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TUYEN BO BAN QUYEN

Tai liéu nay thudc loai sach gi4o trinh nén cac ngudn thdng tin ¢ thé duoc
phép dung nguyén ban hoic trich ding cho cac muc dich vé dao tao va tham khao.

Moi muc dich khac mang tinh 1éch lac hoac sir dung vd&i muc dich kinh
doanh thiéu lanh manh s& bi nghiém cam.



LOI GIOI THIEU

Trong nén kinh té thi truong nudc ta hién nay hoat dong ban hang khong chi
la mdt chirc ndng, ma con & mét nhi€ém vu rat quan trong ddi véi mdi doanh
nghiép. D6 1a mot nhan t6 dé mang lai loi nhuén cho doanh nghiép. Khi con ngudi
biét san xuit ra cua cai vat chat thi ciing 1 lic dién ra hoat dong trao d6i hang
hoa,dung hang d6i l1ay hang. Nhung hoat dong ban hang chi thyc su xuét hién khi
c6 nén san xuat han hoa va phan cong lao dong. Dé thyc hién luu thong hang hoa
thi hoat dong ban hang chiém mot vi tri kha quan trong mang tinh quyét dinh dén
nén san xuat hang hoa. Néu mdi doanh nghiép thuc hién t6t qua trinh ban hang thi
khong chi mang lai 1gi nhuan cao cho doanh nghi¢p ma con thic déy nén san suat
hang ho4 phat trién. Do vay ma cac doanh nghiép khong thé xem nhe va thd o véi
hoat dong ban hang.

Chinh vi nhan thay vai tro hét sitc quan trong va can thiét ciia hoat dong ban
hang cua mot doanh nghi€p nén gido trinh “K¥ nang ban hang” dugc bién soan
nham cung cip mot s6 ky ning can thiét cho hoat dong ban hang va nhiing giai
phap dé diy manh ban hang. Pé dugc hiéu k§ hon vé hoat dong ban hang, tinh
hinh ban hang cta cac doanh nghiép va nhiing giai phap dé ting hiéu qua ban hang
thu dugc loi nhuin t6i da cho mdi doanh nghiép. Véi khudn khod bai viét co
han,chic chan s& khong thé tranh duoc nhimg thiéu sot, kinh mong cac ban doc gia
thong cam dong gop ¥ kién dé gido trinh dugc hoan thién hon.

Xin chan thanh cam on!

Da Lat, ngay......thdang......nam...
Chu bién
Lé Thi Kim Phwong
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GIAO TRINH MON HOQC

Tén Mon hoc: Ky niang ban hang

Ma Mon hoc: MH 13

Vi tri, tinh chit, y nghia va vai tro cia Mon hec:

- Vi trf: Mén hoc K§ ning ban hang ndm trong nhom mén chuyén nganh, dugc b tri
giang day sau khi da hoc xong cac mén hoc co sd.

- Tinh chat: Mén hoc K§ ning ban hang cht trong dén nhiing van dé quan trong can
thi€t trong hoat dong ban hang. Trong phan nay, sinh vién s€ dugc ti€p can nhiing
nodi dung co ban vé ban hang nhu qua trinh ban hang, nhirng ti€u chuan can c6 cua
nhan vién ban hang hi¢u qua. Pong thoi, nhan manh vao cac ky nang ban hang
nhu: k¥ ndng giao tiép, k¥ nang thuyét phuc, k¥ nang phuc vu khach hang, k¥ nang
duy tri mo61 quan hé véi khach hang...

- Y nghia va vai trd caa Mon hoc: Mon K§ ning ban hang déng vai trd quan trong
trong viéc hinh thanh cac ky nang phuc vu cho viéc ban hang hiéu qua.

Muc tiéu caa Mon hoc:

- Vé kién thic:

+ MO ta dugc vai tro cua ban hang va cac loai hinh ban hang thuong gap
trong kinh doanh

+ Nhan thtrc duoc cac yéu té anh hudng dén quyét dinh mua hang ctia khach
hang

+ Trinh bay duoc quy trinh vé ban hang

+ X4c dinh dugc cach ban hang hiéu qua.

- Vé ky ning:

+ X4c dinh duoc cac hoat dong ban hang trong quy trinh ban hang.

+ Van dung duoc cac k§ ning ban hang trong cac tinh hudng ban hang cu
the.

- Vé néng Iyc tw chii va trach nhiém:

+ C6 kha nang tu nghién ctru, ty hoc, tham khao tai liéu lién quan dén mén hoc
de€ van dung vao hoat dong hoc tap.

+ Van dung duoc cac kién thire tu nghién ctru, hoc tap va kién thuc, ky nang da
duogc hoc dé hoan thién cac k¥ nang lién quan dén mon hoc mot cach khoa hoc, ding
quy dinh.

Noi dung caa Mon hoc:



CHUONG 1: TONG QUAN VE BAN HANG VA KY NANG BAN HANG
Ma chuong: 1

Bén hang 1a mot qua trinh trong d6 ngudi ban tim hiéu, kham ph4, goi tao va
dap (g nhu cau cia ngudi mua, dé ca hai bén nhan duoc quyén loi thoa dang.
Muc tiéu:

- Trinh bay duoc cac khai niém vé ban hang.

- Thuc hién ding quy trinh ban hang.

- Trinh bay dugc vai tro ctia hoat dong ban hang cd nhan

- Xay dung dugc mbi quan hé véi khach hang.

Noi dung chinh:

1. Cac khai niém chung

Theo quan niém co dién: “Bdn hang la hoat déng thyec hién su trao doi san
phdm hay dich vu ciia nguoi ban chuyén cho nguwoi mua dé dwoc nhan lai tir nguo
mua tién, vat phcfm hodc gia tri trao doi da théa thugn”

Theo mét sé quan diém hién dai pho bién thi khai niém ban hang duoc dinh
nghia nhu sau:

Béan hang la nén tang trong kinh doanh dé 1a sy gap g& cia nguoi ban va
ngudi mua & nhitng noi khac nhau giup doanh nghiép dat duwoc muc tiéu néu cudc
gap g& thanh cong trong cudc dam phan vé viée trao doi san pham

Béan hang la quéa trinh lién hé voi khach hang tiém niang tim hiéu nhu cau
khach hang, trinh bay va chting minh san pham, dam phan mua bén, giao hang va
thanh toan

Bén hang la sy phuc vu, giup d& khach hang nham cung cap cho khéach hang
nhitng th ma ho muén

2. Quy trinh ban hang tong quat

Dé ban hang hiéu qua trong thoi budi canh tranh nhu hién nay, khach hang
c6 vO s6 su lua chon nha cung cap vira y, dbi véi ngudi ban hang nhiéu kinh
nghiém trong nghé thi khéng can nam rd quy trinh ban hang vi ho da hiéu quéa rd
trong thoi gian méi bat dau céng viéc, méi vao nghé ban hang, gidng nhu biét
duong di dén dich nhung hoi rang ho di qua nhiing con dudng nao, tén con dudong
d6 ¢ dau ho s& khong biét.

Ngay nay khi thi truong ngay cang mo rong, tang cuong sac canh tranh gitra cac
doanh nghiép thi viéc ung dung maot cach chuan muc va sang tao cac quy trinh béan
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hang 1a vd cling quan trong. Tuy nhién khong phai ai ciing biét rd vé quy trinh béan
hang chuan, dudi day Ia cac budce co ban cua kinh nghiém béan hang:

Buéc 1: Chuan bj ki ké hoach va chi tiéu

Pau tién nén chuan bi ki cang ké hoach kinh doanh dé xac dinh rd xem chi
tiéu va khach hang can hudng dén 1a nhitng déi twong ndo. Tir d6 tiép tuc 1ap mot
ké hoach nho dé thuc hién nhitng muc tiéu trén. Ngoai ra ban ciing nén chu trong
t6i cac van dé nhu thong tin san pham va nhan hang héa, dich vu card visit, trang
phuc dén ca tdm ly ban hang.

Buéc 2: Tim kiém va sang loc khach hang

Budc dau tién trong qué trinh ban hang 1a phat hién ra cac khach hang trién
vong, xay dung mot danh sach khach hang tiém ning caa minh, sang loc nhiing
khach hang khong du tiéu chuan. Budc ndy gilp nhan vién ban hang tiét kiém thoi
gian, cong suc, tién bac, hinh thanh phong cach chuyén nghiép, hién dai. Nhan
vién ban hang c6 thé goi dién thoai, gui thu dién tir cho cac khach hang trién vong
trudc khi quyét dinh gap go.

Budc 3: Tiép can so bd hudng tdi thiét 1ap cude hen

Nhan vién ban hang can tim hiéu day du théng tin vé khach hang trién vong,
dé ra muc tiéu cua cudc viéng tham. Nhan vién ban hang can biét cach chao hoi
nguoi mua dé c6 duge budc mo dau cho mdi quan hé sau nay, bao gom biéu hién
bé ngoai, nhitng 16i mé dau va cach nhan xét trong cau chuyén. Budc ndy thanh
cong thi k¥ niang ban hang cua ban tré nén dé dang hon ban da thuyét phuc dugc
50 % khach hang mua hang cua ban vi khach hang chiu lang nghe ban néi, quan
tam dén san pham, dich vu ban ban.

Budc 4: Gi6i thi€u va trinh bay

Pay 1a giai doan nhan vién ban hang giéi thiéu san pham cua minh véi
ngudi mua dé hudng ho theo trinh ty (chd y dén san pham, quan tm, mong muén
va cudi cung 1a hanh dong mua), nhan vién ban hang phai nhian manh ky ludng
nhitng loi ich cua khach hang va néu 18n nhimg tinh ning cta san pham dam bao
duogc nhitng loi ich do.

Budc 5: Thuyét phuc khach hang, xir Iy thac mac va nhiing y kién trai chiéu

Khéach hang hau nhu bao gid ciing dua ra nhiing y kién phan d6i trong qué
trinh gigi thiéu hay khi dé nghi dit mua hang, su chéng di cua ho c6 thé vé mit
tam ly hay logic. Phan tng nay cua khach hang la hoan toan tu nhién va binh
thuong boi ai ciing mudn lya chon cho minh san pham tét nhat, nhung chinh cach
giai quyét, tra loi y kién cua khach hang lai xac dinh ban c6 phai mot ngudi ban
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hang gioi hay khong. Bé xtr Iy nhitng chéng d6i ndy, nhan vién ban hang ludn phai
giir thai do vui vé, d& nghi nguoi mua lam rd nhiing y kién khdng tan thanh, phu
nhan hop Iy gia tri nhiing y kién phan doi,. ..

Budc 6: Théng nhat thuong vu, dit hang

Day la giai doan nhan vién ban hang phai cb ging thong nhat thuong vy, ho
can biét cach nhan ra nhiing tin hiéu két thiic don hang ¢ nguoi mua, bao géom
nhitng ctr chi, 1oi ndi hay nhan xét va nhiing cau hoi, nhan vién ban hang c6 thé
dua ra nhitng tac nhan dic biét dé kich thich ngudi mua két thic don hang. Pac
biét 1a ludn sir dung nhitng cau hoi md khién khach hang thoai mai kho long tir
chdi hon.

Budce 7: Dich vu cham soc khach hang

Budc cubi cling nay 1a can thiét khi nhan vién ban hang dam bao chac chan
khach hang sé& hai long va tiép tuc quan hé lam an, ngay sau khi két thic thuong vu
nhan vién ban hang can hoan tat moi chi tiét can thiét vé thoi gian giao hang, diéu
kién mua hang, ho can cd ké hoach giir khach dé dam bao chac chan khong bo
quén hay dé mat khach hang, khéng nhitng vay can cham soc khach hang sau khi
da nhan hang va str dung dich vu bang cach tham héi qua dién thoai, lay y kién vé
san pham dich vy, tang qua ngay I&, nhitng hanh dong tuy nho nhung tir nhing
hanh dong d6 s& 1am cho khach hang tin twéng ban, cng ty ban va néu co su ¢ gi
trong don hang, khach hang sir dung san pham thi dé dang xu ly t6t.Vi 80% doanh
thu c6 dugc nho vao 20% khach hang trung thanh.

3. Vai tro caa hoat dong ban hang ca nhan

Ban hang c4 nhan bao gém qua trinh truyén thong tin tryc tiép gitra nguoi
ban va khach hang tiém ning. N6 1a qua trinh xay dung cac mébi quan hé v6i khach
hang, phat hién ra khach hang, két ndi voi nhiing san phém phu hop dé phuc vu
cho nhu cau va truyén tai nhimg thong tin va loi ich s& dat duoc qua viéc khang
dinh goi mé va thuyét phuc khach hang. Ban hang c4 nhan khong phai chi 1a viéc
day hang hoa ra ngoai thi truong ma 1a qua trinh nguoi ban hang c6 thé tao lap va
duy tri cac méi quan hé voi ddi tac, ngudi ban hang phai tim hiéu duoc nhu cau
ctia khach hang va dap tmg dugc nhu ciu mong doi cta ho.

Ban hang c4 nhan 1a mot b phan cua hé théng Marketing — mix cua doanh
nghiép chir khong don thuan 1a nhiing hoat dong ban hang truyén thong don 1¢,
thiéu ning dong, sang tao. Ban hang ca nhan duoc coi 13 hoat dong Marketing
quan hé dé tiéu thy hang hoa va xay dung mdi quan hé vé&i khach hang khong phai
qua trung gian. Ly thuyét vé& ban hang ca nhan dugc 4p dung vao cic cong ty
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quang cao va tr¢ thanh mét trong nhirng ndi dung hoat dong quan trong cua cong
ty quang cao.

Hoat dong ban hang c6 nhiing vai tro co ban nhu sau:

- Ban hang dem lai sy théa man cho con ngudi nho vao chic nang dap ung
nhu cau va kich hoat nhu cau.

- B&n hang gilp cho hang hoa, tién té luu thong mot cach hiéu qua trong nén
kinh té tir &6 kich thich dau tu va mé rong san xuat.

- Ban hang gitp cho tinh chuyén mén hoéa ngay cang cao, ngudi San Xuat sé
c6 nhiéu lgi ich hon khi ¢6 nguoi ban hang chuyén nghiép lo vé dau ra cho san
pham.

- Nguoi ban hang tét s& 1a mot nha trung gian dac luc cho viéc tim hiéu,
cung cap thong tin phan hoi tir thi truong, tu van va thuyét phuc ngudi mua, van
chuyén, luu kho, truyén tai thong tin hai chiéu giita nha san xuat va nguoi tiéu
dung; nhu vay ngudi ban hang chinh 14 cau néi gitra ngudi san Xuat va nguoi tiéu
dung.

Nhu vay, nhin chung ban hang 1a mot chudi cac hoat dong mang tinh doc lap
nham thuyét lap cac quan hé va truyén théng tin, dich vy, san pham mot cach hiéu
qua tir nha san xuit dén ngudi tiéu dung véi muc tiéu chinh 1a thoa mén va dap ang
t6t nhat nhu cau cua ca hai bén.

4. Pao dirc trong hoat ddng ban hang va xay dung mdi quan hé voi

khach hang

Mot sé tinh hudng vé dao dirc ma ngudi ban hang gap phai khi tién hanh
hoat dong kinh doanh thuong lién quan dén quan hé giita con ngudi V&i con nguoi,
cac chinh sach vé gi4 ca, cac van dé lién quan dén ting qua hay thuc hién chuong
trinh khuyén mai. Sau day 1a mot s6 hoan canh cu thé:

- Quan hé giira nhan vién ban hang — khach hang: mot s6 nguoi ban hang vi
ap luc doanh sb thudng méc phai 16i ban hang qué nhiéu cho khach gay anh huong
nghiém trong khi khach hang khéng tiéu thu hosc st dung hét. Mot van dé nira do
1a d6i khi nguoi ban hang cé tinh khéng cung cap day du thdng tin cho khéach hang,
thong tin nay c6 thé anh hudng dén quyén loi cia khach hang va xau di cac moi
quan hg.

- Quan h¢ gitra nhan vién ban hang — cong ty: doi khi c6 nhirng nhan vién
bo céo sai léch vé van dé chi phi. Ho cd thé loi dung su Kiém soét thiéu hiéu qua
ctia cong dé dua thém nhitng chi phi ca nhan khdng lién quan vao chi phi céng tac
hay tiép khach. Pay 1a diéu ma cac nha quan tri can luu tim va c6 nhitng bién phép
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ngin chan xir Iy kip thoi. Mt khac, viéc cd tinh bdo céo céc thong tin vé khach
hang, thi truong mang tinh dbi phd s& gay anh hudng dén hoat dong ban hang va
cac cong viéc co lién quan. Mot ngudi ban hang c6 thé dua thong tin sai léch vé sb
lugng cudc goi, sb 1an tiép xuc véi khach hang nham dat duoc yéu cau caa cong ty,
véi nhitng thdng tin kiéu ndy ho s& d& dang qua mat cap quan tri néu cap quan tri la
nhitng ngudi con it kinh nghiém. Piéu ma ngay nay chung ta ciing thuong thay
trong cac doanh nghiép 1a viéc che gidu cho ddng nghiép, san s¢ doanh thu hay don
hang dé moi ngudi cling ¢6 thanh tich va chuyén nay sé dugc thuc hién theo kiéu:
“cO qua co lai” theo tirng Ky bao cdo. Ngoai ra, ngudi ban hang trong cung doi sé
c6 tinh than twong tro theo kiéu che giau nhiing vi pham cua ddng nghiép, cling
nhau vi pham chinh sach caa cong ty va qua mat cap trén.

- Cubi cuing 1a hién nay chling ta con thay mot kiéu lam viéc phi dao dirc cua
ngudi ban hang nhu trong linh vuc bao hiém nhan tho chang han, ho sé& ¢é tinh thu
phi kha nhiéu khach hang dé chiém doat tién caa khach hang hay chiém dung tién
cbng ng cuaa cong ty (thuong roi vao nhitng nguoi ¢o vi tri duoc giao khu vuc quan
1y).

Trén day 1a mot s6 tinh hudng vé dao dirc dang suy gam khi mot nguoi
quyét dinh lya chon cdng viéc 1a nguoi ban hang. Cac tinh huéng nay trong thyc té
da ting xay ra va anh huéng dén lgi nhuan cua cong ty cling nhu 1am x4u di hinh
anh cua ngudi ban hang néi chung. Tuy nhién, vai nhitng canh béo rd rang va su tu
cha ban than, nhitng ngudi 1am cdng viéc ban hang sé ¢ tranh céc tinh hudng nay
dé c6 thé c6 duoc con dudng sw nghiép vitng vang va vinh quang.

* XAY DUNG QUAN HE VOI KHACH HANG
RSVP

Relationship Selling: Quan h¢

Service Selling: Dich vu

Values Selling: Gia tri

Product Selling: San pham

Cau hdéi on tap
Cho biét nhitng 4p lyc ma ngudi ban hang thuong gip phai trong cdng viéc va
trong cudc séng?
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CHUONG 2: KHAU CHUAN BI CHO HOAT PONG BAN HANG
Ma chuong: 2
Muc tiéu:

- Trinh bay dugc tdm 1y hoc tng dung va truyén thong tng dung trong hoat
dong ban hang

- B6 sung kién thtc can thiét phuc vu hoat dong ban hang.

Noi dung chinh:

1. Tam ly hoc tng dung trong hoat dong ban hang

Ai cling nhin ra con nguoi thuong mua hang dua trén cam nhan cua ho. Co
thé muyc dich ban dau 1a dé théa man nhu cau, nhung khach hang s& chi bo tién ra
cho nhiing tha ho cam thdy 1a tét nhat. Thé ddy, ho khéng mua tht tét nhat, ho
mua tht: ho cdm thdy tét nhat. C6 lGc ban da soan ra nhiing 16i moi chao véi lap
luan logic nhat trén doi roi, vay ma van khong kéo noi don hang nao. Dudi day 1a 5
goi ¥ nguyén tac tam Iy quan trong nhat:

1.1. Nguyén tic xi hdi

“Nguyén tac x4 hoi” 13 viéc chiing ta nhin vao nguoi khac dé dua ra quyét
dinh. Thuc chat, ching ta 1a nhiing sinh vat séng theo bay dan va han nhién s& cam
thay thoai mai hon khi ¢ trong cing mot nhom. Pay ciing chinh 14 1i do cic cong ty
thuong dua logo cua khach hang 1én website cia minh. D6 chinh 1a cach dé ho noi
véi ban rang: “Dung lo, rat nhiéu ngudi da mua cta chdng toi va van hai 1ong.
Chdng t6i la sy lya chon an toan cho ban”.

Tam ly dam dong trong mua hang

Luc don bay “bang ching xi hoi” trong ban hang

Hay 1am bai tap nay: Trudc khi tiép can mét cong ty hay khach hang nao do,
hay liét ké loat khach hang cua ban ma c6 nhitng diac diém phu hop véi nhu cau
cua ho. Piéu nay doi hoi ban phai c6 hiéu biét vé mé hinh kinh doanh (d6i V6i
B2B) hay dic diém nhan khau hoc, thu nhap (d6i véi B2C) caa ho, khdng thi moi
cong suc s& tidu tan. Chang han nhu, dit chi ngan hang dau tu ngang ngin hang ca
nhan thi ban s& bi loai ngay tir vong giri xe. Ho tham chi cd thé hoi thang ban “Ban
cd lam viéc véi bén nao khac trong nganh cua ching t6i khong?”” va d6 chinh 1a lac
ban can nhanh chong dua ra vi du va nhimg thuong vu lién quan cia ban.

Dung cau chuyén caa bén tha 3: Mét 16i phd bién 1a ban néi vai ho ban s&
gitp ho nhu thé ndo, thay vi chiing to diéu d6. Pung mo hd nhap nhing hay ding
thé bi dong cho nhiing loi ich tuyét voi dy. Thay vao d6, hiy dua ra nhitng diéu cu
thé vé nhitng két qua thuc té ban da dem dén cho nhitng cong ty tuong tu khéc.
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Hay néu ban ban hang cho khach, hay dé mot vai 1oi khen, binh luan cua khach
hang cii trén trang cta minh. N6 s& khién khach hang mai gat bo lo lang xem san
pham hay giai phép cua ban c6 hiéu qua khong.

1.2. Nguyén tic ddp tri

Con nguoi thuong c¢6 xu hudng dap lai an hug, du ban co6 doi hoi hay khong.
Diéu d6 duoc coi 1a phép lich su téi thiéu. Ban d3 ting cam thdy nan véi nhiing
ngudi ¢on chang cho ban tra tién bira téi nhu mot 10i cam on? Hay budn vi ngudi
ta khdng chiu nhan qua cta ban? Con nguoi thuong mang ganh ning tam ly vé
viéc no nan ngudi khac, va s& c6 xu hudng tra ng “hau hinh” hon dé thoat khoi
ganh ning ay.

Bit dau dén dap

Cho ho mét dic an: “Nghé thuat” 1a 1am sao dé khach hang nhan ra rang ban
dang giup d& ho ma dé khong phai 1a viéc ban can lam. Néu khong, ho s& nghi
rang ban 1am thé 1a diéu duong nhién. Hay cu thanh that cho ho biét ban da phai
nhay vao “nudc soi ltra bong” nhu nao dé cho ho thir ho can. Nhu 1a “That ra, diéu
nay sé& khién toi phai n6i kho véi sép tong...”. D6 1a cach cho ho biét rang véi ban
ho rat quan trong. Néu lam tot, ban sé& thay nhitng yéu cau vo Ii tir khach hang sé it
dan di, va ho s& biét on su tan tdm ctia ban. Ho tham chi cam thay can lam gi d6 dé
dén dap ban, va s&é mang lai nhitng co hdi hop tac mai.

Nhitng chiéc banh cho hop dong: Mot ngay cudi thang, toi giri mot hop banh
dén chd khach hang tiém ning dang nam giir hop dong cia minh. C6 du banh dé
chia cho toan van phong, va diéu do 1a “dong luc” khién ho di xin ho chix ki giam
dbc ma t6i chua xin duoc. Bi mat 1a nhd sic manh caa nguyén tic dap lai.

1.3. Nguyén tic twong phén

Nguyén tic co ban cua rit nhiéu cudc dam phan: gia ca hoan toan chi la
tuong dbi. Néu t0i n6i véi ban rang chiéc dong ho bang vang nay gia 200 do, ban
s& nghi no rat dat tién. Tuy nhién, néu ti bao rang no cé gia téi 1250 d6, nhung toi
s& chi ban cho ban véi gia 250 do thoi, ban s& nghi rang minh dat duoc mon hoi.
Va kha ning 13, ban s& chi nhiéu hon s6 tién 200 d6 di dinh sin. Thuc té, cac
nghién ctru da ching minh ban s& cam thay cuc ki théa man voi vu mua béan nay,
va s& mua tiép 1an nita. D6 chinh 1a 1i do cac nha dam phan s& nang cao doi hoi cua
ho 18n va cudi cing s& ha xudng ding nhitng gi ho mudn ma van cé vé hop 1i voi
d6i tac.

Néu ban dé ¥ ki, ban s& nhan ra cé4c ctra hang ban 1é thuong ap dung nguyén
tac tuong phan. Cac ctra hang trang stre dat nhimg moén dep nhét va to nhat cua ho
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1én trugc va gilp ban tim tha khac ré hon. Cira hang quan 4o thi bay ra nhiing bo
canh dit nhat, rdi dén ré hon, meo tam 1y nay dugc ho ding khéng ngirng nghi.

Thuyét phuc khach hang bang nguyén tic twong phan

Bit ddu mot cach dung dan nhat

Cao truéc thap sau: Khi béo gia véi khach hang, hiy dua ra toan bo bang
gia theo tht tu thap dan. Cho ho thai gian phan ung truée khi béng gid mac gié ré
hon. Bat ctr nguoi kinh doanh ndo ma bat dau voi mot tin giam gid, chiét khau. ..
déu dang tu dao hé chdn minh: thé 1a ching con gi dé thoa thuan nira. Khéach hang
s& khong hoan toan danh gia cao tin khuyén mai caa ban, ma diéu dé chi khién cho
ho mudn dit ra cau hoi nhiéu hon. Vay thi ban nén bat dau tir nhitng mac gia san
pham hay dich vu cao, va dua ra vu dii dan cho dén khi ho théa man véi mac gia
ay.

1.4. Nguyén tic chinh théng

Con ngudi thudng v thac tin vao nhiing tha ¢d vé chinh thong. Chang han
nhin thiy canh sat giao thong thi s& tu dong tuan tha bién bao. D6 1a vi ban budc
phai tuan theo uy quyeén caa nha chuc trach. Va moi nguoi ¢6 thé nhan dién nhiing
diéu chinh thdng bang nhiéu cach: danh hiéu, dong phuc, chix ki. ..

Mot cach don gian caa viéc chinh thdng héa moi tht, d6 1a viét nd ra bang
vin ban. C6 lan t6i giap mot vi khach hang ki la ¢én mac muédn biét moi chi tiét
nho nhat cua viéc san pham cua cong ty s& hoat dong thé ndo véi nhitng may maoc
san co cua ho. Sau nhiéu gio giai thich qua lai, toi danh yéu cau bd phan Marketing
dua nhitng théng tin 4y Ién trang dau cua website céng ty. Ngay lap tuc, van dé
duogc giai quyét. Cung 1a nhiing tir d6, du gidng hét nhau, nhung né di trg thanh
nhitng sb liéu c6 can cir xac dang. Va chang can hoi thém gi, ho chap nhan luén
don hang do.

Hay chiu trach nhiém

Tang tin nhiém bang cach viét ra: Ban can chuan bi tai liéu chinh thdng bang
van ban. Hay cing team Marketing cua ban tao ra nhitng hd so va trang web dé c6
thé gi6i thiéu véi khach hang.

Mang sép caa ban vao: Doi luc, khach hang chi muén biét rang ho dang
dugc cham s6c bai ai d6 c6 du tham quyén. Chi can don gian dé cap dén sép cua
ban, ban da c6 thé “bao hiém” cho ndi lo cua ho.

1.5. Nguyén tic khan hiém

Chung ta hay danh gia cao nhiing thir hiém c6 kho tim hay c6 vé s& tré nén
nhu vay. Minh chimg cho diéu ndy c6 thé thdy & moi noi. Trong cudn Influence
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(Tam dich: Sirc dnh hwong) cua nha tdm ly hoc Robert Cialdini c6 néi vé cau
chuyén mot loai bot giat bi cam & Florida, va ngay l1ap tac, viéc sir dung bot git
nay tang vot & cac ving l1an can. Diéu tha vi 13, ngudi ding ngay cang thoa man
véi san pham nay va gan moi dic tinh tt dep nhat cho n6. Nghe cé vé vé 1i nhung
lai hoan toan hop Ii.

Néu ban ting bi yéu cau dung cham tay vao thir gi d6 khi con nho, ban biét
rang ban s& cang khao khat dugc lam diéu d6 hon. Va dé chinh l1a nhiing gi dang
dién ra hang ngay trong kinh doanh, khi nhitng thir “sé lwong c6 han” dugc quang
c4o 1a s& “nhanh hét”. Chac han ban ting nhin thay trén cira hang online chi con 4
chiéc 4o cia mau ban thich? D6 khong phai 1a chi s6 hitu ich cho ban dau, n6 chi la
cach ban hang htru hiéu ma thoi.

Ap dung nguyén tic khan hiém

Tao nén sy cip bach bang thoi han cudi cling: CO nhiéu mirc thai han khac
nhau — hét han hop dong, thoi diém san pham ra mat, chu ki kinh doanh, gia mua
cudi nam... Tap trung vao mic tac dong manh nhat va khién khach hang hiéu ring
ho chi duoc loi néu hanh dong ngay lap tic vi mac hoi nay khong phai 1a vinh
vién.

Tam Iy hoc c6 thé cho ban kha ning nhin thdu khach hang tiém ning cua
minh. DU ban khong phai nguoi siéu pham, nhitng meo trén chac chan sé gidp ban
thuyét phuc duoc ho.

2. Truyén thong ving dung trong hoat dong ban hang

Mic du cong nghé khong thé thay thé duoc kinh nghiém cua nhitng nguoi
ban hang truc tiép tiép xtc véi khach hang song nd co thé gilp cac nhan vién béan
hang duy tri va phat trién mdi quan hé than thiét véi khach hang, cho du do 1a
nganh nghé hay linh vuc kinh doanh nao . C6 2 cach ban c6 thé thuc hién dé tng
dung céng nghé gilp cai thién van dé giao tiép véi khach hang dé dat muc dich
cudi cung 1a tang doanh thu.

2.1. Truyén thong xdi héi

DU 1a vi myc dich ca nhan hay cong viéc thi viéc st dung phuong tién truyén
thong dai ching 1a cach phé bién nhat dé xay dung cac méi quan hé, bang cach
phat trién cac tai khoan trén cac kénh tryén thong xa hoi khac nhau dé git lién lac
véi khach hang hién tai cling nhu khach hang tiém ning. Khach hang chi sir dung
san pham cua nhitng nha cung cap ma ho biét dén va tin tuong. Hay thudng xuyén
két ndi véi moi ngudi bang céch lién tuc cap nhat trang riéng caa minh bang nhing
thong tin htru ich cho moi nguoi ndi chung va khach hang cua ban néi riéng, dé co
thé 1a mot goi y tha vi, mot cau tra loi sau sic hay mot tam anh cua san pham méi
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ma ban dang trién khai. Ngoai ra, ban ciing c6 thé cung cép cac duong link gidi
thiéu vé cac co hoi mua hang hap dan dé thu hat khach hang.

2.2. Phin mém vrng dung

Bang cach sir dung phan mém béan hang ning suat khéng chi 12 nang cao
hiéu qua cho ban va nhan vién caa ban ma con gilp cai thién méi quan hé cua
khach hang véi doanh nghiép cua ban. Cho du doanh nghiép cua ban hoat dong
trong linh vuc san xuat hay dich vu, phan mém tng dung 1a mot cach dau tu dang
gia va dugce ding nhu mot kénh duy nhat thu thap dir liéu cho mdi khach hang.
Bang cach do, ban cd thé lién tuc tap trung vao cac dong san pham va dich vu mai
phU hop véi nhu cau caa khach hang dya trén lich sit mua hang caa khach hang. Sir
dung mot giai phap phan mém toan dién s& gilp ban phat trién mang ludi khéach
hang mot cach dé dang va hiéu qua hon.

Quan trong nhat trong kinh doanh 1a ban can phai giai quyét dugc cac van dé
lién quan dén khach hang. Str dung céng nghé sé gilp ban cé thém nhing kinh
nghiém hiru ich trong viéc xay dung mdi quan hé véi khach hang va tir d6 ting
doanh sé ban hang.

Tém lai: Cong nghé va cac ung dung méi dang dugc ap dung thanh cong
trong khé nhiéu linh vyuc va kinh doanh bén 1¢ ciing khong phai ngoai 18. Véi dic
thu caa minh, cac hoat dong kinh doanh ban Ié da (rng dung cdng nghé thong tin
nham cai thién kinh nghiém mua hang, gia tang su hai long cua khach hang, truyén
thong dang ludng va hiéu qua cua sy diéu hanh tiang cao. Nhiing tién bo nay dang
dinh hinh mét moéi truong ban Ié mai va nang cao tinh canh tranh cua cac nha ban
|é canh tranh hon bét ¢t lic nao trude day.

Duéi day 1a mot s6 nhitng tng dung cong nghé cé hiéu qua dang duoc &p
dung trong linh vuc kinh doanh ban [é.

* Phan mém ban hang

Phian mém ban hang 1a cach thic quan tri ban hang mot cach tét nhat tur
khau nhap hang, xuat kho, quan ly nhan vién. Néu mot ctra hang kinh doanh truyén
thong thuong gap phai nhitng van dé bat cap nhu that thoat hang hda, bao céo
cham, rai ro vé tai chinh khi quan Iy s6 sach, mat thoi gian trong quan 1y ban
hang... thi viéc lya chon va sir dung phan mém bén hang 1a viéc cap thiét, khic
phuc duoc nhitng khd khin ké trén mot cach hiéu qua.

Trong thoi diém hién tai, khi ma nganh cong nghé thdng tin phéat trién manh
mé, cung vai su lan toa cua internet thi xu hudng quan ly hoat dong ban hang
théng qua cac thiét bi di dong thdng minh 14 mét trong nhitng cach thic t6i wu cho
quan tri ban hang.
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Chi véi mot thiét bi di dong nhu iPad, dién thoai di dong... co tich hop phan
mém ban hang, toan bo hoat dong kinh doanh cua ban s& dugc cip nhat lién tuc
trong ting phat gidy mot cach xac thuc nhat. St dung phan mém nay s& gilp ban
tiét kiem dugc kha kha thoi gian can thiét ¢é 1am nhiing céng viéc khac. Khau
kiém soat tinh hinh kinh doanh s& d& dang hon, tir 6 cht dong diéu phdi cac ké
hoach kinh doanh mét cach hop ly. Khdng nhitng thé, viéc cap nhat bao céo tu
dong, thudng xuyén s& gidp ban don gian hoa viéc theo ddi doanh sb, doanh thu
cua ting chi nhanh |, tirng cira hang.

Khong nhiing thé, 4p dung phan mém quan 1y vao hoat dong cua ctra hang
s& han ché tinh trang that thoat hang hoa, sai léch hang hda trong kho, sai léch
trong khi ban hang hay that thoat khi chwa str dung hét ning suat nhan vién, tir d6
dam bao viéc quan tri cira hang dat muc tét nhat.

* Chi s6 KPIs trong kinh doanh ban 1&

Ap dung viéc xay dung cac KPIs do luong hiéu qua hoat dong cuaa cira hang,
théng qua cac chi s6 do hiéu qua duoc bao céo dinh Ky, thudng xuyén gilp can bo
lanh dao kip thoi duoc canh béo som va c6 quyét dinh chinh xac, kip thoi hon. Do
la nhitng do luong vé két qua thuc hién theo timg ca nhéan, don vi, kiém soat duoc
dir liu, so liéu bao cao truéc khi nhap hang vao hé théng. KPIs dugc xay dung
trén nén cong nghé hién dai nhat dem lai hiéu suat manh mé, hd tro nhiéu nguoi
dung dong thoi.

* Tiép thi dién tir

Trong qua trinh Gng dung CNTT dé gia ting doanh sd, rat nhiéu doanh
nghiép ban I¢ da thanh cong bang giai phap quang céo online dé mé rong kénh bén
hang. Xét dudi goc do kinh té, day 1a mot trong nhiing hinh thac tiép thi it tén
kém, nhat 1a so voi quang cdo trén truyén hinh hoic bao in. Bén canh do, e-
marketing (tiép thi dién tir) cling 1a mot giai phap gitp doanh nghiép tiét kiém toi
da chi phi.

Vé co ban thi e-marketing ciing gidng nhu phuong phap tiép thi truyén
thng — tic 14 cling di theo trinh tu: san pham — gia thanh — x{c tién thuong mai —
thi truong tiéu thu. Song, néu xét vé loi ich thi giai phap nay khéng chi co chi phi
thap ma hiéu qua quang béa con lén hon nhiéu so vai viéc sir dung cac kénh quang
c4o truyén thong. Trén co sé dit liéu vé ngudi tiéu dung, nguoi 1am marketing co
thé giri hang triéu email chi bang mot dong tac nhap chudt, hoac c6 thé st dung
chuong trinh tu dong gui email cho tirng nhom hay ting khach hang vai noi dung
phu hop. Véi cach lam nay, su giao dich cua doanh nghiép véi khach hang khéng
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d6t ngodt nhu qua dién thoai va c6 thé gui thong diép dén nhiéu khach hang & nhiéu
dia chi khéac nhau trong thai gian nhanh nhét.
* Thanh toan thong minh

Sy phét trién cua internet d3 kéo theo viéc hinh thanh nén cac hinh thic
thanh toan online théng minh hon va dap tmg dugc nhu cau cua khach hang mot
cach nhanh chong. Cong nghé thong tin cling chinh 13 nén tang ra doi cho cac hinh
thire thanh toan d6. Cac san pham vi dién tir théng minh nhu Nganluong, Baokim,
Payoo... déu la cong thanh toan truc tuyén thuc hién cac giao dich tai chinh, giao
dich mua ban hang hdéa mét cach an toan va tién loi.

3. Céc Kién thirc cin thiét phuc vu cho hoat dong ban hang

3.1 Khéch hang
11 dang khach hang

— Tram tu (it néi, cham chu nghe, c6 vé phan tich ky): chi néi diém chinh,
phan tich k¥ tinh noi bat, cac &p dung, chuong trinh KM

— Chu dong (Tuoi cuoi, xoi 161, té vé quan tdm): chu dong gidi thiéu, vui vé
giai thich cac noi dung ma khach hang can

~ Pa nghi (C6 vé khong dong ¥ véi ban hay nghi ngd, so sanh san pham ban
véi dbi tha canh tranh): Ban nhén manh céc ¥ chinh, minh hoa thém cac loi ich, so
sanh thém cho ho thay lgi thé cia san pham

~ Lich su (D& chiu, tuoi cudi, té nhi khong thich bi ép): Ban nén lich su giéi
thiéu noi dung chinh, demo sp. Khong ép, khi ho chua c6 ¥ kién phan hoi.

~ Phong khoang (t 0 Vé khong quan tam t6i chi tiét nho nhit ma chi danh gia
tong thé): Ban nén gidi thiéu nhanh san pham theo cong thirc cong “dugc”, néu can
nén tang qua cho ho dé gay thién cam tot

~ Ky tinh (Phan tich k§ moi thong tin, quan tdm[It&i timg chi tiét nho,11/
hoi nhidu 1am nhu( /14 ban khong cung(Icap du thong tin[icho ho): Ban nén phan
tich k§ moi thong tin, ting chi tiét nho. Dung cong thic ban hang:
cong/tru/nhan/chia...

~ Hach dich (Giong néi c6 vé ra 1énh :”t6i mudn can, t6i mudn...”, kho tinh
mot cach cudng diéu): Ban nén khen ho, ting ho 18n, gigi thiéu va ling nghe ¥ kién
ctia ho. Ap dung dung cong thirc cong va trir.

— Nhat nhat (Né tranh, so bi gat, khong dam quyét dinh mot minh): Ban
Khéng nén gidi thiéu sp ngay, tim dé tai khac néi trude khi giéi thiéu, demo. Dung
cong thirc cong hodc trir.

~ Nong tinh it hai long, hay cu nu, nhat 1a khi ho cam thay khong duoc quan
tam dang mirc): Ban giai thich rd ¥ chinh, minh hoa diy du thong tin. Thoa méin
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