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Chwong I: TONG QUAN VE BAN HANG VA QUAN TRI BAN
HANG ‘

Chuong nay trinh bay dwoc khai quat chung vé ban hang, quan tri ban hang,
muc tiéu, ban chat va vai trd cia quan tri ban hang, ban chat, vai tr0 va hinh anh cua
viéc ban hang, mdi quan h¢ giita ban hang va tiép thi. Hinh thanh duoc k¥ nang phan
tich, k¥ ning tmg xt khi c6 chi trich v6i nghé ban hang. Xay dung dugc mdi quan hé
va quan tri quan h¢ khéach hang
I. TONG QUAN VE BAN HANG VA NGHE BAN HANG
1. Ban hang va qua trinh phat trién ciia nghé ban hang
1.1. Ban hang

Theo James.M.Comer thi: “Ban hang la mdt quéa trinh mang tinh c4 nhan
trong d6 ngudi ban tim hiéu, kham ph4, goi tao va dap ung nhitng nhu cau hay
wdc mudn ciua ngudi mua nham thuc hién quyén loi thoa dang, lau dai cua hai
bén”.

Ban hang lam cho hang hoéa luu thong tir ngudi san xuat dén nguoi tiéu
dung. Hoat dong ban hang sé dem lai lgi nhuan cho nguoi ban hang khi ho nam
bét t6t co hoi tir thi truong va diéu chinh chinh sach phuc vu quyén loi nguoi tiéu
dung.

Ban hang phu thudc rat 16n vao ning luc giao tiép ctia nhan vién - ngudi
dai dién cho bén ban (cong ty) véi khach hang nham lam cho khach hang nhan
thirc dugce san pham va dich vu ciia cong ty, qua d6 khach hang quyét dinh mua
hang hoa va dich vy dé mang lai lg1 ich cho khéach hang va lgi ich cong ty.

1.2. Qud trinh phdt trién ciia nghé bin hang

Thoi ky trweée khi bat nguodn (trweée 1750): duoc ghi nhan qua hinh dnh ngudi
ban dao st Phoenicy do nha tho c¢6 Hy Lap ghi lai vao thé ky thir 8 trudc cong nguyén.
Ngudi ban dao nay cham chi gb cira tir nha nay sang nha khéc cia cac khu phd dé
chao ban cac san pham ctia minh. Hang thé ky sau khi La Ma m¢ rong linh dia ra dén
Dia Trung Hai thi cdc nha budn, cac dai Iy huong hoa hdng d3 trd nén vo cing phd
bién. Thoi Trung c6 va Phuc Hung & Chau Au nhimg nha budn phét 1én nhanh chong
va dén dau thé ky 18 thi nghé ban hang thd so trudc kia di trd thanh nhimg t6 chirc
kinh té hién dai phat trién manh mé nhét 1a & Chau Au va Hoa Ky. Chau A véi hinh
anh nhiig ngudi ban hang nhu ban thudc, ban hang thii cong da xuét hién tir rat lau
trong lich sir va nhitng nha budn & Trung Qudc vao cudi thé ky 18 di tré thanh mot Iuc
lrong kha quan trong trong nén kinh té.

Thoi ky bét ngudn (1750 — 1870): Cudc cach mang coéng nghiép d3 mo dau
cho giai doan nay. Su phat trién cua khoa hoc ky thuat, sy gia tang clia nang lyc san
Xuat va cac phuong tién van tai da tao mot budc ngodat Ion cho nén kinh té. Cac doanh
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nghiép trong giai doan nay di trang bi cho minh nhiéu hon cac kién thirc vé kinh
doanh tiép thi, phat trién hon nita cac k¥ ning tiép can phuc vu khach hang va mé rong
thi truong. Trong thoi ky ndy mot sd cong ty dd c6 md hinh kinh doanh rat hiéu qua
thong qua viée thiét 1ap mot lyc luong ban hang gip va giao dich truc tiép véi khach
hang.

Thoi ky phat trién nén méng (1870 — 1929): Thoi ky ndy san xuit d3 phat
trién kha manh mé& doi hoi phai duoc ti€u thu dai tra. Pay 1a thoi ky cac nha san XUt
c6 tinh chuyén mén héa cao, tap trung canh tranh vé ning luyc san xudt va san pham,
do vay ho rat can nhitng nha trung gian phan phdi san pham cang nhiéu noi cang tdt.
Thoi ky nay da dua dén viée cac nha ban 1& c6 quy md mang tinh chuyén nghiép cao
hinh thanh khép noi cing véi luc lugng déng dao nhimg nha dai dién cho nha san
xut, cac dai Iy... cing v6i sy phat trién manh mé nay 13 cac quan diém, kinh nghiém
ban hang dugc dac két va trd thanh mot mon hoc khong thé thiéu trong cac truong hoc
vé kinh doanh. Ngay ca cong viéc ban hang ciing dugc phan bd lai theo cip bac, xac
dinh tinh chat va vai tro, dugc chuan héa qua céc khoa dao tao va duoc danh gia ding
trong hoat dong cua mot t6 chire. Mot sd noi luc luong ban hang con dugc bo tri
khong chi theo ving dia 1y ma con dugc sap dat theo co ciu nganh hang hay khach
hang.

Thoi ky tinh loc va hinh thanh (tir 1930 dén nay): Cudc khing hoang kinh té
thé giéi nam 1930 di dwa dén viéc rat nhidu cong ty phai thuc sy tim ra nhing 161 di
riéng canh tranh hon va hiéu qua hon, day cling chinh la mét trong nhiing dong luc
thiic day su tién trién t6t dep hon trong nghé thuat ban hang. Thoi gian nay xuat hién
Xu huéng hoat dong san xuét kinh doanh phai hudng vao phuc vu va thoa man khéch
hang. Nhimg dai dién ban hang khong chi canh tranh bang sy khon khéo ma ho phai
cung tng dich vu tot nhat, phuc vu t6t nhat véi chat luong tot va gia ca canh tranh.
Chinh sy phat trién cta nén kinh té thé giéi dic biét 14 tir nam 1950 tro di da thac day
cac cong ty phat trién hon nira luc lrong ban hang, hoan thién chinh sach quan 1y,
danh gia, xac dinh tot hon cac chi phi va tinh hiéu qua cta cong viéc nhu quan 1y tét
nhimg cudc giao dich ban hang va cach thirc phan bo thoi gian, chi phi, cong stc dé
phuc vu nhimg khach hang hang dau. C6 thé néi giai doan nay ngudi ban hang da
chuyén vai tro tir ngudi cung cdp hang héa thanh nguoi thuyét phuc hiéu qua hon va
cao hon nita 1a nguoi giai quyét van dé va sang tao nhiing gia tri cho khach hang,

Nghé ban hang trong thé ky 21: Trong su thay d6i cua thé ky mdi voi nhiing
thanh tyu vé khoa hoc k¥ thut, sy giao lvu hoi nhap vé kinh té quc té, cdng viéc béan
hang ¢ nhimg van dé nhu sau:

- S6 lwong ngudi gia nhap luc luong ban hang ngdy mot déng dao. Luc lugng
ban hang gia tang ca vé sd lugng va chat lugng, ngay ca nhiing nguoi lam cong tac
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chuyén mon nhu ki su, bac si... ciing tham gia vao luc luong ban hang gian tiép hay
true tiép va 1am cho luc lugng nay tré nén hing hau hon bao gior hét.

- Cudc cach mang thong tin toan ciu bung nd din dén ngudi ban hang phai
chuyén nghiép hon trong cong viéc, dac biét 1a sit dung cac phuong tién thong tin lién
lac hién dai. Viéc ban hang truyén thong qua gip g& truc tiép da co chiéu hudng giam
dan thay vao d6 1a viéc kinh doanh qua mang — d6 chinh 13 thvong mai dién tir. Nguoi
ban hang nao biét img dung t6t cong nghé thong tin, dap tmg vé mit toe do xir Iy va
cung umg thi s& chiém lgi thé hon. Bén canh d6, nhimg ngudi ban hang ciing can c6 ky
nang phén tich va tong hop thong tin, c6 hiéu biét siu rong vé san pham, tim 1y xa hoi
vi ho can tiép xuc v6i khach hang trén ca thé gii va phai phuc vu chu dao tat ca.

- Luat phép bao vé quyén logi nguoi tiéu ding va trinh do dan tri ngay cang
ning cao dan dén ngudi ban hang phai ing xir theo dung chuin muc vé dao dic va
phap ly.

- Su canh tranh gay gét cia thi truong dan dén su canh tranh gay gat clia nhiing
ngudi ban hang. Nguoi ban hang ngay nay can phai khéo 1éo hon, chuyén nghiép hon,
c6 trinh do phén tich va tng dung kién thirc kinh té, cong nghé thong tin tot hon dé
phuc vu cho viéc phan tich danh gia tinh hinh thi truong, tim hiéu d6i tha, cham soc
khach hang, 1ap bao cdo theo yéu cau cta cong viéc.

- Nguoi ban hang ngay nay tuy cong viéc mang tinh doc lap cao nhung ho
thuong 1a thanh vién ciia mot to chirc kinh doanh nao dé do vay ho phai lam viéc mang
tinh chuyén mon hoa cao do va phai nim viing cac quy dinh, chinh sach ciing nhu
tham gia vao céac hi€p hoi dé duoc hd tro va nang cao kha nang canh tranh.

2. Ban chit va vai tro ciia nghé ban hang c4 nhan
2.1. Bdn chit ciia nghé ban hang cd nhin

- Ban hang lién quan dén k¥ nang giao tiép.

- Ban hang lién quan dén kha niang phai 1am viéc bén ngoai doanh nghiép.

- P6i v6i khach hang, nguoi ban hang 1a nguoi dai dién cho doanh nghiép.
Nguoi ban hang truyén dat céc loi ich cia san pham, tién hanh céc dich vu hd trg cho
khéch hang....trong hau hét cac cong ty nhan vién béan hang chinh 1a ciu ndi duy nhét,
quan trong véi khach hang.

- Nguoi ban c6 kha ning giao tiép voi nhiéu nguoi va c6 diéu kién biét duoc
thu nhap cua ho.

2.2. Vai tro ciia nghé bdn hang

- Ban hang dem lai sy thoa man cho con ngudi nho vao chirc nang dép tng nhu
cAu va kich hoat nhu cu.

- Ban hang giup cho hang hoa, tién t& luu thong mot cach hidu qua trong nén
kinh té tir @6 kich thich dau tu va mo réng san xuat.
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- Ban hang gitp cho tinh chuydn mdn héa ngay cang cao, ngudi san xuit s& c6
nhiéu loi ich hon khi c6 nguoi ban hang chuyén nghiép lo vé dau ra cho san pham.

- Nguoi ban hang t6t s& 1a mot nha trung gian déc luc cho viée tim hiéu, cung
cap thong tin phan hoi tir thi trudng, tu van va thuyét phuc ngudi mua, van chuyén, luu
kho, truyén tai thong tin hai chiéu giita nha san xuat va ngudi tiéu ding.

Vi vy, ngudi ban hang 13 phai ban dugc hang. Nhiéu cong ty d c6 nhimg dau
tu rat 16n cho hoat dong ban hang, cung v6i nhirg chi phi rt cao khac dung cho viée
tuyén chon, huin luyén va duy tri lyc lugng ban hang. biéu nay cho théy tam quan
trong cua hoat dong ban hang.

3. Qua trinh phit trién ciia nghé ban hang ca nhan

Qua trinh ban hang qua thoi gian di khoi dau tir d6i ban chan dén tan nha, sau
d6 dén chiéc dién thoai va....mot dién dan truc tuyén hoan toan méi la.

Trude khi thu dién tir ty dong ra doi cac nha ban hang di dén tan hang cung ngd
hém g ctra timg nha véi nd lyc ban duoc hang dé kiém tién du song.

Ngay nay, nhan vién ban hang chuyén nghi€p chinh 1a nhitng nguoi tép trung
vao viéc théa man nhu cau khach hang trudc, trong, va sau qua trinh ban hang. Véi
nhimg kién thtrc duoc trang bi day dii vé san pham hoic dich vu clia cong ty ciing nhu
ctia ddi thu canh tranh, va vé nhu ciu ctia khach hang.

Nhéan vién ban hang can gidi thiéu duoc uu diém cua hang hoa va dich vu cua
cong ty minh so véi dbi tht canh tranh.

4. Pic diém ciia ban hang hién dai
4.1. Xdc dinh diing déi twong khdch hang

Viéc chay theo qua nhiéu ddi twong khach hang cé thé 1am leo thang chi phi
ban hang va chi phi Marketing, dan dén chi phi hau can cao hon, va nguy hiém hon 1a
phai thuong xuyén, lién tuc giam gia ban khong chi ddi vdi khach hang cii va ca khach
hang mai. C6 nhiéu khach hang nhé nhung phuc vu ho tén qua nhiéu chi phi. Bdi véi
cac khach hang nhé it mang lai lgi nhuan nay, cong ty c6 thé thay doi hinh thirc phuc
vu nhu ban hang qua dién thoai, hodc dung Internet hay trd1 bé ho.

Céac nha ban hang khon ngoan trong thoi dai Internet can phai biét phan loai
khach hang theo loi nhuan tiém ning va quan tri mdi quan hé trong tng voi ho. Dya
trén kha nang sinh loi tiém nang va 1ong trung thanh duy kién chia thanh bon nhom méi
quan hé:

- Thir nhdt, nhitng khach hang xa la. Nhimng khach hang nay cho thiy kha niang
sinh o1 thap va mirc d6 thap vé long trung thanh.

- Thir hai, nhimg khach hang sinh lgi tiém nang nhung khéng trung thanh.

- Thit ba, nhitng khach hang vira mang lai nhiéu lgi nhuén, vira trung thanh véi
cong ty.
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- Thit thu, Nhitng khach hang chung thity véi cong ty, nhung khong han mang
nhiéu lai lgi nhuan.
4.2. Quan tri div liéu va kién thirc

Luc luong ban hang hién dai can dugc huan luyén dé tao ra va st dung dir liéu
khach hang va tan dung Internet dé hd tro cong viéc ban hang. Trudc day luc luong
ban hang luu giit thong tin khach hang trén cac thé va giri cac don dat hang vé tong
cong ty. Hién nay, nho tién bd cong nghé nhu email, dién thoai di dong, hoi nghi
truyén hinh, ...ma moi thong tin didu dugc chuyén giao qua Internet. Laptops 13 cong
cu dé doi ngii ban hang luu trit thdng tin vé khach hang, d6i thu canh tranh, moi trinh
bay va bao cdo déu giri bang phuong tién dién tir vé tru s¢ chinh. Hon thé nita, cac
thong tin dugc cung cap tir chinh cong ty nhu catalogs va danh muc gia ca ciing dugc
dién tir hoa.
4.3. Quadn tri quan hé khdach hang

Quan tr1 quan hé khéach hang doi hoi do1 ngili ban hang phai cha trong vao cac
loi ich dai han. Quan tri quan hé khach hang 1a tich hop nhu cau cta khach hang vao
moi khia canh hoat dong ctia cong ty, ciing nhu méi quan hé ctia cong ty véi nha cung
cap, nha phan phdi va dbi tac chién lugc. Phuong thirc nay két hop con ngudi, qua
trinh va céng nghé, véi muc dich dai han 13 t6i da hoa gia tri khach hang, thong qua
cac tuong tac va giao dich doi bén cung hai long.
4.4, Marketing méi quan hé

Marketing mdi quan hé tac dong dén tit ca cac khia canh thudc vé chirc ning
marketing trong t6 chirc bao gdm ca ban hang ca nhan. Diéu nay c6 nghia la khong chi
1a nguoi ban hang ma ngay ca nguoi lam marketing cling phat trién cic k¥ ning ban
hang khac nhau trong mébi quan hé vdi khach hang bén trong va bén ngoai.
4.5. Xir ly cdc khé khan va ban hang hé thong

Trong rat nhiéu tinh huéng ban hang hién dai, nguoi ban hang phai lam cong
viée tu van nhu: xac dinh cac kho khan, xac dinh nhu cau, dua ra cac giai phép khéc
phuc...

Ban hang hé thdng chu yéu bao gdbm: Ban hang dwa trén mdi quan hé, ban hang
theo nhom va ban hang tu van.
4.6. Théa man nhu cau va toi da héa gid tri cho khdch hang

Nhiém vu ctia nguoi ban hang hién dai:

- Chi ra va kich thich nhu cau cta khach hang.

- Gitip khach hang nhan ra va thuyét phuc ho can phai d6i méi cong nghé.

Qua viéc tu van d6, ngudi ban hang da dem lai nhiéu gia tri gia tang giup khach
hang giam chi phi san xuét va tao ra tinh hudng d6i bén cung co loi.
II. CAC HINH THUC CUA NGUOI BAN HANG CHU YEU
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1. Céc hinh thirc cia ngudi ban hang chi yéu

Céc hinh thirc ciia ngudi ban hang chi yéu

4
Ngudi tiép nhan Nguoi kich thich Ngudi tao ra nhu cau
don hang nhu cau dat hang dat hang
Ban lanh dao do6i Doi ngl hd tro
ngil ban hang ban hang
y

1. Ngu.(‘yi tiép nhén don 1. Boi ngti ban hang 1. Nguoi ban hang ky
hang tai cho Nguoi chao theé hé moi. thuéat

2. Dgi ngti giao hang hang quang 2. Di ngii ban hang 2. Ngudi ban hang
3. Nguoi ban hang tai dia céo hay cong cho 6 chirc cho nha ban budn,
chi ctiia khach hang vu 3. Ddi ngii ban hang bén lé

cho nguoi tiéu dung

Hinh 1.1: Céc hinh thirc ciia ngudi ban hang chii yéu

1.1. Ngwoi tiép nhin don hang

Tiéu biéu cho nguoi tiép nhan don hang tai cong ty 13 nhitng nhan vién ban
hang lé. Khach hang hoan toan tu do chon lya cac san pham ma khong can dén sy hién
dién ciia ngudi ban hang. Nhiém vu cia nhan vién ban hang hoan toan c6 tinh trao d6i
— nhén tién va trao hang. Mot dang khac ctia ngudi tiép nhan don hang 13 ban hang
tiép thi tir xa — nhitng nguoi ndy yém trg viéc ban hang bén ngoai bang cach tiép nhan
don hang ctuia khach hang qua dién thoai.
1.2. Ngwoi kich thich hay tw vin nhu cau dit hang

La nguoi ban hang nhung it khi tryc tiép nhan dugce don hang boi vi nguoi kich
thich nhu cau dat hang thudng chi néi chuyén voi cac chuyén gia hon 13 néi chuyén
v&1 nguoi mua hang.
1.3. Ngwoi tao ra nhu ciu dit hang

Nguoi tao ra nhu cau dit hang 13 nhitng ngudi ban hang ma cong viéc chinh cua
ho c6 muc tiéu chi yéu la thuyét phuc khach hang mua sim tryc tiép. Thuong la
nhiing nguoi 1anh dao doi ngli ban hang va trong truong hop nay cong vi¢e cua ho dac
trung cho nhimg gi thir thach nhét trong tit ca cac hoat dong ban hang,
2. Cac quan niém sai lam vé nghé ban hang
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"Ban hang", tén goi cua mdt nghé than thuoc, du ¢ Viét Nam n6 chua bao gio
duoc liét vao nhimg nghé cao quy. Su thay d6i tu duy tir mot nghé thap kém cho dén
mot "nghiép kinh doanh" da phan anh tAm quan trong ctia nghé ban hang, tir mot nghé
bi khinh ghét, t6i mdt su nghi¢p dang mo udc.

2.1. Quan niém thir nhét. Ban hang khéng phai la nghé ding gid

Quan niém nay cho ring, nhitng ai co tai déu phi pham tai ning cua minh trong
viéc ban hang. Tai vai noi trong méi trudng hoc duong nhiéu nguoi van ché nhao cac
nghé ban hang va hau qua 13 rat it sinh vién sau khi tot nghiép tham gia vao nghé ban
hang.

2.2. Quan niém thir hai: Sin phim tét dwong nhién ban chay

Quan ni€ém nay gia dinh rﬁng néu ban cho ra mot san phém cao cép hon thi luén
luén c6 nguoi mua va nhu vay quy trinh ban hang chi tang thém chi phi mét cach vo
ich.

Piéu nay c6 thé ding néu nhu cong ty cho ra mot san pham tot hon vé mat k¥
thuat, nhung lac d6 chi phi sé ting do quy trinh nghién ctru va phat trién va nhing chi
phi nay s& van tiép tuc dé giir duoc vi tri hang dau .

Ngoai ra, nhu ching ta da dé cap vai tro clia viéc ban hang khong chi 1a ban
hang, né con duge st dung dé phan hoi thong tin tir khach hang vé doanh nghiép —
nhat 13 nhimg thong tin vé tinh ning san pham. Piéu nay hitu ich truc tiép cho viéc
nghién ctru va phat trién.

2.3. Quan ni¢m thur 3: Trong Viéc ban hang co gi do thiéu dao dirc

Chung ta khong biét 16 vé ngudn gdc va 1y do cho suy nghi nay, c6 1§ 1a léch
lac nhét va tai hai nhat vé viéc ban hang. Nhiing thai d6 nhu vay c6 thé giy kho khan
cho nhitng ngudi ban hang; ho phai vuot qua rao can dé trong quan hé gitra khach
hang va nguoi ban hang.

Chuing ta d3 ndi rang nhitng phan Gng trén xuat phat tir nhimg quan niém sai
lAm nhung van dé 13 tai sao n6 van ton tai. Khi thuc hién viéc cai thién hinh anh cua
viéc ban hang diéu thir nhat 13 phai thira nhan nhimg quan diém léch lac nay han phai
c6 nhirng co so nao do.

Pé vuot qua nhitng quan niém sai lam nay thi viéc ban hang tu nd phai to ra
thuyét phuc va nhiing sy kién sau ddy can phai duoc pho bién rong rai:

- Viéc ban hang gop tay vao gudng may trao doi va thong qua quy trinh nay
nhimg nhu ciu va udc mudn ciia khach hang duoc dép tng.

- Bdn hang hién nay la mét nghé dang céng sirc: Nghé nay c6 tinh thach thuc,
trach nhiém va dem lai kha nhiéu lgi 1oc.

- Nhitng san pham tot tw ching khong thé ban chay: Nhimg san pham wu viét
c6 thé khong dugc ai biét dén trir phi nhimg loi ich va dat tinh cia chung duogc giai
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thich cho khach hang. Mgt san phém wu viét nao do c6 thé khong thich hop cho mdt
khach hang nao d6. Va ngudi ban hang véi kién thirc chuyén vé san pham cta minh, 1a
ngudi co vi thé dé danh gia nhiing tinh hudng nay va theo d6 1a tur van riéng cho timg
khéch hang.

3. Sw quan hé ciia ban hang va tiép thi

Diéu thiét yéu 1a viéc ban hang va tiép thi phai hoan toan két hop. Cé thé sy
khac biét dang chu y nhat giita cong ty trude khi hudng theo tiép thi va sau khi hudng
theo tiép thi 1a sy kién ban hang sau d6 dugc xem 1a mot ph?m cua hoat dong cua chuc
nang tiép thi.

Cong ty hudng theo tiép thi, chirc ning tiép thi dong vai trd rong 16n hon vé
kiém soét va phdi hop trong rat nhiéu loai hoat dong ciia cong ty. Viéc ban hang chi la
mot phan cuia toan bo chuong trinh tiép thi cta cong ty.

Viéc ban hang va quéan 1y mai vu gio day quan tam t&i viée phan tich nhiing
nhu cau va wdc mudn cia khach hang, thong qua nhiing c¢b gang tiép thi toan dién cua
cong ty, kém theo viéc dem lai nhitng loi ich dé thoa man nhu cau va udc mudn nay.

Ciing nhu tat ca nhitng phan caa phdi thirc tiép thi, chtrc ning ban hang mat d6i
mat (ban hang truc tiép) khong phai 1a mot thanh phan dtng riéng 1& ma 1a mot phan
phai duoc xét dudi chién luoc tiép thi tong quat. O muac do san pham, hai diéu suy
nghi chinh yéu cua tiép thi 1a sy lya chon thi truong muc tiéu va viée tao ra lgi thé sai
biét. Ca hai loai quyét dinh nay anh huong dén viéc ban hang miat d6i mit:

- Chon lya thi truong muc tiéu: Mot khi, thi truong muc ti€éu da duoc xac dinh
thi viéc quan 1y mai vu c6 thé chuyén d6i ddi tugng d6 thanh nhiimg khach hang muc
tiéu. Vi vy, nhan luc ban hang co thé trién khai dé c6 két qua tdi da.

- Loi thé sai biét: Viée tao loi thé sai biét 1a diém khai dau cia chién luoc tiép
thi thanh cong nhung diéu nay can phai duoc truyén thong cho luc luong ban hang va
duoc dua vao ké hoach ban hang dé doan chéc riang cic nhan vién ban hang co thé
trinh bay lgi ich d6 cho khach hang mot cach thuyét phuc.

III. CHUC NANG VA NHIEM VU CUA NGUOI BAN HANG CA NHAN

Nguoi ban hang c¢6 nhiing chirc nang nhiém vy co ban nhu sau: Ban hang, quéan
tri diéu hanh, tai chinh va marketing.
1. Ban hang

Trach nhiém chinh cta ngudi ban hang d6 chinh 1 ban nhiing san pham dich
vu clia cong ty minh mot cach thanh cong thong qua cac cude giao dich, tiép xuc truc
tiép, giao dich qua dién thoai hay nhiing dich vu khach hang nhu thu tir, tu van, gip g&
ca nhan...

2. Quan tri diéu hanh
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Nhiing cong viéc ma nguoi ban hang phai tham gia nhu: giai quyét nhiing van
dé ctia khach hang, 1ap ké hoach, du bao ban hang, danh gia.... Pé lam dugc nhiing
cong viéc quan trong nay, ngudi ban hang phai c6 nhimng ky nang cu thé nhu: K§ ning
giai quyét van dé; k¥ nang lap ké hoach; k¥ ning lap du bao; k¥ niang hudng dan, dao
tao; k¥ nang danh gia.

3. Tai chinh

Nguoi ban hang can ¢6 kha ning xdy dung nhitng ké hoach tai chinh tong hop
nhu thué tai san, mua lai, quan 1y cong ng, hang tdn kho... vi day 1a nhiing van dé can
thiét khi thiét lap va thuc hién mot thuong vu.

4. Marketing

Bao gdm hai cong viéc chinh d6 1a thu thap thong tin va thi hanh nhiimg chuong
trinh tiép thi.

- Hoat dong thu thap thong tin: Pai di€én ban hang thuong dugc yéu cau 1am cac
cong viéc sau:

+ Khao sat y kién khach hang, bao céo tinh hinh thi truong va dbi thii canh
tranh;

+ Thu thap thong tin phan hoi tir thi truong dbi voi san pham va chinh sach cia
cong ty;

+ Cung céap thong tin va chinh sach mot cach chinh xac diy du tir cong ty dén
khéch hang.

- Thi hanh nhitng chuong trinh tiép thi:

+ Ngudi ban hang phai dam bao cho cac chinh sach vé khuyén mai, trung bay,
quang cdo... cia bo phan tiép thi duoc thuc hién day du ddi véi timg khach hang.

+ Nguoi ban hang phai hd tro tich cuc cho cac hoat dong tiép thi cua nhing nha
trung gian dé ho cd thé ban dugc nhiéu hang hon va phuc vu khéach hang tot hon.

IV. MUC TIEU CUA QUAN TRI BAN HANG
1. Khai niém vé quan tri ban hang

Quan tri ban hang 1a hoat dong quan tri ciia nhitng nguoi thudc lyc lugng ban
hang cua cong ty bao gém nhiing hoat dong chinh nhu phan tich, 1ap ké hoach, thuc
hién va kiém tra hoat dong ban hang.

2. Muc tiéu cua quan tri ban hang

Muc ti€u chinh cta quan tri ban hang la con nguo1i va 191 nhuan:

- Muc tiéu nhén su: cong viéc ciia doi ngii quan 1y 1a bang moi cach phai tuyén
dung va dao tao dugc mdt luc luong ban hang chuyén nghi¢p cling nhu c6 chinh sach
thudng phat hop 1y voi mot phong cach lanh dao va quan tri day tinh thuyét phuc.

- Muc tiéu doanh sé, lpi nhudn:
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Pay 12 muc tiéu khong thé thiéu va mang ¥ nghia quan trong d6i v6i hoat dong
quan tri ban hang. Dé dat duoc muc tiéu vé doanh sé thi ngay tir ngudi giam sat ban
hang & cap thap nhat ciing phai biét don ddc nhan vién va c6 chién lugc hanh dong that
cu thé.

Thoéng qua doanh sb va lgi nhuan, Ban giam ddc c6 nhimg chinh sach dong
vién hay diéu chinh kip thoi d6i véi bo phan ban hang.

3. Ban chit va vai tro ciia giam doc ban hang

Cong viéc quan tri ciia ngudi giam dbc ban hang hién dai ngay cang chuyén
mon hoa véi cac chirc nang chu yéu: lap ké hoach, t6 chuc, lanh dao va kiém soat.

Ngay nay, nha quan tri ban hang déng vai tro chién luoc hon trong viéc hoach
dinh chinh sach cta cong ty, thi du nhu lap ké hoach, han ngach, thiét lap ngan sach va
du bao doanh thu. Vai trd ctia giam déc ban hang ngdy cang lién quan mat thiét dén
marketing.

Tuy nhién, trach nhiém chinh ciia giam déc ban hang 1a dam bao rang cac chuc
nang ban hang déng gop hiéu qua va hiéu nang nhat dé dat duoc muc tiéu ciia cong ty.
Pé dat duoc vai tro nay, giam doc ban hang s& thue hién cac nhiém vu va trach nhiém
cu thé nhu sau:

- Xac dinh cac muc tiéu chung va muc ti€u ctia nhan vién ban hang; du bao va
lap ngén séch;

- T6 chuc doi ngili ban hang, quy mé ban hang, thiét ké va quy hoach pham vi
va khu vuc ban hang; t6 chuc lyuc lurong ban hang, tuyén dung va dao tao;

- Pong vién thuc day nhan vién ban hang, danh gia nhan vién ban hang, va
kiém soat ban hang.
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CAU HOI ON TAP:

1. Cho biét sy khéc biét co ban gitta ngudi nhan don hang va ngudi tao ra don hang?
Cho vi du minh hoa?

2. Bé tro thanh mot ngudi ban hang gidi can phai co nhitng pham chat va k¥ nang gi?
3. Phan tich vi trf ciia ban hang trong phéi thirc tiép thi?

4. Quan tri ban hang? Muc tiéu cua quan tri ban hang? Ban chit va vai tro cta giam
dbc ban hang? Cho vi du minh hoa?
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Chwong II: LAP KE HOACH BAN HANG

Chuong nay trinh bay duoc ké hoach ban hang lién quan mat thiét voi ké hoach
marketing, cac budc trong quy trinh 1ap ké hoach ban hang. Phan tich duoc cac yéu tb
anh huong dén ban hang. Lap duoc ké hoach ban hang.

I. LAP KE HOACH BAN HANG

Lap ké hoach 1a qua trinh dg doan céc su kién va tinh hinh tuong lai, d@)ng thoi
xac dinh cach thire tot nhat dé dat duoc muc tiéu cia to chirc. Hién nhién, trudce khi lap
ké hoach marketing va ban hang nha ban hang phai x4c dinh rd muyc tiéu ctia minh.,

Két qua cta qua trinh 14p ké hoach 13 mot ban ké hoach chi tiét dé ngudi lam
marketing va ban hang, nha diéu hanh, nhan vién van hanh va cac nhan vién khac
trong t6 chire thuc hién theo nhim dat dugc muc tiéu cua to chic.

Qua trinh 14p ké hoach ban hang lién quan dén chién lugc cia toan cong ty va
chién lugc marketing.

Lap ké hoach ban hang la trién khai cac hoat dong lap ké hoach nham thuc hién
muc tiéu ban hang. Muc tiéu va chién lugc ban hang bat ngudn tir cac quyét dinh chién
lwoc marketing va lién quan mat thiét dén t6 hop marketing - mix.

Marketing — mix lién quan dén cac quyét dinh vé dong san pham, xac dinh gia
ban, lya chon kénh phan phéi, lya chon cac chuong trinh truyén thong; tat ca déu phu
thudc vao ban ké hoach do bo phan marketing xay dung.

Chién lugc hay viéc 1ap ké hoach ban hang li€én quan dén cac chién luoc thu hat
khach hang méi, cac phuong phap thu hut khach hang méi, chién Iugc va phuong
phép ting trudng kinh doanh ban hang ddi vai nhimg khach hang hién tai.

II. CAC BUOGC TRONG QUY TRINH LAP KE HOACH BAN HANG

Cép cong ty Cép don vi kinh doanh

Xac Xac Dénh gia Trién khai Giam sat va
dinh s dinh nguon lyc ciia Xay chién lugc dicu chinh
ménh muc 1 t6 chuc, rui ro dung thdng qua chién lugc

cua to titucaa | | cling nhu co chién cac ke dua trén

chirc t6 churc hoi tir moi Tuge hoach hoat thong tin

trudong dong phan hoi

A A A A
Thong tin phan hoi

Hinh 2.1: Quy trinh 14p ké hoach marketing va ban hang

1. Xac dinh stt ménh va muc tiéu cta t6 chirc
Str ménh 1a ban tuyén bo vé ly do ton tai ctia to chirc, n6 xac dinh pham vi va
cac hoat dong kinh doanh co ban cua moét t6 chirc. St ménh mo ta cac khat vong, cac
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gia tr1 va nhiing 1y do hién htru ctia mot t6 chirc. Noi dung cua ban sit ménh thuong chi
10 cac khach hang, thi trudng va cac hudng nd luc mong doi. Mot ban st ménh tdt s&
14 nén tang quan trong cho viéc thiét 1ap cac muyc tidu va ké hoach mot cach co hiéu
qua. Chinh vi 1& d6 trudc khi 1ap ké hoach ban hang nha quan tri ban hang phai nhan
thirc dGing vé st ménh cua t6 chirc.

Muc tiéu cta viéc 1ap ké hoach marketing va ban hang 1a két qua va diém két
thuc cua viée 1ap ké hoach trong mot khoang thoi gian xac dinh ma nha lap ké hoach
ban hang mudn dat duoc trong twong lai cho t6 chtrc ciia ho. Muc tiéu 1a phuong tién
dé thuc hién st ménh cta td churc.

Muc tiéu ban hang nhét thiét phai dua vao muc tiéu phat trién ctia cong ty. Vi
vay, trudce khi xac dinh muc tiéu ban hang, nguoi lap ké hoach phéi nghién clru muc
tiéu, nhi€ém vu cda cong ty. Muc ti€u cua cong ty vura 1a muc tiéu dinh hudng cho bod
phan ban hang, vira 1a xuat phat diém cho viéc trién khai cac muc tiéu ban hang cu thé.

v' Xdc dinh muc tiéu ban hang:

Muc tiéu ban hang cua cong ty thudng dugc xac dinh 13 khéi luong hang ban,
doanh s6, thi phan va téc d6 phat trién thi phan cia cong ty, chi phi ban hang va lgi
nhuén thu duogc tir hoat dong ban hang. Ddi v6i mot sb cong ty, nguodi ta con quan tam
dén cac chi tiéu khac nhu: hang ton kho, chi tiéu thu no khach hang. ..

v’ Xdc dinh ké hoach bdn hing:

Cac ké hoach ban va cac chi tiéu c6 thé 1ap ra va tinh toan theo céc tiéu thirc
khac nhau:

- Theo cdp quan tri: Ké hoach ban hang ciia cong ty; ké hoach ban hang bd
phan; ké hoach ban hang ca nhan.

- Theo san pham: Ké hoach ban hang cho toan bd cac san pham; ké hoach ban
hang theo nhom hang; ké hoach ban hang cho mét loai san pham.

- Theo nhém khach hang: Ké hoach ban budn; ké hoach ban 1é; ké hoach ban
hang theo cac thi truong trong diém.

- Theo khu vuee dia 1y: K& hoach xuat khau; ké hoach tiéu thu noi dia; ké hoach
ban hang trong ving hay khu vuc; ké hoach ban theo dja ban trong diém.

- Theo hinh thirc ban: Ké hoach ban theo doi; ké hoach ban hang tra cham.

- Theo thoi gian: K& hoach nam; ké hoach quy; ké hoach thang.

v/ Cong cu hd tro thiét 1ap muc tiéu

Mot cong cu thiét 1ap muc tiéu ho tro cho cong tac 1ap ké hoach rat hiéu qua doé
14 nguyén tic SMART.

SMART la tén viét tic cac chit dau cta 5 tir trong tiéng Anh: S (Specific): Cu
thé, rd rang va dé hiéu, M (Measurable): Po ¢ém duoc, A (Achievable): C6 thé dat
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duoc bang chinh kha niang cua minh, R (Realistic): Thuc té, khong vién vong, va T
(Time bound): Thoi han dé dat duoc muyc tiéu di vach ra.

2. Danh gia nguon lue cua t0 chire, rii ro ciing nhu co hoi tir moi trtro’ng
Danh gia nguon lyc ctia t6 chirc, rui ro ciing nhu co héi tir méi trudng 1a viée

phan tich méi trudng nodi bo va moi trudng bén ngoai tac dong dén viée tiéu thu san
pham cua cong ty.

Phén tich méi trudng ndi bd 1a phéan tich ngudn luyc ciia mot to chirc bao gdm
nang luc san Xuat, marketing, tai chinh, cong nghé va nhan vién. Nguoi 1ap ké hoach
phai xac dinh dugc diém manh va diém yéu cua to chirc. Diém manh gitp xac 1ap muc
tiéu, phat trién ké hoach dé dap tmg nhimg muc tiéu dé va tin dung cac co hoi
marketing va ban hang. C6 mot cong cu hiru hiéu dé danh gia ngudn luc caa to chic 1a
phan tich SWOT (diém manh, diém yéu, co hoi va thach thirc).

Ban giam ddc phai danh gia xac thyc va khach quan nhimg diém manh
(Strengths), va nhitng diém yéu (Weaknesses) ciia cong ty trong ndi dung nhimg co
hdi (Opportunities) va thach thirc (Threats).

Méi trudng bén ngoai gdm c¢6 moi trudng vi mé va moi truong vi mo.

2.1. Phan tich moi truwong vi mo

Moi truong vi mo: bao g@)m cac yéu td nhu chinh tri, luat phap, kinh té, van
hoa, tu nhién, cong nghé... c6 anh hudng manh mé dén viéc hoach dinh chinh sach ban
hang. Viéc thay d6i trong chinh sach phép luat diéu chinh hoat dong kinh doanh va
nganh hang s& 1am cho doanh nghiép ciing phai thay doi theo va tir 6 tic dong dén
chinh sach quan tri ban hang. Cac yéu t6 nhu kinh té, van hoa... tic dong dén chinh
sach phuc vu khach hang va co ciu nganh hang ciia doanh nghiép. Nhu vay, day la cac
yéu t6 ma doanh nghiép phai diéu nghién k¥ khi tham gia thi truong dé c6 nhimg hoat
dong dau tu hiéu qua hon.

2.2. Phdn tich méi trwong Vi mo

MBoi trudng vi mo: bao gdm cac yéu té ma khi xuat hién nhimg yéu t6 nay chi
anh huong dén mot sb to chirc trong cling mot nganh kinh doanh. Phan tich méi trudng
vi md, nguoi ta thuong dung moé hinh nam é&p lyc canh tranh cua Michael Porter, do la:
cac d6i thu canh tranh trong nganh, cac ddi thu tiém nang, san phém/dich vu thay thé,
nha cung ung va khach hang.

Mirc dé canh tranh trong nganh thé hi¢n 6:

- C4c rao can néu mudn “thodt ra” khoi nganh;

- Muc d9 tap trung cua nganh;

- Chi phi c6 dinh/gia tri gia tang;

- Tinh trang tang trudng ctia nganh;

- Tinh trang du thira cOng suat;
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- Khac biét gitra cac san pham;

- Cac chi phi chuyén doi;

- Tinh dac trung ctia nhén hi¢u hang hoa;

- Tinh da dang ctia cac d6i thu canh tranh;

- Tinh trang sang loc trong nganh.

Cdc rao cin gia nhdp thé hién 6:

- Cac loi thé chi phi tuyét d6i;

- Su hiéu biét vé chu ky dao dong thi truong;

- Kha nang tiép can céc yéu t6 dau vao;

- Chinh sach cua chinh phu;

- Tinh kinh té theo quy m®;

- Cac yéu cau vé von;

- Tinh déc trung ctia nhén hiéu hang hda;

- Céc chi phi chuyén d6i nganh kinh doanh;

- Kha ning tiép can v6i kénh phan phdi;

- Kha nang bi tra diia,;

- Cac san pham doc quyén.

Nguy co thay thé thé hién é:

- Céc chi phi chuyén d6i trong sir dung san pham;

- Xu huéng str dung hang thay thé ciia khéch hang;

- Twong quan giira gia ca va chét luong ctia cc mat hang thay thé.

Sirc manh nha cung cdp thé hién & cac dic diém sau:

- Mirc d6 tap trung clia c&C Nha cung cap;

- Tam quan trong cua sb luong san pham dbi v6i nha cung cap;

- Su khéc biét ctia cac nha cung cap;

- Anh huong cta cc yéu t6 dau vao ddi vai chi phi hodc su khéc biét hoa san
pham;

- Chi phi chuyén dbi ciia cic doanh nghiép trong nganh;

- Sy ton tai ciia c&C Nha cung cap thay thé;

- Nguy co ting cudng su hop nhét ciia cac nha cung cap;

- Chi phi cung {mg so vdi tong lgi tirc ciia nganh.

Sirc manh khach hang thé hién é:

- Vi thé mic ca;

- S Iwgng ngudi mua;

- Thong tin ma nguoi mua c6 dugc;

- Tinh dac trung ctiia nhén hiéu hang hda;

- Tinh nhay cam dbi véi gia;



