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Tang Toc Co May Ban Hang
Bing SPIN!

Trong linh vyc quan tri kinh doanh, ban hang luon dugc coi la mot
nghé day sitc hap dan va thu vi. C6 1é vi nhw mot chuyén gia ban
hang da noéi, hau nhu ching ta ai ciing phai ban mét cai gi d6. Nhung
dé thanh cong trong linh vire nay lai la viéc khong hé don gian.

Da c6 rat nhiéu cudn sach viét vé ban hang. Moi cuon lai tiép can ban
hang theo nhitng khia canh va cach thitc khac nhau. Nhung khac vai
cac cuon sach vé ban hang, Tang t6c ban hang bang SPIN cua tac gia
Neil Rackham khong néi vé nghé thuat ban hang théng qua céac bi kip
ma dwra ra mo hinh chu6i cau héi SPIN (viét tat cta Situation
questions, Problem questions, Implication questions, Need-payoff
questions hay con goi la cac cau hoi Tinh hinh, cau héi Van dé, cau
héi Ggi y va cau héi Chi phi nhu cau). Cudn sach khong phai la ly
thuyét sao rong vé cach ban hang ma la nhitng nghién citu hét sirc
khoa hoc va cu thé ciia Huthwaite — cong ty chuyén nghién citu vé
phuwong phap ban hang hiéu qua cia Neil Rackham.

Doc Tang toc ban hang bang SPIN, ban cé thé thay dugc sy khac
nhau gitta ban hang quy mo 16n va ban hang quy mo nho. Ban cling
sé hiéu dugc tai sao cé nhitng tha thuat ban hang c6 thé thanh cong
v0i cac cuoc ban hang quy mo nho nhung lai kém hiéu qua véi cac
cudc ban hang quy m6 16n va rat, rat nhiéu diéu thu vi khac chi c6 thé
tim thay trong Tang toc ban hang bang SPIN.

Quan trong hon, cudn sach con gitp ban bién ly thuyét thanh nhitng
chién Iwgc ban hang hiéu qua hon. Tang toc ban hang bang SPIN ctia
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Neil Rackham la cu6n sach gay duwoc rat nhiéu si chid y cua gidi ban
hang chuyén nghiép va ctia nhitng ai that si coi ban hang la mot nghé
thuat.

Cung v6i mot s6 cudn sach khac trong bo sach ban hang do
Alphabooks xuat ban nhw Kinh Thanh vé nghé thuat ban hang, Dé tré
thanh nhan vién ban hang bac thay, Ky nang ban hang,... Tang toc
ban hang bang SPIN that sy la mdt tai liéu gia tri va bo ich, can thiét

cho bat ct ai muon thanh cong trong nghé ban hang.
Tran trong gidi thiéu cung doc gia!
NGUYEN THI VIET THANH

CEO CARAVAT.COM
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Lo1 Gioi Thieu

Pay la mot cudn sach vé cach dé ban hang thanh céng. Vay diéu gi
tao nén su khac biét gitta cuén sach nay véi hon 1.000 cudn sach vé
ban hang khac? Co hai diém:

1. Cubn sach viét vé viéc ban hang quy mo6 16n

Hau hét cac cudn sach vé ban hang hién nay st dung nhitng khuon
mau va phwong thitc dwa theo tiéu chi gia ré va viéc mua ban dién ra
mot lan. Vao nhitng nam 1920, E. K. Strong da tién hanh nhitng
nghién ctru vé cac cudc ban hang quy mo nho dé phat trién nhitng y
twong ban hang maéi nhu: cac tinh nang va 1gi ich, ky thuat két thic,
phuong phap xt 1y 16i tir choi va cac cau héi mé va dong. Hon 60
nam qua, nhitng khai niém nay van dwgc sao chép, phong theo va cai
tién dé 4p dung cho tat ca cadc cudc mua ban. Tham chi, mét vai co
van ban hang cho cac thwong vu quy m6 16n van dwa ra nhitng 16i
khuyén theo m6 hinh cii. That sai lam, b&i nhitng chién lwgc ban hang
truyén thong tré nén 16i thoi trong méi truong kinh doanh ngay cang

nang dong va phttc tap hién nay.

Toi tin, day la cudn sach dau tién dwa ra mot cai nhin hoan toan méi
mé vé ban hang ¢ quy md 16n va nhitng k¥ nang can thiét dé thanh
cong. Ban sé thay, c6 nhitng diéu hitu ich trong ban hang quy mo nhé
nhung lai khong c6 anh huwdng tich cuwc dén thanh cong ctia ban khi
quy mo ban hang ngay cang 16n. Nhitng thuwong vu 16n doi hoi nhitng
k¥ nang m&i. Va cuén sach nay sé cung cap cho ban nhitng ky nang
do.

2. Dya trén nghién ctru
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Dbay la an pham dau tién vé két qua cta dy an nghién cttu 16n nhat
trong linh vuc ky nang ban hang. Poi nghién citu cua toi tai
Huthwaite da phan tich hon 35.000 mua ban trong hon 12 nam nham
cung cap k¥ nang ban hang thanh cong. C6 rat nhiéu y kién vé
phwong phap ban hang, nhuwng lai thiéu cac nghién cttu thyc té. T6i da
ti€én hanh cudc nghién citu mé ta trong cudn sach nay vi toi khong hai
long v&i nhitng y kién d6. T6i mudn cé bang chitng. Va sau cudc
nghién citu, t6i c6 thé dwa ra bang chirng vé cach dat thanh cong

trong ban hang quy mo 1dn.

Cuon sach nay danh cho nhitng ngudi coi trong cong viéc ban hang —
nhitng ngudi coi viéc ban hang nhw mot nghé cao cap doi hoi moi ky
nang, su tap trung va sy chuyén nghiép. Toi cling viét vé cach tao nén
nhitng thuwong vu 16n — nhitng vu mua ban quan trong chita dung 1gi
nhuan va tién thwdng hap dan véi nhitng chuyén gia ban hang hang
dau. Trong nhitng nghién cttu nay, ching t6i da hop tac véi nhitng
chuyén gia ban hang hang dau dén tt hon 20 t6 chitc ban hang 16n
nhat thé gidi. Nho viéc quan sat hanh dong cua ho trong nhitng
thwong vu 16n, ching t6i c6 thé kham pha ra bi quyét thanh cong cua

ho. D6 chinh la cha dé cia cuén sach nay.

Toi tin nhitng phwong phéap trong cudn sach sé giip ban ban hang
hiéu qua hon. Bdi vi diéu dé da dugc kiém nghiém qua cac nghién
cttu cua ching toi. Khi m@i kham pha ra nhitng phuong phap nay,
ching t6i khong chac ching c6 lam tang hiéu qua ban hang khéng.
Thi¢ nhat 1, vi phat hién cta ching t6i cé thé gay tranh cai va mau
thuan tryre tiép vai hau hét cac khoa dao tao ban hang hién c6. Ngoai
ra, chung t6i cling khong chac liéu cac phwong phap dugc cac chuyén
gia ban hang thanh cong st dung c6 qua kho dé ap dung rong rai hay
khong.
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Vi vay, chiing t6i da danh bay nam dé kiém nghiém truéc khi cong bo
nhitng y twdng cua minh. Trong thoi gian do, chung t6i da dao tao vai
nghin nhan vién ban hang theo cac phwong phap duwgc mo ta ¢ day dé
gitp moi ngwoi thanh cong hon trong nhitng thuwong vu 16n. Khi so
sanh hiéu suat lam viéc thi 1.000 ngwoi duwgc ching toi dao tao dat
muc doanh thu trung binh cao hon 17% so véi nhitng nhém doéi
chitng tr cac cong ty cung linh vye. Do dé, téi tin rang cudn sach nay
sé dem dén cho ban nhitng phwong phap ban hang hiéu qua. Ching da
ho trg hang nghin ngwdi thanh cong trong cac cudéc ban hang quy mo

16n — va ching cting c6 thé hitu ich véi chinh ban.
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1. Hanh Vi Ban Hang Va Ban
Hang Thanh Cong

Nhiéu nam tredc, mot cong ty thudc danh sach Fortune 100 chuyén
vé tuyén dung va dao tao nhan sy nho ching t6i tim hiéu nguyén nhan
vi sao so lwgng cac cudc ban hang cia cong ty ho thap hon 30% so
v&i ké hoach. D€ tim hiéu nguyén nhan, ching t6i str dung phuong
phap phan tich hanh vi — mot phvong phap méi dya trén viéc quan sat
cac nhan vién ban hang lam viéc nham tim ra cach thitrc ban hang hiéu

qua nhat.

Chung t6i da tién hanh quan sat 93 cudoc mua ban, xem xét tir nhitng
nhan vién lam viéc t6t nhat dén nhitng ngwdi lam viéc chwa tot bang.
Va sau hai thang, chiing t6i da bao cao két qua vGi Phé Tong giam
doc cong ty. Két qua ching toi dua ra khién 6ng ta v cung tic gian
vi n6 di ngugc lai kinh nghiém ban hang truyén théng. Theo kinh
nghiém ban hang truyén thong, viéc két thic, x& ly 10i tw chéi va
tham do dugc xem la ba yéu to quan trong nhat ctia nghé thuat ban
hang. D6 la nhitng k§ nang co ban quyét dinh thanh céng cta viéc
ban hang.

Tat ca cac cong ty déu dao tao, trang bi cho nhan vién ctia ho nhitng
k¥ nang nay bao gom ca nhitng tap doan 16n nhw IBM, GTA, Xerox,
AT&T, Kodak,... Nhung két qua cudc nghién cttu caa ching toi lai

cho thdy van dé khong nam & ba yéu to do.

Vi khi do, t6i van la mot nha nghién citu tré tuoi, it tiéng tam, khong
da kha nang thach thirc nhitng bo 6c tirng trai trong dao tao ban hang
& nhitng cong ty hang dau thé gidi, nén vi Phé Tong giam doc cho
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rang cac két luan cta ching t6i la sai lam. T6i gam nham that bai trén
su6t chuyén bay quay vé va phai thira nhan la nhitng dan chirng t6i
dwa ra chwa da thuyét phuc. Néu & vi tri cia vi Phé Tong giam doc
kia, t6i cling sé khong tin nhitng diéu do.

Keé twr that bai do, t6i cung cac dong nghiép da thu thap rat nhiéu bang
chitng thuyét phuc. Trong 10 nam, ching t6i da tién hanh nghién ctitu
35.000 vu mua ban & 27 quoc gia va tim ra hon 166 yéu t6 dnh hudng
dén viéc ban hang. Nhitng nghién cttu dé gitp toi c6 thé dwa ra nhitng
10i giai dap thuyét phuc hon cho vi Phé Tong giam doc kia nhu:

* Nhitng phwong phap ban hang truyén thong chi hitu ich cho cac
cudc ban hang quy mo nho cht khong con hitu ich khi quy mo ban
hang ngay cang 16n. Pé ciing 1a ly do cac chuyén gia hang dau cta
cong ty ong khong tin twdng vao cac ky thuat nhw két thiic ban hang
hay x 1y 15i tir chai.

» Hién nay, c6 rat nhiéu ky thuat hitu ich ma nhitng chuyén gia ban
hang thanh cong st dung trong cac cudc ban hang quy mo 16n. Tai
thoi diém do6, chiing t6i chwa hiéu biét day da vé chiing dé dién giai
mot cach thuyét phuc nhung bay gio, ching t6i da co6 thé thuyét phuc
vi gidm doc dé rang nhitng nhan vién ban hang hang dau cua 6ng da
stt dung mot chién lwgc ban hang hiéu qua c6 tén la SPIN va rat nhiéu

k¥ nang khac dé ban hang thanh cong.

Ngoai ra, nhitng cong ty dao tao theo mé hinh truyén thong véi cac
cau héi dong/mé, gidi quyét 10i tir chdi va két thic ban hang cling
cam thdy khong hai long véi cac k§ nang ban hang truyén thong. Hai
phan ba cac c6ng ty dwgc nhac dén trong cudc hop ciling da phai dén
Huthwaite dé yéu cau chuing toi thiét ké lai nhitng khoéa dao tao ban

hang quy mo 16n. Dya trén nghién cttu vé cac yéu td thanh cong trong
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ban hang quy mo 16n, chiing t6i da gitip ho chuyén tir ban hang theo

cach truyén thong sang cach ban hang méi, hiéu qua hon.
BAN HANG THANH CONG O QUY MO LON

Khi bat dau nghién cttu, muc tiéu ctia chiing t6i la nham chi ra cac
phwong phap dao tao ban hang truyén thong rat hitu hiéu va c6é anh
hwang tich cyc téi thanh cong cta viéc ban hang. Nhung chung t6i da
gdp that bai khi str dung nhitng phwong phap d6 nham nang cao két
qua ban hang. Vi vay, ching t6i bat dau nghién cttu cac phwong phap
dwgc trinh bay trong cudn sach nay. Toi thay rat thu vi khi nghi rang
nhitng két qua nghién cttu cua ching t6i dang thach thitc nhitng
phurong phap ban hang truyén thong. To6i dwgc day — va c6 1€ ban
cling dwgc day rang mot cudc ban hang gém nhitng buéc sau:

1. M@ dau cudc ban hang. Nhitng hoc thuyét c6 dién vé ban hang day
rang phwong phap hitu hiéu nhat dé bat dau mot cudc ban hang la xac
dinh s& thich va mdi quan tdm cta nguwdi mua va dé ho thdy nhitng 1gi

ich ban dau.

2. biéu tra nhu cau. Hau hét nhitng nguwdi da dugc dao tao vé ban

hang trong 60 nam qua déu duoc day vé cau héi dong va mé.

3. Pua ra lgi ich. Khi da xac dinh dugc nhu cau cta khach hang, hay
cho khach hang thdy lgi ich cta viéc sit dung san pham hoac dich vu

ban cung cap.

4. Xw ly 10i tr choi. Ban titng dwge day rang xt ly nhitng 10i tir choi
la mot k¥ nang thiét yéu cta ban hang thanh cong va ban sé biét
nhitng k¥ thuat x 1y 10i tir chdi co ban nhw phan loai 16i tw chéi va
st dung ching mot cach phu hgp. Tuy nhién, nhitng chuyén gia ban
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hang thanh cong thuwong tap trung vao viéc ngan chan céc 16i tir choi
chit khong xt 1y chuing.

5. Ky thuat két thiac. Nhitng k¥ thuat két thiic ban hang c6 hiéu qua &
quy mo nho sé khién ban that bai khi quy mo6 ban hang ngay cang
16n.

Toém lai, nhitng mé hinh, phwong phap va ky thuat ban hang truyén
thong chi dat hiéu qua 16n nhat trong ban hang quy mé nhé nhung
chwa chac da thanh c6ng véi ban hang quy mo6 16n. Ban hang quy mé
nho nghia la cuc mua ban thwong chi dién ra mot 1an va cé gia tri
thap. Nhitng k¥ thuat ban hang vai gia tri thap nay (ra doi vao nhitng
nam 1920) khong con phu hgp va c6 hiéu qua v6i nhitng cudc ban
hang phttc tap va c6 gia tri 16n. Van dé cta nhitng ky thuat ban hang
nay khong phai vi ching qua lac hdu; moi ngudi van c6 thé tiép tuc s
dung ching sau 60 nam nhung chi v6i nhitng cudc mua ban gian don
va gia tri thap. Hau hét cac tac gid va nguoi thiét ké chuong trinh dao
tao da gia dinh khong chinh xac rang diéu gi c6 hiéu qua véi ban hang
quy mo nho thi dwong nhién c6 hiéu qua ¢ quy mo 16n hon, nén moi
nguoi déu cho rang nhitng ky thuat ban hang truyén thong ciing c6
hiéu qua twong duvong trong ban hang quy mo 16n. Nhung toi sé cho
ban thay nhitng thu thut cé hiéu qua & ban hang quy mé nho tham
chi c6 thé gay ton hai dén thanh cong ctia ban khi cong viéc ban hang
phat trién v&i quy mo 1én hon — va toi sé chia sé nhitng két qua
nghién cttu ctia ching tdi vé nhitng mé hinh mdi va hiéu qua hon dé

thanh cong trong ban hang quy mo6 16n & cac phan sau cia cudn sach.
BAN HANG QUY MO LON

Cuon sach nay danh cho nhitng ngudi ban hang ¢ quy mo 16n, nhitng

ngwoi chra théa man véi hiéu qua do mo hinh ban hang truyén thong
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mang lai. Nhiéu ngudi ban hang ¢ quy mé 16n phan nan rang nhitng
khoa dao tao ban hang truyén thong khién ho cdm thay minh la nguai
ban xe hoi cili vay. Diéu toi té nhat la khach hang cam thay bi coi nhw
nhitng tén kho, bi 1gi dung, 16i kéo, lira loc bang nhitng manh khée.
That dang tiéc, nhitng chwong trinh dao tao kiéu nay lai rat pho bién
va chinh nhitng 10i khuyén ttr nhitng chwong trinh nay da tré thanh
tham hoa cho ban hang quy mo 16n. Muc tiéu chinh cta chung t6i la
thay thé nhitng m6 hinh qua gidn don bang nhitng mé hinh dugc thiét
ké dac biét danh cho nhitng doi héi ctia ban hang quy mé 16n.

C6 nhiéu cach goi khac nhau vé ban hang quy m6 16n, vi du nhu: ban
hang véi hogp dong 16n, ban hang gia tri cao, ban hang hé thong hoac
ban si. Du st dung thuat ngi nao thi ching cling déu cé nhitng dac

diém giong nhau.

Dac diém quan trong nhat la dac diém vé linh vyec tam ly khach hang
ctia ban hang quy mo 16n. Chinh nhitng thay déi trong nhan thitc va
hanh vi ctia khach hang s€ tao nén sy khac biét cho ban hang quy mo6
16n. Hay xem nhitng khac biét do la gi va c6 tac dong thé nao dén

nghé thuat ban hang cua ban.
Chiéu dai ctia chu trinh ban hang

Trong khi mét cudc ban hang don gian, gia tri thap thudng chi dién ra
trong mot lan giao dich thi mot cudc ban hang quy mo 16n lai doi héi
rat nhiéu cudc giao dich va dién ra hang thang. Mot nguwdi ban hoc cii
cua toi ban hang trong linh vuc hang khong ting c6 giai doan trong
sudt ba nam khong ban duwgc bat ky mén hang nao. Ban hang quy m6
16n ¢6 thoi gian kéo dai. Nhung khong chi cé thé. Diéu quan trong la
ban hang v6i nhiéu lan giao dich c6 tam ly khac han véi ban hang mot

lan. Yéu to then chot & day la trong ban hang mét lan, quyét dinh mua
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hang thuwong xuat hién khi cé sy xudt hién cia ngwoi ban, trong khi @
ban hang nhiéu lan giao dich thi nhitng ban bac quan trong va than
trong nhat tiép dién khi nguwdi ban hang khong hién dién trong khoang
thoi gian gitta nhitng lan giao dich.

Néu la mot nha hung bién thong minh, ngudi cé thé dwa ra nhitng 10i
néi day thuyét phuc, t6i chac chan sé thwe hién cuéc ban hang mot lan
rat sudn sé. Bé la vi khach hang cta t6i cé thé rat an twgng bdi 161
chao hang tuyét voi nén da dong y va chap nhan dat hang ngay.
Nhung diéu gi sé xay ra néu dé la mot chu trinh ban hang dai hoi hon,
liéu t6i c6 thé nhan dwgc don dat hang ngay sau 16i moi chao khong?
Trong nhitng diéu t6i vira néi, con dugc may phan dong lai trong
khach hang sau khi t6i roi di? Liéu ho c6 thé thuat lai 10i chao hang

troi chdy, trau chudt cta toi véi 6ng chu cia ho khong?

Nhitng cau héi nhw thé thiic day chiing toi tién hanh mot nghién cttu
nho tai mot cong ty cung cap thiét bi van phong, noi ching toi thay
rang sau khi chao hang mot tuan, khach hang chi nhé chwa duge mét
ntta nhitng noi dung then chét ma nhan vién ban hang gidi thiéu vé
san pham. Diéu té nhat la sau khi nghe gidi thiéu vé san pham, khach
hang da hita hen mua loai sdn pham nay nhung nhiét tinh ban dau do6

da mat di chi trong mot tuan.

Loi chao mai tot cé thé tac dong tam thoi dén khach hang trong vong
vai ngay. Cho nén, néu ban c6 thé quyét dinh ngay tai cho — giong
nhw ban thwong lam trong ban hang mot 1an, thi khong c6 1y do gi
khong tan dung tac dong tam thoi cia 10i gidi thiéu san pham dé gia
tang nhiét tinh ctia khach hang va gitup ban dat dugc hiéu qua tirc
thoi. Nhung ban sé gap rac r6i néu khong quyét dinh ngay 1ap tic.
Tuan sau, khach hang ctia ban sé quén gan hét nhitng diéu ban da néi

va khéng con man ma véi cac san pham cua ban nita.
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Két qua nghién cttu trong Chwong 6 chi ra rang, trong ban hang mot
lan, ban sé ban dwgc hang thong qua quang cao vé san pham, giai
quyét dugce bat ky 10i tir chdi nao va diet diém vu ban hang — nhung
trong ban hang nhiéu lan, m6 hinh nay thuong cé nguy co that bai.
Tai sao? C6 1é kinh nghiém mua hang sé mang lai cau tra 10i cho ban.
Vi duy, khi t6i dén mot ctra hang gidi thiéu san pham xe hoi vai thang
tredc. Nguoi ban la mot ké huénh hoang, luon phong dai moi chuyén
vé viéc budn ban xe hoi. Sau vai cau héi chiéu 1€, anh ta thé hién cung
cach ban hang citng nhac, sit dung moi kiéu két thiic kho cirng, sach
v@. Toi chwa quyét dinh nén strc ép tr phia anh ta vira lam cho t6i
cam thay khong dugc hoan nghénh lai vira khién toi buc bgi. Cudi
cung, sau khi di khéi do, toi thé sé khong bao gid trd lai ctra hang do.
T6i chac ban ciing tirng trdi qua nhitng chuyén twong tw. Tuy nhién,
mot s6 khach hang van quyét dinh quay lai dé chiu ap luc dé. Veé
cong viéc ban hang ctia ca nhan ban, néu ban gay ap luc cho mét
khach hang tiém nang, thi 6ng/ba ta sé khong muon gap lai ban. Quy
tac nay co thé hiéu la néu ban nhan dwgc don dat hang tai cho, titc la
ban da thanh cong nhung néu ban va khach hang bat dong quan diém
thi nhitng no luyc quang céo sé gidm co hoi thanh cong cta ban. Vi
khach hang khong muon néi chuyén vdi ban nita va ban khong bao
gio biét minh sai & dau. Do vay, m6 hinh ban hang bang quang cdo,
chao mai c6 thé hiéu qua vdi ban hang quy m6 nho nhung né sé phan

lai ban khi thyc hién nhitng cudc ban hang quy mo 16n.
Quy mo cam két cta khach hang

Theo dinh nghia, nhitng cuéc mua ban 16n lién quan t&i nhitng quyét
dinh 16n ctia khach hang va diéu nay lam thay doi tam ly ban hang.
Trong ban hang quy mé nho, khach hang it y thitc vé gia tri hon. Khi

quy mo cua cudc ban hang tang 1én, nhitng chuyén gia ban hang phai
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xay dung duwgce gia tri nhan thitc vé san pham hodc dich vu minh ban.
Viéc xay dung mot gia tri nhan thirc 1a ky nang ban hang quan trong
nhat trong ban hang quy m6 16n. Ching t6i da nghién cttu cac cach dé

giup gia tang gia tri sdn pham cua ban.

Cach day vai nam, ching t6i bat dau nghién citu van dé nay vi viéc tai
t6 chirc lvc lwgng ban hang cho cac khach hang cua chiing t6i khong
thé hoan thanh duwgc. D6 1a mot diéu dang tiéc vi no thé hién sy can
thiét cia viéc gia tang gia tri ban hang khi quy mo ban hang m& rong.
Mot cong ty chuyén ban san pham gia tri cao da dé nghi dugc tw van
Ve viéc c6 nén tuyén dung nhitng nhan vién c6 kinh nghiém ban cac
mdt hang gia ré khong. Khi dy an két thic, chiing t6i c6 mot s6 cau
trd 10i thd vi danh cho ho. Ching t6i phat hién rang, nhitng nhan vién
ban hang khong thanh cong khi chuyén tir ban hang quy m6 nhé sang
ban hang quy mo6 16n chinh la nhitng nguoi gap kho khan trong viéc
xay dung nhan thite cho khach hang.

Toi da twng gap mot ngwoi khong thanh cong trong ban hang quy mo
16n tai san bay Buffalo truwéc khi cung anh ta thyc hién mot vai cudc
ban hang. Anh ta ng6i trén mot chiéc ghé, valy mé tredc mat va xung
quanh 1a s6 tai liéu du dé cho mot nha may tai ché giay hoat dong
trong vai thang. Anh ta tim hiéu chi tiét vé sdn pham vi nghi rang
chiing sé gitip minh thanh cong hon. “Trudc day, toi ban san pham
tiéu dung va kién thitc vé san pham da gitp toi tao nén sy khac biét”,
anh ta giai thich. Cé 1é anh ta ding nhung chinh kién thitc vé san
pham lai 1a chuéng ngai vat trén dwong t6i thanh cong cia anh ta chi
mot gio sau do, khi toi chitng kién anh ta khong thuyét phuc noi mot
quan ly van phong mua hé théng may ph6-t6 c& 16n cia minh. Khach
hang c6 vé lo lang vGi y nghi sé phéi chi hang chuc nghin d6-la.

Nguoi ban c6 gang theo dudi bang viéc trinh bay chi tiét cac tinh
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nang cda san pham, thé hién toan bo kién thitc vé san pham nhuwng né
khong heé phat huy tac dung. Ly do khach hang khong mua la vi co
khong nhan thay day du gia tri cho mot quyét dinh 16n. Ngoai ra,
chiéc may pho6-to cuia c6 hién nay dang hoat dong kha tot. Bung la cé
mot s6 van dé vé sitc bén va chat lwgng sao chup, nhwng diéu dé
khong qua nghiém trong dé co phai chi ra mot so tién 16n nham diéu
chinh nhing thiéu s6t d6. Kién thitc toan dién vé san pham ctia nhan
vién ban hang khong thé thay doi su that rang khach hang ctia anh ta
khong nhan thirc dugc gia tri.

Lam thé nao dé xt ly cudc ban hang? Nhitng chuong tiép theo sé ban
vé phuong phap ban hang SPIN — cac phwong phap cu thé dé gia tri
gia tang trong nhitng treong hgp nhw thé nay. Nhitng gi dem lai hiéu
qua trong ban hang quy mo nhé c6 thé khong hiéu qua véi ban hang

quy mo lon.
Modi quan hé lién tuc

Hau hét nhitng cudc ban hang quy mé 16n déu lién quan t&i moi quan
hé thuwong xuyén véi khach hang vi nhitng cudc mua ban 16n thuong
doi hoi s ho trg sau ban hang — c6 nghia la nguwdi mua va ngudi ban
phai gap nhau mot hodc nhiéu lan khi ban hang. Hon nita, nhitng
nguoi ban cac sdn pham hodc dich vu gia tri 16n thwong phat trién
hoat dong kinh doanh cta minh tir nhitng khach hang hién tai. Nguoc
lai, ban hang quy m6 nho thwong la viéc chi xay ra mot lan va ngwoi
mua khong bao gio gap lai nguoi ban.

Mittc do 1au dai cia méi quan hé tac dong tGi viéc quyét dinh cta
khach hang nhw thé nao? Hay xem xét cac vi du cu thé. Vai tuan

tredc, vGi vai tro ngwoi mua, téi c6 duwgc minh hoa hoan hao vé cach

ma moi quan hé thuong xuyén trong ban hang quy mo 16n dnh hwdng
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dén cac quyét dinh. T6i da tham gia hai cudc mua ban trong hai ngay
lién tiép. Dau tién la m6t cudc mua ban nhd. T6i can mot chiéc may
chiéu mai cho van phong nén dé nghi mot nha cung cap san pham g
dai dién ban hang tGi gdp toi. Nhan vién ban hang c6 vé ngoai khong
dé mén, cyc ky pht hgp véi cong viéc ban dao nhitng tdm anh khiém
nha trén dwong pho Rio. “HOm nay la mot ngay may man cta 6ng,”
anh ta bat dau, “toi chac ong khong thé dgi 1au hon dé biét diéu t6i
mang tdi cho 6ng!” Chac chan diéu téi khong thé dgi chinh la quang
anh ta ra khéi van phong. Nhung gia ca anh ta dwa ra rat hop ly. T6i
dang can mot chiéc may chiéu va ciling chi phai gap anh ta mdt lan.
TGi cat ngang bai dién van cua anh ta, dwa cho anh ta don dat hang va
tong tién anh ta trong vong nam phut. Ping tir vi tri ctia anh ta ma
noi, day la mot vu ban hang thanh cong. N6i chung, day ciling la mot
vu mua hang thanh cong cho t6i ¢ vi tri ngwoi mua. Toi da mua dugc

mot chiéc may chiéu vé6i gia ca hop ly ma chi mat c6 nam phit.

Ngay hom sau, to6i tham dy mot vu mua ban phitc tap hon nhiéu. To6i
dinh thay d6i ca phan citng va phan mém cua hé thong ké toan. Sy
thay doi nay gom hai may vi tinh m&i, mot bo tich hgp phan mém ké
toan va sau thang dé moi thit hoat dong hoan hdo. T6i du toan ké
hoach nay sé ton khoang 70.000 do-la. Nhan vién ban hang la mot
nguoi c6 vé hoi lo lang théai qua vé cong viéc — nhwng chac chan tién
bd hon nhiéu so vGi nguwdi ban may chiéu toi gap ngay hom trude.
Nhung khi ngwdi ban hang tién hanh cong viéc, t6i thay ludng lu.
“T0i sé suy nghi vé van de nay va thong bao lai,” t6i néi véi anh ta.
Sau nay, khi phan tich diéu gi da xay ra, t6i nhan ra sy lwdng Iy vai
hé thong may tinh md&i khong phadi vi viéc mua san pham ma vi ngai
bat dau mdt méi quan hé. Trong treong hgp chiéc may chiéu, t6i hy

vong minh sé khong phdi gap lai ngwdi ban hang lan nita, con véi hé
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thong may tinh, t6i phai lam viéc lau dai vdi ngwoi ban nhung toi

khong chac minh c6 mudn diéu doé khong.

Bai hoc rtt ra tir cau chuyén chinh la nhitng diéu c6 thé hiéu qua véi
ban hang quy mo nhé sé khong phu hgp khi tam quan trong ctia van
dé ngay cang lén. O ban hang quy mé nho, viéc tach bach ngudi ban
khoi san pham la twong doi dé. Du ghét nguwdi ban may chiéu nhwng
toi lai thich san pham ctia anh ta nén da mua né. Nhung vGi quyét
dinh 16n hon, viéc tdch bach ngudi ban va san pham ciing sé kho khan
hon. Néu thich hé thong may tinh, t6i sé phai mua chiing cung véi
moi quan hé véi nguwdi ban chiing. Vi nhitng quyét dinh 16n thuong
kem theo nhitng rang bugc v6i khach hang nén chung doi hoi hinh
thitc ban hang khac. Nhitng chwong tiép theo sé phan tich sy khac biét
nay va hwdng dan cach st dung né nhw thé nao dé xay dung moi quan
hé lau dai v6i khach hang.

Mo6i nhan vién ban hang giong nhuw mot khép rang nho trong co may
ban hang to 16n va lanh ling. Thong thuong, kho c6 thé nhan ra cong
viéc caa ban anh hwdng nhu thé nao. Nhung khi cong viéc ban hang
phat trién Ién quy mo 16n hon, khach hang sé chu trong hon vao
ngudi ban hang dé dwa ra quyét dinh. O quy mé 16n hon, san pham va
nguoi ban kho dugc tach bach trong suy nghi cua khach hang.

Nguy co sai lam

Trong ban hang quy m6 nho, khach hang c6 thé gap nhiéu rii ro hon
vi hau qud cda nhitng sai lam twong doi nhé. T6i c6 ca mét kho day
nhitng tht tr6t mua nhung khong st dung dugc hodc chi phat huy
dwge mot nita tac dung, vi du: hai bo chuyén mach ti dong, mot may
pha ca phé dac biét va mét chiéc dong ho c6 tiéng no6i nhac thoi gian
moi gio. T6i biét minh khéng phai la nguwdi duy nhat mua phai nhitng
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thi? vo dung. Tét ca cac vu mua ban nhé déu c6 mot yéu t6 chung, dé
1a toi c6 thé giau kin nhitng sai 1am cta minh vi gia tri cia ching
khong dang keé.

Nhung diéu d6 khac han so vdi viéc phai dwa ra quyét dinh 16n hon.
Néu mua phai mot chiéc xe chat lwgng t6i, téi khong thé gidu vg toi.
Khi mua mot chi€c mdy tinh mdi, it nhat c6 10 nguwdi trong cong ty sé
gop y dé dua ra quyét dinh vi ho la ngudi truee tiép sit dung né. Cho
nén, néu chiéc may tinh khéng hoat dong tét, toan bd cong ty sé biét
toi da c6 mot lwa chon sai lam. Nhitng quyét dinh 16n hon sé dwgc
nhiéu ngwoi biét hon va mot quyét dinh sai lam thi cang cé nhiéu
nguoi biét hon.

Do do6, khach hang rat than trong khi dwa ra nhitng quyét dinh 16n.
Gia mua hang ciing 1a mot yéu to gia tang tinh than trong nhwng lo
ngai gay ra sai lam ma nhiéu nguwoi biét t6i con quan trong hon. Mot
khach hang cua toi da tirng vui vé tra 40.000 do-la cho mot dy an chi
sau mot budi sang thda thuan. Quyét dinh nay phu thudc vao ngan
sach ctia 6ng ta. Néu quyét dinh do sai lam, sé chi cé ca nhan 6ng ta
biét va chiu trach nhiém. Nhung trong mot 1an khac, t6i lai phai dam
phan 1au hon, vat va hon vGi chinh 6ng ta dé c6 thém duwgc 1.500 do

la trong mot dy an ma dong nghiép ong ta tryc tiép tham gia.
BON GIAI POAN CUA MOT CUQC BAN HANG

Ban hang quy m6 16n khac han véi ban hang quy mé6 nho néu xét vé
tam ly khach hang. Do vay, nhitng k§ nang ban hang can phai c6 cling
rat khac biét. Dya trén nhitng khac biét vé tam ly, ching ta can nghién
cttu sdu hon va khang dinh rang moi thit thuoc vé ban hang quy mé6

16n khac so véi ban hang quy mo6 nho. Nhung triede hét, moi cudc ban
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hang, tir don gian nhat cho t&i phitc tap nhat, déu phai trai qua bon
giai doan sau (Hinh 1.1):

1. Dan nhap. Pay la nhitng viéc can lam trudc khi cudc ban hang
chinh thitc bat dau, gom nhitng viéc nhw tw gidi thiéu ban than va bat
dau cudc doi thoai nhu thé nao. Mot s6 nguwoi cho rang giai doan Dan
nhap la rat quan trong. Rat nhiéu nhan vién ban hang thanh céng da tw
tin n6i rang trong hai phtt dau tién caa cudc ban hang, khach hang sé
hinh thanh nén nhitng an twgng ban dau mang tinh quyét dinh, anh
hwémng dén phan con lai ctia viéc ban hang. An tugng ban dau nay
quan trong thé nao va cé vai tro ra sao? Trong Chuong 7, toi sé chia
sé mot s két qua nghién citu c6 thé gitap ching ta di dén két luan
rang trong ban hang quy mo 16n, giai doan Dan nhap khong c6 qua
nhiéu anh hwéng nhw chiing ta nghi.

Hinh 1.1: Bon giai doan ctia cu¢c bdn hang

2. Tham do. Hau hét moi cudc ban hang déu lién quan tGi viéc tim ra
diéu gi dé thong qua cac cau hdi. Ban c6 thé nhan thady nhu cau hay
hiéu r6 hon khach hang ciing nhu t6 chitc ctia ho. Chuyén nay khong
don gian chi la thu thap s6 liéu. Tham do la k¥ nang quan trong nhat
trong tat cad cac ky nang ban hang va cé vai tro quyét dinh trong ban
hang quy mo 16n. Trong Phu luc A, ban sé thdy mot s6 nghién citu cu
thé da chi ra rang c6 thé tang cac cudc ban hang quy mo 16n 1én hon

20% néu nang cao cac ky nang tham do.
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3. Chitng minh kha nang. Trong moi cudc ban hang, ban phai thé hién
v6i khach hang rang ban dang gidi thiéu cho ho nhitng thit gia tri.
Trong ban hang quy mo 16n, ching ta ban cac giai phap cho cac van
deé ctia khach hang. O budc nay, ban phai cho khach hang thdy minh
c6 mot gidi phap hop ly cho cac van dé ho gap phdi. Ban c6 thé thé
hién nang lwc cta minh bang mot budi thuyét trinh trang trong, mot
bu6i thit nghiém san pham dé chitng minh cac 1gi ich tiém nang cua
nd. Du lam gi thi ban cling phdi thuyét phuc khach hang rang minh
dang mang lai gia tri cho ho. Trong Chwong 5, ching ta sé dugc biét

rat nhiéu bién phap hiéu qua trong ban hang quy mo 16n.

4. Pat dugc giao kéo. Cudi cung, mot vu mua ban thanh cong sé két
thtc bang mdt vai cam két tit phia khach hang. Cam két trong ban
hang quy mo nhé thwong ton tai dwdi dang mot don dat hang nhung
trong ban hang quy mo 16n, c6 thé ban con can tong thé tat ca cac
cam két trudc khi dén giai doan dat hang. Vi du, muc dich vu mua
ban ctia ban c6 thé la dugc khach hang chéap thuan tham gia budi gidi
thiéu san pham, kiém tra chat liéu mdi hodc tao co hdi cho ban tiép
can nguoi dua ra quyét dinh cudi ciing va tat ca cac budc nay déu
khong c6 cam két dat hang nao. Ban hang quy mé 16n gom mot so
buéc trung gian goi la “cac budc tién”. Moi budc tién sé dwa cam két
cta khach hang dén gan hon quyét dinh cudi cung. Trong budc nay,
cac ky thuat két thiic ban hang c6 dién lai khong c6 hiéu qua va tham

chi, c6 thé tac dong x4du dén thanh qua cudi ctung cta ban.

Bon giai doan — Dan nhap, Tham do, Chitng minh kha nang va Pat
dwgc giao kéo — xuat hién trong tat ca cac cudc ban hang. Du don
gian nhung mo hinh bon buéc nay cling rat hitu ich vi né cho phép
phan chia cac cudc ban hang thanh t'ng nhom cac bu@c ro rang va cu

thé. Toi sé thdo luan sau hon vé van dé nay ¢ cac phan sau va st dung
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1y ludn nay ap dung cho mot s6 moé hinh dé giai thich cac két qua
nghiéen ciu.

Tam quan trong ctia moi giai doan thay doi tuy thudc vao kiéu ban
hang. Néu kinh doanh cac dich vu dy thac, ngan hang, thi giai doan
Dan nhap sé chiém tdi gan 80% cudc thao ludn. Trude khi ban bac vé
cong viéc, can c6 mot quy trinh “tim hiéu” k{ cang nhw ban tir dau
dén, ban quen biét ai... Chi sau khodng mot tiéng tro chuyén vé cac
van dé xa hoi, khach hang méi san sang thao luan mét vai van de

cong viéc.

Nguoc lai, toi nhé 1an dau tién thye hién mot cudc ban hang hang dét
may & New York. Trong phong tiép khach khong c6 mot chiéc ghé
nao. Biéu do6 c6 nghia la ho mu6n viéc mua ban dugce dién ra nhanh
choéng. Trong treong hop nay, giai doan Dan nhap chi nén néi: “Xin

chao, t6i xin so qua...” va di ngay vao van dé cong viéc.

boi khi, giai doan Tham do c6 thé chiém phan 16n thoi lvgng cta
cudc mua ban. Trong dich vu tw van ban hang, ban sé phai tim céac
nhu cau ctia khach hang truede khi xac dinh dwgc dau la nén tang cho
moi quan hé lam an. T6i tirng thdy mot tw van quan ly phai mat ca
ngay véi mot cudc ban hang nhung giai doan Tham do chi chiém c6
15 phtt. Nhung ciing c6 cudc ban hang ma giai doan Tham do chi goi
gon trong mot cau hoi va phan con lai la danh cho viéc thuyét minh

vé san pham.

Khi dé cap dén quy trinh ban hang, mitc can doi giita bon giai doan
phu thudc vao kiéu ban hang va muc dich ban hang nhung tat ca cac
cudc ban hang déu gom bon giai doan du mot vai giai doan chi dién ra

rat ngan.

Giai doan nao quan trong nhat?
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Bon giai doan nay c6 quan trong nhw nhau trong thanh cong ctia mot
cudc ban hang khong? Hay c6 mot giai doan nao do dac biét quan

trong? Theo cac khoa dao tao ban hang, sach day ban hang hay kinh
nghiém cua nhitng quan ly ban hang thi giai doan Pat dugc giao keo

dwgc coi la quan trong nhat.

Mot giam doc ban hang & Rochester nghi rang Pat dugc giao kéo la
giai doan quan trong nhét trong ban hang vi: “PDiém mau choét la néu
khong két thiic ban hang, ban sé khong ban dugc hang. Toi cho rang
phan 16n nhan vién ban hang gap khoé khan do ky nang két thiic ban
hang kém. Néu c6 mot diéu to6i mudn nhan vién ctia minh lam t6t hon
thi do6 la viéc dat dugc giao kéo véi khach hang.” Toi chac rang, hau

hét cac giam doc ban hang sé c6 chung quan diém nay.

Ly do t0i dwa ra cau héi vé mirc d6 quan trong ctia bon giai doan
trong ban hang la vi cau tra 10i phu thudc vao quy mo ban hang. Nhan
dinh cuda vi gidm doc kia c6 thé ding trong ban hang quy mo nho.
Nhitng ngudi cé kha nang dat dugc giao keo t6t hay nhitng nguwoi co
cach keét thuc tot that sy rat thanh cong trong ban hang quy mo6 nho
nhung trong ban hang quy mo 16n, do lai la chuyén khac.

Giai doan Tham do

Thanh cong trong ban hang quy mo 16n phu thudc chu yéu vao cach
xt ly giai doan Tham do. Chung t6i da thu thap so liéu vé cac ky nang
Tham do tw hang nghin cudc ban hang.

Hay xem xét tam quan trong cua giai doan nay d6i véi sy thanh cong
ctia mot cudc ban hang. Moi cudc ban hang déu trai qua giai doan
Tham do — Tim ra mot so yéu t6 tir khach hang cho phép ban ban
hang hiéu qua hon — va dé tham do, ban phai dat cau héi. Nhitng

nghién cttu cdia ching t6i vé ban hang da dwa dén mot két luan quan
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trong: nhitng cudc ban hang thanh céng c6 nhitng buwéc tién va c6
dwgc don dat hang thi s6 cau héi dat ra nhiéu hon han nhitng cudc ban
hang khong thanh cong.

Cau hoi va thanh cong

Nhitng cau héi c6 kha nang thuyét phuc manh mé hon bat ky dang
thitc nao cuda 10i néi. Piéu nay khong chi ding trong ban hang. Cac
nghién cttu tién hanh doi véi cac cudc dam phan, twong tac quan ly,
cac cudc phéng van va thao luan nhém ciing chi ra mot thyc té twong
tw: c6 moi lién hé r6 rang giita viéc st dung cac cau héi vdi thanh
cong cua cudc giao dich. Cang dwa ra nhiéu cau héi, cudc giao dich
cang dé di dén thanh cong. C6 mot s6 dang cau héi co tac dong manh
hon nhitng dang khac.

Thyc t€ ban hang chia cau hoi ban hang thanh hai loai chinh la cau

hoi déng va cau hoi mo:

 Cau hoi dong. Cé thé trd 16i chi bang mot tir, thwong la “cé” hoac
“khong”. Vi du dién hinh cho loai cau héi déng 1a: “Ong cé quyét
dinh mua hang khong?” hay “Cong ty cuia ong da hoat dong hon nam
nam roi a?” Trong mo6t s6 chwong trinh dao tao, nguwdi ta goi do 1a cau

hoéi khéo sat truee tiép.

« Cau héi mé. Poi héi mot cau tra 15i dai hon. Vi du nhu: “Ong c6 thé
ké cho to6i nghe vé cong ty ctia minh khong?” hay “Tai sao diéu do lai
quan trong vGi ong?” Cac cau haoi ma doi khi dugc goi la khao sat
khong truc tiép.

bay khong phai la mot khai niém mdéi. E. K. Strong da viét vé cau hoi
dong/ma trong nghé thuat ban hang tr nam 1925. Trong 60 nam qua,
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hau hét cac tac gia déu chap nhan sy khac biét giita cac cau hoi dong

va m@ va dua ra nhitng diém sau vé chung:

 Cau hoi mad co tac dong manh hon cau hoi dong vi cau hoi mé cho
khach hang c6 co hdi 1én tiéng va kham pha ra nhitng diéu kha bat

N

ngo.

* Cac cau hoi dong co it tac dong hon, nhung ching cling hitu ich véi
mot s6 kiéu khach hang cu thé, nhw nhitng khach hang ba hoa, néi
khong ngtring nghi.

* Du cac cau héi dong c6 it tac dong hon, nhung ban sé budc phai st
dung ching trong mot s6 kiéu ban hang cu thé nhw khi c6 qua it thoi

gian.

 Cac cau héi mé& dac biét quan trong doi vai thanh cong ctia ban hang
quy mo 1én, trong khi cac cau héi déng van c6 thé mang lai thanh

cong khi quy mo ban hang nho.

* Dao tao ban hang nén dat ra muc tiéu nham gitp moi nguwoi dwa ra

nhiéu cau hoi.

Nhitng két luan nay cé vé hgp ly va logic. Nhung c6 that sy nhw thé
khong? Truwdce khi nghién cttu cia ching t6i dugc cong bo, khong co
mot bang chitng khoa hoc nao chitng minh rang thanh céng ctia cudc

ban hang la nho dnh huwdng ctia cac cau hoi dong/ma.

Chuing t6i tién hanh nghién citu va phat hién ra rang that ra, khong c6
moi lién hé twong quan nao gitta viéc st dung cau hoi mé véi thanh
cong. Chung toi da nghién ctru 120 cudc ban hang ctia mot cong ty
san xuat va thay rang nhitng cudc ban hang st dung nhiéu cau héi
dong lai gianh dugc don dat hang va nhiéu buéc tién hon. Trong mot

nghién cttu khac tai mot cong ty vé cong nghé cao, chiing t6i khong
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phat hién ra su khac biét nao trong viéc sit dung cau hoi dong va cau
héi mé& & nhitng nhan vién t6t nhat va nhitng nhan vién trung binh.
MGt s6 nhan vién ban hang gioi nhat trong cong ty nay tham chi
khong héi bat ky cau héi mé nao trong sudt cac cudc ban hang duwgc
quan sat; tham chi cau héi cta ho ciing c6 thé dugc tra 16i chi bang
mot ti. Trong khi d6, mot vai chuyén gia ban hang hang dau lai chi st
dung nhitng cau hoi mé va mot so lai st dung ca hai loai cau hai.
Khoéng thé phan tach rach roi quan hé gitta thanh cong va viéc st
dung cau hoi dong/mé. Ching toi con tién hanh mot s6 nghién ciu
khac dé xem c6 phai nhitng nhan vién ban hang thanh cong thudng
khai dau cudc ban hang bang nhitng cau hoi mé réi chuyén dan sang
cau hoéi dong khi tién hanh thao luan khong nhung thuc té, nhitng
chuyén gia ban hang khong tuan theo hinh thitc nay. Va cling c6 rat
nhiéu chuyén gia ban hang thanh céng nhg viéc bat dau viéc ban hang
bang cac cau héi déng ré6i mdi chuyén sang cac cau héi mé. Néi cach
khac, khong mot nghién cttu nao ctia chiing t6i chi ra rdng su khac
biét gitta cau hai dong va ma lai c6 y nghia quan trong trong cac cudc

ban hang quy mo 16n.

Hau hét cac cong ty 16n déu gidng cho cac nhan vién vé tam quan
trong ctia cac cau hoi dong/ma. Tuy nhién, diéu d6 khong cé y nghia
quan trong néu xét vé viéc tang két qua ban hang, it nhat la trong ban
hang quy mo 16n. N6i cach khac thi cac tap doan trén thé gidi moi
nam da tiéu ton trén mot ty dé la cho cac khéa dao tao ban hang day
moi nguwdi ky thuat dat cac cau héi lac dé. Nghién cttu ciia ching toi
da chi ra quan niém cho rang kiéu cau héi quyét dinh thanh cong la

mot quan niém sai lam.

Hudéng di maoi
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Muc tiéu cta ching t6i nham phat trién nhitng mo hinh dat cau hoi
ma&i mé va tich cue thay thé cho nhitng cau héi cti von da 16i thoi va
thiéu strc thuyét phuc. Quan sat cac cudoc ban hang cho thay nhitng
chuyén gia ban hang khong chi dat nhitng cau héi ngau nhién. Trong

cac vu mua ban thanh céng, cau hoi phai co6 tinh ddc trung.

Chung t6i nhan thdy nhitng cau hoi trong cac cudc ban hang thanh
cong thuwong theo mot chudi ma ching t6i goi la SPIN. Tém lai chudi
cau hoi SPIN la:

1. Cau héi Tinh hinh. Khi bat dau chao hang, nhitng ngwoi thanh cong
thwong dat nhitng cau héi mang tinh thu thap s6 liéu vé thue té va
hoan canh nhw nhitng cau héi kiéu: “Ong st dung thiét bi hién tai
dugc bao 1au?” hodc “Lam on cho tdi biét vé ké hoach tang truéng
ctia cong ty ong?” Madc du cau héi Tinh hinh dong vai tro quan trong
trong nghién cttu thuc té, nhung khong nén lam dung chiing vi ching

sé lam cho nguwoi mua chan nan hodc cau kinh.

2. Cau héi Van dé. Khi c6 day da thong tin vé tinh hinh cta ngudi
mua, hdy chuyén sang loai cau héi thi¢ hai. Vi du nhu: “St dung thiét
bi nay c6 kho khong?” hodc “Ong c6 lo 1ing vé chat luvgng ctia chiéc
mady cii khong?” Nhitng cau hoi kiéu nay dugce goi la cau hoi Van dé
dé tim hiéu nhitng van dé, khé khan va nhitng diém chwa théa man
trong linh virc ma san pham cua nguwdi dang chao hang c6 thé c6 ich.
Nhitng nguwoi thiéu kinh nghiém thuwong khong dat ra da s6 cau hoi
Van dé.

3. Cau hoi Goi y. Trong ban hang quy m6 nho, nguwdi ban c6 thé dat
dwgc thanh cong chi véi nhitng cau hoi Tinh hinh va cau hoi Van de.
Nhung trong ban hang quy mo 16n, chi thé la chwa di; muon thanh
cong can dat ra nhitng cau hoi loai thit ba. Cau hoi loai thit ba nay
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phitc tap va rac roi hon, dwgce goi la cau héi Ggi y, vi du nhu: “Van dé
nay tac dong thé nao dén kha nang sinh 16i cia cac 6ng trong tiwong
lai?” hodc “Ti 1€ tir choi dnh hwdng thé nao dén sy hai long ctia khach
hang?” Cau hoi Goi y tap trung vao van dé cta khach hang, tim kiém
tac dong hodc hau qua ctua chung. Thong qua viéc dat cau hoi Ggi y,
nhitng nguwdi thanh cong gitup khach hang hiéu dugc tinh cap bach va
nghiém trong ctia van dé. Cau héi Ggi y dac biét quan trong trong ban
hang quy mo 16n, tham chi ngay ca nhitng chuyén gia ban hang ciing
hiém khi ap dung tot nhitng cau héi nay.

4. Cau héi Chi phi nhu cau. Cudi cung, ching t6i nhan thay nhitng
chuyén gia ban hang déu dwa ra loai cau hoi thit tw ¢ giai doan Tham
do dugc goi la cau hoi Chi phi nhu cau, vi du nhu: “No6 sé gitp viéc
day nhanh qua trinh hoat dong nay thém 10% nita chi¥?” hodc “Néu
chuing t6i c6 thé céi thién chat lvgng ctia hoat dong nay, diéu nay sé
gitp ich cho ban nhw thé nao?” cau hoéi Chi phi nhu cau c6 mot vai
tac dung nhung tac dung quan trong nhat ctia né chinh la budc khach
hang phai ndi vé nhitng lgi ich ma hwéng giai quyét cua ban c6 thé
mang lai. Cau hoi Chi phi nhu cau lién quan mat thiét t&i thanh cong
cta ban hang. Cac nghién cttu caa ching t6i cho thay nhitng chuyén
gia ban hang hang dau thwong st dung cau héi Chi phi nhu cau nhiéu
gap 10 lan so véi nhitng ngwoi ban hang binh thwong. ..

Mo hinh SPIN

Bon loai cdu hoi — Tinh hinh, Van dé, Goi y va Chi phi nhu cau -
hinh thanh chuéi cau héi c6 tdc dong manh mé, dwgc nhitng ngudi
ban thanh cong st dung trong suot giai doan Tham do cta cudc ban
hang. Bay khong phai mot chudi cau hoi citng nhac, khong nhat thiét
phai dat tat ca cac cau hoi Tinh hinh tredc khi chuyén sang nhitng cau

https://thuviensach.vn



héi Van dé. Nhung nhin chung, cau héi Tinh hinh sé dwgc héi ngay tw

dau cudc mua ban va cac cau hoi khac sé theo chuoi SPIN.

Trong cudn sach nay, téi nghién cttu k§ nhitng cau hoi SPIN va dwa ra
nhitng phwong phap ap dung chiing dé nang cao thanh céng ctia ban
trong nhitng thuwong vu 16n. Nhitng cau héi SPIN bat nguon tir viéc
quan sat hanh dong cua cac chuyén gia ban hang hang dau va chiing
toi hy vong, ban sé thdy SPIN la mdt cong cu ban hang c6 tinh thyc

tién cao.
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2. Pat Puoc Giao Keo: Két Thiic
Ban Hang

Theo nghién ctru cua Huthwaite, thanh cong trong cac cugc ban hang
quy m6 16n phu thudc chu yéu vao giai doan Tham do nhung khong
phai ai cling dong y vGi két luan nay. Da6i v6i nhiéu ngudi, Pat dugc
giao kéo méi la bwdc quan trong nhat cia cudc ban hang thanh cong.
Vi vay, t0i quyét dinh tham khéo y kién ctia mot vai chuyén gia. No6i
chung, cac tac gia, nha dao tao va cac giam doc ban hang lao luyén
nay déu khuyén t6i nén bat dau tir buwdc Pat dugc giao kéo hay con
goi la Két thic ban hang. Ho noi, két thic ban hang 1a giai doan thé
hién ro nhat cac yéu t6 quyét dinh thanh céng ctia mot cudc ban hang.
Vi vay, do chinh la giai doan ching t6i nén bat dau nghién citu. Cac
chuyén gia déu thong nhat lia chon nay. Do d6, nghién cttu dau tién
cta ching t6i sé tap trung vao giai doan Két thic ban hang dé tim ra

cac cach két thiic ban hang hiéu qua nhat.

T6i tim doc tat ca tai liéu vé budc Két thiic ban hang. Moi cu6n sach
vé ban hang déu c6 it nhat mot chwong vé budc Két thic ban hang.
MGt vai quyén sach nhw 101 Sure Fire Ways To Irresistibly Close
Any Sale (101 cach tuyét voi dé két thiic bat ky cudc ban hang nao)
da viét: “kinh nghiém két thiic ban hang thanh cong ctia ca doi nguoi
dugc goi gon chi trong ba gio doc sach.”

Cuon sach do da that sy hap dan t6i. Trong do6 co tat ca cac cau tra 1oi
hitu ich cho moi van dé khi bat dau cong viéc kinh doanh. Buwdc Két
thic ban hang gom tét ca cac k¥ thuat c6 dién nhung hitu hiéu ma bat
c* nguwdi ban hang nao déu biét:
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Cach két thiac Ty thira nhan. Vi dy, ngwoi ban hang cho rang viéc
mua ban da dugc thda thudn va hdi: ”Ngai muon t6i chuyén hang dén
dau?” trede khi khach hang dong y.

Cach két thic Chon lya. Vi du, nguwdi ban hang hoi khach hang:
”Ngai muon téi chuyén hang vao thit ba hay thit nam?”, lai mét lan
nita, tredc khi khach hang dong y.

Cach két thic S6 lvong c6 han. Vi dy, nguwdi ban hang noi: ”Néu ngai
chwa quyét dinh thi c6 1€ t6i sé chuyén co hdi nay cho mét khach

hang khac dang rat muén mua.”

Céch két thiic Co hdi cubi cung. Vi du, nguoi ban hang n6i: *Tuan t6i
gia sé tang tr’ khi ngai mua no6 ngay bay gio.”

Cach két thic O tréng trong don dit hang. Nguwoi ban hang ty dién
thong tin vao phan tra 16i cua khach hang trong don dat hang du
khach hang van chwa dwa ra quyét dinh.

Ngoai cac thu thuat théng thwong nay, toi con doc duge cach két thiic
ban hang khac. Vi du nhw Sharp Angle (Luw6i cau ma manh), Ben
Franklin, Puppy Dog (Cuin Con), Colombo... C6 hang tram cach két
thic va trong nhitng nam t6i, toi tin chac sé cé thém nhiéu cach két

thuc moi.

Giai doan Két thtic ban hang la giai doan pho bién nhat trong ky nang
ban hang. Diéu nay luon ding du ban danh gia theo tiéu chi nao: bang
sO tir dugc viét, s gio dao tao hay do dai cua cac thudc phim dao tao
do moi thé hé ngwoi ban hang st dung. Mt tong bién tap tirng noi,
ong sé khong xudt ban bat ky cuén sach nao vé ban hang néu khong
c6 tir “Keét thiic ban hang” trén tiéu dé sach. Theo diéu tra, cac giam

doc ban hang déu cho rang, két thiic ban hang luén la k§ nang ma doi
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ngili nhan vién cua ho can phai nang cao. Giai doan nay rat dugc ting
ho theo quan diém ban hang c6 dién: “Diéu co ban nhat trong ban
hang la lu6n két thic ban hang”. Trong chuong nay, ti sé dwa ra hai
cau hoi:

 C6 bao nhiéu cach két thic ban hang that sy hiéu qua?

* Trong cac cudc ban hang quy mé 16n, nhitng yéu té nhw gia ca va su

phitc tap cia khach hang anh hwéng thé nao dén viéc két thic ban
hang thanh cong?

THE NAO LA KET THUC BAN HANG?

Du c6 rat nhiéu sach viét vé cach két thiic ban hang, nhwng rat it tac
gia dinh nghia duwgc thuat ngit “Két thiic ban hang”. Vao nhitng nam
1960, Crissy va Kaplan dinh nghia két thic ban hang la: “K¥ thuat
ngudoi ban hang st dung dé thuyét phuc ngwoi mua hodc dat dwgc
giao kéo”. Theo t6i dinh nghia nay qué rong. Chuing ta can mot dinh
nghia c6 dong, suc tich hon nén dinh nghia “Két thtic ban hang” chi

don gian la:

Mot hanh vi ngudi ban st dung dé dwa ra goi y
hodc maoi chao mot cam két tir phia ngwdi mua

dé ngwdi mua chap thuan hodc tir chéi cam két dé.

C6 thé dinh nghia mot cach dé hiéu hon: Két thiic ban hang la bat c
hanh vi nao c6 thé budc khach hang dwa ra mot cam két & chirng murc
nao dé. Dinh nghia nay chi toan bd pham vi, tr “dé nghi dat hang”
don gian cho tdi str dung tha thuat “cau thang 12 bac” phitc tap.

NHAT TRi TRONG LUA CHON BUGC KET THUC
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Trudc khi xem xét cac nghién citu ctia Huthwaite, t6i sé diém qua mot

vai y kién cua cac chuyén gia khac vé budc Két thiic ban hang:

J. Douglas Edwards, cha dé cta k¥ thuat két thiic ban hang, cho rang
trung binh nhitng nguwoi ban hang thanh cong sé két thiic ban hang sau
lan thit nam dwa ra cac ky thuat két thiic ban hang, ho cang st dung

nhiéu k¥ thuat két thiic ban hang, ti 1é thanh cong cang cao.

Alan Schoomaker thdm chi con néi chi tiét hon vé thanh cong trong
két thic ban hang. Theo 6ng, cac nghién cttu cho thdy nhitng ngudi
ban hang thanh cong la nhitng ngwdi tim nhiéu cach két thiic ban hang
va st dung nhiéu kiéu két thiic ban hang hon. Ciling nhw J. Douglas
Edwards, o6ng rat wu ai con s6 5 ky diéu va n6i: “Nguwoi ban hang
dugc coi la khdng hoan thanh nhiém vu néu bé di triwée khi dwva ra it
nhat nam lan 10i moi dat hang.” T6i dac biét quan tam tGi
Schoonmaker vi vao thoi diém do, toi dang phat trién mot chwong
trinh dao tao cho mot thwong vu 16n ctia IBM va dugce biét 6ng cling
dang lam md&t chuwong trinh twong tw cho mot trong sé nhitng doi thu
cua IBM.

P. Lund, trong cuén Compelling Selling (Cach ban hang Thuyét phuc)
ctia minh da khuyén ngwdi ban hang nén két thic ban hang khi c6 thé
— “ké ca khi ban con xa md&i dat dwgc don dat hang”. Mauser, mot tac
gia ndi tiéng khac, lai dé dit hon. Ong khuyén ngudi ban hang nén st
dung nhiéu k¥ thuat két thiic ban hang vi néu tha thuat nay that bai, ta
c6 thé str dung tha thuat khac “cho dén khi dat dwgc muc dich cudi

cung”.

Con rat nhiéu y kién cta rat nhiéu tac gia khac nhwng nhin chung ho

déu nhat tri vé ban hang & nhitng diém sau:
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« KV thuat két thiic ban hang lién quan chat ché tGi thanh cong cta
giao dich.

» Nguoi ban hang nén st dung nhiéu loai ky thuat két thic ban hang.
» Nguwoi ban hang nén tim cach két thac giao dich.
BAT DAU NGHIEN CUU

To6i bat dau nghién ctru vé két thiic ban hang tir cudi nhitng nam 1960.
Luc dé6 t6i dang la mot nghién citu sinh tai tredng dai hoc va diéu duy
nhat toi biét vé ban hang la: Ban hang la sy twong tac gitta moi nguoi
v6i nhau va & doé tién dugce luan chuyén tir tay nguwdi nay sang tay
nguoi khac. Vi vay, t6i da dén cac cong ty xin tai trg dé nghién ciu
cach luan chuyén tién nhanh hon. Cac tap doan da quéc gia déu rat

thich thu véi dé tai nay va dong y tai trg cho toi.
Tro chuyén v6i nguoi ban hang

Budc tiép theo la gdp cang nhiéu nguwdi ban hang cang tot. Toi danh
rat nhiéu thoi gian dén cac van phong dai dién, cac budi hop va cac
bu6i tu tap than mat chi dé lang nghe moi ngwdi néi chuyén véi nhau
vé cac cudc ban hang. T6i rat ngac nhién khi ngi dung chu yéu cuaa
cac cudc trao doi la vé nhitng ky thuat két thic ban hang. Ho noi:
“Hom trude toi maéi biét mot cach két thic tha vi,” hodc “Anh da thi
cach két thic Gelignite chwa?” hodc “Anh c6 biét cach két thic co

dién Bt cua t6i hay ctua anh (my pen or yours) chwa?”.

Trung binh moi nguwdi tham gia c6 thé liét ké bon ky thuat két thiic
nhung lai khong thé dwa ra nhiéu hon mot tha thuat bat dau hay giai
quyét cac 10i tir chdi cua khach hang. Chi mot nira s6 ngudi toi hoi cé
thé noi chi tiét vé k¥ thuat phan tich nhu cau ctia khach hang ngoai

cach “dat cau héi”. Ho biét r6 vé ky thuat két thic ban hang hon tat ca
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nhitng khia canh con lai trong ban hang. Két thic ban hang dwoc coi

la k¥ nang quan trong nhat trong tat ca cac ky nang ban hang.
Cach keét thic trén thuce té

Quan niém truyén thong va kinh nghiém thuc té ctia ban than da
thuyét phuc t6i rang, Két thiic ban hang chinh la k§ nang quan trong
nhat trong moi k{ nang ban hang. Do d6, toi tir bo cong viéc an nhan
¢ trwong dai hoc va thanh 1ap t6 chitc Huthwaite. Gio day, t6i nhan ra
ban hang khong don gian chi la ly thuyét. T6i phéi ban dwgc hang néu
khong t6i sé chét doi. Vi vay, toi da dang ky hoc mét khoa dao tao vé
ban hang va dac biét quan tam dén phan giang vé nhitng ky thuat két
thuc.

Trong tuan tiép theo cia khoa hoc, t6i cé cudc hen véi mot khach
hang tiém nang nham thuyét phuc 6ng ta mua lai mot dy an nghién
cttu. Toi quyét dinh th st dung cach két thiic Chon Iya. Toi hoi:
“Ong muén dy 4n ndy bt dau vao thang 9 hay thang 11?” va ngudi
khach hang néi: “Chung ta sé bat dau vao thang 9” T6i rat vui swéng
vi da nhan dwgc don dat hang 16n dau tién. T6i da noi nhitng 10i
thuyét phuc va da dat dwgc mot giao kéo. Toi nghi ngay ca J. Douglas
Edwards, cha dé cua ky thuat két thic, cling khong thé hang hai, nhiét
tinh va&i k§ nang két thic nhu t6i ldc d6. Hon mot nam sau thanh cong
do, toi da day moi nguwdi vao tinh huéng kho khan. Gid toi nhan ra cé
thé minh da dé 16 nhitng thwong vu 16n cia ban than va cta cong ty
trong nam do. Nhung khi do, toi hoan toan la mot nguwoi theo cha
nghia két thic. Xét cho cung, kinh nghiém ban than cho thay viéc st
dung Két thic Chon lia da mang vé cho t6i hgp dong kinh doanh 16n

dau tién. Va toi biét két thac c6 hiéu qua.
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Gio day, toi nhin lai niéem hitng khéi ctia minh danh cho cach két thiic
véi su lung tang, ngwong ngap. Tw nhitng hiéu biét vé thanh cong
trong mot giao dich 16n, t6i thdy nhitng k¥ thuat két thic khong
nhitng khong hiéu qua ma lai con nguy hiém. Thuyc t€, s6 thuwong vu
chuing ta dé tuot mat sé nhiéu hon s6 thwong vu ching ta dat dwgc néu
lam dung phwong phap két thac. Diéu gi khién téi quay sang phan doi
nhitng phuwong thitc c6 vé nhw déng vai tro quan trong doi véi thanh
cong cua ban than? Phan con lai ctia chwong nay sé dwa ra mot loat
nghién citu da chitng minh nhitng k¥ thuat két thiic truyén thong
khong gitp ta dat dugc thanh cong trong nhitng giao dich 16n.

NGHIEN CcUU BAN PAU

Chtng t6i bat dau nghién cttu véi mong mu6n tim ra mdi lién hé chat
ché gitra so lan ngwdi ban két thiic ban hang va thanh cong cta
thwong vu. T6i ky vong rang so6 5 ky diéu trong giai doan két thiic
moi cudc ban hang ma Edwards va Schoonmaker da néi dén, déu rat

ding.
Két qua ngoai ky vong

Chung t6i thye hién nghién cttu dau tién ¢ mot tap doan thiét bi van
phong 16n. Chiing t6i cho rang, cach dé thiét 1ap lién hé gitta cach két
thic va thanh cong chinh la di theo nhitng nguwdi ban dé xem ho da st
dung k¥ thuat két thiic bao nhiéu lan trong sudt cudc ban hang. Néu
cac tac gia viét vé khau két thic déu ding, ching ta hy vong rang cac
cudc ban hang st dung nhiéu ky thuat két thic sé thanh cong hon cac
cudc ban hang khong str dung ching. Chuing t6i da quan sat 190 cudc
chao hang. Tt day, chung toi so sanh 30 cugc ban hang ma ngudi ban
thwong st dung ky thuat két thac va 30 cudc ban hang thanh cong st
dung it k¥ thuat két thic hon. Theo Hinh 2.1, két qua khéng dwgc nhw
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mong dogi. Chi c6 11 cudc ban hang st dung nhiéu k¥ thuat két thic
ban dugc hang trong khi c6 tGi 21 cudc ban hang it str dung cac ky

thuat ban hang ma van thanh cong.
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Hinh 2.1: So sdnh thanh céng cua cudc bdn hang st dung nhiéu ky

thudt két thuc va cuéc bdn hang sir dung it ky thudt két thtic

Phét hién nay khong phai 1a tin t6t lanh cho con s6 5 “ky diéu”
thwong dwoc dan chitng vé s6 lan két thiic trong moi cudc ban hang.
Nhung t6i khong vi mot nghién cttu nhé ma lung lay niém tin vé cach
két thic. T6i nghi, c6 1& phuwong phéap nghién citu cia minh sai s6t &
dau dé. Nghién cttu thém nhitng két luan nay da bc 16 mot s6 van dé
tiém an. Chang han, c6 thé — hodc ngau nhién — cudc ban hang st
dung it k¥ thuat két thuic lai chao hang ding Iic khach hang chuan bi
mua san pham do6 nén ngwdi ban khong can két thic ban hang. Twong
tw, cadc cudc ban hang st dung nhiéu k¥ thuat két thic lai moi ding
lic khach hang khong c6 nhu cau. Mot van dé khac, cac vi du dién
hinh ching t6i dwa ra, vé mat thong ké la dang ké nhung khong 16n.

Chung t6i khong c6 cach nao dé kiém soat nhitng bién so nay.
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Néu chi dya trén nghién cttu nay, ching ta khong thé két luan cac ky
thuat két thic khong c6 hiéu qua: Ching t6i van chwa chitng minh
dwgc moi lién hé gitra bude két thic va cudc ban hang thanh cong.
Nhung nhin lai, t6i khong thé coi nghién cttu nay 1a mot chién thang
vang doi vé budc “két thic s6m, két thic tich cue va két thiic thuong

xuyéen” trong nghé thuat ban hang.
Nhitng ho nghi

Nghién cttu khong chi 1a nhitng con s6. Khi quan sat 190 cudc ban
hang, t0i cling cdm thdy ho nghi. Néu t6i thanh that v&i ban than — du
lic do t6i khong tha nhan — thi nhitng ho nghi cuia toi vé budce két
thiic da nhen nhém tir nghién cttu nay. Vi du, khi mot ky thuat két
thiic nao d6 dugc st dung chi don gian la yéu cau dat hang, t6i thay
ro sy tir choi tir phia khach hang, dac biét la nhitng nguwdi mua hang
chuyén nghiép. Trong mot cudc ban hang, ong khach néng tinh da

du6i ngudi ban hang va téi sau cudc trao doi dwdi day:

Nguoi ban: Ong Robinson, néu ky vao day, 6ng sé thdy san pham ctia
ching t6i r6 rang la tot nhat. (Cach két thic Ty thira nhan)

Khach hang: Che mdt chit — T6i chwa thdy... t6i van chwra quyét dinh.

Nguoi ban: Nhung 6ng Robinson, t6i da chi cho 6ng thay chiing ta cé
thé tang hiéu suat cho van phong ctia 6ng va tranh dugc nhitng rac roi
cling nhu tiét kiém chi phi — vi vay khi nao 6ng muén giao hang...
(Cach két thuiic Ty thira nhan)

Khach hang: T6i sé khong dwa ra quyét dinh nao trong tuan nay.

Nguwoi ban: Nhung mau ma nay dang rat dugc wa chuéng. Toi c6 thé
giao hang ngay bay gio nhung néu 6ng doi dén tuan sau mdi quyét
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dinh, to6i e, 6ng phai dgi mot vai thang nita. (Cach két thiic S6 lvgng

c0 han)
Khéch hang: T6i chap nhan.

Nguoi ban: Thé 6ng dung thit mét thang hay mua luon? (Cach két
thuc Chon lya)

Nguoi mua: T6i sé ném anh ra khéi van phong ddy. Noi di, anh va
anh ban ngoi goc phong kia ty bién khéi day hay muon t6i goi bao

~

ve?

Sau cudc ban hang, nguwdi ban buon rau noi vai toi, that khong cong
bang khi khach hang st dung cach két thic chon lwa dé doa ném anh
ta ra ngoai. Chuing t6i cling gap vai tinh huéng twong tw, nhw vay
cling du gieo rac nhitng hé nghi ban dau vé budc két thic, dac biét

trong ban hang quy mo 1dn.
Nhitng van dé vé quan diém

Luc dé, toi c6 mot co hoi nghién ctru budc Két thic ban hang tir goc
do hoan toan khac. Gidm doc marketing cia mot cong ty hda hoc 16n

gdp va nho ching t6i gidi quyét mot rac roi.

Ong ta noi: “T6i rat lo ling vé mot vai nhan vién ban hang cta chiing
toi. Ho c6 quan diém hét sitc m& nhat vé budc Két thic ban hang. Ho
khong du x6ng x4o. T6i biét, ho c6 thé thue hién cach két thic — vi ho
duwgc dao tao — chi 1a mot vai ngudi trong so ho gap van dé vé quan

diém. Anh co6 thé giip t6i khong?”

Do 1a mot co hoi t6t khong thé bo 16. Téi cung cac dong nghiép nhat
tri dat ra mot ti 1& quan diém vé budc Két thiic ban hang dé so sanh

quan diém cda nhitng ngudi ban hang véi thanh tich ban hang cta ho.
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Chuing t6i hy vong sé dira ra mot bai kiém tra quan diém vé buéc két
thic dé tuyén nhitng (ng vién mdi. Nhitng ngwoi dat diém cao co
tiém nang trd thanh ngwoi ban hang gioi. Vi giam doc marketing va
toi hy vong nhitng nguwdi tan thanh budce két thiic sé tao duwgce nhiéu
doanh thu hon.

bé xac dinh quan diém cda 38 nhan vién ban hang, t6i va cac dong
nghiép danh gia ho qua mitc d6 dong y hay khéng dong y ctia ho véi
15 tuyén bé vé burdc Két thic ban hang. Chiing toi stt dung phwong
phap mic Lickert. Néu muon ty danh gia ban than, hay xem Phu luc
B va nhitng hwéng dan dé danh gia quan diém két thiic ban hang cua
ban. Hay danh gia ngay luc nay, ban sé c6 dwgc cam nhan chan thyc
vé budc két thic trede khi bi chi phoi béi nhitng gi tiép sau day.

Chung t6i da 4p dung bai kiém tra nay tai cong ty hoa hoc va phat
hién 21 trong s6 38 nhan vién ban hang dat diém trén 50, diém t6i
thiéu dé xép loai quan diém “tan thanh”. Tiép theo, ching t6i so sanh
v&i cac két qua ban hang dé tim hiéu xem nhém ngudi c6 quan diém
tan thanh budc két thic cé dang tao ra nhiéu doanh thu hon khong.
Nhung két qua trong Hinh 2.2 lai chitng minh diéu ngwgc lai. Nhitng
nguoi tan thanh bwdc Két thic ban hang déu khong dat muc tiéu. Hy
vong cua ching toi vé bai kiém tra k¥ thuat két thic hoan toan that
bai. T6i té hon, vi gidam doc marketing khong tin vao két qua nay va
doa sé sa thai triv khi t6i dwa ra diéu gi do6 thuyét phuc hon.
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Hinh 2.2: Quan diém vé budc két thiic va két qua ban hang.

Toi da c6 gang giai thich nhitng phat hién ctia minh. T6i cho rang rat
c6 thé nhitng ngudi c6 két qua kém qua lo lang vé bai kiém tra nén ho
da tra 1oi khong thanh that va dién vao bang nhitng cau tra 10i. Tt do
mai dan dén két qua t6i nhw vay. Nhung phu hgp véi y mudn cta 6ng
chu, 14p luan nay khong cé sitc thuyét phuc doéi véi toi. T6i bat dau
nghi ngd vé hiéu qua cua budc Két thic ban hang.

Trong khi ching t6i ti€én hanh nghién ctu nay, van c6 mot s6 doi
nghién ctu khac dang tim kiém nhitng moi lién hé giita quan diém va
hanh vi. Két qua ctia ho, dac biét la ctia Martin Fishbein , cho thay
ban khong thé st dung pham vi quan diém dé dy doan chinh x4ac hanh
vi. Vi du Fishbein chi ra néu chi vi ban dat diém cao trong bai kiém
tra quan diém vé budc két thuic thi khong c6 nghia trong cac cudc ban
hang, ban sé st dung k¥ thuat két thic nhiéu hon nhitng ngwoi khong
tan thanh budc két thiic. Mot nghién citu khac ctia ching t6i chitng to
moi lién hé gitta quan diém va hanh vi rdt mong manh. Bd&i vay,
chuing t6i dan chuyén sang cac phwong phap quan sat triee tiép hanh vi
ban hang. Bai kiém tra hay nhat dé xem nhitng nhan vién ban hang
lam viéc nhw thé nao chinh la quan sat ho hanh dong. Ching t6i hy
vong viéc phat trién phwong phap phan tich hanh vi sé cho phép
chuing t6i lam dwoc diéu d6 va mang lai nhiéu bang chitng dang tin

cdy veé tinh hiéu qua cta bwdc két thic.

Du c6 ly do chinh dang dé két thiic viéc nghién cttu tai cong ty hoa
hoc, nhung t6i van thay ban khoan. Nhitng dit liéu it 6i ching toi tap
hop dugc hé mé nhitng van dé kho hiéu vé tinh hiéu qua cua budc két

thac. Vi vay, ching t6i can nghién cttu thém.

Hiéu qua dao tao
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Mot cong ty cong nghé cao dé nghi ching toi danh gia mot s6 khoa
dao tao chuyén siu vé budc Két thic ban hang ma ho dang thiét k€,
day qua la co hoi ly twéng dé nghién citu sau hon vé buéc két thic.

Cong ty nay mudn giai dap hai cau hai:

« Sau khoa dao tao, nhitng nguwoi ban hang cé thuwong xuyeén sit dung
cac cach két thiic hon trueéc khong?

» C6 moi twong quan nao gitra viéc cai thién ky thuat két thic véi ban
hang thanh cong?

Chung t6i thay thich thi khi c6 co hoi khac dé kiém nghiém vai tro
cta buwdc két thiac doi véi thanh cong cta cude ban hang. Truwde khi
khoa dao tao dién ra, chiing t6i tham gia 86 cudc ban hang ctia mot
nhom 47 nhan vién ban hang. Ching t6i mudn thay ky thuat két thic

hién tai cuaa ho.

Sau khéa hoc, chiing t6i lai di cing v&i ho 1an nita dé xem cach st
dung k¥ thuat két thic cta ho c6 tién bé hon khong va diéu nay mang
lai hiéu qua gi trong cac két qua ban hang. Mot 1an nita, budc két thic
lai ti 1€ nghich v@i thanh cong cua cudc ban hang. Sau khoa dao tao,
cac nhan vién ban hang st dung cac ky thuat két thiic ban hang nhiéu
hon. Nhu vay, vé khia canh nao do, khéa dao tao da c6 hiéu qua.
Nhung s6 Iwgng cudc ban hang thanh céng lai it hon nén két qua tong

quan cua khoa dao tao lai lam giam doanh thu ban hang. (Hinh 2.3)
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Hinh 2.3: Hiéu qua dao tao buéc két thiic doi voi thanh céng cua

cudc ban hang

Dbén bay gig, chiing t6i khong con ngac nhién vi két qua thu dugc
nita. Viéc phat hién maéi lién hé gitta budc két thic va gidm doanh thu
dan quen thudc véi ching toi. Tat nhién, nhitng nha dao tao chiing t6i
dang hop tac khong mong chd nhitng két qua nhw vay. Chung toi
budc phai dwa ra mot trong nhitng kha nang ho da néu. Ho cho rang
bat ct k§ nang méi nao ciing khién ta cam thay ling ting va khong
thoai mai. Trwdc khi dao tao, cac nhan vién ban hang cu x ti nhién
theo cach cia ho; nhung sau khoéa hoc, ho c6 gang ap dung cac ky
thuat mai va chac han sé khong con ty nhién véi khach hang nita. Cac
nha dao tao cho rang day c6 thé la nguyén nhan khién két qua kinh

doanh giam sut tam thoi.

Diéu nay c6 vé dang tin cay dén noi ching t6i phai thira nhan rang
minh chwa c6 bang chitng cu6i cung dé két luan vé tinh hiéu qua ctia
budc két thic. Nhung it nhat ching toi cling c6 thé ap dung quan
niém cho rang s sut gidm doanh thu la do tinh gia tao nhat thdi trong

cach cu xtt. Diéu gi sé xay ra néu ching toi di cing cac nhan vién ban
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hang sau sau thang? Nhitng k¥ nang két thic mai sé tré thanh mot
phan trong phong cach ban hang cta ho. Chiing t6i c6 thé kiém tra ho
c6 dang str dung cac k¥ thuat két thic hay khong va néu nhw vay diéu
gi dang anh huwéng dén nhitng cudc ban hang thanh céng cua ho. To6i

muon nghién citu phai chi ra hiéu qua cua budc két thic trude tién.

Nhuwng mot thang trwedc khi cudc nghién civu bat dau, cong ty nay da
tién hanh cdi t6 doi ngli ban hang cia ho. V§i sy thay doi nay, khong
con cho dé tién hanh nghién ctu nita. Mot lan nita, cudc nghién ctru
cta chung t6i lai bi that bai. Chung t6i lai phdi tim ki€m mot cong ty
khac san long cho ching t6i tién hanh nghién citu vé budc Keét thiic
ban hang.

Tia sang le 16i

D6 1a khi t6i dang tim kiém mot nha bao trg cho cac cudc nghién ciru
mdi vé bude két thic va da tim thay mot trong nhitng cong ty dao tao
16n. Ho khang dinh chwong trinh dao tao vé buéc két thic cta ho da
lam tang két qua ban hang 1én hon 30%. Nghién cttu mdi that bai cta
toi cho thdy khoa dao tao vé buwdc két thac khién két qua kinh doanh
giam. Lam thé nao cong ty nay van thu duwgc thanh cong? Co phai
cong ty dé dang st dung nhitng k¥ thuat két thic hiéu qua hon nhitng
tha thuat chung t6i dang nghién cttu khong? Tuy nhién, khi nghién
cty, toi rat ngac nhién khi thay né khong c6 diéu gi khac la ca. Thyc
té, n6 st dung mot phwong phap it phic tap hon phuwong phap chiing

toi dang danh gia rat nhiéu.

Vi vay, t0i da lién hé véi cong ty nay va dé nghi ho dwa ra bang
chitng cho thay khéa dao tao vé budc két thiic cta ho da gitp tang
hon 30% doanh thu. Bang chitng cong ty nay dwa ra chi gom nhitng 1a
thv ti nhitng khach hang hai long véi dich vu cua ho. Va mot khach
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hang da n6i khéa dao tao nay da tang thém 30% két qua kinh doanh
cta ho va khong hé cé dit liéu citng nao. D6 la mot dau moi quan
trong. Nhitng khach hang hai long la nhitng doanh nghiép ban hang
quy mo nhé. Toi chot hiéu ra van dé. Moi nghién cttu cia Huthwaite
vé Két thic ban hang déu ap dung trong ban hang quy mo 16n. Liéu
c6 kha nang cac ky thuat két thic chi cé hiéu qua trong cudc ban hang

quy mo nhé con trong ban hang quy mo 16n, né sé mat hét tdc dung?

Cang nghi toi cang thay thich thd véi y twdng nay. Vé mat ly thuyét,
c6 rat nhiéu ly do dé tin diéu nay la ding. Két thic vu mua bén la
phuong phap dat ap luc 1én khach hang. Ngay nay, cac nha tam 1y hoc
hiéu 1o tdc dong cua viéc gay ap luc doi v6i quyét dinh cia khach
hang. Néu toi dé nghi ban dwa ra mot quyét dinh nho roi toi gay ap
lwe cho ban, ban thuong dong y chit khong tranh cai. Do d6, véi mot
quyét dinh nhd, viéc gay ap luwc c6 hiéu qua tich cyc. Nhung diéu nay
khong ding véi nhitng quyét dinh 16n. Véi nhitng quyét dinh 16n, moi
ngwoi thuwong tir chdi mua hang néu bi ép budc.

biéu kham phé nay nghe c6 vé to tat nhwng that sy khong phai vay.
Dba ttr 1au, nhitng nguwdi ban hang gidéi déu hiéu rang hiéu qua cta viéc
gay ap luc sé ti 1€ nghich vdi viéc dua ra quyét dinh. Nhitng nguoi
ban hang non ndét khi str dung cach két thic chon lya nhu: “Ngai
muon ching ta ng6i day hay dang kia?” sé dé thanh cong vi anh ta dé
nghi mot quyét dinh nhé nhat. Nhwng cach két thiic chon lya c6 dién
kiéu: “Cho cua to6i hay ctia anh?” thwong it thanh cong hon vi trong
hoan canh do, quyét dinh 16n hon nhiéu.

Néu gia thuyét caa toi ding thi quyét dinh cang 16n, hiéu qua cta cac
k¥ thuat két thic cang thap. Lam thé nao kiém nghiém diéu nay? Va
dén mot ngay, ching toi lai nhan dwgc mot co hoi ly twdng khac.

https://thuviensach.vn



NGHIEN CUU HE THONG CUA HANG CHUP ANH

Mot hé théng cac ctra hang chup dnh hang dau vira quyét dinh dao tao
nhan vién ban hang vé ky thuat két thic. Bay la quyét dinh gay tranh
cai va khong phai vién quan ly cap cao nao ciing tan thanh véi y
twong nay. Mot trong so nhitng nha quan 1y nay da tham du cude hoi
thdo ma toi da c6 bai phat biéu day hoai nghi vé buéc két thic. Ong ta
thudc phe phan doi cac khéa dao tao. Vi vay, ong ta bi mat yéu cau
chuing t6i thir nghiém xem khoa dao tao maGi c6 mang lai hiéu qua
khong.

Dbay la mot co hoi dé kiém nghiém nhitng nhan dinh ctia minh vé co
hdi nghién cttu thi tuyét voi dén mic t6i khong thé tw chdi 101 dé nghi
d6. Yéu t6 that sy hap dan chinh la chinh sach vé ché do lam luan
phién cho cac nhan vién ban hang. Hom nay, mot nhan vién ban hang
sé lam tai quay ban cadc mat hang gia ré nhu: phim, bang va do phu
kién. Hom sau, nhan vién nay sé chuyén t6i mot quay hang khac ban
nhitng do dat tién hon nhw: may quay phim, thiét bi hi-fi va dau
video. Nhu vay ching toi c6 thé chitng minh duwgc tam cd, quy mo
ban hang cé anh hwdng nhw thé nao dén thanh cong cua buwéc két
thic. Khi ctra hang nay dao tao nhan vién, ching toi c6 thé quan sat
anh hwéng cua khoa dao tao doi véi s6 lwgng san pham c6 gia tri thap
ho ban dugc trong ngay. Ciing v6i nhan vién do va khoa dao tao do,
ching t6i quan sat ho vao ngay tiép theo khi ho ban cac san pham dat
tién hon. Diéu d6 qua la ly twéng.

Quy m6 ban hang quyét dinh thanh c6ng ctia budce két thiic

Chung t6i str dung nhitng phuwong phap rut ra tir cac nghién cttu ban
dau dé theo doi nhan vién ban hang lam viéc truedc khi dién ra khoa

hoc. Chung toi chia ra ba phan:
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1. Thoi lwgng giao dich. Moi cude ban hang dién ra trong khoang thoi

gian bao lau?

2. SO lan két thiic. Ngwoi ban str dung hanh vi két thic bao nhiéu lan

trong mot cuoc ban hang?

3. Ty 1é thanh c6ng. Bao nhiéu phan tram céac cudc giao dich dwgc
thue hién?

Trudc hét, hay nhin nhitng két qua thu dwgc khi nhan vién ban hang
ban nhitng san pham gia tri thap (Hinh 2.4). Trudc khéa dao tao vé
buwdc két thic, thoi gian giao dich trung binh chi hon hai phut, nguai
ban hang st dung trung binh 1,3 k¥ thuat két thiic va 72% s6 giao
dich da dwoc thyce hién. Vay tac dung cuia viéc dao tao vé budc két
thuc la gi? Sau khéa hoc, thoi lwgng giao dich rat ngan, s6 lan két
thac va ti 1é thanh cong tang. Néu la 6ng chu cia mot civa hang, toi
cling sé vui swéng véi két qua nay. Thoi lwgng giao dich ngan dong
nghia v&i viéc t6i c6 thé phuc vu thém nhiéu khach hang hon hodc st
dung it nhan vién hon. Hon nita, du doanh thu ban hang tang tir 72 1én
76%, con s6 nay van chua an twgng, do chi la mot hudng giai quyét
ding dan. N6 khong chi khién cudc ban hang dién ra nhanh hon ma

con kha quan hon.

Chung t6i cling rat an twong vGi két qua nay vi day la lan dau tién
ching t6i thdy mot diéu gi do tich cuc vé nhitng ki thuat két thic.
Nhung cudc kiém nghiém nay van chwa két thic. Khoa dao tao vé
buéc Két thic ban hang c6 dem lai thanh cong cho nhitng mdt hang
gia tri 16n khong?
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Hinh 2.4: Buwéc Két thic ban hang véi hang héa gia tri thap

Ching t6i van quan sat nhitng nhan vién ban hang nay sau khéa hoc
dé. Biém khac biét duy nhat 1a gio day ho ban cac san pham dat tién.
Chung t6i thay sau khoa dao tao, thoi lwgng giao dich ngan hon va so
lwgng cac hanh vi tang nhv dw bao (Hinh 2.5). Nhung ti 1€ thanh cong
thi thé nao? Truwdc khi dao tao, 42% cac cudc ban hang ching t6i
quan sat déu ban dugc hang, thap hon nhiéu so vdi ti 1é thanh c6ng

trén cac hang hoéa c6 gia tri thap. Piéu nay khong c6 gi 1a ngac nhién.

Thong thwong, moi ngwoi khong vao mot ctra hang chi dé xem mot
cudn phim roi n6i: “T6i sé di va nghi vé n6” du diéu nay thwong xay
ra véi nhitng mén hang dat tién hon. Nhung con so vé ti 1€ thanh cong
sau khoa hoc da khién ching t6i thich tha. Ching téi nhan ra khéa
dao tao buéc két thiic tang doanh thu déi v&i nhitng mat hang cé gia
tri thap nhwng lai gidm doanh thu v6i cac mat hang c6 gia tri cao, twr
42% xudng con 33%.
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Hinh 2.5: Buéc Két thiic ban hang véi hang héa cé gid tri 16n
Hai két luan

Chung t6i phai giai thich nhitng két qua nay nhu thé nao? Phat hién
dau tién cho thay, doi véi ca mat hang c6 gia tri cao lan mat hang c6
gia tri thap, luvgng thoi gian giao dich trung binh gidm nhwng s6 lan

két thic lai tang. Vi vay, ching t6i c6 thé két luan:
Cac k¥ thuat két thiic dady nhanh céac giao dich ban hang
bang cach budc khach hang phai ra quyét dinh.

Dbay la phat hién quan trong — diém cong cho &ng dung cta nhitng ky
thuat két thic — néu cong viéc kinh doanh ctia ban la ban 1é cac mat
hang gia tri thap hodc giao ban dén titng nha cac san pham ré tién.
Néu c6 mot day dai cac khach hang dang dén lwgt minh hodc mot con
pho dai véi nhitng canh ctra ¢ hai bén dwong chi chg go thi cac cude
ban hang dién ra cang nhanh cang tot va ban c6 thé phuc vu thém
nhiéu khach hang.

Nhuwng day khong phai la van dé quan trong trong ban hang quy méo
16n. Ban thuwong muo6n cé thém thoi gian véi moi khach hang va
khong it khach hang cling mudn vay. Loi phan nan pho bién nhat la
ban khong danh du thoi gian cho khach hang. Toi chwa tirng nghe ai
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do trong ban hang quy mo6 16n néi: “Lam thé nao dé giam thoi gian
danh cho nhitng khach hang quan trong?” Tuy nhién, mot s6 cong ty
da goi dién dén doi nghién ctu Huthwaite nho tw van vé cach tang
thoi lwgng giao dich véi khach hang. Theo t0i, cach don gian la: cac
cudc ban hang nhé nén cé thoi lwong giao dich ngan; con trong cac
cudc ban hang 16n hon, thoi lvgng giao dich ngan sé dem lai nhiéu
bat loi.

K&t luan thit hai ching t6i rit ra tit nghién cttu la vé moi quan hé giira

buéc két thic va gia ca:
Cac ky thuat két thuic cé thé tang co hoi ban san pham gia tri thap

nhung lai lam gidm co hdi ban cac sén pham hay dich vu c6 gia tri

Cao.

Keét luan nay khong chi dwgc rt ra tir nghién citu ctia ching t6i ma
con tr quy luat tdm ly chung, quy luat nay cho thay ap Iuwc c6 hiéu
qua vG6i cac quyét dinh nhé nhung véi cac quyét dinh 16n thi chwa
chac. Trong nghién cttu cia ching toi, gia trung binh cho cac mat
hang gia tri cao chi la 109 do-la. D6 la s6 tién nhé so vdi quy mo
quyét dinh trung binh tai hau hét cac t6 chitc ban hang ma t6i hop tac.
Nhung néu nhitng ky thuat két thiic khong hiéu qua trong cudc ban
hang tri gia 109 do-la, ching sé khéng c6 hiéu qua vGi cac quyét dinh
1én tGi con s6 hang chuc hay hang tram nghin. Cé thé ban sé bién luan
rang, tiéu 109 do-la trong so tién cua ban than cé cam gidc 16n bang
quyét dinh trich 10.000 d6-la tir ngan sach ctia mot céng ty. Va ban
ding. Khong ai that si hiéu tam ly phitc tap cia cac mirc quyét dinh
dugce quan sat. Nhung quy tac chung van ton tai. Nhitng ky thuat két
thic, cling giong nhu bao hinh thitc gay sitc ép sé it hiéu qua hon vé6i
cac mirc quyét dinh 16n.
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KET THUC BAN HANG VA NGUY BIEN CUA KHACH HANG

Cac nghién cttu cta ching t6i chi ra rang budc Két thic ban hang sé it
hiéu qua hon khi mitc quyét dinh tang. Nhung c6 phai chi do yéu to
gia ca? Liéu con ly do nao khac khong? Nhin chung, viéc mua hang
16n déu do cac khach hang sanh soéi nhu cac dai Iy mua chuyén nghiép
hay cac giam doc diéu hanh 1du nam quyét dinh. Nhitng ngudi nay
déu da gdp rat nhiéu nhan vién ban hang moi tuan va ban than ho
cling da trdi qua cac khoéa dao tao ban hang. Liéu k¥ thuat két thic c6
thé gdy anh hwong tdi cac khach hang sanh séi khong?

Dau hiéu ban dau cho thay diéu nay la dung khi t6i hop tac véi bo
phan giao dich ctia Tap doan Dau khi Anh qudc (British
Petroleum/BP). Toi da quan sat cac khach hang cta ho va nghién cttu
trén cac khia canh khac. Mot trong nhitng khach hang lau nam cua BP
ddc biét to ra khong wa viéc st dung nhitng ki thuat két thic. Ong ta
néi: “Toi phan déi vi d6 khong phai 1a cach két thic. Ho té vé ngao
man khi cho rang t6i dan don dén do bi 16i kéo mua hang bang nhitng
tro manh khoée. Bat ct khi nao mot ky thuat két thiic dwgc ap dung
vdi toi, déu khién sy ton trong gitta ho va t6i dan mat di va pha hoai
moi quan hé kinh doanh than thiét. Nhwng t6i da c6 cach giai quyét

van deé, anh c cho xem.”

Ngay hom sau, t6i theo doi cudc ban hang va xem ngudi khach do s
dung phwong phap doéi pho cua 6ng ta nhw thé nao. Nhan vién ban
hang ditng & quay kinh doanh may ban hang ty dong va cung *ng cac
coc nhyra. Tai mot thoi diém cta cudc ban hang, anh ta da st dung
cach két thic ty thira nhan, anh ta néi: “Thwa ong P., 6ng da cong
nhan c6c nhya ctia ching t6i ré hon so véi nha cung cap c6c nhia
hién tai cua 6ng, vi vay chung ta c6 thé tién hanh giao dich dau tién
v6i 20.000 chiéc coc vao thang t6i chi?” Nguwoi khach chang néi gi,
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ong ta md& ngan kéo, cham rai 1ay ra mot chiéc hop véi cac phiéu dé
muc c@ 3x5, ong ta lwdt qua cac tdm phiéu va chon mot tam c6 tra dé
cach két thtic ty thira nhan va dit trudc mit. Ong ta néi: “Do6 1a co hoi
dau tién cua anh. T6i thwong cho moi ngwdi hai co hoi. Néu anh st
dung hon mat ky thuat két thic véi t6i thi sé chang c6 vu mua ban
nao nita.” Va ong ta cam nhitng t0 phiéu 1én va dwa cho nguwdi ban
hang. Trén mo6i tam phiéu ghi tén cia mot ky thuat két thic pho bién.
Nguoi ban hang mat tai nhot va khong st dung budce két thic niva.

Khéach hang nay c6 phai la mot ngoai 1€ khong? Phdi chang c6 mot so6
nguwoi cam thady cam ghét cac cach két thic ban hang? Toi khéng nghi
nhw vay. Hau hét cac khach hang sanh séi déu khong tan thanh cac ky
thuat két thiic. Mot lan, toi tién hanh chwong trinh phat trién kjy nang
dam phan cho cac khach hang chuyén nghiép cua ba t6 chiec 16n. T6i

dwa ra mot cau hoi Tham do y kién cho 54 ngwdi mua véi noi dung:

Néu phat hién nhan vién ban hang st dung nhitng ky thuat két thic
trong khi ban, diéu nay c6é anh hwéng gi dén viéc mua hang ctia ban
khong?

Va két qua thu duoc la:
Chac chan mua: 2
Trung lap: 18

ft kha ning mua: 34

Dbiéu nay chitng t6 nhitng ky thuat két thic khong duwgc khach hang
mua chuyén nghiép wa thich. Mot s6 cu6n sach va chuong trinh dao
tao ma t6i da doc cho rang cac khach hang sanh séi phan tng rat tich
cuwe vGi viéc st dung cac ky thuat két thic vi dé la dau hiéu cho thay

ho dang lam viéc vG@i nhitng nguoi ban hang chuyén nghiép. Khong
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c6 bang chitng nao ting ho 16i khang dinh nay. Rat it cac nghién cttu
hién nay cho thay nhitng khach hang sanh so6i phan doi gay gat vé&i
viéc st dung ky thuat két thic ban hang.

KET THUC BAN HANG VA HAI LONG SAU KHI MUA HANG

Trong Chwong 1, t6i da chi ra mot trong nhitng diém khac nhau giira
ban hang quy mo6 16n va ban hang quy mo6 nho la: ban hang quy mo
16n thudng c6 mot s6 hinh thitc duy tri quan hé véi khach hang sau
khi mua ban. Cong viéc cua ban khong chi dirng lai ¢ viéc gianh dugc
don dat hang. Vi vay, cau héi quan trong dat ra & day la cach két thic
anh hwéng nhu thé nao dén moi quan hé véi khach hang sau khi két
thiic mua ban. Bang tiéc, ching t6i chwa c6 co hdi dé kiém nghiém
diéu nay trong ban hang quy mo6 16n. Nhung ching t6i da giup mot

cong ty ban 1é nghién citu vé van dé hang hda tiéu thu.

Giam doc dao tao ban 1é cta cong ty dé da tham dv cude héi thao vé
khudn khé hanh vi do Huthwaite t6 chitc. Ong cam thdy thich thi va
mu6n hop tac v4i ching tdi trong mot s6 nghién citu. Ong ta nho toi
chon gitip mot dw an thich hgp. “Mot nghién citu vé ky thuat két thic
ban hang thi thé nao, thwa 6ng?”, t6i goi y. M4t s6 nhan vién ban
hang trong t6 chitc ctia 6ng da dugc dao tao vé nhitng ky thuat két
thic vi vay ong da quyét dinh kiém nghiém sw hai long ctia khach
hang sau vu mua ban lién quan t&i khéa dao tao cho nguwdi ban veé ky
thuat két thuc.

Trong khodng tir ba dén nam ngay sau khi vu mua ban két thic, 6ng
cung v6i nhom nhan vién ctia minh bam sat 145 khach hang va nho

ho danh gia theo thang diém 10 vé hai van de:

* Ho c6 hai long véi sdn pham da mua khong?
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 Néu thye hién mot giao dich twong tw trong twong lai, liéu ho c6
mua hang tai ctta hang do6 nita khong?

Nhu Hinh 2.6, nhitng nhan vién ban hang da qua khoa dao tao vé cach
két thiic nhan dwgc mirc d6 hai long thap hon déi vdi cd hai cau héi.
Dbiéu nay c6 nghia gi? Cach giai thich tot nhat c6 1€ 1a khi st dung
nhitng k¥ thuat két thic ban hang, nguwdi ban da ép khach hang dwa ra
quyét dinh mua. Moi nguoi thwong khong hai 1ong véi nhitng san
pham bi budc phai mua hon la nhitng san pham ho ty quyét dinh mua.
Do d6, can phai than trong khi sit dung nhitng k¥ thuat két thiic trong
cac cuoc mua ban 16n vi sy hai long cua khach hang sau cudc mua

ban la yéu t6 quan trong quyét dinh thanh céng ctia nhitng vu mua

ban trong twong lai.
matbathe | el
TRk | e
e s
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Hinh 2.6: Két thic ban hang va sy hai long cua khach hang

To6i c6 thé phé phan mot vai yéu t6 trong cudc nghién citu nay. Vi du,
n6 khong thu thap dugc bat ky dit liéu hanh vi nao trong qua trinh ban
hang thuc té. Va mot nhwge diém khac dé 1a, ctra hang dao tao cho
nhan vién ban hang tré nhiéu hon cho nhan vién ban hang c6 kinh
nghiém. Do do, khach hang sé khong hai long vdi cac giao dich do

nhitng nhan vien ban hang mai va it kinh nghiém thuc hién. Ngoai
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nhitng phé phan nay thi nghién cttu nay la mot trong nhitng nghién
cttu hiém hoi c6 gang thu thap so liéu vé moi quan hé giita dao tao
ban hang va mirc do hai long sau cugc mua ban. Hay lwu y nhitng
canh bao sau cho dén khi cé nhitng nghién citu sau hon.

TAI SAO MOT SO NHA NGHIEN CUU CHON HUONG DI
KHAC?

Két thic ban hang khéng chi dugc coi 1a mot phan quan trong ctia qua
trinh ban hang ma con la chuan myc dé6i véi nhiéu nhan vién ban
hang. Nhung nhitng két qua nghién cttu cta toi lai di nguwgce véi quan
niém dé. Khi cong bo nhitng két qua nghién ctru, t6i da gap phai rat
nhiéu phan ng tiéu cwc. M6t 1an, nhitng nha dao tao vé ban hang &
Los Angeles da rat tirc gian va budc to6i phai rdi san khau vi ho khong
thich nghién cttu toi trinh bay. Lich st chita day nhitng cau chuyén veé
cac nha nghién cttu ma nhitng y twéng ban dau cua ho khong dugc
cong nhan nhung dé khong phai la diéu khién t6i lo lang. Méi quan
tam cua toi la cé vé nhu t6i da sai con nguoi khac dung. Nhitng nhan
vién ban hang day dan kinh nghiém, nhitng nha quan ly, nhitng nha
dao tao cua ho va nhitng chuyén gia, cac tac gia cta cac cuén sach vé
ban hang déu khong phai 1a nhitng ké ngoc nghéch. Lam sao ho c6
thé danh nhiéu thoi gian va nang lwgng cho mot loat cac ky thuat két
thic khong nhitng khong duwoc sit dung ma con phan tac dung trong
cac cudc mua ban 16n? Vay budc Két thic ban hang cé tac dong tich
cuc gi?

Yéu t6 nao khién cach két thiic mang tinh ép budc?

To6i da tim ra cau tra 10i khi t6 chitc cudc hoi thao cing Roger
Harrison, c6 van quan ly tai California. Chu dé chinh trong bai phat

biéu ctia Roger la vé cac kiéu hanh vi khong hiéu qua va hé qua ctua
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ching. Roger gidi thich rang doi khi con ngwdi lam nhitng diéu khong
dem lai két qua nhung ho lai tin rang nhitng diéu ho dang lam sé
mang lai hiéu qud. Giong nhu cac nhan vién ban hang, ho ludn tin vao
cach két thic ban hang. Roger con chi ra hai ly do ma moi ngwdi van
tiép tuc cuw x theo cach khong thanh céng dé la: ho duwoc yéu cau

hodc khuyén khich st dung kiéu hanh vi kém hiéu qua nay.

Cang nghi nhiéu vé diéu nay, to6i cang dén gan cau tra 10i minh dang
tim kiém. T6i con nhd khoang thoi gian t6i say mé cach két thic ban
hang. Tr& lai thoi diém lan dau 4p dung cach két thic Chon lya cta
t6i: “Ong muén du an ndy bit dau vao thang 9 hay thang 11?” va cau
trd 10i “Chung ta sé bat dau vao thang 117, nhw vay khach hang cta
toi da thwdng cho cach st dung ky thuat két thic cua téi bang mot
don dat hang. T6i moi chao va da nhan dugc don dat hang.

Khi t6i théi nghi vé no, cac hanh vi két thiic chi 1a mot trong 116 hanh
vi trye tiép mang lai don ddt hang ma chiing t6i nghién cttu. Giong
nhw cac nhan vién ban hang khac, vi hanh vi két thic ban hang khién
toi nhan dwgce don dat hang nén toi thira nhan viéc st dung cach két
thiic sé tao ra don dat hang. To6i nhan ra cach to6i phat trién nhu cau
cta khach hang dé gianh dwoc nhitng thwong vu lam an va ky thuat
két thic khong c6 vai tro gi ¢ day. Vu lam an van sé tién trién du t6i
stt dung hay khong st dung k¥ thuat két thic.

ROt cuc, toi da hiéu tai sao cach két thic lai thu hit qua nhiéu sy quan
tam trong ban hang. Két thic ban hang la hanh vi nhan dwgc phan
thudng nhanh nhat trong tat ca cac hanh vi ban hang. Héi khach hang
mat cau hoi hay dé tim hiéu nhu cau, ban ciing chwa chac nhan dwoc
ngay don dat hang. Nhung khi st dung mot vai cach két thic ban
hang héap dan, ban sé nam bat duwgc thoi diém khach hang dwa ra
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quyét dinh — chi c6 mot vai thoi diém nhw vay — va ban sé nhan duoc

s dong y: “Duoc, t6i sé mua no.”

Do hiéu 1o van dé, t6i thay virng tam hon vé nghién cttu va cac két
luan ctia minh. Qua thyc, nghién cttu cia ching t6i da dang va phan
16n nhitng ngwoi con lai da sai. Tt nhitng nghién ctru cta ching toi,
nhitng nguwdi khac co thé rit ra két luan twong ty do 1a nhitng ky thuat
két thiic khong hiéu qua hodc gy thiét hai cho nhitng thwong vu lam
an 16n. Gio day, khi n6i chuyén v6i moi ngudi vé cach két thic, téi
khong con bi phan doi vi cac nghién cttu ctia minh nita. Nhiéu nguoi
xem t0i nhw ké thu cy'c doan cua tat ca cac ky thuat két thic giao
dich. Néu J. Douglas Edwards la cha dé cta su ti€p can thi toi dugc
coi nhu ké 4am sat n6. Nhung diéu nay that bat cong. Trong cac giao
dich c6 gia tri thap, dva trén nhitng khach hang khéng sanh séi va
khong c6 nhu cau phat trién moi quan hé khach hang, nhitng k¥ thuat
két thic ban hang c6 thé rat hiéu qué — va t6i cling khong phé phan
viéc st dung ching. Nhung néu la nhitng thwong vu lam an 16n, ban
sé phai lam viéc véi nhitng khach hang sanh séi va phai biét cach tao
va duy tri cAc m6i quan hé véi khach hang. Nhw vay cé nghia la cac
tha thuat sé lam gidm co hdi gianh dwgc nhitng thuong vu va khién

viéc kinh doanh ctia ban kém hiéu qua.
Nhwng ban van phai két thiic ban hang

Du t6i néi rang ban khong nén ap dung k¥ thuat két thiic ban hang
trong ban hang quy mo 16n vi nhitng ky thuat két thiic khong hiéu qua
thi ban cling nén doi giao dich tw két thiic. Hay chu dong két thic
giao dich dung luc.

Céac nhan vién ban hang it kinh nghiém da tién dén giai doan Pat
duwgc giao kéo nhuwng lai khong gianh dugc don dat hang khi két thic
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cudc noéi chuyén. Cudc néi chuyén thirong dién ra nhw sau:
Nguoi ban: To6i c6 thé néi thém gi vé san pham nay?

Khach hang: Khong, cam on! Toi nghi anh/chi da giai dap tat ca
nhitng thac mac cta toi.

Ngudi ban: Vay sao? Ong chic ring khong con théng tin gi toi chua
de cap dén chir a?

Khach hang: Khong, toi nghi vay.

Nguoi ban: Co 1€ t6i da quén khong giGi thiéu san pham nay c6 thé
nhan dién ap doi.

Khach hang: Vang, t6i bi tré mot cudc hop va...

Nguaoi ban: (vdi sy tuyét vong) N6 cling c6 mot cudn sach chi dan
bang tiéng Tay Ban Nha... néu 6ng can tiéng Tay Ban Nha.

Khach hang: O, toi phai di thoi.

Ngudi ban: Ong c6 chic ti da giai dap tat ca nhitng cau héi ctia 6ng
khong?

Dbiéu gi dang xdy ra & day? Nhan vién ban hang it kinh nghiém e ngai

két thic cudc tro chuyén va két qua la khach hang mat kién nhan.

Dbiéu nay thuwong xdy ra trén thure té va rat dé nhan thdy trong cac
thwong vu vé dich vu chuyén nghiép. Ching t6i da hop tac véi Ngan
hang Quéc gia dau tién ctia Chicago, noi dang st dung mo hinh cta
Huthwaite dé dao tao cac nhan vién trong cac cudc goi. David
Zehren, cong tac tai Ngan hang Quoc gia dau tién tai Chicago, nhat tri
rang cac ky thuat két thiac thwong bi lam dung trong cac giao dich vé
k¥ nghé, nhung dong thoi cling chi ra rang trong nganh ngan hang
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thuong c6 nhitng van dé doéi lap. David giai thich: “Ching t6i chua
gdp phai van dé nghiém trong nao khi sit dung nhitng k¥ thuat két
thic. Néu diéu do xay ra, toi thay can phai dwa vao hwdng di khac.
Céac khach hang trong cho vao diéu nay. Ho titc gian khi nhan nhitng

cuoc dién thoai khong cé sy chuan bi ky vé nhitng diéu sé xay ra.”

David Zehren khong phai la ngudi duy nhat bay t6 moi quan tam nay.
Chung t6i da hgp tac véi mot vai cong ty kiém toan va nhitng nhan
vién cua cling ho dong y rang: néu viéc lam dung ky thuat két thic
giao dich la m6t van dé trong cac giao dich vé von va ky nghé thi viéc
khong st dung nhitng thu thuat nay cé thé gay ra mot vai van deé trong
cac nganh cong nghiép. Khi hau hét khach hang chap nhan rang phan
quan trong nhat ctia cac vu mua ban la phat trién cac nhu cau ma
nhitng nguwdi trong linh vire dich vu chuyén nghiép chi muén cac
nhan vien cua minh dong vai tro 16n hon trong viéc gianh dugc cam
két tir khach hang.

Nhiéu ndam qua, cac khéa dao tao ban hang déu qua nhan manh dén
buéc két thiic. Nhung khong cong bang va sé 1a di qua xa néu cho

rang ching ta khong nén két thic cac cudc mua ban.

C6 mot bang chirng xac thuc chitng minh rang sé that nguy hiém néu
khong c6 budc Két thiic ban hang. Chung t6i da thyc hién mot vai
nghién cttu v4i Bob Boyles, nhan vién ctia American Airlines dé xem
liéu viéc thiéu budc két thic c6 kém hiéu qua hon viéc sit dung buéc
két thiic qua thuong xuyén khong. Boyles va cac dong nghiép dang
thtt nghiém mot s6 k¥ thudt phan tich hanh vi ¢ng x trong nganh
hang khong My dé giam sat cac ky nang cta cac dai ly ban vé va dich

vu bay.
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Ti 1é thanh cong trong cac vu mua ban khong st dung budc két thic
cling chi la 22%, so vai ti 1é thanh cong 61% ctia cac cudc goi st
dung k¥ thuat két thiic (Hinh 2.7). Tuy nhién, can chu y rang, nhitng
vu mua ban it thanh c6ng nhat chinh la nhitng vu mua bén stt dung
nhiéu hon hai ky thuat két thic ban hang vdi ti 16 thanh cong duéi
20%. Vi vay, nhitng vu mua ban khong c6 két thic chac chan khong

mang lai hiéu qua.
Chung ta di twr dau?

Nghién cttu ctia American Airlines gom nhitng giao dich twong doi
nho. Toi khong chac ching ta sé tim dwgc nhitng két qua giong nhau
trong mot nghién ctitu mang tinh chét so sanh ctia nhitng vu mua ban
16n nhung chac chan nghién cttu nay sé ndy sinh ra mét van dé quan
trong. Nguoi ban hang van phai dat dugc mot s6 giao kéo vai khach
hang trong vu mua ban dé nhan dugc don dat hang. Nhung lam thé
nao dé cé duwgc cam két cua khach hang ma khong anh hwéng dén
thanh qua khi str dung nhitng k¥ thuat két thic giao dich?

BD &
LU
*cudc bim hing &
thanh céng

e
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Hinh 2.7: S6 lan két thidc ty 1€ nghich v6i s6 lan thanh cong
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Cho dén gio moi diéu toi viét trong chiwong nay déu la lam thé nao dé
khong dat dwoc cam két cia khach hang. Nhitng k¥ thuat két thic
truyén thong khong cé hiéu qua hodc gay anh huwéng tiéu cuc khi:

* Giao dich 16n gom nhitng mat hang cé gia tri cao.
* Nhitng khach hang sanh soéi, nhitng nguoi mua c6 kinh nghiém.
* Gilt moi quan hé sau giao dich véi khach hang.

Nhitng diéu t6i néi déu cho thay nhitng k¥ thudt két thic khong phai
la cach t6t nhat dé dat dugc giao kéo vdi khach hang trong mot
thwong vu 16n. Vay ban nén lam diéu gi? Khong lam gi cling khong

c6 hiéu qua va mot giao dich khong thé dé tw no6 két thc.
PDAT PUQC GIAO KEO THICH HOP

Dbé két thuc thanh cong, dau tién can dat ra nhitng muc tiéu dung.
biém khdi dau dé dat dugce giao keéo la phai biét ban can mitc cam két
nao tir phia khach hang dé c6 mét cudc ban hang thanh cong. Néu
cudn sach nay néi vé nhitng cudc ban hang don gian thi khong can
phai giai thich nhiéu vé y nghia ctia thanh cong hay ban khoan vé
dinh nghia chi tiét cia n6. Trong mot cudc ban hang don gian, mét
cam két thanh cong chinh la don dat hang — néu khong gianh dwoc
don dat hang, ban da that bai.

Vi vay, budc két thic trong ban hang don gidn la mot trong hai két
qua — mot la Bon dat hang, titc 1a ban phai c6 mot giao dich, hoac
Khoéng ban duwoc hang, titc 1a khach hang sé tir choi 10i dé nghi.
Nhung khi cugc ban hang tré nén 16n hon, thi no6 lai cang phtrc tap.
Trong cac cudc ban hang 16n, két qua ctia cudc ban hang khéng don
gian chi la Bon dat hang hodac Khong ban duwgc hang. T6i da néi rang
t0i c6 mot nguoi ban lam trong nganh hang khong, anh ta da tirng lam
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ba nam ma khong cé lay mét don dat hang. Lic do, anh ta khong
nhan dugc bat ky 16i tir choi hoan toan nao, vi vay khong thé goi do la
Khoéng ban duwgc hang. Tat cé cac giao dich ctia anh ta déu chung
chung. Tién do ban hang chdm nhwng anh ta dang dan dat dwgc muc

tiéu cudi cung — don dat hang trong vai nam tdi.

Vi nhitng chuyén gia ban hang, chi c6 dudi 10% cac cugc ban hang
dan t¢i Bon dat hang hodc Khong ban dugc hang. Trong ban hang
quy mo 16én, that khé danh gia xem mdt cudc ban hang cé két thiic
thanh cong hay khong. Gia s, ban dang ban cho t6i mot goéi phan
meém vi tinh ho trg cho viéc kiém ké danh gia. Vao cudi cudc mua
ban, t6i ndi: “Hé thong kiém ké cta anh la céi ching t6i can. Nhung
toi khong thé ty y dua ra quyét dinh quan trong nhw vay vi thé anh
hay quay lai vao tuan t&i va néi chuyén vdi ngwoi quan ly hé thong
nay.” RO rang, vu mua ban cua ban da thu dwgc mot diéu gi do, du né
chwa phai 1a Bon dat hang hay Khong ban dwgc hang. N6 nam dau do
¢ gitta. Nhung vi né mang dén mot cudc hen khac nén cé thé n6i cudc
ban hang da két thiic thanh cong.

Nhung cé phai moi hita hen déu la thanh cong khong? Gia stt, sau khi
ban gidi thich vé lgi ich cta hé thong kiém ké, t6i n6i: “T6i khong
chac. C6 1é ching ta c6 thé thao luan vé né vao mot thoi diém khac.
Tai sao anh khong goi cho t6i trong vai thang nita dé hen mot cudc
gdp khac?” T6i dong y gdp ban trong thoi gian tdi chi dé tong khiy
ban di. Khi ban goi vao thang tGi, ban sé khong gap dugc toi va sé
khong cé cudc hen nao ca. Loi dong y hen gap khong phadi 1a thuéc

do chuan xac veé viéc ban da két thic thanh cong hay chwa.

Dbinh nghia Két thic thanh cong trong ban hang quy mo 16n
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Vay thanh cong cta budc két thic la gi? Két qua hay hau qua nao cho
phép chung ta ndi cudoc ban hang nay thanh cong trong khi cac cudc
ban hang khac that bai? Trong nghién cttu ban dau tai Huthwaite,
ching t6i da kha rut re khi thé hién quan diém. Ching t6i cho rang
mot cudc ban hang thanh cong néu né dat dwge nhitng muc tiéu deé ra.
Nhung t6i sém nhan ra rang kha nang dang kinh ngac ciia con nguwoi
khi hgp ly héa nhitng su viéc khong mong mudn sé khién dinh nghia

khong con gia tri.

T6i da di cung nguoi dai dién ban hang ¢ thanh pho New York.
Chung t6i da that bai khi lam viéc v&i mot khach hang va budc phai
roi khoi do. Sau khi tran tinh lai sau cudc thit nghiém nay, toi dién
day du chi tiét cudc ban hang vao mau nghién citu ctia minh. Dé tra
16i cho cau hoi: “Cudc ban hang da dat dwgc muc tiéu ctia né chwa?”

To6i viét: “Chwa.” Diéu nay khién ngudi dai dién ban hang rat boi roi.

Anh ta qua quyét: “Toi chac chan da dat dwgc muc tiéu cua minh.
Trong cudc ban hang, t6i quyét dinh khong lam an véi khach hang
nay vi toi nhan ra ong ta c6 vé khong tiém nang. Do khong mudén néi
thang diéu do, toi da lam cho 6ng ta titc dién 1én va dudi ching ta di.
Bang cach nay, t6i c6 thé két thiic cudc mua ban ma khong phai giai
thich gi.”

Trong cac nghién cttu tredc day, chung toi cling da chitng kién nhiéu
nhan vién ban hang phan &ng theo cach nay va néi véi ching t6i rang
moi chuyén xay ra trong cudc ban hang chinh xac la nhitng diéu ho da
1ap san ké hoach. Sau dé, that dé dang dé bién bach cac muc tiéu ban
hang sao cho phu hgp vGi nhitng sy viéc da xdy ra. R0 rang, chung ta
can mot tiéu chuan vé thanh céng ctia budc két thic ro hon la mot cau

hoi don gian: “Cudc ban hang da dat dvgc muc tiéu cta n6 chwa?”
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Thir nghiém tiép theo cta ching t6i kha quan hon mot chit. Ching
toi dé nghi nhan vién ban hang dwa tredc cho minh cac muc tiéu. Sau
dd, ching toi quyét dinh cudc ban hang do6 c6 thanh cong trong viéc
dat muc tiéu dugc dé ra hay khong. Bang cach nay, ching t6i tranh
duwoc viéc cac nhan vién ban hang hgp 1y héa cac cudc néi chuyén
that bai cua ho. Nhung dé chwa phai 1a bién phap hoan hao. T6i nhé
c6 nguoi da néi rang muc tiéu trong cudc giao dich cta co dy la tim
hiéu co cau t6 chitc ctia khach hang”. M@ dau cudc giao dich, bat ngo
khach hang hé 16 vé két qua danh gia cong ty anh ta dang thwc hién va
anh ta quyét dinh thyc hién mot giao dich 16n véi nguwdi ban hang.
Sau mot gio, moi thu tuc gidy td da hoan thanh véi giao dich tri gia
35.000 dod-la, va co dy khong tim hiéu dugce diéu gi vé co cdu to chirc.
Nhung khé ma néi giao dich dé da két thic khong hiéu qua vi muc
tiéu ban dau chwa thue hién dugec.

Chung t6i can mot phwong phap t6t hon dé danh gia thanh cong cta
cach két thuc giao dich.

Phuwong phap cudi cung ching t6i chon lwa gom viéc chia cac két qua

c6 thé cé ctia vu mua ban thanh bon phan nhw sau (Hinh 2.8):
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Hinh 2.8: Két qua cudc bdn hang va giao dich thanh céng
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* Dat hang

Khi nao khach hang dwa ra mot 10i hita chac chan sé mua hang. “T6i
chac chan dén 99,9% sé mua hang” khong phai la mot don dat hang
ma nhiéu thé hé cac nha quan ly ban hang da chi ra cho cac nhan vién

mai va it kinh nghiém.

Dbé quyét dinh mua hang, khach hang phai thdy dugc do tin cay cua
giao dich, thwong do 1a viéc ky két trén gidy to. Nhitng giao dich dem
lai don dat hang thuwong it hon trong cadc vu mua ban 16n. Vi vay rat
hiém khi ban c6 thé két thiic giao dich ma nhan dwgc don dat hang.

 Dat hang so bo

Ngay trong hay sau cudc ban hang, sy viéc chuyén giao dich thanh
quyét dinh. Bat hang so bo dién hinh gom:

» Bong y cua khach hang trong viéc quan tam t&i chitng minh ngoai

A

le.

» MOt su 10 rang sé gitp ban ditng tredc mat ngwoi dwa ra quyét dinh

cudi cung.
» Mot théa thuan vé thit nghiém hodc kiém tra san pham ctia ban.

Tat ca nhitng diéu nay cho thdy sy nhat tri v6i khach hang dang
chuyén giao dich thanh quyét dinh cudi cung. Bt hang so bd c6
nhiéu hinh thitc nhwng khéng nhiéu loai vi ching chi 1a mot hanh
dong ma giao dich hwdng t6i. Trong nhitng cudc ban hang 16n, hau
hét cac muc tiéu ctia budce két thic thuong la dat duwge mot don dat
hang so bo. Két thiic thanh cong trong vu mua ban 16n bat dau bang
viéc hiéu hinh thitc dat hang so bd nao ban c6 thé dat duwgc tir cudc
ban hang.
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* Giao dich tiép theo

Giao dich van tiép tuc nhwng khong c6 hanh dong cu thé nao dwoc
dwa ra. Nhitng cudc néi chuyén nay khong mang lai sy nhat tri dong
tinh hay mot 10i tv chdi “Khong mua” tw phia khach hang. Dwdi day
la mot vai dan chitng ma khi két thic giao dich khach hang van
thuwong noi:

« Cam on vi da dén. Nhung tai sao ban khong gap lai chung t6i vao
tuan tdi khi ban @ d6 nhi?

» Mot 10i gidi thiéu hay! Chung t6i that sy an twgng vé né. Ching ta

sé gap lai vao mot lic nao do nhé.
* Néu can tht? gi, ching t6i sé muon xem va cham vao né.

Khéng mot tredng hop nao cho thdy nguwdi mua dwa ra mot quyét
dinh ro rang, vi vay khong c6 dau hiéu cu thé nao chi ra giao dich
dang dugc thyc hién. Trong cac nghién cttu ctua ching toi, cac cudc
chao hang dwoc xép vao muc Giao dich tiép theo cho két qua khong
thanh cong. Rét cuc, c6 vé nhw mot cudc ban hang sé két thiic khong
thanh cong néu khach hang n6i nhitng diéu nhw: “Ching toi rat &n
twong” hay “Day la bai gidi thiéu rat hay.” Rat nhiéu lan toi thay
khach hang dwa ra nhitng 16i néi lac quan, tich cuc vao cudi cudc giao
dich nhuw mét cach lich thiép tir chdi nhan vién ban hang. Trong cac
nghién citu, t6i muén thanh cong cia viéc ti€p can phai dwge danh gia
qua cac hanh dong chit khong phai la nhitng 10i n6i suong va hoa my.
Do 1a ly do chung toi phan loai Dat hang so bg 1a thanh cong con cac
Giao dich tiép theo la khong thanh c6ng. Mot cudc giao dich c6 thanh
cong trong viéc ti€p can hay khong nén dwgc danh gia qua cac hanh

dong cua khach hang chit khong phai qua 10i néi cta ho.
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» Khong ban dugc hang

Khi ndo khach hang thing thitng tir chdi mot théa thuan. O mic dd
cao, khi khach hang khong mu6n mua hang thi sé khong cé bat ky
giao dich ndo nita. O mitc do thap hon, s& khong c6 mot giao dich nao
nita néu khach hang khéng dong y hen gap trong thoi gian tdi hoac tir
chéi yéu cau cua ban vé viéc gap ngudi cé chitc vu cao hon trong van
deé tai chinh. Mt cudc kiém nghiém vé giao dich khong thanh cong
cho thdy khach hang thang thirng tir ch6i muc tiéu cha yéu trong vu
mua ban cta ban. Nhitng giao dich khong dem lai don ddt hang la
nhitng giao dich khéng thanh cong (that bai).

Tai sao lai quan trong hoa vé cac két qua khac nhau ctia mot cudc
giao dich? Mot nguodi da ting chi trich: “Chi c6 nhitng nha nghién
cttu mdi that sy quan tam dén viéc dinh r6 két qua cua cac vu mua
ban. Khong c6 diéu gi hitu ich ho trg nhan vién ban hang trong viéc
két thic thanh cong dé tao ra nhiéu giao dich hon.” Trai lai, nghién
cttu cua ching to6i vé nhitng chuyén gia ban hang hang dau da chi ra
rang ho hiéu sau sac veé sy khac biét cta cac két qua va ho van dung
su hiéu biét nay dé két thiic hiéu qua hon trong cac giao dich chuyén
tir “giao dich ti€p theo” sang dat hang so bo. Hon nita, khi hiéu r6 loai
“dat hang so bo” yéu cau nhitng gi dé c6 dugce giao dich thanh cong,
nhitng chuyén gia ban hang hang dau sé dat ra muc tiéu tiép can thyc
té dé tién tGi nhitng thwong vu 16n.

To6i sé lam sang t6 diéu nay bang viéc dwa ra hai dan chitng trai ngugc
vé cung cach ban hang ctia hai nhan vién ban hang. Pau tién la vi du
vé John C., mot ngwoi it kinh nghiém va md&i chi hoc mot nam vé ban
hang. Trong doan phong van dudi day, hdy xem anh ta c6 hiéu ro s

khac nhau giira loai dat hang so bo va giao dich tiép theo khong va
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viéc do c6 lién quan dén thanh cong trong viéc két thic giao dich
khong:

Phong vien: Nhitng muc tiéu cua anh trong giao dich nay la gi?
John C.: O,.... dé gdy an tugng t6t cho khach hang.
Phéng vién: ”Mot an twgng tot” thoi sao?

John C.: Bung vay, dé khién khach hang tin twdng tuyét doi vao

chung ta.

Phéng vién: Con muc tiéu nao khac nita khong?
John C.: Thu thap dit liéu.

Phong vien: Dit lieu? Do la loai dit liéu nao?

John C.: B6 la nhitng co s thyce té rat hitu ich nhw thong tin vé dich
vu nay. Do chi la nhitng thong tin chung.

Phéng vién: Anh c6 nhan thdy ci chi khéac biét nao tir khach hang
khong?

John C.: Khong. D6 ciing chi 1a cach xay dung mo6i quan hé va tim

kiém thong tin ma thoi.

Phong vién: Theo anh, giao dich do6 c6 thanh cong khong?
John C.: Rat thanh cong, t6i nghi vay.

Phong vien: Tai sao anh lai néi vay.

John C.: Chang han, khach hang néi ho rat an twgng vdi bai trinh bay

cua toi.
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Phéng vién: Khach hang dwa ra bat ké sy dong tinh nao thi cling duoc

coi la két qua cta cudc ndi chuyén sao?

John C.: O,... khong. Nhung tdi nghi ho thich thd véi bai trinh bay

cua toi.
Phéng vién: Vay thi diéu gi sé xdy ra vdi khach hang nay?

John C.: Chuing t6i sé gap lai nhau trong hai thang nita dé di dén mot
diéu gi do6 xa hon.

Phéng vién: Nhung quay trd lai giao dich vira r6i, khach hang da
khong dong y sé thwe hién giao dich.

John C.: Khong, nhwng t6i chac giao dich nay da tao ra mot méi quan
hé tot. B6 1a ly do t6i nghi n6 thanh cong.

Phén tng cua John C. la phan tng dién hinh ctia nhitng nhan vién ban
hang thiéu kinh nghiém. Anh ta nghi minh da két thic giao dich thanh
cong vai khach hang chi vi da nhan dwoc vai thai do cw xt tich cyc tw
phia khach hang. Nhung, quay lai vGi dinh nghia cua chting t6i vé
nhitng két qua ctia cudc mua ban, giao dich ctia anh ta sé tao ra mot
“giao dich tiép theo”. Khong c6 dau hiéu nao tir khach hang cho thay
sé thure hién giao dich. Gidng nhw nhiéu nhan vién ban hang mdi, muc
tiéu trong giao dich ctia John — thu thap dir liéu va xay dwng mdi quan
hé — khong truc tiép gbp phan dem lai mot “don dat hang so bd”. Sau
khi xem xét truong hgp cua John, quan ly caa anh ta da néi: “Anh co
biét van dé ctia John la gi khong? Anh ta két thic giao dich qua toi.
To6i hy vong ai do sé day cho anh ta mot vai ky thuat két thiic giao
dich hay.” Van dé cta John la anh ta khong biét thé nao la “dat hang
so bg” va anh ta khong tim kiém n6 nén John khong c6 gi dé két thiic

giao dich v&i khach hang trong cudc néi chuyén. Van dé cta anh ta
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chinh la mét trong nhitng muc tiéu cta giao dich, sé khong co6 ky
thuat két thic nao c6 thé gitip John thanh cong cho téi khi anh ta hiéu
rd hon vé sy khac nhau gitta “giao dich tiép theo” va “dat hang so
bo”.

Trai lai, hdy nghe Fred. F — mot trong nhitng nhan vién ban hang wu

tl cia cong ty néi vé phwong phap ti€p can ctia minh:
Phong vien: Nhitng muc tiéu trong cudc giao dich cua anh la gi?

Fred F.: T6i mudn nhan dwgc mot vai dong thai tir phia khach hang vi
toi biét minh phai dwong dau véi ap lue canh tranh va t6i khong muon

c6 dai moc day dwdi chan.
Phong vién: Bong thai?

Fred F.: Bung vay. Néu tao ra mot giao dich cé gia tri, ban sé nhan
dwgc mot so6 thit — theo cach nao dé sé tang doanh thu. Néu khong,
ban dang lang phi thai gian caa ban va khach hang.

Phéng vién: Anh cé thé 1dy vi du cho mot muc tiéu trong cudc giao
dich dé thay dwoc ”dong thai” nay khong?

Fred F.: Chac chan roi. Trong tredng hop nay diéu t6i mudn chinh la
khién nguwoi ki su co tay nghé cua ho phai dén xwdng may tham gia
thao luan cung nhan vién ky thuat cua chung toi. Nhu vay giao dich
da tién thém mdt budc cling c6 nghia 1a trong khi anh ta dang néi
chuyén vdi chung t6i, anh ta khong con thoi gian danh cho nhitng

cong ty doi tha ctaa chiing toi.
Phong vien: B4 co phai la giao dich thanh cong khong?
Fred F.: C6 hodc khong. Toi da khong moi dugce vién ki su tai gioi do

vi mot s6 1y do. Vi vay, theo mét nghia nao dé, t6i da that bai. Nhung
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trong cudc giao dich toi da thady cé co hoi dé tién trién theo hwdéng
khac. Khach hang noi rang ho vira méi nghi dén viéc xay dung mot
nha may mdi tai Jersey. Ho dang thanh lap doi dy an dé 1ap cac thong
sO k¥ thuat va lya chon nha cung cap. Vi vay, t6i da dé nghi anh ta goi

cho k¥ su thuy luwc hoc ctia doi du an va 1én lich hen giup toi.
Phong vien: Anh ta da lam vay?

Fred F.: Vang, chung t0i sé gdp nhau vao ngay 23.

Phéng vién: Va do la mot sy tién trién?

Fred F.: Tat nhién. Diéu nay dat toi trd vé vi tri ban dau. Vao ngay 23,
toi sé khién vién ky su thay lwc ctia ho phai coi chiing t6i la mot nha

cung cap bom va o6ng dan chuyén nghiép.

Nhan xét xem nhitng muc tiéu cta Fred F. nhu thé nao dé cé duoc
mot dong thai, hodc dat hang so bo va anh ta danh gia thé nao vé
thanh cong cua giao dich theo nhitng dong thai n6 tao ra. Po6 la mot
danh gia dinh hudng theo dong thai dac ta nhitng nhan vién ban hang
thanh cong ma ching t6i da nghién cttu. Ho muon dat dugc dat hang
so bo chit khong phai 1a cac giao dich tiép theo. Ho hiéu diéu gi cau
thanh mgt don dat hang so bd trén thuc té, diéu gi cho phép ho biét
minh dang dung cach két thiic ban hang trong cudc giao dich. Nhitng
ngwoi chi nham dén muc tiéu “dat hang so bo” chir khong phai la
“giao dich tiép theo” thwong duwgc nhitng ngwoi quan ly dac ta la
“ngwoi tiép can gidi”. Thuc té, thanh cong cta ho la tir viéc ho dat ra
nhitng muc tiéu cho cac giao dich nhw thé nao hon la tr viéc ho két
thuic ra sao. Fred F. rat dugc coi trong bdi anh ta 1a mot nhan vién tiép
can hiéu qua, nhung trong nhitng cudc giao dich ctia minh anh ta it
khi st dung k¥ thuat két thic.
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Cac giam doc ban hang thwong yéu cau toi duwa ra 16i khuyén ho nén
dao tao nhan vién thé nao dé két thiic giao dich thanh cong hon trong
nhitng thwong vu 16n. Loi khuyén don gidn va hiéu qua nhat chinh la:
day cho nhan vién cta ban vé sy khac biét gitta “cac giao dich ké
ti€p” va “dat hang so bd”, cho ho thay khong nén dat ra nhitng muc

tiéu trong giao dich chi la “cac giao dich tiép theo”.
bdt muc tiéu cho cudc ban hang

Bi quyét dé két thuic giao dich tot trong vu mua ban cha yéu la lién
tuc chat van vé muc tiéu cta ban. Ping bao gio dé muc tiéu chi la
“thu thap thong tin” hay “xay dung moi quan hé”. Pay la nhitng muc
tiéu quan trong nhung moi cudc giao dich déu tao co hoi dé thu thap
thong tin va cai thién moi quan hé. Van dé ¢ cho nhitng muc tiéu nhw
vay van chua da. Ching sé dan dén “cac giao dich tiép theo” chi
khong phai la “dat hang so bo”. Ching c6 thé khién giao dich ctia ban

két thiic néu muc tiéu cua ban sai lam.

Trong ké hoach dv kién cho giao dich ctia ban lu6én phéi gom nhirng
muc tiéu nhan dwgc nhitng hanh dong cu thé tir khach hang nhw
“khién khach hang dwa ra mot biéu hién nao d6”; “cé mdét cudc hen
v&i sép cua anh ta” hay “nhan dugc 16i gidi thiéu dén ban 1ap ké
hoach”. Bang cach nay, ban dang dat ra ké hoach nhw nhitng nhan
vién ban hang gidi trong nghién citu cta ching t6i. Ban sé tim kiém
“don dat hang so bo” chit khong phai la “cac giao dich tiép theo”.

DAT DUQC GIAO KEO: BON bONG THAI THANH CONG

Nhung ngoai viéc dat cac muc tiéu cho cudc ban hang ctia minh, ban
phai gianh duwgc sy chdp thuan va cam két tir khach hang. Theo cac
nghién cttu cia Huthwaite vé thanh c6ng trong ban hang quy mo6 16n,
nhitng nhan vién ban hang hiéu qua st dung nhitng cach dat dugc
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giao kéo don gian va dé hiéu hon. Chung t6i thay c6 bon dong thai rd
rang ma cac nhan vién ban hang thanh céng thwong sir dung dé gianh
dwgc cam két tir khach hang:

1. Cha y dén giai doan Tham do va Chitng minh kha nang. Nhitng
nhan vién ban hang thanh céng danh sy quan tdm hang dau cho giai
doan Tham do va Chitng minh kha nang. Pac biét, ho danh nhiéu thoi
gian hon cho giai doan Tham do cua cugc ban hang (Hinh 2.9).
Nhitng nhan vién ban hang it thanh cong thwong voi va vdi giai doan
Tham do; két qua la ho khong lam tot cong viéc xac dinh va dap tng

nhu cau ctia khach hang.
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Hinh 2.9: Bén budc cua cudc ban hang

Ban sé khong dat dugc giao keo néu khach hang khong thay ré nhu
cau vé san pham ban dang ban. Nhitng nhan vién ban hang hiéu qua
nhat ching t6i da quan sat 1a nhitng ngwdi lam rat t6t viéc xac dinh
nhu cau khach hang trong su6t giai doan Tham do. Két qua cta nhitng
cau hoi ho dwa ra la cac khach hang ctia ho dan nhan ra ho c6 nhu cau
mua khan thiét. Va ban khong phdi dung dén cac ky thuat két thac véi
cac khach hang muén mua hang. Vi vay, chién lwgc thanh cong dau
tién dé dat dugc giao keo la tap trung sy chid y cia ban vao giai doan
Tham do cta cudc ban hang. Néu c6 thé thuyét phuc cac khach hang
rang ho can nhitng san pham ban ban thi ho chinh la ngudi sé két thiic
giao dich.
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2. Kiém tra xem nhitng méi quan tam cha chét cé dwgc dé cap dén.
Trong cac cudc ban hang quy mo 16n, ca san pham lan nhu cau cta
khach hang déu kha phitc tap. Do do, tai thoi diém gan dat duwgc giao
keo, khach hang c6 thé boi réi hay hé nghi vé nhiéu Iinh vye. Cac
nhan vién ban hang kém coi ct di tiép va két thiic giao dich ma 1o di
kha nang rang khach hang cia ho van con nhitng cau hoi chwra dugc
giai dap. Pay chinh la phuwong phap ban hang ho van dwgc day. Hau
hét cac chrong trinh dao tao ban hang thuwong khuyén ban nén st
dung cach két thic nhw phwong tién dé chi ra nhitng ho nghi va nhitng
cau hoi chwa giai dap, nhung nhitng nguwoi ban hang gioi khong lam
nhu vay. Nhitng nhan vien ban hang gioi ngoai viec dat dugc giao keo
con phdi dua ra sang kién va hoi xem liéu khach hang cé con bat ky

van dé hay lo ngai nao can giai dap khong.

Theo quan sat ctia ching toi, mot si ho nghi hay quan ngai trong
phan &ng vai k¥ thuat két thic thwong gay ra sy twong phan. Mot vi

du ngan dudi day sé minh hoa cho diéu nay:

Nguwdoi ban: (St dung cach két thic Ty thtra nhan)... T6i sé sap xép

mot doi ngli nhan vién ky thuat cta ching t6i dén day vao tuan tdi.

Khach hang: (Van chua c6 sw quan tam) Dgi chiit nao, t6i khong chac

minh da san sang don tiép doan bén ban hay chwa.
Nguwdi ban: (St dung cach két thic Chon lwa) Vay tuan sau dé nhé.

Khach hang: (Cam thay bi ap lwc) Nao tir tir da. Anh van chwa giai

thich xem sy dan xép nay la thé nao. Anh dang giau diéu gi vay?

Bang cach st dung céac k¥ thuat két thic ban hang, nguwoi ban hang
that sy phoi bay hét nhitng méi quan tdm ctia khach hang. Nhung c6
can thiét phai lam theo cach do6i khang nhw vay khong?
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Mot nhan vién ban hang thanh cong sé xem tat ca cac moi quan tam
chu chét c6 dwoce dé cap dén trude khi co gang két thiic vu mua ban
khong. Vi du:

Nguoi ban: (kiém tra cAc m6i quan tam chu yéu da bi gidu di) Thwa
ong Brown, t6i nghi minh da néi tat cd moi diéu r6i. Nhung trude khi

tién xa hon, ong con diéu gi thac mac khong?

Khach hang: A, anh van chua dé cap dén cac diéu khoan trong hop
dong.

Nguwoi ban: Vay bay gio cho phép t6i ndi vé diéu nay. Cach thitc hoat

dong cua no la...

Trong vi du nay, mdi quan tdm cua khach hang dugc dwa ra nho sy
cha dong tr phia nhan vién ban hang. Thay vi si phan khang tw
khach hang, n6 da tré thanh mot cau hoi don gian.

3. Tong két nhitng 1gi ich. Trong ban hang quy mé 16n, cudc doi thoai
c6 thé mat dén vai gio dong ho va dé cap dén hang loat chu dé. Co thé
khach hang khong cé duwgc mot birc tranh rd nét vé nhitng diéu dang
thao luan. Nhan vién ban hang thanh cong phai biét xau chuobi cac sy
viéc bang cach tong két nhitng van dé chinh ctia cudc thao luan truéc
khi dwa ra 10i cam két. Trong cac cudc ban hang nhé, viéc tong két la
khong can thiét nhung trong mot cudc ban hang 16n hon, do la mét
phwong phép hitu ich dé tém lai nhitng van dé cha chot trwede khi
quyét dinh. Vi vay, hdy tom tat lai cac van dé chinh — dac biét la
nhitng lgi ich.

4. bé xudt mot cam két. Nhiéu cudn sach vé ban hang chi ra phwong
thite két thic ban hang don gidn nhat la yéu cau don dat hang. Do do,
cum ttr “yéu cau don dat hang” 1a cum ttr thwong thay trong cac khoa
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dao tao ban hang. Nhung theo nghién cttu caa ching t6i, “yéu cau”
khong phai la diéu cac nhan vién ban hang thanh cong van lam. Trong
cac giai doan khac cta cudc ban hang, viéc yéu cau cac hanh vi hiéu
qua hon viéc duwa ra hanh vi. Tuy nhién, tai thoi diém cam két, nhitng
nhan vién ban hang thanh cong thuwong khong yéu cau — ma ho chi
bay t6. Phwong phép tw nhién va hiéu qua nhat dé dem lai mot cudc
ban hang thanh cong la ggi y budc thich hop tiép theo cho khach
hang. Vi du:

Ngudi ban: (Kiém tra mo6i quan tdm cha chot) Con diéu gi chiing ta

can ra soat lai khong?
Khéch hang: Khong, t6i nghi chiing ta da thao ludn moi thit roi.

Nguwoi ban: (Tong két nhitng 1gi ich) vang, ching ta da thay hé thong
md&i day nhanh qua trinh dat hang cta anh nhw thé nao va né st dung
don gian hon nhiéu so v&i hé thong hién tai cia ban nhw thé nao.
Chung ta cting néi dén phwong phéap cé thé gitp anh kiém soat cac chi
phi. Hién tai, hinh nhw c6 mot vai 1gi ich rat an twong twr sy thay doéi
nay, dac biét, hé thong mdi sé loai bé nhitng van dé vé do tin cay
dang khién anh lo lang.

Khéach hang: Buing vay, chiing t6i sé thu dugc nhiéu 1gi ich khi thay
doi.

Ngudoi ban: (Dé xuat mot cam két) Vay theo thién y cua t6i, budc tiép
theo, anh va nhan vién ké todn nén dén va xem hoat dong ctia mot
trong nhitng hé thong nay ctia ching toi.

Lam thé nao dé biét nén dé xuat cam két nao? That don gian, c6 hai
ddc diém cua 10i cam két ma nhan vién ban hang thanh céng da dwa

ra:
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1. Cam két day nhanh giao dich. Két qua ctia cam két nay la cudc ban

hang sé tién hanh theo mot cach nao do.

2. Loi cam két duwoc dwa ra 1a 10i cam két c6 tinh thuc tién cao nhat
ma khach hang cé thé lam. Nhitng nhan vién ban hang gidi khong bao
gio day khach hang vugt qua nhitng giGi han c6 thé dat duoc.

L&i cudi cung vé budc Két thic ban hang t6i muén g t6i mot nguoi
ban cii dong thoi la dong nghiép cua toi, nha tw van Thuy Dién Hans
Stennek. Khi nghién cttu ctia con tdi gay ra tranh cai va bi hau hét cac
nhan vién ban hang tr choi, chinh anh la ngudi ludén ung ho, dong
vién t6i. Hans n6i:“T6i khong bao gid 1a tin do ctia bwdc Két thiic ban
hang, vi muc tiéu cda t6i khong chi la két thiic ban hang ma con la mé&

rong moi quan hé.”
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3. Nhu Cau Cua Khach
Hang Trong Ban Hang Quy Mo
Lon

Trong Chuong 2, toi da chi ra thanh cong trong giai doan Pat dugc
giao keo cua cudc ban hang phu thudc vao viéc cac giai doan tredc do
duwgc x 1y tot nhw thé nao. Theo cac nghién cttu tai Huthwaite, giai
doan tac dong manh nhat tGi thanh céng ctia cudc ban hang la giai
doan Tham do (Hinh 3.1).

Trong cac nghién cttu, ching t6i nhan thay nhitng ngwoi dat hiéu qua
¢ giai doan Tham do chac chan sé trd thanh nhitng ngwoi ban hang
gidi. Nhitng k§ nang Tham do ngheo nan khién ngwoi ban cé vé yéu
thé hon trong cac giai doan tiép theo ctia cudc ban hang. Rat nhiéu
lan, ching t6i thdy cac nha quan ly m6 td nhan vién cia minh la
“nhitng nguoi co6 ky thuat két thic kém”. Nhung thuc ra, do la do ho
chwa c6 ky nang Tham do.

Hinh 3.1: Giai doan Tham do: Bdt cdu héi va thu thap dir liéu vé

khdch hang, c6ng viéc kinh doanh va nhu cau ctia ho

Chung t6i it quan tdm dén bwdc két thic. Muc tiéu chinh cta ching
toi trong khoa dao tao nay la nang cao cac ky nang Tham do thong

qua viéc giang day phuwong phap phat trién nhu cau khach hang bang
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viéc stt dung cac cau hoi SPIN. Cha dé ctia chwong nay la Nhu cau
cua khach hang trong ban hang quy mo 16n.

Khi quy mé ctia cac cudc ban hang 16n hon, nhu cau cta khach hang
cling bat dau tang 1én. Trwdc tién, t6i mubn dwa ra vi du vé cach phat
trién nhu cau khach hang trong ban hang quy mé nho. Vai thang
tredc, khi dgi chuyén may bay tai Atlanta, toi ghé vao mot civa hang
tai san bay va chu y t6i mot vat dung nho. Do la mot con dao da chic
nang cé gia 15 do-la. Toéi quyét dinh mua ngay ma khong hé do du.
Nhu vay, nhu cau cua toi da phat trién tir khong c6 nhu cau nao dén

mua hang chi trong mot khoang thdi gian rat ngan.

Nguogc lai, toi da phai mat hon mot nam dé dwa ra quyét dinh mua hé
thong mady tinh. ¢ 1a Ié ty nhién trong cac giao dich 16n vi nhu cau
khong phat sinh trong chdc 1at. Ching phét trién dan dan va doi khi
gap truc trac. Ban hang quy mo 16n doi hoi cac ky nang ban hang dac
biét nham ho trg qua trinh phat trién nhu cau. Nhitng k¥ nang nay cho
thady mot s6 diém khac biét quan trong gitta thanh cong trong ban

hang quy mo 16n va ban hang quy mo nho.

SU KHAC BIET VE NHU CAU TRONG BAN HANG QUY MO
LON VA QUY MO NHO

Hay nghién cttu k§ vé quyét dinh chi 15 db-la cta t6i va xem né thé
hién gi vé nhu cau trong mot cudc ban hang nhé. R6 rang, toc do phat
trién nhu cau trong cac cudc ban hang nhé dién ra nhanh hon. Ban

hang quy mo6 nhé c6é mét s6 dac trung dang lvu y sau:

* Nhu cau cta t6i khién t6i thay hai long. T6i khong phai tham khéo y

kién cua ai, vi vay t0i sé tién hanh giao dich.
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 Nhu cau ctia t6i la tong hoa nhitng doi héi manh mé. Téi chwa c6
muc dich st dung hop ly véi do vat nay, né van nam nguyén trén gia
va chwa dugc boc ra. Néu suy nghi k¥, toi sé khong mua né. Nhitng
quyét dinh voi va, cht yéu la quyét dinh phi ly, thwong xuat hién
trong ban hang quy mo nho hon la d6i v6i ban hang quy mé 16n. Yéu
t6 cam tinh vé nhu cau lu6n ton tai trong cac giao dich 16n nhung no

tinh té€ va kho nam bat hon.

* Néu toi thye hién mot giao dich ma khong that sw dap @ng nhu cau
ctia minh, diéu t6i té nhat c6 thé xdy ra cling sé chi la mat 15 d6-la.
Nhung quyét dinh sai lam trong mot giao dich 16n sé khién t6i mat

Viéc.

Tat nhién, giao dich 15 do-la chi 1a mot giao dich cwe ky nho trong
cac cudc giao dich nhé. Nhung né lai cho thdy mot vai diém khac
nhau chu yéu gitra nhu cau trong ban hang quy mo 16n va quy mé
nho. Co thé ndi giao dich tré nén 16n hon khi:

* Nhu cau theo dé ciing phat trién.

* Nhu cau gom céc yéu to, anh hwdng va nhitng hanh dong tir mot so

nguoi, chit khong chi la mong mudn cua riéng ca nhan nao.

 Nhu cau thé hién ly tri. Mot quyét dinh mua hang khong dap t@ng
dwgc nhu cau thyc té chac chan sé gay hau qua nghiém trong cho

nguoi ra quyét dinh.

Nhitng diém khac nhau nay c6 du co sé dé yéu cau cac ky nang dat
cau hai khac khi ban phat trién cac nhu cau trong ban hang quy mo
16n khong? Trong nghién ciu, ching t6i cling dé cap dén diéu nay.
Chuing t6i nhan thdy mot s6 thu thuat tham do dwogc st dung rat thanh
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cong trong ban hang quy mo6 nho nhwng lai hoan toan that bai trong

ban hang quy mo 16n.

Vay tai sao ky nang dat cau hoi trong ban hang quy mo 16n lai khac
ban hang quy mo nhé? Trudc hét, dé hiéu ré cac budc phat trién nhu
cau, hdy bat dau véi dinh nghia nhu cau. Trong nghién cttu ctia minh,

chuing t6i dinh nghia nhu cau nhw sau:

Do 1a tuyén bé vé mong mudn hay méi quan tdm ctia ngwdi mua ma

nguoi ban sé co gang thda man.

Dinh nghia nay da dé cap dén mot khai niém khac, dé la “mong
muon”. Vay “nhu cau” va “mong mudn” cé gi khac nhau. Theo mét
sO tac gid: nhu cau la doi héi khach quan nhw ban can mot chiéc 6 t6
vi ban khong c6 phuong tién nao dé di lam. Con mong mudn lai biéu
hién niém dam mé cua c4 nhan nhw ban muon mot chiéc xe Rolls
Royce nhung diéu nay khéng c6 nghia la ban can né. Khi néi tGi thuat
nglt “nhu cau trong ban hang quy mo 16n”, ching to6i st dung tir nay
theo nghia rong. Pinh nghia ctia ching t6i gom céd nhu cau can thiét

va mong mu6n ma nguwdi mua boc 16.
NHU CAU PHAT TRIEN NHU THE NAO

Mot khach hang tiém nang 1a ngwdi luén cam thay hai long 100% véi
san pham, dich vu dugc cung cap va khong cé nhu cau can thay doi.
Dau hiéu cho thay ching ta c6 nhu cau dé la 100% sy hai long chi
con lai 99,9% hai long. Sé khéng thanh that khi n6i rang minh hoan
toan hai long v&i nhitng thit. Vi vay, dau hiéu dau tién ctia nhu cau

chinh la mo6t chuat bat man.

Vai thang trwdc, toi c6 thé ndi rang toi dang rat hai long vai chiéc

may danh chir ctia minh. Lic do6, t6i khong cé nhu cau va néu ban ban
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may danh chit, thi d6 la giao dich khong can thiét. Nhung khi viét
cu6n sach nay, t6i nhan thay c6 vai truc trac. Viéc st dung chitc nang
kiém tra 10i chinh ta tit dong va chitc nang bién tap rat rac roi. Diéu
do6 khong gay phién todi cho tdi qua nhiéu nhung mong muon thay
doi dang dan hinh thanh — sy khéng hai long hién hitu va ngay cang
tang.

Tai thoi diém nay, that dé dang cho nhitng ai khién t6i quan tam tGi

chiéc may danh chir méi.

Nhuwng moi quan tam cta toi vé mot van dé, tham chi dé la théa man
nhu cau, khong c6 nghia la t6i da san sang mua hang. Budc cudi cung
cta phat trién nhu cau cho mot van dé la bién mong muén hay y dinh
thanh hanh dong (Hinh 3.2). T6i sé khong mua chiéc may danh chi
m&i cho dén khi t6i that sy muon thay doi.

Cim plor bedm hio

Toi oo mot chit

F s,

Téi thiy cin thay doi ngay lip tirc

Hinh 3.2: Sy phdt trién ctia nhu cau
Vi vay, c6 thé ndi nhu cau thuong:
* Bat nguon tir sy khong hai 1ong nho nho.

* Tién trién tir nhitng van dé, nhitng truc trac hay sy khong hai long

da qua ro rang.
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« Culi cung tré thanh mong mu6n, thém mudn hay y dinh dé hanh

dong.

Trong ban hang quy mé6 nho, nhitng giai doan nay cé thé xay ra ngay
1ap titc nhung trong ban hang quy mo 16n qua trinh nay cé thé kéo dai

trong nhiéu thang hoac tham chi trong nhiéu nam.
NHU CAU AN VA HIEN

Khi bat dau nghién cttu nhu cau khach hang tai Huthwaite, chiing toi
tim kiém mot phwong phap don gidn dé minh hoa cho tirng giai doan.
Chung t6i quyét dinh chia nhu cau thanh hai loai (Hinh 3.3):

Nhu cau An: d6 1a tuyén b6 ctia khach hang vé nhitng van dé, khé
khan cling nhw viéc khong hai long, vi du nhu: “Hé théng hién tai cta
ching t6i khong thé tai dugc sé vat liéu nay”, “T6i khong hai long véi
nhirng mitc tiéu thu hién nay” hay “Ching t6i chwa hai long véi toc
do dang thuc hién.”

Nhu cau Hién: dé la nhitng tuyén bo cu thé cia khach hang vé nhitng
mong mudn, vi du nhu: “Chung tdi can mot hé thong nhanh hon”,
“Chung t6i dang tim kiém mot chiéc may tot hon” hay “T6i thich n6

c6 kha nang ho trg.”

Theo céach nay, ching toi c6 thé dwa ra tinh lién tuc cia nhu cau va

don gian hoa no thanh hai loai, An va Hién.
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MONC MUON HAY SU_
THEM MUON MANH ME

Hinh 3.3: Nhitng nhu cdu An va Hién

Muc dich cua viéc phan loai nhu cau thanh An va Hién 1a gi? N6 ho
trg viéc ban hang nhw thé nao? Nhitng cau hoi nay dem lai nhitng cau
tra 10i quan trong. Theo cac nghién ctru, trong ban hang quy mo nho,
st khac biét gitta nhu cau An va nhu cau Hién khéng quyét dinh
thanh cong. Nhung trong ban hang quy mo 16n, sy khac nhau can ban

gitta nhan vien ban hang hiéu qua va kém hiéu qua la:

« Nhan vién kém hiéu qua khong phan biét dwgc nhu cau An va nhu

cau Hién, vi vay ho cé nhitng hanh vi (tng x1¢ giéng nhau.

 Nhan vién ban hang giéi khong lam nhw vay, ho (tng xtt véi nhu cau

An khéc véi nhu cau Hién.

Trong mot nghién citu, ching t6i da quan sat 646 cudc ban hang quy
mo nho dé dém s6 1an khach hang néi dén nhu cau An trong sudt cudc
ban hang (Hinh 3.4). Nhitng cuoc ban hang thanh cong chita nhu cau
An nhiéu gap hai lan nhitng cudc ban hang khéng thanh cong. Diéu
nay chirng t6 trong ban hang quy mo nho, ban cang nam bat dugc
nhiéu nhu cau An, ban cang c6 nhiu co hoi tao ra giao dich. Diéu
nay dugc khang dinh trong mot nghién cttu khac, khi chiing t6i tién
hanh nghién cttu mot céng ty van phong pham 16n. Cong ty dé dugc
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chia thanh hai bo phan, m6t la ban cac san pham c6 mitc gia thap va
mot la cac giao dich 16n hon. Trong bo phan ban cac san pham c6
muc gia thap, khi cadc nhan vién ban hang duwgc dao tao dé phat hién
nhiéu hon nhu cau An thi doanh thu ctia ho ting 31% so v6i nhom
nhan vién chwa qua dao tao. Vi vay, c6 thé khang dinh trong cac cudc
ban hang quy m6 nho, ban cang phat hién ra nhiéu nhu cau An, ban

cang c6 nhiéu co hdi thanh cong.

Nhung con trong ban hang quy mé 16n thi sao? Piéu nay c6 con ding
khong? Chac chan la khong. Khi cudc ban hang tré nén 1én hon, thi
moi quan hé giita nhu cau An va thanh cong sé giam (Hinh 3.5).
Trong mot nghién cttu, ching toi da phan tich 1406 cudc ban hang
quy mo 16n véi tri gia trung binh cia moi hgp dong la 27.000 do-la.
Trai véi cac cudc ban hang nho, khong c6 moi quan hé giira s6 lwong
nhu cau An ma ngudi ban phat hién vé6i thanh cong cta cudc ban
hang. Nhitng nhu cau An 1a c4c tin hiéu mua hang trong cdc cudc ban
hang quy mo6 nhd, nhung khong phdi 1a ddu hiéu trong cac cudc ban
hang quy mo 16n.

0 e e S =

ic bim bimg  Nhimg cndc bis hing
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Hinh 3.4: Nhu cdu An dv bdo thanh céng trong cdc cudc bdn hang
quy mo nho
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Dbiéu nay c6 y nghia gi? Nghia la trong cac giao dich 16n hon, s6
lwgng nhu cau An — hay cac van dé ctia khach hang — ma ban chi ra
khong anh hwéng nhiéu dén két qua cudc ban hang. Nhu cau An chi
la diém bat dau, la nguyén liéu tho ma cac nhan vién ban hang gidi st
dung nhu mot phan trong chién lwge phat trién nhu cau cia ho. Diéu
quan trong trong ban hang quy mo 16n khong phai 1a lwgng nhu cau
An ban chi ra ma 1a cach ban xtt Iy ching sau khi da chi ra. Vi du,
trong b phan ban san pham cé gia tri cao cta cong ty van phong
pham, chiing t6i da tién hanh mot cudc thit nghiém dé c6 thé tang s6
lwgng cac cudc ban hang caa 49 nhan vién 1én 37% so v6i nhom doi
chitng. Tréi vdi cac dong nghiép trong bo phan ban san pham c6 gia
tri thap, thanh cong cia nhém nhan vién nay khong lién quan dén
lwgng nhu cau An ho da phét hién.

Tai sao nhu cau An khéng dy bao duwgc thanh cong trong ban hang
quy mo lon

Ngay ngay dau tién gidi thiéu san pham, 1.500 chiéc mdy tinh bo tai
da dugc ban chi trong chwa day hai tiéng. Rat nhiéu khach hang muoén
mua san pham nay. Vay tai sao chiéc may tinh mdi lai thanh cong dén
vay? Bai no tao ra sy khong hai long véi chiéc mdy tinh cii cong
kénh, bat tién va n6 ngay lap tirc 1am phat sinh nhu cau An. Nhung c6
mot yéu t6 khac cling rat quan trong. Chiéc may tinh méi da dua ra
muc gia dot pha, chi bang 1/5 gia thanh cta nhitng chiéc may. Vi vay,
c6 hai dong co thiic ¢y khach mua hang: nhu cau An (khong hai long
v&i chiéc may tinh hién tai) va mitc gia thap ctia sdn pham mai. Két
hop hai yéu t6 nay, c6 thé thay tai sao moi ngwdi lai ditng xép hang dé

mua no.

Nhung diéu gi sé xdy ra néu nhitng chiéc may tinh méi c6 gia cao gap

nam lan gia ctia nhitng chiéc mdy tinh cii. Néu vay, tat nhién hau hét
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ho sé khong mua. Ly do khién nhitng chiéc may tinh hap dan khach
hang la vi gia ca hop ly. Néi cach khac, ching dem dén cho khach
hang nhiéu tinh nang hon nhung chi v&i mite gia ré.

39
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Hinh 3.5: Nhu cdu An khéng du bdo thanh cong trong cdc cudc bdn
hang quy mo lon

Khi dwa ra quyét dinh mua hang, moi nguwoi déu phai can nhac dén
hai yéu t6 nay. Mot la nhu cau. Hai la gid cia san pham. Vé truong
hop nhitng chiéc may tinh, giéng nhw nhiéu giao dich nhé 1é khac, vi

gia tri ré nén rat dé thue hién giao dich.
Can can gia tri

Quan niém vé moi quan hé gitta quy mo6 nhu cau va chi phi bo ra
cling chinh la quan niém vé can can gia tri. Nhw trong Hinh 3.6, néu
khach hang thay nhu cau 16n hon chi phi bo ra, thi chac chan sé c6
mot giao dich. Nhung néu chi phi bé ra 16n hon so v6i nhu cau, thi

chdc chac sé khong xdy ra giao dich.

Trong ban hang quy mo nhd, gia san pham hay dich vu thuong thap.
Két qua la quy mo nhu cau ¢ can can con lai khéng 16n titc 1a nhu cau
An c6 thé vira di dé khach hang mua hang trong triong hop gia tri

thap, vi du nhw mua mot chiéc mdy tinh. Nhung néu chiéc may tinh
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mdi c6 gia dat hon so v@i chiéc may tinh cii thi nhu cau budc phai 16n
hon méi khién khach hang quyét dinh mua.

sl

"~ "Nha cin cé @i kim & & dun ra quyet dinh khong? |

KHONG
MUA

Hinh 3.6: Cdn can gid tri: Nhu cdu I6n hon chi phi bo ra, la nén tdng

cua moét giao dich thanh cong

Vi chi phi thdp, nén chi can phat hién nhitng van dé hay nhu cau An
thi ban c6 thé dat dwgc thanh cong trong ban hang quy mo nhéd. N6
cling gidi thich tai sao trong ban hang quy mo 16n, ban phai phat trién
nhu cau ctia khach hang nhiéu hon, nghiém trong hon va sau sac hon
nham hgp 1y chi phi tréi trong gidi phap ctia ban. Hay nhé trong ban
hang quy mo 16n, chi phi khong chi dwgc do bang tién. Nhw da néi
ngay dau chvong, mot quyét dinh khéng ding c6 thé tra gia bang
chinh céng viéc cua ngudi mua. Khach hang phai hiéu ré nhitng rii ro
va rac roi (nhitng thit khong thé do bang tién mat) thém vao bén chi

phi cta can can gia tri.
Nhu cau Hién va hiéu qua ctua n6

Néu nhu cau 16n hon du dé xem xét mot gidi phap co chi phi cao thi
thanh cong trong ban hang quy mo 16n c6 maéi lién hé chat ché véi
nhu cau Hién nhiéu hon so véi nhu cau An. That dé dang dé kiém

nghiém diéu nay.
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Trong nghién cttu tién hanh vGi 1.406 cudc ban hang 1én da dugc dé
cap O trén, ching t0i cling ghi lai s6 lan nhu cau Hién ma khach hang
da boc 16 — dé l1a tuyén bo cu thé vé mong muon ma san pham cta
nguoi ban co thé théa man. Hinh 3.5 chi ra, nhu cau An khong dat
hiéu qua trong cac cudc ban hang thanh cong. Nhuwng Hinh 3.7 cho
thay, nhu cau Hién dat hiéu qua cao gap hai lan trong cac cudc ban
hang thanh c6ng. S6 liéu nay khang dinh khi cudc ban hang m& rong,

viéc gianh dwoc cac nhu cau Hién that sy rat quan trong.

Vi vay, trong ban hang quy mo 16n, nhu cau An khong dy bao thanh
cong nhung nhu cau Hién lai lam dwgc diéu dé. Trong ban hang quy
m6 nho, ca nhu cau An va nhu cau Hién déu la dau hiéu dv bao thanh
cong. Vay diéu nay cé y nghia gi vGi chién lvge dat cau hoi ctia ban?
Trong ban hang quy m6 nho, mot chién lwgc dat cau hoi sé phat hién
nhitng van dé (nhu cau An) va cé thé dwa ra cac giai phap hiéu qua.
Nhung treong hgp nay khong dung trong ban hang quy mo 16n. Mot
chién lwge tham do danh cho cac cudc ban hang 1én phai duwgc bat
dau bang viéc phat hién ra nhitng nhu cau An nhung quan trong hon
ca do la viéc dat cau hoi thanh cong trong cudgc ban hang quy mo 16n
phu thudc vao viéc nhu cau An dwgc phat trién nhw thé nao — cac cau

héi da bién chung thanh nhu cau Hién ra sao.
DAU HIEU MUA HANG TRONG BAN HANG QUY MO LON

Hau hét cac nhan vién ban hang déu quen thudc véi khéi niém “dau
hiéu mua hang”, nhitng tuyén bo cua khach hang cho thay ho da san
sang mua hang hay tao ra nhitng buéc tién trong giao dich chwa. Nhu
cau An 1a ddu hiéu mua hang trong ban hang quy md nho; khach hang
cang dong y nhiéu lan vé m6t van dé hay mot kho khan thi cang chac
chan thyc hién dwogc giao dich. Trai lai, nhu cau Hién lai 1a dau hiéu

mua hang dy bao thanh cong trong ban hang quy mo 16n. Theo quan
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sat, nhitng nhan vién ban hang c6 kinh nghiém thwong coi cac nhu
cau Hién nhw nhitng ddu hiéu mua hang danh gia thé nao la cuéc mua
ban thanh cong. Con nhitng nhan vién ban hang thiéu kinh nghiém lai

qué coi trong nhu cau An.

Sau day la vi du vé mot nhan vién kinh doanh chwa c6 kinh nghiém
trong nganh vién théng. Anh ta nhdn manh nhiéu t&i nhu cau An nhv

bang chitng cho thay cudc ban hang tién trién.

Piim fich frim 1404 cuic bin hing quy mb kim cho iy
mbm cin Hidn tee ra nhitn code bin hing thimb cing hom

B

3=

Hinh 3.7: Nhu cau Hién va thanh céng trong cdc cuéc ban hang quy

mo Ion
Phéng vién: ... vi thé anh n6i cudc ban hang thanh cong?
Nguoi ban: Vang, toi cho la vay.

Phéng vién: Khach hang c6 noéi diéu gi — dau hiéu mua hang chang

han — khién anh cho rang dé la mot thanh céng khong?

Nguoi ban: Vang. Anh ta thira nhan gap suw c6 vé cong suat diéu khién
trong nhitng gid cao diém vao bubi sang.

Phong viéen: Con gi nita khong?
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Nguwoi ban: Anh ta khong hai long véi chat lwgng truyén dit liéu.

Phéng vién: Dya trén nhitng ”ddu hiéu” nay, anh nhan dinh dé la cudc

ban hang thanh cong sao?

Nguoi ban: T6i nghi vay. Ching t6i co thé gitip anh ta gidi quyét
nhitng van dé nay. T6i nghi d6 la mot co hoi thuan 1gi cho doanh
nghieép.

O day, ngudi ban hang danh gia cudc ban hang nay thanh cong vi
khach hang da dwa ra hai van dé hay nhu cau An. Nhung nhw da noéi
sé khong c6 moi quan hé nao giita so lwgng van deé rac roi ban phat
hién trong ban hang quy mo 16n vd&i viéc khach hang c6 mua hang cuta
ban khong. Vi hai tuan sau, nguwdi ban rat bat ngo va that vong khi
biét khach hang dé lai c6 budi tro chuyén véi doi thu cta anh ta va vai
thang sau nguoi nay da gianh duoc khach hang va ban hang thanh

cong.

Trai lai, hay nghe mot nhan vién ban hang thanh c6ng tai mot t6 chirc
kinh doanh twong ty danh gia vé cudc ban hang thanh cong.

Phong vien: Bay co phai la cudc ban hang thanh cong khong?

Nguoi ban: Cling khé néi. Toi nhan thdy c6 mot so van dé ching toi
c6 thé gidi quyét nhung cho dén khi c6 co hoi quay lai va phat trién
ching thém, thi t6i can suy xét xem liéu c6 nén tim kiém co hdi khac
khong.

Phéng vién: Vay nghia la chi khong coi nhitng van dé dé la “nhitng

dau hiéu mua hang” a?

Nguwoi ban: T6i nghi la ching khong truc tiép. Anh sé chang di dén
dau néu khong tim ra dugc nhitng van dé minh c6 thé xt 1y. Vi thé,
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khong c6 rac r6i nghia la khong ban duwgc hang — va do 1a loai dau
hiéu tiéu cye — day la nhitng cudc mua ban té nhat. Anh sé khong thé
khang dinh nhitng van dé do la ddu hiéu mua hang.

Phéng vién: Tom lai, nhitng dau hiéu nao dé chitng t6 cudc ban hang

thanh cong?

Nguoi ban: D6 1a khi khach hang néi vé mot hanh dong, vi du nhw
”Chung toi du dinh stta chita mang di¥ liéu vao nam tGi,” hay ”Chung

toi dang tim kiém mot hé théng co6 ba dac tinh nay”...

Phéng vién: Chi hiéu rd vé sy khac nhau gitta nhu cau An va nhu cau
Hién. C6 vé nhu chi dang n6i, nhu cau Hién la dau hiéu mua hang ro

rang hon nhu cau An. Diéu nay c6 diing khong?

Nguoi ban: Bing vay. Anh khong thé chi dwa vao nhitng van dé rac
roi ma anh phai nhan dwgc mot dau hiéu ré rang hon. B6 1a 1y do t6i
cho rang ky nang quan trong nhat trong ban hang khong phai la khién
khach hang thtra nhan nhitng van dé ctia minh. Hau hét nhitng nguoi
toi gap déu c6 nhitng van dé cta ho nhung khong c6 nghia la ho sé
mua hang. Ky nang that sy d6 la lam thé nao phat trién nhitng van dé
d6 du 16n dé nhan dwgc mot hanh dong. Khi khach hang néi dén mot

hanh dong dé chinh 1a khi anh sé nghe dén ”dau hiéu mua hang”.

Khéc v&i cac nhan vién ban hang thiéu kinh nghiém, nguwdi ban dat
long tin vao nhitng ric r6i hay nhu cau An. Sy quan tdm ctia c6 dy tap
trung vao “nhitng hanh dong”. Nhitng vi du c6 ay dwa ra la diéu
ching t6i goi 1a nhu cau Hién. Nhitng nhan vién ban hang giéi déu
ddc biét chu trong dén budc phat trién nhu cau va coi do 1a ky nang

ban hang quan trong nhat.
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Viéc phat trién nhu cau la chitc nang chinh cua céac cau héi. Gio day
trong ban hang quy mo 16n, ching ta c6 thé dién dat diéu nay chinh

xac hon:

Muc dich cta cac cau hoi trong ban hang quy mo6 16n la phat hién

nhitng nhu cau An va phat trién chiing thanh nhitng nhu cau Hién.

Chwong sau sé cho cac ban thay diéu nay da duwgc thwe hién ra sao khi
st dung nhitng cau hoi SPIN.

https://thuviensach.vn



4. Chién Luoc SPIN

Chuong 3 két luan: muc dich ctia cac cau hoi trong ban hang quy mo
16n 1a phét hién cac nhu cau An va phat trién chiing thanh nhitng nhu
cau Hién. Trong chwong nay, chiing ta sé xét xem viéc st dung moi
loai cau hoi SPIN — Tinh hinh, Van dé, Ggi y va Chi phi nhu cau — dé

ho trg qua trinh phat trién nhu cau.
CAU HOI TINH HINH

Trong qua trinh nghién cttu, ching t6i nhan thay ngay khi bat dau moi
cudc ban hang, dac biét v6i cac khach hang méi, cac cau haéi cia nhan
vién ban hang thuong theo mot mau. Gia sw, trong lan dau gap ga,
ban sé dat nhitng cau hoi gi? Néu mudn biét vé khach hang, ban nén
dat ra nhitng cau hoi nhu:

Ban giit chitc vu gi?

Ban lam ¢ day tu bao gio?

Ban da dwa ra nhitng quyét dinh mua hang chwa?
Muc tiéu cua ban trong linh vyc nay la gi?

Néu muon tim hiéu vé cong viéc kinh doanh ctia khach hang ban cé
thé hai:

Ban dang tién hanh loai hinh kinh doanh nao?
N6 dang tién trién hay dang thu hep lai?
Mtc doanh thu hang nam cua ban la bao nhiéu?

Ban thué bao nhiéu nhan vién?
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Néu muon biét viéc kinh doanh cua khach hang dang tién trién nhw
thé nao, ban c6 thé dat nhitng cau héi nhu:

Hién tai ban dang st dung thiét bi nao?
Ban da st dung n6 bao lau?

Ban mua hay thué n6?

C6 bao nhiéu nhan vién dang st dung no?

Yéu t6 chung cua tat ca cac cau héi nay la gi? Moi cau héi thu thap
nhitng su viéc, thong tin va dit liéu can thiét vé tinh hinh hién tai cia
khach hang. Vi vay, chung toi goi ching la cau hoi Tinh hinh (Hinh
4.1).

Nhitng cau héi Tinh hinh la mot phan thiét yéu trong hau hét cac cudc
ban hang, nhét la trong giai doan dau ctia cudc ban hang. Nghién citu

cta chung t6i da cho thay:

»  Thmm b cic thieg tin v rinh bink kifn il oiin khich hing
Nighitm cive ol thiry cim béi Tink hisk-

» Do o duny i hoo trong oic ot ban hing ke thinh ciog

» B cic nikin viiin bém bing thifts kink ngiie lam doss qui nhide

Hinh 4.1: Nhitng cau hoi Tinh hinh

* Nhitng cau hoi Tinh hinh khong lién quan chat ché véi thanh cong.
Trong cac cudc ban hang thanh cong, ngwoi ban dat it cau héi Tinh
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hinh hon trong nhitng cudc ban hang khong thanh cong.

 Nhan vién ban hang it kinh nghiém dat nhiéu cau hoi Tinh hinh hon
nhitng nguoi giau kinh nghiém.

 Nhitng cau hoi Tinh hinh la m&t phan thiét yéu trong khau Tham do,
nhung phdi can than st dung ching. Nhitng nhan vién ban hang gioi
thuwong dat it cau hoi Tinh hinh hon. M6i cau héi cta ho déu c6 trong

tam va muc dich.

 Néu bi hoi qua nhiéu cau hoi Tinh hinh, khach hang sé rat nhanh

chan va mat kién nhan.

Rat dé 1y giai nhitng phat hién nay. Hay tw hoi xem ai sé dwgc hwdng
1gi t cac cau hoi Tinh hinh, ngwoi ban hay ngwoi mua? RO rang do la
nguoi ban. Thong thuong, mot khach hang ban ron thuong khong
cam thay hitng thd, vui vé khi cung cap cho nhan vién ban hang hét
chi tiét nay dén chi tiét khac vé tinh hinh ctia anh/c6 ta, dac biét la
nhitng ngwoi mua hang sanh soi va cac dai ly ban hang. Khi hgp tac
v&i khach hang Trung tdm dau mé ctia Anh trong vai tuan t6i nhan
thay nhan vién ban hang lién tuc héi khach hang nhitng cau héi nhu:
“Hay cho t6i biét vé cong viéc kinh doanh ctia 6ng/ba”, hay: “Ong/ ba
throng tién hanh nhitng buwdc nao dé dwa ra quyét dinh mua hang?”.
T6i khong biét lam thé nao ma cac khach hang c6 thé ngoi yén va

kién nhan tra 1oi tat ca cac cau hoi do.

Tai sao cac nhan vién ban hang thiéu kinh nghiém lai dat nhitng cau
héi Tinh hinh nhiéu hon nhitng nguwdi nhiéu kinh nghiém? Cé 1é dé 1a
vi cac cau héi Tinh hinh rat dé dwa ra va ching rat an toan. Khi chwa
biét nhiéu vé ban hang, thi m6i quan tdm chu yéu cua t6i trong cudc
ban hang la c6 thé bdo ddm minh khong khién khach hang kho chiu.
Va béi nhitng cau héi Tinh hinh dwong nhuw rat vo hai nén téi da lam
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dung chiing. Khong may la hoéi dé, téi da khong nhin thdy mot sy that
hién nhién rang minh khong thé khién khach hang mua hang bang
cach lam cho hg phét chan 1én. Khuyét diém ctia cau héi Tinh hinh la

ching rat nham chan.

Dbiéu nay c6 nghia la ban khéng nén dwa ra nhitng cau héi Tinh hinh?
Khong — Ban khong thé ban hang ma khong st dung ching. Cudc
nghién cttu chi cho thay cac nhan vién ban hang giéi sé khong dat
nhitng cau hoi Tinh hinh khéng can thiét. Ho luyén tap va lap ké
hoach k¥ cang, loai bé cac cau héi tim kiém thong tin c6 thé khién

khach hang buon chan treéc cudc ban hang.

Khi c6 kinh nghiém hon, hanh vi tng xtr cua nhan vién ban hang
cling thay doi theo. Ho khong con danh hau hét thoi gian cua cudc
ban hang chi dé thu thap thong tin tinh hinh nita. Thay vao do, nhitng
cau hoi caa ho hudng téi mot linh vyce khac.

CAU HOI VAN DBE

Hau hét nhitng nhan vién c6 kinh nghiém déu dwa ra nhitng cau hoéi
nhu:

Ban c6 hai long vdi thiét bi hién dang st dung khong?
Nhitng diém bat 1gi trong phwong phap ban dang st dung la gi?

Heé thong hién tai ctia ban c6 gap kho khan gi trong viéc thue hién tai

trong cao khong?
Chiéc may cii nay c6 ddm bao vé do an toan khong?

Yéu t6 chung cua tat ca cau hoi nay la gi? Mo6i cau hoi sé tim ra
nhitng van dé rac roi, khé khan hay su khong hai long. Moi cau héi sé
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yéu cau khach hang dwa ra cac nhu cau An. Va ching t6i goi d6 la
nhitng cau héi Van dé (Hinh 4.2). Nghién cttu cta ching t6i cho thay:

1. Nhitng cau hoi Van dé c6 mai lién hé chat ché véi cac cudc ban
hang thanh cong hon so vGi nhitng cau hoi Tinh hinh.

2. Trong cac cudc ban hang quy mé nho, mai lién hé nay rat chat ché:
ngwoi ban cang dat nhiéu cau hoi Van dé, cudc ban hang cang c6

nhiéu co hoi thanh cong.

3. Tuy nhién trong cudc ban hang quy mo 16n, nhitng cau hoi Van de
khong lién hé chat ché véi thanh cong cua giao dich. Khong cé bang
chitng nao cho thay ban c6 thé tang hiéu qua kinh doanh ciia minh

bang cach dat nhiéu cau hoi Van de.

Ti 1€ cau héi Tinh hinh va cau héi Van dé ma nhan vién ban hang st
dung thé hién bé day kinh nghiém cta nhan vién ban hang d6. Nhitng
nguoi cé kinh nghiém thuwdng dat nhiéu cau hoi Van dé hon.

Hay xem xét k¥ y nghia cta nhitng phat hién nay. Khong ngac nhién
la nhitng cau hoi Van dé anh hudng tich cye dén khach hang hon so
v6i nhitng cau héi Tinh hinh. Néu khong thé gidi quyét van dé cho
khach hang, sé khong c6 co s@ dé tién hanh giao dich. Néu dwa ra
nhitng van dé ban c6 thé giai quyét, thi tirc 1a ban c6 kha nang cung
cap cho khach hang mot diéu gi dé hitu ich.
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» Vi ehimg vim 52, ikho khin bey s khing hai loog oia khach hang r
Nihién cin cho thiy niimy cim kil Vin §&

+  Dugr s dumg nhisu bon trong cic oo ban hing teeh cong . G etla |°
wong ahimg cubc bin hing quy md oid
« Do shilng shin viés sii sk sebiden de m b hon

Hinh 4.2: Nhitng cdu hoi Van dé
Cau hoi Van dé va kinh nghiém

Rat dé dé hiéu tai sao nhitng ngwoi cé kinh nghiém dat it cau héi Tinh
hinh nhung lai dat nhiéu cau hoi Van dé hon. T6i nhéd diéu nay da xdy
ra nhu thé nao trong qua trinh ban hang ctia minh. Khi con tré va chwa
c6 kinh nghiém, t6i thwong dwa ra nhiéu cau hoi Tinh hinh. Khi khach
hang sap mat kién nhan, ltic dé6 t6i sé dirng hoi va néi vé cac tinh nang
ctia san pham. Néu tai thoi diém dd, ban budc t6i hdi vé cac van de

cta khach hang, thi t6i sé cam thdy mién cuwdng. Tham chi, nhitng cau
héi Tinh hinh “an toan” ciing khién khach hang cua t6i mat kién nhan
— di nhién, t6i khong muén gay khé chiu cho ho véi nhitng cau héi

cong kich vé cac van de.

Nhung roi toi da 1ay hét can dam dé dat cau hoi vé cac van dé. That
bat ngo, thay vi cam thay bi xic pham, khach hang da bat dau cha y
dén nhitng gi téi noi. Viéc ban hang cua t6i da dwoc céi thién. Tw do,
toi danh nhiéu thdi gian hon dé hoi vé cac van dé va bét thoi gian tim
kiém cac chi tiét vé tinh hinh. Nhitng ngudi cé kinh nghiém nhat ma
toi tirng néi chuyén cling da c6 thoi ky chuyén doi twong tw nhw vay

trong cong viéc ban hang cua ho.
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Cau hoéi Van dé trong ban hang quy mo 16n

Nhitng cau héi Van dé lién hé chat ché vagi thanh céng cua cac cudc
ban hang quy mo nhé. Ching cting 1a m6t phan thiét yéu cua viéc
tham do nham mé& rong va phat trién viéc ban hang. Xét cho cung,
néu khong tim ra bat ky van dé nao dé giai quyét, ban sé khong c6 co
s@ dé tao dwng mot moi quan hé kinh doanh. Trong chwong nay, ban
sé thay trong cac cudc ban hang quy mo 16n, con cé nhitng loai cau
héi khac c6 tac dong manh mé hon. Nhung nhitng cau hoi Van dé van
la nén tang dé hinh thanh phan con lai cia cudc ban hang. Bé hwéng
dan cac nhan vién ban hang chu chét, ching t6i thwong bat dau bang
viéc phan tich cach dat nhitng cau héi Van de.

Mot cau hoi khoé

Tai sao cac cau hoi Van dé c6 tac dong manh mé hon trong ban hang
quy mo nhé so véi trong ban hang quy mé 16n? Cac két qua nghién
cttu sé ly gidi cho diéu do. Theo Hinh 4.3, trong ban phan tich vé 646
cudc ban hang quy mé nho, ching t6i nhan thay nhitng cau hoéi Van
dé dem lai thanh cong cao gdp hai lan trong cac cudc ban hang quy
mo 1én. Nhu da néi & Chwong 3, khi chiing t6i hiwéng dan cac nhan
vién ban san pham gia tri thap dat nhiéu cau hoi Van dé hon, thi c6 sy

gia tang dang ké trong doanh thu ctia ho.

Nhung cau héi Van deé lai khong lién hé chat ché tGi thanh cong cua
ban hang quy m6 16n (Hinh 4.4). D6 1a do nhu cau An khéng du bao
duwoc thanh cong trong ban hang quy mo 16n. Muc dich cta cau hoi
Van dé la nham phat hién cac nhu cau An. Vi vay, néu nhu cau An
khong du bao s thanh cong trong ban hang quy mo 16n, thi cau hai

Van dé cling vay.

Mot ngoai 1€ thu vi
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Du cac cau hoi Van dé cé anh huwdng manh mé trong ban hang quy
mo6 nho hon la trong ban hang quy mo6 16n, nhwng van c6 mét ngoai 1é
rat thu vi. Masaaki Imai, Chu tich Tap doan Cambridge da cting
chuing t6i tién hanh mot s6 cudc thit nghiém tai Nhat. Trong khi tai
phwong Tay, ngudi ta chap nhan viéc nguwdi ban hoi khach hang vé
nhitng van dé rac roi, thi diéu nay khong dé dang chit nao trong nén
van héa Nhat Ban. Diéu dé bi coi 1a mot thai do khiém nha. Do khac
biét vé van héa, nhitng nhan vién ban hang Nhat Ban hiém khi dwa ra
cac cau hoi Van dé so véi nhitng dong nghiép phwong Tay cuta ho.

Thin phin fich hom 648 cabe bam hime quy b ah che fhay,
cic cubc bim himg fhiah cong co akaga ciu béi Via 8¢ bon.
5.1

Hinh 4.3: Nhitng cdu hoi Van dé dy bdo sy’ thanh cong trong cdc
cudc ban hang quy mo nho

I ;
e

Hinh 4.4: Nhitng cadu héi Van dé dv bdo su’ thanh cong trong cdc
cudc ban hang quy moé lon
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Khi hgp tac véi Ban phu trach san pham co khi cia Fuji Xerox, Imai
nhan thay trong cac vu mua ban thanh cong, cac cau héi Van dé van
duwgc dung nhiéu hon. Khi mot nhém nhan vién kinh doanh dwgc dao
tao vé ky nang tham do gom ca cach dat cau hoi Van de, thi doanh thu
cta ho tang 74% so v6i nhom déi chitng chwa qua dao tao. Trong
treong hop nay, cau héi Van dé co tac dong manh mé véi thanh cong

cua ban hang quy mo 16n.
CAUHOIGOI Y

Hau hét cac nhan vién ban hang kinh nghiém, khi ditng treéc mot
khach hang quan trong déu c6 thé dwa ra day du cac cau héi Tinh hinh
va cau hoi Van dé. Nhung diéu dé chwa chac da dem lai thanh cong.
Trong ban hang quy mé nho, ban c6 thé rat thanh cong néu phat hién
duwgc cac van dé va chitng minh ban c6 thé giai quyét ching — nén
cach ban hang dya trén cau hoi Van dé va cau héi Tinh hinh c6 thé rat
hiéu qua. Tuy nhién, trong ban hang quy mo 16n thi n6 khong chac da

dem lai hiéu qua. Vi du duéi day s€ ly giai tai sao:

Ngudi ban: (Cau héi Tinh hinh) Ong c6 st dung may Contortomat

trong cac phong ban cua minh khong?
Khéach hang: Chung tdi c6 ba chiéc.

Nguoi ban: (Cau héi Van dé) Cac thg may c6 gap kho khan khi st
dung chung khong?

Khéch hang: (Nhu cau An) C6 chit khé khan, nhung ching t6i da hoc
dugc cach st dung chung.

Nguoi ban: (Pwa ra giai phap) Hé thong Easflo md&i cta ching toi cé
thé gidi quyét kh6 khan nay cho ong.
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Khach hang: Hé thong ctia anh gia bao nhiéu?
Nguoi ban: Khoang 120.000 do-la va...

Khéach hang: (R4t kinh ngac) 120.000 do-la!!! Chi dé c6 mdt chiéc
may dé st dung hon! Anh dang dua sao.

Chuyén gi dang xay ra & day? Khach hang cé6 mot nhu cau An nhé —
“Chung t6i c6 chit khé khan” — nhwng lai khong thay can thiét phai
mat dén 120.000 do-la dé giai quyét van dé do. Theo can can gia tri
(Hinh 4.5), van dé nay chwa du 16n dé can bang v&i mitc phi phéi bo
ra dé gidi quyét nd. Diéu gi sé xdy ra néu mitc gia cua hé thong Easflo
chi 1a 120 d6-la chit khéng phai 1a 120.000 d6-1a? Khach hang c6 tw
ch6i khong? Chac chan khong; trong khi mitc gia 120.000 d6-la qua
cao, 120 do la lai la mitc gia nhé dé chi tra cho viéc stt dung may moc
dé dang hon. Vi vay, néu day la mot cudc ban hang nho — néu san
pham Easflo c6 tri gia 120 do-la — thi chi can ngay khi phat hién nhu
cau An rang may moc hién tai rat khé sit dung, sé du tao nén mot giao
dich. Nhu cau An chic chin dy béo vé thanh c6ng trong ban hang quy

moO nho.

Tuy nhién, trong ban hang quy mo 16n, mot diéu rd rang la ching ta
khong du kha nang phat hién ra nhitng van dé va dwa ra cac giai phap.
Vay ngudi ban nén 1am gi? O day, nhitng cau héi Goi ¥ tré nén rat
quan trong trong viéc dat dugc thanh cong. Hay quan sat cach nhitng
ngwdoi ban c6 kinh nghiém st dung cac cau héi Ggi y dé tang mitc do
nghiém trong ctia van dé truwdc khi dwa ra giai phap:

Nguoi ban: (Cau héi Van dé) Cac thg may cé gap kho khan khi st
dung chung khong?
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Khach hang: (Nhu cau An) C6 chiit khé khin, nhung ching t6i da hoc
duwoc cach st dung chuing.

Ngudi ban: (Cau héi Goi y) Ong néi ching khé st dung. Diéu nay
anh huwdng gi dén san lugng?

Khéach hang: (Chi nhan thdy mo6t van dé nho) Rat it, vi ching t6i da
dao tao ba ngwoi biét cach st dung ching.

Nguoi ban: (Cau héi Ggi y) Néu vay, diéu nay khong khién viéc san

xuat bi dinh tré sao?

Khach hang: (Van thdy van dé chwa quan trong) Khong, chi tri khi
mot trong ba thg may do6 phdi tim nguwdi khac thay thé.

Nguwoi ban: (Cau hoi Ggi y) Co vé nhu khoé khan trong viéc st dung
nhitng chiéc may nay c6 thé dem dén cho nhitng thg may ma 6ng dao

tao mot van deé rac roi vé doanh s6. Biéu nay c6 ding khong?

Khéch hang: (Nhan thay van dé 16n hon) Ping vay, moi ngwoi khong
thich st dung cac may Contortomat va nhin chung cac thg may khong

gan bo lau dai v6i ching toi.

Nguwdoi ban: (Cau héi Goi y) Vay doanh s6 nay c6 nghia gi vé mat chi
phi dao tao?

Khach hang: (Xem xét k§ hon) Phai vai thang thi mot thg diéu khién
may m&i c6 thé thanh thao vi thé méi thg may c6 thé nhan 4.000 do-
la ca tién lwong va phu cdp. Pdc biét, ching t6i trd Contortomat 500
do-la dao tao cac thg may mai tai nha may Southampton. Vi vay, co
thé phai thém 1.000 do-la cho chi phi di lai. Ban biét day, mat khoang
5.000 do-la cho méi thg may ching t6i dao tao — va toi nghi chiing t6i

can dao tao it nhat nam ngudi trong nam nay.
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Nguwoi ban: Vay la hon 25.000 do-la cho chi phi dao tao dudi sau
thang. (Cau héi Ggi y) Néu viéc dao tao khong dem lai hiéu qua thi sé

lam that thoat bao nhiéu trong qua trinh san xuat?

Khéch hang: Khong nhiéu. Néu mot khau san xuat bi ngung tré,
chuing t0i sé thuyét phuc cac thg may khac lam viéc ngoai gio hodc

chuing t6i sé thué ngoai.

- B S & R S R S W_‘_-""ﬂ""‘¥

120,000 35-ia7 Ban dim swo!
u-:‘r::-: Chi phi gidd phip
Hinh 4.5

Nguwoi ban: (Cau hoi Ggi y) Lam viéc ngoai gio khong lam tang chi

phi cua ong sao?

Khach hang: (Nhan thay van dé that s nghiém trong) Cé chit, chi phi
cho gio lam thém cao gdp 2,5 lan so véi gio lam viéc binh thwong.
Nhung ké ca v6i mite tién lwong ngoai gid nay, cac thg may ciing
khong san long lam thém gio — va d6 la mot trong nhitng ly do khién

ching t6i lién tuc phai tuyén nhan vién.

Nguoi ban: (Cau hoi Ggi y) Liéu viéc thué ngoai cé lam anh huwéng
dén chat lugng cong viéc khong?
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Khéach hang: C6 la diéu t6i khong hai 1ong nhat. Toi c6 thé kiém soéat
chat lwgng nhitng san pham ndi bg, nhwng khi san pham dugc dwa ra

ngoai, toi bugc phai pho mac cho nguoi khac.

Nguoi ban: (Cau hoi Ggi y) C6 1€, budc phai thué ngoai lam ciing
khién 6ng bi phu thudc vao ké hoach giao hang ctia nguwdi khac?

Khach hang: Bang! T6i phai mat dén ba ti€éng goi dién thoai dé giuc

chuyén hang cubi.

Nguoi ban: (Tong két) Vay ti nhitng diéu 6ng vira noi, vi cac may
Contortomat rat khé sit dung nén 6ng phai chi 25.000 d6-la cho chi
phi dao tao trong nam nay va 6ng dang phai chiu mot chi phi dat dé
cho cac tho mdy. Ong dang phai di mit vé6i tinh trang dinh tré trong
san xuat, diéu nay dan tdi chi phi tra gio lam thém dat va budc ong
phai thué ngoai lam. Nhwng viéc thué ngoai khién 6ng khong hai long
vi chat lwgng thap va thoi han giao hang muon.

Khach hang: Buing vay, t6i cling nhan thdy nhitng cai may

Contortomat dang gay ra van dé hét sitrc nghiém trong.

Nhan vién ban hang c6 anh hwéng nhu thé nao dén can can gia tri cta
nguwoi mua? Gid day, van dé nhé da tré thanh van dé 16n hon nhiéu —
va cling mat nhiéu chi phi hon — chi phi gidi quyét 120.000 d6-la
duwong nhw khong con vo ly niva (Hinh 4.6).

Dbay chinh la muc dich cha yéu cta nhitng cau héi Ggi y trong ban
hang quy mo 16n. Chiang bién mot van dé khach hang cho la nho tre
thanh mdgt van dé da 16n dé dua ra hanh dong. Puwong nhién, nhitng
cau héi Goi y cling dugc tién hanh trong ban hang quy mo nhé. Vai
thang trudc téi ndi chuyén véi mot nguwdi ban vé nhitng chiéc 6 to.

Cuoc hoi thoai nhu sau:
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Nguoi ban: Chiéc xe cta cau thé nao, Neil?

Neil: Van tot. N6 chi hoi cli nhung van ché dugc minh.
Nguoi ban: Vay cau khong nghi tdi mot chi€c xe mébi sao?
Neil: Khong, minh van c6 thé dung chiéc xe nay.

Nguwdi ban: (Cau héi Goi y) Nhung chiéc 6 to ctia cau phai st dung it
nhat bady nam roi. Diéu nay cé nghia cau c6 thé ché bai bat ky gia tri

st dung nao cua no?
Neil: Minh cho la dung.

Nguwdi ban: (Cau héi Goi y) Cau dang mat vai nghin d6-la mot nam
dé dong thué stra chira diang khong?

Neil: Minh chua tinh — minh khong nghi n6 nhiéu vay dau — nhung c6

1é cau dung.

Nguwdi ban: (Cau héi Goi y) Va khong phai 1a mot chiéc 6 t6 bay nam

tuoi ludn bao sai so kilomet sao?

Neil: Bung 1a minh luon phai dé6 day xang. Bung thé, n6 chang bao

gio bao dung so kilomet cho minh cé — va gan day con té hon.

Ngudi ban: (Cau héi Goi y) Va tat ca nhitng diéu do khién cau phai

ton nhiéu tién hon?
Neil: Bung vay, rat ton.

Nguoi ban: (Cau héi Ggi y) Va do tudi cua chiéc xe cting dong nghia

v6i mire tiéu thu dau cao hon nhiéu, ding khong ?

Neil: Dung.
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Ngudi ban: (Cau héi Ggi y) Con do an toan ctia chiéc xe thi sao?

Neil: D6 la diéu dang lo ngai. Minh mdi chi bi hai lan héng may,

nhung... moi lan 1ai xe, minh lai lo lang xem n6 con chay tot khong.

Nguoi ban: (Cau héi Ggi y) Va néu né lai bi hong may, thi sé rat kho
tim dugc do phu tung thay thé cho mot chiéc xe cii nhw vay?

Neil: Tuy chuyén do6 chwa xdy ra nhung do ciing 1a mot moi lo ngai

cua minh.

Hinh 4.6: Cdn can gid tri: Mttc dé nghiém trong cua van dé vuot qua
chi phi gidi quyét

Nguoi ban: (Cau héi Ggi y) That bat tién néu cau bi hong may & dau
do6 va phdai mat tan hai thang dé cho do phu tung duwgc chuyén ve?
Neil: Bung vay, do6 la diéu minh lo lang. Minh bat dau ban khoan liéu
trong thoi gian t6i minh c6 nén mua xe magi khong. Cau sé gidi thiéu

cho minh mot s6 loai 0 t6 gia ca hop ly chit?
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Ban mot chiéc 6 t6 chi la cudc ban hang nho so vdi cac cudc ban hang
16n chung t6i da dé cap. Nhung nhitng cau hoi Ggi y da hinh thanh
nén cac mic do ciia nhu cau An trong bat ky quyét dinh nao (Hinh
4.7). Trong nhitng cudc ban hang quy moé nhé, nhitng cau hoi Goi y la
tin hiéu dy bao thanh cong rat hitu hiéu. Nhung ching ta cling c6 thé
thanh cong trong ban hang quy m6 nho ma khong can nhitng cau hoi
Goi y. Do vay, mot s6 nguoi coi nhitng cau hoi Goi y la khong can
thiét khi quyét dinh dwa ra la nho.

Cac chuyén gia thwong ban hang tot hon ho twéng

Co6 mot diéu tha vi khac trong cudc trao doi vé 6 to nay. D6 khong
phai la m6t cudc ban hang; ban t6i khong biét gi vé ban hang. Anh la
mot k¥ su ti van nhung anh ta lai lam t6t cong viéc ban 6 t6. Cac
chuyén gia, dac biét la nhitng nguwoi luon phai dwa ra cac cau héi chan
doan nhw mot phan ctia cong viéc, c6 thé tiép thu va tng dung dé

dang cac cau hoi Goi y dé gitp ho ban hang.

Tai Huthwaite, ching t6i da vach ra mot chwong trinh dao tao ban
hang cho nhiéu t6 chitc tw van chuyén nghiép. Chiing t6i rat ngac
nhién veé viéc lam thé nao ma nhitng nguwdi ching t6i dao tao — nhitng
nguoi luén nghi minh khong thé ban dugc hang lai trd nén rat khéo
1éo khi tng dung cac cau hoi Ggi y. Hién tai, ching t6i dang hop tac
vdi cac doi tac vé kiém toan. Khong c6 hinh anh nao thé hién mot
ngwdoi ban hang thanh cong hon la hinh anh ctia nhan vién kiém toan.
Nhitng nguwoi gia thwong néi: “Con trai, néu con khong muon bi kich
dong va chiu ap luc tir nhan vién kiém toan, thi hay trd thanh nhan
vién kiém toan.” Mot s6 nhan vién kiém toan dong y vdi quan diém
nay va ngac nhién khi phat hién ra rang rat nhiéu cau héi ho st dung
trong cudc doi thoai chuyén mén thong thwong ciing ho trg ho thanh

cong trong vai tro nguwoi ban hang.

https://thuviensach.vn



. it ﬂ & ;
mmwmmhmr g vén 38 truc @ ciia

Dighitin o cho tirdy cin bl Goi 2
»  High thinh shis thac cis khich bisg v gid o
o K o rm o miviim ciin bl vé wim 3 huny tink hisk

Hinh 4.7: Nhitng caGu hoi Goi y
Trong treong hgp nao cau héi Goi y cé hiéu qua nhat?

Cau hoi Goi y ¢6 tac dong téi mot so loai hinh ban hang nhat dinh.
Nhu ching ta da biét, cau hoi Goi y anh huwdng sau sac téi ban hang
quy m6 16n do nhu cau can thiét phai phong dai van dé trong suy nghi
cua khach hang.

Nhung nghién cttu cua chiing toi cling cho thidy nhitng cau hoi Goi y
ddc biét tdc dong manh v&i nguoi dwa ra quyét dinh trong giao dich.
Néu stt dung cau héi Van dé véi nguoi st dung hodc ngwdi mua hang,
ching ta c6 thé gianh dwgc don dat hang nhung cau hoi Van dé lai
khong c6 hiéu qua vdi nhitng ngwdi phai dwa ra quyét dinh. Nhitng
nguoi dua ra quyét dinh thuwdng c6 phan ng thién chi v6i cac nhan
vién ban hang dwa ra ggi y. Biéu nay khong cé gi ngac nhién vi nguoi
quyét dinh la ngwdi ma thanh cong cta ho phu thudc vao viéc nhin xa
hon, cao hon nhitng van dé triedc mat va nhitng tac dong, nhitng hau
qua tiém an. Co thé néi nguwdi quyét dinh luén quan tdm dén nhitng
10i goi y. Nhitng ngwoi dwa ra quyét dinh sau cudc ban hang thwong
nhan xét rat tot vé nhan vién ban hang da hoi ho nhitng cau héi Goi y.
Nhitng 10i ggi y la ngdn nglt cia nhitng nguwdi dwa ra quyét dinh va
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néu ban c6 thé néi bang ngén ngit cta ho, ban sé tao anh hwdng tich
cuc dén ho.

Mot phat hién thu vi trong nghién cttu ctia ching toi la nhitng cau hoi
Goi y dac biét c6 tac dong manh trong viéc ban san pham cong nghé
cao. D6 la mot trong nhitng phat hién ky la ma t6i khong thé nao giai
thich chinh xac. Cé thé dwa ra mot 10i giai thich la v&i nhitng cong
nghé cii, cham thay doi, khach hang van mua nhitng san pham giong
nhau trong nhiéu nam va hiéu rd nhitng ggi y; vi thé cau héi Goi y la
khong can thiét. Loi gidi thich nay khong may thuyét phuc doi véi toi.
Nhitng dong nghiép c6 kinh nghiém lam viéc tai thi tredng cong nghé
cao cua toi thi lai dwa ra 10i giai thich khac. Ho cho rang nhitng khach
hang mua cac san pham cong nghé cao thay viéc dwa ra quyét dinh
mua hang la rat mao hiém vi thi trudng cong nghé thay doi chéng mat
va phttc tap. Trong trudng hgp nay, khach hang phai thay duwgc nhitng
van dé nghiém trong ctia cac thiét bi hién tai cta ho trdc khi mua
thiét bi méi. Khach hang thuvong khong tin twdng nhan vién ban san
pham cong nghé cao, vi vay ho thay thoai mai vd&i nhitng nguoi biét
kim nén va hiéu r6 hé qua hon la hgp tac véi nhitng nguwdi voi va dwa
ra nhitng giai phap khong phu hgp. Sy hgp ly trong cach giai thich
nay dugc cing cd bdi cau néi: Diéu khac nhau gitta nguwdi ban 6 t6 da
qua st dung vdi ngwoi ban san pham cong nghé cao la nhitng nguoi

ban 0 t6 da qua st dung biét rang ho dang néi doi.
Tac dong tiéu cuc tiém an

Nhitng cau hdi Ggi y khong phai la kham pha méi mé. Moi nguoi da
str dung chiing rat 1au trwdc khi ¢6 nghién cttu ctia ching t6i. Trong
lich stt, nhitng chuyén gia thwong thuyét van tiép tuc chi ra nhitng van
de va khién ching tré nén quan trong hon bang cach chi ra hé qua cta

ching. Socrates rat gioi trong linh virc nay — doc nhitng doan doi
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thoai cua treong phai Plato ban sé thay cach st dung nhitng cau héi
Goi y cia nhitng nha thwong thuyét vi dai nhat moi thoi dai. Tuy
nhién, Socrates cling chitng minh rang du rat hiéu qua trong ban hang,
nhung nhitng cau hoi Ggi y van c6 diém yéu. Viéc chi rd cac van dé
sé khién khach hang cam thay khong thoai mai. Nhan vién ban hang
héi qua nhiéu cau héi Ggi y c6 thé khién khach hang khé chiu. Tuy
khong c6 qua nhiéu nhan vién ban hang mac phai sai 1am d6 nhung
toi van rat ban khoan, liéu cach dat cau héi ctia Socrates c6 phai la

mot nguyén nhan gép phan gay ra sy sup do cta 6ng ta khong.

Viéc khién cac van dé trd nén t6i té hon vira la wu diém vira la nguy
co tiém an cda cau hoi Goi y. Liéu cé cach nao dé vira tan dung dugc
lgi thé 1a khién vén dé trd nén nghiém trong hon nhung lai khong
khién khach hang chan nan hay buwc boi khong? Pay 1a ly do cho loai

hinh cau héi tiép theo xuat hién.
CAU HOI CHI PHi NHU CAU

Theo cac nghién ctru tai Huthwaite, cac nhan vién ban hang thanh
cong da st dung hai loai cau hoi dé phat trién nhu cau An thanh nhu
cau Hién. Trudc tién, ho st dung cau hoi Goi y dé khién van deé trg
nén nghiém trong hon va sau d6 ho chuyén sang loai cau hoéi thit hai
nham hinh thanh gia tri va hiéu qua cta giai phap. St dung loai cau
héi thit hai dé phat trién cac yéu to tich cwe cta gidi phap nham gitp
nhan vien ban hang tranh duwgc nhitng phan ng tiéu cyc tw phia
khach hang. Chung t6i goi nhitng cau hoi tich cyc chu trong vao giai
phéap 1a cau héi Chi phi nhu cau (Hinh 4.8). Vé co ban, day la loai cau

héi vé gia tri hay hiéu qua cta gidi phap, vi du nhu:
Viéc gidi quyét van dé nay c6 quan trong vdi ban khong?

Tai sao ban thay giadi phap nay hiéu qua?
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Con cach nao khac c6 thé gitup ban khéng?
Cau hoi Chi phi nhu cau cé tac dung:

 Chung khién khach hang tap trung chu y vao cach giai quyét van dé
hon la ban than van dé. Biéu nay giip tao ra khong khi gidi quyét van
de tich cuc, & d6 khach hang hwéng su cha y dén giai phap va hanh
dong chi khéng chi 1a nhitng van dé va kho khan nita.

 Chuing budc khach hang néi v6i ban veé 1gi ich. Chang han, néu hoi:
“Ban nghi gi néu c6 mot chiéc may t6t hon, ndng suat hon?” thi ban
sé c6 thé nhan dwgce cau tra 10i: “N6 sé loai bo s tri tré trong qua

trinh san xuat va tiét kiém thdi gian van hanh cho thg may.”

Hay xem nhitng muc tiéu nay da dat dugc nhu thé nao qua cudc ban
hang ctia nhan vién ban hé thong dién thoai cé stt dung cau héi Chi

phi nhu cau:

Nguoi ban: (Cau héi Chi phi nhu cau)... Anh c6 quan tam dén viéc

kiém soat cac cudc goi duwong dai khong?

Khach hang: O..., tat nhién roi... nhung d6 chi 1a mot trong nhitng réc
roi t0i gap phai tai thoi diém nay.

Nguoi ban: (Cau héi Chi phi nhu cau) lat nita ching ta sé nghi tGi
nhitng van dé khac. Nhung tredce tién, anh néi rang anh muon kiém
soat nhitng cudc goi duong dai. Tai sao diéu nay lai quan trong vdi

anh?

Khach hang: Hién tai to6i dang chiu nhiéu ap Iyc ti* nguwdi gidm sat vée
chi phi mang. Néu t6i c6 thé gidm cuwéc dién thoai duwong dai, diéu

nay sé giup toi rat nhiéu.
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Hinh 4.8: Nhitng cau héi Chi phi nhu cau

Nguwdi ban: (Cau héi Chi phi nhu cau) Viéc han ché cac cudc goi
duwong dai c6 dem lai lgi ich gi khong?

Khéch hang: A, c6... Di nhién diéu nay sé& giam chi phi gia cuwdc mot
sO cudc goi duwong dai virgt mitc ching téi dang phai chiu. Hau hét

ching la nhitng cudc goi trai phép.

Nguoi ban: Biéu dé lién quan dén bao cdo quan 1y hé thong dién thoai
ding khong? (Cau hoi Chi phi nhu cau) T6i cé thé hiéu rang anh

muon cai thién n6?

Khach hang: Vang, do sé la mot ho trg rat 16n.

Nguoi ban: (Cau héi Chi phi nhu cau) C6 phai la vi n6 sé dem dén
cho anh m6t phwong phap tinh chi phi dién thoai t6t hon khéng?
Khach hang: bBung vay. Néu biét duwgc bo phan nao da goi nhitng
cudc dien thoai nay, ching t6i s€ budc ho phai tra chi phi cho nhitng
cudc goi do.

Nguwai ban: (Cau héi Chi phi nhu cau) To6i hiéu... c6 cach nao ho trg
duoc khong?
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Khéch hang: A... khong. T6i nghi y thitc ctia méi ngudi mdi 1a quan

trong.

Nguoi ban: (Cau héi Chi phi nhu cau) tat nhién la n6 rat quan trong...
nhung anh khong nghi rang thoi gian tra 10i nhitng cudc goi dén va

tong s6 cudc goi qua moi may 1é ciing quan trong sao?
Khach hang: Biéu dé that sw hitu ich.

Nguoi ban: (Cau héi Chi phi nhu cau) Hitu ich khi tim ra cac nguyén
nhan tang chi phi hay dé lam gi khac nita?

Khach hang: Khong, t6i khong nghi t6i chi phi. Phwong phap do sé
giup chung t6i nang cao dich vu khach hang va trong Iinh vyc kinh
doanh thi bién phap dé rat quan trong. Anh cé thé gitp chiing t6i
khong?

Nguwdi ban: Tat nhién la c6 thé. Cho phép tbi gidi thich cong cu cia
ching t6i sé gitip anh nhu thé nao...

Trong doan trich nay, nhitng cau héi Chi phi nhu cau rat hiéu qua
trong viéc hudng sy quan tam cua khach hang t6i nhitng giai phap
hon la nhitng rac r6i. Quan trong hon, khach hang bat dau dwa nhitng
1gi ich cho ngudi ban, ho néi nhitng diéu nhu: “N6 sé gitip ching t6i
nang cao dich vu khach hang.” Khong may ngac nhién khi nghién cttu
cta chung t6i cho thay khach hang danh gia vé nhitng cudc ban hang

stt dung nhiéu cau héi Chi phi nhu cau la:
* Tich cuc
* Co tinh xay dung

* Hitu ich
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Nhitng cau héi Chi phi nhu cau tao nén tac dong tich cyc. Pay chinh
1a 1y do chiing t6i nhan thdy cau héi Chi phi nhu cau c6 moi lién hé
chat ché vi thanh céng ctia cudc ban hang va diéu nay phu thudc vao

viéc duy tri tot cAc mdi quan hé vdi nhitng khach hang hién tai.
Cau hoi Chi phi nhu cau giam bét 16i tir choi

Trong ban hang thudng c6 moi quan hé ro rang gitta sdn pham ban
ban va van dé ma no6 giai quyét. Chac chan dé la giai phap phu hgp
v&i van dé dé. Vi dy, mot ngwoi rat lo lang vé rui ro chdy cac gidy to
quan trong cua cong ty. Van dé nay cé thé duwgc gidi quyét bang cach
mua két Iuwu trit ho so chong chay.

Nhung khi quy mo6 ban hang 16n dan 1én, thi sé khé nhan thay tinh
hop 1y ctia gidi phap danh cho rac r6i d6. Trong ban hang quy mo6 16n,
van dé cua khach hang la do nhiéu yéu t6 tao thanh va giai phap ban
dwa ra sé chi gidi quyét tot mot hodc mot vai yéu t6 gay nén van de.
Vi dy, van dé hiéu qua ban hang thap c6 thé do hang ta cac yéu to gay
ra nén khi dwa ra giai phap ctia minh, ban sé gap phai rac roi vi khach
hang chi tap trung vao nhitng diéu ban khéng thé giai quyét dugc thay
vi nhitng diéu ban c6 thé lam. Khi diéu nay xay ra, khach hang c6 thé
sé nghi ngo cach gidi quyét ctia ban nhu vi du duwéi day:

Nguoi ban: Van dé chinh ctia anh la ti 1€ tir chéi déi véi nguyén liéu
anh dang st dung cho cac thir nghiém céng nghé la rat cao. Nguyén
liéu mdi cua chiing t6i rat dé st dung va ti 1€ that bai cia cac ky thuat

vién sé giam khoang 20%.

Khach hang: (Pwa ra 10i tir ch6i) Khoan da. Ngoai van dé nguyén liéu
dung trong thir nghiém, khach hang con phan nan vé nhiéu yéu to

khac nhw nhiét do bo vi xtr 1y hay qua trinh 6 xi hoa thudc trang phim.
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Vi vay, nhitng nguyén liéu dé sit dung cua ban ciing khong giai quyét
duoc gl.

biéu gi dang xay ra? Khach hang tt chéi vi gidi phap cta nhan vién
ban hang chi gidi quyét dugc mét khia canh ctia van dé phitc tap.
Bang cach dwa ra cac tuyén bo vé san pham, ngudi ban ggi y cho
khach hang dwa ra nhitng khia canh khac va phan bac lai luan diém
ma nguoi ban hang dang c6 gang thé hién.

Trong ban hang quy mé 16n, nhitng van dé ban dang c6 gidi quyét
dwgc ciu thanh tir nhiéu thanh phan va nguyén cé. Do vay, gan nhuw
chac chan ban (hay d6i tha ctia ban) sé khong thé dwa ra mot giai
phap hoan hdo c6 thé xi Iy moi khia canh ctia van dé. Ban sé gap rui
ro néu chi ra minh c6 thé gidi quyét van dé t6t nhu thé nao. Bang cach
do, ban sé khién khach hang néu ra cac khia canh khac ban khong thé
gidi quyét. Hon nita, nhitng khach hang sanh séi trong kinh doanh
khong trong cho ban c6 mot giai phap hoan hao. Pung hon la ho
muon biét ban c6 thé xtt 1y cac yéu t6 quan trong nhat ctia van dé vGi

mttc phi phdi chang khong.

Vi vay, lam thé nao ban c6 thé nhan dugc sy chap thuan caa khach
hang rang cach giai quyét ctia ban rat quan trong néu né khong thé
gidi quyét moi khia canh ctia van dé? Pay la lic ban can st dung cau
héi Chi phi nhu cau. Néu khién khach hang ké nhitng diéu ma giai
phap cuda ban c6 thé gitip dugc, ban sé khong phai nhan nhitng 16i tw
choi. Khong ai mudn bi budc phai néi rang diéu gi la t6t cho bd phan
hay cong viéc kinh doanh ctia anh/c6 ta — dac biét la bi ép b&i mot
nguoi ngoai. Khach hang sé c6 thai do tich cwc hon néu ho dugce cw
x nhw nhitng chuyén gia. Bang cach dat cau héi Chi phi nhu cau, ban

sé khién khach hang néu ra nhitng yéu t6 ctia van dé ban c6 thé giai
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quyét. Phwong phap nay sé giam b6t nhitng 101 tir chdi va giap giai
phap ban dwa ra dé chap nhan hon nhw vi du dwéi day:

Nguoi ban: Van dé chinh cua anh la ti 1€ ti chdi cao d6i v6i nguyén
liéu anh st dung cho cac cudc kiém tra vé cong nghé. (Cau héi Chi
phi nhu cau) Do vay, anh mu6n tim giai phap dé gidm nhirng 15i tw
choi nay phai khong?

Khéch hang: O, diing vay. D6 1a van dé 16n va ching t6i can hanh
dong ngay.

Nguwdi ban: (Cau héi Chi phi nhu cau) Néu c6 nguyén liéu gitp cac
nhan vién ky thuat dé st dung, diéu nay sé gitp cho anh chi?
Khach hang: D6 chi 1a mot yéu t6. Nén nhé con nhiéu yéu t6 khac
nhw nhiét do bo vi x¢ ly hay hay qua trinh 6xy héa thuéc trang phim.
Ngudoi ban: Pung, téi hiéu cé mot vai yéu td va nhw anh noi, nguyén
liéu dé stt dung chi la mé6t trong nhitng yéu t6 dé. (Cau hoi Chi phi
nhu cau) Anh cé thé cho t6i biét nguyén liéu dé st dung c6 thé gitip
anh nhuv thé nao khong?

Khéch hang: A, chic chin n6 s& 1am gidm ti 18 nhitng 10i tir chéi
chuing t6i gap phai sudt giai doan quang céo.

Nguoi ban: (Cau héi Chi phi nhu cau) Diéu do6 c6 dang lam khong?
Khéach hang: Chac chan roi. Toi khong biét chinh xac phai mat bao
nhiéu nhwng du dé tao ra su khac biét.

Ngudi ban: (Cau héi Chi phi nhu cau) Co6 cach nao khac ngoai viéc
dung nguyén liéu dé st dung khong?
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Khach hang: Nhitng bang cat-sét nhé gon nay sé khong can t6i mot
k¥ thuat vién c6 kinh nghiém dé ché tao. Co 1€ giai phap do co thé co6
ich. Néu chuing t6i c6 nguyén liéu dé stt dung dén mirc mot trg ly
cling c6 thé lam dugc, thi cac ky thudt vién cé thé danh nhiéu thoi
gian hon cho céng doan xt ly. Biéu nay c6 thé tac dong 16n t6i mot

sO van deé vé bo vi xit ly ching t6i dang gap phai.

Trong vi du nay, ngudi ban st dung cau hoi Chi phi nhu cau dé budc
nguwoi mua gidi thich vé cac chi phi nhu cau, ttr d6 dwa ra giai phap
dwgc ngwoi mua chap nhan.

Cau hoi Chi phi nhu cau tap cho khach hang cach ban hang ndi b

Trong ban hang quy mo nho, thanh cong cua ban dva vao cach ban
thuyét phuc khach hang hiéu qua nhw thé nao nhung diéu do6 khong
dung vGi ban hang quy m6 1én. Khi quyét dinh cang 16n va cang
nhiéu ngwoi tham gia, thi cudc ban hang cang phitc tap. Thanh cong
cua ban khong chi phu thugc vao cach ban ban hang ma con phu
thudc vao nhitng ngwoi mua hang ban hang cho nhau t6t nhu thé nao.
Trong ban hang quy m6 nho, ban thwdng c6 mat trong suét qua trinh
ban hang. Nhung trong ban hang quy moé 16n, c6 thé c6 nhiéu “cudc
ban hang” ma nhitng nguoi gay anh huwdng va nguoi st dung sé tw
ban hang cho nhau va ban khéng c6 co hoi gigi thiéu san pham cua

minh.

Mot 1an, tai hoi nghi cong ty, Giam doc ban hang thanh cong va day
kinh nghiém trong linh vitc quén ly ban hang dwgc yéu cau giai thich
vé viéc anh ta da thanh cong khi ban mot hé thdng hang triéu do-la
cho mot cong ty dau mo 16n nhw thé nao. Anh ta n6i: “DPiéu quan
trong nhat can nhg trong mot thwong vu 16n 1a ban chi c6 mot vai tro

rat nho trong qua trinh ban hang. Qua trinh ban hang van tiép dién ké
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ca khi ban khong & dé — khi d6 nhitng nguwoi t6i da ban hang cho sé
1dp lai nhitng diéu to6i no6i va thuyét phuc nhitng ngwoi khac. Toi dam
chéc, ly do khién t6i thanh cong 1a do t6i danh nhiéu thdi gian dé chac
rang nguoi toi néi chuyén hiéu ro cach ho ban hang cho t6i. Toi giong
nhu dao dién cua vé kich. Cong viéc cua t6i dién ra trong qua trinh
dién tap: T6i khong ditng trén san khau trong man trinh dién. C6 qua
nhiéu ngudi trong qua trinh ban hang mu6n la nhan vat chinh. Loi
khuyén ctia t6i 1a néu mudn cé mot thuwong vu that sw 16n, ban phai
hiéu, tham chi néu la mot nghé sy 16n, thi thoi gian ban ditng trén san
khau ciing chi 1a lwgng thdi gian rat nho trong qua trinh ban hang.
Néu khong tap luyén cho nhitng vai dién con lai, bu6i biéu dién sé
that bai.”

Hau hét nhitng ngwdi ban hang c6 kinh nghiém trong nhitng thuwong
vu déu sé dong y v&i phan tich nay. Ro rang, rat nhiéu cuéc ban hang
van sé tiép dién khi ban khong & dé. Vi vay, ban cang chuan bj tot cho
nhitng nguwoi ho tro ban, ho cang dé thuyét phuc ngwoi khac. Van de
la: Phwong phap tot nhat dé tap cho cac khach hang ban hang hiéu
qua cho ban la gi? Du6i day la doan trich tir mot cudc ban hang dién
hinh ma nguwdi mua, néu dwgc thuyét phuc, sé la ngwoi tiép tuc “ban

hang” noi bo:

Ngudi ban: ... va mot diém nita hé thong nay c6 thé gitup ban chinh la
giam thiéu viéc kiém ke.

Khéach hang: T6t. B6 1a diéu ching toi can. Toi sé néi chuyén vdi 6ng
Phé giam doc phu trach tai chinh vao ngay mai va dé cap dén van de
nay.

Ngudi ban: Chac anh con néi vdi 6ng ay viéc ching t6i c6 gan thé

kiém toan ty dong.
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Khéach hang: Kiém toén gi co?

Ngudi ban: D6 1a mot phwong phap méi rat cé hiéu qua khi nhap dir
liéu va thu duogc ho so kiém ké.

Khach hang: Pugc roi. Toi sé dé cap dén diéu nay.

Ngudoi ban: Anh hay cho 6ng ay biét, ching t6i da giam 12% chi phi
kiém ké tai Cong ty Trach nhiém hitu han Snitch.

Khach hang: Nho vao hé thong kiém toan tw dong nay?

Nguwoi ban: Bing vay. Bang viéc kiém soat nhitng thoi diém cao trao
ctia vu mua, ching to6i c6 thé lam t6t hon. Anh sé cho 0ng dy biét diéu

nay chi?

Khach hang: Um... Ngay mai c6 1é 1a ngay ban ron ctia 6ng ay... c6
mot cudc hop vé van dé kinh doanh bat dong san. T6i sé ndi néu co

~

thé.

Tham chi, néu ngwdi mua nay c6 noéi chuyén véi 6ng Phé giam doc
phu trach tai chinh thi qua trinh ban hang nay sé dat hiéu qua nhw thé
nao? Chac chan that bai vi ngwdi mua nay chwa hiéu ré san pham dé

gidi thich no.

Khong hiém nhitng nhitng ngwdi mua c6 hiéu biét chwa day du vé san
pham nhuw thé nay. Cac nhan vién ban hang sé gap kho khan néu
khong cé da kién thitc vé cong nghé va ing dung dé ban cac san
pham hay dich phu phttc tap. Vi vay, dirng mong khach hang hiéu
duwgc tat ca nhitng diéu ban phai mat ca thang mdi hiéu dugc chi trong
mot gio.

Ban nén lam gi néu khach hang khong hiéu ky vé san pham? Di
nhién, sé that ly twéng néu ban thuyét phuc duwgc khach hang dwa ban
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dén cac cudc gap g&. Nhung thuc té, diéu nay la khong thé vi khach
hang sé v6 tinh mat di kha nang kiém soat tinh thé khi gitip ban lién
hé trye tiép véi nhitng ngwdi dirng dau. Hon nita, ban khong thé gidi
thiéu san pham cda minh tai tat ca nhitng “cudc ban hang” dién ra
trong ndi bd bén mua. Trong mot cudec ban hang phic tap, c6 dén
hang chuc cudc doi thoai thao luan vé san pham cda ban. Tham chi,
néu khach hang cho phép, ban cting khong cé thoi gian tham gia vao

tat ca cac cudc tranh luan.

Vi thé, trong ban hang quy mé 16n, mot thye t€ can phai chap nhan la
phan 16n qua trinh ban hang sé dwoc thie hién bdi nhitng nguai ho
trg noi bo khi ban khong & do. Biéu nay dwa ching ta trd lai cau héi:
Lam thé nao dé chuan bj t6t nhat cho mot khach hang sé dai dién cho
ban dé ban hang, day la khia canh khac cho thdy cau héi Chi phi nhu
cau c6 cach st dung dac biét. Trong vi du ti€ép theo, ngwdi ban st
dung nhitng cau hoi Chi phi nhu cau theo cach sé gitip ngudi mua ban

hang trong noi bd khi cudc ban hang két thic:

Nguwdi ban: ... va mot diém nita hé thong nay sé gitp ban la giam

thiéu cac mrc kiém ke.

Khach hang: T6t. D6 la diéu ching t6i can. Toi sé noi chuyén v6i Pho

giam doc phu trach Tai chinh vao ngay mai va sé dé cap dén diéu nay.

Nguwdi ban: (Cau héi Chi phi nhu cau) D6 1a diéu anh can. Vay anh sé
dugc lgi gi tir mitc kiém ké thap hon?

Khach hang: Lgi ich chinh la chi phi.

Nguoi ban: (Cau héi Chi phi nhu cau) Chi phi chinh 1a lgi ich quan

trong nhat d6i v4i cong ty cia anh phai khong?
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Khéach hang: Bung vay,... nhung ciing khong nhat thiét. Hién tai toi
dang nghi vé van dé khac khan cap hon. Vao cudc hop ngay mai,
chung t6i dinh xem xét lai hang héa xép kho ctia ching t6i. Ching t6i
dang thué mot dia diém dat tién va Phé giam doc Tai chinh ctia chiing
toi muon déng ctra né va nang cap hé thong kiém ké hang ton kho &
day. Nhung chiing t6i chwa cé kho du 16n tai dia diém nay. Néu hé
thong ctia anh c6 thé gidm cac loai mdt hang xuéng chi con 5 %,
ching t6i c6 thé dong ctra kho hang hoéa do.

Nguwdi ban: (Cau héi Chi phi nhu cau) Diéu nay sé tiét kiém tién cho

cac ong?

Khéach hang: Khodng 250.000 d6-la mot nam. Néu giip ching toi
thue hién diéu nay, toi sé cd gang danh 15 phit tredc cudc hop dé noi

chuyén vdi ngai Pho giam doc.

Trong vi du nay, ngudi ban st dung nhitng cau hoi Chi phi nhu cau dé
budc ngwdi mua phai dwa ra nhitng lgi ich. D€ lam dugc diéu nay,
ngwoi ban phai dat dugc mot vai diéu sau:

* Gio day, moi quan tam cda ngwdi mua la chu trong vao giai phap sé
gitp ho chit khong phai vao chi tiét san pham nhuw trong vi du dau.
Céac khach hang khong thé hiéu vé san pham ctia ban sau sac dén do
gidi thich n6 16i cudn, thuyét phuc cho ngudi khac. Nhuwng mong rang
cac khach hang sé c6 hiéu biét vé van dé va nhu cau cua chinh ho.
Céac cau hoi Chi phi nhu cau tap trung vao diéu ngudi mua hiéu ro
nhat: tinh hinh cong viéc kinh doanh ctia ho va giai phap ctia ban gitp
ich dugc gi cho viéc kinh doanh cta hg. Khi nguwdi mua noi chuyén
v6i nhitng ngudi khac & bén mua, do sé la cau chuyén vé nhu cau chi
khong phai vé san pham, ho sé thuyét phuc 16i cuon nhat va déng goép

tot nhat vao hiéu qua ban hang cta ban.
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» Khach hang dang giai thich nhitng lgi ich cho ngudi ban chir khong
phai ngwgc lai. Néu khién khach hang gidi thich cho ban gia tri giai
phap cuda ban, do6 sé 1a mot cudc tap luyén tot cho ho khi ho giai thich
twong tu cho nhitng nguwoi khac & bén mua. D6 la cach luyén tap hiéu
qua dé khach hang chta dong néi cho ban vé nhitng 1gi ich hon la dé
ho lang nghe mdt cach bi dong trong khi ban mo ta nhitng lgi ich do.

» Khi khach hang thay y kién cta ho la m6t phan cia cach giai quyét,
ho sé cam thay tin twéng va hitng thi hon vao san pham ctia ban —
diéu do sé tao co hoi cho san pham cua ban dwgc quang cao rong rai

trong cac cudc thao luan.

Toém lai, nhitng cau hoi Chi phi nhu cau rat quan trong vi chiing tap
trung vao giai phap chit khong phai vao ban than van dé. Ching khién
khach hang néi cho ban vé nhitng 1gi ich. Pac biét, nhitng cau hoéi Chi
phi nhu cau la cong cu ban hang c6 tdc dong manh mé trong ban hang
quy mo 1én vi chiing tang thém sy chap thuan cta khach hang doi vai
gidi phap cta ban. Quan trong hon, thanh cong ctia cac cudoc ban hang
quy mo 16n thwong phu thudc vao qua trinh ban hang noi bo duoc
thwe hién béi chinh khach hang, va nhitng cau héi Chi phi nhu cau la
mot trong nhitng bién phép tét nhat dé luyén tap cho khach hang cach
trinh bay giai phap cta ban cho ngudi khac mot cach 16i cuon, thuyét
phuc.

SU KHAC NHAU GIUA CAU HOI GOI Y VA CAU HOI CHI PHI
NHU CAU

Ca cau hoi Goi y va cau hoi Chi phi nhu cau déu phat trién nhu cau
An thanh nhu cau Hién, vi chiing ¢ chung muc dich nén rat dé bi

nham lan. Hay doc doan trich vé cudc ban hang dwéi day va lam theo

trac nghiém:
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Caccauhoi Goiylavidul,3va4. Vidu2,5va6 la cac cau hoi Chi
phi nhu cau. Pirng that vong néu ban da chon sai. Trong giai doan dau
nghién cttu, chiing toi cling thwong gap nhitng vi du vé cac cau hoi
ma ching t6i khong biét c6 thé xép ching vao loai nao cho thich hgp.
Chung t6i viét nhitng vi du nay 1én mdt chiéc bang 16n trong van
phong. Thinh thodng, ching t6i thdo luan van dé phan loai khé khan
nay — nhitng van deé ranh gidi la thuat ngit ky thuat — dé chac rang
ching t6i da thong nhat tiéu chuan — diéu rat can cho loai nghién cttu

nay.

Tai mot trong nhitng cudc thao luan nay, diva con trai tAm tudi cta
mot thanh vién trong nhom da dén van phong dé dén bd. Ching toi
dang tranh luan vé cac vi du viét trén bang, c6 gang phan loai cai nao

1a cau hoi Goi y, cai nao la cau héi Chi phi nhu cau. Pita tré nhin 1én
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bang mot lic roi noéi: “Cai nay, cai nay va céi nay la cau hoi Ggi y con
lai 1a cau hoéi Chi phi nhu cau.” Chiing toi rat sitng sot — chuing toi
cling c6 két luan nhw vay nhung phai mat nira gio dé dwa ra két luan
do.

“Sao chau c6 thé néi nhuw vay?” — ching t6i hoi.

“Rat dé a”, cau bé noéi. “Nhirng cau héi Goi y luén mang s buon ba.

Con nhitng cau héi Chi phi nhu cau lai luén dem dén niém vui.”

Cau bé da ding va t do chung t6i goi no la quy luat Quincy, theo tén
cua cau bé. Theo cach suy nghi cua ngudi 16n, nhitng cau hoi Goi y la
nhitng cau hoi di vao trong tam van dé — ching khién cac van dé
nghiém trong hon — va dé 1a ly do chiing mang y nghia “buéon”. Trai
lai, nhitng cau hoi Chi phi nhu cau lai tap trung vao céac giai phap
(Hinh 4.9). Chting héi vé hiéu qua va gia tri cta giai phap nén ching

mang y nghia “vui vé, hanh phuc”.

Nhitng nha quan 1y sé cé an twgng khong tot néu ho biét ching t6i
dang day cho doi ngii ban hang cia ho héi nhitng cau héi buon trueéc
roi mdi dén nhitng cau hoi vui — dac biét néu ho biét quy luat nay do
mot dita bé tdm tudi goi y. Do vay, ching t6i chwa bao gio cong khai
quy luat Quincy. Nhung néu gap rac roéi vdi nhitng vi du cudi, hay thtr
van dung luat Quincy. T6i nghi ban sé nhat tri rang nhitng cau héi
Goiy (vidu 1, 3 va 4) c6 nét buén hon nhitng vi du khac.
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Hinh 4.9: Cau héi Goi y chu trong tdi vdn dé; cdu hoi Chi phi nhu
cau cht trong tdi gidi phdp

TRO LAI VOI CAU HOI MO VA CAU HOI BONG

Cudi Chuong 1, trong phan “Cau hoi va Thanh cong”, téi da noi kiéu
cau héi mé va déng truyén thong khong lién quan téi hiéu qua caa
ban hang quy mo 16n. T6i dam chac nhiéu doc gia néu ra duwgc nét
khac biét gitra cau hoi mé va dong, ho thay nhitng két luan cua chiing
toi rat khé tin. Bay gio, t6i c6 thé ké cho ban mot cau chuyén dé
chitng minh diéu dé.

To6i dang tién hanh mdt nghién citu vé hudn luyén quan 1y ban hang
tai mot cong ty 16n vé cong nghé cao. Trong mot phan ctia nghién
clru, toi da di cung vdi nhitng nguoi ban hang va xem ho tng dung
cac bai hoc da dwgc huan luyén vao thure té€ nhw thé nao. Mot hom, t6i
di cung v6i nhan vién ban hang nhiét tinh nhwng thiéu kinh nghiém.
Su6t cudc ban hang, t6i ghi lai s6 1an c6 ay st dung cac loai cau hoi
khéc nhau cua chién lwge SPIN. Két qua tir cudc ban hang dau tién la:

Cau hoi Tah hush 35
Cau hoi Vim 38 0
Cau hai Gos ¢ 0
Cau hai Ché pbt nbm cin 0

Nhuw da biét, cau héi Tinh hinh anh hwéng tiéu cuc dén thanh cong.
Cang dwa ra nhiéu cau héi Tinh hinh, cudc ban hang ctia ban cang it
c6 co hoi thanh cong. Co thé doan dwgce dién bién ctia cudc ban hang
do la: dau tién khach hang thay chan r6i mat kién nhan va cudi cung

la dudi chuing t6i di. Sau do6, nguwdi ban hang nay xin t6i mot 16i
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khuyén. “T6i da dwa ra nhiéu cau hdi mé trong sudt cuéc ban hang,”
cO gidi thich. “Anh c6 nghi toi da thanh cong khong?” To6i budc phai
trd 10i rang néu c6 khong dé cap t6i diéu co6 tac dong tdi khach hang —
nhw nhitng van dé va ggi y ctia ho — thi chac chan sé khong tao ra bat
ky su khac biét nao du cac cau hoi ctia co6 c6 la mé hay déng. Su that
dang bu6n chinh la mot cudc ban hang véi nhitng cau héi Tinh hinh
thi chac chan sé khong thanh céng. T6i nghi c6 hang chuc nghin
ngwoi ban hang giong c6 dang rat vat va dé hiéu ro sy khac biét giita
nhitng cau héi mé va déng. Ho can phai hiéu sitc manh ctia mot cau
héi nam & viéc liéu n6é c6 hoi vé mét khia canh tam 1y quan trong doi
vOi khach hang khong — ch khong phai la n6 ma@ hay dong.

MO HINH SPIN

Dbat cau hoi cho khach hang 1a mot budc quan trong, n6é khién mo
hinh SPIN c¢6 hiéu qua manh mé. Chuoi cau héi nay truc tiép dé cap
t6i tam ly ctia qua trinh mua hang. Nhu cau khach hang chuyén
hwéng rat 1 rang tir An sang Hién. Nhitng cau hoi SPIN vach ra
dwong di nuwéc bude cho ngwoi ban hang, dwra cudc ban hang qua cac
bwdc phat trién nhu cau cho tdi khi dat dwge nhu cau Hién (Hinh
4.10). Cang nhan dugc nhiéu nhu cau Hién, cudc ban hang ctia ban

cang chac chan thanh cong.

Hay xem lai toan bo mo hinh SPIN va dwa ra vai 10i nhan xét vé cach
stt dung cua n6. Quan trong nhat la dirng xem SPIN la cong thitc citng
nhac. Ban hang theo cong thitc c6 dinh chac chan sé dem lai that bai
trong ban hang quy mo 16n. Hay coi mo6 hinh nay nhv mot miéu té ro
rang vé viéc nhitng nguwdi ban hang tham do thanh cong nhw thé nao.
Hay coi n6 nhw vat dan duong chir khong phai mot cong thitc.

https://thuviensach.vn



Toém lai, nghién citu cua ching t6i vé cac ky nang dat cau héi cho
thay cac nhan vién ban hang thanh cong thwong st dung chudi cau
hoi dwdi day:

1. Truwéc tién, ho dwa ra cac cau héi Tinh hinh dé thiét 1ap cac thong
tin nén. Nhung ho khong dat cau hoi nay qua nhiéu vi nhitng cau hoéi
Tinh hinh cé theé rat té nhat hodc khién khach hang titc gian.
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Hinh 4.10: M6 hinh SPIN

2. Tiép theo, ho nhanh chéng chuyén sang cac cau héi Van dé dé
tham do nhitng truc trac, kh6 khan va sy khong hai long ctia khach
hang. Bing cach dit cac cau héi nay, ho phat hién nhu cau An ctia
khach hang.

3. Trong ban hang quy m6 nho, thoi diém nay rat thich hgp dé dwa ra
cac giai phap. Nhung trong cac cugc ban hang quy mo 16n thanh
cong, nguwoi ban thwong khong héi kiéu cau hoi nay nira, ho tiép tuc
dat cac cau hoi Goi y dé khién nhu cau An ngay mot 16n hon va khan
thiét hon.
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4. Sau do, khi khach hang dong y rang van dé nay da da nghiém trong
dé hanh dong thi nhitng chuyén gia ban hang déu dat cau hoi Chi phi
nhu cau dé khuyén khich khach hang quan tam td&i cac giai phap va

néu ra lgi ich ma gidi phap do dem lai.

Di nhién, khong phai lic nao chiing ta ciing lam tuan tw theo cac buéc
trong trong mo hinh SPIN. Vi dy, néu khach hang bat dau giao dich
bang nhu cau Hién, ban phai di thang vao cac cau hoi Chi phi nhu cau
dé budc khach hang néi vé nhitng 1gi ich ban dwa ra sé dap trng nhu
cau cua ho nhu thé nao. Hodc khi tham do mot van dé hay hé qua cua
noé, ban phai dat cac cau hoi Tinh hinh dé thu thap nhiéu thong tin nén
hon. Nhung trong hau hét cac cudc ban hang, cac cau héi thuwong theo
chudi SPIN.

Rat nhiéu ngwdi ban hang c6 kinh nghiém, khi dwgc gidi thiéu vé bon
cau héi don gian nay déu néi: “Toi c6 thé dwa ra nhitng cau héi nay
ma khong can dén mot nghién cttu ton kém. Biéu do rat binh thwong.”
Puong nhién, ho ding. Chiing t6i da tim kiém m6 hinh nay bang cach
quan sat hang nghin nhan vién ban hang thanh céng. Vi vay, khong
ngac nhién khi nhitng nguwdi ban hang thanh cong ngay lap titc hiéu
duwgce SPIN. T6i khong mudn coi mo hinh SPIN 1a mot kham pha
mang tinh cach mang vé phuong thirc ban hang. N6 la cAich ma nhitng
ngwdoi ban thanh cong stt dung dé gitp giao dich tién trién tot dep
hon.

Hay nghi vé mot trong nhitng cudc ban hang thanh cong nhat cta ban.
Co thé lac dau ban sé nghi, cudc ban hang dé khong theo m6 hinh
SPIN phai khong? Néu bat dau bang cach phat hién diéu gi do vé tinh
hinh ctia khach hang thi c6 1€, ban da bat dau véi cau hoi Tinh hinh.
Ngay lap titc, ban chuyén sang thdo luan van dé ma khach hang gap

phai. Diéu do c6 nghia la ban da dat cac cau héi Van deé. Tiép theo,
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van dé dé c6 vé nhu 16n va khan thiét hon. Tai sao diéu nay lai xay
ra? Co lé vi ban dang phat trién van dé bang nhitng cau héi Ggi y.
Cudi cung, trong cudc ban hang do, ban c6 ndi vé nhitng 1gi ich
khong? Hodc khach hang c6 thay thich thd va néi véi ban nhitng diéu
nhu: “A, mot cach khac anh c6 thé gidp t6i d6 1a...” Trong hau hét
cac cudc ban hang thanh cong cua t6i, khach hang sé la nguoi dua ra
cac lgi ich vi t6i da st dung cac cau héi Chi phi nhu cau va chac chan
day chinh xac la diéu ban van lam trong cac cudc ban hang thanh

cong.

Do d6, chac chan ban dang stt dung mo hinh SPIN trong hau hét cac
cudc ban hang thanh cong cta minh. SPIN khéng phai 1a mot diéu gi
md&i mé va khac la. Biém manh ctia n6 1a dwa ra mot mo ta don gian,
rd rang cho mot qua trinh rac roi, phitc tap. Vi vay, né sé giip ban
thay diéu gi ban dang lam t6t va gitp ban xac dinh nhitng cho ban can
phai tich cyc hon.

CACH SU DUNG CAC CAU HOI SPIN

Dé dat cac cau hoi SPIN hiéu qud, hdy nhan thitc rd rang rang vai tro
cta ban trong cudc ban hang la vai tro cia ngudoi gidi quyét van de.
Céc truc tric ctia khach hang hay nhitng nhu cau An la tdm diém cuaa
moi cudc ban hang. Nhiéu nam qua, viéc nhan thitc ro diém don gian
nay da giup ich rat nhiéu cho viéc ban hang cua t6i. Trwdc khi tién
hanh mot cudc ban hang, t6i tw hdi: “To6i c6 thé gidi quyét nhitng van
dé nao cho khach hang nay?” Cang hiéu r6 van dé minh c6 thé giai
quyét, cang dé dva ra nhitng cau hdi hiéu qua trong qua trinh ban

luan.

Duwdéi day la mot ky thuat don gidn gidp ban 1ap chién lwgc ban hang

va vach ra cac cau hoi:
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* Trur6c cudc ban hang, hay viét ra it nhat ba van dé khach hang c6 thé
gdp phai va nhitng san pham, dich vu cta ban c6 thé giai quyét dwoc

van dé nao.

* Sau dé, hdy viét ra mot vai cau héi Van dé ban cé thé hoi dé tim ra

tirng van dé tiém an ma ban nhan thay.

Khong phai chi c6 minh t6i, ma rat nhiéu nguwdi khac cling nhan thay
viéc liét ké danh sach cac pham vi van dé tredc moi cudc ban hang la
rat hitu ich. Mot nhan vién c6 kinh nghiém ctia mét ctra hang Kodak
da viét: “Toi da ban hang hon 20 nam nay. Khi anh goi y hay liét ké
danh sach nhitng pham vi van dé tridc moi cudc ban hang, t6i nghi y
twdng nay qua don gian va khong dang dé thuc hién. Nhuwng t6i da
thir va thay day la mot cach hitu ich gitp t6i suy nghi ro rang hon va
thanh cong ngay giai doan dau ctia cudc ban hang.” Hay th lam né.
Béng cach nay, ban sé phat hién nhanh hon nhitng nhu cau An va né
cling giup ban giam badt thoi gian dat nhitng cau hoi Tinh hinh khong

can thiét.

Hau hét nhitng nguwdi ban hang nhan thay viéc dat cac cau hoi Ggiy
kho hon cau héi Tinh hinh va cau héi Van dé. Trong cac cudc ban
hang chung to6i da nghién cttu, cit 20 cau hoi thi chi c6 mot cau hoi
Goi y. Du cau hoi Ggi y c6 tac dong manh mé nhung moi nguwdi van
gap kho khan khi st dung chiing. Nhung c6 mot bang chitng rat thu vi
(xem thém Phu luc A) la néu ban héi nhiéu cau héi Goi y hon, nhitng
cudc ban hang cua ban ciing sé thanh cong hon. Theo toi, ly do moi
nguwoi dat rat it nhitng cau hdi quan trong nay la vi ho khéng vach
ching ra trueée. Du6i day la mot cach don gian giup ban vach ra
nhitng cau hoi Gagi y.

Cach vach ra nhitng cau hoi Goi y
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1. Viét ra mot van dé ma khach hang dang phai déi mat.

2. Tiép theo, hdy tw héi minh xem van dé nay c6 thé gay ra nhitng kho
khan nao va viét nhitng diéu do6 ra. Hay coi nhitng kho khan nay la
nhitng hé qua cta van dé — dac biét chu y nhitng hé qua khién van dé

tré nén nghiém trong hon ban chat cia van de.

Vi dy, trong Hinh 4.11, khi 14p ké hoach cho cudc ban hang, nguoi
ban chi ra: “Chiéc may hién tai rat kho st dung” nhw la van deé tiém
tang va anh ta nghi t6i bon kho khan lién quan; va mot trong sé dé co
thé 1a do thiéu ngwoi cé kinh nghiém trong viéc van hanh chiéc may
do.

3. V6i moi kho khan, hay viét ra nhitng cau hoi Ggi y. Vi dy, trong
Hinh 4.11, ngwdi ban nhan manh viéc thiéu cong nhan lanh nghé sé
gilp ggi ra nhitng cau héi Ggi y vé chi phi lam thém gio va kho khan

vé tuyén dung.
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Hinh 4.11: Vach ra cac cau hoi Goi y

bay la mot cach thic gian don nhuwng hiéu qua. Tham chi, nhitng
nguoi khéo 1éo va thong minh nhat cling déu cam thay kho dwa ra
nhitng cau héi Goi y néu ho khong vach ra trueée. Du st dung phuwong
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phap nao thi vé co ban nguyén tac van la giong nhau. Nhitng cau hoi
hay sé khong bat ngay ra trong dau ban trong ltic ban néi chuyén. Néu
khong vach trudc cac cau hoi, thi ban sé khong thé nghi t6i ching

trong sudt cudc ban hang.
St dung hiéu qua cau héi Chi phi nhu cau

Nhitng cau héi Chi phi nhu cau c6 tdc dong manh dén thanh céng cua
cudc ban hang. Khong c6 loai cau hoi nao lai lién tuc c6 tac dong tich
cue doi voi khach hang nhw loai hinh cau héi nay. Do do, t6i rat ngac
nhién rang trong mot nita s6 cudc ban hang chiing t6i nghién citu,
nhitng nguwdi ban hang lai khong st dung bat cit mot cau héi Chi phi
nhu cau nao. C6 thé do moi nguwdi cam thay kho st dung nhitng cau
héi nay. Tham chi trong mot s6 cudc ban hang, nhitng ngwdi ban hang
con st dung cac cau héi Chi phi nhu cau khéng ding thoi diém. Vi
vay, dau tién hay xem ltic nao khong nén dat cac cau hoi Chi phi nhu
cau roi sau dé xem lam thé nao dé céi thién viéc dat nhitng cau héi
nay dung thoi diém trong giao dich.

Tranh dung cau hoi Chi phi nhu cau ngay dau cudc ban hang. Mot so6
ngwoi mac 16i khi sit dung nhitng cau hoi Chi phi nhu cau qua sém,
trede khi ho nhan ra nhitng truc trac cua khach hang. Vi du: “Thua
quy khach, néu t6i chi cho 6ng mot diéu gi do rat tha vi, 6ng sé quan
tam ch?”. “Néu toi c6 thé chi cho anh/chi cach tang nang suat,
anh/chi sé cho chiing t6i vao danh sach dy thau cua anh/chi chi¥?”
hodc “Anh c6 quan tam tdi cach x ly nhanh cac van dé khong?”.
DPay la nhitng cau hoi Chi phi nhu cau nhuwng lai duwge dwa ra qua sém
trong cudc ban hang nén ching sé dat khach hang vao thé phong tha
va do do6 ching khong dem lai hieéu qua. Nhitng nhan vién ban hang
gidi ma chung t6i nghién cttu thwdng hinh thanh cac nhu cau trudce roi

m&i dat cac cau héi Chi phi nhu cau. Ban cling nén lam nhu vay.
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Tranh dung cau hoi Chi phi nhu cau khi khong cé cau tra 16i. That
khong may, thoi diém ma nhitng nhan vién ban hang kém céi dat cau
hoéi Chi phi nhu cau lai ding vao thoi diém to6i té nhat cia cudc ban

hang. Hay xem vi du:

Khéach hang: (Nhu cau Hién) T6i muon mot chiéc may pho to c6 thé

pho t6 hai mat giay.

Nguoi ban: (Chiéc may cta anh ta khong thé phd t6 dugc hai mat) Tai

sao chi lai can mot chiéc may pho t6 hai mat gidy?

Khéach hang: (Giai thich nhu cau) Vi n6 sé giam chi phi mua gidy. Va
néu toi giri mot ban sao hai mat qua thw thi sé nhe hon va sé giup
giam phi bru dién. M6t wu diém khac cia may pho t6 hai mat la
ching t6i khong can qua nhiéu khong gian dé dat ho so — diéu nay rat

quan trong.

Nguoi ban: ”Tai sao chi can chiéc may pho t6 hai mat?” Do sé la mot
cau héi hay néu nguwdi ban dap ng dwoc nhu cau, vi né khuyén khich
khach hang gidi thich vé nhitng 1gi ich cia chiéc may pho t6 hai mat.
Nhung nguoi ban hang nay chi dap &wng dugc may pho t6 mot mat
gidy nén dat cau hoi nay khong cé 1gi. Két qua cia cau héi Chi phi
nhu cau nay la nhu cau cta khach hang ngay cang cao va ngudi ban
khong thé dap tng né.

Hau hét ching ta déu roi vao cai bay nay rat nhiéu lan. Ching ta
thwong dat cau hoi Chi phi nhu cau cho nhitng nhu cau ching ta
khong thé dap tng nhiéu hon la nhitng nhu cau chiing ta c6 thé dap
tng. To6i chac ban van hdéi loai cau héi kiéu nhu: “Tai sao anh mudén
lam vay?” — khi mot trong nhitng khach hang ctia ban yéu cau mot

kha nang ban khéng thé cé. Tiép dd, khach hang sé dap lai cau héi
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cta ban bang cach néi cho ban tai sao diéu do lai quan trong va trong

lic lam nhw vay, sé tang nhu cau vé no.

Dbat cau hoi Chi phi nhu cau diung ldc khach hang dwa ra mét nhu cau
ban khong thé dap ing la khéng ding thoi diém. Nguwoc lai, néu co
thé dap ng dwgc nhu cau ctia khach hang thi dé la thoi diém thuan
lgi dé dat cau héi Chi phi nhu cau. Nhung day ciing chinh la thoi
diém ma hau hét ngwdi ban dat cau hoi Chi phi nhu cau it nhat. Néu
ngwoi ban trong vi du trén c6 mot chiéc may pho t6 hai mat, chac
chén co 4y sé khong dat cau hoi Chi phi nhu cau. Theo cac két qua
nghién citu, chiing t6i nhan thay khi khach hang dwa ra cac nhu cau
ma nguoi ban cé thé dap wng, thi nguwdi ban lai khong héi cau héi Chi

phi nhu cau ma ho sé bat dau néi vé cac giai phap.

Thyc hanh hiéu qua cau hoi Chi phi nhu cau. Céac cau héi Chi phi nhu
cau doi hoi phai c6 mot ké hoach can than. Néu khéng chuan bi ky
cang trong viéc dau tw sy no lwe va s kién nhan ctia minh, ban khéng
thé nang cao nhitng ky nang dat cau hoi nay. Dugi day 1a vi du vé mot
bai luyén tap don gian gitp ban ren luyén cach dat cac cau hoi Chi

phi nhu cau:

1. Nho mé6t nguwdi ban hay mot dong nghiép gitp ban (nguwoi do
khong nhat thiét phdi la chuyén gia vé ban hang).

2. Lwra chon cha dé vé mot nhu cau ma ban tin ngwdi khac dang can.
Vi du, chu dé vé chiéc 6 t6 méi, mot ky nghi, mot sy thay doi trong

cong viéc hay mét chiéc may quay phim....

3. Pat cac cau héi Chi phi nhu cau dé budc ngudi khac néi vé nhitng
lgi ich cia chu dé duwéi hinh thitc thao luan nhitng cau hoi nhuw:

» Tai sao ban nghi sé rat hay néu c6 mot chi€c may quay phim?
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* N6 c6 thé gitp chiing ta thuc hién nhitng diéu ma hién nay ching ta
chwa thé lam dwgc khong?

» Con ai nita trong gia dinh/cong ty thay hai long khi chiing ta mua n6
khong?

* Chiéc may nay c6 nhitng wu diém gi so v6i chiéc may cii ching ta
dang c6?
Khi lam bai tdp nay, ban phai chu y hai diém sau:

1. Thyc té, n6 hinh thanh sy nhiét tinh dé nhan thdy & “khach hang”
cua ban. Mot ngwoi ban hang da thi bai tap nay véi mot ngwoi ban va
ho néi vé chiéc 6 t6 mdi. Mot tuan sau, nguwoi ban d6 da mua mot
chiéc 6 td6 mdi va gidi thich rang: “Nhitng cau hoi cta anh that sy da
thuyét phuc t6i.” C6 thé dé dang nhan thay sitc manh ctia cau héi Chi

phi nhu cau trong cac vi du cta bai luyén tap don gidn nay.

2. Cau hoi Goi y thwong mang tinh cu thé véi mot van dé riéng cua
khach hang con cau héi Chi phi nhu cau lai mang tinh khai quat.

Nhitng cau héi ban st dung trong bai tdp luyén nay cling giong va4i
nhitng cau héi ban st dung trong ban hang thyc t€. Cac cau héi Chi

phi nhu cau c6 dac diém chung nhu:

» Tai sao diéu nay lai quan trong?

» Cai nay giup ich nhu thé nao?

* N6 sé hitu ich néu...?

» C6 cach nao khac c6 thé gitip ban khong?

Hay ren luyén truedce va sau do hay thi ap dung chung vao trong ban

hang thyc t€. Ban sé ngac nhién v&i hiéu qua ma ching dem lai.
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5. Pwa Ra Loi Ich Trong Cac
Cuoc Ban Hang Quy Mo Lén

Nhuw da thdy & Chwong 4, m6 hinh SPIN da cung cap mot phwong
phap hiéu qud cho giai doan Tham do cta cudc ban hang nhw thé nao.
Con trong chwong nay, ching t6i sé di vao tim hiéu va lam ro vé giai
doan Chitng minh kha nang (Hinh 5.1).

TINH NANG VA LOI {CH: NHUNG PHUONG THUC CHUNG
MINH KHA NANG CO PIEN

Cac khoa dao tao va cac cudn sach vé ban hang luon chu trong t6i
nhitng phwong phap Chitng minh kha nang. K& ttr thap nién 1920,
nguoi ta cong nhan rang c6 mot sé6 phwong thirc dwa ra gidi phap cho
khach hang c6 sttc thuyét phuc hon so v6i nhitng phwong thitc khac.
Bat ky ai ti'ng hoc qua chuong trinh dao tao ban hang vao cu6i nhitng
nam 1960 chac chan déu da dwgc hoc vé thuat ngit tinh nang va lgi
ich nhu hai cach thitc str dung dé mo6 ta vé san pham va dich vu cta
minh. Tat ca ching ta déu qua quen v&i m6t quan niém dén mitc
dwong nhue khéng can phai giai thich no, dé la tinh nang la nhitng dac
diém ctia san pham, khong c6 sttc thuyét phuc, trai lai 1gi ich — cho
thdy tinh nang c6 thé gitip ich khach hang nhw thé nao — la mot cach
chitng minh nang lwc ctia ban an twgng hon nhiéu. Néu nhuw c6 mot
pham vi ban hang chiing t6i mong nghién cttu ciia minh chi don thuan
xac nhan nhan thic thong thwong, do chinh la tinh nang va 1gi ich.
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Hinh 5.1: Buéc Chitng minh kha ndng: Pua ra cdc hudng gidi quyét
va kha nang cho khach hang

Nhung thue t€, 1gi ich — lai khong dat dwgc hiéu qua trong cac cudc
ban hang quy mo 16n va tham chi c6 thé tao ra phan tng tiéu cuc tw
phia khach hang. D€ dinh nghia vé 1gi ich cling kh6 hon ching ta
twdng rat nhiéu. Truwde khi xem xét nhitng két luan cta ching t6i, hay

bat dau xem lai mot so diéu co ban.
Tinh nang

Ai cling biét tinh nang la gi. Chung la nhitng dic diém, di liéu va
thong tin vé san pham hay dich vu ctia ban. Nhitng vi du dién hinh
cho tinh nang gom: “Hé thong nay c6 chi s6 gidam x6c 512K”, “Co
bon bwdc kiém soat phoi sang” va “Nhitng tw van vién ctia ching t6i
c6 kién thitc can ban vé tam ly gido duc”. Theo quan sat cia mot s6
tac gia tir thap nién 1920, tinh nang khong c6 strc thuyét phuc. Vi
ching dwa ra nhitng dac diém khong ro rét va khong gitip nhiéu cho
viéc ban hang cuia ban. Mat khac, cac tac gia cling nhat tri rang nhitng
tinh nang khong gay ton hai cho ban.

Twr phan tich vé s6 lwgng tinh nang duwgc sit dung trong 18.000 cudc
ban hang, chiing t6i nhan thidy nhitng diéu sau (Hinh 5.2):

* Nhin chung, trong cac cudc ban hang khong thanh cong, mirc do st
dung tinh nang cao hon mot chit (can lwu y rang diéu nay sé dan dén
Giao dich tiép theo va Khong ban dwgc hang). Tuy nhién, sy khac
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biét nho nay ciing du dé ching t6i két luan rang quan niém trén la
ding — cac tinh nang thuong trung tinh. Chung khong giup ich cho
cudc ban hang nhung ciing khong gay ton hai nhiéu.

* Trong ban hang quy m6 nhé, moi lién hé gitta viéc stt dung tinh
nang vdéi thanh céng cta cudc ban hang twong doéi chat ché. Vi vay,
nhitng cudc ban hang st dung nhiéu tinh nang hon cé vé nhw c6 nhiéu
kha nang dan dén Dat hang hodc Dat hang so bo hon. Tuy nhién, moi
lien hé nay khong dung trong ban hang quy mo 16n.

* Trong nhitng cudc ban hang quy mo 16n, tinh nang sé anh hudng
tiéu cue khi dugce sit dung ngay dau cudc ban hang va cé tac dong

trung lap khi st dung sau cudgc ban hang.

* Nhitng nguoi st dung c6 phan &ng tich cyc véi tinh nang hon nhitng
ngwoi dua ra quyét dinh.

» Gitta chu trinh ban cac san pham ky thuat phic tap, doi khi khach
hang boc 16 “Ham muon veé tinh nang”, ho yéu cau dugc biét chi tiét
veé san pham va c6 thé phan ting tich cyc véi nhitng tinh ning. O giai
doan nay ctia quy trinh ban hang, cac chuyén gia ky thuat, nha phan
tich hé thong va nhitng nguwdi ho trg ban hang khac thwong anh hwéng
tich cuc dén khach hang.

Chung t6i cling nhan thdy mot s6 moi lién hé giira viéc st dung
nhitng tinh nang v&i kiéu phan ng tir khach hang va van dé nay sé
duoc chung toi nghién cttu k§ hon trong chiong sau. Nhung nhin
chung, nghién cttu ctia ching t6i vé tinh nang da xac nhan nhitng diéu
cac tac giad van noi trong 50 nam qua la ding. Tinh nang la 10i tuyén
bo thiéu trong lwgng vi vay né khong gitip ich nhiéu cho viéc ban

hang. Ban nén trinh bay nhiéu vé lgi ich hon la vé tinh nang.
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Hinh 5.2: Nhitng tinh ndng
Loi ich la gi?

Cac rac roi bat dau xuat hién khi chiing t6i nghién citu vé nhitng loi
ich. Trong khi moi ngudi déu nhat tri v4i dinh nghia vé tinh nang, thi
khong c6 dén hai tac gia viét vé ban hang dwa ra cung dinh nghia vé
lgi ich. Duéi day 1a mot s6 dinh nghia ma ching t6i thu duwgc qua mot
thang vat va nghién cttu moi cuén sach va chwong trinh dao tao ban

hang ma chung toi tim dugc:

Lgi ich cho thdy tinh nang c6 thé gitip khach hang ra sao.

Loi ich phai tiét kiém chi phi cho khach hang.

Lgi ich chinh 1a bat ky 16i tuyén bo nao dap @ng dwgc mot nhu cau.

Lgi ich phai hap dan cac nhu cau ca nhan caa khach hang, chi khong

phai nhu cau ctia t6 chitc hay bo phan.

Loi ich phai la diéu gi d6 ma ban c6 thé dwa ra, con doi thu cta ban
thi khong thé.

Loi ich dem lai dong co mua hang.
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Con rat nhiéu dinh nghia khac vé lgi ich. Mot s6 dinh nghia nhan
manh tdi cac yéu t6 tai chinh, mot s6 khac lai tap trung vao ham
muon ca nhan. Con s6 khac chap nhan bat ky s phat trién nao cta
tinh ndng nhuw 1a giai thich n6 cé thé dwgc st dung nhu thé nao. Cau
noi cta vi giam doc ban hang tai Honeywell la cau néi wa thich cta
toi: “Loi ich 1a bat c diéu gi ban ndi véi khach hang thong minh hon

tinh nang”.

DBinh nghia nao ding? Binh nghia nao anh hwdng tich cuc nhat téi
khach hang chinh la dinh nghia chinh xac nhat. Liéu c6 mot loai lgi
ich xuat hién thwong xuyén hon nhitng loai khac trong cac cudc ban
hang thanh c6ng khong? Chung t6i kiém nghiém diéu nay bang cach
theo doi cac cudc ban hang va tinh xem nhitng kiéu lgi ich khac nhau
duwgce st dung bao nhiéu lan trong cac cudc ban hang thanh cong va
khong thanh cong. Sau cudc kiém tra ban dau vé sau dinh nghia khac
nhau nay, chiing t6i chon ra hai loai 1gi ich cho cudc kiém nghiém

nghién ctu chinh cia minh:

* Lgi ich loai A. Loai nay chi ra mét san pham hay dich vu c6 thé
dwgc st dung hay gitp ich khach hang nhw thé nao.

* Lgi ich loai B. Loai nay cho thdy mot sdn pham hay dich vu dap tng

nhu cau Hién cia khach hang nhu thé nao.

Loi ich loai A dugc stt dung pho bién nhat trong cac chwong trinh dao
tao ban hang hiéu qua. Nguoc lai, 1gi ich loai B mai chinh la dinh
nghia cua chung toi. Nhung chung toi chon 1gi ich loai A sau khi theo
doi hang tram nguoi ban hang dat hiéu qua trong nhitng vu mua ban
16n va phan tich cac tuyén bo vé sdn pham ma ho dwa ra cho khach

hang ctia minh.
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Thoat nhin, hai dinh nghia vé 1gi ich nay c6 vé twong ty nhau. Nhung
anh hwéng cua chung t6i khach hang lai khac nhau. Gia s, toi dang
ban cho ban mdt hé thong may tinh va t6i néi: “Néu st dung do hoa,
ban nén mua hé thong 32-bit nhw hé théng Suprox cua chiing toi vi hé
thong nay sé giup tang hiéu qua cong viéc cua ban mét cach dang ké.”
Nhu vay, t6i da dwa ra 16i tuyén bo thudc loai A hay B? D6 khong thé
1a loai B vi ban chwa boc 16 nhu cau vé do hoa, va téc d6 may tinh
nhanh hon.

Mot vi du khac. Ban noéi rang chiéc may hién tai cta ban c6 van dé vé
do an toan. Toi tra 10i: “Hé thong may Suprox cua ching toi la mot hé
thdng gdbm cac thanh phan c6 tinh an toan cao, né c6 thé gitip ban giai
quyét van dé vé do an toan.” Vay day la tuyén bo thudc loai nao? Lan
nay ban da boc 16 nhu cau. Ban noéi chiéc may hién tai ctia ban khong
c6 do an toan. Nhung d6 co6 phai la ban da boc 16 mot nhu cau Hién
khong? Khong. Ban noi, chiéc may hién tai ctia ban c6 van dé vé do
an toan, d6 1a mot nhu cau An vi vay, tuyén b6 cua toi dap tng nhu
cau An ma khong phai 1a nhu cau Hién. Mt 1an nita, chiing t6i xép
no vao 1gi ich loai A, chit khong phai loai B.

Suv khac nhau nay quan trong nhw thé nao? Theo cac nghién citu cta
minh, chiing t6i nhan thay 1gi ich loai A c6 moi lién hé chat ché t6i
thanh cong trong cac cudc ban hang quy mo6 nhé nhung anh hudng
khong dang ké tdi thanh cong trong ban hang quy mo 16n. Ngwoc lai,
lgi ich loai B lién quan rat chat ché tdi thanh cong ctia moi cudc ban
hang & bat ky quy mo nao.

T6i thay rat kho dé phan biét dau la loai A va dau la loai B. To6i khong
phai la ngudi duy nhat nham lan khi ndi téi 1gi ich loai A hay B. Vi
vay, ching t6i quyét dinh dat tén c6 tinh m6 ta ré hon vé loai A hay B
dé tranh nhitng khé khan vé sau. Chung to6i goi 1gi ich loai A 1a “wu
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diém”. Va vi lgi ich loai B c6 mo6i lién hé chat ché tdi si thanh cong,

nén chiing t6i van giit nguyén tén “lgi ich”.

Do d6, nghién citu ctia ching t6i chi ra ba diéu (hanh vi) ban c6 thé
stt dung dé chitng minh kha nang (Hinh 5.3). Néu da hoc qua khoa
dao tao vé ban hang trong 20 nam trudc, chac chan ban da dugc
huwéng dan st dung loi ich loai A (hay wu diém). Nhing nhw Hinh 5.3
va 5.4, nhitng wu diém c6 tac dong manh mé trong ban hang quy m6

nho hon la trong ban hang quy mo 16n.

Hinh vi Erinh nghis Tic dtmg 361 vid bin hing
Gy i mhi Gy milim
= 5 i chedny s, o B, Tich cue Tramg by
Tinh ning n—n:,r_ iy dimy b oy o clie s S

Unditm | S iy cic sim phim, ik
(L ich o A) ey, Binls il aion wlliing

o e

Hinh 5.3: Tinh ndng, vu diém va lgi ich

Gan nhw chéc chan, ban sé c6 mot vai nham lan gitta dinh nghia lgi
ich chung t6i dang str dung ¢ day véi nhitng dinh nghia ban da hoc
tredc day. Hau hét nhitng nhan vién ban hang ma to6i cong tac déu
khong thich phan chia 1gi ich thanh hai loai nhw trén. Nhung trong
treong hgp nay, sw phan biét cac khai niém lai cyc ky quan trong. Vi
duy, nghién cttu vé hiéu qua ban hang cua hang dién thoai Motorola &
Canada trong Phu luc A cho thay, ngudi ban hang sit dung nhiéu 1gi
ich hon wu diém sé lam tang doanh thu ban hang 1én 27%. Vi vay, su
khéc nhau gitra tinh nang, wu diém va 1gi ich la rat quan trong doi véi
thanh cong cta ban hang. Hay lam bai trac nghiém duéi day va doi

chiéu véi cau trd 16i ¢ cudbi chwong:
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Hinh 5.4: Uu diém (lgi ich logi A)

Nhitng tuyén bo vé san pham

https://thuviensach.vn



Né &
sinh ndng.
wu @il hay
I feh?

Vi mit difmn khic niia vé hé thing
miy chinh B v on dinh cin g diin
i

Khach hang:

8, ki 66 & lim g7

Mo b

Bj nhir du phing niy 9 giip &
inh ngim ditn va mich che ban b
it e o6 1 uem toomg.

Thach hang-

Bién miy khing thit cin thist w
mamg bri SEn oz wa ohd nay khi
dn dinh

Npwor b,

Whimg 13 chibe ach o thiy b3 che de
phiag miy it cf ich. Tibe 1, thims chi
trong trwinz hop i hé Eén hinh sk
sach cic file & Bés quam trong. thi
amh s Inde o6 mit b9 who d pheng
tr ding — v vy, 2ok o kbdeg mi
cac & B quan ooz

Lhack hong-

B4 sho siy cb g beo ohifu?

O

Ehedng 78000 di-la

Ehack hing

Hé thing niy o wong thich voi b
Soc cia chimg i kbing? Téi cin
mit thist b o thé ohip dif beu
npuin thing viobd ha,

O

Dimg vy, mb ob thé nhip & lién
i i e amh s g cim bk
s chayen @06 mao. Mén mudn ship
thig i T v b hd, mk b fhé
L e vy

Uy thd odt qui. Cém v of 16 sl Mich”
Téi cin i B =i lich thip hem
1/100.000.

https://thuviensach.vn



6 | Npmider | Ask oF hii lieg vi Sy 13 mit oy
misin: o i o 6 B sai Jéch thip 0
shit min 0 temg - it hem
1/1.500.000.

Ehachhang: | Té O

7 | Ngwod b Vi do i 1§ saf bch thip, msh b thé ]

uF dung bé g niy & md bi v
i ern & Néw nir himg mEuie ni
¥ khac. Do 35 58 Gét kiém oii phi
s sk rin kiden tra riémgE

Ehach Mng: | Tid hing che v 80 3iy. Cliing
i cla g vl 8 vi 9 e toin
M gl vl e s o Ml
Tic i ching o i Mbdcg doc phip | )
Ny W i i e e

chimg i,
8| Nguoi b Vi &5 an todn. bh thieg niy oo dim § [l
maic m hod. -
Ehach hamg- | Chimp 81 Svor dish 16 ngwdi i ]
g chum 7
# | Mpusider | Dustrin 5 o Con 3 mex hac L =
i mhidn v dma wén thod gian
Khach hawg | Dum mén théi gian? [

10 | Ngwooi ban: Erimg vy Ash thity &y, wu thé i
i bé thing dm wén thil gl 46 L]
v mit 4 chix nhar oia anh chink B
mh e thit dfeg thix v oy 6oz zory
im cic con 50 &8 oy cip mit =i
tirc |4 bé difw hank o ssh khéns
phii nivd nbiing oake i méi, i vy
b iy mpege iz iehim the thim
sip v,

NHUNG TAC PONG TUONG UNG GIUA TINH NANG, UU
DPIEM VA LOI iCH

T6i cho rang nhitng wu diém (tuyén bo cho thay san pham ctia ban c6
thé dugc st dung va hitu ich cho khach hang nhw thé nao) cé tac dong
tich cyc t6i ban hang quy mo6 nho hon ban hang quy mo 16n. Tai sao
vay? Cé vé nhu tdc dong cua nhitng wu diém giam rat nhiéu trong ban
hang quy mo 16n. Cau trd 16i ¢6 kha nang xdy ra nhat lai nam & nhitng
van dé t6i da dua ra trong ban hang quy mé nho & Chwong 4. Hay
nh@ lai rang ban c6 thé rat thanh céng trong ban hang quy mo6 nho
nho st dung cau hoi Van dé va cau héi Tinh hinh dé phat hién nhitng
nhu cau Hién roi dwa ra nhitng huwéng giai quyét.
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Nhitng huwéng gidi quyét nay thudc vé tinh nang, wu diém hay 1gi ich?
Chuing khong thé thudc vé 1gi ich vi ban chi c6 thé tao ra 1gi ich néu
huwéng t6i nhu cau Hién ma khach hang bdc 16. Trong treong hop nay,
nhitng giai phap dwa ra 1a danh cho nhu cau An, do vay chiing hoic la
tinh nang hodc la wu diém. Chung t6i nhan thiy viéc dwa ra hwdng
giai quyét cho nhitng nhu cau An 1a khéng hiéu qua trong ban hang
quy mo 1én. Vi vay, viéc stt dung cac tinh nang va wu diém c6 thé rat
hiéu qua ddi vdi cac cudc ban hang quy mo nho, nhung khong hiéu

qua khi quy mo ban hang ngay cang 16n (Hinh 5.5).
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Hinh 5.5: M6t phuong phdp dé thanh cong trong ban hang quy mé
nho nhung lai la méi nguy hai trong bdn hang quy mé I6n

biéu nay giai thich tai sao nghién cttu ctia ching t6i cho thidy nhitng
1gi ich c6 tdc dong manh mé hon nhiéu trong cac cudc ban hang quy
mo 16n. DE tao ra 1gi ich, ban phéi c6 nhu cau Hién (Hinh 5.6).
Nhung dé nhan dugce nhu cau Hién, ban phai phat trién n6 tir mot nhu
cau An bing cach s dung cac cau hoi Goi y va cau héi Chi phi nhu
cau. Viéc st dung nhitng 1gi ich khong thé tach roi phuwong thire phat
trién nhu cau ban dang st dung. Chiing t6i thudng duwgc yéu cau dwa
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ra 16i khuyén vé cach st dung nhitng tuyén bo 1gi ich nhiéu hon. Cau
trd 10i rat don gian: “Hay lam t6t viéc phat trién nhu cau Hién, con 1gi

ich sé tir n6 tim ra no.”

Lai ich (L ich loai B) [

b i kho

F
NS

»  Cho thity sia plaien by dich vy dip iong ohu cia Fifn ciis kbich hing
sy rheé o
ighitn i cho iy nlvine Lo ick-
» (Cidnh Inrémg tich cuc 6t mash mé i it ol cic of giao dich

» Lachimglal tuyén b cotic Shog mach mi ohit mi bes oo th dm s

Hinh 5.6: Lgi ich (lgi ich loai B)
Loi ich va cudc ban hang thanh cong

Chung t6i da tién hanh nghién cttu tadc dong cua lgi ich tai mot s
cong ty cong nghé cao & khu vic chau Au va Bic M§. Ching tdi so
sanh mitc do cta nhitng lgi ich trong 5.000 cudc ban hang véGi két qua
ctia moi cudc ban hang (Hinh 5.7). Nhitng tuyén b vé 1gi ich nhiéu
hon trong cac cudc ban hang mang lai Bon dat hang va lgi thé. Trai
lai, mic do cua nhitng tuyén bo vé wu diém (chi ra san pham cta ban
dugc st dung hodc hitu ich nhw thé nao, dwoc rat nhiéu ngudi goi la
“loi ich”) khong may khac nhau trong ca cudc ban hang thanh cong

lan khong thanh cong.
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Hinh 5.7: M6i quan hé giira lgi ich vdi két qud cua 5.000 cudc bdn
hang sdn pham céng nghé cao: biéu doé biéu thi moi quan hé giira 1gi

ich va ban hang
Tinh nang, wu diém va lgi ich trong chu trinh ban hang lau dai

Mot trong nhitng két qua nghién citu ctia chiing téi cho thay tac dong
cta tinh nang, wu diém va lgi ich 1én khach hang la khong giong nhau
trong suot chu trinh ban hang (Hinh 5.8).

Chung t6i dang hop tac véi mot trong nhitng cong ty kinh doanh may
moc hang dau thé gigi. Mot phan cong viéc trong nghién citu cta
chung toi la do anh huwdng cta cac hanh vi ban hang tai nhitng thoi
diém khac nhau trong chu trinh ban hang. Trong cong ty nay, chu
trinh ban hang trung binh la 7-8 giao dich. Cac nha nghién cttu da tién
hanh quan sat cac nhan vién ban hang trong cac giao dich ban hang
tai nhitng thoi diém khac nhau cta chu trinh. Ho quan sat tan sé cta
nhitng tuyén bo vé tinh nang, wu diém va lgi ich ma moi nguwdi ban da
stt dung, sau do6 so sanh s6 liéu nay vai két qua ctia moi cudc ban
hang. Vé mét chuyén mon, truc tung ctia dé thi ¢ Hinh 5.8 chi ra mitc
do dang ké ctia moi hanh vi dugc do bang nhitng cudc thit nghiém
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khong c6 tham s6. Trong ban hang quy mé nho, mét hanh vi duoc
biéu thi ngay cang cao trén truc tung thi cang hitu ich cho cong viéc

ban hang cua ban hon.

Theo nhw Hinh 5.8, tinh ndng dnh huwéng khong nhiéu dén khach hang
trong sudt chu trinh ban hang. O mitc d6 khac, tuyén bé vé 1gi ich lai
c6 anh huwdng 16n khi dwgc st dung. Con nhitng tuyén bo vé wu diém
la hanh vi khong thuwong xuyén. Ching t6i nhan thay ngay dau chu
trinh, ddc biét trong lan ban hang dau tién, nhitng tuyén bo vé wu
diém c6 moi quan hé tot véi thanh cong ctia cude ban hang. N6i cach
khac, nhitng tuyén bo vé wu diém cé anh huwdng tich cuc dén khach
hang trong lan ban dau tién. Titc 13, trong lan ban hang dau tién,
nhitng nguwdi ban st dung nhiéu tuyén bé wu diém chac chan sé nhan
dwgc Don dat hang so bo chit khong phai 1a mot Giao dich tiép theo
hodc Khong ban dwgc hang. Tuy nhién, khi chu trinh ban hang tién
trién, nhitng tuyén bd vé wu diém cling anh hwdng ngay cang 16n dén
khach hang. Bén gan cudi chu trinh, nhitng tuyén bo vé wu diém
khong tac dong manh hon nhitng tuyén bo vé tinh nang.
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Hinh 5.8: Tinh ndng, uu diém va lgi ich trong chu trinh bdn hang

Tai sao tuyén bd vé wu diém lai that bai?
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Nhitng tuyén bo vé wu diém c6 hiéu qua doi vai thoi diém dau cudc
ban hang nhiéu hon la cudi cudc ban hang. Bé chinh 1a mot trong
nhitng két qua nghién citu gay tranh cai cia nhém nghién cttu
Huthwaite. Cé thé 1a do trong cudc gap dau tién, khach hang trong

chg sé duge nghe vé san pham hon la phai thao luan vé nhu cau.

Nhung cé nhiéu ngwoi ban di thang vao tuyén bo vé wu diém. Ho lam
nhw vay vi ho that sy tam huyét vGi nhitng san pham ctia minh. Ho
bat dau bang cach noi vé nhitng giai phap. Trong thoi gian ngan, sy
nhiét tinh ctia ho da cudn ho di cho tGi thoi diém khach hang dong y
chuyén sang giai doan ti€p theo trong chu trinh ban hang. Tuy nhién,
néu van ti€p tuc tap trung vao san pham khi chu trinh ban hang tién
trién thi ho sé khong dap ttng dugc nhitng nhu cau cia khach hang.

Kha nang thit ba la nhitng tuyén bo vé wu diém sé nhanh chéng bi
lang quén sau cudc ban hang. Do d6, anh hudng cua chung chi la tam
thoi. Ngugce lai, nhitng tuyén bo vé 1gi ich van tiép tuc cé anh hudng
gitta cac giao dich ctia cudc ban hang do méi lién hé ctia chung téi

nhu cau Hién nén khién khach hang nhé t6i ching.

Vi du dién hinh la vé mot nguwdi ludn ty dé cao minh. Ho quan tam
nhiéu dén viéc ban san pham hon la dap ng nhu cau ctia khach hang.
Loai ngudi nay thuong thanh cong trong giai doan dau ctia cudc ban
hang khi ho tao an twgng véi khach hang bang cach trinh dién tinh
nang va cong dung caa san pham. Nhung bao nhiéu trong s6 nhitng
khai dau day hita hen nay sé dat dwgc Pon dat hang? Sé it hon ban
nghi. Chac chan nhitng ngwdi ban hang tap trung qua nhiéu vao vu
diém cnia san pham sé chi thanh cong trong giai doan dau cua chu
trinh ban hang nhwng lai that bai khi cu6c ban hang tién trién. Nghién
cttu nay da dem dén cho ching ta mot thong diép don gian nhung
quan trong. Nhitng tuyén bd vé wu diém khong cé hiéu qua bang
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nhitng tuyén bo lgi ich trong moi khau cta chu trinh ban hang. Pirng
bao gio dwa ra tuyén bd vé wu diém néu ban c6 thé tién xa hon ma

hay dua ra tuyén bo vé 1gi ich.
BAN NHUNG SAN PHAM MOI

C6 mot khau trong giai doan Chitng minh kha nang lai bi van dung
rat t6i, tham chi ca nhitng ngwoi ban cé kinh nghiém. Nhung khau
nay lai la khau quan trong dnh huéng t6i thanh cong cua hau hét cac
to chitc, 1a nguyén nhan gy ra su that bai va sy chan ngan déi véi
nha quan ly cap cao. D6 la khau gidi thiéu san pham mdi. Rat nhiéu
lan, t6i va cac dong nghiép tai Huthwaite dwgc cac nha quan ly hang
dau yéu cau gitp ho giai thich vi sao mét san pham mai khong dap

trng dugc muc tiéu ban hang ban dau cuia né.

Ho ban khoan: “Chac chan cac dy an cta chdng t6i rat thuce té. Nhung
da 6 thang sau khi tung ra san pham, chiing t6i md&i chi dat khoang 50
% k€ hoach du kién. Cé phai la do sdn pham? Luyc lwgng ban hang?

Hay c6 chuyén gi vay?”

C6 mot diém chung xudt hién trong cac dgt gidi thiéu san pham ma
ching t6i nghién cttu. Nguyén nhan 16n nhat cia nhitng két qua toi té
thu dwoc trong thoi ky dau tung ra sdn pham c6 thé dugc giai thich
theo tinh nang, wu diém va lgi ich.

Phuong phap gay tiéng vang

Khi gigi thiéu san pham mdi, cach ti€p thi san pham dwgc truyén dat
t6i lyc lwgng ban hang nhw thé nao? Nhan vién tiép thi tap hgp nhitng
ngwoi ban hang va n6i vé mot san pham mdéi hap dan sap dwoc tung
ra. Ho gidi thich tat ca tinh nang va wu diém. Va nguoi ban tiép theo

sé lam gi? Ho vO cung phan khich v&i sdn pham va bat dau ban né.
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Nhung khi dieng trede khach hang, ho phai cw x* nhw thé nao? Ho
truyén dat vé san pham theo ding cach ho da dwgc nghe. Thay vi dwa
ra nhitng cau héi dé phat trién nhu cau, ho di thang vao cac tinh nang

va wu diém hap dan ma san pham mdi co.

Hinh 5.9 biéu thi so liéu tong hgp tir mot 1an san pham mai duwgc tung
ra. Nhw ban thdy, s6 lwvong trung binh cta tinh nang va wu diém dugc
dwa ra khi ban sdn phdm md&i cao hon gap ba lan mitc dwa ra bdi cling
nguoi ban khi ban cac sdn pham hién tai. Bang chitng nay chirng té
moi quan tdm cua ngwoi ban do6i véi san pham nhiéu hon nhiéu so véGi
khach hang ctia ho. Thang than ma néi, ai cling sé lam diéu nay. Bat
ctt khi nao Huthwaite tung ra mot sdn pham mdi, tat ca ching t6i déu
rat phan khich va khong thé kim dwgc viéc ké vai tat ca khach hang
vé n6. Giong nhw nhiéu cong ty khac, ching t6i ban khoan tai sao
minh van khong ban dugc hang. Gid thi ching t6i hiéu, chinh long
hang hai nhiét tinh da gay ra kho khan cho chung t0i. Long hang hai
nhiét tinh khién chuing t6i qua chi tam vao san pham va dua ra cac
tuyén bo vé tinh nang va wu diém. Nhw da thay trong chwong nay, dé
khong phai la mot chién lwgc hiéu qua cho ban hang quy mé 16n.

Phwong phap gidi quyét van dé

Chung t6i da c6 mot co hoi tha vi dé kiém nghiém xem c6 phai viéc
lam dung qua nhiéu tuyén bo vé tinh nang va wu diém la 1y do cua
viéc giam doanh thu ban san pham md&i khong. Mt cong ty duoc
pham 16n da mai ching t6i tién hanh nghién cttu vé dot gidi thiéu mot

trong nhitng sdn phdm mdai cta ho.

San pham nay rat phitc tap, dat tién va la mot thiét bi gitip chan doan
bénh. Theo thong l€, cac nhan vién ban hang duwgc nghe mot bai

thuyét trinh vé tinh ndng va wu diém cuia chiéc may nay. Nhung chiing
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toi dwgc phép thit nghiém cach ban san pham dé theo hwéng khac véi
mo&t nhom nhé cac nhan vién ban hang. Thay vi mo ta cho ho vé san
pham va vé tinh nang ciing nhw wu diém cda nd, ching t6i tham chi
khong cho ho nhin thay céi ho sé ban. “bBiéu dé khong quan trong”,
chung t6i giai thich. “Diéu quan trong la chiéc may nay dugc thiét ké
dé giai quyét cac van dé cua cac bac si stt dung n6.” Sau dd, ching toi
liét ké cac van dé ma chiéc may nay c6 thé gidi quyét va nhitng nhu
cau ma no dap &ng. Cudi cung, ching téi yéu cau nhém dé dwa ra
danh sach cac khach hang gap phai nhitng van dé nay va cac cau hoi
Chi phi nhu cau, cau héi Tinh hinh va cau hoéi Van dé ma ho can dua
ra khi gap cac khach hang do6. Bang cach gidi thiéu san pham dya trén
cac van dé ma no6 gidi quyét va lam thé nao dé khao sat ching, chiing
toi chuyén moi quan tdm cua nhém nay tir san pham sang nhu cau
khach hang. Két qua kinh doanh la bang chitng cho thay chién lwoc
nay rat hiéu qua. Nhom cua ching t6i dat mic tang trung binh 54%
doanh thu so véi nhitng nhom con lai trong su6t nam dau tién tung ra

san pham.
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Hinh 5.9: Khi bdn cdc sdn pham md&i, xu huéng tdp trung vao viéc
thtic day san phdm chit khong phdi nhu cau khdch hang

Nghién cttu vé nhitng san pham md&i nay cling giup t6i gidi dap mot
sO thac mac vi sao nhitng ngudi dat thanh tich cao nhat khi ban cac
san pham mdi lai 1a nhitng ngwoi rat hoai nghi vé nhitng dot gidi
thiéu san pham méi. Cach day vai nam, t6i da tham dy mét dot cong
bo san pham mdi tai Acapulco. Su kién nay phai thué nhitng tén tudi
16n trong lang gidi tri thé gidi véi mitc gia cat c6 va no cling la noi
hoi tu cta cac chuyén gia quan hé cong ching, chuyén gia truyén
thong, tw van thong tin lién lac va rat nhiéu nhan vat tam cd khac. Cac
nhan vién ban hang hao hitc cho dgi su kién trong dai nay va tap
trung & hoi treong chinh dé nghe vé mot trong nhitng tinh nang tuyét
vOi va ton kém nhat cta thap ky. Toi thay that vong trwdc chi phi
khong 16 ma khach hang ctia minh da bo ra dé gidp lyc lvgng ban
hang truyén dat cac sdn pham md&i mot cach thiéu hiéu qua. Vi vay,
toi dgi & ngoai cho dén khi budi hop két thic. Khi ng6i canh ho boi,
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toi chu y tdi hai chuyén gia ban hang day dan kinh nghiém cling
khong tham gia budi thuyét trinh nay. “Po6 cting chi la mot san pham
nita ma thoéi”, mot ngwoi no6i. “Khi sw nhon nhao nay lang xuong, t6i
sé vao do dé tim hiéu xem khach hang can gi & n6.” R0 rang anh ta
khong mac vao cai bay chi chii trong vao cac tinh nang va wu diém

ctia sdn pham ma bé qua nhu cau cta khach hang.

Ban c6 bao gid thay khi san pham méi khong dwgc nhw mong dgi va
cac nhan vién ban hang ciing mat dan sy hang hai thi dot nhién so
lwong cac cude ban hang lai bat dau tang? Do la diéu da xdy ra khi toi
tham gia gidi thiéu mot may pho t6 cd 1én. Lic dau, so lwgng cac
cudc ban hang rat thip. Sau do, khi moi nguwdi bat dau néi: “Chiéc
may nay khong cé gi dac biét” va nhan vién ban hang théi phan khich
vé san pham méi, thi doanh thu lai c6é chiéu hwéng tang l1én. Toi
khong thé ly gii diéu nay vi né co vé trai vdi 1é thwong. Moi nguoi
thuong nghi rang viéc ban chiéc mdy nay sé dat dwgc hiéu qua cao
nhat khi n6 con méi, khi nguwdi ban con tran day nhiét huyét va & thoi
diém canh tranh manh nhat. Nhung khong phai vay va bay gio, toi da
hiéu diéu gi da xay ra. Khi khong con do twéng nita, ngudi ban sé tap

trung vao nhu cau cta khach hang hon.

Day chinh la bai hoc cho nhitng ai quan tam t&i thanh cong ctia nhitng
dot gidi thiéu san pham maGi. Mot vai tap doan da quoc gia 16n da duva
trén nghién cttu ctia chiing t6i dé tién hanh nhitng dot gidi thiéu san
pham theo m6t cach méi. Thay vi dwa ra tinh nang va wu diém khi
cong bo san pham méi cho lyc lwgng ban hang, ho chu trong vao
nhitng van dé ma san pham c6 thé giai quyét va dat ra nhitng cau hoi
dé phat hién va phat trién nhitng van dé nay. Day la mot phwong phap

hiéu qua dé tang doanh thu ban hang cia san pham mdi.

CHUNG MINH KHA NANG
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Co6 ba thong diép chinh dé gitip ban chitng minh kha nang ctia minh
hiéu qua hon trong ban hang quy mo 16n, dé la:

1. Bung chitng minh kha nang qua s6m trong cugc ban hang. Trong
cac cudc ban hang nho 1é, ban c6 thé phat hién ra mot van dé va di
thang vao cac wu diém veé viéc ban c6 thé gidi quyét van dé dé nhw thé
nao, nhwng diéu nay lai la toi ky trong cac cudc ban hang quy moé 16n.
Vi diéu quan trong trong cac cudc ban hang quy mo 16n 1a phat trién
nhu cau Hién nho st dung cau héi Ggi y va cau hoi Chi phi nhu cau
trede khi dwa ra cac giai phap. Trinh bay cac kha nang qua s6m la
mot trong nhitng 16i pho bién & cac cudc ban hang quy mé 16n. Diéu
nay sé cé anh hwdng tiéu cuc vi rat nhiéu khach hang sé khuyén khich
ban dua ra cac giai phap ma khéng cung cap thong tin vé nhu cau cua
ho. Ho sé néi: “Hay gidi thiéu san pham cuda anh va chiing t6i sé
quyét dinh xem san pham do6 cé phu hgp véi nhu cau ctia minh
khong.” Néu budc phdi gidi thiéu nhitng tinh nang va wu diém ngay
dau chu trinh ban hang, hdy c6 gang sap xép mot cudc gap nho trudc
v6&i mot nguwdi chu chot trong cude ban hang dé tim ra nhitng nhu cau.
Va bai gigi thiéu vé san pham ctia ban nén c6 mot vai tuyén bo 1gi
ich.

2. Than trong véi nhitng tuyén bd vé wu diém. Do dya trén cac khuon
mau danh cho ban hang quy m6 nhé nén hau hét cac khéa dao tao ban
hang déu khuyén ban nén dwa ra cac tuyén bo vé wu diém khi ban
hang. D€ phttc tap héa van deé, thuat ngit ma ching st dung cho
nhitng tuyén bo nay la lgi ich. Pirng dé cac khoéa dao tao 16i thai lam
ban mé mudi. Hay nhé rang trong ban hang quy mo 16n, nhitng tuyén

bd day manh mé thé hién nhu cau Hién cua ban.

3. Can than v4i nhitng san pham mai. Hau hét ching ta déu lam dung
tuyén bo veé tinh nang va wu diém khi ban san pham md&i. Pirng dé

https://thuviensach.vn



diéu nay xdy ra vdi ban. Thay vao dé, hay ty héi xem: “San pham nay
gidi quyét dugc nhitng van dé nao?” Khi biét nhitng van dé noé c6 thé
gidi quyét dugc, ban cé thé 1ap cac cau héi SPIN dé phat trién nhitng

nhu cau Hién. Ban sé thay hiéu qua hon nhiéu.
Tra 10i: Cac loai tuyén bo vé san pham:

1. Tinh nang. Sv 6n dinh can bang dién 4p la m6t dac trung cua hé
thong. Tuyén bd nay khong gidi thich sy 6n dinh nay dugc st dung va
hitu ich nhw thé nao doi vadi khach hang.

2. Uu diém. Tuyén bo nay cho thay tinh nang trong tuyén bo thi¢ nhat
c6 thé dugce sit dung va hitu ich nhw thé nao do6i véi khach hang. Bay
khong phai 1a mot 1gi ich vi khach hang khong boc 16 nhu cau Hién

vé on dinh dién ap.

3. Uu diém. Tuyén bo nay cho thay bd nhé dy phong dwoc st dung va
ho trg nhw thé nao; vi vay né con quan trong hon tuyén bo vé tinh
nang. Nhung vi khong c6 bang chitng vé nhu cau Hién ctia khach

hang nén khong thé goi né la mét 1gi ich.

4. Tinh nang. Nhitng tuyén bo vé chi phi la nhitng dac diém hay di

liéu vé san pham, vi vay, chiing t6i xép chiing vao tinh nang.

5. Loi ich. Trong tuyén b trudc, khach hang da bdc 10 nhu cau Hién:
“T6i can mot thiét bi cé thé nhap di liéu nguon vao thang bo nhé.”
Trong tuyén bo nay, ngudi ban sé chi ra san pham dap tng nhu cau

Hién d6 nhu thé nao.

6. Loi ich. Mot 1an nita, khach hang néi rd6 nhu cau Hién (ti 1€ sai 1éch
nho hon 1/100.000). Nguwoi ban chi ra rang san pham cta anh ta cé
thé dé dang dap &ng nhu cau nay.
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7. Uu diém. Nguoi ban chi ra mot phwong phap c6 ti 1€ sai 1éch thap,
c6 thé giup ich cho khach hang. Nhuwng theo tuyén bo tiép theo cta
khach hang, diéu nay khong dap &ng duwgc nhu cau.

8. Tinh nang. Mot phan dit liéu vé san pham.
9. Tinh nang. Nhitng dac diém khac vé san pham.

10. Uu diém. Nguwoi ban chi ra nét dac treng vé ma thoi gian dugc s
dung ho trg khach hang nhuw thé nao.
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6. Ngan Chan Loi Tw Choi

To6i dwge moi tham du mot s6 khoa dao tao ban hang cia mot tap
doan da quoc gia hang dau. To6i ngbi ¢ cudi 16p va quan sat xung
quanh. Tat cd cac hoc vién déu thady m@i mé v4i cong viéc ban hang.
Nguwoi hwdng dan bat dau budi hoc véi sy hitng khéi vé cha dé anh ta
wa thich — Xt ly 101 ti chéi. D6 1a mot k§ nang co ban dwgc nhiéu

cong ty chu trong dao tao cho nhan vién ban hang.

“M06t nguwdi ban hang chuyén nghiép luén don chao nhitng 16i tir choi
vi chiing chinh 1a dau hiéu cho thay sy quan tam ctia khach hang.
Thue té, cang nhan duwgc nhiéu 16i tir choi, ban cang dé ban dwgc
hang”, nguwdi huwdng dan bat dau bai thuyét trinh. Ca 16p déu an twgng
va bi thu hut bdi cau noéi nay. Lai mot I6p nhan vien ban hang mai
nita trd thanh nan nhan ctia mot trong nhitng cau chuyén hoang duong
nhat vé cong viéc ban hang. T6i khong dwa ra bat ky 10i binh luan nao
vé nhitng thua thuat x 1y 16i tir chdi cho t6i gio giai lao.

Trong gio nghi, t6i ndi chuyén vdi ngudi hwdéng dan. T6i hoi: “Anh
6 tin nhitng diéu minh vira n6i khong: cang nhan dwgc nhiéu 10i tw
choi, cang dé ban dwgc hang?”

“Co, t0i tin,” anh ta dap. “Néu khong tin, t6i sé khong day diéu nay.”
RO rang, ngudi huwdng dan va toi c6 quan diém trai nguwgc vé cach xw
ly 10i ti ch6i. To6i hoi: “Chac han anh 1a mot nhan vién ban hang rat
thanh cong.”.

“Pung vay,” anh ta tw hao dap. “Toi da lam tai cong ty nay nam nam

va da lap ra Cau lac b cac Chu tich doanh nghiép ba nam truéc.”
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Toi ndi: “Vay nam nam trwdc, khi con la mot nhan vién ban hang
mdi, anh da phai chiu nhitng 10i tir ch6i nhiéu hay it hon bay gio?”.

Anh ta nghi mdt lic roi néi: “Nhiéu hon, t6i doan vay.” Sau do, anh ta
néi thém: “Trong hai nam dau, c6é vé nhw lic nao toi cling phai nhan
10i tr ch6i.”

“Trong hai nam dé, anh phai d6i mat v&i nhiéu 16i tir choi, vay két

qua doanh thu cta anh t6t khong?”

“Khong,” anh ta khé chiu néi. “Thyc t€, doanh thu cta téi khong
dwoc tot cho dén nam th ba.”

Nhéan manh vao van dé nay, toi hoi: “Vay két qua doanh thu ctia anh

trong ba nam sau do c6 tét khong?”
“Co, toi da lap ra Cau lac bo cac Chu tich doanh nghiép.”

“Thé con nhitng 10i tir chéi? C6 vé anh da nhan nhiéu 16i tir choi hon
trong nhitng nam khong thanh cong. Diéu d6 quan hé nhu thé nao véi
diéu anh vira day: cang nhan dwgc nhiéu 16i tir choi, cang dé ban dwoc
hang?”

Suy nghi mot ldc, anh ta thita nhan: “Anh dang. Nhin lai van deé, toi
thady minh da phai doi mat vdi rat nhiéu 10i tir choi khi khong thanh
cong. Co € toi da day mot thong diép sai.”

» Thyc chat, xi ly 10i tir choi chi l1a k§ nang it quan trong trong s6 cac
ky nang ban hang.

* Trai vGi cach nghi thong thwong, nhitng 10i tir chéi thwong do ngwoi
ban chit khong phai do ngudi mua dwa ra.

https://thuviensach.vn



* Trong mot doi ban hang, thwong c6 mot nhan vién ban hang phai
chiu 10i tir ch6i nhiéu gap 10 lan so véi nhitng nguwdi khac.

 Nhitng ngudi ban hang c6 k¥ nang phai nhan nhitng 10i tir choi it
hon vi ho dugc hoc vé cach ngan chan 16i tir chéi, chit khéng phai la
xw 1y 161 tir choi.

Dé gidi thich nhitng két qua nay, hay xem lai phan tinh nang, wu diém
va loi ich trong Chuwong 5. Hay nhé lai nhitng dinh nghia vé ba hanh
vi nay va moi lién hé cua chiing v4i thanh cong trong cac cudc ban
hang quy mo khac nhau (Hinh 6.1). Linda Marsh, m6t dong nghiép
cha toi, da tién hanh mdt s6 cudc nghién ciru twong tw dé tim ra nhitng
moi lién hé gitta nhitng hanh vi nay véi sy phan tng tir phia khach
hang. Khach hang sé c6 phan tng nhw thé nao khi ngwdi ban st dung
nhiéu cau hoi tinh nang hon? Cac két qua nghién citu cho thady moi
hanh vi, tinh nang, wu diém va lgi ich, déu tao ra m6t phan rng khac
nhau tw phia khach hang (Hinh 6.2).
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Hinh 6.1: Cdc tinh ndng, vu diém va lgi ich
TINH NANG VA MOI QUAN TAM VE GIA CA

Hau hét khach hang déu boc 16 moi quan tam vé gia ca trong cac cudc

ban hang khi ngwdi ban néi qua nhiéu vé tinh nang. Tai sao vay? Co
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vé nhu tac dong cua tinh nang la tang do nhay cua khach hang vé gia
ca. Néu ban dang ban cac san pham c6 gia tri thap nhiéu tinh nang, thi

do lai 1a mot tac dung tich cyc.

[
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Hinh 6.2: Nhitng tac dong c6é kha nang xay ra nhat ctia cac tinh nang,
ru diém va lgi ich 1én khach hang

Hay nghi tdi tac dung tam ly ma doan quang cao ¢ Hinh 6.3 dem lai.
San pham giau tinh nang nay dang duwgc ban vdi gia ré. Viéc st dung
cac tuyén bo vé tinh nang sé gitip ban ban dugc cac san pham cé gia
tri thap. Tai sao vay? Vi cac tuyén b vé tinh nang sé tang do nhay
cam vé gia ca. Bang cach liét ké danh sach cac tinh nang, khach hang
sé nghi t&di mot mic gia cao hon. Nhung khi gia ctia san pham dwa ra
ré hon cong véi nhitng wu diém vé tinh nang cua no6 thi khach hang sé

thay hai long va tin cay.

Bay gio, hay xem xét quang cdo trong Hinh 6.4. Chiéc dong ho nay
dat gap 100 lan chiéc dong hé ¢ Hinh 6.3. Ban c6 thé mua chiéc dong
ho dat tién nay khong néu c6 mot danh sach cac tinh nang & ngay
dwdi doan quang cao nham thuyét phuc ban? Toi sé khong mua no!
V@i cac san pham c6 chat lwgng hang dau trén thi trvong, moi quan
tam veé gia ca do nhitng tinh nang tao nén sé khién moi ngwai it co
kha nang mua hang. Chac chan, danh sach cac tinh nang sé khién ban

hoai nghi vé gia cta san pham.
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Hinh 6.3: Mét sdn phdm gid thdp nhiéu tinh ndng
Quaé nhiéu tinh nang: Mot nghién cttu treong hgp

Modi quan hé giita cac tinh nang va Mdi quan tam vé gia ca khong chi
la 1y thuyét dung dé ap dung cho cac nha quang cdo. N6 ciing cé
nhitng tac dong ro rang téi chién lwgc ban hang. Mot tap doan da
quoc gia 16n tai My da moi ching toi gitip ho gidi quyét mot van de.
Tap doan nay dang phai canh tranh khoc liét vé gia v6i mot doi tha
canh tranh Nhat Ban & thi treong quan trong ctia ho. Nhitng san pham
cta ngwoi Nhat c6 rat nhiéu tinh nang va ré hon so v6i nhitng san
pham cua tap doan nay. Khi thi phan bi thu hep, tap doan nay tim
kiém cac giai phap nham cat gidam chi phi. Giai phap kha thi nhat la
gi6i thiéu mot dong san pham md@i v4i nhiéu tinh nang hon, c6 thé
canh tranh tryc ti€p v6i cac san pham cua Nhat Ban. Mot san pham
nhu vay van sé dat hon mét chut nhwng do c6 thém nhitng tinh nang

khac, nén no sé dem lai mot thi phan 16n hon.

Nhung ai sé ban sdn pham méi nay? Tap doan nay quyét dinh tuyén
thém Iyc lwgng ban hang tir phia do6i tha vi khong ai hiéu ro cach ban
san pham giau tinh nang nhw nhitng ngwoi ban hang thanh céng cta
doi thu Nhat Ban. Nhin qua, day c6 vé la chién lugc hgp 1y — tuyén
dung cac nhan vién ban hang kinh nghiém déng thoi lam suy yéu doi

tha bang viéc cudp di nhitng nhan vién gioi nhat cta ho.
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Tuy nhién, két qua ban hang ctia nhitng nhan vién mdi rat dang that
vong. Nhitng nhan vién gioi cia doi tha canh tranh khong cé gi xuat
sac hon do6i ngli ban hang hién tai. Trong khi tim hiéu xem sai lam la
¢ dau, t6i da noéi chuyén véi mét vai nhan vién mdi va nhan thay ho
rat boi roi va chan nan vi doanh s6 ban hang giam doét ngot. “Pé la do
gia ca,” ho gidi thich. “San pham nay qua dat; lic nao chiing t6i cling
gdp phai 10i tr chéi vé gia cd.” Ho da dang. Khi di cung ho trong cac
cudc ban hang, ching t6i nhan thay so lwgng 16i ti choi gia ca ho
nhan trr phia khach hang cao hon 30% so v&i nhitng ngudi dang ban
cac san pham twong tu. Tai sao vay? Chung t6i khong coi do 1a su
trung hgp ngau nhién khi hai bd phan cta lyc lvgng ban hang ban
cung mot san pham nhwng lai nhan dwgc mite do tr choi ve gia ca
khac nhau tw phia khach hang.

La Romantique

LASSALE

THE HERITAGE 12 OBVIOUS

Hinh 6.4: M6t sdn pham ddt tién. Danh sdch cdc tinh ndng chinh la

biéu hién ctia mét 1o tir choi
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Cau tra 10i nam & cach st dung nhitng tuyén bo vé tinh nang cuia ho.
Trong khi ban hang cho doi tha canh tranh c6 san pham ré hon, nhitng
ngwoi ban nay da phat trién kiéu ban hang nghiéng veé cac tinh nang.
Dbiéu nay sé tao nén thanh céng vi nhitng tinh nang lam tang moi quan
tam vé gia ca cua khach hang. Nhung vi sdn pham nay cé gia ré nén
moi quan tdm veé tai chinh lai tr@ thanh wu diém cua ching. Khi ban
cac san pham dat hon thi chinh mic tinh nang cao ho dwa ra lai chéng
lai ho. Nhi*ng tinh nang ctia sdn pham nay lam tang moi quan tam vé
gia ca va do san pham cta ho qua dat nén khach hang chuyén huwéng
sang doi thu canh tranh c6 san pham gia ré hon. T6i da trinh bay
nhitng phat hién nay véi vi Pho chu tich phu trach Doanh thu. Anh ta
ché giéu: “Nhitng nhan vién ban hang nay c6 vé nhw chi lam tang
doanh thu ban hang cho d6i thu cia chiing t6i hon.” Ching t6i c6 thé
giup gi? Toi cho rang khong phai bang viéc hwdng dan ho cach x ly
nhitng phéan doi vé gia ca. D6 chi la triéu chitng. Sé hiéu qua hon khi
xt ly dugce nguyén nhan va gitip cac nhan vién méi thue hién kiéu
ban hang phu hgp hon véi mot san pham hang dau. Vi vay, ching toi
huwéng dan ho nhitng tha thuat dat cau héi SPIN va st dung kiéu ban
hang dat trong tam vé 1gi ich. Két qua la doanh s6 ban hang tang va

nhitng 16i tir chdi vé gia ca giam.
Giai quyeét triéu chitng hay nguyén nhan?

Khac phuc mét van dé ban hang ciling giong nhw chita mot can bénh,

can phai gidi quyét nguyén nhan gay bénh hon la cac triéu chirng.

Khi con nhé, da c6 1an ngoi lang ching t6i song bi dich thwong han.
Tat ca nhitng diéu bon tré ching t6i biét vé dich bénh nay la triéu

chitng sot cao. “Minh sé khong bi bénh d6 dau vi minh an rat nhiéu
kem dé giit co thé luon mat mé,” ban téi qua quyét. T6i da lam theo

cau ta va bi nhiém bénh tir chinh nhitng chiéc kem. T6i phai nam vién
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mot thang. Va bo t6i da giai thich cho t6i su khac biét gitra cac triéu
chitng nhu sot cao va cac nguyén nhan gay bénh nhw vi khuan

Salmonella typhosa.

C6 1€ chinh diéu nay da khién t6i dac biét than trong vdi viéc giai
quyét cac triéu chitng trong khi tim hiéu nguyén nhan. Nhung gia st
ching ta thuyre hién mét chwong trinh huwdng dan cac nhan vién nay
cach tra 10i khéo léo trivéc nhitng 10i tir choi vé gia cd, ching ta sé thu
duwgc gi? Moi quan tam gia ca cua khach hang chi la triéu chitng con
nguyén nhan la do dwa ra quéa nhiéu tinh nang. Viéc huéng dan cac ky
nang xw 1y 10i tir choi cia khach hang khong cé tac dung trong viéc

ngan chdn nhitng lo ngai vé gia ca.
UU bIEM VA TU CHOI

Mat xich hay nhat ma Linda Marsh tim thay la moéi quan hé chat ché
gitta wu diém va sy tir choi. Lwu y rang wu diém la nhitng 10i tuyén bo
cho thdy nhitng san pham hay tinh nang cta chiing dugc sit dung hoac
c6 thé hitu ich cho khach hang nhv thé nao. Rat nhiéu nguoi goi
ching 1a “lgi ich”. Chuwong 5 cho thdy nhitng wu diém anh hwdng tich
cuc t6i ban hang quy mo nho nhung lai it anh huwang tich cuc khi quy
mo ban hang phat trién. Tuy nhién, két qua nghién cttu cia Linda van
chwa dwa ra 1oi gidi thich hoan chinh vé van dé nay. Uu diém tao nén
su tir choi, d6 1a 1y do tai sao ching lai c6 moi lién hé kém chat ché

dén thanh cong trong nhitng vu mua ban quy mo 16n hon.

Dé hiéu ré6 modi quan hé gitta wu diém va sy tir choi, hay xem doan
trich tr mot cudc ban hang. Chuoi hanh vi trong cudc ban hang nay
duwgc ghi lai ¢ Dallas vao thang 9 nam 1981. San pham duwgc bén la
bo x1t ly ngon ngir.
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Ngudi ban: (Cau héi Van dé) Anh c6 thay viéc danh may lai rat tén
thoi gian khong?

Khéch hang: (Nhu cau An) Mot chut théi. Nhung khong mat qua
nhiéu thoi gian nhv & Fort Worth.

Ngudi ban: (Uu diém) Bo x ly ngdn ngit cua chiing t6i rat c6 ich vi

chuing sé loai bo hoan toan khau danh may lai.

Khach hang: (Tt chéi) Pung la ching t6i phai danh may lai moi thi.
Nhung t6i khong thé tra 15.000 do-la cho nhitng chiéc may chi c6 tac

dung loai bo viéc danh may lai van ban.

Nguoi ban: (Uu diém) Toi hiéu, nhung chi phi nhan céng cho viéc
danh may lai nay c6 thé vurgt ngoai du tinh ctia anh. Mot wu diém noi
bat nita ctia bo x1 1y nay la tiét kiém tién cho anh vi n6 sé gilp cac

nhan vién cua anh dat hiéu qua ban hang cao hon.

Khach hang: (Tt chéi) Hién gio, chiing to6i da dat dwoc chi tiéu roi.
Néu mudn tang nang suat, toi cé thé ap dung cac cach khac ma khéng
can bd x ly ngon ngt mdi. T6i cling da co hai bo xir 1y ngdn ngiy
nhung khong ai st dung thanh thuc chiing. Chiing chi dem lai rac roi
thoi.

Nguoi ban: (Cau héi Van dé) Nhan vién ctia anh thdy khé st dung

nhitng cai may xxx nay sao?

Khach hang: (Nhu cau An) Biing, danh mdy theo cach théng thuwong
con nhanh hon.

Nguoi ban: (Uu diém) Ching toi c6 thé gitp anh giai quyét van dé
nay. Chiéc mdy yyy cta ching t6i c6 man hinh nén nhan vién cta anh
sé nhin thay chinh x4c nhitng gi ho dang lam. N6 t6t hon nhiéu chiéc
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may xxx cli k§ lu6n budc anh phai nhé cac mat ma. Con chiéc may

nay, chiing t6i da cai ché do nhac tw dong nén dé st dung hon nhiéu.

Khach hang: (Tt ch6i) Mot vai nhan vién cua ching toi lai cam thay
rat bat tién v6i nhitng chiéc may nhw vay. Man hinh v? N6 chi khién

cong viéc cta ho loan hon. Va toi sé gap nhiéu rac roi hon.
Ngudi ban: (Cau héi Van dé) Anh dang gap qua nhiéu sai s6t?
Khéch hang: (Nhu cau An) Mot s6. Nhigu hon mic t6i mudn.

Nguoi ban: (Uu diém) Nhitng cudc kiém nghiém cho thay véi bo xi
1y ngon ngtt c6 man hinh 16n ma ching toi dwa ra, ti 1€ sai sot sé giam
20%.

Khach hang: (Tt chéi) Biéu do cling chang dang khi gdp tat ca nhitng

rac roi day chi dé tranh mot vai 16i in sai.

Chuyén gi dang xay ra? T6i thay, moi wu diém duwgc dua ra kém theo
sau n6 la mot sy Twr choi. Nhung khong phai lic nao sw T choi cling
theo sau nhitng wu diém nhuv trong vi du trén. Boi khi ngwoi ban st
dung mot wu diém mang lai sy phan &ng c6 thién chi tir phia khach
hang. Nhung tir nghién cttu ctia ching t6i, nhitng 10i Tt chéi la phan
tng c6 kha nang xdy ra nhat trong cac hanh vi cta khach hang (Hinh
6.5).

Nguoi ban hoi cau hoéi Van dé

Nhan xét tiép theo la chudi cac hanh vi ddc trirng: cau héi Van dé/nhu
cau An/1oi tir chéi. Ching t6i nhan thay chudi nay lip di 1ap lai trong
nhitng cudc ban hang khong thanh céng. Hay xem that ky diéu gi

dang dién ra.
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Van dé cha yéu gay nén 10i tir choi chinh 1a nguwdi ban dwa ra hwéng
gidi quyét tredc khi xay dwng nhu cau. Khach hang cam thay van dé
dé chwa dua gia tri xitng dang v6i hwdng giai quyét dat do nhu vay. Vi
vay, khi ngudi ban dwa ra mot wu diém thi ngwdi mua lai dwa ra mot
10i tr choi.
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Hinh 6.5: Tao ra nhitng 10i ttr choi

Dbiéu nay ly gidi nhitng wu diém c6 tac dong tich cyc hon nhiéu trong

cac cudc ban hang nho. Néu bo vi xt Iy ngén ngit c6 gia 15 do-la thay
vi 15.000 do-la, thi ngwdi mua sé cé phan tng khac. Chac chan 15 do-
la 1a mitc gia phu hop dé loai bé viéc danh lai van ban. Nhung 15.000

do-la? Do lai 1a van de khac.
Tré lai nhitng triéu chitng va nguyén nhan

Ban sé gitip ngudi ban hang trong vi du trén nhw thé nao? Vi dang
phai nhan qua nhiéu 16i tit chdi nén diéu c6 dy can chinh la k§ nang
xt ly 10i tir chdi tot hon. Vi du, ching t6i c6 thé hwdng dan co ay
nhitng nguyén tac xr 1y 10i tir chdi — do6 1a nhitng tha thuat cd dién vé
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cach thtra nhan, cach dién dat r6 hon va cach doi dap. Ching t6i cling
c6 thé gitup c6 dy mot cach cu thé véi nhitng phan doi pho bién tw
khach hang bang céach chi cho c6 dy cach n6i thé nao khi khach hang
dwa ra nhitng 10i tir chéi nhu:

B0 xtr ly ngon ngit cia ban qua dat.

B0 xtt ly rat kho st dung.

Nhan vién cua toi khong quen st dung bo x ly ngon ngit nay.

B0 x® ly ngdn ngit rac réi, phitc tap hon nhiéu so véi gia tri ctia né.

Bat ¢t Iiva chon nao ciing gitp c6 ay xr 1y t6t hon nhitng 16i tir choi
trong twong lai. Nhwng ban dang gidi quyét triéu chitng hay nguyén
nhan? Trong vi du nay, 10i tir ch6i ndy sinh do ngwdi ban khong phat
trién du gia tri trude khi dua ra huéng gidi quyét. Viéc x 1y 10i tw
choi sé giai quyét triéu chitng nhwng khong lam thay doi nguyén
nhan. Can bénh ban hang — néu dwa ra huéng giai quyét qua sém — thi

van con ton tai va chua giai quyét dugc.
Cach chira tri

Néu ky nang xt ly 10i tir choi chi giai quyét triéu chitng, vay dau la
cach giai quyét triét dé? Day chinh la diéu ma mo6 hinh SPIN huéng
t@i. Thong qua viéc hwédng dan nhan vién ban hang tham do theo cach
xay dung gia tri, cd ay c6 thé ngan chdn 10i tir ch6i ndy sinh ngay
trong lan gap dau tién. Loi ti ch6i cudi cung cda vi du trén cho thay
diéu t6i mudn ndi. Pau tién ching ta cung kiém tra xem tai sao khach

hang lai ttr ch6i trong lan gap dau tién.
Nguoi ban: (Cau héi Van dé) Anh dang gap qua nhiéu sai sét?

Khach hang: (Nhu cau An) M6t s6. Nhigu hon mitc t6i mudn.
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Nguwdoi ban: (Uu diém) Nhitng cudc kiém nghiém cho thdy vGi bo xw
1y ngon ngt c6 man hinh 16n ma chung toi dwa ra, ti 1€ sai sot sé giam
20%.

Khéch hang: (Loi tir chéi) Diéu do cling chang dang khi gap tat ca

nhitng rac réi ddy chi dé tranh mot vai 16i in sai.

Khach hang tir chéi vi anh ta khong hiéu dwgc gia tri day da trong
viéc giam ti 16 sai s6t. Hinh 6.6 1a biéu do vé can can gia tri biéu thi
nhitng diéu dang dién ra trong suy nghi cta khach hang. Rac roi nay
16n hon nhiéu gia tri loai bé mot vai sai sot, vi vay khach hang sé c6
cai nhin tiéu cwc va dua ra 10i tir ch6i. Tham chi véi nhitng ky nang
xtr 1y 10i tir chdi hiéu qua nhat cting khong thé thay doi dwoc sy that,
nguwoi ban dwa ra hwéng gidi quyét ma khéng xay dung gia tri tredc

tién.

SitEm — :
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Hinh 6.6: Cdch khdch hang nhin nhdn vdn dé rac roi

Hay xem cach ngudi ban hang nhiéu kinh nghiém xt ly tinh huéng
twrong tu:

Ngudoi ban: (Cau héi Van dé) Anh dang gap qua nhiéu sai s6t?

Khéch hang: (Nhu cau An) Mot s6. Nhigu hon mic t6i mudn.
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Ngudi ban: (Cau héi Goi y) Anh néi "nhiéu hon mitc t6i mudn”. Biéu
nay c6 nghia la nhitng sai sét nay gay cho anh nhitng rac réi trong cac
van ban gui cho khach hang?

Khéach hang: Biéu do ciing cé xdy ra nhung khong thuong xuyén. Vi
toi luén doc va stra lai can than nhitng van ban quan trong trwedc khi
gui di.

Nguoi ban: (Cau héi Goi y) Viéc dé khong lam mat nhiéu thdi gian

cua anh ch&?

Khéach hang: Qua nhiéu. Nhung con hon la dé cho cac van kién g ra

ngoai cé sai sét, dac biét la sai s6t vé con s6 néu giti cho khach hang.

Nguoi ban: (Cau héi Ggi y) Tai sao vay? Co6 phdi anh mudn néi, mot
su sai s6t vé con s6 sé dan dén nhitng hau qua nghiém trong vdi

khach hang hon la mot sai s6t vé van ban?

Khach hang: Bing vay. Ching to6i c6 thé dé tuét mat mot ho so dy
thau hodc nhan dwgc mot hop dong khong c6 1gi nhuan, tham chi la
mat mot khach hang chi do sy cau tha trong cong viéc. Moi nguoi sé
danh gia ban dya trén nhitng diéu nhuw thé. D6 1a ly do phai mat dén
hai tiéng mot ngay dé doc va stra lai cac van ban, trong khi véi thoi

gian do, toi c6 thé lam dwgc nhiéu viéc khac.

Nguoi ban: (Cau héi Chi phi nhu cau) Gia st néu khong phai danh

thoi gian doc va sira lai, anh c6 thé lam gi véi khoang thaoi gian do?
Khach hang: T6i c6 thé danh thoi gian dé dé dao tao nhan vién.

Ngudi ban: (Cau héi Chi phi nhu cau) va khéa dao tao nay sé gitip

nang cao nang suat?
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Khach hang: O, rat nhiéu. Tai thoi diém nay, nhan vién cta toi khong
biét cach st dung mot so thiét bi & day — nhw may vé do thi — vi vay,
toi phai hwéng dan ho cach str dung.

Nguoi ban: (Cau héi Ggi y) Do vay, thoi gian anh dang danh dé stra
lai cac van ban ciing khién anh tré thanh yéu t6 gay dinh tré doéi véi

cong viéc cua cac nhan vién khac?
Khéach hang: Bing vay. T6i cé qua nhiéu viéc phai lam.

Nguwoi ban: (Cau héi Chi phi nhu cau) Vay viéc giam thoi gian danh
dé stta van ban khong chi gitp ich cho anh ma con tang hiéu qua lam

viéc cua ngwoi khac?
Khach hang: bung vay.

Nguoi ban: (Cau héi Chi phi nhu cau) Tb6i thay, bang cach giam thoi
gian doc va stta lai van ban, anh c6 thé giam tinh trang tri tré hién tai.

Co6 cach nao gitp anh vach ra nhitng 16i sai trong cac van ban khong?

Khach hang: Chac chan r6i. Moi ngudi ¢ day rat ghét danh lai van
ban. Néu c6 it 16i sai hon dong nghia v6i viéc phai danh it thoi gian

hon cho viéc danh lai van ban.

Nguoi ban: (Cau héi Chi phi nhu cau) C6 1€ danh it thoi gian cho viéc

danh lai van ban cling gitp anh tiét kiém dwgc chi phi?
Khach hang: bung.

Nguwdoi ban: (Tém lwgc) Vay c6 vé nhe mite sai sot hién tai khién anh
phai chi mot khoan 16n cho viéc danh lai van ban va giam hiéu suat
lam viéc ctia nhan vién. Néu nhitng sai sot, dac biét cac sai st vé s
liéu, dén tay khach hang thi chiing sé gay ton hai. Anh dang c6 gang

tranh diéu nay bang cach danh hai tiéng trong ngay sira lai tat ca cac
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van ban quan trong. Nhung viéc nay khién anh tr@ nén tri tré, giam

hiéu suat ctia ngudi khac va khong cé thai gian dao tao nhan vién.
Khach hang: Nhirng sai sot trong cac van ban that sy’ dang gay ton hai
cho ching t6i. Chuing t6i khong thé bé qua van dé nay. Toi phdi lam
mot diéu gi do.

Nguoi ban: (Pwa ra 1gi ich) Cho phép toi chi cho anh thiy bo xt ly

ngon ngit cia chiing t6i sé ho trg anh trong viéc giam sai sét va giam

viéc stta lai... nhu thé nao.

Céan can gia tri ctia khach hang bay gio sé giong nhu Hinh 6.7.

Hinh 6.7: Khdch hang phdt trién quan diém mdi

Bay gi0, chi phi va van dé rac r6i da can bang hon nhd gia tri ma
nguoi ban tao ra thong qua viéc st dung cau hoi Ggi y va cau héi Chi
phi nhu cau. Qua trinh ban hang dat hiéu qua hon nhiéu vi ching t6i
da tan cong vao nguyén nhan cua 10i tir choi. Két qua la 16i ti choi
tham chi con khong phat sinh. Viéc ngan chan 10i tir choi 1a mot chién

lwge hiéu qua cho viéc x 1y 16i tir chéi.
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Ngan chan 10i tir chéi: Mot nghién cttu treong hgp

To6i sé duwa thém mot nghién citu khac dé chitng minh cho nhitng diéu

da noi & tren.

Do 1a nghién citu vé mot tap doan cong nghé cao ndi tiéng. Nhan vién
nghién cttu nhan sy cia ho dang tién hanh diéu tra vé hanh vi ban
hang tai mot trong nhitng dai 1y tai mién Nam nwéc My. Ching t6i
khuyén khich nhan vién nghién cttu stt dung phwong phap phan tich
hanh vi dé dém so6 lan hanh vi ctia khach hang va nguwoi ban chinh
xudt hién trong cudc ban hang. Va ho da dwa ra mot két qua thad vi. O
moi dai ly, trung binh c6 tdm nhan vién ban hang. Vé mat thong ke,
han ban sé hy vong rang tdm nhan vién ban hang nay sé c6 s6 luvgng
nhitng 10i tir chéi cho moi cudc ban hang gan giong nhau khi ho ban
cing mot san pham cho cing mot nhém khach hang va cung doi tha
canh tranh. Nhuwng khong phai vay. C6é sy khac biét 16n vé lwgng 10i
tir ch6i ma moi nguwdi ban nhan dugc. Trong mot doi ban hang trung
binh, s6 10i tir chéi ho nhan duwgc moi gid nhiéu gap 10 lan s6 101 tw

ch6i cia nhitng nhém khac.

Nhan vién nghién cttu khong biét nghién cttu cta ching toi la vé
nhitng quan hé gitta wu diém va Loi tir choi. Theo 1€ ty nhién, ho két
luan: Nhitng ngwoi ban nhan qué nhiéu 16i tir choi can dugce dao tao
vé cach xt ly 10i tir chdi. Ho yéu cau ching t6i dwa ra 16i khuyén.
Xem nhanh dit liéu cta ho da cho chiing t6i diéu can biét. Chuing t6i
lay ra nhitng s6 liéu phan tich vé hanh vi cia 10 ngwoi, moi ngudi déu
chiu rat nhiéu 16i tir chdi va ho chinh la nhitng &ng vién cho khéa dao
tao vé xt 1y 10i tir choi. Cé 10 ngwoi déu st dung lvgng tuyén bo vé

ru diém cao hon mic trung binh trong cac cudc ban hang.
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T6i thuyét phuc cong ty nay tién hanh mét thi nghiém téo bao. “Diéu
toi muon lam chinh la dao tao nhitng ngwdi nay cach ngan chan 10i twr
choi. Chiing ta can mét chwong trinh khéng dé cap dén 10i tw chdi,
nhung dem lai hiéu qua hon nhitng khéa dao tao vé xt ly 10i tir ch6i”,
toi giai thich. Cong ty nay dong y. Ching t6i chon ra tAm nhan vién
ban hang tir s6 liéu phan tich hanh vi. Ho la nhitng nguwdi phai chiu
nhiéu 16i phan déi nhat tr phia khach hang. Nhw da hita, khéa dao tao
nay khong dé cap dén bat cit diéu gi vé 10i tir choi hay xtr 1y 161 tw
ch6i. Chung t6i day ho cach phat trién nhu cau Hién vGi mo hinh
SPIN va sau do6 dua ra nhitng 1gi ich.

Sau khoa dao tao, cac nha nghién cttu ctuia cong ty nay da di cung tam
nhan vién ban hang dé dém so lwgng 16i tir choi ho phai nhan trong
cac cudc ban hang. S6 Iwgng céac 1oi tir choi trung binh trong moi gio
ban hang da gidam xuéng 55%. Toi dwa ra hai két luan tir nghién cttu

nay:

» Mot la, cach tot nhat dé xi ly 10i tir choi 1a ngan chan né. Can phai
gidi quyét nguyén nhan chit khong phai triéu ching.

» Chu y, khoa dao tao cua chung t6i khong hoan toan ngan chan 10i tw

choi.

Hai la, 16i ti* ch6i ludn ndy sinh vi khach hang c6 nhitng nhu cau ma
san pham cua ban khong thé dap ng hoac vi doi tht canh tranh c6
mot sdn pham tot hon. Nhitng 10i tir chdi 1a thye té cude song. Khong
c6 k¥ thuat nao c6 thé ngan chan dwgc 10i tir chéi. Tuy nhién, diéu
ching t6i muodn chi ra la cé thé giam hon mot niva sé 10i tir chéi bang
cach st dung cac hanh vi SPIN dé hinh thanh gia tri.

Phuong phap dao tao ban hang hwéng vao 10i tir choi
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Cac khoa dao tao ban hang truyén thong day moi ngudi cach tao ra
nhitng 16i tir chdi roi sau do day nhitng thu thuat xi ly nhitng 10i tir
ch6i ma ho vo tinh tao nén. Do la vi nhitng ky nang ban hang quy mo
16n ludn dya trén cac cudc ban hang quy mo nho. Trong cac cudc ban
hang quy mo nhé, stt dung nhiéu tuyén bo vé wu diém c6 thé thanh
cong vi it khi phai xay dung gia tri truéc khi dwa ra giai phap. Nhung
trong cac cudc ban hang quy mo 16n, nhitng tuyén bo vé wu diém
khong c6 dugc nhitng anh hwdng tich cyc nay. (Phdi nhé thuat ngit wu
diém la bat ky tuyén bo nao chi ra san pham hay dich vu cua ban cé
thé duwgc sit dung hay hitu ich cho khach hang nhw thé nao. N6i cach
khac, wu diém chinh la cai ma phan 16n cac khoa dao tao ban hang goi
la lgi ich).

To6i hy vong khi nhitng ngudi thiét ké khéa dao tao hiéu dwoc cac
cudc ban hang quy m6 16n can nhitng k¥ nang khac, thi ching ta sé c6
mot cai két cho loai hinh dao tao luon khuyén khich ngudi ban dwa ra
nhiéu wu diém. Qua lam dung cac wu diém la nguyén nhan ctia hon
mot nita s6 101 tw chai tir khach hang. Nhung c6 phai tat ca nhitng 10i
tir chdi déu khong tot khong? Mot s6 chwong trinh dao tao ban hang
va chuyén gia ban hang day rang nhitng 10i tir ch6i c6 méi lién hé tich
cuc téi thanh cong va cang nhan dwgc nhiéu 10i tir choi thi cang t6t.
Néu diéu do la sy that thi viéc ngan chan 10i tir choi c6 thé lam ton hai

dén viéc ban hang cta ban. Bang chitng nay cho biét diéu gi?
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Hinh 6.8: Cac cap do tir choi va thanh céng ctia cudc ban hang

Chtng t6i da tién hanh mdt nghién cttu dé tim ra liéu nhivng 10i tr
chéi c6 phai la “nhitng co héi ban hang dugc nguy trang” khong.
Chuing t6i da dém so lwgng 10i tir choi cua khach hang trong 694 cudc
ban hang ctia mot tap doan kinh doanh may moc 16n. Hinh 6.8 biéu
thi nhitng két qua nay.

Nhu ban thay, ti 1€ 10i tir chéi cia khach hang cang cao thi cudc ban
hang cang it c6 kha nang thanh cong. Néu coi 16i tir choi cua khach
hang la nhitng co hgi ban hang nguy trang thi nghién cttu nay cho
thay su nguy trang dugc tao nén bdi nhitng bac thay. Pirng nham lan
van dé nay, vi nhan dugc cang nhiéu tir choi, chitng té ban cang it co
co hoi thanh cong. D6 chi la mot 16i an ti cta nhitng nguoi dao tao
danh cho nhitng nguwdi ban hang non nét rang, nhitng nguwdi ban hang
gidi luon chao don nhitng 10i tv chdi nhw 1a dau hiéu vé sy quan tam
cta khach hang. Nhung thuce té, 16i tir choi la rao can gitta ban va
khach hang. Tuy nhién, bang k¥ nang, ban cé thé thdo d& rao can nay
bang cach x ly 10i tr chdi. Sé rat théng minh néu ban khong tao ra

rao can ngay ¢ lan gap g& dau tién.

LOI i{CH VA SU UNG HO/ TAN THANH
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Moi quan hé tich cwe nhat xuat hién trong nghién citu ctia Linda
Marsh vé tinh nang, wu diém va lgi ich 1a moi lién hé chat ché giira
viéc dua ra cac 1gi ich va viéc nhan dugce sy tan thanh hay ung ho tw
khach hang. Nghién cttu cho thdy nguwdi ban cang dwa ra nhiéu tuyén
b veé 1gi ich, khach hang ctia ho cang dwa ra nhiéu sy tan thanh. Day
khong phai la két qua dang ngac nhién. R6t cudc, nhitng tuyén bo vé
lgi ich con bao ham cé viéc chi ra ban cé thé dap *ng mot nhu cau
Hién khach hang boc 16 ra nhu thé nao. Ban khong thé dwa ra mot 1gi
ich, trir khi Iic dau khach hang néi rang: “T6i mudn n6”. R6 rang,
khach hang c6 thé biéu 10 s tan thanh khi ban cho thdy minh mang

dén diéu ma ho muon.
So sanh x 1y 10i tir choi va ngan chan 16i tw choi

Trong cac cudc ban hang quy mo 16n, cac chién lwgce cli nham xw 1y
10i tir ch6i khuyén khich ngudi ban dwa ra nhitng wu diém lai khéng
m4dy thanh cong so véi cac chién lvge ngan chan 16i tir choi, trong do
nhan vién ban hang dwa ra cac cau hoi Ggi y va cau haéi Chi phi nhu
cau trwde khi dwa ra cac giai phap (Hinh 6.9).

Khi bat dau cong viéc ban hang, toi tirng nghi rang sau ky thuat két
thic, nhitng k¥ nang x 1y 10i tr chéi la k§ nang quyét dinh t&i thanh
cong cua cudc ban hang. Nhung gid day t6i hiéu, mo6i quan tam cta
minh bi thiic day b&i mot lwgng 16n nhitng 10i tir choi tir phia khach
hang. T6i da khong tu héi diéu gi tao nén nhitng 16i tir choi. Chi biét
rang do c6 qua nhiéu 10i tir ch6i, nén to6i can cai thién k§ nang xwr ly
10i tir ch6i. Gio toi hiéu rang phan 16n nhitng 16i tir chdi chi 1a triéu
chitng do qua trinh ban hang kém céi gay ra. Bang viéc cai thién
nhitng k¥ nang tim kiém, t6i da thanh cong hon khi ngan chan 16i t
chéi. Biéu nay da giup t6i ban hang thanh cong hon. Bwong nhién, toi

van phai nhan rat nhiéu 10i ti ch6i vi trong qua trinh ban hang van
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lubn tiém an sy mau thuan gitta nhu cau cia khach hang va cai ma
ngwoi ban dwa ra. Vi vay, nhitng k§ nang x 1y 16i tir chéi luén la mot
phan trong cac cudc ban hang cta t6i. Nhung 1y do t6i ban hang t6t
hon khong phai la do toi c6 ki nang xt 1y 16i ti choi t6t hon ma la do
toi khong tao nén nhitng 15i tir ch6i khong can thiét.

TiNH HiNE q
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Hinh 6.9: X ly l0i tir ch6i hay ngdn chdn 10 tir choi?
Ngan chan 10i tr chéi tw khach hang

Néu dang phai nhan nhiéu 16i tir chdi tr khach hang hon ban muén,
hdy nghi xem dau la triéu chitng va dau la nguyén nhan. Cé thé nhitng
10i tir ch6i chi 1a triéu chitng do ban tao ra khi dwa ra nhitng giai phap
qua sém trong vu mua ban? Hay no lwc nhiéu hon trong viéc phat
trién hiéu qud cac nhu cau, st dung cac cau hoi Chi phi nhu cau va
cau héi Goi y. Néu c6 thé hinh thanh gia tri cho nhitng giai phap cua
minh, ban sé it gap phai nhitng 10i tir ch6i hon. Hang tram nhan vién
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ban hang ma ching t6i dao tao sé chitng minh rang nhitng ky nang dat
cau héi t6t sé gitp ban doi pho vdi nhitng 10i tir chéi tot hon bat ky ky
thuat x& 1y 10i ti ch6i nao.

Tat nhién, ban van gap phai mot vai 16i tir choi, dac biét khi san pham
cta ban khong dap tng dwgc nhitng nhu cau cia khach hang. Tuy
nhién, c6 hai dau hiéu cho thay ban dang chiu nhitng 16i tir choéi

khong mong mu6n ma cé thé ngan chan dugc bang viéc dat cau hoi:

1. Nhitng 16i tir chdi ngay dau cudc ban hang. Cac khach hang hiém
khi phan d6i v6i nhitng cau haéi trir khi ban héi qua tho 16. Hau hét
nhitng 16i tir chdi déu danh cho cac giai phap khong phu hgp véi nhu
cau. Néu gap phdi qua nhiéu 10i tir chdi ngay dau cudc ban hang tirc
la ban da qua voi va dwa ra cac giai phap va cac kha nang. Cach diéu
tri rat don gian: Dirng noi vé nhitng gidi phap cho dén khi ban dat

duwgc nhitng cau hdéi du dé phat trién nhu cau manh mé hon.

2. Nhitng 10i tr chdi vé gia tri. Néu hau hét 10i tir choi ban gdp phai
lam tang moi nghi ngo vé gia tri ctia nhitng diéu ban dua ra, c6 thé do
la do ban chwa phat trién nhu cau da manh. Nhitng 16i tir ch6i vé gia
tri dién hinh sé la: “N6 qua dat”, “T6i nghi khéng c6 gi phai ban tam
vé viéc thay doi nha cung cap hién tai ctia chiing t6i”... Trong nhitng
treong hop thé nay, nhitng 10i tv chdi ctia khach hang cho thdy ban
khong thanh cong khi hinh thanh m6t nhu cau manh mé. Cach giai
quyét nam & viéc phat trién nhu cau to6t hon chit khong phai la xi ly
10i tir ch6i. Pac biét, néu phai chiu nhiéu 10i tir choi vé gia cd, hay bot
ndi vé nhitng tng dung cua tinh nang ma hay chu trong dat cac cau

héi Van dé, cau héi Gogi y va cau héi Chi phi nhu cau.
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7. Giai Doan Dan nhap — Bat
Pau Cuoc Ban Hang

Trong chwong nay, t6i muon nghién citu ky hon giai doan Dan nhép.
Thanh thyc ma noi, doi nghién cttu & Huthwaite khong thay giai doan
Dan nhap ctia cudc ban hang thu vi khi so sanh né véi cac giai doan
trung gian: Tham do va Chitng minh kha nang. Du thé nao, diéu nay
cling c6 nghia la chung t6i da nghién cttu qua it vé giai doan nay
(Hinh 7.1). Tuy nhién, ngay ca di liéu han ché chiing t6i thu thap
dwgc cling chi ra rang cach mé dau thanh cong trong ban hang quy

mo nho khac v6i cadch m@ dau hiéu qua trong ban hang quy mo 16n.

Hinh 7.1: Dan nhdp: giai doan khéi dong va bdt dau ctia cu¢c bdn

hang

Giai doan khéi dong triée giao dich quan trong nhu thé nao? Trong
nghién cttu vé giai doan Dan nhap, ching t6i tim cau tra 16i cho mot
s0 cau hoi nhu:

* C6 dung la nhitng an twgng dau tién trong cudc ban hang sé quyét

dinh thanh cong cua n6 khong?

 Cac cach mé dau hiéu qua trong ban hang quy m6 nho liéu c6 con

hiéu qua trong ban hang quy mé 16n khong?
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* Liéu c6 mot cach ddc biét hiéu qua trong viéc mé dau mot cudc ban
hang hon cac cach mé dau khac khong?

Trudc khi nghién cttu nhitng cau hoi nay, xin lwu y trong phan thao
luan giai doan Dan nhap vé ban hang quy moé 16n, chuong nay don
gian héa bang cach chu yéu néi vé nhitng cudc gap dau tién véi khach
hang méi. Nhu chiing ta biét, phan 16n cac cudc ban hang quy moé 16n
déu c6 vai lan giao dich vGi cac khach hang va hinh thanh méi quan
hé. Vi mot so tap doan 16n, 5% s6 cudc ban hang cua ho 1a 1an gap
dau tién v6i khach hang. Nhuwng chwa ai nghién cttu cac yéu to anh
huéng t6i giai doan Dan nhap trong cac cudc ban hang cé nhiéu giao
dich. Cé vé nhu khi chu trinh ban hang tién trién, tdc dong cua giai
doan Dan nhap ciing sé gidam dan do m6i quan hé véi khach hang da
rat tot.

Bdi vay, toi sé tap trung vao cac linh viec ¢ sy ton tai ciia mot vai div
liéu. Du khong nghién citu dnh hwdng cua giai doan Dan nhap dén
toan bo quy trinh ban hang, nhung chiing t6i chac chan c6 théng tin
vé cach bat dau cho lan ban hang dau tién véi khach hang mdi trong

ca ban hang quy mo 16n va ban hang quy mo nho.
NHUNG AN TUONG PAU TIEN

Moi ngudi thuong it chid y téi giai doan dau cia mot twong tac hon.
Nhiéu cuén sach cii vé ban hang thuwong nhan manh tam quan trong
ctia mot dién mao sang trong va cho rang nhitng an twong ban dau sé
hinh thanh hodc lam hong mot cudc ban hang. Nhuwng nhitng nghién
cttu gan day lai danh gia thap tam quan trong ctia dién mao ban dau.
biéu nay khong c6 nghia la vé bé ngoai c6 thé 16i thoi, ban thiu hay
thiéu chinh té. Tiéu chuan vé cach an mac la ding muc va thuec té.
Nhung dirng nghi rang céc chi tiét nho nhat & giai doan Dan nhap sé
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tao nén s khac biét 16n cho thanh cong ctia cudc ban hang. Nhitng an
twong quan trong va lau bén hon sé dwoc hinh thanh trong su6t giai

doan Tham do.

Trong cac giai doan dau khi giao tiép v&i nguwoi khac, ching ta
thuong khong nhé hét cac thong tin. Khi dwgc gidi thiéu vdi ai do,
lieu ban c6 queén tén ho chi sau 10 giay khong? Tai sao ban lai quén
mot diéu quan trong nhw vay? Vi dau 6c cia ban dang chita day
nhitng thit khac, vi du nhw ban sé néi gi tiép. Qua that, bd nao ctia ban
khong c6 du cho dé chita tat ca cac thong tin c6 gia tri vai ban. Rat
nhiéu an twgng quan trong tiém an da bi gat bo trong nhitng phit dau
ctia bu6i gap go.

That kho dé c6 so liéu chinh xac vé tdm quan trong cia nhitng an
twgng ban dau. Vi vay, t6i sé dwa ra y kién cua minh tir viéc xem xét
cach mé dau cia hang tram cudc ban hang. Rat nhiéu lan, t6i chitng
kién cac cudc ban hang thanh cong da mé& dau mot cach ky cuc, tham
chi rat vung vé. Toi cling chitng kién nhitng cach m@ dau nhe nhang,
khéo 1éo ma khong c6 hiéu qua. Nhiéu nam qua, to6i dan nghi ngd vé
tam quan trong cda nhitng dn twgng ban dau trong Budc Dan nhap
ctia cudc ban hang. T6i khong con tin rang nhitng an twgng ban dau
c6 thé tao nén hay pha héng thanh cong vé doanh thu ban hang cta

cac cudc ban hang quy mo 1dn.

Cach an mac hay 16i n6i m@ dau cé thé rat quan trong trong cac cudc
ban hang quy m6 nho. Mot nguwdi ban cta téi lam viéc quyén gop tién
ttr thién bang cach ban nhitng tdm thiép Giang sinh cho cac gia dinh.
C6 moi quan hé trure tiép gitta cach an mdc cta nhitng nguwdi tinh
nguyeén va gia cia nhirng tam thiép. T4t ca cac tinh nguyén vién da
mac nhitng bo do dep nhat ctia ho va doanh thu da tang 20%. Nhung

néu ban hang cho mdt déi tac quan trong, thi ban dirng mong rang
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mot bo trang phuc dep va mét cau néi mé dau hay sé tang thém 20%

sO lwgng cac cudc ban hang cta ban.
NHUNG CACH MO DAU THONG THUONG

Tt thap nién 1920, nhan vién ban hang dwgc hwéng dan c6 hai cach

hiéu qua dé bat dau mot cudc ban hang:

* Dé cap dén cac sé thich ca nhan ctia ngwdi mua. Nhitng chuyén gia
ban hang theo cach truyén thong ndi rang, néu c6 thé dé cap dén nhu
cau ca nhan, ban sé nhanh chong thiét lap dwgc moi quan hé va cudc
trao doi sé thanh cong hon. Vi du, néu khach hang dé anh ctia nhitng
dita con @ trén ban, thi hdy noi vé gia dinh. Con néu c6 mét chiéc cip

mon golf trong van phong, hdy noéi vé golf.

» Trinh bay vé 1gi ich trong phan m& dau. Hay bat dau bang nhirng 1gi
ich ma san pham ctia ban mang lai. Vi du: “Trong thi tredng ngay
nay, hiéu qua ban hang chinh la moéi quan tdm cua cac tap doan 16n.

San pham cuda ching t6i sé gép phan tang hiéu suat ctia cong ty 6ng.”

K&t qua nghién cttu cia ching t6i cho thay hai phwong thitc nay cé
thé hiéu qua trong ban hang quy mo nhé nhung lai khong may gitp
ich khi quy mo6 ban hang ngay cang phat trién.

Dé cap dén sé thich ca nhan

Trong mot nghién cttu ciia Huthwaite dwgc tién hanh tai mét tap doan
c6 uy tin, ching t6i c6 chitng minh liéu nhitng nhan vién ban hang
gidi xay dung cac moi quan hé cé thé c6 dwgc nhiéu cudc ban hang
thanh cong khong. Ching t6i nhan thay nhitng ngwoi ban da giai
quyét 6n thoa vGi cac dai ly ban 1é tai vung nong thén cé vé nhu chu
yéu dua trén cac yéu td ca nhan trong cac cudc ban hang. Chung t6i

da do dugc so6 lan moi ngwai ban dé cap tdi mot vai yéu t6 hay tinh
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tiét lién quan t6i doi tw cta khach hang. Vi dy, nguwdi ban héi: “Anh
con hitng thi véGi cac bai hoc cuGi ngwa ctia co6 ay khong?” hay “Chan
Joe da do hon chwa?” Tai cac vung nong thon, noi quy mo giao dich
nho, nhitng ngwoi ban hang thanh cong thuwong st dung nhiéu yéu t6
lien quan tGi ca nhan hon nhitng nguwoi ban hang khong thanh cong.
Vi vay, chiing t6i dwa ra két luan, 10i chi day xa xwa hoan toan dung:
viéc tiép can tir nhitng s& thich ca nhan sé gitp ich cho cudc ban hang

cua ban.

Nhung do lai la chuyén khac & nhitng ctra hang 16n ¢ thanh thi, noi co6
cd giao dich 16n gdp nam lan. Chuing t6i khong nhan thdy moéi quan
hé gitra thanh cong va nhitng van dé ca nhan. Dwdong nhu, trong cac
cudc ban hang quy mé 16n, viéc dé cap t6i nhitng s thich ctia khach
hang la mé6t ky thuat khong may hiéu qua. Nhung t6i khong hai long
v6i nghién cttu nay. Vi mot vai ly do chuyén mon, chiing t6i phai can
trong voi nhitng 10i giai thich cua minh. Vi dy, cac nhan vién ban
hang & vung nong thon thuwong c6 nhiéu thoi gian nhung lai ¢6 ti 1€
doanh thu thap hon. Biéu nay c6 nghia la ho c6 nhiéu thoi gian lam
viéc va c6 nhiéu co hoi tim hiéu nhitng diéu riéng tw cta khach hang.
Con cac khach hang nong thon khong ban ron nhu nhitng nguoi ¢

thanh ph6 nén ho c6 nhiéu thoi gian dé tro chuyén hon.

Tuy nhién, nghién cttu nay da néu ra mot s6 van dé. Vao thap nién
1920, mot hoc thuyét cho rang moi nguwdi thwong mua hang tir nhitng
moi quan hé ca nhan; ban bé lam an v&i nhau. Nhung trong 15 nam
nghién cttu vé ban hang, t6i nhan thay mot sy thay doéi ro rét. Muoi
lam nam trudc, khach hang noéi vai t6i: “Toi mua hang cua Fred vi toi
thich anh ta.” Con bay gio, toi lai nghe: “T6i thich Fred, nhung lai

mua san pham cua doi tha canh tranh ctia anh ta vi nhitng san pham
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dé6 co gia ré hon.” Cé vé nhv long trung thanh ca nhan khong con la

diéu kién du dé tao ra mot giao dich.

Co6 mot 1y do khac gidi thich tai sao viéc m& dau cudc ban hang xoay
quanh van dé ca nhan cé thé khéng dem lai thanh cong. Khi hgp tac
v6&i nhém chuyén mua ban ctia Tap doan dau khi cia Anh (BP), t6i
thay mot khach hang da treo trong van phong bitc tranh dua thuyén
buém. Anh ta néi: “T6i dé birc hinh ¢ dé vi n6 gitip nang cao hiéu
sudt lam viéc cta t6i.” Khong thé hiéu noi, t6i dé nghi anh ta giai
thich. Anh ta néi: “Hang ngay, cac nhan vién ban hang van dén day.
To6i phai mat rat nhiéu thoi gian vao nhitng van dé khong lién quan
dén kinh doanh. Ho c6 khai thac nhitng thong tin c4 nhan dé nam
dugc sd thich cua t6i. Nhung toi sé khong lam duwgce gi néu lang phi
ca ngay trdi vao nhitng cudc tro chuyén vo bo. Vi vay, t6i st dung
bitc tranh nay dé tang hiéu suat lam viéc. Khi mot ngudi ban hang lan
dau ghé tham toi, ho thudng néi: “Bic hinh dep that. Chac anh rat
thich dua thuyén.” Toi dap: “T6i ghét dua thuyén. Bitc hinh dé nhac
nhd t6i da lang phi bao nhiéu thoi gian. Thé anh muon gi & t6i?”

Co 1€ do 1a treong hop hoi cue doan. Nhwng rat nhiéu khach hang
chuyén nghiép phan nan vé nhitng ngudi ban c6 mé dau cudc ban
hang bang cach tim hiéu s@ thich ca nhan. B6i vdi nhitng nguwoi mua
hang sanh séi, thdi gian doi véi ho vo cung quy gid. Vi vay, néu chi
nhan vao nhitng van dé khong lién quan dén viéc ban hang, ban cang
phai kién nhan thi méi c6 dwogc giao dich. Ngoai ra, con mét 1y do
khac. Nhiéu khach hang thdy nghi ngo nhitng ai bat dau cudc ban
hang bang cach néu ra s& thich cad nhan. Ho cam thidy dong co ctia

ngwoi ban khong that va ngudi ban dang no Iuc 16i kéo ho.

T6i khong néi rang ban dirng bao gid bat dau cudc ban hang bang
cach tro chuyén vé nhitng sé thich ca nhan ctaa khach hang. Poi khi,
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néu khach hang duwa ra sé thich trudce thi cach tro chuyén vé sé thich
la dung dan. Viéc néu ra nhitng van dé ca nhan sé tac dong tich cuc
dén thanh cong trong cac cudc ban hang nho nhung ditng qua lam
dung phuwong phap nay trong ban hang quy mo 16n.

Trinh bay vé lgi ich ngay phan mé dau

Nhiéu chwong trinh dao tao ban hang day rang cach hiéu qua nhat dé
bat dau mét cudc ban hang 1a dwa ra tuyén bé vé lgi ich ngay trong
phan m& dau dé nam dwgc s@ thich, nhu cau ctia khach hang déi vai
mot so 1gi ich tiém nang ma san pham hay dich vu cia ban cé thé
mang lai. Vi vay, toi sé phai noi: “Thwa ong Wilson, vGi mot nguoi
ban ron nhw 6ng, t6i biét thdi gian la tién bac. T6i dam chac 6ng dang
lang phi thoi gian tra citu s6 dién thoai va quay s6 cho cac cudc goi.
Vi hé thong quay so6 ti dong Rackham, t6i c6 thé gitp 6ng tiét kiém
thoi gian.” Loi tuyén bo veé 1gi ich trong phan mé dau phai that qua
quyét va dau ra day. Nhung day co phai la cach hiéu qua dé mé dau

cudc ban hang khong?

Du y twdng veé 10i tuyén bo lgi ich trong phan mé dau da twong doi ci
nhung s pho bién ctia n6 véi tw cach mé dau cudc ban hang la do
Chuong trinh Céc hé théng kién thitc Xerox, Nhitng ky nang ban
hang chuyén nghiép (PSS) mang lai. Chvong trinh nay dwgc st dung
rong rai va nhitng ngwoi phat trién né cho rang cac cudc ban hang sé
thanh cong hon néu trinh bay vé 1gi ich ban dau. Vi chwa dugc xem
ban nghién citu chi tiét, vi vay tdi khong thé ban ludn vé gia tri ctia
né. Nhung cudc diéu tra nghién citu vé chwong trinh nay duwgc can ci
trén nhitng cudc ban hang trong nganh céng nghiép dwgc pham ma do
dai trung binh ctia mo6i cudc ban hang chi la 6 phut. Néu chi c6 6 phut
trong quy thoi gian cua khach hang, ban sé hiéu tai sao can mdt cach

thuyét phuc manh mé dé di thang vao ndi dung cudc ban hang.
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Diéu nay c6 con ding trong ban hang quy mo 16n, ma tai do thoi gian
cho mot vu mua ban riéng 1é da la 40 phut khong? Boi nghién cttu &
Huthwaite da nghién cttu van dé nay. Ching t6i theo déi hon 300
cudc ban hang, chi y xem ngudi ban cé str dung tuyén bé veé lgi ich
trong phan m& dau cudc ban hang khong roi sau doé st dung cac buéc
néu ¢ Chuong 1 dé chia cac cudc ban hang thanh cudc ban hang
thanh cong va cudc ban hang that bai. Néu nhitng tuyén bo vé 1gi ich
trong phan m& dau khién cac cudc ban hang thanh cong hon thi theo
chwong trinh PSS, cac cudc ban hang that bai st dung it nhitng tuyén
bd veé 1gi ich hon. Nhung day khong phdi 1a diéu ching t6i nhan thay.
Theo cac nghién cttu cua ching t6i, khong c6 moi lién hé nao giita
viéc st dung nhitng tuyén bé vé 1gi ich ngay phan mé& dau vdi thanh

cong cua cudc ban hang.

Tai sao viéc dwa ra tuyén bo vé 1gi ich trong phan mé dau cé vé rat
httu ich v6i ban hang quy mo nho nhung lai khong lién quan t6i thanh
cong cua cudc ban hang quy m6 16n? Chung t6i quyét dinh xem xét
ky hon.

Day la diéu chiing t6i tim thay. Nhitng nhan vién ban hang giéi nhat
ching t6i nghién cttu da mé& dau cudc ban hang theo cach khac. Ho
thwong str dung mot s6 cach mé dau cudc ban hang khac nhung doi
khi van phai stt dung tuyén bo vé 1gi ich ngay trong phan Dan nhap.
Nhitng ngwdi ban hang kém coi thwong maé dau cac cudc ban hang
theo cung mot cach. Do vay, ngwoi thwong xuyén bat dau bang mot
tuyén bo vé 1gi ich trong phan m@& dau chac chan khong thanh cong
bang ngwdi thi thodng mdéi st dung ky thuat nay.

Nhitng giao dich 16n dong nghia vdi nhitng cudc ban hang phtc tap —
vai cugc ban hang la cung mot khach hang. Vi vay, khong néen st

dung hon mét lan budc mé dau chuan cho cung mot ngwdi. Toi da rat
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an twgng véi mot nhan vién ban hang cua cong ty van phong pham
khi anh ta ghé tham t6i 1an dau. Anh ta bat dau ngay bang mot tuyén
bd co dién vé 1gi ich: “Thwa 6ng Rackham, 6ng 1a mot doanh nhan
ban ron va t6i chac 6ng dang ban khoan c6 nén bo ra 15 phit quy bau
ctia minh dé noi chuyén véi toi hay khong. Nhung néu 15 phut dé co
thé giup tiét kiém vai ngan do-la cho cong ty ctia 6ng, toi chac ong sé
danh thoi gian cho t6i.” Vi thé, t6i da cho anh ta 15 phtt va rat an
twogng vdi san pham cha anh ta. Té6i moi anh ta quay trd lai trao déi
vao tuan sau. Pén bubi gap tiép theo, anh ta lai bat dau: “Thua 6ng
Rackham, t6i biét 6ng dang rat ban nhung néu 6ng bo ra 15 phit thi
t0i sé chi cho 6ng thay t6i c6 thé tiét kiém cho cong ty ctia 6ng hang
ngan do-la...” Man m& dau may moc do da tao an twong tich cyc

trong lan dau tién gio da khién t6i noi cau.

Mot ly do khac 1y gidi tai sao tuyén bo 1gi ich ngay phan mé dau lai
khong hiéu qua. Nhitng nhan vién ban hang thanh céng thuong néi vé
san pham va dich vu ctia minh vao cu6i cudc ban hang. Nhung nhitng
ngwdoi ban hang kém céi lai néi rat nhiéu vé san pham va giai phap
ngay dau cudc ban hang. Diéu nay cho thay mot trong nhitng moi
nguy hai khi st dung nhitng tuyén bé vé 1gi ich ngay phan mé dau

cudc ban hang. Hay xem vi du sau:
Nguwdoi ban: (Trinh bay vé 1gi ich) Thwa 6ng Buzzard, tai

Big Co, chiing t6i hiéu tam quan trong cda viéc tao ra tai liéu chuyén
vé cong viéc kinh doanh nhw céng ty 6ng. Va dé la ly do ching t6i
phat minh ra may danh chit Executype. Bang cach sit dung mot hé
thong dac biét, chiéc may Executype sé dem dén s trau chu6t hon

cho cac van ban so vdi thiét bi xit ly van ban truyén thong.
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Khach hang: (Pat cau héi) O, né st dung mot banh nhé cé cac mau ty

bao quanh dwong chu vi phai khong?

Nguoi ban: (Co gang dwa ra cac chi tiét cia san pham) Khong, do la

mot qua trinh phun murc.

Khach hang: (Van dat cau héi) Phun muc sao? Chac né phai dat lam.

Gia cta chiéc may la bao nhiéu?

Nguoi ban: (bi budc phéi dwa van dé gia ca ra ngay dau giao dich)...
Gia cua n6 dat hon mot chit so véi nhitng chiéc may thuong nhung

no cling chi...

biéu gi dang xady ra ¢ day? Bang viéc trinh bay vé lgi ich ngay dau

cudc ban hang, nguwdi ban da bi ket vao hai van de:

 Co ay budc phai noéi vé chi tiét vé san pham qua sém trede khi c6 co
hoi xay dung gia tri bang cach st dung chudi cau hoi SPIN.

» C0O ay dé khach hang dat cau hdéi nén khach hang da diéu khién cudc
thwong thao.

Khoéng thé thay doi dugc cac van dé da néu. Néu nguoi ban hang
thong minh va khéo léo, c6 ay c6 thé citu van vu mua ban nay, gianh
lai quyén dwoc hoi tir khach hang, huéng sy chi y ra khoi sdn pham
va hudng dén nhu cau cia khach hang. Nhung day khong phai 1a cach
hay dé bat dau mét cudc ban hang. Theo t6i, rat nhiéu cuoc ban hang
da bat dau bang viéc nhan vién ban hang trinh bay vé 1gi ich san

pham ngay dau cudc ban hang.
KHUON KHO CHO PHAN MO PAU CUOC BAN HANG
Lam thé nao dé khong can dén buéc mé dau cudc ban hang? Hay tap

trung vao nhitng diém tich cyc. R6 rang, tinh da dang chit khong phai
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1a k¥ thuat mé dau cudc ban hang mdi la diéu quan trong. Tuy nhién,
van c6 mot khuon kho ma nhitng nguwdi ban hang thanh cong da st
dung.

Tap trung vao muc tiéu ctia ban

Hay xem xét muc tiéu cua giai doan dau cudc ban hang. Muc dich cua
giai doan Dan nhap la gi? Pon gian 1a, diéu ban c6 gang lam chinh la
nhan dugc sy chap thuan ctia khach hang dé chuyén sang giai doan
Tham do. Ban mudn céac khach hang nhat tri 1a ban c6 quyén chinh

dang dé dat cau hoi cho ho. Bé lam duwgc diéu nay, ban phai xac dinh:
* Ban la ai

» Tai sao ban lai & d6 (khong phai bang cach dwa ra chi tiét vé san

pham)
* Quyeén cna ban la dat cau héi

RO rang, c6 rat nhiéu cach dé bat dau cudc ban hang. Nhung yéu to
thong thuwong ctia nhitng phan mdé dau hay chinh la ching khién
khach hang dong y rang ban la nguoi dat cau héi. Bé lam dwgc nhw
vay, nhitng phan mé dau phai tranh cho ban mac vao nhitng cudc
tranh cai vé san pham va dich vu ma ban cung cap. Ngay dau cudc
ban hang, ban phai hinh thanh vai tro ctia minh la khai thac thong tin

con vai tro cua khach hang la dwa ra thong tin.
Tao hiéu qua cho buéc mé dau

Nhu da thdy, buéc mdé dau khong dong vai tro quyét dinh trong ban
hang quy mo 16n. Bai kiém tra quan trong nhat dé xem ban c6 van
dung buéc m@ dau cudc ban hang hiéu qua khong chinh 1a khach

hang c6 hai long dé di tiép va tra 10i cac cau hoi cua ban khong. Néu
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ding nhu vay, tiéc la ban dang van dung budc nay thanh cong. Bung
lo lang vé viéc phai xuat hién vGi dang vé hoa nhg, lich thiép — mot s6
nhan vién ban hang gioéi con c6 vé bai rdi, ngwong ngap hay ngap
ngirng trong nhitng phut dau tién ctia cudoc ban hang. Nhung hdy quan

tam tdi ba diém sau:

1. Nhanh chéng bat dau cudc ban hang. Btng lang phi thoi gian. Giai
doan Dan nhap khong phai la phan hitu hiéu nhat cia cudc ban hang
doi vaGi ca ban va khach hang. L6i thong thwong, rat hay gap ¢ nhitng
nhan vién ban hang non nét la danh qua nhiéu thoi gian cho nhitng 16i
nhan xét lich sy. Két qua la thiéu thoi gian cho cudc ban hang, khach
hang cham di¢t cudc mua ban khi ban néi dén phan quan trong nhat.
Néu thay thiéu thoi gian, ban phai ty hdi xem minh c6 tién hanh n6
Vi toc do vira phai chwa. Khong nén danh dén hon 20% thadi gian ctia

cudc ban hang cho phan mé dau.

birng nghi rang ban sé khién khach hang khé chiu khi tién hanh cudc
ban hang qua nhanh. M6t 16i phan nan t6i thwong nghe thay tir nhitng
chuyén gia day dan kinh nghiém va nhitng ngudi mua chuyén nghiép
chinh 1a nhan vién ban hang lam mat thdi gian cia ho cho nhitng 10i
néi vo bo. Téi chua tirng nghe thay 161 phan nan vé mot nhan vién

ban hang thyc hién giao dich nhanh ca.

2. Burng noi vé nhirng giai phap qua sém. Mot 16i pho bién trong ban
hang la n6i vé cac giai phap va nhitng kha nang giai quyét qua sém
trong cudc ban hang. Viéc duva ra nhitng giai phap qua s6m sé mang
lai nhitng 16i ttr ch6i va lam gidm nhitng co hoi thanh cong cta cac
cudc ban hang. Hay ty danh gia xem minh da ban luan vé cac san
pham, dich vu hay giai phap v&i khach hang bao nhiéu lan trong nira
thoi gian dau ctia cudc ban hang? Néu diéu nay xdy ra thwong xuyén,
dé6 la dau hiéu cho thdy ban dang c6 budc mé dau khéng hiéu qua.
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Néu trong treong hgp khach hang thuwong xuyén dat ra nhitng cau héi
con ban luon dwva ra lap luan va 10i giai thich, thi ban sé khong hinh
thanh dwgc vai tro 1a ngwdoi dat cau hoi trong suot phan mé dau cudc
ban hang. Hay tu héi ban than xem trong phan m& dau cudc ban hang
cuia minh, ban da xay dung dugc vai tro la nguoi dat cau hoi chua.
Néu chuwa thi hay thay do6i cach mé dau ctia minh dé khach hang phai
thtra nhan ban la nguwdi dat cau héi trede khi ban néi vé nhitng giai
phap cho nhitng kho khan.

3. Tap trung vao cau hai. Birng bao gid quén rang, buwdc Dan nhap

khong phai la phan quan trong ctia cudc ban hang. Khi di cing nhitng
ngwoi ban hang, t6i thay tredc cudc ban hang, ho mat nhiéu thoi gian
lo lang, ban khoan vé cach bat dau trong khi c6 thé st dung thoi gian

do6 hiéu qua hon vao viéc dat ra mot s6 cau hoi thay thé.
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8. Tit Ly Thuyét Pén Thuc Tien

Muc dich cua chwong nay la bién cac kha nang trong nghién cttu
Huthwaite thanh hanh dong hitu ich cho ban trong qua trinh ban hang.

Khong phéi dé dang dé bién mo hinh ly thuyét thanh k¥ nang thuc
tién. Thue t€, khi doc cu6n sach nay khong c6 nghia rang kién thitc
ban thu dwogc sé tw dong chuyén thanh cac ky nang ban hang da dugc
nang cao. Khong mét cudn sach vé ban hang nao sé ti nang cao cac
k¥ nang ban hang cta ban, giong nhu ban khong thé boi néu chi doc
sach hudng dan. Muc dich caa bat ky cuon sach nao ciing 1a bién ly
thuyét thanh hanh dong thuc té.

bé lam dugc diéu do, toi sé chia sé cho cac ban mot s6 nguyén tac va
nhitng bai thyc hanh da dugc ching toi va khach hang thyc hién
thanh cong. Nhiém vu ctia ban la luyén tap dé nang cao ky nang ban
hang. Khong cé6 mot phuwong phap nao c6 thé gitp ban ban hang tot
hon trong choc 14t. Sy thanh cong trong bat ky linh viec nao — du la
choi golf, piano hay ban hang — déu phu thudc vao s rén luyén tap

trung va kién tri.
BON QUY TAC VANG BPE NAM VUNG CAC KY NANG

Tai sao moi nguwoi lai thady kho nam bat cac k§ nang? Khong chi bai
dé6 la mot viéc rat kho ma con vi chiing ta quen véi viéc dau tu hoc
kién thitc méGi. Ban vira m&i chitng minh kha nang lam viéc cham chi
bang cach dau tu thoi gian va nang lwgng dé doc cudn sach nay —
nham thu dwgc cac kién thitc vé cach ban hang. Nhung liéu cé bao
nhiéu doc gia sé dau tw mot no lye twong tw cho viéc bién kién thirc

thanh hanh dong. Nhung nhin chung, chiing ta lam viéc cham chi va
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hiéu qua chi dé nam kién thitc hon la chuyén kién thitc d6 thanh ky

nang.

Theo t6i, ly do chu yéu khién moi ngudi gap rac réi trong viéc nang
cao cac ky nang chinh 1a do ho khong bao gio nghi dén nhitng k¥
thuat co ban dé nam cac ky nang. Tai truong hoc, thanh céng ctia
ching ta phu thudc vao viéc phat trién nhitng ky thuat dé nam kién
thirc — hau hét chiing ta déu lam t6t diéu nay. Nhung treong hoc da
lam gi dé giup ching ta nam kién thitc c6 hé thong? Ngoai trir cac
mon hoc thé chat, cau tra 16i cia moi ngwoi la rat hiém hoac khéng
lam gi cd. Vi vay, trudc khi noi vé cac k§ nang ban nén thyc hanh, sé
httu ich hon néu bat dau v6i cau hoéi nhu thé nao. Ban c6 thé hoc bat

ky k¥ nang nao hiéu qua va ton it cong sitc nhu thé nao?

Ai cling c6 thé nam bat cac ky nang néu thue hién bon quy tac don

gian sau:
Quy tac 1: Moi lan thye hanh duy nhat mot hanh vi

Moi ngudi déu c6 gang cai thién cung mét lic qua nhiéu ky nang. T6i
c6 thé twong twong ra sau khi doc cudn sach nay, ban sé néi: “T6i sé
bd cac k¥ thuat két thiic va sé dat nhiéu cau hoi Van dé hon. Tiép
theo, thay vi tim kiém cac hwdng gidi quyét, toi sé kim lai va dat cac
cau héi Ggi y... va ca cac cau héi Chi phi nhu cau nita. T6i cling sé
tranh cac tuyén bo vé tinh nang va wu diém; thay vao do, t6i sé dwa ra
nhiéu tuyén bo vé 1gi ich hon va...” Hay dirng lai ngay! Néu do la
diéu ban dang nghi thi ban da thit bai. Nhitng ngudi hoc cac ky nang
phttc tap thanh cong la nhitng nguwdi luén thye hanh méi lan chi mot

hanh vi.

Nam ngoéi, trong mot chuyén bay dén Uc, tdi ngdi déi dién mot

ngwoi dan ong rat tha vi c6 tén la Tom Landry. La ngudi Anh, nén toi
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chang biét gi vé mon béng bau duc cia My. Vi vay, khi biét Landry la
huan luyén vién bong bau duc noi tiéng, thi t6i da ngay lap tirc bi
cu6n hut vé nhiém vu phitc tap va rac roi trong viéc huan luyén mot

doi béng 16m.

T6i ban khoadn: “Cong viéc cua 6ng la huwdng dan cac ky nang cho
moi ngwoi. Vay néu phai dwa ra chi mot nguyén tac dé ren luyén
thanh cong mot k§ nang thi theo dng, dé sé 1a nguyén tic gi?” Ong ta
trd 10i ngay, khong do du: “Hay thyc hanh méi lan chi mét k§ nang va
lam né cho ding.” Benjamin Franklin cling da noéi rat nhiéu vé diéu
nay vao nam 1771. Trong cudn ty truyén cia minh, 6ng da mo ta rat
tai tinh cach chia mot ky nang phirc tap thanh nhitng hanh vi cdu
thanh. Tiép theo la ndng cao mo6i lan mot hanh vi. Vi vay, nguyén tac

dau tién va quan trong nhat ctia cuén sach nay do la:
Bat dau bang cach chi 14y ra mot hanh vi dé rén luyén.

btng chuyén sang hanh vi tiép theo cho dén khi ban ty tin minh

da thue hién diung hanh vi dau tién.
Quy tac 2: Thr hanh vi méi it nhat ba lan

Khi thit 1am bét ky digu gi méi 1an dau tién, t6i déu thdy khong thoai

mai. Giong nhw khi di m6t d6i giay mdi, ban sé bi dau chan.

Gia st, khi quyét dinh thuc hanh cac cau hoi Goi y thi ban chi nén tap
trung vao cac cau hoi Ggi y ma khong nén dé y dén cac hanh vi khac.
Khi bat dau st dung cac cau héi Ggi y, ban sé c6 vé nguwong ngap,
khong tw nhién va ling ting. Chinh vi vay, ban sé khong tao duwgc an
twong tich cue v6i khach hang. Sau cudc ban hang, ban sé dwa ra két
luan rang cac cau hoi Ggi y khong gitp ban ban hang. Vi vay, ban

nén bé ching va thr phwong phéap khac cho cudc ban hang tiép theo.
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Néu két luan nhw vay, thi ban da mac sai lam 16n. Ban phai thir mot
hanh vi méi vai lan trde khi st dung né thoai mai va hiéu qua. Mot
k¥ nang méi can phai dugc tap luyén. Diéu nay khong chi xay ra
trong viéc ban hang. D€ nang cao mot ky nang nao dé, dau tién ban sé

cam thdy ling ting va lam chwa ding.
Bién phap khac phuc van de la:

btrng danh gia tinh hiéu qua cia mot hanh vi méi cho dén khi ban thi

n6 it nhat ba lan.
Quy tac 3: So6 lvgng trudc, chat lwvgng sau

Hoc ngoai ngit, néu qua cau né vao chat lrvgng ky nang — thi dong ttr,
dang dong tw, phat am — thi du vai nam nita, chung ta cting khong dat
dwoc trinh do cao.

Trai lai, hay xem khoa dao tao ngoai ngit hién dai. Cac sinh vién duoc
pho bién rang: “Pirng quan tam tdi danh tw, dirng ban khoan vé thoi,
thi? tw tir hay su khac nhau gitta dong tir quy tac va dong tir bat quy
tac. Piéu duy nhat ching t6i muon ban lam la n6i, n6i va néi.” Noi
cach khac, khéa hoc nay nhan manh s6 lwgng hon chat lwgng — Noi
nhiéu quan trong hon la Néi dang. Nhiéu thi nghiém chi ra rang,
phwong phap nhan manh s6 lwong 10i néi c6 thé cdi thién cac ky nang
hoc ngoai nglt. Cudi nam hoc, cac sinh vién hoc ngoai ngit theo cach
nay sé tu tin hon nhitng nguwdi danh dén nam khéa hoc dai dé hoc
ngoai ngit theo cach cii va chu trong dén chat lwong. Thuc hanh noéi
ngoai nglt cang nhiéu, chat lwgng ngodn ngit cling cang dwgc nang cao.
Thuyc t€, néu lay cac tiéu chi vé nglt phap va phat am dé do tinh chinh
xac cia mot ngon ngit, thi ta cling thay khi mot ngon ngir dugc day
theo phuwong phap s6 lwong c6 tinh chinh xac cao hon day theo
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phuwong phap vé chat lvgng. Vi vay, doi véi viéc dao tao ngoai ngit,

viéc noi nhiéu sé gitup néi ngén ngit do tot hon.

Nhung nguyén tac nay c6 ap dung duwoc cho ky nang ban hang
khong? Pugc — cau tra 10i luon la nhu vay. Cac nghién ctru cua chung
t0i trudc sau van cho thay, cach nhanh nhat dé hoc mot hanh vi ban
hang mdi 1a st dung phwong phap s6 lwgng. Vi dy, mot tap doan da
quoc gia ndi tiéng rat thich mé hinh SPIN va muon thiét ké mot
chwong trinh dao tao ban hang dya trén mo hinh nay. Nhitng nguoi
thiét ké chwong trinh da danh ra chin thang dé tao ra chwong trinh ban
hang tri giad dén 650.000 do-la. Chat lvgng la phwong cham ctda ho. Vi
vay, trong chwong trinh ctia ho, ban khong thé chi dat cac cau hoi Van
de. biéu nay khong c6 tac dung vi c6 thé ban dang khong hoi cac cau
héi vé chat lwgng. Thay vao dé, ho xay dwng mé hinh bon buéc vé
cach dat cau héi Van deé, danh sy quan tam dac biét dén ba cach ma
trong dé cac cau hoi Van dé cé thé két ndi trdi chdy vGi cau héi Tinh
hinh va v@i nhitng thu thuat khac dé dam bao cau hoi Van dé cé chat
lwong tot du cac sinh vién yéu kém c6 1an tranh viéc dwa ra né. Két
qua cua nhitng no lyc nay la moé hinh 74 buwdc ban hang, mot mé6 hinh
cong kénh va kém thu vi dén noi n6 khong qua noi cudc thir nghiém
va khong nhan dugc sy dong tinh ctia cac hoc vién. Vé sau, khi theo
doi cac hoc vién trong chirong trinh nay, chiing t6i thidy ho van dat
trung binh 1,6 cau héi Van dé trong moi cudc ban hang — khong khac
so vOi trudce khi dao tao.

Dbé khac phuc nhitng sai so6t, chiing tdi dwa ra dé xuat: “Hay tap trung
vao soO lwgng.” Va chi sau hai thang, ching t6i da c6 mot chwong trinh
dva trén nhitng phuwong phap twong tw nhuw cac phwong phap st dung
trong khoa dao tao ngoai ngit hiéu qua ma chi phi lai chi bang 1/10 so
v0i chuong trinh cti. Chung t6i khong quan tam cac cau hoi dugc dat
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ra c6 hay hay khong, ma quan tam dén viéc moi ngwoi cé héi nhitng
cau héi nay nhiéu khong. Cluing véi viéc tang so lwgng cau hoi, chat
lwgng cau hoi cling dwgc nang len. Mot chuwong trinh tri gia 650.000
do6-la dya trén phwong phap vé chat lwvong bi loai bé. Con chuwong
trinh ré tién va hiéu qua dwva trén phwong phéap veé so lwgng da dugc

ap dung tai ba bo phan 16n nhat cta tap doan nay.
Nguyén tac khi thic hanh mot hanh vi méi dé la:

Khi thye hanh, hay tap trung vao sé lugng: st dung mot hanh vi méi
nhiéu lan. Btrng ban khoan cac van dé vé chat lwgng nhu: ban c6
dang st dung no tr6i chay khong hay c6 cach nao tot hon dé dién dat
no6 khong.

Nhitng diéu nay mang lai cach hoc hiéu qua cac k¥ nang. St
dung hanh vi méi thwong xuyén khién chat lwgng hanh vi sé ti nang

1én.
Quy tac 4: Thyc hanh trong nhitng tinh huéng an toan

C6 lan, t6i da thyc hién mot chwong trinh vé cac ky nang dam phan.
Mot trong nhitng ngudi tham dy da hoi toi: “Ngay mai, toi sé c6 mot
cudc dam phan 16n. T6i sé ban cong ty ciia minh. Nhitng bai hoc nao
trong chwong trinh nay toi nén chu trong cho cudc dam phan d6?”
Cau trd 10i cua t6i da khién anh ta bang hoang: “Hay quén moi diéu
anh da nghe thdy trong chwong trinh nay di. Con néu khong, trong

sudt phan doi con lai cia minh, anh sé thay hoi ti€c khi da dén day.”

Toi sé dwa ra mot vai 16i khuyén twong tu cho ban. Néu ban vira doc
xong cudn sach nay va muén ghé tham doi tac quan trong nhat ctaa
minh, thi hdy quén hét nhitng diéu t6i da viét. D6 1a mot thoi quen
thudc ban tinh cua con nguoi. Chung ta luon thit thie hanh nhitng ky
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nang mai trong nhitng tinh hudng then chét va quan trong dé chitng
minh két qua cua viéc thir Jam mot diéu méi mé. Pay la sai lam
khting khiép. Nhitng ky nang m@i khién ching ta cam thay ling ting
va khong thodi mai. Tham chi, chiing con tac dong tiéu cuc 1én khach
hang. Néu thtr chiing trong nhitng tinh hudéng quyét dinh, ban sé
khong thanh cong. Gia stt, ban quyét dinh héi nhiéu cau héi Chi phi
nhu cau hon. Pirng thyc hanh né véi cac doi tac 16n nhat cia minh
ma hay bat dau véi nhitng doi tac nhé hodc khach hang quen, hay

trong nhitng linh virc ma ban sé khong bi mat gi néu that bai.

Luon thtt nhitng hanh vi md&i trong cac tinh hudéng an toan cho dén khi
thay thoai mai khi st dung chiing. Btrng 1ay nhitng cudc ban hang

quan trong dé thic hanh nhitng k§ ndng mai.

Nhitng quy tac nay dugc xép theo trinh tiy nham cung cap chién lwgc
don gian cho viéc hoc va nang cao ky nang cua ban (Hinh 8.1). Du
muc dich cua t6i la nang cao cac ky nang ban hang nhung bén quy tac
co ban nay sé gitip ban nang cao bat ct k§ nang nao, tir k§ nang tan

tinh cho tGi ky nang lai may bay.
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Moi lan thuc hanh duy
nhit mot hanh vi

it nhat ba lan
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So lwong trudx,
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nhing tmh huong an
toan

el TR | T

Hinh 8.1: Cdc chién lugc dé rén luyén mét kj ndng moi

TOM TAT CAC GIAI POAN BAN HANG

Hay tong két cac van dé chinh duwgc dé cap dén trong cac chwong dau.
4 giai doan cua cudc ban hang (Chuong 1)

Hau hét moi cudc ban hang déu tién trién qua 4 giai doan riéng biét
(Hinh 8.2):

« Dan nhap (Giai doan mé dau). Nhitng su kién ban dau ham néng
dan cudc mua ban.

» Tham do. Phat hién nhitng dac diém, thong tin va nhu cau.
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* Chitng minh kha nang. Cho thiy ban sé nhan dugc diéu xitng dang
khi dua ra cac kha nang.

* Pat duwoc giao kéo. Nhan dugce sy chap thuan dé tién téi budc ban
hang cao hon.

Dan nhap (Chuong 7)

Theo ching t6i, khng c6 mot phwong phap t6t nhat nao dé bat dau
cudc ban hang. Nhitng nguwdi ban hang thanh cong la nhitng ngudi rat
linh hoat va hiém khi bat dau hai cuéc ban hang theo cung mét cach
giong nhau. Cac chwong trinh dao tao ban hang truyén thong dua ra
nhitng k¥ thuat mé dau cudc ban hang — (1) lién quan t&i nhu cau ca
nhan cda nguwdi mua va (2) trinh bay vé 1gi ich ngay mé dau. C6
nhitng han ché khéng dwoc dy tinh tredc va nén can trong khi st
dung.

Thim do (Chuong 4)

Theo nghién cttu, diém khac biét truyén thong gitta cac cau hoi mé va
dong khong dy bao sy thanh cong trong ban hang quy mo 16n. Thay
vao do, nhitng nguwdi ban hang thanh cong thuong sit dung chudi cau
hoi SPIN dé phat hién va phat trién nhu cau ctia khach hang trong
giao dich 1on.

« Cau hoi Tinh hinh. La loai cau héi vé dac diém, boi canh va diéu ma
khach hang dang lam. Héi qua nhiéu cau héi Tinh hinh c6 thé gay
nham chan va khién khach hang noi gian. Theo nghién cttu, nhitng
ngwoi ban hang thanh cong rat it dat loai cau hoi nay vi moi cau hoi

déu c6 muc dich.

 Cau hoéi Van deé. La loai cau hoi vé cac van dé, kho khan, rac roi hay

su khong hai long ctia khach hang. Cac cau héi Van dé lién quan chat
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ché tGi thanh cong cua cac cudoc ban hang nho, nhwng ching lai it tac

dong dén cac thwong vu 16n.

« Cau héi Goi y. La loai cau héi vé nhitng hau qua va anh huéng do
cac van dé rac roi cia khach hang gay ra. Cac cudc ban hang thanh
cong thuong chira mot lwgng 16n cac cau hoi Ggi y. Kha nang phat
trién sw goi y 1a k§ nang quyét dinh trong cuéc ban hang quy mé 16n
vi no6 tang nhan thitc ctia khach hang vé gia tri ctia hwdng giai quyét

ban da néu.

* Cau hoi Chi phi nhu cau. La loai cu héi vé gia tri, tinh hitu dung,
tinh thiét thwc ma khach hang nhan thdy trong cac giai phap. Giong
nhw cac cu héi Ggi y, cac cau hoi Chi phi nhu cau lién quan chat ché
t6i thanh cong caa thwong vu 16n.

M6 hinh SPIN thwong dugce sit dung theo chudi, bat dau véi cac cau
héi Tinh hinh dé hinh thanh thong tin nén, ti€p theo la cac cau héi
Van dé dé tim ra nhitng kho6 khan rac roi, tiép nita la cau héi Goi y dé
phat trién tinh nghiém trong cta van dé va cudi cung la cac cau héi
Chi phi nhu cau budc khach hang phai can nhac vé nhitng lgi ich ma
huéng giai quyét ban dwa ra. Nhung chudi cau héi SPIN khong phai
la m6t phwong phap citng nhac. D€ dat hiéu qua, phai st dung no6 linh
hoat.

Chitng minh kha nang (Chuong 5)

Dinh nghia truyén thong vé mat 1gi ich — tuyén b6 cho thdy sdn pham
cta ban c6 thé dugc st dung hay hitu ich cho khach hang nhw thé nao
— lu6n hiéu qua trong cac cudc ban hang quy mé nho nhung lai that
bai khi quy mo cac cugc ban hang tré nén 16n hon. Trong cac thuong
vu 16n, tinh hiéu qua cuda 1gi ich cho thay san pham hay dich vu cta
ban dap ttng dugc nhu cau Hién ctia khach hang nhu thé nao.
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DPat dugc giao keo (Chuong 2)

Nhitng k¥ thuat két thiic luon c6 hiéu qua trong cac cudoc ban hang
nho nhung lai khong c6 hiéu qua trong cac cugc ban hang 16n hon.
Theo cac nghién cttu cua ching t6i, cach don gian nhat dé dat duoc

giao keéo ciling chinh la cach hiéu qua nhat:

» Kiém tra xem ban da nam duwgc cac moi quan tdm chi cia ngwoi

mua chura.

* Tong két cac lgi ich.

* Pé xuat 10i cam két phu hop.

CHIEN LUQC HOC CAC HANH VI SPIN

Céac dong nghiép cua toi tai Huthwaite da hop tac véi hang nghin
nguoi ban hang va giup ho st dung cac phuong phap dugc mo ta
trong cudn sach nay. Chung t6i da thr nghiém rat nhiéu phuwong phap
dao tao khac nhau. Tai cac tap doan 16n, nhin chung ching t6i chap
nhan nhitng thiét ké trong do6 c6 hinh thanh nén cach st dung cong
phu cta nhitng k¥ thuat hoc tap tién tién. Mat khac, ching t6i c6 gang
phat trién mot so6 phwong phap don gian dé gitip nang cao cac ky nang
cta cac nhan vién ban hang. Nhung céc thiét ké cong phu va ti mi vé
khoa dao tao ctia ching t6i nhin chung mang lai nhiéu 1gi ich vé nang
sudt hon la nhitng thiét ké gidn don, va diéu nay khién chuing t6i hoi
do dv khi gidi thiéu nhitng budc don gian trong viéc nang cao cac ky

nang cua ban.

Tham chi, con c6 mot s6 cach thong thuong va kha dé dang dé bién
cac két qua nghién cttu trong cuén sach nay thanh nhitng hanh dong
thuc t€. Hay lam theo bon 161 khuyén duwdéi day.
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Tap trung vao giai doan diéu tra nghién cttu

Rat nhiéu nguwoi khi 1ap ké hoach cho cudc ban hang déu nghi vé diéu
ho sé noi véi khach hang chit khong phai vé diéu ho sé hdi. Mat khac,
ho lai tap trung qua nhiéu vao giai doan Chitng minh kha nang. b6 la
mot sai lam. Du c6 thé chitng minh kha nang tot dén dau, ban ciling sé
chi tao ra mot tac dong rat nho trir khi ngay dau tién ban phat trién
duwgc cac nhu cau — vi khach hang muén kha nang ma ban néu ra.
Dbiéu nay cling ding trong giai doan Pat dugc giao keo. Néu khach
hang khong muon cai ma ban duwa ra, ban sé gap kh6 khan dé nhan
duwgc mot giao kéo. Hay tap trung moi no lic vao giai doan Tham do,
thue hanh cac kj nang ddt cau hoi. Néu biét phat trién nhu cau — budc
khach hang phai mong mudn dat dwgc nhitng kha nang ban dwa ra, thi
ban sé dé dang chi ra cac 1gi ich hay Pat dugc giao kéo. Ky nang ban
hang chinh nam & giai doan Tham do, st dung cac cau hoi SPIN budc

khach hang thay c6 nhu cau that sy vdi san pham ctia ban.
Phat trién cac cau hoi trong chuoi SPIN

DBirng thire hanh cac cau hoi Chi phi nhu cau va cau héi Ggi y cho dén
khi cadm thdy hiéu biét kha vitng vang vé cau héi Van dé va cau hoi
Tinh hinh.

1. Trudc tien, hdy xac dinh xem ban c6 dang hdi du cac cau héi thudc
mot loai nao d6 hay khong. Néu dang dwa ra qua nhiéu tinh nang va
wu diém, hay bat dau dat thém nhiéu loai cau héi khac hon. Hau hét
cac cau hoi ban dua ra sé la cau hoi Tinh hinh. Hay thyc hanh dat cac
cau héi trong mot vai tuan cho dén khi ban cé cdm giac thoai mai khi

st dung no.

2. Tiép theo, hdy dat cac cau héi Van dé. Muc dich 1a hoi khach hang

vé cac rac roi, nhitng khé khan hay sy khong hai long it nhét sau lan
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trong mot cudc ban hang. Hay tap trung xay dung so lwgng cac cau
hoéi Van deé; dirng ban khoan cau hoi do cé “hay” hay khong.

3. Néu cam thdy minh dang lam rat hiéu qua trong viéc phat hién cac
rac roi cia khach hang, thi day la Iic chuyén sang cac cau hoi Goi y.
Nhitng cau héi nay rat khé dat, vi vay ban can danh vai thang thuc
hanh trudc khi hoan toan thoai mai khi st dung chuing.

Dé c6 mot khéi dau suon sé, hay doc lai vi du trong phan “Cac cau
héi Ggi y” — Chuong 4. Sau dd, hdy thay van dé trong vi du dé bang
van dé cta chinh ban: mdt trong cac san pham ctia ban cé thé giai
quyét van dé cho khach hang. Hay st dung cac cau hoi trong vi du do6
nhw mot kiéu mau, c6 gang viét mot s vi du vé cac cau hoi Ggi y ma
ban c6 thé dat. Nhitng cau hoi do khién khach hang thay van dé nay
du nghiém trong dé dwa ra mét hanh dong. Hay lap danh sach cac ly
1é sé sit dung dé thuyét phuc khach hang rang van dé nay that sy rat
nghiém trong, vi du nhw: n6 gay thiét hai vé nang suat, tang chi phi va
khong tao da thic day cho nhéan vién. Tiép theo, hdy chuyén mai ly do
do6 thanh mot cau hoi nhu: “Van dé nay anh hwéng thé nao dén hiéu
suat cia ban?”, “N¢ tang chi phi cta ban 1én bao nhiéu?”....

4. Cudi cung, néu cadm thdy thodi mai khi st dung cac cau héi Goi y,
cau héi Van deé va cau héi Tinh hinh, hay huéng sy chti y cia minh
sang cac cau héi Chi phi nhu cau. Thay vi dva ra cac lgi ich cho
khach hang, hay tap trung hoi cac cau hoi buoc khach hang phai néi

ra cac logi ich. Bat cac cau hoi nhu:
Dbiéu nay sé giip ich cho ban nhu thé nao?

Ban nhan thay diéu gi & nhitng phan bo sung trong cac phwong phap

nay?
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Co6 cach nao gitp san pham cta ban tré nén hitu dung khong?

Mot lan nita, dirng ban khoan rang ban dang héi nhitng cau hoi Chi
phi nhu cau c6 t6t hay khong. Hay tap trung vao s6 lwong — hay dat

nhiéu cau hoi.
Phan tich san pham theo hwéng gidi quyét van de

btrng nghi dén cac tinh nang va wu diém c6 trong cac san pham cua
ban ma hdy nghi vé kha nang giai quyét van dé cia moi san pham do.
Phan tich cac san pham bang cach 1ap danh sach cac rac roi sé dugc
gidi quyét. Tiép theo, st dung danh sach do6 dé 1ap cac cau hoi c6 thé
stt dung trong cudc ban hang. Nghi vé san pham theo huéng nay, ban

sé dé dang chon ra cach dat cau hoi SPIN.
Lap ké hoach, thyc hién va xem lai toan b0

Phan 16n nhan vién ban hang déu nhan thitc dwgc tam quan trong cua
viéc 1ap ké hoach ban hang du thuc t€, ho chi danh ra vai phut truéc
cudc ban hang dé 1am viéc do6. Tuy nhién, viéc rén luyén bi han ché la
do viéc lap ké hoach cho cudc ban hang hodc do tao ra cuéc ban hang.
Nhitng bai hoc quan trong nhat c6 dwgc tir cach ban xem xét nhitng
cudc ban hang do minh tao nén. Sau moi cudc ban hang, hay ty dat
cho minh nhitng cau hoi nhu:

 T6i da dat dwgc muc tiéu cia minh chwa?
» Néu dwgce thwe hién lai cudc ban hang, t6i sé 1am gi khac?

» Liéu diéu gi trong so nhitng diéu toi da hoc sé anh huwéng dén cac

cudc ban hang trong twong lai?

* T6i c6 thé st dung nhitng diéu da dugc hoc ¢ dau?
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Dang tiéc, rat hiém ngwoi trong ching t6i c6 da thoi gian dé dat cho
minh nhitng cau hoi cé hé thong nhu thé nay. Trong nhiéu nam qua,
toi da co6 co hoi di cung vdi rat nhiéu nhan vién ban hang hang dau
thé gidi. La nha nghién cttu, t6i da nhan thady mot s6 diém khac nhau
dé phan biét ho v6i nhitng nguwai khong thudc tép dan dau. Co hai
diém noi bat. Biém khac nhau dau tién la nhitng ngwoi thude top dan
dau rat chu trong dén viéc xem xét lai moi cudc ban hang. Ho phan
tich ti mi nhitng diéu ho hoc dwgc va nghi vé kha nang cai thién
nhitng diéu do.

biém khac nhau thi? hai 13, hau hét nhitng ngwoi ban hang that sy
thanh cong déu thtra nhan rang thanh cong cua ho phu thudc vao
nhitng chi tiét chinh xac ho c6 dwgc. Ho c6 cac ky nang tuyét voi
trong viéc 1ap chién lwgc trén quy mo rong nhung dé khong phai la
diéu phan biét ho. Rat nhiéu nguwdi ban hang kém thanh cong cling c6
thé dwa ra mot ban bao cao hoan hao veé toan bo chién lwgc. Su khac
nhau r6 rang & day la nhitng nguwdi thudc tép dan dau c6 thé bién
chién Iwgc thanh hanh vi ban hang hiéu qua. Ho biét phai lam gi trong
cudc ban hang. Ho hiéu tirng chi tiét. D6 1a ly do ho rat chu trong vao

viéc lap ké hoach va xem xét lai moi cudc ban hang.

Hay ty hoi xem liéu ban c6 danh du thoi gian dé xem xét lai titng chi
tiét da dién ra trong cudc ban hang khong. Birng dwa ra nhitng két
luan chung chung nhu: “N6 da dién ra that sy tot.” Hay tw hoi vé tirng
chi tiét. Phan nao ctia cudc ban hang dién ra tot hon cac phan khac?
Tai sao? Nhitng cau hoi cu thé nao ban da héi c6 anh hwdng nhat tdi
khach hang? Khach hang thdy nhitng nhu cau nao la can thiét? Nhitng
nhu cau nao da thay doi trong cudc tranh luan? Tao sao? Hanh vi nao
trong s6 cac hanh vi ban dung c6 dnh huwédng nhat? Néu khong phan
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tich qua trinh ban hang ctia minh mot cach chi tiét, ban sé dé 18 cac co

hoi thue hanh va nang cao cac ky nang ban hang.
LOI CUOI

Co 1€, két luan dang ké nhat rtt ra tr cdc cudc nghién citu vé ban
hang & Huthwaite 1a tam quan trong cta tirng chi tiét. Khi bat dau
nghién citu, t6i da no6i rang thanh cong cia giao dich nam & nhitng
pham vi rong hon nhung t6i khong con tin diéu nay nita. Nghién cttu
ctia ching t6i cho thiy thanh céng dwoc hinh thanh tir nhitng don thé
nho quan trong dwoc goi la cac hanh vi. D6 1a hang tram chi tiét hanh
vi nho trong mot cudc ban hang va chiing sé quyét dinh cudc ban
hang do thanh cong hay khong.

Cudi cung, ban nén tap trung vao nhitng chi tiét nhé nay. Hay chu y
dén cac hanh vi don thé co ban ban st dung khi ban hang. Chung t6i
da dat hang nghin giao dich dwéi lang kinh hién vi dé tach ra mé6t s6
hanh vi cu thé mang lai thanh c6ng cho cac thwong vu 16n. Hay st
dung cac két qua tir nhitng nghién ctu ctia ching t6i dé kiém chirng,
phat trién va nang cao cac chi tiét nho trong cac ky nang ban hang cta

ban.
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Phu luc A: Panh Gia Mé Hinh
SPIN

Hon mot thé ky trwdc, nha vat 1y hoc nguwdi Anh, ba twéc Kelvin viét:
“Néu ban khong thé danh gia sw vat bang dinh lwgng, thi kién thitc
cta ban thudc loai tam thwong va nghéo nan.” Kelvin da ding nhung
ching ta dang song trong mot thoi dai méi, khong phai la thé ky XIX
nita. Sy danh gia, bang chitng va cac cudc kiém tra can trong khong
con tao ra nhitng dot pha nhu cac nha khoa hoc truée da lam 6 ky
nguyén vang ctia khoa hoc. Két qua la nghién cttu ctia ching toi vé
gia tri mo hinh SPIN phaéi chuyén thanh phan phu luc thay vi 1a mot
diém nhan & gitta cuén sach nhw ba twéc Kelvin da lam. To6i nghi day
la phan thu vi nhat trong nghién cttu cia minh va hy vong ban cfing
thay vay.

Bang chitng 1a mot chu dé hap dan. Lam sao ching ta c6 thé biét
nhitng phwong phéap trong cudn sach nay that sy dong gép cho thanh
cong trong kinh doanh? Pay la thir thach khé khan nhat trong nghién
cttu cua ching toi — thu thap bang chitng cho thay nhitng y twdng cta
chuing toi that sy gop phan céi tién dang ké cac két qua kinh doanh
quan trong. T6i co thé ndi, ching t6i 1a doi nghién ciru dau tién dwa ra
cac phuong phap khoa hoc chdt ché dé chitng minh nhitng k¥ nang
ban hang cu thé cé thé cai thién dang ké hiéu suat ban hang hay
khong.

C6 nhiéu nguwdi no6i rang nhitng mo hinh va phwong phap ctia ho dem
lai sur cdi thién an twgng trong két qua kinh doanh. C6 nhitng 10i hita
hen rat hap dan vé sy thanh cong cling nhw khong thiéu nhitng 10i
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tuyén bo vé cac phwong phap dem lai sy cai thién dang ké dugc dwa
ra tir cac chuwong trinh dao tao. Nhung bao nhiéu trong s6 nhitng 10i
hita hen hap dan nay c6 thé vwrot qua nhitng cudc diéu tra ky ludng?
Rat tiéc khong c6 trvong hop nao cd. Khi ban kiém nghiém chiing ky
cang hon, hau hét “nhitng phwong thudc than diéu” duwgc quang cdo
cong phu trong khéa dao tao ban hang kha giong véi nhitng 10i quang

cao vé dau ran cach day vai tram nam.

T6i khong c6 an y gi khi dwa ra nhitng so sanh gitta khoa dao tao ban
hang v6i dau ran. Nhiéu nha cung cap dau ran, cac hon hgp than diéu
va nhitng vién thudc ky diéu déu tin rang ho da tim ra mot cach chita
tri tuyét voi. Niém tin cia ho don gian la dwa trén mot quan niém sai
lam. Hay thit twédng twgng minh 1a mot bac sy & thé ky XVIII. Ban
dang diéu tri cho mot bénh nhan 6m nang va da thtt moi cach nhung
khong thé chita duwgc bénh. Vi vay, trong ltic tuyét vong, ban da tron
thdo moc va chat doc véi nhau. Bénh nhan ctia ban uéng hon hgp nay
va song sot. O-ré-ka! Ban vira tim ra m6t phwong thudc than diéu. Va
trong lic con dang hang hai, ban khong dé y rang ngwoi bénh dang
dan hoi phuc. Trong quang doi con lai, ban Iudn tin rang thit hon
dwgc doé da ciu song ngudi bénh.

D6 chinh xac 1a nhitng gi dang xay ra v&i phan 16n cac khéa dao tao
ban hang. Ngudi thiét ké khéa dao tao da tron nhitng khai niém va mo
hinh véi nhau r6i stt dung n6 dudi dang mot chwong trinh dao tao.
Két qua la so Iwgng cac cudc ban hang tang 1én dang ké va nguoi thiét
ké két luan, khoa dao tao nay da tao nén sv tang trudng. To6i da danh
ba nam dé tién hanh cudc nghién cttu danh gia khéa dao tao. Rat
nhiéu lan, t6i gap phai tinh huéng nhw vay. Mot nha dao tao dén twr
mot cong ty hoa chat 16n noi rang khda dao tao cta anh ta gitip tang

gdp doi so luvgng cac cudc ban hang va anh ta c6 nhitng con so6 dé
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chitng minh cho quan diém ctia minh. Doanh thu caa b phan anh ta
tang lén 118% sau khoa dao tao nay. Xem xét ky chuong trinh giang
day nay, toi thay khong khac may so véi khéa dao tao ma bo phan cua
anh ta van st dung trong nhiéu nam qua. T6i khong tim thay bat ky
diéu gi bién minh cho sy gia tang dot bién 1én 118% s6 lwgng cac
cudc ban hang. Nhung nhin vao thi treong ta lai thdy mot cau chuyén
khac. Mt doi tht canh tranh 16n phai rit khoi thi tredng do nhitng
tranh chap cong nghé, gidi thiéu san pham mdi va thay doi gia ca.
Quan trong hon la c6 mot vai sy thay doi dang ké trong khau quan ly
lvc Ivgng ban hang va chinh sach — chwa ké dén chién dich quang cao
16n. Sé rat hgp 1y néu gia dinh rang cac yéu td nay c6 anh hudng 1én
sO lugng cac cudc ban hang 16n hon nhiéu so vGi cac chwong trinh
dao tao ban hang truyén théng. Theo t6i, ngwoi bénh van dwoc citu
song ma chang can mot phwong thudc ky diéu — & day, khéa dao tao

chinh la dau ran.

Trong qua trinh nghién cttu, t6i da diéu tra rat nhiéu 10i quang cao vé
viéc dao tao dan dén tang s6 lwong cac cudc ban hang. Hon 90%
thanh cong tir nhitng 10i quang cao nay la do nhitng yéu t6 veé thi
treong hodc khau quan ly. Cé qua nhiéu sy thay déi c6 thé anh huwéng

dén hoat dong kinh doanh — va viéc dao tao chi la mét yéu to.
Su twong quan va nguyén nhan

Du chiing ta dang néi vé mot loai thuéc hay mot khoa dao tao di
chang nita, rat khé dé chitng minh “phuwong thudc” nay hitu hiéu. b6
la kho khan t6i da phai déi mat dé tra 10i cho cau héi: “Diéu do6 cé
that sy hiéu qua?” Bang chitng nao chitng t6 nhitng y twéng cta
ching t6i sé dong gép quan trong téi két qua kinh doanh ctia ban?
Néu dinh dau tu thoi gian va cong sitc dé ap dung cac k¥ nang toi dwa

ra, ban can biét cai ma t6i mang lai cho ban cé tac dung nhiéu hon la
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dau ran. Nhung lam thé nao t6i c6 thé chitng minh véi ban rang quy
trinh SPIN sé giup kinh doanh tang trueng?

Hay bat dau bang cach lam thé nao dé khong thé chitng minh dugc
diéu do (Hinh A.1). Khi m6 hinh SPIN mé&i dugc 4p dung, ching toi
da hop tac v6i mot cong ty dé mé chwong trinh dao tao cho nhan
vién. Doi ngli dao tao vo cung hao hitc dé tham dinh xem liéu mo
hinh nay c6 gitp tang s6 lwong cac cudc ban hang hay khong. Ho
danh gia so luvgng cac cudc ban hang trung binh hang thang ctia 28
nhan vién. Trong sau thang trudc khi dao tao, doanh s6 ban hang
trung binh dat 3,1 don dat hang moi thang. Nhung sau thang sau,
doanh s6 ban hang trung binh tang 1én dén 4,9 don dat hang moi
thang tic 58%.

28 nhin vién bdn

Do it kg 3.1
mai thing 1 I"__
!
I

=
|
|
|

binh frong § fhang  brung bmh § thang saa ||
frw ki dao 30 kchia dio fao
& SFIN ve SFIN

Hinh A.1: Mot vi du sai lam vé Sy tang trueédng: SPIN lam tang 58%
don dat hang

Liéu c6 thé két luan rang mo hinh SPIN gitip tang 58% don dat hang
khong? Day la mot két luan thiéu khon ngoan. Hay xem xét ky két
qua nay. Trong sau thang tiép theo ctia chwong trinh nay, hai san
pham m&i va quan trong dugce tung ra. Cac khu viee ban hang dugc
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chia lai va 23 trong s6 28 nhan vién da dwgc dao tao duge phan cho
nhitng khu virc ban hang 16n hon véi trién vong doanh thu cao hon.
Két qua kinh doanh cta cong ty trong thdi ky nay tang xap xi 35% —
va phan 16n sy tang tredng nay dén tir cac nhan vién chwa qua dao
tao. Khi nghién cttu ky hon, ching t6i khong c6 cach nao dé phan biét
bao nhiéu phan tang trwedng la nhd SPIN va bao nhiéu phan la do céac
yéu to khac.

Ban dirng dé bi ltra b&i mot bao cdo nhé ma dwa ra mot danh gia khac
vé SPIN. Bao cdo nay ttr tap chi Management (Quan ly) ctia Honey
Well.

Luc lwong ban hang chau Au caa chiing t6i cht yéu duge dinh huéng
vé san pham va chu trinh ban hang ngan han. Chiing t6i can mot
chwong trinh that sy hiéu qua c6 thé ap dung doi véi cac thi treong
chau Au da dang ctia minh. Cu6i nim 1978, khi chwong trinh SPIN
duwoc dich ra cdc ngdn ngit cla tat ca cac nudc chau Au. Hiéu suat
kinh doanh ctia ho tang 20% va cé thé tang cao hon khi nhéan vién ban

hang trau do6i cac ky nang SPIN.

bung vay, sau khi phwong phap SPIN dwoc ap dung thi s6 lwgng cac
cudc ban hang tang 20%. Nhung diéu ma ban bao cdo khong cho ban
biét, d6 1a Honey Well da tung ra mot loat san pham mdi rat quan
trong d6i vé6i thi truong chdu Au ndm d6 gom ca hé thong quan ly chu
trinh TDC 2000 mang tinh cach mang. R4t c6 kha nang chinh cac san
pham nay da tao nén tang trwedng trong doanh thu. Trong tredng hop
ctia Honey Well, chiing ta khéng thé noi rang phwong phap SPIN c6

tac dung hon dau ran.

Nhém doi chitng
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Diém yéu quan trong nhat trong cac két qua trén & cho cac nha dao
tao khong 1ap nhom doi chitng — mot nhém nhan vién chra qua dao
tao c6 thé chi ra ranh gidi cta bat ky thay doi nao trong hoat dong cua
nhom da qua dao tao. C6 thé phan 16n doc gia biét vé nhém doéi ching
va tam quan trong ctia nhém nay trong bat ky nghién cttu thir nghiém
nao. Nhung cé thé ban khong biét rang nhém doi chitng dwgce st dung
lan dau tién la & trong y dugc, khi nhdm nay duwgc dung dé chi ra dau
that sy la phuong thu6c than ky, dau chi la dau ran. Néu cac nha dao
tao 1ap mot nhém doéi chitng gom 28 nhan vién ban hang chwa qua
dao tao, ching ta da c6 thé so sanh hoat dong cta hai nhém dé dwa ra

mot két luan xac thue hon.

Nhung ké ca v6i nhom doi chitng, cac két qua thu duge van co thé
gay nham lan. Sau day la mot nghién cttu ma vé bé ngoai giong nhw
mot thir nghiém hét sitc thuyét phuc vé viéc liéu mo6 hinh SPIN c6 tao
ra s tang trudng dang ké trong kinh doanh khong.

S giai thich hop ly. M6t cong ty da qudc gia 16n quyét dinh tht
nghiém mo hinh SPIN bang viéc dao tao 31 nhan vién ban hang tai
mot chi nhanh chinh. Sau do, ho Iwa chon cac chi nhanh khac khong
qua dao tao dé lam nhom doi chitng. Néu chi nhanh da qua dao tao
tang treong hon cac chi nhanh khac, diéu dé khong phai la do thi
treong hay san pham vi tat ca cac yéu t6 nay la nhw nhau doéi véi ca
chi nhanh duwgc dem ra thir nghiém va chi nhanh dung dé doéi ching.
Quan trong hon, khong cé bat ky su thay déi nao trong nhan sy — chi
nhanh da qua dao tao nay c6 cac két qua vé so lwgng cac cudc ban
hang va trinh d6 quan ly thap mét cach bat thwong. Lan nay cé 18
ching ta da c6 mot kiém dinh chac chan dé xem liéu phuwong phap
SPIN c6 that sy giup tang hiéu qua ban hang khong.
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Tang tredng cao hon 57% so v6i nhom doéi chitng qua la dang thuyét
phuc (Hinh A.2). Nhung ching t6i can héi cac nha danh gia mét cau
héi: “Cé cach nao khac hop ly hon dé gidi thich cho sy tang truedng
nay khong?” That khong may la c6. Chi nhanh nay méi dugc thanh
1ap chi bon thang trudc khoa dao tao vé SPIN. Chu trinh ban hang
trung binh cho mot loai san pham la khodng ba thang, vi thé viéc tang
hiéu qua ban hang hoan toan c6 thé 1a do khodng thoi gian can c6 cho
mot chi nhanh méi bat kip tién do cong véi cac anh hwdng cta chu
trinh ban hang ba thang. M6t lan nita, bang chitng cia chiing t6i
khong duoc ly giai ro rang.

Trong céc tai liéu nghién ciu, chiing t6i cé rat nhiéu vi du vé cac
nghién cttu danh gia thoat dau c6 vé rat hop ly nhung lai khong thé
qua nodi cac cudc kiém tra ngat nghéo. Duwéi day la mot vi du chitng

minh quan diém trén.

That bai lan nita. Mot cong ty kinh doanh may méc 16n quyét dinh
danh gia cac phuong phap SPIN trong thi truong mua vu v6i thang 2
la thang cao diém. Dé bu dap cho nhitng anh hwéng ttr thi treong va
mua vu, tat ca cac chi nhanh khac hoat dong trong cung thi truong
déu dugc duwa ra lam nhom doéi chitng. Cong ty theo doi danh sach dat
hang cua ting chi nhanh trudce va sau khi chi nhanh thir nghiém dwoc
dao tao vao dau thang 1. Nhw hinh A.3, chi nhanh da qua dao tao vé
SPIN dat dugc hiéu qua ban hang v6 cung an twong so vGi cac chi
nhanh con lai. Lan nay, khéng giéng cac nghién citu tredc day cta
ching t6i, cad nam chi nhanh déu duwgc thanh 1ap rat tot — vi vay sé
khong c6 rac r6i vé chu trinh ban hang hay do thi dao tao. Liéu day c6
phai la bang chitng ching t6i dang tim kiém khong? Rat tiéc 1a khong
phai.
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T6%
Caic codc :
troa § thing

19%

feac chi phanh bhong  (chi phamb 33 qua
qua khia dio o khia o 1o
v SPIN): 1943

Hinh A.2: Nghién cttu sai lam vé nhém doi chitng

Vao thang 11, giam doc chi nhanh da thay do6i. Lam sao c6 thé biét
rang su tang hiéu qua ban hang vugt bac la do mo hinh SPIN hay do
hoat dong kinh doanh ctia hé thong quan ly mé6i dugc ap dung vao
thang 12. Cau hoi nay da khong c6 161 dap. Nhung cong ty da c6 gang
dwa ra cdu tra 10i bang viéc phong van tit ca nhan vién ban hang da
tham gia vao chwong trinh. Ho yéu cau tirng nhan vién wéc lwgng
xem bao nhiéu phan thay doi la do khéa dao tao vé SPIN va bao nhiéu
phan la do cac nguyén nhan khac. Du moi ngudi déu dong y dua ra
wéc lvong nhung cau tra 16i pho bién nhat ctia ho rang 50% la do
SPIN da khién chiing t6i nghi ngo. Bat c cau tra 16i “50%” cho bat
ky cau héi nao vé nguyén nhan titc 1a ho khong hé cé bang chitng gi

ca.
That bai ndi tiép that bai

Ban khong bao gio c6 thé loai bé hoan toan tac dong cua cac yéu té
mang tinh t6 chitc va thi truong khac dén cudc kiém nghiém, tirc la
viéc thu thap nhitng bang chitng thuyét phuc cia bat ky mo hinh ban
hang nao la cuc ky kho6 khan. Ching t6i da c6 gang rat nhiéu. Ching
toi da thuyét phuc mot cong ty khong thay doi san pham, ban quan ly
hay cac nhan vién ban hang trong sau thang thitr nghiém. Pa c6 lac
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chuing t6i tin rang minh da c6 mot nghién cttu danh gia c6 thé vuot
qua nhitng cudc kiém nghiém gat gao nhat. Sau do, khi ching t6i
sudn sé buéc vao thang thi ba ctia cudc thir nghiém, mét doi thti canh
tranh da ha gia san pham 15%. Khach hang cta ching t6i do yéu cau
phai dap trd mau le nén da thay doi toan bo gia ca, nhan lwc va san

pham. Vay la thém mdot cudc thir nghiém nita that bai!

Chung t6i nghi cudi cung chiing t6i da cé tat ca cac yéu t6 quan trong
trong phan kiém soat khi lam viéc v&i mot cong ty cong nghé cao.
Chi nhanh thr nghiém hoat dong rat t6t: tang doanh thu 73% so vGi
cac chi nhanh déi chitng. Lan nay ching toi tin rang da c6 ngwoi
chién thang. Nhung khi qua qua ntra cudc thir nghiém, ching t6i lai
gdp phai rac r6i v6i mot trong cac giam doc chi nhanh ctia nhém doi
chitng. Trudc cudc thir nghiém, anh ta lanh dao mot chi nhanh cé hiéu
suat hang dau va rat ti hao. Nhung khi thdy cac chi s6 cta chi nhanh
thir nghiém cao hon nhiéu cac chi sé ctia chi nhanh minh, anh ta
quyét dinh hanh dong. Anh ta da d6t nhap vao co s& dit liéu cia khoa
dao tao va sao chép toan bo tai liéu ching toi str dung doi vdi chi
nhanh thir nghiém. Tr@ vé vdi chién lgi pham, anh ta bat tit ca nhan
vién ban hang phai gitt bi mat va st dung cac tai liéu an cap dwoc

trong cac 16p dao tao ctia minh.
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DON BAT HANG

Hinh A.3: Hiéu qua ban hang dat dugc cua chi nhanh da qua dao tao
vé SPIN so vdi bon nhém doéi chirng

Viéc nay da pha hong cudc thtt nghiém cuta chung to6i. Du lic dé vo
cung tirc gian, nhung nhin lai toi nghi rdang dé 1a nghién ciu danh gia
thuyét phuc nhat trong cac nghién cttu cua t6i khi ma cac phuwong
thitc hay dén noi khién giam doc kinh doanh d6 phai 14i xe hon 600
ddam vao lic ntta dém dé danh cap ching.

LIEU CO THE CHUNG MINH?

Nam 1970, t6i viét cuon sach vé danh gia dao tao cung vdi Peter Warr
va Mike Bird. Ching t6i dwa ra mot két luan do 1a nhitng khé khan
trong viéc kiém soat cac yéu to dé thay doi trong cudc song thurc
khién ching t6i khéng thé chitng minh rang viéc dao tao giup tang
hiéu qua ban hang. Khi viét cu6én sach nay, ching t6i tranh luan véi
nhau vé mot nghién ctru danh gia ly twéng. Mike Bird va toi da danh
hang gio nghi vé viéc lam thé nao chiing toi c6 thé thiét ké mot danh

gia hoan hao.
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Mike néi: “Néu nghi don gian, thi phan 16n moi nguwdi déu bat dau
danh gia theo cach sau.” Anh ay vé 1 hinh trén bang (Hinh A.4) Mike
néi tiép: Nhuwng nhin vao cac yéu to thay doi phitc tap nay, lam sao c6
thé chitng minh rang bat ky sy thay doi nao ciing la do dao tao?” Sau
do6, anh ta nhanh chéng phac thao mot vai yéu t6 khac (Hinh A.5)

dao tao qui bin hing
Hinh A.4: Cach thong thwong danh gia khoa dao tao ban hang
\
A
EJNQ\_
L \

et

giaci v 3im plrim

Hinh A.5: Bdn ddnh gid tdc dong cta cdc thay doi

Cudc doi thoai gitra toi va Mike tré nén v6 vong vi cudn sach ctia nha
tam 1y hoc noi tiéng Karl Popper da dwa ra luan diém rang ban khong
thé chitng minh bat ky diéu gi. Popper ggi y rang cach duy nhat ma
khoa hoc cé thé chitng minh diéu gi do la ding bang cach lién tuc c6
gang chirtng minh diéu dé la sai va that bai. T6i hoi Mike: “Chiing ta
c6 thé ap dung phuwong phap dé khong? Gia stt, thay vi o gang chirng
t6 dao tao gitp tang hiéu qua ban hang, hay tiép can van deé ti khia
canh khac va c6 gang bac bo hiéu qua ban hang. Liéu cach do6 c6 6n
hon khong?”
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Chung t6i da khong ban luan thém nita nhwng nhiéu nam sau, khi gap
khé khan v6i viéc thit nghiém tinh hiéu qua caa phuwong phap SPIN,
toi nhé dén cudc tranh ludn vGi Mike. Liéu c6é nén bé qua viéc tim
kiém bang chitng va bat dau tim cach bac bo quan diém rang cac ky

nang trong cudn sach nay dem lai doanh thu cao hon khong.
Ching minh hay bac bo?

La nguai thyce t€, ban c6 thé cho rang noi &m anh cua t6i véGi viéc
chitng minh hay bac bé la hoi qua mitc. D€ bdo vé quan diém ctia
minh, t6i cho rang hang nam c6 hang ty d6-la dang bi lang phi cho
viéc gidng day cac ky nang ban hang trong khi khéng c6 bang chitng
nao cho thay cac ky nang nay c6 that sy hiéu qua hay khong. Khong
linh virc nao khac cua kinh doanh lai ngau nhién dén vay veé viéc thi
nghiém cac san pham hay phuwong phéap. Xa hoi van minh cé thé sup
do6 néu cac thiét ké san xudt cho thay su thiéu quan tam doéi véi tinh
hiéu qua cua cac san pham giong nhw sy thiéu quan tdm ma toi thay
trong cac t6 chitc dao tao. Néu viéc danh gia tinh hiéu qua ctia mot
phwong phap kinh doanh la rat khé khan, khong cé nghia la ching ta
khong nén thit. Nguwoc lai, cac kho khan dé cang khién né tré nén
quan trong. Néu khong c6 nhitng no lwc that sy nham danh gia t6t hon
tinh hiéu qua cia cac khéa dao tao ban hang, ching ta sé tiép tuc lang
phi hang ty d6-la, s tién ma c6 1é sé gitp tang hiéu qua ban hang néu
dwgc dung & cho khac. To6i khong quan tam xem liéu trong tam cuia
van dé c6 phai la chithg minh hay bac bo. Nhung t6i rat nhiét huyét
trong viéc ung ho bat ¢t diéu gi cé thé mang lai nhitng danh gia va
thir nghiém t6t hon vi néu khong c6 nhitng thit nghiém nay thi cong

viéc cuaa toi khong khac gi kinh doanh dau ran.

Ly do tién hanh tat ca nhitng danh gia va thir nghiém nay la ching t6i
dang c6 gang chitng minh rdng nhitng nguyén tac chung t6i gidi thiéu
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cho cac ban la that sy c6 hiéu qua. C6 mot quan nhan gia tirng néi:
“Néu muc tiéu di chuyén, hay ban ha va néu khong, hay mo ta.”
Phuong cham twong tw ctia Huthwaite 1a: “Néu doanh thu thay doi,
hay danh gia. Néu khong thé danh gia, hdy bac bd.” Viéc danh gia va

tht nghiém la mot n6i am anh doi véi ching toi.
Quy trinh bac bo

Dé theo dudi niém say mé véi viéc danh gia phwong phap SPIN, céac
dong nghiép ¢ Huthwaite va toi da tranh luan vé van dé chitng minh
hay bac bé (Hinh A.6). Chuing t6i quyét dinh rang trwdc khi ban dén
hiéu qua ban hang (Thir nghiém 3), tréc hét ching t6i can vrgt qua

hai thtr nghiém khac — hay néi cach khac la tim cac co hoi dé bac bo.

Thi nghiém 1: Cac ky nang nay c6 khién cac cudoc ban hang thanh
cong hon? Lam sao dé biét duoc ta dang day nhitng diéu ding dan?
Trudc khi co thé trd 161 cac cau hoi vé sy thay doi trong hiéu qua ban
hang, ching ta can thir nghiém xem cac m6 hinh nay cé hiéu qua
khong. Gia s, chiing ta dang dao tao mot nhém quan trong vé mo
hinh ban hang gia tri thap truyén thong c6 lién quan dén cac cau héi
déng va ma@, dwa ra Lgi thé, va stt dung cac ky nang két thic ban hang
dé dat dugc giao kéo. Tt bang chitng chiing t6i cé duwgc, khong gi
chdc chan rang viéc ap dung hinh mau nay giup cho cac cudc ban
hang thanh c6ng hon. Ngay ca néu két qua kinh doanh lién tuc tang tw
sau dot dao tao thi ciing c6 thé la do nguyén nhan khac. Vi thé, trudc
khi danh gia hiéu qua ban hang thu dugc, ching toi thir nghiém xem
liéu minh c6 dao tao nhitng phuwong phap ding dan khong.
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Hinh A.6: Cac quy trinh ctia bang chitng va bac bo

Vé co ban, chiing t6i biét mé hinh SPIN qua duwgc thit nghiém nay la
vi n6 bat nguon tr cac nghién cttu vé nhitng vu ban hang thanh cong.
Vi thé, c6 kha nang 16n 1a néu giang day cac ky nang SPIN, ching t6i
sé day nhitng thit khién cho cudc ban hang c6 vé thanh cong. Nhung
néu muon thiét ké mot nghién citu danh gia cudi cung, chiing toi phai
vuot qua dugce luan diém nay. Chung toi can trd 161 cau héi cu thé vé
tirng nhan vien ban hang, nhitng nguoi chung toi dinh danh gia hiéu
suat. Chung toi khong thé dwa trén cac nghién ctru ching t6i da tién
hanh tai cac cong ty khac, trong nhitng thi truong khac hay v6i cac
nhom khéac. Diéu gi sé xdy ra néu day la mot nhém khac? Lam thé
nao chuing t6i biét rang chi vi m6 hinh SPIN c6 hiéu qua trong mot
treong hop nao do thi cling c6 hiéu qua trong treong hop nay? Ching
toi bat dau cudc thir nghiém danh gia cudi cung bang viéc tién hanh

mot s6 nghién citu dé tao nén mot cudc ban hang thanh cong cho
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nhom nhan vién ma chuing t6i dinh dao tao. Chuing t6i khéng cho rang
cac yéu to nhuw vi tri dia ly, thi truong, san pham... c6 thé anh hudng
dén két qua cua ching t6i. Néu ti* cudc thit nghiém dau tién nay,
chuing t6i c6 thé thu thap cac bang chitng xac dang cho thay nhitng
diéu chuing t6i dang giang day c6 hiéu qua doi véi nhém ngudi nay,

coO nghia la ching t6i da loai trtt mot nguyén nhan bac boé nita.

Thir nghiém 2: Lam sao dé biét cdc nhan vién ban hang da st dung
cac k§ nang md&i? Thir nghiém tiép theo trong qua trinh bac bo cuia
ching t6i la nghién cttu xem nhan vién ban hang c6 that su sit dung
cac ky nang madi hoc dugc tir khda dao tao ban hang khong. To6i da
ngac nhién vai thir nghiém nay. Chung toi dang danh gia sy cai thién
hiéu qua kinh doanh ctia mot nh6ém nhan vién trong mot phong ban
cta General Electric. Sau thang sau khoéa dao tao vé SPIN, doanh thu
ban hang tang trung binh 18%. Liéu ching t6i c6 thé ndi la nho vao
cac k¥ nang ching t6i da dao tao khong? Tat nhién la khong. Bang
viéc quan sat nhitng nhan vién nay ban hang truvdc va sau khoa dao
tao, chiing t6i thay ho khong that su stt dung cac hanh vi SPIN nhiéu
hon so véi tredc khoa dao tao. M6t lan nita, viéc tang hiéu qua ban

hang khong phai do khoa dao tao ctua chung toi.

Cudc thtr nghiém nham danh gia liéu khéa dao tao c6 gitip cac nhan
vién c6 nhitng thay doi trong cac cudc ban hang cua ho khong. Chiing
toi da hoc duwgc nhiéu diéu vé thiét ké khoa dao tao hiéu qua bang
viéc phan tich s6 Iwgng cac hanh vi thay doi ma cac chuwong trinh ctia
chuing t6i dem lai. Toi chac cac nha thiét ké khac cling thay phwong
phap danh gia nay hitu ich hon la cudc thit nghiém mirc do hai long
thong thuwong — “khda dao tao han 1a rat tot vi nhan vién ndi rang ho
thich chung”.

K& hoach danh gia
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Chuing t6i tirng bwdc phat trién cac thong so6 chi tiét cho mot phwong
phap phttc tap va ky ludng dé danh gia tinh hiéu qua cia mo hinh
SPIN. Cac budc danh gia nhu sau:

1. Quan sat m6t nhom nhan vién ban hang lam viéc dé tim ra liéu
trong cac cudc ban hang thanh cong, ho cé sit dung nhiéu hanh vi
SPIN hon trong cac cudc ban hang that bai khong. Néu nhw vay,
ching ta qua dwgc Thir nghiém 1; va ching ta biét rang mo hinh nay

that s c6 hiéu qua cho nhom nhan vién nay.

2. Dao tao nhom nhan vién st dung cac phvong phap SPIN ma chung
ta dang danh gia.

3. Sau khéa dao tao, di cing vdi tirng nhan vién trong nhom dé xem
ho c6 st dung nhiéu cac hanh vi duwgc dao tao trong cac cudc ban
hang cua ho khong. Néu c6, ching ta qua duwgc Thit nghiém 2; chiing

ta biét cac nhan vién dang that sy st dung cac ky nang mdi.

4. Gia st chung ta qua dwgc Thir nghiém 1 va 2, danh gia két qua

ndng suat va so sanh vdi cac nhom déi chitng trong Thir nghiém 3.

Duong nhu day la mot phwong phap phitc tap nhung ching toi khong
thé tim ra phuwong thite thay thé. Chung t6i da tim kiém mot cau tra
10i don gian hon nhung khong mot th nghiém danh gia thong thuong
nao c6 thé vugt qua cudc kiém tra ky lwdng. Tac gid va chuyén gia
hoach dinh doanh nghiép, Micheal Kami tirng né6i: “Moi cau hoi phirc
tap s€ c6 mot cau tra 1oi don gian — do la sai.” va ching toi budc phai
dong y. Néu mudn danh gia chac chan vé mot van dé phic tap, ching
toi budc phai chap nhan mét phwong phap kho khan dé dat duge muc
dich.

Thit nghiém v6i Kodak — Gan nhu thanh cong
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Chuing t6i dwa ban ké hoach danh gia cia ching t6i cho mot s6 khach
hang va c6 gang thu hat ho. Day la cach lich sy thay cho viéc néi rang
ching t6i c6 gang budc ho tra tién cho mot thir nghiém rat ton kém.
Hau hét khach hang déu nhan ra rang thit nghiém nay rat ton kém va
khuyén chiing t6i nén mang ban ké hoach di ché khac. Sau d6 ching
toi dat nhiéu hy vong vao mot thir nghiém day da véi Kodak — mot to
chitc cé truyén théng 1au doi trong viéc thir nghiém tit ca cac phuong
phap méi. Kodak dang can nhac vé viéc stt dung khoa dao tao vé
SPIN cho cac chi nhanh trén toan thé gi¢i. Ban dau, thit nghiém nay
twong doi nhay cam. Chung t6i dong y rang thit nghiém mo hinh bang
viéc quan sat mot nhom nhan vién tir ban Khoa hoc sic khoé cua
Kodak. Di nhién, m6 hinh SPIN hoat dong chinh xac nhw nhitng gi
ma nghién cttu ctia ching t6i dw doan. Cac cau hoi Chi phi nhu cau va
cau héi Goi y dugce sit dung gap doi trong cac cudc ban hang thanh

cong so vdi cac cudc ban hang that bai.

Tiép dé, ching t6i dao tao nhom thi diém va sau khéa dao tao, ching
toi di theo dé quan sat xem ho c6 st dung cac k§ nang méi khong.
Mot lan nita, moi thit déu tot dep. Lgi ich tang gap ba, cau héi Ggi y
tang gap ba va cau hoi Chi phi nhu cau tang gap doi. Cac nhan vién

stt dung nhiéu cac hanh vi thanh cong hon.

Chung t6i thay rat vui. Lan dau tién ching t6i c6 thé bat dau mot thi
nghiém vé hiéu qua ban hang va cé thé n6i: “Chung t6i biét mo6 hinh
hoat dong c6 hiéu qua va biét rang cac nhan vién da st dung no trong
cac cudc ban hang ctia ho.” Sau do, tin tot va tin xau dong loat xuat
hién. Tin t6t la Kodak rat mirng vdi thir nghiém ban dau nén quyét
dinh 4p dung cac phwong phap SPIN trén toan thé gigi. Tin xau la
Kodak that sy bi thuyét phuc béi phan tng ctia nhan vién, ho cho rang
thir nghiém nay khong thuyét phuc dén mitc phdi tr bo viéc sit dung
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cac thr nghiém phitc tap va ton kém dé danh gia hiéu qua ban hang.

“Thtr nghiém vé sy hai long” da giang cho ching t6i mot don dau.
THU NGHIEM VOI MOTOROLA CANADA

Chung t6i dang tham ty nht rang s6 phan cia mdt nha danh gia that la
buo6n chan, té nhat thi nhan dwgc mot 16i mai khong thé tir choi tir
Motorola. Giong nhw Kodak, Motorola muon thir nghiém mo6 hinh
SPIN vGi muc dich néu moé hinh nay c6 hiéu qua thi sé ap dung trén
toan thé gi¢i. Nhém dwoc chon thir nghiém la Bo phan vién thong cta
Motorola. Lan nay, chuing t6i rat than trong khi dwa ra nhitng chi tiét
cu thé vé nghién cttu danh gia tridc du an dé khong bo sét mot thir
nghiém nao. Hon nita, Motorola con thué mot chuyén gia danh gia
doc lap, Marti Bishop, nguoi da lam viéc v@i cac mo hinh va phuong
phap cia ching t6i véi tu cach la Giam doc tham dinh tai Xerox
Corporation. Cong viéc cua co la tht nghiém ti mi tinh hiéu qua cta
chwong trinh SPIN, vuot qua tat ca cac budce chiung téi da vach ra
trong nghién cttu danh gia nang suat ly twéng.

Du6i day la trich dan ban tém tat bao cao cua co:
Nghién ctru hiéu qua ban hang cua Motorola Canada

Ban bdo c4o nay la mot bai phan tich vé hiéu qua ban hang cua
chuong trinh SPIN dugc thyc hién trong quy ba nam 1981.

Bén bao cdo nham tra 10i cho cac cau héi sau:

* Liéu mo hinh SPIN c6 hoat dong hiéu qua tai Motorola Canada?

* Sau khoa dao tao, cac nhan vién co stt dung mo hinh nay khong?

* Viéc stt dung mo hinh nay c6 giup tang hiéu qua ban hang mot cach

déng ké khong?
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Mo hinh nay c6 hoat dong hiéu qua khong?

Dau tién, Motorola muén thit nghiém xem liéu cac hanh vi SPIN c6
mang lai thanh cong cho cac vu mua ban ctia Motorola giong nhw &

cac cong ty khac khong.

Dbé kiém nghiém diéu nay, ching t6i da di vdi 42 nhan vién ban hang
da qua dao tao va phan tich tinh thwong xuyén st dung cac hanh vi
SPIN trong cac vu mua ban thanh cong va that bai cia ho. Ching t6i
nhan thay trong cac vu mua ban thanh cong, tat ca cac hanh vi SPIN
duwgc st dung vai tan sudt cao hon.

Cuoc ban hang thanh cong

Cau héi Tinh hinh Tang 1%

Cau hoi Van dé Tang 17%

Cau héi Goi ¥ Tang 53%

Cau hoi Chi phi nhu cau Tang 60%
Tuyén b6 vé 1gi ich Tang 64%
Tuyén bo vé tinh nang Tang 5%
Nhitng chi so6 trén day la rat dang ké

Khéa dao tao SPIN chu trong phat trién mot lwgng 16n cac cau héi

Van dé, cau héi Ggi y, cau héi Chi phi nhu cau va nhitng tuyén bo 1gi
ich. Trong cac cudc ban hang thanh cong cua Motorola Canada, tirng
hanh vi trén dugc sit dung vdi tan suat cao. Chiing toi c6 thé két luan

khéa dao tao gitup cac nhan vién ban hang hiéu qua hon.

Céac nhan vién cé thay do6i?
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C6 bang chitng chitng minh mo hinh nay hoat dong hiéu qua tai
Motorola. Buéc ti€p theo la can chitng minh 42 nhan vién duwgc dao
tao that sy stt dung cac hanh vi méi trong cac cudc ban hang. BEé thtr
nghiém diéu nay, ching t6i quan sat cac nhan vién ban hang trudc,
trong va sau khoa dao tao dé xem ho c6 thay doi cach cw xw véi
khach hang khong.

Chung t6i danh gia ti'ng nhan vién theo nam thoi diém (Hinh A.7).
Lan dau ching t6i di cung ho la ngay trueéc khoa dao tao. Bon lan sau
la c¢ cach ba tuan ching t6i lai di cung ho trong su6t khéa dao tao.
Khi bat dau khoa dao tao, cac nhan vién st dung cac cau hoi Tinh
hinh nhiéu hon (trung binh la 8,6 lan/cudc ban hang) la str dung két
hop cau hoi Van dé, cau hoi Goi y va cau hoi Chi phi nhu cau (trung
binh la 5,8 1an/cudc ban hang). Vi vay, ba hanh vi gan lién véi thanh
cong dugc st dung it hon cau hoi Tinh hinh — hanh vi khong that sy

gan v@i thanh cong.

Tuy nhién dén cudi khda dao tao, tinh hinh da thay d6i hoan toan. Tan
suat cda cac cau héi thanh cong tang dén 8,8 lan/cudc ban hang trong
khi tan sudt cia cau hoi Tinh hinh gidm. Vé hanh vi dat cau hoi,
ching ta c6 thé két luan rang 42 nhan vién ban hang hién dang lam
viéc theo cach dé dang dat dugc thanh cong hon trueée day.

Nhimg diém Ey min trons khia o ta

1
1 A s A s
1
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Hinh A.7: Motorola Canada: Thay d6i trong hanh vi ddt cdu hoi

Khi bat dau khoa dao tao, nhitng tuyén bo vé 1gi ich dat mic trung
binh la 1,2 Ian/cudc ban hang (Hinh A.8). Bén cudi khoéa dao tao,
nhitng tuyén bé vé lgi ich tang dén 2,2 lan/cudc ban hang. Can nhé
rang trong tat ca cac hanh vi, nhitng tuyén bo vé 1gi ich la mét trong
nhitng yéu t6 dy doan chac chan nhat vé kha nang thanh céng trong
mua ban tai Motorola Canada. S6 lan cac nhan vién ban hang dwa ra
cac tuyén bo vé 1gi ich cho khach hang trong mot cudc ban hang tang
1én gap doi so vdi trede khoéa dao tao. Ve van dé nay, khong cé gi
ngac nhién néu thir nghiém nay mang lai sy tang tredng dang ké trong
doanh thu.

Liéu hiéu qua ban hang cé thay doi khong?
Dé danh gia sy thay doi trong hiéu qua ban hang:

» T0i da kiém tra két qua kinh doanh ctia 42 nhan vién trong tht
nghiém va so sanh v&i nhém doi chitng cia 42 nhan vién Motorola

Canada khac chwa qua dao tao.

* So sanh céc két qua trong ba thoi ky:

- 3 thang trudc khoa dao tao vé SPIN

- 3 thang trong khi ap dung mo hinh SPIN

- 3 thang sau khi ap dung mo hinh SPIN

* Vi thé cac két qua cudi cung dugc rit ra sau 9 thang
» Panh gia kinh doanh trong cac khia canh:

- Tong so don dat hang
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- Pon dat hang tir cac khach hang méi
- Pon dat hang tir cac khach hang hién tai

- Gia tri bang dong do-la ctia moi cudc ban hang
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Hinh A.8: Motorola Canada: Nhitng thay déi vé Igi ich trong moi

cudc ban hang

ir T

Vé khia canh tong s6 don dat hang (Hinh A.9) cho thay doanh thu ctia
42 nhan vién trong nhém doi chitng da giam 13% so v&i mite ho dat
duoc trede khi khoa dao tao dién ra. D6 1a do tinh canh tranh cua thi

treong vien thong két hgp véi nén kinh té kho khan ctia Canada.

Nguogc lai, nhom da qua dao tao vé SPIN lai dat 17% tang truwong, di

nguoc lai véi xu hudng cua thi truong dang rat khé khan. Sy khac

biét tong 30% ve ti 1é don dat hang gitta nhém thi nghiém va nhém
doi chirng la rat dang ke.
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Hinh A.9: Motorola Canada: Nhitng thay doi trong tong mirc don dt
hang

Ban quan ly cia Motorola Canada tap trung no luc vao tang truéng
trong viéc kinh doanh cadc mat hang méi va muon biét liéu khéa dao
tao SPIN c6 déng gop dang ké cho viéc ban cac mat hang kinh doanh
ma&i khong. Hinh A.10 cho thay viéc ban cac mat hang kinh doanh
md&i cia nhém doi chitng chi tang trong qua trinh dao tao, trong khi
lwe lwgng ban hang dang rat no lyc ban cac mat hang kinh doanh mdi.
Sau khoa dao tao, viéc ban hang lai tut xuéng dwdi mic ban dau phan
anh sy kho khan cua thi trvong. Nhung nhém da qua dao tao vé SPIN
dat 63% don dat hang, trai ngugc véi sy ngheo nan cua hoat dong
chung. Diéu can lvu y 1a sau khéa dao tao, viéc tang trwdng trong don
dat hang ctia nhém da qua dao tao vé SPIN cham dit. Biéu do6 cho
thay cac k¥ nang méi ti dong duy tri va tiép tuc danh huwéng dén nang
sudt ban hang. Trudc khi nghién cttu, mét vai giam doc ban hang bay
t6 moi lo ngai vé ban chat “mém” ctia m6 hinh SPIN, vdi viéc cha
trong vao viéc tham do chit khong phdi la cac k¥ nang két thic “cting
ran” ma mot so giam doc cho la v6 cung thiét yéu doi viéc ban mot
san pham mdi trong thi tredng day ray kho khan va canh tranh.
Nhung két qua chi ra rang ho khong c6 1y do nao phai lo lang. Khoéa
dao tao vé SPIN da thanh cong trong viéc tang doanh thu dang ké du
thi truong mang tinh canh tranh cao va khé ban san pham.
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Gidm 162

Hinh A.10: Motorola Canada: Nhitng thay do6i vé don ddt hang cdc
mdt hang kinh doanh moi

Vé khia canh kinh doanh ndy sinh ti* nhitng khach hang hién tai (Hinh
A.11), két qua cia nhém doi chitng lai t6t hon. Trong qua trinh dao
tao, ca hai nhom déu co sy sut gidm vé hiéu qua kinh doanh déi véi
cac khach hang hién tai. D6 la do lvc lvgng ban hang chu tam vao
mat hang kinh doanh méi trong thoi ky d6. Tuy nhien, trong khi
nhom do6i chitng gidm 13% thi nhém da qua dao tao vé SPIN lai tang
1%.

Hinh A.11: Motorola Canada: Nhirng thay doéi trong don ddt hang
cua nhitng khach hang hién tai

Viéc tang so lwgng don dat hang c6 thé gy nham lan. C6 kha nang la
hiéu suat kinh doanh ctia nhém da qua dao tao vé SPIN nhiéu hon la

vi nhém nay c6 nhiéu don dat hang nho trong khi nhém doi chitng co
thé co it don dat hang hon nhung gié tri ciia moi don dat hang lai 16n

https://thuviensach.vn



hon. Vi kha nang nay nén chiing t6i can danh gia truc tiép gia tri cia
tirng cudc ban hang. Do cac chi s6 vé gia tri cia moi cudc ban hang la
tuyét mat, con bao cdo nay lai dé phat hanh rong rai, chiing t6i phai
thé hién sy thay doi trong gia tri tinh bang dong do-la ctia hai nhém
trén bang phan tram dé dam bao tinh bao mat ctia cong ty (Hinh
A.12). Nhom doi chitng giam 22,1% veé gia tri theo dong do6-la cta
lvgng hang ban ra; mot 1an nita, diéu nay phéan anh tinh trang rat kho
khan cta thi truong. Trong khi nhém qua dao tao vé SPIN di ngugc
lai v6i xu huéng nay va da tang 5,3% veé gia tri tinh theo dong do-la.
Luu y, cac két qua nay cho thdy 63% su tang tredng vé so lwgng don
dat hang ctia nhém da qua dao tao vé SPIN trong linh vire, nganh
nghé kinh doanh mdi la dén tir mot lvgng 16n don dat hang gia tri
nho.

. 56 cude bin hing
S v nhéum SPIN timg
a0+
" |+5.3%|
=104
<30 =22.1%
S5 cudc bin hing
! tita nbém di chime gidm
!..

Hinh A.12: Motorola Xanada: Nhitng thay doi trudc/ sau vé gid tri
doanh thu theo déng do6-la

Veé khia canh gié tri tinh theo dong d6-la ciia moi cudc ban hang,
nhom da qua dao tao vé SPIN dat 27,4% cao hon so vGi nhom doi
chitng. Sy khac biét nay la lién tuc va rat dang ké. Diéu nay cho thay
cac chi phi va no6 lyc phai bé ra cho viéc ap dung phwong phap SPIN
dwgc dén dap rat xing dang bang két qua kinh doanh.
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Két luan

Cac két qua trén day cho thay phwong phap SPIN da thanh cong trong

viéc:
* Thay doi trinh dd, k¥ nang cta cac nhan vién da qua dao tao.
» Tang lvong don dat hang, dac biét la trong linh vic kinh doanh mdéi.

« Tang gia tri tinh theo dong d6-la cia moi cudc ban hang theo mitc
trung binh 27% so véi nhom dodi ching.

Hai sai lam nghiém trong

Nghién cttu danh gia ctia Marti Bishop la si tham dinh chi tiét, ti mi
va toan dién nhat vé chuong trinh dao tao ban hang ti tredc dén nay.
O day phan ma tdi trich dan 1a tir tém tit ctia bdo cdo, nhung dé chi la
phan noi cta tang bang tr6i. Co da st dung thém nhiéu nhém doi
chitng, nhiéu phwong phap lién quan dén cac gidam doc ban hang trong
khi thu thap dit lieu cling nhu stt dung cac ky nang may tinh phitc tap
dé xay dung thanh c6ng mo hinh va phan tich két qua thu dugc.
Nhung nghién citu nay van chuwa dwa ra dwgce bang chitng ching toi

dang kiém tim.

Néu muodn lam mat uy tin nghién cttu ctia Motorola, t6i c6 thé chi ra
hai sai lam, ma moi sai lam hoan toan c6 thé khién nhitng nha phwong

phap hoc nghiém khac nhat phai lo lang:

1. Nhém doi chitng c6 xuat phat diém thap hon nhém da qua dao tao
vé SPIN. Néu ban chu y dén mitc don dat hang truée khéa dao tao
(Hinh A.9), nhém doi chitng dat trung binh 16,3 don dat hang, con
nhom da qua dao tao SPIN la 17,9. Nhung khac biét nay la khong
dang ké vi vay khong can phai lo lang. Tuy nhién, nhitng ngwoi hoai
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nghi c6 thé phan bac rang nhom da qua dao tao vé SPIN dat doanh
thu t6t hon trong boi canh khé khan cua thi tredng la vi xuat phat

diém cta nhom tot hon.

2. Pay co6 thé la do tdc dong Hawthorne. Thuat ngi¥ chuyén mon nay
nham chi sy tang trwedng trong két qua kinh doanh khi chd y dén nhan
lwe. Tén goi nay bat nguodn tir nha may Hawthorne cia Western
Electric, noi tién hanh cac nghién citu dau tién vé nang suat vao cudi
nhitng nam 1920. Trong mot thir nghiém cua Hawthorne, cac nha
nghién cru da phat hién ra rang khi tang mat do chiéu sang cua nha
may, thi nang suat ciling sé tang. Nhing nang sudt van tang khi ho
giam mat do chiéu sang. Két luan ho dwa ra la ban c6 thé dat dugc sy
tang tredng ngan han trong nang sudt bang cach khién cho cac nhan
vién tap trung. Trong nghién cttu ciia Motorola, ban c6 thé phan bac
la nang sudt tang la do sy tap trung chii y ma nhém da qua dao tao vé
SPIN cé dugce. Viéc ching t6i dao tao nhém dé du la vé cac phuong
phap SPIN hay vé nhdy erobic khéng phai la van dé. Du thé nao thi

nang sudt van tang theo nhu tac dong Hawthorne.

To6i c6 vai cau trd 10i chuan dé dap lai bat ky y kién nao cho rang sy
thay doi la do tdc dong Hawthorne. Thit nhat, cac tac dong
Hawthorne khéng pho bién nhw moi ngwdi van twdng va khi xay ra,
no chi co tac dong ngan han, néu kéo dai nhat ciing chi vai ngay.
Nghién cttu ctia Motorola lai kéo dai 9 thang nén c6 thé thoat khéi
anh huéng cua tac dong Hawthorne. Thit hai, ly 1€ cua toi la: “Ai
quan tam? Thyc t€, ching t6i da tang dugc hiéu qua ban hang. Néu la
do tac dong Hawthorne, hay dé toan b0 lwc lwgng ban hang bi tac
dong va moi nhan vién sé dat duwgc 30% doanh thu ban hang.” Nhung
thuc tam, t6i khong hai 1ong véi nhitng cau trd 10i nay. Ban chat

nghién cttu trong t6i rat mudn biét tdc dong Hawthorrne c6 ton tai hay
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khong va néu c6 thi né c6 dong gop thé nao cho hiéu qua ban hang
dat duoc.

MOT THU NGHIEM BDANH GIA MOI

Nghién citu da hoan toan thuyét phuc Motorola ap dung cac phuong
phap SPIN trén toan thé gigi. Qua hai long vdi hiéu qua ma cac
phwrong phap mang lai, Motorola cho rang khong can no lic hon nita
dé bac bé mai lién hé gitta SPIN véi hiéu qua ban hang.

Chung t6i can mot khach hang méi vdi nhitng nghi ngo da dé thuc
hién mot vu diéu tra @ quy mo 16n khac. Giong nhu Motorola, mot
cong ty kinh doanh may méc da quoc gia 16n khac cling mudn thiy
nghiém SPIN dé ap dung cho céc chi nhanh ctia né trén toan thé gidi.
Chi con duy nhat mot kho khan, téi co6 gang thuyét phuc cong ty nay
cho phép t6i tién hanh hai thit nghiém cudi cting dé 14p cac phan thiéu
trong nghién cttu cia Motorola: (1) st dung nhém doéi chitng phu hop
va (2) danh gia tac dong Hawthorne.

Trudce khi tién hanh cac thit nghiém nay, ching t6i cling ap dung cac
phwong phap da st dung & Motorola. Cac két qua chi tiét toi thu duwoc
cling twong tw nhw & Motorola triv mot so diém khac biét sau:

* Trong cac cugc ban hang thanh cong, cac cau hoi Tinh hinh giam
4%, diéu nay phu hop véi cac két qua nghién citu cho thay rang cac
cau hoi Tinh hinh c6 tac dong kha tiéu cuc v6i khach hang.

* Trong cac cudc ban hang thanh céng tai Motorola, cac cau hoi Van
de, cau hoi Ggi y va cau hoi Chi phi nhu cau déu tang dang ké. Cac
tuyén bo vé 1gi ich cling twong ty. (Nhung khong giong nhu tai

Motorola, noi cac cau hoi Chi phi nhu cau dwgc coi la c6 lién hé chat
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ché nhat t6i thanh cong thi trong nghién cttu nay, hanh vi c6 sitc manh

thanh cong nhat lai 1a cac cau hoi Gai y).

Sy thay doi hanh vi do dao tao thu dwoc tai nghién cttu nay la 16n hon
nhiéu so vGi & Motorola. Hinh A.13 cho thdy, cac cau héi Van dé, cau
héi Ggi y va cau hoi Chi phi nhu cau gan nhu tang gap doi trong khi

cac cau hoi Tinh hinh van giit @ mitc 6n dinh.

Hinh A.13: Nhitng thay doi trong hanh vi dat cau héi

Nhitng trinh bay vé 1gi ich ciing tang tir 1,1 1an 1én 3,4 1an trong moi
cudc ban hang (Hinh A.14). C6 thé con s6 nay khong 16n nhung t6i sé
gidi thich quan diém cua t6i vé van dé nay. Nam muoi lam nhan vién
ban hang dugc dao tao trong nghién citu nay thue hién 16 cudc ban
hang trong mot tuan, nghia la triedc khoa dao tao vé SPIN thi moi
tuan c6 968 tuyén bo veé 1gi ich dugc dwa ra. Khi két thic nghién ctru,
trung binh mot tuan cac nhan vién d6 dwa ra 2.992 16i tuyén bo lgi
ich. Sé rat ngac nhién néu vGi lvgng tang 2.024 tuyén bo veé 1gi ich
nhw vay ma khéng mang lai sy tang tredng dang ké trong doanh thu.
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Hinh A.14: Nhitng thay doi ve lgi ich
Nhém doi chitng phu hop

Trong nghién cttu nay, co hoi cia ching toi dé so sanh nhom doi
chitng v6i nhom thir nghiém dén mitc hai nhém c6 cung xuat phat
diém nham tham dinh diém yéu trong nghién citu Motorola — rang ly
do cho sy tang tredng trong doanh thu 1a do nhém da qua dao tao vé
SPIN c6 xuat phat diém cao hon. Mot 1an nita, chiing t6i so sanh hoat
dong kinh doanh cua titng nhém trong hai thoi ky ba thang truwdc va
sau dao tao. Cung tinh trang kinh té canh tranh va khé khan, nhém
do6i chitng giam 21% lwgng don dat hang trong khi nhém da qua dao
tao vé SPIN tang 16% (Hinh A.15). Nghién cttu nay ciing dugc tién
hanh trong tinh hinh kinh té khé khan va canh tranh gay anh hwéng
dén sy sut gidm lwong don dat hang cia nhém doi ching.
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Hinh A.15: Nhitng thay doi vé hiéu qua bdn hang sau khi dao tao

Bang viéc c6 dugc lwgng don dat hang ban dau nhuw nhau ctia nhém
do6i chitng va nhom thir nghiém, ching t6i c6 thé ty tin phan bac y
kién cho rang viéc Motorola dat mitc tang 30% lwgng don dat hang la
do nhém qua dao tao vé SPIN bat dau véi s6 lwgng 16n hon. Ly 1€ do
khong c6 tac dung & day, khi s6 lwong don dat hang ban dau cuda ca

hai nhom la nhv nhau.
banh gia tac dong Hawthorne

Rat kho dé thir nghiém tac dong Hawthorne. Theo chiing t6i biét,
khong mot ai ngoai chiing t6i tim cach danh gia xem cac yéu to
Hawthorne c6 ton tai trong dao tao ban hang hay khong. Khi nghién
cttu van de, rat dé hiéu tai sao ching t6i la nguwdoi dau tién lam viéc
nay. Khong khé dé danh gia tac dong cta anh sang trong nha may doi
v6i dau ra, nhung lam thé nao ban c6 thé danh gia xem liéu nang suat
ban hang dat dwoc 1a do mo hinh SPIN hay chi do ban da khién cac
nhan vién ban hang chu y bang viéc madi ho tham gia vao khéa dao

tao.

Phuong phap ching t6i ap dung kha phitc tap nhwng khong thé so vai
kho khan trong van dé ching t6i dang c6 gang danh gia. Phuwong phap
chung toi st dung co ban la:

https://thuviensach.vn



1. Chung t6i phan tich lai cac két qua vé hiéu qua ban hang tir nhém
55 nhan vién da dwgc dao tao vé cach tiép can SPIN. Mo6i nhan vién
déu qua so gio dao tao nhuw nhau. Do d6 ca 55 nhan vién phai cé mic
do tap trung nhw nhau. Vi vay c6 thé ndi, tat ca ho déu chung mot
mutc anh hwong tw tac dong Hawthorne.

2. Chung toi chia 55 nhan vién nay thanh hai nhém nho. Mot nhém
bat ky hoc mot k§ nang nao do — golf, ngoai ngit hay ban hang — c6
mot vai ngwoi hoc tét hon nhitng ngwdi khac. Tt viéc danh gia hanh
vi cua ho trong cac cudc ban hang, ching t6i chon ra 27 nhan vién st
dung cac hanh vi SPIN nhiéu nhat va xép ho vao mét nhém nhé. Va

x€p 28 nhan vién it st dung hanh vi SPIN vao mét nhom.

3. Chung t6i so sanh két qua kinh doanh cta hai nhém nhé d6. Néu
hiéu qua ban hang thu duwgc hoan toan la do tac dong Hawthorne thi
hai nhém nho nay phai dat dugc két qua nhw nhau vi hai nhém cé
lwgng thoi gian dao tao va muc tap trung quan ly nhw nhau. Nhung
néu hiéu qua ban hang ho dat dugc la do st dung mo hinh SPIN thi
nhom st dung nhiéu hanh vi SPIN hon sé thu dwgc két qua cao hon
nhoém it str dung hanh vi SPIN.

4. Cuobi cung, ching t6i so sanh hoat dong ctia hai nhém nhé véi
nhom doi chitng twong duwong gom 52 nhan vién chwa qua dao tao dé
chac rang s thay déi khong phai la do thi trwedng, san pham hay tac
dong tr co cau to chirc.

Khi quyét dinh st dung phuwong phap nay, ching t6i kiém tra lai di¥
liéu dé co lap tdc dong Hawthorne. Két qua hinh A.16 cho thay that
su 6 tac dong Hawthorne nhwng hau hét cac tac dong Hawthorne nay

chi c6 tac dong ngan han.
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Dau tién, hday nhin vao hoat dong ctia nhém nhitng nguwdi cé ky nang
SPIN t6t hon. Trong hinh A.16, két qua cua cac nhan vién nay cho
thay su tang tredng trong qua trinh dao tao khi ho tap trung chad y
nhiéu nhat. Quan trong hon, két qua cta ho van tiép tuc tang sau khoa
dao tao khi ho khong tap trung dén mitc c6 thé tao ra tac dong
Hawthone.

Ngugc lai, két qua ctia cac nhan vién cé kj nang SPIN kém hon cho
thay su céi thién dang ké trong bon thang ctia qua trinh dao tao. Tuy
nhién, ngay khi qua trinh dao tao két thic, két qua cua ho tut xuéng
mutc ban dau. Tai nhém nay ching ta c6 tac dong Hawthorne — lan

dau tién bi co lap trong qua trinh ban hang.

Trex Tromg Sau

Hinh A.16: Phan tach hiéu qua Hawthorne

Cudi cung, hay xem xét nhém doi chitng, ban cuing mot san pham
trong cung mot thi trvong hang hoa kho khan, hoat dong cua ho sut
gidm trong va sau qua trinh dao tao ctia nhom thtr nghiém. Vi thé cé
thé két luan rang, hiéu qua ban hang tang ma nhém cac nhan vién c6
k¥ nang SPIN to6t hon dat dwgc khong phai la do thi tredng, san
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pham, hay cac yéu t6 vé co ciu t6 chitc. Ngay ca khi so sanh véi
nhém d6i chitng, nhém cac nhan vién c6 ky nang SPIN kém hon van
thu dwoc hiéu qua ban hang kha quan hon. Thay vi sut giam déu déu
vé doanh s6 ban hang thi it nhat nhém nay van giit duwgc mitc ban

dau.
NHUNG NHAN DINH BANH GIA CUOI CUNG

Van con rat nhiéu thir nghiém t6i muon thye hién trede khi cam thay
thoa man vdi nhitng y twdng dé cdi thién dang ké két qua kinh doanh
trong cudn sach nay. Pay la mot qua trinh khong bao gio két thuc.
Khi t6i 16n 1én & Borneo, ¢ dé khong hé c6 duwong bé ma chi di lai
bang dwdong song. Tai bat ky thoi diém nao ctia chuyén di, néu hoi
nguoi lai thuyén con bao xa nita, ban sé nhan dugce duy nhat mot cau
tra 10i — “Satu tanjong lagi” (M0t quang nita thoi). Cac nghién ctru
danh gia cling vay. Khi nghi minh da co6 tat ca bang chitng, thi chi con
mot bang chitng nita thoi.

C6 1€ chung t6i khéng bao gio tim dwgc bang chitng cudi cung do.
Nhung t6i hy vong rang trong hanh trinh tim kiém bang chitng cta
chuing t6i, Huthwaite da nghién citu rat ky lwdng. Ching t6i da co
gang tim muc dich va quan sat k§ cac mo hinh ctia minh dé xem
ching c6 that sy hiéu qua khong — va chung t6i, nhitng nha nghién
ctty, thiét ké va dao tao ban hang da tré nén t6t hon. R6t cudc, ching
toi c6 thé tang tinh hiéu qua thuc té€ cho phwong phap ctia minh. Bang
viéc virgt qua tat ca nhitng thir nghiém mang tinh hoc thuat nay;,
ching t6i da hoan thién hiéu biét cia minh vé thuyc té ban hang va
danh gia nhitng déng gép ctia né doéi véi két qua ban hang. T6i hy
vong sé thuyét phuc nhiéu ngudi dao tao sit dung phuong phap tiép
can do. Sé thuyét phuc hon néu quyén sach nay thic day cac nghién

cttu vé viéc ban hang cé hiéu qua. T6i tin qua cac cudc diéu tra va thtr
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nghiém nhan nai, cac nha nghién cttu c6 thé kham pha ra nhiéu bi an
trong viéc ban hang va lam cho né tré nén ro rang va dé hiéu hon nhw

cac chtrc nang khac cua kinh doanh.
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Phu luc B: Panh Gia Quan Diem
Cua Ban Veé Budc Két Thic Ban
Hang

Trong Chuwong 2, ching ta da xem xét vé nhitng k¥ thuat két thiic ban
hang. Va trong phan “Nhitng van dé vé quan diém”, t6i da dé cap tdi
mutc quan diém ma ching t6i m@ rong dé danh gia cam nhan cia moi
nguoi vé bwdc Két thiic ban hang. Néu muon danh gia ban than, hay
lam theo cach dudi day:

1. Boc 15 cau viét vé budc két thic dwdi day.

2. Sau moi cau, hay danh dau vao 6 trong ban nghi gan véi quan diém

cua ban nhat.
3. Nhitng chi dan & cudi sé tinh va giai thich diém s6 cua ban.

a. Bwdc Két thiic ban hang la buéc quan trong nhat trong cac ky thuat

ban hang nham tang doanh thu.
5« Rat dong tinh

4 « Pong tinh

3 * Chwa chac

2 » Khong dong tinh

1 « Tuyét déi khong dong tinh
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b. C6 gang két thic ban hang qua thudng xuyén sé giam thanh cong
cua ban.

5« Rat dong tinh

4 « PBong tinh

3 ¢ Chwa chac

2 » Khong dong tinh

1 » Tuyét d6i khong dong tinh

c. Néu khong biét nhiéu vé cac ky thuat két thiic ban hang, ban sé

khong thé ban hang hiéu qua.
5« Rat dong tinh

4 « Pong tinh

3 * Chua chac

2 » Khong dong tinh

1 « Tuyét doi khong dong tinh

d. Tham chi, ngay khi bat dau cudc ban hang, sé khong cé hai khi st
dung mot ky thuat két thiac ban hang.

5 « Rat dong tinh
4 « Bong tinh
3 » Chua chac

2 » Khong dong tinh
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1 « Tuyét d6i khong dong tinh

e. Thong thuong, budc Két thiic ban hang kém la nguyén nhan lam
giam doanh thu.

5 « Rat dong tinh

4 « Pong tinh

3 * Chuwa chac

2 » Khong dong tinh

1 « Tuyét doi khong dong tinh

f. Khach hang chac chan sé it mua hang hon néu ho nhan ra ban dang

stt dung cac ky thuat két thiic ban hang.
5« Rat dong tinh

4 « PBong tinh

3 ¢ Chwa chac

2 » Khong dong tinh

1 » Tuyét d6i khong dong tinh

g. Ban khong thé sit dung k¥ thuat két thic qua thwong xuyén khi ban
hang.

5« Rat dong tinh
4 «DPong tinh

3 » Chuwa chac
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2 » Khong dong tinh

1 » Tuyét d6i khong dong tinh

h. Nhitng k§ thuét két thic ban hang khéng hiéu qua véi nhitng khach

hang sanh soi.

5 « Rat dong tinh

4 « Dong tinh

3 * Chua chac

2 » Khong dong tinh

1 « Tuyét d6i khong dong tinh

i. Luon phai két thic ban hang.

5 « Rat dong tinh

4 « PBong tinh

3 ¢ Chwa chac

2 » Khong dong tinh

1 « Tuyét doi khong dong tinh

j. C6 mot hanh vi khac ctia ban ngay dau cuéc ban hang ma khong

phai la k¥ thuat két thiic nham xac dinh ro khach hang sé mua hay

khong.
5 Rat dong tinh

4 « PBong tinh
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3 ¢ Chwa chac
2 » Khong dong tinh
1 « Tuyét doi khong dong tinh

k. Ban nén thtt két thic ban hang bat ky lic nao khi nhan thay dau

hiéu mua hang.

5« Rat dong tinh

4 « Pong tinh

3 * Chua chac

2 » Khong dong tinh

1+ Tuyét doi khong dong tinh

1. Khi budc vao van phong cua khach hang, ban nén hanh dong nhw

thé 1a cudc ban hang da hoan tat.
5 « Rat dong tinh

4 « Pong tinh

3 * Chwa chac

2 » Khong dong tinh

1 « Tuyét doi khong dong tinh

m. Néu khach hang thé hién sy khé chiu véi budc Két thic ban hang
thir nghiém ctia ban, thi d6 la tin hiéu cho thay ban nén két thuc dit
khoat hon.

5 « Rat dong tinh
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4 « Pong tinh

3 ¢ Chwa chac

2 » Khong dong tinh

1 « Tuyét déi khong dong tinh

n. Du cac k¥ nang khac cuaa ban c6 giéi dén dau, thi ban cling sé
khong thanh cong néu khong cé nhitng ky thuat két thic tot.

5« Rat dong tinh

4 « PBong tinh

3 * Chwa chac

2 » Khong dong tinh

1 « Tuyét doi khong dong tinh

0. St dung cac ky thuat két thic ngay dau cudc ban hang chac chan sé
gay nén sy phan doi tir khach hang.

5« Rat dong tinh

4 « Pong tinh

3 * Chua chac

2 » Khong dong tinh

1 « Tuyét doi khong dong tinh

CACH TINH PIEM
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Dé tinh diém, hay lay cac so tir 1 dén 5 ditng trudc 6 trong ma ban

danh dau roi cong tong diém cua 15 cau do.

Theo ly thuyét, diém so 45 la hoan toan trung 13p. Biém s6 cao hon
cho thdy théi do tich cuc v6i bude Két thiic ban hang, con thap hon
lai cho thay thai do tiéu cuc. Thuce té, hau hét nhitng ngwdi ban déu cé
diém s6 trén 45 mdt chit, va trong cac nghién cttu cia minh, ching
toi da tinh dén diéu nay bang cach lay mot so diém trén 50 dé chitng
minh cho théi do tan thanh vGi buéc Két thiic ban hang.

PIEM SO CO Y NGHIA GI?

Trong nghién cttu dugc mo ta @ Chuong 2 (Hinh 2.2), cac nhan vien
ban hang cé két qua t6t nhat la nhitng nguwdi cé diém so6 thap: duwéi 50

diem.

Theo Chwong 2, tinh hiéu qua cua nhitng ky thuat két thic ban hang
phu thudc vao loai giao dich ma ban thiuc hién. Néu cong viéc kinh
doanh cuia ban gobm nhitng mat hang va dich vu c6 gia tri thap, gobm
cac khach hang khong sanh s6i va khong cé nhitng moéi quan hé sau
giao dich vdi khach hang thi thai do tan thanh véi buwdc Két thiic ban
hang (trén 50 diém) sé chitng minh cho tinh hinh ban hang cta ban.
Nhung néu diém s6 ctia ban trong bai kiém tra nay trén 50 va cong
viéc kinh doanh ctia ban gobm nhitng giao dich 16n, cac khach hang
sanh séi va moi quan hé lién tuc trdc giao dich thi hay doc Chwong 2
that can than. Trong ban hang quy mé 16n, nhitng k¥ thuat két thiic

ban hang dang tin cay hon nhiéu so vdi tai san.
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