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Két thic ban hang —
Rao can hay ¢t moc thanh cong?

Trong ban hang, néu khong thé két thic thanh cdng, moi nd lyc cua ban sé 1a vo ich.

Két thuc bén hang — don quyét dinh sé hudng dan nhitng phuong phap da dugc kiém
nghiém qua thyc t8 ma bét cif ngudi ban hang nao cing cd thé ap dung dé xuat sac vugt
qua c‘t?t méc nay:
Két thic bing 18 moi dat hang: cach thic ddy ham muén mua hang khong thé
cudng lai ciia khach hang. Dat hiéu qua dén 30%.
Két thac “géc nhon”: c4ch chip nhén nhimg I&i tif choi va bién ching thanh ddng
luc mua hang.
Két thiic “t6i hau thu™: cach thic ddy mdt khach hang hay do dy hodc khong quyét
do4n dua ra quyét dinh mua hang.

V...

Cudn sach con tiét 10. nhiéu diéu tha vi vé yéu t6 tam Iy va chin 1di tir choi phd bién cla qua
trinh ban hang.

Hay ndm gil bi quyét ciia don quyét dinh, dé ludn 1a “chién binh” bat bai trén “mat tran”
béan hang!

“Ngén gon va sic tich. Néu ban 4p dung nhitng gi Brian Tracy day ban trong
cubn sach nay thi doanh s6 ctia ban chédc chan sé dugc cai thién. Ban la nhan
vién ban hang? Vay, ban hay ¢ gang trd thanh chuyén gia trong linh vyc nay
va hay ty hao ring, day Ia mét trona nhima nganh nghé nhiéu thach thitc va bo
ich nhét”.

- Dan Protor
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LOI GIOI THIEU

Ty tin — that tha — git 101 htra: D6 14 pham chat cia mot ngudi ban hang.
Nhiing ngudi ludn gitt duge ba yéu t6 ndy trong moi hoan canh s& dat dugc
tiéu chuan ctia mot ngudi ban hang.

Mudi 1im nidm trude, tdi va mot nguodi ban, méi ngudi mang mot may
CD di ban I¢ timg cai mot cho tung ctra hang dién tir. Sau thang sau, ban t61
tro thanh mot dai ly doc quyen cho hang dién tu Philips tai Viét Nam. Cur
tiép tuc kién nhan nhu vay, gio day anh ay da co nhiéu cong ty, so hitu nhiéu
tdoa nha cho thué tai TP H6 Chi Minh va van say mé v6i nghé ban hang nhu
trude day.

Khi cung nhau doc cudn sach nay, chung t01 cung nhén ra rang viéc say
mé, am hiéu san pham 1a diéu kién can trong thanh cong va diéu kién du
chinh 1a sy thyc hanh lién tuc cac ¢ thudn moi ngay voi khach hang. Dung
nhu nhitng bai hoc & day, hay cham chi va phai hiéu qua.

Chung t61 danh gia cudn sach nay rat thuc té - khong thé c6 cac ly thuyét
dong dai ma la su dic két ciia nhiéu nim hoat dong Cubn sach da mo ta
duoc tur tam ly va sy e ngai cua nhiing nguo’l mai vao nghé dén cach mai
gitia thém nhimng ky nang Xuat sic trong viéc nam bat dung thoi diém dé ra
quét dinh.

Don quyet dinh — D6 chinh la ky nang ma tat ca nhiing nguoi ban hang
déu thém mudn. Sau rat nhiéu cong strc nghién ctru va theo duoi, thoi diém
quan trong nhat chinh Ia lac khach hang ra quyet dinh mua hay khong mua.
Tui diém d6 quyét dinh hiéu qua cua cong viéc. Rat nhiéu nguoi ban hang so
d6i mit véi thoi diém nay va cd gang tri hodn. Tuy nhién, trif hoan khog co
nghia 1a s& tranh duoc ma lai lam tén thoi gian mot cach vo ich, vi ddi véi
nguoi ban hang, thoi gian la tién bac doi mat va két thue gon gh¢, cho du két
qua ra sao — d6 chinh 1a yéu t6 tao nén mot nguoi ban hang hi¢u qua.

Cuon sach ndy mo ta duoc ndi lo s¢ cua tat ca nhiing nguoi ban hang o
moi cap do va moi thang bac kinh nghi¢ém — do la khi phai d6i mat véi thoi
diém quyét dinh. Nhitng ngudi nhiéu kinh hon cam thdy dé dang hon va
vuot qua cac cung bac cam xuic nhanh hon nhitng nguoi1 méi. Sy khac bict la
& chd tap luyén lién tuc va chuan bi k¥ ludng, thuc hanh nhiéu va vuot qua
ndi so hii.

Véi nhitng chuyén gia ban hang, cudn sach ndy goi 1én véi nhimg kinh
nghiém ngot ngao va vui vé & nhitng thdi khic dau tiénnn trong nghé, va
cung cap thém nhiing kién thitc dugc hé thong héa cling nhu nhimng chiéu
thirc trau chuét hon, hiéu qua hon ma khi 4p dung trong thuc té hién tai s&
tao ra nhitng thanh qua ngoan muc.

Véi nhitng sinh vién méi ra trudng va theo dudi lap nghiép ban hang,
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cac ban c6 thé coi day 1a mot cam nang huong dan trong it nhat 12 nim nim
toid1 va col n6 nhu mot de cuong hudng dan thuc tap thi cac ban s& hoan
thanh dugc “ Luan vin t6t nghiép ban hang chuyén nghiép” ctia minh. Sau
do, cac ban s¢ that su tao ra su khac biét trong két qua kinh doanh ctia doanh
nghi¢p ma minh phuc vu.

Véi nhitng nguoi quan 1y ban hang, cac ban sé thiy duoc tinh hé thong
trong qua trinh dao tao va huan luyén nhan vién méi. Thém vao dé, cic ban
c¢6 thé ap dung nhitng mo hinh quan 1y cho riéng minh. Tur do, cac ban s&
duoc su nhip nhang ciing nhun hé thdng trong toan bd chudi van hanh cua
chudi gia tri (value chain) ma trong do, by phén ban hang dong vai tro quan
trong nhat, do 1a hién thyc hoa cac y tuong sang tao san pham va nd lyc san
xuat thanh Tién Mat. Tién mat 13 thude do an twong nhat cho moi chudi gia
tri cua cac cong ty thuong mai trong mot thi truong khong bién gioi.

Xin tran trong gidi thi¢u vo1 doc gid!
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GIOI THIEU - PHA BO RAO CAN THANH CONG
TRONG BAN HANG

Khi méi ban hang, tir sang dén toi, toi ludn phai thuc hién cac cudc chao
hang dén ndi toi s¢ viéc phai két thuc ban hang.

Hang ngay, t01 phai tim cach dé ban duogc hang, dé khong so hai khi gap
khach hang kién nhan dua thong tin t61 ho. Va cudi cung, t6i ngap ngiing két
thic bang cau hoi: “ Vay bay g10’ anh/chi mudn gi?”

Va lan nao khach cting néi: “Puoc roi, dé day d, t6i sé suy ngh1 sau.’

T01 hiéu rang nhiing cdu nhu: “ D¢ t6i nghi thém da”, hodc “ Pé t6i xem

’, chi 1a cach ndi lich su cua khéch hang thay cho cau “ Tam biét, chiing
ta s€ khong bao gio gap lai nhau nira.’

T6i thuyét phuc minh rang moi ngudi déu “ Pang xem xét” va cac khach
hang quan tam s€ lién tuc goi dién cho t61. Nhung khong ai goi dén ca.

Cudi cung, toi hiéu rang chinh 61, cu thé hon 13 ndi so hai khi phai dua
ra cAu hoi két thuc ban hang, chir khong phai san pham, gia ca, thi truong
hodc su canh tranh 13 diéu can tré cong vi¢c ban hang.

Mot ngay, toi quyét dinh rang that bai nhu thé 1a qua du roi. Va trong
cudc giao dich ngay sau d6, sau khi khach hang néi: “ Dé toi nghi d, tai sao
anh khong goi lai nhi?” — toi d n6i mot cau lam thay d6i cudc doi minh.

T6i dap lai, tim nhu nhay khoi 16ng nguc: “ Xin 15i, toi s& khong goi lai
dau”

“Sao co?” khach hang noi1, hot ngac nhién, “Anh s€ khong goi lai?”

“Dung Vay > Toi dap:” Ngai di c6 moi thong tin can thiét dé quyét dinh
ngay bay gio. Tai sao ngai khong lam vay nhi?”

Khach hang nhin t61, r6i nhin vao to gioi thiéu san pham va no6i “Thoi
dugc, néu anh khong goi lai thi ta tién hanh luon vay.”

Nguoi khach hang lay tap sé ra, ki vao don dat hang va cam on t6i. Toi
di ra, tay cam don dat hang va cam théy hoi sdc. T6i vira tao mét ¢t dot pha
16m trong doi.

T6i dén gip khach hang tiép theo va khi vi khach d6 noi can thém thoi
gian suy nghi, t61 da tra 101 tuong tu: “Toi1 s€ khong quay lai dau”

Vi khach tra 101 “ dugc roi, vay thi toi s& mua ludn.”

Sau cugc ban hang thtr ba thanh cong trong chua day 45 phut, so voi ty
1¢ trung binh 3 1an 1 tuan truéc ddy, toi cam thay rat phan chan. Trong mot
thang, to1 da pha ky luc ban hang cua cong ty, dugc bd nhiém lam giam débc
ban hang va thu nhap tang 20 lan. T6i ¢6 32 nhan vién ban hang cap dudi.
Tat ca déu dugc t6i huan luyén dé gianh dugc don dat hang ngay trong lan
gip dau tién.

Qua nhiéu nam, t6i hiéu rang cac k¥ nang két thac then chét chinh 13
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yéu to song con dé kiém dugce so tién theo ding kha nang that sy cia minh.

Toi dé hoc, thuc hanh va ap dung rat nhiéu k¥ ning két thiic ban hang.
Tat ca déu duoc nhic dén trong cudn sich nay va toi di dao tao cho mot
triéu nguoi trd thanh nhiing chuyén gia ban hang.

Tré ngai 16n nhat dé thanh cong trong ban hang chinh la kha nang khién
khach hang dua ra quyét dinh. Cudn sach s& chi cho ban con duong vuot qua
rao can do dé ban duogc hang va kiém duoc s6 tién nhu mong muon.

Tat ca cac chuyén gia ban hang hang dau déu rat gioi viéc két thic. HO
biét cach tham do khachh ha‘lng mot cach chuyén nghi€p, xac dinh nhu cau,
gy dung long tin, xtr Iy moi 101 tur chéi va cb gang c6 dugc don dat hang. O
hiéu tai sao khach hang lai chan chir va tri hodn. Ho c6 bi quyet dé bién
nhirng dé nghi ctia minh thanh sy that. Va vi thé, ho 1a mét trng s0 20% nhan
vién ban hang mang lai toan bd doanh thu.

Khi méi bat dau ban hang, toi khong hé dugc dao tao. Toi duge dua cho
mot vai quyén sach gidi thidu dé doc va duge hudng din cach “di ra ngoai va
no6i chuyén véi moi ngudi”. Toi vo cung lo lang trude nhitng giao dich nham
chan, kho cing va so bi tir chdi. T6i d ludn 18 bude tir vin phong nay sang
van phong khac; tir cnhs ctra nay sang canh ctra khac chi dé cho du sd luong
can dat duoc.

CAU HOI THAY DOI CUQC BOI TOI
Mot ngay, to1 tu hoi: “Tai sao mot s6 nhan vién ban hang lai thanh cong
hon nhitng nguoi khac?” va cau hoi nay di thay doi cude doi toi.

Ké tir ngdy d6, t6i xin 101 khuyén tir nhitng nguoi ban hang khac, dic
biét 1a vé cach xtr 1y hiéu qua 1oi tir chdi va cach két thuc ban hang. Toi doc
sach va str dung cac cdu tra 101 t6t nhat dugc duc két trong d6. Toi nghe céc
chuong trinhf huongs dan k¥ ning ban hang cua cic chuyén gia hang dau.
T6i tham du cac budi hoi thao vé ban hang va ludn ngdi ¢ hang ghé dau.

Quan trong nhat 13 toi thuc hanh nhiing gi hoc dugc va thu thyce hién
ngay nhiing y tuong hap dan. Va roi t6i kham pha dugc rang cach hoc duy
nhat 13 tu ném trai thanh cong hoac that bai.

Hon tét ca, t6i d3 hoc dugc cach dé nghi dat hang va két thuc ban hang.
Mdi k¥ ning két thuc, t6i dé 4p dung vai lan véi nhitng khach hang van con
do du. Cudi cung, t6i khong con so hai khi yéu cau khach hang quyét dinh
mua hang. K§1 nang nay nhanh chong giup o1 tr mot ke ngheo kho trd thanh
mot nguoi giau co, tr mot nhan vién ban hang moi vao nghé tré thanh ngudi
dung dau trong moi to chitc ban hang toi timg lam viéc.

BUOC POT PHA VI BAI

Sau d6 toi hoc dugc mot diéu quan trong: Néu két thuc ban hang mot
cach troi chay va tin tudng rang cé thé yéu cau khach hang dat hang sau khi
gi6i thiéu san pham, ban s& cang xong x40 hon. Long tu ton cia ban s& 16n
1én va ban ciing s& danh gia tot hon vé ban than. Ban s& ning nd hon, ngdy
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cang st dung thoi gian hi¢u qua hon.

Vi hiéu rd minh c6 thé két thiic cudc ban hang do, ban sé cam théy minh
6 thé chién théng moi luc. Sy tu tin nay s€ anh hudng tich cuc dén khach
hang va kha ning ho dong y mua hang ciing c6 thé tang 1én. Ban s& ngay
cang thing tién va viéc kinh doanh ctia ban s& ngay cang phat dat.

Piéu tuyét voi nhat 1 tat ca cac k¥ ning ban hang, bao gom ca k§ ning
két thic déu duge day va co thé hoc duoc. Piéu duy nhat khién ban nlo lrfmg
vé cong viéc 1a do chua nam viing quy trinh. Nhung khi di hoc duoc cach
két thiic, sir dung cac Phuong phap da duoc thir thach qua thoi gian, ban s&
luén c6 the lam duoc.

Pén mot luc nao do, ban s& 1a mdt trong nhitng ngudi thanh cong nhat,
c¢6 thu nhap cao nhat trong linh vuc cta minh. Tuong lai cta ban 14 khong
gi61 han.



CHUONG 1 - PHAT TRIEN KHA NANG BAN
HANG THUYET PHUC

Puoc 1a chinh minh va try thanh nguoi ma ching ta c6 thé tré thanh
chinh 14 muc dich cao ca nhat cta doi ngudi

Robert Louis Stecenson

Tré thanh nhan vién ban hang xuat sac 1a cong viée can c6 ndi luc. Cong
viéc d6 bat dau tur chinh ban. Khi ban hang, pham chat cia ban quan trong
hon kién thirc vé san pham va cac ky nang ban hang cua ban, san pham hay
dich vu ban ban. Thyc té, pham chét c4 nhan cta ban quyét dinh 80% thanh
cong cua cudc ban hang.

Piéu nay dé dang duoc ‘chimg minh bang mot thue té 13 ¢6 nhitng nguoi
ban hang dat duoc doanh sb cao ngay ca voi nhimg san pham dat tién, mang
tinh canh tranh va trong mot thi truong suy thoai. Nguoc lai, c6 nhitng nguoi
chi dat duoc doanh thu it 6i voi nhiing san pham doc quyén trong mot thi
truong soi dong.

TINH THAN VONG VANG

O mot vai khia canh, su ving vang tinh than rat gidng voi su khoe manh
vé thé chat. Pé c6 mot co thé khoe manh, nguoi ta phai an uong hop ly va
rén luyén thé lyc. Su khoe manh vé tinh than doi hoi mot ché do b01 b6 tinh
than that hop 1y. Tinh than thoai mai, tAm trang tot thi doanh s6 ban hang
cling tang.

Nhitng chuyén gia ban hang hang dau thuong cé long tu trong va tu tin
16n. Sy tu tin thé hién su trudng thanh trog viéc y€u thich va ton trong ban
than. Cang danh gia cao ban than, ban cang tu tin tiép cin, gii thiéu san
pham va két thiic ban hang.

Néu khong tu tin, ban s& khong ban duoc hang. Ban sé& vién moi 1y do dé
khong phai néi chuyén voi khach hang hoac khong phai lam bat cr viéc gi
dé tranh i tir chdi hodc gap that bai.

Hay nh¢ cang yéu thich ban than bao nhi€u, ban cang yéu quy nguoi
khac bay nhiéu. Khi ban quy mén ngudi khac, ho sé tin tuéng ban va co
nhiéu kha ning mua hang.

Chung ta thuong c¢6 xu hudng nhan 10i dé nghi tir nhitng ngudi yéu quy
minh hon 14 tir nhitng nguoi ma chung ta khong hiéu rd. Chung ta mudn mua
hang cua nhiing nguoi mang lai cho ching ta cam gidc dugc quan tam that
su. Khi yéu quy va quan tim dén ban than, ban ciing s& yéu quy ngudi khac
va kha nang thanh cong cling s€ 16n hon.

TU LAM CHU CUQC DOl

Doi khi, t6i hoi chinh thinh gia ctia minh — chil yéu 1a nhan vién ban
hang:” C6 bao nhi€u nguodi ¢ day tu lam viéc cho chinh minh?”



C6 khoang 10 -15% sé thinh gia gio tay. Sau d0, t6i lai hoi:” C6 bao nhié
nguoi that sy ty lam 6ng chu?”

Dan dan, tu:ng ngudi mot nhan ra didu t61 am chi. Cung mot luc, tat ca
moi nguoi déu gio tay. Ho bat ngd nhan ra rang tat ca ho déu chinh 13 6ng
chu cua ban than.

Sai 1am 16n nhat cta ban 1a cho rang minh 1am viéc cho ngudi khac chir
khong phai cho chinh minh. Ké tir khi 1am vong viéc dau tién cho dén luc
nghi huu, ban luén lam viéc vi ban than. Ban chinh 1a giam dbc cta doanh
nghiép do chinh ban tao nén, cung cap cac dich vu cho thi trudng voi muc
gia cao nhat co thé. Ban chi c6 mot nhan vién duy nhét — 13 chinh ban. Cong
viéc ctia ban 12 ban ra nhitng dich vu t6t nhat va nhiéu nhat c6 thé trong sudt
thot gian lam vi¢e cua minh.

Nhitng chuyén gia ban hang hang dau luén chiu 100% trach nhiém voi
ban than, voi moi thir ho 1am ra cling nhu két qua cua né. Ho khong chap
nhan xin 16i hodc d6 16i cho ngudi khac, ciing khong thich chi trich phan
nan. Ho ludn néi: “Néu c6 chuyén gi d6 thi 1a do toi lam.”

COI MINH LA NGUOI TU' LAM CHU

Trong mot nghién ctru dugc thuc hién cadch day vai nam & NewYork,
nguoi ta nhan thay nhiing ngu’oi thudc nhom 3% dan dau trong moi linh vuc
ludn coi ban than la ngudi ty 1am chu. Ho lam viéc cho cong ty nhu thé 1a
cong ty cua hg. HO chiu trach nhiém trude moi Van dé trong cugc song Ho
mot minh nhan moi viéc cua cong ty nhu thé ho nim gitt 100% cd phan cong
ty.

Giam dbc ban hang cia mot cong ty thudc danh sach Fortune 500 da ké
cho toi cau chuyén ong cung v&i nhan vién ban hang hang dau ctia minh
tham gia dam phan céc diéu khoan cudi cing cta mot hop dong tri gia 200
triéu $ voi mdt khach hang quan trong. Trong gid nghi, vi khach d6 da kéo
ong ra mot chd, chi vao nhan vién ban hang va héi “ C6 phai ngudi dé 1a
lanh dao cua cong ty anh khong?”

Vi giam dbc ban hang, von hiéu rd nhan vién ctia minh hoi ngac nhién.
Ong héi lai “Sao 6ng lai nghi vay?”

Vi khéach tra loi: ¢ Trong tat ca nhiing 1an gip g& voi toi, anh ta ludn noi
“cong ty cta toi” va “ngudi ctia t6i”, “hgp dong ctia t61”,... mdi lan nhic dén
cong ty. Anh ta ndi nhu thé cong ty that su thudc vé anh ta. Co phai vay
khong?”

Vi giam ddc ban hang mim cudi néi: “ Vang, vé phuong dién nao do6 thi
dang nhu vay.

BAN LA ONG CHU

Khi 14 giam dbc cong ty kinh doanh cua chinh minh, ban s& chiu 100%
trach nhiém. Ban tu dao tao, phat tri€br va lién tyuc nang cao cac ky nang cua
minh. Ban kiém soat viéc ban hang va tiép thi, san xuat va quan 1y chat
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lugng, to chirc nhan sy va xem xét hiéu qua cong viéc.

Con sb nhimg ngudi cho rang minh bj dong hon la chu dong that dang
ngac nhién. Thay vi chiu trach nhiém véi cudc sdng ctia minh va dleu chinh
nhitng gi khong phu hO'p, ho thu dong cho doi cong ty giai quyet van dé cho
ho. Rat nhiéu thanh nién khong chiu dau tu vao viéc phét trién cac kha ning
va tu chit cia minh. HQ khong chiu doc va nghe cac chuong trinh bao chi
va truyén hinh hodac tham gia cac khda hoc. HO cho cong ty lam viéc do cho
ho. Cong ty khong chi phai tra tién ma con phai cho ho thoi gian nang cao
trinh d¢ d¢ ho kiém dugc nhiéu tién hon.

SAY ME HOC HOI

Hay tham gia that nhiéu khoa huan luyén. Coi moi viéc ting 1am 13 co
hoi dé hoc hoi thém cac ki nang. Néu cong ty dua ra cac co hoi dao tao, hay
chdp ngay lap tirc. Tat ca cac k§ nang ban hoc duoc chinh 1a sy dau tu cho
tuong lai.

Moi thtr hdm nay déu 1a do ban lya chon. Hién tai chinh la két qua cua
nhimg gi ban timg lam trong qua khir. S6 tién co thé kiém duoc ngay hom
nay 1a do nhiing gi ban d 1am va khong 1am duoc. P6i khi, nhitng diéu ban
khong lam duoc con anh hudng dén twong lai ctia ban nhiéu hon nhiing gi
ban dang lam. ' ’

NGUOI CHIEN THANG VA KE THAT BAI

Su khac biét giita nguoi chién thiang va ké that bai rat 1o rang. Nguoi
théng ludn chiju trach nhiém trude moi két qua cong viéc. Ké thua cudc luén
dua ra 1y do bao chira cho két qua kém coi.

Nhitn ké bai tran luén mac can bénh  ty bao chita”. Can bénh nay la
nguodn gdc cho “sy ra di” cua thanh céng. Khi méc phai cin bénh nay, thay
vi phan dau dé tién bo, ho lai ty bao chita cho moi khé khin trong cudc séng

nguoi chién thing thi nguoc lai. Ho ludn dua ra giai phap, tim cach giai
quyét van dé va thach thirc ma ho phai d6i mit hang ngay. Néu cach nay
khong hiéu qua, ho sé& thir cach khac, Ho khong bao gio dé y dén kha ning
thét bai.

SAN SANG LAM VIEC CHAM CHI

Khac bi¢t chinh la gifta nhan vién ban hang thanh cong va trung binh la
nguoi thanh cong luoon lam viéc cham chi hon. Theo nghién ctru cua tac gia
Thomas Stanley trong cudn sach The Millionare Next Door, 85% nhiing
nguoi tu lam giau ma ong phong van coi yéu to dan dén thanh cong ciia ho 13
“ Cham chi lam viéc “

Nhitng nguoi thanh cong luén noéi: “ Toéi1 khong thong minh hon nguoi
khéc, nhung toi ludn san sang 1am viéc cham chi hon ho.”

Nhitng nguoi binh thuong mudn va du dinh lam viéc cham chi. Ho c6 ké
hoach lam viéc cham chi - luc nao do trong tuong lai. Ho luén kéu cong vigc
vat va va phan nan minh d3 phai can ci nhu thé nao, nhung that sy ho khong
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hé cham chi.

DUNG LANG PHI THOI GIAN

Nhitng nhan vién ban hang trung binh lang phi 50% thoi gian lam viéc.
Theo nghién clru, nhitng ngudi nay di lam mudn hon mot chut, lam vige
cham hon mét chut va nghi sém hon mot chat. Ho danh phan 16n thoi gian
lam viéc dé tan gau véi dong nghiép, 1am viée riéng, doc bao, uéng ca phé va
vao Internet.

Nhitng nguoi chién thang thi khac, ho dén sém hon mot chut, 1am viéc
cham chi hon mot chat va ¢ lai mudn hon mot chat. Ho lam viéc qua gio an
trua va gio nghi g1a1 lao. Ho lam viéc vao budi tdi va trudc mdi budi sang.
Ho tan dung timg giay phut.

TRA GIA TRUOC PE THANH CONG

Hunt, 6ng chu ctia hon 200 cong ty va timg 13 nguoi giau nhat thé gidi da
no6i vé “ bi quyét thanh cong” ctia minh trong mot cudc phong véan trén dai
phat thanh.

Toi da gay dung va phat trlen hang tram cong ty. V6i 50 nam kinh
nghiém t61 thay chi ¢6 hai yéu t6 quan trong nhat dan t&i thanh cong

Thir nhét, xac dinh chinh xac diéu ban mudn. Phan 16n moi nguoi khong
bao gi¢ lam vay. Thu hai, xac dinh mirc gia ban san sang tra cho thir minh
mudn va sau d6 quyet tam tra muc gia do.

Nhitng chuyén gia ban hang hang dau that sy khao khat thanh cong va ho
san sang tra gia trudce.

THAM VONG VA KHAT KHAO

Tham vong va khat khao 13 nhitng pham chat co ba ctia moi thanh cong
vi dai. Noi 18 hon, nhitng chuyén gia ban hang hang dau c6 tham vong va
khat khao ban hang 16n hon nhirng nguoi khéac.

Ho c6 dam mé chay bong va mong muén thanh cong tot do. Ho khong dé
bét ctr diéu gi ngan can minh va ludén “khao khat” thanh cong.

Nhitng nhan vién ban hang binh thuong chi nghi 1am sao kiém du tién dé
chi trd cac hoa don. Ho nghi néu c6 thém mot don dit hang thi s€ du chi tiéu
thém mot thang. Ho khong tin rang nd luc phan dau chinh 13 yéu té song con
de thanh cong.

NO LUC HON NUA

Céch day khong 1au, mot cong ty bao hiém 16n to chirc cudc thi ban hang
vao thang 11 hang nam. Ai dat dugc chi tiéu ting 35% so voi doanh sd trung
binh hang thang s& duoc thudng mot ki nghi hai tuan ¢ Pia Trung Hai.

Trong thoi gian dua tranh, luc lugng ban hang nhu dugc tiép thém dong
lvc. Ho 1am viéc cham chi ca ngdy 1an dém dé gianh duoc giai thudng.
Nhitng nhan vién ban hang binh thuong chi dat mic doanh s6 trung binh
trong ca ndm da tré thanh si€u sao ban hang trong 30 ngay nay.

Mot nam, khi danh gia lai doanh sb cua nhirng nhan vién dat tiéu chuan
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chi riéng trong thanh 11, cong ty nay phat hién ra mdt sy that cay déng

Trong nam, nhimg nhan vién ban hang trung binh chi ban dugc ba hop dong
moi tuan Nhung trong dgt thi dua, moi tuan trung binh ho ban dugc bon hop
dong. Bang cach bit ddu sém hon mot chat va 1am viéc chim chi hon mot
chat, nhimg ngudi du diéu kién dé duoc huong ky ghi ¢ Pia Trung Hai da
ban thém duge mot hop dong mdi tuan.

Céac giam doc di chi cho nhan vién ban hang ctia minh thay chi can nd
lrc thém mot chit trong sudt ndm, ho da co thé ¢ trong nhém nhitng ngudi
thang cudc va c6 thu nhap cao sudt ca nam chir khong chi mot nam mat lan.
Piéu do lam tang thu nhép cua ho 1én dang ké trong suét 40 nam sy nghiép.

Néu mot nguoi bat dau cong viéc ban hang & tudi 25 va nghi huu khi 65
tudi va néu mot nhan vién ban hang binh thudng ban duoc bon san pham
mot thang thay vi ba san pham, ho s& c6 thém mot khoan thu nhap twong
duong vé1 muodi nam lam viéc. Noi cach khac, ho s€ c6 dugc thu nhap cua
40 ndm lam viéc chi trong 30 nam, va s€ nhan dugc cong sém hon 10 nam.

KHONG THAM VONG, KHONG HY VONG

Thinh thoang, trong cac budi hdi thao cua toi, nhiéu ngudi ndi véi toi
rang ho khong c¢o tham vong. Ho hoan toan hai long véi mie thu nhap cua
minh. Ho kiém du tién dé tra cac hoa don va khong ng nan gi hét. Ho hoi t6i
c6 thé lam gi cho ho néu ho thiéu khat khao chay bong phai dat duoc nhiéu
hon nhiing gi hién co.

T6i mién cudng ndi rang néu khong c6 tham vong, ho s& khong con chut
hy vong nao. Néu ho khong khat khao c6 duoc nhiéu hon va lam t6t hon
nhitng gi dé lam hom nay thi khong c6 ai ¢6 thé gitip ho. Tdi ndi voi ho:
“M0ot s6 nguoi sinh ra dé theo sau nguoi khac va mot s6 khac sinh ra dé dan
dau. Toi phai néi rang anh sinh ra dé theo sau nguoi khac.” Tham vong 13
yéu to song con dé dat duoc thanh cong to 1on.

XAY DUNG SU DONG CAM VA THAU HIEU

Nhiing chuyén gia hang dau ciing 1 nhitng nguoi biét dong cam, ho that
sy quan tdm dén khach hang ctia minh. Tham vong, khat vong thanh cong
cling voi sy dong cam va that 1ong quan tdm dén quyén loi cua khach hang
chinh 1a chia khoa cho thanh tich ban hang dinh cao.

Daniel Coleman, tac gia cudn sach Emotional Intelligence da néi: Dé
thanh cong, chi s6 EQ con quan trong hon chi s6 1Q. Ong dinh nghia tri tué
cam xuc 1a 14 kha ning hoa hop véi nhiéu nguoi khac nhau, nhay cam voi
suy nghi, cam giac, tdm trang cua ho. Ong két lugn sy dong cam la pham
chat quan trong nhat dé xay dung va duy tri mbi quan hé tot dep vi moi
nguol xung quanh.

Ban phai biét dong cam véi khach hang ctua minh dé hiéu ho, dé « dat
minh vao vi tri ctia ho “. Mot nguoi biét théng cam 1a nguoi biét 4i ngai véi
nguoi khac, cd gang di siu vao tim tri va trai tim ho dé hiéu dugc hoan canh
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cling nhu nhu cau cua ho. C6 mot cau noi rﬁng: “Néu c¢6 thé hiéu duoc Joe
Jones qua anh mat ctia Joe Jones, ban c6 thé ban cho Joe Jones thtr ma Joe
Jones mubn mua”.

TAM NHIN XA

Su déng cam doi hoi phai xdy dung tam nhin 1au dai. Nhitng nguoi ban
hang binh thuong ludn chi nghi lam sao dé ban dugc hang ngay lap tirc ma it
quan tdm dén cac moi quan hé lau dai hoic twong lai. Nhitng nhan vién ban
hang hang dau thi nguoc lai. Ho nghi dén viéc s& ban duoc hang cho vi
khach d6 1an tht 2 va 1an tht 3 ngay trong lan ban dau tién. Hon thé, ho con
nghi dén viéc sé phuc vu vi khach do6 trong subt 20 nam nita. Moi viéc ho
lam khi giao dich véi khach hang ngay hom nay dé duoc dat dudi mot tim
nhin xa hon. Va vi thé, ho c6 su déng cam hon nhﬁ:ng nhan vién trung binh.

Nhirng nhan vién kém cdi chi coi mdi cudc giao dich la mét co hdi ban
hang. Con nhimng chuyén gia ban hang hang dau khong coi trong viéc két
thuc viéc ban hang bang viéc tao ra mo1 quan hé 1au dai véi khach hang.

SU KET HOP LY TUONG

Can bang giita tham vong va sy dong cam chinh 1a su két hop hoan hao
cho thanh cong 1au dai trong ban hang. Néu mot nhan vién ban hang qua
tham vong, anh ta s€ it quan tam dén khach hang va khach hang s& ‘cam nhén
dugc diéu d6. Nhung néu qua dong cam, anh ta s€ khong du quyét doan dé
dé nghi khach mua hang. Can bang 13 yéu t6 that sy can thiét.

Khach hang ngay nay ngay cang thong minh hon. ho la nhiing khach
hang phuc tap nhat, hiéu biét nhat, yéu cau nhiéu nhat va thiéu “chung thiy”
nhat.

Ho c6 qua nhleu kinh nghiép dén muc c6 thé hiéu thiu nguoi ban hang
nhu nhin qua mot tim kinh. Néu nguoi ban hang khong that su quan tim dén
loi ich cuia khach hang, ho sé nhéan ra ngay. ’

PDAT NHUNG CAU HOI NGAY VA CHAM CHU LANG NGHE

Cach tot nhat dé thé hién sy dong cam voi khach hang haowcj véi bt ctr
ai 1a dat cau hoi va cham cha lang nghe ho tra 101. Va lang nghe 1a chi yéu.
Stephen Covey dd noi: “ Hay cb gang dé thau hiéu trudc, sau do 1a duoc
hiéu”. Cang danh nhiéu thoi gian dé tim hiéu hoan canh cta khach hang, ban
cang dong cam voi ho va ting kha ning ban dugc hang.

LIEN TUC LAM VIEC

Nhiing chuyén gian ban hang hang dau ludn nhiét tinh va day quyét tam
thanhc ong. Ho rat kién dinh, ngay ca khi gap su that vong va thut lui. Ho
san sang va lam viéc vat va, di xa hay tra gia trudc dé dat dugc thanh cong.

Ho ciing hiéu rang mdi thanh cong nho ma ho dat duoc déu phai tra gia
trude. Khong thé ¢6 chuyén “ Khong 1am ma lai ¢6 an”. Thanh cong khong
bao gio dén nhanh chong va dé dang. Cach duy nhat dé dat duoc thanh cong
1a trai qua nhitng cong viéc rat vt va trong thoi gian dai.
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R4t nhiéu nhan vién ban hang bi cudn va cau chuyén vé nhimg nguoi
tham gia mot linh vuc dat biét hodc thuc hién mot vu déu tu chuyén biét va
kiém duoc rat nhiéu tlen chi trong mét thoi gian ngin. Nhu:ng thuong thi
nhitng truong hop do rat hiém, con hau hét nhu:ng nguoi kiém duge tién
nhanh cling s€ bi mat rat nhanh. Nhu nguoi ta van néi: Cai gi dé dén thi cling
de di.

DO TUOI CO THU NHAP CAO NHAT

Hau hét moi ngudi dat duoc mirc thu nhap cao nhat ¢ do tudi tu sau 40
hodc 45. O My, muc thu nhap rong trung binh cua ngudi ¢ do tu01 40 la
1.010 $. Mot phan ba sd ‘nguoi giau co khi con qua tré va khong tiép tuc lam
viéc trong nhirng nam tiép theo, déu 1am vao canh khanh kiét.

Sin sang tra gia cho tham vong, khat khao, lam viéc cham chi, quyét
doan, doc hét stre trong thoi gian dai s€ tao co hoi cho ban dat dugc thanh
cong nhu mong mudn. Néu thuc hanh nhiing gi hoc duge trong cudn sach
nay, ban s€ dat dugc thanh cong hon cd tuong tuong.

LAM GIAU CHAM NHUNG CHAC

Henry Ford ting noi:” Hai pham chit quan trong nhat dé thanh cong
trong kinh doanh 13 kién nhin va tdm nhin xa, nhiing ai thiéu kién nhan s&
khong thé thanh cong trong méi truong canh tranh.”

Khong c¢6 cach kiém tién ndo 1a nhanh chong va khong doi hoi nd luc.
Nhiing ban ké hoach lam giau nhanh chéng chi hiéu qua cho nhiing ngudi
ban chung. Pung phi thoi gian cat giam dau tu. Vi nd chi huy hoai con nguoi
ban va sy nghiép cua ban.

Diéu toi té nhit c6 thé xdy ra vo1 mot nhan vién ban hang la kiém dugc
qua nhiéu tién khi nén kinh té bung no, dic biét 1a khi méi khoi nghiép. Anh
ta s€ cho réng kiém tién that dé dang. Sau do6, thoi gian con lai cua cudc doi,
anh ta s& phai tim kiém dé c6 co hoi kiém tién dugc dé dang. Va diéu d6 thi
hiém khi thanh céng. T¢é hon, thanh cong dé dang lam cho anh ta khong thé
lam viéc cham chi va chap nhan hy sinh khi can thiét dé thanh cong lau dai.
Anh ta s€ nhanh chong mat 10ng tin vao ban than va nglmg tin tudng dan dén
that bai.

TIN TUONG VAO BAN THAN VA SAN PHAM BAN BAN

Nhiing chuyen gia ban hang hang dau déu rat tu tin. Ho tin vao cong ty,
san pham hodc gia tri cua dich vu ho mang dén cho khach hang.

Ban cang tin tudong vao san pham va dich vu ctia minh thi cang dé dang
thuyét phuc khach hang tin vao diéu d6. Khach hang khong bao gio tin vao
san phém ctia ban nhiéu hon ban. William James tai dai hoc Harvard noi:”
Niém tin tao ra hiéu qua thuc té”.

Ban phai ban nhitng san phAm ma ban tin rang s& tot cho khach hang. Ai
cling ¢ 1an ban nhitng san pham ma ho khong that sy tin tudng. Néu co cam
giac d6, ban s& khong thé thanh cong trong mdt thi trudng canh tranh. Néu
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khong toan tim toan y v&i san pham minh ban, ban s& khong bao gid ban
duoc nhiéu. '

CONG THUC THAT BAI

Nhitng nhan vién ban hang khi gip t6i luon noi:” Toi that sy khong hé
thich san pham nay (hodc cong ty, hodc khach hang ma ho s& ban hang)
nhung t6i muén ban duge san pham d6. Ong co thé cho toi 101 khuyén dugc
khong?”

T6i khong thé giup ho. Néu khong yéu thich va tin tudng san pham cia
minh, ban s€ khong thé ban dugc nd. Canh tranh 13 rt 16n. Néu khong ton
trong cong ty va o6ng chu cua minh, khong thich khach hang ctia minh, ban
s€ khong c6 co hdi vuot qua nhitng nhan vién ban hang chuyén nghi¢p co
nhirg pham chat trén.

Thue té, ban khong thé thanh cong trong mot thi trudng canh tranh néu
thd 0 v&i san pham cta minh. Ban phai tin san pham ctia minh that sy “hoan
hao” va khach hang s& c6 loi khi st dung chung. Néu khong that su tin
tuong, ban s& khong bao gid thuyét phuc duoc khach hang riang ho can san
pham do.

HAY LAM NHUNG GI BAN YEU THICH

Bi quyét ban hang thanh coéng 1a 1am nhitng gi ban that su yéu thich.
Nhiing chuyén gia ban hang hang dau luén yéu thich nhimg san pham ho ban
va hoan toan tin tuong vao san pham do. Ho s€ bao v¢ va tranh luan vé né
sudt ngay suot dém. Ngay ca khi di ngu, ho van nghi vé san pham cuia minh.
Khi thtc gidc m01 sang, ho gan nhun khong thé doi dugc dén luc duoc nodi
v6i khach hang vé san pham do.

Nhu:ng nhén vién ban hang hang dau & nhitng cong ty tot nhat 1a nhiing
ngudi cudng tin vdi cac san pham va dich vu ctia minh. Vi Vay, ho ban dugc
rat nhiéu. Mot nhan vién ban hang hang dau cua t6i ting néi: “ Khi dan than
minh vao linh vyc kinh doanh nay, ban chi hoan toan lam dé kiém séng.
Nhung khi né da ngém vao mau, ban s€ c6 mot cudc séng tuyét voi”.

GIU LOI

Nhu:ng chuyén gia ban hang hang dau ludn gitr chit tin voi ban than va
nguoi khac. Trong ban hang khong gi co thé thay thé duge sy trung thyc.
Earl Nightingale ting noi: “ Néu su trung thu’c khong t6n tai, ching ta phai
tao ra nd, vi d6 1a cach t6t nhat dé lam giau.”

Ralp Waldo Emerson viét: “Hay bao v¢ su trung thuc cua ban nhu diéu
thiéng liéng nhat”. Ban phai hoan toan trung thuc, tin tudng vio ban than va
moi ngudi. Hay trung thuc voi cong viéc ciia ban dé nhan dugc nhitng phan
thuéng nhu mong mudn.

Nguoi binh thuo*ng c6 thé dé dang nhén ra nhiing 101 noi déi. Vi ¢6 qua
nhiéu kinh nghiém véi nguoi thiéu trung thuc hodc chi trung thyc mot nura
nén khach hang c6 thé dé dang nhan ra sy bat tin hoic déi tra. Piéu ngdc
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nghéch nhét trén doi 1a khi mot nguoi ndo d6 tin minh ¢ thé bién nguoi
khéc thanh ké ngbe.

SU KHAC BIET SONG CON

Mot t6 chire thuong mai qubc gia ma toi ting lam viéc da tién hanh
nghién ctru 1y do khach hang mua hang tir cong ty nay hodac nguoi nay ma
khong phai tir noi khac, du cac san pham twong dwong nhau. Sauk hi chi
50.000$ dé phong van khach hang, ho d3 dua ra két luan don gian: Nguoi ta
mua hang cua mot ngudi nao do la vi ho tin tudng anh ta. Tu “tin tudng”
dugc dinh nghia 1a “cam théy nhan vién ban hang cé thé thuc hién moi cam
két va 101 hira ctia minh.”

THANH THAT

Piéu quan trong 1a khong bao glo’ g101 thiéu san pham co bat ky diéu gi
khong diung sy that. Khong bao gid noi sai, noi qua. Thyc té, viéc hiru ich
nhat dé xay dung uy tin la chi ra diém yéu cta san pham ban ban so voi san
pham cua d6i thi canh tranh.

KET HOP CAC UU PIEM VOI NHAU

Vi chuyén gia ban hang hang dau c6 thé két hop hoan hao cac uwu diém
trén nén ho ludn c6 kha niang bién nguoi la thanh ban bé & bét ¢t noi dau ho
dén. Khi hoan toan ty tin va ddéng cam véi nguoi khac, ban s& yéu quy ban
than hon. Pén lugt khach hang, ho cing s€ yéu quy va chép nhan ban.

M6i lién hé gifta viéc nguoi xudt sic va 1a ngudi ty tin hodc trd thanh
nguoi nhu vay 1a 1:1. Su that 1a ban khong thé thich hodc yéu quy ai d6 hon
ban than. Vi vay, dung bao gio hy vong ai d6 s€ yéu quy ban hon la ban than
ho. Viéc ban cam thay thé nao vé minh chinh la yéu t6 quan trong nhat quyét
dinh moi quan hé cua ban, ca trong cudc song ca nhan 1an trong cong viéc.

CHON PUNG SAN PHAM CHO BAN

Chon mot dich vu hodc san pham dé ban hang ciing gidng nhu khi ban
hen ho hodc két hon. Ban phai chon dung néu khong no s€ khong mang lai
hi¢u qua P6 phai 13 san phdm ban yéu thich va cho rang sé tot cho moi
nguoi, dong thoi phai phut hop véi tinh cach ciia ban.

Poi khi, mot nhan vién ban hang gioi ciing c6 thé lam viéc khong hiéu
qua do chon sai san pham. Piéu nay khong c6 nghia 1a san pham hoic dich
vu d6 c¢6 van dé. Chi don gian 1a san pham va ngudi ban khong c6 sy tuong
thich.

C6 hai loai san pham,: vo hinh va hiru hinh. Mot s6 ngum c6 kha nang
ban san pham hiru hinh, trong khi nguoi khac lai pht hop voi san pham vo
hinh. Néu ban dugc loai san pham nay, chua chic ban co thé ban duogc san
pham kia.

SAN PHAM HUU HINH

San phém hiru hinh 1a loai san phém ma ban c6 thé cdm nim, cam nhéan,
kiém tra, dung thir va ném mui vi, vi du: 8 to, tau, dd dung van phong, do
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dac... Néu thich cac san pham hitu hinh, ban chi c6 thé thanh cong khi ban
cac san pham loai nay. Ban c6 thé hiéu, yéu thich va cam thay hanh phuc khi
n6i vé san pham d6.Va ban s& khong thé thanh cong hodc thich tha voi cac
san pham v6 hinh.

SAN PHAM VO HINH

Nguoc lai, san pham vo hinh 14 th&r ban khong thé cam niam, hay ném
thir. San pham vo hinh thu’O’ng 1a cac y tuong. Pau tu, gido duc, san phém va
dich vu dao tao 1a cac y tuong. Tham chi néu bat dong san dugc coi 1a mot
cudc dau tu thi cung la mgt dang ¥ tu:ong dua trén cac khai niém va con sé.
Néu yéu thich cac y tudng va khai niém, ban chi c6 thé ban cac san pham vo
hinh.

TIN VAO TRUC GIAC

Céch t6t nhat dé xac dinh minh thudc nhom nhén vién ban hang nao la tu
hoi ban than:” Minh y€u thich san pham cu thé hay thé gioi cua cac y
twong?”. Ban mudn 1am viéc bang doi ban tay va cac san pham c6 thé cam
nhéan, cAm nim duoc? Hay ban thich triét hoc, tam 1y hoc va si€u hinh hoc?
néu thich tranh luan vé chinh tri, ton gido hay cac khai niém, ban s€ cam théy
thodi mai nhat khi ban céc dich vu v hinh. Néu niém dam mé chinh la
nhirng vat cu thé nhu nha cua, xe cd, qu?m 40, may tinh ... ban nén ban céc
san pham hiru hinh.

Néu timg tham gia mot linh vuc va cam thay khong thoai mai v6i nhiing
san phém hodc dich vu cu thé, thi nghia 1a ban da chon sai san phém. Khi
ban cac san pham phu hop, ban s& don hét tam tri va cam xuc vao d6. Piéu
nay s€ kich thich va cu6n huat ban. Ban thich thu nghi dén san pham do, tranh
luan vé nd véi moi ngudi. Nhung néu khong toan tdm toan y voi san pham
minh ban, co6 1€ ban da lua chon sai.

CHIA KHOA THANH CONG

Pé thanh cong trong ban hang, ban phai that sy yéu thich san pham va
htng thu voi nhitng diéu san pham co thé mang lai cho khach hang. Ban chi
thanh cong khi tin minh dang ban mot san pham hodc dich vu tuyét voi hon
cac san phérn, dich vu cung loai trén thi truong.

“Bai kiém tra nghiém ngat” dé xac dinh liéu ban c6 ban ding san pham
hay khong chinh 13 bai kiém tra vé mirc d6 nhiét tinh ctia ban véi san pham
d6. Nhiét tinh 1a cam xuc xuat phat tr bén trong nén chi c6 thé duoc tao ra
khi ban lam gi phu hop véi cam nhan. Con néu khéng thi ré rang ban da
chon sai.

NGUONG MO NGUOI THANH DAT

C6 1& cam xuc thudng thdy nhat & nguoi khong thanh cong 13 ghen ti
hoac oan gian. Ho ghen ti v&i thanh cong cia nguoi khac. Ho tim moi co hdi
dé chi trich va phan nan vé nhitng ngudi 1am viée tot va thuong 1a ndi sau
lung. thai do tiéu cuc cua ho khong anh huong dén nhitng nguoi thanh dat
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nhung lai khién ho cang that bai vé mat tu cach trong sw nghiép.

Hay lu6n ngudng m¢ nhiing nguoi dung dau trong linh vyc cua ban. Hay
noi vé€ ho mot cach tich cyc. Ton trong va coi ho la hinh mau dé phan dau.
C6 gang hoc hoi nhitng mit tich cuc ciia ho. Hay biét vui mung trude nhiing
thanh cong cua ho. Hiy ludn nhé rang nhitng gi ho ¢6 thé lam duogc, ban
cling c6 thé. Hay biét on nhitng ngudi di trude va kiém duoc nhiéu tién hon
ban. Diéu d6 co nghia 1a ban cling co thé dat dugc muc tiéu nhu vay. Luon
mong ngudi khac c6 nhitng th ma ban wdc mudn cho ban than.

LAP TRINH BE THANH CONG

Khi ngudng mo va tén trong nhitng ngudi thanh dat, hdy ghi vao tiém
thire dé co thé noi va lam theo ho mot cach chinh xac. Va khi ban dé ghi nho
dé thanh cong thi tiém thic s& mang lai cam htng va nang lu:ong, chién luoc
dé ban dat duoc muyc tiéu cia minh. N6 s& 16i cubn moi nguoi va dua y
tudng dén véi ban, gitp ban co dugc giai phap cho moi van dé. P6 chinh 1a
strc manh 16n nhét trén thé 2161 ma ban co thé st dung theo cach cua ban.

TU TIN MONG BOI THANH CONG

Sau nhitng nghién ctru day strc thuyét phuc trong hon 50 niam, cic nha
tam 1y phat hién ra rang: Thai d6 mong doi day tu tin ludn di cung voi nhiing
thanh cong ruc r& & moi linh vuc. Mudn c6 thai d6 d6 thi trude hét ban phai
1a nguoi lac quan. Sy lac quan s€ tac dong dén nhiing nguoi xung quanh ban,
khién ho phan tng tich cyc hon v4i ban va cac yéu cau cua ban.

Quy tic cua su don doi 1a:” Néu ban mong doi diéu gi véi long tu tin,
ban s& hoan thanh udc nguyén cta minh”. Néu don doi thanh cong, ban sé
thanh cong. Néu muén bat ¢t noi nao ban dén, moi nguoi déu biét dén ban,
ban s& dugc biét dén. Néu mudn c6 nhitng gid phut vui vé, ban s& dugc vui
veé. Mong muén cua ban s& trg thanh hién thuc.

Nhirng mong doi cua ban s€ that sy anh huong dén nguoi khac. Néu ban
tu tin mong doi ban dugc cho mot khach hang, thi diéu d6 sé& tac dong tich
cuc dén khach hang va khién ho dua ra quyét dinh c6 loi cho cé hai bén.

QUYET TAM CHO BQI BPIEU TOT BPEP NHAT

Mot trong nhitng rao can ¢n nhat khi ban hang 1a mong doi mét cach tiéu
cuc. Piéu nay xay ra khi nguoi ban hang, do thai d6 hoic kinh nghiém,
khong tu tin s€ dat dugc thanh cong. Mot cach vo thic, ho c6 nhiing mong
doi tiéu cuc tir trude va khi dén gap khach hang, ho di tu thuyét phuc rang
minh dang lam mot viéc ton thoi gian. Vi khach bi anh huéng béi tam 1y cua
ngudi ban hang va dap lai dé nghi mot cach tiéu cuc.

Mong doi cua ban, du tich cuc hay ti€u cuc, hoan toan do ban tu kiém
soat. Chiing c6 thé giup hodc lam hai ban ciing nhu tac dong dén hanh vi ciia
nhirg nguoi xung quanh. Vi thé hay chic chan ludn giit nhimg suy nghi tich
cuc trong moi vi¢c ban lam.

TU TIN PHOT LO SU HOAI NGHI CUA KHACH HANG
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R rang tat ca cac khach hang ludn chan chir khi mua saim. Ho ludn hoai
nghi. Ho ¢6 qué nhiéu kinh nghiém cay ding voi nhitng nhan vién ban hang.
Va vi thé, ho ludn tir chdi va dua ra cac 1y do theo phan xa dé khoi phai mua
hang. “T6i khong thich”, “T6i khong c6 tién”, “Budn ban bay gid i ach 1am”,
“Pé t6i xem da”, “Toi con phai hoi ¥ kién ngudi khac”, “Pé lai cho toi
xem”,.... Nhung khong cau nao la ly do that su. B6 1a mdt phan Gng tu
nhién va thuong xay ra trude bat ctr 16i chao hang nao.

Nhung néu ban that sy tin s& ban duoc hang va khong dé y dén 10i tir
chéi, rét cudc khach hang ciing thdy thoai mai va doi y. R4t nhiéu khach
hang khong kién dinh da thay d6i quyét dinh trudc thai do tich cuc va su tu
tin cua nguoi ban hang.

Nguoi ban hang chi don gian phdt 1o sy kién quyét ban dau cta khach
hang, tiép tuc noi, dua ra cau hoi va lang nghe. Cudi cung, su kién quyét do
s& bi pha bo va khach hang s& quyét dinh mua.

Khi mdt chuyén gia ban hang ban cho ban, hay gilr lai cdm gidc mua
duoc hang Hay that sy y€u thich kinh nghiém d6. Ban khong phai trai qua
cam giac héi tiéc ctia nguoi mua. Ban thiy vui vi mua duoc san pham va
dich vu va ban hido hirc mong nhan duogc no, bat dau st dung va tan hudéng
san pham d6. Ngudoi ban hang cang tu tin va lac quan thi ban cang hai long
véi 1an mua hang d6. Do cling chinh la myc tiéu cua ban.

THAY DOI SUY NGHI, THAY POI CUQC BOI

Theo quy tic tuong tng:” Thé gidi bén ngoai chinh 1a tim guong phéan
chiéu ndi tAm ctia ban”. N6i cach khac, moi thir dién ra bén ngoai déu phan
chiéu nhirng gi dién ra bén trong ban. Néu mudn thay d6i hoic hoan thién ky
ning ban hang hoic cudc sdng ca nhan, ban phai bat dau thay d6i tir chinh
ndi tAm ctia minh. T4t ca nhiing gi chung ta can 14 tao ra nhiing thay d6i bén
trong mot cach tich cyc va mang tinh xay dung.

NUOI DUONG TAM HON BANG PROTEIN TINH THAN

Bat dau tir hom nay, hdy quyét dinh s& danh mdi ngay tir 30> dén 1h dé
doc sach vé linh vyc ctia minh. Hay tao cho minh mét thu vién nhitng cuén
sach vé linh vuc ban hang. Moi sang, thay vi doc bao hodc xem tivi, ban hay
danh 30’ dén 1h doc vé ban hang. Piéu nay s& gitip ban c6 modt ngay lam
viéc tot hon.

Henry Ward Beecher tu.’ng n6i:”Gio dau tién 13 tay lai cho ca ngay”.
Nhiing gi ban nghi trong gio' dau tién s& anh hu:cmg tGi tinh than chung cho
ca ngay. Neu suy nghi tich cuc va hang hai trong gid dau tién ba s& lam viéc
t6t hon sudt ca ngay. Ban sé& vui vé, thoai mai va tu tin hon. Ban ciing s6i ndi
hon va nhanh 4y lai tinh than hon khi bj tir chéi va that vong.

Moi budi sang, hdy day sém hon hai gio' trudec mot cude hen. Néu phai
lam viéc dung 8h sang, hay day tir 6h, danh 1h dé doc sach rdi sin sang lam
viéc ca ngay. Nhitng chuyén gia ban hang hang dau luén diy sém va san
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sang 1am viéc ngay 1ap tirc. Nhitng ngudi binh thudong ludn thirc gidc vao
phut cudi, chay loanh quanh va voi va dén co quan ma khong kip suy nghi
hay chuan bi gi. ﬁ '

TRO THANH MOT NGUOI HIEU BIET

Bang cach ddy sém mdi sang va danh tir ntra gio dén mot gio doc sach
ban hang, ban s¢€ doc duoc 1 cudn sach mdi tudn. Nhu vay, moi nim ban doc
dugc khoang 50 cudn sach. 50 cudn sach nhan véi 10 nim twong duong voi
500 cudn sach. Ban c6 nghi diéu nay s& anh huong nhat dinh dén két qua ban
hang hodc thu nhdp cua minh khong?

Su that 14 khi 1ap ra quy tic mdi sang danh 30 dén 1h doc sach vé linh
vuc ctia minh, ban s& nhanh chéng trd thanh ngudi hiéu biét, c¢6 k¥ ning va
duogc tra lwong cao nhat. Poc nhitng cudn sach hay nhat do nhitng chuyén
gia ban hang viét trong nhiéu nim, ban s& doc dugc cic ¥ tudng, cd thém
hiéu biét, chién lwoc va ky nang. TAt ca s& giip ban ban dugc nhiéu hon,
nhanh hon nhting gi ban tuong tugng.

Ban nén doc nhing cudn sach nao? Bung lo lang, theo luat hap dan, ban
s& chon duoc ding cudn sach hay vao thoi diém thich hop. Khi c¢6 duge mot
thu vién sach cho riéng minh va doc chung mdi sang, sach s& dan tr¢ thanh
dong luc thiic day su nghiép cua ban. Ban sé& dat dugc thanh céng nhanh hon
va tu tin hon. Thu nhap ctia ban s& ting gap d6i, gip 3 so voi nhiing gi ban
da nghi. ’ ‘

THU NHAP TANG GAP 3 LAN

Cach day khong lau, mot chang trai tré tén 1a Bob t&i du budi hoi thao
ban hang cua t6i. Anh ta c6 mai toc dai, roi bu va thai do rét tiéu cuc. Trong
budi hoi thao hom do, t6i giai thich tAm quan trong ctia viéc danh 30° dén 1h
dé doc sach mdi sang. Anh ta ngdi yen ca ngay, ghi chép va sau khi két thuc
ho1i thdo, anh ta di ngay ma khong n61 mot 101.

Hai thang sau, t61 nhan dugc mot cudc dién thoai tr chu cia Bob. Toi
dugc biét Bob sinh ra trong mot gia dinh khong hanh phiic. Bob nghi hoc tir
cap hai va ting 2 lan pham phap. Cudi cung, Bob duoc ¢6 chi don vé &
cung. Anh ta that nghi€p, khong co6 tham vong va xem tivi ca ngay. Cudi
cung, nguoi chu quyet dinh budc Bob phai kiém mot cong viée, bat ctr viee
gi thay vi tlep tuc ngdi ¢ nha ca ngay.

KHOI DAU BAN HANG CHAM CHAP

Boc mién cudng di tim vige va tr¢ thanh nguoi ban hang, truc tiép an hoa
hong va ctr thé di tir nha nay sang nha khac, tir cong ty nay sang cong ty
khac. Bob ban dugc rat it va khong klem dugc nhiéu tién. Nhung Bob van
phai lam cong viéc nay dé tiép tuc duogc sdng cung cd chi.

Mot ngdy, ngudi chi doc dugc bai quang cao vé budi hoi thao cia t6i
trén bao va trong tAm trang tuyét vong, éng quyét dinh dua chau minh dén.
Bob khéng mudn di. anh ta di chi vi cht minh di tra tién, dua dén budi hoi
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thao va don vao cudi budi.

Tuy nhién, trong hai thang sau khi tham dy hoi thao, diéu ky diéu da xay
ra. Piéu dau tién Bob 1am khi vé nha 1 mua mot cudn sach vé ban hang.
Anh ta bat dau ddy sém mdi sang va danh 30’ doc sach trude khi di ban
hang. Trong mét tudn dau tién, Bob danh mdt tiéng dé doc sach hang ngay.
Sau do, Bob day vao luc 5h sdng va doc sach 2h trudce khi di lam. Doanh sO
ban hang cua Bob tang vot, mot viéc chua tirng c6. Va cudi cung Bob tré
thanh mot hién tugng. Bob bt dau pha ky luc ban hang. Va ban cang duogc
nhiéu hang, Bob cang trd nén ty tin va hang hai.

SIEU SAO BAN HANG

Bob bat dau thay d6i ngoai hinh, cit toc va chai chudt gon gang. Bob
mua quan 4o mdi dé trong chuyén nghlep hon. Céac nhan vién ban hang khac
trong cong ty bat dau ton trong va xin anh 10i Khuyén.

Sau tuan sau khoa hoc cia toi, Bob dugc bo nhiém lam giam ddc ban
hang va phu trach mot khu vuc kinh doanh nhé. Hai thang sau khoa hoc,
Bob cung chi minh di mua chiéc 6 t6 dau tién. Thu nhap ciia Bob d3 ting
gap 3, gap 4 lan va tinh cach ciing hoan toan thay doi.

Chu cua Bob cho biét: Bob nghi rang tat ca nhitng thanh cong cta anh 1a
do da bi budc phai tham du budi hoi thao cta téi. Bob néi diéu quan trong
nhét anh hoc duoc 1a gia tri cua viéc doc sach vé ban hang it nhat 1h mdi
ngay trudc khi di lam. Piéu d6 da thay do6i cude doi anh.

DON GIAN NHUNG MANH ME

Nguuoi binh thudng chi doc chua dén mot cudn sach mdi nam. Rat nhicu
nhan vién ban hang khong doc bat ctr cudn sach nao vé linh vuc ctia minh.
Thuc té, co6 dén 90% khach hang mua sach ban hang khong phai 1a chuyén
gla trong linh vyc nay. Nhung bat ctr khi ndo néi chuyén véi nhitng chuyén
gia ban hang hang dau vé tim quan trong ctia viéc doc sach, toi ludn ngac
nhién trudc s6 lugng sach ho da va dang doc.

Ho giéng nhu nhitng thu vién sach ban hang, nhé nhu in cac tén sach, tén
tac gid va cac khai niém trong thu vién sach ban hang ctia minh.

Khi bat dau doc 1 cudn sach mdi tuan, 50 cubén sich mdi nam, ban sé ra
khéi nhém nhitng nhan vién ban hang binh thuong. Ban s€ gia nhap nhom
dan dau va bat dau ban dugc nhiéu hon nhitng gi ban timg mo udc. Hay thir
va tu kiém nghié¢m.

C6 mot cau nodi:” Poc sach d6i voi tAm hon ciing giéng nhu viée luyén
tap thé duc cho co thé”. Poc cang nhiéu sach, ban cang nhanh nhay va lanh
loi. Khi doc nhiéu sach, ban s& hoc dugc nhiéu y tuéng méi dé ban dugc
nhiéu san pham hon. Poc cang nhiéu sach, ban sé cang sém trd thanh ngudi
dan dau trong linh vyuc kinh doanh cta minh. ‘

LUA CHON NHAN VIEN BAN HANG HANG AU

Mot khach hang cta toi 13 giam d6c ban hang c6 32 nhan vién dudi
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quyén. Ho kinh doanh trong mét linh vuc ¢6 tinh canh tranh cao. Nhung thu
nhép trung binh ctua cac nhan vién ban hang trong cong ty ban ong ta cao gap
3 1an cac d6i thi. Do vay, ai cling muén 1am viéc cho 6ng ta. Rat nhiéu nhan
vién ban hang & cac cong ty khac thuong xuyén nop don xin viéc & cong ty
nay.

Ong cho biét da tim duugc mot cach don gian dé chon ra ngudi thang
cudc cho cong Vlec ban hang. Khi phong van mot nhan vién ban hang tiém
nang, ong s€ n6i:” Cam on anh da danh thoi gian dén day. Trudc khi bat dau,
t61 muon hoi anh mot céu:” Anh hay ké tén nhitng cudn sach va chuong trinh
phat thanh vé ban hang ma anh yéu thich trong thu vién ¢4 nhan cia minh?”

Néu Umg cur vién d6 lung ting hodc nodi réng T6i khong c¢6 cudn sach
nao ca”. Thi dng ay s€ ding day, bat tay va tién ho ra ctra.

Néu tmg cr vién nayf c6 thé nhanh chon ké tén cac cubn sach va chuon
trinh phat thanh ma anh ta doc va nghe thi ngudi d6 gan nhu chac chin dugc
nhan.

BAI KIEM TRA GIA TRI BE DU POAN THANH CONG

Piéu ma vi giam ddc trén hoc duoc 14 mot nhan vién ban hang khong
quyét tam tién bo bang viéc dau tu vao cac cudn sach va chuong trinh phat
thanh s& khong thé thanh cong trong mét thi trudng canh tranh. Ong d3 hoc
duoc cach chi chon ngudi quyét tAm thuc hién ké hoach tu phat trién ban
than va nghe nghi¢p. Do la nguoi s€ nhanh chong tré thanh siéu sao ban
hang va kiém dugc gap ba lan c4c nhan vién ctia cac cong ty kinh dich.

Diéu nay cling giong nhu cac van dong vién thua can, khong c6 kha
nang, hat thudc, an udng vo do va khong c6 gang luyén tap. Du c6 tot dep va
chan thanh dén dau, khat khao chién thang bao nhiéu thi van dong vién do
cling khong c6 co hdi vuot qua cac dbi tha duge rén luyén day da va co
quyét tam.

Tac gia Reed Buckley da ting noi: “ Néu nguoi khac lién tuc rén luyén
va nang cao nang luc, con ban lai khong thi ban s€ thua”.

LANG NGHE CAC CHUONG TRINH PHAT THANH

Nha dién thuyét kinh doanh Nick Carter timg néi: “ Hoc qua dai 1a mot
dot pha gido duc vi dai nhat ké tir khi bao in ra doi”.

Khi méi bat dau ban hang, toi thdy nan long va chan nan do phai lam
viéc trong nhiéu gio ma két qua thi nghéo nan. C6 mot nguoi khuyén téi nén
hoc qua dai. Piéu d6 di thay d6i cudc doi toi. Ngay bay gid, sau rat nhiéu
nim, t6i van nhé nhitng bai hoc tuyét voi trén dai phat thanh tir cic chuyén
gia ban hang hang dau khi ho chia sé kinh nghiém va giai thich Phuong
phap.

Khi tiép tuc nang cao kién thic bang cach hoc qua dai, do lién tuc phai
thuc hién lai cadc cudc ban hang, ban phai tu diat minh vao vi tri phai no6i va
lam nhimg gi nguoi chién thang ludn 1am trong cac tinh hudéng ban hang.
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HOQC TRONG KHI DI CHUYEN

Trung binh mdi nim cac nhan vién ban hang s& di chuyén khoang
40.000km. Ttrc 1a trung binh mdi nim ho s& di trong khoang thoi gian 1a
1000 gio, twong duong voi 6 thang lam viéc, 40 gid mat tuan hodc hai hoc
ky & truong dai hoc.

Mot nghién ctru gan day cta dai hoc California cho thdy: Ban co thé
hoan thanh mot ndm hoc dai hoc chi bang cach nghe cac chuong trinh giang
day trong khi di chuyén tir noi nay dén noi khac.

Ké tir hom nay, khi lai xe, hay bién chiéc xe cua ban thanh mot “lop hoc
trén banh xe”. Nhu Zig Ziglar n61:” Hay tham gia trudng dai hoc trén 6 t6 va
danh tét ca thoi gian cho sy nghi¢p cua minh”.

Bang cach bién chiéc xe thanh mot “cd may hoc”, ban s€ phai ngac nhién
truge so luong khong 16 cac ¥ tudong vi dai duoc nghe mdi tuan, mdi thang,
moi ndm.

KIEN THUC CO PONG

Mot chuong trinh dao tao hay trén dai phat thanh chtra lugng thong tin
hay nhat cta muoi, 20 hay tham chi 50 cudn sach. Bé mua va doc timg do
sach, ban sé& ton hang traim $ va phai mat hang tram gio. Thay vao do, ban ¢o
thé thu nhan tinh hoa di duoc c6 dong lai clia céc nha tu tuéng xuét sic nhat
trong linh vuc ctia ho, chi bang cach nghe cac chuong trinh phat thanh khi 14i
xe khap noi.

Khong chi vy, ban c6 thé ding chwong trinh lai khi bat gip mot y tuong
hay va danh chut thoi gian dé nghi cach ap dung ¥ tudong d6 vao cong viée
ctia minh. Ban c6 thé tua lai chuong trinh nay va nghe lai vai lan. Bang cach
do, ban s€ ludn gitr dugc tinh than tinh to va nhanh nhay. Giéng nhu mot
ngoi sao thé thao, khi dén gip khach hang, ban sé& tap trung va lam viéc tot
nhat trong kha ning ctia minh.

TAN DUNG TUNG PHUT

Bi kich 16n nhat 1a mot ngudi binh thudng lang phi thoi gian hoc hoi quy
bau. Trong khi lai xe, thay vi nghe chuong trinh dao tao, ho lai nghe nhac.
Ho b6 16 1 trong nhitng co hoi hoc héi 1on nhét doi véi mot nguoi ban hang
chuyén nghiép.

Nguoi ta noi Radio 1a “keo cao su cho tai”. Dbi véi ngudi ban hang,
nghe dai ciing gidng nhu viéc cac van dong vién phai kiéng keo va cac d6
udng nhe. Nhitng chuong trinh hap dan trén dai sé khién ban mat tap trung
va dé bi phan tan. Thay vi nghi cach de ban hang c6 hi¢u qua, sac manh tinh
than ciia ban yéu di. Ban di danh mat “mot mili nhon sic bén” ciia minh.
Pung dé diéu do say ra. i ‘

LAM NHUNG GI NGUOI DAN PAU LAM

Nhitng nguoi ban hang duge tra luong cao nhat ma toi biét ludn ling
nghe cac chuong trinh ddo tao moi lic ¢ thé. Chiée xe cua ho chinh 13 “16p
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hoc di dong”. Ho Iudn co nhiéu chuong trinh khac nhau va lya chon chuong
trinh ma hoc cam théy can hoc & tung thoi diém.

BAN CO THAT SU NGHIEM TUC

Néu mot nguoi ban hang lam viéc trong linh vyc ban hang ¢ tinh canh
tranh cao danh gia thap viéc nghe bang dia khi l4i xe, d6 chinh 1a d4u hiéu
cho thiy nguoi d6 khong that sy mudn thanh cong. To6i di 1am viée véi rat
nhiéu chuyén gia ban hang phai vat 16n nhiéu nim véi thu nhép thap va sau
do, nhd cham chi nghe cac chuong trinh phat thanh (trong s6 do thuong c6
chuong trinh cua t61), thu nhap ctua ho tang gap doéi, gap ba, doi khi trong 30
ngay. ‘

NHUNG CAU HOI THAN KY

C6 hai cau hoi tuyét voi gitip ban phat trién ban than nhim dat duoc
doanh s ban hang cao nhat. P6 1 hai trong s6 nhitng cdu héi hay nhat toi
hoc dugc. T61 da sur dung chung trong rat nhiéu nim va chinh hai cau hoi
nay giup toi kiém duoc hoic tiét kiém hang nghin $.

Cau dau tién 13 hay hoi ban than sau mdi cudc ban hang: “Minh da lam
dang chua?”

Cau hoi nay gitip ban tap trung vao nhitng phan lam t6t nhat. Tham chi
néu cudc ban hang hoan toan that bai thi & mot mit ndo d6 ban van lam
dung. Piéu quan trong hon 12 ban d3 khang dinh dugc phan t6t nhét trong
cong viéc cua minh, vi vay ban khong phai lo minh da vo tinh bo di cai gi do
quy gia.

Ban c6 thé viét:

“Minh d4 chuan bj can than.”

“Minh da tim hiéu khach hang tir trudc”

“Minh da dén dtung hen”

“Minh da an mac lich su, gon gang”

“Minh d4 dua ra cac cau hoi va cham chu lang nghe trude khi noi”

“Minh d4 trinh bay day du”

“Minh d4 hai 1an dé nghi khach dat hang”. Va con nhiéu cau hoi khac.

Bang cach dit ra cAu hoi:” Minh di lam ding chua?” ban s& ludn tap
trung vao nhiing phan viéc da lam dugc. Khi xem xét lai cac cong viéc ngay
sau khi tiép xtic ban hang, ban hay luu giit chung trong tiém thirc va tao ra
mot phan xa v6 diéu kién cho nhiing cudc tiép xuc khach hang tiép theo.

TAP TRUNG VAO VIEC CAI THIEN

Cau hoi thir hai ma ban can hoi minh 12 “ Minh c6 thé 1am gi dé cai thién
van dé?”

Cau hoi do budc ban nghi vé nhiing diéu tich cuc ban c6 thé lam dé cai
thién tinh hinh khi gdp tinh hudng tuwong tu. Néu cudc tiép xtc thanh cong,
van con nhitng diéu ban c6 thé lam khac di dé dat két qua tot hon trong
tuong lai.
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Uu diém cua hai cau hoi trén chinh 13 céc cau tra 10i déu mang tinh tich
cuc. Budc ban than phai xem lai va nghi ra nhitng cach 1am viéc tot nhat.
Nho d6, néu lan sau gap tinh hudng twong tu, ban c6 thé sir dung nhimng gi
da duoc luu lai trong tiém thirc ctia minh.

LAP TRINH BAN THAN MOT CACH TiCH CUC

Nguoi ban hang trung binh thuong dua ra cac cau hoi sai. Thay vi tu
hoi:” Minh d3 lam t6t nhitng gi?” thi ho lai héi:”Minh d3 1am sai ¢ dau?”.
Thay vi cha y dén nhiing gi minh 1am t6t nhat, ho lai tp trung vao diéu té
nhat. Piéu nay khién cho ho lip lai 16i twong tu & cac giao dich tiép theo voi
khach hang. Va so voi cau hoi “ Minh da mac 15i gi?” thi “Minh c6 thé 1am
gi dé cai thién van dé?” hay hon nhiéu. Néu cir ddm chim vao nhitng sai 1am
va thiéu s6t, chic chian ban sé 1ap lai chung.

Nguoi thanh cong ludn nhd lai nhitng 1an ban hang thanh céng nhat. Ho
xem lai va tap theo nhiing gi hay nhat ho da lam hodc néi véi khach hang.
Két qua, nhitng kinh nghiém hay luén dugc ho ghi nhd. Va sau do, ho lap di
lap lai nhitng diéu d6 trong cac 1an ban hang sau.

SUC MANH CUA LOI GOI Y

Nhiing goi y ¢6 anh huong rat 16n dén ban trong ngdy va trong ca cudc
doi. Chia khoa thanh cong 1 kiém soat hoan toan cac anh huéng mang tinh
go1 mo ma ban da dua vao tiém thirc va nhan thirc ctia minh. Ban phai nd luc
hét stic dé dam bao nhimg anh huong vé tinh than cang tich cuc cang tot,
gidng nhu ban sé& chi an nhitng moén an ¢o loi cho strc khoe néu mong minh
luén khée manh.

Ban chiu anh hudng tich cuc hodc tiéu cuc tir tat ca nhu’ng gi nhin thay,
nghe thay, suy nghi, trai nghiém va con nguoi trong thé gidi clia ban. Néu
xem chuong trinh tivi mang tinh ti€u cuc hodc bao luc, thi hoan toan vo
thirc, ban cling s€ tré nén ti€éu cuc hon. Néu nghe nhiing diéu vo bo trén dai,
no s€ can trd tam tri ban giéng nhu mot dong nudce bi chdn lai va ban s€ lam
viéc kém hiéu qua. Néu doc sach, tap chi hodc nhimng to bao thiéu tinh xay
dung, tam tri cta ban s€ toan nhiing diéu vé van, lam ban tri tré va d& nan
long hon.

ANH HUOGNG CUA NHUNG NGUOI XUNG QUANH

Piéu quan trong nhat trong moi truong cua ban co 1€ la sy hién dién cua
nhitng nguoi ma ban thuong xuyén tiép xuc. Trong cudn sach The Achieving
Society (X& hoi thanh cong), tién si David McClelland cta truong dai hoc
Havard nhan dinh “nhom tham khao” tiéu cuc c6 thé khién ban subt doi that
bai.

Nhém tham khao cua ban gém nhitng nguoi xung quanh ban, nhing
ngu:0’1 ban tiép xuc va nhitng nguoi ma ban nhan biét dugc. Nhom tham khao
c6 vai trd quan trong nhat gop phan tao nén tinh cach ban chinh 13 gia dinh.
Néu cha me khong bao gid hai 1ong hay chi trich, diéu ndy s& anh hudng
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sudt cudc doi ban. Viée cac anh chi em ctia ban c6 xu hudng gitip d& hay
pha hoai s€ anh hudéng dén ban 1au dai. Khi trudng thanh, ban b¢ ¢ trudng,
gido vién, dong nghiép va cac moéi quan hé khac s& anh huong rat 16n dén
suy nghi va cdm x1Uc cua ban.

BAY CUNG CHIM UNG

Khi tru:é’ng thanh, ban can can trong lya chon ban be va cac moi quan h¢.
Zig Ziglar noi: “ban khong thé bay cung chim ung néu tiép tuc chung song
voi 1i ga tay.” Hay gan giii nhitng ngudi sdng tich cyc va ¢6 muc dich; két
giao v4i nhitng ngudi thanh cong trong cudc séng; chi danh thoi gian cho
nhitng ngudi ¢ nhitng dirc tinh ma ban ngudng md va mudn hoc hoi.

Hon nira, hdy tranh xa nguoi ti€u cuc; tranh xa nhiing nguoi ludn phan
nan va hay chi trich; dic biét tranh tham gia khi ho bat d¢au phan nan vé cong
viéc hodac nhirng nguoi thanh cong. “Hi¢u ting ké bai tran” dé co thé anh
huong va lam hong moi co hoi thanh cong cua ban.

GIU MOI QUAN HE

Ban nhé cau tyc ngit “Noi ndo vung ay” va “nguu tAm nguu ma tim ma”
cht? Nhitng chuyén gia ban hang hang dau thu:c‘mg 1a nhitng nguodi don doc
nhung khong c6 nghia 1a “c6 don”. Chi don gian, ho ludn than trong chon
lua nhu:ng ngudi dang dé ho danh thoi gian chir khong tuy tién giao tiép véi
bt ¢t ai ho gap. Ho danh thoi gian cho chinh minh hodc véi nhitng ngudi
mang lai cac mbi quan h¢ gia tri va tha vi cho ho. Ban cling nén lam nhu
vay.

PHUONG PHAP 100 CUQC GAP

C6 mot cach tuyét voi dé ap dung cac ¥ tudng trén vao thuc té, do 1a
“Phuwong phap 100 cudc gip”. Bat cir khi ndo bat dau mot cong viéc ban
hang mai, to1 lai dat ra muc ti€u 1a thuc hién 100 cudc gap mat trong khoang
thoi gian ngan nhat c6 thé. Tur luc do, t6i ddy som, chuan bi k¥ cang, va lam
viéc ca ngay, thuong xuyén tiép xtc. .. dé hoan thanh muc tiéu 100 cudc gip.

Ping lo lang dén viée lidu ban c6 ban duoc gi khong khi thuc hién 100
cudc gap nay. Héy bo y dinh ban hang sang mot bén va tap trung vao vi¢c
gap g& 100 nguoi va gioi thi€u cac san pham va dich vu cho ho. Trudc tién,
hay quyét tam gip g& 100 ngudi va lang nghe cac cau hoi cling nhu 101 tu
chdi cta ho, ban s& hoc duoc nhiéu hon nguodi hoc mot hodc hai nim cach
ban dugc san pham.

BAT DAU BAN HANG

Diéu tuyét voi thir hai 13 do khong phai chiu 4p luc phai ban duoc hang,
nén ban s& ban duoc hang ma khong phai nd lyc. Sy tu tin va ning luong sé
ting 1én sau moi mot cudc tiép xuc khach hang. Long tu ton cling ting 1én.
Ban sé& hdy binh tinh va thoai mai hon. Két qua, ban s& quy mén khach hang
cua minh hon, ho cling thich ban va mudn mua hang cho ban. Khi hoan
thanh 100 cudc tiép xuc, su nghi¢p ban hang ctua ban s€¢ khoi sic va dat toi

24



dinh cao.

Trong hai nam sau, ban s€ ban dugc hang cho rat nhiéu nguoi trong )
100 ngudi ban tiép xtc trong giai doan khoi dau. Do ludn thoai mai va
khong tao ra ap luc budc ho phai mua hang nén ho cling rat thoai mai, va sé
nghi dén ban mdi khi muén mua nhing san pham ban co.

THOAT KHOI TINH TRANG TRI TRE

Ban c6 thé str dung Phuong phap 100 cude gap khi ¢ tinh thé tién thoai
ludng nan hoic khoi ddu mot nim ban hang mai hay tham chi ngay ca trong
mot thoi ky ban hang moi. Bat ctr lic nao, ban cling ¢ thé ting hiéu suat
lam viéc cia minh bang cach dat ra muc tiéu thuc hién 100 cudc tlep xUc
tryc tiép cang nhanh cang tot ma khong can quan tdm dén viéc c6 ban dugc
hang hay khong. Phuong phap nay giup ban khai pha tiém ning lam viéc
hiéu qua nhat.

Khi két hop Phuong phap 100 cudc gap voi cac Phuong phap tam ly ma
ching ta dé cap trong cudn sach nay, ban sé& tré thanh mét ngudi ban hang
xuat sdc. Ban s& ¢ strc manh, sy hing hai, long nhiét huyét, su ty tin va hiéu
suat lam viéc cua ban tang 1én dang kinh ngac. Ban s€ hoan toan chiu trach
nhiém vé cong viéc ban hang ctia minh va ting thu nhap hon han.

BAI THUC HANH

1. Quyét tam trd thanh chuyén gia ban hang, ngudi lam viée vat va nhat,
day som hon, lam viéc cham chi hon va & lai mudn hon.

2. Lap ké hoach ra ngoai va gip g& 100 khach hang tiém ning mdi cang
nhanh cang tot; hiy gip g& v6i nhiéu ngudi hon bat ky ai trong linh vuc cia
ban & thang tiép theo.

3. Chiu 100% trach nhiém ddi voi cong viée va cude doi ban, tir chdi xin
16i vi bat ctr 1y do gi; coi minh chinh 1a giam ddc cta cong ty.

4. Bat dau xay dung thu vién phat trién ca nhan véi cac cudn sach va
bing, cong hién ca doi cho viée hoc tap.

5. Hay chac chan rang ban dang ban san pham phu hop véi minh. Du 13
vO hinh hay hiru hinh, san phém dé c6 lam ban héao hire, tao dong luc lam
viéc cho ban mdi ngay khong?

6. Suy nghi va hanh dong dai han trong cong viéc ban hang va trong cudc
song; twong tuong dén viée ban cho khach hang dé trong 20 nim nita.

7. Xay dung long kién dinh khong gi c6 thé lay chuyén; quyét tim ngay
tir dau 14 s& khong tir bo cho dén khi dat duoc thanh cong 16n trong su
nghi¢p ban hang.

Khong c6 that bai nao trir khi nging cb gang

Khong c6 that bai nao trir khi n6 xuat hién tir bén trong

Khéng c6 rao can nao khong thé vuot qua

Ngoai trir nhitng yéu kém c6 hiru trong muc dich ctia ban than chung ta

Elbert Hubbart —
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CHUONG 2 - YEU TO TAM LY TRONG KET
THUC BAN HANG

Chung ta hoc duogc sy sang subt tir that bai nhiéu hon thanh cong

Chuing ta thudng kham pha ra diéu gi hiéu qua bang cach tim ra

nhitng diéu khong hiéu qua va c6 1& nhimg nguoi chua bao gid

sai 1am s& chang thé 1am nén diéu do.

- Samuel Smiles —

Két thiic ban hang ludn 14 phan viéc kho khan nhat va 13 phan ma nguoi
ban hang ghét nhat. Ho thuong thuc hién mot cach bat dic di. Ho bi té liét va
mat kiém soat trong qua trinh khach hang mua hang.

Khach hang thuong khong thich khi phéi dua ra quyét dinh mua. Khi
nguoi ban hang cang dén gan giai doan cu6i cua viéc chao hang, anh ta cang
tré nén cing thang. Cong viéc ciia mot chuyén gia ban hang 1a phai thiét 1ap
phan chao hang cho c6 thé di dén két thuc ban hang troi chay va hoanh thanh
cong viéc ban hang

Phan két glong nhu mot cu “bat” trong giai doan cu01 cua cudc tro
chuyén gira nguoi ban va nguoi mua. Ban phai thiét 1ap moi quan hé that
tdt, xac dinh nhu cau, trinh bay vé san pham va xir 1y tir choi. Sau do, ban co
thé hoan thanh cu¢c giao dich va nhan don dat hang. Khi gan dén ch va
cham cudi cing nay, nhiém vy cua ban la khién cho khach hang budc qua
phan nay cang nhanh cang tot.

DUNG NOI DAI

C6 mot cau chuyen vé mot quy 6ng goi cho vi bac si than quen va noi?’
Bill a, t61 c6 mot cai rang dang lung lay va sip rung roi. Toi mudn hoi gia
nh6 mot céi rang bay gid 13 bao nhiéu?”

Ong ban nha si tra 10i:” Jack a, hét 80$. Va s& mat khoang 1’ day.”

“ 80% cho 1’ a?” Jack kéu 1én. “Qua 1a nhiéu tién cho c6 mét ti thoi
gian.”

“ Pugce r6i, Jack”, ong nha si tra 101:” Néu anh ban khoin vé thoi gian thi
toi c6 thé 1am kéo dai nhu anh mong muén.”

TIEN HANH NHE NHANG VA IT GAY BAU PON

Nhiém vu cta ban 1a phai vuot qua phan két thuc ban hang that nhe
nhang, that nhanh va cang hi¢u qua cang t6t. Pé 1am giam Stress toi da cho
ca 2 phia, ban phai tién hanh that nhanh va that hiéu qua.

Cudi qué trinh ban hang luén c6 mot giai doan cing thang Déi véi ban —
nguoi ban hang, giai doan két thiic ban hang thé hién rd nhat nhiig nd luc
ctia ban. Ban sé rat cing thang vi nghi minh ¢6 thé s& bo 15 co hoi ban duoc
hang. Ban bat dau cam thay cang thang. Tim dap lién héi. Day than kinh that
lai va c6 hong kho khoc. Vi ban dang yéu cau khach hang dua ra quyét dinh
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va co thé anh ta s€ noi khong. Tat ca nhiing suy nghi vé viéc két thiic ban
hang tao ra ndi s¢ hai that bai khung khiép.

Qua trinh két thiic cang ngan, ban sé& cang chiu it cang thang. Hay nhe
nhang gitp khéach hang vuot qua qua trinh két thuc.

Khi ban d3 giai thich vé san pham kich thich dugc hting thd mua hang
cua khach hang, hay nhanh chéng hoan thanh phan két thuc va chuyén sang
chi tiét viéc mua ban. ’

PAO NGUOC TRINH TU THUYET TRINH

Hay 1én truéc ké hoach két thiic. Thay vi 1én ké hoach noi vé ban hang
truéc, ban hiy vach ra phan két thuc va sau d6 dén phan thuyét trinh. Xac
dinh cach thac dé nghi khach dit hang va sau d6 moi trinh bay phan két
thac. Bat dau Vol phén cubi. Hay nghi dén phan két thuc trude, sau d6 quay
lai phan dau va sap xép bai trinh bay ctia ban sao cho c6 the chuyen sang cau
hoi két thuc mot cach logic. Danh thoi gian suy nghi vé thoi diém yéu cau
khach hang dat hangu khi chéic chan ho nim duoc day du thong tin va sin
sang mua hang. Lén ké hoach va tap thir cac ki ning két thuc sao cho ban c6
thé 1am duogc ngay ca trong khi nga. Nhitng chuyén gia ban hang gioi nhat
ludn 1én ké hoach cho timg tir ho s& néi. Ban ciing nén lam vay.

Nhitng ngudi ban hang khong chuyén, nhitng nguoi ludn gip that bai
ludn lo so khi phai thuyét trinh san pham. Khi phai dé nghi khach hang dit
hang, tim ho dap lién hdi, tran vd mo hoi va nodi bat cir tir gi vot ra khoi
miéng. Sau d6 ho s& vin veo ngdn tay, hi vong va cau nguyén khach hang
dong ¥ y. Nhitng chuyén gia ban hang ludn trinh bay troi chay bai thuyét trinh
va phan két thuc da dugc chuan bi k¥ ludng.

SAU YEU CAU QUAN TRONG KHI KET THUC

1. Ban phai tich cuc, nhiét tinh, hdo huc khi két thuc. Tam trang phai dé
gay cam hting. Khi khach hang théy 0 ban that sy khao khat thuc hién viéc
ban hang thi khat khao do s€ tac dong tich cuc 1én hanh vi cua ho.

2. Nam 1 yéu cau ctia khach hang. Bang cach dat cau hoi va lang nghe,
ban s& biét chinh xac diéu khach hang mudn va can tir san pham ciia ban.

3. Khach hang phai hiéu dé nghi ctia ban va cac gia trj ho nhan duogc tir
san phém hoac dich vu cua ban. Ho phai hiéu 15 nhirng gi san phém do co
thé thay ddi va nang cao doi song hoic cong viée ciia ho.

4. Khach hang phai tin tudng va yéu tim vé ban. D6 phai 1a mdi quan hé
va tinh cam tot dep. Hon nita, khach hang phai dit niém tin vao cong ty ban
va tin ho s€ htra hen vo1 ban.

5. Khach hang phai mong mudn duoc huong loi tir 101 dé nghi ctia ban.
Ho phai mudn thtr ban ban. That vo ich khi ¢6 gang két thuc ban hang néu
khach hang khong that sy thich thu nhitng loi ich ma cac san pham va dich
vu cua ban mang lai.

6. San pham phai phu hop véi khach hang, 1y tuéng cho nhu cau cia ho
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va ho du kha nang chi tra. Phai cho khach hang thdy san pham hoic dich vu
nay la xac dang tai thoi diém do.

Khi di thuc hién du sau yéu cau trén, ban hiy tu tin chuyén sang phan
két thuc. Néu c6 mét phﬁn nao do6 con chua hoan thién, khach hang s€ tir
chéi mua hang.

KET THUC BAN HANG QUA SOM

Hay tuong tuong ban dang xem mot loai xe pho blen Ban chi du’ng lai
xem chiéc xe mot luc thi bdng dung nguoi ban hang xuat hién va néi:” Pung
1a Iyra chon chinh xac, sao anh lai khong mua né nhi?”

Trong tinh hudng d6, ban khong biét chit gi vé chiéc xe va nguoi ban
hang ciing khong biét gi vé ban. anh ta yéu cau ban dit hang hoic mua chiéc
xe trudc khi ban biét bat ctr didu gi vé nd. C6 gang két thiic trude khi ban
hiéu rd vé tht minh s& mua s& khong danh thtrc khat khao mua hang. Nguoc
lai, ban thdy minh bi ltra va diéu dau tién ban mudn 1a di that nhanh.

TRANH AP LUC

C6 4 yéu t6 ban phai can nhic trude khi dua ra cau hoi dé két thiic ban
hang:

Thir nhat, khach hang phai muén san pham do.

Thr hai, khach hang phai can san pham do.

Thtr ba, khach hang phai du kha nang chi tra.

Va thir tu, khach hang c6 thé st dung va hudng toan bo gia tri tir san
phém hodac dich vu cua ban.

Néu ban dé nghi dat hang trudc khi xac dinh dugc 4 yéu t6 trén, ban sé
thét bai. ,

SU DUNG CHIEN THUAT IM LANG SAU CAU HOI KET THUC

Ap lyc duy nhat ban duoc phép sir dung véi tu cach nhan vién ban hang
chuyén nghiép va im lang sau khi dua ra cau hoi két thic.

Sau khi dat cau hoi, ban phal hoan toan im lang. Dlrng n6i mat tr nao.
Hay im lang néu can, vi nguoi nao bat dau trudc, ngu’cn do6 s¢ thua.

Trudc kia, giam dbc mot cong ty tim c& xem xét viéc mua mot hé thong
may tinh tri gia 750.000$ dé tu dong hdéa moi khau trong cong ty ciia minh.
Cong ty tham gia dau thau viéc nay da lam rat tot moi viéc. Nguoi ban hang
da thiét 1ap quan hé, xac dinh yéu cau ciia khach hang, phan tich day du,
kiém tra moi chi tiét va chuan bi mot ban dé cuong day du dé khach hang
xem xét. Ho da sap xép cudc hen cudi cung va ngudi ban hang dang dén rat
gan viéc két thiic vu mua ban.

Giam dbc phia cong ty khach hang timg bat dau su nghlep cua minh
bang viéc ban hang. Ong to md mudn biét nguoi ban may vi tinh s& két thic
ban hang v6i don hang tri gia 750.000$ ra sao. Cudi budi trinh bay va thio
luan, vi gidm dbc dé quan 1y va ké toan cta minh trinh bay céc chi tiét cubi
cung. Nguoi ban hang budc vao cung k§ su va nguoi 1ap trinh. Ho ngdi
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xudng va bat dau.

Khi nguoi ban hang trinh bay qua ban dé cuong, anh ta trinh bay san
pham s& dugc lap rap ra sao, gém nhiing gi, ché d6 bao hanh va bao dudng,
cac hd tro va dich vu ho cung cép, cac hd trg bd xung va nhiing chi tiét khac
ctia vu mua ban. Anh ta dua ra mirc gia va giai thich gia d6 bao gdm nhiing
gl. Cuéi cung, anh ta n6i:” Néu ngai hai long véi nhitng gi ching tdi trinh
bay, néu ngai chap nhan hop dong nay, chung ta s¢ tién hanh ngay 1ap tirc.”

Anh ta 1én danh dau tich gan chd ky, dit but 1én hop dong va day vé phia
Vi giam doq.

CAIKET IM LANG

Vi giam ddc hiéu thoi khac két thuc da dén. Ong tham nghi: “ Anh ta s&
ap dung chién thuat két thuc im ling v6i minh day”. Ong hiéu rd nhiing gi
nguoi ban hang thyc hién, vay nén 6ng chi ngudi ban hang va mim cuoi.

Nguoi ban hang va vi giam ddc im lang, mim cudi voi nhau va im ling
sudt 15°. Khong ai 1én tiéng. Ca nhiing nguoi ¢ do ciing vay, tat ca déu da
san sang.

Cudi cung, vi giam doc mim cudi, cam bt va ky vao hop dong. Lic do,
ca hai cung cudi 16n. Va tat ca moi ngudi déu cudi. Sy cang thang bi pha v
va thoa thuan da duoc ky.

Ap luc cua sy im lang sau cau hoi két thuc ludn 1a tha thuat ban hang
hitu hiéu nhét ban c6 thé dung dé két thiic giao dich. Nhung ban phai giir
Vu’ng lap truong. Khi di dua ra cau hoi két thuc ban hang, ban khong dugc

“tién thém mot budc” bang cach ndi thém diéu gi d6. Hiy im ling cho doi
hoi dap ctia khach ‘hang.

NHAN RA DAU HIEU MUA HANG

Khach hang thuong dua ra mot vai dau hiéu théng thudng chimg to ho
sap dua ra quyét dinh. Hay thu gidn va nam bat cac dau hiéu d6 khi chung
xuat hién. Nhitng dau hiéu nay cho ban biét d3 dén luc dua ra cau hoi két
thiic ban hang.

NOI NHANH

Khach hang thudng bat dau néi nhanh hon. Ho c6 thé trd nén hung phan,
tro nén tich cyc va vui ve hon. Ho da quyét dinh va su cang théng bén trong
bi pha v&. Bat cr khi nao khach hang chuyen tir trang thai tram tu hodc gay
git sang tich cuc va vui vé, ban co thé tiép tuc dit cau hoi va két thuc ban
hang. '

SU THAN THIEN BAT NGO

Khach hang dot nhién tr¢ nén than thién. Hoc c6 vé thu gian, thodi mai
va ¢ thé hoi ban nhitng ciu hoi riéng tu hoic than thiét. “Anh ¢ thanh phd
nay duogc bao 1au r6i?” “Con anh di hoc chua?” “Anh c¢6 muén uéng thém ca
phé khong?”

Bét ¢t khi nao nhan théy su than thién ctia khach hang, ban nén than mat
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tra 101 roi sau d6 mai dit cau hoi. “Cam on anh. Cho t6i thém mot cdc ca phé
nira. Va nhén tién, khi nao anh can san pham nay?”

GAI CAM

Gai cam cling 1a dau hiéu cho thdy khach hang dang di dén quyét dinh.
Khi khach hang chim vao suy nghl tay ho s& cham vao cam va déu cui
xudng. Néu ban dang noi chuyén véi khach hang va ho bat dau gai cam, hay
ngung noi. Ho dang suy nghi va khong lang nghe ban. Néu ban tiép tuc noi
s& gdy 6n trong phong, twa nhu mot cha ong dang tim cach ra khoi phong. Vi
vay hdy gilt im ling tuyét déi.

Khi khach hang cham tay vao cam nghia 13 anh ta dang xir 1y 101 dé nghj
cua ban. anh ta nghi dén viéc mua ban san phém, thanh toan, str dung, san
pham.... Khi anh ta bo tay khoi cam, tdm tri anh ta d3 quay lai va ban hay
nhin vao mat 6ng ta, 99% trudng hop, anh ta s& quyét dinh mua.

Lac nay, hdy mim cuoi va dat cau hoi vi du nhu:” Khi nao anh can san
pham‘7 sau do ng01 yén cho dén khi duoc xac nhan.

PAT CAU HOI VE GIA, CAC PIEU KHOAN VE VIEC GIAO HANG

Dau hién mua hang pho bién nhat 1a khi khach hang hoi vé gia ca, cac
diéu khoan hoic viéc giao hang.

“Gia chinh x4c ctia san pham nay 1a bao nhiéu?”

“Tbi c¢6 thé nhan dugc nhitng diéu khoan gi khi mua san pham nay?”

“Néu mua thi bao gio t6i nhan duoc hang?”

Khi khach hang dat ra cac cau hoi lién quan dén gia ca, cac diéu khoan,
viéc giao hang, hay chuyén ngay sang phan két bang viéc hoi vé mot trong
ba chi tiét trén ma khach hang khong dé cap toi.

Vi du néu khach hang héi:”Gia san pham 1a bao nhiéu?”

Hay tra 10i:”Bao gio anh can?”

Néu khach hang tra 161 “dén cudi thang” thi viéc mua hang di duoc
quyét dinh.

Hay nhé nguoi dat cau hoi 1a ngudi nim quyén diéu khién. D6 chinh 1a
chia khoa. Hay cb gang tra 1oi mot cau hoi bang mot cau hoi khac. Diéu nay
gifip ban nim bat nhiéu théng tin hon va két thic ban hang. Nhung quan
trong nhat 1a né gitp ban kiém soat dugc cudc giao dich.

Khach hang: “Khi nao t61 nhan dugc hang?”

Ban:” anh mudn mua bao nhiéu san pham?”

Néu khach hang dua ra con sO cu the, ban da thanh cong.

THAY DOI THAI DO, DANG BIEU HOAC GIQNG NOI

Bat cir thay doi dé nhén thay nao trong thai do, dang didu, giong noi déu
cho thay khach hang sap dua ra quyet dinh mua hang. Néu ho ng01 thang
hodc bat dau tinh toan cac con s6, ban co thé kiém tra chic chin rang d6 1a
mét diu hiéu mua hang bang cach dat cau hoi:

“Nhan tién, bao gid anh can san pham nay?”
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“Anh c6 mudn t6i tién hanh ngay khong?”

“Anh mubn mua bao nhiéu san pham?”

“Anh mudn ching t6i chuyén san pham dén co quan hay nha riéng?”

Néu ban thay khach hang thay doi thai do hodc ngdn ngir cir chi theo bat
ctr kiéu nao nhu di chuyérn trén ghé, hao hitng hodc trd nén than thién, hayx
hiéu quyét dinh da duoc dua ra va hdy dat cau hoi dé xac nhan.

TAI SAO VIEC KET THUC LAI KHO KHAN

Két thuc ban hang ludn 1a khé khin va cing thang nhat vi mot vai 1y do.
Ly do thr nhét 13 tdm 1y so bi tir chdi cia ngudi ban hang. Tir nho ching ta
d3 luén nhay cam voi cach ngudi khac ddi xir voi minh, dic biét 1a su dong ¥
hay tir chéi cua ho.

Piéu nay bat dau véi cha me chung ta, rdi dén 6ng chu va khach hang.
Khi truéng thanh, ching ta quan tim dén viéc nguoi khac ¢6 yéu quy va
chap nhan minh hay khong. Kha ning bi tir chdi khién chung ta cing thang
tot do va luon tim cach lang tranh. ‘

TU CHOI KHONG PHAI LA VAN DE CA NHAN

Khi t6i méi bat dau cong viée ban hang thudong bi cing thang, mot nguoi
ban hang giau kinh nghiém da ndi mot diéu lam thay ddi suy nghi cta toi.
Anh ta néi:”Hay nhd du khach hang noéi gi, tir chéi khong phai 1a van dé ca
nhan.”

Pay 1a mot diéu quan trong. “Tir chdi khong phai 13 van dé ca nhan.”

Khach hang khong thé tir chdi ban véi tu cach ca nhan vi ho khong biét
ban 13 ai hodc khong biét ban ban gi. Tat ca cac khach hang déu hoi dap 10i
dé nghi tai chinh trong mot xd hdi canh tranh ma anh ta phai 1an at nhiing
ngudi mudn ban hang cho minh. Khi anh ta néi nhitng cau nhu:”T6i khong
thich” thi diéu d6 khong phai 1a 15i tir chdi trude kha nang khodc tinh cach
con nguoi ban. 6 chi 1a mot phan xa tu nhién trudc bat ky dé nghi mua
hang nao.

Hang nam, mot phén ba s6 ngudi ban hang that bai 1a do khong thé xu 1y
tir chéi nhu mot phan cua viéc kinh doanh. Nhung nhiing chuyén gia ban
hang gioi nhat lién tuc nhic nhd ban than minh rang tir chdi khong phai 1a
van dé ca nhan va s& khong dé no lam phlen minh.

THAT BAI CHI LA Y KIEN PHAN HOI

Ly do tht hai khién viéc két thuc ban hang gap kho khan 13 so that bai,
so rang minh di c6 gang ma van khong thanh cong. D6 1a ndi so bi mat thoi
gian, cong stc va tham chi tién bac, s¢ dau tu nang luong va cam xuc vao
khach hang roéi mat trang khi ho tir chdi.

So that bai va so bi tir chdi 14 hai 1y do chinh khién nguoi ta that bai
trong cudc séng. Chi khi vugt qua hai ndi so hdi ndy, ban méi nhan thay
ning lyc that sy ciia minh trong ca viéc ban hang 1an céc linh vuc khéc.

Hay ludn nhic nhé minh rang khong c6 diéu gi 1a that bai, 46 chi la ¥

32



kién phan hoi. Khi ban ¢ gang 1am gi d6 ma khong hiéu qua, hay rat kinh
nghiém va budc tiép.

VUOT QUA SO HAI

Ralpph Waldo Emerson timg viét rang: “Lam nhiing viéc khién ban so¢
hai va ndi so s& bién mat.” P6 12 mot trong nhitng nguyén tic thanh cong
quan trong nhat. Cach duy nhat dé loai bo ndi so hai 1a lam viéc d6. Chéc
chin ndi so hii s& bién mat.

Diing cam va hén nhat déu chi 13 thoi quen. Ban sé diing cam hon néu
duong dau véi ndi so hai thay vi trén tranh né. Mark Twain timg noi:” Diing
cam khong phai 1a khong biét so hai; d6 1a viéc kiém soat va diéu khién su
so hai.”

LAM NHUNG VIEC BAN SO

Gip g& khach hang nhiéu s& gitip ban khong con so hai khi tiép Xuc. Néu
hang ngay ban déu gip g& khach hang ma khong that sy quan tam rang phan
tmg cta ho 14 tich cuc hay tiéu cyuc, cudi cting ban s& khong con so hii nira.
Bang cach ddi mat voi ndi so bi ‘thét bai va tir chéi, ban s& hinh thanh théi
quen diing cam. Khi do, su nghiép ctia ban s€ c6 mdt budc ngodt 16n va
doanh s6 ban hang ctia ban sé& ting 1én nhanh chong.

Khi dé hinh thanh thoi quen diing cam, cung v6i kha nang d6i mat voi
ndi so hii bi that bai hay tir chdi, cudc song ctia ban s& tét dep hon. Ban s&
phai ngac nhién vdi chinh minh. Sy tu tin va tu trong cua ban cling duogc
tang 1én. Khi ban c6 thé tu cai thién thi két qua ban hang ciing dugc nang
cao.

TAI SAO KHACH HANG KHONG MUA

So bi that bai cling 14 1y do chinh khién nguoi ta khong mua hang. Ho so
mac phai sai 14m, sg mua sai san phém. Ho so phai tra qua nhiéu tién hodc bi
chi trich vi da lya chon sai.

Tat ca cac khach hang déu timg mua lam san pham va ho déu mong 13
minh da khong chon ching. Ho bo x6 ching trong kho sau khi mua, hong
duogc ho tro hodc phuc vu va cam théy an han khi minh da lam an vé1i cong
ty do.

HAY VUQT QUA NOI S HAI CUA KHACH HANG

Khi gip g& mot khach hang méi, ban phai hiéu rang ho ting trai qua
nhitng kho khan va thach thuc trong cac vy mua ban. Ban khong chi phai
kich thich ho ham mudn mua san pham cua ban ma con phai vuot qua tat ca
ndi s¢ hii ctia ho do nhing 1an dua ra quyét dinh sai lam.

Ban di bao nhiéu 1an nghe khach hang noi:” Toi phai hoi y kién nguoi
khac trude khi quyét dinh “?

Céc ong chong s& khong mua mot san pham néu khong hoi v kién cac ba
vo va nguoc lai. Cac giam dbc khong duyét viéc mua ban cho dén khi cap
trén cua ho dong y. Rat nhiéu ngudi khong thé quyét dinh mua néu khong
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nhan dugc su dong thuan va chap nhén cua nhirng nguoi xung quanh. b6 la
cach ma khach hang duong dau vOi ndi so that bai va bi tir chéi.

KHACH HANG THAY THOAI MAI

Khé khan 16n nhét caa viée két thuc ban hang 1a su tri tré. Néu cam thay
hai long khi st dung mot san pham hodc dich vu nhét dinh, moi nguol sé
thady dé& dang khi tiép tuc sir dung chiing hon 1a thay doi. Ho da quen véi
cach thuc hién tai. C6 thé ban co nhirng san pham ré hon, tét hon nhung cac
vu diém va loi ich ban dua ra khong du dé khach hang thay doi thoi quen
hién tai ciia minh.

Pé mot khach hang thay d6i san pham hodc dich vu ndy sang san pham,
dich vu khéc, ban phai tap trung vao nhiing ich loi bo sung s& khién ho hai
long. Strc hap din tir cac loi ich s& du 16n dé khién khach hang chap nhéan
thay doi. C6 thé ban phai quay lai vai lan, noi di noi lai va tap trung vao cac
loi ich va uu diém trong dé nghi ctia minh dé cudi cing khach hang chap
nhan thay doi.

MUA HANG CUNG CO AP LUC

Mot khé khin pho bién khac 1a sy cing thang khi dua ra quyét dinh mua
hang. Boi quyét dinh d6 s& gdm cam két khong thé hily vé tai chinh, gi6i han
tr do va sy linh hoat cua khach hang nén ngudi ta thuong cing thang doi
chat khi phai di dén quyét dinh cubi ciing. Néu cam thay cang thang khi dua
ra cam két quan trong, ho trd' nén hoi hop va thuong lang tranh bang viéc noi
rang:”Dé toi suy nghi chuyen nay ky hon.”

Do rio can tam 1y d6i vdi viée két thiic ban hang, ca vé phia ban 1an phia
khach hang nén ban phai that tich cuc, tu tin va chuyén nghiép trong ting
bude ban hang. Ban phai dac bi¢t mau le khi chuyén tir phan két thiic ban
hang sang cac chi tiét. Khi lam bat ctr viéc gi, hiy khién khach hang cam
thay that thoai mai dé noi “dong y.”

KHACH HANG LUON BUNG

Khong bao gid duge nodi voi khach hang rang ho di sai hay tranh luan
v6i1 ho. Khong bao g10 coi vi€éc ban hang 1a mot tran chién va ban phai thang
Du khach hang c6 néi gi vé san pham hodc dich vu cta ban, hdy thoai mai va
Vu1 Ve Pung noi danh gia cta ho vé san pham 1a khong chinh xac ma hay

” P 1a mot nhan xét co gia tri, thua quy khach. Réat nhiéu khach hang
cua chung to1 cung c¢6 nhiing lo lang twong tu. Va day 1a cach ching toi giai
quyét van dé nay.’

C6 mot cau nodi rang:”Néu 101 noi ciia ai d6 trai nguge voi mong mudn
ctia ngudi khac thi ¥ kién cua ho ciling s& khong thay doi.” Néu ban tranh
luan va lan at khach hang bang 1ap luan sic bén, khach hang co thé gat dau
dong ¥ véi ban nhung van quyét dinh khong mua.

Thay vi tranh luin vé gia ca hay chét lugng, hiy tim cach hoa giai su lo
ngai cua khach hang. Hay dép lai 10i tir chdi cua khach hang sao cho ho thay
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hai long. Chi cho ho thdy ho khong phai lo ling vé nhimg diéu ho cho 13
thach thuec.

SU DUNG THU CAM ON

Cong cu hiru hiéu nhat dé vuot qua nhiing 101 tu chdi va su lo ngai cua
khach hang 1a nhitng birc thu cam on tir nhitng khach hang hai long — nhirng
nguoi tl‘rng ¢6 lo lang tuong ty. Poi khi, chung ta goi d6 1a nhitng buc thu
khen ngoi. Néu ban c¢6 mét cudc ban hang thanh cOng va xay dung dugc moi
quan hé t6t d6i v6i khach hang, hay quay lai va dé nghi ho viét mot b thu
cam on cho ban. Hoic ban c6 thé ty viét va dé nghi khach hang dung ten.

Trong birc thu cam on d6, hiy dua ra 10i tir chdi pho bién ban hay phai
nhan, vi du nhu gia thanh cao va dé khach hang ctia ban viét mot buc thu véi
ndi dung:

Brian thdn mén!

Khi méi trao d6i v6i anh vé san pham, toi rat lo lang vi gia thanh cta san
pham cao hon han céc san pham cung loai hién c6 trén thi truong. Nhung t6i
van quyét dinh mua va toi that su hai long vi viéc nay. Ching toi nhan thay
gia thanh xtrng dang vo1 céac tinh nang vugt trdi va cac loi ich ching to61 nhan
dugc tir khi sir dung san pham cia anh.

Than mén!

Mot khach hang may man.

Hay dwa buc thu ndy cho khach hang xem néu ho dé cap dén van dé gia
ca. Buc thu s€ loai bo m(‘)i‘IO ngai cua ho.

THU CAM ON LA BANG CHUNG

Quy luét chung la khach hang thuong khong ban tam dén nhiing gi ban
noéi v€ san pham va dich vu cua minh. Nhung la nguoi ban hang, ban van
phai tich cuc néi vé nhitng san pham minh ban.

Nhung khi ¢6 nguoi khic khen ngoi san pham d6, dic biét 1a khi ho viét
ra, thi d6 1a mot 161 khen c6 gia tri. Birc thu khen ngoi cua nguoi tht 3 1a
Phuong phép hiéu qua dé thuyét phuc moi ngu’c‘ri vé loi ich va gia tri cta san
pham ban ban. D6 1a 1y do ngudi ta van néi:’ Ngu:01 ban hang khong chiu
dung thu khen ngoi thuong c6 nhiing dira con gay 6m.’

GOI Y KIEN CHO RIENG BAN o o
Mot 18i thuong gap can phai tranh la boc 10 y kién vé cac van d€ ca nhan
vO1 khach hang, dac biét la cac van dé Ve ton glao chinh tri, gidi tinh, .... Du

ban hiéu rd van dé d6 va khach hang mudn ndi vé no thi ciing hiy giir thal do
trung 1ap. Ban cling c6 thé gat dau tan thanh voi khach hang nhung dimg co
thém dau vao lira bang cac binh luan ciia minh. Thay vao d6, nhe nhang
chuyén huéng cudc doi thoai vé san pham/dich vu bang cac cdu hoi lién
quan dén chu dé nay. Hay giit y kién cho riéng ban.

LUON KHEN NGOI

Pung bao gio chi trich d6i tha ciia minh ma hiy lam nguoc lai. Néu
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trong cudc ddi thoai ¢ nhic dén dbi thi cua ban va khach hang hoi: “anh
nghi sao vé cong ty ABC?” hiy tra 10 mot cach tich cuc. Ban c6 thé noi: *
thua quy khach, ABC 1a mot cong ty tuyét voi. Ho co nhiing san pham t6t da
thanh 1ap tir rat lau. Nhung chung t6i tin rang nhiing san pham ctia chiing t6i
vuot trdi so vo1 san pham cua ABC ¢ ba khia canh dac biét. Cho phép toi
duoc trinh bay.” Sau do, hay tap trung vao viéc quang ba gia tri va o1 ich
ctia san pham/dich vu ma ban ban nhung khéng dugc ndi gi khong hay vé
san pham cua d6i thu. Khi ban khen ngoi d6i thu ctia minh, khach hang s&
danh gia ban tot hon so véi nhitng nguoi 1am nguoc lai.

DUNG HUA HAO

L3i cudi cung trong két thuc ban hang ma ban can tranh 1a bao dam
nhiing diéu ma ban khong 6. Piéu nay sé tao ra nhimg 10i htra ban khong
thé thuc hién. N6 s& dé cao qua mirc san pham ciia ban, néi rang san pham
ctia ban c6 thé lam duoc nhirng diéu ma thuc sy n6 khong thé.

Cach day khong lau, do hira hdo mét ntr nhan vién ban thiét bi van phong
da dé mat mot don hang tri gia 10.0008 véi cong ty ching toi. Trong qua
trinh thao luan vé cac chic ning cia mdy, giam déc ctia ching toi hoi licu
chiéc may c6 thé pho t6 hai mat duoc khong va nhan vién nay dam bao rang
n6 co thé. Nhitng khi xem xét cac tinh nang k¥ hon,, chung t6i khong hé thay
chtrc ning nay. Nhitng nguoi ban hang da khong danh du thoi gian dé tim
hiéu xem minh dang ban gi. Co ta khong chi bo 16 mot don hang ma con lam
anh huong nghiém trong dén uy ti. DPung dé diéu nay xay ra v4i ban.

NHUNG KHO KHAN KHI KET THUC

Mot van dé nita khién viéc két thuc ban hang trd nén kho khan 13 nhiing
suy nghi tiéu cuc, Piéu nay xay ra khi ngudi ban hang xac dinh ngay tir dau
rang khach hang s& khong mua hang. Anh ta danh gia khach hang dua vao
thai do ban dau hoic ngoai hinh ctua ho. Co thé nguoi khach khong an mac
hop thoi trang hodc chai chudt. Co thé van phong hoic do dung trong vin
phong d cii va 16n xon. Nguoi ban hang lién két luan rang day khong phai la
khach hang tiém ning va sé khong nod lu’c dé két thiic cudc mua ban.

Hay nhé Luat mong doi néi rang: “ bat ké diéu gi ban mong muon cung
vO1 sy tu tin, d6 chinh 1a nha tién tri thyc hién nhl:rng diéu ban muén”

Mong muén ciia ban tac dong dén nhitng ngudi xung quanh. Mong mudn
ctua nhiing nguo1 khac, dic bi¢t 1a nhitng nguodi ban ton trong va ngudng mJ,
anh hudng rat 16n dén ban. Mong mudn quyét dinh thai do ctia ban va thai
do cua ban quyét dinh cach ban ddi xu vO1 nguoi khac.

CHO DBQI PIEU TOT PEP NHAT

Quy luat cua su hy vong la luén cho doi diéu tot dep nhat. Hy vong moi
nguoi s& yéu quy ban. Hiy mong doi moi nguoi yéu thich san pham va dich
vu clia ban. Ban c6 thé doan trudc réng ho s€ hoi ban nhiing cau hoi kho
trude khi dong ¥ mua vi vdy, hiy hy vong ban sé& thanh cong. Hiy thoi niém
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hy vong vé ‘nhing diéu tot “dep vao cac hoat dong ban hang cua ban va moi
ngudi s& dbi xtr v6i ban tot hon.... gidng nhu ban mong doi. Ban ciing s&
ban dugc nhiéu hang hon.

Nhung néu sai 1am khi danh gia khach hang, ban s& mat di nhiét huyét.
Thai d6 ctia ban s& gidng thai d6 ctia mot nguodi khong tin vao cudc ban hang
hoic kha ning khach hang s& chdp nhan mua hang cta ban. Khach hang s&
hiéu rd thai d6 d6 cua ban va lam nhu nhirng gi ban du doan. Ho tu chdi mua
hang! ‘

KET QUA LON TU SU' KHOI DAU NHO

Téi c6 mot nguoi ban chuyén cung cap dich vu nhan sy. anh ta goi dén
mot toa nha cong nghiép nam ¢ trong mot khu nha kho va dén d6, anh ta
thdy cong ty d6 gan nhu bi bo trong chi ¢ duy nhat mot ngudi dan 6ng ngdi
sau ban 1am viéc trong mot van phong nhé dang sau ctra ra vao.

Ban t6i ty tin gd ctra va gidi thiéu minh véi ngudi dan éng & d6. Ho bat
dau noi vé cong viéc cua anh. anh ndi rang minh lam vé linh vuc cung cap
nhéan sy. Nhiém vu cua ho 1a tim kiém, tuyén chon cac nhan vién k¥ thuat va
cac nhan vién khong chuyén vé k¥ thuét cho cac tap doan cong nghiép. Cong
ty cua anh co thé bé tri nhan su cho cac vi tri ky su, nhan vién ky thuat, nhan
vién thiét ké, thu ky, ké toan va thil thu. Ho chu trong dén cac cong ty san
xuat va xay dung.

DUNG VOI VA DANH GIA KHACH HANG

Nguoi khach hang don doc d6 no6i:” Hién gio ching toi chua lam gi ca.
Chung t6i méi chuyén vin phong tir noi khac dén day. Chung toi dang thuc
hién mot hop dong 16n va cd tham vong 16n nhung hién tai chua c6 gi la
chic chan ca.

“Néu ong mudn goi lai trong hai tuan t6i, toi van ¢ ddy. Mong 6ng gitr
lién lac. C6 thé trong twong lai, chung ta s& hd trg nhau trong cong viéce.”

Ban t61 lam moi viéc trong thai do cho doi tich cuc. Cur hai tuan mot 1an,
anh goi dén d6 va khi ¢ gan cong ty d6 anh lai ghé vao va cing udng ca phé.
Va lan nao anh ciing nhan dugce cing mot cau tra 1oi. Cong ty van dang chd
doi viéc phan tich 2 hop dong 16n.

Du thé nao, ban t6i van ludn ddi xtr tot véi khach hang. Anh cung cap
thong tin va bang gia dich vu ctia minh. Anh thudng xuyén dén gip khach va
gilt lién lac qua dién thoai.

Mot ngay anh budc vao va vi khach néi:” toi da rat ming khi thay anh!
Chung t61 vira nhan duoc mot hop déng tr1 gia 50 triéu $ cho viéc thiét ké,
thuc hién k¥ thuat va xay dung, ching t6i phai thué 70 nhan vién trong 60
ngay toi. Anh co thé giup chng toi ch?”

Ban t6i rat sin sang. Anh da nhén duogc khoan hoa héng tri gia 200. 0003
trong 60 ngay cho thué va sap xép nhan su cho cong ty nay Tu hop dong
nay, anh ta kiém dugc nhiéu hon han so véi hai nim lam viéc vat va. Giir
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thai do tich cuc d6i voi khach hang tiém ning 1a diéu rat can thiét.

KHONG NAN LONG

Thiéu nhiét huyét 1a mot yéu t6 khac can tré viéc két thic ban hang.
Khéng gi c¢6 thé pha hity mot cudc mua ban nhanh hon viée ngudi ban t6 ra
khong coi trong viéc ban dugc hang. Su thiéu nhiét huyét thuong 1a két qua
cua su mét moi.

Pé thanh cong, ban phai ¢ nang luong. Ban phai that sy mudn két thic
ban hang va that sy yéu thich céng viéc. Ban phai cam nhan manh mé rang
san phém cua ban s€ mang lai nhiéu loi ich cho khach hang. Ban phai nhiét
tinh, hao hing va c6 mot dam mé khién khach hang nhan théy ban mudn 1am
viéc vo1 ho.

Ping bao gid quyén ban hang 13 mot viéc vo cing vat va. N6 bao mon
strc lyc khiing khiép. Mot vai gio tiép xtc v6i khach hang c6 thé 1am ban can
kiét suc luc. Cuéi ngay, ban c6 thé hoan toan kiét sirc.

Vi vay, Néu ban hang 5 ngay 1 tuan, ban nén di ngu som. Tat Tivi, dén
va di ngil vao luc mudi gio toi. Nga du 8 tiéng trong nhiing ngay lam viéc.
Khi duoc nghi ngoi day du, ban s& nap du nang luong dé san sang lam viée
t6t nhat trong kha niang ctia minh. '

KHACH HANG LA TREN HET

Kha ning két thiic ban hang c6 thé s& mat di boi sy thiéu trung thuc.
Piéu nay thuong say ra khi ngudi ban quan tim nhiéu dén tién hoa hong cua
minh hon 14 loi ich cta khach hang. Néu nguoi ban hang coi khach hang 1a
mot kho tién hon 1a mot nguoi dang can dich vu hodc san pham, thi giong
diéu, ngon ngit co thé va thai d anh ta s& khac. Khi ngudi ban hang nghi vé
hoa hong, khach hang s& c6 cam giac minh gidng nhu con ca dang boi 10i
trudc cip mét cla con meéo.

Khach hang rat nhay cam va c6 thé nim bat sy thay doi trong cam xtic
ctia nguoi ban hang. Khach hang biét khi nao ban cd ging giup ho con khi
nao ban cb géng thuc hién mot cudc mua ban ¢6 loi cho minh. Khi ban nhan
manh vao nhiing diéu ban c6 thé lam cho ho, don dat hang va khoan hoa
hong tu nhién s& dén.

BUOC SONG KHAC NHAU

Mot can tro pho bién véi viée két thiic ban hang nay sinh khi ban nhan
thay su khac biét giira minh va khach hang. Mot nguyén tac quan trong nhat
khi ban hang 13:” C6 rat nhiéu khach hang nhung khong phai tat ca déu 1a
khach hang cua ban.”

Dai khi, gitra ban va khach hang c6 thé c6 nhl:rng phan u:ng tich cuc va
nguoc lai. Piéu d6 khéng c6 nghia 13 hai nguoi c6 diém gi sai. Do chi don
gian la tinh cach cua ban va khach hang khong c6 su hoa hop. Bang cach nay
hay cach khac, gitra 2 nguoi van khong c6 sy hoa hop. Du ¢6 gang dé chiu
va lich su bao nhiéu, ban van thay rat kho xay dung mo1 quan h¢ than thién.
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Ban 1a mot ngudi c6 tri thirc nhung ban lai néi chuyén vé1 mot nguoi it
duoc hoc hanh. Ban c¢6 thé 1a mot nguoi hay phan tich trong khi ngudi doi
thoai v&i ban chi chu tam dén két qua. Co thé ban 1a nguoi nhanh nhau trong
khi nguo1 khach lai qua binh than.

GIU CHAN KHACH HANG

Néu ban thay giita minh va khach hang c6 sy khac biét, thi cling dung
nghiém trong hoa van dé. Néu thdy ddy 1a mot khach hang tiém ning, hay
gitr lai cho cong ty.

Thay vi ¢6 gang xdy dung moi quan h¢, hady nho mot “chuyén gia” & linh
vuc nay trong cong ty ban. Hay gidi thi€u nguoi co thé hoa hop véi khach
hang nay. Ban s€ ngac nhién trudc s6 lugng cac cudc mua ban ma ban gitr lai
duoc bang cach chuyén mot khach hang tiém niang cho ngudi c¢é thé hoa hop
véi ho.

THUC HANH BAN HANG THEO NHOM

Rat nhiéu cong ty st dung phuong phap ban hang theo nhom. Khach
hang khong thé di trude khi néi chuyén véi it nhat hai nguoi ban hang. KHi
nguodi ban hang nhan thdy khong c6 co hdi thanh cong, anh ta s& nhanh
chong rat lui va dé nghi nguoi khach d6 néi chuyén véi nguoi “biét nhicu vé
san pham hon t6i”.

Ban hang theo nhom la Phuong phap dugc str dung khi nhan thay c6 su
khac biét hodic mau thuan vé tinh cach. Poi khi, khach hang khong thich
ngudi ban hang va ngudi ban hang nhan ra diéu d6. C6 thé ngudi ban hang
lai khong thich khach hang ctia minh va khéng thé ban dwgc hang. Thinh
thoang, khach hang 16n tudi ciing khong ua nguoi ban hang tré tudi, hoic
khach hang nir khong thich ngudi ban hang ciling 1a nit. Phai that nhanh nhay
va tinh té trudc viéc ban va khach hang khong hoa hop va cb gang giit cudce
mua ban cho cong ty.

SU QUY MEN LA CAN THIET

C6 mot diéu rat quan trong khi ban hang: Ban khong thé ban duoc hang
cho nguoi ban khong thich. Néu khong that sy quy mén va quan tam dén
khach hang ciing nhu khong that tim mudn giup d& ho cai tién cong viéc
hoac nang cao doi séng, ban s€ khong thé ban dugc hang cho ho. Du ban c6
cd géng bao nhiéu hoic than thién bao nhiéu, trong thai do cta ban van co
diéu gi d6 tiéu cuc ma khach hang c6 thé nhan ra.

Bat cr khi nao nhan thay su thiéu hoa hop véi khach hang, hay coi d6 1a
diéu khong thé tranh khoi trong cudc séng. Néu bantham gia méi truong ban
I¢, hay ty an ui minh mot chut va tr¢ lai cung mot ai d6 phu hgp hon véi
khach hang. Néu ban tlep xuc voi khach hang va thay khong thoai mai, hay
dé nghi khach hang dé ban gidi thiéu “Mot ngudi biét nhiéu hon toi”.

Hay dat cai to1 ca nhan sang mot bén. Tép trung gitp d& khach hang g1a1
quyét cac van dé hoic dap tng nhu ciu cta ho bang cach tim mdt ngudi
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thich hgp. D6 chinh 1a diu hiéu dic trung ctia mot ngudi ban hang chuyén
nghiép.

Khi hoan toan kiém soat dugc suy nghi va chic chian khach hang s& dong
¥ mua, ban c6 thé vuot qua rao can 16n cudi cung, d6 1a xtr Iy nhitng 101 tur
chbi.

BAI TAP THUC HANH

1. Phén tich khach hang cta ban; nhimg khach hang tuyét voi nhat co
nhitng diém chung nao? Lam thé nao dé ban co thé danh nhiéu thoi gian hon
cho nhiing khach hang nhu ho?

2. Xéc dinh nhitng d6i thu chinh va tim ra ba uu diém ma cac san pham
cua ban vuot trdi hon cua ho; trinh bay ro rang vdi khach hang khi nhic dén
doi thu.

3. Vuot qua su so hii bi tir chdi bang cach ddi dién véi ndi sg nhiéu lan;
cang thuc hién nhiéu 1an, ban s& cang hiéu rd tir chdi khong phai la van dé ca
nhan.

4. Loai bo ndi s¢ that bai bang cach 1am nhimng gi ban so; hanh dong nhu
thé khong bao gid that bai.

5. Cho doi diéu tot dep trong moi tinh huéng, ddi xir véi khach hang nhu
thé ho c6 thé mua san pham véi gia hang triéu $.

6. Bé nghi nhitng khach hang hai long viét thu khen ngoi; hay luén mang
thu bén minh va dua cho khach hang dé héa giai su lo lang.

7. Xac dinh nhiing ndi so hii 16n ngin can khach hang mua hang va tim
cach hoa giai ndi so hai do.

Chién thang ban than hon nhiéu chién thang trong mot tran danh.

Chién thang d6 1a cua ban.

Khong ai ¢ thé cudp chién thing nay cta ban, du 1a thién than hay quy
di¥, thién duong hay dia nguc.

- btric phat Gautama —
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CHUONG 3 - XU LY LOI TU CHOI

Chién théng dén mot lac nao do tré thanh mét trang thai tam ly.

Biét ban than ¢ thé vuot 1én nhitng ban khoin, rac rdi va lo lang

thuong truc am anh, chiing ta sé€ that su vuot 1én chung.

- Vua Basil -

Khéng c6 cudc ban hang nao khong bi tir choi. Loi tir chdi cho thay su
quan tim cua khach hang va 1a bién chi duong gitp ban timg budc két thic
ban hang. Thuc té, néu khong tir chdi thi s& khong co sy quan tim. Néu
khong co6 sy quan tam s€ khong c6 cudc ban hang nao.

Nhitng cudc ban hang thanh cong thuong phai nhan so 10i tir chdi nhiéu
gap doi nhitng cudc ban hang that bai. Cang nhan nhiéu 10 tir chdi, ban cang
c6 kha nang thanh cong.

QUY TAC SAU

Quy tac sau duoc 4p dung cho cac 10i tir chéi. Quy tic nay chi ra rang
khong c6 qua 6 loi tu chdi cho mot cude chao hang. Co thé 1a mét hodc hai,
nhung khong bao gio nhiéu hon sau.

Tham chi, néu ban phai nghe 50 hoac 100 lo1 tur chéi trong mot tuan hay
mot thang nhung nhitng kiéu tir chéi ndy c6 thé xép vao mot s6 nhom.

Khi lam viéc v6i cac cong ty, doi khi ta thyc hanh cac bai tap hoan thanh
cau. Chung ta yéu cau ho hoan thanh cac cdu sau:” Chung toi c6 thé ban cho
moi khach hang ma chiing t6i tiép xtic, mién ho khong noi....”

Hay 1ap danh sach moi 10i tir chéi mot khach hang c6 thé dua ra. Viét
nhitng cau héi, 10i chi trich, phan nan ban timg nhan. Khi 1ap xong, hiy xép
ching theo thur tu. Lot tur chdi nao ban hay gip nhat? Cau nao 1a tré ngai 16n
nhat doi véi viéc ban hang thanh cong cua ban?

PHAN LOAI LOI TU CHOI

Sauk hi sip xép, bnaj hdy phan loai nhing lo1 tur chdi nay thanh cac
nhom. Ban s€ co6 101 tur chdi vé gia ca, chat luong, tinh canh tranh, nang lyc,
danh tiéng, hodc vé tinh méi la. Xac dinh nhtng nhom cac 1o1 tir chéi, sau do
xép chiing vao nhom phu hop. S& khong thé ¢ nhiéu hon 6 nhom.

Bay gi0, nhiém vu cua ban la xay dyng nhiing cau tra 161 hoan hao nhat
cho tirng nhém tir chéi. Xac dinh chinh xac diéu gi co thé thuyet phuc khach
hang rut lai nhimg 101 tur chdi. Lam ngay nhiing viéc can thiét dé loai bod
nhitng 101 tir chéi quan trong.

SU DUNG THU KHEN

Mot trong nhimg bién phap xtr 1y 1i tir chéi hiéu qua nhat 1a dua ra
nhtng la thu khen ngoi tir cac khach hang hai long — nhtrng khach hang da
tirng tr chéi. Mot buc thu than thién thio gd nhitng thic mic chinh cua
khach hang 1a bién phap hitu hiéu dé loai bo hoan toan 10i tir choi.
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COI LOI TU CHOI NHU MOT CAU HOI

Bén canh viéc sir dung thu khen, mot cach xur Iy khac la ghi nhéan va hiéu
101 tir chdi nhu céu hoi va xtr ly nhu d6i voi yéu cau cung cap thém thong
tin. Hay hiéu rang tir chdi 14 phan tng ty nhién cua khach hang trude bat ci
161 chao hang nao.

Khi khach hang néi:” Gia cao qua”, ban c6 thé dap lai:” Pay la diéu dang
ban. Vay tai sao gia lai cao hon muirc gid ngai dinh tra?” Sau do hay tu tra 161
cau hoéi ban vira dat ra.

Néu khach hang néi:”Chung toi ¢6 thé mua san pham nay véi gia ré hon
& bat ctr dau”, ban hay n61:”b¢6 1a mdt van dé can thao luan. Vay tai sao ddi
thil cia chung toi lai ban san pham twong ty véi gia thap hon?”

PUA RA LY DO HQP LY

Mot cach xir Iy khac 1a coi 10i tir ch6i nhu viée khach hang yéu cau ban
tim giai phap cho van dé. Néu khach hang noi: “ To6i khong di kha nang chi
tra”, hily nghi khach hang d6 néi rang:” Hiy cho t6i thdy 1y do chinh dang dé
chi khoan tién néy.”

Khach hang noi:” T6i phai ban lai”, hdy hinh dung y cua ho la:” Hay cho
to1 1y do hop ly dé mua san pham nay, to1 s€ khong can hoi y kién ai nita.’

PE KHACH HANG THOAI MAI TU CHOI

Tét nhat, hay dé khach hang thay thoai mai tir ch6i. Phan 16n khach hang
déu khong mudn tranh luan vé cac san pham va dich vu cua ban. HQ mién
cuong tu chdi vi ngai ban s€ noi gian. Vi vay, ban phai lam sao cho khach
hang cam thay thoai mai khi tir chdi bang cach vui vé dap lai 10i tir chdi.

Nhiing 101 tir chdi khong déng so. Pung hon, d6 chinh 12 ban dap dé ban
hang thanh cong, 1a nac thang dé c6 murc thu nhap cao hon. Nhiing nguoi
ban hang gioi la nguoi giai quyét nhitng tir chbi nhanh va hiéu qua nhat.

KHEN NGOI TU CHOI

Khen ngoi moi 10i tir chdi ban nghe 1an dau. “Rét hay, t6i rat vui vi 6ng
dé cap dén van dé nay.” Abraham Lincoln noi:” Ai cling thich khen”. Khi
ban khen ngoi ai d6 vi ho tu chdi hodc dat cau héi vé san phém va dich vu
clia minh, ban s& khién ho tu tin hon. Nhu vay, ho s€ thoai mai hon khi dat
cac cau hoi khac.

Gidng nhu luat su chuyén di dau t - nguoi khong bao gio dit nhiing cau
hoi khi khong blét trudc cau tra 11, dimg bao gid di vao chi tiét ciia cudc ban
hang néu khong nam chic cach tra 10i nhitng cau tir choi s& nghe.

LANG NGHE CHAM CHU

Khi bi tur chéi, hiy lang nghe day du. Dbung to ve hiéu rd khi khach hang
mudn nodi gi. Khach hang thuong bit dau bang nhiing cau tu chdi quen
thudc, nhung roi ho s& dua ra méi quan tam hodc van dé ctia ho khi két thuc.
Hay kién nhan. Luyén tap k¥ ning ling nghe. Ngumng lai trudc khi tra 10i.
Dit cau hoi dé hiéu rd: “ Y anh 13 gi?” Tra 10i theo cach ctia minh dé khach
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hang thay ban dang lang nghe va hiéu r& mdi lo ngai cta ho.

TU CHOI KHAC VOI PIEU KIEN

Xac dinh phan tmg ctia khach hang 13 tir chdi hay diéu kién. Ban c6 thé
tra 101 cau tir chéi. Bat cir vAn dé nao ciing c6 cach giai quyét. Pay 1a ric réi
ban c6 thé loai bo dé ban duge hang.

Khac voi 10i tir choi, diéu kién la nguyén nhén cua viéc ban khong thé
tlep tuc cudc ban hang. Néu mot cong ty sap pha san, ho khong thé mua san
pham hoic dich vu cia ban. Du san pham/dlch vu c6 tot dén dau thi viéc pha
san s& dan dén tinh thé bat kha khang. Néu mot ngudi khong co tién, thi do
chinh 14 nguyén nhan khién anh ta khong thé mua hang.

Tuy nhién khi khach hang tir chdi, ho thudong nghi d6 that su 1a diéu
kién. HO tin kho khan d6 khién ho khong thé mua hang, nhung khong han 13
nhu vay.

Vi du ¥ ctia khach hang la gi khi ho n6i:” T61 khong mua duge.” Co phai
ho mudn n6i minh khong thé mua ngay luc do, hay ho khong chiu dugc murc
gia cia san pham néu phai tra ngay mot 1an? hay ho khong thé mua ngay bay
gid nhung tuong lai ¢6 thé? Khi mot nguoi ndi:” Toi khong mua duoc.” Hay
ho6i:” Chinh xac y anh 1a gi?”.

HOP DPONG TRIEU PO CUA TOI

To61 dugc gidi thiéu v mot nguoil ban bao hiém. anh ta hoi t6i mot loat
cau hoi roi sép Xép cudc hen thir hai. O cudc hen nay, anh ta dé nghi t61 mua
mot bao hiém nhan tho tri gia 1 triéu $. T61 choang vang.

T6i n6i:” Nhiéu qua, t61 khong mua dugc”

Phot 10 su cuong quyét cta t6i, anh ta giai thich rang & vi tri cua t6i, chu
mot gia dinh vé1 mot vo va hai con, s€ thiéu khon ngoan néu khong c6 mot
khoan bao hiém tri gia 1 triéu $. Cudi cung, t6i phai déng y rang minh can
khoan tién nay nhung van nhic lai:” T6i khong mua dugc. Toi khong co san
3000$/nim dé dong bao hlem Cam on, nhung bay gio thi khong dugc.”

Anh ta n6i:” Vay néu ching ta chuyén sang dong theo thang va moi
thang t6i dén thu 250$? nhu vay c6 pht hop véi anh khong?” Toi da rat ngac
nhién vi nghe dén viéc thu phi bao hiém sudt doi theo thang. Toi khong hé
nghi c6 thé tra theo thang. Ly do khién t6i cho 1a diéu kién that sy da chuyén
thanh 10i tir ch6i va da c6 mot cau tra 101 hop 1y cho 16i tir chdi nay. Tdi ky
vao mau don va mua bao hiém.

HAY LUON SANG TAO

Pay lai 1a van dé. Vi khach hang khong biét tat ca cac cach ho c6 thé yéu
cau va chi tra cho san phém hoac dich vy, ho ludn tin ho “ khong thé mua
duoc”. Chi khi ban cho ho théy ¢ nhiéu su lya chon hon, ho méi ¢ thé mua
hang cua ban.

Vi du khach hang noi:” Té1 khong tra theo thang dugc.” Ban hay ndi:”
Viy néu ching ta ting thoi gian chi tra 1én ba nim thay vi hai nam, tirc 1a
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mdi thang anh chi phai tra dudi 500$? Anh chap nhan duoc chi?”

Khi ban da nghe day du 1oi tir chdi, hiy dé nghi khach hang noi chi tiét
hon. Day 1a lic cau™y anh la gi?” phat huy hi€u qua. Hay chic chan rang ban
hiéu 1d ¥ ctia 10i tir chéi trude khi ¢d gang tra 10i. Néu tra 1oi qué nhanh, ban
c6 thé tra 101 sai va lam hong viéc ban hang.

LICH SU VA TON TRONG

Hay cu xir nhe nhang, nha nhan va ton trong trudc moi 101 tir chdi.
Khong qué xtic dong va that tinh y, Tham chi, néu vi tir chdi ca nghin lan,
hay ludn dap lai nhu thé d6 1 161 nhan xét ¢o gia tri cho dé nghi ctia ban.

Hay nhé cau danh ngon:” Ngudi ta khong quan tdm ban hiéu biét thé nao
cho dén khi ho biét ban quan tim dén ho”. Khi ban than thién va té nhi xu 1y
101 tir chdi, khach hang s& thay ban that sy quan tdm dén nhiing gi ho nghi.
Vi vay, ho cling s¢& bat dau quan tam dén ban va san phém hoac dich vu cua
ban.

CACH CAM NHAN, KET THUC VA TiM KIEM

Céch tuyét voi dé xir Iy 101 tir chdi 13 st dung phuong phap “cam nhan,
két thiic va tim kiém”. Pay 1a phuong phap chuyén nghiép thira nhan 101 tir
chéi 1a diéu hién nhién, khang dinh véi khach hang rang ho khong phai 1a
nguoi duy nhat c6 mdi quan tdm ndy va hdy tra 16i dé ho cam thay hai long
nhat.

Vi du khach hang néi:” Pat qua”. Hay dap lai:” Thua quy khéach, t6i hiéu
cam gidc cua anh. Nhlrng khach hang khach ciing timg c6 cam giac nay khi
chung to1 lan dau gi6i thiéu. Nhung day 1a diéu ho da nhan dugc”. Sau do6
giai thich rang nhitng ngudi timg c6 moi lo ngai tuong ty da nhan ra ho mua
dugc ré hon mong doi va hai 10ng véi quyét dinh ctia minh.

Khach hang thuong bi anh huong tir nhiing gi nguoi khac lam voi san
pham hoic dich vu cta ban. Khi ban dam bao rang nhiing nguoi khach cung
c6 cam nhan twong tu, van tlep tuc mua san pham cuia ban va hai long véi
nhimg gi nhan duoc, ho s& thay thoai mai va tin rang cic san pham do ciing
tot véi ho. ‘ ,

SU DUNG NHIEU LOI TU CHOI

Néu khach hang noi:” Ai cling htra hen cac dich vu tbt, nhung roi lai
khong thuc hién, t6i bi hd qua nhiéu r6i”.

“Thua quy khach, toi hiéu cam gidc ctia ngai. Nhitng ngudi khac ciing
timg nghi vdy vé cac dich vu cua ching toi. P6 1a mdi quan tAm chinh déng
khi thuc hién viéc mua ban nhu thé nay. Nhung khach hang di thay chung
t6i phuc vu va stra chita san pham nay trong hai gio, dén tan 3h chiéu trong
cac ngay lam viéc. Néu mudn hon 3h, ching toi s& ctr ngudi dén vao sang
hom sau.”

Hiy dua ra bang chimg cho ciu tra 1oi ctia ban bang cac buc thu khen,
bang so sanh gid, hodc mot t& bdo dam bao cho chat lugng san pham hodc
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dich vu ctia ban bat ¢t lic nao co thé.

Pé chic chan, hiy hoi:” Dleu nay giai dap thac mac cua ngai chu?”

CHIN LOI TU CHOI PHO BIEN BAN CAN TRA LOI

1. Loi tir chdi ngdm

Loai tir chéi thtr nhat 1a tir chdi ngdm. Khach hang quan tam dén 10i chao
hang cua ban nhung khong néi gi. Ho gat dau, lang nghe nhung khong phan
ung voi viée ban lam viéc ¢ dau va lam gi.

Giai phap 1a dé khach hang néi nhiéu hon. Pit cac cdu hoi mé va chim
chu ling nghe cau tra 10i. Khach hang cang tra 15i nhiéu thi ho cang néi
chinh xac 1y do ho khong mua hang.

2.Lydovalydo

Dang tir chdi thtr hai 1a cac 1y do. Ludn c6 nhitng phan tng ban ning
trudc bat ky phuong phap ban hang nao.

“Chung to1 théy hai long vdi nha cung cap hién tai”

“Chiing t6i rat ban va khong c6 thoi glan cho viéc nay”.

“Chtng t6i ¢6 moi thir minh can r6i”

“Hién chung t61 khong c6 hung thu :

Do chi la cac 1y do. Ho khong that sy nghi€ém tic. Ngudi ban hang s& gat
dau, mim cudi, déng y roi dit cAu héi dé kiém soat cudc ddi thoai. Cach tot
nhat dé x 1y nhimg can tré ban dau, gdm cac 1y do va phan hoi boc dong 13

6i:” Ping vay. Ai ¢ trong tinh thé cua ngai déu cam thay nhu vay khi toi
méi gip. Nhung roi ho di tré thanh khach hang than thiét nhat cua chung toi
va ho mudbn chung t6i 12 ban.

Phéan hoi nay ngay 1ap tirc chuyén tdm diém cudc dbi thoai vé san pham
ctia ban sang cac khach hang da cam thay hai long. Trong moi trudng hop,
cau tra 101 ban nghe thay sé& 1a: « Oi, that khong? La gi vay?”

3. Loi tir chdi ac

C6 nhitng 10 tir chdi c6 4c y Vi ¢6 rat nhiéu nguoi khac nhau nén doi
ltic ban s€ gdp phai nhing ngudi bat man hodc gian dit véi hoan canh hién
tai. Vi khong thé mang mé 6ng cha hodc vo/chong minh, ho s& trut tat ca 1én
nguoi ban hang than thién. Nhitng nguoi nay thuong suy nghi va hanh dong
tiéu cuc. Ho chi trich san pham cta ban hodc so sanh khong hay véi cac d6i
thil cia ban. Ho 4p dit rang gid cao, san pham khong tot. ...

Phuong phap giai quyét 10i tir chéi ac ¥ la hiéu réng ban khong phai muc
ti€u. Khach hang cua ban dang c6 nhung ric roi riéng va chung khong lién
quan dén ban. Ban chi mic ket trong tinh thé xdo tron tdm 1y giita ho va rac
r01 cua ho. Hay gilr binh tinh, tu tin, tich cuc va lich sy. Thuong thi hanh
dong cuia ban sé& lam diu nhimg tiéu cuc tir phia khach hang va khuyén khich
ho c61 mo hon.

4. Yéu cau thong tin

Loi tir chdi pho bién tht tu 13 yéu cau thong tin. Pay 1a 101 tir chdi ma
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ban c6 thé tra 10i t6t bang hoic tot hon cac phan khac trong cudc ban hang
cua ban.

Khi khach hang yéu cau thém thong tin vé két qua hodc loi ich ho s&
nhan duogc tir san phém hodc dich vu, ban s& duoc dit vao vi tri hoan hao dé
tién hanh vu mua ban.

Hay st dung tat ca k¥ ning xur 1y tir chdi cua ban. Hiy don nhén 10i tir
chdi. Khen ngoi va cam on khach hang vi ho da dat cau hoéi. Tra 101 cau hoi
va két thiic bang ciu: “Piéu nay da giai dap thic mac cta anh chu’?

5. Loi tir chéi khoe khoang

Mot kiéu tir chdi khac 1a 101 tir chdi khoe khoang. Doi lac, khach hang
mudn ching té ho biét nhiéu vé san phém hoac dich vu cua ban. Ho dua ra
nhirng nhan xét hoac dat cac cau hoi phuc tap vé san phém, dich vu hoac
nganh nghé ctia ban.

Khi gip truong hop nay, hiy nhan nhuong dap lai. Hay chtng to ban an
tugng ra sao. Hay lich sy, hao nha lang nghe va dé khach hang néi. Hiy nhd,
khi ban khién khach hang cam thdy minh quan trong bang cach tip trung
léng nghe, ho s¢ than thién hon va mua hang cho ban.

6. Loi tir chdi cha quan

Dang 15i tir ch6i pho bién thir sau 12 101 tir chdi chii quan. Loi tir chbi nay
nham vao ban véi tu cach ca nhan. Khach hang s& noi nhitng cau nhu: “ Co
vé anh kiém kha nhi?” hodc “ Ban san phim nay giup anh kiém duogc rat
nhiéu tién phai khong?”...

Khi khach hang chi trich ban, d6 co thé 1a vi ban di noi qua nhiéu vé
minh va ho dang lam ban that vong béng viéc chi trich vé bé ngoai hoac thai
do cua ban.

Khi nhan thdy minh néi quéa nhiéu vé ban than hodc cong ty, san pham,
dich vu, hodc doi tu, hay ding lai va dit cdu hoi. Hay noi vé khach hang
nhiéu hon. Khi dit khach hang vao vi tri trung tdm, ban s& khong gip nhiing
101 tir chdi chu quan hon nira.

7. Loi tir ch6i khach quan

Ban ciing c6 thé gap 10i tir chdi khach quan. Nhing cau hoi nhu vay s&
huéng vao 10i gidi thiéu san pham va tuyen bd rang ban lam viéc vi quyen
loi cua khach hang. Khach hang co6 thé no6i:” Toi khong cho rang san pham
nay co6 thé dap tng yéu cau cua chung t6i” hodc “ C6 vé san pham rat tot,
nhung khong phu hop voi yéu cau”

Néu xtr ly duogc 10i tir chdi khach quan, ban s€ ban dugc hang. Cach t6t
nhat 1a dua ra thu khen ngoi va cac bang chimg khac dé chung to rang san
pham nay lam dugc nhitng gi ban noéi. Pam bao rang khach hang s& c6 duoc
nhitng loi ich ban htra va ban s& gitp ho mua san pham mot cach dé dang.

8. Kién quyét khong mua

Dang tir chdi phd bién thtr tdm duoc goi 1a “kién quyét khong mua.”
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Viéc nay thudng xay ra khi méi bat dau viéc gidi thidu. Néu ban khong hoa
giai duogc sy kién quyét nay, khach hang sé& ling nghe nhung khong mé long.

Hay lam giam su kién quyét ban dau bang phuong phap két thuc. Hay
noi rang Thua quy khach, cam on ngai da danh thoi gian cho t6i. Mong
nga1 clr thoai mai. Hom nay toi khong ¢ ging ban hang. T6i chi mudn dat
vai cau hoi va xem liéu c6 cach nao dé cong ty ching toi ¢ thé gitip ngai dat
dugc muc ti€u voi chi phi hiéu qua nhat. Nhu vay dugc khong a?”

Khi khach hang thoai mai va cho phép dat cau hoi, hiy bat dau véi cac
cau hoi mo da dugc lya chon dé danh gia khach hang va tim hiéu diéu ho
that su can.

9. Loi tir chéi cubi clng

Loi tir chdi cudi goi 1a 10i tir chdi cubi cung. Ban gidi thiéu xong va
khach hang hiéu ho nén mua san pham hoic dich vu cua ban. HO biét ban
ban san pham gi va gia bao nhiéu. HO chuan bj quyet dinh xong van do du.

“Lam sao toi biét thir to1 nhan tuong xung vai dong tién bo ra?”, “Anh
6 chéc day la san pham tdt nhat toi ¢ thé nhan duoc?” — ho co thé noi.

Hay chidm chu lang nghe rdi bao voi ho rang ddy 1a cac san pham hoic
dich vu hoan hao, murc gia t6t va nhitng ai dang sir dung déu rat hai 1ong voi
quyét dinh cua minh.

TIEN THANG BEN CAU HOI KET THUC BAN HANG

Sau khi xtr Iy cau hoi tir chdi, ban c6 thé tién thang dén cau hoi két thuc:

“Anh thich san pham nao hon trong hai san pham nay?”

“Anh muon gu:1 hoa don dén nha hay van phong?”

“Anh mudn giri hang trong tuan nay hay tuan sau?”

Néu ho tra 16 bat ctr cdu hoi nao, viéc ban hang da duoc thuc hién. Sau
do, ban hoan thi¢n giay to va xin chir ky cua ho.

Poi khi 10 tir choi cudi cing duge goi 1a 101 tir choi tung hoa mu. Bung
phan u:ng dir doi, dimg qua quan trong hoa no Mim cuoi va noi:”Rat nhiéu
nguoi da hoi nhu vay khi mua san pham nay” ' ’

CACH KET THUC “NHUNG LOI TU CHOI CUOI CUNG’

Phuong phap két thic ban hang khi van bi tir chdi rat hiéu qua va dé sir
dung. Ban vira trinh bay xong phan giéi thiéu va khach hang hiéu dé nghi
ctia ban ciing nhu mong mudén hudng cac loi ich. Nhung ho néi:” Té6i khong
biét bay gio co thé mua duoc khong hay phai doi da.”

Pé tim hiéu 10i tir chdi con lai dang ngan can viéc mua hang, hiy noi:”
Thua quy khach, co vé van con vai van dé khién ngai chan chir. Cho phép toi
dugc hoi, phai chang d6 1a van dé gia ca?” Hay dit cau hoi lién nhau, dat hai
cau hoi nhu’ng nhan manh mot cau. Khach hang s& tra 101, hodc “Pung, van
dé 1a gia ca”, hodc * ‘Khéng phai chuyen nay’.

Du ho néi gi, hay chap nhan moéi quan tdm cua ho va néi” “Vang thua
quy khach, ddy 1a mot van dé quan trong. Con van dé nao khién ngai phai
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can nhic nita khong?”

TIM RA LY DO THAT SU

Trong nhiéu truong hop, khach hang s& khong mudn néi 1y do that su
khién ho chan chir. Ho biét khi ho dwa ra 1y do va ban tra 101 hop 1y, ho s&
khong thé tir chdi nira va khong con Iua chon nao khac ngoai viéc mua san
pham cua ban.

Vi véy, khach hang sé& giit lai 10i tir chdi. Ho khong muén néi 1y do 1a gi.
Thinh thoang, ho dua ra 16i tir chdi nhung d6 khong phai 13 Iy do that su
khién ho do du.

Du khach hang tra 161 cau hoi nay ra sao, hdy hoi lai: ° C(‘)n 1y do nao
khién anh do dy khong‘7 Hay tiép tuc hoi cho dén khi ho noi:” KHong, d6 1a
1y do cubi cung.’ " Ly do cudi cung ho dua ra dé tra 1oi cho mot loat cau hoi
chinh 1a that hay van chi 1a 101 tur chdi:” Toi khong chic t6i mua duoc”, hodc
“ Toi khong chac san pham nay c6 thé thyc hién nhirng viéc ma anh néi.”

THOA MAN CAC LY DO CUA LOI TU CHOI CUOI CUNG

Ban hiy noi:” Thua quy khach, day 1a mot van dé quan trong. Néu cau
tra 101 ctia toi lam ngai hai long, ngai s& sin sang tiép tuc cha?” Hay im ling
va cho doi cau tra 1o1.

Cudi cung khi khach hang néi:” Vang, néu anh c6 thé tra 10i t6i s& mua
ngay.”, hdy tiép tuc dat cdu hoi:” Vay bang cach nao, ngai c6 thé thay hai
10ng?” va lai im lang cho doi ho dua ra “ Piéu kién dé két thuc.”

Tai thoi diém nay cta cudc ban he‘tng, khach hang thuong no6i:” Néu anh
c¢6 thé lam viéc nay hodc viéc kia,” hoic Néu thoi ¢6 thé nodi chuyén vOi
nhitng ngudi tung gap tinh huong nay, toi sé tlep tuc”. Bay gio, ban di nam
duogc diéu kién két thuc, 101 tur chbi mau chot van dé ban phai thuyét phuc dé
ho mua hang Hay tién 1én va chimg to rang ban c6 thé tra 16i va 1am ho hai
long, cudi cung hay yéu cau dat hang.

LOI TU CHOI VE GIA

Hang nghin khach hang d3 duoc phong van sau khi ho mua mét san
phém hoac dich vu. Trong khi thdo luan viéc mua ban, ho dat ra rat nhiéu
cau hoi vé gia ca va cac diéu kién. Nhung khi dugc phong van:” Ly do nao
khién ban quyet dinh mua san pham (hodc dich vu) nay chir khong phai cua
hang khac?”, hiém khi ho dé cap vé van dé gia ca.

Chung t01 hiéu rang diéu khach hang mudn khong phai la gia thap nhat
néu san pham d6 ciing tuong tu cac san pham khac. Ho mubn murc gid hop
Iy, t6t va cong bang nhat chit khong phai 14 thap nhat. Tai sao vay?

Ly do 1a vi khach hang da cé gang tiét kiém bang cach mua cac san phérn
bang muc gia thap nhung cudi cung lai nhan dugc gia tri tuong duong voi
khoan tién bo ra. San pham va dich vu ré khién khach hang that vong. San
pham hong hoac ho khong dugc phuc vu. Do vay, ho chu trong nhiéu hon
vao chat luong chir khong phai gid ca.
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KHONG Al MUON BI MUA DAT

Khach hang khong muon ném tién qua cira so. Khong ai muén rang minh
phai tra cao hon murc can thiét, hoic cao hon murc nhiing nguoi khac da tra
cho cung mdt san pham hoic dich vu. Tat ca ching ta déu mubn muc gia t6t
nhat nhung chung ta cling hiéu rang mirc gia thap sé kém theo nhiéu van dé
hon du doan.

Khi nhéan dugce loi tu chéi cudi cung vé gia ca, hay nhin vao mat khach
hang va dam bao rang ho dang c6 mot cudc mua ban tot. “Thua quy khach,
day 1a mirc gid hoan hao. Anh dang c6 mot cudc mua bén rat tot. Khi anh can
nhic moi thir chiing t61 dua ra trong san pham nay, anh sé& thay hai 1ong.”

PHAN KET GIA SU

Ban c6 thé sir dung cach két “gia su”. Khach hang n01 > Xin 13i, t6i rat
thich san pham nay nhung ching toi vira tiéu hét tién roi.”

Hay tra 10i:”Thua quy khach, gia st ¢6 khong phai 1a van dé. Thi con
van dé nao khién ngai du dy khong?”. Khi dit van dé nhu vay, khach hang
s€ phai n6i:” Khong, do 1a van dé duy nhét”, hodc “Con mot van dé khac”.

Bat ctr khi ndo ban n6i:” Gia sir d6 khong phai 13 van d¢; gia st ching toi
c6 thé 1am ban hai 10ng; gia st chung t6i c6 thé chay cho ngai xem.” Ban
ludn c6 thé thao g 10i tir chdi cudi cung hoic diéu kien dong.

“ Gia sir chiing t6i c6 thé giam gia thém 100$ nira.’

“Gia sir chiing toi c6 thé xtr 1y yéu cau nay va gui cho anh vao thir 6”

“Gia sur chung toi chuyén hang trong tuan ndy va chi yéu cau thanh toan
khi ngai co yéu cau vao dot sau. Nhu vay c6 dugce khong?”

CACH KET THUC GOC NHON

Ban c6 thé st dung cach két thuc “gdc nhon” dé bién 10i tir chéi thanh 1y
do mua hang. Phuong phap nay rat hiéu qua khi khach hang ngimg nhiing 10i
tir chdi hodc nhitng 101 kién quyét khong mua. Khach hang néi:”Téi khong
thé tra hang thang dugc.”

Ban dap: “ Néu chung t6i c6 thé ting thoi gian thanh toan thém mot nim
nita va muc thanh toan hang thang chi con chua day 4008, ngai sé dong ¥
chu?”

Khach hang c6 thé noi:”San pham ctia anh khong phu hop vé6i thong sd
ky thuat cua t61.”

Ban dap:” Néu chung t6i c¢6 thé chimg minh cho ngai thay né phu hop va
dam bao diéu do, ngai s& dong y chir?”

Khach hang c6 thé n6i:” San pham cta anh khong phu hop voi thong s6
ky thuat cua t61.”

Ban dép:” Néu chung t6i c6 thé chimg minh cho ngai thdy né phu hop va
dam bao diéu d6, ngai s& dong ¥ chu?”

Noi cach khac, hiy str dung kha ning cua ban dé hoa giai moi 101 tir chdi
va két thuc ban hang dya trén 10i tir choi.
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DUA RA CAM KET TRUGC

Nguoi ban hang khong co kinh nghi¢ém thuong mac sai lam khi nghe 101
tir chéi cudi cing va dé ngh1 quay lai cong ty dé xem xét cach giai quyet Van
dé d6. Khach hang noi:” Toi thich san pham ctia anh va can nd vao cudi tuan
sau nhung anh lai can dén sau tuan dé chuyén hang.”

Thay vi néi:” Dé t6i quay lai van phong va xem liéu chung t6i c¢6 thé
chuyén hang nhanh hon khéng,” hiy néi:” Néu ching t6i chuyén vao dau
tuan sau, ngai s€ mua chir?”

Véi 16i két thuc “gdéc nhon”, khach hang phai dong ¥ mua san pham khi
ban c¢6 thé tra 161 diéu kién cubi cung cua ho va phai dua ra 1y do that su
khién ho con do dy.

“Gia cao qua,” ban no6i:” Néu chung toi c6 thé ban san pham nay vai gia
thap hon, anh s& mua ch?” Khach hang s& phai n6i:” Néu san pham van vay
nhung gia thap hon thi t61 s€ mua.’

CACH KET THUC “NGUQC”

Ban c6 thé st dung cach két thiic “nguoc’ ’ trong nhiéu tru:cmg hop. Day
1a cach két thuc hai hude rat hiéu qua. Ban c6 thé ap dung v01 con minh, voi
nguoi ban doi va voi khach hang cia minh. MOt nguoi ban cua toi noi rang
thu nhap cua anh ta ting gap doi trong chua day mot nam sau khi bat dau su
dung phuong phéap ndy sau budi thuyét trinh cia toi.

Khi khach hang dua ra bat ky lo1 tu chdi nao, dic biét 1a mot 16i tir chdi
pho bién nhu:” Tdi khong mua duoc,” hay tra 10i:” thua quy khach, chinh vi
vay anh phai mua nd.”

Piéu nay sé& thu hat sy ch y cua khach hang va budc ho phai noi:”Sao
co, y anh la gi?”

HINH DUNG TRUOC CAU TRA LOI

Ban s& mat vai gidy dé nghi ra nhu’ng cau tra 101 hop 1y cho cau hoéi nay.

Khach hang ’San pham dat qua.”

Ban dap:” Thua quy khach, chinh vi vay anh phai mua no.”

Khach hang:”Y anh 1a gi”.

Ban néi:” Thua quy khach, anh muén mua san pham ndy véi gia thap
nhat c6 thé phai khong?”

“Tat nhién 13 t6i mudn vay”

“Anh mudn chat lugng cling & muic cao nhat phai khong?”

“Pung vay””, vi khach tra 1o1.

“Anh s& c6 thé mua san pham d6 mot ngay nao day phai khong?”

“Pung viy, c6 thé 1a mot ngay nao do.”

“Thua quy khach, chinh vi vy anh nén mua san pham nay hom nay véi
muc gia nay, vi anh s& khong bao gid c6 duge su két hop gilra san pham,

chat luong, gia ca nhu hién nay. Tai sao anh lai khong dong y?”
SU DUNG CACH KET THUC NAY MOQI NOI
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Mot khach hang cua toi lam viéc cho mot cong ty truyén hinh cap ban
dich vu Pay tivi tai nha. Nhom ban hang di ting gip ba thu nhap cia minh
bang cach st dung k¥ ning két thiic nay. Ngudi ban hang gd cira va noi:”
Anh c6 mudn ding ky Pay TV khong?” ngay lap tirc khach hang noi:”
Khong, cam on, t61 khong mua duoc”.

Nguoi ban hang s& noéi:” Chinh vi viy anh nén mua, vi anh khong thé
mua duoc.”

Canh ctra chuén bi dong lai lién mé ra, vi khach s& hoi:” Sao, y anh la
gi?”

Ly do khién nguoi d¢6 khong mua truyén hinh cap hodc dia vé tinh 1a do
ho tin ho khong mua dugc. Nguoi ban hang s€ noi:” Toi co thé hoi mét cau
dugc khong? Luc nao d6 anh s€ lép dat Pay TV, dugc xem cac by phim,
chuong trinh thé thao, kich, ngh¢ thuat, cac chuong trinh thiéu nhi ... phai
khong?”

Khach hang s& n6i:” Vang, luc nao day t6i s& lap.”

“Chinh vi vay anh nén liap ngay hom nay. Vi ching t6i dang c6 chuong
trinh khuyén mai dic biét, lip dit hom nay s& 1a ré nhat. Mién phi lap dat va
sang thang sau anh mdi phai tra tién. Chinh viéc anh cho rang minh khéng
thé mua dugc 13 1y do anh nén mua ngay hom nay. “ Va sau d6, hang tram
chu ho da dang ky mua dich vu cua ho.”

THU TREN DIEN THOAI

Doi khi, ban co thé sir dung cach két thiic “nguoc” véi khach hang qua
dién thoai. Dau tién, ban goi va dit cau hoi huéng vé hiéu qua hoic loi ich
cua san phém ban ban hodc dit cau héi vé lgi ich cua ching ddi vaoi khach
hang. Khach hang s€ dap:” T61 khong thich”. Ban hang s€ dap:” To6i khong
thich”. Ban hdy dé4p lai nhanh chong:” Thua quy khach, t61 khong nghi 1a
anh khong thich. Vi vay t6i da goi cho anh.”

Khach hang lién néi:” Sao co?”

Ban néi:” Thua quy khach, hau hét moi ngudi sir dung san pham cia
chung t6i déu khong thay tha vi khi chiing t6i méi lién hé véi ho. Ngudi it
quan tAm nhat lai tré' thanh ngudi hai 1ong nhét véi nhitng gi san pham cia
chung t61 mang lai. KHi anh né1 anh khong thich, c6 nghia day chinh la san
pham anh dang tim kiém. T6i muén néi chuyén véi anh trong mudi phat dé
thé hién nhitng gi chung t6i c¢6 va anh c6 thé ty minh quyét dinh. Anh thay
lic ndo hop 1y nhat?” Hay luén dé nghi mot khoang thoi gian chung chung
thay vi mot khoang thoi gian 4n dinh. “ Anh c6 16i vao khoang 10 sang thir 3
khong hay chiéu thir 4 thi phit hop v6i anh hon?” S& dé dang hon dé khach
hang dong y gip ban cdo sang thir ba hodc thir tr néu ban cdi md va linh
hoat.

“Ban” cac cudc “hodi thao”

Mot triéu pht khoi dau su nghiép bang cong viée ban hang dién thuyét
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mién phi dé gidi thiéu hoi thao ba ngay vé cach 1am giau cta anh ta. Trong
cudc ndi chuyén, anh ta chi ra rang khong ai c6 thé 1am giau bang viéc di
1am thué cho nguoi khac, va cé rat nhiéu con dudng 1am giau néu ho duoc
hoc va ren luyén.

S& c6 rat nhiéu khan gia dimg day va néi:”T6i mudn tham gia nhung toi
khong du tién”

Trudce khi hoc cach két thic “nguoc”, anh ta sé théy bdi rdi trude cau tra
101 nay. Nhung néu st dung phuong phap ndy, anh ta s& n6i:” Chinh vi vay
anh nén tham gia”

Luc nay, moi thinh gia déu mudn ling nghe nhiing gi anh ta sap noi.

Anh ta sé& tra 10i:” Ti c6 thé hoi sau khi hoc xong anh d3 di 1am bao
nhiéu nim r6i khong?”

Céc thinh gia c6 thé tra 10i”muoi nam” hodc “20 nim”.

Sau d6, ngudi dién thuyét s& noi:” Pé tham gia budi hoi thao ndy anh sé
mat 495 $ trong hai ngdy va duoc dam bao vo diéu kién. Anh noi anh da ra
truong va di lam muoi (20) ndm va khong thé tra sb tién 495$ sao? Chinh vi
vay anh phai xin, vay hoac an trom dé c6 thé dén budi hoi thao dé hoc cach
cai thi¢n tinh hinh tai chinh, nhu vady anh s€ khong bao gio phai néi cau nay
ntra.”

LOGIC KHONG THE CUONG LAI

Cau tra 1oi nay logic dén murc khong thé cudng lai dugc. Nhimg khan gia
nghi minh khong thé tham dy budi hoi thao bong nhan ra ho lam viéc subt 10
nam, 20 nim ma van nhan tai.

Néu ho khong tham gia budi hoi thao, ho tiép tuc nhin tai trong muoi
nim nita. Cudi budi dién thuyét, moi ngudi xép hang dang ky tham gia budi
hoi thao.

Hay nhd, bang cach sir dung cach két thiic “nguoc”, ban khong can phai
c6 cau tra 1oi hoan hao tiép theo. Cau ndi: “ Do chinh 1a 1y do dé anh tham
gia.” d4 pha tan mdi uu tu cta khach hang. Cau ndi nay sé danh thac ho va
lam cho ho cht y dén ban.

CACH KET THUC “POI VI TR{”

Céch két thiic tot ban co thé sir dung khi khong thé thao g& 10i tir chdi
mau chot goi 1a cach két thuc “d6i vi tri”. Phuong phap nay dic biét hiéu qua
khi khach hang khong tra 1oi thang. \

Khi ban da xay dung dugc mdt mbi quan hé¢ than thi¢n, trinh bay ph?m
gidi thiéu va khach hang khong noi vé nhiing gi ho dang nghi. Ban noi:”
Thua quy khach, hay doi vi tri mot luc. _Hay dat anh vao vi tri cua to1 va
tu’ong tuong anh 1a toi. Tu’cmg tuong rang anh dang noi chuyén voi mot
nguoi anh ton trong. Anh glcn thiéu san pham hoan hao va ho van khong dua
ra quyét dinh ciing khong giai thich 1y do. Anh s& lam gi hodc noi gi trong
hoan canh d6?”

52



Khach hang s& hiéu va néi:” Toi hiéu anh néi gi. Pay 1a mdi quan tdm
that su cua t6i...” HO s¢€ dua ra 1y do that su khién ho do du thuc hién cude
mua ban voi ban. ' ’

DUA RA KHA NANG GIAI QUYET LOI TU CHOI

Néu ho van khong dua ra cau tra 101, ban hay noi:” Chung ta dang noi vé
van dé kinh té phai khong?” Sau d6 hiy im lang va cho doi.

Khach hang s& phai néi:” Khong phai van dé kinh t&”, hdy ngimg lai va
hoi:” Vay t6i xin hoi van dé 1a gi? va lai im 1ang?”

Cudi cung khach hang noi:” Pay 1a diéu khién toi quan tam..

Sau d6 hiy dap:” Thua quy khach, néu ching to1 co thé giai quyet moi lo
ngai ctia anh va lam anh hai long, anh s& san sang tiép tuc cudc mua ban
chu?”

Néu khach hang dong Y, ban da ban dugc hang.

CHAO PON LOI TU CHOI

Ttr chdi 1a phan pho bién va co thé doan duoc trong bat ctr cudc ban hang
nao. Chung ta déu trai qua kinh nghiém véi cac san pham va dich vu dang
that vong. Chung ta khong mudn lap lai diéu d6 nita. Nhiém vu cta ban 13
phai that kién nhan, lich su, tich cuc, dit cac cau héi vay va can than léng
nghe cau tra 16i. Néu ban nha nhin va kién tri, cudi cung khach hang s& noi
Iy do ho do du va cho ban co hdi tra 10i cau hoi ctia ho va két thuc ban hang.

BAI TAP THUC HANH

1. Lap danh sach moi 101 tir chdi ma mét khach hang tiém nang co thé
dua ra.

2. Phén loai cac cdu tir chdi ban phai nghe va s& khong thé c6 nhiéu hon
sau nhom, roi chuan bi cac cau tra 1i ¢6 strc thuyét phuc, manh mé cho ting
1o tir choi.

3. St dung kha ning sang tao dé gitip khach hang himg thu véi san pham
cua ban, thay cho cac lo ngai cua ho.

4. Xéc dinh rang phai thuyet phuc duge khach hang mua san pham hoic
dich vu ctia ban; tap trung vao viéc tim kiém va chimg minh rang ho s& nhan
duoc nhitng loi ich quan trong.

5. Coi moi 10 tir chéi 13 yéu cau dugce cung cap thém thong tin va 1y do
thuc hién viéc mua hang.

6. Cham chu lang nghe khach hang khi ho tir chdi hodc dat cau hoi; rén
luyén k¥ nang lang nghe.

7. Hoan thién cau:” Tdi c6 thé ban cho tat ca nhiing ai toi noi chuyén,
mién 13 ho khong noi ....”

Luén kién tri va qua quyét kho khin

phai dao dong va moi thir ¢6 vé kho khin phai dau hang

- Jeremy Collier —
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CHUONG 4: NAM VUNG THU THUAT KET THUC
(1)

Diéu tuyét voi nhat trén thé giéi nay khong that sy nam & noi ching ta
dang ding ma ¢ huéng ching ta dang di.

Oliver Wendell Holmes Jr.

Ban hang khong hé don gian. M5i ngay ban thuc day va bat dau chudi
hanh trinh tim kiém khach hang tiém nang, xac dinh nhu cau, giéi thiéu san
pham xtr 1y 101 tir chéi va két thic cude ban hang. D6 1a mot cong viée rat,
rat vat va.

Cang biét nhiéu phuong phap thuc hi¢n cac cong viéc trén, dac biét 1a
khau két thuc ban hang, ban cang thanh cong va cang nhanh dat dugc muc
ticu thu nhap da dé ra.

CHUAN BI MOl KHACH HANG DAT HANG

Trudc khi dua ra ciu hoi két thiic ban hang, ban phai chac chan khach
hang da san sang. Dat mot cau hoi dé dam bao khach hang khong con thac
mac hay y kién phan doi nao: “Ong c6 thich san pham nay khong?”

Néu khach hang tra 1oi: “Co, cling c0 ve hay day,” ban c6 thé dat cau hoi
tiép theo: “Vay bao gio ong can dén san pham nay?”

Ban c6 thé dat mot cau hoi khac khi két thuc phan gio1 thiu san pham
“Thua quy khach, quy khach con c6 cau hoi hay vuéng mac nao can giai dap
khong a?”

Day dugc goi 1a cau hoi co cau tra 161 phu dinh. Khi khach hang noi
khong, tirc 1a ho ndi co. Pén bay gid, ban co thé dua ra ciu hoi két thuc ban
hang. '

KET THUC “MAT XICH”

Mot k§ nang két thiic tot nhat ban c6 thé hoc duoc 1a két thuc mat xich,
hay con goi la két thuc timg phan hay két thic tu dong. Ky nang nay gom
mot chudi cau hoi, cau trude dan theo cau sau va tat ca déu doi hoi cau tra 10i
ol

Trude khi Internet ra doi, bai gioi thiéu phuon phap ban hang ap dung
trong viéc ban tir dién bach khoa dugc coi 13 phuong phap két thic “mat
xich” hiéu qua nhat. R4t nhiéu nguoi khai nghiép tir nghé ban tir dién bach
khoa da rat thanh cong trong kinh doanh va & ca nhiing linh vuc khac nhd
van dung hiéu qua phuong phap két thic “mat xich”.

Chuan bi cau hoi can than

Mot nhom chuyén gia tam ly nghlen ctru vé hanh vi da cung thao luan
trong sau tuan va cung soan thao bai gidi thi€u cho tu dién bach khoa, ho di
lya chon cau chir rat ki cang. Ho di chi hon 250 nghin d6 la dé nghién ciru
thong tin co ban va danh toan bo cong strc dé hoan thanh mot bai gido1 thiéu
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hoan hao. Bai gidi thiéu d6 gom c6 42 cau hoi, mdi cau hoi déu yéu cau
mang lai cau tra 101 “c6”.

Chudi cau hoi bat dau tir cdu chung nhat cho dén cau cu thé nhat. Mdi
cau hoi déu gitp ban danh gia su quan tim va kha ning mua hang cua khach
hang ti mi, chi tiét hon.

Vi du: nguoi ban hang dén gd cira mot ngdi nha, cod hen trudc hodc
khong hen trudc va diéu dau tién ho néi 1a: “Xin chao, anh/chi séng o day
phai khong a?”

Day co vé 1a cau hdi don gidn, song n6 gitip nguoi ban hang xac dinh ho
duoc ho co nén tiép tuc thuc hién bai gidi thi€u san phém hay khong. Néu
nguol mo cua la mot vi khach dén choi nha, nguol ban hang s€ hoi liéu ho
c6 thé néi chuyén voi chi ngdi nha d6 khong.

Dit cau hoi dé

Cau hoi thtr hai 13: “Chiing t6i dang tién hanh khao sat cho mot t chuc
gido duc qudc gia & khu vuc nay. Toi co thé hoi anh/chi mdt vai cdu hoi
dugc khong?”

Hau nhu luc nao khach hang ciing tra 161 “c6”. Moi ngudi thich dua ra ¥
kién, nhan xét ctia minh.

Sau do, nguoi ban hang s€ hoéi: “Anh/chi c6 tin vao vai tro quan trong
ctia gido duc khong?” khach hang sé& tiép tuc tra 101 “c6”. Pén ddy, nguoi ban
hang d dit ra ba cau hoi mang lai cau tra 101 “c6”. “Anh/chi séng & ddy phai
khong? Anh/chi khong phién tra 15i mot vai cau hoi cho cudc khao sat cua
chang t61 chr? Anh/chi c6 tin vao lgi ich cta viéc hoc dai hoc khong?”

“Toi c6 the vao nha chtt?” Tra 16i: “C6”

“Tbi c¢6 thé ngdi xuéng khong?” Tra 1oi: “Co.”

“Chiing t6i dang thuc hién mot phan trong chwong trinh quan hé cong
chung, do d6, chung toi s& dé lai mot bo sach bach khoa toan thu mién phi
tai mot s6 ho gia dinh duogc lua chon. Gia dinh anh/chi c6 quan tam dén viéc
nay khong?”

Mot lan nita, khach hang s& tra 10i “c6”. Moi nguoi déu thich nhan d6
mién phi.

Nguoi ban hang noéi: “Ching t61 khong ban bd sach nay. Chung to1 chi
dé sach lai trong phong khach cua gia dinh dé khi hang x6m sang choi nha
va nhin théy b0 sach, ho s€ héi anh/chi mua bd sach ¢ dau, anh/chi s€ ndi voi
ho 1a nhan dugc bo sach do tir td chirc cua ching t61, nhu vay chiang to1 co
thé dén nha ho va chi cho ho cach c6 duoc bo sach twong tu. Anh/chi c6 san
long lam nhu vay khong?” Cau tra 101 “c6d” lai dugc lap lai.

Dat cau hoi theo trinh tu

Bai giéi thiéu véi két thiic mat xich 1an luot di qua 42 cau hoi, mdi cau
hoi déu doi hoi cau tra 101 “co” dé giup ngudi ban hang c6 thé di tiép. Néu
khach hang mét 1an néi “khong”, cudc ndi chuyén s& cham dut.
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Khi két thuc bai giéi thiéu (md dau vé6i 11 dé nghi ting mién phi bd sach
bach khoa toan thu nhu biéu hién thién chi thiét 1dp quan hé cong ching),
khach hang s€ mua b sach tri gia 3000 do la, dang ky mua sach trong muoi
nam, dong tho1 nhan mdt qua dia cau gia sach hay bo sach vé thé thao cua
tré em mién phi. Khach hang s& viét mot tam séc trj gia 500 do la dé dit coc,
ky vao bién ban cam két thanh toan trong mot nam, hao hirc cho doi c6 tat ca
sach vé gido duc trong nha minh.

Strc manh cua cau tra 161 “c6”

Bai gidi thiéu véi két thiic “mét xich” c6 hiéu qua cao la vi né dua trén
strc manh goi mo cua cau tra 1o1 khéng dinh.

“Néu khi bat dau bai giodi thiéu, ban co thé dua ra cau hoi véi cau tra 10i

c6”, rat kho dé khach hang c6 thé tir chéi vé sau.”

Khi ban dit ra mot chudi tir sdu cau hoi tré 1én ma khach hang tra 16i
“c6”, sau d6 khach hang s& gat dau hodc gan nhu dong ¥ véi tat ca nhing gi
ban noi.

Néu khi bat dau bai gidi thiéu, ban co thé dua ra sau cau hoi mang lai cau
tra 101 “c6”, khach hang rat khé c6 thé tir chdi vé sau. Néu ban c6 thé dit ra
sdu cau hoi mang lai cau tra 101 “c6” vé loi ich cuia san phém hay dich vu ban
cung cip, khach hang s& hoan toan tin vao tinh chat va gia tri cta loi dé nghi.

Pit cau hoi gidng nhau

Ban c6 thé dit nhiéu cau hoi giéng nhau song st dung tir ngit khac nhau
mot chut. Vi du:

“Thua quy khach, ong/ba c6 mudn ting loi nhuin khong?” Tra 1oi: “Co.”

“Quy khach c¢6 mudn diéu hanh kinh doanh hiéu qua hon khong?” Tra
lo1: “Co.”

“Quy khach c¢6 mudn lam duoc nhiéu viéc hon nhung ton it thoi gian hon
khong?” Tra 101: “Co.”

“Quy khach c6 quan tAm dén giai phap mang lai loi nhuén cao khong?”
Tra 1o1: “Co6.”

“Quy khach c6 mudn thir giai phap nay ngay khong?” Tra 10i: “C6.”

Pua ra loi ich gidng nhau

Khi khach hang néi “co” sau lan lién tiép, ho s& c6 xu hudng tra 101 “co”
v6i hau hét nhitng gi ban néi, tham chi ngay ca khi cau tra 10i giéng nhau,
chi don gian duoc dién dat theo cac cach khac nhau.

“Muc ti€u cua anh/chi la doc lap vé tai chinh dang khong?”

“Anh/chi c6 mubn kiém duoc khoan 13i cao nhat voi nguy co rii ro thap
nhat khéng?”

“Anh/chi c6 mudn kiém dugc loi nhuin cao hon so véi tai khoan tiét
kiém hay quy thi trudng tién té khong?”

“Anh/chi c6 muén nghién ctru cong cu dau tu yéu thich danh cho hang
nghin nha dau tu sanh soi gibng anh/chi khéng?”
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“Néu anh/chi tim thfiy mét thir ¢6 thé gitp anh/chi dat duoc tat ca loi ich
trén, anh/chi c6 mudn thtr ngay bay gid khong?”

MJi 14n ban dat cau hoi, htimg thu cua khach hang sé ting 1én. Mbi cau
hoi “c6™ lai kich thich 1ong ham muén c6 dugc san pham. Mdi 1an ban dua
ra cAu hoi voi cau tra 101 “c6”, ban da gia ting hung phan cua khach hang.

Lya chon tur ngir can than

Nhung mdi cau tra 1oi ¢ khong s€ lam giam khao khat mudn mua hang.
Vi thé cach ban dit cau hoi co ¥ nghia rit quan trong_trong vi¢c giup ban
ludn nhan dugc cau tra 10i khang dinh tir khach hang tiém ning. Ho phai tra
lo1 “

Du’O’c thiét ké hop 1y va luyén tap can than, k¥ nang két thiic “mat xich”
1a mot phuong thirc ban hang hiéu qua nhat tir trudc dén nay. Phuong phap
nay dugc ap dung thanh cong trong viéc ban bao hiém nhén tho, dich vu
nghé nghiép, san pham gido dyuc, phan mém ... va trong rat nhiéu linh vyc
khac.

Khi ban da dua ra du cau hoi mang lai cau tra 161 “co”, bat dau tir cau
chung nhat dén nhiing cdu cu thé, dan dit tir diém nay dén diém khac mot
cach lo6gic, ham mu6n mua hang cua khach hang s& ctr thé ting 1én. Cudi
cung, dén thoi diém nhét dinh, ho s& thdt 1én: “Téi s& mua. Bao nhiéu tién
nhi? Bao gi¢ t61 nhan dugc hang? Toi1 phai ky vao dau day?”

Hinh thanh ham muén mua hang

MGdi lan ban miéu ta mot loi ich trong khi gidi thiéu san pham, ham mudn
mua hang cua khach hang s& ting 1én. Hiy tudng tuong vé cach mot nguoi
mo ta cho ban vé mot nha hang moi.

“T6i mudn ké cho anh nghe Ve nha hang t6i vira dén. Do an khong ché
vao dau duoc, do udng va ruou rat tuyét, gla cling rat phai chang. Thiét ké
nodi that dep mat, & phong an chinh c6 ngudi choi nhac c6 di¢n. Dich vu ¢
day ciing khong ché vao dau dugce. Nguoi quan ly rat dé chiu va moi ngudi
ké ca phuc vu ban tiép don ban nhu thé ban 14 chu nha hang. Xung quanh
nha hang c6 chd dé xe mién phi va nha hang ciing khong dong 1am vi khong
¢ qué nhiéu nguoi biét dén.”

Khi nguoi ban mo ta vé nhitng vu diém cia nha hang, ban khao khat
duoc dén do cang sOm cang tét. Ban khong thé cho doi dé goi dién va dat
ban.

Mo ta lgi ich

Khi ban md ta loi ich cua san pham/dlch vu ban cung cap cho khach
hang véi thai do chac chan, qua quyét, sdi noi, cudi cing s& dén thoi diém
khach hang hoi: “Bao lau thi toi c6 dugc san pham nay?”

Bai gidi thiéu véi két thuc “mat xich” cang 16gic va duoc chuan bi can
than, ban cang c6 nhiéu co hoi ban hang nhanh chéng va dé dang hon. Ban
phai dau tu cong stre dé thiét ké va lam cho bai gi6i thiéu dugc hoan hao, va

58



khi moi thtr 3 hoan hao, bai giéi thiéu cia ban s& co stc hip dan khong thé
cudng lai dugc.

KET THUC BANG LOI MOI PAT HANG

Két thuc voi 101 moi dat hang 1a mot trong nhiing thi thuét c6 stc thuyét
phuc nhét trong ban hang hién tai. Khi két thuc phan giéi thiéu san pham,
ban truc tiép dua ra 101 mo1 mua san phém ban vira miéu ta.

“Néu ban dang tiép thi mot dich vu, hay hoi: “Tai sao anh/chi khong
dung thir dich vu cua chung t61?” Khi dat cum tir “ching t61” vao cau hoi
nay, diéu d6 4m chi rang toan bd to chirc clia ban s& giang rong vong tay voi
khach hang va 1am viéc hét sirc minh dé nguoi str dung cam thay hai long.

Ban c6 thé hoi: “Anh/chi c6 thich san phém t01 vira mo ta khong?”

Khi khach hang tra 10i: “C6, cling c6 vé hay dét,” ban phai dua ra 1oi moi
két thuc ngay lap tirc va hoi: “Vay tai sao anh/chi khong dung thir nhi?”

Khach hang s& dé& dang quyét dinh chap nhan 10i moi “hdy dung thir”.
Nhitng khach hang mién cudng mua san pham it nhat ciing san long “dung
th””. Nhiém vu cua ban 1a dua ra 161 moi.

Tim hiéu 1y do tir chéi cubi cing

Da6i1 khi, khi ban hoi: “Tai sao anh/chi khong thtr nhi?” khach hang sé
nghi dén 1y do khién ho do du. Hay binh tinh, dap lai 10i tir chdi that rd rang
va hoi: “Loi giai thich cta toi da gitp anh/chi giai dap thiac mic chua?” Sau
d6, hay tiép tuc dé nghi khach hang mua hang.

Néu ban dang tiép thi mdt dich vu, hdy noi: “Tai sao anh/chi khong dung
thu dich vu cua chang t61?” Khi dat cym tur chung t61 vao cdu hoi nay, diéu
dé am chi rang toan bo t6 chuc ciia ban s& giang rong vong vai khach hang
va lam viéc hét strc minh dé khach hang cam thay hai long.

Néu dang ban san pham kiéu nhu xe 6t6 hay tu lanh, ban c6 thé dua ra
10i moi két thiic nhu: “Tai sao anh/chi khong ldy san pham nay nhi?” hay
“Tai sao anh/chi khong mua san pham nay nhi?”

Chi dat cau hoi

Néu khach hang néi nhitng cau nhu: “T6i khong chac, co 18 t6i nén dé
dén sau nay,” hay “T6i khong biét liéu minh c6 thé mua dugc khong, hay dé
t6i suy nghi thém,” ban c6 thé néi: “Vang, toi biét tat ca nhiing dicu do.
Nhung day 1a loai san pham wu viét véi gia phai ching. Tai sao anh/chi
khong mua nhi?” Sau d6, hdy im ling tuyét d6i. Ban s& rat ngac nhién khi
biét rang rat nhiéu khach hang khong thé vuot qua thoi diém nay. Ho chi doi
ban mo1 ho dua ra quyét dinh mua hang. Khi ban lam vay, ho cam théy rat
nhe nhom. Thuong thi ho s€ néi: “Puogc roi, t6i s& mua.”

Nhiéu cach dé hoi

Sau day la mdt s6 101 moi két thiic chuan muec.

“Khi nao anh/chi mudn dugc nhan hang?”

“Khi nao anh/chi can dén san pham nay?”
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“Anh/chi muén san pham nay duoc gii dén nha riéng hay co quan?”

“Anh/chi thich mau nao?”

“Anh/chi c6 mudn dung thir ngay khong?”

“Anh/chi ¢6 can san pham nay ngay khong?”

Trong moi truong hop, khi ban dua ra 161 moi mua hang, khach hang s&
dong y va tiép tuc hop tac khi ban dua ra 10i mua hang, khach hang s& dong
V va tlep tuc hop tac khi ban két thuc vu mua ban hodc ho s& dua ra mot 1y
do tir chdi ma ban phai sin sang dap lai nhu sau: “Y ctia anh/chi 1a gi a?”

Khi st dung 161 moi két thic, ban s& kiém soat duoc cudc dbi thoai ban
hang. “Anh/chi ¢6 can gép khong hay dé dén thir ba?” Néu khach hang noi:
“Vang, thir Ba ciing dugc,” tirc 1a ban da c6 vu mua ban thanh cong.

XU LY PHAN POI VE GIA

Chung ta d4 néi dén nhitng tir chdi vé gia ca. Ai cling c6 van dé véi gia
ca. Nhiing lo lang, ban khoan vé gia ca thudng xuat hién tir khi ban con rat
nho cho dén nhiing van dé nhay cam lién quan dén tién bac ma ban s€ gap
phal trong sudt cudc doi. Tuy nhién gia ca khong phai la yéu t6 quyét dinh
viéc mua mot san pham hay dich vu. Gia ca rat quan trong nhung khong phai
tat ca.

Mot s6 diém can nhé vé gia

1. Khong ai c6 thé chi tra muc gia ¢6. Khong ai co thé tra dugc mirc gia
d6. Khong ai co thé tra duoc mirc gia dau tién ngudi ban hang dua ra. Du
murc gia 13 bao nhiéu thi khach hang van ludn cam thay né qua cao so véi ky
vong ctia ho. Nguyén nhan chil yéu 1a do khach hang khong c6 khai niém vé
muc gia hop ly cua san pham hoic ho chua du tién dé mua san pham do.

Chung t6i da to chirc mot cude hoi thao trong hai ngdy cudi tuan. Toi
dung trén san khau va noi: “Vé tham dy hoi thao chi co bén muoi 1im
dola/nguoi.” Ngay lap tire, c6 nhiéu ngudi di xudng cudi phong hay goi dién
cho ching t6i noi rang mudn tham dy hoi thao chi c6 4,95 dola da gom tat ca
cac khoan chi phi. Thay vi 495 dola, ho nghi chiung t61 dang ndi vé murc gia
bdn dola va 95 cent. Tham c hi, ho con dé nghi giam gia. Ho khong c6 khai
niém vé muc gid hop 1y dé tham duy mét cudc hoi thao hai ngay t6 chuc &
khach san hang nhat hay trung tam hdi nghi, vi thé ho da rat sdc khi biét muc
gia that. Hién tuong nay kha pho bién.

Kha nang tai chinh ctia mo1 nguoi déu c6 han. Khi ban dua ra mot muc
gia, khoan tién d6 s& goi ra nhiéu loai hang hoa khac ma khach hang co thé
mua v&i chimg 4y tién. Pay dugc goi 13 nguyén tic lua chon theo phuong
phap loai tru. Tat ca moi lua chon déu 4m chi viéc loai trir mot thir khac. Véi
tat ca moi th&r ban mua, ludn c6 mot thir ban khong thé mua.

Moi nguoi thuong rat coi trong quyén tu do lya chon. Khi mua mot san
pham nao do, ban phai tir b6 mot s6 chon lya khac. Lya chon cua ban bi han
ché vi ban da giam bdt s tién dang d6. Pay 1a 1y do tai sao khi gia duoc dua
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ra, bat ké 1a bao nhiéu, moi ngudi van tu dong noi: “Toi khong du tién dé
mua.”

Lan dau tién ban noi vé gia clia san pham, khach hang rat ngac nhién. Vi
vay, ban can danh thoi gian dé miéu ta gia tri ciia san pham hay dich vu ban
cung cip trude khi dé cap dén gia.

2. San long tra tién hoan toan khac kha niang chi tra. San long tra tién va
kha nang chi tra 1a hai viéc hoan toan tach biét. Khong ai sin long tra bat cir
murc gid nao ban dua ra. Khong ai mudn phai chi tién va diéu d6 han ché lua
chon cta chinh ho.

Nhu:ng kha nang chi tra cua khach hang lai 1a chuyén hoan toan khac.
Moi ngudi ¢ thé mua mot san pham hay st dung dich vu néu thay can thiét.
Muc tiéu cta ban 13 gia ting thai do san long tra tién bang cach kich thich
ham mudn mua hang. Nhén manh va lap lai nhiéu 1an loi ich khach hang co
duoc khi mua san phém hoac str dung dich vu s€ gitip ban dat dugc muc tiéu
nay. Khach hang cang khao khat c6 dugc san pham, ho cang it nhay cam véi
gia ca.

Thuyét phuc khach hang rang gia tri cta san pham 16n hon nhiéu so véi
chi phi. Ho phai hoan toan bi thuyét phuc rang loi ich ho nhan duoc 16n hon
nhiéu so vO1 mirc gia ban dua ra.

Co gang tri hoan viéc thuong luong gia ca bat ctr khi ndo c6 thé. Hay tap
trung noi vé loi ich. Nhu vay, khi dé cap dén gia, khach hang s& cam thay
murc gia ban dua ra c6 vé khong qué cao.

3. Bé cap gia khong ding luc s& 1am hong cudc ban hang. Pay 1a nguyen
tac co ban trong ban hang. Néu ban dé cap dén van dé gia ca trudc khi khach
hang quyét dinh mua san pham hay st dung dich vu, ho s& thay mét himg va
nhu vy giao dich mua ban s& cham dit.

Thong thuong, khi bat dau cudc giao dich khach hang s& hoi: “Cai nay
bao nhiéu tién?” Khi d6, khach hang khong co chut khai niém nao vé san
pham ban dang ban. Ho khong biét duoc dic tinh va lgi ich ban mang lai hay
ho dugc loi gi khi sir dung san phém ban dang ban. Néu ban ra gia trude khi
khach hang biét nhiing diéu nay, ho s& khong c6 can cir dé d6i chiéu, so sanh
v6i mirc gia. Khi d6 gia ca sé thanh trong tdm cila cudc giao dich, va chac
chan khach hang sé& thot 1én: “Gia cao qua. Toi khong du tién dé tra.”

Dé tudt mat cudce ban hang

Khi khach hang noi: “Chi can cho toi biét gia, t6i s& néi tdi c6 thich san
pham nay khong.” Tt 1a ho dang cb ging rut ngan giai doan thu thap thong
tin va cudc giao dich. Néu ban tra 15i cau héi nay ngay lap tirc, ban s& lam
hong vu mua béan.

Khach hang khéng c6 co sd vé gia dé so véi muc gid ban dua ra, khong
6 khai niém vé nhirng gi ho s€ nhan dugc khi bo ra khoan tién d6. Khi ban
chao gia, néi mirc gia trude khi gidi thiéu vé gia tri hay loi ich bu dap cho
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muc gia do, khach hang s€ khong c6 lya chon nao khac ngoai viéc than
phién rang muc gia d6 qua cao.

Lang tranh cau hoi vé gia

Khi méi ban hang, toi thuong noi gia dé mong khach hang lang nghe toi
n6i. Nhung khi 1am vAy, toi chi nghe thay cau tra 10i: “Toi khong thich san
pham nay?” Va khach hang dap may

T6i nhén ra rang néu dua ra gia trude khi co gidi thi¢u vé san pham, toi
s& khong kip 1am gi nén t6i da tim cach xir Iy cau hoi vé gia.

Chung ta c6 thé doan khach hang s& hoi: “Cai d6 bao nhiéu tién?”

“Thua quy khach, d6 1a phan thi vi nhat!” Téi vui vé dap. “Néu nd
khong that sy pht hop v6i quy khach, quy khach sé khong mat mot xu nao.”

“Y anh la gi?”

To6i dap: “Thua quy khach, néu san pham toi goi dién dé gidi thiéu véi
quy khach khong phu hop véi yéu cau cia quy khach, chac chan quy khach
s€ khong mua, dang khong?”

Khach hang s€ noi: “Phai, t61 sé khong mua.”

“Vay néu quy khach khong mua, quy khach s& khong mat mot xu ndo.”

Khi t6i ndi vy, khach hang s& néi: “Théi duoc rdi, viy san pham cia
anh la gi?”

“P6 chinh 1a tht t6i mudn gidi thiéu. Toi chi xin mudi phut, t61 c6 mot
th muén cho qu}'/ khach xem. “Sau d6, toi hen gip truc tiép khach hang
trong kKhoang muoi phut.

Mau so chung

Khach hang luén gia ngay tu dau vi tién luon 13 mau sb chung trong x4
héi. Pon vi tién t&, du 1a dong d6la, euro hay franc ludn 1a thuéc do chuan
muyc trong cac hoat dong giao dich. Chung ta tim hiéu, d6i chiéu san pham
va dich vu bang cach tim hiéu muc gia cua chung. Gia ca cho ta biét san
pham hay dich vu dung ¢ dau trong thé gidi nay. Ching ta hoi gia dé ching
ta co thé dat mot san pham hay dich vu cu thé vao trong von hiéu biét, trai
nghiém cua ching ta.

Ban nghi tai sao moi nguoi lai noi vé thoi tiét? Do 1a vi moi nguoi co the
hiéu thoi tiét. D6 1a mau sb chung khac trong x3 hoi. Thoi tiét c6 nhu:ng tac
dong gidng nhau den moi nguoi. Hoi gid cua bat ct tht gi cling gidng vige
binh luan vé thoi tiét. Nhu’ng ban phai lang tranh cau hoi nay néu no dugc
dua ra qua som trong giao dich mua ban.

Ly do ctia 10i tir chdi vé gia

Ttr choi vé gia 1a cach khach hang cho ban biét ban van chua cung cap
du bang ching dé ching minh rang loi ich ctia san pham 16n hon so véi muc
gié Vi Iy do nay, hiy ding bao gio tranh luan vé gia. Pung bao gio ndi muc
g1a ban dua ra la “hop ly”, “phai chang” hay “thoa dang” ... Du khach hang
ndi gi vé mirc gia ctia ban, hiy ludn dong y. Sau do, tiép tuc n6i mot s6 diéu:
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“Thua quy khach, rd rang san pham nay khong ré, nhung c6 mot s6 1y do
hop 1y giai thich cho mirc gia nay. Hay dé toi giai thich Iy do chung toi dit ra
mic gia nhu vdy.” hodc “Co mét so 1y do hop 1y giai thich tai sao hang
nghin khach hang thich nghién ctru san phdm nay cin than, so sanh vdi san
pham cia cac hang khac roi quyét dinh mua n6 du biét ho c6 thé mua san
pham tuong tu v6i mirc gia thap hon. Quy khach c6 mubn biét Iy do d6 1a
khong?”

Tu hdo vé muc gia

Néu ban dua ra mot mic gia cao, hiy tu hao vé mirc gia d6. Khi khach
hang phan nan: “Pat qua!”, ban co thé noi: “Ding vay, thua ba. Thyc té,
chung t6i1 l1a hang cung cap dong san pham dat nhat trén thi truong. Hién tai,
héng ching t6i ban dugc nhiéu san pham nhat tir trude den nay. Ba co mudn
biét 1y do tai sao du chiing t6i dua ra gia cao hon song van c6 rat nhiéu ngudi
mua san pham va st dung dich vu cua chung t6i khéng?” Thuong ban s&
nhan duoc cau tra 101 “c6” khi hoi nhu vay va ban c6 co hoi ndi vé 1oi ich va
gia tri ctia san pham.

Giam thai do phan d6i gia

Mot phu nit budc vao ctra hang ban 1¢ hay ctra hang quan 4o thoi trang,
ngam nhin bd vay rdi nhin thay gia dé 800 d6-la. Ba thot 1én: “Oi, dat qua!”

Nhan vién ban hang dong tinh rdi néi: “Vang, day 1a chiéc vay dat tién.
N6 1a san pham cta hang St. John’s Knit. T4t nhién, c6 1y do giai thich cho
mic gia cao cua chiéc vay nay. Thir nhat, vay dugc lam tur chat liéu dep
nhat, khau bang tay vo1 nhing chiéc khuy xinh xan, ¢ va 16p 16t cling rat
dep. Khi mic chiéc ‘vay nay, ba s€ cam thay minh 13 mot trong nhirng nguoi
phu nit mic dep nhat nudc My. Chiéc vay dang gia tién va khong bi 16i mét.
Ba c6 thé mac nhiéu nim ma trong van rat tuyét. Do chinh 1a 1y do vi sao
chiéc vay nay c6 gia 800 do la.”

“Néu ban dwa mot mirc gia cao, hay tu hao vé mirc gia do.”

Khi khach hang biét duoc tat ca 1y do tai sao mot san pham lai dat nhu
vay, thai d6 phan dbi gia ctia ho s& giam xudng trong khi ham mudn mua
hang tang 1én. Ly do cho viéc mdi ngay c6 rat nhiéu khach hang khong tiéc
tién dé mua nhitng bd quan 4o cao cap 1a vi ho cha trong dén gia tri hon 13
gia ca.

Hay luon 1y gidi mic gia voi ly do hop 1y. Giai thich can théan, can k& vé
nguyen nhan san pharn c6 muc gia cao. Khong dugc tranh luan vé gid ca ma
khong dé cap dén gia tri va loi ich san pham mang lai.

“ban can phai kich thich ham muén mua hang bang cich nhan manh vao
két qua va loi ich cua san pham. Ban khong thé gia ting ham mudn mua
hang cua khach hang bang cach tranh luan vé gié ca.

Tri hodn dé cap gia

T6i mudn nhan manh: “trong bat ky hoan canh nao ciing khong nén dé
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cap dén gia ca ngay tir dau. Khi khach hang noi: “Trong cai nay c6 vé hay
day, bao nhiéu tién vay?” ban hay tra 16i: “Van dé nay rat hay song t01 co thé
tro lai cau hoi nay sau mot phut nira khong?” hoac “Gia 1a p han tha vi nhat.
T6i & trd lai van dé nay sau mot phut nita va ba s& hai long khi nghe mirc
gia cua san pham nay. Nhung trudc khi dé cap dén gia, toi ¢ thé hoi ba vai
cau hoi khong?” Hay tiép tuc dat cau hoi va kiém soat giao dich.

Lua chon thoi diém hop 1y

Trong bai gi6i thiéu san pham, t6i thuong chon thoi diém cy thé dé giai
thich vé muc gia. Khi khach hang d3 biét t6i ban san pham gi va 1y do tai sao
doé 1a Iva chon tuyét voi nhat danh cho ho, t6i s& noi: “Téi tin 1a ba rat mudn
biét san pham nay gia bao nhiéu.”

Nhung gia ca khong duge dé cap o trude thoi diém d6. Toi khong noi vé
gia cho dén khi quyét dinh da dén lic thich hop. Néu cau héi vé gia dugc
dua ra sdém hon, to1 tri hoan tra 101.

DPé han ché nhay cam vé gid, ban phai lién tuc nhan manh vao gia tri
khach hang nhén duoc thay vi sO tién ho phai tra. Noi vé loi ich, cong dung
ma san pham mang lai cho nguoi su dung thay vi chi phi cua san pham.

CACH KET THUC “XEM KE”

Khi phai giai dap cau hoi vé gia, dimg cho khach hang biét con s6 cy thé.
Hay van dung k¥ nang két thiic kiéu “xen k&”.

Véi kiéu két thuc ndy, gid s& dugce dua vao giita doan mo ta vé gia tri va
loi ich khach hang nhan dugc khi mua san phém. Vi du: “Chiéc may nay,
cung vdi dac tinh va cong dung té1 vira néu, phu kién di kém, dich vu cung
cap vat liéu va nhién liéu co ban, ciing 90 ngdy bao hanh s& tén khoang X do
la/thang khi str dung. Ngoai ra, chiing t6i con cung cép dich vu dao tao va hd
trg khach hang toan dién cho dén khi quy khach thu duogc loi ich ti da cua
san pham.”

Trong truong hop nay, ban co thé dua gia vao giita phan gidi thiéu vé loi
ich cho khach hang. Thu thuat gidi thi€u lg1 ich nhu vay khién khach hang
tap trung vao gia tri ho nhén dugce thay vi gia ca.

Day 1a quy tic quan trong trong ban hang: khao khat mua hang tang 1én
s€ giup giam nhay cam vé gia. Khach hang cang muon co dugc san pham ho
cang it chu tam dén gia ca. Ban can ting ham mudn mua hang bang cach
nhan manh vao loi ich va cong dung cua san pham. Ban khong thé gia ting
ham mudn mua hang cua khach hang bang cach tranh luin vé gia ca.

SO SANH MUC GIA CUA BAN VOI GIA CUA POI THU CANH
TRANH

Ban c6 thé giam thai d6 phan dbi gia bang cach so sanh mirc gid ban dua
ra nhitng loai san pham dit tién hon. Khi khach hang néi: “Piat qua!” ban co
thé tra 101: “Dat so voi cai gi thua 6ng?” Thong thuong khach hang khéng
hiéu ho dang noi vé cai gi. Ho khong biét vé san pham ciia ban hay céc san
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pham gidng v4i san pham cta ban. Co thé ho chua bao gid mua san pham
ctia ban hay l4u rdi chua mua. Ho khong thay gia ca da ting nhiéu ké tir lan
cudi cing ho mua hang.

Khi ban hoi: “Pit so voi cai gi, thua 6ng?” Khach hang c6 thé noi: “A,
so voi san pham cta hang ABC, ¢ vé hang anh ban dat hon.”

Ban dép lai: “San pham cta ABC tuong tu nhu san pham ctia chung toi
nhung khong c6 thém mét s6 dic tinh va loi ich ma lai dat hon 275 do-la.
Pay 14 bang gia gan dy ctia ho.” Pua cho khach hang xem bang so sanh gia.
Lap luan 16gic luén giup mua ban thanh céng. Cung cap cho khich hang
béng chirng ching té ho nén tu tin, chic chin khi chép nhén dé nghi cua ban.

So sanh tao vai tdo

Ban can tim hiéu khach hang so sanh san pham ctia ban voi hing nao. Vi
du néu ban néi: “Chiéc Mercedes ndy gid 105 nghin d6 la” va ho thot 1én:
“Pit qua!” khi d6 ban s€ héi: “Pit so véi cai gi, thua ba?” Néu ho so sanh
chiéc Mercedes ctia ho v4i mét chiée Honda, duong nhién xe Mercedes dat
hon nhiéu. Nhung c6 mét sb 1y do rat rd rang cho thay tai sao mot chiéc
Mercedes lai dat hon mét chiéc Honda. “Ba ¢6 mudn biét Iy do khong?”

Ludn so sanh tio véi tdo, cam voi cam. Tim hiéu cic hing canh tranh ra
gia bao nhiéu cho san pham cung loai véi san pham ban dang ban réi tim
nhiing 1y do giai thich cho su chénh 1éch do.

Khi khach hang néi: “Hinh nhu 13 dit qua,” ban c6 thé dap: “Thua quy
khach, ddy 12 mot s6 hing canh tranh chinh cta ching toi. Pay 13 san pham
ho cung cép, con day la muc gia ho dua ra. Quy khach co thé théy, so vOi
cac hang khac, san pham cua chung t61 dugc ban voi gia rat hop 1y.”

TRAI PEU GIA TREN VONG BOI CUA SAN PHAM

Ban c6 thé giam phan d6i d6i gia bang cach trai déu gia trén vong doi
ctia san pham. Néu khach hang cam thdy gia qua cao, ban c6 thé chi ra rang
tuy gia cao hon 300 d6-la so voi hang canh tranh nhung san pham ctia ban ¢
tu6i tho dén nam nam.

Ban c6 thé 1ap luan: “Du 6ng phai tra them 300 do-la tir 1a 60 do-la/thang
nhung ong dugc st dung loai may c6 chét luong hon, nhiéu dic tinh, loi ich
va phu kién hon. Li€u viéc trd thém hai do-la/thdng tirc 1a khodng 16
cent/ngdy c6 dang ké dé duogc sir dung loai san pham t6t nhat trén thi truong
khong?”

Vi¢c “Cong viéc kinh doanh that t¢!

Doi khi moi nguoi phan nan: “Cong viéc lam an that t€.” Ngay ca trong
thoi ky lam an phat dat, nguoi ta van kéu ca rang cong viéc khong duoc tot
dep nhu ho mong mudn va ho khong cé du tién. Ly do 1a vi trong thoi ky
kinh doanh am dam, moi nguoi hinh thanh thoéi quen than phlen veé cong vigc
kinh doanh. Khi tinh hinh tré nén sang stia hon, ho van giir thoi quen cii va
tiép tuc phan nan du diéu ho than phién khong con dung nira.

"7
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Khi khach hang noi ho khong thé mua hang vi cong viéc kinh doanh
khong tét, tirc 1a ban van chua dua ra du ly do de thuyet phuc ho mua hang.
Ban chua khoi ddy d khao khat mua hang. Tiép tuc nhdn manh vao két qua,
lgi ich va cong dung san pham ctia ban mang lai cho ho ciing nhu san pham
do gitp ho cai thi¢én cudc sdng, cong viéc nhu thé nao. Khao khat mua hang
manh lit s& gitip gidm nhay cam ve gia.

DUA RA CAC LUA CHON

Poi khi khach hang noi ho “thiéu tién”. Ban c6 thé hoi: “Néu ching toi
cung cap san pham cho ba voi mot sé diéu kién va thoi gian thanh toan dugc
gia han thi sao?”, hoac ban c6 thé néi:

“Néu chung t6i doi san phdm ctia minh véi san pham hién c6 cta ba, ba
khong phai tra tién dé sir dung san pham cta ching t6i thi sa0?”

“Néu chiing toi dé ba hodn thanh toan cho dén thang luong tiép theo thi
sao?”

“Néu chiing toi gia han thoi gian thanh toan tir ba nim thanh nim nam,
nhu vdy khoan tién tra gop mdi thang sé& it hon thi ba nghi sa0?”

Khi khach hang rang r&, vui twoi hon va bat dau quan tam dén loi dé
nghi c6 tinh wu d3i ctia ban, diéu d6 c¢6 nghia 1 ho c6 thé mua. Pay chinh 13
thoi diém ban van dung tdi da oc sang tao cua minh.

MUA MQT CHIEC XE MERCEDES

Cach day vai nam, t61 nhin théy mét doanh nhén thanh dat 1ai chiéc xe
Mercedes Benz 450 SEL mau bac xam, bon ghé boc da xanh. Ké tir gidy
phut d6, tat ca nhirng gi t6i nghi 13 duoc sé hitu mot chiée xe nhu vay.

Mot ngay khi toi dang chao hang cho mot hing ban xe 6 to, ong tong
giam dbc noi: “Toi c6 mot chiée xe hoan hao danh cho anh. Hay lai dy va
nhin ra ngoai cira s6.” Ngay dudi ctra sO tang hai 1a mot chiéc xe Mercedes
450 SEL bon chd mau bac xam. bo la chiéc xe trong mo cua t6i. Nhung
phan Uung dau tién cua toi cling gidng moi khach hang khac. “That tiéc, toi
khong du tién. Pat qua. Chiéc xe trong rat dep nhung n6 khong danh cho
t01.”

Tim cach ban dugc hang

Ong tong glam d6c 14 nguoi rat thanh thao va tai gioi trong linh vuc ban
6 t6. Ong noéi: “Co thé anh dung. Co thé chiéc xe khong phu hgp v6i anh tai
thoi diém ndy. Nhung néu chung toi doi chiéc xe d6 véi chiée xe hién tai cua
anh, anh khong phai mat dong nao trong khi van c¢6 co hoi 1ai chiéc xe kia thi
anh nghi sa0?”

Toi rat sung SIIO’ng nhu’ng van noi: “To1 khong du tién.”

Vi giam ddc noi tiép: “Brian ndy, néu ching t6i cho anh vay toan bo sd
tién mua xe, anh nghi sa0?”

Khi vi giam ddc tinh s6 tién tra gop hang thang, t6i dap: “Toi khong thé
tra timg 4y tién trong mot thang.”
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Vi giam ddc lién noi: “Vi ddy 1a mot chiéc Mercedes, ching t6i c6 thé
kéo dai thoi gian tra gop tir ba ndm thanh nim nim. Anh cé thé tra dugc
trong khoang thoi gian d6 chu?”

To1 chua bao gi0 ¢6 dugc co hdi nhu vay. Ho léy chiéc xe dé doi léy tién
mat. Ho cho t61 vay s6 tién con lai thong qua mot trong cac ngan hang cua
chinh ho déng thoi kéo dai thot han thanh toan thanh nam nam. Vi t61 mua
chiéc xe d6 qua cong ty cua t6i, toi co thé bo 1ai suat va khau hao. Khoan
tién toi phai tra cho chiéc Mercedes chi 1a 125 d6la/thang. D6 13 mot trong
nhiing ; chiéc xe dap nhat toi timg s hitu.

Dlem t61 mudn nhan manh 13 luén co cach dé ban dugc hang néu khach
hang rat mudn c6 san pham. Ban cin sang tao. Khi khach hang t6 ra ham
mudn méanh liét duoc so hitu va st dung san pham, hiy tim cach dé nguyén
vong cua ho thanh hién thuc. ’

GIAI QUYET VAN BE NGAN SACH HAN CHE

“Bu‘ng bao gio quén trong mat clia ngudi mua, xac nhan hay khang dinh
ctia nguoi ban khong phai la bang chtng thuyét phyc. Chi vi ban néi diéu gi
do dung khong c6 nghia 1a diéu d6 ciing dung theo quan diém cua khach
hang.”

Khach hang thuong tu ch01 mua hang do “ngan sach eo hep.” Ho noi:
“Chiing t6i khong c6 nhiéu tién trong ngan quy. Ngan sach cua chiing toi sap
can kiét.”

Ban dap: “Toi c6 mot giai phap. Chung t6i s& ban san pham nay cho ba
nhung s& khong giri hda don thanh toan cho dén ky ngan sach tiép theo cua
ba. Ba thay thé nao?”

Néu khach hang that su mudn c6 san pham do, ho sé dong y. Ban ¢ thé
lay mot thir khac dé trao doi, hay giam mirc tién tra gop xudng mirc thap
nhat, hoic chao ban mot san pham ré hon nhung co6 cung cong dyung hay noi
rong ngan sach cta khach hang dé ho mua ngay san pham. Hiy c6 tim ra giai
phap.

TIEN NAO CUA NAY

Khi gid cao hon duy doan cua khach hang, ho s€ noi: “Gia cao hon to1
nghi. T6i khong thé mua san pham ndy véi gia ré hon sao?”

Pay 1a cach ban tra 10i. Trude hét, ban hoi: “Thua quy khach, da bao gid
ong/ba nhan dugc cai gi mién phi chua?”

Khach hang thira nhan ho chua bao gid nhan dugc d6 mién phi.

Hay noi tlep “Thua quy khach, dé bao gi¢ quy khach mua mot mon d6
nao do vaoi gla ré nhung c6 chat lugng t6t chwa?”

Sau vai gidy suy nghi, khach hang lai thtra nhan ho chua bao gio mua
dugc cai gi ré ma cd gia tri.

Cudi cung, ban hoi: “Thua quy khach, khong phai 13 tién nao cua niy
sao?”
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Khi khach hang dong ¥ véi diéu d6, ban co thé noi: “Thua quy khach,
day la muc gia hop 1y va thi truong cling canh tranh gay git. Ching toi ban
san pham nay voi muc gia thap nhat co thé va van duy tri hoat dong kinh
doanh. Néu quy khach mudn c6 mot san p ham chat luong céo, bén va nhiéu
cong dung, g1 ich thi thinh thoang quy khach nén co kéo ngéan sach & vai
chd khac dé co dugc khoan tién quy khach can. Piéu d6 khong dung sao?”

XAC NHAN CUA NGUOI BAN KHONG PHAI LA BANG CHUNG
THUYET PHUC.

Pimg bao gid quén trong mat cia khach hang, xac nhan hay khang dinh
ctia ngudi ban khong phai 1a bang chung thuyét phuc. Ban néi diéu gi dé
dung khong c6 nghia 1a no ciing dung theo quan diém cua khach hang. Ban
biét minh khong n6i déi, nhung khong phai ai ciing biét diéu d6. Khach hang
tin rang ban phtl nhitng anh sang dep, lung linh nhét 1én san pham chi dé ban
duoc hang.

Khi ban néi: “San pham ndy c¢6 mirc gia rat canh trang”, diéu d6 khong
c6 y nghia gi. Nhung khi ban dua ra bang so sanh gia ctia mét to bao, tap chi
hoic bang bao gia gan diy cua cong ty canh tranh, d6 c6 thé 1a bang chimg
hop 1¢.

Khi ban néi: “Ba sé& rat hai 1ong v6i san pham nay,” khach hang s& déap:
“Chéc chin 1a nhu Véy”. Song ho van nghi ngd. Nhung néu ban dua ra 10i
khang dinh trén kém voi mot bire thu chimg nhan ctiia mot khach hang hai
long vo1 san pham burc thu do 1a bang chtng thuyét phuc.

MAU SO CHUNG NHO NHAT

Ban c6 thé glam 101 phan d6i gla bang cach so sanh giad v6i mau s6 chung
nho nhét So sanh gid ban dua ra vo1 mdt lon Coca-cola hay mot tach ca phé.
Mot s6 ngudi so sanh san pham cua minh véi mot cahi rugu hya mot ket
bia/tudn. Mot s6 khac lai so sanh san pham ctia minh véi mot bira toi & ngoai
mot lan/thang So sanh muc gia cua ban vo1 mot thir khach hang thuong su
dung. '

KET THUC “TOI HAU THU”

Mot nguyén nhan dan dén sy chan nan trong ban hang 1a khi khach hang
chan chir quyét dinh mua hang. Ban thuong phai tim cach ddi phé véi nhiing
khach hang cham chap, 1& mé. Ho khong noi c6 va ciing chang néi khong.
Ho mai “suy nghi vé san pham d6.” Ho ban bac véi nguoi khac, xem xét,
tham khao san pham d6 véi ké toan. ..

Pay c6 thé tro thanh van dé phirc tap. Ban da mat rat nhiéu thoi gian gip
khach hang. Ban khong mudn mat toan bd khoan dau tu nhung khong ban
duoc hang va cling khong kiém duogc tién hoa hong. Ban phai lam gi bay
gio?

Trong trudng hop nay, ban c6 thé van dung k¥ ning két thuc “t6i hau
thu” hay con duoc goi 1a cham dit qué trinh két thuc 1& thé hay két thuc bat
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ngd. Phuong phép nay cho phép ban kiém soat quéd trinh va giai quyét vu
mua ban.

Cin cau hay rat moi

Pé thyc hién phuong phap nay, trudc hét hiy dién vao hop dong mua
ban dung nhitng diéu da duoc thao luan roi goi dién va nodi véi khach hang
réng ban can gap ho dé thao luan vé mot s van dé mai ndy sinh. Ban da dén
nha ho rat nhiéu 1an vi vay khach hang s& déng ¥ gap ban ma khong hé nghi
ngo.

Khi ban bac véi khach hang, hay nhin vao mat ho va néi: “Thua quy
khach, toi da suy nghi k¥ vé chuyén nay, ddy c6 thé 1a y tudng co loi cho
ong/ba nhung ciing ¢o thé khong. Nhung du thé ndo, ching ta ciing nén dua
ra quyét dinh ngay bay gio. Quy khach nghi sao?

“T6i da dién vao hop dong nhirng g1 d3 thao luan va néu 6ng/ba cho
phép, chung ta c6 thé ky hop dong ngay.”

Ban lay hop dong mua ban di dién day du, danh dau vao bén canh dong
chir ky, dat bat 1én trén ban hop dong va day qua cho khach hang. Sau d6 im
lang cho doi.

Theo két qua nghién ctru vé viéc van dung ky nang két thuc nay, 59%
khach hang s& nhin vao hop dong, nhin ban, rdi lai nhin hop dong va cudi
cung dat but ky. Vu mua ban dugc thuc hién hanh dong. 41% khach hang
con lai ciing trai qua qua trinh twong ty nhung da day hop dong tro lai phia
ban va quyét dinh khong mua. Du & bat ky truong hop nao, ban ciing duoc
tu do tlep tuc phat trién su nghiép ban hang cua minh.

NOI LIEN KHOANG CACH

D61 luc khach hang noéi: “Mic gia dé cao hon t61 nghi”, cau tra 161 hop ly
nhat ban c6 thé dua ra 1a: “Thua quy khach, kha nang chi tra ctia quy khach
va muc gia cua toi cach nhau bao xa?”

Hoic ban ndi: “Thua quy khach, chung ta can lam gi dé ky hop dong
hém nay? Ong/ba hiy ndi murc gia cao nhat ma 6ng/ba cé thé tra va t6i sé noi
cho dng/ba biét liéu chiing ta c6 thé thuc hién vu mua ban nay khong.”

Trong nhiéu truong hop, murc gia ban dua ra khong cach xa kha nang chi
tra cua khach hang nhiéu lam. 'Vu mua ban nam trong tdm tay cua ban.
Nhung ban phai biét dugc con s6 khach hang dang nghi dén. Thong thuong,
khach hang s& khong tra cao hon con s6 ho di 4n dinh. Nhiém vu cua ban 1a
tim ra con s do.

Khac biét nho

Mot sinh vién cua toi 1a nha thiét ké vuon hoa va cong vién. Cau duoc
moi gu’l dé an dén mot cong ty xay nha de thlet ké canh quan cho mot ngoi
nha mdi. Chu thau néi voi cau rang 6ng ay muon muc gia thap nhat. Cau a ay
rat muon cé duge hop dong vi vay cau da ngdi xudng va vach ra ban dé xuat
rat chat ché, thiét ké theo cac thong s6 k¥ thuat chi thau cung cip roi dua ra
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muc gia chao la 7.025 doé-la.

Chu thau thay khong hai long. Ong ta noi nong va noi: “Khong dugc!
Gia cao qua. Cao hon rat nhiéu so véi toi nghi: “Ong tir ch6i ban dé xuét va
dap dién thoai.

Cau sinh vién xin t61 101 khuyén. To6i khuyén cau éy goi dién cho chu
thau va hoi: “Thua 6ng, kha ning chi tra ciia 6ng va muc gia cla tdi chio
cach nhau bao nhiéu?”

Pén gio nghi, cdu ay 1am nhu vay, r6i trd lai voi nu cudi rang 1&. Chi
thau da du tri ngan sach cho phan thiét ké dung 7.000 do-la. Cau sinh vién
chi chio gia cao hon 25 d6-la. Cau 4y chi can diéu chinh kich thudc cua vai
loai cay trong ban dé xuat, viét lai ban chao gid va ky duoc hop dong vao
hoém sau.

TAM QUAN TRONG CUA GIA CA?

Chung ta di noi dén chuyén khach hang c6 rat ngan cudc giao dich ban
hang. Ho thudng noéi: “Chi can cho tdi biét gia, t6i s& néi t6i c6 thich san
pham nay khong.”

Cau tra 101 hgp ly la: “Thua quy khach, phai chang gia ca la diéu duy
nhat 6ng/ba quan tim? C6 pha1 ong/ba quyét dinh mua loai san pham quan
trong chi cin cir vao mic gia thip nhat?”

Khi ban hoi nhu vay, tit ca khach hang déu tra 1oi “khong”.

Ban noi: “T6i biét gia ca rat quan trong nhung chit luong, sy dam bao,
bao hanh, dich vu giao hang va sau ban hang ciing rat quan trong. Chung toi
khong thé ban véi mire gia thap nhat song chung t6i c6 thé cung cap dich vu
t6t nhat trén thi truong ma gia ca chi chiém mot phan nho. Ong/ba thiy thé
nao?”

Nhiét tinh dit cau hoi cling nhu kha niang dat cau hoi vé 1y do khach
hang do du s& gitip ban md dugc moi cach ctra. San sang moi khach hang dit
hang bat ctr khi nao ¢6 co hoi s& gitp ban lot vao nhém 10% nhirng nguoi
dan dau trong linh vuc cua ban. Nghé thuat dat cau hoi nguoc va két thuc
ban hang 1a nhimg k¥ ning ban hang cuc ky can thiét ban co6 thé hoc va hoan
thién bang cach luyén tip cham chi.

Bai tap thuc hanh

1. Lap danh sach nhiing 161 phan nan hay tu chdi vé gia ban c6 thé gip;
thiét ké cau hoi cho ting tinh hudng dé ban co thé xir Iy khi roi vao tinh
huéng d6.

2. Trai déu gia trén vong doi cta san pham hay dich vy; quy ra mic gia
theo ngay va liét ké nhimg mit hang hay san pham c6 muc gia tuong tu?

3. Chon mot khach hang ban gip mit nhiéu 1an nhung chua cho ban biét
quyét dinh; dén gip ho va thir ap dung k¥ niang két thuc t6i hau thu.

4. Xé&c dinh nhitng loi ich chinh khiach hang nhan dugc khi mua san
pham; hiy nghi ra nhiéu cach dé nhan manh céc loi ich nay bat ct khi ndo
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khach hang c6 thai d6 phan di gia.

5. Thiét ké bai gio1 thiéu co két thuc “mat xich” cho san phém; viét mot
loat cAu hoi “cod” ban c6 thé héi, tir cAu chung nhat dén cau cu thé nhat.

6. Chuan bi bang ching tng ho nhitng gi ban néi dé kich thich khao khat
mua hang va xtr Iy nhitng 10i tir chdi; tranh lam dung nhitng 161 khang dinh
chu quan khong dugc khach hang danh gia cao.

7. Van dung kha ning sang tao cua ban dé tim ra nhiéu cach giai quyét
nhing can trd; lic nao ciing ¢6 giai phap thao gd van dé.

“kién nhan va bén bi dem lai hiéu qua ky diéu ma khéng mot rao can hay
kho khan nao c6 thé can tré.” John Quincy Adams
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CHUONG 5: NAM VUNG THU THUAT KET THUC
(1)

Gia dinh c6 y nghia nhat chinh 1a mot ai d6, bang cach nao d6 co tudng
doc dao hon, yéu cau buc thiét chinh 13 tim ra ngudi ¢6 ¥ tudng doc dao do,
hoc tap va ap dung no6 that nhah. — Jack Welch

Trong moén golf c6 mot cau cham ngdn n01 tiéng: “Ban phat bong dé
trinh dién nhung ban dua bong vao 16 dé kiém tién”

Trong ban hang, ban phai khai thac khach hang tiém nang, xac dinh nhu
cau, dua ra giai phap va xir 1y 10i tir chbi. DAy chinh 1a phan “phat dong” qué
trinh ban hang.

Nhung chi khi moi duoc khach hang dit hang va két thuc ban hang ban
méi that duge “tien”.

Trong lich sir ban hang, cac thuong nhan da su dung nhiéu cach khac
nhau dé giup khach hang quyét dinh mua hang. Nhu:ng thil thuat két thuc
ching ta dé va s& dé cap 1a mot vai ky nang don gian, pho bién va hiéu qua
nhat. Nhiém vu cta ban 13 suy nghi, can nhac va quyét dinh cach van dyung
tung ky nang dé ban duoc nhleu san pham hay dich vy hon.

Glong nhu dau bép gioi nam vimng cong thirc nau cac mon an khac nhau,
ban can nim Vu'ng nhiéu thu thuat két thac khac nhau va nén biét it nhat
mudi cach dé moi khach dit hang. Tuy vao d6i tuong khach hang va kiéu tur
chdi mua hang ma ban c6 cach ap dung hop ly.

KET THUC PHU

K¥ nang két thuc phu rat dé van dung va kha pho bién. Ban két thiic bang
cach dit cau hoi vé chi tiét phy trong phan gidi thiéu san pham. Néu khach
hang dong y voi chi tiét phu nay, ho s€ quyet dinh mua hang.

Vi du néu mét nguoi dang can nhac viéc mua mot chiée 6 to, ti lanh, bep
hay mot s6 san pham khac c6 thé stir dung 1au dai, hdy van dung k¥ nang két
thiic phu bang cach hoi “Ong/ba thich mau xanh da troi hay xanh 14 cay?”.

Mau sdc chi 13 van dé phu. Mua san pham méi 1a van dé chinh. Néu
khach hang néi thich mau xanh da troi, nghia 1a ho di quyét dinh mua san
pham.

Hoi vé cach giao hang

Mot cach sir dung kiéu két thuc phu khéc 13 hoi: “Ong/ba thich giao hang
tan nha hay lay luon bay gio?”.

Phuong thirc giao hang chi 1a van dé phu. Nhung khi khach hang néi
muén léy ngay, ho da quyét dinh mua hang.

Két thic phu khong phai 1a manh khoé. Nguoi ban hang chuyén nghiép
khong str dung manh khoé, thu thuat hay muu d6 trong ban hang. Ket thuc
phu chi giup khach hang vuot qua thoi diém do du hay cing thang xuat hién

72



khi quyet dinh mua hang Bang cach chuyen chu y cua khach hang sang cac
van dé phy, ban s& gitp ho quyét dinh dé dang hon. Diéu nay c6 loi cho ca
ban va khach hang.

Pua ra lya chon

Néu khach hang dang can nhic viéc mua 6 to va khong thé quyét dinh,
ban c6 thé hoi: “Nhan tién t6i xin hoi ba mubn st dung 16p ctia nha may hay
ctia hang Michelin?”

Néu khach hang néi: “Téi thich 16p ctia hing Michelin”, nghia 1a ho di
quyét dinh.

Sau d6 hiy noi: “Vay hdy thao loai 16p nay ra va lap loai 16p kia vao, sau
d6 ba co thé 1ai chiéc xe nay”

Khi ap lyc mua hang da duoc g1a1 toa bang cach hudng khach hang tap
trung vao van dé phu, hay tiép tuc ndi vé cac chi tiét khac.

CACH KET THUC LUA CHON

Két thuc lya chon ciling gitp khach hang vuot qua ap lyc khi dua ra quyét
dinh mua hang. Ban c6 thé van dung thu thuat nay theo nhiéu cach. Phuong
phap nay cho phép khach hang lya chon céai nay véi cai khac, thay vi lua
chon gitra cai nay va khong gi ca.

Ngay nay, khach hang rat ton sung chii nghia c4 nhan. Ho thich lua chon
hon 13 t6i hau thu. Thay vi moi khach hang mua san pham va héi: “Ong/ba
c6 thich mua san pham nay khong?”, hdy moi khach hang mua san pham d6
bang cach khéc.

“Ong/ba thich cai mau dé hay cai mau xanh?”

“Ong/ba thich ¢ 16n hay ¢ vira?”

“Ong/ba thich loai cao cip hay loai thuong?”

Du khach hang chon céi gi, ho cling d3 quyét dinh mua.

Pua ra lya chon vé phuong thitc thanh toan hodc giao hang

Pé két thuc th1r0'ng luong mua ban, hiy dua ra lya chon vé phuong thic
thanh toan hodc giao hang. Néu ban ban ti lanh va loai tu do chi c6 mau
trang, hay hoi: “Ong/ba muon duoc giao hang trong tuan nay hay tuan sau?”.
Theo cach nay khach hang van co quyén lya chon.

Néu ban ban san pham phi vat chét, vi du nhu bao hiém nhan tho, ban c6
thé hoi: “Ong/ba muon thu dugc gui theo dia chi nha riéng hay giri dén van
phong?”

Du khach hang lya chon thé nao thi vu mua béan ciing da thanh cong.

KET THUC MAC PINH

Két thic mic dinh 14 cach hiéu qua dé nam quyén kiém soat qua trinh
ban hang. Hiy bat dau bang cach dit cau hoi xac nhan, vi du nhu: “Ong/ba
thich san pham nay khéng?’

Néu khach hang tra 15i: “C6, nghe ¢ vé hay day”, ban c6 thé mic dinh
rang khach hang d noéi “co” véi viéc mua hang. Ban phai hanh déng nhu thé

73



ho vira noi: “Toi sé& lay cai nay, bu:oc tiép theo 1a gi?”

“Vang, vay budc tiép theo la... ” Tiép tuc trinh bay ké hoach hanh dong,
dleu gl s€ xay ra. Lay ra mau dit hang, hop d6ng hodc bién _ban thoa thuén,
roi bat dau dién vao dé. “Chung t6i can 6ng ky nhin vao mau nay, mot tAm
s€ tri gia 1.250 do-la va chung t6i s€ giao hang cho 6ng vao thur Tu tuan sau.
Ong thay thé nao?” Thong thuong, khach hang gan nhu s& dong y khi ban
lam gidy to. Hay két thuc giao dich cang nhanh cang tot.

Kiém soat cudc ban hang

Uu diém cua kiéu két thic mic dinh 14 né cho phép ban kiém soat giao
dich. Khi ban néi: “Vay budc tiép theo 1a...”, r0i trinh bay ké hoach hanh
dong, khach hang chi c6 hai lya chon: mdt 1a nghe theo ban; hai 1a dua ra 101
tir choi khac.

Day duoc goi 1a két thic thuong lwgng mua ban. Thay vi tlep tuc thdo
luén vi¢c mua hang, hdy néi vé quyén s¢ hitu va s dung san pham. Huéng
cht ¥ cta khach hang dén viéc so hiru san pham va khach hang khong con
cha v dén viéc tra 10i “c6” hay khong ma chi tip trung dén phuong thirc
thanh todn va giao hang.

Két thuc thuong lugng mua ban

Pé két thiic thuong luong mua ban, hiy hoi: “Ong/ba ¢6 mudn boc lai
khong?” hay “Ong/ba thich tra bang tién mat hay thé tin dung?” Ca hai cau
hoi déu cho khach hang co hoi lya chon “c6” hoac “khong” vé nhirng lya
chon ban dé xuét va cho phép ban két thuc vu mua ban dé dang.

Hoi dia chi hoac thoi gian

Céach van dung don gian k¥ niang két thiic mic dinh ¢ cudi phan gidi
thiéu san pham 1a lay but ra, liéc nhanh vé phia khach hang va hoi: “Pia chi
nha cua Ong/ba 13 gi?” Sau d6 lay hop doéng va chuan bi dién vao do.

Ban c6 thé théy doan két cua mot bd phim hay mdt v& kich duoc dan
dung rat ki. Két thiic ngiu nhién khong dién ra, khong don gian chi “xay ra”
& cubi bd phim hay vo kich. Poan két duge dan dyng c6 cha y tac dong toi
da vao thoi diém hop 1y.

Do d6, ban phai chuan bi ké hoach két thiic k¥ ludng. Khi chuan bij két
thic, ban phai biét chinh xac minh sip lam gi va chuyén qua khau két thic
chinh xac va nhanh gon.

KET THUC BANG CACH NGAM AM CHI KHACH HANG

CO THE KHONG MUA PUGC SAN PHAM

Két thuc bang cach ngdm am chi khach hang khong mua duoc san pham
1a phuong phap hitu hiéu gitp khach hang con do du dua ra quyét dinh. Pay
1a hinh thtrc bién tau cua k¥ ning “két thuc thuong luong mua ban” hay “két
thuc mac dinh”.

Khi khach hang nghe ban trinh bay va rat hing thi v6i dé nghi cta ban,
nhung c6 vé ho khong thé quyét dinh, hiy dirng bai trinh bay lai va noi: “Poi
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t6i mot chat ndo, trude khi thao luan chi tiét hon, hay dé t6i kiém tra va dam
bao rang ching toi van con san pham nay.”

Trong ban 1¢, nhan vién ban hang thudng noi: “Dé tdi xem va dam bao
rang ching toi van con ¢ cla ong/ba (hoac c6 mau do)”

Néu khach hang dé ban goi dién cho kho hang hay di xubng buong chura
d6 dé xem liéu con san pham d6 hay con kich ¢, mau sic ho yéu cau khong,
ho di vo tinh dua ra quyét dinh mua hang. Khi x4c nhan van con hang, hay
coi nhu ban d ban dugc hang va nhanh chéng dién vao don hang.

Xac minh qua nguoi khac

Pé van dung ky nang ket thuc nay, ban c6 thé du:ng lai & cudi phan gioi
thiéu san pham rdi noi: “Dé toi kiém tra véi ngu:01 quan 1y xem liéu c6 thé
giao hang ngay khong. Ong/ba c6 thé doi mot gidy khong?”

Néu khach hang néi: “O vang, anh cr kiém tra di”, tirc 12 ho da quyét
dinh.

Ban c6 thé van dung k§ nang nay mot cach quyét doan bang cach noi:

“Tai sao 6ng/ba khong cung toi dén gip ngudi quan 1y dé xem chung t6i co
thé...” Néu khach hang di theo ban, ho da du dinh mua hang.

Mua quén ao

K¥ ning két thuc nay co thé ap dung va6i khach hang ¢ moi thoi diém,
déac biét la khi khach hang di mua quén ao. M6t khach hang dimg ngam mot
bd quan 4o, nhung van khong thé dua ra quyét dinh. Khi d6, ngudi ban hang
s& noi: “Xin ba doi mot phat... Trude khi ching ta co thé ban luan chi tiét
hom, dé t6i kiém tra xem chung tdi con ¢& ctia ba khong”

Khi ban cac mat hang str dung lau dai, dac bi€t la 6 t6, ngudi ban hang
thuong noéi: “Chung toi dé ban gan hét mau nay roi, kiéu ndy dang rat thinh
hanh. Pé t6i xem chung toi con kiéu nay véi mau ba thich khong. Ba c6 thé
doi & day khong?”

Néu khach hang néi “ Vang, tat nhién” ho di quyét dinh mua néu ban
van con chiéc xe theo ¥ thich ctia ho.

Ndi lo khong mua duogc hang sé& thiic day khach hang quyét dinh

Cach day khong 1au, toi ban nha. Lac d6 tinh hinh kinh té hoi am dam va
khong c6 nhiéu nguoi c6 kha ning mua nha véi gia d6. Toi rao ban nha véi
mirc gia 275 nghin do-la.

T6i nhan duoc 101 dé nghi mua véi gia 240 nghin d6-la. Khach hang nghi
c6 thé mua ngdi nha ciia toi voi gid ré hon do nén kinh té dang chiing lai.

Trude khi t6i quyét dinh c6 chap nhan muc gia d6 hay khong, mot khach
hang khac xuat hién. Tham chi trudc khi xem ngoi nha, vi khach méi nay noi
rat thich ngoi nha va s& ra gia ngay 1p tuc.

Chung t6i giao dich lai v&i khach hang dau tién va dua ra mic gia chét 1a
255 nghin d6-la. Chung t6i néi rang c6 mot nguoi nita dd dén xem nha va
néu ong khong dong ¥ mua véi mic gia nay, chung toi s& ban ngay cho
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nguoi khac vai mire gia cao hon.

Vao dém trudc khi khach hang thit hai dén xem nha, khach hang dau tién
goi dién cho chung toi va chip nhan thod thudn mua nha véi mac gia 255
nghm d6-la. Vé sau, chung to1 biét vi khach thtr hai khong chap nhan muc
gia cao nhu vy, nhu:ng v nghi bi nang mat ngdi nha da giuc khach hang dau
tién nang muc gia 1én va hoan tat thoa thuan mua nha. Kiéu mua ban nay
dién ra moi luc, moi noi.

Moi ngudi khong biét ho can mot san pham hay dich vu nhu thé noa cho
dén khi ban am chi rang ho c6 thé khong mua duoc san pham dé. Poi khi,
chi dén luc ban canh bao s& mang san pham di, khach hang m¢éi manh dan
quyét dinh. ‘ ,

KET THUC BANG CACH TOM TAT

Khi san phém ctia ban c6 nhiéu loi ich va dic diém riéng, ban co thé thu
ap dung ky nang két thuc bang cach tom tat. Khi ban két thuc phan giéi thiéu
san pham hdy noi: “Vay 1a ching ta dd c6 rat nhleu thong tin. Hay dé toi
tom tat mot s6 diém roi 6ng co thé dua ra quyét dinh. Nhu vay c6 duogc
khong?”

Hiy cho nhitng dic diém riéng khoi day htng thd, nhung loi ich khoi
day khao khat mua hang. Moi 1an ban nhéc lai mot loi ich ¢ v nghia, khao
khat mua hang ctia khach hang s& ting 1én. Néu ban mé ta day du loi ich,
cong dung, ham mudn mua hang cta khach hang s& ting 1én va s& cham dén
ngudng ma khach hang phai tu thét 1én: “Toi s& 14y cai nay. Bao lau thi t6i
nhan dugc hang?”. Pé ap dung phuong phap ket thuc bang cach tom tat, hiy
diém qua tirng dic tinh va loi ich va nhic lai rang khach hang c6 thé dugc loi
gi tir mdi dic tinh d6. Mdi 14n ban trinh bay mot dac tinh va chi ra lgi ich ma
ho nhan dugc, khach hang cang khao khat duoc sé hiru san phérn hay dich
vu cua ban.

Néu ban dinh ap dung k¥ ning két thiic bang cach tom tat, hiy lap danh
sach cac dic tinh hap dan nhét ciia san pham va sip xép theo mirc dd quan
trong. Chuan bi phan giéi thiéu dé 1an luot trinh bay cac dic tinh d6. Quan
sat khach hang dé tim ra mot hodc hai loi ich ho quan tdm nhat, réi nhan
manh nhiéu lan céc loi ich nay trong phan 8101 thiéu san pham

Sau khi ap dung k¥ ning két thiic bang cach tom tit, ham mubn mua
hang cua khach hang sé ting dén mirc cao nhat. Khi d6 hay hoi: “To6i da
cung cap du théng tin chu’a?”

Néu khach hang noi “c6”, hay coi nhu ban da c6 duoc 1oi dong y mua
hang roi hoi tlep “Khi nao ba muon nhan hang?”

CACH KET THUC KIEU “CUN CUNG”

bay cling la mét ky nang két thuc pho bién. Mdi nim, c6 dén hang ty do-
la san pham dugc ban ra nho vao ky nang nay. Phuong phap nay cho phép
khach hang so, ném, cam nhdn, nim giir hay dung thtr san pham hoic dich

76



VUL

K¥ ning két thac kiéu “cin cung” bat ngudn tir mot chién luge do chi
ctra hang thu cung nghi ra dé ban vt nudi cho con cta nhimg cha me kho
tinh. Vi nhiéu 1y do khac nhau, dic biét la tir kinh nghiém nudi ché, nhiéu
cha me¢ khong mudn con minh nudi chd. Ho s& chi chod s& tiéu bay, rung
long, gam dd dic, sta bira bai, rén u ... Nhung ho rat yéu bon tré.

Pén thoi diém nao d6, dira tré thich tha véi ¥ tudong nudi mot chi chod
nén né sé sudt ngay hoi xin duge nudi mot chii chdé nhod cho dén khi bd me
dong v di dén ctra hang ban thu cung va chi “dé xem thoi”.

Chu ctra hang thu cung rat chil ¥ dén thai d6 hao hing cua dua tré. Ong
cho dua tré xem nhleu giong cho khac nhau. Khi dtra tré thich chi cho nao
d6 ma bbé me chung Van do du, chu cua hang s€ noi: “Tai sao gia dinh minh
khong mang cha ché vé nubi thir trong may ngay cudi tuan nay nhi? Néu
khong thich cha ché ndy, cac ban c6 thé mang tra vao ngay thtr Hai va toi sé
hoan tra toan bo so tién”

Cha me tharn hy vong dira tré s€ hét hung tha voi cht cho nho khi hét
may ngdy cudi tuan, vi vy ho dong ¥ mang cha cho vé nha. Trong nhiéu
truong hop, ¥ kién cta cac bac phu huynh rat dung. Pura tré khong con himg
tha voi chil chd nhé nita nhung chinh ho lai yéu quy chi ché. Pén t6i Chu
nhat, ho mudn nudi cht ché hon ca dira tré. Va cudc mua ban d3 thanh cong.

Pé khach hang dung thir

C6 nhiéu cong ty kinh doanh thanh cong da khuyen khich khach hang
dung thir san pham trude khi quyet dinh. Hién nay, mot sb cong ty cho phep
khach hang dung thtr 6 t6 mdi trong vong 30 ngay. Ho cam két néu sau 30
ngay khach hang khong thich chiéc xe, ho s& hoan tra toan bo so tién.

Khi may pho t6 ctra hang Canon xam nhép thi truong My sau khi dang
ky doc quyén cua hang Xerox hét han, Canon da tién hanh mot chién luogc
tiép thi rat don gian. Nguoi ban hang cta hang Canon da dén cac doanh
nghiép va dé nghi dat mot may pho to dé dung thr mién phi trong vong mot
thang.Sau mot thang, néu chil doanh nghiép khong hai long voi chiéc may
phé t0, ho chi can goi dién dén hang dé mang may di. Nhung néu chii doanh
nghiép thich chiéc may pho t6, ho s& cho doanh nghiép thué 1au dai vdi muc
gia hop 1y, dich vu tuyét voi cung moi dac tinh va loi ich hién tai doanh
nghiép van chua cé khi str dung may pho t6 ctia hang canh tranh.

To1 tung ¢ co hoi lam viée véi mot cong ty “cho muon” hang tram may
pho t6. Khong lau sau, hing ndy da chiém linh toan b thi truong may pho to
danh cho cac doanh nghiép trong thanh phd. Str dung may pho to cua ho rat
tha vi nén khi doanh nghiép dung thir trong mot thang, cac nhan vién s€ dau
tranh dé giuc chiéc may lai va tong khir bat ctr thir gi ho da sir dung.

Xoa diu thai do phan ddi tu nhién

Khach hang thudng nghi ngd vé san pham hay dich vu méi. Nhung con
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nguoi co thoi quen. Néu di dung thir cai gi do va thich, ho s& nhanh chéng
yén tam v&i né. Khi ho da thiy yén tam, ho thudng tiép tuc st dung san
pham do.

Khi chao ban mdt san phém hay dich vu ma ban cho réng chic chén s&
lam khéach hang hai long, hiy dé ho dung thir. Khi dé khach hang dung thu
trong mgt khoang thoi gian, ban co thé ban duoc hang dé hon ban nghi.

Pé nghi dung thir mién phi

Chung t6i cung cip dich vu kho cat giir 0 ca nhan v6i hang tring phong
cho thué. Nhiéu nguoi c6 kho chat nich va day rac ruéi nhung ho chua bao
gid nghi dén viéc dé do thira vao kho cat giit ca nhan. Dé giai quyét van dé
nay, chiing toi dé nghi ho dung thir mot thang. Ho ¢6 thé chuyén toan bd d6
dac thira dén kho cat do ca nhan trong vong 30 ngdy. Néu khong hai long, ho
c6 thé trd lai va chuyén do dac vé nha.

Khi dugc tan huong su thuan tién véi phong kho rong rai, rac ruoi dugce
don sach, déng thot chuyén moi do dac it st dung dén phong cat gilr ca nha,
moi ngudi khong mudn mat thoi glan va gap phién toai khi chuyen toan bo
do thira tro lai nha. Ho coi kho cét giit c4 nhan 13 phan col nd1 cia ngdi nha,
gidng mot phong mé rong thém cho phép ho chta d6 dac it st dung. Pay
chinh 13 1y do dich vu cho thué kho cit giit d6 ca nhan lai tré nén pho bién o
khap noi. Day chinh la vi dy hoan hao cho cach két thuc kiéu “cun cung”.

CACH KET THUC KIEU BEN FRANKLIN

Pay 1a mot k§ nang két thuc co dién nhat. Phuong phap nay dugc chinh
khach My, nha sang ché va nha ngoal giao, Ben Franklin phat trién nam
1765. Ly do phu’ong phap nay néi tiéng vi day la hinh thire két thuc hoan
toan tuwong ung voi cach chung ta dua ra quyet dinh quan trong.

Trir khi hanh dong theo cam tinh va hap tap, trude khi dua ra quyet dinh
quan trong, ban nén suy nghi thau ddo, can nhac nhitng 1y 1& tan dong va
phan d6i quyet dinh do, ca tich cuc va ti€u cyc. Phan tich ly do ung hé viéc
mua hang r61 so sanh vdi nhitng 1y do ngén can. Den cu01 qua trinh phan tich
nay, hiy can nhic va so snahs cac bang chimg roi quyét dinh c6 hay khong.

Phu’ong thire két thuc kiéu Ben Franklin tuén theo qua trinh nay. Pén
cudi vu mua ban, ban co thé noi mot so diéu nhu: “Thua quy khach, quy
khach muén dua ra quyét dinh sang sudt nay ding khong?”, “Puong nhién
roi”.

St dung gidy

Ban néi: “Vay chung ta hiy st dung phuong phap Ben Franklin rat hay
dugc ap dung khi 6ng muén dua ra quyét dinh quan trong. Franklin 1a mot
trong nhitng nguoi dua ra quyet dinh giodi nhét ¢ thoi dai cua ong”

“Khi muén dua ra quyet dinh, Ben Franklin thuong ldy mot mau glay va
ong ké mot duong & gitta. O mot bén, ong viét tat ca 1y I8 ung ho quyét dinh
ctia 6ng, con & bén kia ong liét ké tit ca 1y do phan d6i”
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Sau d6 ban ldy mau gidy va viét: “Ly do tng ho” & dau mot cot va “Ly
do phan ddi” & dau cot con lai.

Ban néi tiép: “Chung ta hy nghién ctru mot s6 1y do ching té san pham
nay co thé 1a lya chon hoan hao cho quy khach”. Sau d6 ban viét dic tinh
hap din nhét cta san pham hay dich vu dong thdi khong quén nhic khach
hang nhé t61 nhitng 1o1 ich ho ¢6 duoc tir nhitng dac tinh do. “Quy khach cé
dong y khong?”

Sau d6 ban viét dac tinh thtr hai va lai nhac khach hang nhd dén loi ich
dic tinh d6 mang lai. Khi d3 lam cho khach hang dong tinh v6i nhimng gi ban
noi, hay tiép tuc chuyén sang dic tinh va loi ich thtr ba, va ct nhu thé cho
dén khi ban liét ké ra khoang mudi 1y do ma khach hang nén mua san pham
hay dich vu nay.

“Chung ta da dé cap dén moi lgi ich chwa nhi?” ban héi.

Khach hang tra loi: “C6 vé nhu anh di liét ké moi tht r6i”, hiy day to
gidy vé phia khach hang va noi: “Bay gio quy khach hay viét ra cac 1y do
ngan can quy khéach quyet dinh mua hang”

Khach hang c6 thé néi: “Dé toi nghi da. Van dé gia ca nay”. Sau d6 ho sé
viét ra 1y do vé gia, con ban, hay kién nhin im ling cho doi. Hiy dé khach
hang tu néu ra tat ca Iy do phan d6i vé san pham.

Hau hét khach hang chi c¢6 thé nghi duoc hai dén ba 1y do khong mua
hang. Sau do, hdy so sdnh nhitng ly do d6 v&1 muoi 1y do ban da liét ké ung
ho viéc mua hang. Khi khach hang khong nghi ra thém 1y do dé phan ddi
mua hang, ban c6 thé noi: “Cé vé nhu 6ng da quyét dinh”.

Thong thuong, khach hang s€ nhin vao hai danh sach va noi: “Vang, toi
nghi 13 toi di quyét dinh”.

Ban két thiic bang cau hoi: “Tai sao chiing ta khong xuc tién ludén nhi?”

Don gian nhung hi¢u qua

Céch day khong 1au, to1 tinh c& gdp lai mot ngudi ban. Anh ta bay gio da
13 mot nhan vién bat dong san thuong mai, kiém duoc kha nhiéu tlen va rat
thanh cong. Anh da ké rang anh da phai mat sau thang dé giai quyét mot ph1
vu phuc tap lién quan dén viéc trao doi tlen mit, dat va toa nha thuong mai
giita mot t6 chire tai chinh 16n va mot t6 hop doc quyen bat dong san. Anh
d3 phai ton cong di lai dé thao luan vu giao dich vG1 6ng pho tong giam ddc
trong nhiéu tuan nhung khong lam cach nao dé o ong ay dua ra quyét dinh.

Cudi cung, anh dén gap khach hang va noi: “Tai sao ching ta khong sur
dung phuong phap ra quyét dinh cta Ben Franklin nhi?”

Anh da rat ‘ngac nhién khi 6ng pho tong giam doc dong ¥ ngay. Anh lay
ra mdt mau gidy, ké mot duong o gitra, sau do lan luot liét ké tat ca dic tinh
va loi ich ung h¢ cho de nghi do trong nira tleng Sau d6, anh dé ‘nghi ong
pho tong gidm doc viét ra tat ca Iy do phan doi. Va o  0ng pho glam déc chi néu
ra dugc hai hay ba 1y do cho viéc ho khong nén tién hanh vu giao dich. Cudi
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cung, 6ng pho tong giam dbc so sanh hai danh sach, nhin nhan vién bat dong
san roi noi: “Hay tién hanh di!” vu thoa thuan d3 thanh cong.

Anh ban t6i no6i: “Brian nay, t0i da nghe vé k¥ nang két thuc kiéu Ben
Franklin tir 1au, nhung t6i nghi phuong phap nay hoi 101 tho1 nén chua bao
gio van dyng. Nhung khi t6i st dung lan dau tién, tién hoa hong t6i kiém
duge tir vu d6 con nhiéu hon ca sb tién toi di kiém trong cd nam trowcs.
That dang kinh ngac!”

CACH KET THUC SU DUNG DON DAT HANG

Pay 1a phuong phap két thuc nhanh va hiéu qua & bat ky giao dich nao.
Ban nén nh¢ cach van dung k¥ nang két thuc nay, chung rat phu hop véi san
pham hay dich vy ban cung cép.

Céch thir nhét, khi ban d3 néi chuyén voi khach hang, giéi thiéu vé san
phém va ho hiéu ho s& nhan duoc gi cling nhu tai sao san phém doé lai c6 gia
trj voi ho. Hiy lay ra don dit hang hay hop dong ban hang va bat dau dién
vao d6 ma khong can hoi khach hang c6 mua hay khong. “Hom nay 1a ngay
bao nhiéu nhi?”, ban c6 thé héi khi nhin khach hang, hodc: “Dia chi chinh
xac cua ong/ba la gi?”

Néu khach hang cho ban biét ngay hom nay 1a ngdy bao nhiéu hay dia
chi chinh x4c ctia ho, ban d ndm chac vu mua ban trong tya.

Tri nhé toi

Nhung do6i1 khi, khach hang s€ ngan ban lai: “Tu tu, t6i da quyét dinh
mua dau”. Ban c6 thé dap “T6i xin 16i, kha ning nho cac chi tiét clia t6i rat
t¢, toi mudn ghi lai moi tht khi ching ta thao luén. Néu ong/ba khong mua
ngay hom nay, cling khong sao. Toi chi can huy don dit hang nay di. Puoc
cht?” Va ban van tiép tuc viét.

MGdi lan khach hang cung cap thém chi tiét, hay viét vao don dat hang,
chi nhu thé ban dang c6 gan theo doi cugc thao luan. Khach hang s€ dan
quen v&i viée nhin thay ban ghi lai moi chi tiét. Mdi chi tiét duge ghi lai s¢€
khién don dit hang gan giii hon v&i khach hang. Cudi cing, khach hang bat
df?l}l coi don dat hang la cua minh, xem d6 la cach thé hién s thich va thi
hicu.

Khi don dat hang duoc dién day du, hiy nhin khach hang va néi: “Bay
gid, hiy danh van chinh x4ac ho ctia 6ng c6 duoc khong?”

Néu khach hang danh van chinh xac cho ban nghe, ho “J-O-N-E-S”, ho
da quyét dinh mua hang. Sau do, ban c6 thé hoi tén va tén dém cua ho, dia
chi, ma buu dién va sb dién thoai. Va nhu vdy ban d3 ban dugc hang.

Stc manh cua ky nang két thic st dung don dat hang that don gian.
Khach hang cung cap cho ban cang nhiéu thong tin va cho phép ban viét vao
don dat hang, ho cang chac chin viéc mua san pham hodc dich vu vao cudi
budi trao doi.

Nhitng chuyén gia ban hang hang dau st dung k¥ niang két thiic nay dé

80



thu dugc hang tram nghin do-la tién hang mdi ngdy. C4 nhan minh, toi ludn
thay ngac nhién vé cach van dung don gian cua phuong phap nay.

CACH KET THUC VOI CAU TRA LOI PHU PINH

Mot hinh thirc bién tau khac cta k¥ ning két thuc sir dung don dat hang
1a két thiic v6i cau tra 101 pha dinh. Trudc tién, ban dua ra tat ca cau hoi hop
ly dé hiéu duoc nhu cdu cua khach hang. Sau d6, hiy gidi thiéu san pham
hay dich vu ctia ban nhu giai phap hoan hao. Cubi cung, hiy dua ra cau hoi
xac nhan: “Ong/ba con cau hoi hay thic mac niao ma toi chua giai dap
khong?”

Khi khach hang néi: “Khong, hinh nhu anh d3 giai thich moi thir r6i”,
hay iy don dat hang ra, viét ngay thang trén dau, roi dién thong tin vao ma
khong can hoi y kién hay xin phép khach hang. Hay lam nhu thé cau tra 1oi
“khong” cho cdu hoi xac nhan & trén nhu 13 cau tra 1oi “c6” cho dé nghi cia
ban.

CACH KET THUC BANG CACH KE CAU CHUYEN LIEN QUAN

Mot nghién cuu doat giai Nobel da di sdu vao dé tai “Su phat trién khong
can bang cuia hai ban cau ndo”. Pay chi la cach phat biéu duéi dang 1y thuyét
rang con ngudi ¢ ndo trai va ndo phai, mdi ban cau ndo co churc nang tach
biét. Vi du: ndo trai dung dé phén tich thong tin, chi tiét theo cac tuyén, tir
chi tiét ndy dén chi tiét khac.

Nguoc lai, ndo phai tong hop thong tin va duoc kich thich bang hinh anh,
am thanh, cac ciu chuyén. Tat ca quyét dinh mua hang 1a do nio phai, boi
vay day chinh 14 bo phan ban can 16i kéo.

Véi cach két thic bang cach ké cau chuyén lién quan, ban kich thich ndo
phai cua khach hang bang cach ké cau chuyén vé mot khach hang nao d6 da
mua san pham hay st dung dich vu va thay hai long. Bat ctr khi nao khach
hang nghe chuyén vé mot khach hang hai long, ho rat mudn duoc & vi tri clia
nguoi kia, st dung san pham cua ban va thu duoc két qua twong ty. Pay 1a
diéu ban can nhé.

Khach hang s& quén hét tat ca thong sO, dic tinh va nhing uu dlem cua
san pham hay dich vy ban cung cap trong vong 24 gio, nhung ho s& van nhé
cau chuyén ban ké vé khach hang hai long trong nhiéu tuan nhiéu thang va
tham chi nhiéu nam. Ké cang nhiéu chuyén nhu vy cang tot.

Ké chuyén vui

To1 da phat hién ra mot k¥ nang hiéu qua, do 1a cau chuyén “nhan day”.
Ban noi: “Nhan day, t61 xin ké mot cau chuyén vé ba Susan Smith, mét
khach hang cua toi. Tuan trudc, ba Smith dd noi rang trudc khi mua san
pham nay ba ay da rat lo vé muc gia cao chung t6i dua ra, nhung roi ba nhan
théy nhirng 1¢1 ich ba thu dugc thém tir mirc gia cao hon nay that su vuot xa
chénh 1éch vé gia”

Bat ctr ltc nao, ban dung cach két thiic bang viéc ké mot cau chuyén lién
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quan, hiy ké Ve nhiing nguoi mua thay hai 1ong khi str dung san pham. Vi
dong co sau sac nhit cua con ngudi 1a khao khat duwoc hanh phutc nén khi ké
v€ nhitng khach hang hanh phuc, ban da kich thich khao khat muon tr¢ thanh
khach hang hanh phuac cua khach hang.

Ké chuyén budn

Mot ngudi ban cta toi 1a nhan vién bao hiém chuyén nghiép, anh di van
dung hiéu qua k¥ ning két thiic bang viéc ké mot cau chuyén lién quan. Khi
khach hang c6 vé tir chdi mua bao hiém nhan tho, anh 1y ra tap gidy pho to
ké vé chuyén di xay ra véi mot doanh nhan thanh cong qua doi véi tai san
1,5 tricu do-la.

That khong may, vi doanh nhan khong dugc bao hiém dung muc. Pé tra
cac khoan thué cho tai san va thanh toan hét no, cong ty cta ong bi ép ban
vl gia thap. Trong hai ndm sau, khoan tién it 6i con lai hét va nguoi vo goa
song ngheo tung co cyc. Ba khong dugc huong trg cap an sinh x3 hoi va
budc phai song chung véi gia dinh con céi.

Khi khach hang nghe cau chuyén dé, ho rat quan tdm dén viéc tim hiéu
xem ho c6 thé 1am gia dé dam bao chuyén tuwong tu khong xay ra véi ho va
gia dinh. Sau d6, vu mua ban s& duoc thuc hién dé dang.

Anh hung va toi 46

C6 mot thé loai chuyén khéac ban co thé st dung. B6 1a chuyén ké vé
ngudi quyét dinh khong mua san pham cia ban hay toi t& hon mua san pham
tuong ty ctia hing canh tranh véi gia ré. Ban ké chuyén gi da xay ra véi ho,
ho da bat man thé ndo véi nhitng gi nhan duoc va thay hoi tiéc vi khong mua
san pham ctia ban. Nhiing cdu chuyén bat loi nay thuong dem lai quyét dinh
mua co loi.

Nhé that nhiéu chuyén

Nhitng chuyén lién qua 12 mot phan trong qua trinh ban hang cua ban.
Gidng nhu dién vién hai nhé ca chudi chuyén hai hudc, 1a ngudi ban hang
chuyén nghiép, ban nén nhé nhimg cau chuyén lién quan dé sir dung trong
nhimng cudc thao luan mua ban va xir Iy nhitng 15i tir chéi cling nhu phan d6i
mua hang khi két thuc phan gi6i thiéu san pham. Mot cau chuyén thich hop
c6 thé bién khach hang c6 thai do trung lap hay thd o thanh khach hang nhiét
tinh.

KY NANG KET THUC KHI KHACH HANG MUON KHAO GIA

Cau tra 101 ban nghe thay nhiéu nhat khi ban hang la: “Pé toi nghi da”,
hodc nhiing cau tuong tu.

Thong thuong, ban c6 thé clru van vu mua ban bang viéc van dung k¥
nang két thic khi khach hang mudn khao gia.

Néu khach hang noi: “Vang, t61 mudn xem con thir gi khac ntra khong
trude khi quyét dinh”. Ban c6 thé dap: “Thua quy khach, d6 1a ¥ kién hay.
Nhung su that 1a: Chiing t6i di kinh doanh & day nhiéu nim. Hau hét khach
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hang cua t6i la khach quen, ho dén mua qua 10i g101 hi€u cua cac khach quen
khac. Ho déu dd tham khao tit ca cac ctra hang rdi sau d6 quay trd lai mua
hang cta ching toi. Quy khach co thé tham khao gia cta cac hing khac
nhung tai sao quy khéach lai ty 1am khé minh thé? Co thé cubi cung quy
khach s€ quay lai day. Vay tai sao quy khach khong quyét dinh mua ngay
bay gio? Chung toi o thé goi hang va chat 1én 6 to cua quy khach hoac
ching toi co thé chuyén dén cho quy khach vao sang mai”

Pé nghi giai toa cang thang

Ban phat hién viéc chua dua ra quyét dinh mua hang tr¢ thanh van dé
chua giai quyét dugc trong tam tri khach hang. Bay la nguyén nhén gay ra
trang thai cang thang, bbi r6i. Khi gitip khach hang dwa ra quyét dinh ngay,
ban d3 giai quyét van dé, giai toa cing thang va gitp ho nghi vé chuyén
khac.

Trong nhiing bu01 phong van véi khach hang, chuyén gia nghién ciru
nhan thdy khi ho quyét dinh mua mot tha gl do, tin hiéu nay s€ mo di trén
man hinh ra-da quét néo d6 cua ho va ho bat dau nghi dén chuyén khac trong
cudc séng va cong viée. Quyét dinh s& mat dan tdm quan trong khi né thanh
hién thyec.

Khi van dung k¥ ning két thuc, néu khach hang mudn khao gia, bang
viéc khuyen khich ho dua ra quyet dinh ngay, ban dang dé nghi gitip ho tiét
kiém tho1 gian va cong stc nodi chuyén vai nha cung cap khac va tham khéo
thém mot s6 mirc gia.

Hay nhé, 1ap luan logic s& gitip ban ban duoc hang. Néu ban dua ra 1y do
hop 1y dé mua hang cta ban, ban c6 thé ngan viéc khach hang bo di.

Két thuc kiéu “chi ban hém nay”

Néu khach hang van mubn khao gia va noi: “Toi van nghi minh nén tham
khao gia ca vi to1 mudn dam bao minh s& mua duoc hang c¢o6 loi nhét”, ban
c6 thé ap dung mot hinh thirc bién tdu khac cua k¥ ning két thiic khi khach
hang muén khao gia dugc goi 1a két thic kiéu “chi ban hom nay”

Ban néi: “Thua ba, t6i mudn noi rang bay gio 13 giai doan cudi nim tai
khoa ctia chiing tdi va néu ba quyét dinh 1ay ngay hom nay, toi ¢ thé giam
gia dic biét cho ba”

C6 mot quy tic trong ban hang, d6 1a: khong khan truong, khong ban
duoc hang.

bé thuyet phuc khach hang mua hang ngay, ban phai dua ra Iy do hay
dong co de ra quyet dinh ngay. Ban c6 thé néi day 1a san pham cudi cing
hoac ban sap taing gid vao ngdy mai, hodc hom nay 13 han chét dé tham du
thudng va néu khach hang mua hom nay, ban s€ vu dai dac biét cho ho. bay
chinh 1a 1y do tai sao ban c6 thé khién khach hang mua hang ngay.

Mot diém can cha ¥ khi van dung kiéu két thiic nay 1a dong luc duoc tiép
thém hay “yéu t6 phat dong” chi c6 tac dung khich 1¢ mua hang néu ban dua
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ra khi sép két thic thao luan ban hang. Néu ban dua ra dé nghi dac biét nay
truée thoi diém do, 161 dé nghi s€ khong c6 tac dung. Ho s€ coi uu dai ctua
ban nhu mot phén cua 1o dé nghi va ban s€ phai dua ra nhiéu vu dai khac dé
ban dugc hang. Hay dé danh dé nghi dic biét dén phut chot.

Xin mot 161 hira

Day la hinh thic bién tau thir ba cua phuong phap két thuc khi khach
hang cuong quyét tham khao gia va cac san pham khac trude khi quyet dinh.
Trong truong hop nay, ban phai giit thai d6 hoa nha va hiy khuyén khich ho
tham khao.

“Thua 6ng, toi hiéu cam gidc cua 6ng. That t6t khi ong khao gia ¢ cac
cira hang khac. Nhung t61 mudn ong htra mot diéu. Trudc khi ong quyét
dinh, 6ng hay trd lai day va ndi vai toi, toi s€ giup ong co6 duge thoa thuan
mua hang c6 loi nhat”

Khi néi vy, ban di gieo mdi nghi ngd vao suy nghi cua khach hang.
Béng viéc htra s€ gitip ho c¢6 duoc thoa thuan mua hang co loi nhét, sau khi
di khao gia, ban gan nhu da budc khach hang tré lai gip ban trude khi quyét
dinh.

Khong dé 16 ké hoach ‘

Poi khi, khach hang s& hoi: “O, vay thoa thuan cé loi nhat anh co thé
mang lai cho to6i1 1a gi?”

Ban dap: “Thua ngai, toi biét ngai sip khao gia. Ngai ctr di khao gia di.
Nhung sau khi da tham khdo cac hang canh tranh v4i ching t61, chi khi do
ngai hay trd lai day. To61 s€ giup ngai c6 duoc thoa thuan cé lgi nhat”

Hai cach két thuc cudc ban hang

Pay la cach ban két thic vu mua ban khi vi khach quay lai va cho ban
biét thoa thuan c6 1gi nhat ho c6 duge mét cira hang khac. Thu nhat, néu co
thé chién thing d6i tha canh tranh vé gid, ban chi can dé nghi mirc gia thap
hon vai d6-la so voi mirc gia ré nhat ho tim thay. Khi ban di ra gia nhu vay,
hay lay don dit hang ra, hoi dia chi, ho tén khach hang va bat dau dién vao.
Néu ban khong thé danh bai ddi thi vé gia ca, hiy chuyén chu y cia khach
hang tir gi4 sang chat luong, phuong thuc giao hang, bao hanh va dich vu
sau ban hang ma cong ty ban co thé cung cap. Hay noi: “Thua quy khach,
thoa thuan c6 loi nhat cho quy khach khong chi 1a muc gia thap nhat. Do 1a
su két hop cua nhiéu yéu to. Gia ciia ching toi con gom cac khoan muyc nay
nita, day chinh 13 yéu to giup thoa thuan nay c6 loi hon bat ky 10i dé nghi
nao quy khach c6 thé nhan dugc”

Mo1 mua hang

Sau d6, hdy van dung k¥ ning két thiic bang cach tom tat hay két thuc
kiéu Ben Franklin dé nhic lai nhitng loi ich khach hang nhan duoc dong thoi
giai thich tai sao nhirng lgi ich nay lai c6 ¥ nghia quan trong hon la mirc gia
ré. Ban hdy chi ra: “Mutrc gid ndy c6 thé cao hon mot chit so véi cac hing
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khac, nhung sau khi can nhéc tit ca cac khia canh khac, thoa thuan nay co loi
cho quy khach hon nhiéu”

Lic nay, khach hang da qua mé¢t moi voi viéc phai long vong va tim
kiém muc gia hop 1y nhat. Van dé caa ho chua dugc giai quyét trong khi ban
dang dua ra giai phap. Neu ban cho ho 1y do hop ly de mua hang ngay, co
nhiéu kha ning ho s& quyét dinh ngay. T4t ca nhitng gi ban can lam 13 dua ra
cau hoi két thuc: “Tai sao 6ng Ong lay ludn nhi?”

CACH KET THUC KHI SAP BE VUOT MAT CUQC BAN HANG

Thinh thoang, khi khach hang yéu cau dé lai tai liéu ban hang cta ban dé
ho suy nghi thém, nghia la ban khong thé 1am gi khién khach hang suy
chuyén. Ho ngam tir ch01 nhung khong ndi cho ban biét. Trong truong hop
nay, hdy nhd nhin xubéng nudc va chuan bi roi di. Hiy noi v6i khach hang:
“Thua ngai, cam on ngai da danh thoi gian cho toi. Toi biét ngai rat ban. Toi
s& trd lai sau vy va co 18 ching ta c6 thé thao van dé nay chi tiét hon”

Pé khach hang duoc thoai mai

Khi ban néi nhu vy, khach hang thuong dong y. Khong khi cing thang
s& tan bién. Ho thay thoai mai vi cudc thuong lugng mua ban di cham dit va
ban sip roi di. Ho bat dau nghi dén viéc ban s& di khuat ludn.

Khi ho dang suy tinh s€ tro lai lam vi¢e sau khi ban roi di, thai do phan
d6i mua hang sé giam xubng va ho cam thay thoai mai. Giéng vo si quyén
anh khi nghe thiy tiéng chudng reo hét hiép dau, vo si s& ha tay xudng va
khong tu v¢ nira.

Hay déng cip lai, ding 1én, bat tay khach hang va cam on vi da danh
tho1 gian cho ban. Nhung khi ban di dén cua, dat tay 1én niam cua, hay quay
lai va néi: “Thua ngai, trudc khi di, toi mudn hoi ngai mot cau co duoc
khong?”

Khi khach hang dong ¥, hay noi: “Thua ngai, t6i da trinh bay cac thong
tin vé san pham mot cach tot nhat nhu:ng to1 thay van con diéu gi d6 thiéu
sot. Toi rat biét on ngai néu ngai noéi cho toi biét: Ly do that sy khién ngai
khong mubén mua hang hom nay 1a gi?”

Khach hang gio da thay thoai mai, dang tinh xem ho s& lam gi khi ban di,
ho co thé noéi: “Vang, vi anh hoi nén t6i s& noi 1y do that khién t6i khong
mua la...”

Bay gid ban da biét

Du 1y do dua ra 1a gi, day chinh 14 15i tir chdi cudi cing hay 1y do chinh
ngan can ho mua hang. Khi da biét 1y do that su, ban ¢6 co hdi xur 1y 101 tu
chéi dé 1am khach hang hai 1ong va ban duoc hang.

Ban noi: “Thua 6ng, cam on ngai di cho t6i biét. Do 1a 16i cua toi. RS
rang t0i chua giai thich that day du. Hay dé toi cho ngai thiy ching ta co thé
lam gi dé giai quyét Van dé nay”

Budng tay khoi nam cira, budc trd lai, ngdi xudéng va noi: “Chi at vai
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gidy thoi, thua ngai” roi ban bat dau giai dap 101 tir chdi cubi cing do.

Vi du néu khach hang néi: “Ly do t6i khéng mua hang 13 vi t6i chua that
su tin loai méy ctia anh c6 thé pho t6 doc ) luong van ban té1 yéu cau” ban
¢ thé noi: “Thua ngai, ¥ ngai 1a t6i chua giai thich diéu do can k& ding
khong? Vang, dich vu bao hanh cua chung to1 ciing gdém ca van dé do nira.
Néu chung toi viét gidy dam bao hai long, ngai san sang mua ngay chu?”

Khi ban biét duoc 1y do tir chdi, hiy cd ging glal dap va moi khach hang
dit hang mot 1an nira. Chi khi d6, khach hang méi khong con thai d6 khang
cu nita. Ho cam thay thoai mai va thuong dong ¥ mua hang néu ban dua ra
thém ly do.

Thang hoa

Trong mot cudc hdi thdo ban hang t6 chirc tai Charlotte, mot thanh nién
tré dd noi vai toi: “Thua dng Tracy, t6i vira két

thic vy mua ban 16n nhat trong sy nghiép. T6i kiém duogc hai nghin d6-la
tién hoa hong tir vy mua ban toi nghi minh da dé vudt mat trude khi ap dugnj
phuong thire két thiic “khi sap dé tudt mat cudc ban hang”

Cau ay ké: “T6i da trinh bay xong phan gidi thiéu san pham va khach
hang khong tra 15i. Khi chuan bi roi di, t6i chot nhd dén nhimg 101 6ng noi
trong chuong trinh dao tao. To6i quay lai va hoi vi khach: “Thua ngai, lam on
noi cho toi biét 1 1y do that su khién ngai quyet dinh khong mua hang‘”’ Va
ong ay da noi cho toi biét! Toi quay lai, ngbi xudng, mo cap ra va giai dap ly
do tir chéi ctia 6ng ay Sau d6 6ng 4y quyét dinh mua. Nho 4 ap dung ky nang
két thac do, t6i di kiém duoc hai nghin d6-1a tir phi vu toi sap dé tudt mat
chi trude do hai phut”

CACH KET THUC NHO GOI Y CUA KHACH HANG

Mot trong nhitng cach nhanh nhat dé ting thu nhap ma lai it tén thoi
gian cong strc d6 1a nho khach hang hai long gioi thiéu thém khach hang
mai. Mot khach hang dugc gioi thicu co gia tri gap tur 10 dén 15 lan ‘mot
cudc chao hang cho khach hang méi.Piéu ndy co nghia 13 ban chi mat tir
1/10 dén 1/15 thoi gian va cong suc dé két thuc vu mua ban véi mot khach
hang dugc gidi thidu.

Yéu td quan trong trong ban hang la su tin nhiém. Khi ban c6 mot khach
hang qua gidi thiéu, ban da khoac 1én minh sy tin nhiém cua nguoi da gioi
thi¢éu ban. Hay tan dung su tin nhi€m cua ho.

Tré thanh nguodi ban hang dang tin cay

Piém mau chét dé c6 duoc khach hang qua gidi thiéu do 1a tro thanh
nguoi ban hang dang tin cdy. Khach hang tir chdi gidi thiéu khach hang méi
1a do ho tin ¢ thé ban khéng chim soc tot cho ban bé hay dong nghiép cua
ho. Khi ban cham s6c khach hang that tbt, mang dén cho ho chét luong va
dich vu tuyét voi, ho sé cam théy thoai mai, yén tam khi gio1 thi¢u ban voi
nguoi khac. Néu ban 1a nhan vién ban hang lich sy, ding gio, chuyén nghiép
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va ludn san sang, khach hang s& mudn chia sé ban véi nhitng nguoi khac.

Nho moi nguoi gioi thi¢u

Thiét 1ap hé thong khach hang qua gidi thiéu bang cach nhd khach hang
gidi thiéu khach hang méi bat ¢t luc ndo, sau mdi 1an dén chao hang hay sau
mdi 1an ban hang.

Ban ciing c6 thé nhd khach hang gidi thiéu khach hang méi trude khi ban
hang. Ban noi: “Thua ba, t61 sép cho ba xem mot thir to61 nghi ba sé rat thich.
Nhung du san phidm ndy c6 phu hop véi ba hay khong, néu ba thich san
pham t6i cho ba xem, ba s& cho toi biét tén hai hodc ba ngudi c6 thé ciing
thich san pham nay dugc khong””

Khi nho khach hang gioi thi€u khach hang méi, bang cach nay trudce khi
cudc mua ban bt dau ban dé dang co6 dugc diéu ban mudn. Nhung néu yéu
cau diéu nay sau khi két thuc phan giéi thiéu san pham, khach hang s& cam
thay phai cho ban biét tén hai hodc ba nguoi khac du ho c¢6 mua san pham
nay khong. Nhi€ém vu cta ban 1a phai hoi.

Hanh dong ngay v6i khach hang qua gidi thiéu

Khi ban c6 mot khach hang méi qua gidi thiéu, hiy bam chat lay. Sau
khi ban n6i chuyén véi khach hang duoc giéi thiéu, hiy ké lai véi nguoi da
gidi1 thiéu khach hang d6. Goi dién cho ngudi da cho ban tén cta khach hang
méi va ké vé nhitng diéu da xay ra. Ludn noéi nhitng diéu t6t dep vé khach
hang duogc gidi thiéu du ho co mudn mua hay khong.

Khi ban ké lai v&i nguoi di gidi thiéu khach hang méi, hiy nho két thic
cudc ndi chuyén bang cau: “Nhan day, ba cd biét nhitng ngudi khac cling
tuyét voi nhu thé nay ma toi c6 thé noi chuyén khong?”

Gui qua

Néu ban ban duoc hang cho khach hang qua gidi thiéu. Hay giri mét mon
qua cho nguoi d gidi thiéu khach hang. Néu ban kiém duoc mot khoan hoa
hong tir viéc ban hang cho ngudi dugc gidi thiéu, hiy giri mot gié hoa qua
v6i tAm thiép cam on vi d gitip ban ban duoc hang.

Sau vai ngay, hiy goi dién thoai lai dé dam bao gié qua di duoc giri dén.
Nguoi dugce ban goi dién s€ rat hai long va cam on khi nhan duoc qua. Hay
nam ngay lay co hoi nay dé hoi xem ho c6 biét nhitng nguoi khac ma ban co
thé goi dién dé chao hang.

Gui thi¢p cam on

Cudi cung, gui thiép cam on dén ting nguoi di gidi thiéu cho ban khach
hang méi rdi guri thi¢p cam on cho nhﬁ:ng khach hang dugc gidi thicu. Gui
thi¢p cam on vao bat cr dip gi va ludn g kem danh thiép ctia ban. Cang guri
nhiéu thiép cam on, ban cang tao dugc uy tin tt va cang tré thanh nguoi ban
hang dang tin cay.

Nhiéu chuyén gia ban hang nhan thay chi trong vai thang ap dung chién
luge khach hang qua gi6i thiéu, ho di tiét kiém duoc thoi gian tim kiém
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khach hang tiém niang. Ho dugc gidi thiéu thém nhiéu khach hang méi vi
vay ho rat ban ron vai viéc cham soc nhiig khach hang nay.

Khi bat dau tién hanh cac budc thiét 1ap he théng khach hang qua gidi
thiéu, ban s& nhan thidy minh dang phat trién kénh khach hang rat 6n dinh va
chic chan.

Xay dung chién lugc

Mot nguo1 ban cua té1, mot trong nhitng nguoi dugc tra lwong hau hinh
nhat trong linh vyuc ctia cau ay di phat trién mot chién luge tha vi dé co thém
nhiéu khach hang. Vao thang 12 hang nam, céu ay goi dién roi den tham tat
ca khach hang cac nam truge. Cau ay noi rd myc dich cua viéng tham la
mudn dam bao khach hang hai long voi dich vu cong ty cau ay cung cap

Cau 4y dén gip khach hang, hoi rat nhiéu, ghi chép va hira s& giai quyét
nhirng kho khian ho dang gip phai. Sau do, cau 4y nhod khach hang gi6i thiéu
mot vai khach hang méi trong vai thang téi. Véi chién lugc ndy, dau nam
nao cu 4y ciing ¢6 hon 100 khach hang méi dé goi dién chao hang.

bat cau héi phu hop

Str dyng tir nglr hop ly khi ban hoi xin y kién phan hoi. Néu ban hoi:
“Moi chuyén thé nao r6i?”, thuong khach hang s& tra 1oi: “On ca”, vi ho
khong muon tranh cai.

Khi dén tham khach hang, hay hoi: “Chung t6i co thé lam gi dé cai thién
dich vu chiing t6i cung cép cho 6ng trong thoi gian t6i?” Bat ctr khi nao ban
noi den dich vu, chat luong 1y tuong trong tuong lai, ho ciing s€ cho ban biét
mot s6 diéu ban c6 thé 1am dé nang cao chat luong dich cia cong ty minh.
Khi da c6 dugc y kién gop y, hdy hira s& khic phuc ngay.

“Nhirng nguoi cling tuyét voi nhu ong/ba”

Sau khi dén tham khach hang, diéu cudi ciing ban 1am 1a nho gidi thiéu

“nhling nguoi cling tuyét voi nhu ong/ba Khi héi xin y kién va hira s& giai
quyét van dé cta ho, ho s& sin 10ng gidi thiéu mot vai nguoi cling o thé
quan tam dén dich vu cta ban. Hay ghi lai tén va s6 dién thoai khach hang.
Ho6i xem liéu khach hang co thé gitp ban lién lac voi nhitng nguoi nay
khong. Noi chung, khach hang s& sin long gitip ban.

Két thuc nhod vao khach hang duogc gidi thiéu

Pay 1a viéc don gian ban c6 thé ap dung dé tan dung nhitng khach hang
dugc gidi thiéu. Hay hoi: “Bill 4, anh c6 biét hai hay ba nguoi khac ciing
tuyét voi nhu anh ma t6i c6 thé noi chuyen khong?”

Thong thuong, khach hang chi gidi thi€u cho ban hai ngudi. Hay lay but
ra, dé san trén tap gidy va chuan bi viét. Khach hang sé luc tim trong danh ba
ctia dién thoai, hay may tinh di déng va dwa cho ban hai cai tén cing hai sd
dién thoai. Khi ban da ghi lai ca tén va s6 dién thoai, hay héi: “Bill a, theo
anh t61 nén goi cho ai trudc?” Bill s€ noi cho ban nén goi cho ai trudec.

Ban néi tiép: “Bill, anh biét nguoi ndy rd hon toi. Anh co thé goi dién
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cho anh éy va nol réng to1 s€ goi dién dé sép xép mot cudc hen, vi du vao
chiéu tht Nam tuén sau dugc khong?”.

Moi nguoi san 10ng giup néu ban nho

Bill blet rd ban dang nho anh 4y lam g1 va thuong s€ giup ban lam diéu
d6. Anh 4y sé& goi dién cho ngu’0’1 d6 va néi rang anh 4y dang noi chuyén voi
ban va ban s€ goi cho ngudi d6. Trong khi Bill néi chuyén dién thoai, hay
tan dung co hoi nay dé dua ra goi y: “Ba gio chiéu thir Nam tuan sau duogc
khong?” va Bill s& hoi nguoi kia xem liéu rang khoang thoi gian d6 duoc
khong...

Khi Bill tit dién thoai, anh éy da sép xép cho ban mdt cudc hen véi
nguoi duogc gidi thidu.

Vi Bill da goi dién cho mdt nguoi, goi cho mot ngudi nita cling khong
thanh van dé. Tiép tuc nho Bill va anh ay s& goi dién cho ngudi thu hai dé
sap xép cho ban mot cudc hen. Thong thudng ban rdi van phong cia Bill véi
hai nguo1 duge gidi thi¢u nho vao uy tin cia ngudi ma ban vira méi noi
chuyén...

Kién quyét “chi ban cho khach hang qua gidi thiéu”

Nhitng chuyén gia ban hang hang dau chi 1am viéc v6i khach hang qua
gidi1 thiéu. Trong khi ban hang, ho luon nhd moi nguoi gioi thi¢u khach hang
méi. Ho da thiét 1ap duoc mot mang ludi lién lac ciing nhu nhiéu kénh gidi
thiéu khach hang méi, két qua 1a ho s& khong ton thoi gian tim kiém khach
hang mai nira.

Khi dén gip mot ngudi duge mot khach hang hai long gidi thiéu, 90%
ban s& ban duoc hang ngay ca khi ban chua noi gi. Pay 1a cach nhanh nhat
dé ban troé thanh mot trong nhitng nguoi kiém duge nhiéu tién nhat trong linh
vuc cua minh.

Bai tap thuc hanh

1. Mbi tuan, hay lya chon mot k¥ nang két thiic va doc cho dén khi ban
nhé duoc moi chi tiét, luyén tap nhiéu lan.

2. Xac dinh 10i tir chdi gia ban hay gip nhat va tim cach xir 1y 10i tir chbi
do.

3. Ngay hom nay, hiy quyét dinh chi 1am viéc voi nhitng khach hang qua
gidi thiéu; nhd ca nguoi mua hang ciing nhu khong mua cung cap tén cua
nhirng khach hang ban c6 thé noi chuyén.

4. Chuan bj va luyén tap cic cach khac nhau dé két thuc bai gidi thiéu
san pham cua ban; cang chiu khé moi khach hang dit hang, ban cang c6
nhiéu kha nang ban dugc hang.

5. Tim va tdp ké chuyén vui cling nhu chuyén buén khi thuong lugng
mua ban dé giam thai d6 phan d6i va két thiic vu mua ban; cac cau chuyén
thuong co tdc dong manh.

6. Hay 1a ngudi ban hang dang tin cdy; 1lam moi thir ¢6 thé dé tré thanh
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nhan vién ban hang chuyén nghiép ma bat ky ngudi ndo néi chuyén véi ban
cling mudn gi61 thi¢u ban cho ban bé hay déng nghiép cua ho

7. Moi dat hang, ngay khi ban giai dap xong 10i giai dap cubi cung, hay
chu dong két thiic vu mua ban; day chinh la diém dé ban “dua bong vao 16
dé kiém tién”

Lam viéc vui vé va hoa nh4, hiéu rang suy nghi ding dan va nd luc ding
cach chac chan s& mang lai két qua t6t dep — James Allen

90



CHUONG 6: GAP POI NANG SUAT - GAP DOI
THU NHAP

Thuc day vao budi sang dé 1én ké hoach cho cac giao dich trong ngay va
thue hién dén cung ké hoach d6 s& nim dugc soi ddy dan ho di qua mé cung
cua cuoc séng ban ron. - Victor hugo

Kha ning quan 1y thdi gian chinh 13 yéu tdi quan trong gitp ban tré
thanh chuyén gian ban hang thanh cong. Chat luong quan 1y thoi gian
thuong xuyén quyet dinh chat Iu’O'ng cudc song cua ban.

Khi bang dau ban hang, t6i coi viéc quan Iy thoi gian 12 mot van dé can
chu trong trong su nghi¢p ban hang. T61 coi do 1a hanh tinh nho quay quanh
mat troi cua doi to1. Chi khi nhan dinh ra quan 1y thoi gian chinh 1a mat troi
cua do1 minh va moi thir khac dang dién ra chi 1a hanh tinh quay quanh mat
troi do, to1 madi nang cao hiéu suat cia minh 1én gap doi va gap ba.

BAN NGHI THE NAO VE THOI GIAN

Céch ban nghi vé thu nhap ctia minh 1a yéu t6 quyet dinh khoan tién ban
klem dugc. Nguoi ban hang binh thu’O’ng nghi vé thu nhap ctia ho theo sd
tién ho klem duoc mdi thang va moi nam. Nhung chuyén gla ban hang hang
dau nghi vé thu nhap ctia ho theo “so tién kiém dugc mdi gid” va ho quyét
tam 1am cho mdi gio déu phai sinh 10i.

Khi tinh thu nh@p cua minh theo sb tién kiém dugc mdi nim hay mot
thang, ban rat dé lang phi thoi gian. Theo nghién ctru cta dai hoc Columbia,
nguoi ban hang binh thudng chi lam 90 phat mét ngay. Ho dén tham khach
hang dau tién sau 9h sang va khach hang cudi cung vao khoang 3h chiéu.
Khoang thoi gian ¢ gitra, ho lang phi thoi gian vao vige chuan bi vu vo, luan
quan quanh may ban hang tu dong, néi chuyén vu vo..

XAC PINH TIEN CONG THEO GIO

'Nhing nhiing chuyén gia ban hang hang dau lai nghia vé khoan tién ho
muon klem duoc bang cach chia myc ti€u thu nhap hang ndm cua ho cho
2000 — sb gio lam viéc trong mot nam va cam két kiém duoc ting 4y tién
trong mdi gio.

Vi du: néu ban muén kiém duoc 50 nghin do-la mdt gio., nhu vay muc
tiéu thu nhap cua ban la 25 do6-la mot gio. Néu mudn c¢é thu nhap 100 nghin
do la mot nam, ban phai kiém duoc 50 d6 la mot gi0, gid nao nhu vay. Ban
khong thé dat duoc muc tiéu thu nhap néu khong lam nhitng viéc gitp ban
kiém duoc muc thu nhap do.

Khi lam viéc va hudng luong ¢ dinh, ban s& nhan dugc muc lvong nhu
nhau mién 13 ban ching to ning luc tai noi lam viéc. Nhung nguoi ban hang
thi khac. Nhan vién ban hang chi duoc tra luong theo két qua lao dong. Nhur
ngudi di sin van néi: “Ban chi dugc dn con moi ban sin dugc”.
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DINH LUAT VE BA HOAT PONG

Trong chuong trinh ddo tao cdp cao cho chuyén gia ban hang va doanh
nhén thanh cong, chung t6i da day Dinh luat vé ba hoat dong. Dinh luét nay
phat biéu rang bat ké lam bao nhiéu viéc trong tuan hay trong thang, cho co
ba hoat dong giup ban kiém dugc tién cong theo gid nhu mong mudn. Ba
hoat dong nay chiém hon 90% thu nhép cia ban. Bi quyét thanh cong trong
ban hang hay trong bat cir linh vuc vao 1a: ¢b gang lamcang ngay cang it
viéc, nhung 1am nhiéu viéc quan trong hon va cai thién k¥ ning lam timg
viéc d6 tot hon.

Trong ban hang, du san pham 1a gi, chi c6 ba hoat dong gitp ban kiém
dugc tién cong theo gid mong mudn d6 1a khai thac khach hang tiém ning,
gidi thiéu san pham va két thic vu mua ban. Chi khi nao thao gia ba hoat
dong chinh nay, ban mai that sy lam viéce. ’

THUC DAY TRONG TINH TRANG THAT NGHIEP

M01 sang, nhan vién ban hang thirc day trong tinh trang that nghi¢p va
s& van that nghiép cho dén khi ho ngoi ddi dién vi mot ngudi co thé va sé
mua hang. Chi khi do, ngay lam viéc méi thuc sy bat dau.

Khi ching t61 néi nhén vién ban hang binh thuong chi lam viée 90
phut/ngay, do la vi moi ngay ho chi bo ra 90 phut dé khai thac khach hang
tiém nang, gidi thiéu san pham va két thiic vu mua ban.

Tang thoi gian gap tryc tiép khach hang.

Mot cach khach dé xac dinh ban c6 lam viéc hay khong la do luong thoi
gian gap mat truc tiép gitra ban va khach hang mdi ngay. Cong viéc ctia ban
1a gap truc tiép nhitng ngudi c¢6 kha ning mua va sau d6 ban san pham hay
dich vu cua ban cho ho. Lai xe dén nha hay vin phong ctia khach hang, sap
xép tai liéu ban hang, viét bao cdo va nghe nhac trong xe oto ¢co thé dién ra,
nhung d6 khong phai 14 nhitng hoat dong chinh. Tat nhién ban khong thu
duoc xu nao.

Céc don gian nhat giup ban tang gap doi thu nhép 1a tang gap doi luong
thoi gian khai thac khach hang, gid1 thiéu san pham va két thuc vu mua ban,
tire 13 tang gap do6i thoi gian gip mit truc tlep v6i khach hang tiém nang.
Moi gio trong ngay ban nén ty hoi: To6i ¢o thé tra cho nguoi khac 25 hay 50
d6 la dé 1am viéc cho toi hay khong ?

Néu ban khong tra ngudi khac tién cong theo gid dé 1am nhiing gi ban
dang 1am, thi ban hiy diung lai va bat dau khai thac khach hang, gidi thiéu
san pham va két thuc vu ban hang. Zig Ziglar timg noi: “Néu ban nghiém
khic v6i ban than, cudc séng ciia ban s& dé dang hon. Nhung néy ban dé dai
vO1 ban thanm cudc séng cua ban s€ chat vat”.

CHIA KHOA PE QUAN LY THOI GIAN

Vi ho chi 1am viéc khi gip truc tiép khach hang, nén nhung chuyén gian
ban hang thudong chuin bi va té chic vao lac khong ban hang. Ho 1én ké

92



hoach 1am viéc vao cudi tudn. Ho chuén bj cho ngay lam viéc vao budi toi
hém trude. Ho 1én ké hoach va sap xép cong viéc ban hang ctia minh trudc
ngay lam viéc vao budi tdi. Nhung khi kach hang c6 thoi gian gip ho, ho
toan tAm toan y danh thoi gian gip mit truc tiép véi khach hang do. Do
chinh 1a thoi diém quyét dinh.

LOAI BO NGUYEN NHAN LANG PHI THOI GIAN TRONG BAN
HANG.

Nguyén nhan 1: Chan chir va tri hodn

Nguyén nhan dau tién giy lang phi thoi gian trong ban hang 1a thai 4o
chan chir va tri hodn, viéc nay thuong xay ra khi ban tim kiém 1y do chinh
dang dé tri hodn viéc gap mat nhitng khach hang tiém ning.

Moi ngudi déu co 1y do dé tri hodn, ludn c6 qua nhiéu viéc phai lam
trong khi thoi gian qua it. Su khac biét giita ngudi thanh cong va nguoi that
bai dugc xac dinh bémg nhirng viéc ho tri hoan. Nguoi thua cudc tri hoan lam
nhimg viéc quan trong c6 thé tao nén su khac biét dang ké trong cudc séng
ctia ho. Trong khi d6, ngudi thing cudc tri hodn tham gia nhitng hoat dong
co gia tri thép rat it tao ra khac biét.

Chém dut lang phi thoi gian: Theo két qua nghién ctru ctia hing tuyén
dung quéc té Robert Half Internation, moi ngudi thuong lang phi I nura thoi
gian lam viéc. Phan 16n lugng thoi gian nay bi lang phi tiéu tén vao viéc
uong cafe, g01 dién thoai, lam viéc ca nhan, di mua sam.... Khi moi ngu:01
thuc su lam viéc, nguoi trung binh 1am khodng 32h/tuan Trong do, 16 gio bi
lang ph1 va chi c6 16h ho lam viéc thuc su. Trong sd 16h lam viéc nay, nhiéu
ngudi thich 1am nhing viéc dé dang va thi vi hon 1a nhiing viéc kho khin va
can thiét.

Quét tam loai bo thoi quen chan chir: Cach tot nhat dé loai bo thoi quen
chan chir 1a 1én ké hoach truéc cho mdi ngdy, sip xép th tu wu tién cho co
cac hoat dong ctia ban, roi gap khach hang dau tién cang sém cang tot. Thirc
day va lam viéc ngay. Khi ban nhanh chéng bat dau ngay lam viéc hiy lam
viéc quan trong cang sém cang tot, ban s& 1am viéc hiéu qua hon.

Khi ban thdy minh chan chir, hdy tu n6i v6i minh: phai lam ngay! Lam
ngay! Lam ngay! Nhiing tir nay sé& thiic day ban 1am ngay 1ap ttrc. Khi lip lai
thudng xuyén, ban s& dua thong diép nay vao tiém thirc cia minh, tao thanh
mot yéu tb kich thich ban bat tay vao lam viéc va lam viéc lien tuc.

Con ngudi 1a nguyén nhan chinh gy sy lang phi thoi gian. Dé loai bo
thoi quen tri hoan, hay tuan theo lich lam viéc cta ban. Pung két giao voi
nhu:ng nguoi co thoi gian két ban. Con nguoi 1a nguyen nhén gay lang phi
thoi gian lam viéc nhiéu nhat. Hiy tranh xa nhirng ngudi c¢6 thoi quen chan
chtr, ho chi khién ban ngay cang thut lui.

Udng ca phé khong co6 gi sai nhung hiy lam viéc nay khi ban di trén
duong hoic uong véi khach hang cua ban. Ding lai mua bita trwa khong co
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gi sai nhung hdy an trua that nhanh. Bung lang phi thoi gian vao viée an
trua. Néu c6 the, hdy an trua trén dudng gap khach hang hay an trua cung
khach hang. Tir bo théi quen an trua cing dong nghiép. Viéc ndy rét lang phi
thot gian va kéo ban ra khoi nhitng hoat dong ban hang chinh.

Nguyén nhan 2:

Mot nguyén nhan gay lang phi thoi gian khac 1a chao hang khong thanh
cong va ban phai lam lai moi viéc. Viéc nay xay ra khi ban khong chuan bi
chu d4o bai thuyét trinh hay chua thu thap du tai liéu ban hang can thiét khi
di gap khach hang. Khi dén gap khach hangm ban phat hién ra minh dé quén
mau dat hang chuan, bang gia hay tai liu can thiét dé két thiic vu mua ban.
Sau d6 ban budc phai sap xép lai thoi gian quay lai va gip khach hang lan
hai.

K¥ ning ban hang kém: Viéc chao hang khong thanh coéng co thé do k¥
ning ban hang kém, ban khong biét cach xtr 1y 10i tir chdi hay thuyét phuc
khach hang mua hang. Dén thoi diém d6 ban khong biét néi gi hay xir 1y thé
nao. Va ban di vo tinh khuyén khich khach hang noi: “Hay dé toi nghi da”

Nhu di viét & phan giéi thiéu, khi t6i bat dau su nghiép ban hang bang
viéc ban hang va hudng tién hoa hong truc tiép, di chao hang tir vin phong
nay sang van phong khac, ban thé hdi vién 20 d6 la cho cau lac bd cua mot
nha hang. Véi thé giam gia, khach hang co thé duoc giam tir 10-20% trong
khoang 100 nha hang khic nhau trong thanh phd. Thé ciing cho phép an
mién phi mot lan. C6 18 chao moi ban thé nhu vay cling don gian thoi.
Nhung su that khong phai nhu vay.

Vi khong biét cach ban hang nen sau khi chao hang va giéi thiéu san
pham, t6i khong biét noi gi nira. Khi d6 khach hang néi: “Pé t6i nghi them
d"‘”

T6i cam on ho va noi s& quay lai roi tiép tuc cong viéc. Nhung 1an nao
cling vay, khi to1 quay lai, khach hang khong c6 & do, ho dang hop, dang
ban.....va quyén hét nhitng gi toi da noi. Toi cam thdy chan nan.

Thay doi phuong phap.

Mot ngay toi phat hién ra: 1y do t6i chi ban duo thé hai hay ba lan mot
tuan 1a vi toi thuong dong ¥ quay la sau khi khach hang c6 co hoi suy nghi
vé 101 dé nghi. Ké tir gidy phat d6 t6i quyét dinh khong bao gio chao hang
lan thtr hai. Sau mdi lan gidi thiéu san pham tdi s& moi khach hang dit hang
ludn, c6 hoac khong.

Pé lam duoc viée nay can phai rat can dam. Trong lan chiao hang tiép
theo, khi nghe t6i trinh bay xong, vi khach d6 néi: “Nghe c6 vé hay day, dé
t61 suy nghi da. Hay quay lai vao tudn sau nhé”

Tbi hit mot hoi that sau va dap lai: “T6i xin 16i nhung t6i s& khong quay
lai dau”

Vi khéch d6 nhin t61 va hoi: “Anh vira noi gi:
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Toi dap lai: “To1 xin 161, toi s& khong quay lai chao hang. Thua dng, do
khong phai la quyet dinh lon va day la mét san pham tuy€t voi. Thé cing
cho phép an mién phi mét lan. Tat ca nhiing gi 6ng can biét dé quyét dinh
mua, ong d biét roi. Tai sao 6ng lai khong mua thé nay?”

Va vi khéch tra 10i: “ Thoi duge rdi, t6i s& mua”

Budc ngoat quan trong

Khi két thuc 1an chao hang d6, toi trd' thanh mot nhan vién ban hang
hoan toan moi. T d6, téi khong hen khach hang dé quay lai chao hang nira.
Sy nghiép ban hang cua toi thay d6i hoan toan. T6i dén van phong tiép theo,
nhan duoc ciu tra 10i tuong tu (“Dé toi nghi da™) va toi ciing dap nhu lan
trude (“ toi khong quay lai chao hang 1an hai d4u”). Nguoi thir hai ciling
dong y mua. R6i nguoi thit ba, thir tu va thit nam. Ngay hom dé toi ban dugc
sO thé nhiéu hon ca mot tuan binh thuong.

Su that 1a moi ngudi khong nghi vé 1oi dé nghi ctia ban. Ho s& quén ban
ngay khi ban budc ra khoi cira. Khi ban quay lai, ho khong biét ban dang noi
vé cai gi hay tai saoho lai thay hung thil véi san pham d6 trong lan gip dau
tién.

Hoan thi¢n k¥ nang

Ly do chinh giy lang phi thoi gian trong ban hang 1a do nhan vién ban
hang khong biét cach ban hang. Ho khong xac dinh rd rang cac nhu cau,
khong biét cach trinh bay thuyét phuc, khong biét khéo 1éo xtr 1y 1o tur chéi
va khong biét két thac chuyén nghiép. Két qua 1a ho di gap hét khach hang
nay dén khach hang khac nhung van ban duoc rat it hang. Kho khan nay s&
duoc thao g& khi ban cai thién k¥ ning ban hang va ning cao quyét tim.

Nguyén nhan 3: Thiéu chinh xac va thiéu thong tin

Ban lang phi thoi gian ban hang khi gip khach hang ma thiéu thong tin
can thiét dé giéi thiéu san pham. Ban c6 thé thu thip sai thong tin, so liéu,
dac tinh ky thuat, hodc dua ra gia khong dung.... Ban ¢ thé hiéu lam yéu
cau cua khach hang va dua ra dé xuat khon giai quyét dugc van dé hay
khong dap tng duoc nhu cau cia ho.

Lbi nhé gay hau qua lon

Cach day vai nam, khi gi6i thiéu cho khach hang vé mot toan nha duogc
rao ban, t6i da dua bang thong ké tt ca sb liéu vé doanh th, chi phi va ty suat
loi nhan ky vong vao ban dé xuit chio ban toa nha. To6i da nho tro 1y cta toi
danh ban dé xuat 6 nhung khong c6 thoi gian kiém tra lai. Hau qua la to1 da
dé mat vu giao dich d6 chi vi mot dau thap phan. Thay vi chi ra tong tién 1ai
ctia khoan dau tu 13 15%, ban dé xuét ndi rang tda nha d6 chi c6 muc loi tirc
1,5%.

Vi khach rat tinh y. Ong 4 ay nghién ctru ban dé xuat rat nhanh, kiém tra
cac con s, sau d6 viat ban dé Xuat cho toi. “Tai sao anh 1am mat thoi gian
ctia tdi v6i nhitng thi nhu thé nay”
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S liéu bi sai va toi da phai tra gia. Uy tin cua toi giam sit tram trong.
Vi khach do6 khong mudn gap to1 nura. Ké tir 1an do, toi thuong can than kiém
tra moi con sb trong ban dé xuat truge khi dua cho khach hang.

Ban phai dam bao chinh xac ring tat ca gidy to, van ban cua ban dugc
soan thao chinh xac va kiém tra k¥ trudc khi gip khach hang. Pung bao gid
gia dinh rang moi chuyén s& on ca. Chuyén gia quan 1y thoi gian Alex
Mckenzie néi: “Nhiing gia dinh sai 1éch la nguén géc cia moi that bai”

Nguyén nhan 4: Thiéu hiéu biét vé san pham

Nhuoc diém ndy s& khién ban cam thdy lam viéc rat vat va. Nguyén
nhéan cta n6 1a do su thiéu hiéu biét vé san phém, dich vu va su luoi biéng
ctia nguoi ban hang. Tuy nhién, nhuoc diém nay co thé dé dang khic phuc
bang cach luyén tap cham chi.

Ban phai hiéu biét tuong tan san pham hay dich vu cta minh. Biét duoc
su khac biét gita san pham hay dich vu cua hang canh tranh so voi san pham
hay dich vu ban dang cung cép. Hiéu 0 tai sao san pham hay dich vy cua
ban lai t6t hon céc san pham cung loai khac trén thi truong va tét hon &
nhimng diém nao.

Giai dap moi cau hoi

Khi khach hang hoi: “Néu toi ¢6 van dé hay yéu cau nay liéu san pham
hay dich vu cua anh c6 dap ung dugc khong ?” ban phai tra 161 rd rang va
chinh x4c nhat.

Néu khong c6 cau tra 101, roi bat dau 1Am bam va noi hé, trong ban s¢
that ngdc nghéch. Ngay 1ap tic, khach hang s& nhan ra ban khong hiéu minh
dang noi gi,. Uy tin cia ban bi gidm sut va khach hang khong con hiung thu
mua hang cua ban. Ban roi vin phong ctia khach hang va khong hiéu chuyén
gi da xay ra.

Hiéu rd vé san pham ctia minh 13 nén tang tao nén sy thanh cong trong
ban hang. Nhimg chuyén gia ban hang Xuat sac nhat co thoi quen ghi nho
moi thong s k¥ thuat vé san pham ctiia ho. Néu danh mat tat ca sach gioi
thiéu hay thong tin ban hang, ho van c6 thé gi6i thiéu san pham rat 161 cudn
ho sur dung tri nh¢ cia minh.

Nguyén nhén 5: Khong chuan bij chu d4o

Chuan bi chu ddo gitp phan bi¢t nhan vién ban hang gioi va kém.
Nhitng chuyen gia ban hang xuat sac danh nhiéu thoi gian dé nghlen clru can
than moi chi tlet vé san pham hay dich vu. Ho xem lai nhiéu 1an r6i ghi chu.
Ho quyét dinh rang minh phai tra 10i day di va thong minh moi cau hoi cua
khach hang.

Mot loi ich cua viéc chuan bi chu ddo 1a sy ty tin. Khi chuan bi can than,
ban s€ binh tinh, thodi mai, lac quan va tin tuéng va ban than hon. Nho vay
ban tao dugc an tugng tot véi khach hang dong thoi cling giup ban cam thay
thodi mai. Toan bd qua trinh ban hang dién ra dé dang va tron tru hon.
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Chuan bi tot that sy dem lai hiéu qua tich cuc.

Nguyén nhan gay lang phi thoi gian 6: Khong xac nhan lai cudc hen

Pay 13 hién tuong kha pho bién. Mot nhan vién ban hang lai xe tir dau
nay dén dau kia thi trin dé dén giap khach hang. Cudc hen dugc sip xép tir
trudc vi vay anh ta nghi co 18 moi chuyén s& dién ra dung nhu ké hoach.
Nhung khi nhan vién ban hang dén noi, vi khach dé lai bi diéu ra ngoai thi
tran, dang ban hop... . Két qua 1a nhén vién ban hang mat cong di ca doan
duong dai, mat thoi gian l4i xe tré vé vin phong. Doi khi ngudi ban hang
mat dén ntra ngay vi khong xac nhan lai cudc hen.

Tai sao nhan vién ban hang lai ngai xac nhan cudc hen? Ho s¢ ré“mg néu
goi dién dé xac nhan, khach hang s& hay hen. Ho sin long nam lay bat ky co
hoi nao hon 1a mao hiém dé rdi bi tir choi.

Hai cach xac nhan lai cudc hen.

C6 hai cach xac nhan lai cudéc hen ma khong so huy hen. Thu nhét go1
dién truc tiép cho khach hang va hoi: “Xin 15i 6ng, chung ta hen gip nhau
vao hai hay 3 gio ngay mai a”

Khi khach hang tra 10i; “A, ching ta hen luc hai gio chiéu” ban c6 thé
no6i: “Pung nhu tdi nghi, dung hai gio chidu mai toi s& c6 mit & do, mong
som gap lai 6ng”

Cach thtr hai 1a goi dién cho 1€ tan va hoi: “Xin héi 6ng Brow ¢ 0 do
khong?” Khi 1& tan khang dinh 6ng Brow c6 trong van phong, ban noi tiép: ¢
Lam on hdy noi rang c6 John Jones goi dién dén va toi s€ gap ong ay tai van
phong dung mot gid chiéu mai nhu d3 hen. Cam on chi rat nhiéu”

Goi dién va xac nhan cudc hen gitip ban lam viéc chuyén nghiép hon,
nhic khach hang nhé vé cudc hén va khoi day su to mo hay chuan bj tam 1y
trude. Viée ndy ciing s& nhic nhd khach hang sap xép lich va danh thoi gian
cho ban.

Séap xép lai cudc hen

Thinh thoang, ban goi di¢n dé xac nhan cuojc hen, tro 1y cua khach hang
s€ no1: “To1 rat vui vi 6n di goi. Ba Prospect c6 viéc gap va khong thé gip
ong hom nay.”

Ban dap: “Toi rat tiéc nhung cam on chi da bao cho t6i. C6 1& chung ta
nén sap xép mot cudc hen khac vao thoi gian thuan tién hon. Chi ¢6 lich & d6
khong?”

Gu1 email xac nhan

E-mail 1a phuong tién hiu qua dé ban xac nhan cudc hen ma khong so
bi huy hen. Khi ban sap xép cudc hen lan dau tién, hay xin dia chi e-meil cta
khach hang. Sau d6, vao budi tdi trudc cudc hen, hay gui e-mail cho ho dé
xac nhan ban s€ c6 mat ¢ d6 vao thoi gian nhu da thong nhét. Vi viéc dau
tién moi nguoi lam vao budi sang la kiém tra e-mail bén ban s& nhic ho nhé
vé budi hen va doi ban dén van phong.
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C6 nhiéu nguoi ban hang goi dién sau gid 1am viéc va dé lai tin nhan
thoai nhic khach hang vé cudc hen. Pay cling 1a cach xac nhan an toan va
hiéu qua.

Nguyén nhan 7: Xép lich chao hang khong hOp ly

Nguyén nhén nay thuong bat ngudn tir viéc nguoi ban hang vo tinh
tranh nguy co bi tir chdi gip mit trong ban hang bang cach dan trai nhiing
cudc hen gap khach hang cua ho. Ho s& dén gip mot khach hang & phia bac
thanh phé roi lai hen gap ngu’0°1 tiép theo & phia Nam thanh phd va ho rét
nhiéu thoi gian di chuyen giita hai dia diém. Khi ho l4i xe trén du’O’ng, nghe
radio, ho ty bao bi¢n rang ho dang di di chuyen c6 nghia 1a dang lam viéc.

Ban ¢ thé sap xép hop 1y cong viéc ban hang va ting thu nhap bang
cach sap xép hop 1y lich hen gép khach hang. Giam bot thoi gian di chuyen
gma hai dia diém cach xa nhau, ban s€ tang thoi gian ndi chuyén truc tiép
v6i nhimg khach hang tiém nang.

Chia pham vi ban hang cua ban thanh bon khu vue. Chi lam viéc tai mot
khu vuc trong mot ngay hay nira ngdy. Tap hop tit ca cac cudc hen trong
khu vyc do vao khoang thoi gian d6. Néy mot khach hang & phia Tay Nam
thanh phd mudn gip ban khi ban dang lam viéc 0 khu vuc Dong Bic, hiy
hen gip vao ngay ban lam viéc & khu vuc ho sinh song.

Thanh cong ruc r&

Sauk hi toi giang vé k¥ nang nay tai hdi thao vé ban hang, mot nit nhan
vién ban hang thanh cong di dén chd toi va ké mot cau chuyén thu vi. Hai
nam trudce, co ay quyét dinh chuyén sang linh vuc ban hang nhlrng co Ay can
tr ¢O vii, khuyén khich ban than. Trong sau thang, c6 ay da di xin viéc cho
mot cong ty trong nudc nhung khong thanh cong. Cudi cung, mot nhan vién
ban hang cua ho nghi viéc, ho quyet din cho ¢6 co hoi. Chua day sau thang
sau, cO ay d4 tro thanh nit nhan vién xuat sic nhat trong nudc.

Co nodi bi quyét thanh cong cua co rat don gian. Co chia pham vi ban
hang thanh bén khu vuc roi roi khép minh vao ky luat de lam viéc chuyén
tam tai mot trong boén khu vyuc trong mdi ngay, bon ngay 1 tuan. Co khong
cho phép minh di chuyén giita hai khu vuc. Két qua, co danh nhiéu thoi gian
hon cho khach hang va nang cao ky nang ban hang. Cang cai thién k¥ ning
ban hang, ¢6 cang ban duoc nhiéu hang va duoc gidi thiéu them nhiéu khach
hang & khu vuc ¢d chuyén tam. Cubi cing, c¢o trd thanh mot trong nhiing
chuyén gia ban hang dugc tra luong hau hinh nhat.

Nguyén nhan 8: Su cau toan khong can thiét.

Mot cau tuc ngit ¢d néi rang: “Su hoan hao chinh 14 ké thu cua nhimng
gia tri t6t dep”. Nhirng nhan vién ban hang, hay lo lang khi hen gip khach
hang méi ctr nhat quyét phai sip xép moi thtr hoan hao trudc khi dén gip
khach hang 1an dau tién. Ho xem viéc can chudn bi k¥ cang nhu cai c¢§ dé
tranh ban hang. Ho bao bi¢n réng ho phai nhé moi chi tiét. Ho cam that can

98



thiét phai kiém tra va hiéu timg dong trong cac don di hang. Ho nghién ciru
tuong tan tai liéu ban hang.

bay dugc goi la su cau toan khong can thiét Quy tac co ban trong ban
hang d6 la ¢ gang chuan bj tot khoang 80% roi bat tay vao lam vi€c. Phat
trién du ky nang va hiéu biét vira du vé san pham dé bat dau, roi tré thanh
nguoi dan dau. Benamin Tregoe ting noéi: “cach thirc st dung thoi gian té
hai nhat 13 lam rat t6t nhiing viéc khong can thiét”

Ban s& nhan thay rang cang danh nhiéu thoi gian tiép xuc tryc tiép véi
khach hang, ban cang hiéu rd vé san pham cua minh va biét cach ban hang.
Khong gi thay thé duoc cudc hen gip truc tiép va thoi gian hoi — dap truc
tiép v6i khach hang.

Lén dudng va bt tay vao lam viée

Khing khing doi moi thir hoan hao trudc khi gip khac hang co thé 1a
liéu thudc doc d6i v6i thanh cong cua ban. Nghién ctru nhiing gi ban can
nghién ctru, nam chic thong tin co ban rdi hdy 1én duong va gap g& nhiing
khach hang tiém nang. Moi viéc khac s& dién ra theo trat tu Von co.

So hii bi tir choois gip mit gidng nhu con yéu tinh an sdu trong tiém
thirc ctia ban. Nbi s¢ hai d6 ty ting 1én khi ban lo s¢ va cb gang tim ra nhiing
Iy do dé tranh gip khach hang moi, xac nhan lich hen va gap truc tiép ho.
Hay nhd ban vuot qua ndi s hii bang cach ddi mit vdi nd. Ban loai bo ndi
so hai bi tir chdi gdp mat bang cach d6i dién véi viée bi tir chdi nhiéu lan dén
miurc ban khong con so nita.

Nguyén nhan 9: Pang tri va lo dénh

Nhiéu khi ngudi ban hang dé tudt mat co hoi mua ban vi ho khong chiy
dén nhiing gi khach hang noi. Co thé nguoi ban dang nghi dén nhitng van dé
riéng hay ké hoach cudi tuan..

Trong moi truong hop, néu khéng cham cht lang nghe khach hang, ban
khong biét ho dang noi céi gi, khong bam dugc sic thai biéu cam cua ho,
nhung van dé té nhi ho dang c6 gang trinh bay. Ban khong nhan thay anh
mat khach hang nhin ban trongbai gi6i thiéu san pham va khong thé biét dic
diém nao cua san pham thu huat sy quan tam cua ho nhiéu nhéat.

Moi quy tac déu co thé hoc

Kha nang tap trung, chi y dén khach hang va nhiing gi ho néi 13 mot
quy tac, va moi quy tac déu co thé hoc duoc. Kha ning tap trung khong hé
don gian khi moi bat dau, nhung theo thoi gian ban s& thay viéc ndy ngay
cang dé hon.

Ban c6 thé tang khi nang tp trung va cha ¥ bang cach ghi chép khi
khach hang néi. Khi luyén tip cac k§ ning nhu nga nguoi vé phia trudc,
dirng lai va hoi nhimg chd chua duogc 1, ban s& cha ¥ hon, nim bat nhanh
hon nhitng gi khach hang dang néi va quan trong hon 13 hiéu dugc ham 1y 4n
chtra trong 161 ho noi.
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Nguyén nhan 10: Lam viéc qué stc va qua mét

M¢t moi 1a nguyén nhan gy lang phi thoi gian. Nhung ban hang 1a cong
viéc vat va vat can strc cta ban, dot sach nang lugng du trir cua ban va khién
ban mét moi. Cang lam viéce vat va, ban cang tlep xtc nhiéu véi moi nguoi
va cang mét moi khi két thuc ngay lam viéc.

Khi ban quyét tim gén bo voi nghé ndy, hiy hiéu rang ning luong va su
sic sao cia ban chinh 13 yéu t6 quan trong trong qua trinh ban hang Khac
hang khong mua san pham cua ban, ho mua con nguoi ban — ré1 moi mua
san pham. Khi tran tré sinh luc va nhiét tinh ban tao dugc an tuong tbt véi
nguoi dang nodi chuyén véi ban. Khi thé trang tot nhat, ban ban duoc nhiéu
hang nhat. Khi khong c6 strc khoe, ban chang ban dugc gi.

Ngu du

Hau hét ngu:0’i truong thanh déu bi mac chimg thiéu ngi1 & dang nhe. Ho
khong nga di moi dém dé dat hiéu qua cao nhat trong ngay lam vi¢c. Pung
dé viéc nay Xay ra voi ban. D1 nga trudc muoi gio t61 it nam t6i mot tuan.

Rat nhiéu nguoi da nghe theo 101 khuyén nay cua t6i. Ho tang thoi gian
ngu tir hay bay tleng lén tam tiéng/dém va hoan toan ngac nhién trudc su
thay d6i. Ho cam thay co thé ho nhu mai tinh gidc tir gidc ngu mé mat vi
thudc ngu. Trude ddy, ho khong nhan mdi ngay tréi qua ho déu sdng trong
trang thai do dan, boi rdi, hoang mang, khong lanh lgi va nhanh nhen nhu
truge do.

Cham soc suc khoe

Co hoi ban hang cau ban s€ duogc cai thi¢n dang ké néu ban chiig to
minh 1a nguoi thong minh, nhanh nhen va nhiét tinh khi n6i chuyén voi
khach hang. Nhitng nhan vién ban hang xuat sac rat chiu khé cham soc stc
khoe. Ho an thirc dn bd dudng, nghi ngoi diéu do va tap thé duc déu din. &
My, nhiéu nhan vién ban hang duoc tra luong cao la cac van dong vién
marathon, thim chi ho con tham gia cc cudc thi thé thao ba mén phéi hop.

Hay mua mot cudn sach vé cach ché do dinh dudng hop 1y rdi tuan thi
chit ché. An nhiéu hoa qua va rau xanh. Chon bira sdng giau protein, tranh
an banh mi nuong, thit xong khéi, xtic xich va cac thirc an kho tiéu, giau chat
béo. An trua voi salat ca hodc thit ga. Udng nhiéu nudc trong ngdy. Duy tri
hiéu qua 1am viéc cao ctia ban than bang ché do an udng hop 1y dé ludn khoe
manh va tran tré ning luong.

Hiy tuong tuong ban dat dugc gidc mo trd nén giau c¢6 nhd ban hang.
Ban mua mot con ngua dua dat tién véi gia 500 ngan d6 la. Néu sé hiru mot
con ngua dat tién, ban s& cho né in loai thirc an nao? Néu dau tu timg ay tién
vao mot con ngua, li¢u ban c¢6 cho nd an nhung thirc an lat vat nhu khoai tay
chién, banh ran, banh nuéng vong...khong? Puong nhién 1a khong!

So vo1 con ngua dua thi ban gia tri hon bao nhiéu ? giéng nhu khi ban
nudi mot con ngua dua bang loai thirc dn bd dudng nhat, ban ciing phai bdi
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dudng co thé bang nhitng thyc pham tot nhat. Hay ty cham séc minh nhu
mot nhan vat quan trong va dat gia nhat thé gidi, vi su thuc dung 13 nhu thé.

Chuyén gia ban hang tran tre nang luong

Mot cdu chdm ngon co noi rang “ Strac manh cua nguoi thi dau hay quy
mo tran dau khong phai 13 yeu t6 quyet dinh ma quyét tam cua nguoi thi dau
moi la dleu kién ti€n quyét”. Chi ngoi d6i dién tryc tiép véi khac hang van
chua du. Yéu t6 tac dong manh nhét 1én vu mua ban chinh 1a sy dam mé sinh
khi ban biéu 16 trude khac hang.

Hay quyét tAm chim soc strc khoe ctia ban than ngay tur hdm nay. Cang
c6 nhiéu ning luong, ban cang guong day nhah hon sau mdi 1an that bai hay
bi tu ch01 Ban s€ ty tin hon va c¢6 long tu trong cao hon. Ban s€ tao dugc an
tuong t6t voi moi nguoi.

Khi mét méi, ban cam théy kho chép nhan, kho vuot qua nhiing that bai
va nhitng diéu chua hai long trong cudc song. Ching khién ban chan nan va
nghi ngoi day du, ban s& dé dang vuot qua moi kho khin va ban hang khong
mét moi.

Nguyén nhan 11: Thiéu tham vong

Co e phém chét quan trong nhét gitp ban dat duoc thanh tich vao va
dua ban dén thanh cong trong ban hang 1a tham vong. Pé tré thanh ngudi
tham vong, ban phai c6 mot khao khat. Ban phai c6 ham muén thanh cong
manh liét. Mdi sang tinh gidc ban phai nghi: Toi khong thé chd doi dé bat
dau ngay 1a viéc mai!

Thanh cong trong ban ang bat ngudn tir su hdo hirc mudn gip khach
hang méi. Khi nhan thay thanh cong trong ban hang c6 thé giup ban dat
dugc cac muc ti€u khac, cho ban va gia dinh, tham vong cuia ba s€ dat duogc
dén ngudng khong cé gi co thé can ndi. Tham vong 1a mot diéu ky diéu.

Khong tham vong, khong tuong lai

C6 nhirng nguoi khong that sy tham vong va vi thé ho khong hop voi
nghé ban hang. Trong nhiéu trudng hop, ho dat dén ngu:ong nao do roi ty
man véi ban than. Ho diéu chinh cudc séng phi hop véi muc thu nhap hién
c6 va khong c6 khat vong nang cao thu nhap.

Tham chi, néu ban c6 khuyén khich ho, c6 treo giai thuong di ching
nita, ho van khong c6 dong luc dé 1am viéc cham chi hon. Cé thé ho 1a
nhirg nha san xuat trung binh 6n dinh nhung ho khong c6 tuong lai trong
thé gi6i ban hang day canh tranh.

Pham chat cta ké xoang xinh

Céach day khong lau to61 dugc moi cong tac voi mot cong ty lon. Ho
mudn t61 khuyén khich va thiic day nhan vién ban hang cta ho véi nhimmg y
tudng vé cach dit muc tiéu, lam viéc hiéu qua va dat thanh tich tdt hon.

Ca budi sang t6i dién thuyét nhiét tinh, chia se v6i ho mot s6 ¥ tudng
tuyét voi nhat tir hang ngan nhan vién ban hang & cac linh vuc. Nhung khéc
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gia rat tho o va tham chi 4m r cho qua. Nhiéu ngudi nga lung va ghé, rat it
nguoi ghi chép, tham chi co6 nguoi con doc bao hodc noi chuyén voi nguoi
xung quanh. T61 chua bao gio thdy mot canh tuong nhu vay.

Cudi cung, t6i xin ¥ kién ctia mot nhan vién ban hang cao cip trong gio
nghi. Nhing diéu ah ta noi khién toi su:ng s0. Anh néi rang bai giang nay
khong hap din v&i anh ay hay bat ky ngudi khac. Tat ca nhan vién ban hang
& day déu 1a thanh vién cong doan va tra duoc tién cong theo gio. Mot nhan
vién binh thuong da lam vi¢c cho cong ty 0 ndm va du ho c6 lam hay khong
lam gi thi cling khong anh huong dén thu nhap cua ho. Hau hét moi ngudi 13
nhan vién chung than. Ho dy dinh gin bo ca doi voi cong ty, roi nghi huu.

V6 phuong ctru chira.

Anh tiép tuc:“Chinh t6i cling khong hiéu nhiing gi anh néi. Toi khong
¢ tham vong, khong quan tdm dén chuyén minh lam nhiéu hay it. Piéu d6
khong thay d6i tu nhap cua toi. N6 ciing khong anh hudng dén trach nhiém
cua to1. Tai sao to1 phai lam viéc cham chi hon? T61 chi thich lam viéc du
tam tiéng roi vé nha xem truyén hinh.

Nhan vién ban hang d6 khoang 40 tudi. Toi nghi tham dung 1a bi kich.
Co thé anh ta sé& tho 80 tudi, vay ma ngon Itra nhiét huyét da tan rui khi méi
40 tudi. Anh khong c6 tham vong hay khao khat gi ngoai trir mot cong viéc
nhan ha va duoc xem tivi mdi toi. Thiéu tham vong chinh 13 nguyén nhéan
gay lang phi tho1 gian va tai nang,.

GIA NHAP TOP 20

Mot trong nhu:ng nguyén tic hiéu qua nhat vé quan 1y thoi gian va lam
t6t hon nhimg viéc quan trong nhat. Ban biét c6 20% nhan vién ban hang
kiém dugc 80% sd tién. Luc nio cling vay, top 20% nhan vién do biét tan
dung thoi gian va dau tu cong sttc dé 1am tot nhitng viéc quan trong nhat.
Cang lam t6t nhitng viéc ban lam, ban cang kiém tién nhanh va nhiéu hon.

Hay nhd: Khéng ai thong minh hon ban va 1am t6t hon ban. Moi nguoi
déu bat dau tir nhitng nac thang dau tién. Nhitng nguoi 1am rat tot hom nay
c6 thé ting 1am rat kém. Bat ctr thir gi nguoi khac hoc duoc ban ciing c6 thé
hoc dugc. Néu ai d6 lam tot on ban, d6 chi vi hoc hoc nhiing k¥ ning quan
trong trudc ban. Bang ching chimg to ban co thé hoc dugc chung 13 ho ciing
da hoc dugc chung va bat dau tir con sd khong.

PI SOM VE MUON

Hay sip xép lich hen dau tién ctia ban that sém. Nhitng nguoi thudng
kho gip nhat 1a nhitng nguoi ¢ thé gip banv ao luc bay gid hoic bay rudi
sang. o1 luc, ho con hen ban sém hon.

Thoi gian hop 1y nhat dé gip khac hang 1a trudc va sau gio lam viéc.
Diéu nay dic biét dung véi cac doanh nhan hay chit doanh nghiép thanh
cong. Ly do khién ho trd thanh nguoi dan dau vi ho 1am viéc sdm hon va vé
mudn hon. Néu kéo dai thoi gian lam vi¢c va hen gap ho ¢ thoi diém thuan
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tién cho ho, ban ¢6 thé ¢6 duoc nhitng thuong vu tuy€t voi trong sy nghiép.

Thure té, nhung ngu’0’1 kho gap nhat thuong 14 khach hang co gia nhat.
Con nhiing nguoi ranh ro1 lai hiém khi mua thu gi.

VAN DUNG QUY TAC 80/20

Hay ap dung quy tic 80/20 trong moi viéc. Danh 80% thoi gian dé khai
thac khach hang cho dén khi ban ¢ nhiéu viéc dén mirc khong con thoi gian
dé gap them khac hang nao. Sau d6 danh 80% thoi gian dé gip 20% khac
hang c6 thé chiém dén 80% cong viéc ciia ban, cac khach hang ¢6 mua nhiéu
hang nhat cho ban

CUQC BPUA HEN GAP KHACH HANG

Glong nhu van dong vién tai vach xuat phat, khi tleng sung 1énh xuét
phat n6 vao tdm glo sang thr hai, ban hay lao vao lam viéc cham chi bat ctr
lac ndo. Hiy coi d6 1a mot cudc dua dé gip cang nhiéu khach hang cang
nhiéu cang tot.

Tham chi, ban c6 thé thi dua v&i ddng nghiép. Mdi ngudi dé ra muc tiéu
gip 100 khach hang cang nhanh cang tot.

Khi da gap 100 khach hang, ban tr¢ nén lac quan, nhi¢t tinh, tich cuc va
hiéu rat rd vé san pham hay dich vu ctia minh. Ban khong con lo bj tur chdi
hay that bai nira. Ban s& dugc nge moi 101 nhan xét hay cau héi, thic mic ma
mét sd khach hang c6 thé dit ra. Ban sé biét cach dé ban hang hiéu qua nhéat.

TAN DUNG TUNG PHUT

Hay tinh thot gian theo phut thay vi theo gio. Tan dung tung phut lam
viéc. Lam moi viéc s& nhanh hon. Thuong xuyén ting téc hon. Hinh thanh ¥
thirc vé su khan truong va thoi genhanh dong ngay. Hay lam viéc nhanh hon,
khan truong hon.

Khi ban dén van phong dimg doi cho dén khi pha xong ca phé. Hiy lam
viéc ngay. Khi di bat dau, hdy lam viéc hiéu qua trong thoi gian danh cho
cong viéc, dimg dimg lai dé di giat kho, ldy quan 4o & tiém giat.... Lam viéc
tap trung tung phut, ting gio.

Hay quyet tam tr¢ thanh nhén vién cham chi nhat cong ty. Bung noi voi
ai vé quyét tam cua ban, chi ddm bao rang khi moi nguoi nhin thay ban, ban
dang tap trung lam viéc cao do. Pung nghi gilra gio hay lang phi thoi gian,
d6i voi ban, d6 khong phai 1a thoi gian nghi giai lao, d6 13 gio lam viéc.

Néu ai d6 hoi: “Chung ta tan chuyén chit dugc khong?” hiy néi: “chic
chan r6i, nhung khong phai bay gio. Toi phai quay lai 1am viéc”

Gid nghi giai lao ¢ thé giup ban giau co.

bung lang phi thoi gian nghi uong ca phé. Khi moi nguoi di hoc dai hoc,
ho danh nhiéu thoi gian dé nghi g1a1 lao, uong ca phé va an trua. Khi di lam
budi sang, ho nghi dén luc nghi giai lao va chon ngudi dé noéi chuyén cung,
nhung ban dung tu tao thoi quen nhu vay.

Vi ban dugc tra lvong thanh thanh qua lao dong,, nén dung lam viéc gi
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khong giup ban kiém dugc tién. Hay tiét kiém thoi igan ma nguoi binh
thuong dung de nghi giai lao va sir dung thoi gian do dé tang s6 luong ban
hang dugc. Piéu ndy tac dong dang ké dén thu nhap ca trudc va sau khi ban
kip nhan ra.

Tang luong ngay

Trung binh mdt ngudi nghi giai lao hai lan trong mot ngay, mdi lan 20
phut, ¢6 khi 1au hon. Nhu vay 1a 40 phit mdt ngay. 40 phut d6 nhan véi ndm
ngay lam viéc trong tuan thanh 200 phut, lai nhan véi 50 tuan lam viéc mét
nam, két qua ma muoi ngan phut, tuong dudng 166 gid lam viéc hay hon 1
thang. Nhu vay ban da bd phi hon 1 thang lvong 1am thém chi vi nghi giai
lao dé udng ca phé.

Khi quyét tdim danh thoi gia nghi giai lao dé lam viéc ban s& bo sung
dugc 1 thang luong vao thu nhap ctiia minh. Mot thang tién lwong lam them
¢ thé gitp ban mua sam cac thiét bi tién nghi hay nha moi, oto mdi, di
nghi....
Cai thién thu nhap

Hay tan dung thoi gian an trua. Mot nguoi binh thuonwgf khi hoc dai
hoc hay mai di 1am thuong danh ca tiéng dong ho dé 3 an trua. Mot gio tuong
du’ong vO1 ndm tleng mo ttuan. Khi ban nhan nim tleng do vaéi 50 tuan lam
viéc mot nam, két qua 1a 250 gio. Khoang thoi gian nhiéu hon sau tuan lam
viéc do vi lang phi va mot hoat dong khong mang lai 191 ich gi cho cudc séng
cua ban.

Khi két hop thoi gian nghi giai lao va an trua, tin dung thoi gian d6 dé
ban hang, ban c6 thé nhanh chong bo sung them hai thang rudi va quy thoi
gian 1am viéc ctia minh ttrc 13 thu nhap ctia ban ting 1én gan 25%. Khi lam di
lam lai mdt viéc gi do, no s€ trd thanh théii quen, hi¢u quua cling som tro
thanh thoi quen, ban s€ ¢ théi quan st dung thoi gian hi€u qua hon. Ban s¢€
hinh thanh théi quen kiém duoc nhiéu hon nhitng dong nghiép. Po 1a thoi
quen tuyét voi ma ban can co.

MOI THU BPEU CO THE HOC

Thudng xuyén tham du cac budi hoi thao chuyén dé vé ban hang, trudc
khi mot budi hoi thao dugc to chirc, ndi dung hoi thao s& duoc kiém tra va
ching minh. Nguoi thuyét minh tai hoi thao thuong danh hang trim gio
nghién ctru va hang nghin gid thir nghiém dé thu thap tat ca cac thong tin va
phat hién dé trinh bay tai hoi thao.

Khi tham du mdt hoi thao chuyén dé, ban s& hoc duoc mot so y tuonwgr
tuy€t voi dugc tinh ra trong linh vyc do. Tham du hdi thao c6 the glup ban
tiét kiém duoc nhiéu tuan, nhiéu thang va tham chi nhleu nam 1am viéc vat
va. Rat nhiéu chuyén gia ban hang da tang gap doi, gap ba thu nhap trong 30
ngay nho va y tuong ho tiép thu duoc tir mot budi hoi thao.

TAO LOI THE
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Luat x4c sudt 1y giai khd thdu ddo vé thanh cong va that bai. Nhiing
nguoi thanh céng lam nhiéu viée co thé dwa ho dén thanh cong. Nhiing
ngudi khong thanh cong 1am it hon. Theo luat x4c suat, nhimg ngudi thanh
cong thuong lam nhitng viéc hopk 1y tai nhitng thoi diém hop 1y theo
phuong phap hop 1y hon so véi nguoi khong thanh cong.

Khi thudng xuyén tham du hoi nghi banhang, ban sé& gia ting dang ké
xac suat hoc dugc nhiing diéu can thiét dé dat duoc muc tiéu da dé ra.
Nhung néu c6 nhiéu y tudong khac nhau, theo ludt xac suét, chic chan ban sé
c6 mot hodc hai y tuong co6 thé thay d6i su nghiép ctia ban theo huéng tich
cuc hon.

Pay chinh 13 1i do ma 10% chuyén gia xuat sic nhét trong moi linh vuc
thuong xuyén tham gia hdi thao. Tuong ty nhu vay cac chuyén gia ban hang
thanh cong va dugce tra hau hinh nhat rat hay tham gia cac hdi thao chuyén
dé vé ban hang. Nhirng nguoi c6 thu nhép thap thuong ngdi lai van phong lo
lang vé chuyén tién nong va than phlen v€ tinh hinh kinh doanh kho khan.
Nhitng nhitng con ngudi dan dau rat hao htrc, nhiét tinh hoc moi thir dé co
thé tang doanh thu va thu nhap.

Chung ra da noi dén 1oi ich cua viéc doc sach viét vé linh vuc cua ban
cling nhitng tan dung kién thirc ¢6 dong, tich lily tir cic chuong trinh phét
thanh. Hay tuéng tugng ban doc sach 1h/ngay, tham dy hoi thao thuong
xuyén va nghe chuong trinh phat thanh trong khi 1ai xe. Ty nhién, ban c6 thé
tién hanh them mot vu giao dich mot ngay. Khi di hinh thanh duojc thoi
quen thuc hién them mot giao dich mot ngay, ban s€ tu dong tién 1én thuc
hién them dugc hai vu giao dich mgt ngay va ctr nhu vay.

Piéu d6 tac dong thé nao dén thanh tich va thu nhap cta ban. Ban c6 thé
tré thanh mot trong nhitng chuyén gia c6 nang lyc va duoc tra luon cao nhat
trong linh vuc ctia ban béng viéc lien tuc hoan thién ky nang cua ban.

QUAN LY THOI GIAN HOP LY

Peter Ducker viét: “ Hanh dong thiéu suy nghi chinh 1a nguén goc cua
moi that bai”. Cach hiéu qua nhét gitip ban ting téc doanh thu va thu nhap la
1én ké hoach tir trudc.

Danh cang nhiéu thoi gian suy nghi can than va 1én ké hoach cho cac
hoat dong ban hangm ban cang lam viéc hi¢u qua hon va ban dugc nhiéu
hang hon.

Bat ky kiéu thoi gian biéu nao ciing ¢6 loi cho ban mién 1a ban oi d6 1a
mot phén hoat dong mo rrong tu nhién trong cong viéc kinh doanh.

Ban khong mat nhiéu thoi gian dé hoc cach st dung thoi gian biéu. Moi
ngay, ban s& co them it nhat hai gid lam viéc hiéu qua bang cach su dung
tho1 gian bleu hop 1y. Khi biét cach quan 1y thoi gian hop 1y, ban sé ting gip
do1 nang suat, thanh tich cung nhu thu nhap cua minh.

NANG CAO KHA NANG KIEM TIEN
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Tién cong theo gio 1a thudc do giuos ban danh gid mac d6 st dung hi¢u
qua ban than va xac dinh chinh xac mic d hi€u qua ban van dung k¥ nang
vao cudc séng va thé gioi cua minh.

Kha ning kiém tién chinh 1a tai san chinh c6 gia tri thudc quyen sO hiru
cua ban. Moi thtr ban 1a dé nang cao kha ning kiém tién s& giup cai thién
chét lugng cudc song cua ban. ‘

DOANH LGOI TU NANG LUQONG DAU TU.

Khi 1ap ké hoach chuén luoc cho cac cong ty, tap doan, ching toi
thuong tap trung cai thién ti€u chuan vé doanh loi trén von dau tu. D6 14 6
tién 161 chu sé hiru cong ty thu duogc tir khoan dau tu vao kinh doanh. Pay 1a
tiéu chuan danh gia chinh dé 1ap ké hoach chién lugc va xac dinh hiéu qua
kinh doanh.

Nhung trong cudc song, vén dau tu chii 1a 13 tri tué, tinh cam va thé
chat. Trong ké hoach chién lugc cua ca nhan, hiy chd trong nang cao doanh
loi tir nang lugng dau tu, nang cao tién cong theo gid va két qua thu dugc
trong ting phit moi ngay.

TRIEU PHU TU LAP THAN

Trong cudn sach “Ong triéu phii hang x6m”, Thomas Staney va William
DanKo nha thay & My c¢6 dén 79% triéu pht tu 1ap than 13 cac doanh nhan va
nhan vién ban hang. Nhu vay, k¥ ning quan trong nhat dé thanh cong trong
kinh doanh 14 kha ning ban dugc san pham hay dich vu.

Theo luat x4c xuat, kha ning ban hang t6t gitip ban dan dau trén phuong
dién trién vong tai chinh, thdm chi tr¢ thanh triéu pht s€ cao hon nho ky
ning ban hang giéi. Khong co gidi han nao ddi v4i nhimg thit ban c6 kha
nang dat dugc ngoai trir gid1 han trong suy nghi cua chinh ban.

Bai tap thyc hanh

1. Ti hom nay, hay quyét tam tang gap d6i ning suat va thu nhap, tinh
tién cong theo gid hién tai cua ban rdi nhén voi hai,

2. 1ap ké hoach cho mdi ngay, 1én danh sach nhiing viéc phai lam va sap
xép theo thtr tu vu tién trong danh sach cta ban, luén bat dau véi nhiém vu
quan trong nhat.

3. bat dau mdi ngay bang cach tu hoi ban than: viéc gi ma t6i va chi toi
méi ¢ thé 1am, va néu 1am t6t s& tao nén su thay doi rat lon trong cong viéc
cua to1?

4. khong ngimg hoan thién k¥ ning ctia ban, ludn héi ban than: toi co thé
ca thién va st dung thanh thao k¥ ning nao dé ting gap d6i thu nhap. Du cau
tra 101 ctia ban thé nao hay thyc hanh k¥ niang d6 hang ngay.

5. hinh thanh y thitc vé sy khan truong, théi quen hanh dong ngay lap
tuc, thic day va lam viéc som. Tan dung tat ca thoi gian lam viéc

6. doc sach 60 pht mdi sang, tham dy ho thao chuyén dé vé ban hang
bon lan trong mdt nam, nghe chuong trinh phat thanh trén dai trong oto,
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khong ngug hoan thién ban than.

7. Phan tich hoat dong ban hang cta ban mdi ngay, xac dinh sé luong
khach hang can gip dé ban duoc lwong hang nhat dinh, sau d6 hiy vuot qua
chinh minh. Hay tro thanh ngudi dan dau.

Bat ctr diéu gi lang phi cong stc cling lang phi thoi gian. Vi vy, phuong
thirc quan 1y thoi gian hiéu qua nhét 13 tn dung triét dé cong stc.

-Alec MacKenzie —

KET LUAN

Hang nam, c6 hang tri¢u doanh nghiép ra doi va thanh céng cua ho phu
thudc vao doi ngli nhén vién ban hang, tat ca cua cai duoc tao ra déu bat
nguon tir viéc trao doi, mua ban. Vi vay, hdy 1a nguoi tirn phong trong cudc
dua dé c6 thu nhép cao hon va doc 1ap vé tai chinh.

Nguyén tac quan trong nhat dé thanh cong 1a hoc hoi tir cac chuyén gia.
Ban khong du thoi gian dé tu kham pha tat ca nhiing quy tic d6 thong qua
rt kinh nghiém tir sai lam.

Pham chit d& nhén thdy nhit & nhimg chuyén gia ban héng la dinh
hudng hanh dong. Khi hoc dugc phuong phap hdy ky nang mdi, ho s€ thur
ngay va chi co hai kha nang xay ra: thanh cong hoac that bai. Néu thanh
cong, hiy tié tuc phat huy dé ngay cang hoan thién k¥ ning d6. Néu that bai,
hay rat kinh nghiém dé tr¢ thanh nhan vién théng minh va c6 ning lyc hon.

Khi bat ddu ban hang, t6i dd c6 modt quyét dinh lam thay d6i cudc doi
minh. Ti luén thir van dung mot phwong phap hay ky nang ndm hay muoi
lan trudc khi bo cude. Sau do, toi hiéu rang khong c6 diéu gi phat huy duoc
tac dung ngay tu lan dau tién. Dé phat trién k¥ ning quan trong doi hoi phai
luyén tap rat nhiéu, diéu do cling gidng nhu khi tdp dim ban phai ngi rat
nhiéu trude khi biét di.

Tuong tu nhu vay, cac k¥ nang déu c6 thé hoc dugc. Ban co thé hoc
dugc bat ky k¥ ning ban hang nao, ké ca nhiing k¥ nang két thuc. Khong ton
tai gidi han nao. Nhirng viéc nguoi khac lam dugce, ban co thé 1am duoc.

Nhiém vu cta ban 13 tin dung cac phuong phap, ki niang va chién luoc
d3 duoc ching minh, st dung nhiéu lan va thanh thao cho dén khi tré thanh
chuyén gia ban hang xuét sic nhat.

Hay hanh dong ngay tir bay gio!
- Brian Tracy
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GIOI THIEU VE TAC GIA
Brian Tracy la mot chuyén gia hang dau ciia My trong linh vuc phat
trién ki nang luc ca nhan. Ong 14 dién gia c6 kha nang truyén dat va khoi day
cam htng cua khan gia va hudng ho dén thanh tich cao nhat va thanh tyu noi
trdi nhat.

MJi nim, 6ng dién thuyét cho hon 250 nghin khan gia vé chu dé phat
trién nang luc c4 nhan va ki niang chuyén mén. Trong d6 ¢ nhan vién va
quan churc cép cao cua cac tap doan 16n nhu IBM, PepsiCo, Ford, Federal
Express... Nhiing budi noi chuyén va hoi thao vé ngh¢ thuat 1anh dao, ban
hang, quan 1y va thanh cong c4 nhan ctia ong d3 mang lai nhitng két qua ky
diéu.

Brian co6 bé“mg Ct nhan Thuong Mai va Thac si Quan tri Kinh doanh.
Ong 14 chu tich cong ty Brian Tracy International, mdt cong ty nhan luc co
try s& chinh tai San Diego, California va c6 chi nhanh trén khip nuéc My va
31 quéc gia trén thé gioi.

Trudc khi thanh 1ap Brian Tracy International, Brian gitt chirc Giam déc
diéu hanh cua cong ty voi tai san 1én dén 265 triéu do-la. Ong rat thanh cong
trong linh vuc ban hang, marketing, dau tu, to chirc va phat trién bat dong
san, tu van quan li, xuat khau va phan phdi. Ong da tu van cho nhiéu tap
doan 16n trong viéc lap ké hoach chién lugc va phat trién t6 chiec.

Brian di dén hon 90 qudc gia trén thé gidi va cd thé noéi bén ngoai ngir.
La ngudi ham doc sach vé cac linh vuc quan 1y, tm 1y, kinh té, siéu hinh
hoc va lich sir, Brian con két hop ca ngh¢ thuat ph01 canh va phong cach doc
dao vao trong bai dién thuyet Ong c6 kha ning nam bat va thu hat su cha y y
ctia khan gia va két hop uyén chuyen khéo 1éo cac cau chuyén, vi dy, khiéu
hai hudc va nhitng ¥ tudng cu thé, thiét thuc dé dat két qua nhanh.

Brian di viét hon 40 dau sach trong d6 ¢ cac cudén nhu: Ban hang bang
tam 1y, Tro thanh siéu sao trong linh vuc ban hang, Thanh tyu t6i da, Chién
luge ban hang hiéu qua, 100 quy ludt bat bién dé thanh cong trong kinh
doanh va Lam giau theo cach cta ban. Ong 1a tac gia/dién gia ctia hon 300
chuong trinh dao tao nhu: Tam 1y thanh tuu, Nguoi phy nit dat dén dinh cao,
Théi quen triéu d6, Khoa hoc tu tin, Suy nghi rong 16n, va Lam cach nao dé
quan ly
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