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1. KY NANG TIM KIEM KHACH HANG

C6 nhitng nhan vién ban hang ludn dat duoc doanh sd cao, va vi thé ¢ muc thu nhap rat 4n
tuong, tuy nhién cling c6 nhiing nhan vién lai dat doanh sb thép hon réat nhiéu du duge dao tao
cing mot chuong trinh, ban ciing mot san pham, trong cung mot khoang thoi gian. Pé thanh
cong, cai kho ciia mdi nhan vién ban hang 1a phai mo rong mang ludi khach hang ctia minh,
khong ngimg tim kiém khach hang moi.

Vay phai lam thé nao dé dat duoc muc dich trén? 6 loi khuyén duwoi day vé tim kiém khdch
hang moi sé giup nhan vién co thém kinh nghiém va ki nang nham dat muc tiéu trén.

Léap mot ké hoach:



Hay can nhic nhiing ai s& mua san phim cua ban? Néu san phdm ciia ban dé ban cho dan vin
phong, hay nghi xem cac phong ban nao nhiéu kha ning s& mua san phim cta ban nhat, va
nhiing ai trong sb d6 c6 thé sin sang quyét dinh mua san pham (h@y goi dién thoai cho khach
hang cua ban trong trudng hop ban khong biét). Sau dé, hiy tim hiéu xem nhitng ngudi d6 tim
dén san pham hay dich vu cua ban nhu thé nao, bang cach nao... Tim hiéu xem khach hang cua
ban muén duoc tu van gi, mubn nghe gi, ho s& tim dén dau khi mudn mua mot san phém, dich
vu...Va dimg quén ghi lai tit ca nhitng thong tin hitu ich do.

*  Tim tir cac kénh thong tin Bao chi :

Béo chi ludn 1a mot trong nhitng kénh thong tin dé ban tim kiém dwoc nhiéu khach hang nhét.
Hay tim trén do thong tin cua nhiing ngudi méi dugc thang churc, nhiing ngudi méi danh giai
thudng, nhitng cht doanh nghiép méi,. .. hay bit cir ai d6 c6 thé trd thanh khach hang tiém ning.
Hay giri cho ho nhitng btrc thu ¢4 nhan, ndi dung chic ming thanh cong ctia ho, néi cho ho biét
ban rﬁng bai viét vé ho ma ban doc dugc thuc sy rat hitu ich. Tiép do, dung quén kém theo
thong tin cong ty ciia ban kém theo slogan va thong tin san pham cta ban & chit ky... (Vi du:
Mr. Birc, Cong ty bao hiém ABC, “Vi mot tuong lai an toan va phat trién”...)

e Tai hgi chg, trién lam:

Tim kiém céc sy kién c6 thé mang lai cho ban khach hang tiém ndng. Hay lién hé véi ban to
chure sy kién, do6 1a co hdi dé ban quang ba san pham cia minh dén véi khach hang tiém nang.

«  Tham du cdc budi hdi thio ma khach hang tiém ning cia ban ciing c6 thé tham gia:

Tim kiém trén bao chi, cac kénh thong tin dé biét dugc cac su kién ma ban nghi co thé khach
hang tiém nang cua ban ciling dén do, tham du va lay thong tin tr nhitng khach hang tiém nang.

«  Pirng dé “théng tin chét”

Hay lién h¢ voi nhiing nguoi ban da gap trong cac sy kién, hoi thao ma ban da xin thong tin.
Néu ho néi ho chua can san pham, dich vu cta ban bay gio thi /dung voi cup may, hdy hoi khi
nao ban c6 thé goi lai cho ho, hodc héi ho ai c6 thé mua san pham cua ban.

*  Tha con san sat — bat con ca ro

Dimg ngai cung cp mién phi mot san pham cia ban, hiy cho khach hang tiém ning ctia ban
dung thur va bao ho gidi thiéu cho ban be néu ho thich. Néu ban 1am dich vy, tu vén... hay cung
cap that nhiéu thong tin hitu ich. C6 thé 1a nhimng 14 thu cung cp nhiing thu thuét, meo vit...
d6i khi ban ciing co thé tw van mién phi giup khach hang tiém ning ctia ban hoan thanh cong
viéc, du an cua ho..

* Téan dung cac moi quan h¢ ca nhan
Hay gidi thi€u dén cac ban be cia ban ve dich vy, sdn pham ctia minh hodc gidi thi¢u dén nhitng

nguoi co thé biét ai do sir dung dich vy , sdn phém cta ban. Néu dugc, dung ngai chi cho ho
mot chut hoa hong.



+  Nghién ctru nhirng ddi thii canh tranh

Ho quang cdo ¢ dau? Ho quan hé¢ & dau? Ho su dung cach thirc nao? Tim hi€u xem, di€u gi lam
nén thanh cong cua doi tha co6 thé &p dung dugc vao mo hinh kinh doanh ctia ban.

«  Quang c4o online — hiy kiém tra pay-per-click thojong xuyén
bé tlet kiém chi phi, hdy set up ndi dung quang céo cta ban phu hop voi: vi tri dia Iy ban mong
mudn — ban s& khong muébn quang cao ra toan cau trong khi san pham chi moi phuc vu trong
nuée, thoi gian quang cao — dimg mét tién vao nhitng gid ma chang c6 ai ludt web...va ludn
danh gia nhiing thay ddi khi set up quang céo online.

Panh dAu vi tri ciia ban trén Google

Khi ban di danh dau cta ban trén ban do dién tir google, hiy chic rang cac thong tin déu phai
chuan x4c (dia chi website, dia chi cong ty, s6 dién thoai lién hé....)

+  Khi khich hang tiém ning khong mua sian pham?

Hay hoi ¥ kién cta ho, c6 phai ho dang sir dung san pham nao khac phuc vu dugc nhu cau cia
minh? C6 phai ho quyét dinh ho khong can dung san pham cua ban? Hay ho chua quyét dinh
mua vao thoi diém d6? Co phai khach hang ctia ban gip khé khan khi dat hang trén website ctia
ban? Hay sir dung tat ca nhitng kién thirc ctia ban dé tao ra nhitng thay d6i can thiét va bo may
kinh doanh cua ban s€ tirng budc 16n manh.

Khong quén dé nghi khich hang tré thanh ngojoi giéi thiéu sin phim

Dé nghi khach hang 1am ngudi tién cir san phdm clia ban t6i ban be, ngudi than ciia ho khong
phai 12 cong viéc qua kho khan, tuy nhién can biét lya chon ding thoi diém. Thoi diém hiéu qua
dé thuc hién cong viéc nay la khi ban vira két thuc mot giao dich véi khach hang, dem lai mot
dich vu hoan hao t&i khach hang, va lam hai long khach hang. Chi khi mua hang xong, khach
hang méi c6 thoi gian ciing nhur tim trang dé lang nghe dé nghi ciia ban, va dimg quén ludn thé
hién su than thién, coi md ddi véi khach hang du ho t6 ra khong méy quan tam.

« Nang cao kién thirc vé san phadm cho khach hang

Khach hang s& khong san sang tién cir san pham cta ban néu nhu ho chua thuc sy am hiéu vé
san pham, chua c6 du long tin va quan trong hon la néu ho khong nhan dugec 101 ich cu thé nao.

Chinh vi véy, ban hay gianh thoi gian dé noi chuyén voi khach hang quen cua ban, tu van cho
ho vé cach tiép can va néi chuyén véi nhitng dbi twong tiém ning. Qua thoi gian huén luyén,
khach hang s& cam thiy tu tin va dé dang hon khi gi6i thiéu san pham cua ban td1 nguoi than,
ban bé, khong chi vy, con cam thiy khong nan long khi bi tir chdi mua hang.

Quan trong hon, ban dung quén cam on nhiing khach hang trung thanh, nhirg khach hang da
nhié¢t tinh lam ngudi gidi thi¢u cho san pham, dich vu cia ban va gui tding ho nhitng mén qua y
nghia.



* Tan dung co hoi

Co hoi ban hang t6i khach hang tiém ning can duoc tién hanh mét cach nhanh chong, do do,
mot dai dién ban hang gioi phai ludn biét duy tri mdi quan hé v6i mang luéi nhitng khach hang
lam ngudi gidi thidu cho san pham cta ban, thuong xuyén thong tin dé ho ndm bat co hoi gidi
thiéu va ban san pham téi khach hang muc tiéu.

* Gianh thoi gian cho cac cugc dién thoai

Biét cach lya chon thoi diém dé goi dién cho khach hang muc tiéu cling la mot ngh¢ thuat va la
mot ki nang mot nhan vién ban hang can c6. Hon nita, khong phai lic nao nhén vién ciing ch
ging ban duoc hang bang moi gia, ma can phai nhé rang muc dich cia cac cude dién thoai toi
khach hang 1a thu thap thong tin vé khach hang, khoi goi nhu ciu mua hang va sap xép lich hen
v6i khach hang néu c6 thé. Nhan vién ban hang ciing nén c6 cach xir 1y thong minh khi tiép xuc
qua dién thoai, chang han nhu khi dugc dua ra mot cdu hoi thi vi, hay khi khach hang thé hién
su td mo vé san pham, hiy 1én mot budi hen véi ho thay vi nhanh chéng dwa ra ciu tra 101, nhu
vay ban s€ c6 thém co hi tim hiéu, thuyét phuc khach hang.

Mot yéu cau khong thé thiéu nita 1a nhan vién ban hang can thé hién sy chuyén nghiép du chi 1a
tiép xuc qua dién thoai, trinh bay mot cach thuyét phuc nham tao hiig thu cho nguoi nghe.

2. KY NANG THIET LAP CUQC HEN

Giai doan ban dau:

Ap dung theo mé hinh F.O.R.M (Family - Occupation - Recreation & Message) khi bat dau
mot cude trod chuyén. Pay 12 4 cau hoi quan trong nhat dé ban c6 thé “pha bang” dbi véi ngudi
chua quen than hoac la mat:

F: Hoi vé gia dinh ciia ho va sau d6 noéi cho ho vé gia dinh ctia minh

O: Hoi ve cong viéc cua ho. Ghi chu lai nhiing diém quan trong v€ cong viéc cua ho, so sanh
nhiing diém tuong dong trong cong viéc cua ban v4i cong viéc cua ngudi ma ban dang chia sé.

R: Hoi vé nhiing diéu khién ho vui thich bén ngoai cong viéc. D6 co thé 1a thé thao, s¢ thich,
nhirng cong tac xa hoi, nhitng cong viéc mang tinh cong dong...Hay chia sé¢ mot s6 thong tin
cua ban than ban khi chia sé.

M: Thong tin khac. Déi véi tat ca moi nguoi, nhitng véan dé khac c6 thé 1a tién bac, tai chinh 1a
van dé quan trong. Nhung van dé nay khong bao gio dugc dé cap ngay tir ban dau khi ban chua
hiéu gi vé nguoi dbi dién. Tir Mco nhiéu y nghia, d6 c6 thé 1a Motivation (nhing diéu lam ho
yéu thich) va cling c6 thé 14 van dé tai chinh hién tai ctia ho. Ngoai ra, ban c¢6 thé néi chuyén vé
bét ¢ nhitng chui dé gi khac cia x3 hoi. Vao thoi diém ndy, su sang tao 13 & ban.

Giai doan khéi tao cudc hen:

Sau khi da c6 nhitng hiéu biét so giao, chung ta tiép tuc 4p dung mo hinh N.E.A.D.S



Now- Hién tai: Hién tai kinh té Viét nam c6 nhiéu khé khan, rit nhiéu san phém dang lén gia
ding khong anh/chi?

Emotional — Chia sé cam xiic: Ban c6 bi anh hudng boi diéu nay khong?
Ban cia ban: Pling roi

Alter — Sw thay ddi: Moi thir déu ting gia, nhung thu nhap lai khong tang twong ng, c6 nhiéu
ngum phai kiém viéc lam thém phai khéng? Hoic ¢ thé phai kiém viéc khac kiém duogc nhiéu
tién hon?

Ban cua ban: Dung r6i

Decision — Quyét dinh: Toi c6 mdt co hdi co thé gitip anh chi thay d6i cudc sdng hién tai,
khong anh hudng dén cong viée hién tai nhung 1a mot co hoi ting thém thu nhap, anh c6 mudn
lam khong?

Ban cuia ban: Bang roi

Say Yes — Pong y: Toi s& gidi thiéu chuyén gia trong linh vuc nay cho anh chi. Hiy cho toi mot
cai hen nhé.

Khi di thiét 1ap duogc 1 céi hen, ching ta s tién hanh gap mat va chia sé co hoi kinh doanh. To61
xin trao ddi v4i cac ban phwong phép chia sé co hoi kinh doanh vdi cac ban trong nhimng bai
viét sau.

Bay budc thiét 1ap cudc hen:

Bojoc 1, C}lﬁng ta nén su dung dién thoai dé moi, 1y do 1a goi dién ching ta s€ chu dong hon la
gap truc tiep.

Bojdc 2, Han ché to1 da vé viéc hoi tham xa giao, day 1a cudc goi vé cong viéc

Bojoc 3, Hﬁy cho ho biét 1y do ma l?an khéng thé n('),i chuyén qua lau qua dién thoai du(_)’g “To1
khong thé néi lau dugc vi dang chuan bi an t61/ vi may dira tré dang danh nhau/ vi c6 nhiéu thir
phai chuan bi cho cong viéc ngay mai”, dua ra nhiing 1y do phai that hop ly. Hay noi that ngan
gon

Bojéc 4, Xac dinh ngay ban mudn moi trude khi dua ra 1y do moi. Ludn dua ra hai su lya chon:
“Ban 1am gi vao tdi thir Tu, ban ha, thé thi t6i thir Nam thi sao, ciing ban a. Khong sao, vy thi
lac khac t6i goi lai”. Tai sao ching ta lam thé, vi chiing ta khong mudén ho hiéu 1am rang, chiing
ta qua can dén ho. Néu ho c6 cam giac la ban qua can ho thi ban lai thua truée khi bt dau

Bojdc S, Lo1 moi: cung cap mot s6 mau & phan cuoi.

Bojéc 6, Xac nhan cudc hen: “Tbi rat mong 1a duoc gip vo chong anh vao tdi thir Tu”

Bojoc 7, Cup may



Tt ca chi trong vong t6i da 1a 3 phit. Loi khuyén cho nhiing cudc goi dau tién, cac ban hiy
doc, doc va doc y nguyén nhu trong kich ban 100%. Sau khi moi duge 4 nguoi va cam thay tu
tin hon thi ban c6 thé uyén chuyén hon mot chut

3. KY NANG THUYET PHUC KHACH HANG

— i |

Ban hang 1a ca mot “nghé thuat”. Mudn thuyét phuc duge khach mua hang, ban phai hiéu
dugc dong co mua hang cta ngudi tiéu ding, va dua trén co sd d6, dua ra nhitng 101 thuyét minh
hop 1y cho mit hang ban ban. Sau day 1a nhitng diéu khi trao ddi voi khach hang ban can dé cap
dén dé ting kha ning ban hang.

00 Lgi nhuin

Day 1a muyc dich cta cac doanh nghiép, cac vi l1anh dao, hay nhiing khach mua buon. Muc dich
thu lai lo1 nhuan 14 dong luc chinh thuc day hoat dong cta bat ky nganh nghé kinh doanh nao.

Boi thé, mot nhan vién ban hang c6 tai 12 nguoi biét cach thuyét phuc cho khach hang rang mit
hang nay s€ lam tang loi nhuan va gidm chi phi cho ho — diéu ma bat ky thuong gia nao cling
mong muon hudng toi.

D6i khi, trong qué trinh thuong thao véi d6i tac 1a ngudi ban si, can nhan manh ti nhu cau cia
khach mua 1€, boi chinh thi hi€u cua khach hang nay cuoi cung sé anh hudng téi hi¢u qua kinh
doanh ctia nguoi ban budn.

Nhiing cau kiéu nhu “Loai nudc goi dau nay co vo hop rat dep mit, chung t6i ban rat chay. Loai
bao bi sic s& hip dan nhu thé s& glup cho anh (chi) ban duoc hang véi sb luong 16n va thu loi
nhuén trong thoi gian ngén nhat”. .. rat nén bang cach nao d6 lot vao tai khach hang,

«  Tiét kiém thoi gian



Ngay nay, voi nhip song ban rdn cta thoi hién dai, khai ni€ém “tiét kiém thoi gian” cang ngay
cang c6 y nghia dac bi¢t quan trong. “Thoi gian 1a vang bac”- va cau nay khong chi ding voi
cac nha kinh doanh, ma con &p dung ca véi cac ba ndi tro.

Nhimg cach noi tuong tu nhu “So d6 van tai ctia ching t6i da duoc thir nghiém qua mot thoi
gian dai va to ra rat hiéu qua, dbi v6i cong ty cua cac anh (chi), diéu nay co6 nghia la hang hoa
s€ dugc dua to1 dia diém can thiét trong khoang thoi gian ngin nhat” chic chin sé& tao 4n tuong
t6t voi khach mua hang.

HAap din ciia hang hoéa

Nhiéu khéch hang bd tién sim mot d6 vat nao do chi boi vi bé ngoai dep dé cua mat hang, chi
chua han do tac dung thyc sy ciia n6. Mot lugng dong dao cac khach hang loai nay 1a chi em
phu ni.

Nhan vién ban hang tinh y s€ bict goi nhiing cau kiéu nhu “Trén bé mat cua loai vai ndy co
nhting soi dic biét tao nén vé bong mo rat sang. May vay da hdi bang vai nay, chi s€ thanh ba
hoang cua bat ky budi da hoi nao”.

«  Cam giac thoai mai va dé chiu khi sir dung

Khi chon mua quén 4o, phan 16n khach hang thuong tu hoi: “Khéng biét mic quan 4o nay cd
thoai mai, dé di lai, thoang mat... khong?” Hay khi mua ban ghé, chiing ta ciing thich chon loai

di ving mém mai, ém 4i.

Boi thé néu ban 1a nguoi ban hang gioi, bao gid ciing nén chii y hoi khach mua “Anh (chi) mic vao
cam thay thé nao?” hay “Loai ghé nao thi anh (chi) ngdi thiy thoai mai hon?”.

*  Swu khac la

Nhiéu nguoi mudn d6 dung minh sim phai khéc la, dé tach ra noi bat gilta xung quanh. Boi vay
nhirng cau thuyet minh kem theo khi ban hang kiéu nhu “mat hang nay rat doc dao, ban véi s6
luong han ché”... s& gy tac dung rit manh véi khach hang.

6 nguyén tic thuyét phuc ma ban c6 thé str dung dé bién cac yéu cau cta ban ddi v6i khach hang
tré thanh hién thuec.

+  Nguyén tic trao doi.

bay 1a nguyén tac trong van hoa giao tiép cua loai nguoi, Cialdini ndi. Chung ta déu c6 chung
suy nghi rang “T6i s& phai tra lai anh cai ma anh d3 dua cho t6i”, va chung ta xem diéu do 1a
mot luat 1¢ hién nhién. Bén canh do, chung ta ciing khong bao gio chi nhdn ma khong tra lai
diéu gi. Ban c6 mot co hoi 16n trong mot khoang thoi gian rat ngan ngay sau khi mot ngudi nao
d6 noi 161 cam on ban. Vay ban lam gi trong thdi gian nay 1a diéu rat quan trong.

Ban c6 nhan thy ¥ nghi cong viéc kinh doanh ctia ban khong? Ban dd hanh dong nhu thé nao khi
mot ai d6 cam on ban vi da lam viéc vuot ra ngoai bon phan ctia minh? Ding danh gia co hoi cua
ban lic d6 bang nhiing c4u dai loai nhu “O, khong c6 gi, toi van thuong 1am nhu viy ma”. Néu
ban chi no6i nhitng diéu nhu trén, c6 vé nhu ban da vuot ra ngoai quy luat trao doi. Thay vao do,



ban nén sir dung nhiing cau nhu “Tat nhién roi, ching ta ludn san long giup d& 1an nhau. Do 1a
nhiing diéu ma ban b¢ lau nam van thuong lam”, hoac “Cam on. Di nhién, t6i san long lam diéu
do, t61 biet ban ciling s€ lam diéu twong ty cho t61”.

+  Nguyén tic khan hiém.

Ban chét caa diéu nay 1a: Mong mudn cta con ngudi 1a khong co gidi han. Ban nén noi cho
khach hang biét rang ban c6 mot dé nghi hiém co, doc nhét v6 nhi c¢6 the mang lai cho ho nhiing
loi ich dac biét ma ho khong thé c6 néu khong tiép nhan nhitng yéu cau ban dua ra. Vi véy, ban
khong nhirng can trinh bay voi khach hang vé loi ich ma ho s€ dat dugc, ma con phai dé cap
dén ca nhitng thir ma cé thé ho s& danh mat nita. “Con nguoi s€ bi tdc dong manh mé hon véi y
nghi s& mat mot cai gi d6”, Cialdini noi.

* Nguyén tac cia sy tin nhiém.

Thong thuong, moi ngudi déu nghe theo 11 khuyén cta nhitng chuyén gia c6 uy tin. Ban can
phai chtng to trinh d6 va su am hiéu cta ban vé vin dé ma ban dang noi. Nguoi nghe s& khong
dé y dén ban, néu ban khong thé hién dugc diéu d6. Tuy nhién, viéc chi thé hién su uyén bac
khong thoi van chua du, ban con can t6 ra thanh thyc nita. Ban ¢6 thé biéu 16 sy chan thanh theo
cach ma cac doanh nhan 16n thuong lam: trudce khi trinh bay vé nhiing 1y 1& manh mé& nhét ing
ho cho san pham/dich vu ctia minh, ho thuong dé cap dén mot diém yéu hay kho khan ma ho
dang gdp phai. biéu nay tao cho ho moét hinh anh vira c6 manh mé, lai vira thanh thuc. Ngay
1ap tirc sau khi ban thira nhan diém yéu la khi ban can nhan manh luén ¢t chi chdt ctia minh.

«  Nguyén tic cam két va kién dinh.

Néu ban muon cting cd strc manh cua mot 161 dong y, ban nén yéu cau khach hang xac nhan diéu
do trén gidy. Nguoi ta thuong thuc hi¢n nhitng diéu ma ho viét ra.

+  Nguyén tic nhat tri.

Moi ngudi néi chung c6 khuynh huéng bat chudc 1an nhau. “Ching ra quyét dinh hanh dong
clia minh thong qua viéc xem xét diéu ma nguoi khac mudn chiing ta 1am trong hoan canh d6”,
Cialdini noi, hay n6i mot cach don gian hon thi chung ta thudng doan y nghi cia nguoi khac de
hanh dong. Vay thi ban hiy ap dung dic diém dé trong khi giao tiép v6i nhiing nguoi sap tro
thanh khach hang ctia ban, va st dung nhirng khach hang hién tai cung véi nhiing moi quan hé
ctua ho nhu 1a nhitng kénh giao tiép hiéu qua cho dich vu cua ban.

*  Nguyén tac yéu mén.

“Chung ta thich nhitng ngudi yéu mén chiing ta”, Cialdini giai thich. “Chiing ta thuong dong
tinh v&i nhitg ngudi ching ta quy mén”. Tuy nhién, diéu nay khong c6 nghia 14 ban phai lam
cho khach hang thich ban, ma thay vao dé ban can yéu quy khach hang nhiéu hon. “Ho muén
mot ¢d van biét to ra yéu quy ho, nhur thé ho cam thiy yén tim. Va khi ho cam thy yén tim, ho
s& noi dé dang noi 161 dong ¥.



Nhu vy, “néu ban dang gip bat ky kho khan nao trong viée thuyét phuc ngudi khac dong y véi
ke hoach ctia minh, ban khong can nén thay d6i nhitng gi ban dang dy dinh”, Cialdini néi, “ma
thay vao do, ban chi can thay doi cach thirc ban thé hién 161 d€ nghi do”.

Dudi day 1a 9 budc gitip ban c6 thé dam phan thanh cong véi khach hang.

1. Thu thap thong tin co ban vé khach hang: trudc budi gip gd, ban nén thu thap thong tin
vé ddi tac. Viée thu thap thong tin co thé qua to gép, catalogue, goi dién thoai, v...v.. dé biét
duoc ho 14 ai va ho mudn gi. Sau do, ban 1ap mot danh muc nhitng bi¢n phap, dé nghi dé ching
minh san pham hodc dich vu ctia ban dap tng tét cho dbi tac.

2. Pt muc tiéu c6 tinh kha thi: ban can dua ra nhirng muc ti€u cu thé cua tung budc dam
phan, lam sao dé dbi tac tién dan dén quyét dinh mua hang hoac dich vu cta ban. Vi du ddi véi
dich vu tu van thi muc tiéu dau tién 13 hen dugc gap dé trinh bay dé xuét thyuc hién dich vu cua
ban. Néu 1a may moc, trang thiét b thi muc tiéu 13 co hdi duoc trinh dién, gi6i thiéu nhiing tinh
nang, loi ich ciia san pham.

3. Chuan b tdt nhing tai liéu can thiét: Ban can chuan bi ddy du nhimng tai liéu gidi thiéu
vé cong ty va san phdm ctia ban nhu danh thiép, to gap, catalogue dé xuat thyc hién, bao gia..
va nhiing cong cu trinh bay nhu may tinh, dén chiéu. .

Klem tra ky ludng nhiing tai liéu nay trude khi gioi thiéu voi khach hang. Vi du nhu n6 dé dugce
viét t6t chua, mau sic, cach thire trinh bay c6 an tugng, dé hiéu va mang tinh chuyén nghiép
khong? Nén nhé sau cudc gip gd, chiing sé& dugc khach hang ding dé phan tich, so sanh véi cac
d4i thu canh tranh cua ban.

4. Tap duot cach trinh bay: S& 1a mot sai 1am rat 16n néu ban chua thé trinh bay nhiing tai
lidu nay trudc dong ngudi mot cach sudn sé. Do do, ban hiy ¢b ging tap duot nhiéu 1an cho dén
khi thanh thuc ca vé tu thé, giong noi, sir dung cdc tai lidu thuyét minh va céc thiét bj hd trg.
Ban nén tép trudc voi mot vai ddng nghiép dé ho gop v, tham chi dua ra nhitng cau hoi chat
van c6 thé xay ra trong thuc té.

5. X4y dung mbi thién cam qua cach quan sat tinh té: Hinh dung ban dang & trong van
phong cua khach hang. Ban thdy cdy vot tennis duyng canh ban 1am viéc, mot birc tranh veé phé
c6 Ha ndi treo trén tuong. Voi nhiing quan sat nhu vay, ban dé co6 hai co hoi dé xay dung mdi
thién cam mot cach rat tu nhién voi dbi tac. Ban hay khéo 1éo noi chuyén — nhimg xuc cam cua
ban khi di doc nhiing pho ¢6 Ha Noi, mot vai cam nhéan hig tht vé tennis. Nhitng cdu chuyén
nay s€ pha vo su lanh lung, tao ra mbi quan h¢ than thién dya trén sy hiéu biét va tin cay.

6. Quan sat khi dam phan: Ban cin quan sat k¥ ludng va cam nhan tinh té nhitng cta chi
va hang dong cua doi tac dé co6 nhitng phan tng thich hop.

7. Dit nhitng cau hoi va lang nghe: Ban can can nhéc khi dua ra cdu hoi. Pimg bao gio hoi
nhimng cau nhu: “Anh c6 phai 1a ngudi ra quyét dinh cudi cung vé van dé nay khong?” Cac cu
hoi can tinh té va c6 ¥ nghia. Ban can cht y ling nghe va ghi chép can than cac ciu tra 10i. Nén
nh¢, lang nghe 1a cach ddi thoai tot nhat.



8. Dua ra nhimng dan ching tinh hudng: Nén chuan bi tir 10 dén 12, nhitng dan chimg tinh
huéng dé dinh vi san phém, dich vu ctia minh so vé6i cac ddi thu canh tranh. Luu ¥ tranh vi¢c
chi trich, ché bai truc tiép ddi tha ctia minh. Thay vao do, dua ra binh luan, nhan xét ciia khach
hang vé nhirng loi ich va su hai 1ong khi str dung san pham va dich vu ctia cong ty ban.

9. Dua ra nhiig giai phap hiéu qua: Nhiém vu cua ban la phai lam cho khach hang tin
tudng vao san pham dich vu cua ban cing nhu nhirng gi ban da cam két. Két thuc cude giao
dich, ban nén tom tit lai nhiing yéu cau va giai phap thyc hién, san sang tra 101 bit ky cau hoi
nao cua dbi tac dé lam virng chac thém quyét dinh cia ho.

4. KY NANG XU LY TU CHOI KHACH HANG

Su that 1a khach hang ngay hom nay bi tan cong boi hang tram, tham chi hang nghin nhiing
thong tin thuong mai. Do d6, ma ho trd nén nghi ngd va can than véi thoi gian va tién bac cua
ho.

Cho dul ban ban bt ké thir gi, khach hang luén c6 cau hoi va quan tam d6 1a diéu ma ban can
giai dap trude khi c6 dugc thuong vu. Kha nang xtr Iy nhirg céu hoi va ban khoan la ky nang
then chot dé tao ra thanh cong ban hang.

Ban cin hoc va hiéu
- Tai sao phan dbi lai quan trong
- Bbn thoi diém dé xur 1y phan ddi
«  K¥ thuat “Feel, Felt, Found” (cam théy,cém giac, nhan théy) dé xur 1y phan dbi

« Cau hoi va tra 101 quan trong ban can st dung dé tra 161 mot cach hiéu qua moi loai phan
doi1 ma khach hoi ban

Nguyén tic: S& khong cé ban hang néu khong c6 tir chdi, ban nén ludn luén nhé riang

1. Phan dbi 1a tbt — Ho thé hién 1a sy quan tdm dén san phém hoac dich vu
2. Phan ddi chi ra rﬁng ban da cham duoc su lo léng cam xtc cua khéach hang



3. Nhitng nguoi ban hang thanh cong c6 nhiéu gap hai 1an sy phan dbi so voi nhitng nguoi
khong thanh cong

C6 4 thoi diém cu thé khi phu hop dé tra 1oi phan doi

1. Ngay lap tirc — Ngay khi phan d6i xut hién, dic biét 1a sy trung thuc va chat luong duoc
héi boi khach hang

2. Trong khi thuyét trinh — Khi ma phan dbi xuét hién tu nhién, hodc khi ma ban tu néu nén

3. Sau khi — Ludn luon tri hoan hogic chdm tr€ xir Iy phan doi, ddc biét 1a phan doi vé gia cho
dén vao luc thich hop

4. Khong bao gio' — Mot s6 tir chdi khong can tra 10

Sir dung ky thuat “tra 16i troj6c” v6i nhirng phan ddi thong thojong

1. Du doan phan dbi, biét trude khach hang s& dwa né ra sém hay mudn
2. Ban tu dua ra phan ddi trude khi khach hang dé cap dén
3. Tra1oi phan dbi rd rang va thang than dé no khong xuat hién

Coi phan chdi nhoj mdt 161 yéu ciu cung cip thém théng tin

1. Tén trong phan d6i. Khuyén khich dua ra phan dbi khac; néi “d6 1a mot cau hoi hay!”
2. MGdi khach hang cé loai phan d6i chinh yéu ma ban can phét hién ra n6
3. Nghe phan d6i mot cach day du; hay kién nhan

C6 mot vai chién lojg’c ban sir dung de tra loi phan doi hi€u qua trong cudc néi chuyén ban
hang

1. Ban c6 thé néi “dung thé, anh/chi c¢6 1y do ding dan dé nodi nhu vay; cho phép em dugc hoi

nod cd y nghia/ la gi?

Ban co6 thé hoi, “y anh/chi 1a gi?” hoac “y anh/chi chinh xac 1a gi?”

3. Ludn ludn tra 16 mot ciu tir chdi voi mot cau hoi thay vi 1a mot ciu tra 10i 4. Str dung phan
d6i nhu mot co hdi dé tao sy tin tudng bang cach ling nghe chu y.

N

Sir dung k§ thuit “Cam gisc, Cam thiy, nhan thiay” dé xir ly phan dbi vé gia. Khi ma
khach hang noi “No6 nghe c6 vé dat’ ban tra loi lai

1. “T6i hiéu chinh x4c véi cam giac cua anh chi;”

2. “Nhing ngudi khic ciing cam thay gidng nhu anh chi khi ma 1an dau tién nghe t6i noi vé
gia”

3. “Nhung dy 1a nhitng diéu ma ho nhan thay khi bat dau sir dung san pham ciia chung t6i”
sau do ban dua ra 1y do logic dé tra 161 tai sau gia tri va loi ich cua san phém va dich vu
t6t co gia cao hon

Hau hét phan doi nay sinh tir viéc “hiéu mo ho”

1. Vén dé ma san pham ma ban giai quyét khong rd rang véi khach hang



Nhu cau ma san pham ban thoa man khéng 15 rang véi khach hang

Loi ich cua san phém va dich vy khong 10 rang

Piém dic biét doc ddo cia san phém va dich vu khong rd rang

Khong c6 tinh cip bach dé khach hang hanh dong, hodc anh/chi khong c¢6 1y do dé hanh
dong ludn

ok~ wn

C6 mot so cach thanh cong dé doi mat véi phan doi ve gia, dieu ma xdy ra thojong xuyén
vao moi cudc ban hang. Khi ma khach hang néi “Gia ciia ban qua cao” ban tra 1o bang
cach hoi:

1. “Tai sao anh noi vay?”

2. “Tai sao anh chi cam théy nhu thé”?

3. “co phai gi4 la diéu duy nhét anh chi con ban khoan?”
4. “Thé gia nao 1a hop Iy theo ¥ chi”

Néu khach hang nhin manh vé  gia trojdc khi ban xac dinh nhu ciu va thuyet trinh vé lo’l
ich, tri hoan viéc noi chuyén vé gia, “Toi biét gia rit quan trong vé&i ban; liéu téi cé thé
néi vé n6 sau mot it phit nira khong ah?”

Néu khach hang van tiép tuc nhan manh vé cau hdéi gia

1. “Gia n6 bao nhiéu” ban tra 1oi: “D6 1a phan tuyét voi nhat!”
2. “néuno6 khong phai cai ban can, thi né s& khong tinh tién”

Cong thirc: Tra 1o phan d6i, cung cip chirng c6, héi dé xac nhéan va xir Iy trong qua trinh
ban hang

Phédn ddi 12 nic thang trén chiéc thang din dén ban hang thanh cong. Néu c6 nhiéu su tir chdi, s&
c6 nhiéu su quan tdm dén san pham va dich vu cua ban. Khi ban nghe vé phan d6i, ban nén cam
on va bat dau chuyén phan doi thanh ly do mua hang.

Nhirng phwong phap xiwr ly tur choi thuwong gap

v Phii nhin tryec tiép

Can cung cip thém dit liéu dé ngudi mua hiéu rd hon. Pay 1a phuong phap nguy hiém d& bi
nguoi mua phan ng khi bi xem la sai lam. Vi vay, nguoi ban phai hét stre diém tinh, ty tin va
chan thanh thuyét phuc khach hang, dong thoi, phai c6 thai do hét stc cau thi, hoa nha khong
1én giong ké ca.

v Phii nhin gian tiép
Su phan di cua khach hang 12 hoan toan c6 co s¢ nhung ciing ¢ vai diém chua hop 1y. Khi do,

can cong nhan nhitng diém ding trudc sau d6 tim su dong tinh cta khach hang vé nhimng diém
chua hop 1y. Mtrc do thanh cong 1€ thudc vao tam 1y ciia nguoi giao tiép.



v Dit cAu héi tir 107 phan ddi
Bién cdu phan d6i thanh cau hoi ctia minh. Thai d6 ngudi ban c6 y nghia quyét dinh. Cac cau
hoi néu can thanh that va tham do va danh thoi gian cho khéach hang tra 161. Khach hang hét strc
hai long khi nghe trinh bay nhitng gi minh quan tam.

v Chirng minh lgi ich cao

Khach hang thuong néu san pham co tinh nang khong cao hon san pham khac nhung gia lai cao
hon nhiéu. Khi d6, can chimg minh loi ich va hiéu qua cu thé.

v Chirng minh sian phim

Khi khach hang so sanh san phim cia ngudi ban véi san phdm canh tranh khéc, néu ré nhimng loi
the cua san pham minh. Can kién tri gidi thich bang nhiing 1y 1€ hét strc thuyét phuc.

v Phén tich oju nhojoc diém

Dung nhitng diém manh dé khoa 1ap nhitng nhuoc diém caa san phim minh so san pham canh
tranh. Néu khach khong quan tdm diém manh ctia san pham thi tim san pham khéc.

v Phojong phap 3F : Feel — Felt — Found

Tir cam nhén (feel) ciia khach hang trong khi ngudi khac da cam thy (felt) tién toi phat hién
(found) dan dén dit hang,.v.v...

v Moi dung thi
Thuong ap dung khi chio san pham mai. N6 thé hién quan tam va tao dung mdi quan hé tét voi
khéch hang tiém nang qua lan tiép xtc dau tién. Tham viéng sau do6 dé xem két qua chao hang.
v Tri hoan

Thich hop khi khach hang mudn biét gia hang qua som. Hay hoi thém khach hang dé hiéu rd thém
nhu cau khach hang r6i tham do phéan trng cta khach hang.

v Lam lo

Ap dung do khong thé tra 10i nhitng yéu cau, thac mic cia khach hang. Can str dung kinh
nghiém dé xac dinh nhitng vin dé gi cAn bo qua; va cling can hét strc quan tAm thai do cia khach
hang khi bé qua nhitng van dé ma khach hang da néu khong diing su that dé giup khach hang
hiéu ding ban chét su viéc.



5. KY NANG CHOT SALE (KET THUC BAN HANG THANH CONG)

Nghé Thuét chot sale co béan

*  Co s6 cho viéc chot sales

Trong qué trinh ban hang, néu ban tim hiéu dugc nhu cau cia khach hang va giup ho hiéu duoc
rang nhitng thir ma ban dang ban c6 thé dap tmg duoc nhu cau cua ho, thi viée “két thuc” 1a
khong can thiét. Néu ban thudng xuyén do du lam thé nao dé “két thiic” thi c6 1& nén xem xét
lai phwong phap xac dinh nhu cu cta khach hang va cach thirc quang cdo loi ich ctia san phadm
hay dich vy cua ban.

*  Tiép can véi ngoyoi ra quyét dinh

Pam bao rang ban da tiép can duoc voi nguoi ra cac quyét dinh mua hang. Poi khi mot nguoi
khong thé mua san phdm hay dich vu ctia ban chi don gian 13 anh ta khong c6 quyén quyét dinh.
Néu trong trudng hop nay ban phai tim ra duoc nguoi s& ra quyét dinh ma khach hang tiém
nang goi y ban.

*  Doaoja ra thoi han

Néu nhu ban c6 mét khach hang con dang do dy khi mua san pham, c6 mot cach dé “két thuc”
13 n6i véi ho rang dich vu cia ban s& hét néu qua mot ngay cu thé nao do. Vi du, néu mot khach
hang néi rang ho mudn thué nhung khong di dén mot ban hop dong nao, thi ban hiy dua ra mot
thoi han nao d6 hay noi rang ban sé khong thuc hién néu qua mot khoang thoi gian cu thé nao
d6. Didu nay c6 d6 riii ro 16n boi vi n6 c6 thé c6 nghia rang ban s& khong giao dich véi nguoi
khach hang nay trong twong lai gan.

Tuy nhién diéu nay ciing gitp ban c6 thé tich dugc nhitng hach hang tiém ning thuc su khoi
nhting khach hang tiém nang nhung khong thé ra dugc quyét dinh cuoi cung lwa chon san pham
cua ban.

Béng cach nay hay cach khac, budc khach hang dua ra dugc quyét dinh s€ co lgi cho cong viéc
cua ban. Néu ho quyét dinh khong mua san pham cua ban thi n6 cling giiip ban cam thay thoai
mai dé theo dudi khéach hang khac.

+  Chot sales dwa vao thoi diém khach hang cin san phiam ciia ban

Phai biét dugc khi ndo khach hang cin san phiam hay dich vu ctia ban va tinh toan dé cho thay
duoc viée “két thic” lac d6 1a rat quan trong. Vi duy, néu ban 1a mot cong ty quang céo, ban tim
hiéu thoi diém khach hang tiém nang mubn gi6i thiéu san phim mai cua ho ra thi truong. Tir
d6, ban c6 thé thuyét phuc ho nén thué cong ty ban ngay tir bay gio dé dam bao viéc quang cdo
san pham s& thanh cong.

+  Pé cap kha niing ting gia

Néu cong ty cua ban co ké hoach tang gia vao thang 1, thi hiy bat dau kéu goi khach hang mua
san pham cua ban tir thang 10 trude khi gia tang. Blnh vi san pham ¢ ddy moi 1a diéu quan



trong. Hay nhé ring ban dang thong bao cbt dé cung cap mot dich vu cho khach hang tiém ning
chr khong ham doa dé ho budc phai mua hang. Diéu nay khong chi giup ban tiép can khach
hang ma con 1am khach hang hién tai va khach hang tiém ning ciia ban d4nh gia cao viéc thong
bao trudc cia ban.

«  Peé cap anh hojéng cia viéc chAm mua hang

Hay hoi khach hang dé ho néi ra nhig thiét hai néu ho khong mua san pham cua ban — mét rii
ro khong duge bao hiém, tai nan xe hoi vi khong diéu chinh may moc hay thay 16p méi, hay
mdt chién dich ban hang khong thanh cong vi khong tién hanh nghién ciru thi truong. Thiét hai
c6 thé 1a tién bac, thoi gian va danh tiéng va nhiéu thir khac nira.

12 Cach két thiic ban hang hiéu qua

1. K¥ thuat néi cach khac (the Constant Close Techniques)

Dua ra nhitng cau hudng vao va thira nhén loi ich cta khach hang. Nhan vién ctua Sears dugc
huén luyén dé néi “Ong co6 suy nghi dén mot style ddc biét nao chua?” thay vi néi “T6i c6 the
giup gi cho 6ng?”. Ban ¢6 thé noi “Thua Ba Taylor, ddi voi Ba, dac diém nao quan trong nhat?”
hay “Ong c6 ddong ¥ rang dich vu cua ching t6i s€ mang lai loi nhuén cho 6ng khong, Ong
Fred?”. Tuy nhién cach néi khac di d6i khi qué “sd¢” voi mot sd ngudi, cho nén ban nén xir 1y
than trong hon.

2. K§ thuit tém tat (Summary Close)

Lam cho khach hang dong ¥ sau mdi ¥ trong cudc trao d6i. Nén dé ¥ rang su 16 cuén ciia moi
¥y phai bang nhau, ban chi nhan manh nhimng diém tao nén nhu cau hay mong mudn thyc sy
bang cir chi, dang b9, 101 ndi & (¥ noi rang khong ké le tran lan, dé din dén khong c6 chu dich).
Vi du nhu bién d6i tAm quan trong nhirng tinh ning ndi bat ciia san pham theo mirc 46 quan tAm
ctia khach hang bang nhiing biéu hién khong 16 cua ho trong lic ban dang trinh bay.

T

Chét sale, két thiic ban hang phai dut khoat



3. Gia sir hay 1am nhoj giao dich d3 hoan tit (the Assume the Sale Close)

Cach dut diém nay t6 ra hiéu qua nhat cho nhan vién ban hang c6 ca tinh manh. Ludn ludn xay
dung long tin va quan hé thdn mat gira ngudi mua va ngudi ban hang trude khi cb ging két
thiic qua trinh giao dich. Pén khi ban nhan dugc su phan hdi tich cuc cua khach hang thi cor dén
va noi “OK, George, chung ta c6 thé bat dau du an vao tha Hai.”

4. Mua ngay kéo hét (the Better-Act-Now Close)

Céch nay lam cho khach hang cta ban s¢ “bi mat”. Néu nhu anh ta hay chi ta khong thuc hi¢n
theo dé xut ctia ban thi thoi gian cua ban s€ dugc dung dé 1am chuyén khac, ban s€ ctr dé cho
ho tim dén ddi tha canh tranh cta ban, hay ban s€ nang gia 1én. Chiéu nay to ra hi¢u qua ddi véi
nhitng khach hang mudn tri hodn. Hiy chic chin rang 1y do hanh dong cia ban 1a dang tin va
thuc su ¢6 cin cr, mat khic cach xir Iy nay ciing c6 thé ddn dén chuyén gay ong dap lung ong.
5. Din du nhiéu chi tiét nho (the Little Decision Close)

Day la mét trong nhiing phuong phap d& thanh cong nhit va dugc thyc hanh rong rii nhat. Bang
cach dua ra nhiéu cau hoi ¢6 chi dich dd duogc chuan bi trudc nham dua khach hang cua ban
vao thé” pha1 trd 101 “Yes,” tir do cau tra 101 “Yes” chung cudc sé dén mot cach dé dang hon.
Ban c6 thé hoi “Chi thich cach chon mau nay khéng?” sau d6 hoi “Liéu c¢6 du thoi gian dé 1am
r0i giao hang theo deadline cua chi khong?”, rdi cudi cting 14 “Toi co thé thao hop dong dé ta
c6 thé tién hanh ngay ch?”

6. Qua thu tuc ban hang trojoc (the Start-Wrapping-I1t-Up Technique)

Céch nay khong dit ban vao hoan canh phai viét don dat hang cho khach hang. Day la mot ky
thuat ban 1€ linh hoat, ngudi phu viéc cua ban lo viéc chuan bi (gidy to) va theo doi khach hang
dé ngung ho lai khi ho khong mudn mua nfira.

7. Chon mot trong hai

Nguoi ta rat thuong str dung cach nay dé co duge mot cude hen. “Thua C)ng Jones, toi théy
thuan tién vao luc 10g sdng ngay thir Tu, hay trua tho Nam vao luc 2g. Ong thay lic nao tot
hon?”.

Céch nay rét hidu qua v6i nhimng khach hang ¢6 suy nghi rang dit khoat ho sé mua nhung lai kho
dua ra quyét dinh cudi cung.

8. Ca nggi thanh tich ciia minh (Bring-Your-Own-Witness Close)

Nguoi ta thuong lam theo ngudi minh ngudng mo. Khi ban dugc hoi “Mot vai khach hang tiéu
biéu ctia anh 14 ai?”, hiy trung buc thu ngo c6 dé cap dén ning lyc cta cong ty minh 1én ban va
binh tinh ma noi rang “Pay 1a mot vai khach hang ciia ching t6i, John”. Ban phai chic rang
nhing céi tén ban din ra phai noi tiéng. Va sau d6 ban co thé hoi khach cta minh ring 6ng ta
c6 can goi dién xac minh khi ban con ¢ d6 hay khong.

9. Gia tri gia tang (the Premium Offer Close)



Khi bdi canh dang di gin dén kha ning ky két, nhung ho (khach hang) van yéu cau giam gia,
hay 16i ra mot phﬁn thuong hodc mét dich vy tuong dbi kém theo. Chéng han nhu tang mot
phan mém nao d6 khi khach hang mua mdy vi tinh, hodc ting thém thoi gian bao hanh, hay ting
thém diéu khoan wvu dii trong hop dong sé& lam ting thém gia tri cho dich vu cta ban.

10. Pé cho khach hang dién vao don diit hang

Céch nay 1am cho khach hang twong lai ctia ban tham gia vao qua trinh giao dich. Néu san pham
hay dich vu cta ban c6 thé liét ké va dién giai ra chang han nhu thoi gian hay chi phi co thé tiét
ki€ém duoc, thi ban co thé no6i “Toi co viét ra roi day, Mark, hiy so sanh nhing dic diém cua
Cong ty anh v&i mot sd khach hang ctuia chung to1 xem chung toi da glup ho ting nang sut nhu
thé nao. Piéu nay sé& ciing cb suy nghi trong dau Mark rang anh ta can ban.

11. Vot qua moi bat dong dé két thiic (the Close on Every Objection Close)

Hay xem moi ¥ kién phan d6i 1a mot tin hiéu ho sip mua hang. Mdi mot 1an ban dat dugc mot
thoa hiép 1a mot budc ban di dén don hang. Viéc ndy con gitp ta biét thém nhing diém khong
tuong dbng khac ma ta phai vuot qua. Ching han nhu c6 sy bat dong vé gia ca, ban ¢ thé noéi
“Ong thay day, Ong Jones, mau ma mdi cia ching toi c6 gia cao hon nhu chac chan tong chi
phi van hanh s& thap hon mau tuong tu ctia cong ty kia sau 3 nam. T6i chic rang minh sé& giao
hang cho dng ngay lap tirc néu nhu 6ng chap thuan vao ngay hom nay”.

12. Pé nghi khach hang

Khi ma moi tinh huong cho thay khach hang da san sang mua hang — dirng c6 vong vo chao
hang nira ma hay tlep can tryc tiép. Cau hoi quyét dinh co nhiéu hinh thirc. Vi duy, ban c6 thé
no6i “Chung t6i ¢6 thé tién hanh nghién ctru dugc chu, thua Ba Brown?”, hay “Chung toi c6 thé
bt tay vao sang thtr Hai; no c6 phtt hop véi lich cong tac ctia anh khong Tom?”, hodc “T6i s&
gdi ban cam két cho anh vao trua nay.” Ban c6 thé thang than dé nghi chir khong “xin x6” dé
c6 mot don hang.

6. KY NANG BAN HANG QUA PIEN THOAI

Telemarketing
&
Telesales

Trong cudc diéu tra gan ddy cua Public Agenda, bd phan nghién ctru phi loi nhuan cta T chic
The Pew Charitable Trusts, ctr 8 trong s6 10 nguoi dugc hoi (chiém téi 79%) cho rang su tho
16 nén dugc xem nhu mot van dé nghiém trong trong kinh doanh ngay nay. Mot phat hién dang
ngac nhién 1a phong cach giao tiép bét lich sy duong nhu khong ¢ bién gidi — nd c6 thé xuat
hién & bat ctr dau va tai bat cr thoi diém nao.



An twong vé mét tac phong giao tiép lich thiép qua dién thoai luén dwa phan Iém trén cdc cam
giac thong thuwong. Vi the, ban nén tra loi dién thoai theo dung cach ma ban mong muon dwoc
nghe tur nhirng nguoi khdc.

Vay, néu ban mudn giit chan va thu hut thém ngay mot nhiéu cac khach hang, hdy dam bao ring
cac nhan vién cua ban khi tra 101 di¢n thoai s€ khong v6 tinh hay c¢6 y thot ra nhitng 161 dudi
day:

9 Thai @6 ma khi ban hang, giao tiép véi khach hang qua dién thoai
nén tranh

1. “DP6 khong phai la chinh sach cta ching t6i”

Chéng ai quan tim téi “ké dan don” nao dat ra chinh sach hay khong phai chinh sach cua cong ty
ban.

Néu mot nhan vién khong thé giup d& khach hang giai quyet khic mic, ho nén huong dan khach
hang lién hé voi ngudi co thé dua ra 1oi khuyén, hay it nhat 1 duoc trao quyén dé tim kiém giai
phap gitup d&. Nhu vay, ban s& c6 thé bién nhitng khach hang bat mén thanh nhitng khach hang
hai long va cam kich.

2. “DP6 khong phai phong ban ciia t6i” hay “D6 khong phai cong viéc cia toi”
Day 1a mot su tron tranh trach nhiém 1o rang.

Bt ctr nhan vién nao lam viéc trong cong ty ciing déu phai chuan bi dé giai quyét tat ca cac nhu
cau ctia khach hang. Hay chi it thi ho phai c6 sd dién thoai, va goi dién cho nha quan 1y dé dugc
gitip d&, sau d6 nhanh chéng giai quyét cac van dé cua khach hang. 3. “Quy vi ¢6 thé goi lai

vao hic khac khong? Hién chiing t6i dang rat ban”

Day 1a mot thai do ban khoan, do du.

Thé nhung céc nhan vién thuong noi ra diéu nay nhiéu lan hon ban tuéng. N6 ludn khién ngudi
goi dién dén phai ban khoan: Ban ron di€u gi vay? Mot budi hen an trua chang? Hay dam bao
rang khong nhén vién nao trong cong ty c6 thoi quen ndi nhitng di€u tuong tu.
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4. “May tinh ciia t6i c6 van d&” hay “Chiing t6i dang giip truc triic véi hé thng may chi”

Day hoan toan khong phai 1 van dé ciia ngudi goi dién, cling nhu 1y do dé tri hoan phuc vu.

Hoat dong kinh doanh ngay nay van dugc tién hanh, cho du ¢6 hay khong cé nhing hé thong
mady tinh giam sat ty dong. Hay lich thiép xin 16i, vi qua that ban khong thé lam gi dé gitp do
khach hang. Sau d6 lay but chi, ghi s6 dién thoai va kiém tra lai can than, sau d6 n6i dé nguoi
khach biét rang ban s& goi lai cho ngay khi ban c6 thé gitip d& ho.



5. “Quy vi khong nhan dojoc tin nhin ciia tdi sao?”

Trudce day, khi dién thoai chua c6 kha nang ty dong ghi &m, ban con co ly do dé trbn trach nhiém
bang cach noi nay. Tuy nhién, hién nay, voi hé thong tin nhin 24/24 cung thiét bi ghi am dién
thoai, ban khong thé gia vo rang da goi dién thoai, néu that sy ban khong lam diéu d6. Néu ban
quén khong goi dién thoai, hiy thanh that va im ling ling nghe khach hang phan nan rdi xin 16i
ho.

6. “T6i dang doi dé c6 thém théng tin trojéc khi goi dién lai”

Day lai 12 mot cai cd hét stc vo 1y. Moi ngudi déu biét rang thyuc té khong phai nhu vdy. Néu
ban dang thu thap thong tin, ban s& giri mot e-mail hay goi dién thoai dé giai thich — diéu ma
nhiéu ngudi van 1am véi cac méi lién hé quan trong. Chua ké ciu noi ndy con khién nguoi bén
kia dau ddy cam thiy bi xtic pham khi n6 thé hién rang ho khong phai 1a mot vu tién trong suy
nghi cia ban — hodc ban la mot ngudi thiéu nang luc.

7. “Xin quy vi doi trong chdc lat, tdi s&é bat nit néi chuyén ra loa”

Piéu nay khong nén duoc st dung ma chua cé sy ddng y clia nguoi bén kia dau day. Mic du
thoat dau c6 thé ho déng y, nhung dan dan ho s& cam théy kho chiu va buc tirc khi am thanh
giong ndi nghe vang va khong that chut nao, dong thoi doan rang 11 néi cta ho dang bi ngudi
khac nghe thay.

8. “Toi nghi rang co ay s€ goi dién cho ban”

bay 10 rang 1a mot 101 chéng ché, su ty vé. “Ban nén hura 1a s& guri thong di¢p, chur khong phai
12 mot ai d6 s& c6 mot cude dién thoai tra 16i”. Ping hira diéu gi ho ngudi khac. Néu khong cd
cudc dién thoai tra 101 nhu vay, ban da tao ra mgt tam trang that vong va gian dir trong tam tri
khach hang.

9. “Xin loi, gia dinh t6i vira c6 chuyén buon la ....”

Co khéch hang goi dién dén mot nha ban 1é truc tuyén dé hoi vé viéc mot don dat hang chua
duoc thuc hién. Nhan vién tra 101 dién thoai tra 101 réng do me ¢6 ta m&i mat nén xin 15 vi sy
cham tré nay. Khach hang d6 ndi gian va chi trich ca cong ty rang: “Chang 1& chi c6 mdi minh
cd ta 1am viéc thoi sao”. Do d6, dimg bao gid dwa nhiing vin dé ca nhan cua ban vao cic cudc
no6i chuyén dién thoai, trir khi ban ¢6 mdt quan hé ca nhan lau dai va than thiét voi nguoi goi
dién.

C6 thé ndi, gio ddy cac cude trd chuyén dién thoai dang ngay cang déng vai tro quan trong trong
viéc duy tri mdt mbi quan hé hitu hao véi khach hang. MBJi 1an nhén vién nhic may dién thoai
tra 101 1a mot 1an cong ty ban c¢6 co hoi thé hién thai d6 quan tAm v6i khach hang. Ban dimg bo
phi nhitng co hdi nay.

7. KY NANG CHAM SOC KHACH HANG



*  Tra loi dién thoai ngay sau hdi chuéng diu tién

Ban khong nén dé dién thoai reo qua tiéng chudng thi ba, trude khi nhic dng nghe. Néu khach
hang phai chd doi dén 1an d6 chudng thir tu hay thir nim, ho s& bat dau nghi rang ban dong cira
trong ca ngdy hom d6, ban da khong con kinh doanh nita hodc ban khong quan tdm dén khach
hang. Chung ta ton tai trong thé gi6i kinh doanh nay 1a vi khach hang, do d6, ban hiy dap g
nhanh nhat va tot nhat moi mong muén ciia khach hang.

*  Hay xin phép khach hang trojéc khi ban dé ho ché may

Ban c6 thé c6 nhiéu duong dién thoai khéc nhau va co nhiéu khach hang cho dé noi chuyén voi
ban tai cling mot thoi diém. Khach hang luén c¢6 quyén lya chon chd doi hay khong cho doi,
trong khi ban dang bén tiép mot cudc dién thoai khac. Ban hay hoi xem ho ¢6 dong ¥ giit may
va chd ban trong gidy lat khong. Ping bao gio dot ngot dé ho chd may ma khong xin phép. Va
khi ban quay lai nghe may, hdy cam on khach hang vi ho dé cho ban. Néu ban budc phai dé
nghi khach hang tiép tuc cho ban thém chit nira, hdy néu 16 quang thoi gian phai cho va chic
chén rang ban s& quay lai n6i chuyén véi ho dung nhu ban di hira.

*  Viéc chuyén may dién thoai nén dojoc thuce hién chu dio

Trudc khi ban chuyén méy dién thoai de khach hang néi chuyén mét nguoi khac, ban can dam
bao rang ngudi d6 hién dang c6 mat va sin sang tlep nhan cudc goi, dong thoi co di tham quyen
va kha nang gitip 4 khach hang. Khong gi gy that vong cho khach hang bang viéc ho bi chuyén



may dién thoai hét lan nay dén lan khac va phai tudong thuat lai sy viéc nhicu lan, trude khi tim
ra dugc mot nguoi co thé giai quyet van dé cua ho.

Trude khi chuyén cudc goi ciia khach hang cho dong nghiép, ban hdy dua ra cho khach hang
tén va sb dién thoai cia minh dé dé phong trudong hop mat lién lac. Ban nén noi voi khach hang
ban Ia ai va khach hang s€ lién lac vdi ban nhu thé nao néu ho gap rac rbi. Nhu vay, ban s¢&
khién cho khach an tdm va tin twdng hon vao dich vu chim séc khach hang cua cong ty ban.

Ludn chi dong dé nghi giup dé khach hang

Viéc dap tng hay giai quyét nhimg van dé khach hang dwa ra c6 the khong phai la trach nhiém
cua phong ban ban, khong phai la nhiém vy hay cong viéc tryc tiép ctia ban, nhung néu do 1a
khuc mac cua khach hang , thi ban can thé hién rang ban [udn quan tam dén ho. Ban khong bao
gid nén ndi v6i khach hang qua dién thoai rang: “Téi khong biét” hay “T6i khong thé giup d5”.
Céu tra 15i thich hop nhét cho nhitng thic mac cua khach hang luc nay 14 sy thanh that: “Dé toi
thir xem liéu c6 thé lam gi cho quy vi, hay tim mét ai d6 c6 thé gitp d& qui vi khong”.

*  Trung thwe nhan trach nhiém, va thanh that

“Toi s& nhan trach nhiém”: Piéu nay chimg té v4i khach hang rflng ban nhan ra trach nhiém
ctia minh 14 dam bao két qua hoan hao nhat cho mdi giao dich mua sim véi khach hang. Hay
quéa quyét véi khach hang rang ban biét 15 ho mong doi diéu gi va s& dua ra san pham/dich vu
phil hop véi mirc gia phai chang ma khong kém theo bét clr phu phi hay van dé phat sinh nao.

“Toi khong bict, nhung t6i s& tim ra”: Khi doi mat voi mot van dé kho khan doi hoi phai kiém
tra can than, hay dling cam thira nhan rang ban khong biét cach giai quyét. Viéc tra 101 cau hoi
trong khi ban khong biét chac chan thyc té nhu thé nao c6 thé mau chong huy hoai niém tin ma
khach hang da danh cho ban. Nhing khach hang thong minh c6 thé thir thach ban bang mét cau
hoi ma ho biét ban khong thé tra 101 va sau d6 diém tinh ngdi xudng trong khi ban ling tang tim
cach ddi pho. Mot cau tra 10i thanh that s& gia ting murc d6 tin nhiém cua ban.

*  Ludn cip nhit nhirng théng tin méi nhat

“T61 s€ ludn cép nhap cho quy vi nhitng thong tin moi nhat”: Ngay ca khi san pham/dich vu
cua ban dugc cung cap theo phuong thirc “tra tién ngay va liy hang’ (cash- -and-carry), cling s€
c6 rat nhiéu sy kién va thong tin khac nhau vé ban ma khach hang mudn biét. Hay dam bao véi
cac khach hang réng ho s& duoc chi dan va cap nhat nhiing sy kién va thong tin méi nhat. Thoi
gian va s luong thong tin cang nhiéu bao nhiéu, ban cang c6 duoc sy tin tuong ctia khach hang
bay nhiéu, boi vi khach hang ngay nay luén mong mudn dugc thong bao vé moi chi tiét va sy
kién, cho du d6 13 nhitng tin ttrc tot hay x4u.

*  Giao hang ding cam két va diing véi san pham khach hang da chon

“To1 s€ giao hang ding hen”: Viéc giao hang da thoa thudn véi khach hang sé 1a mot 161 hira
ma ban phai thue hién ding. “S& dung 1a nhitg gi ma quy vi di dat hang”: San pham/dich vu
ban giao cho khach hang s& khong phai 1a cai gi d6 “twong ty nhu”, va ciing s& khong phai “t6t
hon”, nhing gi khach hang da dit hang. San pham/dich vu giao cho khach hang can chinh xac
nhu nhitng gi ho di dit hang. Tham chi ca khi ban tin rang mot san pham thay thé nao d6 c6 thé



thich hop nhat véi mdi quan tim cta khach ‘hang, ban cling dung quyet dinh dua cho khach
hang san phim d6. Khach hang cta ban co the khong biét va c6 quyén khiéu nai vé tat ca nhiing
thay ddi cua san pham/d;ch vu ho d3 mua sam.

Cac khoa hoc thwong xuyén khai giang tai Trung tAm va Dao tao tai Doanh nghiép:

v K¥ Ning Giao Tiép Ung Xt

v K¥ Nang Ban Hang

v Khoa Hoc Cham So6c Khach Hang

v K¥ ning Trinh bay — Thuyét trinh

v K¥ Nang Lam Viéc Nhom

v K¥ ning truyén lira, tao dong lyc phat trién nhan vién
v K¥ ndng dao tao (Train the trainer)

v Xay Dung Van Hbéa Doanh Nghiép

v Kém Cap ( Coaching ) Poi Negti Sale

v K¥ Nang Dam Phan Thuong Luong
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