Please purchase a personal
license.




Muc dich dao tao

Giup ban
Q Hiéu va ing dung quy trinh ban hang truc tiép

A Tao 4n twong manh nhat trong 1an dau tiép xdc
v&i khach hang

Nhanh chéng nam bét nhu cau khach hang

Bua ra cac gidi phap ban hang va kiém soét
dwoc nhirng ttr chdi tr phia khach hang

Chét cudc ban

Muc tiéu chinh la

giup cac ban ban

hang trwe tiép mét
cach hiéu qua




N6i dung chinh

Tim hiéu quy trinh ban hang

Chao hai

Tim hiéu nhu cau cta khéach hang

Puwa ra giai phap

Loai bd nhirng mdi quan tdm khong can thiét

Chét ban hang

Bai tap tinh hubng
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Co ba cach ban hang pho bien tai mét ngan
hano

= L4 qué trinh khai thac suy nght cia khach hang dé tao
Cross selling ra nhu cau tiém nang t phia khach hang dé mua san
(Ban chéo) phém c6 lién quan, hoac cé thé sir dung cung vé&i san
phdm ma ban dau ho dén chi nhanh dé giao dich. Ban

chéo

ra nhu cau tiém nang tl phia khach hang dé mua cung
moét san pham v&i so lwgng I&n hon véi muc dich st
dung ban dau cua khach hang do.

= La mét cach ban ma néu gia st hai cach ban hang trén
Down selling khong hiéu qua, hoac bi khach hang tir choi.




QUY TRINH BAN HANG
BAO GOM CAC BUOC

NHU THE NAO?




Giai phap

.

Loai bé cac méi quan tam khéng can thiét

.

Chot cudc ban hang

ASBANKK




No6i dung chinh

Tim hiéu quy trinh ban hang

Tim hiéu nhu cau cta khéach hang

Puwa ra giai phap

Loai bd nhirng mdi quan tdm khong can thiét

Chét ban hang

Bai tap tinh hubng
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M6t vai bi quyét dé kiém soat man chao héi

T va cum tir dung dé chao héi KH: Str dung ngdn ngiv co thé mét cach tw nhién
= Chao hai KH mét cach nidm nd, vi du: Chao nhwng dung murc:
anh/chi/cé/chu/bac. . . ., Anh/chi/cé/chu/bac = Hay gilr ngwoi thdng va hoi nghiéng vé phia
hém nay c6 khée khéng a? trwdc

* S& dung cau héi pha tan khoang cach vi du: = Hay cham chu lang nghe va xen ké vai viéc str
cong viéc hién tai cua anh/chi/bac/cé/chi dao dung cau tra loi “vang a” cung cai gat dau
nay thé nao a dongy

* Hay ndéi mét cach chan that

Biéu hién khuoén mat

Biéu hién trén khuén mat that nhiét tinh

= Hay nhin thdng vao khach hang
* Nu cwdi than thién




No6i dung chinh

Tim hiéu quy trinh ban hang

Chao hai

Tim hiéu nhu cau cua khach hang

Puwa ra giai phap

Loai bd nhirng mdi quan tdm khong can thiét

Chét ban hang

Bai tap tinh hubng
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Giao dich vién c6 thé str dung 3 cach sau day dé tim hiéu nhu cau cta KH

Dién mao cua
khach hang

Phéng van KH

M6 ta

= Théng tin ca nhan vé KH

= Puwoc dién béi khach hang tai quay trong ltic KH ché giao dich hoan
thanh

= L4 cong cu riéng biét dwoc cung cap cho Giao dich vién nhdm nhanh
chéng xac dinh dwoc san pham tiém nang

= Tuy vay, khdng phai ltic nao khach hang ciing bang ldong dién vao ban
diéu tra d6

= Tudi — tré’ hoic ‘gid’

= Cach &n mac — Khach hang dé xuét hién trong trang phuc dat tién hay
khéng

= Phy trang — Dong hd, kinh mét, iPhone, BlackBerry

= Chubi cau hdi c6 logic nham khai thac nhu cau khach hang



Phiéu diéu tra khach hang co thé giap Teller
nhanh chdng xac dinh co hdi ban chéo

VP Bank xin chan thinh ca ach i oino_di i Nean hi e thi |: dlll'd h Ellll' 2
N i b s i ek i 3 o b i i o dich . i mon ke | | 1EO/0EDI Cardime
Platinum card

hang danh itphat de phin hoi che VP Bank cac thang tin duai day:
15 kieh bo Personal depost

Mgy Persanal current account

Corparate curent accaunt

. Thu hdp bk udn mdt théng cie Quf khich udc tink?
D S tadem, Tie 5 - 10 ey Tix 10 — 25 yjey, Tren 25 trien Pa}‘m”

. Xin Qu Ehéch ch it Iosi hinh doanh nghiep bif tai Anivghi dang ofing tAg? 120, sms banking

Doanh nghiep nha DNTIN/Ha Kinh :
e Cong ty CP'TNHH doanls ca (e Khag,

. Xin Qui khich che bif ¥t cing tac hieh ta7”
Bii nght lrn Muin vién Truongpho phong | GBpho GP

. Do kbdchcd dang s dung dich v cla VP Bank khing? Co
ME&&QL@QQ@&%&M&Q@M&%&MM%

Tail-hoan Tan daass Tiai l-ica

= CAu hai diéu tra ngan, chi can khoang 2 = Phat trién dwa trén phiéu diéu tra
phit dé hoan thanh ‘ = Xéc dinh r6 rang cho GDV nén ban san pham
" Khach hang tw dién khi ng6i doi GDV tai nao va noi nhw thé nao dé gay an twong voi
quay KH
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Dién mao clia khach hang cé thé cung cap mét vai chi dan cho
GDV trong trwdong hop phiéu diéu tra khong dwoc KH dién

Cach an mac cua KH .

= Nguw&i mac binh thwong, tré trung thwong céd
thé mudn st dung thé tin dung va internet

Ngudi khoang 35-40 hay c6 nhu cau vé tai banking

sén, va c6 xu huéng hon vé viéc vay vén

= Nhirng nguoi tré tudi thwong cé nhu cau vé
internet banking va thé tin dung

Nﬁg’g'ﬁ'gt”ktigfr: hon mot chut thi thich san = Nguoi mac lich sw hon thi ¢6 thé 1a ngudi c6
P : chire vu hodc da cé tubi, c6 thé sé mudn st

dung tra lwong hoac tiét kiém

= TUi xach, cap, déng hd, kinh déat tién l1a tin hiéu
cua ngudi c6 kha nang tai chinh tot, sé cé nhu
cau ve tiet kiem

= Néu KH mang mét chiéc Ipod, nguoi d6 cé thé
c6 nhu cau vé thé ATM va thé tin dung

ASBBANKK




Cubi cung thi nhi'ng cau hdi ngd cé thé giup GDV hinh dung ra nhu cau cla
KH

Str dung céau héi mé

...han ché céau héi déng

Khi nao
thi st
dung

= Cau hdi bat dau bang: ai, ci gi, khi nao, &
dau, thé nao
Khoi goi sy giai thich tr phia khach hang

Khuyén khich KH noi
Khuyén khich sy phan anh

Anh/chj lam on c6 thé n6i cho em biét thoi

quen mua sam cuia anh/chi la gi khéng a?

Anh/chj nght thé nao vé viéc mua sam trén
mang

Anh/chi nght thé nao néu cé mét thé tin

Khoi goi/tim hiéu y dinh cta khach hang

Co6 thé tra 16 bang “c6 hoéc khong”
Hoac cau hoi chi tra I1&i bang mét tw

Chi c6 thé c6 thdng tin hep hodc qué cu
thé

Anh/chj c6 bao gi& mua sdm & siéu thi
khéng a?

Anh/chj c6 bao gi&® mua hang trén mang
khéng a ?

Anh/chi cé6 mubn c6 mét thé tin dung

Lay dwoc két qua chinh x4c va cau tra 1&i
cu thé
Chi dung cho cudi cudc hoi thoai

Chung ta van chwa st
dung toi da cau héi mé

Str dung qua nhiéu dé gay

cam giac cho khach hang

dang nhw dang bi kiém tra
chéo

~=SBANK




Hay hai nhiéu cu hdi m& co chat lwong:

Khéng phai chi Ia ... Chdu c6 thé giup gi dwoc cé6 chi hém nay a?

<Em nhan thay anh hay di du lich nwéc ngoai trong phiéu cau hdi vira roi, anh co thé
vui Iong no6i thém khéng a?

< Trong nhirng chuyén di nhw vay, dau 1a chi phi ma anh hay phat sinh nhiéu nhat a?

<+ Em cé thé héi anh 1a trong cac chuyén di d6 anh c¢é hay phai rat tién méat thuwdng
xuyén khéng a?

“The con viéc dat vé may bay thi sao ha anh? Anh thuong dét vé may bay nhuw thé
nao a? Anh c6 thay thuan tién néu anh cé thé ty dat vé qua mang khéng?

**Mang theo nhieu tien mat rat bat tien trong luc di du lich xa. Neu anh hay di nuoc
ngoai nhieu, co le anh nen su dung the tin dung cho tien?

<+Néu anh khéng thich vay, anh hoan toan cé thé sir dung thé ghi no qubc té cta
VPBank?




Strc manh cla cau hdi — st dung chudi cau hoi dé khai thac
nhu cau khach hang

Cau hoi
ve thwc te

Cau hoi
vé van de

Cau hai
quan
trong

Cau hoi
mang tinh
giai phap

Cau héi diéu kién

Mo ta

Vidu

Pau la thwe té

Cai gi c6 thé dwoc

cai thién

N6 anh hwéng dén

ban nhw thé nao

Liéu diéu d6 co

thanh cong khéng

Céau héi don gian,
khéng mang tinh
tranh luan vé
thong tin khach

Cau hdi nham
xac dinh chd ndo
nén dwoc quan
tamchay

Cau hai co tinh
anh hwéng dén
két qua va diém
nhay cam

Cau hdi dan dat
khach hang
huwdng t&i mot
giai phap

= Anh thuwérng nhan dwoc lwong bang cach nao a?

Trong vong nam t&i anh cé y dinh mua nha hay xe
mé&i khéng a?
Anh c6 y dinh gtri con sang hoc nwédc ngoai khéng

Diéu gi lam chi ban khoan nh4t khi dang ky cho
thé tin dung/ vay mua xe va mua nha

Anh cadm thay thé nao vé san phdm ma anh dang
dung v&i ngan hang VCB so véi VPBank?

Néu Ian t&i anh khdng cé nguén vay dé mua nha
mai thi ¢6 van dé gi khong ha anh?

Han mdc tin dung sé& anh hudng dén quyét dinh
cta anh nhw thé nao?

Anh nght sao néu ching t6i c6 thé dam phéan vé
phi phat hanh thé tin dung cho anh?

ASBANKK




Cudi cuing, lang nghe va thé hién minh dang lang nghe rat quan trong trong
viéc tao dwng quan hé va hiéu ro nhu cau khach hang

Tai sao lang nghe KH lai quan Lam sao dé lang nghe hiéu qua
trong
Bé cho ngudi néi ké chuyén hoéc phan trng truoc,
Tao dwng quan hé va niém tin dé giup ban tap trung vao cau chuyén

Lam cho nguwdi khac cdm thay Nh& la khéng thé vira nghe vira noi cung lic
dwgc cam thong

Tap trung vao nguoi néi (khdng phai dong suy nght
Giup xac dinh muc dich va van trong dau ban), dirng chi doi dén lwot minh noi

dé ca nhan Léng nghe cé4c ¥ chinh ctia nguoi néi: Anh chj dy
Tao giai phap y nghia va thiét mudn ndi gi? Y chinh cta ho 1a gi?

thue cho KH Pwng mét tap trung — tap trung vao ngén tir, cam
Lam cho KH ciing muén lang xuc va y dinh cua KH

nghe ban nol Khéng dé cdm xudc cua ban xen 1an vao cau chuyén

Pwng chi trich quan diém clta KH

Thwong xuyén kiém tra xem minh cé hiéu ré6 KH néi
gi khéng bang cach lap lai y kien cta ho

ASBBANIKK




No6i dung chinh

Tim hiéu quy trinh ban hang

Chao hai

Tim hiéu nhu cau cta khéach hang

Pwa ra giai phap

Loai bd nhirng mdi quan tdm khong can thiét

Chét ban hang

Bai tap tinh hubng
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Hiéu nhu cau cua KH gitp Teller dé dang gi¢i thiéu cac wu diém cua san
pham cho khach hang — Teller c6 thé st dung danh sach sau

2> R = R > > R A V4
San pham Uu diem cta san pham can dwoc nhan manh

Thé tin dung
Master Debit
Internet Banking
Tai khodn tién g
Tiét kiém

Vay mua nha

Vay mua xe

Tra lwvong qua TK




No6i dung chinh

Tim hiéu quy trinh ban hang

Chao hai

Tim hiéu nhu cau cta khéach hang

Puwa ra giai phap

Loai bé nhirtng méi quan tam khéng can thiét

Chét ban hang

Bai tap tinh hubng
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Lo ngai ctia KH co 2 loai — nghi ng® va phan doi

Cach xw ly
* Tr& ngai trong tam tri KH doi L&ng nghe KH
voi dé xuat cua ban, thé hién
qua s lwdng lw, ban khoan -

hoéc khong c6 y kién gi Hidu ré nghi nge

= C6 thé noi ra hodc khong -

= E.g.: khi hdi vé viéc st dung
the Giai dap nghi ngo
Phan doi Cach xur ly

= Phan dbi la cdm giac phan béc, Xt ly bang cach str dung cac lap
khéng déng y hoac phan &ng luan
dbi voi viec mua san pham dich
vu duoc gioi thiéu




St dung quy trinh gom 4 buéc dé (ring phé véi cac
nghi ng& va tr chdi cua KH

M6 ta

= Nh&c lai phan (rng ctia KH dé doan chéc |a ban hiéu ding van dé

Lam ro van dé

= Goi ¥ gidi phap (hodc dwa vao Objection Sheet hoac kién thire cia
, ban) dé tra I&i théa dang thac méc lo ngai ciia KH
Giai dap thac
ET

= H6i xem KH da hai long véi cau tra 1o chwa




Poi pho vai nhivng chi trich / phan hoi tir khach hang

= Diém tinh

= Thé hién & minh hiéu quan ngai cia KH
= Thé hién sy thau hiéu

= Lich sy va chac chan

= Tim gidi phap cho van dé (khdng phai thay doi hay
lang tranh van dée)

= Khéng nén giam thiéu van dé

™ Khéng nén lang tranh chi trich

= Khong nén thé hién sw ngac nhién qua do
™ Khéng nén phan ng lai KH

" Khéng nén tim cach vién c&

ASBANKK




No6i dung chinh

Tim hiéu quy trinh ban hang

Chao hai

Tim hiéu nhu cau cta khéach hang

Puwa ra giai phap

Loai bd nhirng mdi quan tdm khong can thiét

Chot ban hang

Bai tap tinh hubng
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Chot ban hang

Tao co’ hdi cho giao dich tiép sau

= Lap lai nhing van dé lién quan dén san | = Cam on khdch hang thém 1 lan niva
pham/ dich vu ma 2 bén da dong y tién e.g. Em cam on anh chi nhiéu a.
hanh
e.g. Da, rat cdm on anh chj da dang ky = Tao co hdi cho giao dich lan sau, ngay,
thém thé Master Credit a. ca khi KH van tce choi.
e.g. Da néu anh cé thém nhu cau gi,
= Tién hanh 1am tha tuc giay t& can thiét xin anh vui long lién hé theo sb nay a.
e.g. Da m&i anh chi dién vao mau don Ngén hang em rat han hanh duoc
dang ky nay, s& khéng mat nhiéu thoi phuc vu anh. Chao anh a.
gian cua anh chi dau a. Ii—loé,c , ‘
Rat tiéc la anh chi lai chwa c6 nhu cau
= Kiém tra lai don dang ky xem KH da vay ltic nay. Ngan hang luén sén long
dién day du thdng tin chwa phuc vu moi nhu cdu ctia anh trong
fuong lai a. Chao anh a.

ASBANKK




Qua trinh hau mai ciing co vai trd rat quan trong
déi voi cac GDV

Vwot ra ngoai gi¢i han cua 1 giao dich don thuan:

= Xay dwng co s@ khach hang lau dai

= Tao dwng quan hé va co hdi ban hang tiép theo




No6i dung chinh

Tim hiéu quy trinh ban hang

Chao hai

Tim hiéu nhu cau cta khéach hang

Puwa ra giai phap

Loai bd nhirng mdi quan tdm khong can thiét

Chét ban hang

Bai tap tinh huéng
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Mot val goi y cho bai tap phan vai

Nén Khoéng nén

Téng quat Tw hao vé ABBank = Bat dau noi chuyén voi khach hang
Cé tac phong va thai do lam viéc chuyén bang nhirng biéu hién tiéu cwc
nghiép
Tin vao cac san pham cla ngan hang

Phan tich Phan tich twong quan voi ngan hang khac Phé phan chi trich cac ngan hang déi
C0 gang phan doan kha nang tai chinh cua KH
dwa trén cach an mac vv...

Déi thoai DPong y voi nhan xét cta khach hang Ngat I&i khach hang
véi KH Can giai dap moi thdc mac va quan ngai cla N6i qué nhiéu

KH Déc thoai

Chuyén cac van dé khic méc thanh co hoi

Giai thich Pon gian héa S dung thuat nglr chuyén mén, tw
Ngan gon chinh xac
Nh&n manh vao nhirng loi ich danh cho KH
Lang nghe KH dé hiéu r6 hon van dé

Sau khi ban Giai thich rd quy trinh tién hanh va céc budc Puwa ra nhirng I&i hira hen khéng thiét
hang tiep theo va theo sat quy trinh thu tuc thuc

ASBBANKK 2!




Va ciing ghi nhé. . .

Khéng nén ndéi | Nén néi

= T6i khong biét I'= T6i sé& cb gang tim hiéu...
|

| " Viéc ma em co thé lam la...

* Khéng

= P4 khéng phai viéc cla toi = Pay la ngudi c6 thé hd tro

= D6 khong phai Ii clia toi anh chi

Anh c&n cai ndy khi nao? Be em xeMmgggrem o the
lam gi dé giup d& chi

GOl Ial sau di ~ A & A, -
Em sé c0 gang hét suc

Chung t6i khéng thé 1am B

viéc nay Em sé goi lai cho anh sau a

Viéc nay khé nhwng dé em

xem bon em c6 thé lam gi

giup anh / chi

Anh / chi phai 1am thé nay...




Hoat dong

* M6t nguwdi vao vai giao dich vien, mét
ngwoi vao vai khach hang

= Khach hang dén quay dé tién hanh
giao dich gi do

= Nhiém vu cua giao dich vién lic nay la
chao héi va dén tiép khach hang, lam
cho khach hang cam thay dwoc chao
don.

* Cac ban xung quanh cung quan sat va
nhan xét xem diéu gi lam t6t va lam
chwa tot
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Yéu cau

* Tien hanh bai tap phan vai don gian dé
thlr céch tim hiéu nhu cau khéch hang

= Mot GDV sé dong vai khach hang va
dwoc xem thé danh cho KH

* M6t ban khac sé lam GDV va dwoc xem

mét sb théng tin vé KH

* Str dung ban khao sat va hoi thém KH
dé xem liéu ban c6 thé hiéu hét cac nhu
cau cua KH hay khéng




A 2 | EXERCISE
Yeu cau

= KH néi rang ngan hang ap dung lai suat
cao cho cac khoan vay mua nha va doi
hdi nhiéu giay t& tha tuc tr cac khoan
vay moi

= KH néi rang anh ay dang vay tlr ngan
hang ACB ro0i

* KH héi sao bao 1au thi ABBank c6 thé
hoan thanh thu tuc cho vay va giai ngan

= ng pho véi tir chdi ctia khach hang va
tra I1&i cau hoi cua khach

ASBBANIKK




RMs Customer Meeting Analysis

PHIEU PANH GIA CUQOC GAP KHACH HANG

Tén:

Phong/ban:

Nguw&i danh gia:

Ngay:

Cac diém can quan sat

Tinh chat khach hang hen gap

[J Khach hang cha dong tim dén ngan hang

[1 Khach hang do can b cha ddng lién lac

[] Khéach hang do cap trén lién lac

I e Ut ol P Lo RUOR

Bao nhiéu cuéc gap dworc thwe hién moét ngay

[ Duwéi 2 cudc [J 3 cubc [ 3-5 cudc [J Trén 5 cubc

Theoi gian gap méi cudc goi hang ngay

[ Dwéi 10 phat [ 10-20 pht [ 20-30 phut 7 Trén 30 phat

Céng tac chuan bi thong tin va tai liéu trwéc khi gap cho khach hang

[J Tim hiéu ky théng tin khach hang trwdc khi gap mat (vi tri cong tac, don vi cong tac,...)

[J Cap nhat cac chinh sach, cac théng bao méi lién quan dén cac san pham chuan bi gi¢i thiéu véi khach.

[J Chuén bi cac cong cu, tai liéu gidy to cho cudc gap mat.

0 Chuén bi mét vai vi du cda cac khach hang dién hinh, cac thong tin vé doi thd canh tranh dé co thé gidi thiéu voi khach
nham tang tinh thuyét phuc

[J  Panh gia man chao héi

[] Tiép can ban dau lich sw, dé nghe

[J St dung ngdn ngi¥ co thé mot cach khéo 1éo, tw nhién (khudn mat, bat tay, cach dwa danh thiép...)

[1 Tac phong chuyén nghiép, tw tin
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Bang ban chéo san pham ti Tellers

BANG TONG HOP OTC

Ten Teller:

Ngay

Tai khoan
Tén khach

Tiét kiém, i2b, sms |San pham| Dich vu
tién guri banking khac khac

hang
Truc an | Trwc| Ban an (Trwc| Ban |Trwc| Ban |Truc
tiép tiép |chéo tiép |chéo| ti€p |chéo| tiép

Ban
chéo




