Y. \

TAM VIET  TAM VIET GROUP - PAO TAO & TU’ VAN

wJ)

A

TAM VIET

)

Ky nang
Ban hang

Download tai: ub.com.vn

T%%Tl\ > A A A
Mot san pham tot nhat
trén thé gioi sé
khéng dworc sw dung...

Cho dén khi
no dwoc ban!

Dija chi: Tang 4, nha B, s6 347 D6i Can, Ba Dinh, Ha Noi, Viét Nam
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re. N M . n ,
& uc tieu khoa hoc
v Hoan thanh khoa hoc, hoc vién sé co6 thé:

= Nhan thirc dung vé nghé ban hang
= Hoan thién ky nang ban hang
= Nang cao k{ nang giao tiép trong BH
= Thac day hiéu qua lam viéc cia ngudi BH
= Chia sé kinh nghiém gitra cac hoc vién

Suy cho cung moi
ngw®i déu song bang
cach ban mot cai gi do

R.L.Stevenson
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A & £ a2
& Ky nang ban hang

v'Cac khai niém co ban
v'Yéu cau dbi véi ngudi ban hang
v'Bay cbng doan cuta chu trinh ban hang

v'Ké hoach ca nhan

A - x £
%y Ky nang ban hang

v Cac khai niém co ban

v'Yéu cau doi véi ngudi ban hang
v'Bay cong doan cua chu trinh ban hang

v'Ké hoach ca nhan
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4% Cac khai niém co’ ban

v'"Nghé ban hang
v'Ban hang

v'Khach hang

4% Ngwoi ban hang gioi:

v Khéng bao gi¢ tra 1&i “khéng”

v’ C6 thé ban moi thir

v/ C6 thé ban cho bat ky ai

v/ C6 thé ban trong moi hoan canh

v/ C6 nang khiéu ban hang bam sinh

Dija chi: Tang 4, nha B, s6 347 D6i Can, Ba Dinh, Ha Noi, Viét Nam
DT: (84.4) 762 8758; E-mail: office@tamviet.edu.vn; Website: http://www.tamviet.edu.vn
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NQU’O’I ban hang gio

v'Biét cach giao tiép va thuyét phuc
v'Kiém tién nhanh chéng

v'C6 nhiéu kj xao

v'"Nhay cdm v&i nhu cau cla khach

v C6 cudc sbng day niém vui, thlr thach

rem > Ngwoi ban hang gioi:

v' Théng minh, tinh t&, nang déng, ...

v’ C6 vj tri xa hoi tot

v Nam béat t6t ki ndng céng viéc

v' Coi khach hang la ngu&i tra lwong cho minh
v’ Biét lang nghe y kién khach hang

v’ Biét khoi day ldbng mong mudn clia KH

10
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)

'}Ngwc‘)’i ban hang
gidi nhat
la ngwdi biét
lang nghe tot nhat

Hiéu suat nghe?

25 - 30%
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45 Chu trinh lang nghe

Tap trung

Phat trién Tham dw
Mong mudn
GETIIET
Thwong dé

Ghi nh¢

Luén ludn lang nghe, luén luén thau hiéu

14
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L3 Thé nao |2 Ana?
%5 Theé nao la mua hang?

Mua hang la qua trinh khach hang

ra quyét dinh déi mot sé tién nhat dinh

lAy mét san pham hoéc dich vu nao dé

dé thoa man nhu cau cta minh

15

a . \ .
45 Khach hang mua gi?

v'Giai phap
v'Cam giac
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4% Thé nao la ban hang?

La gua trinh nguwdi ban hang

tw van, hé tro, hwéng dan khach hang

phat trién va hoan thanh quyét dinh

mua hang cua ho

18
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s an 2
&5 Ban hang

v'La qua trinh trao doi
v' Tim hiéu va thod man nhu cau

v' Xay dwng quan hé lau dai cung co lgi

19

,&) P , . . R ~
iy Mo hinh ban hang kieu ci

10% Giao tiép
20% Danh gia
30% Trinh bay

40% / \ Két thuic

20
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/1 4

£ M6 hinh ban hang kiéu méi

FQ‘%

40% Xéy dwng Iong tin

30% Xac dinh nhu cau

20% Trinh bay giai phap

10% Xac nhan va két thac
TAM VIE

e /B n\
a

N\
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4% Ban hang kiéu cii
v  Thu dong:
* Phong cach “quan chuc”
v Thac ép khach:
= Phong céch “tré em dwéng phd”
v'Ng6 nhan vé nhu cau:
= Phong céach “tiép thj bia”
4% Ban hang kiéu cii

v' Khéng cé chién lwoc 1au dai:
= Phong céach “tiéu thwong”

v Dbi dau trye tiép véi dbi thu:
» Phong cach “Pluto”

24
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LA 2 ha 4
45 Ban hang tw van

v Tiép can:

= Khach hang 1a thwong dé
v'Y dinh:

= Hwéng dan, tro giup
v Phwong phap:

= Lubn lubn khai thac

25

LA 2 ha2 4
45 Ban hang tw van

v Thuc té:

= Luén ludn lang nghe, quan sat
v Két qua:

= Pwa ra giai phap
v Muc tiéu:

= Xay dwng quan hé lau dai

26
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£3. So sanh hai phwong phap
7 4

Ban hang kiéu cii

Ban hang tw van

Nguw&i BH gioi la gidi thu
doan, manh khoé

Ngwdi BH gidi la hiéu biét
va thyc sw quan tam

Nguwoi BH gidi phan bac
dwoc moi y kien phan doi
cua KH

Nguwoi BH gidi la nguwoi
biét tim gidi phap cho moi
sy chong doi

Ngwdi ban va ngwdi mua:
mot ké thang mot ké thua

Nguwdi ban va ngudi mua:
hai bén déu cé loi

27

&) . . ,
& So sanh hai phwong phap

Ban hang kiéu cii

Ban hang tw van

Ban hang la mét cuéc chay
dua tri tué

Ban hang la cung cép
mot giai phap

Ban hang la thuyét phuc

Ban hang la ho tro

Ngudi BH gidi phai ban
bang dwoc san pham

Ban hang la sy hé tro ra
quyeét dinh

Khach hang la déi tha,
lubn noi doi

KH la dbi tadc mudn tin
twéng nguwoi BH

28
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£, So sanh hai phwong phap

Ban hang kiéu cii Ban hang tw van

Két thuc thwong vu [a | Tiép tuc phat trién cac thwong
muc tiéu s6 mot vu sau la muc tiéu s6 mot

Hiéu qua tirc thdi an | Hiéu qua lau dai, 1ap di 1ap lai
ngay

Phong cach ntra voi Phong cach chuyén nghiép

29

Ban hang la nghé thuat thuyét
phuc ngwoi khac lam mét viéc
ma ban khéng cé quyén bat

ngwoi ta lam viéc dé

30
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TAM

Khéch hang
la Thwong dé

31

& A
%5  Thwong dé?

v Thanh tam
(nhw khi dirng trwwédc ban tho/ cay thanh gia)

v Nhe nhém
(nhw khi vira m&i khan vai/ cau nguyén xong)

32
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. - > 2
m‘,}am quan trong cua khach hang

Sirc mua cua
khach hang

33

A . 5 .
KT Khach hang la

v Nguwoi cho ta viéc lam

v Nguwoi cho cong ty loi nhuan

v Nguwoi ma ta phu thudc vao

v' Khach hang khéng phai la dé tranh cai
v' Khéng ai thang khi céi nhau véi khach

v Nguoi théng tin vé dbi tht canh tranh

34
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Khach hang la "é6ng chu" duy nhat

tra lwong; sa thai nhan vién, ké ca

giam doc; tham chi giai thé cong ty
bang cach tiéu tien & ché khac.

Giam doc chi la ngwei thwe thi
ménh lénh cua khach hang.

35

L . > A ai?
%5 Khach hang la al”

36
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TAM VIET

)

Khach hang bén ngoai tra lwong cho ta (tién)
Khach hang néi bo cho ta tinh cam (tinh)

Pé sbéng, ta can tieén bac va tinh cam

Co6 nghia la can Khach hang

37

LA A . , Ar g A
Tg:v;TCong ty dinh hwéng ndi b

| Quan trj vién .

Giam sat vién

| Nhan vién trwc tiéE '
| Khach hang | )
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e

A Cong ty dinh hwong néi bo

FQ‘%

v Tuyén dwong nguwdi hoan thanh nhiém vu
v Lam cép trén vui Iong chi khéng phai KH
v' Thang tién trén co s& tham nién, quan hé

v’ Dao tao theo chirc ndng, khdng theo yéu cau

39

ngay Cong ty dinh hwéng ndi bo

v"Khong giao dich thi khédng chiu trach nhiém

v/ Quyét dinh khéng cé y kién ngudi giao dich

v Thién vé cac giai phap tinh thé, ngan han

40
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AA A . P
%y Cong ty dinh hvong KH

' CEO/ Qua tri vién cao cap I
V Quan tri vién/ Giam sat vién I
V Nhan vién trwec tiép I

| Khach hang I

41

AA ~ . P
%y Congty dinh hwong KH

v  Tuyén dwong ngw¢i thdéa man KH, nhiém vu
v Gilp cap dwdilam hai ldng khach hang
v/ Thang tién trén co s& ky nang va tham nién

v Tap trung dao tao ky nang giao tiép, ky thuat

42
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4% céng ty dinh hwéng KH

v' ThAu hiéu KH bén ngoai va KH ndi bd
v’ Quyét dinh cé tham gia ctiia nguwdi giao dich

v’ Coi trong cac gidi phap tdng thé lau dai

43

£ Luat ban hang

\»g

v Diéu 1:

Khach hang luén luén dung

v Diéu 2:

Néu cé6 y nghi khac, hdy xem lai diéu 1

a4
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wJ)

A & £ a2
& Ky nang ban hang

v'Cac khai niém co ban

v'Yéu cau doéi v&i ngwdi ban hang

v'Bay cdng doan cua chu trinh ban hang

v'Ké hoach ca nhan

45

AA ~ A K . N
LTy Yéu cau doi voi ngwoi BH

v  Sang tao

v C6 ké hoach

v Nhiét tinh

v Hiéu biét vé san pham, dich vu

v Hiéu biét vé cong ty va dbi tha

46
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&)ﬂ ~ A Ko 7. N
iy Yéu cau doi véi ngwei BH

v/ Th4u hiéu khach hang
v’ Giao tiép tot

v/ Biét 1ang nghe

v’ Biét cach thuyét phuc

v Biét cach két thuc

47

&Lﬂ n A Ko _7.n .
iy Yéu cau doi voi ngwoi BH

v Hinh thirc phu hop

v’ Hiéu tam ly khach hang
v Thai d6 hoa nha, lich sy
v Nhanh nhen

v Ban duwoc hang

48
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;;m? Nguyén nhan that bai
v Thiéu tinh sang tao 55%
v' Ké hoach, t6 chirc toi 39%
v Thiéu hiéu biét vé san pham 37%
v/ Thiéu nhiét tinh 31%
v Thiéu quan tdm khach hang 30%
g ~ n X .
;;m? Nguyéen nhan that bai
v’ Thiéu dao tao bai ban 23%

v' Thiéu muctiéu canhanrdrang  20%
v Thiéu hiéu biét thj trwong 19%
v Thiéu kién thirc vé cong ty minh ~ 16%

v’ Thiéu kiém soat chat ché 9%

50
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wJ)

AA . ~ A
"%y Tam giac yeéu cau - A.S.K.

Kién thire (Knowledge)

51

F. > &
%y Thwong vu thanh cong

v 80%: Thai do
= Nhiét tinh
= Kién tri

v’ 20%: K§ nang va kién thirc
= Ky nang chuyén moén

= Hiéu biét san pham, céng ty, thi trwéng

52
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TAM

,‘_,}

Pirc tinh hang dau cha ngwoi

ban hang la thai dé tot, roi méi

dén kinh nghiém, trinh dé, dao
tao roi dién mao.

Cac tiéu chuan sau déu cé thé
nang cao neu co thai do tot

McDonal o
£ fs an
oy Thai do
v Clr chi

= Nhin thang vao khach hang khi néi chuyén

» TA ra nhanh nhen, thu vi

= Tranh ué oai, cham chap va thiéu dién cam
v"Ngoai hinh

= Nhin théy la nhan ra ngay nha chuyén nghiép

54
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TAM

Muon tro thanh nha

chuyéen nghiép trwéc

y
u

tién trong phai giong
chuyén nghiép

55

LA Lo an
oy Thai do

v Ty phan tich

= Nhan khuyét diém va cd gang khac phuc.

= Ty hdi cé thé cé phwong phap nao tét hon?
v Tranh tranh luan

= Tranh luan: thang -> Ban hang: that bai

= Tranh cac cudc tranh luan khéng can thiét

56
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&
TAM VIET
""\5%"'

Ta can thang
hay
cung thanh cong?

Van de
Hop tac
<
Khach hang X Chung ta
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A7 4
Lay nhan nghia
de thang hung tan

Pem chi nhan
de thay cwong bao

Nguyén Tréi
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£ Thai dé

v Nhiét tinh
= Diéu nay sé& anh hwéng dén khach hang
= Nhiét tinh khéng tw dén néu minh khéng cé
v Tin twéng
= Tin twdng vao san pham, cong ty, chinh minh
= La xwong sbng cla nhiét tinh

= L4 kha nang dé thwc hién céng viéc hiéu qua

61

AR, Thai do

""\5%"

v Thanh that va trung thwc
= Khach hang c6 thé hiéu va cdm nhan duoc
= Trinh bay goi y ciia ban thanh that
» Ban dang that sy dem lai lgi ich cho ho
v Str dung thoi gian
= Thoi gian la tién bac

= S&r dung can than va khén khéo

62
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e
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G

LA Thai do

S
- -
-

v’ Kha nang lang nghe
» Noi la gieo nghe la gat
= Hay chu y lang nghe khach hang
v Kién tri
= KH c6 thé néi khdng khi ho co thé néi co

= Khéng dé ho tir chdi mét cach dé dang

63

Khéng biét cwei,
dwng ban hang.

64

Dija chi: Tang 4, nha B, s6 347 D6i Can, Ba Dinh, Ha Noi, Viét Nam
DT: (84.4) 762 8758; E-mail: office@tamviet.edu.vn; Website: http://www.tamviet.edu.vn

32



Y. \

TAM VIET  TAM VIET GROUP - PAO TAO & TU’ VAN

TAM VIET

wJ
Thanh cong trong ban hang:

Bat dau ttr long ham muon tiép
xtc v&i khach hang tiém nang

Chtr khéng chi phat sinh tw
qua trinh tiép xuc v&i khach hang

65

- a . A o~
LAy 7 cach tam niém

1. Tw xem minh la cht
2. Tw van thay vi ban hang
3. Tré thanh cb van cta khach hang

4. Tién hanh céng viéc hoan hao

66
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e 9 - 5 T
&) 7 cach tam niém

5.Dinh hwéng tré thanh nha chién lvoc BH
6. Tré thanh ngwdi ban hang gidi nhat

7. Thywe hién quy luat vang trong ban hang

67

re. % at tAm IV ban h3
Ky 7 quy luat tam ly ban hang

v Quy luat nhan qua
v' Quy luat dén bu

v Quy luat tap trung
v' Quy luat vé niém tin
v' Quy luat hap dan

v Quy luat twong phan

v' Quy luat kiém soat

68
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. 5 2 3
&5 Quy luat nhan qua

Tu danh gia vé minh

C6 gang song theo
nhitng diéu tot nhat

Ban thich chinh
minh nhu thé nao

69

A ng i .
KT Quy luat den bu

v/ Ban luén dwoc khen thwédng néu:
= Ludn co y twdng sang tao, lac quan
= Thwe hién cdng viéc hoan hao

= Kinh nghiém xac thyc trong cac hoat dong

70
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A At t3
T 4 Quy luat tap trung

mEE

—

/
Nang dong

71

“ ~ A = A =
LC1g Quy luat vé niem tin

v'Niém tin thuyét phuc dwoc khach hang
v'Niém tin loai bd suy nghi tiéu cuc

v'Niém tin kiém soat két qua thwc hién

Tin rang ban c6 thé lam Cubdi cuing ban
dwoc va tré thanh ‘ sé la ngudi BH
ngwdi BH gidi nhat gidi nhat
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wJ)

&) ~ X X
&5 Quy luat hap dan

Cang phuc vu tét thi sdn pham, dich vu cta
ban cang hap dan khach hang nhiéu hon

= Lac quan vé&i chinh ban va san pham

» Hoat dong tam ly tich cwc

= Thu hut thém nhiéu khach hang tiém nang

73

F. 4 :
%y  Quy luat twong phan

Thé gi®i bén ngoai phan anh thé

gi&i bén trong cua chung ta
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wJ)

A‘ ~ « R ,
iy Quy luat kiem soat

v Duy tri va phat trién hoat ddng ban hang
v/ Tao cho ta méi trworng tw thé hién
v' Cho cam giac duwoc giao viéc quan trong

v Cho tinh lac quan, khuyén khich tich cuwc

75

A - x £
%y Ky nang ban hang

v'Cac khai niém co ban
v'Yéu cau doi véi ngudi ban hang

v'Bay cong doan cua chu trinh ban hang

v'Ké hoach ca nhan

76

Dija chi: Tang 4, nha B, s6 347 D6i Can, Ba Dinh, Ha Noi, Viét Nam
DT: (84.4) 762 8758; E-mail: office@tamviet.edu.vn; Website: http://www.tamviet.edu.vn

38



Y. \

TAM VIET  TAM VIET GROUP - PAO TAO & TU’ VAN

wJ)

@h P « X ~
iy 7 bworc tiep can

Tim kiém
Chuén bj
Tiép can
Trinh bay
X 1y tir chéi
Két thic

Theo dudi

N o o B~ 0 Db PR

7

Ty 7 bwoc tiep can

Tim kiém
Chuan bj
Tiép can
Trinh bay
X0 ly tir choi
Két thuc

Theo dudi

oo o B W N E
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A . N - X o
K Khach hang tiém nang

1. C6 nhu cau vé san pham, dich vu
2. Co6 kha nang thanh toan
3. C6 kha nang tiép can

4. Quyén mua (ai c6 quyén quyét dinh?)

79

A
TAM VIET

iy Tai sao phai tim kiém KH?

v Tim kiém la buwéc dau tién dé ban hang

= Cap nhat danh sach hang ngay

80
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Khach hang tiém
nang nhw tién
trong tai khoan
cua cong ty

A5,

“.IKhéCh héng tiém
hang nhw dong
mau ctia mét co’ thé
khoé manh
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e
l'..?g"
%43 Phwong phap tim kiém

3

v' Ban bé than hiru

v' Cac chubi mét xich

v Nhirng trung tdm anh hwéng

v' Cac don vj ban san pham bd xung
v' Quan sat

v Nién giam va danh sach

83

Q? Phwong phap tim kiém

&

v’ Thw truc tiép

v Cac chwong trinh quang cao
v Cac héi thao, hdi nghi

v/ Hoi cho thwong mai, trién 1am
v' Gi®i thiéu san pham

v' Khach hang
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Y. ¥

TAM VIET

““Mbi khi dé mat mét
khach hang, ban s&
danh mat thém 250

khach hang tiém nang
khac nira.

TAM V
-

% Phwong phap tim kiem

v" Mang Internet

v Mé& trang Web

v/ B&o chi, truyén hinh, dai
v’ Phat qua truc tiép

Vo
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M.A.N.

Money, Authority & Need

87

TI:\M VIET

Khéng dénh gié diing khach

hang tiém ning dong nghia
vl viéc lang phi thoi gian,
doanh so va tien bac.
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wJ)

?“9@; 7 bwée tiép can
1. Tim kiém
2. Chuan bij
3. Tiép can
4. Trinh bay
5. Xi Iy tir chéi
6. Két thuc
7. Theo dubi
&5 Chuén bj

v Tai sao can phai chuan bij trwéc

v' Cac loai théng tin can chuan b

v’ Cac ké hoach can chuan bj

90
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e
.':‘?};'!
£ Tai sao phai chuan bj?

v' D& c6 nhivrng thdng tin cu thé vé khach hang
v’ Biét dwoc nhirng yéu té c6 thé anh hwéng
v Tao thuan tién trong giao tiép v@i khach hang

v Tao hinh anh tin cay va wu thé canh tranh

91

& A 2 .

-

v' Chuan bj tinh than cho chinh minh

v/ Théng tin vé san pham/ dich vu clia minh
v' Théng tin vé ca nhan va céng ty ctia KH
v/ Théng tin vé nganh kinh doanh ctia KH

v' Théng tin vé dbi tht canh tranh
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wJ)

LA e ti A lovi i
& Pac tinh va loi ich

v’ D&c tinh 1a tinh chat ctia san pham chi

khéng phai la mot phan cia san pham
v’ Loi ich la nhivng gi sé&n pham cé thé dem
lai cho khach hang

93

A

TAM VIET

7
Lién hé vé dic tinh cta san
pham vé&i nhu cau cua
khach hang
Cong thirc F-A-B

94
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\ . f
"

Pac tinh va l¢i ich

Dich vu |DPac tinh Loi ich

Khéng tién ndi qua dién thoai

Mobi Fone SMS GGi nhan thong tin chinh xac
Mobi Card Ludn glri dwoc tin nhan

Lién lac théng subt 24/24
Hop thw | Tinh bao mat cao

Mobi Fone : <~ .
thoai Dé st dung

95

TI:\M \/

Thau hiéu
khach hang
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wJ)

rY. SV o X .
v}Yeu to tac dong den mua hang

v’ Luat phap

v Ky thuat

v Thai do

v' Ky vong

v Diéu kién kinh té

v/ Diéu kién canh tranh

97

A . S (S A A
KT Khéach hang la ca nhan

v’ Biét trwdc doi diéu vé ban bé, nghé nghiép

v Giao tiép sé tét hon néu 2 phia biét nhau

98
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Am;‘, Khéach hang la céng ty

v Di kién vé hoat déng cuia cong ty:
= Cong ty san xuat hay ban gi?
= Codng ty ban hang dén thj trwdng nao?
= C4c ké hoach cho twong lai?

= Van dé dang phai déi mat?

100
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=
Q? Khach hang la cong ty

v'Dac tinh mua hang cua céng ty:

Cong ty dang st dung dich vu cua ai?

Phuwong thirc thanh toan nhw thé nao?

Murc d6 hai Idng vé nha cung cap?

Ngay két thuc hop dong?

101

ngay Ké hoach lam viéc véi KH

-,

v Tbi sé phai lam viéc v&i ai?

v' Nhu cau va quan tdm cta khach hang?
v'Danh sach cac dac tinh & lgi ich lién quan

v/ Chirng ¢ nao tdi co thé xuat trinh hiéu qua?
v’ Dang chéng dbi ndo cé thé xay ra?

v Ky thuat két thuc nao?

102

Dija chi: Tang 4, nha B, s6 347 D6i Can, Ba Dinh, Ha Noi, Viét Nam
DT: (84.4) 762 8758; E-mail: office@tamviet.edu.vn; Website: http://www.tamviet.edu.vn

51



PR
AN,

T?”i"_\;i' VIET  TAM VIET GROUP - PAO TAO & TU’ VAN

e
\';___. j‘"‘

\'\i'::'.

4% Ké hoach lam viéc véi KH

v’ Két qua nao td6i mubn dat dwoc?

Xay dwng mbi quan hé

Giai thich dwoc dac tinh & loi ich

Ky dwoc hop dong

Thwc hién cbng viéc hau mai,...

prey
Ao
M

TAM VIET

Khoéng chuan bi la

chuan bi cho that bai

104
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AA ” - X ~
T 7 bworc tiep can
1. Tim kiém
2. Chuan bj

3. Tiép can

4. Trinh bay

5. X ly tir choi
6. Két thac

7. Theo dudi

105

TAM VIET

A7 4
Khoéng c6 co hoi thir hai
de gay
AN TUONG BAN PAU

106
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wJ)

A‘ ” " R ~
& 3 bwérc tiep can
v Tham nhap
v' Hinh thanh quan hé
v Thu hat sy cha y
AA i
g Thuw tin

v Phwong tién c6 gia tri kém nhat
v" Nén gt¥i dich danh
v’ C6 thé dé nghi ngay, gi® hen

v’ Tiép tuc v&i mét cudce dién thoai

108
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wJ)

PT N o :
KT Dién thoai

v'"Khdéng c6 hinh anh tryc dién véi KH
v'Khoé doan dwgc phan rng
v'Muc tiéu duy nhét: Hen gap

109

AR o :
K Diéen thoai

v' 75% khéng dat muc dich trong lan dau tién

v 67% cat ngang nhirng viéc quan trong hon

v' 50% sb cudc goi a théng tin mét chiéu

110
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£ Nghe dién thoai

v Tra I&i ngay va xwng danh, chirc vu

v Héi tén néu ngudi goi khéng xwng danh
v’ Ghi lai I&i nhan mot cach chinh xac

v’ Prng dé ngudi goi chd doii

v/ Chuyén dung ngu®i can goi

111

Q? Nguwei goi gian div

-,

v Danh th&i gian cho ho xa gian

v’ Pé éng nghe xa tai dé vua da nghe

v" Ghi lai nhirng &1 phan nan, chivi ria

v/ Noi tén, xac nhan sy quan trong ctia van dé
v/ Chuyén cudc goi dén ngudi co thé gidi quyét

v/ Ubng mdt céec nuwde trwde khi lam viéc khac

112
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wJ)

A&l& R . . N >
T%;De nghe dién thoai hiéu qua

v/ Dirng tat ca cac viéc khac lai
v/ Néi rd rang vao éng nghe
v Lac quan, vui vé

113

T‘%%Lén KH va té chirc cudc goi

v Lap danh sach cubc goi
= Tén
= Pia chi
= Pién thoai,...

v' Th&i gian goi phu hgp
= Ngay
= Gio

114
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wJ)

AA “ .
K Theoi gian goi

v'Ké toan vién: tranh 01 dén 05 hang thang
v"Nhan vién ngan hang: trweédc 10h sau17h
v'Hoa hoc gia, ky sw: 13h dén 15h

v Gido su: thir Hai dén thi» Sau

v'Nha thau xay dwng: trwéc 9h, sau 17h

115

AA . . .
K~y Thoi gian goi

v'Nha sy: Truwéc 10h

v' Nha thubc, tiém tap hoa: 13h dén 15h

v’ Dai dién thwong mai, thwong gia, quan ly
clra hang, tredng cac bé phan: sau 10h30

v’ Luét gia: 11h dén 14h

116
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wJ)

AA “ .
K Theoi gian goi

v'Y sy, phau thuat gia: 8h30-10h, saul6h
v Gido sw va gido vién: 7h dén 8h
v’ Bién tap vién, nha in: sau 15h

v'Nhan vién an lwong: & nha, vao bubi toi

117

&5 Goi dién thoai

v Ghi néi dung can trao déi trudc khi goi
v Chao, gi¢i thiéu ban than, cong ty

v Phat biéu muc dich cudc goi

v Ghi chép trong khi dam thoai

v Xt ly tor choi

v’ Két thic mot cach tich cuc

118
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wJ)

AR 5 '
45 Hop thw thoai

v Chao, gi¢i thiéu ban than, cong ty
v Pé lai 1o nhan chi tiét
v' Dé xuét thoi gian dé ho/ ban goi lai

v Ludn dwa ra cac lwa chon dé néi truc tiép

119

Q&x) L] & L] >
I Giong noi vui ve

v’ Luén thé hién nu cuoi trong giong noi
v Giong néi thé hién tinh cach
v Giong nai thé hién sy than thién va nhiét tinh

v Thwe hién 6 quy tac vang

120
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e
G ‘?g
a

A 6 quy tac vang

1.Thay dbi tbc do noi, lAng nghe, dat cau hoi
2.Thay dbi dd cao phu hop v&i nguwdi nghe
3.Néi thang vao mic, dé mic cach miéng 4 cm
4.Thé hién nhw ndi truc tiép véi ngwdi nghe
5.Truyén dat loi ich sang tao, phat am rd rang

6.Noi don gian, tranh thuat ngl, tlr l6ng

121

Q; 30 giay quan trong nhat

v Hinh thanh méi quan hé

v Thu hut sw chu y ngay ttr luc nhap cubc

122
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Am;‘, Hinh thanh quan hé

v Ludn c6 mot rao chan vé giao tiép
v' Khéng khi phong tha can dwoc pha vé&
v Nguwoi ban hang lam gi?

= Cong viéc cua Bac si

= Kham - Chan doan - Ké don

123

TAM

""I

Hay danh théi gian dé
kham pha ra nhu cau va
van de cua khach hang
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Y. A 2 -
T Cau hoi

v' Tham do

v Thu thap théng tin

v" Kich thich suy nght

125

Y. ¥ n o e gh v .
KT Cau hoi tham do

v/ Dung dé xay dwng cudc dbi thoai
v’ Cé 3 phan:

= Phat biéu sy kién

= Quan sat

= Cau hoi dang tham do dbi thoai

126

Dija chi: Tang 4, nha B, s6 347 D6i Can, Ba Dinh, Ha Noi, Viét Nam
DT: (84.4) 762 8758; E-mail: office@tamviet.edu.vn; Website: http://www.tamviet.edu.vn

63



TAM VIET  TAM VIET GROUP - PAO TAO & TU VAN

T’Am - Cau hoi thu thap théng tin

v Tim kiém thém théng tin chi tiét

v/ Hoi sw bat tién khi tiép tuc st dung dich vu
v’ Thay déi dé tai

v Tiép can truwc tiép thong tin dac thu

v Kiém tra théng tin

127

ng; & Cau hai kich thich suy nghi

v'Dung cau héi mé
v/ Dung cau héi danh gia truc tiép
v Dé KH ty so sanh v&i dbi tha canh tranh

v Khéng ép KH thé hién sén sang mua

128
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TA&V}IET
A x . X
CTge Phéu ban hang

v' Phéu dan chét 16ng chay theo y muén

v “Phéu ban hang” 1a cac cau hoi

v' Dan khach hang di dén quyét dinh mua hang

130
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<

prey
Ao
M

TAM VIET

- -
-

Lol chao
cao hoon mam co

131

A 7 bwée tiép can

1. Tim kiém

2. Chuan b

3. Tiép can

4. Trinh bay

5. X ly tir chéi
6. Két thuc

7. Theo dubi
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TAM VIET

)

Chwa nghe

thi dirng nol!

AA X .
LTy Cau truc

Mo dau — —=ll|

Két luan
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A > > - 2
& Trinh bay san pham

SN

135

TAM VIET

<
Khach hang khdng mua san
pham, dich vu ma mua

GIAlI PHAP cho VAN DE

cua ho

136
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wJ)

A

TAM VIET

)

Lién hé vé dac tinh cta san
pham v&i nhu cau cua
khach hang
Cong thurc F-A-B

137

AA  o:oen AL et
K7 Bai tap phan tich F-A-B

Dich vu | Dac tinh Loiich
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\ . /

\Rfk

Am;"Cac yéu to cha y khi phan tich

v Pac tinh

v’ Loiich

v Tinh thuan tién

v Pbéng co duwoc thoa man

v Phwong tién thé hién

Tiihn‘J

Giéi han

cac diém chinh

140
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TAM VIET

Pa thw loan tam

N6i dai
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Biét nhiéu

khéng bang biét diéu

4% Khai niém phi ngén tiv
Hiru thanh Vo thanh
Giong ndi (chat |Diéu bd, dang
giong, am vé, trang phuc,
Phi ngon tw | lvong, dcf), né,t mat, énh’
cao...), tieng mat, di chuyén,
thé dai, kéula |mui...
Ngén tiv T NnOi Tw viét
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A o R o
T%fTSu’c manh thong diép

Hinh anh
55%

Giong noi
38% Ngoén tu
7%

TAM VIET

wJ)

Tram nghe khong
bang mot thay
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wJ)

&) VD .
& Goiy vé minh hoa

v’ Vach treéc ké hoach minh hoa
v Kiém tra vat mau
v’ Liét ké dac tinh va tién ich

v" Khung canh minh hoa

147

Y. Y ~ . ~ - z
u@}ao kénh chinh ngén ngir co’ the

1.Nghi thire

= Nghi thirc la san choi

= Ta c6 thé méat diém hodc dwoc diém

148
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e

£:%10 kénh chinh ngén ngir co thé

e
-,

2. Twthé
= Nga vé phia sau: dirng lai - dén dd
= Ngbi thang: than trong - dén vang
= Nga vé phia trwdc: tiép tuc - dén xanh

149

£%10 kénh chinh ngoén ngir co thé

e
.

3. Nét mat
= CO nhitng nét ri xudng: dirng lai
= Nét mat vé cam: than trong

= C4c nét thw dan, dé chiju: tiép tuc

150
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e
T;g;g* 10 kénh chinh ngén ngir co’ thé
4. Anh mat

= Nhin liéc, tranh nhin, nhin trirng trirng 1au,
nhay méat qua nhiéu, co ddng tt lai: dirng lai

= Nhin vé cam, nhin di noi khac: than trong

= Nhin c&i mé luc gap, trong qua trinh dam
phan, con nguwoi mé to: tiép tuc

151

£%10 kénh chinh ngoén ngir co thé

e
.

5.Canh tay
= Khoanh tay trwéc ngwce: dieng lai
= Tay dé hai bén, bat dong: can than

= Tay dwa ra trwdc nhw vong 6m: tiép tuc

152
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‘x—x‘t—:ﬁ
\\‘ {L

@10 kénh chinh ngén ngir co’ thé

6. Ban tay (khi bat tay)
= Long ban tay up xudng, bép tay ngudi khac,
tay lanh va wét, lam dau tay ngwéi khac, a ri
nhw ca won, cwa quay: dirng lai
= Thiéu sinh khi, khéng thé hdi sinh: than trong
= Long ban tay nglra 1én, bét tay chat, virng

chai: tiép tuc

TAM Vi 10 kénh chinh ngén ngir co thé

7. Chan va ban chan:
= Chan bat chéo, ban chan hodc mat ca ké
nhau, dat chan Ién ban, chan éo la: dirng lai
= Chan bat chéo, ban chan dat [én nhau: than
trong

= Chan dé thoai mai, virng vang: tiép tuc

154
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@10 kénh chinh ngén ngir co’ thé

8. Pham vi

= Qua gan, xam lwoc Ianh dia, ngdi tach ra,
ghé cao hon: dirng lai

= Khéng tién dén, khéng thé hién quén Iuc
hay phuc tung: than trong

= Gilr khoang cach trén dwédi moét mét, chon vi
tri “hop tac”, ghé cod dd cao ngang bang voi
dbi tac: tiép tuc

TAM Vi 10 kénh chinh ngén ngir co thé

9. DAu hiéu cda hé than kinh
= Da dbi mau, toat mé hdi, nhip thé thay dbi:
dirng lai
= C6 mét thoang biéu hién ctia nhivng diéu
trén: than trong
= Khong cé nhirng biéu hién trén: tiép tuc
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wJ)

A& A . A ~ 2
T@?)%lo kénh chinh ngon ngir co’ the

10.Cac dau hiéu tieu cuc khac
= Giam chan
= Xiarang
= Man mé mot thir/do vat trén co thé
= Nhay mat nhiéu
= Tay che miéng, mat
= Pé tay lau trong tui

157

%3 7 bwérc tiép can
1. Tim kiém
2. Chuén bj
3. Tiép can

4. Trinh bay

5. Xt ly tir choi
6. Két thuc

7. Theo dubi
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\\;{gf .
\‘:;‘ .

Chong doi

v/ Luén ludn cé chdéng ddi

v' D6 chi la cach an toan dé tri hoan quyét dinh

v'Khé nhéat 1a ban cho khach hang im lang

& A
,

wry
\._:?ad'

T chéi la I&i mi dé thuyét phuc
Hay mong doi va chao dén chung

D6 1a nhirng tin hiéu dan dwéng

160
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TAM

&3
T choi khéng ¢é nghia

la Khong. Ma nghia la

N

chwa phai bay gio

161

,} Chuan bi

v Sb tay Xt ly tor chbi:
= Ghi tat ca cac loai chdng doi
= Cach da xt ly, cach khac c6 thé dung
v/ Chuan bij x( ly trwde khi chung dwoc dwa ra

162
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e

=y

A% Mot sb kiéu chdng dbi

v Gia cua cac 6ng cao qua

v" Nhan hiéu nay la qua

v/ T6i ban 1am

v/ Chuang t6i da c6 nha cung cap khac

v Tbi can suy nghi thém

&3 M6t sé kidu chéng déi

v/ C6 dich vu twong ty v&i gia ré hon nhiéu
v Th&i han thanh toan cang qua

v Nguwdi canh tranh dé nghi vai t6i gia ré hon
v T6i khdng mua néi

v' Ngan sach cla t6i khédng cé phan chi nay

164
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e
'-_—‘?g-'
43 M6t s6 kiéu chéng dbi

""\5%"'

v' T6i khéng thich

v T6i chwa can

v/ Cdng ty A bdo hanh san pham tét hon
v Téi chwa bao gi® nghe dén cong ty éng

v Dich vu cia 6ng m&i qua

&3 M6t sé kidu chéng déi

v/ Nhirng chi trich déi véi dich vu ctia ban

v Nguoi BH trwéc khdng dé lai an twong tét
v Cty B gép rac rdi khi st dung dich vu nay

v Dich vu clia cong ty A & gan day sé tién hon

v T6i mua cua cong ty X va hoan toan hai long

166
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wJ)

&)ﬂ a X g =R X X
iy Mot so kieu chong doi

v Chi/ anh K khuyén t6i khéng nén dung
v T6i phai ban lai v&i ngwdi hun vn cua toi
v' Dé t6i ban lai v&i vo/ chéng toi

v/ Sang nam t6i mai c6 thé mua

167

Y. N Ph3 . K K.
TAm Uit an loai chong doi
& : 9
Thayi gian Hau hét moi nguwei déu mudn tri hoan
9 viéc ra quyét dinh mua hang
Gia ca Ngw®i mua nghi rdng sé cé phwong an
khéac tét hon
Naudn Nguw®i mua khéng c6 da théng tin vé
9 san pham va cong ty
Nguw&i mua so sanh hay gay ap lwc
il bang canh tranh

168
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wJ)

LA s at Xir IV tie chéi
&7 Chien thuat Xw ly tir choi

v/ St dung kién thie:
= San pham
= COngty
= P4i thu canh tranh.

v/ Chuén bj tét cac k§ nang X ly tir chéi

Fe. ¥ , < X X
KT Phot lo chong doi

v/ Chdéng dbi khéng co co sé& ban co thé phot 1o

v/ Dau tién thira nhan chbng ddi va sau dé 1o di

170
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e
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T Tw choi gian tiep

v Trwée tién 1ap lai I6i chdng dbi clia KH
v' Khéng néi thang véi KH rang ho sai
v Gng hd quan diém KH, dé tranh cang thang

v/ Ch( dong diéu chinh chéng dbi vé gia tri

171

Q? Phwong phap béi hoan

&

v'Phuwong phap “Vang, nhuwng...”

v'Chdng dbi chi dang mét phan

v'ngudi BH cé thé chira yéu t6 bdi hoan.

v Tranh tranh cai truc tiép

v Trwdce tién déng y voi KH

v'Khéo Iéo dwa ra ly do hop ly @& mua hang

172
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e

¥ Low ich boi hoan dwa ra can

FQ‘%

v Téi thiéu bang v&i luan clr chbéng débi
v/ Cang hap dan cang t6t
v’ Dap ng nhu cau ca biét cta khach hang

v’ Loi ich déc quyén néu cé thé

173

ng; ‘Phwong phap Bommerang

v Nam |4y chéng dbi clia khach hang va
chuyén thanh Iy do mua hang

v' Vi du:

KH: Chéat lwong song ctia Mobi Fone kém
hon so v&i VinaPhone.

174
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¥ o ‘Phwong phap Bommerang

FQ‘%

ngwoi BH: Chang t6i da dwa vao str dung dich
vu chuyén vung gitra hai mang to 15/11
nén song khéng con la van dé niva.
Ngoai ra Mobi Fone thwd'ng xuyén coé
cac chwong trinh khuyén mai cé loi cho
khach hang. Hién nay dang c6 chwong
trinh khuyén mai...

175

&

TAm Vs Pon dau

N
""\5%"'

v Ngan ngtra chéng déi trwére khi xuét hién
v V&i cac chdng dbi 1ap di 1ap lai

v/ Ham chtra cau tra 1 trong phan gidi thiéu
v/ Chéng dbi phé bién mai dwoc dén dau.

176
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wJ)

&) R > A
iy Xoay doi chu de

v/ Chdéng dbi khéng lién quan dén nhu cu

v Phéi ndm |4y tién dé ma KH dua ra

v’ Bién dbi dé& KH nhin sw viéc & géc dd khac

177

%: 7 bwérc tiép can
1. Tim kiém
2. Chuén bj
3. Tiép can

4. Trinh bay

5. X ly tir chéi
6. Két thic

7. Theo dudi

178
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& ~ A A ,
;;m? Ky thuat ket thuc
v'Két thuc
= Mot cau hoi
= Tuyén bd
= Hanh déng
= Pé ddm bao KH quyét dinh mua
v'Tai sao két thuc?
= KH c6 thé mién cwéng mua san pham
= Vaiy twdng tiéu cwc co thé gay tré ngai
& . « ~ X .
;;m;al sao ngwoi BH khéng ket thuc

v/ ngudi ban hang so bi tir chéi.

v' Sw ttr chdi la ct danh vao tw ai cla nguwoi BH

v' KH ttr chéi vi nghi ngai dich vu chtr khéng

phai vi ban than ngw&i BH

180
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TAM

,‘_,}

Hoc an, hoc noi,

y n

hoc géi, hoc mo

181

Am;‘, Khi nao nén két thuc?

v’ Chi khi khach hang thay hing tha
v KH dbng y véi gié tri ctia cac loi ich
v/ Khi KH dong y trong cach tra 1&i chong doi

v Khi c6 mot khoang thoi gian im lang

182
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-
4% Khi nao nén két thic?
v' Khi KH ¢6 nhirng ctr chi thé hién quan tdm

= Xem k§j mau san pham
= L4y but ra va tinh toan
= Gatdau
= Xoa cam
= VVé mat than thién

4% Két thic bang cau héi

v’ Két thuc thir, cau hdi mé:
= Ong c6 gi khac can héi?
= Chung ta tién hanh hop tac nhw thé nao?
= Ong cho biét y kién ctia 6ng?

v Cau héi don duwdng:

= Con ly do nao ngoai gia ngan 6ng mua hang?

184
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wJ)

e 9 A f T
@ Két thuc trwc tiep

v Yéu cau truc tiép don dat hang

= Cho téi xin chi¥ ky cho hop déng?

v/ Két thuc tom lwoc

= Gidi thiéu tém tat nhirng loi ich chinh

LA it thie v3 5 lié
%y Ketthuc vang/ co lién tuc

v Lam cho KH c6 théi quen néi: Vang/ c6

v' Hoi m6t chudi chac chan co tra 1&i: Vang/ co

v/ Cau héi cudi cung 1a don dat hang

186
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AA X . TP TS G |
v}wKet thuc lwa chon *“cai nao

v Chung t6i giao hang vao th 2 hay thir 3?

v' Chung t6i sé cung cap binh hoa trwdc hay ca

chau hoa nira?

187

&) A ’ 13 2 z o =
iy Két thuc “chi co6 mot dip

v Pwa ra loi ich

v’ Khuyén khich khach hang hanh déng ngay
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¥ - Két thac khich Ié dac biét

FQ‘%

v' Chao hang dac biét

v Co mdt sb wu tién dac biét cho KH mai:
= Giao hang tan noi mién phi
= Chiét khau cao

= Tra cham

£®  Cac kiéu két thuc khac

v Cho rang khach hang san sang mua

v X s nhw khach hang sé mua

v' Pé khach hang quyét dinh tirng diém nhd
v Bbc thuc khach hang dé két thuc

v Két thiuc nhuwong bd
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A
4% Cac kiéu két thic khac

v Két thac theo hinh thirc cau chuyén

v/ Str dung tén tudi ctia cac khach hang khac
v Tém lwoc cac wu diém

v Hoi “Tai sao khéng...”

v “Ghi nhiéu ban thang”

191

¥ Kh| nao nén r&i van phong KH

e
.

v' R&i cang sém cang tot
= & lai lau sé tang nghi ngd va cac cau hoi
khéng dw kién
v Tuy nhién khéng nén r&i qua sém
» Hay hoan thanh phwong thirc ban hang: don
hang, th&i gian va phwong thirc giao hang,
thanh toan, dich vu,...
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?“9@; 7 bwée tiép can
1. Tim kiém
2. Chuan bj
3. Tiép can
4. Trinh bay
5. X 1§ tr chéi
6. Két thac
7. Theo dubi
%,: Theo dudi

v Hai nhiém vu sau khi két thic thwong vu:
= Hanh déng

= Theo dudi
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sA 5 A
TA'_V"V}- Hanh dong

v Thw cam on t6 thai d6 danh gia cao KH
v Khich 1& sw cd gang cutia khach hang

v Mén qua nhé thé hién sw quan tam

v Thiép chic mirng sinh nhat

v' Hoa hdng cho gi&i thiéu khach

LA > 2
K5 Hanh dong

v Sv lién lac thwdng xuyén

v/ Cach quang céo ré tién nhat
v" Mang lwéi khach hang

v Nghién ctru khach hang

v' Théng tin vé dbi tht canh tranh
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e
& -
& Theo duoi
v Kiém tra két qua giao nhan: thoi gian,...
v Quan tam dén viéc kinh doanh cltia KH
v Gop y giup tang kha nang kinh doanh
v Gilp mé& rong kinh doanh ctia khach hang
Ay ~ ” ~ v
T%rg? Phan tich sau cudc gap

v T6i c6 lién hé dung nguwoi khong?
= Néu khdng, tai sao?
v Toi c6 dat két qlia t6i mudn?
= Néu khong, tai sao?
v/ Cach tiép can cla t6i coé hiru hiéu?
= C6 xac dinh dung nhu cau & van dé cta KH?
= Néu khéng, nhirng théng tin khac ndo téi can
xac dinh dung?
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e

=y

Q? Phan tich sau cudc gap

v' Phan gidi thiéu co hiéu qua khéng?
= TOi ¢o giai thich dwoc lgi ich, tién lgi,...?
= T6i c6 cung cap di chirng clr?
v Téi c6 lang nghe hiéu qua khéng?
v/ C6 chdng dbi nao ma téi khéng thé xir ly?

= Néu c6, 1an sau t6i phai lam gi?

Q? Phan tich sau cudc gap

-

v Téi c6 két thac dung luc?

= Cach két thic c6 hiéu qua khoéng? Tai sao?

v/ Can lam gi tiép dé dat muc tiéu ban hang?
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4% Ky ndng ban hang

S

v'Cac khai niém co ban
v'Yéu cau dbi véi ngudi ban hang
v'Bay cbng doan cuta chu trinh ban hang

v'Ké hoach ca nhan

201

Khdéng biét di
dau thi chang
bao gi®» dén noi
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" am Muc tidu ban ha
K7 uc tieu ban hang
v'Ban duoc hang
v'Ban du chung loai
v Tang gia tri don hang
v Thu héi céng no
v' Nam bat théng tin thj trwéng
LB

Mot muc tieu khong co
ké hoach la mét giac
mo’ khong bao gi® tro

thanh hién thwec.
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\\;{gf .

Am iy Tai sao phai c6 ké hoach

v’ Lap ké hoach tirng buéc dé dat muc tiéu
v'Y thirc tbt hon trong viéc st dung thoi gian
v Ghi chép viéc lam dé st dung thoi gian tot

v Do lwdng tién trinh thwe hién dé dat muc tiéu

v Diéu chinh cac hoat déng clia minh

~“Noi dung ké hoach hang ngay

v"Nhirng viéc phai lam

= Cac cudc giao hang

= Cac cudc hen

= C4c cudc lién hé khach hang tiém nang
v' Theo sat cac hoat dong hién tai
v/ Cac ngudn kinh doanh mai

v/ Céc nguon kinh doanh trong twong lai
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e
& , A A
& Cac yéu cau

v Thye hién ké hoach hang ngay
v’ Viét ra ké hoach cia minh
v/ Can ¢6 s lwa chon (ngudn khach hang)

v/ Quyét tam thwe hién ké hoach dé ra

207

T%rgay Cac nguon KH tiem nang

>

v/ Cac ngudn theo débi tiép:

= Cac khach hang can lién hé ngay
v/ Cac ngudn mai:

= Ngudn khach hang tiém nang dang phat trién
v/ Céc nguon twong lai:

= Cac ngudn KH tiém nang can phat trién
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AA p - X P4
iy Phat trien ke hoach

KH tiém Ké hoach Két qua Hoat dong
nang hanh déng tiep theo
1.
2.
3.
4.
T%f‘r
Thanh Muc Phwong
cong | — | tiéu + phap
100% 100% 0%

210

Dija chi: Tang 4, nha B, s6 347 D6i Can, Ba Dinh, Ha Noi, Viét Nam
DT: (84.4) 762 8758; E-mail: office@tamviet.edu.vn; Website: http://www.tamviet.edu.vn

105



Y. \

TAM VIET  TAM VIET GROUP - PAO TAO & TU’ VAN

wJ)

A & £ a2
& Ky nang ban hang

v'Cac khai niém co ban
v'Yéu cau dbi véi ngudi ban hang
v'Bay cbng doan cuta chu trinh ban hang

v'Ké hoach ca nhan
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