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BAN HANG CHI PON GIAN LA
GOI PIEN

Trong sudt 15 nam qua, téi cd dugc mot cudc s6ng thanh dat la nhd vao tiép thi qua dién thoai
(Telemarketing) — va ban ciing c6 thé lam dugc diéu dé! Co vé s& san phadm cling nhu dich vu
ban c6 thé ban qua dién thoai. Va ciing c6 rat nhiéu cach tiép thi qua dién thoai ma ban c6 thé
st dung d€ ban hang. Mét khi ban da ti€p thu dugc kién thirc va phat trién cac ky ndng can
thiét dé tiép thi cac san pham/ dich vu qua dién thoai, thi ban c6 thé trd thanh 1 chuyén gia
ban hang thuc thu.

Qua nhiéu ndm, tdi d3 lam viéc trong nhiéu call center; phat trién nhiéu chién dich
Telemarketing cho nhiéu loai hinh doanh nghiép; va toi cling da cd van cho rat nhiéu cong ty.
SU dung dién thoai la cong cu ban hang chu yéu cla toi. Toi da kham pha nhitng chién lugc va
cac bi quyét gitp toi dat dugc thanh cdng trén nhiéu thugng vu tri gia trén 10 triéu do la cho
cac ca nhan va doanh nghiép, trong khi hau nhu téi khdng can phai rdi van phong ctia minh.

M6t diéu tuyét vai & tiép thi qua dién thoai la nd cé thé dudc thuc hién & bat cf dau. Hang triéu
dd la ma téi da gdt hai dudc cho dén nay déu tir van phong, nci ma t6i da kiém cho minh
nhitng khoan thu nhdp mong mu6n trong khi van cé thé tdn hudng céi cam giac tu do vé thdi
gian. Vdi tdi, ti€p thi qua dién thoai con hon ca mot cong viéc. N6 da trg thanh niém dam mé
clia tdi! Tdi chi cd thé dién ta niém vui va y nghia cta nhiing thanh qua ma tdi cdm nhan dugc
khi tdi lién lac véi nhitng ddi tugng mdi cd trién vong bang cach s dung dién thoai va cudi
cing la dat dugc thoa thuan hét [an nay dén [an khac. T6i cdm nhan dugc su hai long cla
khach hang khi ban dugc mét san phdm hay dich vu cd ich cho ho, ddng thdi, sinh ra Igi nhuén
cho cong ty va kiém dugc khoan hoa hong cho minh.

DaGi vai toi, tiép thi qua dién thoai that su thu vi! N6 cling la mot cong viéc day thach thirc va
dugc dén dap thoa dang. Ban dang c6 ké hoach mudn trd thanh mot chuyén vién
Telemarketing hodc ban mong muén phat trién thém nhitng ky nang tiép thi qua dién thoai thi
quyén sach nay danh cho ban. N& chia sé nhiing kién thirc ma tdi da tich Ity dugc trong nhiéu
ndm qua va gilp ban gat hai thanh c6ng ngay lap tdc. Ngoai viéc hoc hoi tir kinh nghiém cla
t6i, ban cling c6 thé hoc hoi kinh nghiém tir nhitng chuyén gia khac d& thanh cong trong linh
vuc Telemarketing. Sau khi ban ti€p thu nhitng 16i [am cta ching t6i, ban s& khdng gid mac
phai va bdt dau st dung thanh thao nhitng thu thudt dé d€ van dung tét nhat trong nhiéu tinh
hudng.

Cho du ban van con xa la vdi viéc tiép thi qua dién thoai hay 1& mot chuyén vién lanh nghé dang
mudn nang cao ky nang, thi quyén sach nay sé dua ban di tiing budc vugt qua nhiing tré ngai
va thach thirc ma bat ky chuyén vién ti€p thi qua dién thoai nao cling phai d6i mat, bao gom:

e M@ rong danh sach khach hang tiém nang

e Chuan bj nhitng kich ban t8t trudc khi thuc hién tié€p thi qua dién thoai.
e Phat huy thai do dang dan.

e Vugt qua nhirng dinh kién va phan bac.

e DGi phd véi nhitng IGi tir chai.

e Tiép can dugc ngudi co6 quyén quyét dinh
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e Cai thién ki nang xuc ti€én hgp dong.
e Tan dung nhiing phan mém va cdng cu dé t8i uu hiéu qua cong viéc.

Viéc can thiét cta ban la c6 dugc kinh nghiém dau tay, néu ban bat dau ngay viéc ti€p thi qua
dién thoai vdi nhitng kién thirc va k§ ndng ding dan thi co hdi dé ban thanh cdng s& tdng gap
bdi. Chac chan rang, tiép thi qua dién thoai cd thé day thach thirc va tn nhiéu thdi gian, nhung
véi su’ luyén tap khdng ngirng, ban s& cé dudc nhitng ki ndng va kinh nghiém can thiét d€ dat
dugc nhiéu thanh cong.

Toi khuyén ban nén doc hét cubn sach nay, sau dé hdy xem lai tiing chuong khi ban bat dau
Iap k&€ hoach. Hau nhu tit ca nhiing thdng tin ban can déu ndm trong quyén sach nay, tuy
nhién, ban cling c6 thé tham khado thém tir trang web www.EllenBendremer.com. Khdng can
biét ban ban m3t hang nao, ban s& sém kham pha ra dudc rang chiéc dién thoai la mot cdng cu
6 stic manh cuc ky to 16n dé€ tim kiém, danh gia ciing nhu ti€p cdn khach hang.

Mong udGc 18n nhat cla tdi, cling nhu’ mong udc cla ban, 1a s& sm hi€u rd sirc manh cua tiép
thi qua dién thoai va kham pha ra lam thé nao dé thu dugc nhitng ngudn Igi khong thé ngg
dugc tir viéc st dung dién thoai nhu la cong cu ban hang chu chét.

Bat dau

TU dién Merriam-Webster dinh nghia ti€p thi qua dién thoai I3 ti€p thi v& san phdm hay dich vu
béng dién thoai. TU ndy dugc thém vao tir dién vao ndm 1980, khi nd trd nén rd rang rang dién
thoai da thay doi.

Dua trén céi nhin cta ban, tir “tiép thi qua dién thoai” c6 thé ggi 1én nhiéu hinh anh khac nhau.
La mét cong ty chuyén ban hang cho ngudi tiéu dung hay cho cac doanh nghiép, thi ti€p thi qua
dién thoai ¢ thé 1a mét giai phap dé€ mé réng kinh doanh ma khdng can phai rdi khoi vén
phong.

Tuy nhién, gid s ban la mot khach hang dang ng6i & nha thu gian va dién thoai reng, thi
nhirng I6i ndi don diéu c6 thé gay ra cdm giac bi lam phién, méat tac dung !!! Nhin chung, moi
ngudi déu ban rdn. Ho khéng mudn bi Iam phién bdi nhitng ngudi khac cd géng ban san phdm
hay dich vu ma ho khéng can. M6t chuyén vién tiép thi qua dién thoai thanh cong c6 thé nhanh
chéng nam bat dudc su’ chd y clia nguGi ma ho goi dén va chiing minh cho ngugi dé dudc rdng
cai ma ban mang dén cd thé rat hitu ich. V&i kién thic va ki ndng clla mét ngudi ban hang qua
dién thoai chuyén nghiép, ban cé thé nhanh chéng pha v& rao can tdm ly ma nhiéu ngudi da vo
tinh xay nén dé chdng lai nhan vién tiép thi qua dién thoai va truc ti€p ban hang.

Nganh Kinh Doanh Tiép Thi Qua Pién Thoai

Su phét trién khéng ngiing trong linh vuc ti€p thi qua dién thoai that su gdy kinh ngac. Tim
ki€m nhirng con s8 chinh xac lién quan dén linh vuc nay va viéc sir dung dién thoai dé ban hang
rat khé khan, nhung nhirng con s6 sau day sé cho ban mét khai niém vé sé ngugi tham gia vao
nganh kinh doanh nay va s6 [an ban hang dugdc thuc hién qua dién thoai dua trén can ban tirng
nam:

e “Hon 70% giao dich kinh doanh dién ra qua dién thoai.” (Ngudn: GeoTel, trich
Gartner Group, Thang 9 - 1998.)

e “Ti€p thi qua dién thoai ra nudc ngoai da dat ky luc $482.2 ti vé ban hang vao nam
1998, bao gom $209.5 ti ban cho khach hang.” (NguoOn: Direct Marketing
Association, Thang 1 - 1999, U.S. Direct Marketing Today: Economic Impact, 1998.)
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“Gan 265,000 cong ty clia My sé st dung dién thoai trong tuang lai t&i.” (Nguon:
CallOmni Telemarketing.)

e “T8ng sd khach hang tham gia tiép thi qua dién thoai tdng Ién dén hon 47.5 triéu
ho dan.” (Nguon: Callomni Telemarketing.)

e “$700 ti d6 la clia san phdm va dich vu dugdc ban thng qua call center vao ndm
1997 va con sO nay tang Ién 20% moi nam.” (Nguon: GeoTel trich Telemarketing
Magazine, Thang 9 - 1998.)

e “Cb khoang 7,000,000 dai ly hién dang lam viéc trong 70,000 call center & My vdi ti
|é tang trudng hang nam trén 20% trong cac vi tri dai ly.” (Ngudn: Davox, trich
F.A.C./ Equities, 1998.)

e “Cac dich vu & call center c6 mang Iudi thé gidi tiép thi dugc tong cdng $23 ti IgGi
nhuan trong nam 1998, and dugdc du kién sé tang gap doi dén $58.6 ti vao nam
2003. (Piéu nay dua trén viéc phan chia tdng dich vu trung tdm goi dién tiép thi
vao nhitng nganh sau: tu van, hé thdng tich hdp, va outsourcing). Outsourcing la
nganh 18n nhéat, véi $17 ti vao ndm 1998, dat 74% cua téng cdng thi trudng, dan
dau vdi $42 ti vao ndm 2003.” (Ngudn: IDC, Thang 6 — 1999.)

Ban cé nén doc quyén siach nay khéng?

Ti€p thi qua dién thoai la mot linh vuc rong 16n dugc s dung theo nhiéu cach & nhiéu cong ty
va trong tat ca cac nganh kinh doanh. Vi thé, bat c( ai thich thi vé viéc tan dung chiéc dién
thoai d€ lam t6t hon cho viéc kinh doanh clia minh, hay ai d6 mudn hoc hoi cac kj nang can
thiét d€ trd thanh mdt nhan vién tiép thi qua dién thoai (thanh cdng hon), sé cé dugc nhiéu ich
gi to I8N tr quyén sach nay.

Cudn sach nay dugc viét cho nhitng déi tugng sau day:
e Nhitng ngusi mudn kham pha linh vuc ti€p thi qua dién thoai.

e Nhitng ngudi hién tai dang la chuyén vién ti€p thi hay ban hang qua dién thoai
mud6n nang cao nhiing ky ndng va mudn dat dugc thanh cong I6n hon.

e Nhitng ngusi ban hang theo ki€u truyén théng dang tim cach s dung chiéc dién
thoai nhu la mot cong cu ban hang hiéu qua cé kha nang tiét kiém thai gian, cac
nguon luc, va tién bac.

e Cdc trudng phong ban hang hay nhitng ngudi giam sat call center lam viéc hay
quan ly cac déi nhdm nhan vién ti€p thi qua dién thoai.

e Cac chu doanh nghiép mudn md rong viéc kinh doanh cua ho va dat dén mot lugng
khach hang I6n han.

Ban sé hoc dudc gi tir cuén sach nay

Nhitng thi thudt ti€p thi qua dién thoai hang dau chu y&u néi vé viéc st dung dién thoai dé
nang cao doanh s6, thic ddy cac méi quan hé tét hon véi khach hang, va lam thé nao dé tiép
can nhitng khach hang tiém nang. Hau hét nhitng gi ma ban doc trong cudn sach nay tap trung
vao viéc xay dung cac ki ndng can thiét dé€ trd thanh nhan vién tiép thi hay ban hang qua dién
thoai chuyén nghiép xudt sac, du ban dang lam tiép thi qua dién thoai trong nudc hay nudc
ngoai. Phu thudc vao loai hinh kinh doanh ma ban dang hoat dong va trach nhiém cong viéc
cla ban la gi, cach thic sir dung dién thoai rat da dang. Tuy nhién, néu ban dang hodc sé su
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dung dién thoai dé ban hang, tiép thi, hay nd luc chdm séc khdch hang, nhitng kj ndng can
thiét dé thuc hién viéc nay thanh cdng déu nhu nhau.

Nhiéu ky nang can phai két hgp véi nhau dé€ ban cd thé trd thanh mét ngudi tiép thi qua dién
thoai thanh cdng. Va dé c6 thé ban mot san pham/ dich vu, ban can phai:

e S(rdung giong ndi clia ban dé€ chuyén tai thong diép mét cach hiéu qua.

e Biét cach tac dong tdt véi nhitng ngudi chua biét vé ban ciling nhu thic day nhitng
mdi quan hé va tin tudng nhanh chéng.

e Vugt qua nhitng dinh ki€n va phan bac; cé kha ndng dam phan va/hay giai quyét
mau thuan.

e Cotinh t& chilic cao va c6 kha ndng quan ly thai gian.

e Ludn tan tuy va thic ddy cac khach hang tiém nang.

o Hi€u rd khach hang tiém ndng vé nhu cau cling nhu mong mudn cla ho.
e Soan ra nhitng hudng dan va thu tuc.

DE& trg thanh ngudi ti€p thi qua dién thoai thanh cdng, ban can phai dau tu thdi gian va céng
siic can thiét d€ thong thao nhiéu k§ n&ng. Sau do 1a ban cd thé sir dung nhitng kha n&ng nay
dé thu Igi tir két quad ban hang. Cudn sach nay chia ra tirng loai ky nang, giai thich ching mét
cach chi tiét va cung cdp nhiing chién lugc dé phét huy va tan dung chlng. Mot khi ban phét
huy dudc sy hi€u biét cdn ban vé moi ky ndng thi nhitng ky ndng nay s& con tly thudc vao viéc
ban thuc hanh cling nhu ti€p thu nhitng ky nang, kham pha cach lién két hgp ly nhitng ky nang
do vao viéc ban hang qua dién thoai ma ban dang va s€ lam. Néu ban lam trong nganh ti€p thi
qua dién thoai, cudn sach nay s& cho ban nhitng chién thuat dé€ tdng cudng kyj ndng cla ban dé
lam cho két qua tot dep hon.

Giong Noi + Dién thoai = Ban hang

Lad mét nhan vién ban hang, cdng viéc cla la ban mang san phdm/dich vu cia minh ra dudng
ph6, mai va gap g& cac khach hang tiém nang. Mac du phuong thiic ban hang nay hiéu qua
cao, nhung né cling tén thgi gian va t6n chi phi. Mot cach khac do la quang cao hay tham gia
vao nhitng hoat ddng tiép thi truyén théng dé& nhitng khach hang tiém ning dén véi ban. Diéu
nay ciing cé thé ¢4 mang lai hiéu qua, nhung ton tién bac va cong surc.

Vao lGc ma ban chuén bi tiép thi cho mdt khach hang nao dd, ban cé thé & ngay van phong,
nhac dién thoai Ién, chi dong goi (outbound telemaketing) va con s khach hang tiém nang co
thé 18n dang ké. Viéc goi dién nay sé it tdn chi phi hon 1a quang céo trén béo, dai, tivi (canh
tranh véi nhitng cdng ty khac cling dang mudn quang ba san cung loai phdm/dich vu nhu ban),
ban ¢4 thé goi hang trém khach hang va gidi thiéu ho vé san phdm hay dich vu clia cdng ty ban
bang cach s dung dién thoai.

SUr dung giong ndi clia ban nhu la mét cong cu ban hang, dién thoai, hay nhiing thiét bi co lién
quan, ban c6 th€ m&t chi phi cho hoat dong tiép thi qua dién thoai, diéu nay sé& cho phép cong
ty ban tang doanh sg, dat dugc nhiéu khach hang tiém nang nhanh hon, va dat dén nhirng chi
tiéu ban hang nhanh hon. Ban ¢ thé ma rong danh sach khéach hang, dién thoai c6 thé dugc st
dung dé t&ng cudng, ddy manh mdi quan hé vdi nhitng khach hang hién tai va gilp ban sinh Igi
tr nhiéu viéc kinh doanh mang tinh 13p di l3p lai nay.

Bang cach hoc lam thé nao “goi dién dugc db la”, ban ¢ thé bién chiéc dién thoai ndm trén ban
cla ban thanh chiéc may kiém tién that sy véi tiém nang khong gidi han.
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Qua cudn sach nay, thuét ngir ti€p thi va ban hang qua dién thoai dugc st dung c6 thé hoan
d6i cho nhau. Tuy nhién, mdt vai ngudi cho rang ti€p thi qua dién thoai st dung dién thoai dé
lién lac véi nhitng khach hang, trong khi ban hang qua dién thoai cé lién quan dén hoat dong
vGi khach hang, lam md& réng hon doanh thu.

Tai sao ban nén doc cuén sach nay

Du cho ban la nhan vién ban hang day dan hay la mot ngugi nao dé lan dau tién gia nhap vao
linh vuc nay, sé c6 nhiéu cach khac nhau ban cé thé sir dung dé€ thanh cong bang dién thoai.
Ban c6 thé danh ra hang thang hay hang ndm trdi d&€ kham pha va phat trién nhitng chién lugdc
ti€p thi tét nhat cho san phdm/dich vu cla ban, ban c6 thé hoc héi tir nhitng chuyén gia va tan
dung kién thdc va bi quyét ho, hdy bat dau ngay — va dé la nhitng gi ma cudn sach nay sé&
mang dén cho ban.

Do nhiéu yéu t6, ngay cang nhiéu cong ty budc phai cdt gidm chi phi, gia tdng san xuét, va
canh tranh d€ c6 dugc chd ding. Péi vdi nhitng cdng ty trong tinh trang nay thi chiéc dién
thoai ¢6 thé trg thanh céng cu hitu dung.

Da6i véi nhitng ca nhan, ti€p thi qua dién thoai la cong viéc bén virng va thu nhap cao, mot khi
ban thanh thao nhiing ky nang, ti€p thu kinh nghiém, va lap ra nhitng ky luc mdi. Ngay khi ban
that su tin vao san pham/dich vu ban dang béan, ban s& cd thé ban bat cr san phdm nao thdng
qua dién thoai. Va dling nghi rang “khdéng phai ai cling c6 thé trd thanh 1 telemaketer thanh
c6ng”. Néu ban lam mot cong viéc ma ban lai cdm thdy khong thich hgp, ban thay lang phi thdi
gian va giam st trong nang suat lam viéc. Ti |é thoi viéc clia nhan vién lién quan dén cong viéc
ti€p thi qua dién thoai (ddc biét la trong nhiing vi tri khdi dau) la rat cao. Trd lai nam 1999,
Trung Tam Chat Lugng Dinh Huéng Khach Hang, TruGng Pai Hoc Purdue, dua ra mot bao cado
ndi rang: “Ti I& ngudi thdi viéc trong linh vuc telemaketing lam viéc cho Inbound center trung
binh hang ndm full-time 1a 26% va part-time la 33%. Gan mét nlra cac trung tdm ndi rang
ngudi lam ban thdi gian chi st dung dugc 5% (hay it hon) tdng cac cudc dién thoai clia ho”. D&
tranh lam mét c6ng viéc ma ban sé khdng thanh cbng, budc dau tién 1a phai dam bao rang
ngoai viéc cé nhitng ky ndng can thiét trg thanh mét nguGi ti€p thi qua dién thoai, ban cling
phai cd ca tinh, no luc ban than, va dac biét la nhan thdc dang.

Chuong 3 tap trung vao nhiéu dang cdng viéc tiép thi va ban hang qua dién thoai va theo dudi
su’ nghiép nay. TUr chugng nay, ban sé kham pha ra nhifng k¥ ndng nao va tinh cach nao mét
ngudi ban hang hay tiép thi qua dién thoai dién hinh can phai cd, nhitng trach nhiém clta cong
viéc la gi, va nhirng loai ngugi nao troi han trong loai hinh céng viéc nay. Tham chi sau khi doc
cudn sach nay, néu ban van chua chdc chan 1a ban can c6 ci gi d€ gia nhap vao linh vuc nay,
ban cd thé xem xét viéc tham gia v4i mét hanh vi, thai 6, danh gia k§ ndng mém (soft-skill) d&
quyét dinh su' nghiép clia ban. Mot su’ thir nghiém nhu thé [a mdt céng cu tuyét vai dé cd thé
gilp ban dinh hudng liéu ban cd thich hgp véi loai cong viéc nay hay khong.

Rd rang, khdng cd bai kifm tra danh gid nao sé mang lai két qua thuyét phuc 100%, nhung
nhiéu ca nhan st dung loai bai kiém tra nay dé€ gitp ho dinh hudng mdt con dudng su' nghiép,
nhitng ngudi chl sir dung né dé thué nhitng ngudi thich hgp vdi cong viéc.

Vach ré nhu cau va muc dich cua ban

Trudc khi ti€p tuc, hdy vach rdo nhu cau va muc dich cla ban. B4i v8i mot ca nhan mudn lam
trong linh vuc ti€p thi qua dién thoai hay tang cudng cac ky nang, nhirng muc tiéu cla ban co6
thé la:

e Hoc hdi nhitng k§ ndng yéu cau dé trd thanh mét nhan vién ti€p thi va ban hang
qua dién thoai chuyén nghiép.
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e Reén luyén nhitng ky ndng ban hang va kham pha nhitng chién lugc dé€ sir dung dién
thoai dé tiép can dugc nhiéu khach hang tiém n&ng, ban hang nhiéu hon, va cai
thién nhitng méi quan hé véi nhiing khach hang hién tai.

e Kham pha va két hgp nhitng chién Iugc méi nham dat dugc théa thuan.
e M@ rong danh sach khach hang va md ra nhirng thi trudng mdi.

e Dinh hudng lam thé nao d€ cé mdi quan hé vdi tt ca nhitng d6i tugng khach hang
va thay déi su tr chdi trong ban hang.

Co nhiéu nguyén nhan tai sao mot cong ty trong tat ca cac nganh kinh doanh déu mudn tham
do tiép thi qua dién thoai, lam Igi cho viéc kinh doanh. Trudc khi mét cong ty cé dugc mot doi
ngli ban hang, thi ho phai biét rang khach hang muc tiéu I3 ai va lam thé nao dé chiéc dién
thoai c6 thé dudc sir dung dé giao ti€p tét hon véi ngudi khach hang dé.

Theo Tom Morrill, chd tich va gidm doc diéu hanh cla North Andover, Massachusetts—based
Actegy, mot cong ty tu van ban hang, "Mt diéu quan trong cho tat ca cac cong ty, quy mo nhu
thé& nao di nifa, thi diéu dau tién |a nhitng hi€u rd vé gia tri cdng viéc clia ho dang lam trén thi
trudng. Ban ban san phdm cho ai? Nhitfng van dé ban dang giadi quyét la gi va giai quyét nhu
thé nao? V4i nhitng ciu trd I18i nay trong dau, ban can phai hiéu rd hanh vi mua hang cua
khach. M6t khi ban hiéu hanh vi mua hang clia ho, ban c6 thé thoai méi dinh hudéng ban nén st
dung phuadng thirc ban hang bén trong, bén ngoai, hay vai dang kénh mau. Cac cong ty thanh
cdng nhat dinh hudng khi ndo va lam sao d€ dinh rd mdt cach dung ddn ngudn luc tiép thi va
ban hang qua dién thoai vao vong xoay mua hang cla ho.

Khi mot khach hang khong yéu cau phai gap mat trong quy trinh mua ban, dé la mét dau hiéu
tuyét vai cho thdy rang viéc &'ng dung cach ti€p thi qua dién thoai la hoan toan c thé. “Déi véi
khach hang, ching téi can than theo mét vai budc da dudc vach rd dé hi€u hanh vi mua hang
ctia khach hang trudc khi ching t6i thir thuc thi bat c hinh thic chién luge ban hang qua dién
thoai nao. Chuing t6i xac dinh rd, thay mat cho khach hang, cai gi khach hang clia ho yéu cau
trong sudt vong xoay mua hang Morrill, ngudi tin rdng mét cdng ty cé thé irng dung viéc tiép thi
qua dién thoai c6 thanh cong hay khong dugc quyét dinh bdi khach hang la ai va thoi quen mua
hang cua ho la gi.

Tai sao cdc coéng ty sir dung viéc tiép thi qua dién thoai

Trong nhitng chuong ti€p theo, ban sé dugc hoc nhirng dudng I6i ma cac cong ty st dung cac
chién lugc ti€p thi qua dién thoai thanh cong:

e Tiém kiém khach hang mai.

e Giam chi phi ban hang.

e MG rong pham vi kinh doanh.

e Xay dung cac méi quan hé t6t dep han véi nhitng khach hang hién tai.

e  Cai thién dich vu khach hang va/hoéc hd trg ki thuat.

e Quan ly nhitng don dat hang dén va xu ly thong tin.

B4t c* khi ndo mdt cdng ty (ing dung tiép thi qua dién thoai, d€ dat dén thanh cdng thi phai
phu thudc rat nhiéu vao doi ngli chuyén vién ti€p thi va ban hang qua dién thoai cd kién thurc,
ky néng, kinh nghiém dé€ ban hang va truyén dat thong tin mdt cach hiéu qua dén cac khach
hang tiém ndng bang cach str dung dién thoai. Dua trén nhitng nhu ciu cla moi cong ty, trach
nhiém cla mét ca nhan ti€p thi qua dién thoai sé rat da dang, vi vay s dung ding ngugGi va
dang ky nang la rat quan trong. Cu6n sach nay sé gilp cac cong ty xac dinh diéu ma nhitng
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Top Telemarketing Techniques

chuyén vién can va gilp ho hoan thién cac ky néng tiép thi qua dién thoai d€ hoan thién nhing
nhu cau dé mot cach ding dan.

Trong chugdng tiép theo, ban sé dugdc biét nhiéu han vé tiép thi qua dién thoai va nd dugc st
dung nhu thé nao trong cac cong ty. Chuong 3 tap trung vao cd hdi viéc lam va cac dudng l6i
su’ nghiép ma nhitng ai thich thi trong linh vuc nay cd thé theo dudi. Phan con lai cla cudn
sach nay tap trung vao viéc phat trién cac ky ndng ding dén va kién thirc can thiét dé tra thanh
mot ngudi ti€p thi qua dién thoai thanh cong, nhitng k¥ nang nay sé di véi ban su6t qua trinh
ban san pham/dich vu bang viéc sir dung dién thoai nhu' la mdt cdng cu ban hang dic luc.

DIALREC

#1 in Telemarketing & Call center

Addr: 43/4 Cong Hoa St, Tan Binh Dist, Ho Chi Minh City 13
Tel: (84-8)2.966.744 - Fax: (84-8)2.966.733 - Email: info@dialrec.om
Website: www.dialrec.com.




SUC MANH CUA TELESALES

Vao ngay 10 thang 3 nam 1876, & Boston, Massachusetts, Alexander Graham Bell sang ché ra
chiéc dién thoai dau tién. Vao thdi diém dd, khdng ai cé thé doan dugc rang cdng cu nay la 1
cudc cach mang khong chi trong thong tin lién lac, ma con ca trong kinh doanh. Ngay nay, hang
triéu ngerl str dung chi€c dién thoai nhu' la mét cong cu kinh doanh hang dau, du cho né dugc
dung dé ban hang, quan ly dich vu khach hang hay hd trg ki thuat, thu thap thong tin, hay dan
gian chi 1a lién lac v8i khach hang.

Chuong nay s& tap trung vao mot vai cach thirc ma ban cé thé bdt dau ('ng dung chiéc dién
thoai clia minh vao viéc kinh doanh mét cach hiéu qua hon, bat k& ban 13 trudng nhdém kinh
doanh, chuyén vién ban hang qua dién thoai, dai dién cham soc khach hang, hay la cht doanh
nghiép nho.

Tai sao lai &'ng dung Telemarketing?

Trong kinh doanh, chi c6 mdt s8 it cach d€ lién lac va ban san phdm cho khach hang:
e Ban c6 thé thuyét phuc ho dén van phong hay clra hiéu ban lé cla ban.
e Ban c6 thé€ ban san pham/dich vu thdng qua website (thuong mai dién tur).

e Ban cd thé gli (qua buu dién, fax, hay e-mail) cAc mau catalog va brochure ban
hang.

e Ban cd thé dén gdp nhitng khach hang tiém n&ng, dén gdp tiing ngudi dé ban
hang.

e Ban cd thé goi cac khach hang tiém ndng qua dién thoai.

Trir kha néng ngoai 1€ la khach hang c6 thé& dén van phong hay ctra hiéu ctia ban, thi mét trong
nhitng cach dé nhat va it ton kém nhat dé c6 thé lién lac véi khdch hang tiém n3ng va trién
vong théng la thdng qua chiéc dién thoai. TU van phong (hay vén phong & nha), ban cd thé goi
hang t4, c6 thé 1a hang trdm khach hang tiém ndng mét ngay chi véi muc phi cuc thap.

Thdi gian va chi phi tai chinh cho viéc gli nhitng cudn catalog va brochure ban hang cé thé hao
ton rat nhiéu, chua ké mdc phi I6n hon ta phai ganh khi dén gép tiing khach hang tiém néng
lan khach hang hién tai d& chao ban san pham. Vi du, di dén g&p tirng khach hang mét thi kéo
theo viéc di xe, di dén nha hay van phong clia khach hang tiém ndng, gap khach hang, va hy
vong ngudi cé quyén quyét dinh dang G do. Sau dd, ban phai dgi nguGi sé gap va noi chuyén
vdi ban, chao hang, tr§ ra xe, va bat dau lai cd mdt qua trinh dé vaéi ngudi khach tiép theo.
Trong mét vai trugng hgp, ban tham chi phai di may bay, thué xe, va c6 k& hoach & qua dém
trong mét khach san chi d& gdp moi ngudi khach hang ¢ thé 1a tiém ndng doé. Trong khi do,
ban ¢ thé goi dudc rat nhiéu khach hang tiém ndng, thay vi phai tén thdi gian tap trung cho
viéc g3p g8 dé ban hang cho chi mét ngudi.

St dung dién thoai, khong chi gilp ban tiét kiém dugc rat nhiéu thdi gian, ma chi phi ban hang
6 thé giam mot cach dang ké va cai thién ti 1& doanh s6 (con s6 doanh thu ban lam ra so vdi s8
lan chao hang). T quan diém cla ngudi ban hang, telemarketing chic chan cé hiéu qua trong
nhiéu trudng hgp ban hang; thém vao do, tir goc nhin cta khach hang, viéc dé cling kha tiét
kiém thgi gian. Sau hét, sé dé dang han rat nhiéu cho mét ngudi ban rén, chi can danh ra it
phit goi dién thoai han la chi€m hdn mdt khoang thdi gian nhéat dinh trong lich lam viéc cla
ngudi dy cho viéc chao hang vdi chi mot ngudi.
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Vi vdy, néu ban ban bat ky san phdm hay dich vu ndo ma cd thé dung dién thoai dé thuc hién
nhu 13 mot cdng cu kinh doanh chd yéu, thi telemarketing (outbound calling) chac chan sé rat
hiéu qua.

Tuong tu, néu san phdm/ dich vu cla ban ddi hdi phai gdp truc tiép khach hang, bdi khach
hang can phai thdy va thir qua truc tiép, thi chiéc dién thoai cé thé la mdt cdng cu b gia tri cho
viéc dinh hinh trugc vé khach hang tiém ndng va sdp x&p thdi gian bi€u cho budi gdp g&. Ban
s& sdm kham pha ra radng gan nhu bat cr doanh nghiép nao cé thé dugc Igi to 18n tir outbound
telemarketing d€ ddy manh ban hang va/hay giam chi phi lién quan dén viéc ban hang do.

Nhirng thudn Igi va trd ngai cua telemarketing

TU quan diém cta ngudi ban hang, nhitng thuén Igi tir telemarketing thi vo s8. Nhu ban d3 biét,
ban cé thé tiét kiém thdi gian va tién bac d€ lién lac dudgc vdi nhiéu khach hang tiém ndng “c6
chéat lugng”, han la ban st dung nhiing phuaong thirc ban hang va tiép thi khac. Mot diéu ich Igi
khac tir telemarketing 13 n ¢ thé dugc thuc hién & bat cir dadu. Ngudi ma ban goi dén khong
biét la khai ngudn tir mét van phong trén dai 16 Park & New York, van phong ciia mot ngugi nao
d6 & Topeka, Kansas, hay la mot call center I6n ndm & khu thuong mai Chicago.

C thé diéu trd ngai I6n nhat cla telemarketing la thi€u di sy’ giao ti€p mat ddi mét véi khach
hang tiém nang. S& khdng c6 su giao ti€p badng mat, khdng cd cai bét tay, khéng cd viéc thé
hién san pham (néu c6 thé &p dung dugc). Ban khéng thé dua ra san phdm clia minh hay minh
chirg thuc tién, cling nhu khéng thé stra cai gi d6 bi hu hong. Thay vao dé, ban chi dua vao
nhitng k§ ndng giao ti€p bang I5i dé truyén dat thdng tin vé san pham, tao khéng khi, va trién
khai hgp dong gilra ban va khach hang tiém ndng. (Diéu nay sé dudc giai thich chi ti€t han
trong chugng 5 va 6).

Vi vay, dua trén nhiéu nguyén nhan tich cuc cho viéc lién két telemarketing va telesales vao
chién Iugc ti€p thi va ban hang cho doanh nghiép cua ban, liéu ban cd nén bo nhitng phuong
thirc da dugc chirng minh cho viéc sinh ra Igi nhuan? Hoan toan khéng! Nhifng gi telemarketing
¢ thé€ 1am 1a cho phép ban tdng cudng doanh s8, song song Vai viéc gilp ban s3p xép va td
chirc cong viéc ban hang hién tai cGa ban. Vi vay, telemarketing nén trd thanh mot thanh phan
ctia nhiing két qua céng siic ban hang va ti€p thj ban d& lam. Ciing nén chl y rang chiéc dién
thoai cd thé str dung nhu mdt cdng cu cd gia tri d€ hoan thién han outbound cold calling.

Cold calling dugc xem la chién lugc hang dau khi lam telemarketing. Néi cach khac, ban cé
danh sach cta mét loat khach hang tiém nang va ho khong hé mong chd ban goi dén, thé la
ban bt dau goi dién thoai cho ho, va chao hang.

Daéi véi mot ngudi ti€p thi qua dién thoai chuyén nghiép, cold calling khong phai la chién lugc
hang dau. Thay vao do, ngudi cd tay nghé trong telesales thudng thich thuat ngilr “warm
calling” hon, bdi vi, trudc khi ho nhéc dién thoai, ho ¢ gang tim hi€u vé ngudi hay cong ty ma
sap stra goi dén. Vi thé&, khi nhan vién ti€p thi qua dién thoai that sy’ gdp ngudi dua ra quyét
dinh trén dién thoai, ho da biét khach hang tiém nang ay cé nhu cau va/hay mong muén da
dinh d6i véi san phdm/dich vu dudc ban. TU géc nhin clia nhan vién ti€p thi qua dién thoai,
khach hang tiém ndng that su “niém ng” (warm). Bay gi& la cdng viéc cla ban chi 1a di thang
vao van dé véi khach hang tiém néng va lam ho déng tinh réng san pham/dich vu la that su can
thiét, sé giai quyét dugc van dé, hay lap day khoang trong ma ho dang thiéu.

La nhan vién ti€p thi qua dién thoai, néu trong tim ban that su biét cai ma ban mang dén sé
gitp ich gi cho khach hang, nhung vi bat c ly do gi khach hang lai khong thdy dugc nhitng
diéu d6 qua cach thé& hién cuta ban, cd 1& ban nén chao hang lai hodc tim mot cach tiép can khac
thich hgp hon. Ty hdi ban than tai sao ngudi ma ban dang ¢ gdng d€ ban hang lai khdng hiéu
nhitng Igi ich ma san pham/dich vu cia ban mang dén. C6 chdng thdng tin nao dé ma ban
khdng nén néi ra? Co diéu gi d6 vé nhu cu clia khach hang ma ban khdng hiéu?
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Nhirng diéu cé thé va khéng thé qua dién thoai

Trong phan con lai cia cudn sach nay, ban s& dugc biét dén cai gi cd thé dugc lam dugc bdi
mot telesale chuyén nghiép. Dong thdi ban s& kham pha l1am thé nao d€ phét trién nhiing ky
ndng do cho chinh ban.

Khong can biét nganh kinh doanh hay loai hinh kinh doanh ma ban dang lam, chiéc dién thoai
6 thé dudc st dung nhu 1a mdt cdng cu dé:

e Tim ki€ém, xac nhan nhu cau, va ban san pham, dich vu cho khach hang mdi.
e Dem lai dich vu tét nhat cho khach hang

e Tiép tuc viéc kinh doanh vdi khach hang hién tai.

e Nhén ra van dé cta khach hang va stra déi.

e Thoa thudn véi nhitng khi€u nai cia khach hang, sau dé 1am ho chuyén thanh
nhitng khach hang vui vé vdi tiém ndang ban hang cao.

e Thic day cac méi quan hé va xdy dung niém tin gilta ban vdi khach hang va khéach
hang tiém nang.

e Thiét Iap nhitng cudc hen d€ ban san pham/dich vu (khi san phdm/dich vu khéng
thé& ban truc ti€p qua dién thoai).

e Quan ly nhitng cudc goi hd trg ky thudt dé khach hang cd thé sir dung san
pham/dich vu t6t hon.

e Tham gia vao cac cudc goi hdi nghi dé cé thé ti€p xic vi mot vai thanh vién cla té
chiic nao dd, ngay ca khi ho dang & bat cr dau. Bang viéc sir dung dién thoai, moi
ngudi trén khap noi cd thé tham gia vdi nhau cung chia sé suy nghi, y tudng, va
thong tin trong mot thoi gian thute.

e Ch&p nhan nhitng don dét hang miéng va I8y thdng tin thé tin dung dé chi tra. Dién
thoai khong thé dudc sir dung dé ky hgp ddng va/hay truc tiép nhan tién mat. (Mot
vai cdng ty cd thé nhan chi phiéu qua dién thoai. Lién lac vdi ngan hang hay co
quan tai chinh ctia ban dé biét thém chi tiét vé nhan chi phiéu qua dién thoai.)

Trong chuang ti€p theo, ban sé hoc vé nhifng ¢ hdi nghé nghiép ctia nhan vién telemarketing,
telesales chuyén nghiép, va nhitng dai dién cham sdc khach hang. T chuong 4 dén chuong 10
s8 gilip ban phat trién cac ky néng cla riéng ban d€ tré thanh mét nhan vién telemarketing
thanh cong.
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KIEM TIEN VOl NGHE
TELEMARKETING

Ban co thich ndi chuyén qua dién thoai? Ban cé thdy ban la mét ngudi hudng ngoai, thich gap
gG nhiéu ngusi mdgi? Ban co lac quan khong? Néu ban tra I5i “cd” cho nhiing cau hoi trén, thi
ban d& s& hifu trong tay nhiing tinh cach quan trong can thiét nhat dé trd thanh mot telesales
chuyén nghiép. Chugng nay chi ra nhiing cg hoi nghé nghiép san c6 cho ngudi lam inbound va
outbound telemarketing. R6i ban s& thay, day la mot trong it dang cong viéc ma khong doi hoi
ban phai cé bang cap hay thdm chi la bang dai hoc 4 ndm dé cd thé cé dudc mét cudc sbng
sung tdc. Gan nhu bat cr cdng ty ndo trén bat cr dat nudc nao cling ¢ thé kiém dugc Igi
nhudn tir viéc thué nhan vién telemarketing lanh nghé chuyén nghiép, du cho viéc d6 la dé tra
IGi nhitng cudc goi dén, ho trg ky thuat thong qua dién thoai, hay cold calling. Ngoai lam viéc
cho nhifng cbng ty cu thé, ta ciing c6 nhitng cg hdi viéc Iam & nhiing call center ddc 1ap (cac
cong ty quan ly hang ngan cudc goi dén va di moi ngay thay cho khach hang cua ho).

Cac dang céng viéc cua Telemarketing/Telesales

Khi ban nghi vé telesales, ban c6 th€ nghi téi nhiing ngudi thuc hién cac cold call d€ tang
doanh s6 ban hang. Do ciling dugc goi la outbound marketing. Bat c( ai lam viéc vé sales nén
U'ng dung chiéc dién thoai trong mot vai khia canh cong viéc cla ngusi d6 nham tiét kiém thdi
gian va tién bac. Ly tudng hon, bt cir moét ngudi ban hang nao cling cé thé dat ndng suét cao
hon néu ngudi 8y cd kha néng chuyén nhiing budi gdp g& ban hang bén ngoai trd thanh ban
hang trong nha bang viéc st dung chiéc dién thoai.

Gan nhu moi loai hinh kinh doanh déu dugc Igi tir telemarketlng biéu nay ma ra rat nhiéu co
hoi cho cac chuyén vién ban hang qua dién thoai. O cudi cia moi chudi cudc goi, ta sé cd vo s6
céc vi tri khdi dau ma dién hinh 13 ban san phadm/dich vu vdi giad thdp hon badng cach sir dung
cac chién lugc inbound va outbound telemarketing. Vi du, cé thé bao gdm ban céc s6 bdo dai
han hay dich vu dién thoai dudng dai dén khach hang. Nhitng dang viéc lam nay thudng tra
theo gi¢ hay chi (ing truGc mét khoang nhat dinh cla cdng viéc cé thé lam. Cong viéc cla
nhitng ngudi lam telemarketing va telesales day dan kinh nghiém thi cé thé gidi quyét nhiing
cbng viéc 16n hon, nhu 1a quang cdo, va cé thé mang lai cho Igi nhuén vé doanh s& cho ho. Mot
diéu tuyét vdi vé loai cdng viéc nay chinh la co hdi théng tién. Vi du, ban c6 thé bdt dau bang
viéc ban quang cao gia thdp cho mot t& bao cdng dong va hudng lugng theo gid. Cong viéc sé
gilp ban c6 va mai diia nhitng ky ndng ban hang c6t I6i cla ban. Qua thai gian, st dung chinh
cac ky ndng cbt 16i d6, cubi cung ban cd thé 1am ban c& quang céo tap chi quéc gia hay quang
cao trén mang Iugi truyén hinh, ngi ma kha nang ki€m tién cao han vi gia tri cta viéc ban hang
lGc bay giG sé cao han nhiéu.

C6 nhiéu dang cc hdi nghé nghiép lam viéc véi dién thoai cho cac nhan vién ban hang qua dién
thoai chuyén nghiép. MGt trong s6 cac nghé dy gém co:

Lam cho mot Call Center

Céng viéc nay thudng lién quan dén viéc ngdi lam trong mot phong I16n c6 chlra thé hang trdm
ngudi clng tra IGi dién thoai hay thuc hién outbound call thay mat cho khach hang. M6t call
center cd thé cd trong mot cdng ty I6n (nhdm hodc t8 chic) hay cd thé la mét cong ty chuyén
quan ly cudc goi cho nhiéu déi tugng khach hang.
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NhG rng dung nhitng cong nghé mdi nhat, cac cong ty ngay nay da tao ra dugdc nhiing call
center do. Thyc t€, nhitng nhan vién clia nhitng cong ty nay dang lam viéc & nha clia ho. Cac
cudc goi dén mét cdng ty dudc chuyén giao cho nhitng telesales chuyén nghiép & nhitng nai xa.
Mot call center ao lién két cac chuyén vién telesales dang lam viéc & nhitng ngi khac nhau
nhung cing mot cong ty, qua may tinh va internet.

Cong viéc & call center dugc xem nhu “Ngudi dai dién Call Center Inbound” hay “Ngugi dai dién
Call Center Outbound.” C6 nhiéu mirc dd cho céac vi tri nay, bt dau la mic db so cdp (mlic
luong thdp nhat) yéu cu trinh dd phd théng trung hoc, c6 kha nang doc viét. Theo nhu
Salary.com (www.Salary.com), vao thang 10-2002, quan diém Iuong c&n ban cho vi tri nay la
$23,179, vGi mot nlra s6 ngudi lam vi tri nay ki€m dugc trong khoang $20,664 dén $26,109.
Phan Ién céng viéc nay thudng dugc tra lugng don thuan ma thoi (nghia la khong cé tién
thudng va/hay tién hoa hong).

Vi tri Dai Dién Call Center cap do II (Outbound), theo nhu Salary.com, gébm cé goi dién thoai
dén khach hang tiém ndng ¢ sir dung I6i chdo hang da dudc chudn bi. Vi tri nay quang cdo va
ban san phdm hay dich vu. D€ lam vi tri ndy, ngudi d6 can phai cé bang cao ddng hay tucng
duang, cdng véi hai dén bdn ndm kinh nghiém trong linh vuc ndy cd thé dugc yéu cau. Nhitng
ai ndp don vao vi tri nay thudng dugc yéu cau ndm bat dudc nhitng khai niém, thanh thao, va
cac budc thuc hién trong linh vuc nhat dinh. MGt nguGi dai dién call center lam viéc dudi su
giam sat, bdo cdo vGi ngudi gidam sat hay quan ly. Mdrc luong cdn ban cua vi tri nay la $41,615
(cta thang 10-2002); mot nira s6 ngudi lam vi tri nay ki€m dugc khoang $35,440 dén $49,581,
theo Salary.com.

Vi tri Dai dién Outbound Call Center cap do III va IV trong mét call center cling chiu trach
nhiém thuc hién nhitng cudc goi dén khach hang tiém nang cé st dung I8i chao hang dudc
chuén bi san dé€ ban san phadm/dich vu. Dang c6ng viéc nay thudng yéu ciu bang cao dang
(hay tuang duong) véi 4 dén 8 nam kinh nghiém trong linh vurc nay. Ngugi lam vi tri nay s& bao
cdo vGi ngudi gidm sat hay quan ly tuy nhién ho cé thé cling lam trudng nhém va hudng dan
cdng viéc cho nhitng ngudi khac. Salary.com bdo cdo: “Yéu cdu mic dd sang tao va hiéu biét
rong”. Vi tri nay dugc tra luong can ban, cong vdi tién thudng va/hay tién hoa hong. Luong cdn
ban cho vi tri nay (thang 10-2002) la $68,234.

Vi tri ngudi giam sat Outbound Call Center cd nhiém vu quan sat nhan vién thuc hién cudc goi
dén cac khach hang tiém nang. Ngudi giam sat cd chiu trach nhiém cho hoat dong hang ngay
cta call center. Lam vj tri nay doi hoi phai co bang dai hoc cling nhu' vai ndm kinh nghiém va
kha& ndng quan ly ngudi khac. Mét ngudi gidm sét c6 thé dudc xem nhu 1a mét ngudi quan ly &
mic dd dudi trung binh trong mét t& chirc. Ho cb thé kiém tir $24,477 dén $87,874 (& bat c
dau), dua vao td chirc va mirc dd trach nhiém dudc giao.

Inbound Telemarketing

Day la cdng viéc it p luc vi né khdng bao gém viéc ban hang. N6i mét cach chung nhat, dang
cong viéc nay gom viéc tra I8i cac cudc goi dén, cung cap thong tin, ho trg khach hang, va/hay
nhan don dét hang, Ién cudc hen, hay x( ly cdc yéu cau dé 18y nhiéu théng tin hon. Chdc danh
thudng dugc goi cho cong viéc nay la “bai Dién Dich Vu Khach Hang”. Trach nhiém cla cong
viéc nay thudng bao gdm x& ly don ddt hang, chuén bi thu tlr, va dép (ng cac nhu cau cla
khach hang nham néng cao muc dd théa man clia khach hang. Yéu ciu cbng viéc cho vj tri nay
la t8t nghiép phé théng (hay tuang ducng). M6t vai cdng ty ¢ thé tim nhitng d6i tugng c6 kinh
nghiém lién quan. Cong viéc nay chd yéu la theo su chi dan va chi dao ban dau. Ngugi dai dién
Dich Vu Khéach Hang thudng lam viéc dudi sy gidm sat truc tiép. Theo Salary.com, ho ¢ thé
ki€ém tir $24,270 dén $41,943 (thang 10-2002), dua vao nganh kinh doanh va kinh nghiém cua
ho.

Outbound Telemarketing

Outbound telemarketing bao gom viéc goi dién cho khach hang tiém ndng va ban san
pham/dich vu qua dién thoai, lam nhitng nhitng nhém cudc goi, hay Ién lich hen cho nhén vién
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ban hang dé& ho gdp mét khach hang do. Luang cho cdng viéc nay rat da dang, bdi vi ngudi lam
cbng viéc nay thudng dudc tra cong theo nhiéu cach khac nhau (bang luong, tién hoa hdng,
hay/va tién thudng). Phan I6n quyén sach nay dé cap dén cdng viéc clia mét outbound telesales
chuyén nghiép.

C6 rat nhiéu co hdi nghé nghiép lam telesales, cho nén dé thanh cong trong linh vuc nay, diéu
quan trong dau tién la nhan biét nganh kinh doanh va/hay céng ty nao ma ban cam thay himng
thu. Piéu nay cho phép ban chon san phdm hay dich vu ma ban thét su tin tudng va dam mé
no. Ban cling can phai quyét dinh nhifng trach nhiém cong viéc ma ban mudn lam. Ban c6 cam
thdy thoai mai dé€ thuc hién nhitng cudc goi ban hang than thién? Hay ban thich tra I5i nhitng
cudc goi dén hon (vi du nhu x{r ly nhitng cudc goi vé dich vu khach hang) va khéng can phai
ban hang gi ca (inbound telemarketing)?

Luong béng

Nhitng nguGi lam trong linh vuc telesales dugc trd cong khong theo 1 khung lugng nhat dinh,
ma dua trén nganh kinh doanh ma ban lam, vi tri ma ban dang gilr, trach nhiém nghé nghiép,
kinh nghiém lam viéc trudc day cla ban, va ca vi tri dia ly.

Cach thdc phé bién nhat dé€ tra cong la dua luong thdng. Nhan vién dudc tra trudc gid ¢6 dinh
theo gid hay theo tudn cho mét s6 gid déc biét. Trg cp cb thé cé hay khdng, tuy thudc vao
doanh nghiép. Hau hét nhitng cdng viéc telesales & vi tri khéi diém thudng dudc tra theo giG va
khdng co tién hoa hdng. M6t vai nguGi chi nhan thic dugc rang tién thudng ciling la moét dang
tra luong cho cac telesales chuy@n nghiép. Tién thudng cd thé la mic luéng san hay phan trém
ctia doanh s6. Vi du, tién thudng co thé la muc tiéu ban hang dugc xac dinh trudc. Tién thudng
dugc mang dén dya trén cd s moi lan ban hang. Vi du, la mét ngudi la outbound
telemarketing, ban sé ki€ém dugdc 10 d6 mét giG, cong vdi 1 d6 tién thudng cho mai lan ban
hang thanh cong.

Nhiing vi tri telesales & cap do cao, luang clia ho bao gém tién cong va tién hoa hong. Tién hoa
hdng dudc tra dua trén phan trém dugc xac dinh trudc cla tdng doanh s8 ho ban. Ti s6 tién
hoa héng ban kiém dugc s& bién ddi rat nhiéu, né phu thudc vao nganh kinh doanh, cdng ty va
san pham/dich vu ma ban ban. Mdt vai ngudi ban hang cling dugc tra théng qua sd du. Nghia
la mét khi ban c6 dugc mét khach hang mdi, ban ti€p tuc nhan tién hoa hong trén tat ca nhirng
doanh s6 ban lai cho trong sudt qua trinh 1am viéc vai khach hang do. Diéu nay cé thé rat co Igi
cho ngudi lam telesales.

Nhing ngugi lam telemarketing dugc tra hoan toan hay mot phan tién hoa hong dua trén kha
nang kiém tién cta ho. Ho cang lam viéc cham chi va kifm dugc nhiéu mGi ban hang, thi mirc
thu nhap cla ho s& cang cao. D&i véi nhitng chuyén vién telesales (khdng & cp db khdi diém)
thi thudng ho dudc tra téng cdng tién luang, tién thudng va tién hoa hdng cuing mét luc. Ban
cang ¢ nhiéu kinh nghiém, ban cang c6 thém sifc manh dé thoa thuén véi ngudi chu khi ban
tim cong viéc telesales.

Tuy nhién mdt dang khac cuia viéc tra cbng la “(ng trudc” trdi ngude vai trd luong thdng. Khac
VGi tién luang, tién (ing trudc phai tra lai cho ngudi chu, dya trén tién hoa héng ma ban s& ki€ém
dudc trong tuang lai. Vi vay, néu ban dugc Ung trudc 100 d6 mot tuan, va moi lan ban hang
ban dugc 10 dbi, thi ban can phai cé 10 ndi ban hang moi tudn thi mdi cé thé bu dugc tién (ng
trudc cla ban. Néu lugng doanh thu ban ki€Em dugc han con s6 10 ban dau thi s6 tién do la cla
ban. Néu doanh s6 ctia ban 1a 12, ban kiém dugc 120 d6 cho tuan do. Tién (ing trudc cd thé tra
lai hodc khong. Chung la tién (g trudc dugc ngudi chu tra cho doanh s6 trong tuong lai cua
ban. Tién &ng trudc khong hoan trd cé nghia la ban tra lai tién (’ng théng qua doanh s6 ban
ban qua thai gian, nhung néu ban nghi viéc hay cham dit céng viéc, thi ban khong ng gi cua
ngudi chl nifa. Tién (ng trudc cd hoan tra nghia la ban sé ng nguGi chi mot s6 tién néu nhu
ban khong bu dudc tién (ng trudc vé mat doanh s6. Vi du, dau tuan, néu ban dugc tra 100 d6
va ban hudng 10 d6 cho moi lan ban hang, nhung tuan dé ban chi c6 7 lan ban hang (kiém
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dugc 70 do), thi ban phai tra lai 30 d6 tién (ng trudc cho ngudi chu. Dién hinh 13 viéc nay sé
dugc tinh vao moi thang, moi quy, hay nfa ndm mat lan. Muc dich cla tién (ng truGc nhdm
lam cho nhan vién duy tri mdc thu nhdp thudng xuyén ma ngudi dé cé thé thuc hién, thdm chi
cho nhitng tuan cham chap khi it hang dugc ban hon. M6t vai ngudi chil sé dan do trong khoan
tién (ing trudc ma ho tra cho nhan vién dé chic chan réng ngudi d6 s& khdng bi ng qua nhiéu.

Dadi véi nhitng nguai telesales chuyén nghiép, thi viéc tra cong hoan hdo gom co luang, cong
V@i tién thudng va tién hoa hong. Tuy nhién, d6i v8i mot nguGi that su tu tin vao kha nang ban
hang cla ho, thi mét vi tri dugc trd luong dua trén tién hoa hdng thuan tay co thé Igi hon, bdi
vi nguGi chl thudng tra tién hoa hdng cao han nhiéu cho vi tri nay (cht yéu bdi vi né hau nhu
khong co rli ro cho nguGi chu, nhung lai rui ro cao cho nhan vién). Trudc khi lam céng viéc
telesales hudng luong hoa hdng thuan tly, ban phai chdc chan rang ban ¢ kha nang phat sinh
nhi*ng ngudn ban hang can thiét d€ ki€ém madt khoan thu nhap hdp ly. Nén nhé rang, cho dén
khi ban thiét 1ap mot mdi quan hé khach hang, nd co thé tdn vai tuan hay thdm chi 1a vai thang
dé€ bat dau tiép can vai cac méi quan hé I6n han. Vi vdy, thdi gian ban dau s& khdng co thu
nhap, mac du ban lam nhan vién chinh thirc. Cho du ban la m6t nhan vién ban hang co tay
nghé cao, thi cach t6t nhat d€ bat dau cong viéc telesales la géi tra codng bao gdm c6 it nhat c6
khoadng luang nho. V6i su' chap thudn cla ngudi chl, ban cé thé lubn ludn chuyén sang goi tra
tién hoa hdng thuan sau khi ban da thich nghi vGi cdng ty méi va doanh s6 cla ban bat dau
sinh rong ra.

MGt diéu quan trong |a ban phai suy nghi that can than vé chuyén tra cong trudc khi ban dong
y lam bt cr cdng viéc nao. Ban can phai chac chan réng, it nhat, ban sé cé thé tra cac khoang
chi phi cd nhén tdi thi€u ngay tir khi bdt dau l1am viéc, sau dé xac dinh rdng cdng viéc nay cubi
cung c¢6 cho ban khoang thu nhap kha thi ma ban mudn dat dugc trong muc tiéu tai chinh.

Néu ban dong y lam cong viéc telesales ma chi tra 10 d6 mot gid, khdng cd tién thudng hay hoa
hong, tly theo s6 giG ban lam viéc thi dé la khoang thu nhap cao nhat dugc xac dinh trudc ma
ban cd thé kiém dudc trong mot ngay. Tudng tu nhu' vy, néu ban dugc tra Iucng, cdng vdi tién
thudng va hoa hong, ban can phai tinh toan kha nang kiém tién it nhat va nhiéu nhat cta ban.
Mét diéu ban nén lam 1a trao d6i véi nhitng ngudi lam cung vi tri (Iam cung cdng ty) dé c6 dudc
khai niém xac thuc nhat vé kha ndng kiém tién cua ban.

MUrc phi sinh hoat, co trén trang web Salary.com, Ia mét cong cu hitu dung gilp ban lén két
hoach cho ngan quy ctiia minh, xac dinh kha nang ki€m tién, va so sanh cai ma ban dugc cho vé
khia canh tién lugng so véi nhitng cai khach trong nganh kinh doanh ctia ban va trong vi tri dia
ly da dugc tra chua. Tim thém thong tin trén trang
swz.salary.com/CostOfLivingWizard/layoutscripts/coll_start.asp.

So6 gid lam viéc ban mong mudén

Lich lam viéc cla ban sé& phu thudc vao loai cong viéc telesales ma ban lam. Nhitng cong viéc
trong linh vuc nay cd thé lam toan thdi gian hodc ban thdi gian. Dua trén moi cong ty, ban ¢
thé dudc chon ca lam viéc, vi thé cac ca séng, chiéu, tdi, va cudi tuan, cho ban su linh hoat rat
cao. Va cling nhiéu cong viéc dua trén nhu cau cla ngudi chd. Vi du, néu ban lam viéc & East
Coast nhung ban phai ban hang cho nhiéu ngudi & West Coast, ban khdng thé hen gap dén 11h
trua theo gi cla ban, vi vdy ban c6 thé lam viéc dén 8h t8i (EST). BSi hau hét cac vi tri
telemarketing déu dua trén tiéu chi khuyén khich, ban cang ban dugc nhiéu, ban cang ki€ém
dugc nhiéu tién. Vi vay, s6 gid lam viéc moi ngay, tuan, hay thang sé truc ti€p anh hudng dén
kha nang kiém tién cla ban. Tuong tu, cai ban lam trong khi ban dang lam viéc ciling s€ anh
hudng dén muc luong cd ban cla ban than ban. Vi du nhu khi cong viéc cta ban la outbound
telesales, néu ban khong goi dién thoai dén khach hang, thi ban sé khong co tién.

Trong nhiéu dang c6ng viéc telesales, ban c thé quan ly thu nhdp cla minh, déc biét néu nhu
c6 tién hoa hong hay tién thudng khuyén khich la mot phan cla lugng. Thut chat, cho du ban
dang lam cho mot cong ty, nhung khi ban cé kha nang kiém dugc tién hoa héng hay tién
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thudng, lic d6 ban trd thanh ngudi chd cta chinh minh va c6 thé xac dinh thu nhdp cla ban
dua trén mdrc dé chdm chi trong cong viéc ciia minh.

Nhirng yéu cau Ky Nang

Cé rét nhiéu k ndng can thiét dé lam telemarketing/telesales. Tuy nhién, d&€ lam & vi tri khéi
diém, thi cling can phai c6 mét vai diéu kién tién quyét. Cach tét nhat dé€ tim viéc Iam 13 tim
ki€m trén cac rao vat cho cac vi tri telemarketing, dich vu khach hang, va telesales. P& xem
dugc nhiéu mau quang cdo cling mét lic, ban cd thé vao trang web lién quan dén cong viéc,
nhu The Monster Board (www monster.com), va lam mot cudc nghién cru vé nghé nghlep boc
cac mau quang cdo thét can than. Xac dinh nhiing ngu’dl quan ly dang tim ki€ém cai gi va so
sanh k¥ ndng, tinh cach, hoc van 1an kinh nghiém trong moi mau quang cao.

DuGi day 1a mot vai mau quang cdo tim nhan vién 1am telemarketing, dich vu khach hang, va
telesales. Dang lam ndi bat béng chif in ddm la mét trong nhiing k§ ndng chu chét va/hay tién
quyét ma moi céng ty tim kiém. Bay la nhitng mau quang cado that. Tén cong ty va thong tin
lién lac d& dugc xda hay thay ddi. Nhu' ban sé thdy, c6 mét vai quang cdo mé ta chi tiét hon
nhifng mau quang cao khac.

M3u quang cao 1: Vi tri Telemarketing

Telemarketing & call center Fast growing New York City Business-to-Business dang tim ki€m nhan vién
kinh doanh nang dong co kinh nghiém. Ching t6i dang tim nhCrng ca nhan yéu thich viéc lam tang thu
nhap bang cach chuyén goi dién thoai (goi dién thoai lién tuc va tép trung). Céng viéc cta ban la dai
dién va ho trg khach hang trong cac chién dich kinh doanh va marketing bang cach thiét 1ap cac cudc
hen vdi nhitng khach hang tiém nang.

KHONG POI HOI KY NANG BAN HANG! Chi can ban du ki néng xéc dinh dugc nhitng khach hang
tiém nang hodc xac dinh dugc nhiing cudc hen ban hang théng qua mét chudi nhitng cau héi va tra IGi
dai tugng tiép thi san.

Chung toi tim nhitng (ng vién nang ddng, kha ning dién dat t6t qua dién thoai, c6 ki ning
thuc hién nhirng cold call lién tuc va sang tao trong giao tiép. Ban phai ¢ kinh nghiém
trudc d6 vé telemarketing hay cach khai thac cudc goi. Kinh nghiém vé kinh doanh, cd kién
thirc vé internet/IT la mét Igi thé. Ban phai cam thdy dé chiu thuc hién nhirng cold call tir cac
danh sach soan san cia ching toi, sang tao trong I6i noi, 1dy thong tin vé ai la ngu'Gi quyét
dinh va lam viéc véi nhirng “ngudi gac cdng”.

Chung t6i trd cong viéc trén mic luong trung binh cho chuyén vién gém cd lugng, tién thudng, hoa
hong.

Céc vi tri TOAN VA BAN THOT GIAN c6 9-5 tuan lam viéc. Chlng toi c6 mdi trudng chuyén nghiép,
thodi mai va cé giG lam viéc linh hoat phti hgp véi nhu cdu cla ban.

M3u quang cao 2: Vi tri Telemarketing

Tuyén dung ngay lap tirc!
Can tuyé&n ngusdi cho hai vi tri telemarketing/nhap di liéu vé& chdm sdc stic khde:

1. Vi tri lam toan thdi gian: Th(& hai 11.00-19.30.; Th& ba — Thr ndam va luan phién Th{
Bay/Chu Nhat 12.00-20:30: 40 gid.

2. Vi tri lam béan thoi gian: Thr hai11.00-15.00; Th& tv — Thi bay 16.00-20.00: 20 gid.

Néu ban la nguGi nhanh nhen; cé nghi luc, thodi mai, va thich tha trong viéc “md rong thé gigi” vé
chuong trinh Medicare méi sap dugc tung ra thi trudng véi con s tang trudng cla New York Nursing
Homes; hay gui cho chiing t6i don xin viéc cla ban!

Nhiing (fng ctr vién dat yéu cau:
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Co6 kha nang tu khéi dau cong viéc.

An néi lru loat.

Biét lang nghe.

T6 chirc cong viéc tot.

Thong thao vi tinh: vd. Microsoft Office (Word, Excel, PowerPoint, Access).

Than thién/hoa dong.

N o un s W N

Tap trung cao do.
8. Tac phong chuyén nghiép.

Co kinh nghiém trong linh vu'c cham séc sirc khée, ban hang, va/hay nhu cau caa phu nir
16n tudi la mét Igi thé.

Luang: Toan thdi gian: $25,000.00 cong vdi phic Igi day da
Ban thdi gian: theo ti I& ($12,500.00)

Mau quang cao 3: Vi tri Telesales

Cong ty ABC, chuyén cung cdp nhiing giai phap vé Web hosting, dang tim ki€m nhitng &ng vién
telesales chuyén nghiép tham gia vao ddi ngli ban hang dang trién khai & thanh ph& New York. Néu
ban c6 kinh nghiém ban hang hay ban hang qua dién thoai, kién thirc vé internet va co
bang dai hoc, thi ban s& tim thdy mdt cong viéc that su’ tha vi va dudc tudng thudng xing dang &
ABC ngi ma thu nhap tugng xirng vdi kha nang va su phan dau cla ban than. ABC mang dén:

e  M(rc luang cdn ban canh tranh.
o Tién hoa hdng hap dan.

Nhitng ngudi hudng dan cé chuyén mén cao.

bugc tra tién dao tao.

e Vi trithuan tién & trung tam.

Vi vay, néu ban hirng thi trong viéc gilp dG cac cong ty nho tao ra trang web cla riéng ho dong thai
khai dau su nghiép va ki€m thu nhap cho minh, hay lién lac véi ching téi ngay.

M3au quang cao 4: Vi tri Telesales

Outbound Telesales luang trén $40,000

Ngi lam viéc: Torrance, CA

M6 ta cbng viéc: Chuyén gia Telesales! Mt cong ty trong nudc dang tim ki€m nhiing (ng vién c6 tay
nghé trong viéc ban may vi tinh. Ung cir vién ly tuéng la ngu'di cé tir 3-5 nidm kinh nghiém
trong linh vuc outbound telesales.

Tién hoa hong cong thém rat thoang! Hay gli h sc clia ban dén cho ching téi ngay!

Mau quang cao 5: Vi tri Telesales

Luong: $25,000dén $40,000/ndm
Vi tri: Nhan vién, toan thdi gian

M6t t8 chiic tha vi, dang phat trién thanh mdt t6 chifc tim ¢ quéc gia 6 Westwood, California tim
ki€m mot chuyén vién cho vi tri Telemarketing Sales.

Phong Bén hang clia chiing tdi ti€p tuc tin tudng vao su’ phét trién to Idn clia minh. D& hd trg su téng
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trudng nay, hién tai ching t6i dang danh co hdi nhitng ca nhan phu hgp.

Yéu cau/Ky nang: tinh chat nhiém vu, cong viéc dugc giao va trach nhiém:

Pat nhirng han ngach ban hang d6i véi nhirng khach hang then ch6t dudc giao.

Hinh thanh va phat trién kinh doanh véi danh sach cac khach hang da cé va
nhitng khach hang tiém nang mgdi.

Nhan ra nhifng yéu ciu ciia khach hang va giai quyét bing viéc st dung nhiéu
loai hinh dich vu va san pham.

Quan ly khach hang chuyén nghiép va toan dién.

Quan ly hiéu qua su mong dgi cua khach hang lién quan dén chirc nang cia
dich vu, phan phdi, va thuc thi.

Trinh d6 chuyén mon:

Ky ning dién dat qua dién thoai.

Kha ning lam viéc véi cac khach hang tiém ning 1an khach hang hién tai.
Co k¥ nang lanh dao t6t va dua ra ké hoach chién lugc.

Hoa dong va giao tiép tot.

Tich cu’c, nghi lu'c, nhiét tinh, cam két lam viéc thém khi can thiét.

Pua ra sd sach ghi chép vé outbound telesales.

S dung vi tinh thanh thao dac biét vé Microsoft Office.

Kién thirc vé ACT.

it nhat 5 ndm kinh nghiém.

Chung t6i dang budc sang ndm th( 5 vdi nhitng thanh tich kinh doanh thanh cong ruc rG trén thi
trudng. Ching téi cd hon 150 nhan vién véi mic luang canh tranh bao gom bao hiém y té&, nha khoa,
nhan tho va thuong tat vinh vién, k€ hoach 401(k), k€ hoach chia sé Igi nhuan, cd h6i nhan tién
thudng, tra 12 ngay nghi le, va ngay nghi phép.
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THONG DPIEP BAN HANG DUNG
DAN LA DPIEU THEN CHOT

Kha ndng nhan biét nhitng khach hang tiém ndng t6t nhat, chuyén thdng diép dén ho sao cho
that hiéu qua, va k¥ nang quan ly thdi gian cla ban sé lién quan truc ti€p tGi con sé doanh thu
cla ban. Ban cang goi dugc nhiéu ngudi thi cang ban dugc nhiéu hang. Ban cang xac dinh dugc
ngudi ma ban goi dén nhu thé nao, thi ti 1€ goi ban dugc hang ctia ban cang cao.

Gid day, ban nén hiéu telemarketing that su' 1a ci gi, hi€u lam thé& nao cdng ty cla ban kiém
dugc Igi tir si'c manh cua cong cu kinh doanh nay, va cé kha ndng xac dinh nhiéu cach két hop
telemarketing vao trong nhiing qui trinh ban hang va marketing ctia cong ty ban.

Biét réng thdng tin nay 1a budc dau tién dé lam telemarketing thanh céng, nhung con nhiéu
diéu khac ban can phai lam trugc khi nhac dién thoai Ién goi! Ching ta sdp sira kham pha tinh
quan trong cla viéc trién khai mot théng diép ban hang ding dén cho nhitng khach hang tiém
nang cu thé€, nhitng ngudi ma ban sé& lam telemarketing véi ho. Ban sé& cé sé thanh céng hon
néu nhu xac dinh trudc mot théng diép that hiéu qua sau dé xac dinh cach ti€p can tot nhat vai
khach hang ti€m nang ctia minh.

Trong chuong nay, ban sé kham pha:
e Lam sao dé vach rd thong diép ban hang cho cdng ty ctia ban.
e Lam thé& nao dé tao mét théng diép phu hgp cho viéc truyén dat qua dién thoai.
e Lam thé& nao dé xac dinh nhithg muc tiéu telemarketing ctia cong ty.
e Meo dé xac dinh ngudi nghe muc tiéu.

e Cac chién lugc da dugc minh chling trong viéc can xing gilra théng diép ban hang
vGi nhu cau cua khach hang tiém nang.

o Nhiing ggi y dé tao dugc su chu y tir khach hang va gilt trang thai cha y dé.

e Lam thé nao dé xac dinh trudc nhitng khé khdn ma ban sp phai cham tran.
Khi ban chuén bi khdm pha, viéc trién khai théng diép ban hang hoan hao cho nhiing san
pham/dich vu ma cong ty ban mang dén la diéu tién quyét. Tuy nhién, thdm chi & véi mot
théng diép dung d&n, ban van phai hoan thién viéc truyén dat va hiéu rd khéng chi vé san
pham/dich vu clia ban, ma con nhu cau cta khach hang tiém néng.

Khong may la khong c6 con dudng tat nao khi ban muén trg thanh 1 telemarketer thanh cong.
Céch tiép can ding dén ma ban cé thé dé dang thuc hién dugc:

e Kiém khach hang mgi va duy tri quan hé véi khach hang hién tai.
e  Cai thién doanh s6 manh mé.

e (Cai thién cac madi quan hé khach hang cta cong ty.

e Tang cudng danh ti€ng va hinh anh clia cong ty.

e Tang Igi nhuan cho cong ty.
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Tuy nhién, néu ban gay ra nhirng sai Idm nhu viéc chon céch ti€p cén sai, khdng hiéu cadc muc
tiéu, hay ¢6 géng chon nhitng con dudng ngdn han, ban cé thé phai gép hét su' khé chiu nay
dén su kho chiu khac khi ban thuc hién nhitng cudc goi, vi du nhu vi khach hang xa lanh ban,
huy hoai ti€ng tdm cla cong ty, va ton nhiéu thai gian, tién bac, lan cong sirc mét cach vo ich.

Thong diép ban hang cua céong ty ban la gi?

TU quan diém cla ngudi lam telemarketing, day 1a mét cdu héi hdc blda. Néu ban sir dung di st
dung lai cach chao hang cho moi khach hang tiém nang, ban sé that bai. Diéu ban muén la
truyén tai thong diép tat ca nhiing Igi ich cla san pham/dich vu mét cach nhanh chéng va dé
dang, dong thdi 18y dugc niém tin cia ngudi ma ban dang ndi chuyén, thi ban phai thay ddi
cach chao hang véi nguGi ma ban dang ndi chuyén.

Nhu cau va mong muén cla khach hang tiém ndng la gi? Lam thé nao ma cai ban mang dén
gilp ich cho ho? Muc tiéu va mdi quan tam cla khach hang la gi? Hay quén cai ban mudn & két
qua cla cudc goi (lugng hang héa ban), va hdy xem xét cai ma ban mang dén dap ung Igi ich
cho mai ca nhén khach hang tiém ndng. Cach ti€p can ban hang theo phuang thirc cat banh,
nhu cach ma ban chi dan gian 13p di 13p lai cach chao hang hét [an nay dén lan khac ma khong
6 su stra d6i, thi c6 thé s& khdng dat dugc hiéu qua ma ban mong mudn.

Khi ban chudn bi thdng diép ban hang tdng quan ma ban mudn truyén tai, ban phai hi€u mét
diéu réng: Khach hang tiém ndng dang tiém kiém Igi ich v& mat kinh t&! Du cho ban tiép thi qua
dién thoai cho mét cd nhan hay mdt céng ty, ban phai hiéu réng ngudi & dau day bén kia ludn
lubn quan tam dén:

e Tiét kiém tién.

e Tang Igi nhuan (ki€ém thém nhiéu tién).

e Giam chi phi.

e Nham vao nhiing van d& va mdi quan tam khac.
Néu ban ddng y diéu nay l1a mot su’ that hién nhién, ban cé thé bat dau trién khai mot théng
diép ban hang cd su' chd tdm vao muc tiéu chinh yéu cta khach hang. Trudc khi bat dau thao
ludn vé cai ma cong ty ban cd thé mang lai cho khach hang, hay bat dau vdi nhitng 16i ggi y
théng minh, thi it nhat ban phai hi€u nhitng diéu can ban vé& khach hang tiém ndng la ngudi
nhu thé nao va ngudi dy dang kinh doanh trong linh vuc gi (néu ban ti€p thi qua dién thoai dén
cong ty khac).

Khi goi dién thoai dé tiép thi dén cac cong ty, thi ngay trudc khi nhic dién thoai 1én, ban nén
biét rd cau tra IGi cho nhitng cau hoi sau:

e Nganh kinh doanh cua khach hang tiém nang?

e Nhitng doi thu cta khach hang tiém nang?

e Khach hang tiém ndng cla cong ty ban ki€m tién bang cach nao?
e Nhitng thach thirc ma khach hang tiém nang dang phai doi mat?
e Khach hang tiém ning clia ban mdi ngay quan tam vé céi gi?

Néu ban goi dién thoai dén ti€p thi cho cac ca nhan, ban s&é mudn biét nhitng thong tin tucng
tu’ vé cac khach hang tiém nang, bao gom thém cau tra 1Gi cho nhiing cdu hoi sau:
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e Ban ¢ thé chi ra va gidi quyét nhitng van d& hay mdi quan tdm nao cho khach
hang?

e Lam thé& nao ma san phdm/dich vu ctia ban gitp khach hang kiém thém va tiét kiém
tién, giam stress, hay giai phdng moét maéi lo ngai nao dé?

Thong diép ban hang cla cdng ty nhat thiét phai chi ra dugc nhitng van dé va tap trung day
manh nhitng Igi ich ma san pham/dich vu cta ban mang lai cho khach hang. P& thuc hién dudc
diéu nay, diéu quan trong la ban, moét chuyén vién telemarketing, ban biét rd ban dang ban cai
gi. Ban cling phai biét su’ canh tranh cua riéng ban va c6 kha nang truyén dat ly do tai sao cai
ma ban dem lai cho ho la mét su lua chon t6t hon.

La mot chuyén vién telemarketing, diéu quan trong la phai that sy tin tudng vao cai ma ban
dang ban. Chi khi d6 ban mdi thanh that, tu tin va dudc tin tudng khi ndi chuyén vdi khach
hang. Néu ban khéng tin vao diéu ma ban ndi, thi nd s& dudc thé hién rat rd rang trén dién
thoai va ban s€ nhanh chong bi mat uy tin. Khi ban nghi vé mét “nhan vién kinh doanh” thi hinh
anh c6 thé dén trong dau ban la mét ngusi néi rdt nhanh cling nhu' khdng thanh that va tham
chi la gia d6i. Bay la hinh anh khudn mau ma ban hoan toan khéng mudn truyén tai.

Gi& day ban cé su' hi€u biét nén tang vé nhitng nhu cau théng diép ban hang cla cong ty can
phai co, thi hdy b3t dau trién khai mot vai y tudng cho nhitng budi trinh bay san phdm. Mét khi
da tao thong diép ban hang hoan hao, thi chudng ngai vat ti€p theo la gilt khach hang trén dién
thoai du 1au d€ ban trinh bay cho ho.

Nén nhd rang khéng ai mudn mua mdt cai gi dé ma khéng co su chil ddng. Ai ai cling thich thd
khi thuc hién dugc mét vu mua hang khon ngoan. Hay lién tudng cam giac khi ban mua dugc
mot mon hang sau mét cudc tra gia chat vat ¢ clra hiéu. Hau nhu moi ngudi déu rat hirng thu
khi ho khoe véi ban bé va ngudi than vé kha nang tra gia cta ho, diéu dé da tao ra “marketing
truyén miéng” trong nhiéu ngudi va lam tang thém doanh s6 cho cong ty.

Khi ban trién khai viéc trinh bay san phdm cho cdng ty ban, diéu quan trong d6i véi khach hang
la ho phai nhan thdy dugc gia tri cla cai ma ban dem lai cho ho. Néu ngugi d6 khong thay dugc
gia tri cia mon hang, thi ban chua thuc hién viéc ban hang t6t dugc, ban s& bi mat khach hang
hodc phai tim cach dem hét no luc c6 thé dé xda di nhitng dinh kién cling nhu méi lo ngai cla
khach hang dé. La mét chuyén vién telemarketing, cong viéc cla ban la tao ra nhitng gia tri
nhén thdy dugc cho san phdm ma ban dang chao ban.

Ludn ludn cu thé! Khi ban dang nédi chuyén dién thoai, khdch hang sé khdng thé thdy ban, chinh
lic d6 ban dang dung I18i ndi ctia minh d€ ban pham/dich vu. Vi vdy, khi ban néi chuyén trén
dién thoai va mé ta cai ma ban dem lai cho ho, diéu quan trong la thong diép ban hang cla ban
phai ('ng dung ngdn ngir mo ta rat cao, chinh diéu dé lam cho cai ma ban chao ban trd nén thu
vi, song dong va I6i cudn hon. Tuy nhién, si dung ngon nglr mi€u ta thi khong giéng nhu sl
dung ngdn ngi phdc hdp hodc qué nhiéu biét nglr ky thudt dé réi cudi cung lam cho ngudi
nghe thay ling tang, that vong hay chan nan.

Mét phan clia qud trinh chuén bi phai bao gdm ca viéc tao ra mét bang liét k& nhitng viéc nén
lam cho tat ca cac cudc goi. Liét ké nhitng diém ban hang, ghi ch quan trong, va/hay ban thao
that su vé cai ma ban dy dinh ndi trén gidy (hay trén may tinh).

Mot diéu khéng kém phan quan trong déi vdi khach hang cla ban la ho nén biét rang rét cudc
ho dang mua méi quan hé v8i ban trudc, va sau d mdi 1a san pham/dich vu ma ban that su
ban. Vi thé, trdch nhiém cla ban la bdt dau xay dung mdi quan hé t6t véi khach hang ngay tir
budc khdi dau.

V@& cd ban, ban s& kham pha ra rang mdi quan hé giita khach hang va ngudi dai dién ban hang
la diéu then chét dé€ dat dugc mot viéc ban hang va nhitng méi hang tiép theo. Ngudi mua gén
li€n v&i ngudi ban, nhitng ngudi ma cho ho dich vu tét nhat, quan tam dén ho nhiéu nhat va la
ngudi chi ra nhitng nhu cau ca nhan clia ho. Nhan vién ban hang va ti€p thi qua dién thoai hang
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dau dua ra nhitng IGi noi con gia tri han ca IGi hlra; cung cap dich vu tuyét vai va sau do la ban
hang; va mang dén cho ho nhiing dich vu tdng thém gia tri cho ho.

Giao tiép qua dién thoai

Telemarketing cd thé x€p ngang vdi viéc nhan vién ban hang truc ti€p trinh bay, tuy nhién, khi
ban sir dung chiéc dién nhu la cong cu ban hang, ban khong hé cé su giao ti€p truc quan trong
viéc ban hang clia minh. Khach hang khéng thé thdy hay cham dudc vao bat cl céi gi ma ban
sap slra ban. Vi thé&, ban ndi céi gi, ban noéi nhu th€ nao, va cdm xic cling nhu sy’ manh liét
trong viéc truyén dat giong ndi clia ban trd nén rat quan trong.

DE trd thanh mét telemarketer thanh cdng, ban can phai c¢6 khad néng giao tiép t6t bang I5i ndi
va ciling phai thdng subt nghé thuat 1ang nghe. Mot cudc goi ban hang ly tudng nén bao gém
nhitng budc sau:

e MG Idi chao hoi.
e D3t cau hoi.

e Tang thém su hi€u biét vé khach hang tiém nang: Ngudi &y dang & dau? Cai nhin
clia ngudi dy vé tuong lai?

e L3ng nghe nhiing gi ma khach hang ndi, va nhan xét clf chi hanh dong clia ngudi
ay.

Ghi chd lai, nhung ludn luén dé tdm. Ban s& mudn nhé chinh xac ci ma khach néi
trong moi cudc dién thoai.

e Chuén hda nhu cdu cla khach hang.

e Lap lai mot vai cdi ma khach hang da ndi véi ban nhdm minh ching cho su’ am hiéu
cla ban.

e B0 qua nhiing dinh ki€n hay maéi lo ngai ciia khach hang.

e Dua ra giai phap cta ban cho khach hang vé nhu cau va van dé cda ho.
e Tao ra tinh huéng ca hai cling thdng.

e Mang dén thém nhiing dich vu gia tri.

e  Két thuc viéc ban hang.

Hau nhu bt cr thir gi cling c6 thé ban hay tiép thi qua dién thoai. Trong sb it trudng hop khi
ma khéach hang can phai thdy hay cham vao san pham, thi ban cé thé sir dung telemarketing dé
xac dinh ra khach hang nao la tiém ndng, lam tdng su thich thd, va thiét 1ap nhitng cudc gap
mat vGi khach hang. Nhan vién telemarketing hang dau da phat trién cac ki ndng can thiét dé
két thdc qua trinh ban hang ma khong can phai truc ti€p khach hang, song ho luén cé nhing
quan tam dén ca nhan khach hang tir dé cho phép mot méi quan hé manh va lau dai dugc phat
trién.

Khi v@i ban hang truc ti€p, thi nhitng an tugng dau tién rat quan trong. Tuy nhién, thay vi danh
gia dua vao viéc trong ban nhu thé nao, thi khi ban ti€p thi qua dién thoai, nguGi ma ban dang
noi chuyén s& hinh thanh nhiing an tugng vé ban dya trén cai ma ban ndi va cach ban néi nhu
thé nao. Hay s dung giong ndi cla ban trau trudt nhat cd thé. Am thanh cla giong ndi, cach
phat am, am lugng ma ban phat ra, va ban nhan manh vao nhirng ttr hay nhitng cum tu trong
tdm nhu thé& nao s& gilp ban chi ra dugc nhitng diém quan trong va truyén tai theo mot cach
manh mé va dit khoat. (Piéu nay sé dudc giai thich chi tiét han trong chuong 6).
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Xac dinh nhirng muc tiéu

Ban phai dua ra muc tiéu chinh yé&u cua tiép thi qua dién thoai nhdm lam tang doanh s& va cudi
clng 1a ddy manh Igi nhuén. Con nhitng muc tiéu khac cia ban khi lam telemarketing? Khi ban
tra I3i cu hoi nay, nén nhé la ban phai can nhic nhitng nhu cu clia ban va nhu cau cla khach
hang tiém nang.

Trudc khi thuc hién viéc tiép thi qua dién thoai, diéu quan trong |a ban phai hi€u chinh xac cai
ma ban dang c8 gang hoan thanh va lam thé& nao d€ hoan thanh dugc nhitng muc tiéu dé. Cu
thé nhu ngudi ma ban sé goi dén la ai? Ban s€ ndi nhiing gi? Ban s& nd6i nhu thé€ nao? Ban
mudn két qua tirc thi clia moi cude goi sé nhu thé nao? Ban mudn nhiing Igi ich lau dai cla viéc
ti€p thi qua dién thoai sé la cai gi?

Ban c6 thé bt dau lam telemarketing ngay bay gi& bang cach mé sG dién thoai (cuSn White
Page) néu ban mudn ti€p thi dén cac ca nhan, Yellow Page nén ban mudn ti€p thi dén cac
doanh nghiép) va bat dau goi dién. Bt dau tir trang muc dau tién va ti€p theo tir ky tu' A dén Z
la mot cach ti€p can, nhung day co6 phai la mot cach ti€p can t6t? Khéng!

Nhitng ngudi ma ban goi nén dugc danh gia trudc cé phai la khach hang muc tiéu cia ban
khdng. Néu ban that su’ hi€u san pham/dich vu cta minh, ban sé dé dang xac dinh chinh xac
dugc loai ca nhan hay cdng ty s& cé dudc Igi ich t8t nhat tir san phdm ma ban mang lai cho ho.
Pay chinh 13 nhitng khach hang thich hdp nhdt mua san phdm cla ban. Va day chinh 13 nhitng
ngudi nghe muc tiéu.

Tiép theo, phét trién danh sach khach hang tiém nang dé telemarketing dua trén tiéu chi ma
ban dé ra. Cach nay cho phép ban xac dinh trudc khach hang tiém nang theo cach nao dé va
dat dén nhitng két quéa tot han trong khi cong strc bé ra it han. Vi du:

e N&u ban dang hudng dén nhitng khach hang 1a nam gidi, dd tudi gilta 18 va 49, c6
murc thu nh3p tir 35,000 d6 trd 1én, ban khdng mudn phi thdi gid va nhan luc dé goi
dién cho khach hang nir 8 mét minh, hay nam gidi c6 dd tudi I6n han mic hudng
dén, hay nhitng ho gia dinh c6 mdc thu nhap thap hon.

e Né&u ban dang c6 gang ban dich vu thé chdp nha vay v8n dén moi ngudi, thi ban
khdng can phai goi nhitng ngudi chua s& hitu nha hay nhitng ngudi chua cé gi dé
thé chap.

e NE&u ban ban dich vu lau 6ng khoi dén cac ho gia dinh, diéu quan trong la ban phai
kiEm dugc danh sach cac khach hang tiém nang ma cé 6ng khdi can phai lau. Bing
lam phién nhitng ngugi s6ng trong cac can hd ma khéng cd 10 sudi hay 6ng khoi.

Sau nay (trong chuang 13) ban s& hoc vé cach lam thé nao dé mua hay thué nhiing danh sach
khach hang tiém ndng dang tin cdy. Tham chi mét khi ban trién khai danh sach dugc xac dinh
trudc, khi ban bt dau thuc hién nhitng cudc goi ban cin s dung sirc thu hat va théng tin cdng
véi cac ky ndng can thiét d€ dam bao rang ban dang that su’ ndi chuyén véi ding ngudi: ngudi
dua ra quyét dinh.

Ban s& thudng gdp nhirng trudng hop tiép thi qua dién thoai cho nhitng ngudi khdng thé quyét
dinh “mua”, viéc nay lam hao phi thgi gian va cong strc.

Trong sudt nhitng budc dau tién cla viéc thuc hién cudc goi tiép thi, ban cé thé xac dinh liéu
ban c6 dang néi chuyén véi ding ngudi can néi — ngudi dua ra quyét dinh — bang cach ddt
nhitng cau hdi don gian, vi du nhu “Ong (tén cta khach hang), néu ong thich cai ma ong nghe,
thi chiing t6i can g3p ai d€ chia sé théng tin nay nham xuc tién cong viéc?”.

P& ban dugdc hang, dau tién la ban can nhan ra va sau dé ban hang cho ngudi dua ra quyét
dinh. Ngugi nay la ai, dac biét khi ban goi dén cong ty, thi diéu nay khong phai lic nao ciing rd
rang. Ban cd thé& hoi nhitng ciu hdi dé biét dugc tat ca nhitng cd nhan ma ban s& can phai
thuyét phuc trudc khi cong viéc ban hang dugc thuc hién.
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P& gdp dugc ngudi can gdp, ban can phai nhd su gilp d& tir nhitng ngudi ma ban ndi chuyén
vdi ho, thu thip tén va chilc danh, va hdi vai cdu hoi. Néu ban kham pha dugc rdng bén hay
nam ngudi la tat cd cac phan trong qua trinh dua ra quyét dinh, thi dich dén cla ban sé la thiét
Iap mot cude goi hoi nghi vdi tat ca nhitng ngudi do. biéu nay sé tiét kiém thdi gian va tranh su
bGi r6i, dong thdi cling tranh viéc ban hang qua dién thoai cho tirng ca nhan.

Két hop thong diép ban hang vdi nhu cau cua khach hang tiém nang

Dua vao san pham hay dich vu ma ban dang ban, ngudi nghe nhdm dén cla ban c6 thé la thi
trudng dai chlng (tt cad moi ngudi 8 moi nai). San phadm/dich vu cta ban c¢6 thé 1a gan nhu la
mdt phan cu thé cua dan s8, mdt goc hep xac dinh trén thi trudng, hay 1a mét loai hinh céng ty
nao do.

Vé mét ti€p thi qua dién thoai dén cac ca nhan, ngudi nghe nhdm dén clia ban cé thé dugc xac
dinh qua nhiéu cach, nhu qua gidi tinh, tudi tac, thu nhap, vi tri dia ly, trinh dd vn hda, nghé
nghiép, tinh trang gia dinh, s& thich, ton gido, niém tin vé chinh tri, hoat dong ua thich, va
nhiéu nifa. Cang cé nhiéu thong tin vé nhig khach hang muc tiéu, ban cang ti€p xdc va
chuyén tai théng diép ban hang dé dang hon ciing nhu' cung cdp san pham hay dich vu cho ho
tot hon.

Telemarketing cé thé s& rat thanh cdng dé I18p nhitng khiém khuyét (hay déc biét) cho nhitng
hoat déng thi trudng. Diéu nay cé nghia la ti€p xuc va chuyén théng diép vé tiép thi, quang
céo, va PR (public relations) cdng ty clia ban cho mot ngudi nghe muc tiéu. M6t khi ban hiéu
ngudi nghe cla ban 1a ai, ban s& cd thé xac dinh dugc nhitng cach thirc cu thé va hiéu qua dé
dat dugc nhitng khach hang muc tiéu béng cach st dung dién thoai.

Nhifng ciu hoi tiép theo sé& gilip ban hi€u hon vé khach hang muc tiéu néu ban tiép thi dén cac
¢ nhan ciing nhu cac cdng ty. Méc du cdng ty va san phdm/dich vu cta ban cd thé thu hit
nhiéu dang ngudi va cong ty khac, nhung ban nén c8 gang tap trung va nhitng khach hang
chinh ctia minh. Dang khach hang chinh cta ban cd thé xac dinh khi ban tra 18i nhitng cau hoi
bén dudi. Ban cé thé quay trd lai va trad I6i cung nhitng ciu hdi d6 lan nita d& xac dinh dang
khach hang thd hai cia minh.

e San pham/dich vu ctia ban thu hit chi y&u khach hang nam hay nii?

e D0 tudi clia khach hang muc tiéu Ia trong khoang nao?

e Khéch hang muc tiéu cta ban & dau? Trong thanh phd cu thé, & ndng thon, hay &
ban, khu vuc nao? Khach hang cta ban & trong cdn ho riéng, chung cu, nha cua
nha nudc cap, nha nghi huu, nha di dong?

e Tinh trang gia dinh cta khach hang muc tiéu nhu thé nao (chua cudi, cugi, cd con
nhd, c6 con & tudi vi thanh nién, li di)?

e Trinh dd v&n hda cta khach hang muc tiéu nhu thé nao (t6t nghiép phé théng, dai
hoc, cdp cao han trung hoc, bang cap cu thé)?

e Loai nghé nghiép cla s6 déng khach hang muc tiéu(ndi trg, viéc lam cé mirc lucong
trung binh, quan ly cap trung, cdp d6 quan ly, nhan vién ban thdi gian)?

e  M(rc thu nhéap trung binh cla khach hang muc tiéu?
e Chung toc hay ton gido cua khach hang muc tiéu (néu cd)?

e Khach hang muc tiéu thudng mua sam & dau? C6 thutng xuyén khong? Ngusi dy
thudng chi bao nhiéu d€ mua hang?

e Khéch hang muc tiéu cta ban thudng lam gi d€ giai tri? SG thich clia ngudi &y la gi?
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e Khach hang cua ban lam gi trong thgi gian ranh?

e Khach hang muc tiéu danh bao nhiéu thgi gian & nha, cho viéc chay xe, hay cho
cbng viéc?

e Khéch hang cutia ban cé dang st dung san phdm hay dich vu dugc cung cap bdi ddi
thu canh tranh? Néu cd, ban lam thé nao dé khach hang ngung sl dung san pham
hay dich vu cla d6i thd?

e Sa&n phdm/dich vu cla ban cé diéu gi ma khach hang can hay muén, hodc vira can
vlra mudn khong?

Dua vao két qua cla nhitng cau hoi trén, ban hdy phat biéu mét hay hai cau tém tét vé ngudi
khach hang muc tiéu 13 ai va sau d6 xac dinh mot cach can than thdng diép ban hang chinh xac
ma ban mudn dua dén nhitng ngudi nay, nhdm gidi thiéu cho ho vé san pham/dich vu cta cong
ty va tao ra su’ can thiét cling nhu’ nhu cdu cho cai ma cong ty ban mang lai cho ho. DE viéc tiép
thi qua dién thoai clia ban thanh cdng, thi thdng tin chi yu ma ban mudn chuyén tai dén
khach hang phai nhat quan va lién quan truc ti€p dén nhu cau cling nhu mong mudén clia khach
hang.

Cho du ban telemarketing dén ca nhan hay coéng ty, hdy mo td ngudi nghe muc tiéu cla ban
trong mot dén ba cau & day:

Thu hut su’ chd y cua khach hang va duy tri suchd y do

Khi ban lién lac véi khach hang tiém nang qua dién thoai, ban phai biét rd muc dich clta ban la
gi (va khach hang cling biét muc dich cua ban la gi: ban céi gi d6 cho ho). D& tdng thém ca hdi
nam bat su’ chl y clia khach hang tiém néng, ban hdy tra I6i cdu hoi ciia khach hang “Cai d6 co
ich gi cho t6i?” mot cach nhanh chéng va suc tich.

Khi khach hang tiém nang tra IGi dién thoai cla ban - nhan vién telemarketing — thi ban nén biét
rdng ban dang cat ngang céng viéc ma ho dang lam. Néu ngudi &y dang lam d& mdt viéc gi do
quan trong, thi ngudi 8y cd thé cam thay khd chiu va buc minh déi chit. Ngay khi bdt dau, ban
hay hdi khach hang c6 thé danh chit thdi gian dé ndi chuyén khéng. Néu ngudi ndi la dang
ban, thi ban h3y héi la thdi gian nao thi tdt hon. Ban hdy 1én mdt cudc hen goi dién cu thé vdi
ho. Sau d6, khi ban goi lai, ban biét 1a ban da cd hen trudc, ngudi d6 ciing chuén bj tdm ly
truc la ban s& goi nén ban khdng phai lo 1ang viéc lam phién ngudi dy.

Trong 10, 20, hay 30 gidy dau tién cla cudc dam thoai, muc tiéu cla ban lic dy khong phai la
ndi nhanh dé chuyén tai théng diép kinh doanh cla ban. T4t ca nhitng gi ban nén lam ban dau
la ndi chuyén thoai mai, binh tinh, rd rang, d€ I8y su’ chl y cta khach hang. Mét khi ban da cé
dudc su' chd y clia ho (cai ma ban can cb ngay lap tdc), ban s& cd thdi gian can thiét dé trinh
bay san pham cla ban. Khéng ndng vdi, ban can phai sang tao va phat trién cach thirc 18y dudc
su chd y clia khach hang nhanh chdng. Chi can lam cho ngudi bén dau day bén kia lang nghe
ban thi ban d& cé thé thuc hién viéc trinh bay ctia minh.

Trong sudt nhitng gidy dau tién cua cudc goi, ban sé can phai dat dugc nhirng diéu sau:
e Khach hang phai nhan biét dugc ban than ban va t6 chlc cla ban véi mot thai do
than thién va vui vé.
e Dua ra ly do ma ban goi dién va mang lai cho ho ich Igi.
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e D3t cdu hdi hay bay to lam cho khach hang nhanh chéng tham gia vao cudc dam
thoai.

Cach mé dau mét cudc telemarketing don gian

“Chao 6ng Smith. T6i la Claudia dén tr cong ty XYZ. Ching t6i gilip cho céc cong ty gia tang doanh sG
b&ng quang cao. Toi da xem va dé y dén mau quang 4o cta cbng ty anh dang & tap chi The Boston
Globe vao ngay 14/07. Khong biét la su phan hoi v& mau quang cdo nay nhu thé nao?”

Trong mot vai cdu dau tién, viéc can noi dau tién la gidi thiéu ngudi goi dén, cung cap mot san
pham c6 ich (“"Chung téi gilp cac cdng ty tdng doanh s8”) va ddt cau hdi ("Phan hdi d6i vdi bai
quang cao nay thé& nao?”). Nén nhd: diéu quan trong la phai bat dau dua ra ly do cho cudc goi,
ch(r khéng phai la mét bai chao hang clrng nhdc. Trudc khi bat dau goi dién thoai, hdy dong vai
ban la khach hang trong vai phut. Hay tu hoéi ban than liéu ban c6 phan ng gi véi I6i mé dau
ma ban nédi. N&u cau tra 16i 1a “Khdng”, ban hay tiép tuc lam viéc cho dén khi ban cé thé gy su
chd y cho chinh ban. Hay nghi vé nhitng cudc goi telemarketing ma ban nhan dugc. Nhan vién
ban hang 8y da ndi gi d€ ban van nghe dién thoai hay lam ban phai cip may?

C6 nhiéu 15i [Am dan dén sy that bai trong viéc dat dugc muc tiéu clia cac telemarketer. Vi du,
nhén vién telemarketing c6 thé mét di sy’ nhiét tinh, tu tin, hay/va mau thuan trong viéc chifng
minh san phdm cla minh. Hay chdc chdn 1a ban tranh dugc nhitng cai bay thudng gép, va ludn
nhd rang cé mét sy khac biét to 16n gilra nhan vién telemarketing chuyén nghiép véi ngugdi “ly
Ilgm”, ¢8 gang lam cho bang dugc.

Sau khi ban ban dudc dgt hang dau tién, ban nén gitr m&i quan hé véi khach hang vi diéu do co
thé dan dén viéc ban dugc nhitng san pham khac & nhitng lan tiép theo, c6 kha néng lam téng
doanh s6, hodc cé dugc nhiing khach hang tiém nang khac tir chinh nhitng méi quan hé nay. Vi
thé, viéc gilr lién lac vdi khach hang rat quan trong. MGt trong nhitng 16i I6n nhat cla nhan vién
telemarketing gay ra la quén mat khach hang cia ho khi ho da ban dugc dgt hang dau tién.
Hay ki€m tra_danh sach khach hang theo ky nhét dinh. GUri thu cdm dn hay qua, guri thiép
nhitng ngay l€, Tét...

Doan trudc nhirng phan bac va théa thuan vdi ho

Néu ban hiu rd san pham/dich vu ctia minh va nghién clru mét cach tudng tén vé khach hang
muc tiéu, thi ban cd kha nang xac dinh nhitng phan bac clia moi khach hang “sé /a gr”trudc khi
ban nhac dién thoai. Bang viéc du doan chinh xac nhitng diéu phan bac ciing nhu méi lo ngai,
ban c6 th€ dua nhitng phan bién nay vao thanh mot phan cla bai gidi thiéu san pham. Mot
nhan vién telemarketing gioi sé thda thuan dugc nhitng diéu phan bac vi thé khach hang sé
cam thdy dua ra nhitng van dé dé la khong can thiét.

Nam trong s6 nhitng IGi phan bac ma ban sé ddi mat khi lam telemarketing:
1. “Mdc phi cla ban qua cao.”

“DE& tdi suy nghi thém nhé.”

“T6i phai ban lai véi ngugi yéu/vg/chong cla téi da.”

“Toi da tiéu tién vao viéc khac roi.”

v A W N

“Nén kinh t& dang toi t&, cho nén viéc kinh doanh ciling khdng tot I3m. Tdi khdng thé chi
tién lic nay dugc.”

Pay 1a nhitng cach théng dung d€ phan bién lai nhitng phan béc trén:
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1. “M0c phi ctia ban qua cao.” Gidi phap cé thé: “Tai rat 1ay lam xin 16i 6ng. Toi that su’ chua
lam tét viéc giai thich ly do tai sao dich vu clia téi dang mdc gia dé. Hay dé toi ching minh
cho 0ng thay né hiéu qua trong viéc chi tiéu d6i v6i ong nhu thé nao.”

2. “Hay d€ tdi nghi thém nhé.” Gidi phap c6 thé: “Téi hiéu. Ong khdng can phai quyét dinh
ngay. Ong..., hdy ndi t6i nghe: chinh xac la 6ng nghi 6ng dang can gi?”

3. “Toi phai ban lai v8i ngudi yéu/vg/chdng cla toi da.” Giai phap co thé: “Tai sao 6ng/ba
khdng ndi véi ho ngay luc nay dé nhan sy ddng tinh rdi ching ta cé thé xuc tién ngay 1ap
tac?”

4, “Toi da tiéu tién vao viéc khac rdi.” Giai phap c6 thé&: “Néu éng c6 tién, thi 6ng cé mudn bat
dau ngay bay giG khong? (Pat truGng hgp cau tra IGi la “cd” thi ta s€ ndi “Tuyét. Vay thi
chiling ta cuing tim s6 tién ma ching ta can”)

5. “Nén kinh t& dang toi té, cho nén viéc kinh doanh cling khdng tét 13m. T6i khong thé chi
tién 1Gc nay dugc.”Giai phap cé thé: “Cac d6i thi canh tranh clia 6ng cling dang trai qua
khoang thdi gian khd khdn nhu 6ng. Tdi ¢ mét vai k& hoach cu thé c6 thé gilp éng ting
doanh s6 va lam cho doanh nghiép ctua 6ng manh han. Hay chac chan la doanh nghiép cua
ong sé dan dau khi nén kinh t€ cai thién.”

Hay gianh ra mét it phat va viét ra ndm diéu ma ban tin 1a nhitng 1Gi phan bac hay diéu lo ngai
dau tién s& co gilta cac khach hang tiém ndng mot khi ban bat dau thuc hién viéc
telemarketing. Sau dé, doi véi mai I5i phan bac hay lo ngai ma ban liét k&, hay thuc hién it nhat
la ba cach ma ban c6 thé giai quyét no.

PE& giai quyét nhirng 18i phan bac trudc khi chiing xay ra, hdy dét cau hdi, nhan ra nhu ciu, xac
dinh nhu cau ton tai trong khach hang, va sau dé dua ra cach giai quyét. Qua trinh nay sé
nhanh chéng cit giam hay loai bd rat nhiéu I5i phan bac.

N@m IGi phan bac hang dau dugc dy doan trudc

Loi phan bac #1:
Cach giai quyét #1:
Cach giai quyét #2:
Cach giai quyét #3:

Lai phan bac #2:
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Cach giai quyét #1:
Cach giai quyét #2:
Cach giai quyét #3:
Lai phan bac #3:
Cach giai quyét #1:
Cach giai quyét #2:
Cach giai quyét #3:
Loi phan bac #4.
Cach giai quyét #1:
Cach giai quyét #2:
Cach giai quyét #3:
Lai phan bac #5:
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Cach giai quyét #1:

Cach giai quyét #2:

Cach giai quyét #3:

N&u mét trong nhiing khach hang tiém ndng chua quyét dinh “mua” ngay thai diém bai trinh
bay ctia ban két thic, thi van dé & day la nhiing vuéng mac hay phan bac van con trong tam tri
ho.

Khi mot I6i phan bac dugc dua ra, tach né ra, giadi quyét no, va c6 géng két thic ban hang. Néu
cau tra Ii la “khdng”, hay xac dinh IGi phan bac nao van con dong lai, tach tirng cai ra, dua
cach giai quyét va c6 gang két thic ban hang lan nifa. Hay gilt cach lam nay cho dén khi sy Iya
chon ctia khach hang hoan toan rd rang va ngudi dy biét rdng hdy mua hang dé trg thanh mét
khach hang gia tri.

Nén nhd rdng: khi khach hang dua ra mét IGi phan bac, nghia la khach hang cam thay ho co
méi lo ngai chinh dang vé cai ma ban mang dén. Bling bao gid ngu y rang khach hang d3 sai
khi c6 mdi lo ngai d6, bang cach dua ra I6i nhan xét dai loai nhu “Vang, nhung...”

Thay vao do, hay gidi quyét méi lo ngai hay su’ phan bac clia ho bang cach si dung tur “hiéu,
cam thdy dudc, hinh dung ra, tudng tudng dugc...” (feel, felt, found). Trong Iic Idng nghe mGi
lo ngai hay phan bac cla khach hang, ban hdy dua ra I8i nhan xét cung ldc dd, “Toi hiéu éng
cam thay thé& nao. Nhitng ngudi khac ciing cam thdy vay, nhung ho d3 tim ra dugc rang...”

Trong viéc chi ra nhitng méi lo ngai, hdy dat cdu hoi. Budng dau vdi I6i phan bac trudc mat va
gidi quyét nd. Lap lai 18i phan bac cho khach hang nghe (d€ cho thdy ban hi€u diéu dd), sau dé
hoi khach hang la tai sao diéu nay lai la méi quan tam I&n clia ngugi ay.

Sau d6 hoi, “Néu toi cd thé giai quyét van dé& nay, ong cd san sang xUc tién né khoéng?. Vao thdi
diém nay, cau tra Ii co thé la “cd”. Bay gid, hdy d6i mat vdi IGi phan bac va trinh bay nhitng
chién lugc dua trén céc Igi ich ctia san pham/dich vu ban co.

Chuyén I8i phan bac thanh cau hoi, sau dé tra IGi cho I6i phan bac. Néu nhiéu I6i phan bac dugc
dua ra, thi ban hdy chon cdi dé nhat dé chi ra va giai quyét trudc.

Trong sudt buGi trinh bay san phdm cla ban, hdy dé khach héng d‘éng y véi nhitng I8i phat biéu
clia ban va dé ho ndi. Vi du, cho réng ban dang ban cac mang quang cao trén bao. Trong suét
cudc ndi chuyén, ban hay chi rd néu mau quang cdo cla khach hang xuét hién dsi _dién véi muc
Thé Thao, thi chi phi cho miu quang cdo dé khong qué 1,000 dd mdt tudn, va mau quang co
6 thé thay ddi thudng xuyén ma khéng can phai chiu chi phi danh may hay trinh bay phét sinh.

Trong khi xac dinh thong tin nay, hdy dua ra nhu’ng I5i nhdn xét nhu 14, “Hay dé tdi chdc chan
la t0| sang td moi van dé nhé ong Smith. Ong c6 thay thu vi khong néu chung ta ¢ thé dua
mAau quang cdo cua ong dsi dién véi muc thé thao trén bao? Ong mudn cé su linh ddng trong
viéc thay ddi quang cdo thudng xuy&n ma khéng cé chi phi phat sinh? Ngan sach hang tuan cla
ong la 1,000 d6 mot tuan?” Va xa han, ban nén nhan mot chuoi cau tra IGi “cd” tir phia khach
hang. Bay gid ban hoi “Vay, cho rdng ching ta hoan tt nd, 6ng cé mudn l6ng quang cao cua
ong trén bao vao ndm sau khong?”
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Néu co théng tin nao do, ma ban hang khdng biét, thi dirng ngén ngai néi v6i khach hang rang
ban sé& nghién clfu cau tra I6i va goi lai cho ho trong khoang thoi gian xac dinh. H3y chdc chan
rdng ban lién lac lai cho ho. Khi ban goi lai cho khach hang, hdy giGi thiéu lai ban than (nhac
cho khach hang nhd ban la ai), sau dé néi cho ho biét la ban cd tin t6t. Ban da cé dugc thong
tin ma ho dang tim kiém. Diéu nay xay dung sy uy tin va long tin cho ban, cong vdi viéc chiing
to 1a ban lam moi diéu cd thé dé€ chi ra nhu cdu va méi quan tdm cla khach hang. Thém vao
do, khach hang sé cam thay thich diéu ban lam cho ho.

Hoan Tat Viéc Ban Hang

Dua trén cai ma ban dang ¢8 gang ban va ddi tufdng khach hang ctia ban, ban sé nhanh chdng
thiét Iap mot mau cho moi ngerl hodc moi nguGi ma ban goi. TUr llc bdt dau dén IGc két thic,
moi cudc goi ban goi cé thé gom cd:

1. Tao mdt I3 m& dau d€ gidi thiéu ban than ban va cdng ty ban (t6i 1a ai, viéc téi lam...)
bua ra Igi ich.

Dat cau hoi.

Lang nghe.

Nhan sy dong vy.

Ghi chd.

C8 gang két thuc viéc ban hang.

Giai quyét su phan dai.

W ® N o un W DN

Nhan su dong tinh.
10. C6 gang két thic viéc ban hang mét lan nira.

Nén nhd: Khdng cd gi quan trong hon 1a hi€u khach hang cia ban, biét san phdm/dich vu cla
ban dang ban, c6 kha ning chuyén tai nhiing Igi ich dén khach hang, xay dung long tin, va phat
trién mot mdi quan hé tich cuc.

TUr chudng nay, ban sé dugc hoc cach 1am thé nao dé xac dinh cai ban can néi trong sudt mdi
cudc goi khi ban trinh bay san phdm cia minh. Trong chuong tiép theo, ching ta s& kham pha
su’ quan trong vé thai do ciia ban dé tr§ thanh mot nhan vién telemarketing thanh cong va that
su két thldc dugc mét [an ban hang.
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THAI PO LA TAT CA

Thét vay: telemarketing, cu thé€ 13 outbound telesale, 1a viéc nh3c dién thoai va goi dién nham
xac dinh nhitng khach hang tiém. Tuy nhién, ngoai viéc thuc hién 1 thong diép ban hang dung
dan, thi ban trinh bay nhu thé€ nao s& anh hudng rat nhiéu trong su' thanh cdng cta ban.

Chuong nay tap trung vao su quan trong cua viéc biéu 16 va duy tri thai dé dang dan khi “quay
s kiém tién” (dial for dollar). M3c du ngudi ban goi khéng thé nhin thdy ban, nhung ho cé thé
nghe thady ban, vi vay ho ciing biét dugc thai do clia ban théng qua cach ban tro truyén. Tir goc
nhin dd, nd ciing quan trong khi ban giif thai do thich hgp khi thoa thuan véi nhiéu dang khach
hang, d& dam bao ban sé& khéng bi cdng thang, buc minh hay khé chiu. Nhitng cdm xtc tiéu cuc
s€ anh hudng dén tinh than cla ban va cudi cung la anh hudng dén quyét dinh mua hang cua
khach.

Biéu 16 thai dé dung dan

Khi ban lién lac véi khach hang, cé thé ho dang ban. Va mét s6 it khach hang dang vudn nhiing
viéc quan trong hay nhitng viéc dau dau trong cudc séng cla riéng ho. Vi vay, hdy chac chan
rang nhiing van ca nhan tiéu cyc hay van dé& nghé nghiép ban dang phai d6i mat khong dem
vao cudc néi chuyén qua dién thoai. Néu can thiét, gianh mét vai phit khi bat dau mot ngay
lam viéc dé& suy ngam, tap thé duc, hay lam gi dé can thiét dé€ khién dau éc ban tap trung vao
cbng viéc trudc mat.

Khi lam telemarketing, nén tap trung vao cdng viéc sdp dén. Duy tri su vui vé, lac quan va thai
do tich cuc dé& ban hang. Sau tat ca, néu ban thuc hién outbound cold call, nhitng ngudi ma ban
lién lac, ho khdng mong chd dién thoai clia ban, ho khdng biét ban, va ban cit ngang cong viéc
ho dang lam khi ban goi. Dat trudng hgp ban la ngugi dang lam viéc, néu ai d6 goi dén cong ty
ban dé& tim hodc I8y thdng tin, chdng khac nao ngudi & muén 1a néi chuyén véi ban — mot
ngudi dang ndi ndéng hodc chan nan hodc thi€u tap trung.

Khi ban nhan hay goi cl dién thoai dau tién hay th&r mot tram trong ngay, tham chi néu ban
nhan hang ta Ii tr chéi mot Itc thi thai d6 cha ban phai luon duy tri vé lac quan va nhiét tinh.
Nhitng su’ thay ddi t& nhi nhét trong thai do cia ban s& dudc chuyén tai qua dién thoai mot
cach vo thirc, va ban phai tranh diéu do. Nén nhd: Moi ngudi khong thé thdy ban. Cir cho réng
ban cd thé dé khach hang nghe dién thoai du dai d& ban chao hang, ngudi 4y s& dé dang ndi
véi ban rang ban cé cam théy thd vi v& cdi ma ban dang néi hay la ban chi don gian doc kich
ban ma ban da lap di 1ap lai véi moi khach hang ma ban goi.

Trong mét ngay, viéc ban danh gia thai do, tam trang cia minh va diéu chinh ching la diéu can
thiét. Néu ban dang cé tdm trang khéng tét, buc minh, hay thi€u nhiét tinh, ban sdp slra thd 16
v@i khach hang, tra I0i mot cach cdc can thay vi than thién, gilt vé mét cau kinh (thay vi 1a nu
cudi), nghién rang, thiu tap trung, thi cd thé ban s& cé mét khoan thdi gian ban hang khé
khdn. Két qua la, ban sé nhanh chéng bi mat khach hang. Néu ban cam thdy ban lam gi do
khdng dat dugc 100% hiéu qua dé giup ban ban hang, ban can phai nghi nggi va tap trung
nang lugng.

Sau mdi cudc dién thoai v6i khdch hang tiém néng, ngudi dé phai nén tin réng ban 13 mét ngudi
tich cuc, than thién, lac quan, théng minh va cé thé dai dién cho cdng ty va ban s& hitu lugng
kién thic rong I6n vé cdi ma ban dang ban. Khach hang clia ban khoéng chi tin réng ban biét
minh dang néi vé cai gi, ma con phai tin nhitng gi ban néi vé san phdm/dich vu va tin rang ban
c6 mot niém wui to I6n trong viéc gilp da ho.
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Suy nghi dung trudc khi hanh déng

Hay ddi mat vdi no, sé cd nhitng ngay khi ban dan gian chi la khéng vui va lac quan. Sé c¢d luc,
doi véi cd nhan hay cong viéc, ban cé nhiing diéu khac trong tam tri ban han la ban hang/dich
vu. Trong nhifng truGng hgp nay, trudc khi théa thuan véi khach hang, ban can phai cé dugc
khudn khé dldng dan cda ly tri. Diéu nay cé nghia 1a hdy tam quén nhitng &nh hudng & bén
ngoai, bat dau vui vé va hirng khdi, va tap trung cao d6 vao cong viéc trudc mat.

C6 nhiéu cach dé ban tu thic ddy ban than thay ddi thai d6, gom cé:

Trudc khi nhac dién thoai, hdy muGng tugng ban than ban dat thanh cong va két
thic mét dgt ban hang. Hinh dung ban thanh cong.

Xac dinh va sau dd xda bd nhitng khdi suy nghi Iam ban khdng thé phat trién va
duy tri thai do can thiét d€ dat dugc thanh céng. Thanh thao va tu tin 13 hai nhan
td then chét cho phép ngudi ban hang thanh cong. Néu ban cé cd hai, thi moi
chudng ngai khac déu cé thé vuat qua.

Tap trung vao viéc ban cam thady hanh phic nhu thé nao khi ban ban dugc hang &
lAn gan day nhat va hdy ndm bat lai cdm giac do khi ban bat tay vao thuc hién
nhitng cudc goi mdi.

Tap trung vao cac giai phap, chlr khong phai la cac van dé. Tuang tu, tap trung vao
viéc dat dudc thanh cdng chi khdng phai lo 1dng vé that bai.

Néu ban la quan ly hay la nguGi giam sat mot nhém telemarketing, thi hdy phat
trién hé thdng thudng theo ngay hay theo tudn hodc phuong thiic cdng nhén
nhithg ngudi dat doanh s& cao nhat. Ting ho mdt cdi gi d6 dé€ ho lam viéc t6t hon
va thic d&y ho béng su’ canh tranh than thién.

Tu thudng cho ban than cho nhitng thanh cong ma ban dat dugc nhdm gilt ban
lubn phan dau va tap trung.

Nghe bang vé nhiing ngudi hung bién hoac doc cai gi do lam cho ban cé thém
dong luc.

Nghe nhitng bai hét lac quan. Piéu nay ciing cé thé thuc day ban.

Clng c6 tam tri réng: “viéc ban hang, khéng chi gilp ban va cbng ty clia ban; ma
con gitp khach hang clia ban, vi cdi ban mang lai cho ho cé thé cé ich, gidp ho giai
quyét mot van dé nao da”.

Xem lai nhitng muc tiéu va trd ngai riéng cla ban va tap trung vao viéc tai sao ban
trién khai nhitng muc tiéu nay. Chéc chdn réng muc tiéu cta ban cé thé dat dén
dudc. Vi du, néu ban tiét kiém tién d& mua chiéc xe méi, ky nghi trong mg, hay
ngbi nha trong md, hdy tudng tugng va dat muc tiéu trong tam tri ban. Tap trung
vao nhitng mat tich cuc clia cai ma ban muén (cling nhu cho céng ty ban). Tién noi
chung khéng phai la nhan t& thic diy con ngudi. Thay vao dé, mot khi ban kiém
dudc tién qua viéc ban hang, tap trung nhiing suy nghi cGia ban vao cai ma ban s&
mua Vvdi s6 tién dé. Moi ngudi ¢ muc tiéu riéng cta ho va chinh diéu dé thuc day
ho. M6t diéu quan trong la phai xac dinh muc tiéu ctia ban sé s6m thanh hién thuc
va tap trung vao diéu do.

Gianh mét it phat d€ mudng tugng va lam rd tdm tri ban sau mot cudc goi khd
khan va buc minh.

Hi€u raéng viéc nd luc sé truc ti€p dan ban tdi hiéu sudt cong viéc clia mot nhan
vién telemarketing chuyén nghiép. Hiéu suat cong viéc cao sé co két qua la phan
thudng ma ban dang tiém ki€m. Vi thé, néu ban biét cai gi dugc yéu cau dé dat dén
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két qua mong mudn, ban sé& san sang c6 dong luc dé day manh nhitng nd luc can
thiét. Nhitng no luc to 16n hon s& dua ban dén nhitng biéu hién t6t hon va phan
thudng to 16n hon. Pat dugc nhitng phan thudng, [an lugt, sé thic ddy ban no luc
hon nira. D6 la mot vong quay khong bao gid két thuic.

e Tan dung nhitng mdi quan hé ban bé va ddng nghiép dé thuc day ban than. Chia sé
nhitng cau chuyén thanh cong va trat bo nhitng mat tiéu cuc trong nghé nghiép
hay tinh hu6ng ban gép phai d€ tiép tuc tién tdi phia trudc. C6 gang tié€p xuc vdi
nhiéu ngudi tich cuc ma ho cd thé ho trg va gdy cam hiing cho ban.

Thdi dé cua ban dudc chuyén tai bang giong néi va ngdén ngif cia
ban

Mot khi c6 Kich ban cudc goi, ban hay thir su’ thi nghiém sau day bdng cach 18y may thu am va
b3t dau tap ndi. Trinh bay bai ndi (trong sudt qua trinh tap hay déng vai) v8i mot nu trén khuén
mé&t. Cling nhu thé, sir dung ngdn ngif ca thé khi ban thuc hién bai ndi va dé& nhitng cam xuic
tich cuc toa ra tir ban. Ti€p dd, tap lai doan chao ban lan nita (cling thu am lai). Tuy nhién, lan
nay, ban lam véi mot vé mat khé chiu va cd géng khéng sir dung ngdn ngit co thé. Cling nhu
vay, gill cdm xUc clia ban trong vong kiém soat.

Bay gi, tua bang lai tr dau, nhdm mat lai, va tudng tugng ban la khach hang & dau day bén
kia. Nghe that can than ca hai bai trinh bay. Ban cd thé phan biét su khac biét trong giong ndi
ma thai do clia ban dugc truyén tai khong? La ngudi khach hang, thi bai ndi nao sé cé kha nang
di dén quyét dinh mua hang sau khi nghe hon?

Ban khdng dugc thdy trong sudt cudc néi chuyén qua dién thoai nén cai ma ban chuyén tai qua
dé rat quan trong. Vi thé, tham chi néu ban tréng c6 vé ng6 vi ban c6 nu cudi to qua cd trén
khudn mat trong moi cudc goi, khach hang khdng thé thdy ban, nhung ho ¢ thé nghe giong
noéi cia ban — va do la diéu quan trong vé ban mu6n ngudi dé cam thady vui vé vé cudc dam
thoai.

Néu ngudi giam sat hdi khach hang vé ban sau cubc goi, ly tudng nhat khach hang sé noi
nhifng tr sau day:

e Chu déo.
e Quan tam.
e Tutin.

e COuy tin.

e Nhiét tinh.

e Than thién.

e Chéan that/ngay thang.
o Co kién thirc.

e Tich cuc.

e Dang tin cay.

Pay khéng phai 1a nhitng tUr don gian. P€ dat dugc thanh cong nhu la mot nhan vién
telemarketing hay telesales chuyén nghiép, thi thai d& ma ban tao ra va duy tri vdi v&i khach
hang s€ lién quan truc ti€p dén mdlc do6 thanh cong cla ban. Danh gia tinh chuyén nghiép va
thai dd clia ban than cling nhu chac chan réng khach hang nhén thdy dugc su' chuyén nghiép
va thai dd cta ban. Néu khdng, ban phai thay d6i nhanh chéng.
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Viéc chuyén tai cam xuc va thai do ding dan khi ban néi rt quan trong, tuy nhién viéc 1dng
nghe cin than vé diéu ma khach hang ndi, dic biét la khi ho dua ra mét luan diém hay mdi
quan tam, cling quan trong khong kém. Trong nhitng truGng hgp nay, trach nhiém cla ban la
thanh that bay t6 mdi quan tam, su thau hiéu, va/hay su’ cam thdng cho cai dugc néi dén. Diéu
nay co thé dé dang thuc hién bang viéc bay to su thau hiéu, Iap lai hay trich ra nhitng gi khach
hang néi. Ludn lun chon nhiing tlr cén than dé thong diép ma ban chuyén di rd rang va vi thé
ban c6 thé tao ra su’ ddng tinh mdt cach dé dang gilta ban than ban va khach hang.

Bang viéc chiing minh kién thiic vé& cai ma ban dang béan cling nhu' su' hi€u biét vé nhu cdu va
mong mudn cla khach hang, ban sé c6 mot khoang thdi gian truyén dat cho khach hang de
dang hon. Va mot diéu nita vé thai d0 ma ban truyén tai dén khach hang, dé phai la thai do
Xudt phat tir trai tim va ban phai luon kién tri véi thai do do.

Bén Bi, nhung khéng phai quay roi

Ban biét rang s& mat nhiéu thdi gian va gap nhiéu tré ngai khi xac dinh trudc khach hang sap
goi. Mot khi ban nhan ra mot khach hang tot, thi budc ti€p theo la goi dién va tim cach gap
ngudi quyét dinh. Khi lam telemarketing dén cac doanh nghiép, sé cd nhiing Itc khi ban goi dén
mét cong ty nhat dinh nao dé va ban gdp ai dé khong cé y mudn nghe ban néi. Dirng bd cudc
va gach tén ngudi do ra khoi danh sach voi.

Day chinh la IGc ma su bén bi va thai d6 ding dan sé phat huy. Néu ban thugng lugng vdi ai do
va ngudi dé khong mudn ti€p ban va cai ma ban dang ban, nhung ban biét cong ty ban goi la
khach hang c6 thé tiép tuc ban hang dugc, ban cé thé mudn goi lai ngay sau dé mét Itc va &
géng tim hiéu van dé la gi. Khi ban lam diéu nay, hay dd 16i cho chinh ban than ban. Ban ndi,
“T6i chdc han la chua lam 6t cong viéc giai thich cho 6ng biét cai ma téi cung cép, béi toi that
sy tin tudng vao cai ma tdi dang ban sé mang lai Igi ich cho cdng ty ctia 6ng. Ong can thong tin
ndo tur tdi d€ minh chitng rdng san pham cla toi s& Iam Igi cho &ng va ca cdng ty cla dng?”

Néu ban thuong lugng vi mdt ngudi thi€n cdn va ban hoan toan kiét sirc véi ngudi nay, hay
xem xét viéc di Ién mét budc cao hon va noi chuyén véi dng chi clia ngudi do. Bat dau viéc
chao hang lai lan nifa, nhung chdc chdn 13 d& ngudi ban mdi ndi chuyén lan dau trong mot
trang thai tot. Ban cd th€ nhém Ién sy thich th cla ai d6 & vi tri cao han trong cdng ty. Khi ban
lam diéu nay, ban khéng mudn bd qua cau ndi nao, vi vay hdy c6 géng cung cap thdng tin cho
moi ngudi.

Tham chi sau khi lién lac véi vai ngudi trong t6 chirc, vi ly do nao dé6 ma khéng thuyét phuc
dugc ho mua hang, nhung ban van tin rang dé la mot khach hang tiém nang thuc su. Trong
tinh hudng nay, hay luu tén ho vao danh sach khach hang can theo dudi, va hay gilt lién lac vdi
ho. Hay thir gui hay fax théng tin dinh ky, ma nhiing théng tin c6 thé nhém Ién sy thich tha
trong ho, sau do goi lai vai lan trong tugng lai.

Mot diéu rat hiém gdp khi ban ban hang chi trong cudc goi dau tién dén khach hang. Hau hét
trong cac trudng hgp, ban sé phai goi vai cudc, trong su6t qua trinh dé ban phai tra IGi nhiéu
cau hai va thuang lugng véi nhiéu ngudi trong td chirc trude khi quyét dinh dugc dua ra. Trong
suGt qua trinh nay, duy tri thai do thich hgp va kién dinh la diéu tién quyét. Néu ban kién tri vdi
khach hang trong mdt khoang thdi gian, nd sé gitp ban minh chling rang ban sé khdng di dau
khac va ban déang tin cdy. Ban cd thé phat trién su tin tudng cla khach hang vao ban bang viéc
lam nhitng gi ma ban d& hra. Vi du, néu ai d6 nh& ban goi lai cho ho trong mét tuén, chc chan
réng cudc hen d6 phai dugc ghi trong lich, va sau dé thuc hién cudc goi vao thdi diém thich
hgp. Tuong tu, néu ban hlra sé gui tai liéu, thi ban nén thuc hién né dang thai han. Sau tat c3,
khach hang s& nhin vao giai doan nay cla méi quan hé nhu dé€ duyét trudc vé cai dudc mong
cha vé dich vu khach hang mot khi ho quyét dinh tr& thanh khach hang cla ban.
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Thiét Iap thda thuan giira ban va khach hang tiém nang

Tham chi trong nhiéu trudng hgp noi ma ngudi ban goi dén khdng dong y véi cai ban ndi trong
khi ban gigi thiéu san pham, thi d4 1a mdt phan cla céng viéc clia ngudi ban hang: tao ra su
dong tinh, dau tién la trong cac van dé nho va sau doé la cac van dé I6n. Moi [an ban phat huy
dugc su hiéu va dong tinh, nghia la ban tién mot budc gan dén viéc ky hgp dong.

Trong sudt qua trinh chao hang, dirng ngai ngan trong viéc tim ki€ém su dong tinh. Vi du, néu
ban dang ban quang cao cho 1 doanh nghi€p, ban ndi trén dién thoai la “Khi 6ng thuc hién
chuang trinh quang cdo cla ching t6i, thi nd sé trd thanh mot phan chi tiéu hiéu qua trong quy
trinh marketing cla cong ty. Néu tdi ¢ thé cho dng thdy lam th& ndo ma cong ty cb thé ting
doanh s bang cac st dung chuang trinh cla ching téi, thi éng cé mudn xdc tién né khong?”
buang nhién, la mot nhan vién telemarketing, ban thira biét cau tra IGi d6i véi cau hoi qua ré
rang nay. Néu ban c6 thé chlrng minh chuong trinh quang cdo cta ban hoat ddng nhu thé nao
va sé tang doanh s cho cong ty d6 nhu thé nao, ban biét ngudi dy sé tham gia. Tuy nhién,
muc tiéu la tao dugc su thda thuan miéng véi khach hang. Thuc hién diéu nay nhu la mot phan
cla viéc chao hang sé gilp ban gilr dugc dong chay cla cudc ndi chuyén, tdng thém sy thich
thi vé céi ban cung cap cho ho, va gilp ban dam bao ban va khach hang dang clung 1 phia.

P& tdng kha ndng dong tinh, 1a mdt nhan vién ban hang, ban phai thiét 1ap dudc long tin véi
khach hang. Giao ti€p trong mot thai do ding dan, cong vai viéc chléing minh réng ban (va cong
ty clia ban) s& § bén ngudi dy trong khoang thai gian dai trong tuong lai dé cung cAp dich vu va
ho trg khach hang cao cip, sé di mét chdng dudng dai dé xay dung long tin do.

Ludn nhé rang mot phan cong viéc clia ngudi lam telemarketing la thoa thuan vdi su chéng ddi.
PE b thé ky dudc hgp ddng ban hang, ban sé gan nhu nhan dugc nhiéu cdu tra I15i “khdng”
trén sudt chang dudng. Tham chi khi ban cam thay chan nan va khd chiu, diéu tién quyét la
khdng dé nhitng cdm xdc d6 dén dugc khach hang. Tudng tu, ban ciing khéng bao gid mudn
trd nén tuyét vong. Khach hang ma ban goi dén phai cdm nhan rang ho la ngudi dau tién ma
ban goi dé&n. Am diéu ctia ban phai ludn ludn tugi mdi. Mot cach dé dat dugc diéu nay 13 trién
khai nhiéu ki€u chao hang khac nhau. Trong su6t mét ngay, nghi ngdi gitfa cac lan goi dé c6
thém su da dang va pha v& giong diéu nham chan budn té cla ban. Nén nhd rang moi IGi noi
“khong” la mot budc gan hon dén cau tra 1Gi “cd”.
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NOI TO HON! SU DUNG GIONG
NOI NHU LA CONG CU BAN
HANG

La mdt nhan vién telemarketing hay telesales chuyén nghiép, c6 rat nhiéu kj nang tir su khéo
léo chuyén nghiép ma ban dugc hudng d€ (ng dung moi ngay dé két thiic mét dgt ban hang.
MGt cong cu ma ban sé dua vao rdt nhiéu chinh la giong néi. Day la cai sé dugc sir dung qua
dién thoai dén khach hang tiém nang, va khach hang hién tai. Chuagng nay tap trung vao tat ca
cac mdt vé viéc su dung giong noi nhu la mét cong cu ban hang. Tham chi néu ban la mot
ngudi giao tiép cd giong ndi tét, thi van ludn ludn cd cai dé€ ban cai thién, véi suy nghi nhu 1a ky
nang mdi, d€ st dung giong ndi clia ban ding cach can dudc luyén tap.

Giong noi cua ban anh hudng dén kha nang thanh cong nhu thé nao

Hau nhu moi ngudi déu nhan dién thoai tir nhitng nhan vién telemarketing khi ho dang & nha.
Hay déng vai 1a ngudi nhan nhitng cudc goi 8y, ban ¢ hai Ia chon: Ban cd thé cliip may ngay
Iap tc hay ban ¢ thé nghe ngudi ta chao hang. Nhitng nhan t8 nao lién quan khi ban quyét
dinh nghe ngudi 8y chao hang? Cé hai kha nang co thé xay ra:

e Ban dé y dén céi ngudi ta ban.

e Ban bi I6i cu6n bdi cai cach nguGi nhan vién telemarketing néi. Ngudi dy sir dung
giong ndi dé tao ra mdt mai lién két vai ban.

Khi nhan cudc goi telemarketing, bao nhi€u lan ban cip may ngay lap tirc, bgi vi ban nhan ra
ngudi dang ndi chi dan gian la doc lai kich ban da dugc viét san, ho khong truyén tai dugc su
thich thd vé cai ma ho dang ndi, va cd van dé cu thé vé cach giao tiép tai sao ngudi 4y goi va
ngudi ay ban gi?

Trong thé gidi kinh doanh, nhitng an tugng dau tién la diéu tién quyét! La mét nhan vién
telemarketing, ai d6 khdng thé thy ban tréng thé nao, ki€u téc cua ban, ban &n méc thé nao,
hay ban thé hién ban than nhu thé nao, vi vy ngudi ma ban goi chi phai dua vao kj ndng giao
ti€p clia ban — do 1a cai ma ban ndi va ban ndi nhu thé nao. Néu ban khdng thé hién ban than
ngay lap tlrc la mot ngugi than thién, thong minh, va mang lai cho ngugi nhan cudc goi cai gi
dd ma ho mong chd hay can thiét, cd hdi cla ban giit ai do trén dién thoai chi con dugc vai
giay.

Né&u ban sap stra co mat tai mot cudc hop kinh doanh quan trong trong mot tap doan I6n, ban
s€ nghi gi néu ngudi ma ban sé gap lan dau tién lai mac quéan jean bui va ao thun dg day thay
vi mot bd vét dugc may can than va sach s&? Ngudi dé cé thé thdng minh va gidi giang, nhung
uy tin cla ngudi 8y c6 thé mat di trong ban, cling nhu 1a két qua truc tiép vé an tugng dau tién
cla ban la ngugi d6 khong chuyén nghiép cling nhu an mac khéng phu hgp.

Ciing véi quy ludt dd, casc nhéan vién telemarketing khong chi sir dung giong néi dé gy &n
tugng ban dau ma con phai thu hit dugc sy chu y cia khach hang trong suét chiéu dai ciia moi
cudc goi.
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Hoc cach diéu khién giong néi cua ban

Dién vién, phat thanh vién, nha chinh tri, va nhitng nguSi phat ngdn tir moi tang I6p x& hoi
gianh ra nhiéu ndm trdi dé tdng cudng va lam hoan hao kj néng giao ti€p bang giong néi cla
ho bdng cach thuc hanh, tdp luyén va dao tao. La mdt nhan vién telemarketing va telesales
chuyén nghiép, ban d& st dung giong ndi ctia minh nhu thé nao d€ bién né trd thanh tai san
I&n nhat cta minh.

Giong néi cia mdi ngudi thi doc nhat gidng nhu tinh cach va vé bé ngoai clia ho. N&u né dugc
st dung mét cach ding dan, nd sé gay an tugng véi moi ngudi, dudc nhé dén, cho phép ban
xay dung nhitng méi quan hé kinh doanh tich cuc qua dién thoai, va gilp ta truyén tai thong tin
cho moi nguai.

Kha ndng dé théng sudt nghé thuét giao ti€p bang giong ndi bao gém nhirng yéu t6 sau:
e Am lugng (ban ndi I16n hay nho thé& ndo).
e TU vung (nhitng tir ma ban st dung dé giao tiép).
e Phat am (kha ndng doc chinh xac tir vung).
e T&c d6 ndi (ban ndi nhanh hay cham).

e Truyén tai cdm xUc (sir dung giong ndi clia ban dé€ truyén tai su tu tin, chan thanh,
thong minh, nhiét minh, cdm hiing, than thién, quan tam, gian dir, buc minh, kho
chiu, hoang sg, sg sét, phién mudn, hay bat cr cdm xuc gi khac).

Pay 1a nhitng nhan t& then chdt can thiét d€ trd thanh mdt ngudi cé khan nang giao tiép giao
ti€p khon khéo. Tuy nhién, kha nang 1ang nghe ngudi khac ndi cling quan trong khéng kém. Vé
mét telemarketing, mot khi ban chon Iua khach hang tiém ndng d€ ban chao hang, khd ning
thanh cong sé dua trén viéc ban giao ti€p tot thé nao. Vi du, khi ban trinh bay gigi thiéu vé
hang hda, ban c6 thé sir dung nhitng tir dung (tir vung), &m lugng va cach phéat am thich hap,
nhung thiéu cdm xdc can thiét d€ kéo ngudi ma ban dang ndi vao cudc hdi thoai. Tuong tu, néu
ban ndi qua nhanh, ngudi nghe c6 thé khdng theo kip; néu ban ndi qué chdm, ban dang gép
rac rdi 1a lam cho nguGi khac cam thay chan. NEu giong ndi cia ban thi€u cam xuc, thi nd co vé
nhu la ban khéng quan tam cai ma ban dang ndi hay ban khong that su tin tudng nd, diéu nay
s€ cd anh hudng xau dén khach hang. Néu ban st dung sai tur hay r6 rang la ban khong biét y
nghia ddng cua tr ma ban dang st dung, ban cé thé tinh cd mét di su hi€u biét hay ndi ra mot
diéu gay bdi r6i. Vi thé, dé dat dugc thanh cong trong viéc giao ti€p bang giong ndi, tat ca
nhitng yéu t6 vé cach ndi nay can thiét phai lam viéc lién mach véi nhau trong su6t moi cudc
goi ma ban thuc hién.

Khi kéo dugc su’ quan tam clia mét ngudi vao cuéc dam thoai truc ti€p, ban sir dung ngén ngif
co thé va nét mét d€ nhdn manh cai ma ban ndi la diéu binh thudng. Con khi thuc hién qua
dién thoai, nhitng c(r chi va nét mat nhu trén rat quan trong, bgi nhitng ctf chi dé sé ngdn can
ban sir dung giong noi dan diéu va budn té. Ngoai viéc str dung clr chi, mac du chidng khéng hé
dugc thay, ban phai thém “ndng lugng” vao trong giong ndi cua ban dé giao ti€p phu hgp han.
Trén thuc t€, trong sudt cudc goi, hdy thoai mai dirng lén khi ban dang chao ban. St dung
headphone d€ tay ban dugc ranh rang va cho ban dugc nhiéu cir ddng han, cho phép ban thé
hién ban than tét han. Nhu céc dién vién gianh ra nhiéu tuén Ié dé€ tap vai cla ho trudc khi dién
dé lam cho nhan vat ho thé hién trd nén that hon, ban cling vy, nén tap lam thé nao dé trinh
bay san phdm, nhd vy ma su trinh bay clia ban sé tu nhién, 16i cudn va dang tin cdy hon.

Am lugng

A

Thém am lugng vao bai ndi clia ban hoéc thay ddi “tdng” ndi dé truyén tai nhitng diém quan
trong va ndm bat sy chd y cla ai dd. Vi du nhu ban co thé nang cao giong hay ha giong xudng
mot chdt dé€ thé hién diém quan trong nhdm thém su’ nhan manh.
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Khi ban chao hang, hay chac chan réng khach hang khéng cé van dé gi trong viéc nghe ban noi.
Néu &m lugng cla ban qua nho, ngudi ma ban ndi chuyén hiéu sai d6 1a do lo sg, hay cing
thadng hodc ban 1a mdt ngudi hién lanh. Tuong tu, néu ban ndi qué 18n, nd cd thé dugc hiéu la
ban la ngusi huénh hoang va doc doan. Va chd y, am lugng cla ban nén nhat quan trong moi
cudc tro chuyén, su 1én xudng cla giong noi va nhitng cdm xdc ma ban truyén tai sé cé luc hon
la ban ngbdi d&i dién vdi ai dé d€ ndi chuyén.

T vu'ng

Nhiéu nghién clru cho thady su tinh thong ngdén ngir lién quan truc ti€p dén cach ma ngudi dy
linh hoi dugc trong thé gidi kinh doanh va d6i véi cap do su nghiép trong tuong lai ma ngudi ay
cd thé dat dugc. Diéu ndy 13 do ngudi ta s& danh gid ban qua cach ma ban giao tiép vdi ho.
Néu ban nai tot, thi tw dong ngudi khac sé danh gia ban la dugc gido duc t6t va thdng minh.
Nang cao v6n tir vung khdng c6 nghia 1a sir dung hang ngan tir khé hi€u va nhirng tir xa la
trong cac cudc noéi chuyén hang ngay. Ma diéu do6 c6 nghia la nang cao mét lugng tir vung rong
I6n va biét sir dung IGc nao va thé nao - tham chi la nhitng tir dan gidn nhat - mét cach chinh
xac khi ban giao tiép.

Nhiéu ngugi thuGng bdi r6i véi nhitng tir hang ngay, phat am sai, hay st dung sai tur trong cau
bdi vi ho khéng biét y nghia that su’ clia nhitng tir d6. DE bat ndng cao mét vén tir manh han,
ban can phai két hgp ding dan nhitng tir mdi vao trong cac cudc ndi chuyén hang ngay (hay
viét) d€ c6 thé nhé ching.

C4 nhiéu cach dé tdng vén tIr vung clia ban. Don gian viéc doc sach! Poc sach 1a mét cach
tuyét vai ¢ thé gidp ban diéu dé. Ban ciing cd thé hoc qua tir dién.

La mét nhan vién telemarketing va telesales chuyén nghiép, nhifng ngudi ma ban lién lac vdi
ho, bao gom khach hang, dong nghi€p, va nguGi giam sat, tat ca sé danh gia ban qua tir ngt
ma ban s dung dé€ giao ti€p. Kha néng phat 4m rd rang va chinh xac va cé kha ndng diéu
khién “ludng” giao tiép la diéu bt budc ddi véi nhitng ai kifm thu nhap bang viéc giao tiép qua
dién thoai. Dunham giai thich rdng su’ phan anh ngudi ma ban ndi chuyén, 1& thudc vao cap cla
tlr ving, day la moét ky ndng quan trong can phai phat huy. D& lam diéu nay thanh cong, ban,
la mdt nhan vién telesales chuyén nghiép, phai phét trién nhitng ky ndng Idng nghe, ci nay
cling la 1 phan ky ndng ndi. “Ban can phai lang nghe cai ma khach hang tiém ndng va khach
hang hién tai dang néi va tra IGi theo dd,” Dunham ndi. "Néu nguGi nao c6 mét lugng tir vung
to I8n cd thé tuy y st dung, ho cd thé giao tiép va tuyén tai thong diép ban hang dé dang hon
khi ho lam trong linh vuc telesales.”

Chi cai thién v6n tr vung thi khong phai la mét phucong thitc ddm bao dé ban tang doanh s§
hay tdng thu nhap ngay I4p tic, nhung né 1a mét ky ndng dang gia ma ban co thé két hop dé
dang véi nhitng k§ ndng khac (néi thém trong chuong 9) dé trd thanh mdt ngudi giao tiép t6t
hon va la mét nhan vién cd ki ndng chuyén nghiép hon. Bang viéc khdng nguing cai thién va
rén diia nhitng ky nang thi ban sé thay kha nang ky hgp dong ban hang, tang doanh sg, va gil
khach hang cuta ban cling dugc cai thién.

Hay két hgp nhitng tir ma chuyén tai y nghia, cdm xuc, va ca siic manh khi ban trién khai viéc
chao hang. Ludn ghi nhé rdng c6 nhiéu cach dé trinh bay cuing mét ndi dung. DSi véi moi khach
hang tiém nang hay khach hang hién tai, ban sé gan nhu can phai tly bién hay s(ra lai I0i gigi
thiéu d€ ngudi ma ban dang ban hang c6 thé hiéu dugc. Tuy nhién, diéu dé cling khdng thanh
van dé bdi ban dang dua trén nhiing tir d€ ban san pham hay dich vu, hdy dam bao réng ban
chon tir sé gay dugc su' chd y va mang tinh mo ta cao.

Nhiing cum tinh tr va cum tir miéu ta cd thé Ia cdng cu ban hang dac luc khi ban quang ba san
pham/dich vu cling véi Igi ich cta chdng. Vi du, ban c6 thé ndi, “6ng s& tiét kiém tién khi mua
san phadm cua chdng t6i.” Tuy nhién, s dung nhiéu tir manh hon, dudi day la vai cach c6 thé
thay thé dugc:

e “Ong sé hiéu dugc su tiét kiém to I16n khi dng mua san phadm cla ching t6i.” (You
will experience monumental savings when you buy our product.)
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.

e “Bang Igi th€ san phdm cua ching t6i, 6ng s& tiét kiém rat nhiéu tién day.” (By
taking advantage of our product, you will experience substantial savings)

e “COng ty cta 6ng sé dugc Igi ngay lap tlrc tir viéc tiét kiém rat nhiéu khi 6ng mua
san pham clia chung t6i.” (Your company will immediately benefit from spectacular
savings when you buy our product.)

CAu nao trong s6 nhitng cdu &y mang tinh thuyét phuc han? Khi ban viét ban thdo dé chao
hang, ban nén liét ké day du nhiing Igi thé trong danh sach. (Néu ban dang sr dung MS Word,
thi danh sach dugdc xay dung trong doé. Dudi “Tool” cé cac danh muc, ban chon “Language” va
sau d6 chon “Thesaurus.”) D& md ta cai gi d6 cb kich ¢ I6n, thi nhitng tir nhu 1a “Ln” ¢d thé
truyén tai dugc khai niém dd, nhung nhitng tir mang y nghia manh han la “Hoanh trang, Vi dai,
D0 so, To I6n, va D6i dao”.

Khi chon tir d& ban st dung, diing IGing ting trudc cac tir, va dirng bao gid st dung tir ma ban
khong biét nghia nhung ban cho réng tir dé sé lam cho ban c6 vé théng thai han. Trong ngdn
ngl co nhiéu tir vung thudng bi nham lan va sir dung sai. H3y chac chan rang ban biét nhitng
diém ma ban dang c& gang lam va chon nhing tir ding dan cho nhitng ludn diém &y. Nén nhg
rang nhitng tir mang nghia réng va khé hi€u thudng khdng phai 1a nhitng tir t6t nhat dé sir
dung trong viéc gidi thiéu san pham. Trong khi dGi v&i ngugi chuyén nghiép thi ho ludn ludn sir
dung tir nglt don gian, dé hiéu va dang tin cdy. C8 géng bd di nhitng cum tir ludi biéng trong
van ndi nhu 13 ", §”, “hd” nhitng cai ma cé th€ dem lai cdm giac lo s¢ hay ciu tha trong ngén
ngir.

Cubi cuing, khi giao ti€p véi nhitng ngudi khac, st dung tir ma c6 thé ndm bét su' chid y cla
khach hang va ngugi &y mubn nghe: tén clia ngusi dé! Két hgp tén clia ngudi nao doé vao trong
cudc hdi thoai d€ dua ra nhan xét nhu 1a:

e “John, d&€ em néi anh nghe cdi nay ...."
e “John, dé la mét ludn diém hay ....”
e “John, anh cé bao giG nghi dén viéc ...?"

e “John, hdy danh mot chdt thdi gian dé ....”

Cach phat am

Ciling quan trong nhu st dung tir ngt phu hgp, hdy chic chdn réng ban phat &m chinh xac
nhirng tr ma ban dung. Viéc phat am cla ban cang tot thi cd sé anh hudng truc ti€p dén kha
nang ban dugc moi ngudi hiu cai ma ban noi.

Phat 4m khong ding co thé té nhu Ia viéc st dung tir sai. D&c biét 1a néu ban doc mdt ban thao
telemarketing, ban nén chéc chén rang ban doc ding tirng tir mét. Nén dé y dén viéc doc
nguyén &m trong moi tir d€ tdng kha néng lam cho moi ngudi hiéu, dirng d€ cac tir dinh lai vdi
nhau khi ban néi, va dirng bo qua am ti€t. Néu ban thdy ban than con vap & mét tir hay ngan
ngai khi st dung tir d6, hay tim tir dong nghia ma dé ndi hon trong ngit canh ban bat budc phai
st dung chung.

Dua trén viéc ban dang 6 dau va lai lich cta ban la gi, ¢ thé ban sé néi v6i nhiéu giong khac
nhau. H3y hoc cach dé diéu khién hay thdm chi bé dudc giong ban x(r cé thé gidp ban rat nhiéu
khi 1am telemarketing, bdi diéu nay rat quan trong khi moi ngudi c6 thé hiéu va biét ban dang
noi cai gi. Sau hét, moi ngudi cé khuynh hudng co thién cam vdi nhitng ngudi gan giéng nhu
ho. Néu ban dang giao ti€p vdi giong ma ngusi dé khong phai giong do, thi né sé xay nén mot
rao can giifa ban va khach hang.
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Toc do noi

Moi nguGi thudng noi G téc do it hon 60 tir mot phat. Tuy nhién, khi nguGi ta cam thay khong
thodi mai hay sd hai, t6c do6 dé co thé tdng dén kinh ngac. Trong subt cac hoat déng cua
telemarketing, dac biét la khi ban doc ban thao chao hang, diéu quan trong la ban phai doc &
téc do binh thudng — khong qua nhanh (khi€n cho ban nghe cé vé hdi hop) va khong qua cham
(Iam cho ban cé vé nhu ban ¢ van @@ véi ban thao hay ban khéng hiéu ban dang néi gi). Cach
t6t nhat dé€ do tdc dd 1a thau chinh giong ndi clia ban trong sudt qué trinh ban trinh bay hay
chao ban san phdm va sau dé nghe lai, réi danh gid nd. Hang ngay ban ndi véi téc dd binh
thudng hay ban néi nhanh dé€ cé thé chuyén cang nhiéu thong tin cang tdt trudc khi khach hang
clp may? N6 sé khéng bao giG nghe cé vé nhu ban dang doc (tham chi néu ban dang doc theo
ban thao tirng tlr mot) khi ban thuc hién cudc goi telemarketing.

MOt vai ngudi ndi nhanh, trong khi mot vai nguGi khac lai néi cham. Mot khi ban biét toc do
binh thudng cla ban 13 gi, ban ¢ thé binh tinh sta chifa né tir tir d€ hgp vdi ngudi ma ban néi
chuyén. Ban khong mudn khach hang thd ¢ véi ban khi ban sir dung tir, cum tir, hay cac khai
niém ma ho khdng hoan toan hiéu giéng nhu thé hién bai ndi clia ban vugt qué cai dau cua
khach hang. Mac du la 1am cho I3i ndi that sy cd kién thirc va cd uy tin la rdt quan trong, nhung
nd cling quan trong khdng kém d6i vdi viéc nd dugc dén nhan ngang bang tr quan diém cua
ngudi tri thirc.

Truyén tai cam xuc

Trong su6t cudn sach nay, diéu quan trong cla viéc truyén tai nhitng cdm xuc tich cuc khi ban
noi trén dién thoai dugc Iap di 13p lai rdt nhiéu [an. Thir tudng tugng sé chan thé nao khi ban
nhan mdt cudc goi tir chuyén vién telesales va nghe tir 3, 5, hay 10 phit gi6i thiéu san pham
vGi mot giong diéu nhat nhéo khong hé c6 su hirng khdi, vui vé hay cam xUc nao. Diéu doé céd
nén tén tai khéng? Chac chan la khdng!

Chi dan gian diéu chinh thai d6 va cam xic ma ban truyén tai, y nghia cla cai ma ban ndi sé
anh hudng dén khach hang va ho co thé thay doi nhanh chdong. Tudng tu, nhitng cdm xic ma
ban truyén tai phan anh Ién ban la ai, lam cho ngugi nghe cé an tugng ban dau vé ban.

Trong su6t cubc goi, diéu duy nhat ma ngugi nghe lam Ia hinh thanh an tugng vé ban: cai ma
ban noi va ban néi thé nao. Thém nhirng IGi néi c6 cam xUdc cang nhiéu cang t6t, nhG dé ban
dugc danh gia la mot ngudi than thién, hoa dong, chan thanh, va thong minh.

B4t c(r khi nao ban ban qua dién thoai, ban nén chic chan 1a cdm xic trén mat ban cling phai
truyén dat chinh xdc cdm xdc ma ban dang cd géng chuyén tai. Ban mudn khach hang thich thd
khi néi chuyén véi ban, thdm chi néu ho dang c6 mét ngay chdng méy tdt dep. SI dung mot
chut bién tau trong giong néi clia ban, mdt su’ chao ban cd thé hoan toan chan thanh hay 1a ban
dang c6 gang lira ai d6. Néu ban thanh that nghe nhu la ban tin tuéng vao céi ma ban dang
noi, ngudi nghe cling sé de dang tin han. Tuang tu, néu vo tinh ban chi néi nhitng tir va khong
hoan toan tin vao ching, nghia la ban dang lam cho khach hang cé ly do khéng tin vao cai ban
noi.

Sur dung giong néi cua ban nhu Ia mét cong cu ban hang

Khai niém bat chudc ngudi ma ban ndi chuyén chinh la mét cong cu hét siic hitu hiéu néu nd
dugc thuc hién ding dan. Pau tién, ban phai hi€u va phét trién phong cach riéng cia ban
(phong cach néi chuyén). Vi du, ban cé khuynh hudng néi nhanh? Ban cd chinh stra thanh mot
giong vui vé va than thién khi ban néi chuyén, hay ban khdng s6i ndi va rat nghiém tuc?

Dugi day la vai tlr mo ta cach (ng x{r ciia mot ngudi khi ho ndi. Cai nao mo ta dung vé ban?
e D& chiu.
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e Tham vong.

e Kiéu ngao.

e Tutin.

e Kién quyét.

e Bian.

o Quyét doan.

e Bt kinh.

e Thong tri.

e Gay an tugng.
e D& xuc dong.
e Nhiét tinh.

o Dé thay ddi.

e Kién tri.

e Huénh hoang.
e Dang ton trong.
e Nghiém tuc.

e Diém dam.

e Sausac.

Hay chon ba dén nam tir trong danh sach (hay thém vao cai cia ban) ma mo ta phong cach
giao ti€p cta ban chinh xac nhat.

1.

2.

4.

5.

Mot khi ban biét cach giao tiép 1 cach tdng quan nhu thé ndo, khi ban bat dau ndi chuyén véi
mot ai d6 qua dién thoai, hdy nhanh chdng danh gia phong cach giao ti€p va nhu cau cla ho.
Néu mot ngudi nao dé néi chdm rai, co thé ngudi nay sé quen thudc vdi ngudi cling néi chdm
nhu ho, vi thé dé€ dat dugdc su anh hudng tich cuc téi ngudi 4y ban nén I8p khoang trdng gilta
hai phong cach giao ti€p va c6 gang giéng ngudi ma ban dang noi chuyén. Khi st dung giong
ndi dé& giao tiép, diéu t6t nhat Ia ban nén ludn ludn ngén gon va di vao trong tdm, dic biét la
khi lam telemarketing. C8 gang cung cip nhiéu thdng tin, thoai mai, tao hirng thd, va kéo ngudi
dé tham gia vao cudc ndi chuyén, va trong lic d6 ban cung cap nhu cau, mong mudn, hy vong
va nhitng khat khao cho ho. Quan trong han hét, hdy gui di nhitng thong diép rd rang va de
hi€u. Néu can thiét, hdy dat cau hoi nhu 13, *Ong cd hiéu cai tdi dang néi khdng?” hay “Cai d6
cd y nghia ddi véi ong khéng?”
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Khéng chi néi, ma hdy Iang nghe!

La mét ngudi 1dng nghe t6t s& gilp ban do dugdc thai d& mua hang cia khach hang, thuong
lugng v6i nhitng vudng méc cla ho, xdy dung mdi quan hé, va biét khi nao bt dau ky hop
ddng ban hang. Mac du 1a ndi thi dé, trinh bay vé san pham, va ban, nhiéu ngudi thdy né déc
biét thach thirc d€ ngung ndi va 13ng nghe cai ma khach hang cla ho ndi. B4t cf cudc hdi thoai
nao cling déu cd ndi va gianh it nhat khoang thdi gian tuong tu d€ 1dng nghe ho ndi, va sau do
tra I0i cho cai ma ho ndi.

Khi 1 ngusi dang Iang nghe 1 nguGi khac ndi, ngudi dy that sy linh hdi dudc cai ma ngudi kia
ndi khodng 50%. N&o clia ban c6 thé tép trung dugc nhiéu thong tin hon la céi that su dang
noi, chinh vi thé ma tai sao dau dc clia ngudi nghe deé bi di lan man. Vi vay, khi ban chao hang,
cho rdng chi khoang phan nira cai ban néi di vao tdm tri clia khach hang. Vi thé, 1ap lai nhiing
diém then chét trong nhiéu cach khdc nhau s& lam tdng hiéu qua hon. Tuong tu, néu ban
khéng hoan toan Iang nghe khach hang néi gi, thi ban chi cé thé linh hdi dugc khoang phan nira
cai ma khach hang ndi. Néu ban l1a ngudi khdng ldng nghe can than va ngudi nghe chi déng,
thi nhiing mGi lo ngai quan trong hay suy nghi clia khéch hang c6 thé sé khong thé nam bat
dugc va diéu dé cé thé dan dén viéc ban mat di mét khach hang.

Phat trién ky ndng Idng nghe 13 rdt quan trong. Ciing nhu nhitng cai khac, né cling can phai
thuc tap. Khi ngusi nao do dang ndi, hdy chd y! Tap trung vao ndi dung hay y nghia cla cai
dang dugc ndi, khong can thiét dén nhifng I0i clla ngudi khac. Cling nhu thé, dirng cho phép
ban than ban sao ldng bdi bat cf cdi gi xung quanh ban. Chac chan rang ban dang tap trung
vao cai dang dugc néi, khdng ngdt I8i ngudi ndi. Chuan bi tiép theo bang céch 13p lai hay trich
ra nhitng gi dudc ndi va chi ra cach giai quyét. Trinh bay lai, bang tir ngir cta ban, cai vira dugc
ndi dén. Dling chi nhac lai tirng tir cai ngudi kia vira ndi. Khi ban lam diéu nay, ban chi nén tap
trung vao chl dé trudc mat — cd nghia 13, y chinh hay khai niém chinh dugc truyén dat dén
ban.

L3p lai cai vira dugc néi d& minh chirng rang ban khdng chi nghe, ma ban con hiéu ngudi &y noi
gi. N6 cho khach hang thy 1a ban that su’ quan tdm dén ngudi d6 va ban hiéu ngudi dé dang
nghi gi. Bay gig thi uy tin cla ban dugc tang Ién rat nhiéu d€ chi ra mét van dé va dinh hinh
mot cAu tra 16i théng minh. Day la mét cach thirc dé dang dé cho thdy su’ ddng tinh cling nhu
cam thong véi ngudi ma ban dang ndi chuyén.

Khi ai d6 dang ndi, thdm chi néu ngudi d6 dang ndi déng dai, ban hay c6 gdng phan biét diém
nao ngudi do dang ndi va tap trung vao van dé hay y nghi dd. Tham chi cai dugc ndi la khong
dang, gay khoé chiu, hay khong thich hgp, dirng bao giG cho phép cam xic cla ban can tré kha
ndng xu ly thong tin va tra I3i trong moét cung cach chuyén nghiép. Mot diéu binh thudng véi
cach hanh xtr cla con ngugi khi ho chéng déi va thé bao khi ai dé ndi nhitng diéu ma ho khong
dong tinh. La mot nhan vién telesales chuyén nghiép, khi cé bat dong, ban can phai hi€u diéu
do, phan tich nd, va chuyén ddi nd thanh su déng tinh nhd vay ban méi ¢ thé ban hang. Hanh
dong va phan (ng theo cam xuc khong cho phép ban lam diéu dé.

Sé thich hgp han néu ban gianh ra mot chut thai gian gilr im Idng (hay ngirng mot 1Gc) va nghi
vé cach phan hoi la s& néi gi tiép theo, cd thé giai quyét 1a dit cau hoi, tra 18i cdu hoi, va ¢ thé
tam diing khi cdm xUc bat dau khdng con kiém soat dugc. Mot cai dirng ngan cd thé tao thém
anh hudng dén cai ma ban s& ndi va cd thé dugc st dung dé€ cho ban mdt vai gidy lam séng to
cac y kién trong dau ban trudc khi tra 16i khdng phlu hgp hay thong tin khong ddng.

Néu né dudc thuc hién dldng dan, trd thanh mot ngudi nghe chl dong cé th€ mat nhiéu cong
strc cling nhu sy chd y nhu khi ban ndi, dac biét khi ban kéo ai dé vao viéc ban hang. Cé nhiéu
cach dé thuc hién diéu nay, nhung d€ gilip ngudi d6 cadm thay thodi mai bang cach ndi lén y
kién clia ho hay dat nhitng cau hdi, st dung ciu khang dinh nhu 13, “John, dé 1a mét ludn diém
tuyét vdi ...” hay “Dé la mot cau hoi hay, John....”
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Trong sudt qué trinh gidi thiéu san phdm va khi ban mudn tic déng dugc khach hang, hay
khuyén khich ngugi khach nén ndi. Hdi nhitng cau hoi mé va thu hat nhitng y kién, y tudng la 1
cach hay.

Kiém tra 4m thanh giong néi cua ban

Trong subt qua trinh chao hang, hdy danh gia giong ndi ctia ban va chic chan rang n6 dugc sir
dung mot cach tot nhat. Vi du, hady hoi ban than:

e Ban c6 chuyén tai théng diép cla ban mdt cach thanh cong d€ khach hang nghe va
hiéu?

e Ban c6 dién ta d trong cai ma ban néi va cé kha néng thiét 1ap (cho ngudi nghe
nam dugc) nhu ciu va tao dudc su thich thd vé san phdm/dich vu ctia ban?

e Ban c6 nhiét tinh va hiéu biét vé san pham hay dich vu cta céng ty ban?

e Ban ¢ ndi vdi tdc dd cd thé hi€u dudgc, st dung cac khoang ngimg khi can thiét, dé
chuyén tai thdng diép ma khéng hé ndi [am bam?

e Ban c6 truyén dat nhitng cam xdc thich hgp? Ban cé thém vao nhiéu giong diéu va
am diéu khac nhau trong giong ndi d€ Iam ban than thém phan tha vi dé I3ng
nghe?

e Ban cd gianh thdi gian dé€ 13ng nghe khach hang cta ban ndi gi khdng?

» (6 phai tat ca trang thi€t bi cua ban (bao gém cua headphone) dang hoat dong tét
dé khach hang cua ban cd thé nghe dé dang hon? Vi du, néu headphone khéng
dugc cai dat dang hay microphone c6 khoang cach khong thich hgp véi miéng,
khach hang s& khéng thé nghe ban néi)

Nhiing 16i nén tranh

Sau day 1a mét vai 16i thudng g&p dé tranh, dua trén nhitng ndi dung dugc mé ta trong chudng
nay:

1. Diéu khién dm lugng clia ban vi th& ban dirng ndi qué nhé hay qua to, khi d6 ban tinh cd
tao ra dn tugng sai vé ban.

2. Toc dd ndi nén gill nguyén nhu thé ban dang ndi chuyén truc tiép vdi khach hang. Vi du,
thudng thi ngudi ta hoi hop, ngudi ta thudng ndi qua nhanh. Diéu nay pha vG uy tin cua
ban va anh hudng dén cd hdi ai do sé& 1dng nghe I6i ban gidi thiéu vé san pham. Hay cai
thién ban than.

3. Ding bao gid st dung nhitng tir ma ban khdng hiéu nghia hay ngudi ban dang néi chuyén
s& khdng hiéu. Néu tir dé khdng thich hdp trong cudc ndi chuyén thi ban dirng st dung nd.

4. Dung nén ndi Iap, bd qua cac am tiét, hay dinh cac tir lai véi nhau khi ban ndi chuyén. Diéu
nay s& Iam khach hang khé hiéu han rat nhiéu.

5. Dung sl dung sai hay phat am sai tlr, vi nd cé hai cho uy tin cta ban.
6. Tranh st dung tir v8i y nghia khéng mang tinh xay dung.

7. Dung bao gid cho phép thai d6 ca nhan dugc truyén tai trong giong ndi clia ban hay trong
cam xuc cla ban khi giao ti€p qua dién thoai va khi ndi chuyén véi khach hang. Tham chi
néu ban c6 mdt ngay toi té hay ban dang néi ndng hay gidn di, khi ban thuc hién viéc
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10.

11.

12.

telemarketing, thi cam xuc cGa ban nén la than thién, vui veé, chan thanh va cu6n hat. Mot
trong nhirng 16i t& nh&t ma ban cd thé méc phai la liéu linh ban hang. Hoan toan déng y vé
viéc hoi ban hang, nhung néu giong néi hay hanh déng clia ban trd nén dir déi, thi diéu nay
6 thé lam méat di mdt khach hang.

DPung ngdt 16i ngudi ban dang ndi chuyén. Khach hang tin rang sé rat quan trong khi ndi Ién
y ki€n cta hay dat mot cau hadi, thi nhiing gi ma ngudi dé phai cling sé quan trong vai ban.
blng bao giG |5 di hay bd nhitng gi ho ndi.

Khi ¢6 gdng bdt chudc giong ndi clia khach hang, ban nén khén khéo. Ban khéng mudn
nhitng hanh déng cla ban ¢ thé bi hiéu sai la 18ng ma.

Khi thifa nhan cai ngudi d6 néi hay tra I6i cdu hoi, ban muén I18p lai cai ngugi dy ndi dé
chitng minh |a ban hiéu. Tuy nhién, nén tranh 16i thudng gdp cua viéc 1&p lai nguyén van
tirng tlr cua Ioi ngudi dy vira ndi.

Trong khi gidi thiéu san phdm, ban cd thé s& gdp rac rdi khi lam khach hang lung ting néu
ban st dung qua nhiéu tr la va qua nhiéu tir mang tinh k¥ thudt. Dam bao la ban ndm chéc
trinh dd kién thirc cla khach hang trudc khi st dung cac thudt ngir ky thuét gay khé hiéu.
St dung nhiéu tir la va thuat ngi ky thudt sé khong tu dong lam cho ngudi dé (nhan vién
telemarketing) trg nén thong minh han.

Blng bao gid st dung loa khi goi dién thoai ban hang dudi hinh thirc nao. Ngoai viéc am
thanh dé&, diéu nay con tao khoang cach va su’ sao nhang gita ban véi khach hang.

Cudi cing 13 nhu cau hay mong dgi vé san pham/dich vu ma ban ban sé& tac dong dén quyét
dinh mua hang, nhung ban trinh bay san phdm va giao tiép tét véi ngudi ma ban cb géng ban
hang chac chan s& anh hudng dén su thanh cong cla ban. Gig day ban da xac dinh dugc muc
tiéu hoan hao cho san pham hay dich vu cla ban, trién khai thdng diép ban hang, chinh sira
thai dd thich hgp, va hoc mdt vai bi quyét vé viéc sir dung giong néi dé ban hang hiéu qua,
trong chuang tiép theo, ban s& dugc biét cach ndi tat ca cac buGc cla qua trinh telemarketing
lai v&i nhau — tir Iic chudn bi cho moi cudc goi dén lic ky dugc hdp ddng ban hang va xay dung
mai quan hé |3u dai véi khach hang.
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LICH TRINH LAM VIEC CUA
NHAN VIEN TELEMARKETING

M&i nhan vién telemarketing va telesales chuyén nghiép déu c6 lich trinh Iam viéc. Khi ban trién
khai lich trinh lam viéc cla riéng ban, diéu quan trong la ban phai nhin vao “bic tranh I6n” — sy
lau dai. Khi cdn nh3c diéu nay, lich trinh telemarketing tong thé cla ban s& 1a ban san pham
hay dich vu mdt cach thanh cdng bdng cach st dung dién thoai va giai quyét van dé hay dap
(fng nhu cau ctia khach hang.

Tuy nhién, d&i v8i moi cudc dién thoai ban thyc hién, ban cling phai cd lich trinh ngdn han. Lich
trinh nay s& la theo di cAn than moi budc di clia qua trinh telesales va hay chéc chdn réng ban
sé chii y mot cach than trong dén ting chi tiét. Chuang nay tap trung vao viéc trién khai lich
trinh lam viéc ngén han dGi véi moi outbound sales call ma ban thuc hién. N6 sé dua ban di qua
moi budc trong quy trinh telemarketing mét khi ban that su san sang bat dau goi dién. Trong
nhitng chuong trudc, moi nhan td trong quy trinh telemarketing dugc tach rdi ra dé€ giai thich.
Béy gid, nhiing nhan t& nay s& két hop lai vdi nhau va dugc dat trong mot trét tu logic dé ban
s& hiéu t6t hon vé vong xoay ban hang - la quy trinh ma céc telemarketer thuc hién véi moi
cudc goi ho thuc hién.

Dua trén san phdm hay dich vu ma ban s& ban, lich trinh telemarketing cta riéng ban cé thé
thay d6i chut it, vi thé khi ban doc chuong nay, hdy bdt dau dinh hinh lich trinh tly bién cua
riéng ban nhdm dap (ng nhitng nhu cau cla chinh ban. Nhu ban s& thdy, vai budc dugc mé ta
G day da dugc dé cap ¢ nhitng phan trudc trong cudn sach nay. By giG ban cé thé dé cac
thdng tin trong mot vién canh dé& ban nhin vao bl tranh toan cu han.

Céi ma ban sdp stra doc 13 16 budc ban sé di qua ddi véi mdi outbound sales call. N&u ban dang
lam inbound telemarketing, thi c6 mét vai budc ban sé khong can (ing dung. Vao thdi diém ban
san sang theo nhitng budc nay, ban nén biét san phdm va dich vu ban dang ban va hoan thién
IGi chao hang. (Chugng 4, chudng 8, va chudng 9 sé gilp ban tao ra va chinh slra bai gigi thiéu
san pham cua ban. N&u ban c6 van dé trong viéc biét kich ban telemarketing cho riéng ban, ban
nén xem xét viéc thué mot ngudi viét kich ban chuyén nghiép. Chuaong 9 cho ban mot danh
sach vai cong ty chuyén vé viét kich ban cho inbound va outbound telemarketing.)

Budc 1: Xac dinh Ngudi nao/Nhirng cong ty nao sé mua san
phédm/dich vu cua ban

Trude khi ban bat dau goi dién dé ban san pham hay dich vy, hdy tim hiéu tat ca nhiing gi ma
ma ban béan. Ban s& thdy dé dang hon dé ban san pham/dich vu néu né la cdi ma ban that su
tin tudng. Mot phan cua viéc tim hiéu vé san phdm/dich vu gdm c6 md rdng su hiéu biét chi tiét
vé khéch hang tiém n&ng cla ban, tai sao ho can san phdm/dich vu cta ban, lam thé nao ma
san pham/dich vu clia ban dugc khach hang muc tiéu st dung, va van dé hay nhu cdu gi ban ¢
thé dap (ing va ban san pham/dich vu cho ho.

Khi ban can nhic ngudi nghe muc tiéu, hdy tp trung vao nhiing tinh cach, nhu ciu, va théi
quen mua sam cu thé. Tuy bién I18i chao ban cta ban dé cd thé dap (ing dugc khach hang muc
tiéu cla ban. (Chuang 4 tip trung va viéc xac dinh ngudi nghe muc tiéu va trién khai théng
diép ban hang cho san phadm/dich vu ctia ban).
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Néu ban ban tryc ti€p dén khach hang cla ban, hdy tap trung vao phan chung nhat cla cac
khach hang nay dé ban c6 thé dé dang hudng dén ho. Khi ban xac dinh ngudi nghe muc tiéu,
hay xem xét giGi tinh, dd tudi, thu nhap, tinh trang hon nhan, vi tri dia ly, thdi quen mua hang,
su’ nghiép, dan tdc, hay bat cf nhitng manh nho dit liéu ma cd thé gilp ban xac dinh tét han,
va huéng muc tiéu dén nhiing khach hang ly tudng.

Khi ban ban hang dén cac doanh nghiép, ban ciing muén xac dinh khach hang muc tiéu bang
cach tdp trung nhiing nhan t6 nhu la nganh kinh doanh hay mang ma ho dang lam, nganh
nghé&, quy mé, vi tri dia ly, doanh s8 hang nam.... Ban cang hi€u vé nhitng khach hang du dinh
clia ban, ban s& hiéu dugc nhu cdu va mong mudn ctia ho han khi ban chao ban san phdm cho
ho.

Budc 2: Tham do

MGt khi ban xac dinh dugc khach hang muc tiéu, budc ti€p theo la dinh vi nhiing ca nhan hay
cdng ty va dé chung danh sach nhitng khach hang tiém nang. D€ tiét kiém thdi gian, nhan luc,
va nang lugng, thi khi ban that su’ bat dau thuc hién cac cubc goi, ban nén dau tu’ thdi gian va
tién bac trong viéc md rong danh sach khach hang tiém nang nhat trong danh sach dé€ dam bao
nhirng diéu sau:

e Nhitng khach hang tiém nang trong danh sach dai dién cho khach hang muc tiéu
cla ban.

e Théng tin trong danh sach cla ban 13 ding thdi diém va chinh xac. Néu ban ¢4 ti 1&
30% khdng chinh xac trong danh sach cta ban (diéu thudng xay ra), khi ban bat
dau goi dién, thi 30% thdi gian cta ban sé bi hao phi va ban lién lac vGi nhiing déi
tugng khong tét. Nén nhg: danh sach clia ban cang chinh xac chirng nao thi s
cudc goi clia ban can phai thuc hién (d& g&p nhitng ngudi dua ra quyét dinh) cang
it chirng ay.

e Ban cd tén cla ngudi mua hang thich hgp cling nhu s6 dién thoai cia ngudi do.
Dac biét khi ban cho cac cong ty — nhiing céng ty ma ban dang hudng dén - thi
diéu quan trong la ban phai tap trung no luc ban hang vao ding ngudi: ngudi dua
ra quyét dinh. Thuc hién viéc chao ban dén bat clr nguGi nao khac sé phi thai gian
clia ban. Néu ban khéng thé cé dugc tén clia ngudi mua qua nghién cu s bd (khi
ban dén cac cong ty) thi it nhat ban cling biét dugc chirc danh cla nguGi dua ra
quyét dinh cho cai ma ban ban.

e Céc khach hang tiém n&ng ma ban lién lac phai cé kha ndng mua san pham/dich vu
clia ban. N&u ngudi ma ban ban hang khdng thé mua dugc thi khdng cé ly do gi
xem ho la khach hang muc tiéu ca.

e Ban biét vong xoay kinh doanh cta khach hang tiém nang va khi ho cé khuynh
hudng mudn mua hang cua ban nhat.

Khi ban phét trién danh séch khach hang tiém ndng cling nhu nhitng ngudi tiém néng nhét, ban
hay nhin vao nhitng d6i tha chinh yéu ctia minh va tu héi ban than khach hang cta nhirng dai
thu nay la ai. Ai dang st dung san pham/dich vu cta ho va ho da lam thé nao dé thanh cong
trong viéc tiép can dugc ngudi nghe muc tiéu? Néu ban chon cach thuyét phuc khach hang cla
d6i thu, mot trong nhitng muc tiéu bd sung la thuyét phuc nhitng ngudi hay cdng ty chuyén
sang sU dung san pham/dich vu cta ban. Vi th€, mdt phan cla viéc chao hang cling phai gém
6 tat ca nhirng Igi ich, ddc quyén, va tiét kiém chi phi, vi du th&, ma ban c6 thé dem lai phai
nhiéu han nhirng d6i tha canh tranh.

Ngoai viéc khao sat cac déi thl canh tranh, d& phat trién danh khach hang tiém n&ng cua riéng
ban thi hay nghi vé nhitng noi ma ban co6 thé tim thong tin va cac mai lién lac thich hgp véi
ngudi nghe muc tiéu cta ban.
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Vi du, ban cé thé lién lac véi ngudi mdi gidi danh sach (mdt cdng ty ban danh sach tén/khach
hang tiém ndng). Ban ¢ th€ kham pha rdng mua va thué danh sach dai han tir tap chi, bao,
hay newsletter Ia phii hgp hay danh sach thu tin tir mot t& chdc kinh doanh nao d6 sé cé thong
tin v& nhitng khach hang tiém ndng hoan hao. Danh ba dién thoai, s& sach cdng cdng, danh ba
cac nganh kinh doanh, va nhitng ngudn khac cling cd thé cé ich khi bién soan danh sach khach
hang tiém nang cla ban.

Budc 3: Uu tién nhitng khach hang ma ban dang hudéng dén

Mot khi ban mé réng danh sach khach héng tiém nang, hay phén tich can than. Néu can thiét,
ban hay lam mot vai nghlen cltu b8 sung vé nhu’ng ca nhan hay cong ty nay dé khi ban bat dau
gO| dién ban ciing cd thé biét vé nhu’ng nguGi ma ban goi dén. Ty ho trg cho minh vai kién thirc
vé khach hang muc tiéu, ban s& c6 thé xem lai danh sach khach hang tiém ndng va ldy ra tén
mot vai ca nhan (cu thé néu ban dang ban dén cic cong ty) ma sdp mua san phdm ma ban
ban. Néu ban dang hudng dén khach hang, dir liéu phan chung nhat clia ho rd rang la cé ich
haon tén clia hoc khi dua ra su’ xac dinh nay.

Trudc khi goi dién, hdy xem hét danh sach khach hang tiém ndng va lay ra nhitng nguGi tiém
nang nhat ma c6 th€ mua san phadm/dich vu cta ban va giam bét cdng siic telemarketing bang
cach chi lién lac vdi nhitng ngudi ¢ chat lugng nhat thdi. Qua trinh chon loc nay c6 thé mang
tinh chd quan mot chiat. Khi ban nhac dién thoai, ban mudn biét ngudi hay cong ty ban goi da
dugc thdm dinh trudc theo cach nao dd. Vi thé, thay vi thuc hién “cold calls” vdi tat ca nhiing
ngudi la mat, thuc té, ban dang thuc hién nhitng “warm calls” dén nhitng ngudi la mdt ban biét
ho ¢4 nhu cau va mong mudn khéng xac dinh dugc vé san pham/dich vu cla ban.

Budc 4: Phat trién viéc buén ban mdi

Cac cong ty mudn tdng doanh s6 va cai thién dich vu khach hang thudng st dung telemarketing
theo nhiéu cach khac nhau. Ngoai viéc st dung cold call (hay warm call) dé sinh ra m&i budn
ban mdi tr khach hang tiém ndang ma ban chua tirng lién lac trudc day (ngudi do biét rat it hay
hau nhu khdng biét gi vé cdng ty ban) ban ciing cd thé sir dung telemarketing d€ cé dugc cac
mai kinh doanh lap lai tir nhitng khach hang hién tai va/hay tang cuGng mdi quan hé véi nhiing
khach hang ma ban da thiét lap trong qua kh.

Telemarketing la mot cong cu cuc ky hiéu qua dé sinh ra Igi nhuan mdi hay bd sung, nhung kh|
ban goi dién thoai va dinh vi ngudn luc cla ban cho viéc telesales, ban van phai xac dinh can
than muc tiéu cta ban la gi. Cé phai ban dang tim ki€ém thém nhiéu khach hang mgi? M& rong
viéc kinh doanh tlr nhitng khach hang hién tai? Thuyét phuc khach hang cta d6i tha chuyén
sang s dung san pham/dich vu ctia ban? Moi muc tiéu sé yéu cau cach chao hang va cach tiép
can hoan toan khac nhau, do dé hdy xem xét lam thé& nao telemarketing c6 thé dugc st dung
cho su phét trién cac méi kinh doanh mdi va tao ra k& hoach muc tiéu thich hap.

Budc 5: Chudn bi cho méi cudc goi

Khi ban ngdi vao ban, nhin chdm cham vao chiéc dién thoai va chuén bi quay s§ cla khach
hang dau tién, diéu quan trong la viéc chuan bi trudc cho madi cudc goi. Su' chuan bi nay gom
co:

e Bao dam ban d& xac dinh khach hang ding va c6 thai do ding dan (xem chucng
5).
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e (6 kich ban gidi thiéu san pham, ghi chli vé san pham/dich vu clia ban, va thdng tin
vé moi khach hang tiém nang trudc mat ban.

e (6 thong tin vé nhitng gi ma doi thd canh tranh cta ban dang chao hang va ban
phai chuan bi dé€ thuyét phuc khach hang tiém ndng vé cac Igi ich clia cai ma ban
dang ban.

e C6 muc tiéu dugc xac dinh rd rang trong mdi cudc goi cu thé ma ban sé thuc hién.
Vi du: muc tiéu thdm dinh trudc mét khach hang tiém ndng va thiét 1ap cudc hen
truc ti€p; ban hang qua dién thoai; hay san sinh sy thich thi va sau dé theo sat
khach hang bang viéc guri catalog; ban dé xuat; hay théng tin khac?

e Tao ra mdi trudng that t6t cho cong viéc telemarketing clia ban. Chac chan ban sé
6 thé tap trung 100% s chi y vao khach hang ma ban dang goi. Bo qua nhiing
su sao 1ang cb thé xay ra. Néu can thiét, hdy déng va khé clra phong clia ban
va/hay yéu cau thu ky ban tam ngling nhiing cudc goi dén.

e Dam bao la headphone cla dién thoai da dugc két nGi vao dién thoai va hoat dong
tot (néu ban st dung headphone)

Budc 6: Quay so6 dudc tién: Goi dién thoai

Qua sy nhifng trai nghiém vé nhifng cai ma ban dang ban, ban s& kham pha ra réng mdi cudc
goi ban thuc hién s& theo mdt vong xoay ban hang cu thé: thdng qua nhitng ngudi “gac cong”
(thu ky, ti€p tan, vv..w..), roi gdp ngudi dua ra quyét dinh trén dién thoai, chao hang, giai
quyét nhitng vudng méc, ky hgp déng, va lam thém nhiing cong viéc can thiét khac. Cho du
danh sach khach hang tiém nang cla ban t6t dén dau thi nhiing cudc goi cia ban da s6 déu bi
tlr ch6i hodc khéng thé dén dugc nhitng nguGi c6 quyén ra quyét dinh phu hgp. Telemarketing
la mot tro chai cac con s6. O phan khac trong cubn sach nay, ban s& doc nhiéu chién lugc dé
giai quyét su tir chdi, g8p dudc ngudi can gap va lam thé nao dé hudng dén thanh cong.

Khi ban goi d&n mdi khach hang tiém ndng, mot trong ba diéu s& xay ra:

1. Ban s& gdp mot “ngudi gilt cdng”. Ngudi nay cd thé 1a thu ky, tiép tan, ngudi truc tong dai,
hay |a trg ly cila ngudi ma ban dang cd gang dé& gdp. Muc tiéu tirc thdi cla ban 1a thdng
qua ngudi gilr cng nay dé€ ban cd thé ndi chuyén truc ti€p véi ngudi dua ra quyét dinh.
Néu ban khong chac ai ngudi dua ra quyét dinh, ban sé& can phai thu thap thong tin tir
ngudi gac cdng bang cach dit nhitng cdu hoi. (Xem budc 7 trong chucng nay)

2. Ban sé c6 voice mail cia ngudi dua ra quyét dinh. Dua trén tinh hudng nay, chac chan ban
s& muén dé lai mot théng diép vui vé va budc ngudi khach hang goi lai cho ban. Hay cd
gang tao thém su khan cép trong théng diép cua ban va I3p lai tén cling nhu s dién thoai
clia ban hai [an, d€ chic chdn rang ngudi dang nghe théng diép cua ban s& ndm dudc diéu
dé. Néu ban lam viéc cho mét trung tdm méi gidi viéc Iam va ban dang goi khach hang dé
thdng bao ngudi dé vé (ing vién ma ban nghi phu hdp dé khach hang cla ban thué ngudi
dé, thdng diép voice mail clia ban cb thé theo cach nay:

“Xin chao 6ng Smith. T6i la Ellen Bendremer tir trung tdm méi gidi viéc lam XYZ. T6i goi dén
vi toi biét 6ng dang mudn thué mot trg ly kinh doanh. C6 mét don xin viéc m&i nam trén
ban clia t6i ma toi tin la ngudi nay rat thich hgp cho su tim kiém cua 6ng. CO6 ta cé 6 nam
kinh nghiém vGi cong viéc tuang tu cho mot trong nhitng déi thi canh tranh cta 6ng va
nhitng nguGi gidi thi€u cla cb ta that su rat an tugng. Xin éng vui long goi lai cho t6i cang
sém cang tot, d€ ching tdi cd thé ndi v& (ng cl vién nay. Ong c6 thé goi cho tdi vao s6
(617) 555-1234. MGt lan nira, toi la Ellen Bendremer tir trung tdm moi gidi viéc lam XYZ va
dng c6 thé goi cho tdi & s8 (617) 555-1234.”
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Néu, sau khi ban dé€ lai théng diép voice mail, ma ban khdng nhan dudc hdi 4m, chdc chan
ban sé phai goi lai. Khi ban c6 van deé lién lac vGi ngudi can gap, doi khi t6t nhat la ban nén
goi trudc hay sau ngay lam viéc binh thudng. P4y 1a lic ma nhitng ngudi gilt cdng khdng c
viéc lam va chi con nhiing ngudi quan tri, nhitng nguGi ma cé thudng xuyén di lam sém, vé
tre, va thudng la ho tra IGi nhitng cubc dién thoai dén cla ho.

M6t diéu quan trong rang ban nén kién tri trong trudng hgp ban da dé lai hai dén ba thong
diép voice han Ia lam phién khach hang. Hay chdc chan la di lugng thdi gian cho moi cudc
goi. V8i moi thdng diép, ban can phai tao ra 1 su ti€p cdn sang tao d& ndm bat dugc méi
quan tadm cta khach hang. Vi du, trong théng diép thir ba, ban cé thé ndi, “Tdi da ¢ ging
lién lac véi dng vai [an dé ndi véi dng vé (chén thdng tin ngdn gon vé san pham/dich vu).
Néu 6ng khdng phai la ngudi ma tdi nén ndi chuyén, vdy dng c6 thé vui long cho toi théng
tin lién lac cla ngudi thich hgp vé tén va so dién thoai dugc khong...”

3. Ban sé thdng qua ngudi dua ra quyét dinh thich hdp va cd thé chao hang (xem budc 8
trong chuang nay)

Budc 7: Giai quyét nhirng ngu'di gac céng

Trong nhiéu trudng hgp, thdng qua ngudi gac cbng la thach thirc dau tién trong bat cl cudc goi
ban hang nao. MOt ngudi gac cong cé thé la thu ky, ti€p tan, trg ly riéng, hay bat c( ai tra IGi
dién thoai va quyét dinh vé viéc lam thé nao dé chuyén dién thoai cho ban.

C4 nhiéu cach khac nhau dé giai quyét van dé nay (mdt vai diéu dugc mé ta trong chuong 11).
Ban sé kham pha mét vai chién lugc phu hgp véi ban, dua trén tinh cach va phong cach cua
ban va cdi ma ban ban. (Trong chuong 12, ban sé doc mo6t bai phdng van véi chuyén gia
telemarketing Barry Maher, chu tich clia Barry Maher & Associates. Chién lugc t6i uu cla 6ng dé
vugt qua nhitng ngudi gac cdng la chon cach tiép can don gian va truc tiép. Ong ta hoi gp
ngudi quyét dinh bang tén cta ho, nhu 1a éng ta dd biét ngudi dé va mong mudn néi chuyén
véGi ho. Vi du, éng ta c6 thé ndi véi ngudi gac cng, “Xin chao, tdi la Barry. Toi goi dén dé gép
Bob.”)

DU cho ban chon céch ti€p cén nao di nita khi thuang lugng véi ngudi gac cdng, ban nén ludn
td ra chuyén nghiép va than thién. Sau hét, nhitng ngudi gac cdng cé quyén cung cdp ban
thdng tin va chuyén may cho ban dén ngudi can néi chuyén. Thudng thi ho quan ly lich Iam viéc
clia ngudi dua ra quyét dinh va xac dinh nhitng cudc goi ndo sé& dugc chuyén may va sdp xép
nhitng cudc hen. Nhitng ngudi nay cling cé quyén khong cho ban ndi chuyén véi ngudi ma ban
can gap.

Plrng e ngai dat nhitng cdu hoi tim hi€u su' that khi ban ndi chuyén vdi nhitng ngudi gac cdng
va nhd ho gilp d3. Giai thich ban la ai va tai sao ban lai goi dén, sau dé hdi tén cla ngudi ma
ban s& ndi chuyén vai ho. Ban cd thé hdi liéu ngudi gac cong cd thé khi nao 1a thdi diém tét
nhat d€ ndi chuyén véi ngudi dua ra quyét dinh khong (cho réng hién tai ngudi dé khdng ranh).

Budc 8: Lién lac va noi chuyén vdéi ngudi dua ra quyét dinh

Okay, ban d& hoan thanh khau chuén bi, ban vugt qua dugc nhitng ngudi gac cdng, va bay gid
ban nghe dugc tiéng “alo” hét slc quan trong tir ngudi dua ra quyét dinh. Ban nodi cai gi va lam
thé nao dé€ thé hién ban than trong sudt nhitng gidy phut ti€p theo la mét diéu hét sirc quan
trong. Ban c6 thé hodc bt 18y su chd y cla ngudi dua ra quyét dinh va gilr ho trén dién thoai
du 1au dé€ ban chao ban, hodc ban cé thé nhan dudc cai cip may ngay lap tirc.

Su gidi thiéu t6t nhat la giGi thiéu truc ti€p. Gidi thi€u ngan gon vé ban than la cdng ty ma ban
dai dién, sau dé hdi khach hang tiém nang liéu ngudi dé cd thé gianh chit thdi gian dé ndi
chuyén. Goi dién thoai la diéu uu tién hang dau trong mot ngay cla ban, nhung d6i vGi nguGi
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ma ban goi dién thi lai khac, ban c6 thé cat ngang cong viéc clia ho, vi thé€ ban nén thé hién su
luu tdm. Dua vao phan ('ng cta khach hang trong nhitng gidy dau tién cla cudc goi, hdy co
géng xac dinh dang tinh cach clia ngudi nay va tim hiéu cang nhiéu cang tét vé con ngudi nay,
nh& vay ban cé thé chinh sira I3i ndi clia ban dé cd thé dap ing dudc nhu cau cua ho.

Sau do, sir dung mot hay hai cau ban hang ma gay chi y nhat trong kich ban cta ban. N6 dugc
thiét k& d€ hudng su’ chl y cla khach hang va khién ho phai lang nghe. Nhifng cau nay nén
tém tat ban 1a ai va ban 1am gi. O diém nay, ban c6 thé nhan mét trong nhitng su phan bac
sau:

e NEu ngu’di n3o dé ndi mot cach thd 16 réng, “Tdi khdng thich” thi ban hdy lich su
héi, “Ong khdng thich cai gi a?” S dung cAu tra I6i d& gilr ngudi d6 trén dién thoai
va ti€p tuc IGi ndi cua ban.

e NEu khach hang ndi, “Guri cho tdi théng tin di, “ ban sé& tra I8i bang cach héi, “Toi cd
thé& guri thdng tin gi d€ gilp 6ng dua ra quyét dinh ding?”

e Né&u ai d6 ndi, “Toi ban va toi khdng thé ndi chuyén ltic nay,” ban nén hoi thdi diém
nao t6t hon dé& ban goi lai. C6 gang xac dinh dugc cudc hen qua dién thoai, sau do
khdng dinh lai Igi ich ma ban mang dén cho ngudi do.

Mot khi ban gidi thi€u ban than, hdy néi rd tai sao ban goi dién thoai, va xac dinh khach hang
c6 dang san long nghe cai ma ban noi khdng, va hay chac rang ban dang néi véi ngudi dua ra
quyét dinh. Ban hay trinh bay bai ndi cila minh mét cach tu tin. (xem budc 9)

Budc 9: Trinh bay I6i gidi thiéu san phdm cua ban

Nhu ban d& biét trong chuang 4, cd mét thong diép ban hang ding dan va viéc trinh bay hgp ly
la diéu tién quyét. Muc tiéu cla ban 1a chuyén tai thdng tin vé san pham hay dich vu cta ban dé
moi th( ban ndi phan nao khoi ddy dugc nhu cdu hay mong mudn ctia khach hang; hodc bang
cach nao do giai quyét mot van dé ma khach hang dang phai d6i mat. Tap trung vao Igi ich cla
cai ma ban sé mang dén.

M6t phan cla viéc chao hang ciing s& gom cé viéc dat nhitng cAu héi mé dé€ ban cé cd hoi biét
thém vé khach hang tiém nang cling nhu nhu cau cta ho. Ban muén chirng minh cai ma ban
mang dén la mét su k&t hop hoan hdo cho nhitng nhu cau d4. D& gip ban lam diéu nay, ban
s& can lam viéc thdng qua viéc xdy dung méi quan hé vdi khach hang. Piu nay cd thé dugc
thuc hién bang nhiéu cach — vi du, bdng cach xy dung nhitng di€ém chung giita ban va khach
hang vai tu cach ca nhan.

Cung thdi diém ban dang ban san phdm hay dich vu dén khach hang va thu thap thong tin sé&
gilip ban cé dugc khach hang dd, ban s& dung théng tin nay dé tiép tuc dap (‘hg nhu ciu cla
ho. Ban can biét khach hang cé nhu cau vé san pham/dich vu va cd tién dé tra cho nd, va ban
dang thugng lugng véi ddng ngudi ma dua ra quyét dinh mua hang. Mot khi ban biét day chinh
la cg hdi, thi mot phan muc dich cla ban la thuyét phuc khach hang va cé dugc sy chap thuan
mua hang tur phia ho.

Budc 10: Két thuc “"tha”

Mot khi ban da chiing minh dugc nhitng giai phap ban mang lai va cé dugc su chap thuan tur
phia khach hang vé cadi ma ban dang ban, ban hay thir nghiém véi su két thic thir. Néu diéu
nay co tac dung, tuyét — ban vira méi ban dugc hang. Néu budc thir nghiém nay khéng co tac
dung, thi n6é sé cho phép ban thdy dugc thém su phan bac dé nao ma khach hang co va giai
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quyét ching. O diém nay, ban can phai cd 1ap va tap trung vao mdi su’ phan d6i dong thai giai
quyét nd trudce khi ban chuan bi két thic viéc ban hang mét [an nita. (Chuong 8 sé chlrng minh
viéc l1am thé nao d€ (ing dung nhitng cach két thic ban dau tét nhat trong [An chao hang va
thao luan vé viéc lam thé nao va khi nao chldng dugc str dung mot cach thich hgp)

Budc 11: Thuong luong va giai quyét tat ca cac su phan bac

Ban s& khdng can phai ludn ludn dat nhitng ciu hoi d€ xac dinh khach hang phan ddi diéu gi.
Khéng can phai ggi y, ngudi khach hang sé ddt ra nhitng cau hoi, y ki€n va mdi quan tdm cla
riéng ho trong sudt qua trinh ban néi. Bén canh nhitng sy phan bac, thutng la lién quan dén
tién bac hay gia ca, cling s& cd rat nhiéu nhing IGi phan bac thuGng gap sé dugc lap di ldp lai
dva trén cai ma ban dang ban. B&i vi moi IGi phan bac, ban hay tién liéu trudc vé viéc lam thé
nao dé thuong lugng véi ho va chun bi lam viéc truc ti€p véi moi khach hang dé€ giai quyét
nhitng khiic mac cta ho - trong cung mdt ldc.

Trong sudt qua trinh bay, ban hay theo nhitng budc can ban:
1. Xac dinh mdi I5i phan bac.

2. Nang cao su hiéu biét vé I5i phan bac; dat cau hdi.

3. Ching minh sy hiéu biét v& mdi Ii phan ddi bing cach 13p lai didu d6 cho khach hang theo
ngon ngir cla ban.

4. Cam thong véi khach hang.

5. Dua ra giadi phap cho IGi phan bac do.

6. Lay dudc su chap thuan tu phia khach hang.

7. Giai quyét su’ phan bac ti€p theo hodc cd gang két thic ban hang.

O mét diém nao dé trong I3i ndi clia ban, & gilfa viéc trinh bay nhitng gidi phap clia ban va tiép
tuc di dén két thic ban hang, ban sé can phai thao luan vé tién bac. Tuy nhién, trugc khi chi phi
vé san pham hay dich vu cla ban dudc dua ra, ban phai & trong mét vi tri manh mé hon néu
nhu khach hang da dong y réng ho mudn hay can cai ma ban mang lai cho ho.

Khi thao ludn vé gia ca, c6 vai cAch ma ban cé thé két hap, dua trén s§ thich ¢ nhan va cai ma
ban dang ban. Mot cach ti€p can la ndi diéu gi do ti€p theo cau chuyén, “Va day la tin tot
lanh...” trudc khi bat dau vé gia ca, ban nén ggi y cho ho biét rdng cai ma ban mang dén cho ho
hoan toan cd thé trang trai dugc hay thdm chi 1a cd thé tra gid dudc dua trén cai ma khach
hang co thé cé dudc tir san pham. (chuyén vién Telemarketing Barry Maher ban vé mét trong
nhitng cach ti€p cén ua thich ctia 6ng 8y nhdm thuong lugng gia ca trong chuong 12)

DU cho ban dang mang lai san phdm hay dich vu & murc gia canh tranh rét cao hodc ban ban vdi
giad uu d&i, nhung néu ban ¢ nhiéu su' lua chon cho khach hang lubn 1a mét chién lugc tét. Bat
dau bang viéc c¢6 gdng ban & gid cao nhit. NEu ban nhan dugc su tir chdi (bdi khach hang
khdng thé xoay x& ndi vdi gid ma ban dua ra), hdy ha & muc ré hon. Vi du, néu ban dang ban
san phdm hay dich vu mang tinh dai han, hdy bdt dau bang viéc c6 géng ban hgp déng 5 nam.
Néu khdng hiéu luc, ban hdy ¢ géng ban cho dugc hop déng 3 ndm.

Thay vi phai méat di mot hgp ddng ban hang, ban hay chuén bi hgp déng 2 ndm hay thdm chi 1a
1 ndm. Ban chi nén dua ra nhitng giai phap ré hon chi khi ban biét rd rang khach hang hoan
toan tr chGi cai ma ban cung cdp cho ho trudc do, va van dé chinh ma ho phan dai la gia ca.
Ban cling c6 thé théa thudn bang cach dua ra cho ho giai phap la chiét khau tra trugc, chiét
khau tién mat, ké hoach chi tra, hay vai mau chi tra khac.
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Sau khi chi ra mdi van dé hay I8i phan bac, ban hdy c8 géng két thic thir va I3p lai quy trinh
nay cho dén khi ban két thic viéc ban hang hodc biét rd rang ban khdng thé ban hang dugc
cho ho.

Budc 12: Két thuc

DU cho ban lam inbound hay outbound telemarketing, thi mat quan trong nhat cta cudc goi
chinh la két thuc van dé. bay la mét budc clla cudc goi ma dan truc ti€p dén viéc ban dugc
hang. (Chuang 8 sé dac biét tap trung vao viéc két thic ban hang va cudc néi chuyén vé mot
vai chién lugc khac nhau ma ban cé thé sir dung dé€ hoan thanh nd)

Vé mat telemarketing, két thic & day cling khéng hdn ¢ nghia la ban dugc hang. Muc tiéu cla
cudc goi ¢ thé la thiét 1ap mot cude hen truc tiép hay goi d€ héi khach hang vé cac thdng tin
yéu cau bd sung. Su két thic clia ban & day thién vé dat dugc muc tiéu cla cubc goi, hay it
nhat, hudng khach hang quy trinh goi dién trudc khi két thic ban hang. Muc dich cla viéc két
thic 13 dat dugc su cam két tir phia khach hang va bién ddi ngudi khach hang tiém nang dé trg
thanh khach hang that su cia minh. Ban, la nhan vién ban hang, phai dén ding thdi diém va
hoi khach hang mua cai ma ban dem lai cho ho, cho du la ban da thuyét phuc nguGi dy roi. Mot
trong nhirng nguyén nhan 18n nhat tai sao mot chuyén vién ban hang mat maéi ban hang bdi vi
ho da khoéng hét thuc dang ldc thich hgp, mac du phan chao hang, cling nhu thong diép ban
hang va thai do cia ngudi dy hoan toan dat yéu cau.

Né&u khach hang tiém ndng déng y mua san phdm/dich vu, ban hdy d€ y néu viéc chi tra c6 thé
dudc thuc hién qua dién thoai bang viéc st dung thé tin dung (néu cd thé dugc). N&u khdng,
ban hay s&p x&p ban hgp dong va ban thda thuin ban hang dé khach hang ky, sau dé ban sé&
sdp x&p viéc chi trd vao ding thdi diém can thiét. Nén nhd rang mét khi ban chuyén ngudi
khach hang tiém ndng thanh khach hang that su’ cia ban, hdy chac chdn réng ban phai ndm
dugc thdi cd ban hang cho du & thdi diém hién tai hay & tuong lai gan. Bang viéc mdi chao, ban
c6 thé khuyé&n khich khach hang mua nhitng san pham/dich vu lién quan, hay bat c thir gi
khach ma cé thé tang gid tri clia viéc ban hang va cai thién kha néng chi ra nhitng nhu cau cla
khach hang.

Budc 13: Cham dut cudc goi

DU cho ban cd thé két thic viéc ban hang qua dién thoai hay khdng, thi c6 mét thdi diém khi
cudc goi cadn phai chdm dat. Hy vong la ban sé co thé lam diéu nay bang cach cdm an khach
hang vé viéc dat hang va ndi vGi khach hang la ban cam kich ngugi dé nhu thé nao. Cach khac,
ban nén lam r& rang ban dang tim mét m&i quan hé 13u dai khi cudc goi ciia ban di dén hdi két
thic.

SUr dung viéc két thic nay dé dic két lai bat cr viéc gi chua hdan tat, xem lai nhitng diém mé&u
ch6t cua cudc ndi chuyén (hay viéc ban hang) vé@i khach hang hay khach hang tiém ndng, va
sau dé thao luan vé budc tiép theo sé la gi. Vi du, néu ban vira mdi ban dugc hang, ban hay
khdng dinh réng ban s& chuyén hay fax hgp dong lién quan ngay Iap tdc va réng ban sé goi lai
d€ héi thdm vé nd. S3p x&p mot thdi diém thuén Igi cho cudc goi nay.

Ban cling cd thé st dung thdi diém nay d€ xem lai Iam thé nao ma san pham hay dich vu cla
ban ¢ thé dudc sir dung bdi khach hang méi va néi vé viéc céi gi sé xay ra tiép theo. Vi du,
ban cd thé can phai s3p x&p mdt ngudi cai dit dén gép khach hang hay sip x&p phan phdi san
pham cho ho.

Cubi cuing, trudc khi chao tam biét, ban h3y chdc chan réng khach hang biét lam thé nao dé c
thé lién lac véi ban. Hay dé lai tén va s dién thoai. Ban cling nén dé kém theo name card hay
thong tin lién lac trong bat cr thu tr viét tay nao.
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Khi ban néi tam biét, hdy chic chan rang ho sé cd su luu y tich cuc dén ban, cho du ban cd két
thic ban hang dugc hay khéng. Ngudi ndi chuyén trén dién thoai véi ban sé& dé lai mot thong
diép la ho thich ndi chuyén vaéi ban.

Budc 14: Goi dién Tém tat va Hoan thanh

Diéu dau ti€n ma ban can phai lam la truéc khi goi dién cho khach hang nao thi hdy viét ra
nhitng ghi chd chi tiét vé cudc goi, trong khi thong tin van con mdi trong dau ban. Gilr ding
ngay, giG, ngudi ma ban néi chuyén, cai gi da dugc thao luan, va nhirng hanh dong ti€p tuc can
phai lam. Nhap thong tin trong cg s& dif liéu khach hang tiém ndng cta ban.

B&t c(r IGc nao viéc theo sat khach hang lubn la diéu can lam, ban hdy chdc chén rang viéc dé
dugc thuc hién vao thdi diém thich hgp, du cho 1a fax hay gui théng tin thém, lam mot k&
hoach méi, hay thuc hién nhitng cudc goi ti€p theo & thdi diém xac dinh trudc.

Néu ban mdi vira ban dugc hang, ban hay lap tic hoan thanh nhiing gidy td can thiét, vé hgp
ddng, thoa thudn ban hang, w..w..., va chuyén gidy t& dén khach hang tiém néng 1ap tirc qua
fax, dich vu dua tin, hay chuyén thu qua dém (nhu FedEx). Néu ban dang thuong lugng Vi
mot cdng ty, ma diéu nay cd thé can thiét dé€ dat dugc mot don dat hang cla ho. Tt ca diéu
nay phai dugdc thuc hién trong thdi diém thich hgp, bdi ban muén ¢ chir ky ciia khach hang
trén hgp dong trudce khi ngudi dé cd co hdi thay doi y nghi.

Budc 15: Nhirng dich vu gia tri gia tang

Mot khi ban bién mot khach hang tiém nang trd thanh khach hang that su, thi diéu quan trong
la ban phai gif lién lac véi khach hang d6 dé€ xay dung mdi quan hé. MGt cach dé thuc hién diéu
nay la mang dén nhiing dich vu gia tri gia tdng. Cung cdp, ho trg, gilp d& khach hang st dung
san pham/dich vu clia ban, san sang tra I8i cac cau hoi, va thuc hién nhitng cudc goi thdm hdi
theo dinh ky dé biét dugc khach hang ctia minh nhu thé nao. B4t clf viéc gi ban cd thé lam I3
cai thién nhitng méi quan hé vdi khach hang va diéu nay sé gilp ban cé dugc nhitng lan ban
hang mdi trong tuong lai, phat trién lugng khach hang cii, va cé dugc nhitng ngudn khach hang
dugc gidi thiéu tir nhitng ngudi nay.

Budc 16: Tim kiém khach hang thong qua ngudi gidi thiéu

Mot diéu luén co Igi cho ban khi la nhan vién telemarketing khi hoi vé khach hang dugc gidi
thiéu hay nhiing cd hdi ban hang mdi. Dua trén dang san phdm/dich vu ban dang ban va déi
tugng ma ban ban san phdm do, mot khach hang tiém ndng cd thé gidi thiéu cho ban goi mét
ngudi than, mot ngudi ban mét trong nhirng cong ty con hay nhitng dan vi khac cla ho.

Thdi diém thich hgp dé hoi khach hang gidi thiéu la sau khi rd rang réng ngudi khach hang tiém
ndng ma ban dang ndi chuyén khéng thich thi 1dm vé san phé’m clia ban. Vao thdi diém nay,
thay vi chi don gian chdm dit cudc goi, ban cé thé€ héi, “Ong cd biét ai c6 thé can dén san
pham nay clia ching téi khdng?”

MOt thdi diém thich hop khac d€ héi khach hang gidi thiéu la sau khi ban d& hinh thanh mot méi
quan hé lam an vitng chac vGi khach hang. Néu khach hang dé niém nd trong mdi quan hé vdi
ban, ngudi ay cling sé vui vé gidi thiéu vai nguGi ban, dbi tac, ngudi lam chung...
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Pem tinh truc quan vao Idi chao hang cua ban.

M6t céch phd bién d€ két hgp tinh truc quan vao 18i chao hang 1a ddm bao rang khach hang
tiém nang nhan dugc tai liéu ban hang trudc khi thuc hién cubc goi. Sau do, trong khi ban thuc
hién bai gidi thiéu ctia minh, ban cé thé dé cap truc ti€p dén nhiing tai liéu do.

Khi ban ban nhiing thanh phdm gia tri cao hay chao hang mang tinh kj thudt, mét cach c6 thé
thuc hién t6t la két hgp bai gidi thiéu véi may tinh. Vi du nhu tao ra moét tai liéu PowerPoint.
biéu nay dugc thuc hién bang cach mai khach hang tiém ndng vao thdm website clia ban va
xem qua cach trinh dién trén PowerPoint (vi du nhu hinh anh, do6 thi, ban d6, va nhitng danh
muc)

Céch nay cé thé bd sung su anh hudng rat I6n dén téng bai ndi clia ban, trong khi chi phi rat
thap. Nhu mdt sy lua chon, ban cé thé guri e-mail bai gidi thiéu, tai liéu gidi thiéu, hay mdt ban
du thao cu thé trudc dd, trong khi, hay sau khi goi dién thoai.
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KET THUC BAN HANG

DU ban dang kinh doanh & linh vuc nao thi doanh thu lu6n la méi quan tam hang dau. C6 1€ ban
d3 dung telemarketing dé tim kiém nhiing khach hang mdi, phat huy cac dudng I6i kinh doanh
va gilt lién lac vé6i khach hang than thiét nham tang thém doanh thu. Tao ra doanh thu cao thuc
su' rdt quan trong. Ban biét rang phai chuyén khach hang tiém ndng thanh khach hang that sur,
néu khdng cdng sirc ban lam telesale la vo ich.

Két thic ban hang ciing la mét ki ndng. N6 bao gébm danh gia khach hang tiém nang, Idng
nghe nhiing phan hoi vé IGi chao hang cla ban, héi nhiing cau hoi, va cdm nhan dugc sy quan
tam t6i san pham/dich vu clia ban. Cé nhiéu cach dé€ tao ra 1 18i chao hang cé hiéu qua va trinh
bay cac thdng diép d6 cho khach hang tiém néng, va cling s& c6 nhiéu ky xao ma ban cé thé
k&t hop d€ hoan tat hgp ddng. Sau cung, ban can tu tin va thoai mai trong sudt qua trinh chao
hang va két thic hgp déng, d€ lam dugc diéu nay ban can phai cd 1 18i chao cd su’ chuén bi
trudc.

Chuaong nay tap trung vao su’ quan trong cua cach ti€p can khach hang. Dua vao cac két qua
clia nhitng nd Iuc telemarketing, nhitng muc tiéu cia ban cé thé dat dugc ngay trong cudc goi
(bdng cach nhan 1 don ddt hang, hda dan thanh todn, vv...). Muc tiéu clia ban cé thé 1a tap hgp
day da thdng tin tir khach hang tiém ndng theo th( tu d€ danh gid ngudi 8y, gui nhitng tai liéu
hay thiét lap 1 cudc hen kinh doanh ca nhan. Nhimng ky thuat két thic hgp dong sé gilp cho
ban dat dugc muc tiéu

Két thiuc hop déng: Lam ngay tir lic bat dau

Trong suSt mdi cudc goi, ban ndi cai gi, ban thé hién cai ban dang ban nhu thé ndo, va ban
phan hdi lai nhitng thdc méc nhu thé nao, tat ca cd thé anh hudng téi viéc két thic hop dong.
Qué trinh nay dugc thuc hién ngay khi bdt dau cubc goi, trudc khi dénh gid khach hang tiém
nang, can chac rang ban s& ndi chuyén vdi ngudi quyét dinh, va hi€u rd nhu cdu cla khach
hang.

Tuy nhién, trudc khi b3t tay vao chién lugc, chac chan rdng ban da cé day du thdng tin can
thiét. Xac dinh rang, ban dang ban cho ding ngudi quyét dinh. Trong subt qua trinh do, ban
mudn biét thdi diém nao khach hang cd thé dua ra quyét dinh, ai dugc dé cip dén trong qua
trinh dua ra quyét dinh, thdi quen mua hang cua ho Ia gi, va nhitng gi can lam dé ndm dugc
hop ddéng. Bang cach hdi va xac dinh cai ma khach hang tiém ndng can, ban s& dugc trang bi
t6t hon, trinh bay thuyét phuc han. Trang bi nhitng théng tin chinh xac, ban c6 thé tao ra
nhitng ky thuét két thic hdp ddng dé dam bao thanh céng hon.

Chu y tdi tin hiéu mua hang

Nhu ban d3 biét, moi cudc goi telemarketing déu theo mot khudn mau, diéu nay bao gém danh
gia trudc ngudi ma ban sdp néi chuyén, sap ndi IGi chao hang, sap gidi quyét nhitng phan bac,
va sap hoan tat hdp dong. Trong sudt moi khoanh khac trong moi cudc goi, néu la mét nguoi
telesale chuyén nghiép, hay ding trén phudng dién ngudi quan sat va do tim ddu hiéu mua
hang.

Tin hiéu mua hang c6 thé rd rang hodc ciing c6 thé mao hd, diéu dé ndi réng khach hang quan
tdm dén nhitng gi ma ban dang ban nhu thé nao. Khdng c6 chuyén khach hang tiém nang noi
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rang: “Okay, tdi cd thé ki ¢ ddu day? T6i muén mua san pham cua dng!” khi ban dang chao
hang. Thong thudng ban sé nhan dugc nhitng dau hiéu tiém an nhiéu haon, diéu nay co lién
quan tdi sy quan tam tdi khach hang tiém nang.

Ldc d4u, sau khi ban néi 18i gidi thiéu khdi d&u va gii thich tai sao ban goi dién ma ho van con
ti€p tuc nghe dién thoai, thi d6 1a mot ddu hiéu mua hang tiém &n. Trong suét qua trinh chao
hang, ddu hiéu mua hang c6 thé Ia 1 mdt I18i binh ludn tich cuc, nhu 13, “That ch(?”; “N6 ¢6 thé
lam dugc thé sao?” hay la “Diéu do that ly thd!” khi ban dang néi dén nhitng di€ém méau chét
hay dac tinh cta cai ma ban dang ban.

Khi mdt khach hang tiém ndng hoi nhitng cu hai tich cuc thi cé thé coi rdng d6 1a mot dau hiéu
mua hang va can dugc déi xir cho dung. Vi du, khi ban dang gidi thiéu, thi khach hang tiém
néng dé hoi vé gia ca hay vé tai chinh, dé la 1 dau hiéu r& rang rang ban da nam dugc su’ quan
tdm cla ngudi d8. Thém vai cu hdi ma hd cd thé cd nhu' : “San phdm cla anh cé mau xanh
khéng?”; “Néu tbi dat hang, thi khi nao t6i nhan dugc hang?”; hay “Chiét khau la bao nhiéu néu
t6i mua s6 lugng 16n?” Nhiing ki€u cdu hoi ndy déu mang tin hiéu rd rang rdng khach hang
tiém nang dang quan tam tdi nhitng cai ban dang ban. Cong viéc cua ban la chi ra va tiép tuc
phét trién su’ quan tadm dé.

Thu xdc tién dé hoan tat hop déng

Trong 18i chao hang cua ban cé vai diém ma ban can lam rd dé& chiém dudc su quan tdm nhéat
dinh, ban can phai thir xuc tién d€ két thic hgp dong. Méc du thir xic tién dé két thic hop
ddng co thé dan dén sy mua hang, né dudc st dung dé do ludng mic d6 quan tdm cua khach
hang tiém nang tai cac diém khac nhau trong suét qué trinh chao hang cla ban.

Phuong phap thir xuc tién dé két thic hgp dong cd lién quan t6i su dong y hién dang ton tai
trong khach hang tiém n&ng. Diéu nay c6 thé dugc hoan thanh dé dang bang cach hdi 1 loat
cau hai, nd sé ggi Ién 1 su’ phan hoi tich cuc hay 1 sy dong y. Khi ban chao hang va cung cap
thong tin, ban nén hdi nhitng cau hdi nhu: “Anh cé dong y ch(?”; “Biéu nay cé y nghia vgi anh
khong?” hay “Anh dang nghi gi th€?” Khi ban nhan mét sy phan hoi tir vai cdu hdi nay, no sé
cung cap 1 tin hiéu rd rang rang ban dang di ding dudng hudng tdi két thic hgp dong.

Khi ban nhan dugc 1 I6i phan hoi tiéu cuc thi day chinh la dau hiéu cta 1 su phan bac can dugc
dua ra va giai quyét. Vi du nhu sau khi ban md ta vé vai dic tinh vé& san phdm/dich vu, ban hdi
“Dén day anh c6 theo kip t6i khong?” va khach hang tiém néng tra I5i rdng “Khong”, llic d6 ban
phai trd lai tir dau ngay, xac dinh nguyén nhan cla su rdi rdm nay va lam cho né dé hiéu hon.
Khi ban da trd thanh ngudi dan dau vé két thic hgp dong thi ban chi mudn khach hang tiém
ndng clia minh “bi mac” trong 1 chuoi cac phan hoi tich cuc lién quan tdi cai ma ban ban.

Tuy thudc vao cai ma ban ban, cho du la ban da gap dugdc ddng ngugi, chao hang, va tao dugc
su’ quan tdm va hirng thd to 16n vé cdi ban cung cdp, nhung ban sé khong bao giG két thuc
dugc hdp ddng ngay qua lan goi dau tién. Co thé ndi la khdng bao gid viéc ban hang dudc thuc
hién ngay, vi thé thir xdc tién hoan tat hgp ddng trong sudt cudc goi la rat quan trong dé giai
quyét dugc nhitng phan bac, cho du phan bac do co lién quan tdi lich goi, tao ra mot cudc gap
cé nhan, hay g tai liéu cho ho. Tiép tuc héi nhitng cdu héi dé tao ra nhiing phan hoi t6t va giai
quyét nhifng van d& phat sinh trong sudt mdi cudc néi chuyén. Nhitng van dé nay cd thé cd lién
quan tdi gia ca, so lugng hay ngay nhan hang... Mai lan ban nhan dugc su dong y vé 1 van dé
la ban da ti€én 1 budc gan han téi viéc két thic hgp dong.

Tao ra gia tri thay

Khi trinh bay ban hang mot muc tiéu can phai dat dugc dé la tao ra gia tri cho cdi ban ban
trong tam tri khach hang. Ho phai tin rdng cai ma ban ban cd gia tri, la nhiing thir ma ho xac
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dinh 13 can, nhitng th ma ho thuc su’ mudn. Céng viéc clia ban 1a 1am cho san phdm/dich vu cé
gia tri cao nhéat cd thé, bdng cach chi trong vao nhitng dic tinh hay Igi ich ma khach hang thay
thu hit, quan tdm nhat hay cd ich nh&t. Bang cach tao ra nhiing gid tri cao va cd thé thdy
dugc, ban sé it nhan dugc nhitng phan bac han trudc khi ban vé gia ca.

Néu cadi ma ban dang ban ma khach hang khéng thay dugc gia tri hodc khong dap (rng dugc
nhu cau cla ho thi cg hoi hoan tat hgp dong la rat thap hay hoan toan khong co.

C6 bao nhiéu ngudi chiu bo tién ra d& mua th( ma ho khdng can? Nhung cé mot bd phan khach
hang tiém nang sé mua san pham dich vu cla ban, 1a do ban da giai thich rd rang rang tai sao
nén mua thdr, va roi nhitng két qua tich cuc tiém an sé dugc nhan thay.

Cach xtr ly ding dan nhitng phan béc la 1 phan quan trong trong bat c(r cudc goi telemarketing
nao. Khi ban xur ly thanh cong su phan bac, thi két thic hgp dong sé tré nén dé dang hon. Do
dé, khi 1 tré ngai dugc dua ra tir phia khach hang, hay nhanh chéng x{r ly né va bién né thanh
1 su tich cuc, va tir d6 ban tang thém dugc sy dong y cua khach hang. Vi du nhu, néu co ai do
ndi gid ca la trd ngai, ban hdy hai, “Gia ca c6 phai la diéu lo lang duy nhat ctia 6ng?” Néu 6ng ta
tra 16i 1a “Khdng”, hdy xac dinh ti€p nhitng diéu lo 1dng khac cla ngudi &y dé sau dé ban c6 thé
gidi quyét timg cdi mot trudc khi ti€p tuc chao hang. Con néu cau trd Idi la “bung”, thi ban cé
thé héi: “Néu chiing téi ddng y véi mirc gid ma lam 6ng hai long, éng c6 mong mudn mua ngay
trong ngay hom nay khong?” Mot [an nifa ban tim ki€m sy dong y va IGi hira. Va lic nay hay
ban vé gia ca va cd géng tao ra gia tri thdy dudc cho san phdm/dich vu cia ban. Khi diéu nay
dugc hoan thanh, theo sau dé la st dung k¥ thuat hoan tat hgp dong.

Cdc mau hoan tat hop déng

Nhu ban s3p tim hiéu, r&ng ban cd thé dung nhiéu ki€u kj ndng hoan tat hgp déng khi ban
hang qua dién thoai. M6t vai kj ndng dugc miéu ta & day c6 thé tly chinh dé& phuc vu t8t han
cho san phdm/dich vu dang ban. Pay dugc xem la mét chién lugc khdn ngoan d& dudc cac
chuyén gia telemarketing giau kinh nghiém (rng dung thanh coéng trong nhiéu hoan canh khac
nhau.

MAu “Anh sé mua hang cta tdi chir?”

Doi khi viéc hoan tat hgp dong cling cuc ky daon gian. Sau khi chao hang, ban chi can héi: “Tai
sao anh khong thr né nhi?” hay “Anh s& mua hang cla t6i ch(r?” sau d6 chd dgi cau tra I6i. Sau
khi dé nghi truc ti€p vé van dé mua ban, khong can quan tdm dén cach ban dién dat cdu hoi dé
nhu thé nao, diéu ban can lam la im ldng va chd dgi su’ phan hoi. Néu c(r ti€p tuc néi trude khi
ho tra IGi thi sé de dan dén lam mat hay tri hoan cudéc mua ban. Trong trudng hgp cau tra 1Gi cd
trién vong, c6 thé két thic hgp dong ngay. Néu khéng, thi hdy ding cd hdi nay dé tim ra su
phan bac cudi cling va giai quyét no.

Hoan tit hop déng theo ki&u “BEN FRANKLIN”

Mot cach khac, c6 vé hdi ti mi hon, lién quan dén viéc trinh bay tat cd diéu thuan va mdi diéu
chéng ndm trong I8i chao hang clia ban. Néu diéu thudn “ndng ky” hon diéu chéng, thi viéc
mua hang s& 1a hién nhién. Doi Itc cling 1a mdt y tudng hay dé gilr chan khach hang, vach ra
hai cot, mot cho diéu thuan va moét cho diéu chdng, va liét ké ching ra trén gidy trong khi dang
ti€p chuyén vdi ho qua dién thoai.

Ki€u két thic “"Khong quan tam”

Khéng phai cudc goi nao ciing két thic bang viéc mua ban. Mot kiéu tra 18i thudng thay tir phia
khach hang la: “To6i khong hirng thi”. Khi nhan dugc nhitng I0i nhan xét tudng tu’ nhu vay, hay
héi lai ngay: “Anh khdng hing thi v8i phan nao?” va gianh thé chi dong. Ban ciing cd thé dua
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ra Ii nhan dinh nhu 1a: “Ciling cé nhiéu khach hang ngay lic dau néi rang ho khéng quan tam.
Xin hdy dé toi giai thich cho anh cai diéu da lam ho ddi y.”

Kiéu két thiic “"Win-Win”

Padi khi, mdt ki€u két thuc hay danh cho trudng hdp cd lién quan téi viéc cho phép khéach hang
chon Iya hai trudng hdp “win-win”. M6t khi ban biét ho cd quan tdm, dé rang budc ho vao viéc
mua ban, ban c6 thé héi: “Anh mudn nhan san phdm ngay ngay mai hay th(r sau t&i?” hodc
“Anh thich mau mau do hay mau xanh?”

Kiéu “gia bd” két thiic

La mét telemarketer, d6i khi ban thdy rang cach hoan tat hgp déng tdt nhat cd lién quan tdi
viéc “gia b6” hoan tat. Trong truGng hdp nay, ban hady té ra thai do nhu la da xong hgp dong,
rang ban d& ban hang, du ban chua ¢6 dugc su rang budc nao tir phia khach hang. Vi du, néu
ban ban quang trén bao, ban cb thé hoi khach hang bat dau ké& hoach quang cdo cia ho nhu:
“Vay thi anh mu6n muc quang cdo ndi vé cai gi?” hodc 1a “Tuan tdi hay thang tdi 1a thdi diém
t6t nhat d€ dang quang céo cla anh?”

M6t ki€u bién tdu khac clia “gid bd” hoan tat hgp dong la trinh bay 16i chao hang rdi sau dé noi:
“Nao ching ta hdy bat dau lam viéc vdi nhau trén gidy. Ai s& ky ban thoa thuan nay day?” Diéu
nay dudc hoan thanh trugc khi ban that su' nhan dudc mét rang budc chac chan tir phia khach
hang. Mot s& khach hang hdp véi cach nay va ky tén vao gidy. Mot s& khac cd thé khdng dong y
V@i I0i @& nghi cua ban, vi thé sau d6 ban can phai cach ly va vugt qua nhiing I8i phan bac
nhiéu hon nita trugc khi c8 géng két thic hgp dong lan nita.

Kiéu két thic “C6” (Yes)

Nhu ban da biét sy quan trong cuta viéc cé dugc su dong y va su rang budc trong subt qua trinh
chao hang cua ban. Kiéu hoan tat “C8” cd lién quan tdi viéc hoi mdt loat cAu hdi ma ban biét
chdc sé nhan dugc cau tra I18i [a “Co” (Yes). Sau khi ban nhdn dugc mot loat cdu tra 16i “Co”, thi
cau tra 16i “khéng” d€ mua hang trd nén khé khdn d6i véi khach, bdi vi 1a ho da xac nhan la ho
can/mong mudn cd nd. Vi du, néu ban ban quang cdo trén bao, ban c6 thé hoi: “Anh c6 mudn
viéc cong b0 clia ching t6i gitp anh cdé dugc nhitng khach hang ma anh dang tim kiém
khong?”; “Anh cé quan tam tdi viéc tang thém doanh s6 va khach hang khéng?”; “Anh cd nghi
rang quang cao cla anh ¢ thé s& hiéu quéa 1ap tirc va khach hang s& dén ngay sau d4?” hay la:
“Anh cé dong y rang day la mét hoat dong truyén bd quang cdo sinh Igi cho cdng ty anh
khong?” Mot khi ban nhan dudc nhiing cau tra 1Gi “Co”, lUc do ban dé cap dén viéc ky hgp dong
va tao ra mot su rang budc, nd trd mot quyét dinh logic tir phia khach hang.

Ki€u hoan tat “Hay dé danh phan quan trong vao phut cudi”

Gia ca thudng 1a nhan td dang chd y khi thuc hién viéc ban hang, Mot cach dé hoan t&t hgp
dong la khong dé cap dén gia ca cho dén khi két thuc viéc chao hang, va chi néi khi khach hang
hoi dén. Trong sudt qua trinh chao hang, néu khach hang hdi vé gia ca, thi dé la dau hiéu mua
hang. Hay tra I&i, tuy nhién, nén tra I6i nhu thé nay: “Toi dang dé danh phan quan trong nhéat
vao phut cudi. Hdy xem ching ta cé hgp vdi nhau hay khdng d&?”. Sau dd, khi ban chuén bi
ban vé gia ca, hdy hdi la: "Néu gia ca cla san phdm/dich vu Ia mét van dé nhay cam, anh ¢
san long ti€p tuc khong?” Khi khach hang tra I8i “C6”, hdy ban vé gid ca. Néu ho noi “Khong”,
hay trong tdm vao nhifng van dé va su phan bac trudc khi ban vé gia ca.

Néu cé ai d6 ndi mic gid ma ban dua ra qua cao, mot cach phan hdi co thé dugc dung dé hoi
lai la: “Co phai chat lugng cla cai ma t6i mang dén khong xirng dang véi mic gia mong mudn
cla anh khéng, hay chi don gian la anh khong du kha nang vé cai ma t6i dang ban?” Dua trén
cau tra I5i ma ban bé sung I6i chao hang cho phu hap.

Pdi khi cach ban giai quyét nhitng tré ngai c6 thé cd két qua truc ti€p trong qua trinh ban hang
(co khi la mat khach hang). Vi du, su quan tam cla khach hang dat t&i dinh cao, nhung ho lai
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c6 mét 16i binh ludn mang tinh tiéu cuc nhu Ia: “Khong cd cach nao anh cd thé dua téi hang
mau trudc th(r ba dau!” ban cd thé bién su tiéu cuc tiém ndng ndy thanh mét ddu hiéu mua
hang bang cach hdi: “Gia sir toi cé thé dua hang mau cho ban vao th(r ba. Anh cé thoa thuén
vGi tdi viéc mua hang khéng?” Va by gi ban da chuyén tiéu cuc thanh tich cuc va an chila
dugc mot su rang budc.

Ki€u hoan tat “Pam phan”

Hoan t4t hgp dong thudng lién quan téi sy théa thuan. Khach hang tiém ndng c6 thé s& khéng
san 1dng mua chinh xac cai ban béan, cu thé 1a vé s lugng hay vé gia ca. Khi diéu nay trd nén
nhay cam, thay vi mat hoan toan hgp déng, hdy cd gang thir xic tién hoan tat hgp dong. Thay
vi cung cap hgp déng dich vu cho mét ndm, hay thir tién hanh trong sau thang. Ban sé cd thai
gian dé hoan tat hgp dong khi su' thoa thudn dugc chdp nhan. Néu ban chlrng minh dugc gia tri
clia san pham/dich vy, trudc mat 13 hoan tét viéc chao hang va sau dé nudi dudng ngudi dé
bang cach xdy dung mot méi quan hé tich cuc lau dai.

Kiéu két thic “DPirng lam lang phi thdi gian cua t6i”

Sau khi ban hoan tat 16i chao hang, chi ra dudc nhitng IGi phan bac, va da thuc hién nhiéu cudc
goi ban hang cho mét khach hang tiém nang, ban cé thé van chua thé két thic hgp dong bdi vi
khach hang st dung nhiéu sach Iugc tri hodn. Cach nay cé thé thich hop dé tao mét su’ rang
budc nhu la: * Toi khdng mudn 1dng phi thém thai gian cla anh va t6i. Anh ¢é quan tam vé viéc
mua san pham/dich vu cua tdi hay khéng?” Tat nhién, diéu ndy can dugc thuc hién trong khdng
khi than thién va chuyén nghiép, va ban sé tim thay dugc vai cau tra I3i quyét dinh.

Chién thuat hé trg hoan tat

Cho du ban dung cach nao dé& hoan tit hgp dong di nita, thi nhitng chién thuit dudi day sé
gilp cho ban dam bao thanh cong han:

e Khi hoan tat hgp dong ban hang, diéu quan trong la truyén dat dugc su' tu tin va
nhiét tinh. Trong qua trinh chao hang, nhat la lic ban dang dé cap tGi van dé két
thdc hgp déng, dirng bao gid trd nén yéu dudi hay khéng chéc chan vao ban than.

e Cach ma ban dung dé thir xdc tién hoan tit hgp ddng va cach thdng thudng phai
¢ ban gidng nhau. Su khac biét 16n gilta hai cach 1a thir x(c tién dé& hoan tit hap
ddng cd lién quan dén viéc chic chan rang khach hang cé hiéu rd ban trong subt
thai gian ban trinh bay, va viéc hoan tat hgp dong sé dén sau khi ban da chi ro ra
hét nhitng phan bac. Vi thé, thr x(c tién dé két thic hgp ddng co thé trd thanh
hoan tat hgp dong that su bat c( khi nao.

e MOt khi ban c6 dugc su dong y véi mot van dé (hodc vugt qua dugc mét trd ngai),
hdy dimng lai va tiép tuc cai ti€p theo. Dlrng dua thém thong tin gi hét, diéu dé co
thé s& mang lai mét két qua khong mong dgi. Néu khach hang chudn bi mua, hay
dirng viéc chao hang va dat hang. Birng doi hoi thém.

e Khi dang giai thich diéu gi, dac biét la cach van dé phirc tap hay cé lién quan tdi ky
thudt, dirng bao gi& hoi: “Anh ¢ hi€u khong?” Ngudi khach hang khdng mudn bi
xem la thi€u thdng minh. Thay vao d6 hdy ndi la: “Toi khéng chac la da giai thich
t6t. Toi cé lam cho anh khd hiu khdng?” Diéu nay s& dat ganh ndng vé su thiéu
hiéu biét I&n ban.

e NE&u ban da chi ra r6 va giadi quyét hét tat ca cac diéu lo ngai cta khach hang, ban
dang la ngudi cam lai. Va néu cd gi dé can trg, thi dé sé la sy phan bac can dugc
ti€p tuc giai quyét.

e MOt 16i thudng méc phai clia cac chuyén vién telesale 13 chd cho dén cudi cudc goi
roi mdi dé cap vé chuyén mua ban. Néu ban lam nhu vay, ban sé hoan toan khong
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biét ly do tai sao khach hang lai néi “Khong” (néu ban nhan dugc 1 1Gi tir chdi). Vi
thé&, ban phai trd lai va xac dinh chinh xac su phan bac, sau do bat dau tu vach
xudt phat. Néu ban hdi nhitng ciu hdi ma cd thé xac dinh dugc nhu ciu, va biét
cach 1am thé nao dé€ san phdm/dich vu cd thé thda man nhu cdu dd, sau dé 1y
dugc su’ dong y, va ban s& ¢ nhiéu cd hdi t6t hon dé két thic hgp dong. Blng chi
doc kich ban. Hay tac dong tdi khach hang cang nhiéu cang t6t trudc khi két thic
hgp dong.

o Ngay khi b3t dau cudc goi, hdy Iam cho san pham dich vu cta minh luén ¢ gia tri.
Pling bao gi& d€ cho khach hang nghi rdng gia ca 1 trd ngai I6n nhét. Khi cac nhan
vién telemarketing lam nhu vay, ho thudng cam thdy bdn khoan, dua ra nhiing
chiét khau hay nhitng khuyén khich vé tai chinh trong khi khéng can phai dung dén
chiing dé hoan tat hgp ddng. Nén nhé rng né 1a gia tri.

e Phai hi€u rdng khéng ai mudn minh bi ddng mua béat c( thir gi, va ho thich mua
mot cach thong minh. Cong viéc cla ban la gilp d& ho trong viéc mua hang, dé cho
ho cam thdy rang viéc do that su co két qua.

e DUng nghi rdng su’ phan bac la mot sy tiéu cuc. Thay vao do hdy hoc tir nd. Hay
tim ra ban da lam sai cai gi va cai thién IGi chao hang nhu thé nao, dé chuan bi cho
[an tai.

e Hay nhd ludn biét cach rng bién theo nhitng cach két thic hgp dong ma ban da 1én
k€ hoach, dua trén hoan canh va tinh cach cta khach hang. Bung chi lap di 1ap lai
nhitng gi ban hoc trong sach va. Két thic hgp dong dua trén sy ing bién clia phan
trinh bay cho tiing khach hang cu thé. B&t cr khi ndo c6 thé, hdy dung cach tu van
dé lam phat trién han mdi quan hé.

e Hay la nguGi phan tich nhitng cau ndi va tim ki€m su rd rang ti phia khach hang. Vi
du, néu khach hang tiém nang noi rang: “Day khong phai ding la cai ma ching t6i
tim ki€m,” va hay héi la céi chinh xac ma ho muén tim la gi. Néu ban nhan dugc
cau tra IGi dai loai nhu: “Diéu nay cé vé nhu kha hgp ly” hdy hoi: “Vé mat nao thi
c6 vé hdp ly va mat nao chua?” Khi ai do ndi, “MUc gia cia ban khéng ndm trong
pham vi clia ching téi.” Hay dap lai rang: “Xin hoi pham vi tai chinh hay ngan sach
clia anh Ia bao nhiéu?” Mot khi ban héi bat ky mot cdu hoi gi, hdy im I&ng va lang
nghe c&n thén ciu tra IGi.

e M0t diéu quan trong nhat ma telemarketer can phai nhé la viéc ban hang chua két
thic cho dén khi hgp dong dugc ky va viéc thanh toan dugc thuc hién. Vi thé khi
ban hoan tat ban hang qua dién thoai, ban phai thong nhat dugc viéc thanh toan.
Khi khach hang dong y mua cdi ma ban dang ban, ban chi cé khoang thai gian
ngan dé€ c6 dugc chil ky trong hgp dong va thanh toan dugc thuc hién. Su thich thu
clia con ngudi V& cai méi c6 thé nhanh chdng qua di. Hay chdm sdc viéc nay ngay
ldp tlc. Khi ban nhan dugc su cam két vé viéc mua ban, dirng goi cho ngudi dé
ngay. Thay vi do, lam viéc trén gidy va theo sat ngusi khach hang mdi nay.

PE telemarketing thanh céng thi mét qua trinh bao gém két hgp cac ki ndng va ky thudt & trinh
dd bao quéat dé€ dat dugc nhiing két qua mong ddi. Bay gid ban dad c6 mét nén tang cd ban cla
nhitng vdn dé& co lién quan trong toan bd qua trinh telemarketing, ban cin phai bat dau hoan
thién nhitng k¥ nang cho riéng minh, két hgp ki€n thdc va kinh nghiém, cong thém kinh nghiém
hoc tir ngudi khac. Chuong téi sé tap trung vao viéc lam thé nao dé hoan thién nhitng ky néng,
ma ban s& can dé trg thanh mot chuyén vién telesale c¢d ky ndng cao va thanh cong.
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KICH BAN TELEMARKETING

TU th&i diém ma ban gui 16i chao va ty gidi thi€u minh vdi khach hang hodc ti€p nhén va giai
dap cac cudc goi tir khach hang than thiét, hay mudn thu thap thém thong tin tir khach hang,
thi cach Ung dap cla ban la yéu t6 chinh tao nén thanh cong cla chién lugc telemarketing. DU
ban kinh doanh mat hang nao, thi viéc chuén bi t6t mét kich ban hay mét 16i chao hang sé ludn
gilp ban hoan thanh t6t han céng tac telemarketing. Nhu ban da biét tir chugng 6, néu chi don
gian 1a “doc” kich ban thi khdng thé& ban hang thanh cong dudc. Mudn hoat ddng telemarketing
hay telesales chuyén nghiép ban con phai luyén tap dé truyén dat cac thong tin tir kich ban mét
cach sang tao va hap dan dén ngudi nghe.Thuc t€ cho thdy, tao ra su' tugng tac trong ddi thoai
gilta doi bén la rat can thiét, va cach dién dat clia ban anh hudng I6n dén quyét dinh cla ngudi
mua.

Viéc soan ra mét kich ban hiéu qua rat khac so véi viéc viét mét la thu thuong mai. Chang han:
cach dien dat va vdn phong bao trum kich ban can phai vui tudi, nglr diéu gan vdi 16i tro chuyén
thudng ngay. Va ngugi doc kich ban dé khong chi don gian la doc ma phai dién dat sinh dong
khi gidi thiéu san pham tdéi ngudi nghe.

Chuong nay sé tap trung néi vé cac cach phat huy kich ban telemarketing dé mang lai két qua
nhu' y cho ban. M3c dU mai kich ban cd thé khac nhau, tuy theo san phdm hay dich vu ma ban
cung cap, nhung déu cé chung mét sé thanh phan quan trong va mang phong cach dac trung.
O day ching téi dua ra cac phuang phap dé soan ra mdt kich ban hiéu qua, liét ké mot vai “dia
chi” lién hé c6 thé gilp ban phat trién thém kich ban ctia minh. Thém vao dé chdng tdi cling
dua ra mét vai vi du thuc té€ dugc cac telemarketer hay call center sir sung thanh céng dé ban
doc theo d6i va phan tich. Sau day la mot s6 mau dd dudc chi thich day du thdng tin nham
gilp ban hiéu dugc cac diém nhén va phuang thirc cot 15i.

Ai nén viét kich ban telemarketing cho ban ?
Kich ban telemarketing do ban phat trién cho chinh ban hay cho cdng ty ban can c6 nhitng ndi
dung sau:

e GiGi thiéu vé ban va cong ty vdi khach hang

e Noi ro ly do cua cudc goi

e Mb ta va truyén dat théng tin vé san pham hay dich vu

e Gidi thich nhitng d3c di€ém va cac Igi ich ma san phdm hay dich vu mang lai.

e Ching minh rdng san pham/ dich vu cé thé giadi quyét dugc van dé khach hang
dang mac phai.

e Kich ban dugc viét rd rang, day dd va dé hiéu.

e Dua vao cac tinh huéng phan bac cé thé cé tir phia khach hang trudc khi ho kip dé
cap tdi

e Kién tri, tdp trung xUc tién dé hoan tat hgp dong hay it nhat cling ¢ thé dat dugc

vai chi tiéu dé ra (vi du nhu cd dugc mot cai hen hodc thu thap dugc mot s6 thong
tin)
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D& hoan thanh t6t cac nhiém vu trén, ban nén tim dén mot vai ngudi cé kién thdc lién quan dén
phan ndi dung ban can thé hién, nhitng ngudi ndy co thé 1a cac chuyén gia marketing, nhiing
ngudi gioi viét lach hoac truc ti€p lam cong viéc telemarketing. DU sao thi chinh nhiing
telemarketer mdi 1a ngudi thé hién phan kich ban dé va tac ddng tdi khach hang. Mét kich ban
telemarketing hay khéng phai don gian do ban nghi ra ma n6 doi hdi qua trinh thir nghiém, xem
xét k¥ luGng, di kem vGi cac phuang thic giao ti€p phu hgp (xem chuong 4) va chon ra cach tét
nhat dé truyén tai thong tin. Ly tudng han, ban phai can dén mot doi ngli day dan kinh nghiém
va théng thao nhiéu chuyén mén khac nhau dé tao nén kich ban telemarketing ddy du thdng tin
vé cac tinh hudng, dam bao dat dugc moi muc tiéu dé ra. Sau dd, ban can kiém ching lai xem
mUc do tac dong cua nd dén khach hang cd nhu ban mong mudn hay khong.

Viét thu thugng mai, thong tin quang cdo, hay la théng cao bao chi... rat khac biét so vai viét
mot kich ban telemarketing, mac du cac théng tin cd ban giéng nhau nhung cach dung tr va
nglr diéu co thé tao nén su khac biét rat I16n. Hay thir doc to mét 1& thu thucng mai ban nhén
dugc gan day, hodc mét doan van trong cudn catalog nao dé tinh ¢ chép dugc va xem nao:
Cu gia su ban dang dugc nghe ching qua dién thoai, ban c6 cam thdy tu nhién, thay thu hit va
dé hiéu khéng? Hay la ban thdm chi chdng budn dé y téi nd? Cau tra I6i cd 1& chdng tich cuc gi
dau, don gian 1a vi ching viét ra la d€ doc, khéng phai d€ nghe.

Vi thé, dé viét nén modt kich ban telemarketing du stic 16i cuén ngudi nghe la ca@ mét nghé thuat,
tua nhu viét ti€u thuyét hay lam tho vay. N6 doi hdi kién thirc, kj ndng va su luyén tap. Néu
ban chua bao gid thir stic véi chuyén nay, nhung lai khao khat muén bat dau cong viéc cliia mot
telemarketer, cé 18 ban can xem xét dén viéc thué mot chuyén gia d€ gilp ban soan ra toan bd
hoac chinh s(ra lai phan kich ban ban da tu viét ra trudc do.

Trong phan sau cla chuong nay, ban sé dugc theo doi ndi dung bai phdng van ngai Robert
Kaufman, cha tich hdi dong quan tri cong ty ScriptingPower (203) 229-
0025/www.scriptingpower.com), Connecticut-based. ScriptingPower la mot cong ty chuyén bién
soan kich ban telemarketing cho cac cdng ty néi tiéng dang tim ki€m phuong phap dé han ché
nhiing c gac may, gilr chan khach hang trén dién thoai, nang cao doanh s6, khuyén khich
khach hang dat cau hdi va duy tri su’ tuang tac qua lai gitra doi bén trong moi cudc d6i thoai...
Va ban s& nghiém théy réng, viéc dau tu hdp ly dé thué mét chuyén gia gidp ban viét kich ban
telemarketing c6 thé cai thién manh mé hiéu qua cac nb luc marketing clia don vi minh.

Cho du ban lam telemarketing inbound hay outbound thi phan kich ban cling déu quan trong
nhu nhau. Bén canh ScriptingPower, con cé hang t4, tham chi hang trdm cac chuyén vién va
cac t6 chirc chuyén soan thao kich ban telemarketing ludn san sang tu vdn ngan han dé gitp
ban dat dudc muc tiéu. Trong trudng hdp ban dinh thué mot tdng dai bén ngoai d&€ dam nhan
cdng viéc tim ki€m nhu cdu cho cdng ty minh, thi cling ¢ thé c6 hodc khdng viéc ho lam viéc
truc ti€p vdi ban dé phat trién ndi dung kich ban ban dua ra. Hién nay, nhiéu c6ng ty quang cdo
cling cd nhitng hoat dong theo hinh thic nay.

Sau day la mot s cac cong ty chuyén soan thao kich ban telemarketing :
e 5-Star Telemarketing ((732) 842-8126/www.5star-telemarketing.com).
e Advisory Group ((916) 974-3511/advisorygroupmkt.com/html).

e InCredible English ((800) 994-8409/www.incredibleenglish.com). 10 Top Chap
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e Phonedamentals ((888) 738—8388/phonedamentals.com).

e Sarno Services ((757) 427-0738/www.sarnoservices.com).
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Cac phan chinh cua mét kich ban telemarketing outbound:

Méc du cac kich ban cho telemarketing cé khac nhau, nhung van cé nhitng diém cd ban chung.
Piém ca ban chung thudng thay trong mét kich ban outbound telemarketing thudng bao gém :

LGi gidi thiéu: Bong nhat ban va cong ty clia ban: Nhu ndi theo dang * Xin chao, toi
la John Smith, t6i goi dén dé dai dién cho cdng ty XYZ xin gidi thiéu dén ban...”

LGi nhan dinh khoi ggi su hitng thu (a.k.a” The Hook”) Trong vong 15 gidy (mot
hay hai cdu ndi) , ban phai thu hat su chl y clia khach hang . Bay co 1€ 1a nhiing
cau quan trong nhat trong kich ban, bdi n6é dong vai tro chinh trong viéc quyét dinh
xem khach hang sé ti€p tuc Idng nghe ban ndi hay Iap tlc gac may. Vi du nhu :
“T6i mudn gui dén cho ban mét thdng tin t6t rang san pham méi clia ching tdi sé
gilip céng ty ban tiét kiém 200$ moi thang, ban c6 muén tim hi€u vé né ngay bay
gid khdng?” ( Im l&ng trong gidy lat d€ dgi cau tra I3i)

Xay dung an tugng tot. Trong khi thuc hién phan nay, hay lubn to ra than thién va
thé& hién su ton trong khach hang qua cac cu ndi don gian nhu: “Ban cé thé danh
ra mot it phat dugc cha?”

Nhan dang dung khach hang. Hay chdc chdn rdng ngudi ban dang trao déi la ngudi
6 vai trd quyét dinh va thuc su' ¢6 nhu cdu st dung san phdm, dich vu cla ban.
Chang han nhu: néu ban kinh doanh vé linh vuc quang cdo, ban cé thé hoi réng:
“Xin vui long cho biét ai la ngudi phu trach vé van dé quang cia quy cong ty?”

D3t cau héi. Dung nhitng cau hdi ma dé khai gai nhitng nhu cau, mong muéh ciing
nhu van dé tiém an cta khach hang. Mot telemarketer gidi s& khong phai la ngudi
phai ndi ma ngugc lai, biét lam cho khach hang cht dong cung cdp nhitng thong
tin can thiét cho minh.

Phan chao hang chinh. Hay ndi vé nhitng ddc trung clia san pham, dich vu ma ban
dang chao ban, nhiing Igi ich né mang lai cho ngudi tiéu dung, va ca nhitng khau
chinh trong phuong thi'c mua ban. Can tap trung vao nhiing déc trung cé thé giai
quyét cac van dé thudc vé nhu cau cla khach hang.

Thr két thic giao dich. Hay ¢ gang dat dudc giao dich, ban cd thé k&t hdp nhiéu
phuang thirc khac nhau trong két thic giao dich (xem chucong 8). Ban nén trang bi
cho minh it nhat ba phuong thirc dé dé sir dung trong moi cudc goi.

DGi phd v6i nhiing thdc mac va cac van dé lién quan: Hay hoi cac cdu hoi, lam diu
di nhitng blc xic va giai dap chidng cung mét lGc. D& lam dugc diéu nay, ban can
xac dinh dung va thau hiéu dugc nhitng bilrc xuc, bay té su dong cam bang nhiing
cau néi nhu: “tdi rat hiéu nhitng gi anh/chi dang ban kho&n.” Hay nhdn manh vao
cac Igi ich san pham mang lai va sau dé giai dap [an lugt cac thic méc cla khach
hang.

Thir két thic giao dich [an 2: Sau khi giai dap mét lugt nhitng thdc mac dét ra, hdy
thir dé nghi két thac giao dich mot [an nira

Giai quyét cac thdc mac phat sinh thém va céc van dé lién quan. Lan nay, c6 thé
ban can phai két hgp cac chién lugc dam phan so bo dé dat dugc muc tiéu va vugt
qua nhitng thic méc, chdng han nhu vé van dé gia ca.

Phan két thic. Pay nén dudc xem la diém nhan trong ca cudc nodi chuyén dé ban
dat dugc muc dich ctia cudc goi, chdng han nhu két thic dugc hop déng hay ¢
dugc mot cudc hen.

Cham dat cudc goi. GUi I6i cdm dn chan thanh dén sy tin tudng va sir dung san
pham cua khach hang cling nhu cdm on vi nhifng thoa thuan sg bo dat dugc qua
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qua trinh trao déi. Sau d6 néi v6i ho vé nhitng budc tiép theo, vi du nhu cac cudc
goi tiép theo, viéc trao ddi thdng tin, chudn bi hgp déng mua ban...cudi cling 1a I5i
chao tam biét.

Cac chién Iugc cho mét kich ban Telemarketing

Viéc quan trong trudc hét la phai phat huy nhan thic ctia nhiing ddi tugng sé st dung kich ban
va dinh xem mic do trung thanh cta ho do6i vdi ndi dung kich ban. Vi du, ban c6 mot doi ngili
hung hiu hang tram telemarketer d€ goi dién tir téng dai trong mot chién dich telemarketing cu
thé nao do6, ban s& mubn tirng ngudi trong ho phai tuan tha kich ban cia ban va trinh bay
khéng sét mot tir. Diéu nay c6 nghia la ban budc phai viét ra mét kich ban dugc cham chdt dén
tirng chir cai.

Khi mét telemarketers thanh thao va nhiéu kinh nghiém chao ban nhitng san pham hay dich vu
cao cap, ho ludn thong sudt cac thdng tin vé& san pham/dich vu, réi sif dung cac phan cd ban
clla mot kich ban théng thudng dugc dinh hudng san va sau dé mdi dung chinh nhitng ky nang
ban hang va tai (ing bién clia minh d€ két thic hgp ddng. Trong nhing trung hgp nhu' vay,
mot kich ban dugc dinh hudng san sé trg nén rat hitu dung.

Ngay khi ban tin rdng minh vira tao ra mét kich ban hoan hao danh cho san pham/dich vu ban
dang chao ban, hdy dua né ra thr nghiém. Xem né c6 gilp ban dat dudc cac muc tiéu ciia minh
khdng. B3t dau bdng viéc nhd mot dong nghiép ddéng gia lam khach hang va dién tap kich ban
do. Tiép theo, hay thir goi cho mot khach hang nao dé va nén thir lam diéu nay it nhat 20 lan
trudc khi chinh thi'c dua nd vao s dung cung véi cac ndi dung khac trong chién lugc
telemarketing cla riéng ban.

Mot khi ban tu viét kich ban riéng cho minh, nén ngan gon, stc tich va rd rang, IGi van vira gan
glli, vira thuyét phuc ngudi nghe. Dudi day la mét s& hudng dan va phuang phép ban cé thé
k&t hgp dé st dung:

e Hay vach ra cac muc tiéu cho chién dich markekting ctia ban. Phai chdang ban dang
c6 gang dé ban dugdc hang, c6 dugc mdt cudc hen, thu thdp thém thdng tin vé
khach hang, hay ban hang vugt chi tiéu? Cling cd thé la thém vai muc tiéu khac
nira.

e H3y tim cach khuyén khich khach hang néi chuyén. Ban chuén bi trudc nhitng céu
héi va nhitng tinh hudng phan hdi cé thé xay ra. Bing bao gid hoi nhiéu hon 2 ciu
trong cing mét ldc, vi khong phai ban dang hoi cung khach hang ctia minh, thay
vao do, ban can ti€p thu thém y kién ngay trong khi dang ban hang cho ho.

e H&y dung nhitng cdu ngan gon va nhitng tir ngir tuong d6i don gian thudng dung
trong I6i ndi chuyén thudng ngay, nhu thé khdng phai ban dang “doc” kich ban ma
la dang thuc sy d6i thoai vai khach hang.

e H&y chdc chdn ndm bat dudc khach hang muc ti€u qua phan trinh bay cta ban. Hay
nghi dén nhu cau, mong udc cta ho va nhirng giai phap sé gitp ho thda man.

e Sau khi viét xong kich ban, nén thir doc to Ién, chi y phat am that ro rang va co
nhitng khoang dirng nghi hgp ly.

e Hay trinh bay kich ban véi giong diéu thu hdt, sif dung nhitng tir hay cum t&r miéu
ta gay sy thich thu nai khach hang va khai ggi nén nhiing hinh anh sinh dong trong
tdm tri ho. Hay lam cho ho tin nhitng gi ban ndi, nhung khéng phai bang nhiing 1Gi
tang bdc 1én tdn may xanh. Vd&i giong di€éu nhip nhang, ban hay néi: “T6i c6 mot
sang ki€n hay mudn noéi véi ban.” hodc la thé nay sé hay han: “ T6i dem dén cho
ban mét cd hodi rat tuyét va ban chac chan s& mudn dugc trai nghiém nd ngay bay
gig.”
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e Hay nhdc lai tén ctia khach hang trong Ilc trd chuyén vdi ho.

e Can cd dong va di vao trong tdm. Néu cd thé trinh bay dugc van dé trong vong mét
cau, thi dirng phung phi ca doan van. Khach hang thutng rat ban rén, va viéc ban
phai lam chi la chao hang, dat chi tiéu va két thic hgp dong

e  Can tranh ding nhitng tir ngit da nghia c6 thé dan dén hiéu [am.

Tim dén chuyén gia viét kich ban telemarketing.

Ngay ca khi ban la mot nhan vién ban hang tai nang dan day kinh nghiém, hay tham chi la chu
cdng ty va thau hi€u tudng tan moi chi tiét vé san phdm/dich vu cta minh, diéu dé khéng cé
nghia 1a ban cé thé soan ra mdt kich ban telemarketing hay va hiéu qua. Mét “tac phdm” nhu
vay doi hoi su' k&t hdp hai hoa gilta nhitng hi€u biét vé san pham, céac chién lugc marketing
chuyén biét va ky nang viét lach thanh thao. N6 con bao gom ca viéc dinh vi r6 khach hang
cling nhu théi quen mua hang ctia ho va tir dé bién thanh ddng cd thic day khach hang dit
mua hang ngay trén dién thoai.

Viét kich ban cho telemarketing cé thé xem la mét dang ky nang day tinh nghé thuét can phai
luyén tap mdi c6 dugc. Nhung né cling la mot khoa hoc doi hoi su thau hi€u can ké nhu thé
nao va tai sao khach hang chon mua hang qua dién thoai. Vi€t mét kich ban cho telemarketing
khéng don gian nhu viét mot bai dién thuyét, nhung ciing khong giéng nhu viét cac hinh thic
marketing khac nhu viét catalog, brochure hay la cAc mau quang céo.

Robert Kaufman- giam doc cong ty Scripting Power ((203) 229-0025/www.scriptingpower.com)
chuyén soan thao kich ban telemarketing “chét lugng cao” cho cac cdng ty I8n nhé ting dung dé
kinh doanh nhiéu linh vuc khac nhau. Qua nhiéu ndm, cong ty da viét ra hang trdm mau kich
ban phuc vu cho cac cong ty, bao gobm ca America Online, Fleet Bank, Pizza Hut, Sears, Sara
Lee, Pitney Bowes, The Home Shoppng Network, va v6 s6 cac cong ty khac nifa.

Kaufman d3 ly giai nhan dinh “Ching téi la chuyén gia vé kich ban cho telemarketing” rang :
“Dai véi bat ky cong ty nao, du I6n hay nho, ching tdi ludn st dung nhitng k§ ndng va phuong
phap ho trg chuyén biét cho phép ho t6i da héa cac chi s6 hiéu qua nhu’: s6 hgp déng mua ban
thuc hién dugc mai gid, ty 1€ dat dugc cac cudc ddi thoai, va s6 cudc goi...Ching ti bién soan
noi dung chinh yéu cla kich ban, nhung quan trong khong kém, chdng téi con soan san ca
phan (g d&i danh cho nhitng thdc méc khach hang c6 thé dua ra.”

Mdi khi khach hang tim dén ScriptingPower dé dudc trg gitp phat trién hodc thir nghiém kich
ban telemarketing, Kaufman va cac céng su lién bat dau trudc hét bang viéc trao ddi véi ho dé
thu thdp cang nhiéu cang t6t cac thong tin vé san pham hay dich vu dugc rao ban, vé muc tiéu
moi cudc goi, va vé khach hang muc tiéu hudng tdi. TU cac thong tin dugc cung cap, két hap
vdi brochure, tai liéu cla san phdm, va cac dir kién khac, cdc chuyén vién bién soan s& phac
thao ra kich ban sd bo. Kich ban nay sé dugc gui cho khach hang danh gia, va sau do thar
nghiém ky cang trudc khi chinh thic dem ra st dung.

“Céc khach hang clia ching toi can hiéu réng mdi kich ban viét ra cho ho chita dung mét lugng
rét 18n thdi gian va sy no luc. N6 doi hoi rat nhidu cac ti€u xdo cling nhu cac ky ndng va chién
thudt marketing dugc ('ng dung khéo léo. Viét kich ban telemarketing doi hoi khat khe hon la
chi viéc ném cac chir cai Ién mat gidy.” Kaufman con néi thém: “Viét dugc mot kich ban
telemarketing hay doi hoi cd@ mot qua trinh. Chung toi c6 khi phai chay t&i chay lui nhiéu l[an dén
v6i khach hang d&€ hoan thién phan ban thdo cho dén khi ching téi dua ra cai gi do thuc su
thuyét phuc. Sau khi ban thao dugc hoan thanh, dua ra thir nghiém lai ti€p tuc bi vdn veo,
chiling tdi c6 thé mat thdi gian tir mot tuan cho tdi ca thang.”

Theo Kaufman, cac cong ty chua tirng ti€p xUc vdi telemarketing va khong biét cach sir dung
cdng cu nay s& thudng méc sai [am trong viéc phét trién kich ban telemarketing cta chinh ho.
“Chuing téi nhan thdy réng cac cdng ty lubn hiéu rat rd vé san pham/dich vu cia minh nhung lai
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khdng biét 1am thé& nao d€ quang ba cho nd”. Ho nghi don gidn rdng chi can nhac may 1én va
goi cho moi ngudi ngoai kia, roi ho sé tu dong thay thich thi mudn mua hang, roi sé doc cho
mot nguGi la s6 thé tin dung clia minh chi sau mot cudc ti€p chuyén qua dién thoai. Trong thuc
t&, san pham hay dich vu can phéi dugc dinh vi cach dlng dan, va kich ban can phai hudng téi
viéc 1am sao cd thé khién cho khach hang gilt may lau han dé€ nghe hét phan trinh bay cta ban.
Kaufman néi: “Cé mdt sai lam thudng méc phai & cac cong ty “khdng dugc néi tiéng cho Idm”,
dé 1a ho clr tudng réng chi can sau vai phit, ngay 6 cudc goi dau tién thi s& dé dang c6 dudc
mot don dat hang kém theo ma s6 thé tin dung clia khach hang. Thuc su thi trong thgi dai
ngay nay, moi nguGi déu rat e ngai cung cap thdéng tin cd nhan cho ngugi la qua dién thoai, va
sé& cang than trong han khi ngudi ta ndi 1a dang goi tdi tlr mot cong ty la hodc ma ho chua tiing
nghe tén bao gig.”

Muc tiéu cua kich ban telemarketing chinh 1a chuyén tai thong diép bang dién thoai. Kaufman
giai thich: “Khi ngudi ta nhan dugc mét 1a thu thuong mai hay mét tai liéu vé san phdm nao do,
ho c6 thé doc di doc lai va tip trung dén mét vai phan nhét dinh. V4i telemarketing thi khac,
ban chi c6 mdt co hdi d€ gdy an tugng va ban phai tan dung triét dé né. Ngudi ta khdng nghe
ky tLrng tlr ban noi dau, ho chi nghe nerng cum tir ma thoi. Vi thé kich ban can phai c6 dong va
ngan gon hét murc co thé, tuy nhién van phai rd rang va dugc trinh bay theo cach dé& khach
hang dé ndm b&t nhat. Muc tiéu & day khong chi 1a 1am cho khach hang 1dng nghe thdng diép
ban dang truyén tai, ma con phai khi€n ho theo doi, phan tich thong diép doé va di dén két luan
rang ho can dén san phdm cla ban.Thudng thi thanh cdng hay khdng sé phu thudc vao cac
telemarketer, vao kha ndng dua dugc nhitng y nghi “khdng thé hoai nghi” vao tdm tri khach
hang. Khach hang can cd nhitng hinh dung rd rang vé san pham hay dich vu cta ban, vi ho chi
c6 thé nghe ban ndi chir khdng thé nhin hay cdm nhan dudc ching qua dién thoai.”

Phan kich ban cta ban, tuy theo dich vu/san phdm dem rao ban, phai thda man dudc cac ciu
hoi nhu sau: Ban sé viét ra nhu thé nao? Noi cai gi? Noi cho ai nghe? Va danh tiéng clia cong ty
trong gidi ti€u dung co gilp ich dugc gi cho ban hay khong? “Mac du cac kich ban cd khac
nhau, va cd rat nhiéu cach ma cac telemarketer c6 thé sir dung dé hoan tat phan trinh bay cla
minh, nhung moi kich ban déu cé chung mot vai thanh phan quan trong. Dé la phan mé dau, I&i
gidi thiéu, phan trinh bay vé san phdm/dich vu, phan két thic thir d& phan loai khach hang, va
phan két thuc that sy,” Kaufman néi “Kich ban cua ban can phuc vu cho khia canh nhan ban
ma ban hudng téi. Moi y niém dudc truyén tai va moi thong diép can phd bién phai phu hop
vdi khach hang muc tiéu dé. Nhu thé goi 1a dinh vi cach chién lugc san phdm/ dich vu cla ban,
va su dinh vi d6 cling bién héa khéng nglring tuy vao viéc ban dang ban cai gi va ban cho ai.”

DGi vdi bat cr mat hang nao dudc rao ban thi yéu t& quan trong nhat trong mdi kich ban
telemarketing d6 la sic 16i cudn. Kaufman ndi: “Khong 16i cun dugc khach hang ngay tur dau
va khéng dé cho khach hang Ién tiéng trong sudt cudc tro chuyén 1a nhiing 10i rét hay gap &
nhitng ngudi chua cé kinh nghiém. Nén nhd réng thir ban dang viét khong phai la mét bai dien
van, bai ngudi ban ti€p chuyén & dau day bén kia sé khong thich nghe ban dién thuyét dau.”

Bén canh cac chién Iugc kinh doanh va chién lugc marketing can dua vao trong kich ban cua
minh, ban cling nén chi y dac biét dén van dé vé luat Ié can tuan thu. ™ C6 v6 van cac qui dinh
vé nhitng diéu dugc phép va kh6ng dugc phép ndi trong khi thuc hién cudc goi, nhitng qui dinh
nay lai thudng xuyén thay ddi nén can dugc cdp nhat thudng xuyen va nghién clru that ky
luGng.” Kaufman khuyen khich viéc tim dén mét ludt su chuyén vé linh vuc telemarketing dé
dugc tu van cu thé phan kich ban cla ban.

P&i véi mét cdng ty dang phat trién mot kich ban telemarketing mdi, I5i khuyén cia Kaufman la
trong qua trinh thir nghiém nd ban nén so sanh véi mét kich ban cii vé ty 1€ thanh céng né dat
dugc. “Ki€ém nghiém kich ban can nghiém khac. Néu né khdng dem lai hiéu qua, ban phai xac
dinh ra ngay nguyén nhan ndm & dau. TU nhitng cudc goi thdm do budc dau, ban ¢ thé tim ra
thdi diém va nguyén nhan tai sao khach hang tir chdi va quay sang vén veo nhiing I5i ban ndi.
Vé diém nay, tiép nhan phan hdi tir cac telemarketer, ngudi truc tiép thuc hién cac cudc goi sé
cuc ky hitu ich. T6i ¢ thé danh ra 20 gi ddng hd chi d€ goi dién cho khach hang, thir nghiém
kich ban va rit ra khdng dinh cudi cling vé thai d6 ctia ho d&i vi phan trinh bay dé.”
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Khi diéu chinh lai kich ban, ban nén chi stra d&i mét vai diém mdi [an, roi thir nghiém nd. Néu
ban thay d6i qua nhiéu cho cling mét Ilc, ban sé& khong thé biét dugc cho nao hiéu qua, cho
nao khdng. “Ban can phai biét chinh xac tac dung cla moi lan stra d6i va dirng ¢6 géng slra qué
nhiéu chd mot [an, moi thay d6i nho cling c6 thé mat mot, hai ngay dé kiém tra xem nd c6 phu
hgp hay khong.”

TUy theo nhiing gi ban, tirc la mot telemarketer, hay cng ty clia ban dang c¢6 gang dat dudgc,
ban cé thé mudn hodc khdng muén tim dén mét dich vu trg gilp tir cac chuyén gia d€ viét mdi
hodc trau chu6t lai phan kich ban telemarketing clia ban. Co vai cong ty chon giai phap tim dén
cac chuyén gia ngay tir dau nham dam bao t6i da hda hiéu qua, mot s6 khac thi lai tu tao ra
kich ban cho minh, tu trai nghiém nd, va chi nhG cay dén su gilp dG cla cac chuyén gia khi cai
ma ho tao ra khong dap &ng dugc hiéu qua nhu mong mudn.

“Nhung rd rang la t6i sé khuyén cac ban nén tan hudng nhirng tién ich ma cac cong ty giong
nhu ScriptingPower mang lai, bgi ching t6i la mét kho kinh nghiém quy gia. Chung t6i da tao ra
va thr nghiém hang ngan mau kich ban. Chung téi biét chinh xac cai gi sé€ dem lai hiéu qua, cai
gi khdng va nhu thé nao thi sé phu hgp nhat cho tirng d6i tac. Ching t6i sir dung nhitng chién
thudt ma cac telemarketer sé khong thé nghi tGi khi ty minh viét kich ban”. Kaufman khang
dinh. " nhitng IGi khuyén chdng t6i dua ra cho ban dua trén kinh nghiém bién soan, cong vdi
nhitng ki€n thirc v& ban hang cling nhu kién thlrc vé& marketing. Ching t6i c6 thé gilip cac déi
tac clia minh dinh vi rd rang san phdm hay dich vu clia ho han la chi viét ra cac cau chir dé gitp
ho ban dugc hang qua dién thoai.”

Viéc thué mét chuyén gia viét kich ban ciling tuong tu nhu thué moét dang c6 van vién vay. Ban
sé phai chac chan rang chuyén vién hay cong ty ma ban dang thué c6 nhiéu kinh nghiém hon
ban, gidi han ban, cung cdp dugc cho ban nhitng bai hoc thiét thuc hoac nhiing ky thuat dac
biét dé gillp ban dat dugc muc tiéu, cd thé lam viéc 1au dai véi ban. “Hay xem xét cac thanh
tich ho da dat dugc, kiém tra kién thirc cla ho ngay tir nhitng lan dau ti€p xuc”. Kaufman con
ndi thém: “Chi phi phai bo ra cho mét chuyén gia thay di tlly vao moi du’ an. Ban c6 thé phai
chuén bi san tir 750$ dén 2500$ cho moi kich ban dugc soan, bao gdm ca ca cac chi phi phat
sinh danh cho cac dich vu tu van lién quan.”

Co phai viéc thué chuyén gia viét kich ban la diéu kién quyét dinh thanh cong cho chién dich
telemarketing ctia ban khdng? Cau tra 16i tt nhién la khdng phai! Tuy nhién, bdng cach dau tv
thdi gian va tién bac cach hgp ly danh cho mét kich ban du sic thuyét phuc, ban sé ti€t kiém
dugc khdi thd khi bat tay vao chién dich. M6t kich ban hay s& dan dén nhiéu hon nhitng thuang
vu thanh c6ng, han ché cac ci gadc may va Idi tir chi, gidm han nhitng that bai, tiét kiém thoi
gian, tang thu nhap va gat hai nhiéu thanh cong.
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CAC THU THUAT BAN HANG
CUA DAN CHUYEN NGHIEP

Ngay nay, dé dang nhan ra réng dé trd thanh mot telemarketer thanh céng khdng chi don gian
la nhdc dién thoai Ién va tro chuyén véi khach hang mot cach than thién ma con can nhiéu yéu
t6 khac nita. Bén canh viéc nghién cltu va chudn bi ki lu8ng thi viéc chi tdm dén cac dit liéu
trong qua trinh telemarketing cling rat quan trong.

Cac chién lugc dudc miéu ta trong chudng nay da dugc cac chuyén gia ban hang va
telemarketing hang dau thé giGi 4p dung. Mai chién lugc d6 hau nhu déu t6 rd hiéu qua trong
moi trudng hgp ban hang qua dién thoai, hdy dung cac ki€n thirc nay dé trao doi va tao ra thé
manh cho ban trd thanh mot chuyén gia telemarketing.

Trong qua trinh d6, ban phai trai qua nhiéu cudc goi dé ti€p thi san phdm. Mac du chi ¢ mot ti
I& nho trong s cac cudc goi do sé gilp ban ban dugc hang nhung viéc ban tan tam nhiét tinh
va chan thanh trong moi cubc goi la rat quan trong.

Phucong phap 1: Trang bi va ung xu chuyén nghiép

Mdc du cac cudc goi trong telemarketing déu khdng thé gidp mét vdi khach hang truc tiép
nhung viéc ban trang bi cho minh mot tu thé chuyén nghiép tro chuyén véi ho la rat quan
trong.Vi cho du ban dang gap khach hang qua dién thoai thi hdy luén xem minh nhu dang gap
truc ti€p mdt déi mat véi ho. Néu ban trang bi cho minh mét tu thé chuyén nghiép thi khi giao
ti€p ban cling dé dang thé hién nd du trén dién thoai. Viéc dé s& gilip ban tao nén va gilf virng
dugc tinh than thich hgp trong sudt cudc goi. Giong noi, thai do, su tu tin cling nhu cach thic
ban truyén dat déu cé tuang quan truc ti€p tGi cach ban an mac va tu'y thirc.

M6t s& telemarketer lam viéc tai nha khdng nhitng &n mdc nhu thé ho sdp gép khach hang ma
ho con ra khdi nha, 13i xe di dau do truGc khi bat dau ngay lam viéc. Trong khi lai xe, ho sé Ién
ké hoach trudc cho ngay lam viéc ctia minh. Ho con lap ké hoach cho ca mot ngay lam viéc, suy
nght ho&c 6n lai cac I6i can ndi vé san phdm ctia minh trudc khi vé nha va bt ddu cac cubc goi.

Néu ban lam viéc tai nha nén tuyét d6i tranh anh hudng bdi ti€ng 6n. Trong cac cudc goi
khdng nén dé khach hang phai nghe ca tiéng chd sta, em bé khdc... Néu mudn thuc hién t6t thi
ban nén tach riéng mdi trudng lam viéc va khong gian s6ng. Ngoai ra trong lic goi khéng nén
xen lan tiéng clia cac telemarketer khac trong phong goi hay tong dai va chi duy nhét giong noi
ban dén véi khach hang. Cac khuyét diém trén sé de lam ban va khach hang bi chi phéi.T6t
nhat khi cé d4u hiéu nao tir cac khuyét diém doé ban nén loai trir ngay tur dau.

Phuong phap 2: Lap ra chi tiéu cua ngay, cua tuan, cua thang cho
ban than

Trudc khi 1ap ra k& hoach telemarketing clia ban, hdy dung thdi gian d€ 1ap ra céc muc tiéu cho
chinh ban. Xac lap cac muc tiéu gilp ban thuc té hon khi thuc hién. Vi du nhu mai thang hay
xac dinh ban can ban bao nhiéu san phdm (hay bao nhiéu khach hang ma ban phai gidi thiéu)
dé dat dugc cac muc tiéu vé tai chinh d6. Dua vao chi tiéu cd ban do, ban cé thé tao ra muc
tiéu cho moi ngay va cho ca tuan.
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Xac dinh chu ky ban hang cltia ban cang nhanh cang t6t. Nghia la ban can bao nhiéu thdi gian
dé ban dugc mét san pham. Vi du nhu : néu ban mudn ban dc $50.000 mdt théng thi chi tiéu
cho moi thang la ban phai ban dugc 5 [an moi [an $10.000.Theo cach dd, néu ban du dinh goi
50 cudc goi s& ban dudc hang thi rd rang ban can phai goi 500 cudc goi mét thang dé dat dugc
chi tiéu dua ra.

Trong K& hoach mdi ngay clia ban can phai quyét dinh nhitng viéc sau:
e T6ng s cudc goi ma ban can goi
e S0 khach hang méi can ti€p can
e S0 cudc goi cho nhitng khach hang mai ma ban can goi véi muc dich tham héi.

e S0 cudc goi cho nhitng khach hang hién tai.

Phucong phap 3: Phan phdi thai gian hop ly

Ty Ién lich cac cudc goi cho nhitng khach hang mdi. Nghia la tly vao muc tiéu cla ban, hay
danh mét lugng thdi gian nhat dinh d€ lam viéc dé. Hay chdc rang khi ban goi dén cac khach
hang cta ban dang trong tdm trang thoai mai va cd thé vui Iong tiép ban. Vi du khi ban goi dén
cho mét chd nha hang, khong nén goi vao cac giG an. Ma thay vao dé goi vao nhirng lic ho
thuc sy mudn ti€p cdn minh va c6 thdi gian ndi chuyén vdi ban. D& chudn bi k& hoach cho mot
ngay ban hdy dung cac phan mém I4p trinh k& hoach hay thdi khda biéu trong ngay.

Phuong phap 4: Tham dinh khach hang

Telemarketing la m6t qué trinh can phai tép trung cao do va tén nhiu thai gian. D& lam nd dé
dang han va tinh giam dudc s6 cudc goi ma ban tén cho moi [an ban dugc hang thi viéc khao
sat va thdm dinh cc khach hang trudc khi goi dién dén Ia rat can thiét. Mot khi ban biét dudc
ngudi nao hay cng ty nao ma ban sdp goi cd nhu cau vé san phdm cla ban thi d€ ban dc
hang, ban hay xac dinh nén goi cho ngugi nao la thich hgp han ca. Thinh thoang, viéc xac dinh
dugc ngudi nao trong cong ty dé mdi la nguGi ra quyét dinh cudi cing vé mdn hang cla ban,
va viéc ti€p can ho la nhiing thir thach I6n nhat ma ban phai d6i mat. Hay ludn nhd la c6 nhiéu
ki€u ngudi ra quyét dinh ma ban phai lam viéc dé ban dugc hang.

M6t khi ban d& 1&n danh sach nhitng khach hang dé goi, hdy phan loai va uu tién nhitng khach
hang ma ho ¢ vé nhu mudn hodc can san pham hay dich vu ctia ban. Ban cling can phai xac
dinh ra nhitng khach hang nao c6 khad ndng tai chinh d& mua san phdm cta minh va can phai
biét dugc vong ddi vé san phdm cla ho. Vi du nhu khach hang dé chi c6 du tai chinh hodc chi
¢6 nhu ciu vé san phadm clia ban trong mdt vai thdi diém cu thé nao dé thoi.

Phuong phap 5: Hay quan sat chinh minh

Vi ban va khach hang khéng hé dugc gap mat truc ti€p nén viéc ban truyén dat qua dién thoai
mot cach hang hai nhiét tinh mang tinh quyét dinh. DU khong thdy nu cudi cGa ban nhung hay
biéu hién né thanh tiéng va ban hady c6 géng duy tri diéu nay trong suét cudc goi...

Nhiéu chuyén gia telemarketer con d& minh trudc guong khi thuc hién cudc goi. Khi nhin vao
chinh ho thi cling nhu dang nhin vao khach hang. Tu hoi minh khi nhin vao guagng xem :"Pang
cuGi chua?” ™ ba ndi chuyén séng dong chua?” "Giong diéu co chan that khong?”hay “Néu la
minh, thi c6 mua san phdm doé khong khi nghe chinh minh”. Hay ban ¢4 thé thu &m cac cudc goi
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d€ nghe lai va nang cao k§ ndng, nhan ra nhitng gi minh can cai thién dé ciing 1a mdt phucng
phap hitu hiéu.

Phuong phap 6: Soan trudc kich ban

Khi ban dién dat vé san pham hay dich vu, tao ra mot kich ban t6t va thé hién dugc nd 1a mot
phuong phap hitu hiéu. Ban nhap cta ban nén cé:

o L3 gidi thiéu
e L&i miéu ta vé san pham

e Danh sach cac cau ban can tra 16i khi nhitng khach hang khé chiu tir chdi va cach
XU ly

e Cac cau tra I8i cho nhitng cau hoi thudng gdp tir khach hang
e Cac phugng an két thuc giao dich

Néu chua thé lam rd dugc nd thi ban hdy cf tham khao tdi kich ban cia minh trong suét cudc
goi. Tuy nhién khi chua thyc hién cudc goi, ban nén danh thai gian xem lai truéc kich ban va
tap truGc 16i gidi thiéu san phdm cang nhiéu cang tét. Ban s& khéng mudn minh dién dat nhu
doc bai hay hoc thudc long. Cé thuc hanh trudc, sé gilp nhiing gi ban truyén dat tu nhién, s6ng
ddng, day du thdng tin va déng tin cdy cling nhu thé hién su' nhiét tinh véi khach hang.

Phuong phap 7: Tu thudng minh

La mdt telelmarketer ban phai thuc hién cac cudc goi tir ngay nay qua ngay khac. biéu do rat
dé lam ban ngan ngam, vi th& dé€ ludn thich th trong cdng viéc ban cé thé tu thudng minh khi
dat dugc cac chi tiéu dé ra. Vi du nhu: Cr 50 cudc goi thi ban danh ra 5 phit d€ nghi nggi. C(r
moi mdt du’ &n hoan thanh ban cho minh mét budi &n t6i thinh soan tai nha hang yéu thich. Céc
cach tu thudng khac nhu la: goi dién cho mot ngusi quen, di dao mét it, hay an snack va udng
café.

Hay cac muc tiéu I6n han cua ban la: mua mét chi€c xe hai xin, hay chiéc du thuyén, cho con
ban vao hoc & trudng t6t, mua mot can nha mdi, hay nhitng mong uéc khac ban nén gilr né
trong tri 6c va c6 gang phan dau. Hay biét rang khi hoan thanh t6t mét cubc giao dich nghia la
ban t&i gan han vaéi nhitng ma uéc do.

Phuong phap 8: Xur' ly hiéu qua khi bi tu choi

Bi khach hang tir chéi la mét phan cla qua trinh telemarketing. That khéng may la khéng phai
bt cr khach hang nao ban goi cling ¢4 nhu cau vé san phdm cla ban. Hdy nhd moi khi ngudi
khach ndi khdng vdi san phdm cua ban hodc la tri hodn thi d6 cang la kinh nghiém cho nhiing
[an sau, nhitng lan ban dugc khach hang chap nhan.

Néu ban da biét dé thuc hién mdc cudc giao dich méat 50 cudc goi, du ban bi 20 [an tir chdi lién
tuc thi ban van con khoang 30 cudc dé goi. DU khach hang ndi bat clr diéu gi vdi ban thi hdy
nhé dirng bao giG dén nhan su tir chéi d6 mét cach thu dong.

Tham chi 13 Itic ndy khdch hang ndi khdng nhung ho van cé thé 13 khach hang tiém ning trong

tuang lai, vi thé ban dirng vdi vang loai bo khach hang nay. Hay thir xem xét xem ho cé thé ¢
nhu cau vé san phdm clia minh sau nay hay khdng va quyét dinh xem ho cé dang d€ minh phai
lién lac lai sau nay hay khong. Trong mét s6 trudng hgp, ban can phai xac dinh dugc nhing
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khach hang mai mai khdng thé 13 khach hang tiém ndng clia minh. Lic d6 hay mau chdng gach
b ho trong list goi va chuyén ngay dén déi tugng tiép theo.

Phuong phéap 9: Luén luén biét I3ng nghe khach hang

Mot khi ban da ti€p can dugc ding ngudi c6 quyén quyét dinh mua nd va bat dau ndi chuyén
thi hdy két hop cang nhiéu ciu hoi theo ki€u bd ngd thi t6t han (nhitng ki€u cdu hoi ma ban
khdng can khach hang phai tra I16i diing vo trong tdm clia nd vi nd khéng quan trong, ki€u nhu
xa giao, nhu la “dao nay chi khde ch? hdm nay chd anh trgi c6 mua khong?”). Hay lam ho cdi
md han khi ndi chuyén véi ban. Hay d€ cho cudc ndi chuyén mang tinh 2 chiéu. Khi khach hang
dang noi, hdy chdm chd 13ng nghe va ghi chd. Biét 1ang nghe la phuong phap hitu hiéu nhat
gilip ban hiéu rd khach hang va diing bao gid danh gia thap nd.

Khi bat dau tim hi€u khach hang, hdy Iua 18i ndi sao cho di sdu vao nhu cau, mong muén, suy
nghi va y kién cta ho. Khi ban dang ndi nhung khach hang cdt ngang thi hdy dé& khach hang ndi
va lang nghe.

Phuong phap 10: Pat dudc thoa thuan

Diéu nay nghe c6 vé hién nhién va rét binh thudng nhung mét trong nhitng ly do 16n nhat lam
céc telemarketer khéng ban dugc san pham 13 vi ho khdng thuc su yéu cau khach hang mua
hang. Thinh thoang trong llic goi, ban can phai hdi xem khach hang ¢ mua hang hay
khdng. Ciling rat quan trong nhu 13 viéc xac dinh nhu cdu cia khach hang, thi vao thdi diém
thich hgp ban hay dit khoat va dét van dé vé viéc mua san phdm cla ban. P& dat dugdc két qué
mong mudn, c6 thé€ ban can phai lam diéu d6 nhiéu [an vao nhiing giai doan sau dé clia cudc
noi chuyén.

Phuong phép 11: Nubi dudng cic méi quan hé san co.

Bién d6i hoan toan cac méi quan hé tir mét khach hang mdi thanh khach hang than thiét 13 ca
mot qua trinh gian nan. La vi mét khi ban da ti€p can dugc véi khach hang thi cling khéng dudc
xao lang ho. BGi vai cac telemarketer thi viéc nudi dudng va xay dung cac moi quan hé san co
d€ phét trién kinh doanh, k& ca truc ti€p vai khach hang dé hay la do ho gigi thiéu 1a mét viéc
rét quan trong. Ban sé nhanh chéng kham pha ra rang ban sé ban dc nhiéu hang hon tir chinh
nhitng khach hang than thiét san co so vdi la tir nhitng khach hang méi.

M®Gi [an ban goi dién thoai thi ban nén ¢ géng dé phat trién né thanh méi quan hé ban bé. N6
cling lam cho khach hang chac chédn s& bat may moi khi ban goi. Nén nhé la khi ban dang nudi
duBng cac mdi quan hé véi nhitng khach hang san c6, ban ding bao gid thic ép ho phai mua
hang clia minh trong mai lan ban goi. Thay vao dé ban hdy dinh ky goi d€ héi thdm ho, dong
thdi do y clia ho vé& san phdm clia ban ma ho dang dung. Khi biét dugc thdng tin riéng vé khach
hang nhu tén cla con ho, ngay sinh, ngay ki niém hay sg thich... hdy chi tam va goi dién chic
ming ho d€ cho méi quan hé cla ban ngay cang than thiét.

La mdt ngudi ban hang, ban nén cung cap cho khach hang nhiing théng tin cé thé cé ich cho
cbng viéc ctia ho. Vi du nhu, khi ban thdy mét bai bdo ma khach hang cé thé quan tdm, hdy cit
ra va guri cho ho kém vdi mét I8i nhan guri nho.
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Phucong phap 12: Tap trung trong cong viéc

Viéc tach riéng biét thdi gian d€ goi cho khach hang la rat quan trong. Khi dang goi, ban khéng
nén tu lam minh phan tdm bdi nhitng cong viéc khac hodc tra IGi cac cudc goi tgi. Tranh chu
tam dén viéc xung quanh bang cach ddng clra phong lam viéc va tp trung vao cdng viéc minh
dang lam. Tat ca nhiing diéu ban can lam trong telemarketing la thuc hién cac cudc goi. Vi thé
cac gian doan s& dé lam ban mat tap trung va cat ngang cam hding lam viéc.

Phuong phap 13: Lam viéc cé té chirc va ghi chd ky

Trong telemarketing, viéc phai goi rat nhidu cudc dién thoai mdi ngay s& lam ban rdi 1én néu
ban khdng c6 phuang phap té chirc, vi ban can phai theo ddi xem ban d& goi nhiing ai, ban da
ban luén véi ho di€u gi, ban can phai goi hdi thdm nhiing ai.

Ngoai viéc gilr mot ban nhap cudc goi trudc mat minh thi ban nén lam mot cai list cdm tay ghi
chi tiét cac cudc goi ctia minh. Trong khi hodc sau khi goi ban nhé ghi lai c&n than nhing chi
tiét cia cudc goi va budc ti€p theo phai lam gi. Khi ban thuc su da gdp dugc dung ngudi can
gép va chuén bi tiép thi thi hdy dua vao nhitng ghi chi ma ban da ghi lai trong nhitng [an ndi
chuyén trudc. Cac thong tin thudng ban phai ghi chu la:

e *Ban da goi khi nao

e *Ban da ndi chuyén vdi ai

e * Ban da thao luan nhitng gi?

e * (Can goi hdi tham lai vé viéc gi va khi nao goi?

e * C4c thdng tin vé ngudi khac trong cdng ty ma ban can trao déi.

e * Cac thong tin vé nhu cadu ,mong muén va kha nang chi trd cia khach hang.

e * Cac thong tin ca nhan vé ngudi quyét dinh mua hang.

Phuong phap 14: Lam viéc hiéu qua vdi "ngudi gac cong”

Rat nhiéu nhitng ngudi quyét dinh mua hang cé thu ky riéng hay ti€p tan, ma nhitng nguGi nay
lai quyét dinh ¢ chuyén cudc goi clia ban dén cho ho hay khéng. Nén hdy tim cach dé thuyét
phuc va tan dung su gilip dG clia ho. Té ra than thién sé giip ban cd thém nhiéu thong tin tir
ho nhu: cach t6t nhat dé tiép thi san pham, thdi diém tét nhat d€ goi dén, hay céch tiép can tdi
ngudi quyét dinh nhanh nhat.

Thu’dng thi ngudi quyet dinh ludn nghlem tdc Idy y ki€n tur cac nhan vién hé trg d6. Néu ho noi
véi sép cta minh réng ban rat thé 18 thi nd luc ti€p thi cua ban s& dd va.

Khi lam viéc vdi nhiing nhan vién nay ban nén xung minh bang tén. M6 ta ngadn gon cong ty
ban va sau dé tim hiéu coi ai trong c6ng ty la ngudi thich hgp nhat dé ban tiép thi. Héy nhd ho
gilp dd nhu’ng ban ciing nén nhé la c6 thé ho rat ban rdn véi nhiéu viéc mot lic nén khdéng cd
thdi gian dé tan giu véi ban dau.
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Phuong phap 15: S& dung hép thu thoai dé hé tro

S& cb rat nhiéu Ian ban phai nghe tin hiéu chuyén dén hdp thu thoai. Dirng bd qua diéu nay ma
hdy dé€ lai I6i nhan va xem nhu day cling 1a mdt co hdi tiép thi. Ban hdy xung rd danh tinh va
cho ngudi chl clia hdp thu thoai nay biét ban lam nghé gi va vi sao ban goi. Noi ngdn gon vdi
ho la biét dau ban c6 thé gilp dugc ho trong cdng viéc va bay td6 mong mudn dudc trd chuyén
qua dién thoai d&€ xem ho c6 nhu cau hay khéng.Trong I8i nhdn hdy ndi stc tich va cho ho mét
ly do that thuyét phuc dé& ho phai lién lac lai ngay khi cé thé. Suy cho cling thi muc dich clia ban
chi can ho goi lai cho ban.

Phuong phap 16: Lam viéc cung internet

SU dung internet thanh thao sé rat t6t cho ban. Cac website gilp ban tim ki€ém thong tin vé
khach hang. Cac thong tin vé cac cong ty ma ban mudn ti€p can sé luén dugc cap nhat thuGng
xuyén trén website ctia ho, ban cé thé truy cip truc tiép hay tim kiém qua cac website tim kiém
I6n nhu Yahoo.com hay Google.com. Nhép tén céng ty sau dé nhdn Enter d& xem két qua tim
kiém.

Hay xem lai thudng xuyén cac phuong phap trén cho dén khi ban cé thé 4p dung ching thuan
thuc va trg thanh mét phan khong thé thiéu cho qua trinh telemarketing.Trong chuong t6i, ban
sé kham pha thém nhiéu 16i sai ma cac telemarketers thuGng méc phai d€ ban cd thé tranh cac
10i do.
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CAC LOI CAN TRANH TRONG
TELEMARKETING

La mét chuyén vién telemarketing, cdc mGi quan hé cla ban véi khach hang ndi chung déu
dugc xay dung tir cac cudc goi. Cac IGi ndi clia ban déu hudng t8i muc dich chung la ban dugc
san pham, nhung cac diém nhan clia ban trong qué trinh tao nén mdi quan hé tét véi khach
hang la su tin tudng. Ban sé& dé dang nhan ra rang ngay nay viéc thoa thudn dugc giao dich
khéng hé sudng sé. ThuGng khi ti€p nhan cudc goi tr cac telemarketer ngudi ta thudng cup
may ngay hay néi “Xin 16i, chling t6i khong hiing thi hay khéng ranh dé nghe.” Méc du ban da
lam khao sat va chudn bi, va sau d6 tuan theo cac budc nhu trong sach da dé cap, nhung van
cé mdt s6 trudng hdp ngoai du ki€n ma ban khdng mudn méc phai. Chuang nay tép trung dua
ra cac 10i ma cac telemarketers thudng méac phai cling nhu dua ra cdc phuong phap dé tranh
lap lai nd.

Bén canh viéc tranh gdp cac 16i sai d, ban phai ludn sdn sang ddi dién véi cac trudng hdp khac.
Hay nhé rang, d€ ngudi tiéu dung mua hang thi ban phai c6 dugc niém tin cia ho vdi ban va
cong ty, san pham hay dich vu ma ban dang cung cdp. Tét ca cac hoat dong va I8i ndi cta ban
déu cd strc anh hudng véi moi khach hang khi xay dung niém tin vdi ho mét cach truc ti€p hay
gian tiép.

Dat ra ké hoach cua ngay, cua tuan va cua thang.

Néu khéng c6 mét k& hoach nhat dinh thi muc tiéu cia ban khdng thé dat t&i mlc cao nhét.
Biét dugc minh dang c6 gdng vi viéc gi s& gilp ban xac dinh dudc huéng di ding. Vi thé trudc
khi mudn dat dugdc chi tiéu cao nhat thi ban phai ¢6 gdng nhan ra ban nén xac dinh nhiing chi
tiéu nhé ma ban ¢ thé dat dugc

Vi du nhu, néu ban can 250 cudc goi dén cac khach hang mdi dé ban dugc 25 san phdm moi
tuan, thi ban phai goi 50 cudc mot ngay (néu ban lam viéc tir thr hai dén th(r sau). Lu6n nhé
rang mot ngay chi cd mot khoang thdi gian nhat dinh va thich hap dé goi cho khach hang cla
ban, nén dé thuc hién dugc 50 cudc goi mot ngay ban phai biét tdn dung tdi da khoang thdi
gian do.

Cac uu tién cho cuéc goi.

D6i vai cac telemarketer, sé rat bén khodn khi phai goi tir cudc goi nay sang cudc goi khac dé
tim ra dang d6i tugng vi rat mat thai gian. Thay vi phai tén thgi gian nhu vay ban nén lam cac
cudc khao sat dé tim ra cac khach hang c¢6 nhu cdu va phu hgp véi san phdm hay dich vu.
Trong ban khao sat nén cé cac cau hoi:

e Nhitng khach hang nao ndm trong kha néng cta ban?

e Céc khach hang d6 co thuc su can dén san phdm hay dich vu cta ban khéng?
e Ché&t lugng clia san phdm ma ban dem dén cho khach hang?

e Liéu khach hang c6 ndm bét dugc san pham ban dang ban?
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Trong khi khao sat, ban c6 thé dua ra cac phuong phap phan tich dé giam bét cac khach hang
khong c6 kha nang ti€p nhan cao. Va khi da 1ap ra dugc danh sach cac khach hang can goi, hay
goi cho cac khach hang cé kha nang va d6 phu hgp cao nhat tir cao dén thap. Cac két qua nay
c6 thé chl quan nhung néu ban biét tra I6i cAc cAu hoi phia trén thi s& dé dang cho ban cd
dugc két qua khoa hoc han va hiéu qua hon khi lua chon cac khach hang dé lién hé.

birng nén Ié thudéc qua vao cac giay to!

Ban s& rat dé méat rat nhiéu thdi gian va cdng stic vao cac loai gidy t& thira thai, thudng xay ra
khi ban chuyén tir budc telemarketing sang giao dich véi khach hang. Cac loai gidy t& dé
thudng la cac bao cao ban hang cho cap trén, gli cac thu gidi thiéu va théng tin cho khach
hang, luu trir thdng tin cac cudc goi, va ki€ém ké cac cubc goi da hoan thanh.

Néu khong dugc hoan thanh dlng, cac gidy t6 dé sé chiém hét tat ca cac khoang thdi gian ma
dang € ban phai danh né cho viéc goi cho khach hang va thuc su la lam tang doanh thu. Khi
nao c6 thé& ban nén Uy thac cac gidy t& d6 cho cac nhdm trudng hay phu ta.

Cac loai gidy td dé dich than ban phai hoan thanh ddy du, va cé t6 chirc 8 mic do cang cao
cang tot. Cach gidp ban hoan thanh nhanh va hiéu qua la nén dung dén cac phan mém nhu la
ACT!(www.act.com) dé€ theo dbi cac lién hé, hay dua ra cac Iénh d€ may tinh tu gUi mail, d&€
dua ra céac thdng tin phu hgp, cac bdo cdo va cac diém tuong phan (xem chudng 13 dé€ biét
thém vé& ATC! va mot vai phan mém khac.

Thdi gian t6t nhat d€ ban hoan thanh cac gidy t& bat budc nay thudng 13 thdi diém ban da goi
cho khach hang xong. Thudng la 8 gid sang dén 9 giG sang, hodc thai gian dung bita trua, hay
chiéu tai.

Bdo cao cac thdng tin va hoan tadt cac tha tuc la diéu cling rat quan trong trong cach sap xép
thdi gian nhung dirng dé nd l1am t8n nhiéu thdi gian cta ban khi khdng cé thdi gian dé goi dén
céc khach hang. Tat ca cho thdy dé Ia mét telemarketing chuyén nghiép. Néu ban khéng goi
dién thi ban khdng thé ban dugc hang.

Tap trung cho mét ngay lam viéc cua ban.

S8 ¢d luc du cho bt c ly do gi ma nd luc khdng mang két qua mong mudn dén cho ban. DU
ban c6 goi hang ta cudc dién thoai nhung khong cé két qua s& lam cho ban mat hiing va nan
Iong. DS la mét 16i sai khé tranh khoi. Ddc biét n6 sé bién ban c6 mét ngay lam viéc that cham,
rat dé tim ra ly do d€ khdng phai goi dién thoai, kéo dai thdi gian &n trua va rdi khéi cho lam
ngay khi c6 thé. Vi thé d€ c6 dudc thanh cdng tir nd Iuc clia minh, ban can phai lam cho mét
ngay lam viéc ciia minh that hiéu qua.

Vi du nhu néu ban can 100 cudc goi mdt ngay dé giao dich dugc 10 san pham thi hdy phan chia
cac khoang thai gian hgp ly cho c&r moi 25 cudc goi thi nghi nggi mot it sau dé lam viéc ti€p.
Sép dét tru6c mot ngay lam viéc s& gidp ban khong phai goi dién lién tuc khdng nghi trua hay
&n trua tré vi viéc budi sdng chua xong. Hay nhd rang ¢ moi cudc goi tiép theo thi kha ndng
thanh cong sé nhiéu han va nhanh han.

Tranh Io la va téi uu héa trong céng viéc

Trong ngay lam viéc ndo thi cling cé nhiéu thir s& dé 1am ban sao 13ng vdi nhiém vu clia minh.
Néu ban sao lang thi cong suat lam viéc cta ban cling gidm sit. Néu da la telemarketing thi ban
khéng dugc phép dé minh g la.
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Nhiing ngusi phi pham thdi gian thuGng dé thai gian ndi chuyén dién thoai riéng, hay udng tach
ca phé hay noi chuyén vgi dong nghiép, 1én mang xen lan véi viéc goi dién cho khach hang,
diéu do6 sé lam ho han ché lubn cac cudc dién thoai cho cac khach hang, khéng cé kha nang
ti€p can cao hodc tra I&i mail tré..Nhung mot ngudi tan dung thdi gian chuyén nghiép thi khong
hé phung phi, ho cd thé tranh tha tra 16i mail, hay néi chuyén vé cong viéc véi dong nghiép,
hodc tham du hop hanh cling mét Idc vi nhitng cong viéc d6 khong anh hudng dén doanh thu
hay khach hang va dudc thuc hién sau khi d& goi dién cho tat ca khach hang can goi. Hay sap
xép thdi gian trong ngay sao cho hdp ly d€ gidi quyét tat ca cong viéc nhung khdng anh hudng
dén chi tiéu cua cac cudc goi trong ngay va chat lugng ctia no.

birng lang tranh quy luat 80-20

Hau hét trong cac cdng ty, 80% viéc kinh doanh cua ban dén tir 20% trong tdng s& khach hang
cta ban. Do dd, viéc chl y chdm soc khach hang nhitng ngudi mang dén thu nhap chinh cho
ban mét cach ky luBng 1a rat quan trong. Hay danh cac khoang thdi gian nhat dinh d€ quan tdm
ho, hi€u rd cac nhu ciu, va dap Ung nhanh nhdm phat hién thém nhiéu phuong phap ting
doanh thu tr cac don ddt hang dén tur cac khach hang than thiét. Bén canh dé, phuong cham
da ap dung vdi khach hang than thiét phai luon dugc thuc hién tham chi tét han trong qua trinh
quang ba va tim hiéu khach hang mdi.

birng nén ap dat y kién ca nhan

Khéng phai khach hang nao cling hgp tac khi ban chao hang. La mét chuyén vién ban hang qua
dién thoai, ban sé phai nhan dugc nhiéu cac y kién déi lap - dé cling la mot phan khé khan va
khé chiu cta cdng viéc. Mot s6 khach hang khi khdng hai 1ong ¢ thé tir chéi lich sy, nhung
cling c6 ngudi clip mdy ngang hay chdi béi. Nhung kinh nghiém cho thdy ban khdng nén dé
tdm clia minh vao cac trudng hgp nay dé xur ly.

Co rat nhiéu ly do khién ban phai nhan cac y kién dai lap do, nhu' la :
e Ban khong xac dinh dugc doi tugng.

o Khéch hang khdng can thiét hay khéng c6 hing tha véi san phdm hay dich vu cla
ban.

e Khach hang khéng ndm bat dugc ban dang gidi thiéu gi..
e Ban goi khdng dung thdi diém
e Cach gidi thiéu cua ban khong gay an tugng.

Khi ban nhan dudc cac y kién do, hdy xac dinh dau la nguyén nhan, sau d6 hay xoay chuyén va
dan tdi I0i gidi thi€éu cia minh. Néu ban goi cho khach hang clia minh khong dung lic, hay rut
kinh nghiém va xac dinh lai gid goi thich hgp sau do6 thuc hién lai. Ban nén dat ngay IGi gidi
thiéu va ndi vé san phdm ngay khi khdch hang cam th&y hirng thd.Tuy nhién ciing nén dua vao
cac kich ban dé hé trg thém.

Khong phai tat ca khach hang déu can dén san pham cla ban ngay. Nhung trong tuang lai thi
c6 thé khéc, bay gi¢ ho khéng can nhung trong tudng lai ho s& cd lic can dén. Vi dé la viéc
trong tuong lai nén ban ciing dimg qua ap d&t cho ho vi d6i véi ho san pham lic d6 chua thuc
su’ can thiét va tét nhu ban nghi. Chuyén nghiép nhét Ia ban nén dé lai &n tugng tot va lién hé
lai v8i ho trong tuong lai gan nhat cd thé.

Thinh thoang cdng viéc chuyén mét khach hang chao hdi thanh khach hang than thiét doi hoi
ban phai ¢ tinh kién nhan cao. Hay nhg rang viéc ban kién tri va pha hly 1a hai su viéc hoan
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toan khac nhau. Dua trén khao sat, 80% cac hgp dong mua ban mdi déu phai tén 50 cudc goi
cho cuing mét khach hang. Do dé, ngudi kién nhan s€ la ngugi thanh cong.

Ciling la m6t khao sat cho thdy, 48% cho thdy mét s6 nhan vién chi tén mét cudc dién thoai cho
moi khach hang. Khi mot nhan vién ban hang nhan dugc cac y kién tir chdi thi ho thudng bo
qua ngay khach hang dé va gach tén trong danh sach.Tuong tu, 25% trong s6 ho cd thé két
thic giao dich chi sau hai cudc goi, 12% két thuc sau ba cudc goi.Va cling cé 10% goi cho
khach hang cho dén khi ndo ban dugc san pham.

Tranh dua ra cac muc tiéu vién vong

Trong qua trinh sdp x&p cac budc cho muc tiéu trong telemarketing, sé rat quan trong néu muc
tiéu to 16n cda ban thanh hién thuc. Cho du ban khéng mu6n moi viéc tré nén qua de dang Vi
ban, nhung néu dét muc tiéu quéa vién vong s& dé Iam ban nan 1ong va gidm di su phan doan
cla ban.

Néu ban da lam trong cong nghé nay lau nam hay dua vao cac két qua dat dugc hay cla cac
nhan vién khac trong cdng ty dé€ xac dinh muc tiéu thiét thuc. Con néu 13 ngudi mdi, ban hady
thdo ludn véi ngudi lanh nghé nhu quan ly hay nhan vién 1au ndm nao trong cdng ty, dé€ ban
bac va xac dinh cung ban.

Hay danh gia cac két qua qua tirng thdi ky va diéu chinh sao cho thich hgp. Cach t6t nhat dé
danh gia cac muc tiéu co thiét thuc dugc hay khong la xem lai va ghi chép cac hoat dong cla
ban. Vi du:

e TOng s6 cudc goi mdi ngay...

e Téng s cudc goi dén khach hang mdi.

e T6ng sb cudc goi ban cd thé tién trién ti€p trong mdt ngay.

e T6ng sb khach hang cé thé quyét dinh viéc mua hang ma ban goi dugc trong ngay.

e T6ng s6 cudc goi ma ban gdp ngudi gac cdng hay thu ky trude khi gdp ngudi quyét
dinh.

e T6ng sb thu thoai ma ban dé lai trong ngay.
e Tong sd san phdm ma ban ban dudc trong mét ngay..

Hay chia cac cOt trong mot t& gidy hay dung bang tinh trong excel dé 1ap biéu dd cho cac théng
tin trén. Mdt khi ban cé dugc cac bang thdng k&, ban sé cd dugc ti 1& tuong (ing gilta téng s6
cudc goi trong ngay va san phdm béan ra dugc.TU dd ban sé xac dinh dugc milc doanh thu
trung binh trong tuan hay trong thang cta minh.

Pirng danh gid thap viéc hiéu ré san phdm va dich vu

La mét telemarketer, ban phai hi€u dudc viéc dugc tin nhiém la yéu t6 quyét dinh khoang cach
ma ban ti€p can dugc vdi khach hang. Mot khi ban khong nhan thirc dugc ban dang ban cai gi
thi di nhién mirc d6 tin tudng ma ban nhén dugc Ia rét thdp. Ban khdng nhitng phai c6 hiéu biét
sau rong vé san pham va dich vu cu minh ma phai biét chon loc cac théng tin can thiét va dien
dat ngdn gon xUc tich dé hiéu phu hgp véi nhu cdu va mong muén cta khach hang.

Viéc ban hNié’u rd san pham va cac thong tin lién quan né la chua du. Ban can phai nghi lam cach
nao dé dien giai cac thé€ manh clia san phdm dén khach hang sao cho hgp ly. Va khi dién gidi
nén tranh bi nham lan sang giong doc lai kich ban hay mot t& buém vi sé rat nham chan. Chuan
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bi k§ IuGng va danh thdi gian tim hi€u rd san pham clia minh thi ban s& cé du niém tin vao né
va tu tin dua né dén ngudi tiéu dung du qua dién thoai.

Hay nhé rang ngudi nghe sé khdng thé xac dinh dugc ban 1a ai hay san phdm cla ban 1a gi.
Nhung ho s& chl y vao cac théng tin ma ban dua ra vi nd s& giup ho hinh dung ra vai tro cla
ho la nguSi mua hang. Do dd, néu ban dau khach hang van chua biét gi v& san pham cua ban
thi cac hiéu biét vé san pham cua ban sé gilp ban tién dén gan khach hang va c6 chi s& thanh
cbng cao han.

Dbung ton thai gian cho nhirng ngudi khong co kha nang quyét dinh.

Mot phan trong qua trinh tiép can dugc khach hang la phai xac dinh dugc ai la ngusi c6 quyén
quyét dinh, trong du doan da dé ra va gap dugc ngudi do ngay Ilc goi dén. Vi ban sé rat de bi
tinh trang ton thai gian dau tu cho mot cudc gigi thiéu nhung dén khi dén lic quan trong thi
ngudi nghe lai khong cd quyén quyét dinh.

DE xac dinh ngudi nao mdi chinh la déi tugng tié€p can thi phai nha vao khao sét va dét cau hai.
Hay dién giai vé san phdm cta minh v4i cac dai dién mét cach ngdn gon. Sau dd, hdy nhd ho
gidi thiéu tGi ngugi quyét dinh viéc giao dich. Va khi xac dinh ding doi tugng ti€p can va sé hoi
cac cau hoi can thiét. Thi khi trd chuyén ban nén sGm dé& nghi réng :” N&u ban th&y thich thd
véi san phdm ma toi dang gidi thiéu thi cé thé cho tdi biét tdi nén gap ai dé ndi vé cac giao dich
mua ban va phét trién t6t hon nhitng diéu kién co Igi cho ca hai khéng?”

Pay 1a cac I6i danh cho cac telemarketer hdy danh thdi gian dé€ trai nghiém va c6 thém tu tin
khi ti€p xuc véi cac khach hang ngoai du kién. Mot s6 10i khac la khi ban chi ti€p xuc véi ngudi
6 tiém ndng mua hang nhung ngudi thuc su’ quyét dinh mua san pham la cac 6ng chl cta ho,
va dbi khi ngugi cht d6 khéng cé du dinh mua hang.
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Y KIEN CUA CAC CHUYEN GIA

Mdi chudng ctia cudn “Céc Ky Thuat Tiép Thi qua Pién Thoai” ban vé tirng khia canh clia viéc
ti€p thi qua dién thoai va cung cip nhiing thdng tin can thiét d€ dua ban t6i thanh cdng. Trong
chuong nay sé& tom lugec moi thong tin bang nhiing I16i khuyén va kinh nghiém thuc t&€ cia mét
nhom nhifng nguGi thanh cong trong linh vuc nay.

Trong nhitng cudc phdng van ndy, cac chuyén gia s& chia sé nhitng ki thudt dan dén thanh
cdng cua ho, dua ra nhitng I8i khuyén dé tranh nhirng sai Idm ma ho d& mac phai, va cung cp
nhiing chién thuat ma ho tin rang sé& gilp ban trd thanh mot chuyén gia ti€p thi qua dién thoai
nhu ban mong mudn.

Ban s& nhan ra réng, mic du mdi ngudi trong sG ho chuyén vé tiép thi qua dién thoai cho
nhitng nganh co6ng nghiép khac nhau hodc ho lam ¢ van cho cac cong ty hoat dong trén nhiéu
linh vue, nhung thuc ra ki ndng ti€p thi qua dién thoai va chién thuat cta ho thudng tucng tu
nhau. Bon gian la vi nhitng ngusi nay da diéu chinh k¥ nang, ki€n thlc va kinh nghiém tiép thi
cta ho cho phu hgp vdi bat ky san phdm hay dich vu nao ma ho ban.

Ngoai viéc hoc tap cac chuyén gia nay, ban cling nén quan sat nhitng ngudi gi6i nhat cong ty
ban (ca dong nghiép lan cap trén) va hoc hdi nhitng ky xao gitp ho thanh cong khi ban cac san
pham hodc dich vu ma ban s& ban khi bat dau tiép thi qua dién thoai. Trong ngh& nay, viéc hoc
héi tir nhitng ngudi da thanh cdng cb thé cuc ki hitu ich cho dén khi ban dat dugc kinh nghiém
dau tay.

Tom Morrill

Gidam déc va Chu tich hdi dong Quan tri
Actegy Incorporated

S6 dién thoai: (978) 557-0182
Website: www.actegy.com

Trong bai phong van nay, Tom Morrill chia sé han 16 nam kinh nghiém trong linh vuc tiép thi
qua dién thoai va ban hang ciing nhu nhitng di€u 6ng ta hoc dugc trong nhitng nam gilr cuong
vi Giam doc va Cha tich hoi dong Quan tri ciia Actegy Incorporated, mot kinh nghiém thuc tien
trong viéc ban hang c6 thé gilp cho céc cdng ty cdng nghé cao gianh dugc, gilr dugc va kiém
dugc ngay cang nhiéu nhitng khach hang tiém ndng bang cach xay dung hodc téi tap trung cac
t6 chirc ban hang ciia ho ca bén trong lan bén ngoai. Actegy (mdt céi tén dudgc tao ra bang céach
két hgp hai tr action — hanh dong va strategy — chién thuat) gilp khach hang clia minh cai
thién két qua bang cach cung cép cho ho nhitng gidm déc ban hang day kinh nghiém trong
nganh lam c6 van dong thdi trang bi cho ho nhitng cong cu, khuén mau, chuang trinh da qua
thir nghiém dé gitp dd khach hang dat dugc thanh cong trong viéc tiép thi qua dién thoai.

Q Hoi: bidu gi la quan trong nhat ma mét cdng ty hay ca nhan can phai hiéu trudc khi
ti€n hanh bat ky loai hinh ti€p thi nao qua dién thoai?

A Dap: “Bat ky cdng ty nao, du 16n hay nhd, trudc hét phai hiéu muc tiéu vi tri vé& gia
tri cGa nd trén thi trudng. N6 phai biét khach hang cia né la ai; nhitng van dé ma
san pham hay dich vu clia nd cé thé giai quyét va giai quyét nhu thé nao; nhing Igi
ich ma san phadm hay dich vu cta né s& dem lai cho khach hang. Véi nhitng théng
tin nay trong dau, mdt nhan vién tiép thi qua dién thoai can phai hiéu théi quen
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mua sém clia khach hang d€ nhan dinh xem liéu tiép thi qua dién thoai c6 phti hgp
khong. Ban can chdc rang no luc clia ban hoan toan phl hgp véi chu trinh mua sam
clia nhitng khach hang ma ban hudng tdi. Nhd hi€u rd thdi quen mua sdm cla
khach hang va nhitng diéu ma khach hang doi héi trong chu trinh mua sém, ban cé
thé dé dang xac dinh lam thé nao dé tiép thi thanh cong. T4t c& nhitng diéu nay
d@u bi chi phdi bai khach hang. Ngudi ta ndi rang cach it t6n kém nhat dé tiép can
khach hang ludn la cach tét nhat, nhung khéng phai llic nao cling nhu vay. Né con
phu thudc vao nhitng gi khach hang yéu cau d€ qua trinh mua sdm ctia ho thuén
tién hon. Néu ban cé thé dap (’ng dudc nhitng nhu cdu cta khach hang thi ban cé
thém cd hoi tdng doanh s6”

Q Hoi: Nhitng k§ ndng then ch6t ma mdt nha ti€p thi qua dién thoai can cd dé€ dat
dugc thanh cong la gi?

A Dap: "Nhitng ngudi co ca tinh cé khuynh hudng thanh cong trong bat ky linh vuc
kinh doanh nao. Néu mét ngudi dugc trang bi v& mat tam ly va cam xdc trong viéc
ban hang, thi ngudi d6 ¢ thé hoc nhitng ki n&ng cu thé dé tré thanh mét chuyén
gia gidi trong viéc ban hang qua dién thoai. NguGi nao cd khuynh hudng trd thanh
nhan vién ti€p thi qua dién thoai thudng sé hitu ban nang giao ti€p v&i ngudi khac
truc ti€p hodc qua dién thoai. Ho cling cé kha ndng tranh bi tlr chdi va kha nang
ti€n hanh mét cudc thuang lugng cd ban. Su tap trung cao dd, ki nang té chirc, ky
luat va quyét tdm cling 1a nhitng d3c diém then chdt ma mét ngudi can cé dé thanh
c6ng trong linh vuc nay”

Q Hoi: Theo kinh nghiém ctia dng, trdch nhiém mdi ngay cia mot nhan vién tiép thi
qua dién thoai?

A Ddp: “Diéu nay rat khac nhau tuy theo tirng cdng viéc. Linh vuc ti€p thi va ban
hang qua dién thoai bao gom rat nhiéu cong viéc. Thudng thi nhan vién ti€p thi qua
dién thoai bt dau ngay lam viéc ca minh vao budi sdng bang cach sdp xép dir
liéu, chudn bi v& mat tinh than trudc khi bdt dau goi dién. Viéc nay bao gom tap
hdp cac danh sach véi nhau dé& ho biét chinh xac minh s& goi cho ai trong ngay
hém d6. Sau d6, nhan vién ti€p thi qua dién thoai s& dé ra muc tiéu trong ngay cla
minh. T6i thich chia cac cudc goi thanh tirng nhom tuong tu’ nhau. Y t6i la néu ngay
hom do ban phai thuc hién nhitng cubc goi khong hen trudc va ca nhitng cudc goi
¢ hen trudc, ban nén nhém céc cudc goi khdng hen trudce lai v8i nhau. Ban cé thé
nhdm céc cudc goi clia minh theo dia diém, theo chiic vi ciia ngudi ma ban dang cd
ti€p cén, theo san phdm hay dich vu ma ban dang ban, theo cac loai khach hang
trong tdm ngdm, theo cac nganh céng nghiép, hodc theo md ving. V& mat tinh
than, diéu nay sé gilp ban t6i uu thong diép cla ban va dé dang truyén tai né qua
tdng cudc goi. Viéc nay cling gilp cho viéc du doan mic d6 thanh cong trd nén de
dang hon. Mot khi ngay da dugc Ién ké hoach va cac muc tiéu da dugc dat ra thi da
dén llc dé bat dau goi dién.

Thdi gian trong ngay cling can dugc sdp x€p dé gidi quyét cac céng viéc hanh
chinh. Sau moi cudc goi, rat c6 thé ban can phai lam diéu gi d6 nhu gui thdng tin,
ghi chdl mét cach chi tiét vé nhitng gi vira thao luan, viét va giri dé xuat hoac dé ra
mot thdi gian theo dudi khach hang. Khi 1én k& hoach cho ngay clia minh, ban nén
danh ra du thdi gian dé giadi quyét tat ca nhitng viéc d3 dé ra. “Nhitng nhan vién
ti€p thi qua dién thoai mdi vao nghé thudng dugc I1én ké hoach cho ngay cta minh.
Ho s& ngbi xudng, deo headphone va bt dau goi dién tir mét danh sach cac cudc
goi da dinh trudc nhd vao mot ké hoach ban hang da lén ké hoach tir trudc. Nhiéu
trung tam dugc trang bi chugng trinh quay s6 dugc lap trinh trudc va nhitng nhan
vién tiép thi qua dién thoai cap thap da hudng Igi tlr cong nghé nay trong viéc thuc
hién cac cubc goi. Cac nhan vién tiép thi cap cao han c6 nhiéu quyén han hon trong
viéc ki€m soét ngay lam viéc cia minh, ho sé goi cho ai va nhitng gi ho sé ndi trong
cudc goi.”
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Q Héi: Sau bay nhiéu nam kinh nghiém trong linh vuc ti€p thi qua dién thoai, 6ng
thich nhat phan nao clia cong viéc?

A Dap: “Nhitng ngudi dugc trang bi vé mat tdm Iy va cam xuc dé trd thanh nhan vién
ban hang gioi cé thé bién cong viéc ho lam thanh nhitng trai nghiém vui vé va bd
ich. Con nhitng ngudi khdng sinh ra dé€ lam nghé nay, céng viéc d6i véi ho cé thé
dau dén nhu nhd rang ma khdng dung thudc té. Téi xem minh 13 mét ngudi thanh
cbng ngoai suic tudng tugng clia ban than. Vi t6i, diéu tuyét voi nhat khi ti€p thi
lubn la viéc hen gdp mat, khi cdng viéc bao gdm tim hi€u cac khach hang tiém nang
va tién hanh g&p mat, sau dé 1a cac cudc goi dé ban hang truc tiép. Vi toi, tiép thi
qua dién thoai la su ti€p can mang tinh chién ludc. Ban dé ra nhitng muc ti€éu ngan
han cho ban than va sau dé dinh rd nhitng gi ban phai lam trong ngay dé dat dudc
va vugt qua muc tiéu”

Hoi: Lgi ich I16n nhat cla su' theo dudi nghé tiép thi la gi?

A Dép: “Trong nhiéu cdng ty, tiép thi qua dién thoai chi Ia vi tri cd ban. Ban cd thé
lam viéc dé€ théng tién Ién céc vi tri ti€p thi khdc nham hudng mirc lucng hap dan
han, mot khi da tich Ity du kinh nghiém va kién thirc vé san phdm hay dich vu ma
ban dang ban va nganh céng nghiép ma ban dang lam viéc. La mot nhan vién ti€p
thi hay ban hang qua dién thoai, ban cé mét mdc luang cuc ky hira hen. Hién nay
toi d3 ngoai 40 nhung tdi bat dau viéc ban hang khi tdi 21 tudi. T6i van dung nhiing
k¥ ndng d3 hoc tur trudc nhung theo thdi gian, toi dd ndm vitng va md réng nhitng
ky nang do. Tiép thi qua dién thoai cho ta rat nhiéu cg hoi.”

Q Hoéi: biéu gi khién 6ng it hirng thi nhat trong viéc ti€p thi qua dién thoai va 6ng ddi
phd véi né nhu thé nao?

A Ddp: “Co nhitng ngay ban sé goi nhitng cudc goi khong bao trudc subt cad ngay ma
khéng cé két qua kha quan nao hét. D6 la nhirng lic cong viéc khién ban nan long,
cho du ban gidi dén thé nao di nita. Tuy nhién, mét diéu rat quan trong la ban phai
nhan ra réng ti€p thi qua dién thoai la mét trd choi cla cac con s6. T6i nhd cach
day nhiéu ndm, t6i cé6 mot ngay that su toi té. T6i da goi hang tram cudc goi ma
khong cé két qua nao kha quan. Tuy nhién, vao ngay sang hom sau, t6i dat dugc
mot trong nhitng doanh s& 16n nhat cla minh vao thdi diém dd. Thay vi trd nén
chan nan vi nhan dugc nhiéu tiéng “khong”, ban chi can tap trung vao sb ti€éng
“khong” ma ban can cho dén khi nhan dugc mot tiéng “cd”. Sau khoang 30 ngay
lam tiép thi, ban da cé thé thuc hién cac phép todn va tinh ra mét cach kha chinh
xac sd lugng tiéng “khdng” ban can dé nhan dugc mot tiéng “cd”. Nhan Idy su tir
chdi la rat kho khan nhung néu ban tap trung vao cac con s va théng k&, ban luon
biét rdng ti€ng “cd” ti€p theo chi dén sau vai cudc goi nifa thdi, va diéu do s& kéo
ban tr& vé vai cong viéc”.

Q Hoi: Xin 6ng cho biét mot vai thach thdc khi thuc hién cac cudc goi khéng hen
trude?

A Dap: “Vdi nhiéu ngudi, thlr thach I6n nhat thuc ra la nhdc may lén va goi dién vi ho
s@ su tur chdi. Khi da vugt qua diéu do, ddi mdt véi sy tir chéi ciing c6 thé 1a mot
thach thdrc. Ban phai nhan ra réng ngay ca khi ai d6 té ra thd 16 véi ban thi dé ciling
khong phai la van dé riéng tu. Ban cUr ti€p tuc. MGt trd ngai khac la thiét 1ap muc
tiéu khi bat dau ngay mdi réi lam viéc chdm chi cho dén khi dat dudc nhitng muc
tiéu d6. CO mdt sai lam rat dé mac phai la két thic cong viéc sdm va két qua la
khong dat dugc muc tiéu hang ngay.

Q Hoi: Khi thuc su bdt dau chao hang cho nhitng khach hang tiém néng, nhiing trg

ngai thudng gdp nhét 13 gi, va dng da tim ra nhitng chién thuét gi dé€ vuot qua
ching?
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A Dap: “"MOt diéu rat quan trong la su’ khac nhau giira mot tré ngai va mot hoan canh.
MOt tré ngai 6 thé dudc vugt qua nhung mét hoan canh thi khdng. Vi du vé mot
hoan canh la khi khach hang ndi véi ban: ‘Chuing to6i sé pha san va ching t6i khong
cé tién’. Ban c6 thé sir dung moi kj xao trén thé& gian, nhung néu khach hang
khdng cé tién, ho khéng thé tién hanh giao dich. Céng viéc ctia ban la chdp nhéan
nhitng gi khéng thé thay déi va tiép tuc. “C6 bén budc dé€ giai quyét moi tré ngai.
Ban phai lam sang td tré ngai va dam bao rang minh hiéu rd khach hang khéng hai
long vé diéu gi. Th(r hai, thdng cam. Cho khach hang biét rang ho cd quyén cam
nhan theo cach cta ho. Budc thir ba la dua ra mot giai phap hay mot su' lua chon
khac. CuGi cing la noi cai gi d6 nhu: ‘Diéu nay cd nghia gi véi 6ng/ba khong?’ va
tim cach két thuc giao dich”.

Q Hoi: Xin 6ng cho biét mét vai cach tét nhat d€ gilr giong khi 6ng budc phai 13p lai Idi
chao hang sudt ca ngay?

A Dép: “Céch don gian nhat la d8i giong. Vi du, thir két thic cudc goi hodc trinh bay
giai phap cua ban theo mét cach khac. Néu budc phai néi theo mét kiéu lién tuc,
hdy nha dong nghiép hodc cép trén 1ang nghe ban mdt lic dé€ dam bao réng ban
van gilr dugc chat giong phlu hgp. C6 thé két thic mét giao dich déng nghia vdi viéc
hiéu rd tinh hinh & dau day bén kia. Ban can phai hiéu t& chiic ciia ban cd thé lam
gi d€ dap (’ng nhu ciu clia khach hang. Khi ban hiéu ca hai bén, ban sé giao tiép c6
hiéu qua hon nhiéu véi khach hang tiém ndng. Ludn ludn cd hinh dung xem ngudi
ma ban dang noi chuyén cé cdm nhan thé nao vé ban”.

Hoi: Ong cd nghi ra ky xao ndo dé két thic mét giao dich khong?

A Dap: “C4 rat nhiéu chién thuat ma ban co thé sir dung khi 8 két thic giao dich. Tat
ca déu phu thudc vao san phdm hay dich vu ma ban dang ban va nhu ciu cla
khach hang. T6i ludn ki€n nghi két hgp mét chit tham do vao giong diéu. Hay néi
cai gi dé dai loai nhu: *Ong c6 thay Igi ich tiém ndng cla san phdm nay khéng?’ C&
géng xac dinh rdng khach hang dong y véi dé nghi clia ban. Ban cling cé thé thir
mot ‘két thdc thay thé bang cach hoi réng: ‘San phdm nay cd 6n khodng, hay quy
khach thich mot Iua chon khac?'. Cé hang ngan ky xao két thuc. Toi khuyén ban
hay gilt cho kj xdo clia minh cang don gian cang t6t. Sau khi thay déi vé giong
diéu, c6 mét kj xao don gian ma hiéu qua la yéu cau giao dich. Nén nhd, néu
khach hang chua san sang mua hodc & vao vi tri khdng thé mua thi chdng cd ky
xao két thic nao la hiéu qua. Cho du ban dang ban cho ngugi tiéu dung hay doanh
nghi€p thi mot chdt thoi thic trong khi chao hang cling gilp giao dich két thic
thuan Igi”.

Q Hoi: Dua trén nguyén téc tiép dién, ta c6 thé 1am gi dé mai gitia kj ndng tiép thi
qua dién thoai?

A Dap: “Dat mua mdt vai trong s6 nhirng t& bao vé ti€p thi qua dién thoai trén thi
trudng. Bat c khi nao cd thé, tham du cac cudc hdi thao hodc chuang trinh ren
luyén ky nang ban hang hodc ban hang qua dién thoai. Cr moi tuan hodc hai tuan
mot [an, danh mot it thdi gian nghién ciu nhitng gi ma cac dong nghiép thanh cong
clia ban dang lam gi d€ tim ra nhitng y tudng khéac. Cling nén nhd ngudi gidm sat
hodc sép dinh ky 1dng nghe mét vai cudc goi cta ban va nhd ho cho biét y kién. Téi
thudng ghi @m mét s6 cudc goi ciia minh r6i phan tich chidng”

Q Hoi: Mot trong nhitng diéu ma ban day cho khach hang cua minh la vugt qua rao
can cda thanh tich doanh s6. biéu nay cé nghia la gi, va ap dung diéu d6 vao tiép
thi qua dién thoai nhu thé nao?

A Dép: “Nhitng rao can cla thanh tich doanh s6 ¢ th€ &nh hudng manh dén n&m
linh vuc khac nhau, cac linh vuc nay thuc su’ cd lién quan dén doanh s6. Trudc tién,
ban mudn dam bao rang minh cé mot k& hoach chinh xac va kha thi. N&u k& hoach
ti€p thi tdng thé cia ban khéng hoan hao, ban sé khdng bao gid dat dugc muc tiéu.
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Th{ hai, ban cd lam viéc hiéu qua vdi tu cach la mot nhan vién tiép thi qua dién
thoai khéng? Néu ban lam viéc khong hiéu qua, thi do chinh la mot rao can cho
doanh s6. Thi ba, xac dinh xem phugng thirc lam viéc clia ban cé hiéu qua khong.
Néu trén ban lam viéc cta ban cé qua nhiéu gidy td thi ban da khéng tan dung
cdng nghé dé tu dong hdéa mot s6 hoat ddng gidy td clia ban. Néu ban khéng ngén
nap, ban khdng thé t6i uu hdéa hiéu suét Iam viéc va lang phi théi gian quy gid. Thir
tu, néu ban dang tan dung cong nghé, nd cd gilip ban cai thién doanh sd hay no
dang can trd ban vi tinh phirc tap hay thi€u hut mot s6 tinh nang, tuy chinh phu
hgp? Cudi cling, ddm bao rang khong cé trd ngai trong qua trinh ban hang. Vi du:
ban d& dan dat khach hang tiing budc vao chu trinh ban hang vdi trinh tu' thdi gian
hgp ly chua?”

Barry Maher

Téng Gidm déc
Barry Maher & Associates
SO dién thoai: (760) 962-9872

Website: www.BarryMaher.com

Tap chi Selling Power da néi: “Bé&i véi nhitng khach hang ndi tiéng va cé anh hudng ciia minh,
Barry Maher chi don gian la nguGi dao tao ban hang gidi nhdt trong nganh. DU véi tu cach la
mot dién gia, tac gia hay c8 van, Barry déu dugc thué dé dat két qua. Qua nhiéu ndm, Barry da
gilp hang trdm khach hang I&n nho trén nhiéu linh vuc khac nhau cai thién san lugng, doanh s6
va trén tdt ca chinh la Igi nhudn. Barry bat dau nghiép ban hang khi Ién 6. Lic do6 6ng ta lam
theo mdt quang cdo trén mét cudn truyén tranh va bat dau gd clra tiing nha dé ban buu thiép.
N&m 16 tudi, 6ng c6 mot cong viéc thuc thu 1a dén tirng nha dé thuyét phuc gia chd dit mua
bdo dai han. K& tir 6, dng da bat dau ban moi thr qua dién thoai tir vé xem kich dén cd hoi
quang cdo va ca cac dich vu vé an ninh. K& tir ndm 1985, dng lam ¢6 van cho cac nhan vién
ban hang va nhan vién ban hang qua dién thoai.”

Q Hoi: Trong s6 nhitng diéu khac biét giira ti€p thi qua dién thoai va cac loai hinh ban
hang khac, diéu gi khién 6ng thich nhat?

A Dap: “Rat tuyét vdi. Néu toi truc ti€p gap gd khach hang thi trong cing mét ngay
thi may man nhét, toi cling chi gdp dudc 10 ngudi. Nhung véi viéc ban hang qua
dién thoai, tdi cd thé dung chitng &y thdi gian dé lién hé vdi hang tr&m khach hang
tiém ndng. Ban hang la mot tro chai cla cac con s6, va ban sé dat dugc nhitng con
s6 16n han rat nhiéu néu ban hang qua dién thoai. Theo cach dé, ban sé it lang phi
thdi gian vé ich hon. P& ludn ndng ddng, toi ludn ¢b tép trung vao khach hang va
c0 xac dinh nhu cau cta ho tham chi trudc khi ho nhan ra nhu cau cta chinh minh.
Thda man nhu cau cta khach hang, gidi quyét van dé dong thdi ban dugdc san
pham cho to6i mdt cam giac tuyét vai. Toi thay rat himg tha khi lam viéc lién tuc dé
dat dén vi tri cao nhat trong do6i ngli nhan vién ban hang ma t6i lam viéc chung.”

Hoi: Thai dé cila mét nhan vién ban hang qua dién thoai quan trong nhu thé nao?

A Dap: “Cuc ky quan trong. Néu ban goi cho khach hang véi mong muén khach hang
s€ mua, ho thudng bi anh hudng bdi niém tin d6. Nhg thai d6é cia ban, khach hang
s& nhén ra la ban tin rdng minh dang ban cho ho mét mén hdi va ho cb xu hudng
tin vao diéu do. Thai d6 cla ban dugc truyén tai thong qua nhiing gi ban ndi, cach
ban dién ta, va nhitng cdm xdc ban biéu 16 qua dién thoai. Giong diéu chao hang
cla ban sé mang tinh quyét dinh.”
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Héi: Xin dng cho biét mdt vai cach t6t nhat dé gilr giong khi 6ng budc phai 13p lai 15i
chao hang sudt ca ngay?

Bap: “Nhiém vu cdn ban cla nhan vién ban hang la tao dugc hirng thd hodc quan
tdm ddi v8i san phadm hay dich vu. COng viéc nay rat dé bién ban thanh mét ké ndi
thudc long nhu vet va khién ban cam thdy né nhu mét cuc hinh. C6 rat nhiéu cach
gilp cho mo6t nhan vién ban hang qua dién thoai duy tri dugc su hiing thi cua
chinh minh. T6i khuyén ban nén d3t mét tdm guang trén ban lam viéc cia minh dé
quan sat minh trong Iic goi dién d€ danh gid mic d6 hling tha cua ban. Tdi ciing
kién nghi cac ban nén ding Ién, st dung dién thoai cé headphone va di lai trong
phong khi ban dang ban hang qua dién thoai”

Hai: Xin 6ng cho biét mot vai 16i ma cac nhan vién mdi vao nghé thudng mic phai?

Dép: “Ho sg su that bai va su tir chi. Ban khéng thé sg nhiing tiéu cuc lién quan
dén san pham hay dich vu ma ban dang ban. Ban c¢6 thé bién nhiing diém tiéu cuc
thanh nhitng vu diém. Vi du, néu tbi goi cho mét khach hang d€ gidi thiéu cho ho
dich vu tu van cua tdi, mdt trd ngai ma tdi cd thé gdp phai la chi phi quéa cao. Tdi cd
thé dap lai rang: ‘Chéc rang 6ng cam thdy qua dat. Tai sao tdi lai dét mirc gia cao
nhu vay? Vi toi co thé. Khach hang cua téi san long tra tién cho tdi vi k&t qua ma toi
dem lai cho ho. Ong c6 thay ai doi it han khong? Ro rang la co6. Nhung 6ng cé thuc
su' nghi rang nhitng ngudi dé sé& doi it han néu ho cd thé ddi nhiéu hon khdng? Ho
doi it hon vi d6 la nhirng gi ma ho xirng dang va nhirng khach hang cua ho
sé nhan dugc gia tri tureng 'ng véi nhirng gi ho da boé ra cho dich vu dé'.
Néu c6 nhitng diém tiéu cuc, téi khuyén nén trinh bay nd vdi khach hang theo
hudng tich cuc. Trudc hét, ban phai c6 khd néng ban san phdm hay dich vu cho
chinh minh r6i mdi nghi dén viéc thuyét phuc ngudi khac mua”.

Hoi: Khi thuc su' bat ddu chao hang cho nhiing khach hang tiém ndng, nhitng tré
ngai thudng gdp nhét 1a gi, va 6ng da tim ra nhiing chién thuat gi d€ vugt qua
ching?

Pép: “C6 rat nhiéu trd ngai. Vugt qua ngudi gac cong Ia trd ngai véi moi ngudi. Khi
da n6i may dén dldng ngudi, ban can tao ra sy hlng thu tirc thi. Qua nhiéu nam, toi
da dung han 50 cach dé vugt qua ngudi gac cdng. Mot phucng phap réat hiéu qua la
lam ra vé chéc chdn sé vuot qua ngudi gac cdng bang cach ndi: ‘Chao, co Bill & d6
khdng? T6i Barry day’. Tdi chdng bao gid ndi rang tdi 1a ‘Barry Maher’. Khi ngudi
géc cdng hoi ‘Barry nao?’, tdi s& dap lai la ‘Barry Maher. T6i can néi chuyén vdi Bill'.
Bdng cach do toi thudng dudc nGi may ngay tirc thi bdi vi t6i da tao ra gia dinh 1a
minh s& dugc nSi may vai ngudi can gdp. Néu tdi nghe c6 vé khdng chic chan va
khong tin minh sé dugc ndi may thi toi sé khong lam dugc. Néu ban phat &m nham
tén clia nguGi mudn gdp hodc to ra khong biét minh dang goi cho ai thi ban sé
khdng qua dugc ngudi gac céng. Thay vi cac ki xdo, tdi nhan ra réng nhiing
phuong phap don gian nhat dé tiép can ngudi-cd-quyén-quyét-dinh ludn hiéu qua.
Mot phuong phap khac la gui mot 1a thu hay mét ban fax téi true roi sau d6 goi
dién va ndi rang tdi muén dién giai thém vé nhitng thdng tin d& gui. DE tao ra hing
tha tlc thdi khi ban da ndi chuyén dugc vdi ngudi cé quyén quyét dinh, ban can
tao su chi y ngay tU ldc ddu. Su’ ch y nay tuy thudc vao san phdm hay dich vu ma
ban dang ban. Mot nha diéu hanh kinh doanh qua dién thoai gidi sé tao ra nhiéu
nhan xét gay chd y va dé nghi hodc yéu cau doi ngli nhan vién ti€p thi dudi quyén
str dung chung. Téi nhé c6 lan t6i dua ra dé nghi quang cao cho mét nha xudt ban
trong mét lang sinh vién. Cau ma téi dung la ‘T6i c¢6 10,000 sinh vién & cach cho
cac 6ng vai khu nha. Ong cé mudn ti€p can ho khong?’ Toi ndi cau nay trudc khi
cho biét t6i ban khong gian quang cao cho mét tap chi dugc ban tai nha sach cla
trudng. Néu ban vdi va dua ra qué nhiéu thdng tin, khach hang ¢ thé nghi réng ho
khong can thir ma ban dang ban. Néu t6i ndi t6i ban khéng gian quang cao cho mot
tap chi & nha sach cta trudng dai hoc ngay tir dau, cd thé khach hang s& cip may
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ngay. Thanh cdng cta ban phu thudc vao ciu tric ma ban dung dé dién gidi y cta
minh”.

Q Hoi: Ong lam cach nao dé vugt qua nhitng trd ngai thudng gép khi ti€p thi qua dién
thoai?

A Dap: “Co rat nhiéu loai trd ngai ma ban chac chdn s& gdp. Gia cd I& la trd ngai phd
bién nhat. Mdt cach d€ vugt qua trd ngai nay la thay ddi ti I&. N6i cach khac, néu
ban ndi rang gia phai tra la 3.200 USD/ndm, ngudi ta s& bao rdng dé la mot sb tién
I6n. NEu ban chia ra xem san pham hay dich vu cla ban tri gid bao nhiéu trong mét
gid, mot ngay, mét thang, gid ca sé trd nén phai chang han. Vi duy: s tién 3.200
USD/nam kia thuc ra chi la 61,53 USD/tuan hodc chua dén 8,75 USD/ngay. Mot
diéu nita ma ban c6 thé 1am 13 tao ra cam giac vé mét ci gid rat cao ngay tur ldc
dau. Khién cho ngudi ta muén mua san phdm hay dich vu nhung ciing lam cho ho
lo réng ho khdng du tién d€ mua. T6i lién tuc ndi vé san phdm ma khdéng da déng
dén gia ca. T6i chd khach hang héi. Néu khach hang khéng hoi thi t6i da khdng
hoan thanh nhiém vu thuyé&t phuc ho mudn san phdm cua tdi. Khi ho héi vé gi, toi
thudng tra I0i 1a: ‘Gia cao 1am’ hay ‘Gia rat dat nhung cling dang dong tién bat gao'.
Diéu nay khién cho khach hang hinh dung ra mét cdi gid rat cao va udc gi ho c6 du
tién mua. Sau do t6i cho ho biét gia, va nhac lai réng dé la mot s§ tién rat 16n méc
du t6i biét né nam trong kha nang chi tra cta khach hang. T6i mudn khach hang
ngay lap tirc nghi rang: ‘O, ciing dau cd nhiéu tién 13m dau. Minh cé thé mua dudc
ma’. Toi ludn dé nghi gdi dich vu hay san phdm dat nhat cé thé vi téi biét do chi la
budc khdi dau cua tién trinh thuong lugng. Néu tdi gidi thiéu moét mén dat tién
nhung nhan ra rang khach hang s& khong mua th(r ma toi vira gidi thiéu, t6i s& dua
ra mét mén ré hon. T6i thudng cd san mét s6 phuong an du phong cho nhiing
trudng hgp dé”.

Héi: Lam thé& nao dé luén nang ddng sudt ca ngay khi tié€p thi qua dién thoai?

A Dap: “Tdi thu thap nhitng ti€ng ‘khéng’ vi biét rang khi dat dén mot s6 lugng nhat
dinh, t8i s& nhan dugc ti€éng ‘c6’ ma tbi dang chd doi. Toi biét réng ti€p thi qua dién
thoai chi don thuan la tro chai véi nhitng con s6. NguGi ban hang thanh cong nhat
la ngudi nghe nhiéu IGi tir ch6i nhat. NguGi nao nhan dudc cang nhiéu 10i tir chdi,
ngugi do rét cudc sé ban dugc nhiéu nhat. Toi thudng ghi lai nhitng cudc goi cla
minh mét cach chi ti€t va dé ra muc tiéu hang ngay cho ban than. Téi biét minh
phéi goi bao nhiéu cudc dé trd thanh ngudi dan dau trong céng viéc, phai goi bao
nhiéu cudc dé gap dugc mét ngudi cd quyén quyét dinh, va phai goi bao nhiéu cudc
dé thuc hién thanh cdng mét giao dich. Téi biét trung binh moi 200 cudc goi thi toi
sé dat dugc mot mirc doanh s6 nhat dinh. Meo la & cho ludn gilr cho qua trinh lam
viéc vui vé va thu vi d6i véi ban than va khach hang. Nén tan dung tinh hai hudc
clia minh vi tiéng cudi 1 cdng cu tét nhat d€ ban hang, dic biét 1a ban hang qua
dién thoai”.

Q Hoi: Dua trén nguyén téc tiép dién, ta c6 thé 1am gi dé mai gitia kj ndng tiép thi
qua dién thoai?

A Dap: “Toi lién tuc ban. Toi doc moi th(r lién quan dén ban hang va ndi chuyén vdi
tat ca nhitng nhan vién ban hang ma t6i gdp. Hau hét nhitng gi t6i hoc dugc la nhg
quan sat ngudi khac lam viéc va tu minh tudng tac véi khach hang. Sau mai cudc
goi, téi suy nghi xem I& ra toi nén lam gi dé dat k&t qua tdt hon va toi nén dién giai
nhu thé€ ndo cho hay hon. Sau d9, téi dp dung nhitng thay ddi nay vao cudc goi tiép
theo, nhd dé k§ ndng néi chuyén qua dién thoai cta tdi ludn tién trién. Hay nhd hoc
tap tr chinh nhirng sai l[am cGa ban than”.
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David English

Giam déc
Technology Sales Leads
SO dién thoai:  (617) 426—4510 / (877) 241-8546

Website: www.tsleads.com

Technology Sales Leads (TSL) dugc thanh 18p vao thang tu' ndm 1999 nham cung cép dich vu
thdm do va ti€p thi qua dién thoai cho cac cong ty cong nghé trén toan thé gidi. TSL la mot
cdng ty dang phét trién véi doi ngli nhan vién ndi dugc nhiéu th(r tiéng va cé van phong dai
dién & My, Anh, Chau Phi, An D6 va Ireland. Khach hang clia ho cé mot s6 cong ty phan mém
phét trién nhanh nhat & chau Au va Bic MY, cling nhu' cic cong ty thugng hang vé cdng nghé.
Muc tiéu clia cdng ty nay la phat trién doanh s6 cho céc cdng ty cdng nghé hodc cac cong ty
chuyén vé dich vu nghé nghiép. Thong qua chi nhanh ti€p thi qua dién thoai c6 tén la The
Contact Company, TSL cung cdp cac dich vu tiép thi qua dién thoai truyén thong. Trudc khi
ddng sang lap ra TSL, David lam viéc cho IBM Bac My & Boston va Chicago.

Q Hoi: Chuyén nganh cta 6ng la gidp d8 cac cong ty tim ra cac khach hang tiém nang
cho céc san pham va dich vu clia ho. Ong lam diéu dé nhu thé nao?

A Déap: “Ching t6i lam viéc véi d6i tac cia minh dé xac dinh nhitng khach hang tiém
nang t8i vu cho san phdm hay dich vu ca ho, ching téi s& xac dinh nhitng nhan
vat then ch6t, co quyén quyét dinh va cung cap cho do6i tac mot danh sach chi tiét
va dugc chon loc ky IuGng. Danh sach nay bao gom cac khach hang tiém nang da
dugc danh gia bao gom tén, chirc danh, thong tin lién lac. Ching t6i coi nhitng gi
minh lam la budc dau tién cla qua trinh ti€p thi qua dién thoai véi muc tiéu la
nhiing khach hang cap cao vi trai vdi xu huéng nhdm dén thi trudng dai ching to
I&n, chung t6i gilp dGi tac cia minh ti€p can nhiing thi truGng dugc chon loc ky
luGng va thich hgp. Nhg vay, khi mét nhan vién tiép thi qua dién thoai sir dung mot
danh sach do ching téi chudn bi, ngudi dé s& mat it thdi gian trong viéc tim ra
nhitng khach hang du diéu kién va nhitng nguGi cé quyén quyét dinh va cd nhiéu
thdi gian d€ (’ng dung chuy@n mén cla minh trong viéc ban hang cho nhitng ngudi
thich hap.

“Khi mot ddi tdc mdi tim dén chlng tdi, chling tbi danh ra rat nhiéu thdi gian dé
phan tich nhitng mat hang cla ho nham dam bao rdng ching tbi s& dua ra mot
danh sach khach hang thich hgp cho ho. Chlng t6i tin rang: néu danh sach ma
chiing tdi cung cdp cang t8t thi thi ddi tac clia ching tdi cé thé ban dugc hang
nhanh han va de dang han. Khi chiing t6i xac dinh dugc nhitng khach hang tiém
nang va dua vao danh sach, ching toi ban bac chién lugc véi d6i tac cia minh dé
phat trién va hoan thién théng diép quang cao”

Q Hai: Ong 1d3m nhu thé ndo dé chon nhitng khach hang tiém ndng cho ddi tac cla
minh?

A DPép: “Viéc nay hoan toan phu thudc vao san phdm hodc dich vu dugc ban. Thinh
thoang, viéc xac dinh mét thi trudng phu hop rat don gian va hién nhién. Tuy nhién
cling ¢6 khi phiic tap han. Ngoai viéc phan tich san phdm hay dich vu, ching toi
cOn phai tim hiéu xem nhitng khach hang trudc day cia ddi tac 1a nhitng ai va
nhitng khach hang nay cd diém gi chung. Ching toi cling chl y dén cac nhan to
kinh t& d& dadm bao nhitng khach hang ma ddi tac cta ching t6i nhdm dén cé du
kha n&ng kinh t& d& mua cac san phadm dudc chao ban. Chuyén mén clia ching téi
la phét trién nhitng danh sach trién vong tir con s6 khéng. Chlng tdi si dung nhiéu
ngudn thdng tin, bao gdm nhitng nha mdi giGi danh sach, d€ bién soan danh sach
clia ching tdi. Pay cé vé 1a mot cach kha tdn kém dé soan ra mot danh sach,
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Q

nhung két qua kha quan vé sau rat xirng dang dé chi ra nhitng khoan phi nay. Déi
v@i mOt nhan vién ti€p thi qua dién thoai, cong viéc sé thuan tién han néu anh ta
dugc sir dung mét danh sach khach hang da dugc tim hiéu trudc véi nhitng thong
tin chinh xac thay vi mét danh sach sai sét, 10i thai, hodc liét ké nhirng khach hang
khdng can dén nhitng san pham hay dich vu dugc ban”.

Hoi: Nhitng 16i ma nhan vién tiép thi qua dién thoai thuding méc phai khi phéat trién
mot danh sach khach hang tiém nang la gi?

Pép: “Ho cd thé xac dinh nhitng cdng ty thich hop dé€ lién lac nhung lai tén qua
nhiéu thdi gian d& ban cho cac van phong vé tinh trong khi quyén quyét dinh mua
ban cho ca cong ty nam trong tay van phong trung tam. Day la mot 16i thusng gdp
gdy lang phi thai gian va cong sirc. Thuc t€, diéu quan trong la phai dam bao ban
dang tiép xuc véi mdt khach hang ¢ du thdm quyén d&€ mua san pham hay dich vu
va V@i tu cach la mét nhan vién ti€p thi, ban phai luén c6 mot chién luge quan ly
khach hang. biéu nay cé nghia la sir dung mét phan mém véi cg sé dir liéu chuyén
dung. Ching t6i sir dung phan mém d6c quyén cua minh cho ddi tac cia chung téi;
con cac phan mém viét san trén thi truGng, ching t6i van chua tim ra phan mém
nao thuc su’ ndi trdi. Mot didu con quan trong hon nita la ddm bao nhan vién tiép
thi dugc str dung mot phan mém véi day du chdc nang ma ho can. Mot diéu mang
tinh s6ng con la khach hang khong bi lac 16i trong chu trinh kinh doanh cla céng ty
ti€n hanh ti€p thi. Néu mét cong ty st dung ti€p thi qua dién thoai nhu mot hinh
thirc bG sung cho luc lugng kinh doanh truyén théng thi phai dam bao rang tat ca
cac dai ly déu cb thé truy xudt thong tin trong trong co sé dir liéu vé khach hang.
Céc dai ly cd thé truy xudt tat ca thong tin ma ho can nhd may tinh xach tay hay
cac thiét bi tuong tu. Mot diéu cling khdng kém phan quan trong la phan mém
quan ly khach hang phai cé kha nang thu thap thong tin hiéu qua”.

Hoi: Cac nha méi gidi danh sach thugng chao ban rat nhiéu tiy chon cho nhan vién
ti€p thi qua dién thoai. Vay khi mua mot danh sach, nhan vién ti€p thi phai chia y
thong tin gi trong danh sach?

Pép: “C4 rét nhidu cdu hoi dugc dit ra dé dam bao r&ng ban dang mua mot danh
sach ma ban c6 thé tan dung tdi da. Vi du, ban mudn biét nhitng ci tén trong danh
sach dugc thu thap nhu thé nao, thong tin dugc cap nhat ra sao va mirc do chinh
xac cla théng tin. Mot trong nhiing van dé I6n khi mua nhitng danh sach ngoai thi
trudng chinh 1a su 16i thai va khong chinh xac ctia phan 16n thong tin. Néu danh
sach cta ban c6 30% thong tin khéng chinh xac thi ban s& phai t6n rat nhiéu thdi
gian va cbng suc khi bat dau no luc tiép thi. Mot 16i thudng gap khac la nhén vién
ti€p thi thudng mua nhitng danh sach ré nhdt ma ho tim dugc. Day c6 thé 13 mot
chién lugc tdt nhat nhung cling c6 thé 1a phuang phap toi nhat. Vi chat lugng cua
danh sach s& anh hudng dén thanh cbng khi ban thuc su bt dau ti€p thi. Cac
thdng tin cang dugc tuy bién va tim hiéu ky ludng thi két qua sé cang kha quan. S8
tién bd ra lic dau d€ mua nhitng cdi tén vdi chat lugng cao hon sé dén dap hau
hinh hon vé sau.

“La mé6t nhan vién ti€p thi qua dién thoai, néu ban nghién clru trudc & nha va xac
dinh nhitng ngudi ban mudn ti€p can trudc khi lién lac v8i mot ngudi méi gidi danh
sach, ban sé co nhiéu kha nang mua dugc mot danh sach vdi cac thong tin gia tri
véi nhitng khach hang can, mudn mua san pham, dich vu cia ban. Trudc khi bd ra
ca mot gia tai d€ 18y mot danh sach dat tién, toi ludn kién nghi mua mot danh sach
thr nghiém vaéi mét s6 tién nho. Goi cho nhitng khach hang trong danh sach thar
nghiém dé dam bao rang cé ¢ nhitng thong tin véi chat lugng mong mudn. Co thé
hiéu diéu nay mét cach don gidn mua thir vai trdm cai tén trudc khi mua mot danh
sach ch(ra hang ngan cai tén khac”.

Hoi: Xin 6ng cho bi€t tam quan trong cua viéc khai dau cong viéc ti€p thi qua dién
thoai bdng mot danh sach véi dinh hudng t6t?
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A Dap: “Diéu nay quan trong, nhung nhitng khia canh khac clia nghé tiép thi cling
quan trong khong kém. Chat lugng IGi ti€p thi va cac ky nang clia chinh nhirng
nhan vién tiép thi rat quan trong dé€ tdng doanh s&. Nhiéu nhan t& phai két hop
khéo léo v6i nhau dé€ dat dugc thanh céng”.

Carla Meine

Founder and President
O'Currance Teleservices, Inc.
SO’ dién thoai: (801) 736-0500

Website: www.ocurrance.com

O’Currance Teleservices la mot nha tién phong trong linh vuc cung cdp dich vu tiép thi qua dién
thoai, thuc hién ban hang bang cach goi dién ti€p thi va nhan dién thoai ti€p thi, x(r Ii ddt hang
va mot s6 dich vu khac. TG Telemarketing Magazine méi ddy da chi dich danh O'Currance
Teleservices la cdng ty ti€p thi qua dién thoai v6i mUc phat trién ding hang th(r hai trong nudc.
Pugc thanh 18p vao ndm 1994, O'Currance Teleservices d3 di tién phong trong viéc phat trién
cac van phong ao trén nén Web va cac nhan vién lam viéc tr xa. Hién nay, han 80% nhan luc
clia cdng ty cd thé 1am viéc & nha. Phuong phap tiép can theo hudng mdi ciia O'Currance trong
viéc xr li nhitng cudc goi phan hdi tir nhitng van phong ao da nhanh chéng trg thanh tiéu
chuén cdng nghiép va ciing l1a mdt trong nhiing chia khéa dan dén thanh céng cla cdng ty.
Cong ty co tru s& dat tai thanh phd Salt Lake cé mot d6i ngili nhan vién véi 196 dai dién ban
hang va cac nhan vién gidm sat lam viéc toan thdi gian, nhung nd cé thé ma réng ngudn nhan
luc ban thdi gian ctia minh khi can thiét d&€ dap ('ng nhiing du an riéng cla khach hang. Trugc
khi thanh lap O’Currance, Carla lam phd gidm d6c diéu hanh ctia Morris Air. O d6, c6 giam sat
hon 800 dai dién & trung tam dat hang cling nhu phong nhan su, ti€p vién hang khong, hiép hoi
kinh doanh, dai ly ban vé, phong diéu hanh san bay. Trong bai phdng van nay, Carla thao luan
cong viéc cua mét nhan vién ti€p thi nhan dién thoai (day la nhitng ngudi tra IGi cac cudc goi
cta khach hang qua khi khach hang goi qua cac dudng day mién phi d&€ dit hang sau khi xem
quang cao hodc sau khi doc ca-ta-16).

Q Héi: O'Currance Teleservices khac véi nhiing trung tdm nhan cudc goi phan hoi
khac nhu thé nao?

A Dép: “Téi thanh 18p cdng ty nay cach day khoang 10 ndm. Vao thdi diém dd, ching
toi la mot trong nhitng cong ty dau tién co cac dai dién ban hang tir xa nhG 'ng
dung cong nghé. Diéu nay cd nghia la cac nhan vién ti€p thi nhan dién thoai cla
chiing t6i ¢4 thé lam viéc tai nha nhung ho dugc két ndi véi hé théng clia ching toi
thdng qua mang IuGi Internet. Vao thdi diém d6, ching tdi cling 1a mdt trong
nhiing cong ty dau tién tan dung cong nghé nay. Két qua la san lugng da dugc cai
thién dang ké vi cac dai dién cta ching tbi c6 thé 1am viéc tai nha va cd lich cdng
tac linh hoat. “T6i mudn céng ty cla toi trd thanh trung tam ti€p thi qua dién thoai
I6n nhat thé gidi. Thay vi thué nhitng nhan vién ti€p thi méi vao nghé, toi thué
nhitng nhan vién ban hang c6 ky ndng cao. Téi cd xu hudng thué nhitng ngusi &
tudi trung nién, cé nhiéu kinh nghiém va da tét nghiép dai hoc. Téi tin rdng néu toi
thué nhitng nhan vién gidi thi toi s& cé mot cong ty tuyét vai. Bay chi la mot vé cla
phuang trinh. V& con lai chinh la cung cap cho nhitng nhan vién dé cdng nghé tién
tién nhat va cdng cu ban hang manh nhét cé thé. Su két hogp nay dan dén thanh
c6ng. Khi nhan vién lam viéc & nha, ho dung may tinh ndi mang truc ti€p dén hé
théng cla ching toi. Nhitng ngusi goi dén khong hé biét réng minh dang néi
chuyén véi mot nhan vién tiép thi dang lam viéc tai nha vi moi viéc dién ra chinh
xac nhu nhitng gi ma mét nhan vién & trung tam sé lam. Khong giéng nhiing trung
tdm chi c6 mot déi ngli nhan vién thi€u kinh nghiém va sinh vién dai hoc,
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O'Currance Teleservices cung cap dich vu ti€p thi qua dién thoai chat lugng cao cho
khach hang vi nhan vién ctia chlng t6i la nhitng ngudi day kinh nghiém. Ngoai tién
luong tinh theo gid, nhan vién cla ching t6i nhan dugc mét khoan tién hoa héng
sau moi giao dich thanh c6ng. NhG vay thu nhap tiém nang cta ho cao han rat
nhiéu ngay ca khi ho chi lam viéc ban thgi gian”.

Q Hai: Khi c6 thanh 18p cong ty thi khai niém “nhan vién tiép thi tir xa” van con mdi.
K& tir d6, khai niém nay da thich nghi vSi nganh tiép thi qua dién thoai nhu thé
nao?

A Dép: “Tai thdi diém O’Currance Teleservices dugc thanh Iap, nhitng gi ching téi
lam va hau hét cong nghé déu la doc quyén cua chlng tdi. Ngay nay, c6 nhiéu cong
ty va trung tam tiép thi s’ dung cdng nghé tuong tu giup cho nhan vién ti€p thi co
thé 1am viéc tr nhitng ndi xa xdi. Tuy nhién, ching téi van si dung nhitng céng
nghé cla riéng minh vi né phu hgp véi phuagng phap lam viéc clia cong ty ching
toi. Vi du: chung t6i da tao ra mét hé thong goi la ‘IntelliScript’. N6 sé tuy bién
thong diép ban hang ma nhan vién ti€p thi sé doc dua trén nhitng phan hoi tur
khach hang. Chung téi cling phat trién cac céng cu vach ra chuong trinh 1am viéc
d€ quan ly cAc nhan vién tir xa. Vi chling tdi s§ hitu nhitng cong cu chuyén hda, kj
thuat cao nay nén ching téi thudng vugt qua cac doi thl canh tranh trong linh vuc
tiép thi”.

Q Hoi: La mot trung tam tra I0i phan hoi, cong ty cua cd lam viéc véi nhitng loai doi
tac nao?

A Ddp: “Nhiéu d6i tdc cia ching t6i thuc hién chuong trinh quang cdo trén ti vi.
Chung t6i giai quyét cac cudc goi dat hang va dich vu khach hang cho ho. Mot s6
ddi tac khac lai tdn dung cac quang cao truyén théng trén ti vi, radio va cac bao;
nhitng ngudi quan tdm dén san pham s& goi dién dén mot sd dién thoai mién phi
va nhitng cudc goi nay sé dugc ndi may dén trung tam ching toi. Ching toi cling
thuc hién nhitng du an chuyén moén cho d6i tac. biéu nay coé nghia la ching toi
thué va dao tao mét nhdm nhan vién vdi nhiém vu duy nhat la tra I3i cac cudc goi
cho mo6t d6i tac nhat dinh. Nhirng nhan vién nay phai qua qua trinh dao tao ky
luBng hon, tdp trung vao san phdm hay dich vu ma ho sé& ban. Dich vu tiép thi nay
thudng dugc sir dung bdi cac cdng ty ban san phdm va dich vu véi giad cao vi nhitng
nhan vién ti€p thi cia ho phai coé nhiéu kién thirc va sg hitu k§ nang ban hang tuyét
vdi thi méi thuyét phuc dugc khach hang. Nhitng ngudi dugc ching téi thué dé lam
cdng viéc nay khéng gidng véi nhitng nhan vién ti€p thi binh thudng vén cd thé
nhén cudc goi cho nhiéu cdng ty khac nhau tai bat ky thdi diém nao va thay déi ni
dung cac cudc goi cho phu hgp v8i moi cong ty”.

Hai: Khi thué mot nhan vién tiép thi, c6 mudn tim nhitng ngudi c6 phdm chét gi?

A Dap: “Ca nhan t6i thuong tim nhitng ngudi cé kinh nghiém ban hang. Nhitng ai
mudn xin viéc cé thé ndp don truc ti€p thdng qua Website ctia chiing tdi va sir dung
thir ma ching t6i goi la ‘Predictive Index’. D6 la mot ban khao sat truc tuyén gilp
chiing t6i tim dugc ngudi ma ching to6i mudn dua trén nhitng ky nang cta ho.
Trong qua trinh phdng van, chlng t6i danh gia kj nang doc bang cach nghe nhan
vién tiép thi doc mét ban thao da chuan bj trudc”.

Q Hoi: Trach nhiém ngay qua ngay cla mot nhan vién ti€p thi qua cac cudc goi phan
hoi la gi?

A Dép: “Sau chuong trinh dao tao kéo dai 30 ngay, nhiém vu chinh cta ho 13 luén sin
sang trong thdi gian ho dudc sap x&p dé lam viéc. Mot khi ho d& d&ng nhap vao hé
théng dé lam viéc, bat k€ tai nha hay tai trung tdm, ho s& bat dau nhan cudc goi
véi muc dich 1a ban mét san phdm hay dich vu nao dd. Ban IntelliScript danh cho
san pham hay dich vu d6 s& hién thj trén man hinh may tinh. Ho s& dua vao né dé
lam viéc. Vi trung tdm chling t6i lam viéc vdi nhiéu d6i tac, phan I6n thgi gian nhan
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vién tiép thi dugc yéu cau doc nguyén van tai liéu ma ching t6i cung cap vi ching
toi biét nd sé hiéu qua. Dai véi cac du’ an chuyén mon, nhan vién tiép thi dugc trao
mot s6 quyén han. Nhan vién ti€p thi qua dién thoai cling phai gidi quyét cac cudc
goi vé dich vu khach hang cta nhitng ngudi cé thdc méc vé nhitng san pham da
mua. Vi ching t6i lam viéc bay ngay mét tuan, 24 gid mot ngay nén chiing t6i thué
cac nhan vién hoat dong trong nhiéu ca khac nhau. Trd ngai I8n nhat khi lam viéc
cho mot trung tdm ti€p thi qua dién thoai la viéc sdp x€p lich lam viéc. Cé khi, mai
cho dén chiéu th(r sau ching tdi mdi biét rdng vao cudi tuan ddi tac cia ching toi
s& c6 mét chuang trinh quang cdo trén ti vi, thé€ la ching ti phai d€ cic nhan vién
ti€p thi cua minh tryc dién thoai ma gan nhu khong bao trudc, ngay ca khi dé la
cudi tudn. Khi tu minh thuc hién céc cubc goi dé tiép thi, ngudi ta cd thé kiém soat
thdi diém goi dién. Néu tiép thi bang cach nhan cudc goi tir khdch hang nhu ching
toi thi khong biét trudc khi nao khach hang sé goi dién sau khi xem mot quang cao
trén bao, ti vi hay dat hang sau khi doc ca-ta-16".

Hoi: Xin c6 cho biét mét vai ich Igi ciia nghé nhan dién thoai ti€p thi?

Dép: “Trong diéu kién hoan hao, mdt nhan vién ti€p thi nhan dién thoai c6 thé lam
viéc tai nha, co lich lam viéc linh hoat, hudng tién hoa hong theo doanh sg, va
khéng phai d6i mat véi nhitng khoé khan. Tuy nhién, stic ép clia nghé goi dién thoai
ti€p thi vi khi goi dién thoai ti€p thi ban sé phai goi nhitng cudc goi khéng bao
trudc. Nhiéu nhan vién tiép thi ¢ kinh nghiém thich lam viéc & nha vi méi trudng
lam viéc & cac trung tam thuGng rat 6n ao, gay khé tap trung. Mot nhan vién ti€p
thi nhan dién thoai co Igi thé vi khach hang mét khi goi dién thi da cé hing tha véi
san pham hay dich vu. M&c du hoi khé dé kiém dugc mdt viéc lam trong nganh tiép
thi tir xa nhung ngay cang c6 nhiéu cong ty trén toan qudc bat dau nhén ra Igi ich
cla nd va nhd vay, cd hoi viéc lam ciing tang Ién. Diéu kho khan la phai tim dugc
mot trung tam dong y tra ca luang va hoa hong.

Nhan dién thoai ti€p thi doi hdi mot s6 ky nang can ban nhu goi dién thoai ti€p thi
nhung nhiing tinh cach can thiét dé€ trd thanh mot nhan vién ti€p thi nhan dién
thoai thanh cong thi hoi khac mot chit vi trong nghé nay it bi that bai va tir chdi
hon. T6i tin rang goi dién thoai ti€p thi khd khan hon nhiéu so véi nhén dién thoai
ti€p thi. V& viéc giai quyét kho khan, nhan dién thoai ti€p thi cling cd nhitng trg
ngai nhu goi dién thoai ti€p thi. Mot s6 trd ngai thudng gdp cd lién quan dén tién
bac hoac nhu cau thao luan véi vg hodc chdng trudce khi ti€n hanh giao dich.

Khi mudn tréd thanh mot nhan vién ti€p thi nhan dién thoai, ngoai trir nhitng quyén
Igi chung danh cho nhan vién lam viéc toan thgi gian, ban ciing nén xem xét moi
trudng lam viéc, lich lam viéc va cac khoan thudng. Hién c6 rat nhiéu cd héi cho
mot nhan vién ti€p thi nhan dién thoai khong nhitng & cac trung tam ti€p thi ma
con cac cong ty vlra va Ién hay cac tap doan lién doanh nira. Phan thudng I6n nhat
ma ching téi trao cho nhitng ngudi gidi nhat chinh la quyén dugc lam viéc tai nha.
Tuy nhién khéng phai ai cling muén lam viéc tai nha. Mot s& ngudi di lam la dé
dugc ra khoi nha. Vi vy tim dugc mdt méi trudng thun Igi dé€ lam viéc cling 1a
diéu quan trong”.

Héi: Co lam thé& nao dé& cac nhan vién ti€p thi cia minh ludn ndng déng va khéng
cam thdy chan khi phai lap di I3p lai su6t ca ngay?

Dép: “T6i thdy rang cac cudc thi dua va nhiing I6i khich 1é trong ngay va trong tudn
gilp t6i rat nhiéu trong viéc nay. Viéc nhan vién ti€p thi cla ching t6i dugc hudng
hoa hong dua trén doanh s6 ciling la mot dong cg rat hiru hiéu. Toi Iénh cho cac
gidm sat vién gidm sat cac cudc goi dé dam bao thai dd va phong cach clia nhan
vién lubn & mdc d6 ma toi yéu cau. Chung t6i cling nhd mot cong ty khac dinh ky
dao tao va thlc ddy nhan vién cta ching toi. C4 rat nhiéu diéu phai lam dé xay
dung niém tin cia cac nhan vién. Ho phai tin vao san pham va c6 mot niém tin nhat
dinh dGi véi nhitng khach hang ma ho dang thuyét phuc. Cr hai tuan, ching téi lai
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thuc hién dao tao vé dong luc dé khuyén khich nhan vién cd thai dd ding dan va
tiép tuc no luc. T6i cling khuyén khich nhan vién thuc hién mét s6 tha thuat théng
thudng dé khich 1é tinh than. Vi du: ching toi d3t trén moi ban lam viéc mot tdm
guong dé nhan vién cd thé thdy minh dang lam viéc. Va diéu cudi cing: chon cho
minh mdt ngudi chl cd thé cung cdp cac cdng cu vé ky thuét, cac khda dao tao can

A

thiét va nhitng hd trg vé& sau dé gidp ban tao ra doanh s6”. T T ——
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