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LOI THE BAN HANG -
cach dot pha va duy tri

doanh so6 vuot troi
- DALE CARNEGIE -
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ﬁ: GIOI THIEU CUON SACH

Trong qua trinh ban hang, van dé ma cac chi doanh
nghi¢p cung nhu nhtrng nhan vién ban hang quan tam nhat 1a:
Lam thé nao dé ting doanh s6 ban hang? Va phai lam gi dé
giam bot nhu:ng 101 tir choi ctia khach hang‘7 Co6 mot dap an
chung cho ca hai cau hoi do: Ban chi can hoc cach ban hang!
Cau tra loi nghe cO ve don gian nhung thuc té lai khong hé
gian don chut nao.

La mot nhan vién ban hang khong khé nhung dé tro
thanh mot nhan vién ban hémg g101, do lai Ia ca mot qua
trinh. Ngay ca nhirng nhan vién ban hang Xuat sac nhat ciing

phai hoc cach ban hang. Nhiéu nguoi trong s6 ho thuira nhan:
nhO’ kién tri thuc hanh va ap dung nhitng nguyén tac da duoc
kiém chung, ho d3 dat duoc muc tang doanh thu rat cao va
tham chi kiém duoc nhiéu tién hon ho nghi.
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E: GIOT THIEU CUGN SACH

“Loi thé ban hang” cung cap nhitng phuong phap va nguyén
tac ban hang da duoc kiém chimg qua thoi gian, dem dén mot quy
trinh ban hang hiéu qua gitp cic nhan vién ban hang phat trién
mbi quan h¢ lau dai véi khach hang va gianh dugce su tin nhi¢ém
ctia ho. Pong thoi, khi 4p dung sang tao, pht hop nhitng phuong
phéap nay vao thuc tién, ban sé phat trién thém duogc nhiéu moi
quan hé kinh doanh bén vitng c6 thé dan dat nhitng khach hang
tiém nang khac dén voi ban, hay gitip khach hang cii quay lai véi
ban. Piéu dic biét hon nita & “Loi thé ban hang” d6 13 ban vira co
thé ap dung nhitng phuong phap trong cudn sach, vira gitt duoc
phong cach riéng, dong thoi van phat huy duogc kha ning von co
cua minbh.
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GIOI THIEU CUON SACH

“Kién thurc chi 1a nén tang. Yéu tb tao nén su khac bié
cia mot chuyén gia ban hang chinh 1a ki nang va thai do ¢
anh ta. “Loi thé ban hang” 1a cudn sach gitp ban xay dun
va phat trién cac k¥ ning ciia mot chuyén gia ban hang hi
qua. Cac quy tac doi nhan xtr thé ctia Dale Carnegie, clng
kinh nghiém thuc tién 1au nim trong nghé da khién Loi t
ban hang trd thanh mot cam nang khong thé thiéu cho tat
cac chuyén gia ban hang.” (John W. Thiel — Giam doc dié
hanh cua Merrill Lynch)
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E: GIOT THIEU CUGN SACH

Cudn sach dwoc chia lam 13 chwong:

/

% Chwongl: Nhirng co hoi moi

Chwong 2: Qua trinh tiép can

Chwong 3: Tiép xtc ban dau

Chwong 4: Gap g6 khach hang
Chwong 5: Phan tich co hoi

Chwong 6: Phat trién giai phap
Chwong 7: Trinh bay giai phap
Chwong 8: Panh gia khach hang
Chwong 9: Pam phan

Chwong 10: Cam két

Chwong 11: Theo sat cham séc khach hang
Chwong 12: Phan déi ciia khach hang
Chwong 13: Loi thé ban hang 16n nhat
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I.: TIM KIEM NHUNG KHACH HANG TIEM NANG

Bit ké phwong phdp ma ban lya chon la gi thi viéc
thuw nghiem mot phwong phap moi & da dang hoa cac
phuwong phdp la mét diéu can thiét, ban nén kién tri tim
kiém khdch hang tiém nang.

Cach 1: Tim kiém nhirng khach hang tiém niing
thong qua nhirng khach hang hién tai:
v" Cung cap san pham, du an méi véi khach hang
hién tai.
v" Phat trién moi quan hé véi nhirng “nguoi giy anh
hwéng”.
v" Nho nguoi khac giéi thiéu.

v" Dua vao ban danh sach khach hang.




I.: TIM KIEM NHUNG KHACH HANG TIEM NANG

Céch 2: Tim kiém nhirng khach hang tiém ning méi:

v" Tén dung khoang thoi gian di chuyén dé tim kiém

khach hang.

Théng qua cac bang chi dan tai cac toa nha viin phong.
Tim qua danh muc dién thoai.

Tich cwe tham gia cac to chirc cong dong.

Tim dén Phong thwong mai.

Tham duy cac sy kién kinh doanh/xa hoi.

Pén cac hoi chg thwong mai.

Tim co héi thay thé.

Theo déi thong tin trong cac an pham chuyén nganh pho

r

itn v Téan dung uvu thé cia internet.
Xay dung mang ludi gidi thi€¢u cua ca nhan.

LE X X X X X X X




E: Chuong 2: QUA TRINH TIEN TIEP CAN

Qua trinh tién tiép can Ia g-

Tac dung cua qua trinh tiér{

. Bén lwu y tim hidu khach hang trong qu
trinh tiép can




E: Chuong 2: QUA TRINH TIEN TIEP CAN

1, Qua trinh tién tiép cén la gi?
- Tién ti€p cin |a hoat dong hop li va can thiét dién ra sau
khi ban dd nhan dién nhitng co hdi méi. N6 chinh 1a chuan bi
cho su tiép cin ban dau.
- O giai doan nay ban can:

+ X&c dinh nhirng co hoi co thé mang lai khach hang that
sy

+ Thu thap thong tin can thiét dé co thé tro chuyén voi
khach hang vé nhirng mdi quan tam ciia he trong lan dau tién
tiép xuc.

+ Lap ké hoach cho lan tiép xUc dau tién.

=> QUa trinh nghién ctru thong tin vé thé hién sw quan tam
doi voi khach hang tiém ning.




E: Chuong 2: QUA TRINH TIEN TIEP CAN

2, T4c dung ciia qua trinh tién tiép cén

Giup ban tranh nhirng sai 1am

Giup ban danh gia dwoc khach hang.

Boc 16 nidng lwe clia moi nguoi

Giup ban virng tam.

Phuwong thirc va thoi gian cdan thiét dé thwe hién
quéa trinh tién tiép rcén phy‘thuéc Vao sdn pham/ dich
v ma ban cung cdp, va phan nao phu thujc vao tung
doi twong khach hang.

YV V V V




Eg Chuong 2: QUA TRINH TIEN TIEP CAN

3, Nguon thong tin cho qué trinh tién tiép can
« CAac bao cao thuwong nién
»  CA&c higp hoi nganh nghé
»  CA&c vu, cuc xUc tién kinh doanh
« Cac phong thuwong mai
* Danh ba dién thoai
* Bdn tin noi bo cua cac cong ty
« Trang web cuia cac cong ty
» CAc té chirc tin dung




E: Chuong 2: QUA TRINH TIEN TIEP CAN

3, Nguon thong tin cho qué trinh tién tiép can
* Phong thwong mai va cOng nghiép
« Cac co so div liéu
- Danh sach cac doanh nghiép kinh doanh truwc tuyén
« Tap chi, nhdt bao, thong cao cac bao chi
» Cac dai dién ban hang hodc cac ban hang khac
« Chuyén gia trong nganh
* Hiép hoi cac nha kinh doanh ban lé
« Cac tap chi thwong mai




E: Chuong 2: QUA TRINH TIEP CAN

4, Bon lwu y khi tim hiéu khach hang
trong qua trinh tiép can.
O Tim hiéu day di va chinh xac tén, s6 dién
thoai va chirc vu cua khach hang.
O Xa&c dinh vé y twéng mdt cach khai quat vé cac
khach hang sé sir dung cac san pham/dich vu ciia
ban.
] DPanh gia mi&c do canh tranh.
3 Tim hiéu xem liéu khach hang c6 muén mua
hay khong.
> CHUAN BI CHO LAN TIEP XUC PAU TIEN




E: Chuong 2: QUA TRINH TIEN TIEP CAN

O

O
O

«»Chuan bi cho lan tiép xuc dau tién:

Toi sé goi dién cho ai?

Muc tieu cua cudc goi la gi?

Nhirng gén dé nhu cau ciia khach hang ma ban ngh
s€ O trién vong tro thanh co hoi ban hang?

Hai bén c6 nhitng méi quan tim chung hay nhirng
moi quan hé chung nao giip cho qua trinh giao tiép
thuan lgi hon?

Ban muon c6 cam két nao tir khach hang ngay
ngay hom nay?

T6i sé noi gi dau tién?




|%

Muc dich cua giai doan nay la thu hut sw quan
tam ciia khdch hang dé co dwoc cudc gap gé dau tién
voi khdach hang.

1. Phwong phap thu hut sw chu y ciia khach hang
tiém ning.

2. Cach tiép cin dé c6 nhirng giao tiép ban dau. CO
2 cach:

2.1. Lién hé qua thw

2.2. Goi dién thoai

3. Phat trién phwong phap gay chi y




1. Phwong phap thu hut sy chu y cua khach hang:

- Chuyén trong tam tir s6 lwong sang chat luong.
- Nghi dén khach hang trudée, ban than sau.
- Sir dung “ Cau tao uy tin”
+ Cau tao uy tin — chia khoa tao nén sw khac biét
+ Thiét ké cau tao uy tin:
Ban da lam gi cho cac cong ty khac
Ban di lam viéc d6 nhw thé nao?

Ban sé mang lai loi ich cho khach hang bang cach nao?

NN X X

Cam két cho nhirng budre tiép theo.




ITON O
2. Cach tiép can dé c6 nhirng giao tiép
ban dau
Bwéc 1: Lién hé qua Thuw dé tao long tin va
thu hut sy quan tam.
Budc 2: Goi dién thoai cho khach hang
- Nhitng nguyén tic co bdan khi goi dién thoai

- Nhitng hanh dong nang cao mwc do hiéu qua
cua cufc goi.
- Nhitng rao can khi goi dién thoai.




*Nhirng nguyén tic co ban khi goi dién
thoai:

Trén dién thoai ban chi c6 giong néi dé tro chuyén
voi khach hang, hay luyén tap cac ky nang goi dién
thoai, béi diéu do giiip ban khai thac théi gian ban
hang hiéu qua nhat:

- Pi than vao van dé. Nguoi nghe khong thé tap
trung lau khi nghe dién thoai.

- Hay mim cwoi béoi ngwoi nghe sé ¢0 cam nhan nu
cuol do qua giong noi cua ban.

- Nhi nhin nhung quyét doan.

- Deé cao chat lwgng chir khéng phai so lwong.




NOGi ning siuc tich rd rang va thuyét phuc. Giong noi
ciia ban phai thé hién dwoc sw nhiét tinh, chuyén nghiép

va dang tin cay

Str dung tén riéng cua khach hang.

*Nhung hanh dong nang cao hi¢u qua

cua cac cuoc dién thoai:

Hen dé xép lich cho cac cudc hen tiép theo.
X4&c dinh s6 cudc hen can thiét trong 1 tuan.
Sap xép cac cudc dién thoai theo nhom.
Theo doi qua trinh thyc hién

Hoan thién ban théng tin tién tiép can.




*Nhirng rao can khi goi dién thoai

- Khi giip nhirng “ nguoi gac cong” nén thanh that va
kién tri. Nén than thién voi tat ca nhirng ngwoi xung
quanh khach hang ciia minh. Tra 101 truc tiép hoic
gian tiép dé gii thiéu vé ban than va cong ty.

- Khi nhan dweec tin tir hop thw thoai hay coi dé |a co hoi
dwoc néi chuyén true tiép véi khach hang:

+ Lubn dé lgi loi nhdin va nhén nhitng gi cin thiét ngan gon.

+ Ludn dé lai sé dién thoai khi bit ddau va két thiic 167 nhan.

+ Kiém sodt két qud.

+ Chi nén yéu cdu khdch hang danh it phiit néi chuyén véi ban.




3. Phat trién cac phwong phap gay chi y.

Duwa ra nhirng 16i khen hop li va chinh xac
Piit nhirng cAu hoi lién quan dén nhu cau ciia
khach hang.

Nhiét tinh cung cip thong tin can thiét cho
khach hang.

Gy an twong voi khach hang bang nhirng
hanh dong cu thé.




Eg Chuong 4: GAP GO KHACH HANG

Sau khi sdp xép thanh cong mét buéi gap gé voi
khach hang ban cin dam bdo riang cudc gap gé do
coi mo va hiéu qud cho cd doi bén.

1. Nhitng quy tic khi giip gé& khach hang.

2. Khéi dong viéc ban hang.

3. Thu thap thong tin.

4 Hay bat dau ding.

5. Xay dung long tin nho tip trung ling nge.




E: Chuong 4:GAP GO KHACH HANG

1. Nhirng quy tic co ban khi gip khach hang:

Ban hiy ap dung nguyén tic “c6 gang nhin nhan
moi viéc tir quan diém ciia ngwoi khac”

1.1 Chan thanh quan tam dén moi nguoi.

Khi ban nhic nhé ban than rang con c6 mdt con NQuy
that sw diang sau cai chirc vu Kkia,ban sé tao ra nhir
anh hwéng tich cwe 1én cac mdi quan hé ma ban c6
thé thiét 1ap dwoc.

Sé rat c6 ich néu ban quén di nhirng loi nhuin ma
khach hang mang dén cho ban va cong ty.




Eg Chuong 4:GAP GO KHACH HANG

1.2 Biit dau mdt cach than thién.

Cach ban chao hoi va gidi thi€u sé tao nén mot
Khong khi cho cudc gap go.

1.3 Mim cwoi

Tap cach mim cwoi nhw myt nguyén tic doi nhan xir
thé.

Mim cuoi ciing 12 mgt phwong phap thiét thwe giup
ban vugt qua rao can ngon ngir khi lam vié€c vai

nhirng nguwoi dén tir cac quoc gia khac




E: Chuong 4:GAP GO KHACH HANG

1.4 Khién ngwoi khac cam thay ho quan trong va
hay lam diéu d6 mot cach chan thanh.

Phat trién nhirng k¥ ning doi nhan xir thé va thit sw
biét nhin nhan su viéc tir quan diém ciia ngwoi
khac,ban sé thiay khach hang cim nhan ho quan
Trong mot cach ty nhién.

1.5 N6i vé nhirng diéu ma khach hang quan tam. NoOi
chuyén véi ngwoi khac dwa trén nhitng moi quan

tAm ciia ho chinh 13 co s& dé thu thap thong tin hiéu

qua




E: Chuong 4: GAP GO KHACH HANG

1.6 Hay dé khach hang lam chii cuc néi chuyén.

1.7 Nhirng 101 chao héi tao an twong tot.

- Ban khong thé bat dau mot cudc doi thoai lam éin
néu khong danh kha nhiéu thoi gian cho viéc chao
héi.

- Cach sir dung 1o chao x4 giao & moi nuwée hoan
toan khac nhau.

- Ban nén tuy theo y ciia khach hang dé dam bao
ring minh da danh di thoi gian can thiét cho 1oi
chao xa giao.




Ez Chuong 4: GAP GO KHACH HANG

2. Khoi dong viéc ban hang.
Tuy thudc vao tirng tinh huong ma ban c6 thé lra
chon nhirng cach thirc khac nhau dé chuyén tir 1oi

chao x& giao sang cau thao luin vé viéc ban hang:

1) Nhirng cach thu hit s chu .
2) “Cau tao uy tin”.

3) “Dé xuat lich lam viéc”.




Ez Chuong 4: GAP GO KHACH HANG

2.1 Cach thir nhat : Thu hit sw chu y.
- Ban c6 thé ap dung mét so cach dé thu hut su
chi y vao bat cir thoi diém nao trong quy trinh
hang bao gom:

+ Khen ngoi.

+ DPat cau hoi.

+ Str dung ngwoi gioi thiéu.

+ Huwéng dan.

+ Nhirng “cau noi gay soc”




Eg Chuong 4: GAP GO KHACH HANG

2.2 Cach thwr hai: “Cau tao uy tin”.

- khi giip khach hang ban c6 thé sit dung mét cach
linh hoat nhiirng “ciu tao uy tin” dé bat dau thao luan
vé viéc mua ban.

- Thoi diém sir dung nhitrng “cu tao uy tin”:

+ Thu trong lan lién hé dau tién.
+ Lic mé dau trong cudc gip dau tién.
+ Pé nghi mét cudc gip voi khach hang.




E: Chuong 4: GAP GO KHACH HANG

2.3 Cach thir ba : Pé xuat lich 1am viéc.

- Mt cach khac dé ban c6 thé chuyén tir chao héi xi
giao qua thio luin vé viéc ban hang la dé cap dén ly
do ciia budi gap

- Cac 1y do ciing dwgce cau thanh tir ba nhéan to:
*Quyén lpi ciia khdch hang lién quan truc tiép tdi
cugc gap go.

*Khai quat noi dung cudc noi chuyén.

*Cdu héi xin phép bdt dau vin dé dau tién trong néi

dung cudc gap.




E: Chuong 4: GAP GO KHACH HANG

3. Thu thap thong tin.

- Thu thap théng tin trong budi gip miit chinh thirc
la Iic ban gay dung long tin noi khach hang.

- Pua ra nhirng cau héi hop 1y va chiim chu Ling
nghe khach hang tra 1oi ban sé khai thac dwoc
nhirng thong tin ma déi thi canh tranh khéng
bao gio c6 thé biét dwoc.

- X4y dung dwoc mot chién lrge thu thap théng tin

hiéu qui,ban cé thé dé xuat nhirng giai phap dang

dan.




E: Chuong 4: GAP GO KHACH HANG

3.1 Khi di tim ciu tra 101 :Ban can biét diéu gi?
- Ban phai x4ac dinh rang minh can biét thong tin tin
gi vé khach hang.
- Cau héi thuwong nam trong bon loai:
+ Nhirng méi quan tim co ban ciia khach hang
+ Tiéu chuan mua hang.
+ Nhirng cin nhic gi khac.
+ Pong co mua hang chi yéu.




E: Chuong 4: GAP GO KHACH HANG

*Nhitng moi quan tém co bén ciia khdch hang
(khdch hang mong muén diéu gi)
- Nhwng quan tam co ban cia khach hang khong
phai 13 sian pham cu thé ma ban cung cap,ma la “san
pham ciia sin pham”
- Cac linh vuc quan tam cua khach hang:

+ M6i quan tim co ban.

+ Tiéu chuan mua hang.

+ Nhirng cAn nhic khac.

+ Pong co mua hang chi yéu.




Eg Chuong 4: GAP GO KHACH HANG

*Tiéu chudan mua hang(nhitng yéu cau vé dich vu/
san pham la gi?)
- kich ¢co&
- mau sic.
- toc d9.
- Thoi gian bao hanh hay cung cap.
*Nhitng cin nhdc khdc(khdach hang muon gi thém)
- Nhitng yéu cau khac ciia khach hang theo cach sang
tao nhat sé giup ban dé dang dat dwoc cam két
mua hang




E: Chuong 4: GAP GO KHACH HANH

*Péng co mua hang chii yéu(tai sao khdch hang
muon cé san pham/dich vu d6?

- Pong co mua hang quyét dinh 1a mot Iy do tinh
cam.

- Vé siu xa, dong co mua sim chi yéu chinh la
nguyén nhian cam xuic khién khach hang quyét
dinh.

- Céc dong co mua hang chi yéu: tir khang dinh,
quan trong,phuc thudc,an toan,sinh ton.




E: Chuong 4: GAP GO KHACH HANG

3.2 Qué trinh dat cau héi : chia khoa dé phat trién
giai phap.

- Néu ban biét cach dit nhirng cau héi ding va
biét ling nghe khach hang,ho sé tiét 10 cho ban biét
chinh xdc ho mu6n mua loai sin pham nao va nguyén
nhan tai sao ho lai mua chung.

- Biét cach thu thap thong tin va sir dung ching hiéu

qua dé tw van nhirng giai phap dap vng dwoc

nhu ciu v mong muon ciia khach hang.




Eg Chuong 4 : GAP GO KHACH HANG

4. Hay bat dau ding.

- Truée khi bat dau ciu héi diéu quan trong la

ban phai néu ly do gap mat.

- Ban nén chuan bi sin nhirng cau héi sé dwa ra vao
dau buoi thao luin nham vao tirng ddi twong

khach hang cu thé.

- Pua ra cau héi ding cho khach hang sé c6 thé tim
ra nhirng diém quan trong ma do6i thi khong
tim ra dwotc.




E: Chuong 4: GAP GO KHACH HANG

4.1 Trat ty cua qua trinh dat cau hoi :Hién trang,
Mong muon,Rao cin,Thanh qua.

- Cau héi Hién Trang gitp ban tim hiéu vé tinh
trang hién tai cua khach hang.

- Cau héi Mong muén sé dwa ra tinh trang t6i wu
ma ho mong mudn trong twong lai

- Cau héi Rdo cdn dé tim hiéu xem diéu gi ngan
can khach hang dat dwoc mong muon.

- Cau hoi Thanh qua giup ban kham pha dwoc
nhirng gia tri ma khach hang nhan dworc.




Ez Chuong 4: GAP GO KHACH HANG

4.2 Nhirng cau héi giup khach hang xac dinh nhu
ciu cta ho ré hon.

- Hién trang.

- Mong muén.

- Rao can.

- Thanh qua.
4.3 M0 hinh dit cAu héi “Hién Trang,Mong muon
Rao can,Thanh qua”

- Dya trén nhirng thong tin thu thap tir khach
hang.




Eg Chuong 4: GAP GO KHACH HANG

5. Xay dung long tin nho tip trung ling nghe Kha
ning ling nghe tot ciing lién quan dén k¥
nang thuyét phuc.
5.1 Cac cap do ling nghe.
- C6 bon cap a0 ling nghe co ban:
*Cép dé 1: Phot 1o
*Cdp dp 2: Gia vo ling nghe.
*Cdp dp 3: Lang nghe dé phan hoi.
*Cdp dp 4: Lang nghe dé thau hiéu




Eg Chuong 4 : GAP GO KHACH HANG

5.2 Nhirng 161 khuyén dé viéc ling nghe hiéu qua
hon.

- Tap trung.

- Lang nghe ngén tir 1an cam xic an chira bén
trong.

- Pirng ngit 1oi khach hang.

- Durng chon lgc.

- Tém tit thong tin.
Nho biét ling nghe ma ban cé thé phat hién dwoc

nhu cau mai cuaa thi truong.




Eg Chuong 5 : PHAN TiCH CO HOI

- Phan tich co hoi 1a mot phan vé cung quan
trong trong ké hoach ban hang.
- Gilp khach hang dwa ra nhirng quyét dinh ding
- Phan tich co héi chi dat hiéu qua cao khi ban
chia ra thanh 4 co hoi:

+ Co hoi hién tai.

+ Co hoi trong twong lai gan(it hon 6 thang)

+ Co hoi trong twong lai xa(nhiéu hon 6 thang)

+ Co hoi khong bao gio xay ra.




E: Chuong 6 : PHAT TRIEN GIAP PHAP

Muc dich ciia phat trién giai phap 1a nhim xo6a
tan moi nghi ngo ciia khach hang vé san pham/
dich vu ctiia ban.phat trién giai phap phai thuc
hién tung budc mot.
1.Thanh to dau tién:dir liéu thue té( san pham/
dich vu dé la gi ?)

Cung cap day di cac thong tin co ban vé cong
ty,san pham/dich vu ciia ban.
2.Thanh t6 thir hai: Tir noi.

Nham lién két dir liéu thue té voi loi ich.




E: Chuong 6 :PHAT TRIEN GIAI PHAP

3.Thanh to thir ba:Loi ich(giai phap mang loi ich |4
gi ?)

- Khach hang khong mua sian pham,ho chi mua loi
ich ma sian pham d6 mang lai

- Chi nén dwa ra nhirng théng tin lién quan dén
nhu cau,nguyén vong va dong co mua hang ciia
khach hang.
4. Thanh t6 thir tw:Ung dung

- Ung dung cac giai phap riéng biét,cu thé cia

ban cho thay lgi ich khach hang nhan dwoc.




E: Chuong 6 :PHAT TRIEN GIAI PHAP

5.Thanh t6 thi niim:Bang chirng cu thé.
- Pay la cong cu giup khach hang x6a tan moi
nghi van.
5.1 Minh hoa sian pham
- Téng tinh thuyét phuc.
- Poi héi khach hang truc tiép tham gia.
5.2 Vidu.
Khi dung cac vi du lam bang chirng,can lwu y cac ch

dan:
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- Noi that.

- Hay néi vé san pham/dich vu ma ban dang cung
cap,chir khong nén néi vé ban than ban.

- Lam cho cau chuyén tré nén cam dong.

- Vi du phai lién quan dén khach hang.

- Dir liéu thwe té:can giam nhe cac dir lidu vi:
*Tranh dwoc cuwong diéu hoa

*Giup cudc noi chuyén thoat ra khoi ap luc

*Gdy dn twong dé chiu cho khdach hang. *Cé
tinh thuyét phuc cao hon
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5.3 Trung bay sian pham.
Khach hang cé thé nhin thay va cham vio sin

pham.
5.4 So sanh lién twéng.

Khach hang sé hiéu giai phap ban dwa ra c6 thé
Pap ung nhu cau ciia ho theo cach nao.
5.4 Loi chirng thuec.

La bang chirng 14 ban thu thiap dwoc cho thay san
pham cia ban 1am cho khach hang hai long hon ca

mong doi.
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5.5 S6 liéu thong keé.

- Phat huy hi€u qua khi ban giao dich vdi nhirng
khach hang lién quan dén cac con so.

- khong nham lan giira dir liéu thue té va so liéu
thong keé.
5.6 Tap hop mdt cudn sach bang chirng.

Cuon sach sé 1a tp hop cac bang chirng.no sé

+Cung cap cac thong tin vé cong ty +Chi rd loi

ich ciia san pham/dich vu.

+Trinh bay tinh @ng dung ciia san pham/dich vu.
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6.Thanh to thir sau:Cau két tham do.

- Khi phat trién giai phap ban nén xac dinh cac
diém then chot. Pay chinh 1a lic ban dung dén
cau két tham do.
Mt khi ban di cé sw chuan bi tot va dang trinh bay
giali phap doc dao cua ban mot cach hiéu qua la ban
dang bat dau tao ra mot khong gian dong thuén véi
khach hang.




E: Chuong 7:TRINH BAY GIAI PHAP

Khi giai phap cua ban dwocC dé xudt dap ung dwoc
nhu cau mong muon ciia khdach hang , khd nang
Truyén tdi y twong hiéu qud lai cé thé lam tang khd
nang dat dwoc cam két tiv phia khdch hang.

Néu giao tiép khong phdi la thé manh ciia ban thi
hay hoc cach trinh bay giai phap:
1.Hao hirng véi dé tai va hao hirc chia sé y twéng. -
Hay suy nghi thau dao vé nhirng gia tri san pham -khi
ban danh ci tAm huyét cho sian pham ciing 1a lic sy

hao hirng trong ban dwogc thé hién.
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2.Hay tao sinh Kkhi cho cwr chi va giong noi cua ban

- Loi néi ciia ban sé kém thu hut néu ban chi biét
dirng yén mét chd dé thuyét trinh hay minh hoa sian
pham.

3.Hwéng true tiép dén nguwoi nghe.

- Nhin thang vao nhirng lei ich ciia khach hang
va danh gia moi viéc trén quan diém cia ho

- Khi trinh bay ban nén chic chin rang ban dang
néi bang ngén ngir ciia khach hang.
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4. Pi thang vao van dé va trinh bay that rd rang
suc tich.

- Pirng nén dua qua nhiéu dir liéu so véi nhu cau
cua khach hang.

5.Ludn nhé strc manh ciia bang chirng.

- Cac bang chirng ludn tao sw khac biét 16m vé
tinh hi¢u qua cua bai trinh bay.

6. Thwong Xuyén tom lwec van dé.

- Moi khi tom lwgc ban nén dua tranh thi dua ra
cau két tham do.
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7.Tao co hdi dé khach hang tham gia trinh bay.
- Thong diép ciia ban sé dwoc giri dén khach hang
mdt cach dé dang va dat hiéu qua cao.

- Khi khong thé truc tiép gidi thiéu ban c6 thé giri
cho khach hang mgt ban thw nghiém.

8.Kiém tra dia diém trinh bay,cac thiét bi nghe
nhin,cac khau hau can.

- X&c dinh cong cu can thiét khi gip khach hang.
- Khach hang sé danh gia rat cao thai d§ quan

tam va su chu dao cua ban doi voi bai trinh bay.




Eg Chuong 7 :TRINH BAY GIAI PHAP

9.Lua chon cach thiwre trinh bay.
Ban c6 thé sir dung cac hinh thirc khac nhau doi véi
khach hang.
9.1 Pirng thuyét trinh
*Uu Diém:
- khuyén khich phan héi dap.
- Co hoi tot dé chia sé thong tin.
- C6 thé thay doi bai thuyét trinh néu c6 van dé

maoi nay sinh.
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*Nhuwot diém:

- khong co tinh tweng tac cao.
- NQudi mua c6 thé so sanh phwong thire ciia ban.
- tao diéu kién canh tranh giira cac déi thii vé
phong cach trinh bay

9.2 Trinh bay qua dién thoai.
*Uu diém:

- thuén loi vé mit thoi gian.

- giam thiéu t6i da cac chi phi giip mit.

- Linh hoat.
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*Nhuwoc diém:

- Khong ¢6 hoat dong twong tac ngwoi ndi va nghe
- kh6 nhén biét phan wng ciia khach hang.

- khong ché vé thoi gian.

- khong tan dung dwoc loi thé ciia minh hoa va
trung bay san pham.

9.3 Pé Xuat bang viin ban.
*Uu diém:

- Loai bé dwoc thong tin sai,co diéu kién thoi gian
- dir liéu dworc trinh bay rd rang,
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*Nhuwoe diém:

- Tao diéu kién vé mit thoi gian cho khach hang
suy nghi.

- Cac thong tin cong bé nim ngoai pham vi kiém
soat.

- giam thiéu sw twong tac giira 2 bén.

9.4 Poi thoai true tiép
*Uu diém:

- Co su twong tac giira 2 bén.

- Tac phong ngwéi ban tac dgng dén nguoi mua....
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*Nhuwot diém:

- Thoi gian doi thoai thwong ngin.

- Poi héi khach hang phai ¢6 k¥ nang nghe.

-Quyét dinh dwa ra bi ap dat béi y kién chit quan 9.5
Trinh bay theo nhém.

*Uu diém:

- C6 su tham gia ciia nhiéu nguoi.

- Nén tang kién thirc 16m.

- Phong cach trinh bay da dang.

- Cac van dé mau chot dwoc trinh bay Kky.
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*Nhuwot diém:

- C6 qua nhiéu phong cach trinh bay.

- Qua tai thong tin.

- Khé hinh thanh méi quan hé ca nhéan.

- N§i dung trinh bay thwong dai.

9.6 Cé&c bai trinh bay lién quan dén k§ thut.
*Uu diém:

- Thé hién dugc kha ning to chire ciia ban.

- Pam bao sw chinh xac caa bai trinh bay.

- Thé hién nén tang cia cong ty
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*Nhuwoc diém:

- C6 thé khién bai trinh bay thanh mot bai thao
luan lién quan dén viéc sir dung san pham.

- Trinh bay sé tré nén kho khan véi ngwoi khong
am hiéu vé k¥ thuat.

- Ngwoi mua bi qua tai thong tin.

10.Phat huy tac dong sit dung nghé thuat trinh
dién.

- Pua nghé thuit trinh dién san pham vio nd luc
ban hang thwong phat huy hiéu qua cao.
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11.Thoai mai Kkhi trinh dién san pham.

- Doi hoi ban phai diing cam va manh dan thuc
hién nhirng hanh dong sang tao.

12.Hay tao sw bat ngo va khac biét that sw.

- Tao cho khach hang nhirng an twong ma san
Pham/dich vu ciia ban véi nhu ciu ciia ho.

- Giup khach hang c6 thé so sanh sian pham/dich vu
ciia ban véi d6i thi.
13.Sir dung hanh déng va lam cho moi viéc dién

ra nhw dy kién.
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14.St dung cac vat pham an twong dé trung bay
hay minh hoa san pham.

15.Hay bién viéc trinh bay san pham thanh mot
cudc thi.

16.Kich thich tri t0 mo mot cach manh liét.

- Bat ké 1a trinh bay theo phwong thirc nao,ban
phai ghi nhé 2 diéu quan trong:

+Bai trinh bay sian pham phai phu hop véi khach
hang.

+Hay hoa minh vao bai trinh bay.




Eg Chuong 8 :DANH GIA KHACH HANG

Ban da trinh bay xong giai phap cua minh va gio

ban phai cho quyét dinh cua khach hang.
1.Cac tin hi€u canh bao mua hang.
- Nhirng phan ung 1a dau hiéu canh bao hoic dau
hi¢u mua hang:

+Loi noi

+Cwr chi.

+Biéu hién va cam xic.
- Thanh céng 16n trong ban hang 1a ban biét
khach hang dang nghi gi.
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2.Cac dau hiéu mua hang.
C6 hai dau hiéu mua hang :

+ Déu hiéu bang 101i.
+ Dau hiéu khong 10i.

*CAc dau hiéu khéng 1oi rdt khé dodn:
+Kiém tra lai miu san pham
+Cam to don dit hang hay dé nghi mua hang.
+P3io mit.
+Ghi chép sip xép giay to.
+Cam to quang cio san pham lén doc
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*Cdc dau hiéu mua hang bang 1oi dé dodn:
+N6 c6 dé v khong?
+T0I1 thué no dwoc khdng?
+Tdi ¢6 can qua 16p huan luyén co ban khong?
+Anbh sé lap dit né chi?
+Cong ty anh cé dich vu & dia phwong knong?
+Liéu toi c6 thé doi cai may cii nay lay cai may
méi dwoc kKhong?
- Ban c6 thé sém nhéin thay dau hiéu mua hang

ngay trong qua trinh thu thap thong tin.
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3.Cac dau hiéu canh bao.
*Cdc dau hiéu cinh bdo khéng loi:
+Nhin dong hé.
+Khong phan wng.
+lat gié' nhirng tai liéu khong lién quan.
+Lién tuc thay doi tw thé ngoi.
+Tr¢ nén kém than thién.
+Nghe dién thoai khi dang néi chuyén.
+D3A0 mit.
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*Cdc ddu hiéu canh bdo bang loi:

+ T6i da nghe chuyén nay roi.

+ Toi khong thay cé gi khac biét ca.

+ Bai trinh bay ciia canh sip két thic chwa?

+ Chung ta s€ noi chuyén nay khi khac nhé? Cac
dau hiéu canh bao cho ban thay ban nén tam dirng
qua trinh ban hang ciia minh lai dé dwa ra
cAu héi nham danh gia moi quan hé cia ban véi
khach hang.
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4., Tao cam xuc trong ban hang:Siwrc manh cua birc
tranh tinh than.

Pé xay dung “Birc tranh bang 16i” ban hiy chia
qud trinh nay ra lam 5 thanh phan:
*Tw nhéc nhé diéu khdach hang muén va nguyén
Nhén khién ho muon thir do.
*Nhdic nhé cho khdch hang biét ho dang thiéu thir gi
va lam cho ho thira nhdn rang ding la ho dang thiéu
thw do.
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*N6i véi khdach hang riang san pham/dich vu ciia
ban sé bui dip cho anh ta nhitng thiéu hut dé(tirc la
ban dang hwong vao nhitng diéu khdach hang mong
muén,hay chinh la méi quan tim co bdn ciia ho)
*Veé ra mot “Burc tranh khong loi”,mo ta cam gidac
ciia khdch hang mét khi dpng co mua hang chii yéu

ctiia ho dwoc thoa man. *Ddt cau hoi danh gia.
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5. Ung dung “Birc tranh bang 16i” mot cach
thwong xuyén.

Cach tot nhat dé biét dwoc strc manh ciia viée sir
dung “Birc tranh bing 16i” 1a quan sat xem vin dung

no nhw thé nao.




E: Chuong 9 :DAM PHAN

Dii trong tinh huéng nao, dam phdn cé 1€ la vin dé
ma khéng mdy ngwoi trong chiing ta hirng thii hodc
thich lam.Khi ban suy nghi vé vai tro ciia dam phan
trong moi truwong bdn hang,cdch tiép cin co thé sé la
bdt cir phwong phap nao va khong mang tinh thi dich.

Dam phan don gian chit la mot khdu cua quy trinh
bdan hang ma trong suot qud trinh dé,ban phdi né luc

dé dat t6i cdc théa thudn chung.
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1.Pam phan khong phai 1a phan doi.

- Ban can hiéu rd sw khac nhau giita mdt yéu cau
dam phan ciia khach hang véi mét co hdi giai quyét
phan doi ciia khach hang.

- Ban phai biét khi nao thi can thwong lwong va
khi nao phai giai quyét phan doi ciia khach hang.
2.Khia canh con ngwai trong dam phan.

- Muc tiéu ciia cac cudc dam phan la hwéng dén
muc tiéu 12 mang lai nhirng loi ich tot nhat c6 thé
cho cac bén tham gia.
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3.Cac loai hinh dam phan.

3.1 Dam phan don gian.

- Hiéu qua khi cé sw giéi han vé mit thoi gian.

- Tinh cam thwong 13 yéu to anh huwéng manh t6i
quyét dinh mua hang.

3.2 Dam Phan Phuc tap.

- Puoc ap dung khi khong c6 sw khong ché vé
thoi gian,thwong di kém véi san pham/dich vu.

- Dong co mua hang s€ kho dwgc nhan diéen.
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4.Nam virng cac cong cu dam phan.

- Giir thai do dung muc trong khi dam phan va
khong nén nghi dén viéc thao ting hay ép budc
khach hang mua san pham.

- Chu trong viéc xay dung moi quan hé ngay tir
dau ban sé tao ra nhiéu co hdi tét hon nham tién
dén dem lai loi ich cho ca hai bén.

- Ban phai dam béo ring cac cong cu nay khong

nham sir dung thao tiing khach hang ciia minh.
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5. Tw bo.
- Ban phai c6 nhirng ddng thai khéo léo dé khach

hang khéng cam thay bi xiic pham trong nhirng

tinh hudng bugc phai tir bé.

- Pirng bao gio' str dung viéc tir bé nhw mot chién
thuat 16i kéo khach hang mua san pham/dich vu.
6.thuyét phuc.

- Muon thuyét phuc khach hang cach tot nhat la
ban nén diit cau héi cho khach hang dé biét diéu gi

14 quan trong doi véi ho.
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/.Jm lang.
- Im ling ban sé khéong roi vao thé bi dong,giup

ban lui lai dé xem xét vé cudc dam phan dang dién ra
va nghi budc hanh ddng tiép theo.

8.Han ché vé thoi gian.

- Ban khong nén tao ra mot gioi han khong co
thwe dé budc khach hang nhanh chéng tién dén

cam két.

- Phai chuan bi that chu ddo dé cé thé dam phan

theo cach thuwe té nhat mang lai loi ich cho ca 2.




-Sit dung cac diéu khoan cam két trong hop dong

nhw mét cong cu dam phan ciing c6 thé dat hiéu qua
Cao.

10.Tri hoan hoac khong lam gi.

- Khi khach hang can thoi gian dé can nhic ban

nén cho khach hang thay ring ban hiéu ho can

danh gia lai van dé.

- Pat cau hoi mad,ban sé dat minh vao vi tri thuan lgi

dé biét 1y do thit ciia sw tri hodn.
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11.Tham quyén dam phan.
- Ban phai biét dit cAu hoéi khi khach hang né6i ho
khong c6 tham quyén chap nhan diéu khoan nao do

trong giai phap ma ban dwa ra.

- Ban can nam virng cac hwéng din ciia cong ty.
12.La ngwoi dwa ra dé nghi truéc.

- Pé co loi thé ban hang viéc dwa ra 10 dé nghi
truedc khong co gi co hai.

- Khi ca hai déu co sw tin twéng ton trong nhau

viéc ai dwa ra dé nghi truéc khog quan trong .
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13.T6i hau thu.

- Puoec sir dung trong nhirng truomng hop thit can
thiét.

- T6i hau thw don gian chi 1a mot cong cu dé két
thuc dam phan.

14.Nhirng diéu khoan wu dai.

- Trong mot vai trweomg hop ban khong can sir
dung té cong cu nay trong qua trinh dam phan
ma ban don gian chi thém nhirng diéu khoan nay

vao hop dong to rd thién chi véi khach hang.




E: Chuong 9 :DAM PHAN

14.Hoan tat cac théa thuan da dam phan.

- Truée khi ky két hop dong hay nhan don hang

ban phai chic chin 1a minh di giai quyét tat ca
moi chi tiét va dwa vao vin ban cac diém quan
trong da duwgc thoa thuan giira hai bén.

Ban phai tién hanh dam phan véi tat ca sw chuyé
nghiép,tinh trung thue va cac ki niing doi nhan xir thé

trong bat ky budéc nio ciia quy trinh ban hang.
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Todan by quy trinh ban hang la mét chudi cam két voi
mirc rang budc ngay cang ting,bat dau tir lan gip gé
ddu tién vii khdach hang. Pat dwoc cam két khong chi
don gidn la bwdc cudi ciing khép lai quy trinh ban
hang.

Néu thwe hién tét cdc bwée trong quy trinh ban
hang ban sé dat dwoc cam két nho ciing cap cdc

théng tin tot nhat,véi nhirng phan tich tot nhit va

cdc gidi phdp tot nhit hwéng téi mét khdch hang cu
the.
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1.Cé4c cach dat dwoc cam két.

- Yéu cau khach hang cam két chi don gian 1a d6i hoi
ban dat cac cau hoi hop ly hoac giai thich ro
rang hon nhirng giai phap ma ban vira trinh bay.
2.Si dung mot cau héi true tiép.

- Khi da thu hdt dwec sw quan tam cua khach
hang,cach tot nhat dé dat dwoc cam két 1a true
tiép dwa ra loi dé nghi.

- Khi ban nhan thirc va chia sé,khach hang sé

cam thay dé chiu hon.
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3. Pua ra mét sw lra chon thay thé.

- Khi ban dwa ra mot sw lwa chon thay thé cho
khach hang cam két tirc 1a ban chi don gian yéu
cau khach hang chon mot trong 2 phwong an.

4. Pé cap buwdéc tiép theo.

- Budre tiép theo & day khong phai la dwa ra
nhirng ciu héi dé dan dén nhirng ciu tra 1oi “c6”
hoac “khong”.

- Ban nén chon cach thirc riéng sao cho phu hop

v6i tirng khach hang cu thé.
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5. Pat théa thuin vé mét van dé phu.
- Cau héi vé van dé phu di d6i véi gia thuyét rang
khach hang muon hop tac véi ban,va cho phép

thic day moi quan hé véi khach hang tién trién.
6.Tao co hoi cho khach hang.

- Phwong thirc nay hiéu qua va ciing dé ap dung vé
ban chat 1a ban dang tao cho khich hang mot
khoang thoi gian nhat dinh dé cé thém lwa chon.

- Céac co hdi dwa ra 1a c6 tinh thue té va that su

voi hoan canh cua khach hang.
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7.Can nhic cac giai phap thay thé.

- Ban chi nén ap dung phwong thirc nay khi: *khach
hang khong c6 kinh nghiém dwa ra quyét dinh va
thue sw cam kich néu ban gitup ho giai quyét tinh
hu(“')ng ho dang doi miit.

*Ban dang trong tinh hudéng ma rat nhiéu théng
tin da dwoc trao doi giira hai bén, dong thoi moi
ngwoi déu dwoc loi tir viee tém tat lai tat ca moi

khia canh cua van de.
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- Quy trinh co ban dé dwa khach hang dén cudc
doi thoai theo phwong thirc “cin nhic”.

*Sir dung mot s6 ciau dé ndi phan trinh bay giai
phap véi phan cin nhic giai phap thay thé...va

xin phép dugre tiép tuc.

*Pirng chi nhic lai phan trinh bay giai phap.
*Pirng md ta qua nhicu vé cac wu diém ciia san
pham/dich vu ciia cong ty ma ban di vira trinh
bay trong phan thuyét trinh trén. *Giir thai thd

than thién coi mo.
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8. Pé nghi khach hang giéi thiéu.

- Muc dich cua viéc gioi thi€u la tao cho ban thém
co hoi.

9.CA4c cach dé co dwore 10 gioi thiéu.

9.1 Khach hang c6 thé giap ban lién hé véi nhirng
nguwoi nay.

- Ca nhan khach hang gigi thiéu ban sé giup ban tao
dwoc uy tin véi ho ngay tir lic dau,do dé viée sap

xép buoi giip g& dau tién sé dé dang hon.
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9.2 Khéch hang cho tén va dé ban tw lién lac.-

- Gitip ban biét dwoc nguoi giéi thiéu c6 moi lien hé
thé nao véi khach hang ciia minh truéc day.

- Khi dwoc gidi thiéu ban nén giti 161 cAm on to6i
khach hang da giéi thiéu cho ban.

10.Nhirng loi gigi thi€u co gia tri.

- Khong ¢6 phép mau nao trong viéc kinh doanh
dwa trén cac moi quan hé.

- Ban can tim hiéu quan diém tir d6 dap éng cac

nhu cau ciia ho thay vi dap wng ban than.




E: Chuong 11:THEO SAT CHAM SOC KH

Khi dat dwoc nhitng cam két véi khdach hang,mét co
hoi lon hon sé mo ra cho ban la khdach hang sé con
quay lai. D6 chinh la Iy do vi sao viéc tiép tuc lam
khdch hang hai long luén la moéi quan tam hang dau
cua ngwoi ban hang.
1.Giit moi quan hé véi khach hang sau khi hoan tat
viéc ban hang.

- Nhirng hoat dong theo sau ban hang dworc tién
hanh thwong xuyén déu thé hién rang ban that sw
quan tam dén khach hang.
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2.Ngay sau khi ban hang va trwéc khi giao hang.

- Pich than va cac gidy to c6 lién quan.

- Lién lac vai cac nhan vién khac trong cong ty.

- Thén bao cho khach hang ban theo sat cam két.

- Pam béao rang san pham chinh xac.

- Ludn sén sang hd trg bat ctr van dé nao.

- cadm on khach hang da lwa cho san pham.

- Thong bao cho khach hang khi co tinh nang méi
- nhiic nhé khach hang 1a ban van con sp/dv khac
- Biét dwoe khi nao khach hang can dat tiép.
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3.Sau khi két thic viéc mua ban.

- Ban nén tin dung moi co hoi dé chirng té cho
khach hang thay ban thét sw quan tim dén ho va
danh gia cao moi hop tac véi ho.

- N0 lwe lién hé thwong xuyén véi khach hang 1a
ban dang thanh 1ap mdt moi quan hé.

- Ban c6 thé sang tao ra nhirng hoat dong theo
sau ban hang doc dao,tuy thude vao tirng doi
twong ,khach hang cu thé.
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4.Chiéc luge theo sat sau ban hang.

- Mt vai yéu to giup chiéc lwoc theo sat sau ban
hang dwoc hiéu qua:

4.1 Co sé¢ dir liéu thue té va dwogc cap nhat lién tuc

- Dt liéu khach hang dwoc duy tri thwong xuyén va
dwoc sap xép cé to chirc 1a nén tang dé thwe hién
nhirng hoat dong theo sat sau ban hang hi¢u qua.
4.2 Duy tri dwong day lién lac théng sudt.

- Thwong xuyén phai nghe dién thoai cia khach.
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4.3 Nhurng thong tin hiru ich.

- Hay cung cap cho ho nhirng thong tin vé cac van dé
anh hwdéng toi ban than ho hay cong viéc cua ho.

4.4 Cap nhat vé sin pham méi.

- Pay la cach hiru ich dé khach hang thay ring ban
nhan thirc dwoc nhau cau twong lai ciia ho. 5.Nhiin
diéu can nhé dé thwe hién cac hoat dong
hau mai.

- C6 2 diéu ban can phai nhé:
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*Luodn nhén thirc dwoe “nhirng buéce tiép theo”
- Phat trién mot hé thong gitip ban danh gia
nhirng g1 ma khach hang dang c¢o va nhirng lgi ich ma
san pham/dich vu mang lai cho khach hang. *Pap
ung vugt Ky vong cua khach hang.

- Hay dap ing vwot mirc Ky vong ciia khach hang dé
déi thii canh tranh khong c6 co hi Ién tiéng.

6. Theo sat sau ban hang véi nhom lam viéc cua

ban.

-Co 2 ly do ho thwong kém nhiét tinh:
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*Khong bang long va thiéu hiéu biét. *Lam

viéc qua strc ma khong co su giup do

7.Nhitng k§ niing doi nhan sir thé givp tao ra su
khac biét.

- Hay d6i xir voi nhom hd tro bang thai do ton
trong va lich sy ma ho xirng dang nhan dwoec.

- Bi quyét dé xay dung quan hé véi nhém hd tro 1a
xem lai nhitng cach cé thé sir dung dé xay dung quan
hé vai khach hang.

- Ban sé c6 lgi néu biét ton trong dong ngiép.
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8.Hop tac voi nhirng nhan vién ban hang khac.

- X4y dung quan hé véi nhom hd tro 1a yéu to quan
trong xay dung thanh cong vai khach hang.

- Khi phai d6i mat véi mot tinh huong kho khin
hay can gidi quyét mét thach thirc cu thé cia thi
trweong hay tan dung ngu("in lwc ngay canh ban:

Nhirng ngwoi ban dong nghiép.
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Sw phdn déi ciia khdach hang cé thé xudt hién bt cir
liic nao va khéng thé hién ré trong mot khau cu thé
nao cua quy trinh ban hang.
1.K¥ ning hanh xir khi gidi quyét sw phan doi ciia
Khach hang.

- Du ¢ bwdéc nao cua quy trinh ban hang,ban cung
déu phai d:it moi quan hé véi khach hang 1én trén hé
méi khi doi mit véi sw phan doi.

- K¥ niing d6i nhan xir thé tot,tinh trung thuc va

kha nang dong cam vo cung quan trong.
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2.Hanh dong.

Nim bwéc giip ban giai quyét sw phan doi ciia
khach hang.
2.1 Bwéc 1:Cau dém
- Mot cau dém hi€u qua la cau noi mang thong diép
ring s phan doi ciia khach hang khong chi cho ban
Iy do dé c6 giing ma con cho khach hang biét ban
san sang xem xét van dé dua trén quan diém ciia ho.
- Pirng xtr dung ciu dém dé bit dau tranh luan.
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**Ba goi y dé tranh dung tir “Nhung”:
+ Str dung twr “va”.
+ Str dung tén cua Khach hang.
+ Nghi lay hoi.

2.2 Lam ré sw phan déi.

- Sau khi dung cau dém ban hay diat ra mot hay
Hang loat ciu héi dé 1am sang té6 cach hiéu ciia Ban
ciing nhw cita khach hang vé sw phan doi nay.

- Ban nén viét ra nhirng van dé ma khach hang
hay phan doi nhat.
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3.Bwéc 3: Xac dinh phan doi tiém an.

- Hay xac dinh phan doi tiém an thong qua viéc dit
cau héi mot cach hiéu qua dé kham pha chiing
sém hon.

- Cau tra 1oi cho cac cau hoi cho phép ban danh
gia mirc d§ nghiém trong ciia sw phan doi, dong
thoi giip ban xac dinh dau ma diém vwéng mic
khién khach hang khé di dén cam két.

- Ban nén nhé khéong phai su phan doi nao ciia

khach hang ciing 1a hop ly.
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4.Buéc 4 :Pap lai 1an lwot tirng 101 phan doi. Bwéc
dau tién ciia quy trinh giii quyét phan

doi ciia khach hang:

*P3i0 nguoc tinh thé.

*Giai thich.

*Hwéng dan khach hang.

*Cung cap bang chirng xac thue.

*Pwa ra ly 1€ xac dang.

- Ban c6 thé khang dinh gia tri ciia ban théng qua

cac dich vu ma chi rieng ban ciing cap dugrc.
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5.Bwéc 5: Panh gia quan diém ciia khach hang

bang mét ciu két thim do.

- Sir dung ciu két thim do dé xac dinh xem khac
hang di sin sang di dén quyét dinh mua hang ha
chua?

- Cau két tham do con giup ban xac dinh cac bwée
hanh dong tiép theo.




Trong ndm yéu to dem lai sw thanh cong trong hoat
dong kinh doanh,thai do ciia ngwoi ban hang co y
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nghia dic biét,béi vi khéng giong bon yéu t6 con
lai,thdi dj la yéu to chi cé thé phdt trién noi tai trong
ban than chung ta.

1.Luon giir dung thai do tich cwc trong cong viéc.

- Thai do chinh la chia khéa vang ctia ban,tap
trung thwe hién céng viéc ciia minh téi mirc tot
nhat.

- Théai d¢ 1a loi thé 16n nhat ngwoi ban hang co.
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2.M0t khia canh khac cua thai do.

- Pirng dé nhirng cam xiic tiéu cuwe ngin can ban
thwe hién nhung thay déi tich cue trong thai @6 ban
hang cua ban.
3.Thai do thic day ban xac 1ap muc tiéu va quan ly
thoi gian hiéu qua.

- Pit muc tieu cu thé va ca gioi han thoi gian dé
thwe hién muc tiéu dé luon 1am dwge nhirng diéu
twéng nhu khong thé.
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4.Thai d tich cue va loi thé ban hang:mot sw két
hop thanh cong.

- C6 4 goi y dé ban co6 thé duy tri thai do tich cuc
khi moi viéc dién ra khéng nhw mong muodn: *Hay
gan giii véi nhirng nguwdi dam mé cong viée
ban hang.

*Hay doc,theo déi va liing nghe bét cit thi gi c6
thé truyén cam hirng cho ban.

*Hay ndi chuyén véi nhirng khach hang.

*Hay viét ra nhirng mo wéc ciia ban.
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3 ghi nhé vé cong cu va nguyén tic ciia loi thé bdin
hang:
*Ban c6 dwoc loi thé ban hang nho biét hoc héi sir

dung cdc cong cu va nguyén tic.

*Ban nim vieng loi thé nho cam két thwe hanh
nhitng cong cu dé dén khi tré thanh bin néng.
*Ban bdan dwoc nhiéu hang hon nho cé phwong
khirc ban hang dung din,xdy dwng nhitng moi hé
ldy khdch hang lam trung tam,va tich cwe tim kiém
bién phdp dé 1am diéu gi do khdc biét.
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