: “So véi cac dong chi khac thi 150 D 1o
rang c6 gia hon mot chat, song ciing con tré va khoe hon cac anh day.”

Nghe cau ndi nay mot khach hang khac twong d6i quen biét nguoi ban hang da kin dao ra hiéu cho anh
ta. Sau nay, qua gidi thiéu, ngudi ban hang méi vo 1€, “lao DPo6” 1a giam doc mdi cta cong ty, vi tudi
cua anh ta tuong doi 16n va kinh nghiém c6 phan trd1 hon nhitng nguo1 khac nén moi ngudi goi anh ta
1a “lao Do”.

Khi khéng thé xac dinh dugc chirc vu hodc dia vi ctia khach hang thi ngudi ban hang phai thong qua
ngudi khac gidi thi¢u hodc chu dong hoi han. Khi lam rd cac van dé vé chire vy, chirc danh cua khach
hang, chung ta can chu y nhiing van dé dudi day:

Mot 13, khi xung ho bang chirc vu ctia khach hang, phai phan rd cao thip, vi khach hang c6 nguoi kiém
nhiém nhiéu chirc vy, trong trudng hop nay can chon chirc vu cao nhat ctia ho dé xung ho.

Hai 13, néu khach hang 13 ngudi giit chire phé thi ngudi ban hang can linh hoat, trong nhiéu truong hop
co thé bé chir “pho™.
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1. Nguoi ban hang cén chi y cach bit tay

Bit tay 12 mdt nghi thitrc x3 giao co ban nhat dé to long kinh trong va tao thién cam voi khach hang,
song néu nguoi ban hang khong ndm virng nguyén tac bat tay thi s€ phan tic dung. Khi bat tay khach
hang, nguo1 ban hang can phai chi ¥ td1 nhitng diém sau:

Cin chii ¥ thdi dp khi bdt tay

Khi bat tay khach hang, nguo1 ban hang phai tu tin va nhiét tinh. Néu qua nghiém tic hodc lanh nhat,
bat tay qua loa cho xong chuyén hodc thi¢u tu tin, khdch hang sé thay ban khong ton trong ho va ho
cting khong con thich thi véi cach chao hang cta ban nira.

Phdi chii y thir tw trwéc sau khi bit tay

Khi bat tay, thong thudng ngudi c6 dia vi cao chia tay ra bat trudc, con nguoi co dia vi thap thi phai
chu dong di dén phia trude ngudi co dia vi cao. Néu dia vi chénh 1éch nhau khong nhiéu thi ngudi tudi
cao chia tay ra bat trudc; néu tui khong chénh 1éch nhau may thi thong thudng phu nit chia tay ra bat
trude. Song voi ngudi ban hang, bat ké khach hang tudi cao hay thap, chirc vu thip hay cao, nam hay
nit thi déu phai doi khach hang chia tay ra bat trudc.

Phdi chii y thoi gian va dp manh khi bt tay

V& nguyén tic, thoi gian bét tay khong nén qua 30 gidy, Nhung néu khach hang cua ban 1a nguoi khac
gi6i thi thoi gian bét tay can phai rat bot lai; dong thoi luc bit tay ciing nén vira phai. Néu ngudi ban
hang 14 dan 6ng, khach hang 1a phu nir thi phai chi ¥ t6i 3 diém sau: khi bat tay chi can nim nira phan
trude cua tay khach hang; hai 13, thoi gian bat tay khong nén qua dai; ba 13, luc ctia cai bat tay can nhe
hon.

IV. NAM VUNG TUNG CHI TIET TRONG QUA TRINH BAN HANG

Budi chiéu mot ngay cudi ndm 2006, mot cong ty mau dich nudc Anh tim dén Kroemer noi, cong ty
ctia ho c6 mau san phim chudng gi6 1am bing vo trai, muén Kroemer béo gia mua. Kroemer rat vui va
tra 101 ngay.

Sau khi d4 trai qua trinh ty bao gia thong thudng, 6ng ndy da phat gia cho cong ty. Tinh hudng bt ngo
xay ra, cong ty nay lap tirc goi dién dén va ndi: “Thua ngai, ngai c6 phai 1a giam d6c khong? Tbi hoi
vy xin ngai ding cd chip, ¥ cua t6i 13, gia ma ngai dua ra c6 that nhu vay khong? Toi can cau tra 10i
khing dinh cua ngudi chil.” Kroemer tra 101: “Néu khong tin thi to6i chuyén dién thoai cho ong chi dé
ngai noi chuyén véi ong ay!”

Vé sau, Kroemer mdi biét, cong ty d6 d3 mang miu san phim ndy di chao hang rt nhiéu noi, chi c6
cong ty ctia ho méi dua ra gia twong d6i hop 1y. Mot luc sau, ong chi goi dién thoai dén, hoi Kroemer
c6 chuyén gi xay ra. Kroemer trao d6i so qua tinh hinh v6i 6ng chi. ong cht n6i: “Ong hiy doi t6i mot
chut, t6i s& tim gip Ong ngay. Sau d6 giam ddc bd phan san xuit, bd phin cung tiéu déu ngdi lai,
Kroemer cho 6ng chi xem don bao gia, ong chu xem qua mét luot roi dap tay Xuéng ban, noi: “Viéc
don gian nhu thé nay, sao chiing ta khong 1am?” Tiép d6, dai dién ctia cong ty miu dich nudc Anh, dai
dién vin phong nudc Puc dén cong ty ciia Kroemer khao sat, cudi cing quyét dinh giao don hang cho
Kroemer lam.

Cong viéc dén budc ndy co thé ndi 13 twong ddi hoan hio, nhung dung vao thoi diém then chdt thi lai
cO chuyén. Lic d6 cong ty cia Kroemer va cong ty mau dich nudc Anh thong nhat voi bao gia mot
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miéng vo trai 1a 15 d6-la. Cubi cung, cong ty clia Kroemer lai ban voi xudng san xuit mot lan nita va
quyét dinh gia mdi miéng vo trai 0,13 do-la, hon thé con ban bac ca vé hinh dang va quy cach. Song
van d¢é lai nay sinh & chd, khi ho chua tro vé thi 6ng chu dd ky hop déng voi xudng nguyén lidu, 1/4
trong s6 hon hai triéu miéng vo trai dugc van chuyén dén cong ty ctia Kroemer. Vi khi 6ng chii ky hop
ddng Kroemer khong c6 mit & ddy nén diéu quan trong nhat lai bi bo s6t: mbi miéng vo trai ning 5gr,
sai s6 khong vuot qua Sgr, nhung sd nguyén liéu chuyén dén 1an nay khong dat yéu cau, san pham lam
ra sau ndy phan 16n khong dat tiéu chuan, khong nhe thi lai ning, khién ngudi dai dién ctia cong ty
nude Anh lo so mit tréng mot tri€u do-la.

Nhin thiy hang triéu san pham lam ra déu khdéng qua kiém nghiém, moi ngudi trong cong ty cia
Kroemer déu lo lang. Cudi cung, cic nha may va thi truong cia Anh, Ptrc cling hiy bo hgp dong dat
hang da ky két.

Nguyén nhin cua that bai ndy chinh 14 vi mot chi tiét quan trong dd bi b qua, khién hai khach hang 16n
huy boé hop dong hang tri¢u do-la.

Vay ngudi ban hang can phai nim virng chi tiét kinh doanh nhu thé nao?
Ngudi ban hang phai can than khi thu thap thong tin, di¢u tra khach hang

Khi thu thip théng tin va diéu tra khach hang, ngudi ban hang phai khang dinh dugc do chinh xac, c6
nhu vay nhirng thong tin thu dugc moi co6 gia tri st dung.

Phai xac dinh lai tinh chinh xac cua thong tin quan trong

Khi nim thong tin khdch hang, ngudi ban hang phai tuan theo nguyén tic “Tha thiéu nhung chinh xac
chir khong ham nhiéu”. Vi nhitng thong tin quan trong ¢ anh huong 16n, tuyét doi khong duoc dé sai
sot, néu khong, cong st s& d6 xudng song xudng bé. Khong dugce bo qua chi tiét nhd, mudn 1am duoc
diéu ndy, ngudi ban hang phai thu thap dugc nhiéu thong tin hon, dang tin cay hon.

Pé thanh cong trong viéc c¢6 dugc don dit hang khéng chi phai 1am ti mi ma con phai chd ¥ tdi tinh
sang tao va tinh dot pha trong qua trinh tién hanh.

Nam 2002, khi mat hang thubc cam dang duoc kinh doanh t6t tai thanh phé X, thudc cam cua cac hang
duoc phém duoc tiép thi tai cac hiéu thudc thi Mack 1am c¢d van kinh doanh cho mdt hang dugc co
tiéng, thay tinh hinh nay lién dé xuAt hing ctr ngudi di tiép thi, nhung khong nén hoc cach tiép thi ctia
cac hing thubc khac ma phai c6 budc dot pha. Véi sang kién ctia Mack, hing da dua 300 nit sinh vién
y khoa ¢6 day du kién thirc vé san pham, trang phuc chinh té, deo phu hiéu théng nhat dén tiép thi tai
cac hiéu thudc, nhirng nhan vién dac biét nay da 1ap tic déy lui cac nhan vién tiép thi khac. Ho co san
tri thirc va to chat chuyén nghiép, lai trai qua mot thoi gian tp huin dai ngiy nén da hoc duogc ki xao
tiép thi, t0 ra ¢ wu thé trong giao tiép v6i ngudi tiéu dung.

Khi thudc cam twong d6i thinh hanh, nhiéu hing dugc pham khic ciing str dung hinh thtrc tiép thi nay.
Pung trudce nhiéu nhin hiéu thudc, khach hang khong biét chon lya thé nao. Mack lai phat hi¢n ra chi
tiét ndy va xua tan ndi lo cua khach hang bang sang kién doc dao: van dung tri thirc chuyén mon ciia
cac nit sinh vién y khoa, gitup khach hang nhanh chong biét loai thudc nio minh can, khién thwong hiéu
ctia hing dugc phadm ma Mack lam viéc gitt vi tri hang dau.

V. UNG XU TREN BAN TIEC VA CACH SU DUNG DANH THIEP
Trong kinh doanh, moi khach an com 1a mot hién twong pho bién. Rat nhiéu thuong vu dugc giai quyét
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trén ban tiéc. Moi khach dn com 1a khau then chdt quyét dinh sy thanh cong ctia mot thuwong vu. Co cau
noi1 rat hay: “Trong lam an, c¢6 di co6 lai 1a mdt nguyén tac 1am vi¢c quan trong, ban ti¢c cling nhu chién
truong.” Khi trao do6i1 ban bac nghi€p vy, xin dung coi nhe nhirng dong tac nhé trén ban ti¢c, vi néu
trén ban ti€c ban c6 ctr chi khong dung, hoac dua danh thi€p khong khéo thi viéc giao dich rat c6 thé
s€ “x01 hong bong khong”.

Thai d9, cir chi trén ban tiéc

Khi dy tiéc, ngudi ban hang can phai chd ¥ toi hai chi tiét: mot 1a cha y 18 tiét khi chic ruou, hai 1a
chu y 1€ tiét khi an.

Trudc tién, ngudi ban hang can phai chi y cir chi khi chic ruou.

Khi chic rugu, ngudi ban hang trudce tién phai ning cde rugu moi tat ca moi ngudi, sau d6 mdi moi
tung ca nhan. Khi chic ruou, xin dirng bao gio bé cach quang, khong nén chi mo1 ruou nguoi thuong
xuyén c6 quan h¢ 1am an v&1 minh, vi nhu vay s€ chirng té ban la ngudi khong biét giao tiép. Khi chuc
ruou tirng nguoi trude tién phai cham coc voi khach ngoi gan minh nhat, sau d6 theo thtr ty ma cham
coc vo1 nhirng nguoi khach khac. Néu qua dong khach, ¢6 thé chi nang coc va ra hi¢u. Khi moi ruou,
nguoi1 ban hang khong nén qua khach sdo ma phai thanh khan, nhi¢t tinh va né1 nhirng cau chiac ruou
dtng luc, khong nén ép khach udng qua nhicu.

Ryan 13 ngudi ban hang cta cong ty xuyén qudc gia, c6 mdt don hang giao dich da rat lau, theo tinh
toan thi c6 thé xong dén tam, chin phan. B¢ té 1ong ton trong khach, Ryan mo1 khach an ti¢c. PE ching
to tiru lvgng cuia minh khong kém va ciing dé chirng minh cong ty ciia minh khong kém coi1, Ryan lién
tuc chic rugu, khach hang cling khong nd tir chdi. Cudi cung, Ryan da udng nhiéu va say, khach hang
rat kho chiu va bé vé. Ngay hom sau, Ryan trd lai cong ty, Ianh dao goi anh ta dén noi chuyén. Thi ra
to1 hom trudc Ryan da uong qua nhi€u ruou va noi ra nhiéu bi mat ctia cong ty.

La ngudi ban hang, khi moi rugu, khi an tiéc can cha ¥ nhitng diém dudi day:

Trén ban tiéc, nguodi ban hang can c6 tu thé ngdi nghiém chinh, khong nén qua cha tAm vao chuyén an
uong cua minh. Thong thuong, khi moi loai thirc an dugc mang td1, nén moi khach thuong thuc trude
va noi cho khach biét day 1a mon an gi, néu minh khong biét ro thi ¢ thé nhd ngud1 phuc vu ndi giap.
Ngudi ban hang can cha ¥, khi khiach dang gip thirc dn hoic dang an thi khong nén moi rugu; khi
khach mo1 rugu, ngudi ban hang phai nguirng an, nang coc, mim cudi ra hiéu.

Khi n6i chuyén véi khach, ngudi ban hang khong nén vung diia, vung thia. Pong tic ndy khong chi biéu
hién sy kém hiéu biét cia ngudi ban hang ma con khién khach c6 cam giac minh bi coi thuong.

Ngudi ban hang phai lich su, khong 1am anh hudng dén khach.

Khi ngudi ban hang mudn dung thirc dn ¢ xa chd minh ngdi thi phai goi ngudi phuc vu lai 1ay ho,
khong nén ro1 khoi vi tri ctia minh.

Cich sir dung danh thiép

Ngay nay danh thiép d3 tré thanh mot phuong tién quan trong trong trao d6i gip gd. Trao d6i danh
thi€p da trd nén rat pho bién, song néu danh thiép dugc st dung khong dung thi lai khong co6 lo1 cho
ban. Vay, can st dung danh thi€p nhu thé nao cho ding?

Phdi chudn bi sin danh thiép
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Nén dé danh thiép trong hop riéng, néu mot ngudi ban hang khong nhd danh thiép cua minh dé & dau,
phai luc tung cac tai thi s€ anh huong khong tot dén nhitng 1an giao ti€p sau nay. Danh thi€p can duoc
gilr sach s¢€, phang phiu.

Khi trao danh thiép, nguoi ban hang can phdi dwa bang hai tay, dong thoi dwa mat phai cia danh
thiép hiréng vé phia khdch va néi:

“Xin chao ong (ba), toi la... mong dwoc 6ng (ba) chi gidao them”

Khi nhan danh thiép, can phai dung hai tay, d6 cao khi tiép nhan danh thiép & ngang nguc, sau d6 phai
xem danh thiép cua khach, doc ky ho tén va chirc vu cua khach. Sau khi nhan danh thiép cua khach ma
khong xem hodc danh roi danh thiép truge mit khach 1a thiéu lich su. Trong qua trinh néi chuyén,
khong nén ghi chép ndi dung cudc ndi chuyén 1én danh thiép ctia khach.

Nguwoi bdn hang phdi coi trong viéc trao déi danh thiép

Khi trao d6i danh thiép, thong thuong ngudi c6 dia vi thap sé trao danh thiép cho nguoi c¢6 dia vi cao
trudc, nguoi it tudi trao danh thiép cho ngudi nhidu tudi trudc, khach trao danh thiép cho chi trude.
Néu d6i tac trao danh thiép trudc thi nguoi ban hang nhan va ldy danh thiép ctia minh trao lai. Néu
phai trao d6i danh thiép v&i nhiéu nguoi thi phai theo thir tur chire vu tir cao dén thap hodc tir gin dén
xa, khong tién hanh theo kiéu bo cach quing, néu khong dé khién khach hiéu 1am.

Néu luc nay c6 vai ngudi cing co mit, song chi co mdt ngudi 1a d6i twong minh dua danh thiép thi
nén chao tat cd moi ngudi c6 mat & do6 va dua danh thi€p cua minh, néu danh thi€p mang theo khong
nhi€u thi nén xin 161 moi nguo1 va trinh bay 1y do dé ho hiéu, nhung can han ché viéc nay.

VL. LANG NGHE KHACH HANG NOI MOI CO THE HIEU PUQC

Ban hang 1a mot qué trinh khoi thong giao tiép, trong qua trinh nay, khdch hang vira mong muén nhu
cau vé san pham cua minh duoc dap Gmg vira mong mudn dugc hai 1ong vé tam ly. Khi ban hang, néu
ngudi ban hang qua voi vang thi s& khién cho khach hang c6 cam giac khong tin vao san phim va cach
phuc vu ctia ban, dong thoi khach hang con ¢6 cam giac bi budc phai mua hang. Néu nguoi ban hang
khong quan tdm dén khach hang, khong biét khach hang c6 nhu cau hay khong thi chic chan 1an chao
hang nay sé& thit bai.

Trong qué trinh khoi thong giao tiép, ngudi ban hang khong chi phai gidi thiéu san phadm mot cach thoa
dang ma c6 luc con phai gilt im lang can thiét dé 1ang nghe yéu cau cta khach hang. Nhu vay khong chi
khién khach hang cam thdy duoc ton trong ma viéc lang nghe khach hang con giup ban c6 dugc nhitng
thong tin ban mudn.

Lang nghe khong phai 1a mot viéc don gian, mudn ling nghe c6 hiéu qua thi phai cé kha ning tip trung
va phan tich 101 noi. Vi téc do tiép thu 16 n6i nhanh gap bon lan téc dd cta nguoi néi nén truong hop
thuong xay ra 13, ¢6 lac mot cAu ndi van chua hét nhung nguoi nghe da hiéu hét ¥ nghia ctia ciu noi,
lac nay ludng suy nghi dé bi sai léch.

Khi néi chuyén vdi khach hang, ban thuong bi phan tim béi nhitng suy nghi khadc va khong nghe rd
khach hang dang n6i gi. Trong trudong hop nay khach hang s€ thay ban thi€u ton trong ho, nhu vy rat
dé khién khach hang mat 1ong tin, ban kho c6 thé dat dugc muc dich giao dich.

Mot ngay dep troi, theo ké hoach da dugc bd tri trude, ngudi ban hang cta cong ty bao hiém nudc
Nga tén la Burne di tham cdp vo chong c6 11 ngudi con. Nhung trong mdt 1an diéu tra gan day Burne

https://thuviensach.vn



phat hién, ngudi chong cach day khong 1au da chét vi tai nan giao thong. Vi thé, muc tiéu chuyén tham
nay cua Burne la ngudi phu nit ¢ chong madi chét.

Budc vao nha, Burne nhin théy nit chi nhan mac 4o khoac mau den, gwong mat 16 vé dau budn. Sau khi
nghe Burne ty gigi thiéu, nit chi nhan cho biét gan ddy minh khong c6 tam tri dé 1am bét ctr viéc gi,
Burne t6 ra thong cam. Burne noi: “Muc dich 1an nay dén chi 1a dé viéng mot vong hoa cho ngudi qua
cd, ddng thdi mong nir chii nhan hiy bot dau thuong dé nudi con”.

Sau khi Burne dit vong hoa viéng ngudi qua cd, nit chii nhdn moi anh & lai udng café. Sau do, ba bat
dau tho 10 no1 dau khi ngudi1 chong bi tai nan va nhiing kho khan gip phai trong cudc song. Nit chu
nhan noi rat thuong tdm, Burne chi biét im ldng ngd1 nghe. Sau bi thuong, nit chi nhan n61 vo1 Burne,
bay gio ba khong con tam trang nao dé mua bao hi€ém cho cac con va bao Burne dung lang phi thoi
gian. Sau khi nghe nit chtl nhan tir choi, Burne n6i: “Néu bay gio ba mua bao hiém tiét kiém cho con
cai thi sau nay du ba khong c6 cong an viéc lam va thu nhap 6n dinh, viéc nuoi dudng va giao duc con
cai cling s€ khong gip trd ngai.” Mudi phit sau, nit chi nhan quyét dinh mua bao hiém cho tat ca cac
con ctia minh.

Burne khong ép budc khach hang phai mua bao hiém, nhung khi nghe xong nhitng thac mic ctia khach
hang, vao tho1 diém thich hop, anh da giap khach hang phan tich va néu kién nghi xac dang, cudi cung
khach hang quyét dinh mua bao hiém.

Chi khi 1ang nghe khach hang, nguoi ban hang méi co thé biét duoc khach hang can gi va thuyét phuc
duoc ho.

Cuyu cha tich Hoi dong quan tri hing xe hoi Ford - Phillipe Callwell da tirng n6i: “Néu ching ta khong
chiu khé lang nghe nhiing kién nghi ma nguo1 khac danh cho minh thi chung ta khong thé nhan dugc tir
ho nhitng 161 phé binh va chi gido.”

Chiu khé 1ang nghe c6 thé gitip ngudi ban hang giai quyét duoc rat nhiéu van dé voi khach hang. Co
thé nod1, trong qua trinh giao ti€p vd1 khach hang, hiéu qua cua viéc chu y lang nghe khong hé thua kém
bat ky mdt cudc trinh bay va chat van nao. Néu ban khong chiu kho lang nghe thi viéc nay cé thé anh
hudng dén tinh cdm cua khach hang, con néu ban nghe khong cu thé thi rat c6 thé ban s€ hiéu sai y cta
khach hang.

Vay, ban can phai chu ¥ dén nhitng van dé gi?

Phai tap trung khi nghe khach hang néi

Bat ké 1a trong cudc song hang ngay hay trong cong viéce, tap trung chi ¥ lang nghe s& chiém dugc tinh
cam cua doi1 phuong. Khi nghe khach hang né1, néu ngudi ban hang tap trung tu tudng lang nghe thi s€
dé dang nhan thay nhirng so hé trong tu duy cua khach hang, tr 46 nam dugc quyén chu dong trong qua
trinh ban hang,

Khi nghe khach hang néi cAn mim cwoi chan thanh

Nu cudi mién cudng ludn khién khach hang cam thiy ban khong chan thanh. Vi thé, trong qua trinh ban
hang, nu cuo1 trén khuén mat ctia nguo1 ban hang can phai chan thanh.

Ngudi ban hang nén néi nhi¢u cau khen ngoi khach hang

Trong qué trinh ban hang, cung vi viéc cham chi 1ang nghe khach hang n6i, néu néi vai 161 khen ngot,
nguo1 ban hang s€ khién khach hang cam thay phan khoi, 1am cho khong khi né1 chuyén thém vui vé.
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Ling nghe khong c6 nghia 13 im Eing, phai biét néi ra nhirng ciu cé lgi cho sach lwge kinh doanh
cua minh khi khach hang c6 nhirng so’ ho' trong tuw duy

Pé sach lugce kinh doanh phat huy hiéu qua 16n nhat, thuc hién duoc muc tiéu kinh doanh cta minh,
nguoi1 ban hang phai nam chac nhiing so ho trong tr duy cta khach hang va néi nhirng van dé cé loi
cho sach lugc kinh doanh ctia minh.

Chi ¢6 nhu vy nguoi ban hang méi co thé hudng cho khach hang tu duy theo sach luoc kinh doanh
cua minh, suy nghi va phan doan theo ké hoach cua minh, cudi cung khach hang s€ mua san pham cua
ban.

VII. TIM RA HUNG THU CUA KHACH HANG

Thong qua viéc tim hiéu nhu cau dic biét cua ca nhan khach hang, ngudi ban hang c6 thé duoc khach
hang tin nhiém va tng hd. C6 nhirng nhu cau nguoi ban hang c6 thé truc ti€ép hoi khach hang, nhung
cling c6 mdt s6 nhu cau doi hd1 ngudi ban hang phai tu minh quan sat méo1 ¢é thé biét duoc.

Stenphen la Pho Téng giélm déc mot cong ty 1on & phé Wall, truc tiép phu trach viéc thu mua san

pham Vi Vay, c6 rat nhiéu ngudi ban hang ciia cong ty cung u’ng dén tham anh ta, nhung ho hau nhu
déu khong 1ay duoc don dat hang vi stenphen 1a nguoi rat kho tiép can.

Nhung c6 mot hom, ngudi ban hang lai biét dugc mot thong tin: Stenphen da giao tat ca don dit hang
cho mdt ngudi ban hang & New York, chinh vi thé ma hily bo don hang ctia mot vai cong ty cung g,
vé sau, qua tim hiéu tir nhiéu phia, ho m&i biét, thuc ra, nguyén nhan cua sy vi¢c rat don gian:
Stenphen ¢6 mot s thich ¢4 nhan rat ddc biét, ong ta rat thich di xe dap. Sau khi vo tinh biét duoc
thong tin ndy, ngudi ban hang kia chu dong moi stenphen di xe dap. Hai ngudi co hing thi gidng nhau
dan tré thanh ban bé. Puong nhién stenphen rat thich nguoi ban nay va da don tat ca don hang cho anh
ta. Nhu vay, viéc ma nguoi ban hang kia da 1am chi 1a thoa man nhu cau dic biét cua khach hang -
thuong xuyén cung Stenphen di xe dap.

Cudc canh tranh trong nganh y dugc rat gay gat. MAi mot bac si chinh thong thudng gip g rat nhiéu
ngudi ban hang, nhung trong d6 ¢6 mot sd ngudi lai rat kho tiép can. Murdock 13 bac si chinh ctia mot
bénh vién 16n & Luan Pon, 4n twgng cua dng ta trong mit rat nhiéu ngudi ban hang 14 lanh ling dén tan
nhin va vo tinh, tinh cach ¢ doc, rat kho tiép can. Tuy nhién, ngud1 ban hang Jack lai pha v& duoc
tinh thé nay. Trong mot lan dén tham, Jach phat hi¢n chiéc gat tan thudc trén ban lam viéc ctia bac si
1am bang st d& v&. Thé 1a anh ta 14p tirc ra ngoai mua vé chiéc gat tan thiy tinh, lai ty minh chim
thude 14 cho bac s¥. Tur do, vi bac s§ c6 cam tinh véi anh ta, khong 1au sau do ho trd thanh ban be va
Jack tré thanh khach hang 16n nhat ctia Murdock.

Qua d6 c6 thé thdy, quan sat ti mi, tim ra nhu cau dic biét ctia khach hang 13 phuwong phap giup ngudi
ban hang xay dung mdi quan h¢ tin cdy, dac biét, nong hau khong gi thay thé duoc.

VIIL. NGUOI BAN HANG U'U TU PHAI CO THOI QUEN TOT

Mot ngudi ban hang mudn c6 chd dimg trong cong viée va tré thanh ngudi ban hang gioi thi phai 6 to
chat tot.

Thwong xuyén tw kiém diém

Néu khach hang khong dé ¥ va lang nghe ban trinh bay thi s& khong hiéu hét duoc wu diém cia san
pham va khong c6 cam tinh v61 san pham, cang khong muon mua hang cua ban. Trong qua trinh ban
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hang, néu khach hang khong dé ¥ dén san pham thi day 1a ddu hiéu khong t6t cho nguodi ban hang. Thi
du dudi day c6 thé ndi rd diém nay:

C6 mdt ngudi ban hang dugce phan cong di gap mot khach hang 1 giam doc. Vira nhin thiy anh ta budc
vao, khach hang nay lanh lung chi chiéc ghé bao anh ta ngdi,sau do tiép tuc giai quyét cong viée ciia
minh. Ngudi ban hang ngdi bén canh, miy phit sau khach hang hoi: “Anh ban gi?” Khi hoi cau nay,
khach hang van dan mat vao cac gidy to dé trén ban.

Trong trudng hop ndy, cd thé vi thiéu kinh nghiém, ngudi ban hang nghe theo su sap dit cua khach
hang, két qua ban hang chic chin s& khéng duoc nhu ¥. Nguoc lai, néu ngudi ban hang c6 kinh nghiém
s& biét rang, khi khach hang con dang tap trung vao van dé khac thi khong thé gigi thiéu san pham vai
ho dugc, vi ho khong nghe ban noi.

Vay, ngudi ban hang can phai 1am gi dé thu hut su chi v ctia khach hang?

Ngudi ban hang phai tim cach chuyén su chil ¥ ctia khich hang tir mot viéc khac sang mit hang ma
minh dang can giéi thi¢u, khéo 1éo dé nghi khach hang danh thoi gian cho ban.

Néu khong c6 cach ndo lay chuyén duogc site chii v ctia khach hang thi nguoi ban hang ¢6 thé néi mot
cach mém moéng rang: “Phién 6ng mdt chut, theo t6i hiéu, s di 6ng cho t6i vao 1a vi gior ong c6 thoi
gian tiép t6i!”, hodc: “Thua Ong, toi biét dng 1a mot thuong gia gidi giang, khéng bao gid mua hang
khi chua nhin thiy n6! Tin rang khi nhin thiy san phim cua t0i, 6ng s& rat thich, 6ng ctr lam viéc cho
xong, toi c6 thé ngdi doi mot 1at.” Ban con c6 thé noi: “Néu bay gio ong ban, khong thé n6i chuyén
1au vai t6i duge, ong co thé 4n dinh thoi gian, i s& lai dén.”

Chu y ky x40 ndi nang, khong dugc tuy tién

Khéch hang c6 cam tinh v6i san pham ciia ban hay khong, & mot mic d6 16n nhat, duoc quyét dinh boi
k¥ x40 no1 nang cua ban.

Khi gigi thiéu san pham, trudc hét phai noi ngan gon, rd rang. Néu ban da gidi thiéu san pham nhung
lai chua ndi san pham nay dung dé lam gi thi ban ciing khong can thi€t phai tiép tuc ndi nira. Néu trong
lan gdp dau tién véi khach hang ban lai khong néi 16 vé san pham cta minh thi kha nang thuyét phuc
dugc khach hang mua hang cua ban 1a rat nhd.

VAy phai néi nhur thé ndo mdi khong bi khach hang hiéu 1am, tir 6 c6 thé trinh bay 16 rang y ctia minh?
Ban can nam vitng nhitng no1 dung sau:

Khi noi chuyén khong nén vong vo, phai c6 trong diém, néu rd chii dé can noi 1a gi, nhu vy moi
cO thé c6 nhan thirc chung véi1 dé1 phuong, dé hiéu nhau. Khi noi chuyén can bdo trudec cho doi
phuong chi dé ndéi chuyén ro1 moi di vao ndi dung, dong thoi dung nhitng tir nd1 dé chuyén tiép nhu
“tiep theo”, “sau dd”, v.v... dé xau chudi nd1 dung can ndi. Chi c6 nhu vay khach hang méi ¢6 thé hiéu
chinh xac y ban muon trinh bay.

Khi giéi thiéu san pham, can ndi ngan gon, cd ging ding tir ngit d& hiéu dé giai thich, 1am nodi
bat cong dung cua san pham. Tranh dung nhitng thuat nglt chuyén mén, vi phan 16n khach hang sé
khong hiéu, thuat ngtr chuyén mén qua nhiéu dé khién cho khach hang cam thay san pham qua phtrc tap,
lam giam hirng thti mua san pham ctia ho.

Cong ty di dong X cir hai nhan vién di ban ciing mot loai san phim véi kich ban gidng nhau, song mot
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nguoi c6 ty 1é thanh cong 1a 45%, con ngudi kia 1a 25%. Tat nhién chung ta khong loai trir cac nhan to
khach quan khac nhu ngudi ban hang dat ty 16 thip kia c6 trang thai tam 1y khong tot hodc c¢6 nhitng
nhan td dic thu khic, nhung thong qua viéc nghe lai ghi 4m dién thoai, ngudi 1anh dao cong ty phat
hién dugc mau chdt ctia van dé 1a: nguoi ban hang dat ty 1¢ thanh cong cao khi giéi thiéu vé san pham,
anh ta khong str dung thuat ngit ma chi thong qua nhitng thong tin vé chir viét twong tng dé dién ta,
ngoai ra, trudc khi gip mit khach hang, anh ta dd 1am twong ddi day du cong tac chuan bi; con ngudi
ban hang dat ty 18 thanh cong thap, khi giao tiép voi khach hang va gidi thiéu san pham da sir dung cac
thuat ngir nhu “GPRS”, “kB”, v.v... gip khach hang khong hiéu, anh ta phai mat nhiéu thoi gian dé giai
thich, gay kho chiu cho khach hang. Nhu vay, ngudi thtr hai mat nhiéu thoi gian hon ma két qua thu
duoc lai khong cao.

Vi thé, gi6i thiéu san pham nhat thiét phai ngin gon, don gian, khong nén ding qué nhiéu tir dém, khi
gap phai mdt vai tir nglr chuyén mon thi phai giai thich rdo bang nhirng tr ngtr dé hiéu.

Phai chudn bi trudc nhitng tu liéu ndi vé san pham. Néu khong, ban s& mat thoi gian tim ching, trong
luc @6 rat c6 thé do1 phuong da bo di.

An twong ban dau rat quan trong cho nhirng lan giao tiép theo

Lan gip dau tién véi khach hang 13 co sé cho nhitng 1an giao luu sau ndy, vi thé, 4n twong ban dau rat
quan trong, an tugng ban dau tot c¢6 nghia la da thanh cong dugc mot nmira, day la mot dao 1y khong thay
doi.

Bat ké 14 ngudi ban hang hay ngudi thay mit cho doanh nghiép, dé lai an twong ban dau tét cho khach
hang 1a viéc 1am rat quan trong. La ngudi ban hang, néu ban dé lai cho khach hang an tugng ban dau
v€ minh 1a mot nguo1 nhéch nhéc, thi€u than khi, khong hiéu san pham cua minh thi li¢u c6 ai muon
mua san pham cua ban?

Muon khoi thong t6t quan hé véi khach hang, trwéc tién phai lam ré khich hang dang quan tim
toi dieu gi nhat

Khi chio hang, ngudi ban hang can phai ndi nhimg diéu khach hang muén nghe chir khong thé néi
nhirng gi minh muon. Phai biét rd khach hang dang € y dén cai gi nhat, nhu vay méi ¢ thé nham ding
vao nhu cau cua khach hang dé dap tng.

Phai gidi quyét kién nghi ciia khach hang

Trong cong viéc hang ngdy, ngudi ban hang thudng nghe duogc nhitng ¥ kién danh gia, nhin xét, doi hoi
cua khach hang vé nhiing san pham minh da ban ra. Thi dy, khi khach hang nghi ngd vé chat lugng san
pham hodc thai do phuc vy, ngudi ban hang phai tim cach giai quyét chir khong dugc tim ly do dun
day trach nhiém, cang khong thé quy trdch nhiém cho khach hang. Chi c6 toan tdm toan y vi khach
hang, chiu kho lang nghe va ti€p thu y kién cta khach hang, giai téa lo lang, ban khoan ctia khach hang
thi chiing ta m&1 ¢6 thé xay dung dugce 1ong tin cua khach hang. Vi the, khi trién khai nghiép vu, nguoi
ban hang phai khiém ton ti€p thu y kién cua khach hang, day 1a viéc 1am v6 cung quan trong.

Nguwoi ban hang phai cé thai do chan thanh

Khi néi chuyén vdi khach hang, ngudi ban hang phai c6 thai do chan thanh, nhu vay khach hang mai
cam thay ban ton trong ho, du n6i chuyén khong hop nhau, ban ciing khong nén ¢6 bat cir biéu hién nao
to ra kho chiu. Coi nhu don hang nay thwong luong khong thanh cong, khi ra vé van chan thanh t6 15i
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cam on, déng thoi hen 1an sau khach hang c6 nhu ciu van c6 thé phuc vu ho. Thai d§ nay s€ mé ra
nhirng 1an ti€p xGc sau nay, vi thé, moi lan gap mat khach hang 1a mdt 1an ngudi ban hang thu thap
thong tin va tan cuong tinh cam.

Ngoai ra, ngudi ban hang cling can phai chl y an mic chinh té, sach s€, ctr chi lich su...
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CHUONG VI
BAN HANG CHO KHACH HANG LON
PHAI CHU TRONG CA KY THUAT VA NGHE THUAT

Ciing véi sw phat trién nhanh chéng ciia nén kinh té, thi truong canh tranh dién ra ngay cang khoc
liét, hién twong “manh dwoc yéu thua” ngay cang nhiéu. Thi trieong xudt hién nhiéu doanh nghiép
lon co thuc lyc hung hau, lién tuc thon tinh cdc dia ban kinh doanh nho lée. Chién lugce kinh doanh
ciia doanh nghiép ciing khéng ngieng thay doi, cé rdt nhiéu doanh nghiép coi khdach hang Ién la
kénh théng tin quan trong nhdt ciia minh. Trong béi canh do, ngueoi ban hang cang phai biét cdch
xdy dung moi quan hé giao tiép véi khdch hang I6n va suy nghi xem lam thé ndo dé c6 dwoc don
dat hang cua ho.

Khach hang lon thwong doi hoi ngwoi ban hang phai chu trong toi tinh ky thuat va tinh nghé thudt.

Trong chwong nay xin gioi thiéu mot vai ky xao va phwong phap khi kinh doanh voi khach hang
lon, giup nguoi ban hang binh tinh doi mat trudc cac tinh huong bat ngo-.

I. XAO NOI NANG NHE NHANG VOI KHACH HANG LON

Trong qua trinh 1am viéc, ngudi ban hang thuong gip nhiéu loai khach hang khic nhau va nhu vay, ho
can phai c¢6 nhitng dbi sach khac nhau. Khong thé phu nhan mot diéu, khach hang 16n 13 trong diém
cong tac cta ngudi ban hang, vi dbi voi phan 16n cac cong ty, cd khoang 20% khach hang 16n chiém
dén 80% thu nhap cua cong ty. Tuy nhién, khach hang 16n c6 danh tiéng va dia vi nén thuong gay khé
dé véi ngudi ban hang, do vay, khi dam phan véi ho ching ta cAn nam virng mot vai ki xao dic biét.

Ca ngoi khach hang 16m véi tinh cim chan thanh

Thuyc té 1a co6 rat nhiéu nguoi thich nghe nhitng 101 khen ngoi. Ca ngoi khach hang s& giup cho ngudi
ban hang va khach hang c6 duogc mdi quan h¢ t6t dep, tr d6 hai bén dat duoc muc dich giao dich.
Nhung, ca ngoi khach hang khong phai 1a viéc dé dang, né doi hoi ngudi ban hang phai c6 ki xao khen
ngoi, xem xét danh gia tinh hinh, néu khong sé khién khach hang cam thiy nguoi ban hang gia doi.
Ngudi ban hang can phéi cin cit vao tudi tac, tinh cach, dia vi... cu thé cta timg khach hang dé co cach
ca ngoi thich hgp. Thompson 13 nhan vién ban hang cta hing san xut binh nudc nong ning luong mit
troi thudc bang Flora, My, mot 1an anh dén cac co quan ctia chinh quyén bang dé chio hang, tiép anh
1a mot nghi si cua bang va ciing 1a ngudi chiu trach nhiém mua hang 1an ndy. Do d diéu tra ti mi vé
khach hang nay nén Thompson khen vi khach déo dai, co tim 1ong nhan 4i va van giit dugc phong do
nhu xua. Nghi si nay khi con tré da ciing may ngudi ban hoc md mdt cong ty mang, trai qua nhiéu nim
nd luc phin du cudi cung di phat trién thanh cong ty mang 16n nhit & d6. Ong di quyén gép mot
khoan tién rat 16n 1am tir thién ¢ chau Phi, mong mudn nguoi dan & d6 dugc hudng phic loi nhiéu
hon. Qua nhién, 161 khen rat ¢ hiéu qua, ngudi nghi si nhu tim lai dugc nhitng nim thiang hao hing
clia tudi tré, ong ta rat vui va ky ngay hop dong dit mua 3000 binh nudc ndng niang lugng mit troi cla
Thompson.

Ngoai ra, viéc khen ngo1 khach hang 16n con phai chan thuc, dang tin cdy. Tuy ai cling thich dugc khen
song néu 101 khen ctia ngudi ban hang khong c6 co s¢ hodc khong xuat phat tir ndi tam thi rat kho duoc
khach hang tin twdng, tham chi ho con cam thiy minh dang bi ngudi ban hang chim biém. Thi du, mot
ngudi ban hang ndo d6 chio ban bao hiém cho mot phu nit béo map, co6 gwong mit binh thudng nhung
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lai tAng boc ba ta xinh dep c6 mot khong hai; két qua 1a 101 chio hang cua ngudi nay da bi tir chdi. Do
12 vi, khen khong dung su thue s& 1am cho khach hang cam thiy ngudi d6 chi néi 1ay long dé dat duoc
muc dich ban hang, khién khiach hang phan cam. L& ra, ngudi ban hang d6 nén khen ngoi trang phuyc
hodc con cai ctia ngudi phu nit, két qui mang lai chic chan s& t6t hon 13 mién cudng ting bbc dién
mao cua ho.

Vi vay, ngudi ban hang phai c6 tim 10ng chan thanh, khen ngoi khach hang dung luc, dung su thue mai
co thé c6 dugc cam tinh cua khach hang va ky dugc don hang,

Dung ngdn ngir hai hwde, hém hinh dé chiéu theo tim Iy khach hang

Tinh nghé thut ctia ngdn ngir giao tiép con duoc biéu hién & chat di dom, hai hudc clia ngudi ban
hang khi giao ti€p voi khach hang. Khi d61 mat v&i khach hang con dang ban khoan voi hiéu qua st
dung ctia san pham, nguo1 ban hang thuong dua cho khach hang xem gidy chirng nhan chat lugng san
pham va nhitng gidi thudng ma san pham da dat duoc. That ra, cach thuy€t phuc nay co6 lac khong thu
duoc hi¢u qua. V&1 nhitng khach hang 16n, cach 1am sang su6t nhat, thong minh nhat 1a dung nhiing cau
no1 hai hude, di dom dé tra 101 nhitng cau hdi cua khach hang. Cach lam nay giup nguoi ban hang thu
ngan khodng cach véi khach hang, dong thoi khién khach hang cam thay ngudi ban hang 1a nguo1 thong
minh, dang yéu va san sang mua hang cua ban.

Dung tinh cam dé cam hoa khach hang c6 thé giup nguoi ban hang xoay chuyén tinh thé bat 1gi, bién bi
dong thanh chu dong.

Baruch 1 nhan vién ban hang ctia hang dau goi dau Clairol, trong 1an di thim mot giam déc siéu thi cd
16n, khi cugc dam phan cua 2 bén sap dén hoi két thuc thi ¢6 thu ky ngdi bén canh chém vao mot cau:
“San pham cua o6ng c6 tot nhu da quang cao khong?” Trude cau hdi nay, Baruch tra 1o1:

“Xin c6 yén tim, néu dung thir, c6 sé& thiy nd con t6t hon ca quang co.”

Mot cau hai hude don gian da thuc day nhanh viéc giao dich véi siéu thi 1on nay.

Nha tu tudng ndi tiéng Bacon da tirng noi: “Nguoi gioi ndi chuyén 1a nguoi hai hude di dom”. Trong
qua trinh giao ti€p gitra ngud1 ban hang va khach hang, c6 mot vai y can phai duoc dién dat bang cach
khuc triét va ham suc, nhu vay c6 thé khién khach hang 1inh hdi mot cach sau sac dong thoi cam thay
thich tha.

Khi dam phan, ngudi ban hang nén tao cho khach hang 16m an twong cap trén ciia minh chi cé
trén danh nghia, d6 la m¢t sach lwgec vu hoi c6 hi€¢u qua

Ngudi ban hang it kinh nghiém thudng gip phai cac tinh hudng sau:

Ngudi ban hang néi v6i giam doc thi truong: “Hay cho t6i quyén han 16n hon vé gia ca, t6i s& kinh
doanh t6t hon.”

Khéach hang 16n néi: “Toi doan 6ng 1a nguoi cd quyén quyét dinh cudi ciing vé gia ca, dung khong?” a
nguoi1 ban hang t6 vé dong y vai1 nhan dinh nay.

Nhu vay, ngudi ban hang di di sai dudng, vi coi minh 13 ngudi ra quyét sach dong nghia véi viec dat
minh & vi tri bat lgi. Trong dam phan, nguoi ban hang thong minh khong nhuong bd, khi d61 mat voi
nhirng do1 hoi khat khe ctia khach hang thi day quyén quyét dinh cho 1anh dao chi c6 tén trén danh
nghia dé c6 dugc cho Iui can thiét cho minh, nhung khong dé cho khach hang cam thay ban can lanh
dao dua ra quyét dinh cudi cung Trong dam phan voi khach hang, ngudi ban hang can tao cho ho an
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twong 13nh dao ctia minh khong phai 1a mot ngudi cu thé dé tranh truong hop khach hang truc tiép di
gap nguoi lanh dao cua cong ty.

Vi don dit hang c6 gid tri 16n nén viéc khach hang 1on yéu cau nhuong bo vé gia ca 1a khong thé tranh,
luc d6 nguo1 ban hang phai nam virng tiét tau va chirng muc ctia nhuong bo.

Thi dy, nhan vién ban hang cta cong ty X c6 mot khach hang 16n chuan bi ky don hang, moi diéu khoan
hop dong, déng goi, phuong thirc thanh toan... da duogc thoa thudn, chi c¢6 gid ca 1a chua di dén thong
nhat. Khach hang khong truc tiép mic ca, chi néi voi mirc gia ndy thi ¢ thi trudng cua ho khong thé c6
13i, ngdm doi hoi cong ty chi dong giam gia. Ngudi ban hang gip phai tinh hudng nay thuong ling ting
trong viéc quyét dinh: giam bao nhiéu? Néu giam nhiéu qua thi khach hang lai cho 12 ban thu 13i qua
nhiéu, gia ca dua ra ban dau rd rang 1a lira dbi khach hang; néu giam it qué thi c6 thé mat don hang.
Nghi di nghi lai, ngudi ban hang xin ¥ kién giam ddc cong ty. That ra, day 1a mot sach lugc ciia ngudi
ban hang, dé cho khach hang cam thay day 1a mot mic gia hop 1y. Cudi cung anh ta quyét dinh nhugng
bd mot chut, khach hang ciing thiy cir ép gia mii ciing khong dugc. Cudi cung hai bén di c6 duoc su
thdng nhat vé gia va ky don hang.

C6 thé noi, khong nén chi vi doi hoi ctia khach hang ma nhuong b gia ca dén gigi han, nén xin y kién
ctia 1anh dao danh nghia kip thoi, dé khach hang thiy ban 13 ngudi nhiét tinh va chin thanh.

Tém lai, khi g phd v&i khach hang, ngudi ban hang thuong gip phai cac tinh hudng khac nhau, doi
hoi phai d6i mit va giai quyét linh hoat. Khi dam phan v&i khach hang 16n phai cht y dén tinh ky thut
va tinh ngh¢ thuat, dén khi ndo duoc khach hang chép nhan va ky vao don dat hang.

II. PHAI CO NANG LUC NHAN THUC MUC PO PHUC TAP TRONG QUAN HE VOI
KHACH HANG LON

P61 mit v6i khach hang 16n mua san phdm ctia minh nhu thé nao, day 1a van dé khién rat nhiéu ngudi
ban hang ban khodn. Rat kho ¢6 thé biét duwoc muc dich mua hang cta khach hang 16n, rat nhiéu kha
nang co thé xay ra, thi dy, ho mua hang vi tiét kiém nguyén vat liéu, nang cao strc canh tranh thi truong
ctia hang hoa. Ciing ¢ thé myc dich rat don gian, thi du, nhan vién thu mua trudc day da nghi viéc,
nhan vién méGi dén thay, hodc 1anh dao md1 khong mudn 1am theo cach cua 1anh dao trude. Néu nguoi
ban hang khong hiéu rd dugc muc dich thi s& rat kho trong viéc c6 dugc don dat hang. Vi thé, chi co
hiéu dugc nhu cau ctia khach hang 16n thi méi c6 thé ban duoc san pham cua minh tot hon.

Nudc My c6 modt ngudi ban xe hoi tén 1a Thomas, mot 1an anh ta ban mot chiéc xe hoi cho mot khach
hang. Anh ta da khéo thuyét phuc dé khach hang thiy duoc wu diém vé ngoai hinh ctia xe: mdi khach
hang vao ngdi trong xe, thé nghiém sy rong rai va thoai mai, déng thoi cho khach hang xem bang ghi
hinh ghi lai hinh anh nhitng khach hang c6 danh tiéng di mua xe ndy. R4t nhanh chong, khach hang tran
day hing thi vé chiée xe ndy va bat dau ban dén van dé gia ca va thi tuc giao nhan xe. Khong 1au sau,
khach hang quyét dinh mua chiéc xe nay véi gia 1én téi 1.200.000 do-la.

Vi sao Thomas lai c6 thé ban dugc chiée xe hoi dé dang nhu vay?

Nguyén nhan rat don gian, anh ta hiéu rat rd vé tinh ning va phong cach ciia chiéc xe nén di tip trung
gid1 thiéu “cé tinh” cua chi€c xe vo1 khach hang, lam nhu vay vira khoi goi dugc hung thu cho khach
hang vira dap irng dugc nhu cau tam 1y cta ho, két qua la giao dich nay da nhanh chong thanh cong.
Jack 14 ngudi ban hang cia Cong ty Hewlett Packard. Mot 1an anh ta dén thaim mot ong chu, véi ¥ dinh
ban cho nguoi nay chiéc may tinh va mot vai phan mém lién quan cua cong ty. Jack giéi thiéu ti mi
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nhitng wu thé cta san pham dong thdi cho biét dung san phim ndy co6 thé cai thién rat nhiéu kj ning
tinh toan cta cong ty. Tuy nhién, mic du Jack da noi khod ca hong nhung 6ng chil ndy van to ra khong
may hing tht v6i san pham, vi diéu 6ng ta quan tAm nhat 1a cong ty c¢6 thu duoc loi nhuin hay khong,
ong ta khong biét lién két gitta hiéu sudt 1am viéc ciia ké toan voi doanh thu ctia cong ty. Jack da chon
nham d6i twong giao dich nén 1an giao dich nay thét bai.

Muén dé khach hang 16n mua san phim ctia minh thi viéc dau tién 1a phai 1am ro diéu khach hang quan
tdm nhat 13 gi. N6i chuyén vi mot ong chu, ban can phai biét diéu ma 6ng ta quan tAm nhat 1a cai thién
doanh thu ctia cong ty; néu ndi chuyén véi mdt ngudi phu trach hanh chinh thi ban can phai biét diéu
ma anh ta quan tdm 1 1am thé ndao dé ha thip gia thanh kinh doanh cua cong ty. Vi thé, khi ban san
pham, ngudi ban hang can phai cin cr vao timg dbi trong cu thé, phan tich cac nhu cau ctia ho, sau d6
mo1 co sach lugc tuong tng.

Vay, 1am thé nio mdi c6 thé hiéu sau sic mirc do phirc tap trong quan hé véi khach hang 16n? Trudce
tién ngudi ban hang phai xem xét dén dong co ctia khach hang 1on. Khi mua hang, khach hang 1én
thuong thé hién dong co to chirc, ma dong co nay ludn chiu anh hudng ciia dong co ca nhan. Pong co
khac nhau lai anh huong dén kha ning ban dugc hang ctia ngudi ban hang. Mdi khach hang 16n déu suy
nghi dén dong co to chirc, ho cling dé xuat ¥ kién ctia minh cho ngudi ban hang, nhu 1an ndy cong ty thu
mua phai dat dugc muc tiéu ha gid thanh, hodc nang cao chat luong san phém.. Hoat dong thu mua do
ngudi phu trach cu thé thi hanh, khach hang 16n c6 rat nhiéu nguoi tham gia vao viéc thu mua nay,
nhung mdi ngudi déu co tim 1y duge chiét khau, day 13 dong co ca nhan khac véi myc tiéu dong co to
chirc.

Tiép theo, ngudi ban hang can phai hiéu rang, viéc mua hang cta khach hang 16n khong phai 1a quyét
sach c& nhan ma 1a quyét sach cua nhiéu nguoi, 1a két qua dugce tao ra bdi rat nhi€u sttc manh va nhan
t0 trong nd1 b khach hang 16n.

Néu nguoi ban hang muén thao ting sirc manh phirc tap nhu vy thi phai tién hanh phén tich sy rang
budc, kiém ché gitta cac nhin t6 anh hudng dén quyét sach. Piéu nay gitp nguodi ban hang tim hiéu
duoc twong tan trong to chirc khach hang c¢6 nhitng ngudi ndo phu trach nhitng sach lugce ndo. Trong s6
khach hang 16n mua hang thong thudng c6 day du 6 vai tro: ngudi dé xudng, cong thong tin, ngudi anh
hudng dén quyét sach, ngudi quyét sach, nhan vién thu mua, chuyén gia. Tir d6 con co thé cd ngudi
ban hang, nguoi sir dung thiét bi, san pham cu thé cta t6 chirc khach hang, cudi cuing méi dén khach
hang, tirc 13 khach hang ctia khach hang. D6i véi khach hang cua ban, ban tuyét d6i khong & vi tri thi
nhat, ma thtr tu phai 1a: du tién 1a khich hang ctia anh ta, thtr hai 12 d6i thu canh tranh, ba 1a tién do
phat trién ctia ¢4 nhan anh ta. Ban chi 13 “céng cu” dé khach hang thue hién budc thir tr quan trong niy
ma théi. Vi thé, chung ta co thé thay, viéc nhan biét vai tro ciia ting thanh vién trong t6 chirc khach
hang 16n c6 y nghia quan trong, giip nguo1 ban hang nhan thirc sau hon mirc dd phurc tap trong quan hé
v6i khach hang 16n, dong thoi nim vitng va van dung thong thao nhitng ki xao trong quan hé phirc tap
nay; xép thtr tu chinh xac nhitng vai nay 1a mot thach thirc ma nhitng nguoi ban hang phai d6i mit: ai
mdi 13 nhin vét quyét sach quan trong nhat; xay dung quan hé hop tac vdi khach hang ndo va khi nao 1a
pht hop nhat; mdi lién hé gitta cac khau trong qua trinh hop tac?

Ba 14, tir khi khéch hang c6 y dinh mua hang cho dén khi that sy ky don hang 1a mdt khoang thoi gian
rat dai. Trong khodng thoi gian nay nao phai ctia nguoi ban hang rat quan trong. Tién trinh phat trién
cua moi quan hé gitra nguo1 voi nguoi 1a tr cho quen biét ban dau dén than thudc, tin cay roé1 tién dén
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ky két mot hop dong 16n; quan hé ctia hai bén phai trai qua céc trang thai khac nhau nhu: thir thach, gay
git, diu lang, binh 6n... Viéc chi yéu ma ndo phai clia nguoi ban hang phai 1am 1a rén luyén dé co
duoc cam nhan tot, trong tinh hudng phtrc tap nhanh chong phat hién ra nhin td quan trong nhat, dong
thdi nhanh chéng c6 sy diéu chinh twong tmg. Trong tinh hudng ndo trai chua chuan bi day du dé phan
tich, kha ning ndy ctia nio phai rat c6 loi, giup ngudi ban hang thich ing véi doi hoi va thach thire cta
khach hang, ttr d6 binh tinh rng phé v61 khach hang mua hang.

C6 hiéu duoc mirc do phurc tap cua quan hé khach hang 16m, ngudi ban hang méi co thé ban dugc san
pham cua minh tot hon, mang lai loi ich 16n hon cho doanh nghiép. Vi vy, mudn tr¢ thanh ngudi ban
hang xuat sdc, trudc tién phai biét minh biét ngudi, ndm rd thong tin cua khach hang.

III. PHAI THONG THUQC TiNH NANG CUA SAN PHAM, PONG THOI XAY DUNG CHO
BAN THAN "HINH TUQNG CHUYEN GIA"

Dé lai dn twong tot cho khdch hang la yéu cau quan trong doi voi ngu’d’i ban hang. Poi mdt voi
khach hang, nguoi ban hang phal tao cho minh hinh twong chuyen gia dé tranh thi tinh cam cua
doi phwong. An twong ban dau xdu hay tot, & mire do rat 16n, quyét dinh viéc khdich hang cé tzep
tuc giao luu voi ban hay khong, co tin twong vao ban hay khong. Hinh twong chuyén gia bao gom
nhiéu mat, thi du cdch an mdc, néi nang, cir chi cia nguoi ban hang va mike d6 nam viing nhitng
kién thirc vé san pham ciia minh.

Samo 1a mdt chuyén gia tu van tai hoa, mot 1an anh ta dugc ban bé moi di noi chuyén. Khi néi chuyén,
Samo néu rat nhiéu dan ching, néi nang luu loat, duoc moi ngudi vo tay huong tmg. C6 mdt dng chu
cong ty rat hAm mo va kham phuc, du dinh hop tac vd1 Samo. Sau budi nbi chuyén nay ong ta lai mé
mot bita tiée tai tro, trén thuc té day cling la mot budi lién hoan hitu nghi. C6 rat nhiéu nguoi tham du
bita tiéc, trong d6 c6 Samo va 6ng chi kia. Chot ¢6 ngudi phat hién Samo di d6i bit tit mau trang va
noi lai vdi 6ng chu kia, khién 6ng ta cam thdy Samo khong chuyén nghiép 1am va bo ludn y dinh hop
tac. Samo von cho rang ddy chi 1a viéc nhd, song khach hang 16n lai coi d6 1a mot viéc rat nghiém tic.

C6 thé ban s& cam thay khong cong bang, ¢ thé ban cho rang, chi tiét niy khong cé gi to tat, ciing co
thé ban cho rang danh gia con ngudi qua cach an mac la rat nong can.

Nhung su thuc 13, d lya chon nghé ndy thi ban phai luén cht ¥ xdy dung cho ban thin hinh twong
chuyén nghiép, dang tin cdy trong mat khach hang,

Néu dirng chan ¢ cira hang ban trang phuc Barneys 16n nhat New York, ban c6 thé gip Tong giam déc
John Wolohojian. Ban s¢& théy tit ca cac nhan vién cua Barneys déu dn mic rat sach s&, dic biét 1a
Tong giam dc John Wolohojian, quan 4o ciia 6ng 1a thang nép, gidy da bong 16n, ca vat bang to that,
rt cach diéu, trang nha. Ciing giéng nhu nhirng nguoi ban hang noi troi khac, John Wolohojian biét 1gi
dung trang phuc dé thu hat khach hang 16n. Mic trang phuc dét tién, phu kién phu hop da gitp John
Wolohojian nhanh chong xéy dung dugc hinh tuong quyén uy cla trang phuc nam trong mat khach
hang, khang dinh tinh dang cip va chuyén nghiép, vi thé khach hang cua ong ta déu ton trong ¥ kién do
ong dé xuat.

Ctr chi, cach nodi niang ciing 14 nhan t6 quan trong gitip ngudi ban hang tao cho minh “hinh tugng
chuyén gia” trong 1ong khach hang. Thong qua cur chi va cach n6i nang ctia ngudi1 ban hang, khach hang
16n c6 thé phan doan dugc trinh d§ van hoda va to6 chat nghé nghiép ctia nguoi do.

Ngudi ban hang ndi tiéng Blain, trong 1an dau di thim mot khach hang 16n va chio ban san pham ctia
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minh, anh ta khong ban dén chu dé c6 lién quan dén san phim, song cach ndi ning ctia anh ta da dé lai
an tuong sdu sic cho khich hang. Lan tht hai Blain lai dén thim khach hang nay, dbi tac nhic lai an
tuong 1an dau gap mat: “Cir chi va 101 noi ciia dng toat ra khi chat thanh nha, t6i rat ¢ an tugng vai
ong, dong thoi ciing rat tin tudng 6ng.” Sau khi ky don hang, khach hang lai chi dong gidi thiéu mot
vai nguoi ban khac 1am quen vai Blain.

Hiéu biét san phim ctia minh 13 yéu ciu quan trong ddi v6i ngudi ban hang. Néu khong hiéu biét vé
san pham ctia minh thi 1am sao c6 thé giéi thiéu duoc dic diém va cong dung clia san pham véi khach
hang? Mot ngudi ban hang ap a ap ung gidi thidu san pham, lai thuong xuyén bi nhitng cau chat van
ctia khach hang 1am cho ludng cudng thi vé co ban, khong thé c6 dugc don hang do.

Xay dung hinh tuong chuyén gia trong mat khach hang 1a mot viéc lam quan trong. Khach hang 16n
thuong chil y téi1 trang phuc ctia nguoi ban hang, két qua diéu tra cho thay, ngudi ban hang mac dong
phuc thuong c6 thanh tich cao hon ngudi ban hang mic thuong phuc khoang 60%.

Ngudi ban hang cin phai chi y dén dién mao ciia ban thin

Hang ngay trudc khi ra khoi nha can danh thoi gian dé chinh stra dung mao, dang vé. Trang phuc chin
chu s€ khién ban tu tin hon rat nhiéu, khach hang cling cam nhan dugc su tu tin cta ban, vo hinh trung
giup tang ty 1€ thanh cong ctia don hang.

Phai diic biét chii ¥ t6i cach dn mic, vi trang phuc thé hién kha ning trau doi nghiép vu ciia ban

Trang phuc ctia ngudi ban hang thé hién dic diém nghé nghiép cua ho. Néu ban ban hang 1a 6 1am dep
toc va bao v¢ toc, ban phai c6 mot ki€u téc dep va hop moét; néu ban do trang strc kim hoan thi ban
phai mac trang phuc sang trong, dem dén cho khach hang cam gidc than quen, tin

An mic gon gang, sach dep

Trang phuc cao cip kha ton kém nhung n6 mang lai cho ban nhirng gia tri khong thé do dém duoc, giup
ban cam hoa duoc khach hang, c6 duoc don dit hang dé dang hon.

Ngoai ra, nguoi ban hang ciing phai thudng xuyén thay quan do. Nghé phuc vu ¢ nudc ngoai c6 mot
quy dinh bat thanh vin: Du ban chi c6 ba bd quan 4o thi vin phai bao dam viéc thay trang phuc hang
ngay. Lam nhu vy c6 thé mang lai cho nguoi khac cam giac ban 13 ngudi ngin nap, sach s&, dong thoi
cling thé hién thuc luc kinh t& ctia ca nhan. Thudng xuyén thay d6i quan 4o cta minh, khich hang s&
cam thu duoc stc séng va thuc luc cua ban.

Loi néi, cir chi cia ngwoi ban hang phai tu nhién, thodi mai, dinh dac

Khi gip miat khach hang 16n, trudc tién phai thoai mai vé tinh than, khong nén cing thang. Khi dén
tham khach hang, ban nén chi ¥ di tir ctra chinh vao nha, hon thé nita con phai xudng xe céch xa cira
mot khoang cach nhat dinh. Néu ban hut thudc, khong nén tiy tién quing dau mau thubc xudng dat. Khi
gip mit khach hang, trudc tién phai dua danh thiép ctia minh, danh thiép dé & noi ¢6 dinh trén nguoi,
thong thuong nén dé ¢ tai 4o trén. Néu khich hang dang giai quyét cong viéc, mic du ¢ hen trude hay
khong, cling phai kién nhan cho doi. C6 nguoi ban hang khi giao tiép, trao doi véi khach hang 1on
thuong to ra thiéu tu tin trude dbi tac, nhu vay sé& dé lai an twong khong t6t. Néu khach hang 1on khong
tin ban, ho s€ khong hop tac vdi ban nira. Vi thé, khi tiép can véi khach hang 16n, nguoi ban hang can
phai chirng mure, khong tu cao cling khong tur ti.
Ngudi ban hang cin phai tim hiéu va nghién ctru diy dii vé san pham minh ban
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Néu ban khong thong thao vé san pham cua minh, khach hang 16n s& tir chdi ban. Vi vay, nguoi ban
hang can phai 1a chuyén gia vé cidc mit hing ma minh can ban. Vay, 1am thé nao dé thong thao san
pham cta minh? Trudc tién phai im hiéu dic diém va cong dung cta san pham. Mot ngudi ban hang
xuat sdc phai hiéu rd san pham can ban, biét nd co thé dap tmg nhu cau cta ddi twong khach hang ndo,
ddng thoi c6 thé tmg pho thanh thao khi phai doi mit v6i nhitng doi hoi khac nhau cua khach hang 16n.
Tiép theo, ngudi ban hang phai tim hiéu toan dién san phim cua minh. Khéng chi phai thudc long
nhitng s liéu chuyén mon cta san pham, ngudi ban hang con phai giang giai cin k& cho khach hang
16n. Tiép d6, ngudi ban hang phai xdy dung 1ong tin véi san pham minh ban ra, ¢6 nhu vy mdi c6 thé
thu hut khach hang 16n, dé ho tw nguyén bo thoi gian ldng nghe ban.

Khéach hang c6 vai tro rat quan trong trong su phat trién cua mot doanh nghiép, 1a ngudi ban hang, ban
phai thong thao tinh ning ctia san pham, xAy dung cho minh hinh twong chuyén gia, nhu vy méi co thé
hop tac thanh cong vdi khach hang 16n.

IV. LUI PE TIEN, KHEO LEO PE UNG KHO VOI SU TU CHOI CUA KHACH HANG

Khi chao hang véi khach hang 16n, néu gip phai su tir chdi, ngudi ban hang can phai biét cach lui dé
tién. Sach luoc kinh doanh 1ui dé tién 1a sach lugc nhuong bo dé 1am nac thang tién thu - “thoai” Chi
13 hién twong bé ngoai dé khach hang duogc thoa min vé tim 1y, lo 13 canh giac, dé tiép thu ¥ kién cua
nguoi1 ban hang.

Phd Wall c6 ngudi ban hang tén 1a Herry, do khong duoc hoc hanh dén noi dén chdn nén ludn thich
tranh cdi voi nguoi khac. Sau nay Herry lam nghé ban 6 t6, vi tinh cach nhu vay nén viéc ban hang
khong duoc thuan loi, anh ta budn chan, cudi cliing phai cau dén sy gitip do cta Carmegie. Carmegie
dit ra mot vai cau hoi don gian, phat hién nguoi ndy thich tranh cai. Néu khach hang néi xe cta anh ta
khong tot, anh ta 1ién dé mit, noi 4t khach hang. Herry thira nhan minh thing trong tranh luan nhung lai
khong thang trong cac don dat hang voi khach hang 16n. Carmegie hiéu rang, viéc can lam 13 nang cao
kha ndng tr kiém ché cua Herry, tranh tranh luin v ich véi khach hang.

Pugc Carmegie kién tri chi bao, Herry da tré thanh ngudi ban hang xuat sac cua cong ty. Anh ta ndi:
“Néu bay gio t6i budc vao phong lam viéc ciia khach hang 16n ma doi phuong néi: Cai gi? Xe tai
Bear Kindness a? Ong cho khong toi ciing khong can, toi thich xe tai Jose®, tdi s& n6i voi khach hang
rang: “Thua 6ng, ong ding 1a ngudi co con mat tinh doi, xe tai Jose rat t6t, mua loai xe nay 1a su lya
chon dung dan, nhung tinh ning xe tai ctia cong ty ching toi ciing rat tot.” Nghe tra 11 nhu vay, dbi
phuong khong c6 thai d6 ddi dich nita, kha ning xdy ra tranh chip ciing giam di. Tam 1y canh giac cta
d6i phuong voi ban ciing giam, bau khong khi d& chiu hon rat nhiéu. Sau d6 t6i bat dau gidi thiéu wu
diém ctia san pham cong ty ching t6i. Nhu vy tdi khong chi c6 dugc co hoi gidi thidu san pham ma
con dit co sé cho nhirng 1an giao dich sau nay.

La ngudi ban hang, ai ciing mudn ban san phim cta minh, song trong qué trinh ban hang, néu ban qua
vOi vang thi s& khién khach hang c6 thai d6 bat hop tac, lam mat di mot don hang. Ngudi ban hang xuét
sac phai biét nhugng bo nhirng viée nho, tranh dau khiu voi khach hang, nhu vay khong chi dé lai cho
dbi phuong an twong tot dep ma con tao ra budc chuyén bién then chdt cho nhitng 1an giao dich sau
nay.

Loi tir chéi cta khach hang 16n trong qua trinh ban hang dugce chia thanh 3 loai: mot 1a tir chdi ban
than nguoi ban hang, hai 12 ban thin khach hang ¢ van dé, ba 1a khach hang khong tin vao cong ty
hodc san phdm cua ngudi ban hang. Tir chdi chi 14 phan tng theo thoi quen cua khach hang 16n. No6i
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chung, chi khi d6i mit véi su tir chéi thi nguoi ban hing méi hiéu duoc suy nghi ctia khach hang, xtr 1y
tr chdi tot s€ tao thoi co, gitp giao dich thanh cong. Vay, trong qua trinh ban hang, ngud1 ban hang
phai lui dé tién nhu thé nao va phai g phd nhu thé nao trudc nhitng 161 tir choi cta khach hang?
Nguoi ban hang phai biét ring, tuy mong muén nim dwoe quyén chit ddng ban hang song ban
khong nén boc 10 qua ro rang die¢u do, tranh dé doi phwong cam thay kho chiu, chan ghét ban.

Hiéu dugc di€u nay ban s€ thay, n6i “khong” cling khong phai 1a chuyén xau. Trén thuc t€, khi ban noi:

“Xin 13, cong ty chung t61 khong c6 kiéu dang nay”, khach hang s& cam thay hai long vi ho cho rang
ban rat chan thanh.

Trong quéa trinh ban hang, c6 luc phai dua vao ly dé tranh céi, mic ca; c6 khi phai tam tho1 nhugng bo,
cho thot diém thich hgp. Trudce khi di thim khach hang, ngudi ban hang can tim ra diém khac nhau 16n
nhat gitra minh va khach hang, ttr d6 trdnh mtii nhon cta khach hang, nhuong trude tién sau.

Néu khach hang dwa ra sw lra chon ban khong ngo t6i, ban ciing khong nén ha thap hoic phi
nhan y kién cia ho

Néu ha thép hodc phu nhan y kién cua khach hang, ho s€ cho réng ban dang lam nhyc, phé binh kha
nang phan doan va pham vi cta ho. Néu ban va khach hang ndy sinh tranh chap thi thuong khong khong
ché duoc tinh cam. Mgt ngudi dam phan gidi hiéu rat ro dao 1y nay, ho thuong lam ra vé chiu thiét va
nhuong by dé khach hang thay minh duoc lo1 ré1 di dén lo 1a canh giac. Nguoc lai, néu ban lubn muon
ap dao doi phuong, ho ciing s& tim cach gay kho dé cho ban.

Lui dé tién chinh 1a tiy co Gmg bién, c6 thé gitip cac tudng linh gianh thing loi trén chién trudng, ciing
co thé gitip nguo1 ban hang gianh thang 191 trong cudc canh tranh thi tredng khoc liét, van dé then chot
nhat 1a phai nam chac thoi gian, dia di€ém va diéu kién cua “thoai”.

V. TICH CUC PHAN TiCH, NAM CHAC CO HQI TIEM AN PANG SAU TINH THE GAY
GO

Khach hang 16n ¢6 vai trd cuc ky quan trong d6i voi su ton tai va phat trién cia mot doanh nghiép,
song trong qué trinh ban hang, ngudi ban hang s& bi khach hang 16n gy kho khan. Mudn pha v& tinh
thé gay go dé san phdm ctia minh dugc chio ban dé dang thi ngudi ban hang phai chiu kho phan tich,
timra co hoi tiém an dang sau tinh thé gay go do.

C6 lan, Sklack - ngudi ban hang ctia cong ty thuc phim mang mot vai miu san phdm méi cta cong ty
dén chao hang tai van phong thu mua cta Carreiour, nhung giam doc ctia Carreiour chi nhin qua mot
lugt, tham chi con khong ném thir da dua tra Sklack, sau d6 néi: “San pham ctia cong ty cac ong tuy co
gia thap nhung theo t0i van thiéu cai gi d6 dé thu hut khach hang, hién tai cac san pham cung loai dang
béan trong cira hang ching t6i déu c6 nhirng wu thé nhat dinh, khéng can phai nhip thém san pham méi
nita; mat khac, ching t61 can nhic, danh gla san phém xXau hay t6t dua vao loi nhudn, toi khong cho
rang san phim ctia cac ong ban chay, va nhu vay s& anh huong dén tong doanh thu cta cira hang, vi vay
toi khong thé hop tic voi ong duoc.” Trudce sy tir chdi thang thimg cta vi giam doc, Sklack khong nan
1ong. Anh nhin nai gidi thiéu phuong an dua san pham ra thi trudng... Cudi cing, vi giam doc nay bi
Sklack thuyét phuc va giao dich da thanh cong.

Trong qua trinh ban hang nay Sklack khong nhut chi trude sy lanh nhat cua khach hang, anh kién tri
thuy€t phuc 1am ti€u tan ban khoan cta déi phuong, vi thé ma c6 dugce don hang. Tt d6 c6 thé thay, khi
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roi vao tinh thé gay go, diéu quan trong 13 phai giir duoc tam Iy that tot, néu Sklack dé dang bé qua thi
don hang nay da tudt khoi tay anh ta.

Muén pha v tinh thé gay go, trudc hét ngudi ban hang phai chi ¥ thanh tin - phai thuyét phuc dé
khach hang 16n tin vao minh, toan tim toan ¥ vi khach hang. Trong mét khach hang 16n, ngudi ban hang
13 “khach khong moi ma dén”, do vy can phai cha dong tiép can khach hang, chuyén tir vi tri “khach
khong moi ma dén” thanh ngudi duoc khach hang hoan nghénh. Sau khi bi khach hang tir chéi, phai tim
cach phan tich d6i phuong dé tim ra 1y do that su khién khach hang tir chdi. Pong thoi, phai cung cap
cho khach hang nhirng tu 1iéu gidi thiéu san pham dé khach hang tham khao trudc khi ra quyét sach
mua hang. Khi thuyét phuc khach hang 16n, ngudi ban hang phai c6 thai ¢ binh tinh, tir t6n, lam tan
ndi ban khodn ctia d6i phwong va kich thich hirng thi mua hang cta ho.

Tiép theo, khéo 160 khich 1¢ khach hang.

Trude mot khach hang 1am viéc gi ciing do du chan chir, thiéu quyét doan, ngudi ban hang co thé truc
tiép noi v6i khach hang, anh tin anh ta 13 mot ngudi 1am viée quyét doan, khong do du. Cach noi nay
khién khach hang cho rang ban than 13 ngudi quyét doan, dé khong bi coi thudng thi phai nhanh chong
hoan thanh giao dich nay.

Ba 14, binh phap viét: di chinh hop, di ky thing (hop tac ngay thiang thi c6 dugc thang loi). Ban thudng
to chirc dii tiéc khach hang 16n, nhung nguyen ly giéi han hiéu qua va tic dung giam dan” trong kinh
t& hoc cho thay, khi khach hang nhan duogc nhiéu 1an cuing mot cach thirc dai ngd thi gla tr1 hiéu qua va
tac dung ciing theo d6 ma giam dan. Trong qua trinh ban hang, khi xuat hién tinh thé gay go, mudn c6
duoc don hang, ban phai linh hoat thay doi cach quan tim dén khach hang.

Ngay 18 Noel ban cé giri cho khach hang tin nhan chiic mirng, déng thoi ting mot mén qua dé thuong
khong? Ban c6 thdy su vui mimng cua khach hang 16n trong ngay 18 dic biét nay khong? Hay thir thay
doi cach quan tam, vi dy, mo1 khach hang di kham strc khoe toan dién, co thé ban s& c6 dugc hiéu qua
khong ngo.

Trudce nhirng khach hang khac nhau, mubn pha v& thé gay go trong kinh doanh, duoc khach hang ton
trong va chap nhan, ban phai d6i1 mo1 cach cham séc khach hang.

V1. CACH PHUC VU CO MQT KHONG HAI GIUP BAN NANG CAO SU TRUNG THANH
CUA KHACH HANG POI VOI SAN PHAM

Nhitng ngudi méi 1am cong viéc ban hang thudng mic phai mot sai 1am: lac ndo ciing mudn khai thac
khach hang tiém ning, hon thé, cach ddi xir cta ho vi moi khach hang 14 nhu nhau, khong phan chia
khach hang theo mirc d6 dé doi xtr. C6 thé ho cho rang, “moi nguoi tim dén déu 1a khach hang”, phan
biét dbi xir 1a khong lich su. Trén thuc té, nguoi ban hang can phai nhan thirc rd rang rang, thuong
nghiép 14 theo dudi loi ich, khach hang ndo mang lai loi ich 1on nhat cho cong ty thi ngudi ay s& duoc
cong ty quy trong nhat; ciing nhu vay, khach hing ndo mang lai nhiéu thanh tich cho ngudi ban hang thi
ngudi d6 s& dugc quan tim nhiéu hon.

Hién nhién, khach hang 16n ¢ di von va 1ong tin, hop tac v6i ho s& giam thiéu rii ro khi giao dich va
c6 dugc 191 nhuan 16n hon. Puong nhién, chinh vi c6 nhiéu vu thé nhu vay nén khach hang 16n co
nhiéu lya chon vé d6i tuong hop tac, nhét 13 trong tinh hinh thi trudng canh tranh gay gét, cac nha may,
xudng san xuit chénh 1éch khong 16n vé cong ning va chat luong san pham.

Lam thé nao dé thuyét phuc khach hang 16n mua san pham ctia minh? Diéu nay doi hoi ngudi ban hang
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phai str dung cac k¥ xdo dam phan khac nhau, thich hop véi cac ddi twong khach hang khac nhau.
Song, nguoi ban hang can phai ghi nhd mot diéu, do 1a hiy dé khach hang 16n hudng ché do phuc vu
khac v&1 moi nguoi.

Khach hang 16m phai dwoc wu dii vé gia ca

Cong ty khai thac quang vang X ctia Nam Phi cir Thom - mQt nhan vién ban hang gioi gap go va giao
dich v&i mot chuyén gia vang bac ndi tiéng ctia nude My. Trude khi di, Tong giam ddc cong ty din do
Thom mdt vai viéc, nhan manh tim quan trong ctia 1an hop tac nay, dong thoi cho anh ta quyén tu quyét
dinh gia ca thap nhat, mong muén lan ndy s& hop tac 1au dai v&i vi chuyén gia ndi tiéng dé. Tiép theo,
Thom mang theo vai vién vang mau dén dia diém dam phan da hen trudc.

Trong mot nha hang lich su, thay mit cong ty, Thom m¢ tiéc chi€u dai vi khach hang ngud1 My nay,
dong thoi trong bira tiéc khong ngdt 101 ca nggi danh tiéng va dia vi ctia ong ta. Sau khi budc vao van
dé chinh, Thom cho khach xem hang miu, dong thdi nhin manh day 13 mot trong nhitng ché phdm vang
tot nhat. Chuyén gia ngudi My cam san pham va soi 1én kinh phong dai quan sat k§ réi mim cudi gat
dau. Thom cha ¥ dén nhitng thay d6i trén nét mit khach hang roi dua ra mirc gia twong dbi cao vao luc
d6: 15 d6-la mot gram. Khéch hang chau may to vé khong vui, r6i néi hing miu ndy con c6 mot vai
khiém khuyét, gia van chuyén ting, v.v... Thom rat nhiét tinh ndi v&i ddi phuong, dé t6 1ong kinh trong
va biét on, cong ty c6 thé mién phi dong goi va van chuyén mién phi dén tin cang. Nhung khach hang
van khong hai 1ong va néu ra gia 14,5 do-la, con Thom ¢b ¥ lam ra vé rat khé xt, suy nghi mét lac rdi
chap nhin vai gia do, hai bén tién hanh ky hop dong mua ban vang trong thoi han 3 ndm. Ngudi khach
cam on va to y mudn 1am ban véi Thom.

C6 thé thay, Thom di van dung c6 hiéu qua sach luoc vu dai gia ca ddi véi khach hang 1on. Khach
hang 1én mong mudn trén co s gia tri san pham nhu nhau, ha thip mirc gia cua san pham dé c6 duoc
loi ich nhiéu hon. Pbi véi nguo1 ban hang, khach hang 16n c6 nhu cau rat 1én vé san phﬁm, mat khac,
chu ky giao hang ¢6 dinh va thanh todn bang tién mit c6 thé mang lai cho cong ty ngudn loi nhuan rat
16n. Nhu vay, van dung hop 1y sach lugc uu dai vé gia ca s€ gitp thuc hién dugc muc tiéu ca hai bén
cung - cau déu co 1oi.

Ngoai ra, ngudi ban hang phai cha ¥, bién 6 giam gia khong dugc qua 16n, néu khach hang vira dua
ra mot gia tuong doi thap ma ban di nhanh chong tiép nhan thi ban s& bi thiét vé gia ca. Cach lam
thong minh 1a khi nghe khach hang dé xuat duoc wu dii vé gia ca, biéu hién tot nhat 13 to ra bat dic di,
nhu vay sé& khién ho hai long.

Khach hang dwgc wu dai trong thanh toan

Khi tiép xtic véi khéch hémg 160, néu phat hién khach hang d6 c6 nhu cau cap thiét vé san phém nhung
Vl dang cang thang vé tién bac hodc so rii ro nén khong dat hang ngay thi ngum ban hang can xem x¢ét,
néu ngudn von clia cong ty minh ¢ kha ning quay vong duoc thi co thé cho phép khach hang thanh
toan theo tirng dot hodc théa thuan dung thur.

Céch thanh toan theo ting dot va dung thir san pham c6 thé 1am giam nhitng khé khin vé tién bac cua
khach hang va lam giam nguy co rui ro & mirc thip nhat, dé ho c6 thoi gian im hiéu vu diém cua san
pham va cach phuc vu ciia ban, cudi cung tin tudng ban, tién dén hai bén cung xdy dung mbi quan hé
hop tac 6n dinh 1au dai.

Phii c6 ché @6 phuc vu hiu mii chu d4o va nhanh chéng cho khach hang lém
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Ché d6 phuc vu hiu mai bao gom gidi thiéu san pham, dua hang, 1ap dat, diéu chinh, bao hanh, boi
dudng ky thuat, phuc vu tai nha, v.v...

Thi trudng ngay nay c6 su canh tranh gay git, chat luong va tinh ning ciia cc san pham cung loai
twong dbi giong nhau, ngoai ra, y thirc va quan niém tiéu dung ctia khach hang ngay cang dugc ning
cao nén ho rat coi trong khau phuc vu hdu mai. Vi thé, doanh nghiép khong chi phai cung cap nhirng
san pham dep, gia ré ma con phai cung cap ché do phuc vu hau méi hoan thién cho khach hang, yéu tb
nay da tr¢ thanh tiéu diém cua thi truong canh tranh trong cdc doanh nghiép hién dai. Thi dy, tdp doan
Haier di c6 ché do phuc vu hau mai rat tot, thuong hi€u cta ho co6 uy tin khién doanh sd ban hang
khong nguing tang.

Ngay 22 thang 5 nam 2006 xay ra sy kién: mot khach hang mua ti lanh Haier khong 1au phat hién c6
van dé vé chat lugng, nhung ba ngay sau Haier méi cho do1 chiéc khac. Khach hang nay phat bi€u trén
dién dan, bay to6 su buc minh trudc thai d§ phuc vu hdu mai ctia Haier. Co quan chui quan Haier thay
tinh hinh cang thang nhu vay li€én nhanh chong dua ra bién phap: l1ap tirc ctr nhan vién phuc vu mang
theo hai qua dua hau td1 nha khach hang xin 161 va giai thich nguyén nhan ctia sy cham tre.

Sau sy viéc nay khach hang di viét bai ding trén bao: “T6i rat cam kich... chi vi mot bai viét cua toi
ma Haier da nhanh chong ctr nguoi dén nha, diéu dé chirng to, Haier rat ton trong khach hang.”

Chinh vi ché do phuc vu hau mai chu ddo, san phém dién khi ctia Haier da vuon t61 thi truong Au My,
tao dung dugc uy tin toan cau cho thuong hi¢u.

C6 thé thay, & mirc do nhat dinh, phuc vu hau méi c6 thé thoa méin tdm 1y khach hang 16n, dong thoi
cung c6 mo1 quan hé gitra nguo1 ban hang va khach hang.

Toém lai, ngud1 ban hang phai 1am cho khach hang cam nhan dugc ché o phuc vu hau mai chu ddo co
mot khong hai, tir d6 cuing c6 mdi quan h¢ hop tac gitra hai bén.

’ CHUONG A\ 11 '
GIAO KEO CAO HON TAT CA. CO BAT PUQC CA HAY KHONG PUQC QUYET PINH
BOI KY XAO "KEO LUOT"
Giao kéo la buéc cudi ciing trong qud trinh ban hang, ciing la buwde quan trong nhat, vi néu khong
di dén mét théa thudn thi moi cong suc ban bo ra déu la vé ich.

Viéc nay ciing giong nhu bdt cd & bién 16n, cho dit ban c6 thd ludi nhw thé ndo, c¢d mdc lwdi nhiéu
hay it, néu trong giai doan kéo luoi ma luoi bi thung thi ban sé khong bat duoc cd. Nhiing chi tiét
nho trong qua trinh giao keo co y nghia cuc ky quan trong dé di dén thoa thudgn cuoi cung, can
phai dwoc coi trong.

I. TAO MOI TRUONG BAN BAC TRAO POI, BOI DUGNG HOAN THIEN TiNH CACH
Havey Mackay noi: “Ban hang giéng nhu da bong, diéu then chdt nhat 1a ki xao “da béng vao cau
mon.” Vay ngudi ban hang phai lam thé nao dé nam viing “ky xdo d4 bong vao cau mon”?

Trong giai doan giao kéo, ngudi ban hang trudc tién phai cha ¥ dén moi trudng xung quanh, cd ging
tao ra moi truong thuan loi cho viéc thuong lugng véi khach hang. Tiép d6 ngudi ban hang cling phai
cht y dén tinh cam ctia minh, dirng bao gid vi thoa thuin sip dat dugc ma vui mirng ra mit, can gur

thai do than nhién, twoi cudi, nhu vay s€ tao cho khach hang su tin cdy. Pung bao gio xem nhe diéu
nay vi nhi€u khi n6 khong chi quyét dinh sy thanh cong trong giao dich ma con truc ti€ép anh huéng dén
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kha ndng phat trién ctia ngudi ban hang,

Ngudi ban hang thong minh ludn biét xoay chuyén tinh thé theo hudng c6 loi cho minh, diéu nay khong
chi 1a ky Xao chao hang ma con la ngh¢ thuat chao hang. Trong giai doan giao kéo, ngudi ban hang
phai ¢6 ging tao ra moi truong thudn loi cho viée ban bac, thuong lugng voi khach hang, khong bi bat
ctr ai hay viéc gi xen ngang. C6 thé tudng twong, néu trong qua trinh thwong luong xuat hién nguoi thir
ba thi khong chi ké hoach giao kéo bi dao 16n ma strc chi y ctia khach hang ciing bi phin tan, tham chi
con c6 thé khién khach hang thay ddi quyét dinh mua hang. Trén thuc té, c6 rat nhiéu ngudi ban hang
gidu kinh nghiém ciing d4 tirng mat di mot vai khach hang vi 1y do nay.

Mike Daniel 1a ngudi ban hang ndi tiéng nudc My, nim 21 tudi bat dau lam cong viée ban hang, dén
nay da c6 tham nién 30 nam. Hién tai ong dang 1a Chu tich hoi dong quan tri cia mot cong ty ndi tiéng
nuéc My. Trong nhirng nim thing ban hang, 6ng ta ciing ting thit bai trong giao kéo ky két chi vi
khong tao ra dugc moi truong thuan 191 cho viéc ban bac vo1 khadch hang. Khi mé1 1am cong viéc ban
hang, Mike Daniel nhiét tinh 1am viéc, nhiéu khach hang rat cha y dén san pham cua anh vi anh nhiét
tinh, nhung s 1an giao dich thanh cong cta anh lai rat it. Trudc hién twong ky la ndy, mot nguoi ban
cua anh la Wille Landes khuyén anh nén tao ra méi truong bi¢t 1ap khi ban bac védi khach hang. Trong
cong viéc, ngudi ban ndy phat hi¢n, kh1 ban bac v&i khach hang, Mike thudng bi nguoi khac quay ray,
hon thé, méi truong xung quanh rat 6n ao da phan tan sy cha ¥ cua khach hang. Nghe theo 101 khuyén
cia ngudi ban, tir 46, mdi 1an ban bac v&i khach hang, Mike lu6n tim cach tao ra moi truong yén tinh,
diéu nay da khién s6 1an giao dich thanh cong ting 1én nhanh chong,

Qué4 trinh giao dich ludn gip phai mdt sd tinh hudng bat ngd, lac ndy ngudi ban hang phai biét tiy co
ung bién va mot moi truong bi¢t 1ap s€ giup giao dich tién hanh thuan loi. Thi dy, & cong ty so tai cua
ngudi ban hang c6 thé dat mot phong don tiép dé doc 1ap giao tiép vdi khach hang. Néu ngudi ban
hang & cong ty so tai ctia khach hang, c¢6 thé xem xét moi trudng xung quanh, dé nghi khach hang tim
mot cin phong tam thoi khéng c6 ngudi, hodc dé nghi khach hang dua dén mot noi twong dbi yén tinh,
co gang tranh xa dién thoai. Néu noi ban bac thao luin khong thuan loi cho viéc trién khai cong viéc
thi ngudi ban hang c¢6 thé moi khach hang di 4n com trua hodc 14y ¢ quén tai liéu, hang miu roi hen
khach hang dén mot dia diém khac. Ngoai ra, dé ban hang thinh cong, ngudi ban hang ciing c6 thé thim
khach hang tai nha riéng. Du dung cach nao thi nguoi ban hang ciling chi ¢6 mdt muc dich, do6 la tao ra
mot moi trudng doc 1ap dé cung khach hang ban bac.

Néu nguoi ban hang thanh cong trong viée tao ra mdi truong ban bac t6t thi xem nhu da thanh cong
mot nira, nira con lai dén tir thai d6 cua nguo1 ban hang.

Mot ngudi ban hang 1an dau tiép xic véi khach hang thudng cam thdy cing thing trong giai doan tir
chao hang dén giao kéo, khién 101 1& dién dat khong du v hodc ling tang trong cir chi. Nhitng hién
twong nay thuong khién khach hang giam 1ong tin vao ngudi ban hang. Néu khach hang mat long tin
vao ngudi ban hang thi khong thé n6i dén chuyén ky két, giao kéo duge. Ciing nhu vdy, nguoi ban hang
cling khong thé vi giao kéo sip thanh cong ma vui mirng ra mit, diéu nay rat dé khién khach hang cam
thay ban 14 nguoi khong chin chan. Tir ctr chi, 101 ni cua nguoi ban hang, khach hang thudng suy doan
vé chit lugng san pham cua ho.

Brian Tracy 1a nha quan 1y va kinh doanh dang cap thé gidi, duoc coi 14 miu muc ctia nhitng ngudi
ban hang, nam 2003 6ng dugc x€p vao nhdm 10 ngudi ban hang ki€t xuat toan nudc M. Tuy nhién,
vao dip dau nam, trong qua trinh giao keo ban hang, do khong kiém ché tinh cdm ctia minh, 6ng da dé
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mat khach hang. Mot lan, thong qua cac mdi quan h¢, Brian lién h¢ dugc v&1 mot khach hang giau co,
ong da co dugc cam tinh ctia khach hang bang sy nhiét tinh va chan thanh ctia minh. Vi khach quyét
dinh sang hom sau s& ban bac va ky két don hang. C6 duoc thanh cong nhanh chong khién Brian vo
cung thoai mai vui vé. Tuy nhién, vi qua hung phan, Brian khong ch y t&i nhitng thay doi tim 1y rat
nhé ctia khach hang. Trong mat khach hang, Brian to ra khong dugc chin chan, khach hang cho ring
minh khong thé hoan toan tin vao Brian dugc. Két qua 13 Brian 1am mét 10ng tin ctia khach hang, don
dat hang cling khong canh ma bay.

Tur thi du trén c6 thé nhin théy, trang thai tam ly tu nhién 1a mot t6 chit rat can thiét cua nguo1 ban
hang. Vay, ngudi ban hang phai 1am thé nao dé cé dugc trang thai tam ly tu nhién? That ra viéc nay rat
don gidn, chi can ngudi ban hang c¢6 1ong tu tin, dong tho1 chl ¥ to1 cadc mat sau:

Trudce tién, ngudi ban hang phai bao dam ring nhitng doi hoi cua khach hang dugc dap tng bang
nhirng sdn pham hoac cach phuc vu minh dua ra. Phai tao dugc long tin véi khach hang thong qua qua
trinh giao luu. Ngoai ra, can d61 mat véi doi tha canh tranh bang thai do tu tin. Tiép theo, trong qua
trinh giao luu véi khach hang, can néi nang chung muc, ding lac, kip thoi nam bat thong tin giao dich,
chi can thoi co chin mu6i 1a 1ap tirc dua ra dé€ nghi ky két thoa thuan. Sau khi dat dugc théa thuan,
nguo1 ban hang phai chu y dén ctr chi, ngdbn ngt ctia minh, khong kiéu ngao tu man vi da dat duoc thoa
thuan, cling khong té ra qua that vong khi giao keo that bai.

Ngudi ban hang vu ti khong chi 12 ngudi tao ra mdi trudng ban bac t6t ma con biét giir thai do binh
than, tr nhién. Phai tin twong vao kha nang cua ban than, di€u chinh tot trang thai tam ly tu nhién.
Khong nén cang thang khi bi ttr choi, cling khong nén tu man khi giao dich thanh cong. Néu ngudi ban
hang thuc hién theo cac phuong phap trén thi chac chan ho s€ c6 dugc két qua giao kéo nhu y muon.
II. PE THUC PAY GIAO DICH THANH CONG CAN PHAI CO PHUONG PHAP CU THE
Dbi v6i ngudi ban hang, giao kéo 1a trén hét. Pé c6 duogc thoa thuin, ngudi ban hang khong nhitng
phai linh hoat irng pho véi céac tinh huong phat sinh ma con phai c6 cac bi¢n phap cu thé thuc day giao
dich.

Trong thoi gian ban bac, nguoi ban hang phai biét quan sat, phan tich tim 1y khach hang, tim hiéu doi
hoi cta khach hang d61 vai san pham va kha nang chap nhan gia cé cua ho.

Nhu vdy ngudi ban hang phai c6 nhitng phuong phap xac dang dé xuc tién giao dich.

Phuong phap giao dich khac nhau pht hop v6i nhitng khéach hang khic nhau, ngudi ban hang can phai
dung phuong phap cé tinh dot phd méi c6 thé chod thoi co va xuc tién giao dich thanh cong. Dudi day
xin gid1 thiéu mot vai phuong phap cu thé xic tién giao dich:

Phwong phap giao kéo truec tiép

Phuong phap nay con duoc goi 13 phuong phap di thang vao van dé, 1a phuong phap ngudi ban hang
truc tiép hoi khach hang xem ho c6 muoén mua hang hay khong. Phuong phap nay chi thich hop véi
nhirng ngud1 ban hang tu tin vao minh. Trudce khi dung phuong phap nay phai khang dinh xem khach
hang ¢c6 muén mua san pham hay khong. Trén thuc t€, nhi€u nguoi ban hang uvu tu rat thich dung
phuong phap giao keo truc tiép dé thuc day giao dich. Song phuong phap nay chi thich hgp véi nhirng
khach hang cii hoac ngud1 ban hang da hiéu ro khach hang c6 y dinh mua hang.

Mot vai ngudi ban hang vi khong tién mo1 khach hang dat hang, hoac sg bi tur chdi nén do du khong
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quyét dinh, nhu vay rat dé mat di co hoi tot. Nguoi ban hang can phai biét rang, trong trudng hop
thong thuong, khach hang khong muén dé xuat nhu cdu mua hang trude, ¢d thé vi ho muén minh cé
quyén chi dong hodc vi muén gitr mot hinh trgng ndo d6 cua ban than ho. Lic ndy ngudi ban hang
phai dé xuit giao kéo thoa thuin dé nang cao hiéu suit giao kéo.

Phuong phap chon viéc nhe, tranh vi¢c nang

Phuong phap ndy duoc nhitng nguoi trong nghé goi 13 phuong phap giao kéo nho hodc phuong phap
giao kéo thir yéu. Phuong phap niy duoc van dung khi khach hang van con y dinh dit mua hang nhung
lai do du khong quyét. Liuc nay ngudi ban hang khong nén voi vang doi1 héi khach hang théa thuan ngay
ma can phai c6 dugc su nhat tri vo1 khach hang & mot s6 van dé thir yéu, 1ay né dé xuc tién giao dich.
Céch nay doi hoi ngudi ban hang phai phan tich dugce tam 1y mua hang ctua khach, thong thuong khach
hang d& ndy sinh 4p luc tam Iy d6i v4i hang loat giao dich, ltic ndy ho twong doi can than, khong tuy
tien dua ra quyét dinh. Vi the, khi st dung phuong phap nay vira phai biét thim nhdp tung budc vira
dam dé cap dén van dé chu yéu. Mudn str dung phuong phap nay c6 hiéu qua, ngudi ban hang phai
phan tich chinh x4c tam 1y khach hang, dong tho1i trién khai cac van dé€ mot cach nhip nhang.

Phwong phap tir tir din dit

Phuong phap nay doi hoi ngudi ban hang phai c6 ki xao ngdn ngir, khéo 160 dan dat khach hang chap
nhan quan diém ctia minh, tr d6 khach hang quyét dinh dit mua hang. D6 1a phuong phap lién tuc dan
dat khach hang tra 161 cac van de, tr do thiic day ho quyét dinh mua hang.

Ngudi ban hang néu cho khach hang hang loat cau hoi tong hop dé khach hang co cau tra 101 khing
dinh, ri€ng cau héi cudi cung co lién quan dén théa thuan. Phuong phap nay doi héi ngudi ban hang
phai c6 duoc su tin cay cua khach hang va c6 cach chao hang nhat quan.

Andrian Bdle 13 mdt ngudi chio hang kiét xuit, ong ta sinh ra & e, theo bd sang dinh cu & My tir
nhd. Sau khi tot nghiép dai hoc, Andrian lam nghé chao ban hang. Hién Andrian 1a mdt trong nhirng
nguo1 ban hang kiét xuat nhat nudc My. Mot lan, Andria chao ban cuon Bach khoa toan thu cho mét
phu nit, nhung vi khach nay lai do du khong quyét, Andrian thay khach hang c6 y dinh mua that va da
khéo 1éo van dung phuong phéap tir ttr dan dat.

Andrian héi: “Thua ba, ba c6 cong nhan vi¢c con cai cua ba duge gido duc t6t 1a diéu rat quan trong
khong?”” Khach hang: “Pung vay.”

Andrian: “Vay ba c6 cong nhan con cai lam bai tip tot 1a mot phan ctia gido duc t6t khong?”

Khach hang: “6, dung nhu vy.”

Andrian: “Ba ¢ cong nhan sach tham khao t6t s& gitip con cai hoan thanh bai vé tot hon khong?”
Khach hang: “Rat ding!”

Andrian mim cudi noi: “Vay toi nghi ba da chuan bi mua cudn bach khoa toan thu niy, dung khong?”

Cudi cung Andrian di ban dugc cudn Bach khoa toan thu. Andrian thanh cong khong chi vi ¢6 dau oc
linh hoat ma di€u quan trong hon 1a 6ng ta da chiu khé quan sat khach hang, dong thoi thong qua vigce
phan doan tam 1y khach hang d€ c6 phuong phap chinh xdc, ddy méi 1a then chét € Andrian chién
thing.

Phwong phap “co hdi cudi ciing”
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Pay 1a phuwong phap phu hop véi tit ca moi ngudi ban hang. Lam cho khach hang thudng xuyén mua
san pham ctia minh, d6 1a muc tiéu cua ngudi1 ban hang. Phuong phap “co hoi cuodi cung” co thé giup
nguoi1 ban hang dat duge muc ti€u nay. That ra, ham nghia cta phuong phap “co hoi cudi cung” rat
don gian, d6 1a khi khach hang xem san pham, ngudi ban hang dua ra ky han wu dai ctia san pham.
Phuong phap nay lgi dung tam 1y s¢ hét co hd1 dugc huong vu dai cua khach hang dé 1am ting cam
giac cang thang, don nén cua ho, tr 6 khach hang nhanh chong ha quyét tam mua hang.

Phwong phép xac nhin chi tiét

Phuong phap nay doi hoi nguoi ban hang phai ¢ kha ning phan biét chi tiét.

Chi tiét dugc chia thanh chi yéu va thir yéu. Khi nguoi ban hang ban luan nhitng van dé chi tiét vai
khach hang, ho luon dua khach hang vao tinh huong giao dich gia thiét. Thi dy, tho1 gian giao hang, dia
diém giao hang, phuong thirc giao hang va ki€u dang, chung loai, s6 lugng san pham, v.v... Néu khach
hang xac nhan nhirng chi tiét do ngud1 ban hang dua ra, di€u nay chirng té khach hang rat muon mua
hang. Lic nay nguoi ban hang c¢é thé dé xuat yéu cau giao dich.

Phwong phap da du tinh

Phuong phap da du tinh con dugc goi 1a phuong phdp giao dich gia dinh. Khi van dung phuong phap
ndy, trudc tién ngudi ban hang phai nhan dinh khach hang c6 thé giao dich duogc, dong thoi phai quan
triét tur twdng ndy vao toan bd qua trinh ban hang cho dén giao dich cudi cung. That ra phuong phap
nay rat don gian, nguoi ban hang chi can gitr duoc kha ning phan doan va quyét tim ctia ban than, xac
dinh khach hang “s& mua hang” dong thoi thé hién cach suy nghi nay trong 101 ndi, cir chi va thai do
ctia minh, khién khach hang khong thé dua ra 1y do tir chdi.

Phuong phap nay co thé gitip khach hang ting thém 1ong tin d6i v6i nguoi ban hang va ting quyét tim
mua hang. Khi van dung phuong phip ndy ngudi ban hang phai chd ¥ phan tich ti mi, chi tiét xem
khach hang c6 tiép nhan duoc hay khong, dong thoi cd ging tao ta bau khong khi ban bac nhe nhang, 6n
hoa, tu nhién. Néu dit ra nhitng cAu hoi mang tinh don ép khach hang thi x4c suat thanh cong sé& rét
thap.

Winder Robert 14 nha kinh doanh ndi tiéng toan cdu. Nam 2001 ong bau chon 13 mdt trong nhitng
ngudi ban hang ndi tiéng nhat thé gii, hién ong co cong ty ban hang & khap cac thanh phé 16n cia
chau Au. Khi con tré, Winder Robert di van dung thanh cong phuwong phap nay va cé dugc hang loat
don dat hang ctia khach hang. Mot 1an, 6ng dén Pa-ri, cting mot thuong gia & d6 thio ludn vé van dé
mua ban may. Hai bén gip nhau va ban bac trong bau khong khi rt hoa thudn, hitu hao. Vi thwong nhan
ndy von con nhiéu diém nghi ngd vé san pham, nhung cudi cung bi khuat phuc boi long tr tin cta
Winder va dong ¥ mua tit ca nhitng san pham ctia Winder.

Chi c6 khong ngirng thay d6i ban than, ngudi ban hang mdi ¢6 thé thich tng tot hon véi thi truong ludn
bién dong. Cung véi viéc khong nging tich lily kinh nghiém, ngudi ban hang con phai khong nging boi
dudng cho minh ¥ chi khic phuc kho khin, ddng thdi con phai khéo 160 van dung cac phuong phap ban
hang dé tirg budc hoan thién ki ning ctia minh. Chi ¢6 nhu vay, ngudi ban hing méi ¢ thé hoan thanh
nhiém vu ban hang t6t hon va thu duoc nhiéu loi nhuan hon.

III. KHEO LEO VAN DUNG NGON NGU

Trong qué trinh chio hang, ngudi ban hang ludn gip phai cac tinh hudng phat sinh, thim chi c¢6 lac tinh
hinh tr& nén rat xau. Tuy nhién, chi can nam dugc ky xdo ngén nglr khéo I€o, ngud1 ban hang sé co
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duoc két qua tuyét voi. Ngbn ngir khéo 160 khong chi ¢ kha ning thu phuc 1ong ngudi ma con cé thé
khién nguoi ban hang khoi thong quan hé vai khach hang. Mudn tré thanh ngudi ban hang wu ta, trudce
tién phai hoc ki xao sir dung ngdn ngit. & mirc d6 nhat dinh, ngdn ngir khéo 1éo khong chi 1a ki xao ma
con 1a nghé thuat hanh vi.

Khi ban bac véi khach hang, ngudi ban hang co thé thong qua viée str dung ngdn ngir dé dat duoc muyc
tiéu. N6i mot cach don gian 1a ngudi ban hang chuan bi cho khach hang hai phuong an dé ho lua chon,
du khach hang lyra chon phuong 4n no thi hai bén ciing s& nhanh chong di dén giao dich.

Ngon ngir 1a cong cu giao tiép truc tiép ctia loai nguoi, gidi van dung ngdn ngir khong chi rat ngin
khoang cach gitra ngud1 voi nguoi ma con giup ching ta hieéu d61 phuong to6t hon. Néu van dung tot
ngdn ngir, ngud1 ban hang chac chan s€ thu dugc két qua nhi€éu hon y mudn.

Khi dbi mat véi khach hang, ngudi ban hang khong chi can khéo 1éo van dung ngdn ngit ma con phai
hoc dé biét cach ing pho véi khach hang. Mdi khach hang déu c6 ca tinh doc 1ap, khong thé hanh dong
hoan toan theo y mudn cta ban, vi vay, chi khi hiéu dugc khach hang minh muon hop tac thi nguo1 ban
hang mé1 ¢6 thé nam dugce tdm 1y cua ho, tir A6 nang cao thanh tich ban hang ctia minh.

Pat t&i ranh gi¢i nay khong phai 1a viéc dé dang. Trudc tién ngudi ban hang phai gitt dugc trang thai
tam Iy 6n dinh, khong nong ndy gian dir vi thai do cua khach hang. Khi giao Iuu véi khach hang, nguoi
ban hang phai kién nhan, binh tinh doi mit véi khach hang.

Wood Williams 12 mdt nha kinh doanh xut sic, trong cong viéc 6ng ta gap du loai khach hang. Mot
lan, 6ng dugc cir dén mot cong ty thuong mai mau dich & New York dé ban hang, 6ng chu ctua cong ty
nay la mot ngudi cé tinh khi khong tot, da c6 rat nhi€éu nguoi1 ban hang va cham vdi ong ta. Tuy nhién,
Wood lai cho rang day 1a co hdi rat tot. Wood hen véi ong chu kho tinh nay vao 8 gio sang hom sau dé
trao d6i van dé mua ban. Hom sau, troi vira sang Wood d3 c6 mit tai cong ty nay, kién nhan cho doi.
DPén 10 gior vi giam doc méi dén, Wood khong to vé kho chiu ma van né nu cudi than thiét, cung 6ng ta
dam phan. Trong qua trinh ddm phan, 6ng chi ndy da nhiéu 1an giy kho dé cho Wood, song anh van giir
binh tinh va cu6i cung da thanh cong, ky dugc don hang véi 6ng ta. Sau nay, 6ng chi no can loai hang
hoa gi déu goi cho Wood dau tién.

Khi d6i mit voi khach hang, ngudi ban hang can kién nhin, binh than chiu dung va thuyét phuc ho.
Nhu vay, du giao tiép voi doi tuong khach hang nao ban cling sé dugc chao don.

IV. KHACH HANG KHAC NHAU PHAI CO SACH LUQC UNG PHO KHAC NHAU

Trong hoat dong ban hang, nguo1 ban hang thuong gap phai nhirng khach hang c6 tinh cach khac nhau.
Giao dich vé1 nhitng khach hang kho tinh da khién rat nhi€éu nguoi dau dau. Trén thuc t€, bat ké khach
hang nhu thé nao, chi can biét chiéu theo ¥ ho, nam chinh x4ac tam 1y cua ho thi kha nidng giao dich
thanh cong s€ rat cao.

Nha kinh doanh Milton Cottle da tong két duoc miy kiéu khach hang dudi day, dong thoi dé ra nhitng
sach lugc g phé vai ho:

Kiéu khach hang bé ngoai té ra hiéu biét

Kiéu khach hang ndy bé ngoai o ra 1a chuyén gia nhung lai khong hiéu gi vé nhitng kién thirc chuyén
mon. Khi giao ti€p voi kiéu khach hang nay, ngudi ban hang thiéu kinh nghi¢m thuong thay kho khan,
thong thuong s€ bi lang tiang. Ki€u khach hang nay c¢6 khao khat thé hién rat cao, nhay cam, rat dé y
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dén cach nhin nhan va cam gidc ctia ngudi khac d6i véi minh. Vi thé, khi d6i mat véi kiéu khach hang
nay, nguoi ban hang phai chu y ctr chi, 101 n61 va thai do cua minh, trudc ti€n can phai bao toan “thé
dién” cua khach hang, sau d6 madi thong qua dam phan dé lam rd y dinh cua déi phuong, tién td1 vige
dan dat suy nghi cta ho theo hudng c6 1g1 cho giao keo, tr 6 ban dugc san pham cua minh.

Kiéu khach hang cé tinh cach huéng néi

Khach hang c6 tinh cach hudng ndi thuong it noi, day 1a kiéu khach hang khién ngudi ban hang phai
dau dau nhat. Ngoai ra, khach hang kiéu hudng ndi cling rat dé dua cudc ndi chuyén roi vao bau khong
khi hoai nghi, buén chan. RS rang nhirng diéu nay khong c6 191 cho vi¢c trién khai hoat dong ban hang.
V61 kiéu khach hang nay ngudi ban hang can tim ra chi dé khién déi phuong cé hing thi, tranh thu
tinh cam cua ho, rat ngan khoang cach dé cudc noi chuyén dién ra thuan loi. D61 mat véi khach hang
nay nguoi ban hang phai chi dong hoi han nhi€u hon, budc do61 phuong phai tra 161, ttr d6 ting budc
nam chac tam Iy cua ho.

Kiéu khach hang néi nhiéu

Kiéu khach hang nay noi lién tuc, thao thao bat tuyét, luon trong tu thé bién khach thanh chu, khong cho
nguoi ban hang c6 co hoi dé gidi thi¢u san pham. Tuy nhi€n, nguoi ban hang phai luén y thirc rang,
khach hang hay n6i con dé doi pho hon khach hang khong né1 gi. Chi can luu y mdt chat 1a ban co6 thé
phat hién dugc mot vai so hd trong 161 nd1 ctia khach hang, tham chi ca mét s6 thong tin quan trong rat
cO gia tri cho cong viéc cia minh. Khach hang n61 nhiéu s€ dé€ 16 nhiéu thong tin, dong thoi cling dé
cho ngudi1 ban hang c6 dua thoi gian dé suy xét nén 191 dung nhirng thong tin nay nhu thé nao.

Ngudi ban hang chi can kip thoi nim chic nhitng so hd trong 11 néi cta khach hang, truc tiép dé cap
dén mau choét cia van dé 1a co thé khong ché cuc dién giao tiép.

Kiéu khach hang thang tinh

Kiéu khach hang nay rat it quan tim dén cach suy nghi va cam thu ctia d6i phuong, tham chi cho ring
minh hiéu sau biét rong, khong coi trong ngudi ban hang,

Loi ndi ctia kiéu khach hang nay thudng khién nguodi ban hang roi vao tinh hudng kho xtr. Nguoi ban
hang phai nhan thirc duoc rang day tuyét nhién khong phai 1a ac y ma chi 1a do ca tinh ctia ho. Hon
nita, ngudi ban hang ciing khong nén quén: kiéu khach hang nay thudng dung phuong thire truc tiép dé
suy nghi va giao tiép, mot khi ngudi ban hang khién ho nay sinh hirmg tha véi san pham thi s& rat nhanh
chong c¢6 dugce don dit hang vi niang luc quyét doan ciia kiéu nguoi ndy rat manh mé.

Kiéu khach hang hoai nghi

Khach hang kiéu nay luon mang dén cho moi ngudi cam giac hodc 13 khong ndi, hodc da nodi thi hoi
lién tuc khong nging, tham chi cung mot van dé ma hoi di hoi lai dén vai 1an, khong quan tim dén
trang thai cam xic ctia ngudi ban hang. Kiéu nguoi ndy c6 long hiéu ky manh mé, thich hoi rd ngon
ngudn méi thoi, hoai nghi tat ca. Trudc khach hang c6 ¢4 tinh ndy ngudi ban hang cin cin cir vao xuit
phat diém cua cac loai nghi van dé Gmg pho, kién nhin tirmg budc 1am tiéu tan ndi lo ctia ho. Ngoai ra,
can phai chi dong so sanh hiéu qua va loi ich ctia san phdm voi nhitng san pham khéc cung loai dé
tang hiéu qua thuyét phuc khach hang.

V. BA BUOC CUA GIAO KEO: PE XUAT GIAO KEO, RA QUYET SACH VA KY PON
HANG
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Linh hoat nim thoi co, dé xuat yéu ciu giao kéo

Muc tiéu cudi ciing cta hoat dong chio hang 1a hoan thanh giao dich, vi vy ngudi ban hang phai nim
chac thoi co, dé xuat yéu cau giao kéo v khach hang. Muon 1am duge di€u nay nguoi ban hang phai
cO kha nang nhin nhan, xem xét nhay bén, dong tho1i trong sudt qua trinh ban hang phai chu y theo doi
chat ché moi1 101 no1, cur chi cuia khach hang, dac biét 1a phai biét Iy gidi ngdn nglt co thé cta khach
hang, nhan biét chinh xac thong tin giao kéo do khach hang thé hién.

Trong thue t€ ban hang thuong xay ra tinh hudng: khach hang c6 thé rat hai 1ong voi san pham, ho cling
thira nhan trinh d¢ kién thirc nglnep vu cua ngudi ban hang va uy tin ciia doanh ng}nep, song cudi cung
lai khong ky vao don hang. Do nhiéu nguyén nhan, khach hang thuong khong mudn cht dong dé xuét ky
don hang, nhung trong qua trinh giao ti€p, thong qua ngdén ngtr, cur chi, ho s€ phat ra mot vai tin hi€u
mua hang. PBiéu nay doi héi ngudi ban hang phai c6 kha nang nhay bén dé nhan biét chinh xac nhiing
tin hiéu nay.

Trong giao tiép, khach hang thudng biéu hién thong tin giao kéo chil yéu bang cac phuong thic sau:
Thai do

Thai dd 1a tin hi€u giao kéo quan trong. Thai d ctia khach hang dan dan chuyén bién tir tiéu cuc, 1anh
dam sang twrong doi nhiét tinh chirng t6 ho da chuan bi ti€p nhan san pham hodc cach phuc vu cua
ngudi ban hang, Nhitng chuyén bién nay bao gom:

e Moi nguoi ban hang vao phong lam viéc dé tiép tuc noi chuyén.

Bong nhién goi tro ly mang ca phé, tra vao moi ban.

Dirng céng viéc dang lam dé nghe gidi thiéu.

Twr cho lién tuc noi vé nhuoc diém cua san pham dan chuyén sang im lang.
Ngon ngir co thé

Théng tin tir ngdn ngit co thé cta con ngudi thudng phong phii hon ngdn ngit cta 191 néi, c6 tinh khong
xac dinh cao hon. Vi thé, dé phan doan thong tin nay ngud1 ban hang phai nhay bén va phan doan tot,
tranh bo 16 co hoi giao keo.

N6i chung, ngdn ngir co thé ma khach hang c6 y dinh mua hang thé hién ra 1a twong d6i tich cyc. Thi
du, khi nghe gid1 thi€u san pham ho khé mim cudi1 va gat dau, nét mat twoi tinh, cham chi lang nghe
ban nodi, nghién ctru nhirng mau hang hoac tu liéu ban mang theo, dong thoi lién tuc héi thém vé chi
tiet; lay may tinh ra tinh toan gia ca...

Théng tin khi doi thogi

Nhirng théng tin nay khong nham vao viéc hoi truc tiép dén san pham, do d6 ngudi ban hang phai nam
that chic dé tranh ro ri nhu:ng thong tin quan trong, bo 10 co hoi giao dich. Trong tru:ong hop thong
thuong, khach hang déu mudn théng qua viéc dé dat yéu cau hodc cam thu tich cuc dé bay t6 ¥ mudn
mua hang ctia minh. Thi dy:

“Téi ¢6 nguoi ban mua bg quan do nhw vy, nghe néi ddy la mot thinh hanh nhdt ndm nay, téi ciing
twong doi thich.”

“Bo toi dau khop rdt nang, nghe noi loai thuoc nay rat cong hiéu, mong rang no sé co ich voi bo
toi.”
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“Kiéu dang rdt dep, mdc vao ciing rdat dé chiu, nhung khéng biét mau nay cé hop véi téi khéng?”
Théng tin sdn phim

Néu khach hang hoéi don déap, rat ti mi cin k& nhitng thong tin c6 lién quan dén san pham, thim chi
nhirng cau hoéi nay déu nham myc dich mua hang, thi dy, héi thoi gian giao hang, phuong thirc thanh
toan, tinh an toan khi str dung, chat lugng san pham... di€u nay cho thay y dinh mua hang cua ho rat ro
rang.

Y dinh mua hang ciia khach hang thudng duoc thé hién bang nhiéu phuong thirc, vi thé ngudi ban hang
phai nhan biét va nam bat mdt cach kip thoi, chinh xac, nhu vay méi ¢6 thé nam chac thoi co ctiia moi
lan giao dich.

Théng thuong, ngoai viéc nhan biét nhitng tin hidu cua khach hang, trong quéa trinh dén thim khach
hang, ngud1 ban hang con co6 nhirng thoi co thich hgp dé xuat yéu cau giao keo dudi day:

o Khi khach hdng dang vui vé khéng khi ban bac trao déi thodi mdi, nhe nhang, dé la thoi co
tot nhdt dé dé xudt yéu cau giao kéo. Thi du, lic khach hang bdt dau moi ngum ban hang
uong cafe hoac an banh ga-to, dleu nay chirng to khach hang dang rat vui, néu ngu’m ban
hang ndam dwoc co héi nay dé xudt yéu cau giao kéo thi chéc chdn ty 1é thanh céng sé rat cao.

e Sau khi tién hanh gidi thiéu thwong pham va thuyét minh san pham, ngueoi ban hang co thé
nhdn lic @6 héi khdch hang kiéu loai va sé liwong hang ma ho can mua hodc ddc trung bén
ngodi ciia mau sdc. Pdy ciing la mét trong nhitng thoi co tét nhat dé dé xudt yéu cau giao kéo.

Néu khach hang ¢ ¥ kién phan ddi, nguoi ban hang phai giai thich cho ho hiéu, sau d6 trung cau y
kién cua khach hang, hoi xem khach hang d3 hiéu rd chua, ¢ chd ndo can phai thuyét minh bd sung
khong? Khi khach hang di dong ¥ v6i thuyét minh, nguoi ban hang phai ndm chic thoi co dé hoi xem
khach hang can loai san pham ndo, ltc nay cling 1a co hoi tot dé dé xuat yéu cau giao keo.

Xac dinh diing thoi co, yéu ciu khach hang ra quyét sach

Sau khi da thanh cong trong viéc dé xuat yéu cau giao kéo, ngudi ban hang con phai nam chac thoi co,
chu dong dé xuat giao dich. Nguo1 ban hang can nam virng mot s6 ki xdo va phuong phdp nhat dinh dé
tao ra co hdi giao dich.

Goi y nhu cdu cia khdch hang

C6 lc, mic du khach hang da c6 ¥ dinh mua hang song van con chat do du, chan chir. Lic ndy ngudi
ban hang phai nam chac van dé ma khach hang quan tdm, nhe nhang goi ¥ nhu cau cta khach hang, nhu
vay s€ rat co hi¢u qua trong viéc thuc day giao dich thanh cong. Thi du:

“Ba nha rat thich kiéu dang chiéc tai ndy. Sao dng khong mua ting ba ay?”

“Hién nay rat nhiéu truong hoc déu mé 16p hoc may tinh, néu trong nha khong c6 mdy tinh, con cai chi
hoc 1y thuyét thi rat kho nam virng k¥ nang thao tac thyc te.” “Phong khach rong rai nhu thé nay rat phu
hgp véi cé tinh thich giao luu ban bé cua 6ng.

Nhén manh wu thé ciia san phim

Trong gid phat quan trong sip dat dugc giao dich, khach hang rat mong dugc ngudi ban hang gitp d&
va ung ho. Nguoi ban hang phai nhd, Iic nay can tap trung nhan manh wu thé ctia san pham, dac biét 1a
nhirng uu thé ma khach hang quan tdm va hai 1ong. Thi du:
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“Ong qua 1a c6 con mat tinh do1, sdn pham nay c6 vu diém1a...”
“Chutrc nang xir ly hoan toan ty dong cuia san pham s€ giup ong ti€t kiém duoc thot gian va cong stic.
Dung ngon ngir té nhi dé dién dat nguyén vong giao kéo

Khi thiy khach hang c6 y dinh mua hang, ngudi ban hang phai chi dong dé xuat yéu cau giao kéo, nén
tranh dung nhitng tir nglt c6 tinh thuong mai nhay cam dé thuc giuc khach hang ky don hang nhu don
hang, hop dong, diéu khoan..., cling khong nén thuc giuc khach hang c6 quyét dinh; vi nhirng cach lam
nay dé khién khach hang khong hai long. Cang dén gin gio phut then chdt, ngudi ban hang cang phai
chu y dén 161 nd1 va thai do ctia minh. Luc nay can phai co6 thai d§ va ngt khi dung muc, dung phuong
thirc tham hoi xa giao khach hang, c6 giang dé khach hang cam thay thoai mai, dé chiu. Thi du:
“Ong can ngay bay gio hay dé sang mai t6i mang dén tan nha?”
“Ong thich loai bao gbi nio?”
“Ong mudn giao hang mot 1an hay giao hang nhiéu 1an?”
Néu nguoi ban hang nam chac thoi co va lam tot diéu nay thi con dudng di dén thanh cong khong con
Xa nua.
Din dit khdch hang néi ra vin dé ciia minh
Trong ban hang, ngudi ban hang c6 thé gip phai tinh hudng sau day: khach hang c6 hing thi véi san
pham, ho cling té ra rat thich mua hang song lai chan chir khong quyét dinh dut khoat. Trudng hop nay
thuong do cac nguyén nhan dudi day:

e Khach hang co mot vai ban khoan nhung khong noi ra.

e Bdn than khdch hang khéng cé quyén quyét dinh mua hang, cdn phdi thuong luong véi nguoi

chu quan.
o Khdch hang thdy wu diém va khuyét diém ciia san phdam nhw nhau, cam thdy khé cdn nhdc loi
hai, dwoc mat.

Lam thé nao dé c6 thé xac dinh dugc nguyén nhan do du cta khach hang? Hoi khach hang 14 cach 1am
tot nhat.
Ngudi ban hang can phai din dat khach hang noi ra nguyén nhan, loai bé kha ning dun day trach
nhiém, cd gang tim hiéu dong co that sy an chira bén trong nhiing v kién phan do1 cong khai.
C6 thé truc tiép hoi khach hang: “Con 1y do nao khac khong?” dé tim ra nguyén nhan thuc sy khién
khach hang do du. Ciing c6 thé hoi do: “Cé phai 1a do von quay vong khong thuan 1g1?” Cau hoi nhu
vay cling c¢o thé dan dat khach hang n6i ra nhitng van dé ma ho gdp phai.
Y kién ctia khach hang ciing 1a mot kiéu tin hiéu mua hang, can phai dugc coi trong. Dan dat khach
hang ndi ra va gitp ho giai quyet nhitng ban khoan con ton tai s€ gitp cho viéc giao dich dién ra thanh
cong.
Tim dung thoi co ky don hang
Trong cong viéc, ngudi ban hang tiép can khach hang khi da duoc chuan bi day du, gidi thiéu ti mi vé
san pham, dong thoi tra 101 tot nhitng cau hdi cé lién quan, khi da c6 dugc nhan thirc chung véi khach
hang thi can phai phan tich xem lam thé nao dé co thé tién hanh ky don hang, vi muc ti€u cudi cung ctia
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qua trinh ban hang la don hang.

Ky don hang 13 budc két thuc t6t dep clia qua trinh giao dich. Trudc khi ky don hang, bat ké viéc gi
cling co thé xay ra. Vi thé, ndm chac thoi co, nhanh chong ky don hang 1a budc quan trong trong giao
dich.

Lam thé nao dé ky dwoc don hang nhanh chéng?
Cao trao cua dam phan ban hang 1a 1ai cau chuyén sang ky don hang.

Thi du: “6ng khong con van dé gi nira, ding khong? Day 1a khé udc mua ban, moi éng ky va dong dau
gitp”. Néu khach hang néi: “Khong, hiy doi mot 14t.” thi ngudi ban hang phai hoi tiép ngay: “Phai
ching t6i noi c6 chd nao khéng duoc rd?” Tém lai, phai dan dat khach hang di dén quyét dinh mua
hang. Bat ké d6i phuong c6 phan tng nhu thé nao, nguoi ban hang déu phai chuan bi ngon tir dé tng
pho v61 ho. Ngon ngilt phai khon khéo, hop 1y hop tinh.

Néim chdc thoi co nhuw thé nao?
Sau khi dam phéan, viéc nam chic thoi co ky giao kéo ciing gidng nhu diém mét cho rong trong tranh.

Trong giao dich véi khach hang, khi thay thoi co di ti, ngudi ban hang phai nhan dip d6 1am tot cong
tac chuan bi ky don hang. Thi dy, dién san nhitng thong tin ¢ lién quan nhu tén ho ctia khach hang,
loai sdn pham ma khach hang thich... Bi€u nay khién khach hang cam thay viéc giao dich da dugc xac
dinh.

VI. BON KY XAO TRONG QUA TRINH GIAO DICH

Trong ban hang, diém mau chdt quyét dinh viéc c6 nim chic phuong phap va k¥ xao giao dich hay
khong 1a sy mong mudn ctia ban than nguo1 ban hang. Mong mudn tr¢ thanh ngudi ban hang xuat sac
thiic giuc ngud1 ban hang di sau tim to1, kién tri rén luyén cac ky xdo va phuong phap ban hang,

Ngudi ban hang c6 thé 1am theo bon phuong phap va ki xao giao kéo dudi day:
Phuwong phap nhan 1oi giao keo

Phuong phép ndy pht hop voi mdt sb giao dich dinh mirc 16n, thi du don gia san pham rat cao, sd tién
khach hang phai tra rat 16n, rii ro mua ban ciing trong ddi 16n nhung khach hang lai khong hiéu nhiéu
vé san pham, ciing khong nim chic dic tinh va chit luong ctia san pham, v.v... Lic ndy nguoi ban hang
phai bao dam dé ting niém tin cho khach hang khi mua hang,

Nhan 16i giao kéo 1a phuong phap nguoi ban hang truc tiép dua ra sy bao dam véi khach hang, dé
khach hang ky két giao kéo. Bao dam giao kéo 1a hanh vi ctia ngudi ban hang. Thi du: “Xin 6ng yén
tam, 16 hang dién tir ndy ching toi nhat dinh s& giao dung thoi gian, hon nita viéc ndy lai do t6i truc
tiép don ddc lap rap, sau khi quy cong ty dung thir xong, t6i s& bao cdo 1én Tong giam dbc.” Hoic:
“T6i dd co thoi gian 5 ndm lam viéc & cong ty, co rat nhiéu khach hang hai 1ong v&i cach phuc vu cta
to1, xin 6ng yén tam.” Noi cho khach hang biét ban 1a nguoi truc tiép tham gia va chiu trach nhiém,
day chinh 1a phuong phdp nhan 161 giao kéo.

Phuong phap nay cé thé gitp loai bo nhitng bian khodn va vudng mic tim 1y ctia khach hang trude khi
giao kéo, dong thoi co thé ting thém stc thuyét phuc va kha ning 16i cudn cua ngudi ban hang, giup
ngudi ban hang xir 1y hoan hao mdt vai vudng mic co lién quan dén viée ky két giao kéo gitra hai bén.

Khi str dung phuong phap nay ngudi ban hang phai dua vao nang luc quan sat nhay bén cta ban than,
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nam bat chinh xac nhitng vudng mic tm 1y cua khach hang, nhaim dung vao nhitng van dé ma khach
hang lo lang nhat dé truc ti€p dé xuat diéu kién bao dam giao kéo c6 hi¢u qua, tir d6 xua tan nhitng ban
khoan cua khach hang, thuc day giao dich thanh cong.

Phwong phap giao kéo chan chir khong quyét
Phuong phap nay chu yéu nham vao khach hang khong xac dinh.

Nhiéu luc khach hang t6 ra da thich tha va cé ¥ dinh mua hang twong dbi rd rang nhung lai chin chir
khong quyét dinh. Luc ndy ngudi ban hang c6 thé van dung phuong phap giao kéo chan chir khong
quyét, tir “mua hay khong mua” chuyén sang “cé kha ning mua khong”. Vi du, ngudi ban hang co thé
noi: “To1 théy ong c6 con mét rat tinh doi, loai hang nay ban rat chay. Hién t61 chua xdc dinh duoc
trong kho ¢6 con hay khéng, xin 6ng vui 1ong chd dé i kiém tra lai.” Xét tir goc d6 tam 1y, nhitng thir
can ma khong c6 thi khach hang cang mudn c6. Nguoi ban hang giau kinh nghiém thuong nim rat chac
co hoi, tao ra mot gia dinh. Thi du, khi ban bat dong san, nguo1 ban hang khong bao gid voi gioi thigu
ngudn gbc nha ctra ma trude tién ho gidi thidu voi khach hang vé ngdi nha, giai dap nhitng cau hdi c6
lién quan. Sau khi di loai bo dugc nhitng bin khoan ciia khach hang, thiy khach hang rat muén mua
nha roi ho m&i néi dén ngudn gbe ngdi nha. Tuy nhién, ngudi ban hang can phai biét rang: day 1a
phuong phap du trén co sé ndm chinh xac tim 1y khach hang, van dung linh hoat k¥ xao dé thuc day
giao dich chir khong phai 13 hanh vi lira bip khich hang. Cudi cung, thdi do chan thanh van 13 yéu t6
161 nhat dé ban hang thanh cong.

N6i chung, c6 nhitng 1y do dudi day khién khach hang chan chir khong quyét:
Pirng truéc nhiéu kiéu mdu hang héa, khdch hang thdy khé lwa chon

Trong trudng hop nay ngudi ban hang phai ding trén goc do cua khach hang, véi nhdan quan ctia nguoi
c6 chuyén mén dé gitp khach hang c6 dugc quyét dinh, déng thoi dua vao nhimng kién thirc chuyén
mon va kinh nghiém ban hang ctia minh dé dé xuat y kién cho quyét sach ctia khach hang. Nguoi ban
hang ciing can cha ¥ dén viéc dung tir ngir, c6 thé ndi: “Theo kinh nghiém cua t6i, toi thiy 6ng tot nhat
nén chon...”, cach néi nhu vay c6 thé dan dat khach hang giao dich, can tranh dung nhitng tir nhu “Ong
nén...”, “Ong phai...” dé gay phan cam cho khach hang.

Khach hang vian chwa ro vé san pham

Théng thudng, nguoi ban hang ¢ thé thong qua phuong phap hoi truc tiép khach hang dé phat hién
truong hop ndy, thi du: “Co phai t6i van con thiéu sot gi?”, “Phai ching con c6 chd nio tdi trinh bay
chua dugc rd rang?”, “Cé thé dé toi trinh bay lai ti mi mot luot duoc khong?” Dung cac cau hoi nay
dé tirng budc xua tan nghi ngo, ban khodn cua khach hang,

Khdch hang chwa thdt sw tin vao ngwoi ban hang va cong ty cua ho

Ban hang 12 qua trinh giao luu 10ng tin va tinh cam. Néu nguoi ban hang khong du 1ong tin dé ndi vé
san pham cua minh thi rat kho co thé ban duoc hang. Cling nhur vay, ctr chi, 101 néi ctia ngudi ban hang
néu khong thé hién duoc trinh d6 chuyén nghiép va do tin cay thi ciing khong thé chiém dugc long tin
cua khach hang. Noi tém lai, voi nguoi ban hang, thai do tu tin, lac quan, tich cuc, thanh khan va trinh
d6 chuyén mén 1a nhitng yéu td v6 cling quan trong.

Phuong phap giao kéo sir dung trudc

Cach lam nay XuAt phat tir mdt cau chuyén 1y thu: Mot hom, cé mot ba me dét dira con vao ctra hang
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ban vat nudi, dtra bé thich con chd nhé dang yéu song ba me khéng mudn nudi chd trong nha nén khong
mua cho con. Ptra bé khoc. Chii cira hang budce dén va noi: “Thé ndy nhé, néu mubn, ba co thé mang
con chd vé nhd, dé nd & nha ba 2 - 3 ngdy, sau d6 tiy ba quyét dinh. Pén luc d6 néu van thiy khong
thich, ba c6 thé mang tra lai.” Két qua 1a vai ngiy sau, ca nha déu thich chii chd nho dang yéu va ho
cung dén ctra hang mua cha chd nay.

Day 1a phuong phap ban hang cho khach sir dung trude, tra tién sau.
Phwong phap giao kéo suy doan

Phuong phap niy chu yéu nham vao khach hang c6 thai do cu tuyét. Nguoi ban hang co thé gia thiét
trudc nhirng van dé khach hang suy nghi sau khi giao kéo ro1 tién hanh phan tich, phan loai khach hang,
nam chac k¥ xao hoi han.

Thi dy, khi khach hang mua mot can nha, c6 thé gia thiét réng vi¢c giao dich voi khach hang da hoan
tat, nhu vay khach hang c6 thé s& suy nghi dén sé ting, kiéu cin ho, cach tra tién, cach quan 1y va cac
dich vu khic. Ngudi ban hang can phai giai thich cin k&, ti mi nhitng van dé nay cho khach hang, sau
d6 manh dan thdm do ¥ dinh mua nha cta khich hang, can tranh cich néi qua thang thirmg nhu hoi
khach hang “cé mua hay khong” “can mua hay khon cO dinh mua khong?” ma nén héi nhirng cau
sau: “Toi thdy 6ng twong ddi hai 1ong vé cin nha nay, dung khong?, “Tbi thdy Ong rat thich cin nha
ndy, c6 phai vay khong?”, “Pay chang phai 1a cin ho ma 6ng dang theo dudi sao?” Phai hoi khach
hang bang ngdn ngir uyén chuyén, nhe nhémg, dong thoi gitr khong khi giao tiép thoai méi, vui vé. Sau
khi da duogc khach hang xac nhan, c6 thé hoi thém phu:(mg thirc tra tién nha: * ‘Ong tra bang tién mat hay
tra bang chuyén khoan?” Néu khach hang to vé chan chir thi c6 thé hoi tiép: “Ong chang phai di rat
thich can nha d6 sao?”, “ong c6 thé cho toi biét con dicu gi khién ong khong hai 10ng?”, “C6 phai con
c6 chd nao d6 t6i noi khong duoc rd rang?”. ..

b N3

Truée khi giao kéo nhat dinh phai thiét ké cho minh ndi dung va tdp nhiéu lan ki xao ndi chuyén, néu
khong, trong qué trinh ban hang, ban s& khong biét 1am thé nio dé chuyén sang giai doan giao kéo. Vi
thé, phai gia dinh tinh hudng d3 giao kéo xong xudi va khich hang dun day trach nhiém, kéo dai thoi
gian roi dé ra phuong an giai quyét, can hiéu: tri hoan khong c6 nghia 14 tir chdi, lic nay co thé khach
hang dang trong trang thai khong t6t hoic hién khong thich san phim d6, hodc ¢6 thé vi nhitng anh
hudng khac. Nhung, diéu ma nguoi ban hang can phai ghi nhd 13, mic du tam thoi khong thé giao kéo
thi ciing khong duoc cho rang sau nay ciing khong thé giao kéo duoc. Vi thé, ngudi ban hang phai gia
thiét tinh hudng giao kéo véi trang thai tim 1y lac quan, tich cuc, day chinh 1a phuwong phap giao kéo
suy doan.

VII. CHINH PHAP NANG CAO HIEU SUAT GIAO KEO

Gidng nhu ghi ban trong tran bong da, néu khong thé da vao cau modn thi du trong tran dau ctr ao at
xong 1én ciing chang c6 ¥ nghia g1, glao kéo cling nhu vay. Néu don hang d3 giri di ma chim nhan duoc
h01 am cua khach hang thi moi cd ging va vat va cta ngudi ban hang rat co thé ciing d6 xudng song
xubng bién.

Can phai ning cao hiéu suat giao kéo cua don hang nhu thé niao? Ngudi ban hang c6 thé tham khao
chin phuong phap dudi day:

Chuin bi t6t mAu hang va giri di

Trong qua trinh ban hang, c6 mot vai khach hang c6 y€u cau dugc kiém tra va dung thir hang mau. can
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phai coi trong diéu ndy, vi ddy khéng chi 1 biéu hién mudn mua hang cta khich hang ma con 13 thoi
co t6t dé ngudi ban hang khang dinh chit luong san phim va xdy dung hinh tuwong cong ty. Thong
thuong, hing mau c6 thé khién khach hang cing c6 thém quyét tim mua hang. Véi nhitng khach hang c6
quan h¢ on dinh, hop tic 1au dai thi tot nhat khong thu tién hang mau va mién phi giri hang mau nham
duy tri tot m01 quan hé hop tac; d6i v6i khach hang méi co thién chi cling c6 thé can nhic xem xét va
cap hang mau mlen phi cho ho dé hai bén c6 duogc su hop tic va phat trién 1au dai. Puong nhién, viéc
c6 giri hang mau hay khong ciing con phai xem xét dén nhitng loi ich ma khach hang mang lai cing véi
cac nhan t6 khac nhu vién canh hop tac va mirc d6 tin cdy... ctia khach hang,

Goi dién héi tham dé dap 18

Thong thuong ngudi ban hang phai dinh ky hodc khong dinh ky goi dién cho khich hang c6 ¥ mudn
mua hang dé hoi thim va duy tri lién lac, dong thoi thu thip cac thong tin phan hodi cua khach hang.
Nguoi ban hang phai nam dugc tan suat va mic d6 goi dién. Vi néu go1 dién thoai héi tham mdt cach
don dap thi rat dé giy phan cam cho khach hang, con néu 1au ngay khong lién lac lai thi s& mat di mbi
quan h¢ t6t da day cong xay dung. Vi vay, di¢n thoai héi tham lai vo1 mirc d§ vira phai 1a viéc 1am rat
quan trong.

Lam t6t khau phuc vu hiu méi

Muén ¢6 dugc don hang thir hai, ngudi ban hang phai 1am t6t khdu phuc vu hdu mai, dé khach phan hdi
day du ¥ kién cua minh, chiu kho lang nghe kién nghi ctia doi phuong, giai quyét thoa dang cac thic
méc cua khach hang, hoan thién san phﬁm va cach phuc vu ctia minh. Thyuc té chirng minh, ché do phuc
vu hiu méi tot s& mang dén trén 80% co hdi c6 duoc don hang tiép theo.

Tuyén trén Kip thoi ban bac, tuyén dwéi nhanh chéng thue hién

Ngudi ban hang phai cd gang khong bo qua bat ctr co hdi giao kéo ndo. Sau khi hai bén di trao doi
thong sudt qua dién thoai, néu can gip nhau dé ban bac thi phai nhanh chong hen thdi gian, kip thoi ctr
ngudi dén tin nha thim hoi. Ping trude co hdi 1am dn can phai nhanh chong, d6 13 mau chét cua thing
loi. Két qua hoi dam ciia tuyén trén nhanh chong duoc phan anh xudng tuyén dudi, tranh bi doi tha
canh tranh gianh mét co hoi tot.

Pé khach hang cé thé tim dwoc ban ngay tir dau

La ngudi ban hang, dé khach hang c6 thé lién lac v&i minh ngay tir ban dau 13 yéu cau lam viéc co ban
nhat. Can c6 cach lién lac v&i khach hang nhanh chong, hiéu qua. Mubn lam t6t viéc nay, nguoi ban
hang phai cht ¥ dén hai chi tiét: mot 13, khi giri don hang can ghi 16 cach thire 1ién lac, dong thoi giir
virng cach lién lac do, vi du dé dién thoai di dong c6 du pin va phai lubn mé may; hai 1a, phai cé cach
lién lac 10 rang, ghi sb dién thoai cua khach hang vao dién thoai di dong cua minh, nhu vay khi nhan
duogc dién thoai cua khach hang c6 thé biét dugc rd rang, chinh xac dbi tac 1a ai. Cach lam nay co rat
nhiéu vu diém. Trudce hét, tra 10 chinh xac dién thoai ctia khach hang s€ tao cho ho an tuong ban rat
coi trong viéc giao dich ctia hai bén, tir 46 khach hang thém tin tudng ban. Tiép do, néu khong kip tra
101, ngudi ban hang khi giri dién tra 101 phai du tinh nhitng tinh hudng c6 thé xay ra dé ning cao hiéu
sudt cong viéc.

Gia ca hop ly

Thong thudng, viée dinh gia ca hop 1y c6 anh hudng truc tiép dén viéc don hang c6 dugc ky két hay
khong, diéu nay doi hoi ngudi ban hang khi dinh ra gia ca phai ¢d ging sao cho hop 1y, tao duoc
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khong gian lg1 nhuan cho ca hai bén. R0 rang, chi c6 hang hoa giao dich c¢6 gia tri, gid ca hop 1y moi
co thé thuc hién dugc muc ti€u ca hai bén cung c6 191.
Soan thu giao kéo c6 nfi dung hoan chinh

Thong thuong, thu giao kéo nén c¢d cac ndi dung theo thtr tu sau: tham hoi, gioi thi¢u cong ty hodc
doanh nghiép, gi6i thiéu mit hang giao kéo, diéu kién uu dai, thanh todn va chi tiét giri hang, thué VAT
c6 lién quan dén cong ty hodc doanh nghiép, cac kién nghi khac... Mot birc thu giao kéo ¢6 ndi dung
hoan chinh khong chi c6 thé khién khach hang yén tam, thic day giao dich thanh cong ma con ¢ thé
nang cao hinh twong ctia céng ty, dong thoi tuyén truyén cho cac mit hang khac nira.

Bao dam chit lwong sian pham

Chat lugng san pham 1a nén tang ctia moi hoat dong kinh doanh. Chi ¢6 bao dam chét lwong mdi khién
khach hang yén tam, ngudi ban hang méi c6 dugc don hang lan sau hodc don hang b6 sung. Cé thé
thay, chat luong cta san pham 1a yéu to then chot dé ¢6 dugc don hang.

Nho vao sirc manh quyén uy dé thiic day giao dich

Vi mot sb khach hang trong diém con chan chir chua ky don hang, ngudi ban hang nén tim hiéu vé
cong ty hodc doanh nghiép d6i phuong va pham vi sinh hoat c4 nhan cta ngudi chi quan ddi phuong,
loi dung cac mdi quan hé giao tiép dé gip 1anh dao cip trén cua doi phuong, dung quyén luc cta vi
1anh dao d6 budc dbi phuong phai ky giao keo.
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CHUONG vIII
NGUYEN TAC CUA NGUOI PANH CA.
BO TIEN CUA MINH RA PANH BAC

Muén dwoc khdch hang tin nhiém, dong thoi c6 dwoc don hang thi nguoi bdn hang phdi ting
cwong boi dwdng té chdt chuyén mén va kha nang giao tiép cia minh. Lam tot céng tdc chudn bi,
thi khi tién hanh dam phdn véi khdach hang, moi chuyén méi dién ra suén sé. Nguoi ban hang vira
phai co diing khi khong so phong ba bdo tap, viea phai co ky nghé danh ca diéu luyén.

I. LAM NGUOI BAN HANG THEO KIEU CO VAN

Can biét, néu nguoi ban hang chi nam dugc nhitng kién thirc co ban vé san pham va ché do phuc vu,
thao thao bat tuyét gidi thiéu véi khach hang vé san phim ctia minh 13 chwa du, khach hang s& cho rang
ban 13 ngudi ba hoa khoac lac, khong tin tudng vao san phdm va doanh nghiép ctia ban. Vi thé, mudn
tr& thanh ngudi ban hang xuat sic, ban phai phat trién kha ning lam viéc theo hudng “ban hang kiéu co
van”.

“Ban hang kiéu ¢ van” tirc 1a phai ding & goc do loi ich cua khach hang dé dé xuat ¥ kién tham khao
va phuong an giai quyét, tir d6 gil'lp khach hang lya chon chinh xac san phim hodc ché do phuc vu,
dong thoi phat huy gla tr1 trong yeu cua nod. Cung véi viée mang lai 11 nhuan cho chinh doanh nglnep,
ban hang kleu cd van con giup xdy dung tinh cam va long tin cta khach hang ddi voi san pham va
ngudi cung cap dich vy, co6 lo1 cho quan h¢ hop tac 1au dai cta cd hai bén, thuc hi¢n lién minh chién
luoc, tir d6 hinh thanh strc canh tranh thi trudng manh me.

Kiéu ban hang méi nay dugc khdi ngudn tir nhitng nim 90 ctia thé ky XX, doi hoi nguoi ban hang phai
c6 kha ning phan tich, ning luc tong hop, ning luc thuc tién, kha ning sang tao, ning luc thuyét phuc
twong d6i manh, c6 thé “nghi nhitng gi ma khéch hang nghi”, dé xuat ¥ kién c6 tinh xdy dung, tinh kha
thi, ciing khach hang theo dudi muc tiéu hai bén cing ¢6 1oi.

Duéi day 1a cach ban hang khic nhau cta hai nhan vién ban hang & ciing mot thim my vién 16n:
Lucy va Marie cung 1am ¢ vién thAm my Mary Kay. Khi hoc dai hoc, hai nguoi 1a ban hoc va cing
hoc nghé dudng da, song quan niém kinh doanh ctia hg c¢6 nhi€u diém khac nhau.

Lucy cho rang, thim my vién nhim vao nhitng ngudi c6 mirc sdng cao, vi viy di gidi thiéu cho khach
hang nhiing san pham that dat tién. Nhung két qua khong nhu ¥ mudn, khach hang déu lo ngai bi ltra,
tham chi c6 vai khach hang con n6i rang nhirng nhan vién & day da “bat chet” ho.

Marie lai cho rz:ing, vi¢c ban hémg khong chi nh::im thu vé loi nhuin cho ban than va cong ty ma quan
trong hon 13 phai dé xuat y kién can cr vao nhu cau thuc té ctia khach hang, dé hang hoa c6 chat 1u:0’ng
tot, gia ré, mang lai loi ich cho khach hang Qua quan sat, Marie phat hién san pham “Truyén thuyet
Evian” ma vién thim my méi dua ra rat ¢ hiéu qua véi sd dong khach hang, chi vi lic d6 san pham
nay khong duoc ndi tiéng nén nhiéu khach hang tir chdi str dung. Dé san pham ndy nhanh chong duoc
dong dao nhitng nguoi yéu thich céi dep tin nhiém, Marie da gidi thi€u voi nhitng khach hang VIP,
ddng thoi chin thanh mong mudn san phim méi nay s& mang dén niém vui cho moi ngudi. Marie con
dé ra mot ké hoach tao bao: moi chuyén gia ctia bénh vién 16n dén dé kham bénh, phan tich khoa hoc,
ddng thoi c6 con thuyét phuc khach hang VIp dén tham gia. Trong cudc hop, Marie kién nhin gigi thiéu
vé san pham va nhitng hiéu qua ma minh cam nhan duogc. Két qua, chi trong 3 ngdy, so tién ban san
pham: “Truyén thuyét Evian” da ting 18n rét cao, ¢ khong it khach hang ngay trong 1an dau da mua 3
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hop.

Sau cudc hop, ong chi mo1 Marie gidi thi¢u kinh nghiém cho mo1 nguoi. Marie n6i: “Khi khach hang
hai 1ong vo1 san pham cua ban, ho s€ con dén nita va that long muon hai bén xay dung moéi quan hé
hop tac lau dai.”

Qua vi du néu trén, chung ta c6 thé dé dang thdy duoc vai trd quan trong cta ngudi ban hang kiéu cb
van. Vay, dé trd thanh nguoi ban hang kiéu c6 van du ti€u chuan, ban can c¢6 nhirng ki xao gi?

Phai dugec khach hang tin nhi€ém

Ngudi xua c6 cau “Nhan vo tin bat 1ap, thwong vo tin bat thanh” (Con nguoi khong c6 10ng tin thi
khong 1am dugc viée gi, budn ban ma khong c6 1ong tin thi khong thé thanh cong). T chit chuyén mon,
pham chit ning luc cua ngudi ban hang 12 nhan t6 ma khach hang xét dén dau tién khi lua chon hang
hoa hodc cach phuc vu. Vi thé, mudn tro thanh nguoi ban hang xut sic, viéc dau tién ban can lam 1a
chil ¥y cu xtr chan thanh, nhiét tinh v41 khach hang. Su chan thanh ctia ngudi ban hang s€ gitp xay dung
mbi quan hé hop tac 1au dai giita hai bén mua va ban.

Phai diéu tra nghién ctru tinh hinh khach hang

Khach hang 1a di trong ma ngudi ban hang can phai tim hiéu va chinh phuc. Muén tré thanh ngudi
ban hang wu ta, ban nhat thiét phai bdi dudng théi quen can than chu déo, dé ¥ dén nhirng viéc xung
quanh, khong bo qua chi tiét nho, thong qua nghién ciru diéu tra rong rai dé tim hiéu nhu cau ctia khach
hang, dung trén goc dd khach hang dé du tinh mot s6 van dé ho c6 thé néu ra. Marie da dé tam quan
sat khach hang khi stir dung san phém m&i, tir d6 ¢ nhan thirc toan dién vé tac dung cua san phém moi,
kip thoi phat hién tiém lyuc thi trudng 16n manh cta san pham nay.

Sang tao ra nhirng cach ban hang maéi

Ngay nay trén thi tru(‘mg tran dﬁy cac thu:0’ng hiéu san pham, trong cudc canh tranh voi cac doanh
nghi¢p cb cung san pham, 1am thé nao dé san pham ctia minh c6 thé thu hut dugc khach hang, diéu nay
da trd thanh mot van dé quan trong va bac thiét. Rat nhiéu doanh nghlep lra chon viéc san xuét san
pham mod1 nhung trén thuc té, cach nay chi mang tinh tam tho1, hon nira dau tu 16n, hiéu qua lai cham.
Loi dung quan niém ban hang tién tién, bdi dudng ngudi ban hang kiéu cd van vu ti s& mang lai nhitng
hiéu qua khéng ngo. Nguoi ban hang vu t can c6 kha ning quan sat nhay bén, c6 thé phat hién ra nhu
cau cap thiét ctia khach hang va thi trudng tiém ning, ngoai ra con phai vuot d6i thi cung loai ca vé
phuong phap kinh doanh 13n sach lugc kinh doanh, ddnh don bat ngd dé chién thang ddi phuong, ciing
gidng nhu sach lugc kinh doanh “chuyén gia kham bénh” ma Marie dé ra.

II. NGUOI BAN HANG PHAI TANG CUOI TRAU DOI CHUYEN MON

“Tam bach luc thdp hanh, hanh hanh xuét trang nguyén” (Trong 360 ngudi cung di, s& ¢6 mdt ngudi 1a

Trang nguyén). Mdi nganh nghé déu xudt hién nhan vat kiét xuat, linh vure kinh doanh ciing khong ngoai
1€.

Trong 15 nam, Joe Gilland da ban dugc 13001 chiéc xe hoi, duoc coi 1a nguoi1 ban hang vi dai nhAt
thé gigi; dong thoi, ong con 1ap ky luc mdt ndm ban duoc 1425 chiéc (binh quan mdi ngay ban dugc 4
chiéc).

So véi cac san pham thong thudng khac thi xe hoi thudc loai hang héa tiéu dung 1au bén, vi thé khach
hang rat chu trong dén tinh nang va chat lugng cta loai hang hoa nay. Néu khong co6 kién thirc vé san
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pham, khi khach hang hoi nhitng van dé hoc bua vé chuyén mén, ngudi ban hang s& bi ling ting: “Van
dé nay to61 phai mo1 nhan vién chuyén mén dén gidi dap cho 6ng”. Khach hang sé thay ngudi ban hang
nay co to chat thap, tir d6 khong con tin twong nita. Cudi cung, ho s€ tir bd y dinh mua hang.

C6 mdt vi du khac, Beall 20 tudi 1am viéc & chi nhanh Cong ty IBM cua My dat tai New York, do anh
hudng cua khing hoang tai chinh toan cau, nhan vién ban hang & day c6 muc luong khong cao nén
nhiét tinh 1am viéc cua Beall cling thap. Hom d6 anh ta nhin thady mot phu nir qué mua khoang 30 tu6i
di dén quay hang cua minh.

“Chao chi, ti c6 thé gitip chi diéu gi khong?” Beall mién cudng chao khach hang.

“Anh c6 thé gigi thiéu cho t6i mdt s6 tinh hinh ctia quy cong ty khong?” Nguoi phu nit lich sy néi.
Khong con cach nao khac, Beall danh phai nhic lai 101 chao hang ma cha quan yéu cdu moi ngudi phai
thudc long.

Beall cho rang ngudi phu nir qué mua kia c6 thé khong hiéu dugc hét va cb ta dén day khong phai dé
mua hang, hoic c6 thé do ngoai dudng phd ndng qua nén co ta vao day tranh ning,.

“Nhirng 161 anh vira néi ciing khong khéc gi voi nhirng diéu toi di duoc nghe & mot cira hang khac.
Nhan vién khen ngoi san phim ctia cong ty 14 diéu binh thudng, song t6i mudn biét hé thong nghiép vu
cua IBM cac anh co6 gi dac sdc, cu thé nhu tinh nang thiét bi hodc cong tac phuc vu cua cong ty IBM.”
Khong bo 16 co hoi, nguoi khach héi thém.

Beall cho rang nhitng 11 gii thiéu ctia minh déu 6n, binh thudng anh ta ciing khong mét nhiéu thoi gid
no6i vé tinh ning, chit luong san pham. Lan ndy gip phai khach hang hiéu nghé, anh ta chi c6 thé gidi
thiéu léy 1¢ mot vai nd1 dung phuc vu hau mai. RS rang, cach lam nay rat khd dé khach hang hai long,
Beall ha quyét tim danh thoi gian dé “lam lai”. Qua bai hoc 1an niy, Beall hiéu rang: Khach hang
khong c6 thoi gian dé tré thanh chuyén gia ctia cac loai san pham, ho chi dua vao kién thirc chuyén
mon cua nguoi ban hang ma thoi.

Gionson, ngudi ciia hiép hoi bao hiém My ting chi ra rang: Piém khic nhau giita nguoi ban hang
thanh dat va ngudi ban hang that bai 1 ¢ chd, nhitng kién thitc chuyén mén ma ho nim duogc khong
gidng nhau.

Nhiéu doanh nghiép san xuit dugc san phim c6 chit luong t6t déu dau tu nhidu cong sirc va tién bac
cho viéc tuyén truyén thuong hiéu, két qua 1a chi phi cho quang cao ngay mot ting, khién gia thanh san
pham ting, hiéu qua lai khong duoc nhu ¥ mudn. Ly do 14 vi nguoi tiéu dung bi réi tri do phai tiép
nhan du loai quang céo trén bao chi, truyén hinh, nhiéu nguoi di lua chon cach ling nghe ngudi ban
hang giéi thiéu vé san pham. Trong khi d6, cac 6ng chil cong ty lai coi nhe viéc boi dudng tri thirc
chuyén mon cho ngudi ban hang, ban thin ngudi ban hang ciing ¢6 tim 1y “hoc nhiéu chang dé 1am gi”.

Kién thirc chuyén mon virng chic 13 tién dé dé nguoi ban hang c6 dugc thanh cong, can xay dung hinh
anh tot dep trong mat khach hang, nhu vay ngudi ban hang méi chiém duogc 1ong tin va ¢é duoc sy hop
tac lau dai1 vo1 ho.

Vay, nhan vién ban hang dat tiéu chuan chuyén mon can phai c6 nhirng tri thirc chuyén mén gi?

Cin ctr vao tinh ddc thi ciia cic nganh nghé khac nhau, ndi dung va trinh d6 tri thirc chuyén mon ma
nguoi1 ban hang can phai nam virng c6 su khac nhau rat 16n, nhung thong thuong, ngudi1 ban hang can
phai hiéu dugc nhirng nd1 dung dudi day:
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Mot 13, phai hiéu biét twong d6i toan dién, khach quan vé cong ty dé gidi thiéu cho khach hang. Cu thé,
ngudi ban hang phai tim hiéu dé biét tién trinh phat trién va thanh tyu cta cong ty, sach lugce kinh
doanh, trinh tu van hanh va 1am viéc cua cong ty, thiét bj san xuit va ché do phuc vu cua cong ty, v.v...
Hai 1a, phan tich triét dé dbi thii canh tranh. Khi gidi thiéu san pham véi khach hang, ngudi ban hang
can trinh bay chinh xac nhitng diém yéu ctia ddi thu canh tranh, can di sdu vao viéc tim hiéu gia ca,
chat luong san phém va cach phuc vu cua ddi tha canh tranh, tir d6 tim ra nhugc diém dé so sanh véi
san phdm cta minh.

Ba 13, phai c6 hiéu biét nhit dinh vé khach hang, chiéu theo y cua ho. Trudc khi gip khach hang lan
dau can phai tim hiéu tén ho, dién thoai, dia chi, trinh do hoc van va s¢ thich ctia khach hang, tir d6
nham vao nhitng dic diém khac nhau ctia nhitng khach hang khac nhau dé c6 cach noi chuyén phu hop.

Bon 14, phai c¢6 hiéu biét nhat dinh vé nganh nghé, con ngudi, vin hoa, dia 1y ctia noi khach hang song
va lam viéc dé “nhdp gia tuy tuc”.

Trén day 1a nhitng diéu kién tién dé dé ngudi ban hang nhanh chong c6 duoc don hang. Chi trong tich
Ity nhitng kién thirc va k¥ nang chuyén mon, ngudi ban hang s€ gianh dugc quyén chi dong dam phan
va co dugc don dat hang.

III. TU TIN LA Bi QUYET PAU TIEN PE BAN HANG THANH CONG

Moi nguoi déu biét, ban hang 1 cong viéc giao tiép véi con nguoi. Trong qua trinh lam viée, ngudi
ban hang phai giao tiép voi du cac kiéu nguoi. Dé giao tiép v6i nhitng ngudi hon minh vé trinh do va
dia vi, thuyét phuc thanh cong va duoc ho tin tuéng 1a mot viéc khong dé dang chit nao ddi véi nguoi
ban hang. Vi thé, ngudi ban hang can phai tin tudng vao kha ning ctia minh, diém tinh n6i chuyén véi
ho. Néu thiéu tur tin khi tiép xtc v6i khach hang thi chic chin cong viéc ban hang s& that bai.

Mot thanh nién tot nghi¢p dai hoc dugc nhan vao lam & mdt cong ty may tinh, kiém vi¢c ban hang va
phu trach hé thong dién lyc ving Ty Béc. Vi 1a 1an dau tién 1am cong viéc ban hang nén anh ta chua
co6 kinh nghiém, trudc ti€n anh ta tim hiéu trong Cuc dién luc, nhitng bd phan nao c6 kha nang mua may
tinh r6i dén gb cira thim hoi. Trong qua trinh ndy anh ta phat hién mot bo phan dang cong khai moi
thadu mot s6 thiét bi phuc vy, nhung thoi gian phat ho so moi thau da hét han tir ba ngay trudc. Sau do,
qua ban be, anh ta tim hiéu tinh hinh ¢6 lién quan dén dy an nay va dugc biét phﬁn mém cta dy an di
duoc lua chon, du 4n dd hoan tit. Anh ta lién go1 dién héi xem ho c6 thé Iua chon san phém cuia minh
va hop tac v6i minh khong, nhung d6i phuong noi di c6 mot cong ty khac cung cap phan mém cho ho,
161 moi hop tac cling bi tir chéi.

Lic niy tit ca cac canh ctra hau nhu déu d3 dong lai, thoi gian khach hang tham dy dau thau da hét, co
quan khai thdc phan mém ciing khong hop tac tng ho, quan hé véi khach hang lai khong than thiét, thoi
gian cach ngdy mé thau khong con nhiéu. Trong trudng hop niy, néu anh ta tir bo viéc dau thau thi ciing
khong ai trach méc dugc.

Nhung, anh ta khong chiu tir bo va nghi rang: chua dén budc quyét dinh cudi cung thi van phai ging
strc 1am, that bai ciing khong sao, it nhat ciing tich lity dugc kinh nghiém cho 1an sau.

Anh ta quay vé phong 1am viéc ctia khach hang, dé nghi ngudi phu trach du an cip cho minh hd so du
thau nhung ngudi d6 cho biét viéc ndy phai duoc trudng phong dong y. Anh ta lai dap may bay di tim
vi trudng phong dang hop & mot thanh phé khac va di duoc ong ta dong y. Sau khi c6 duge hod so dau
thdu, anh ta lai cung v&i nguoi ki su cua cong ty thao ra ba bo ho so dau thau nop cho Cuc dién luc
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khi thoi gian hét han chi con mot ngiy hai dém. Cudi ciing, khong phu ngudi c6 tam, khach hang tuyén
b0 cong ty cua anh ta da trang thau.

Tir d6 ¢ thé thdy, mudn thanh cong, trong tir dién ctia ngudi ban hang khong bao gid duge co cum tir
“khong thé dugc”. Trén do1 khong co viéc gi khong 1am dugce, chi can c6 1ong tin va sy kién tri 1a co
thé thanh cong, cong viéc ban hang cling nhu vay.

Hoc vién Bruggink cta nudc My dd ddo tao nén rat nhiéu ngudi ban hang ndi tiéng. Nét ndi bat cia
hoc vién nay 1a dé bai thuc tap cho nhirng hoc vién tot nghiép mdi ndm déu thach thirc ning luc ngudi
ban hang. Vo thoi diém Tong thing My Bush 1én thay Tong thong Clinton, hoc vién Bruggink ra dé:
“Hay ban chiéc riu cho Tong thong Bush”. Hoc vién ndy htra, néu ai giai duoc dé nay thi s& duoc
thudng mot chiée tng vang c6 khic dong chir “Ngudi ban hang vi dai nhat”.

Rét nhiéu hoc vién cho rang dé thi nay c6 van dé, lam sao Tong théng My lai di mua mot chiéc riu?
Céc hoc vién déu mat tu tin, ho khong muon lang phi thoi gian vao dé myc khong thé hoan thanh nay.

Tuy nhién, c6 mdt hoc vién té€n 1a George Herbers sau khi nhan dé thi van tran dﬁy niém tin vao kha
ning ban hang cta minh. Qua diéu tra anh duogc biét, bang Texas, qué huong ctia Tong thong Bush c6
rat nhiéu cay cdi, ven duong cd mot so cdy da kho héo. Sau vai 1an suy nghi, tim toi, anh ta mét birc
thu giri cho Bush. Anh danh hon mét nira birc thu dé ca ngoi canh dep nén tho cua qué huong ong
Bush va hinh anh vi dai cua Bush trong 1ong ngudi dan & d6; cudi cing anh ta nhic dén chuyén hai bén
duong dan dén qué 6ng Bush c6 mot sd cay bi khd, mong mudn Tong thdng cho tu stra dé thé hién tinh
cam cua minh v&1 qué huong, anh ta c6 mot chiéc riu do to tién dé lai, chi ban véi gia 15 do-la. Vai
ngdy sau, chuyén ky la dd xay ra, Tong thong Bush di mua chiéc riu ctia anh ta voi gia 15 do-la.

George Herbers dugc hoc vién Bruggink ting thudng chiéc tng vang da duoc gitt & hoc vién 26 nam,
hon thé, trong thu khen ngoi con ¢é 101 biéu duong cua Vién truong: “Trong 26 nam, hoc vién da dao
tao hang ngan nguo1 ban hang nhung chua bao gio ¢ dugc mot hoc vién xuat sac nhu vay.”

Thi du trén ddy 1a mot bai hoc sinh dong cho nhitng ngudi 1an dau tién budc vao nghé ban hang.
Khong nén vi chua hi€u bi€t vé cong viéc va san pham ma hoai nghi kha nang ctiia minh, khong dam g6
cua hodc to ra lung ting khi khach hang. Néu lo s¢ khi phai giao tiép vd1 khach hang thi ban khong thé
thanh cong trong cong viéc ban hang.

Tir d6 c6 thé thiy, ty tin 13 t6 chat tim 1y ma ngudi ban hang can phai co, vy ngudi ban hang can lam
gi dé tang thém long tu tin ctia minh?

Coi trong tich liy tri thirc, trang bi cho minh kién thirc vé san pham

Ngudi ban hang can phai danh thoi gian dé nim bt va thong thao nhitng thong tin c¢6 lién quan dén san
pham, nhu vay méi tu tin dé do61 pho véi nhitng cau héi vé chuyén mon ma khach hang néu ra, khac
phuc tdm ly cang thang.

Khi ban thiéu tu tin thi khong nén voi vang hen gap khach hang, trudce tién can thong thao vé san phém,
nghi xem minh can no6i gi voi khach hang va nén n6i nhu thé nao. Sau khi da chuan bi tot mdi1 dén tham
hoac goi dién cho khach hang, nhu vay xac suat thanh cong maéi cao.

Nho' nhirng ngu¢i ban hang giau kinh nghi¢ m chi bao, hgc tap hg, manh dan hon nira

George 13 mdt nguoi chan that, lwong thién nhung tinh tinh hudng ndi, von khéng phi hop 1am nghé
ban hang, nhung do mdt bién co, anh ta dén xin viéc tai mot nha may san xuat dé6 udng. Giam doc cho
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rang, ngudi ban hang c6 tinh cach hudng ndi thudng rat khé giao luu, nhin thiy khach hang lai cang
cang thang, biéu 16 tinh cam khong dugc tu nhién sé anh huong dén hi¢u qua dam phan.

Vi thé, giam dbc phan cho anh ta viéc phat to roi, nhung nira thing sau anh ta lai dé nghi dugc 1am
cong viéc ban hang. Vi giam doc quyét dinh dé anh ta thir 1am xem sao. Khong ngd thanh tich cta anh
ta trong thang dau tién di 1am vuot trén nhirng ngudi ban hang khac. Thi ra, cing véi viéc phat to roi,
anh ta con thuong xuyén trao d6i nghiép vu véi nhitng ngudi ban hang 1au nim, rén luyén tinh bao dan,
kinh nghiém ciing ngay cang phong phi hon. George binh tinh chuyén tro véi khach hang dé tim hiéu
nhu cau ctia ho. Vi giam doc hiéu ra, vé sau nhitng nguoi ban hang méi déu duoc giam doc nhd nhitng
ngudi ban hang cii gitip d&, sau mot thang mai dé ho 1lam viéc doc 1ap.

Hoc héi nhirng ngudi ban hang c¢6 kinh nghiém giup ngudi ban hang méi nang cao long tin, nhanh
chong ndm duoc ki xao ndi chuyén véi khach hang.

Chui ¥ in mic gon gang, chin chu dé ting thém long tw tin

Ngudi ban hang phai an mic phi hop véi hoan canh, ngudi ban hiang nam tét nhat nén mic comple.
Trang phuc chin chu cho thdy ban ton trong khach hang, dong tho1 nang cao tu tin cia minh. Nguo1 ban
hang nit c6 gang mac quan 4o nghié€p vy, mau sac cua trang phuc khong nén qua 1oe loet.

Ngon ngir tiéu chuan, 10i noi ngan gon, dé hi¢u

Trong qué trinh ban hang can cha ¥ an néi lich su, dung murc, 161 ndi ngan gon, d& hiéu. Pong thoi, khi
nod1 chuyén nghiép vy, nén thé hi¢n su binh dang, 461 bén cung c6 loi, du dam phan khong thanh cong
thi cling khong nén tinh toan thiét hon.

Phai tin vao san phim ciia minh

Khong c6 tot nhat, chi c6 tot hon. Phai tin vao san phim ctia minh thi méi c6 thé thuyét phuc duoc
khach hang. Nén han ché dung tir “tuyét d61”, “duy nhat”, thi du: tuyét do1 khong c6 van dé gi, san
pham doc nhat v6 nhi. Néu khach hang ha thap san pham cua ban, ban phai néi san pham cua ching t61
coO uu the riéng, chat lugng dugce bao dam, phuc vu chu dao.

Ngudi ban hang phai cd ging dé diéu chinh tot trang thai tim 1y cua minh, trd thinh ngudi ban hang tur
tin, vui vé, nhanh chdng c6 dugc don hang.

IV. PUNG O VI TRi CUA KHACH HANG PE SUY NGHI THAY HQ

Ngudi ban hang thudng mic phai cin bénh tu dé cao minh, 1udn lo lang dén loi ich cua ban than nhung
lai coi nhe lgi ich ctia khach hang. Y thitc ca nhan cta nhirng ngud1 nay rat manh, ho khong biét dt
minh vao vi tri ctia khach hang va khong hiéu duoc cach nghi cua khach hang, day 1a diéu rat sai 1am.
Ngdy nay hanh vi giao dich thi truong dugc xay dung trén co sé binh dang doi bén cung c6 loi. Chi
khi nao lgi ich cta ca hai bén mua va ban dugc thoa min thi mgi c6 thé xay dung dugc quan h¢ hop
tac 1au dai va phat trién.

Sam Walton - ngudi sang 1ap thi truong ban 1é 16n nhat thé gigi Wal- Mart dd dua ra hai 101 khuyén
sau cho ngudi ban hang: mot 1a khach hang mii mii ding; hai 13 néu khach hang sai, xin xem lai diéu
mot.

Ngudi ban hang phai dimg trén goc d6 khach hang, suy nghi vi khach hang nhiéu hon, nhu vay khong
chi hiéu dugc nhu cau cua khach hang, nim chac tam 1y mua hang cua ho ma con khién khach hang
cling suy nghi vi ban, dé ban c6 thé c6 duogc 1o1 ich kha quan.
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Vay ngudi ban hang phai 1am thé nao dé dat dugc diéu nay?
Théng qua giao ti¢p khoi thong dé khach hang nhin thire dwore loi ich clia minh

Ban hang 12 mdt qua trinh hai bén cung c6 loi. Khach hang can phai bay to nhu cdu ciia ban than dé
mua duoc hang. Véi ngudi ban hang, muc dich ban hang 1a thu loi nhuan, dé dat dugc diéu nay ho phai
thong qua khach hang ctia minh. Vi thé, trudc tién ngudi ban hang phai giao tiép véi khach hang dé ho
biét minh ¢6 dugc nhirng 1o1 ich gi tir san phém va cach phuc vu cua ban, c6 nhu vay ho md1 mua
hang.

L4 Tam Kiét 12 giam dbc ban hang ctia mot hang thude 14 ¢ tinh Son Pong (Trung Qudc). Sau 5 thang
lam viéc vat va trén thuong trueong, anh ta da téng két dugc mot diéu: Dy tinh trude nhu ciu cua thi
truong 1a miu chét dé bao dam “don cung cap hang hda”. Vi vay, trong cong viéc hang ngiy, anh ta
cht dong trao doi thong tin v6i cac diém thong tin va khach hang ban 16, dong thoi tich cuc khoi thong
giao tiép v4i ngudi tiéu dung. Théng qua nhirng thong tin thi trudng ndy La Tam Kiét luén ndm chinh
xac nhirng thay ddi vé nhu cau thi trudng, dong thoi thuong xuyén dé xuat kién nghi nhap mot sé hang
can thiét cho khach hang.

Mot 1an, mot nguoi di xe dap dién dén mua hang, nhin théy La Tam Kiét dang kéo tay mdt khach hang
dé hoi han thi thay rat khé hiéu. La Tam Kiét mim cudi giai thich v6i nguoi nay: “Duy doan trude nhu
cau ctia thi truong 1a co sd dé ky don cung cap hang, c6 duoc du doan nhu cau thi trudng mot cach
chinh x4c, biét duoc sd lwong, mau ma thude 14 ma thi truong can, chung t61 méi1 ¢co thé t6 churc nguén
hang mot cach hop 1y.” Noi xong, L Tam Kiét cam hai bao thudc 14 nhan hiéu méi ndi voi khach hang
nay: “Ong hay xem, hai loai thude 14 nay ban budn 26 t&€ mot cay, ban 1¢ 3 t€ mot bao, 1¢g1 nhuan trén
15%, hon nira hang ban rat t6t.” RS rang LA Tam Kiét da trao d6i kinh nghiém mdt cach thanh tam
thién chi va thuyét phuc duoc khach hang. Tir d6, theo dé nghi cua La Tam Kiét, anh ta d3 diat mua hai
loai thudc 14 ndy vai s6 lugng vira phai.

L3 Tam Kiét thong qua phuong thirc nghi thay khach hang, khong ngirng phén tich nhirng thay doi ctia
thi trudng, khoi thong mat thiét v6i khach hang ban 1é nén di lién tuc duoc khach hang hiéu va tin
twdng, 6ng ciing dd hoan thanh xuat sic han mirc don hang trong yéu cau cong viéc cta minh. Tir d6 c6
thé thay, chu dong khoi théng voi khach hang, “nghi nhitng gi khach hang nghi, lo nhitng gi khach hang
lo” m&i c6 thé théa min duge nhu cau loi ich ctia khach hang, tir d6 khach hang mdi tinh nguyén hop
tac vo1 ban, tham chi con dat mua hang lau dai.

Giir thé dién cho khach hang

Ngudi ban hang thong minh cin phai dung trén goc do ctia khach hang dé suy nghi xem vi sao khach
hang thay d61 y dinh mua hang. Du 1a nguyén nhan gi chang nira thi ngud1 ban hang ciing phai binh tinh
doi mat, gitr thé dién cho khach hang, nhu vay méi ¢6 dugce thién cam cta ho.

Ly Khai 12 nhin vién ban hang ctia cong ty An Loi (Trung Qudc). Trong mdt 1an hoi thio vé hoa my
pham, c6 mdt phy nit di dén quiy tu van chon mua my pham dudng da. Vi ngudi phu nir ¢6 da mit den
sam nén chi ta hoi rat nhiéu vé cong hiéu, cach str dung va cac phan Gmg phu ctia loai my phdm ndy. Ly
Khai vira chiu kho lang nghe vira gii thiéu ti mi nhirng kién thtrc ¢ lién quan, déng thoi nhiét tinh
khuyén khach hang nén cha ¥ dén théi quen an ubng va rén luyén strc khoe. Khach hang gan nhu da
quyét dinh mua loai my phém nay thi bdng nhd ra minh dd c6 mot vai loai kem bao vé da, mit khac,
luong thang nay chua dugc linh, dang & vao “thoi ky kinh té kho khan”, vi khach lién thay d6i ¥ dinh,
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khong mua hang nita. Ly Khai doan duoc tm tu cua khach hang, dé khach hang khéng ngai, Ly Khai
van nhiét tinh n6i: “Hodc c6 thé do thoi gian qua gap rat, hom nay toi trinh bay khong duoc cin ké vé
loai my pham nay khién chi phai din do suy nghi, ciing ¢ thé chi thiy loai my pham nay khong hop
v6i minh, khong sao, hom khac néu c6 thoi gian mdi chi dén phong trung bay san phim cua ching 61,
& d6 o6 rat nhiéu san pham c6 tiéng, ¢ thuong hiéu, t6i s& gidi thiéu k hon dé chi hiéu.” N6i rdi Ly
Khai 1& phép dua danh thiép ctia minh. Vai ngdy sau, ngudi phy nit niy cam kich dén tim Ly Khai, vui
vé mua may loai my phim voi gia rat dat, dong thoi con hira s& thuong xuyén dén thim cira hang ctia
Ly Khai.

R rang, vi Ly Khai dd dung trén 1ap trudng ciia khach hang dé xem xét van d¢, im 1y do, gitr thé dién
cho khach hang nén da dugc khach hang tin nhiém va ton trong, tr 46 ¢6 dugc quan hé giao dich lau
dai voi khach hang,

Nghi thay khach hang, kip thoi loai bo nhirng lo ngai cua khach hang

C6 nhitng luc, hanh vi giao dich cta khach hang thuong mao hiém va mi quang, lic ndy ngudi ban
hang phai dtng trén goc d6 khach quan dé phan tich cho ho biét nhitng phién toai s& gip phai trong lan
dau tu nay, khuyén khach hang suy nghi k¥ r6i hiy lam, gitp anh ta tranh duoc rai ro. C6 thé vi thé ma
ban mét di mot don hang, nhung ban lai c6 dugc mot nguoi ban co thé ky don hang véi ban.

Canh Chi Pong da 1am viéc ¢ cong ty bat dong san Bao Loi dugce 3 nam, rat hiéu vé nghé. Anh d tich
litly duoc rat nhiéu kinh nghiém va ki xao ban hang, song trudc sau chi tin vao mot diéu, d6 1a phai suy
nghi vi khach hang, dbi xtr v&i ho gidng nhu véi ban bé cia minh. Mot hom, c6 mdt khach hang 1am
nghé dau tu c6 phiéu dén tim anh ta dé mua cira hang. Nhin thdy dang vé vdi vang ctia ngudi khach,
Canh Chi Pong nhac nh¢ anh ta, viéc mua ctra hang c6 rat nhiéu van dé phai nghi téi, phai di tim nhiéu
noi va xem xét dén vi tri cta ctra hang nay, khong khi budén ban xung quanh d6 va vién canh phat
trién..., con phai can cu vao thuc luc kinh té ctia minh dé lua chon sao cho phu hop. Nhéc dén tién
von, khach hang nay noi thit, do anh hudng ctia khing hoang tai chinh ndm 2008, anh ta bi ton thit rat
16, anh ta muén mua cira hang dé nhanh chong kiém it tién. Nghe vay, Canh Chi Pong dé nghi anh ta
dirng mua ctra hang voi vi mua cira hang ciing 1a dau tu rii ro, néu khdéng cé kinh nghiém kinh doanh
thi s& bj thiét hai vé kinh té. Qua nhiéu 1an khuyén bao, nguoi khach nay cubi ciing di hiéu ra, tir bo ké
hoach mua ctra hang, nhung vai ngiy sau, vi khach hang ndy ddn may nguoi ban dén, cing mua mot
cura hang tr1 gid hon 3 tri¢u té.

Tuy ban dau Canh Chi Pong khong ban cira hang cho ngudi dau tu ¢6 phiéu kia nhung théng qua giao
luu céd1 mo da duoc khach hang tin tudng, hai nguoi trd thanh ban t6t ctia nhau, cudi cung dugc dén
dap. Anh ta da thiu hiéu dao 1y, nguoi ban hang khong thé chi nghi dén loi ich ctia minh ma phai that
1ong nghi dén tirng khach hang, cong sirc bo ra s& dugc dén dap.

Ngudi ban hang wu ti phai biét suy nghi ¢ goc d6 ctia khach hang, phai tin minh ¢6 thé mang lai loi ich
dich thuc cho khach hang, dong thoi con phai dé khach hang cam thay sy ton tai cta nhitng loi ich ndy.
Ngudi ban hang can coi viéc ban hang 13 mot sy nghiép chtr khong chi 1a viéc mua ban don thuan. Chi
c6 suy nghi nhiéu dén loi ich ctia khach hang méi c6 thé dugce khach hang tin twdng va tng ho.

V. NGUOI BAN HANG CAN PHAI TANG CUONG TU DUONG LE NGHiA

Ngudi ban hang can phai cha trong tu dudng 1& nghia, ddy khong chi 13 biéu hién ton trong khach hang
ma con la cach dé dugc khach hang ton trong va c6 cam tinh tot.
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Ngudi ban hang phai cha trong hinh twgng ¢4 nhan, vi hinh trong c4 nhan ctia ngudi ban hang ludn ton
tai trong cam giac cua khach hang, hinh tuong dé xau hay tot déu c6 anh hudng quan trong dén cam
giac cua khach hang.

Du viée hop tac khong thanh, ngudi ban hing can phai ddi xtr v6i khach hang trudce sau nhu mot, diéu
do6 tao co hdi cho mot mdi quan hé 1au dai va nhitng 1an hop tac ti€p theo.

Ly Khic Thanh - mot ngudi Hoa gidu c6 dd ¢6 mdt cam xtc sdu sac: Mot 1an, ong ta dén mot xudng
san xudt d6 choi & Quang Pong (Trung Qudc) dé khao sat va ban bac chuyén lam an, xudng nay don
tiép rat chu dao, nghi thirc dén tiép ¢ san bay rét long trong. Nhung qua khéo sat, 6ng thiy minh con
thiéu hiéu biét vé cong ty ndy nén quyét dinh tam gic chuyén hop tac nay lai mot thoi gian. Khi chuan
bi 1én méay bay ve, ong thay minh bi doi xir lanh nhat. Mot thu ky van phong cho ong biét, Tong giam
dbc rat ban, Pho Tong glam dbc ciling rat ban, cha quan nghiép vu cling vy, chi c6 mdt nhan vién vin
phong dén tién 6ng. Diéu ndy hoan toan trai nguoc v6i nhitng nghi thirc don tiép long trong ban dau.
Ly Khic Thanh nghi minh s& khong bao gid dén cong ty ny nita.

Trén thue €, nhitng ngudi ban hang hodc nhitng ngudi ldnh dao cong ty nay di khong nghi dén kha
niang hop tac 1au dai. Néu mat di mot co hdi budn ban thi cai duoc cua 1an gip g& ndy chang phai 1a su
giao luu tinh cam sao? That ra, an tuong t6t dep duogc luu lai trong tam tri khach hang tham chi con
quan trong hon mot 1an hop tac.

Néu khong chu v 18 tiét, ngudi ban hang rat d& lam mat di mot khach hang tiém ning, tham chi con gay
anh huong xau dén danh du cua ban than va cong ty.

VL. SANG SUOT TIM RA KHACH HANG TIEM NANG

Khéach hang tiém ning 14 khach hang hién tai chua mua san phim nhung sau ndy ho c6 thé mua. Trong
hoat dong ban hang, khach hang thuong tir khach hang tiém nang phat trién 1én. Lam thé nao dé tim ra
khach hang tiém nang, day la van dé then chot trong cong viéc ban hang. Trong quan h¢ thi truong, duy
tri dugc s lugng nhat dinh khach hang tiém ning c6 gia tr1 1a mot bao ddm cho thu nhap 6n dinh lau
dai.

Vay, thé nao 1a “Khach hang tiém nang?” Nguoi ban hang 1am thé nao dé tim duoc ho? Viéc nay doi
hd1 ngud1 ban hang phai nam chac ba diéu kién ma khach hang ti€ém nang phai co:

Kha nang mua hang

Pay 1a diéu kién quan trong nhat dé tré thanh khich hang tiém ning. Khi tim kiém khach hang tiém
nang, diéu dau tién ma nguoi ban hang phai suy nghi 1a do1 tugng minh khao sat c6 dua kha nang kinh té
dé mua hang hay

Quyén quyét dinh

Piéu kién ndy ciing 14 mot trong nhirng nhan t6 then chét quyét dinh hoat dong mua hang. Néu dbi
twong mua hang khong c6 quyén quyét dinh mua hang thi ngudi d6 ciing khong ¢6 kha ning thyc hién
hanh vi nay. Nhung véi trudng hop ddi twong khach hang 1a doanh nghiép thi ngudi sir dung san pham,
nguoi quyét dinh va ngudi mua hang khong phai 13 mot chu thé. Ciing giéng nhu tré em 1a ngudi s
dung do choi, song ngudi quyét dinh mua lai 1a bd me chung. Diéu dé dang nhin thay 13, hoat dong ban
hang phai trién khai nham vao ngudi c6 quyén quyét dinh.

Nhu ciu thuc té

https://thuviensach.vn



Sau khi d& xac dinh ro hai diéu kién trén, diéu kién thtr ba ma ngudi ban hang phai suy nghi toi 1a d6i
tuong mua hang c6 nhu cau thuc t€ do61 véi san pham hay khong. Bi€u nay rat dé hiéu. Thi dy, nha ong
Truong mé1 mua mot chiéc ti lanh dang dung rat tot, néu lic nay lai ban cho ong ta chiéc ti lanh nira,
mac du doi phuong c6 day du kha nang va quyén quyet dinh mua hang nhung do khéng c6 nhu cau thyuc
t€ nén Ong ta van khong thé tr¢ thanh khach hang tiém nang duoc.

Mot ngudi co du ba diéu kién trén sé& 1a khach hang tiém ning ma ngudi ban hang phai tim dén. Khach
hang 1a nhan t6 quyét dinh viéc duy tri va phat trién nghé nghi€p cta nguoi ban hang, ho ciling 1a cai
von 16n nhat ctia ngudi ban hang. Vi vay, nguoi ban hang tich cuc, vu ti luén tim moi cach dé€ nhan ra
khach hang tiém nang ctia minh.

VII. CAN MAN, NHIET TINH, KIEN TRI, KHONG XA ROI MUC TIEU

Can mén va kién tri 12 t6 chat ma mot nguoi ban hang tot can phai ¢6. Thyc té ching minh, ngudi ban
hang quyét khong dé dang bo qua co hoi, kién tri dén cung déu c6 thé co duoc thanh tich tot. Thong
thuong, bi quyét thanh cong ctia ngudi ban hang thong minh dugc tong két gom ba diém quan trong sau
day:

Hang ngay dén tham khach hang 1a mot théi quen 1am viéc rat quan trong. S6 tién ban bao hiém ciia
Fedel d vuot qua mot ty do-la. 6ng da vach ra mot ké hoach ban hang rat nghiém khic, yéu cau minh
it nhat mdi tuan phai ban duoc 3 hop dong bao hiém, diéu nay dong nghia voi viée mdi ngdy éng phai
dén tham khach hang tir 4 - 8 1an. Rd rang, thanh turu ma 6ng c6 dugce gin chit véi théi quen kién tri
dén tham khach hang. Tir d6 chiing ta c6 thé thiy, mdt ngudi ban hang wu ti can phai hang ngay dén
tham khach hang va kip thoi ghi chép lai nhitng van dé can thiét. Khi viéc 1am ndy trd thanh thoi quen
thi hoat dong ban hang ma ban da trién khai sé& trd nén nhip nhang, déng thoi ban s& nim dugc tién do
ban hang.

Goi dién thoai nhiéu lan

Dién thoai 1a mdt trong nhirng vii khi hitu ich trong hoat dong ban hang. Ngay nay, ban hang qua dién
thoai da trd thanh mdt xu thé pho bién. Chu dong khoi thong vai nguoi khac 1a kha ndng ma ngudi ban
hang can phai c6. Goi dién thoai nhi€u lan dong nghia v4i viéc tranh thi nhiéu hon thoi co ban hang,
Trudce khi goi dién thoai can lam tot mot vai cong viéc chuén bi: liét ké danh sach nhitng ngudi can
go1, lam nhu vay khong chi giup xac dinh rd rang muc ti€u ban hang ma con c6 mot qua trinh chinh 1y
ludng suy nghi va viéc dung tir ngtt cia minh, c6 thé giam badt nhitng sai sét va tam ly lo s¢ khi giao
tiép bang di¢n thoai, nang cao chat lugng khoi thong, dong thoi hi¢u suat cong viée cling dugc nang
cao.

Kién tri khoi thong quan hé véi khach hang dén lan thir nim

Trong ban hang khong thé tranh khoi viéc phai giao tiép nhiéu lan. Néu sau lan goi dién thoai dau tién
ma ban da dung lai khong giao tiép khoi thong nira, nhu vay l1a ban da khong c¢6 gang. Trong thuc te,
da co rat nhi€u truong hop phai goi dién thoai giao tiép khoi thong dén 1an thir ndim ma1 thanh cong.
Mot nguoi ban hang c6 tham nién trong nghé da chia sé: Lan dau tién anh ta dén thim khach hang, chua
kip n61 gi da bi chan ngay ngoai ctra, nhung anh ta van twoi cuoi; ti€p do anh ta lai dén nha hai lan
nita. Thai do cua khach hang da c6 chuyén bién t6t hon, hinh nhu mudn nghe anh ta noi, nhung tuyét
nhién khong dé€ cap dén san pham, song dén lan tham thir tu, khach hang da chi dong héi vé nhitng san
pham ma anh ta mang dén...
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That ra, truong hop nhu vdy khong phai 1a hiém gip trong nghé ban hang Co cau ngan ngir: “Ngu:on
vt bo thi khong thanh cong, ngudi thanh cong thi khong vit bo.” Bat ké viéc khoi thong giao tiép va
dam phan giap kho khin nhu thé nao, néu kién tri theo dudi thi s& c6 dugc thing loi cudi clng.

VIII. TAO RA NGUON NHAN LUC KHACH HANG CHO MINH

Nhan lyc 12 nguon tai san tiém an. C6 thé ndi, mdi ngudi déu cd nhitng mdi quan hé giao tiép nhat
dinh. Mot nguodi du rat it hoat dong xa giao cling c6 mdt nhém ban, c6 thady gido, ban hoc va nguoi
than, day déu 1a nhitng ngudn tai san. Moi khach hang thudng c6 khoang 250 ngudi c6 quan hé twong
doi than can véi ho (nguoi than, ban be, hang x6m, dong nghi¢p, v.v...) Xét tur goc dd nao do, cong
viéc ban hang dugc xay dung trén moi quan h¢ xa giao tot va cach tan dung nhitng méi quan hé nay.

Joe Gillard di n6i: “Mat mdt khach hang ciing c6 nghia 14 ban da mat di 250 khach hang tiém ning.”
Do 1a dinh luat 250 cta 6ng ta. Trong nghé ban hang, Joe Gillard ludn ghi nhé diéu nay, gitr thai do
budn ban 1a trén hét, rat chi y khdng ché tinh cam cta minh, tuyét doi khong vi nhing ric réi do khach
hang gy ra ma t6 ra thiéu chu dao voi ho.

Thong thuong, khi huéng dan cho nhitng nhan vién moi ngudi chii quan thudng yéu cau nhﬁ:ng nguoi
nay 1iét ké tén ho nhitng ngudi minh quen biét, bao gom nguoi than, hang Xom, ban hoc, dong nghlep,
ban be, dong huong, v.v.. . Trong pham vi nhu:ng glao tlep c4 nhin ndy c6 thé ¢ ngudi sé can dén san
pham ctia ban, hodc cling c6 thé c6 ngudi biét ai dang can gi, tir d6 chon ra khach hang khong ciing
dang cap dé di thim, giao tiép khoi thong vai ho, dé ho hiéu ban, tir d6 trién khai cong viéc ban hang.

Ngoai ban be, nguoi than, con ¢6 vai ngdn nhan luc quan trong khac.

Mot 13, khach hang ciing 13 khau khai thac quan trong cua ngudn nhan luc, vi mdi khach hang déu c6
nhitng méi quan hé giao tiép cua minh. Ciing véi viéc moi khach hang tiém ning mua san pham ciia
minh, ban cling dang thuc hién viéc mé rong ngué)n khach hang tiém nang mot cach c6 hi¢u qua.

Hai 13, ngoai khach hang, ngudi cting nganh nghé ciing 1a ngudn nhan luc quan trong ctia ngudi ban
hang. Nguoi cung nganh nghé c6 thé 13 d6i thu canh tranh, song ho c6 méi quan hé rong rii voi ngudi
tiéu dung. Néu trd thanh ban bé ctia ho, ban khong chi co thé hoc tap kinh nghi€ém cua ho ma con c6 thé
khai thac dugc ngudn nhan luc 16n hon. Quan hé hd tro ndy khong chi mang dén cho ca hai bén thanh
tich ban hang kha quan ma con gitp ting cudng trao doi thong tin, bd sung ngudn nhan luc cho nhau.

Tom lai, ngudi ban hang can luu y khai thac triét dé ngudn nhan luc, dé ngudn cta cai vo hinh nay
mang lai cho ban than co hdi ban hang vo tan.

IX. CHU PONG VA CHAN THANH LA PHUONG PHAP BAN HANG CO HIEU QUA NHAT

Khi ban hang, khong it ngudi ban hang chua chu dong xem xét van dé tir goc do loi ich cua khach
hang. Ho cho rang, loi ich ctia khiach hang khong c6 lién hé gi 16n véi minh, chi can quan tim dén loi
nhudn thu vé 1a di. Cach ban hang tiéu cuc bi dong, coi nhe loi ich ciia khach hang 1a rat sai lam.
Pham chit quan trong nhat ctia mdt ngudi ban hang thanh cong 13 ¢6 thai do tich cuc, xem xét van dé tir
goc d6 ciia khach hang, dat minh vao vi tri ctia khach hang dé suy nghi vi ho. Cha dong tim hiéu va xéac
dinh duoc nhu cau cua khach hang méi co thé cung cép cho khach hang ché do phuc vu uu dai, khién
khach hang that sy hai long.

Mot cong ty mudn 1am mot man hinh 16n ¢& 10m2. Ngudi phy trach ban hang Harry sau khi tinh toan
cu thé, no1 voi khach hang rang ho khong can thiét phai 1am man hinh 10m2, vi man hinh 8m2 trong
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moi trudng clia cong ty co hiéu qua thi giac rat tot.
Sau khi biét viéc nay, dong nghiép chi trich Harry, néi rang khach hang muén lam man hinh kich thuéc
16n chang t6t hay sao? Hién nhién, kich thudc cang 16n thi ty 1€ 191 nhuan cang cao.

Nhung Harry cho rang, néu minh khong dé xuat ¥ kién hop 1y ma ctr 1am man hinh 10m2 theo yéu cau
cua khach hang, sau khi 1ap dat xong khach hang chac chan sé thay khong phu hop. Tuy khach hang
khong thé trach Harry nhung chac chan ho sé khong hai 1ong v&i san pham va cach phuc vu cta anh ta.

Két qua 1a Harry duoc khach hang hai long va tin nhiém. Sau d6 cong ty nay lai gidi thiéu cho anh
nhirng khach hang khac, thanh tich ban hang cua anh ciling nang 1én nhanh chong.

Trong tip huin ban hang, gido vién da nodi véi hoc vién: “Ngudi ban hang ¢ thé ban t lanh cho ngudi
Eskimo, day khong phai 1a ngudi ban hang t6t. Vi sau khi ngudi Eskimo phat hién minh bj Iira déi, ho
s& khong mudn nhin thiy ngudi ndy nita, ngudi ban hang cling khong thé ban dugc bat ¢l cai gi & d6
nita. P6 1a vi khach hang da khong con tin vao anh ta.”

Tir d6 c6 thé thay, tich cuc, chi dong nghi thay cho khach hang, d6i xir chan thanh 13 t6 chat co ban can
cO cua nguo1 ban hang, ciing 12 nguyén tic co ban trong dbi xir v6i khach hang. Kién tri nguyén tic
nay, vt bo loi ich trudce mit, nguo1 ban hang mo1 c6 duoc 1ot ich 16n hon, 1au dai hon.

Thanh thue 13 séach lugc tot nhat ma ngudi ban hang nén 1am theo. Tuy nhién, khong thé khong noi dén
mot k¥ xdo ban hang rat quan trong khac, dé 1a 1am thé nao dé nam chac nguyén tac “lo1 né1 doi thién
¥, v€ nguyén tac nay, co hai di€ém chung ta can phai xac dinh ro:

Thira nhén sw thdt vé mdt san phcfm hodc phuc vu, sw thuc khdach quan nao khong thé phu nhan thi
phai thwra nhan voi thdi do thuc sy cau thi. Dung nhw Joe Gillard da noi: “Mot nguoi co dau éc
tinh tdo khéng thé ban cho khdch hang chiéc xe hoi 6 xilanh ma lai néi véi khdch hang la chiéc xe
c6 8 xilanh, chi can khdch hang mé ndp xe, dém dau ddy, ban sé khdng thé choi cdi dwoc”.

Nim chic mdi quan hé giira thanh thue va noéi lay 1ong khach hang

Khi giao tiép voi khach hang, nguoi ban hang nén lam vui 10ng khach hang, tao ra moi trudng giao tiép
hitu hdo, viéc 1am nay rat co 1gi cho cong viéc ban hang. Joe Gillard rat gioi trong viéc ndm chac moi
quan h¢ gitra thanh thuc va néi lay 1ong khach hang. Khi gap khach hang mang theo vg con dén xem xe,
anh ta déu néi v6i khach hang: “Oi, 6ng co dira con dang yéu qua.” No6i nhitng cau néi doi nho nho,
thién ¥ ¢ nhirng chi tiét khong quan trong s€ gitip ban tranh thu tinh cam cta khach hang, giap khong
khi n61 chuyén thém vui vé, tr do thiic day giao dich nhanh chong thanh cong.

X. KHONG NEN CONG KiCH POI THU CANH TRANH

Nhi¢u ngudi ban hang thuong danh gia doi thu canh tranh bang sac thai tiéu cuc. Tuy nhién, mot ngudi
ban hang xuat sac ngudi My 1a Tom Hopkln lai cho rang “Khong nén ¢6 tu twdng ha thap d6i tha canh
tranh dé ning cao minh, day 1a viéc lam rat ngu xuan.’

Can danh gi4, nhan xét doi thi canh tranh véi thai d6 khach quan, khong gidu giém uu thé, ciing khong
tho1 phong khuyét diém cua ho, dé khach hang khong chi hi€u nhirng thong tin c6 li€n quan té1 san
pham ma con cam nhan dugc pham chat tot dep cua ngudi dua ra danh gia.

Thuc té cho thay, ha thip ddi tht canh tranh véi sic thai chu quan, tiéu cuc khong nhitng khong dé cao
duogc gia tri cua ban than ma con cho thay ban ghen ghét do ky va tu ti trude doi thu canh tranh. Khach
hang hau nhu khong vi nhirng 161 nhan xét ki€u nay ma quyét dinh mua san pham ctua ban. Mat khac, du

https://thuviensach.vn



hién tai ho tin 101 ban nhung vé 1au dai, khach hang s¢€ xa 1anh ban.

Piéu ma ngudi ban hang can phai thiy 1a: quan hé voi dbi tha canh tranh tuyét nhién khong phai 1a
quan hé gitra nude va lura. Gitra nhu cau cua khach hang va dc di€ém san pham ludn ton tai nhitng khac
bi¢t, cac doi thu canh tranh c6 thé trao do6i, cung cap thong tin cho nhau.

Néu nhu cau cua khach hang phi hop véi san pham cta ddi tha canh tranh thi ¢6 thé nhuong lai khach
hang cho ho. Pung trén 1ap trudong cua khach hang dé théa mén nhu cau thuc t& cua ho, ban s& duogc
dén dap xtmg dang. Khach hang cdm nhan dugc y t6t cia ban sé tin nhiém ban hon. Lan sau, khi ¢6 nhu
cau, chic chin ho sé& nghi dén ban dau tién, hon nita, ho con co thé gid1 thi€u cho ban nhirng khach
hang khéc pht hop v6i ban. Ddi tha canh tranh cling s& sin 10ng chuyén lai cho ban ngudn khach hang
ma ho nhan thay phu hop véi ban. Cyc dién ndy dugc xay dung dung trén nguyén tac co ban 1a thanh
tam suy nghi vi khach hang, phuc vu khach hang.

XI. SUY NGHI VAN PE GIONG NHU ONG CHU

Néu trong cong viéc, ngudi ban hang thiéu 10ng dam mé cong viéc, cho rang chi can hang thang hoan
thanh ké hoach ban hang dugc giao la du, khong c¢6 ¥ dinh nang cao thanh tich dé tranh vat va thi dan
dan ho s€ nay sinh thai do ti€u cuc, thd o, chénh mang trong cong viéc.

Nhitng nguoi khong suy nghi van dé nhu 6ng chil nhung lai mudn c6 duoc dii ngd vat chat nhu 6ng chu
s€ mat phuong hudng va khong bao gio ¢6 dugc thanh tich tot.

Millar 13 dai dién ban hang ctia mot cong ty gang thép noi tiéng thudc bang Caliiornia, My, thuong
khoe khoang thanh tich ban hang ctia minh v&i dong nghiép. Cong ty dang dimg trudc viée cai to nhan
su ndi bd va cai tién san xuat, trudng xudng vo cung ban ron, khong co thoi gian giao viéc cho bd
phan ban hang nén mdt vai nhan vién ¢ day thiy khong phai chiu 4p luc cong viée, tir d6 1am viée
khong nhiét tinh, vi thé thanh tich ban hang giam chan tai chd. Lau dan, ong chi thiy can phai tim cach
d6ng vién nhitng nhan vién ban hang niy, néu khong sé& rat kho hoan thanh duoc nhiém vu ban hang cta
nam.

Hoém d6 Millar lién tuc ndi v&i 6ng chu riang trong vai thang tré lai day minh d bo nhiéu cong strc dé
1am thém, da thuyét phuc duoc miy cong ty dat hang voi tong tri gia don hang 18n t6i 5 van do-la. ong
cht nghe vay khong néi gi, chi mim cudi git dau. Millar t6 ra that vong, ong cha vo vai dong vién:
“Millar nay, to1 biét méy thang nay cau rat chiu kho 1am viéc va c¢6 duge mot sb thanh tich, nhung
chua duoc thudng, ding khong?

Thoi gian ndy cong ty ban nhiéu viéc, toi dang chuan bi dé xuit van dé nay.” Nhin vé mit dang binh
tinh trd lai ctia Millar, ong chu lai néi tiép: “C6 18 t6i da khong b tri nhiém vu phi hgp cho bo phan
ban hang. C6 mot sb6 nhan vién ban hang lam viéc ué 04ai, réu ra, khong con nhi¢t tinh 1am viéc nhu
trude day, thim chi con thiéu 1ong tin va nhiét tinh khai thac khach hang.

C6 mot vai nhan vién ban hang tuy di cd gang tim khach hang nhung tdm nhin cta ho chua duoc xa
rong, ho mGi chi nham vao mot vai khach hang nhd & gan roi thoa mdn véi nhitng thanh tich d6. Puong
nhién, ¢ khach hang nho van t6t hon khéng co, nhung nhu thé 1 chua du, t6i mong rang nhan vién ban
hang c6 thé dting & vi tri cuta t6i dé suy nghi van dé, t6i rat mubn c6 khach hang 16n c6 thé ky nhiéu
don hang vd1 gia tri 16n. Chic mung cau!”

Nghe 6ng cha néi, Millar hiéu ra, s& di thanh tich cta cac nhan vién ban hang chi & mic d6 binh
thuong 13 do ho da khong dimg & goc do cta ong chi dé suy nghi van dé. vé sau, Millar nhudng khach
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hang nho cho dong nghiép, giao hen chi nhdn mdt phan 1di dé tap trung vao viéc dé ra muc tiéu ban
hang dai hoi va tim kiém khach hang 16n. Két qua dang nhu mong doi cua 6ng chu, thanh tich cta
Millar da c6 budc phat trién nhanh chong va mang lai 191 nhuan cao cho cong ty.

Suy nghi van dé nhu 6ng chu, quyét tim theo dudi muc tiéu cua ong chi, ngudi ban hang s& co dugc
thanh cong 16n. Vay, ngudi ban hang phai lam thé nao dé suy nghi van dé giong nhu 6ng chu?

Doanh nghiép can lgi nhuan, vi thé, ngudi ban hang can phai dimg ¢ goc d6 cua éng chu, suy nghi theo
hudng phat trién lau dai cua cong ty. Lo1 ich cua cong ty dugc nang cao thi tién thuong va phuc o1
cua nguoi1 ban hang ciing theo d6 dugc nang 1én.

Vi vay, chi co gén chat myc ti€u lau dai ctia minh vé1 muc tiéu phat trién cua cong ty, gén chat loi1 ich
cua minh véi 1o1 ich cua cong ty, nguoi ban hang médi c6 thé phat huy t61 da kha nang ban hang cua
minh, thue hién dugc muc tiéu ban than va cong ty déu co 1o1.

Tiép theo, phai 1am viéc hét minh, nhiét tinh v&i khach hang. Nhiét tinh 13 tién dé va dong luc co ban
dé mot nguoi toan tAm toan ¥ doc surc vao sy nghi¢p. Co cau danh ngén: “Bén hang 1a sy nghiép sudt
do1 ma ngudi ban hang tran day nhiét tinh theo duoi, khi nhiét tinh ay giam di thi sy nghi¢p ban hang
cua ban ciing suy thoai.”

Ngudi ban phai dot pha tuyén phong bi va canh giac cua khach hang, chuyén héa né thanh sy tin nhiém
va dong tinh. Sy tir chdi cua khach hang tuyét doi khong dugce trd thanh 1y do dé ngudi ban hang bd
cudc. Chi can nguoi ban hang trudce sau ludn tran day nhi€t tinh, do1 xir chan thanh véi khach hang thi
cuoi cung s€ dugc khach hang chap nhan va ung hd. Pong thoi, trong qua trinh ban hang, ngudi ban
hang phai khoi thong giao tiép voi khach hang, biét 161 cuon khach hang bang 1ong nhiét tinh ctia minh.
Chi c6 tran day nhiét tinh v&i cong viée ban hang, ngudi ban hang méi c¢6 thé phat huy dugc ning luc
cua minh, lam tot cong viéc ban hang.

Cudi cuing, nguoi ban hang phai biét loai bo ap lyc cong viée. Co mdt cdu ma cac ong chi thudng ndi:
“Cé ap luc s€ c6 dong luc”, cau nay khong hoan toan chinh xac, vi ap luc 1a con dao hai ludi, voi moi
nguoi, moi cong viéc khac nhau, ap luc cling s€ khac nhau. Nguoi ban hang phai khong ché tot tinh
cam cua minh, loai bo ap luc cong viéc dé€ giao luu voi khach hang tot hon.

Tom lai, ngudi ban hang phai biét suy nghi van dé gidng nhu 6ng chi, tran diy nhiét tinh véi cong
vi¢c, ¢6 nhu vay thanh tich cua ban than md1 khong ngirng dugc nang cao.

https://thuviensach.vn
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