Please purchase a
personal license.




Chwong trinh

= Giai thich vé vai tro clia GDV (teller) trong viéc gép
phan tang doanh s6 ban hang cua chi nhanh

= M6 ta cach goi dién cho khach hang tiém nang véi
muc dich dat hen

= Giai dap thdc méc lién quan



Quy trinh

Cach goi dién thoai

Bai tap tinh hudng




Muc dich goi dién la tim ngudn khach hang dé ban chéo cho RM
va héi tham nhirng khach hang it giao dich

100 cuéc gol/
thang/ 1 GDV
Muc tiéu phan dau:
20 cudc hen

7

= Mb&i GDV sé dwoc phat danh sach khach hang tiém nang dé goi dién

= GDV sé& dwoc dao tao ky nang ban hang qua dién thoai dé tang ty &
cudc hen thanh céng

= Thoi gian cua Teller c6 thé con dwoc dung dé kich hoat cac tai khoan
dang & trang thai khéng hoat déng

ASBBANKK




Gi&i thiéu

Quy trinh

Cach goi dién thoai

Bai tap tinh hudng




MG6i teller sé goi 4 — 5 cudc / ngay trong vong 30
phut va khoang 25 cuéc dién thoai méi tuan

Muc tiéu: dat 20 cuéc hen
/ teller moi thang




Céch dién théng tin bao cao sau méi cudc go

Customer
account Allocated to Date

number Customer name Contact number / s (Teller name) contacted Call outcome Comments

Sudhir Ranjan Swain 983346725 Huong 14-Sep Customer unavailable, contact again later

Minakshi Mohanty 983346732 Huong 14-Sep Customer available but not interested

Customer interested in credit

Rashmi Ranjan Mohanty 983346739 Oanh 15-Sep card. Needs follow up
Customer interested in

Laxmi Narayan Mohapatra 983346746 Oanh 15-Sep deposit. Needs follow up

Hara Prasanna Mohapatra 983346753 Huong 15-Sep Customer available but not interested

Jitendra Kumar Acharya 983346760 Oanh 15-Sep Customer available but not interested

Deepak Kumar Barik 983346767 Huong 15-Sep Customer available but not interested

Rajendra Nath Senapati 983346774 Oanh 14-Sep Customer unavailable, contact again later

Customer interested in credit
Gitanjali Mahankuda 983346781 Oanh 14-Sep card. Needs follow up

Ahesh Kanta Sahoo 925043234 Minh 14-Sep Customer unavailable, contact again later

Barun Kumar Sharma 925043241 Huong 14-Sep Customer unavailable, contact again later

Customer might want auto
Barun Kumar Sharma 925043248 Huong 15-Sep loan

Manoj Kumar Sahoo 925043255 Huong 15-Sep Customer available but not interested

Lipika Parida 925043262 Vinh 15-Sep Customer available but not interested

Sujit Kumar Lala 925043269 Vinh 14-Sep Customer unavailable, contact again later

Suchismita Das 925043276 Hue 14-Sep Customer available but not interested

Denesha Kumar Sahu 925043283 Huong 14-Sep Customer available but not interested

Madhusmita Mishra 925043290 Vinh 14-Sep Customer unavailable, contact again later

Sudhir Kumar Mohapatra 935088843 Vinh 14-Sep Customer available but not interested

Arati Shah 935088850 Hue 15-Sep Customer unavailable, contact again later

Mitalin Mishra 935088857 Hue 15-Sep Customer available but not interested

Customer wants to know
Shakti Samanta Mishra 935088864 Hue 15-Sep more about insurance

v ASBANKS .
Teller dién vao sau

D3 dién tr truvde




Gi&i thiéu

Quy trinh

Cach goi dién thoai

Bai tap tinh hudng




Trwdc moi cude goi, can nhd ly do ctia cudc goi...

Po 1a thu xép cac cudc hen cho
RM — ch& khéng phai ban hang
qgua dién thoai




Bi quyét thanh céng ctiia méi cudc goi dién

DPirng nan long!

= Thong thudng trong 20 cude goi dién, thi chico 4 — 5 cude
goi khach hang dong y hen gap RM

Va trong s6 5 cudc hen, cudi cung chi c6 mét 1an 1a ban
dwoc san pham

Tuy nhién, ban dang goi dién cho nhirng khach hang cua
Ngéan hang, nhirng ngwoi nay it khi dwge nhan vién Ngan
hang lién lac

Vi vay ngay cé khi KH khéng ¢6 nhu cau, ban can lam KH
cam thay hai l1dng vi da dwoc nhan vién ngan hang hai
tham...

...va khi KH hai long, ban c6 thé nho ho gi¢i thiéu nguén
khac...




Nhirng diéu can biét khi goi dién

= Trang thai cdm xuc sé& dwoc nhan biét qua dworng dién
thoai

. Théj do cua nguwdi goi dwoc cém nhan manh hon tr 20 —
30 lan so va&i khi gap mat trwce tiép

* Néu ban t6 ra that vong, khach hang sé cam nhan ra diéu
dé qua giong ndi cua ban

= D&t 1 chiéc guwong trwdc mat trwéde khi goi dién va...mim
cUdi :)

* Hay tw tin 1a ban du kha nang lam viéc nay!




DPirng quén rang...

Muc dich goi dién khong phai dé ban hang qua dién
thoai cho KH

Ma la dé dat lich hen gap sau dé




© Tu Gidi thiéu ban 1a nhan vién cta ABBank

@ Cam on KH vi da st dung dich vu ngan hang
cua ABBank

© Di vao van d& chinh d& khach hang cé thé tra
&1 mét cach tich cuwe

O Hoan t4t cudc goi dién bang viéc dat hen




Xin chao anh Tung a. Em tén la Lan, chuyén vién dich vu KH tai ABBANK Ngbé Quyén. Em
c6 thé gap anh mét lat bay gio khéng a?

Trwde hét em xin cdm on anh/chi da s dung dich vu ngan hang ctia ABBank.

Ngan hang bon em vira gIO’I thiéu mot sb san pham tin dung/ tién givi mai ‘ma anh cé thé quan
tam a. Xin héi anh c6 mudn tim hiéu kj xem ngan hang sé dap tng nhu cau cla anh nhw thé

nao khéng a?

Néu KH déng y Néu KH tr chéi

Vang a, cdm on anh a. Em sé yéu cau cac A o
anh chi chuyen vién KH lién hé v&i anh dé Xem phan Objections Chart

dat lich gap mat a.

Mét lan nira em xin cam on anh da st dung cac dich vu ngan hang cua VPBank. R4t
mong duoc tlep don anh tai chi nhanh a. Em xin gtvi anh s6 dién thoai, néu anh co6 nhu cau
gi khac vé san pham ngan hang thi anh vui ldng lién lac a. Cadm on anh nhiéu, xin chao

anh.

ASBBANKK




Kha nang bi ttr choi 1/2

= KH dang ban — VD: Anh hién dang rat ban, em c6 thé goi lai sau duoc khéng?

Khé khan — VD: Hién anh khéng cé nhu cau gi ddu hodc Anh rat hai long véi ngan
hang hién tai va khéng cd y dinh chuyén sang bén em.

= Nhéan dinh — Khach hang cé nhu cau nhung da c6 dinh kién vé ABBank —VD: Anh c6
nhu cau vay tién mua nh&/ mua xe nhuwng duwoc biét 1a ABBank 14i suat cao/ tha tuc
rwom ra nén anh chon ngan hang khac.




Nguwoi khdc nhén dién >> khi khdch hang khéng muon (khéng thé) quyét dinh, nhung
khéng muén giéi thiéu ngwei ¢ “tham quyén”.  VD: Xin I6i chj anh Hién khéng c6
nha nhwng chac anh khéng c¢é nhu cau gi hién tai dau.

= Yéu cau bang chirng dé chieng minh sw nghiém tic — VD: Téi khéng c6 thei gian gap
dau, chi co thé giri brochures dwoc khéng?

Ly do an >> ly do thwec khéng dwoc khach hang tiét 16




X0 ly tinh hudng bi tir choi

Vé&i ba cudc goi lién tuc, ban cé thé bién tinh huéng bi tir chéi thanh nhirng
phan trng tich cwc va sau do6 sé la cuéc hen gap.

Sw ttr chéi tir phia KH Hay gwi cho t6i t& roi quang cdo."

Chap thuan >> Nhac lai ly do “T6i hiéu 1a ngai han sé rat mudn duoc
khach hang tir chéi dé chac chdn  cung cap thém thong tin vé cac san

réng ca hai ngudi déu hiéu chung ~ Pham”

mot y kien. Hay dam bao v&i khach  «Ching t6i ludn cé gang thay ddi dé phu
hang rang ban hiéu nhirng gi ho hop v&i nhu cau cla khach hang, va to
noi. roi quang céo cua chuing t6i luén dwoc
Giai phap >> Goi y mot vai giai thay doi tly theo nhu cau clia KH, han sé&
phap (dwa vao bang huwéng dan rat thuan tién neu toi co thé gap ngai truc
trong céc tinh huéng bi ttr chdi) tiép dé c thé trao doi va gl ngai nhiing
sao cho phu hop vé&i nhirng ly do thong tin phu hep véi nhu cau cua ngai
cho sw tlr chéi ctia khach hang hon.

Phan héi >> Héi KH liéu giai phap  ‘Liéu giai phap d6 c6 phu hop véi ngai
dwa ra c6 phu hop véi ho hay khong a?”

khong, va nhanh chéng dat hen véi

KH
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Vi du vé s ttr chdi

“Em rét hiéu diéu dé thwa anh, em goi
AT i . 2 PR o as dién cho anh hém nay ciing 1a dé c6 thé “T6i khéng co
Toi khong co nhu cau T6i khong co thoi dwoc gap anh vao mot thoi gian nao do tién”

gian, tbi dang ban that thich hop véi anh.

“Em rat hiéu diéu d6 anh a, va rat nhiéu khach hang

ctia ching em 1&n dau tién ciing phan ng nhw vay

tuy nhién em tin la ngan hang em c6 nhiéu san “D6 hinh 14 i d

pham va dich vu c6 thé cung cép cho anh va s& “Thyec té Ia nhiéu khach hang cda chiing em ciing phan d|eoncéjeng|g’| I’tﬂle:vlol %r?m,gem

mang lai nhiéu lgi ich cho anh ve lau dai” &ng nhw vay cho dén khi em c¢é co hoi gidi thiéu vé cac kha nang vay tai ngan hang ciia
dich vu hién cé cta ngan hang chung em, nhung dich vu chiing em. E);n vAt vui duoc gap
mang dén loi ich vé kinh té cho ho” anh mot Iuc nao dé thich ho’p

“Téi kha hai long voi 32%32%%? ks

ngén hang ma téi dang

giao djch” o

“Hay dé chi nghr

“Chlng em da ting c6 vai khach hang néi giébng nhw anh vé diéu do xem e v ol R R @ e

rang ho rat hai long vé ngan hang ho giao dich, tuy nhién sao nhé “ thoi”

ho d& ddi y khi dung nhirng san pham ma chung em gioi “Em rét hiéu nhirng gi

thiéu. Vay néu anh c6 thé cho ching em co hoi gap g& chi dang noi, tuy vay

vai anh, ching em hoan toan cé thé mang dén cho anh mong chi danh cho

nhiéu lva chon hon, va nhiing Iwa chon d6 sé mang dén chiing em co' hdi gap “Em c6 thé hiéu rang anh rat can st
cho anh nhiéu tién ich. chi d& cung cap thém dung tién sao cho hop ly, vay hay dé

ngan hang ching ti gioi thiéu cho
anh mot vai san pham tiét kiém han
sé c6 ich cho anh”

cho chi thng tin can
thiéggiﬂ_p cho chi
“Hay gt¥i cho anh el CgE.”
i¢i thiéu cda ngan i
gé ng i g “Da co qua nhiéu
. . ngén hang tiép can
“T6i hiéu rang anh mubn c6 thén, vgi o g Hep o
thong tin trudc tién, ching em “T6i s& goi cho ¢6 sau
ludn ¢ gang thay dbi dé phu hop hé. "
v6i nhu cau khach hang, cac to nne.

\g/;;ou tgﬁl;(%ughcef;)uggo’eéng%%ngnh “Anh h|eu em a, han 1a da ¢6 qua nhiéu ngan hang muén ban
truyé tiép vao hom nao do dé gui “Thua anh, em htra sé chi méat ctia anh vai san pham cho em theo nhiéu cach, ngay ban than anh ciing
pii cagthon tin can thiét vo% phdt, han sé la can thiét néu ching em c6 thé dwoc nhiéu nhan vién ban tiép can 1 nhwng tuy vay muc dich
Sl e e gnh a gap anh trec t|ep cang sém cang tot. Ngay . anh goi d|en cho em hém nay 1a dé tim hiéu vé nhu cau cla
bay gio em xin phep dwoc gioi thiéu so qua ve cong ty dé c6 nhirng gidi phap tai chinh ph hop vé lau dai.”
cac san pham va dich vy cta ngan hang
chiing em cuing gia ca hap dan”

Véay thi em xin gap anh vao Thir Ba luc 11h
co dwoc khéng a??




Khoéng nén di qua chi tiet trong mét cudc goi dién thoai:

= ... Vi muc dich cda ban khdong phai ban hang qua dién
thoai, muc dich cua ban la c6 dwoc cubce gap véi KH

= ... Vi ban khéng & vai trd nguoi co thé quyét dinh ban
san pham hay khéng cho KH va cuéc héi thoai hoan toan
c6 thé di chéch hwéng.

" ... Vi that sy khé thuyét phuc ai d6 qua dién thoai, do ca
2 bén khéng thé hoan toan tin twdng nhau qua ddi thoai
bang dién thoai.




Gi&i thiéu

Quy trinh

Cach goi dién thoai

Bai tap tinh huong




Tinh hudng 1: Tom tat danh cho Teller

= Ban nhan dwoc mét danh sach khach hang can goi, voi
nhirng nGi dung sau day:
— Tén khach hang: Huy Linh
—Dién thoai: +84 412345678

= Ghi chu: Khach hang doé hién c6 200 triéu dong trong tai
khoan vang lai va thwdng xuyén thuc hién giao dich bang
tai khoan do.

= Ban tin rang khach hang doé cé tiém nang va mudn tim hiéu
thém théng qua nhirng cudc gap go.




Tinh hudng 1: Tém tat vé Khach hang

= Ong Huy Linh 1& giam dbc dy an ctia KPMG véi mire lwong hang thang 1a 50
trieu VND mét thang
— Ong ta cling la ngwdi dwoc nhidu ngan hang va ctra hang moi chao
— Ong ta da c6 vo va mét con. Vo 6ng ta la mét giao vién

— Hién tai 6ng ta dang c6 mdi quan hé tin dung (mua nha tra gép) voi
Sacombank noi ma éng y dang cé tai khoan ca nhan

= Nhu ciu va mdi quan tam:

— Ong dang c6 nhu cdu mua nha tra gép tri gia 2 ty ddng, éng san sang chia se
v&i ban nhung 6ng nghe tlr nhirtng nguoi ban rang VPBank lai suat cao va thu
tuc rwdm ra, ton nhiéu thoi gian dé giai ngan mét khoan vay.

— Ong sé khong mudn gap chuyén vién ban ctia ABBank trir phi chuyén vién ban
ctia ABBank cé thé khang dinh rang s& dung sadn phdm cia ABBank mang
cho &ng nhiéu lgi ich hon vi Idi suat hién nay cla Sacombank va ABBank gan
nhw twong dwong.




Tinh hudng 2: Tom tat danh cho Teller

* Ban nhan duwoc théng tin cua mét khach hang nhw
sau:

— Tén khach hang: Ong Nguyén Théng.
—Dién thoai: 050-1234567

— Ong hién cé tai khoan vang lai voi sé dw 1a 200 triéu
dong VND, tuy nhién éng khéng hé cé bat ky giao
dich ndo lién quan dén tai khoan do trong vong 4
thang qua

— Ghi cha: Muc tiéu 1a ban mudn nguwoi khach hang dé
str dung tai khoan nhiéu hon va cé so hdi ban chéo
dwoc nhiéu san pham khac.

ASBBANKK




Tinh hudng 2: Tém tat vé Khach hang
Ong Théng vira di cong tac nwdc ngoai 3 thang trwde

Moi chi phi phat sinh tai nwéc ngoai dng déu tra bang thé tin dung ctia Ngan hang
Ngoai thwong

Tai khoan lwong cua 6ng tai ngan hang ACB
Lwong hién tai cta 6ng la 100 triéu mét thang
Ong hién dang g tiét kiem tai ABBank vi 1ai suat wu dai va hap dan.

Ong da két hdn vai hai con, mot bé trai 3 thang tudi, mot bé gai ba tudi ruéi. Gia
dinh 6ng dv dinh sé di du lich trong hai thang

Khi lién hé véi ABBank, 6ng t6 ra la nguoi rat diem tinh, cé thoi gian va mudn duwoc
cung cap cang nhiéu thong tin cang t6t nhwng lai khong muon gap true tiep, ong hoi
rat nhiéu cau hai.

Nhu cau va quan tam:

— Thé tin dung c6 1& 1a s&n phdm phu hop véi ng lic nay ( néu duoc dé cap bdi giao
dich vién)

— Co6 ké hoach vay cé nhan dé tiéu dung trong subt chuyén di

— Hién tai dng dang str dung xe cua cong ty lam phwong tién di lai, tuy nhién trong 6
thang t&i cé the sé mua mét chiéc xe riéng cho ban than.




