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Danh tdng ngudi vg yéu dau ctia toi — Christy — va bay dda con tuyét voi
— Bryan, Michelle, Troy, Jordan, Zayne, Ridge, va Sage — vi da cho t6i cai
nhin bao quat hon vé cudc song.

PHAN I : PHAT HUY TOI DA NHUNG
Gl BAN CO

Chuong 1: Ké Hoach Vuon Lén Clia Ban

Ebook mién phi tai : www.Sachvui.Com

Muc tiéu ban dang huéng dén — Khai quat vé cudc hanh trinh cta ban

Tri ndo con ngudi 1a mét thi ky la. N6 ¢6 kha nang hiéu dugc nhiing
khai niém phtc tap va khé hiéu mot cach dang kinh ngac, nhung doéi khi lai
khong nhan ra nhiing diéu don gian va hién nhién. Sau day la mot vai vi du
c6 that minh hoa cho diéu do.

Kem dugc phat minh tlii nam 2000 trudc Cong Nguyén nhung dén 3.900
ndm sau mé&i c6 ngudi ché ra banh 6c qué dé€ dn véi kem. Thit da c6 mét trén
trai dat trudc khi loai ngudi xudt hién. Nguoi ta nuéng banh mi tii nam 2.600
trugc Cong Nguyén. Nhung phai mat dén 4.300 nam sau con ngudi mdi biét
két hgp ching lai d€ lam thanh mén banh mi kep thit. Bon cau xa nudc hién
dai dugc phat minh vao nam 1775, nhung trudc ndm 1857, khong ai nghi ra
gidy v¢é sinh.

Mot khi nhiing két hgp 4y dugc hinh thanh, ching qua that qua hién
nhién. Qua r6 rang. Khong thé tin dugc 1a ching ta da khong nghi ra ching
sém hon. Trong ddi sdng, va dac biét la trong linh vuc kinh doanh, cé vo6 s6
nhiing moi lién hé ranh ranh nhu vay nhung khong ai nhin thdy. Nhiing giai
phap don gian ma hiéu qua gitp tang thém thu nhap, quyén luc, tam anh
hudng va thanh céng ctia ban lu6n san c6 chung quanh. Van dé la ban chua
phat hién ra né ma thoi. T6i sé chi cho ban cach nhan biét moi tuong quan
gitia thu nhap va muc d¢ thanh cong dang ton tai quanh ban. Téi sé€ huéng
dan ban nhiing chién lugc da dugc ching minh hiéu qua va nhiing vi du cu
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thé trong viéc vin dung nhiing chién lugc 4y, nhd d6 ban cé dugc thu nhip
cao hon, dugc ngudng mo hon, c6 nhiéu quyén luc hon va thanh cong hon.
Khi dy, cu¢c séng ctia ban sé khong con nhu trudc nia.

Phan 16n ndi dung quyén sach nay tap trung vao nhiing chién lugc gitp
ban cai thién cong viéc va hoat dong kinh doanh. Tuy nhién, nhiing chién
lugc nay con ap dung dugc trong bat ky linh vic nao khac trong cudc song,
khi ban can thuyét phuc ngudi khac chap nhan goc nhin hodc y kién ctia
minh. Nhiing chién lugc ay con giap ban tré thanh moét nha lanh dao, mot
nguoi dugc ton trong va c¢6 tam anh hudng. N sé chi cho ban cach dat dugc
nhiing diéu minh muén bang nhiing phuong phap ding dan va trung thuc.

Trong quyén sach nay, tdi cling trich dan hang trdm vi du cu thé cta
nhting nhan vat da van dung thanh cong cac chién lugc nay vao hoat dong
kinh doanh va sy nghiép. Ciing c6 nhiéu vi du khong lién quan dén linh vuc
kinh doanh dé€ ban nhan ra rang hoan toan c6 thé ting dung chiing trong moi
linh vuc cudc séng. Ban dang chudn bi budc vao mot chuyén hanh trinh
tuyét diéu. Ban sap nhan ra minh dang nam giti nhiing nguon luc chua dugc
kham pha, nhiing co hoi chua dugc dung dén va nhiing tiém ning bi bd 16
vOn cé thé tao nén thanh cong ruc ré cho ban. Va ban sé ngac nhién khi biét
moi thi don gian dén muc nao. Chuyén kho tin u? Khong hé. Pon ci moét
viéc nghe c6 vé vO cuing phtic tap lién quan dén bai toan gia tang thu nhap va
toi sé chi cho ban thdy cach giai quyét né don gian dén thé nao. ba bao gic
ban ty hoi cd bao nhiéu cach phat trién doanh nghiép chua? 100, 200 hay 500
cach? Ban sé gan nhu phat hoéng vi khong biét phai bat dau tu dau.

Tin t6t lanh cho ban day - chi c6 ba cach thoi:

1. Gia tang s6 lugng khach hang.

2. Gia tang doanh s6 binh quin ctia m6i khach hang.

3. Gia tdng s6 lan giao dich ti€p theo ctia khach hang.

Chi cd ba cach d6 thoi. R rang la ban dé cdm thdy ndn long hon nhiéu
khi chi cin tap trung vao ba diém chinh. Va trén thuc té, d6 la chuyén dé
dang. Hay lay mot vi du don gian.

o Tinh xem s6 lugng khach hang ctia ban la bao nhiéu.
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o Tinh ra so tién trung binh ho chi tra cho méi lan giao dich/
mua ban.
o Xac dinh s6 lan ho giao dich trong mét nam.

Gia st ban ¢6 1.000 khach hang. Gia tri trung binh ctia moi giao dich la
100 d6. Méi khach hang giao dich 2 1an mét ndm. Cach tinh:

SO lugng Gia tri giao dich S6 1an giao dich Tong doanh thu khach hang
cua moi khach hang méi nam

1.000 x 100 d6 x 2 = 200.000 do
Hay xem diéu gi xdy ra néu chung ta tdng cac con s6 nay lén 10%:

S6 lugng Gia tri giao dich S6 14n giao dich Téng doanh thu khach hang
cua moi khach hang méi ndm

1.100 x 110 d6 x 2,2 = 266.200 do

Chi can thém khoang 10% vao phép tinh va doanh thu ctia ban da ting
lén 33,1%. Trudng hgp tang thém 25% vao phép tinh thi doanh thu ctia ban
sé tang lén gan gdp doi, tuc la 390.625 d6. Rat don gidn. Nhung két qua cé
thé khic hin. Tap trung vao cong thic don gian nay chi la mot phuong phap
nhd ma ai ciing lam dugc dé ting thu nhép va phat trién doanh nghiép &
muc 100%, 200% hoac hon niia.

Ta hay cung xem xét cu thé hon. Hay xem mot s6 vi du sau d€ thdy cac
doanh nghiép khac nhau da thay déi nhiing con s6 trong ba hang muc mang
tinh s6ng con ay ra sao.

Lam Thé Nao D€ Gia Tang Lugng Khach Hang

T6i c6 mét khach hang dang dau d4u vi doanh thu “gidm chén tai chd”
trong mot thoi gian dai. Ban diing quan tdm ho ban mdt hang gi. Cu gia st
dé la san phdm hodc dich vu cia ban. Doanh nghiép nay cé chinh sich chia
10% hoa hong trén lgi nhuan cho nhén vién kinh doanh. Cu thé, néu ho 16i
1.000 do6 tu mdt thuong vu, nhan vién kinh doanh dé dugc nhan 100 do va
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cong ty c6 900 do.
T6i bao ho tinh toan:

o Loi nhuén trung binh ma mét khach hang méi dem lai trong madi giao
dich.

o S0 14n khach hang d6 quay lai mua hang mdi nam.
o Binh quén méi khach hang giao dich véi cong ty trong bao nhiéu nam.

Két qua la binh quan moét giao dich mdi mang lai 200 do lgi nhuan.
Trong do, 20 d6 la hoa hong cho nhan vién kinh doanh, 180 d6 thudc vé
cong ty. Trung binh, mot khach hang giao dich 5 lan m¢t nam trong vong 3
ndm. Nhu viy, v€ cd ban, mdi lan cong ty c6 thém mot khach hang méi, ho
sé c6 thém khodn lgi nhuan tich lay la 3.000 do.

Giai phdp cta t6i la: thay vi chi cho nhén vién kinh doanh 10% lgi nhuan
cho lan giao dich dau tién ctia khach hang méi ma ho tim dugc, thi doanh
nghiép sé danh 100% lgi nhuan tii 1an giao dich dau tién 4y cho nhan vién
kinh doanh. Nghe thé, vi lanh dao cong ty ngay lap tic dap tra: “Anh dién
rdi!” To6i cudi nhe nhang va giai thich rang mién la nhén vién kinh doanh
ti€p tuc duy tri doanh s6 trong qua khu hodc cao hon ti nhiing khach hang
hién tai, cong ty nén thudng cho ho 100% lgi nhuan ti thuong vu dau tién
cta moi khach hang md&i ma ho mang vé. Két qua 1a ho sé c6 dong luc tim
khach hang méi gdp mudi lan. Va moi khi nhén vién kinh doanh mang vé
mot khach hang méi, ho kiém thém dugc 200 do con cong ty dugc thém
2.800 d6. Doanh nghiép da ap dung ké hoach nay va doanh s6 ban tang gap
ba lan trong vong chin thang... va ho xin 16i vi da bao t6i dién.

Lam Thé Nao b€ Khach Hang

Chi Nhiéu Tién Hon Cho Mot Lan Mua Sam

General Motors, Honda, Ford va nhiéu hang khac ban cho ban mot
chiéc xe hoi mdi véi gia 24.995 d6. Nhung c6 phai la ban chi chi ra s6 tién
dung gia niém yét thoi khong? Hay ban con mua thém vai mén phu tung

nhu radio, may diéu hoa, hé thong an ninh, mui chéng nang, hodc dich vu
bao hanh va tai chinh kém theo? Du da dinh can kiém khi di én nha hang
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nhung chung ta van bdi chi khi ngudi boi ban chao mai danh sach rugu
vang, va sau dé la mdt khay do6 an trang miéng quyén ri chét ngudi.

Lam Thé Nao D€ Gia Tang
S6 Lan Giao Dich Ctia M6i Khach Hang

Céc nha moi gidi chiing khoan danh riéng nhiing ¢8 phiéu phat hanh
lan dau (IPO) cho mot s6 khach hang nhat dinh. Cac ctia hang thoi trang,
trung tam dau gid, ctia hiéu kim hoan va nhiéu dich vy khac danh mét s6 uu
dai ddc biét nham dén doi tugng khach hang uu tién. Cac hang hang khong
tang cho khach hang thudng xuyén s6 ddm bay. Miles Laboratories xuét ban
mot quyén sach nho hudéng dan cach ndu an, trong dé viét vé nhiing cong
thtic ché bién dung gia vi cay, va phat mién phi. Tai sao viy? Bdi ho chinh la
nha san xudt thudc diéu hoa hé tiéu hoa hiéu Alka-Seltzer. Day khong phai la
nhiing cau chuyén phat trién kinh doanh ngau nhién, khong lién quan mang
ra ké cho vui. Moi truong hop dai dién cho mot phuong phap hoac ly thuyét
dé gia ting doanh thu da dugc ghi nhan va tinh toan ky luéng. Va ban sap
dugc hoc vé tat ca nhiing diéu do.

Nhung T6i Khong Lam Kinh Doanh Va Ciing Khong Cé Khach Hang

Co6 thé ban sé ban khoén, cong viéc clia ban khong lién quan gi dén
khach hang va bu6n béan, ban lam viéc & phong ké toan/phong nhén su/t6
kiém soat chat lugng/ban quan ly thong tin hodc khau san xuat. Hay nghi lai
ma xem. Thuc t€ la tat cd chung ta déu dang lam cong viéc kinh doanh. Du
ban hoat dong trong linh vuc nao, chdc chan ban c6 khach hang va ban cin
phai ban dugc hang.

Nhiing khach hang d6 thudng dugc goi la khach hang néi bo. Khach
hang ndi bo cé thé 1a vi trudng phong ma ban cin thuyét phuc vé ké hoach,
dé xuat, dé nghi thang chtc, quan diém, gia tri ctia ban va ca viéc xem xét
tang luong cho ban ntia. Khach hang c6 thé la nhan vién cip dudi ma ban
can “chao mai” sao cho ho quyét dinh danh cho ban su cdng hién t6t nhat,
tan tam nhat va chu ddo nhat. Khach hang con la nhiing nhan vién 6 phong
ban khéc, nhiing nguoi cé thé gitp dé ban trong linh vic chuyén moén ban
dang phu trach. Hoac khach hang c6 thé la nha phan phoi, cac cong ty khac
nganh hodc nhiing doanh nghié¢p ban dinh xin vao lam trong tuong lai.
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Khi ban doc dén cum tli kinh doanh hang héa hoac dich vy, dung giéi
han suy nghi ctia minh trong khuén khé nhting hang hoa va dich vu ma
doanh nghiép ctia ban dang kinh doanh, ma hay bao ham ca y niém vé mot
loai hinh hang hoéa, dich vu riéng biét va v hinh khac

— chinh la ban thin ban diy. Va ban phai hiéu rang minh cin chao ban
ban thin va cac y tudng ctia minh d€ muu ciu thing tién trong su nghiép, dé
dugc né trong hon, gat hai thém thanh cong, mé rong tdm anh hudng va gia
tang thu nhap.

Nhiing chién lugc nay khong chi dugc 4p dung trong linh vuic kinh
doanh truyén thong ma no6 con cé tac dung giup ban thanh cong hon trong
doi sdng ca nhéan. Vi dy, néu ban 1a mot gido vién dang ra stc thuyét phuc
nha truong chap thudn dé€ xuat hodc ké hoach ctia minh, ban hoan toan cé
thé st dung nhiing chién lugc nay. Néu ban lam viéc trong nhiing t6 chtic tu
thién, doan thé, hodc cung ting dich vy, ban sé can thuyét phuc nguoi khac
tin rang nhiing cach ti€p can, chuong trinh hodc giai phap cta ban la ding
dan va nén dung. Ban sé tao dung dugc su tu tin bang cach nam bat nhiing
cach thtic hay nhat, hiéu qua nhit lam cho ngudi khac xu6i theo su dan dat
cua ban.

Daéy la nhiing chién lugc dugc tao ra d€ giup ban vuot troi hon doéi thu,
du ban dang canh tranh trong linh vuc nao chang niia. Néu ban lam viéc
trong mot tap doan, thi doi tht canh tranh ctia cong ty ban 1a moét tdp doan
khac. Dong thai, ban con vap phai su canh tranh ca nhan - bat ky ai trong
cong ty dang chay dua véi ban cho lan thing chiic quan trong sap dén. Hodc
ti mot Ung cu vién viia nop ho so xin vao vi tri ban dang lam.

bugc Cong Nhan, Dugc Ton Trong & Cé Vin Phong Lam Viéc Rong
Rai Hon

Viéc thanh thao va ap dung nhiing chién lugc ban sap tim hi€u & nhiing
trang sau sé mang lai doanh thu cao hon cho doanh nghiép ctia ban, va ban
than ban cling thanh cdng hon, ¢é thu nhap cao hon. Ngoai ra, van con rat
nhiéu phan thuéng khac chd dgi ban trong suot cuoc hanh trinh. Hay y thtc
vé mot thuc té kho khan: dé 1a cap trén ctia ban (cac sép, ban quéan ly va lanh
dao doanh nghiép) khong mong gi hon ngoai nhiing gidi phap cho van dé
trong cong viéc. Nhiing giai phap gitp ho thanh dat hon trong mat ctia
nguoi khac va dat dugc nhiing muc tiéu dé ra. Ho muén nhiing nhén vién
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biét dua ra giai phap. Nhiing chién lugc trong quyén sach nay sé cung cap
cho ban nhiing giai phap do va bién ban thanh chuyén gia thao g& van dé.
Cac nha tuyén dung san sang lam moi thu dé c6 dugc ngudi nhén vién biét
cich gidi quyét van dé. Y tudng hay 13 y tudng hay, khong can biét né dén ti
dau. Va khi ban 13 ngudi néu ra y tudng do, ban sé dugc trong thudng, cé thé
khong phai la sy gia tang dot bién trong thu nhdp ma la ban dugc tin nhiém
hon, ton trong hon, cé stic anh huéng 16n hon trong cong ty, chiic vu cao
hon, hodc cé thé1a phong lam viéc rong rai hon. T4t ca nhiing diéu dé roi
ciing sé mang lai cho ban thu nhap doi dao hon.

Nhiing Giai Phap Toan Cau

C6 thit la nhiing gidi phép va nguyén tic nay c6 thé ap dung cho moi
nganh nghé kinh doanh, moi d6i tugng va moi truéng hop khong? Hoan
toan chinh xac. D€ t6i ké ban nghe vé hai ngudi lam cing mét nghé, nhung
chi c6 mot ngudi phat hién ra cach phat huy téi da tai nang cia minh. Mot vi
du cd that nhung hoi cuc doan:

C6 hai ngudi dan 6ng bi cuép khdong ché. May thay khong ai bi thuong,
Tén cudp thi nhit lay chiéc vi ctia nan nhan va toan bd 85 do tién mat. Tén
cudp thi hai c6 cach kiém tién khac: han lay chiéc vi va 70 d6 clia nan nhan
con lai, cong thém déng ho deo tay va chiéc nhan ky niém ctia Dai hoc
Princeton ma anh ta dang deo. Chiéc nhan va dong ho thudc loai ré tién,
dem bén cling chang dugc bao nhiéu. Binh thudng thi cAu chuyén c6 thé két
thuc & day.

Nhung hai ngay sau, nan nhan tha hai dang trén dudng di lam thi nghe
ai d6 goi tén minh. Anh ta quay lai va nhan ra tén cuGp da tran 1ot minh, hin
tuoi cudi va khong c6 vé gi de doa. Tén cudp thu hai hoi ngudi dan 6ng cé
mudn ldy lai d6ng hod va chiéc nhan ky niém cta Dai hoc Princeton khong.
Vinhting mén do nay co gia tri tinh than rat 16n doi v6i anh, nén anh dong
y. Tén cudp ra gid 500 d6. Nhung ngudi dan 6ng chi mang trong ngudi 90
do. Tén cudp dong y ldy 90 d6 nhung thay vi dua lai cho anh ta dong ho va
chiéc nhan, han trao cho ngudi dan 6ng bién nhén ctia mot ctia hiéu cam do.
Sau d6, ngudi dan 6ng dén hiéu cam do6 va trd 80 d6 d€ chudc lai dong hoé va
chiéc nhan cia minh. Tinh ra, tén cudp thi nhéit kiém dugc 85 do tién mat.
Tén cudp thu hai, bang cach van dung mét vai chién lugc gia ting thu nhap
nho nho va kham pha ra nhiing tai san, co hoi va kha nang tiém 4n, da kiém
dugc ngay 70 do, cAm dong ho va chiéc nhan dugc 60 do, thém 90 do khi ban
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lai bién nhan cdm do6 cho ban tdi. Téng cong han bo tai 220 do.

DPung thé, nhiing chién lugc tang thu nhap ma ban sap biét dén ai cling
c6 thé dung, trong moi linh vuc. Tén cudp thi hai chua bao gid la khach
hang can tu vin & cho toi. Va t6i cling khong khuyén khich bat ky ai di vao
con dudng giong han. Nhung néu ban lam cudp, chi it ban ciing biét lam sao
cho cé loi nhat.

Tranh Nhiing Bai Hoc Dat Gia

Nhiing triét ly trong quyén sach nay gitp ban tranh dugc nhiing bai hoc
dat gia trong hau hét nhiing viéc ban lam. Nho vay ma ban tiét kiém dugc
thoi gian va tién bac. N6 gitp ban bo xa moi doi thua trudce khi ho kip nhan ra
nhting gi ban lam. Gan nhu né ddm bédo sé mang lai cho ban thanh cong ruc
16 hon ciing nhu lgi nhudn sé ting thém bdi phan trong tling nudc ¢S gay
dung doanh nghiép ma ban thuc hién. T6i dang no6i dén viéc ap dung nhiing
vi du thuc tién da mang lai thanh cong trong cac nganh cong nghiép khac
vao doanh nghiép cua ban.

Phan 16n nhiing ngudi toi gdp déu da cong hién gan nhu ca doi ho cho
mot doanh nghiép hodc mot linh vuc quan trong nao d6. Cé thé ban ciing da
va dang giong nhu vay. Nhung khi ban danh ca doi lam viéc chi trong mot
nganh nghé nao do, tit ca nhiing gi ban ndm dugc chi la nhiing kinh nghiém
thanh cong pho bién trong linh vuc dé thoi. Ban chi biét phuong thiic chiéu
thi, kinh doanh, quang cao hodc khuyén mai ctia nhiing ngudi trong nganh.
Va hau nhu tit cd bon ho déu ap dung cach thic tim hiéu thi truong, kinh
doanh, quang cao va thuyét phuc khach hang giong nhau. Nhiing nha san
xudt cong nghiép cht yéu st dung luc lugng kinh doanh & tling khu vuc.
Doanh nghiép ban 1€ tap trung dang quang cdo trén bao chi va danh ba
Nhiing Trang Vang. Giéi kinh doanh chiing khodn hau nhu thyc hién moi
giao dich lam dn qua dién thoai. Bac si, nha si va ludt su gan nhu 1¢ thudc
hoan toan vao viéc gi6i thiéu qua lai. Va con nhiéu, nhiéu nhiéu nia.

Khi ban ty han ché doanh nghiép bang viéc chi lam theo cdch ma moi
d6i thu canh tranh khac van lam, cling 1am ban ciing chi kiém dugc mot
khoan 1gi nhuin khiém t6n. Trudng hgp x4u nhat, ban thua 16 nhu choi.
Bang cach gitp ban nghién ctu va xac dinh nhiing nguyén tic co ban dan
dén thanh cong trong hang tram nganh nghé khac nhau, ban c6 thé chon ra
mot phuong phép ti€p can manh mé nhat, hiéu qua nhat, tién tién nhat dé ap
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dung vao linh vuc ctia minh. M6t phuong phap xua nhu trai dat trong linh
vuc nay biét dau lai c6 stc cong pha clia mot qua bom nguyén ti trong mot
linh vuc khac khong hé lién quan.

T6i sé chi cho ban cach ap dung linh hoat nhiing nguyén tac d6 vao tling
truong hop cu thé. Va vi ban c6 thé sé la mot trong s6 it, hodc 1a ngudi duy
nhat trong nganh biét van dung nhiing chién lugc dot pha nay, két qua ban
dat dugc sé gia tang ngay 1ap ttic. Va chi can ban nd luc mot chut, ban sé c6
thé€ tao ra nhiing loi thé to 16n cho doanh nghiép, su nghiép va cudc song cta
ban, va bé moi doi tha khac lai phia sau.

Nhiing Chién Lugc D6 Tt Dau Cé?

Sau day la mdt vai vi du vé nhiing ca nhan, t6 chtic da ing dung chién
lugc cha cac linh vuc khac.

Federal Express ap dung phuong phap xt ly ngan phiéu qua dém trong
nganh ngin hang vao cong tac van chuyén buu kién qua dém ctia ho. Ngin
hang gui tat ca ngan phiéu dén moét bo phan xt ly trung tam roi phan phoi vé
cac chi nhanh tuong ting. FedEx da ting dung mo6 hinh trung tam - phan
nhanh nay nhu sau: moi buu kién déu chuyén vé dia diém tap két (thanh pho
Memphis, bang Tennessee) sau dd toa vé dia chi ngudi nhan.

Mot ngudi dan 6ng tén George Thomas da day cong nghién ciiu mot
phuong phép hiéu qua nhat dé boi chit khit mui 1én co thé. Ong da phai
nhiéu lan that vong vi khong tim ra giai phap kha di cho dén khi phat hién ra
rang minh dang nam céu tra 16i. George da lay y tuéng dau but bi va tao ra
chai khtt mui dang lan.

Dave Liniger, nha sang lap cong ty kinh doanh bat dong san RE/ MAX,
da nang mic doanh thu 1én 1 ti d6 bang cach ap dung giai phap 100%, ttic la
dé cho nhan vién kinh doanh giti 100% tién hoa hong va chi thu mét khoan
phi c6 dinh hang thang cho cdc trang thié€t bi van phong. Céac dai dién kinh
doanh ctia 6ng hudng lgi rat nhi€u ti chinh sach nay va hi€ém c6 ngudéi bo
viéc. Chuyén ké rang mot ngay no, Dave t6i tiém cat tdc nhd quen thudc ctia
minh. Chu tiém than thé rang d€ giti chan thg cat toc gidi sao ma khoé qua.
Ho cti bo ra ngoai maé tiém riéng. Dave chia sé cdch ma cong ty ng gili chan
nguoi tai bang giai phap 100%. Chu tiém lich su git dau. Lan sau khi Dave
tGi cat tdc va chudn bi moc vi ra tra tién thi cha tiém ngén lai va néi: “Toi cat
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mién phi cho dng. T6i da lam theo 16i khuyén ctia 6ng va bay gio day la tiém
cat toc giai phap 100%.” Mot cau hoi chua c6 16i dap trong chuyén nay la:
Dave Liniger 1dy dau ra y tudng giai phap 100%? Ong tu nghi ra, hay ldy y
tuong do ti mot linh vuc kinh doanh khac, mot tiém cat téc trude diy ong
tling dén, chdng han?

Nhiing Diéu Ban Sap Hoc Dugc

Nhiing chién lugc gia tang thu nhap cu thé ban sap hoc dugc chia lam
hai phan chinh.

Phan thu nhat: Lam Thé Nao D€ Phat Huy T6i Da Nhiing Gi Ban Cé.
Phan nay sé chi cho ban cach tdn dung t6i da tit ca nhiing gi ban c6 san
trong tay. Ban sé tap trung xem xét nhting rao can chinh ngén tré viéc ngusi
khac hgp tac kinh doanh véi ban, va ban dang v6 y tu han ché thanh qua lan
thu nhap cia minh nhu thé nao. Ban sé hoc dugc nhiing chién lugc d€ pha
vG nhiing rao can dd. Ban sé c6 thé ap dung nhiing chién lugc nay vao hoan
canh hién tai cia minh va bat dau gdt hai thanh cong, nang cao thu nhap.
Chung mang lai hiéu qua gan nhu ngay lap ttc va sé tiép tuc phat huy du ban
dang phat trién & mtc nao ching nia.

Mot khi ban da hiéu dugc nhiing chién lugc 4y, ban sé san sang két hop
chung vé6i phan hai trong chién lugc nang cao thu nhap va thanh céng: Lam
Thé Nao bé Mtic T6i Pa Tang Thém Gap Boi. Ban sé ap dung nhiing chién
lugc trong phan nay vao su nghiép hodc doanh nghiép ctia minh dé tao ra
nhiéu nguon thu nhap da dang.

Viéc phu thudc vao bat ky mot cach ti€p cdn don 1é nao déi véi tat ca
khach hang méi va khach hang hién tai chinh 1a thdm hoa tiém 4n dang chuc
cho xdy ra. Hay xem hinh anh so sainh don gian sau: néu ban dang cau cé va
chi c6 mot can cau duy nhat, ban chi c6 thé cdu dugc mdt so lugng ca it 6i.
Nhung néu ban dung 10 cin cau mac 10 loai moéi khac nhau cing mét luc,
kha nang cau dugc ca cua ban sé tang lén dang ké. Cac khach hang tiém nang
nhat dugc ti€p cdn thong qua nhiéu hudng tac dong da dang, khién ho di tu
ch6 to mo dén cho yéu thich va cudi cung la hanh dong. Néu ban xdm nhép
thi truong tli nhiéu phia, trong khi doi thu cua ban khong biét cach lam
tuong ty, ban sé cd tit ca nhiing lgi thé dé€ gat hai thanh cong va gia tang thu
nhdp. Nhiing cong cu tang thém thu nhap nay sé chi cho ban cach xay dung
hé thong thu hat khach hang méi va mé rong giao dich v6i khach hang ca tu
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nhiéu goéc do.
1+1=2.Nhung,1+1+1=10

Ban c6 thé€ ap dung nhiéu chién lugc va y tudng trong quyén sach nay
mot cach riéng 1é va ty chung sé mang lai nhiing két qua dang ké. Nhung dé
sé 1a mot sai lam khting khiép. Bégi chi can két hgp mot s6 chién lugc nay véi
nhau, chua né6i dén chuyén két hgp tat ca, sé mang lai nhiing thanh qua con
to 16n hon gép nhiéu lan. Stic manh tong thé sé 16n hon mot vai phan gop lai.
Nhiéu chién lugc trong quyén sach nay sé dugc dién giai trong nhiéu
chuong. Mot vai chién lugc cd lién hé véi nhau va khi két hgp lai, chung
khong chi don thuan gia tang thém hiéu qua cho nhau ma con nang thanh
qua ctia ban 1én theo cap s6 nhan. Vi vay t6i sé ndi s qua mot s6 chién lugc
dé ban khong xem chung nhu tting phan riéng 1é, ma 1a nhiing phén ti cta
mot tap hop c6 stic manh hon nhiéu.

Cach Ban Suy Nghi

Chéng c6 ai thong minh gip trim 1an nhiing ngudi con lai. Ngay nay, it
c6 cong ty nao that su s& hitu nhiing uu thé ky thuét so véi doi tha, va cling
chdng may ai that sy c6 dugc nhiing chién lugc hon ngudi vé mat san xudt,
mang luéi phan phoéi hoac luc lugng lao dong. Vay tai sao c6 nhiing con
ngudi cuc ky thanh dat, git hdi dugc thanh cong hon han ngudi khic? Trong
chuong 4, ban sé thdy rang ho cd ky nang tu duy chién lugc t6t hon. Ho tiép
can moi ngudi bang phuong phap hoan toan khéc va hiéu qua hon hén so
v6i nhiing gi nguoi khac thudng lam. Va thuong thi nhiing chién lugc ay
vugt qua kha nang hiéu biét cia ngudi khac. Nhung ban thi sap dugc tim
hiéu & day.

Khach hang la nguéi nhan dugc sy bao vé ctia ban. Biéu dé cd nghia la
gi? Ban khong ban cho ho mot san pham hoac dich vu d€ cé dugc muc lgi
nhudn to 16n trong mdt 1an duy nhat. Ban phai hi€u va ton trong tuyét doi
nhiing gi khach hang can khi giao dich véi ban - ngay cé khi ho khong néu
ra dugc két qua mong dgi d6 mot cach chinh xac. Mot khi ban tim ra két qua
sau cung ho can, ban dua ho dén két qua dé - thé 1a ban tré thanh nguoi co
van dang tin cdy, ngudi bao vé ho. Va ho ¢ ly do d€ 1am khéch hang ctia ban
sudt doi.

Chéng han, mdt ngudi dan dng dén ctia hang dung cu co khi d€ mua
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may khoan nhung c6t 16i anh ta khong can cai khoan - diéu anh ta can la
nhiing cdi 16. Anh ta cAn duc 16 vi nhiéu ly do, chdng han nhu d€ phuc vu
cong viéc, d€ trang tri, stia chtia hoac lap rap mot cai gi d6. Anh ta c6 thé
nghi rang minh muén mot cai khoan. Nhung trach nhiém ctia ban la tim ra
dugc sy that dang sau diéu dé va nhu cau c6t 16i cua anh ta la gi. Trach
nhiém, dong thai ciing 1a co hoi ctia ban khong chi nam & choé ban cho anh
ta mdt cai khoan. Ban phai tim ra cach théa man dugc nhiing nhu ciu vé
cong viéc, trang tri, stia chiia hay lap rdp cua anh ta va ddm bao rang cai
khoan anh ta mua ctia ban sé giai quyét dugc diéu do6 va khoan thanh nhting
cai 16 dung y anh ta. Hodc, c6 th€ anh ta nghi rang minh muén khoan 16,
nhung khi biét dugc anh ta mu6n dong vai cay sat vao 16, ban nhan ra rang
dung dinh vit sé chac hon. Va ban ban cho anh ta vai cay dinh vit. Vay la ban
gidi quyét nhu cau ctia anh ta mdt cach rét rao.

Ban ciing sé tré thanh mot c6 van dang tin cdy va dong thaoi la mot
nguoi ban ctia khach hang. Va ban nén xem khach hang ctia minh nhu
nhiing ngudi ban than thuong va dang quy. Khdi niém xem khach hang nhu
mot nguoi ban gia tri sé xudt hién thudng xuyén trong quyén sach nay va
nham muc dich t6t — d6 chinh 1a ban chat ctia Chién Lugc Ctia Su Uu Viét
va la y€u t6 song con ctia mot moi quan hé lau dai, xing dang va co 1gi cho
ca ban lan khach hang. Ban sé nhan ra nhiing gia tri ma minh mang lai cho
khach hang ciing nhu tit ca nhiing ai giao dich véi ban thét sy sdu sac, y
nghia va hitu ich hon nhiing gi ban tudéng.

Ngan hang Hoang Gia Scotland phat hanh hai loai thé tin dung c6 d6
bao mat cao danh riéng cho nhiing khach hang thich thai trang khéc giéi -
mot thé in hinh ho an médc nhu dan 6ng, thé con lai trong trang phuc cua
phu nti. Ngudi phat ngdn ctia ngan hang giai thich: “Néu bat ky khach hang
c6 xu huéng an mac khac giéi nao di mua sam trong trang phuc phu nt, thi
tam thé tin dung thi hai sé tranh cho ho cam giac boi roi hodc kho khan khi
thanh toan bang thé.”

Mot khi ban biét cach quan tam dén nhiing ai ban c6 lién hé cong viéc,
chung ta sé bat tay vao viéc gia ting thu nhap va thanh céng cho ban.

Ban La M¢t Va Duy Nhat

Trong chuong 6, ban sé biét dugc tai sao khach hang mua hang cua ban
thay vi ctia do6i tha canh tranh.
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Néu ban khong biét ly do nay, ttic 1a ban roi vao moét trong hai trudng
hop sau. Hodc (a) ban mang lai cho khach hang mot s6 1gi thé hodc tién ich
ddc biét it noi nao ¢, nhung chua bao git¢ ban xac dinh dugc ching la gi,
hodc (b) ban khong cé diéu gi dac biét d€ thu hut khéch hang cé, chila ban
qua may man nén doanh nghiép ctia ban ty nhién git vi tri dan dau. Trong
ca hai trudng hgp, khong c6 gi chac chan rang ban sé duy tri dugc thanh tich
dang cd. Chi can doi tha canh tranh chao mai khach hang ctia ban mot thu
gi d6 ndi troi hon, ho cé thé nang tay trén khach hang dé ti ban.

Ban chat ctia chién thudt Loi Thé Ban Hang Doc Nhat (Unique Selling
Proposition — USP) la nham lam cho khach hang tiém nang va khach hang
hién tai tin rang ban, hay doanh nghiép ctia ban, dang mang lai cho ho
nhting 1gi ich va vu thé ddc biét ma khong mot doi thu nao sanh dugc. Ban
phai xac dinh dugc nhiing 1gi ich va uvu thé vugt tréi nhat ma ban mang dén
cho nhiing khach hang hién tai hoac tuong lai cia minh, sao cho ho chi c6
mot cach duy nhat la chon ban hodc doanh nghiép ctia ban ma théi.

Va day la cach dé ban 1am dugc diéu do. Ban xac dinh nhiing lgi ich
hodc két qua ma khach hang mong muén nhat. Khong nhat thiét phai thay
d6i san phdm hay dich vy ctia minh, ma hay dinh vi san ph4m hay dich vu
nay nhu la mot loi ich dac tht ma khong khach hang nao c6 dugc tii doi tha.
Vaban khong 4m tham lam diéu d6. Ban thé hién rang minh dang danh cho
khach hang nhiing 1gi ich va uu thé doc dao dé qua tling 16i ndi va hanh
dong. Nhu thé, rd rang ban budc ho nhin nhan, danh gia cao va mong muén
c6 dugc nhiing lgi ich do.

Khi Avis c6 gang tim ki€ém mot gidi phép tiép thi dé€ tao ra 1gi thé canh
tranh trén thi truong, ho cdn moét 1gi diém ban hang ddc nhit va that hiéu
qua. Xét cho cuing, Hertz van di truéc ho vé quy mo6 doanh nghiép va thi
phan. Avis da lam nhu thé nao? Ho nghi ra lgi thé ban hang ddc nhat,
“Chung t6i dung thu hai. Chung t6i luén n6 luc nhiéu hon.” Ho duy tri dich
vu thué xe hoi tuong tu Hertz, nhung ho dinh vi minh nhu mot doanh
nghiép san sang lam viéc cAn man hon, cung cip dich vu tét hon véi gia ca
phai chang hon. Va ho dat dugc nhiing budc tién than ky nho vao USP dé.

Federal Express da tao ra mot USP, trong d6 néi r6: “Dam bao giao hang
trong mot dém”. Khi FedEx bat dau st dung USP nay, cac cong ty van tai
khac khong cung cdp dich vu vin chuyén hang héa qua dém. Ho tham chi
khong bao dam khi nao buu kién sé dén noi. FedEx mang lai cho khach hang
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mot 1gi ich hoan toan khac - buu kién ho gtii sé dugc giao tan nha nguoi
nhan trudc 10g30 sang hom sau. Bdo dam tuyét doi. Cham hét.

Dennis Rodman chai cho giai Bong R6 Chuyén Nghiép My (National
Basketball Assocication - NBA) trong mdt vai nam, thi dau rat tich cuc va c6
chi s6 gianh quyén kiém soat bong kha 4n tugng. Nhung anh ta khong néi
tiéng 1am va néu c6 cling chi nhan dugc rat it hgp dong tai trg. Roi anh ta tu
tao cho minh mot USP - t6c nhuom nhiéu mau sic s& va xam tré day minh.
Nh¢ dé anh ta ndi nhu con va kiém dugc rat nhiéu hgp dong dai dién quang
cdo san pham. Mot khi ban da c6 dugc Lgi Thé Ban Hang Doc Nhat va nguoi
ta c6 1y do dé tim dén ban, ban sé danh cho ho diéu gi?

Khong Cé Rui Ro, Chi C6 Thanh Qua

Hai ngudi ban chudn bi mua hai san phdm hodc dich vu giéng nhau.
Mot ngudi nham dén san phdm cta Cong ty A, ngudi kia chon Cong ty B.
“T6i mua ctia Cong ty A vi néu c6 van dé gi, toi tin Cong ty A sé gidi quyét
nhanh chéng.” Ngudi kia néi, “Nhung néu anh mua ctia Cong ty B, sé khong
c6 vin dé gi xay ra cd.” Nguoi thd nhat trd 161, “U, nhung biét dau dugc, va
t6i khong mudn phai lo lang vé diéu d6.”

Chuong 7: cho ban thdy mot khi da c6 giao dich phat sinh gitia hai bén
trong moi loai hinh kinh doanh, s&€ luén c6 mot bén (v6 tinh hay httu y) budc
do6i tac phai chiu phan 16n hodc toan bo rti ro. Néu ban budc ai dé chiu toan
bo rui ro, phan ting dau tién cta ho 1a khong mua hang. Cé thé ngay luc nay
ban van chiu trach nhiém vé san phdm hay dich vu cta minh. Va néu cé bat
ky van dé gi xay ra, ban hodc doanh nghiép ctia ban sé stia chiia, thay thé
hodc hoan tién lai cho khach.

Nhung c6 1é ban cling khong may hao hiing véi triét ly nay. Trong
chuong nay, ban sé biét cach lam dugc diéu d6 bang chién lugc co tén “déo
ngugc ruiro”.

Muc tiéu cta ban la giam t6i da, néu khong muodn néi 1a toan bd, nhiing
rai ro trong giao dich cho khach hang. Khi ban loai bé hét cac méi nguy, ban
thao g6 nhiing rao can trong quyét dinh mua hang ctia khach va xéa tan

nhiing tré ngai chinh ngan can ho mdc hau bao.

Hay vui vé ndi trudc véi khach hang rang néu ho khong hai long, ban
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san sang tra lai tién, cung cap lai dich vu mién phi cho ho, hodc la bat cu diéu
gi khac d€ thé hién sy cam két hét long ctia ban vi su hai long cta ho.

Khach hang nam lgi thé trong chién lugc dao ngugc rai ro nay va hiém
khi doi hoan tién. Va phuong phép nay cting 100% cé lgi cho ban trong moi
trudng hop.

Co bao gio ban ddt mua tap chi theo thang hoac dang ky nhan ban tin
bdi vi ho danh cho ban chinh sidch cam két hoan tién 100% trong vong 30, 60
hodc 90 ngay ma khong can ly do? Hodc tham chi khong can ban phai tra
tién trudc? Do chinh la ddo ngugc rui ro.

Sau khi Orville va Wilbur Wright tré thanh nhiing ngudi dau tién thuc
hién thanh cong chuyén bay bang may bay cé dong co, ho da ap dung chién
lugc ddo ngugc rui ro khi lién hé véi nghi si qudc hdi ma ho quen biét. Ho
viét rang ho c6 mét chiéc may bay c6 thé phuc vu cho nhu cau thuc tién, c6
thé bay véi van toc cao va ha canh an toan. Ho néi, “Khong can gti trudc
cho chung t6i dong nao! Chi can ky hgp dong. Cho ching t6i biét yéu cau ky
thuat cua bo may ma cac 6ng mong muon, chung t6i sé ché tao no va trinh
dién cho cac 6ng xem. Khi moi chuyén xong xudi, cic 6ng hing tra tién.”

Ban muén thédng tién u? Hay tim gdp cap trén va dé nghi dugc lam viéc &
vi tri cao hon trong 60 dén 90 ngay véi muc luong hién tai. Ban c6 thé cam
két hodc sé khién cong ty hoan toan hai long, hodc dam bao sé dat két qua
hoac hiéu suit lam viéc cu thé nao do. Khi két thic thai gian thi thach, cong
ty sé tang luong va thang chuc cho ban hodc ban sé trd vé vi tri ct.

Véi cuong vi Chu tich tap doan Chrysler, Lee laccoca chi nhan mitic
luong 1 46 mdi ndm cOng vGi quyén mua cb phiéu cua tdp doan nhung chi
dugc chia ¢ tic khi 6ng cai thién dugc lgi nhuén sau thué ctia cong ty.

Mot khi ban mang lai nhiing co h¢i khong rai ro va moi ngudi da dong y
tham gia vao hoat dong kinh doanh véi ban r6i, thi gi l1a tot nhat va pht hop
nhat d€ ban cho ho?

Do6i Dao Hon, Tét Pep Hon Va Hanh Phic Hon

Trong chuong 8, ban sé biét dugc rang bat ct khi nao khach hang mua
hang cua ban hodc ctia cong ty ban, ban déu c6 co hoi gia tang quy mo cua
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giao dich do. Va dong co cua viéc nay la vi loi ich chung, cht khong vi tu 1gi.
Viéc nay khong chi tang thém lgi nhudn ngan han ctia ban, ma chu yéu ban
dang giup cho khach hang cé dugc tién ich va lgi thé t6i vu khi quay lai giao
dich véi ban.

Trong thai ky Dai Suy Thoai, cong ty thuc phdm Kraft c6 ging ddy ra thi
trudng loai pho-mai day dang bot gia ré, nhung khong ai them mua. D6 la
mot that bai. Trong khi tim cach thanh ly médt hang nay, moét dai dién ban
hang & St. Louis da kep chung go6i pho-mai bot vao hop nui. Va éng chao
mdi cac ctia hang tap hda mua vé d€ ban nhu cap san phdm dung chung
trong ché bién thtic an dong thaoi ddt tén nd la Kraft Dinners (Bia dn t6i hiéu
Kraft). Khi cong ty thiy stic ban ctia loai hang nay ting cao, ho dua mén dé
vao day chuyén san xuat chinh thic ctia minh.

Trach nhiém cting nhu co hdi ctia ban la gidi thiéu cho tiing khach hang
biét vé tat ca nhiing lua chon thay thé ma ho c6 thé can nhac, dong thai giap
ho nam ré muc dich khi giao dich véi ban ngay tt dau. Ngoai ra, ban ciing
can gidp ho nhén ra rang van con c6 nhiing phuong an giao dich khac sé
mang lai hiéu qua tot hon so véi nhiing gi ho du dinh ban dau.

Trong chuong nay, ban sé dugc biét nhiing khai niém goi la ban thém va
ban kém. Ban thém cé nghia 1a ban thuyét phuc, léo lai khach hang chuyén
sang mua tron bo hang héa/dich vu hodc mot san phdm thay thé cao cap
hon. No6i cach khac, ho c6 thé kha hai long véi san phdm hodc dich vu co ban
ma ho dinh mua; nhung, vi hiéu dugc muc dich st dung ctia ho do6i véi san
phdm hodc dich vu d6, ban nhén ra ring nhiing mén hang binh thuéng nhu
vay khong mang lai cho khach hang két qua ho mong mudn. Thé la ban dé
xudt mot phién ban bao quat hon, chat lugng cao hon hodc tinh t€ hon ma
ban biét chac mang lai két qua tot hon. Ho khong nhat thiét phai mua,
nhung ban c¢6 bén phén thuyét trinh cho ho thay su khac biét vé két qua ho
mong dgi va dua ra mot cai gia thiac ddy ho ning cap giao dich.

Ban kém c6 nghia la gidi thiéu cho khach hang mdt san phdm hodc dich
vu bd sung giup gia tang hiéu qua ctia giao dich ho viia thuc hién véi
ban/doanh nghiép ctia ban. Khach hang ctia ban sé rat biét on vi diéu do.
Cudc song hodc cong viéc ctia ho sé tré nén tét dep hon. Visao? Vi ho nhan
dugc két qua trén ca mong dgi. Va khi dat dugc thanh qua cao hon, ho sé vui
vé hon. B&i vdy, muc tiéu cua ban trong viéc nay, du ban ap dung chién lugc
ban thém hodc ban kém di niia, 1a luén cung cap cho khach hang nhting
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phuong an thay thé - nhiing lva chon c6 tac dung hon va vi lgi ich cao nhat
cua khach hang, cht khong phai cua ban.

Mattel thuyét phuc ban mua bup bé Barbie. Nhung moi con bup bé chi
céd moét bo trang phuc né dang mac trén ngudi thoi - it qua! Ban mua thém
quan 4o Barbie, mot chiéc xe hai Barbie va mét can nha

Barbie. Nhung Barbie van c6 don. Viy la ban mua thém bup bé Ken cho
Barbie, ban doan ra diéu gi nao? Ken cting chi c6 moi bd quén do trén nguoi.

AT&T va nhiing nha cung cap dich vu vién thong dau tién cung cip cho
ban mot dudng day dién thoai co ban. Sau dé dén dich vu ché cudc goi, hop
thu thoai, tra 16i tu dong, roi duong day thi hai cho may vi tinh, dudng day
thu ba cho hé thong bao mét, dich vu tu dong quay s6 hdi thong tin, xac dinh
danh tinh ngudi goi, dudng day thd tu cho may fax. Va bay gid ho dang
chuyén sang truyén hinh cap va cac hé thdng phan phdi thong tin dién toan.
Nhiing ga nay tai gioi that!

Chéng ai chia sting vao ddu va bat chung ta phai mua nhiing san phdm
hodc dich vu b6 trg nay. Chung ta mua vi nd mang lai nhiing két qua t6t hon
nhiing gi ta mong dgi. Phan lgi ttic ting thém nam & chinh quan diém mua
sam cua khach hang vé gid tri cia san phdm dinh kém dé. Hay tim xem c6
nhiém vu nao ma chua ai trong cong ty ban lam (hoac lam t6t) va xung
phong lanh trach nhi¢m do.

Noi thém vé sang kién nui va pho-mai bot hi¢u Kraft — chién lugc ban
thém 4y hiéu qua ra sao trong ké hoach dai han? Nghién ctiu cho thay ngay
nay chi c6 55% biia t6i trong cac gia dinh tai My c6 mot mén do ho ty lam
tai gia.

Viy la Lgi Thé Ban Hang Ddc Nhat ctia ban thu hut sy chu y ctia khach
hang, chién lugc dao ngugc rai ro thuc ddy ho méc hau bao, chién lugc ban
thém va ban kem mang lai san phdm hodc dich vu t6t nhat dé€ giai quyét van
dé ctia ho, nhung lam thé nao dé€ ban biét minh da lam hét muc c6 thé?

Tha May 1, 2, 3. Thu May

Trudc khi Henry Ford nhan bat ct ai vao mot vi tri quan trong trong

cong ty minh, 6ng sé di dn trua véi ho. Néu ting vién tiém ndang thém muoi
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vao thtic an trudc khi ném, Ford sé khong tuyén ho. Ly do? Ném mudi vao
do6 an trudc khi ném cho thay ngudi do sé thuc thi ké hoach trudce khi kiém
tra — do dd, bi loai ngay.

Chuong 9: sé chi ban cach kiém tra moi thid. Tuy don gidn nhung hiéu
qua c6 thé rat to I6n. Viéc ban phai so sainh mtc do hiéu qua ctia phuong
phap nay véi mot phuong phap khac tu 10 dén 20 14n nham chon ra cai t6i
uu cing khong cé gi bat thudng ca. Phuong phap ban hang ma ban dang
dung c6 thé chua hiéu qua lam, git hai két qua qua thip so véi nhiing gi ma
mot phuong phap hodc chién lugce khac c¢6 kha nang mang lai. T6i tiing
chiing kién ngudi ta th nghiém nhiing bién thé khac nhau ctia mdt chuong
trinh quang cdo, trang web, thu chao hang, gisi thiéu san phadm truc tuyén,
ché do bao hanh, USP va nhiing mtc gia ctia ho. Va ho dat muc tang truéng
500%, 1.000% va 2.000% chi bang cach chuyén tii phuong phap nay sang
phuong phap khac. Noi cach khac, c6 thé ban chi méi dat dugc 1/5 thanh
qua, doanh s6, thu nhap hodc 1gi nhuan ma ban c6 kha nang vuon dén véi
no luc va chi phi tuong tu hodc tham chi it hon. Ban sé tiép tuc bd 16 tiém
ndng to 16n ay cho dén khi ban bat tay vao xem xét nhiing phan hoi va mtc
do hoat dong khac nhau.

Mot cong ty c6 vé chua kiém tra ké hoach ctia minh dung mtc la nha
san xudt thudc Excedrin. Vai ndm trudc, ho tung ra mot chién dich quang
cao toan quoc dang gia hang triéu do cho nhting loai thudc tri chiing nhtic
d4u cao cdp khéc nhau va danh s6 cho ching, ching han nhu thudc tri nhtic
dau Excedrin s6 9, thuoc tri nhtic ddu Excedrin s6 23, van van,... Chién dich
nay giup thuong hiéu Excedrin dugc nhan dién manh mé va cé vé rit thanh
cong. Nhung thuc t€ doanh s6 lai gidm. Doanh nghiép sau dé nhan ra riang
moi nguoi bi thu hut béi chién dich va ho tin rang Excedrin la mét loai thuéc
giam dau xudt sac, manh hon cac loai thong thuong khac. Va néu ho bi nhtic
dau di doi, chac chan ho sé dung Excedrin. Nhung néu ho chi bi nhtic dau
nhe, Excedrin lai la loai thu6éc manh qua muc can thiét, nén ho chon mét loai
thudc giam dau liéu nhe hon nhu aspirin. Excedrin da c6 thé tiét kiém hang
triéu d6 va khong dé mat thi phin néu ho chiu lam mot viéc don gién 1a thi
nghiém.

Mot tap doan da qudc gia khac cd 1é da khong thu nghiém trudc khi
tung san ph4m ra thi trudng trén quy mo toan qudc la Coca-Cola. Ho vap
phai phan ting di ddi cta khach hang khi dinh thay thé nuéc ngot Coca-
Cola truyén thong bing Coca-Cola M&i. Mot y tudng suyt bién thanh tham
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hoa 1€ ra c6 thé dugc ngin chin mdt cach dé dang va khong tén kém bang
cach kiém tra.

Phai chang Henry Ford qua cuc doan véi chinh sach tuyén dung nhan
vién can ct vao viéc thém mudi vao thiic an trudc khi ném thu? C6 thé.
Nhung nhin lai, 6ng ta la ty phti d4u tién ctia Hoa Ky. Mt khi ban hiéu dugc
hét nhiing chién lugc nay - Chién Lugc Ctia Sy Uu Viét, xay dung USP, dao
ngugc rui ro, ban thém va ban kem, kiém tra va mot vai chién lugc khac niia
— ban c6 thé€ dé dang ap dung ching vao hé thong hoat dong kinh doanh
hién thoi ctia ban va gia tang doanh thu, thu nhap. Nhung chiing ta sé sém
budc sang phan ti€p theo - tao ra nhiing nguon thu nhap da dang. Mén lgi
16n that su la day.

Hgp Téac Vi Lgi Nhuén

Chuong 10: hé 16 cho ban cach tiép can nhiing khoan dau tu vao khach
hang tri gia hang triéu do cua cac cong ty trong suot hang chuc nam, dong
thoi thuyét phuc nhiing cong ty d6 chuyén toan bd khach hang ctia ho sang
giao dich v6&i ban hodc cong ty clia ban ma chdng t6n 1ldy mot xu.

Toi goi khai niém nay la Nhiing Mo6i Quan Hé Co Lgi. Day la mot qua
trinh don gian dya trén viéc tdn dung sy tin nhiém va nhiing moéi quan hé
bén chét san c6 gitia cac doanh nghiép véi nhiing ngudi ciing la nhém khach
hang tiém néng doéi véi san phdm va dich vu cta ban.

Duncan Hines la mot nha phé binh 4m thuc. Tac pham “Adventures in
Good Eating” (Kham Pha Moén Ngon) ctia 6ng la quyén cdm nang gidi thiéu
nhiing nha hang trén cac dai 16 & My, n6i tiéng dén mtic tén cta 6ng trd
thanh mot ti thong dung. Tiéng taim ctia Hines thu hut su chu y ctia Roy
Park, mdt doanh nhén & New York dang tim co hdi quang ba cic san phdm
phuc vu cho viéc lam banh ctia minh. Ong dé nghi Hines hop tdc va Hines
dong y. Ho cuing nhau thanh lap Tap doan Thuc phdm Hines-Park. Chua
dén ba tudn, san phdm hon hgp bot lam banh ctia ho chiém linh 48% thi
trudng bot banh Hoa Ky.

Hay xdc dinh xem trén thi truong nhiing doanh nghiép nao dang ndm
giti nhting khach hang ma ban muon huéng dén, va don vi nao c6 dugc su
tin tudng, ton trong va tin nhiém cta khach. Ho c¢6 thé dang kinh doanh
nhiing san phdm st dung trudc, dung kem hodc dung sau san pham/dich vu
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cua ban. San phdm/dich vu cta ban khong mang tinh canh tranh véi san
phadm/dich vu ctia ho, ma c6 tinh chat bé trg. Khi da xac dinh dugc dau la
nhiing doanh nghiép do, khi 4y ban da gan dén dich. Tat ca nhiing gi ban can
lam 1a lién hé v6i ho va khién ho thodi mai, tu nguyén giéi thiéu khach hang
sang cho minh.

Néu ban lam viéc trong mét tdp doan, cac nguyén tic d6 van khong déi.
Chéng han, néu ban bdn phin mém cho mot cong ty, ban c6 thé lién lac véi
nhén vién kinh doanh ctia doanh nghiép ban phan cting may tinh cho cong
ty no va bat dau xay dung méi quan hé doi bén cung c6 1gi. Vi sao nhiing
cong ty dé san sang hgp tac véi ban? Hau hét nhiing doanh nghiép va ca
nhin déu mong mudn cé thém ngudn thu nhap méi, nhung ho chdng hé cé
y niém thuc hién bang cich nao va bat dau tu dau. Ban la lya chon hoan hao
cho ho d€ tao nén nguodn lgi nhuan tli cong viéc lién doanh. Néu san
pham/dich vu ctia ban dung trudc, di kem hoac dung sau san pham/dich vu
cua ho, hién nhién san phdm/dich vu ctia ho sé dung sau, di kém hodc dung
truGe san phdm/dich vu ctua ban.

Visa va American Express thanh lap nhting lién minh chién lugc véi cac
hang hang khong, nha san xuat xe hoi, cdc cong ty dau khi va nhiéu doanh
nghiép khac dé€ tang thudng cho khach hang khi st dung thé tin dung. Sears
va Roebuck ki€m dugc hang tram triéu dé nhd vao viéc quang ba dich vu bao
hiém ctia Allstate v6i nhiing khach hang dén tham ctia hang ctia ho. Khi
nhiing hiang phim l6n nhu Disney va Universal san xudt phim truyén nham
vao gidi tré, ho xay dung nhiing M6i Quan Hé Cé Lgi véi cac chudi nha
hang thic an nhanh nhu McDonald’s va Burger King. Cac hang san xuat
nudc hoa va my phdm thué va tra tién cho nhiing ngusi dang lam viéc tai cac
quay my phdm trong nhiing trung tdm thuong mai 16n. Mot s6 cong ty my
phdm con s6 hiiu nhiing quay my phdm do.

Loi Gigi Thiéu Tu Ban Be

Trong chuong 11, ban sé thdy rang da s6 doanh nghiép va ca nhan danh
hét thai gian, cong stic va tién bac cho nhiing ké hoach tiép thi, quang cao
hodc chuong trinh ban hang trong khi chi cdn mot phin nho cta nhiing nd
luc d6 va hau nhu khong ton kém chut nao, ho c6 thé dat dugc két qua to 16n
hon gép nhiéu 14n néu ho biét cach phat trién mot chién lugc gidi thiéu
khach hang c6 quy mo.
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Nhiéu kha ning ngay tai thdi di€ém nay, phan 16n cac khach hang méi
ma ban cé dugc la thong qua su gidi thiéu truc ti€p hodc gian ti€p cua ban
bé. Nhung c6 thé ban chua bao gio st dung dén chién thuat gigi thiéu chinh
thtic. Chuong nay sé huéng dan ban lam diéu dé.

Ban da dau tu rat nhiéu cho doanh nghiép va khach hang cia minh, va
nhting gia tri va 1gi ich rat 16n ma ban dem lai khién cho tat ca ban be, dong
nghié¢p va ngudi than ctia khach hang d6 kho long tu chéi san pham hodc
dich vu ctia ban.

Mot chién lugc gidi thiéu khach hang chinh chtc sé giup gia taing s6
lugng khach hang va 1gi nhuédn cho ban ngay lap ttic. Va ban khong phai ton
bat ky chi phi nao dé trién khai chién lugc d6. Mot khach hang dén tu
chuong trinh gidi thiéu thudng chi nhiéu tién hon, mua hang thudng xuyén
hon, mang lai nhiéu 1gi nhuan hon va trung thanh hon da s6 nhiing nhém
khach hang khac ma ban dang tim kiém. Khong kho khan gi dé tim dugc
nhiing 16i gidi thiéu. Ngudi nay truyén tai nguoi kia. Tu than chung sén sinh
thém.

Moi khi khach hang giao dich truc tiép véi ban, thong qua nhan vién
kinh doanh hodc qua thu tUi, email, di¢n thoai, hay khéo léo nho ho gidi thi¢u
ban v6i nhiing ngudi khac. Nhung trudce tién, ban phai chudn bi moi thi da.
Hay cho khach hang biét rang ban rat han hanh dugc giao dich vé6i ho va tin
rang ho c6 nhiing moi quan hé v6i nhiing ca nhan khac ciing giong nhu ho -
nhiing ngudi phan anh chan thuc cac gia tri va phdm chit ctia ho. Mot khi
ho da hiéu chinh xac déi tugng nao ban muon giao dich, ban hay nha ho gidi
thiéu ngudi than va ban be dang quy dén cho ban. Néu ban thé hién sy tran
trong nhiing gia tri va tim quan trong ctia khach hang, ho cling sé san sang
dap lai tdm thinh tinh dé.

Vay thi hay cung cap nhiing géi san phdm hoac dich vy khéng rui ro,
khong cin cam két. Luon san long dua ra 16i khuyén, tro chuyén hoac gap gé
bat ky ai tim dén thong qua nhiing 16i gidi thiéu. N6i cach khac, san sang tu
van cho nhiing ngudi dugc khach hang gidi thiéu ma khong can ho phai mua
hang, d€ khach hang thay rang ban la mot chuyén gia dang tin cdy ma ho cé
thé yén tdm gidi thiéu cho ban bé hay dong nghiép cta ho.

Néu ban lam diéu nay khi tro chuyén, ban hang, gtii thu hodc gip g& bat
ct khach hang nao - va hay dé nghi cdc nhan su cht chét ctia cong ty lam
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tuong tu — sém mudn gi ban cling c¢6 thém dugc hang ta, tham chi hang tram
khach hang mdéi. Téi tting chung kién mot doanh nghiép banh truéng gap ba
lan trong vong sau thang nho ap dung chién thuét gisi thiéu tu khach hang.

Charles Lamb tling néi, “Duing giéi thiéu tdi véi ga d6. T6i muon tiép
tuc ghét ga, ma to6i thi khong thé ghét dugc nhiing nguoi toi da biét.” Duéi
goc do ca nhan, 16i gidi thiéu don gidn tii mot dong nghiép co6 uy tin véi mot
khach hang tiém ndng, mot doi tac kinh doanh hodc mdt cap trén tuong lai
ciing mang lai hiéu qua tuong tu nhu mot 16i khen hay tham chi 1a moét sy
dam bao.

Cang Than Quen Cang Gan B6

Tim dugc mot khach hang méi doi héi ban phai dau tu mot khoan nho
nho - nhung gin nhu khéng tén mot xu d€ git chan cac khach hang hién tai.

Chuong 12: chi ra rang khach hang khéng giao dich véi ban niia vi ba ly
do co ban sau:

Tht nhét, ho tam thoi khong mua hang mdt thoi gian, sau d6 khong con
y dinh giao dich tré lai trong tuong lai. Xa mat cach long, nghe nham tai
nhung lai rat dung. M6t khi ban ngling giao dich véi mot cong ty, khong can
biét san phdm hay dich vu ctia ho t6t dén muc nao, ban c6 khuynh huéng
chuyén sang mdt mo hinh tiéu dung khac.

Nguyén nhan thu hai khién ngudi ta ngting giao dich véi mot cong ty la
do ho khong hai long. Cé hang trdm ly do khién mot khach hang cdm thay
khong vui va khong tié€p tuc tin duing mot san phdm hay dich vu nao do.
Nhung ban can nhan ra mét diéu quan trong la ban hiém khi nao c6 y lam
cho khach hang buc béi va bat man.

Ly do th ba la tinh thé da thay d6i va khach hang khong con cam thay
c6 lgi khi giao dich véi ban ntia. Co6 vé trong trudng hgp nay moi chuyén
khong con kha ning ctu van. Nhung khéng han nhu vdy. Ngay ca mot ngudi
khong con la khach hang ctia cong ty ntia van cé thé tré thanh mét nguén
phu thu doi dao. Va ban sé hoc dugc phuong phap do.

Khi ban nhan ra rang hon 80% khach hang ma minh da mét bé di vi
nhiing 1y do c6 thé ctiu van, ban c6 thé sém bat tay vao hanh dong ngay va
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kéo lai dugc rat nhiéu - tham chi hau hét cac khach hang dé. Va m¢t khi da
trd lai, ho cé xu huéng tré thanh mot trong nhiing nhém khach hang trung
thanh nhat, thuéng xuyén nhat va co6 gia tri nhat cta ban.

Ho con 1a ngudn gidi thiéu tuyét voi nhat.
Thu Quang Céo

Ban c6 mudn sG hitu tt 1.000 dén 10.000 nhin vién kinh doanh man cdn
lam viéc suot ngay dém, goi dién dén tit ca khach hang tiém ndng nhat dé
gidi thiéu vé san phdm/dich vu ctia doanh nghiép va khong quén nhdn manh
uu thé san phdm ciing nhu thuyét phuc khach mua hang?

Chuong 13: sé chi cho ban cach dat dugc kha nang dé6 mot cach nhanh
chdéng thong qua viéc xac dinh va van dung mot cong cu hiéu qua

— thu quang cao. Thu quang cao 1a tat ca nhing tai liéu dugc viét ra
nham trao do6i thong tin véi khéach hang hién tai va tiém ndng, bao gém thu
chao hang, email, t& roi giéi thiéu va thu ngo.

Do6i khi phai tén dén 100 doé hodc hon d€ thuc hién mot cudc dién thoai
chao hang. C6 khi mat hang tuan hodc nhiéu thang dé chuén bi cho mot
cudc goi nhu thé. Nhung d€ ti€p can véi thi trudng muc tiéu ctia ban bang
thu tin, cé thé chi cin chua dén 50 xu.

Hon nia, khi nhén vién cua ban goi dién hodc dén tan noi chao hang,
tic la ho dang gi6i thiéu san phdm hodc dich vu ctia ban lan dau tién. Can cé
thoi gian dé€ thich nghi. Can c6 thoi gian dé tham thau. Va con rat nhiéu van
dé tiéu cuc ma ban phai giai quyét, ké ca sy tranh né cua tiép tan hodc cudc
goi bi chuyén vao hop thu thoai. Nhung khi 4p dung chién lugc thu quéng
cdo, no sé dit nén mong cho ban.

Khi khach hang nhén dugc thu quang cdo ctia ban, ho cé trong tay mét
thong diép hoan chinh, tii dau dén cuoi. Moi cau hoéi dugc tra 161, moi chi
tiét dugc dé cap, moi van dé dugc gidi quyét, cam gidc ngan ngai cling dugc
giai toa, va tai liéu nay con thoi thiic khach tim hiéu, mua hang.

Tham chi phong bi dung thu quang cdo cling c6 thé 1a mdt cong cu ban
hang. N6 c6 thé trong rat nghiém chinh véi chi moét cdi tén, dia chi, thanh
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pho va ti€u bang; hodc né co thé dugc ca nhan hoa véi mot thong diép dugc

thiét ké riéng cho phu hgp ngay bén ngoai bi thu.

Thu quang céo la mot budc dao dau rat hiéu qua cho hoat dong tiép thi
qua dién thoai. Gti thu quang cao trudc khi goi dién thoai chao hang c6 thé
gia tang hiéu qua ctia cudc goi dén 1.000%. Gti thu quang cdo trudc nghia la
ban khong goi dién cho ho mdt cach dudng dot. Khi ay khach hang tiém
ndng da biét vé san phdm hodc dich vu cua ban roi.

Khi Thugng nghi si Robert A. Taft tranh cti Té6ng théng vao nam 1952,
Walter Weintz da gtii hang loat thu kéu goi bau cti cho Robert. Trong thu,
Walter thém vao mot chi tiét mang tinh cach mang: yéu cau moi ngudi gép
tién ung hd chién dich. Viéc nay khong nhiing giup gia tang tai chinh ma né
con mang lai hiéu ting nhu viéc ca nguya. Khi ban ddt cugc vao mot con ngua,
Walter ly luén, ban sé lam moi thi trong kha nang cia minh dé gitp cho con
ngua do6 vé nhat. Trong trudng hop nay, ban sé khong chi bau cti, ban con
thuyét phuc ban be, gia dinh di bau cti cho ngudi ay giong nhu ban.

Va Con Nhiéu Niia

Trén day chi 1a mét vai trong s6 nhiing chién lugc cht chét nham gia
tang thu nhap va thanh c6ng ma ban sé dugc biét. Chung ta con dao sau tling
chién lugc & muc do chi ti€t hon. Va ban sé dugc hoc cach dp dung ching dé
kinh doanh thanh cong trén mang. Nhung, t6i xin nhac lai, dling han ché stic
manh va hiéu qua cta chung khi xem chiing nhu nhiing khai niém don 1é.
Mot khi dugc két hop lai, chung sé tao ra sy tang trudng trong thu nhap va
thanh qua theo cap s6 nhan.

Bay gig, ban hay chuén bi budc vao mot cudc hanh trinh tuyét diéu.
Nam r6 nhiing chién lugc nay, thuong xuyén dp dung va dich dén cua ban sé
la sy an tam vé tai chinh, c6 tam anh hudéng, dugc trong vong va thanh cong
xung dang hon niia.
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Chuong 2: Nhitng Ky  Vong Lén Lao
Ban c6 thé tré thanh nha vo di ch

Ban nén mong do i mi nh sé dat duc c diéu gi' v6i nhiing kié'n thic
hoc duo c tu” quyén sach nay? N6i mét cach don gidn, ban nén mong ra ng
mi nh sé cham d&” n udc mo, nang nguc™ ng ky vong va dat duc c muc tiéu
clia mi nh.

Toi dang néi vé céi nhi n t6 ng thé, vé viéc quan sat doanh nghiép, cong
viéc va cudc séng clia ban tu’ trén cao, va vé con dudng dé” dang nhit, an
toan nhét va ngdn nhat d€ ¢ n duo ¢ noi ban mudn dé¢" n. Trong chuong sau,
toi sé dua ra nhiing huiéng dan c6 gid tri d€ ban xac lap va dat duo c nhiing
muc tiéu cu thé, xting dang v4i kha nang tiém tang cia ban. Nhung bay gig,
to6i mudn noi vé tim nhi’ n bao quat va phuong phép tié p cdn chung ma ban
nén 4p dung trong hdu hé"t cic co hoi &' n véi mi nh (va vi' sao tdm nhi n
hién tai ctia ban chua thé goi 1a bao quét so v6i nhiing gi' nd nén va c6 thé
trd nén nhu thé").

T6i mudn gitp ban nghi vé thanh cong ¢ mtic do 16n lao hon so véi
nhiing gi' ban tu’ ng nghi dé n. Bi quyé”t la hay thuc hién khon khéo hon,
chi khong phai cat luc hon. Nhung da s6 chi bié"t cAu ngan ngt do, riéng toi
bié" t moi thit phai duo ¢ thuc hién ra sao. Va béy gio ban sép duoc c bié't vé
diéu do.

Thanh qua tuyét v&i nhét trong cong viéc va doi song sé d&' n né" u ban ty
tao ra nhiing budc dot pha cho chinh ban thAn mi nh. Chuong nay sé huéng
d4n ban nhiing phuong phap mdi me’ va sing tao dé hi' nh thanh tu duy
dd’ i méi, suy nghi mot cdch sdng tao hon va van dung nhiing buéc dot pha
c6 thé cai thién ddng ké nhiing ké"t qua ma phuong phap trudc do ctia ban
mang lai.

Nhu™ ng Budc Tién Vi Dai Va Dot Pha

Hau hé"t moi ngudi lam viéc véi tu tudng rd ng thanh cong sé d¢' n
tu’ ng budc mot. Khong may, day lai 1a mot quan niém sai 1dm, va né duo ¢
phén 4nh mdt cdch ro™ rét thong qua cach lam, qua tri’ nh ti m ki¢"m khach
hang, ddy manh doanh s6, xay dung doanh nghiép va su nghiép... ca trong
cach song ctia ho ntta. Ho phin dau ngay nay qua ngay khac dé€ phat trién
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tu’ ng chiat mot, hodc té hon, d€ kho nhoc chéng choi véi cudc doi. b6 1a 16i
mon dan dé n sy phét trién, nhung la thi phat trién han ché” va lac hau, suy
cho cu ng né 1a “thanh céng réu rd”. Cach lam d6 budc ban phéi nai lung ra
“cay” vi su nghiép cia mi nh, thay vi c6 thé khié'n cho doanh nghiép hodc
su nghiép phuc vu cho ban.

Toi khong mudn ban s6ng va lam viéc theo kiéu dé. Va cha ng vi' c6 gi’
ban phai nhu thé". Nhiing budc tié n déu din - cai thién tu” ng chit mot -
nghe nhu mt cach an toan va ho p ly dé€ phét trién. Nhung ban ciing nén
nghi d¢ n chuyén luo ¢ bo mot sd bude va nhay vot v6i téc do anh sang. Ban
c6 thé thing tié" n gip nhiéu lan so v6i hién tai mot cdch nhanh chong, dé”
dang va an toan mdt cach ngac nhién. Ban c6 thé thuc hién ngay lap tic, mot
cich tryc tié p trong hdu hé"t nhiing khia canh ctia doanh nghiép, su nghiép
ctia mi nh. Ban sé 1am duo ¢, tru’ phi ban ty giéi han mi nh ba’ ng viéc lam
theo kinh nghiém cua cac bac tién boi trong nganh. T6i muon ban hay thoi
ba’ ng long véi thuc trang ctia doanh nghiép hién nay. Ban dang diing trudc
nhting budc dot phd 16n lao. Mot bi quyé” t kinh doanh tudng chu' ng nhu
xua cii trong linh vuc nay c6 thé tao nén hiéu ting ngang ngtia mdt trdi bom
nguyén td trong mot nganh khéc, hodc mét loai hi’ nh kinh doanh khac chua
ai 4p dung. Vi’ vay, né"u ban mudn tao ra thanh qué dot phé trong doanh
nghiép hodc su nghiép cia mi’ nh, bo" xa hdu hé"t d6i tha canh tranh, thi’
ban khong thé cham cham lam theo nhiing giai phap trudc gié ma ban (va
nhiing ngudi khac) dang thuc hién.

Hay suy nghi mot cdch logic. Ban khong thé 1a ke’ bt chuéc mang hy
vong mot ngdy kia sé théng tri trong linh vic mi’ nh dang kinh doanh. Diéu
d6 khong thé xay ra trong mot thé™ gisi dang thay d6’i véi téc do chdng mit
nhu ngay nay. Thay vao d6, ban cin nhi’ n ra nhiing co héi bi nguoi khic bo’
l6” chung quanh va ti m d&¢ n vo6 sd nhiing ngudn thu nhap doi dao chua ai
cham dé"n, va ca nhiing thanh cong tiém 4n dang chd ban gt héi.

Chic hi’ n ban dang danh qua it thoi gian nghién ctiu vé nhiing y tudng
mang lai 1o i nhuén to 16n, sdng tao va thanh cong nhat ma nhiing nguoi &
céc linh vyc khac van dung dé di 1én va thanh dat. Nhung né” u ban bt ddu
quan taim dé" n céc ting dung thanh cong trong linh vyc khac, ban sé kinh
ngac nhan ra viéc 4p dung chiing vao doanh nghiép ctia mi’ nh qué dé” dang.
Bong chdc ban nhan thdy nhiing phuong phap hiéu qua hon nhiéu c6 thé
mang lai nhiing ké"t qua t6t hon nhiéu van vdi ngan 4y thoi gian, nhén lyc,
cong suc, hanh dong va tién bac.
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Frank Howser, Lewis Crandal, Richard va Maurice McDonald. Ban nhin
ra bao nhiéu cdi tén quen thudc trong s6 d6? Frank Howser chuyén thié" t ké’
va thi cong qudy trung bay, gian hang cho hoi cho. Mét vai nam trudc, cé hai
ban tre’ dé nghi Frank thié¢"t k¢’ mot gian hang cho cong ty nho” méi thanh
lap ctia ho sao cho noé trong that “hao nhodng” ¢ hoi cho . Ho khong du tién
trd cho 6ng nhung dé nghi duo ¢ trd ba ng c6’ phié u trong doanh nghiép
non tre’ ndy. Frank tu" chéi. Hai thanh nién d6 chinh 13 Steve Wozniak va
Steve Jobs. Va cong ty nho  bé 4y 1a tién than cta hing Apple.

Lewis Crandal da ban mét ntra ctia hang cia mi' nh véi gid 1.200 d6 cho
déi tac, ong Woolworth (Nha sang 1ap ra tip doan ban le” Woolworth).
Richard va Maurice McDonald ban lai quay banh ham-bo-go, y tuéng va ca
thuong hiéu ctia ho cho mot ngudi ban hang 51 tud’ i tén Ray Kroc, ngudi
ndy sau d6 da phét trién né thanh tap doan tri gia hang chuc ty’ d6-la (Chubi
ctia hang thiic an nhanh McDonald’s).

Ban nhan ra nhiing cdi tén nao sau day? Ted Turner, Bill Gates, Rupert
Murdoch, Donald Trump, va Warren Buffett. Nhom thu nhat gom nhiing
ngudi khong cé tén tud i, va khong nhi’ n ra nhiing co hoi dot pha ngay
trudc mat ho. Nhung nhom thi hai thi' nguo c lai. Va ho bié’ n chiing thanh
hién thuc.

Y Nghfa Tha t Su Ctia Dot Pha La Gi?

P ot pha 1a nhiing cach lam méi me mdt cach khac thudng, hoan thién
va hao hing hon. Dot pha 1a sy cai thién dang kinh ngac trong tu ng phuong
dién, giap ban trd nén manh mé, hi¢u qua, hitu ich, ddng tran trong hodc tha
vi hon trong mat khach hang. Su dot pha mang lai hiéu qua gip hai hoac ba
1an cho cong viéc tié" p thi chi v6i ngan dy cong stic hodc it hon. Dot pha
bié"n sdn phdm ctia ban tu’ mot mit hang bi’ nh thudng tré thanh mot vat
s& hiiu ddng mo udc ma khong ai khac c6 th€ mang lai (hodc c6 thé doi dau
v6i nd). Dot pha giup bo may kinh doanh gon nhe hon, gidm chi phi luong, it
r6i ram hon, nang sudt cao hon, hiéu qua hon va mang lai nhiéu lo i nhuén
hon. Sy dot phé cho phép ban nim quyén thay d6'i cuc dién cudc choi trén
thuong truong ba” ng cach thay d6’i hoan toan (nhung trong khuén kho’
dao diic) cac quy luat, tham chi vié't lai chung né” u ban mudén. Dot phd giup
ban suy nghi thdu ddo hon, tdn dung moi thi t6t hon, am hiéu thi truong
hon, ban nhiéu hang hon, dat hiéu qua cao hon, cé stic anh huéng manh
hon, phong thu tot hon va tdn cong manh hon déi tha canh tranh va khong
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ngu ng chié n thing & moi mit tran. Hay kién tri’ 4p dung, sém mudn gi’
ban ciing gianh duo c va git viing vi tri tién phong, tr§ thanh lya chon hang
dau trong linh vuc, thi trudng ban dang kinh doanh hodc trong su nghiép
cua ban.

Khi ban dp dung trié¢"t ly t6i vu hoa hiéu qua kinh doanh ba ng sy dot
phé khong ngu’ ng, nhiéu vin dé vé tai chinh va kinh doanh truéc day ctia
ban sé duo c giai quyé t. Mot khi ban da nhi’ n nhan théu déo va tao ra
nhiing budc dot pha, tu nhién ban sé s hitu kha nang lanh dao ma hau nhu
khong mat chut suc luc nao.

Nhiing doanh nghiép luén d6” i méi va tao nén sy dot pha thudng din
dau trong linh vuc cua ho. Cac cd nhan cling vay. Va nhiing doanh nghiép
hay ca nhan dan d4u thudng nam quyén sinh sat hon, sd httu nhiéu co sé
kinh doanh hon va cé trong tay nhiéu co héi hon déi thi. Ho cling duo ¢
khach hang cting nhu ngudi trong gidi tin nhiém va ton trong hon rat nhiéu.

Ngay ltic nay day, d6i tha canh tranh ctia ban dang nd lyc ti m ra nhiing
chiéu thic méi nha’ m gianh giat khach hang, cong viéc hodc toan bo hoat
dong kinh doanh tu™ tay ban. Ban cin di trudc ho mot bude va dot pha chinh
la giai phap. Dot pha gitp ban tai cau tric doanh nghiép hoac cong viéc cua
mi nh trude khi d6i tht lam diéu d6. Dot pha gitp ban t6i da hoa thanh
cong clia mi nh theo céch t6t hon va lau dai hon, d€ ban c6 thé yén tam git
hai nhiing thanh co6ng méi trong tuong lai. Dot pha cho phép ban st dung
chét xdm, von 1ié’ ng, hodc nhiing nguén lic moét cach chén chinh, vi' Ioiich
cao nhét ctia chinh mi’ nh. Dot phd gitip ban han ché” hodc x6a bo™ toan bo
rai ro trong moi hoat dong, nhung van gia taing dang ké co hoi thanh cong.
Dot pha gitip ban trd nén bat bai. Dot pha giap moi ngudi giau c6 hon. Dot
phé thic ddy su nghiép ctia ban di 1én ba’ ng viéc bié n ban trd thanh mot
nhén vién c6 nang luc nd’ i trdi vdi nhiing déng gop dua c cép trén ghi nhan.

Céc sy kién di¢”n ra quanh ta véi t6c d6 nhanh chéng, doi ho'i tu duy
dot pha phai tré thanh 16i tu duy thudng xuyén va moi ngay ctia ban.

Khong thé c6 chuyén thinh thoang méi thuc hién viéc d6. Chac ban
khong muén mot ngay nao do, tham hoa to 16n 4p dé n khié’ n sy nghiép
kinh doanh ctia ban bi¢'n d6"i theo chiéu huéng tiéu cuc. Vay thi' ban phai
kié¢"n tao va khong ngu’ ng cai thién tuong lai ctia chinh mi’ nh. DBiéu d6 c6
nghia la ban di theo con dudng cht nghia co héi moét cach chan chinh, quan
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sat moi thi chung quanh (trong va ngoai doanh nghiép hoac nganh nghé cta
ban) dé€ sin don co hdi va lién tuc tu ho i, “PAau 1a co hoi to 16n tiém 4n &
day?”

Cach nay con gitp ban tié p nhan 16i tu duy khé thi vén luén hudng
dé¢"n nhiing gidi phap md&i me’, khéac biét va t6t hon dé dat duo ¢ mot muc
dich, mot giai phép, hodc xtt Iy mot ti' nh hudng nao d4. Ban sé bit dau
nhi n ra nhiing co hoi trong khi ngudi khac chi thdy toan khé khén, trd ngai,
han ché” hodc gidi han. Ban sé nhan ra mi nh con git héi duc ¢ thanh qua to
16n d&" n muc nao khi bié"t tdn dung t6i da tdc dong cia moi thid xay ra
chung quanh. Ban sé tao nén nhiing budc dot pha tuyét voi nhat khi dep bo’
cdch nhi' n nhan xua cit va tré nén rong mdé hon d€ chao dén nhiing co hoi
mdi.

Hay Nham Dén Co Hoi

Nhiing budc dot phd trong dai xuat phat tu” 16i tu duy ding din, tu’
thai do tiéu biéu cua cht nghia co hoi. Nhiing ngudi tao nén sy dot pha ludn
12 nhiing ngudi bié" t chu trong co hoi. Nhiing ai khong bié"t d&" n diéu nay sé
khong bao gio c6 chuyén dot pha. Pon gidn vay thoi.

Nim 1972, Dang Dan cha dé ctt George McGovern tranh chtic t6' ng
théng My véi Richard Nixon. Trong qua tri nh tranh ct, Thud ng nghi si
McGovern da loai Thuo ng nghi si Eagleton kho'i vi tri ph6 t0 ng théng. Mot
doanh nhan tre’ 16 tud’i da nhi’ n thay co hoi c6 mot khong hai nay, bén
mua hé"t 5.000 huy hiéu va dé can c6’” dong cho McGovern-Eagleton bong
chdc bie n thanh d6 ¢o”. Anh ta chi mat nam xu d€ mua mot c4i. Khong lau
sau, anh ta ban lai chiing nhu nhiing ky” vat chinh tri quy hi¢"m véi gié lén
dé n 25 d6 mot cai.

b6 1a mot vi du tiéu biéu cta 16i tu duy co hdi cha nghia chan chinh.
Dting, nhiing mé&i 1am 4n c6 thdi nhu vay ro” rang cha’ ng tao ra budc dot
pha dién hi’ nh nio; nhuing quan trong 1a doanh nhan tre” 4y bié¢"t nim bt
co hoi — mot kiéu tu duy rat cin thié t d€ nhi n ra nhiing kha ning & nhiing
noi khong ai thdy duo c. Nhan tién t0i ndi ludn, chang trai tre” d6 chinh la
Bill Gates.

Nhung T6i Khong Phéi La Bill Gates
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DPé tao ra nhiing budc dot pha 16n lao, ban khong can phai c6 tri thong
minh ngang ngtia Bill Gates, Ted Turner, Rupert Murdoch hay Donald
Trump.

Da phin nhiing bu6c dot pha 16n 1a k&t qué ctia cich nhi’ n nhan moi
viéc theo huéng ho p ti' nh ho p Iy, cu’ ng thai d6 c6i mé va cucky logic.
Thém ca kha nang bat tay vao hanh dong nita. N6 khong lién quan nhiéu
dé’ n hoc vin uyén bac, chi s6 thong minh cao hay tién bac d6i dao. Va
nhiing budc dot pha than ky' nhat thudng 1a nhiing cach thiic méi me” dé
lam viéc nhanh chéng hon, dé” dang hon hodc hiéu qua hay logic hon, va chi
vay ma thoi.

Ai da xem phim Indiana Jones phan moét, Cu6 c San Lung Chiéc Ruong
Bi An, déu nhé chi tié"t Indy méc ket & céi cho trong ngo cut véi mot tén
kho' ng 16 cao hai mét dang chuén bi l4y d4u anh ta. Ai ciing nghi Indy t6i
nghiép sé xong dvi cho d¢" n khi anh ta nhdy vot 1én va rut sing ra, bin tén
kho ng 16 va gidi quyé’t van dé. Nhu toi da néi, dot pha cé thé xudt hién
ba ng nhiéu cach khéc la va bit thudng.

Nhiing buéc dot phd 16n that ra chi 13 nhiing phuong phdp méi me’
trong hanh dong. Va méi & day c6 nghia 1a mdéi so véi linh vuc, thi trudng,
d6i tht canh tranh hodc khach hang ctia ban; khong nhit thié” t phai méi ddi
v6i ca thé” gidi. A" p dung nhiing céi cit theo cdch méi chinh la dot phd. A" p
dung nhiing cdi méi theo cach méi 1a dot phd. K& t ho p nhiing ci cii lai véi
nhau mot cich méi me” ciing 1a dot pha. A" p dung cdi mdi vao thi truong
m&i, hodc cdi cii vao thi truong cl cling c6 thé xem la dot pha.

Thu6c Moc Téc Monocidal-Rogaine La Mot Phét Hién Tinh Co

Mot ngudi c6 tAm nhi n da bié” t tdn dung tic dung phu giy moc 16ng
toc ctia mot loai thudc tri mun tring cd d€ ché” tao ra thudc moc toc. Phét
minh 10 vi s6ng bat ngudn theo cdch hoan toan ti’ nh ¢ trong mot phong thi
nghiém s6ng dién tu , khi mdt nha khoa hoc vo ti’ nh dé biia trua cia mi nh
qua gidn mot ngudn phét séng. Tuong ty véGi gidy ghi chd Post-it. VO ti' nh
duo ¢ “kham phd” ra, nhung né chi tré thanh mot ky’ luc trong kinh doanh
khi nhan vién cong ty 3M ti’ m ra co hoi ting dung né vao thuc té".

Ban C6 Y~ Tudng Nao Hay Hon Khong?
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Mot nghién ctiu cho thdy trong s6 61 phat minh mang tinh doét pha, chi
c6 16 cdi duo c tao nén bdi nhiing cong ty 16n. Da s6 nhiing y tudng hay nhat
lai d¢'n ti" nhiing con ngudi bi’ nh thudng giéng nhu ban. Chi’ ng han, dién
thoai ban quay s6 duo ¢ phit minh b&i mot nhan vién mai tang, va but bi do
mot nha diéu khic nghi ra.

Will Parish, mot cyu luat su va chuyén gia béo ton sinh vat, bié"t qua ro”
vé viéc chi phi nang luo ng tang cao va nhiing nguon nhién liéu héa thach
dang can kiét d4n, cting nhu cac vin dé nghiém trong lién quan dé" n viéc xt
Iy chét thai. Mot 1an, khi & An Do, ong duc ¢ an mot bita 4n hdm néng ba’ ng
cich d6t phan bo. Dung vay, phan bo. Ké't qua la gi ? Parish thanh 14p Lién
Hiép Nang Luc ng Qudc Gia, moi ngay dot 900 tdn phan bo, san xudt ra
luo ng dién da dé thap sdng 20.000 ho gia di’ nh tai My. Parish chia se’, cong
viéc anh dang lam 1a sy ké't ho p gifita “lam an gio i’ va “lam viéc t6t”. Tap chi
Fortune goi anh la “nha doanh nghiép phan bon” ding nghia ctia thé™ gidi.

Khach san El Cortez ¢ San Diego la noi khai sinh mot xu huéng méi ctia
nganh kié’ n tric. Lanh dao khéch san nhan ra chié’ ¢ thang médy duy nhat
khong da dap Ging nhu cau di lai ctia khach. Thé” 1a ho quyé”t dinh cin phai
x4y thém mot thang mdy nia va lién hé cdc kié" n truc su, ky su xay dung dé
tu van. Céc chuyén gia nay dé xudt duc mot 16 thing & moéi tAng tu~ ting trét
1én d&’ n ting trén cu ng cta khach san. Khi ho dang diing & dai sanh d€ thao
ludn vé ké” hoach nay, mot nhan vién lau don khéch san nghe lo'm duo c cau
chuyén. “Céc anh lam vy dé 1am gi’ ?” anh ta hoi. Mot trong s6 nhiing
ngudi lap ké” hoach phén tich ti’ nh hi’ nh va giai phdp dé xuit ctia ho cho
anh ta. Anh nhan vién dap 161, “Vay sé bu" a bon 1dm. Voi viia, bui bdm, gach
vun vuong vii khip noi” Mot ki su xay dyng tran an anh ta ri’ ng sé 6  n thoi
vi ho sé dong ctlia khéch san khi viéc tu stia dié” n ra. “Nhu vy khéch san sé
mat mot khoan thu kha khd,” anh ta nhac, “va sé c6 nhiéu ngudi that nghiép
cho t6i khi may anh lam xong.” “Vay anh c¢6 y tudng nao hay hon khong?”
mdt kié n tric su ho’i lai. Chéng tay Ién ciy lau nha ctia mi’ nh, anh nhan
vién suy nghi vé cAu ho’i ctia vi kié'n tric su rdi go iy rd ng, “A’, sao méy
anh khong x4y thang mdy & bén ngoai khudn vién khach san?” Tu™ d6, khach
san El Cortez da khoi nguén cho mdt kié¢ n tric rat phd™ bié n sau ndy. Ban
thay khong, dau phai chi c6 nhiing chuyén gia duo c dao tao bai ban méi
nghi ra duo ¢ nhiing y tudng tuyét voi nhat.

Ngudi sdng 1ap ra Nike, mot ngudi dam mé chay bo, da tao ra dé¢” giay
dic trung clia Nike cho ddi gidy chay d4u tién ctia ho ba" ng cach d6” cao su
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vao mot cdi khudn bdnh kep ctia mi’ nh. Né"u ban di ciu trong cai lanh am
400C va kéo duc c mét con cé lén kho i mit bang, mot diéu hién nhién sé
xdy ra: con ca bi dong bing ngay lap tiic, vu' a nhanh vu a cting. Nhung
Clarence Birdseye, khi 8y dang chat vat véi nghé budn 16ng thu & Labrador,
da chu y d¢" n mot khia canh khac ctia hién tuo ng cd d6ng bang nhanh nay.
Khi ra dong, cd van mém, dé” 16c thit va giti duo ¢ do tuci ngon gan giong
nhu ca tuci méi danh bat. Tuong tu véi thit tuan 10c, thit ngdng va mé cai
bap 6ng ta d€ bén ngoai cin choi ctia mi’ nh trong suét mu” a dong dai &
Canada. Su quan sat d6 da giup Clarence Birdseye tré nén giau co. Qua

tri nh déng lanh nhanh do Birdseye phat minh da giup dong lanh thyc phdm
ma van giti duo ¢ vi tuci ngon cho ngudi tiéu du ng. N6 tao ra mét nganh
cong nghiép tri gia hang chuc ty’ dé-la va giap ngudi nong dan c6 dong luc
canh tdc quanh nam dé€ cung cap cho thi trudng. D6i véi trudng ho p san
phdm nudc cam dong lanh cling vdy, d6 1a loai san phdm trudc nay chua hé
co.

Bai hoc rut ra tu tit cd nhiing ciu chuyén trén la gi ? Ban phai lién tuc
ti m ki¢’m nhting gidi phdp mdi va t6t hon d€ cai thién manh mé hiéu qua
kinh doanh t6" ng thé va hdi ra tién tu’ nhiing gi' ngudi khac xem 1a han
ché’

Hay Ngang Cao Dau, Mg To Mat Va Sa” n Sang Pong Nao

Mot chang thanh nién vo ti’ nh nhi’ n xuéng dudng va phat hién 1 dong
hai muoi lam xu sang bong. Anh ta nhat 1én. Dting la chuyén tot lanh

— n6 trd thanh dong 25 xu ctia anh ta, mot cach quang minh chinh dai,
va anh ta khong mit gi cd. Tu d4, di dau anh ciing nhi n xuéng dit dé ti' m
nhiing van may khéc. Ca cudc doi, anh ta ti m duc ¢ 387 dong mot xu, 62
dong ndm xu, 49 dong mudi xu, 16 dong hai muoi lam xu, 2 dong ndm muoi
Xu, va 6 to tién gidy mot do-la - t6 ng céng duo ¢ 22,87 do. Anh ta chd' ng
mat gl dé c6 duo c 6 tién trén, ngoai tri’ viéc anh ta khong duo c chiém
nguo” ng 28.742 bud’ i hoang hon tuyét dep, canh ciu vong di mau sic,
nhiing em bé 16n 1én, nhiing canh chim bay luo n, mit troi to” a sdng, va
nhting nu cudi than thién ctia moi ngudi chung quanh. Anh ta ciing danh
mat mot s6 luo ng khong nho nhiing dot pha tri gia ca triéu do.

Cé y thiic kié’ m tién 14 rat quan trong. Nhung du’ ng phi pham tét ca
thoi gid cua ban vao nhiing suy nghi vun vit nam xu. Hay hoc cach tré thanh
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mot ke’ co hoi chan chinh tao nén nhiing buéc dot pha. Hay nging cao dau,
md& to mét va sd” n sang ddng ndo. Ban cin nd lyc dé ti’ m ra y tudng va giai
phép. Hay tht nghiém nhiing y tudng, ngu6én nhan luc, quy tri nh va trié" t ly
tu’ nhiing linh vic xa la nhit ma ban bié"t, vuo t xa pham vi thong thuong
cta doanh nghiép va cudc song cua ban. Hay boi dap niém hing khdi, long
say mé chan thanh va tinh t6 mo trong tit ca nhiing hoat dong dié" n ra bén
ngoai pham vi kinh doanh ctia ban va ca nhiing nguyén tac nén tang cta
chung.

Hay lién tuc cap nhat thong tin v€ nhiing tdm guong sang tao va git hai
thanh cong tu” sy dot phd. Du ban doc tap chi Forbes hodc Technology
Today, tham duy cac bud i hdi thdo kinh doanh, thuong mai hoic ky thuat,
ti m kié¢"m thong tin & nhiing nha sich 16n, hay cha y d¢" n nhiing con ngusi
va doanh nghiép dang git hdi thanh cong va phat trién bd ng cach ti’ mra
nhiing y tudng, cach suy nghi va ky thuat sang tao mdi, va roi bat tay vao
hanh dong. Nhiing “tdm guong di trudc” nay rit can thié” t dé khich 1¢, khoi
go i va cung c6 no luc dot phd trong chinh doanh nghiép cua ban.

Hay manh dan lén va bat ddu ti’ m hiéu nhiing d6i tuo ng, nganh nghé
va thi trudng ma trudc gio ban chua tu ng quan tdm. Tai sao? B&ivi ban sé
ti' m duo ¢ nhiing 16i suy nghi, ¥ tudng va sy hiéu bié t méi me’ vé cac phan
khuc ctia thi trudng tiéu thy ma ban chua hé bié"t. Va ban sé bdt ddu nhi n
ra cdc mdi lién hé. Hay ty dit ra nhiing cau ho’i chié’ n luo c vé cach ngudi
khac st dung moi tht, lam viéc, ban hang, phan phdi, cung cap dich vy, san
xudt, canh tranh va lam giau.

C6 v 56 nhiing dot phd ngoai kia... dang do i ban khdm phd. Dot phé
trong tié" p thi. Dot pha trong phat minh. Dot phé trong sang tao. Dot pha
trong san xudt. Dot pha trong cung ting. Dot pha trong kj thuat. Bot pha
trong hé théng. Dot pha trong quy tri nh. Dot pha trong hé thdng ban hang.
Dot pha trong san phdm. Dot pha trong phan phoi. Cé qua nhiéu sy dot pha
trong khi ban lai ¢6 qua it thoi gian d€ ti’ m duo c tit ca chiing. Cé qua nhiéu
y tudng dé€ vay muo n va dao sau vao 16i tu duy méi me” ma ban vu" a khdm
phd. D6 laly do tai sao ban cin thyc hién ngay bay gi®. Va phai duy tri , mai
mai!

Ban khong nhét thié” t phai 1a mot Einstein d€ xem xét thé” gidi kinh

doanh, sy nghiép ctia chinh mi’ nh bd" ng ling kinh mé&i me” va chdm dit
viéc chdp nhén trang thai tim ly “bdy dan” kiéu cti chivi' ban va ngudi khac
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ludén lam theo cach do.
Da Dén Lu ¢ Hanh Dong

Du ban dang lam gi' hodc dang & vi tri ndo trén con dudng xay dung sy
nghiép ciia mi nh - du’ ban 1a chdt mdt doanh nghiép hay co quan chuyén
trach, 1a ngudi diing mii chiu sao vé mdt tai chinh hodc chiju trach nhiém &
bat ky cdp do nao trong doanh nghiép, hodc chila mot nhan vién bi' nh
thuong — ban déu phai c6 trach nhiém véi ban than, véi cong ty hay co quan,
vGi cp trén, v6i sy nghiép va tuong lai ciia mi nh trong viéc hoc ho’i dé phat
huy t6i da ké"t qua trong moi viéc. Va tao ra nhiing buéc dot pha chinh 1a
d4p 4n ma ban theo dud’i.

Cho du” banlam gi , lam nhu thé" nao, va lam & dau, ban can lién tuc
ti m ki¢’m nhiing phuong phdap t6t hon d€ phat huy cao nhét ké"t qua ctia
mi nh. Nhung phét huy t6i da va tao nén dot pha khong don gidn nha’ m
kié¢"m duo c 1o i nhuin nhiéu nhét, k&t qua kinh doanh t6t nhét, ning suft
va hiéu qua lam viéc cao nhit tu” bit ky mot hoat ddong dau tu nao do. N6
con mang y nghia dat duo c ké"t qua t6i da véi thoi gian, cong stc, chi phi va
rai ro t6i thi€u - diéu ma it ngusi lam duo ¢ hodc tham chi khong nhiéu
ngudi nghi d&"n. Nghi ma xem: cach t6t nhit va hiéu qua nhat d€ tan dung
thdi gian, tién bac, va cong stc. Tot nhat va hiéu qua nhat. Luon luon phai la
tot nhat va hiéu qua nhat!

Nhu™ ng Muc Tiéu Co Béan Cta Ban

D¢ tao ra nhiéu dot pha nhét cé thé, ban can tap trung suy nghi vao
nhting muc tiéu cd bén ctia mi’ nh - nhiing muc tiéu ma ban cin cc y tudng
dot phd d€ dat duo c. D6 1a céch gitip ban chu y d&¢ n moi thi lién quan dé'n
dot pha moi ldc moi noi.

o Ludn ti m ki¢’m nhiing co hoi tiém 4n trong moi ti’ nh hudng.

+ C6 gang mang ve t6i thiéu mot khodn 1o i nhuan béat ngd cho doanh
nghiép hodc cip trén ctia ban moi quy.

o N6 luc mang lai ké"t qua t6i da trong mdi hanh dong hodc quyé”t dinh
cua ban.
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o Tan dung nhiéu ngudén cdm hing, thay vi chi mét, dé 14y y tuéng xay
dung nén tang cho dot pha trong kinh doanh.

e Mot trong nhiing muc tiéu dot pha cta ban la luén luén lam cho ban,
doanh nghiép, hodc san phdm ctia ban trd nén dac biét, doc dao va chua
dung nhiéu lo i ich hon trong mat khach hang.

« Ban cang dem lai nhiéu gia tri valo i ich cho khich hang ctia mi nh,
thi' stic manh ctia sy dot phd d6 cang manh liét.

e Mot muc dich ctia dot pha la gitip cho ban hodc doanh nghiép ctia ban
phét huy t6i da tiém ning c4 nhan hoic td” chtic thong qua tu’ ng hanh dong,
dau tu, thai gian, no luc, co hoi, hodc cong stic ban bo ra.

o Su d0t phd gia tang c6 ti 1€ thuén tryc tié” p véi miic d6 da dang trong
giao thiép, dong ndo, va 1én ké" hoach ma ban cu’ ng lam véi nhiing ngudi
cu’ ng chi huéng va ciing dang theo dud i thanh céng & nhiing linh viyc khac.

o Muc tiéu ctia ban khi tao nén dot pha la du’ ng y tuéng d€ mang lai
nhiéu gia tri hon cho ngudi khac.

« Dot phé chinh 1a ngudn ning luo ng cho 16i suy nghi mdi me’.
« Suy nghi méi me’ va dot phd - hai ngudi ban déng hanh.

« Nhiing dot pha to 16n nhat sé loai bo’ rai ro bi ngudi khac phan déi.
Vi thé” viéc dong thuin véi ban sé dé&” hon 1a “noi khong”

« Van dung cang nhiéu tam guong thanh cong & nhiing linh vuc khac
b’ ng cach vay muo n hoan toan hodc thay d6’i cho phu’ ho p nhiing trié’t
li va giai phap cua ho vao moi trudng doanh nghiép ctia ban.

Cac Buéc Hanh Dong

Suy nghi vé viéc pha bo” 16i mon ban tu’ ng 1am trong moi phuong dién
khac nhau ctia doanh nghiép hodc cong viéc ctia ban, cang nhiéu cang t6t.
Chia nho” nhiing hoat dong ctia ban thanh nhiéu phan nhit c6 thé. Méi
phén la mot muc tiéu cho mét hodc nhiéu budc dot pha. Tudng tuo ng dicu
gi sé xay ra khi ban nhi’ n nhiing co hdi bi bo" quén nhu nhiing kha ning

https://thuviensach.vn



méi me’ trong moi hanh dong. Lén danh séch cdc thong tin ¢6 duo ¢ vé kinh

nghiém kinh doanh trong nhiing nganh nghé khac.

Xac dinh nhiing co hoi dot pha du” 16n du” nho’ ban dang cé. C6 ging
nghi ra 30 y tuéng dot pha trong vong 30 phut, vé 30 khia canh trong doanh
nghiép hodc cong viéc clia ban. Tié p theo, ¢§ ging xac dinh 20 co hoi tiém
an trong hoat dong kinh doanh hoac cong viéc cia ban. Chon ra 10 kha nang
ban ¢4 thé thii nghiém ma, né"u thanh cong, sé mang lai nhiing dot pha lén.
Xac dinh cang nhiéu cang t6t va lap thém danh sach nhiing dot pha ma
nhiing linh viyc khéc da c6. Cudi cu’ ng, bit ddu ép dung 16i tu duy ma ban
dang phat trién vao nhting cht dé ctia nhiing chuong ban sap doc sau day.
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Chuong 3: Lam Sao C6 Thé Tién Vé Phia
Truéc Khi Ban Khong Biét Phai Di
Puong Nao?

Panh gia sic manh kinh doanh hién tai ctia ban

Né" u mot dda tre” lai gan ban va noi, “Con cam thay khong khoe;” ban
ho'i lai, “Con dau & dau?” Dda tre’ sé ndi cho ban bi¢"t (& ddu, bung, cd’
hong, chan - bt ct chd nao) va ban bat dau ti m cich lam diu con dau cho
nd. Vay tai sao ngudi ta khong bié t lam diéu tuong tu vdi cong viéc kinh
doanh ctia mi nh?

Né"u doanh nghiép hoic cong viéc ctia ho “cam thdy khong kho' €, mot
laho chd’ nglam gi’ c3, haila ho ti¢"p tuc thyc hién nhiéu hon nhiing gi’
mi nh dang thuc hién véi hy vong céi thién duc c ti’ nh hi’ nh, du” cho
nhiing viéc lam d6 la cin nguyén ctia moi rdc rdi ngay tu' dau.

Vin dé & chd, ho khong bié” t doanh nghiép ctia mi’ nh dang thanh
cong/that baila vi' dau. Ho khong bié"t ty dit ra cho mi’ nh nhiing cdu ho’i
phu’ ho p, bdi ho ciing chd ng bié"t ho'igi' cho dung.

Budc dau tién trong viéc xac dinh phiiong hudng va viio t qua nhiing
vu' ng nudc xody trong kinh doanh 13 phai bié" t chinh xdc vu diém va
khuyé”t diém clia mi’ nh, va n6 can hé ra sao v6i d6i th canh tranh. Vay ma,
h4u nhu chi’ ng c6 ai lam n kinh doanh ti¢'n hanh buéc phan tich chié¢'n
luo ¢ nay. Va s6 ngudi lam cong dn luong bié" t x4y dung chié n luo ¢ phat
trién sy nghiép cho mi nh tham chi con it hon. Ban khong thé nao co duoc
nhting thanh qua cao nhit ma ban kié¢"m ti’ m, né"u ban khong ndm ro~ thé’
manh va han ché” trong doanh nghiép ctia mi’ nh. Vi’ vay, viéc d4u tién ban
cin lam 13 ti' m hiéu ché diing hién tai ctia mi’ nh, sau d6 xac dinh nhiing gi
ban cn tép trung d€ d¢" n duc ¢ noi mi nh mudn.

Chuong nay sé huéng dan ban cach danh gia nhiing diém manh va diém
yé u clia doanh nghiép, nhd" m xdc dinh nén tang ctia sy thanh cong hodc

chua thanh céng trong thagi diém hién tai.

Du6i day la 50 cau ho’i. Chi cin tra 16i nhiing cau ho’ i nay, ban sé hiéu
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ro” hon nhiéu vé nhiing diém manh va diém yé" u ctia doanh nghiép hodc su
nghiép ctia mi’ nh. Hay tr 16i nhiing cau ho i nay & mtic d6 doanh nghiép va
ca nhan. N¢" u ban khong hiéu hé"t hodc khong thé tra 16i mét s6 cau ho’i
dic thu’ ndo do, du nglo. Khi ban di doc hé’t nhiing bi quyé”t trong quyén
sach ban dang cam trén tay, ban sé hi€u duo ¢ y nghia cua tat ca nhiing cau
ho’i ndy va ban sé tran trong cac gia tri cling nhu tdm quan trong clia ching.

1. Diéu gi' khié n toi khoi sy cong viéc kinh doanh hodc budc vao con
dudng sy nghiép hién nay ctia mi’ nh (dong luc, bié' n ¢g, v.v...) tu" thud
dau?

2. Khi méi bat dau, t6i da cé duo ¢ khach hang hodc duo c thing luong
tié" n chtic nhu thé™ nao (trdi qua nhiing gi , phuong phép hodc c6 hanh
dong gi )?

3. Ly do ndo khach hang chon mua hang ctia t6i (hodc quyét dinh tuyén
dung t6i)?

4. Hién nay khéch hang mua hang cta tdi (hodc lya chon t6i) la vi' ly do

AN

gi ¢

5. Phuong phap chinh d€ thu hut khach hang/nha tuyén dung ma t6i da
du’ ng d€ xay dung doanh nghiép/phét trién sy nghiép ctia mi nhla gi ?

6. Gidi phap tié” p thi hodc ban hang nao da mang lai cho t6i luo ng
khach hang 16n hodc doanh s6 cao? Bao nhiéu phan tram khach hang hodc
doanh s6 clia toi d&' n tu” giai phdp cu thé nay?

7. Toi da kiém tra cdc khia canh ctia hoat dong tié" p thi va ban hang cta
mi nh nha’ m ddm bao ching mang lai ké"t qua tt nhat va c¢6 1o i nhét chua?

8. Toi ké"t ndi va than thié” t v6i khach hang trong qud tri nh ban
hang/giao dich d¢ n muc nao (t6i c6 thudng nhan thém don hang hodc ban
thém hang hodc cham s6c khach hang khong)?

9. T6i dang 4p dung phuong phép ban hang/giao thiép nao? Chung khac
v6i nhiing gi© t6i da lam khi méi bat ddu doanh nghiép/cong viéc ra sao?

10. Khéch hang cta tdi c6 ngudn goc cu thé tu” dau (nhan khiu hoc)?
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11. Toi nén ti m cach thu huat thém nhiéu khéch hang mdéi, hay ¢ ging
ki¢’m thém lo i nhuén tu” cdc khach hang hién tai, va vi sao?

12. Con ai khac duc c huéngloitu’ thanh cong cua toi, ngoai tru’
khach hang, nhan vién, va nhiing thanh vién trong gia di’ nh t6i?

13. Trong s6 nhiing nha cung cap/déi tac kinh doanh cta t6i, bao nhiéu
ngudi co dong luc gitp toi phat trién doanh nghiép ctia mi' nh hon nita, boi
diéu do sé truc tié’ p mang lai 1o i ich to 16n cho ho? Ho la nhiing ai?

14. Khi mang vé mét khach hang méi cho doanh nghiép hoac cong viéc
ctia mi nh, t6i dong thdoi con mang lai khdch hang méi d6 cho ai ntia?

15. Miéu ta chi tié" t vé€ hoat dong ctia doanh nghiép/cong viéc cta toi
(kinh doanh mit hang gi , kinh doanh nhu thé" nao, khéch hang cta toi 1a
nhiing ai, thu¢c nganh nghé nao, thudc phan khuc thi truéng hodc nhém
khach hang dac biét nao).

16. Trié"t ly kinh doanh ctia t6i trong mdi tuong quan v6i khach hang la

AN

gi ?

17. Nhiing cach thic kinh doanh, hodc nhiing san phdm/dich vu t6i tung
ra thi tridng da thay do'i ra sao ké tu” khi toi khai nghiép?

18. Doanh s6 bi nh quén tinh trén dau nhan vién/bd phén 1a bao nhiéu?
Cao hon, thip hon, hay tuong duong mit bd” ng chung trong nganh?

19. Gia tri tron ddi ctia moOt khach hang dién hi’ nh (hodc dong gép tron
doi ctia toi cho cdp trén) 1a bao nhiéu (nghia 13, t6' ng doanh thu t6i c6 duo ¢
tu’ khach hang d6 trong sudt qua tri nh ho giao dich v6i doanh nghiép ctia
t61)?

20. Vdn dé nghiém trong nhit ma khéch hang tu’ ng phan nan vé doanh

nghiép cta toila gi , va ching to6i da giai quyé”t thanh cong vin dé d6 ra sao?

21. Lo i Thé" Ban Hang Doc Nhit hay USP cta toi la gi ? (Tai sao khach
hang mua hang cta t6i - dac di€ém nao trong san pham/dich vu da giup
chung toi khac biét v6i doi tha? Phai chang toi c6 hon mdt USP cho céc san
phdm/dich vu hodc phén khtc thi trudng khac nhau cta doanh nghiép
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mi nh?)

22. C6 phai USP clia t6i khong hé thay d6’i trong sudt qué tri' nh hoat
dong tie p thi va ban hang? Né u c6 thay d6’i thi' nhu thé” nao, con né u
khong thi tai sao?

23. M0 t& ngén gon ké&” hoach tié¢"p thi hodc chié n luo c tié" p thi t6' ng
ho p ctia t6i (toan b nhiing gidi phdp chiéu thi khac nhau va moéi tiong
quan gitfa chung — cha’ ng han: thu chao hang, thu qung céo, phuong phép
ban hang tryc tié” p, phét trién nhiing mdi quan hé kinh doanh trong va
ngoai doanh nghié¢p, nganh nghé, thi truéng, danh ba Nhiing Trang Vang,
quang cdo truyén hi nh, v.v...)

24. Aila doi thu canh tranh ddng gdm nhat cta t6i va ho mang lai diéu
gi cho khach hang ma t6i chua lam duo c?

25.Toilam gi' d€ cAn ba’ ng lai nhiing lo i thé” ctia ho? Hiéu qua hay
khong?

26. Thit bai ning né nhit ctia d6i tha canh tranh cta toi la gi', va t6i 14p
va0 16 ho' ng d6 nhu thé” nao?

27. Khich hang ctia toi that sy mudn gi' (miéu té chi tié"t, du’ ng tra 16i
qua loa ki€u “mot san phdm hay dich vu chét luo ng”)? Lam sao toi bié"t
duo ¢ diéu do?

28. Khéch hang chi &' n mua hang cta t6i hay ho ciing thudng mua
hang tu” cac d6i thu? Toi c6 thé lam gi' d€ gia ting thi phan ciia mi nh (don
dau va chié¢’m linh)?

29. Thi trudng ti€ém ndng cha toila gi' va tdi dang chié’ m bao nhiéu thi
phén trong s6 do?

30. D€ c6 mot khéch hang mdi, toi phdi tdn kém bao nhiéu? (Vi du né’u
toi thyc hién mot chié'n dich quang cdo tén 1.000 do va duo ¢ thém hai
khach hang mdi, chi phi cta t6i sé la 500 do/khach hang.)

31. Nguon luc doi dao nhat va tot nhat dem lai co héi kinh doanh méi

cho t6i 1a gi’ ? Liéu tdi c6 dang nd lyc hé"t mi nh dé giti viing co hoi kinh
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doanh nay khong?

32. Céch thtc tié¢ p thi ndo cta toi thanh cong nhét tu™ trudc d¢" n nay
(dinh nghia theo hang muc nhu khuyé’ n mai san phdm, chié¢ n dich quéng
cdo, thu chao hang, v.v...)?

33. Van dé/tht thich to 16n nhét trong hoat dong tié” p thi cta t6i hién
nay la gi' 2 M6 ta toan bd van dé cang thi’ ng thén, truc ti¢ p cang t6t, bao
gdm cé& nhiing dnh hudng vé cé nhan, tai chinh va ti’ nh hi’ nh kinh doanh
kéo theo.

34. C6 bao nhiéu cach lam hay hon d€ t6i giam thiéu rti ro trong giao
dich, d¢” dang tham nhap thij trudng hon hodc loai bo™ trd ngai cho khach
hang dé€ ho cdm thiy thodi mai hon khi mua sdn phdm hodc dich vu cta t6i?

35. Sau lan giao dich dau tién, liéu nhiing phuong phap bai ban hién toi
dang du’ ng d€ giao tié" p va 16i kéo khéch trd lai mua hang - da da dé€ toi that
chat moi quan hé va giti chan ho khong?

36. Toi da c6 du s6 luc ng cdm nhan vé san phdm/dich vu ctia khach
hang chua, va cé cach nao dé lay duc ¢ nhiing cdm nhén dé khong? Nhiing
cam nhén d6 duo c vié't vao gidy, ghi 4m hay quay phim, va toi sti dung
thong tin nay nhu thé” nao trong hoat dong tié p thi? Ngoai ra, toi ¢ thé do
ludng, so sénh hay dong d¢" m nhiing anh hudng hitu hi’ nh ma tdi tao ra cho
khach hang khong?

37. Toi c6 chtt dong ti’ m kié"m co hdi kinh doanh md&i thong qua viéc
gidi thiéu khong?

38. C6 bao gid toi ¢8 gang tié’ p cin lai nhiing khich hang cii va nhiing
déi tuo ng toi tu’ ng lién lac nhung chua thuyé” t phuc duc c ho mua hang
khong? T6i c6 luu git thong tin 1ién hé ctia ho mot cach bai ban khong?

39. Da bao gio t6i thtt ban danh sich cac do6i tuo ng khong chiu giao dich
v6i toi cho nhiing d6i tha canh tranh, hodc ti' m cdch bié n thu thanh ban

chua?

40. Liéu t6i c6 giao tié¢ p thuong xuyén véi khach hang dé ho bié't vé
nhting gi doanh nghiép t6i dang lam d€ gitp ho khong?
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41. Toi khuyé” n khich khach hang mua cac san phdm cao cip hon bd ng
nhiing phuong phap nao?

42. Toi can ki¢" m 16i ngay tu” 14n giao dich dau tién ctia khich hang
mdi, hay t6i ba  ng long véi viéc thuloitu’ nhiing don dat hang tié¢” p theo,
chié’n thuit ngan han hay dai han?

43. ba bao gio toi thi trao o' i san pham, dich vy hodc tai sdn ctia
mi nh v6i doanh nghiép khac d€ c6 duo ¢ san phdm, dich vy hodc tai san ctia
ho chua?

44. To6i cam ké” t hodc dam bdo véi khich hang ra sao nhi’ m loai bo™ rti
ro trong giao dich, va so v6i cac phuong phap ctia doi thu canh tranh, hodc
trén phuong dién toan nganh thi cach lam d6 nhu thé” nao?

45. Ty 1¢ that thoat khach hang cta t6i 1a bao nhiéu?

46. Lam céch nao dé t6i lay duo c ho tén, dia chi va s6 dién thoai ctia tat
ca d6i tuo ng tiém nang? Toi c6 du ng nhiing thong tin nay trong cc chié’ n
dich tié¢" p thi khong?

47. Bi nh quian mdt don hang ctia t6i l6n cd™ ndo, gia tri bao nhiéu va toi
lam sao dé gia ting nd 1én?

48. Giao dich dau tién cua mét khach hang mdi tri gia bao nhiéu?

49. T6i cd lién hé v6i ngudi moi gidi thong tin hodc chuyén gia di liéu
khach hang nao khong? Né"u khong, toi ti m thong tin vé khach hang tiém
nang tu dau?

50. Toi c6 ho p tac chia se” thong tin khach hang véi nhiing doanh
nghiép khic khong? Né'u c6, ké' t quala gi ?

Chi c4n tra 16i nhiing cau ho’i nay, ban da dua mi’ nh vuo t 1én dan
trudc 95% cac doanh nhéan khac, phan 16n trong s6 dé la doi tht canh tranh
cta ban. Nhiing ngudi d6 danh qua nhiéu thoi gian lam cho doanh nghiép
chi chua bao gio that sy 1am cht doanh nghiép ctia mi’ nh. Chu trong vao
thuc t¢" doanh nghiép sé gitp ban d4p dung nhiing nguyén tic gia ting thu
nhép va thanh cong cta t6i vao sy nghiép kinh doanh ctia ban mot cach dé”
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dang hon va git hdi thanh qua va 16 i nhun nhiéu hon, doi ho'i it thoi gian
hon. Xin nhéc lai, né"u ban khong thé tra 16i bit cd cau ho’i ndo trén day,
ban c6 thé thuc hién sau khi doc xong quyén sach nay. Chac chan ban sé lat
lai va trd 16i moét s6 cau khac di.

Cac Buéc Hanh Dong

Ban khong thé dua ra nhiing quyé”t dinh chinh x4c nhat, theo dud’i
chié’ n thuat hay nhét hodc tip trung vao mot muc tiéu 16n lao né” u trudc
tién ban khong nhan ra va danh gia moi lua chon, co hdi va tri tué doanh
nghiép ma ban dang s& hitu. Vi’ véy, hiy xdc dinh nhiing gi’ ban dang lam
dung va nhiing gi ban dang lam sai. Nhiing gi ban c6 thé 1am t6t hon, khac
hon, hiéu qua hon va mang lai nhiéu lo i nhuén hon. Va nhiing gi' ban bié"t
nhung chua bat tay vao thuc hién.

Ban khong thé bié" t duc ¢ mi nh can tip trung va cai thién nhiing khia

canh nao ctia doanh nghiép/su nghiép ciia mi’ nh né"u ban khong nim duoc
thyc t&” ctia nhiing khia canh do.
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Chuong 4: Linh Hon Clia Doanh
Nghiép: Chién Luo c Ciia Su Uu Viét

Ti€p ca n khach hang va dong nghiép moét cach c6 chién lugc

Tai sao mot s nguoi thanh dat hon ha’ n nhiing ngudi khac? Thudng la
nho ho c6 chié’n luo ¢ tu duy t6t hon. Ho tié” p can nhiing ngudi c6 lién
quan ba’ ng mot cich hoan toan khéc va hiéu qua hon nhiéu. Trong khi
nhiing d6i tha ctia ho thuong khong ti' m ra chié’ n luo ¢ 4y, thi' déy lai 1a
diéu ma ba"tky doanh nhén nao ciing cé thé van dung thanh cong chi
ba’ ng cich chuyén sy cht y ctia ho tu™ “t6i” sang “ban”. Diéu nay ludn dung
cho du” ban 1a chtt doanh nghiép hay dang 1am cong cho ngudi khac. Sy diéu
chinh gian don nay sé 1a chi’ a khéa mé ra chié’n luo ¢ hiéu nghiém nhat
trong kinh doanh (lan cudc s6ng) ma ban c6 thé d4p dung. Téi goi do la
Chié¢"n Luo ¢ Cta Sy Uu Viét. Mot khi ban bét dau ap dung chié’ n luo ¢ nay,
ban sé ludn luon khong chi doi khi ma sé luon ludn - khac biét vé tri tug,
tam hon, va nd’ i bat trong mét khach hang, nhan vién, nha tuyén dung hoic
cdp trén nhu mot ca nhan xuit sic nhat. D6 la su lya chon uu viét.

Chié¢ n Luo ¢ Cta Sy Uu Viét don gian 1a kha nidng luon dat nhu ciu cua
khéch hang 1én trén nhu ciu ctia ban. Khi ban thong thao chié n luo ¢ nay,
thanh cong sé ty ti m dé&" n. Né"u ban thdy viéc ditloi ich t6t dep nhét ctia
khach hang lén trén 10 ich clia mi’ nh ¢6 ve' cham tié n thi' ciing d&” hiéu.
Nhung thuc t&’, suy nghi nay chinh I nguyén nhan khi¢’ n cho nhiéu doanh
nghiép khong thé trd nén khac biét, khong ai bié t d&" n, va cudi cu’ ng khong
thé thanh cong.

That ddng ngac nhién khi c6 rit nhiéu ca nhan va doanh nghiép sd" n
sang ndi va lam bét ci diéu gi' d€ khach hang giao dich mot 1an duy nhit,
thay vi' déu tu thoi gian ti m hiéu nhiing gi' khach hang mong do i. Ban
phai c6 long can ddm va sy quan tim d€ noéi v6i khéch hang rd’ ng nhiing gi’
ho that sy cin it hon nhiéu so véi nhiing gi' ho ndi véi ban 1a ho mudn co.
C6 thé, khi lam theo bi quyét ctia tdi, ban sé ¢4 14i it hon & nhiing don hang
d4u tién, nhung bu' lai ban sé c6 thém mot ngudi ban méi, ngudsi sé nhé
dé¢’ n ban trong nhiing 14n sau. Va chic chdn, chinh ho sé ké v6i nhung nguoi
than quen vé ban va doanh nghiép cta ban.

Chié¢"n Luo ¢ Cta Sy Uu Viét rdt hiéu qua nhung ciing thét gian don,
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gan nhu ty n6 c6 thé thay do’i toan bo doanh nghiép hodc cong viéc ctia ban.
N6 khié"n moi ngudi thich mua sdn phdm hodc dich vy ctia ban hon ctia d6i
tha canh tranh. N6 gitip ban thdu hiéu nhiing gi' khich hang mong muén va
vi sao ho lai hanh dong va phan Gng theo nhiéu cach khic nhau. N6 sé bié'n
khach hang thanh nhiing ngudi ban gan bé ca doi, dang nghia. N6 con cling
c6 niém dam mé va sy ké&" t ndi ctia ban véi tit ca nhiing ngudi ban lién hé.
Trong chuong nay, ban sé hoc duo ¢ cach thau hiéu nhiing nhu cau that sy
cua khach hang tiém nang, khach hang hién tai, nhan vién, cép trén, nha
cung c4p clia ban hodc bét ci ai. Dong thadi, ban sé bié” t phéi tié p can ho ra
sao d&€ muc dich cudi cu’ ng l1a khié n ho hai long tuyét d6i con ban thi' ¢c6
thém mot khach hang trung thanh.

Khach Hang La Nguo' i Nha n Bugc Su Bao Vé Cua Ban

Téi sé nhic lai mot vai y nho  di dé cap dé n trong phan ddu quyé n
sach nay vi chung c6 y nghia cyc ky quan trong.

Khach hang 1a nguoi nhan duo c sy bdo vé ctia ban. Diéu d6 c6 nghia la
gi ¢ Ban khong ban cho ngudi ta mot san phdm hodc dich vu d€ c6 duo c
mtic lo i nhuan to 16n mét lan duy nhat. Ban phai hiéu va ton trong tuyét doi
nhting gi khach hang cin khi giao dich v6i ban - ngay ca khi ho khong néu
ra duo ¢ k&’ t qua mong do i d6 mot cach chinh xdc. Mot khi ban ti’ m ra ké't
qua sau cu ng ho cin, ban dua ho d&¢'n k&'t qua do - thé” 1a ban da trd thanh
nguoi c6 van dang tin cdy, nguoi sé bao vé ho. Va ho ¢ ly do dé€ lam khach
hang ctia ban suét doi.

Khi mot ngudi cha buée vao ctia hang ctia ban d€ mua cho céu con trai
sau tud i ctia anh ta chié¢’c xe dap d4u tién trong ddi ciu bé, anh ta dang ti’' m
ki¢'m diéu gi ? Anh ta cin gi ? Phai ching anh 4y chi cdn mot chié” ¢ xe dap?
Khong dau. Anh ta dang mong duo c chia se” mot trong nhiing tri nghiém
vui ve’ nhat trong doi - day con trai mi nh di xe dap. Giéng nhu ngay xua
cha anh di day cho anh & tud i 1én séu. Anh mong chd mot ky” niém ghi ddu
1én suot cudc doi anh 1an ciu con trai. Anh nghi vé thai khac cé mot khong
hai trong ddi khi con trai mi nh vu a cudi toe toét vu' a dap xe biang bang
trén dudng, miéng ho hét, “Nhi’ n nay, bd. Con dang dap xe hai bdnh!”

Vay, liéu ban c6 ban cho ngudi cha va con trai anh chié” ¢ xe dap cao cép

nhdt, mang lai l6 i nhuan nhiéu nhAt trong ctia hang khong? Cé thé 1am, né"u
dé6 1a giai phép t6t nhat cho vidn dé ctia khach hang. Nhung chic ha n ban
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nén noi véi ngudi cha rd ng, ban tu ng chiing kié¢"n hang trdm ong b6 dé' n
day mua cho con ho chié¢” ¢ xe dap ddu doi va ban hiéu vé trdi nghiém tuyét
v&i ma anh va con trai anh sip tdn hudng. Va cé 16 mot kiéu xe khac re’” hon
sé phu" ho p hon cho con trai anh. Déy la chié’ ¢ xe dap ddu tién ctia cau bé
va chdu c6 thé sé va quet vai cho. Ban ban duc ¢ hang va con tré thanh c¢6 vin
dang tin cdy clia ngudi cha. Anh 4y nhén ra rd’ ng ban khong chi bdn cho anh
mot mon hang. Ban dang “bdo vé€” anh dy. Anh ay tré thanh khach hang caa
ban. Vai nim sau con trai anh dy sé cAn mot chié” ¢ xe dap mdi. Ban nghi
xem, anh 4y sé mua n6 & dau? Luc do, ban c6 thé chon ban cho anh 4y mot
chié” ¢ xe dap cao cp véi gid cao hon. Bié"t d4u ca gia di’ nh anh 4y muén
mua xe v€ d€ di cu” ng v6i nhau. Réi sé dé¢ n lud t cau con trai kia mua cho
con trai mi’ nh chié” c xe dap ddu tién, ban nghi ciu ta sé mua & dau?

Chié¢"n Luo ¢ Cta Sy Uu Viét khong chi 4p dung trong kinh doanh hang
hoéa hodc dich vy, ma nd con quan trong ddi véi bat cd ai, trong bitky ti' nh
huéng kinh doanh ndo. Né"u ban 1am ¢ bd phan hanh chinh, phép ly, van
chuyén - bt cti phong ban nao - ban déu nén du ng Chié n Luo ¢ Cta Su
Uu Viét dé€1am co s& giao tié” p v6i moi ngudi. Ban hay 1a ngudi gidi quyé’ t
van dé, chd du” ng la ke’ mang dé"n ric r6i. Hiy mang gid tri vao bat ky
nhiém vu nao ma cép trén giao pho cho ban. Bit ky ai xem ban nhu mot
ba’ ng hiiu déng tin cdy trong moi ti' nh hudng, ngudi ludén mang lai mot
diéu gi’ déy t6t dep cho ho, sé rt sa” n long khen ngo i ban tru6c mit nhiing
ai ¢ kha ning gitp ban thing ti¢" n trong sy nghiép. Khong chivi ban da
gitip ho, ma con vi ho muén tié¢ p tuc nhén duo ¢ dich vu c6 gia tri do ban
mang lai. Trong bét cti viéc gi , né u ban chd tdm cho di nhiing gid tri va 1o
khuyén thay vi' 1o i dung va 16i kéo, ban sé thay do"i dud ¢ suy nghi ctia
khach hang tiém nédng, khach hang hién tai, cap trén, dong nghiép va ban be.
Va ban sé nhén duo c nhiing phan thudng theo cach ma ban chua tu’ ng mo
toi.

Biét Yeu Du’ ng Cho~

Mot trong nhiing sai lam nghiém trong nhit ma ngudi lam kinh doanh
thudng mac phai 1a dit ti nh cdm cta mi’ nh nham ché. Ho qué yéu quy san
pham, dich vu hodc cong ty ctia mi’ nh. Hi' n nhién, ban rit nén tin tidng
tuyét d6i vao san phdm, dich vu hodc doanh nghiép ctia mi’ nh, nhung hay
danh sy yéu mé” n ndng hau nhit cho khach hang ctia ban. Chit khéch hang &
day c6 th€ duo c hi€u rong thanh nhiéu nhém ca thé khac nhau. Khong chi la
nhiing ca nhan hodc doanh nghiép tra tién dé st dung san phdm hodc dich
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vu cua ban, ma con la nhén vién, cdp trén, dong nghiép va nha cung cap cta
ban.

Chat luo ng dich vu tuyét voi la diéu ddng mo W6c nhuing da qué xua roi.
Danh ti' nh cdm n6ng hiu nhit cho khach hang nghia 1a chju trach nhiém
giup cho cudc s6ng cua ho t6t dep hon, dong thoi ddt lo i ich cao nhat ctia ho
1én trén lo i ich ctia ban. Pa s6 moi ngudi déu suy nghi, “Mi nh phai néi sao
dé ngudi ta mua hang?” Thay vi' vay, ban nén ty ho’ira” ng, “Mi  nh phai
danh cho khach hang diéu gi' ?” “Mi nh phai manglailoiich gi' cho ho?”
Céu ho'i ndy khong nhd” m go i y nhiing hanh vi ludng gat, thit doan hay Am
muu du dé khach hang, ma tdt ca vi nhiing ich loi ban c6 thé trao cho ho.
Cang dem lai nhiéu gia tri cho ngudi khéc, ban cang tao ra nhi€u gia tri hon.
Khong chi cho ho ma con cho chinh bén than ban. Ban cang lam cho cudc
song ctia khach hang doi dao phong pht, ban cang gan bd véi ho hon. Va bar
sé cang thanh cong hon. Méi quan tdm ban danh cho khach hang phai thé
hién duo ¢ thong diép cotlo™ i, “Ban la sy quan tdm cua t6i. Niém vui, niém
hanh phuc, su hai long, cudc song, hanh phuc ctia ban 1a diéu quan trong déi
v6i t61” Hay nhi n nhan ban than nhu mot tdic nhan mang lai sy do’i thay,
mot ngudi tao ra gia tri, mot ngudi boi dap thém gia tri.

Ban Cho Di Nhiéu Hon Ban Tudng

Trong moét lan tu van cho mot nhom cac thanh vién Hiép Hoéi Kinh
Doanh B4t Dong San Hoa Ky , t6i ho'i ho c6 that sy nghi rd” ng mi’ nh dang
mang lai nhiing gid tri to 16n cho khach hang hay khong. Mot s6 tra 104,
“Chéc chin r6i” Mot s6 khic khong bié”t. Toi bén ho’i lai theo cach khac. Toi
noéi, “Vay, dé téi ho'i cdc anh nhiing cau ho’i sau: Né"u téi chon mét nguoi
moi giGi bit ddng san khéc thay vi cac anh, liéu ho c6 tan ti nh gitp t6i nhu
cdc anh dang lam khong? Liéu ho c6 nghién ctu thi trudng, tié” p thi bt
dong san cua tdi cho cac nha moi gidi khac khong? Bgivi do la nhiing gi’
cac anh dang that sy lam khi cac anh rao ban bat dong san — cac anh la
nhiing dai dién tié p thi c6 nhiém vy la ban duo c bat dong san d6 cho nhiing
nha moi giéi khac.”

Sau d6, t6i ho'i tié¢ p, “Va liéu nhiing nha moi gidi khac c6 chiu thuong
luo ng, nghién ctu, va ti' m co hoi giup téi mua duo ¢ nhiing bat dong san
ung y nhu cdc anh dang 1am khong? Liéu ho c6 chiubo’ cong sic thuong
thédo ho p déng giu’ m t6i khong? Liéu ho c6 cting ran khi dam phén khong?
Liéu ho c6 c6 ging hé”t stic d€ gianh duo c gid re’ nhdt cho t6i khong? Liéu
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ho c6 thuong luo ng gitip t6i mua duo ¢ gid re’ hon muc ma hdu hé"t cic
khach hang khac phai trd khong?” Va ho tra 16i, “Khong - ching toi lam
nhiing viéc ma ngudi khac khong lam.” (T6i dang cé trong tay mot nhom
nong c6t nhiing nha moi gidi bat dong san that sy thanh cong va tan tuy véi
nghé.)

Toi ndi tié" p, “Hay xem xét truong ho p sau. Mot gia di nh dé"n gép cac
anh vi' ho cin bdn cin nha cta mi nh bdi nhiéu ly do, tiéu cuc hodc tich
cyc. Va cac anh da gitp ho dat duo ¢ mot ké"t qua tuyét voi hon miic mong
do i. (Ho cho ra’ ng mi nh sé ban duo ¢ cin nha véi gia 200.000 d6 nhung
cac anh lai gitp ho ki¢'m duo c 240.000 d6. Hodc ho nghi phai mat &' n sau
thang nhung chi trong hai thdng céc anh da ban duo c nha.) Chd’ ng phai céc
anh vu a lam cho cudc s6ng ctia ho t6t dep hon u? Nhung that sy cdc anh da
lam giau thém cudc sdng ctia ho d¢" n muc nao? Trudc hé't, cdc anh da théo
go” bén thang ddy lo au kho i cudc séng cho ho ba" ng cach nhanh chéng
ban duo ¢ nha. Hodc cdc anh bo  vao tai ho thém vai chuc ngan do, so tién
ho da cha’ ng duo ¢ hudng né u khong cé cac anh. Tién an hudng tud’i gia.
Tién thanh toan héa don, mua mot can nha mdéi, nudi con cai an hoc hoac di
du lich.”

“Né"u mot ngudi ndo d6 nghird ng mi nh chi da kha ning tai chinh dé
mua trd gop mot cdn nha tri gid 300.000 d6 va cdc anh giip ho mua duo c can
nha tri gid 350.000 d6 bd" ng cach thuong luc ng muic 1ai sudt thip hon, nhu
thé” 1a cac anh dang chdm lo cudc s6ng ctia khach hang. Cac anh ning cao
chit luo ng séng cho ho. Céc anh mang ho d&¢'n mot méi trudng méi. Céc
anh cho ho nhiéu hon nhiing gi' ho mong do i. Nguo c lai, né" u ai d6 nghi
rd’ ng ho phéi bo’ ra 350.000 d6 nhung céc anh c6 thé ti’ m duo ¢ mot can
nha to dep hon cho ho véi muc gia 300.000 dé, cac anh da bié' n d6"i cudc
song ctia ho. Céc anh giup ho tié" t kiém mot s6 tién du dé€ lam duo c rat
nhiéu viéc khac.”

“Hay nhi n vao tdim anh hudéng tu’ nhiing nd lyc ctia cac anh. Cac anh
mang lai cho khach hang nhiéu hon cdc anh tudng. Vay chi’ ng phai cic anh
that sy cai thién cudc sdng ctia ho hon hd n sao? Chid ng 1é d6 khong phai 1a
th anh hudng to 16n sao?” Va ho tra 15i cé. Toi tié” p tuc, “Va cdc anh cling
danh ra ba, bon théng trong doi mi’ nh d€ ddu tu phat trién mdi quan hé véi
ho, phai khong?” Ho tré 161 phai. Toi noi tié” p, “Céc anh c6 that sy quan tdm
dé¢" n hy vong, udc mo, nhu ciu, hoan canh ctia ho khong? Tat ca nhiing vin
dé hé trong nhit ctia ho? Khé khin ctia ho? Hoan canh gia di nh ho? Dung
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the” khong?” Toi ndi, “Cha’ ng phai cdc anh ké”t ban tham giao v6i khach
hang cia mi’ nh d4y u?” Va ho tra 16i phai. “Vay ho c6 dép lai tdm long va tré
thanh ban ctia cac anh khong?” Ho tra 1i c6. “Vay cha’ ng phdi cac anh da
vun dap duo ¢ mot ti nh ban siu sic, néng nhiét sao?” Ho déng y.

“Liéu cac anh c6 chdp nhan dénh d6’i va d€ mat bt ky ngudi ban nao
mot khi cac anh da tié” p xtc v6i ho khong?” Ho tra 16i khong. Va t6i tié p
161, “Thé” thi' sao cdc anh d€ cho di€u d6 xdy ra trong méi quan hé ba ng
hiiu nay duo ¢ chii? Né" u d6 la mot ngusi ban thén thié’t, liéu cac anh c6 dé
ho méc nhiing sai lam nghiém trong? Liéu cac anh c6 d€ méc ho hty hoai
cudc doi mi nh? Liéu cdc anh ¢ ngdi yén nhi n ho bat luc khi ngudi thin
ctia ho lam diéu gi' ngu ngdc, nguy hiém, hodc khong nén?” Va ho tra 16i
khong. “Vay lé nao cac anh lai € mdt ngudi ban quan trong - mot khach
hang trudc diy ctia mi nh, ban bé ctia ho, thanh vién trong gia di’ nh hodc
dong nghiép ctia ho 1am bt cd diéu gi' nguy hiém?”

O’ batky thoi diém nao, sé co rat nhiéu ngudi ma cudc séng ctia ho
dang thay d6"i. Ho da 16n tud’i va bt ddu mudn rdi bo  cin nha hién tai vi
con céi ho da ra riéng va ho chi cdn mot chd & v a d. Ho chudn bi 1ap gia
di’ nh va cAn mot noi 6 rong rai hon. Ho da c6 gia di’ nh va dang & trong mot
can ho nhung by gid ho c6 con va si” n sang don d¢"n mot cin ho 16n hon.
Mot ngudi than trong gia di nh ho méi qua ddi va ho mudn chuyén dé" n noi
khac nho” hon. Ho ly hon va mudn thay d6 i chd &. Ho gap truc trdc trong
cong viéc kinh doanh va phai ban nha. Ho mdi phat 1én va mudén ti’ m nha
méi. Ho giau c6, chudn bi c6 em bé va mudn cé thém khong gian.

Diéu d6 cha ng bao gid thay d6' i, chiing bat bi¢'n. Mot sy thay do'i
nhanh chéng khong ngu” ng. Ngudi than ctia nhiing ngudi ban than thié"t
ctia ban xting dang c6 duo ¢ nhiing 16i khuyén khon ngoan nhat, day du
thong tin nhdt, khdch quan nhat va am hiéu nhat cho nhiing quyé”t dinh lién
quan mat thi¢'t d& n tdm tu ti’ nh cdm ctia ho. B&ivi ho c6 thé roi vao cam
biy v6 luong tAm ctia mot ke” ndo do va dua ra nhiing quyé”t dinh sai [Am
gy anh hudng tiéu cuc dé¢ n phan 16n cudc sdng va tai chinh ctia ho.

Vay thi ban c6 thdy thié" u sét khong, khi chua lién hé v6i nhiing khéch
hang cti ciia mi’ nh, nhiing ngudi dong thadi la ban ctia ban, d€ néi véi ho
rid ng ban quan tim sau sic d¢ n ho va né" u ho bié"t ai dang diing trudc
nhting quyé”t dinh kho khan, thi' ban rdt mong ho sé gidi thiéu nhiing
nguoi d6 d&'n ban, du” chi d€ nh4n dug c 16i khuyén dung dan nhét cho mot
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vén d€ ndo d6. bu ng quan trong chuyén ho c6 mua dich vu ctia ban hay
khong. Diéu c6t yé u 1 it ra ho c6 duc ¢ thong tin ddy du nhét, thay vi' voi
vang dua ra nhiing quyé” t dinh dai dot.

Chinh nhan thic vé nhiing gid tri ma con ngudi c6 thé mang lai, vé ti’ nh
cdm thén thié¢"t cu’ ng tdm quan trong ctia khich hang va nhiing ngudi than
quen vdi ho, da giup nhi€u nha kinh doanh bat dong san ting doanh s6 ctia
mi nh 1én gdp doi, gip ba. Va trong qua tri nh 4y, ho ti’ m thdy nhiéu niém
vui hon niia khi dong gép thém nhiéu gia tri to 16n vao cudc song ctia khach
hang ma ho chua bao gi¢ tudng tuo ng nd’ i. Ban hoan toan c6 thé lam duo ¢
nhu vdy. Ban cin nhé4n bié" t tim &nh hudng ma ban tao ra d6i v6i cudc séng
clia nhiing ngudi lién quan dé n doanh nghiép ctia mi’ nh. Nhiing gi' ban
mang dé"n, va cach ban lam diéu dé da thay d6’i cudc doi ho, gitp cudc séng
ctua ho phong pht hon, an tdm hon. Ban dang cung cdp san phdm hodc dich
vu gi ¢ Mdy vi tinh? Béo hiém? K& toan? Hay nhd lai ciu chuyén vé nhiing
doanh nghiép bat dong san, thay san phdm hodc dich vu cua ban vao, va tu
khdm phd ra gia tri ma ban c6 thé hodc dang mang lai cho khach hang. Né" u
ban cho rd” ng mi’ nh khéng budn ban va ciing cha’ ng c6 khach hang nao &
day, hay suy nghi lai. Trén ban c6 sé&” p, dudi ban c6 nhéan vién, trong cong ty
con cd pho chu tich, gidm doc tai chinh, giam doc diéu hanh... - ho chinh la
khdch hang cua ban. Khi ban mang lai cho ho nhiing gia tri mong muon, ban
sé duo ¢ tudng thudng, khong phai bd’ ng doanh s6 ma ba’ ng su ghi nhan
cong stc, trong vong va quyén luc cao hon trong cong ty. Ban sé duc c dén
ddp bd ng mot phong lam viéc rong rai hon, chic vu 16n hon, luong cao hon.

Hay thay d6’i cich ban nghi vé khach hang clia mi" nh, cach ban ddi xu
va giao tié p v6i ho. Hay chao ho'i ho trén dién thoai hay ngoai doi ba™ ng su
vui ve , that long va nhiét ti’ nh nhu cich ban van hay chao ho’ i ban bé than
thié” t. Hay tran trong thdi gian, cdm gidc an toan va sy thodi mdi ctia ho.

Du’ ng d€ ho chd qua lau trén dién thoai, trong phong chd hodc & nha riéng
cua ho. Hay giup khach hang cam thay thoai mai, nhu phuc vu ca phé va do
udng trong khong gian sach dep, c6 thém sich bdo dé doc cang t6t. Hodc ban
c6 thé thi¢ t k&¢” khu mua sdm hai hoa, d&” chiu, ¢6 nhan vién hé tra chu
ddo, gitp khach hang cé duo c trdi nghiém t6t nhat khi mua sdn pham cta
ban.

Ban cling c¢6 thé€ sd” n sang ra tay giap do~ khi khach hang gip kho khan

— giéng nhu trudng ho p mot nhan vién giao hang ctia FedEx nhéan duo ¢
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cu dién thoai hoang loan cia mdt c6 dau vao ngay trudc dam cudi vé viéc vay
cudi ctia co bi gtii nham sang noi khdc. Nhan vién giao hang lanh lo i no da
xdc dinh chié’ ¢ vay dang & mot thanh phé khd xa va gtii né theo dudng may
bay c4 nhin dé"n thanh phé noi c6 khach hang quén tri dang cho do i. May
thay, chié” ¢ vdy d&" n kip luc d€ cd6 mic trong ngay cudi. N6 luc giap do”
khach hang nay kha ton kém, nhung cau chuyén trén da tré thanh deé tai ban
tan sO6i nd’ i trong tiéc cudi va that sy khié n cho nhiéu doanh nhan c6 mét
trong bia tiéc bat dau st dung dich vu FedEx.

Cudi cu’ ng la giti so i day lién lac v6i khach hang sau khi giao dich,
khong chi d€ ban thém hang ma con la d€ gép phan, cong nhan va dam bao
v6i khéch hang 1a ban ludn quan tim dé" n ho. Biéu d6 c6 nghia la ban khong
xem khdch hang nhi mét ngudn lo i nhuan, ban nghi vé ho nhu mot doi tac
kinh doanh dang quy, mot ngudi ma hanh phuc va thanh cong cta ho lién
quan mat thié"t @& n hanh phuc va thanh cong ctia ban.

Béan Chit Con Nguo' i

Thanh thao vé Chié¢"n Luo ¢ Cta Su Uu Viét c¢6 nghia la ban thét sy thiu
hiéu va ton trong tuyét d6i ban chit con ngudi. Hay bat dau bd” ng viéc suy
nghi vé ban than ban va qud tri nh dua ra quyé”t dinh ctia ban. V€ béan chit,
ban mudn cam thay hai long vé ban than va vé nhiing quyé t dinh ctia mi nh
trong kinh doanh hodc trong cudc séng ha’ ng ngay. Ban muén mi nh trong
khon ngoan va cdm thdy mi nh da 1am t6t nhat ¢ thé. Nhung doi khi ban lai
khong thé chac chan d4u 1a quyét dinh dung. Vi' vay, ban niang thtt nhét
mach bao ban han ché” hanh dong vi* ban lo ngai mi’ nh sé hanh dong sai,
va ban khong muén mi nh tré nén ngu ngdc. Trong trudng ho p do, ngudi
ban cin ti m la mot ngudi ban ddng tin cdy. Mot ngudi ban tAm giao. Mot
ngudi ma ban c6 thé thodi mdi nhd tu vdn vi ban bié"t ho luon dit quyén
lo i ctia ban 1én trén hé"t va dua ra nhiing 16i khuyén hiu ich cho ban.

Bay gio, gia st tat ca nhiing ai giao dich véi ban, cd nhan hay doanh
nghiép, déu phéan ting y hét nhau. Bdi du ho la ai di nita, quan trong nhit,
ho van la con ngudivavi 1& d6, ho ludn thé hién nhiing hanh vi ctia con
ngudi. Giéng hét nhu ban. Do d6, nhiém vu ctia ban 1a thau hiéu va thu a
nhan bén chit con ngudi trong cdc khich hang ctia mi’ nh. Hay ch4p nhan
mot thyc t&” rd ng ngudi ta sé nd lyc lam viéc chiam chi hon d€ khong bi bé
mat chi khong hi' n 1a dé dat duo c mot dieu gi' d6. Hay tré thanh mot ¢6
van dang tin cay ctia ho, mdt ngudi ban. Hay doi dai véi ho theo cach ma ban
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mong duo ¢ d6i dai. Xuat phat diém ctia mét doanh nghiép thanh cong
khong chi la mdt y tudng hodc mdt san phdm tuyét voi, ma con la khat khao
gitip nguoi khac gidi quyé” t vin dé. Lam duo c diéu nay dong nghia véi viéc
ban cai thién doi song ctia khach hang, va nho d6 ma doi song ctia chinh ban
than ban, nhiing ngudi chung quanh, gia di’ nh, nhan vién va cdp trén ctia
ban cting d6i dao phong phu hon.

Ban cin hiéu rd’ ng mi’ nh kinh doanh con nhd” m mot muc dich 16n lao
hon cé chuyén kié" m tién. Muyc dich ctia ban la bié"t mi nh ¢6 thé1lam gi’

dé€ gidi quyé” t vin dé clia ngudi khéc, t6i da héa nhiing su lya chon va
ti m cach thyc hién ching. Né&"u ban khong hiu duo ¢ muc dich cao ca do,
ban khé ma khai thac hé"t tiém ning ctia chinh mi’ nh. Hiéu duo c diéu nay,
ban sé nhan ra mi’ nh c6 thé anh hudng 1én ngudi khac, tao ra mot phan ting
tich cuic, mot hanh dong tich cuc, mot ké”t qua tich cuc.

Hay nhé lai cau chuyén vé cac nha moi gidi bat dong san ma t6i da ké.
Ho nhé4n ra mi’ nh khong chi don thuin la mua ban nha. Ho ning cao chit
luo ng cudc séng cho khach hang. Va khi lam duo c viéc d6, ho gian tié" p cai
thién doi séng cho chinh mi nh cing nhu cho ngudi than va dong nghiép.
D6 chinh la mot ké" t qua tich cyc. V6i tit cd moi ngudi.

Céi hay trong Chié¢"n Luo ¢ Cta Sy Uu Viét 1a né 4p dung duc ¢ cho moi
doanh nghiép, du” ban bén bao hiém nhén tho hay lam cha ctia hang dung
cu gia di’ nh. C4c budc thyc hién van khong thay dé’ i. Trudc tién, ban cin
xéc dinh nhu cu that sy ctia khach hang, du” chinh ho cing khong bié"t
chic mi nh muén gi . Khich hang c6 thé nghi ra ng ho dang ti’ m ki¢'m
moét mat hang cu thé ndo d6, nhung né u ban chiu khé ho’i tham thém mot
chut, ban sé nhan ra mot giai phdp hoan toan khac giup gidi quyé’t vidn dé
ctia ho, tham chi con it tén kém hon. Vay la ban da vuo t 1én trén ciong vi
mot nguoi ban hang. Ban trd thanh mot c6 van. Ban bat dau gianh duo c long
tin, va cudi cu’ ng 1a nhiing co hoi kinh doanh tié" p theo tu~ khach hang cta
mi nh.

Gidi phép kinh doanh nay c6 ve” khé hién nhién d6i véi ban. Nhung ban
sé rdt ngac nhién khi bi¢" t rd’ ng rat it doanh nhéan hiéu duo c khéi niém co
ban nay. Ho khé ma hiéu duo ¢ rd’ ng nhiing gi' ho that su ban cho khach
hang la cac giai phap, chu khong phai la hang héa. Va that khé d€ ho nhan
thiic duo c viéc kinh doanh la ban cho khéch hang nhiing gi' khéch hang
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can, chd khong phai c6 gdng bdn nhiing gi' ho c6 trén ké, trong khi do6, day
lai 12 diéu sé khié" n ho trd nén khéc biét so v6i nhiing doanh nghiép khac, va
mang lai cho ho nhiéu dip giao thuong tié" p theo.

Toi cam doan khi ban 4p dung Chié n Luo ¢ Caia Sy Uu Viét, thanh qua
thu nhit duo ¢ sé khié¢ n ban v6 cu” ng ngac nhién, khong chi vé€ mit tai
chinh. Khéng cdn néi ciing bié¢"t ban sé kié¢’m duo c nhiéu tién hon cé sy
tudng tuo ng ctia ban, khi ban bié” t d4t nhu ciu cta khach hang lén trén hé’t.

Khong chi thé”, hay nghi d&"n cdm giac clia ban vé ban than va doanh
nghiép khi ban tré thanh mot c6 van dang tin cay cta khach hang. Téi xin
nhin manh rd ng doanh nghiép ctia ban, sy dau tu cta cudc ddi ban, sy
nghiép cta ban sé dai dién cho mot diéu gi d6 rit tuyét voi. Ban sé tao ra
nhiing gid tri cho ban than va gia di nh. Ban sé mang lai cong dn viéc lam va
nguodn song cho nhan vién. Ban sé lam phong phu doi song vat chat ctia
mi nh trén miic mong do i, vi ban nhén ra gid tri trong nhiing nd lyc ctia
chinh mi" nh.

Cac Buéc Hanh Dong

Hay nghi vé nhiing ngudi ban tu’ ng cé dip giao thuong, bén sén phdm
hodc dich vy cho ho, mua hang ctia ho va lam viéc cu’ ng ho. Hay lan luo t
nghi vé tu’ ng ngudi mot. Sau d6 chu y d¢" n nhu cu that sy cta ho khilam
viéc v6i ban. Ho trong do i diéu gi’ ? Tac dong ctia hanh dong, san phim,
dich vu hodc cong viéc ctia ban doi véi su nghiép, cong viéc, tuong lai, hanh
phuc... ctia ho ra sao? Ban da anh hudng thé" nao dé"n chit luc ng cudc
song ctia ho trong qua khi? Diéu d6 c6 y nghia gi d6i v6i thanh codng trong
kinh doanh hodc cudc sdng ctia ho? Ban ¢6 thé 1am thém nhiing gi' dé gia
ting tAm dnh hudng clia mi nh 1én ké" t qua 4y? Hay suy nghi vé hy vong,
u6c mo, noi lo, s4 thich, gia di’ nh, muc tiéu, sy trong ciy hodc long tin cta
ho danh cho ban.

Hay xem t4t c& nhiing ngudi d6 1a ban cia mi’ nh. Nhiing ngudi ban tin
tudng va cling tin tudng ban. Ban vu' a tao dung mdi lién hé siu xa vdi ho.
Hay ti m hiéu thém nhiing diém nao d6 noi ho khié" n ban say mé va thich
tht. R6i hay lam mét thi nghiém nho’. Hay mang niém dam mé va muyc tiéu
md&i me’ 4y clia ban vao méi quan hé déi bén. Ké't ndi (gip go™ truc tié¢ p,
qua thu tu", email hodc fax) mot cich dong cdm hon, tran trong hon va
trung thanh hon. Va hay ching kié¢"n nhiing khéc biét 16n lao trong cdch ho
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hoi dap lai ban.
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Chuong 5: Hoa Von Ho6m Nay, Siéu Lo i
Nhuan Ngay Mai

Tinh gia tri tron do’ i ctia khach hang

Hau hé’t cdc doanh nghiép dn nén lam ra 12 nho khéch d¢" n mua hang
hé"t 1an nay dé¢"n 1an khéc, su6t nhiéu thang, nhiéu nam, nhiéu thap ky . Ro”
rang, tit ca nhiing lan mua hang ti¢" p theo d6 sé thém nhiing mon tién
kho' ng 16 vao tai khoan ngan hang ctia ban. Ban sé khong thé ki¢"m duo ¢
nhiéu tién nhu vy né" u ngay tu" d4u ban khong mang nhiing khach hang d6
vé cho doanh nghiép ctia mi nh. Viéc ban mang vé thém 10 hodc 110 hodc
1.010 khach hang trong thang nay va nhiing thang tié¢ p theo c6 gia tri nhu
thé" nao ddi véi doanh nghiép ctia ban? Cho du™ ban khong kié¢” m duc ¢ mot
xu tu nhiing don hang dau tién, thay vao d6 ban git hai lo i nhuan tich lay
kho' ng 16 tu” tit ca nhiing giao dich gitia ban va khach hang trong tuong lai?

Chép nhan hoa von hodc thua 16 chuat dinh dé c6 thém khach hang méi
valoito tu nhiing don hang tié p theo 1a mot gidi phap trong tim tay dé thu
hut va phét trién khach hang, nhung lai thuong bi xem nhe va it duo ¢ 4p
dung nhit. D€ van dung thanh cong phuong phap nay, trudc hé"t ban cin
nhi’ n nhan mot thyc t&” quan trong. Né"u cong ty hodc don vi cia ban la
mot doanh nghiép dic thu™ c6 ti 1é khach hang quay trd lai cao, hé"t 1an nay
dé" n 14n khéc, € mua cu ng loai hay khéc loai sain phdm/dich vy, thi' trdch
nhiém ctia ban d6i v6i doanh nghiép 1a phai n6 lyc hé"t stic nhd” m thu hat
khach hang quay trd lai nhanh nhit va dé” dang nhét. Ban khong cach nao
bié" t duo c chinh xdc mi nh can d4u tu bao nhiéu thai gian, cong stc va
quan trong nhit 13 bao nhiéu kinh phi d€ thu hut moét khich hang, né" u ban
khong tinh todn duo c gia tri chinh x4c ctia khoan lo i nhuén tich liy ma ho
mang lai cho doanh nghiép trong quang thdi gian giao dich. Ban can ndm ro™
gia tri tron doi cta khach hang.

Da s6 cdc doanh nghiép va cd nhan déu khié n khach hang va nha tuyén
dung cam thdy viéc thié"t lap mdi quan hé v6i ho qué khé khin. Chinh ho
khié"n cho viéc chao mai khach hang st dung san phdm/dich vy ciia mi’ nh
trd nén ric réi. Né"u ban gidm thiéu hoic loai bo’ duo c hoan toan nhiing
chudng ngai do, sé c6 rit nhiéu ngudi bat dau thié”t lap mdi quan hé véi ban.
Né" u ban mang lai cho ho nhiing gia tri, dich vu tuyét vi va nhiing ké"t qué
ro rang, ho sé con trd lai va giao dich véi ban nhiéu lan. Va viéc ban 1a ngudi
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duy nhat c6 da niém tin vao ban than, vao sén phdm hodc dich vu ctia mi’ nh
dé chdp nhan rui ro, thay vi d€ méc khach hang ganh chiu, sé duc ¢ nhiing
vi khdch nay nhé mai. Mot méi quan hé tu vin hodc mua ban duo ¢ thié"t lap
cang nhanh thi' khach hang tiém néing sé cang sém trd thanh khach hang
tron doi ctia ban. Trong chuong nay, ban sé bié"t cdch dua ra mtic gid chao
hang kha thi nhat cho mét khach hang méi, du™ ¢6 thé né chua manglailoi
nhuan ngay lap tic, nhung ban sé thay né mang lai mot méi quan hé va
ngudn lo i nhuén lau dai.

Nhiéu cong ty gia ting s6 luc ng khéch hang va 16 i nhuan b’ ng mot
phuong phép don gidn: thay vi' ¢§ ging ki¢'m duo c 10 i nhuan kho ng 16
tu’ khach hang méi, ho tap trung khai thac 1o i nhuén thét sy tu' nhiing 1an
mua hang tié” p theo ctia khich hang d6. Dién hi nh la cau lac b sach va am
nhac. Thi nghi xem tai sao nhiing cdng ty 16n va khon ngoan nhu Columbia
House hodc Cau lac bo Book-of-the-Month c6 thé sd” n sang gtii cho ban 6
hay 12 cu6n bang, dia CD hodc quyén sach véi gia chi mot hay hai do luc
dau? Ban c6 nghi la vé lau dai ho sé thua 16 v6i nhiing giao dich kiéu d6? Hay
ban cho rd ng ho nhén ra cd 10 hodc 110 ngudi budc vao, thi' c6 mot s6
luo ng 16n sé i€’ p tuc mua nhiéu va nhiéu nia véi gia khong khuyé n mai?
Ho mudn lam tit ca nhiing gi ¢4 thé d€ moi thi trd nén qud dé” dang va
hidp dan khié n ban phdi ti’ m d&"n mua va st dung dich vu ctia ho. Nho vy,
ho kié¢"m dud ¢ hang chuc triéu d6 méi ndm tu’ nhiing khdch hang ma ho
chép nhé4n hoa vén d€ kié¢'m duo c.

Nhiéu cong ty cho thué mdy chu ting ban 30 ngay st dung mié™ n phi
né u ban ding ky dich vu cia ho. Nhiing nhin vién nhiéu tham vong ti nh
nguyén nhan thém hodc lam thay viéc cho cac vi quan ly/truéng phong trong
thoi gian ving mit ma khong doi thém luong. Ké't qua, ho sé 1a ing vién
sang gia trong do t thang tié" n hodc ting luong sip t6i. Bié"t duc ¢ mot khach
hang dong y chi bao nhiéu tién cho san pham hodc dich vu ctia ban trong
khoéng thdi gian vai ndm sé cho ban bié” t khoan tién mi’ nh c6 thé chi ra dé
ti m mot khach hang. Hiéu ro” va khai thac mot cach minh bach gid tri tron
doi ctia khach hang 1a cong viéc mang lai nhiéu lo i nhuan nhét cho doanh
nghiép hodc sy nghiép ctia ban. Gia tri tron déi hién tai cia mét khach hang
lagi ? D6 1a toan bd 1o i nhuén tu” mot khach hang trung bi’ nh trong sudt
thoi gian ho giao dich véi ban - bao géom t6 ng doanh thu tru” di toan b chi
phi quang cdo, tié" p thi, san xudt sén phdm/cung cip dich vu v.v....

Cha’ ng han, mot khach hang trung bi’ nh mang lai cho ban khoén lo i
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nhuan trung bi’ nh 1a 75 d6 & 14n giao dich dau tién. Ngudi d6 tié” p tuc mua
thém ba 1dn mdi ndm, vdi gid tri don hang trung bi’ nh 1a 300 do, va ct 300
d6 thu vao, ban ¢6 150 d6 lo i nhudn gop. Nhu vay, vdi thoi gian giao dich
trung bi’ nh 1a hai nim, m6i khach hang mdi tri gid 975 d6. V€ mit ly thuyé't,
ban c6 thé chap nhan bo™ ra cao nhit 975 d6 dé c6 duc ¢ mot khach hang
md&i ma van hoa vén chi khong 16.

Né u ban chua tinh duo c gid tri tron doi ctia khach hang, hay lam theo
nhiing budc sau day:

1. Tinh doanh thu va 16 i nhuén bi’ nh quan trén méi don hang.

2. Tinh lo i nhuén cong thém ctia mot khach hang ba’ ng cach xac dinh
xem nguoi do sé trd lai giao dich v6i ban bao nhiéu lan.

3. Tinh chinh xdc chi phi ctia mot khach hang ba’ ng cdch chia ngan sach
tié" p thi cho s6 luc ng khach hang c6 duc c tu” hoat dong tié" p thi dé.

4. Tinh chi phi khach hang ti€ém nang theo cach tuong tu.

5. Tinh s6 luo ng don hang trén t6 ng s6 khach hang tiém ning (phén
tram khach hang tiém néng tré thanh khach hang that su).

6. Tinh gia tri tron doi ciia mot khach hang ba’ ng cach 14y lo i nhuan c6
thé thu duo c tu” khach hang dé trong suét thoi gian ho giao dich véi ban
trd’ di chi phibo” ra d€ ¢6 duo ¢ (hodc chuyén do’i khach hang tiém ning
thanh) khach hang do.

Nhu" ng Tam Guong Thanh Cong

Mot trong s6 khach hang cta t6i la mot doanh nghiép rat I6n trong
nganh xay dung. Tiéu chi kinh doanh ctia ho la chap nhan hoa von trong bat
ky dich vy dau tién nao ho cung cép cho khich hang mdi. Va ho phai chéc
chén 1a khach hang bié¢" t diéu d6, nha” m thé hién va chiing minh ning luc
cling nhu hiéu qua ctia doanh nghiép. 80% khach hang mdéi sau dich vu dau
tién do sé quay lai va ho thu duc ¢ 50 triéu d6 méi ndm, hau hé’t s tién nay
1a ké"t qua ctia viéc ban diu ho chdp nhin hoa von dé co duo c khach hang.

Mot khach hang khéc cta t6i kié’ m duo c 6 triéu d6 méi ndm tu” dich
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vu stia chita va béo tri hé thong may sudi va diéu hoa khong khi. Toan bd
hoat dong ctia doanh nghiép nay duc ¢ duy tri’ dua trén mot cach lam cuc
ky don gidn. Mdi ndm hai l4n, anh ta gui thu dé&" n tt ca khich hang cta
mi nh d€ chao mai dich vy vé sinh va béo tri' hé théng sudi hodc diéu hoa
khong khi véi gid 19,95 d6. Mu' a dong, anh ta cung cip dich vu cho hé théng
sudi; mu a xuan va he, anh ta lam cho hé thdng diéu hoa. Anh ta chi 14y
19,95 d6 moi lan trong khi chi phi that sy anh ta bo ralén dé' n gan 30 do.
Trén ddi nay lam gi' ¢6 ngudi chiu 16 gdn 10 d6 trén mdi khéch hang st
dung dich vu ctia mi’ nh? Ly do 1a khi ép dung chuong tri’ nh khuyé n mai
nay va phan tich k&t qua thu duo ¢, anh ta phat hién ra trong qud tri nh vé
sinh va bdo tri , c6 50% hé thdng nhiét hodc dién lanh trong gia di’ nh xuit
hién nhiing van dé can stia chiia ngay lap ttic - nhiing van dé ngay ca khach
hang ciing khong hé hay bié"t. Ké&"t qua la anh ta ki€’ m thém duo c it nhat
125 @6 sau khi stia chita nhiing ho ng héc d6. Du” anh ta chju 16 10 d6 trong
1an d4u tién, anh ta vin ki¢’ m duc ¢ mot khoan ngon lanh trudc khi roi nha
khach hang. Anh ta con nhan thay mdt nta s6 ngudi sau 1lan dau tién su
dung dich vu vé sinh va bao tri’ sé thudng xuyén lién hé anh ta trong nhiéu
ndm niia d€ nho anh ta stia chita hé thong nhiét hoac dién lanh véi muc phi
bi’ nh thudng. Mot ntia doanh s6 ctia anh ta, hon 2,5 triéu d6 dé n tu’
nhiing khach hang mdi, 1a ké"t qué ctia chuong tri’ nh thu hut khach hang
v6i muc gia “chiu 16 mot it” 19,95 do nay.

Mot cong ty kinh doanh tién xu ma tdi tu’ ng tu vdn 6 vu ng Midwest
thu duo ¢ 500 triéu d6 méi nam ba ng cach chdp nhén hoa von dé€ khuyé n
khich khach hang d¢"n giao dich 1dn d4u tién. Cong ty khong 16i mot cic
nao. Thét ra, ho con 16 10 d6 vi ting moi khach hang mot bo sdch va béo cdo
tri gid 10 d6 huéng dan dau tu vao tién xu. Mo6i b tai liéu nay ngén mit ctia
cong ty 10 do, trong do6 chia dung nhiing thong tin gitp khach hang xem xét
va ddnh gid xem viéc ddu tu vao tién xu c6 phu’ ho p véi ho hay khong. Cong
ty nay thu huat duo c khodng 50.000 nguidi trong ndm dau tién ho rao bén tién
xu véi gia hoa von. Cling trong nam do, trong s6 50.000 khach hang méi, c6
gan 10.000 ngudi quay lai va mua so tién xu tri gia 5.000 do6 trong vong sau
thang véi gid khong khuyé” n mai. Trong s6 10.000 ngudi d6, khoang 2.000

nguoi trd lai va mua so tién xu tri gia 10.000 d6 hoac hon véi gia khong
khuyé n mai. Trong s6 2.000 ngudi d6, 500 ngudi quay lai va mua s6 tién xu
tri gia it nhat 50.000 do véi gia khong khuyé” n mai. Toan bo giao dich nay
dié” n ra trong ndm tht nhit. Tu' ndm thd hai tré di, con khodng 2.000 trong
s6 nhiing khéch hang trén tié" p tuc mua nhiéu va nhiéu ntta. Ké"t qua la ho
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thu duo c hang chuc triéu d6 lo i nhuén tu” t6’ ng s6 50.000 khach hang méi
nhd chdp nhan thua 16 mét chat.

Cung Chién Lugc, Nhiéu Cach A" p Dung Khac Nhau

Mot khi da tinh gia trj tron doi ctia khach hang, ban ¢6 rat nhiéu cach dé
hoan thanh muc tiéu hoa vén ciia mi' nh. Hay nhg, muc dich khong chi 1a
gidm gid cho nhiing lan mua hang ddu tién, ma 1a lam cho lan mua hang dau
tién trd nén cuc ky hip dan, ¢’ n muc khach hang kho long tu™ chdi. Mic
du’ gidm gid san phdm hodc dich vu la cich thong dung va hién nhién nhét
dé€ khich hang ti’ m dé¢" n, nhung van con nhiéu phuong phép hiéu nghiém
khac. Vi dy, ban c6 thé tinh todn chi phi duo ¢ phép chi ra cho cong tac ban
hang hoic tié¢ p thi, tiic 13 s6 tién ban si”n sang bo™ ra hodc chap nhan khong
14y 161, nha” m muc dich khié n 14n mua hang dau tién trd nén kho cud” ng lai
trong mat khach hang tiém néng.

Cha’ ng han, san pham hodc dich vu ctia ban duo c ban véi gid 200 do va
chi phibo’ rala 100 do. Gia st mot khach hang bi’ nh thudng ctia ban mua
hang vai lan méi ndm, trong vong vai nam, va ban nhan duc ¢ mot khoan lo i
nhuan dai han ding ké. Ha" n nhién ban c6 thé giam gi4 ban t6i da xuong con
100 do & lan mua hang dau tién, chi dt hoa vén nhung c6 thém mot khach
hang méi. Nhung ban cting c6 thé du ng 100 d6 d6 d€ lam nhiing viéc khéc.
Ban c¢ thé giti nguyén gia ban 200 d6 va danh 100 d6 lam “hoa hong” hodc
tién thudng thém cho nhan vién bdn hang, nha’ m khuyé n khich ho mang
vé thém nhiéu khach hang méi. Day la mét phuong phap c6 thé mang lai
nhiing ké"t qua rét t6t né" u duo c 4p dung trong nhiing ti nh huéng thich
ho p.

Ban ciing c6 thé giti nguyén gid 200 do, nhung tdng s6 luc ng san pham
lén gdp d6i cho khich hang trong 1dn mua d4u tién. Hodc ban c6 thé du’ ng
100 d6 d6 dé mua thém san phdm/dich vu bo’ tro (mua si tu don vi khac)
cong véi san phdm/dich vu sa™ n c6 ctia ban d€ lam thanh mét géi san phim,
ma van gitt nguyén gia ban 200 do, nho do gia tri hang héa ban danh cho
khach hang bong 16n hon nhiéu, va nho thé”, hdp dan hon nhiéu. Hodc ban
c6 thé du’ ng 100 d6 d€ dau tu vao quang céo, thu chao hang, tuyén thém
nhan vién bdn hang, t6" chiic hoi thdo mié”n phi, hodc bit cti chuong tri’ nh
tié" p thi va ban hang nao. Hodc ban cé thé thué vi tri quang cdo & mot clia
hang khdc hodc tai qudy hang hoi cho va tra cho ho 100 d6 méi khi c6 thém
mot khach hang méi thong qua cach 1am nay.
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Trd ngai duy nhit khi st dung ngan sach ban hang va tié p thi phuc vu
cho chié¢"n luc ¢ hoa von 14n ddu nha” m thu hat khach hang 1 né phai chan
chinh va dting luat. Ngoai ra, sau khi thti nghiém, n6 phai ching to” tinh kha
thi lau dai vé mat kinh t&". Khi 4p dung bi quyé”t nay, ban sé khié¢ n cho san
ph4m hodc dich vu ctia cdc d6i thu canh tranh suy nghi han hep va thié" u
chié¢"n thuat tré nén qua dit do’ nhung khong mang lai nhiéu gid tri so véi
san phdm hodc dich vu ctia ban. Ban bong tré nén khac biét, thu hut nhiéu
khéach hang va uom mam cho nguén lo i nhuan tuén trao trong tiong lai.

Cac Bu6c Hanh Dong

Lén danh sach tit ca san ph4m hodc dich vu ma ban hodc doanh nghiép
cua ban dang ban. Sau d6 xac dinh ban cin ha thap rao can tam ly cho nhiing
khéch hang tiém nang, nha tuyén dung hodc d6i tuo ng ba ng cach ha thép
chi phi ban ddu nhu thé” nao. Hay ghi nhé mot thuc té&” rd” ng: di€ém khai
dau chd’ ng lién quan gi' t6i dich d&"n sau cu’ ng. Mot khach hang méi mua
lan ddu vi gia khuyé n mai hdp dan sé trd thanh khach hang thudng xuyén
mua nhiéu l4n véi gid khong khuyé” n mai. Tuong ty, mot cip trén, ngudi cit
nhic ban 1én chié’ ¢ ghé” cao hon (hodc nha tuyén dung méi tuyén ban), mic
du chi dong y tra cho ban muc luong cii trong vong 30, 60 hodc 90 ngay ddu
tién lam viéc & vi tri mdi, lai chinh la ngudi sé chap thudn tang luong cho ban
thém 30%, 50% hoac 100% vé lau vé dai. Nhung trudc khi ban duo c tang
luong 1én 30%, 50% hoac 100%, ban phai nam co hoi da.

Hay thti nghiém chié’ n lud c nay b’ ng cdch 4p dung & quy mo nho’ va
an toan trudc. Ban c6 thé d€ nghi lam mot dé an cho cép trén hién tai cta
mi nh hodc ti nh nguyén lam viéc & mot vi tri méi trong vong ba thing ma
khong can ting luong. Ban sé ngac nhién thich thu khi thay c6 rat nhiéu
nguoi hudng ting dé xudt cia ban. N& u ban ap dung chié n luc c gidm rao
can d€ bat dau thié” t 14p méi quan hé, n6 sé mang lai nhiing ké"t qua dang ké
trong kinh doanh va su nghiép ctia ban.
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Chuong 6: Khac Biét Muon Nam

Lam thé nao dé xay du ng Lgi Thé Ban Hang Doc Nhat

Lam thé" nao d€ dua ban than hodc doanh nghiép ctia mi nh 1én vi tri
vio t troi hon hi’ n d6i tht canh tranh? Dé nd’ i bat gitta mot thi trudng trim
ngudi bdn van ngudi mua, ban/doanh nghiép budc phai mang dé¢"n cho nha
tuyén dung/khach hang cia mi’ nh mét 16 i ich hodc uu thé” riéng biét va doc
déo, vuo t xa nhiing gi' d6i thii canh tranh dang lam. Né&"u khong, ngudi ta
chi'ng cdlydo gi' dé giao dich v4i ban. Ban phai xac dinh duo ¢ va nim ro”
nhiing gi' mi nh/doanh nghiép dang lam hodc sip lam cho khach hang
nhd” m mang lai cho ho mot ké”t qua hodc loiich vuo t troi so voi d6i thu.
D6 goi la Lo i The” Ban Hang Doc Nhit (USP).

Lo i Thé” Ban Hang Doc Nhit chinh la mot y tudng khac biét, 16i cudn
giup phan biét ban véi tat ca nhiing doi thu canh tranh “thudng thudng bac
trung” khac. Mot khi da xdc dinh duo ¢ vu thé” riéng biét d6, ban phai ké"t
ho p n6 véi cac hoat dong khuyé n mai, tié" p thi, quang cdo va ban hang, ké
ca hanh dong va 161 no6i ca ban hodc nhan vién kinh doanh, ciing nhu trong
cdc tai liéu tié" p thi - tap chi quang céo, thu chao hang, v.v... Noi thoi chua
dt, ban phai chiing minh duo ¢ di€ém khac biét d6. Ban phai tho’ 1 stic song
vao n6. N6i chung, du” cho USP ctia ban 1a gi', ban phai thé hién duc c né
moi luc moi noi.

USP thay do'i tu’ y theo doanh nghiép va thi hié"u. Toi xin ga iy viéc
dau tién ban cin lam la xem nhiing mdu quang cio trén bdo, t6 budm quéing
cdo, tap chi chuyén nganh, ban tin néi bé nganh, trén ti-vi va dai phat thanh,
thdm chi la Nhiing Trang Vang, d€ tham khao Lo i Thé" Ban Hang Doc Nhat
ma nhiéu doanh nghiép khac nhau st dung. Hay néi chuyén véi nhiing cha
doanh nghiép va nhén vién kinh doanh, ho’i ho, “Anh/chi nghilo i thé’
chinh cta viéc giao dich véi anh/chi hodc cong ty ctia anh/chi so véi cac doi
tha canh tranh ctia anh/chila gi ¢” Ling nghe d€ bié"t ciu tra 15i ctia ho co
truc ti€ p hodc gidn tié" p gitp ban sang tao nén Lo i Thé” Ban Hang Doc
Nhit cho riéng mi  nh hay khong.

Trong kinh doanh cting nhu trong sy nghiép, né" u trong mat khach hang

hodc nha tuyén dung, ban 1 ngudi nd’ i bat, thu hut va chié’m duo ¢ cdm
ti nh ctia ho thi' d61aly do thuyé”t phuc d€ ho chon ban thay vi' cdc ting

https://thuviensach.vn



vién khéc. Ban cang thé hién ro” nhiing y&¢ u t6 chiing to’ mi nh la sy lya
chon ding dan (mang lai nhiéu loiich,loi thé” hon véi chi phi thap hon),
ho cang mudn chon ban thay vi' d6i tht ctia ban. Ban cin khong ngu™ ng tao
ra nhiing uu thé” that sy va ro” rang, cang nhiéu cang t6t trong mat khich
hang va nha tuyén dung. Trong chuiong nay, ban sé hoc cach xéy dung Lo i
Thé” Ban Hang Doc Nhat ctia riéng mi nh - yé“u t6 gidp ban nd’ i bat gifia
cac d6i thu canh tranh va thu hat khach hang ba” ng cach mang lai cho ho Io'i
ich to 16n khong noi nao khac lam duo c.

Khong dé™ d€ phit trién, xdc dinh va ké"t ho p USP vao moi viéc ban
lam. Nhung phan thudng sé rat xtiing dang véi thoi gian ban bo” ra. N6 sé
mang lai cho ban sy khéc biét, doc ddo valoi thé” hon ha’ n nhiing déi tha
khéc trén thi trudng. Vi vy, du’ ng ndon néng. Hay suy nghi vé nhiing gi’
ban lam, ca nhiing gi' ddi tha lam, hodc khong lam, va ban ¢6 thé 1am t6t
hon ho ra sao. Toan bo thanh cong ctia ban trong hoat dong tié” p thi no6i
riéng va trong kinh doanh néi chung déu duo ¢ xay dung dua trén Lo i Thé’
Bédn Hang Doc Nhat. USP ctia ban c6 thé anh hudng dé" n bat ¢t yé u td nao
ctia hoat dong tié¢" p thi - gia cd, dich vy, chat luo ng, tinh doc quyén, hodc
bat cti khia canh nao trong doanh nghiép.

Co6 rat nhiéu ngudi thanh cong nho vao USP. Mot s6 cong ty dinh vi
mi nh 1a doanh nghiép c6 phuong thiic mua bdn da dang va t&t nhat. USP
cua ho 1a “su lya chon da dang”. Cac cong ty khac c6 thé gidi han hon, nhung
ho c6 USP “gid re’” hodc “ban sét gia vén”. Mot doanh nghiép khac khong
mudn khach hang bié"t ¢ n mi nh chivi gid ca hodc sy da dang trong san
phdm, ma thay vao d6, ho mang dé¢"n chit luo ng t6t nhat véi gia tuy nhinh
hon nhung van ho p ly. Chat luo ng hodc tinh doc quyén - tham chi la sy hao
nhodng - chinh 1a USP cta mét vai doanh nghiép nao dé. Va van con nhiing
doanh nghiép khac kinh doanh san pham & muc gia thich ho p, nhung ho c6
stic hdp dan ngudi mua nhd vao dich vy, tro giup khach hang hodc ho tro
lap dat tot hon.

Ban hoan toan c6 thé ty gy dung mot USP cho riéng mi nh ba ng vo
van cich. Tuy nhién, cich t6t nhét [a xac dinh mo6t nhu cdu con bo’ ngo” ctia
thi trudng ma ban c6 thé dép ting va tu’ do phat trién nén mot USP. Nhung
hay c4n thin, bdi né” u chon mot USP ma ban khong ¢ khé nang thyc hién
thi' sé phan tic dung. Trudc khi giGi thiéu cho ban mot vai USP cu thé, toi
muon ké lai mot hién tuc ng rat khé hiéu va ddng buon. Khi ban dé nghi moét
doanh nhian mo ta ro” rang va ngan gon USP clia mi nh trong mot doan vin,

https://thuviensach.vn



da s6 khong thé dua ra ciu trd 16i. Tai sao? Vi ho chua bao gi nghi dé'n
hodc chua bao gio mang lai cho khach hanglo i diém ban hang doc nhat cu
thé€ nao ca. Nhiéu ngudi trong s6 ho khong hé c6 USP, ma chi kinh doanh
kiéu “ca mé mot 1da”, khong dinh huéng, khong nod’i bat, [am dn manh mtn
theo s6 dong trén thi trudng. Ho khong ¢ diém gi- doc ddo, khong c6 chut
gi khdc biét. Ho khong hita hen bét ctt gid tri, 1o i ich hodc dich vu tuyét voi
nao, ma chi kéu goi “hay mua hang ctia chiing t6i” cht khong dua ra duoc c ly
do chinh dang nao ca.

Khong c6 gi' la khi hdu hé” t nhiing doanh nghiép khong c¢6 USP khé
khin 1dm mdi ton tai n6’i. Kha ning that bai ctia ho rat cao. Lanh dao va ca
nhan vién déu tho o véi cong viéc. Va ho chi kié’ m duo ¢ nhiing moén Io'i
co’ n con so vdi tiém ning kinh doanh ctia mi’ nh. Ngoai viéc s4 hitu ctia
hang & vi tri dic dia, ho 1am cach gi' d€ thu hut khéch hang khi khong thé
mang dé¢ n 16i hia hen hdp dan, tinh ning doc dédo hodc dich vu dic biét?
Khi d¢" n giao dich, khdch hang mong duo c dép lai b4’ ng su quan tdm va ton
trong dic biét. Né" u la ban, ban ¢6 mudn lam khéch hang thudng xuyén ctia
mot doanh nghiép chi don gidn vi' ho “6 si”n d6”, ngoai ra chd ng duo clo i
ich gi" hay ho, cling khong phai 1 lya chon tuyét voi véi gid re’ bat ngd, ciing
khong c6 duo c sy tu van, dich vy hodc ché” d6 bao hanh mang lai sy an tim
tuyét doi cho ban? That budn cudi khi di€u hanh mét doanh nghiép ma
khong gan lién mot USP ro™ rang, manh mé va 16i cudn vao co cdu hoat dong

hang ngay ctia doanh nghiép dé.

Mot s6 luo ng khiém t6n cac doanh nghiép bié t 4p dung nguyén Iy USP
da git hai thanh cong ruc ro” hon rat nhiéu so véi cdc doanh nghiép khong
c6 USP. Ho ¢6 duo cloi the” vo cu’ ng so vdi tit ca cac d6i thi canh tranh
con lai.

Lo i Hda Quan Trong

Lam thé” nao d€ chon duc ¢ mot USP? Tru6c hé’t, ban phai xdc dinh
nhiing nhu cau chua duo c dép ting trong nganh nghé hoac linh vic ctia
mi nh, chi’ ng han nhu:

1. Lya chon da dang

2. Siéu giam gia
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3. Dich vy tu vén va ho tro

4. Tién nghi (vi du: vi tri ctia hang, hang héa luén cé du, giao hang ngay
lap ttic)

5. San pham/dich vu cao cip

6. Toéc do phuc vu nhanh chdng

7. Chét luo ng dich vu cao hon hd’ n so v6i mit ba’ ng chung
8. Ché” do bao hanh hoic bdo ddm lau hon va toan dién hon

9.Bat ctiloithé” dic thu',loiich hitu hi’ nh hodc v6 hi nh, hodc nhiing
vu thé” quy gia nao khac ma ban c6 thé cung cdp nhung d6i tha canh tranh

thi khong

biéu quan trong & day la tap trung vao nhiing thi truéng chuyén biét,
nhu céu hodc nhiing 16 ho ng chua duo ¢ 1dp déy - véi diéu kién ban c6 kha
nang thuc hién 16i htda. Thdm chi ban c6 thé tao ra nhiing USP ghép, la su
ké”t ho p hai khoang tréng thi trudng khac nhau. Nhung trudc khi quyé”t
dinh 4p dung mot USP nao d6, hay chic chin rd’ ng ban ludn c6 khé ning
thuc hién dung theo tinh than ctia USP dé trong moi hoat dong doanh
nghiép. Ban va/hodc nhéin vién ctia ban budc phai lién tuc duy tri chét
luo ng san pham hodc dich vy 6 mtic cao nhat. Né u USP ctia doanh nghiép
1a cung cdp cho khach hang su lya chon san phdm va dich vu da dang nhit,
dong thoi ddm bao “cé hang ngay lap tic” hodc “ludn luon cé hang”, nhung
thyc t&” ban chi c6 trong kho 6/25 mit hang va méi mét hang chi c6 vai mén,
thi ban dang dén di nguo c lai ban chat ctia USP va cubi cu’ ng hoat dong
tié" p thi ctia ban sé thit bai. Diéu t6i quan trong la phéi ludén luén “bam sat”
USP clia mi nh. Né"u ban khong that sy tin tuéng mi nh c6 thé lam dung
nhting gi da tuyén bd, hay chon mot USP khéc, mié™ n sao né la ddc nhit va
ban c6 kha nang thuc hién.

Chién Thua t Tiép Thi D6n Dau
Mot cach niia d€ phat trién Lo i Thé" Ban Hang Doc Nhit 1a st dung

chié n thuét ti¢" p thi don d4u. Vi du kinh dién vé stic manh ctia viéc phat
trién USP thong qua phuong phap nay xdy ra nhiéu nam trudc & cong ty bia
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Schlitz.

Nhiing nam dau thap nién 1920, c6 khodng 10 cong ty sdn xudt rio u bia
canh tranh gay gat trén thi truong My. Schlitz 1a mét cdng ty khong thanh
cong cho lam va ding thid tdm trén thi trudng. T4t ca cac cong ty trén déu
truyén tai mot thong diép co ban giong nhau: “Bia cta chung toi la nguyén
chat” Ho khong giai thich cho ngudi uéng bié"t nguyén chat that sy c6 nghia
la gi' . Ho chi lién tuc rao 1én, “nguyén chat”, “nguyén chit’, “nguyén chat”,
Schlitz thué mot c6 van ti€” p thi v6i hy vong gia ting doanh s6. Vi ¢6 vin nay
di tham quan mt vong quanh nha mdy va duo c giéi thiéu vé quy tri’ nh san
xudt bia ctia Schlitz. Ong ta v6 cu’ ng &n tud ng v6i nhiing gi' mi nh duc ¢
bié"t. Co s ctia Schlitz nd” m ngay h6 Michigan va nudc hd vao nhiing ndm
1920 van coOn rdt sach. Tuy nhién, du™ & st canh hd, ho van khoan hai gié" ng
phun sau hon 1.500 mét d€ ti’ m cho b3’ ng duo c loai nudc c6 ty’ 1é chinh
xé4c gitia nuGe va khodng chit nha’ m tao ra loai bia ngon nhit. Ho tié¢' n hanh
1.623 thi nghiém trong hon 5 ndm nha m ti’ m ra va phat trién t¢” bao men
bia cai tinh tiy nhét, c6 thé tao ra huong vi bia ddm da nhat. Roi ho cho 6ng
ta xem quy tri nh chung cit nudc trude khi 1én men bia. Nuéc duo ¢ dun s6i
dé n 2.7600C sau d6 lam ngudi va ngung tu — khong chi mot 14n ma nhiing
ba l4n d€ dam bao nudc that sy tinh loc. Ho miéu t& qué tri nh chié’t rot
dong chai, noi ho hdp tu” ng cdi chai & 3150C nhd” m khi sach tit ca vi khuén
va vi tru’ ng dé chung khong 1am ho ng mu’ i vi bia ctia ho. R6i ho ké rd” ng
ho né’m tht ti’ ng me’ mot d€ ddm bao huong vi bia that dim da tinh khié"t
trugc khi dong chai va xudt hang di.

Ngudi ¢ van no cam thdy choang ngo p trudc quy tri nh san xuét bia
nay. Ong ta néi v6i ban lanh dao Schlitz ra” ng ho nén néi cho khach hang
bié¢"t vé nhiing phuong phap dic biét ma ho da du ng d€ san xuit bia. Ban
lanh dao cong ty ho'i lai, “Tai sao chiing toi phai lam thé" ? T4t ca cic cong ty
bia khac déu lam y nhu chung t6i th6i” Nhung vi ¢ van nay hiéu ro~ khai
niém vé tié" p thi dén ddu, vi' vay Ong ta trd 15i, “Nhung khong ai trong
nganh cong nghiép ctia cac anh giai thich diéu nay cho khach hang ca. Ngudsi
d4u tién tié" t 10 bi quyé’t, ly gidi cach lam va ly do tai sao ho lam nhu vy, sé
gianh duo c sy khéc biét va that sy nd i troi trén thi trudng tu” do vé sau”

Schlitz la cong ty dau tién va duy nhat ké lai cau chuyén san xuat bia cua
mi nh. Diéu d6 trd thanh Lo i Thé” Ban Hang Doc Nhit ctia ho. Vi USP
nay, Schlitz dinh nghia tu™ “nguyén chit” mot cach rat khac va cu thé hon
nhiéu trong mat tit ca nhiing ngudi tiéu thu bia trong nudc. Khach hang
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nhi’ n thdy trong qua tri nh 1én men va phuong phdp dong chai ctia Schlitz
mot diéu gi' d6 khac biét, c6 gid tri va hdp dan hon rit nhiéu so vdi bat ky
loai bia nao khdc trén thi trudng. Schlitz bat ddu stt dung USP theo kiéu tié p
thi d6n dau, va trong vong séu thang, bia Schlitz tu™ vi tri thd tdm vion 1én
dan dau vé doanh so.

R6 Rang Va Di Thi' ng Vao Van Dé

Trudc khi c6 thé ké"t ho p USP vao nhiing cong cu tié¢ p thi khac nhau,
va thong qua d6 truyén dat thong diép USP dé¢" n khach hang, ban cin chd y
dé’ n viéc di¢” n dat n6 sao cho ro” rang, mach lac va hiéu qua. Pu’ ng qua
mau me hodc qua tru’ u tud ng. Hay can nhéc cho d¢"n khi nao ban c6 thé
dié" n dat n6 ba’ ng mot doan vin ro” rang, hdp dan va thuyé” t phuc. USP
giong nhu mot hat nhan trung tdm ma xoay quanh no, ban tao dung thanh
cong, danh vong va tién tai. Vi vay, ban cin bié"t cdch di¢” n dat n6. N&"u
ban khong lam duo c diéu do, khach hang tiém nang sé khong nhan ra diém
khéc biét ddc trung. Lam thé” nao d€ khi khach hang cdn dé¢"n loai sdn
phdm/dich vu ban dang cung ting, USP sé khié" n ho nhg ngay dé" n
ban/doanh nghiép ctia ban. Né& u ban truyén dat USP clia mi’ nh mot cach
ranh mach thong qua nhiing hoat dong tié” p thi va hoat dong kinh doanh,
sém mudn gi thanh cong ciing d&"n v6i ban. Nhung ban phai bié" t c6 dong
USP & mitic cao nhat.

Hay thtt xem. Vié" t mot doan miéu td ngin gon vé USP mdi clia ban.

Dau tién, ban sé gdp kho khan trong viéc dié” n dat mot cach chit ché va
cu thé, tham chi d6i khi ban phai vié"t lai hai ba 14n hodc hon. Khong sao ca.
Hay manh dan stta nhiing mo6 td chung chung va tép trung vao nhiing tuyén
b6 ro” rang, mach lac vé nhiing gi' ban c6 kha ning mang lai cho khich
hang. Va hay got gitia nhiing phan dai dong khong cin thié"t cho dé¢" n khi
ban c6 mot Lo i Thé” Ban Hang Doc Nhit duo c dinh nghia that ro” rang ma
khach hang hodc déi tuc ng tiém nang c6 thé d¢” dang nam bat.

Ban phai ho p nhit USP ctia mi nh vao moi khia canh ti€¢” p thi ctia
doanh nghiép, bao gobm quang cdo, thu chao hang va nhan vién kinh doanh
khu vyc. Cha ng han ban tung ra chié¢ n dich quang cdo trén 4p phich, va
USP ctia ban 1a danh cho khach hang su lya chon da dang hon batky déi
thti canh tranh nao. C6 moét s6 cach d€ dua USP vao muc quang céo ctia ban
nhu sau:
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Néu bat USP ngay tu tiéu dé:

Chung tdi ludn c6 san 168 mat hang khac nhau, mo6i mén cé khong
duo’i 12 kich ¢& cu’ ng 10 mau sic ha"p d4™ n. Gid dao d6 ng tii 6 - 600 do.

Hoac:

Danh muc san ph4m nhiéu ga” p ndm l4n, mau sic da da ng ga’ p bon lan,
s6 lugng ctia hang & vi tri thuin lgi nhiéu ga" p ba l4n, tho' i gian bao hanh
dai hon g4’ p hai l4n va chi phi chi’ bd” ng m6 t ntta so vo’i ba t ky’ nha phéan
phoi nao khac.

Hoac néi thém vé USP cua ban:

Hau hét cdc nha thdu thi cdng duo” ng 6ng chi’ nhan stia chu”a mo t
hodc hai nhan hi¢u mdy diéu hoa khong khi.

Dich vu stia chiia béo tri may diéu hoa khong khi, hé thong sudi va
dudng 6ng nudc Acme cd kha nang dam trach 10 nhan hiéu may diéu hoa
ban chay nha"t — ngoai ra, chiing t6i con la dai ly lip dit va bao tri dugc ty
quyén ctia nim nhan hiéu khéc. Tai sao quy vi phai chd”p nhan nhiing lya
cho n nghéo nan cho mé t v&'n dé€ quan tro ng nhu tién nghi gia dinh va vin
phong, trong khi chi ¢4 n goi dén Acme, quy vi se” c6 moithu™ theo yéu
cAd u?

Hoac:

Hau hét nhu” ng cong ty dich vu chi’ 1am viéc tli 9 gio™ sang dén 5 gio”
chiéu.

Riéng Cong ty dich vu ABC sin sang phuc vu ba"t cu” lic ndo quy vi

ca n. Ching t6i c6 20 nhan vién stia chita luon tuc tryc 24 gio mo t ngay, 7
ngay mo t tud n, 52 tud n mo t nam - tinh ca ngay 1¢, thdm chi la Gidng Sinh
va Nam Mdi. V6i 20 nhén vién dich vu lam viéc toan thai gian luon san sang
nghe dién thoai, ching tdi se” c6 mit trong vong 3 gid dong hé — ké ca vao
cudi tud’ n. Mo t diéu quan tro ng niia: Gia ca khong thay d6i cho du quy vi
st dung dich vu ctia chting t6i vao 2 gid chiéu cac ngay trong tud n hay 5 gio
sang vao ngay cudi tud’ n. Va chi phi ctia chung t6i ré hon 10% so véi 10 cong
ty dich vy hang da" u khac.
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Trén day chila mot vai go iy cho nhiing tiéu dé hodc dan nhap cho mot
USP tap trung vao su da dang hda san phdm hoac dich vu. Bay gié hay xem
qua mot vai cach khai trién y ctia tiéu dé d6 trong phan noi dung quang cdo.

Khi cdn ti’ m m6 t mit hang nao d¢ trén thi truo” ng, chic ha' n quy vi
mudn biét mi nh se” ¢6 nhu” ng lu a cho n nao, trii phi quy vi da qué hai long
vo imén d6° mi nh dang c6 trong tay hodc ung y ngay moén hang diu tién
quy vi ti m dugc.

Néu quy vi khong ndm hét cic Iya cho n san co, lam sao quy vi biét dugc
mon hang nao la phu hop v6i minh nha’t? D6 a ly do tai sao Cong ty ABC
khong chi cung ci”p cho quy vi mo t hodc hai loai mdt hang dé lya cho n.
Chuing t6i da tim ra" t nhiéu nguén hang trong sudt cac nim qua. Cé téng
c6 ng 106 loai mdt hang khac nhau, va tlry vao ngan sach cu” ng nhu nhu
c4 u st dung, ching t6i se” cho n ra nhiing mit hang phuc vu quy vi t6t hon
hodc kinh t€ hon. Néu quy vi dinh sti dung mon do6 ctia minh trong vong 15
nam, hay chi thém 20% kinh phi d€ s& hitu san phdm c6 ba 16p, bon 14" n han
(khong dung dinh tan), gia c6 bang chi va bao hanh lén dén 20 nam. Trong
truong hgp quy vi chi dinh dung trong khodng thoi gian trén dudi 1 nam,
phién ban bang dong/thiéc cu” ng du dap u ng. N6 day bang mo t ntia va kha
nang chiu lyc bang 60% loai cao ci” p nha’t, cic mbi ndi dugc tan dinh va
han chi, c6 d6 bén hon 88%. Quan tro ng hon ca, gia ctia n6 chi bang 40%
loai cao cA”p nha’t. Nhu ¢4’ u ctia quy vi 1a duy nha’t, va mo t mén hang du
hoan hao vdi ngudi khac lai c6 thé qua cao hodc qua tha" p so véi nhu ca u
ddc biét ctia quy vi. D 1a ly do vi sao chung t6i trung bay 15 nhan hiéu, 47
ki€u, va 106 loai mdt hang khdc nhau. Ngoai ra... (Chdc ban da ndm duo ¢
van dé roi.)

USP Gia Ré

Né u USP ctia ban nhdm dé&"n y&"u t6 gid re’, ban c6 thé st dung nhiing
kiéu tiéu dé va dan nhéip nhu sau:

Chuing t6i ¢6 ban nhu” ng nhéan hiéu tuong tu nhu Cong ty X hay Cong
ty Y vo'i gid ré hon tii 25 dén 75%.

Hoac:

Bi' nh thuo" ng, d¢’" xy mo t cin nha mao’i, quy vi phai chi 110 do cho
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mo t mét vuong.

Chung t6i nhén tu sta nhiing cdn nha cé dién tich 1én dén 370 m2, su
dung nhiing vat liéu cao cd” p nhu ctia hgp kim ba 16p chiu lyc kich thuée 0,6
x 1,8m (t6i thiéu 0,6 x 1,2m), dinh cudng lyc chin td" n (thay vi dinh thiéc),
Op tudng bang gb ciy 6c cho that (khdng phéi van ép), tham trai san bang len
sgi nho (khong phai polyester), va nhiing chi ti€t no i tha"t c6 dinh bing
dong thau nguyén cha’t - t4"t ca chi c6 39 d6 mé t mét vuodng (t6i thiéu 45
m2).

Hoac:

Khi mua hang tit nha may, nha phan phdéi dugc chiét kha"u 10% cho
mo t ta, 20% cho 12 t4, va 50% cho 500 moén hang.

Chung t6i 14"y hang méi dgt it nha"t la 10.000 ci, vi vy chi phi cta
chung t6i tha"p hon khodng 20% so v&i ba"t ci” nha phan phdi nao khéc.
Thém ntia, gid ban ctia chung t6i chi cao hon chi phi bé ra 25%. Nhu vay quy
vise” chon mua ctia ai? Ctia tiém 14"y hang tling t4 mo t va ban gia ga"p doi
hay chung toi?

Bay gio, hay xem xét cach khai trién y ctia tiéu dé va dan nhép (vé USP
gidm gid) trong phan ndi dung ctia quang cdo:

Co6 rd"t nhiéu cong ty kinh doanh mit hang nay, mé t s6 14"y 16i ra" t cao,
s6 khéc it hon. Con s6 binh quan trong nganh la 225%, tu” c la néu nha phan
pho6i mua mén hang véi gia 100 do, ho se” ban cho quy vi véi gid 325 do.
Thong thudng, nhiing nha phan phoéi “gid ré” c6 ng thém vao chi phi 170%,
nghi~a la cu” ng moén hang cé gid 325 d6 d6, quy vi chi ca” n trd 270 d6 khi
mua tif nhiing nha phan phdéi nay. Ching t6i 14"y hang nhiéu hon va dugc
chiét kha"u cao hon ba"t ky  nha phan phdi nao khéc trong nudc. Va chung
toi chi tinh 161 50% trén tdng chi phi. VA" n mdn hang d6, néu mua ti nhiing
nha phan phdila"y gid cao se” 1a 325 d6, hodc 270 d6 khi mua tit nhiing nha
phén phdi 14"y gia tha” p, nhung quy vi chi ma”t 150 d6 khi giao dich véi
chung t6i.

USP Huéng Dén Chét Lugng Dich Vu

Sau déy la vai go iy cho cac USP danh vao y& u t6 chit luo ng dich vu:
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Néu quy vi mua hang ctia ba"t ¢t nha phan phdi nao khac trong nuo’c,
quy vi dugc bao hanh 12 thdng “gic” i ha n”. Néu quy vi mua hang ctia ching
toi, quy vi dugc hudng ché d6 bao hanh “v6 tho™ i han” c6 ng vo'i dich vu
dam béo trong vong 24 gio , va dugc ting truo ¢ chi phi mua vat liéu. Chua
hét, chiing t6i con c6 dich vu ta i nha.

Hoac:

Hau hét cac cong ty cdt ti'a cly cdnh ra gid tit 100 d6 trd 1én cho mo tlan
cung cA” p dich vu. Va viid" n nha quy vi can dugc cit ti'a it nha"t ba 1an moi
nam.

Cong ty dich vu lam viuon ABC nhan cham sdc cat tia cay canh hai thang
mo t1a n - tuong duong sau 14’ n moé t ndm - véi gid chi 16 d6 mo t thang,
tinh tién theo quy.

Hodc mot cach vié t khac:

Du cho tuyét rai vao lic nao, chiing toi ciing se” c6 mit trong vong 24
gio" d¢" do n 16i vao nha quy vi.

... Thém mot tién ich nifa khi ky ho p dong dich vu tai gia cia Cong ty
XYZ.

USP Nhiam Vao Chit Lugng Hodc Su Hao Nhodng

Véy con USP vé chit luo ng/cung cach lam viéc thi' sao? Sau day la vai
go iy vé tiéu dé va ngi dung dé€ ban tham khao.

Hang nam, chi’ ¢6 1.200 mit hang XYZ ha ng sang dugc sdn xud’t.

900 cdi dugc tiéu thu & chau Au, cu” ng chinh 13 noi san xua"t. Trong s6
300 cai con lai, 50 cdi dugc xua” t sang Nhat va 100 cdi dugc xua” t sang Nam
M7 va Uc Chau. Nhu vay, mbi ndm, chi c6 150 céi dugc ban trén thi trudng
My. Trong s6 150 cai do, chi c¢6 25 cai dugc chuyén dén California va chung
toi hién dang s htiu 18 cai. Ching t6i se” ban véi gid ra" t phai chdng cho cic
khach hang than thiét nha” t dén khi hét hang.

Hoac:
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Khung sud” n ghé s6 pha thiét ké theo nhu ciu ctia ABC dugc han néi
ba ng chét day 2,2cm.

Sau d6, khung suon nay con dugc gia c¢6 thém bang hon hgp than chi da
dugc kiém nghiém kha néng chiu lyc dén hon 5 t4" n. Muc dich thiét ké 1a
nang d6 chiéc ghé viing chac trong t6i thi€u 50 nam. Cha” t liéu vai bo ¢ dugc
lam béng tay do nhiing thg thti cong & mo t co s dét gia dinh, noi va n duy
tri phuong phap dét c8 truyén tlii 100 nim trude. Moi mét sgi chu’a 1.730
mét (hon 1km) to va s¢i nylon, cling cac ho a tiét dugc dan méc ci” uky
d4’y nghé thudt v6i do chinh xdc tuyét voi - mé t s¢i méila’ n dan. Qué
trinh dép néi dugc gidm sat ti mi bsi mo t chuyén gia ndi tiéng ¢4 u toan,
cu” ng chinh 13 ngudi da theo doi qua trinh ché tac td” m vai bo c thugng hang
t6 diém cho chiéc ghé s6 pha & khu vyc tiép tin ngay bén ngoai Phong Ba u
Duc & Nha Trang.

Nha mdy nay chi sin xud"t hon 4.100 mét sgi vai dét tay, théu tay va
ki€m tra bang tay méi ndm - chi viia ¢t dé bo ¢ 85 chiéc ghé s6 pha cho ndm
do. Hién chung t6i cé du nguyén vat liéu dé€ sdn xua’t trong thang 5 va chiing
t0i cu” ng san sang cho nhiing don hang s6 pha thiét ké, bo c vdi theo yéu
cA u quy vi. Nhung, vui long khong lién hé trii phi quy vi c6 dt kién nha™ n
dé€ cho ba thang, du kha nang chi trad cho mé t san phdm cao ¢4’ p nha"t va
biét thudng thu’c mo t kiét tdc chan chinh, c6 mo6 t khong hai ctia nghé thuat
co dién.

Cuang Co

Ban da bat ddu nhéin ra xu huéng & diy chua? Uu thé” ctia ban cang dé”
do ludng, so sdnh, minh hoa hodc dinh lio ng bao nhiéu thi’ n6 cang manh
mé bay nhiéu!

Dé n git, ban nén ndm mot y chung 1a can than trong ké”t ho p USP mdéi
chon vao tiéu dé va ndi dung clia moi mau quang cao ban dang hodc trong
thu chao hang ban gtii. Nhung né” u chi ké"t ha p USP vao quang cdo va thu
chao hang thoi thi' chua da. Ban can dua né vao moi hoat ddng tié p thi ctia
mi nh.

Khi ban hodc nhan vién kinh doanh cta ban lién lac véi mot khach hang

tiém ndng, tit cd nhiing gi’ ban noi can thé hién ro” USP clia mi nh. Ban
buc phai dié” n giai USP cho khach hang ba’ ng mot thong diép ranh mach
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va stc tich. Trong nhiing bud’i gidi thiéu sén phdm, nhan vién kinh doanh
ctia ban phai d€ cip d¢" n nhiing vu diém ctia USP, sao cho khéch hang cam
thdy viéc chon USP ctia ban thay vi' ctia d6i tht canh tranh sé mang dé' n
cho ho loiich cao nhit. Du™ ban la ngudi truyén dat thong diép &y hay nhan
vién kinh doanh, nhé tép duo t trudc, c6 gang di¢” n dat ding ban chat USP.
Phdi ddm béo ban/ nhan vién kinh doanh ¢6 thé tri’ nh bay USP d6 (tuong
duong mot doan van vié't) trong vong 60 gidy, ro” rang, hiéu qua, tié¢ p theo
méi thuyé”t phuc thém vé viéc n6 mang lailoiich gi cho khach hang va vi
sao no lai quan trong dé¢" n thé”. Dua ra kha khd vi du vé viéc ban da lam
duccgi theo tinh than USP dé ra.

Khi m¢t doanh nghiép hodc mét ca nhan gia coi va mo’ i mét vin dung
mot USP méi me’, hiéu qué va 16i cudn, k&” hoach tié" p thi ctia ho nhu duo ¢
ti¢"p thém stic séng mdi, niém hiing khéi, vui thich va sy thu hit méi me’.
Ban sé bat ngo trd nén khac biét. Luc do, ban da ding vé phia khach hang.
Ban trg thanh ngudi bao vé ho, ddu tranh vi' batky loiich ma USP cta ban
hodc doanh nghiép ctia ban c6 thé mang lai cho ho. Diéu dé thét thu vi va
hép dan véi khach hang, va véi cong ty ctia ban niia.

Tim Kiém Thi Truo ng Chuyén Biét

Nhé lai nhting vi du vé USP ma t6i da ké ban nghe lac dau, sau dé hay
nghi vé nhiing kinh nghiém mua hang ctia ban trong qua khd. Khi ti m
kié¢"m mot san phdm hodc dich vu trén thi trudng, cé phéi ban c6 khuynh
huéng uvu ai nhiing doanh nghiép thé hién ro” rang mot trong nhiing dang
co ban ctia USP khong?

Tuy nhién, hdy nhé mot sy that thé” nay: Ban sé khong thu hut duo c tat
cd moi ngudi. Thyc té&", mot vai USP nhét dinh duo c xay dung dé€ thu hut chi
mot phan khuc nao dé trén thi trudng. Cé6 mot khoang cach ménh mong
gitia nhiing khach hang rung rinh hau bao va nhiing ngudi chuyén sdn hang
gid re’, va ¢4 Ié ban sé khong thé nao tié¢’ p can duo c ho cu’ ng mot luc. Vay
thi nhém khéach hang ndo ban mudn xdc dinh lam thj trudng chuyén biét
ctla mi nh?

Du’ ng quén 16i khuyén luc dau cta toi - du” ng st dung mot USP ma
ban khong thé 1am ding nhu nhiing gi' ban tuyén bd. Thém niia, phan tich
tiém ndng thi truong cta cac loai USP khédc nhau vé thi phén, lo i nhuan va
kha ndng khach quay lai mua hang. USP khong thé chi ldp day duo ¢ mot 16
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ho ng trén thi trudng ma con phai mang lai thi phin, khéch hang, hoat dong
va lo i nhuan da d€ ddp ting nhu cau tai chinh va tdm ly ctia ban. Né u ban
giéng t6i — khong bao git tho a man va lién tyc ti’ m kié’m nhiing th thach
mdi — ban hoan toan c6 thé canh tranh vé6i chinh mi’ nh. Ch4 ng c6 luit nao
cdm ban khong duo ¢ xay dung nhiing doanh nghiép khac nhau hodc nhiing
bo phan khac nhau trong cu’ ng mot doanh nghiép dé€ ho canh tranh véi
nhau b ng cach d4p dung nhiéu USP khac nhau. Vi dy, ban ¢6 thé mé mot
ctia hiéu thoi trang dat gia va ddc nhat nham vao phan khuc thi truong cao
cdp, tuy nho” nhung mang lai 10 i nhuén 16n, va cu’ ng luc phat trién mot
trung tAm thuong mai gid re’ dé thu hut thi tridng dai chiing. Dong thoi,
ban c6 thé xay dung mot trung tdm dich vu siéu hiéu qua phuc vu cho nhiing
ai cdn dé’ n sy quan tAm hodc noi luu tra dic biét.

Lén Chuong Trinh

Mot trung tdm thuong mai trién khai mét USP giam gia duy nhat trong
nam nhén dip 18" héi. Ho quang cdo nguyén trang trén bao vé viéc tang
cuong luc ng hang héa trong kho, giam gia va khach hang c6 thé d¢” dang
goi dién d€ dat hang. Nhung khi khéch hang goi d¢" n, cic nhén vién truc
t6' ng dai dién thoai khong hé hay bié¢"t vé& do t khuyé n mdi méivi' cha’ ng
ai thong bao cho ho ca. Ké"t qua 1a: khich hang cdm th4y kho chiu va co hoi
kinh doanh bi ddnh mat vi ctta hang truéng quén thong bao ké” hoach cho
dién thoai vién.

TAt ca nhan vién ctia hang, nhan vién tryc dién thoai, tié p tAn, nhan
vién cham s6c khach hang - tit ca nhiing ai tié¢ p xdc v6i cong chung va
tuong tac vGi khach hang hodc batky  ai c6 thé anh hudng dé¢" n doanh
nghiép - bat budc phai hiéu ro”, tin tudng va lam theo USP ctia ban.

Né u USP ctia ban 1a dua ra 16i khuyén, dem lai sy hé tro va chit luo ng
dich vu tuyét voi, n6 khong thé chi du” ng lai ¢ nhiing 15i chao hang hoa my.
N6 budc phdi trd thanh nguyén tic lam viéc ctia ca cong ty. Né" u 6 ai d6 goi
dién d¢"n ho’i thong tin, dién thoai vién phai nhiét ti’ nh tra 15i. Ban va nhan
vién ctia ban phai song, hit thd va hanh dong theo USP moi lic moi noi. Hay
trao d6 i véi nhan vién ctia mi’ nh, ra vin ban, t6" chic nhiing cudc thi va
trao gidi thudng cho nhiing ai xudt sic phat huy USP 4y. Pua ra cac vi du dé
nhan vién hi’ nh dung duc ¢ USP mot cach séng dong. Pa s6 moi nguoi rit
mudn duo ¢ dan dit du” khong ddm noi ra — dac biét 1a cdp nhén vién. Hay
huéng dan ho cach trd thanh mot dai st cho USP cua ban.
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Khach Hang Quay Trd Lai Giao Dich Va USP

Pa s6 doanh nghiép phu thudc nhiéu vao s6 lan khach hang quay lai
mua hang cho mot sén phdm nao do, vi' vay yé u t6 sdng con 1a khic vao
tam tri khach hang ba’ ng mot USP ro” rang, manh mé va thuyé” t phuc ngay
sau khi ho mua hang. Nho vay, tinh dic thu va uu diém ctia ban sé xudt hién
trong dau khach hang khi ho can mon hang dé mot lan ntia. Lam sao ban
bié"t chic khich hang nhé d&" n mi' nh sau lan giao dich dau? Sau day la mot
vai phuong phap kha hay: Ngay sau khi hoan tét giao dich, hay vié"t thu, gui
email, dién thoai hodc vié ng thim khach hang. Trong qua tri nh hau mai,
hay ddm bdo khéch hang cdm thdy mi nh that sy quan trong va dic biét, nhu
thé mon hang ho vu' a mua duo ¢ “ting thém lan nita” Hay nhéc lai USP cta
ban va go i cho khach hang nhé lai ho da quyé”t dinh mua hanglavi dau.

Chié" n thuat ti¢"p thi t6t doi ho i ban phai dua ra cho khach hang
nhiing nguyén nhan ho p ly vé quyé”t dinh mua hang theo cam tinh cta ho.
Mot USP manh mé sé giup ban lam duo c diéu do.

Mé& Rong Pham Vi USP

USP ciing c6 thé duo c 4p dung duéi dang chuong tri nh khuyé n mai
dic biét. Tu y vao loai hi’ nh doanh nghiép, t6i khuyén khach hang cta
mi nh thuong xuyén t6’ chitc nhiing chuong tri’ nh khuyé n mai dic biét va
thong bao cho khach hang qua thu, dién thoai hodc gip truc tié” p. Moi ngudi
déu muén cam thdy mi nh duo c ton trong. B’ ng cach mang lai cho khéch
hang muc gia giam ddc biét hoac ddc quyén mua hang trudc, ban dang
chié’m cdm ti’ nh ctia khach. D6ng thdi, ban con cling ¢ nhan thic cta
khéch hang vé USP hién tai ctia mi" nh.

Hay nhé nhiing nguyén tic sau khi mé rong pham vi USP bd" ng nhiing
khuyé” n mai dic biét:

Thit nhat, khach hang phai cdm thdy do t khuyé n méi d6la ho p 1y, ¢6
lién quan mat thié"t d¢" n USP ctia ban. Né"u USP ctia ban nhdm vao dich vy,
thi chuong tri nh khuyé n mai phu™ ho p sé huéng vao dich vu chit khong
phdi gia ca. Hiay mang lai cho ho nhiing dich vu t6t hon - cha’ ng han,
khuyé” n mai ddc biét cho dich vu co bén, hodc mot ndm tu vin/hod tré mié n
phi (bi’ nh thudng khong o).
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Tht hai, nhdn manh rd’ ng chuong tri’ nh khuyé n mai nay chi danh
riéng cho khach hang hién tai.

Thii ba, du” ng lu” a ddi khach hang né” u ban khong thé dua ra muc gia
t6t hon, chat luo ng cao hon, bdo hanh lau hon, hodc dich vu cong thém.

Va hay nhé diéu thié"t y¢" u nhét - ké"t ho p USP vao tu ng khia canh
clia qué tri- nh trao d6'i thong tin gitia ban va khach hang tiém ning hoic
khach hang hién tai. Nhiing chuong tri nh khuyé n mai dic biét c6 thé ting
thém sy uu ai ctia khach hang danh cho USP cua ban.

Stic Manh Cua Hanh Dong

Bo phén chdm séc khach hang la mét phuong tién ho trd quan trong
cho USP ctia ban. Nhén vién dich vy khach hang phai ndm ro™ nhiing lya
chon c6 sd™ n, cdc phuong 4n gidi quyé” t hodc bat cit diéu gi' dé cap trong
USP khéng kém gi' cdc nhan vién kinh doanh. Ho cin c6 thdm quyén ho p ly
dé thay thé", stra chita hodc lap dit lai sin phdm né" u c6 batky sy khong hai
long ndo phét sinh tu” phia khach hang. Ho phai nhan thiic duo ¢ nhiém vy
cia mi nh la ddm bao nhiing gi hda hen trong USP phai duo c thuc hién.
Khi khach hang gip van dé, c6 khié u nai hodc dit nghi vin, ho phai chiing
minh duc c USP 4y 1a that va toan cong ty cam ké"t sé 1am moi cach dé€ thuc
hién 16i hua dua ra trong USP mét cach nhanh chong.

Mbt Vai Vi Du

Khi Stouffer’s tung ra san phdm thtic &n nhe dong lanh Lean Cuisine, ho
khong chi don thuan kinh doanh thtic an dong lanh. Trén thi truéng da cé
hang chuc cong ty kinh doanh médt hang nay. USP cta Stouffer’s 1a kinh
doanh y tudng vé thuc phdm an kiéng cao cap, dap ting cho cong dong dang
dan y thtic hon vé stic kho'e. Lean Cuisine khong nhdm vao nhiing nguoi
thich thic an dong lanh - ho tip trung vao nhiing khach hang quan tam
dé"n loai thiic an tién o i, ngon miéng va phu’ ho p véi nhiing ai mudn kiém
soat cAn ning va ddm bao stic kho” e. Mot doanh nghiép trong nganh in t6i
tu ng tu vin gdp van dé€ khi phat trién mot USP nhd' m tdch biét ho véi déi
tha canh tranh. USP ban dau ctia ho la “Chét luo ng 1a khong chap nhén sai
s6t”. Khong tdi, nhung van con qua mo ho. Chi néu ra cum tu’ cha’t lugng
chua mang y nghia nhiéu lam. Khach hang trong do i san phdm khong c6 bat
ky" su sai s6t nao va ho mudn duo c giao hang dung gi. Do d6, USP ctia ho
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hién nay 1a “Giao hang dung hen, khong c6 chuyén tré”™ nai” va chié n dich
quang cdo cta ho stt dung USP nay dé giai thich chinh xdc nhiing gi’ ho sé
lam cho khéch hang - san xuit nhanh hon, xac dinh ro™ yéu cau va thoi
luo ng cong viée, va dam bao khong cé mot sai s6t nao trong qua tri nh san
xuat.

Khi pizza Domino’s méi thanh 14p, ban ¢6 nhé ho quang cdo gi' khong?
Bénh pizza néng gion, thom ngon, hdp dan - duo c giao tan nha quy vi trong
30 phut - né u tré”, quy vi khong cin phai tra tién. Vao thoi diém ho khai
truong, khong c6 cong ty nao ddm bao giao pizza tin nha trong vong ntia
tié ng. Mot vai cong ty c6 giao hang, nhung né” u banh duo c giao tré™ va da
ngudi, ban ciing danh chiu - ban van phai tra tién. Domino’s 1a doanh nghiég
dau tién va duy nhat lam viéc dé khi ho khai nghiép. USP cua ho qua doc
dao va né gitp ho gan nhu lam ba chu thi truéng trong nhiéu nam.

Nordstrom gay dung thanh cong cdc trung tdm thuong mai nhd mét Lo i
Thé" Ban Hang Doc Nhit rit co ban. Né u ban gip batky vin dé gi véi
mon hang mi nh d3 mua, vi' bat ctt ly do gi' , hdy mang tré lai va sé khong ai
chat van ban, ddm bao hoan tién 100%. Bat cti thdi diém nao sau khi mua
hang — khong can phai la trong vong 3 ngay, 7 ngay hay 30 ngay. Mot nam sai
bong nhién ban khong hai long v6i moén hang dé — hay 5 nam sau di ntia -
van trd lai duo c.

Toi tu’ ng tu vdn cho mot chudi thAm my vién ¢ t6” chic nhiing bud’ i
hudng dan trang diém mié™ n phi cho chi em phu ni trude khi moi ho tré
thanh khach hang. Ho néi vé€ vai tro ctia trang diém va kiéu toc trong viéc ho
tro va cai thién dung nhan phu nii. Ho ké chuyén cac khach hang khac ctia
mi nh da st dung nhiing kiéu trang diém da dang ra sao. Ho cho hoc vién
xem hi’ nh minh hoa. Ho ho’i hoc vién rit nhiéu cau ho’ i, khong chi kiéu
nao ho thdy dep nhat, ma con v€ phong cach song ctia ho. Roi ho dua ra
nhiing go i ¥ gitp hoc vién c¢6 duo ¢ ngoai hi’ nh dep nhit, cdm gidc dé¢” chiu
nhit, tu” y thudc vao 16i séng ning dong hay bi’ nh ling ctia hoc vién.

Tham chi, ban cling nén ké” t ha p USP vao nhiing lan lién hé véi cac
khach hang khong hai long véi doanh nghiép. Khi c6 ai doi hoan tién, do'i
hang hay chinh stia gi' d6, thay vi' buc boi, hay tdn dung co hoi d6 dé truyén
dat lai tinh than USP ctia ban - tryc ti¢" p hodc qua thu tu . N& u ban ¢6 bo
phan d6’i tra hang, hay hudng dan nhan vién nhéc lai mot cach lich sy va
chan thanh USP nay va ddm bao v6i khach hang dang khong vui d6 ra’ ng
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doanh nghiép sé n6 lyc hé"t stic d€ mang lai nhiéu dich vy hon, nhiéu lya
chon hon hoic ché” dd bao hanh t6t hon. Khi ban lam tht tuc hoan tra tién,
hay dinh kém mot 14 thu chuén bi s3” n thé hién sy cam ké"t ctia ban d6i véi
USP va mot 16 xin 16i chan thanh vi' nhiing bt tién, thit vong va bit man
ma khach hang gdp phai.

Trong linh vuc kinh doanh dit hang qua catalogue, doanh nghiép
Sharper Image c6 mot USP rat hiéu qua xoay quanh mat hang d6 choi dac
biét, dat tién xa xi danh cho ngudi 16n. T4t ca cac mén do chaoi d6 déu doc
ddo va duo c san xudt theo cong nghé¢ cao ma nhiing ctia tiém ban qua luu
niém hay ctia hiéu bi’ nh thudng khong hé cé.

Danh muc nhiing mit hang giup tho’ a man céi t6i do Sharper Image bén
ra khong thé tin nd i. Moi thii tu~ can stic kho e 1ap tri’ nh bi ng may tinh
dit trong nha tim cho dé¢" n nguyén mot bd khung 4o gidp. USP kinh doanh
do6 choi doc dao, khac biét ctia ho da ldp day mot 16 ho’ ng trén thi trudng.
Khé tin nhung that sy ¢6 rat nhiéu ngudi sd” n sang va dt kha ning chi tra
cho nhiing mén nay. Pic biét 1a khi ho tin rd’ ng mi nh dang s& hitu thi ¢é
mot khong hai du gay an tuic ng véi ban be.

Sau d6, Sharper Image thém vao 4 yé&" u t6 khié¢ n cho USP ctia ho thim
chi con hdp dan kho cuo™ ng lai hon nita:

Tha nhét, vi cha tich cong ty Sharper Image ty mi nh kiém tra, ddnh gia,
mua va st dung tu’ ng sdn phdm 6ng ban ra. Sdn phdm do cong ty cung cip
déu do dich than 6ng ddm bdo. Thi hai, ban c6 thé du ng thit moi sin phim
trong vong mot thang, c6 rtiro gi thi' chi ¢é Sharper Image chiu, con ban
thi khong. Thi ba, né u bét cit lic nao trong vong 12 thang, ban ti m duo ¢
san phdm tuong tu c6 gid thip hon mdén hang ban da mua & Sharper Image,
ho sé hoan lai s6 tién chénh léch ngay cho ban. Thu tu, Sharper Image danh
cho khach hang than thié" t chuong tri’ nh tich liy diém thudng, khi khich

hang mua nhiéu sé duo c ting qua hodc khuyé n mai dic biét.
V6i nhiing yé u t6 trén, Sharper Image phét trién quy mo 1én dé" n vai
tram triéu d6 doanh thu méi nam. USP ctia ho da gop phéan vao thanh cong

tot bac do.

Mot cong ty diét con tru ng & Los Angeles cling cd y tudng khon ngoan
khong kém. Né" u ban goi ho dé"n d€ diét con tru’ ng, ho sé d€ nghi ban mua
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chuong tri nh diét con tru” ng hang quy cong véi dich vu hé tro tdn nha
mié” n phi m6i khi ban gip vin dé vé con tru’ ng.

Diang ky goi dich vy ctia ho sé gitip ban an tdm vi' khong con kié'n,
gian, chdy, ran, nhén hay nhiing con con tru ng khéc trong nha. Thay vi chi
nhan duo ¢ 60 d6 khi phun thudc diét con tru” ng mét 14n réi thoi, ho ki€’ m
duo ¢ nhiing 200 d6 nhd goi dich vu hang quy do.

Ké't ho p nhiéu dich vu khong thudng xuyén thanh mot dich vu tron goi
c6 thé tao ra stic hut USP rit 16n, va ban c6 thé ap dung vao moi loai hi’ nh
doanh nghiép. Lo i Thé” Ban Hang Doc Nhit ctia ban la yé"u t6 sdng con cho
hoat dong tié" p thi. Ban phdi xac dinh va truyén dat ro” rang USP ctia doanh
nghiép.

Trong moét s6 trudng ho p, ban phai tu tao ra USP cho mi’ nh ngay tu’
dau. Ly vi du vé mot 6ng chtt nha kho nho” nhu moi 6ng chtt nha kho kh4c.
USP ctia 6ng ta la: Cung cdp dich vu van chuyén mié™ n phi tu’ nha khich
hang d¢" n nha kho, mié™ n 1a nhiing mén d6 ky gui duc ¢ déng goi dang
hoang d€ dé¢” chuyén chd. Va khach hang phai dang ky st dung va tra tién
trudc cho dich vu thué chd trong sau thang. Vay tai sao khong cung cip dich
vu bdo hiém mié™ n phi cho nhiing ngudi thué dai han, va thim chi dich vu
giao hang mié™ n phi cho nhiing ai mu6n tam thai ldy ra mot mén d6 nao do?
Né" u ban cin thué kho chita d3, ban sé ti’ m dé&"n ai: ngudi chi cung cip mot
cho chtia va moét cdi chi' a khoa, hay mot ngudi mang lai cho ban tat ca
nhiing dich vu tién lo i cong thém do vdi gid khong do’ i? Do 1a stic manh cta
mot USP hiéu qua.

Trong trudng ho p khéc, ngudi nay khong nhén ra mi' nh dang s6 hitu
mot USP day uy ldc. Mot tho kim hoan nghi ra USP ctia mi nh la “Trang stic
vang dic biét” Nhung chi cdn ho’ i chuyén ngudi tho kim hoan 4y, t6i ngay
lap ttic kham phd ra rd’ ng nhiing gi' anh ta cung cdp cho khach hang con
ddc biét hon rat nhiéu. USP that sy ctia anh ta phai la “Trang stic thié" t ké’
riéng c6 chit luo ng gdp doi so véi hang pho’ thong nhung chi ba” ng nta
gi&”. Ban c6 thdy n6 trd nén hdp dan hon hi’ n déi v6i khach hang tiém ning
khong? Tom lai: Hay phat tri€én mot USP va ca ngo i v€ né trong bit cii viéc
gi' banlam. Ban sé bo’ xa déi thi canh tranh ctia mi’ nh mai mai.

Cac Buéc Hanh Dong
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Lén danh sach nhiing lo i ich va uu thé” ban dang mang lai cho khéch
hang hodc cdp trén. Tié p theo, liét ké nhiing I i ich va vu thé” ctia déi thu
canh tranh ma ban chua lam duo c. By gig, liét ké nhiing cach thtc gitp ban
danh bai Lo i Thé¢" Doc Nhat ctia d6i tha. Liét ké nhiing uu thé” chuyén biét
ma ban ndm duo c. Vi dy, san pham/dich vy ctia ban dé” st dung, hodc ctia
hang c6 vi tri dac dia.

Bay gid, 1én danh sich nhiing nha cung cdp, nha phin phéi, nha bén le’
va doi tdc kinh doanh quan trong hodc duo c ua chudng trong qua tri nh ban
giao dich. Tap trung vao ly do 16n nhat tai sao ban yéu thich hodc uu ai ho
hon nhiing d6i thti canh tranh ctia ho. Rat gon nguyén nhén hodcloiich d6
thanh mot cdu hodc ngin hon. Réi suy nghi xem ban c6 thé van dungloi ich
hay vu thé” tuong tu d6 vao doanh nghiép hodc cong viéc ctia mi nh hay
khong.

Hay suy nghi vé nhiing tdm guong thanh cong vi dai nhit ma ban bié"t
hodc thdy trong moi linh vyc. Lo i Thé” Ban Hang Doc Nhit (USP) ctia ho 1a
gi ¢ Ban co thé 4p dung tryc ti€’ p cho trudng ho p ctia mi' nh hay khong?
Mot khi ban da ndm duo c va bat dau tp trung vao quang ba uu thé” haylo i
ich doc ddo ma ban c6 thé mang lai cho khich hang hay cip trén ctia mi nh,
ban sé thiy duc c ké"t qua.

https://thuviensach.vn



Chuong 7: Chao Mai Sao Cho Khach
Hang Khong Thé Cuo™ ng N&' i

Lam thé nao loai bo trd ngai l6n nhat ngan can viéc khach mua hang

Mot ngidi ndng dan muén mua cho diia con gai nho’ ctia mi- nh mot
chu ngua con. Trong thi trdn c6 hai con dang duo c rao ban, ca hai con déu
dep nhu nhau. Ngudi bdn ngya thtt nhit n6i véi ngudi ndong dan rd’ ng ong
ta mudn bén con ngya vdi gid 500 d6 - mua hay khong thi' tu’ y. Ngudi ban
ngua thu hai ra gia 750 d6. Nhung ngudi ban ngya thi hai con ndi rd’ ng ong
ta muon cho con gai cia ngudi nong dan thti con ngua trong vong moét thang
trudc khi mua. Ong ta dé nghi sé mang ngua dé¢"n gtri & nha ngudi ndong dan
cu’ ng véi mot mé co’ kho du dé cho ngua dn trong vong mét thang. Ong ta
cOn htta gtii mot nai ngya dé" n madi tudn d€ huéng dan cd bé céch chai long
va chim s6c ngya. Ong ta din ngudi ndong dan ri’ ng con nguya rit thuan va
hién, nhung hay dé€ c6 bé cus™ i né mdi ngay d€ lam quen. Cudi cu’ ng, 6ng
no6i rd ng sau 30 ngay, dng sé 1ai xe ¢’ n nha ngudi nong dan, hoic la d€ cho
con ngua vé va don sach chudng, hoac 1a d€ nhan 750 do.

Theo ban, ngudi ndng dan sé quyé t dinh mua cho con gdi mi nh chu
ngya nao? Hién nhién, ngudi ban ngya thi hai da chié n thing tuyét d6i. Va
ban ciing sé tuyét ddi chié” n thing ddi tha canh tranh cia mi’ nh né"u ban
bié" t ké"t ho p chit ché bi quyé”t ddo nguo ¢ rai ro ddy hiéu qua vao hoat
dong kinh doanh ctia mi" nh.

Bi quyé”t 16n nhit d€ thanh cong trong kinh doanh hodc sy nghiép 1a
lu6n duy tri 1oi thé" trong moi viéc ban lam. Nghe rat c6 ly, nhung méy ai
hiéu duo c. Va s6 ngudi 4p dung duo ¢ cang it hon nifa. Mot trong nhiing lo i
thé” canh tranh 16n nhat ban c6 thé gianh duo c la tao moi diéu kién dé
khach hang dong y y thay vi' tu’ chdi mua hang Ban c6 thé lam duo ¢ diéu do
bi" ng cach loai bo’ nhiing y& u t6 rti ro vé tai chinh, rdo cdn tim ly hodc
y& u td cdm xuc ludn di kém (du” khach hang c6 ndi ra hay khong) trong
moi quyé”t dinh mua hang. Mot khi loai bo” duo ¢ moi rui ro cho tat ca
khéch hang dé" n giao dich, ké"t qua sé 1a vu thé” to 16n dan dé’ n thanh cong
vé mat tai chinh 1an kinh doanh cho ban.

Trong chuong nay, ban sé bié" t cach gidm t6i da mic d6 rai ro ma khach
hang phai ganh chiu trong moi giao dich, qua d6 x6abo’” c4c trd ngai chinh
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yé& u ngin can khdch mua hang.

Nhu t6i da tu’ ng dé cap, trong moi giao dich c6 sy tham gia ctia hai bén,
ludn c6 moét bén budc bén con lai hiing chiu nhiéu rai ro hon hoac toan bd
rli ro (viéc nay c6 thé do chu y hodac khong.) Mot khi ban gitp loai bo ruiro
cho khach hang hién tai hodc tiém néng, ban ha thip rao can hanh dong cua
ho, nhd dé xéabo’ trd ngai dang khié n ho tin ngin chua quyé”t dinh mua
hang. Va d6 1a diéu ban bat budc phai lam. Hay nhan hé"t nhiing rai ro trong
giao dich v6i khach hang, va noi truée né” u khich khong hai long, ban sé
hoan lai tién, lam lai mié™ n phi, hodc bt ctt diéu gi' thé hién sy toan tAm
toan y ciia ban vi sy hai long ctia khéch.

Trén thuc t&, c6 1€ ban da tu” ng dao nguo c rui ro cho khach dudi nhiéu
hi’ nh thic, nhung vdn d€ ni’ m & ché ban chua tich cyc stt dung n6 dé thuc
ddy doanh thu. Pa s6 ngudi khdc déu mudn che day, gidu gié’ m no. Con t6i
mudn ban 14y nd 1am trong tdm trong hoat dong ban hang ctia mi’ nh. Ban sé
trd thanh mot doanh nghiép/ td chic dic biét trong nganh nghé ban kinh
doanh, hodc m¢t nha quan ly/nhén vién ddc biét trong cong ty ban dang lam,
va c6 kha nang thuc hién phuong phdp ddo nguo c rui ro day uy luc va hiéu
qua cho khach hang.

Va day la cach thuc hién: Dam bao an toan tuyét doi cho moi giao dich
cua khach hang.

bam bao la sao? Bam bao nghia la ban loai bo’ tit ca rai ro cho khach,
ban thuyé”t phuc khdch mua hang ctia mi’ nh ngay 1ap ttic, béi ho khong
phéi hiing chiu bit ky rai ro ndo, thay vi mua ctia d6i tha canh tranh. Hay
nghi xem khach hang ctia ban mong mudn di€u gi' nhat (ké"t qua giao dich)
khi mua san phd&m/dich vy ctia ban. Tié p theo, ban hay bdo dam véi khich
laké t qua sé y nhu thé” - né"u khong khach sé duo ¢ hoan tién. N¢" u khong
thé ddm béo an toan cho khéch tu’ dau chi cudi giao dich, ban hiy cam doan
chiu tréch nhiém vé bdt ky  phan nao trong kha ning cta ban.

Con Cach Nao To6t Hon Viéc “Loai Bo Rti Ro” Khong?
Trong nhiéu ti’ nh huéng kinh doanh, sy canh tranh gay gat d¢' n mc
ban can mang lai cho khdch nhiéu lo i ich hon ngoai chuyén ddo nguo c rti

ro thudn tay. C4u tra 16i la: hay ap dung ché” d6 bado ddm Hon Ca An Toan
(HCAT), né giup ban lam duo ¢ nhiing diéu ma hi’ nh thiic bdo ddm thong
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thudng hodc ddo nguo c rti ro khong lam duo c. Khi van dung HCAT, ban
dang tri an khach hang vi' da danh thoi gian va long tin quy gia ctia ho khi
chon mua san phdm cta ban.

Khi t6i nghe ban cam ké"t trong truong ho p t6i khong hai long vi- bt
ctily do gi , ban khong chi hoan lai toan bo s6 tién toi da trd, ma con ting
thém mdt mén qua xem nhu bu™ dip cho khoang thdi gian, cong stic va long
tin toi dd bo’ ra d€ mua moén hang 4y lic déu, toi sé cdm théy rat 4n tuo ng.
Toi sé khé long tu” chdi mot d€ nghi nhu thé”.

Trong thuc t¢”, HCAT phét huy thé¢” manh cia n6 nhu sau: T6i bén
chuong tri’ nh huén luyén tryc tié" p dya trén nén taing HCAT. D4u tién, toi
cho moi ngudi xem thi phuong phap hudn luyén ctia mi nh ba ng van ban
va ca nhiing doan video ma khong can ho phai dang ky tham du. T6i htia
ra ng ho c6 thé thu nhat duc ¢ nhiing y tudng cu thé, c6 gia tri d€ ap dung va
héi ra tién trude khi quyé”t dinh ding ky hoc. Ho van duo c giit cac tai liéu
do6 cho du” ¢6 ding ky va tham dy khoa hudn luyén cta t6i hay khong. Khi
ho da déng ky tham gia, toi gtii cho ho b¢ tai liéu tri gia gan 5.000 do sau
tudn trudc khi khda hoc bat ddu nhd” m khuyé n khich ho doc, nghe va xem,
roi &p dung thit trude khi tham dy chuong tri’ nh. Né"u trong thdi gian do,
ho khong tao ra thém chut lo i nhuan dang ké nao, t6i sd” n sang chip nhan
dé ho huy ding ky va giti lai gdn mot phin ba s6 tai liéu da nhan vi' nhiing
no luc cta chinh ho.

Chua hé"t. N&"u ho 1am nhu t6i d€ nghi, 4p dung tit ca nhiing bi quyé’t
trong nhiing tai liéu da duo c gtii tridc va tao thém lo i nhuan trong vong
mot thang ruo” i, tdi van khong bat budc ho phéi tham du khoa huin luyén,
tri’ khi ho da tham gia hon mot ntia chuong tri' nh. Né"u dé’n 2 gid chiéu
ngay thu hai trong khoéa hoc kéo dai ba ngéy cua tdi ma ho van chua that sy
ki¢"m duo ¢ trén 5.000 d6, ho c6 quyén bo’ vé va duo c tré lai ngay 1ap tuc
toan bo chi phi da dong ma khong gip bat ct rac r6i gi . Va dé tranh cdm
gidc buc doc, ti€” ¢ nudi cho khach hang, ho sé duo c giit lai tat ca tai liéu vi
da kién tri’ tham dy khoa huén luyén dé"n tin gid phut do.

Bu ddp cho sy bdt man ma khach hang phai chiu, dong thdi tran trong
thdi gian va long tin quy gid ctia ho 1a tu tudng nén tang cho ché” do bao
hanh Hon Ca An Toan. HCAT it khi duo ¢ st dung nhung lai la I i thé™ cuc
ky hiéu nghiém ma ban c6 thé ép dung cho ban than mi nh va doanh

nghiép.
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Vi phuong phép nay c6 ve hoi la 1dm dé6i v6i ban, nén hay xem qua
mot vai cach ban ¢6 thé ép dung nd. Né"u ban kinh doanh sdn phdm hodc
dich vy, hay tht ting thém cho khdch mot mon git d6 khi ho quyét dinh
mua hang. Dam bao sé hoan lai tién né" u ho khong hai long dong thsi cho
ho giti lai mén ting phdm dy. Mot bié n thé khac ctia phuong phap nay la cho
khach hang mot khoan tién dén bu’ né u ho mudn tra lai hang. Toi tu’ ng
thdy ngudi ta 4p dung ché” do bado ddm “hoan tién gép d6i” khd thanh cong.
Toi cling tu” ng thay nhiing nha phét hanh sdch bao khong chi tré lai tién ma
con dat bao hay tap chi cia nhiing nha phat hanh canh tranh khac cho ban
né’ u ban khong hai long. Ban ¢6 v6 van cich khac nhau d€ ting dung HCAT,
trién khai né trong 30, 60 hay 90 ngay déu duo c. Hodc mot nam, tham chi
tron doi. Mot HCAT séng tao hon niia toi tu” ng thdy ngudi ta ép dung 1a
miéu t&d mot ké't qua cu thé, mot ké™t qua t6i thiu hodc hiéu suat lam viéc ca
nhan ma khdch hang c6 thé nhan duo c trong khodng thdgi gian xdc dinh. Vi
du: Toi tu” ng tu vdn cho mot trung tam rén luyén stc kho’ e thii nghiém bén
kiéu loai bo” rti ro khac nhau. 30, 60 va 90 ngay dam bao khong cé ri ro.
Luya chon thu tu: dinh kém thém mot vian ban cam ké"t ké"t qua cu thé ma
khach hang mong mudn, gidm mudi ky mo™ thu' a va thay vao d6 1a co bap
san chic cudn cudn trong vong 120 ngay cha’ ng han. Phuong phép “tap thi
mié” n phi trong 60 ngay” nhan duo c phén héi t6t hon ha' n so vdi ba lya
chon con lai. Va c6 gan 50% khéach hang quyé”t dinh mua the’ thanh vién khi
hé" t thoi gian tap thii. Phuong phép ddm bao ké"t qué cu thé cling c6 hiéu
qua tot, t&t hon rt nhiéu so véi hai phuong phap con lai khong ddm bao ké't
qua.

Ban nhan ra diéu gi' khong? D6 chinh la: Hay thtt nghiém céc loai cam
ké" t HCAT cu thé nhét trude khi tu y tién 4p dung bt ci cach ndo trong s6
dé. Ban sé hiéu va tran trong stic manh ctia bi quyé” t ddo nguo ¢ rai ro khi
toi ké cho ban nghe chuyén nganh cong nghiép xe hoi da phai ton hang triéu
d6 déti m ra yé& u t6 tdc dong ndo khié" n khich hang mua hodc khong mua.
Phét hién quan trong nhit ctia ho: nguyén nhéan chti yé¢ u khié n ngudi ta
khong mua la ho khong muén x4u hd™ véi ban bé khi mic sai 1om. Ba™ ng
cach stt dung bi quyé”t ddo nguo c rii ro, hdy chiing to’ cho khach hang thdy
rd ng gid day khong con chuyén mac sai 1dm hay bé mit v6i ngudi khéc niia,
vi ho hoan toan c6 thé hiiy bo’ quyé”t dinh mua sim mdt khi cam thdy
khong hai long. Ban dang c6 trong tay mot cong cu méi cuc ky' manh mé -
mot 1o i the” kinh doanh cuc 16n so véi nhiing d6i thi canh tranh khong
bié"t cach ap dung bi quyé”t ddo nguo c rii ro déc biét & muc do nay.
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Thém Cam Két, Thém Lgi Nhua n

Theo quan st ctia t6i, mot khi 4p dung hi’ nh thiic bdo dam chét luc ng
dich vy, gn nhu chdc chdn doanh s6 ctia ban sé tdng vot. Chua hé"t, van con
mot diéu tuyét voi khéc. Vii ban da cam ké”t vdi khach hang rd’ ng ho sé
nhan duo c k&t qua mong mudn, di nhién ban phai né lyc nhiéu hon truéc,
nhd’ m ddm bao doanh nghiép mi nh thyc hién ding nhu nhiing gi' da hua.
Nho do6 khach hang sé nhan duo ¢ ché” d6 dich vy, san phdm va hiéu qua cao
hon trong do i rat nhiéu - ban va khich hang déu cé loi.

Mot ki€ n tric su toi tu” ng tu vin dua ra mot cam ké"t don gidn nhu
sau: N&"u khach hang ctia anh ta khong hai long & bét cu giai doan nao ctia
dy 4n, anh ta sé hoan lai toan b s6 tién ho da trd va diéu chinh lai nhiing gi
khach hang chua hai long hoan toan mié™ n phi. Anh ta 4p dung phuong
phdap nay rat thanh cong vao hoat dong kinh doanh, va nhé dé ma cong viéc
lam an ctia anh ta ngay cang phat dat.

Va chic chin phuong phap nay ciing sé tao ra nhiing thay d6 i manh mé
tuong tu cho doanh nghiép/don vi cua ban. T6i khong hiia doanh s6, don
hang va nhiing 16i giéi thi¢u danh cho ban sé tang thém 40% hay 440%.
Nhung tdi c6 thé cam doan rd’ ng no sé gia ting. Vabdivi ban cling nhan
thiic mi’ nh 123 mot doanh nghiép hodc cd nhan dic biét ludn né lyc gdnh
chiu moi rai ro trong giao dich, khach hang ctia ban sé dé¢” dang nhan ra diéu
do. Ho sé dé¢" n vé6i ban va doanh nghiép ctia ban, bdi ho cdm nhan duo c sy
tin tuy clia ban nha’ m mang lai loiich cho ho, cht khong phai cho ban.

Mot cht tiém dé quy toi bié" t da 4p dung mot hi' nh thiic cam ké"t rét
tdo bao: Bt cii ngudi nao mua da quy ctia c6 c¢6 thé mang né di khap moi noi
— gdp ban be, nhiing ngudi ban trang stic khac hodc bit cd noi dau - vané'u
ho khong hai l1ong, khong vui hodc chi don gian 1a d6'i y, khong sao ca. Ho sé
nhan lai toan b s6 tién da tra vao bat ct thoi diém nao trong vong mot nam
sau khi mua. Khong mdt ctia hang trang stic nao trong nudc c6 chinh sach
tiong ty. C6 ban duo ¢ nhiéu hon moi déi tha canh tranh. Bi quyé t dao
ngua c rii ro gitp khach hang quyé”t dinh va hanh dong ngay, ngay hom nay,
ngay lap tiic ma khong hé lo so hay do duy.

Mot ngudi ntta toi tu’ ng tu van 1a nha moi gidi ddu tu bat dong san. Giai
phép dao nguo ¢ rui ro ma anh ta dé xudt cho khach hang vo cu’ ng hiéu qua.
Anh ta ddm bdo rd’ ng né u bat dong san ban mua tu" anh ta khong c6 ai
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chiu thué trong vong 120 ngay sau khi giao dich hoan tét, anh ta sé tra tién
thué cho ban theo gia thi trudng 1én d¢" n hai ndm, mié” n la ban d€ cho cong
ty cta anh ta quan ly hoat dong thué muén bat dong san do.

Ban da thay tit ca cdc cach thuc sang tao d€ van dung bi quyé”t dao
nguo ¢ rii ro thong qua viéc hoan tién hodc bdo ddm k&'t qua nhi’ m xda bo’
su luo™ ng ly, gia tdng tinh quyé”t dodn ctia khdch hang va mang lai cho
doanh nghiép lo i thé” canh tranh manh mé chua? Né& u lam mot diéu gi' d6
ma khong ¢ ri ro, sé ¢6 rit nhiéu ngudi mudn thii. Mot khi ho da tht, né" u
san pham hodc dich vu ctia ban tuyét voi y nhu ban ndi, da s6 sé tié’ p tuc
mua thém nhiéu lan niia.

N6i Sao Lam Vay

V6i diéu kién 1a nhiing cam ké"t ctia ban phai thanh that, chinh xdc
100% va khong c6 chuyén manh khée. Mot bién phdp ddo nguo c rti ro tra
hi’ nh hodc gi& d6i sé lo i bat cap hai. Sau day la vai vi du ddo nguo c rti ro
cuc ky tai hai nay:

Mot loai keo ctia mot nha san xuét banh keo n6’ i tié” ng c6 in dong chi
“bdo dam hai long” trén bao bi . N&"u ban khong that sy hai long, chi can gti
phan con lai cua thanh keo gid 50 xu (nghia la ban phai trd 39 xu tién tem)
cu ng mdt biic thu gop v (dié” n ta sy khong hai long) ctia ban cho cong ty
do6. Nhung ban khong duo ¢ nhén lai tién. Thay vao do, cong ty sé gti lai cho
ban mot thanh keo mdi. Nhung né” u ban khong thich thanh keo d6 thi' sao?
Ho sé gtii cho ban mot thanh keo khac...

Mot doanh nghiép bédn hang dién t ndi rd ng né"u san phim dong ho
thach anh re” nh4t ctia ho bi hu ho' ng trong thdi gian bdo hanh mét nam,
khach hang phai tra 4,95 d6 chi phi stia chita (cong véi tién buu phi dé€ gtii nd
t6i nha may), trong khi cai dong ho chi dang gia 2,97 do.

Mot cong ty san xudt 10 sudi hoi nude du ng cho tau bé cam ké't rd’ ng
sé hoan tién né” u khach khong hai long. Trong vong 30 ngay, ngudi ta ¢ thé
ldy lai tién bd" ng cch gui tra lai san phdm d6 mié™ n sao né “chua hé duo ¢
sti dung va lap dat”.

Mot cong ty khac kinh doanh hé thong san phim dién may ¢ mét loai
the’ bao hanh kha don gian dé khich hang dién vao. Chi can dién thong tin,
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gtii lai cho ho ban ding ky va gii lai the” bdo hanh. Vay van dé nd’ m & dau?
The’ bao hanh duo c in & phia sau ban ding ky.

Nhu" ng Diéu Cu Thé

N& u ban 4p dung phuong phap dédo nguo c rai ro, nhung thé hién né
b’ ng céc diéu khodn ngdn gon va tru’ u tuo ng, hay thay do’i cach dié” n gidi
va cach du ngtu ctia ban. Né u san phdm hodc dich vu ctia ban t6t va mang
lai hiéu qua cho khéch, thoi gian bdo hanh cang dai, cam ké"t k&t qua cang
cu thé, thi' cang cé nhiéu ngudi mua cta ban. Chi don gian vay thoi. Thong
thuong ché” do bao ddm 60 ngay sé hiéu qua hon ché” do 30 ngay tu 20% -
100%. Ban hay ty th nghiém va xem né mang lai thay d6"i dang ké ra sao.
Thoi luo ng cd ndm hoac lau hon con vuo t troi hon 60 hay 90 ngay nhiéu.
Ban miéu ta cho khach hang vé “ké"t qua trong do i” cang cu thé bao nhiéu,
ho cang mong mu6n hanh dong dé gianh lo i ich d6 vé mi" nh bdy nhiéu.

To6i mudn thdy cic cong ty ma toi tu' ng tu vin st dung nhiing diéu
khoén cam ké”t that chi tié"t. Hi nh thiic cam ké"t cang ro~ rang, manh mé
va cu thé, no6 cang tao dud ¢ anh hudng va long tin d6i v6i khach hang hién
tai hodc tiém ndng. Ban nghi xem thay vi n6i “ddm bdo hai long”, ban noi
“bdo hanh sdn phidm vo diéu kién trong vong 30 ngay” thi' sé hay hon va
hiéu qua hon bi¢"t chu’ ng ndo. Nhung diéu gi' sé xdy ra né" u thay vi ndi
“bao hanh san phdm vo diéu kién trong vong 30 ngay”, t6i sé noi, “Khong can
bié"t Iy do, ddm bdo hoan tién 100% trong vong 60 ngay né u sin phdm
khong t6t nhu da hia”? Hap dan hon nhiéu dung khong? Va tham chi ban
con ¢c6 thé1am t6t hon nita b’ ng cdch no6i “Khong cin 1y do, ddm bao hoan
tién 100% trong vong 90 ngay né’ u ban khong thdy guong mit mi' nh tre’
trung va rang ro” hon, lan da tuci séng va mém mai hon. Né& u ban khong
nhan duo ¢ nhiing ké” t qua t6t hodc t6t hon trong vong 90 ngay st dung san
phdm ctia ching toi, ching t6i khong xting dang nhén tién ctia ban. Ban cé
toan quyén yéu ciu hoan lai 100% s6 tién da trd ma khong gip batky trd
ngai nao. Va né¢ u ban muén duo c hoan tién, chung t6i sé khong ho’i thém
bat ct diéu gi' va khong hé cam thiy khé chiu”

Ban c6 nhan thay sy khac biét to 16n ma phuong phap dam bao hoan
tién/ddm bao ké"t qua manh mé va cu thé c6 thé tao ra chua? Khi ban bt
d4u sti dung bi quyé” t ddo nguo c rui ro theo cach nay, hdu nhu doanh
nghiép clia ban sé ting trudng nhay vot ngay lap tic va tié’ p tuc git viing
thanh tich. Ban sé thu hut duo ¢ nhiéu khach hang hon, c6 duc ¢ nhiing don

https://thuviensach.vn



hang 16n hon va ban duo ¢ thudng xuyén hon mot khi ngudi ta khong con e
ngai chuyén dua ra quyé”t dinh mua sdm sai 14m ntia. Khi ban stt dung bi
quyét ddo ngua c rii ro, v€ ban chat, ban dang noi véi khach hang ra ng ho
sé khong bao git phai d6i mit v6i nhiing quyé” t dinh mua sdm t6i té, sai 1am
hay nguy hiém ntta. D6 la yé¢ u t6 thuyé” t phuc cyc ky hiéu qua ma ban cin
néu ra. No sé giup cho nhiing ai con dang phan véan trd nén quyé t doan hon.
N6 ciing tdc dong d&’ n nhiing ngudi chi méi d€ y dé"n san phdm/dich vu ctia
ban va bié"n ho thanh khach hang cuc ky tiém nang. N6 khié n cho nhiing
ai dang luo™ ng Iy gifia ban va d6i tht khac quay sang chon ban. N6 loai bo’
moi déi tht canh tranh ra kho' i dudng dua va ban gan nhu lam cht cuéc
choi.

C6 rat nhiéu cich 4p dung phuong phdp ddo nguo c rai ro. Mot cong ty
dién ti ddm bédo rd” ng sdn phim clia ho giup gidm chi phi san xudt it nhat
15%. Mot nha tu vin dé nghi tié p tuc hudn luyén cho nhén vién ctia khach
hang cho d¢" n khi nao khich hang nhan thiy ning suit lam viéc ctia cac
nhén vién that sy duo c cai thién. Mot nha phan ph6i mit hang ti-vi dé nghi
mua lai bt cti cdi ti-vi ndo ma céc don vi banle’ ctia anh khong bén duo ¢
trong vong 180 ngay. Mot c6 vdn cam ké” t bd’ ng vin ban sé khong nhan tién
ctia khach cho dé¢”n khi khach hang cong nhan dich vy ma anh mang lai
khié n ho hai long.

Né& u ban e ngai rd’ ng viéc chuyén sang phuong phap déo nguo c rui ro
manh mé nay sé tiéu tdn nhiéu chi phi cho doanh nghiép, xin du" ng lo ling.
Tru® khi san phdm hoic dich vu ctia ban bi 16i, hodc don gian 1a khong tho a
man nhu cu ctia khich, né"u khong thi* s6 tién ban hoan tré cho khich sé
khong dang ké. Nhung s6 luo ng khach hang méi thu hut duo c lai khong hé
it chut nao.

Toi tu” ng chiing ki€ n bi quyé”t ddo ngua c rii ro nhin déi va nhan ba
doanh s6 trong khi chi thém 0,5 d¢" n 3% chi phi hoan tién cho khach.
(Bd ng cach kiém tra ky luo™ ng, ban c6 thé nhanh chdéng, an toan va chic
chén xac dinh duo c sy khac biét ma hi’ nh thic dao nguo ¢ rti ro c6 thé va
sé tao ra. Va d6 la diéu ma ban cin lam trugc hé’t.) Ban nén ép dung bi
quyé”t ddo ngua c rii ro vao moi hoat dong tié" p thi ciia mi’ nh. Moi nhan
vién kinh doanh duéi quyén ctia ban phai bié"t st dung bi quyé”t ddo nguo c
rai ro d€ gidm bGt cam gidc e dé cho khach va khuyé” n khich ho hanh dong
ngay. T4t ca cdc quang cdo va thu chao hang ctia ban ciing phai nhic dé n no.
Dao nguo ¢ rai ro ¢6 thé trd thanh mot phan quan trong ctia Lo i Thé” Ban
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Hang Doc Nhat (USP).
bao Ngugc Rai Ro Trong Chinh Doanh Nghi¢p Caia Ban

Lap danh sach tit ca nhiing cdch khac nhau ma ban c6 thé dam bao
100%, dam bao HCAT, hodc it nhat bao dam mot phan giao dich cho khach
hang. Hay nghi xa hon nhiing cach hoan tién co ban trong 30, 60 hay 90
ngay. Hay danh thoi gian xdc dinh va giai thich cin ké cho khach hang bié"t
sy hai long ma ban mang lai cho ho nghia la gi" . NhG thém vao nhiing y
miéu ta chi tié" t vé hiéu ndng hodc ké"t qua cu thé ma khach hang sé nhéan
duo c né u ho mua sdn phdm hodc dich vu ctia ban. Ludn ludon nhic nhé ban
than rd ng khdch hang khong phai dang mua mdt sain phdm hodc dich vy,
ma ho dang phan héi lai nhiing 1o i ich ma sdn phdm hodc dich vu ctia ban
mang dé¢ n cho ho. Vi’ vay, hay gitp ho tip trung va nhin bié"t chinh xac gia
tri ctia nhiing gi' ho sdp trdi nghiém. Sau d4, hay thtt nghiém nhiéu bién
phép bdo ddm va ddo nguo c rti ro khic nhau vé6i khach hang hién tai va
tiém nang. Yéu ciu nhén vién kinh doanh ctia ban tham gia. Né&"u c6 thé, thi
ap dung vao quang cao hodc thu chao hang. T6i cam doan chi can ap dung
mot dang ddo nguo c rhi ro dac biét va hiéu qua, ban sé khong nhiing thu hut
dud ¢ nhiéu khach hang hon ma gid tri don hang trung bi nh ctia ban ciing
sé gia ting manh mé. Bi quyé"t ddo nguo c rti ro ddy manh 1o i nhuan cta
ban ngay lap tuc.

Mot phong cap ctiu nhan thay s6 luo ng ca bénh nhe duo ¢ chifa tri &
bénh vién gidm ding k€ vi' bénh nhén phai chd gin hai tié ng dong ho mai
dé"n luo t mi nh. Ho bt ddu 4p dung quy tri nh kham bénh bao dam trong
vong 30 phut, tru” trudng ho p c6 ca khén cép, va tich cyc quang ba d&'n
ngudi dan trong khu viic. Nhd vy ma s6 ca bénh nhe dé"n kham tidng gin
gap doi.

Mot gidm d6c cong ty xay dung va phét trién bat dong sdn no’i tié” ng
cam ké&"t duy tri’ chi phi x4y dung dy kié n ctia khach hang. N& u anh ta boi
chi so v&i ngan sdch dé ra, anh ta sé 13 ngudi bo™ tién ra trd cho phan chi phi
phat sinh d6 chii khong phai khach hang. Anh ta la ngu6i duy nhat trong
nganh lam diéu nay, va nhd d6 anh ta thu hut duo ¢ nhiéu khdch hang nhat.

Toi tu’ ng tu vin cho mot cong ty thié"t bi nang luo ng 16n. Ho da gdy

dyng nén mot co nghiép tri gia hang triéu do6 ba ng cach cho khéch hang
quyén tra lai thié"t bj trong vong 5 ngay lam viéc va duo ¢ hoan trd 100% s&
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tién, khong can bié" t Iy do. Trong vong 5 ndm qua, c6 ba trudng ho p yéu ciu
trd hang va nhén lai tién. Nhung doanh s8 ctia ho ting 1én dé"n 300%. Va tit
ca nhiing thié¢"t bi tra lai duo c ban gan nhu ngay lap tiic cho nhiing khach
hang khac, v6i cu’ ng hi’ nh thic bdo ddm hoan tién trong vong 5 ngay
khong can néu ly do.

Mot ngudi mua ban xe hoi nhan doi doanh s6 ciia mi' nh ba’ ng cach bao
ddm hoan tién 100% khong cin bié"t ly do trong vong hai tudn cho tét ca cic
ki€u xe du" méi hay ci.. Khong mét nha kinh doanh xe hoi nao 1am nhu vy,
Anh ta trd nén nd i bat va nhan duo ¢ nhiéu vu 4i ctia khach hang hon hi' n
cdc d6i thi canh tranh khic trong nganh. Né"u ban chuén bi mua xe, khong
cOly gi' ban lai di mua & mét noi ban rét c6 thé lya chon sai 1dm va ldy lam
héi tié” c mot tudn sau d6. Nhung né” u ban mua xe ctia anh ta va muén d6’ i
¥, ban hoan toan cé thé tra lai va thu vé 100% s6 tién da bo  ra ma khong gip
bt cu phién phtic gi . Doanh thu ctia anh ta tdng vot 1én. Mic du” cling c6
mot vai khach hang dem tra xe, nhung diéu dang ngac nhién la phan I6n
khong nhitng khong doi lai tién ma con muén dé’ i sang kiéu xe 16n hon hoic
sang trong hon. Anh 4y ki¢’'m duo ¢ bon tién tu” chuyén ning cdp xe.

Mot cong ty cung cdp dich vu dé"n tan nha rén ky ning doc hiéu cho tre’
da 4p dung mot phuong phép bao ddm cuc ky hdp dan nhu sau: “Diém s6
mon tap doc hoac danh van cua con ban sé tang 1én it nhat mot di€ém trong
phié u lién lac sdp t6i, né u khong ban sé duc c nhén lai tién” Né"u ban 1a
mot bac phu huynh, ban sé cdm nhan duo c stic cu6n hut cua dé nghi dao
nguo ¢ rui ro nay.

Céc chuong tri nh gidm cdn dam bao khach hang sé giam duo ¢ mot
luo ng can ndng cu thé trong mot khoang thai gian xac dinh.

FedEx sé khong tinh tién né" u buu kién ctia ban khong dé¢"n noi dung
thoi diém da cam ké't.

Nhiing nha sdn xuét xe hoi cung cip ché” do bdo hanh tu’ noi thit d¢'n
ngoai that, trong ba ndm hoac 60.000km. Mot s6 doanh nghiép tham chi con
chdp nhan bao hanh lau hon nta.

Tu nhiing tip doan 16n d&" n nhiing co s kinh doanh nho’, ai ciing ap

dung nhiing bién phap bao dam trén vi. mot Iy do: dao ngud ¢ rti ro mang
lailoi thé” canh tranh v6 cu’ ng to 16n. Va ban ciing sé ¢ duo ¢ nhiing o i
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thé” to 16n nhu véy khi ban bié¢"t ddo nguo c rui ro trong hoat dong kinh
doanh. Mot lo i ich nita ctia bi quyé”t ddo ngua c rii ro la ban buc mi’ nh
phai nd lyc nhi” m mang lai cho khach hang sy hai long hon ha’ n trudc day,
nhu 16i ban hua.

Cac Buéc Hanh Dong

Hay xem lai hoat dong kinh doanh, san pham, dich vu hodc ky ning
tuyén dung va ning luc cua ban. Lap danh sach ddy du vé nhiing tré ngai
ngan can khach hang hodc nha tuyén dung mua hang, giao dich hodc lua
chon ban thay vi' d6i tha canh tranh.

Chia ching thanh nhiing hang muc nhu sau:

Ly do tai chinh: chi phi ban dau ho phai bo™ ra dé lya chon ban va nhiing
t6'n thdt tiém 4n né" u giao dich khong c6 16i cho ho.

Ly do cdm xuc: cAn nhic d&" n nhiing cdm xtc tiéu cyc ma khach
hang/nha tuyén dung phai d6i mdt khi giao dich khong dié” n ra nhu mong
mudn.

Ly do vé tinh do ludng dugc: Nhiing tac dong cu th€ ma ban hodc san
phdm hay dich vu ctia ban tao ra cho cuc séng, hoat dong kinh doanh hoac
su nghiép ctia khach hang c6 thé duo ¢ do luong hay danh gia hay khong?

Ty ho’ i mit trai ctia viéc cung cip cho khach hang san phdm, dich vu
hodc kj nang lam viéc ctia ban 1 gi', trén co s§ khong c6 rui ro, thidm chi
trén co s6 HATC. Hay nhi’ n lai san phdm, dich vy hodc hiéu qué lam viéc ca
nhén ctia ban trong qua khti d€ xem c6 bao nhiéu ngudi da tu” ng thit vong,
doi tién, hity bo” hoic than phién. Né"u con s6 nho™ hodc khong ton tai,
nghia la phuong phép dao nguo c rui ro sé co tic dung. Nguo c lai, né u ban
gdp nhiéu vin dé hodc mic do khong hai long ctia khach hang cao, thi' hodc
la ban da hia hen qua nhiéu hodc la san phdm/dich vu ctia ban that sy c6 vin
dé va ban can ki€m tra lai chat luo ng.

Né u ban mang d&"n cho khéch hang chit luc ng va nhiing gid tri that
su, du’ ng ngan ngai st dung phuong phép ddo nguo c rui ro. Hay thu
nghiém véi vai khach hang hién tai hodc tiém nang. Ban cling c6 thé nho
nhén vién kinh doanh thit trudc trong mot ngay hoac mot tudn, trén mot s6
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doi tuo ng dé€ xem khach hang phan hoi tich cuc ra sao, trudc khi ban chinh
thic dua n6 vao hoat dong kinh doanh ctia mi’ nh.
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Chuong 8: Chi C6 Muon Thi Luén Chiéc
Giay Bén Trai Khéng?
Nhu" ng cach thic giu” p ban tang t6i da su_hai long ctia khach hang

Khach hang ti m d&" n ban va quyé” t dinh mua hang béi ho tin tudng va
ton trong ban, cling nhu kha nang ban cé thé dap ting nhu ciu ca nhan ctaa
ho. Trong mét ho, ban 13 ngudi dan dit ddy quyén luc va hiéu bié"t, mot
ngudi dang tin cdy. Né u khong, ho da khong nghe dién thoai ctia ban, khong
dua ra nhiing phan hoi tich cuc véi 16i chao moi trong thu hodc & clia hang.
Nhung liéu ban di nd luc hé t mi’ nh d€ mang lai cho khdch moi quyén Io i
va lya chon ma ho c6 thé tra tién va cé tu ban chua? Toi dit ra vin dé nay
vi ban cin nhé rd’ ng da s6 doanh nhan dang ty gidi han s6 luo ng giao dich
v6i khach hang. Téi bié” t ban kho long tin duo ¢ diéu d6. C6 thé ban sé bat
be’, “Ddi nao modt chtt doanh nghiép cé dau éc lai cht tim gidi han viéc mua
hang ctia khach?” Di nhién, cau tra 16i 1a ho khong c6 y. Ho khong hé hay
bié t d& n sy ton tai chia nd. Va toi s n sang ddnh cuo ¢ v6i ban ra’ ng doanh
nghiép ctia ban cling gap van dé tuong tu, ngay luc nay day. Ban van chua tin
u? D€ t6i ho' i ban diéu nay: Hay thanh that — khich hang ctia ban c6 thé co
thém gia tri, 10 i ich, sy bdo vé hodcloi thé” tu nhiing san phdm/dich vu cta
ban khong? Cho du’ ban chi tra 16i la “c6” cho mot s6 trudng ho p, thi ban
ciing dang no khéch hang mi’ nh mét co héi duo c tdn hudng nhiéu loi ich
hon trong moi giao dich.

Khi ban tho’ a thuan xong moét giao dich, d6 1a Iic thich ho p nhat d€ ban
thém mot sén phdm hodc dich vu khéc - dic biét 1a khi ban ¢ Iy do hé t stic
chinh déng va nhiing 16 i ich cy thé€ d€ khiach hang mua tron b sén
phdm/dich vu d6. 60% khach hang sé chdp nhan mua thém né” u ban bié"t
cach chao mdi va mang lai gia tri that su cho ho.

Trong chuong nay, ban sé bié"t 1am thé” nao dé giGi thiéu tron goi sdn
phém hodc san phdm bé” tra cho nhiing ai mua hang ctia ban, qua d6 gia
tang muc do hai long ctia khach va gia tri giao dich.

Mang Lai Cho Khach Hang Két Qua Sau Cung To6t Hon

Toi sé chi cho ban ba bi quyé”t don gian c6 thé mang lai lo i ich to 16n
hon véi chi phi thdp hon cho khach hang hién tai, dong thdi tao ra nhiéulo i
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nhudn hon ngay lap ttic cho doanh nghiép cua ban:

1. Thém san phdm va dich vu: Tao co hoi cho khach mua thém nhiing
mdt hang lién quan - nhiing mén né&" u duo c k&t ho p véi nhau sé khié'n
cho quyé’t dinh mua hang ctia khéch trd nén hoan hao, tién lo i va hiéu qua
cu’ ng cam giac hai long hon, tho’ a man hon.

2. Thém lya chon vé muc d6 hodc thdi gian: Gitp khéch hang quyé’t
dinh v€ s6 luc ng va chét luo ng phu’ ho p v6i mi’ nh nhat khi mua san phidm
hodc dich vu. Hodc khdch hang muén dich vu dé duo c ty dong gia han trong
bao lau. Pu’ ng gidi han su lua chon ctia khach hang vé chét luc ng, s6 luc ng
hodc budc ho chip nhan khoang thoi gian ngan hon muc ho can hay mong
muon.

3. K& t ho p thém san phdm/dich vu: Tao co hoi cho khach mua nhiing
gdi san phdm hodc dich vu mang dé¢" n cho ho sy hai long va vu” a y hon, chi
v6i mot quyé” t dinh mua hang tién loi.

Ban sé d€ y t6i hay nhdn manh ké"t qué sau cu’ ng ma khach hang mong
mudn, béi mot s6 doanh nhan khong nhan ra sy that ra’ ng khéch hang
khong mua san phdm/dich vy, ho mua ké"t qua. Ho trd tién cho mot sdn
phdm/dich vu vi' ho tin rd’ ng né sé giup ho c6 duc c cam gidc thoai mai, an
tam, vui ve , tié"t kiém, thanh cong hoic don gidn 1a tho a man. Vi du, mot
ngudi mua mdy anh khong that sy mudn cdi méay dnh. Ma hon thé”, ho ti' m
kié"m sy vui thich tot cu” ng khi chup duc ¢ nhiing tim anh dep, luu git lai
nhiing ky' niém ém dém nhét ctia ho. San phdm c6 thé 1a kem danh ring,
nhung trong suy nghi ctia khéch hang, ké"t qua sau cu’ ng 1a mét ny cudi
rang rd~ va tuci dep hon, it phai d¢" n tham nha si. Né" u ban tim niém trong
d4u vé muyc dich cudi cu’ ng ma khidch mong mudn, ban gan nhu cAm chéc sé
badn thém duo ¢ mot vai san pham/dich vu c¢é kha nang mang lai cho khach
ké"t qua mong do i mot cach hoan hdo hon, thuén tién hon va hiéu qué hon.
Ban ciing khong con ap dit nhiing gigi han vo hi’ nh 1én gid tri giao dich gitia
khach hang va ban - diéu v6n chd’ ng hay ho gi’ cho ca ddi bén. Diéu nay ly
giai tai sao viéc ban thém san phdm/dich vy lai quan trong dé¢" n vay. Chung
mang lai gid tri va mdc do hai long cao hon cho khach. N6i ngan gon la mot
ké"t qué sau cu’ ng t6t hon, khié n khach hai long hon, trong tuong lai sé 1a
giao dich nhiéu hon, duo ¢ nhiéu ngudi gidi thiéu hon.

T4t nhién, chié’ n luo ¢ ban thém san ph&m chi dat hiéu qué cao nhét khi
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muic gid dua ra c¢d 10 i cho khdch. Khich nao mua nhiéu san pham/dich vu
hon sé duo ¢ hudng mic gid vu dai hon trong khi ban van gia ting duo clo i
nhuan ctia mi nh. Khéi niém don gian nay tuyét voi 6 ché 1a ban da vuo't
qua duo c giai doan “kho nhd’ n” nhét réi. Khach hang da dat long tin noi
ban khi ho quyé”t dinh mua hang.

Ban Thém San Phdm Hodc Dich Vu

Gidi kinh doanh xe hoi rat thuéng xuyén ap dung chiéu thic nay vao
thyc t&” ban hang. Thay vi chi bdn mot chié’ c xe, hdu hé" t ngudi ban déu
tao co hodi cho khach mua thém dan 4m thanh, thiét bi chéng trom, ctia s&
trdi, dién thoai trén xe, kéo dai thém thoi gian bao hanh, va nhiéu lya chon
khéc. Ban bié" t d6, ho thudng dua ra nhiing dé nghi nay ngay sau khi khach
hang quyé”t dinh mua xe.

Vén dé & day khong phai la lam thé” nao dan du duo ¢ khach hang trong
khi ho van con dang ngit ngiy vi vu a s¢ httu mot chié’ ¢ xe hoi mdi.
Nhiing nha kinh doanh xe hoi chi don thudn nhén thic duo c sy that ra ng
diéu khach hang mu6n khong chi don gién 1a cdi thu' ng st méi véi bén
banh xe, ma la mgt phuong tién giao thong hoan toan duo ¢ cd nhan héa. Ho
khong chi mua sy tién 1o i va co dong. Ho mua ca cdm gidc hanh phic, mot
phong cach di dong diing y muén va kha' ng dinh ban than khi tau chié’ ¢ xe.
T4t ca gop lai thanh ké&" t qua sau cu’ ng ma khach hang khao khat.

Né&"u khéch hang khong thé cé duo c nhiing sdn phdm bd’ sung d6 trong
mot 14n giao dich, nhiéu kha ning ho sé ti’ m cach mua ching dan dan, cach
nay phién phiic va chi phi ciing dét do” hon vé sau. Vavi' thé” viéc bdn duo ¢
tdt ca san phdm b’ tro trong mot 1an sé rét tuyét voi va mang lai lo i ich to
16n cho ca d6i bén. Khach hang c6 duo c ké"t qua hodc 1o i ich cudi cu ng to
16n hon. Va ngui ban - trong nhiéu truong ho p - ki€’ m duo c nhiéulo i
nhudn ti viéc ban cac san phdm bd’ tro hon la chi don thuan bdn xe.

Co Héi Ban Thém O Khip Moi Noi

Lay vi du trong mot ctia hang may vi tinh, mdt ngudi khach budc vao va
dé y chié’ c mdy vi tinh X. Ngudi chti ctia hang bié"t ro” né u ting thém phan
mém hodc mdy in sé gitip viéc mua mdy vi tinh hitu hiéu hon ha’ n d6i véi
khéach hang. Nhu vay, b6i cdnh da duo c xdc dinh, hdy xem nguoi ban hang
lam thé” nao d€1éo 14i vd kich theo y mudn.
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D4u tién anh sé tap trung gitp khach hang quyé”t dinh xem ho c6 that
sy muén mua mdy vi tinh X hay khong. Mot khi khéch hang da quyé”t dinh
mua, anh sé dé nghi ho trang bi thém phan mém hodc may in v6i muc gia
h4p dan hon rat nhiéu so véi mua riéng le’ tu’ ng thd vao mét thoi diém
chua xac dinh trong tuong lai. Ngudi ban may tinh kha nhanh nhay. Anh
dinh huéng cho khach hang nhi n vé tuong lai va cho ho thdy ich I i ctia
viéc st dung mot chié” ¢ may vi tinh ¢6 t6¢ d6 xt ly nhanh hon 50%, thyc
hién nhiéu tac vy hon gép ba 1an trong thoi gian ngdn hon phéan ntia. B ng
cdch chtt dong, thay vi thu dong (diéu ma tdi hy vong ban sé khong bao gio
mdc phai), ngudi bin mdy vi tinh da tao dung mot hi’ nh dnh trong long
khéch hang va cling c6 sy trin trong va trung thanh ctia ho danh cho mi’ nh.
Va di nhién, ngudi ban hang no sé madi khach hang stt dung thém dich vu van
chuyén, 1dp dit va hudng dan stt dung chié’ ¢ mdy tinh d6. Anh thidm chi con
cai ddt thém phan mém cho nhiing nhu cau khac nhau ctia moi ngudi trong
gia di’ nh - t4t cd mang lai thém 100 d6-1a 1o i nhuén nia trong giao dich do.
Anh nhén thdy nhiéu ngudi khong muén rdi kho'i clia hang ma 16i theo mot
cdi mdy tinh, sau d6 c6 gdng xoay s§ ti’ m cach bt n6 hoat dong. Ngudi tiéu
du’ ng mua may tinh vi' n6 giup cudc séng ctia ho phong pht hon va ho
thudng cén sy tro giup d€ bié” t cach lam duo c diéu d6 t6t nhat.

Mot dié” n gia chuyén nghiép toi tu” ng tu van ldy gid 2.000 d6 cho mot
bud’i thuyé't tri’ nh dai 90 phut. Nhung khi t6i go iy rd’ ng anh ta nén moi
nhiing ngudi tham du chuong tri’ nh ciia mi’ nh mua séch va biang ghi 4m
ctia anh — nhu mt cdch bén thém vao cudi bud’i dié¢” n thuyé't - anh ta chua
ddm mo dé n con s6 60% thinh gid bo™ tién ra mua. B4" ng cach st dung mot
bi quyé”t bdn thém don gidn, anh da gia ting thu nhap hd" ng ndm ctia mi’ nh
lén gép sdu lan.

Pé& Chiéu Thiic Ban Thém Mang Lai Hiéu Qua Cho Ban

Hay vié't ra tén clia ba san phdm hodc dich vu ban chay nhét ctia ban.
R6i thém vao ké't qua sau cu’ ng ma khich hang mong mudn khi ho mua
nhiing mit hang trén. Bén canh tén ctia nhitng mat hang do, hay vié' t thém
mot s6 cach ban cho ra ng c6 thé gia ting gia tri va lo i ich cho khach hang
qua viéc ban thém mot san phdm hodc dich vu nao d6. Khi thuc hién, hay dat
mi nh vao vi tri khach hang. K&t qua sau cu’ ng ma khach hang mong do i
tu’ nhiing mat hang d6 1a gi' ? Né"u ho mua chié” ¢ xich du 1dp rap danh cho
tre’ em, k&'t qua sau cu’ ng ho mudn 1a cho con/chdu mi’ nh ngdi lén chié ¢
xich du va nhi’ n ching choi du” a véi danh mét tri u mé” n. Ho khong dinh
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lam mot tai x&” xe tai hodc ngudi tho 1ap rdp, vi vdy ban c6 thé dua ra loi dé
nghi nhu sau: “Toi sé ban cho anh chié” ¢ xich du va 18p rap tdn nha cho anh”
Hodc “Né u anh that sy mudn ty mi nh rdp nd, tdi sé cung cép dich vu van
chuyén tan nha cho anh va ban cho anh thém b d6 nghé lap rap bd" ng gid
von.” Va di nhién, né" u ho thich con chdu mi nh hanh phuc khi choi xich du,
hay lam ho nghi thém vé niém vui siéng ma chiing cé duo c khi choi cau
tudt, leo tréo hodc nod du’ a trong ngdi nha mo hi' nh. Vay hay moi ho mua
thém nhiing thd d6 véi miic gid khuyé n mai hap dan. Hay gitup khéch hang
dat duo c ké't qua sau cu’ ng dung y ho mdt cach hoan hao, thuan tién va
hiéu qua. Sau day la danh sach nhiing cach da duo c chiing minh hiéu qua,
nhad m gitp ban nghi ra phuong phép ban thém c6 gia tri ctia riéng ban.

1. Quan sat xem khach hang lam gi trudc khi ho mua san phdm hoac
dich vu ctia ban. Ban ¢6 thé ban cho ho nhiing thi d6 (nhu mot phan cta
giao dich) hay khong? Vi dy, né"u ban cung cip dich vy hudng dan lam gi’
do, hay ddm bao céc trang thié" t bi cin thié” t d€ thyc hién nhiing gi’ ban
huéng dan (dung cu thé thao, may vi tinh, dong phuc, cic loai don chuin bi).
Né" u da s6 moi ngudi can thu thap thong tin v€ mit hang ho can trudc khi
mua, hay cung cdp nhiing thong tin dé cho ho.

2. Quan sat xem sau khi mua, khach hang lam gi véi san phdm hodc dich
vu ctia ban, va dé nghi lam nhiing viéc d6 giup ho véi gid cd hop ly. " day
toi khong chi néi vé dich vu giao hang, lap rap, cai ddt, van chuyén hoac chi
dan nhu trong mot vai vi du & trén, ma tdi con dé cap dé" n viéc nha hang
kiém thém viéc in va gui thu mdi, nhan vién quan ly nha dat lo thu tuc cho
vay thé” chdp mua nha, ti’ m luat su iy quyén, dich vu chuyén nha va trang
tri noi that, hodc cac bac si ké thém vitamin vao don thudc va cung cap cac
tai liéu stc kho’ e lién quan.

3. Xem khach hang mua thém nhiing gi d€ st dung chung véi san pham
hodc dich vu ctia ban dé dat dugc két qua sau cung ho mong mudn va cung
cap cho ho. Mot nha cung cap dung cu cau ca gan nhu sé c6 ban gidy phép di
cau, cho thué thuyén & mdt cai ho gan do, va cung cip dich vu dan duong, tét
cd nha’ m mang lai cho khéch hang mot chuyé” n di ciu thd vi. Pu ng bao
i d€ khéch hang phai ti' m d&¢" n ba noi khéc nhau, mua thém ba lan nita va
phai dat long tin vao ba ngudi niia d€ ¢6 duo ¢ k&'t qua sau cu’ ng ho mong
mudén né u ban c6 thé ty mi’ nh cung cdp hé"t cho ho. Ho sé rit bié"t on nd
luc ctia ban. Hay ghi nhg, khach hang ctia ban da vu ai va tin tudng ban roi.
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4. Hay ty héi lam th€ nao cho két qua sau cling ctia khach hang cang
hoan thién hon. Mot miii tiém ngu” a bénh ctim gitp béo vé stic kho e trong
tuong lai mot cdch vo cu ng tién loivakinh t&" cha’ ng han. Hodc nhiing
buc anh ky niém vé chuyé’n di truo t tuyé” t hodc bita tiéc. Khi ban cu’ ng
tham gia v6i khdch hang trong qud tri’ nh ti m kié’m nhiing ké"t qué sau
cu’ ng ma ho mong do i, ban sé phai ngac nhién trudc v6 s6 dich vu va san
phdm ma ban c6 thé cung cép cho khéach hang, khié¢ n ho tran trong va si” n
sang bo’ tién ra mua, ngoai nhiing gi’ ban da ban cho ho.

Hay chon y tuéng v€ mot san phdm hodc dich vu ban thém ban thich
nhét va phuc vu tot nhat cho nhiing nhu cdu cta khach hang, cung cap no
cho 10 ngudi trong s6 nhiing khach hang than thié” t nhit ctia ban. Chon mét
hang bdn thém thu hai va cung cdp n6 cho 10 ngudi tié p theo. Hay thi bén
hay nam y tuong theo cach nay va ban sé nhanh chéng nhan ra dau hiéu cho
thay cai nao mang lai gia tri cao nhat cho khach hang cting nhu mang lai co
hoi kinh doanh t6t nhéit cho ban. Vi mét s6 loai hi’ nh doanh nghiép, ban c6
thé thuyc hién viéc nay trong mot hodc hai ngay, va bat ddu ban thém duo ¢
nhiéu mdt hang dem lai lo i nhuan cao hon trong tuan dau tién. Bay gio, hay
xem xét tié¢’ p mot phuong phdp con don gidn hon nita khié” n khéch hang
mua hang ctia ban nhiéu hon: d€ ho lya chon s6 Iuo ng va tan sudt mua hang
cua ho.

Thém Lu a Chon Vé S6 Lugng Va Tan Suat Mua Hang

Hay dé€ khach hang mua bao nhiéu tu' y thich, bat ct khi ndo ho mudn.
Ban sé rdt ngac nhién khi bié¢ t s6 Iuo ng va tan sudt that sy ma khach hang
mudn giao dich v6i mi nh.

Theo kinh nghiém cd nhén, tdi tu ng chting kié¢' n nhiéu doanh nhén ci
tudng mi nh hi€u ro” khdch hang muén gi' , nhung cudi cu’ ng ho lai giat
mi nh hodng hét khi bié"t rd” ng sy suy dodn ctia mi nh hoan toan v6 cin
cti. Khi duo c trao cho quyén lya chon hodc khuyé n méi, ngudi ta sa” n sang
mua nhiéu hon bi’ nh thudng. Co réit nhiéu ly do hodc 1o i ich hip dan khié¢ n
khach hang mua véi s6 Iuc ng nhiéu hon. D6i khi chi don gian 1a d€ huéng
mot muc gid vu dai hodc don gid thap hon. Lic khac c6 thé ho mua vi
mudn dam bao nhu cau trong mét khoang thai gian dai. Cing c6 khi dé du
phong trudng ho p giéd cd leo thang trong tuong lai. Hodc chi nha” m tho'a
man y muén dy trit hang héa d€ st dung bét cit khi ndo mi’ nh mudn. Vay
ban da sa” n sang cung cdp cho khach hang mot géi san pham véi s6 Iuo ng
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16n hon chua - cha’ ng han nhi ddm béo nguén cung dt du’ ng cho ca gia
di’ nh trong mot thang, ba thang, sau thang, hodc c& naim? (Toi tu” ng biét c6
trudng ho p géi san pham “tron doi” that sy da duo c 4p dung thanh cong
trong mot s6 triong ho p cu thé). Diéu cdn nhé la khach hang cta ban xting
dang c6 co hoi mua s6 luc ng phu' ho p nhét v6i ho. Chi can ban cung cép
cho khach hang mdt goéi san phadm hodc dich vu véi gia uu dai khi mua s6
luo ng nhiéu, nhiéu kha nidng co héi kinh doanh gitia ban va ho sé gia tang
ngay trong giao dich dau tién va trong nhiing 14n tié" p theo.

Cac nhié p anh gia thudng cung c4p it nhit ba lya chon mua hang cin
ban. Va chi c6 khoang 20% khéch hang quyé”t dinh chon géi co ban nhit.
Né" u ban dit mua béo hodc tap chi, ngay khi ban quyé”t dinh mu6én mua mot
4n phdm nao d6, nguidi ta sé ho i ban c6 chon mot trong s6 cac chuong
tri nh dat bao dai han d€ duo ¢ hudng uu dai hay khong. Trong trudng ho p
ban ddt mua t& Business Breakthroughs ctia t6i, sé c6 giam gia cho ndm thu
hai né"u ban dit mua hai nim. Ban c6 thé nghi rd’ ng toa soan sé hudng loi
nhd vao tho a thuin dit bao trong hai nim. Vé co ban, t6i dong y vdi ban.
Nhung nguoi that sy duo ¢ huéng loi & day lai 1a doc gid. Ho duo c nhan
nhiing 16i khuyén quy gia vé kinh doanh trong hai nam véi s6 tién bo’ ra it
hon nhiéu so vé6i gid mua tu’ ng t& ma ban dau ho sd™ n sang tra. Thém niia,
ho con duo ¢ nhan thém mot bdo cdo xay dung doanh nghiép kém theo. Va
vi ho dit mua khong chi mot ma nhiing hai ndm, ho sé nhan duo c gid tri to
16n va lau dai hon tu” t3 tap chi. Ho sé trd nén gén b6 va ké' t ndi chit ché
v6i nhiing chié’ n luo ¢ kinh doanh ctia t6i. Ngoai ra, ho ciing thudng duo ¢
nhan qua vi da lya chon géi dich vy uu dai trén.

Ct thit ban 4 moén nhung tinh tién 3 mon, hodc mua 3 ting 1, hAu hé't
cdc mit hang ban cd, va ban sé thiy nhiing khich hang bi’ nh thudng chi
mua mot mat hang nay sé mua nhiéu hon. Lan dau tién t6i phat hién stic
manh cta viéc khuyé” n mai khi mua s6 luo ng nhiéu 1a dao t6i lam viéc cho
mot toa soan tap chi kinh doanh cao cap. T6i muon cung cdp mot géi dat
mua tap chi trong mét nam - va khong co lya chon nao khac. “Sai lam!!!” vi
chti tda soan ndi véi toi. Réi thay vi' chibay to” quan diém ctia mi’ nh, anh
da lam mot viéc ma tdi rat bié t on — anh chiing minh diéu anh no6i. Anh dé
toi gui hai bic thu quang cdo. Thu quang cao thi nhat chi méi moi ngudsi
mua goi tap chi trong mot nam khong hon khong kém. Thu quang cao thu
hai ra gia mot nam dét tap chila 55 do-la va ban con cé thé chon ddt mua hai
ndm vdéi gia 95 do- la hodc ba nam véi “gia tot nhat” la 120 do-la. Véi thu
quang céo thd nhat, khong ai c6 quyén lya chon gi' ca. Vi vay gid tri don
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hang bi’ nh quén cta t6i 1a 55 d6-la. Vi thu quéng cdo thi hai cu ng ba lya
chon khdc nhau (hai trong s¢ d6 ¢6 1o i cho khach hang hon hd’ n so véi lua
chon co ban), 40% khach chon dat bao trong ba nam... 25% chon hai nam...
va chi c6 35% chon go6i mot nam nhu da noi trong thu quang cao thi nhat.
Chi can dua ra ba lya chon, 2/3 khich hang da mua s6 luo ng nhiéu hon

ha’ n. Bi' nh quan, chung t0i ting gdp d6ilo i nhuin trung bi’ nh tu” mot
khach hang so véi chi c6 mot lua chon duy nhat -

ma thuc chit chd’ ng c6 lua chon nao ca.

Mot ngudi bén sdch st dung mot bié n thé cia phuong phép ban thém
v6i s6 luo ng 16n d€ ban nhiéu sach hon cho nhiing thu vién cdng dong. Né"u
mot thu vién goi dé n va dé nghi gtii cho ho 20 quyén tiéu thuyé t Hy Lap
hién dai, c6 da huin luyén d€ nhan vién mi nh tra 16i rd ng, “Vi chung toi
khong bié"t chinh xéc quy vi da cé nhiing quyén nao nén chung toi sé ky gti
hon mét tram quyén sach & ché quy vi. Nhiing quyén nao quy vi khong can
dé n thi' ci gti tra lai cho chung t6i” Ho gan nhu khong gip trd ngai nao,
thu vién thudng giti lai nhiéu sach hon ho dit ldc ban d4u. Vi' vay, ctia tiém
clia ¢6 ngay cang phit trién, cong dong doc sach cling duo ¢ huongloivi cé
nhiéu tiéu thuyé” t hon d€ lya chon, va thu vién thi' cung cdp dich vu t6t hon
cho cong dong. Ba bén cu ng c6 loi.

Chiéu Thic Ban Thém Thong Minh Ma Khong Can Suy Nghi

Gia di’ nh t6i ¢ thué ngudi d¢" n tin nha rtia xe mdi tudn. Khi ngudi ria
xe dé'n, thay vi' dé nghi phuong 4n tra 10 d6-la méi tudn cho mot chié’ c xe,
anh ta ra gid vu dai hon cho hai chié” ¢ xe va thdm chi vu dai hon niia cho ba
chié” ¢ xe. Toi chon goi uu dai ba chié’ ¢ xe, va anh ta gia ting thu nhép ctia
mi nh moi tudn l1én gip doi. Toi tran trong gid tri ma anh ta mang lai va,
tha’ ng thin ma néi, né thuan tién hon rat nhiéu so véi viéc danh xe ra tiém
rta. Bi nh thudng gia di’ nh t6i ¢o ty riia tu” ng chié’ ¢ trong s8 ba chié’ ¢ xe
ctia ching t6i méi tudn hay khong? Cé ve’ 1a khong. Nhung anh ta da cho
chung tdi mot su lua chon hip dan hon nhiéu. Va chung toéi khong can phai
suy nghi gi' thém.

Trong s6 cac khich hang ctia ban, sé cé bao nhiéu ngudi c6 thé hudng
lo i khi duo c Iya chon nhiéu san pham hon - hodc moét ngudn cung lién tuc
hon? Né&" u cu tra 16i 1a da s6, ban c6 thé ty tin rd” ng viéc cung cip nhiing
g6i san phdm hodc dich vu nhu vay sé tao thém nhiéu gia trj to 16n hon cho
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khach hang — nhiing ngudi luon cé nhu ciu st dung nhiéu san phdm hon.
Thay vi phai trd tién nhiéu hon gép ba ldn, thi' khi ban vu dai cho ho véi
muc gia chi 13 hai hodc hai ruo™ i, ho c6 thé ti¢" t kiém duo ¢ 17% - 33%. Thuic
té¢" la ban sé ki¢’m duo ¢ nhiéu lo i nhuan hon trong qua tri’ nh gia ting gia
tri cho khach hang. Ba' ng cich nao? Thit lam phép tinh sau. Lay vi du ban
dau khach hang mu6én mua mot san phdm hodc dich vu v6i s6 lic ng hodc
gid tri x, va ban 1ai duo c 50%. Bay gio, nhd ban 4p dung bién phép wu dai khi
mua s3 luo ng 16n, khach hang d6 mua nhiéu hon gép ba véi gid chi ba ng
gdp hai ruc”i. Valo i nhuén ctia ban sé la hiéu s6 bat ky gitia gia ban ban dé
ra v t& ng chi phi ctia nhiing san phdm hodc dich vu cong thém.

Hay xem vi du vé mot ngudi tho gidt kho thuong gidt mot bo com-1é véi
gia 5 do-la, nhung ra gia uu dai gidt ba bo véi gia 12,5 do-la. Ci cho chi phi
gigt mot bo com-1é chié” m ntia gid thanh (nhiéu kha nang it hon khi gidt véi
s6 luo ng nhiéu trong nganh giat i - né u khong mudn noi 1a véi hau hé't
cdc nganh dich vy khdc.) Nén nhd, lic dau ngudi tho gidt chic6 5 do-la
doanh thu, mang lai 2,5 d6-la 16 i nhuén. Nhung khi khach hang chuyén qua
stt dung goi dich vu gidt ba moén véi gia ctia 2,5 moén thi nguoi the nhéan
duo ¢ 12,5 d6-la doanh thu va 5 d6-la lo i nhuan, thay vi' chi c6 2,5 do-lalo i
nhuin it o’ i ma anh ta cé thé kié'm duo c véi cach lam dich vu don le’. Piéu
quan trong & day la phai luon chd y vao lo i nhuén gia ting - khong phailo i
nhudn mat di — ma mot giao dich ban thém mang lai cho ban. Trong truéng
ho p ctia ngudi tho gidt kho, cho du™ anh ta thuc t&” da cho di 2,5 d6-laloi
nhudn, cudi cu ng anh ta van tang gép do6i lo i nhuan so véi bi nh thuong.

Nhu t6i da phén tich, trong hau hé"t cac nganh dich vy, khi ban chd
trong viéc tdng s6 luo ng hodc tan suat phuc vy, chi phi gia tang hay chi phi
cho tu’ ng dich vu that sy sé gidm dang ké. Do 1aly do vi' sao phuong phap
ban thém thuong co thé ting gip d6i hodc gdp ba lo i nhuan sau cu’ ng trén
mot don hang hodc mot khach hang ctia ban - cho du’ to ng lo i nhudn cta
ban c6 thé bi giam di so vé4i khi khong uvu dai.

Khi ban gia tang s6 luo ng hodc tan sudt clia mot 1an mua hang, ban sé it
khi d€ mat nhiing co hoi kinh doanh trong tuong lai ma thudng thi- hiéu
ling xay ra hoan toan nguo c lai. Khach hang bat dau s dung san pham hodc
dich vu ctia ban véi tan suit cao hon so vdi trudc dé va trén thuc té”, ho
huéng thém nhiéu 16 i ich hon khi st dung nhiéu hon - sau cu’ ng, ho la
nguoi huong 1o i nhiéu nhét tu” giao dich d6, thdm chi con nhiéu hon ca
ban.

https://thuviensach.vn



Hay bé Khach Hang Mua San Phd4m Theo Chu Ky

Sao ct phéi bt khach haing mua ngay mét lic né” u ho cam théy hai long
hon khi mua tron goi theo dinh ky' ? Cha’ ng han nhu mdt doanh nghiép
cung cap dich vu cit co” dé nghi cung c4p cho ban géi dich vu chim séc
vion trong sudt mu” a he thay vi' chi dé¢'n don co’ theo yéu cdu mot 1an duy
nhit. Dich vy sudt mu’ a 1a diéu ma nhiéu ho gia di’ nh that sy mong mudn.
Du’ gi' dinita, k&'t qua sau cu’ ng la duo ¢ ngdm nhi n mot bai co tho
mdng ma khong phai lo ling vé viéc gieo hat, cit co’, nhd’ co’, xén co’ -
nhiing viéc khong thé nao cé duc ¢ né"u tho lam vuon chi d&¢' n mot lan.

Hau nhu bit ky dich vu nao va da s6 san phdm déu c6 thé cung cép
theo chu ky .

Ban c6 thé ban vé theo ngay, theo s6 14n biéu dié” n hodc theo mu’ a.

Bac si khoa mat c6 thé chi do mat cho ban, hodc do mat va cung cap
thém mot ndm st dung kinh sat trong va dung dich bao quan, hodc kinh mat
thong thuong.

Né u ban ban bit ky san phdm hodc dich vu nao cé thé duc c cung cép
trén co s& toi goi 1a “tié” p tuc cung ing d¢"n khi c6 thong bao thay do"i” (Till
Further Notice - TNF), ban c6 thé stt dung bién phap ban thém va ban kem
ctia mi nh d€ bié¢ n giao dich mét 1an thanh nhiing don hang tié¢ p dié"n
hang tuan, hang ngay, hang thang hay hang quy. Day la cdch ma nhiing
doanh nghiép kinh doanh san phdm 4m nhac da va dang lam. Téi tu” ng tu
van cho mot cong ty dich vu diét con tru” ng cach bié” n hdu hé"t khich hang
vang lai ctia ho thanh khach hang thudng xuyén st dung dich vu hang quy
nho bién phdp ban thém d4. Toi ciing tu ng du’ ng bi quyé”t tuong ty d6i véi
mot cau lac bo thé thao.

Mot doanh nghiép ngadnh my phdm phat trién 1én d&¢"n 100 triéu do-la
ba’ ng cich thuyét phuc thanh cong 60% khéach hang nt ctia ho mua thém
hodc mua kém céc san phdm khac va bié’ n nhiing 1dn mua hang rai rac thanh

nhiing don hang c6 dinh hang thang.
Cé bao nhiéu cdch d€ bié n nhiing 14n mua hang rai ric thanh nhiing

don hang tié’ p dié¢”n thong qua bién phap khuyé” n khich ting s6 luc ng
mua, bao gém cé bién phap cung cap dich vu trong mot khodng théi gian?
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Né u ban thudng gip trudng ho p khach ghé mua mot 1an va hié” m khi tré
lai - thi' thong qua lua chon vé khéi luc ng don hang nay, ban sé ting tu’
30% - 80% luo ng khach quay lai (d6 1a Iuo ng khach ban c6 thé hy vong sé
chuyén d6’i thainh don hang dang TEN), thi thuc t¢” chd’ ng miy chéc ban
6 thé gia ting 1én gdp ba d&"n nam lin doanh s6. Nhan tién, bién phdp béan
thém TFN hiéu qua trong nhiéu loai hi’ nh doanh nghiép/kinh doanh, né"u
khong muo6n ndi 1a tat cd, khi duo c 4p dung mot cdch sdng tao. Nganh cong
nghiép nudc udng doéng chai ki¢’m duo c hang ty’ d6-la bd’ ng cach st dung
bi quyé”t nay. Nganh cong nghiép san xuit vitamin ciing tuong tu.

Xem Xét Truo ng Hgp Doanh Nghiép Cua Ban

L4y gidy but ra va vié't tén ctia ba sdn phdm hodc dich vu ban chay nhat
ctia ban. Bén canh méi san phd&m hodc dich vu, hay vié"t s6 luo ng trung
bi' nh ma khach hang thin thié¢" t ciia ban mua trong méi lan giao dich. Hay
ty ho' i, “S6 1uo ng thé” nao hoic tan sudt ra sao sé mang lai cho nhiing con
nguoi tuyét voi nay ké"t qué sau cu’ ng ddng mong do i va ngudn dong luc
manh mé nhit d€ ho mua nhiéu hon ntia?” D€ toi gidp ban bd" ng vai hanh
dong cu thé.

1. Can nhac viéc ban gip ba lan s6 lugng trung binh hién nay véi mic
gia chi bdng hai rudi. Né u ban dang ban thi gi' d6 theo ky, hay ban 3 ky
mot luc. Né“ u ban dang ban dén pin, hay goi ba céi chung v6i nhau. Nén nhd,
ké"t qua sau cu’ ng ma khich hang mong mudn 1a khong bi chi’ m trong
bong t6i ma khong ti m thdy cai dén nao. Ba céi dén pin c6 thé giup ho dat
duo c diéu mong mudn do t6t hon 1a mot cdi. Né u ban dang chao ban dich
vu hodc chuong tri' nh kiém tra stic kho' e hang ndm, hay ban géi 3 chuong
tri nh theo quy. Né"u ban kinh doanh mét dich vu theo thai han mot thdng
hodc mdt nam, hay cung cip lya chon cho ba thang va ba ndm. Va nhan tién,
gdp ba 14n s6 luc ng hodc thoi luo ng véi gid hai ruo” i khong phai 1a sy ké't
ho p duy nhat ban cé. Vi dy, gan day t6i c6 dit 12 1an thay dau nhét cho xe
hoi v6i gid tuong duong 7 1an. Hanh déng don gian d6 da dua toi tu® dat
hang le’ sang dich vy tron nam. Hiy dé khach hang mua theo chu ky™ thay
vi mot don hangle’.

2. Ban san phdm hodc dich vu tron goi theo chu ky. Hay tht ap dung véi
mot nam trudc. Bat ¢t dich vy nao ciing c¢6 thé chuyén thanh dang ho p dong
mot ndm, tu’ dich vu bdo tri' hé thong sudi, thong gi6 va diéu hoa nhiét do
cho d&’ n dich vy tu vin luat. Hiu hé "t nhiing hang tiéu du” ng déu co thé
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duo ¢ cung cap dudi dang ho p dong cung ing mot nam, giao hang moi tuan,
moi thang hodc moi hai thang. Ban hoan toan c6 thé mua vitamin, ca phé,
hodc ruc u vang theo cach d6. Nhiéu loai qua ting ciing c6 thé duo c ké't
ho p vao loai hi nh dich vy ting qua mdi thang.

3. Va cudi cung, hay cung cip san phdm/dich vu ctia ban duéi hinh thtic
TFN véi hda don dugc tu dong gtii theo chu ky. Cach nay khong chi ap dung
cho bao hiém, xang dau va bao/tap chi. Hay nhé, khach hang khong muén
ngudn cung san phdm/dich vu gia tri bi gian doan.

Vié't tén 10 khach hang than thié"t nhat ctia ban va trong dip tié€ p xuc
tGi, hay gidi thiéu gdi sain ph4m ma ban ung y nhit. Ngoai ra, ban hay thti goi
uu dai d6 v6i nhom khach hang thi hai, nhiing ngu6i khong cé mit trong
danh sach “than thié¢"t nhit” - va so sanh ké"t qua.

Nhu™ ng Su Két Hop Giu p D4y Manh Lgi Nhua n

Béy gid hay chuyén sang phuong phap thit ba nha’ m mang lai nhiéu gia
tri hon cho khach hang cling nhu nhiéu co héi kinh doanh va lo i nhuan hon
cho ban. Hay nhd, chung ta dang c6 gang gitap khach hang dat duc c ké't qua
sau cu ng ma ho mong muén mot cich hoan hao hon, thuan tién hon va
hiéu qua hon. Tuy nhién, da s6 khich hang khong bié” t dau 1a cdch t6t nhat
tan dung nhiing gid tri ban mang lai dé dat duo ¢ muc dich, it nhit1a ho
khong bié t ro” nhu ban. D4 1a di€ém ban cin khai théc. Ban c6 thé mang lai
cho khach hang mét dich vu tuyét voi bd’ ng céch gitp ho chon ra sy ké't
ho p t6t nhét tu” nhiing gi' ban c6. Hay ké"t ho p cdc mét hang ctia ban
thanh tu” ng nhém va d€ khach hang mua moét 1an chi ba’ ng mot quyé” t dinh
mua sim. Nhém san phdm lai v6i nhau cho muc dich sau cu’ ng, khéch hang
sé cam on ban vi diéu d6 va ban cing hudng lo i rit nhiéu.

Hay xem mot vi du dién hi’ nh 1a McDonald’s. Trong nhiéu ndm, khach
hang xé&” p hang va goi mot cai hamburger, roi mot ly coca, r6i mon nay mon
no. Cudi cu ng, nhiing thanh vién ctia McDonald’s ciing hiéu duo ¢ thong
diép: Khich hang khong dé" n d6 chi d€ &n hamburger va uéng coca. Rét
nhiéu ngudi trong s6 ho muén mot bita dn hoan chinh. Nho vay bay gid ban
c6 thé x¢"p hang 6 McDonald’s va goi mét phan dn ké" t ho p bao gom banh
mi kep thit co™ 16n, khoai tay chién co™ trung, va nidc giai khat. Bo' thém
vai xu, khach hang c6 thé thudng thiic mot bita an “hoanh trang” véi mot ly
coca to va mot goi khoai tay chién co™ 16n.
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Gan day toi c6 mua mot vi tri quang cdo 16n clia moét td tap chi trong
nudc. Ban dau, toi dinh dang trang den. Nhung tap chi d6 danh cho t6i hai
lya chon t6t hon. Thd nhét, mdt muc gid t6t hon nhiéu né u t6i lam lu6n mot
muc l6én (24 trang); thd hai, thém chat tién nita (it hon mot ntia gia bi nh
thudng) né u t6i ding quing cdo mau. T6i mua goi quang cdo 24 trang, du
mau trong khi ban ddu chi dinh mua 2 trang quang cdo trang den. S6 tién
10.000 do-la t6i dy chi bié"n thanh 130.000 do-la

— nhung t6i cdm thdy rat ho hai. Toi nhan duo c gid tri rat tot dé€ quang
cdo hiéu qua hon v6i 24 trang thay vi' chi 2 trang, va v6i dtt mau thay vi' chi
trang den. Ho da k&'t ho p quang cdo mau va nhiéu trang hon d€ dap ting t6t
hon nhu ciu quang cdo cta t6i. Danh cho khach hang ba lya chon t6t hon va
nhiéu ngudi trong s6 ho sé chon mot trong hai lya chon gia ting thay vi
chon nhu du dinh ban dau. Mang lai cho ho gia tri t6t nhit trong méi
phuong 4n cong thém, va ho sé duo c hudng lo i gdp nhiéu lan so véi khi lam
dang theo y ho.

Dé t6i chia se” v6i ban vai phuiong 4n bdn thém hodc ban kém thudng
duo c st dung trong kinh doanh. Trong nhiéu ndm, nganh c6ng nghiép dién
tt gia dung hoat ddng dya trén nhan thic rd’ ng: nhiing khdch hang khac
nhau sé doi ho’i va mong muén nhiing diéu khac nhau & san phdm dién may
ho mua. Ho bit ddu bd" ng viéc quang cdo mot kiéu sdn phdm co ban, c6 chit
luo ng rét cao, c6 thé la ddu may, c6 thé 1a dan am thanh, c6 thé 1a ti-vi man
anh rong — bat cd thd gi', va né rat dang dong tién bat gao khach hang bo’
ra. Nhung c6 1é né chi ¢ nhiing tinh ning co ban ma thoi. Tai sao? B&i vi
khong thé nao bié” t duo ¢ khach hang muén mét mon d6 dién ti cu thé hoat
dong ra sao né"u ban khong pho’ ng vin ho, quan sit va xem cach ho st dung
no, y thich ciaho la gi’ , ho nghi gi’ vé cong nghé cao. Vi vay khi khich
hang budc vao mot ctia hang dién mdy, mot ngusi ban hang cé dau dc, bié't
cht y dé¢"n gid tri, ké 't qua va lo i ich sé dan dat khach hang vao mét cudc
thao ludn nhd’ m xdc dinh hai diéu. Thit nhit, nhu cdu, mong mudn va mo
uGc chinh y&"u ctia khach hang 1a gi' . Va thu hai, d€ thong tin cho khéch
hang bié” t nhiing mén hang nao ¢6 si™n va nhiing gi- ¢6 thé thuc hién duoc,
bd&i da s6 khach hang khong nhéan ra mic do phic tap va da dang vé chtic
nang ctia mot chié’ ¢ ti-vi, hodc dan 4m thanh, hodc ddu may c6 thé lam
dud ¢ cho ho. N&"u t6i 1a mot ngudi hay di xa nha, chiic nang tu dong thu
hi’ nh 17 chuong tri’ nh truyén hi’ nh khic nhau trong moét dém va phat lai
trén ddu may trong thoi gian dai sé 1a 1o i ich tuyét voi. Chivi khong bié't
dé¢’ n chic ning do, t6i dd@ mua mot cdi ddu mdy bi’ nh thudng v6i mot chiic
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ning duy nhat 1a hen gio tat mé. Toi da mat di co hoi s6 htiu mot thu rat y
nghia. Va ban ciing da d€ mat co héi lam phong phu thém doi song ctia toi va
thong qua do cé thé nhan gap doi gip ba gia tri ctia don hang, ciing nhu
nhan duo ¢ sy cdm kich ctia téi vi- dd lam diéu d6. D6 la y nghia da’ ng sau
viéc ban thém hodc ban kem.

Nganh cong nghiép dién may cd6 1€ 1a mot trong nhiing nganh 4p dung
phuong phap nay nhiéu nhit vi n6 phuc vu rét tét nhu cdu ctia khach hang.
Trong nhiéu doanh nghiép va linh vyc, va t6i tin rd ng ban cting 1a mét trong
s6 nay, c¢6 vo van nhiing co hoi d€ ap dung/tan dung phuong thiic ban thém
va bdn kém. Diéu quan trong la 1am sao giup khich hang mua duo c nhiing
san phdm hoiéc dich vu phu™ ho p nhét v6i nhu cdu ctia ho. Va né"u ho chua
bié t hé t nhitng gi' sdn phdm/dich vu d6 lam duo ¢, ho sé khong thé nao
dua ra nhiing quyé” t dinh mua sim khon ngoan va hiéu quéa nhét. Vi’ vay, co
hdi ctia ban ciing chinh la nghia vu. Ban khong thé nao dé€ cho khach hang tu
lya chon nhiing gi' ho muén mua né” u ho khong duo ¢ cung cdp diy du
thong tin vé cic lya chon da dang/t6t hon niia. Ban lam duo c diéu d6 nho
ban thém va ban kem.

Mot doanh nghiép tdi tu ng tu van kinh doanh rém va ctia chép. Goi
tiéu chudn cta ho la lap ddt mot loai rém hodc ctia chép véi céc tinh néng co
ban nhung rat chit luo ng va gid ca cuc ky hdp dan. N& u tit ca nhiing gi’
ban mudn 1a mot bo rém hodc ctia chép mau trang tron khong co kiéu co gi
nhiéuy, thi' ching rit ddng mua. Tuy nhién, phan 16n khich hang muén
nhiéu hon ntta. Ho muén nha mi nh trong dep hon. Ho mudn van phong
cia mi nh trong 4n tuo ng hon. Ho mu6n dé noi that va hoa tié"t trang tri
hai hoa véi nhau. Ay 1a nguén géc cho cac Iya chon khac danh cho khéach
hang. Doanh nghiép no tin dung ngay ba ng cach ban thém va ban kém. Bén
thém c6 nghia la thay d6" i mot chut vé chét luo ng, chét liéu vai, mau sic,
kiéu ddng ctia ctia chép hodc rém che. Bin kém 14 nhiing chi tié"t trang tri,
phu liéu di kem;

vi dy, mot dudng diém tuyét dep hodc du ng loai vai tuong tu dé€ boc
toan bo ghé” sé tao ra sy dong diéu cho ca cin phong. Hai bién phap nay, ban
thém va ban kém, la nhiing cong cu sa” n c6 d€ doanh nghiép ctia ban tao ra
nhiéu lo i ich va dich vu gid tri hon rat nhiéu cho khach hang. Thong qua dé
lam giau dang k€ cho ban.

Mot phuong phap khic d€ gia tdng gia tri giao dich trung bi’ nh 1a st
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dung quang cdo tai di€ém ban hang (Point Of Sale - POS). Quang cao POS
khong gi- khéac hon la nhiing bang hiéu hodc bang-ron thu hut sy chu y ctia
khéch hang ngay tai diém bén. Hay bié" t ndm bat tim ly khich hang. Mot khi
ho da quyé”t dinh mua bat ctt sén phdm hodc dich vu nao, ho da thdy gan bo
v6i né r6i. Ho da phai long n6. Ho dd muong tuo ng ra canh chinh mi’ nh
duo c s6 hitu, stt dung, hodc hudng cdc lo i ich ma né mang lai. Ngay luc dy,
ban sé dé” dang giup ho dat duo c gid tri to 16n hon hodc lam phong phu
thém doi s6ng ctia ho bd’ ng cich gidi thiéu thém nhiing mit hang bo” tro
cho sén phdm ho vu a quyé”t dinh mua. Hodc bd ng céch gidi thiéu thém
mot san phdm hodc dich vu khac ¢ thé mang lai lo i ich cho ho véi gid uu
dai. D€ t6i chi cho ban noi 4p dung pho’ bié'n nhat phuong phip vu" a néu.
Ban l4i xe doc dudng va thdy mot ctia hang ban le’ bat ky' nao dé - c6 thé 1a
mot ctia hang tap hoa, cta hiéu do noéi that, tiém ban kem - va ban trong
thdy mot bién hiéu trén ctia s6” ghi ra’ ng, “Giam gid” hodc “Mua 2 ting 17,
“Khuyé’ n mai dic biét”... Bét cti thii gi' tuong ty thu hat duo ¢ sy chu y caa
ban. D6 chinh la dang co ban cua quang cao POS ma nhiing ti€u thuong ban
le’ thudng st dung.

Thanh Cong Hon Nho™ Co Hoi Ban Thém

Mot cht doanh nghiép ban hang dién tii & Arizona nghe t6i ndi vé van
dé ban thém trong mot bud’i thuyé't tri’ nh vé tié” p thi. Khi quay vé vin
phong va suy nghi vé nhiing lo i ich day tiém nang ctia viéc ban thém, anh
quyé’ t dinh thti nghiém. Da s6 don dit hang cia anh d&'n tu™ cac cong ty
san xudt. Anh gui cho ho mot bang bdo gid vié't tay trang trong. Diém mdi la
ma anh tao ra 1a thém vao mot cach ho p Iy moi bang bdo gia mot san pham
hodc dich vu lién quan, cé gid tuong duong 10% — 15% t6' ng gid tri bao gid.
Nguoi mua chua tu’ ng bié t d¢" n mét hang duo ¢ thém vao, nhung c6 d¢'n
30% nhiing ngudi duc c bdo gid da quyé” t dinh mua thém. “Mot viéc lam hau
nhu khong tén chut cong stic,” ngudi chtt doanh nghiép no vié't trong 14 thu
gui cho t6i gan day, “nhung no cé y nghia tuong duong véi viéc cong thém
60.000 do-la vao doanh thu nam nay ctia ching t6i. Cdm on nhé, Jay.”

Thu Nha p Ting G4p Ba Lan La Ban Nhac Em Tai Véi C6 Ay
Toi tu’ ng huéng din mét gido vién day thanh nhac cho tre” em cach dé
ting gdp ba thu nhap ma khong t6n chit cong suc, tién bac. Thay vi 14y gia

20 d6 mot gid day hat, c6 ap dung muc gia 65 d6 moi thang. Mot s6 thang
hoc sinh hoc 4 git. Mot s6 thdng 5 gid. Luc trudc, bi nh quan phy huynh
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thué c6 day 2 gio mot thang va c6 ki€’ m duo c 40 do- la. Gio déy co di day
thudng xuyén hon (diéu khié n ¢6 thich tha) va thu nhap bi’ nh quan tu’
moi hoc sinh da tang 1én 50%. Quan trong hon ca, trudc khi 4p dung phuong
phép nay, trung bi nh mét hoc sinh hoc véi ¢6 3 thang. K& tu™ khi bat dau ra
vu dai trén, hoc sinh ct tié" p tuc theo hoc khong ngu ng.

Phau Thua t Cang Da Mit Va Gia Tang Thu Nha p

Toi tu” ng tu vdn cho mot bic si phau thuit thim my gidi phap cung cip
cdc goi dich vu thdm m§ vu’ ng mit cho khach hang. Lya chon co ban nhit 1a
cing da mgt. Lya chon thu hai 12 x6a thém vé"t chan chim ¢ mét. Lya chon
thi ba 1a cdng da mit, x6a vé&" t chin chim va stia mai. Hon ntia s6 khich
hang chon géi thd hai hodc thi ba. Vi bac si phau thuit thim my nay kié’ m
dud ¢ nhiéu hon nhiing déng nghiép ctia anh ta trung bi’ nh 1.000 d6-la méi
khach hang - nhung dong thoi anh ciing that sy mang lai nhiing gia tri 16n
lao hon cho ho. Va vi khéch hang c6 duc c nhiing gid tri t6t hon, ho dit long
tin va tié"n hanh thém nhiing phau thuat khic vu’ ng mit ma ho that sy cam
thdy can. Vi vay ngudi duo c 1o i nhiéu nhat trong trudng ho p nay la nhiing
bénh nhén khi budc ra véi ngoai hi’ nh xinh dep hodc dién trai hon (gan 40%
khéch hang ctia anh 13 nam giéi) so v6i nhiing gi' ho c6 duc ¢ né"u vi bac si
no khong mang lai cho ho nhiing lya chon t6t hon.

Toi tu” ng tu vdn cho moOt ngudi rit thu vi, mot c6 van vién vé chit thai
doc hai. Anh lam viéc v6i nhiing nha mdy cong nghiép trén khdp thé” gidi va
phan tich rui ro trong viéc xt ly chat thai doc hai - cac nghia vu lién quan
dé"n phép Iy, chay nd’, 6 nhi¢”m mdi trudng, quy dinh xt phat ctia nha
nudc, v.v... Sau khi lam viéc véi t6i trong mdt nam, anh nhan ra ra ng viéc tu
van cho cac nha may khong phai la co héi that sy trong nghé nghiép cta
mi nh. Co hdi that sy ctia anh la kha ning gidi thiéu cdc nha may cho nhiing
chuyén gia di gidi quyé t nhiing vin dé anh phat hién. N6i cich khac, anh sé
ti m hiéu xem ho ¢6 khé nang ro ri chit thai doc hai ra moi trudng hay
khong. Né"u c6, ho phdi ti m mdt nha thau chuyén vé vin dé nay d€ ngin
chan sy 8. Nhung khach hang ctia anh khong c6 thong tin gi' vé nhiing
chuyén gia d6, con anh thi' 6. Thé” 1a anh diing ra lam dai dién cho nhiing
nha thau xu ly chét thai doc hai tot nhat trong nudc. Va gio day, trong qua
tri nh thuc hién mot du 4n nao d6 va phat hién co hoi lam dn cho nha thau
xt ly chat thai, anh sé 1dy duo c co héi d6 vé cho mét trong nhiing cong ty
anh lam dai dién. K&t luan: Cong viéc tu vdn mang lai cho anh vai trim
nghi n d6 mot ndm. Cong viéc dai dién cho nhiing cong ty xt ly chat thai
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mang lai cho anh hang triéu do-la.

Nhiéu cau lac b am nhac, sau khi ban da tré thanh khach quen va mua
dia thuong xuyén, ho sé gidi thiéu ban véi cau lac bd phim anh hoac céu lac
bo sdch ctia ho. Tai sao u? BGi ho bié" t da s6 khach hang mua dia CD khi da
hai long sé vui ve’ chuyén sang mua phim hoic sach thudng xuyén.

To6i bié"t mdt clia hang thoi trang md& cau lac bo suu tAm gidy va vi nho
nho’ cho nhiing khach hang than thié” t nhit ctia ho. Méi mu’ a, khi mit
hang giay va vi méi vé, ho sé gtii hang cho nhiing khach hang do thu trudc
sau khi duc ¢ khach chép thuan. Né"u khach thich va mudn giti lai d€ du’ ng,
ctia hang sé tu dong ghi no the’ tin dung ctia ho. N&"u khach hang khong
thich, ho chi can gtii tréd lai ctia hang, khong c6 vin dé gi . Ho khdm pha ra
80% thanh vién ctia cau lac bg nay giti lai it nhat mot moén d6 duo c gt deée n.
Viéc ndy tao ra thém hang tram nghi n do-la lo i nhuan cho ho méi niam.

Mot cong ty ruc u vang ma toi quen bié”t ra mat cau lac bd ruc u vang.
Méi thdng ho gtii vai loai ruc u vang khac nhau dé’ n nhiing ngudi tu' ng ghé
qua nha mdy ctia ho. Trong d6 vu’ ala rud u ho lam ra, vu’ aldy tu" cac nha
mdy khdc. Vang tréng ciing c6, vang do’ cfing cd. Mot s8 1a ruo u ngot trang
miéng, mot s6 la rio u sdim-banh. Ho m& rong doanh nghiép ctia mi nh lén
gdp 10 1an va trong qua tri’ nh d6 ¢ thém nhiing khéch hang trung thanh
lién tuc mua hét 1an nay dé¢" n 14n khac.

Vi mot y tudng don gian, toi da tang doanh s6 cho mdt ngudi lam dich
vu cat tia cay canh 1én gép 4 1an. Cach lam co ban ctia anh ta hoan toan thu
dong, nhu bao ngudi khac trong nghé. Ai ma cé mdt cai cay qua cao hodc can
chit bo’, ho goi cho anh ta, anh ta d&" n, lam xong viéc réi vé, lai tié" p tuc cho
co hoi khéc. Toi chi cho anh ta thdy rd’ ng da s6 nhiing ngudi tu” ng goi anh
cat tia cay sé c6 nhu cau cat tia dung cai cdy d6 mot lan niia sau sdu hoac chin
thang. Vay thi sao khong dé nghi ho stt dung dich vu lau dai, anh khong
phéi ng6i nha chd ho goi nita, ma ctt & n hen lai 1én, cét tia cay canh cho ho
va tinh phi vao the” tin dung ctia ho. Anh cho rd” ng d6 1a mét y kié' n rat hay.
Va trong vong ba thang, 70% khach hang quen thudc chuyén sang st dung
dich vu d6. Anh con nham vao déi tuo ng khach vang lai va dé nghi ho su
dung dich vu ctia mi nh 4 14n mo6t nam. Ké"t qua la doanh s6 tdng gip doi,
lo i nhuén tang gdp bon vi anh khong con phai ding quang cdo trén bao dia
phuong cling nhu cat gidm s6 lic ng nhan vién kinh doanh. Chi can s6
khéach hang gan bo lau dai, va nhiing khach hang méi c6 duc ¢ qua gidi thiéu,

https://thuviensach.vn



doanh nghiép anh séng kho'e.

Mot vi du khd hay trong linh viyc hang tiéu du ng 1a vé cong ty Saint Ives
Labs. Ho san xuét dau goi dau, san phdm chdm séc téc... Nhung ho chi kinh
doanh bd" ng cach k&t ho p cdc san phdm ctia mi  nh lai v6i nhau. Ho dong
dau goi vao chai co” 16n va tang kem dau xa véi gid c6 1o i hon cho khéch
hang so vdi viéc mua riéng tu' ng san phdm. Muc dich chinh ctia viéc nay la
ban ra cho khach hang v6i muc gia uu dai hon.

Toi tu” ng tu vdn cho mot chudi ctia hang tién loiva cdc tram xdng. Ho
c6 nhiing tru bom xang & phia tridc va ctia hang tién lo i bén trong, noi
khach hang ghé vao tra tién. Toi yéu cau ho tht nghiém phuong phap nay
trong ba muci ngay. Ho tang gia phan ntia s6 mat hang trong ctia hang tién
loi - keo cao su, nudc giai khat — 1én trung bi’ nh 20% méi mét hang. Ho
kinh ngac khi nghe t6i bao ho lam vay. Ho néi, “Sé khong c6 ai mua dau,” va
toi tra 10i, “Toi khong nghi vay. La mét clia hang tién 1o i, cdc ban c6 gid tri
ddc biét dbi véi khach hang. Khong thé dainh dong cac ban véi mdt ctia hang
thong thudng” Ho mié™ n cud” ng dong v, va su chip nhéin bat dac di d6
mang lai thém cho ho 900.000 d6-la 10 i nhuan sau mudi hai thang, bai Vi,
nhu t6i da du liéu, doanh s6 khong hé giam. Khach hang khong hé ngan
ngai; ho vui ve’ tra thém 20% cho keo cao su, ho vui ve’ tra thém 20% cho
lon nu6c ngot va vui ve' trd thém 20% cho banh ngot, ca phé. Béi n6 qua
thuan tién cho ho. Ndm muoi xu hay ndm muoi chin xu khong thanh van dé.
Quan trong la ho dang voéi, ho dang di lam hoac vé nha hoac phai di hop, va
ho mudn modt mén giai khit nédng hodc lanh hodc mot banh mi kep thit. Toi
nghiém tic dé nghi ban xem xét lai doanh nghiép hodc cong viéc lam an cta
mi nh va ty ho i - liéu t6i c6 thé 14y bat ky' hodc tat ca san phdm/dich vu
ctia mi’ nh va thay do"i chié"n luo ¢ kinh doanh dé n6 trd nén cao cdp hon
khong?

Toi c6 mot khach hang trong linh vuc dau tu danh ha n mot by phan
cham sdc cho khach hang cao cap, nhiing ngudi ho quan tam ddc biét, phuc
vu tdn rang va ho tro tham do thi trudng mié” n phi. Ho con c6 bo phan gia
vu dai d€ phuc vu nhiing khéch hang chi quan tdm dé" n mdc giéd t6t. Mot bo
phéan khdc chuyén ban cho s6 dong. Ca ba b6 phan déu mang vé lo i nhuan
rat cao du” kinh doanh theo ba cdch khich nhau, cho ba phan khuc khéc
nhau trén thi truong, diém chung 1a méi gidi chiing khodn. Hay ty ho’i
chinh mi nh - liéu c6 phéan khuc thi trudng nao cao cip hon phan khuc
mi nh dang nhdm dé n va c6 nén thAm nhép vao thi truong d6 khong? Né'u
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ciu tra 16i1a c6 - trong rat nhiéu trudng ho p - tit ca nhiing gi' ban cdn lam
la tié" n hanh thd nghiém mot cach don gian, an toan xem diéu gi' sé xay ra.
Ban khong mét gi' ca nhung né" u dud ¢, sé dud c rit nhiéu. Trong phan I6n
triong ho p khi ban nang tdm dinh vi thi tridng cua mi nh lén, tré nén cao
cap hon, khach hang hién tai cua ban sé tran trong ban hon. Nho véy, ho
trung thanh hon, ho sé gi¢i thiéu ban véi nhiéu ngudi hon. Bong nhién
nhting phan khuc 16n ctia thi trudng vén chua tu” ng bié"t & n ban bit ddu
chuyvati m dé n mua.

Trong vai nim trd lai day, toan bo thi tridng ban le” bi ddo 16n hoan
toan vi sy xuét hién ctia nhiing nha ban le’ véi gi si. Price Club, Costco va
SAM’S Club lam mua lam gié trén thi trudng. Ho cung cap cho ban nhiing
hii bo dau phong cuc dai va nhiing x6 bot gidt kho' ng 16 véi don gid mot ky
thap hon rat nhiéu so véi gid ctia nhiing ctia tiém tap hda thong thudng. Va
dodn chuyén gi’ xdy ra nao? Ngudi ta tranh nhau mua 14y mua dé.

Nhiing doanh nghiép ban héa chat cong nghiép an nén lam ra béi ho
ban cho nha mdy theo tu ng thu ng 210 lit hodc cd mdt kién 16n. Vi’ vay
né u ban cin lau don hodc cAn mdt loai hda chit nao dé, du ng mua du
du’ ng cho mot ngay hodc mot tudn. Hay mua da du ng cho ca thang, ca quy
hodc cd nim va ban sé tié t kiém duo c rat nhiéu tién.

Trong linh vuc dau tu, nhiing quy dau tu phat trién manh nho dua ra
muc gid cuc ky uu dii cho khach hang khi ho dau tu s tién 16n vao mot
quy nhit dinh. Chi phi giao dich c6 thé gidm tu” 2% xudng con 0,75% né u
ban ting mtic dau tu tu’ 5.000 do-la 1én 100.000 d6-la. Vay diéu gi xdy ra?
Moi nguidi c6 khuynh huéng bo™ nhiéu tién hon vao quy tié” t kiém trong
mét giao dich don le”. D6 chinh la muc tiéu.

Cong vién Disneyland tu" ng ban vé xe ltia riéng le’ cho du khach.
Nhung roi ho khdm phad ra rd’ ng né” u tao co hoi cho khich di xe Itta nhiéu
luo t hon trong ngay vé6i chi mét 14n mua, ho sé kié"m duo ¢ nhiéu tién hon
va sé c6 nhiéu ngu’dl mua hon. Gi6 ho ban ci nhiing suit vé gia di nh, thaim
chi vé cho cd mu’ a — nha’ m mang lai cho cac gia di nh d&¢"n vui choi nhiéu
tién ich hon ha n.

Dich vu du thuyén dua ra muc gia vu dai hon nhiéu so v6i phan 16n gia

phong khach san cho nhiing gia di’ nh 6 ngudi. Khuyé” n mai rit 16n, va cd ¢é
thém mot thanh vién tham gia vao chuyé n du lich trén thuyén, chi phi tu” ng
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nguoi sé giam xudng.

Nhiing doanh nghiép bén le’ nhu Circuit City cé cho gia han bdo hanh
do6i véi dan am thanh va ti-vi. Cac cong ty cho thué xe hoi ban thém bao
hiém duong bd. Nhiing hang hang khong d4u chi cung cdp dich vu van
chuyén ba’ ng mdy bay, ho con cung c4p dich vu nghi mét tron géi bao gom
vé may bay, khach san va thiic an. Phuong phdp nay hiiu hiéu cho moi doanh
nghiép tu” céc tdp doan 16n dé n cac cong ty nho” va né ciing gitp ich cho
ban.

Cac Bu6c Hanh Dong

Liét ké tit ca san phdm va dich vu cta ban ¢6 kha ning mang lai ké"t qua
my man hon cho khach hang khi duo c ké"t ho p véi nhau hodc theo thi tu
ho p ly. Hay thtt cung cdp nhiéu kiéu ké&"t ho p, nhiéu géi sin phdm hodc dich
vu va ap dung phuong phap ban thém. Sau do liét ké cai ma toi goi la vong
ddi san phdm hoac dich vu - tit ca nhiing san phdm hay dich vu ngudi khac
bén, c6 thé d¢" n trudc, song song, bd™ sung, hodc kém theo sau san phdm
hodc dich vu ctia ban trong qua tri’ nh st dung. Ti m hiéu v€ tit ca nhiing
cong ty kinh doanh nhiing san phdm hoac dich vu d6 d€ xem ban c6 thé dat
duo ¢ tho a thuén phéan phéi, mua lai nha” m gia ting s6 lud ng hang béan cho
khéch ctia mi’ nh khong.

Hay nghi vé bt cti loai hi nh dich vu phu’ ho p ¢6 thé mang lai lo i ich
cho khach hang sau khi da mua san pham hodc dich vu ctia ban - chi’ ng han
nhu hé tro ky thuét, gia han bao hanh, dich vu bao tri’ thuong nién hoic
ndia ndm, khuén véc va van chuyén, v.v... Ban di sd” n sang cung cip bit ky
dich vu ndo trong s6 ndy nhd m gia ting gid tri giao dich cia mi nh hay
chua?

Cudi cung: Né" u ban khong c6 gi' dé€ thém vao, hay xem xét viéc cung
cdp mot phién ban 16n hon hoédc cao cip hon ctia san phdm hodc dich vu cta
ban véi gid ca that phai ching. Mot trong s6 d6 sé mang lai lo i nhudn bat ngo
va co hdi thanh cong cho doanh nghiép ctia ban. Nhung lam thé” nao né c¢é
thé cdi thién sy nghiép ctia ban? Khi ban duo ¢ giao mot nhiém vu hodc du
an, hay dé xuét véi cip trén dé€ ban nhan thém trach nhiém cho tit ca hodc
mot phan ciia mot nhiém vu hodc du an lién quan. Va hay dé nghi muc boi
duo” ng it hon so véi s6 tién cong ty phai trd cho mot ngudi lam cong viéc
tuong tu toan thoi gian hodc tra cho dich vu thué ngoai.
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Chuong 9: Lam Thé Nao Pé Khéng Bao
Gio Say Chan Trong Kinh Doanh

Ban phai lién tuc thu’ nghiém... thu’ nghiém... va thu’ nghiém

Dinh nghia ctia toi vé thién tai tié” p thi cé thé khéac véi ban. Theo toi, do
1a ngudi co thé dat duo c ké"t qua t6i wu bd ng nd luc t6i thiéu

— chu khong nhit thié”t phai 1a bac thiy sang tao. Ban sé trg thanh thién
tai tié p thi né"u ban bié"t mot phuong phép thu hit khich hang nao do co
thé mang lai ké"t qud to 16n hon gédp ndm ldn so v6i mot phuong phap khéc -
va, 1& tit nhién, ban sé bam 14y phuong phap nao mang lai ké"t qué tt nhat.
Vi vy, theo toi, mot thién tai tié” p thi la ngudi vu a khén ngoan vu a than
trong. MOt ngudi chi lam theo gidi phédp nao mang lai ké"t qua téi vu, tu’
thoi gian, tién bac d&'n cong stic. Bt ky ai cling c6 thé trd nén tai gio i
tuong duong thién tai tié” p thi nhd mdt viéc don gidn: thi nghiém.

Hay Thu" Nghiém Moi Thi

Thét ngac nhién khi bié"t c6 rit it doanh nghiép chiu kiém tra bat ky
khia canh nao trong hoat ddng tié" p thi cia ho va so sanh vdi nhiing hoat
dong khac. Ho dem s6 phén ctia mi nh ra danh cuo ¢ v6i nhiing quyé”t dinh
va pho’ ng doan rit chli quan, tu’ y tién. Ban khong c6 quyén ciing nhu
khong c6 kha nang tién doén trudc thi trudng mudn gi , v4i muc gia bao
nhiéu, géi sén phdm dich vu hodc phuong phép tié¢ p thi nao t6t nhat. Tuy
nhién, ban cé nghia vy, co héi va kha nang dua nhiing van dé quan trong
trong tié¢ p thi cho khach hang/ddi tuc ng tiém ning d€ xin y kié n: nhing
ngudi dua y ki¢ n thong qua ngan phié’u, the’ tin dung, phi¢”u mua hang,
ho p d6ng hoac quyé’t dinh ting luong thang chiic cho ban.

Ban khong thé dat hiéu qua t6i uu hodc 1o i nhuan t6i da né u khong
bié"t cach tan dung triét d€ thoi gian, co hoi, stic lyc va sy ddu tu ctia mi nh.
Ban khong thé dat ké"t qua t6t nhit né” u khong dédnh gia toan dién céc
phuong phap khéc nhau s3” n cé trong hoat ddng kinh doanh ctia mi" nh.
Thong thudng sé c6 mot phiiong phap hiéu qua viio t tréi hon cac phuong
phép con lai gdp nhiéu 1an. Nhiéu kha ning nguyén nhin dan dé' n ti nh
trang hoat dong kém hiéu qua va chua khai thac hé"t tiém ndng that sy ctia
ban hién nay la do ban 1¢ thudc vao cac phuong phap/hoat dong khong mang
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lai thanh cong. Ban hoan toan cé thé stia chita nhiing diém yé& u d6 va khong
bao gid pham sai 1dm l4n niia. Trong chuong ndy ban sé bié" t cich van dung
nhiing th nghiém nho’, khong t6n kém dé thu thap nguén thong tin vo gid,
c6 thé mang lai k&t qué cai thién dang ké trong moi khia canh ctia doanh
nghiép hodc cong viéc. Viéc thi nghiém khong chi 4p dung cho cac hoat
dong ban hang ma con hiéu qua véi moi khia canh khéc ctia hoat dong tié p
thi. Né"u ban ding quéng cdo trén béo hodc tap chi, hay thi nhiéu phuong
phap khac nhau, nhiing tiéu dé khac nhau, nhiing diém kich thich cam xuc
khéc nhau, cdch ké"t ho p san phd&m dich vu khac nhau, cich giai thich khéc
nhau, mtic gid khac nhau, va nhiing uu dai khac ngoai san phdm hodc dich
vu co ban cua ban. Hay thtt nghiém nhiéu phuong thiic khac nhau nha’ m
dinh huéng cho ngudi doc hodc ngudi nghe nhiing gi' ho cin phan ting hoic
hanh ddng. Hay thit nhiing vi tri quang cdo khac nhau: trang bi" a, trang cudi,
bén phai hodc bén trai trang bao. Hay tht nhiing phuong tién truyén thong
khac nhau ma ban muén quang ba san phdm/dich vu - kénh thong tin nao
va vao thoi diém nao trong ngay. Po6i v6i nhiing ai khong st dung quéng céo,
hay nghi d&¢" n viéc tht nghiém va dua quing cdo vao quy tri nh giGi thiéu
san phdm ctia mi  nh. Hay thu nhiing phuong phép chao hang khéc thay cho
nhiing gi' ban/nhén vién ban hang ctia ban dang st dung. Ban sé thay ké"t
qua duo c cai thién ddng ké sau khi thit nghiém.

Mot khi da thtt nghiém moi cach vié't tiéu d€ quéng cdo hodc 16i mé
d4u, va thay thé” moi thu trudc day ba  ng phuong phdp méi vuo t trdi hon,
to6i mudn ban tié” p tuc thi nghiém cdc yé" u t6 phu khac. Hay dua ra nhiéu
16i chao hang cu thé va phan tich s6 luo ng phan héi, luu luo ng khach hang,
déi tuo ng tiém ning, va s6 don hang cé duo c tu’ tu’ ng muc quang cdo.
Tié" p theo, ban tinh todn chi phi bo” ra dé c6 mét khach hang tiém ning, chi
phi d€ c6 mot don hang, s6 don hang trung bi’ nh trén mdt khéch hang tiém
ning, trung bi' nh ti 1¢ chuyén d6’i khach hang tiém nang thanh khéch hang
hién tai, lo i nhuédn bi nh quan trén mdi don hang va so sanh ching véi bién
phép hién tai ban dang dp dung. Bd ng cach nay, ban sé ti’ m ra bién phdp t6i
uu, bién phdp ma ban sé tié" p tuc ap dung cho dé n khi nao bi mot phuong
phédp khéc hiéu qua hon thay thé". Nén nhd, hang thang ban phai t6n mot
khodn c6 dinh d€ tra luong cho céc nhén vién kinh doanh, du” ho ti’ m duc ¢
1 don hang/ ngay, 3 don hang/ngay, hodc hon ntia. Tuong tu, viéc quang cdo
cting budc ban phdi chi ngan 4y tién cho moét dién tich dang bdo, thai luo ng
san xudt hodc thoi gian ghi hi’ nh, du’ n6é mang lai cho ban 100, 1.000 hay
10.000 khéch hang tiém niang di niia. Vi véy, ban nén thti nghiém nhiing
phuong phép quing cdo khic nhau va ti’ m ra cach thiic hiéu qua hon ha'n

https://thuviensach.vn



nhting cai con lai, roi st dung chung d€ git hai ké"t qua t6i uu tu’ khoan ddu
tu ay.

Hay Thu” Nghiém Moi Thti, Ngay Bay Gio™

Lam cdch nao d€ dua mdt vin dé tié" p thi ra thaim do y kié n khach
hang? Bd" ng cach ddi chié u cac ké"t qua kinh doanh vé6i nhau, thi nghiém
cac muc gia, thi nghiém cdc muc quang cdo véi nhau, nhiing 16i chao mai
mua thém khac nhau. Téi c6 thé ké thém nhiéu, nhiéu nia. Diém mau chot -
va cai nay khong phéi vo~ doan - la khi ban tht nghiém va so sinh mot
phuong phap nay v6i mot phuong phap khac, phan tich kj cang va lap bang
thong ké nhiing ké” t qua thu duo ¢, ban sé ngac nhién khi phét hién ra rd’ ng
luén c6 mot phiiong phap bo™ xa tit ca phiiong phap khac. Ban ciing sé bat
ngd khi bié"t rd’ ng van véi nd luc d6, ba’ ng phuong phdap t6i vu, ban cé thé
ban dud ¢ thém nhiéu hang hon hoéc gia tang gid tri don hang trung bi nh
lén rat nhiéu lan. Muc dich ctia viéc tht nghiém la t6i uu hoéa hiéu qua cta
moi hoat dong tié¢ p thi.

Né& u ban hodc mdi nhén vién kinh doanh nhén duo c trung bi nh 15
cudc goi dat hang mot ngay, ban c6 thdy mi nh nén ti m mot dai dién kinh
doanh hodc phuong an k&t ho p san phdm/dich vu nao d6 c6 thé mang lai s6
don hang gdp doi va gia tdng gid tri trung bi’ nh mot don hang 1én tu™ 40% -
100% ciing v6i ngan 4y no luc? Ban c¢6 thé dé” dang ddy manh doanh s6 va
lo i nhuén chi don gidn ba’ ng cach thti nghiém. Ban, hodc nhan vién kinh
doanh ctia ban nén thti nhiéu phuong phap khac nhau, nhiéu diém kich
thich cam xuc khéc nhau, cach k&'t ho p san phdm/dich vy, muic gid vu dai
ddc biét, mic do khac nhau, 16i chao md&i véi cac mtic gid khac nhau, va
nhiéu ché” do bdo hanh hoic bién phap dao nguo c rui ro khdc nhau. Hang
ngay, hay xem lai hiéu qué cu thé cta tu” ng phuong phdp tht nghiém, va
phén tich cac di liéu ghi nhin. Né"u ti m ra mot phuong phdp mdi hitu hiéu
hon phuong phap hién tai tu” 25% — 50%, ch’ ng 16 ban khong mudn tit ca
nhén vién kinh doanh ctia mi’ nh lam theo? Hay tht moi bié n thé trong
phuong phép ban hang. Bit cd di liéu nao du tich cyc hay tiéu cuc déu co
thé gitip ban kiém soat t6t hon hiéu qua cua hoat dong ban hang.

Nhung du ng ngu’ ng lai khi chi méi ti m ra duo ¢ nhiing phuong phép,
bién phép vu dai, nhiing muc gia, hodc sy ké't ho p sdn phdm hodc dich vu
c6 hiéu qud vio t troi. Mot khi ban da xéc dinh duo ¢ sy ké't ho p thanh cong
nhat, moi thd chi méi bat dau. Gid ban cin ti m hiéu xem “thé” nao la tot”,
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Tié p tuc tht nghiém d€ khdm phé nhiing phuong phép tham chi con t6t
hon niia, vuio t trén ca nhiing tiéu chuén hién tai ctia ban. Muc tiéu ctia ban
la ti’ m ra cdc y tuéng, phuong phdap, goi sain phdm/dich vy, hodc bién phap
ban hang da chiing minh duo c sy uu viét ctia n6 thong qua nhiing thi
nghiém c6 tinh so sdnh. Né&" u khong thié” t 1ap cac chi tiéu d6, ban sé khong
thé nao t6i vu hda hoat dong tié” p thi, thong qua do6 t6i da hoa kha ning sinh
loi ciia mi nh. Mot khi ban da ti’ m ra duc ¢ nhiing y tuéng hoéc phuong
phép dé1am tiéu chi ddnh gia, hay tié" p tuc thtt nghiém d€ bié"t liéu ban ¢
thé cai thién t6t hon khong, va thay né ba’ ng phuong phép t6t hon d6. Mot
diéu ban sé kham pha ra khi bt ddu tht nghiém 13 mot thay d6” i nho™ c6 thé
tao ra khéc biét rdt 16n trong phan hdi hodc k&'t qua.

Vai nam trudc t6i cé 1am viéc v6i mot ngudi kinh doanh kim loai quy,
anh ban vang va bac cho nhiing nha d4u tu thong qua cac giao dich c6 ho tro
tai chinh cua ngan hang. Anh ding quang cdo trén t6 Wall Street Journal véi
tiéu dé: “Hai phan ba chi phi duo ¢ ngan hang hé tro khi mua vang va bac”
Anh kha thanh c6ng nho nhiing quang cao dé. N6 tao ra dt doanh thu dé
anh c6 thé (a) tra tién quéng cdo, (b) chi cho nhén vién kinh doanh mot
khodn hoa hong kha kha, (c) phan con lai duy tri hoat dong, tra tién luong
va nhiing chi phi khac, va (d) con mét khoan dé€ dau tu thém cho quang cao.
Tuy nhién, tdi khong tin anh da t6i vu héa hoat dong quang cdo ctia mi nh.
Toi ngdi lai va ho'i anh da tu” ng tht nghiém nhiing tiéu dé quing céo nao.
Anh béi réi nhi’ n t6i, “Chd ng c6 cai ndo cd” Vi vay, toi dé xuat thém ba
tiéu dé dé€ anh thu nghiém. Anh dang ching trong nhiing muc quéng cao
khac nhau trén t6 Wall Street Journal. Hai trong s6 nhiing tiéu dé dé cé6 hiéu
qua hon céi anh dang du’ ng mot chut. Tiéu dé thi ba to’ ra vuo t troi hon
hi’ n. Lac d6 vang c6 gia 300 do-la mot ao-xd va bac c6 gia 6 do-la mot ao-
x0. Hay nhé lai tiéu dé cii cua anh nay, “Ngan hang ho trd hai phan ba khi
mua vang va bac” T4t cd nhiing gi' t6i 1am 1 thay d6’i cach dié"n dat clia
tiéu dé d€ nhdn manh hon gid tri ba ng tién trong ndi dung ma no truyén tai
dé’ n khéch hang.

Tiéu dé to6i danh cho vang la: “V i gia vang 300 d6-la mot ao-x0, chi can
dua chung t6i 100 d6-la cho moi ao-x0 va ching tdi sé mua tat ca s6 vang
ban mudén.”

Tiéu dé danh cho bac: “Véi gia bac 1a 6 do-la mot ao-xo, chi can dua

chung tdi 2 do-la cho moi ao-x0 va ching toi sé mua tat ca s6 bac ban
muén.”
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Nhiing tiéu dé trén da dem vé s6 luo ng don hang nhiéu hon gap 5 lan,
ciing v6i dién tich quang cao nhu cii va phuong phap quang cao co ban giong
nhau - nhung lai thu hit duo c s6 luo ng phan hoi va khach hang hon gap 5
1an, 500%. Ltic nay chic ban dang tu ho’i, “Vi' sao mot thay d6” i nho’ lai tao
ra sy khac biét to 16n d&"n thé" ?” Da s6 nhiing tiéu dé thong thudng khong
trd 16i duo ¢ cau ho'i “Téi duo c gi' tu” diéu nay?” ma khéch hang tiém ning,
khéach hang hién tai, ngudi doc, ngudi nghe, ngudi xem trong do'i. Tiéu dé
ctia toi da lam duo c diéu do. Ban c6 thé nhan dud ¢ nhiéu yéu ciu, nhiéu
khéch hang, nhiéu don dit hang hon véi s6 tién bo™ ra tuong ti chi bi’ ng
cach tht nghiém va so sanh hiéu qua ctia cac phuong an vé6i nhau:

o Tht nhiéu cich néi khac nhau

o Thu nhiéu phién ban khac nhau

o Thii stic hip dan ctia nhiéu tap chi khac nhau

o Thii gtii thu d&"n nhiéu danh sach khach hang khac nhau

o Thii quang cdo trén dai vao nhiéu thoi diém khac nhau

o Thti nhiéu 161 chao hang khac nhau

 Thu nhiéu muc gia khac nhau

o Thii nhiéu ché” d6 bado hanh khic nhau

o Thii cach gi6i thiéu san phdm khac nhau

Viéc thi nghiém va xem xét cac ké’ t qua, ciing nhu budc tu ng xu chi ra
cho ngén sach tié” p thi phéi sinh lo i khong may kho khan. Né u ban khong
chiu tht nghiém, nghia 12 ban chip nhan mi’ nh khong phai mot doanh nhén
ma lé ra ban phdi trd thanh. Hoac chi it diéu d6 thé hién ban sd™ n long & miic
thap kém.

Nhu" ng Phan Hoi Péng Luu Y - Chia Khéa Dé Thu' Nghiém

Né u ban dang thtt nghiém hai céch ti¢" p can khac nhau, hay ti’ m cach

dé tht nghiém &y mang dé"n nhiing k&"t qua cu thé phu’ ho p véi tu’ ng cach
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ti¢’p can. Ban phéi nim duo c chinh xdc la mo6i mot déi tuc ng tiém nang
phan héi lai v6i muc quang cao nao.

Ban c6 thé 1am diéu nay theo nhiéu cach khac nhau:

« Stt dung phié¢”u mua hang - duo ¢ danh s6 khdc nhau cho tu” ng phién
ban quéng cdo.

D€ nghi khach hang tiém nang ghi ro” s6 phong ban khi ho goi hodc
vié"t thu d&"n - nhiing phong ban d6 khong nhit thié” t phai c6 that.

« D€ nghi khach hang tiém ning néu ro” ho bié"t thong tin quang cdo
nay tu  dai phat thanh WWXY dé xdc thuc thong tin va duo c gidm gid/uu
dai ddc biét.

« Moi don dat hang gtii v€ cong ty theo dudng buu dién sé c6 mot ky
hiéu khac nhau trén bi' thu ma ban da gtii cho khéch hang trude d6 - ky
hiéu nay giup xac nhan nguon géc ctia don hang hodc phién ban quang cao
ban da st dung.

o St dung nhting s6 dién thoai khac nhau d€ nhan phan hoi - moi 16i
chao hang di kém v6i moét s6 dién thoai giong giong nhau nhung riéng biét.

o Thi nghiém nhting géi san phdm khac nhau va ghi nhan xem khach
hang quan tAm dé¢" n mtic uu dai hodc mdc gid nao hon.

« D€ nghi khach hang goi dé" n yéu ciu gip mot ngudi cu thé nao do -
tén nguoi cd thé khong co that.

Ban phai xdc dinh duo ¢ tu’ ng phan héi thudc vé phuong phép tié" p can
nao ban dang thit nghiép. Hay cdn than ghi nhén lai tu’ ng phan h6i mt va
ké&"t qua ctia né: ho'i tham don thuén, ban duo ¢ hang, gid tri don hang,
khéch hang cti. Pong thai luu trit moi thong tin cin thié” t cho hoat dong
tié" p thi cia ban. Ban cin phan biét rach roi gitia phén hai (thu hat khach
hang tiém nang) va doanh s6 ban hang that sy. C6 duo c khich hang tiém
nang cling tot, nhung ban duo c hang mdi la muc tiéu cua ban. Va khi ban da
lap bang thong ké tit ca cac ké"t qua theo phuong phép A hodc phuong phap
B, hay so sanh hai phuong phdp va chon ra cai t6t hon. Tié p tuc tht mot 1an
niia, st dung phuong phép vu thé” hon dé so sanh v6i mot phuong phép méi
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khac.
Thu Nghiém Véi Quy M6 Nho

Du’ ng bao gio thi nghiém v6i quy moé 16n trong khi ban ¢6 thé thuc
hién & quy mé nho’ . Phuiong phép hoén dé” i A/B cho phép ban thii nghiém
hai phuong phép chi v6i mot 1an dang bao.

Khi mét nha quing cdo muén st dung phuong phdp hoan d6'i, anh
thié"t ké" hai muc quang cédo cu ng kich co”, quéng cdo “A” va quang cdo “B”.
Hai muc quang céo nay sé duo c chuyén tai ¢’ n moét nhém ngusi xem cé
thudc tinh vé nhan kh4u hoc tuong tu nhau. Vavi hai quing cdo duo ¢ ding
¢ cu’ ng mot vi tri trén xudt ban phdm, nén mdi quang céo duo c thi nghiém
trong nhiing diéu kién tuong duong.

Phuong phap thit nghiém hodn d6’i A/B gitp ban tranh duo ¢ viéc phi
pham hang nghi n d6-la vao nhiing quang cdo thit bai. Va trén tinh than do,
ban cling c6 thé tié" t kiém duo c rit nhiéu tién né u ding tht nghiém trén
nhiing 4n ban dia phuong, véi s6 4n phdm phat hanh it va re” tién hon. Né"u
ban khong thé st dung phuong phdp hodn d6’i A/B vi' ly do nao dé, con
mdt cach khac dé thit nghiém véi quy mod nho’. Hay thué lai danh sach
nhting ngudi ding ky dit mua xudt ban phdm ma ban dang nhdm dé" n cho
hoat dong quéng cdo ctia mi' nh. Chon danh séch nao tiéu biéu nhit cho d6i
tuo ng khach hang ctia ban va thué lai mot phan trong s6 d6, 5.000 - 25.000
céi tén chd ng han. Chia né ra lam d6i (d¢ nghi nguoi quan Iy danh sach lam
viéc d6 giu’ m ban; chuyén nay ngudi ta 1am hoai); du’ ng mot nda cho phién
ban A va ntia kia cho phién ban B. Ghi nhén ké&"t qué va so sdnh. Hodc, gié st
mot mau quang cdo ding tran trang c6 gid 18.000 do-la. Thay vi déng hai
quang cao mat 36.000 do-la, hay dang tht trudc cho 5.000 cai tén véi gia
1.500 d¢"n 2.000 d6-la. Ba" ng cach nay, ban c6 da khé nang thi trudc nhiéu
quang céo hon, nhiéu tiéu dé hon va nhiéu bié n s6 khac hon.

Thu’ Nghiém Qua Dién Thoai

C6 mot cdch nhanh hon, re” hon va déi khi mang lai cho ban nhiéu
thong tin hon, dé la thu nghiém trudc qua dién thoai. Hay thué danh sach
khéch hang c6 s6 dién thoai di kém. Chia danh sach 4y ra lam doi va tri nh
bay nhiing phién ban khac nhau ctia quéng cdo, dudi hi' nh thic dién thoai
chao hang cho tu’ ng nhém mot. Phan tich ké"t qua. Mot lo i ich v6 cu’ ng gid
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tri cia viéc thi tridc qua dién thoai 1a sy phan hoi. Thong qua viéc trao d6’ i
tric tié” p v6i khach hang tiém niang, ban c6 thé xac dinh ngay lap ttic van dé
trong phuong phéap chao hang cia mi nh - cdi tié n n6 va thit lai 14n nia -
trudc khi quyé” t dinh mua quang cdo trén béo.

Thu" Nghiém Bing E-Mail Va Thu Chao Hang

Tu dau dé n gio ching ta tip trung ban vé loai hi’ nh quang cdo trung
bay, nhung né” u ban dang stt dung e-mail va thu chao hang, hay xem tié p
phén nay. Ban c6 thé 4p dung phuong phép nay dé€ khuyé” n khich moi ngudi
phan hoi lai mét van dé, mot yéu cau, mdt uu dai hodc mot 16i chao hang nao
do, hodc kéu goi moi ngudi dé n ctia hang ctia ban ngay, hodc dién dé'n
t6 ng dai tié"p nhan don hang, hoidc dé lai phié¢"u mua hang va ban sé goi lai
cho ho hodc cho ngudi d&" n bdn hang tan nha.

Hay sti dung nguyén ly tuong tu nhu trong thti nghiém quang cdo trung
bay, 4p dung phuong phép hoan d6’i A/B “ tén thd n”. Truéc khi ban gui thu
cho mot trdm ngan ngudi va tiéu tén 25.000 d&"n 40.000 d6-la buu phi va céc
chi phi khac, hay thi trudc trén mau thtt gom 5.000 cai tén thd n trong danh
sach gui thu ctia ban va so sainh v6i mau thti khac. Th hai tiéu dé khac nhau
cho tu’ ng nhém va hay nhé in tiéu dé ngay ngoai bi thu. Thi nhiing phién
ban ndi dung quang cdo khic nhau cho tu” ng tiéu dé. Thii theo thu ty khac
nhau. Dinh kém nhiéu tai liéu khac nhau véi thu chao hang, nhu t6 buém,
bi thu gui don hang da duo c dan si™ n tem, hodc phié”u mua hang v.v...
Thiti cang nhiéu cang t6t véi quy mé cang nho™ cang t6t tridc khi ban danh
cud ¢ phén 16n ngan sach tié" p thi ciia mi’ nh vao mét phuong phap tié p thi
dit do’ nhdm dé¢"n nhém déi tuo ng 16n.

Tai sao phai pho ng dodn nhiing gi* thi trudng mong do i, muc gid thi
triong vui long chi trd, hodc vi tri quang cdo nao duo c nhiéu ngudsi dé y
nhdt trong khi ban hoan toan c6 thé ti' m duc ¢ cau tra 16i tu” thi truong?
Cach nay ciing 4p dung tuong tu cho cdc quang cdo trén dai phat thanh hodc
ti-vi, d0i ngti ban hang tryc tié’ p, quing cdo dit tai ctia hang va ban hang qua
dién thoai. Vi duy, tai sao lai st dung nhiing quang cdo truyén hi nh dai 60
gidy moi ngay dé€ truyén dat ndi dung nao do chi theo mdt chiéu, trong khi cé
mot phuong phép truyén dat khéc cho cu’ ng thong diép d6 c6 thé thu hut
nhiéu khich hang hon? Né"u ban quing céo trén ti-vi, chi’ ng 1é ban khong
mudn bié” t liéu cdch gidi thiéu sén phdm hodc dich vu clia mi nh c6 tao ra
khéc biét nao khong hay sao? Du’ quéng cdo dai 60 gidy d6 thu hut thém 10
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hay 110 khach hang di nita, chi phi ban bo™ ra ciing khong thay d6 i, ban
khong cho ra’ ng nd ddng dé ti' m hiéu ciu tra 16i u? Né"u ban c6 nhén vién
kinh doanh phu trach tu” ng khu vuc, chd’ ng 1é ban khong quan tam géi san
phdm dich vu nao hdp dan nhiéu khich hang nhit hay sao? Né"u thay vi chi
ban duo ¢ mot lan trong 15 1an goi dién chao hang, ban c6 thé ti m ra mot
céach chao mai cé hiéu qua hon, gitp ban rat ty’ 1é d6 xuéng con mot phin
tam, va ngay lap ttic ban sé tang gap doi hiéu qua ctia nhéan vién kinh doanh.
Hay tht nhiéu cach chao hang. Hay thi nhiéu ché” d¢ bdo hanh. Hay thi
nhiéu goi san phdm dich vu. Hay thu nhiéu thong tin san phdm. Hay thu
nhiéu muc gid va cdch déng goi. Va hay luén ludn so sdnh véi mot lya chon
khac.

Thu' nghiém! Thu" nghiém! Thu" nghiém!

Mot doanh nghiép quang cdo 16n cho khach hang du” ng thi san phdm
ctia ho trong b6n tudn. Ho phat hién ra rd” ng nhiing quéng cdo trén bdo,
truyén hi’ nh, va gidi thiéu sén phdm c6 cho du’ ng thit ciia ho mang lai hiéu
sudt cao hon 98,6% so vGi cic phuong an quang cdo khong cho du’ ng tht.
Mot nha quang cdo khac ap dung hai phuong phép. Trong phuong phap thu
nhit, anh ta miéu ta cach st dung sdn phim ctia mi nh; phuong phap thu hai
chi don thuin miéu ta san pham dé. Quang cao miéu ta cach st dung san
pham dem lai hiéu qua cao hon gip doéi. Trong mot quang cao cho khda hoc
tié’ ng Anh, ngudi quang cdo stt dung cu’ ng moét ndi dung vdi hai tiéu dé
khac nhau:

1. “Ngudi da don gian hoéa tié’ ng Anh”

2. “Ban ¢6 pham nhiing 16i nay trong tié’ ng Anh khong?”

Tiéu dé thu hai nang doanh s6 ban 1én gan gap ba lan.

Mot cong ty bao hi€ém so sanh hai tiéu dé:

1. “Vo ban sé con lai gi' né"u c6 chuyén xay ra véi ban?”

2. “Ké&” hoach thu nhap luc vé huu”

Tiéu deé thi hai mang vé luo ng khach hang cao hon 500% so véi cdi thi
nhat.
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Mot truong hoc ham thu nd’i tié” ng thi nghiém hai tiéu dé sau:

1. “Khai gidng khdéa hoc méi cho nhiing ngudi dan ong ti' m kié'm sy
ddc lap trong vong ba ndm”

2. “Mot khoa hoc duo ¢ cap nhat tu” ng phut d€ giai quyé” t nhiing vin dé
cta hdm nay”

Tiéu dé thd nhat vuo t troi hon tiéu dé thi hai d&" n gén 370%.
Mot cong ty bao hi€ém tht nghiém hai tiéu dé sau:

1. “Bao hiém xe hoi chi phi thap cho nhiing ngudi lai xe cdn than”
2. “Lam thé” nao d€ ban kié¢’m duo c tién nha 14i xe c&n than”
Tiéu dé dau tién hiéu qua hon dé" n 1.200%.

General Electric chay hai quang cdo c¢é cu ng ndi dung va tiéu dé, nhung
chi khac hi’ nh anh trong quang cdo. Trong quang cdo thi nhit, ho du ng
hi’ nh modt em bé dang cudi. Trong quéng cdo thi hai la hi’ nh &nh mét phy
nd dang gan béng dén hiéu GE vao mdt cai dén ngt. Quang cao minh hoa
cich st dung that sy clia sain phdm c6 hiéu qua hon hi’ nh em bé cudi dé'n
300%. Trong tdt ca nhiing trudng ho p trén, ban sé khong bié"t duc c dau la
ké" t qua tét nhit né” u khong thtt nghiém. Cac ké"t qua cho ra thudng rit bat
ngo. Hay thu nghiém! Thi nghiém! Thi nghiém! Ban sé ban duo ¢ nhiéu
hang hon, nhan duo ¢ nhiéu yéu ciu hon, va gia ting duo c s6 lvo t khach
hang ghé d¢" n clia hang hon véi s6 tién bo™ ra tuong duong, chi nhd vao viéc
tht nghiém va so sanh nhiéu lua chon véi nhau.

Dén Ta n Noi Va Thu” Nghiém

Gid chung ta ban dé" n viéc thit nghiém tai dia diém ban hang. Mot nhan
vién ban hang c6 thé du’ ng cach chao hang A trong mét hodc hai tun, trong
khi nhan vién khac du ng céch chao hang B. Hodc mét nhin vién bdn hang
6 thé ludn phién du ng nhiéu cach chao hang khic nhau trong nhiing lin
goi dién ban hang, va phdi ghi chép cin than ké”t qua. Nguyén tic nay ap
dung cho nhiing nhén vién ban hang tai ctia hang cing nhu nhan vién kinh
doanh qua dién thoai. B& ng cich bdn kém thém mot sén phdm trudc khi
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khach hang roi kho i ctia hang hoic trudc khi ho cip mdy, ban c6 thé ting
thém 35% lo i nhuén trong giao dich.

Danh Cho Nhu" ng Chuyén Gia Thu" Nghiém

Mot khi ban da thi nghiém thanh thao, budGc tié€ p theo la cAn nhic dé¢'n
chit luo ng ctia nhiing phan hoi thay vi' s6 luc ng. N& u ban ti’ m ra mot
quang cao mang lai nhiéu khach hang tiém ndng hon gap do6i mot cai khac,
hay suy nghi cin ké hon. R4t nhiéu nha tié" p thi da thét bai trong viéc phan
tich x4c sudt ddi tuo ng tiém nang trd thanh khach hang trong ban bdo cdo
tié"p thi t0" ng ho p. Nhiéu khi ban sé kham phd ra rd’ ng mot quéng cdo ban
quyé”t dinh khong stt dung lai mang vé luo ng khach hang giao dich thudng
xuyén hon gap 10 1an so v6i mot quang cdo mang lai nhiéu déi tuo ng tiém
nang.

Toi tu ng chiing ki€ n nhiéu truéng ho p ma mot quang cdo chi mang lai
10 doi tuo ng tiém ndng lai giup doanh nghiép thu duo ¢ nhiéu lo i nhuan
hon mot quang cdo mang dé"n 1.000 d6i tuo ng, bi vi 5 trong s6 10 d6i
tud ng tiém nang cé duc c tu’ quang cdo A quyé t dinh mua hang, trong khi
chi ¢6 3 trong s6 1.000 d6i tuo ng tiém ning c6 duc c tu' quang cdo B quyé't
dinh mua hang. Diéu quan trong la: Ban sé khong thé bié" t chinh xdc d¢'n
khi nao ban suy xét va thtt nghiém moi khia canh ctia k&” hoach tié¢ p thi ctia
mi nh. Délalydovi sao ban phai thi nghiém va khéng ngu’ ng ghi nhan
ké"t qua. Hay theo do™ i chit ché moi dii liéu, chi’ ng han nhu:

 Quang cdo nao mang lai doanh thu

« M6i muc quang cdo mang lai bao nhiéu don hang

o Khoén tién ma mdt muc quang cdo mang lai hodc gay thét thoa't

o Gid tri don hang trung bi’ nh 1a bao nhiéu

« Chi phi d€ ki¢"m duo ¢ mot khéch hang/don hang

 Khach hang con quay lai bao nhiéu lan va gia tri cac don hang do

Bt ddu ba ng viéc ghi chép cdn than chi phi va hiéu ting clia cdc muc

quang céo ban stt dung. Du’ ng quén ghi cht nguyén nhén tao ra sy khac biét
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~ thay d6'i tiéu dé, vi tri quéng céo, mtc gid v.v... Bit dau kiém tra tinh hiéu
qua chung ctia bai thuyé”t tri’ nh ban hang ctia ban. Ghi chép cn than ty” 1é
ban duo ¢ hang trén t6' ng s6 14n ban tié"p can khach, ciing nhu s6 luc ng
don hang bi’ nh quan méi 14n ban. Ti' m hiéu, ghi chép va phan tich s6

luo ng khach hang tiém ning duo ¢ chuyén d6’i thanh khach hang hién tai,
gia tri don hang trung bi’ nh ctia don hang d4u tién ctia mot khach hang, s6
lan khach hang mua hang trong mot nam, gid tri gop va gid tri rong ctia lan
mua hang tié" p theo. Chi khi ndm duo c nhiing di liéu nhu thé” - thoéng qua
cac thi nghiém c6 tinh chit so sénh - ban mdéi hy vong ti’ m ra duo c cach
gia ting ddng k€ doanh s6 ctia mi’ nh. Theo nhiing gi" t6i bié"t, ban khong c6
quyén quyé’ t dinh thi trudng mudn gi . Nhung ban cé trach nghiém ti’ m
hiéu diéu do.

Thu Nghiém Vé Miic Gia

Mot thuc t&” thu vi vé viéc thi nghiém muc gia. Mtc gid ma ban cho
rd ng tot nhit, nhiéu khé niang lai khong phai vay. Trong rat nhiéu 1an thi
nghiém, hi¢ m khi nao t6i du dodn chinh xdc mtc gia nao that sy phu ho p
nhit. Nhung né phu thudc vao yé" u t6 tdm ly, vao cach ma khach hang danh
gid san phdm, mtic gid va dinh vi thuong hiéu cta ban. T6i chi ¢6 thé noi
chac chan mot diéu, khi ban so sinh mtic gid nay v4i muc gid khac, khac biét
trong k&t qua ma ban thudng thdy sé tu” hai d&'n ba con s8. Trén thuc té’,
toi tu’ ng ching kié"n muc gid 19 do-la vuo t trdi hon 17 d6-la d&"n 300%.
Toi ciing tu ng chting ki¢" n mtic gia 69 do-la c6 hiéu qua hon mic gia 79 do-
la d&" n 200%.

Nhiéu nam trudc t6i mé mot khéda hoc kinh doanh. Chung t6i da thu
nghiém nhiing muc gia 295 do-la, 395 do-la va 495 do-la. 495 do-la c6 hiéu
qué gip ba lan 295 d6 la. Va n6 ¢ hiéu qua hon 395 d6 la gdp mdt lan rug™ i
Diéu d6 c6 nghia gi ? Né& u toi tu y tién d4p dung miic gid 295 do-la, hi'nla
toi chi cé duo c mot niia s6 khach hang va mot phén nho’ 10 i nhuan vdi
cu ng mdt nd lyc. D6 1a nhiing gi' ban sé gip phai né" u ban khong thu
nghiém. Va khi to6i xem xét luo ng kié" n thiic ma khoa hoc kinh doanh dé
mang lai, t6i nhan ra né that sy dang gia 495 d6-la, né" u khong mudn noi la
nhiéu hon. Vi’ vy du’ ng tu gi6i han doanh s6 va lo i nhuan ctia mi nh -
hay tht nghiém. Nhiing tht nghiém nho’, khong tén kém sé mang lai nhiing
thong tin vo cu’ ng gid tri va gitp ban gia ting thém thu nhap ctia mi’ nh.
Doi khi gid tot nhat lai 1a gia cao hon. C4 lac n6 lai 1a gid thap hon. Né"u t6i
con khong bié"t - ¢t cho rd’ ng toi 1a mot chuyén gia di - thi' ban ciing
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khong thé nao bié"t duo ¢ tru’ khi ban thtt nghiém. Vi' vay, hay bt d4u thu
nghiém nhiing muc gia khac nhau trong quang cao, thu chao hang hoac khi
ban hang tryc tié p. Va khi ban da thti nghiém moi khia canh ctia hoat dong
ti€’ p thi ctia mi’ nh va bat ddu ban duo c hang, ban sé kinh ngac khi thdy
mi nh gat hai duo ¢ nhiing ké&"t qua tuyét voi hon rdt nhiéu mot cach dé”
dang.

Cac Buéc Hanh Dong

Lap danh sach tit ca nhiing y& u t6 chinh hodc bié¢ n s6 khéc nhau c6
kha ning mang lai nhiing ké" t qua dong d¢’m duo c trong hoat dong kinh
doanh hodc sy nghiép ctia ban. Bao gém tit ca nhiing ti nh huéng ma yé"u
t6 thuyé” t phuc hodc anh hudng déng vai tro quan trong trong thanh cong
clia ban. Vi du nhu thuyé’t tri’ nh gigi thiéu sdn phdm, ban hang qua dién
thoai, quang cdo, catalogue, thu chao hang, e-mail, fax, tac phong va thai do
lam viéc ctia bo phan ban hang, dich vu khach hang, ho tro ky thuat, quan ly
cong no v.v... Tié p theo, hiy xdc dinh y& u t6 chuyén tié" p chinh trong
tu’ ng hoat dong trén (cha’ ng han nhu tiéu dé quang céo, 16i mé dau, doanh
s0, lan ban hang thanh céng, USP v.v...)

Sau do6, ban hay nghi ra it nhit hai phuong phap khac nhau dé thuc hién
nhiing hoat dong d6. Hay tao ra it nhat hai cach khac nhau d€ truyén dat
“thong diép” ctia ban: muc gid khac nhau, cach dinh vi thuong hiéu khac
nhau, 15i chao hang khac nhau v.v... Tié¢" p tuc thii nghiém va so sanh cac
phuong phdp méi d6 véi nhiing gi' ban dang 4p dung. Ban sé ngac nhién khi
nhan ra rd’ ng con rit nhiéu phuong phap méi hiéu qua hon hi’ n phuong
phép hién tai. Hay ti' m xem nhiing quy tri’ nh nao trong kinh doanh hodic
cOng viéc cua ban van con kha néng cai thién hon va tip trung tao ra nhiing
thay d6'i nho™ tu’ ng chit mot hoic thay d6’i16n cho quy tri’ nh dé. N&"u
ban lam dug c diéu dé, stic dnh hudng ké” t ho p ma né mang lai sé v6 cu’ ng
to 16n.
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PHAN Il : DE NHUNG GI TOT DEP
NHAT SINH SO

Chuong 10: Nho Ban Bé Ho Tro

Théng 1¢gi nho" mdi quan hé cht - bén hudng lgi

C4 map no’i ti¢ ng 1a hung dii va in tap. Chting s3” n sang xoi tai hau
nhu bdtky sinh vat ndo & dudi bién - ngoai tri’ cd thuyén - bai gitia ching
va cd map ton tai mdi quan hé cong sinh. Ngay sau khi cd map gié t va dn thit
con moi, nhiing con ¢4 thuyén nho’ xiu lam coéng viéc tuong ty nhu nhiing
ban chai ddnh riang ty dong, ching dn nhiing m4u thtic an thu a dinh & ké
rdng ctia cd map. Day that sy la md&i quan hé c6 loi cho cé do6i bén: C4 map
gili duo c ham rang sach sé va ca thuyén c6 thiic én ma khong phai mat cong
sdn ti m. M&i quan hé nay 12 vi du minh hoa cho cdi ma toi goi 1a méi quan
hé chti-bén hudngloi.

Trong nhiéu ndm, cic doanh nghiép trung bi’ nh tiéu tn hang tram
nghi n do-la cho cong tac tié¢” p thi, x4y dung luc luc ng ban hang va hoat
dong quang cdo dé€ tao dung hi’ nh anh, phat trién va duy tri’ khich hang
trung thanh va doi tuc ng tiém ndng. Chi phi d€ c6 duo ¢ mét khach hang
hodc d6i tuo ng tiém ndng la rat I16n. (Pa s6 doanh nhan khong nhén ra diéu
d6, nhung thuc t&" ho ludn phai ti m kié¢"m khach hang va d6i tuo ng tiém
ndng. D6 [a myc tiéu co ban ctia moi hoat dong tié” p thi, ban du” ng bao gis
quén diéu d6.) Pa s6 doanh nghiép (va c6 thé ca ban niia) dang tiéu tén qud
nhiéu ngan sach tié" p thi € ti€ p cn duc c 100% déi tuc ng khach hang,
nhung thuc t&" ho chi that sy giao dich v6i moét s6 it. Trong tié” p thi truyén
thong, diéu nay duo c cho 1a hién nhién.

Nhung né u ban c6 thé cit gidm c& d6ng chi phi, thoi gian va tinh khong
hiéu qua ctia “viéc ti' m kié’ m khéach hang tiém niang” va chi danh thai gian,
tién bac dau tu vao nhiing khach hang nao sd” n sang mua ctia ban thi' sao?
Hodc nguo c lai, sé ra sao né" u ban c6 thé 14y lai s6 vén dau tu ma ban da bo’
ra cho nhiing d6i tuo ng tiém nang nhung khong thé chuyén d¢’i thanh
khéch hang that sy trong qud khu - s8 tién ban tuéng mi' nh da mét trdng va
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da duo ¢ ghi vao s6° dudi muc chi phi quang cdo? Con niia, sé ra sao né’ u
ban lam dug c tit ca nhiing diéu d6 chi bd’ ng moét chut nd lyc? May thay, cau
trd 16i la ban hoan toan cé thé. Tai sao ban phai ton thoi gian, cong stic, tién
bac va uy tin ctia mi nh dé trién khai nhiing hoat dong thu hut khach hang
mdi trong khi van con mot cach dé” dang va it ton kém hon rat nhiéu dé
thuc hién di€éu d6? Ban hoan toan c6 thé nhé cac ca nhan, doanh nghiép, co
quan xu4t bdn va nhiing t6’ chtic khac mang khach hang vé cho ban. Va ho
1am nhanh hon, hiéu qua hon, véi chi phi rat nho™ so véi s6 tién ban bo” ra
khi ty [am mdt mi nh.

Trong chuong nay ban sé hoc cach st dung méi quan hé cht-bén hudng
lo i dé tan dung hang triéu do-la gid tri von dau tu, thuong hiéu sa” n ¢, va
nhiing méi quan hé gian b lau dai ma nhiing céng ty khac da xay dung véi
khach hang ctia ho. Ban sé hoc cach dé nghi nhiing doanh nghiép dé huéng
khach hang cia ho sang mua san phéim hoac dich vu ctia ban. Ban ¢6 thé tan
hudng nhiing lo i ich bd” sung tu’ nhiing khach hang ban da c6 duo c,
nhiing do6i tio ng tiém nang ban khong giao dich thanh cong, hodc nhiing
khach hang da mua san phdm ctia ban nhiéu ndm vé trude. Va ban cé thé
ti m ra ngudi don ¢ si” n chd mi nh. Y t6i la c6 nhiing doanh nghiép/co
quan nao d6 ti ngbo’ thdi gian, cong stic va chi phi quang cao dé thu hut
nhiing ngudi von co thé tré thanh khach hang ctia ban, va ban khong can
lam gi' hon ngoai viéc dua ra mot 16i d€ nghi. Y t6i khong phai xdi giuc ban
tho 16 cudm di khéch hang ctia ai d6. Hoan toan khong. Toi dang noi dé'n
viéc c6 duo ¢ quyén ti€ p cAn nhiing khach hang méi véi su cho phép dang
hoang va sy ho p tdc nong nhiét ctia doanh nghiép dang s& hitu nhiing khich
hang doé.

Qud tri’ nh nay duo c goi 1a thié"t 14p mot mdi quan hé chu-bén hudng
loi. Cong ty A (phia chti) dong y d€ Cong ty B (phia huéng lo i) truyén dat
mot thong diép ban hang dé"n nhiing khéch hang ctia Cong ty A. Cong ty A
tham chi c6 thé chdp nh4n khuyé” n khich khéch hang ctia mi’ nh mua san
phdm hodc dich vu ctia Cong ty B va quang ba gitp cho Cong ty B niia. Ban
c6 du’ ng the' tin dung Visa, Master hay American Express khong? Ban thdy
gi’ mdi khi héa don the” duo c glii d¢'n nha ban hi’ ng thdng? Thudng trén
héa don cé mdt quang cdo cho mdt san pham hodc dich vu khac. B¢ la cach
mot moi quan hé ch-bén hudnglo i dié™n ra. Né"u ban 1a phia huéng loi
trong su sap dat nay, né sé mang lai cho ban nhiéu khach hang hon va nhiéu
lo i nhuén hon ngay 1ap ttic. Hay tin t6i, chinh t6i da thuc hanh bi quyé” t nay
hon 200 14n réi. Va t6i tu’ ng tu vin cho ngudi khac thyc hién n6 ca ngan lan.
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Con né” u ban 1a phia chi, né cting gidp ich cho ban, bdi khich hang hién tai
sé tran trong ban hon vi da gitp ho bié¢"t thém mot sén phdm/dich vu gia tri
mdi trén thi truong. Viéc thié” t 1ap nhiing méi quan hé cht-bén husng lo i
mot cach hiéu qua khong c6 gi' kho. Sau day 1a nhiing gi' ban phéi lam:

Budc mét: Hay ty ho'i, “Ai da c¢6 si”n mdi quan hé bén lau véi nhiing
nguasi toi cd thé ban nhiing san phdm hodc dich vu lién quan va khong canh
tranh vGi san phdm hodc dich vu ctia ho?”

Budc hai: Mot khi ban da c6 nhiing cai tén trén gidy, hay lién lac véi
nhiing doanh nghiép khdéng canh tranh dé va dé nghi ho gigi thiéu san phdm
hodc dich vu ctia mi’ nh cho déi tio ng khach hang ctia ho. Cung cdp cho ho
that nhiéu thong tin vé nhiing gi' ban kinh doanh va mot vai 16i chiing nhan
chat luo ng san pham/dich vu ctia ban tu  phia khach hang.

Ban nén ti’ m nhiing doanh nghiép ma khéch hang ctia ho c6 xu huéng
quan tdm dé n san phdm hodc dich vu ctia ban. (Vi dy, mot doanh nghiép
kinh doanh bat dong san c6 thé cé nhiing khach hang hting thu véi dich vu
vé sinh tham trai san, mdt nha moi gidi chiing khoan c6 thé c6 khach hang
quan tim dé" n dich vy tu vén tai chinh.) Hay dam phdn véi cidc doanh
nghiép nay d€ ban ban sdn phim hodc dich vu cia mi’ nh cho khéch hang
cta ho. Cac doanh nghiép trén nén diing ra dam bao cho san phdm hodc dich
vu ctia ban, d6’ i lai ho sé duo ¢ chia mét phéan tu lo i nhuén bén hang. Hoac
ban c6 thé dé xuit nhiing hi nh thuc chi trad khdc nhu d6ng gop vao quy tu’
thién ctia ho hodc gitup thanh toan cho ho chi phi k& toan.

Tiép Ca n Phia Cha

Ban ¢4 thé nhd nhiing doanh nghiép khic quang ba cho mi nh hodc
doanh nghiép cia mi’ nh né"u ban bié" t cich dua ra nhiing dé nghi don gién,
ro” rang, chi ti¢"t va hdp din d&¢"n muc khé cuo™ ng. Hay ho’i vi cht tich cia
doanh nghiép phia chti tiém ning liéu anh ta ¢c6 mudén kié¢’ m thém 10.000,
20.000, 30.000 do-la hodc hon gan nhu ngay lap ttic khong — hoan toan
khong tén chut stc luc, rai ro va sy dau tu nao hé” t. Khong mot doanh nhan
kinh doanh vi' 10 i nhuan nao lai tu" ch6i mét d€ nghi nhu thé’, it ra ho
cling phai ti m hiéu thém thong tin trudc khi tu™ chdi. Mot khi ban da thu
hut duo ¢ sy chu y ctia cdc doanh nghiép dé, hdy nhin manh nhiing diém
sau:
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1. San phdm hodc dich vu ctia ban hoan toan khong canh tranh véi san
phdm hodc dich vu ctia phia cht. Trong truong ho p ban tié¢"p can mot dai
tht canh tranh, hay chi ra cho ho théy 1o i nhuin bo’ sung tu” viéc tdn dung
lai danh sach khach hang, sau khi ho da thu duo c tt ca lo i nhuan c6 thé tu’
nhiing san pham hoic dich vu ctia mi" nh. Cach nay to’ ra cic ky hiéu qua
déi véi nhiing doanh nghiép c6 danh sach dai cac khach hang chi mua mot
lan roi thoi.

2. Ban khong hé 14y di hay chié¢’ m doat chut thu nhap hodc lo i nhuan
nao ma phia cha thudng cé duo c.

3. Viéc ho p tdc sé gia tdng lo i nhuan cho ho.

4. Ho khong phai dong tay lam bat ct viéc gi , cing khong mat mot xu.
Truong ho p ho that sy mudn tham gia thi' qua tét.

5. Ban sé lo moi tai liéu tié¢ p thi — tit nhién phai duo ¢ sy chdp thuén cta
ho. Ban c6 thé d€ nghi chi tra toan bd chi phi in an, gtii buu dién va cac chi
phi khéac - hodc tao diéu kién cho ho thanh lap lién doanh véi ban (theo do,
phén lo i nhudn duo c chia cling sé tuong xting vdi cong stic dau tu vé von va
thoi gian ctia ho).

6. Ban sé ddm béo va giti cho ho khong bi bat cti thiét hai gi

— thém niia ban sé bao hanh v6 diéu kién cho tu’ ng san phdm hodc dich
vu duo ¢ ban ra.

7. Tat ca nhiing don dat san phdm va/hodc dich vu déu phai thong qua
su xac nhan cua doanh nghiép phia chu.

8. V6i nhiing trudng ho p ddc biét khi phia doanh nghiép chu qué xa la
hodc khong hé lién quan dé" n linh vyc kinh doanh ctia ban, nhé nhin manh
viéc ho p téc thuén tiy mang lai thu nhap bd” sung cho ho.

Xoa diu nhiing lo ngai tu” phia ch tiém ning ba" ng cach dé cip véi ho
nhiing van dé trén mot cach nhanh chdng va tu tin. Thong thudng phia cht
tiém ning sé khong hiéu duc ¢ y tudng kinh doanh va vi' sao n6 mang lailo i
ich cho ho. Hay cho ho bié”t thong tin vé ban, doanh nghiép cta ban, valo i
nhuén tiém ning c6 duo c tu” mdi quan hé dé. Nghe c6 ve' qué don gidn, va
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that ra n6 ciing don gidn nhu vy thoi. Tuy nhién, cting c6 vai chi tié" t cin
luu y va t6i sé giai thich cho ban.

D4u tién, né u ban 13 phia huéng lo i, thudng ban phai danh cho khach
hang ctia phia chtt mo¢t uu dai nao do. Cha’ ng han, d€ that sy chié’'m duo c
long tin ctia ho, ban ¢6 thé cin ting thém thai han bao hanh, hodc nhiéu lya
chon mua hang hon, chi phi dau tu ban dau thap hon. Di€u nay sé giup
khéach hang vuo t qua rao cdn mua hang ty nhién va dong thoi gitip cho cong
ty phia chli nang cao vi thé” nhd mang lai cho khich hang ctia ho nhiing uu
dai ddc biét. Trong nhiing uu dai nhu vay, cac bén sé tho  a thuin vé viéc
phén chia lo i nhuén va chi phi. Khong c6 mét quy luat nhéit dinh nao cho
viéc nay. Thong thudng, doanh nghiép hudng lo i sé chi tra chi phi tié" p thi.
Va thudng chi phi tié” p thi khong dang ké. Ca hai bén chia nhau phén con lai
ctia doanh thu. Trong nhiing trudng ho p khdc, hai bén chia nhau chi phi
tié" p thi va doanh thu. Phan chia khong nhat thié t 1a ti 1¢ 50-50. N6 tu’ y
thudc vao goéi sdn phadm dich vu uu dai. D6i khi sé ho p ly hon né u doanh
nghiép hudng lo i chdp nhan hy sinh o i nhuan thu duo ¢ tu” nhiing don
hang d4u tién boi nhiéu khé nang ho sé c6 thém vo ban don hang tié p theo
tu’ khach hang. Phia hudnglo i c6 thé danh cho phia cht toan bé lo i nhuan
tu  cac don hang du tién va trong cac don hang tié¢" p theo, phia cht sé nhin
rat it thdm chi khong duo c chia 1o i nhuén, béi phia huéngloicha yé'u
ki¢'m tién tu’ nhiing 14n mua hang tié" p theo ctia khich hang.

Truong ho p ban 1a phia cha, chi can ddo nguc ¢ moi thit. Hay ti m
nhiing céng ty ¢ san phdm hodc dich vu ma khach hang ctia ban mu6n mua,
tié"p theo hay dam phén mot tho’ a thudn cht-bén hudng 1o i, trong d6 ban
bdo chiing cho san phdm hoic dich vu ctia ho dé d6’i 14y phan trim loi
nhuan thu duo c. M6t 1an nita, cdc bén sé tho’ a thuan cach phan chia doanh
thu va chi phi.

Mot Céch Tiép Ca n Khéc Cla

Méi Quan Hé Chu-Bén Hudng Loi

Né"u doanh nghiép hodc don vi ban lién hé dang c6 méi quan hé kinh
doanh t&t dep v6i cdc khich hang ctia ho, cich tié” p cin ctia ban d6i v6i moi
quan hé chti-bén hudng lo i nén c6 mot chit khac biét. Ban nén ddnh vao

y& u t6 khong doi ho i bat cti chi phi ndo ti” phia chii. Hiy ching to” cho ho
thdy sé khong xay ra bat ky' mau thudn nao va day thudn tay 1a méi quan hé
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tuong ho, gitia nhiing gi' ho lam, 1am cho ai va nhiing gi ban sé thyc hién.
Va hay khié n cho dé nghi ctia ban tré nén hdp dan vé mit tai chinh da dé ho
hiting thd. Noi v6i ho rd ng bdivi ban tin rd’ ng chi phi quang cdo va tié’ p
thi sé gidm xudng, ty’ 1¢ phdn héi va doanh s6 trung bi’ nh sé ting lén, nén
ban sd” n sang chia cho ho mét phan 16n 16 i nhuén, nhung déi véi ban 1a rat
hoply, tu nhiing giao dich c6 su bdo chiing ctia ho. Sau d6 hay tri’ nh bay
cho phia chti bié" t ban du kié"n lam nhu thé” nao, va moi thi vin con
thuong luo ng duo c. Hai bén c6 thé chia nhau lo i nhuan, tinh theo dau
khach hang, hodc theo du an, yéu cau dich vu hodc don dat hang. Hodc ban
gtii cho ho mét khoan tién ¢6 dinh. Hodc bat ky su ké t ho p nao ctia nhiing
phuong an trén. M6t khi ban da cho phia cha bié” t nhiing quyén lo i vé mat
tai chinh ho c6 thé dat duo ¢, hay cu thé héa ba’ ng con s6 d€ phia chii cdm
thdy hing thi. Diéu nay c¢6 nghia la gi' ? C6 nghia 1a dy todn va tri nh bay
cho phia chu tiém nang thdy so tién ma ban sé tra cho ho hodc nguodn thu
nhap trong tuong lai ma sy ho p tdc nay mang lai.

Vi dy, né"u ban 1a mdt cong ty phia cha, va toi dang tri’ nh bay vé viéc
chia 12% doanh thu cta t6i cho ban, t6i sé néi: “Dé€ tdi ndi cho anh nghe du
doan cta t6i. Trong trudng ho p x4u nhét, va né"u dy dodn cta t6i chinh xac
(day 1a mot y quan trong ban cin ndi ra - “né u du dodn ctia toi chinh xac”)
toi sé chia cho anh 47.000 d6-la, sau sdu thang niia tinh tu’ ngay hom nay””
Viéc tap trung vao to ng s6 tién nhan duo c luc do sé khié"n moi ngudi hao
hiing. Nhung t6i khuyén ban nén khai thac cht dé nay sau hon ntia. Hay noi
vé€ nhiing thit ho c6 thé mua duo c bd’ ng s6 tién d6 va nhiing s6 tién sau do.
Cha’ ng han, ban c6 thé néi, “Va né"u moi thu chay déu, cti 6 thang anh lai
dud c s6 tién nhu vay” Tié p tuc, “Anh sé lam gi' v6i s6 tién 47.000 do-la
nhén duo ¢ hai lan moéi nam trong suét cugc doi?” Va khong do i ho trd 16i,
ban néi luén, “To6i nghi anh c6 thé trd dan mot s6 nd ma cong ty anh dang
c6. Hodc anh c6 thé ding quang cao moi thang trén tat ca nhiing td bao trong
thanh pho. Hodc anh c¢6 thé thué thém hai nhan vién kinh doanh méi. Hodc
anh c6 thé ma rong thém co s& vat chit. Hodc anh ¢6 thé...” Diéu quan trong
1a ban gieo vao ddu ho suy nghi: ho hdu nhu chicéloitu  dé nghi ctia ban.
No6i v6i ho day 1a mot cach cuc ky  tuyét voi d€ ti' m hiéu thi trudng xem
muc do tac dong ctia ho d¢" n khéch hang. N&"u ban ndi dung, ho hoan toan
c6 thé ho p tac tuong tu vé6i cdc doanh nghiép khdc va khi ay ban sé ho tro
ho né"u moi chuyén thanh cong. Né"u khong, ban sé 1a ngudi chiu toan bo
thiét hai bgi ban 1a ngudi d4u tu va déc stic cho ké” hoach nay. Du™ thé” nao
chang niia ho van la nguoi hudng lo i. Ban con dam bao sé boi thuong thiét
hai né"u c6. Ban dua cho ho ban cam ké"t rd’ ng ban lam viéc rit nghiém tuc,
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vané u cd bat ct vin dé gi , ban sé gidi quyé’t triét dé.

Hay nhd lai la t6i da noi rd” ng ban c6 thé st dung y tudng nay dé loai
bo” hidu hé"t nhiing chi phi qua dit do” ctia “viéc ti’ m ki¢'m khach hang
tiém nang” va dau tu thoi gian, tién bac ctia mi nh vao nhiing ngudi si” n
sang mua hang. Vi dy, gia st ban dang chi 12.000 do-la dé€ mang vé 100
khach hang, va ban thu duo ¢ t0' ng cong 20.000 do-la doanh thu tu” 100
khéch hang d6. Lo i nhuan ctia ban sé la 8.000 do-la. Nhung né"u c6 ai si"n
sang cho ban 100 khach hang méi va nho 100 khach hang dé ban c6 thé thu
duc ¢ 20.000 d6-1a thi' sao? Ban sé khong phai tiéu t6n thém bét cu thit gi
dé€ c6 duo c nhiing khach hang nay. Vay ban c6 sd” n long tra cho ngusi do
10.000 do-la vi' da cho ban 100 khach hang d6 khong? Tai sao khong? Nguoi
do da gitp ban tié"t kiém nhiing 12.000 do-la chi phi tié¢ p thi. Ban van 16i
2.000 do-la. D6 chinh 1a nhiing gi’ t6i mudn néi vé viéc loai bo™ chi phi tié¢ p
thi. Khong c6 chuyén ban ti' m duo ¢ khach hang mié™ n phi nhung ban c6
thé gidm déng ké chi phi tié" p thi né"u ban thuong luc ng thanh céng nhiing
tho"a thuan ho p tdc kiéu nay. Ngoai ra, méi quan hé dang nay thuong khong
phai 13 sy ho p tac ngan han. Phia cht sé khong ngu’ ng mang d&" n cho ban
khéch hang mdi, va ca hai bén déu c6 loi tu' mét nguédn thu lién tuc. Nhiing
gi doi bén dang tdn dung mang dé n gid tri to 16n. Cong ty hudnglo i tan
dung nhiing gi' ma cong ty phia cht da gdy dung - nhiéu nim kinh nghiém
trong nganh... hang traim nghi n hay hang triéu d6-la gia tri quang cdo...
hang ta nhan vién & bd phan kinh doanh va nhiing phong ban khéc... hang
trdm nghi n hay hang triéu do-la dau tu vao trang thié"t bi, vin phong, ban
ghé’, va kho bai... tit ca nhiing gi’ cong ty phia cht da dau tu trong nhiéu
nam. Ban duo c hlIO’Ilg loitu tdt ca sy déu tu do chiba ng cach chia s’ mot
phanloi nhu4n ctia mi' nh. D611y do vi® sao t6i luén luén khuyé” n khich
nhiing ai dang du dinh 4p dung phuong phép nay hay cam ké"t mang lai cho
phia chi toan b doanh thu tu’ nhiing don hang cta khich hang méi, va
mot phin lo i nhuén tu’ nhiing don hang ti¢" p theo bdi né” u khong, ban da
phaéi tén bon tién du tu d€ c6 duc c nhiing gi' phia cha dang s hiu.

Tuy nhién, khi moi thi da vao gudng, ban, luc nay dang & trong vai trod
phia chu, sé mudn c6 nhiéu lo i nhuan hon nita. Vi dy, ban ¢6 thé ti m d¢'n
mot cong ty nao do, dé nghi ho quang ba san pham/dich vu ctia ho cho khach
hang ctia ban. Ban sé€ bao chiing cho ho va chi tra toan by hodc mot ntia chi
phi ti¢" p thi ban dau, va ban sé d€ ho giti toan bo lo i nhudn ctia do t hang
déu tién. T4t ca nhiing gi' ban mudn 1a 25% - 50% lo i nhudn tu’ tit ca
nhiing don hang tié¢ p theo ma cong ty no c6 duc c tu' khach hang cta ban.
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Déy la mot dé nghi hdp dan cho phia huéngloivi né cho phép ho ti¢"p can
v6i mot nhom khéch hang mdéi véi rat it, tham chi khong co, chi phi tié” p thi
ban dau. Ho sé i€’ p cAn dud ¢ nhiing khach hang ma 1€ ra ho da khong thé
nao c6 duo ¢, va tit ca nhiing gi’ ho phdi bo™ ra la mot phén tram cu thé tu’
lo i nhuén ctia nhiing don hang tuong lai.

Lgi Ich Cho Phia Chu

N& u ban la phia chu, 1o i ich danh cho ban la gi' ? Ban dang thu duc ¢
lo i nhuén ma né” u khong nhd sy ho p tdc nay, ban da khong thé c6 duo c.
Ban dang tao ra nhiing ngudn tién tu’ bén ngoai ma khong phai t6n chut chi
phi ndo cho viéc ban hang va nhiing hoat dong khac. Ban c6 thé 14y lai khoan
dau tu vao khach hang, d6i tic ng tiém ndng va nhiing tai san khac trong
cong ty ciia mi  nh sudt nhiéu ndm. Nguén 1o i méi nay cho phép ban dénh
gid lai nguén thu tu’ khéch hang va d6i tuo ng tiém nang, tu do tao diéu
kién cho ban phan b6’ ngan sach 16n hon cho quéng cdo va ti¢ p thi.

Ban bié¢"t rd’ ng mdi khi c6 mot khach hang méi, ban khong chi kié’m
dud ¢ 100 do-la tu” san phdm hoac dich vu ctia mi’ nh, ma ban con sap c6
thém 1.000 d6-la tu” tho a thudn cht-bén hudng lo i. V4i suy nghi d6, ban c6
dt khé nang tai chinh dé ting gdp ba 1an ngan séch tié¢ p thi hién tai hodc gia
ting mot vai yé u t6 khac trong hoat dong tié¢" p thi. Khi ban gom nhiéu hoat
dong kinh doanh c6 tinh tuong ho lai véi nhau, ban sé mé ra nhiing co hoéi to
16n @€ khai théc nguén lo i nhuan tiém tang cho ca doi bén. Cha’ ng han,
né u ban 13 phia huéng 1o i, ban ¢6 thé cho doanh nghiép phia cha bié" t lam
thé” ndo hai ra tién mot cich dé&” dang chi ba ng céch béo chiing cho cong ty
clia ban. Va ban sé bu" ddp cho tit cd nhiing tai sdn ma cong ty phia cha da
gay dung nén trong nhiéu nam - va ho hau nhu khong phai tiéu ton bat cu
chi phi gi .

Trudng ho p ban 1a phia cht, ban sé lam nguo c lai. Chi can bdo chiing
cho mot ai d6, ban ¢6 th& kié” m tién mot cach d&” dang. Ban ¢6 thé 14y lai
nhiing khoan dau tu vao md tai san trong doanh nghiép. Va ban con c6 mot
nguon thu lién tuc tu’ nhiing giao dich ctia cong ty hudng lo i véi khach
hang ctia ban. D6 1a mot mdi quan hé tuyét voi du” ban & phia nao di nita.

Uu dai dic biét 1a y& u t6 hé trong trong mdéi quan hé chu-bén hudng

lo i. Tai sao? Bdi di€u cuc ky quan trong la khach hang phai cdim nhan ra ng
phia chll - nguoi giéi thiéu, ngudi bao chiing cho san phdm hoac dich vu -
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dang 1am hé”t stic € mang lai mtc gia thdp hon thi trudng hodc lo i ich cao
hon mit bd" ng chung, hodc nhiing uu dai, ché” do bido hanh mang vé cho ho
nhiéu gia tri cong thém. Quan trong la don vi ban nho bao chiing phai lam
cho khach hang cam thdy ho that ddc biét, quan trong va doc nhit. Ban phai
chiing minh cho ho thdy viéc ho p tdc v6i ban mang lai cho ho loi ich tuyét
vOi, gia tdng vu thé” va mang dé¢" n cho khach hang ctia ho nhiing ké"t qua tét
dep d¢"n khong ngd. Va ban phéi lam diéu d6 mot cach chan thanh. Xay
dung mot méi quan hé chu-bén hudng 10 i ¢ nghia 1a vio t ra kho'i 16i mon
tié" p thi va ban hang truyén théng dé bt tay vao khai thic nhiing san phdm
hodc dich vu lién quan ma khach hang ban can. N6 con c6 nghia la mang san
ph4m hodc dich vu ctia ban dé¢" n cho khach hang cia mot ai khac & linh vyc
lién quan.

Sau day 1a mot vi du. Né"u san phd&m hodc dich vu ctia ban t6t, nhung
ban dang gap kho khan trong viéc sinh loivi phai chi trd qud nhiéu cho
quang cao, day la mot cach rat hiéu qua d€ tao ra nhiing co hdi kinh doanh
khong ngu’ ng mang dé n lo i nhuan. Ban sé khong phai tiéu t6n 10.000 d6-la
dé chi dat duc c 8.000 do-la doanh thu, ma ban bié’t rd’ ng tu’ ng déng ban
nhan duo c ddm bdo sé mang lai 1o i nhudn badi ban khong phai trd bat ky
chi phi ti¢" p thi ban d4u nao. C6 thé ngay lic nay ban dang nghi: “Lam thé’
ndo toi ¢ thé thém sdn phdm cta ai kha' ¢ - thim chi la sdn phdm ctia d6i
tha canh tranh - vao hoat dong kinh doanh ctia mi nh va tao ra thém nhiéu
lo i nhuan hon ca khi t6i kinh doanh san pham ctia chinh t6i?” Hodc: “Toi
khong thé thém bat cti thi gi' vao hoat dong kinh doanh ctia mi nh, nhung
toi 6 thé mang san phdm clia mi nh d&” n nhiing doanh nghiép khéc va tin
dung nhiing tai san cta ho.” Hau nhu moi doanh nghiép déu c6 thé di theo c:
hai huéng. Ban c6 thé mang moi th d¢" n doanh nghiép ctia mi nh hodc
mang doanh nghiép cia mi nh d&"n moi ngudi khéc. Toi goi do la hiéu tng
van hai chiéu.

Ngoai ra, né u ban chua c6 cong ty riéng nhung mudén khéi nghiép ma
khong ton chi phi hoat dong, day 1a mot cdch cyc ky hiéu qué. Tét ¢ nhiing
gi’ ban cin lam la trd thanh ngudi trung gian gitia phia cht va phia hudng
lo i, sau d6 ké"t ho p chat ché nhiing quyén 1o i ctia ca hai phia. Ban ti’ m gap
cang nhiéu doanh nghiép cang t6t va néi, “T6i mudn quang ba san phdm cho
anh bd" ng cich d€ nhiing doanh nghiép trong nhiing nganh lién quan ban
no. T4t ca nhiing gi' t6i mudn 1a 25% lo i nhuan.” Réi ban dé’n mot doanh
nghiép khdc (l4n nay la phia cht) va néi, “T6i mudén mang san phdm cho anh
quang bd va tit ca nhiing gi' t6i mudn 1 25% 1o i nhuan tu’ phan t6i mang
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lai cho anh” B4 ng cach nay, ban dang dan x& p nhiing tho a thuan va lam
lo i cho cé hai bén. Va bd’ ng cach nay, ban dang khoi sy kinh doanh.

Nhiing gi t6i dang n6i day 1a mot cich nhi’ n nhian méi — mot géc
nhi’ n méi. Chd’ ng may, da s6 ching ta thudng c6 tinh i 16n va ngai rti ro.
Ai cling so th4t bai, hodc nhiing rti ro chua ludng hé"t. “Oi, n6 sé lam tiéu
tu ng doanh nghiép ctia mi' nh mit,” ho noi. Diéu ho khong nhan ra la
khach hang tran trong nhiing doanh nghiép nao dang hoang giéi thiéu
nhting doanh nghiép v6n canh tranh véi mi  nh cho khéch. N6 cling tuong
td nhu mot canh trong phim Diéu ky diéu & dudng s6 34 khi ctia hang
Macy néi v6i moi ngudi hiy d¢" n tiém Gimbel né”u Macy khong c6 nhiing
gi’ khach hang mudn. Va khéach hang yéu thich Macy vi diéu do. Trang web
ctia hang United Airlines ciing lam tuong tu va thuc t&” 1a ho ¢6 duc clo i
nhudn du” ban vé ctia ho hay ctia d6i tha canh tranh.

Toém lai, phuong phdp quan hé chi-bén hudng lo i c6 thé duo ¢ 4p dung
tu’ ba géc do: Ban 1a phia cht va ban mang nhiing doanh nghiép khac d¢'n
v6i mi nh. Ban 13 phia hudng lo i va ban mang san phdm ctia mi' nh d¢" n véi
doanh nghiép ctia moét ai khac. Hodc ban 1a ngudi khéi nghiép tu tay tréng
nhung ban mudn tdn dung tai san ctia ngudi khac. Né"u ban bié"t cdch tdn
dung, moi thi sé trén ca tuyét voi. Ban c6 thé lam moi thd ma khong can bo’
ra mot xu. That kho tin, nhung dé la su that.

Pam Phdn Thoa Thué_n

Sau déy la vai 16i khuyén cho ban trong viéc thié” t 14p méi quan hé chu-
bén hudng 1o i va cdch tra 10i mot vai cau ho’i thudng gip.

Phén bién mot: “Lam sao tdi bié” t anh khong cudbm mat khéch hang ctia
t6i?” Cau trd 16i ctia ban: “Trudc hé’t, chung ta sé lam mdt thu nghiém dé
xem n6 hiéu qua hay khong. Thit v6i moét nhém nho” khéach hang ctia anh
triGc, chi khong ép dung cho toan bo. Roi chung ta sé so sinh doanh thu tu’
thtt nghiém d6 v6i doanh thu anh dang c6 duc ¢ tu” nhiing khach hang con
lai khong duo c 4p dung thi nghiém. Ching t6i chi mu6n lam giau thém cho
doanh nghiép ctia anh chd khong bao gid 14y di bat ct thd gi' ctia anh.
Chung t6i sé thtt nghiém cho d&" n khi c6 duo c ké”t qua chinh xdc, va ching
toi sé di tu’ ng budc than trong va phén tich ky luc™ ng d€ ching minh cho

A

anh thdy cdch lam nay sé chi mang lai lo i nhuan cho anh ma thoi.
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Phén bién hai: “T6i muén duo ¢ quyén ki€ém sodt. Toi khong thich anh
quan ly khach hang ctia t6i” Cau trd 16i ctia ban: “Dé& anh yén tAm ra ng anh
c6 quyén kiém sodt chat luo ng san phdm ctia chung t6i, anh c6 thé kiém tra
moi thi that k theo y anh va anh c6 thé 4p bét ctt hi’ nh thiic kiém tra hodc
tiéu chudn chit luc ng nao anh muén. Chung t6i thdm chi sé tao ra loai sin
phadm hodc dich vu ma anh cam thdy yén tim nhat. Chung t6i c6 thé dong
g4i san phdm theo y anh. Né&" u anh yéu ciu ché” d6 bao hanh dai hon, mtic
gia thip hon hodc cao hon... khong vidn dé gi' ca. Chung tdi c6 thé lam moi
thi.”

Phan bién ba: “Lam sao t6i bié" t chdc mi’ nh duo c tra tién?” Cau tra loi
clia ban: “Don gién thoi. Anh kiém sodt ngudn tién va toi sé 1dy tu' cho anh.
Toi sé tin tudng anh du” anh khong tin td6i. Hodc, né u anh thich, ching ta sé
c6 mot tai khoan riéng & mot ngan hang riéng do anh chon va ching ta sé dé
ngan hang git ban tho a thuén lam ba" ng ching. Mbi khi t6i nhan duo ¢
mot do-la vao tai khodn, va né"u 20% doanh s6 1a 16 i nhuén thét, thi' ci méi
1 d6-la sé c6 10 xu dud ¢ ty dong chuyén vao tai khoan ctia anh. Khong thé
c6 truc tric nao khié" n anh khong nhan duo c tién ca”

Khi dam phdn chi tié" t tho a thuan véi d6i tac, téi d€ nghi ban hiy than
trong va hé"t stic thanh thét véi ho. Ngudn 1o i 16n nhit ma phuong phép nay
mang dé"n la nhiing gi' ¢6 duo ¢ tu" mdi quan hé bén viing lau dai. N&'u
ban ddnh lu” a ai d6 ba" ng viéc thém vao nhiing chi phi khong c6 that, no sé
gay gidm 1o i nhuén va cudi cu’ ng phia ddi tac c6 thé quyé” t dinh chdm diit
ho p tac. Tot nhat, ban hay lam sao d€ phuong phap nay mang lai lo i nhuan
dé’ n muic khong tudng cho doi téc, nhd d6 ho sé tié p tuc duy trit mdi quan
hé. Mot diém quan trong nifa: Khi ddm phan tho’ a thuan véi phia cht, hay
c6 gang hé"t stic ddm bao ra ng khi thai gian thi nghiém mang lai ké"t qua
kinh doanh kha quan nhat dinh, m6i quan hé ho p tac gitta d6i bén sé duo ¢
td dong duy tri’ trong mot khoang thdi gian hai bén xéc dinh trude. Né" u
ban lam diéu do, phia cht sé khong thé lién hé véi mot déi thu canh tranh
clia ban hodc ty ho lam diéu d6. Ban muén duo ¢ tudng thudng vi da chi
cho ho cach ki¢'m duo ¢ mé tién nay, vay hay c6 ging d€ dat duo ¢ su dong
thudn vé viéc “ty dong tai tuc mdi quan hé lam &n va duy tri dic quyén”. Dit
triong ho p nguo c lai, ban la phia cht, ban khong mudn dinh liu dé’ n mot
moi quan hé dac quyén trong mot thoi gian dai. Ban mudn c6 sy linh dong
dé1am viéc v6i nhiéu don vi hudng 1o i khéc nhau, vay né u ban tié" p can
mot doanh nghiép phia hudngloiva ho muén duy tri sy doc quyén, hay c6
gang dé€ ho khong dat duo ¢ diéu do.
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Nhan day t6i noi thém, tu y thudc vao sy khon khéo ctia mi nh, ban
khong nhat thié”t phai theo ty’ 1 50-50. Ty 1¢ phan chia c6 thé 1a bit ct thd
gi duo c thi truong chip nhin. Hon hé’t, hay t6i uu hoa va tan dung triét dé
tdt cd nhiing gi' ban lam, tu’ ng d6-la ban chi ra, tu’ ng khich hang ban
mang vé va moi ngudn lyc ban s§ httu. Né u ban 1a phia hudng loi, diéu ban
cin tranh la chi dat duo c nhiing tho a thuin ngén han, trong truong ho p do,
ban mang vé nhiéu lo i ich cho mdt ai d6, dé€ r6i ho bong bo’ roi ban sau khi
nhén ra hiéu qué qua t6t clia phuong phép nay. Mit khéc, né”u ban la phia
chu, ban sé khong muén dua ra y tudng hay cho mét cong ty phia hudng loi
dé€ roi ban khong duc c gi' tu' nd luc cta chinh mi nh. Hay ki€m soat chat
ché phia hudng lo i. Con né"u ban 1a phia hudng lo i, hay tranh tit ca nhiing
van dé trén.

Nhiéu kha nang la ban c6 thé ki¢’m duo ¢ nhiéu tién hon khi cho phép
tit ca d6i tht canh tranh st dung y tudng ctia mi’ nh né u d6 1a mot y tudng
dic biét hi¢' m c6. D€ ndm chic mot ntia lo i nhuan, ban cdn dam bdo viéc
kinh doanh phai thong qua su kiém soat ctia ban. Diém c6t lo™ i la ban phai
thu moi thd vé mot méi ngay tu” lic dau. Ban can luu y kj vé moi tho a
thuan quan trong vao thoi diém do, va ban can mot ho p dong dai han dong
thdi cé tinh rang budc dé bao vé chinh mi nh.

Thoi bud’ i nay, khong mot ngudi bié” t suy tinh nao lai chdp nhan mot
ho p d6ng vo thoi han. Vi' vdy toi khuyén ban hay tho’a thuan dé€ c¢6 duo c
ho p dong tam thoi. Mié™ n la budc thi nghiém thi trudng mang lai ké"t qua
khéa quan, md&i quan hé lam dn d6 sé ty dong téi tuc trong mot ky han xéc
dinh.

Khi t6i con tham gia ning nd’ trong linh viyc ban tin tai chinh, t6i
thudng gianh duo c quyén 16ng quing cédo vao nhiing ban tin khac nhau.
Trong lan ky ho p dong dau tién, t6i rang budc thém diéu kién gia han ho p
dong né” u dat chi tiéu, va cé duo ¢ mo6i quan h¢ lam an hai ndm véi khich
hang. Bu lai, t6i phai cho ho phan trim trong t6' ng doanh thu - khong phai
ty’ 1é 1o i nhuén thong thudng toi thudng ép dung.

Mot 1dn t6i lam viéc 16ng quang céo vdi ty 1€ dn chia 50-50. Mot lan
khéc khach hang khong mudn chia phéan 1o i nhuén d6 cho t6i, vi' vay toi d€
ho gitt hé"t va ho cho toi danh séach khéch hang ctia ho dé toi sti dung tu' y y.
Toém lai, doi khi ban phdi qua nhiéu cong doan dé dat duo c sy dong thuan
trong nhiing diéu khodn ho p dong trén. D6i khi moi ngudi c6 keo nai dé co
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loicho mi nh va ban khong thé dat duo c ty 1 phan chia lo i nhudn mong
muén. Hay luén nhd rd” ng né"u ban c6 thé ti’ m duo ¢ cach lam cho tho’a
thuan nay sinh 10 i, ban nén sa" n sang dénh d6'i 10 i nhuan d€ 14y nhiing
diéu khoan khéc gidp ban kié" m tién. Noi cach khac, hay linh dong. Va

du’ ng quén mot thyc t&” rd’ ng né u téi dem lai cho anh 100.000 do-la va
anh khong t6n chut mo hoi cong stic, liéu anh cé dua lai cho t6i 90.000 do-la
khong? Theo ly thuyé”t, moi ngudi sé tra 16i la c6. Nhung trong thuc té¢*, da
phan moi ngudi cdm thiy kho chiu vi' phai “trd” cho ban qud nhiéu. Khi ban
khong thé ¢6 duo ¢ chinh xdc nhiing gi mi’ nh muén thi' khong c6 nghia
d6 khong phai 1a mét tho a thuan t6t. Né"u ban cé duo c moét lo i ich nao dé6
ma khong t6n chut thdi gian hay nguon lyc nao, ban sé rit dai dot né"u
khoéng ndm 14y né. Nhung hdu hé"t moi ngudi khong nhi' n ra diéu dé.

Chi’ ng han, né"u ban mudén c6 50% lo i nhuén va phia d6i tac ndi rd nganh
ta chi du dinh trd cho ban 20% - va ban da thi moi cach trong kha néng
nhung khong thé dat hon con s6 20% thi' 20% d6 van nhiéu hon nhiing gi’
ban c6 khi khéi dau. Va né"u n6 khong t6n ctia ban bét ctt thi gi - né u nd
thudn tdy la lo i nhuan ma khong cén chi phi - ban c6 mét gi' dau chi?

Nhung day 1a Iy do ndng ky nhat khié n ban khong nén qué khat khe khi
dam phdn tho  a thuan: Ban cdn c6 bi" ng chiing! Khi ban ti¢"p cAn méi quan
hé chti-bén hudng lo i lan dau tién, né la mot khai niém trd u tuo ng. Ban c6
thé rit kho thuyé” t phuc ngudi khac. Nhung mot khi ban da 1am budc thu
nghiém va n6 chiing to” duo ¢ hiéu qua, ban da c6 duo ¢ bd’ ng chiing. Ban
da c6 vi du thyc ti€”n. Va moi thu tré nén dé” chip nhan hon. Vi vay, né’u
y tudng ctia ban c6 thé sao chép duo ¢ - nghia la ban c6 thé st dung né véi
nhi€u doanh nghiép va trong nhiéu linh vyc — ban nén nhanh chdéng chap
nhén gin nhu bét ct 16i d€ nghi nao khi dang thu thip bd" ng chiing cho khai
niém kinh doanh nay. Nhén tién, du” ng quén gép nhit moi dii liéu trong qua
tri’ nh th&t nghiém. N§ rét cin thié t d€ ban chting minh y tuéng ctia mi nh
cho nhiing ngudi khac. Doéi khi, cong ty phia cht lo ngai khi giao phé khach
hang ctia ho cho ban. Vay ban phéilam gi' day? Theo y tdi, t6i luon dam bdo
ba ng vdn ban, v6i nhiing quy dinh dén bu’ né u gay ra thiét hai nghiém
trong, ra’ ng toi sé khong cung cap tén tud’ i nhiing khach hang dé cho bét ct
ai khéc va toi sé khong du” ng chung vao muc dich gi' khic ngoai nhiing diéu
da cam ké't.

Su Bdo Chting

Mot khi c6 duo c su bdo chiing, xem nhu ban da hoan thanh tét ca cac
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budc xay dung 1ong tin cin thié t cia mét doanh nghiép trén thi trudng. Su
bao chiing cé tac dong ngay lap tiic va vo cu ng hiéu qua, va chi phi tié" p cin
khach hang rdt nho’ so v6i mdt ba’ ng chung. Nhung lo i nhuén sé gép nhiéu
lan so v6i khong c6 su bao chiing.

Nha tai phiét Jay Gould rat nd i tié” ng & phé Wall. Mot 1an khi Gould
dang di1¢” nha thd & gin nha, muc su ho'i y ki¢'n 6ng vé y dinh dau tu
30.000 do-la ctia mi’ nh. Gould khuyén muc su bi mat mua c6” phié¢’u ctia
Missouri Pacific. Gid 6" phié u c6 ting mot thoi gian, nhung r6i khong thé
duy tri° con s6t ddu co va truo t gid. Muc su vi ndm gitt o’

phié¢"u qua lau, cudi cu’ ng da mat tring. Ong bay to’ ndi long v6i Gould,
ngay lap tlic nha tai phiét ky ngan phi¢ u dén bu’ toan b thiét hai ctia muc
su. R6i vi muc su thd nhén rd’ ng 6ng da lam nguo c lai 16i khuyén ctia
Gould, 6ng ti¢"t 16 16i khuyén mua cd” phié”u ctia Missouri Pacific cho rat
nhiéu ngudi trong gido xt. “O, t6i doan trudc 1a nhu vy ma,” Gould dap,
“nhiing nguoi d6 méi la muc tiéu theo dud’i ctia toi”

Nhu" ng Vi Du Khac

N& u cong ty ban la phia huéng loi thi sao? Gia sti ban ban mot chié’ ¢
mdy photocopy rat re” tién va ban bié"t rd’ ng nhiéu ngusi khong du tién
mua nhiing mdy photocopy dat tién nhu Xerox. Xerox c6 duc ¢ 1.000 khach
hang tiém nang nhung chi bdn duo c cho 10 ngudi trong s6 do, va co ban la
ho da bo’ qua 990 khach hang con lai. Ban nén dé¢"n gip nha phan phéi ctia
Xerox va noi, “Nhi’ n nay, anh dang tiéu t6n 10.000 do-la cho 990 ngudi ma
anh khong ban duo c cho ho. Anh dang phung phi tién ciia mi’ nh ddy. Anh
6 mudn 14y lai khong chi 10.000 d6-la bo” ra dé c6 duo ¢ ho, ma con kié'm
thém 10.000 d6-la lo i nhuan dé nhan gap bon lan ngan sach quéng cao cua
mi nh khong? Toi sé dua ra mot dé nghi ma anh kho long tu™ chdi”

Roi ban dé nghi véi ho hai diéu: Thi nhat, ban nhd ho ban may
photocopy ctia ban khi ho khong thé bdan may ctia ho. Nhung né"u ho khong
lam vay, ban d€ nghi ho dua cho ban thong tin nhiing khach hang khong
mua hang ctia ho. D¢’i lai, ban chia cho ho mot phan lo i nhuén ¢6 duo ¢ tu’
nhiing giao dich thanh cong. N6 rat ho p ly ding khong, nhung chi’ ng ai 4p
dung no ca. Diéu tuong tu cling duo c 4p dung trong nganh kinh doanh xe
hoi.
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Mot lan t6i gdp nhiing ngudi ban xe va ndi, “Cdc anh ton 10.000 do-la
mot thang cho quang cdo d€ mang khich hang dé"n ctia hang. Nhung cic
anh chi ban duo c cho 5% trong s6 ho. Céc anh c6 bié't rd’ ng trong s6 95%
con lai, c6 tu' 20% - 50% la nhiing ngudi that sy mudn mua xe va ho sé ti’ m
dé¢’ n cho khéc. Tai sao anh d€ ho ra di nhu vay? Né u cdc anh khong thé bdn
xe ctia mi nh cho ho, tai sao khong néi ‘Duo c rdi, t6i hiéu 1a anh muén mua
Toyota ma tdi chi ban Mazda. Toi nghi la anh hoi dai, nhung né"u anh ct
nhét quyé”t muén mua Toyota, t6i c6 thé ti m cho anh mot chié ¢ kha t6t vi
to6i c6 moi quan hé rat than véi mot ngudi kinh doanh xe Toyota. T6i cé thé
thuong luo ng cho anh ngay bay gio va anh tham chi khong can di dau khéc.
Chi cn cho t6i bié"t anh mudn gi' va tdi sé ti m miic gid hdp dan nhét cho
anh. N&"u anh mua ctia t6i, anh sé tié" t kiém duo c t6i thi€u 1.000 do. ” Toi
tié" p tuc ho i nhiing nguoi bdn xe no, “Céc anh nghi doanh s6 ctia mi’ nh sé
ting 1én bao nhiéu né"u 4p dung chuong tri' nh nhu vay? Ciang kha d6 chg,
ding khong? Vay con chin chd gi' niia? Hodc nguo ¢ lai, cic anh ciing c6 thé
dé’ n gip nhiing dai ly khéc va c6 gdng thuyé t phuc ho ban xe ctia cac anh.
Céc anh sé n6i, ‘Xem nay, né u anh bié” t mot ngudi khong muén mua xe ctia
anh nhung anh van c6 thé ki¢'m duo ¢ 500 d6-la tu™ ho, tai sao anh dé ho di?
Anh c6 thé€ bu’ ddp duo c chi phi tié"p thi. Tit cd nhiing gi anh cin lam 13
ban xe ctia toi khi khach hang khong mudén mua xe ctia anh. T6i da lam roi,
va no rat hiéu qua.””

Né&" u ban lam trong nganh trang tri cinh quan, hay quan sat nhiing ai
giao dich vé6i khdach hang tiém ndng ctia ban mot, hai hodc ba lan trudc khi
ho sd” n sang mua ctia ban. M6t khi ban xdc dinh khai quat nhiing doanh
nghiép do 1a ai - nha thau, nha méi gidi bat dong san, tho son, dich vu van
chuyén nha - hay chuyén sang xac dinh cac y& u t6 cu thé hon. Liy danh ba
Nhiing Trang Vang hodc nhiing danh ba doanh nghiép khéc ra va ti’ m thong
tin clia tu’ ng cong ty xay dung, nha thiu, doanh nghiép bat ddng sén hoic
doanh nghiép van tai & bat ci phan khuc dia ly hodc nganh nghé cua thi
trudng ma ban dang nhim dé" n. Lién lac v6i ho, ndi véi ho ra ng: “Toi 1a nha
trang tri canh quan c6 ti¢’ ng trong vu ng. Toi rdt mudn ho p tac lam dn véi
anh. Nguyén nhan khié" n t6i muén lam diéu nay la vi' t6i nhén ra anh da
bo’ ra mot luo ng rat 16n thoi gian, cong stic, tAm tu, stic luc va tién ctia dé
xdy dung nhiing mdi quan hé t6t v4i khach hang ctia mi’ nh. Nhiing khéch
hang do - khi da hoan tat giao dich v6i anh - ¢6 th€ khong con mang lai cho
anhloiich gi' nifa trong rdt, rat nhi€éu nam. Nhung vin con mot cach nia -
mot phuong phép chinh déng, gid tri va xting ddng d€ anh c6 thé bu™ dap
khoang thdi gian, cong stic va chi phi di bo™ ra cho méi quan hé 4y, dong

https://thuviensach.vn



thoi mang lai cho khach hang cua anh mét dich vu tuyét voi.” Mot doanh
nghiép trang tri cinh quan thuyé” t phuc doanh nghiép bit dong sén gisi
thiéu dich vu trang tri cinh quan ctia ho véi nhiing khach hang vi' a mua
nha. K& t qua, doanh nghiép trang tri c6 duo c rat nhiéu don hang, doanh s6
ting 40%. Mot nha kinh doanh hd boi thuyé” t phuc cong ty cung cip dich vu
son nha giGi thiéu chuong tri’ nh “Uu dai gidm gia thi cong ho boi khi déng
ky sém” ctia ho cho nhiing ngudi vu a son stia nha ctia. Mot 14n niia, phdn
hoi ctia khéch hang vo cu’ ng khd quan.

Mot vi du thu vi ma ban c6 thé rit quen thudc, d6 1a mét hoat dong ma
rat nhiéu siéu thi dua ra. Ngay trong siéu thi, cé nhiing doanh nghiép khac
dang hoat dong nhd mdi quan hé chi-bén hudng lo i. C6 thé la mét nha hang
ddc sdn, mot tiém banh, moét cia hang hoa, mét quay hai san; tham chi ngan
hang ciing dang dit nhiing chi nhanh nho’ ngay canh qudy thtic in cho vat
nudi. T4t ca déu la nhiing doanh nghiép riéng biét dang tdn dung so tai san
kho’ ng 16 ctia siéu thi (nhu dia di€m, luo ng khach dé’ n mua, va hoat dong
quang cdo). Vo cu ng ho p Iy va mang lai hiéu qua tuyét voi.

GAan nha t6i c6 mdt anh ban tre’, me anh dy 1a chu cua tiém ban dung cu
lam vuon. Ho c6 khoéng hai, ba ngan khach hang. Va 80% doanh thu d¢" n
tu’ 500 ngudi trong s& nhiing khdch hang do. Toéi danh thoi gian huéng dan
chang thanh nién d6 céch tdn dung céc co hoi kinh doanh tiém 4n. Thé™ 1a
anh dé¢" n gdp 500 vi khach d6, nhiing ngudi c6 nhiéu tién, va gidi thiéu
nhting dich vu khac do chinh anh cung cap. Cha’ ng han, anh ké"t ho p viéc
lau don ho boi, lam vudn va cham s6c cdnh quan véi nhau, tao thanh mét
dich vu tron goi. Anh sé trd cho cac don vi thi cong muc phi dich vu thong
thudng va ké thém moét khoan véi khach hang lam lo i nhuan cho mi’ nh vi
dakeé't ho p nhiing dich vu nay lai v6i nhau cling nhu ddm bao moi viéc
hoan thanh tot dep. V€ co ban, anh 1a mot ngudi trung gian, hodc nha moi
gidi, tan dung nhiing co héi kinh doanh ma ctia hiéu lam vuon cia me anh
tao ra va thém gia tri vao bd ng cach mang dé¢" n nhiing dich vu khéc. Véi tu
cach la mot ngudi trung gian, anh udc luo ng mi' nh ¢6 thé ki¢'m duo c d¢'n
200.000 d6-la mot nam, khoang tuong duong v6i doanh thu cta ctia hiéu
lam vudn trong nam doé.

Mot ctia hang biang dia (CHBD) khong thuc hién nhiéu hoat dong tié" p

thi. Tuy nhién, ho lai s& hitu d¢"n 25.000 khich hang. Vi vy mot hom, toi
ho’i ho vé nhiing méi quan hé cht-bén hudng 1o i ma ho c6 thé ¢é.
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Toi: T4t cd nhiing khich dé¢" n thué bang dia c6 hodc cin diéu gi ?
CHBD: A’, ho déu c6 dau méy.

Toi: Va ching ta bié t gi vé ddu mdy?

CHBD: O, chiing cdn dud c lau chu’ i va bdo tri’ méi 12 - 18 thang.
Toi: Tud i tho trung bi’ nh ctia ddu may 1 bao lau?

CHBD: Khoang hai ndm ruo” i.

Toi: Theo anh, c6 bao nhiéu cai duc c lau chu’ i va béo tri dung cach?
CHBD: Chu ng 4%.

Toi: Moi ngudi c6 bié"t chd nao lam dich vy bao tri' ddu mdy khong?
CHBD: Khong.

Toi: Bat tién qua dung khong?

CHBD: Dung vay.

Toi: Vay ho thudng lam gi ?

CHBD: Cu dé né hu vay do.

To6i: Va khi né hu, ho phai ton bao nhiéu tién?

CHBD: To6n kém khodng gap bon lan, y t6i la ho phai mua cai méi.

Toi: Duo ¢ roi, vy muc dich cta dich vu bdo tri* 1a gi' ? La tdng tud i tho
dau may 1én gip 4 lan, phai khong?

CHBD: Chinh xac.
To6i: Anh biét clia hang bao tri. ddu mdy nao t&t khong?
CHBD: Co, chung t6i thuong gidi thiéu khach t6i d6 ma.
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Toi: Anh c6 duc cloigi khi gidi thiéu moi ngudi téi ctia hang bao tri’
dé khong?

CHBD: Khong.

To6i: Vay anh nghi sao v€ vi¢c nay? Anh dang c6 2.500 khach hang, cé 1é
80% trong s& d6 cin béo tri. ddu mdy. Chi phi dé bao tri mot cai 1a bao
nhiéu?

CHBD: Khoang 50 do-la.

Toi: “Dud c r6i, gid st anh 14y 100 d6-la va tho a thudn vdi khich hang
ra ng ho mang diu may ctia ho d¢ n cho anh va anh dua cho ho moét céi
du ng tam mié” n phi trong nhiing ngay chd bdo tri , anh thAm chi con cho
ho vai ba cudn bang, c6 thé mié™ n phi cho t6i luc tré lai ddu may cho ho. Réi
anh gtii ddu may tGi ctia hang béo tri' va ho 14y ctia anh 50 d6-la; cudi cu’ ng
anh c6 duo ¢ 50 d6-1a cho méi giao dich.Va né"u anh lam diéu d6 véi 50%
khéch hang ctia mi nh, anh ¢6 th€ ki¢’ m duc ¢ 50.000 d6-la - gin ba’ ng s6
tién anh kié"m duc ¢ né"u chi kinh doanh bang dia trong vong moét nim. D6
la diéu trudc tién toi goiy cho ho lam.

Tié p theo, t6i ndi ho ¢ thé ddm phén véi nhiing cong ty kinh doanh
cdc by phim dt tién. Toi ndi, “Cong ty d6 c6 thé chi trd hé” t nhiing chi phi
gui thu chao hang d¢ n khéch hang ctia anh, va anh ¢6 thé huéng 50% lo i
nhudn. Ho sé dat duo ¢ nhiing co hoi kinh doanh ma ho chua tu’ ng co, va
anh sé c6 thém lo i nhuan. Bay gid, né" u nhu né hiéu qua, anh c6 thé ép dung
tuong tu cho hang tram ctia hiéu bang dia khac trén khap ti€u bang hoac ca
nudc. Bd ng cdch nay, anh tié p tuc hdi ra tién tu’ nhiing m6i quan hé lau
dai sau khi anh da khai thdc hé"t tiém ning hoat dong kinh doanh v&i chinh
khach hang ctia mi nh”

Toi tu’ ng khuyén mot nha kinh doanh bat dong san chuyén ding tin biét
thu cho thué trén t6 bao cht nhat 6 mot tiéu bang no hay lién hé véi nhiing
ai dang quang cdo tuong tu d€ c6 duo c thong tin ctia nhiing khach hang nao
ho lién lac that bai. T6i da khuyén mdt cong ty kinh doanh tham trai san lién
ké"t v6i nhiing nha kinh doanh bit dong sén & dia phuong. Nhiing nha kinh
doanh b4t dong san dua cho ho tén tud’ i cia nhiing khach hang gan day c6
mua nha ctia ho. Va nhiing buic thu chao hang c6 su bao chiing ctia nhiing
nha kinh doanh bat dong san gidi thiéu cong ty kinh doanh tham trai san no
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thu hut rat nhiéu khach hang. T6i da khuyén mot cong ty stia chiia nha hang
sang lién hé v6i nhiing cong ty kinh doanh hang rao, dich vu an ninh va ho
boi. Khach hang cta nhiing cong ty khac do rit c6 thé sé hiing thu véi viéc tu
stia cao cap.

Ban phai tin dung t&i da tu” ng tai sin mot trong doanh nghiép d€ thanh
cong va 16n manh trong tuong lai. Mot trong nhiing tai san cd ti€ém nang
manh mé nhit ma doanh nghiép ctia ban c6 (va ban sé khong ti' m thdy n6
trén bang can doi thu chi) chinh la khach hang ctia ban. Hay nhé lai mot cau
cham ngon ci, “Khach hang luén luén dang. .. d6i véi doanh nghi¢p ctia ban
va cua tdi nia.”)

Chung t6i dd mang lai lo i nhuan cd triéu d6-la cho moét trong s6 nhiing
ngudi toi tu’ ng tu van ba’ ng cich tié’ p cAn mot doanh nghiép chuyén lam
phan mém quan ly thong tin lién lac. Nhén tién, phan mém quan ly thong tin
lién lac 1a phan mém gitup nhitng doanh nghiép c6 lic lvo ng nhan vién kinh
doanh quan ly thong tin lién lac va git lién lac mot cach thudng xuyén véi
d6i tuo ng tiém nang va khach hang hién tai. D6 la mot phén rat quan trong
ctia hé théng bdn hang ngay nay. Chung t6i dé" n cong ty kinh doanh phin
mém d6 va thuyé” t phuc ho gidi thiéu tat cd khach hang mua phan mém cta
ho tham duy vao chuong tri’ nh huén luyén ban hang ma doanh nghiép toi tu
van cung cdp. Hang nghi’ n doanh nghiép di tham dy vao nhiing bué’i gidng
day d6 - chi trd tu" 1.000 d&"n 5.000 d6-la - va chic khong ai them dé'n
né u khong co sy gidi thiéu cia doang nghiép phia chl, ngudi ma ho dit
niém tin va luén lam theo nhiing gi duc ¢ huéng dan.

Cac Buéc Hanh Dong

Bit dau ba" ng viéc 1én danh sach nhiing san phdm va dich vu c6 thé bo’
sung, di trudc hay di sau sain phdm hodc dich vu ctia ban. Tié" p theo 1én danh
sach nhiing doanh nghiép kinh doanh nhting sain phdm hoac dich vu do.

Né" u ban dang lam viéc cho mot doanh nghiép, danh sach ctia ban sé 1a
nhiing c4 nhan/td” chtic taic dong d&" n nhiing quyé”t dinh quan trong trong
cudc doi ban.

Tié p theo, hay lién hé nhiing c4 nhan hodc doanh nghiép d6 va dé nghi
thié” t lap mot moi quan hé chi-bén hudng loi. Pu’ ng hy vong ngusi ta dong
¥ ngay lap tiic. Hay xem d6 1a mot qua tri nh. Pu’ ng ¢6 gdng ndm bt duo ¢
tho a thuan ngay trong lan gip go™ dau tién, du” tryc ti¢ p hay qua dién
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thoai. Ban nén gtii mdt 1a thu gidi thiéu trudc dé€ ho chudn bi gap hodc tra 16i
dién thoai ctia ban. Sau 14 thu m& dau do, hay tié” p tuc véi mot cudc dién
thoai, sau d6 né"u c6 thé, hay hen gip. Hay thié t lap mot quy tri nh 16-gic va
c6 hé thdng trong cong tac gtii thu, dién thoai, gip go™ v.v...

Hé thdng lai cac s6 liéu, di kién, 1ap ludn 16-gic, va tri’ nh bay nhiing
y& u td thuyé t phuc nhit c6 thé khié" n ho khong thé lam gi' khéac hon ngoai
chuyén gat dau dong y. Hay bat tay vao thuc hién véi niém tin chan thanh
rd ng: chila vin dé thoi gian d€ nhiing ai ban lién lac tré thanh ddi tac
chié’ n luo c ctia ban va déng gép vao tai san/thanh cong ctia ban. Pu ng doi
dé"n khi mot tho’ a thuan duo ¢ ky k&' t mdi bat ddu déng gop gid tri vao méi
quan hé nay. Hay chia se’ y tudng va dua ra 16i khuyén ciing nhu nhiing goi
y mdi khi ban tié¢" p xtic v6i ho. C6 thé ban cdm thdy 2 hodc 4 méi quan hé
nhu thé” chua phdi la nhiéu, nhung chi cAin mot s6 mdi quan hé cha-bén
huong lo i cing c6 thé mang lai nhiing ké” t qua hé"t stic 4n tuc ng. Né"u ban
lua chon d6i tac mdt cach khon ngoan, ban c6 thé that su gia ting quy mo
doanh nghiép ctia mi nh 1én tu 50% - 100%.
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Chuong 11: Nguoi Ma Ban Nén Gap

Lam thé nao dé thiét 1a p mot hé thong khach hang gi6i thiéu chinh thiic

Toi dam cuo ¢ ra’ ng ngay luc nay, mot s6 luc ng 16n d&” n mic bat ngo
trong s6 nhiing khach hang mdi ctia ban c6 duo c la nhd nhiing 16i gidi thiéu
truc tié p hodc gidn tié" p. (Ban c6 thé xem nhu “truyén miéng” ciing duc c).
Nhung t6i cing ddm cd rd ng ban chua hé thié"t lap mot kénh thong tin gidi
thiéu mot cach chinh thic va hiéu qua. Ban can lam diéu d6. Ban da dau tu
qua nhiéu vao hoat dong kinh doanh cting nhu khach hang ctia mi’ nh. Ban
da mang lai nhiéu gid tri va lo i ich d¢"n mtc ban be¢, dong nghiép, va thanh
vién trong gia di’ nh nhiing khéch hang d6 khé long tu™ chéi. Pa s6 doanh
nghiép d6” thoi gian, cong stc va tién bac vao hoat dong quang céo, tié"p thi
hodc nhiing chuong tri’ nh khuyé” n mai theo kiéu thong thudng, chi tap
trung vao bé no’i, trong khi chi cAn mot phan nho’ thoi gian, tién bac d6 c6
thé mang lai ké"t qué t6t hon nhiéu né"u ho bié"t xay dung mot hé thdng
thong tin giGi thiéu chinh thic. Ching ta hay phén tich y& u t6 tim ly d3" ng
sau nhiing hé thdng nhu thé™ trudc khi toi cho ban bié"t chinh xdc céch s
dung nhiing 16i gidi thiéu; roi chung ta sé xem cac khach hang khac cta toi
da 4p dung diéu nay vao doanh nghiép ctia ho nhu thé" nao.

Yé&" u t6 tAm ly: Pao diic kinh doanh budc ban phai mang lai cho tét ca
khéach hang ctia mi nh nhiing gid tri va k&t qua tét dep nhu nhau, va cho ca
nhiing ngudi than ctia ho. Né u ban thé hién sy quan tdm dé¢ n khéch hang
va quan tAm dé" n viéc lam thé” nao san phdm/ dich vu ctia ban tao ra nhiing
su khac biét trong doi sdng, hoat dong kinh doanh, hay su nghiép cta ho, at
hi’ n ho sé si”n sang gidi thiéu cho ban nhiéu khach hang tiém ning. T4t ca
nhiing gi’ ban phai lam 14 chi cho khéch hang bié" t ho ciAn lam gi . Trong
chuong nay ban sé hoc duo c cdch tao ra va 4p dung mot hé thong khach
hang gidi thiéu chinh thic, khong ton kém, giip ban gia ting s6 lic ng khach
hang va thu nhap ngay lap ttic. T6i can cu vao dau dé ndi vay? Tat ca bat
ngudn tu’ niém tin cta toi vé nhiing gi' ban lam.

ba phan moi ngudi lam kinh doanh chi nghi vé nhiing khia canh khai
quét ctia nhiing gi ho lam... ho ban giay dép hoic bat dong san hodc co’
phié¢”u hodc bao hiém hogc thié” t bi cdng nghiép. Hay trdnh bi¢'n mi’ nh
thanh mot moén hang héoa. Thay vao d6, hay chu trong dé n sy dong goép ctia
ban vao cudc song hodc su nghiép cta khach hang cling nhu sy dnh hudng
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ma nd tao ra. Hay bdt ddu nhi n doanh nghiép ctia mi’ nh véGi tAm thé” ty
hao nhu vay. N& u ban kinh doanh may vi tinh, hay tap trung vao thuc t&” 1a
nhd mua may vi tinh cta ban ma doanh nghiép dé hoat dong hiéu qua hon.
Ngudi chi hodc ban lanh dao cong ty d6 cd 1€ da gidm duo c chi phi hoat
dong, thoi gian lam viéc va nhiing t6 n that mot cach dang ké, nho st dung
mady vi tinh cia ban 1am trung tim xt ly thong tin. Nhiing cong viéc bi’ nh
thudng phai cdn dé n ba ngudi lam gi¢ day chi cAn mot ngudi, va may vi tinh
clia ban bié" n nhiing viéc nhu vay trd nén kha thi. Hay tap trung vao nhiing
déng gop hodcloiich ky diéu ma san phdm/dich vu ctia ban da tao ra.

Du’ ng bao gid chi chid trong dé¢" n nhiing gid tri chung chung thong thudng.
Tuong tu v6i nganh kinh doanh linh kién mdy mdc. Hay tap trung vao viéc
ban gép phén tao ra mot san phdm hoan chinh, va san phdm nay sé hoat
dong t6t trong nhiéu ndm, hodc hang nghi’ n gi¢ hoat dong ma khong bi

ho’ ng hoc hodc gian doan, nhd vao nhiing linh kién quan trong do ban san
xudt ra. Cho du” ban kinh doanh bat ky san phdm hay dich vu gi , ngay khi
ban nhén thtc vé cich nhi’ n nhin ban than va dong gép ctia mi’ nh, moi thi
trong doanh nghiép hoic cong viéc ctia ban sé thay do'i theo chiéu huéng t6t
hon. Dé lam duo ¢ diéu do6, khong bién phap nao thich ho p hon nhiing 15i
gidi thi¢u.

Su Thay D6i C6 Thé Rat An Tugng

Khi ban thay d6 i cAm nhan cta ban vé gia tri ban than, ban cling thay
dd’i cach ban nhi’ n nhan méi quan hé ctia mi’ nh vé6i khach hang. Ban
khong con xem ho nhu nhiing ngudi mua san phdm hoéc dich vu ctia ban
nita. Thay vao d6, ban sé xem khach hang ctia mi’ nh nhu mot ngudi ban
than thié¢"t va ddng quy, mot ngudi ban gin bo ca doi, bai d6 that sy 1a vai tro
ctia khich hang d6i v6i ban. Noi cho cu’ ng, ho da ké”t than véi ban va doanh
nghiép ctia ban; ho da tin tudng ban thong qua nhiing quyé”t dinh mua hang
quan trong va cip thié"t von gy tdc dong va anh hudng dé¢ n chinh sy an
toan, hanh phuc, cam giac thodi mai, niém vui hoac mtic do giau c6 cua
chinh ho. Ho tin tudng ban. Ho trong cay vao ban. Mot khi ban chip nhén
14p luén nay, ban sé dé” dang hiéu ra diéu quan trong t6i sap ndi, va né ciing
lién quan dé¢"n nhiing 16i gigi thiéu khéch hang.

Ban sé khong dé bat ky ai quan trong d6i véi mot trong nhiing ngudi
ban than thié"t va quy gid ctia mi’ nh dua ra quyé t dinh mua sdm sai 14m,
né u ban c6 thé ngin chin diéu d6 xdy ra. Né"u me ban, anh trai ban, cdp
trén hodc thu ky ctia ban chuén bi tiéu tién vao mot mén gi' d6 quan trong,
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va ban bié" t rd’ ng, né u d€ ho ty ra quyé” t dinh, nhiéu kha ning ho sé pham
sai 14m hodc Iya chon cho mi nh nhiing thit khong tuong xting, ban sé nhéy
vao can thiép. Hay lam diéu tuong tu véi cac khach hang than yéu cta

mi nh. Batky ai quan trong v&i khich hang cta ban ty nhién sé tré nén
quan trong d6i v6i ban. Nghia 1a ban ¢6 giang hé"t stic dua sdn phdm/dich vu
ctia mi nh dé n tay nhiing ngudi than quen ctia khach hang, nhiing ai cin
dé"n 161 khuyén hodc su gitp do” ctia ban, vi' 101 ich cao nhat ctia khach
hang. Nhu vay, ban can tao diéu kién va khich 1¢ nhiing 161 gi6i thiéu ngay
mot nhiéu thém. Bié"t duc c diéu d6, ban hay xem tu’ ng khach hang - du’
ho c6 giao dich vé6i ban thudng xuyén hay khong — nhu mét nguodn gidi thi¢u
khach hang méi day tiém nang ctia ban. Nhung c6 thuc ddy ho gidi thiéu
khéch hang cho ban hay khong la con tu” y & ban.

Mot béc si tm ly toi tu” ng tu van da phat trién sy nghiép cia mi nh
nhanh chéng nho lam theo 16i khuyén nho nho” sau: Anh 4y néi v6i nhiing
nguoi gidi thiéu bénh nhan dé¢"n véi mi’ nh (mot s6 luc ng 16n khéach hang)
ra ng nhiing ai do ho gidi thiéu d&’ n phong khédm sé& duc ¢ mié¢™ n phi lan
khédm d4u tién. Béc si tim ly nay ganh chiu nhiing chi phi d6, nhung bu’ lai,
anh c6 rit nhiéu co hoi lam dn md&i, boi rat nhiéu bénh nhan da khuyé n
khich ban bé va ngudi than d&"n khdm tht.

Thiét La p Hé Thong Gidi Thiéu Khich Hang

Hay xem c6 bao nhiéu 16i gi6i thiéu ban v6 ti’ nh ¢6 duc ¢ ngay lac nay.
Va nhan nd véi 10 lan. Roi gdp doi. Va gap doi lan niia. D6 chinh 1a mic do
ting trudng kinh doanh tiém nang ma ban c6 kha nidng dat duo c. Mot hé
thong gidi thiéu khach hang quy cu sé giup ban gia tang s6 luo ng khich
hang va 1o i nhudn ctia mi’ nh ngay lap titc. Mot khach hang c6 duo ¢ nho
giéi thiéu thudng tiéu nhi€u tién hon, mua thudng xuyén hon, mang lai
nhiéu lo i nhuan hon va trung thanh hon bat ctt nhém khach hang nao ma
doanh nghiép ctia ban c6 duo c. Va nhiing 16i gidi thiéu rdt dé” kié'm. Loi
giGi thiéu nay kéo theo 16i giGi thiéu khac, khong ngu’ ng.

Céch Thu c Hién

Budc mot: M6i khi khach hang giao dich tryc tié” p v6i ban, thong qua
nhan vién kinh doanh hodc qua thu tu", e-mail, dién thoai, hay khéo 1éo nho

ho gi6i thiéu ban véi ngudi khac. Nhung trudce tién ban phai chudn bi moi
thd. Hay n6i véi khach hang ctia ban rd” ng ban rét thich 1am &n véi ho va ¢
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1 ho cling quen bié" t v6i nhiing ngudi c6 t6 chit va gia tri giong ho. Hay noi
v6i ho rd’ ng ban rit mong ho gidi thiéu nhiing ngudi quen déng tin cay do
cho ban. Giup khéach hang hi’ nh dung duo ¢ nhiing lo i ich ma ngudi quen
ctia ho duong nhién sé nhan duo ¢ khi mua sdn phdm/dich vu ctia ban. Goiy
cho khach hang vé nhiing d6i tuo ng hodc doanh nghiép ma ban théy phu’
hop -vavi saoho duo c hudngloi. V& ra biic tranh sinh dong ba’ ng cach
n6i cho khéch nghe nhiing gi

ma ngudi than/doanh nghiép ma ho gidi thiéu cé thé mua duo ¢, cong
thém gdi vu dai hoan toan khong rui ro, khong rang budc.

Budc hai: Bay to’ mong mudn duo ¢ trd chuyén, tu van, hodc it nhat
cling c6 dip gdp go~ véi bit cti ngudi nao quan trong déi véi khach hang do.
Dé nghi duo ¢ tu vin cho nhiing ngudi ho gidi thiéu hodc d€ ho du’ ng th,
hodc ti’ m hiéu vé cich stt dung san phdm/dich vu ctia ban ma khong can
phai mua, nhd do khach hang sé xem ban nhu mot chuyén gia c6 gia tri ma
ho c6 thé giGi thiéu cho ban bé hodc dong nghiép. N& u ban lam diéu d6 moi
ngay cho bt ky khach hang ndo ma ban tié¢ p xuic, bdn hang, vié"t thu hodc
gdp mat - va ban yéu cdu nhan vién cia mi nh cling lam tuong ty, bat dau
trong 5 ngay — chic chan ban sé cé thém duo c hang ta hay tham chi hang
trdm khdch hang mdi. Toi tu” ng chiing ki¢'n mot doanh nghiép gia ting quy
mo gdp 3 14n trong 6 thing khi moi ngudi di theo mot quy tri’ nh gidi thiéu
khach hang hiéu qua.

Hé Thong Gidéi Thi¢u Khach Hang
La Bi Quyét T6i Uu Héa Va Phat Trién Vuot Bac

Vi sao ban cin nhiing 15i gi6i thiéu? Boi d6 1a cich it tdn kém nhit, it
rai ro nhét, nhung lai cé tiém niang cao nhit so v4i bat ct cich ti m ki¢'m
khéch hang nao khéc. Thém mot 1o i ich nifa, 1a khach hang dé"n véi ban
theo dudng gidi thiéu thudng it khi d¢" n d€ xem cho bié"t gid ca hodc héi
han sau khi mua. Diéu d6 thé hién quy luat khong d6’i: né”u khach hang gidi
thiéu ban cho ngudi khac nghia 13 ho da tin tudng va quyé t dinh gan bé véi
ban roi. Tai sao ban cdn mot hé thong giéi thiéu khach hang chinh théng?
Vi’ ban mu6n mot hé thdng quy cti, cho phép ban an tim don nhén vo van
16i gi6i thiéu boi moi thu da duo ¢ sap ddt dau vao day va chudn héa. Vi sao
ban can nhi€u hé thdng gidi thiéu? Bsi day la cach tot nhéat d€ thu hut khach
hang méi. Né" u ban muén t6i uu héa doanh nghiép, ban cén it nhit tu” 4
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dé’ n 5 hé thong giGi thiéu khac nhau. Va khi da quen vé6i qua tri’ nh thié"t
lap, cang vé sau ban cang thdy viéc thié” t 1ap nhiéu hé thong gidi thiéu khach
hang khéc nhau that dé” dang, don gidn va hiéu qua. Sau day la nhiing thong
tin can bié" t trugc khi thié" t 14p hé thong gidi thiéu khéch hang.

1. D6i tuo ng khach hang ly tudng ctia ban la ai? (Nhiing khdch hang ly
tudng la nhiing khach hang ban mong muén c6 thém nhiéu nta.)

2. Khach hang ly tudng ctia ban mudn va cin gi ?

3. Déi thu canh tranh ctia ban dang mang lai cho ho nhiinglo i ich/két
qua gi’ ? Nhiing gi' ho lam t6t hon va té hon ban?

4. Ban mang lai lo i ich/ké’ t qua gi’ ? Diu gi' ban lam t6t hon hoéc té
hon so véi doi thu?

5. Van dé 16n nhét ctia khach hang ly tudng van chua duo ¢ dép ting l1a
gi’ 2 Lam thé" ndo ban gidp ho giai quyé t vin dé d6?

Hé Thong Gi6i Thiéu Mau

Hay lam theo go i y nay d€ ban hiéu va dé khach hang gidi thiéu nhiéu
ngudi hon dé¢ n cho ban.

1. Y&" u t6 nhan khiu hoc ctia khich hang ly tudng ctia ban la gi ?

a) Thu nhap b) Gid tri tai chinh ¢) D6 tud’i d) Giéi tinh e) Dan toc f)
Moi trudng s6ng g) Dia phuong h) Loai hi’ nh doanh nghiép i) Ti nh trang
hon nhén j) Ton gido k) S& thich 1) Quan diém chinh tri m) Thanh vién cta
nhiing hiép héi hoac déi nhém n) Phuong tién giao thong ca nhan o) Co dat
mua bdo, tap chi hodc thué bao truyén hi’ nh cap khong p) Tri’ nh d¢ hoc van
q) Loai hi’ nh dau tu (bt dong san, tai khoan ti¢"t kiém, cd phié’ u, trai
phié¢’u, v.v...)

r) Ti’ nh trang stic kho’ e thé chét s) Ti nh trang stic kho' e tinh than t)
Théi quen vé stic kho e (du” ng thudc bo’, dn chay, v.v...)

u) Co hut thudc 1a khong v) St dung d6 udng cé con (uong xa giao,
V.V...)
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w) S6 thich di nghi mat x) S& thich mua sdm (thich hang bén le” - cao
cap hay giam gia; mua hang qua thu; tap chi; dién thoai, v.v...)

y) Dia vi x4 hoi z) Bit cd nhém nhén khiu hoc nao khac phu™ ho p véi
doanh nghiép ctia ban

2. Ai c6 thé giGi thiéu nhiing khach hang nay cho ban?

Xem xét tu’ ng nhom sau day, bao gom ca nhiing m6i quan hé hién hiiu
va truGe day cta ban. Vi dy, ban sé nghi d&" n nhiing nha cung cip, khich
hang, nhan vién, doi thu canh tranh, v.v... hién tai va trudc day. Hodc ban cé
thé can nhic d&"n su k&'t ho p, chd ng han nhu nhan vién cit ctia d6i tha
canh tranh.

a) Nha cung cip b) Khach hang ¢) Nhéan vién d) D6i tha canh tranh e)
Ho hang thén thich f) Khach hang tiém nang g) Khach hang tiém néng
nhung khong thuyé”t phuc duo ¢ mua hang h) Hang x6m ldng giéng va ban
be i) Cong dong gido xu j) Thanh vién hiép hdi (nhom hoat dong xa hai, hiép
hoi trong nganh, hoi tu” thién, hodc hoi nhiing ngudi cé cu’ ng s& thich)

k) Nhiing doanh nghiép va chuyén gia cu’ ng linh vuc v6i ban ma khach
hang ctia ban tin tudéng 1) Nhiing doanh nghié¢p va chuyén gia khéc linh vuc
v6i ban ma khach hang cta ban tin tuéng m) Nhiing nha lanh dao hodc
nguidi nd i tié' ng ma khach hang ctia ban ngio” ng md, ton trong va/hoic tin
tudng n) Bién tdp vién, phong vién trong cac don vi xuat ban o) Nhiing
nhom cé sé thich dac biét (thudc 14, du lich, &m nhacv.v...)

p) Nhiing ca nhan hay doanh nghié¢p cé giao dich véi khach hang ctia
ban trudc, trong va sau khi khach hang dé giao dich véi ban (néi cach khac,
nhting doanh nghiép hay ca nhan cé khach hang ma ban can)

q) Co quan luat phap chinh phua

3. Chudn bi moi thd dé€ nhan duo ¢ nhiing 16i gidi thiéu.

a) Viéc dau tién la ddm bao cé mdt san phdm hodc dich vu tot hodc ¢
gia tri. Né"u chua du t6t, hay cai thién n6 b) Tran trong nhiing gi' ban lam c)

Dinh vi ban than mot cach khéac biét so v6i doi thu canh tranh d) Thé hién su
quan tAm véi nhiing khach hang hién hitu b’ ng cdch dit ra nhiing cau ho’i
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v€ ho e) Cho ho bi¢"t ra ng du’ ngudi duo c gisi thiéu khong mua hang cta
ban di niia, ban van sd” n long tu vin cho ho bi¢" t ho nén mua gi', nén trénh
gi ,ky vong diéugi , cothébo sot diéu gi , va bit cti diéu gi’ tdc dong tich
cuc hodc tiéu cyc &’ n nhiing khach hang duo c gidi thiéu dy f) Hay dua ra
nhting ly do ly tri lan ti’ nh cdm khié n ho nén gidi thiéu khéch hang cho
ban. Hay giai thich rd” ng doanh nghiép ctia ban phat trién phan nhiéu nho
nhiing 16i gidi thiéu, va nhd vy ma ban c6 kha nang dau tu tién cta va thoi
gian nha’ m mang lai nhiing san ph&m hodc dich vu t6t hon g) D& nghi duo ¢
gui lai ho mot khoan thu lao vi© da gigi thiéu khach hang cho ban. (Trong
truong ho p mot vai cd nhan khong duo ¢ phép nhan khoan tién 4y vi mot
s6 1y do, ban c6 thé gitp ho phat trién doanh nghiép, déng gop vao quy tu
thién ctiaho v.v...)

h) Dé nghi gdi d¢ n cho khéach hang ctia ho mdt san phdm/ dich vu
mié” n phi hodc v6i muc gid uu dai va néi v6i ho day la nhiing git ma ngudi
giGi thiéu ban d&"n v6i ho da mua trudc d6 i) Pua ra mic vu dai dic biét cho
nguoi duo c gidi thiéu.

Cé thé1a qua ting, ché” do hoan tién, dich vy cOng thém, gidm gid, hodc
bét cii thit gi- ¢4 gid tri trong mat ngudi duo c gidi thiéu j) Nho khach hang
goi dién thoai hodc lién hé tryc tié p ngudi duo c gidi thiéu k) Hay lam mot
diéu gi' do cho nhiing ai ban cin 15i gidi thiéu ctia ho trudc khi nhd ho giGi
thiéu ban. D4 la quy luat “banh it di banh quy lai” Cha’ ng han nhu mot tam
thiép sinh nhat, moi ho bia trua, gidi thiéu khach cho ho, tang ho m¢t ban
bdo cdo hodc mdt quyén sach, bat cti thii gi' co gia tri trong mat ho 1) Hay
giti lién lac thudng xuyén véi nhitng ngudi da gidi thiéu khach cho ban trong
qua khti. Thé hién sy bié"t on nhiing ai dd mang khéch hang dé"n cho ban.
Phén hoi lai nhiing ai da giGi thiéu khach hang cho ban d€ ho bié" t nhiing gi’
dang dié" n ra m) D€ nghi khach hang gigi thiéu ban khi ho dang & trong tam
trang t6t nhat. C6 thé d6 la luc ho vu' a mua sén phdm/dich vu cia ban xong.
C6 thé1a khi ban vu' a lam mot diéu tuyét voi cho ho nhu hoan lai mét s6
tién 16n, mot vu dai tét, boi thudng thiét hai hodc thuc hién cam ké"t vé dich
vu hodc nghia vy ctia ban. Ciing c6 théla khi ho vu a ¢ chuyén vui nhu lap
gia di’ nh, c6 con, thing chiic, nghi huu, hodc chuyén dé6’i cong tac n) Du ng
qua rut ré bén 1én; hay manh dan nhd ho gidi thiéu o) Va hay cdm on khach
hang vi' nhiing 16i gidi thiéu cta ho

4. Gitp khach hang xac dinh nhiing ngudi ho sap gidi thiéu cho ban.
Hay ho’i ho, “Anh/ chi cé bié"t ai 2” (Dién vao ché tréng cang nhiéu nhém
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ngudi va ti nh hudng cang t6t d€ nhic cho ho nhdé.)

Nhom mot: nhiing ngudi ho thudng giao tié” p a) Nha cung cép (hién tai
va trudc day)

b) Khach hang (hién tai va trudc day)
c) Nhan vién (hién tai va trudc day)
d) Doi tha canh tranh (hién tai va truéc day)

e) Ba con ho hang f) Khach hang tiém nang g) Khach hang tiém ning
khong mua hang h) Hang x6m i) Cong dong gido xt j) Thanh vién hiép hoi
(nhom hoat dong xa hoi, hiép hdi trong nganh, hoi tu” thién, hodc hoi nhiing
ngudi co cu ng s thich)

k) Nhiing doanh nghiép va chuyén gia cu’ ng linh vyc v6i ban ma khich
hang ctia ban tin tuéng 1) Nhiing doanh nghié¢p va chuyén gia khéc linh vuc
v6i ban ma khach hang cta ban tin tuéng m) Nhiing nha lanh dao hoac
ngudi nd i ti¢' ng ma khach hang ctia ban nguo™ ng md, ton trong va/hoic tin
tudng n) Bién tip vién, phong vién ctia cac don vi xuat ban o) Nhiing nhém
co sG thich dac biét (thudc 14, du lich, &m nhac v.v...)

p) Ban bé q) Lu6t qua danh ba dién thoai ca nhan ctia ho va nhd ho néi
cho ban bié¢"t vé tu’ ng ngudi r) Danh sdch nhiing doanh nghiép ma ho dinh
lién hé

Nhom hai: nhiing ngudi ho nghi d&' nvi' mot sy kién nao d6 a) Nhiing
nguoi vao van phong ctia ho b) Nhiing ngudi cé quan hé cong viéc c) Nguoi
vu a nghi huu (hodc dang c6 y dinh)

d) Ngudi vu alép gia di nh (hodc dang c6 y dinh)

e) Ngudi vu a c6 con (hodc dang c6 y dinh)

f) Ngudi vu aly hon (hodc dang c6 y dinh)

g) Ngudi vi a sim mot mon d6 (nha, xe hoi, thu nuoi, tau thuyén, thié’ t

bi gidi tri gia di’ nh, mdy vi tinh, doanh nghiép, bat ddng san, hodc diu tu)
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h) Ngudi vu' a ban mot mon do (nha, xe hoi, thu nudi, tau thuyén, thié’t
bi gidi tri gia di nh, mdy vi tinh, doanh nghiép, bat ddng san, hodc diu tu)

i) Ngudi dang c6 y dinh mua/ban moét tha git d6 j) Ngudi vu' a chuyén
nha k) Ngudi vu’ a tié’ n hanh tu stia nha ctia (hodc dang c6 y dinh)

1) Ngudi c6 con 16n mudn don ra ngoai (hoac dang c6 y dinh)

m) Ngudi vu' a c6 tang trong gia di’ nh n) Tt ca nhiing ai khach hang c6
thé giGi thiéu cho ban dya trén von kié" n thiic vé nhiing hoat dong ctia ho

Nhu" ng Vi Du Vé Hé Théng Gidi Thiéu Khach Hang

Mot doanh nghiép mua ban dat rao ban nhiing 16 dat 6 mot khu vuc
riéng biét méGi quy hoach. Moi ngudi sé chon mua cho mi nh mét mié” ng
dit, nhung trudc khi ho ky vao ngin phié” u, ho phai gidi thiéu 5 ngudi.
Doanh nghiép no ban duo ¢ 113 16 dat trong 120 ngay, va ban cho 74 khach
hang duo c gidi thiéu qua dién thoai.

Mot nha moi giGi ching khoan cam thdy trong qua tri’ nh kinh doanh,
moi ngudi thudng ngan ngai dua ra 10i gidi thiéu bdi ho s6 ngudi ma ho gisi
thiéu sé mét tién vo ich. Anh ta vuo t qua tré ngai nay ba’ ng cach noi véi ho
rd ng cong viéc cta anh la ti' m cho khach hang phuong dn dau tu t6t nhét.
Né" u anh ban ron ti' m ki¢"m khach hang méi, anh sé khong thé danh ngin
4y thoi gian d€ ti' m cho ban nhiing m&i d4u tu tuyét voi. Vay ban sé phai lam
gi ¢ K&t qua 1, chét luo ng ctia nhiing 16i gi6i thiéu anh ta nhin duc ¢ vo
cu’ ng 4n tuo ng va ty’ 1& khich hang stt dung dich vu cic ky cao.

Mot nhém tu vén bao hi€ém va phic lo i nham dé"n mot phéan khuc thi
trudng rat hep, nhiing ngudi tu’ 55 d&'n 70 tud’i va c6 gia san td" 3 triéu do-
la trg 1én. Ho khong thé don gidn ho i khach hang ra” ng “Quy vi c6 bié"t ai
nhu thé” khong?” Ho phéi nghién ctiu thong tin nhiing nha dau tu dat dai
theo tu" ng dia ban nhat dinh. Ho ciing c6 thé ti’ m dé"n cac chuyén vién ké&’
todn va luat su trong vu' ng d€ ti m manh mdi. Khi c6 khach hang ghé tham,
ho sé 14y danh s4ch tén theo khu vuic khach hang d6 sinh séng. Ho ho’i thim
va né u khach hang nay quen bié t bit ky ai trong danh sach, vi khach d6 sé
noi, A", dung, toi bié” t ngudi nay, cac anh c6 thé muo n danh nghia cta toi
dé tié" p can ho” Céch lam nay mang lai hiéu qua tuyét voi. Bai hoc 6 day 1a
khi ban nho ai d6 gidi thiéu tén tud’ i mi’ nh, khong phai ltic ndo ho ciing xac

https://thuviensach.vn



dinh duo c nhém déi tuc ng ma ban nhdm dé" n. Nhung né"u ban dua cho ho
mot danh sich nhiing khich hang tiém nang da duo c chon loc va trong
truong ho p ho bié” t mét ai d6 trong danh sach, nhiéu kha nang ho sé danh
cho ban nhiing 16i giGi thiéu chét luo ng hon. Hoac né” u ban khong c6 danh
sach, hay ndi vé6i khach hang vé€ nhiing tiéu chi gii thiéu ma ban mudn.

Mot doanh nghiép chim séc da & chau Au dua ra khuyé n mai cham séc
da mit mié” n phi cho khich hang. Cu 10 vi khdch d¢" n thi' ¢6 nhiéu mua
thém san phdm hodc chon thém dich vu. Tinh trung bi’ nh méi 14n lam mat
tri gia 75 do-la. Khi moi ngudi mua mot goi dich vy, gom 6 lan chdm séc da
mat, ho duo c nhan 4 the’ gidi thiéu. Cti mot ngudi ho gidi thiéu mua mot
goi dich vy, ho duo ¢ hudng thém mét lan chdm séc da mdt mié™ n phi nita.

Mot nguoi ban xe hoi c6 duo ¢ nhiing 16i gidi thiéu nho nhitng qua bong
bay. Tu' ng chu’ m bong bay duo ¢ gtii tang cho nhiing khach hang méi mua
xe. Nhiéu nguidi ho' i han bdi chi’ ng thay thong tin gi' in trén béng ca. The’
1a vi khéch d6 c6 dip ké vé chuyén mua xe va gidi thiéu ho d&¢"n v6i ngusi
ban xe hoi no. Trong vong 9 thdng, co hoi kinh doanh dé¢' n tu™ cac khach
hang duo c gidi thiéu tang lén 58%.

Mot cao 6¢ phiic ho p c6 can ho cho thué ting khach hang 100 do-la
khdu tru” vao tién thué nha hang thdng né" u ho gidi thiéu thanh cong mot
ngudi dé n § trong tda nha. Va né u khich hang tié" p tuc gidi thiéu thém
nhiéu ngudi niia, ho sé duo c khau tri t6i da 900 do-la mot thang. Khi ban
cham md&c 900 do-la, ho sé ting ban 900 do-1a vao tién thué nha thang tié p
theo cho mo6i khach hang ban gidi thiéu thanh cong. Ho mé rong y tudng nay
thanh phi giGi thiéu khach hang tron dgi. Né u ban dang sdng trong mot can
ho ctia ho va ban chuyén di - gid st khong c¢6 bat ky rang budc nao - ho sé
tra cho ban chi phi gigi thiéu 1a 150 d6-la tién mét cho médi ngudi ban gidi
thiéu don vao &, sudt cugc doi ban. Cach nay da mang lai hiéu qua rat, rat tot

cho ho.

Mot bac s nhan khoa vié' t tay mot 14 thu cdm on rét gian di va gii dé' n
nhiing bénh nhan da gidi thiéu bénh nhin khac cho anh. Né" u ban c¢6 hoc vi
tié’ n si, nhiing nguoi bi nh thuong khong ky vong gi' chuyén duo ¢ ban
tran trong, cang khéng mong duo ¢ ban cdm on. Nhung né” u ban lam diéu
do, ban sé dé lai dn tuo ng rat sau ddm trong long ho. Diéu ma vi bac sino
phét hién ra khi ty mi nh vié"t thu chinh la: anh nhiéu 14n gtii chung vé
cu ng nhiing dia chi ma anh tu’ ng gtii trudc d6. Né" u ban gtii thu ddnh may,
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toi khong tin né tao duo ¢ anh hudng tuong tu. N6 luc thié¢"t 1ap nén mot hé
thong gidi thiéu khach hang sé c6 gid tri hon nhiéu so véi khoang thai gian it
o'iban bo’ ra. Nén nhd nhiing khach hang duo c gi6i thiéu sé 1a mot trong
nhiing nhom khach hang uu ta nhat va trung thanh nhat ctia ban. Nhiing
khéch hang duo c gidi thiéu la tién tuyé n “phong ngu” cho sy phat trién
doanh nghiép cia ban. Du’ ban lam trong linh vic nao ching ntia, ban déu
c6 théti m duo c ho. Ho la nhém ngudi ban dé” tro chuyén, lam viéc va chao
ban san phdm nhét.

Cac Bu6c Hanh Dong

Bit dau xem khach hang ciia mi’ nh nhu nhiing ngudi ban than thié" t va
dang quy. Nghi xem c6 bao nhiéu ban be, ngudi than, dong nghiép, khach
hang nao ho c6 bié"t va cé thé gidi thiéu cho ban. Xem lai nhiing vi du mau &
trén. Lap danh sdch moi y& u t6 ma ban bié" t ¢4 thé ép dung cho khéch hang
ctia mi' nh. Ti¢"p theo, chon ra mot hoéc hai quy tri nh gidi thiéu mau duo ¢
gidi thiéu trong chiong nay ma ban cé thé 4p dung ngay hoic thay d6’i chut
it. Chon ra khach hang tiém nang nhit tu’ danh sich khach hang ctia ban
can ct vao mdi quan hé ctia ban vdi ho, tdn sudt mua hang tu' trudc dé' n
nay hodc muic do hai long cta ho. Hiy xem xem ban cé duo c bao nhiéu
khach hang tu” viéc gi6i thiéu trong 5, 15, 30 va 45 ngy téi. Stia d6' i va hoan
chinh hé thong d€ c6 thé an tdm vé n6. Mot khi chiing minh duo ¢ hiéu qua,
hay tich ho p hé thdng vao tit ca cac hoat dong kinh doanh ctia ban - va lién
tuc st dung nd. Tié" p tuc thit nghiém va dp dung nhiéu hé théng hon nita.
Ban sé duo c gidi thiéu véi hang chuc, hang tram, thdm chi hang nghi n
khach hang méi ma ban cé thé phuc vy, bao vé va dong gop gia tri cho ho
trong nhiéu ndm t6i. Khach hang cé duo c nhd nhiing 16i gidi thiéu sé mua
thudng xuyén hon, mua nhiéu hon trong mot 14n, duy trit m6i quan hé véi
ban ldu hon, it mdc ca hon, tran trong ban hon, va thudng xuyén gidi thiéu
nhiing md&i quan hé ctia ho cho ban. T4t ca nhiing gi' ban cin lam 1a bit ddu
ap dung mot hé thdng va quy tri nh giGi thiéu khach hang thudng xuyén, va
khach hang sé dua nhau ti m dé n ban.

Chuong 12: Nhitng Khach Hang Hao
Phong

Noi lai lién lac v6i nhu”™ ng khach hang, dong nghiép va ban be” cii clia
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ban

C6 nhiéu phuong phap dé” dang gia tang s6 luc ng khach hang ctia ban,
chiing hién nhién dé" n bt ngd nhung it ai bié" t d€ 4p dung. Ban hoan toan
c6 thé gia tang s6 luo ng khach hang cia mi’ nh ngay lap ttic ba ng cach thu
hut nhiing khéch hang da 1au khong quay lai. Moi doanh nghiép toi tu” ng
bié"t, va tdi tin rd’ ng doanh nghiép ctia ban ciing khong khdc méy, luén bo’
quén mot khia canh, d6 chinh la viéc d€ mat dan khach hang, di nguo c lai
v6i phuong chAm duy trit m6i quan hé mua ban v6i khach hang, nghia la
ban dé€ cho khéch chdm dit giao dich v&i mi nh/doanh nghiép ctia mi" nh.
Ho 13 nhiing khach hang bi dong, nhiing d6i tuc ng khéng con na’ m trong
linh vic kinh doanh ctia ban hodc vit mét Iy do nao d6, ngu' ng giao dich.
Da s6 nhiing ngudi toi tu’ ng lam viéc thdm chi khong hay bié"t vé muc do
mat dan khich hang that sy ctia mi’ nh.

N&"u trudc tién ban khong xdc dinh duo c c6 bao nhiéu khach hang ca
khong con tich cuc giao dich v6i doanh nghiép ctia ban niia, ban khong thé
bt tay vao cai thién y& u t§ d6 ngay duo c. Chi cdn bié t duo c ty’ 1é phén
tram va ndm ro” nhiing khach hang cti hodac khach hang tiém nang d¢ la ai,
nhiing ai khong con tich cyc giao dich v&i ban, thi' ban da tié¢" n mot bude
dai trén con dudng giam thiéu ty” 1¢ mit dan khach hang ctia mi’ nh. Va
nguo ¢ voi mat dan khach hang chinh la gitt chan khach hang.

Né&" u ban dé€ mat 20% khach hang mot nim, ban phai thém vao 30%
khéach hang dé c6 duo c 10% gia taing doanh s6. Doanh nghiép nao cling phai
d6i mat véi viéc khach hang roi bo ho hoic ngu ng mua hang cta ho.
Nhung ban hoan toan cé thé gidm thiéu tham chi loai bo" hoan toan ti’ nh
trang do trude khi chung kip xay ra. Hay lam theo nhiing budc don gian giup
ddm bao va ngin ngu" a viéc mit dian khach hang nay, va hoat ddng kinh
doanh ctia ban sé phat trién vuo t bdc du” khong ting cudng cac hoat dong
thu hat khach hang méi. Mot khi ngan duo ¢ viéc mat dan khach hang, dong
chay tu nhién ctia nhiing co héi kinh doanh méi va nhiing khach hang c6
duc c tu viéc gisi thiéu sé tudn trao, boi ban khong con chiu dp luc bu™ dép
hao phi d€ hoa von. Nguyén tic tuong tu ap dung cho nhiing nhan vién uu td
ma ban, trong trudng ho p nay la nha tuyén dung hodc gidm déc, da dé vuot
mat. Bit kin 16 ro ri va ban sé hiing nuéc day x6 nhanh hon. Trong chuong
nay ban sé bié"t cdch gia ting nhanh chdng nguén khéch hang va thu nhéap
ctia mi nh b’ ng cach kich hoat lai nhiing khach hang va méi quan hé da
mat trong qua khu.

https://thuviensach.vn



Vay muc tiéu ddu tién va trudc nhét ban can lam 1a hiéu rd ng du’ loai
hi’ nh doanh nghiép ctia ban la gi' di niia, it hay nhiéu ban ciing sé mat dan
mot luo ng khdch hang nao d6. Ban can xac dinh duo ¢ muc d6 mat mat do 1a
bao nhiéu va nhiing khach hang cu thé d6 1a ai, nhiing ai khong con giao
dich v&i ban ngay lic ndy. Tié" p theo, ban cin ti m ra nguyén nhan khié¢ n
ho ngu’ ng giao dich vdi ban hodc doanh nghiép ctia ban.

Da phén khéch hang chdm diit mua hang ctia ban vi mot trong ba ly do
sau:

1. Mot diéu gi' d6 khach quan xdy ra trong cudc séng/cong viéc kinh
doanh ctia ho khié"n ho tam ngu" ng giao dich vé6i ban. Ho ¢é y dinh quay trg
lai, nhung ho chua cé dip lién hé véi ban.

2. Ho gap mot van dé€ hodc mot trai nghiém mua sam khong hai long véi
ban trong quéa khu nhung khong néi cho ban bié"t. Vi vay ho khong giao
dich véi ban hodc doanh nghiép ctia ban nia.

3. Hoan canh ctia ho da thay d6’i khi¢'n ho khong con cam thdy san
phdm/dich vu ctia ban hiu ich cho ho niia.

Chung ta hay cu ng nghién ctiu ba nguyén nhan nay mét céch chi tié"t
hon.

Ngay nao cling nhu ngay ndy, tam tri ban bi bao vay boi hang tram hang
nghi’ n thong diép, chung budc ban phai chu y, ddu tu thoi gian hodc tién
bac. Ngudi khac cting thé” thoi. Xa mit cach long. Mot ciu néi ¢t rich nhung
rit ding. Mot khi ban ngu” ng giao dich v6i mot cong ty/té” chic nao do,
khong cin bié"t san phdm hodc dich vu d6 t6t hodc gid tri & n may, ban co
khuynh huéng quén né di. Ban da bao gid vo ti nh quén khong tié” p tuc dat
mua tap chi dai han chua, mdc du ban rt ung ndi dung ctia n6? Cé lan, t6i
va vo toi di gdp mot nha nghién cliu vé dinh duo™ ng hai tudn mot 1an dé nho
tu van, va chung t6i rat hai long. Nhung khi c6 ho hang ghé choi va & lai
trong ba tudn, chung t6i ngung khong dé¢" n gip c6 4y va khong bao gio trd lai
niia. Téi cing mudn quay lai nho tu vin dinh duc™ ng, nhung tu mi nh lam
diéu do6 thi' khong. Tai sao? Né" u phai gidi thich, toi sé ndi rd’ ng tdi khong
xem trong dich vy 4y da d€ ty mi nh dua ra quyé”t dinh. Nhung, né u co 4y
lién lac véi t6i, né u c6 4y d¢" n nha, hodc goi dién cho t6i, hodc tham chi
vié't cho t6i mot 14 thu ngin gon, chic hd’ n toi sé ngay lap tic quay lai st
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dung dich vu ctia c6 ay.
Y clia toila gii u?

La thé” nay: hon mot ntia ly do khié n khich hang bo’ mét doanh
nghiép nao d6 ma toi tu ng bié” t chinh 1a khi ho chi dinh tam thdi ngu’ ng
giao dich nhung rot cudc khong c6 dong luc nao dé quay trd lai. Toi ngo
ra ng phan 16n s6 luo ng khach hang ngung giao dich véi ban ciing thudc
ki€éu khach hang c6 thién y nhung hay quén nay. Ban c6 co hdi tuyét voi va
cao ca dé thuc ddy cic khich hang cit ctia mi' nh ndi lai méi quan hé kinh
doanh mét 14n niia. Khi lam diéu d6, ban thét sy gidp ho ti’ m thdy nhiéu gia
tri va loiich hon cho cudc séng ciing nhu hoat dong kinh doanh cua ho.
Du ng quén rd’ ng moi san phd&m hodc dich vu ma ban kinh doanh déu cé
gia tri va hiiu ich doi véi nhiing khach hang do, va suot thaoi gian khong giao
dich v&i ban, ho bi thiét thoi. Ba” ng cdch giup ho quay tré lai giao dich véi
doanh nghiép ctia mi’ nh, ban da mang lai cho ho nhiéu uu thé’, ich 16 i hon.
Ban thdy d6, ban that sy dang gdnh trdch nhiém, nghia vu ké"t néi nhiing
khéch hang d6 véi ly do ban d4u khié n ho giao dich véi ban, va gidp ho tan
hudng nhiing ich lo i d6 mot lan niia. Toi sé chi cho ban cich don gidn nhat
dé thuyc hién diéu nay. Nhung trudc hé’t, ching ta hay xem qua ly do thudng
gdp thi hai khié¢"n khach hang ngu’ ng mua hang ctia ban. Ho cam thay thét
vong hodc khong vui véi ban hodc cong ty ctia ban. Sau day la mot s6 thong
ké thu vi lién quan dé¢" n nhiing khdch hang khong hai long tu” mot nghién
ctiu do Vién nghién ctiu Hoa Ky thuc hién cho Vin phong Ngudi tiéu du’ ng
ctua Nha Trang.

« Céc doanh nghiép sé khong bao gio duo ¢ nghe phan hoi tu” 96%
khach hang khong hai long khi bi d6i xt tho 16 hodc thié” u ton trong.

 90% s0 khach hang that vong véi dich vu sé khong quay lai lan nta.
o Va té hon, mdi ngudi trong s6 cac khach hang khong hai long dé sé ké
lai chuyén ctia ho cho it nhat 9 ngudi khac. 30% trong s6 nhiing khach hang

cti bi phat y do sé thuat lai cdu chuyén ctia ho cho nhiéu hon 20 ngudi.

« V6i moi 16i than phién nhan duo ¢, mét doanh nghiép trung bi nh c6
26 khach hang gap van dé, 6 trong s6 do gap van dé nghiém trong.

o Chi c6 4% s6 khach hang phét y sé ndi ra diéu dé. Ci mdi 16i than
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phién nhan duo c, sé c6 24 16i than phién khdc doanh nghiép khong duo ¢
bié"t - nhung lai duo ¢ truyén dat ¢’ n nhiing khach hang khéc.

« Trong s6 nhiing khich hang da phan nan thi' ¢6 d&¢"n 70% sé giao dich
v6i doanh nghiép trd lai né u nhiing vdn dé ctia ho duo c gidi quyé't. Ty  1é
nay tang 1én 95% né” u khach hang cam théy vin dé duo c giai quyé¢”t nhanh
chéng.

o Ly do khié"n 68% khdch hang ngu’ ng giao dich v&i doanh nghiép 1a
vi sy diing dung ctia doanh nghiép d6. Phii mét d& n 12 hanh dong tich cuc
méibu dap duoc ¢ cho mét hanh vi tiéu cuc trong mét khach hang.

Céch t6t nhat d€ giai quyé’t vdn dé nay 1a ngay tu d4u, ban du ng dé
mit bat ky' khach hang nao b’ ng cach ap dung triét d€ y tudng ctia Chié n
Luo ¢ Cta Sy Uu Viét. Tuy nhién, khi tu’ ng d€ mat khach hang béi nhiing ly
do tiéu cyc, ban chua ha n da mat tit ca. That ra, d6 c6 thé 1a mot trong
nhting co hdi t6t nhat d€ bat lién lac lai va lién ké" t chit ché v6i nhiing khéch
hang c d6. C6 1é ctia hang ctia ban dong khéch bat cho t, hodc thié” u hut
nhén luc, va moét trong s6 cac nhan vién cta ban trd nén kiém 16i hodc cdc
cd n v6i mot khéch hang nao d6 - déc biét 1a khi khach hang d6 doi ho’i qua
nhiéu thd. C6 thé khich hang d6 dit ra qua nhiéu cau ho i khong can thié't
va ban/nhén vién ctia ban khong c6 thoi gian dé tra 16i. Cé thé khach hang
d6 can sy quan tam hodc tro gitp ddc biét nhung khong duo c nhui y mudn.
Cé thévi ban da hua, hodc it nhit khach hang xem nhu ban da htia, lam cho
ho mét diéu git d6 sau khi ban duo ¢ hang - nhung r6i n6 khong xdy ra. Cé
thé vin dé néy sinh trong qua tri nh thanh todn khié" n khach hang buc
mi nh. Hodc khi khich vé d¢" n nha/van phong ctia mi’ nh béng nhén ra thi
ban ban cho ho khéng phéi 1a san phdm/dich vu t6t nhat cho nhu ciu cua ho.
C6 thé chivi® ho khong c6 dud ¢ cdm gidc mi' nh la ngusi quan trong, hodc
cdm thdy khong duo c ban/doanh nghiép ctia ban ton trong va quan tam.

Toi c6 thé liét ké may trang lién nhiing nguyén nhin vi sao khach hang
ngu ng giao dich ma ban chua nghi dé¢ n. Diéu quan trong 1 ban hié¢’ m khi
nao ¢ ti nh xtic pham, giy phat y hodc thié u nhiét thanh véi khich hang
clia mi nh. T6i ddm cé rd” ng ngay luc nay day, ban méi nhan ra c6 thé ban -
hodc doanh nghiép ctia ban - 12 nguyén nhan khié" n khéch hang ngu” ng
giao dich. Trong s4 hang ngan chtt doanh nghiép va nguei di lam t6i tu’ ng
tié" p chuyén, chi co mot s6 it nghi vé 1y do &y. Vi' vay, t6i c6 ly do d€ tin chic
khong mot ddi tha canh tranh nao clia ban tu” ng suy nghi vé diéu do. Khi da
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bié" t 80% s6 khich hang ban dénh mét khong bo” divi nhiing 16i [Am
khong thé stia chiia, ban c6 thé bat tay vao hanh dong gan nhu ngay lap tuc
va 16i kéo duo c nhiéu

— thdm chi hiu hé"t - luo ng khach hang dé quay trd lai. Va khi ho that
su trd lai, may thay, ho c6 khuynh huéng tré thanh nhiing khach hang tot
nhat, thudng xuyén nhat va trung thanh nhat ctia ban. Ho cting c6 khuynh
huéng tré thanh ngudn gidi thiéu khich hang mdi t6t nhit cho ban. N&'u
mdt khach hang ngu’ ng mua vi' 1y do tht ba (hoan canh thay d6”i khi¢'n ho
khong con cdm thdy sdn phdm/dich vu ctia ban ¢ 16 i cho ho niia), hi' n
nhién ho van danh cho doanh nghiép ctia ban su ton trong, thién chi va méi
quan hé 1au dai. Chi cin lién lac v6i ho va thanh that bay to” sy quan tAm ctia
ban doi véi cudc song cua ho, ban da dinh vi ban than mdt cach tuyét voi.
Né u ho n6i rd’ ng ho khong thé stt dung san phdm hodc dich vu ctia ban
nita, hay nho ho giGi thiéu ban be, thanh vién trong gia di’ nh, ngudi quen,
nhiing ai c6 thé hudngloitu’ nhiing gi ban lam. Khach hang cta ban
thudng sé vui ve’ lam chuyén d6, nhung dé mot mi nh ho thi™ ho sé khong
bao gi nghi d¢" n. Hay ti’ m hiéu xem nhiing thay d6’i ndo da xay ra trong
cudc sdng ctia khach hang d6. Né"u né 14 sy cdi thién, hay vui cho ho. Chic
mu’ ng ho va &n mu’ ng cu’ ng ho. Con ngud c lai, hay déng cam véi ho va,
hon hé"t, hay quan tdim d&¢" n ho mot cich chan thanh, thé hién ti’ nh cdm siu
sdc va chan thét cta ban déi véi ho. Day 1a bi quyé”t d€ c6 duo c nhiing 16
giGi thiéu tuyét voi. Hiy quan tdm dé” n ngudi khac, du” ng chim chdm vao
ban than mi nh. Hanh dong don gidn nay - lién lac v6i nhiing ngudi khong
con giao dich v6i ban niia, va lich sy nhd ho gidi thiéu - da giup gia tang
doanh s6 ctia nhiing doanh nghiép t6i tu” ng tu van 1én d¢" n 50% trong
nhiéu thang. Nhu ngudi ta thudng noi, “ké”t qua mang lai c6 thé khac nhau’,
nhung chac chan no sé rat tich cyc mot cach bat nga.

Tim Lai Nhu™ ng Khach Hang ba Mat

Vay ban lam gi' d€ tdt cd nhiing khéch hang 4y quay tré lai? Nhiing gi’
ban can lam la lién lac v6i ho, mot cach chan thanh va khiém nhudng. Vi du,
hay hen gip ho & noi lam viéc hodc nha riéng. Né" u viéc thim nom tryc tié p
khong thuc t&” cho 1dm, hay dién thoai hodc vié"t thu cho ho. Né" u ban
khong thé ty mi nh lam di€u d6, cach t6t nhat tié" p theo 12 d€ nghi nhan
vién kinh doanh va dai dién dich vu khach hang ctia ban lién lac véi nhiing
khach hang cti da ngu’ ng giao dich. Sau diy la nhiing gi' ban lam va n6i khi
ban tié" p xdc véi ho.
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D4u tién, hay cho ho bié"t sy that - rd’ ng ho da khong con mua sdn
phdm hogc dich vu tu” doanh nghiép ctia ban trong mot khoang thdi gian
khd 1au va ban cdm gidc c6 diéu gi' d6 bat 6" n. Dam bao 1a ban thé hién
duo ¢ sy quan tam chan thanh dé n cudc séng ctia ho. Va ban nén thét long.
Vi sao? Boiné u ho gip vin dé kho khan gi' khié'n ho khong thé tié" p tuc
tan hidng nhiing 16 i ich va gid tri ma san phdm/dich vy ctia ban mang lai,
cudc sdng cua ho it nhiéu bi anh hudng. Va ban cé thé gitp ho cai thién
ti nh trang d4. Sau khi thé€ hién sy quan tim dé n khodng thdi gian doi bén
ngu’ ng giao dich, hay chan thanh ho’i thim khach hang “Liéu c6 diéu gi
khong 6 n chang?” Va ti¢" p tuc ludn trudc khi khach hang kip tra 1o, “Liéu
chung toi da lam gi’ sai? Chdng toi da 1am anh phién long u? Né&" u thé’, that
long ching t6i khong c6 y. Cong viéc lam én, gia di’ nh, stic kho'e... clia anh
van & n ca chti?” Diém ban can chi trong la chinh ho va hanh phic cta ho.
Hi'n nhién, c6 mot Iy do nao d6 khi¢'n ho ngu’ ng giao dich, va ban muén
ti m ra chinh xacly do dy la gi’ - va lam cich nao d€ khic phuc né. Bién
phap nghe c6 ve’

don gian nay phét huy tdc dung than ky v&i hdu hé"t cdc khich hang
ngung giao dich. Nhung ban phai chan thanh trong nd lyc ti’ m lai cdc khach
hang da mit ctia mi nh. Hanh dong gia déi chi gay bat 1o i cho ban ma thoi.

Mot vi du hoan hao cho tac hai cta sy gid doi la chuyén moét hanh khach
di may bay phat hién x4c con gidn trong mén rau tron ctia mi’ nh. T6i hom
d6 khi vé d&" n khéch san, anh ta 14p tdc vié"t mot 14 thu ddy gian dit cho
hang hang khong d€ phan nan. Ngay khi anh ta trg vé€ vin phong sau chuyé n
cong tac, mot 14 thu hoi dap tu” hing hang khong duo ¢ gtii &' n. La thu
vié't rd’ ng, “Thua ngai, chung tdi that sy quan tdm dé n 14 thu ngai gui dé n.
Tu trudc & n nay, chung t6i chua bao gio gap diéu tuong tu va chung toi
xin cam doan sé lam t4t ca nhiing gi' ¢6 thé d€ ddm bao sy cb nay khong xay
ra mot 14n ndo nita. C6 thé ngai ciing mudn bié"t la nhan vién phuc vu mén
dn cho ngai da bi khién trach va toan b méy bay da duc c phun thudc diét
con tru’ ng. Van dé clia ngai khong hé bi bo” qua” Kho' i cin phai néi, nguoi
dan 6ng that su 4n tud ng trudc cach hanh xt nay. Nhung tit ca bié’ n mét
khi anh ta phat hién mot t& ghi chii ndi bo vo ti' nh dinh & phia sau 14 thu:
“Gtii ‘L4 thu gian’ dé n lao nay”

Khéc ha n vé6i vi du trén, mot nd luc chin thanh dé sta chiia 16i [Am cé

tac dung gin ké”t ban vdi khach hang hon ha’ n so véi truéc khi sy viéc xay
ra. Ngoai ra, né ngay lap tic xoa diu ndi gidn dit hodc cam gidc tiéu cuc tu
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phia khach hang béi ho da hy vong va xting dang nhéan duo c sy phan hoi
chan thanh véi 161 than phién ca nhén cta ho. Ki€u hoi dap sudng sa, may
moc, hodc thd ¢ chilam trAm trong thém ti nh hi’ nh vén da toi té. Hau hé't
nhiing khdch hang khong con giao dich cia ban thuéng thudc hai nhom dau
tién ma chung ta da dé cip. Hodc ho ngu ng mua “tam thoi” va khong cé dip
quay lai, hodc ho gdp phai mot van dé khong duo c gidi quyé't 6'n tho’a.

Né" u ho d6t nhién ngu’ ng giao dich v6i ban mot cach khong ¢d v, khi ban
goi dién thim ho’i, hd’ n ho sé thiy ngai ngai nhung van tran trong su quan
tam ctia ban. Va thuong ho sé quay tré lai giao dich vé6i ban trong vong vai
ngay hodc vai tudn. N& u ho c6 diéu gi' khong vu a y trong 14n cudi cu ng
giao dich v6i ban, ha n ho sé néi cho ban bié"t. Khi 4y sé 1a co hoi hoan hao
dé bay to” long thanh véi ho va cong nhan nhiing gié tri cling nhu tdm quan
trong ctia ho d6i v6i doanh nghiép ctia ban, nhé xin 16i vit nhiing gi© da xay
ranha” m khi’ ng dinh ban khong c6 y giy nén chuyén d6 - thim chi ban
khong hé bié" t c6 chuyén nhu thé” x&y ra va ban muén lam mot viéc gi' do
that dic biét d€bu’ ddp. Tu y thudc vao loai hi nh doanh nghiép va cong
viéc ctia ban, sy bu  dap 4y c6 thé la ban stia chita ngay sai ldm hodc thay thé’
ba’ ng mot thi gi' khic, hodc ban gtii & n ho mot s san phdm/dich vy
mié” n phi, hodc ban m&i ho mua mét mén hang gid tri hon véi muc gia cuc
ky uu dai. Diéu quan trong ban cin chu y 1a: hay lam moi diéu cin thié"t
khié¢"n ho vui ve’ va hiéu ra” ng niém vui, sy hai long ctia ho 1a diéu quan
trong ddi véi ban. Du’ ng toan tinh khi lam diéu d6, du” ng lam chivi mudn
16i kéo ho mua hang tré lai. Nghe c6 ve’ don gidn qué phai khong? Ma that
su no 1a thé”. Hay lam diéu nay trong 30 ngay sip t6i va toi cam doan vdi ban
ra ng ban sé ldy lai duc ¢ mot luo ng dang ké nhiing khach hang cti ctia

mi nh.

Loi Ich Cong Thém

Con mot lo i ich tuyét voi nita ma ban sé c6 duo c khi thyc hién diéu do:
thong tin phan hoi. Ban sé hoc duo c tit ca cac cach d€ cai thién doanh
nghiép ctia mi nh. Nhiing khéch hang ci sé cho ban bié" t chinh xédc ho thich
va khong thich diéu gi & ban, doanh nghiép ctia ban, nhan vién ctia ban, sdn
phdm ctia ban, hodc dich vu ctia ban. Ho sé cho ban bié" t chinh xdc lam thé’
nao cai thién nhiing diéu ay dé€ c6 duo c sy hai long cua khach hang. Ho sé
cho ban bi¢" t nhiing 16 i ich va uu thé” nao ho cé duc ¢ tu’ ban. Va ho sé dan
dit ban ti’ m ra nhiing khia canh trong hoat dong kinh doanh ctia mi’ nh ma
& d6 ban c6 thé mang lai nhiéu lo i ich hon cho tat cd khach hang cua mi nh.
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Can Lién Lac V6i Ai Truéc

Toi dang dit gia thié"t rd ng ban bié"t chinh xdc hdu hé’t, né"u khong
mudn nosi 1a tit ca, nhiing ai 1a khach hang ngung giao dich véi ban. N&"u
ban khong ndm duo c thong tin d6, hdy xem lai hé so va s6” sach ghi chép
clia ban, ti' m xem nhiing ai khong con mua hang ctia ban trong thdi gian
qua. Thu thip tén ho, dia chi va s6 dién thoai cia ho, sip x& p danh sach theo
tiéu chi thoi gian mua hang gan day va tan suat mua hang ctia ho. Néi cach
khac, hay chon ra nhiing khach hang ¢t tu ng mua san phim hodc dich vy
ctia ban véi s6 luo ng 16n nhét, hodc tu’ ng mua thudng xuyén nhét va lién
lac v6i ho trude. Trong qud tri- nh i€ p xdc, ban sé gap nhiéu truong ho p
khach hang roi bo’ ban dé€ dé¢"n véi d6i tht canh tranh. Nhung mot diéu
cling thudng xay ra la déi tha canh tranh do khong doi xt t6t v6i ho hodc
khong mang lai nhiéu 16 i ich cho ho nhu ban truéc dé. Tuy nhién, tinh tri’
hoan khié"n ho khong quay lai v6i ban. Khi ban lién lac v6i ho, ban dang tao
ra mét “sy dong thuan” dé ho quay lai va mua hang cia ban mot lan nia.
Cong s6 khach hang nguing giao dich ban méi xdc dinh duo c. Ban sé ngac
nhién trudc con s6 nhiing co hdi kinh doanh bi mat van con do, chs do i ban.

Hay hiéu diéu nay. Né"u ban c6 thé gidm mot ntia ty’ 1é khach hang mat
di ciia mi nh, hiéu qua cling giéng nhu ban cOng thém ngin 4y khach hang
md&i vao doanh nghiép. Vi vay, né u ban da va dang ddnh mit 20% khach
hang méi ndm va ban bat d4u véi s6 luc ng 1.000 khach thi' ban dang mét di
200 khach/ndm. Va né" u ban gidm con s6 d6 xuéng con mdt nta, no sé
tuong ty viéc ban ti m duo ¢ thém 100 khdch hang méi/ ndm. Trong 10 ndm,
doanh nghiép ctia ban sé 16n manh gép d6i nhd vao viéc han ché” 1am mét
khach hang. That ddng d€ suy ngdm! Khong lam gi' khdc ngoai viéc giam
luo ng khach hang bi mat, va cli méi 10 nam, ban sé ting gip doi quy mo
doanh nghiép cia mi nh. Bi ng cdch danh thoi gian lién lac vé6i tat ca nhiing
khach hang ngung giao dich va n6i chuyén vdi ho, ban sé khié n ho bi 4n
tio ng manh hon ban nghi rat nhiéu, va diéu tuyét voi sé xdy ra. Ban hoan
toan c6 thé yén tAm ra’ ng 20% va c6 thé nhiéu hon, 50% hay 60% chi’ ng
han, trong s6 cac khach hang ngung giao dich do6 sé quay lai mua hang cta
ban gan nhu ngay lap ttc, va thudng xuyén hon.

Hay Xem Nguo' i Khac Tim Lai Khach Hang Bang Céch Nao

Mot ctia hang ban le” t6i tu” ng tu vin gti nhiing phié u qua ting 20 do-
la cho batky khach hang ndo khong mua hang ctia ho trong vong 9 thang. It
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c6 ngudi ndo ¢ thé tu” chdi co hoi mua hang véi 20 d6-la mié™ n phi. Né" u
ho chi it nhét 40 d6-la (gia tri giao dich trung bi’ nh cia nhiing khach hang
duo ¢ kich hoat lai d6i v6i ctia hang bédn le’ nay 1a 60 do-la), ctia hang nhan
lai mot ntia va hoa von trong giao dich duo c kich hoat lai 1an ddu dé. D¢ la
mot diéu tuyét voivi chung t6i khdm phd ra ra ng: cti 10 khach hang ngung
giao dich quay lai mua bd’ ng phié” u qua ting, c6 4 khich hang van tié" p tuc
mua hang trong nhiéu nam.

Mot luat su tdi tu” ng tu van da vié't thu cho tat ¢ khach hang ngung
giao dich ciia mi' nh va moi ho stt dung dich vu tu vin trong vong hai tié ng
ruo”i ddng hé hoan toan mié”n phi. Anh muén dam bao ra ng ho khong bo’
s6t bat ky  nghia vu phép ly nao von c6 thé khié" n ho gip ric réi vé mat phip
luat. Hon mot ntia khéch hang ¢ ctia anh quay lai vi' 16i chao mai do, va
khoang mot ntia trong s6 ho tré thanh khach hang thudng xuyén.

Mot nha hang ma t6i va gia di’ nh trudc day rat thuong dé'n dn nhung
sau d6 khong con dé"n nita da gtii thu mai ching t6i d&' n dn mot bia trua
mié n phi & chd ho vao bt cii ngay nao trong tudn. Ching t6i da st dung
thu mai dd, cam thay thich do6 an va dich vu 6 d6 nén da tré lai rat nhiéu lan
trong nam dé - su that [a bay gi¢ ching t6i van thuong lui t6i nha hang nay.
Nhung ban bié"t khong, né"u ho khong mai chiing toi quay trd lai, chic chan
chung toi khong quan tam dau.

Khi moi thd suédn se’, ai cting c6 thé cu xtt diing muc. Nhung cdch ban
thé hién trong nhiing ti’ nh huéng khong c6 gi' d€ vulo i sé d€lai 4n tuo ng
manh mé hon rat nhiéu.

Michael Basch, mdt trong nhiing ngudi sang lap Federal Express, ndi véi
toi rd ng FedEx ludn c6 gdng 1am nhiing diéu bi’ nh thudng tré nén phi
thudng. Va bat cti khi nao c6 van dé, ho sé xti 1y ngay lap tc.

Vidu: Mot kién hang quan trong ctia khach hang bi that lac. FedEx ngay
lap tic trd cho khach hang d6 mot khoan dén bu’ . Ho ti’ m ra kién hang va
chiu chi phi vin chuyén né ba" ng mot hang hang khong 16n, bo™ tién thué xe
tdi ché n6 dé n dia chi ngudi nhin. Ho xin 16i ba' ng 16i va ba’ ng mot 14 thu
glii d&" n tan tay khach hang, va ho cling lam tuong ty d6i véi ngusi nhan.
Diéu nay giai thich vi' sao du’ FedEx tu ng d6i mit nhiing vin dé rit
nghiém trong, nhung hi¢’ m khi nao ho d€ vuot mét khach hang. Ban ciing sé
khié n cdc khach hang da mit quay trd lai né u lam theo phuong phép tuyét
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voi nhu ho.

D¢ t6i ké ban nghe cau chuyén budn vé viéc mot nguoi tho gidt kho ma
toi bié" t anh dang danh mat 6.000 d6-la lam n véi tdi mo6i ndm - 6.000 do-la
ma 1€ ra anh dy da ki¢’m lai dud ¢ ngay l14p tiic, né" u anh bié "t cdch lam
dang.

Toi gap rac réi véi mot ngudi tho giat kho. Anh ta dua nham cho vo t6i
mdy cdi 40 so mi clia ngudi khic va ching tdi cti thé™ téng ching vao hanh ly
chudn bi cho chuyé’n di Uc. Khi d&" n noi, tdi hodng hét khi 1dy ra mc. Thd
anh ta dua cho vo t6i khong phai 4o cua t6i, ma 1a mét mé do cii son rach va
dat nut.

Tuy nhién, diéu nyc cudi 1a nhiing céi 40 s6 mi d6 cu ng kich co™ véi
t6i. Thay vi. n6’i con thinh né vdi anh ta, té6i mic nhiing cai 4o dé. Toi
khong muén bo’ ra 3.000 do-la d€ mua d6 méi va bt anh ta dén s tién d6
cho mi nh. Khi t6i quay vé, tit ca nhiing gi’ anh ta lam 1a khong tinh tién
nhiing cdi 40 ma t6i khong bao gio nhan duo c. (Nhung vo t6i da tra tién cho
nhiing c4i 40 nham l4n kia réi, nén viéc [am d6 chd’' ng c6 gi’ to tat.) Toi nghi
thai do ctia anh ta that té, vay nén t6i khong dé'n do nita. Nhung ché giit
kho toi ti m dé&" n sau d6 tham chi con té hon. Tuy vay, c6 1€ cdi toi trong toi
quad 16n, nén t6i khé ma chip nhan chuyén quay lai v6i ngudi tho gidt kho
ban d4u. Con anh ta thi' cht trong dé" n sdn phdm, thay vi' chd trong dé¢" n
khach hang, qua muc nén khong thé goi cho toi, xin 16i, va 1am nhiing viéc
dung ddn dé t6i quay lai. Vi’ vay, toi danh 6.000 d6-la cho dich vu gidt kho &
mot noi khac ma t6i hoan toan khong hai long. Anh ta mat 6.000 do-la.

Ché ng ai dud c10iloc gi' trong chuyén nay - d6 1a diéu t6i mudn néi. Lé ra
moi ngudi déu vui né” u ban bié" t thé hién sy quan tdm dé n khach hang.

Dé L4y Lai Niém Tin Clia Nhu™ ng Nguo i Ban Ci

Mot nha phét hanh ban tin toi tu” ng tu van da gtii 5 14 thu khéc nhau
cho nhiing ngudi ma thoi gian dét bao ctia ho da hé”t han. Cd 7 ngay anh lai
glii mot 14 thu khéc nhau, bat dau vao thai diém ky  dit bao ctia ho hé' t han.
Moi 14 thu déu dem lai lo i nhuén cho nha phat hanh no, nghia la 14 thu d¢6
thiic ddy nhiing ai con dang phan van, muén dang ky lai ma chua c6 dip. Moi
14 thu tac dong dé" n ngudi doc tu” mot goc do cam xic khac nhau. La thu
nay gia stt doc gid chan chu’ qud lau. La thu kia chao mdi ho mot goi vu dai
giam gia cho nam t&i. La thu khac niia dinh kém mot khoan qua tang c6 gia
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tri ba ng ca goi ding ky bén tin.

Mot s6 bién phdp mdi me” c6 thé giap ban thanh céng hon nifa trong
viéc ti m lai khdch hang da bi danh mét la gi' ? Hay gti nhiing mon qua bat
ngd dé"n khach hang - nhiing mén qua ngoai mong do i, du’ méi quan hé
gitfa ban va ho & miic d6 ndo ching nita. Hiy dinh kém mot 14 thu bay to’
rd ng ban nghi mén qua nay sé c6 ich cho cudc doi ho, dong thoi danh cho
ho mét vu dai khong rang budc.

Nhiéu ngudi toi tu’ ng tu van da ti m lai nhiing khach hang ct ctia
mi nh va dé¢” dang ki¢’m duo ¢ hang chuc hodc hang tram nghi n do-lalo i
nhuan. Mot bac si ndn xuong khép t6i tu’ ng lam viéc yéu cdu tro 1y ctia
mi nh goi dién cho bit ky  bénh nhin nao khong diat hen khdm bénh
thuong xuyén trong vong 8 thang, ho’i xem cé viéc gi' xay ra khong. Ngudi
tro 1y ndi, “Bac si quan tim d& n anh va nho t6i goi cho anh d€ xem moi thu
6 6’ n khong” Khodng 60% nhiing ngudi duo c goi da dit hen kham bénh lai
trong vong 2 tudn.

80% nhiing khach hang r&i bo” ban khong phai vi' 1y do ban khong thé
khac phuc. Va ban c6 thé 1ay lai ph4n 16n nhiing khach hang d6 véi chi phi
chi bd’ ng mot phan nho chi phi thu hat khdch hang méi. Ciing giéng nhiing
khéch hang dé¢"n tu 15i gidi thiéu, ho c6 khuynh huéng tré thanh mot trong
s0 nhiing khach hang t6t nhat, mua thudng xuyén nhat va trung thanh nhat
cua ban.

Nhu" ng Khach Hang Ra bi Vinh Vién

Né&"u khach hang chic chin khong trd lai vdi ban, liéu ban cti bo” mic
ho va budng xudi nhiing nd lyc ctia mi nh khong? Phén ting ctia t6i la cam
on vi khach 4y vi' da gitp tdi ti m ra nhiing khié" m khuyé"t trong sin phim
hay dich vu ctia mi’ nh ma tdi c6 thé stfa chiia hodc loai bo’. Va khi lam viéc
do, toi dang gop phén ting thém thanh cong va thu nhap ctia mi’ nh trong
tuong lai. Khach hang nay da gitp t6i cai thién san phdm hay dich vu cta
mi nh, va t6i mudn cdm ta ho vi diéu do. Vi thai do va hanh dong nhu vy,
ban sé vO cu ng khac biét, tic dong manh dé" n khich hang, va ké"t qua
thudng dan dé’ n l1a ddo nguo c ti nh thé’, ¢6 lai duo c vi khach hang Ié ra da
bo” di vinh vié"n.

Du khong phét huy tac dung d¢" n muic d6 chiang niia, n6 vin mang lai
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cho ban loi ich tuyét voi vé sau. Nguoi ta sé truyén tai nhau vé viéc mot
ngudi da ti' m cdch mang lai loiich cho ho mot cach v6 diéu kién. Tré tréu
thay, ban hoan toan c6 thé van dung ciach nghi va cach lam nay dé nhiing
khéch hang ci tu’ ng phat ¥ v6i ban lai nhiét ti’ nh gigi thiéu khdch hang méi
cho ban. Nhén tién, day khong phéi la mot manh khée lu” a gat hay thao ting
gi ca, trai lai, day la viéc 1am c6 tinh tuong ho. Ban no vi khich bi phat long
mot cdm gidc hai long, vu’ a'y. VAy né u cach ndy mang lai cho ho sy vu ay,
tiic la ban mang lai mot diéu ho xting ddng nhan duo c. Hay nhd, né u ban
gidm duo ¢ mot ntta ty 1é khach hang mét di ctia mi’ nh, nghfa la ban dang
ting doanh s6 va kha ndng mang lai 1o i nhuin cia mi’ nh & mtc tuong ty.
Hay bat tay ngay vao viéc bit kin nhiing 16 ro ri trong hé thong su nghiép
kinh doanh cua ban.

Trong trudng ho p ban 1a nhan vién lam thué, nhiing 16 ro ri hay ty’ 1¢
mit di khdch hang thé hién dudi hi’ nh thidc mit di nhan sy uu td, trung
thanh va c6 ky ning (ty 1é nghi viéc) hodc khong tuyén dung duo ¢ nhiing
nguoi tai gio i nhit.

Cac Buéc Hanh Dong

Pua ra chinh sach tuong tac thudng xuyén va gan giii v6i cang nhiéu
khéch hang hién tai cang t6t (né” u khong mudn noi la tat cd). Diéu nay gitp
tranh di nhiing hi€u 14m, nhiing sy gidn doan vo ti’ nh trong hoat dong kinh
doanh va sy thié¢"u quan tim c6 thé tao co hoi cho d6i thi canh tranh nhay
vao. Lap ké&” hoach lién lac cang nhiéu khéch hang ngung giao dich cang t6t.
T6t nhit 12 ban nén ty mi' nh gip truc tié p hodc goi dién cho ho. Né¢'u
khong tién, hay dé nghi tro ly, nhan vién, hodc ban diéu hanh gitup do™ ban.
Né" u cong viéc d6 qué nhiéu hodc qué tdn thdi gian cho ban hodc cho ho,
hay gui thu, fax, hodc e-mail moét cach chan thanh, dong cdm va tran trong.
Theo do” i tat ca cdc phan hoi. Né u phai lya chon, hiay bat ddu tu' nhiing
khéach hang ngu” ng mua gin day nhat. Lam céch ndo ban xac dinh mot vi
khéch van con/khong con mua hang ctia mi nh nita? Ban can cu vao thoi
quen mua hang trén tiéu chi thoi gian, gia tri don hang, hoac géi sain phdm
dich vu. Nhiing ai da tu’ ng mua hang theo mot chu ky nao do va bay gio
khong con nhu thé” niia, chic ha n da tré thanh (hoic sé sém trd thanh) mot
khach hang ngung giao dich. Nhiém vu cua ban (va ciing la co hoi tai chinh
ctia ban) la lat nguo ¢ ti nh thé". Khi ban trd chuyén véi ho hodc xin thong
tin lién lac tu’ nhiing khach hang ngung giao dich do, ban sé cAn lam mot
trong ba viéc sau:
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Nhiéu nguoi sé nhanh chéng trd lai mua hang ctia ban va giéi thiéu
thém nhiéu ngudi khac d&"n mua bdi ho khong 6 y cit dut lién lac. Vi© vay,
hay bu' dip chohovi sy thié"u chtt dong ctia ban trong qué khié - lam mot
diéu gi' d6 dac biét va vu 4i cho ho nhu mot moén qua “chao mu' ng tré lai”,
hodc bay to” 1ong bi¢"t on. D&i v6i nhiing khach hang ngung giao dich vi
trai nghiém khong vui trong qua khti, hay lam moi thu dé€ stia chiia sai 1am
do, danh cho ho uu dai gidm gia hoac mié™ n phi. Hay thé hién sy tén trong
va thong cdm vdéi tridng ho p ctia ho, danh cho ho nhiing vu dai tuyét voi
trong ldn mua hang tié” p theo, thAm chi mot hanh dong khac biét c6 thé
khong lién quan gi d&"n san phdm/dich vu ctia ban. Ban c6 thé gtii cho ho
phié¢”u maoi du’ ng biia t6i, vé xem bong chay, hodc mét quyén sach phu” ho p
v6i s6 thich cua ho... hay van dung tri saing tao cta ban.

Mot cdch noi rat hiéu qué ban cin nhd khi tié p xic v6i khéch hang
ngung giao dich do khong hai long 1a: ... du™ quy vi chi quay lai mot 14n duy
nhdt vi uu dii nay ching nia, thi' sy hai long ctia quy vi vdi giao dich cudi
cu ng nay van vo cu ng quan trong d6i v6i ching toi. Xin hay cho ching toi
ca hoi d€ duo c ching kié’ n diéu nay” Hay n6i nhu thé” va gan nhu khong
mot ai con gian ban dud ¢ nita. Tham chi s6 it ngudi van con ghim chuyén ci
trong long cting phai “mié™ n cud™ ng” ké cho ban bé ctia ho vé nhiing viéc
lam tt t¢" ma doanh nghiép ctia ban da ¢ ging d€bu™ dap cho ho. Ky la
thay, bién phdp nay thudng mang lai nhiing khdch hang méi tu™ 16i giGi thiéu
cua chinh nhting khach hang khong hai long va khong bao gio trd lai dé. Vay
khi lién lac khach hang cii, nhiing ngudi khong con mua hang ctia ban béi
vi ho khong con nhu ciu hodc y dinh stt dung san phdm/dich vu ctia ban
niia, du’ ng voi gat ho sang mot bén. Thay vi vy, hdy cdm on ho vi' sy trung
thanh va nhiing lan mua hang thudng xuyén ctia ho trong qua khu. Sau dé,
hay lich sy nhd ho gidi thiéu khach hang dé” n vdi ban. Ho sé rdt vui 1ong
giup ban chi khi nao ban that sy thé hién sy tran trong tu trdi tim mi nh.

Chuong 13: Pao Quan Kinh Doanh Mo6t
Van Ngudi

Thu hu’ t khach hang bing thu chao hang va ngéon ngu” viét

Co6 phai ban luon ao udc cé hang ngan nhan vién lam viéc lién tuc khong
bié" t mét, ngay nay qua ngay khic khong? C6 phai ban rit mong c6 mot doi
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ngii nhan vién ban hang c6 thé ti' m kié¢"m va mang vé t6i da s6 luo ng khach
hang tiém nang hoan toan phu ho p véi san phdm/dich vu ctia ban? Sé thé’
nao né u toi ndi véi ban ra’ ng ban c6 thé c6 duc ¢ mudi ngan hodc nhiéu
hon nita nhiing nhéan vién kinh doanh tran day sinh lyc lam viéc cho ban ma
khong can luong, khong bié t mét mo’ i, khong xin nghi 6m, khong bao gio
lam viéc cho ddi tht canh tranh, khong bao git doi ho'i bt ct quyén lo i gi’
— va khong bao gi¢ quén van dung nhiing Lo i Thé” Ban Hang Poc Nhit ctia
ban cling nhu thuyé”t phuc khach mua hang mot cach xudt sdc? Ban sé ngay
1ap tiic ¢6 duo ¢ diéu d6 ba’ ng cach st dung mot cong cu manh mé, duc ¢
goi 1a thu chao hang truyc tié p.

Khi néi vé thu chao hang tryc ti¢"p, y t6i khong phai 1a nhiing to roi re’
tién thuong xuit hién trong hop thu nha ban. Téi du’ ng cum tu” thu chao
hang truc tié¢"p nhu mot khai niém t6’ ng quét bao tru’ m tit ca moi tai liéu
vié't cic ky hiéu qua ma ngudi lam kinh doanh c6 thé st dung dé giao tié¢ p
v6i khach hang va déi tuo ng tiém nidng. Tu' thu chao ho’i thong thudng cho
dé¢’ n thu chao hang, va brochure. Nhiing tai liéu nay cé thé gti qua dudng
buu dién thong thuong, qua e-mail hoac fax. D€ ban tién theo do™ i, toi sé
thuong xuyén du ng cum tu' thu chao hang tryc tié” p, nhung v6i ham y
toan b nhiing phuong cach ap dung cu thé va thudng rat phuc tap. Bat ct
doanh nghiép hodc doanh nhan nao ciing c6 thé sti dung thu chao hang truc
ti¢"p dudi vo van hi nh thiec.

Viéc van dung hiéu qué thu chao hang tryc tié" p c6 thé gitp ban phét
trién va thdm nhap nhiing thi trudng mai, nhiing thi trudng ngach va gat hai
nhiing co hoi méi. Hon hd'n bat ct loai hi’ nh giao ti¢"p dya trén stc anh
hudng va khé nang thuyé” t phuc nao ma ban dang stt dung, thu chao hang
tric tié’ p mang dé¢" n cho ban nhiing phuong phap ma trude gid ban it khi
chd y nhung lai d¢” dang thuc ddy cong viéc kinh doanh lan sy nghiép cta
ban. Ban cé thé ti m duo c cdc co hoi kinh doanh to 16n hon, gép duo ¢
nhiing ngudi ban khong bao gio tié" p xtuc dud ¢ né u goi dién thoai, thuc
hién nhiing bud’i thuyé”t tri' nh thanh cong hon ha'n, thu hut duo c su cha y
va ton trong, dong thoi khoi go i su quan tAm trudc mdi bud’ i gap mit véi
khéach hang hay ddi tuo ng tiém nang.

Trong chuong ndy ban sé bié"t cach st dung thu chao hang truc tié p sao
cho hiéu qué nhd" m thay thé” vai tro ctia hang nghi  n nhan vién kinh doanh
va cd viéc tAn dung stic manh ctia thu ty gigi thiéu doanh nghiép nha” m thu
hut thém nhiéu khich hang méi va tdng doanh thu.
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C6 thé du’ ng thu chao hang d€ thu hut thém khach hang méi.

Ban ¢4 thé du” ng thu chao hang d€ mang vé nguén khéch hang tiém
ning — nhiing ngudi ban sé ti’ m gip, sé gtii thong tin bd" sung hodc mau thi
cho ho, nhiing ngudi sé ti m dé" n ban, nhiing ngudi ban cin goi dién cho ho,
nhting ngudi ban sé gidi thiéu sang cho don vi ban hang hodc dai dién san
xuat d€ ho ti¢" p tuc phuc vu. Thu chao hang con du ng d€ xAm nhap hodc
tié" p cAn v6i nhiing thi tridng qua nho™ hodc nhiing khach hang tiém ning &
qua xa d&"n mtic cac bién phap bén hang hoic tié p thi ban thudng du ng
khong hiéu qua. Ban c6 thé stt dung thu chao hang tryc tié" p d€ mé 16i trudc
khi goi dién thoai hodc gtii nhan vién kinh doanh dé¢" n gip khich hang. Thu
chao hang truc i€ p duo c gtii sau khi goi dién thoai sé gép phan thuyé't
phuc khéch mua hang, hodc chi it cing moi goi ho thuc hién budc tié” p theo
trong qua tri’ nh mua hang. Thu chao hang con cho phép ban mé rong mang
luGi nha phan phdi tu’ y thich. Hiu hé"t cdc nhin vién kinh doanh kiéu
truyén thong hié¢” m khi thu hut duc ¢ mét d6i tuo ng tiém nang phu’ ho p
ngay trong lan d4u tién goi dién thoai. Va chéc chén, dé xin duo c mot bud’i
hen tai nha riéng cta ho, va dé ho danh thoi gian lang nghe ban mot cach
thiu ddo 1a diéu khong thé. Nhung né"u thué lai danh sach gti thu bao gébm
tén, tud’ i, dia chi nha cia nhiéu ngudi, hoic né” u thong tin ban dua cho doi
ngl bdn hang ctia mi nh d cudn hat d&"n mic ngudi ti€” p nhan mang vé
nha nghién ngdm thi’ ban hoan toan c6 thé lam diéu d6 bao nhiéu 1an mot
ngay tu y thich. Ban c6 thé phdi tiéu tén 100 d6-la hodc hon d€ thuc hién
mot cudc dién thoai chao hang. Nhiéu cudc goi can chuén bi trudc nhiéu
tudn hodc nhiéu thidng. Nhung ban sé chi phdi bo’ ra 1 d6-la (thudng thi” chi
vai xu) d€lién lac v6i ddi tuo ng khach hang ban dang nhim dé’ n thong qua
dudng thu tin hodc thu dién tu.

Khi stt dung thu chao hang, ban c6 thé néu 1én nhiing luan diém thuyé’t
phuc hon so véi lic noi chuyén qua dién thoai hodc gip mit truc tié p, bsi
vi ban khong phai lo viéc d6i phé véi sy ngan cin ctia ¢o thu ky dé€ tié" p can
v6i khach hang tiém nang va tri nh bay mot cach day du. Véi 14 thu chao
hang, chuyén dé khong bao gio xay ra. N&"u thu chao hang ctia ban duc ¢ mé
ra va ddt lén ban hoac vao tay ctia ddi tuo ng ti¢"p nhan, ban da c6 mot thong
diép hoan chinh tu’ ddu d&’ n cudi. Moi cau ho’ i déu duo ¢ tra 16i, moi vdn
dé déu duo ¢ dé cap, moi sai s6t déu duo c gidi quyé’t, cim gidc tAn ngin
cting bi¢" n mét va 16i chao mai khach mua hang ciing thé hién ro” rang
trong thu. Nhiing la thu chao hang la budc khéi dau hiéu qua nhét cho hoat
dong ti¢" p thi qua dién thoai. Téi tu” ng chiing kié¢"n nhiéu truong ho p,

https://thuviensach.vn



ba’ ng cach gtii thu chao hang trudc khi goi dién dé n, thi' miic d6 hiéu qua
ctia chinh cudc goi d6 gia ting 1én d&"n 1.000%. D€ t6i dan chiing bd” ng mot
cich hoi khédc biét vé tinh hiéu nghiém that sy ctia thu chao hang tryc tié p.

Ban luén mudén mé rong quy mod doanh nghiép 1én gap 10 lan ma khong
can phai dau tu thém chat gi' dung khong? Ban hoan toan c6 thé lam diéu
d6 ba’ ng viéc tang gdp 10 14n s6 luc ng ngudi trén thi trudng von si” n sang
noi, “Pung, tdi sé mua n6,” hodc “U, toi sé d¢' n,” hodc “Vang, gti n6é dé" n day
cho t6i” hogc “U, hay d&" n va tri’ nh bay cho t6i nghe” D6 1a nhiing gi’ ban
c6 thé lam duo c thong qua viéc gtii thu chao hang. Tai sao? Boivi khi moi
ngudi goi dién thoai hodc dé¢" n gdp d€ chao hang, ttc 1a ho gidi thiéu y tudng
4y dé"n khach 1an d4u tién. Khach hang cin thdi gian d€ tiéu hda, thong tin
phdi tu” tu’ mdi thdm th4u. Va con rit nhiéu van dé tiéu cuc khac ban phai
vio t qua. Nhung khi ban dé thu chao hang lam nhiém vu d6, né sé lam thay
ban tit ca nhiing cong doan kho khan nhat. Thu chao hang chuén bi tinh
than trudc cho déi tuo ng tiém nang. N6 mé 16i v6i ho. N6 pha tan nhiing
rao can. N6 thié¢"t 1ap moi thi can thi¢"t. Chd’ ng c6 gi' la khi ngudi ta néi
thu chao hang chinh 13 trung tdm ctia Io i nhuan né” u né duo c st dung ding
cach. Nhung né"u tt ca nhiing gi’ n6 lam duo c 1a giup ban hoa von va
thié¢"t IAp moi thi cin thié¢"t cho nhan vién kinh doanh phét trién thém thi’
d6 cang da 1a mot thang lo i réi. Toi tu’ ng chiing kié¢"n nhiing doanh nghiép
cdi tié n thu chao hang va mang vé hang trim ngan co hoi kinh doanh béo
b noi khich hang tiém ndng. Rt nhiéu cong ty tu’ ng nghi dé n viéc thanh
lap bo phén tié" p thi qua dién thoai, nhung lai lo ngai viéc tié" p thi tryc tié p.
Goi dién thoai chao hang khong phai la lya chon hiéu qua nhat, hiiu ich nhat
hay tdc dong manh mé nh4t ma ban c6 trong s6 nhiing cong cu tié" p thi cta
mi nh. Tuy nhién, né u ban st dung bién phdp ban hang qua dién thoai sau
khi gtii thu chao hang cho khéch hang tiém ning - ngudi da vié' t thu, hodc
glii e-mail hodc goi dién dé"n cho ban - thi' toan bd cuc dién ti’ nh hi nh sé
thay do’i theo chiéu hudng dic biét c6 10 i cho ban.

Thu Chao Hang Tru ¢ Tiép C6 Hiéu Qua Véi Moi D6i Tugng

Déi khi ngudi ta bdo toi, “Jay, t6i khong phai la mot nha bén le” hoic
mot cOng ty giao hang theo dudng buu dién - t6i khong thdy c6 ly do gi' dé
st dung thu chao hang tryc tié" p cd” Sai ldm. Ban van c6 thé stt dung mot vai
dang thu chao hang tryc tié p va ban nén stt dung no, bdi né” u ban khong
nghi la mi nh c6 thé st dung nd, thi' nhiéu kha ndng déi tha canh tranh ctia
ban ciing khong dang stt dung n6. Nén né u thuc hién, ban sé lam chu thi

https://thuviensach.vn



trudng. Dé t6i cho ban mot vai vi du gitp ban gat bo™ suy nghi “Toi khong
thé stt dung thu chao hang truc tié p”:

Mot cong ty dong goéi gtii thu cho nhiing khach hang cti da ngung giao
dich v6i ho. Ho thu hut duo ¢ 40% khach hang quay trd lai. Mot cong ty san
xudt thié¢"t bi hang khong vii try ndm duo ¢ danh sach ctia tit ca nhiing hiang
hang khong va nha san xuit may bay trén thé” gidi, roi gtii thu chao hang
dé’ n tu’ ng don vi. Ké"t qua: ho ¢ thém 400 khach hang mdi.

Khoang mdt thap nién vu' a qua, cd rit nhiéu sach, cdm nang huéng din
moi ngudi cc nguyén tic vié' t thu chao hang truc tié" p sao cho hay va hip
dan. Chua hé"t, cdc khéa hoc vé tié"p thi, sich béo va nhiing bu6’i hoi nghi
chuyén dé da giup quang béd rong khip nhiing nguyén tic nay. K&t qué 1a thu
chao hang tryc tié” p tré nén na na nhau vé mit ndi dung 1an hi  nh thtc. Toi
khuyén ban nén tranh lam nhiing viéc qua khac biét. Nhiing nguyén tac trén
da duo c st dung rong rai bdi chiing that sy hiéu qua. Qua tri’ nh tht nghiém
da ching minh bién phap nao c6 tac dung tot va bién phap nao khong. Tuy
nhién, sang tao van la di€u cin thié"t nha’ m giup viéc gtii thu chao hang truc
tié"p clia ban trd nén no i bat hon. Chi can ban 4p dung tri sing tao mot cach
ho p ly va c6 phong cach. Ban tha hé thti nghiém, nhung hay tié¢'n hanh mot
cach cdn than. Hay suy xét kj cang bat cii sy thay d6 i ndo. Ban c6 thé su
dung thu chao hang truc tié p d€ thu hat khich hang tiém néng (trong nude
hoic trong khu vic) va nhdm dé"n nhiing d6i tuc ng khach hang cu thé hon
nhu béc si, luat su, tho stia 6ng nidc, ngudi maéi lam me, nhiing ngudi s&
hitu xe BMW hodc mdy bay, nhan vién k& todn, gido vién, ky su bdo tri ...

Ban c¢6 thé stt dung thu chao hang truc tié” p ngay sau mot cudc dién
thoai ban hang dé€ han ché” hoic loai bo’ nhiing 16i phan nan hoic yéu cau
hoan tién. Ban c6 thé stt dung thu chao hang tryc tié p d€ thu hat hodc tié’ p
can v6i nhiing phan khuac khach hang ddc biét trong co s dii liéu, noi bién
phép tié¢ p cin dai tra sé khong phat huy tic dung. Vi dy, ban c6 thé co
10.000 khach hang, nhung chi c6 500 nguoi hiing tha véi nhiing san phdm
hodc dich vu cao cdp. Sé khong khé thi né"u ban gtii thu v6i ndi dung nhu
nhau cho tét ca 10.000 khach hang vé do t hang do len dai tay dat tién mé&i
nhép vé hoac mot quy dau tu han muic cao, trong khi déi tuc ng ban nhim
dé" n chi c6 500 khach hang chinh yé&” u kia ma thoi. Viéc phan chia danh sach
gtii thu cho phép ban tap trung nhiing géi san phdm, dich vu hoac uu dai cta
mi nh vao nhiing déi tuc ng khach hang phu’ ho p.
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Ban c6 thé st dung thu chao hang tryc tié” p d€ thuc déy s6 luo ng khach
lui tGi clia hang clia ban ba’ ng cach cho khach hang tiém ndng bié"t ban 12 ai,
ban ban nhiing gi' va ban & dau. Ban c6 thé stt dung thu chao hang truc tié" p
dé giGi thiéu vé san phdm, dich vy, hodc doanh nghiép ctia mi  nh cho mot
nhém déi tuo ng dac thu" mdi khi ban mé rong hoat dong kinh doanh. Ban
c6 thé stt dung thu chao hang tryc tié" p (thay vi quang cdo ngoai troi) dé€ cé
duo ¢ danh sach déi tuc ng tiém nang thit sy quan tdm dé n san phdm ctia
ban. Sau d6, ban gtti nhan vién kinh doanh dé"n thuyé” t phuc ho, va tié"t
kiém duc ¢ mot ntia chi phi ban hang. Ban c6 thé st dung thu chao hang truc
tié¢’ p d€ thu hat khach hang méi, d6i tuo ng tiém nang, hodc mé rong thi
trudng. Ban c6 thé st dung thu chao hang truc tié p d€ tdi kich hoat nhiing
khéch hang ci. Ban c6 thé stt dung thu chao hang tryc tié” p d€ tuyén dung
nhén vién kinh doanh, nhén vién quan ly va chuyén vién trong pham vi ca
nudc ba’ ng cach nham dé¢" n danh sich nhiing nganh nghé dic biét.

Ban ¢4 thé st dung thu chao hang truyc tié p bét ctt khi nao cong ty clia
ban gdp van dé hang ton kho, phat trién cham, hoat dong khong hoan héo
hodc lyc luo ng lao dong du thu a. Ban ¢4 thé st dung thu chao hang truc
ti¢'p débd" sung thém bd phan dit hang qua thu hoic dién thoai vao hoat
dong kinh doanh. Ban c6 thé stt dung thu chao hang truc tié p dé kiém tra
mot cach nhanh chong va chinh xdc tat ca cac dé xuat ban hang, bao gia, y
tudng va dong goi sdn phdm. Ké&"t qua kiém tra sé tié¢ t 10 cho ban bié"t cich
tung nhiing ké"t qua thtt nghiém thanh cdng ndi trén lén ti-vi, dai phét
thanh, cdc 4n phdm va tié¢ p thi qua dién thoai.

Ban c6 thé du” ng thu chao hang tryc ti¢" p d€ quéng ba cho nhiing san
phdm dat tién va cao cip khi ban khong mudn giam tién vao hang hoa ton
kho. Bd" ng cach chao mdi nhiing sdn phdm duo c dat hang dic biét, ban
khong chi thu hut khach dat coc trudc, dong tién ban sé linh dong hon ma
ban con bié"t trudc s6 luc ng don hang dé thuong luc ng miic gid t6t hon tu’
nha cung cip. Va d6 chi la bude bat dau. Mot khi ban st dung thanh thao thu
chao hang tryc tié" p, ban sé s§ httu mot cong cu cic ky hiéu qua co thé ting
khé ning tié¢ p thi ctia ban l1én gip nhiéu lan.

Nguo i Nguo i A"p Dung
Thu chao hang tryc tié" p da phat trién thanh mot nganh cong nghiép tri

gid hang ti d6-la. Nhiing ngudi choi khdm phd ra mo’ co hoi nay bao gom
nhiing nha phat hanh bao va tap chi, cong ty in an catalogue, trung tam
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thuong mai, cau lac by am nhac va sach.

Lan t6i khi kiém tra hop thu va thdy cé thu rac, du” ng voi ném ching di.
Hay danh mot chut thoi gian d€ doc mot, hai 1a. Né" u nhiing 14 thu nay
khong mang lai hiéu qua gi , chic ha n ngudi ta da khong gti chung. Ho da
gtii di hang trdm triéu 14 thu nhu thé” bdi chung that thuc sy hiéu qua.

Tuong ty, ban cling c¢6 thé khai thdc bi quyét tié" p thi tiém nang nay.
T4t cd nhiing gi’ ban cin la kié" n théc can ban. D6i vdi hoat dong tié” p thi
truyén théng (cha’ ng han nhu quang céo trén ti-vi hoic bing-rén), ban khé
long x4c dinh va phan tich duc ¢ mdi tuong quan gitia cdc ké”t qua thu thép
dud c. Nhung thu chao hang truc tié’ p ¢ thé mang lai cho ban nhiing cong
cu d€ do dac ké't qué chinh xdc dé¢" n tu’ ng xu, cho phép ban kiém tra va so
sanh moi phuong 4n tié¢" p thi ciia mi nh.

Thu chao hang truc tié p la mot trong nhiing cach it ton kém va hiéu qua
nhét d€ ban ké toan bo ciu chuyén kinh doanh ctia mi nh cho khéch hang.
Toi bié" t ban da tu” ng viit di rdt nhiéu thu loai nay va bian khoin ty ho' i loai
hi’ nh quang cdo d6 c6 thé mang lai hiéu qua gi . Nha quang cdo bd ng thu
chao hang truc ti¢ p thanh cong ciing bi¢"t rd’ ng da s6 ngudi nhén duo c thu
chao hang tu’ ho c6 thé sé lam y nhu ban: viit chung di. Nhung né" u 14 thu
duo c thi¢ t k& mot cach dung dan va duo c tht nghiém mot cich thong
minh trén mot phan khiic nho’ ctia toan bo danh séach trude khi duo c ép
dung dai tra, nd that sy mang lai nhiéu don hang tu™ mot luo ng khach hang
an tuo ng. V&i kinh nghiém st dung thu chao hang, ching t6i cam thay
khong c6 vin dé gi' né" u 95 trong s6 100 ngudi nhan duo ¢ thu chao hang
cua chung t6i khong budén mé né ra doc, cing nhu chi c6 mot ntia trong s6 5
ngudi con lai trad 16i chung toi. Hay lam mot vai phép tinh.

1. V6i muc phi khodng 40 xu cho mét 1a thu, ching téi tiéu ton khoang
400 do-la dé gtii di 1.000 14 thu.

2. Né& u chi c6 2% s6 d6 (20 ngudi) phan hdi v6i doanh thu trung bi’ nh
100 d6-la, t6’ ng doanh thu sé 4 2.000 d6-la cho 400 d6-la chi phi.

3.Tru di 50% t6' ng doanh thu cho chi phi ban hang va 400 do-la cho

viéc glii thu va quang céo, rdi tru di thém 10% s6 tién con lai cho chi phi
quan ly va nhiing chi phi chung chung kha’c.
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4. Chi v6i 2% khach hang phan hoi ciing ¢6 th€ mang lai gan 600 do-la
14i rong cho m6i mét ngan 14 thu gti di.

N&"u viéc glii mot triéu 14 thu ciing cho luc ng phan hoéi tuong tu (va
that su ding nhu véy), ban c6 thé ki¢'m duo ¢ mot khoan 10 i nhuan khd' ng
16. Tham chi mot ntia s6 lo i nhuén d6 cing da kha 4n tuo ng r6i. Nhiing ké"t
qua do6 hoan toan kha thi véi danh sach khach hang va géi san phdm dich vu
hodc uu dai phu™ ho p.

Nhan Vién Kinh Doanh Bang Gidy Vi Su Tién Loi Caa Khdch Hang

Gia st ban dang lam viéc trong nganh san xuét. Ban ché” tao va bén sdn
phdm tryc tié" p hodc thong qua nhén vién kinh doanh. Ban dang git héi
nhiing thanh cong vu" a phéi, nhung ban khét khao dat duc ¢ nhiéulo i
nhuén hon nita. Mot 14 thu chao hang tryc tié" p duo c soan thdo mot cach
thong minh c6 thé tri’ nh bay cho khach hang tiém ning cta ban tat ca
nhing san pham/dich vu hodc thu hut su chua y ddc biét vao mot san pham
riéng le”. Nhiing khach hang tiém ning ctia ban sé c6 thé xem lai va suy
ngam vé€ Lo i Thé" Ban Hang Dc Nhat ctia ban vao bat cti khi nao ho muén,
trong bao lau tu' y thich.

DPaéi V6i Doanh Nghiép Méi

Ludc nay, hién nhién ban khong c6 tat ca nhiing co hoi kinh doanh hoéc
luo ng khach hang mong mudn. Thu chao hang truc i€ p c6 thé gitp ban
lam viéc d6 va ti’ m kié’ m thém nhiéu co hoi kinh doanh méi. Ban chua cé
dug c tat ca nhiing khach hang ban muén vi' mot vai ly do sau:

o Viéc ti' m kié" m va thu hat khach hang thong qua doi ngti nhén vién
kinh doanh hodc bd” ng quing céo trén bdo, tap chi, dai phat thanh hay ti-vi

khong mang lai nhiéu 1o i nhuan va ciing khong tié¢”t kiém cho 1am.

« Viéc chuyén d¢’i d6i tuo ng tiém ning thanh khach hang that sy tén
qua nhiéu thdi gian va cong stc.

« Ban khong c6 mot phuong phép hiéu qua va tié” t kiém d€ xac dinh
nhiing khach hang t6t nhat.

Thu chao hang truc tié p sé 1a tro tha dac luc cho nhiing hoat dong ban
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hang ctia ban va sé giup ban vuo t qua tat cd nhiing chiéng ngai vat do. Chi
v6i vai xu cho moét biic thu, ban cé thé tung ra cd mot dao quén nhén vién
kinh doanh bd" ng gidly tran ngap thanh phd, tu’ ng ngo™ ngéch thi trudng
hodc linh vuc nganh nghé ma ban mudn xam nhap. Va, that ngac nhién la
trong rat nhiéu truong ho p, thu chao hang truc ti¢" p ¢6 hiéu qua kinh t&’
hon ha’ n nhan vién kinh doanh.

Gid day, khi da s3” n sang 4p dung thu chao hang tryc tié” p, ban nén lam
gi tié" p theo? Trudc tién, hiy xdc dinh d6i tuc ng khach hang thich ho p
nhit cho mot san phdm/dich vu dic thu , hap din nhét ctia ban. Khi da xdc
dinh duo c d6i tuo ng nay, hay thué lai 5.000 hay 1.000 hodc s6 luo ng t6i
thiéu vu" a dt - s6 tén trong danh séach khdch hang ma ban da kha ning tié"p
can. (Xem chuong 14 dé bié¢"t thém thong tin chi tié"t vé viéc thué lai danh
sach khdch hang muc tiéu.) Mot khi ban da xdc dinh duo c danh sdch nhiing
ca nhan, t6" chiic hodc doanh nghiép phu’ ho p nhit d€ nhdm dé"n, ban lam
gi’ vGi ho day? Gui thu cho ho? Dién thoai cho ho? Hay vu a glii thu vu' a
goi dién thoai? Gti thu chao md&i ho mua mot goi san phdm/dich vy uu dai
nao d6? Gui thu dé nghi ho lién hé lai d€ bié" t thém thong tin? Gui thu dé
nghi ho lién lac lai d€ duo ¢ nhdn mau thi mi¢™ n phi? Moi ho tham duy bud’i
thuyé”t tri nh? M&i ho dé’ n gian hang ctia ban & hoi cho ? Moi ho d&' n vin
phong hay tru s& ctia ban? Hay mai ho danh chut thai gian nghe dién thoai
ctia ban? Cau trd 16i la ding vay! Ban hay suy nghi vé sy ké" t ho p mang lai
hiéu qué cao nhit tu” y theo dic thu" doanh nghiép hodc ti’ nh hi’ nh cong
viéc cila mi nh, va hay tht nghiém. Ban tht nghiém nhiing y tudng t&t nhat,
nhting kh& nang t6t nhit, d€ ti' m ra cdi ndo mang lai ké" t qua kha di nhét, to
16n nhét, phu’ ho p nhit, it tré ngai nhét - va d6 chinh 1 cai ban sé theo
dud’i. Hay séng tao ra 15i chao hang ctia riéng mi nh. Tu' y thudc vao sdn
pham hodc dich vu ban dang kinh doanh ma ti’ m ra cich it t6n kém nhét dé¢’
c6 duo c t6i da s6 nguoi sé gio tay 1én va ndi, “Téi thich cdi nay!” Cach lam
thyc t&” c6 thé thay do'i tu’ y theo dong san phdm hoic dich vu. Nhung hay
c6 thuyé” t phuc ho phan hoéi d€ nhan duo c hang du’ ng thtt mié™ n phi. Hodc
thuyé t phuc ho ghé qua ché ban, dién thoai cho ban. Né"u nhiing viéc do
khong khé thi, hay nhdn manh vao ké"t qua it ton kém nhét, d&™ hiéu nhit,
va c6 lo i nhat ma sdn pham hodc dich vu ctia ban mang lai.

Thu Gu’ i Buu Dién Hay E-Mail

Hay vié" t thu chao hang. Hay luén nhé rd’ ng mot 14 thu chao hang
giéng nhu mot cudc d6i thoai gitia hai ngudi ban. Mot ngudi thu thap kié' n
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thic tu’ ngudi kia — ngudi kia thi' truyén dat nhiing hiéu bié" t va thong tin
ctia mi' nh. Thu hodc e-mail chao hang la nhiing bai thuyét tri’ nh khoi go i
cadm hiing va thuyé” t phuc khach hang mua hang, goi dién thoai, vié"t thu
hodc dé"n ctia hang ctia ban. Muc tiéu ctia né cling tuong ty nhu ctia nhan
vién kinh doanh khi chuyén tai hi’ nh anh vé sdn phdm hodgc dich vy ctia ban
thong qua nhiing vi du, trién vong va lo i ich.

Thanh Phan Cua M¢ét La Thu Chao Hang

Viéc truyén dat thong tin bd’ ng ngdn ngti vié' t thit sy gitp ban gianh
duo c cho dung trong long khach hang. Sau déy la cdc phan cy thé ma mot 13
thu hodc e-mail chao hang nén co:

« Thu chao hang phai thu hut duo c sy cha y cia ngusi doc bd’ ng mot
tiéu dé hdp dan. Riéng phan ndi dung phai néu bat duo ¢ nhiing uu diém nd' i
troi.

« Phéi th€ hién ro” loi ich hodc uu thé” thong qua nhiing vi du thuc t&" -
so sanh, phan tich, nhiing 16i khen tang hodc dan ching.

« Phéi thuyé” t phuc duo c khach hang hanh ddng va ndm bat nhiing lo i
ich ma ban cam ké"t danh cho ho.

« Phai thuc ddy duo ¢ ngudi doc hanh dong, phan hoi, dit hang, vie't
thu, d&¢"n tan noi hodc g lai phié u mua hang,

Né" u doanh nghiép ctia ban thanh cdng, c6 thé 1a do ban bié"t cdch bén
hang. Ban c6 thé ap dung nhiing bi quyé”t thuc t&” d6 vao thu chao hang.
Né"u hién tai ban dang quang cdo trén dai phat thanh, ti-vi hodc nhiing 4n
ph&m, ban chi cin don gidn chuyén sang thu chao hang tryc tié" p. Né" u ban
dang du’ ng nhan vién kinh doanh, viéc chuyén nhiing 16i thuyé” t phuc
ba’ ng miéng thanh dang vié"t cing khong hé kho khan. Ban da bié” t nhiing
nut 4n cdm xudc va nhitng diém thuyé” t phuc nhat ctia sain phdm hodc dich vu
ctia mi nh. Hay chuyén n¢6 thanh van ban. Hay vié't mét 14 thu riéng truyén
tdi ti’ nh cdm chén thanh ctia mi’ nh va hi’ nh &nh ma ban mong mu6n thé
hién. La thi nén duo c vié" t nhu mot cudc ndi chuyén than mat gitia hai
nguoi, cang giong cang tot.

Tiéu Pé Lam Nén Tat Ca
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Tiéu dé chinh 12 bd mit quing cdo ctia 14 thu. N6 cudn hat d&" n muc
ngudi doc khong thé noi dung. N6 khié n cho ngudi nhan cdm thdy mudn
doc thu hon.

Hay ndi v6i ho vé cich gép nhit, tié” t kiém, tin dung loiich, hoac dat
duc ¢ mot thi gi' d6 thong qua san pham/dich vu ctia ban. Hodc giup ho
hiu vi sao san phdm/dich vu ctia ban khié¢" n ho hanh phic hon, hai long
hodc cam thay day du vé mat tinh than, thé chat, tai chinh, xa hdi, tam hon
hodc tam tri ctia ho hon. Chi cho ho thdy cach tranh hodc gidm thiéu nhiing
kho khan, ri ro, ban khoan lo lang hoédc cdm gidc so hai b’ ng cach st dung
san phdm/dich vu ctia ban. Néi ngan gon, nhiing gi' mang lai cho ho Igi ich
to l6n.

Phan N¢i Dung Ctia La Thu Chao Hang

Sau phin chao ho’i, ndi dung chinh ctia thu chao hang sé la cho moi
ngudi thdy cac vu diém trong sén phdm ctia ban. Ngudi doc mudn bié” t: “San
phdm va dich vu nay sé lam duc c gi' cho t6i?” Hay bat ddu phan tich mot uu
diém no’i troi nhét. Tié p theo, hay noi vé nhiéu lo i ich cong thém trong
sudt 14 thu. Khi vié" t phan ndi dung, ban dang dong hai vai tro khic nhau.
Ban muén ban duo ¢ hang, nhung ban cling cin dit mi  nh vao vi tri ngudi
doc. Hay vié't toan b 14 thu tu” gdc do cta khach hang. Ngudi tiéu du’ ng
mudn bié t cu ng nhiing vAn dé ma ching ta da dé cap trong phan vié't tiéu
dé quang cdo. Phan ndi dung cling tuong tu nhu tiéu dé, chi la cu thé va chi
tié"t hon thoi. Hay cho khéch hang thdy ba ng tu” ngt va hi’ nh anh cy thé
nhiing gi' ho c6 thé c6 duo c hodc ti€" t kiém duo c hodc git hdi duo c bd ng
cach st dung san phdm hodc dich vu ctia ban: Sdén phdm hodc dich vu cta
ban mang lai lo i ich cho ho ra sao? Sau do, ban c6 trdch nhiém thyc hién cac
cam ké "t clia mi nh. D kién, va thém nhiéu dit kién niia sé din thuyé t
phuc ngudi doc va ho p thic héa 16i chao hang cua ban. D kién chinh la ly
do viing chic nhit ma moi ngudi ti’ m ki€’ m nhd m dua ra nhiing quyé’t
dinh mua hang diy cam tinh. Dii kién, so sanh va b’ ng chiing sé cing c6
niém tin va khié" n ngudi doc cdm thiy quyé” t dinh mua hang ctia mi nh 1a
mot quyé t dinh thong minh. Niém tin la mt sén phdm phu ctia cdm xuc.
Du’ ng bao gi¢ quén rd’ ng tri tim sé lay dong duo ¢ khdi 6c. Va doc gia
mudn tin vao 14 thu cua ban.

Trudc khi vié't mot 14 thu hay e-mail chao hang truc tié p day stic
thuyé” t phuc, hiy danh thoi gian suy nghi vé né. Mé' xe’ san phdm hodc 15i
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chao hang ciia mi nh va ti’ m ki¢’ m nhting y tudng, cdm nhin mdi c6 thé
truyén cam hiing cho ngudi doc. Phén tich cac cam ké't ctia d6i tht canh
tranh va thudng thi' ban sé phat hién ra nhiing luin ¢ mdi la, sdng tao va
ddy stic cudn hit cho san phdm hodc dich vu ctia chinh mi’ nh. Né u ban
phan tich kj cang nhiing ghi chu kinh doanh, nhiing ban mé ta khach hang,
nhting ghi cht vé dich vy, thi' ban c6 thé sdng tao ra nhiing y tuéng ma
ngudi doc sé d6n nhan ndng nhiét. Hay quan sit san phdm ctia mi nh nhu
thé ban vu’ a trong thdy n6 lan dau tién. Diéu nay rit quan trong boi 14 thu
ctia ban sé 13 14n tié" p xic dau tién ctia nhiéu ngudi doc d6i véi sén phdm
hoac dich vu ctia ban.

Chi’ Du” Kién Ma Thoi

Khi dan chuing, hay bdt ddu ba ng viéc dé€ cap dé¢" n nhiing dii kién can
ban nhit ma hdu hé’t ai cing bié" t va chdp nhan. B4 ng cich nay, ho sé tin
nhting gi ban tri’ nh bay tié" p theo. Trong qud tri nh doc, cang vé sau ngudi
doc cang cho rd’ ng “Ménh dé dau tién da dung, thi' nhiing cdi tié p theo
cing dung.” Nhiing dii kién va ménh dé c6 thé gay dn tuc ng déi véi nguoi
doc bao gom:

o Chi tié¢"t vé qua tri’ nh x4y dung, nguyén vt liéu va tay nghé clia nguoi
tho .

« Thong tin vé danh tié" ng, vi thé” ctia doanh nghiép ctia ban: co s ha
tdng, cong tri’ nh nghién ctiu, vi tri, hodc gid 1am viéc ban dém va cudi tuan.

o Chi ti¢"t vé€ kinh nghiém, ba" ng cdp va kj ning ctia nhan vién; s6
luo ng nhan vién ctia ban phén chia theo nhom cong viéc; nhiing kié' n thiic
chuyén mon ctia ho.

« Dich vu giao hang dic biét hodc quy tri’ nh sdn xuit ma d6i tha canh
tranh ctia ban khong c. Hodc d6 c6 théla quy tri’ nh ai ai cing thyc hién -
quy tri nh hoat dong tiéu chuén - nhung chua mot ai quang bd vé ching.

o St dung con s6 dii liéu, ghi chu va tai liéu hodc kinh nghiém thuc
tié” n. Moi ngudi rat thich doc dii liéu, cho du” ho chi’ ng thé phan tich duo c

chung.

o Tén ctia cic khach hang danh tié ng trong qua khit hodc hién tai va
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cam nhén cta ho vé san pham/dich vu.

Ludn ludn cu thé thay vi' chi noi khéi quét chung chung khi dan ching
su viéc. Gidi thich ro” rang va cdn than tat cd nhiing nguyén nhan that sy vé
mat kinh doanh, giai thich tai sao ban c6 thé cung cip nhiing goéi san phim,
dich vu hoic wu dai phi thuong dé"n vay. Chd ng han, né"u ban c6 thé san
xuidt mot mdt hang véi chi phi chi bd’ ng mot phéan ba chi phi ctia d6i thu
canh tranh, hay gidi thich chinh xac cach ban lam diéu dé.

Thuyét Phyuc Thanh Céng - Ban Dugc Hang

Bay gi¢, hay khié n ngudi doc hanh dong. Né"u tiéu dé ctia ban tuyét
vOi, n0i dung ctia ban hdp dan, bd' ng chiing ctia ban du stic thuyé” t phuc va
loithé” cta ban cudn hit ngudi doc, thu chao hang ctia ban van sé khong
mang lai 10 i nhuan né” u ban khong thuc ddy duo ¢ ngusi doc hanh dong
ngay. R4t nhiéu thu chao hang ké" t thic mot cach ldng 1€, vit khong yéu ciu
ngudi nhan phai hanh dong. That la mdt su phung phi nhiing né luc ban day
cong tao ra! Nhiing bién phap khuyé n khich hanh dong nén duo ¢ dé cap
mot cich truc tié” p. Hay cho ngudi doc bié t chinh xdc nhiing gi' ho cin
lam:

« “Hay nhac dién thoai va goi ngay cho dudng day néng ctia chung t6i.”
o “Hay dé n chi nhanh gin nhét ctia ching t6i.”

o “Hay dit hang trudc khi khuyé” n mai ké&” t thuc. Hay thuyc hién ngay
hém nay.”

Ban ndm duo ¢ y tudng roi ddy. Hay tang thém tinh thu hut ctia dé nghi
hanh dong bd" ng bién phap dao nguo c rai ro: Hay néi véi ngusi doc rd” ng
tdt ca rhi ro 12 & ban. Cho ho thdy ho khong phai chiu bit ky rai ro hay rang
budc nao ca. T6i thudng st dung nhiing bién phap nay dé€ kéu goi hanh déng

o T6i bao ngudi doc phan hoi ngay lap tic cho mot goi uu dai ddc biét va
toi chiu toan bo rui ro.

« Toi gidi han thoi gian va s6 luo ng sdn pham/dich vu uu dai va giai
thich ro™ rang ly do.
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o Toi tri nh bay chi tié"t vé nhiing co hdi du” ng tht hodc nhiing qua
ting mié”n phi ma nguoi doc sé bo” 10™ né”u khong phan héi kip lic.

o Toi dua ra chinh sach bao hanh khéng rai ro ma chi cé ai ngé ngan
mdi khong nhan.

o T6i cho ngudi doc bié”t chinh xdc va tudn ty tu ng budc tié” n hanh
cich lam thé” nao d€ phan hoi véi toi.

Thu Nén Dai Bao Nhiéu?

Thu hodc e-mail chao hang ctia ban nén dai hay ngdn? Hay vié' t da dai
dé ké mot cau chuyén hoan chinh, day dua thong tin va khoi go i niém hiing
khéi. Moi ngudi thudng cho ra” ng chi’ ng ai buén doc nhiing 14 thu dai
nhiéu trang. Khong hi'n thé"! Ban sé si”n sang doc mot 14 thu cho du’ né
dai bao nhiéu, né& u né thu hit duo ¢ sy chd y ctia ban. Hay lam cho thu chao
hang ctia ban du dai dé dé cap triét d€ dé n tit ca cac yé& u t6 cin thié't.

Du ng vié't vin tit qua loa dé ti¢ t kiém ché. Hay tha' ng tay stfa nhiing chi
tié" t thu a hodc nham chan (diéu nay dic biét dung d6i v6i e-mail), nhung
du ng bao gio viit bo" nhiing chi ti¢"t hip din, nhiing Iy do c6 stc thuyé"t
phuc, hodc nhiing thong tin dic sic giap cdu chuyén hap dan ctia ban thém
gia tri.

Né& u ban yéu c4u nhan vién kinh doanh goi dién cho khach hang, liéu
ban c6 yéu ciu nhén vién d6 ngu’ ng viéc tri’ nh bay ctia anh sau 30 gidy dé
tié" t kiém thoi gian? T4t nhién 1a khong. Ban mudén nhan vién d6 tin dung
cang nhiéu thoi gian can thié"t cang t6t d€ thuyé” t phuc khach hang. Diéu do
cling tuong tu doi véi thu chao hang. Nhiing 14 thu chao hang thanh cong
nhét clia toi tu’ ng dai 8, 10, 12, thdm chi 16 trang.

Nhung moéi doan van déu cung cip ddy du thong tin, va mdi phan déu
giup cting ¢8 cho hoat dong chao hang. Né u ban c6 mot s& thich hodc
chuyén mon nao do, ban sé chiu khdé doc vé cht dé ra sao? Mot trang? Mot
chuong? Ca quyén sach? Cau tra 16i la: rat nhiéu. Mié" n 1a ndi dung do tha
vi. Né" u thu chdo hang ctia ban cuén hut, moi ngudi sé rat vui ve doc.

Brochure Cung Cap bay bu Thong Tin

Thu chao hang cua ban nén nong nhiét, nhan van, chan that, than mat va
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thé hién duo ¢ méi quan h¢ gitia ban véi khach hang. Brochure hodc thong
tin vé san phdm/dich vu cta ban nén mang tinh chuyén nghiép. N6 thé hién
nhiing diém hép dan, cac thanh t6, uu thé’, hodc nhiing Io i ich tich cyc ctia
san phdm hodc dich vu d6. Brochure ctia ban nén duo ¢ vié t bd ng nhiing
ménh dé ngin gon chu’ ng mot cAu hodc mot doan van néu ra nhiing chi
tié t va lo i ich quan trong. Hay vié"t lai hodc trich dan nhiing 16i khen téng,
161 ddm bao va gidi thiéu t6t nhat ma ban c6. Hay mé dau brochure hodc tai
liéu ctia ban ba” ng mot tiéu dé€ c6 thé tom tat duo ¢ noi dung:

o Sau day 1a danh sich rut gon nhiing ly do giai thich vi' sao ban nén tan
dung nhiing gbi san phdm/dich vu va uu dai nay.

o Sau day 1a nhiing ly do gidi thich vi' sao chuing t6i rat hao hing gidi
thiéu gdi uu dai dac biét nay.

Mot s6 chi tié"t quan trong quy khdch hang nén bié"t vé san phdm hodic
dich vu ctia chung to6i.

« Sau day la nhiing ly do chling minh san pham hoac dich vu ctia ching
toi s& mang lai nhiéu lo i ich cho ban.

o Nhiing chi tié"t, s6 liéu, va 16i khen tdng ctia khdch hang chiing thuc
cho viéc mua san phdm hodc dich vu ctia chung toi.

Trudc khi liét ké tat cd nhiing di liéu trong brochure hodc tai liéu gidi
thiéu san phdm/dich vy ctia mi nh, hay vié"t nhiing cu hodc doan van chit
ché m& dau cho tu” ng muc chi tié" t va s6 liéu d6. Vi dy, khi liét ké nhiing dic
tinh vé hiéu sudt, hady mé dau danh sach dai loai nhu: “C¢ 1€ ban cam thay
cic s0 liéu thyc t&" mang tinh thuyé”t phuc hon. Chinh nhiing dic tinh vé
hiéu suit nay da dua san phdm cua ching t6i 1én mét vi tri cao hon so véi doi
tha canh tranh” Tié" p theo, hay liét ké no ra.

V6i cac 161 khen ting, hdy m& dau ba’ ng mot doan vén gidi thiéu nhu
sau: “C4 1é chuing t6i hoi thién vi san phdm clia mi’ nh. Nhung c6 1€ ban cling
muon bié t nhiing gi' cac khach hang khéc tu” ng nhan dinh vé san phdm
clia chung toi. Ban sé ti m thdy dia chi hodc s6 dién thoai ctia ho trong
truong ho p ban mudn lién lac” Réi hay tri nh bay nhiing 16i khen tang hoic
ddm béo chat luo ng dé.
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O’ phan cuéi brochure, hiy tom tit va lip lai mot dé nghi hanh dong déi
v6i khach hang. Cha’ ng han: “Dé 12 mét s6 nguyén nhan thuyé” t phuc dé
ban mua hodc it nhit 1a d&" n th san phdm/dich vu ctia chiing t6i ma khong
lo lang vé bat cu rai ro nao. Hay lya chon géi uu dai ddm bao hoan tién cua
chung toi. Hiy dé" n clia hang ctia chiing t6i. Hodc gtii... Hodc goi dién thoai
va ching t6i sé gtii cho ban..” Nhé tri’ nh bay lai mot cich ro™ rang va nd’i
bat chinh sach bao hanh cua ban cang manh mé cang tot, va hay tom tat lai
toan by nhiing dé nghi ctia ban. Diéu d6 that sy cin thié"t. Tuyét d6i du” ng
bao gio st dung brochure ma khong c6 mot la thu chao hang kem theo dé
cung co va phat trién no.

Nén Hay Khong Nén Ting Ke' m Phiéu Mua Hang?

Mot 14 thu chao hang ting kém phié”u mua hang cé thé gitp ban theo
do”i phan hoi ctia khach. Hay vié"t mot doan van manh mé, 13p di lap lai dé
nghi clia ban va khié n cho n6 that mai goi nhu thé ngudi doc dang noi 16n
nhiing l6i sau: “Phai!! Toi dong y!! That kho cud™ ng lai 16i d€ nghi cua anh va
san pham ctia anh c6 ve’ that tuyét voi. Thém nita, nhiing mén qua ting kem
ctia anh thu hat qué d& n néi t6i kho long tu™ chdéi. Nhung chinh sich hoan
tién 100%, d€ cho t6i giti lai phdn qua ting kém, khong ¢ rui ro chinh la
nguyén nhan that sy khié n tdi trd 161 anh. To6i sé chon anh vi' chinh sdch do
va sé du ng thtt sén phdm hodc dich vu ctia anh, nhung chi trong vong 60
ngay t6i thoi. N& u né khong ¢ hiéu qua t6t hodc né”u to6i khong duo clo i
nhu anh da hua, t6i sé tra hang va doi lai ngay lap tuc toan bo so tién cua
mi nh. Va toi sé giti lai tit cd nhiing m6n qua ting kém dang mo uéc d6 vi
nhiing rac réi toi phai chiu. Vi tit ca nhiing diéu kién trén, day la don dat
hang ctia t6i.”

Né& u ban dang ti’ m ddu mdi khach hang hodc thong tin phan hoéi, hay
vié"t theo cach nay: “Loi chao hang ctia anh that sy thuyé t phuc d4y. Toi
khong bié" t liéu sdn phdm ctia anh c6 danh cho t6i hay khong, nhung toi
mudn ti m hiéu thém. Vi’ vy, hay gtii cho t6i mit hang d6 hodc d€ dai dién
kinh doanh goi cho t6i va tra 16i nhiing ciu ho i ctia t6i. T6t nhat 1a ca hai.
Nhung v6i mdt di€u kién: t6i khong phai chiu bat ct rang budc va rai ro
nao.” Sau d¢ la ho tén, dia chi, so dién thoai, va dia chi e-mail. Ludn ludn lay
thong tin d€ phuc vu cho nhiing nhu ciu tié” p theo. N6 sé mang lai cho ban
rat nhiéu tién.

O mat sau brochure, hay dit mdt ban tom tat va phan chia se’ ctia cac
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khéch hang ci, nhiing gi' ma ban ciing dang mudn cac déi tuc ng mai nay
lam. Dinh kém la phuong tién phan héi don gidn nhung ro” rang

— hodc mot tim phié”u, hodc thu dit hang ho c6 thé gi lai cho ban.
Céch ho gtii n6 lai cho ban: mét phong bi' ghi sa™n dia chi, mdt buu thié" p
ghi s3”n dia chi, hoic chi¢’c phong bi’ dé ho sé bo™ thu phan héi/ chi phi¢’u
hoic thong tin the’ tin dung ctia ho vao. Ludn ludn chd trong vao nhiing nét
ddc trung — minh hoa cho tinh hiéu qua va mtc do tin nhiém cao nhat.

Vi du nhu thu phén hoi, hodc phié u dit hang ctia ban ¢6 tom tat lai 16i
chao hang ctia ban mot cach dic biét khong? “Dung, toi rdt mudn bié"t cich
giam 10 gy trong mot van gon.” Hodc “Dung, tdi 1a nha sdn xudt rat thuc té
va chu trong d¢"n 10 i nhuén, t6i mudn bié"t cach gidm 10% phi t6' n cta
mi nh” Hodc “Pung, toi rit quan tim dé" n cach khié n nhan vién lam viéc
hiéu qua hon va trung thanh hon. Hay gti thong tin mié™ n phi ctua anh cho

A

tol1.

Cho du’ 16i chao hang ctia ban la gi' , hay loaibo’ y¢ ut6 rairovi loi
ich ctia khach hang. “T6i bié¢ t mi’ nh duo ¢ nhin ban tin ndy ma khong chiu
bat ky rairo ndo cd” Hodc “Toi hiéu du thong tin phan tich nay cé gid dé' n
1.000 d6-la, t6i van cé duo ¢ n6 hoan toan mié™ n phi” Hodc “Toi hi€u du’ toi
gtii cho anh chi phié¢ u nay, viéc mua hang ctia tdi vin cé thé thay d6' i trong
vong 35 ngay sau khi téi nhin duc ¢ hang, du’ ng thit va c6 toan quyén chép
nhén sdn phim hodc khong” Nhiing muc d6 phéi ghi ro” cu ng ho tén, dia
chi, s dién thoai gio hanh chinh, e-mail va phuong thiic thanh todn. Né"u
mit hang duo c dat hang b’ ng chi phié¢ u, hay chac chan rd’ ng c6 mot dé
muc danh cho “chi phi¢”u”. Né"u khach hang gti thong tin the” tin dung, hay
chu’ a ché ghi thong tin the : ho tén, s6 the', ngay hé”t han va chi ky.

T4t ca phdi sa” n sang, ké ca phuong tién gui phan hdi ctia khach hang vé
cho ban: mot phong bi” hdi 4&m hodc - né” u ban khong c6 nhiing thong tin
quan trong va thong tin vé the’ tin dung, thi' sé 1a mét tAm buu thi¢" p né u
cac thong tin ghi trén n6 khong mang tinh bdo mat va riéng tu. Ciing c6 thé
1a tdm buu thié" p nho nho” duo ¢ bo’ vao mot phong bi” “Héi Am”. Ban nén
can nhic tt ca cic y& u t6 cin thié t noi trén, né” u ban that sy mong viéc gui
thu chao hang sé mang lai 1o i nhuan t6i uu. Né& u ban gtii thu qua duong buu
dién thay vi e-mail, ban cin quan tdm dé n yé& u t6 hi’ nh thiic - chinh 1a
bao thu. N6 phéi hidp din d€ khong bi xem 1a “thu quang cdo” va ké” t thic st
ménh clia nd trong thu’ ng rdc. Vi 1& d6, rat nhiéu yé u t6 ban nén cin nhic
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nhu kich thudc va mau sdc phong bi', cich thic gui (qua hom thu hay phat
tin tay), mau ma va mau sic gidy, c6 nén in 16i mao ddu bén ngoai phong bi
hay khong (van ban duo ¢ in bén ngoai phong bi~ kich thich ngui nhan phai
ma no ra) va nhiéu nhiéu nia.

Lo i Mao D4u Ngoai Phong Bi

Nhiéu ngudi chon khong du” ng 16i mao d4u bdi nd ngay lap tic khié' n
khach hang nhan ra phong thu ctia ban 1a “thu quang cao”. Tuy nhién, 16i
mao dau ciing cé thé khié" n khach hang m& mot thu ra doc. Hay cAn nhic va
lya chon 16i mao dau that ky luc™ ng. Chié c phong bi ¢6 thé tri’ nh bay mot
thong diép ban hang c6 tac dung tuong tu tiéu dé quang cao. Nhiém vu cta
phong bi’ 13 1am sao thuyé” t phuc khach hang mé thu ra xem. N&"u duo ¢
thi¢" t k&" bit mat, chié¢’c phong bi’ c6 thé cdn ngidi nhan qui’ ng né vao
thu ng rdc. Chié’ c phong bi’ htta hen mot lo i ich tuyét voi & bén trong
khié n khach hang phdi mé ra va doc ngay. Ly mdt tiéu dé dang du ng (co
thé tu" mot muc quéng cdo hiéu qua nhit ctia ban) va dit nd mot cich trang
trong 1én phia trai & goéc dudi chié ¢ phong bi . Hodc trich mdt cdu ngén
trong muc chao hang hiéu qua nhat ctia ban va ddt né vao mat trudc hodc
mat sau phong bi' . Hay nhd, ban khong c6 nhiéu khoang tréng. Thém niia,
buu dién chi cho phép thong diép ctia ban chié¢’ m mot dién tich nhat dinh &
mit trudc hodc sau ctia phong bi . Lién hé v6i buu dién d€ bié"t nhiing quy
chuén cy thé. Ban phdi manh tay khi thu gon 16i mao dau trong nhiing tu’
ngti c6 tic ddng manh nhét, khié"n ngudi doc to mo.

Hodc cach lam khéc: chié”c phong bi ¢6 thé d€ tr6ng (mau trang hodc
mau sic khac), giong mot 1 thu riéng tu — khong hé 16 ti gi' vé€ ndi dung bén
trong. Ba ng cich nguy trang cho thu chao hang tryc tié" p ctia ban trong
giéng thu tu" cd nhén, no c6 thé vuo t qua su kiém duyét cta thu ky va
khong bi bo” vao sot rac. MOt vai ngudi dit nhiing ngon tu dic biét & goc
trén bén trai ctia phong bi* ctia ho, chd’ ng han nhu “Phong Gidm Déc Diéu
Hanh”, “Cha Tich”, “Phong Nghién Ctu”, hoac “Tha Quy”. Hay thi nghiém
ti m ra cich nao hiéu qua nhat v6i ban. Toi tu” ng thi du’ ng phong bi’ véi
16i mao dau va dé tron. Ca hai déu cho ké"t qua t6t, nhung cho nhiing muc
tiéu khdc nhau. Hay thtt nghiém d€ ti' m ra bién phdp ndo mang lai k&t qua
c6 1o i nhét. Hay thu thap nhiing chié’ c phong bi' gy duo c su chu ctia ban
va ghi cht thém thong tin vé chung. Hay nhd, c6 m& phong bi' thi' mdi doc
dud c thu bén trong. Mot khi nhiém vu vo cu’ ng quan trong nay thanh cong,
thi' vai tro ctia chié”c phong bi® da ké”t thuc.
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Nhu" ng Vi Dy Thanh Céng V6i Thu Chao Hang Tru ¢ Tiép

Sau day 1a cach mot s6 ngudi toi tu” ng tu vin da 4p dung thu chao hang
tric tié'p cuc ky linh hoat trong hoat dong kinh doanh ctia ho.

Mot ngudi that sy co dc sdng tao ma toi tu' ng tu van & Seattle c6 mot
phong thi nghiém y khoa. Anh cung cép dich vu xét nghiém chin doan cho
cac bac si & khap ti€éu bang Washington. Khi t6i néi anh c¢6 thé lam duo ¢
nhiéu thd véi thu chao hang tryc ti€ p, anh da lam t6i ngac nhién. Anh chon
cach ap dung don gian nhit, dé” dang nhat va dau tu 500 d6-la dé nhén lai
900.000 do-la gid tri ca nhiing khach hang mdi va nhiing co hoi kinh doanh
trong nim d4u tién. Anh da lam diéu d6 nhu thé” nao? Anh chon mét dich
vu chin dodn md&i ma doanh nghiép ciia mi' nh méi phét minh ra. Anh tém
tat ndi dung dich vu & mit trudc cta buu thié p va dua ra mot goi uu dai vo
cu ng hdp dan. Ddi tuo ng cta dich vu méi d6 la hang ngan béc si trong
nganh ma anh chua tu ng tié¢ p xtc. Anh danh cho méi ngudi trong s6 ho
mot vu dai rat thuyé” t phuc nhung ciing vo cu’ ng don gidn & mit sau tim
buu thié"p ctia mi nh. 70% ngudi nhin da phan hodi ngay sau 1an gtii thu ddu
tién. Khodn dau tu tri gid 500 do6-la mang lai khong chi 900.000 do-la doanh
thu, ma con thém 900.000 d6-la ntia tu' nhiing ldn mua hang tié" p theo sau
do. Anh gtii thém ba, bén 14n nita. Anh gdy dung doanh nghiép ciia mi nh
1én hang triéu do-la va ban no lai cho chi nhdnh cia Revlon & New York.

Toi tu” ng tu vin cho mot ngudi & Northeast, 13 dai dién kinh doanh 16n
nhat va thanh cong nhit trong nudc cho mot cong ty bao hiém lén. Anh da
gia ting ddng ké thu nhip cia mi nh ba ng cich tin dung triét dé€ thu chao
hang tryc tié"p, nhdm dé n cic cht doanh nghiép xung quanh New York.
Anh gtii cho ho mét 14 thu don gidn, cung cip cho ho tai liéu xem tht mié™ n
phi va tao co hoi cho ho phén hdi mot cach kin ddo, khong c6 bat ky rui ro
va rang budc nao, dé€ xem nhting dich vu tai chinh 4y c6 thé tao ra nhiing
khéc biét gi trong tuong lai va nhiing nim théng huu tri cta ho. Véi cdch
lam hoan héo, bién phap gian don d6 da mang dé n thu nhép tri gid bay con
s6 cho anh - mgt ngudi khong bao gio roi kho'i van phong. Hiu nhu tat ci
hoat dong kinh doanh ctia anh duo c thuc hién qua dién thoai, e-mail va thu
tin.

Mot nha moi giGi bat dong séan thé™ chip thay vi danh ra 90% thdoi gian

ctia mi' nh d€14i xe khap Los Angeles, hong ki¢" m duc ¢ khoan thu nhap tri
gia 90.000 d6-la mot ndm thi' anh da quyé” t dinh ngo6i tai van phong 95%
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thoi gian trong ngay va gui di nhiing 14 thu chao hang duo c thié"t k&” mot
cach chuin muc... hang ngay, hang tuin, hang thang, hang nam nhu vay.
Nhiing l4 thu nay duo c glii @& n nhiing chd hé ma anh nham dé’ n, nhiing
ngudi hoi du dieu kién dé€ duo c tdi cap von, va anh da tao ra khoan thu nhéap
250.000 do-la mot ndm ma khong cin go™ clia tu’ ng nha, khong cin goi dién
thoai chao hang véi bat ky  ai.

No6i Thém Mot Chu't Vé E-Mail

Nhiéu ngudi da st dung e-mail va thanh céng ruc r6™. N6 nhanh, dé”
dang va thLi(‘)’ng rit hiéu qua. Tuy nhién, t6i khong tin rd’ ng e-mail thich
ho p cho moi ti nh huéng kinh doanh, va n6 nén duo c can nhéc dac biét
trong hoat dong ban hang va tié" p thi. Pung l1a e- -mail ¢6 thé tri’ nh bay noi
dung vié"t khong khac git mot 14 thu, nhung n6 hoan toan c6 thé bi xa
kho'i hop thu chi bd’ ng mdt cu click chudt, va né’u muén in ra gidy, ngudi
doc sé can mot chut nd luc niia. Va tat ca e-mail déu gidong gidong nhau trén
man hi nh may tinh. Thudng ngudi ta khong ma e-mail la boi n6 o thé
chtia virus xéa sach & cling. Déi v6i nhiéu ngudi, e-mail 1a mot phiong tién
xudt sic d€lién lac khach hang tiém ndng va khach hang hién tai. Nhung hay
nhé ra’ ng n6 phai thich ho p trong truong ho p ctia ban trudc khi ép dung.
(Poc thém vé méy vi tinh, trang web, va mang Internet & chuong 16.) Du’
banlam gi° di niia, khi e-mail, hiay ddm béo n6 chuyén tai hé"t ndi dung can
thié” t va khong chida cac nguy co xam hai d¢ n mdy méc ky thuét ctia khdch
hang b&i nhiing dudng truyén nguy hai do e-mail mang theo. Ching t6i méi
thi nghiém gui e-mail va thanh cong my man v6i hon 50% phan hoi. Bd ng
cdch nao? Ba ng cach mang dé" n nhiéu va nhiéu gia tri hon niia khi ngusi
nhan phan hoi lai dé nghi cua chung toi.

Cac Buéc Hanh Dong

Lap mot danh sach hoan chinh cac moi lién hé kinh doanh ma ban da
tao 1ap duo ¢ - qua viéc gdp go™ truc tié" p, qua dién thoai, khi ngusi khéc goi
cho ban hodc cho b phén tié" p nhan don hang, hodc qua nhan vién ky thuét
hodc dich vu khéch hang, bo phan ké” todn v.v... T4t ca déu la co hdi hoan
hao dé€ thém mot hodc mot loat thu chao hang tryc tié p vao quy tri nh bdn
hang ma ban dang st dung. Tié p theo, liét ké moi ti’ nh hudng hodc co hoi
quan trong trong doanh nghiép ctia ban khi m¢t 1a thu chao hang truc
tié” p/phan hoi tryc tié p gi & n trude/sau ¢ kha ning mang lai ké"t qua
tich cyc hon. Hay nhd, ludn git lién lac va déi thoai véi khach hang da duo ¢
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chiing minh 1a c6 anh hudng vo cu’ ng tich cyc dé" n gid tri don hang, tin
suat mua hang, sy trung thanh cua khach hang, nhiing 16i giéi thiéu v.v...

Bay gi0, hay xé p hang nhiing danh sach ctia ban dya trén muc do uu
tién va tan sudt xuat hién. Khi hoan tét, hay bat dau vié" t mot vai 14 thu cuén
hut, c6 cha dich va c6 thé mang lai lo i nhuan cho ban. Né" u ban khong ¢é
nang khié¢"u hodc thai gian, hay ti m mdt nhan vién kinh doanh trong cong
ty c6 kha ning, hoic ngdi lai v6i mot ngudi ma ban quy trong va bay to’ mot
cdch ty nhién nhiing gi' ban mudén ndi véi khach hang — nhiing 16i xuit phat
tu trai tim. Ghi lai cudc néi chuyén nay va vié' t thanh vin ban. Ban sé ngac
nhién khi né duo c ti mi bién tap lai. Mot khi ban da tip trung va vié' t xong
mdt vai 14 thu, hiy thi nghiém chtng trén quy mé nho va xem né tao ra
nhiing khéc biét gi’ . Ngoai ra, diéu tuong tu cling duo ¢ 4p dung cho nhiing
ti nh huéng nghé nghiép ctia ban khi ban cin tao dnh hudng d¢"n mot nguosi
nao dé thudc phong ban khac, cap quan ly cap cao hon hodc mot thanh vién
ban diéu hanh. Chua hé’t, n6 con 4p dung duo c trong ca hoat dong cong
dong va phuc vu cong dan.

Chuong 14: Hay Bat Nhiing Con Ca Lén

Nham vao nhom khach hang tiém néang chat lugng cao

Khi duo cho’ily dovi' sao di cudp ngan hang, tén cudp nha bing nd’i
ti¢'ng Willy Sutton trd 16i “Vi' & d6 c6 tién.” Ban sé phai tiéu tén rit nhiéu
cong stic, nhan luc va tién bac dé di lai, giii mau tht, hodc mdi mot ngudi
dé’ n van phong/ctia hang ctia ban va thuyé”t phuc sao cho ho dong y “Dung,
toi mudn trd thanh khach hang ctia anh.” Ban khong thé chip nhan viéc
phung phi thdi gian va tién bac vao nhting ngudi khong that sy c6 y dinh
mua hang. Ban can huéng muc tiéu vao nhiing khach hang ti€ém nang c6 chat
luo ng cao chi du” ng cham chdm vao s6 luc ng khach hang. S6 luo ng khong
c6 y nghia gi trong viéc ti’ m kié¢’ m khéch hang tiém ning. Cai quan trong
chinh 13 chét luo ng va kha nang chuyén d6’i ho thanh khach hang that su.
Noi céch khéc, hay ti' m d&" n nhiing noi c6 tién.

Mot trong nhiing cach lang phi thoi gian va co hdi toi té nhat ma toi
tu’ ng bié"t la khi ngudi ta khong thé danh gid tiém niang ctia nhiing khich
hang ho nham dé¢" n. Thay vi' tap trung phat trién nhiing khach hang tiém
nang cht chét, ho lai bam theo nhiing khach hang khong xac dinh. Su khac
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biét gitta mot khach hang mo ho va mot khach hang tiém nang la chat luc ng.
Mot khéch hang mo ho c6 thé1la bat ky ai - tu’ y theo cdch nhi’ n ctia ban -
bié" t dau, moOt ngay nao d6 ho du diéu kién mua sdn phdm/dich vu cta ban.

Con khéch hang tiém nang la bit ky ai c6 kha ning mua hang cta ban
ngay hom nay. Ho cin san phdm hodc dich vu ctia ban. Ho ¢6 diéu kién dé
chi tra cho né. Ho c6 kha ning dua ra quyé’t dinh ngay. Ho 1a nhiing muc
tiéu chinh ctia nhiing gi’ ban lam.

Tai sao phai sti dung sung sdn tam sat thuong rong trong khi ban hoan
toan c6 thé st dung moét khiu siing truong véi 6ng ngam hoan hao? Hay tip
trung moi nd lyc va sy chu y ciia mi nh vao nhiing thi trudng tiém nang,
nhting khach hang tiém nédng, va nhiing hoat dong mang lai cho ban kha
ning cao nhat d€ c6 duc c ké"t qua mong do i va ban sé con lam t6t hon nia.
Tuy nhién, da s6 sé khong bao gid nghi xem li¢u c6 con cach nao khac tot
hon khong, c6 ngudi nao dua ra quyé’t dinh chit luo ng va dé” tié"p can hon
khong, hay c6 nguon thong tin nao dé” kham pha va dp dung vao thuc t&’
hay khong. Khi ban nhan thay c¢6 nhiing cach tap trung vao nhiing khach
hang tiém nang cé nhiéu kha nang hao hiing véi san phdm hodac dich vu cua
ban, ban sé gat hai duo ¢ nhiing ké"t qua tuyét voi hon, it tiéu tén cong stic,
thdi gian va tién bac hon. Trong chuong nay, ban sé bié"t cich tap trung thoi
gian va tién bac ciia mi nh cho nhiing muc tiéu khé di nhit, nha’ m mang vé
lo i nhuén cao nhat véi chi phi t6i vu.

Tré Con Con Lam Dugc

Mu' a dong xd lanh mang lai cho bon tre” mot co hoi tuyét voi dé kie’m
chut tién tiéu vit. Va nhiing dda tre’ nao bi¢"t nhdm vao nhiing khich hang
tiém nang chat luo [ng cao s& kié¢’m duo c nhiéu tién nhit. Sau mot con bao
tuyé’ t di doi, 1ti tre’” cAm xe’ ng va bét dau di go  clia tu’ ng nha, chao mai
dich vu don sach tuyé”t trén 16i di vao nha véi mic phi re . Ty 1¢ thanh cong
12 khodng 1/3. Tuy nhién, nhiing dda bié"t cdich nhdm dé¢" n nhém khéch
hang tiém nang nhat sé c6 duo c 4, 5 khiach hang ma van khong can dua ra
muc gid re’. Vay thi' nhiing ai la muc tiéu kinh doanh déy chét luo ng d6?
Chinh 1a nhiing nguoi da td” chdi bon tre’, quyé”t dinh ty mi nh don tuyé't,
dé¢’ n khi lam gitia chu’ ng, ho mét d&" n muc nhu sdp 1én con dau tim.

Khi quéng cdo trén bdo, tap chi, brochure, thu chao hang, dién thoai, dai
phét thanh hay ti-vi, ban nén dua ra nhiing 16i chao mdi cu thé nhim dé'n
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céc cd nhan hay doanh nghiép nao do, khi ho phan héi tuc 1a ho kha ng dinh
“T6i muon giao dich v6i anh bdi toi cam thay thich san phdm/dich vu ctaa
anh, hodc t6i muén cé duo c k&'t qua d6.” Vi dy, mot ngan hang du’ ng bao
i ddng quéng cdo chi dé giGi thiéu sy tuyét voi ctia chinh mi’ nh. Ma ho
nén ding quing cao d€ gui ting khach hang nhiing cuén cdm nang “Lam
thé” nao dé€ vay tién mua nha méi hodc huy dong tién tu stia cin nha hién tai
va tié¢ t kiém hon 15.000 d6-la trong sudt thoi gian thé” chdp” Truong ho p
nay chi hdp dan nhiing ai that su ¢ hling thu véi viéc vay tién hodc tai vay
tién ngan hang nha’ m dép ing nhu ciu nha & ctia ho. Ho chinh 1a nhiing
khéch hang tiém nang chét luc ng. Khi gui thu chao hang, du’ ng soan thu c6
ndi dung chung chung. Hay vié" t vé€ nhiing san phdm, dich vu hoidc quy

tri’ nh san xuét sao cho né cé ve” hiiu ich nhat véi ngudi doc, khi¢ n ho khao
khét c6 duo ¢ no.

Ban Tim Cac Khach Hang Tiém Ning Chit Lugng Nay G Dau?

Danh sach dia chi ctia hu hé"t cac d6i tuo ng khach hang ban mudén
tié" p can ludn cb sd” n. Ban c6 thé thué lai danh séch do, khong chi theo tén,
ma con theo chtic vu va chuyén mon nghé nghiép (va nhat la theo s6 dién
thoai). M6t nha méi gidi kinh doanh danh sach khach hang c6 thé cung cép
cho ban danh sach nhiing ngudi ho lién hé tu™ trudc, hodc ban c6 thé nho
cdc Trung tdm Dii liéu Khach hang (SRDS) tu vin cho mi nh. Nhiing danh
sach nay, khi duo c ké"t ho P v6i thu chao hang duo c soan thdo mot cach
phu’ hopva hoat dong tié p thi ba" ng dién thoai hiéu qua, sé mang lai
nhiing khéch hang tiém ndng chat Iuo ng va nhiing don dit hang c6 gia tri
cao hon va hiéu qua hon rit nhiéu.

May Vi Tinh Va Danh Sach Gu’i Thu

Tié" p thi qua e-mail dang bu ng nd” béi d6 1a phuong tién tié" p thi phat
trién nhanh nhat, mang lai nhiéu lo i nhuan nhét va dé¢” theo do™i nhat, mot
phan nhd vao cich thic lap tri' nh may tinh phtic tap va con bdi cac danh
sach gui thu duo c sdp x&" p mot cach chuyén nghiép, ro” rang theo tu’ ng
nganh nghé. Danh sdch déi tuo ng nhan e-mail bao gom: luat su, dan choi
gon, chu tich cong ty, giam doc nhan sy, giam doc vén tai, chuyén gia may
tinh, cht ho boi, ngudi nuoi chd, ngudi nuodi ngua, ngudi lam vuidn, thanh
vién cdc cau lac bo quan vo t, hodc nhan hiéu, kiéu va doi xe ma ngudi ta s§
htiu, va con nhiéu nhiéu nhiéu ntia. D6 chi méi la khéi dau cho cach thic tap
trung mot cach chi tié¢"t vao cac khach hang tiém ning d6i véi bat ky san
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phdm nao ban kinh doanh.

Ban c¢6 mudn bié’t ai 12 ngudi dang ky dit mua hang ngan t& bdo, tap chi,
tap chi chuyén nganh va ban tin? Khong thanh vin dé: Ban c6 thé dé&” dang
thué lai danh sach nhiing ngudi dat bao cua tat ca chi khong chi vai cong ty
phat hanh. Tuong tu v6i nhiing danh sach khach hang ctia gan 5.000 doanh
nghiép ban hang qua e-mail khac. Tuong tu, ban cé thé thué lai danh sach
nhting ct tri, cdc nha hdo tdm, ngudi di nha thd, hodc theo bat ky' dic diém
nhan ching hoc nao ban c6 thé nghi ra. Nho ¢d may vi tinh, ban c6 thé loai
bo” kha ning bi tru” ng tén, cho du” ban c6 thué ca trim danh sich di nita.
Ban con c6 thé tranh duo ¢ viéc lang phi tién bac gui e-mail cho nhiing ai
ghét “thu rdc”. Ban con c6 thé ca nhan héa moi e-mail theo tén, dia chi va
cach chao ho'i trong thu. Nhiéu danh sach con di kém t4t ca loai dii liéu nhu
s6 dién thoai.

Danh Sach La Yéu T6 Quan Trong Nhat

Sé chd’ ng c6 ai mua san phdm hodc dich vy ctia ban né”u ho khong thich
nd. Ban nén tap trung nd lyc ban hang ciia mi' nh vao nhiing ai tu’ ng mua
loai san phdm hodc dich vu ctia ban, hodc nhiing ai da tié¢" p xdc v6i nhiing
gi’ ban dang cung cp. C6 hai loai danh sach gti thu:

1. To'ng ho p
2. Phén hai tryc tié¢" p

T6' ng ho p 1a danh séch phéan loai ro” rang nhiing diém chung gitia cc
d6i tuo ng. Nhiing ngudi s¢ hitu mot loai xe hoi nao d6. Nhiing ngudi s6ng
trong khu vuic sang trong nao d6. Nhiing nguidi thudc mot do tud’ i nao do.
Nhiing ngudi c¢6 cdc diém tuong dong khic nhu xu huéng chinh tri, tri nh
d6 hoc vin hodc dic thu riéng vé nghé nghiép.

Nguo c lai, danh sach phan hoi truc tié” p bao gébm nhiing c4 nhan hodc
doanh nghiép da tu’ ng phan hai lai thu chao hang ctia ban, hodc da tu” ng
mua hang/yéu cau cung cdp thong tin san phdm/tham dy mot hoat dong nao
do6 ctia doanh nghiép ban, thong qua dd, ho thé hién su quan tam doi véi linh
viic/san pham ban kinh doanh. Ngudi duo c liét ké trong danh sach phan hoi
truc tié p c6 thé1a mot ngudi tu' ng dit mua mot 4n phdm nao d6 dinh ky .
Hodc nhiing nguidi tu’ ng tham dy mot bud’i toa dam. Hodc ho td’ ng mua
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mot loai saich/bao cdo/mot loai bang dia/mot san phdm theo catalogue cu thé.
Hodc ho c6 thé 1a thanh vién ctia mét t6” chiic phi lo i nhuan nao dé. Va con
nhiéu nhiéu nhiéu nia.

Vi vay t6i dé€ nghi, viéc dau tién ban cin lam 13 ti¢" p can Trung tdm D
liéu Khach hang (SRDS). Dich vu ctia ho khong hé re”. Mot nim ban tén
khoang 400 d6 la, vi' thé” ban sé tié" t kiém duo c kha khd né uti m duo c
mot doanh nghiép nao do c6 danh ba khach hang do SRDS dia phuong cung
cdp va tham khao danh ba dé ctia ho. Ban c6 thé xem xét ky luo™ ng cac danh
muc c6 hoat dong lién quan mét thié t & n sdn phdm/dich vu ma ban c6 kha
nang ddp tng. Viy con nhiing ngudn thong tin khac? Ban ciing c6 thé ti’ m
dé"n hdu hé"t bdt ky cac tap chi kinh doanh, cic tap chi tiéu du’ ng, céac tap
chi chuyén nganh, hodc bitky td chiic ndo va thuyé t phuc ho chia se’
danh sach ban doc hoac thanh vién ctia ho cho ban theo cac muc phan loai
khac nhau. Ho tén. Dia chi. Chtic danh. Quy m6 doanh nghiép. Va nhiéu
nua.

Sau day 1a mot s6 vi du: Mot cong ty kinh doanh ké™ hoach quén ly tai
san cho nhiing cd nhan c6 thu nhap cao thué danh sdch nhiing chu s& hitu xe
Rolls-Royce va chti the’ American Express bach kim. Mot doanh nghiép kinh
doanh hé théng bido ddng an ninh moi tudn déu mua lai danh sach nhiing
ngudi cd tu gia hodc van phong lam viéc bi trom vié ng.

Du’ ng Bao Gio' Ngung Tim Kiém

Hay du’ ng tit ci nhiing tai nguyén mié™ n phi tuyét voi ma mang
Internet ngay nay mang lai cho ban. Chi cAn ding nhap vao trang web ti m
ki¢"m ma ban yéu thich. Hay ty ho’i, “Nhiing nganh céng nghiép khéc
thudng ban cho khach hang ctia t6i nhiing gi' ?” Khi ban hiéu duo ¢ nhiing
nganh cong nghiép d6 1a gi , hay di sdu hon mot chidt ntta: dinh nghia va xac
dinh chinh xdc nhiing ngudi d6 12 ai. BA' ng cach nay, ban sé bié"t chinh xdc
mi nh c4n ti’ m d¢’ n nhiing d6i tuo ng nao. Sau d6 hay goi dién ho’i xem ho
c6 s3”n long chia se’ cac khach hang hoidc khach hang tiém ning ctia ho cho
ban véi mot khoan phi hodc phdn trdm lo i nhudn nao dé khong. Ban c6 thé
dé nghi mot sy trao d6'i — ban sé d6”i cho ho quyén tié p can danh sach
khéch hang tiém niang va hién tai ctia ban. Hon hé"t, né"u ho khong canh
tranh véi ban, va sdn phdm ctia ban la sdn phdm ho tro cho ho, ca hai déu c6
thé dat duo c nhiéu thi nhd vao viéc ho p téc véi nhau.

https://thuviensach.vn



Con cach nao khéc gitp ban xdc dinh duo ¢ nhiing d6i tio ng muyc tiéu
cing nhu 14p ra danh sach t6t nhit khong? Ban hoan toan cé thé d¢" n gip
d6i tht canh tranh tryc tié” p ctia mi nh va dua ra mot dé nghi tdo bao. Hay
yéu cau ho dua cho ban danh sich nhiting khich hang da ngung giao dich véi
ho - nhiing khich hang tiém nang khong thé chuyén do'i thanh khach hang
that sy. D€ nghi chia cho ho mot phan dang ké tu’ do t doanh thu dau tién
hoidc doanh thu ti¢"p di€"n c6 duc c tu” batky hoat dong gui thu chao hang
nao ma ban ap dung trén nhiing khach hang trong danh sach dé. Ban ciing
c6 thé ti' m d¢"n nhiing d6i tha canh tranh lam an khong duo ¢ thanh cong
cho 1im (hoic nhiing d6i tha canh tranh dang rat din kho'i thi tridng ma
ban dang ¢ y dinh mé& rong) va dam phan d€ ho nhuo ng lai doanh nghiép
cho ban d€ d6"i 14y mot phén phén chia 10 i nhuén ho p ly. R4t nhiéu ngudi
khong kié¢"m duo c 16 i nhuan tu’ moét phan khic thi trudng cu thé nao d6
trong khi ban lai c6 thé ki¢’ m rat nhiéu tién tu’ d6. Bi ng cdch dam phéan dé
ho nhuo ng lai doanh nghiép va danh sdch khach hang cua ho va tan dung
danh sach do, ban c6 thé mang lai cho ho nhiéu tién hon va giap ho thoat
kho'i thi trudng khong 1o i nhudn va khong phu” ho p, noi ho khong con
mudn dau tu thoi gian va tién bac nia.

Du’ ng Xem Nhe Gid Tri Danh Sach Khédch Hang Cta Ban

Khi thu thap danh sdch khéch hang/thong tin yéu cdu cho chinh mi nh,
ban dang c6 duo ¢ mét ngudn thu nhap bd” sung quy gid cho doanh nghiép.
Né"u ban mudn s& hitu danh sach khach hang ctia nhiing cong ty khéc, thi
cling cé mdt loat doanh nghiép khac rat hiing thu véi danh sach khach hang
cta ban. Va ho sé tra tién cho ban d€ thué lai danh sach khach hang d6. Va di
nhién, cho ho thué lai danh sach khach hang sé mang lai cho ban rat nhiéu
10 i nhuén hon 1a thd ng thu” ng tu” chdi. Sau day 1a mot vi du: Trong s6 hang
tdn gidy bi ném ra kho’i nhiing toa nha van phong trong cudc di¢”u hanh &
New York chic mu’ ng nhiing nha vo dich Olympic 1984, c6 hang trim danh
muc ghi chu giao dich va thong tin khach hang ctia cong ty Bear, Stearns and
Company. Hang t4 nhiing ke” d4u co tranh gianh nhau, chay doc theo cic via
he, v6 vap cdc danh sdch khdch hang d6. Va mot nha moi gidi da ldy duo c ca
tram trang liét ké khach hang ctia doanh nghiép nay, bao gém day da ho tén,
dia chi, doanh s6 va chi tié" t nganh nghé. “Thu that, chting t6i rit 1y lam xdu
hd ” mot thanh vién ban 1lanh dao ctia Bear, Stearns da néi véi bao gioi, “toi
chua ti' m ra duo c ke’ nao da lam diéu d6, nhung né" u t6i ti' m duo c va
né u day la mot dit nude Hoi gido, chiing toi c6 thé sé tru’ ng phat hédn ta
mot cach dich dang.”

https://thuviensach.vn



Thu Tha p Thong Tin Danh Sdch Khach Hang Ctia Ban

Vay ban cin lam gi' d€ x4y dung danh sach khich hang? Gia st ban c6
mdt ctfa hang ban le’. D4u tién, ban phai ddm bao sau moi giao dich thanh
todn ba ng the’ tin dung, ban déu thu thap duo c ho tén, dia chi, thanh pho,
va s6 dién thoai cua khach hang. Hay dé nghi mot cach ty nhién nhu moi thu
hién nhién phdi thé", va sé khong ai tu” chdi cung cip nhiing thong tin d6
cho ban ca. Khi cé duo c cac thong tin d6, hdy nhép vao phdn mém quén ly
co s6 dit liu. C6 rat nhiéu chuong tri’ nh t6t d€ ban lya chon. Trudng ho p
khach giao dich ba" ng tién mit, ban cing lam cac bude tuong tu. Ti m cach
dé nghi viéc cung cip thong tin nay bd' ng cich ndi v6i khich hang ra’ ng ban
sé cho ho vao danh sach uu tién nhén thong bdo tu~ doanh nghiép (nhin
manh vao cum tu’ thong bdo). Hay n6i v6i ho rd” ng ban sé vu tién gui thong
tin khuyé” n mai va cc do t ban hang dic biét cho ho. Hay néi rd’ ng khéach
hang uu tién duo ¢ hudng nhiéu vu dai, khuyé n mai va qua ting kém bo’
sung. Sé rat it ngudi tu” chdi co hoi cé duo ¢ quyén hudng mic gid vu dai
hodc qua ting tu’ ban. Tuy nhién, di€u quan trong 1a phai theo st va gui
thong bdo mdt cach trang trong va quy cu nhu ban da hia mot khi ban cé
danh sich 4y trong tay. Né u ban cho rd’ ng bién phdp trén khong kha thi,
hay tham khdo cach ma nhiing bac thay vé thu chao hang, dong thoi cting la
nhiing nha bén le’ di lam. Nhiing doanh nghiép nhu Radio Shack, Victoria’s
Secret, va Sharper Image hiéu duo ¢ va tran trong tdm quan trong va vai tro
quan trong cta thong tin khach hang tiém néang va khach hang hién tai, va ho
c6 phuong phép d€ 1dy duo c nhiing thong tin d6 tu” moi khach hang. Ban
cling phai lam tuong ty nhu vay.

Né& u khach hang chi trd ba’ ng ngan phié” u, hay ghi lai ho tén va nhiing
thong tin quan trong tu' ngan phié”u d6. Hay thu thap ho tén, dia chi va s6
dién thoai bat cti noi dau va bat cd khi nao co6 thé. Va hay ting qua cho
nhiing ai trd thanh “khéch hang wu tién” ctia ban. Chd ng han, ban c6 thé
ban nhiing tdp phié u stt dung dich vu véi gid vu dai cho khach hang khi ban
thu thap ho tén va dia chi ctia ho. Hay suy nghi v€ nhiing phan thudng hoac
quyén lo i vu dai hdp dan va gid tri danh cho nhiing khach hang mua hang
thudng xuyén - hodc nhiing khich hang mua hang véi s6 Iuo ng 16n. Mot
khach hang d&¢'n d6" xang khong pha chi’ cao cdp mot 14n méi tudn sé mang
lai cho ban gia tri cao hon gdp bdn lan so véi khach hang chi d¢'n d6” xing
mot 1dn moi thdng. Vi' vay, hay ting thudng va khuyé’ n khich ho - trudce
hé" t 1a dé€ thu thap ho tén ctia ho vao danh sach khach hang vu tién ctia ban -
vaké” dé n, khuyé n khich ho trd lai mua thudng xuyén hon.
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Khong nén chi nham vao déi tuc ng khach hang mua hang ctia ban dé
thu thap thong tin. Hay thu thédp va luu tri nhiing danh sach riéng biét ctia
khéch hang tiém nang, ddu moi lam an va nhiing d6i tuo ng yéu cau cung cap
thong tin. Mot s6 1o ng 16n ddng ngac nhién nhiing khach hang tiém niang
va dau méi kinh doanh ban c6 thé chuyén do’ i thanh khach hang hién tai
mang lai rdt nhiéu lo i nhuén nho vao qua tri nh thong tin lién lac thuong
xuyén va c6 chié’n luo c. Muc tiéu ctia ban 1a xdc dinh duo c tt ca nhiing
khéch hang dang hoat dong va ngung giao dich ctia mi nh, bié¢"t duc c ho la
ai va dang & dau, giti lién lac va thudng xuyén ting qua cho ho - thu hut ho
nha m ki€’ m duo ¢ nhiéu lo i nhuan hon mot khi doanh nghiép ctia ban
tho’a mén duo ¢ nhu céu, mong mudn cua khach. Téi mong ban dau tu cho
viéc thu thap thong tin, ti° m kié"m va gitt chan khach hang tiém ning trong
danh séch cia mi’ nh. Hay tdn dung danh sdch d6 that hiéu qué. Hay phan
loai danh sach khach hang theo théi quen mua sam cua ho. Hay nhé, ban la
ngudi dé ra luat 1&. N& u ban bié” t mot phuong phép xay dung danh séch
khach hang nao c6 hiéu qua doi véi mot nganh nghé nao khac, hay thu ap
dung nd.

Nhu" ng Diéu Can Luu Y’

Bd' ng moi gid hay giti bi mat dia chi e-mail ctia khich hang va bao vé
quyén duo c trao d6’i thong tin va chao mdi céc gid tri t6t dep cho khach
hang ctia ban. Hay ti m kié’m nhiing doanh nghiép va admin céc trang web
khéc von nam duo ¢ nhiéu thong tin, e-mail cia khach hang va ho duo ¢
quyén trao d6 i nhiing thong tin d6. Ti' m cach thié"t lap mdi quan hé cha-
bén hudng lo i d€ ho gtii e-mail hodc lién ké” t e-mail d¢ n trang web ctia ban.
Mot cong dung 16n nhit clia e-mail thudng bi xem nhe 1a khé nang khuyé n
khich moi ngudi goi d¢" n vin phong hodc dudng diy ndng dit hang/dich vu
cua ban.

Lam Gi Khi Pa Cé Danh Sach Trong Tay?

Tham chi né"u thu nhép tu viéc cho thué danh sach khich hang ctia ban
chi du chi trd vai hoa don 13t vit hodc du ra chidt dinh thi' ban van dang dan
d4u cudc choi. Du’ gi' di nita, ban van phéi nhép liéu mé danh sach d6 vao
may vi tinh va chi phi phat sinh duy nhat ma ban phai chiu khi cho ngusi
khéc thué danh sach khach hang ctia mi’ nh 1a chi phi in danh sach va hoa
hong cho nhiing nha mai gidi va quan ly danh sach khach hang vi' da mang
lai cho ban co hoi lam dn d6. Danh sdch khédch hang duo c dua ra thi trudng
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thong qua nhiing nha moi gidi. Cé 5 nhdm ngudi lién quan dé¢" n van dé€ nay:

o Chu s6 hitu danh sich: ai dé giong ban/doanh nghiép cua ban dang s&
hitu mét danh séch khach hang duo ¢ x4y dung cho viéc phuc vu cong tac
tié" p thi san phdm hodc dich vu cta ho.

« Nha mai giéi danh sdch: ngudi trung gian dai dién cho chu s& hiiu
danh sach dé chao ban dich vu thué lai danh sach véi 20% hoa hong.

o Ngudi stt dung danh sach: cong ty thué lai danh sach khach hang tu™ ai
dé cho muc dich gtii thu chao hang cua ho.

« Ngudi quan ly danh sach: mot doanh nghiép ddm nhan hoat dong
quang cdo va kinh doanh danh sach khach hang cta ban cho nhiing nha moi
giGi khéc. Doanh nghiép d6 c6 thé lién quan dé’ n dich vu tin hoc va c6 thé
dam nhan luén cong tac vi tinh héa va luu giti danh sach khach hang cho
ban. Ho ciing ¢4 thé lam nhiing viéc tuong tu nhu moi gidi va t6’ ng ho p
danh sdch v6i mot khodn phi hodc phan trdm lo i nhuén.

« Nguoi t0' ng ho p danh sach: mot doanh nghiép xay dung danh séch
khéach hang tu" nhiing ngudn thong tin so cip. D6 c6 thé 1a nhiing phén hoi
thu chao hang tryc tié” p, danh ba doanh nghiép va danh ba dién thoai. Céng
ty nay s6 hitu nhiing danh sach duo c quang bd ra thi trudng thong qua nha
moi gidi, tu ho quang ba, hodc ca hai.

Lam thé” nao kié’m thém thu nhap tu’ danh sich khach hang ctia ban?
Ban c6 thé cho thué danh séch, trao do'i, lién doanh dé€ ho p téc st dung, ap
dung phuong phdp ddo nguo ¢ méi quan hé chu-bén hudng lo i hodc 1ong
ghép né vao cac chuong tri nh tié" p thi hodc khuyé n mai ma ban dang tié' n
hanh. Ban cé thé chi can vié" t mot 14 thu miéu ta chi tié" t vé danh sach ctia
mi nh, gtii né cho nhiing nha moéi gidi danh sach va ngdi chd don dit hang
bay t&i. Nha moi gidi sé thay ban gtii hoa don thu tién dé¢" n nhiing ai c6 nhu
ciu thué danh sach d6, va khi nhan duo c tién tu’ khach hang, anh 4y sé giti
lai mét phan hoa hong tuong duong 20% va chuyén phan con lai cho ban.
Nha moi gidi khong c6 trach nhiém phai di thu phi dich vu tu’ khéch hang.
Khi anh 4y nhén duo c tién, ban sé nhin duo ¢ tién. Né&" u anh 4y khong nhén
duc c tién thi d6 la vdn dé cta ban. Do d6, diéu quan trong la ban phai ap
dung bién phép xdc nhan tin dung d6i v6i khéch hang va du” ng ngin ngai
yéu cdu nhan tién trudc né” u ban nghi ngd han mtc tin dung ctia ho. ba
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phan nhiing nha moi gisi déu co6 uy tin va sé chuyén tién cho ban sau khi ho
da dud c thanh todn. Hay cdn than: Nha moi giéi danh sach thudng xuyén
tri’ hodn viéc tra tién cho chti s& hiiu danh sach. Ho d6” 16i ra” ng khach
hang khong tra tién cho ho, nhung chung t6i c¢6 luu ho s ctia hang chuc vu
viéc trong d6 nha moi gisi da tri’ hoan nhiéu tudn 18" sau khi da nhan duo ¢
tién tu’ khach hang.

Mot cach khac dé€ cho thué lai danh sach khach hang hién tai va tiém
nang cta ban 1a giao n6 cho mdt nha quan ly danh sach. Hodc la ban gui cho
anh 4y mot danh sach hoan chinh va anh ay sé lam moi viéc khac thay ban,
hodc ban chi can gui cho anh ay di liéu tho (yéu cau thong tin, don dat hang
v.v...) va anh dy sé vi tinh héa va luu gitt danh sach d6 cho ban. T4t nhién la
anh 4y sé thu phi dich vu. Né"u ban gtii cho anh 4y dia CD, ha’ n ban phai
chiu thém chi phi thi¢" t ké” bao bi dia. Hodc ban c6 thé giti danh sach ctia
mi nh va anh 4y sé gtti don dit hang lai cho ban, sau d6 ban 1am ra san phdm
va gti di. Nha quan ly danh sach thudng lay thém 10% ngoai khoan 20% ban
phai trd cho nha moi gidi, cong thém chi phi cho thdi gian st dung may vi
tinh mai 14n lam viéc hodc theo mdt lich tri’ nh thu phi c6 dinh. Nha quan ly
danh sach giup ban khong phai ban tam suy nghi cach diéu hanh hoat dong
kinh doanh mé danh sach khach hang — anh ay ddm trach tat ca nhiing hoat
dong ban hang, dap ting yéu cau, chuin bi danh muc khach hang, xt ly don
dat hang, xuat hoa don, va thu h6i no . Anh dy khong gitp ban lay duo c tién
s6m hon dau (thyc t&", c6 16 con chdm tré” thém mot vai ngay), nhung ban
sé c6 thé ddy nhanh viéc kinh doanh danh séch khéch hang cta mi nh.

Hau hé" t danh sach khich hang duo c thué lai chi d€ stt dung mot lan.
Da s6 viéc thué lai danh sach bat dau ba ng viéc gui thu thit nghiém cho 5
ngan hodc 10 ngan khach hang. Ho p dong thué sé tié¢ p tuc né” u thii nghiém
thanh cong. Can phai mét ca ndm dé tao ra kinh doanh cho thué danh sach
mot cdch 6'n tho'a, vi' vy hdu hé’t nhiing nha quan 1y sé yéu cdu ky ho p
dong doc quyén hai nam dé€ dam trach danh sach ctia ban. Thu nhép tang gap
sdu d&" n muoi ldn moéi ndm c6 dud c tu’ danh sdch khach hang ctia ban sé la
d4u hiéu t6t. Né"u trd cho nha moi gidi 20%, nha quan Iy 10% va chi phi hoat
dong ctia ban 1a 20%, ban con 50% lo i nhuédn tu viéc cho thué danh sach —
va do la thu nhdp thuan tay khong con chi phi nao khac déi véi da s6 nhiing
nha ti¢" p thi qua thu.

Cach Nguo' i Khac Nhdm Dén Nhom Khéch Hang Tiém Ning
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To6i ¢ mot ngudi ban lam trong nganh bén hang. Anh 4y tu’ ng lam viéc
cho m¢t trong nhiing cong ty kinh doanh may photocopy hang dau nuéc My
Anbh &y c6 thi phan & mién nam California, nhung cach anh tdn dung thi
phéan ctia mi nh chua hiéu qué va khong hitu ich. Cy thé, nhiing gi' anh 4y
lam 1a ndm bat 14y moi khéch hang trong thi phin ctia mi’ nh va d6i xt véi
ho nhu thé tit ca déu la khach hang tiém néng. Nghia la, anh 4y cti chon lay
mot nhém khach trong thi phan ctia mi’ nh va goi dién chao hang tu™ sing
dé¢’ n t6i hé"t vin phong nay dé n van phong khéc, hé"t clia hang nay sang
ctia hang khéac. Gan nhu khong c6 su phan biét nao. Gio ilidm thi* anh 4y
ciing chi thu duo c k&'t qua thudng thudng bac trung. Toéi ho'i, “Cong ty clia
anh c6 thong tin hay d@ liéu gi' cho anh bié" t nhiing nganh nghé hoic loai
hi’ nh doanh nghiép hoic nghé nghiép nao c¢é khuynh huéng tré thanh
khach hang tiém nang cé nhu ciu vé mdy photocopy cao hon bi’ nh thudng
hay khong? Noéi cdch khac, 4t ha' n phai c6 nhiing loai hi’ nh doanh nghiép
hodc nghé nghiép cu th€ nao d6 cdn may hoac stt dung may nhanh hon va
thudng xuyén hon nhiing ngudi khac.” Anh 4y lam mot vai khao sat va thu
duo c k&'t qua chiing to” ¢6 mot luo ng khach hang tiém nidng hon gép 10 14n
s0 vOi tit cd cac nganh con lai. Va t6i noi, “Cha, t6i thdy trudc hé't ching ta
nén phan biét ro” nhiing khich hang tiém niang dé la ai. Hay 14y mét danh
sach ho tén va dia chi ctia nhiing loai hi’ nh doanh nghiép d6 trong khu vuc
thi phan ctia anh, va goi dién cho ho trudc khi anh goi cho nhiing khach
hang it tiém ndng hon.” Tat nhién 13 anh 4y dong y. Ching t6i c6 duo ¢ mot
danh sich khdch hang duo ¢ xdc nhan bao gom ho tén, dia chi, s6 dién thoai
va ngudi ra quyé’ t dinh cht chét ctia nhitng doanh nghiép d6. Anh 4y c6 thé
goi dién trudc, sip x& p cudc hen, va phan bd™ cong viéc trong ngay clia
mi nh. Va ban bié” t sao khong, anh &y bit ddu giam duo c phan nta thoi
gian 1am viéc ma thu nhép lai ting 1én gdp ba. Vi’ sao? Bgivi anh 4y bié't
céch stt dung thdi gian va cong stic ctia mi nh mot cich hiéu qua hon. D6 la
nhiing gi' ban dat duo ¢ khi xdc dinh va st dung danh sach gtii thu chao
hang da duo c sang loc trudc. Va cong dung ctia nhiing danh sach nay khong
chi gigi han trong viéc gtii thu. Ban c6 thé st dung danh sach do d€ dit lich
hen, tié" p thi qua dién thoai va d€ goi dién phén hdi sau khi da gui thu.

Toi tu” ng tu vin cho mot ki€ n tric su chuyén thié t ké™ lai mat tién ctia
hiéu ban le”. Toi d€ nghi c6 nhidm vao chti cac chudi ctia hang ban le” 16n &
dia phuong, khoang 100 ngudi. M6i thdng trong nim tié” p theo, nhiém vy
ctia c6 12 vie"t cho méi ngudi trong s6 ho mot 14 thu chia se” nhiing hiéu
bié"t clia c6 vé cdch khié’ n ctia hang ban le’ tré nén thu hat hon, 1am thé’
nao dé gitt khach hang & lai trong ctia hang 1au hon, 1am thé™ nao tac dong
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vao tam ly khach hang va khié n cho ho cam thdy thodi mai va gin b véi
ctia hang. Sau khi gtii thu cho danh sach khach hang dé trong vong chua day
mot ndm, 10 chudi ctia hang 16n da trd thanh khach hang ctia ¢, mang dé' n
hon mot triéu do-la doanh thu moi nam.

Mot gido vién day vo~ ka-ra-té da vié't mot 14 thu dai 4 trang giGi thiéu
vélo i ich ctia 16p hoc ka-ra-té cho khéch hang tiém nang. Cha’ ng han nhu
nhiing budc anh 4y da ap dung dé€ cung co su tu tin cua mot dia tre . Anh di
thué lai 3.500 ho tén cia nhiing phu huynh cé con trong d¢ tud’i ti’ 5 dé'n
11, va thu duc c tu’ 55.000 do-la tré 1én moi nam. Sau khi gui thu thu
nghiém cho chi khodng 100 khach hang ti€ém ndng, anh da nhén duo c phan
hoi tu” 20% khéach hang, nhiing ngudi sau d6 mang lai cho anh 18.000 do-la
lo i nhuédn mot thang.

Mot doanh nghiép kinh doanh hé thong nudi trong thuc vat thuy sinh
phat trién mot phuong phap ma mot s6 nguoi cé thé xem la hoi bao thu,
nhd m chéc chdn ho sé chi lam viéc v6i nhiing khéch hang tiém ning c6 nhu
cau that sy. Dau tién, ho thu ctia nhiing ngu6i muon mua hé théng nudi
trong cdy thty sinh mot khoan phi 29 do-la cho mdt cuon bang video miéu ta
va giai thich hé thong ctia ho. Roi ho yéu cau nhiing khach hang tiém nang
nghiém tuc phai ty bo’ tién bay d&¢"n Ohio, dé xem hé théng d6 c6 phu” ho p
v6i ho hay khong. Cd 2 trong s6 3 ngudi chdp nhan bay dé¢"n sé mua hang
cua ho.

Mot Vi Du Cuéi Cung

Tai mot trong nhiing chuong tri’ nh huén luyén ctia toi cach day vai
ndm, t6i cd nhd mot chuyén gia quang cdo 16i lac va dang kinh d¢" n dié"n
thuyé t. Anh 4y dang c6 gédng dié” n dat mot y rit quan trong tuong dong véi
nhiing gi’ chung ta dang n6i d¢” n trong chuong nay. Anh 4y ho’ i cti toa mot
cau ho i that sy rat tha vi: “Gia st chung ta dang chuén bi budc vao linh vuc
kinh doanh nha hang va mdi ngusi trong chung ta c6 thé chon métlo i thé’
nd i trdi hon tat cd nhitng ngudi khac. Chiing ta sé khéi su & Los Angeles va
cdc ban phdi chon duocloi thé” dau tién trudc khi toéi chon. Cac ban sé chon
gi ?” Anh 4y di khdp phong va d€ moi ngudi tham gia chon mot yé u t6 ho
nghi sé mang lai cho ho thanh cong to 16n nhat. Sau d6 anh néi, “T6t. Bay gio
dé toi ndi cho cac ban bié"t y& u t6 ma t6i mong mudn. Toéi mudn mot ddm
dong dang doi ngdu nghié n” Bai hoc: Mot danh séch khach hang ho p ly sé
ké"t ndi ban véi “ddm dong dang doi ngdu nghié n” ctia chinh mi’ nh.
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Cac Buéc Hanh Dong

Hay ngdi xem xét lai ho so thong tin khich hang (né” u c6) va chic chin
rd’ ng ban cé duo ¢ mot danh séch t0’ ng ho p ddy da khéch hang ctia mi' nh.
Phan loai khach hang theo théi quen mua sam hodc nhu ciu. Xac dinh
nhiing khach hang nao mua dong san phdm hodc dich vu nao va nhiing ai
mua nhi€u va mua thudng xuyén. Xac dinh nhiing c4 nhan hodc doanh
nghiép mua nhiéu dong san pham hodc dich vu dic biét. Luu y nét tuong
dong gitia nhiing nhom khéch hang da dang dé€ ti m ra xu huéng. Vi dy,
né” u ban khdm pha ra ri’ ng khach hang 16n nhét ctia ban la cdc bac si hodc
nha sén xudt hoa chit, ban sé tap trung chd y &' n nhém nay nhiéu hon nhu
la nhiing khach hang tiém nédng then chot.

Hay xem liéu c6 khuynh hudng nao vé vi tri dia ly, tud’i tic, gia di’ nh,
loai hi’ nh doanh nghiép va/hodc nhiing yé&" u t6 vé quy mo cé tuong quan véi
nhiing théi quen mua hang cu thé nao dé. Khi nhén ra duo ¢ nhiing ddc
diém nay, ban c6 thé sng tao ra nhiing ludn diém ban hang phu’ ho p hon
v6i phan khuc thi trudng dé. Ban can cham séc va danh nhiéu thdi gian hon,
hodc giao tié" p vdi cudng do cao hon v6i nhiing khach hang mua nhiéu va
mua thudng xuyén so v6i khach hang thong thudng. Diéu d6 hoan toan ho p
ly. Nhung c6 rét it doanh nghiép lam duo ¢ nhu vay. Cach duy nhat ban c6
thé bat dau la ti’ m ra nhiing khach hang d4, tié” p theo hay hanh dong dya
vao nhiing thong tin ma ban thu thap duo c.

Mot khi ban bat ddu phén tich va thdu hiéu duo ¢ di liéu cia mi nh, n6
sé mang lai cho ban nhiing co hoi tuyét voi. Bsi gid day, ban c6 thé ti mra
chinh xac nhiing khach hang c6 tiém nang cao nhat — nhiing ca nhan hodc
doanh nghiép phan anh chinh xac nhat nhiing dic diém va tinh cach cuaa
nhom khach hang ma ban dang phuc vu. Ngodi ra, ciing du’ ng quén ké't
ho p Internet va e-mail trong bat cti chié’ n luc ¢ va ké” hoach hanh dong nao
ma ban ti¢'n hanh.

Chuong 15: Watson, Lai Day. Téi Can
Anh

Ném vu” ng nghé thua t thu hu" t khach hang qua dién thoai
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Chao hang qua dién thoai xudt hién trong hau hé"t cdc ti nh huéng kinh
doanh. Diéu nay luén ding, cho du” ban lam chtt mét ctia hang nho’ le’ hay
1a CEO ctia mdt tdp doan da qudc gia. Tu  chuyén moén dé chi hoat dong st
dung dién thoai vao muc dich ti¢" p thi va bdn hang 1a telemarketing. Né"u
duo c st dung dung céch, telemarketing c6 thé mang lai lo i nhuan cuc 16n
cho hau hé"t cdc doanh nghiép 1an ca nhan. Tuy nhién, né u ban hodc ai d6
van dung sai ky thuét tié p thi qua dién thoai, n6 sé phung phi rat nhiéu tién
bac, m6 héi nudc mat ctia ban tham chi htly hoai mo6i quan hé gitia ban va
khach hang hién tai hodc tiém nédng tot nhat. D€ tranh nhiing van dé tiéu cuc
c6 thé xay ra, hay nhé nhiing nguyén tac telemarketing cin ban sau day:

Bét Dau Quy Trinh Béng Viéc Gu' i Thu

Telemarketing mang lai hiéu qua t6t nhat khi ban don dudng trudc cho
né ba’ ng mot buic thu hodc mot miu quang cdo c6 thé khié"n khach hang
tiém nang hdi &m cho ban d€ bié"t thém thong tin (hodc d€ nhan bén tin
mié” n phi ma ban cung c&p). Mot khi ban bié"t ai 1a ngudi quan tim du dé
gtii lai phié”u mua hang, xin nh4n ban tin mié™ n phi, gtii mot e-mail hodc
mot 14 thu n6i chung d€ yéu cau mot di€u gi' d6, thi xem nhu ban da xac
dinh trudc duo c khich hang tiém nang ctia mi nh. Ban hodc nhan vién kinh
doanh ctia ban khong con chiu canh goi dién cho khéch hang ma khong bié” t
gi’ vé& ho ca hodc chi goi theo nhiing cdi tén trong Nhiing Trang Vang.

Viéc gtii thu trudc sé khong quan trong trong triidng ho p ban muén goi
dién cho khach hang hién tai, nhung sé chi’ ng mit mat gi’ né u ban bao
trudc cho ho bié"t. Ctt chi lich sy nay ctia ban sé duo ¢ tran trong. Toi tu ng
chiing kié¢" n sy lich thiép trong giao ti¢" p dong vai trdo quyé’t dinh trong viéc
thu hat don hang.

Telemarketing c6 1€ 1a mot trong nhiing cong cu t6i da héa lo i nhuédn
sd n c6 cho ban va doanh nghiép ctia ban nhung lai thudng bi xem nhe nhat.
N6 c6 thé gia taing doanh s6, 10 i nhuén, stic anh hudng, kha nang lién ké"t
hodc xdm nhép thi trudng cho hoat dong kinh doanh ctia ban bd" ng nhiéu
cach. Trong chuong nay, ban sé hoc cach st dung dién thoai d€ thuc ddy
doanh s6 va I i nhun ctia mi nh ciing nhu nhiing gi' nén tranh dé
telemarketing chi mang dé"n nhiing &nh hudng tich cyc ma thoi.

Hay Thu' Trudc Khi Ban A”p Dung Telemarketing
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Du’ ng voi nhay ngay vao hoat dong telemarketing né u ban chua thu
nghiém & quy mo6 nho’ va xdc dinh duo c rd’” ng ban c6 co hoi ki¢"m 16i kha
khd. Né&"u ban quyé”t dinh tung ra chié n dich telemarketing c6 quy mo6 16n
hon khé niang ma ban hodc nhan vién ctia ban ¢6 thé ddm nhén, hay lién hé
v6i mot cong ty telemarketing da cé kinh nghiém trong linh vuc nay va yéu
cau ho thu nghiém trudc va tra phi dich vu theo s6 luo ng don dit hang hoac
theo gid, v6i quy moé tu' 50 d&" n 100 gid hoi thoai. Mot s6 doanh nghiép sé
lam mié” n phi cho ban. Né& u ban chon cich tré tién theo gid, trung bi' nh
ban c6 thé chi khoang 40 d6-la mét gis cho nha cung cdp dich vu
telemarketing. D6 1a mot diém bat 1o i. Nhung duc ¢ moét di€u, do6 la nha
cung cap dich vu telemarketing sé lam moi thu cho ban, bao gom ca viéc
chudn bi néi dung cudc hoi dam. Nguo c lai, nhiing doanh nghiép thu phi
theo s6 lio ng don dat hang chi duo ¢ nhén tién cn ct theo don ddt hang ho
mang lai. Khi méi nghe qua, bién phap nay c6 ve’ rat hip din d6i véi ban
nhung d6i khi n6 khié'n ho ban hang bd" ng moi gia va c6 thé vo ti’ nh gay
phién long cho khach hang tiém néng hodc khach hang hién tai cta ban. D€
ty bado vé mi’ nh, hay lu6n luén xem xét cdn than noi dung cudc hoi thoai ma
nhiing nha cung cip dich vu telemarketing stt dung. Va hay kién quyé’t yéu
cau duo c gidm st mot s6 cudc goi ctia ho.

Hay Chao Gid Bu’ ng

San phdm hodc dich vu ban ti¢" p thi qua dién thoai nén duo c dinh gid
du cao d€ thanh todn chi phi telemarketing va tit ca cac chi ph1 lién quan
khac. Ty 1¢ phan chia hiéu qua 1a mot phan ba cho nha cung cip dich vy,
mot phan ba cho nhiing chi phi khéc, va it nhat m¢t phan ba cho ban, né"u
khong ban sé khé 1ong xoay s6 né"u c6 sai sot xay ra. N&"u ké” t qua thu duo ¢
tu tht nghiém cho thdy ban chi dt hoa von, hodc 16 mot chut, thi' cling
khong nén qua bi quan. Nhat la khi ban hiéu duo cy nghia cta viéc tao dung
gla tri tron doi cia khach hang. DEi véi toi, viéc hoa vén van duo c xem la
&' nvi kinh nghiém méch bao toi ri’ ng khach hang méi trung bi’ nh sé mua
thém nhiéu 14n ntia trong sudt thoi gian giao dich tron doi ctia ho. Va, né'u
toi that su c6 10 i nhuan tu' thtt nghiém ctia mi nh thi’ con gi' bd ng.

Quy Trinh Thu ¢ Hién Chao Hang Thong Qua Telemarketing
Du ban ty mi nh thyc hién hoat dong tié" p thi tu" xa hodc thong qua

nhiing nha cung cip dich vu telemarketing, hay bat dau cudc ndi chuyén véi

khach hang ba™ ng cdch ho’i han thong thuidng gitip ho thiy thoai mai.
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(Tham chi nén xin phép dud c ho'i nhiing cdu ho'i d6.) Cho du” ban lam gi’
di nifa, du’ ng voi nhay ngay vao nhiing cau ho’i dic biét c6 thé lam ho
nhanh chéng néi “Khong” v6i ban. Mot khi khich hang tiém ning da duo c
“dan dét theo chiéu hudng c6 1o i cho ban”, ban c6 thé chuyén sang deé cap
dé’ n san phdm hodc dich vy ctia mi  nh, nhung hay tri’ nh bay mét cach that
ty nhién giéng nhu dang noi chuyén bi’ nh thudng tu” khi bit diu cudc dam
thoai. Pu’ ng bao gid tranh luan, ép budc hoidc nin ni. Thém ntia, du ng
xung ho véi khéch hang tiém ning bd" ng tén goi, va du’ ng stt dung nhiing
tiéu xdo khong cin thié” t nhu gid vo ndi rd ng ban goi lai theo yéu ciu caa
ho hodc cua ban bé ctia ho (trong khi ban khong thé néu ra tén ctia ngudi
ban d6). Trong telemarketing, cling nhu trong bat ky giai doan ndo ctia qué
tri’ nh kinh doanh va sy nghiép, thanh that va thi" ng thin lu6n 1a bién phap
tot nhat. D6 chinh la phong cach chuyén nghiép ma ban va nhan vién cua
ban nén rén luyén.

Khi ban hang qua dién thoai, ban ¢4 khodng chu” ng 30 gidy d€ thuyé t
phuc khach hang tiém néing ling nghe mi’ nh. Ban cAn mot 16i m& dau du
thu hat. Loi mé dau nay nén truyén dat duo c nhiing n6i dung nhu ban la ai,
ban cin gi' va tai sao khach hang nén ling nghe ban. Hay nhanh chéng cho
ho thdy duo c 1o iich ma ban c6 thé dem lai cho ho. Hay gidi thiéu tén ban va
tén cong ty ban mot cach ro” rang. Tié p theo, tri’ nh bay ly do ban goi dién
cho ho. Hay cho khéch hang bié"t ban c6 duc c thong tin ctia ho bd’ ng cach
nao. (Mot 14n nita, né u ban da mao diu cudc dién thoai ba ng cach gti thu
hodc quang cdo, khdch hang tiém nang hd'n da ndm duo c thong tin cén
thié"t.) Hay tri’ nh bay mot lo iich quan trong ctia san pham hodc dich vu
ctia ban va dé€ cp dé¢"n mot chiic nang ctng 6 cho lo i ich d6. Hay xin phép
khach hang thém thdi gian, va dit cau ho’ i thim do so bo d€ xac dinh chit
luo ng khach hang tiém nang d6. B ng cach ké"t ho p nhiing y&"u t6 nay vao
16i m& dau clia ban véi dc séng tao, ban co thé thuyé” t phuc duo c khach
hang ling nghe bai thuyé’t tri nh cia mi nh.

bat Cau Hoi Trong Qué Trinh Ban Hang Qua Di¢n Thoai
Hay hoc céch dit cau ho’i trong khi néi chuyén véi khach hang tiém
nang. DI la cach ban hang t6t nhat. Hay ghi nhé nhiing diéu sau day trong

qua tri nh hoan thién ky ning bdn hang qua dién thoai ciia mi nh:

1. Lap ké hoach. Trudc khi nhic mdy, hay nghi xem mi’ nh muén ti’ m
hiéu diéu gi' trudc khi cudc hoi thoai ké" t thuc.
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2. Chuén bi danh sach nhiing vin dé can tim hiéu. Hay ghi nhiing cau
ho'i cu thé theo tu” ng chua dé.

3. Xin phép khach hang. Viéc xin phép duo c dit cau ho’i cho khach
hang la phép lich su thong thudng.

4. Phén bé thoi gian cho nhiing cau ho’ i mot cich ho p ly. Bu’ ng khié'n
cho bai thuyé t tri’ nh ctia ban nghe nhu moét bud’ i thdm van.

5. Bat dau bang nhiing cau hoi thong thuong gitp khach hang thu gian
va khéi dau bud’ i noi chuyén mot cach suon se . Tié p theo, ban cé thé dit
nhiing cau ho’i chi ti¢"t hon khi khach hang tiém ning hé 16 nhu cdu va méi
quan tam ddc biét nao do.

6. Dat cau hoi dya theo nhiing gi khach hang viia tra 16i.
Phan hdi nay ctia ban chiing to” ri’ ng ban dang ling nghe ho.

7. Can bing s6 lugng va loai cAu hdi. Mic du™ dit qud it cau ho’i khong
phai 13 t6t, nhung qua nhiéu ciu ho’i ciing c6 thé khié¢ n khach hang thdy
mat kién nhan va ban sé khong di vao van dé chinh duo c.

8. Dling dit nhiing cau hdi m & (chd’ ng han nhu “Di nhién 13 anh
mudn tié"t kiém 60% chi phi nguyén vat liéu ctia mi’ nh dting khoéng?”). Ho' i
nhu vay c6 ve' nhu ban xem thudng tri thong minh ctia khach hang.

9. Tro chuyén thoai mai va ty nhién. Ludn chd cho khich hang n6i hé't
cau va lang nghe cham chu.

Mot Doan Hoi Thoai Mau

Dudi day 1a mot doan ddi thoai telemarketing mau, né u duo ¢ chinh sta
cho phu” ho p véi dic thu doanh nghiép ctia ban, né c6 thé giup ban hodc
nhan vién t6 ng dai dién thoai ctia ban st dung dung ngit diéu, téc d6 néi va
c6 duo c sy tin cdy cta khach hang. (Doan hoi thoai nay mé pho’ ng mot
nhan vién dang goi dé¢"n khach hang tiém ning, ngudi cé ve' quan tim dé'n
mot san pham/dich vu nao dé ctia ho. N6i cach khac, day khong phai la cudc
goi chao hang lan dau, ma la cudc goi lai theo yéu cau ctia khach.)
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“Xin chao. Thua day c6 phai la s6 dién thoai ctia dng Franklin khong a?”
“T6i 1a Franklin day.”

“Chao 0ng Franklin, t6i 1a Alex Smith & cong ty Catered Coffee
International. Toi xin phép duo ¢ néi chuyén véi ong d€ trd 16i vé buc thu gan
day 6ng gtii cho ching toi dé cap dé n dich vu cung cip ca phé. Toi rit han
hanh duo c gidi thiéu véi 6ng vé dich vu cta ching tdi va cach ching t6i co
thé gitip cho doanh nghiép ctia 6ng. Ching ta ban chuyén bay gid c6 tién
khong a?”

“Dlid_c, anh cii noi di”

“Trudc tién, 6ng Franklin, xin phép 6ng cho t6i duo c bié" t doi chut vé
dich vu ca phé hién doanh nghiép 6ng dang st dung, va diéu dic biét gi' da
thoi thic dng ti m hiéu vé dich vu clia chung t6i?”

“A’, rdt nhiéu nhan vién ctia ching t6i cdm théy ca phé trong vin phong
udng khong ngon. Chung t6i cho phép nhan vién tu pha ca phé. Nhung
nhi n chung ti' nh hi’ nh kha t6i té, va ly tach bé rit nhiéu. Thé" 1a chu tich
cong ty yéu ciu t6i ti’ m ki¢’ m mot dich vu cung cip thiic uéng & bén ngoai.”

“Ong Franklin, t6i chic rd’ ng chiing t6i c6 thé lam hai long nhiing ngudi
udng ca phé & cong ty 6ng véi loai ca phé tuyét hdo. Pam bao khong lam 6ng
tham thing ngan sach - hodc lam bé thém bat ky cdi tich nao nita. Bay gio
toi xin phép cé dé nghi thé” nay”

“Anh ct néi.”

“T6i nghi chung t6i c6 thé cung cap cho 6ng mot dich vu tot hon rat
nhiéu né u t6i ¢ thé ghé qua vin phong ctia dng vao mot lic nao do6 thuan
tién cho dng va phan tich nhu ciu ctia d5ng mot cach chi tié” t hon. Do cling la
dip dé t6i cho ong bié"t thém mot vai diéu vé Catered Coffee International
khé ma miéu ta qua dién thoai. C6 duo c khong thua 6ng?”

“Sé mat bao lau?”

“Khong qua 30 phut. Mot 1t nita toi c6 thé d¢" n d6, né"u 6ng mudn,

hoic toi sé ghé qua vao ngay mai, bat ct thsi diém nao phu™ ho p véi lich lam
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viéc ctia 6ng.”

“Thoéi duo ¢, vay anh hay d&" n vao 3 gio chiéu ngay mai nhé” C6 mot s6
bai hoc can ban ¢ day. Mot trong s6 doé la: hay gti trudc cho khach hang tiém
nidng ctia ban mot 14 thu (hodc mot quang cdo c6 kém phié” u mua hang)
trudc khi ban goi cho ho. Bai hoc thi hai: hay thé hién sy ton trong, ti nh
cam nong am va su tin tudng bat cu khi nao ban goi dién thoai hodc tro
chuyén tryc tié” p v6i khach hang. Bai hoc thd ba: ludn kha’ ng dinh ban goi
cho khich hang vi® 1o i ich ctia chinh ho - va d€ giup ho tho’a man nhu ciu
ctia mi nh. N&"u ban khong cha y d&"n nhu ciu ctia khich hang, thi' khong
6 bién phdp ban hang nao c6 thé mang lai hiéu qua cho ban. Do laly do vi’
sao trong doan hoi thoai miu & trén, Alex Smith nhidn manh rd" ng dich vu ca
phé ctia anh sé mang dé n loai ca phé tuyét hdo, gid ca phai chiang va giam
thiéu s6 luo ng ly tach bi vo™. Alex nhan ra d6 chinh la méi ban khoan lén
nhat ctia vi khach hang tiém nang.

Mot S6 Ky Thua t Telemarketing

Hay xem viéc goi dién thoai la mdt phan dich vu ban danh cho khach
hang. Sau khi khdch mua hang, hiy goi d&"n cho ho d€ ddm bao moi viéc déu
6 n. St dung thu chao hang hoic e-mail dé khuyé” n khich ho goi dién lai cho
ban. Danh cho ho moét gdi vu dii hdp dan trong thu va khi ho goi dé"n, d6
ro” rang la mot co hoi ban hang qua phu™ ho p. Cudc goi d&’ n nhiing khach
hang hién tai cling c6 thé mang lai thanh cong tuong ty. Khi ban phuc vu
nhu cdu ctia ho, hay thé hién sy quan tim va nhiét ti nh cung c4p thong tin,
ban sé c6 co hoi t6t dé thu hat thém mot don hang niia, vi du: “Ong Connors
da lau khong thdy 6ng mua hang, chiing t6i goi d&'n ho’i tham xem liéu c6
diéu gi' 6ng khong hai long ching, hodc nhu cdu ctia 6ng da thay d6’i.
Chung t6i méi ti m ra cong thiic ndu mot loai stp ga méi. Hién tai chung toi
chua c6 nhiéu hang, nhung vi' 6ng la khach hang than thié"t nén ching t6i
goi d& n 6ng d€ giGi thiéu mot goi vuu dai ma co 1é 6ng sé thich”

Khi Khach Hang Goi Dién Cho Ban

Khi ban khié¢" n khich hang hao hiing d¢’ n mtc goi dién thoai lai cho
ban, hay tié" p tuc thyc hién nhiing huéng dan sau:

1. Hay ching to’ mi nh 13 nguoi that sy quan tdm dé n ho va c6 hiéu
bié"t.
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2. Thong tin cho khach hang bié” t ra’ ng ban hiéu duoc ¢ nhiing nhu ciu
va van dé cua ho.

3. Thé hién ra ng ban c6 gidi phap danh cho ho.

4. Dé xudt mot cudc hen vdi thoi gian thuan lo i cho ca doi bén (gdp truc
tié" p hodc qua dién thoai) - né"u khong thé gip mit nhau ngay lap tdc -
nhung hiy nhd, chinh ho di goi cho ban, vi' vay hay tan dung t6i da co hoi
va vi thé” cia mi nh.

5. Khi néi chuyén - hay cung cap cho ho nhiing y tuéng, thong tin,
huéng dan, va nhiing goc nhi’ n chuyén nghiép ma ho c6 thé hoc ho'i va tran
trong.

6. Hay cho ho 16i khuyén. Du’ ng chi chdm chdm vao viéc ban hang.
7. Huéng dan ho mot cach chuyén nghiép.

8. Cling tuong ty nhu thu chao hang truc tié” p, d6i vdi telemarketing,
ban cling cin dan dit khach hang tiém ning ctia mi nh dé¢"n hanh dong, cho
ho bié¢"t ho phai lam gi , khi ndo, nhu thé” nao, & dau v.v...

Cach Tra Lo i Thu Phén Hoi
Bay To Su Quan Tam Tu  Khach Hang

Khi ban gtii thu chao hang tryc tié” p kém theo nhiing céch thic phéan
hoi, moi ngudi sé vié t thu hodc e-mail d€ thé hién mdi quan tAm d6i véi san
phdm ctia ban. Ho cling c6 thé vié"t thu cho ban bay to” nhiing van dé, nhu
cau va muc dich ctia ho. Hay chuén bi sd™ n sang khi ban goi cho ho. Hay doc
qua thong tin ho gtii lai cho ban va ti’ m hiéu muc dich ctia ho. Hay sd™ n sang
ban cho ho mét san phdm hodc dich vu ddc biét nao dé va hay sa” n sang tra
16i bat ky' cau ho'i ndo ma ho dua ra. Nhé ra” ng san phdm hodc dich vu d6
phéi phu’ ho p nhét véi ho chi khong chi nhd’ m mang vé 1o i nhuén va thu
nhap cho riéng ban. Sy chuén bj d6 sé khié¢"n ho cdm thiy ban nhu mot
nguoi gidi quyé” t vdn dé cho ho hodc mang lai cho ho nhiéu lo i ich, chu
khong chi 1a mot ngudi ban hang bi’ nh thudng. Khi goi dién cho ho, cudc
noi chuyén qua dién thoai nén di theo chiéu hudng nhu thé” nay:
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“Xin chao, thua cé phai c6 Carol Jones khong a?” “Vang, toi Carol day.”

“Chao Carol, t6i la Joe White & cong ty Kingdom Carpeting. Toi goi dé' n
dé giup o6 ti m kié"m, dit hang va thi cong lap dit tham trai san mdi. Theo
toi duo c bi€'t, co dang c6 nhu ciu vé linh viic nay. Toi ndi chuyén véi c6 luc
nay co6 tién khong?”

“Duo ¢, Joe a. Cdm on anh da goi.”

“C0 c6 thé cho toi bié” t thém mot chut vé nhiing gi' ¢ dang ti m kié'm
khong, Carol? D€ t6i c6 thé hi€u ro™ vé truong ho p clia c6.”

“Toi 1a mdt nha thié t ké” noi that. Toéi cd nhu cau mua mot vai loai tham
AT

trdi san khac nhau cho nhiing cin nha ma t6i dang thié" t ké”.

“Toi tin ra’ ng mi nh c6 thé gitp c6 ti’ m duo c loai tham c6 can. Trong
ti nh hudng nay, né€ u tdi c6 thé ti: m hiéu thém vé nhiing muc dich ctia co
va ti nh hi nh kinh doanh ctia cd mot cach chi tié t hon thi' sé rat hitu ich.
Liéu c6 ¢ sd” n long?”

“Toi khong chic 1dm, Joe. Y anh 1 sao?”

“Sé rdt tot né” u chung ta co thé sdp x&" p mdt cudc hen vao mot thoi
di€ém nao do6 thuan lo i cho ca hai bén, d€ ng6i ndi chuyén thodi mai, khong
cin bét cu chi phi hay rang budc gi' & c0, toi sé ti' m hiéu chi tié"t hon vé
muc dich va nhu cdu ctia c6, sau d6 dua ra cach thic phu ho p nhat d€ c6
dat duo ¢ nhiing gi' mi nh mudn. Tuén sau, lich 1am viéc ctia c6 thé" nao?”

“Thii ba c6 thé duo ¢, Joe. Anh can bao lau?”

“Khodng mot tié" ng ruc” i. 8g30 sdng thi ba & van phong cua t6i duo ¢

khong? N6 nd’ m & s6 100 dudng South Main, trong trung tdm thanh phd.
“Duo c day.”
Hay xem diéu gi' da dié" n ra:

o Carol vié't thu tri’ nh bay muc dich ctia mi nh 13 nhiing gi°’ ¢6 cin cho
hoat dong kinh doanh.
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o Ngudi goi dién thoai thé hién mi nh 12 mdt ngudi that long quan tAm
dé¢’ n nhiing vin dé va muc dich cua co &y.

« Muc tiéu ctia anh ta 1a cé duo ¢ mét cudc hen dé ca hai c6 thé thao luan
vé€ nhu cau vé tham trai san ctia c6. D€ lam duo c diéu do, co phai thay n6
mang lai lo i ich cho mi nh. Ban khong bén cho c6 4y mot cudc hen. Ban cho
co bie t noi dung bud’ i gdp mit dé€ co c6 thé sdp xé& p thoi gian va dong y gip
ban.

Me o Goi Dién D€ Nam Bit Cac Co Hoi Kinh Doanh

1. Nhanh chong nam bat nhiing co hdi kinh doanh. Muc tiéu cua ban la
goi cho khédch hang tiém nang hodc hién tai ngay trong ngay ban nhan duo c
yéu ciu ctia ho. Khi ho vié” t thu hodc goi dién cho ban, nhu ciu ctia ho dang
& muc cao nhat. R6i no6 sé dan dan “phai di”.

2. Muc dich ctia cudc goi la gitip khach hang c6 duo ¢ nhiing gi' ho cin.
Hay thé hién ro~ diéu d6 khi ban goi dién.

3. Khi khdch hang xdc dinh duo ¢ muyc tiéu, ban phai gitp ho ti m ra giai
phép - cho du™ gidi phap d6 it hodc khong hé lién quan gi' dé"n ban. Né'u
ban khong cung cap duo c cho ho gidi phdp, d6i thii canh tranh ctia ban sé
lam diéu do.

Mot Vai Vi Du Vé Telemarketing

C6 mot doanh nghiép phdn mém tdi tu’ ng tu vin & Tulsa, bang
Oklahoma kinh doanh phdn mém cao cép dit tién - tu" 3.000 d6 dé'n
10.000 d6. Hang thang, ho gti thu chao hang cho nhiing doi tio ng tiém
niang. Tié" p theo, ho goi dién cho nhiing khach hang do, chi d€ chic chan
ra ng ho nhin duo ¢ thu, hiéu duo ¢ cach phan mém hoat ddng, nhiing gi
tot dep né mang lai, va dé tra 10i bat cti cau ho'i ndo ho dit ra. Trudc d6, ho
chua bao gid goi dién ho'i thim sau khi gtii thu chao hang ca. Trudc khi toi
lam viéc v6i ho, ho chi gtii thu. La thu lam ting chi phi hoat dong tié" p thi
lén gap 3 lan va ho chi nhén lai mét khodn lo i nhuan it o i. Nim d4u tién, toi
bao ho st dung telemarketing sau khi gtii thu, doanh s6 cua ho nhay vot 1én
900%. D6 1a mot sy gia ting gdp 9 1an chi nhd vao viéc tié” p ndi thu chao
hang bd" ng mot cudc dién thoai. Ho phat hién ra rd’ ng c6 hang chuc ngudsi
mi nh goi d& n méi thang da nhén duo c thu va that sy hling thu nhung
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khong bao git c6 dip &' n mua hodc thit qua san phdm d6. Ho kié¢"m duo c
rat nhiéu tién trong ndm diu tién d&" n muc ho cho ca cdng ty nghi phép cé
hudng luong trong hai tuan dé€ dua tat ca di Honolulu du lich. Ho thanh cong
dé n muc nhu vay day.

Toi tu” ng tu vdn cho mot ngudi kinh doanh man va rém ctia. Doanh s8
cua ho 1a 40 triéu do-la. Ho st dung telemarketing dé phan hoi tat ca nhfing
yéu cdu ho nhan duo c tu’ khach hang. Ho thu hut duc ¢ hang tram yéu ciu
ctia khach hang méi tudn. Nhiing khach hang tiém ning d6 duo ¢ nhan mot
tap sach hudng dan trang tri nha ctia mdt cach hiéu qua hon. Téap sach do tra
161 nhiing cau ho’i va chi ho v6 s6 cach thic khac nhau trong viéc st dung
rém va man ctia giup cho noi ¢ ctia mi' nh thém hdp dan. Sau khi nhan duo ¢
tap sach, doanh nghiép d6 goi cho ho. Tra 16i nhiing cau ho i khach hang dit
ra, phuc vu ho trong vai tr6 mdt ngudi cd van, ddm trach chic vu ctia mot
nha thié¢ t k& noi thit qua dién thoai, va thu hat duc ¢ don hang tu” 45% s6
ngudi ho lién hé. Trong khoang 40 triéu d6-la doanh s6 kié¢’m duo ¢ moi
nim, ho sé khong c6 duo ¢ 30 triéu do-la né’ u ho khong thém bién phép goi
dién thoai sau khi da gtii nhiing tap sach do di.

Mot ngudi kinh doanh xe hoi tdi tu ng tu van stt dung dién thoai dé€ lién
hé véi tat ca nhiing khach hang nao da mua xe mdéi cua anh nhung chua mua
dich vu gia han bdo hanh. Anh goi cho ho vao hai tudn sau va néi rd’ ng ho
6 co hoi mua gobi dich vu gia han bdo hanh. Anh nhan ra rd" ng c6 35%
nhiing ngudi duo c goi tdn dung co hoi d€ gia han thém thai gian bao hanh.
Va n6 gia tang lo i nhuén trong tu ng giao dich 1én rat nhiéu.

Mot chuyén gia lam dep s6 hitu mot trung tam cham séc ddc biét danh
cho nhiing khach hang giau c6 va rat thanh cong. C6 ay goi cho nhiing khach
hang duo c gidi thiéu & khép tiéu bang va khié’ n cho nhiing phu ni tu’
nhiing noi xa x6i cach d6 d&¢'n 300 ddm do” x6 vé dé gip mi nh. Pon gian
bdi c6 dy goi ho theo yéu cau ctia nhiing khach hang hién tai. Co tro chuyén
v6i ho va ho'i xem ho nghi sao vé ve” bé ngodi ctia mi’ nh, rd” ng ho c6
nhiing bdn khodn va vin dé gi' vé my phdm. Réi c¢d danh cho ho nhiing 16i
khuyén ma ho c6 thé ty thyc hanh, nhung c6 dé nghi duo ¢ giup do” moét lan
mié” n phi né"u ho muén d¢"n thim my vién cta c6. Hang traim ngudi tu’
nhiéu dim xa x6i d6’ vé trung tdm ctia c6, bdi c6 1a mot tu van vién rat co
duyén va dang tin cdy qua dién thoai. Ban c6 thé sti dung telemarketing dé
ti m hiéu xem tai sao moi ngudi khong mua hang ctia ban va ti’ m cich thay
dd’i ho. Téi tu” ng td vin cho mdt chudi ctia hang d6 ndi thit da cao cip trén
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toan quéc. Ho phat hién ra rad’ ng c6 % khach dé" n thim ctia hang khong
mua ngay lan dau tién. Tai sao? B&ivi ho kinh doanh d6 noi thit 1am theo
don dit hang. N6 1a loai d6 noi thit dat tién, cé kich co™ 16n, cucky 4n

tud ng. Ban khong chi nhi' n thdy né va noi, “Téi sé 1dy mon nay” Ban nhi n
ngam noé. Ban vé nha. Ban suy nghi. Ban do dac. Ban tré lai d€ ngam nghia
lan niia. Ho da bo™ ra cd mot gia tai d€ mang khach hang tiém nang dé'n
nhting ctia hang trung bay cia mi’ nh, va nhiing khach hang tiém ning d6
khong mua. Ho thié"t lap mot hé thong telemarketing d€ goi dién cho nhiing
khéach hang ti€ém nang d6 khong chi mét lan. Nguo c lai, ho goi cho khach
hang nhiing 5 lan trong khodng thdi gian 6 tuan. Nhung khong bao gio ho
ti m cach ban hang. Ho chi dua ra 15i khuyén cho khéch hang. Luén ¢6 ging
gitip do” ho. Lu6n c6 ging tra 16i nhiing cAu ho’i va cho ho nhiing 15i
khuyén chuyén mon t6t nhit c6 thé. Ké't qua 13, ho ting thém 350.000 do-la
mot thang - khong phdi mot ndm, ma 1a moét thang — vao lo i nhuan sau
thué” ctia doanh nghiép, chi ba" ng cach gitp nhiing khéch hang tiém ning
dua ra nhiing quyé”t dinh t6i quan trong mot cich khon ngoan hon.

Mot ngudi khac, nhan vién ctia mot don vi cung cdp dich vu quang cao
16n, mudn noi chuyén v6i CEO ctia mot cong ty dang ti' m ki€’ m nha cung
cdp dich vu méi. Anh mudn cong ty mi nh diing 6 thé” thuo ng phong
nhung anh gdp vin dé khi ti m cach tié" p can vi CEO trén. Giai phép t6i dua
ra cho anh la mua mdt chié’ ¢ dién thoai di dong c6 trd trudc hang trdm gio
dam thoai (khoang vai tram do-la). Chié’ ¢ dién thoai nay duc c ngudi dua
thu gti d¢" n cho vi CEO. Ngudi dua thu 14p tiic dién thoai cho doanh nghiép
quang cdo no dé€ xdc nhan da gtii chié c dién thoai thanh cong. Ho lién goi
vao s dién thoai ctia chié ¢ dién thoai di dong d6. Vi CEO nghe mdy va
nhan vién quang cdo dé cé duo c 5 phut hoi thoai quy gid véi 6ng. Khi t6i
dang vié"t nhiing dong nay, chi con 3 nha cung cép dich vu quing cdo dang
trong giai doan xem xét cudi cu’ ng dé€ duoc c chon, va doanh nghiép quang
cdo no nd m trong s6 do.

Mot cudc tié p xtc qua dién thoai v6i khich hang tiém nang hodc khich
hang hién tai cling tuong ty nhu cudc hen gip mat tryc tié” p. Va stt dung
dién thoai chi tiéu t6n mot phan rat nho™ trong t6' ng chi phi di lai thuc té”
dé dé¢" n gip khéach hang, ca vé thoi gian 1an tién bac. Du’ ng bao gié xem nhe
gid tri kho ng 16 cia mén d6 vat ba” ng nhya nho” bé nd” m trén ban lam viéc
ctia ban. Khi duo c st dung dting céch, né sé 1a mét trong nhiing tro tha
kinh doanh dic luc nhat.
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Cac Buéc Hanh Dong

Ngay nay, chd’ ng c6 mét phuong phdp tié¢” p can hay chié’ n luo ¢ nao c6
thé€ 1am moi thi thay ban. Ban cAn mét bién phdp ké"t ho p, tich ho p va ti¢'p
can c6 hé thong. Telemarketing rat hiéu qua. N6 nhanh chong phan hoi lai
thu chao hang tryc tié" p d€ trd thanh mot phuong phép tié” p thi ma ai ai
ciing c¢6 thé 4p dung. Nhung véi su phat trién ctia hop thu thoai va Internet,
cting nhu rit nhiéu ngudi lam viéc tai nha va ban gin nhu khong thé tié p
c4n dud ¢, ban phai tran trong nhiing gi' telemarketing mang lai va chip
nhan nhiing gi’ n6 khong thé lam duo c. Khong phai tit cd moi ngusi déu
chiu nghe dién thoai ctia ban. Ciing nhu khong phai ai cling tié" p chuyén ban
mot cach hao hiing va ti€” p thu duo ¢ nhiing gi' ban néi. Nhung khi
telemarketing duo ¢ van dung ding cach, n6 van la cong cu quy gia va hiéu
qua nhat d€ thu hut thém nhiéu nguoi phan hoi lai thu chao hang va
catalogue ctia ban. Dong thai, né gitp ho gat ddu dong y cho mot chuyé' n
vié' ng thim tro chuyén tryc tié" p cu’ ng ban.

Vay ban hay 1ap ra moét danh séch. Bat diu v6i moi ti nh huéng ma mot
cudc goi telemarketing truGe hodc sau khi giao dich c6 thé mang dé" n hiéu
qua. Hay thti cich lam ctia ban b’ ng cach goi cho 5, 10 hodc 15 ngudi va
xem ho phan hoéi thé” nao. Bu’ nglo ldng né u trudc gid ban chua bao gi¢
lam. Né&"u sy quan tdm ctia ban 1a chinh dang, ddng co ctia ban tét, va thong
diép ma ban dua ra chtta dung nhiing gid tri dung dn, sé rit ddng budn né u
ban khong goi va mang lai cho khach nhiing thong tin d6. Hay tht di. Ban sé
ngac nhién khi thdy rat nhiéu nguoi vui ve” nghe dién thoai cia ban va phan
hoi tich cuc déi véi dé nghi cta ban.

Déi v6i nhiing ai khong ¢ mdt hodc khong muon nghe dién thoai,
du’ ng cam thdy buc doc, that vong hodc gian d. Nén bié"t rd” ng nhiing
ngudi do rat ban ron. Mot ngay dep troi nao do trong tuin, ho sé dé” dang bi
ban thuyé” t phuc hon hi’ n nhiing ngay khéc. Thdi gian va sy quan tAm clia
ho rit quy gid. Hay nhd rd’ ng, tuong tu nhu nhiing dang giao tié¢ p c6 tinh
chat thuyé” t phuc khdac ma ban stt dung, muc tiéu tap trung ludn 1a khach
hang chu khong phai ban. Hay khong ngu ng ti m ki¢” m nhiing lo i ich, co
hoi hodc vu thé” chinh y&"u trong sén phdm hodc dich vu ctia ban danh cho
ho. Bi¢" n n6 thanh 1y do cht y¢" u dé ban ban bac v6i ho. St dung nguyén tic
cht dao d6 khi giai thich Iy do ban goi dién dé¢"n né” u phai d6i mat véi
nhiing ca nhan lam nhiém vu sang loc cudc goi cho déi tuc ng ma ban nham
dé’ n. Né&"u ban khong thé néi chuyén v6i ho vi' bét cti ly do gi , hay dé€ lai
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mot thong diép cd tinh thuyé” t phuc ham chiia nhiing gia tri, sy 16i cuén va
hidp dan danh cho ho. Pu’ ng ngai né"u ban phai goi di goi lai nhiéu 1an vao
nhiing thoi diém thich ho p. S& chd’ ng ai phién long khi ban that su c6 viéc
quan trong can ndi. Chi cin ban chu y ton trong va quan tim dé n thdi diém
16i kéo duo ¢ su chu y ctia khach (ngédn thoi), gidi han thoi gian (nhiéu lic
khéc nhau) va cach tié” p can (c6 gi6i han).
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Chuong 16: Siéu Loi Nhuan.com

Phuong céch kinh doanh trén mang

Diéu dic biét quan trong ma ban cin bié" t vé viéc kinh doanh qua mang
1a: Y&" u t6 chti chét d€ thanh cong trén mang khong phai 1a vin dé ky thuét.
Mang Internet chi don thuén 1a mot phuong tién truyén thong va tié” p thi
hiéu qua khéc. Diéu tht hai ban can nhén ra la Internet van dang trong giai
doan phat trién... nhung né dang phat trién rat nhanh. Moi thi thudc vé
Internet dang thay do i chdng vanh dé¢"n ndi mét gia dinh viing chic ban dua
ra hom nay c6 thé trd nén 16i thoi trong nhay mat. Diéu quan trong thu ba,
nhting bi quyé”t va nguyén tic trong quyén sach ndy ciing sé c6 hiéu qua trén
Internet, nhung né phai duo c 4p dung theo cach khac. Mdc du’ mang
Internet c6 nhiing khia canh dic thu’, nhung nhiing yé" u t6 cha chdt dan
dé¢’ n thanh cong trong tié¢" p thi, ban hang va xay dung mdi quan hé déu
tuong tu nhau, du  ching hién dién trong thé” gigi thuc hay ao.

Ai C6 Thé Kiém Dugc Lgi Nhua n Trén Mang?

V6 s6 doanh nghiép quy mo tu” 16n d&'n nho” dang kié¢'m duo c rdt
nhiéu tién nho kinh doanh du loai san phdm hodc dich vu trén mang: xe hoi,
sach, thiic an dic san, dich vu tu vin, hoa, tu van luit, thié"t bi thé thao, my
phdm, phan mém, bat dong san, dit vé may bay, dat phong khach san, v.v...
Rat nhiéu cong ty thanh cong khong chi nhé kinh doanh trén mang. Rat
nhiéu doanh nghiép da tao ra nguén doanh thu b6" sung thong qua Internet.
C6 3 diéu ban budc phai lam dé thanh cong trong viéc kinh doanh san phdm
hodc dich vu trén mang Internet:

« Cung cép nhiing sdn phdm va/hodc dich vu chit luo ng cao ma khach
hang ctia ban mudn.

o Thié¢" t k& mot trang web that tuyét vai d€ kinh doanh mot cach hiéu

qua.

« Thu hut luo ng truy cap chit luo ng cao vao trang web mot cach hiéu
qua va tié"t kiém.

D6 1a tit ca nhiing gi' ban phai lam.
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Ban da tu’ ng nghe nhiéu ciu chuyén vé nhiing ngudi phat 1én nho
Internet? Nhiing chuyén do cé that, it ra la mot vai trong s6 d6. Mang
Internet mang lai nhiing tiém nang 1o i nhuan kh¢’ ng 16. Nhung né la mot
linh vuc kinh doanh vin chua 6’ n dinh. Va sy thay d6’i v6i van téc anh sing
1a mot hién tuo ng rdt d6i bi nh thuong. Trong chuong nay, ban sé bié” t mot
diéu rd’ ng nhiing bi quyé"t chic chdn d€ thanh cong trong thé” gidi thuc
ciing sé chiing to’ duo c thanh cong trong thé” gidi d0. Nhung van ¢4 nhiing
diém khac biét quan trong gitia hai thé” gigi d6. Ban cling sé bié” t cach lam
thé” nao tranh duc c mét 4 sai ldm thudng gip nhét d6i v6i nhiing doanh
nghiép kinh doanh qua mang.

Gig toi ci xem nhu ban chi kinh doanh nhiing san phdm va/hoéc dich
vu chét Iuo ng cao ma khéch hang ctia ban muén mua. C6 mot phép thit can
ban gidp ban xac dinh liéu sdn phdm hodc dich vu cia mi’ nh c6 kha niang
ban dud ¢ trén mang hay khong. Né"u né c6 chit luc ng cao va ban tdt thong
qua thu dat hang hoac catalogue, nd c6 thé sé ban rit chay trén mang
Internet. Mot s6 “chuyén gia” néi rd’ ng: d€ thanh céng trén mang, ban cin
mot san phdm phuc vu duo c thi tridng toan cau. Tuy nhién, nhiéu doanh
nghiép dia phuong van dang stii dung mang

Internet mot cich rat hiéu qua. Vay thi , né u ban 123 mot doanh nghiép
dia phuong (va vdn mudn tié" p tuc lam mot doanh nghiép dia phuong),
mang Internet van c6 thé la mot cong cu dac luc dé€ phat trién doanh nghiép
ctia ban. Toi sé danh tron phén con lai cia chuong nay dé€ thié t ké” va quang
ba cho trang web ctia ban ba' ng cdch ép dung nhiing bi quyé”t va phuong
phép t6i dd miéu ta chi tié"t trong quyén sdch nay.

Mot nghién ctiu gan day cho thay khoang 50% céac trang web thuong mai
cho bié"t trang web ctia ho “liic nay dang c6 16 i nhuén” 10% nhiing trang
web dé “mang vé€ 10 i nhuén cao’, nghia 13 doanh thu hang thang tu™ 10.000
do-la trg 1én. Nhiing trang web hang top thu duo c hon 1 triéu do-la moi
thang. 50% nay c6 thé duo c nang lén nifa, cling tuong ty nhu cdc chi s6
thanh cong ctia bat ¢t loai hi nh doanh nghiép nao khéc, bd" ng cach dp
dung nhiing bi quyé”t va phuong phdp to6i da miéu té chi tié" t trong quyén
sach nay.

Nhu" ng Tam Guong Thanh Cong Trén Mang Internet

Ching ta hdy cu’ ng xem qua mot vai cAu chuyén thanh coéng trén mang,

https://thuviensach.vn



bao gobm mot s6 doanh nghiép ma ban c6 thé chua tu’ ng nghe dé n.

CDNow - Jason Olim mudn giai quyé t mot vin dé. Anh rét thit vong
vi' chiti' m duo c nhiing tuyén tip nhac jazz it 0'i & céc clia hang bang dia
dia phuong. Sau khi gdp mot ngudi chuyén ban bang dia nhac jazz gan nha,
ngudi tham chi con khong bié” t Miles Davis 1a ai, anh cdm thdy mi nh can
lam mot diéu gi' do. Jason cu’ ng ngudi em trai Mathew da khai sy kinh
doanh trén mang Internet trong tang ham cdn nha cta cha me, cung cap
khoéng 500 ngan san pham lién quan d¢" n 4m nhac (bao gdbm moi album
nhac jazz san xuét tai Hoa Ky ) cho gan 1,6 triéu khich hang. Cong ty ctia
ho, CDNow, dang phat trién nhu vii bao. Truéc khi phat hanh ¢4’ phié¢ u vao
thdng 2 ndm 1998, ho da gat hai duo c thanh cong ma khong can hang hoa
luu kho. Gia san ctia cdp anh em sinh doi nha Olim hién tai tri gia hon 100
triéu do-la.

Motley Fool - Tom va David Gardner da thanh cong ruc ro” véi trang
Motley Fool, mét trang web duo c thié¢ t ké” nhu moét dié” n dan trén mang
danh cho nhiing nha diu tu cd nhan. Trang web thu htt hon mot triéu lvo t
truy cAp moi thdng. Phan 16n doanh thu ctia ho dé¢'n tu” viéc ban quang cdo
trén mang.

WebMD - Jeff Arnold khoi tao WebMD, mot doanh nghiép chuyén
chidm séc stic kho e va tinh than cho moi ngudi, anh dat danh hiéu “CEO
khdi nghiép hiéu qua nhat”. Chi 7 thang sau d6, anh da tré thanh triéu phu.
O’ tud’i29.

FurnitureFind.Com - Nam 1952, Robert Bookout c6 600 do-la va mot
khat khao chdy bo’ ng duo ¢ lam cha doanh nghiép ctia riéng mi’ nh. 47 nim
sau, doanh nghiép tu" mién tdy nam bang Michigan nay da tao ra mot bo
phéan kinh doanh online nhiing mat hang kich thuéc 16n: ném giuong ngu,
hé thdng gidi tri gia di’ nh, bo ban ghé” phong dn va phong khach, ghé™ s6-
pha da nang, va con rat nhiéu nita. Ho cung cap do noi that c6 thuong hiéu
v6i gid cd phai ching va mié™ n phi dich vu tai chinh ciing nhu dich vu vin
chuyén. Vi’ ho khong phai trd hoa hong, chi phi nha kho dit do’, hay luong
thdng cho nhén vién kinh doanh, ho da xay dung duo ¢ mot mé hi’ nh hiéu
qua - va ho da thanh cong.

Nhiing k&t qua nhu vay c6 bi’ nh thudsng khoéng? Di nhién 1a khong.
Né u c6 50% trang web c6 1o i nhuan, thi' 50% con lai dang thua 16. Va hau
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hé"t nhiing trang web c6 10 i nhuén thudng kho vuo t qua cot méc mot ty’
do-la. May man la nhiing doanh nghiép thanh cong nay c6 thé€ duo c ldy lam
mo hi’ nh chuén cho hoat dong tié" p thi trén Internet ctia ban. Ban c6 thé &p
dung nhiing nguyén tic tuong ty cho doanh nghiép ctia mi' nh d€ dat duo ¢
thanh cong tuong ty, tham chi con cao hon nta.

Vay Nhu" ng Nguo i Khac Pang Lam Sai Diém Nao?

Ban lam thé" nao dé tranh roi vao mot trong 50% doanh nghiép kinh
doanh trén mang that bai? Van dé 16n nhat doi v6i nhiing doanh nghiép nay
nid’ m & nhiing sai 1dm ci rich, d6i khi nguo ¢ doi nhung lai rit thuong gap.
Diéu quan trong 13 phai hi€u va tranh duo c nhiing sai 1dm dé né" u ban
mong mudn thanh coéng trén Internet. Hau hé"t sai 1am xudt phét tu” sy
thié¢" u hiéu bié"t vé vin hoa va tinh chat dic thu ctia loai hi’ nh kinh doanh
nay.

Quan niém sai lam: Chd ng ai ki€ém dugc tién trén Internet ca

Thuc t&: Gio thi' ban bié” t diéu d6 khong dung, nhung c6 1& ban cling
bin khoén khong bié¢"t liéu mi' nh c6 thé ki¢" m tién trén mang duc c khong.
Cau tra 16i 1a duo ¢, né u ban ap dung nhiing gi' thu nhét duo c trong quyén
sach nay. Diéu do sé khong xdy ra mot sém mot chiéu, nhung hoan toan co6
thé xay ra.

Quan niém sai ldm: Ban se” “lam giau nhanh chéng” qua ma ng Internet

Thuc t& Hay quén chuyén d6 di. Ban khong tin vao diéu nay né" u do 1a
kinh doanh offline truyén théng - vay tai sao ban lai tin khi n6 dé cap dé¢' n
viéc kinh doanh trén mang? Nguy hiém that sy ctia sai 14m nay la ban sé nan
chi khi khong c6 duo ¢ nhiing ké"t qua chéng vanh, va sau d6 ban sé bo’
cudc nhanh chong. Mot khi thanh cong bt ddu dé” n véi ban trén mang, n6
c6 thé tié" n trién rt nhanh. Ct chd do i mot thoi gian dé"n khi né bat dau.
Va hay kién tri .

Quan niém sai lam: Ban c6 thé’ thu hut dugc hang triéu khach hang
mo’iba ng cach dat trang web ctia mi nh trén siéu xa 16 thong tin!

Thuc té: Ban cin phai lam rit nhiéu, hon la chi don thuan tao ra mot
trang web. Moi ngudi khong “di ngang qua” trang web clia ban va nhi n thdy
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n6. Ban phai khié n né tré nén dang cht y d&" n mic ai cing mudn ghé qua.
Roi ban phai st dung nhiing bi quyé”t va phuong phép hiéu quéa d€ ban duo c
hang. A" p dung nhiing y tudng tié" p thi trong quyén sich nay c6 thé bié" n
diéu d6 thanh hién thuc. (Cho du” ban c¢6 thé thu hut duo c hang triéu khach
hang méi mot cach nhanh chdng, liéu ban that su c¢6 kha nang cung cap dich
vu chét Iuo ng cho ngan 4y ngudi ngay 1ap tiic hay khong?)

Quan niém sai lam: Nhu™ ng clia hang trén Internet mang la i lgi ich
tuong tu nhu nhu” ng clia hang that su

Thuc té: Tuong tu nhu van dé & trén. Nhiing ngudi ban hang & cac ctia
hiéu trong thé" gidi that hudngloitu luo ng khach vié' ng tham. Trén mang
Internet, khong hé c6 nhiing ngudi di ngang qua trang web ctia ban. Cha’ ng
c6 ai chti y d¢"n “kiéu trang hoang bat mit trén ctia s6' ” tru” phi ho that sy
ghé tham trang web ctia ban. M6i “ctia hang” trong moét trung tam thuong
mai trén Internet phai tu thuc hién hoat dong quang ba cho chinh ho. Vay
thi' loiich cta viéc trg thanh mot ctia hang trén mang 1a gi° ? Né"u ban kién
quyé’ t muén m& mot clia hang trén mang, hay gui e-mail tryc tié p d&" n mot
s6 ngudi cht clia hang dang nay trudc khi that sy d6” tién ddu tu. Hiy xem
ho ndi gi . C6 thé ban sé quyé’t dinh du ng s6 tién d6 d€ ddu tu quang b
cho trang web ctia riéng ban. Hay van dung nhiing y tudng trong quyén sach
nay, va ban sé thu hit duo ¢ nhiéu o t ngudi ghé tham dé gat hdi lo i nhuan.

Quan niém sai ldm: Khong can s& hu™ u hodc st dung may vi tinh de
ki€m cd mo t gia tai trén ma ng Internet

Thuc té& Sai ldm nay thudng duo ¢ cd xty bdi nhitng ngudi diéu hanh
dich vu ctia hang trén mang hodc cung cip dich vy thié t ké” trang web.
Quén chuyén d6 di. Nhiing ngudi mua sdm qua mang ciing mong mudn
duo ¢ hudng dich vu trén mang. Né&"u khong thé truc tié” p tra 16i e-mail ctia
ho, t6t nhit ban nén chuin bi tra tién cho mot ai khac d€ ho lam viéc do.

Mot vin dé kho nhi’ n thdy hon lién quan dé" n sai ldm nay 1a n6 khié' n
mot s6 ngudi khong phét hién ra mét vai lo i ich to 16n ctia viéc st dung
Internet va nhiing cach tié" t kiém si” n c6. Ban c6 thé dé” dang tié" t kiém tu’
5.000 d&"n 50.000 d6-la mdi ndm (hodc hon) bd" ng cich gidm chi phi FedEx,
fax, dién thoai, gti thu, in an... don gian nhd st dung e-mail. St dung
Internet cling cho phép ban cung cap thong tin cho khach hang ngay khi ho
cdn - cho du” ctia hang trong thé™ gidi that clia ban déng ctia vao cudi tudn
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di ntia.

B4t chdp tat ca gia thié t va nhan dinh sai 1dm trén, Internet that sy mang
lai nhiing co hoi, 1o i ich, va uu thé” tuyét voi cho nhiing ai c6 san phdm, dich
vy, doanh nghiép, hodc y tudng kinh doanh xuit sic

— mié¢” n sao ngudi d6 si”n sang dau tu mot chut thoi gian d€ hoc ho'i vé
van hoa trén mang va nhiing bi quyé”t thanh cong hiéu qua nhit. R4t nhiéu
doanh nghiép chua tan dung duoc c hé"t nhiing co hoi tuyét véi ma Internet
mang lai, b&i ho dc cdm véi cong nghé. Con nhiing ngudi khdc chua thanh
cong boi ho dam mé cong nghé mot cach thai qua. Hay nhd, diéu quan trong
khong phai la cong nghé. Ma la chié” n thuét. Sau day la mot vai yé u t6 clia
mot chié” n thuat stt dung Internet thanh cong.

Ké Hoach Tiép thi Va Kinh Doanh Trén Internet

No6i don gian, d€ thanh cong trén mang Internet, ban can c6 ké” hoach.
D6i voi mot ké” hoach kinh doanh trén mang Internet, cang don gian cang
tét. Mang Internet dang thay d6’i qud nhanh dé¢"n do ké” hoach ti¢"p thi va
kinh doanh ctia ban phai ngan gon va uyén chuyén dé€ c6 thé thich nghi
nhanh chéng véi nhiing thong tin mdi va nhiing nguyén tic bi¢'n do’i lién
tuc. Ban cin ¢ mot ké” hoach linh dong - né" u khong, ké” hoach do sé
khong thé thuc hién duo c. Ban con can mot ké” hoach c6 thé duo c 4p dung
hang ngay bdi ban lanh dao nhd’ m git hai thanh qua t6i da. Ban cdn mot ké”
hoach vé kinh doanh, chi¢n thuat, ti¢" p thi, quan tri va d6’i méi. Cach tié" p
can nay cho phép ban tan dung vu thé" ctia “Nguyén tic 80-20”: Ban dat
duo c it nhat 80% lo i ich ctia viéc lap ké” hoach kinh doanh véi khoang 20%
t0' ng cong stic bo” ra. Nhiéu doanh nghiép thanh cong da duo ¢ thanh lap
v6i nhiing ké” hoach kinh doanh ngén gon. K& hoach kinh doanh d4u tién
cua Intel chi dai c6 mot trang. Va cta Sun Microsystems chi dai 3 trang.

Toi tu” ng thdy nhiéu ké” hoach kinh doanh cycky chinh xac, véi
nhiing bang tinh kho’ ng 16 cin ¢t vao dit liéu nhan khiu hoc ddy 4n tuo ng.
Nhung chtung thié u nhiing gia dinh cha chét cic ky quan trong. Du’ ng phi
thdi gian, cong stic va tién clia d€ xay dung nhiing ké” hoach kinh doanh trén
mang cudi cu ng chi d€ nd’ m yén trén ké, hodc nhiing ké” hoach khong thé
thich nghi véi ti' nh hi’ nh méi. Nhiing con s6 sé thay d6i rat nhanh, va
nhiing gia dinh ctia ban ¢4 thé trd nén 16i thoi nhanh khong kém. Ké” hoach
clia ban nén bao gébm nhiing gi  ? Ban phai:
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« Cung cép san phdm va/hodc dich vu chét Iuo ng rat cao ma ngudgi
du’ ng mudn.

o Tao ra mdt trang web tuyét vai c6 thé ban hang mdt cach hiéu qua.

« Thu hat luo t truy cap chét luo ng cao dé¢’ n véi trang web clia ban mot
cach hiéu qua va tié" t kiém

Chung ta hdy cu’ ng xem qua mot vai thanh phan cha y&"u giup cho ké’
hoach ctia ban phat huy tac dung. Pau tién, hay tap trung vao viéc tao mot
trang web bdn hang hiéu qué, va réi ching ta sé noi vé cich lam thé” nao dé
thu hut luo t truy cap chét luc ng cao d& n véi trang web ctia ban mot cach
hiéu qua va tié"t kiém.

Phai Cé Long Dam Mé Doi Véi
Doanh Nghiép Va Khach Hang Ctia Ban

Déi véi kiéu ban hang truyén thong, diéu nay rat quan trong. Trong moi
trudng Internet, né 1a y& u té séng con. Tai sao? Mot trong nhiing yé u t6
cht chot d€ thanh cong trén mang la hiéu duo c van héa Internet. Mot phan
cta van hoa dé la sd hitu mot trang web thu vi va tuyét voi d€ khach tham
quan, mua sam. Hau nhu moi doanh nghiép thanh cong trén mang déu lam
diéu nay. Ro™ rang, trai nghiém nhu thé" nay khé long xay ra né” u ban khong
c6 dam mé v6i nhiing gi' mi nh lam. Ban khong thé gia vé dam mé - vi’
ngudi ta sé dé” dang phat hién ra thoi.

Phan Tiéu Dé

95% cac trang web st dung tén hoac logo cong ty hodc san pham dé lam
tiéu dé, hodc ho sé ghi la: “Chao mu’ ng dé" n véi trang web ctia XYZ” That
sai [am! Tén san phdm va cong ty khong phai tiéu dé. Ching khéng mang lai
loiich gi’ cho ngudi ghé thim trang web clia ban ca. Day that sy 1a mdt sai
lam 16n. Khi mot vi khach ghé tham trang web ctia ban, ban chi c6 vai gidy dé
gy su chu y, d€ ho & lai va ti’ m hiéu thém. Vi' vay, viéc st dung mot tiéu dé
hép dan rat quan trong dé€ tan dung tdi da vai gidy ngan ngti dé. Mot tiéu dé
hiéu qua c6 thé cai thién dang ké hoat dong cia mot trang web. Tiéu dé chiu
trdch nhiém dé¢" n 90% thanh cong cia modt quing cdo ngoai troi hodc thu
chao hang tryc tié¢ p. Mic du” t6i khong bié"t c6 nghién ctiu to' ng ho p nao
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vé tiéu dé trén trang web hay khong, nhung bén than t6i cho rd” ng thay vi
14y tén cong ty lam tiéu dé, hay st dung mot tiéu dé hiéu qua dé€ gia tang
doanh s6 d&"n hon 500%. Dy dodn c6 cin cd nhét cta t6i 1a hiéu qua dat
duo c c6 thé cao gdp 21 1an (2100%), day chinh la diéu t6i kham phd & moi
dang tié" p thi khac ma tdi tu’ ng thti nghiém.

Day 1a mot cich tié" p thi cuc ky hitu ich, ddc biét 1a khi hdu nhu khong
can chut phi t6' n ndo dé tao ra va thi nghiém nhiing thay d6"i d6. Thyc t&’,
viéc thié"u vng nhiing tiéu d€ dang hoang trén web lam t6i kinh ngac, boi
vi hon ntta the” ky' nay, nhiing nha ti¢" p thi thanh cong bié t ro” tdm quan
trong cta viéc st dung nhiing tiéu dé hiéu qua.

Toi tu’ ng chiing kié¢"n nhiéu nha ti¢"p thi gio i, day dan kinh nghiém
trén cac phuong tién truyén thong khac danh bé tay chiu ché” t khi budc vao
linh vic ti¢"p thi trén mang. C6 ve’ ho khong thé chuyén nhiing bi quyé’t
thanh cong trong thé™ gidi that sang thé” giGi &o. Dudng nhu ho da quén hé't
nhiing nguyén tic tié" p thi von tu" ng giup doanh nghiép ho thanh cong. Toi
khoéng mudn diéu d6 xdy ra véi ban. Hay doc lai tu’ ng chuong trong quyén
sach nay va suy nghi xem sé ap dung nhiing bi quyé”t gia ting thu nhap do6
vao hoat dong trén Internet ctia ban nhu thé” ndo. Mot trang web trén
Internet la phuong tién hiiu hiéu dé€ thi nghiém nhiing géi san pham/dich
vy, nhiing muc gid, nhiing tiéu dé€ va nhiéu thu khac ntia. Mang Internet,
ciing nhu moi khia canh khac trong cong viéc hodc hoat dong kinh doanh, la
noi déban ti’ m toi git hdi ké"t qud t6i uu — né"u ban chiu thit nghiém.

Né" u trang web ctia ban hién gio c6 tiéu d€ la tén doanh nghiép hodc san
ph4dm ctia ban (hodc 1a “Chao mu' ng dé" n véi trang web ctia XYZ”), hay thii:
L4y tiéu dé hién tai ciia ban va bi¢" n né thanh phu dé. Dt n6 phia duéi tiéu
dé méi. Hay nghi ra mot tiéu dé hdp dan, hiéu qua khac nham vao thi truéng
va néu bat ménh dé dm chi mot lo i ich ddc biét danh cho nhiing ngudi ghé
tham trang web ctia ban, chi can ho ghé qua thoi. Hay suy nghi vé ly do tai
sao ho nén ¢ lai va ti m hiéu thém vé trang web va cho ho bié¢"t “ho duo c gi
tu chuyé nvié ng thim d6”. Hay tht trong mot hodc hai tudn. Ban sé sém
tao ra duo c nhiing tiéu dé t6t hon mang lai nhiing ké"t qua t6t hon nia.

Toa Soan Bao Ré Nhat Thé GiGi

Hay xem mang Internet nhu mot tda soan bao re’” nhét the” gidi. N6 cho
phép cong ty ban gtii thong diép clia mi nh ra toan thé™ gidi, 24 gio mbi
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ngay, hoan toan mié™ n phi. Va gtii d¢" n bao nhiéu ngudi trén thé” giditu’ y y
— hang tram, hang nghi’ n, hang van, hang tram nghi’ n, thim chi c6 thé 1én
dé¢’ n hang triéu. Va hu nhu ban khong hé bi han ché” vé€ mit ndi dung “xuét
ban”. Vi dy, bén canh nhiing vin ban cé ndi dung chit va hi nh anh, ban con
c6 thé xudt ban nhiing néi dung ba’ ng am thanh (chi’ ng han nhu nhiing bai
pho’ ng vin hodc Am nhac), hi’ nh anh, phdn mém, video, nhiing tap tin may
tinh khac... Ngoai ra, ban con c6 thé thay dd’ilién tuc tu’ y theo nhu ciu va
mong muodn cta ban. Diéu nay giup cho thong diép ctia ban tré nén chu
dong, lién tuc d6’ i mdi va ho p thoi, giéng nhu mot thong diép séng. Va
nhiing thay 46" i d6 gin nhu khong tiéu t6n ctia ban bat ct khoan chi phi
nao.

Thti hi’ nh dung dé"n viéc thay d6 i catalogue day mudi ngan trang ctia
ban moi ngay, gin nhu mié™ n phi. Trén mang, ban hoan toan cé thé lam
duo c diéu do.

Hodc né"u can thay d6’ i nhiing tai liéu va thong s6 ki thuat nao, ban cé
thé€ dé” dang chinh stia va thong bao cho khach hang & khip moi noi chi
trong vai gidy — hoan toan mié™ n phi. Hay st dung Internet d€ xuét ban va
gtii di nhiing mau tht hodc mat hang tang kem hiiu dung. Nhiéu trang web
thanh cong tu” ng 4p dung bi quyé”t nay. Ban c6 thé phdt mau tht mié™ n phi
nhu mot cich khuyé” n khich moi ngudi ghi tén vao danh sach khéch hang
tiém nang cta ban va ghi nhan ho tén, dia chi, thanh pho, tiéu bang, ma
vu ng, qudc gia, s6 dién thoai va/hodc e-mail cia khach hang tiém ning mdi.

Mot doanh nghiép t6i tu’ ng tu vin thu hut duo c it nhat 100 ngudi dién
moét mau don khé don gian d€ nhan duc ¢ mot trong s6 nhiing ban tin déc
biét cia ho méi ngay. Ho c6 duo ¢ 100 co hoi kinh doanh chat luo ng cao moi
ngay - va gin nhu khong t6n kém bt cti thi gi . C6 80% doanh nghiép trén
mang khong bié"t 1am diéu ndy. D6 1a mdt trong nhiing cach hiéu qua nhit
dé bié¢"n Internet tu" mot phuong tién giai tri thanh mdt cong cu kinh

doanh.

Tao Ra Mot Cong Pong Ao

Chung ta hdy mé rong thém khéi niém toa soan béo re” nhat the” gisi dé
tan dung nhiing lo i ich to 16n cta Internet. Bén canh viéc chi don thuédn

cung cap thong tin cho nhiing ngudi ghé tham trang web cua ban, mang
Internet con cho phép ban tuong tac véi ho. N6 cho phép ngudsi ghé tham
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chia se’ kinh nghiém véi nhau. Néi cdch khéc, ban c6 thé stt dung mang
Internet d€ tao ra mot cong dong do. Dy chinh 14 diéu ma hau hé” t nhiing
trang web thanh cong dang lam.

eBay la mot doanh nghiép cung cap dich vu dau gia trén mang rat thanh
cong. Dau gia trén eBay gan nhu da tré thanh mot viéc thudng ngay doi véi
nhiéu ngudi, vii' a mang tinh gidi tri vu" a d€ sian hang gia re’ . Néi cach khéc,
eBay da tao ra dio c mot cong dong 4o. Va bién phép d6 da mang lai hiéu
qua rat tdt cho doanh nghiép nay. Ho chao ban hon 250.000 mat hang méi
moi ngay, va ¢ gin 4 triéu ngudi du ng dang ky. Tao ra mot cong dong ao
khong khé nhu ching ta van nghi. Chi don gian la 1am sao cho trang web cua
ban c6 tinh tuong tic. Sau day la mot vai goiy:

o« Hay dé€ ngudi truy cap dong gop vao trang web ctia ban. Vi dy, ho cé
thé dong gdp bai vié't, nhan xét, ké lai nhiing cau chuyén, gti tranh vé hodc y
tudng. Hay dé ho ty do tudng tuc ng va ho c6 thé sé lam ban ngac nhién.

« Tao ra mot di¢” n dan noi ngudi du’ ng c6 thé dit cu ho’i. Ban c6 thé
trd 16i mot sO ciu, nhung hay d€ nguadi khac tra 161 ntia. Nhiing ma nguon
dié” n dan kiéu nay rt thong dung va thudng mié™ n phi hodc khong dat.

« Hay dé nghi ngudi du ng cho y ki€ n vé€ huéng phét trién ma trang
web cua ban nén theo - van dung y tudng tot nhat.

o Thudng xuyén 1ap muc khao st hodc thaim do y kié"n. Cho diang
nhting 16i bi’ nh tha vi nhat vé cha dé dé.

« Tai tro cho nhiing cudc thi hap dan.

« Cho phép ngudi du’ ng chia se’ nhiing cau chuyén c6 that vé 1o i ich ma
cac san pham hodc dich vu ctia ban mang lai cho ho.

 Thu hut nhiing chuyén gia trong linh vic ctia ban tham gia vao trang
web va déng gép bai vié't, bi quyé’t, bai pho ng van, v.v...

Thudng phai mét vai quyén sich co™ quyén ndy mdi ghi lai hé"t nhiing bi
quyé t huéng dan céch tao mot trang web kinh doanh trén mang hiéu qua.
Nhung nhiing nguyén tac nay sé cung cip mot nén tang viing vang cho trang
web ctia ban.
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Su’ Dung Phuong Phap Tiép Thi Tru ¢ Tiép Dén Nhoém Khéch Hang
Muc Tiéu Trén Internet

Ban ¢4 thé ti' m thdy khach hang trong hau hé"t cic thi trudng ma ban
nham dé’n trén Internet. Va trong nhiéu trudng ho p, ty ho sé ti’ m dé"n ban.
Sau d9, dua vao nhiing thong tin v€ nhin khiu hoc hodc nhiing nhu ciu khac
ctia ho, ban c6 thé xdc dinh duo ¢ khach hang ctia mi nh mdt cach chinh xac
va gan nhu khong ton chi phi.

Trén thuc t&”, c6 hon mét tram ngan nhém théo luin vé nhu ciu dic
thu’ ma ban c6 thé gia nhdp mié™ n phi dé ti' m ki¢’m nhom khéch hang
tiém nang t6t nhit ctia mi’ nh. Chua ké hang chuc ngan bén tin dién tu
chuyén nganh (e-zine) nhdm vao moi déi tuo ng trén doi. Nhiing e-zine nay
1 noi tuyét voi d€ ding bai vié't, thong tin va quang cdo d€ truyén dat thong
diép ctia ban d&¢"n nhiing ai nd m trong thi trudng muyc tiéu cta ban. Nhung
nhd, luon tuan tha cac “quy luat bat thanh van” trong viéc quang cdo truc
tié" p ctia mdi nhom: Khong ¢ ti' nh ding quang cédo & nhiing noi khong cho
phép quang cao. Doc qua nhiing tai liéu cta nhom trudc khi ban déng gép
thong tin va doc “Nhiing cau ho i thudng gip” dé ti’ m hiéu vé nhiing quy tic
clia ho. Va day 1a mot bi quyé’ t rat hiéu qua: Hay xuét bén e-zine ctia riéng
ban. Thi tridng da tran ngap cic e-zine thudc mot sé linh viic r6i (cha’ ng
han nhu ti€" p thi), nhung nhiing cai nao c6 ndi dung chét luc ng sé ludn
vion lén dan dau. Van con nhiéu cht dé€ chuyén biét hon chua duo ¢ khai
thac. Ban c6 thé trd thanh mot chuyén gia trong linh vic ctia mi’ nh d4y! Hay
xay dung mdt e-zine danh cho thj trudng ngach (chd’ ng han nhu NUA -
www.nua.com - da lam bd" ng cdch trd thanh doanh nghiép tién phong trong
linh vuc nghién ctu thi truéng va nhan chung hoc trén mang Internet); tham
chi ban van c6 thé trd thanh ngudi dan dau trong mét linh vic c6 nhiéu d6i
thu canh tranh.

Nhém Thé’ ng Vao Thi Truo” ng Clia Ban

Chuing ta hay xem qua mdt bi quyé” t xay dung trang web khac c6 kha
nang nham chinh xdc vao doi tuo ng khach hang ctia ban. Gid sti ban dang
tié" p thi san phdm hodc dich vu cho 3 thi trudng ngdch khac nhau va rit dic
thu . Ban c6 thé tao ra 3 trang web dic biét - mdi trang danh riéng cho mot
thi trudng. Moi trang cé thé hudng vao thi truong ctia né va cung cip ndi
dung riéng biét, chi cdn bo" thém mot it chi phi. Va ban c6 thé d¢” dang
quang b4 trang web ctia mi nh cho nhiing ai nd’ m trong nhiing thi trudng
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muc tiéu ddc thu d6 ma thoi. Ké't qué 1a gi' ? Ban sé nhanh chéng git hai
thanh cong to 16n hon 1a né"u ban du’ ng mot trang web va mot chié n dich
tié" p thi chung huéng dé" n cé 3 thi trudng.

Si’ Dung Cac Coéng Cu Tim Kiém Trén Mang Du’ng Cach

Mot cach khdc dé thu hut luo t truy cap vao trang web ctia ban la st
dung cong cu ti' m kié’ m. Ngay nay, trén mang c6 hang triéu trang web. Vi
vay, c6 1& nhiing cong cu quan trong nhat d€ gitip moi ngudi ti m kié'm
nhting gi' ho cin la danh ba va cong cu ti’ m ki¢’m. Da phin nhiing danh ba
va cong cu ti' m kié"m nay cung cdp dich vu déng tai mié” n phi cho cht
trang web. Gia stt ban mu6n bié¢" t lam sao d€ doanh nghiép ctia mi nh duo ¢
nhiéu ngudi bié" t d& n. Ban vao mot trang ti' m ki€’ m trén mang va go~ vao
dong chit “quang b4 doanh nghiép”. Ban sé nhan duo ¢ hang triéu trang c6
chtia dong chii “quang ba doanh nghiép”. Xem hé’t hang triéu trang web d6 1a
diéu khong thé. Ban sé xem qua mot vai trang & trén cu ng d€ ti’ m nhiing
gi’ ban mudn thoi. Va d6 ciing chinh la nhiing gi' khéach hang tiém niang va
hién tai cta ban lam.

Lam thé” nao ban khié¢"n cho nhiing trang web ctia mi’ nh duc c x&'p
hang cao nhét trong danh sach ké"t qua ctia nhiing cong cu ti' m kié” m? Toi
khuyén ban khong nén st dung dich vu tu dong dang ky trang web cua ban
v6i mdy ti' m kié” m. Nhiéu doanh nghiép cung cip dich vu ding ky trang
web clia ban & bt c noi ndo trong vong 100 cho dé¢"n 2.500 cong cu ti’ m
ki¢"m hién c6. Nhung bdi c6 nhiéu cong cu ti' m kié” m khac nhau (va st
dung nhiing tiéu chi khac nhau d€ Iya chon nhiing trang web duo c liét ké 1én
hang d4u), ban ¢4 thé thdy mi’ nh bi d€ & gin cudi danh sich. Puong nhién
d6 khong phai 1a vi tri ban muén. Thém niia, du’ ng c6 gdng “dénh lu a”
cong cu ti m kié"m. Nhiéu ngudi ty nhan la chuyén gia htia hen nhting bi
quyé’t cé ve' sé gitip ban viion lén nhiing vi tri trén cu” ng. Nhiing bi quyé’t
d6 thuong lién quan dé¢" n nhiing bién phap thét sy rai ro. Moi cong cu ti' m
kié¢"m tin cdy hién nay dit ra luat 1é ha n hoi danh cho nhiing hanh vi gian
déi kiéu nay. Mot vai hé théng ti’ m ki¢”m don gidn sé bo’ qua trang web ctia
ban va thdm chi khong liét ké. Nhiing hé thong khac c6 thé khoa trang web
cua ban vinh vié¢" n. Khong dang dé mao hiém chut nao. Hay danh thdi gian
dé dat duo c vi tri t6t & nhiing cong cu ti m ki¢’m hang dau nhu Google
(www.google. com), Yahoo! (www.yahoo.com)... Chin muoi phan tram
nhiing hoat dong ti’ m kié¢"m duo c thuc hién qua nhiing trang web hang du
dé. Hang trim may ti m ki¢’m khdc khong duo ¢ stt dung dt nhiéu dé ban
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phéi quan tdm dé n.

Hay danh thai gian 1am tié” p thi ctia ban d€ ti’ m hiéu moi thd ban can
bié"t d€ co thé tin dung tdt cac cong cu ti m kié” m nay. Sé rat t6n thoi gian,
nhung ban sé duo ¢ dén dap xting ddng. Sau day la mot vai meo nho’ dé gitup
ban thanh cong véi céc cong cu ti m kié" m:

o Tap trung ti m hiéu céch thic ma cac khach hang tiém ning ctia ban
ti m kié’m mot doanh nghiép chuyén cung cip sdn phdm hodc dich vu giéng
ctia ban. Hay suy nghi vé nhiing tu’ /cum tu’ khéa moi ngudi du’ ng d€ti’ m
ki¢’m san phdm hogc dich vu ctia ban. Tham khéo nhiing tu’ khéa ma d6i
tha canh tranh du ng trén trang web ctia ho d€ti m y tudng.

« Chu y st dung ding céc thuét ngli/tu’ khéa duo ¢ nhiéu ngusi du ng
hon ca. Vi du “6 t6” duc ¢ du’ ng nhiéu hon “xe hoi” (theo ké't qua tu™ trang

ti m ki¢’m Google).

o Hay dit nhiing tu’ khda quan trong nhat ctia ban vao tiéu dé va mot
vai doan van dau tién xudt hién trén trang web ctia ban. Nghi ra nhiing tiéu
dé trang that hdp dan cho tu ng trang web chinh. Hau hé” t tit ca nhiing cong
cu ti m kié¢’m déu chu y nhiéu dé"n tiéu dé trang, vi vay nhiing tu' ngit ban
du’ ng & d6 rit quan trong.

« Hay don gidn moi tht. Tranh du” ng hi’ nh &nh 16n & phin dau trang
web. Mdy ti m ki¢"m khong thé doc duo ¢ nhiing hi’ nh anh do, vi' véy ban
sé ty lam giam thd hang ti m kié’m ctia mi  nh.

« Bi quyé”t tham khéo nhiing doanh nghiép va nganh nghé khac déti’ m
kié¢’ m nhiing y tuéng méi cho hoat dong kinh doanh ctia ban ciing c6 hiéu
qua tuong ty khi 4p dung trén Internet. Hay thti tit m ki’ m ba ng tu’ ng tu’
khda chinh cta ban. Xem xét va ghé qua nhiing trang trong top 10. N¢i dung
tiéu dé ctia ho nhu thé” ndo? Ban c6 thdy tu' khda cia mi nh trén trang ctia
ho khong? Ban ¢6 ti mra tu’ khoa hiéu qua nao khdc c6 thé duo ¢ 4p dung
cho sén phdm hogc dich vu ctia mi’ nh khong? Hay ghi chu lai tt ca, va roi
bat d4u chinh sta.

Ngoi Tai Nha — Vuon Ra Thé Gié6i

Mang Internet mang lai mot gidi phap don gian, hiéu qua va tié" t kiém
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dé nhiing doanh nghiép vu’ a va nho’  quéng bé sdn phdm va dich vu ctia ho
mot cich thanh cong trén thi trudng thé” gidi. Thuc té’, ban sé khong phai
trd bt ky chi phi phét sinh nao trong viéc tié” p cin vé6i nhiing khich hang
tiém nang qudc t&” (st dung ngdbn ngi giao tié" p 1a ti€” ng Anh). Ban hoan
toan co6 thé “dua thong tin ra thé” giGi” thong qua trang web clia mi nh. Mot
co hoi trén mang ma hdu nhu ai ciing bo” 16™ 1a chuyén ngii trang web ctia
mi nh thanh nhiéu ngon ngit khdc nhau. Nhiing ngudi & cac qudc gia khac
cling rét cdn thong tin, san phdm va dich vu t6t duo c thé hién ba ng ngon
ng{i ctia chinh ho. M6t trong nhiing nha ban le’ 16n trén mang, Cyberian
Outpost, da gia ting doanh s8 ctia ho mot cich dang ké ba" ng cach phién
dich noi dung trang web ctia ho ra 12 ngdn ngit khac nhau. Véi doanh s6
hién nay 13 11 triéu do-la méi thang, phan 16n trong s6 d6 d¢' n tu’ nhiing
khach hang ngoai quéc.

Né& u ban quyé”t dinh chuyén ngii trang web clia mi’ nh sang nhiéu ngoén
ngti khac nhau, ban sé ngac nhién mot cach thich thu khi bié"t rd’ ng chi phi
cho viéc nay rit re’ (tham chi c6 khi khong tén mot xu). Ban dya vao dau dé
xéc dinh nhiing ng6én ngt ma mi' nh nén du’ ng trén trang web? Ban c6 thé
dé” dang kiém tra danh sich nhiing ngudi ghé thim trang web ctia mi’ nh va
xdc dinh ho d¢" n tu’ qudc gia nao. Co thé ngdn ngi chinh cha trang web van
1a ti€" ng Anh, nhung ban vin nhén duo c dang ky tu" cdc thanh vién trén
khép thé” gigi. Hay dich noi dung trang web clia mi’ nh qua ng6n ngii cia
quoc gia c6 nhiéu nguoi ghé tham nhat. Va dan dan mé rong thém.

Mot Chu' t Tho' i Gian, Mu6n Van Loi Nhui n

Viéc danh chut thoi gian d€ hoc ho' i cach st dung hiéu qua (va phat huy
t6i da lo i ich cho hoat dong kinh doanh) ctia e-mail va Internet c6 thé mang
lai nhiing lo i ich tuyét voi cho doanh nghiép ctia ban trong nhiéu ndm téi.
Khong can bié” t doanh nghiép ctia ban 16n hay nho’, ban sé d&” dang tié't
kiém duo ¢ hang ngan d6-la va thu hat duo ¢ nhiéu khach hang dé"n muic
khong tudng. Cu ng véi e-mail va mang Internet, ban c6 thé ngay lap tdc tra
16i thdc médc cho khach hang ciia mi' nh, nho d6 gia ting cam gidc hai long &
ho. Va trang web sé gitip ho tié" p cin doanh nghiép ctia ban 24 gid mdi ngay,
365 ngay mdi ndm. Bit chép tdt cd nhiing gid thié t va nhan dinh sai 1am,
mang Internet that sy mang d¢" n nhiing co hdi va uu thé” tuyét vai cho
nhiing ai cd san phdm, dich vu, doanh nghiép, hodc y tuéng kinh doanh xuat
sac — mié” n sao anh ta sd” n sang dau tu mot chut thoi gian ranh r6i d€ hoc
ho’i vé vin héa mang dang thay d6’i tu’ ng ngay va nhiing bi quyé”t hiéu qua
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nhat d€ git viing thanh cong.
Cac Bu6c Hanh Dong

Toi dé nghi hai viéc. Thit nhit, hay nghién ctiu thé” giéi mang that ky
trudc khi ddu tu tién bac, thdi gian, hodc danh tié” ng ctia ban vao mot trang
web. Hay hoc ho’i van héa mang. Hay tap thich nghi v6i n6 va sdng véi no.
Tht hai, hay xem xét lai toan bo nhiing bi quyé”t ma t6i da tri nh bay trong
quyén sdch nay va tap trung vao cach 1am thé” ndo tu" ng yé u td sé mang lai
nhiing ké” t qua tuyét voi hon khi duo ¢ ép dung d€ kinh doanh trén mang
Internet.

R6i hédy sd” n sang cho mdt hanh tri’ nh mdi trong cudc sdng ctia ban.

https://thuviensach.vn



Chuong 17: D6’ i Chudi Hat Tri Gia 29
P6-La Cho M6t Dém Nghi Tai
Manhattan

Nghé thua t Iam giau khong can von

Viéc trao do6’ i hang héa/dich vu cé 1€ la mdt trong nhiing co hoi kinh
doanh thu vi, hao hiing, ¢6 lo i va xting ddng nhat ban c6 thé thuc hién. Trao
do’i & day khong c6 nghia 1a dua cho mot y s miét vuon vai con ga dé nho
ong 4y chiia giu m cdnh tay gay cta ban. Toi dang dé cap dé¢" n nhiing dang
thiic trao d6'i tu" don gidn d&'n cyc ky phtic tap ctia viéc tan dung hi’ nh
thuc trao d6’i trong kinh doanh. Ban khong c4n phéi du’ ng tién dé c6 duo ¢
nhting gi' ban cin (hodc mudn). Ban c6 thé bié" n sén phdm hodc dich vu ctia
mi nh thanh mét thé” manh d€ thuong luc ng va mang vé nguén 1o i nhudn
doi dao nhat.

Ban c6 thé trao d6’i & quy m6 nho’ ... Charles Dickens khong ban cau
chuyén diu tién 6ng vié't dé 14y tién. Ong da do’i né 14y mot tdi d4 quy.
Toulouse-Lautrec ciing d6’ i nhiing btic hoa ctia mi’ nh dé 14y thic an va dé
tra tién nha.

Hodc ban c6 thé trao @6 i tu’ nho dé n16n... Chtt mot dai phéat thanh
nho’ & Florida thié¢ u tién tra liong cho nhan vién. Do d6, 6ng d6" i quang
cdo cho mot ctia hang dung cu & dia phuong dé€ 14y 1.400 chié” ¢ mdy md ndp
lon, sau d6 6ng rao bén chiing kha dé” dang trén dai phat thanh, ki¢’m da
tién gidi quyé t khd khian. Cadm thdy mi nh dang ndm mot co hdi t6t trong
tay, 6ng bt ddu do i 14y san phdm va dich vy, réi d4u gid ching trén ra-di-6
cho ban nghe dai. Trong vong 60 ngay, dai phat thanh nho™ bé dé da bit dau
610 inhuan. Y tudng vé ban hang qua cdc phuong tién truyén thong nay da
dud c thi nghiém bai ban trén mét kénh truyén hi nh cép dia phuong. Va né
cling thanh cong ruc ro”. Cdc nha ddu tu d6" v6n vao, phat trién n6 thanh
mot kénh truyén hi’ nh vé tinh, phit song trén toan nudc My. Hién nay,
doanh s6 ctia doanh nghiép no da vuio t hon 1 ti do-la mot nam. Va tét ca bat
ngudn tu 1.400 chié” ¢ may md ndp lon. Nhan tién, cong ty d6 1a Home
Shopping Network.

D6’ i san phdm hodc dich vu clia ban dé 14y nhiing gi' doanh nghiép ban
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can (hodc muén) duo c goi la trao do’ i hang héa/dich vu trong kinh doanh.
Viéc trao do’i mang lai cho ban co hdi nang cao stic mua ctia mi’ nh - ¢4 khi
gdp 5 dé' n 10 14n. N¢&" u duo c thuc hién dung, viéc trao do’ i cling mang lai
cho ban nhiing hiéu qua tuyét voi giong nhu ban s hitu mot luo ng vén vo
han. Giéng nhu ban c6 mét cudn ngan phié u tréng ma mac stic dién vao.
N6 cho phép ban s6 hitu san phdm hoac dich vu ngay lap ttic, nhung rat lau
sau md&i phai tra tién. Thoi han thanh toan cang dai, chi phi cang giam. Va
ban c6 thé 14y phuong thiic trao d6' i lam y& u t6 chu chdt trong chié’ n luo ¢
phét trién kinh doanh ctia mi’ nh.

Trong chuong nay, ban sé hoc cach st dung nguyén tic trao d6’i dé tan
dung t6i da stic mua cia mi’ nh va tao ra ngudn thu nhip quan trong mdi.

Trao d6i cling tao diéu kién dé ban lam nhiing diéu ma ban khong thé
lam duo ¢ né"u thi¢" u n6 - nhiing diéu bi nh thuéng ban khong thé dat
duoc né” u ban khong cé nhiéu tién mit hodc né” u ban khong c6 stic mua vo
han. Khi trao d6 i, ban gan nhu cé thé mua bét ct khi nao ban muoén. Ban
h4u nhu td mi’ nh quyé”t dinh hodc quy tic trao do'i ctia riéng mi" nh.

Ban c6 thé mua hang hoa va dich vu véi muc gia thap hon hi n, duoc
tiu dii hon hi' n so vé6i viéc mua ba’ ng tién mit.

Loai hi nh doanh nghiép hodc dich vu nao la phu’ ho p nhat cho viéc
trao d6’ i? Hay hiéu diéu nay: Du” dang kinh doanh hodc lam nghé gi* di
niia, ban déu cé kha nang tao ra duo c nhiing san pham hodc dich vy hoan
thién v6i chi phi thdp hon gia thi trudng. Né u ban 1a mot bac si gidi phau
thdm my chuyén chinh stia khuén mat, chi phi cho moét 14n giai phau trén thi
trudng c6 thé 1a 4.000 d6-la nhung thyc t&” ban chi mét c6 400 d6-la cho chi
phi, bié¢"n phi va dinh phi. Né"u ban 1a nha sdn xuét d6 noi that, mot cai ghé’
sO-pha c6 thé ban véi gia 5.000 do-1a, nhung ban chi ton 500 do-la chi phi.
Nhu véy, né"u ban c6 mot khoan chénh léch, ban da nim chic phin loi
nhuin trong d6 rdi. Hodc gid st ban dé" n mot dai phat thanh hodc truyén
hi" nh va muén trao d6"i kinh doanh. Nhung ho khong cin san pham hoic
dich vu ctia ban. Diéu d6 khong cé nghia la ban khong thé trao d6’ i, ma no
c6 nghia la ban c6 thé sé phdi lam mot viéc duo c goi la trao do’ i ba bén. Ttic
1a: ban ti' m d¢’n mot bén thi ba c¢6 san phdm/dich vu ma dai phat thanh
hoic truyén hi’ nh no muén cé. Ban trao d6'i san phdm/dich vu ctia mi’ nh
dé 14y nhiing san phdm hoic dich vu d6 ctia ho. Chi’ ng c6 luat ndo bét buoc
ban phadi d6"i ngang ca. Tu" y thudc vao gié tri dinh gia va khoan chénh léch
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ma ban c6, ban ¢ thé trao d6’i cao hon hoic thdp hon.

Vi du: Nhiing ngudi kinh doanh xe hoi thudng trao d6’i nhiing chié’c xe
c6 10 i nhuan thap nhung duc ¢ nhiéu ngudi thich. Ho c6 thé d6 i mot chié’ ¢
xe gia ban le’ 20.000 do-la dé 14y dich vu quang cdo trén mot dai phét thanh
hodc truyén hi’ nh nao dé co gia tri cao hon gip hai, ba 14n. Tai sao? B&i né u
ho mudn c6 chié’ ¢ xe, dai phét thanh hodc truyén hi’ nh d6 phai tra 18.000
do-la cho mot chié” ¢ xe gid 20.000 do-la. Thudng thi' sé rat dé” dang dé trao
dd’ i hang héa thuc (ti-vi, d6 g6, va nhiing thd khac ngudi ta thich) dé 1dy
nhiing hang hoa 30 vdi gid tri cao hon (quang cdo, dich vy, v.v...) Toi tu’ ng
thdy ngudi ta trao 46" i hang héa dé 1dy dich vu bdo tri’ nha ctia va vin
phong, dich vu son stia, vé bang hiéu, quang cdo, mdy moc, du lich, huan
luyén - rat rat nhiéu. (Diéu duy nhat can suy tinh la phai lam dang theo
nhting quy dinh vé thué¢” - va déy 1a diéu ban cin théo luin vdi ké” todn vién
ctia mi nh. Hang d6’i hang d6i khi ciing phai chiu thué’, nhung thudng
khong phai la vin dé trong da s§ trudng ho p.) Pu’ ngbo’ qua viéc trao do’ i
chivi' ban cung cép dich vy, chit khong phéi la mot doanh nghiép sdn xuit
hang héa hitu hi’ nh. Cha ng han, luat su, nhan vién quang céo, hodc k&’
todn vién nha nudc ciing cé thé trao d6'i dich vu tu van luat, ké” hoach
quang c4o hoic tié¢ p thi, hodc chudn bi bdo cdo thué” dé do'i 14y trang thié t
bi vian phong, dich vu y t¢", hodc gan nhu bt ct thit gi ho mudn. Hiu nhu
bét cd ai cling c6 thé van dung bi quyé”t trao d6’i va ké"t qua c6 thé sé rat
kha quan.

Su Hép Dan Cua Viéc Trao Déi

Tham gia vao cc hoat dong trao d6’i kinh doanh dé c6 dud c san phim
hodc dich vy, ban c6 thé:

1. Tié" t kiém d& n 80% luo ng tién mit khi cAn mua bt ct thi gi .

2. C6 dud ¢ nhiing thi mi’ nh mudn véi chinh s6 tién ban da chi ra cho
san phdm mi’ nh dem trao d¢’i.

3. S0 tién ban can huy dong cho cac khoan chi 16n &y khong phai chiu lai
suéit trong nhiéu ndm. DPon vi trao d6’i vdi ban ciing duo ¢ gidm gid déng ké

khi dong y trao do’i.

Chuén Bi Cho Qua Trinh Trao D6i
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Gia st ban la chtt mét doanh nghiép san xuét hodc kinh doanh moét san
phdm nao d6. Chi can san phdm cuia ban c¢6 ch6 ding trén thi trudng, xem
nhu ban da c6 sd” n nén tdng cho viéc van dung cac co hoi trao do’icod loi.
Co6 thé ban diéu hanh mét phan xudng dét tham, hodc mot nha mdy san xuét
d6 noi that va phu kién. Nhiing san ph4m doanh nghiép ban tao ra chi tiéu
ton ctia ban mot phan rat nho’ trong gia banle’. Vi' vy, hiy lap mot danh
sach tat ca nhiing san pham hodc dich vu ma ban can hodc muon cho hoat
dong ctia doanh nghiép hodc cho gia di’ nh ban. Ban c6 thé sé cin trang
thié” t bi van phong mdi: mdy vi tinh, thié” t bi doc vié' t hodc hé thong may
lanh m6i. Mot khi da xdc dinh chinh x4c ban cin gi , ban da sd” n sang d€ bat
d4u trao do'i va git hdilo i nhuan.

Mot Béi Mot

Hay bat dau ba ng viéc dé¢" n gdp d6i tac tiém nang tryc tié p va phu’
ho p nhat, dit van dé trao d6’i san phdm hoic dich vu cfia ban va ctia ho truc
tié" p. Gié st ban dang cin d6 ndi that vin phong va doanh nghiép ctia ban
kinh doanh va lam dich vu vé may diéu hoa khong khi. Hady mé danh ba dién
thoai va goi d¢"n tit cd nhiing nha ban le’ d6 ndi that ma ban ti’ m kié¢'m dé
gi6i thiéu ban va doanh nghiép ctia ban. No6i v6i cht ctia hang do noi that dé
la ban can s6 do noi that tri gid khoang 8.000 do-la (hodc mot con s6 nao do
tu y ban) dé trang tri nha ctia. Cho anh ta bié"t rd” ng ban mu6n trao 46 i
mot s6 thié t bi va dich vu diéu hoa khong khi co gid tri tuong duong dé 1y
s6 d6 néi that ban cin. Hiy nhé nhan manh rd’ ng: ban mong muén trao dé'i
ba ng gid ban chit khong nhét thié” t phai 1a gid vu dii ma ngudi ban d6 noi
thit c6 thé dang 4p dung. Tho a thuén trén gid ban le’ 1a mét cach hitu hiéu
trong da s6 thuong vu trao d6’i. Tai sao? L}’f do rat don gian - khoan chénh
léch 1o i nhuan. Hau hé"t nhiing nha ban le” déu c6 mot khoén 1o i nhudn
tuong duong 100%, d6i khi lén d&"n 300% né’u d& muic gia bén le’ cao nhit.
Khong may cho ho, xa h¢i canh tranh khoc liét ctia chung ta thudng nghiém
cdm nhung hanh vi thu lo i qué cao nhu véy, va ngudi chu ctia hang d6 ndi
that budc phai ty hai long véi khodn lo i ddng ké 6 mtic 35%, 40%, hodc 50%.
Nhung khi ban d&" n gip ho va dé nghi trao d6’i cac thié"t bi diéu hoa khong
khi tri gia 8.000 do-la d€ 14y s6 do noi that cé gia tri tuong duong, ngay lap
tic ngudi ban hang dé nhi’ n thdy co hoi nhan duoc ¢ 300% lo i nhuan trong
giao dich do. Viéc anh ta c6 cin nhiing thié"t bi diéu hoa khong khi ngay luc
d6 hay khong khong quan trong, mié™ n 13 anh dy duo ¢ thuyé”t phuc ra’ ng
mi nh c6 kha ning stt dung nhiing moén d6 hodc dich vu d6 trong tuong lai.
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Khong Cé Han Su” Dung

Day 1a mot bi quyé”t rit quan trong déi véi nhiing giao dich trao 4o’ i
trong kinh doanh. B4t ctt khi nao ban cin mot thi gi' d6 ngay lap tic nhung
cd nhan hodc doanh nghiép ma ban dang c6 gang thuong luo ng khong cén
hodc chua mudn s6 hitu sin phdm hodc dich vy ma ban dé ra, du ng voi
budng xuoi va lam vudt mat co hoi. Hay dé nghi véi dai tac tiém nang nhu
sau: Ho c6 toan quyén quyé’t dinh trao d6'i sdn phdm/dich vu ma ban mang
lai cho bat ky' bén thit ba nao khéc theo y ho, ltc nao cing duo c. Vay 1a ban
vu a dua ra nhiing ly do chinh déng va thuyé”t phuc d€ anh ta chdp nhin
trao d6’i v6i ban. Ngudi kia bié” t thu” a mi’ nh phai tén 2.000 d6-la méi nim
cho dich vy bdo tri’ hé théng diéu hoa khong khi, né” u ngudi d6 bié” t mi nh
c6 thé “mua” dich vu d6 véi mic uu dii 65% b ng chinh s6 tién ho d6” vao
mé d6 nodi that tdn kho, hi’ n ho sé nhan ra mi’ nh da 1o to.

Mot ngudi lam kinh doanh khon ngoan sé ndm bat ngay co hoi. Bat ky’
ngudi nao thudng c6 gang trd hda don sém dé€ duo c khoan khiu tru” 2% sé
khong bo’ qua co héi vu dii d& n 65% khi quyé”t dinh trao d6’i v6i ban. Hay
nh4n manh nhiing diéu nay né"u ngudi d6 van con ngin ngai. Né"u anh ta
chip nhan trao d6'i va thu" a nhan mi’ nh sé can d&"n dich vu ma ban cung
{ing trong tuong lai gin, nhung lai bdo ri’ ng da d6’ hé’t tién vio mé hang
luu kho c4n ban thi’ ban hay g i y hai diéu sau: C6 1é anh 4y bié"t mot ngudi
nao d6 can dich vu bao tri’ thiét bi diéu hoa khong khi tri gid 8.000 do-la
ma anh 4y ¢4 thé béan lai v6i gid 4.000 d6-la hodc hon. Anh 4y c6 thé kié¢'m
duo c gan 100% lo i nhuan va thu vé khoan tién mat dang rat can dy. Ban tha
ho sdng tao cdc trudng ho p trao do6’ i khac dua trén vi du tdi vu a néu. Sau
day la mot vai nguyén tic co ban ban cin tuan thu:

1. Kién quyé’t yéu ciu quyén duo c ban lai nhiing mat hang hodc dich vu
ban duo c trao d6"i cho bdtky  ai khéc theo y ban.

2. Khong bao gio trao dd’i san phdm hoic dich vu cia ban véi muc gia
thdp hon gid ban le’. Hay nhd, gia san phdm hoc dich vu ban trao d6’i cang
cao, o1 thé” mua ctia ban cang 16n.

Nghé Thué t Trao D6i Ba Bén

C6 1€ bi quyét gia tri nhat ma mot ngudi trao do’i sang tao cAn nim
viing 1a nghé thuat trao do6’ i ba bén. Mot khi da thanh thao, ngudi bié" t cich
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van dung khon ngoan c6 thé thanh cong dé"n hon 50% céc thLIo’ng vy va
kié¢"m duo c khoan 1o i nhuén rong 1én dé"n 200% so véi nhiing gi' c¢6 duo ¢
ti' trao d6 i thong thudng. Trao do’i ba bén 14 cach vin dung ba giao dich
riéng biét (hoac nhiéu hon) d€ dat duo c muc tiéu trao do i cao nhét cta ban.
Nghe c6 ve” phtc tap vé mit ly thuyé’ t, nhung that ra thuc hién rat don gian.
Bat cti khi nao ban khong thé dat duo ¢ muc dich ctia mi nh thong qua bién
phap trao d6’i hai bén kiéu thong thuong, kiéu trao d6’ i nay sé phat huy tac
dung. Noi céch khéc, bat cit khi ndo ban khong thé thuyé”t phuc duo ¢ déi
tac tiém nang chdp nhan trao do’isan pham hodc dich vu ctia ho truc tié' p
vGi ban, bién phdp ba bén sé 1a cong cu gitp ban gitt duo c co hoi kinh
doanh.

Gid stt ban la chd mét nha hang ¢6 1o i nhuén gop trung bi nh 1a 500%
so vdi t6' ng chi phi, vd ban muén d6’i nhiing t& phié”u an 14y mot chié’c xe
hoi méi. Moi viéc c6 ve' don gian, cho d&¢" n khi ban lién hé dai ly kinh doanh
xe hoi 6 dia phuong, va ngudi nay hoan toan khong c6 nhu ciu vé tap phié’ u
an tri gid 10.000 do-la ctia ban. Anh ta c6 thé cudi nhao va sém tié” n ban ra
kho'i ctia hang trung bay xe. Vay thi’ ban phdi lam gi' ? C6 thé ban sé ti¢ p
can v6i nhiéu ngudi kinh doanh xe hoi hon niia, nhiing ngudi cé 1€ ciing sé
tu’ chdi ban ma thoi. Hay du” ng lai mot chut va phan tich suy nghi ctia
ngudi ban xe hoi vé chuyén 16i 16. Nhiing san phdm hodc dich vu gi' ¢6 thé
giup anh ta tié t kiém nhiéu tién hon? Liéu.. quang cdo c6 duo c khong?
Hau hé” t nhiing ngudi kinh doanh xe hoi bo’ ra tu” 5.000 d& n 10.000 do-la
moi thang cho viéc quang cdo trén dai phat thanh, ti-vi va bdo chi. Ban lam
thé” nao tin dung quéng cdo dé trao d6’i duo c nhiing phi¢ u dn & nha hang
va ldy mot chié” ¢ xe méi? T4t nhién, cin dé¢"n phiiong phap trao d6 i ba bén.

Hay dé"n gip tat ca nhiing dai phét thanh va truyén hi’ nh né’i tié" ng va
nhiing t6 bdo dia phuong. D€ nghi cung cdp cho ho nhiing phié¢"u dn ma ho
c6 thé du” ng dé thé "t dai khach hang, d6i lai, ho danh cho ban nhiing muc
quang cdo ma ban c6 quyén ting lai ngudi khdc. Vavi chung ta déu bié’t
hau hé” t nhiing nguoi kinh doanh xe hoi khong hudng khoan chénh léch lo i
nhu4n nhu nha hang, thé” nén dé 1am cho “bién phap trao do i ba bén” nay
kha thi, ban phai c6 it nhit vai suat quang cao co gia tri gap doi dé chao mai
nhiing ngudi kinh doanh xe hoi dé.

Vay la ban d6'i tap phié u dn tri gia 20.000 d6-la d€ dai phat thanh va

truyén hi’ nh st dung bat ct khi nao ho mudn - véi diéu kién 1a ban c6 thé
cho bét ct ai st dung nhiing sudt quang cdo ban vu' a c6 duo c bét ci luc nao.
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Mié™ n 1a nha hang ctia ban c6 danh tié” ng t6t, nhiéu kha ning 1a dai phat
thanh hodc truyén hi nh d6 sé chdp nhan tho a thuin trao d6’i ctia ban. Sau
dd, v6i nhiing suat quang cao tri gia 20.000 do-la trong tay, ban quay tré lai
gip nguidi cht kinh doanh xe hoi. By gid, ban da c6 mot dé nghi trao do’i
khdc: d6’i nhiing suit quang cdo d6 véi chti phong tring bay xe hoi dé 14y
chié” ¢ xe, nhung véi diéu kién 1,75 d0 la gia tri san phdm ctia ban dn 1 d6-la
gia tri san pham ctia anh dy. Ban sé dua cho ngudi ban xe hoi 17.500 do-la gia
tri cac sudt quang cao dé do i ldy mot chié’ c xe vdi gia ban le” 1a 10.000 do la.
(Tai sao khong phai la toan bd 20.000 d6 1a? Tai sé giai thich ngay day.) Ban
dang dé nghi v6i ngudi ban xe hoi d6 mot thé ma anh 4y khong s6m thi’
mudn ciing phai du’ ng d¢'n - re’ hon rit nhiéu so véi muc gia thong
thudng. Nhiéu kha ndng la anh 4y sé chap nhdn dé€ nghi ctia ban. Tai sao lai
khong chti? Khi ma ban sé cho anh ta st dung dich vu quang cdo tri gia
17.500 d6-la - thudng la phai tra ba" ng tién mit — d€ 6" i 1y mot chié’c xe
hoi gia 10.000 d6-la nhung c6 1€ chi phi thuc t&” anh nay bo™ ra khong quéa
7.500 do-la. Nguidi ban xe hoi bi nh thudng thu duo ¢ Io i nhuan khong qua
10% khi ban xe, nay da gia ting muic 1o i nhuin cia mi’ nh 1én 233%. Vay la
ban d6i tap phié u dn tri gid 20.000 d6-la (thyc t&” chi tiéu tén ctia ban téi
da 1/5 khoén do, tuong duong 4.000 do-la) d€ 1dy mot chié’ ¢ xe hoi, dung
chua? Ban da mua duo c chié’ ¢ xe v6i gid chi ba” ng 40% gid ban le’ - mot
khoan tié"t kiém chua tu" ng cd, d¢ n 60% gid tri mén hang.

Moi thi chi méi bat dau; nhiéu khé nang ban chua phai chi tra cho
nhiing phié¢ u dn d6 trong mot thoi gian dai. Cu thé 1a, nha dai va bao chi
thyc t&” da cho ban vay s8 tién 4.000 d6-la d€ mua xe trong thdi han nhiéu
thang hodc nhiéu ndm - khong phéi chiu lai sudt. N&"u ban khong tin, hay
do i mot chat. Chua hé't ddu. Vi' gid ca ¢ nha hang ctia ban ¢6 khuynh
hudng ting 1én trong vai nim sau, d&’ n khi nhiing béo dai d6 bat dau st
dung tit ca nhiing phié u dn ctia ho, stic mua ctia ho bi giam. Ho cang d€ lau
khong du ng dé¢" n nhiing phié¢ u dn d6, chi phi ctia ban cang gidm. Va ba ng
cach dat ra han st dung trong vong 3 nam (hoac khong c6 han st dung) déi
v6i nhiing phi¢” u an ¢ nha hang ctia mi’ nh, dan dan, ban gidm thém duo ¢
10%, 15% hodc 25% - hodc 1,000 d6-la nita - tu" cdi gia mua xe da rit vu dai
roi. Gio day, chié’ ¢ xe hoi mdi tinh trj gia 10,000 d6-la chi tiéu t6n ctia ban
3,000 do-la tién thyc — va ban con duo ¢ ho tro tai chinh khong lai suét trong
3 nam.

Nhu" ng Mén Hang Mién Phi Khac
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Hay nhd, ban diu ban trao d6"i dé 14y nhiing sut quang cdo tri gia
20.000 d6-la, nhung chi méi du ng 17.500 do-la thoi. Vay con 2.500 do-la
con lai? Ban c6 thé gap mot nha kinh doanh khac va ban suét quang cao dé
cho ho véi ty 1€ 65 xu gid tri hang héa clia ho 4n 1 dola gid tri hang hoa clia
ban (ho ti¢"t kiém duo ¢ 35% so v6i mtc gia phai chi tryc tié€ p cho béo dai).
Ban thu vé 1.625 d6-la tién mit. Chu ng d6 du dé tré tit ca cac khodan chi phi
gidy td va thué” cho chié” ¢ xe mdi, tién bao hiém cho mot ndim déu cu ng
mot bi’ nh xdng ddy. Hodc chinh ban c6 thé stt dung suit quang cdo dé.

Linh vic nha hang, quang cdo va xe hoi chi mang tinh minh hoa. Thuc
t¢", hdu nhu bat ky sy k& t ho p nao ban c6 thé tudng tuo ng ra tu' san
pham d6'i dich vu, dich vu d6’i san phdm, cho d&" n b4t c bié'n thé nao
khac c6 thé 4p dung vao bién phép trao d6’i ba bén nhi’ m gitp ban dat
duc ¢ muc dich. Lu6n lu6n ti’ m hiéu mc 16 i nhudn mong mudn ctia nhiing
ai nam git nhiing san phdm hodc dich vu ma ban mudén ¢, va cang tho a
man tét mdéc mong mudn do, 16i dé nghi clia ban cang ting suc thuyé”t phuc.

Khong Ngu' ng Suy Nghi

Duo ¢ stt dung mot moén d6 nhiéu khi cling du tho a man nhu duo c s
hitu n6 vay. N&"u ngudi ban xe hoi diit khoat khong do' i cho ban quyén s&
hiiu chié” ¢ xe, hay thii d€ nghi duo ¢ du’ ng chié’ ¢ xe trong vong 2 nam. Hodc
du’ ng nhiing chié¢” c xe mau mdi 2 ¢ n 3 thang trong vong 2 ndm? v.v... Toi
tin r3’ ng ban da bt ddu ndm duo c vin dé€ r6i. Mot y cudi cu’ ng: N& u ban
khong c6 phié¢ u 4n nha hang hoic xe hoi méi dé trao do'i thi' sao? Ban cé
thé trg thanh mot ngudi moi gidi cho nhiing hoat dong trao d6’i ba bén do -
va thu duc c 10% dé n 20% tién hoa héng.

Do6ng Vai Tro Nguo' i Trung Gian

Chung ta hiy cu’ ng ti’ m hiéu vé mot co hdi tham chi con hdp dan hon
tuy it ngudi nhi’ n thiy nhung c6 thé mang vé cho ban khoan lo i nhuan
kho ng 16. Ban tu’ ng nghe vé kha ning v6 han trong viéc tan dung cic nguén
luc, thi* day 1a cach ban thyc hién diéu d6 ba” ng phuong phap trao d6’i
trong kinh doanh. Bi quyé”t & day 1a st dung tién ctia ngudi khéc. Cu thé,
ban hoc cach kiém sodt sain phdm hodc dich vu ctia ngudi khac ma khong can
phéi s& hitu hodc d4u tu vao bat cti thi gi .

D4u tién, hay tié¢"p xic véi mot s6 ngudi lam nhiéu nganh nghé hoic

https://thuviensach.vn



linh viic kinh doanh khéc nhau va ho"i xem ho c6 si” n long trao d6'i san
phdm/dich vu ctia mi’ nh dé€ 14y san phdm/dich vu clia ngudi khac ma ho
dang can hodc mudn hay khong. Bay to” thién y rd’ ng ban sé mai gisi cho ho
vGi muic hoa hdng ba ng 30% gid tri giao dich né u chi trd bd’ ng diém mua
hang, hodc 15% b ng tién mat. Chin trong s6 mudi ngudi sé chon 30%

bi" ng diém. Ké” ti¢"p, hay yéu cAu mot vin ban khi’ ng dinh viéc dong y trao
d6 i mot luo ng hang hoéa/dich vu cy thé d€ ldy hang héa/dich vu c6 gid tri
tuong duong, quy dinh ro” vé diéu khoan hoa hong nhu trén. Mot khi ban
lién hé duo c vai chuc doanh nghiép, ban da sa” n sang dé trao do’i.

Béy gid, hay tié¢ p cdn nhiéu doanh nhéin va cho ho bié"t rd’ ng ban dang
ndm trong tay mot s6 luo ng hang hoa c6 gid tri cu thé nhu thé” nay, va ban
mudn trao d6 i chiing véi nhiing mit hang ctia ho ¢ gia tri tiong duong.
Né u ho ¢ y dinh d6 trong ddu, ban sé mdi gidi giu’ m ho vdi muiic hoa hong
tuong duong 30% gid tri giao dich né u chi trd bd’ ng diém mua hang, hoic
15% né"u chi trd ba ng tién mit. Khong cdn dé cip dé n tit ca cdc budc con
lai, ban cting hiéu mi’ nh sé ki¢'m duo c 60% gid tri t0’ ng giao dich ma
khong can bo’ ra mot xu. Va ban cting khong chiu tridch nhiém phdap 1y phai
cung cip bat ct san phdm hay dich vu nao. Ban chi cin chon 14y san phdm va
dich vu ctia mi’ nh va ti¢" p tuc thuc hién nhiing tho a thuan trao d6’i khac.
Ban phéi nhé thu hoach diém ngay 14p ttc, va chic chan rd’ ng mi’ nh ¢
toan quyén chuyén s6 diém mua hang noéi trén cho bat ct ai ban mudn. Va
con nhiéu bié¢" n thé day sdng tao khéc niia.

Ban c6 thé trao d6’i mit hang nay véi mot mit hang khac khong tuong
duong vé gia tién, né” u mit hang nay thu hut hon mat hang kia. Ban thuyé’t
phuc ngudi chu ctia san phim it duo c ua chudng hon trao d6’i né véi ddi tac
ctia ban véi ty gia 1 an 1,5 hodc 2 dn 1 theo gid ban le". Cudi cu’ ng, ban c6
quyén st dung san phdm vdi ty’ gid hon 1 dn 1 cong thém khoan tién hoa
hong. Trudng ho p x4u nhit, ban cing ting gdp doi miic hoa hong ctia mi’ nh
& mot bén. Dat duo ¢ miic hoa hong 900 do-la d6i v6i moét giao dich c6 tri gid
trén gidy to la 1.000 do-la ma khong phai chiu rui ro dau tu nao that sy rat
dang ngac nhién. Tuy nhién, thuong thi* diéu d6 hoan toan c6 thé dat duo c.
Ban hodc doanh nghiép ctia ban c6 rat nhiéu cach dé dat duo clo i nhudn
dédng ké tu” hoat dong trao d6’ i kinh doanh. Ban c6 thé 4p dung cach nay
cho bat cti doanh nghiép nao ban lam cht hoac diéu hanh. Ban ciing c6 thé
ap dung ngoai doanh nghiép trong vai tro mdt ngudi trung gian hodac nha
moi gidi, hodc cho bét cti doanh nghiép nao dé thu duo ¢ chi phi kho' ng 16
hodc phén chia rdt 16n tu” nhiing hang héa trao d6'i duo c. Sau day la mot
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vai cach trao d6’i khac nhau ma moi ngudi da ap dung dé thu lo i nhuén:
Tiét kiém tién mat khi can bo vén

Gié st ban mu6n mua méy vi tinh. Sau khi da tho”a thuan duo ¢ muc gid
re’ nhét, ban dong ¥ mua né"u ngudi ban chdp nhan cho ban chi tra mot
phan bd’ ng san phdm hodc dich vu cia mi nh. Ly tuéng nhat la tu' 25% -
50%. Diéu do giup ich duo c gi cho ban? N6 sé giam chi phi thuc cta chié’c
may do6 xuong gan 1/3 va cho ban quyén gia han thai gian thanh todn nho
phén tién mit duo c thay thé” bd’ ng san phdm/dich vu ma ban trao d6'i,
xem nhu ban duo c tra tién sau ma khong bi tinh 1ai suat. Né u ban tré nén
thudn thuyc trong viéc trao do i, ban c6 thé tho a thuan duoc ty’ 1é phan chia
cao hon - tham chi lén d¢'n 100%. Ban con c6 thé trao d6'i nhiing san phdm
hodc dich vu dud ¢ nhiéu ngudi ua chudng, véi gid tri thip nhung d6’i ngang
chié”c mdy vi tinh c6 gid tri cao hon - va ban sé tié¢" t kiém tu~ 70% trd lén.

Trao ddi gitp gia taing doanh s6

Vi’ nhiéu doanh nghiép cuc ky' quan tim dé¢" n “doanh thu gop”, viéc
trao d6’i gitip gia ting doanh thu t6 ng trong khi gidm thiéu cac chi phi khac
— nghia la: thay vi' ban phdi bo™ ra 100% chi phi khi dau tu ba’ ng tién mit,
ban hoan toan cé thé gia ting doanh thu td ng véi chi phi rit nho™ khi trao
dé’i kinh doanh.

Trao doi gitp ba n chi tra chi phi hoa t d6 ng — tham chi tién ldong cho
nhén vién - ma khong can dén tién mat

C6 nghia 1a ban c6 thé dang thié" u tién (hodc thAm chi dang hé’t tién) va
van c6 thé tié" p tuc duy tri’ hoat ddng, phét trién va thué thém cdc nhén sy
chti chét nho st dung phuong phép trao d6” i nhi mét cong cu kinh doanh.

Ban c6 thé' tu in tién ctia mi' nh, hodc phiéu thanh todn, chi’ du’ ng
trong pha m vi doanh nghiép cta ban

bay 1a mdt vi du d€ tham khao: Gia st doanh nghiép ctia ban that su rat
can hodc muon cé mot mdt hang nao do, nhung ban khoéng du tién mat dé
chi trd cho né. St dung hé thdng tién riéng ctia mi nh - chi phi duo ¢ duo ¢
tinh trén khoan chi phi cung cdp san phdm hoic dich vu trao d6" i, ban nhan
duo c hang ngay, nhung rat lau sau mdi phai trd tién - ban dt kha ning s
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hitu nhiing mén hang mi’ nh mudn.

Hié n nhién c6 digc nhu” ng diéu khoan, tho' i gian chi trd va vu dai tét
hon, dé dang hon ra” t nhiéu so voi chi trd bd" ng tién mit

Ban phat hanh phié u st dung dich vu gid 5.000 d6-la cho mdt xudng in.
Anh 4y dua lai cho ban phié u in 4n tai liéu trj gia 5.000 do-la va gtii n6 dé' n
cho ban ngay lap ttic. Ban chi trd ba” ng hang héa trao d6'i ctia mi nh hoic
duéi dang diém, thai han st dung 1én d&"n 2 nim cho doanh nghiép in no.
Né" u doanh nghiép in d6 chua stt dung phié”u dich vu ctia ban ngay, ban
chua phai chi mot déng nao. Vavi. mdi lan anh ta c6 thé chi st dung mot
phén han muc tin dung d6, chi phi ctia né dud ¢ chia nho” ra mdi théng.

Khoan bu  tru

Khi trao d6’i véi ai d6, khoan bu™ tru” thé hién cho s6 phié¢ u thanh
toan ban da phdt hanh nhung ngudi nhan khong du” ng dé"n. Sé c6 mot
luo ng nhat dinh cc phié u chi trd phat hanh ra, né€"u ching c6 han st dung
(ma t6i khuyén 1a nén c6), sé khong duo ¢ du” ng d&¢"n. Mot khéch san 16n &
New Orleans da d6’i 14y suit quang cdo trén dai phat thanh va truyén hi’ nh
tri gid 125.000 do-la bd’ ng quyén st dung céac dich vu tai khéch san ctia ho
trong thoi han 1 ndm. Khach san nay c6 ngay lap ttc goi quang cdo tri gia
125.000 d6-la ma bi* nh thudng ho phai bo™ ra chu’ ng 4y tién dé€ mua. Sau 12
thang, ki€m toan cho thay chi ¢ 35.000 do-la gia tri dich vu cua khach san
that sy duo c st dung trong thdi han cho phép. Phan con lai khong kip du ng
da hé"t han. Chi phi khach san bo’ ra dé mang lai gia tri dich vu tuong
duong 35.000 do-la chi cé 5.000 do-la. Khach san d6 da khai thac triét dé
125.000 do-la gia tri dich vu quang cdo chi véi 5.000 do-la chi phi thyc té”.
Tuy nhién, chua ké d&¢'n 2 y&"u t6 then chét bi bo™ qua:

Thong ké cho thay, 35.000 do-la gia tri dich vu phong mang lai thém
17.500 d6-la doanh thu “tién mit” tu” d6 an, thiic uéng va nhiing thit linh
tinh khac v6i lo i nhuén gop hon 8.000 d6-la cho khach san. Vay, khéch san
d6 that sy chi trd td ng cong c6 3.000 do-la sau khi tru” di tit ca chi phi dé
tham gia vao giao dich trao d6'i (8.000 d6-la lo i nhudn tru” 5.000 chi phi dé
tao ra gia tri dich vu phong tuong tng véi 35.000 do-la.)

Hon nia, toan bo gia tri dich vu phong tuong duong véi 35.000 do-la
khong duo ¢ du’ ng trong mot 1an duy nhat. N6 duo ¢ phan tén ra su6t 12
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thang, cé nghia l1a khach san d6 tra 5.000 do-la trong vong 12 thang ma
khong bi tinh 1ai suat. Tém lai, ho c6 ngay dich vu quang cao tri gia 125.000
d6-la va duo c trd sau 3.000 d6-la khong lai suat.

Chuyé’ n déi thanh tién mit

Nhiéu mat hang, sdn phdm hodc dich vu trao d6’i ban c6 duo ¢ (ngoai
viéc chi trd héa don hang thang) c6 thé chuyén do'i thanh s6 tién mit 16n
hon chi phi bo” ra rit nhiéu. Vai nim truidc tap doan Chrysler da do i 192
chié’ ¢ xe hoi d€ 1dy nhiing suit quang céo trén dai truyén hi’ nh tié" ng Tay
Ban Nha.

Tap doan sg hitu 7 kénh truyén hi nh nay ban lai phan 16n luc ng xe d6
cho nhan vién ctia ho véi gid uu dai gidm 30% so véi gid ban le’. Nhan vién
clia ho vO cu’ ng phéan khich vi' Iuc d6 mtic gidm gid cao nhit ma céc ctia
hang ban xe c6 thé duarala 15%. Vi~ vay, ho tié" t kiém duo c gép doi. Gia
bi nh quin ctia méi chié’ ¢ xe 12 10.000 d6 la, va dai truyén hi’ nh d6 thu
duo ¢ hon 1.920.000 do-la tién mit tu” nhiing suét quang cdo chd’ ng t6n cua
ho mot xu ndo (d4 ng nao thi' nhiing suit quang cao d6 ciing bi bo” phi va
vi thé¢" cha’ ng mang lai chut 10 i nhuan tru” khi chiung duo ¢ du’ ng dé trao
do’ i kinh doanh).

Mot dai phat thanh da trao do i 45 trong s6 nhiing chié” c xe d6 cho mot
nha san xuat thi¢"t bi dién td truyén hi’ nh dé do i 14y nhiing thié"t bi thu
phét song tri gid ntia triéu d6-la nha’ m phuc vu cho nhu cdu mé tram phét
song UHF mdi & San Francisco

— ma khong cin t6n mot xu. Giao dich trao d6’i nay cho phép dai phat
thanh chi nhdnh San Francisco 1én séng sém hon ca ndm so vé6i ké” hoach.
Va no giup dai phat thanh d6 di vao hoat dong ma van con du von trong giai
doan khéi dau.

Ho trd thanh moét hién tuo ng thanh cong nhanh chéng trudc khi bat ci
dai phét thanh ti¢" ng Tay Ban Nha nao xdm nhép thi trudng San Francisco.
Sau do, dai phat thanh d6 duo c ban lai véi gid 400 triéu do-la.

Ta o ra trung tdm lgi nhuén nho trao d6i hang hoa

Mot s6 nhan vién kinh doanh khong gio i ban hang lai cic ky  thanh
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cong trong viéc trao d6’i. Vi' vay, ban c6 thé khié'n mot nhan vién thudng
thudng bac trung mang vé doanh s6 phi ma va nhiing khodn lo i nhuan

kho ngl6 tu” san phdm/dich vu ban dang kinh doanh né"u ban giao cho anh
ta nhiém vy ti’ m ki¢"'m cdc co hoi trao dé i vdi gia cao nhat, sau d6 ban
nhiing sin phdm ban d6’i duo ¢ cho thi trudng ngoai vdi gid thdp hon mot
chut so véi gia hién tai.

Vi dy, mot tap chi du lich noi ti¢'ng da d6"i dich vu quang cdo tran
trang ctia ho ldy vé mdy bay - nhiing trang ma bi’ nh thuong ho khong ban
duc c. Mot trang c6 gid 15.000 do-la, vi vay ho nhén dud c s6 luc ng vé may
bay hang thuong gia tri gia tuong duong 15.000 d6-la moi khi ho dang mot
quang cdo. Chi phi thét su ctia m¢t trang quang cdo ma tap chi phai chiu chi
cd 750 do-la, ttic 1a 1/20 chi phi ho tinh cho khach hang. Tap chi d6 c6 mot
bd phédn thanh khodn chiu trach nhiém ban lai ngay lap ttic nhiing vé may
bay d6 véi ty gid 80 xu dn 1 do-la (tic 1a gidm gid 20% so vdi gid mua truc
tié" p tai quiy vé clia hang hang khong). Tao ra mot nguén thu nhép tu' trao
dd’ i, tap chi d6 da tan dung nhiing trang quang cdo c6 chi phi thuc 750 do-la
va bié" n chuing thanh khoan thu nhap tri gia 12.000 d6-1a.

Nhiing diéu trén c6 mang lai cho ban bat ky v tudng sang tao vé cich
thtc thuloitu’ ngudn hang trao d6i ctia riéng ban trong hodc ngoai doanh
nghiép khong? Ban c6 thé c6 mot khodn lo i nhuén tuong duong hodc gap
doi, gdp ba lan chi phi bo™ ra trong vai tuan. Tinh todn dya trén thuc té’, thu
nhép ma mot ngudn trao d6’ i mang lai 6 thé vua t troi hon bt cit bo phan
nao khac trong cong ty cua ban.

Mo r6 ng toi da ngan sach quang cao ma khong can dén tién mat

Mot hang van tai hang khong qudc t&” canh tranh v6i FedEx da thué mot
doanh nghiép lam dich vu moi gi6i trao d6’i d€ mua quang cdo trén truyén
hi" nh cho ho. Doanh nghiép nay bo” tién mua quang cdo truyén hi' nh va
nhan lai ctia hing van tai han s6 diém tin dung ma ho sé chuyén do i thanh
tién mét ndm ruc” i sau d6. Chi nhiing khach hang méi giao dich duo ¢
quyén st dung phuong tién thanh toan do - con khach hang hién tai khong
duc c phép, vi' vdy doanh thu tién mat hién tai khong bi hao hut.

Doanh nghiép trao d6'i d6 c6 1o i nhuén tu” viéc ban nhiing phuong

tién thanh todn con hang van tai c6 hai nam ruo” i d€ chi tra cho dich vu
quang céo truyén hi' nh — ma khong chiu bat c mic i suit nao. Va rét
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nhiéu khach hang dd mua nhting tin dung chi d6 (cé mdt s6 la doanh nghiép
duo c liét ké trong danh sich Fortune 400) tié" p tuc trd tién mat that sy dé st
dung dich vu ctia hang van tai dé trong khoang thoi gian rat lau sau khi han
muc tin dung ctia ho da duo ¢ du ng hé't.

Noi cach khéc, nhiing ai trudc d6 khong phai la khach hang cua hang
van tai duong hang khéng nay da bat dau quen véi viéc st dung dich vu cta
ho thong qua viéc st dung cac phuong tién thanh toan dé, dan dan ho tin
du’ ng va si”n sang chi trd ba ng tién mdt sau khi tin dung chi da hé’t.
Chung t6i udc tinh doanh s6 trd tién mat cia hang van tai van con tié€ p
di¢”n d&"n nay da vuo t qud 3 triéu d6-la moéi ndm. Tinh d& n nay, trong 8
nim ké tu’ thuong vu trao do'i d6, n6 da tao ra nguon tién tri gia gan 24
triéu do-la.

Tang trudng tai chinh moé t cdch nhanh chéng khong can tién mat

Carnival Cruise Lines, mdt doanh nghiép & Florida hién la hang du lich
dudng bién 16n nhét thé” gidi, da khai nghiép chi véi mot chié” ¢ du thuyén
va s6 von it o i khong dt trang trai cho hoat dong kinh doanh. Ho d trao
dd’ i nhiing suat du lich con tréng dé 14y dich vu quang cdo trén dai phat
thanh, truyén hi’ nh, va béo chi & 100 thanh phé 16n nho” trong khoang thdi
gian 10 ndm. Chi phi cho mot phong tréng trén du thuyén gan nhu ba’ ng 0.
Thém vao do, hanh khach con chi khd nhiéu tién vao cac hoat dong & bar,
song bai va ctia hang Ivu niém; vi' vay chi phi t6' ng ma hang du lich d6 phai
tra khi c6 khach hang & mot phong trén tau gin nhu nho” hon 0. Nho khoi
nghiép mot cach khéc biét, ho da ki¢’m duo ¢ lo i nhuén khd' ng 16 tu” viéc
trao do’i dé tin dung nhiing phong tréng d6 thay vi' bo’ tréng khong du’ ng
dé n.

Va day la ké"t qua ma hang du lich dudng bién d6 da dat duo c: Ho ap
dung bién phép nay dé tré thanh hang du lich dudng bién 16n nhit thé™ gidi,
va van tié¢ p tuc ding quéng cdo & 100 thanh phd 16n trong hon 10 ndm ma
khong phai bo” ra mét dong nao. Panh gia khach quan cho thdy doanh s6 ho
thu duo c vao khoang 100 triéu do-la. Va tit ca c6 duo c bat dau td mot
chi¢”c du thuyén 30 nim tu6’i va hoat dong quang cdo tu" trao d6i kinh
doanh.

Kha ning khong ngting khai thic ngu6” n 1gi nhuén 6n dinh ma khong
phai ban pha gia
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Mot doanh nghiép my phdm trao d6’i cac sdn phadm ldn khtt mu’ i da
ngung san xudt bd ng dung gid ban si d€ 14y quyén ding quang cdo, nho d6
ho thu duo c khodn doanh thu theo gia thi trudng cho nhiing mat hang da 16i
thoi. Phin quang céo kia duc ¢ du’ ng cho cong tac gidi thiéu sin phdm méi.
San phdm ci, thay vi phai dem ban thdo véi ty gid 10 xu dn 1 d6-la, da
mang lai cho ho doanh s6 nhu bi’ nh thudng dudi hi' nh thic quyén stt dung
dich vu quang cdo; nhd vay ma giam ddc tai chinh ctua doanh nghiép doé
khong phai khai bao 16 d6i véi s6 san phdm con ton dong. Doanh nghiép dé
khong chi tranh duo c viéc khai bdo 16 trén s6 sdch ma con tranh viéc thét
thodt tién mat, dong thoi tié t kiém duo ¢ hang triéu do-la tién quang cdo.

Mot trudng ho p khdc biét chut dinh 1a mot nha sdn xuat xe hoi 16n &
Nhat Ban con 1.000 chié’ c xe khong ban dud ¢ & thi truong My. Ho trao do’ i
xe theo gid niém yé "t d€ 14y quang cdo trén dai phét thanh va truyén hi' nh &
nhiing thi tridng chon loc. Quang cdo duo ¢ du’ ng cho mot kiéu xe thé thao
mdi sau do da thanh cong nhanh chéng ma trudc do cong ty nay khong da
tién dé thyc hién. K&t luan: Ho ban xe theo gid ban le’, tié"t kiém duo ¢ hang
triéu do-la chi phi quang cao, va kiéu xe thé thao mdi trd thanh kiéu xe ban
chay nhdt nh¢ duo ¢ quing cdo lién tuc - chi b’ ng cach trao do'i.

Bién hang hoa t6" n kho thanh tién mit ma khong dnh hudng dén viéc
kinh doanh

Mot tap doan khich san qudc té” 16n phéat hanh phuong tién thanh toan
thong qua trao d6’i vé6i td' ng gid tri 7 triéu d6-la méi ndm. Trong nhiéu nim,
nhiing phi¢"u thanh todn dé tré nén cuc ky phd bié n trong gisi quang cdo
vi chung duo c du’ ng & hon 1.500 khach san trén toan thé” gidi. Tap doan
khach san no c6 kha ning trao d6'i dé 14y quang cdo trén hau nhu bat ct dai
phét thanh, truyén hi’ nh hodc doanh nghiép quang cdo ngoai trdi nao vi sy
nod’ i tié ng va thu hut cta dich vu khéch san ctia ho. Ho tié"t kiém duo ¢
khoang 10 triéu do-la tién mdt moi ndm nha bién phap nay.

Thu la i ngay nhu” ng khoan viia chi ra

Chinh quyén thanh phé Palm Springs mua quang cao cho bo phén du
lich ctia ho. Trudc khi tra chi phi quang cdo cho nhiing phuong tién truyén
thong (dai phat thanh, truyén hi’ nh, hodc bao chi), bo phan du lich thanh
phd Palm Springs ra diéu kién ho phai du lich d¢" n Palm Springs va tiéu tién
& do. Cu thé, nhiing doanh nghiép quing cdo d6 phai bo™ ra s6 tién tuong
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duong vdi chi phi quang cdo va phai cung cdp héa don - trudc khi duo ¢
thanh todn chi phi quang cdo. Toan b6 ngan sich hang triéu do-la duo c 1y
lai 100% vao tai khodn ngan hang ctia nhiing doanh nhan tai Palm Springs.
Bo phén du lich khong cin bié"t ho mua xe hoi, 6 khéch san, dét tour du lich,
hodc mua d6 ndi that, mié¢” n sao ho chi tién & Palm Springs la duo c. Nhiéu
trung tAim mua sdm ciing 4p dung bién phap nay dé 14y lai chi phi quang cdo
cho nhiing ctia hang thuc trung tam ctia ho.

Lgi ich cho ¢6 dong

R4t nhiéu doanh nghiép mang lai 1o i ich cho nhan vién va c6’ dong cta
ho bi" ng cich trao d6’i véi chinh doanh nghiép ctia mi’ nh, hoic véi nhiing
doanh nghiép khéc dong y tham gia trao d6’i. Ho ting qua Giang sinh, hoa
hong theo doanh s6, tién thudng khi thu hat duo ¢ khach hang méi - tat ca
déu khong can tién mat.

Bi quyé”t trao do i kinh doanh c6 thé mang lai cho ban nhiing 1o i the’
tuyét voi so v6i khong chi nhiing déi tht canh tranh trong nuéc ma con
nhting d6i thi va nha diu tu nudc ngoai né” u ho khong hiéu hodc khong van
dung duo c né. Ban c6 thé trao do’i ngoai doanh nghiép ctia mi’ nh. Ban c6
thé moi gidi trao d6’ i v6i nguidi khac. Ban c6 thé tu vin vé trao do'i. Ban co
thé trao d6'i lién tuc. Ban c6 thé trao o' i ban thoi gian hodc toan thai gian.
Ban c6 thé trao do'i dé chia se’ 10i ich hodc tin dung thuong mai. Va dé chi
12 mdi bat dau. Thi' ng thin ma néi, trong mot nén kinh t¢” kém phat trién,
co hoi c6 duo c1oinhuan tu’ trao do'i kinh doanh gin nhu khong co gidi
han. Trao d6 i khong chi khong bi anh huéng bai suy thoai kinh t& - thic
t&" n6 con co hiéu qué va phat trién manh hon trong béi canh kinh t&” khé
khan.

Cac Buéc Hanh Dong

Hay bit ddu ba ng viéc 1én danh séch tit ca nhiing san phdm va dich vu
ma doanh nghiép ctia ban san xuét, kinh doanh hodgc tié¢" p thi. Lap mdt ghi
chu dac biét vé nhiing hang hda, nguyén vit liéu, hang ton kho, luc luo ng lao
dong, mit ba ng, cong nghé, phuong phdp tié p can... du thu a ma doanh
nghiép ctia ban khong con can hodc khong st dung hé”t. Danh sach d6 duo ¢
ddt bén tay trai cia ban. Bén tay phai, lap mot danh sach tat ca nhiing nha
ban le’ cht chét ma ban thuong xuyén mua san phdm hodc dich vu ctia ho va
ti’ m hiéu xem ngudi nao cé y dinh trao d6’i san pham/ dich vu ctia ho véi
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ctia ban, hodc dé€ d6"i 14y mot phin chi phi ma ban sé trd cho ho. Ciing nén
thém vao tén cac doi thu canh tranh hién tai ctia nhiing nha cung cdp cta
ban, ho tham chi con hao hiing véi viéc trao d6’ i san phdm dich vu vé6i ban
hon ntta vi. ho mudn nidm bét co hoi bdt ddu mdi quan hé kinh doanh véi
cong ty ctia ban.

Bén dudi danh sach do, lap mot danh sach thi ba v€ nhiing cong ty ma
ban c6 thé 4p dung bién phép ba bén dé trao d6’i san pham hoic dich vu.
Hay ti’ m hiu xem c6 bit ky cong ty ndo ban muén ban san pham/dich vu
ctia mi’ nh cho ho khong, c6 bit ky' cong ty ndo si”n sang trao do i bat ct
thé gi' ho san xuit hodc kinh doanh nha’ m muc dich xay dung méi quan hé
vGi ban hay khong. Sau d6, hay chon ra nhiing ai ban c6 thé ban hoac trao
d6’ i nhiing mat hang d6 dé 46 i 14y nhiing tht doanh nghiép ban cin hoic
mudn. Mdc stc tan dung tat ca nhiing kha nang. C6 gang thu nghiém véi
mdt vai trao d6 i nho’, don gian d€ lam quen trudc. Dan dén, ban mé& rong
quy mo trao do’i. Toi tu’ ng thdy nhiéu cong ty ki’ m duo ¢ hodc tié¢" t kiém
duo ¢ hang triéu d6 la nho trao do' i. It ra n6 ciing mang vé thém lo i nhuén,
thu nhap bd~ sung hoic tao anh hidng d¢" n hoat dong kinh doanh ctia ban.
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Chuong 18: Hay Dé Lai Loi Nhan Sau
Tiéng Bip
Trao doi thong tin... Trao d6i thong tin... Trao d6i thong tin...

Bi quyé’t quan trong nhat gitip ban phdt huy t6i da hiéu qué cua tit ca
céc bi quyé”t khac 1a thudng xuyén trao d6’i thong tin véi nhiing ai dang
hodc sé gop phan vao thanh cong trong kinh doanh ctia ban. Ban cén lam
diéu d6 dé duy tri’ nhiing m6i quan hé viing bén va tich cuc, von c6 thé
mang lai 1o i ich cho cdc bén lién quan. Déy la mot bi quyé” t don gidn. N¢ rat
hitu hiéu va cyc ky thd vi, tuy nhién c6 rét it doanh nghiép hodc cd4 nhan ma
toi tu' ng tié” p xtc hiu va dp dung nd. Vi vay, trudc khi t6i cho ban bié"t
nén lam thé" nao, hay d€ tdi giai thich Iy do vi' sao ban cdn dé¢" n no.

Ngay nay, moi ngudi dang bi vay quanh béi qua nhiéu thong tin so véi
bat cti thoi diém nao khac trong lich sti. Diéu dé giy ra cho ban mot van dé
that sy nghiém trong. Ngay thdi diém khéch hang v a hoan tit giao dich véi
ban, tam tri ho 1ap tlic quay tré lai v6i nhiing lo lang, ban khodén, thu thach,
van dé hodc nhu cau khéc, va ban bi gat ra kho’i d4u ho. Thii thach va ciing la
co hoi 16n nhét cta ban, né” u ban muén git viing va duy tri’ giao dich véi
khach hang, quan trong la phdi lam sao giti cho nhiing khach hang dé lién
tuc gan bé véi ban. Hay lam cho ho lién tuc nghi vé viéc ban tuyét voi nhu
thé” nao, ban quy gia nhu thé” nao, ban quan tdm dé n ho va hanh phic cta
ho nhu thé” nao, ho da tan hudng, khat khao va quy trong nhiing sin phim
hodc dich vu c6 duo c tu’ ban d¢" n nhudng nao, va git cho méi lién hé d6
ton tai va phét trién. Tinh “lién tuc” sé khong c6 hiéu qua né u né khong
mang tinh chié’ n luo c. Chié" n luo ¢ phéi duo ¢ thyc hién thuong xuyén, c6
muc dich chinh dédng va phai vi' khéch hang.

Ban cang lién lac va trao d6 i thong tin cang nhiéu véi mot ngidi ndo
dd, moi quan hé gitia ban va ho cang tré nén bén viing va phong phu. Trong
kinh doanh, bi quyé”t giit viing va phdt trién m6i quan hé vSi khach hang
cling nhu phat trién sy nghiép, 1a thudng xuyén trao do"i nhiing thong tin y
nghia v6i nhiing ai quan trong doi v6i ban. Pay la mot phuong phap don
gidan nhung rat hiéu qua dé tin dung t6i da nhiing gia tri ma khach hang dem
lai.

Trong chuong nay, ban sé bié¢"t cach duy tri nhing méi quan hé viing
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vang, c6 1o i véi khach hang, ddng nghiép va nhiing nguosi khac ba’ ng cach
ap dung nhiing bién phap trao do’i thong tin dic trung va phu’ ho p.

Viéc ca ngo i chinh mi’ nh hodc sin ph4m ctia mi’ nh trong qua tri’ nh
trao do’ i sé khong mang lai diéu gi' ich 1o i cho khéch hang ca. Nguo c lai,
né’ u ban trao do’i thong tin dé€ hiéu xem san phdm/dich vu ctia ban c6 tét
khong, cho khach 16i khuyén d€ stt dung san phdm/dich vu ctia ban lau dai
hon sé mang lai 1o i ich tuyét voi cho ho. Vi' vy, du’ ban st dung bién phép
trao d0’i nao di ching niia, hay chdc chdn ra’ ng né luén ditlo i ich cua
khéach hang lén trén lo i ich cta ban.

Mic du chung ta dang n6i vé khach hang, nhung hay xem ho nhu
nhting ngudi ban thin thié"t va gia tri. V€ phan mi nh, toi rit may man co
duo ¢ nhiing khédch hang that sy didng quy. Ho la nhiing nguoi ban cti va t6i
c6 m6i quan hé mat thié" t v6i ho. Sy quan tdm ma tdi danh cho ho Vo t xa
s6 tién ho chi trd cho t6i. Toi &n mu ng véi ho, t6i thong cdm cho ho, tdi ludn
& bén ho nhiing khi vui ciing nhu nhiing lic buén. Né"u ban chia se” duo ¢
cam xuc do, ban sé c6 nhiéu dong luc va khat khao hon dé trao do’i thong
tin, d€ giti lién lac (tuong tu nhu cach ban doi xt véi mdt ngudi ban tét).

Né" u ban xem khach hang ctia mi' nh la nhiing ngudi ban ma ban hanh phuc
khi gitt duo c lién lac v6i ho, qua tri’ nh trao do'i thong tin sé trd nén tha vi,
nhu y va mang lai nhiéu lo i nhuan hon.

Du’ ng gi6i han viéc trao do" i thong tin véi ddi tuo ng la khach hang.
Hay bét chuyén véi bat ky ai c6 thé gitp ban dat duc ¢ muc tiéu ctia mi nh.
Hay x4y dung md&i quan hé v6i ddng nghiép, nhiing ngudi lam cu ng phong
ban, cép trén, cdp dudi, nhiing ngudi lac nay la doi tht canh tranh nhung
mot ngay nao do co6 thé 1a cdng su, nhan vién cta ban, va ca nha tuyén dung.
Hay goi dién thoai, gtii e-mail hodc vié"t thu cho nhiing ai dang lam viéc ban
lam, dang kinh doanh san phdm hodc dich vu ban dang kinh doanh nhung &
thi trudng ban khong canh tranh. Hay chia se’ v&iho va ti' m hiéu viéc ho
dang lam cting nhu noi ho ti m thdy nhiing con dudng thanh cong méi. Hay
ti m mot ngudi thdy, ngudi da tu” ng 1am viéc trong linh vuc ctia ban va hiéu
vé nhiing khoé khén ciing nhu co h¢i ma ban dang d6i méat. D6 c6 thé la
ngudi tu’ ng lam trong nganh ctia ban nay da vé huu nhung c6 rit nhiéu
kié" n thiic ma ban c6 thé tin dung d€ dat d¢" n thanh cong.

Toi tu” ng tu vdn cho mot nha si cdch giti lién lac v6i bénh nhan. Anh goi
dién thoai cho tit ca bénh nhan sau khi diéu tri cho ho, ho i thim xem ho cé
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6 n khong va viéc chita tri hiéu qué ra sao. Anh goi ngay sau khi vu’ a diéu tri
xong. Tuén tié" p theo lai goi mot 1an niia, va mdt 1an ntia sau mot thang. Ban
da bao git gdp mdt nha si nao nhu vy chua? Ban nghi di€u gi' sé xdy ra né u
nha si ctia ban goi dién thoai cho ban hai ba ngay sau khi ban vu’ a duo c
trdm rang? Ban nghi diéu gi sé xdy ra né" u anh 4y goi cho ban mot tudn sau
d6 chi dé ddm bao ra ng ban hoan toan khong con dau dén va kho chiu nia?
Ban sé rat 14y 1am ngac nhién. Ban nghi di€u gi' sé xay ra né u 30 ngay sau
anh lai goi d¢" n chi d€ hoan toan chic ra’ ng ban khong gip van dé gi
khong kho chiu hay bi nhié” m tru’ ng? Ban c6 nghi diéu d6 cho thdy anh 4y
quan tAm dé" n ban 6 mtic d6 cao hon rét rat rat nhiéu so véi bt cd nha si
nao khic ban tu’ ng gdp? Ban c6 nghird ng mi nh sé c6 khuynh huéng nghi
dé’ n anh 4y trudc tién khi cin lam rang va sé ké chuyén do6 cho rat nhiéu ban
bé ctia mi’ nh? Ban c6 nghi rd’ ng mi nh sé lu6n dung gid va khong bao gio
htly cudc hen véi nha si nay? Ban c¢é nghi mi’ nh sé mong mudn mang ca gia
di nh mi’ nh d¢" n kham va ndi cho tat ca nhiing ai lam chung, hang x6m vé
6ng nha si d6? T4t nhién la ¢4, va d6 1a nhiing gi' da xay ra. Sy nghiép ctia
nha si nay phat trién vuo t bac ké tu” khi anh 4p dung bién phap don gian
ndy. Va anh hoan toan cdm thdy ty nguyén, vui ve’ vi né gin ké"t anh vdi
bénh nhan & muc do siu sic hon rit nhiéu. Anh cho bi¢ t mi’ nh cdm théy
rat tuyét voi khi goi dién tro chuyén véi bénh nhan. Ho bié t on anh, va anh
trd nén gin bd véi ho va gia di’ nh ho. D6i véi anh, nhiing gi' xay ra that sy
1a buGc bié n chuyén 16n, mdi quan hé duo c that chidt va sau dam hon ca
nhiing gi' anh ddim mo tudng. Va diéu d6 cting cé thé xay ra véi doanh
nghiép cua ban.

Lién lac lai v6&i khach hang sau khi ho giao dich véi ban la thoi diém
tuyét voi d€ khéo 1éo nhic nhd ho ly do vi' sao ho chon ban ngay tu™ dau -
dé lalo i diém ban hang doc nhat va chinh sdch ddo nguo c rti ro ctia ban.
Hay khi' ng dinh lai v6i khéch hang mot 14n niia vé sy lua chon khon ngoan
ctia ho, chting minh USP ctia ban da phuc vy ho 14n nay ra sao va sé con tié’ p
tuc nhu thé” trong tuong lai. Du’ ng quén nhic cho ho nhé vé USP ciing nhu
chinh séch dao nguo ¢ rai ro ddy an toan ctia ban, cho ho bié¢ tly do vi sao
ban 4p dung chung va vi sao ching lai la c¢6 1o i cho khach hang. Moi ngudi
hié¢"m khi hiéu va tran trong nhiing 16 i ich ban mang lai - tru” phi ban giai
thich can ké. Hay néi cho khéach hiéu vi' sao USP valoithé” déo nguo c rai
ro d6 quan trong hon rit nhiéu so v6i nhiing 1o i ich ma cdc d6i thu canh
tranh mang lai. Viéc trao do’ i thong tin sau khi khach d¢' n mua hang gitp
khi’ ng dinh ban chit c6t lo”i ciia USP va chinh séch bao hanh ctia ban, bit
ké mtic d6 mua hang thudng xuyén cua khach. Khi thuc hién diéu do, ban da
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cung c6 long trung thanh va gia tri ma khach mang lai cho doanh nghiép cua
mi nh.

[t nhat, mot cudc dién thoai hodc mot 14 thu sau khi khdch hang mua
hang sé giam thiéu hodc loai bo” hoan toan nguy co hiy dit hang, d6’i tra
hang, phé bi" nh, chinh stia va tranh cii. Va n6 khi’ ng dinh sy khon ngoan
ctia khach khi quyé”t dinh mua hang & ché ban.

Toi tu” ng tu vdn cho mot cha khéch san hang sang & vu' ng Tay Nam
ra ng: du ng chi gti di nhiing thu chao hang te’ nhat cho cac khach hang ca.
Mai thang anh 4y gtii cho ho ban tin cip nhat nhiing hoat dong tuyét vai va
hdp dan dang dié” n ra & khu khach san nghi duo™ ng ctia anh 4y. Anh 4y gti
nhiing tdm hi’ nh chyp canh moi ngudi dang vui choi va tin hudng cudc
s6ng. Anh 4y chia se’ nhiing cich thtic sing tao ma moi ngudi nghi ra dé vui
choi & khach san, khu nghi duc™ ng ctia mi’ nh

— nhiing cip vo chdéng d¢'n d6 t6” chiic 1¢” ky niém 50 nim ngay cudi,
nhting ngudi khic dé¢" n tin hudng thoi gian quy bau véi gia di’ nh. Anh 4y
giGi thiéu ho v6i nhiing ngudi khéch tu” xa d&' n. Anh 4y lam cho méi lién hé
clia ban vGi khach san trd nén hé’ t stic siu ddm va dic biét so v6i bat ky méi
lién hé nao ban c6 duo ¢ & noi khac. Anh dy lam cho ban cdm thay duo c
chao dén. Anh &y khié n ban ¢ cdm gidc nhu mi nh 1a thanh vién ctia mot
dai gia di’ nh & d6.

Mot doanh nghiép khéc & Palm Springs ma t6i tu” ng tu van ciing lam
diéu tuong ty, va ho thu hdt duo ¢ khdch hang quay tré lai nhiéu hon gép 5
lan so v6i bat ky  khdch san nao khéc & Palm Springs bgi ho khié” n ban cam
thay nhu ngudi trong nha chi khong chi la ngudi mang lai lo i nhuan. Ban la
ngudi quan trong, tha vi va doc ddo ma ho ton trong va yéu mé n. Ho tran
trong moi co hoi duo ¢ phuc vu ban. Ban la vi khich quy, ho tié"p dai ban chu
d4o thong qua qué tri' nh trao do'i thong tin. D6 ciing sé 1a cich ban gia ting
xé4c sudt giti chan khach hang ctia mi’ nh.

Mot tAm guong dién hi” nh ctia viéc trao d6’i thong tin véi khach hang 1a
American Express. Toi nhan duo ¢ nhiéu thu tu’ rat tha vi, nhiéu gidy ching
nhan va qua ting bit ngd, nhiéu thong béo va thong tin tu” ho hon bét cu
doanh nghiép nao tdi c6 méi quan hé kinh doanh. Va ban bié"t gi' khong,
diéu d6 lam t6i mac nhién du” ng the” American Express nhiéu hon cac loai
the’ khac trong vi. Don gidn, nhung v cu” ng hiéu qua. Hay xem qua cach
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nhiing doanh nghiép khéc st dung bi quyé”t trao d6"i thong tin thudng
xuyén dé€ gia tang tan sudt giao dich cta khach.

Mot bac sindn khdp xuong tdi tu’ ng tu van da gui thu cho bénh nhin
clia mi nh 4 thang mot 14n. Anh con dich than goi dién cho bénh nhan 2 14n
mdi nam. Anh thong bo cho ho phiiong phap kiém tra stic kho e ma ho c
thé ty mi nh thyc hién tai nha, anh huéng dan ho céc bién phap anh mdéi
phat hién va danh tang ho mot s6 dich vu mié™ n phi. Nhiing viéc lam do6 cé
hiéu qua hay khong? Céu tra 16i la moéi ngay vi bac si nan khép nay cé mot
danh sach dai nhiing nguoi do i dé€ c6 mot cudc hen, béi lich 1am viéc ctia
anh kin mit tu" nhiéu tudn trudc. Trugce khi anh gip toi thi diéu d6 la
khong tudng.

Téi tu” ng tu van cho mét nha kinh doanh xe hoi & Uc. Anh 4p dung
phuong phép nay sau khi gdp t6i va cho bié¢"t doanh nghiép ctia anh ting
trudng 20%. Ho goi dién, gui thu chao hang, chiu khoé ra ngoai gap go™ khach
hang, trao d6"i thong tin thudng xuyén va cé k&” hoach véi khach. Cang tro
chuyén, cang lam quen, xay dung mdéi quan hé véi cang nhiéu ngudi, ban
cang ¢ nhiéu co hodi va thém hiéu bié” t. Mot canh ctia m& sé dan dé’ n hang
chuc cdnh ctia khdc, mot td canh clia md khac sé dan dé" n hang traim cdnh
ctia khac.

Cac Buéc Hanh Dong

D4u tién, hay 1ap danh sach theo tu’ ng nhom duéi day: Khach hang
thén thié’t

Khach hang ci

Khach hang thuéc nhém nhu cau déc biét Khach hang mua thudng
xuyéen

Khéch hang mua nhiéu hon trung bi’ nh
Khach hang thuoc nhém nganh nghé dic biét
Luc luo ng kinh doanh va phéan phéi doc lap Céc chuyén gia

Nhiing moéi quan hé trong nganh Nha cung ting chinh
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Nhiing doanh nghiép khong canh tranh trong linh vuc caa ban (khong
canh tranh tryc tié" p v6i ban)

Nhiing doanh nghiép kinh doanh san phdm hoéc dich vu dac biét c6 thé
bd’ sung, ho tro, ting cudng, theo sau hodc k&'t ho p dud ¢ vdi sén phdm
hodc dich vu ban dang kinh doanh

Nhiing vi tri chu chét & trén hodc & dudi ban
Nhiing c4 nhin quan trong c6 tdim dnh hudng l6n ma ban bié"t.
Hay tié" p tuc thém vao né u ban nghi ¢6 nhém nao phu’ ho p

D6i voi tu” ng nhom, hay xac dinh phuong phap t6t nhit ma ban hodc
nhan vién ctia ban du’ ng dé lién hé vé6i nhiing ngudi trong nhém d6. Cha’ ng
han nhu goi dién, ghé tham, gui thiép Gidng sinh, mdi an trua 2 1an moéi
nam, v.v... Hi' n nhién, mdc d¢ va tan suat lién lac sé tu’ y thudc vao luo ng
thoi gian, nhén lyc va ngudn tai chinh ma ban cadm thdy phu  ho p d€ danh
cho m6i nhém. Nhung hay nhd, bat ct di€u gi' thuc hién thudng xuyén sé
t6t hon rat nhiéu so véi viéc ban hoa hod n thuc hién.

Tié p theo, 1ap mot danh sdch nhiing gi' cin lam, thié"t lap va quan ly dé
ddm bédo cadc muyc tiéu trong danh sdch sé duo c thuc hién va duy tri . Sdp
x& p thi ty vu tién cong viéc cin cd theo tAm quan trong va muc d6 don
gian khi thyc hién (chi’ ng han, goi dién thoai méi quy thi' dé¢” hon rat
nhiéu so vdi viéc thuc hién mot quy tri- nh goi dién, gti thu, vié" ng tham day
phtc tap). Sau d6, hay bat dau thuc hién chiing mdt cach thuong xuyén, vui
ve’ va bai ban. Bi quyé”t nay 4p dung duo c ddi v6i chtt doanh nghiép 1an
nhan vién, véi hiéu qua tuong duong.
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Chuong 19: Phia Trén Cau Vong

Cach thiét 1a p va vuon dén nhu” ng muc tiéu tha t su cua cudc do iban

Khi di du lich, liéu ban c6 gbi ghém d6 dac, 1ai xe d&" n san bay, r6i budc
1én chuyé n bay ké&” ti¢’ p ma khong cin bié"t n6 sé dua ban dé n dau khong?
T4t nhién 12 khong. Nhung thudng d6 1a cdch moi ngudi tié” p can hoat dong
kinh doanh cua ho.

90% doanh nhan khong c6 thi can ban nhat ho can — mot muc tiéu. Mot
sO it théat su cd muc tiéu lai chon nhiing muc tiéu sai lam, hodc nhiing muc
tiéu khong thé dua ho d¢"n noi mudn dé n. Né&"u muc tiéu ctia ban 1a “kié¢’m
nhiéu tién hon va trd nén gidu cd’, t6i ddm béo ban sé khong bao gio kié’m
duo ¢ nhiéu tién hon va tré nén giau cé dau. Ban can dat ra nhiing muc tiéu
cu thé. Ban khong thé dat duc c nhiing gi' ban mudén mét cach hiéu qua né'u
ban khong bié"t chinh xac chungla gi .

Trong chuong 3, t6i di dua cho ban nhiing cau ho’ i gitp ban ty ddnh gia
diém manh va diém yé u cia doanh nghiép mi nh va xdc dinh ti’ nh hi’ nh
hién tai cia hoat dong kinh doanh hay nghé nghiép ctia ban. Bay gio da dé'n
Itic ban cén suy nghi vé nhiing gi ban muén dat duo ¢ trong kinh doanh hay
su nghiép.

Qud tri’ nh nay cling gidng nhu viéc di d¢" n dich vy ban tour va ti m
mua mdt ban d6 du lich. C6 hai cAu ho i ban cAn tra 15i trudc khi nhan vién
tu van du lich c6 thé giip ban. Ban cin cho c6 dy bié "t duo c ban sé khai
hanh tu~ d4u va mudn di &' n dau. Né" u khong bié t ca hai diéu do, ban chi
ton thdi gian vo ich ma thoi. Vii vay, hay quyét dinh diém dé n ctia mi nh.
Hay xdc dinh mot muc tiéu cu thé. Mot muc tiéu ban c6 thé dat duo c. Sau
khi doc qua céc bi quyé’t trong quyén sach nay, chic hi’ n ban da du ty tin
vao kha ndng git hdi duo c nhiing thanh qud cao hon rat nhiéu so véi nhiing
gi’ ban tu ng nghi dé¢ n trudc day. Hay lam sao dé ban ty dong mim cudi khi
nghi vé muc tiéu dé.

Leo Burnett, bac thay vé quang cdo & Chicago tin rd ng, “Né u ban mo

uGc cham dé" n mit tring va cic vi  sao, chdc chan roi day nhiing gi' ban dat
duo c khong thé chila mot nam dat”
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bét ra mot muc tiéu kha thi la diéu quan trong doi véi thanh cong va su
giau c6 ctia ban hon hiu hé” t moi viéc ban lam. Mot khi muc tiéu da duo c de
ra, ban can di nguo c lai dé thié t 1ap cac budc hanh dong, thanh qua mong
do i, qua tri nh kiém tra, méc thai gian, va nhiing bién phap cu thé, bao gom
ca nhiing thuan 1o i, rao can va k& hoach dy phong. Chuong nay sé chi cho
ban nhiing budc can lam d¢ dat duc c muyc tiéu dé ra.

Tién Lén Biang Cach Lan Ngugc Lai

Mot khi da c6 muc tiéu cu thé, ban khong thé nhi’ n 1én troi déti' m
ngudn cdm hing. Khi ban 14n theo muc tiéu, ti’ m ra cdc cach thtc thyc hién
thi' viéc gia ting quy mo hodc thu nhap ctia doanh nghiép la chuyén dé” nhu
trg ban tay. Vay ban da bié"t chdé dling ctia mi’ nh (né” u khong bié"t, hay doc
lai chuong 3 va phan tich cic ciu trd 15i cia ban dé¢"n khi nao ban hiéu ro”
thi' thoi). Ban bié"t mi’ nh mudn di d4u, ban bié"t mi’ nh mudn ting trudng
bao nhiéu phan tram - nhd vay ban c6 thé truy nguo c lai va bat dau thyc
hién.

Cha’ ng han:

Gié st ban mudn ting gdp d6i quy moé doanh nghiép ctia mi nh trong
nidm t6i. N& u ban bi¢"t mi nh ¢6 1.000 khach hang va ban bié” t duo ¢ ngay
ltc nay nhiing khach hang d6 chi 100 do-la cho méi ldAn mua hang, mua 2 14n
mot ndm, t6’ ng gia tri 1a 200.000 d6-la. N&¢"u ban mudn ting doanh s6 gip
d6i trong mét nam, ban c6 ba cach - ba cach do6 duo c dé cap & chuong 1. Vi
du, né"u ban khéng muén thay dé'i gid tri don hang, ciing khong thay do’ i
s6 1an dit hang ctia khach thi nhiing thong tin phan tich cho ban bié" t diéu
gi’ 2 NO cho ban bié" t dé ting gdp do6i doanh s, ban can thu hat thém 1.000
khach hang niia.

Budc ké” ti¢"p: Hay ty ho'i, “Toi phdi lam gi' dé€ c6 thém ngan 4y khich
hang?” Hay xem xét nhiing gi' ban dang lam luc nay. B4t ké ban da lam gi’
dé ti m duo c 1.000 khach hang kia, bay gio ban phai lam vé6i cuong d6 gép
doi. Co thé ban can gia ting gap doi luc ng nhan vién kinh doanh, hodc gap
do6i hoat dong telemarketing. C6 thé ban phai ding quang cdo gip doi. Co thé
ban phai tang s6 Iuc ng thu chao hang lén gap doi. Co6 thé ban phai tham gia
s6 luo ng hoi cho gdp doi. Phan tich sé cho ban bié” t ban phai lam gi . Viéc
c6 lam diéu d6 hay khong tu’ y thudc vao quyé’ t dinh cta ban. Hodc thay vi
nd lic gip doi, chi nhiéu tién hon gap do6i cho luong bo’ ng, thu chao hang,
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quang cdo, héi cho va nhiing thi tuong ty, ban con mét cach t6t hon.
Hay tham khao 2 cach con lai d€ gia tang quy mo doanh nghiép ctia ban,

C¢ thé viéc ban duo ¢ thém 50% sdn phdm va tang thém 1/3 giao dich
moi ndm sé la cach don gian hon viéc tang gap doi quy mo6 doanh nghiép cua
ban. T4t cd nhiing gi' t6i mudn ndi 1a ban phai bat ddu ba ng viéc dé ra muc
tiéu. Sau d6, ba’ ng cach 14n nguo c lai, hay xdc dinh nhiing buéc cu thé ban
cin lam d€ dat d¢" n muc tiéu d6. A" p dung nhiing bi quyé”t da hoc, ban sé c6
thé bat tay vao hanh dong va thyc thi tu” ng budc mot.

Né&" u muc tiéu ctia ban la thing tié n trong cong viéc va dat duo ¢ nhiéu
quyén luc, danh vong, su né trong va thu nhap do6i dao hon, cach lam ciing
tuong ty. Mac du’ muc tiéu ki€u nay khong thé dinh Iuo ng mot cach cuy thé,
nhung quy tac lan nguo c lai van hiéu qua. Hay xac dinh cdp bac hodc vi tri
ban mudn dat duo c trong khoang thoi gian nao do. Tié" p theo, x4c dinh cac
ky ndng cu th€ ma vi tri dé can. Banh gia xem ky nang ban cé vao thai diém
nay. Ban cin trau d6i thém nhiing ky ning nao dé dat duo c tri nh d¢ 4y?
Mot khi da xdc dinh duo c nhiing khodng trong kj ndng, ban c6 thé bat tay
vao 14p day ching. Mot cach khac ban c6 thé lam d€ vuon 1én vi tri cao hon
la ti’ nh nguyén nhan thém trich nhiém cong viéc trong pham vi clia mi nh
(hodc ca pham vi khac). Hay stt dung Chié’ n Luc ¢ Cta Sy Uu Viét d6i véi
nhiing ai lam viéc véi ban trong va ngoai cong ty. Hay thu thap 161 gisi thiéu
va khen tdng tu” khach hang, nha cung c4p va nhiing ngudi c6 &nh hudng
16n trong cong ty, ca trong va ngoai phong ban hodc bo phan ctaa ban. Su
dung nhiing bi quyé”t gia ting thanh cong va thu nhap ma ban vu a duoc
hoc sé giup ban trg thanh mot ngudi ¢ khéa nang gidi quyé t vdn dé kinh
doanh. Gi6i lanh dao cép cao lu6n mudn c6 duo c nhiing ngudi bié"t giai
quyé’t van dé, va do 1a nhiing nguoi duo c thang tié’ n, duo ¢ trong vong, c6
quyén lyc trong tay va lam trong nhiing vin phong bé thé". Hiy nhd, ké't
ho p nhiéu bi quyé”t thanh cong lai v6i nhau sé gia ting dang k€ thanh qua
dat duo ¢, gidm thi€u t6i da sai ldm, va hay dit ra thoi han d€ hoan thanh
muc tiéu.

Cac Buéc Hanh Dong
Héu hé” t moi ngudi séng trong ndi lo so thudng truc ra ng ho sé khong

thic hién né’ i nhitng muc tiéu kho khan va thié¢ u cy thé do ban than ho dit
ra. Da s6 chiing ta dit ra nhiing muc tiéu han ché” d&"n miic thua xa kha
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nang, tiém nang va nang luc tri tu¢ ma ta that sy cé.

Hay d¢€ ra nhiing muc tiéu cao hon. Nhung phai lam cho ching that ro”
rang, cu thé, manh mé va kha thi. C6 gang dat duc ¢ muc tiéu do va tié" p tuc
dua ra nhiing muc tiéu cao hon nita. Hay ngoi xudng va lay gidy but ra. Néu
ro” tu ng muc tiéu trong kinh doanh, tai chinh, nghé nghiép, c4 nhan hoic
gia di’ nh ma ban nghi ¢ n. Sau d6, du6i méi muc tiéu, vié' t ra nhiing budc
thuc hién, cdc con s6, sy kién, quy tri’ nh, va hanh dong cu thé ban cin lam
dé dat dud ¢ nhiing myc tiéu do.

Cudi cu’ ng, hay kiém tra lai thuc t&". Trong qud tri’ nh huéng d¢" n muc
tiéu, ban lam duo ¢ d&¢"n dau? Ban c6 thuong dénh gia, diéu chinh phuong
phép ctia mi’ nh dé€ dat d¢’ n muyc tiéu hay khong? Né" u da hoan thanh muc
tiéu ban dau, ban c6 dit ra myc tiéu mdi cao hon hay khong? Né"u ban dang
bi cham tié¢" n do hodc chua cham chi 14p ra nhiing ké&” hoach lam viéc méi
ngay, méi tudn theo tu’ ng budc mot, thi' hay lam ngay. Hay chia nho” muc
tiéu ra thanh tu’ ng budc don gian dé” lam. Né" u khong c6 mot diém dé' n
ro” rang va mot ban d6 chi dudng chinh xac dé dé' n duo c muc tiéu, ban sé
khong bao gio dat duo c thu nhap va thanh cong t6i da. Nhung né” u ban di
theo tdm ban d6 duo c vé ro™ rang, chi dan chi tié"t, day du, chinh xdc, thi
hanh tri’ nh ctia ban sé cyc ky tha vi.
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Chuong 20: Lién Tuc Thanh Céng

Bi quyét d€ luon dat dugc nhu™ ng thanh cong ru c r&

Nhiing bi quyé”t gia ting thanh cong va thu nhip ma ban vu a doc cuc
ky  hiéu qua. Toi bié" t diéu d6 vi mot ly do: Toi tu” ng chiing kié n chiing
mang lai k&t qua cho hon 10.000 khach hang lam viéc trong hon 400 nganh
nghé khac nhau. Tuy nhién, ban du” ng du” ng lai khi méi git hai duo c thanh
qua d4u tién. Trong qua tri nh dp dung, du’ ng bd" ng long véi nhiing gi
mi nh dat duo c. Téi thudng ldy lam kinh ngac vi ké&"t qua ma nhiing ai t6i
tu’ ng tu vdn git hai duc c. Ho vié"t thu ké t6i nghe rd’ ng nhd 4p dung mot
trong nhiing bi quyé”t gia ting thu nhap cta t6i ma ho da dat duo c nhiing
thanh cong ruc ro”, gia ting quy mé6 doanh nghiép hoic thu nhap caa ho lén
dé’ n 50.000 d6-la mdi thang hodc 100% trong vong 6 thang. Nhung nhiing
thanh qua vé tai chinh khong hi'n 1 diéu khié"n to6i ngac nhién - toi bié"t
chic chin n6 sé d¢"n. Diéu t6i khong tin nd’i d6 1a c6 qué nhiéu nguodi trong
s6 ho chi mdéi 4p dung mot bi quyé” t duy nhat, va mdt khi ho dat duo c thanh
cong, ho chdp nhin ngu" ng lai. Mdi mot bi quyé’ t trong s& nhiing bi quyé”t
nay cé thé mang lai cho ban nhting thanh qua dang ké. Va ching sé mang lai
nhiing thanh qua to 16n hon niia né" u duc c k&'t ho p véi nhau va ép dung
mot cach bai ban, lién tuc va c6 hé thong.

Né"u ban con e dé, hdy di tu” ng budc nho” khi méi khéi ddu (ban c6 thé
thtt nghiém bat ky’ nguyén tic ndo trong s6 d6 & quy mo6 nho  va khong phai
chiu rtii ro gi vé tai chinh hodc cong viéc). Ban sé thdy nhiing bi quyé”t nay
that su phat huy tac dung. Ban sé cam thay manh dan hon va tin vao ban
than mi nh hon. Rdi ban ¢é thé di nhiing budc dai hon. Nhung du” ng chi
ngo6i yén ma khong lam gi' ca. Hay budc nhiing buéc diu tién, du” nho’ that
nho’ chiang nita. Hay c budc di. Mot nha thong thai da néi, “Bét tay vao
thuc hién ludn git hai duo ¢ nhiéu hon so vdi ngdi yén suy nghi” Toi hoan
toan dong y viéc suy ngdm va dinh hudng la cin thié¢"t cho qué tri nh ti' m
ki¢"m thanh c6ng, nhung t6i khi’ ng dinh mot diéu, né”u ban khong hanh
dong, ban sé khong bao git c6 duc c bitky thanh qua nao.

Luc nay, ban da c6 duo ¢ mot luc ng kié"n thic da d€ budc vao mot
chuyé’n phiéu luu ky diéu. Pu” ng tu b6 budc chuyé’ n di ctia mi’ nh. bu’ ng
ngu ng lai khi ban da thanh cong trong cong viéc hodc cudc séng. D6 chi
mdi 1a khoi ddu ctia cd mot chuyé n di dai. Hay nghi vé nhiing thanh cong to
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16n hon, nhiing co hdi 16n lao hon va khong ngu” ng phat trién trong doi
song ca nhan lan cong viéc.

Trong chuong nay, ban sé bié t cach suy nghi vé qua tri nh tao dung
muc d6 thanh cong va ting trudng nhd” m mang lai lo i nhuén to 16n trong
tuong lai ma ban chua bao gié ddm mo dé n.

Tiép Thu Va Ung Dung

Du’ ng tu gidi han ban than trong céc vi du va phuong phap ma toi da
néu ra trong qud tri nh 4p dung nhiing chié¢ n luc c nay vao doanh nghiép
ctia ban. Mot quyén sédch co”™ vu’ a chi c6 thé chiia dung bdy nhiéu vi du ma
thoi, trong khi con vo s6 phuong phap thuc hién ma ban c6 thé tié” p thu va
ting dung. Va ban c6 thé kham pha ra nhiing cach lam méi & bat cu linh vuc
nao ban quan tam.

T4t cd nhiing gi’ ban cin lam 14 tp trung xem xét cdch nhiing doanh
nghiép khic kinh doanh, tié” p thi, phat trién va gitt chan khéch hang cta ho.
Ca cach nhiéu ca nhan hodc doanh nghiép khéc thyc hién d€ dat duo c thanh
qua tuong tu nhiing gi' ban mong do i. Ty ho’i bdn than xem mi nh c6 thé
ap dung nhiing phuong phdp hodc quy tri nh 4y vao thuc té” ca nhan/doanh
nghiép ctia ban bd’ ng cach nao.

Vé ban chit, ban ty bié"'n mi nh thanh ngudi thyc hanh nhiing cau
chuyén thanh cong. Muc tiéu ctia ban 1a ti’ m hiéu va xac dinh cac bién phap
kinh doanh, ti¢"p thi hiéu nghiém ma cac doanh nghiép trong nganh khac da
phat hién ma ban khong hay bié"t, roi ti m mot cdch don gian d€ ting dung
nhiing phuong phap d6 vao doanh nghiép ctia mi nh. Viéc d6 d¢” dang hon
ban nghi rit nhiéu. Chi cin ban d€ y mét chut.

Hay dé mot cuén s6™ tay & nha, & co quan, trong xe hoi. B4t ct khi ndo
ban phét hién mot bi quyé”t tié” p thi hiéu qua khié n ban quan tdm va thoi
thuc ban mudn ti' m hiu vé mot san phdm hodc dich vu nao d6, hay ghi chu
lai y tudéng, phuong phap, ngon ngii, 16i chao hang... vdn mang lai hiéu qua
d6 va dua chung vao thi nghiém trong hoat dong tié p thi ctia ban. Hay doc
cac miu quang cdo hay ban thay trén bdo, cat ra va luu lai d€ nghién ctu
thém. Ghi chu lai tit ca nhiing quing cdo trén ti-vi va dai phét thanh khié'n
ban cam thdy thuyét phuc - ddc biét 1a nhiing quing céo that sy qud thuyé’t
phuc du’ ban khong cidn d&¢"n san phdm hodc dich vu d6. Khi ban nhén
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duo c thu chao hang hodc t¢ roi trong trung tim thuong mai, du’ ng viit
chung di. Hay bi¢" t mot diéu rd’ ng: cic doanh nghiép do sé khong tié” p tuc
gui thu chao hang hodc t& roi cho ban né u ching khong mang lai nhiing
k&'t qua c6loi - cd 1é con mot diu gi' d6 ban c6 thé hoc ho'i va ting dung
né u ban chu tim nghién ctiu ching. D6 ¢ thé 1a mot dong tiéu dé hay, hoic
mot doan mé ddu an tic ng ma ban cé thé dua vao thu gui dé¢’ n khach hang
ctia mi' nh. Tuong ty véi nhiing d€ nghi, chinh sdch dédo nguo c rairo valo i
ich danh cho khach hang.

Mot vai ndm trudce toi tu’ ng gitp mot s6 doanh nghiép kié’m duc ¢ mé
gia tai nho nho” nhd doc duo ¢ modt quéng cdo khuyé n mai da quy. Toi hoan
toan khong ¢ hiing thu gi' véi dé quy, nhung t6i thdy phuong phap bén
hang trong quang cdo d6 cuc ky 4n tuo ng - cd y tudng lan noi dung. Toi
mud n khdi niém va nguyén tac ban hang dé dé€ ap dung vao linh vyc phan
mém, dich vu diét con tru’ ng va nhiing loai hi’ nh kinh doanh khéc. Cac
doanh nghiép t6i tu’ ng tu vin ting dung di ki¢’m duo c hon 3 triéu do-la
moét nam nhd lam theo 16i khuyén cua toi.

Bat cti khi nao t6i ¢ dip di mua d6 hodc xem vo mi nh mua sim & dau
do, t6i déu quan sat nhiing gi' dang dié” n ra - va suy nghi lam thé" nao 4p
dung nhiing diéu d6 mot cach c6 10 i cho cong viéc ctia ban théan t6i hodc ctia
bt cti doanh nghiép nao t6i tu vin. Khi ban d& n nhiing ctia hang ban le’,
trung tam thuong mai, ctia tiém xe hoi, dich vu bat dong san, shop thai trang
hodc hiéu kim hoan - hodc khi ban néi chuyén véi ngudsi ban bao hiém,
nhéan vién nha dit, hodc ngudi mai gidi ching khoa' n - hay quan sat cach ho
thu hut ban, cdch ho din dit, dit cau ho'i hodc ké"t thiic cudc d6i thoai. Hay
xem cach ho dan ban di tu’ muc gia hodc sy lya chon nay dé” n muc gia hoic
st lya chon khéc - hay luon suy nghi vé cich 4p dung truc tié” p (hoic gidn
ti¢"p) nhiing diéu d6 vao nhiing gi' ban dang lam. Ghi chu lai cdc quy téc,
tinh chat va hanh dong cua nhiing nha ban le’ hodc doanh nghiép dich vu
do. Mbi khi ¢ diu gi' 1am ban kho chiu, hay ghi lai. Mi khi ¢6 di€u gi' lam
ban vui va hai long, hay ghi lai.

Né& u mot y tudng c6 ve' khong thuc t&” 1dm trong trudng ho p ctia ban,
du ng voi bo” né di. Hay tuy ho i: “Toi c6 thé 4p dung toan bd hay mot phan
phuong phdp d6 vao nhiing gi' t6i dang lam nhu thé” nao?” Bd ng cdch xem
xét thém vai bié’ n thé ctia phuong phép thanh cong ma ban quan sat duo ¢
hoac da trai nghiém trong vai tro khach hang, ban sé gia ting dang ké co hoi
phat trién cho riéng mi nh.
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Chu” Y* - Thanh Céng O Phia Trudc

Khi doanh nghiép hoédc cong viéc cua ban dang trén da phat trién, nhiing
chié’ n thuat nay van mang lai hiéu qua. Ban sé ti m thdy nhiing céch thtic
mdi d€ st dung chung. Gidi han duy nhit cho thu nhép cua ban la khi ban
tin r3’ ng bdy nhiéu da du. Du’ ng ty dit ra nhiing han ché” sai 1dm cho
nhiing tiém ndng that su ctia ban, cta doanh nghiép hoac cta khach hang.
Khi ban bit ddu 4p dung nhiing bi quyé”t nay, doanh nghiép hodc cong viéc
ctia ban s& duo c cai thién. Chédn chén la thé"! Hay nhi n vé tuong lai. Hay
1én ké&” hoach trudgc. Liéu ban c6 cin thém hang héa trong kho? Liéu ban c6
cin thém nhan vién? Liéu ban c6 thé dap ing thém nhiéu don hang véi hé
thong phan phoi hién tai? Hay nghi ky vé nhiing di€éu do d€ khi ting trudng
xay ra, ban da sa” n sang cho né. Hay chudn bi dé c6 thém nhiéu khach hang,
duo c tang luong, hodc thang chic va mot cudc song tot hon rat rat nhiéu,

Cac Buéc Hanh Dong

DPoc chuong ké” tié"p.
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Chuong 21: Ban Giau C6 Hon Ban Nghi

Di nh nghia thanh cong ctia riéng ban

Hay danh chit thoi gian suy nghi vé nhiing gi° ban sé thay dé'i trong
cudc s6ng hang ngay né" u c6 co hoi. Ban mudn c6 thém nhiéu thoi gian
ranh? Hay duo c thing tié"n trong cong viéc? Ban thich di du lich? Hay ban
sé thi¢"t k& va xay dung cidn nha mo udc ctia mi’ nh? Hodc danh nhiéu thoi
gian & nha véi con cai? Hoac gy dung mot doanh nghiép 16n manh dé
truyén lai cho con chau? Tat ca va nhiéu diéu khac niia — bat cu dinh nghia
nao vé thanh cong ma ban c6 thé nghi ra — déu c6 thé 1a cia ban mdt khi ban
ap dung nhiing bi quyé”t nay.

Trong nhiing chuong trudc day, toi da gidi thiéu véi ban nhiing phuong
phép va cach tu duy méi d€ ti m ra mot thi toi goi la sy gidu ¢6 bi mét — nd
lu6n & d6, cho ban kham pha, nhung dé" n lic nay ban méi y thiic duo ¢ su
ton tai cla nd. Muyc tiéu clia chuong cudi cu ng nay nhda m khich 1é va
truyén cam hing dé€ ban dat duo ¢ nhiing thanh qua méi me’, sdng tao va
mang lai nhiéu 16 i ich & mtic 46 cao nhét. Tram nghe khong bd’ ng mot théy,
vi vAy tdi sé cho ban thdy lam thé” nao mot s6 ngudi toi tu’ ng tu vin da ap
dung cac phuong phap 4y theo nhiing cach thuc day sang tao, dot pha mot
cdch don gian nhung hiéu qua d& n khong ngd. Toi hy vong ban sé thdy hiing
thu va 4n tuo ng vé6i cdc y tudng sdng tao d6 qua nhiing cau chuyén thanh
cong ctia ho. D€ ton trong sy riéng tu, toi sé st dung tén gia khi dé cap dé'n
nhiing tdm guong thanh cong nay.

Nhiing bi quyé”t téi da chia se” vdi ban tu™ dau quyén sach nay sé thay
d6 i cudc doi ban. Toi ddm bao ra” ng khi ban ap dung ching mot cach
thudng xuyén va sang sudt, ban sé dat d¢"n nhiing thanh cong vuo t xa kha
ning tudng tuo ng. Cau ho'i ban cin dit ra cho mi’ nh 13 “Dinh nghia thanh
cong ctia toi la gi' ?” Da phdn moi ngudi c6 khuynh huéng dinh nghia thanh
cong trong khudn khd™ doanh nghiép va/ hodc cong viéc ctia ho. Nhung
nhiing 16 i ich t6i quan trong ma ban sé c6 duc ¢ nho nhiing bi quyé™t cta toi
lai 14 nhiing thanh c6ng ma ban sé tdn hudng trong cud c séng ctia mi’ nh.

Kha Ning Tiém An Cta Ban

Stanley Brown la gidam ddc thié t ké” catalogue cho mot cong ty kinh
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doanh mdy vi tinh dit hang qua thu 16n va n6’i tié¢' ng. Anh di thing ti¢'n
dé" n chiic vu cao nhit nhu anh mong mudn va trong sudt qua tri nh d4, anh
da dao tao mot s6 tro ly tre nhung rét cudc ho déu nghi viéc va chuyén
sang nhiing nganh nghé danh gia, cao cip khéc. Thé" rdi, doanh nghiép noi
Stan 1am viéc trd nén cyc ky quan liéu, né khong con gi' vui véi anh nita.
Anh chdn ngén tit ca nhiing thu rdc rudi. Anh mit mot tié” ng ruo” i dong ho
mdi ngay d€ d&¢"n chd lam, ndm nay qua thang no. Anh that sy cim ghét
nhiing gi' mi nh dang lam, hoan toan khong con cdm giac hao hiing niia. Va
t¢ nhat la bat ct khi nao Stan nghi ra mét y tudng sang tao, ban lanh dao
cong ty déu bac bo’. Diéu d6 cang khié’ n anh thit vong hon.

Anh Muén Lam Chua So6 Phé_n Cta Minh

Mot ngay no, khi van chua c6 cong viéc méi, Stan budc vao cong ty ndp
don xin nghi. Anh quyé”t tim sé khong bao gi¢ 1am cong cho bit ky ai nita.
Stan mudn ty mi nh dinh doat s6 phan ctia mi’ nh. Khong may, Stan khong
hé c6 ké” hoach gi" ti¢"p theo, va anh cti the” rdibo’ vi tri véi muc luong
80.000 do-la mdt nam. Stan s6ng & mot vu ng ngoai 6 xinh xan phia bic
California, noi cé ve” khong nhiéu co héi lam an cho Idm. Anh loay hoay gin
8 tudn 1¢”, thi moi cach ti¢"p can cac co hoi kinh doanh “4n x6'i & thi* * r6i
anh duo c bié¢"t vé cong thiic gia tang thu nhép va quy m6 doanh nghiép cta
toi.

Ba Cau Hoi Thay D6i Cudc Do i
Toi dé nghi Stan tra 15i ba cau ho’i don gian sau:

1. Anh d3 x4c dinh va dédnh gid kha nang chuyén mon that sy ctia mi nh,
va xem xét nhiing nguon luc cad nhan kha dung chua?

2. Anh thé hién nhiing ky nang lam viéc nao trong qua kha gitp mang
lai gia tri va dong vai trd quan trong déi v6i mot doanh nghiép — hodac mot
loai hi’ nh doanh nghiép dic thu' ?

3. Anh da dat duo c nhiing gi°' khié¢ n ngudi khac khong chi than phuc
ma con khao khat hoc ho'i va 4p dung dé c6 duo c nhiing lo i ich tuong tu

cho doanh nghiép ctia ho?

Ban d4u, Stan chd’ ng tra 16i duo c cdu nao. Vi’ thé” toi bdo anh phan
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tich va nhé lai nhiing gi' anh tu’ ng trai qua, tu’ ng déng gép va tham gia vao
doanh nghiép ké tu’ khi anh bat dau di lam. Khong chi & cong viéc hién tai,
ma con & tat ca cac cong ty ci.

Stan da ngac nhién nhén ra rd’ ng chinh anh d3 mang d¢" n mot cong ty
ban hang qua catalogue thanh cong 16n nhét trong nganh. Nhiing ngudi chu
doanh nghiép da tré thanh triéu phu. Bén canh doé, Stan ciing la mot trong
nhiing ngudi da nghi ra nhiéu san phdm méi dét pha ma vé sau thanh cong
ruc ro” . Ngoai ra, nhiing trudng phong déng vai tro chu chot ctia 5 trong s6
nhiing cong ty kinh doanh qua catalogue 16n nhét trong nganh la do chinh
tay Stan dao tao. Lic d6 Stan méi bat ddu nhan ra va bié"t quy trong cic ky
nang dic biét ctia riéng mi’ nh. Anh hiéu rd’ ng mi nh c6 kha ning ting
cuong hiéu qua cong viéc d€ mang lai thanh céng to 16n hon nita cho ngudsi
khac. Va ca kha nang tu cha tai chinh ctia ban than.

Moét Cach Bon Gian D€ Tim Ra
Thi Truo ng Phit Hgp Nhét Cho Cac Ky Néng Cuia Ban
Toi ho'i Stan thém mét cau ho’ i don gidn nita:

Ai dang rat mong s6 htiu nhiing kj ndang chuyén mon quy gia ay cua
anh? Anh suy nghi mot ldc va phét hién ra ri’ ng: c¢6 hang chuc doanh nghiép
ban hang qua catalogue nho™ hon dang khao khat thanh cong va cé thé sé rat
can nhiing kinh nghiém quy gid ma anh c6 duo c. Nhung da s6 nhiing doanh
nghi¢p do khong cé du tién dé tra cho Stan miuc luong nhu cii. Va gia st ho
c6 thé tra ching niia, thi Stan ciing da quyé”t dinh khong di lam thué niia
roi. Toi bdo Stan rd’ ng chuyén d6 khong thanh vin dé. Anh khong cin phai
lam theo nhiing quy tic ma nhiing t6" chiic 46 mudn 4p dit lén anh. Trai lai,
mot trong nhiing y tudng chti chét trong khai niém toi goi la Bi Quyé’ t Cla
Tu Tudng Lam Giau (16i suy nghi giap ban dét ra nhiing quy tac cta riéng
mi nh va st dung nhiing y tudng cta t6i tu’ y theo cach hiéu vaké tho p cua
riéng ban), chinh 1a lu6n nhé rd’ ng anh 4y 1a ngudi dit ra cdc quy tic. Toi chi
ra cho Stan: bd" ng cach dé cho 4 - 10 doanh nghiép nho’ tra cho anh nhiing
khodn phi hang thiang hodc hang quy, tri gid tu” 3.000 — 10.000 d6-la, Stan c6
thé kié¢' m duo c nhiéu tién hon nhg tu van hodc ¢ van cho ho so vdi viéc
lam cong dn luong. Hay nhét 1a anh c6 thé 1am viéc vao bat ky  lac nao, trong
bao nhiéu ngay, bao nhiéu tuan hodc bao nhiéu thang tu' y ¥, béi anh duo ¢
tra tién cho kié" n thiic va ké"t qua anh mang lai, cht khong phai tinh trén
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thoi gian anh bo’ ra.

Stan vié't mot ban dé xuit dai mot trang guii cho chu tich ctia nhiing
cong ty kinh doanh qua catalogue nho” nhung dang lam 4n c6 lai kia -
nhling ngudi mong mudn doanh nghiép ctia ho tré nén 16n manh nhu céng
ty ma Stan da dong gép cong stic. Stan cung cp dich vu dudi hi nh thtic ky
ké”t ho p d6ng it nhdt mot ndm, cong véi nhiing khoan tién thudng can cu
theo lo i nhuén gia tdng va doanh s6 duo c cdi thién nho vao y tudng, su hd
tro va 10i khuyén ctia Stan. Stan thét sy kinh ngac khi c6 gan 50 doanh
nghiép da phan hai lai 16i dé nghi dd. Anh chon ra sau ting vién sang gia,
nhiét ti’ nh va nhiéu tiém nédng tai chinh nhit lam khéch hang dai han ctia
mi nh. Khi ndi chuyén v6i nhiing doanh nghiép nay, Stan hiéu rd’ ng mi nh
dang dam phdn (va tu vin cho ho) § mot vi thé” diy quyén uy va hoan toan
duo c ton trong, nhd vy ma Stan c6 duo c tinh than lam viéc hiéu qua nhat.
Mot méi quan hé d6i bén cu’ ng cé lo i!

Tao Ra Nguon Lu ¢ Manh Mé Hon Va Pham Vi Kiém Sodat Cao Nhat

Béy gid, thay vi' ché t di & vi tri trudng phong & mét tdp doan 16n, Stan
chi lam viéc v6i chtt doanh nghiép va cha tich ctia nhiing cong ty tre’ trung
nang dong dang tang trudng rat nhanh. Anh nhan duo c sy ton trong ma anh
tu ng bi khude tu” khilam & cong ty cii va tan hudng su tu do cu’ ng quyén
luc to 16n khi ki€ém soat duo ¢ su nghiép va doi song riéng ciia mi nh. Bay
gi0, anh trd thanh mot con ngudi hanh phic la thudng. Chuyén tu” 1lam thué
sang cong viéc tu vin ty do rit d¢” né u ban hoc duo ¢ cach xac dinh, liét ké
nhiing gia tri bi lang quén ctia chinh mi’ nh d6ng thdi ti m ra nhiing co hoi
kié’m tién tiém 4n cho nhiing ngudi khéc.

Bén, Cho Thué, C4p Phép Sui’ Dung

Jack George diéu hanh mot xudng cua gia di’ nh. Mot trong nhiing cong
viéc quan trong khi sdn xuat gb la cong doan sdy gb tuoi bd” ng 16. Phuong
phép sdy kho sé quyé” t dinh chit luc ng va tit nhién la gid ban cta san phdm
d6. Go duo ¢ sdy kém phai chiu gid thip hon tu” 30% d& n 60% so vdi san
pham duo ¢ sdy ding cach.

Jack da phat trién mot phuong phép cuc ky cong phu c6 thé cho ra loai

g6 chit luc ng cao hon rét nhiéu so v6i mit ba’ ng chung. B4' ng phuong
phép nay, Jack cit gidm duo c hao phi va gd ho’ ng gdn mot ntia. Quan trong
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hon ¢4, quy tri nh cta Jack gidm duo ¢ 15% chi phi ning luc ng.

Khi Jack hoc duo ¢ nhiing bi quyé”t ctia toi, anh quyé”t dinh bén, cho
thué va cdp phép stt dung phuong phap sdy kho gb trong 16 cia mi nh cho
nhiing xudng cua khic nd” m ngoai thi trudng muc tiéu ctia anh. Ban chit gb
rat ning, nén dé hiéu qua vé mit kinh t&", gb tho chi c6 thé van chuyén t6i da
trong ban kinh 480 km. Vi' vay, 95% xudng cua § Hoa Ky va trén toan thé’
giGi khong phdi la d6i tht canh tranh tryc tié” p cta Jack (va sé khong bao gio
la d6i tha canh tranh ctia Jack tru” phi ho mua lai mdt trong nhiing cong ty
d6i tht cua Jack, nhung anh da quy dinh ky diéu khodn nay trong ho p dong
débao vé mi nh). Vi’ vay, hdu nhu tit ca cic xudng cua déu la khach hang
tiém ning cha chét ctia Jack. Anh kié¢" m dud c 1o i nhuan rong khoang 1,65
triéu do-la tu" nguon thu nhap phu nay va n6 van tié” p tuc mang lai cho anh
khoang 350.000 do-la mo6i nam. Ngoai ra, bat cti khi nao Jack cai thién hoac
nghi ra mot thay do' i, phiong phdp hoic gia ting hiéu sust méi cho quy
tri nh ctia mi’ nh, anh tinh thém mot khoan phu phi 1én d&"n 25.000 d6-la
dé phd’ bié n cic phat hién méi nay cho hon 100 xudng cua.

Nhiing gi' ban bié"t, lam hodc da lam rit thanh cong c6 thé dang gia rit
nhiéu tién va c6 y nghia rit I6n doi véi nhiing ngudi khong phai la doi tha
canh tranh cta ban trong linh vyc kinh doanh hodc sy nghiép ctia ban -
hodc tham chi la & nhiing linh vuc khac.

Tr6 Thanh Nguo i Hung Doanh Nghiép Ngay L4 p Ttic

Noah Calloway diéu hanh b6 phan hé tro ky thuat cia mét doanh
nghiép phan mém quan tri bat dong san 16n & Pacific Northwest. B phan
nay dang thua 16 350.000 d6-la mot ndm. B4 ng cach thay d6’i mot chié' n
luo ¢ don gidn trong trié” t Iy kinh doanh ctia doanh nghiép, Noah da bié¢'n
b6 phan ho tro ky thuat lam an thua 16 thanh mét nguoén lo i nhuan 650.000
do-la. Tt ca l1a nho nhiing gi' anh mang lai cho khach hang vuo t xa nhiing
gi’ ho cin va mudn.

La b6 phan ho tro khach hang trong doanh nghiép phin mém, b6 phan
ctia Noah phai tra 16 tit ca cac loai cu ho’ i kho khan vé kj thuat hoic vé
cdch vin hanh ma moi ngudi goi d¢" n hi’ ng ngay. Y tudng dot phd ctia Noah
xudt hién khi anh quyé”t dinh xem don vi ctia mi’ nh nhu mot té” chuc gido
duc mang lai 1o i nhuén - chit khong phai 1a mét trung tam giai quyét vin
dé, von la ganh ndng chi phi ctia cong ty.
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Anh ti’ m ggp tdt cd khach hang 43 mua phdn mém ctia mi’ nh va dé
nghi cung c&p cho ho giai phép tu van ky thut va van hanh tryc ti¢" p dai han
tra trudc d€ giup ho ting cudng kha ning tdn dung phdn mém cua ho. Noah
chi cho ho thdy cich ép dung giai phdp phdn mém ctia doanh nghiép mi nh
mot cach hiéu qua hon vao doanh nghiép quan ly bat dong san ctia ho nhu
thé” ndo. Noah cling nghi ra nhiing dich vu riéng biét d€ huin luyén nhan
vién mdi cua khach hang, nhiing ngudi mdéi vao sau khi doanh nghiép da
mua phan mém, nhd dé gitp cho nhiing nhén vién méi bat tay vao lam viéc
nhanh hon. Mot s6 luc ng dang ké cac khach hang hién tai va khach hang ca
da dang ky dich vu nay. Noah thuong xuyén va lién tuc giéi thiéu nhiing
khéa huan luyén thuc hanh trong nhiing triidng ho p dac biét, nhiing chuong
tri nh huén luyén cao cp tai co sé hodc cic dia diém khdc dai hai d¢'n ba
ngay, modi chuong tri nh duo c thié¢ t ké” d€ hudn luyén nhiing nhém khach
hang/ ngudi du’ ng khac nhau céch t6i uu héa hiéu suét lam viéc ctia phin
mém hién tai va nhiing g6i phdn mém bo’ sung. Hién nhién, Noah duo ¢
thing chtic va ngay lap tiic tré thanh ngudi hu ng ctia cong ty.

Né u ban mang vé thém lo i nhuédn va sy déng gop ctia ban du 16n dé
moi ngudi nhi’ n nhan va dinh gia, ban sé duo ¢ tudng thudng rat nhiéu. Co
v0 van co hoi dé trd thanh mot ngudi suy nghi doc 1ap trong thé’

giéi kinh doanh méi me’ va thay d6’i nhanh chéng nhu ngay nay. Van
dé ludn ludn 1a co hoi cho ting trudng kinh t&” - mot khi ban ti’ m ra duc ¢
cach giai quyé”t vin dé va thé hién duo c cho nguoi khdc thdy gia tri tai chinh
ma giai phdp d6 mang lai.

Git Héi T6i Pa Tu' Tat Ca Nhu™ ng Gi Ban C6

Toi xin ké” t thic chuong nay va quyén sich nay ba’ ng viéc ké cho ban
nghe mot diéu toi goi 1a bi quyé” t ca nhan, doanh nghiép va nghé nghiép t6i
tu. C6 nghia la gi' ? Nghia la ban khong bao gid chdp nhéin bt ctt ké't qué
nao khic ngoai ké" t qua t6i vu ma mot nd luc, mot co hoi, mot ngay, mot do-
la hay mét méi quan hé cé thé mang lai cho ban. Diéu d6 cé nghia la ban
khong lam bat ky diéu gi' vo ich. Nghia 1a ban kién quyé”t s6ng hé"t mi’ nh,
dya trén nhiing cdm nhén vé gid tri ctia riéng mi nh. Ban phai xdc dinh
duc ¢ mi nh 13 ai vd mi’ nh muén gi . Piu d6 cucky quan trong bsi hiu
hé" t moi ngudi t6i tu” ng gip khong hé c6 y niém gi' vé€ noi ho mudn dé'n va
nhting gi ho mudn cudc doi mang lai. Bt ky thanh cong, niém vui, sy
thinh vuo ng, diéu t6t dep nao ma ho cé duc c gan nhu nhg vao may man.
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Cudc song c6 thé mang lai cho ban, trong su nghiép va ddc biét la trong
doi s6ng ca nhan, tit ca nhiing gi' ban mong mudn. Thyc té&” 13 gdp nhiéu lan
hon thé". Nhung ban sé chd ng c6 gi' né"u ban khong bi¢"t mi’ nh mudn di
dau va mong git hai duo c gi' tu’ chuyé'n di d6. Ban cén ho' i mi’ nh “Téi la
ai? Toi mudn gi ? Diu gi' lam to6i hanh phuc? Diéu gi khong lam toi hanh
phuc? Stic manh cua t6i & dau, diém yé& u ctia toi ¢ dau? Toi c6 thé dong gép
nhiéu nhat ¢ khia canh nao trong cudc song, cong viéc, doanh nghiép va
nhting md&i quan hé cia mi’ nh?”

D6i voi mot vai ngudi, ki€’ m tién ¢6 thé [a mot tha vui that sy. Ban ¢6
thé chi mudn ki¢'m vu" a du tién, con lai la danh thoi gian tdn hudng nd. Ban
c6 thé khong quan tAm dé” n vat chit trong khi ngudi khac lai ao udc moi thi
trén doi. Toi khong cd y phan xét ai ca. Diéu t6i mudn néi la ban khong thé
c6 nhiing gi' ban mudén né"u trudc tién ban khong bié" t ching la gi" . Ban
cang khong thé bié"t chung la gi' né"u ban khong xac dinh duo c theo ban,
thanh congla gi .

Toi tu' ng gdp mot ngudi dan dng lam nghé 14i xe buyt trong san bay.
Anh chic ha’ n 1a mot trong nhiing ngudi hanh phic nhat téi tu” ng bié't.
Anh c6 mot cd ban gai. Anh khong ham nhiéu cua cai vat chat. Ho c6 mét
can ho dé¢” thuong & mét khu vuc sach sé trong thanh phé. Ho lam viéc chim
chi ca ngay, nhung ho khong muo6n nhiing van dé trong cong viéc anh hudéng
dé" n cudc s6ng gia di’ nh. Sau 5 gid chiéu la khoang thoi gian ho danh tron
dé tdn hudng cudc séng. Doi véi mdt s6 ngudi diéu dé that tuyét. Con nhiing
nguoi khéc lai yéu cdm gidc hao hiing trong kinh doanh va né tré thanh mat
phén tit y& u trong cudc sOng riéng ctia ho. Tit ca déu gidng nhau ca thoi.

Viéc ddu tién ban cin lam la xdc dinh diéu mi nh mudn, tié" p theo hay
ddm bao rd ng mi’ nh di trén con dudng huéng dé"n muc tiéu d6. Khong c6
gi. budn hon khi thdy mét ngudi da ngoai 70, 80 tud’i luyé n tié c vi' da
theo dud’ i mdt muc tiéu sai lAm trong suot cuoc doi. Boi véi ban, to6i mong
moi ngay sé 1a mdt niém vui va cé nhiéu hoat dong lam phong pha thém doi
sOng cta ban, thoi thic ban di nhiing quang dai trén con dudng muu cau
thanh cong ma ban mong muoén. Nhung niém vui, sy da dang dé phai do ban
t¢ mi nh x4c dinh.

Ban c6 giau c6 hon ban nghi khong? Tai cho 1a c6. Ban giau c¢é hon ban

nghi gap nhiéu 14n, va tdi vié"t quyén sach nay dé chia se” véi ban mot s6
phuong phap don gian nhéit nhung cling hiéu qua nhat ma ban sé€ c6 co hdi
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st dung nhd" m t6i vu hda cudc séng, cong viéc, doanh nghiép va nhiing méi
quan hé. It nh4t, t6i hy vong nhiing bi quyé”t va cong cu ma chung ta da xem
qua sé gitup ban dat duo ¢ moi thit ban dang mudn hodc sé mudn. Toi hy vong
ban sé 4p dung nhiing gi t6i huéng dan & muc d6 cao hon nhiéu va git héi
thanh qué cao hon nhiéu so véi nhiing gi' t6i tu’ ng lam duo c. B¢ la diéu t6i
trong do i, boi do 1a 1y do toi chia se” nhiing bi quyé”t nay vdi ban. Véi tit ca
niém mong mo' i d6, hay dé cudc choi ban quyé”t dinh tham gia duo c bt
dau.

LOI CAM ON

Khoéng Ai C6 Thé Thanh Cong Mot Minh

Toi xin guii 16i cam on:

D¢’ n Terry Hart, mOt ngudi ban va 1a cong sy tai ba ctia t6i, anh da giup
toi hiéu thém vé ban thin mi nh trong sudt thoi gian vié t quyén sdch nay.
Quan diém déi lap ctia anh da tao nén sy khac biét to 16n.

D¢ n tit cd nhiing “ngudi tién phong”. Chinh céc bi quyé™t dot phé va
cach nghi sang tao ctia ho da mang lai cho t6i nhiéu thanh qua va nhiing méi
quan h¢ nhu hom nay.

Pé n Socrates, vi da manh dan kiém tra, diat cadu ho i va ho tro.

Pé"n Khoa Hoc Caa Sy Toi Uu Héa, vi da chi cho t6i bié"t viéc t6i da
héa va nhén én gip nhiéu lan moi thu toi lam, that dé™ dang.

D&’ n tit c& moi ngudi, vi nhiing quan diém, kinh nghiém, s& thich, nhu
cau tuyét voi va da dang ctia ho. Né"u khong, chung ta di chd’ ng c6 co hoi
nao dé cham dé" n, ciing cha’ ng c6 khé khin nao dé giai quyé’t.

Va xin gtii 161 cdm on d& n nhiing c4 nhan kiét xuit ma sy ho p luc caa
ho da lam nén quyén sich nay. V6 cu ng bié’ t on: Barbara Lowenstein

— nhén vién man can cta t6i, Truman Talley - dai dién phat hanh sach

ctia toi, Jill Sieracki, Matt Baldacci, John Murphy, Jeff Capshew cu’ ng tit ca
nhiing con ngudi tan tuy khac 6 Nha xuat ban St. Martin.

https://thuviensach.vn



Cudi cu’ ng, cdm on Audri Lanford, mot trong nhiing dong nghiép déng
quy cua tdi, co chua cho ra doi quyén sach nao nhung c6 1€ sé sém thoi. Co la
nguoén thong tin ho tro trén Internet ctia toi va la chuyén gia tié€” p thi online
dang né. Ban c6 thé lién lac véi c6 4y qua dia chi e-mail agl@netrageous.com.

o Bgn st nh$n dup’c nhfi'ng quy%n shch mJnh ytu thich trong thtri gian

nhanh nhat cd the (trung b\nh chl trong vbng 24 gib’ dti v©i khu vp'c n [oi
thdnh TP.HCM).

https://thuviensach.vn
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