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gay nay, thi trwong kinh doanh canh

Ntranh ngay cang gay gdt, yéu cau khach
hang ngay cang khat khe da gy dp lwc 16m 1én cac
thwong hiéu, ctra hang, 1én chinh cic 6ng chia va
nhan vién ban hang. Lam sao ting dwoc doanh thu
trong bdi canh kho khdn nhw vy tré thanh moét bai
toan khéng dé.

Nhiéu doanh nghiép da dung khi lwa chon dau
tw vao con ngwdi. Ho ting cwong béi duwdng kién
thitc va ky ndng cho nha quan ly va cac nhan vién.
Vay nhwng khong phdi doanh nghiép nao cling cé
phwong phap dao tao phu hop va thiét thuec.

Cu6n sich nhé Bdn gi thi bdn chi dirng bdn
hang dwoc chiing toi soan ra trén tinh than dé hiéu
va dé van dung vé cdc vdn d& ma nhan vién phuc vu
va quan ly ctra hang thwong hay gdp phai. Can ct
vao toan bd qua trinh tlr khi khach hang bwéc vao
dén khi ra khoi ctra hang, mwoi chwong ctia cudn

sach hwéng dan nhan vién tng xir sao cho khéo léo
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va thong minh d€ giao dich dién ra thuan loi. Cacvan
dé dwoe phan tich qua nhiéu vi du thuwe té sinh dong,
giap nguwdi doc khong chi hiéu dwore nén lam gi ma
con hiéu tai sao lai lam nhuw vay; khéng chi biét nén
lam gi dé c6 loi cho viéc hop tdc ma con biét nén lam
gi dé trdnh chwdng ngai vat dan dén thanh cong!

Bdn gi thi bdn chir dirng bdn hang ddc két ra
bon nguyén tdc vang giup giao tiép voi khach hang va
nam “chién thuat tdm ly” giup giao dich thanh cong.
Cudn sach thure sw 1a kim chi nam thwe té€ két hop
gitra phuwong phdp, kinh nghiém va ky nang. bo la
sw téng hop tir nhiéu nghién ciru tinh huéng thue té
clia cac nha nghién ctru trong linh vige ban 1€ nhitng
nidm gan day. Mdi tinh huéng déu dwoc phan tich
nguyén nhan, cach xtr ly, giai thich twdng tan chién
lwoc kinh doanh biang nhirng ngon tir dé€ hiéu.

Néu ban ndm virng va &ng dung thanh céng
tirng phan trong cudn sich nay, chic chan ban sé
ting dwgc doanh thu ban hang 1én nhiéu lan.

Chuc ddc gia thu dwoc nhitng thanh qua lén
ttr cuén sach nho nay!

Xin tran trong gi¢i thiéu téi doc gid!

Ha Ngi, thang 03 ndm 2014
CONG TY CO PHAN SACH ALPHA
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CHUONG 1

Chan 1y gidn don gidp nang cao
doanh thu ban hang

I hi dwoc hoi: Tai sao dng chu chung ta lai
<m<’y cong ty? Chac cac ban sé noi: “Dé€ kiém
tién chir sao!”

Vay nhi¥ng cra hang kinh doanh phat dat xung.
quanh chuing ta nhiéu hay it? Chéc ban sé bao rang:
“Khong kiém dwgrc tién thi mé cong ty lam gi?”

Dung véy, khong kiém dwroc tién thi mé cong ty
lam gi! Vay cira hang ma 6ng chti giao cho ban c6 kiém
dworc tién khong? Néu nhw ban du stre giap 6ng cha
minh thu dwoc nhiéu tién 1i, vay xin chiic mirng, gia
tri cfia ban da d€ nhan dwoc mdt mirc lwong twong
ddi dé chiu! Nhwng cau hoi dit ra la, 1am thé nao dé

ban gitp dng chtt minh thu dworc nhiéu loi 1ai?

Chan ly gian don giup ndng cao... n:)



Téng doanh s ban hang ching? Khong nhat
thiét phai vay. Thi treweorng kinh doanh hién nay dang
dua nhau ban hang giam gia va tung ra nhiéu hoat
dong khuyén mai! Hon nira, néu s6 von bé ra qua
cao, dén khi doanh s6 ban hang ting 1én roi thi loi
nhudn thu cling chang dang bao nhiéu!

Vay ha thdp nhi¥rng chi phi dau tw c6 6n khong?
Ciing khong hin. Vi nhitrng khoan chi phi bat budc
nhw qudn ly, lwong 1au, thué mdt bang, san pham
budn bén,... khong tang 1én da la t6t 1am roi, lam gi
c6 chuyén giam di. Vay ching ta nén lam thé nao dé
tao ra nhiéu lgi nhuan day?

Qua cadc nghién ctru vé thi trwdng ban 1é & Viét
Nam va mét s8 nwére khdc, ching toi cho rang trong
treong hop cé thé ha thap chi phi bat budc, ai ban
dwoc cang nhiéu, gid cang cao va cang lau dai thi
nguwdi d6 cang thu dwoe nhiéu lod nhuan.

Chung t6i con phat hién ra rang khach hang
bay gir dd ném trdi “th thach” nhiéu nam trén
thi tretrng, ho ngay cang ly tri va théng minh hon.
Néu ching ta van dam chan & trinh d6 cd thi tam
ly ching ta ciing khéng bao gi¢ thay déi. Vay thi
chung ta dwa vao dau dé€ ban dwoc nhiéu hang, gia
thanh cao va lau dai, dwa vao dau d€ kiém dwoc

nhiéu tién hon?
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1. fihan vién marketing, ban dang lam viéc cho ai?

C6 nhan vién quan ly chi nhanh cta mét
thwong hiéu kinh doanh noi thdt néi tiéng da ké
véi chung toi rang: “Vé co ban rdt nhiéu viéc tai chi
nhanh do mot tay t6i ddm nhan, 6ng cha rat it khi
ghé qua. Toi thdy minh d6c ste lam viéc cwc kho
nhw vdy ma moi thang chi nhan dwogce chut lwong it
61, nhiéu luc tai thdy thwe sw khong céng bing. Sao
toi lai phai cye khé nhw vay vi ké khac ch?”

That ra c¢6 khong it nhan vién ciing suy nghi
nhuw vay. Cudc d&i ho ddy dp nhirng loi than phién,
ho phan nan chirc vi cia minh & céng ty qua thap,
hang hoéa qua cd, thoi tiét that thweng, phan nan
d6i th canh tranh qua manh, 6ng cha keo kiét
bun xin, d6ng nghiép thi tiéu nhan ddc chi,... Con
néu khong tim dwoc diéu gi d€ phan nan, ho sé néi
rang minh chdng c6 chit may man nao. Nhung khi
toi goi y xem liéu ban than ho c6 thé thay d6i diéu
gi d6 khong thi cac cau trd 1o gan nhw déu giong
nhau dén kinh ngac: “Danh vy théi, lam ngay nao
hay ngay dy. Hién thwc la vay d6, di dau thi ciing la
lam c6ng cho ngwoi ta chir tw téi khong thé thay
doi dwoc”

Sau mot thei gian dai gidp g& rat nhiéu vi quan

ly tai ndng va nhén vién ban hang xudt sic ctia cong

Chan ly gian don giup nang cao... m



ty nay, cudi cuing toi ¢a hiéu ra vi sao thu nhdp ctiaho
lai cao gdp 3, 4 1an nhitng nguwoi ty cho rang minh
1 gidi. Sw khac biét lon nhat gitra ho khéng phai &
ndng lwc cao thdp, cling khong phai do bé ngoai xdu
dep ma ndm & thai @6 lam viéc!

Nhitng tay quan ly tai nang hay nhirng nhin
vién ban hang xudt sic déu mang mot thai d6: “Toi
khong phai 1a ngudi lam thué, toi chinh la 6ng cha!
Toéi phai ndm bit dwoc tinh hinh kinh doanh va ¢6
trdch nhiém véi tdt cd nhitng gi minh lam!” Con
nhi*rng nhan vién khong hai long v&i thu nhap cta
minh thi sao? Khi lam viéc, ho chi khw khir mét suy
nghi: Ngwoi khdc ng minh qua nhiéu. Thé laho lam
viéc cdm chirng, dwoc ching hay ché. Hai thai do
lam viéc khac nhau ndy cudi ciing s& dan dén hai két
qua lam viéc va co hoi thing tién trong sw nghiép
hoan toan khac nhau!

Vay suy cho cung ban dang lam viéc cho ai?

(1) Hay tw vén luong tam: Ban da lam viéc nhu mit ong chi chura?

Sau khi két thiic mét khéa hoc vé dao tao
ky ndng ban hang, t6i c6 héi mét hoc vién
dang quan ly mét ctra hang: “Thang trwdrc cira
hang ¢6 ky dwec bao nhiéu don ddt hang?”
Co6 cho biét con s6 nay la 50. Ngay lap tie t6i

héi van lai: “Gid str ¢6 1a chu clra hang, €6 wére

OGN AN GI THE BAN CHU DING BAN HANG



doan thang trwde c6 thé ky thanh céng bao

nhiéu don hang?” C6 quan ly nay bugt miéng

ndi khong chép mat: “Toi nghi 1a phai ngoai

100 don ddt hang”

Cau chuyén nay van dworc chiing t6i ké lai méi
khi cdn minh hoa cho vai tro cta thai a6 d6i véi két
qué cong viéc. Chung ta khoéng c6 gi thay déi c3, chi
can thay d6i thai 6 lam viéc thi két qua sé khac biét
16 rang! Ngim ky ma xem. Néu ching ta 1am vi ban
than minh thi ching ta sé lam viéc nhw thé nao? Téi
tin rdng ai cling c6 thé ndm bat toan bd cong viéc
clia minh. Néu dwece vdy, thi chdng ¢6 ly do gi ma
thanh tich ctia ban khéng cao hon nhi¥ng nhan vién
khdc. Va ciling chdng cé gi la néu dai ngd ban nhin
dworc sé nhiéu hon. Ban luén né lwc 1am viéc nhw
mdt 6ng chi thi dwong nhién mot ngay nao do, ong
chu sé nhan ra diéu d6 va cang thém tin nhiém ban.
Cai ching ta nhan dwoc khéng chi la tién lwong, ma
hon thé la long tin. Hon nita, nang lwe cta ching
ta ciing khéng nglrng dworc nang cao, nhiéu kinh
nghiém dworc tich liy, nhan cach dwoc mai gida,
nhiéu théi quen tot khi lam viéc dwee hinh thanh.
Nhirng diéu nay v6 cung htru ich véi cudc song ctia
ching ta!

V&i nhitng quan ly tai ndng va nhan vién ban

hang xudt sic, 6ng chd phai diung trdm phwong

Chén ly gién don giup ndng cao... m:)



nghin ké d& mong git chan ho lai. Hon ai hét, ho
ndm ré tam ly dng chid va ddc hét strc gitp 6ng chu
kiém tién. Ai cling hy vong c¢.thé tuyén dung dworc
nhitng nhén vién tuyét v&i nhw vay. Néu mot ngay
tw ho xdy dung dwoc sy nghiép, ho sé tré thanh mot
ong chii thanh cdng vi truede d6 ho da sém dworc toi
luyén ning lyc ctia mét dng chi dich thure.

Vi thé, ching ta dirng ngai danh ra vai phut dé
binh tinh suy xét va ling 1& tw van lwong tam xem
tredc day chung ta da lam viéc nhw mét o6ng cha
chwa. Néu chwa, hdy bat dau ngay tir bay gio, hay
thay d6i thai d6 lam viéc! Chang tdi ddm dam bao
ring khi thai d6 lam viéc thay déi, thanh tich nhat
dinh ciing c6 sw thay d6i dang mirng!

Céc ban ¢6 muén thtr stec khong? Tai sao lai
khong ch? D3 dén luc phai thay d6i ban than roi,
trir khi cadc ban van muén ca d&i minh cw tiép tuc

than phién nhuw trwéec!

() 6t tam Ij ngui 1am cong, ca dvi s¢ lam cong cho ke khdc
Ban thir nghi xem néu mot ngudi ludn gitr suy
nghi 13 minh di lam cong cho nguoi khac thi anh
ta cé toan tam toan y vao cong viéc dwoc khong?
Néu nhw khong tap trung 100%, cdng viéc kho tranh
khéi tinh trang dwgc ching hay ché, qua loa dai
khai. Két qua khong kho doan sé la: thanh tich kém,

OGET AN GI THE BAN CHO BUNG BAN HANG



tién thwdng giam va kho long lot vao mat xanh caa
ong chu. Nghiém trong hon nita, théi quen nghé
nghiép khong tét hinh thanh trong suét théi gian
nay sé anh hwdng tdi cong viéc sau nay cda anh nita.
Ching 6ng chia nao thich mét nhan vién chi biét
ngdi choi hwdng lod, vi thé cd dod, du di dau, ban
cing khong tranh khéi nhirng kho khan.

Ban hady thir &4t minh vao hoan canh ctia ngwoi
khac xem. Néu ban tré thanh 6ng chti, ban sé tuyén
dung nhan vién nhw thé nao? Liéu ban ¢6 trd mirc
lwrong cao cho nhirng nhan vién nhw thé nay hay tin
twdng giao nhiém vu cho ho khong? Thé nén, git
thai d0 ngudi Iam cong d€ lam viéc thuc ra la ban
dang gieo bat lgi cho chinh minh. Thé nén, néu ban
hy vong cé dwrore mirc lwong cao, hy vong mdi ngay
déu dworc vui vé lam viéc va mot twong lai tw minh
lam cht mét doanh nghiép thi nhit dinh ban phai
quyét tam v&i chinh minh: “H6m nay toi sé lam viéc

nhw mot 6ng chal”

Mot ngwoi the xay cham chi lam viée ca
ddi. Dén mot ngay, bac the néi véi 6ng chi
rdng minh muén nghi hwu, mudn cing vor vé
qué séng yén binh quang doi con lai. Ong cha
thdy y nguri tho da quyét ciing danh néi: “Béc
giup 16i xdy nét mdt can nha cudi cung nay.

Bao gi¢r can nha hoan thanh bac ¢6 thé nghi

Chén ly gian don giup ndng cao... m



huwu r6i” Bac tho gia ben gat dau dong vy, bat
tay ngay vao viéc xay nha. Nhung luc dé tam.
tri bac da khong con chd cho cong viée nira
roi. Vi mudn ddy nhanh t6c d9, bac khong
con ciu toan & nhidu khau nira, ché nay bét
di mot vién gach, ché kia thiéu di chiéc dinh.
Cudi cling ng6i nha ciing xay xong. Ong chu
nghiém thu nha xong mim cudi néi véi ngudri
the gia: “Bac lam cho t6i nhiéu ndm nhuwr vay,
t6i muén ting bac cin nha nay lam qua!”
Ngui the gia nghe ong chii néi vay qua dbi
sirng so! Trovi o, that la mat mat! Ca doi xay
khong biét bao nhiéu cin nha t6t, that khong
ng® t&i cdn nha cia minh lai lam rdt cu tha.
Sém biét 6ng chti mudn ting minh can nha
nay thi chic bac da khong xdy nhw véy roi!
Néu nhuw tit ca cé thé bit diu lai thi tét biét
bao! Nhuwng moi viéc dau c6 dé dang bat dau

lai nhu thé!

Dung vay, hdm nay chiing ta lam viéc véi thai
dd nhw thé nao thi twong lai ching ta sé c6 cudc
séng nhw vay! Giéng nhuw ngudi the gia trong cau
chuyén, chiing ta khong con ¢6 co hoi dé héi hanva
stra 16i nira.

Vi thé chuing t6i chi mudn nhdn nhi dén ban

doc riang: “Néu nhw ban khéng muén thu nhép ca

OGER  8AN GI THE BAN CHU DONG BAN HANG



doi ctia minh let det, néu ban mudn c6 mot céng
viéc dang hoang va lau dai thi hdy bat dau thay déi
quan niém ngay tir bay gi¢r. Hay vt bd ngay lap
tire tw twdng sai lam di dau ciing chi la lam céng
cho ngudi khdc. Néu khéng, dén ngay nao d6 dén
cd cbng viéc cling sé khong & lai véi ban nira dau!”
RO6i ban sé nhan ra rdng, sau khi thay d6i cach nhin,
dong lwc va két qua 1am viéc chia ban ciling sé thay

d6i hoan toan!

2. Cach ban [am viéc hom nay quyet dinh tuong lai mai
sau cla ban

Trong cudc hanh trinh ding d3ng cta doi
ngudi va clia cong viée, hodce chung ta la nguwoi
cam day cwong, hodc trér thanh ngwoi bi giat
day. Néu nhw ban luén nghi minh chi la ngu&i lam
céng bi dong cho ngwdi khac thi ban khé long thoat
khoi tinh trang lam thué ca d&i cho ho. Néu ban cha
dong thay déi tw duy, chi dong cdm day cwong dan
dat ban than va lam viéc nhw mot 6ng chi, ban méi
nam gitr dwoe s6 phan ctia minh.

Vdy phong thdi lam viéc cia mot 6ng cha
thwe s la thé nao? Ching tdi dé xudt bon cach
dé thay d6i nhitng quan niém nghé nghiép khong
ding trwédrc day, d€ lam viéc thodi mai hon va tang

thu nhap.

Chan ly gién don gitup nang cao... m



O Ding coi thuong nghé nghiép cia minh, mdi nghé déu ¢6
gia tri riéng cta no!

Mot giang vién nhiéu kinh nghiém ban 1é
ké lai rdng: Sau khi két thuc khoéa hoc, mét
doanh nhén lai gan chia sé: “Thua thay, mot
nhén vién ban hang cda téi mudn tir chirc. Co
dy lo rdng cOng viéc hién tai sé anh hwdng dén

viéc 14ap gia dinh vé sau. Téi nén lam thé nao?”

Méi nghe, cau chuyén nay cé vé rdt budén cwdr.
Nhuwng néu dé y ban sé thdy rat nhiéu nhan vién ban
hang coi thwdng nghé nghiép ctia minh va s¢ bi mat
mit vi né. Vi thé, ho chi coi cong viéc nay 1a tam theri
chir khong thé theo dudi 1au dai. Hay thir nghi xem,
mot ngwdi khong thich cong viéc minh dang lam,
khong cong nhan n6 thi ngwoi d6 cé thé hoan thanh
t6t cong viéc hay khong?

Thé nén néu ban hy vong minh c6 dwoc mirc
thu nhap cao va d8i doi nher cong viéc hién tai thi
trwére hét ban phai thiva nhan cdng viéc d6. Puong
nhién vi tri nhan vién ban hang ching cao chut nao
nhwng khong phai la khéng c6 tién d6. Hon nira,
khong phai ai ciing c6 thé dé dang lam t8t dwoc
céng viéc nay vi né doi héi ban phai c6 kién thirc
vé kj ning ban hang, tam ly khdch hang, kha nang

giao tiép,...

OGIEN  BAN Gl THI BAN CHU DONG BAN HANG



(2) bimg dé nhimg i0i than van cuep di tudi tré, ong chil can
ban giai quyét kho khan!

Mot ngwdi no mua vé hai con ngya dé
chuyén nha di xa. Trong khi ché d6 dac, con
ngwra trang luon tyt lai phia sau lam anh
hwong dén cong viéc. Ong chi bén 18y mot
it @ chuyén sang con ngwa dé di phia truéec.
Thé nhung téc d6 ngwa trang van nhu cit, 6ng
chu lai 1dy bot di it 6 nira, cho t&i khi toan
b6 db dac trén lung ngwa trang déu dworc chat
sang ngwa dd. Ngua trang dacy vui swéng noi
v&i ngura do: “Nay ngwa do, toi gitp anh trd tai
day nhé! Anh gidi thi danh nh¢ va anh théi.
Ha ha ha, xem téi nay, that thoai mai biét bao!”

Sau khi d6 dac dwgc dwa dén noi, 6ng cha
bat dau tinh todn: “Con ngwa tring nay khong
lam dwoc viéc ma hang ngay van phai cho né
an. Khéng bang giét né di cho xong, lai con c6
thé ban dworc chit tién niva!” Ngay hom sau, con

ngua trang bj giét!

Cau chuyén nhé nay di da dé ta hiéu rdng moi
nguwdi ¢6 mot vi tri cung nhitng trach nhiém phai
dam dwong, gin véi gia tri ton tai chda ca nhan do.

Khi cong viéc ban hang cta ban gap phai céc

van dé kho khan nhw hang ton kho qua nhiéu, san

Chén ly gian don giup ndng cao... m



phdm khéng tét, canh tranh thwong treong khoc
liét, khach hang phan nan,... Lic d6 ban sé nghi gi,
lam gi?

Vi cac nhan vién ban hang xudt sdc, day la co
hoi @€ ho chirng té gid tri ban than va ho sé tim moi
cach dé giup 6ng cht gidi quyét khoé khan. Ho cht
doéng ganh véc trach nhiém va gitp 6ng chi theo
nhitng cach sau: _

+ Ong chd, s8 lwong khach ghé thim ctra
hang it nén doanh thu thang nay ctia ching
ta khong tot 1am. Thang sau téi sé...

+ Ong chti, doanh thu thing nay khéng tot
1am, cht yéu 1a do ching ta sdp xép trung
bay chwa hiéu qua. Thang sau ta can...

+ Ong cht, hién ton tai tinh trang chay hang
& mot sO san phdm, nhung mot s6 khac lai
ton kho. D4 la vi chiing ta chwa hiéu r6 veé thi
trwedng va san phdm. Chung téi sé khic phuc
ngay lap tirc.

+ Ong cht t8i c6 ¥ nay. Thang sau chiing ta cé
thé diéu chinh... nhir vay. Ong thdy thé nao?

Con véi mot b phan khong nhé nhan vién ban
hang binh thwdng khac, ho sé phan nan thé nay voi
ong chi:

+ Ong chd, thwong hiéu cia chiing ta khong

c6 tiéng tam, d6 lai ddt nita!

COGEI  8AN G THE BAN CHT DING BAN HANG



+ Ong chi, d6i thi canh tranh cfa ching ta
trién khai nhiéu hoat dong khuyén mii,
gianh di khong it méi lam &n cta ta. Thé nén
doanh thu thang nay khéng cao.

+ Ong cht, hay chung ta ciing dwa ra cic
chwong trinh khuyén mai di!

+ Ong cht, hang chung ta nhip vé rit khé
bén, chidng c6 khach hang nao hirng thi ca!

+ Ong ch, vi tri ctra hang chang ta khéng
dep, ching ai ghé qua ca!

» Ong cht, thei tiét hom nay té that...

Muwdri ndm trweére, chiing téi thay tinh trang nay
nhan nhan, nhwng hién tai va mwdi nam sau c6 lé
tinh trang van kho thay déi dworc.

Ban &3 bao gi¢ tw héi, nhi¥rng loi than phién
nhw vdy c6 gidi quyét dwoce vdn dé gi khong?
Doanh thu c6 cao 1én khong, tién lwong c6 dwoc
ting khong? Néu nhw déu khéng thé, vay tai sao
lai phdi phan nan ch®? Néu nhw ban da tirng
nhw thé thi hdy nhanh chéng thay d8i cach nghi
di théi! Ong chi tuyén dung ban dé lam viéc ch
khong phai d€ than van khi gdp kho khdn. Ding
d€ nhirng l&i than vin cwdp di tudi tré va co hoi

cta ban!

Chéan ly gidn don giap nang cao... m



(3) Déng hanh vai ban la vo ban, phat lrong cho ban [a ong chi

Cé cau: “Van minh, vo ngudi”. Ngudn géc ctia
quy luat nay xudt phat tir cdch ching ta nhin nhan
cudcsdng. Khi ngam vo minh, tathwdng dung anh
mat sim soi, dung kinh'lup d€ tim khuyét diém thi
tat nhién khuyét diém sé ngay cang nhiéu. C¢ nhw
thé, cudc séng sé ngay cang kho chiu, dé sinh ra
xich mich, xung ¢6t. Con khi ngam vo nguwei, ta
lai dung anh mat thwéng thirc, dung kinh hién
vi d€ tim wu diém, tit nhién sé thdy yéu quy. Vay
nhwng chung ta phai nhé rang bén minh ca ngay
14 vor minh ch khéng phéi vo nguoi. Ciling giong
nhw vay, ngwdi phat lwong va nudi song ching
ta la 6ng cht chung ta chir khong phai déng chu
ngwoi khac.

Vay nén, dlrng bao gior coi thworng 6ng cha
minh. Nguoi d6 da trdr thanh 6ng cha thi nhat dinh
sé c6 diéu dang @€ ta hoc tap. Ciing dirng bao gio
xem thwong clra hang nho cta minh vi n6 1a moéi
trworng dé ban tich liy kinh nghiém va nuéi song gia
dinh minh. Diéu ching ta cin lam la nhanh choéng
virt bo tw tiwrdng “ding nui nay tréng nui no”. Lam
dén noi dén chon cdng viéc trong cdng ty minh méi
1a phurong phép dang ddn néu ban mudn nang cao

gia tri ban than!
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»

3. Ong chi, sao dng hay phai vat va nhu vay?

Hién nay, chung t6i nhan thay c6 ngay cang
nhiéu doanh nghiép coi trong viéc ndng cao ndng
lwc ban 1é va m& rong hé thong kinh doanh. Tuy
nhién, cac 6ng chtt dwong nhw van chuwa thay d6i
thoéi quen ban ron ctia minh. Ho lién tuc phai nhan
tin hay goi dién thoai chi dao céng viéc tir xa. Hau
hét khi dwore héily do, ho déu tra l&i rdng: “Biét lam
thé nao dworc, viée gi toi cling phai lo hét!”

Khi ctra hang nhé do vor chdng mé ra, ho vira
13 6ng chii kiém kiém nhan vién tiép thi va lam dich
vu. Nhung quy mé cira hang phat trién réng hon,
ho can t&¢i nhiéu nhan vién hon. Tam ly cac éng cha
l lo nhan vién khong d0 ning lwce va khong thé tin
twéng dwgce nén viée gi cing phai dich than can
thiép. Lam 6ng cht nhw vdy qua la mét méi!

Hinh anh cdc 6ng chti giéng nhw doc cong vay,
ngay ngdy gidm sat cac nhan vién vi thiéu tin twéng
d3 tao nén madi trwdng lam viéc khong hiéu qua.
Dwéi day 1a nhitng kinh nghiém cta cac éng cha

thanh cong ma chung toi tong két dworc.
(1) Ong ch lén gioi ding ngudi, ong chi nho chi fo lam viéc

Cau anh di cu cd cung v&i cau em. Nguwoi

qua duwdng thdy hai anh em cau dwoc nhiéu

Chan ly gian don giap ndng cao... m



ca bén d6 x6 di thué dd cau cd. Thé nhung
ho khong biét ky thuat cau lanh nghé nén ca
it cdn cau. Thdy vy, cdu em md&i ra thwong
lwong véi ho: “T6i co6-thé day moi ngudi cau
cd, nhung véi mot diéu kién la cir ndm con
cdu dwoc phéi chia cho t6i mét con. Moi
nguwdi thdy sao?” Moi ngudri déu gat dau ddong
y. Thé la cdu bé bat dau day ho, chi phrong
phép dat cau, chinh tw thé ngdi ciu,... cho ho
rat ti mi. Chi mdt lat sau gio cd cla cdu em da
ddy con cdu anh ngdi mot minh ldng 16, du rat
tap trung, tay nghé con gidi hon ca cau em,
nhwng ca trong gid thi chi dém trén dau ngon

tay ma théi...

Cau em tuy khong cham chi bang, ky thudt cau
khéong giéi bing nhung van cau dwoc nhiéu ca hon
cau anh. D6 1a vi cau anh cdu cd mét minh, con cau
em c6 cd mot nhom nguwdi cau gitp! Cau chuyén nay
khién ta hiéu rdng: La mét dng chi, néu ban muén
sw nghiép cta minh phat trién va I1én manh thi nhét
dinh ban phai ¢ con mét nhin ngwdi. Cac ban thich
lam cdu em ung dung kiém tién hay muén lam ciu
anh vit va dé di dén dich?

Cac 6ng cha 16m biét rdng minh khong hoan
hdo nén ho phai don strc d€ tich hop cac ngudn luc

va phat huy tinh tich cwe ctia nhan vién. Ho suy xét
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xem lam thé ndo @€ thu hut nhan tai vé 1am viéc cho
minh, khéng ngdn ngai dau tw cho viéc dao tao bodi
dwdng nhén vién. Vi thé, néu muén lam éng chi
lam dn 16m, xin hdy xac dinh 1o vai trod va vi tri ngay
hoém nay ctia minh! Ban la 6ng chi, hdy lam nhing
viéc ban nén lam! Ban khéng thé mét minh minh
kiém tién dworc, trir khi ban mong muédn ca dori ndy

chi mé dwoe mét, hai cira hang!

@ Qudn ly clra hang ding 1y, quan Iy nhan vién dung tinh

Trong vai gidy, ban hay tim cadch nhanh nhat va
don gidn nhét dé tao ra dworc 10.000 chiéc cde. Cau
trd 1o don gidn 1a lam mot khuén cbe, sau d6 chi viée
san xudt hang loat. Day cling la wu diém.16m nhat
ctia kinh doanh theo day chuyén. Viéc lam khuén c6
thé phdi dau tw thoi gian va chat xam nhwng 1a dau
tw thich dang. Vi chi khi cé dwoe khudn duc tét thi
nhitng cong viéc sau d6 méi dé dang dwoc! Néu lya
chon phwong phép lam tirng san phdm mét thi hiéu
sudt lai rat thap.

Clng twong tw nhw vy, néu ban diéu chinh
quy trinh quén ly ctta hang phtt hop thi moi viéc
sé tré nén dé dang va né nép hon. Nhitng céng
viéc dd thanh théng 1é hoan toan c6 thé phan chia
cho titng vi tri, méi nhiém vu déu c6 tiéu chuin

dé giam sat va danh gia. Nhitng quy tic trong giai

Chén ly gian don giup néng cao... EQ



quyét cac vdn dé phtrc tap ctia ong chii ciing dwoc
“sao chép” thanh cong & cac phién ban 6ng chti cdp
thap hon! M6t quy trinh van hanh phu hop véi
loai hang va dic diém cta clra hang chinh la sy
bio dam d3iu tién cho sy phat trién lén manh ctia

cong ty.

Trong mot lan gdp g& cac chu clra hang
ban 1é thudc hé théng mot cong ty ban d6 noi
that, ¢4 mot chi clra hang chia sé v&i chiang
t6i: Clra hang c6 dy c6 mét nhdn vién ban
hang tinh cach hwéng néi, c6 dy da ba ngay
lién di mudn vé sém. Theo quy dinh ctia cong
ty, 6ng cht trir 200 nghin vao tién lwong va
nghiém khac phé binh ¢4 dy. Nhan vién nay
sau d6 da roi khoi cong ty. Trong mét lan noi
chuyén vé&i cac nhan vién khdc, chii clra hang
méi biét hda ra c6 nhan vién dy di muén lavi-
khi d6 me ¢6 bi bénh, phai vao vién. Sau d6
khéng lau, ngwoi me cling mat. Ngwoi cha
ctra hang sau khi biét 1 sw tinh vd cting héi

han vé quyét dinh cia minh...

Cau chuyén nhdc nhé cac nha quan ly cra hang
vira va nhé can xt ly tinh hudng linh hoat, tinh té
homn, chi cdn ddm bao khéng lam trdi véi nguyén tac

quan ly la dwore, néi cach khac, d6 la chir “tinh”.
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(3) Hay dé moi nguii trong cong ty chung tay 1am viéc

Diéu dé thdy & nhiéu ctra hang la c6 nhan vién
1am khéng hét viéc, lai ¢6 nhan vién an khéng ngoi
roi. Tinh trang nay c6 lién quan téi cach quan ly
ctra hang. Nhiéu 6ng chi va quan ly cho rang khong
cin qua nhiéu nhan vién va ciing khéng can thiét
phai phan chia cong viéc qua chi tiét. That ra khong
can qud nhiéy, chi cin hai ngwoi tré 1én 1a da c6
thé phan chia vi tri cong viéc va trach nhiém twong
tng cho tirng vi tri. Chi ¢6 nhw vay thi “viéc mé&i
c6 nguwdi lam, ngudi méi 6 viée lam” dwge. Diéu
ndy gitp tranh dwoc hién twong cai co, ganh dua
trong cong viéc va gidi quyét tinh trang khé khan
cho éng cht.

Ong cht ciing can 1 nguoi ¢6 khd ning
quyét dodn dirt khodt va giao quyén thoa dang.
Néu viéc gi ciing khong yén tam giao cho cdp dwéi
thi 6ng cht tw rwdc viée vao nguwei va nhan vién
thi khéng c6 viéc d€ 1am, thei gian dau cho nhitng
dw an lén.

Néu nhw khong mudn la mét 6ng chit ban rén
mét mai, ban cin hoc cach tao dwng quy dinh va
tinh than trach nhiém trong céng ty, boi duéng
ning lwc nhan vién va nghiém khac thwce hién céc

ché d6 trong cong viéc.

Chan ly gidn don giup néng cao... m



@ Hay di bang ca hai chan

Nhiéu cht ctra hang throng bwe bdi néi: “Cap
dwdéi ctia toi chang dwge vide gi ca. Viée gi cling dén
tay t6i.” Khi néi nhirng 11 nay, 6ng chi ¢6 chat bat
lwe nhung cling ¢6 chut tw cao. Sw thdt 1a néu nhan
vién khéng lam tron trach nhiém cta minh thi 6ng
chi dwong nhién sé rit mét madi vi phai ganh hét
nhitng viéc ma ngwdi d6 dang ra phai lam. Vi thé,
nguwdi quan ly phai hoc cdch khién nhan vién cta
minh ¢ trach nhiém véi cong viéc, sau d6 dan dan
méi tré nén gidi hon. Ong chit nén hoc cach két
hop gitta cong viéc véi tuyén dung, tuyén dung la
viéc tay trdi con boi dudng la viéc tay phai. Tuyén
dung dwoe mét nhan vién wu ta la rat khé va né 1a
cong cu trg giup cho viéc boi dudng la cong viéc cht
dao. Dao tao ndi bo mot mdt cé thé nang cao ning
lwc trinh d6 nhan vién, mit khac ¢6 thé bu vao viéé
thiéu nhan vién wu tu qua kénh tuyén dung. Hon
nira, nhitng nhan vién tredng thanh qua cac hoat
dong dao tao noi bo sé 6n dinh va dé phat trién hon.
(5) Khi ban khong co mt & cira hang, nhan vién 1am viéc nhu

the nao?

Ong chi khéng phai 1a d6c cong, ma nén la
ngwoi khich 1é nhan vién lam viéc. D6 méi la mot

éng cht sdng sudt béi ho hiéu dwgce rdng chdng ai
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thich suét ngay hi déc thiic 1am viéce 3 va lam viéc
trong tinh trang bi d6c thuc sé khong mang lai hiéu
qua cao.

Mot dng chi gidi nén biét cach thworng xuyén
tao diéu kién thuin loi cho nhan vién lam viéé,
xdy dwng bdu khong khi than thién gitra cic nhan
vién, khi nhan vién gdp phai vin dé hoc bua thi
kip thoi khich 1é gitup d6 va xay dwng uy tin lanh
dao thong qua céng viéc. Nhirng dng chi ¢6 uy tin
nhw vay thi cho du c6 mat & ctra hang hay khéng,
nhén vién van sé tw giac lam viéc, 6ng cht dwong
nhién sé nhan hava thoai mai hon la ban ron quan
ly bing quyén hanh - diéu dé gay ra cing thing
ndi bd, cdm xdc tiéu cwe & nhan vién, thanh tich
ctra hang di xudng, ty 1&é nhan vién chuyén viéc tit

nhién sé tang cao.

4. Ban con cich “nhan vién ban hang xudt sac” bao xa?
C6 mot 13n chiing t6i doc dwoc 1 chia sé ctia
mot thanh vién trén dién dan vé k§ ning ban hang:
C6 ay vira trang tuyén vi tri ban hang ma c6 rat
thich nhwng 6ng chii chi cho ¢ thir viéc trong hai
tudn. Néu trong thoi gian d6, doanh thu khong dat
yéu cdu da dé ra thi c6 sé khéng dwoc nhan. Co
mudn nhan dwoec l&i tw van tir chuyén gia hodc

nhitng ngwoi da c6 kinh nghiém.

Chén ly gian don gitp nang cao... m



Qua that khéng chi ¢6 mét thanh vién d6 ma
nhiéu thanh vién khac ciing khong biét bdt dau tlr
dau, thé nén luén ¢6 nhitng lo ling mo hé kiéu
nhw: Khach hang dén bén lan ri sao van chuwa ky
dwoc hop ddng? Minh c6 thich hop lam c6ng viéc
nay khong? Tai sao mdi thang lwong clia minh chi
dwore 3 triéu? Tai sao cac dong nghiép khac lai dworc
lwong cao hon minh? Minh phai lam thé nao méi
nhan dwoc mirc lwong 15 triéu day?

Theo diéu tra trong linh virc ban 1é, cac chuyén
gia da duc két dwee nhivng sw khdc biét 1én & nhiéu
phwong dién gitra nhan vién ban hang binh thuong
lwong thang 3 triéu véi mot nhan vién xudt sic
lwong thang 15 triéu. Hay d6i chiéu cdc tiéu chi nay
véi ban than trong hién tai va tim ra phwong hwéng
thay d&i chinh minh.

@ Nhan vién xudt sac ham hoc héi, nhan vién binh thuing gioi

an choi

Ham hoc héi 1a déc diém chung cta rat nhiéu
nhan vién ban hang giéi. Du cong viéc ctia ho rat ban
nhung ho van sé danh thoi gian dé hoc hdi thém. Ho
thuwérng mua nhirng cudn sach vé ki ndng ban hang,
giao tiép trong kinh doanh. Ho con hoc héi khéng
nglrng trong cdng viéc, ty tdng két kinh nghiém

thanh céng va rat ra bai hoc that bai. Vi thé, ho co
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nhitng kién thivc chuyén méan chic chan, thanh thao
ky ndng ban hang, va thanh tich cao, lwong nhiéu
cling la hé qua tat nhién.

Con nhitng nhan vién binh thwong lai dé thdy
hai long vi hién tai, nhin nhan nhitng kho khan qua
loa, dai khai. Rat hiém khi ho dén hiéu sach, ho lai
cang khong chiu cht dong hoc héi, tham chi ho con
hoai nghi khong biét dng chtt muén ho hoc tap thém
vi muc dich gi. Ho luén nghi rdng ban hang la moét
viéc vO vong trong cudc doi nay, ho xem thwong nghé
minh dang lam va ciing khong cé y dinh gan bo va
c6 y thirc 1am 8t cong viée nay. Cubi cung ho buc
boi vi lwrong minh khéng cao nhw nhitng nhan vién
gioi, trdch 6ng trod bat cong, ché 6ng chi keo kiét con
minh la ngwoi bat hanh nhat trén c5i do1 nay. Thatra
nguyén nhan do ai thi chi ho biét rd cau tra 1.

Bay gi¢r, ban hay thtr tw vdn lwong tdm xem
trong mot thang qua ban b ra bao nhiéu thoi gian
cho viéc hoc? Mot nam ban mua dwgc mdy cudn
sach vé ky ning ban hang? Hay biét dau tw cho viéc

hoc dé tiét kiém tién cho mai sau!

@ Nhan vién xuat sac [am viéc tich auc, chil ddng, nhén vién
binh thudng tiéu cuc, bi dong

Phuc vu cling gidng nhr mot tdim guwong.

Chung ta phuc vu khach hang ra sao thi sé nhan

Chan ly gian don giap ndng cao... m



dwoc két qua nhw vdy. Qua viéc quan sét, so sanh
nhan vién gitta cc clra hang, ching t6i nhan thay
mot diém chung la néu nhw clra hang nao c6 nhan
vién lam viéc tich cyc cht dong, bau khong khi
trong clra hang s6i dong thi doanh thu khong bao
gi¢r thdp c3, néu ctra hang c6 nhan vién trdm tinh,
cham chap thwong doanh thu khéng cao.

Nhitng nhan vién tich cire d6n tiép khach hang
bing sw nhiét tinh, khéng c6 ddu hiéu mét moi
nao trén khuoén mit ca. Diéu d6 khién cho khach
hang cam thdy ty tin hon. Ho ciing chi déng duwa
ra nhitng dich vu lam hai long khach hang, nhan
dwoc nhitng phan hoi tich cwe tré lai. Vi thé, thanh
tich ctia ho cao 1a diéu dé hiéu.

Nhitng nhan vién ban hang binh thuwdng
thi hoan toan ngworc lai. Ho ludn cho rang lrong
ctia minh thip nhuw vy thi chang viéc gi phai lam
viéc cat lwc cho 6ng chi lam gi. Tham chi ho lam
viéc nhwng chang can dé y dén tam trang va cam
xuc chia ngwdi khac ra sao. Ho lam viéc chi can
qua ngay, gitt vé mdt ndo né nhw thé dang doi n¢
khach hang, phuc vu khach hang khong vi trach
nhiém ma nhw ép budc. Thir hoéi nhéan vién nhw
vay ¢6 xirng dang nhan thanh tich tét hay khong?
Thanh tich khéng tét - lwong thip - odn trach -

tiéu cwee - thanh tich khong tdt, vong quan quanh
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d6 cir thé dién ra, néu khéong thay d6i sé khong thé
thoat ra dworc.

D3 dén lic phai thay d6i ban than réi céac ban
a. Chdc hdn ban da hiéu minh cin gi réi. Hay luén
nghi rang khong phai ngwoi khac gay ra nhirng diéu
dau kho cua ban, tat ca la do chinh ban than ban ma

théi. B&i vi méi ching ta la mét cai gwong!

(3) Nhan vién gioi tim cach giai quyét, nhan vién binh thurong
tim 161 nguy bién

Khi d&t cau héi: Loai khdch hang nao khé tng
pho nhat cho cdc nhan vién ban hang, chung t6i hau
nhw déu nhan dwoc cdu trd 11 la nhitng khach hang
khoéng néi gi cd. Vay thi tai sao khach hang lai khong
noéi chuyén?

Nhiéu nhan vién dv doan c6 thé vi ho khéng c6
¥ dinh mua hang, ¢6 thé ho nghi gia thanh qua dat
do, c6 thé ho khong c6 & tién, hodc 1a ho nghi ring
mon d6 6 khéng phtt hop véi minh,...

Cac ban c6 thdy 1a chung ta vira tim ra cho
minh v6 s6 cai c& dé€ gan cho khach hang va diung
nhitng cdi c¢ 36 d€ ty thoéi mién minh rang: “Khéng
can phai d€y dénanh ta, hém nay anh ta ching dinh
mua gi cd” D¢ chinh la viéc ma cac nhén vién binh
thwdrng van hay lam dé€ tw an @i ban than. Ho luén

madc dinh rdng khach hang khéng chu y dén minh la

Chdn ly gian don giup ndng cao... m



16 ctia khach hang, cht minh ching c6 16i gi ca. Ho
lu6n d6i t6t véi ban than minh nhw vay day.

Con nhirng nhan vién ban hang wu ta thi nghi
gi va ho gidi quyét ra sao? Ho sé nghi: “Khdng biét
c6 phai vira r6i minh ¢6 ché nao lam gi khong phai
khong?”, “Vira roi ¢6 phai minh chao héi chwa 6n
khong nhi?”, “Hay la minh nhiét tinh qua?”... Ho
khong ngirng tim kiém nguyén nhan xudt phat ti
ban than va ¢8 géng sira chita, sau nay han ché xay ra
nhitng 16i d6 trong cdng viéc. Co thé thiy rang nhan
vién ban hang xudt sic c¢6 nhan thirc, géc nhin khac
trong cling mot van dé so véi nhan vién binh thwong.
Diéu d6 sé dan dén nhirng két qua khac nhau.

That ra, d€ danh gid mot nhan vién cé xudt sdc
hay khéng, can phai dit ho d6i dién véi van dé, xem
cach ho nhin nhéan va xir ly. Chi nhiing nhan vién wu
t maéi tw soi lai minh, tim diém thiéu sét va sita chita,
con nhan vién binh thwdng thi ludn tim mét cai cd,
chi trich than phién hodc chdi bo trach nhiém dé tha
thir cho minh. Theo d¢, cling khé long trong ché vao

viéc ho sé khéng 13p lai sai Iam ctia minh mét lan nita.

5. L ai ddy khach hang ra khoi cira hang?
CAu tra 1o chinh 1a nhén vién ban hang. Theo
cac chuyén gia vé ki niang ban hang, c6 hai nguyén

nhan xudt phat tir nhan vién ban hang.
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(1) T6i mubn tam tét nhumg lai khong biét phai tam ah thé no

Ong Lam thdy chiéc vdy ngan ctia mot 6 gdi
quén khong kéo khoa. Trong long tham nghi,
nhuw thé nay ma d€ mdy thang con trai xdu xa
nhin thdy thi c6 gai xdu ho chét mat. Thé la
ong cdy tot gitp co gai kéo khoa lén. Nhurng ai
ngt ¢6 gdi dot nhién la 1én “DS lwu manh!” roi
tat 6ng Lam mot cai trori gidng. Ong Lam nghi
minh c6 y t6t nén mao hiém, cudi cung lai trér
thanh lwu manh, trong long &m c. Nhung
théi thi dam lao danh phai theo lao, nén lai
tién lén kéo khoa cho ¢6 géi kia. Luc dy, giong
cd cang to hon: “D6 lwu manh dang chét!” r6i

gio tay danh manh vao 6ng.

Cau chuyén vui nay di khang dinh ring
phwong phap con quan trong hon ca y nghi. N6
twong tw nhw mot vai tinh huéng “lam phuc phai

AN

t6i” ctia nhan vién ban hang. C6 nhirng khi khach
hang tir chéi, mot phan do ban lam chwa t6t, mot
phin nita 1a & chinh khach hang. Nhung néu ban
biét chon phwong phép thich hgp thi chdc chan ban
sé giam kha ning bi khach hang tir chéi. Khong phai
mdbi minh ban phai chiu trach nhiém cho diéu nay,
con ¢6 ca phin clia ngurdvi quan ly ban nita vi hwéng

dan nhan vién 1a cong viéc cta ho.
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Mot chuyén gia dao tao vé ki ndng ban hang
c6 ké cho chung t6i nghe vé mét tinh huéng
ma anh gdp phai khi vao mét ctra hang thoi
trang nam cao cdp. Anh vao xem mét chiéc do
vest den, dung lic anh chudn bi lat mdc 4o ra
xem thi mét nhan vién ban hang twoi cwoi lai
gin néi: “Thua ngai, ddy 1a miu méi ve, ban’

rdt chay. Néu ngai thich thi c6 thé thira?”

Tinh huéng rat don gidn va chic hin ching ta
da gdp it nhat mét 1an. Hay thir nhin dwéi goc d6 ctia
khach hang va thir danh gia lai xem lam nhuw vdy c6
phtt hop khong? Véi khéch hang, cau néi cia ¢6 nhan
vién kia ngdm y rang: “Néu ngai thich thi hay thtt, thi
rdi chirng té ngai thich né, néu da thich thi phai mua.
Con néu ngai khong thich thi khéng can thir nita, khéi
phién dén t6i!” Khach hang chdc chén sé khong dam
mao hiém thir bo d6 d6. Day 13 mot 16i so dang trong
ban hang nhwng van ¢6 rdt nhiéu nguwdi vap phai.

Thyc ra cac nhan vién ban hang rdt mudn
gitr chan khach nhwng ho lai khéng biét cach néi
chuyén vé&i khach hang. Gitr khach ma két qua la
“duéi khach”.

@ Ban khdng né mat ho thi sao ho mua hang ciia ban dugc

Ba Chau buwéc vao mét clra hang qudn

40 da sdp déng clra. C6 nhan vién c6 vé rat
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mét moi sau mét ngay dirng ban hang. Ba
xem hang va 6n tdn hoi gid ctia bo do len. C6
nhén vién dirng nguyén vi tri hwéng mat vé
phia ba va néi gid. Ba c¢6 tinh ndi thém véi
c6: “Dét qu4, t6i khéng mua loai tét dén thé
dau. C¢ loai nao dang giam gid khéng ha c6?”
C6 nhan vién lam bd l(ir}h ngac: “Bé nay ma
dét sao. Gia nay di 1a gia binh dan 16i, con
¢6 nhiéu cai khac dit hon nhiéu!” Ba Chau
mim cudi néi véi ¢d dy: “Xin 16i ¢6, cé bod
ndo gia thdp hon mét chat khéng?” C6 nhan
vién lam bg mat lanh tanh budng moét cau:
“Khéng cd! Ba sang hang bén kia ma xem!” Ba
Chau lién quay di ngay vi thdi d6 bat lich sy

cda c6 nhan vién nay.

Thuec ra khi mé clra hang, khong ai ¢6 thé
chon lwa khach hang cho minh. Cai c6 thé chon
lwa chinh la tinh than va nghé thuat giao tiép gitra
nhan vién véi khach hang. Méi nhan vién déu can
tim niém mot diéu rang “Khach hang la thwong dé”
va lam tit cd d€ phuc vu khach hang tt nhat, dé
khach hang cam thdy hai long nhét. Thai d6 khéng
ton trong khach hang chi khién cho khach hang
xa r&i chung ta va dén vai d6i tha canh tranh cta

chiing ta ma thoi.

Chan ly gian don giap ndang cao... m



b. Tai sao tao dyng niém tin vi khach hang lai khd dén vay?

C6 nhiéu nha quan ly va nhéan vién ban hang
kéu ca rdng: Khach hang bay gi¢r ngay cang kho tinh,
ngay cang kho d6i pho. Co luc nhan vién néi thé nao
ho cling khong chiu tin. Phai lam sao @€ khac phuc
tinh trang dé?

Dé khach hang tin twdng chung ta la cd mot
nghé thuat? Theo ching téi, triréc hét ban can thay
d6i quan niém budn ban: dirng bao gio’ voi vang
ban hang ma phai hoc cach giap khach muahang.
Day ciing chinh l1a bi mat thanh céng cta nhiéu ctra
hang c6 doanh thu cao. Ho da giao ti€p thanh cng
véri khidch hang va ddm bao khach sé quay tré lai.

Déi khi, ban cling can hoan d6i vi tri ctia minh
véi khach hang. Hau hét cic ctra hang c6 doanh thu
khong cao hién nay khéng quan tam liéu san pham
c6 that sy phtt hop voi khach hang khong ma chi
cham chim chao hang. Ho chi nghi dén mén loi
tre¢c mit, chi mudn hoan thanh nhiém vu ngin
han ma dung cd nhitng tha thuat ltra bip khach
hang. Thuec ra, ngwdi nhéan hau qua, thiét hai nhiéu
hon chinh la ban than ho thoi!

Cang nghi nhiéu dén nhirng tha thudt do,
khach hang sé cang canh giac, viéc mua ban ciing

kh6 ma thanh cong dworc.
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Mot lin, 6ng Minh vao mét nha hang dung
bira. Ho vira ngdi xudng, phuc vu lién mang
thie don téi. LA ngudi chon mon dau tién,
theo théi quen, 6ng Minh hdi phuc viy xem nha
hang c6 mén gi dic sic. Phuc vu mor hé buét
miéng néi: “Nha hang ching t6i ¢6 mén bao
ngw kho chuyén dwong hang khéng tir Nam
Phi v&, rit tvoi ngon, dwoc wa chudng vo cling.”

Ong Minh ciing tin 12 mén d6 rit ngon
nhung cudi cung 6ng lai khong goi moén my
vi d6 va con c6 chut hoai nghi vé dong co cia
b phuc vu. Sau d6, ¢6 phyc vy lién gidi thiéu
thém mot s§ moén ngon caa cira hang, nhung
dng Minh di khong con d€ tam dén goi y cla
¢6 &y nita. Cb cang ¢8 gang gidi thidu mén
nao thi dng lai cang khdng mudn goi mén d6

vi 6ng da khong con tin ¢b &y nita.

Chéc hdn di ¢6 1an ban ciing ¢ strc gioi thiéu
mon “bao ngu” v&i khach hang ding khong? Tam ly
khach hang la chung ta cang muén ban mén d6 nao
thi khach lai cang khéng muén mua va nghi rdng
chung ta dang “loe” ho diéu gi d6. That 1a kho khin
biét mdy! Vay ban nén lam gi?

Mot 1an, 6ng Binh dwoc moi dung bira tdi.

Khi ho chudn bi goi mén th tw, phuc vu néi

xen vao: “Thwa quy khdch, cdc mén dn Tay

Chan ly gian don giup nang cao... m



Bdc & nha hang chung t6i da rat day din, hai
vi goi ba mon ciing da vira réi. T6i nghi bay
gio quy khéch chi cin chon thém mdn canh
la dwoe. Néu khong d dung thi ¢6 thé goi sau
dé tranh lang phi. Quy khach thdy thé nio?”
Nghe nhirng lori ém ai dé chiu trén cta phuc
vu ciing ¢6 ly nén 6ng Binh va ban lam theo
goi y chia ¢d, trong long cling c6 cam tinh véi
nhan vién nay.

Chtic riroru dd lau, ban 6ng Binh thdy rang
d6 nham c¢ vé hoi it nén lai goi ¢6 phuc vu
dén, nher ¢6 gidi thiéu thém mdt mon ddc san
Tay Bac nira. Lac dy chon mén nao 6ng Binh
va ban cting nghe c6 nhan vién hét, tham chi
dén thye don ciing khong can xem dén. Dén
khi thanh toan, ho méi giat minh phat hién
mon cudi cung ddt gan gdp ba nhirng moén

trwdrc cOng lai.

C6 nhén vién da khién cho 6ng Binh va ban be
madt canh gidc ma bo tién ra mot cach dé dang. Nhirng
nhan vién ban 1é c6 thé hoc tap gi tir ¢6 dy? That ra co
phuc vu ¢6 thé chiém dworc cdm tinh cta ho 1a bdi ¢6
da suy nghi trén lap tridng caa khach hang.

Ban hdy tw héi minh xem minh da thuc sy
chan thanh giap khach hang mua hang hay chua,
hay dang tim moi cach dé ban hang? Néu da nhan ra
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cdi chira dworc thi viéc can lam chi la thay d6i cach
nghi. Chi ¢6 nhw vdy chung ta méi cé thé tao dwoc
sw tin twdng & khadch hang va cé doanh thu 6n dinh.

Hay nh¢ rdng san phdm ban gi¢i thiéu khong
nhdt thiét phai la loai ban chay nhdt, mé&i nhat,
chdt lwong tot nhat, va cang khéng phai thit ban
thich nhit. Hay lwa chon loai phit hg’p véi nhu
cau ctia khach hang nhat. Nhat dinh ban phai dé
khach hang cdm thdy rang ban dang ding trén lap
trwdrng ctia ho, dang nghi cho ho.

Diéu quan trong nhat 1a ban can thay d6i quan
niém mua sdm. Khong bao gi¢ voi va ban hang cho
khach ma phai giup khach hang mua hang! Diéu
nay da dwoc nhiéu ctra hang c6 doanh thu cao
khdng dinh!

Chéan ly gidn don giup nang cao... m



CHUONG 2

Kinh doanh khdng qua phitc tap
nhu ban tuémg tuong

Ot ngwdi ban than thiét cia ching

M tdi hién dang lam quan ly ¢6 lan hoi
chung t6i: “Nhén vién ban hang phai lam thé nao
thi méi dwoce coi la dung chire trach?” Chung
tdi da dwa ra cdu trd loi: “Lam nhirng viéc nén
lam va nhirng viéc c6 loi cho cong ty dwoc coi la
dung chikc trach. Lam nhirng viéc minh khong
nén lam hay nhirng viéc v6 ich thi chinh la xao
nhing trach nhiém cta ban than” Viy nhwng
cong viéc ban hang phirc tap hon rat nhiéu so
v&i nhirng gi ban nhin thdy. D€ tré thanh mot
nhan vién hoan thanh dung chirc phén, ban can

lam gi?
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diéu phifc tap va sai sot

Khi tiép xuc véi cdc nhan vién ban hang, ching
t6i thuwdng hoi ho cing mét ciu hoi: “Khi tiép d6n
khéach hang thi diéu dau tién cac ban néi 1la gi?” Hau
hét déu cho chung t6i cdu tra l&i: “Anh/Chi/Ban
mudn mua d6 dang khong?”, “Anh/chi mudén mua
b6 d6 nhw thé nao?”, “Dé tdi gi&i thiéu cho anh/chi
nhé”, “Toi c¢é thé giup gi cho anh/chi khong?”... Cac
ban cé bao gi¢r lam nhw vay chwa? T6i dam chic la
céc ban sé khong lap lai nita néu biét raing nhirng
cdu ndi d6 dang ddy van dé tré nén phirc tap hon!
Muéi ndm truedce, day da tirng la bai hoc v cung
quan trong nhung gid lai tré nén sai lam.

M6t cau héi khac: “Dén tiép khach hang vao
thei diém nao thi ty 1é thanh céng cao nhdt?” thi
ho trd 1&1 1a: “Néu khach hang nhin quan do trén ba
gidy thi c6 thé ra chao hang.” Ba gidy d4 la ly thuyét
clla mwdi ndm vé8 trude roi. Bay gior khach hang da
thay d6i, tién bo hon nhiéu. Néu ban van gitr nhirng
gi d3 hoc dwgce cia muwdi ndm trweére thi sé khong
thanh céng.

Vay nhén vién ban hang nén hoc gi? Cira hang
chuing ta nén “giao ti€p” v&i khdch hang nhw thé nao?

Chung tdi cho rang chi nén dung phwong thirc “don

Kinh doanh khéng qué phiic tap... m:)



gian ma chinh xac”. Hay nhé ky rdng nhimg diéu
mang lai hiéu qua cho ctra hang ban chinh la nhitng

diéu dung dan, sau nita la nhitng diéu gidn don.

2. Lam thé nao dé ¢6 khach hang than thiét?

Trong mdt cudc noi chuyén rat dai véi Chi
tich Hoi d6ng quan tri cia mot cong ty ndi that 1ém,
chung t6i dwoce ling nghe nhirng 101 chia sé chan
thanh: “Chung t6i khong cin tr& nén manh nhat
nhwng phai c6 nhirng 1o khen t6t nhat tir khach
hang. Chung t6i muén tré thanh ngwdiban  ba doi”
véi ho!” Khi d6 ching t6i cam thdy tir “ban ba doi”
that mo hé. D& ngwdi khong phai chi ¢6 mot thoi
sao? Va loi giai thich ma chung t6i nhan dworc la: &
thanh phé nay, c6 gia dinh tir d&i 6ng nodi, cha roi
dén con déu mua d6 ndi thit cia cdng ty dng, roi con
gi¢i thiéu cho ban be va d6ng nghiép xung quanh
nita. C6 dwoc diéu do6 qua la dang tw hao.

That ra kinh doanh khéng phirc tap nhw ban
nghi. Chung ta chi can git chan dwoc khach hang,
tré thanh “ngwdi ban do1” cia ho 1a dwere réi. Theo
quan niém ctia chung t6i, khach hang khong phai
13 thwong dé, khong phai 1a ban hitu, ma giong
nhw mot b gai dang cho mot chang trai theo dudi.
Nhan vién ban hang ciing giéng nhw chang trai,

luén mudn khach hang coi minh nhw nguoi tri ky
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va song tron ddi v&i nhau. DE dat toi diéu d6 1a ca

mdt nghé thuat can hoc héi.

(D Déc hiét sirc 1am viec nén fam nhung khong gb ép két qua

Khong ai c6 thé bat ép khach hang mua sin
phdm ctia minh du thwong hiéu c6 néi tiéng dén
dau, gian hang bai tri dep mat dén mitc nao, va nhan
vién cé xudt sdc ra sao.

Thét ra ching ta mé ctra hang kinh doanh la
dang tham gia vao trd choi xdc sudt! Chang ta lam
tot cong viéc chi d€ nang cao ty 1 thanh coéng lén chw
vinh vién dirng tham vong c6 thé thanh cong 100%,
di1 ban ¢6 xudt sdc dén mirc nao! C6 nhirng khi gip
mot vi khach khd tinh, ching ta bo ra nhiéu céng sirc
dé thuyét phuc nhung cudi cing van khong thanh.

P3 tham gia vao tro choi nay thi phai hiéu
dao ly “muwu sw tai nhan, thanh sy tai thién”, viéc
thanh céng thi vui mirng, tran trong, gdp that bai
thi khéng to6 ra nan chi. Trwéc nhitng viée nén lam,
ching ta déc toan tdm toan y dé lam thi du khong

thanh céng, ching ta cling khong phai hoi tiéc!

@ Pumg tham loi tredc mat! Hom nay thua thi ngay mai
phai thang!
Doi véi nhitng san phdm dung ngan han,

viéc mua hang cda khach cé tinh 13p lai. C6 nghia

Kinh doanh khéng quéa phuc tap... m



12 chiing ta khéng chi lam &n véi khach hang hém
nay ma con phdi tim cach lam an dwec véi nhirng
ngudi xung quanh khach trong tirong lai. Chi c6 vay
thi két qua méi 6n dinh, viéc kinh doanh ciing thoai
mai ung dung hon.

Véi nhirng sén phdm lau bén nhw d6 ndi that
gia dinh, viéc mua hang cda khach hang thwong
phirc tap hon. Ho can thoi gian dai suy nghi, tinh
toan, héi ban be, so sanh,... r6i mé&i dwa ra quyét
dinh. Vi thé, trudmg hop khach viva dén da c6 don
dat hang ngay la rat hiém ggp.

Ho6m nay khach hang chwa mua hang thi cling
chang c6 gi dang budn ca. Diéu dang budn nhat 1a
ban khéng thé tao cho khich hang an tworng tot
vé san phi&m ctia minh. Khach hém nay va ca vé
sau nita s& khéng tim dén ban, ho néi nhitng diéu
khéng hay vé clra hang, ctr nhw vdy, canh diu hiu
sém muén ciing dan t&i viée clra hang déng cira.
D6 14 tinh hudng ma ching ta tuyét d6i khong dwoc
madc phai!

Du kinh doanh mdt hang nao, ban ciing khéng
nén qué dé cao minh ma phai chan thanh déi dién
véi khach hang, mang lai cho ho nhitng trdi nghiém
va cam gidc t6t nhdt. Néu nhw hom nay khach
hang cam thdy t6t thi cho du ho khéng mua hang

thl twong lai, khi cin, ho cling sé wu tién chon lya
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ching ta. Hom nay chung ta dé mat mét don ddt

hang nhwng phai tréi dwgrc méi lam &n nay lau dai.

() Ding tim long cdm héa khach hang

C6 mot cau hoéi vui 1a diém khic nhau lén nhat
gitra ban gai vavo lagi? Cé ngudi bao, ban gdi khong
thirérng xuyén 1dm diéu, cho dan 6ng cam giac ty
do, luén nhin vao wu diém va khen ban trai minh,
16i con hay tao ra nhirng bat ngdr nho nhé. b6 déu
13 nhitng wu diém cta ban gdi. Nhwng khong biét
chirng mot ngay nao d6 c6 ban gai sé roi xa ban du
ban rat yéu 6 dy. Con ve thi khac! Vo thuwdng xuyén
cam ram bén tai ban, viéc gi ¢6 dy ciling can thiép,
toan moi méc khuyét diém cta ban. Mdc du ¢d ay
chdng lang man gi nhung viéc nha lic nao cling dau

. ra ddy, va quan trong nhat 13, c6 dy sé& khong dé dang
roi bé ban!

Néu vi khach hang nhw mét c¢6 gai thi ban hy
vong c¢d gai dy 1a ban gai hay la vo: minh? Dap an da
16 ranh ranh réi. Néu khach hang chi la “ban gai’,
diéu d6 cho thay mdi quan hé giira ban va ho van
chua chic chin. Néu nhw hém sau d6i tha cia ban
dwra ra khuyén mii 1én, khich hang c6 thé bo ban
ngay lap tre. Nhung néu bang sw chan thanh, ban
c6 thé “cuwr61” dwoe khach hang thi du ban c6 khiém

khuyét gi thi khich hang cling c6 thé théng cam va

Kinh doanh khéng qua phiic tap... m



bao dung dwgec. Lam &n véi nhitng khdch hang nhw
vay sé dé noi chuyén hon, co héi thanh céng ciing
cao hon.

Chung ta déu noéi can phai xay deng tinh canh
tranh trong kinh doanh. D& danh gia strc canh tranh
ctia mot clra hang c6 mot tiéu chudn vd cung don
gian, do6 1a sy thay d4i ctia ty 1é san phdm duwoc mua
béi khach hang than thiét. Néu ty 1¢ nay gidm qua
1a diéu dang phai luu tdm. Vi n6 néi 1én rang khach
hang quen khong hai long vé&i san phdm hodc dich
vu cda ctra hang, ciing c6 thé doi thd canh tranh
dang tranh gianh véi ban. Di1 da “cwéi” thi ban ciing
dirng nén vi thé ma rung chan tw ddc, vi c6 két hon

thi van ¢6 ly hén ma.

3. Sau bao nam 1am viéc, ban that sy hiéu thé ndo 13
ban hang chi?

Néu bay gir c6 ngueri ddt cho ban cau héi:
“Thé nao 1a marketing?” thi ban sé trd 101 ra sao?
Cau héi c6 vé don gidn nay da gitp chung t6i khing
dinh ring c6 t&i 95% nhan vién ban hang chura hiéu
hoidc hiéu mo hd vé cong viéc minh dang lam. Co
nguoi tra 1oi: “Nhan vién marketing 1a nguwoi dan
dit khach mua hang”, “Nhan vién marketing chinh
1a nguwoi ban hang!” hodc “Nhan vién marketing la

nguwdi gitp khach hang mua hang’..
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Néu hiéu sai 1éch hodc mo hoé nhuw vy thi mét
ngay chung ta bo 1& bon, ndm don hang la chuyén

dé hiéu.

Nhén vién: Chj Phwong g, by sofa nay cua
cbng ty chung téi qud that rdt hop véi cdn
nha cta chi, hon ntra lai dang bdn rdt chay!
Chj thdy c6 vira y khéng?

Khach hang: Néi thdt thi t6i khéng c6 phan
nan gi vé chdt lwong ctia sdn phdm nhwng t6i
nghi rdng gid hoi ddt hon so véi céng ty khdc.
Néu c6 thé giam 1 triéu thi t6i mua ngay.

Nhan vién: Ding la gid ctia chung téi c6 hoi
dat hon céng ty khdc mét chut nhwng chi
ciing biét roi ddy, sofa la d6 siv dung vé ldu
vé dai thé nén ngoai vdn dé gid cd ra thi chdt
lwong ra sao méi la quan trong nhdt diing
khéng a?

Khéch hang: Diéu d6 la dirong nhién réi...(Khach
hang co6 vé lwdng ly, 6 18 sdp ddt hang 16i).
Ngweri ngoai: B6 sofa nay nhin chidng dep chut

nao cd...

Nhan vién: Chj thdy bj sofa khéng dep & diém
nao chi¢? (Nhan vién nhanh chéng ddp tr3,
san sang chudn bi cudc “khu chién”...)

Ngwoi ngoai: ...(Khach hang nghe nguwoi ta
ndi vay bén suy nghi lai va bo di...)

Kinh doanh khéng qua phiec tap... m



Tinh hudng trén la mdt vi du that bai dién hinh
trong ban hang. Nhan vién gdp phai ngwoi “ranh
réi” nhuw vay khéng nhirng khong hwéng khach
hang tré lai quy dao c6 loi cho chuing ta, ma con truy
hoi ngudi kia “hang co ché nao khéng dep”. Lam
nhw vdy lai cang khién cho nguwoi ta ¢é co hdi néi
ra khi€ém khuyét cia san phdm, vi du nhw phwong
thirc thanh toan, phong cach, chit liéu, gia ca va
dich vu... Nhirng 1&1 noi dy gy bat loi cho ching ta
va khién khach hang khong mudn mua san pham.
Viy theo ban, ai 1a nguoi da “dudi” khach? Khéng ai
khac, d6 chinh la ching ta. Chung ta da vo tinh “tiép
tay” cho nguwoi ngoai “duéi” khach hang di!

Vay 16t cudc thé nao méi dwoe goi la nhan vién
marketing? Theo chung t6i, nhan vién marketing
1a ngwri cha dong hwong khach hang vao con
dwong mua sam. Xét theo khai niém trén, muén
lam t6t cong viéc nay, ban nhat dinh phai cha dong
lam viéc. Day dugc xem la diém then ch6t néu muén
kinh doanh thanh cong. Néu ludn nghi minh chi la
ngwdi lam cong, khong chi dong lam viéc thi doanh
thu kho long ting lén dworc.

Di nhién, vin c¢6 nhiéu khé khin, vieéng mic
khoé tranh khéi trong kinh doanh. Nhan vién ban
hang cht dong “dan dat” khach hang vao quy dao cé

loi cho minh la mot bwérc vo cing quan trong, ngoai
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cac yéu t8 nhw san phdm, gia c3, dich vu... Can loai
bd ngay tam ly bi dong, ch¢ doi, suy nghi sai lam
cho rdng khach hang muén mua thi mua, khéng
mua thi cé c6 dén mady cling vo ich.

Duwéi day la nhivng phwong thire d€ thwee hién
dinh nghia ban hang m&i ctia chung t6i dwa trén
tinh hudng cu thé chung toi vira ké & trén:

Dau tién cdn phdi binh tinh, tw nhién, khéng
thdt 16! Mot khi ngwoi “ranh réi” kia néi dda 1én thi
st viéc cang kho gidi quyét. Khach hang nghe thay
s& hoai nghi v& sin phdm, néu san phdm t6t thi sao
nhan vién lai phéi tirc gidn nhw vay? Két qua 1a ca
khach hing va ngudi “ranh réi” déu chdng ai mua d6
ca! Du ngudi “rdnh réi” ¢6 ndi gi thi ban ciing khéng
duorc thit 1€ va 8 géng gitt dwoce hinh twong tét dep
nhat trong mat khach hang!

Tiép d6, chan thanh cdm on va chuyén huéng
khéo léo! Vi vi khich “ranh r6i” gy bat loi cho viéc
kinh doanh ctia chiing ta nén dirng phi nhiéu thoi
gian cho ho. Khéo léo tach khoi ho la diém mdau chét
cha viéc giai quyét van dé. Chan thanh cam on la dé
xay dung dn twong tot véi khach hang, tao dwong
rat cho vi khach khong moi kia va ngay lap tic
chuyén hwdng ciu chuyén.

Cuéi cting diéu chinh trong tam, xdy dwng hinh

twong. Khach hang méi la ngwoi cé kha nang tang

Kinh doanh khéng qua phuc tap... m



doanh thu cho chung ta, 1a trong tdm trong cong
viéc hém nay ctia ta. Khi ban gitv dwoc hinh anh
chuyén nghiép trong mat khach hang trwéc van dé
khong hay kia, khach hang sé thay rdng y kién ngoai
ludng kia chang quan trong, quan trong la cdm giac

thwce té€ ctia minh khi st dung.

Nhan vién: Chj Phuong g, b6 sofa nay ctia
cbng ty ching téi qud thdt rdt hop véi cdn
nha ctia chj, hon ntea lai dang bdn rdt chay!
Chi thdy c6 vira y khong?

Khach hang: N6i thdt thi t6i khéng cé phan
nan gi vé chdt lwong ctia sdn phdm nhung t6i
nghi rdng gid hoi ddt hon so véi céng ty khdc.
Néu c6 thé gidm 1 triéu thi téi mua ngay.

Nhaén vién: Diing la gid ciia chung t6i c6 hoi
ddt hon céng ty khdc mét chit nhung chi
cting biét ré6i ddy, sofa la d6 sir dung vé ldu
vé dai thé nén ngoai vdn dé gid cd ra thi chdt
lwong ra sao méi la quan trong nhdt diing
khong a?

Khach hang: Diéu d6 la dwong nhién réi...
(Khéach hang c6 vé lwdng lw, co 1& sép dat
hang réi)

Ngwoi ngoai: Bo sofa nay nhin chdng dep chut

ndao cd...
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Nhan vién: Cdm on y kién cua chi. Xin héi chi
muén chon gi a? (Nhan vién ngay lap tirc bd
qua, chudn bi tach khoi ho).

Ngweri ngoai: ... T6i xem sofa. (Vi khéch
khong mo1i cling 6 thé sé biét diéu roi di
hodc khong noi gi ca. Ciing khong sao, hay
nhanh chéng tach khéi ho).

Nhanvién: Minh, em qua ddy giup chi. Vi khdch
nay cling muén mua sofa, em gic&i thiéu cho
chi dy nhé! (Luc &6 vi khach khong moi da
bi dan di chd khac)

Nhan vién: Chi Phwong g, giay minh di cé
thodi mdi khéng, chi minh minh méi biét
dwoc ding khéng? Chi cing dén nhiéu ldan
ré6i. Ching em luén coi chi nhw ban, gidi
thiéu cho chi nhirng sdn phdm tét nhdt! Bay
gi¢r chi mua b sofa nay thi ding v cung.
Chi xem... (N6i ly voi khach hang, huéng
khach hang chu y dén wu diém cda san

phdm, c6 thé mai ¢6 lgi cho chung ta).

Trong ban hang, muc tiéu trwe¢e hét va cudi
cung la ban dwoc hang, nhung nhan vién can chon
cho minh con dwong di dung dan, nhat la khi gdp
phéi nhitng chuéng ngai bdt ngor. Khai niém mai vé

ban hang da thay d6i nhan vién tir “ban sdn pham”
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sang “hwéng dan khach hang mua san phdm”. Hiéu
dwoc khai niém ban hang, marketing nay, nhan vién
can tw hoan thién minh, éng chi can ¢6 nhirng cach

giam sat va kiém tra nhan vién pht1 hop va tich cuec.

4. Bon diéu phai lam tot trong cong viéc ban hang

C6 nhiéu nhan vién ban hang than phién rdng
cong viéc ban hang that kho khan, nhiéu 6ng chu lai
thdc mdc tai sao nhan vién cta ho qua hién lanh bi
dong trong cong viéc. Lam sao dé thio g& nhirng wu
phién d6?

That ra kinh doanh khoéng qua phtrc tap, tham
chi con rit don gidn néu ding trong moi tinh hudng,
ban biét chinh xac minh nén lam gi. Tat nhién,
nhitng gi ta can lam khong can qua nhiéu ky thuat.
Chung t6i da tong két ra bén diém then chét d€ co

thé don gian hoa cong viéc.

(1) Viéc thit nhat: Chao hoi khich hang, xdy dung mi quan hé

Khi khdch hang buwére vao clra hang thi viéc dau
tién ban nén lamla gi? Rat nhiéu ban sé tra l&ri lachao
hdi. bung vay, chao hoéi khach hang la viéc dau tién
ma chung ta phdi lam nhung khong phadi ai ciing biét
chao hoi dung cach. Cé nhdn vién vira thay khach
hang bwée vao da nhiét tinh thai qu4, thao thao bat

tuyét khién khach s¢ hii; ¢6 nhan vién lai mac dinh
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khach hang vao la sé mua hang, nén ndi dwoc ba cau
héi dd khach muén mua gi. That ra 1am nhuw vay rat
dé gy ra phan trng tiéu cye & khach hang.

Viy chung ta chao héi thé nao day? That ra
phwong phdp t6t nhdt la dé€ khach hang thodi mai
va c&i bd tdm ly phong bi. Vi du nhw nhan vién cé
thé ndi vé mot vai chuyén ngoai san phdm dwoc bén,
ciing c6 thé thim do nguyén vong cta khach hang,
dwa ra 11 khuyén giup d&, hodc con cé thé thong
qua dit cau hoi dé khach hang tham du vao viéc

mua ban. Dwéi day 1a mot vi du goi y:

Nhan vién: Bdc mua nhiéu vé bdnh vdy chdc
dé lam bdnh xéo a? (Dirng vdi noi vé san
phdm, thay vao d6 thir n6i chuyén gia dinh
v khdch hang)

Khach hang: U, con gdi bdc hoc dai hoc, cudi
tuin méi vé nha. N6 bdo mudn dn bdnh xéo.

Nhan vién: Con gdi bdc swéng thdt ddy, bdc
chiéu con thé con gi! Con bdc bao nhiéu tudi
r6i a? (Khen khéo khach hang).

Khach hang: Ndm ba dai hoc réi, ndim sau
la né tét nghiép Dai hoc Québc gia. (Khach
hang cé y khoe con nén can phai khen cho

dep long ho).
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Nhan vién: Con gdi bdc gidi thdt ddy, bdc thdt
6 phtic!

Khach hang: K€ ciing dung, chuyén hoc hanh
ctia né chiing téi chdng phdi ban tdm lo ldng
gi hét.

Nhéan vién: Nghe giong thi hinh nhw bdc la
nguw&i Qudng Nam a? (Tim cha dé chung dé
cang than thiét v&i khach hang).

Khach hang: Sao chdu biét? Con bdc khéng
thich dn bdnh xéo & trwong, khéng phdi bdc
lam thi né khéng chiu dn.

Nhaén vién: Chdu ciing la ngwdi Qudng Nam.
Bdnh xéo & ddy thua xa qué minh, chdu rédt
thich dn bdnh xéo me chdu lam. (Khoi sy
doéng cam ctia khach hang)

Khach hang: U, chdu mét minh xa nha di lam
thé nay that chdng dé gi. Thé lam & day c6
tét khéng?

Nhan vién: Ciing khéng té bdc a. San phdm &
day rdt t6t, 6ng chi cting tiv té. Hom nay bdc
dén la muén xem... (Chu y: vao dé mét cach

tw nhién, gidm sw phong bi ctia khach hang).

(2) Viéc thir hai: cht dong tham do, xac dinh san phém
Mot s6 nhan vién vdi vang, hdp tdp, chi muon
ban ngay hang cho khach. Ho khéng tham do khach
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hang, quan tdm dén yéu cdu ctia khach ma “tung ra”
nhirng san phdm khach hang khong cén dén. Vi thé
khach hang khéng c6 hirng thu, quan tam hay tham
chi 1a khong hiéu g, tit yéu dan dén phan &ng lanh
nhat. Cudi cung ban sé thdy la ban chwa néi xong thi
khéch hang di chay mét roi.

Do d6, sau khi chao hdi va xay dung dwoc méi
quan hé véi khach hang, tét nhat 1a khong nén noéi
gi nhiéu ma nén tham do van dé, nhu cau va sé thich
cfia khach, roi dwa theo d6 ma quyét dinh gi¢i thiéu
san phdm nao. Pay dwoc xem la buwéc dinh hwdéng
san phdm, két hop vira suy xét nhu cdu khach hang,
vira liyra chon sdn phdm phu hop cta cira hang minh
vé&i cac thong tin vé tinh ndng, cdng nghé, dac diém,
gid c4, hang dw trir va tin tirc thi trwdng... Tir d6, néi

chuyén v&i khach hang sé cang tw tin hon.

(3) Vigc thi ba: chi dong xic tién, d3n dat trai nghiém

C6 khi nao ban thdy mot b 6 dep va mua
ngay khong can wom thir 1én ngwoi chwa? Néu
khéng, thi toi sé ndi v&i ban rdng trén 99% khach
hang khi mua hang ciing giéng nhw ban. Ho thich
cam gidc trai nghiém va khi tin chdc sdn pham phu
hop v&i minh ho méi mua. Cac nha nghién ciru tam
ly khach hang khing dinh khach hang khong thich

nghe, ho mudn nhin tdn mat mit hang, s¢ tan tay
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va tir cdm nhan toan bd san pham. Khach hang trai
nghiém cang nhiéu thi an twong cang sau sac. Hay
d4c biét lwu y t&i nhu cau nay cia khach hang. Dirng
chi biét thao thao bat tuyét, khong ngirng “tung ra”
mét mé hang khién khach ¢é tam ly thu minh.

Vi vay néu ban mudn khach hang that sy thich
san phidm cta minh va bd tién mua hang véi bat
c gid nao thi hdy dé€ khach hang cé dwoc nhirng
trdi nghiém 4n twong. Hay gi¢i thiéu nhanh vé san

pham va cht dong dé€ khach thir san pham.

(&) Vic thi tu: chis dong thoa thuan, lam tot dich v

Sau khi khach hang da tim hiéu ddy dud cac tinh
nédng, dic diém cta sdn phdm, da c6 trai nghiém tot
va ung y vé gia thanh, chdt lwong, phwong thirc
thanh to4n, mau sdc,... ban nén nghi cich nhanh
chong ky hop dong véi khach. Suy cho cung chi
buérc cudi ndy méi quyét dinh ban cé thanh cong
hay khong.

Ban cin nh& khi co hdi thanh cong dén gan,
ban nhit dinh phai nhanh chong, kién quyét hanh
dong. Dic biét khong hoi thém vé van dé cta khach
ma chi quan tam thiét lap théa thudn.

Trén day la bén diéu can ban ban can nhé khi
giao tiép véi khach hang: “chao héi - tham do - thir
dung - ky két”. Di nhién, day khong phai la thir tw
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c6 dinh, ban c6 thé &iéu chinh linh hoat tuy tinh
hudng. Dwéi day la mot s6 vi du thuye té thwong xdy
ra trong kinh doanh c6 thé giup ban hinh dung 16

hon vé bon diéu vira néi.

5. Kj nang marketing tdng hop

Nhan vién: Kinh chao quy khdch!

Khach hang: ... (Khach hang khéng néi gi,
dwa tay xem mot chiéc vdy vang nhat)

Nhan vién: Pdy la ddng vdy méi nhdt ddy q,
thiét ké theo phong cdch Han Quéc, mdc
rdt tén ddng va thodi mdi. (Nhén vién bat
dau “tan”)

Khach hang: ... Cé b6 nao hop dé di dam cwoi
khéng? (khach hang ngo6 nghiéng mét lwot,
d6t nhién héi)

Nhan vién: Chi muén mua dé dw dam cwoi a?
Ché chung em c6 rdt nhiéu. Bé vdy héng nay
rdt hop véi chi ddy a. Thiét ké sang trong,
mau sdc twoi méi, rdt nhiéu nguoi thich va
mua. Em chdc chdn chi mdc sé rdt dep. (Sau
khi thdy b vay khach hang 16 6 vui mirng)

Khach hang: Bg nay bao nhiéu?

Nhan vién: Khéng ddt ddu a, chi mét triéu hai
trdm nghin. (Nhan vién lap tirc bdo gia, do
la diéu cam ky)
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Khach hang: ... (Khach hang khéng néi gi nita,

xem thém mét lwot nhitng bd khac r6i di).

Day la tinh hudng khéng it nhan vién gap phai.
Sau khi khéach hang bé di, ho quay ra than phién
rang “That khéng thé hiéu néi tam ly khach hang’,
con dm e cho rang minh chang lam gi sai c3, chi tai
khach hang qua kén chon. Hay tim cach xir ly van dé
va tim nguyén nhdn xudt phat tlr ban than.

Ban dirng c6 gi¢i thiéu nhiéu san phdm, vi d6
c6 thé chi la nhitng thir chung ta muén chir khach
hang lai khong quan tdm. Cac ban nhét dinh phai
biét kiém ché ban thén, chi lam nhirng diéu khach
hang mong mudn, noi nhirng diéu khach hang thich
nghe chir khéng tuy tién ndi va lam theo nhirng gi
ban thich.

Trong tinh hudng trén, nhan vién ban hang
mdc 16i 1o nhat & “diéu thir ba”. Khi gidi thiéu san
pham cho khach hang nén lya théi co ma dan dit
khach hang lam “diéu thir ba” chir khong phai bi
ddéng cho khach héi gia roéi bao gia qua sém nhw
vdy. Vi lam nhw thé khach sé nghi gid qua cao va sé
khéng mudén thi nira.

Duwéi day 1a doan hoi thoai md phdéng dwoe
thiét k€ dwa theo b&n nguyén tic marketing &

phdn trén:
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Nhan vién: Kinh chao quy khdch! Mai quy
khdch vao... (Diéu thir nhét: chao héi va
tiép don khach hang)

Khach hang: ... (Khach hang khéng ndi gi,
dwa tay xem mot chiéc vdy vang nhat)

Nhan vién: Ddy la ddng vdy méi nhdt ddy aq,
thiét ké theo phong cdch Han Quédc, mdc
rdt tén ddng va thodi mdi. Xin héi chi muén
chon d6 cho dip nao a? (Piéu thi hai: thim
do yéu cau khach hang)

Khach hang: T6i muén chon db dw Ié cuéi.

Nhan vién: Da vdng! Néu nhw chi muén chon
dé dw I cwedi thi ché chiing em c6 rdt nhiéu.
Bé vdy héng nay rdt hop véi chi ddy a. Thiét
ké sang trong, mau sdc twoi mdi, rdt nhiéu
ngwoi thich va mua. Em chdc chdn chi mdc
sé rdt dep. (Tiép tuc lam theo diéu thir hai:
sau khi thdm do nhu cdu ctia khach thi gioi
thiéu sdn phdm)

Khach hang: ... (Khach hang c6 vé hai long
thich thd, nhan vién nén tan dung lic ay dé
moi khach thir d6)

Nhan vién: B§ vdy nay néu chi nhin khéng thi
khéng biét dwore. Phia nay ¢6 phong thir d6,
moi chi... (Lap tiec 4p dung diéu ba)

Khach hang: B6 nay bao nhiéu tién?

Kinh doanh khéng qud phuc tap... m



Nhan vién: Chi biét ddy sdn phdm thwong
hiéu nay rdt cha y dén chdt liéu va ky thudt
nén gid c6 hoi cao mét chut, nhwng bdn vén
rdt chay. By gi¢ chi chi can trd mét triéu
hai la dworc.

Khach hang: B vdy dep thdt nhwng gid lai
ddt... Chi mua nhung em gidm cho chj con
mét triéu di. (Khach hang chi dong mdc ca
cho thdy ho thich chiéc vay)

Nhan vién: Chi g, gid nay chiing em dp dung
trén toan qudc nén em thdt sw khéng gidm
gitp chi dwoc! Mua qudn do tuy gid tién
quan trong thdt nhing mdc lén ngwoi nhw
nao lai cang quan trong hon ding khéng
chi? (Cht dong thay d6i tw duy khach hang)

Khach bhang: Tdt nhién réi. (Nhan vién mim
cuwdi gat dau xac nhan)

Nhan vién: Chi néi ¢6 ly, néu nhw mdc lén
khéng dep thi sé anh hwdéng dén tam trang,
huéng h6é hém d6 lai la ngay quan trong hon
binh thwong. Sau nay ciing khéng mudn
mdc lai nira. Mua nhitng b6 nhw vy tuy ré
hon mdy trdm nhwng thdt ra lgi bi ddt. Chi
xem dung khéng? B vdy nay ddng dep, chat
t6t, vé sau chi cé thé thwong xuyén ding

dén, thém 200 nghin em nghi la hop ly chi a.
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Khach hang: ...Em thdat khéo dn néi. (Khong
dwoc do dw, ngay lap tirc lam diéu 4, thuc
khach mua hang)

Nhan vién: Chi khen qud réi. Pdy la hang bay
mdu, chi qua phia sau em ldy cho chi b6 méi.
Chi doii mét ldt nhé!

Ban c6 thé thay 1a bon nguyén tdc trén vo ciing
quan trong. Khi giao tiép véi khach hang, ban nén
xac dinh xem dang & giai doan ndo va néi diéu gi
thi hop ly. Néu cudc noi chuyén khong thudn loi
nhuw ké hoach, ban c¢6 thé ngung lai va diéu chinh,
chti dong lai qua trinh ban hang cho thuéan lei. Giai
quyét van dé dwong nhién quan trong nhuwng giai
quyét xong ma lai dwoc qua trinh ban hang di tiép
thi cang quan trong hon! Cac ban nhdt dinh can cha
dong boi dudng cho minh y thire thiic ddy qua trinh

bén hang va bién n6 thanh théi quen!
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CHUONG 3

Thue hanh ki ning thue 2 co bén
de giao tigp thanh cdng
vdi khach hang

Ong chti ndo cling mudn ctra hang minh
ngay cang kiém dwoc nhiéu tién, quan ly
nao ciing mudén muc tiéu hang thang c6 thé hoan
thanh dé dang, nhan vién nao ciing mong mudén
doanh s8 ctia minh dwegc nang cao. Nhirng mong
muén la chinh ddng nhung can c6 phwong phap
m&i mong dat dwoc nhirng muc tiéu d6. Thye ra,
mot clra hang lam a&n phat dat la sw tong hop cla
nhiéu yéu t6 xudt sdc: sdn pham, gia tién, dich vu,...
trong d6, thai d6 phuc vu ctia nhan vién c6 anh
hwéng tryc tiép dén doanh thu cda cira hang! Chinh

nhan vién ban hang tao ra khong khi thodi mai than
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thién, chu ddo hay cam gidc khong hai long & khach
hang. Bé1alydovi sao cin tap trung dao tao kj ndng

ban hang.

1. Khong phadi do khach khé néi chuyén ma do nhan vién
khang biét cach

Ching t6i buwde chan vao mét cira hang
ban d6 néi thit canh mot cira hang khac
rdt s6i dong. Clra hang lanh 1o vang vé, hai
nhan vién thi ngdi tan chuyén cu dworc cau
chang. Nhin thay ching t6i buéc vao, hai co
nhan vién cling khong thém phan tng, ct
ngdi ngdy ra. Anh ban t6i héi: “Bd sofa nay
gia bao nhiéu?” C6 nhan vién chang quay dau
laj, trd 1&1 hér hitng. Anh ¢6 hoi lan niva: “Rét
cudc 1a bao nhiéu?” Pén lic dy ¢6 nhan vién
mo&i chdm rai tién dén tredre bo sofa, Iat mac
1én r6i ué 0di noi: “Hon ndm triéu!” Anh ban
hoi mét kién nhan: “N3m triéu may?” Nhung
c6 nhan vién lai buc bdi, liéc xéo anh ban va
tire gian noi: “Khéng phai da ghi gid 16 rang
sao?” Thdy sw lanh nhat ctia ¢6 nhan vién do,
chung t6i chi con cach cwoi dau khé quay

dau buéec ra.

That ra van dé cia nhan vién nay cha yéu & hai

diém sau: tam trang phuc vu va ki ning giao ti€p.
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Ngay tir ddu nhan vién dy dd khong dat minh
vao dung vi tri d& phuc vu khach, lai xem minh nhw
mot “ba twdng”, 1am nhw thé khach hang dang lam
phién minh vdy. Pay la biéu hién cia nhitng nhan
vién khong c6 quan niém “Khach hang la thuong
dé€”. Vi thé yéu cau dau tién ctia mét nhan vién la
phai biét diéu chinh tdm trang lam viéc, biét minh &
vi tri nao va nhan thirc ding dén vé quan niém phuc
vu khach hang,

Thir hai, nhan vién nay ciing c6 van dé trong kj
nadng giao ti€p vai khach hang. Ngon ngi n6i chuyén
khong rd rang, ludn gitr minh & vi tri bi dong. Nhw
vay, khach hang sé cam thdy rat khong thodi mai.

Hay thtt diéu chinh tinh huéng trén xem két

qua thu dworc ra sao:

Khach hang: Cho héi bé sofa nay gid bao nhiéu?

Nhan vién: Anh qud la ¢6 mdt nhin. B sofa
nay la hang mé&i nhdt ctia céng ty em, toan
bé déu dworc lam thit céng tir da bo cao cdp
nhdp ti Italia, tuy nhién gid cd cé hoi ddt
moét chit. (Dau tién nén khen ngei khach
hang, sau d6 khéo léo néi vé wu di€m ctia
san phdm, xay dung hinh anh chat lwong
cao cho san phim)

Khach hang: Vay gid né la bao nhiéu?
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Nhan vién: B6 sofa nay gid 18 triéu nhwng rdt
may la céng ty em dang dp dung chwong
trinh khuyén mdi, gidm 20% nén chi con 14
triéu 400 nghin théi a.

Khach hang: Sdn phdm ctia céng ty ding la
khong té c6 diéu hoi ddt.

Nhan vién: Anh ndi la hoi dat, vdy cho phép
em héi ddt hon véi ché nao a? (Cau hoi rat
hay, nén hoi)

Khach hang: Kiéu ddng, mau sdc, chdt liéu
ctia bén A ciing twong dwong véi & day
nhwng gid chi khodng hon 13 triéu.

Nhan vién: Gid mdt hang ctia hdng A anh ké
dung la thdp hon that. Anh cho em héi anh
c6 nghi rdng chi dwa vao bé ngodi la c6 thé
dodn dwoc chdt lwgng mét bé sofa khéng?
(Sau khi déng tinh v&i khach hay hdi lai ttr
dau tiéu chudn mua hang)

Khach hang: Vdy thi ngodi ra con gi nira? (C6
vé nhw khach hang 43 bi hut vao cau héi)

Nhan vién: Anh g, mua d6 gia dung khéng
giéng nhw mua rau. D6 con ding vé lau vé
dai nén nhdt dinh phdi thdn trong. Thuc ra
muén biét by sofa cé pht hop hay khéng
ngoai xem xét vé bé ngoai con phdi kiém tra

chdt lwong gia céng, thoi gian bdo hanh va
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nhing dich vu sau khi mua hang. Anh ndi
xem c6 phdi khéng? (Dung so sanh théng
thwéng d€ xay dwng quan niém mua hang
dung din cho khach nhung van chwa nén
ndi phdi “xem” nhu thé nao)

Khach hang: Ciing diing, cdi do ciing phdi suy
nghi ky.

Nhanvién: C6 thé anh chwa c6 nhiéu théng tin
vé céng ty em. Céng ty em chuyén sdn xudt,
kinh doanh sofa da that dd 17 ndm nay, chdt
lwong luén dwoc dwa lén hang dau, nhw b
sofa ma anh dang xem chdng han...

C6 nhirng tinh hudng ta twéng nhur 1a kho tra
loi nhwng chi can c6 ki nang giao tiép khéo 1éo la
ban c6 thé tim ra dwoc 161 thodt. Diéu quan trong
13 ban cin luyén tdp ky nang giao tiép véi khach
hang, dé dat dén d6 “noi 1o khién khach hang thay

thodi mai”!

2. Hay ndi chuyén sao cho khach cam thay thodi mai

Ching téi tirng nhan dworc loi tam sy tir mot
nit nhan vién ban hang rang: “Hinh nhw t6i khéng
hop véi nghé nay thi phai” Khi téi hoéi tai sao thi co
ay dap: “Vi t6i khong biét cach dn néi nhw nhiéu
nguwdi khac. C6 phaéi la nhan vién ban hang thi nhat
dinh phai khéo dn khéo n6i khong?”
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Cacban cé cung suy nghi nhw vay khong? Bung
thé, giao tiép chinh la no6i chuyén. Chi qua giao tiép
ban moi tim hiéu dwoc nhu cdu cta khach hang,
gi¢i thiéu sdn phdm véi khach, héi xem khach c6
mua hang hay khéng, mua nhiéu hay it, nhat la khi
coéng ty ban c6 hang ta d6i tha canh tranh.

Nhung chiing t6i cho rang diéu con quan trong
hon ca viéc ndi giéi 1a no6i khéo. Noi nhiéu ma khong
khéo sé lam khdch s¢; khéo néi, néi hop y khach
sé khién khach hang vui vé, vira long dep y dé cudi

cung la mua hang.

(1) Tir ngt don gian dé hiéu, nhic nhiéu vé wu diém
cla mat hang

Mot tu tai di mua cai. Nhin thdy ngudi
ban cli lién vay tay cao giong: “Ha tan da lai”
(Anh ban cti qua day). Ngwoi ban chi nging
dau ngo ngdc, vira doan khong biét anh tu
tai kia noi gi vira vac bé cti dén. Tu tai nhin
ro6i bao: “Gia cti bao nhiéu?” Ngwdi ban cti
nghe dwoc chir “gid”, chdc mam la hoi gia tién
lién noi cho t tai. Ta tai ldc dau rdi bdo: “Nay
anh ban cti, chi nay ngoai thi thwe ma trong
lai hw, khéi nhiéu ma sang yéu, giam di mot
chut!” Lin ndy thi ngudri ban ctii doan miivan

khong hiéu y ctia tu tai nén cudi cing da bo di.

Thuc hanh ky néng thuc té co ban... m



Giao tiép xudt sdc khong phai la str dung nhitng
thuat ng khé hiéu dé danh dé khach hang. Ban
phai dung nhirng tir ngir dé hiéu va nhdn manh vao
nhirng lgi ich c6 dwoce sau khi mua hang vi khach
hang quan tam nhat téi loi ich. C6 nhw vy, 161 noi
cGa ban méi 6 tinh thuyét phuc cao. Dudi day la

mot vai mAau cau so sanh dé ban hiéu hon diéu nay:

Vidu 1:

Cdch néi théng thwong:

Chi a, gbi ctia cbng ty ching em déu lam tir
thiét bi khudn tao hinh mét lan. (Khach hang ngo
ngac khong hiéu gi, khong rd rét cudc ich loi ndm
& dau)

Cdch néi da stea lgi:

Chi a, gbi cia ¢ong ty chung em déu la lam ttr
thiét bi khudn tao hinh mét lan. Lam theo quy trinh,
g6i dii qua mot thoi gian dai sir dung van luon day
din va khong bi bién dang.

Vidu 2:

Cdch néi théng thwing:

Anh xem, gwong cla céng ty ching em phia
sau con co ca tam dé, ¢ dinh bang kep. Khong
nhw nhitng ctra hang nhé khac chi dung dinh dé c6

dinh, khung kinh ciing dung dinh. (viéc dung dinh,
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\ kep va tim d& c6 tic dung gi thi khach hang van
khong biét)

Cdch néi da swra lai:

Anh xem ky sé thdy gwong cia cong ty chung
em phia sau d&u c6 tdm d&, ¢6 dinh béng kep. Nhw
vay, gwong sé dwoc c8 dinh tot va dam bao chac
chn, vi thé giam kha ning d6 v&. Khong nhw nhitng
ctra hang nho khac chi dung dinh dé ¢6 dinh, khung
kinh cting diing dinh, nhw thé rit dé v&, lam khong
t6t con c6 thé giy ra thwong tich.

@ Ngon ngir chinh xdc rd rang, hudng khach hang vao tinh

nang san pham

Khi giao ti€p v&i khach hang, nhén vién ban
hang nhat dinh phai hiéu y khach va néu khéng
hiéu thi phai kip th&i thira nhan. Pong théi, nhan
vién cfing cin st dung ngon tlr chinh xac, dé hiéu dé
khach khéng hiéu nham vi 161 nay khong phai khach
hang ndo ciing dé dang chdp nhdn va nhiéu khi do
chinh 14 ly do khién cho khach hang bé di.

Vidur:

Khach hang: Sén phdm ctia cdc anh c6 tham gia
vao thdng khuyén mdi cta thanh ph6 khéng?
* Khong nén trd 1oi: Chi g, tam thoi thi bén

em khéng tham gia. (Khoéng tham gia la

Thuc hanh ky nang thuc t& co ban... [EFIPO



khong tham gia. Cau tra 1¢i cta anh nhan
vién khong ro rang, & thé bi dong, va thiéu di
tinh tich cwce trong viéc ban hang)

Nén tra loi: Chi g, thwong hiéu bén em quyét
dinh khéng tham gia thang khuyén mai ndm
nay cta thanh ph8 ma tw cé nhirng diéu
chinh t6t nhdt vé gid cd. Khi quy khdch mua
hang cé tong gid tri trén 5 triéu sé c6 thém
qua tdng kém, nhw vdy sé cé loi hon cho
khdch. Chi thir vao xem xem ¢6 sdn phdm
nao phu hop khéng a. M&i chi vao... (N6i rd
rang v¢&i khach la khéng tham gia hoat dong
khuyén mai, ngay luc d6, dung mot loi ich
khdac @é thuyét phuc khach vao ctra hang.)

Vidu 2:

Khach hang: San phdm nay sau khi ding mét theoi
gian khéng bi bay mau (bién dang, gi...) chir?

+ Khoéng nén: Chi chi cdn st dung sdn phdm
nay theo diung hwéng dan siv dung, thwdng
thi sé khong c6 hién twong do ddu. (Ngon tir
mo ho: thé nao thi goi la “theo dung hwéng
dan st dung’, “thuwdng thi sé khong” tirc 1a
van ¢6 khd niang co.)

+ Nén: Rdt nhiéu khdch hang ciing c6 thdc mdc

nhw chi. Em lam & day da dwoc ndm ndm
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roi, dén gid, em vén chwa gdp truwdong hop
nao nhw chj néi cd. Thé nén chj ctr yén tdm
str dung. (Liy niém tin cta khach qua viéc
dwa ra vi du nhwng khong noi hét tit c3, sau
khi mua ban xong sé hwdng dan khach bao

qudn san phdm nhuv thé nao.)

(3) bbi xir chan thanh vdi khach hang

Nhiéu nhéan vién ban hang hién nay nhén thdy
khach hang ngay cang kho lung lay. Cé nhan vién lai
hoi chung tbi: “Trong tinh huéng mén hang khach
hang vira y lai khéng hop véi ho, t6i c6 nén noi ra
khong?” Dap 4n la: Néu khach hang la cha me hay
anh chj em ctia ban, ban ¢6 mudén ho thay d6i y kién
vi minh khéng? C6 muén ho chon mén d6 khac
thich hop hon khéng?” Téi nghi dap an da qua rd
rang roi.

Diéu chung t6i mudn nodi 1a mot ngwdi khong
chan thanh chi ch¢ kiém it tién nho si lung lay cia
ngwoi khac, nhung néu muén kiém dwoc nhiéu
tién hon thi nhdt dinh phai d6i x& chan thanh véi
khach hang. Chéan thanh chinh la nén tang cho moi
ki niang ban hang, thiéu chan thanh la mét 16 héng
16m va khéng mang lai hiéu qua lau dai. Do d6, cho
dti sir chan thanh co thé gay ton that tam thoi nhung

néu lau dai, d6 la sw lua chon ding dan.

Thuc hanh ky nang thuc té co ban... m



(@ Knach hang cin nhan dwge sy ton trong

Yéu cau cua khach hang thét ra khéng qua cao,
ho vao ctra hang chi véi mét yéu cau la dwoc ton
trong. C6 thé ban sé thac mac: Tai sao ching ta lai
khong tén trong khach hang cor chit? Ching ta luén
coi khéch hang la thwong dé€ d€ phuc vu co ma.

Vay nhuwng néu d€y ban sé thdy khong it trwong
hop nhan vién ban hang khong ton trong khach
hang cta minh vi khong kiém soat dwgc cam xuc ca
nhan. Dau biét rang kho tranh khoi bi anh hwéng
béi cac cdm xtic tiéu cire trong cudc sdng nhwrng néu
mang cdm xuc nay vao cong viéc, hiéu qua lam viéc
ctia nhan vién sé bi thuyén gidm va danh mét nhiéu
co hoi lam dn. Ban than cic nhan vién ban hang can
phdi tu y thirc dwoc su rach roi giiva cong viéc va
tinh cAm va lam cht cdm xtc cta minh. Theo do6,
cac ong cht ciing can tham gia cai thién van dé nay,
bang cach tao ra moi trirong lam viée thodi mai cho
nhan vién. C6 nhw vay nhén vién ctia ban méi c6 thé
hoan thanh t6t cong viéc cia minh dworc.

Chung t6i da chirng ki€én mot tredng hop nhan
vién ban hang vi tw ai ma noi nhirng 1o 1€ thiéu tén

trong khach:

Chung t6i buéc vao mét clra hang ban o

da khé ndi tiéng. Nhan vién ban hang dén tiép
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chiing t6i rdt nhiét tinh va vui vé gi¢i thiéu cho
chung t6i mét s6 miu 4o khoac da. Ban tdi néi
véi cau nhan vién: “Mdy c6 ciu ban hang ai
ciing khéo an khéo néi, ai ma chdng khen hang
cta minh dep, t6t.” Anh nhén vién cé vé khong
vui r6i, budt miéng ndi mét cau: “Cha ndi vay
thi chau ciing chju r6i” T6i bén hoi tai sao anh
ta lai néi véi khach hang nhw vay, anh ta hing
hdn budéng mét cau: “Vang, dang nao chdu ndi
gi thi hai chu cling c6 tin dau!” Né6i xong anh ta

lién quay ngwdi nghénh ngang bé di.

T6i chi gdi gon nhdn xét ctia minh trong mét
ttr: Ngao man! Thdi d¢ nhw vay dau phai la phuc vu
“thwong d&€”? Anh chang nay nhat thoi néi 1o ma
khoéng suy nghi, ¢ thé thda sw kho chiu trong long
nhung sé gdy 4c cdm cho khach hang, Chac chankhach
hang sé khong quay lai ctra hang nay mét lan nao niva.

Diéu chung t6i mudn ban khdc c6t ghi tam la:
Tuyét d6i khong tranh céi “chan ly” véi khach hang,
cling dirng nhat thod dn ndi khong suy nghi. Tranh
ludn véi khéch 1a diéu khong can thiét va khéng bao
gior ¢ thé thang dwge. Du c6 thing thi ban ciing
thua vi da cdt d&t méi lam an clia minh. Con néu
thua thi chdc chdn khach hang khéng mua hang cta
ban r6i. Vay nén tranh xa nhitng tranh luan vo bg
dé di!

Thuye hanh ky ndng thuc t€ co ban... m



3. Tan dung khd nang lién twing — ky nang “théi mién”
dé khach hang tv thuyét phuc ban than

Khach hang bi thuyét phuc bdi diéu gi? Co
ngudri bao vi san pham dep, gid ca hop ly, c6 nguori
lai néi do thwong hiéu néi tiéng, lai c6 nguoi cho
1a dich vu hoan hao va cling ¢6 nguwdi noi rang d6 la
do nhan vién gidi dn noi. That ra nhitng cau trd loi
d6 déu khong sai nhung lai chwa toan dién. Béi vi
khach hang khong dé bi ngwdi khace thuyét phuc,
nguwdi c6 thé thuyét phuc khach hang chi c6 duy
nhat mét ngudi — d6 chinh la khdch hang!

biéu quan trong nhdit khién khach hang tyw
thuyét phuc minh chinh 1a loi ich. Vay lam thé nao
dé lgi ich tré nén to lon trong mat khanh hang?
Chung t6i cho rdng can phai khién khach hang lién
twdéng! Lién twdng dén loi ich san phdm mang lai
cho anh ta, lién twédng dén sy mét moéi phién nao
néu anh ta khong c6 sdn phdm,... Nhitng hinh dnh
d6 sé khién khach hang c6 dn twong sau sac véi san
phdm ctia chting ta va khién ho tw thuyét phuc ban
than minh mua.

Dudi day 1a “bi kip” ngdn nglt “hai bwéc lién
twong”, néu van dung ching linh hoat, ban sé thdy
ngon tlr ¢6 ma lwc 1én dén thé nao.

Hai bwéec lién twéng
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Co phai anh/ Anh/ chi thir nghi
chi cho rang... maxem...
(huéng khachhang | + (khién khach hang
cam nhan dworc tinh lién twdng dén nhirng
nang san pham) loi ich va bat lor)

Thoi diém t6t nhat ¢€ van dung “hai bwéc lién
twéng” trén chinh 1a khi khdch hang dang thir san
phdm hodc dang do dw, lwdng Iy chudn bi mua hang,

Dwéi day la hai vi du vé viéc van dung “bi kip” nay.

Tinh huéng 1

Nhan vién: C6 phdi anh thdy chiéc do khodc
nay rdt dm ding khéng? (Bén ngoai rat lanh
nhwng phong cé diéu hoa va mac do day nén
khach hang khéong thé lanh dworc)

Khach hang: Ciing tam dwec (Khach hang im
ldng ciling coi nhw ngdm d6ng tinh).

Nhan vién: Anh nghi ma xem, bdy gi¢r nhiét d6
miuia déng trung binh khodng 15 d¢, néu nhw
khéng cé do dm thi chdng khdc gi nhw dang
ket gitra tdng bdng (Khién khach lién twong
dén cdi gia rét khi khong c6 40 dm)

Khach hang: ... (Khach khéng néi gi nhung

trong tham tam c¢ 1€ dang lién twdng).
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Nhan vién: Anh mdc chiéc do nay di lam lic
sdng sém khéng chi dm dp ma con nhe
nhang, dé dang vdn dong. Pung la vira dep
vira tién loi. (Khién khach hang lién twéng
dén loi ich cha sdn phdm).

Khach hang: Vdy duorc, téi ldy chiéc nay...

Tinh hudng 2

Nhan vién: Chj tht di vai buwéc xem giay c6
thodi mdi khéng? (Chu dong dé khach hang
trai nghiém)

Khach hang: ... (Khich khong néi gi, vira di
thir vira suy nghi, lic nay nén ngay lap tirc
khién khdach lién twdng)

Nhan vién: C6 phdi chj thdy giay di rdt nhe
dung khéng?

Khdch hang: Ciing dworc.

Nhan vién: Vdy la ding réi, déi gidy nay dwoc
lam véi chdt liéu ddc biét ma... Hon nika,
dém I6t lai diing ky thudt XX nén divao chan
v cling thodi mdi. Chj ¢6 thdy di lai chdc
chdn hon cdc giay khdc khéng?

Khach hang: Um, ciing duorc...

Nhan vién: Chi thir nghi xem néu diing déi giay
nay thi di phdi di lgi nhiéu chi ciing khéng bi

dau chén dau.
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4. Tan dung tinh cich — thuyét phuc khdch hang
khdng kho!

C6 bé Minh Chau rat thich dn s6-c6-la, kem va d6
ngot nhung khi uéng thudc béc, bé cling rit “diing cam”.
Khi nhin ¢6 bé binh thin udng tirng ngum nhé th
dang nhw vy, ching t6i méi héi chau: “Chau khong sor
dang sao?” Cau tra 1o1 hén nhién ctia chau khién ching
toi rat kinh ngac: “Néu nhw s ddng thi c6 thé chau sé
mdc bénh, nhw thé thi con khd hon iy ch!”

Mot dira bé vai tuoi ciing c6 thé hiéu dworc diéu
dé, vay tai sao cac ban nhan vién ban hang khéng
van dung diéu d6 trong cdng viéc. T4t ca ching ta
lam diéu gi cling dé tim niém vui va tranh moi budn
phién. Hon nita, ddng cor né tranh phién ndo con to
16m hon viéc theo dudi niém vui. Quyét dinh bé tién
ra mua do la mét qua trinh “dau khé”, trir khi ban
lam cho ho tin ring néu khong mua d6 thi sé dau
khé hon nhiéu! Mot nhan vién giéi phai st dung ky
xdo nay dé thuyét phuc khich hang raing khéng mua
hang ho sé chiu thiét 16m va néu mua hang thi lgi ich
cta ho dwoc nhan 1én bdi phan.

Cach noi giatang bat loii khi khéng mua hang

* Néu nhw quén 4o khong dep thi anh/chi chi

mdc vai lan 1a khéng mudn mdc niva. Vay la

qudn 4o mua bi dat roéi ding khoéng a?

Thuc hanh ky nang thuce t& co bén... m



- Db gia dung la d6 dung lau dai. Néu chat
lwong khong t6t thi sau mot thoi gian, cr
vai ngay lai ¢6 van d¢, sé that phién phirc
diang khong a?

+ Cac san phdm ndi that that ra chi la ban
thanh phdm, sau khi mua can c6 thém khau
l&p dit, tu stra nira. Néu khong cé dich vu
bao hanh sdn phdm sau khi mua thi sé rat
phién toai néu gdp truc trac.

+ Sau khi 14t san xong c6 vin dé can stra chita
thi s& vo cuing phién phic. Pha ché nay, ddp
ché kia, chuyén di chuyén lai d6 dac trong
phong day cat xi ming chdng ai thich ca. Thé
nén quy khach nén lwa chon san pham t6t

ngay tir dau.

Cach néi gia tang loi ich khi mua hang

+ Chét lwgng giay tot cho du bay gior mua ¢
dit hon vai chuc nghin nhirng thoi gian st
dung dwoc dai hon nén gid cé thé néi laré
hon. Anh/ chi da nghi qua diéu nay chwa?

+ D6 gia dung chat lwong tot sé giap anh/chi
bét phién todi, séng thodi mai va an tam
hon. Chung ta mua d6 gia dung khong phai
la mong mudn cho cudc séng cha chinh

minh t6t hon sao?
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* Mbi sdn phdm ctia céng ty em déu di qua
kiém tra nghiém ngat, ddm bdo khi dem ra
thi trwedng déu la san phdm than thién véi
mdi trwedng. Str dung san phdm nhu vay mac
du ¢6 dit hon mot chat nhwng dirng trén
goc do stre khoe ctia ban than va ngwdri nha
ma néi thi hoan toan xirng dang va can thiét!
Anh/chij thay ding chir a?

Trén day chi la mot s6 vi du tham khdo, ban c6
thé van dung linh hoat tity theo loai sdn phdm. Ban
nén ghi chép lai mot s6 cau pht hop va hoc thude
mdi ngay. Chi cin chung ta st dung thwéng xuyén
va khong nglrng hoan thién, ban sé thay thanh tich

kinh doanh ctia minh thay d6i r6 rét.

Tinh huéng 1

Nhan vién: Anh Nam g, chdc anh dang chudn
bi ldt san phong khdch va phong ngu diing
khéng a? (Tham do khu vuee ldp dat)

Khach hang: Khéng, phong khdch va phong
ngt t6i dinh ldt san g6, con ldat gach la nha
bép, phong tdm va ban céng.

Nhanvién: Vdy sao? Sao anh thich ldt san g6 vay?
(Dan dit khich noi ra quan diém, y twéng)
Khach hang: Nha t6i xdy theo phong cdch chdu

Au, kién triic sw khuyén san g sé thich hop hon!
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Nhan vién: Ké ciing diing, san g6 qud thdt rdt
phit hop véi kién tric kiéu Au. Nhung phong
khdch la noi thwong di lai nén rdt dé ban,
dé bj d6 tra hay nwéc lén san nén hay phdi
lau don. Ma san g6 ki nhdt chinh la dm wét.
Vén dé nay khéng biét anh Nam dé cdn nhdc
chua? (D6ng tinh v&i khach hang roéi sau
m&i dé khach nghi téi nhwec diém khi lat
san gé & phong khach)

Khach hang: O vdy sao? A & c¢6 ma khéng néi
t6i ciing khéng nghi dén diém nay!

Nhan vién: Anh Nam nhdt dinh phdi can nhac
mdy diém nay. Vi dit sao nha ciing dé séng chir
6 phdi dé ngdm ddu. Néu sau ndy phdi xir ly sé
vé cting phikc tap. Anh néi xem c6 diing khéng
a? (Tiép tuc d€ khach hang nghi téi nhiing
phién todi khi 1ap dit san gb & phong khach)

Khach hang: Cé néi nghe ciing co ly!

Nhan vién: Thé nén anh Nam q, dé cubc s6ng
dwoc thodi mdi hon, em thdy anh nén suy
nghi nghiém tuc vdn dé nay. Rat nhiéu khdch
hang déu chon lwa ldt gach hoa vdn gid g6
trong phong khdch, sau nay xir ly ciing
thudn tién ma hiéu qud thi gidc cting khéng
hé kém canh. (Hwéng dén wu diém khi ldt
gach & phong khach)
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Khach hang: Thdt vdy sao, c6 cd gach giéng
nhw san g6 w?
Nhan vién: Pung thé ddy a, anh c6 thé qua bén

nay xem ky hon mét chut!

Tinh huéng 2

Khach hang: Nay cé chiéc vdy nay bao nhiéu?
(Khach hang thir 6 xong rat vira y nén bat
dau héi gid)

Nhan vién: Chiéc nay gid hién tai la 8oo ngan.

Khach hang: Gidm bao nhiéu phan trdm vay?

Nhan vién: Thwa chi, mau chi dang xem la
hang thiét ké méi nhdt nén hién tai khéng
¢6 khuyén mdi gidm gid a.

Khach hang: Thé khi nao thi c6 gidm gid?

Nhan vién: Hang ctia hdng chiing em rdt it khi
gidm gid, néu c6 thi cting chi gidm vao luc
giao mua théi q.

Khach hang: Vdy liic nao ché em gidm gid thi
chi sé mua.

Nhan vién: Da vdng, em rdt hiéu y ctia chi. Bon
em trwde ddy cling c6 mét khdch hang quen
giéng nhw chi, nhwng ch dén lic gidm gid
thi b6 minh thich da bdan hét, hodc mua vé
chi mdc vai ngay da hét mua, dén mita sau

thi da 161 mét roi. Thé nén mua d6 lic gidm
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gid ctng chdng ré dwoc bao nhiéu ding
khéng chi? (Pong tinh sau d6 @€ khach
nhan ra két qua “dau thwong” khi mua vao
thoi gian giao mua)

Khach hang: ... (Khach im ling)

Nhan vién: Chi g, by nay bén em bdn rdt chay,
ddng chi lai dep thé nay, em chi sg ld ldn téi
chi qua thi hét mdt hang réi! Néu vdy thi tiéc
ldm. (Lai dua ra két cuc khong tot dep)

Khach hang: ... (khach bat dau do du, lap tie
tién thém bwéc nita)

Nhan vién: Chj mua bdy gi> mdu mad, kich
¢, mau sdc déu ddy da, chi dwoc lwa chon
thodi mdi. Hién tai, bén em con tding kem
thdt lwng nén chi mua bdy gi¢r thdt ra khéng
thiét chut nao cd. Néu nhuw chi that sw thich
thi em khuyén chi mua ngay bdy gi¢. Chi
thdy sao? (Cho khach hang thdy loi ich khi
mua ngay bdy gi¢)

Khach hang: Théi dwoc réi chi nghe em.

Nhan vién: Vidng, thé dé em g6i lai gitip chj!

5. Khién khach hang ndi khong ngimg 3 d thanh cong
mit niral
Néu giao tiép véi khach hang ma nhan vién ctr

noi thao thao bat tuyét vé san pham thi khé long
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thanh c6ng dwgc. Néu nhw chiung ta khién cho
khach hang ndi khong nglrng, mdt may hén ho,
cdon minh chi phdi hop “biéu dién” ciing ho, khién
ho vira hao hirng vira hai long thi qua la rat tot. Cé
thé noi khién khach hang thoa thich “biéu dién” 1a
chung ta d3 thanh céng dwoc mét nira. Lang nghe
chinh la co sé ctia long tin, ciing la diém then chot
dé ton trong va nhan dwoc sy hop tac cia khach
hang. Khach néi cang nhiéu, ta cang ldy dwoc nhiéu
thong tin, va cang c6 loi dé ta “bat bénh béc thuoc”

Dwong nhién, lang nghe ciing can ¢é ky nang.
La mot nhan vién ban hang, khi lang nghe khach noéi

ban nén cht y mét vai diém dwoi day:

(D Nghe nhiéu

Noi it thoi. Téi tin chdc néu ban néi cang it,
khach sé cang hao hirng néi, co hdi thanh cong cua
ban cang lom. Hay c6 gang tiét ché ban than va c6 vii
khach hang “biéu dién”!

@ Ton trong nhimg gi dirgc nghe

Ai cling mu6n minh dworc ton trong. Bang viéc
quan sat ngdn ngt cor thé nhw anh mdt, gat dau,
mim cwdt, ban ¢6 thé doan dwoc khach hang c6 that
st chu y khong. Tuyét d6i khong dworc vira nghe vira

noi chuyén v&i dong nghiép hay lam viéc khdc, cang

Thuc hanh ky nang thyc t& co ban... [[EIPO



khong dwoc phép quay di khi khach hang chwa néi
xong. Nhit dinh khong dwoc c6 nhitng hanh dong

khién khach hang c6 cam giac khéng dwgc ton trong.

(3) Xicnhan

Khi dang nghe khach hang noi chuyén, ban
can c6 phan héi dé€ khién ho c6 cam giac ban dang
1ing nghe chan thanh. C6 thé ban ngat 1o ho nhung
thwong thi khach sé dé dang bé qua diéu nay. Néu
6 diéu gi chwa hiéu 15, dirng ngai hoi lai: “That sy
xin 16i anh Nam, c6 phai y anh la... T6i hiéu vy c6
dung khong?”, “Toi xin phép ngat lod mot chut, theo
toi thdy thi co phaiyanhla..),...

(® Phan héi

Phan hoi khach hang la dung loi néi hoac
ngdn ngtt co thé d€ hwdng ng khach hang ding
lac, khién ho thdy rang ban luén ludn ling nghe.
Vi nhw, c6 thé biéu thi cim xic: “0”, “Tét qua rdi’,
“Toi ddng y véi anh/chi’, “Co Iy, “Thatvay sao”, “Qua

dang thé”... hodc nhac lai diéu ho vira néi.

Khach hang: D6 néi thdt bén cdc cdu sao cdi
nao mau ciing sdm qud vay?

Nhin vién: Chu thdy sin phdm ctia ching
chdu mau sdm qud a? (Noi lai 1o1 khach

hang dé xac nhan)
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Khach hang: Pung thé, cdm gidc ¢6 chiit don diéu.

Nhan vién: Mau sdc qud thdt rdt quan trong,
ddc biét phdi phit hop véi canh vat gia dinh
thi méi hai hoa. Chu bdo xem c6 diing khéng?
(Sau khi phén hoi lap térc hdi xac nhan)

Khach hang: ... (Khach hang im lang, khong
c6 phan trng gi)

Nhan vién: Nha chil dw dinh chinh trang theo
phong cdch nao thé q?

Khach hang: Téi thich phong cdch hoai c6
phwong Déng nhwng vo téi lai thich phong
cdch chdu Au, con con cdi lai thich kiéu
nha vwon.

Nhan vién: O, y chii la gia dinh chti vdn chuwa
théng nhdt phong cdch kién tric diing khéng
a? (Xac nhén lai)

Khach hang: Pung thé, hon nira téi ciing
khéng thich mau sdm.

Nhan vién: Chdu hiéu nhw thé nay diing khéng
nhé? Chu thich phong cdch trang tri sdng
mau dung khéng g? (Xac nhan lan thir 3)

Khach hang: Pung thé, bdy gi¢ dp lwc cdng
viéc Ién nhw vy, ki€u nha vwedn cé thé gitp
minh thw gian thodi mdi hon mét chut. Néu
nhw trong nha ciia minh ma ciing khéng

thodi mdi thi con & ddu dwoc ddy?

Thuc hanh ky nang thuc té co ban... m:)



Nhan vién: Chu néi thdt ¢é ly. Nhdn ddy chdu
héi chut xiu, dnh sdng trong nha chu thé
nao a? (Lan thir tw phan hoi va lap tlrc dit

ra cau hoi)

Ai cling c6ng nhan rang thai d6 phuc vu cta
nhan vién c6 anh hwong trwc tiép dén doanh thu
cta ctra hang. Ngay nay, khach hang bwéc vao clra
hang khong chi dé nhin ngdm sdn phim t6t, gia
thanh ré ma cai ho muén hwdéng nhiéu hon nira la
khong khi thodi mai than thién, chu ddo va cam giac
hai long. Vi thé, hay dau tw vao dao tao ky néng cho
nhan vién, cang sé'm cang tt, diéu d6 chang bao gitr

thira ca.
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CHUONG 4

Bdn nguyén tac vang
gidp doanh thu ting manh

ang ngay, ban & ctra hang dé1am gi? Chadc
hdn ban sé tra 1&i: D€ ban hang chir con
lam gi!

Co6 that 1a cac ban chi ban hang khéng? Thuyc
ra, chung ta khong chi ban hang, truédc hét, ta con
bén cdm giac, ban niém tin, ban dich vu. Di nhién,
¢6 nguwdi ban cadm xuc tich cyre va niém tin, ¢6 ngudri
lai ban cdm xuic tiéu cyre. D6 la do cach giao tiép cha
ban v&i khach hang quyét dinh. Vay lam thé nao dé
nhanh chong ting sirc thuyét phuc, nhanh chéng
tao 1ap niém tin noi khach hang? Chwong nay sé
chia sé v&i cac ban bon nguyén tic vang gitp ban

giao tiép v&i khach hang thanh céng.

B6n nguyén tdc vang giup doanh thu... m



1. Tan dong — vii khi don gian nang cao sifc thuyét phuc

Qua viéc quan sat va nghién ciru nganh kinh
doanh bdn I1é trong nwéece, ching téi nhdn thay mét
s6 nhén vién ban hang voi va tin rdng khach hang
ctia minh da bi thuyét phuc. Nhwng cang nghi vy,
khach hang lai cang kho thuyét phuc hon. Ta cang
hy vong né lwc ban dwoc hang cho khach thi khach
lai cang tich cwe né tranh ky hop dong véi ta.

Nhung tai sao chuyén nay lai xdy ra? C6 rat
nhiéu ly do nhung co ban nhdt 1a mét sai lam lap di
13p lai ma ta khong dé y, d6 chinh la tw duy tuyén
tinh! Thé nao goi la tw duy tuyén tinh? Tw duy tuyén
tinh nghia 1a tir ch6i tryc tiép hodc giai thich qua
truec tiép.

Bay gio, chung ta cung thir choi mét tro choi
dé hinh dung r6 nhdt vé tw duy tuyén tinh. Ban hay
dirng day, hai chan khép sat vao nhau, tw thé dirng
nghiém va dung hét strc bit ngudi 1én. Diéu kién la
tir dau gbi tré xudng khong dwec tring xuéng. Ban
c6 thé bat cao dwoc bao nhiéu? Ban cé thdy khong
thoai mai khong?

Ban khéng thé nhdy dwoc cao néu d6i chan
khong nhtn xuéng dé bat nhay. Trong ban hang
cling twong tw nhw thé. Ban khong thé thanh céng

néu khéng linh hoat, van git 16i tw duy tuyén tinh
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trong giao tiép v&i khach hang. Chdc hin da c6 lan
ban néi chuyén v&i khach hang thé nay:

Khach hang hdi: “Cai nay gid bao nhiéu?”

Chung ta tra 1oi: “g9oo nghin.”

Khéch hang héi “Gidm bao nhiéu phan tram?”

Chung ta trd 1&i: “Day la mau méi nén khong

dwoc giam gia”

Khach hang néi “Ddt qual”

Ta bao v&i ho rang: “Tién nao ctia ddy, hang cta

chung t6i 1a hang t6t”

Khéach hang néi: “Cac anh ban hang lic nao

chang noi hang cia minh tét.”

Ta bao v&i ho: “Anh noi vay thi t6i cling chiu.”

Khéch hang néi “Gidm 100 nghin thi t6i sé mua!”

Ta tra 1&i: “Xin 161, khong mic ca dwoc”

Khdach hang noi “Céi nay ¢é bi phai mau khong?”

Ta noi rdng: “Hang cta chung toi sé khong bi

bay mau.”

Nhitng cau tra l&i d6 c6 thé chi lam ban ban
it di mét, hai mén hang mébi ngay, nhwng ngay qua
thang lai, doanh thu lai thiét hai rat nhiéu. Cau tra
11 kiéu tw duy tuyén tinh ndy lam gidm strc thuyét
phuc trong l&i néi ctia chung ta va day khach hang
raxa. ,

Vay phai tra loi thé nao? Dap an cda ching t6i

la: Dung sy tan dong dé thay thé phwong thirc tw

Bén nguyén téc vang giip doanh thu... m



duy tuyén tinh, nang cao hiéu qua giao tiép! Tan
dong 1a dung phwong thire giao tiép dong cam dé
dbng tinh, d6ng y hodc hiéu ré dwgc hoan canh, suy
nghi cta khach hang. Tan dong sé khién khach hang
cdm thdy thodi mai va tin twdng chang ta hon. Bi
quyét giao tiép nay ddc biét hiéu qua khi khach hang
con dang nghi ngd, dan do véi san pham.

Duw¢i day 1a mot s6 mau cau tan dong da dwoc
chting toi thir nghiém va dat hiéu qua trong thuec
té. Cac ban c6 thé str dung linh hoat vé&i san phdm
minh ban.

+ Anh Son néi that co ly!

+ Chi Ly ¢6 suy nghi (ddn do, lo lang) nhw vdy

that ra cling rat binh thwdng.

+ Cau hoi cta anh Nam rat hay. Trwéc day
cling c6 mdt vai khich hang ciing dat ra cau
héi twong tw, ho nghi rang... Tuy nhién sau
d6 ho m¢i nhanrala...

« Néu la t6i thi t6i cling sé nghi nhw chi
Hwong. Thé nén tdi hoan toan hiéu dworc
nhitng ddn do dy.

+ Anh Phong a, ban dau toi cing nghi thé,
cling cho rdng...

Néu van dung dwoc kj ning tan thwdng, ban

s& thdy raing minh c6 thé néi chuyén lwu loat nhip
nhang v&i khach hang homn, doanh thu kinh doanh
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cling theo d6 ma cai thién! Tuy nhién, ban can dic
biét chu y, 161 tan thwdng dirng nén qua lam dung.
Duwéi day la mot tinh hudng thwe té nhan vién ban

hang tirng gdp phai:

T6i bwdc vao mot cira hang thdi trang
hang hiéu nhwng khéng c6 y dinh mua hang,
Toi nhin thdy mot chiéc 4o da khé dep, thuan
tay xem madc gia, the o ndi: “Céi 4o nay nhin
thi cling dep ddy nhung gidt vai lan la s& phai
mau théi” Nhan vién ban hang dam bao vé&i
toi rang d6 cta ho sé khong bi phai mau. Téi
mim cwedri noi: “Nam trwdre, tdi cd mua mot cai
a0, nhan vién ban hang ciing ndi vay véi t6i
nhung sau d6 van cr bi phai mau.” Cé nhan
vién kia ¢6 chut lo so' nhung van néi: “Chi a,
vdy thi chi nén chon chét liéu t6t hon chat”
Cau néi nay nhur kich thich “mau tranh luan”
trong t6i, t6i lap tirc hdi dén: “Vay thuwong
hiéu nay khéng phai tot hon roi sao?” Co gai
dap lai: “Di nhién la hang chiing t6i da c6 tiéng
trong nuwéc.” “Vay ¢6 ddm dam bao la khong
phai mau ch?”. Do dy mét 5 gidy, c6 gai mdi
hoi toi: “Thé chi c6 mua khong?” Thé 14 t6i 1én
giong kién quyét: “Duoc roi, toi mua bd nay,
géi lai cho téi. Nhwng ¢6 phai viét: ‘Néu phai

mau sé dwoc hoan trd va dwoc bdi thuong

Bén nguyén tdc vang giap doanh thu... m



tién may bay khir hoi’ 1én hoa don nhél” Co
nhan vién stng lai hoi lau r6i ndi: “Chi dang
lam gi vay?”, “Toi dang mua quan do!” - t6i tir
tondap lai. Luc dy, c6 nhan vién quay ngudi di
vao trong quay thu ngan, du t6i c6 bao tra tién

40 ¢ dy cling nhit dinh khéng chiu ra.

That ra, chuyén khach hang héi quén 4o liéu
c6 bi phai mauy, bién dang,... hay khong la chuyén
binh thwong. Lam thé nao dé xtr ly nhitng cau héi
d6 t6t nhit? Thong thwdng, nhan vién hay dung tw
duy tuyén tinh dé xtr Iy, ma khong ng¢r rang cach d6
d& khoi ra tinh hiéu ky va “hiéu chién” trong khach
hang, sé gay ra hiéu qua khéng tdt nira. C6 bon buéc
dé gidi quyét cac cau hoi ty nhién dang nay:

Bw&c 1: Tan thwwérng va khen ngoi.

Pén thwong dé€ ciing thich diéu nay.

Bwére 2: Cho niém tin nhwng khong dwa
loi hira.

Duwra ra nhitng chitng ctr xac thwe, thai 46 ty
tin d€ khach hang thdy van dé nay khong dang lo
ngai. Nhwng ciing dirng noi voi ho la chuyén doé chac
chin khéng xdy ra dé tranh cat dwong lti cta minh.

Bwore 3: Thu nhé van dé, chuyén héa mau
thuln.

Nhén vién ban hang nén hoc cach “tét khoe

x4u che”. B vi van dé khach hang lo lang la bat loi
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d6i véri viée kinh doanh, nén nhén vién c6 thé xir ly
nhanh cdu héi d6 va nhanh chéng chuyén sang cha
dé khac.

Bwdrc 4: Nam bat thei co thich horp dé gidri
thiéu.

Sau khi khich da mua hang va tra tién, nhan
vién ban hang nhit dinh phai hwéng dan cach bao
hanh sdn phdm bang ngon tir dé hi€u. Nhuw vay sé dé
khién khéch hai long.

Khach hang: Nghe néi chdt cotton dé phai
mau, d6 cua hdng cdc cdu sé khéng bi phai
mau chir?

Nhan vién: Anh Nam héi cdu nay rdt hay, vira
nghe anh héi em dd biét anh rdt am hiéu cdc
logi chdt liéu.

Khach hang: Téi ciing chi nghe nguwoi ta néi
thé théi.

Nhan vién: Anh Nam néi rdt c6 ly. Cé6 mét s6
thwong hiéu nhé vi muén gidm chi phi sdn
xudt nén chon cdch gidm chdt lwong chdt
ligu. Nhung anh yén tam, ché ching em la
thwong hiéu lém, méi sdn phdm déu c6 kiém
dinh chdt lwong nghiém ngdt. Clra hang
chiing em bdn dwoc 5 ndm réi nhwng chwa
¢6 khdch hang nao phan nan vé vdn dé nay.

Thé nén cdi nay anh ctv yén tam di a! A anh

B6n nguyén tdc vang giup doanh thu... m



Nam, anh khéng thé cht nhin qua nhw vdy
dwoc, anh ¢ thie Ién ngwdi di. Phong thir
d6 bén nay, anh vao thir di.. (Trwdc hét
dodng tinh, roi khen ngei sau d6 dé khach
thir d8, thir xong c6 1€ khach hang da quén
cau hoi d6 roi.)

Khach hang: ... (Khach thr xong, néu mua
hay noi véi ho cach str dung)

Nhan vién: Anh Nam g, “ctia bén tai ngwoi”. Ste
dung sdn phdm t6t ciing cdn c6 cdch riéng.
Khi gidt, anh cht y... Em sé viét cdc meo nhé
dé & mdt sau héa don, vé nha anh cé thé ldy
ra doc lai. Anh doi mét ldt nhé! (D& khach
thdy dwoc chat lwong phuc vu rat tot clia
chung ta)

Khach hang: Pwoc, dich vu & day tot thdt.
Cdm on c6 nhé!

Nhan vién: Anh dirng khdch sdo thé, ddy déu la

nhitng gi ching em nénlam ma. Chao anha!

Tém lai, bat ludn sau nay trong qua trinh bdn
hang gip phai vin dé gi, khé khin gi, ta cling déu
phai trdnh “tw duy tuyén tinh’, c6 gang hinh thanh
thoi quen “tan ddng”. Vay nhwng nhiéu khi ban lai
str dung loni tan dong qua it, sau khi gidi quyét xong

vin d@ ciing khong cht déng thye hién “Bon nguyén
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tdc marketing” d€ hwréng khach vao viéc mua hang.
Duéi day la “Bén nguyén tac tdn d6ng” chung to6i da

téng hop lai:

(1) Di gap phai van dé gi ciing phai néi nhimg 16i tén déng
Ké sach “ltii mot buére dé tién ba buac”d€ thiét

1ap mot “mdt trdn thdng nhdt” véi khach hang.

(2) (huyén hoa vn dé cua khach thanh co hoi khen nggi.
Sau khi tan déng, ta lai khen ngei khach hang
thi ho sé thdy rat thodi mai, khong khi néi chuyén

ciing dé chiu hon.

@ Nhanh chong chuyén sang viéc ma ta phadi 1am — gidi thich.
Hai bwére tan dong va khen ngoi chi la dé€ tao
khong khi thodi mai cho viéc giai thich. Ban can dwa

ra mot lod gidi thich thda dang va hoan chinh.

@ La tinh hudng dat cau hoi, dra khach hang vao huéng c6
lgi cho viéc kinh doanh.

Néu chi trd I¢ri cau héi, ban sé dé roi vao tinh
thé bi dong, gay bat 1¢i cho viéc khong ché tinh hinh.
Dé c6 thé “diéu khién” tw duy khach hang t6t hon va
tién dén hwong co loi cho ching ta, ban phai biét
cach tan dung ky nang dit cau héi € dinh hwéng
cho khach.

Bén nguyén t4c vang giup doanh thu... m



2. Dat cau hoi — cach giao tiép vdi khach hang
kho tinh nhat.

Ban di bao gi¢r gap phai tinh huéng nhw thé nay
chwa: chung ta nhiét tinh dén tiép khach hang, gidi
thiéu miu m3, tinh ning, gia thanh, dich vy,... tat
ca nhitng thong tin thuyét phuc nhat vé san pham,
nhwng khach hang lai chang néi mot cdu nao? Néu
ban da tirng gip phai tinh hudng trén thi ban da
dwoc gap loai khach hang kho “d6i pho” nhat réi day.

B&i vi khach hang khong néi gi khién ban
khéng thé biét ho dang nghi g, vi thé khong thé néi
trang trong tam va thuyét phuc dworc.

Diéu ban can lam la khién khach hang cha
dong noi ra suy nghi va van dé cta ho. Kha nang dét
cau hoi la rat can thiét. Chi c6 dit dang cau hoi méi
¢6 thé khai thac dwoc yéu cau cda khach hang, sau
do6 goi y hudng di cho khach va cubi cuing thay déi

dwoc hanh vi mua sam.

@ Tai sao ching ta phai hinh thanh y thirc dat cau hoi

vi khdch:

Dirng thic mic tai sao khach hang khéng néi
véi chiing ta mdt cau nao. Chi cé mét ly do, dé la vi
chung ta toan ndi nhitng diéu khach khong thich
lam khach hang mét hirng ndi chuyén, hodc ching

ta it dit cau hoi hodc dit cau hai sai.
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Cac chuyén gia trong nghé thuat ban hang cho
rang c6 bén hwéng dit cau hoi c6 thé lam cho khach

“phédn &ng” nhw sau:

Thu hat chi y, goi nén hivng tha

Khi khich bwée vao clra hang, néu nhw nhan
vién hoic sdn phdm khong thé gay chu y véi khach
thi khach thwong néi: “Ci dé toi ty xem”. Viéc ban
hang dwong nhién sé khé ma tiép tuc dwerc. Nhan
vién ban hang can khoi goi sy to mo ca khach hang
bdng cach ddt cau héi!

Dat cau hoi c6 thé khién khach hang suy nghi
vé vdn dé va dwa ra cau tra 1&i. Vi du nhw “Cé phai
day la lan dau anh dén ctra hang chiung em khéng?”,
“Trw¢re day anh d3 nghe néi dén thwong hiéu cta

ching em chwa?’,...

Khach hang horp tac, cing néi chuyén

Cudc néi chuyén véi khach hang cé hiéu qua
nén dwoc xay dung trén co s& twong tac lan nhau.
Dirng bién khich tré thanh khan gid d€ minh lam
dién vién chinh. Chi cin nghe lién trong 20 gidy la
khach hang d3 cdm thdy phién r6i. Ban nén lya chon
nhitng cau héi thich hgp nhu: “Anh/chj thay thé
nao a?’, “Anh/chij ciing cho la vay ch®?”, “Téi c6 thé

hiéu nhuw thé nay dwoc khong?’,...

Bén nguyén tdc vang gitp doanh thu... m



Goira quan di€m va nodi ro vé quan diém do

Quan diém ctia khach hang khong thay d6i thi
hanh vi mua sdm ciling khé thay d6i dwoc. Nhwng
thay d6i quan diém ctia khich khong phai la viéc dé
dang. Pirng do twdng rang minh c thuyét gido hét
nwéc hét cai la khach hang sé thay d6i theo ban. Ban
can dat cau hoi d€ goi ra quan diém cta khach, tw
khéch noi ra y kién cia minh. Vi du nhw “Khi mua
hang chat lwong rt quan trong phai khong anh?’,
“Anh c6 cho rang khi mua hang, ngoai gia thanh ra

thi dich vu cling quan trong khéng?”..

Tim nhu cdu, xac nhdn théng tin

Hiéu nhu cdu méi mong gidi thiéu dwoce san
phdm chinh xac cho khach. Viéc dat cau héi dé xac
nhén nay cling khong tén qua nhiéu thoi gian, chi
v&1i cac cau hoi: “Anh/chi cha yéu méc n6 khi nao?”,
“Bay gi¢r dién tich nha anh khodng bao nhiéu?”, “Anh
sang phong khach nha anh/chi thé nao?’,...

@ Ching ta nén hoi nhimg gi?

Héi nhirng ciu co6 l¢ri cho minh

Khi bdt dau ching ta hdy hdi nhirng cau cé loi
cho minh ma ta d3 thiét ké sin dap 4n va dé khach

tra 1&i. Cau trd 1o do khach ty néi ra nén c6 thé
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khién khach lam theo nhi¥ng gi minh mong muén
mot cach dé dang. Vi du nhuw:

+ Khi muahang ngoai gia thanhra thi chat lwong
cling rdt quan trong dung khong anh/chj?

+ San phdm tot that sw chdc chan phai dat hon
nhitng sdn pham co6 chdt lwgng khéng bang
roéi dung khong a?

+ That ra d6i voi nhirng san phdm st dung vé
1au dai, dich vu sau khi mua hang lai cang
quan trong dung khénga?

+ Anh/chi néi thr xem, mua d6 cho cha me
minh thi dii ¢6 bd ra nhiéu tién mot chit

ciing dang 1dm chir dung khong?

Khach hang: Déi giay nay soo ngan thi t6i sé
mua. (Khach hang c6 chap mac ca)

Nhan vién: Chi Phwong a, gid cd qud thdt
quan trong nhwng chdt lwong giay ciing
quan trong khéng kém ding khéng a? (Hoi
diéu c6 lgi cho chung ta)

Khach hang: R6 rang la vdy réi!

Nhan vién: Chi Phuvong ding la nguwoi hiéu
biét. Néu nhw chdt lwong giay khéng tot chi
di dworc vai ngay da héng méi that la ddt dé.
Chi da nghi dén diéu nay chwa a? (Tiép tuc

héi thém cau héi ¢6 lgi cho ching ta)
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Khach hang: Um... (Khach ngim thira nhan)

Nhan vién: Giay cé dep hay khéng cting cdn
phdi xem xét vi suy cho cting thi giay cting
la dé cho nguwéi ta ngdm, chi bdo c¢6 phdi
khéng? (héi cau thir ba c6 loi cho chiing ta)

Khach hang: ... (khach ngam thira nhén va
van dang ngdm gidy)

Nhan vién: Chi Phwong g, d6i giay nay tuy co
hoi ddt nhwng chdt lwong tét, kiéu ddng tré
trung, rdt hop vé&i chdn chi. Néu vdy thi gid
600 ngan cting la théa ddng dung khéng
chi? (Hoéi cau thiy tw ¢6 lgi cho ching ta)

Khach hang: Téi néi khéng lai ¢é réi! Nhwng
c6 néi nghe ciing cé ly. Théi dwoc toi ldy
déi nay.

Nhan vién: Chi qud khen réi! Déi nay la hang
mdu, em sé xuéng kho l@y cho chi d6i mdi,

chi cho» mét lat nhé.
Héi cau tién cho khach tra 1o

Trong mdt ctra hang ban sofa khd 16n & La
Thanh, nhéan vién ban hang don tiép chung
to1 rat nhiét tinh: “Chao anh chi! Anh chi mua
sofa dung khéng a?” Chung t6i khong tra
1o, tiép tuc rao bwéce vao phia trong. Nhan

vién do theo sau chung téi hoi do: “Anh chi
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mudn mua sofa nhw thé nao a?” Chung téi

van khong tra 1&i, dao xem mot vong rdi dirng

lai trwére mét bo sofa. “Phong khach ctia anh

chi rong khoang bao nhiéu a?” Ching t6i xem

mdt chat ri roi di.

L6i ma nhan vién nay d3 mac phai la ngay tir
dau da héi nhirng cau khach hang khong tién trd 1o,
sau d6 vdi vang hoi tié€p cau hdi qua phurc tap khién
khach hang khong biét phai tra lod nhw thé nao. Tt
tinh huéng nay c6 thé thay can dit nhitng cau hoi
hop ly, tao thién cdm véi khédch, néu khéng ban sé
kho long ma phd v& cuc dién cang thing do minh tao
ra. Bf quyét 1a ban nén dit nhirng cau héi dé tra loi.

Thuong thi, cdu hoi dé tra 1&i thuong 1a cau
héi 16 rang hodc cau héi dang lwa chon mot trong
hai. Vi du nhw néu ban di mua dién thoai di dong,
nhan vién hoi ban muén mua dién thoai ¢é chirc
ning nhw thé nao thi kh6 ma trd 1&1 dwgc. Néu
chuyén thanh nhitng cau hoéi lwa chon nhw quy
khach muén mua dién thoai c6 phim hay cam ng,
mudn mua loai man hinh 1én hay nhé,... thi sé dé tra
1o hon nhiéu.

Mbt s6 miu cau hoi dang nay:

+ Anh/chi mua cho minh hay mua dé ting a?

+ Anh/ chj thich kiéu thién vé giai tri hay kiéu

truyén thong a?
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+ Binh thwtng anh/chi thich mdc quan rong
mot chat hay kiéu quan bé a?
+ Anh/chi mua d6 ndi that thi coi trong kiéu
ddng mau mi hay c¢6ng ning str dung a?
Hoi cau héi khéng co ap lwc qua lon
Qua quan sat va phan tich nhiéu tinh huéng
thuec té, ching tdi nhan thdy nhiéu khach hang tora
lanh nhat vi nhdn vién héi qua nhiéu cau hoi c6 strc
ép. Khi d6, da phan ho sé tlr chdi, trd 1&i theo hwdng
tiéu cwc hodc gy bat lgi cho nhén vién. Vi thé cau
hoi cda ban can tranh cac tir nhw “mua hay khéng”,
“cdn hay khong”, cac cau hoi dang nhw “Anh/chi mua
qudn do dung khong”, “Anh/chi thich d6 gia dung
nay ch?”, “Anh/chi c6 muén téi gi¢i thiéu mét chut
khong?”, “Cé can téi giup gi khong a?”. Viéc ban can

lam la tdng cwdng tim hiéu, quan sat.

Sau khi khach tra 1¢i, 1ap tive nam thei co’
dat cau hoi

Néu khdach hang lién tuc hoi, con ban chi biét
trd 1&1 nghia la ban da ty ddy minh vao thé bi déng.
Néu nhw muoén bién cdu bi dong thanh cht dong,
ban nén 1ap twc lwa lic vira tra 1&i d€ dat cau hai.
Chi khi nam thé cha dong ban méi mong goi y
hwéng tw duy ctia khach hang. Vi du nhw khi khach
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hang néi “Gid ctia cac anh d&t hon hang bén canh?’,
sau khi giai thich xong vé chat lwgng, dich vu,... ban
nén lap tirc hoi thém: “Anh/chi nghi xem gia ca va
chat lwong thi cii nao quan trong homn?’, “Ngoai gia
thanh ra, anh/chj ¢6 cho 1a chit lweng ciing quan
trong khoéng?’,... Nhu vy sé nhanh chéng chuyén
sw chu y ctia khach hang tir gia ¢ sang cac phwong
dién khac.

Nhan vién: Em chao anh! Xin héi ddy la lan
ddu anh dén ctra hang chung em dung khéng
a? (Chao hdéi khach hang va dit mot cau hoi
dé tra 1)

Khach hang: Ding vay!

Nhan vién: Chao anh, em la Hwong, rat vui
dwoc don tiép anh. Xin héi em phdi xung
hé véi anh thé ndo a? (Khiém ton gi¢i thiéu
ban than va 1ap tire ddt cau héi véi khich)

Khach hang: Téi la Nam.

Nhan vién: Vdng anh Nam, em thdy chdc anh
ciing tham khdo nhiéu cira hang réi diing
khéng a? Anh thdy sdn phdm cta chiing em
thé nao? (Ch1 dong tham do khach hang va
khéng ché tw duy ctia ho)

Khach hang: Sén phdm & ddy ddt hon cdc ctra

hang khdc.
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Nhan vién: Pung la gid ctia ching em c6 ddt
hon mét sé thwong hiéu khdc. Nhwng anh
Nam q, khi chon lwa thiét bi vé sinh, ngoai
gid cd ra thi chdt lrgng ciing rdt quan trong
dung khéng anh? (Sau khi tan déng y kién
ctia khach can héi tiép d€ hwéng ho tw duy
dén phwong dién chét lwong)

Khach hang: Diéu dé la tdt nhién réi.. Thé
nhwng téi thdy san phdm ctua nhirng thwong
hiéu khdc chdt lwong cting c6 kém hon la
bao ddu.

Nhan vién: Cho em dwoc héi anh mét chut,
anh ¢6 nghi rdang chi can dwa vao quan sdt
bén ngoai san phdm la c6 thé danh gid dworc
chdt lwgng ctia né khéng? (Sau khi phan héi
cho khach thi ddt ngay cau héi khac)

Khach hang: Qud thdt téi ciing khéng dwoc
ranh ldm...

Nhan vién: Diéu nay ciing la binh thwdng thdi
g, dit sao thi ching ta ciing khéng thwiong
xuyén di mua nhitng sdn phdm nay ma. Anh
Nam a, em lam trong nghé nay ciing dworc 10
ndm ré6i, anh c6 muén em gi&i thiéu xem nén
chon nhitng sdn phdm st dung ldu dai nhw
thiét bj vé sinh nhw thé nao khong a? (Khong
voi giai thich, sau khi ¢ phan hoi cho khach
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nén hoéi tiép dé€ dan dat tw duy ctia khach,

lam bwéc dém cho cau tra l¥i tiép theo)

Dirng ngai dit cau hoi cho khdch hang, khién
khach hang néi cang nhiéu thi ty 1é thanh céng cta
chiing ta sé cang cao ddy. D6 chinh la ky ndng dworc
str dung nhiéu nhat trong khi giao tiép v&i khach

ctia nhitng nhan vién ban hang xuat sic.

3. Khen nggi — dé dang lay cam tinh cda khach hang

Qua trinh giao tiép gitta khach va nhan vién
ban hang khéng chi la giao dich thwong mai ma con
la giao lwu tinh cdm. Du la tan d6ng hay khen ngoi
cling cdn xudt phat tir s chan thanh. Pirng voi va
ban hang ngay khi khach bwéc chan vao cira hang,
hay hinh thanh thoi quen noéi chuyén than tinh va
tran trong khach hang.

(1) Nim chic thoi co tht nht dé khen nggi khich hang

Vay lac ndo 1a thoi co dé khen ngoi khach
hang? Nhiéu ban khen khach ngay khi ho vira xuat
hién, nhwng thyc ra lic nay khéng hiéu qua. Thycra
ban va khach lic d6 da hiéu gi nhau dau, thém nira
tam ly ctia khéch luc d6 1a canh giac, nén 1oi khen c6
thé khién khach hang khéng thodi mai va hoai nghi
rang ban c6 y d6 khong t6t. Cudc noi chuyén sau dé

sé kho vui vé duorc.
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Tét nhat ban nén khen ngoi khach hang sau
khi da no6i chuyén v&i nhau it nhiéu, dic biét la khi
khach hang vo tinh hay hiru y d€ 16 ra thong tin vé
ban thin (nghé nghiép, thu nhap, nguwdi thén, tai
san ca nhan,...). C6 vdy thi ho m&i thodi mai va thu

hep khoang cach vé&i chung ta.

Mot nguwoi dan 6ng kho ang chirng 50 tudi
bwéc vao mét cira hang thoi trang cdng sé
nam c¢ tiéng trong thanh phé. Sau khi chao
héi xong, nhan vién chudn bi gi¢i thiéu cho
6ng ta mot bd quan do. “B6 nay khéng dugrc!
Nam ngodi t6i da mua mét bd com-1é tang con
trai t6i khi né thi dé vao Pai hoc Bach Khoa
r0i, bd d6 gidng bd nay 1dm!” - ngwori dan 6ng
1&n tiéng néi nhw thé s¢ nguwdi khac sé khong
nghe thdy. “Khéng sao dau a, con trai la con
trai, bac la bac chtr. Hon nira néu cha con
bac mic giéng nhau c6 khi cang dep.” Ong ta
khéng thich bo d6, nhan vién con gi¢i thiéu
cho vi khach nay vai mau quan 4o khac ciing
rdt dep nhung tir dau téi cudi 6ng ta khong
néi mot 1o nao, cudi cuing bo di.
Vay nhan vién nay dd méc phai 15i gi? Nhiéu
nhan vién thwéng hay than phién rang “Khach hang
ching c6 gi d€ khen ca!” nhwng thyec ra, c6 rat nhiéu

co hdi ma ban khong nhanra.
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O vi du trén vi khach kia néi 1ém réing con trai
ong dy thi d6 vao Dai hoc Bach Khoa, chitng té réng
éng dy c6 tam ly wa hw vinh nhung nhan vién lai
khéng ndm bdt dwoc. Trong mit nhan vién chi c6
qudn do, ma bd qua cdm nhan ctia khiach nén di lam
khach phat long. Nhitrng lic nhw vdy, ban nén tam
thoi ddt sdn phdm sang mot bén, quan tdm hon téi
tam ly khach hang, khen ngo1i ho va goi y cho khich

nhitng san pham twong tu.

Nhan vién: Dé chdu gidi thiéu véi bdc bé trang
phuc méi cia cbng ty ching chdu. B§ nay
khéng cdn phdi la, mau sdc trang trong,
thiét ké cting dep. Chdu tin chdc bdc mdc lén
ngwdi sé rdt dep... (Nhan vién con chua kip
ndi hét di bi khach hang ngat lo1)

Khach hang: Khéng dworc, khéng dwoc! Ndm
ngodi t6i d@ mua mét bé com-lé tdng con
trai t6i khi né thi d6 vao Pai hoc Y rdi, b
dé giéng bé nay lam! (Khach lén tiéng néi)

Nhan vién: Oi bdc oi! Pai hoc Y ldy diém cao
ldm. Chdu nghe néi ndm ngodi cd tinh minh
chi ¢6 vai hoc sinh thi d6 vao d6! That la
ngwéng mo bdc, bdc cé anh con trai xudt
chiing qud!

Khach hang: Ha ha ha...
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Nhan vién: Bdc g ché chiing chdu con c6 hai
mdu com-lé twong tw vdy, chdu nghi ciing sé
hop véi bdc. Hay la bdc thte xem xem... (sau
khi khen ngoi dung lac hdy thay déi trong
tam hwéng vao vdn d8 can thiét)

Khach hang: O’ dvoc...

Nhanvién: Vang g, vdy bdc qua bén nay véichdu...

(2) Cén phai khen that long va tinh té

Cé trworng hop nhan vién khen khach hang lai
khién ho cam thdy ngai ngung. Ly do chinh la vi loi
khen ctia chwra chan thanh. Vi l&i khen khong ding
véi s that hodc do ta khong tim dwoe dung chi tiét
cu thé dé€ khen nén van khién khach hang cam thay
khéng chan thanh va khong dang tin, ban thin nhan

vién ciing thay khong tw tin.

Trong mét clra hang thoi trang, ¢6 nhin
vién dang gitip mét c6 gii ddng nguwdi hoi map
thir d6. Duwdng ly & chiéc quan co gai kia mdc
duwdng nhw sdp buc ra, bung c6 gai nhw nguoi
mang thai 6 thang. Da vay, ¢6 nhan vién lai con
¢6 thé khen dworc rang: “Chi Minh, chi mac
b6 nay dep lam!” C6 gai luc d6 khong hiéu gi,
dé mat cwdi ngai ngling: “Hinh nhuw la c& nay
hoi nhd?” C6 nhan vién cing that hai hwdc:

“Khong sao dau chi Minh, chiéc quan nay lavai
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thun nén d4 co gian rit tat. Chi mdc vai hém

la né cdng rathé6i!” Mdy khach hang khac dang

chon @6 & d6 nghe vay déu cwdi 16m, ¢6 gai kia

vi va ddt chiéc quan xudng roi bo di.

C6 nhan vién da khong hiéu rang: 11 khen nén
dua trén sy that va chi tiét, tuyét d6i dirng nén néi
diéu khong nén noi, néu khong sé tré thanh khen
bay. Mot nhén vién ban hang xuit sdc la ngwoi gidi
tim ra nhirng wu di€m cta khach va khen ngoi mét
cdch chan thanh, cau thi.

Vi du trong tinh huéng trén, néu nhw dang nguoi
ctia khach hang khéng dwoc dep thi ching ta hiy tim
wu diém vé nwére da d€ khen ngoi, néu nwéde da ciing
khong dep, hdy tim wu diém & d6i mét, néu nhw nwéc
da d6i mat déu khong dwoc dep thi ta c6 thé khen vé
kiéu tdc,... Tom lai, ching ta nhat dinh phai khen vé
nhiig diéu dang va dang tw hao cia khach.

(3) Tach bigt I Khen

C6 diéu can chu y la khéng nén khen ngoi
khach hang qua pho trrong, cang khong nén noéi
qué nhiéu ttr hoa my trong mot lan. Lam vay sé chi
khién nguoi ta nghi rdng dong cor cia ban khéng
trong sang! Chac chan khach hang sé canh giac hon,
vd hinh chung ban da xay mét birc twong ngan cach

gitra ban va khach hang réi.
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Ban nén sdp xép lod khen trong sudt qua trinh
no6i chuyén véi khach hang. M6i mét lod khen chi
can mot hai cau, va phai dé khach thay d6 la nhirng

lori that long, ty nhién va thodi mai.

(%) Knhen ngai trong qud trinh trd 13 thic méc cia khach hang

Néu ai d6 ném vién da vé phia ban, phan trng
dau tién ctia ban la gi? Ban sé chay di hay ding lai
thu don né? Khi khach hang bt bé ban, phan rng
dau tién ctia ban 1a gi? Ban sé d6c toan tam toan y dé
trd 1o cau hoi @6 ch?

That ra, d6 khong phai 1a mot cach hay. Cach
t6t nhdt 1a ban nén vira gidi quyét cau hoi vira khién
khach hang hai long vira y, ban nén hoc cach khen
ngoi khach ngay khi gidi dap cau haéi cta ho.

Nhan vién: Chi Ha g, khéng mdc thi¥ qudn sao
biét c6 hop hay khéng dworc. Chi cir thir mdc
di, bén nay a!

Khach hang: ... hinh nhw c6 vé hoi chdt. (Hiéu
{rng téng thé vin chip nhin dworc)

Nhan vién: Chi thdy hoi chdt a? Cho em héi
mét chit, ¢6 phdi trwdce ddy chi thich mdc
kiéu qudn ddng réng ding khéng a? (Thong
qua cdu héi budc khach hang suy nghi)

Khach hang: Ciing gdn nhw thé.
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Nhan vién: Vdy thi chdng trach dwoc! C6 thé
tam théi chi vén chwa quen ddy. Kiéu qudn
nay né nhw vdy ddy a. Chan chi dai vay em
nghi mdc kiéu qudn bé mét chut sé cang dep.
(Dong tinh véi khach sau d6 chuyén sang
khen ho, tir d6 thic ddy viéc mua ban)

Khach hang: Vdy a? Nhung téi vdn hoi lo...
(Khédch hang dung dang chwa quyét dinh,
ltic nay nhan thém mét chat)

Nhan vién: Mdc mét thoi gian chi sé thdy quen
thoi. Chj dirng ngai, thay d6i mét chut cling
la dé lam mé&i minh véi nhitrng nguwdi xung
quanh. Chj thdy sao? (Day thém mot bwéc)

Khach hang: Théi duorc, téi nghe c6 thir xem sao!

Nhan vién: Cdm on chi, dé em géi lai cho chi nhé!

C6 thé nhiéu ban sé khong dong tinh va coi

nhitng 1o khen ngoi dé la vo nghia. Nhung qua
nghién ctru nhiéu treorng hop, chung téi thiy rang
lam kinh doanh phai hoc cach noéi nhitng loi “vo
nghia” do cho tai tinh. D6 la cach dé khoéng khién
khdch hang im ling, 1a cach dé tao méi quan hé hai

hoa gitra ban va khach hang.

(5) Lai khen hay 13 phai nang khach lén va tao dugc dong cam
Bi quyét dé khen ngoi khach hang la nang

khdch lén bang cach “so sanh twong phan” va tao
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sw ddng cdm v&i khach hang. Nghia la ban cé thé
13y chinh minh hodc ngwoi khdc ra dé so sanh véi
khach hang & mot mat nao d6, da dé khién khach
lién twdng xung quanh sw so sanh d6. Lam vay ban
sé dé dang tao dwoc s cdng hudng cam xuc.

» Vi du 1: Anh Vwong g, khu biét thw Royal c6
I€ la khu cao cdp nhdt & ddy, mét mét vudng
it nhdt ciing hon so triéu. Téi lam viéc cdt luc
cd ndm tréi chdc cing khéng mua néi mét
mét vubéng ddt mdt théi. (So sanh thu nhap
ctia minh vé&i khach)

* Vidu2:Anh Virong thdt 6 hiéu, con nhé mua
qua cho hai bdc nha niva. Em mdy ndm nay
chwa biéu dwoc gi cho cha me cd, nghi lai thdy
that hé then. Diém nay thi em phdi hoc tdp
anh réi! (So sanh ban than véi khach hang).
Cting duing théi, cha me vi chiing ta ma vt va
cd do, chiing ta cting nén ¢ gdng lam nhirng

gi t6t nhdt! (Khoi tri lién twong & khach)

(&) Nnimg chi j khac khi khen ngai khich hang:

Néu dé lakhach hang mdi, ban nén git phép lich
sw, khong nén tuy tién khen ngoi qua khoa trwong
dé tranh tam ly khach hang nghi ngor, dé phong.

Néu nhw 13 khach hang quen, ban nén cha y

dén trang phuc, trang strc, bé ngoai, kiéu tdc,... c6
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thay d6i gi hay khéng. Néu c6 thi hdy tang vai 1oi
khen ¢6 can ctr va chan thanh chi khéng nén gwong
ép ma ddy khach hang ra xa.

Dwong nhién néu khach hang da thanh toan
xong thi nhan vién cang can khen ngei dé€ ho thém
tw tin. Vi sau khi mua hang, khach thwong ban
khodan khéng biét liéu cé phai minh da bi mua “h¢”
hodc mua &6 khong phit hop khong. Ban c6 thé noéi:
“Anh qud 1a ¢6 con mit tinh twong! Dy 1A miu ban
chay nhdtvao th&i diém nay cta chiing em, rat nhiéu
khédch hang cling thich né!” Nhw vay ho sé thdy rat
an tam va thoai mai.

Ngoai ra, néu khen ngwoi di cing khach hang
hodc mwon 1&i nguwdi khac dé€ khen khéch thi hiéu
qua t6t vo cung. Vi du nhw ban ¢6 thé néi “Chéng chi
Hwong that la hanh phuc khi ¢6 mét nguwdi vo vira
dep vira khéo nhw chi” hodc la “Dang ddy a, nguoi

khach ldc nay ciing néi chi rat c6 gu thaim my’,...

4. Huwdng dan mua hang — cong cu giao tiép tang hi¢u
qud tiéu thy hang hoa
La mot nhan vién ban hang, ching ta can c6
y thirc cht dong goi hwéng tw duy va hanh vi cia
khach, hwdng khach vé phia c6 loi cho chung ta.
Néu nhw chiing ta chi din hoi hot hodc khéng dung

lac thi chdc chan hiéu qua sé khong cao.
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Kinh doanh that ra 1a mot mén nghé thuit dan
dit, nhan vién ban hang gidng nhr mét ngudi dan
dwong. Dya vao nhitng nghién ctru vé qua trinh
giao tiép trong ban ¢, chung tdi dwa ra bon phéan

doan can quan tam:

(D Kni khach budc vao cira hang

Khéng c¢6 khach hang chung ta khéng thé c6
doanh thu khd dwoc. Khi khach vao ctra hang, du
khach cé dit ra cau héi gi, chung ta cling khong can
thiét phai tranh ludn dung sai v&i ho. Cai chung ta
cin lam 1a binh tinh x{ ly cau héi ho dwa ra, dong
thei dan khach di vao bén trong cira hang. Vi néu
nhw khach chi dirng chan & cira ma khong di vao
bén trong hodc chi & bén trong mét vai phut thi ban

kho ma ban dwec hang.

(@) Kni khach xem sén phdm

Khi khach hang vao trong ctra hang, c6 thé ho
sé ngdm nghia xung quanh, hodc ¢6 hirng tha véi
mau san phdm nao d6. Nhung lic dy sy chu y cia
ho vin con bi phan tan, chwa thé tap trung. Khi d6
nhan vién c6 thé cht ddng dat cau héi dé khach noi
ra th ho can. Chi can biét khach hang can gi la
chting ta c6 thé gi¢i thiéu san pham tot hon cho ho.

Thé nén khi khach di ngdm san pham, nhan vién
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phai biét chtt d6ng dat cau hoi d€ din dit suy nghi
ctia khach.

(3) Khi khach hang thir san pham

Sau khi giup khdch chon dwec san phdm phu
hop, ching ta nén gi¢i thiéu qua nhitng gi khach
hang can & san phdm. Nhuwng néu chi gi¢i thiéu
miéng théi thi khach sé khéng chu y 1au. Tét nhat
ban nén vira gi¢i thiéu cho ho vira d€ ho thi cac
tinh ndng ctia san phdm. Nén tdp théi quen chu
dong dé€ khdch hang thir hét wu diém ctia san phdm
mot cach toan dién. Vi du nhw néu 1a trong nganh
giay dép, thoi trang, néu khach chwa thir @6 thi du
ho ddt ra cdu héi nao cling nén xi ly don gian dé ho

thir d6 ngay.

@ Khi khach mua hang

Budre ban hang la bwée cudi cing dé dén thanh
cdng. Sau khi xtr ly xong nhirng vdn dé quan trong
nhw thong bao gia cd, ching ta phai d€ khach tra l&i
bang cach dat cidu héi nhw: “Anh/chi thay c6 phai
khéng?”, “Anh/chi thdy sao?’,... Chi can ho im ling
khong néi gi la chung ta c6 thé cha dong viét héa
don cho ho va dwa ho ky.

Cac ban c6 thé thdy ngwdi ban hang ciing chinh

13 “ngudri dan dwong” Dan dwdng suy nghi 1a phai

Bén nguyén téc vang giup doanh thu... m



biét khong ché suy nghi ctia ho. Khi suy nghi ctia
khach hang bi ta din dwong rdi, ta ¢ thé chuyén
bién hanh dong. Vi thé, ban nén gii thé chu dong
trong giao tiép voi khach hang.
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CHUONG 5

Chao hoi khich hang — xuat phat
thanh cdng, xay dung mdi quan hg

« an sw khéi ddu nan”! Buéc chao héi

khach hang, xdy dung dwoc méi quan

hé hai hoa véi khach hang la bwoc khéi dau khéd

khan nhét d¢é€ quyét dinh sw thuan lgi ctia giao dich
sau nay.

Nhitng nhan vién ban hang xudt sic dac biét
chu trong t¢i viée tao dung méi quan hé véi khach &
giai doan tiép xuc ban ddu. Thanh cong & giai doan
nay nghia la ban da thanh c6ng mét nira. Hay c6
gang pha boé 16p bang, birc trong ngdn cach gitra
ban va khach hang dé cé thé giao tiép vui vé va tw

nhién nhat.

Chao héi khach hang - xudt phat thanh cong.... [[JEPO



1. Phuong phép ding dan quan trong hon nhiét tinh
thai qua

Néu bi nhét trong mét can phong, ban sé ding
céch nao d€ thoat ra ngoai? S€ c6 rat nhiéu dap an:
“Dap ctra x06ng ra’, “dung tua-vit thao clra ra’, “cay
clrara’,... Thirc ra van con mot cach nira d6 la “Dung
chia khéa dé mé”. Theo ban cach nao don gian va tot
nhét. RS rang la cach dung chia khéa roi!

Trong linh vwe ban 1é ciing vdy. Ching ta luén
c6 nhiéu cach gidi quyét cho cung moét van dé. Vay
nhuwng rit nhiéu nhan vién ban hang da danh mét cor
hoi Iwa chon ctia minh khi chi 4p dung mét phwong
phédp cho moi trieong hop. Néu nhw phwong phap
sai thi du ban c6 cham chi dén may ciing khong
nhan dwec thanh qua.

Hay tap cho minh théi quen tim ra cach gidi quyét
don gidn nhat thay vi di tim ly do bao bién khi gdp phai
van dé phat sinh nao dé. bé tim dwoc phwong phap
ding ddn nhat, nhan vién ban hang can khong ngirng
hoc hoi. Thuce ra khong hoc cling ¢6 thé kiém dworc
tién nhung tién ki€ém dwoc vo cling it; néu muén kiém
nhiéu tién nhat dinh phai chiu kho hoc héi. Chi c6 hoc
ma&i c6 thé giap chung ta lam viéc théng minh.

Mbt vi khach bwdre vao cira hang dét may, c6

nhan vién ban hang nhiét tinh budc téi chao
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mdy cdu qua loa cho c6: “Chao chi! Ctra hang
chiing em vira ra mit miu méi, m&i chi vao
trong xem ty nhién!” C6 vé nhw vi khach kia
cing khong hing tha 1dm. C6 nhan vién bt
dau “tiép can” d€ 4p dung chién thudt, ddng
thoi miéng noi véi khach khéng nglirng nghi:
“Chi mudn xem gi a?”, “Chi muén mua vé chdn
ding khéng a?’, “Chi da tim dwoc bd ung y
chuwa a? Déem gi¢i thiéu giup anh!’, “Chi muén
mua v&i murc gid bao nhiéu a?’... Khach hang
xem hang va khong noi gi hét. Khi dy dot nhién
nhan vién ban hang héi mot cau khién ngui ta
kinh ngac: “Cé phai chi c¢ diéu gi khong thoai
mai ddng khong a?” Vi khach lac ddu pht nhdn.
Nhan vién kia héi don: “Vay tai sao chi khong
n6i gi?” Luc do vi khach dwong nhuwr 14y lai binh
tinh, 1ap tlec dap tra: “Sao t6i lai phai ndi chuyén

v&i c6 che?” Néi xong ba ta bure tive bd di.

Tai sao nhan vién ban hang da nhiét tinh dén
vay ma van bi khach ddp lai lanh lung? Nguyén nhan
c6 phdi & khach hang khong? Chung ta 43 bao gio
nghi xem minh nén thay déi diéu gi chwa?

Thuc ra, trong vi du trén, cach chao héi khach
hang nhw vay c6 thé van c¢6 hiéu qué & thei diém
mudi ndm trwede. By gior ta dang & thé ky 21 r6i,

khdch hang da khon ngoan hon nén khong thé van
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stt dung cach thirc tir mudi nim trwéc dwoc. O
budc chao hoi nay, thong thwdrng nguyén nhan that
bai déu xudt phat tir phia nhan vién.

Viéc chao hoi twdng nhw rat don gian nhung
cho du don gian ching ta van cin hoc cach dé lam
cho tét.

2. Khi khong 6 khach hang thi ban lam gi?

Kinh doanh cling ¢6 mua, nén cira hang chac
chén sé ¢6 ltc vdng khach. Diéu nay c¢6 thé lam cho
tinh tich cwc clia nhan vién bi gidm sut, ho bat ddu
cdm thidy mét mai, tham chi té liét khi phai doi cher
trong thoi gian dai. Cé nhan vién doc bao, 1én mang,
an vit, nghe nhac,...; 6 nguoi lai ngdi ngay mot cho,
nhin ra phia ctra ra vao. Tam ly ch¢ doi mon méi c6
thé khié€n nhan vién lung ting khi c6 khach hang
buérc vao clra hang. Ho ¢6 gang tim du moi cach dé
gidi thiéu hét san phdm nay dén san pham khéc, con
khach hang thi ching bubn ngé ngang dén. Tam ly
vi thé cang ning né hon.

Ban thuwéng xuyén tréch ct khach hang rdng
khach hang bay gi¢ that la kho tinh. Nhung thay d6i
khach hang dau phai chuyén don gian, hay thir thay
d6i ban trwérc di da. Bay gidr cac ban hay nghi xem:
khi khong c6 khach dén ctra hang, ban sé lam gi? Ban
¢6 mudén nhanh chéng thay d6i tinh canh nay khong?
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3. Lic lam an khong tot la luc ching ta ban ron nhat
Muén biét mot ddi quan c6 danh thang tran hay
khong, hdy quan sat binh si khi khéng phai ra tran.
Néu luc binh thwong khong phai ra trén, binh si
budng 1ong ky ludt, it luyén tap thi ching ta khong thé
hy vong ho sé chién ddu anh diing khi 1am trédn dworc.
Mot ctra hang that sw ¢é tinh canh tranh khong
déanh gid vao lic lam dn phat dat ma xem xét biéu hién
tinh than ctia nhan vién khi ctra hang d6 lam &n khong
t6t. Néu nhw khi viéc kinh doanh di xudng, tinh than
moi nguwoi U rli, mét moi thi khé ma danh thing tran
duwoc. Trén thwong treong khoc liét nhw bay gio,
nhirng ctra hang nhuw vy sé bi dao thai dau tién.
Chung t6i cho rdng cang vao lic viéc kinh
doanh khong thuan lei, thi nhan vién cang phai ban
ron. Vay rot cudc ban nén lam gi vao luc nay? Hay
cham chi lam nhitng viéc lién quan dén linh vie cla
ban, luén ddt minh vao trang thdi lam viéc, nhw don
dep ctra hang, sip xép cac san pham, bai tri lai ctra
hang,... Nhw vay, khach hang nhin bén ngoai vao
sé thdy nhan vién ban biu, sé€ c6 cdm gidc clra hang
nay kinh doanh t6t va dwong nhién sé bi thu hut.
Khi khach bwérc vao clra hang, ching ta ngirng viéc
dang lam dé€ ra chao héi khach cling tw nhién hon.

Chudi ctra hang KFC 1a mdt vi du thue t€. Néu

Chao héi khach hang - xudt phat thanh céng.... [JEPO



dén mot ctra hang KFC vao 10 gi® sang, ban sé thay
cac nhan vién déu ban ron dé€ chudn bi cho mot ngay
ban hang. Ho sdp xép ban ghé, don dep vé sinh dé
tao nén mot bau khong khi ban ron va ddy stre séng,
tir d6 thu hat khach. Dwa trén viéc khao sat hon
200 clra hang ban 1é, chung t6i phét hién ra mot ddc
diém: hiu hét cic clra hang ¢ doanh thu t6t déu
ban ron lam viéc khi khong cé khach ghé qua.

Khi &y ngwod quén ly nén lam mét viée do la
“lén day cot” tinh than cho nhan vién, ddc biét la
nhitng kién thtrc v& sdn phdm va cdc kj ning ban
hang. Thong qua viéc t8 chirc lai nhan vién, mot mat
tao bau khong khi ban ron cho ctra hang, mat khac
cling @€ nang cao kha nang thanh cong trong giao
ti€p v&ri khach hang ctia nhan vién. C6 thé néi dé la

mot mii tén trang dworc hai dich!

4. Ba tuyét chiéu chao hoi khach ciia cira hang

Néu chao hoi, lam quen t6t thi viéc mua ban sé
tré nén don gian, ty nhién hon rat nhiéu; ngworc lai,
néu lam khéng t6t thi ngay khi bt dau, ban da ty tao
nén tdm man dé phong gitta nhan vién va khach hang,

Chung toi phat hién ra, c6 mot van dé thwdng gap
trong bwéc chao héi khach hang ctia nhan vién la ho
thwong bt dau & thé bi dong. Dwdi day laba cach chao
hdi, lam théan c6 thé khac phuc dwroc tinh trang nay.
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(D hao hoi khong don tiép

Lam kinh doanh khéng khac gi mdt tro choi xac
suat! Du vi trf clra hang cda ta c6 dep dén dau, cach
bai tri c6 bdt mdt thé nao, sdn phdm cta ching ta c6
chat lwong ra sao hay ki nang ban hang ciia chung
ta cé cao siéu thé nao thi cling khong thé chinh phuc
tat ca khach hang. Cé thé trong 100 ngwdi dén chi ¢

30 ngwoi la khach hang cia ching ta ma thoi.

Cha t6i di khang chién ca déi, sau khi nghi

hwu, 6ng ldy cau cd lam tha vui 1&n nhét cha

minh. Do t6i thwdng di lam xa nha nén it c6

thoi gian & bén cha me, trong long hé then vo

cung. Mét ngay no t6i quyét dinh danh théi

gian di cau ca v&i cha t6i. Nhung diéu khién

t6i hoi budn la hinh nhw 1d cé chi thich can

cdu cda cha. Dung ltc t6i dang chan nan, cha

t6i ndi r6 nguyén nhan: “Con chon sai mdi cau

rdi. Con dung mdi cau ca diéc thi lam sao cé

thé cau dwoc ca chép co chir?”

Mot cau néi ngan gon trong cau c& nhwng khién
chiing ta nghiém ra nhiéu diéu. That ra, thwong trieéng
giong nhw mot hd cau 1om véi da loai ca khac nhau.
Khéch hang ciing hét strc da dang véi nhiing tinh cach,
s& thich,... khong giong nhau. Vi thé chiing ta can phai
dung nhiing phwong phép khac nhau dé tiép d6n ho.

Chao héi khach hang - xuét phat thanh céng,... m:)



Trén thyc té chung toi thdy rang khong phai ai buérc
vao ctta hang nhén vién ciing phai ra don tiép.

Chao héi khéng don tiép 1a théng qua phwong
thirc hdi thim khach d€ chao héi, sau d6 “lay tinh
ché dong”. Nghia 1a doi khi thoi co tiép can dén, vi
du nhw khi khach hang cht d6ng nhe tw vdn hodc
khach hang hirng tht v&i sdn phdm nao dd, ching
ta m&i chit dong phuc vu khach hang. Phwong phap
nay dic biét pht hop dé tiép don nhirng khach vang
lai, khach khéng dé néi chuyén hodc trong trwong
hop clra hang c6 qua nhiéu khach. Nhwng phwong
phap nay kha bi ddng nén hiéu qua cong viéc thwong

thdp, khdng nén st dung nhiéu.

(@ Phuemg phép truyén thing — gidp o khach hang:

Khi khach bwéc vao trong cira hang, nhirng
nhan vién ban hang xudt sic thwdng quan sat va
phat hién ra xem khach hang dang can minh giap
diéu gi. That ra, dady méi chinh la thoi co tot nhat dé
don ti€p khach hang. Béi vi néu nhan dwoc sy gitp
d& chéan thanh tir ngwot khac, khach hang sé thay
rat dé chiu. Khi d6 cudc trdo chuyén gitra ching ta va
khéach hang sé thuan lgi hon rdt nhiéu.

Vay ching tanén lamgi dé giup d& khach hang?
Nhiéu ban nhan vién lwa chon cach rét nwée cho
khdch, dwa khan cho khach, git tdi xach hodc 46 di
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mua cho khach, moi khach ngéi hodc trong con cho
ho,... That ra nhitng viéc d6 khéng sai nhwng quan
trong la ban lam nhitng viéc 36 nhw thé nao.

Phuc vu trong kinh doanh la lam nhirng viéc
rat nhé nhdt, nhwng dé lam t6t nhirng viéc nhoé ciing
can phai hoc héi. Vi du nhw ban mudn gitp khich
hang bdo quin d6 dac, nhwng khach lai khong
mudn thi ban tinh sao? Lac @6 ban nén ndi gi dé
khach hang tw nguyén dwa d6 cho ban bdo quan?
Hay danh thoi gian d€ suy xét moi tinh huéng c6 thé
xdy ra méi tranh dwore nhirng boi réi khi gdp phai.

Khi phuc vu khach hang nén c6 sy sang tao, lam
nhitng viéc ma d6i thi canh tranh chwa lam hodc chuwra
ng¢ téi. Hay gitip d& khach hang bang sw chan thanh.
Lubn ghi nh¢ ring khong phai khach hang khong
can s gitip d& ma la vi ching ta khong ding trén lap
truwdng cia khach hang dé chta dong giup d& ho. Ban
nén van dung phwong phap nay nhiéu hon trong céng
viéc vi né Ia cach hiru hiéu nhat dé€ giup ban nhanh
chong thu hep khoang cach véi khach hang.

Str dung phwong phap giap d& khach hang
nhw thé nao?

Néu trén tay khach dang cam vai ba mén d6
khong qua dat @6 (néu tui hang hiéu thi bé qua),

nhan vién ban hang phai lam moi cach dé€ “gianh”
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moén d6 do dé tay ho dwore thodi mai chon hang. Vay
thi “gianh” nhw thé ndo? Duéi day 1a mot s6 mau
cau da dwoc tmg dung thanh cong:

+ Lan thir nhdt: Anh mang nhiéu d6 thé kia
vira nhin d3 cdm giac sdp roi roi. Dé em cim
bét gip anh nhé! (néi xong dirng ché khach
tra lod ma hay 1ap tiee chi dong lay do)

+ Lan th hai: (néu 1an dau khong thanh céng)
That ra anh ¢6 mua hay khéng ciing khong
sao cd, chung em v8n c6 dich vu nay ma. Hon
nita chung em c6 nhan vién trong gitr do
riéng, anh ctr yén tam di a. D€ em gitip anh ddt
xudng trwére nhé! (ndi dwa vao tam ly khong

yén tam va s¢’ phién todi ctia khach hang)
Phwong phap truyén théng - dat cau héi

Néu trong trwong hop qua that khach hang
khong c6 gi dé giap d& thi lam thé nao? Thuc ra,
ngoai phwong phap khong ti€p dén khach va
phwong phap gitip d& ra vdn con mét cach dworc st
dung rong rii trong nhiéu tredng hop, nhigu hoan
canh, d6 la dat cau héi!

Phwong phap dit cau héi vira dan dit khach
hang tham gia vao cudc néi chuyén, vira tirng buéc
thuic ddy khach hang chuyén sang hwéng mua sdm

d6. Nhan vién ban hang van dung phwong phap nay
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sé & thé cha dong tich cwe. Vi thé ma yéu cdu ctia né
d6i voi nhan vién cling cang cao. Phwong phap nay
pht hop véi nhitng khach hang quen hodc khach
hang quan trong. Diéu cdn ddc biét chay la: nén bt

dau bang nhirng cau hoi don gidn, khach dé trd 1o

Buwée vao mot clra hang ban dién thoai di
dong, téi dwoe ba nhan vién ban hang dén tiép.

Nguwoi ban hang thé nhdt la mét “anh
chang dién trai”, cdu ta chao héi t6i nhiét tinh:
“Anh mua dién thoai ding khéng a?” Toi chang
ndi gi, tham nghi: Pén ddy khéng mua dién
thoai chang nhé lai dén d€ ngdm ciu chic? Toi
lanh lung di qua gian hang ctia cdu ta.

Nguw&i thir hai la mét “anh chang bon mat”.
Cau nay chao héi t6i nhiét tinh hon ca cau
trieére: “Anh mudn mua dién thoai nhw thé nao
a?” Téi lai cang khong hé miéng ndi cau nao.
Cau héi nay qud la rong, khong biét nén tra loi
nhuw thé ndo niva, tot nhat 1a khong trd 1oi.

Nguoi thir ba 1a mot c6 nhan vién da gia
ddn. C6 nay rat ra dwore bai hoc nén truece tiép
héi t6i: “Anh mudn tim hiéu vé dién thoai
phim hay dién thoai cam tng a?” T6i luén
cho rdng dién thoai cdm &ng kho gii¥ gin nén
thudn miéng ndi: “Loai c6 phim di!” “Anh a,

dién thoai c6 phim dé dang sir dung, nhiéu
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khach hang nam vin chon loai sdn phidm
nay. Thé anh thich loai man hinh lén mét
chat hay nhé théi a?”, ¢6 nhan vién bét dau
do héi t6i. “Dwong nhién man hinh lén mét
chut thi khi doc tin nhan sé tién hon rdi”...
Sau d6 tdi 43 mua mét chiée dién thoai man

hinh réng & gian hang cta ¢6 nhan vién dy.

Tinh huéng trén thit chang hiém hoi gi.
Nhwng ban dd bao gior dat cau hdi tai sao hai nhan
vién treée d6 déu “hy sinh” con nhan vién thir ba
thi ¢6 thé ban dwoc dién thoai chwa? Thuwc ra bi
quyét khéng ndm ngoai phvong phap dat cau hoéi.
Nhitng cau héi don gian, dé tra l&i sé dé dang khién
khach hang m& miéng noéi chuyén hon, tao da dé
noi chuyén chi tiét hon véi khach. Chi can khach
hang chiu néi chuyén la viéc chao hoi'da thanh cong
& buwdc quan trong dau tién, nhivng gi sau d6 sé dé

dang hon.

Dat cau hoi véi khach hang nhw thé nao?

Nhan vién: Hoan nghénh anh dén ctra hang
ching em a! (Khiach hang mim cwoi gat
dau, vay thi ho 1a ngwdi dé néi chuyén,
nhan vién nén 13p tirc ddt cau hoi) Pay la
lan ddu tién anh dén day phdi khéng a? (Dat

cau héi don gian dé tra lovi)
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Khach hang: Um, sao truwéc day téi chwa nghe
néi dén thwong hiéu nay nhi? (Khach hang
da néi chuyén réi)

Nhan vién: Anh chwa biét dén thwong hiéu
ching em tirc la chung em lam viéc van
chwa t6t réi, day la 16i cia ching em. Nhwng
khéng sao, hém nay anh dén vira dung lic
em c6 thé giéi thiéu véi anh mét chut roi.
Nha anh dang lam dén ddu ré6i a? (Pau tién
ha minh d€ lay thién cdm cta khéch, sau dé
chuyén hwéng dat cau hoi dé di sau vao van
dé chinh)

Khach hang: Phdn mdt bdng ciing tam 6n roi.

Nhan vién: O, vdy bdy gi¢r la liic nén chon dé
gia dung r6i ddy a. Chon d6 réi trang tri
phong tam hai thdng la c6 thé chuyén vé
nha méi réi a. Khéng biét anh dinh trang tri
nha theo phong cdch ndo a? (Phu hoa theo
khéch, sau d6 bat ddu tham do)

Khach hang: Phong cdch chau Au, ve téi thich
thé. (Khich vira néi vira thong tha xem hang)

Nhanvién: O, phong cdch chdu Au trang trong,
tao nhd ma lgi rdt ddng cdp nira! Nhan tién
em muén héi khéng biét dnh sdng phong
nhd minh nhw thé ndo a? (Sau khi phu hoa
tiép tuc hoi khach)
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Khach hang: Cidn hé nao & khu Royal chiing
t6i cling ddy du dnh sdng, cira s6 ciing réng,
dnh sdng khéng c6 vin dé gi cd. (Khach hang
mot khi d3 hirng thu sé néi khoe khoang
mot chat vé cht dé khac)

Nhan vién: Chiing em ciing c6 vai khdch hang
& khu Royal. Pdy diing la khu nha & cao cdp
ctia nhirng ngwdi thanh dat. Cdn hé & dé
qud that rdt dep! A, phdi r6i! Nha anh sé ldp
san g6 hay ldt san gach men thé a? (Khen
ngoi dung lac va lya lac dit cau héi)

Khach hang: Con téi thich ldp san g6, phong
khdch va phong ngu déu ldp g6 hét.

Nhan vién: San g8 phéi véi phong cdch chdu Au
qud thdt rét dep. Theo em biét thi phong khdch
cta nhivng cdn hé & khu Royal ciing rdt réng.
Nhuw vdy bay d6 dac phong cdch chdu Au lgi
cang tao nha! (Tiép tuc khen ngoi ddng thor
khéo léo hoi do dién tich cén phong)

Khach hang: Dung thé, phong khdch nha téi
réng 3om? Phdi rdi, t6i da ghi lai chiéu dai
va réng cta phong khdch va hai phong trong
r6i ddy. (Khach lay ra mét tor gidy)

Nhan vién: Theo nhw nhi¥ng gi anh vira néi thi
ché chiing em c6 vai mdu rdt hop ddy a. Anh

¢6 thé xem qua mét chut. Mri anh di bén nay
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a... (Saukhi tim hiéu tam da théng tin c6 thé

trire tiép gioi thiéu sdn phdm cho khach)

5. Xay dung mdi quan hé hai hoa trong giai doan chao
hoi khach hang
Bén canh cac phwong phap ké trén, ngdn ngir
co thé ban ciing 1& mét yéu t6 v cung quan trong.

Duéi day 1a mét s6 lwu y:

® Dimg cho vimg

Mua hé ndm ngoai, anh Nam bwéc vao mot
ctra hiéu ban d6 thé thao thi nhin thdy hai nhan
vién ban hang dang ngbi trwdre cira, tay quat
khong ngirng. Hdi mé&i biét, hda ra diéu hoa
trong ctra hang bi héng, bén trong quéa néng
nén ho ra ngoai ngdi hong gi6, d€ cira hang
bén trong “virdn khong nha trong”. Luc d6, hai
nhdn vién nay con than phién véi anh rang viéc

kinh doanh khong t6t lam, chang cé ai dén ca.

Xin dwoc héi néu nhw ban la khach hang thi
ban cé bwéc vao mét noi nhw thé nay khong?

biéu dau tién khi chao khach 1a nhan vién phai
ding cho virng. Néu dirng khong ding, moi ngay ¢é
thé ban mat di mot khach hang, méi thang sé mat di
30 khach hang. Thé nén dirng bao gi¢r cho rang dirng
chi 1a chuyén nhé, chdng can thiét phai nghiém tuc.

Chao hoi khach hang - xu6t phat thanh cong.... [[EEO



Chi mét 16i nhé nhw vy thoi cling ¢t 1am doanh thu
ctia ching ta bi hao hut. Can chiiy téi hai van dé:

Vi tri dirng

No6i chung nhan vién ban hang khéng nén
chon mét s6 vi tri dirng dwéi day:

+ Dung & vi tri gan ctra: vi nhw vy sé tao ap
lwe cho khach hang. Do d6 vi tri dirng nén
chon ché cach ctra ra vao it nhat 3 mét.

» Puwong chinh: dirng & dwong chinh ¢6 thé
ngin can khach di dworng hodc khién khach
cam giac khong tién vao bén trong. Vi vay
nhan vién nén chon ding & dwong phu.

+ Vi tri khong nhin dwoc khach: Vi du nhw
phia sau chd r&, sau ¢4t hodc sau manocanh,
vi nhw vay khong tién cho nhan vién chao
héi khach hang va ciing c6 thé khién khach
gidt minh.

Tat nhién do bai tri cia mdi cra hang khéng
gidng nhau nén nhan vién can chon vi tri dirng pht
hop nhat.

Tw thé dirng

Diéu nay twéng nhw don gidan nhung khong
phai nhan vién nao cling biét dung theo yéu cau.
Khong phai 1a bit nhan vién dirng mai tw thé d6 ca
ngay. Can lya chon khodng thoi gian dong khach,
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gitr vang dé€ ding theo tw thé tiéu chudn dén tiép
khach. Con nhirng gi¢r khac, c6 thé d€ nhan vién tha
16ng, nghi ngoi dwdng strc va sdn sang phuc vu khi
¢6 khach. Nhuw vdy cling lam gidm dwoc 4p lwe lam

viéc cho nhan vién.

(@) thi§ bue chan

Céc ban nhan vién thwong cho rang ai vao cira
hang ciing sé mua d6 va khach hang nao ciling déu
mudn nhan dwoc st d6n tiép nhiét tinh. Thé nén ho
tié€p don khach hang qué nhiét tinh. Nhung lam vay
dé gay ric r6i.

Bwoérc qua nhanh

Cé nhitng nhan vién hidng hai, vira nhin thiy
khach bwéce vao cira hang da bwéc nhanh dén d6n
tiép khach va “tdn c6ng dén dap” vao “la chdn” phong
bi ctia khdch hang.

Ban nén &t minhvaovi tri ctia khach dé€ biét rang
khi vira buére vao mot méi treedng la 1dm, tam ly khach
kho¢ tranh khéi chut dé phong. Chang ta nén cho ho
chut thoi gian dé thich nghi véi méi tredng méi.

Do vdy, chung t6i dé nghi nhan vién ban hang
khi chao héi khach méi vao ctra hang hay di chuyén
hai, ba buwréc, sau d6 c6 thé ding yén mot lac, tuyét
dai dtrng qua hdp tdp voi vang.

Chdto héi khach hang - xudit phat thanh cong.... [[EPO



Theo qua sat

Nhitng nhanvién ban hang binh thuong thuong
theo sat khach hang nhung thuc té cho thdy phwrong
phap nay khong mdy hiéu qud, ddc biét la déi voi
khach vang lai va khach hang tiém ning lan dau dén
clra hang. Ly do vi khach hang bay gior ngay cang doc
1ap, ho chi cin sy gitp d& dung luc ctia nhan vién ban
hang khi thyre s can ma thoéi. Ho muén c6 mot khong
gian ctia riéng minh dé c6 thé tw dwa ra quyét dinh.

Theo nghién ctru thi khodng cach 3 mét la
khoang cach tao strc ép nhé nhat véi khach hang.
Vi thé, cac ban nén duy tri khoang cach an toan la
khodng 3 mét v&i khach trong qua trinh chao héi.
Cuing véi viéc theo sat khach hang, nhan vién c6 thé
két hop véi ki€m tra clra hang, xem xét lai sdn pham
ho#c quan st cac khach hang khac trong ctra hang.
Can quan sat hoat dong ctia khach khéo léo sao cho
khach van ty nhién ma ban van ¢6 thé phuc vu kip
theri khi khach can. Tuyét d6i khong dworc liéc trom
hay nhin chdm cham vao khach.
(3 th y 1 néi

Trong kinh doanh ban 1é, khong it nhan vién
gip phai tinh trang “hoa tir miéng ma ra’, nghia
13 ho khéng da than trong khi giao tiép véi khach

hang. C6 thé chi la vo tinh nhung vai ba cau ndi ctia
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ban ciing lam mdt long khach. Cé hai triwong hop
thwdng xdy ra:

Héi nhirng cau gay strc ép

Tam ly dé phong la tam ly rdt binh thwong &
khach hang. Dé héa gidi tdm ly nay, chang ta ¢6 thé
str dung phwong phdp dat cau héi dé goi chuyén
véi ho. Day dwgc xem la bién phap cuc tot dé giup
chung ta hiéu dwgc suy nghi cta khach, nhung dat
cau hdi ciing cdn c6 nghé thuat. Néu khach hang
cadm thdy phan cdm, thi cudc néi chuyén ctia ban sé
cang khé khan hon.

Datcauhdidilataostrcéplén khach, vithé ban
nén tranh nhitng cau hoéi khong phu hop, qua nhay
cdm hodc dé khién khach hang tirc gian. Nhirng cau
tham do khach hang mua hay khéng mua, can hay
khong can, thich hay khong thich,... dé lam khach
hang im lang hodc khach sé chon cau tra 1¢1 phu
dinh. Vi du nhw khi khach bwérc vao ctra hang, nhan
vién lap tirc héi:

+ Anh/chi mu6n mua gi a?

* Anh/chi mua giay dung khong a?

+ Anh/chi 43 tim théy kiéu wng y chwa a? C6

cdn em gi¢i thiéu qua khong a?
+ Anh/chi muén mua giay da that hay 1a giay

vaia?

Chao héi khach hang - xudt phat thanh cong.... [[EO



Nhi¥ng cau hoéi gay strc ép 1on cho khach nhw
vay sé khién cho khach hang cang kin nhw bung, Vay
ra khach hang “khé chiéu” mét phan la do chung ta.

Thich néi thao thao bat tuyét

Hién twong nhan vién néi qua nhiéu trong
khi khach hang lai chang ndi gi rat hay xay ra! b6
1a chiéu ap ché khach hang chia nhirng nhan vién
ban hang “xoang” ma théi. That ra nhan vién noi
cang nhiéu thi doanh thu cang thap! Nhirng nhén
vién ban hang xudt sic sé tim cach dé khach hang
néi nhiéu vi chi khi khach hang chiu néi chuyén thi
ching ta méi c6 thé biét dwoc nhu cau va nguyén
vong ctia khach, mé&i c6 thé dwa ra cho khach nhirng
san phdm t6t nhét va dinh huéng cho ho.

Hay khic phuc tinh trang néi thao thao bét
tuyét biing cach ndi it di va don strc cho nhirng ciu
héi théng minh. Hay bién né thanh théi quen va

nang cao dan ky ning cho théi quen do6.
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CHUONG 6

Thim dd nhu cau khich hing
va dinh hudng san pham
phii hop cho khach

Chuyén ké rdng c6 mdt con khi di cau ca.

Ngay thir nhit n6 khong cau dwoc gi, danh
tiu nghiu di vé. Ngay thir hai con khi van ctr
trdng tay. Nhung né rit ¢ chap nén kién tri
dén tan ngdy thi ba. Cudi cling ciing c6 mét
con c4 nhdy lén khoi mdt nwéc, huéng vé
phia con khi b tirc quat: “Con khi kia, may
con ldy ca rét ra lam mdi cdu 1a tao sé dung

dudi quat chét may day!”

Co6 khi nao ban ciing “dung ca rot dé cau cd”
ma khong hay biét? Khach dén cira hang véi nhu

cdu riéng ma ban lai gi¢i thiéu nhirng san pham tw

Tham dé nhu cdu khéch hang va dinh huéng... m:)



ban danh gia la chat lwong t6t nhét, loi nhuén nhiéu
nhat, ki€u dang méi nhat, ban chay nhat - nhitng
thtr ma khach hang khong ¢ cdm tinh. Pd laly do
tai sao ho bo di ma khéng néi mét loi.

Ban cdn chon “méi cau” phit hop thi ca méi
cdn ciu. Khi sdn phdm ban giéi thiéu phu hop voi
nhu cau ctia khach, khach méi cé hirng thi quan

tam, khi &y ban m&i that sy c6 co hoi.

Nhan vién: Em chdo anh! Em c6 thé giup gi
dworc cho anh a?

Khach hang: O ddy c6 bdn diéu hoa tiét kiém
dién ndng khéng?

Nhan vién: C6 ddy q, diéu hoa tiét kiém dién
ndng & phia nay. Moi anh theo em.

Khach hang: Logi nay gid bao nhiéu? (Khach
hang nhin thdy mét miu méi vira dwoc
dwa dén)

Nhan vién: 15 triéu a!

Khach hang: Ddt vdy co a, thé gidm bao nhiéu
phdn trdm?

Nhan vién: Hién gi& dang la mia khuyén mai,
c6 thé gidm 20% ddy a!

Khach hang: Nhw vdy vén qud ddt!

Nhan vién: Tién ndo cta ndy anh a. Céng ty
chiing em la thwong hiéu néi tiéng thé gidi,

chadt lwgrng lai tét...
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Khach hang: T6i thdy hdng Gree ciing la
thwong hiéu néi tiéng thé gici ddy chiy, sdn
phdm ciing khéng khdc la bao. ‘

Nhan vién: Thwong hiéu khdc nhau thi sdn
phdm ciing phdi khdc nhau chir a! (Giai
thich nhw vay khong cé strc thuyét phuc)

Khach hang: Théi, dé téi di xem ché khdc vay.

Tinh hudng trén di qua quen thuéc. Lbi lén
nhat ma c6 nhan vién vap phai la da danh mait co hoi
cht1dong n6i chuyén ctia minh ngay trivérc mit minh!
Hay tan dung va ndm gii tirng co hoéi clia minh méi

mong dat dwgrc muc tiéu hang thang ctia ban.

1. $an pham ban thay tot chua chac da ban chay

Nhiéu nhan vién ban hang vin ngay tho vé&i
suy nghi: chi can téi dit kha ning chirng minh véi
khéch hang ring san phdm cta minh chét lwong
t6t hon hodc gia thanh ré hon sdn phdm ctia ngudi
khac thi khdch s& mua hang cua t6i! Suy nghi nay
khién ho khéng gitr dwrorc binh tinh ma “ban lién
thanh” v&i khach.

Thir hoi cac ban: nhén vién ban hang hing xe
BMW c¢6 nén gidi thich cho mét ngwdri ngheo kho
dén chdo ciing khdng c6 an vé chit lwong cuc tét

cua xe BMW khong? Nhan vién ban biét thw cao cap
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c6 nén di gidi thiéu sy tién nghi cda cdn biét thy
cho mot ngwdi ¢6 thu nhap thap khéng? Pap an ré
rang la khong roi! Héi diéu nay d€ ban thdy rdng:
san pham tdt chwa chic d3 ban chay, hang ban chay
khong nhat dinh phai 1a hang tét. Vi cdi khach hang
cin la san phdm phu hop va gidi quyét dwoc vin dé
cta ho! Hay théi dirng “doc tau” trwére mdt khach
hang, hdy thwe sy ling nghe nhu cau ctia ho. Ban
nén bat dau tir nhirng kho khan ma khach dang gap
phai. Khi da gi¢i thiéu dung san phdm cho khach thi

gia ca sé khong con la diéu qua quan trong nita.

Nhan vién: Chao mirng anh dén véi cira hang
sofa Dai Phat!

Khach hang: O ddy cé sofa da thdt khéng?

Nhan vién: C6 g, sofa da that bay phia nay.
M anh di theo em!

Khach hang: Bé nay bao nhiéu tién? (Khach
hang dang xem mét bd sofa mau tim nhat)

Nhan vién: Pdy la mdu méi ra viea méi dwoc
chuyén dén trong hém nay ddy a. Phan thiét
ké ché dwa lwng vé ciing ddc sdc. Nhan day
em muén héi anh mét chut, anh chon sofa
nghiéng vé tién nghi hay chdt liéu a? (Ddt cau
hoi dé tim hiéu nhu cau ctia khach hang, thoat
khoi khuén mau mot bén hdi, mot bén tra lox)
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Khach hang: Cd hai nén quan trong nhw nhau.
Cé diéu téi thich kiéu cé chb dwa thodi mdi,
du sao thi sofa ciing ngdi thwirng xuyén ma.

Nhan vién: Dung vdy, anh néi thdt c¢é ly! Khéng
biét la anh d6i b sofa méi hay la chuyén dén
nha méi ddy a?

Khach hang: T6i d6i b6 méi.

Nhén vién: B$ sofa dang dung c6 ché ndo
khéng dwoe 6n a? (Tiép tuc tham do dwa
vao thong tin “ché dwa ghé”)

Khach hang: Ng6i khéng dwoc thodi mdi.

Nhan vién: O, sao lai khéng thodi mdi thé anh?
(Khai thac sau van dé “ché dua”)

Khach hang: Ngéi ldu mét lic la lung dau
mdi, quan trong la khi ngdéi xem phim téi
thdy khéng dwoc thodi mdi. (D€ khach hang
tw noi ra)

Nhan vién: O, vdy thi thiét ké ché dwa lung b6
sofa nay ctia chung em vira hay c6 thé gidi
quyét cd hai vdn dé ctia anh.

Khach hang: Thé né c6 ddc diém gi?

Nhan vién: Anh g, b6 sofa nay cta céng ty
chiing em phdn twa lwng dung chdt x6p
polyme ¢6 tinh dan héi cao, cam doan phdn
dwa lwng ém di va khéng bi bién dang, c6

thé bdo vé ct séng. Quan trong hon la phén
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twa lung dwoc thiét ké ddc biét nghiéng 128°
dwa trén dic diém co thé con nguoi, cho du
ta ngdi hay ndm ciing sé cdm thdy vé cung
thodi mdi. Anh xem ... (Gi&i thiéu muc tiéu
thiét ké ctia phan tya ling sau d6 tip trung

vao loi ich str dung ctia khach hang)

2. Nén hoc tap cach dat cdu hoi cia bac i

C6 hai kiéu bac si: Mot bac si rat can than, héi
nhiéu cau héi chi tiét va cho lam xét nghiém tong
thé toan dién, mot bac si chi hoi twong treung mot
hai cu, cling khong lam bat ky xét nghiém nao ca da
lay but ké don; ban sé chon bac si nao?

Cau hai thue sir qua dé trd 1&i. Ban hdy thir lién

hé v&i cong viéc ban hang cia ban.

Nhan vién: Hoan nghénh anh dd dén cira hang
Homer.

Khach hang: ... (Khach khong noi gi, dirng lai
mdt lace & khu viee bay vén san gob)

Nhan vién: Thua anh, ddy la loai vdn san g6
bdn chay nhédt trong mua nay cia ching em
ddy a. San phdam nay dwoc lam tir vdn ép soi
mdt d6 day, mé hinh dang tinh thé, chi s6
chiu ma sdt la trén gooo. Hon nira... (Chwa
tim hiéu ky vé khach da gioi thiéu chi tiét
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“don thubc”, day la bénh thwong gip cla
nhan vién ban hang)

Khach hang: Théi d¢ téi tw xem... (Khach roi
sang khu vwrc bay gb composite)

Nhan vién: Thwa anh, san g6 composite hién
nay dang gidm gid 40%, vé cung kinh té.
San g6 composite diing chdt liéu bdo vé méi
truorng cao cdp ding cho khu vuc chdu A.
Hon nira con ¢6 thiét ké khéa théng minh...
(Nhan vién lai bat dau “d0c tau”

Khach hang: ... (Khach khong noi g, tiép tuc
di xem)

Nhan vién: Néu bdy anh mua san g6 ché ching
em c6 thé c6 co héi tring gidi thwéng khuyén
mdi la ti-vi man hinh tinh thé long va diéu
hoa ddy a. Hom nay la ngay cudi cung ctia
dot réi. (Hy vong thong qua chwong trinh
khuyén madi thu hat dwece khach hang)

Khidch hang: Toi sang bén kia xem mét chuit...

Ban di thdy 1a tw van khi chwa hiéu nhu cau
ctia khach phi c6ng dén mirc nao chwa?

Hay hoc cach “khdam bénh” cia mdt bac si. Ban
nén cd ging dit cau hoi dé€ tim hiéu nhu cau cta
khach, “cay miéng” ho khién ho néi nhiéu hon. Ban
can hoéi nhirng vin dé pht hop véi hoan cdnh va lién

quan dén viéc mua sdm ctia khach hang.
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Nhitng vidn dé phu hop voi hoan canh nhw
khach hang 1a ngwoi nhue thé nao, & dau, tai sao
lai can dung sdn phdm nay. Nhan vién can két hop
ky ning tan dong va khen ngoi dé tham do that ky
nhitng vdn d& mang tinh bdi canh nay. Vi du véi
nganh dét may, ndi that, d6 dién tt¥,... ching ta c6
thé héi nhirng cau sau:

+ Nha anh/chj lam theo phong cach nao?

» Anh sdng trong phong nhuw thé nao a? (hoic
héi vé hwéng nha, hay héi liéu c6 phai méi
phong déu c6 clra s6 hay khéng,...)

* Mau san/ twong/ clra/ rém cra nha anh/chi
mau gi?

+ Phong khéach nha anh/chi rong bao nhiéu?

Dwéi day la doan tinh huéng mé phong gitp

ban hinh dung ré rang hon vé ndi dung nay.

Nhan vién: Chao mirng anh dén cira hang sofa
cta chiing em.

Khach hang: ... (Khach khong néi gi, dirng
chin xem khu trung bay vén san go)

Nhan vién: Chdo anh, ddy la ldn ddu tién anh
dén cira hang ching em ding khéng a?
(Dung phwong phap truyén thong ddt cau
héi dé€ tro chuyén véi khach, cé thé sé khién

khach tham gia cudc néi chuyén)
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Khach hang: Um, hinh nhw téi chwa tirng
nghe néivé thwong hiéu nay...

Nhan vién: Dg, néu vdy la do céng tdc chiing
em lam chwa t6t réi. Nhwng khéng sao cd,
hém nay anh dén ddy réi thi cé thé tim hiéu
mét chut ma. Khéng biét nha anh dang
lam dén céng doan ndao réi a? (Sau khi xt
ly nhanh van dé lap tirc chan doan giéng
béc si)

Khach hang: Pang bdt dédu ldp ddt cdc thiét b
nén tbi di xem qua trwéc san gé.

Nhan vién: Ldp san gé can chudn bi nén nha
trwéc, thé nén bdy gi¢r anh dén xem la vira
diing lic ddy a. Khéng biét em phdi xwng hé
véi anh thé ndo a? (Diéu nay sé giup thu hep
khoang cach gitra khach hang va nhan vién)

Khach hang: Anh Virong.

Nhan vién: Vdng anh Vwong! Khéng biét anh
Virorng dinh thiét ké theo phong cdch nao a?

Khach hang: Phong cdch chdu Au.

Nhin vién: Phong cdch chdu Au qua that rdt
dep. Nhin ddy em mudén héi khéng biét
phong khdch nha anh Virong réng bao nhiéu
a? (Khen nge1i phong cach khach hang chon
lwa sau d6 tiép tuc héi)

Khach hang: 35m2 (Khi cha dé chuwa dworc
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goi mé, khdch thwong tra loi rdt don gidn,
ngdn gon)

Nhan vién: Phong khdch réng 35m? theo phong
cdch chdu Au v6 ciing dep ddy a! Em muén
héi anh Vieong mét chit, d6 néi thdt trong
nha anh da mua chwra? (Khen ngoi dién tich
phong khach cta khach hang sau d6 héi tiép)

Khdch hang: Pé néi thdt co bdn mua ciing
gdn xong réi. Cdi nay c6 lién quan dén ldp
san g6 sao?

Nhanvién: Anh Virong g, san g6 va phong cdch,
mau sdc do néi thdt cé dn nhdp hay khéng vé
cting quan trong. Khong biét phong cdch néi
thdt nha anh la gi va mau gi a? (Sau khi giai
quyét chdt vdn cta khach lai tiép tuc hoéi)

Khach hang: D6 nét thdt déu la g6 lim phong
cdch chdu Au, mau d6 thdm.

Nhan vién: D6 g6 lim la tuyét nhdt réi! D€ em
gi&i thiéu cho anh Vwong hai kiéu san gé
mdi nhdp vé chb em, vd cung phit hop véi gia
dinh anh, anh c6 thé xem qua mét chiit. Day,
mo&i anh Vwong di bén nay a... (Khéo léo
khen ngoi khach déng thei dan dat khach)

Thanh céng cta nhan vién ban hang nay co6

dwoce 13 nhe cd d3 biét cha trong dén van dé cha
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khdch hang, nhanh chéng goi mé tam tw ctia khach
théng qua d4t cdu hdi, thay vi chdm chdm gidi thiéu
san phdm ctia minh. C6 1€ d6 1a cach thich hop nhat

dé viéc kinh doanh tr& nén don gian va thodi mai.

3. Dimg nén hoi nhimg gi thay qud rd rang

Van @8 chia khdéa la nhan vién can phai ndm bit
dwoc tam ly cia khach hang.

Sau man chao hoi v&i khach, t6t nhit nhan vién
khéng nén héi nhu cau khach hang hoéc gi¢i thiéu
san pham ngay 1ap tirc. Hay danh ra khoang mudi gidy
dé quan sat phan tich trang phuc, cach trang diém va
hanh vi mua sdm ctia khach hang dé€ phan doan swc
mua ctia khach. Thwong thi mot khach hang lai xe
BMW, deo d6ng ho xin, xach tui LV, dién d6 Armani
thi strc mua cta ho khong thé tdm thwong dwoc. Kha
ndng wéc doan gia trj vat chat va ndm bdt tam ly cua
khach hang khong phai la ky niang tw nhién ma coé.

Ngoai ra, thong qua quan sat hanh vi mua sim
cua khach hang, ban ciing c6 thé phan loai dwoc s&
thich ctia khach. Néu nhw ban thay khach hang xem
lién ba chiéc do khodc c¢6 khda thi chirng t6 khach
hang kha thich kiéu do nay. Néu nhw khdch chi toan
ngdm o so-mi mau lanh thi chirng té khach thich
4o mau lanh chir khéng phai do ¢6 hoa vdn hoa tiét.

Néu ban phat hién khach ngdm lién ba bd sofa da
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that, c6 nghia 1a khach thich sofa da that chir khong

phai sofa vai. C6 dung nhuw vay khong?

4. Dinh hudng san pham gidng nhu bac si ke don thudc

Thong qua viéc chdn dodn triwdre d6 cho bénh
nhan, bac si c6 thé hiéu dwoc tinh hinh co ban cta
ho. Sau dé bac si sé bit dau quyét dinh Iwa chon loai
thuéc nao dang véi bénh tinh cta ho, sau d6 sé ké
don ra gidy. Néu nhw bac si khong chan doan trudéc
d6 thi khi ké don kho tranh khéi viéc ké nham thuéc
chita bénh. Néu nhw khi ké don, bac si ctr tay tay
x06a x6a sé khién cho bénh nhan nghi ngé. Néu nhw
do dw khong dirt khoat, khong biét nén viét tir dau
thi dwong nhién tinh chuyén nghiép cta bac si sé
gidm di khéng it. Qua trinh ké don ctia bac si that
ra cling nhw dang dinh hwéng san phdm. Bac si lam
cdng viéc nay nhat dinh phai can ct trén tat ca chan
doén tinh hinh ctia ngwoi bénh trude do.

Nhan vién dinh hwdng san phdm cho khach
hang cling giéng nhuw bac siké don diéu tri cho bénh
nhan. Sau khi chdn doan bénh bang mot loat cau héi
vé triéu chirng, cac bac sT con phai ké don tri dung
bénh. Twong tw nhw vdy, sau khi da tham do dweoc
van dé va nhu cdu cta khach, nhan vién ban hang
con phai lam mot viéc rdt quan trong la nhanh chéng

tdng hop va quy nap cac yéu cau, nhanh choéng lya
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chon cdc sdn phdm phu hop trong dau dé giéi thiéu
cho khach. Pay la qua trinh phoéi hop gitra nhu cau
cta khach hang va san pham ctia ctra hang. N6 doi
héi nhan vién phai théng thudc sdn phdm cla cra
hang, s8 lrong hang hda trong kho. C6 thé thirc hién
bwére “ké don” dwra trén nhirng nhan t6 sau:

+ Nhanh chéng nh¢ lai xem khé khan va nhu
cau cta khach hang la gi, diéu khach hang
quan tdm nhat la gi?

+ (Cra hang c6 mau sdn phdm nao phit hop voi
khach hang?

+ Néngi¢i thiéu nhitng ddc diém vé tinh nang,
chat liéu, mau mj, ky thudt,... ciia san phdm
nhuw thé nao?

+ Gia thanh, s6 lwong trong kho va vi trf cta
san phdm.

Sau khi chudn bj ddy ¢ va xem xét nghiém ttc
nhitng vdn dé trén thi nhan vién co6 thé ty tin gi&i
thiéu véi khach hang, qud trinh dinh hwéng san
phdm c6 thé xem la két thuc thanh céng. Qud trinh
“ké don” ¢6 vé hoi ngdn nhwng chi thyce hién dwoc

sau khi ban da “chdn dodn” day & ma thoi.
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CHUONG 7

Trign khai gidi thidu sin pham
— tap trung vao tinh ning,
huing dan si dung thir

u ban ban sdn phdm gi cling khéng co
Dchuyén khach hang mua sdn phdm ma
khong can tim hiéu tinh ning, dich vu, gia ca cta
san phdm, xem san phdm 46 ¢6 phtt hop véi minh
hay khéng. B&i vi hon ai hét, khach hang la nguoi
¢6 trach nhiém vé&i vi tién cta minh nhat.

Vi thé ban can gi¢i thiéu san phdm ctia minh
sao cho hop ly va thuyét phuc nhat. Thwong cé hai
16i 16n ma nhan vién c6 thé gdp phai: mot 1a 11 gi¢i
thiéu khong goi dwoc hirng thu ctia khach, moi loi
tré thanh cdng cbc; hai la nhan vién “dgc tdu”, khong
dé cho khach hang co6 co héi néi, khién khach hang
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khong tin twdng, din dén lanh nhat trong cudc trd
chuyén. Chung ta néi rang vai nay “chdt mém min”
trong khi khach hang khong thir sdn phdm thi khé
ma thuyét phuc dwere ho? Vi thé, nhanvién ban hang
can nghi cach “diéu khién” khach hang, € ho ty so,
tw nglri, tw nghe,... va dung thir san phdm. Chi khi
ho hai long thi ho méi c6 an twong sau sic duworc.
Khdo sat cho thdy khach hang cang hiéu r6 va
trdi nghiém sdn pham nhiéu bao nhiéu thi kha nang
ho sé mua hang cang cao bdy nhiéu. Vi thé, hwdéng
dan khéch hang trdi nghiém san phim 1a buwéc vo

cung quan trong.

1. Hiéu rd va yéu thich san pham cia minh hon bt ky ai

Dwa vao cidc nghién ctru tdm ly khach hang,
chung t6i thdy rdng khach thwong khong may tin
nhiém nhing nhén vién an néi 4p up mé mé, dp
a dp ung! Vi ho c6 cam giac nhan vién d6 khéng
chan thanh. Vi thé, khi n6i chuyén véi khach hang,
chiing ta can phdi &n néi that tw nhién, dién dat lvu
loat, troi chdy. Du ban 1a nhan vién méi, chwa quen
cong viéc thi khach hang ciing sé khong thém chat
tin nhiém nao cho ban dau. Khi 3 ddm nhan vi tri
nhan vién ban hang, ching ta phai hiéu r6 thwong
hiéu va sdn phdm ma minh dang ban méi mong cé

két qua nhwy.
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Vay phai gi¢i thiéu sdn phdm nhuw thé nao
méi thuyét phuc dwoc khach hang? Néu nhw
ban giéi thiéu véi ngudi khac vé ngudi ma ban
thwong yéu nhit, nhw chdng hodc con ching han,
ban ¢6 vui mirng, hao hing khong, ban c6 gi¢i
thiéu vé cung sinh dong khong, ngudi nghe cé
lién tuc git dau triedre nhirng gi ban néi khong?
Di nhién 1a c6 roi. Tai sao vay? Vi ban yéu gia dinh
ban va hét sirc than thudc voi ho! Néu ban ciing
gi¢i thiéu sdn phdm véi tdm ly nhw vdy thi sao lai
hiéu qua thap dwoc!

Néu mudn tr& thanh nhan vién ban hang
xudt sic, ban phai yéu thich chinh thwong hiéu cta
minh, hiéu sau sic san phim ctia minh va c6 kién
thitc virng chic trong linh vire nay. Khach hang sé
ludn ton trong va tin twéng nhirng nhan vién nhw
vay! Hay danh thoi gian tim hiéu so qua vé tinh
hinh phat trién cta nganh, hiéu rd phong cach cta
thwong hiéu minh dang lam viéc, hiéu 16 16i song
ma khach hang dang nham dén, théng thudc cong
nghé, chdt liéu, dic diém, tinh ning cac san phdm
trong cra hang ciing nhw wu nhwoc diém clia n6
so v&i cac thirong hiéu khac. Phai chudn bi ky cang
nhirng kién thirc nay, ban méi cé thé lay ra dung
ngay khi can dén. D6 cling la cor s d€ ban tu tin khi

d6n tiép khach hang.
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2. (0 gang tap trung vao van d¢ cia khdch hang
va nhimg lwu y trong tam

Can bénh ma khéng it nhanvién tirng mac phai
1a chirng “can thi marketing”. Ho hoc thudc long
troi chdy toan bd thong tin trong sach hwéng dan
st dung, va “tua” lai ching cho khach hang nghe.
Khéng can ndi chung ta cling dodn dwgc khach
hang ¢6 quan tdm téi nhitng diéu d6 hay khong.
Dé khic phuc ching bénh nay, nhan vién ban hang
nhdt dinh phdi ndm r6 vdn dé ctia khach hang va

nhitng nhu ciu thiét yéu ctda ho.
Cach néi théong thwong

B6 néi thdt nay thiét ké theo phong cdch c6
dién, mau sdc trang nhd, phéng khodng. Hon nira,
anh/chi xem, kh6éng gian tdng phia trén lgi v6 cting
réng rdi. (Gidi thiéu cu thé phong cach, mau sic,
cdu tao ctia sdn phdm ma khong két hop dit cau hoi
vé nhu cau ctia khach hang)

Pa chinh stra lai

Anh Son g, b6 ban ghé em gidi thiéu day dwoc
thiét ké theo phong cdch ¢6 dién, sé rdt hop véi
phong cdch thiét ké phwong Péng cua cdn nha. Xét
toi diéu kién dnh sdng ctia ngéi nha khéng dwerc tot

nén em nghi anh nén chon mau sdng, trang nhd, nhw
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vdy cdn phong nhin sé réng hon. Hon nira anh xem,
ngdn trén cta né rdt réng, anh cé thé @é nhirng do
khéng hay diing dén nhw chdn dém miia déng,... Nhw
vdy anh sé khéng phdi t6n dién tich cdt nhirng d6
nay réi. (Giéi thiéu sdn phdm két hop gitra tac dung
clia san phdm v&i nhivng kho khan ctia khach hang,
khién khach thdy rang né phit hop véi nhu ciu cta
ban than)

Ngoai viéc nhan vao khé khan ctia khach hang,
ban ciling can ddc biét cha y téi tiéu chi ma khach
hang lwu tdm nhdt. Khach hang biét rdng minh
khong thé tim dwgc mot san pham thap toan thap
my & moi phwong dién nhuw thiét ké, ki thuat, chat
liéu, chdt lwong, gid thanh, kiéu dang,... vi thé ho
chi tdp trung vao mot phwong dién chinh, sau d6 so
sanh cac phwong dién khdc véi cdc san phdm clng
loai d€ chon lwa.

Vi du nhw khach hang ddc biét chu trong dén
chdt lwong, vay thi ban nén gi¢i thiéu sdn pham cé
chit lwgng t6t nhat, chirng minh né ciing khong
thua kém cac san pham khacvé kiéu dang, gia thanh,
dichvuy,... Lam nhw vdy chdc chdn ban da gianh phan
thang roi!

Nhirng nhu ciu trong tdm nay ctia khach hang
c6 thé quan sat va suy dodn dworc thong qua cach néi

chuyén, nhirng thdc méc va hanh dong cfia khach.
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3. Phirong phdp FABE - nhan manh vao lgi hai, it ndi
dén dac tinh

Ban thuwdng phan nan rang khong biét tai sao
khach hang khong c6 hirng thu nghe chung ta gi¢i
thiéu v& sdn phim? Ban c¢6 ddm béo rdng loi gidi
thiéu ctia minh ¢6 “tinh sat thwong” khéng? Theo
nhitng phan tich thuec té tai nhiéu clra hang, ching
téi thdy 16i ma chung ta hay mdc phai nhit chinh la
n6i khong ¢ trong tdm, chd nay mot it, chd kia mét
it, dn noi 16n x6n.

Chung t6i nghi rang d€ thuyét trinh thanh cong,
ban khéng thé bé qua phwong phap FABE. FABE la tir
viét tat clia: dictinh (features) - wu diém (advantages)
- loi ich (benefits) - din chimg (evidences). Hay c¢8
gang hiéu phwong phap nay thit thiu dao va van
dung chung khéo léo trong cong viéc ctia ban.

Duéi day la 1o gioi thiéu vé “4o so-mi cotton
khong can la ti” dwa trén phwong phap nay:

+ Ddc tinh: Anh Nam a, chiéc do0 so-mi nay la

hang cotton va khéng can dén la ti.

+ Uu diém: Nén hiéu qua giir dang do rat tét.

* Loi ich: Néu mang chiéc 4o trong vali di

c6ng tac thi du gap thé nao né ciing khong
bi nhan, nhw vdy sé giup anh tiét kiém thei

gian hon.
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+ DAn chirng: Chiing em ¢6 mét khach hang
quen, sau khi mua mot chiéc 4o so-mi cotton
khéng can 1a G vé mic thiy, anh dy thay rat tt
va con quay lai ctra hang mua thém hai chiéc
nira dé mic thay d6i. Tir 46 dén nay, méi lan
mua 4o so-mi la anh dy lai mua loai 4o nay.

K¢ niang FABE nén duwoc két hop voi phwong

phép tim hiéu nhu ciu thiét yéu ctGa khach hang.
Tuy tirng tinh hudng cu thé ma phan dic tinh va wu
diém chi néi ngin gon trong mdt hai ciu va dau tw
thoi gian hon vao phén loi ich va dan ching. Duwéi
day 1a mét vai vi du gitp ban hinh dung ré hon

phwong phap nay:

M Vidy:

Chi Minh a, bén tdm ga trdi giwdmg nay chd
ching em déu dung cdng nghé nhudm hoat tinh (F -
dictinh). Nhuém theo phwong phap nay co thé tranh
dworc van dé phai mau dang lo ngai (A - wu diém).
Sau nhiéu nim st dung, b ga cta chi van dep y nhuw
lic méi mua (B - loi ich). Rit nhiéu khach hang ché
chiing em déu thich dung kiéu ga giwong st dung ki
thuit nhudm hoat tinh nay ddy a! (E - dan ching).

@ Vidua:

B0 d6 nay 1a miu méi nhap vé tuan nay ddya. Ca

bo dwgrc may bang 100% 16ng clvu (F - ddc tinh), chdt
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day dén, 4m 4p ma lai sang trong (A - wu diém). Anh
mdc di lam hay di choi déu cam thdy ty tin va thu huat
hon hén (B - lgi ich). Anh Binh Minh 1a khach hang
quen ctia ctra hang em, gan day anh dy ciing vira mua
mot bo com-lé theo miu nay. Hai hém trwérc vo anh
4y c6 qua day, chij dy bao la anh Minh rat vira long véi

b6 dé va con thwdong xuyén mic niva (E - dan chieng).

4. (hi y dén tiéu tiét, thay doi trinh tu gidi thiéu
san pham

Khi dirng trwére cac lwa chon, chung ta thwdng
duing dén ly tri € phdn tich nhwng nhiéu khi lai c6
nhitng diéu khong nhin thdy diéu khién chiing ta,
d6 chinh la cdm xdc. Néu hiéu rd cdm xuc, cdm tinh
ctia khach hang, nhat dinh nhéan vién ban hang sé
thanh c6ng hon. Theo d6, chung ta khong chi giai
thich vé chit hrong, néi ly véi khach hang ma cang
can ddy manh “d6 cam tinh” cta khach hang bing
nhiéu phwong phap.

Khéng phai ctr giéi thiéu cho khich hang vé
san pham tir dau dén cudi da la thanh cong. Bén canh
viéc gi¢i thiéu bé ngoai ctia san phdm, ban can “kich
thich” cdm xtc ctia khach hang. Khi khich hang c6
hirng thid thi méi tiép tuc gidi thiéu dic tinh.

Khi gi¢i thiéu vé dic tinh, ngoai vin dung

ky ndng FABE ra, ban con cén gi¢i thiéu nhitng
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gi khach hang dang can, khién khach phan chin
hon va ty minh kiém nghiém tinh nang cda sin
phidm. Hiy dé khach trai nghiém chi tiét, trai
nghiém nhing diu trwéc day ho chwa tirng trdi
nghiém. D6 1a nhirng chi tiét then chot, m&i mé
dé chirng minh sy khéc biét ctia san pham véi cac

san phdm khéc.

5. Lam thé ndo dé khich hang tham gia sir dung thir
san pham?

Néu ban mong cudn sach nay sé day ban kha
ndng hung bién sao cho thuyét phuc dwoc khach
hang thi ban sé thit vong ddy. Ban nén nh¢ ring
khach hang khéng thé bi ching ta thuyét phuc,
ngwdi dt kha nang thuyét phuc ho chi ¢6 ban than
ho ma théi. Nhan vién ban hang chung ta chi c6
nhiém vu 1a dan dit tw duy, suy nghi caa ho. Ban
cang mudn tin cong thuyét phuc khach hang, ban
cang 16 16 muc dich ctia minh. Khach hang sé phan
trng lai va tir choi ban ngay lap tie.

Cach t6t nhat dé thuyét phuc khach hang la
dé ho cung tham gia vao qua trinh kinh doanh. C6
nhuw vy, ho méi ting cam tinh va tin tudng vao san
pham ctia ching ta hon. Vivay hay tap trung huéng
din khach hang trdi nghiém toan dién vé san pham.

Trai nghiém toan dién nghia la giup khach thdy
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dwoc wu diém va loi ich clia san phdm bdng tét ca
cac gidc quan. Cang cdm nhan dwec nhiéu, khach
cang ¢6 dn twong siu sic voi san phdm, di nhién
diéu nay sé co loi cho viéc kinh doanh ctia chung ta.

Duwéi day la bo phwong chdam da dwoc chung
tdi thir nghiém hiéu qua cho quy tic “dan dat trai
nghiém toan dién” trong ban d6 noi that. Ban c6 thé
van dung linh hoat trong céng viéc cia minh:

Nhin: Khi mua d6 ndi thé’f, dau tién can phai xem
gidy t¢r chirng minh da tiéu chudn, chat lwong vat liéuy,
16p son bé mdt cling nhir cdng ndng clia cdc bd phén,...

Ngtri: Trye tiép mé cira th hode cdc ngdn kéo,
khuyén khich khach hang ngo vao bén trong xem
liéu cé ngtri thay mui hang hay khéng, mat c6 bi di
rng hay khong.

G6: Hwéng dan va khuyén khich khach hang
g0 nhe vao san pham d€ xac dinh d0 day caa vat liéu
& nhitng ché khac nhau. Nhan vién nén day khach
hang cach tham dinh chait lwong qua dm thanh.

Kéo: chtt dong khuyén khich khach hang kéo,
dong, mé& cira, ngdn kéo dé kiém tra ban 1é c6 chac
chan hay khéng, cac méi ndi cé tron tru hay khéng,
¢6 nghe thdy am thanh kéo ket hay khong,...

Day: Chung ta c6 thé khuyén khich khach hang
ddy nhe bén phia ctia san phdm d€ thdy dwoc san

phdm c6 6n dinh khéng.
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Cham: Cham th vao bé mdt son da qua xtr ly
cfia san pham, tay c6 cdm thiy béng va nhdn min
hay khong, st vao bé mat ban lé xem cé tron béng
va chdc chdn hay khong, dg ctrng ra sao,...

Viéc khuyén khich khach hang trdi nghiém ttr
sdu phwong dién sé gidp cong doan gidi thiéu san
phdm tré nén phong ph, cuthé hon, tir d6 tang sitc
thuyét phuc trong 1¢1 néi ctia nhan vién. Tom lai, la
mot nhan vién ban hang can phai y thire dworc rdng
ngoai viéc khuyén khich khach hang trai nghiém san
phdm dé ho thdy dwoc diém khac biét giira hang cia
chung ta va d6i thu canh tranh, cting can giai thich
nhirng loi ich khi str dung. Nhw vy, du gia ctia san
phdm chiing ta c6 cao hon 10% thi khach hang van

dé dang chdp nhan mivc gia do.

b. Gidi thiéu thé nao cho ding? Lam thé nao dé tiéu
thu dwgc san pham cao cap

That ra kinh doanh sdn phdm cao cdp nhw 6
to, @6 noi that,... can phai ¢6 td chat tam ly rat tot
va chdp nhén la chwa thé thanh cong ngay lap tirc
dworc. Ban khong thé dem tam ly s6t rudt nhw kinh
doanh si&n phdm dai tra vao kinh doanh san pham
cao cap dworc.

Kinh doanh sin phdm thwong hiéu cao cap

ciing gidng nhw kinh doanh sdn pham nghé thuat,
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ban phai @€ khach hang cdm nhén dwoc “dang cap”
clia san phdm. Ngoai cac yéu t6 thong thwong nhw
chat lwong, dich vy, ching ta ciing cdn quan tam
téi cac ddc diém nhw ddc nhit vo nhi, sang trong,

s6 lwong c6 han, ky thudt tht cdng, tinh té ti mi,...

@ san phém doc déo

San phdm déc ddo phai co6 cic ddc diém, coéng
nghé, ky thudt,... ddc nhdt v6 nhi. Nhan vién ban
hang can khéo léo, tinh té ké ra cho khach hang
nhirng chi tiét dc ddo nay. Trong qua trinh giéi
thiéu, ching ta c6 thé mwon tén mét s6 thwong
hiéu cao cdp ndi tiéng khac ma khach hang quen
thudc d€ td6 ddm va lam n6i bat minh lén, 1o noi sé
cang co trong lwong hon.

Vi du nhw chiing ta c6 thé néi “Xo6p sofa cua
cong ty chiing tdi déu 1a x6p dan hoi cao, c6 d6 dan
hoi trén 40, trong khi cac loai sofa binh thwong mat
d6 chi khoang 30 théi”, “Son bong ctia cong ty ching
t6i dung cong nghé son béng cho dan piano Yamaha
Nhat Ban, chi ¢6 san phdm cao cdp méi dung cong

nghé son béng nay’,...

@ (am giac sang trong
Diéu dau tién diéu khién khach hang bé tién

ra mua cac san pham cao cap chinh la cdm giac sang
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trong. Néu ban chi néi v&i khach hang rang cong
nghé ctia chiing t6i ddc biét, da dwoc cap bing sang
ché thi vin chwra @t @€ danh dong tam ly ctia khach.
Hay danh dang vao tam ly thich cdm gidc sang
trong, dang cap cta khach.

Néu gi¢i thiéu mot bo ndi that cao cdp, ban nén
ndi: “Binh thwdng khach dén nha anh/chi cé nhiéu
khong a?” Néu nhw ho trd 1¢i 6 thi ban hdy néi rdng:
“B0 sofa nay ctia cdng ty chung em nhat dinh sé khién
anh hai long, mat mat trwée ban bé”. Ban ¢é thé tan
dung tdm ly so sanh ctia khdch va néi cho ho biét

ngwdi ndi tiéng nao dd mua san pham nay.

(3 6 hwong c6 han

S3 lwong sdn xudt cling gop phan vao khang
dinh s quy hiém va cao cdp ctia san pham. Vi thé,
d6i luc ban dirng nén ngan ngai noi véi khach hang
rang: “Cong ty ching toi chuyén san xuat hang chat
lwong cao v sb lwong gidi han. Hién tai cira hang
chung t6i chi c6 duy nhit mét bo nay”, “Néu nhw
quy khach thdy thich thi cin dat hang trwéec, sau
... thdng m&i ¢6 thé lam xong dwoc’,... Noi vay dé
khéach thdy sdn phdm cta chung ta rat khan hiém.
Meo béan hang cao cdp s6 lwong ¢é han néu sir dung
pht hop sé gitip ban dé dang nang cao khd ning ban

hang ctia minh.
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(@) (hé tac thi cong

Ché tac thi cdng ciing 1a mét nguyén do quan
trong khién sdn phdm cao cdp tré nén dang cdp. Do
vay, chung ta cé thé cht déng chi ra cho khach thay
mot s6 chi tiét ché tdc thG cong. Néu nhan vién ban
hang gi¢i thiéu: “N6i that phong danh cho tré nho cia
cong ty ching t6i déu x ly tht cong tirng canh goc,
dwoc danh bong hinh vong cung € bdo dam an toan
cho tré nhd khi st dung. Tat ca son béng ctia chuing t6i
déu str dung son bong tam 16p, mbi 1op deu dé kho tw
nhién. Cac c6ng doan nhuw vay tuy tiéu tén nhiéu thoi
gian hon nhitng hing khac nhung wu diém lai la..”

T6i ddm ca rdang khi giédi thiéu nhw vay, ddng
cdp san pham clia ching ta sé cang cao hon va khién
khach hang thich thu.

(5) Khuyén knich trai nghiém

Loi ndi khéng thé thuyét phuc dwoc khach
hang, ban nén tr bé théi quen ddc thoai, pha bd
cach néi hoa my va dé khach hang thwdng thirc sdn
pham, hdy d€ ho tin vao cdm nhan cta chinh minh.
Mbi khi gi¢i thieu mot dic diém, nén moi khach
dung thr ngay. Dirng chi ndi suéng “Bé6 quan 4o
nay chdt liéu rat t6t” ma hay dé khach hang ty minh
xem, tw minh s¢, twr minh ngtti, tw so sanh, tw mdc

thit,... va ¢6 cam tinh vé&i sdn phdm.

Trién khai gi6i thiéu san phdm... @



7. Nang gid tri don hang khi biét cach ban hang dong b
C6 hai con dudng d€ ting doanh thu ban hang
d6 la: ting s6 lwgng don hang va tang gia tri clia don
hang. Dé ting s6 lwgng dom hang, clra hang phai tim
cach ting s6 hrong khach hang, bd tri hop ly chudi san
pham, nang cao k¥ nang ban hang ctia nhan vién, cai
thién khong khi lam viéc trong ctra hang, dwa ra cic
chwong trinh khuyén mai hip dan,... Con néu mudn
tang gia tri don hang ta c6 thé giéi thiéu cac san phdm
cao cdp va ban hang déng bd. Nhirng ky nang ban hang
dong bo sé dwore ching t6i gidi thiéu trong phan nay.
Ching t6i 1ay nganh thoi trang ra lam vi du dé
phan tich cu thé xem lam thé nao dé nhanh choéng

ting cao doanh thu qua viéc ban hang dong bd.

(D 1 thitc quyét dinh thanh bai

Néu mot khach hang di dép 1&é dén mua quan
Au, ban nghi ban c6 thé ban dwgrc quan Aumét cach
dé dang khong? Néu mét khach hang di déi giay da,
liéu chiéc quan Au c6 ban dé dang hon khong? Va
khach hang mua ca giay da v&i quin Au cling khong
phai la diéu khong thé thwe hién dwoc, ban tin vay
khong? C6 thé thdy ban dong b giéng nhw mot mii
tén trung hai dich, giup ban ning cao xdc sudt ban

hang cho ca hai san pham.
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Thwc hién dwgc diéu nay doi héi ban phai hiéu
thdu d4o vé ban hang déng bd va van dung n6 mot
cach linh hoat. Khi téi téi 10 clra hang d€ mua 4o
so-mi, ¢é dén 80% nhan vién chi gi¢i thiéu 4o so-mi
ma khéngy thirc vé viéc ban kém theo cdc san phdm
khac nhw ca-vat chang han.

That ra, ban hang két hop qua la con dwong
tdt nhanh choéng gidp nang cao doanh thu cua ctra
hang. Nhung trong qua trinh st dung phwong phap
nay ciing kho tranh khéi moét s6 van dé khé khan.
Khi &y nhdn vién phai biét cach gidi quyét van dé,
hon nitva khong thé chi vi sé gip chut khé khan ma
hanh dong tiéu cyce, trén tranh lam viéc nay. Néu
khong tht, ching ta da danh mat co hdi ting thém
10% doanh thu r6i ddy.

(2) Chon ding sén pham dé bin két hop

C6 ¢6 nhan vién ban hang rat tich cwc st dung
phwong phap ban d6 két hop nhung khach héi
mua 40 so-mi, ¢d dy gidi thiéu két hop véi mot bo
com-lé, qudn tdy hodc thit lwng da,... Nhitng san
pham két hop nhw vay liéu c6 phu hop khong? Ty
1é thanh cdng cao khong? Nhin chung, khi lwa chon
san phdm dé ban két hop, ta can phai xem xét hai

phuong dién:

Trién khai giéi thiéu san pham... [[gDO



San pham can co s lién két va can lam tén
nhau lén

Ban can lwa chon sdn phdm cé tinh lién két
manh mé v&i nhau. Chi khi lién két chédt ché va hai
bén cung ton nhau Ién thi ty 1é thanh céng m&i cao.
Vi du nhw gi4 dé dao va dao, ban chai danh rang va
kem danh ring, may danh chir va muec, san gb va g&r
chan twong, giay da, 16t giay va xi danh giay, 4o so-
mi va ca-vat,...

Nguyén tdc gidm gia san pham

Khi ching ta gi¢i thiéu san phdm béan két hop
can phdi tuin theo nguyén tac gidm gid. Néu nhw
khach hang boé ra 2 triéu dé mua mot b com-1é thi
nhan vién nén phoi hop véi mét chiéc ca-vat khoang
200 nghin. Chi can chiéc ca-vat d6 c6 thé khién bd
com-lé tré nén bit mit hon thi khich hang sé dé
dang chdp nhan. Con néu ngwoc lai thi ty 1é khach

mua hang sé khong cao.

(®) Lra chon th diém thich hop

Lwa chon thoi diém thich hop d€ gi¢i thiéu
sdn phdm kém theo cho khach cang quan trong
hon. Thong thwdng, nguyén tic liva chon thei diém
ban hang két hop la: khi ban phéi hop voi hang
thoi trang thi nén dwa ra trwde khi khach hang vao
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phong thay d6; khi ban phéi hop cting phu kién thi
nhat thiét phai dé€ sau khi khach ra khéi phong th
d6 dé€ ho thay hinh anh t6ng thé. Cu thé, néu nhw
phéi hop nhirng d6 thoi trang nhw vdy, quén,... thi
nén dwa cho khach trweére khi khach thir d6; con néu
la ban cung véi phu kién nhw ca-vat, tai xach, md,
lac tay, khan,... thi ¢é thé dwa khi khach chuin bi
ding trwdc gwong. D€ khuyén khich khach hang
mua két hop, chung ta nhat dinh phai gidm ap luwc
cho khéch, dé khach thdy ring mua hay khéng ciing
khéng van dé gi.

Trién khai gidi thiéu san phdm... m



CHUONG 8

Lam thé nzo @@ loai bé bat dong,
giai quydt kho khan trong giao tiép
vdi khach hang

iy gior ngay cang nhiéu nhan vién than

Bphién véi 6ng chi cda minh rang khach
hang ngay cang kho tinh, yéu cdu ctia ho ngay cang
cao, bit bé ngay cang nhiéu hon.

C6 hai ly do cho tinh trang nay. Thir nhat, day la
chuyén rat binh thwéng. Boi vi hién nay cac thwong
hiéu xudt hién ngay mdt nhidu, cac san pham ciing
ngay mét da dang, khach hang c6 nhiéu lya chon
nén chic chin sé ky tinh hon. Khong c6 cach nao
khac, ban phai chdp nhdn sy that nay. Thi hai,
chung ta 1am viéc van chua thét sy hiéu qua, chting

ta khong cé cach nao dé khach hang tin twdng nén
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gdy mau thudn v&i khach ngay cang nhiéu. That ra,
qué trinh ban hang khong chi thir thach nang lwc
ma con cd sy nhan nai cta chung ta. Vi thé, ngoai
viéc chdp nhan sy bat bé ctia khach hang ra, nhin
vién ban hang con cén phai nhan nai tiép nhan va

nghi cach gidi quyét van deé.

1. Ai khién ban ban chéch hong tim?

Cac ban g, qua trinh ban hang la mét qua trinh
khéng ngirng phat hién va gidi quyét cac vdn dé. Néu
nhw viéc ban hang that bai, chi c¢é thé 1a vi cach giao
tiép ctia chuiing ta hodc sdn phdm ctia ching ta c6 vdn
dé, hodc chung ta chwa tao cho khach ly do va ty tin
dé€ mua hang. Hay luén nh¢é rang ching ta ban trwot
khoéng phai 16i & tim bia ma do ky thuit bin hodc
sung clia ching ta c6 vdn dé. Hay nghiém tdc tim
kiém nguyén nhan xudt phat tir ban than minh thay
vi than vin vé khach hang. Thuwéng 6 ba nguyén
nhan gay ra si bat déng: do khach hang khong tin
twdng nhan vién, do phan trng tw nhién cta khach

hang va do sy thiéu chuyén nghiép ctia nhan vién.

@ Khach hang khong tin twéng nhan vién
Khéch hang tir chdi chung ta phan nhiéu vi
ho khéng du tin twdng ching ta. Diéu nay khong

thé trach c ho dworc, cai chung ta cdn lam la lam
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t6t cong viéc ctia minh va xdy dung lai niém tin &
khach hang.

(2) Phin ing ty nhién cira khdch

That ra, con nguwoi ai ciing tham lam ¢3, ai
ciing hy vong minh bé ra it nhdt nhwng lai thu dworc
nhiéu nhit. Thém vao do, thi trwedng budn bén ciing
ngay cang nhiéu chiéu trod, khién khach hinh thanh
thai d6 hoai nghi v&i moi chuyén. Khach lo so rdng
nhan vién ban hang c6 thé lira ho, d€ bao vé minh,
ho sé& tim rat nhiéu ly do dé bién hd cho minh va dat

dwoc nhiéu lod ich nhat.

(3) Nhan vién thiéu chuyén nghiép
Qua quan sat va phan tich, chung t6i thdy rang
khong it 1an khach hang tir ch6i nhan vién vi cach

phuc vu thiéu chuyén nghiép ctia ho.

Mot cip vor chdng tré bwdre vao clra hang
trong tinh trang mét moira réi. Anh chéng voi
vang ngdi xudng ghé sofa, c6 nhan vién ban
hang tan tinh tiép d6n: “Anh c6 mudén uéng
chat mréec khéng a?” Nét mit anh chong to
vé phian van lwdng ly rit muén uéng nudéc
nhuwng lai nghi: “U6ng nuée r6i ngd nhé lat
khéng mua gi thi that 1a ngai!” nén anh da

khéo léo tir chdi.
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That ra néu nhw ¢6 nhan vién khéo 1éo tinh té
hon mot chut thi chuyén nay da khong xay ra. Vi du
nhw nhan vién cé thé rét ngay nwére va moi khach:
“Tréi hom nay that 1a néng! Moi anh dung chat
nwéca!” Ban cé thdy lam vay sé dat dworc thanh cong
cao hon khong?

R& rang la nhan vién thiéu chuyén nghiép sé
gdp phai nhiéu bat loi, hiéu qua cong viéc cling thap
hon nhén vién chuyén nghiép. Thé nén d€ giam bat
dong va dé khach hang khong tir chéi, nhan vién
can khong ngirng hoc héi, nang cao ning lyc giao

tiép véi khach hang va 1dy dwec niém tin ctia khach.

2. Néu khdng bat ding bénh, 13m sao boc ding thudce?
Nguyén nhin dan dén y kién bit dong giita

khach hang va nhan vién ching cai nao gidng cai

nao, nhan vién can c6 sy thong minh va tinh té dé

nam bat dwoc nguyén nhan that sw.

Nhan vién: Chi Nga g, b nay chi ma mdc lén
ngwoi thi khéng con gi phdi ché. Ddng vdy
dep ma bdn cting rdt chay nira.

Khach hang: Ciing tam dwoc nhung c6 diéu
la mau hoi dgm. (Van dé cta khach hang la
mau sic san pham)

Nhan vién: Pdm sao a? C6 ddm mau ddu chi,

Lam thé nao dé logi bo bdt déng.... m



khéng ddm chut ndo cd. Chi mdc lén rdt
hop! (Tw duy tuyén tinh don gian)

Khach hang: Nhung téivan thdy mau hoi ddm...

Nhan vién: Khéng sao g, mdu ndy vén con bo

mau nhat hon. Chi chér em mét chit. (Ban
hang theo quan tinh ty nhién dién hinh)

Khach hang: ...

Trong tinh huéng trén, khach hang phan nan
“mau bi ddm” nghia la “khéng thich hang dam mau”.
Nhan vién bién hé mdt cach don gian va so hé la
“khéng dam”, thé nhuwng sau d6 lai néi la c6 hang
mau nhat hon. Diéu d6 thé hién rd sw thiéu chuyén
nghiép va khong c6 trach nhiém véi san pham cla
nhan vién ban hang. Liéu khach hang c6 ton trong

mdt nhan vién nhw thé khong?

Trong trwong hop nay, ban cé thé néi cho
khach biét ly do tai sao ban lai gi¢i thiéu mau dé.
Néu khiach hang khong that sw thich thd, ban hdy
dwa ra sdn phdm mau nhat hon d€ khach hang chon

lwa cling chwra mudn.

Nhan vién: Chi Nga g, bé nay chi ma mdc lén
ngudi thi khdng con gi phdi ché. Dang vdy
dep ma bdn cting rdt chay nita.

Khach hang: Ciing tam dworc, c6 diéu t6i thdy

mau nay hoi dam.
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Nhan vién: Chj thdy mau nay hoi ddm a? Thét
ra em gici thiéu véi chi mau nay chi yéu la
nghi dén céng viéc cta chi.... hon ntva nwérc
da chj ... (Gidi thich véi khach hang tai sao
lai chon mau nay)

Khach hang: Nhung t6i van thdy né hoi dam
mau.

Nhén vién: U'm, mdu ndy con c6 bé nhat mau
hon mét chut. Néu nhw chi vdn thdy bo nay
ddm thi c6 thé thir b6 kia dé so sdnh. Chi cho
mét ldt, em di ldy cho chi ngay. (D€ khach
hang ty minh so sanh)

Nhan vién can phai biét cdch phat hién nguyén
nhan dan téi y kién bit dong ctia khach va d6i mit
gidi quyét né. Néu khong tim dwgc nguyén nhan
hodc nham lan nguyén nhén thi tit ca nhiing viéc ta
lam déu chang di dén dau ca.

Nhén vién ban hang thwong hay gdp phai kiéu
dap trd “dé toi suy nghi d3”, “d€ t6i xem xét thé nao
dd” hay “so sanh mot chut d3",... C6 thé 1a khach
hang dang tim cho minh mét cii ¢&, ciing c6 thé ho
dang bin khodn, do dw that. Nhan vién ban hang
can phai tim hiéu nguyén nhan chinh xic, thay vi
gidi thiéu trang giang dai hai. Dwéi day 1a ba van dé

ban can phai xtt ly:
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(1) Tim nguyén nhan gay sitc ép, két hop cromg nhu

Ding trude tinh hudng bat dong cda khéch,
néu nhan vién khéng lwa chon dwoc phwong thirc
thich hop dé gidi quyét thi dé khién khach hang tir
bd. Do vay, ldc d6 ban nhat dinh phai biét chi dong
can dw va tao ap lwc phut hop cho khach.

Néu tao dworc stre ép phu hop 1én khach hang
thi nhan vién cé thé chuyén tir thé bj ddng sang chii
déng va c6 thé tim ra nguyén nhan thit sw cda sw
bat dong. Nhung can diéu chinh mirc 49 cta sirc
ép, khong dwoc qua 1on nhung ciing khéng dworc
qué nhd. Vi strc ép qua 16m sé khién khach hang mét
moi, con nguoc lai thi sé khong hiéu qua. Hay manh
dan dit cau hai tric tiép cho khach.

(2) Bat bénh bic thudc, goi § khich hang mua ngay 1ap tic

Sau khi dit cac cau héi cé chiéu sdu d€ tim ra
nhitng khic méc trong long khach hang va xir ly
ngay cac van dé d6, nhan vién phai goi y cho khach
mua hang ngay. Vi khi con trong cira hang, nhu cau
mua sdm cta khéach dang bi kich thich, con mét khi
khach da ra ngoai thi moi chuyén khéng con trong
tam ki€m sodt ctia ching ta nita roi.

Durng dé khach dé dang bé di ma nén ndm bit
co hoi ban hang bang mot trong hai phwong phap
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cdn ban: Thi nhdt, mé hodc khach hang bang cach
no6i véi ho mua ngay bay gi¢r sé thu dwoc nhivng loi
ich gi. Thir hai, tao sirc ép cho khach hang. Vi du
n6i véi khach hang ring day 1a miu san phim cudi
cung, hodc chwong trinh khuyén mai sip két thuc,
hay qua ting kém s lwgng c6 han,... Nhw vy sé

khién khach hang muén mua ngay san pham.

(3) Tim cich dé khiich hang suy ngh lai

Nhiéu khach hang muén di nhiéu ctra hang dé
so sanh san pham. Day ciing la tam ly binh thwong,
nhan vién khong nén cd chap, gidi thiéu bang dwoc
san phdm. Nén dé khach cam thdy thoai mai nhung
nén tao an twong dé khach hang quay tré lai. Theo
khdo sat, mot khi khach hang da quay tré lai thi ty
1é ban dworc hang 1én téi 70%.

Vay lam cich nao dé khién khach hang phai
quay lai v&i ching ta? Nhén vién ban hang co thé
bdt dau tlr hai diém sau: Thir nhét la gitv thé dién
cho khach hang, dé€ khi khach tré lai ciing khong
¢6 cam giac nhu nhwoc, khong c6 si dién. Thir hai
1a tao an twong véi khach hang. Sau khi di xem cac
ctra hang khéc 161, khéch cling khong tré lai néu dn
twong cta ho vé ching ta rdt mo ho. Vi thé, trwde
khi khach hang r&i di, hay nhdn manh mét 1an nira

wu diém ctia san phdm dé khach ghi nhé.
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Nhén vién: Anh Lam thdy bé néi thdt nay thé
nao a?

Khach hang: Om, téi phdi ban véi vo téi da.

Nhaén vién: Dg vdng. Du sao mua d6 néi thdt
cting la cd mot khodn chi lom va cd gia dinh
dung chung nén cin cé sw doéng thudn.
bing rdi, ldn trudc chi nha cing dén day,
chi dy ddnh gid thé nao a? (Dong tinh véi
quan diém ctia khach, sau d6 tham doy kién
cta vor khich hang vé san phdm)

Khach hang: Ciing dwoc, c6 diéu vo chéng
t6i vdn mudén so sdnh mét chiit véi nhirng
chd khdc niva... (Khach hang chuyén sang y
mudn di so sanh v&i sdn phdm khac)

Nhén vién: Anh Ldm muén so sdnh em ciing
cd thé hiéu ma. Chi c¢6 diéu em so khéng biét
c6 phdi minh gidi thich ¢6 diém nao chwa r6
rang khéng, nén muén héi xem anh van con
bdn khodn diém nao a? (Chu dong dé khach
noéi ra ban khodn thic mic)

Khach hang: Ché nay thwong hiéu lém, d6 ciing
ddm bdo, chi cé diéu téi thdy gid hoi ddt mét
chut... (Van dé ctia khach hang lavan dé gid ca)

Nhan vién: Anh chi thdy gid c¢d hoi ddt phdi
khéng a? Ngoai gid cd ra thi con nguyén

nhén nao khdc khéng a?
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Khach hang: Nhitng yéu cdu khdc khéng c6
vdn dé gi.

Nhan vién: Vdy em c6 thé hiéu nhw thé nay
dwoc khéng a? Ngodai gid cd ra, anh chi rdt
hai long véi mdu ma, chdt heong ciing nhw
kich c& ciia sdn phdm. Hém nay chi cdn gid
cd hop ly la anh chi ¢6 thé mua réi ding
khéng a? (Tao cho khach dwong lui, cau héi
rdt hay, dé nghi nén sir dung nhiéu)

Khach hang: Um, c6 thé néi la nhw vdy.

Nhaén vién: Vdy thi cdm on anh Ldm dd gop y
thdng thdn...

Nhan vién: Néu nhw anh Ldm qud thdt van cén
phdi so sdnh thém thi em ciing hiéu ma. Chi
tiéc la bo san phdm nay rdt phit hop véi gia
dinh anh ma chi con c6 mét bé cudi cting.
Anh thdy thé nay c6 dwoc khéng nhé? By
gitr em sé giup anh giir sdn phdm dén sdng
mai. Anh dén ciing khéng it lan r6i, em khong
muén anh bi I& mdt mét bo dep nhw thé nay!
(Tién khach ra ctra van rat nhiét tinh, ning

cao kha nang quay lai cia khach hang)

3. Bon budc dé xir ly bat dong cia khach
Khach hang ban khoan, thac mac la viéc khéng
thé tranh khoi, nhwng ¢ng phoé hop ly méi la diéu
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then chét. Dwéi day 1a bd phwong phap da duwoc
thir nghiém hiéu qua.

(1) Chudn bi day da, don nhan y kién cia khich

Nhan vién ban hang c¢6 xudt sic hay khéng
thé hién khi ho phai d6i mat v&i cac cau hoi cla
khach hang, & cach x{r Iy mém déo va thanh thao?
Dé dat dwoc diéu ndy, can c6 sy chi dong chuin
bi trwéec.

Doanh thu ctia cira hang phan lon 14 nho vao
hoc thudc. Nhirng kiéu bt ddng ma khach hang
dwa ra chi dém trén dau ngén tay. Chi can ban hoc
thudc tron tru phwong phép giai thich va giao tiép
1a ban ¢6 thé xir ly rdt nhanh chong ma khoéng bi

ling tdang.

(2) Bit I4ng nghe, nhic lai ban khoan cla khach hang

Nguyén tac khi xir ly vdn dé rdcr6i 1a khong durorc
qua vdi va. Dau tién ban hay hoc cach ling nghe, sau
d6 nhic lai y kién ban khodn cta khach hang.

Ban dn noéi c6 khéo 1éo dén dau ciing khong
bing l&ng nghe va hi€u dwoc tam tw suy nghi cta
khach hang.

Viéc nhdc lai y kién ban khodn ctia khach lamot
cach dé ban thé hién minh tén trong va hiéu dingy

ctia ho, ddng thoi ban ciing ¢ thém thoi gian dé suy
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nghi. Chi mét dong tac don gian nhw vay nhung lai
¢6 thé khién khach hang v6 cling thoai mai.

Cach lam cu thé thét ra rat don gidn. Sau khi
khédch hang dwa ra van dé, chung ta c¢6 thé dirng
khodng hai gidy va héi lai: “Cé phadi anh/chi néi
ring... 7", “Y cta anh/chi 13... T6i c6 thé€ hiéu nhw

vay chw?’,...

(3) Tham do y kién, tim ding phurong huong réi tré 1o

Doi khi khach hang dwa ra nhirng y kién gia dé
ttr chdi nhan vién, hodc loi tir chéi triee tiép cling
an chira rat nhiéu nguyén nhan. Nhan vién c¢ian binh
tinh d6n nhdn nhitng y kién nay. Diéu ching ta cdn
nh¢ la: Khach hang dwa ra y kién phan d6i hay tir
chdi d6ng nghia véi viéc ho “khdng can”. Viéc ching
ta can phdi lam 1a tim cho ra nguyén nhan cta chir
“khéng” 6 va tim cach loai b6 n6 di d€ khach hang
tiép tuc mua hang.

Hay tim cach chuyén minh tir thé bj dong sang
cht ddng, bién khong thé thanh c6 thé bing cach hoi
do: “Anh/chi c6 thé cho em biét bay giranh/chijloldng
diéu gi dwoc khong a?’, “Anh/chi néi d6 cta ching
em dat, khong biét anh/chi d3 so sanh véi thuwong
hiéu nao vay a?’, “Mua sdn phdm thwong hiéu nao 1a
quyén ctia anh/chj, em chi la muén biét liéu c6 phai

em da gi¢i thiéu chd nao chwa 6n khong?,...
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(%) Phuong php FAG gidi quyét ban khodn cira khach hang —
ndi nang khéo éo

Kinh doanh khéng c6 mét dinh ludt 6 dinh,
chi can ban ¢6 thé khéo 1éo tng d8i va khién khach
hang chdp nhan la dwgc. Nhiéu khi cung mét cau
ndi, nhung diéu chinh mot chut vé ngir diéu, thoi
diém néi cling d3 dem lai hiéu qua khac biét roi.
Phwong phap FAG ma chuing t6i gi¢i thiéu dwéi day
xudt phat tir tdm ly khach hang, tin dung ba bwérc
cam gidc (feel), hanh dong (act) va chi dan (guide)
dé xi ly van dé phat sinh tir khach hang. Van dung
phwong phap nay, nhdn vién c6 thé néi ndng khéo
1éo va tinh té hon.

Cam gidc - nhan vién ban hang can dong tinh
va khen ngeoi khach hang. Diéu nay sé khién khach
cam thdy chung ta ludén ding vé phia ho, dong thoi
cling nhanh chong xdy dung dwoc nén tang cho
cudc noi chuyén.

Hanh dong - gat bo van dé cta khach hang.
Néu vdn @& don gian, ban co thé gidi quyét tirng,
chi tiét nhd. Néu vdn dé rdc r6i, dlrng ngai stv dung
cach néi vong vo, khong di thang vao van dé chinh,
diéu quan trong la gil tw tin cho minh va si dién cho
khach. Cach xt ly linh hoat, mém déo khéng bao

gi¢r thira ca.
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Chi din - nhan vién cin cht d6ng lwa thei
diém phu hop dé€ xoay tir vin d& cta khach sang
hwéng c6 loi cho ching ta. Nhw vady méi 6 thé bién
bi d6ng thanh chtt ddng, bién khoé khin thanh co
hoi. Vi du nhu sau khi xt ly xong méi nghi ngér ctia
khach hang, ¢6 thé dan dit khach tra l&i cau hoi
mang tinh nhu cdu, thi st* dung sdn phdm,... va

phan tdn sy chu y ctia khach vao vin dé khéc.

Khach hang: Sdn phdm ctia cdc anh ddt hon
thwong hiéu X! (Khach hang d3 t&i 4 lan réi,
trweére khi ghi héa don dwa ra vin dé vé gia
thanh)

Nhéan vién: Anh Nam nght rdng san gé cua
céng ty chiing em ddt hon céng ty X diing
khéng a?

Khach hang: Ding thé, bén ngudi ta cling
la g6 composite, kiéu ddng, mau sdc ciing
khéng khdc bén nay la bao, bén ho con...

Nhan vién: Anh Nam néi rdt ding. Em thira
nhdn hang bén ching em qud la cé ddt hon
bén A mét chut. Trwéc ddy ciing c6 mét vai
khdch hang y kién nhw vdy (Bw¢c mot: dong.
tinh véi quan diém ctia khach) nhwng sau
d6 hdu hét van quyét dinh mua sén phdm ctla

chiing em vi ho nhdn ra rdng, mdc du hang
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bén em cé ddt hon mét chut, nhung chdt
lwong, dich vu déu cao hon nhiéu (Budc hai:
hanh dong linh hoat mém déo, khién khach
hang tin twdng san phdm). San gé sir dung
lau dai, anh nghi nén coi trong gid cd hay
chét lvong hon? (Dan ddt khach hang dé
ho thay dworc diém quan trong hon gia ca).

Khach hang: Pwong nhién chdt lwong ciing
rdt quan trong roi.

Nhéan vién: Dung la thé, anh Nam ndi rdt dung
ddy a. Néu nhw chdt lwong khéng tét, sau
khi stv dung mét thei gian la chb nay hay
ché kia sé héng héc, sé rdt phién phirc. St
dung sdn phdm ctia ching em du ¢6 hoi ddt
mot chut nhwng v6 cting yén tdm, thé nén
tinh ra van con lgi hon 6 phdi khéng a?
(LAn th hai dung FAG, dén thoi diém lap
ttrc ghi hoa don) A

Khach hang: ... (Im lang khéng néi gi)

Nhan vién: Vay bdy gi¢ em sé ghi héa don givip

anh Nam nhé!

4. Dirng bao gio bdo gid qué sdm vai khach hang

Noi gi vao thoi diém nao cho hiéu qua 1a diéu
khong hé dé dang. Ban c6 théi quen ho héi gioi thidu
véi khach hang san pham nay dang giam 30%, sdn

OGN 54N GI THE BAN CHU BUNG BAN HANG



phdm kia chi 199 ngan véi mong muén gia ca cé thé
thu hit dwoc ho. Nhung da bao gier ban nghi ring
bdo gid qua s¢m nhuw vy lai 13 nguyén nhan khién
ta khong thé gitr dwoc chan khach hang chwa? Ban
nén ghi nh¢ diéu nay: Muén gitr dwoc chan khach
hang, dau tién phai gitt dwec “trai tim” cta ho. Ban
c6 that sy hiéu tam ly ltc d6 cta khach hang khéng?
Néu khach hang chwa hiéu hét vé san phdm ma ban
da bao gid roi thi phan tng tam ly dé thiy ctia ho sé
1a “Sao ddt vay?” va quay diu b di.

Vi thé nhén vién ban hang cin trdnh noéi gia
qua sém dé tranh dwa minh vao thé bj dong. Du sao
thi khach bé di sau khi thich san phdm ciing khéng
nhanh bang khi biét gia. Nguyén tic 1a: tri hodn bo
gid, chi dan thtr dung,

Khi khdch hang tham do gia c3, chung ta tuyét
doi khong dwoc bdo gid ngay tir ddu ma hay tra loi
ho bang sw nhiét tinh, dit cau héi lam ho réi
tri, hwong dan trdi nghiém d€ ho thay d6i quan
di€m. Vi du nhw nhan vién ban hang thei trang
thwong néi: “Anh dirng chi nhin gid ma hiy xem do
¢6 hop véi minh khong trwée. Anh thir b nay dia”
Triedng hop nay, nhan vién da biét cach tranh néi
gia trwc tiép nhung cach ndi van qua tryec tiép. Dau
6c khach hang khi d6 van rit tinh tio nén ty 1é thanh

cong sé khéng cao.
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Phwong phdp hitu hiéu nhét la hay hing hai
khen ngoi khach hang, sau d6 dit cau hoéi khién ho
r8i tri, roi lwa lac 4y ma chi dan cho ho thi sé cang
hiéu qua hon.

Lan thir nhat:

Nhén vién: Anh Minh quad thdt c6 hiéu biét vé
thoi trang, vira méi nhin d@ nhdm ngay
dén méu hang bdn chay nhdt mia nay cta
chiing em. C6 diéu bé nay hoi khé két hop,
khéng biét anh Minh dinh mdc di lam hay
mdc hang ngday a? (Sau khi hoi do vé viéc két
hop quéin 4o xong nén d€ khach hang thir
d6 ngay) Néu da nhw vdy, em thdy bg nay
qud phu hop véi anh réi. Thé nay nhé anh
Minh, anh khéng thé chi ngam khéng dworc,
anh hdy thie d6 di . M&i anh di phia nay!

Luc d6 néu nhw khach hang mdc thir thi ching

ta d3 hoan thanh mot viéc 1n r6i. Nhwng néu nhw
khéch hang néi “Anh cir néi gia trwdre di roi toi thir
sau” thi nén lam thé nao? Chi con cach la cir néi gia
tién cho khach nhung bing phwong phép sang tao
dudéi day:

Lan thw hai:

Nhan vién: N6i thdt véi anh Minh, b d6 nay
qud thdt gid c6 hoi ddt mét chut nhwng day
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vdn la mdu bdn chay nhdt mita nay cia cira
hang chung em (khién khach hang cam thay
nhan vién rat thanh that, hon nita khach
ciing sé thiy dwgc san phdm dang dong tién
bé ra). Vi ddy la sdn phdm st dung chat liéu
A, dp dung céng nghé B, c6 wu diém la... Gid
ctia né la 700 ngan. Piing la gid cd rdt quan
trong nhwng qudn do mdc lén ngwoi dep hay
khéng con quan trong hon phdi khéng anh
Minh? Em nghi anh ci¥ thir mdc trwéc xem
thé nao da. M&i anh Minh sang bén nay a!
Tom lai, nhan vién ban hang c6 thé cht dong
chuyén sy chu y ctia khach hang bang cach héi doy
kién ctia ho vé hoan canh st dung, mau sic nhiirng
bd d6 khdc néu ban hang thoi trang; hoéi giai doan
lam nha, nha bao nhiéu ting, hwéng nha, phong

cach thiét k&, dién tich néu ban do noi thét,...

5. Nang cao cac gia tri dich thuc

C6 mét quy ludt chung t6i téng két dworclanhing
thwrong hiéu uy tin khong tuty tién dwara chirong trinh
gidm gia, con nhitng thwong hiéu dwara chirong trinh
khuyén mai hang ngay, hang tudn thwong khong phai
la thwong hiéu manh that sw. Bdi vi cac thwrong hiéu
hang dau biét cich tao ra gid tri cho minh, cac chwong
trinh khuyén mai chi la chién thudt &€ diéu chinh thi
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trwomg ma théi. Pirng bao gitr bién chién thuat nay
thanh chién lwoc str dung lau dai.

Vi sao khach hang hay mic c3, ép gia? D¢ la
vi 'ho s¢ bi thiét, ho mudn mua san pham ré nhung
phai chdt lwong. Ho chi mua hang khi ¢6 dwoc cdm
gidc “@worcloi™ Vi thé nhan vién ban hang hay khién
cho ho cam thay s&n phdm nay dang mua. Mot tha
thudt cia nhitng nhan vién ban hang xuat sic la ha
thdp d6 nhay cdm vé gia ca va tang gia tri ctia san
pham lén. Dwéi day la mot vai cach d€ nang cao gia

tri ca san pham:

® Nang cao gia tri thuong hiéu

Mot déi giay thé thao hiéu Nike dit trong gian
hang Nike bén véi gid hai triéu, néu thay nhan hiéu
Nike bang hiéu Li-ning va dat d6i giay do trong gian
hang hdng Li-ning thi ban nghi no sé ban dwogc véi
gia bao nhiéu?

Diéu nay cho chung ta thay, hang hiéu c6 gia
tri ctia n6. Mot san phdm giéng nhau nhwng gia tri
thwong hiéu khéng nhw nhau thi sé c6 gid thanh
khac nhau. D€ tao nén gia tri thwong hiéu can cé
sw hop strc ctia ca chi kinh doanh, quan Iy va nhan
vién ban hang. Thwong hiéu nay khéng chi bao gom
thwong hiéu san phdm ma con bao gébm thwong

hiéu cta nhan vién va ctra hang.
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Du ring tao dung thwong hiéu khong phai
viéc mdt sém mot chiéu nhung n6 dang dé ta bd
cong strc dau tw 1au dai. Ban ¢6 thé thu dworc it tién
trirdrc mat nhueng vé lau dai thwe sw thinh virong
hon nhiéu. Pay ciing 1a ly do tai sao ngay cang nhiéu
doanh nghiép né lyc xay dwng thwong hiéu cho

riéng minh.

@ Nang cao gié tri thi truing

Néu vin dem d6i gidy Nike trirdc ra ban trong
mot hang via hé gan che, liéu ngwdi mua sé chip
nhan bé ra bao nhiéu tién mua né day? Chac ching
c6 ai dau 6c khong binh thwérng ma mua né véi gia
hai triéu ca. Noi nhw vdy dé ban thdy riang thi trieomg
ciling c6 gia tri clia nd, n6 ¢ thé anh hwdng true tiép
dén nhdn thirc vé gid ca cia khach hang.

Vi thé, néu 1a moét cha cira hang kinh doanh,
ban nén ddu tw trang tri cho hinh dnh ctia ctra hang,
bay bién bat mat va gon gang. Chi khi ¢6 mét hinh
anh t6t, ban méi ¢6 thé thu hat dwoc nhiéu khach

hang bwéc vao.
@ Nang cao gia tri nhan vién
Yéu t6 con ngwdi layéu t8 quan trong nhat. Mot

nhdn vién khéng chuyén nghiép, méi ngay cé thé sé

lam ctra hang ban it di vai san phdm. Phwong phap
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duy nhat va c6 hiéu qua nhat d€ nang cao gia tri ca
nhan vién la ting cwong dao tao, hoc tap. Nhitng
ctra hang c6 thanh tich tét déu c6 nhitng 6ng cha
biét chdp nhéan dau tw cho viéc dao tao nhan vién,
giip méi nhan vién trong tap thé dwoc hoc tap mot
cach toan dién. Nho d6, ky ndng, gia tri clia nhan
vién dwge nang cao, ban than nhan vién cling lam

viéc vui vé, tich cwe hon cho éng cht!

b. Phirong phap bao gia thong minh

Chang toi thwdng nhan dwec thic mac clia
nhiéu 6ng cha dai ly: Liéu thong nhat gia ca tot
hon hay linh hoat gia ca thi tot hon?” Thuc ra, theo
nguyeén tic, mdi cong ty déu co quy dinh gid ca théng
nhit tai cic clra hang, nhirng trong qua trinh buén
bén lai thwong vo tinh hay hiru y phé vé di quy dinh
nay. Méi kiéu dinh gia nay déu cé nhirng loi hai riéng.

Ban dau viéc thong nhat gid ca c6 thé sé bi dong
nhwng néu viéc dinh gid hop ly thi sau mét thoi
gian sé tré thanh c6 loi cho hinh twong cda thwong
hiéu va don gian héa cong viéc quan ly tai clra hang.
Dwong nhién, nhwrge diém cha théng nhat gia chinh
1a qué ctrng nhic, c6 thé khién cho moét s§ khach
hang da quen vé&i viée méc ca khoé thich wng dwoc
nén gy anh hwdng tryee tiép dén doanh thu ctia ctra

hang. Dé ap dung viéc thong nhat gia, ban dau ctra
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hang phai chudn bi mgt nguén vén va thye lwe 6n
dinh mé&i mong virot qua dworc thei gian ban dau
kho khan.

Phwong thirc dinh gié linh hoat ¢6 vé nhw théa
man dwoc tam ly “bo ra it, thu lgi nhiéu” ctia khach
hang va giup thuc ddy kinh doanh trong thoi gian
ngan. Nhung néu xir ly khong tot sé dé lam anh
hwéng dén hinh twong ctia san phidm va doanh thu
lau dai. Cong viéc giao thiép véi khach ciing tré nén
rdc r8i hon. Néu &p dung phwong thiec dinh gia nay
cdn xac dinh ding thoi diém then chdt dé tranh
nhitng tac dung phu theo hwéng ngworc lai.

Qua phan tich nhiéu tinh hudng cu thé,
chung téi thdy rang nén ap dung chién lwgc dinh
gia linh hoat “90% c6 dinh + 10% xé dich”, gi4 ca vira
6 tinh nguyén tdc vira c6 sw linh hoat. Kém véi d6,
k¥ ndng bdo gia cila nhan vién ciing gitr &nh hwéng
khé l&n. Phwong phap bao gia kinh dién gdm ba
bwéc, dwoce dp dung trong cdc vi du vé ban hang

ndi thit dwéi day:

(0 But thi nhdt: Béo gia 1an mat

Thuwong thi khach hang khong tin gia tién lan
dau tién ma ctra hang dwa rava ho cling khong thich
gid sdn'phdm khéng c6 chut linh hoat nao c3 (trir

phi ching ta c6 thé kién tri néi moét gia). Rat nhiéu
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khach hang déu thich mdc cd, khéng phai la vi gia
thanh sdn phdm qué cao mavi khach hang muén thé
hién ban linh mua ban ctia minh. Khi khach hang
“tuyén chién” v&i chung ta, néu ching ta khong
nhwong ho chit sé dé khién ho bi mat mit.

Trong lan bao gia thi nhit, ching ta nén chuy
toi viée hwdng dan khach hang thir san phdm, lién
tuc nhdn manh gia tri sdn phdm dé gidm d6 nhay
cam ctia khach véi gia ca. Gia bao lan dau tién khong
dworc phép qua thap, phdi d€ khodng tréng cho lan
gidm gia sau.

Sau khi bao gid lan mét, néu nhw khdach hang
van phan ing tiéu cye, chung ta cé thé goi y khach
hang d6i sang mua san pham gia khac, qua d6 thdm
do xem khéach hang c6 thé chap nhan dwgce mire gia

dau tién khong.

(2) Budc thi hai: nhwgng bd ¢ diéu kin

Sau khi bdo gia dau tién ma gdp su tir choi ctia
khach hang hodc nhan vién tir chéi mirc gia mdc ca
cta khich, nhan vién phai kip thod chuyén sang buwérc
thir hai. Lan nay chung ta cé thé nhwong bd mot chut
nhung nhé:t dinh phai c6 meo, d6 la dwa ra diéu kién.
Vi du nhu: dién tich mua phai trén som? (san gb),
gach nén va gach twdong déu mua tai ctra hang, mua

theo nhém ba c& nhan tré 1én,... Nhwong bo két hop
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diéu kién 6 hai cdi lo1 la: thir nhdt, khién cho khéach
hang cam thdy ching ta thanh that khi néi gia ldac
dauy; thi hai 1a &€ cho khach hang biét quy trong cor
hoi khong dé gi cé dwore nay. Tom lai, dirng cit dat
dwdng lti ctia minh nhwng ciing phai d€ khach thay
dwoc lan nhwong gid nay khong dé dang gi.

(3) Bui tht ba: nhanh chong két thic bo gia va ky hep dng

Néu van chwa thanh cong thi ban c6 thé giam
gia thém mot lan niva théi. Lan thir ba nay sé la lan
miic ca cudi cung, “qua tam ba ban”. Qua hai lJan méc
ca trwdre ta c6 thé dw doan chudn xac mirc gia khach
hang chdp nhan dwoc va diéu chinh cho pht hop &
lan thi¥ ba ndy. Néu 1n nay vin chwa thé thanh cong
thi kha nang khach hang mua 35 1a rét thap. ‘

Lan cudi cung ndy cling phai dé khach thdy rdng
khong dé dang gi. Ban c6 thé tim dén mot ngudi
c6 chire vu cao d€ xét duyét nhw gidm d6c hodc cha
ctra hang. C6 thé chi 1a 36ng nghiép théi cling dwoc
nhung phai d€ khach thdy rang day da la mic gia
thdp nhat, khong thé gidm hon dwe«c nita.

Hay ¢S bién mbi ldn béo gia nay thanh lan giam
gia cudi cung cho khach. Néu khéng lam dworc nhw
vay, ban nén nhé nguyén tic: phai gidm tir tir, moi
lan gidm mot it, phdi d€ khach thdy rang co hdi nay

khong dé gi c6 dwoc va ho dang dworc loi.
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CHUONG 9

Nhanh chdng ky két hop dong

y hop dong la bwéc cudi cing, c6 anh
I(hu'é'ng triee tiép téi doanh thu ctia nhan
vién. Mot nhan vién giéi khéng qua chu trong tdi
viéc ky hop d6ng nhung ciling khong phai la h¢i hot
v&i n6. Mudn ban hang thanh céng, ban cdn c6 nghé
thuat dan dit va giao ti€p voi khach hang, d€ ban
ban dwoc hang ma khach hang cling hai long, vui
vé. Hay danh thoi gian d€ phan tich nhirng that bai
cta ban va diéu chinh d€ nang cao ty 1é thanh cong

ctia ban.

1. Nhanh nhay nam bat théi co vang
Qua trinh kinh doanh giéng nhw mét cudc thi
chay tiép strc, ky hop dong la lwot chay cudi cung.

Lwot chay nay néu bat dau qua so'm s€ khong nhan
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dwere cdr trao tiv ngwetvi chay ching trivdre, néu bt
ddu qud mudn sé lam 1& mat thoi cor chién thang.
Lwa chon thoi khiac quan trong dé€ bat dau la diéu
ma bat ctr tuyén thii nao ciing mudn hoc hoi.

Twong tw néu nhan vién ban hang dwa ra yéu
cau ky hop dong qua sé'm hodc qua mudn sé gay khoé
khan cho céng viéc, tham chi con c6 thé bi khach
hang ttr chéi. Do d6, nam chdc thoi diém ky két hop
déng la mot viéc v6 cling quan trong.

Vay th&i diém nao dwee xem la thich hop dé ky
két hop dong? Qua nhat ky cac lwot ban hang thanh
cong va that bai, ching toi téng két ra mot truweong
hop hiéu qua nhat: sau khi xt ly xong vdn dé trong
tdm ma khach quan tam, 1ap tlrc @it cau héi nay cho
khéch, chi can khach im ling khodng ba phut la c6
thé ky hop dong ngay. Nhirng van dé trong tim ma
khich hang thuong quan tam la gia c3, chat lwong,
cam két phuc vy,... Sau khi gidi quyét xong, ban phai
dat cau hoéi xac nhan. Vi du nhw “Anh/chi thay sao?’,
“Anh/chi bdo xem c6 phai vay khong?’,... Chi can
khach hang ngdm thira nhén la ching ta c6 thé bat
dau ky hop d6ng dworc roi.

2. Bi quyét ky hop dong tang nhanh doanh thu
Néu mudn tang ty 1€ thanh cong ctia minh, ban

can ddc biét quan tam tdi tirng giai doan trong qua
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trinh ky hop dong. Dwéi diy la nam diéu ban can

ndm virng:

(1D Két hop g ich hai bén

Trong thoi khic ky két hop dong can phai dua
vao nguyén tic ddi bén cung 6 loi, ddm béo loi ich
ctia ban than nhwng ciing phai can nhdc lgi ich cia
khach hang. Chi lgi ich cta hai bén cing dwoc ddm
bdo thi mé&i mong tiép tuc hep tdc, lam &n lau dai
dwore! Bt ky cdch lam nao chi quan tdm dén loi ich
trwwére mdt ctia clra hang ma khong coi trong loi ich
khach hang, nhin bé ngoai c¢é vé nhw ta dworc loi
nhwng thwec té€ thi lai dang mdt di rat nhiéu diéu.

Nguwei thing that sw la ngwdi xdy dung dwoc
loi ich chung gitra khach hang va ctra hang va tao
dwoc tién dé cho hop tac lau dai. Sw tin nhiém cba
khach hang, bién khach hang tré thanh nguwdi ban
cta minh dwgc xem la thanh cong cao nhét trong
kinh doanh. Néu khéng thé tré thanh ban be thi
ciling tuyét déi dirng dé ho tré thanh ké dich.
(2) Lya ding tho diém

Nhirng nhan vién ban hang nhiéu kinh nghiém
¢6 kha nang linh cam thoi diém rat nhay bén. Ho cé

thé chop dworc thoi co thich hop qua quan sat cach

n6i chuyén hay ngoén ngir co thé ctia khach hang
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nhw tram tw khong ndi gi, xoa tay, anh mdt nhin
chdm chq, gat dau, mim cwdi hay tham chi la cha

dong khen ngoi,...

(3) (hi dang véi khéch hing

Dén thoi diém cudi cling, ¢6 thé khach hang da
c6 téi ba sw lwa chon va chwa biét nén chon thwong
hiéu nao. Khi dy, nhan vién ban hang can phai cha
doéng maéi mong gianh dwoc wu thé.

Cht dong khéng chi c6 16i kéo khach hang vé
phia minh ma phai két hop “kéo - ddy” va nam chit
tdt ca nhirng co hoi c6 thé dé chit dong khién khach
hang ky hop déng véi minh. “Kéo” nghia la trong
qua trinh kinh doanh, nhan vién lién tuc goi ra
mong mudn va hirng thu cho khach hang, xay dung
dworce thién cdm cta khach d6i véi san pham. “Day”
lai 1a mot khi phat hién thay khach hang c6 khuynh
hwéng ky két hop ddng cdn 1ap tirc hanh déng, thic
giuc ho nhanh dwa ra quyét dinh.

(4 Thé hien sy ty tin

So sanh sén phdm va mua san pham la hai giai
doan tam ly hoan toan khac nhau ctia khach hang.
Néu nhw khi so sdnh san pham, khach hang cdm
thdy thich thd véi tinh ndng va kiéu dang ctia san

phdm thi dén lic mua sdn phdm ho sé phan van,
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do d vi ho phai that sy bo tién ra. Lic nay, khich
hang mong mudn c6 &u tin twdng vao san phdm dé
mua noé. Vi thé, nhan vién ban hang phai xay dung
dwoc long tin va truyén niém tin dy t&i khach hang.
Nhan vién ban hang phai kién dinh trong 11 néi,
dnh mit nhin thdng vao khdch hang va truyén cho
ho sttc manh.

Can tranh dwa ra nhitng cau hoi thiéu ty tin
dé tring cau y kién ctia khich hang. Hiéu tmg ton
trong hay khiém t&n sé hoan toan phan tac dung, né
chi hwéng cho khach hang tri hodn hodc tir chéi ky
hop ddng ma thoi. Cac cau hdi kiéu nhw: “Cubi ciing
thi anh/chi muén cdi nao?”, “Anh/chi quyét dinh réi
chw?”, “Téi ghi hoa don giup anh/chi dwoc khéng?”
nén thay bang cach néi: “Dworc a. Bay gior tdi sé lam
héa dom gitp anh/chi, xin ché mét 1at”, “Bay gior toi
s€ g6i lai giap anh, xin che mot 1at’,... Vao thei khdc
quan trong nay, nhirng “cao thi” ban hang sé khong
chit may may do dw vi ho nghi rang minh dang giup
d& khach hang chir khong phai la dang “bon” tién

cua ho.

(5) Hanh dng

Nhan vién ban hang khong can phai hoi khach
hang nhitng cau thira thai, chi can lam nhirng viéc
can thiét dén luc ky hop dong la dwoc. Vi du nhw
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chuing ta tryec tiép viét hoa don cho ho, hoac géi @6
lai gitp ho,... Nhitng viéc lam nay mac dinh coi nhw
khach hang da quyét dinh mua hang, nhw vy c6 thé
“th6i mién” va khién ho ky hop dong voi chung ta
nhanh chéng.

3. Dimg dé khach hang hoi han sau khi da mua

Nhiéu khach hang du mua dwoc hang cao cap
nhung van héi han khi mua vi bd ra mét khodn
tién khong nhé. Vdy nhan vién ban hang phai lam
thé nao?

Ban c6 hiéu dworc tam ly khach hang lic nay
khong? Ky xong hop d6ng ho sé cam thay vira nhe
nhém lai vira cing thdng. Nhe nhom la béi sau ca
quing thoi gian dai chay dén chay déo, chon toi
chon lui cudi cing ho ciing c¢6 dwoe moén hang wng y.
Céng thing 1a vi ho lo lang khong biét ¢6 mua ding
hang hay khéng, nhat 1a lo s minh bi mua dat hodc
bi méc lira. Néu nhan vién ban hang khong hiéu tam
Iy nay va khong kip thei dwa ra nhitng hwéng dan
phtt hop cho khéch thi khach sé héi han va thay d6i
quyét dinh ctia minh.

Trong thi trwdng kinh doanh canh tranh khéc
liét ngay nay, chuyén khach hay don hang hodc bi
d6i thti canh tranh gianh mat khdng phai 1a it, nhat

1a trong [inh vire ndi that, vat liéu xdy dung. Qua qua
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trinh nghién ctru tai nhiéu cira hang va phéng van
thuee té, chung toi da tong két dwoe “bon budc gitr

don hang” hiéu qua:

(1D B san pham phi hop nhit cho khach hang

Néu chuyén hiy don hang xdy ra nhiéu lan,
chi¥ng t6 quan hé gitra nhan vién ban hang va khach
hang chwa da tét. Chi khi nao git gin dwoc méi
quan hé tot gitra hai bén ngay tir &au, phuc vu khach
hang chan thanh, tuyét d6i khong giéi thiéu nhirng
san phdm khong phu hop thi ching ta méi c6 thé
han ché ty 1é phat sinh viéc khach hily don hang.

(2) bimg dé khach vii vang rdi di sau khi thanh toan

Céc ban can biét rang, cho du khach hang da
ky hop ddng roi nhung ho van c¢6 thé trd lai hang.
Lic d6 khéach con dang lo lang xem liéu minh cé
mua dung hang hay khéng. Hon nita hanh vi mua
sam cta khach hang con c6 thé bi dao dong béi ban
bé, ngwdi than, d6i tha canh tranh. Do 6, sau khi
khach hang quyét dinh mua d6 thi nhan vién ban
hang khong nhitng khong nén tién khach di that
nhanh ma nén néi chuyén phiém vé mot vai chta
dé nhe nhang véi khach, dé khach hang binh 6n
virot qua giai doan tam ly nay. Lac d6, cdm ky nhat
1a khach tra tién xong lap tic tién khach. Lam vay
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chi khién khach cdm thiy ban lam viéc qua loa, hoai
nghi vé dong co ban hang ciing nh tinh tin ciy ctia

dich vu sau khi mua!

@ Gilr lién fac véi khach sau khi khach da mua hang

Trong cudc séng, du xdy deng moi quan hé gi
di ching nira, chiing ta déu can thuong xuyén lién
lac, trao d6i. Trong ban hang ciing vay, mudn tao cor
hoi ban hang cho nhirng lan sau, nhan vién can giir
lién lac thwong xuyén véi khach.

Phwong phép cu thé nay chinh 1a khong ngirng
tim kiém co hoi phuc vu khach hang tan tinh, vi du
nhw kiém tra sdn phdm sau khi s& dung, dich vu tu
sra tan nha, tw van giai quyét nhitng khé khin ma
khach gép phai,... Co nhu vay thi chang bao gi¢r néi

lor tir chéi ca.
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CHUONG 10

Nghe thuat gii chan khach hang

hing toi da tdng két ra rang: khach hang
khong vao thi van dé la & ctra hang, khach
hang vao ro6i ma khéng mua hang thi 16i & con
nguwdi, khach d3 mua hang réi nhwng sau d6 khong
bao gir mua nira thi d6 c6 thé do van dé dich vu. Ba
diém nay hinh thanh mét cai vong tuan hoan trong
kinh doanh. D€ tang sitc canh tranh cta ctra hang,
rdt nhiéu thwong hiéu da dau tw s6 von khong nho
dé xay dung hinh twgng ctra hang. Nhiéu ctra hang
coi trong va ddu tw cho béi dwdng nhan lwc. Nhung
van dé dich vu sau khi mua hang dwong nhw vin
chwa dwoc dau twe da chit xam.
Chédm soc dich vu “sau marketing” 1a cach dé
tao con dwong thuan loi cho twong lai. Trong tinh

hinh canh tranh ngay cang khéc liét cung voi yéu
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ciu ngay cang cao ctia khach hang, dich vu sau khi

mua hang dang tré thanh phwong tién quan trong.

1. Viéc kinh doanh khong bao gio 1a két thic

Lam thé ndo d& mot qua bong tuyét ngay cang
to lén? Cau trd loi rat don gidan: mudn qua boéng
tuyét to 1én thi n6 phai lin, sau méi lan lin tron nhw
vay n6 lai tich thém dwoc nhiéu tuyét. That ra, viéc
kinh doanh ctia ching ta ciling giéng nhw vdy, cang
lan di thi cang 16n manh.

Viy qua bong tuyét kinh doanh rét cudc nén
1an nhw thé nao day? C6 1é cach tot nhat la khéng
ngurng tich lily 1o khen ngoi cta khach hang, dé
khach hang tré thanh tinh nguyén vién tuyén truyén
cho thwong hiéu ctia ching ta! Néu lam dwoc nhu
vay, chung ta chdng can phai @ rdl nghi ngei khach
hang c6 dén hay khong, ciing khéng can lo lang déi
thii canh tranh t8 chivc hoat ddng khuyén mai gianh
khach hang nhw thé nao.

Nhitng nhan vién ban hang wu td sé biét tan
dung th&i co d€ phuc vu khach hang that t6t, thu
hep khodng cich gitra minh va khach qua dich vu
hoan héo va khién ho tré thanh khach hang trung

thanh sudt dori ctia minh.

Mot khach hang mua giay da hiéu Nike tai
Ha Noi. Mot thang sau anh ta phét hién ra dé
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gidy bi h& nén da d¢én bat dén. C6 nhan vién
ban hang khéng 5 chuyén gi xay ra nén da
gii doi gidy nay vé tng cong ty d€ kiém tra.
Sau khi kiém tra, t6ng cdng ty phat hién rdng
vi khach nay 1a mét nhin vién 1am ndi hoi, dé
giay thwdng xuyén tiép xdc voi xi than da &
nhiét d§ cao, nén nhanh bi hé. Truwdng hop
nay theo ly ma néi céng ty Nike khong phai
chiu trach nhiém. Nhwng Nike 1a mét thuong
hiéu c6 uy tin nén sau khi stta mién phi giay
xong da gtri tra lai ctra hang tai Ha Noi.

Clra hang tai Ha Noi goi dién cho vi khach
kia thi ltic d6 anh ta da di Hai Phong tim viéc
khac, tam théi khong vé Ha Ndi trong mét
thei gian. Biét lam thé nao day? Sau khi xin chi
thi ctia cong ty, ctra hang tai Ha Noi da giri giay
dén ctra hang tai Hai Phong. Sau khi giay dwoc
gtri di, vi khdch nay lai t¢i Quang Ninh lam
viéc. Thé la clra hang & Hai Phong lai givi giay
dén ctra hang tai Quang Ninh. Vi khach nay vé
ciing cam dong khi nhan lai dwoc doi giay tir
ctra hang & Quang Ninh. Anh d4 thé rdng ca

d¢ri nay chi dung giay ctia hang Nike ma thoi.

That ra mét d6i giay chi Ia mot mon hang nhé,
nhung dich vu sau ban hang da bién n6 thanh mot

mdi lam an 1én ca déi.
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Nhiéu ctra hang chi quan tam téi doanh thu
triwdc mat ma quén di dich vu sau khi ban hang,
diéu ma khach hang that sy quan tdm va c6 nhu cau.
DPau tw cho cdc dich vu nay khéng phai la it nhung
thyc té da chirng minh cudc ddu tw d6 luon nhan
dworc két qua cue ky tot!

D6 1a cach kiém tién nhe nhang, dai lau nhatva

ciing la dinh cao ctia nghé thuat ban hang.

2. Dich wu tot phai khién khach hang cdm dong

That ra, cham s6c dich vu khach hang c6 hai
cdp d9: khach hang hai long va khach hang cdm
dong. Khién khach hang hai long 1a co' sé, nhung
n6 khong quyét dinh 100% kha ndang khach mua
san phdm ctia chung ta. Nhung néu khach hang
d3 cdm dong thi lai 1a mot chuyén khac. Trong
long khach sé tw hinh thanh “khing thé mién
dich” v&i s mé hodc clia nhitng san phdm canh
tranh khac va trung thanh lau dai véi sdn pham
clia chung ta.

Trong giao tiép ban hang riat khé &€ khién
khach hang cdm thdy cdm dong. Nhwng dich vu
sau khi ban hang lai c6 thé lam dworc diéu dy! Ban
nén tap trung dich vu sau khi ban hang. Di nhién,
st cdm dong nay chi c6 dwere nher vao san phdm va

dich vu chat lwgng ctia chung ta. Ptrng lam moi thw
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bing sw hoi hot, hdy dau tw dén ciing, chdc chdn

doanh nghiép ctia ban sé dwoc dén dap.

3. Phuc vy khéch hang — lam nhimg viéc nguoi khac
khong dam lam

Khi bé ra mét khoan phi tén @€ dau tw cho dich
vu ma d6i tha khéng dam lam, ban sé gianh dwoc
thién cam cta khach hang. Ho khong chi trung
thanh v&i chung ta ma con gitp chung ta quang cao
mién phi.

Chung ta chi thyc hién nhirng dich vu ma khach
hang dic biét mong ch¢. Tuy nhién, khi ap dung,
ching ta ¢ thé kem theo tiéu chudn, nhw khach
hang VIP dwegc hwéng dich vu gi, khdch hang trong
pham vi dia ly nhit dinh méi ¢6 thé hwdng dich v,...
Chung ta c6 thé ting cwong cac dich vu nay nhiéu
hon vao mua ving khach dé tan dung nhitng nhan
céng nhan ri. Che¢r dén khi mua kinh doanh tré lai,
cho du sdn phdm cfia ching ta ban dat hon so véi
d6i tht canh tranh mét chit nhwng kha nang khach
hang dén v&i clra hang chung ta van kha cao. Lam
nhw vdy, mot mat ching ta xdy dung dwogrc moi quan
hé 8n dinh v&i khach hang, mdt khac co thé xay dung
hinh twong thwong hiéu khong gidm gia véi khach.

DPwong nhién, ¢é nhiéu phrong thire lam dich

vu khdc nhau nhwng du ching ta 4p dung phuwong
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thirc nao thi déu phai quan tam téi khach hang,
lam t6t nhirng cong viéc tir nho nhat nhat dé khién
khach cdm d6ng. Chi ¢é nhw vdy ching ta méi mong
cong viéc lam &n 6n dinh, lau dai véi lwong khach
hang than thiét lon.

4. Khiéu nai [a co hoi cudi cing khach hang cho ching ta

Khiéu nai la cach gidi quyét tich cwe can dwoc
ctta hang khuyén khich vi d6 1a luc khach hang
dwore ndi ra nhirng gi ho mudn noi va cing nhau giai
quyét van dé cho 6n thoa. Pé la ly do vi sao ching toi
néi rdng: Khiéu nai la co’ hoi song cudi cing ma
khach hang cho chung ta! Chung ta khong tranh
khoéi chuyén khach hang khiéu nai nhwng quan
trong la lam thé nao d€ gidm tinh trang nay va co

cach wng d6i phtt hop.
(1) sach lwoc phong tranh khach hang khiéu nai

T6i bude vao mdt quan caphé va chi dinh
ngdi do 30 phut. Téi goi mdt tach Capuchino.
Nhu cac quan khdc, 10 phut sau téi c6 caphé.
Nhung t6i doi 15 pht, 1i 20 phut, van chua
thdy caphé dau. Toéi ngé nghiéng xung quanh,
1oi khong thé nao kién nhan hon duwgc niva,
t6i bén goi nhan vién phuc vu dén héi ngon

nganh. Nhan vién phuc vu giai thich rdng loai
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ca phé téi goi phai pha 10 phit méi cé thé
dam bao dung hwong vi dwoc. Tuy rang, cudi
cung t6i thong cam cho diéu nay nhwng téi
da 6 an twong rdng quan caphé nay c6 nhan

vién phuc vu that vung vé.

Thit ra tinh huéng don gidn trén cé thé xir ly
t6t hon. C6 nhan vién khong nén ché dén khi khéch
‘hang khéng hai long maéi bi dong xir ly vn dé. Co
dy hoan toan c6 thé chi ¢ong gidi thich véi toi trong
khi goi db udng. Nhw vay, khach hang sé thoai mai
hon va khong ¢é &n twong xdu vé clra hang! Sau
nhiéu tinh hudéng dang nay, chung t6i da rut ra bai

hoc @& phong tranh viéc khiéu nai ctia khach hang:
Nang cao chat lwong san pham

Bén cho khach hang nhirng san phdm khong
phu hop chinh la thiéu trach nhiém véi khach va
ciing 1a khoéng c¢é trach nhiém vé&i ban than. Ban
nhitng san phdm chat lwong cao cé thé giam viéc
khach hang khiéu nai va con nhdn dwoc loi khen
ngoi tir khach hang,

Do d6, nhan vién ban hang nén kiém tra hang
hoéa thét nghiém tuc, tuyét d6i khong dé san phdm
kém chat lwong c6 mdt trén thi trwedrng, cang khong
thé ban cho khach hang nhitrng san pham kém chét

lwong d6 dwge. Vi néu lam nhw vay thi ngay tir
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dau ta da ty gieo 1dy hat gidng khiéu nai vao khach
hang réi.

Nang cao chat lwrorng dich vu

Theo théng ké, 70% khach hang khiéu nai déu
xuat phat tir viéc chung ta cung cdp dich vu khong tét
cho ho. Do véy, nang caoy thirc phuc vu khach hang
va chat lwong dich vy, ddc biét ladich vu sau khi ban
hang 1a con dudng quan trong dé tranh dworc viéc
khach hang khiéu nai. Piéu nay cuc ky quan trong
d6i v&i linh vye ndi thdt, vat liéu xay dung.

Duy tri quan hé tét dep véi khach hang

Néu c6 haivi khach cting khiéu nai, trong d6 cé
mot ngwdi la ban cda chung ta, nguwdi con lai trede
day tirng c6 hiém khich véi chang ta, thi khiéu nai
chia ai dé dang xt ly hon? Cau tra 1&i di qua rd rang!
Vdy nén, duy tri quan hé t6t dep véi khach hang sé

lam gidm cdng thang khi xt ly khiéu nai caa khach.

(2)Ky ning xt Iy Khiéu nai cta khach hang

Tich cwc khuyén khich khach hang dén
khiéu nai

Sau khi khach hang néi ra nhitng diéu khong
hai long, néu nhw dworc chung ta tich cuc xix ly, thi
khach hang van c6 kha ning gin b6 véi chiing ta.
Nhuwng trén thuece té, dai da s6 khach hang déu khong
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mudn chi dong dén khiéu nai, thé nén khuyén khich
khach hang lam vy la mot viéc ddc biét quan trong.

Khi lam mait tién ctva hang can cé nhirng thong
tin lién lac 16 rang dé khach hang tién khiéu nai. Khi
khach hang khiéu nai, nhat dinh phai khuyén khich
ho n6i nhiéu, khi dé6 moi loi giai thich déu tré nén
vd nghia. N6 chi khién khach hang nghi rang giai
thich 1a chéi bo trach nhiém, dic biét gdy phan cam
d6i vori nhirng khach hang dé bj kich dong.

Ton trong khiéu nai cia khach hang

Khach hang dén khiéu nai khong phai dé gay
phién phirc ma vi ho gip phai vdn dé khé khdn va
can dén sy giup d& cha ching ta. Ban nén chan
thanh cdm on khach hang da phan héi lai nhw vay.
Thtt hai, ching ta nén xin 18i vé nhi¥rng phién phic
ma khach hang d3 gdp phai vi chung ta da lay di thoi
gian quy bau ctia ho. That ra, néu ching ta tén trong
khach hang va biéu hién thanhy cia minh thi nhirng
khiéu nai d6 da dworc gidi quyét dén mdt nira roi.

Xtr ly khiéu nai can két hop cirong nhu

Khi khach hang khiéu nai thi dai da sé ho déu
dang & trang thai birc xtc, tre ché. Vi thé, nhanvién
ban hang c6 thé ap dung bién phap cing ran dé xi
ly. Cho du khach hang néi nhiéu dén dau ching

ta cing phai chdm chu ldng nghe va ghi nhé. Sau

O@BTY  BAN GI THE BAN CHU DUNG BAN HANG



khi khach hang da xa hét bwec tirc trong ngudi, tam
trang ctia ho da dan dan 6n dinh lai, ta lai x& ly mot
cach mém modng, vira thdm do vira dwa ra 1o1 gidi
thich hop ly. Tuyét d8i khong dwoc xr ly mém méng
khi khach hang dang kich dong, lam nhw vay chdng

khac gi thém dau vao lra.

Giai quyét khiéu nai két hop chuyén hwwérng
chuy

Nhan vién ban hang cé thé chuyén d6i thoi
gian xt ly khiéu nai, dia diém va nhan vat cho pht
hop, c¢é khi con c6 thé xoay chuyén tinh thé. Khi thay
khoéng khi noi chuyén gitra nhan vién va khach hang
khéng dworc t6t, khach hang ¢é vé khong tin twdng
nhan vién, nhan vién c6 thé nhér mot ngwdri ¢é chire
vu cao hon dén xt ly. Néu nhw khach hang qua kich
dong hodc van dé virot qua quyén han ctia ban thi co
thé xem xét phwong phép kéo dai thoi gian xir ly. Co
khi dén ngay thit hai, khach hang da binh tinh hon
va van dé khoéng cdn mdt cong cling tw dong dwoc
gidi quyét réi. Pwong nhién, xt ly khiéu nai cta
khach hang ngay tai ctra hang khong phai la bién
phap hay, vi thé nhan vién nén chuyén dia diém giai
quyét khiéu nai tir ctra hang sang vi tri it anh hwdng
dén viéc kinh doanh, vi du nhw quan tra, nha khach

hang hodc nhiimg phong lam viéc khac.

Ngh thuat gi chan khach hang RO



NHA XUAT BAN LAO DONG - XA HO1

Ngo Hoa Binh 4, Minh Khai, Hai BA Trung, Ha Ni
DT: 04.3246920 Fax: 04.36246915

BAN GI THi BAN CHU DUNG BAN HANG

Chiju trach nhiém xuit ban:
Giam déc
NGUYEN HOANG CAM

Chiju trach nhiém néi dung:
Téng bién tap
v ANH TUAN

Bién tap: Pinh Thanh Hoa
Stra ban in: Tran Nhung
Bia: Kimi Trén
Trinh bay: Di¢u Linh

1n 3.000 cudn, khd 13 x 20.5 cin tai Nha in Téng cuc Hau ¢in - B§ Quoc phong
Gisly chép nhan ding ki k& hoach xuét ban s8: 932-2014/CXB/12-94/LDXH
Quyét dinh xuat ban s6: 312/QD-NXBLDXH.
In xong va ndp luu chidu quv 11-2014.

__.__.CONG Ty CO PHAN BACH ALFHA

—

www.atphabooks.v

TAIHA NOU

Try s& chinh: 176 Thai Ha, Déng Da, Ha Noi

*Tel: (84-4) 3722 6234135136  *Fax: (844)37226237 *Email: info@alphabooks.vn
Phong kinh doanh: *Tel/Fax: (84-4) 37738857 *Email: sales@alphabooks.vn

TAI TP.HO CHI MINH

Vin phong dai dién: 380/5A Nam Ky Khéi Nghta, Phuong 8, Quan 3, TP. H8 Chi Minh
*Tel: (84-6) 2210 8588  *Fax: (84-8) 38484 986







