LI TUAN KIET
Ngusi dich: Nguyén Thi Thily Dudng

NHA XUAT BAN THANH NIEN



L.OI GIOT THIEU

Tai sao khach hang sé bi anh huéng?

Ban doc than mén, tredc khi bat dau doc cudn sach, hay vui l1ong nghiém
tdc tra 10i cau hoi sau:

Ban da tirng mua nhirng thit minh chwa thyc sy can dén chi vi nghe
theo 101 quang cao cia nhan vién ban hang?

Néu cdu trd 10i 1a Co, ban hdy thw hoi twéng lai mot chit hoan canh luc dy,
nhan vién ban hang da 1am thé nao dé co thé khién ban quyét dinh mua hang
chi trong mot khoang thoi gian ngan nhw vay?

Moi hanh dong trong cudc séng hang ngay cua ching ta déu bi chi phoi
bdi ndo bo. Tuy nhién, trong qua trinh tw duy, bo ndo cua ching ta lai thuwong
bi anh hwéng bai cac théng tin dugc dwa vao tir bén ngoai, tir d6 noé cé thé
dwa ra nhitng quyét dinh mang tinh boc dong.

Vay thi, mau chot cia van dé & day chinh 13, tai thoi diém do, nhan vién
ban hang da st dung phuwong phép gi dé quay nhiéu qua trinh tw duy binh
thwong ctia ndo bo, lam anh huwéng dén hanh dong mua hang cia ching ta?

Bang kinh nghiém ban hang nhiéu nam ctia minh, cling nhw dya trén
nhitng tai liéu nghién cttu chuyén sau vé tam li hoc trong ban hang, t6i da
phat hién ra rang, hau nhw toan bg cac nhan vién ban hang déu st dung 5
phuong phap duéi day dé tac dong dén hanh vi mua hang caa khach hang:

Phwong phap thit nhat la khién cho khach hang khong tién tir chéi va
dwa ra nhirng 10i hita hen ciia minh, tiv do “buoc” khach hang thyc hién
hanh vi mua hang, day ciing chinh la muc dich ma nhan vién ban hang
hwéng toi.

L4y mot vi du don gian thé nay: T6i muon héi ban mot van dé rat quan
trong, nhung lai khong dam chac ban sé tra 10i, viéc dau tién t6i lam sé la m@
10i héi: “Thwa anh, t6i c6 thé héi anh mot van dé duge khong a?”. Tridc mot
10i nho va lich sy nhw vay, ban thuong sé tra 16i: “Tat nhién la dugc!”.

Va mot khi ban da néi la “Pugc”, diéu dé c6 nghia la ban da dwa ra mot
16i hita hen va ban can phai chiu trach nhiém véi 10i hita d6 cia minh, khong
thé bién minh thanh mot ké tiéu nhan chi néi 16i ma khong biét git 161 dugc.
C6 thé nhitng cau hdi tiép theo cta toi sé khién ban phat y, nhung ma vi 16i
hita trir6c do, ban van can phai tra 10i.

Phuwong phap thit hai chinh la cac nhan vién ban hang sé danh vao
nhu cau caa khach hang, cung cap nhirng san pham phu hgp. Khi nhan
vién ban hang néi tring nhu cau cia minh, khach hang cé thé sé dwa ra
nhitng quyét dinh chong vanh.

Chang han nhw khi ching ta dang bu dau xoay s@ v6i cong viéc cia minh,
dot nhién lai c6 mot cudce dien thoai ti€p thi, phan ng dau tién caa ching ta
thwong la néi véi dau day bén kia rang: “To6i rat ban, khéng ranh”. Nhung néu
nhan vién ban hang do lai néi thé nay: “Néu nhw c6 mot cach cé thé giip ban
1ap tic tiét kiém dugc 30% chi phi dién thoai duwong dai ma khéng can phai
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dau tuv thém bat cit khodn chi phi nao khac, ban cé thé danh cho t6i chut thoi
gian dé gigi thiéu ngan gon vé n6 khéng?”.

Chi bang mot chut thay d6i nho nho, nhan vién ban hang da nhanh chéng
khoi goi dugc sy hitng tha cia ching ta, hwdng sy chu y caa ching ta vao
nhitng san pham ma ho ban. Néu ban héi nguyén nhan tai sao lai lam dugc
diéu nay, chang c6 gi khac ngoai hai chit “nhu cau” ca.

Phuwong phap thit ba chinh la cac nhan vién ban hang sé nhac nhé
khach hang cia minh rang, cé thé hién tai ban dang phai doi mat véi mot
s0 rui ro, mot khi nhitng rui ro nay tré thanh hién thyc, ching sé anh
hwéng dén cong viéc caa ban, tham chi con cé thé tré thanh méi de doa
to 16n dén sy an toan trong cudc song cua ban. Do vay, ching ta budc
phai dung mgt s6 bién phap dé tranh nhifrng rii ro nay, ma hanh dong
tranh rii ro do lai chinh la diéu ma cac nhan vién ban hang mong muén
dat dugc.

Phuong phap thit tw la nhan vién ban hang sé 1¢i dung nguoi khac
hoac sit dung sirc manh cia dam dong dé tac dong dén hanh vi cia khach
hang. Phai biét rang, hanh dong cia chung ta thwong xuyén bi anh
hwéng béi nguwei khac. Bang cach mwon nhitng danh gia cia nguoi khac,
nhan vién ban hang sé tao tac dong dén hanh vi mua hang cia ban.

Vi du nhw khi dang di dao pho, ching ta chgt nhin thay rat nhiéu nguoi
xép hang dé mua maot cay den diét muoi, vay la ching ta cling di theo xép
hang mua mét chiéc. Nhwng, liic mua né, lieu ban cé tirng nghi dén viéc liéu
chat lvgng caa chiéc den diet muoi nay c6 dang tin cay hay khong? Gia cua
no co ré hon so voi 6 trong siéu thi?

Chung ta thye hién hanh dong mua hang mu quang nay chu yéu dwéi tac
dong cua mot loai tam 1i dugc goi la tam 1i dam dong().

Phuong phap thit nam chinh la nhan vién ban hang khai thac nhwgc
diém trong ban chét con ngwoi. Ban biét day, ban tinh con ngudi ludn cé
mot mat nao do khong tét, mot khi bi kich thich, né sé tao ra nhitng hanh
vi tiéu ding ma khi ngim lal chiing ta khong thé nao hiéu néi.

Viéc thdo luan chi tiét vé 5 phuong phap ¢ dé co the nam bat dwgc tam li
khach hang néu trén chinh la noi dung c6t yéu ctia cudn sach nay.

Diéu cudi cung t6i can lam ro vdi cac ban chinh la bat ki 1i thuyét nao
cling c6 tinh hai mat: Uu diém va nhuge diém. Néu nhu ban la mot ngwoi tiéu
dung, sau khi doc cudn sach nay r6i, t6i hi vong tridc khi mé hau bao, ban
nén thit nghiém tic nghi xem: Thi*t ma minh dinh mua cé thyc sy can thiét
hay khong?

Néu ban 1a mot ngudi ban hang, t6i hi vong rang voi nhan cach cao dep
ctia minh, ban c6 thé st dung t6t nhitng ki nang ban hang ma tat cd moi nguoi
déu c6 the chap nhan da dugc mo ta trong cudn sach nay dé phat trién ‘dugc
mot thi truong rong 16n hon va tao ra doanh s6 ban hang tuyét voi hon.

Li TUAN KIET
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NGUYEN TAC THEP 1

KHIEN KHACH HANG NGAI TU CHOI VA TU bO
THUC HIEN CAM KET

CHUONG 1

“THUAT AN TINH”

CHIEN LUOC TAM Li KHIEN KHACH HANG
KHONG THE TU CHOI MUA HANG CUA BAN

Nguoi xwa thwong noi: “Co di co lai mdi toai long nhau.”

Tw duy nay da an sau trong dau 6c chung ta, khi biét ai d6 da bo céng stic
tién tai vi minh, tham chi chwa can suy xét, chiing ta da lap ttc hiéu rang phai
bao dap lai ho. Vay thi, khi tién hanh thic day quang ba san pham, liéu co thé
1gi dung tam li nay ctia ngwoi tiéu dung dé kich cau hay khong?

C6 thé 1ay gian hang tra trong cac siéu thi 16n lam vi du. Cac gian hang
bay ban tra doc 16i di trong siéu thi thuwong bo tri cac nit nhan vién bung mot
chiéc khay dat nhitng tach tra da pha san, nhiét tinh moi khach hang tham
quan mua sam trong siéu thi thuwong thic.

MGt thanh nién vira m@i mua xong cac vat dung thiét yéu thuong ngay cta
minh di qua thdy vay bén ghé vao nham nhi mot tach. Dya vao y thite “Co di
— C6 lai” ma chung ta vira mdi chia sé ¢ trén, bdi vi nguwoi nay da nhan dugc
mot sy phuc vu nho nho, cho nén khi ni* nhan vién kia moi anh ta vao trong
ngoi tham quan mot chit, vi tdm 1i can bao dap lai cia minh, kha nang anh ta
dong y la rat cao.

Va khi ngwoi thanh nién da ngéi xudng, nit nhan vién kia lai nhiét tinh pha
mot am tra nong moi anh, roi con gidi thieu chi tiét vé van héa udng tra cho
anh ta nghe, ca qua trinh nay c6 1é mat khoang 10 phut dong ho.

Van dé dugc dat ra lic nay chinh la, khi mot nhan vién ban hang c¢ thai
do cuc tot da ton dén 10 phat dé phuc vu nguoi thanh nién nhu vay, néu anh
ta khong mua hang, liéu anh ta c6 cam thay ay nay khong? Sau do, anh ta
nghi dén viéc sdm mudn gi minh cling s€ udng tra, thwong hiéu cta loai tra

nay ciing noi tiéng, mua mot chut cling chang sao, vi vay da nay sinh ra hanh
dong mua hang.

Nha tdm i hoc ndi tiéng Robert Cialdinid) d3 goi hanh dong “cho di —
nhan lai” nay la “c6 di c6 lai”, diéu nay c6 nghia la khi chiing ta nhan dwoc
diéu gi d6 tir ngwoi khac, can phai bao dap lai ho, néu khéng ching ta sé cé

https://thuviensach.vn


https://sachhoc.com

cdm gic t0i 161, va t6i nghi rang, dung hai chit “an tinh” dé hinh dung diéu
nay sé cang phu hgp vai thyc té hon.

Co thé giai thich mét cach don gian la chi can nhan bat ci thit gi hoac
su gitip do nao tir nguwoi khac, thi diéu dé da dong nghia voi viéc chung ta
da “mang mot mon ng an tinh”, ma thit da mang danh “ng¢ an tinh” thi
lai rat can phai den dap. Ngay nao con chwa “tra” dwgc “n¢ an tinh” thi
ngay do ban con cam thay trong long mang nang “ap lyc dao dirc” vo
hinh, cam giac nay kéo dai cho dén khi ban tra duwgc ng méi théi, cho dén
khi tra ng xong, ban mai c6 thé cdam nhan dugc mot sy “giai thoat”.
DPirng ¢ dia vi la nhan vién ban hang, ban c6 thé 1¢i dung duwgc tam li nay
cua nguoi tieu dung, day chinh la nhitng gi ma chwong “Thuat An tinh”
sé chia sé cung cac ban.

Vay nhan vién ban hang phdi lam thé nao mgi cé thé van dung dugc
“Thuat An tinh” dé dat dugc muc dich kinh doanh ctia minh?

THU NHAT, CAN PHAI PANH TRUNG NHU CAU CUA
KHACH HANG

Toi tin rang, tat ca chung ta déu tirng trai qua tinh huéng: B&i vi nhan
dugc sy gitup do cta nguwoi khac, dwdi ap Iyc cua tdm li can phai dén dap,
khién minh khong thé khong nhén 16i yéu cau ctia déi phwong, tir d6 phai chiu
nhitng ton that kinh té€ khong can thiét. Trai nghiém nay ciling sé gdy ra anh
huwéng tiéu cye khac, do 1a khién cho da s6 moi ngwoi hinh thanh mot loai
hanh vi quan tinh phéan xa cé diéu kién, titc la trong long sinh ra mot loai canh
giac d6i vai nhitng hanh dong gitp d& mién phi tit ngwoi khac.

Nhan vién ban hang can lam gi dé doi pho6 véi tam li dé phong cua khach
hang nhu vay?

Hay cung xem xét vi du sau:

Chuyén la thé nay, t6i mua bao hiém xe vao nam 2009 va hét han vao
thang Giéng nam 2010. Cudi thang 12 nam 2009, t6i nhan dwoc dién thoai twr
nhan vién ban hang ctia cong ty bao hiém. Bang ngén ti lich sw, ngudi nay
néi cdm on t6i lan tredc da mua bao hiém ctia cong ty minh, dong thoi thong
bao rang bao hiém xe cua t6i sap hét han va hoi t6i co muén gia han tiép
khong.

T lic vira méi nghe dién thoai, trong bung t6i khong ngtrng 1am bam:
“Lic mGi mua xe nam ngoai, minh da tham khdo y kién ctia dai li 6 t6 kia
xem nén mua bao hiém xe & dau. Lic do6 chi nghi, du sao minh cling da t6n
nhiéu tién mua xe nhw vay roi, du biét ro sé bi chdt chém mot chit, nhung vi
lwdi biéng nén ct dé dai 1i d6 gidi thiéu mua bao hiém cia céng ty bao hiém
nay ludn. Ai ngd khi dem chuyén nay ké lai cho dong nghiép thi bi ho cuoi
nhao. Thi ra bao hiém minh mua dat hon so véi ctia ngwoi khac t6i 30%.
Pbung la bat cong, bay gio sao minh lai c6 thé bj ltra tiép chi.” Cho nén t6i tic
gian dap dién thoai luén, tham nghi: “Mudn goi dién ti€p thi bao hiém nita a,
chang cé ich gi véi t6i dau.”

M4y ngay sau, t6i lai nhan dugc dién thoai tir nhan vién clia mot cong ty
bao hiem khac. Biét trudc 1a ho goi dién tiép thi bao hiém nén khi vira bat
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may, toi da chuan bi néi may cau tir choi khéo. Ai ngo lan nay ho khong ban
bao hiém, nhan vién moi gidi cho biét, hién nay cong ty bédo hiém dang trién
khai mot chién dich tdng thé wu dai cttu hd mién phi cho khach hang. Trong
vong 6 thang, chu thé wu dai c6 thé hwdng dich vu citu ho mién phi trong khu
vure dwong vanh dai thanh phd, anh ta héi xem t6i c6 quan tdm dén tam thé
nay khong. T6i vira nghe dén dwgc mién phi la hao hitng ngay, cho du la thi
minh khong thich cling chang sao, bdi vay toi da cung cap day da théng tin
dia chi cia minh cho nhéan vién cong ty bao hiém. Nhan vién nay c6 vé ciling
rat thodi mai, sau khi xac nhan day du dia chi r6i thi ciip mdy. Hai ngay sau,
qua nhién t6i da nhan duwgc mot tam thé wu dai citu hd, kiém tra thong tin
huwéng dan trén thé mot chat, t6i cam thay minh da 10i to.

Ngay thit ba sau khi nhan dwgc thé, nhan vién ban hang do6 lai goi dién cho
t6i, hoéi t6i da nhan dwoc thé wu dai cttu ho chwa. Anh ta ndi, anh ta goi dién
cho t6i thit nhat 1a xac nhan xem t6i da nhan dwoc thé hay chwa, thit hai la
nhac t6i rang cho du t6i c6 mua bado hiém & cong ty anh ta hay khéng thi tam
thé nay van c6 hiéu luc trong sau thang tdi. Pugc cham séc t@i mitc nay, toi
con noi duwgc gi nita day, chi c6 thé nhiét tinh néi cdm on, sau do6 cap dién
thoai. Sau khi nghi dén cong ty bao hiém ma t6i tirng tham gia triwedc kia, moi
khi gdp ai do, toi da khong thé khong néi véi ho, xem cong ty bdo hiém nay
tot chua.

Khi chi con mot tudn nita la dén ngay bao hiém xe cua toi hét han, nhan
vién ban hang cua céng ty bao hiém lai goi cho t6i mot 1an nita, néi rang anh
ta biét bao hiém xe cua toi sap hét han roi. T6i voi vang hoi tai sao anh ta lai
biét, d6i phwong cuwdi noi: “Anh dirng dé y dén chuyén nay, bay gio t6i sé
cung cdp cho anh bang bao gia cac goi bao hiém dwa vao nhitng ghi chép vé
tinh trang bao hiém xe ctia anh trwdc day, anh c6 thé so sanh vai bao gia cta
cac cong ty bao hiém khac dé xem c6 mudn chon dich vu cta cong ty ching
toi hay khong.” Véi hai lan lién lac treéc do, toi nghi rang minh chang cé li
do gi dé tw chdi, cho nén, t6i da bao nhan vién bado hiém nay mang bang bao
gia tdi, du sao thi t6i cling phai mua bao hiém ma. T6i cling nhanh chong goi
dién cho nhitng cong ty bao hiém khac, héi vé gia ca va dich vu. Cudi cung
thdy rang, mac du gia ca nam nay cia cong ty bao hiém nay khong ré bang
nam ngoai, nhung so sanh vGi nhitng cong ty bao hiém khac thi van thap hon
tr 5% dén 8%.

TGi biét, toi dd mac “bay” ctia cong ty bao hiém nay ro6i, nhan vién ban
hang kia chi mat c6 ba cu dién thoai, t6i da tré thanh khach hang cta anh ta.

Trong tinh huéng nay, li do quan trong nhat khién viéc ban hang dién ra
thuan lgi chinh la viéc khach hang nhan thé citu hg mién phi. V&i mét chu xe
ma noi, ro rang la dich vu nay rat hap dan, bdi vi do cling chinh la nhu cau
cua ho.

N6i cach khac, diém mau choét trong “thuat An tinh” chinh 1a phai tim
duwgce ding nhu cau cta khach hang, hon nita con phai cung cap ding lic. Khi
khach hang c6 nhu cau, cho du trong ltic nhan wu dai tir nhan vién ban hang
ho c6 ban khoan di chang nita, thi sau khi suy xét dén tinh hinh thyc t€, trong
long ho ciing sé ty thuyét phuc chinh minh chap nhéan. Ho s€ ty nhi véi minh
rang, cung lam thi khi c6 co hdi sé bao dap lai an tinh nay cua ngudi ta la
dwgc, ma day lai chinh la mong muén ctia nhan vién ban hang.
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Tuy nhién, vé phia cac nhan vién ban hang, phai lam thé nao méi c6 thé
xac dinh dugc nhu cau ctia khach hang? Chia khoa nam & chinh sy hiéu biét
vé khach hang. M6i ngwoi déu c6 cong viéc riéng cta minh, vi du nhw t6i lam
cong viéc dao tao, nhan vién ban hang cung cap dia CD chuong trinh dao tao
cho t0i, gia tri tuy khong cao nhung toi lai rat thich no, béi vi toi thuc sw co
nhu cau nay; vo toi lam cong viéc quan li nguon nhan lyc, tang c6 ay bo sach
vé quan li nguon nhan lyc, co dy sé rat hoan nghénh.

Vi vay, trede khi tang an tinh cho nguwdi khac, can phdi lam mot cudc diéu
tra dé tim hiéu nhu cau cua khach hang, sau d6 méi “dung bénh boc thudc”,
tw nhién sé c6 dugce két qua tot.

THU HAIL KIEM SOAT MUC PO AN TINH BE KIEM SOAT
CHI PHI

T tinh hu6ng trén, ching ta cé thé nhan thay ro rang, phwong thitc trao
tang an tinh dé khién khach hang phai gdnh mot mén ng tam li 1a c6 ich véi
nhan vién ban hang nhw thé nao. Tuy vay, ching ta phai tinh dén mot van de,
chinh la tang an tinh cling can mot khoan chi phi, néu chi phi bé ra so véi lgi
nhuan thu ve 1a “mot tién ga ba tién thoc” thi dwong nhién khong thé ap dung
phuong phap nay.

Van dé can thao luan tiép theo chinh la nhan vién ban hang can phai lam
thé nao dé co thé kiém soat mot cach hiéu qua chi phi can phai bo ra cho viéc
tang an tinh, dé t d6 dat duwgc hiéu qua ban hang t6t nhat? Kinh doanh la
phai dung chi phi nhé nhat, véi téc do nhanh nhat dé dat dwgc nhitng 1gi ich
toi da. Néu chi phi bo ra qua 16n sé lam hao phi ca tai san, thoi gian quy bau
va cong strc cia nhan vién ban hang, day la mot cach lam vo trach nhiém, bat
luan la vGi cong ty hay v6i chinh nhan vién ban hang.

Chung ta hdy cung xem xét tinh huong dwdi day:

Toi c6 mot ngwoi ban lam & bo phan Tiép thi cia mot cong ty Thyc pham,
anh 4y da ké cho t06i nghe mot cau chuyén rat tha vi.

Chuyén la thé nay, trudc day cong ty nay o to chitc mot hoat dong quang
ba 16n tam c& qudc gia: tién hanh mot dot an thir mién phi song song vai viéc
ban san phdm & cac siéu thi 16n hodc cac trung tim mua sim trén ca nwdc.

Diém la chinh la: day 1a mot hoat dong thdng nhat trén quy m6 toan qudc,
san pham cua cong ty nay cling thudc hang cao cap, ve li thi viéc quang cdo &
cac thanh phd hang trung tré lén sé dat hiéu qua tot hon, bdi vi mic tiéu dung
cta khach hang & cac thanh pho bac trung sé manh mé hon va cling phu hop
v6i dinh huéng san pham cta cong ty hon. Tuy nhién, két qua thyc t€ cta dogt
quang cdo nay lai hoan toan trai véi mong doi, cang & nhitng thi trdn nho xa
x0i thi ti 1€ % hiéu qua cua dgt quang cao lai cao hon mot chut, tai sao vay?

Thi ra, mdc du mtc tiéu dung cua khach hang ¢ cac thanh phé 16n va
thanh pho bac trung cao, nhung ttr 1au ho da qua quen vdi hinh thitc ném thw
mién phi nay, ngay nao trong cac siéu thi chéang co6 vai doanh nghiép khéc
nhau st dung phwong thitc ban hang nhv vay. D6i véi ho, viéc t6 chic an the
la chuyén ma nha san xudt dwong nhién nén lam. Néu da la chuyén nha san
xuat nén lam thi khi khach hang an tht, ho cling khong hé cam thay ng “an
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tinh” chi vi an d6 cta nha san xuat nita, cang khéi can ban tGi tdm li vi muén
bao dap ma bé tién ra mua may géi doé an.

O nhitng thj trdn xa x6i hon thi khac, nhitng nha san xudt xtc tién viéc an
thir mién phi nay ¢ day qua it. Bdi vi 6 rat nhiéu khach hang chva timg gap
dugc chuyén thé nay trudc day, cho nén sau khi dugc thudng thire do an mién
phi, khach hang sé& cam thay c6 chiit ngai ngling, sé& can nhac mét chiit viéc du
sao minh cfing an do6 ctia ngudi ta réi, hon nita mui vi cling khong té, mua
mot, hai tdi cling la chuyén binh thuwong.

Mong cac ban chu y ki, sau khi khach hang dwgc thwéng thivc d6 an mién
phi, viéc “cé hay khong cam giac ngai nguing” chinh la diém quan trong tao ra
si khac nhau trong hiéu qua cta chuwong trinh khuyén mai. Ma viéc “co hay
khong cam giac ngai ngung” co6 nghia la trong long khach hang c6 sinh ra
cam giac ay nay hay khong, la do khach hang danh gia nhitng chuyén nhu vay
rot cudc c6 phai chuyén dwong nhién hay khong. Khi ma ai cling lam nhw vay,
ban lai di st dung mot phwong phap twong tu, thi sé khong thé khién khach
hang cam thay ng “an tinh”. Khi ma nhitng ngwoi khac khong lam nhung ban
lai bé thém chi phi ra lam cho khach hang, thi khach hang mdi cam thdy “ng
an tinh”, r6i méi “bao dap” lai ban.

No6i cach khac, muon khién cho khach hang thuc sy cam thdy ng “an tinh”
thi diéu quan trong la ban can phdi tang an tinh trwéc cadc nhan vién ban hang
khac, hodc tang nhiéu hon so v4i mic ma nhitng nhan vién ban hang khac bé
ra & thoi diém hién tai. Chi can ban bé ra nhiéu hon so véi gigi han ma khach
hang cho la chuyén dwong nhién, ban sé cé thé khién cho khach hang ndy sinh
tam li muon bao dap, va day ciing chinh la mic do chi phi danh cho an tinh
thich hgp nhat ma nhan vién ban hang can nam virng.

Giai thich ngan gon 1a, lam t6t hon doi tha canh tranh mot chut, vay la da
roi. Bo ra qua nhiéu “an tinh”, hoan toan khong can thiét. Nhung néu bo ra
qua it “an tinh”, sé khong thé dat dwoc két qua mong mudn.

THU BA, NHUNG LUU Y QUAN TRONG TRONG VIEC
TRAO POI AN TINH

Bdi vi viéc tao ra an tinh quan trong nhu vay, cho nén trong qua trinh lién
lac v6i khach hang, du la c6 y hay v6 tinh thi hau hét cac nhan vién ban hang
déu st dung ki xdo tam li nay. Sau nhiéu nam quan sat, t6i thdy rang c6 ba
diém chinh ma ching ta can dac biét lwu y, cu thé nhw sau:

1. Luvu y nhan manh tinh tran quy cua an tinh

Trao d6i an tinh c6 mot nguyén tac rat quan trong, do la nguyén tac “cé di
c6 lai”. Vi dy, ban va t6i khéng hé quen biét, cang chang c6 chut quan hé nao,
nhung ma vai ngay tredc ching ta lai vo tinh gdp nhau, tinh co tro chuyén
may cau, dén gio an trua ban lai bat ngd moi toi mot bita, tinh tién ra cling ton
dén gan 100 té. Sau do, ching ta gap lai nhau mot 1an nita, ban cé biét dieu
dau tién trong long toi nghi dén la gi khong?

Néu phan doan theo 1€ thwong tinh thi ban c6 thé biét dugc rang, nhat dinh
t0i sé nhac nhd ban than can phai maoi lai ban mot bita. Bong thai, ltic mai lai
ban, t6i cling sé can nhac mot chiat dén chi phi cu thé, néu ton qua nhiéu tién
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t0i sé cam thay xot rudt, hon nita, cling khong can thiét phai tén qua nhiéu
tién nhw vay, chi c6 mot bita com thoi ma; tuy nhién, néu ton qua it tién thi toi
sé cam thay kho xw, vi nhu vay sé chitng té toi qua keo kiét, that xau ho véi
bita com lan tréc ban mai t6i an. Cho nén, tong chi phi cho bita com mai
ban 121}111 nay cua t6i nhat dinh phai bang hodc nhinh hon Ian treéc ban moi téi
mot chut.

Nguyén nhan t6i moi lai ban chinh béi vi ban da tén trong t6i tredc. Doi
v6i nguwoi phvong Bong, moi ngwoi khac an com 1a mot trong nhitng biéu
hién t6t nhat ctia sw ton trong, ban tén trong toi, di nhién la toi phai né mat
ban r6i. Cho nén, néu khong moai lai ban, du xét vé tinh hay vé li déu la diéu
khong thé chap nhan dugc.

Duva trén tiéu chi bao dap ngang bang hoac cao hon, nén tong chi phi cho
treong hop lan nay vao khoang 120 té la tot nhat. Chi phi trd ng an tinh qua
cao, ban than ching ta khong lam dwgc; ma chi trd ng an tinh qua thap lai
khong phu hgp v6i gia tri cia ching ta chut nao.

No6i cach khac, theo truyén théng dao dirc cia ching ta, néu ching ta nhan
qua cua ngwoi khac thi chiing ta can phai dap 1€ lai, ma gia tri qua dap 1é can
can cit theo gia tri mén qua ma doi phuong da tang cho chiing ta. Dya theo
nguyén li nay, néu nhan vién ban hang cé thé st dung mot so cach thong minh
de khong can phai gia tang chi phi ma van c6 thé lam tang gia tri an tinh mot
cach hop li, thi sé c6 dugc gia tri bao dap cao hon rat nhiéu. DBay chinh la yéu
t0 then ch6t ma ching t6i mudn nhan manh trong tinh tran quy do hai chit an
tinh mang lai.

Du6i day la mot vi du don gian. L.a mot chuyén vien nganh dao tao, toi
thtra biét viéc tang dia VCD bai gidng cua gido vién cho khach hang c6 y
nghia quan trong thé nao doi véi viéc dao tao noi bo va ca viéc thic day mé
16p. Nhung cung mét chiéc dia VCD c6 gia 1,2 té, khi st dung cac cach thirc
khac nhau dé tang cho khach hang, lai c6 thé mang dén nhitng hiéu qua hoan
toan khac biét.

Chung ta hdy cung xem cach gidi thiéu bén duai:

Nhan vién ban hang: “Quan li Truong, dé giup anh hiéu r6 hon vé
chuong trinh giang day cua thdy Han, t6i xin dwgc gui t6i anh mot dia video
bai giang trudc dé cta thay do cong ty chuan bi, anh xem roi lién lac vGi
chung t6i, duwgc khong?”.

Khach hang: “Pugc, ban gti dén di.”

Bay gio, hay cung xem mot cach gidi thiéu khac:

‘Nhan vién ban hang: “Quén li Trwong, lan trude anh c6 ndi mudn biét cu
thé hon vé chwong trinh gidng day cua thay Han, nhung néu chi thong qua céc
tai liéu gidi thiéu s lwgc thi khong thé nam rd dwgc, cho nén toi da nghi ra
mot cach, hom nay t6i dac biét goi dén dé cho anh biét!”.

Khach hang: “Cach gi vay?”.

Nhan vién ban hang: “T6i nghi, néu xem qua video bai gidng cta thay
Han, anh s€ c6 thé hiéu r6 hon ve chuong trinh gidng day cua thay. Nhung vi
li do ban quyén ma thay Han hiém khi chia sé video, cho nén, hém qua t6i da
dac biét goi dién thoai cho trg li ctia thay Han dé xin mot s6 video bai giang
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cta thay cho anh, nhu thé thi anh sé c6 dwgc mot cai nhin triec quan hon, anh
thay c6 diung khong?”.

"’

Khach hang: “Pung vay, néu c6 video thi sé dé hiéu hon nhiéu!

Nhan vién ban hang: “Vang, sau khi nhan duoc video, t6i cling da chinh
stra gitip anh mot chut, phan thi hai ctia video nay chinh la phan tinh hoa nhat
trong bai giang cta thay Han lién quan t&i viéc lam thé nao dé xay dyng mot
nhom lam viéc dat hiéu qud cao. Lan tredc anh cé néi bo phan ctia anh méi
duwgc thanh 1ap va khong duwgc doan két 1am, ma phan nay lai n6i vé cach lam
sao dé co thé that chat tinh than doan két ctia nhém, t6i nghi sau khi xem
xong roi, anh khong chi c6 thé hiéu ro dugc phuwong phéap gidng day cda thay
Han, ma hon nita, né con c6 thé gitip d& phan nao cho thuc té cong viéc cta
anh.”

Khach hang: “T6i nhat dinh sé xem that ki! Cam on cau nhiéu lam!”.

Cung la mot chiéc VCD, nhan vién ban hang dau tién khong hé giai thich
thém gi, ma chi ct thé gtri thang dén cho khach hang. Nhan vién ban hang thit
hai thi lai té & minh khéong chi bé thdi gian tim kiém, ma con t6n thoi gian
giup khach hang chinh stra, thém nita la dia VCD nay rat phu hgp véi nhu cau
thue té cta khach hang, c6 thé giai quyét duwgce nhitng van deé lién quan dén
viéc xay duyng tinh doan két trong tap thé ma khach hang quan tam. Néu ban
la vi khach hang ay, sau khi so sanh hai cach gigi thiéu nay, ban sé cam thay
thé nao?

Néu ban danh gia cach lam ctia nhan vién ban hang thit hai cao hon, vay
thi ban hay suy nghi ki them mot chut, cach lam ctia nhan vien ban hang thw
hai chi thay doi mot chit phwong phéap gidi thich, chang ton thém chit chi phi
nao, da co thé khién cho tinh tran quy cua an tinh gia tang thém rat nhiéu, tw
dé6 hi vong veé s bao dap cia khach hang cting 16n hon rat nhiéu.

2. Kin dao thé hién nhitng no lyc minh bé ra

O phan trudc, chiing toi da chia sé vé viéc mot cong ty thuc pham tién
hanh hoat dong an thi mién phi, ma két qua thu dwgc & nhu’ng thanh pho bac
trung lai khong dugc kha quan cho lam. Nguyén nhan chu yéu la do khach
hang tai nhitng thanh phd ay thwdng xuyén tiép xdc vai nhitng hoat dong kiéu
nay, nén da qua quen véi ching roi.

Nhung gia st ciing cung la ¢ thanh phd bac trung, cung hoat dong an thit
mién phi, ‘cung mot khach hang, nhung diém khéac nhau duy nhat la dia diém
an thtt, mot ben thue hién & cac siéu thi 16n, bén con lai thi mo mot gian hang
ngay trén du’dng pho xin hoi ban mot cdu, sau khi an the mién phi, khach
hang & dia diém nao sé c6 kha nang mua vé cao hon day?

Khong con nghi ngd gi nita, chinh la khach hang an thir mién phi tai cac
gian hang trén pho. Li do rat don gian, dn thit trong siéu thi thuong do cac nha
san xudt tryc tiép t6 chitc, chi mot chuit chi phi nhu vay doi voi ho chéng dang
la bao. Nhu’ng v0i cac gian hang trén pho, t6 chic a dn the mién phi la mot hinh
thitc 6 thé khién nguoi ta chiu 16, néu ban da an mién phi ctia ngwoi ta r6i ma
lai khong mua mot chut thi khong hay lam.

Twong ty nhu vay, khi thiét 1ap moi quan hé trao doi an tinh v6i khach
hang, néu dé cho khach hang c6 cam giac viéc lam cia ho déu do nha san
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xudt ho trg, thi c6 1€ khach hang sé chang c6 chit cam giac ay ndy nao.
Nhung néu khach hang c6 thé cam thdy dwgc tdm huyét ban bo ra la sy co
gang cta chinh ban than ban, thi tinh huéng sé hoan toan thay doi.

Trong doan doi thoai phia trén, nhan vién ban hang thit nhat néi: “T6i xin
dugc gwri t6i anh mot dia VCD bai gidng tredc do caa thay do cong ty chuan
bi”, con nhan vién ban hang thit hai lai bay t6: “Hom qua t6i da dac biét goi
dién thoai cho trg li ctia thay Han dé xin mdt s6 video bai giang ctia thay cho
anh”, “sau khi nhan duoc video, toi cling da chinh stra giip anh mét chut”,
néu ban la khach hang, c6 phai ban ciling cé nhitng cam giac hoan toan khac
nhau khong?

Lai thém mot vi du don gidn nita. Hién nay c6 rat nhiéu cong ty t6 chitc
hoat dong mua hang tdng qua. Néu ngay tir dau da thong bao vadi khach hang
rang “mua bat ct chiéc tivi nao cling dugc tang mot cay quat dién” thi khach
hang sé cho rang, quat dién la thit tat nhién ho sé nhan dwgc. Nhuwng néu cac
nhan vién ban hang néi véi khach hang rang, hién tai gian hang cta ching t6i
khong tham gia vao hoat dong mua hang tang qua cta cong ty, nhung nghi
dén viéc quy khach da ung ho ching t6i, dé cdm on quy khach nén toi da dac
biét goi dién thoai cho lanh dao cong ty dé xin tang cho quy khach mot chiéc
quat dién, xin hoi ban rang, néu ban la khach hang, ban c6 biét on nhan vién
ban hang nay khong?

3. Cham soc va huéng dan khach hang con quan trong hon ca vat
chat

Nhiéu nhan vién ban hang cho rang, muon tang an tinh thi can phai ho trg
bang hién vat. Tuy nhién, trong thuc té qua trinh ban hang, cung cap dich vu
cham séc cho khach hang, hoac gitip d& khach hang bang viéc hwéng dan,
cung c6 tu twdng doi khi con tao ra hiéu ng tot hon rat nhiéu so véi tang hién
vat.

Chung ta hdy cung xem xét tinh huong sau day:

Truong Kiét 1a nhan vién ban hang caa mot website kinh doanh ndi dia, cu
thé 1a cung cdp cho khach hang mot san giao dich tryc tuyén mlen ph1 Va san
pham ma doi ngii nhan vién ban hang clia website nay cung cap cho cac
website khac chinh 1a mot dich vu c6 tén 1a “Tin Thanh Thong”, khach hang
chi can tra mot mic phi vao khoang 1.980 té mdi nam 1a c6 thé trd thanh hoi
vién ctia “Tin Thanh Théng”, dwgc xuat hién & cac vi tri ¢au trong bang xép
hang tim kiém ctia website, gian hang dwogc hién thi chi tiét hon, dwgc chiing
nhan, xac thuc. Puong nhlen sau khi trd thanh hoi vién | dong ph1 ban c6 thé
du’cjc huwéng dich vu quan trong nhat ctia website 1a quyén truy van mua. Diéu
nay cé nghia la, ban cé quyeén kiém tra thong tin mua hang va nhitng thong tin
cu thé ctia ngudi mua.

Nhung dich vu ma cong ty nay cung cap néu so sanh vdi nhitng dich vu
cung loai cia cac cong ty khac tren thi treong vé ban chat khéng c6 nhiéu
khac biét. Cho nén khach hang lya chon san giao dich nao ma chang giong
nhau, diéu nay da mang dén mot thach thirc rat 16n cho cac nhan vién ban
hang.

Bai vi website nay thudc loai website kinh doanh cho phép khach hang
dwoc dang ki thanh vién mién phi, cho nén hiu hét cac nhan vién ban hang
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khi giao tiép v&i khach hang lan dau tién déu cam on khach hang, sau dé bay
to6 dé gitp cho khach hang c6 thé pho bién rong rdi hon cac san pham cua
minh, ho sé tang thém nhiéu loai dich vu mién phi khac, chang han nhw gri
thong tin DM(2) mién phi... vGi hi vong khach hang sé c6 an tugng tot voi
minh, va sau dé sé la cong viéc m@ duong dé ban san pham cta ho.

Tuy nhién, mau chdt & day chinh la hau hét cac nhan vién ban hang déu
dwa theo 16i mon nay dé giao tiép vdi khach hang. Khi cac nhan vién ban
hang cung cdp du cac loai dich vu mién phi khac nhau, khach hang sé cho
rang dé co 1é la mot phan cua hoat dong thwong mai ma website nay cung
cap, cho nén, ho sé khong vi thé ma that chat moi quan hé qua lai.

Nhung Treong Kiét lai tién hanh cong viéc theo mot cach khac, lan dau
tién goi dién thoai cho khach hang, anh khong hé dé cap chiit nao dén san
pham, ma lai thwc hién mot s6 cac dich vu khac ma cac nhan vién ban hang
khac khong hé lam cho khach hang, chang han nhw gitip khach hang stta doi
san pham chinh, cai thién cach bo tri gian hang, dwa ra cho khach hang cac y
twdng trinh bay sao cho cac san pham dwgc pho bién rong rai hon (khach
quan ma néi, nhitng kha nang nay can phai c6 mot trinh do chuyén nghiép can
ban mai lam dugc).

Sau lan dau nhan dugc sy phuc vu rat chuyén nghiép cua Trong Kiét, an
twgng dau tién ctia khach hang vé nhan vién ban hang nay sé vo cung tot.
Thém vao do, chi mot ca dién thoai chwa thé néi ré rang duwgc qua nhiéu
chuyén quan trong, ma nhitng tw van ay cta Trwong Kiét lai rat hitu ich véi
khach hang, cho nén, vé can ban, khach hang sé khong thé tir ch6i cudc dién
thoai ti€p theo cua Trwong Kiét.

Va & lan lién lac tht hai, thit ba, thdm chi 1a & ca 1an lién lac th? tuw,
Truong Kiét van tiép tuc cung cap cho khach hang nhitng tu van can thiét dé
thic day kinh doanh trén mang, ma tat ca nhitng viéc nay déu duwgc anh gitp
do rat vo tw (trén thye té, cang gitip do vo tw bao nhiéu, thi y thitc mudn bao
dap caa khach hang cang manh mé bay nhiéu).

Va cudi cung cling dén mat luc, cé 1€ la do khach hang chu dong mudn
tham khao vé van dé truy van thong tin ngudi mua (du sao thi trong cac thong
tin ma Trwong Kiét tw van cho khach hang, van dé truy van thong tin nguoi
mua ciing la deé tai khong thé tranh khoi), hodc cé 1&é Trwong Kiét da vo tinh
de cap den deé tai nay, cuoi cung lai khién cho khach hang thwc hién hanh
dong mua hang.

Truong Kiét da cung cap thém nhitng dich vu ngoai cac dich vu ma nhan
vién ban hang khac cung cap, hon nita, nhitng dich vu bé sung nay lai la
nhitng thi rat can thiét v4i khach hang. Nhitng gi Truwong Kiét bo ra da khién
cho khach hang v6 ctuing biét on, trong diéu kién la cac san pham c6 ban chat
twong tw nhau, dia vao tam li muon bao dap, khach hang lwa chon san pham
cua anh cting la chuyén dwong nhién.

Vay la cach lam nay cia Trewong Kiét néu so véi cach lam ctia nhitng nhan
vién ban hang khac thi khong hé ton thém chut chi phi nao, hoan toan chi
bang vai 10i tw van va dé xuat cho khach hang, nhung lai c6 thé dat dugc
nhitng két qua ma cac nhan vién ban hang khac khong thé nao dat dugc.
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THU TU, TAC DUNG CUA AN TINH TRONG QUA TRINH
DAM PHAN

Ban hang chinh la qua trinh dam phan giita nhan vién ban hang va khach
hang, ca hai bén déu muon thu 1gi vé minh. Qua trinh nay dién ra cho dén khi
hai bén déu dat dugc nhitng 1gi ich can bang thi m&i nging lai.

Gan nhu tat cad nhitng cudn sach hodc cac chuwong trinh gidng day vé ki
nang dam phan chuyén nghiép, déu dé cap dén mat loai ki xdo goi la “nhwong
bo”, tirc 1a mot bén nao do sé bat dau tw ti ha thap nhitng yéu cau ctia minh
trwdc khi bén kia chinh thitc dwa ra 16i tw chdi dap ng cac diéu kién ma doi
phuwong dé xuat.

“Thuat An tinh” ciing c6 thé giai thich bing ki ndng “nhwong bo”. Chiing
ta hdy twéng twgng mot chut, gia st hom nay c6 mot ngudi “nhuwgng bo” ban,
vay chang phai la ban cfing nén “nhwong bd” lai hay sao?

Vi du, theo lich trinh cong viéc binh thuwong, ngay mai ban sé dugc nghi,
ding lic nay lai c6 mot dong nghiép t6i tim ban, néi rang vi c6 mét s6 li do
nén mong ban lam viéc thay anh ta vao ngay mai. Diéu nay r6 rang sé khién
ban bai roi, trong lic ban con dang do dv, dong nghiép nay lai noi chi can sau
gi0 lam viéc hom nay, ban bo ra khodng ntta tiéng dong ho giup anh ta xr li
gidy to 1a ban da c6 thé  giup anh ta viéc nay roi. Trong tinh huong nay, sau
khi hoan thanh c6ng viéc ngay hom nay ctia minh, c6 phai xac suat ban lam
thém gio nita tiéng nira la rat cao khong?

Ching ta cé thé phan tich tinh hu6ng nay mot chit. Gitta hai yéu cau “lam
thay mot ngay” va “lam gilp ntta tiéng” ma dong nghiép cta ban dua ra dd co
mot sy nhu’dng bo rat 16n. Can ci theo nguyeén li cua “Thuat An tinh”, d6i véi
nhu’ng g1 nguoi khac “bé ra” ban can tra lai mot phan “bao dap”, cho nén,
mic du c6 vé ban chi thye hién mot sy “nhwgng bo” rat nho, nhu’ng biét dau
day lai chinh 1a cai ma dong nghiép clia ban dang mong dgi ciing nén.

Bay gio chiing ta thit mot phép so sanh, néu nhw hém nay dong nghiép kia
cta ban tryc tiép dua ra “yéu cau” (nho lam thém ntra tiéng dong ho) thi kha
nang ban dﬁng y c6 cao kh()ng'? Va néu nhv tredc tién dong nghiép cta ban
da duwa ra mot “yéu cau” ma ban sé rat kho chap nhan (lam giup mot ngay)
roi sau d6 m@i dua ra mot “yéu cau nho nho” (chi giip lam thém nira tiéng
hom nay thoi), gitta hai tinh huéng nay, sé c6 bao nhieu phan tram kha nang
ban dong y gitip mot tay?

N6i cach khac, néu ban mong muén ngudi khac dong y mot yéu cau cia
minh, bang viéc ap dung phuong phap tuwong tw nhu trén, rat cé thé sé khién
cho x4c suat thanh cong cua ban cao hon rat nhiéu. Biéu nay c6 nghia la, dau
tién ban nén dwa ra mot yéu cau twong doi 16n, tham chi la yéu cau cé thé
khién d6i phwong cadm thay kho ma thye hién dugce va sé ti choi. Lic nay,
ban tiép tuc dwa ra mot yéu cdu c6 do kho nho hon nhiéu so vdi yéu cau trude
d6. Bai vi doi phu’dng s€ nghi rang, yéu cdu th hai nay cua ban da la rat
“nhwgng bd” so v4i yéu cau dau tién roi, cho nén, d6i phuong sé hinh thanh y
nghi muon dén dap lai, v6 tinh ho da tao ra mot sy “nhuwgng bo” va dong y
v&i yéu cau c6 vé rat nho thit hai cia ban, ma day méi chinh la y do thuc sw
cua ban.
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Hay két hgp véi mot treong hop giao tiép thye té, phan tich mot cach chi
tiét hon, ban sé hiéu, cac nhan vién ban hang dwa ra mot yéu cau 16n vao thoi
diém thich hgp, sau dé t tw rit lai thanh mot yéu cau nho va da dat dwgc cam
két cta khach hang nhu thé nao. Vi du cu thé nhw sau:

Tinh hu6ng dat ra la khach hang da dong y mua mot hé thong thiét bi.
Nhuwng doi véi nhan vién ban hang ma néi, ho can phai nam bat thoi co dé c6
thé ban thém cac san pham lién quan, nghia la thuyét phuc khach hang lwa
chon thém cac hgp dong dich vu phu hgp sau ban hang, nhw vay khéng chi
dam bdo cho khach hang st dung sdn pham dwgc an toan hon, ma con c6 thé
nang cao lgi nhuan cho céng ty, nhan vién ban hang ciing c6 thé nhan dugc
thém tién hoa hong.

~ Gia cua hgp dong dich vy la 200 t& moi nam, rét cudc thi phai 1am thé nao
dé c6 thé ban dwgc hang, ching ta hdy cung quan sat phwong an thi nhat sau:

Khach hang: “Bao gio cac anh c6 thé giao hang?”

Nhan vién ban hang: “Trong vong mat tuan, chung toi sé giao hang dén
tan nha. Hién nay ching t6i dang phat trien mot loai dich vu dam bao mdi, cu
thé 1a, trong qua trinh st dung ma anh gap bat cit van dé gi, chiing toi c6 thé
bao hanh cho anh, ddm bdo anh mua yén tam, ma dung cling thoai mai!”

Khach hang: “That sao? Dich vu hay day, c6 thu phi khong?”.

Nhan vién ban hang: “Hién tai c6 thu phi 1a 200 t€ m6i ndm, néu anh
thay phu hop, toi co thé giup anh dang ki, dong thoi cling sé tang thém cho
anh m&t phan mém diét virus mién phi, anh thay thé nao?”.

Khach hang: “Vay a, hay la ctt dé toi sit dung mot thoi gian roi, Iic nao
can t0i sé goi cho anh nhé!”.

»
.

Nhan vién ban hang: “.

Bay gio, ching ta hdy cung xem mot doan doi thoai ma nhan vién ban
hang co st dung ki xao “nhuong bo” thong minh cia “Thuat An tinh”, dé
cubi cung c6 thé thuan lgi ban hang sau day:

Khach hang: “Bao gio cac anh c6 thé giao hang?”.

Nhan vién ban hang: “Trong vong mot tuan, ching toi sé giao hang dén
tan nha cho anh. Néu khong lam dnh hwéng dén thoi gian cta anh, t6i muén
nhac nhé anh mét s6 chi tiét can lwu y trong qua trinh st dung san pham.”

Khach hang: “Pugc dugc, cdm on nhiéu!”.

Nhan vién ban hang: “biéu tht nhat anh can chu y khi st dung la phai xa
hét pin trong lan st dung dau tién, cho dén khi n6 tw dong tat méi théi, dong
thoi, ¢ 1an sac pin dau tién, anh can sac du 8 tiéng, lam nhw vay mdi co thé t6i
da hoa viéc kich hoat cac phan tir cuia pin, kéo dai tuoi tho sit dung cua pin.
Céc lan sac tiép theo, anh chi can sac khoang tir 2 dén 3 gio la dugc, khong
biét t0i noi vay da ro rang chwa?”

Khach hang: “R0 r6i, toi cling ghi lai r6i!”

Nhan vién ban hang: Diéu thit hai anh can lvu y chinh la...”

Khach hang: “A, anh cho chat, t6i ghi lai da!”
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_ Nhan vién ban hang: “Vang, ding roi, diém thit ba anh can lvu y chinh

la »

Khach hang: “Thi ra la thé, c6 li, anh khong nhac thi t6i cling khong nghi
dén chuyén nay, con gi nita khong?”

Nhan vién ban hang: “Con mot viéc nita chinh la, khi dang stt dung anh
can phai chu y dén...”
Khach hang: “Dung vay, diém nay rat quan trong!”

Nhan vién ban hang: “Ngoai may diéu trén, t6i c6 thé dua ra cho anh
thém mot dé xuat khong?” (Pa c6 may deé xudt ¢ trwgc roi, bay gio thém mot
dé xudt nita la chuyén dwong nhién, c6 thé noi la xudi chéo mat mai).

Khach hang: “Tét nhién, tat nhién roi!”.

Nhan vién ban hang: “Vang, vi day la lan dau tién anh st dung sdn pham
nay, nén sé khé tranh khéi mét so6 van dé khé khan trong khi stz dung ma t6i
da néu & trén, hodc la gap phai rac réi vé van dé phan mém, cho nén, t6i nghi
anh nén tham gia vao ké hoach dich vu bao hanh ctia ching t6i. Nhu vay, néu
gdp bat ct van dé gi, anh déu sé nhan dwoc dich vu ho trg ki thuat truee tiép
hodc phuc vu tai nha ctia chiing t6i, mac du cé thé sé ton mdt chut chi phi,
nhung ma so v6i nhitng phién phitc ma anh c6 thé sé gap phai, t6i nghi van
rat dang gia!”.

Khach hang: “Ho trg truc tiép? Phuc vu tai nha sao? Phai roi, chi phi
khoang bao nhiéu vay?”

Nhan vién ban hang: “Hién nay chung t6i dang trién khai mot chwong
trinh khuyén mai, dich vu bao hanh 3 nam gia goc la 900 té, gia wu dai la 600
té, ngoai ra con tang thém cho anh mo6t phan mém diét virus chinh hang tri gia
120 té nita, anh c6 thé hudng dich vu dam bao sudt 24 gio moi ngay trong ba
nam lién, anh thiy sao?”

Khach hang: “T6i biét, nhung 600 té thi cé vé hoi nhiéu!”

Nhan vién ban hang: “Vay anh xem thé nay c6 dugc khong nhé, anh c6
thé stt dung mot nam dich vu dam bao cua chiing t6i triudc. Ngoai ra, bo phan
meém diét virus chinh hang tri gia 120 té kia ching t6i thwong chi tang cho
nhitng khach hang st dung dich vy ba ndm, nhung néu anh dé tng ho cong
viéc cta t6i nhu vay, ¢ day toi co thé tu quyet dinh, néu anh chon st dung
dich vu dam bao mot ndm cta ching t6i, toi van sé tang anh phan meém diét
virus chinh ‘hdng nay. T6i da tinh toan giup anh, phi dich vu mot nam la 200 té
trir di 120 té gia tri cua phan meém diét virus, nhw vay chi véi 80 té 14 anh da
c6 thé huwéng thu dich vu hé tro ki thuat truc tiép va dich vu dam béo tai nha
roi, anh xem c6 dugc khong?”

Khach hang: “DPugc, vay t6i sé chon dich vu ho trg mot nam!”.

Hdy cung xem trong cach ban hang thi hai, nhan vién ban hang da kheo
l1éo ap dung “Thuat An tinh” nhw thé nao:

(1) Nhan vién ban hang nay khong hé két thiic voi vang ngay sau khi
khach hang quyét dinh mua hang nhuw nhan vién thit nhat, ma van danh thém
chut thoi gian, mot lan nita can than nhac nhé khach hang nhirng chi tiét can
chu y trong sudt qua trinh st dung, day la m6t hanh dong gitp do vo tw, va
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khach hang sé “bao dap” lai vao thoi diém thich hop.

(2) Phuong phap ma nhan vién ban hang st dung la, trudce tien gidi thieu
vé mot chwong trinh dich vu bdo hanh 3 nam, sau dé méi dé nghi chwong
trinh dich vu bdo hanh 1 nam, gia goc tir 900 té, ha xuéng con 600 té, sau do
giam thém lan nita chi con 200 té, day chinh la mot sy “nhwong bg” lién tuc
rat 16n.

(3) Sau dé, nhan vién ban hang lai con thyc hién them mot sy nhwgng bo
tha vi nita. Cu thé 1a, bo phan mém diét virus chinh hang tri gia 120 té von di
khong duoc tang kém, nhung vi “khach hang da luén rat tng hd cong viéc cua
anh ta” cho nén anh ta méi “tw quyét dinh”, du khach hang chi chon dich vu
mot nam thi van sé tang bo phan mém diét virus nay cho khach hang (day
chinh la sy nhwgng bo thit hai cia nhan vién ban hang). Hon nita, lai con tinh
toan giip khach hang, bai vay “chi c6 80 té thoi” (thwe chat van la 200 té,
nhung nghe qua thi c6 cam giac chi la 80 té), ma so sanh gitta “80 té” va “600
t€”, tat nhién, khach hang da c6 thé dé dang dwa ra quyét dinh mua hang cua
minh.

Vi vay, néu nhu nhan vién ban hang c6 thé du kién dwgc thoi diém yéu
cau cua minh néi ra sé bi déi phuwong twr choi, tot nhat 1a c néi ra mot yéu cau
c6 kha nang sé bi tir ch6i cao hon, va sau d6 dwa ra ggi y stta doi thanh mot
yéu cau nho, bdi vi ban nay doi phwong da nghiém tic tiw choi ban mot lan
roi, anh ta sé ngai tir choi thém lan nita; dong thoi dwa trén nguyén tac trao
do6i an tinh ma chiing ta da chia sé, badi vi anh ta can bao dap phu hgp véi sy
nhwong bo cia ban, cho nén toi tin rang, xac suat thanh cong khi ban yéu cau
lan thit hai sé rat 16n.
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CHUONG 2

“THUAT QUAN HE”

CHIEN LUOC TAM Li KHIEN KHACH HANG Vi
QUAN HE MA MUA HANG CUA BAN

Tt nhitng lo ngai vé hé thdng an sinh xa hoi trong twong lai, cling nhw
xudt phat tir nghia vu cta bac cha me va y thitc trach nhiém nu6i day con cai,
vO toi quyét dinh mua bao hiém. Vi la quyét dinh sau khi da dwgc can nhac ki
lwdng, cho nén so tién dau tw bao hiém khong nhd, cac thanh vién trong gia
dinh déu rat quan tam.

Nhung ngay ca khi da dwa ra quyét dinh mua bao hiém, chiing t6i van
khong rd cong ty bao hiém nao phu hgp nhat véi minh. Mac du da thong qua
mot so cach dé tim hiéu vé cac diéu khoan cu thé cé lién quan dén nhu cau
cta ban than cia mot s6 cong ty bao hiém, nhwng nhitng diéu khoan ay van la
mot thit van ty rat kho hiéu khién chiing t6i xem xong roi ¢t nhw dang lac vao
gitta dam swrong mu vay, tham chi trong long t6i cang cam thay lo lang hon.

Luc nay, gidi phap tot nhat chinh la nhd cac chuyén gia giai thich cho
minh, cho nén vg t6i da tim trong danh ba dién thoai dwgc so dién thoai tw
van cua vai dai li bao hiém 16n, trye ti€p goi qua xin tw van lan cudi, néi minh
muon mua bao hiém, hi vong cé thém hiéu biét ro rang.

Khodng thoi gian sau do, c6 thé noi nha t6i cye ki dong vui. Nhan vién
ban hang cta hang loat céng ty béo hiém théng qua moi cach khac nhau rdi rit
lién lac tdi, nhan vién ban hang nao cling déu st dung “Thuat An tinh”, khién
vQ toi chang biét lwra chon c6ng ty nao mdi tot.

May ngay tredc khi quyét dinh ki hgp dong bao hiém, vg t6i c6 dén dy
dam cuwéi cia mot nguwdi ban cung 16p dai hoc, day thye la dip hoi ngd hiém
c6 gitta cac thanh vién trong 16p dai hoc ctia c6 ay sau nhiéu nam t6t nghiép.
Tai bita tiéc, vo t6i da vo6 tinh nhac dén chuyén hién gid minh dang chuan bj
mua béao hiém, that trung hgp, mot nguwdi ban cii ctia ¢6 ay cling dang lam vé
bao hiém.

Chuyén dién ra tiép theo rat thuan lgi, ngay trén ban tiéc, vo t6i da ki hgp
dong bao hiém vdi ngudi ban hoc cii nay.

Sau khi vé nha, t6i hdi vo t6i lic ¢6 ay ki hgp dong thi c6 nghi dén nhitng
nhan vién ban hang ctia cdc cong ty bdo hiém khac khong. C6 ay thang than

noi o, tham chi con cam thdy chit dy ndy, bdi vi c6 cam thdy co 16i voi
nhu’ng nhan vién ban hang da c6 thai do rat tét kia.

Nhung ma dy ndy thi 4y ndy, con viéc mua béo hiém thi van chon mua ctia
ban hoc cti. Chung ta cung phan tich mdt chit, dau tién nguwdi ban bdo hiém
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cho vg t0i 1a ban hoc cung c6 dy bon nam dai hoc, vé tinh vé 1i han 1a déu nén
mua cua anh ta; thit hai, néu nhw khong mua ctia ngueoi ban hoc cii nay, dé
cho nhitng ngudi ban hoc cii cung ban tiéc nhin thay, han cling khé an kho
noi.

Co6 thé tong két bang cau noi don gidn cia vo toi: “Khong ung ho cong
viéc cua ban hoc cti, chang I¢ lai di ung ho nguoi xa la a? Em la ngudi vo tinh
thé sao?”

Tinh hudng trén ddy cling c6 chit giong vdi tinh huéng mua bao hiém xe
dugc chia sé & chwong triwdc, chi mot chit khac biét cé thé mang lai két qua
khac nhau.

Nhiéu khi chiing ta sé can cit vao moi quan hé than so ciia minh véi
moi ngudi dé xac dinh xem c6 mua hang cia bén dé hay khong. Khi hai
bén c6 quan hé than thiét, néu & trong mét tinh huong hoan toan cé thé
gitp do ma lai khong dwa ra mot sy giap dé phu hop, sé bi lwong tam lén
an. Loai ki xao ban hang nham tao ra mot thit ap lyc tam li vo hinh cho
khach hang nay chinh la “Thuat Quan hé”.

Tao 1ap quan hé vaéi khach hang chinh la mot trong nhitng ki nang ban
hang ma nhan vién ban hang can nam virng.

Nhan vién ban hang mu6n that chat méi quan hé véi khach hang, diéu can
hiéu ro truedc tién chinh 1a moi quan hé gitta con ngwdi véi con nguoi dugc
hinh thanh thé nao; dong thoi, trong qua trinh hinh thanh méi quan hé, lam
thé nao dé c6 thé phan biét dugc moi quan hé gan giii va xa cach.

Chung ta hay cung nhd lai khoang thaoi gian con hoc dai hoc ctia minh va
xem lam thé nao dé ching ta c6 thé tao dwgc mot vong tron ban bé: Khi ban
dat chan dén mot thanh pho la, mot ng6i treong la, song trong mot moi trong
khong ngudi quen biét, ban c6 cam thay c6 don khong? Lic nay, ban c6 hi
vong sé tim dugc mot vai ngudi ban hgp ca véi minh khéng? Tai thoi diém
nay, rat nhiéu ngudi lam quen nhitng ngwdi ban dau tién chinh la nhitng ngudi
dong hwong, nguyén nhan thue sy qua don gian, bdi vi cac ban cé cung thoi
quen an uodng, c6 khau am hoan toan giong nhau va cung 16n 1én trong mot
moi trvong twong ty nhau.

Tuy nhién, sau mét thoi gian, ban sé cam thdy ngdi treong cung dién mao
thanh phé xa la nay dan dan tré nén quen thudc, vong tron ban bé ctia ban
cling bat giac bat dau thay doi. Ban sé vo tinh hodc c0 y gian dan khoang cach
v6i nhitng nguwdi dong huwong cia minh. Lic nay, cang ngay ban sé cang gan
giii vGi nhitng dong doi cung hop tac trén san bong ro, nhitng nguwdi ban cing
ban hoc tap trén 16p... Nguyén nhan cha yéu la vi cac ban cung c6 chung s&
thich va diéu nay sé tao ra sw gan giii nhieu hon so véi viéc chi la dong
huong.

Lai qua mét thoi gian nita, chang han nhu tai thoi diém trude khi tot
nghiép mot nam, vong tron bé ban cta ban lai bat dau thay d6i mot lan nita.
Nhitng dong ddi trén san bong ro6 va nhitng ngudi ban cung hoc trén 16p dan
dan khéng con du than thiét, ltic nay, nhitng ngwoi than thiét nhat véi ban
chinh la nhitng ngudi ban c6 chung chi huéng véi si nghiép ctia ban trong
twong lai.

RO rang, c6 cung chi huwdng véi nhau van manh hon mét chit so véi ¢
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chung sd thich. Néu khong c6 bién ¢6 nao dé bat ngd, nhitng nguwdi nay chinh
la nhirtng nguwdi ban t6t nhat trong cudc doi ban, téi tan bay gio, cac ban van
tiép tuc duy tri moi quan hé mat thiét. Khi nhitng nguwdi ban nay gap kho
khan, ban sé lu6n san sang dang ca hai tay ra giup do.

Qua qua trinh thiét 1ap vong tron ban bé cta ban, ching ta c6 thé cho ra
mot két luan vo cung quan trong, dé la sy hinh thanh méi quan hé tot dep gitta
con nguai vai con ngudi, bo qua cac moi quan hé gia dinh, cha yéu déu dugc
quyét dinh dya trén mitc do twong dong gitta ban va déi phu’dng, 6 nghia la
moi ngudi ludn thich qua lai véi nhitng nguwdi cé nhitng dic diem giong minh.

Khi phat hién ra mot nguwdi c6 rat nhiéu diém phu hgp véi minh, ching ta
sé sinh ra mot kiéu dong cam, an y, mot cam giac ti€c nudi vi gap nhau qua
muon, cdm giac nhin thay d6i phwong nhw thé nhin thay cai bong ctia minh,
khong khéi sinh ra mot loai cdm giac than thiét, cdim mén mot cach ty nhién.
bay chinh la dao 1i “vat hop theo loai, nguoi chia thanh nhom” ma nguwoi ta
van thuong noi tai.

Dbong thoi, trong qua trinh hinh thanh cac m6i quan hé, nguyén nhan quan
trong dan dén sy khac biét vé mirc do than thiét nam & mitc do twong dong
cao hay thap gitta cac bén. Vi duy, ban la m6t hudn luyén vién rat thich choi
c0. Hoém nay, c6 mot ngwoi ban danh cd va mot ngwoi cling lam huan luyén
vién nhu ban ciing dén nho ban gitip mot viéc giong nhau, ma ban lai chi c6
thé chon gitip mot trong hai ngwoi dé. Thong thuwdong ban sé chon giup do
ngwoi ban cung lam huan luyén vién, sau dé, néu c6 thé, ban sé tiép tuc nghi
cach dé gitip ngwoi ban danh co kia cia minh.

Li do rét dé hiéu, bdi vi so sdnh hai m6i quan hé giita ban véi vi huan
luyén vién va v6i nguoi ban danh co kia, moi quan hé vGi nguoi thit nhat co
vé quan trong hon mot chuit.

Theo logic twong tw, chiing ta c6 thé biét rang, néu trong qua trinh lién hé
v&i khach hang, nhan vién ban hang c6 thé stt dung mot vai phuwong phéap dé
khach hang vo tinh phat hién ra ban la ngudi c6 nhitng di€m twong dong voi
ho, hon nita mirc do twong dong trong gia tri quan cang gidng nhau, hai bén
cang de dang thiét lap dugc moi quan hé than thiét. Khi c6 moi quan hé than
thiét, tai mot thoi diém thich hop, chang han nhuv luc ban gdp phai kho khan,
c6 thé anh ta sé luén diéng ra ang hod ban.

Dudi day la phvong phap gitp rit ngan khoang cach gitra hai bén:

THU NHAT, BAT CHUOC KIEU TINH CACH CUA KHACH
HANG

Trong cac khoa hoc cua chwong trinh 1ap trinh ngon ngit tw duy NLP(),
nguoi ta da can c theo sy khac biét trong viéc st dung hé thong giac quan
luc ti€p nhan thong tin tir bén ngoai ctia con nguwdi dé thye hién mot sw phan
loai c6 tinh hé théng. Duwéi day xin m6 td mot cach ngan gon cho ban doc
hiéu.

Viéc tiép nhén va gidi ma thong tin tir bén ngoai caa con nguoi, chi yéu
déu thong qua nam giac quan la thi giac, thinh giac, cam giac, khitu giac va vi
giac. Nhung trong giao tiép gilta con ngudi véi con ngudi, rat hiém khi c6 co
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hdi dé co thé st dung khitu gidc cung vi giac, ching ta chu yéu st dung thi
giac, thinh giac cung xuc giac. Mac du moi chiing ta déu st dung ba loai giac
quan nay, nhung do anh hudng ctia cac yéu t6 bam sinh va qua trinh phat
trién, moi ngwoi sé thién vé sir dung mot loai giac quan lam kénh thong tin
chinh dé thu thap thong tin tir bén ngoai.

Cho nén, ching ta cé thé mo hinh hoa nhan cach con nguwoi dya theo sy
khac nhau trong viéc st dung cac co quan cam gidc ctia nguwoi do, tong thé
duoc chia thanh ba loai: M6 hinh thi giac, m6 hinh thinh giac va m6 hinh cam
giac. Diéu ma cac nhan vién ban hang can phai lam chinh 1a tim cach phoi
hgp v6i m6 hinh tinh cach caa khach hang, khién cho khach hang cam thay
ban thudc cung nhom nguaoi vai ho.

Ma phwong phép t6t nhat dé cé thé phéi hgp vGi mo hinh tinh cach cta
khach hang chinh la bat chuéec.

1. Bat chudc toc do néi chuyén cia khach hang

Nhitng khach hang theo mo hinh thi giac thuwong nghiéng vé viéc st dung
mat dé thu thap thong tin. Ho thwdng cdm nhan thé gigi qua hinh anh; béi vi
toc do nhin cta mat rat nhanh, cho nén trong khi hinh dung lai hang loat cac
thong tin ma ban than nhin thay, tdc d6 néi chuyén cia nhitng khach hang
thuéc m6 hinh thi giac cling sé rat nhanh. Hon nita, vi s¢ nguoi khac khong
nghe r6 nén giong noi cia ho sé kha to, dong thoi, dé gitp ngwoi khac hiéu rd
hon, nguwdi thudc mé6 hinh thi giac sé két hgp st dung ca ctr chi va hanh dong,
ngon ngit co thé cda ho rat phong phd, ho thude kiéu ngwoi dé kich dong.

Khach hang thuoc mo hinh thinh gidc chu yéu dung cach lang nghe ngon
tlr va giong noéi dé lam cong cu phan doan, tim hiéu thong tin. Nhuwng do toc
do tai nghe khong thé nhanh nhw téc do mat nhin, lai khong dung mat dé truc
quan cho nén tdc do noi chuyén ctia nguwoi theo mo hinh thinh giac thwong &
mitc vira phai. D€ gitp cho ngudi khac dé hiéu hon, cach néi nang ctia ho
cling kha r6 rang, dong thoi, dé co6 thé biéu dat y nghia khac nhau cuia cau noéi,
giong noi cua ho cling bién doi mot cach kha phong phu.

Khach hang thuoc moé hinh cam giac thi lai hoan toan khac v@i hai loai mo
hinh trén. Nhitng ngudi nay i gidi moi thit cha yéu dya vao cam giac cia
minh. Dé tao ra cam giac, con ngudi can mot khoang thoi gian nhat dinh dé
suy ngam va ti minh cam nhan, cling bdi vay ma téc do noi chuyén cta
nhttng khach hang thuc mé hinh cdm giac twong déi cham. Pong thoi, vi con
phai phoi hgp véi nhitng suy nghi trong dau cia ho, cho nén, khi n6i chuyén,
ho thwong hay ngat nghi, tham chi d6i khi con do dv, giong n6i kha nho, lam
viéc rat can than, va con nguai thi rat chin chan.

Nhitng nguwdi thudc mo hinh tinh cach khac nhau sé cé toc do néi chuyén
khac nhau. T6c do no6i chuyén ctia khach hang thuéc mé hinh thi giac rat
nhanh, nhan vién ban hang cling can phai néi nhanh; ngwoc lai, khach hang
thudc mo hinh cdm giac noi chuyén rat cham, nhan vién ban hang ciing can
phai ph6i hgp véi ho ma n6i cham hon.

L4y mot vi dy, néu ban la m6t nhan vién ban hang thuéc mo hinh thi giac,
hom nay lai gdp phai mot khach hang thugc mo hinh cam giac. Ban vo cung
hang hai, thao thao bat tuyét gidi thiéu cho khach hang biét san pham cta ban
c6 wu diém gi, e rang sau khi ban néi xong, khach hang sé chang thé hiéu hét
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nhitng gi ban néi, vi anh ta con mai suy ngam. Ban can phai giong nhu khach
hang ctia minh, gidm t6c do ndi lai, tir tir gidi thiéu, mac du diéu nay c6 thé
khién cho ban cam thay cé chat mét méi, nhung lai c6 thé gitp khach hang
cta ban thay rat thodi mai, c6 cam gidc nhw gap duwgc tri am vay.

Twong ty nhw vay, néu ban 1a mot nhan vién ban hang thuéc mé hinh cam
giac, khi gap mot khach hang thudc kiéu thi giac, lai theo théi quen trao doi
vdi khach hang ay mot cach cham rai, da thé con cau dwgc cau khong, tat
nhién vi khach hang thudc mo6 hinh thi giac kia sé cam thay vo cung sot rudt,
duwong nhién khong thé dat dwgc hiéu qua giao tiép tot.

2. Bat chuéc théi quen khach hang boc 16 ra

Dé tim hiéu, li giai thong tin, hodc mudn bay t6 mot quan diém nao do,
chac chan khach hang sé phai dung dén ngén ngit. Ngén ngit ma khach hang
stt dung la do nhitng cau chit khac nhau tao thanh, nhitng khach hang thuoc
cac mo hinh khac nhau sé c6 cach thitc néi nang va cach dung cau tir khac
nhau. Diéu ma nhan vién ban hang can phai hoc la bat chwéc cach dung cau
tir quen thudc cua khach hang, nhw vay, doi phwong sé dé dang hiéu dwgc
ham y ma ban mu6n biéu dat.

Nhitng khach hang thugc mo hinh thi giéc thwong nghiéng veé viéc st dung
céc tt ngt 6 lién quan dén hoat dong “nhin”, chang han nhu: “nhin nay”,
“xem qua”, “r0 rang”, “xinh dep”, “song dong” “goc do”, “thang than”, “phoi
bay”, “bé ngoal” “tudng twgng”, “xudt hién”, “miéu ta”, “rién vong”, “sang
t0”, “tiéu diem”... Hay cung xem xét cau ndi dudi day, chung la cach thire noi
chuyen va cau tir du’cjc stt dung dé nham vao nhitng khach hang thuc mo
hinh thj giac:

“Quy khdch c6 thé ‘xem qua’bdn huéng dan nay, trén dé da ‘miéu ta’ tat
ca nhitng chi tiét can ‘chu y’, con cho nao quy khdch cam thdy chua ‘ré rang’
khong a?”

Ngon tr ma khach hang thugc mo hinh thinh giac hay st dung dwong
nhién la co lién quan dén hoat dong “nghe”, vi du nhu: “nghe thay”, “y kién”,

“hoi han”, “tirng cau ting chit” , “thdo luan”, “néi mot chat”, “tw thuat”, “don
diéu”, “chii y”, “yén tinh”... giong nhu truong hop dudi c’[éy:

“Quy khdch ct ‘phan tich’ tredc, sau do to6i xin ‘ldng nghe’ nhitng ‘y kién’
quy bdu cua quy khach, roi chiing ta sé cing nhau ‘thdo ludn’ qua ve nhitng
‘van dé’can ‘chii y’.”

Ngon t ma nhu’ng khach hang thuoéc mo hinh cam giac thwong st dung
lai lién quan dén “cam giac”, nhu 1a: “cam thdy”, “thong cam”, “hiéu r5”
“cam nhan”, “vo vé”, “chiu dung”, “nghiém trong”, “guong gao” “dau kho”,
“hanh phtic”.. chang han nhv trwong hop duéi day:

“Quy khdch da ‘cam thdy’ ‘hiéu ro trong diém cua ké hoach nay chuva a?
Néu c6 chd nao cam thdy chua ‘thodi mdi’, mong quy khdch ‘théng cam’.”

Néu ngon ngit cé sy khac biét qua 16n, nhan vién ban hang sé “khong thay
duoc” nhu’ng “hién twong” ma khach hang da “mo ta” & cho nao, khach hang
cling khong “cdm nhan” dugc “sy chuyén nghiép” va “thanh y” cua nhan viéen
ban hang.

Ngoai ra, nhan vién ban hang cting nén tinh y nhan ra nhitng cau ctra
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miéng va nhitng thuat ngt thong dung ma khach hang hay dung. Thém nhitng
cau cra miéng cung nhirng thuat ngit thong dung ay ctia khach hang vao trong
hé ng6n ngit ctia minh, khach hang sé cdm thdy nhan vién ban hang rat than
thiét va thodi mai.

Toi da tirng gap mot nhan vién ban hang nhw vay, anh ta c6 thé néi dén
hang chuc phurong ngon, rat dang nguong mo. Bdi vi khach hang cua anh ta
dén tir khap moi mién trong ca nwdc, cho nén, moi khi goi dién dén mot ving
khac nhau, anh ta lai stt dung ngoén ngit dia phwong cia viung dé dé noi
chuyén vai khach hang. Van co6 cau “dong hwong gap lai, mat 1€ rung rung”,
duwgc nhan vién ban hang déi xi theo cach nhw vay, ty nhién khach hang sé
sinh ra mot loai cam gidc than thiét, khong kho dé 1i giai tai sao thanh tich
cong viéc cna anh ta lai xuat sac dén vay.

3. Bat chuéc nhitng dong tac co thé cia khach hang

Két qua khéo sat da chitng minh, trong moi quan hé qua lai gitta ngudi véi
ngwoi, anh hwdng tir chit viét chi chiém khoang 7%, 38% nhitng anh huwdng
khac dén tir ngit diéu cung giong diéu ndi ctia ban, con 55% anh hwéng quan
trong nhat lai dén tir chinh nhitng dong tac cua co thé ctia ban. Bdi vi con
nguoi luén dé y dén viéc nguoi ta lam gi chit khong phai 1a ngudi ta néi gi,
cho nén, viéc mo phong dong tac co thé ctia khach hang v6 cung quan trong.

C6 thé vi du bat dau tir thdi quen rat thong dung la bat tay moi khi gap
mat. Khach hang thudéc mo hinh thi giac thuwong bat tay rat manh, chat, néu
lwc bat tay caa ban qua yéu 6t sé khién khach hang nghi rang ban khong may
nhiét tinh, khong tin twéng khach hang.

Trong khi do, khach hang thudc mo hinh thinh giac lai chi thich bat tay hoi
hot, chi can bat tay that nhe nhang véi khach hang kiéu nay, chac chan ban sé
gay duwgc an twong va6i anh ta.

Truong hgp bat tay tha vi nhat toi tirng gap la trong mét lan dén Dong
Béc, vi giam doc diéu hanh cong ty dao tao no dua tay ra, siét chat l1dy tay toi,
lac 1én lac xudng suodt ba phut lien. Mac du t6i da c6 vé qua soc khi phoi hop
v6i dong tac ctia ong ta, nhung chi sau mot 1an bat tay, 6ng ta da coi toi nhw
tri am.

4. Bat chuwéc cam xic cia khach hang

Rat nhiéu nhan vién ban hang cho rang, khi gap khach hang can phai tao
ra mot cam giac that nhiét tinh, luén gitt cho tam trang minh & trang thai t6t
nhat, va khong hiéu tai sao doi khi cach lam nay lai khong mang lai hiéu qua
nhw mong dgi. That ra, nguyén nhan quan trong nhét chinh 1a, khéng phai lic
nao khach hang cting nhw ban, luc nao cting vui vé. Con nguoi la loai dong
vat c6 tinh cdm, c6 ldc vui, lic budn, day 1a mét chuyén rat binh thuong.

Vao thoi diém ching ta goi dién cho khach hang, c6 thé khach hang dang
gap phai rac ri hodc co diéu gi d6 budn phién, lic nay, ban lai dung thai do
vui vé ma trao doi véi ho, cé thé hiéu qua sé khong tot dep gi.

Khi khach hang rat vui vé, ching ta cling can trao doi bang thai do vui vé,
diéu nay sé khién cho khach hang cam thay tu hao va hanh phiic; nhung khi
khach hang dang boi r6i va kho khan, viéc nhan vién ban hang can lam la thé
hién thai do chan thanh va thau hiéu.
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Toi nhé c6 mét lan goi dién cho khach hang, khach hang da rat thang than,
noéi: “Sao anh lai goi cho t6i nita vay! Bay gio toi dang rat mét moi!”. Cau noi
thé hién tam trang rat mat kién nhan. Luc do t6i da néi: “Quan li Trrong, may
hom nay goi cho ong t6i cling cam thay hinh nhu tam trang 6ng khong dugc
tot 1am, rot cudc thi c6 chuyén gi khién 6ng buon phién nhw vay? DBé xem t6i
c6 thé giap gi cho 6ng duwgc khong?”.

Sau khi nghe t6i hoi han, tdm trang ctia khach hang cting 6n dinh hon, 6ng
ta noi voi toi: “Pang 1é chung t6i sé m@ thém hai ctra hang vao thang t6i, da
chuan bi vat liéu va 1én ké hoach khai trivong xong hét ca réi. Vay ma bay
gi0, quan li cta hai ctra hang d6 lai dé don xin thoi viéc, chac la bi ngudi khac
mua chudc, gid toi chang biéet phai gidi trinh thé nao véi tong cong ty day, anh
nghi c6 rac roi khong co chi?”

Sau khi khach hang ké xong, toi 1ap tirc t6 vé quan tdm: “Oi! Thi ra la thé!
Ong dung lo lang, thyre ra khong phai chi c6 mot minh 6ng gdp phai tinh
huong nay, t6i cling tirng trai qua roi nén rat hiéu tinh canh cia ong! Dot
tredc, téi c6 dén hoi chg viéc lam tim may nguwdi, con phai tang ca dé dao tao
ho, hi vong ho c6 thé dat dugce thanh tich t6t mot chut. Nao ngo, vira dao tao
xong thi ho noéi khéng lam nita, thue sy chang biét lam sao!”

Sau do6, ching t6i cung nhau ké kho qua dién thoai, than van viéc tim dugc
nhan vién thich hop & cai thé ké XXI nay von da kho khan, dao tao nhan tai
lai cang khé khan hon, gitt duwgc nhan tai thi lai cang la kho khan chong chat
kho khan, sau lan cuing nhau than van, moi quan hé gitta ching t6i bong nhién
duoc siét chat thém rat nhiéu.

THU HAI, TRO CHUYEN VE CHU BE MA BOI PHUONG YEU
THICH

Ai la nguoi thay dau tién cua ngudi Trung Hoa vé moi quan hé gitra con
nguoi v4i con ngwoi? Ve van dé nay, cé rat nhiéu cau tra 10i khac nhau,
nhung ca nhan toi cho rang, Hoa Than chac chan la mot @ng ctr vién du tw
cach nhat. Ba6i v6i Hoa Than, hoang dé Can Long chinh la mot “khéach hang”
16n, 6ng ta phai tao duwgc long tin, mot mai quan hé hai hoa véi Can Long,
diéu nay 6ng ta khong chi lam dwgc, ma con lam rat t6t.

C6 nguoi cho rang, Hoa Than chang c6 tai can gi ngoai kha nang ninh hot,
tuy nhién, diéu nay ciing c6 thé dwoc li giai la vai tro cta viéc ca tung, ching
ta sé& ban bac cu thé hon vé van dé nay sau. Hoang dé Can Long cling dugc
coi 1a mot minh quan, thoi ki thinh tri cia Khang Hi va Can Long kéo dai hon
mot tram ndm, néu nhw Hoa Than ch1 biét moi chuyén ninh hot thoj, thi e la
kh6 ma c6 thé thiét 1ap dwgc mot moi quan hé tot dep ca doi véi mot vi vua
noi danh nhw vay trong lich st.

Ngoai viéc co thé phdi hgp vai nhitng s& th1ch ciia Can Long, mot nguyén
nhan I6n giup Hoa Than cé thé “thanh cong” chinh 1a, néu dé tam tim hiéu
nhitng tai liéu c6 lién quan dén Hoa Than, ban doc sé phat hién ra rang, trong
mat Can Long, s@ thich ctia Hoa Than rat gié’ng minh. Can Long néi thich
chim, Hoa Than lap tic cling thich, hon nita con bé céng sitc nghién citu can
than, c6 thé néi rat lwu loat ro rang; Can Long thich tranh chit, Hoa Than bén
c6 gang thu thap du loai tranh chir khap thién ha...

https://thuviensach.vn



Cho du trong mat rat nhiéu nguwoi, Hoa Than la mot vi du dién hinh cho
cai xdu, nhung nhin tr mét goc do khac, cling c6 thé thiy viéc thau hiéu déng
mot vai tro rat 16n trong viéc dap &ng nhitng sé thich cia khach hang.

_ Nhaén vién ban hang mu6n gay ay twgng voi khach hang thi can phai noi
vé deé tai ma khach hang yéu thich. Néu c6 thé lam duwgc viéc nay, canh clra
kinh doanh sé lu6n lu6n rong ma trueéc mat ban.

Mub6n tré thanh mét nhan vién ban hang xuat sac, ban phai trd thanh
chuyén gia trén phwong dién cong viéc cta chinh minh, va chi can tré thanh
tap gia(2) trén phuwong dién mang tinh sé thich khac la dwgc. Néu khach hang
néi ho thich cau c4, ban ciing can biét mot so6 kién thitc co ban vé cau ca. Tat
nhién khong can tré thanh mot chuyén gia cau c4, ban chi can tré thanh mot
hoc tro gioi la dugc roi.

Luc giao Iwu véi khach hang, hai bén c6 thé cung thao luan vé dé tai yéu
thich nay. Vi ban da c6 chut kién thitc co ban vé cau cd, cho nén ltic néi
chuyén, ban c6 thé hiéu dwgc nhitng gi khach hang muon noi, biét duwgc khach
hang tdm dac & dau, tham chi thinh thodng con cé thé binh luan thém may van
dé quan trong. Pay chinh la diéu khach hang thich thu, khach hang sé cam
thay ban rat dang yéu, ban that sy 1a mot tri am khé ma kiém dugc!

THU BA, HOC BE TRO THANH NGUOI BIET LANG NGHE

Pé biét c6 dugc nguoi khac thau hiéu, c6 dugc ngudi ta ton trong hay
khong, cach t6t nhét chinh 1a xem ngudi ta c6 sdn sang ngoi trudc mdt ban, vo
cung nghiém tic lang nghe nhitng diéu ban néi hay khong.

Tao hoa da ban cho ching ta hai cai tai, nhuwng lai chi cho chung ta mot cai
miéng, han mu6n nhac nhé chiing ta can phai hoc lang nghe nhiéu hon va noéi
it hon.

Li do tai sao ma thanh tich cia m6t s6 nhan vién ban hang khéng duwgc i
twang cho lam, nhiéu lic khong phai vi ho khong biét n6i nang, trén thyc té,
ho con noi rat tot. Chi la ho n6i qua nhiéu ma lai chang quan tam gi dén cam
nhan cua khach hang, hoan toan khong dé y xem khach hang c6 y kién nhw
thé nao.

Hiéu qua ban hang phan 16n phu thudc vao viéc nhan vién ban hang thu
thap dwgc bao nhiéu théng tin tir doi tai ctia minh. Ban cang biét lang nghe thi
sé thu dugc cang nhiéu tin titc, cang dé dang hiéu dugc khach hang cuda ban,
dé tao ra sy cong hwang hon, cudi cung la cang duwgce khach hang ton trong va
tin nhiém hon.

biéu thu vi 1a nhiéu nhan vién ban hang néi rang ho biét rd viéc lang nghe
khach hang la diéu can thiét dén thé nao, nhung ho khong thé lam dugc viec
nay. Li do chinh la ho da quén mat mot van dé: Viéc nghiém tic lang nghe
khach hang cting khong phai chuyén ma nhan vién ban hang nén lam, ma la
chuyén ma nhéan vién ban hang nhat dinh phai lam. Xin hay Iwu y rang, “nhat
dinh phai lam” chir khong phai la “nén lam”.

Khi lang nghe khach hang ro6i, cdc nhan vién ban hang can phai cha y dén
cac khia canh sau:
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1. Im lang la vang, dirng ngat 1¢i khach hang

Thir twéng twgng xem, khi ban dang phat biéu y kién ctia minh rat hang
say, nguwoi nghe lai dot nhién nhdy vao ngat 161 ban, bao ho da biét thira ban
dinh noi gi roi, day diang la chuyén khién ngudi ta cut hitng biét bao!

Mot bg phim dién anh hita hen cyc ki hap dan vira dugc cong chiéu, khi
ban hao hitc chuan bi di xem thi ngudi bén canh néi: “Két thic phim, nam
chinh...”, thi hoi ban sé cam thay thé nao day?

Nhung thyre t€ ding 1a nhw vay, rat nhiéu khach hang lic vira méi noi
xong mat cau thi nhan vién ban hang da biét cau tiép theo ho dinh néi la gi
roi. Du gi thi ban cling 1a mo6t chuyén gia ban hang, c6 thé ban da gap rat
nhiéu tinh huéng twong ti. Cho nén, ban 1ap tirc lai muén thé hién sy thong
minh hiéu biét ctia minh, néi luon diéu ma khach hang dinh néi ra, hon nita
con duwong dwong ty dac, ra vé ta day rat 1gi hai nita.

biém thyc sy tuyét voi va cling la diém thong minh nhat cia nhéan vién
ban hang chinh 1a & cho cé thé khién cho khach hang tinh nguyén bo tién ra
mua hang.

Cho du ban thtra biét tiép theo khach hang dinh noi gi thi cling xin khuyén
ban truedc hét hdy im lang va lang nghe!

Lai c6 nhitng ldc, khach hang c6 thé sé dwa ra mot vai y kién bat 1gi cho
nhan vién ban hang, ban cyc ki khong thich nghe, cho nén, ngay lap tirc ban
“dop” thang mat ngwdi ta, hoan toan khong khoan dung hay cdi md, mot myc
muon chitng minh y kién cua khach hang la sai. Ban bién qua trinh ban hang
thanh mét cude chién c6 thang co thua chit khong phai 14 cudc hgp tac doi
bén cung c6 1gi, chi lam viéc minh cam thay dé chiu ma quén mat rang dau
phai khach hang muon ban nhat nhat nghe 16i ho, ho chi can céi thai do
nghiém tdc lang nghe ctia ban ma théi.

Diéu t6i té nhat 1a rat nhiéu nhan vién ban hang da nudi dudng thoi quen
n6i nhiéu nghe it, nhat 1a mot s6 nhan vién ban hang ki ciru. Kinh nghiém cho
thdy dao tao nguoi mai con dé dang hon dao tao may nhan vién ki cyru nay.
nhiéu, chi yéu 1a do nhitng ngwdi nay da hinh thanh théi quen xau nay nhiéu
nam, nén rat kho dé cd the thay doi dugc.

Xin nhéc lai: Hay gitt im lang! bung bao gio ngat 1oi khach hang! Bai néu
khong khéo 1éo, ban sé tao ra sy that 1& nghiém trong!

2. Cung nhau tro chuyén, t6 vé dong y véi nhitng gi khach hang néi

Trong chuong trinh cua dai Phugng Hoang, nguoi dan chuong trinh lu6n
thich dung mot tay chong cam Khi lang nghe cac vi khach mai noi chuyén,
sau d6 nhin khach moi mot cach rat “triu mén”. Moi khi khach moi ké xong
mot doan, ngwdi dan chwong trinh ludn héi: “Tiép theo thi sao?”.

Bon tir ngan gon nay lai c6 mot ma lyc phi thudng, khong chi 1a minh
ching rd rang cho thay ngudi dan chwong trinh rat quan tdm dén nhitng gi
khach mai ke, rat nghiém tic lang nghe, hon nita lai con mudn tiép tuc nghe
nita, béi vi nhﬁ’ng gl doi phuong néi qua hay, qua dac sac.

Chdng c6 gi la khi nhitng khach mdi cta chuwong trinh, lic tham gia phong
van, déu noéi nguwoi dan chwong trinh rat dé mén.

https://thuviensach.vn



Néu nhu ching ta khong tao ra duwgc nhitng phan ng thich hgp hodc biéu
10 s ting ho v6i nhitng 161 khach hang ndi, thi khach hang sé mat hitng thu
trong viéec biéu dat y kién ctia minh.

Mot nguoi biét lang nghe khong phai la nguoi chi biét nghe mot cach thu
dong, ma phai la nguoi biét chu dong thuc day doi thoai lién tuc, giong nhw
nhitng gi ma ngwoi dan chwong trinh noi trén da lam.

Vi du nhu sau khi khach hang néi xong mot doan, nhan vién ban hang cé
thé bay té:

“T6i hiéu!”

“Vay ti€p theo thé nao?”

“Tiép theo thi chuyén phat trién thé nao?”

“Anh cho chut, t6i 1ay but ghi lai!”

“Tai sao trudc day t6i khong nghi tGi chi!”

“Y anh vira néi cé phai 1a thé nay hay khong?”

“Sao anh lai c6 suy nghi nay?”

Nhan vién ban hang dap lai 16i noi ctia khach hang cang lau, khach hang
sé ndi cang nhiéu hon; khach hang néi cang nhiéu thi ho lai cang vui vé; ma
khach hang cang vui vé thi nhan vién ban hang cang dé tao dugc long tin,
cang tao dugc moi quan hé hai hoa hon.

3. Muon giéi lang nghe, phai hiéu duwgc ham y va mach suy nghi tong
thé caa khach hang

Dboi khi, trong qua trinh noéi chuyén, khach hang sé dé 16 ra mot s6 thong
tin quan trong, nhan vién ban hang phai c6 sy nhay cam véi nhitng thong tin
then ch6t nay, phdi nghe dwgce ham y an sau nhitng thong tin nay, roi tiép tuc
theo doi dé xac nhan lai (Badi vi do la nhitng thong tin ma khach hang vo y tiét
10, cho nén nghe ra dwgc tham chi con mang lai nhiéu nhitng gia tri dac biét
hon).

Chang han nhw khach hang cho biét: “Bay gio' dw 4n nay van do t6i phu
trach.” Nhu vay, & day xuat hién mot tir rat quan trong “bay gio™, tai sao
khach hang lai n6i nhw vay? Nhan vién ban hang nhan co hoi, hoi ngay: “T6i
hiéu r6i, tién thé hoi thém chut, anh vira méi nhac téi ‘bay gid’ c6 nghia la gi
vay?”. Khach hang c6 thé sé trd 16i: “Thang sau t6i chuyen dén chi nhanh &
Bac Kinh r6i, Itic d6 anh Vuong sé tiép tuc theo doi dy an nay.” Trong treong
hop nay, nhan vién ban hang da thu dwgc mot tin titc vo cung quan trong, co
thé gidip hiéu ro dwgc qua trinh thye hién dy an sap téi.

Trong lic khach hang néi, bdi vi toc do cda tw duy luén nhanh hon toc d6
néi rat nhiéu, cho nén nhan vién ban hang con can phai hoc dwgc cach tong
két. Nhitng gi khach hang noi luén c6 nguyén nhan va xuat phat diém cua ho,
tong két dugc y t trong 10i ndi cia khach hang mdi 1a muc tiéu ma ching ta
can phdi quan tam dén.

Hay nhé rang, khach hang c6 thé néi ma khong can nghi, nhung nhan vién
ban hang thi khong thé khong suy nghi. Ban can phai xau chuoi nhitng quan
diém khac nhau cuaa khach hang lai, tong hop thanh mot hé théng y tuwdng, sau
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d6 phan hoi lai cho khéach hang, vi du nhu: “Ong Vuong, t6i c6 thé hiéu y cta
ong thé nay khong a. May van dé 6ng dé cap t6i ban nay déu lién quan dén
dich vu bao hanh, cé phai 6ng rat quan tam dén van dé nay khéng?” Khach
hang cé thé sé néi: “Dung vay, tredc kia chung téi tirng gap phdi... cho nén
kha quan tdm dén céac dich vu bdo hanh sau ban hang.” Tiép do, nhan vién ban
hang sé to vé dong cam: “Thi ra la thé, néu la ong thi t6i cling sé cam thay
nhu vay thoi, nhung nhan day toi cling phai hoi ki mot chut, ban nay ong vira
de cap dén van de bao hanh sau ban hang, cu thé la gi a?”. Nhu vay cudi cung
nhan vién ban hang cé thé hiéu duwgc diéu ma khach hang thwe sy quan tam
nam & dau.

4. Chia khéa dé tré thanh nguai biét lang nghe chinh la phai biét dat
cau héi hay

Trén day ching ta da cung thao luan vé viéc lam cach nao dé cé thé thiét
1ap mo6i quan hé hitu hao thong qua lang nghe, nhung dé lam duwoc nhuw vay,
can phai c6 mét tién dé la khach hang phai chiu néi chuyén cho ban nghe méi
dwgc. Vay thi, phai lam thé nao dé khach hang tinh nguyén chti dong néi cho
ban nghe day?

Mau choét dé tré thanh ngwoi biét lang nghe nam & cho ching ta phai lam
mot ngudi biét dat cau hoi hay. Khi ban néu ra mot chua dé hap dan, khach
hang dwong nhién sé c6 hing thu tra 10i ban, tiép d6 ban can phai lang nghe
mot cach nghiém tuc, ti mi, khach hang sé vi thé ma cé cam tinh v§i ban.

Vay thi, thé nao méi la dat cau hoi hay? Rat don gian, cit hdi vé dé tai doi
phuong thich la duoc.

Tlg)g TU, KHEN NGOI KHACH HANG MOT CACH THICH
HC

Nguoi xwra da dung cau no6i “N6i ngot lot dén xwong” dé khang dinh tam
quan trong cua 10i khen nggi. Trong qua trinh giao tiép, thém may cau ca nggi
do6i phuwong thuong sé tao ra dwgc nhitng hiéu qua bat ngo.

Con ngudi A chau von rat t€ nhi, kin dao. Ngay ca khi yéu, ban cting kho
néi thanh 16i. Vi du nhw trong bo phim Ngoa H6 Tang Long cta dao dien Li
An, nhan vat Li Mo Bach do Chau Nhuan Phat thu vai cling phai dgi dén tan
khi sap chét r6i méi bay to6 tinh cdm sau dam ctia minh v&i nhan vat Du Ta
Lién do Duvong Tt Quynh dong.

Nhiéu ngudi trong s6 ching ta tir lau khong quen véi viéc khen nggi nguoi
khac, tGi tan bay gio hai chit “khen nggi” nay dwong nhw van con mang mot y
nghia tiéu cyc, tham chi con bi coi nhw ninh hot.

biéu ki la 1a, mdc du ching ta khong quen khen nggi nguwdi khac, cling
khong thich nhitng ngwdi hay khen nggi ngwoi khac, thé nhung, néu nhu c6
nguoi nao do khen ngoi ching ta, lic d6 ching ta ciing cam thay cuc ki vui
Ve.

Khi ban khen nggi mot nguoi, ngoai miéng ngudi do noi: “Khong dau,
khong dau, do may man ma tho6i”, nhung trong long ngwoi do sé rat dac y -
day chinh la ban tinh con nguoi.
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Nhan vién ban hang khong c6 thoi quen khen nggi khong c6 nghia la
khach hang khong c6 théi quen nghe khen nggi; khach hang khong c6 thoi
quen nghe khen nggi cling khong c6 nghia la ho khong thich dugc khen nggi.

Duwong nhién, khen ngoi ciling can phai c6 ki xdo. Ching t6i goi do la nghé
thuat khen. Thuc ra, mau chot caa van dé chinh 1a tim ra dwgc mot so s6
treong, cling nhw wu diém cua khach hang réi néi lai cho khach hang nghe ma
thoi.

Hodc ciing c6 thé néi thé nay, ban chat cta viéc khen nggi mot cach thich
hop chinh la mot loai thira nhan, mot sy tung hirng.

No6i nhw vay la vi dé bao dap su thtra nhan cua ban, khach hang cling sé
khen lai ban, ctt qua lai nhw thé sé cé thé nhanh chéng tao thanh mot moi
quan hé tot.

Co rat nhiéu thit cé thé dung dé ca nggi khach hang, chang han nhuw khen
giong ndi cta khach hang: “Giong anh hap dan that”, “Giong anh hay nhw
MC ay”, “Vira nghe thay giong cta anh la t6i da mudn gadp anh r6i”, “Néu
nhu toi ma cé chat giong gidong anh, thanh tich lam viéc cta t6i chac sé xuat
sac lam”...

Ciing c6 thé khen ngoi y kién cua khach hang, chang han nhu: “Thi ra mau
chot 1a ¢ day, tai sao toi lai khéng nghi dén chi?”, “Anh ndi rat cé 1i”, “Khong
ho la chuyén gia ki cyu c6 nhiéu nam kinh nghiém”, “Nghe anh néi mét cau
ma con hon cd muwoi nam doc sach”...

Ca ngoi tinh cach ctia khach hang ciing 1a mot phwong phap rat tot. Doi
vdi khach hang thudc mé hinh thi giac, cé thé néi: “Khong ho la nguwdi BDong
Bac, lam viéc rat nhiét tinh”, “Cé khi phach! Khong ho la nha lanh dao”...
Do6i v6i khach hang thudc mo hinh thinh giac, cé thé noéi: “Anh phan tich van
de that rd rang”, “Tw duy that mach lac! That dang né!”... B6i véi khach
hang thuéc mo hinh cdm giac, ban c6 thé noi thé nay: “Anh ding la mot
nguoi vo cung ti mi”, “Chi c6 ngwoi than trong nhuw anh méi c6 thé cho ra
dugc mot phan doan chinh xac nhw vay.”...

Khen ngoi cong ty cta khach hang ciing khong té, vi du nhu: “T6i ngudng
mo danh tiéng cong ty anh da 1au r6i”, “Tap doan cta cac anh khong ho danh

14 6ng trum nganh cong nghiép”, “T6i van luén mudn dugc giao lvu véi cong
ty cua anh, chang ngo dugc hom nay lai c6 duge co hoi nay.”...

Muon 10i ngudi khac dé ca ngoi khach hang cling la phwong phap thuong
dwgc st dung, chang han nhu: “Trwéc day toi da dwoc nghe quan li Duong &
phong Kinh doanh néi 6ng 1a mot nha lanh dao rat biét cham lo cho cap duéi
ctia minh”, “Trudc day t6i da tiing doc bao cao chuyén dé cia 6ng trén béo,
khong ngd hom nay lai c6 co hoi dugc trao doi vdi 6ng.”...

Chi can nhéan vién ban hang nghiém ttc kiém tim, nhat dinh cé thé tim
dugc diém dang dé khen ngoi cua khach hang, va sau dé chan thanh ndi ra.
Chi can diém dung “yéu huyét” la co6 thé khién khach hang nhanh chéng yéu
mén ban roi.

Thé gidi nay khong bao gio thiéu diéu tot dep ma chi thiéu nhitng cap mat
c6 thé phat hién ra nhitng diéu t6t dep dy ma thoi.
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THU NAM, PHOI HOP VOI GIA TRI QUAN CUA KHACH
HANG

Gia tri quan la nhitng thit ma mot nguwdi cho la quan trong nhat trong cudc
doi minh, la nhitng gi ngwdi d6 mudn c6 dugc va cling chinh la tht diéu khién
ca hé thong mo thitc hanh ddng cta ching ta. O trén, ching ta da nhac dén
viéc bat chuwgc kiu mé hinh tinh cach khach hang, viéc khen nggi khach
hang. .. tt ca nhitng thit d6 n6i ném na déu la sy phdi hgp véi khach hang.
Nhw vay, nguyén tac phoi hgp véi gia tri quan cua khach hang la dat dugc sy
chdp nhan sau sac hon caa khach hang, khién cho khach hang nghi rang, twr
trong ban chat, ban da thudc cung mét kiéu ngudi nhw ho.

Mu6n phoi hgp dugce véi gia tri quan cua khach hang, viéc quan trong ma
nhan vién ban hang can lam dwgc chinh la biét duwgc khach hang quan tam
nhat dén diéu gi. Ma phwong phap tot nhat dé biét tat nhién chinh la dat cau
héi.

Xin dwa ra mot vi du don gian. Co khach hang tGi tim mua mot bo au
phuc. Ban khong thé ctt thé tuy tién gidi thiéu cho khach mét kiéu dang bat ki
dwgc. Vi ban van chuwra biét bo au phuc ma khach hang nay dinh mua can phai
chu y diéu gi, cho nén ban khong thé dwa vao gia tri quan ctia anh ta dé gi6i
thiéu cho anh ta mot kiéu dang thich hgp nhat.

Ltc nay, c6 thé dat cau hoéi vaéi khach hang: “Thwa quy khach, khong biét
bo au phuc ma quy khach muén chon can phai lwu y diéu gi nhat a?”. Puong
nhién sau d6 khach hang sé dwa ra cho ban rat nhiéu cach tra 10i, chang han
nhw: “Quan trong la kiéu dang, ca gia ca nita!”

Bat luan khach hang tra 16i thé nao, nhan vién ban hang deu can phai bay
to: “Thyc ra t6i cling suy nghi giong quy khach, lic mua quan ao toi cling chu
y nhét dén kidu dang va gia ca, kiéu dang phai dep ma gia ca cting phai hop li
nira!”

Nhan vién ban hang can chu y rang, khi khach hang da nhac t6i “kiéu
dang” va “gia ca” thi do chinh la gia tri quan khi mua hang cua khach hang,
cho du gia tri nay twong d6i mo ho.

Au phuyc ¢6 rédt nhiéu ching loai, kiéu déng, c6 loai hai khuy, ba khuy, kiéu
retro, kiéu soc,... kiéu dang cu thé ma khach hang mu6n méi la gia tri co ban
thure su.

Cho nén, sau dé nhan vién ban hang nén hai tiép: “Khong biét kiéu dang
cu thé ma quy khach muén la gi? Chang han nhu la hai khuy hay la ba khuy?
Kiéu retro hay la kiéu thong dung?”

Néu khach hang tiép tuc trad 10i: “Hai khuy hay ba khuy déu dwoc, nhung
t6i nghi kiéu hai khuy c6 vé t6t hon chit.” Luc nay, mac ké trén thi truong
hién nay dang lwu hanh kiéu dang gi thi nhan vién ban hang cting nén tra 10i:
“Quy khach cé doi mat that tinh té. Bung ro6i, tai sao quy khach lai thich kiéu
hai khuy vay?”

Lic nay khach hang sé t6 y: “Bai vi toi kha cao, mac kiéu ba khuy thi sé
dé 16 dang nguwoi thé kéch cia minh.”

Vé kiéu dang, phéi dén lic nay nhan vién ban hang méi coi nhw da tim
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dwgc gia tri quan cot 16i. Cu thé 1a doi phwong da dwa vao véc ngwoi cia
minh dé chon lya kiéu dang thich hop. Bwong nhién viéc tiép theo ma nhan
vién ban hang phai lam chinh la tiép tuc tim kiém va phoi hgp véi gia tri quan
cta khach hang.
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CHUONG 3

“THUAT CAM KET”

CHIEN LUOC TAM Li KHIEN KHACH HANG
DUA RA CAM KET VA THUC HIEN CAM KET
CUA MINH

Tau hoa la phuong tién giao thong thng dung nhat, nhwng vao nhitng
khoang thoi gian cao diém, kiém dwgc mot tdm vé qua thye rat kho khan.

Gia st ban vira méi két thic mot nam lam viéc cham chi, cudi cung cling
c6 thé dap chuyén tau ngan dam xa x0i vé qué tham cha me. Ban chi co thé
mua dugc mot ve dirng, nhu’ng that may man, dung luc a ay c6 mot hanh khach
ng01 gan ban muon xuong tau, hon nita rat trung hop la ban lai ditng gan cho
trong d6 nhat, cho nén rat tu nhlen chd ngbi quy bau nay da thudc vé ban.

Nhung that khong may, ban vira ngoi xuéng chang dwgc bao lau thi lai
cam thay dau bung dit doi, c6 thé do toi qua an phai thitc an khong sach sé,
lic nay budc long phai nhanh chéng chay dén phong vé sinh. C6 diéu, ban sé
phéi d6i mdt v6i mot van dé: Tt lic ban dén phong vé sinh cho dén khi ban

“giai quyét” xong roi quay lai cho ng01 cling mat khoang muoi phut dong ho,
trong khoang thoi gian ndy, chd ngdi quy gia ctia ban con giit noi khong?

bat tdi xach ca nhan cua minh trén ghé dé am chi cho nay da c6 nguoi
ngoi, tat nhién ciing dugc coi 1a mot cach kha thi. Nhung ¢ mot noi hoan toan
xa la, thi d6 ciing la mot viéc lam rat mao hiém, hon nita, cho du khi ban di vé
sinh v@ tii xach cta ban van con nguyeén ven di chang nita, thi ban cling nén
suy nght dén viéc ban thuce si khong hé c6 bat cir gidy t0 nao c6 thé ching
minh cho ngoi nay la caa minh. Piéu nay c6 thé tao ra xung dot voi khach
hang da ngoi xudng roi, vy thi, ching ta nén lam thé nao day?

Theo quan sat va kinh nghiém cé& nhan cua t6i, hau hét moi ngwoi déu
chon céch gidi quyét thé nay: TruGe khi dén phong vé sinh, chao hoi hanh
khach ngoi bén canh mot cau, nho ho dé y giup minh mot chut sau khi nhan
dwgc sy dong y roi, ban co thé yén tam roi khoi cho ngoi.

Madc du van chwa cé thong ké cy thé nao dugc thuc hién, nhung khong con
nghi ngo gi nita, trong truong hop da c6 nguoi gitip ban dé y thi kha ndng cho
ngdi quy bau cta ban van duoc gitt lai sau khi ban tit phong vé sinh tré ve sé
cao hon nhiéu.

biém mau chét ¢ day la khi hanh khach ng6i gan ban chap thuan 16i nho
va cua ban thi cé nghia la ho da dwa ra mot 101 hiva vGi ban, ho can phai chiu
trach nhiém véi 161 hita ctia minh, cho nén phai thue hién ldl htta. Ttr d6 hanh
khach ngbi gan cé nghia vu phai tréng ché ngdi cho ban, néu khong ho sé bi
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coi la mot ké that hita. Dwé6i ap Iwc dao dic nhu thé, dwong nhién 1a ho sé git
chiéc ghé nay cho ban r6i.

No6i cach khac, dang sau nhitng 16i hita, ngudi trong cugc déu phai
mang mot loai ap lvc dao dirc rat I6n. Khong thye hién duwoc 1oi hita cia
minh sé rat dé bi nguoi ta coi la ké lat long, la ké trudc sau bat nhat. Vi
vay, chi can ching ta cé thé khién cho déi phwong hita hen, déi phuong
nhat dinh sé khong chiit ngai ngan ma thyc hién loi hita ciia minh, va
day ciing la nhirng gi ma chwong “Thuat Cam két” muon chia sé véi ban.

Cau chuyén gitr cho trén tau hoa trén chang qua chi la mét minh chitng
cho viéc chung ta da vo tinh st dung “Thuat Cam két” dé mang lai lgi ich cho
minh ma théi. Sau day, ching ta hdy cuing xem xét mot tinh hudng kinh dién
dé thay rang “Thuat Cam két” c6 thé phat huy tac dung to 16n dén thé nao
trong viéc ban hang;:

“Phuong thirc ép budc giao dich” 1a mot loai ki xdo giao dich dwoc van
dung kha nhiéu trong linh virc dao tao hién nay. Theo quan sat nhiéu nam cta
t0i, trong bai gidi thiéu vé moi khoa dao tao ma rong déu noéi ro rang, néu nhw
c6 thé st dung hiéu qua dugc “phwong thirc ép bude giao dich” 1a c6 thé gia
tang mitc do giao dich 1én tir 200% - 700%, vay cu thé thic hw ra sao?

Qua trinh dai khai thé nay, tridc khi két thiic budi thuyét trinh gidi thiéu
khda dao tao, giang vién déu hoi nhitng ngwdi ngoi duwdi rang: “Khong biét
sau hai tiéng dong ho t6i n6i chuyén véi cac ban, cac ban c6 thu hoach dwoc
chit nao, c6 hiéu dugce chit nao hay khong?”.

Thay huwdng dan da toan tam toan y chia sé nhitng quan diém ctia minh
trong sudt hai tiéng dong ho, hon nita, qua thyc thay gidng cling khong té, rat
deé hiéu, gia st t6i va ban la nhitng nguwoi ngoi nghe bén dwdi, cho du la chan
thanh biét on hay chi theo phép lich sy thong thuwong thi khi duge héi nhw
vay, chung ta déu sé tra 1oi: “Co a”.

Sau do, thay hwéng dan sé ti€p tuc hoi: “Néu nhw ¢6 co hoi dé t6i ¢ thé
ti€p tuc tro chuyén vdi cac ban, khong chi trong hai tleng dong ho, ma la ha1
ngay, cac ban cé dong y khong?” RO rang, chung ta van sé tra 1oi: “Dong y”.

Chuyén dién ra tiép theo cang tr6i chay hon, thay huéng dan sé hoi moi
nguoi: “Nhitng ai dong y thi xin gio tay dé t6i nhin mot chat, duwgce khong?”.
Néu nhw ban ndy ching ta da tra 101 1a “Dong y”, xuat phat tir tinh than trach
nhiém v@i 10i hita cia minh, duwong nhién chuing ta sé gio tay lén.

Van dé bay gio chinh la sau khi t6i va ban gio tay 1én, thay hwéng dan sé
nai tiép: “Nhfl’ng ban hoc dé gio tay hdy ditng day va budc 1én day dé t6i xem
mot chit”. Néu nhv ban ndy toi va ban da gio tay, viéc lam theo yéu cdu cta
thay hu’o’ng dan la di 1én trén buc giang da trg thanh chuyen duwong nhién. Cho
du trong long ban c6 cam thdy mien cudng di chang nita, thi nhat dinh ban
van phai di 1én buc giang.

Ban da dimg trén buc gidng, d6i mdt v6i moi ngudi bén dudi, hon nita ban
ndy cling da bay t6 “dong y nghe thay gidng bai hai ngay” roi, bay gio, lic
thay gido duwa ban ghi danh cho ban, ban c6 dién tén hay khong? Néu ban
khong ghi danh, ban phai d6i mat vdi I6i hita hen ban nay ctia minh thé nao
day? Chang lé lai ndi rang vi diéu kién kinh t€ qué eo hep cho nén khong thé
nop noi tién hoc phi? B6i mat v4i nhitng anh mat cia moi ngwoi dwdi khan
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dai kia, sao ma chiu noi!

Madc du ca nhan t6i khéng dong tinh v6i phuong thiec “ép budc giao dich”
nay, bdi vi khai thac nhitng diém yéu trong ban chat con ngudi, dudi ap luc
ctia cong ching budc ho phai méc hau bao chang phai viéc lam quan t gi cho
cam. Nhung nhin theo mot goc do khac, diéu nay ciing cho thay, mot nguoi
khi da dwa ra hita hen tredc dam dong thi sé phai doi mat vai ap lwc thue hién
16i hira do.

Dang sau moi cam két, cac bén lién quan déu phai c6 trach nhiém thuc
hién cam két do, b&i ho cé nhitng ap luwc dao ditc vo hinh. Cac nhan vién ban
hang déu c6 thé van dung hitu hiéu loai ap luc dao dirc nay dé khién khach
hang thyc hién mot s6 hanh vi minh mong doi.

L4y mot vi du don gian, khi goi dién cho khach hang, néu ngay tr dau da
noéi: “Anh Truwong, nghe giong anh ciling c6 thé cam nhan dwgc tam trang anh
hém nay kha tot day!”. Néu khach hang lich sy t6 vé ding la tam trang minh
rat tot, thi anh ta sé phai thé hién minh la nguwdi c6 tam trang tot trong suot
cudc néi chuyén, qua trinh trao doi tiép theo gitta nhan vién ban hang va
khach hang vi thé cling thuan lgi hon rat nhiéu.

Nhu vy, van dé can dat ra chinh la trong qua trinh tiép xuc véi khach
hang, r6t cudc thi phai lam thé nao mdi cé thé khién khach hang hiva hen?

THU NHAT, TU NHUNG LOI HUA NHO DAN DAN CHUYEN
THANH CAM KET LON

Cai goi la cam két chinh la d6i phwong dong y mot yéu cau cua ban va hita
sé hoan thanh yéu cau trong thoi gian thoa thuan. Nhwng c6 mot van de, doé la
thi* ma cac nhan vién ban hang chd dgi & khach hang 1a mot cam két 16n. Néu
nhw ngay tir dau nhan vién ban hang da néu ra yéu cau 16n nay roi, thi bai vi
phia sau tat ca cac cam két déu an gidu mot loai ap lyc budc nguwdi ta phai
thuc hién, cho nén c6 thé sé khién cho khach hang sg hai rang minh khong thé
ganh noi loai ap Iwc 16n lao nay ma tir choi yéu cau cua ban.

Muén khach hang dong y thyc hién mot cam két quan trong, cling gidng
nhu bao khach hang chay mot quing c’[u’dng dai. Do quang duong qua xa, nén
vita m&i nhin qua c6 thé khach hang da nan long ma bé cudc. The nhu’ng, néu
ban dem qudng duong nay chia ra thanh nhitng quang Chay ngan, thi boi vi do
dai méi doan rat nho, cho nén khach hang ciing de dang dong y hon. Cho dén
khi khach hang da chay hét cac quang ngan dé ro6i, ho sé dén diém cudi cung
ma ban mong muon.

N6i vui mét chit, hom nay ban theo du6i mot c6 nang rat dang yéu, muc
tiéu cudi cung cua ban chinh la dugc ¢6 nang xinh dep nay 6m mot cai.
Puong nhién, ban khong thé néi ngay yéu cau nay tir dau dugc, bai vi né co
thé khién nang bé chay.

Cach lam cu thé thé nao, t6i tin rang moi nguwdi déu c6 nhirng kinh nghiém
riéng. Ban dau ta c6 thé moi nang di xem phim, néu déi phuwong dong y, ban
c6 thé tranh thu lic xem phim ma thi nam tay nang triéc. Sau do la tang hoa,
tiép theo thi yéu cau dwgc 6m.
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Trong thuc té, moi quan hé gitta ching ta va khach hang cting khong khac
nhw vay la bao. Néu ban dau ban chi lich sy néu ra mét yéu cau nho nho,
khach hang sé rat dé dong y. Sau khi da dong y, tam li cua khach hang sé nay
sinh nhitng bién doi rat tinh té. Bdi vi ngay ca mot 16i hita nho cling dai dién
cho quan diém lap treong cia khach hang, ma lap tredng ctia mot con nguoi
thi can phai kién dinh.

Trudc day t6i cd dang ki mua dinh ki mot tap chi thy'c pham dinh duwéng.
Hay thao luan veé tinh hudng nay mot chut, dé thay t6i da tirng buwdc bi roi vao
“cam bay” cua nhan vién ban hang nhu thé nao.

Hom ay, toi cung vo di mua sam, lic dang dinh ré vao mot ngd hém an
chut gi do, thi mot co gai ci chi nha nhan chan t6i lai, lich sy noi véi toi:
“Chao anh, t6i c6 thé nho anh gitp chiit chuyén nhé khong a?”.

Thanh that ma néi, ltic dy toi con twdng cd ay dén hoi dwdng nén ty nhién
néi: “Pugc chi, chuyén gi vay?” (Xin lvu y rang, t6i da thyc hién mot 10i hira
nhd, ma lap trudng cda 10i hita nay chi la dong y gitp c6 &y mot chuyén nho
ma thoi.)

Co0 géi nay tiép tuc noi: “Chuyén la thé nay, bay gio toi dang phai lam mot
bao cao khao sat thi trrong vé théi quen dinh dwdng cia ngwoi dan. Moi ngay
toi phai hoan thanh 30 ban cau héi khao sat mdi hoan tat nhiém vu ma cong ty
giao cho. Hom nay chi con lai mdy ban cudi cung nita thoi, anh c6 thé gitp toi
trd 10i mot ban dé t6i hoan thanh nhiém vu khong a?”.

RO rang ldc nay t6i chi c6 m6t cau tréa 16i duy nhat la dong y giup co ay
hoan thanh ban khdo sat nay va c6 dy moi t6i ngoi xuong bén cai ban bén
canh do.

Chuyén tai tinh xdy ra tiép theo chinh la binh thwong khi ching ta tra 1oi
cac bang cau hdi khao sat, nhan vién tw van sé dwa bang cau hoi va bt cho
chung ta, sau d6 chung ta ty minh chon cau tra 16i. Bay gio nhd lai, to6i méi
thay diém khon ngoan nhét ctia c6 nang dé khong phai & viéc c6 ta da khong
phat ban cau héi khdo sat cho t6i, ma la ¢ viéc co ta da ngoi bén canh t6i hoi
tirng cau mot, ma moi mot dap an t6i dwa ra déu la mot 1oi cam két.

Cau hoi dau tién co6 ay hdi toi la: “Anh cadm thdy théi quen an udng cua
hau hét nguwdi dan hién nay c6 can bang hay khong?”. Tra 16i cho cau héi nay,
dap an tat nhién la “Khong”, ma tra 16i nhu vay ciing twong duong vai viéc
toi tu thtra nhan théi quen an udng ctia minh can phai thay doi.

Sau do, co ay tiép tuc hoi téi mat loat cac van dé, chang han nhu viéc két
hgp an udng trong bita sang, c6 thuwdng an trai cay hay khong,... Mac du vi
day la bang cau héi khao sat cho nén c6 ay khong thé cho t6i biét dap an
chinh xac cho moi cau hoi la gi, nhung khong con nghi ngo gi nita, cau tra 16i
chinh xac cho nhitng cau héi nay déu dugc ggi y rat ro rang, ma da phan
nhitng diéu do t6i va vo minh deu khong thuc hién dwgc. Va tra 16i cang
nhiéu cau hoi thi cang twong dwong vai viéc ching toi da dwa ra cang nhiéu
hita hen vé viéc can phai céi thién th6i quen an uéng ctia minh hon.

biéu thu vi nhat ti€p theo chinh la co dy cén than quan sét co thé vg t6i,
hoi: “Chi nha dang mang bau phai khong a?”.

R rang day chinh 1a “ti huyét” budc toi phai mua hang, bai vi lic d6 vo
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to0i da mang thai 5 thang, ngwoi ngoai c6 thé dé dang nhan ra. (Bay gio suy
nghi ki lai mot chit méi hiéu tai sao trén dwong cé nhiéu ngwdi nhw vay ma
cO gai nay lai chon ching toi “gitp chut chuyén nhé”, ro rang la dwa vao cac
tiéu chi vé khach hang muc tiéu cua ho thi ching t6i sé dé dang dong y “giup
do” nhat.)

Sau do6, cau hoi c6 ay dat ra cho chiing t6i vo cung don gian (tat nhién dau
tien la no6i cau chic mirng, sau d6 mai bay to): “Thuc ra, nguwoi binh thuong
chuing ta thi du khong dieu chinh théi quen an uéng ciing khong sao, nhung
do6i voi phu nit mang thai, anh nhat dinh phai v6 cung cha y, anh cé nghi thé
khong?”.

Sau khi t6i déng y chac nich vdi cai cau “théi quen dinh duwdng cta phu niv
mang thai la rat quan trong” roi thi nhitng chuyén xdy ra tiép theo sé tré nén
ngay cang hogp li...

Xem xét tong quat ca qua trinh ban hang, cé thé thay rang tat ca moi viéc
déu bat dau tir mot 10i hita nho nho “gitip mot viéc nhé” cta t6i, sau do tw 1oi
hita nay tich liiy dan, tién thang dén cai dich ma nhan vién ban hang da bay
ra.

Trong linh virc ban hang c6 mot phwong phap hai rét n6i tiéng tén la “7
YES”. Pay la phu’dng phap thiét ké 7 cau hoi lién tuc, méi cau hoi déu | phai_
khién khach hang tra 1i 1a “CO/DUNG”. Hon nita, gifta cic cau héi cling can
phai thiét ké nhitng don bdy dé khién cho khach hang dé dang tr mot “CO”
nay tiép tuc chuyén sang mot “CO” khac, cudi cung co thé dat toi muc dich
x6a bé nhitng nghi ngai ctia khach hang hoac khién cho khach hang dong y.

Duéi day la mét tredng hop cu thé. Tinh hudng cta vi du nay la khach
hang cho rang nhiét d6 ctia dong co qua cao, khong thé cham tay vao duogc,
yéu cau tra lap tirc tra lai hang, con qua trinh dat cau héi ctia nhan vién ban
hang cu thé nhv sau:

Nhan vién ban hang: “Anh Long, tat ca cac dong co khi dang hoat dong
déu bi néng 1én, anh nghi c6 ding khong?”

Khach hang: “DPuvong nhién la c6. Nhung néu nhw qua nong thi khong
duoc.”

Nhan vién ban hang: “Vang, to6i rat hiéu y anh. Theo y ctia anh, nhiét do
trong luc dong co hoat dong phai trong gidi han cho phép, c6 dung khong a?”.

Khach hang: “Dung.”

Nhan vién ban hang: “Theo quy dinh, trong ltic dong co dang hoat dong,
nhiét do c6 thé cao hon mitc binh thwong 60°C, diéu nay da dwgc hudng dan
chi tiét & diém 5, diéu 4 r6i, cé dung khong a?”

Khach hang: “bung.”

Nhan vién ban hang: “Theo thong bao lan tridc cta anh gii cho chiing
t0i, nhiét d6 xe ctia cong ty anh & diéu kién binh thuong vao khodng 30°C, c6
diang khong a?”

Khach hang: “Dung.”
Nhan vién ban hang: “Ndi cach khac, trong lic xe ctia cong ty anh dang
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hoat dong, nhiét do ctia dong co sé nam trong gidi han cho phép la 30°C cong
thém 60°C nita, do vay, gidi han nhiét do t6i da c6 thé 1én t6i 90°C, cé ding
khong a?”

Khach hang: “Dung.”

Nhan vién ban hang: “Néu nhv chung ta dun nuéc 1én dén 90°C thi nuéce
cling sap sobi roi, chiing ta co ban khéng thé dung tay vao dugc, vi sé bi bong,
anh c6 nghi vay khong?”

Khach hang: “C6.”

Nhan vién ban hang: “Noi cach khac, ban ndy anh noéi luc dong co lam
viéc khong thé cham tay vao, thuyc té lai la mot tinh hudng rat hop li, anh c6
nghi vay khong?”

Khach hang: “Co, anh néi ding.”

THU HAIL MAU CHOT BE PAT bUQC CAM KET CHINH LA
DAT CAU HOI TOT

Chuing ta déu biét nhitng cam két déu duwgc diéu khién béi ndo bo, bo nao
cua khach hang cling giong mot chiéc may vi tinh. Chung ta mudn lay duogc
cau trd 10i minh mong muon tir mot chi€éc may vi tinh thi phai biét nhap vao
nhitng cau 1énh chinh xac, ma nhitng cau lénh nay chinh la nhitng cau hoi
hiéu qua.

Do6i v6i nhan vién ban hang, muén dat dugc cam két cia khach hang mot
cach hiéu qua, nhat dinh phai nam vitng nhitng ki xao dat cau hoi dugc trinh
bay duéi day:

1. Gianh quyeén dat cau héi truwéc

Khi giao tiép voi khach hang, nhan vién ban hang thwong gap phai tinh
huong khach hang khong tra 101 cau héi, c6 tinh né tranh, khién cho viéc giao
tiép rat kho khan, gay trd ngai cho qua trinh ban hang. Gianh dwgc quyén dat
cau hoi co thé ho trg rat 16n cho viéc giai quyét tinh huéng nay.

May nam trudc day, toi da tirng lam viéc trong cac qua trinh xtc tién ban
hang. T6i thwong m@ dau nhu sau: “Chao giam doc, néu nhw c6 mot phwong
phap c6 thé 1ap tic gitip hiéu qua kinh doanh ctia cong ty ong lén 10%, hon
nita phvong phap nay da dugc chitng minh bai cac cong ty X, cong ty Y, ong
c6 thé danh cho t6i khodng mot vai phut dé gidi thich don gidn vé n6 khong?
Néu 6ng cho rang t6i néi khong ding, 6ng co thé ngat may bat ¢ ltic nao,
duogc chir a?”

Trwdc 16i mao dau qua mic hap dan nhw thé, khach hang thwong tra 1oi
“Pugc”. Ma mot khi khach hang t6 y la “dwgc”, toi sé 1ap tir'c néu ra mot cau
héi, va t6i cho rang day ciing chinh la chia khoa dé t6i c6 thé tao ra dugc
doanh s6 ban hang an twgng. Cau hoéi nay rat don gidn, d6 chinh la: “Trudc
khi giGi thiéu, tdi c6 thé héi tredc mot cau khong a?”.

Do ap lyc ctia cau hoéi nay rat nhé, hon nita ciing hgp tinh hop li, cho nén
nhin chung la khach hang s€ cho ra mot cau tra 10i tich cyc. Va mot khi khach
hang da té vé “Co thé”, thi diéu nay da dai dién cho viéc anh ta dwa ra mét 10i
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hita, anh ta can phai chiu trach nhiém véi cai 16i hita nho nho nay ctia minh,
cho nén cling can phai tryc tiép trd 10i van dé tiép theo cta t6i. Cho du khach
hang c6 cdm thdy nhitng cau hai tiép theo cua toi sé rat kho chiu, nhung dudi
ap luc vo hinh cua dao ditc, anh ta van phai tra 16i cho tot.

D6 1a do tbi da dam bao duwgc quyén dat cau hoi trwde tién, cho nén véi
nhitng cau héi ké tiép rat quan trong vdi toi, ngay ca nhitng khach hang méi
giao tiép lan dau ciling sé tra 10i tich cyc. Va cling nho vay ma t6i da ma ra
mot khodng trong, giup khach hang xac dinh dwgc mot “van dé nghiém trong”
nho nho, dé sau d6 ban ra san pham.

Sau day la mot so6 cach thivc dé cé thé gianh dugc quyén dat cau hoi trudc:
“T6i co6 thé héi ban mot cau héi khéng?”

“T6i khong biét liéu t6i c6 thé néu 1én quan diém cia minh khong?”

“T6i c6 thé héi anh mot vai cho van chia dwgce ré 1am khong?”

2. Thém khuic dao dau cho cau héi

Khtc dao dau chinh 1a tredc khi dat cau héi, ban can thé hién rang muc
dich cta viéc dat cau héi nay la vi 1gi ich cudi cung ctia khach hang, khién
khach hang nghi rang cau hoi cta ban c6 thé gitp anh ta dat dugc lgi ich gi
dé, va vi vay ma xac suat khach hang dwa ra nhitng cau tra 10i tich cuc sé tang
1én rat nhiéu.

Vi dy, nhan vién ban hang muon tim hiéu xem ngan sach duv tinh cua
khach hang la bao nhiéu. Béi vi “ngan sach” la hai twr c6 ap lwc kha 16n, cho
nén c6 thé khach hang sé khong noi that, nhwng néu néi thé nay: “Dé gitp anh
dam bao dwoc mirc gia phu hgp nhat, Iwva chon dwgc mot san pham tot nhat
v@i chi phi hiéu qua nhat, t6i mudn biét rdo mot chut, anh dy tinh ngan sach
khoang bao nhiéu a?” thi moi chuyén sé c6 thé tréd nén dé dang hon. Thém
mot cau: “Dé gidp anh...”, muc dich dat cau héi khong phai vi ban than minh
ma vi 1gi ich cua khach hang, dwong nhién la khach hang sé thoai mai hon
nhiéu.

Co6 thé tham khao thém mot s6 cac cau héi sau day:

“Thwa tong giam doc, dé co thé gitip ngai tim ra dugc phwong an tw van
tot nhat, tredc hét téi c6 thé hoi ngai mot vai cau héi dwge khong a?”.

“Anh Li, phuong dn bao hiém t6t nhat cho anh chac chan 1a mot sy dau tw
thich hgp nhat dé c6 thé dam béao dat dugc két qua toi da, anh thay ding
khong a?”.

“Co Chau, bat ci¥ viéc tu stra mai nha nao, diéu dau tién cling can phai
dam bao phong ngtra viéc bi tham nuwéc, vi vay cho nén chiing ta can phai
thdo luan that nghiém tuc, co nghi sao?”.

3. Thém ggi y té nhi cho cau héi

Néu nhan vién ban hang mudn khéach hang di dén cai dich cudi cing minh
mong mudn, thi dwong nhién can phai nghi cach dan dat khach hang di theo
huwéng nay. Diéu nay yéu cau trong qua trinh dat cdu hoi, nhan vién ban hang
can khéo 1éo dwa vao nhitng &m thi, dé khién cho suy nghi ctia khach hang vo
tinh bi dan dat.
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Am thi ¢ day c6 nghia 1a &m tham tao ra su dinh huwéng suy nghi cho
khach hang. Trong diém chinh la tredc khi dat cau héi cu thé, phai dwa ra mot
li do chinh dang, dan dat suy nghi ctia khach hang, khién cho toan bg sy chi y
ctua khach hang tap trung vao diém c6 1gi cho nhan vién ban hang.

Vi dy, hién tai khach hang dang cam thdy v6 cung hitng thu véi liéu trinh
giam béo. Nhung do6i véi nhan vién ban hang, néu c6 thé khién khach hang
chon Iyra mot liéu trinh kép két hop gitta gidam béo va lam dep dwong nhién la
tot hon nhiéu. Tuy nhién néu chi héi: “Ngoai viéc giam béo, co c6 hirng tha
vdi liéu trinh lam dep co thé khong?”, thi e 1a khé ma nhan dugc két qua tot.

Nhwng néu ban hoi thé nay: “Chi nay, thuc ra giam can rat dé, nhitng
khach hang tham gia liéu trinh ctia chiing t6i gan nhuw déu thanh céng 100%.
Tuy nhién, sau khi gidm can thuwong dé tang can tré lai. Cho nén, sau khi co
hoan thanh viéc gidm can, nén tién thé lam thém mot liéu trinh gitt dang nita
dé tranh bj tang can trd lai, cd6 nghi sao?” Bdi vi trdc khi gidi thiéu viec lam
dep co thé, nhan vién ban hang da dwa ra cho khach hang mot li do hop li, tat
nhién khéach hang sé tiép nhan liéu trinh lam dep ma théi.

Dudi day la mét s6 cau hoi cac ban c6 thé tham khdo:

“Thay Han, thay thudng xuyeén phai di giang day ¢ tinh xa nén khi mua
mot chiéc may vi tinh xach tay, tudi tho cta pin la mot van dé v6 cung quan
trong, thay noi cé ding khéng a?”

“Anh Ton, co s& chinh dé danh gia xem viéc quang cdo ngoai troi co tot
hay khong chinh 1a Ivu lwgng khach hang, ma co s& quyét dinh lvu lugng
khach hang 16n hay nhé lai phu thudc vao vi tri dat quang cao ngoai troi, chi
c6 vi tri tot mdi co duwge hiéu qua tuyén truyén t6t, anh nghi cé ding khéng?”

4. Thiét ké chuoi cau héi lién tuc

O trén, ching ta da dé cap dén viéc thong qua nhitng 10i hita nhé dé cé
dwgc mot cam két 16n, va dieu nay c6 nghia la nhan vién ban hang phai dat
dwgc nhitng cau héi mang tinh lién tuc. Phai biét thong qua mot van dé nho
tredc mat dé lién hé t6i mot van dé nho tiép theo, sau dé chuyén qua van dé
nho ké tiép. Sau dé lam cong tac quan trong la tong hop lai cac van dé dé
khach hang xac nhan, cudi cung la dat dwgc muc dich dé ra. Ciing giong nhw
phuong phap dat cau hoi “7 YES” da chia sé ban nay.

Khi dat cau hoi nhét dinh phai thiét ké lam sao cho chiing lién quan dén
nhau, chi c6 nhw vy mdi cé thé dat dwgc hiéu qua cudi cung.

Ching ta hdy cung xem xét, trong vi du dudi day, nhan vién ban hang da
lam thé nao dé chitng minh rang tivi ma minh ban c6 do sac nét vo cung t6t:

~ “Anh Tién, tivi dugc tao ra la dé phuc vu nhu cau xem, cho nén do sac nét
han la diéu ma anh quan tam nhat dung khong a?”
“Tat nhién roi.”
“P0 sac nét ctia mot chiéc tivi LCD lai phu thudc cha yéu vao chat lvgng
ctia man hinh LCD, béi vi man hinh LCD dwgc st dung dé hién thi hinh anh.

Do vay, viéc lra chon mot chiéc tivi LCD tot co ban chinh la chon m6t man
hinh LCD t6t, khong biét t6i giai thich nhw vay anh c6 hiéu khong a?”

“Co, t6i hiéu”.
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“Hién nay, hau nhu tat cd man hinh LCD trén thé gi6i déu dwoc san xuat
tir ba noi la Bai Loan, Han Quoc va Nhat Ban. Theo anh chat lwvgng man hinh
LCD ¢ dau sé tot hon?”

“Chac la Nhat Ban.”

“Vang, khach quan ma noi thi chat lvgng cac san pham dién ti* ma nguoi
Nhat san xudt thye sy rat tot. Nhw anh thay day, chiéc tivi LCD nay, man hinh
LCD dwoc nhap khau 100% tir Nhat Ban, cho nén vé dé sac nét anh c6 thé
hoan toan yén tam...”

Thong qua viéc thiét ké mot chuoi cac cau héi lién tiép, nhan vién ban
hang da khién cho khach hang dwa ra cam két rang khi mua tivi minh sé can
nhac dén do sac nét dau tién, ma rd rang do sac nét cia man hinh LCD c6 tinh
chat quyét dinh dén wu nhwgc diém cia man hinh LCD, ma trong so tat ca cac
loai man hinh tinh thé 16ng, chét lwgng man hinh do Nhat Ban san xuat van la
tot nhat, trong khi ho lai dang loai ban san pham nhuw vay.

5. Khién khach hang ty minh xac nhan dé dua ra quyét dinh cudi
cung

Cu6i moi cau hoi, nhan vién ban hang nhat dinh phai nhé dé khach hang
tw minh dwa ra xac nhan cudi cung, nhw vay mdi cé thé hoan thién mot cam
két hitu hiéu. Noi cach khac, muén cé dugce cam két, nhat dinh phéi dung
dang cau héi duoi dé két thic cau hoi ctia minh.

Dang dat cau héi dudi la phwong phap xen lan ham y tra 1oi cho van dée
dugc hoi vao trong cau hoi dugce dat ra. Dang cau hoi nay thuong kem theo
mot s6 cum ti* c6 dinh nhu: “C6 phai khong?”, “cé thé khong?”, “c6 ding hay
khong?”, “cé thira nhan hay khong?”... giong nhw cach két thiic cau trong cac
vi du dudi day:

“Qua nhitng gi ching ta vita mdi trao doi vira roi, kha nang twong thich
cta hé thong co t6t hay khong chinh 1a diéu bay gio anh quan tdm nhat, ding
khong a?”

“Néu nhu chiing t6i c6 thé cung cdp mitc gia thap hon so vGi nhitng cong
ty khac, giam thém khoang 5% gia ban, theo y anh thi ngay bay gio chuing ta
c6 thé thao hop dong, phai vay khong?”.

“Theo quan diém ctua 6ng, diém mau chot khién cho nhan vién b phan
ctia 6ng bo viéc kha nhiéu chinh la vi nhan vién ban hang khong cé dua danh
sach khach hang hitu hiéu. Diéu nay khién hiéu qua cong viéc cta ho bi gidam
sut, ho khong c6 cach nao dé hoan thanh chi tiéu ban hang, dong thai, thu
nhap cuaa ho cling bi anh hvéng nghiém trong, co phai khong a?”.

THU BA, TANG AP LUC PAO BUC KHIEN CHO POI
PHUONG PHAI HA CAM KET

Mdc du hau hét ching ta déu muon tré thanh nguoi biét gilt chit tin, nhung
trong cudc song, ban c6 ting duwa ra 10i hita vé6i ai do, nhwng cudi cung lai co
tinh tron tranh khong thye hién 101 hita d6 chwa?

Néu nhu 1a c6 thi li do ciing rat dé hiéu, bdi vi ching ta phat hién ra rang,
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néu thyc hién cam két do, nhat dinh ching ta sé phai “tra gia” rat cao. Bai
ching ta khong muon trd cai gia nay, nén tinh nguyén trd thanh ké bdi tin.

Néu nhu ban va t6i da titng lam viéc nay roi thi khach hang ciing vay. Trén
doi nay chang c6 dao li nao budc khach hang nhat dinh phai thyc hién 161 hita
ctia minh ca. Vay thi, la m6t nhan vién ban hang, ban phdi lam thé nao dé c6
thé khién khach hang thyc hién cam két cia minh?

Phuong phap that ra rdt don gian, chinh la gia tang thém ap Iuc tam 1i dao
dic dang sau nhitng cam két dy, duwdi day la nhitng tha thuat ma cac nhan
vién ban hang thuwong hay dung:

1. Xac nhan lai nhitng cam két bang miéng cia khach hang

R0 rang nhitng 101 htta chot ludi dau moi luén 1a nhitng cam két ma khach
hang dé dang “quén” nhat, tham chi trong nhiéu truong hgp, khach hang sé
gia vo “quén” nhitng gi minh da néi. Tuy nhién, néu nhw nhan vién ban hang
xac nhan lai nhiéu lan nhitng cam két miéng ay ctia khach hang, t6i nghi
khach hang sé luén cam thay c6 chut xau ho.

L4y mot vi du don gian thé nay, nhan vién ban hang hoi khach hang rang:
“Anh Han, t6i c6 thé hiéu y cia anh la thé nay khéng? Mac du anh rat hai
long véi hinh anh, am thanh va kiéu dang cuda chiéc tivi nay, nhwng anh rat
cling quan tam dén dich vu bao hanh. Bay gig diéu khién anh van con do dv
chwa quyét dinh dwoc chinh la ching t6i chi cung cap dich vu bao hanh cé 1
nam ma khong phai 3 nam nhu cac thwong hiéu khac. Béi vay, néu ching toi
cling cung cap dich vu cham s6c mién phi 3 nam sau khi mua hang, anh sé
khong con lan tan gi nita, co dang khong a?”.

Sau khi khach hang té y “Pung vay” roi, nhan vién ban hang lién ndi ludn:
“Cung cap dich vu bao hanh mién phi lau hon, anh mua hang sé cam thay yén
tam hon. Cho nén anh mudn chiing t6i cling cung cdp dich vu bao hanh mién
phi 3 nam thi m@i c6 thé quyét dinh ngay dwoc, t6i cling rat hiéu vi diéu nay
rat quan trong, phai khong a?” Sau d6 khach hang sé noi: “Tat nhién r6i”.

Mac du viéc khién khach hang xac nhan lai cam két d6 mot lan nita nhin
qua c6 vé nhu khong can thiét. Nhung viéc lap di lap lai 10i hiva sé 1am gia
tang ap lyc tam li v6i khach hang, ma ap lyc tam li cang 16n thi kha nang
khach hang thuc hién cam két tredc do cang cao, bdi vi chang ai mudn tra
thanh ké nam lan bay lwgt boi tin boi nghia ca.

2. Cam két bang van ban hiéu qua hon so véi cam két bang miéng

Nhitng nguwdi am hiéu phap luat déu biét, 161 n6i khong dugce ghi chép lai
thi rat kho co thé tré thanh bang chitng, vi khong cé cach nao cé thé xac minh
dugce. Con van ban thi lai hoan toan khac, né r6 rang, cu thé, khong nham lan,
c6 thé st dung lam bang ching tryc tiép tai toa an.

Twong tw nhw vay, ap lyc tam li tir nhitng 10i cam két bang miéng cta
khach hang chi 1a nhitng gié tri dao ditc ctia anh ta ma th6i. Néu nhw sau do
khach hang phat hién ra rang cam két nay sé khién anh ta ton kém hon thi cho
du viéc vi pham cam két sé khién cho anh ta cdm thay c6 chit xau ho, nhung
vi can nhac dén lgi ich caa ban than, khach hang cling c6 thé tam thoi tré
thanh mot ngwdi khong biét gitt chi tin ma vi pham nhitng gia tri dao ditc cia
minh.
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Di nhién, chiing ta can phai tin twéng vao pham hanh dao dic cia khach
hang. Nhung ciing khong thé pht nhan rang, gitta pham hanh dao dic va lgi
ich ca nhan, néu khong c6 nhiéu rang budc, da phan chiing ta san sang tam
thoi phan boi dao dic ctia chinh minh.

Trong khi d6, cam két bang van ban hoan toan khac véi cam két bang
miéng, ranh ranh gidy trang muc den, né sé tao ra mot sw rang budc manh mé.
Cho nén, trong treong hop cé thé, hay khién khach hang ki tén, déng dau,...
dé xac nhan, nhw vay sé nang cao dang ké kha nang khach hang thyc hién
cam két ctia minh.

Khi con ngo6i trén ghé nha truong, néu ching ta pham sai 1am nao dé, thay
co thuong yéu cau chung ta lam gi? Chinh la viét m6t ban kiém diém, va sau
khi viét ban kiém diém roi, kha nang tai pham ctia ching ta da giam di dang
ké.

Duéi day la mét vi du don gidn. Trong cac hgp dong bao hiém c6 mot diéu
khoan bat budc, chinh la khach hang sé c6 mot khoang thoi gian suy nghi dé
can nhac, trong thoi gian can nhac nay, néu khach hang quyét dinh cham dirt
hgp dong thi cong ty bao hiém phai hoan lai tat ca phi nop bao hiém cho
khach hang vo diéu kién.

D06i mat véi quy dinh nay, nhan vién ban hang phai lam thé nao dé dam
bao gidm dang ke ti 1é khach hang chdm ditt hgp dong? Truwéc day, rat nhiéu
nhan vién ban hang chon cach giip khach hang dién thong tin vao hop dong
bao hiém, nhung bay gio thi khac, nhan vién ban hang dé cho khach hang ty
minh dién hét ban hgp dong. Chi bang mot chit stta doi nho nho nhw vay ma
ti 1é khach hang cham ditt hop dong bao hiém qua thuc da gidam dang ké. Béi
vi hgp dong nay la do khach hang tiy minh ki tén xac nhan, ho can phai chiu
trach nhiém twong @ng.

3. Cam két cong khai luon la phwong thitc hitu hiéu nhat

Mot khi khach hang da dwa ra mot cam két triéc ban dan thién ha, bai vi
phai d6i mat véi ap lwc dén tir &nh mat ctia moi ngwdi, nhat dinh khach hang
sé phai thyc hién cam két nay. May 10i hita suong ching ta c6 thé tron tranh,
du sao thi cling dau c6 ai hay. Nhung da hita hen trueée cong chung thi ngay
ca co hdi tron chay ban cling chang c6, néu khong ban sé khién cho nguoi
khac cé an twgng toi té véi minh. Ma cai an twgng té hai nay co thé sé gay ra
nhitng tac dong tiéu cuc cho cong viéc cling nhw cudc song cua ban sau nay.
Pay la mot loai ap Iwc ma ching ta khong thé chiu noi.

Cho nén, néu nhw trong gidi han dao ditc cho phép, ching ta cé thé khién
cho khach dwa ra cam két trudc sy chitng kién cia nguwdi khac, hoac vo tinh
hay hitu y cho khach hang biét rang nguwoi bén canh ho cling biét dén cam két
cta ho, sé cd thé khién khach hang phai thyc hién 1oi hita nay, dat duwgc két
qua doi bén cung co lgi.

O phan mé dau chwong nay, ching ta da cting chia sé vé treong hop mot
giang vién da st dung “phuwong thirc ép budc giao dich”, tai sao ké ca khi
khach hang rat mién cudng nhuwng van cam chiu méc hau bao dé tra tién?

Cau tra 1oi chinh 1a khi khach hang ding trén buc giang, Iic phai doi mat
v6i nhitng nguwdi bén dwdi khan dai, ho khong thé nao vi pham 101 hita ma
minh vita méi hita ngay tri'éc mat cong chiing duge. D€ duy tri hinh dnh cta
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minh, giit gin thé dién cho minh, khach hang chi con cach mdc tién ra dé dat
coc ma thoi.

Va sau khi da ki tén ndp tién xong thi khach hang da cung lic phai d6i mat
v&i ba cam két ndng né, cam két bang van ban, cam két bang miéng va cam
két trwéc cong ching, sau dé thi chuyén déng not hoc phi dé tham gia tiép
khéa hoc chinh thitc sé tr@ thanh chuyén dwong nhién.

Bai vay, trong hoan canh thich hgp, nhan vién ban hang can phai nghi
cach dé khach hang dwa ra 16i hita tredc mat moi ngwoi, nhw vay khong chi
khién cho khach hang phdi d6i mat véi ap lyc dao dirc ctia chinh minh, ma
con khién cho khach hang phai chiu 4p luwc giam sat tir nhiéu nguwdi khac nita,
tr d6 c6 y thite thye hién cam két cda ho.
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NGUYEN TAC THEP 2

CUNG CAP SAN PHAM THEO NHU CAU CUA
KHACH HANG

CHUONG 4

“THUAT TIEN BAC”

CHIEN LUOC TAM Li KHIEN KHACH HANG
PHAI HUNG THU

Truy tim kho bau c6 1€ 1a nhitng cau chuyén ma ching ta yéu thich nhat
khi con nhé. C6 1€ ban ciling da tirng c6 mo wdc giong t6i, néu c6 mot kho bau
thi minh cé thé gitip nhitng ngwdi than yéu dwgce tan hwdng cudc séng am no
hanh phuc. Cho nén, nhitng gi hom nay chung ta cung chia sé chinh la chuyén
vé kho bau trong ban hang cuaa thoi hien dai ngay nay.

“Con thuyén Noah” la sdn pham phan mém phan tich chitng khoan méi
nhat dwoc khai thac bédi mét “Cong ty cong nghé cao”. Theo nhitng gi ma
website chinh thitc ciia cong ty cong bo thi san pham nay dwoc dan dat bai
nhitng chuyén gia giao dich pho Wall. Nhitng chuyén gia c6 may chuc nam
kinh nghiém trong viéc phan tich thi truong chitng khodn dy da cung nhau
phat trién, két hgp vGi nhitng kinh nghiém thyc tién tai thi treong Trung
Quoc, budc dau ap dung mo hinh @ng dung tién tién nhat trén thé gidi, [dy luu
lwgng tién va nhitng dit liéu ctia chi s6 xu hwéng trén bé mat thi treong chitng
khoan tai cac thoi diém giao dich thuc lam c6t 16i, dé thiét ké cac chién lwgc
giao dich chinh xac, phan tich hiéu qua dau tu va rui ro thi trwong, tiv dé cho
ra nhitng dw doan vé gia ca thi trudng cuc ki chinh xac. Day la san pham phan
tich dit liéu tai chinh méi nham vao muc tiéu la cac nha dau tw ca nhan cao
cap.

Néu ban khong thé hiéu dwgc may cau thuat ngit chuyén nganh toi trinh
bay ¢ trén, vay néi ném na thi chitc nang chinh ctia phan mém phan tich
chitng khoan nay la trong ltc giao dich c6 phiéu thyc té, phan mém sé nhac
nhd cac nha dau tw Idc nao thi nén mua c6 phiéu, khi nao thi nén ban ra, tir d6
giup cac nha dau tu c6 thé thu duwogc 1gi nhuan. Theo 16i cdc nhan vién ban
hang ctia phan mém phan tich chitng khoan “Con thuyén Noah” nay thi do
chinh xac ctia n6 dat t6i trén 95%.

RO rang, mot phan mém phan tich chitng khoan ki diéu dén vay chang
khac nao mot kho bau, chi can chiu bo ra may ngan té dé mua mot ban, ban sé
dat dwgc muc tiéu tién vao nhw nwdc cua minh. T4t nhién, kha nang kiém tién
nhw nwdc nay ciing chi dat tdi 95% nhuw 101 gidi thiéu cia nhan vién ban phan
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meém, con viéc dai da s6 cac nha dau tw cé “chang may” roi vao con s6 5%
nhitng nguwoi kém may man con lai hay khong, thi con phai chd nghe y troi
cai da. Viy troi kh6 doan cho nén diéu nay bén phia cong ty ho cling khong
dam dam bado.

bang tiéc la ngay tir khi con nho, ching ta da biét rd6 chuyén tim dugc kho
bau chi la mét huyén thoai, khéng hé c6 trong thuyc té. Ciing twong ti nhw
vay, mot loai san pham tuyét voi nhw phan mém chitng khoan “con thuyén
Noah” ciing chi la mot loai vién twéng ma thoi.

Thure ra néu nghi ki mot chit, ban sé thdy day la mot chuyén rat titc cuoi,
mot cong ty budn ban “kho bau” nghi da moi cach quang ba cho san pham
ctia minh, chang qua ciing chi la mu6n kiém dwgc “kho bau” ma thoi. Néu
nhu qua thyc c6 phan mém hitu hiéu nhu thé, t6i nghi cong ty kia chang can
phai no lyc c6 gang day manh ban hang nhw thé lam gi, chi viéc tryc tiép s
dung cai phan mém chitng khoan ctia minh la hoc ciing c6 thé kiém tién nhw
nuwdc dugce roi.

Vay lam thé nao dé cai dia CD phan mém chi ton c6 10 té chi phi nay c6
thé ban dugc cai gia may ngan, tham chi la mdy van nhan dan té?

Deé trd 10i cho cau hoi nay, chiing ta nén bat dau twr viéc 1i giai tai sao giGi
dau tuv chitng khodn lai bi thu hit béi san pham phan mém duwoc coi la vi dai
nhat trong lich st nhan loai nay. Khi ban mé& mot website hay tap chi ra xem,
rot cudc diéu gi khién cho ban cdm thiy hitng thu, quyét dinh goi dién thoai
dén héi tham?

Chuyén xdy ra qua that rat don gian. C¢ 1ay mot cong thong tin dién tir 16n
lam vi duy, lic ban dang xem tin tic thi ngay du6i man hinh hodc tai mot 6
ctra sO nho nao do ty dong chay ra dong chir “Ngay mai 3 loai c6 phiéu sé
dong loat tang gia”, “Bi mat khong thé tiét 10, nhitng théng tin ndi bd mai
nhat”, “Bi an cta 30% thu nhap hang thang”..., vay thi xin héi, lic nay cac
ban yéu thich dau tw chitng khoan sé nghi dén chuyén gi? Chinh la tién dang
ao ao do tGi. Va diéu nay da khién cho ban tiép tuc hanh dong...

Xin ldy thém mot vi du nita. Nhwgng quyén thwong mai la mét mé hinh
kinh doanh méi, trong nhitng nam gan day, hinh thitc kinh doanh nay cang
ngay cang dugc cac nha dau tv quan tdm, ma tinh huéng duwéi day lai la mot
ban cdo trang day bi tham ctia mot nha dau tw.

Ngay do, c6 Han doc dwgc muc quang cao vé dau tu trong linh virc lam
dep trén mot tap chi 16n. Cong ty nay cho biét ho la mot tap doan lién két toan
cau, tham chi con c6 ca ctta hang & Hollywood tai My nita. Bwong nhién, mot
trong nhitng diéu khién c6 Han cam thay hap dan nhat chinh la dong chit
quang ba “dam bao chi can dau tw 10 van nhan dan té la c6 thé thu dwgc lgi
nhuan Ién tdi 100 van nhan dan té moi nam, sy that da dwgc hon 1.000 khach
hang chirng minh.”

Trong long da to mo, lai thém nhitng hinh anh quang cao chitng minh,
tham chi con c6 mét s6 ngdi sao trong nudc tiét 10 ho thwong dén nhitng co s&
nay lam dep, hiéu qua rat tot, cdm thay nhuw tré ra dén 10 tudi vay. Cho nén, c6
Han bén goi dién thoai cho cong ty ay, nhan vién ban hang da noi véi c6 la
chi can dong 10 van nhan dan té la ngay 1ap titc co thé trd thanh ctra hang doi
tac lién két, dai dién cho cong ty, ddam bao sau 3 thang la thu ho6i dwgc von,
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mot nam sau c6 thé thu dugce 1gi nhuan 1én téi hang tram van nhan dan té. Ho
cling sé cung cap toan bd quy trinh hoat dong hiéu qua.

Dugc nhan viéen ban hang nhiét tinh van dong, c6 Han da nhanh chéng nop
10 van nhan dan té tién phi gia nhap, con dau tw mua thém kha nhiéu cac san
pham di kem cuia cong ty, tong chi phi 1én t6i khodng 20 van nhan dan té.

Nhung thye tai luon tan khoc. Trong qua trinh hoat dong thye t€, c6 Han
phat hién ra tat ca nhitng san pham ctia cong ty déu cé xuat x@ ti* mot s6 nha
may san xudt nhé & Quang Chau. Tam thoi chwa can ban dén viéc ngay san
xuat ghi trén nhan mac chi can xoa tay mot cai la cé thé x6a sach, gia mua
con cao hon gia thi truong dén ba lan, ma quan trong hon la cac san pham nay
hoan toan chang c6 tac dung gi hét. Khach hang thuong dén mot lan, thay gia
cao ma chang c6 chit hiéu qua lam dep nao thi vinh vien khong quay lai ntta.

Con nhitng cai duwgc goi la thiét bi lam dep da dat bang sang ché quoc té
thi lai cang gia doi hon. Két qua la sau khi khai trwong chwa duwgc 3 thang thi
ctra hang lam dep cta c6 Han da phai déng ctra.

Cang khién nguoi ta dau long hon chinh 1a, vi mudén sém dat dwoc gidc
mong giau sang ctia minh, muén nhanh chéng duwgc gia nhap “chudi ctra hang
sac dep qudc té” nay, nén tham chi c6 Han con khéng ca xem ki hgp dong ma
da ki két, bdi vay co muodn khiéu nai cling khong cé cach nao.

Trong cudc séng, chiing ta khong con la lam gi nhitng cau chuyén twong
tw nhw vay, chi can ban mé@ mét mang lwdi lién két lam giau nao doé ra, hoac la
thir tim kiém vé “nhuwgng quyén thirong mai” sé thay nhitng cong ty chang
khac nao bon ltra dao day ray khap noi.

Nhung tai sao thu phéap Itra ddo don gidn nhu vay lai c6 thé khién bao
nhiéu nguwoi mac bay?

Nguyén nhén chinh la do ma lyc ctia dong tién qué 16n, 16n dén do co thé
lam mo cap mat cua chung ta.

Mac du ching ta da muwon tam mét s6 vu viéc tiéu cue 1am vi du, tuy
nhién ti* nhitng vi du nay, ching ta c6 thé phat hién ra nhitng gia tri tiém an,
néu nhw cac nhan vién ban hang cé thé noi r6 véi khach hang rang san
pham cuia ban cé thé mang dén cho ho nhirng lgi ich vé tién bac, hoac cé
thé gitp ho tiét kiém duoc tién bac, khach hang sé rat kho cwong lai duoc
st cam do nay. Va vi sy cam do ay, tam li khach hang sé sinh ra nhirng
bién doi vo hinh, anh ta sé bi duc vong ctia chinh minh khong ché, ma dé
lai chinh la nhi¥rng gi ma t6i muon chia sé véi moi ngudi trong chuwong
“Thuat Tién bac” nay.

Thir twdng twong mot chit, néu cé thé kiém dwgc nhiéu tién hon, c6 phai
chuing ta sé mua dugc chiéc dién thoai yéu thich tir 1au, chiing ta sé mua dugc
mot chiéc xe t6t phu hop vé6i dia vi ciia minh, va ching ta cé thé d6i sang mot
can nha 16n hon... Kiém dugc nhiéu tién hon quan trong nhuw thé day.

Tat nhién, moi chuyén déu c6 hai mat, doi v6i mot nhan vién ban hang ma
noi, néu sdn pham ban ban thuc sy 1a hang chinh hang, trong qud trinh quang
ba san pham, bang cach gitp khach hang hiéu duwgc rang san pham cuia ban c6
thé mang lai cho ho nhitng lgi ich vé mat tién bac dé dat t&i hiéu qua déi bén
cung c6 lgi, thi duéi day hoan toan la nhitng ki xdo ban hang chap nhan duogc.
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THU NHAT, CO GANG CU THE HOA LQI iCH CUA SAN
PHAM BANG CON SO TIEN BAC RO RANG

Nhitng ngudi lam céng viéc ban hang chac han da tirng duwgc nghe qua cau
noéi nay: “Thit ma khach hang mua vén khong phdi 1a ban than san pham ma
chinh la nhitng lgi ich ma sdn pham mang t6i cho khach hang”.

Loi ich san pham mang dén chinh la nhitng hiéu qua thyc té ma khach
hang thu vé dugc. Ma trong tat ca nhitng 1gi ich sdn pham mang lai ay, nhitng
khoan tién rd rang chinh xac, hodc la nhitng con sé tién bac dwoc xac dinh rd
rang chinh la diéu ma khach hang quan tam nhat.

Vi dy, nhan vién ban hang néi r6 rang: “Sttr dung phan mém cta ching toi
c6 thé gidap gidam chi phi céng viéc, nang cao dwgc hiéu qua lam viéc”, duong
nhién, giai thich kiéu nay ciing rat dé hieu. Nhing néu noi thé nay: “Stt dung
phan mém ctia chiing toi, tredc hét sé cé thé giam duwgc 10% lugng nguyén
liéu tiéu hao, tinh theo dinh mitc 10 van nhan dan té cho chi phi nguyén liéu
moi nam caa anh nhuw hién tai, anh sé tiét kiém dwgc 1 van té. Tiép dé chinh la
c6 thé tang thém hiéu sudt cong viéc, trwedc day can dén hai nguoi giam sat,
bay gio chi can mot nguwoi la da, gia st tién lwong moi nam ciia mot nguwoi
vao khodng 6 van nhan dan té, thi dong nghia véi viéc anh sé tiét kiém thém
dugc 6 van té nita.” Hai phwong phap gidi thiéu san pham nhw vay, phwong
phap nao dé khién cho khach hang cam thay hitng thu hon, chang can phai noi
cling da biét dwgc cautra 10i roi.

Ciing phai thtra nhan rang, c6 mot s6 san pham ma nhan vién ban hang rat
kho c6 thé chuyén doi cac 1gi ich ctia san pham thanh nhitng s6 tién chinh
xac. Chang han nhw viéc ban m6t phan mém camera giam sat cho tri'ong mau
gido, gilup cho gido vién mam non du khong cé mat trong 16p cling biét dwoc
ti'ng hoat dong cta cac em; mot vi du khac 1a ban mot tap chi chuyén dé ché
do dinh dudng cho khach hang, gitip khach hang diéu chinh tho6i quen trong
cudc song cua minh, tir d6 cdi thién dugc thé chdt,... qua thyc nhitng san
pham nhv vay rat khé c6 thé do dém dwoc bang mot sO tién cu thé.

Nhung theo kinh nghiém quan sat nhiéu ndm ctia minh, toi thay v6i hau
hét cac san phdm c6 mdt trén thi trudng, chi can nhan vién ban hang chuyén
tdm suy nghi mot chit la c6 thé chuyén doi 10i ich ctia san pham thanh nhitng
con so tién bac mot cach twong doi chinh xac, tit d6 danh thitc mong muon
cua khach hang.

Tiép theo, t6i xin phén tich hai giai doan 14 mé man va gidi thiéu san
pham dé ban doc hiéu ro hon:

1. Giai doan mé man can kich thich sy hitng thi caa khach hang

Chung ta déu biét, trong cong tac ban hang, thu hit dwgc sy chi y cia
khach hang 1a viéc v6 cung khé khan. Nhung ¢ nhitng vi du dwéi day, ngay tw
dau nhan vién ban hang da cho khach hang biét rang minh dén la dé gitp
khach hang kiém tién hoac tiét kiém tién bac nén da c6 thé kich thich dwgc
hitng thid cia khach hang mét cdch nhanh nhat:

“Anh c6 muon tiét kiém thém 250 té tién phi tiéu hao nguyén liéu moi
thang khong a?”

https://thuviensach.vn



“Chting t6i c6 thé gitp anh gidm b6t dugc 20% chi phi bdo hiém y t€, anh
c6 mudn tim hiéu qua veé viéc nay khong? Chi ton chit thoi gian th6i.”

“Néu c6 mot cong ty du lich c6 thé ho trg gitup anh giam duwgc 70% tién vé
may bay va 50% chi phi khach san, anh c6 hitng thi tham khao mot chut
khong?”

“Anh Vuong, néu c6 mot cach c6 thé 1ap tirc giip anh tiét kiém duwgc 30%
chi phi dién thoai dwong dai, hon nita anh lai khong can phai dau tw thém bat
ct mot khoadn nao khéac, anh c6 thé danh cho t6i khodng mot vai phut dé giGi
thiéu ngan gon vé n6 khéng?”

“Téng giam doc Han, néu chi can dau tv chwa dén 1 van nhan dan té ong
da co thé lap titc cdi thién dugc nang suat cong viéc cua cong ty minh thém
2%, can c vao doanh thu tiéu thu hang nam la 20 triéu té nhu hién nay thi
cong ty ong sé kiém thém dwgc 40 van té nita, khong biét ong cé hirng tha
khong?”

2. Giai doan gi6i thiéu nhitng gia tri viegt trdi cia san pham

Khong con gi phai nghi ng0, trong giai doan gidi thiéu san pham, t6t nhat
nén noéi thang cho khach hang biét tai sao ban c6 thé gitip ho kiém dwgc tién
hodc tiét kiém dwgc tién bac. Sé tot hon nita néu ban c6 thé néu ra nhitng con
sO chinh xac, chang han nhw mot vai vi du dwdi day:

“Vi chiéc may diéu hoa khong khi nay st dung cong nghé bién tan mai
nhat, cho nén c6 thé tiét kiém dwgc hon 30% dién nang so véi cac may diéu
hoa truyén théng. Gia s thoi gian sit dung may diéu hoa la 8 tiéng/ngay thi
ban da c6 thé tiét kiém dwoc 1 s6 dién, trong khi gia dién hién nay la 0,7 nhan
dan té 1 s6, nghia la mot thang sé tiét kiém dwoc khoang 20 té, mot nam 12
thang la 240 nhan dan té, trong vong 10 nam co6 thé tiét kiém dugc tGi 2.400
té tién dién roi, twong dwong vaéi viec kiém da tién dé mua duge mot chiéc
may diéu hoa khong khi mai.”

“Néu nhw anh gwri tién vao ngan hang, 1ai suat tién gi chi cé 2,25%/nam,
nhung néu anh tham gia vao chwong trinh trai phiéu dam bdo ctia chung toi,
c6 the dat duwge miec 1ai suat ddm bao 1én t6i 4,38%. Dong thai, trong 3 nam
qua, lgi nhuan thu dwgc tir dau tw trai phiéu ddm bédo cta cong ty chung t6i
déu dat mic trung binh la 4,78%. Néu gia st ti 1€ 1gi nhuan dat dwgc trong
nam nay chi bang mitc trung binh ctia may nam truwdc, thi so véi mire 1gi
nhuan 2,25% khi mang tién di giti ngan hang, anh sé c6 thé dat duoc ti 1€ 1gi
nhuan la 6,91%. V&i mitc von 1 triéu nhan dan té anh c6 bay gid, anh da kiém
thém duoc 69.100 té, du tién mua mot chiéc xe hoi roi!”

Puong nhién, viéc cu thé hoa nhitng lgi ich ma khach hang c6 thé dat
duogc thanh nhitng con s6 doi khi cling khong dé dang gi. Khi con ngoi trén
ghé nha treong, ching ta da ti'ng dugc hoc, mudn tim ra dwgc mot con sé cu
thé thi can phai thong qua 4 phép tinh: Cong, trit, nhan, chia. Tiép theo chiing
ta hdy cung tham khao xem cu thé thi lam thé nao md&i c6 thé s6 hoa nhitng
lgi ich dy.

THU HAI, GIUP KHACH HANG LAM “PHEP CONG”

Dbung nhw tén goi, lam “phép tinh cdng” c6 nghia la can phai tong hgp lai
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tdt c nhitng 1¢i ich ma khach hang c6 thé dat dwgc lai, hodc gop tat ca nhiing
rac roi ma khach hang c6 thé sé vudng phai mot cach triyc quan, sau do la
“nhan manh” nhitng gia tri sau cung cia san pham cho khach hang.

Chuing ta cung xem mot vi du duéi day:

Mot nhan vién ban hang ctia cong ty truyén thong mang cung trao doi vGi
khach hang cia minh la giam déc Twdng. San pham dwoc ban la dich vu efax
kiéu mdi. So vdi nhitng loai may fax thong thuwong, wu diém cua efax la cé
san nén khong ton dién tich, c6 thé giti s6 lwgng 16n, chi phi thap,... Chuing ta
hay cung xem nhan vién ban hang gitip khach hang lam phép cong thé nao:

~Nhan vién ban hang: “Gidm doc Tuéng, xin hoi cong ty minh hién nay
moi ngay can phai gwi trung binh bao nhiéu ban fax vay?”

Khach hang: “Chung t6i cling chwa bao gid thit thong ké cai nay, nhung
cong ty ching toi la cong ty ban hang, hon nita lai phu trach toan bo thi
treong Hoa Trung(1), nén s6 lwgng ban fax rat 16n, dé to6i nghi mot chut, chac
vao khoang 100 ban moi ngay, lwong fax nhan thi it hon mot chit, nhwng it
nhat cling phai 50 ban!”

Nhan vién ban hang: “Fax nhiéu chitng té viéc lam an rat thinh vugng,
nhw vay rat tot! Ban ndy anh c6 nhac dén viéc bén anh phu trach toan bo thi
treong Hoa Trung, theo li ma néi, luc gwi fax s€ phdi st dung dién thoai
dwong dai nhiéu hon, nhw vay cé nghia la, moi thang tién dién thoai chi cho
viéc gtti fax cling kha nhiéu, c6 ding khong a?”

Khach hang: “Duong nhién r6i!”

Nhan vién ban hang: “Vay phi dién thoai dung cho gwti fax moi thang
khodng bao nhiéu vay a?”.

Khach hang: “Um, méi thing mot khac, nhwng ma trung binh mdi thang
cling phai 600 - 700 te.”

(Phép cong thit nhat, bat dau ti chi phi dién thoai cho viéc gi fax thong
thuong la 600 hoac 700 té.)

Nhan vién ban hang: “Trong thuc té, ngoai trir tién dién thoai, dé gwi fax
ching ta cling can phai ton thém phi in an va tién gidy td nita, ding khong a?”

Khach hang: “U, ciing t6n chtit phi nay.”

Nhan vién ban hang: “Hién nay trung binh moi trang A4 c6 gia khoang 7
phan tién, chi phi in mét trang A4 c& khoang 8 phan tién, nhw vay, chi phi cho
mot to tai liéu sé twong duong khoang 1 giac 5 phan tién. Gia sit moi ngay fax
100 to thi chi phi gidy va in an la 15 nhan dan te, mot thang ton t¢i 500 nhan
dan té, toi tinh nhuw vay co6 dung khong a?”.(2)

(Phép cong tht hai, nhan vién ban hang qua dién thoai da xac dinh ro rang
duwgc chi phi nguyén vat liéu cua viéc giri fax la 500 nhan dan té.)

Khach hang: “bung vay, anh n6i rat ding!”

Nhan vién ban hang: “Ndi cach khac, chi tinh riéng chi phi cho may fax,
mot thang 6ng cling da ton dén 700 nhan dan té cong vdi 500 nhan dan dan té,
tong cong la 1.200 nhan dan té r6i, c6 ding khong a?”.
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(Tong két hai lan 1am phép tinh cong trén, cho ra con s6 1.200 té chi phi
can thiét cho may fax moi thang.)

Khach hang: “C6 1é vay, anh thong ké rat can ké!”.

Nhan vién ban hang: “Thuc ra, ngoai trtt viéc guri fax thi viéc nhan fax
nhin qua c6 vé khong heé ton kém gi, nhung ma thyc té thi van can chi phi.
Truwdc day anh c6 néi qua, bén anh dang st dung loai may fax X, theo t6i nhg,
loai nay can phai c6 gidy fax va ruy bang, ding khong a?”

Khach hang: “Pting vay, mdy fax dé qua thuc can gidy fax va ruy bang!”

Nhan vién ban hang: “Chi phi mua giay fax chuyén dung va ruy bang
theo lwgng fax 6ng dy tinh moi thang khoang 400 té, khong biét t6i néi c6
ding khong?”

(Phép cong thit ba, khach hang nhan fax ciing ton dén 400 nhan dan té moi
thang.)

Khach hang: “Céi nay khong co s6 liéu thong ke chi tiét, nhuwng ma anh
da tinh toan nhv vay, chac la cling khong it hon dau!”

Nhan vién ban hang: “Giam doc Tuong, néu ching ta lam mot phép cong
ca chi phi giri fax va nhan fax lai thi moi thang phi guri fax 1a 1. 200 té, , cong
v&i phi nhan fax 1a 400 té, tong cong la 1.600 té, nhan lén cad nam la gan
20.000 té. D6 1a chwa ké dén nhitng chi phi gién tiép nhw moi ngwdi phai cho
doi nhan fax, goi dién thoai, ngwoi chuyén gtii fax,... Téi hiéu nhuw vay cé
dang khong a?”.

Khach hang “Dung vay, khong tinh thi khéng biét, tinh ra roi khong ngo
moi nam cting ton dén 20.000 té!”

Nhan vién ban hang: “Pung thé, nhung néu 6ng st dung efax, chi phi ca
nam cong lai cling chwa dén 5.000 nhan dan té, so sanh qua ong sé thay...

(Chuyén tiép theo rat don gian, so sanh sy khac biét giita efax va fax
truyén théng, khach hang sé rat dé dua ra két luan ring st dung fax dién tir sé
mang lai gia tri tuyét voi).

THU BA, GIUP KHACH HANG LAM “PHEP TRU”

S& di khach hang chon sdn phdm ma ban ban, ngoai trtt vi gid tri cia riéng
san pham thi con vi rat nhleu cac gia tri kém theo khac, ching han nhw nang
cap mién phi, cai dat mién phi, qua tdng di kem, gia han bao hanh, bao tri
trong suot thoi gian st dung,... Ma tat ca nhu’ng gia tri di kem nay cling c6
thé dugc hinh dung qua nhﬁ’ng con s6 cu thé. Cong viéc ctia nhan vién ban
hang 1a phai tim cach dé trong khi tinh todn nguon kinh phi cudi cung khach
hang phai dau tu, tr di nhitng con s6 gia tri nay, khién cho khach hang c6
mot do gidc ring so tién minh bé ra dau tw thue sy khong hé cao.

Vi dy, hién nay viéc ban dién thoai di dong truc ti€p thong qua cac kénh
quang cao ban hang rat pho bién. Trong hau hét cac hoat dong ban dién thoai,
nhan vién ban hang déu gidi thiéu san pham cta ho theo kiéu: “Gia goc la
1.680 té mdt may, nhung chiing t6i chi ban vi gia 780 té, khong nhirng thé
quy khach con dugc tang thém mot chiéc tai nghe Bluetooth khong day tri gia
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200 té, théem mot thé nha tri gia 100 té va mot cuc pin lithium trj gia 100 té
nita, nhu vay twong duong vai viéc quy khach chi can bo ra c6 380 té ma da
dé dang c6 dugc chiéc dién thoai di dong cong nghé cao nay ro6i.”

Mac du may cai dugce goi la tai nghe Bluetooth khong day, thé nhé va pin
lithium von la b6 san pham di kém co ban ctia dién thoai di dong, nhung cach
mo ta nhw vay lai c6 thé khién khach hang cé cam giac minh da thu dwoc 1gi
nhuan rat 16n. Cho nén, néu nhitng san pham ma chung ta ban thyc sy mang
lai cho khach hang thém nhiéu ich 1gi khéc, thi khi c6 thé giup khach hang
lam “phép trtr”, ban nén manh dan “trte”.

Dudi day la mét tinh huong khéac:

Nhan vién ban hang va khach hang ctia minh - anh Chu, dang trao doi vé
san pham, cu thé la mot chiéc may vi tinh dé ban kiéu méi. Trong cudc trao
do6i, nhan vién ban hang da rat khéo 1éo gitip khach hang lam dén 5 phép tri,
giup cho gia ban 1é ctia sdn pham nhin qua da gidm xudng dang ké, khién cho
khach hang cam thdy minh mua chiéc may vi tinh dé ban nay cuc ki dang gia.
Tinh hudng cu thé nhu sau:

Nhan vién ban hang: “Anh Chu, that ra chiéc mdy vi tinh dé ban anh vira
chon nay la may chu, ca man hinh hién thi va cac thiét bi bén ngoai déu st
dung cac cong nghé tiét kiém dién tién tién nhat hién nay. Mirc tiéu thu dién
nang cua may chi co 160 watt, trong khi cac loai may vi tinh thong thuwong
khac déu tiéu ton dién nang & mitc 240 watt, nhw vay la c6 thé tiét kiém dugc
gan 30% tién dién day a.”

Khach hang: “Vay sao? T6i con chuwa nghi tGi diéu nay, that sy c6 thé tiét
kiém dién thé a?”

Nhan vién ban hang: “Puong nhién a, trong sach huwéng dan da gidi thiéu
chi tiét roi, anh co thé yen tdm tram phan tram. Trén thyc té, t6i c6 thé giup
anh tinh so qua mgt chut, binh quan moi gio chiéc may vi tinh c6 thé tiét kiém
dén 80 watt dién, c tinh thoi gian lam viéc la 8 gio moi i ngay, nhu vay mot
ngay co thé tiét klem dwgc 0,64 s6 dién, mot thang sé tiét kiem 19,2 so, mot
nam anh cé thé tiét kiém du’cjc 230 s6 dién. Néu anh st dung chiéc méy vi
tinh nay 6 nam mé&i nang cap may mdi, nhu vay sé tiét kiém dwgc tong s
khodng 1.400 s6 dién. Ma gia dién bay gio la 0,9 nhan dan té mét s6, noi cach
khac, anh c6 thé tiét kiém khodng 1.300 nhan dan té tién dién. Ma tiét kiém
tién thue té chinh la kiém tién, anh Chu, anh thay c6 ding khong?”

(Phép trr 1an thi nhat, gidm dén 1.300 t€).
Khach hang: “Duong nhién, tiét kiém tién chinh la kiém tién r6i!”

Nhan vién ban hang: “Khong nhitng vay, bay gio lai dung dip ching toi
dang trién Khai thang khuyen mdi cu6i nam, cho nén anh con dwgc huwdng ché
do bao hanh toan bo may 1 mién phi 3 nam, trong khi nhitng mdy vi tinh dé ban
hién nay chi bao hanh mién phi 1 nam thai. Tinh theo gia bao hanh thong
thu’o’ng la 200 nhan dan té moi nam, thi cach lam cua ching t6i twong dwong
v0i viec anh c6 thé tan hu’dng thém dlch vu bao hanh wu dai tri gia 400 nhan
dan té nita!”

(Phép trr thit hai, gidam thém 400 té).
Khach hang: “Ai cha, hinh nhw ¢ hoc khéi tw nhién ha, todn hoc rat gidi,
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tinh toan nhanh ghe!”

Nhan vién ban hang: “Cam on anh da khen nggi, thyc ra toi chi dang giGi
thiéu cho anh biét nhitng wu dai ma anh c6 thé dwgc huwdng ma théi! Phai roi,
vi anh mua hang qua dién thoai, gitp giam bét rat nhiéu tha tuc redm ra khi
mua hang, cho nén néu nhw anh dat hang trong ngay hom nay thi chi can thém
199 té nita la da c6 thé s@ hitu mot chiéc mdy in phun toc do cao c6 gia thi
trrong la 699 té. Hon nita, nghiém nhién anh dwogc s& hitu thém hai hop murc
den nguyén hop c6 tong tri gia 100 té. Nhw vay c6 nghia la anh chi can dung
199 té la da c6 dwgc mot bo may in phun tri gia 1én t6i 799 té réi, twong
duwong véi viéc anh da 13i dwoc dén 600 té, anh cam thady thé nao?”

(Phép trr thit ba, gidm tiép 600 té nita).
Khach hang: “M4dy in sao? Ciling dugc day! S6Gm muon gi ciing can!”

Nhan vién ban hang: “Vay sao, thé thi tot qua, t6i sé tinh qua mot chut
gitip anh, chiéc mdy vi tinh dé ban nay hién nay cé gia la 3.599 té, ma thuc té
anh da giam dwogc 1.300 té tién tiét kiém dién, lai giam dwgc 400 té tién bao
hanh mién phi, giam thém khodng 600 té tién mua may in phun, nhw vay tinh
ra anh chi can ton c6 1.299 té thoi, anh noi cé ding khéng?”

(Phép trir thit tw, 1an nay la phép trir tong thé).
Khach hang: “Nghe c6 vé hap dan nhi!”.

Nhan vién ban hang: “Chi dung khoang 1.300 nhan dan t¢ la anh da c6
thé s& hitu chiéc mdy vi tinh dé ban cao cap c6 man hinh LCD 17 inch, 6 dia
DVD, b6 vi xtt li dual core, dung lwgng 6 cirng lén tGi 250 GB, ram DDR2
2GB toc do cao, card man hinh roi 256 MB, c¢6 thé néi la v cung gia tri, anh
thay sao?”.

(Phép trir cudi cung, khodan tién dau tw cua khach hang chi vao khoang
1.300 t8).

Khach hang: “Cha...”

Hay thir nghi xem, c6 ai lai khong san sang bé 1.300 té ra mua mot chiéc
may vi tinh cau hinh cyc ki dang dong tién bat gao nhw vay?

Nhung khach quan ma néi, thyc t€ 5 phép trir ma nhan vién ban hang giap
khach hang tinh kia, trudc tién, tinh nang tiét kiém dién la dac diém ma tat ca
cac loai may vi tinh dé ban c6 gia cao kiéu nay déu phai cé, tiép dén dich vu
bao hanh 3 nam von la chinh sach cham sé6c khach hang chinh thitc ctia hang
may tinh, con vé viéc cudi cung la thém cht tién dé nhan dwgc may in thi
thy'c ra cong ty lic nao cha lam vay. Toan bd qua trinh lam phép triv ay, nhan
vién ban hang déu chang can phai dung thém bat cit khoan kinh phi nao khac
cd, vay ma cai gia “chi khoang 1.300 nhan dan té” nay lai khién cho khach
hang cam thay cyc ki c6 1gi.

THU TU, GIUP KHACH HANG LAM “PHEP NHAN”

Céc ban doc gia than mén, néu vi khong thé nam virng va kiém soat dugc
tam li khach hang ma khién cho ban ton that dén 20.000 nhan dan té doanh
thu moi thang, nhw vdy moi nam ban sé thiét hai 240.000 té, néu ban lam
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cong viéc ban hang trong 10 nam, ban sé mat dén 2.400.000 té, lam lién tuc
trong 30 nam, doanh thu ctia ban sé ton that t&i 7.200.000 nhan dan té roi.
Trong khi do, so6 tién bo ra mua cudn sach nay chi bang tién mua mot goéi
thu6c 14 ma thoi, ban cit thir twéng twgng ma xem, chi can bét di mot goi
thu6c 14 ma da c6 thé thé gitip ban tranh dwoc viéc ton that dén 7.200.000 té
doanh thu ban hang, c6 phdi ban nén nhanh ch6ng mua cudén sach nay khong?

Trén day chinh 1a mot vi du vé viéc giip khach hang lam phép tinh nhan.
Viéc giup khach hang lam phép nhan con hiéu qua hon ca lam phép tinh cong.
Lay mot vi du don gian, 10 cong 10 bang 20, thé nhwng 10 nhan 10 lai bang
nhitng 100, két qua cudi cung c6 phai da khac nhau mot troi mot vie khong?

Hay cung xem xét tinh huéng trao doi gitta nhan vién ban hang qua dién
thoai ctia mot hé thong dich vu tw dong dat don dat hang vdi khach hang, san
pham cu thé chinh 1a mot loai hé théng ty dong dat don cho khach hang.

Nhan vién ban hang: “Sau nhitng gi ma chting ta vira thdo luan, t6i xin
tong két lai mot chiit, nguyén nhan chinh khién b phan cta anh khong thé
hoan thanh chi tiéu ban hang chinh la: Thit nhét, nhan vién ban hang phai ton
qua nhiéu thoi gian dé x li nhitng don dat hang hién c6 cta khach hang; thi
hai, nhan vién ban hang ton qua nhiéu thoi gian dé giai dap nhitng van dé pho
bién, khién ho khong c6 thoi gian dé phat trién thém nhitng khach hang mdi.
Nhitng yéu to6 do la mau chot khién bo phan ctaa anh tén that khodang 20 van
nhan dan té tién doanh thu moi thang, nghia la ton that gan 240 van té doanh
sO0 moi nam. Tai tinh todn nhw vay c6 ding khong a?”

(Phép nhan dau tién, ti ton that hang thang nhan 1én thanh ton that moi
nam, phong dai 1én tan 12 lan).

Khach hang: “Dung vay.”

Nhan vién ban hang: “Néu tinh trong 5 ndm, tong so6 ton that sé lén t6i
gan 10 triéu té, co6 thé hiéu nhw vay chit?”

(Phép nhan thit 2, tinh toan theo chu ki 5 nam, twong duwong véi phong dai
thém 5 lan nita, tong s6 phong dai 60 1an, nhan mic thua 16 hang thang 1a 20
van té nhan lén thanh tong thiét hai 10 triéu té).

Khach hang: “DPung thé, van dé nay da ton tai rat 1au ro6i.”

Nhan vién ban hang: “Nhan tién t6i cling muén hoi thém mat chut, ngoai
trir bo phén cda anh, van con nhitng b phén khac ciing bi dnh huéng do
khong hoan thanh dugc chi tiéu doanh thu ban hang, chang han nhw b phan
Nhan sy, bo phan Quan 1i, bo6 phan Marketing,... co ding khong a?”.

(Phép nhan thit 3, dung van dé ctia mét bo phan, lién ddi dén cac bo phan
khac).

Khach hang: “Duong nhiéen la c6.”

Nhan vién ban hang: “Vi du nhu? Ho c6 y kién gi khong a?”.

Khach hang: “A, vi du nhw phong Nhan si, vi doanh thu ctia nhan vién
ban hang bi han ché cho nén ti 1€ nghi viéc rét cao. Phong Nhan sy sé phai doi
mat véi mot cai vong luan quan cua viéc phdi lién tuc tuyén dung, lién tuc dao
tao, r6i ngwdi ta lai lién tuc nghi viéc.”
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Nhén vién ban hang: “Chuyén nay cling dé hiéu thoi. Xin héi néu nhu
thue sy khong thé hoan thanh chi tiéu doanh so, cd nhan nao trong cong ty
anh sé la nguwoi phai chiu trach nhiém twong déi 16n?”

Khach hang: “Dau tién la t6i, du sao thi t6i cling 1a ngwdi phu trach bo
phan nay, tiép dén la Giam doc bo phan Marketing - anh Han, va ph6 Téong
giam doc Li.”

(Phép nhan thit tw, lién dGi quan hé dén cac cap lanh dao cong ty, tr mot
nguoi lien déi dén nhiéu nguwdi. Ma mot khi nhitng nha 1anh dao cap cao nay
cling bi anh hwdng thi e rang co hdi thang tién cia anh quan li bo phan nay sé
bi dnh hwdng rat nhiéu).

Nhan vién ban hang: “Theo nhitng gi anh vira néi, nhitng van dé trén
khong chi khién cho nhan vién ban hang khong thé hoan thanh nhiém vu béan
hang, khién tinh than tap thé bi sa sit, ma nhitng phong ban khac ciing bi dnh
hwédng nghiém trong, hon nita, nhitng lanh dao c6t can cia cong ty cling sé bi
ap lyc va cam thay that vong, c6 ding khong a?”

Khach hang: “Pung thé, mac du rat khé nhung t6i budc phai thira nhan
do la sy that.”

Nhan vién ban hang: “Vay anh dinh gidi quyét van dé quan trong nay thé
nao day?”

Khach hang: “Trugc day ching t6i cling ting thy'c hién mot s6 bién phap,
nhung lai khong dugc hiéu qua cho lam, do6 chinh 1a li do tai sao toi lai ban
bac v6i anh lau nhv vay.”

Nhan vién ban hang: “Vay sao, that vinh dy qua, xem ra toi rat may

»

man...”.

(Viéc tiép theo chinh 1a gii thiéu vé viéc san pham sé giup khach hang
gidi quyét nhitng van dé anh ta gap phdi nhw thé nao, tin rang viéc nay thi
nhan vién ban hang da qua quen thudc r6i).

THU NAM, GIUP KHACH HANG LAM “PHEP CHIA”

“Phép chia” & day la mot loai ki xdo nham chia nhé chi phi dau tu cta
khach hang. Chang han nhw mot cong ty da chi khoang 1 van nhan dan té tién
phi dao tao, day la mot con s6 khéng he nhé. Thé nhwng néu chia déu cho 50
nguoi tham gia, twong &ng vdi viéc chi can dau tw 200 té tién chi phi dao tao
la mo6i hoc vién da c6 thé hoc duge phwong phap nang cao doanh s6 ban hang
ctia minh theo cap s6 nhan, nhin sao ciing thay co6 1gi ca.

Phuwong phap lién tuc chia nhé chi phi dau tw cia khach hang, chang han
nhu chia theo nam, thang, ngay, chia theo s6 ngudi st dung hoac chia theo
cac ban nganh lién quan, chinh la tha phap ban hang ma t6i thuwong dung nhat
trong thaoi ki lam nhan vién ban hang trudc kia. Loai “phép chia” nay co thé
rat hgp tinh hop li ma ngdm ngam khién cho khach hang cam thay thodi mai
hon rat nhiéu. Chiing ta cing xem xét mét vi du dudi day:

_Tinh hu6ng la cudc doi thoai giita nhan vién ban hang cia mot cong ty
phdn mém c6 tén 1a Lan va Trudng phong Tai chinh ctia mot cong ty - Trudng
phong Vu. San pham la mot loai phan mém tai chinh chi dung cho mot may vi
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tinh cua cong ty. Khach hang cho rang, mot phan mém chi dung dwgc mot
may ma c6 gia 1.880 té thi qua dat. Bay gio, cac ban hdy xem nhan vién ban
hang qua dién thoai da giai quyét tinh huong nay nhu thé nao:

Nhan vién ban hang: “Trudng phong Vu, ban ndy anh c6 n6i chuyén s6
sach chinh la van dé khién anh phién ndo nhat hién nay. Khong biét bén anh
c6 thuong xuyén phai déi chiéu s6 sach khong, hay 1a chi thinh thodng méi
can th6i?”

Khach hang: “Cong ty ching t6i la cong ty moi gidi gitta nha sén xuét va
cac siéu thi, ctta hang, cho nén vira phai doi chiéu s6 sach tai chinh v6i cac
siéu thi, lai vira phai doi chiéu so sach vdi cac nha san xudt va cac dai dién
ban hang khac nhau. Viéc nay da tré thanh mot trong nhitng cong viéc chinh
hang ngay cua ching t6i.”

Nhan vién ban hang: “T6i hiéu r6i, trvdc day toi da tirng lam viéc & mot
cong ty san xuat sita twoi, chuyén phu trach cac ctra hang Carrefour. Thuc ra
tong cong ciing chi phu trach c6 5 ctra hang théi, ma binh quan moi ngay déu
phai t6n ntra tiéeng dong ho dé lam so sach giady to thanh toan. BPwong nhién,
toi khong chuyén nghiép nhu anh. Nhwng néu anh phai phu trach ca cac ctra
hang va ca phia nha san xuat, khoi lwvgng cong viéc nhiéu hon viéc ma t6i
phai lam ngay trudc nhiéu, vay theo li ma néi, chac han méi ngay anh con ton
nhiéu thoi gian tinh toan hon t6i nhi?”

Khach hang: “Puong nhién roi, it nhat moi ngay to6i déu mat 3 tiéng dong
ho cho viéc xtt 1i so sach.”

Nhan vién ban hang: “Vay thi ching ta cé thé tinh so qua mot chut, thoi
gian st dung cta bo phﬁn mém nay cta chung t6i la 5 nam, twong wng voi
1.800 ngay, ma gia goc cua bo phan mém dung cho mot may nay la 1.800 té,
nhw vay chi phi méi ngay chi c6 1 té ma thoi, anh hiéu cach tinh nay chi a'?”

(Phép chia thit nhat, chia 1.800 nhan dan té cho 1.800 ngay, két ludn moi
ngay chi con c6 1 té).

Khach hang: “Tinh todn nhw vay, c6 thé hiéu dwogc.”

Nhan vién ban hang: “Néi cach khac, chi can bora 1 té m01 ngay, anh da
c6 thé tiét kiém dugc thoi gian la 3 tiéng dong ho, binh quan. moi gio chi ton
6 0,3 t&. Anh thit nghi xem, 16 rang la cach lam truéc day tén kém hon rat
nhiéu, anh c6 thiy vay khéng?”

(Phép chia thit 2, chia 1 nhan dan té cho 3 gio, gidm chi phi xuéng chi con
0,3 té moi gio).

Khach hang: “Nghe cling co li!”

Nhan vién ban hang: “Trudng phong Vu, thuc ra thi ttt hom nay anh c6
thé..

Trong vi du nay, nhan vién ban hang qua dién thoai dd phan chia mot bd
phan mém tai chinh c6 gia 1.800 té xudng chi con 0, 3 té méi gio. Néu ban da
tirng phéi doi chiéu s6 sach tai chinh, hon nita lai tirng xay ra tranh chap chi
vi mot Pphan s6 sach khong r6 rang, ltic 4 dy ban s€ san sang bo ra vai chuc té
moi gio dé c6 thé nhanh chdong giai quyét gon le, va ban cling sé cam thay
chuyén d6 qua thoa dang. Noi cach khac, lic nay khach hang da cam thdy chi
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phi dau tw cia minh da giam di rat nhiéu, ma nhitng bién doi tinh té trong
long khach hang khong c6 nghia la s6 tién cudi cung khach hang phai tra da
thure si gidam di rat nhiéu. Trén thuc té, s6 tién khach hang phai tra van giit
nguyén nhuv cli ma thoi.
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CHUONG 5

“THUAT PIA VI”

CHIEN LUOC TAM Li NHAM KIEM SOAT
NHUNG CAM DO VE DANH LOI CUA KHACH
HANG

C6 cau chuyén thé nay: Cé lan vua Can Long du ngoan Giang Nam, c6
dam dao vdi mot vi cao tang ¢ chua Kim Son. DBing trén doi, phong tam mat
ra xa, nhin nhitng chiéc thuyén trén séng dang nguwgc xudi Nam Bac, vua Can
Long bat chgt hoi vi cao tang: “Tram hoi khanh, trén song nay c6 bao nhiéu
con thuyén?”

Vi cao tang tram ngdm mat lat r6i trd 10i: “Chi c6 hai chiéc thoi!”
Can Long hoi: “Vi sao lai chi c6 hai chiéc thuyén?”.
Vi cao tang mim cwdi: “Mot chiéc tén Loi, mot chiéc tén Danh!”

Cau chuyén c6 nay mdc du rat ngan, nhung né lai phan anh mot dao li vo
cung sau sac. Vua Can Long han la muon tht thach vi cao tang véi cau héi
kho nhv vay. Tuy nhién, vi cao tang la mot nguwoi tu luyén vai tri tué uyén
tham, 6ng khong bi lam cho béi roi. Thay vao do, 6ng da khéo léo tiét 16 van
de thiét yéu nhat trén thé gian — danh va lgi. Trong thuc t€, c6 m6t s6 nguoi
thich lam nhitng viéc m¢ am, ma dang sau nhitng viéc md am nay, duong
nhién luén cé mot lyc thoi thuc quan trong, chinh la danh 1gi.

Lai c6 mot cau chuyén cuwdi thé nay: Mot thanh nién dén cong ty no tng
tuyén. Lanh dao cong ty héi muc tiéu tredc mat cta anh ta la gi. Chang thanh
nién tra 16i: “Mot la c6 gang kiém dwoc nhiéu tién hon, hai la c6 gang c6
nhiéu quyén lyc hon”. Lanh dao the dai: “Nong can!”. Sau do, nguwdi thanh
nién nay lai dén ng tuyén & mét cong ty khac, lanh dao céng ty lai hoi hién
nay anh ta c6 muc tiéu gi, da c6 kinh nghiém lan trwdc roi, lan nay anh ta tra
10i: “Thit nhat 1a mudn tao ra dwgc mdt doanh s6 ban hang xuat sac cho cong
ty, thi hai la hi vong cé thé thang tién trong sw nghiép twong lai”. Lanh dao
nghe xong bén noi: “Tré nho dé day!”.

Madc du cau chuyén cuoi nay nghe qua c6 vé ndng can, nhung ching ta
khong thé pha nhan rang, cé rat nhiéu nguwdi mang trong minh nhitng chi
hwéng vi dai, cé thé coi tién tai danh 1gi nhw béo bot. Nhwng khach quan ma
noi, da s6 moi ngudi déu khong thé thoat dwgc nhitng cam do dén tir danh 1gi.

Chung ta c6 thé rut ra mot két luan rang, chi can nhan vién ban hang co6
thé xac dinh dwgc ding tiéu chuan lgi ich cia khach hang, cung cap
nhitng san pham hoac dich vu nham vao dia vi, cé thé théa man dugc
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nhu cau danh lgi cia khach hang, thi viéc ban hang sé tré nén vo cting
don gian. Va day chinh la nhirng gi ma chwong “Thuat Pia vi” nay muén
chia sé v@i cac ban.

THU NHAT, THOA MAN LONG HAM HU VINH CUA KHACH
HANG

1. Théa man long ham hw vinh cia khach hang

Hara Ippei la mot trong nhitng nhan vién ban hang cua mot trong nhitng
cong ty bao hiém nhan tho 16n nhat thé gigi. Ban dau, anh cling ban hang
bang phuong phéap “quét ph6”, c6 nghia la di go ctra titng nha dé ban bao
hiém. Bwong nhién, khach hang chang c6 an twgng tot dep gi véi ngudi dan
ong nho tho xa la nay. Vay ma, bang cach théa man long chudng hw vinh ctia
khach hang ma anh da c6 thé go cira trai tim ho.

Mot lan, Ippei bu6c chan vao mot cita hang va ty gidi thiéu minh la nhan
vién ban hang ctia cong ty Bao hiém, chu ctta hang noi: “Anh dén nham cho
r6i, toi chang c6 hitng thu gi vdi bao hiém gi gi dé hét.”

Ippei 13p tc cui dau, noi v6i ong chu cira hang mot cach rdt chéan thanh:
“That sy rat xin 10i 6ng, t0i la nguwoi mdi trong nganh bao hiem, ong co6 the
day t6i chut bi quyét khéng a? Khi dén cac ctra hang khéc, téi can phai néi thé
nao a? Xin nho nguoi di trwde nhw 6ng cha day chi bao thém a!” Sau do,
Ippei lai cti dau that sdu dé cam on chu civa hang.

C6 nguoi ting noi: “Gio tay ra roi cling khong nd danh ngudi c6 vé mat
twoi cudi”, chu cira hang nhin anh chang tré tu6i nay mot cdi, roi noi: “Nhé
ngay xua, lic toi bat dau kinh doanh... T6i nghi anh nén...”.

Chu ctra hang bat dau ké lai toan b qua trinh gay dung suw nghiép vira khé
khan nhung cling rat huy hoang ma minh da trai qua cho Ippei nghe. Duong
nhién la Ippei lang nghe cham chu, con khong quéen khen nggi: “Dung vay!
bung vay! Ong noi rat cé 1i!”

C nhu vay, Hara Ippei da dé dang m@ duwgc canh cira noi tam cda chu ctra
hang nay.

Nhitng cau vi du duéi day thuong duwgce dung dé théa man long ham hw
vinh caa khach hang:

“Toi it khi gap dwgc khach hang nao lai sdu sac nhw anh, that vinh hanh
qua!”

“Dugc biét ong 1a cdy da cdy dé trong Iinh vyc nay, t6i c6 thé xin 6ng chi
gido hai van dé dugc khong a?”

“Nghe nguwdi n6i mot cau con hon cd muwdi nam doc sach, dén hom nay,
khi gdp anh, t6i md&i cdm nhan dwgc sau sac dugc cau nay...”

Buong nhién, trong khi c6 gang thoa man long ham hw vinh ctia khach
hang, nhan vién ban hang khong nén t6 ra qué 19 liéu. Khach hang thich hu
vinh nhung lai khéng wa doi tra, cho nén phai nam chac mic d6 ctua nhitng 16i
khen minh dva ra.
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2. Nhitng san pham dem lai long chugng hv vinh cho khach hang

Xin lay thém mot vi du minh hoa khac. Ching ta déu biét mén vi ca chinh
la vay ctia ca map. Pay dugc coi la mén ngon nhat trong cac mon ngon, gia
trén thi tredng ciia mon nay cling cuc dat. Co thé néi day la mén ngwdi binh
thwong khé cé co hdi thwdng thire.

Nhung mét nha hang cé tén la Nha hang Hai san Hong Phuc lai cung cap
mot gai dich vu tiéc cuwdi gia chi 1.888 nhan dan té, trong dé c6 mon “Sup vi
ca nau gach cua” cuc pham, thu hit nhitng ngudi sap té chitc tiéc cwéi 1 lugt
tim tG6i.

Duwong nhién, suy tir mitc gia cao chét vot cia vi ca map, thi tat nhién moén
“Stp vi ca nau gach cua” nay khong thé dung vi cd map that, ma dung mot
loai “vi cA map nhan tao”, va vi la “vi ca nhan tao” nén gia méi khong qua
cao.

Thure 1ong ma ndi, nhitng nguwdi sap to6 chitc tiéc cwdi cling thira biét mon
vi ca nay khong phadi la vi ca that. Nhung néu trén thyc don xuat hién moén an
nay thi dang cap cta bita tiéc sé tang 1én rat nhiéu, n6 c6 thé théa man dugc
long ham hw vinh ctia khach hang. Ciing chinh bdi nguyén nhan nho nho nay
ma Nha hang Hai san Hong Phiic da thu dwgc 1gi nhuan rat cao.

THU HAIL DANH CHO KHACH HANG NHUNG DANH HIEU,
DANH DU CAO QUY

L.a mot gidng vién, téi thwong nhan dwgc nhiéu cudc dién thoai giong
nhau. D6 la nhitng cudc dién thoai tir mot vai co quan t6 chitc nao do goi dén,
noéi ho dang t6 chirc phat dong mot “Danh sach cac giang vién gi gi d6”. Chi
can nop mot khoan 1€ phi nhat dinh 1a c6 thé dat dwoc danh hiéu vinh dv la
“Mot trong muoi huan giang vién kiét xuat trong linh vue gi gi d6”. Mac du
toi khong tham gia, nhung theo nhitng ghi chép trong email ma nhan vién ban
hang cta t6 chitc dé gii dén cho toi, thi nhitng ban dong nghiép ctia toi tham
gia khong it.

Nguyén nhan la bdi, néu cé duge danh hiéu nay, chiing ta sé c6 dugc mot
dia vi xa hoi nhat dinh, trong twong lai néu c6 gap mat khach hang, cling c6
cai dé khién cho nguwoi ta tin twdng hon.

Nhé lai trde day, trong mot budi giang bai thudc khéa dao tao ngan ngay
no, khi t6i gidng dén ndi dung théa man long ham hw vinh va chudng dia vi
cta khach hang c6 thé khién cho khach hang thyc hién hanh dong mua hang
khac vdi thuwong ngay, thi c6 mot hoc vien da chia sé vdi toi mot cau chuyén.

Mot treong dai hoc noi tiéng trong nuwdc gan day c6 mé mot khéa hoc goi
la “Quan li nguon nhan lyc cap cao”. BPuong nhién, trén thyc té€ day chinh la
khéa hoc cung hgp tac véi mot cong ty dao tao 16n, mot bén chiu trach nhiém
cung cap dia diém giang day, giang vién va cac vat tw khac, mot bén chiu
trach nhiém viéc chiéu sinh va cac cong viéc quan li khac.

Sau khi quéng céo duogc tung ra, nhitng ngudi quan tam 1i lugt kéo dén,
dién thoai duong day néng reo lién hoi. Cac ban co biét van dé dugc hoi
nhiéu nhat la gi khong?
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That tha vi, nhitng nguwdi nay chang khac nao ching ta khi con nhé. Biéu
ho quan tam nhét chinh la liéu minh c6 thé vugt qua ki thi hay khong, bai vi
chi c6 thi dau thi mdi c6 thé c6d dwoc bang t6t nghiép, mdi chithg minh dugc
minh da dugc dao tao qua mot treong dai hoc nao do.

Bdi vi cac truong dai hoc ndi tiéng luon dé cao tinh khat khe trong thi ct,
cho nén nhan vién tric dwong day nong thwong tra 16i rang: “Néu anh/chi
muon c6 bang tot nghiép, dwong nhién can phai tham gia hoc tap nghiém ttc.
Chung t6i tin rang, dwdi sw hwéng dan cua nhitng giang vién gioi, anh/chi c6
thé dé dang tot nghiép.”

Va r6i, mac du lwvong ngudi goi dién xin tw van rat nhiéu, nhung cudi cling
c6 rat it nguwoi chiu bo ra 10 van nhan dan té dé dang ki hoc. Li do thyc su rat
don gidn, tat ca nhitng nguwoi do6 déu cé chung mot lo lang, bé ra tién bac va
thoi gian hai nam dé hoc tap, chang may lai khong thi dugc, két qua 1a khong
lay dwgc bang tot nghiép, dé qua thye la mot tan bi kich.

Doi dién véi that bai tredc mat, sau khi hop ban xem xét, cac céng ty dao
tao bat dau thuc hién mot sw diéu chinh nho nhd. Biéu chinh & cho, khi moi
ngudi hoi cé thé dé dang tot nghiép duwgc khong, nhan vién tric dwong day
nong sé khong tra 10i nhu tredc, ma c “nira nac nita md” thé nay: “Diéu nay
thi anh/chi khong can phai lo lang. Bé&i vi day 1a khéa hoc danh cho hoc vién
tredng thanh, hon nita con la chuwong trinh bo tiic cao cap khong chuyén cho
nén ap dung hinh thitc thi dwgc mé sach. Mién la ban nghiém tic tham gia
khda hoc, chiing t6i tin rang sau khi nhan dwgc mot s6 goi y danh gia cua cac
gido su, ban sé vurgt qua ki thi mot cach dé dang.”

Sau khi biét ki thi t6t nghiép dwgce “mé sach”, hon nita con duge gido sw
“ggi y danh gia”, so lwgng ngwoi dang ki khdéa hoc nhanh chéng tang cao. Bai
vi ho biét rang, chi sau hai nam, ho sé c6 thé thém vao danh thiép cua minh
mot danh hiéu vang roi.

THU BA, AM CHI SAN PHAM CUA MINH CO THE GIUP
KHACH HANG TAO RA “THANH TUU”

Nguoi ta thwong noéi “ngudi di dén cho cao, nwde chay vé noi thap” ), do
la ban chat ctia con ngudi. Cé thé nhanh chéng tién 1én vi tri cao hon trong
cong viéc chinh la wéc mo cna rat nhiéu ngudi. Nhung muon thang tién, ro
rang chung ta can phai c6 dugc “thanh twu”, cé dwgce sy ting ho ctia lanh dao
thi m6i c6 co hoi di 1én.

Cho nén, chi can nhan vién tiéu thu chitng té duwgc rang san pham cua
minh c6 thé gitp khach hang tao ra dugc “thanh tyu”, 1a sé cé thé mé duoc
canh ctra trai tim cua khach hang.

Vuwong la nhan vién ban hang cia mot cong ty phan mém trong nganh
dwgc pham, san pham phu trach la mé6t hé thong hién thi qua man hinh cam
tng. Tac dung chu yéu ctia san pham nay chinh 1a, khi khach hang dén hiéu
thuoc, chi can thong qua phwong phap nhap tén thudc hodc quét qua hinh anh
thudc 1a da c6 thé tim dwoc thong tin twong (ng vé loai thudc do, chang han
nhu kiém tra tinh xac thwe cia loai thudc nay, cac tac dung phu cuia thuoc,
thong tin cu thé vé nha san xuat thudc,...
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Ban dau, khach hang muc tiéu ma Vwong nham vao la cac cha hiéu thudc.
Mac du Vwong da tan tinh giai thich v cung chi tiét vé san pham cta minh,
nhuwng cac cha hiéu thudc déu té ra khong c6 nhu cau mua. Nguyén nhan rat
don gian, mot phan 1a hé thong nay nhin qua c6 vé hitu ich, nhwng chi la vé
hao nhoang bén ngoai, khach hang hoan toan c6 thé nhd nhan vién tw van
trong hiéu thudc, hodc doc sach hudng dan d€ tim kiém thong tin twong tng
vé loai thudc minh can; mdt khac la sau khi c6 hé théng nay roi, khach hang
s€ cang than trong hon, c6 khi sé chi mua san pham ctia mot s& nha sdn xuat
16n c6 chat lwong dang tin cay. Vay thi, néu nhw hiéu thuéc c6 y dinh mudn
quang ba cho nhitng san pham cta nhﬁ’ng cong ty duoc nho, c6 thé 1gi nhuan
thu vé sé khong dwoc cao.

Sau nhiéu lan that bai, Vwong phat hién y twéng ban hang nay ctia minh
khong 6n. Béi vi hé thong nay c6 thé lam anh huéng dén 1gi ich ctia hiéu
thudc, cho nén trir khi tat ca cac hiéu thudc trong khu viee déu cai dat hé thong
nay, néu khong chu hiéu thudc sé lo lang ma tir chdi mua. Nhwng néu mudn
tat ca cac hiéu thudc trong khu vire déu lap dat hé thong, can phai c6 yéu cau
tl* cac cap quan li hitu quan cao hon mdéi duwgc. Béi vay, Vuwong chuyén muc
tiéu ban hang sang cac cap quan li khu vuec.

Khé khan 1am mdi tim dwgc co héi gap gd quan chitc 1anh dao nganh la
Giam doc Nguy, Vuwong mim cuwdi néi véi Gidm doc Nguy: “Giam doc Nguy,
hién nay cac cap lanh dao déu vo cung coi trong viéc quan li chat lvgng dugc
pharn hom nay toi cling rat hi vong co thé giap do ong gidi quyét dwoc van
de nay.”

Nghe Vwong noéi vay, Giam doc Nguy ciing 1ap titc hitng thu, cit thé bat
dau thuyét trinh vé nhitng dao li 16n lao, chang han nhu s an toan cua thudc
men c6 lién quan dén tinh mang ctia dong ddo quan chiing nhan dan, la diéu
quan trong nhat trong quan li dwgc pham, 1a trach nhiém to 16n cta cac cap
quan li nhu ho,...

Dogi Giam doc Nguy bdc bach hét nhitng diéu tam huyét, Vwong méi chan
thanh bay to: “Tat nhién, tat nhién roi, ngay ti* lic nhin thdy Giam doc Nguy,
t0i da cam thdy ong la mot ngwoi...”. Truwdc tién ct thdéa man chit long
chudng hv vinh caa Gidm doc Nguy cai dd, sau d6 m6i néi: “Mudn gidi quyét
dugc vin dé nay, toi nghi ching ta can pha1 biét dugc li do tai sao lai hay xdy
ra cac vu ngd doc dugc phdm nhu vay. O day, t6i c6 mot ban bao cao diéu tra
dwogc thue hién bai co quan X, chi 16 rdng nguyén nhan xay ra cac si 6 vé
thudc cha yéu la do hai nguyén nhan, thi nhat la... th hai 1a...”.

Sau do6, Vuong néi, néu nhw c6 mot hé thong cé thé gitp khach hang tw
minh kiém tra dwgc cac triéu chitng ctia mé6t s6 can bénh nhe, dong thoi cling
dwa ra cho khach hang mot s6 goi y vé cac loai thudc dugc khuyén khich
dung, lai c6 thé tra cttu tinh xac thue cta cac nhan hiéu thude, hon nita con c6
thé dwa ra nhitng kién nghi vé chat lwgng thu6c ciing nhw thong tin vé cac tac
dung phu cta thudc, thi van dé an toan dwgc pham cua khach hang ciling duoc
cdi thién hon rat nhiéu. Va b hé thdng nay lai khong doi hoi co quan quan li
dwgc pham phai dau tw kinh phi, trong khi dé, 6ng c6 thé truc tiép giam sat
tinh hinh cac hiéu thu6c ngay tai van phong nay c6 thé phong ngtra viéc hiéu
thudc thye hién cac hanh phi pham phap nhw tron thué, hodc khai gian thué...,
tat ca chi can cac hiéu thuoc bé ra mot khoan dau ti nho nho ma thoi.
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Nghe dén day, Giam doc Nguy hang hai han 1én. Thira thang xong 1én,
Vuwong tiép tuc ném ra con at cha bai, noi ré sau khi cai dat hé thong, cong ty
sé sap xép moi phéng vién dén chirtng kién, chitng minh rang duwéi sy diéu
hanh ctia cac cap quan li trong khu vire, xuat phat tir viéc 1dy an toan 1gi ich
ctiia quang dai quan ching nhan dan lam t6n chi, day chinh la dia phwong di
dau trong viéc stt dung mot hé thong hién dai dé quan 1i chat lwgng thudc.

Bang cach nay, Vuong da cé thé cai dat hé thong nay tai tat ca cac hiéu
thu6c trong khu vire. Khach hang c6 thé dung thudc an toan hon; cong tac
quan li cia co quan dau nganh cting hiéu qua hon, don gian hon; cong ty cta
Vuwong thi thu dwgc mot don dat hang 16n; vé phia Vwong, cau ta thu dugc
mot khodn hoa hong; con déi véi Giam déc Nguy ma noi, ong da “ghi diém”
nh& quyét dinh “manh dan”, con mat tinh twong bat kip thoi dai ki thuat so, tw
dé trd thanh lanh dao c6 danh tiéng trong tinh.

Bdi vay, cac ban nhan vién ban hang than mén, ngoai trtt viéc sdn pham
cta ban co6 thé mang dén cho khach hang nhitng 1gi ich thyc ra, ban da bao
gio nghi dén viéc san pham ctia minh ciing c6 thé gitip khach hang tao ra mot
“thanh tvu” chwa nhi?
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NGUYEN TAC THEP 3

NHAC NHO KHACH HANG RUI RO CO THE GAP
PHAI

CHUONG 6

“THUAT NGUY HIEM”

CHIEN LUOC TAM Li BUOC KHACH HANG PHAI
HANH DONG VI SO NGUY CO

Ban hay thit suy nghi xem, tai sao minh cit dan do mai khong chiu an
kiéng ma lai dé cho can nang cit ngay mot “leo thang” nhw vay? Tai sao ban
lai khong dam dén gan c6 gai ban bén ma minh van ngay nhé dém mong? Tai
sao ban lai chan chw chira dam thye hién ké hoach sy nghiép ma minh nung
nau da lau?

Cau tra 101 rat don gian, chinh béi vi mac du ban biét ro rang lam duwgc
nhitng viéc dé thi qua tot, nhung trong long ban it nhiéu van con nhitng ban
khoan lo lang, cho nén cit chan chir thiéu quyét doan ma bo 16 biét bao co héi
tot dén v6i minh. C6 phai ban sg rang an kiéng sé khién ban doi, roi sau do sé
an cang nhiéu hon? C6 phai ban sg rang khi ban dén t6 tinh v&i c6 gai kia, co
ay sé chang thém dap lai? C6 phai ban sg rang ké hoach sw nghiép that bai tw
trong trirng nuwdc, khién ca cudc song hién tai cia ban ciing bi ton hai hay
khong?

Néu nhitng gia thiét trén déu dung, vay thi viéc gi ching ta phai lang phi
nang lwgng va nhitng khoang thdi gian quy bau cta ban than dé 1am chuyén
vo bo nhw vay?

Do6i véi hau hét moi nguwdi, niém vui swéng hanh phiic ma nhitng 1gi ich
mang lai c6 khi con thua xa cai cdm giac dau kho manh liét do thiét hai gay
ra. Cling giong nhu viéc chon lya gitta mot bén la c6 gang bao vé 1 van nhan
dan té khai bi mat cap va mot bén la c6 gang phan dau kiém thém 1 van nhan
dan té nira, da s6 moi ngudi sé san 10ng bo thoi gian ra dé bao vé so tién da co
hon la san sang chap nhan rti ro dé kiém thém.

P& chitng minh rdng cdm gidc dau kho trw6c rii ro con manh liét hon céa
niém hanh phic khi thang 1gi, xin 1ay thém mot vi du sau:

Chung ta déu biét trang bia cia mot to bao c6 y nghia v6 cing quan trong
doi vdi so lvgng bado dugce ban ra trong ngay. Ban hady thir nhé lai mot chit,
binh thwong khi di mua bao, ban sé mua nhitng to bao c6 trang bia dang tin
tich cwe hay la tin tiéu cyre nhiéu hon? C6 thé ban sé phat hién ra rang, moi
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khi mua béo, ban than thwong bi hap dan béi nhitng td bao co trang bia la
nhitng tin tdc tieu cuc.

Ngay nao trén thé gidi chang c6 vo so tin titc, hau hét déu la nhitng tin tic
tot dep, nhung hau nhuw tat ca bién tap vién ctia cac co quan truyén thong nhw
bao chi, truyén hinh, phat thanh,... déu thich st dung nhitng tin tiéu cuwc lam
tin chinh trong chuyén muc cta minh. Ciing giong nhuw nhitng gi ma mot nha
bao c6 tham nién da néi: “T6i ludn hi vong thé gidi yén binh, nhung néu nhw
thé gidi qua yén binh thi sé chang c6 ai muon xem tin tic ctia ching t6i. Cho
nén moi khi xay ra tai nan may bay, dong dat hay cac tham hoa khac, t6i vira
lo lang xdy ra thwong vong, lai vira lo khéng c6 ai lam sao...”.

Bai vi con ngudi thuong vo cung nhay cam voi nhitng rui ro ¢6 thé gap
phai, cho nén chi can nhan vién ban hang c6 thé ngu y véi khach hang
rang ho sap phai doi mat véi nhiéu loai rii ro cé thé tao thanh anh hwéng
rat nghiém trong vdi cong viéc ciing nhw cudc séng sap tdi cia ho, dwéi
ap luc 16n nhw vay, khach hang sé tim cach tranh nhirng ri ro ay di, tw
do co6 thé ho sé thuc hién mgt s6 hanh vi ma nhan vién ban hang mong
muon, va day chinh la nhitng gi ma chwong “Thuat Nguy hiém” muon
chia sé voi doc gia.

Gia st mot dita tré no cé tat ngu nwéng, vi muon dira tré thirc day ding
gio, ban ra diéu kién rang, néu n6 day ngay bay gio thi sé duwgc thwdng mot
cay keo. Trudc phan thwong hap dan la cay keo, ban nghi dita bé dé sé quyét
dinh nhu thé nao?

Bét ctt ai dd tng 1am cha me déu biét rang, dita bé do co thé day ngay
hodc ciling c6 thé khong ddy. Néu trude day ban da titng ndi nhitng 101 nay,
ban sé biét dwgc rang xac suat diva tré thirc day sé khong cao.

Bay gio, hay thir dung mot phwong phap khac: canh bao rang néu dita tré
khong roi giwong ngay lap titc, sé bi dét mong hai cai. Chi can ban thé hién
rang minh thyc sy sé [am diéu do thi tiép theo ban sé phat hién ra rang, dita
tré da chay di thay quan 4o bang t6c do nhanh nhat c6 thé.

THU NHAT, TIM BAU MOI NHONG RUI RO MA KHACH
HANG CO THE GAP PHAI

C6 nguoi da vi von thé nay: “Rubi nhdng khong bao gio bau vao qua tring
khong c6 16 thung”, y mu6n noi rang, néu mudn an qua tritng nay thi trudc
tién can phai tim du’o’c mot vét nitt dé boc trieng ra. Cung dao li nhw vay, cac
nhan vién ban hang mu6n tim ra nhitng rai ro ma khach hang cé thé gap phai
thi trude tién phai tim dugc nhitng “ké hd™ nho.

Vay thi, phdi tim nhitng ké hé nay & dau?

Cau tra loi rat don gian, ké hd nay c6 thé dwgc khai thac tir chinh nhitng
van dé nhé cda khach hang. Khi khach hang cam thady minh bat dau gap kho
khan, ho sé buon phién, ma mot khi khach hang cé viéc buon phién thi
chuyén tiép theo lai don gian r6i. Vi rac réi nho c6 thé trd thanh nhitng van dé
16n, van de 16n sé c6 thé trd thanh van dé nghiém trong, van dé nghiém trong
sé tr@ thanh van dé cap bach ngay tredc mat, khong thé khong gidi quyét.
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Vay, van dé nhé cta khach hang dén tir dau?

Dé tra 10i cho cau héi nay, tredc hét ching ta can phai hiéu duwgc dinh
nghia: Van dé la gi?

Van dé chinh la khodng cach gitta ki vong cta khach hang vdi tinh hinh
thue té. Can phai dac biét chi ra rang, giita ki vong va tinh hinh thuc té cta tat
ca moi nguwdi déu c6 mot khoang cach, cho nén tat ca moi ngudi déu cé mot
van de ton tai.

Chang han nhw ban 1a mot c6 gai cé véc dang kha dep. Nhung khi tim
hiéu, toi biét can nang hién tai cta ban la 50kg, ma ban lai hi vong minh chi
ndng 45kg thoi, diéu nay cé nghia la tiép theo t6i c6 thé dao sau van dé giam
can cta ban. Bdi vi tinh hinh thic té cia ban hién nay van con chit khoang
cach nhé so v6i mong wéc cia ban, ma khodng cach nay sé khién ban cam
thdy voc dang ctia minh hoi béo mot chuit.

No6i cach khac, chi can nhan vién ban hang c6 thé thong qua phwong thirc
dat cau héi dé hiéu roé dwgc tinh hinh hién tai cia khach hang, cling thong qua
cach dat cau hoi dé biét dugc ki vong ctia khach hang, tir do6 khién khach hang
phat hién ra khodng cach gitta ki vong va thuc té€ cia minh. Sau khi thdy dwgc
“van dé”, trong long khach hang roi sé sinh ra phién muon.

Sau day, xin phan tich can ké hon vé phwong thitc nay:
1. Pat cau héi dé hiéu ro6 dugc tinh trang hién tai cia khach hang

Tinh trang hién tai cia khach hang, & day y muo6n noi dén tat ca cac chi
tiét c6 lién quan dén nhitng san pham ma nhan vién ban hang dang ban. Khi
dat cau héi, nhan vién ban hang can phai chu y dat cac cau hoi ti I6n dén nho,
c6 nghia la dau tién can dat nhirng cau hoi 16n truedc, xac dinh pham vi cua
cau hoi, sau d6 dung pham vi cau héi trén lam co sé& dé thu hep dan pham vi
cac noi dung cu thé. Chang han nhw vi du duwéi day:

Nhan vién ban hang: “Anh Trinh, anh cé hay phai di cong tac xa
khong?”

Khach hang: “Ciing kha nhiéu.”
Nhan vién ban hang: “Xin hoi moéi thang anh di khoang may lan a?”
Khach hang: “Ciing khéng c6 dinh, khoang 2 dén 3 lan gi d6.”

Nhan vién ban hang: “Anh cha yéu di trong thanh pho hay ngoai tinh vay
a?”

Khach hang: “Ngoai tinh, cha yéu la dén Bong Bac.”

Nhan vién ban hang: “Anh thudng dat khach san trudc khi di hay la dén
noi roéi maéi tim khach san a?”

Khach hang: “Tét nhién la thuwong dat trwdc.”

Nhan vién ban hang: “Vay khi dat phong trudc, anh thwong dugc hudng
mtrc phi wu dai la bao nhiéu a?”

Khach hang: “Chuyén nay khé néi lam, c6 cho giam gia 6%, nhung cling
khong it cho giam gia 7 - 8%.”
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2. Pat cau hoi dé biét dwgc mong muon cua khach hang

Nhitng mong mudn cta khach hang & ddy am chi nhitng khia canh c¢6 lién
quan dén san pham ma nhan vién ban hang dang ban, la nhitng diéu ma khach
hang hi vong sé dat dwgc hiéu qua tot nhat. Vi du:

Nhan vién ban hang: “Vé d6 hao mon banh rang, anh nghi thoi gian i
twéng sé la bao nhiéu a?”

Khach hang: “T6i nghi it nhat cling phai 30 nghin gio.”

Nhan vién ban hang: “Anh noi 30 nghin gig, ¢ nghia la sau 30 nghin gio
thi banh rang c6 thé bo hay la dem di mai gitia lai r6i dung thém mot thoi gian
nita?”

Khach hang: “Vé li thuyét, sau 30 nghin gio thi c6 thé bo dugc roi, nhung
néu dem di mai roi van st dung dugc them 10 nghin gid nita l1a tot nhat.”

Nhan vién ban hang: “Vay y anh la thoi gian hao mon banh rang t6t nhét
la khodng 40 nghin gid, day ciing chinh la tudi tho t6i da cia banh rang bao
gom ca thoi gian da qua stra chita, c6 ding khong a?”

Khach hang: “Dung vay.”

Nhan vién ban hang: “Vay banh rang hién tai ma anh dang dung c6 dat
dugc tieu chuan nay khong a?”

Khach hang: “Puong nhién la khéng roi.”

3. Pat cau hoi deé giap khién khach hang xac nhan khoang cach gitra
hién thyc va mong wéc

Hay cung xem xét cudc doi thoai sau:

Nhan vién ban hang: “Theo nhitng gi anh ndi, cac thiét bj anh st dung
hién nay déu cho ra ti 1€ phé pham la 5%, c6 ding khong a?”

Khach hang: “Dung vay.”

Nhan vién ban hang: “Ciing theo quan diém cua anh, ti 1€ phé pham phai
0 murc dudi 3% mdi dat mic tiéu chuan binh thwong, c6 ding khong a?”

Khach hang: “bung thé.”

Nhan vién ban hang: “Noi cach khac, diéu ma doanh nghiép anh quan
tam ldc nay chinh la 1am thé nao dé giam 2% ti 1é phé pham, c6 thé hiéu nhw
vay khong a?”.

Khach hang: “Puong nhién, day chinh la nguyén nhan t6i trao doi véi
anh lau nhu vay!”

Tiép theo, xin cung cap tdi doc gid mot tinh hudng hoan chinh.

Mot thoi gian trede day, cong ty ching toi mdi thiét ké mot website rat
dep. Do tinh chat cong viéc nén cac thong tin ca nhan cia t6i nhu tén, s6 dién
thoai va chi tiét lién hé déu dugc dang tai trén website. Va cling rat ty nhién,
toi nhan dwgc nhiéu cac cudc goi dién thoai ban hang khac nhau ttr cac ban
dong nghiép.

Mot nhan vién ban hang tén la Minh da goi dién thoai cho toi, gidi thiéu
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rang cong ty anh ta la Cong ty Tiép thi cac cong cu tim kiém & thi truong
Trung Qudc 16n nhat trén thé gidi, roi lai tiép tuc gidi thiéu thém mot lic niva
vé nhitng 1gi ich thu dwgc tir viéc stt dung cac cong cu tim kiém, chang han
nhu khach hang c6 thé nhanh chong tim duwgc thong tin vé chiing t6i hon, va
cudi cung anh ta hoi t6i: “Anh Li, anh c6 thé xem xét viéc st dung cac cong
cu tim kiém trén Internet khong a?”. Va t6i cling rat thang than ma tra 16i anh
ta rang: “Vi website ctia chiing t6i chi md&i dwgc hoan thién cho nén ching t6i
chwa c6 nhu cau nay, khi nao can, t6i sé chti dong goi cho anh.”

Ngay hom sau, mot nhan vién ban hang khac cta cong ty tim kiém nay,
tén Cwong, lai goi dién thoai cho t6i. T6i dinh bung noi ludn vai anh ta rang
hém qua di c6 nguwdi ctia cong ty goi dén cho toi réi, hon nita t6i tam thoi
khong c6 nhu cau nay. Nhwng anh chang nhan vién bén hang nay lai khong hé
da dong dén tam quan trong cda viéc st dung cac cong cu tim kiém ctia cong
ty ho, ma lai n6i 10i cAm on t6i.

Cwong noi rang mot vai phwong phap va y twédng ban hang trén website
cta chung t6i da khién anh ta c6 thém nhiéu thu hoach, anh ta rat cam kich.
Dbiéu nay khién cho t6i khong tién tir chdi thang nita. Hon nita, diéu nay cling
chitng minh rang, truéc khi goi dién cho t6i, anh ta da danh thoi gian tim hiéu
qua cac thong tin vé cong ty chiing toi, chitng t6 anh ta ciing bé ra kha nhiéu
tam huyét. Theo quy luat “cé di c6 lai” da chia sé & chuwong dau tién, t6i can
phai bao dap lai thien chi nay, dwong nhiéen la phai b6t chut thoi gian cho anh
ta roi.

Sau d6, Cuong hoi toi thué cong ty nao thiét ké website, sao lai co thé thiét
ké ra mot website dep dén thé. Vira ding lic anh ta cling mudn 1ap mot
website tirong tir, va ngé y muon nha toi gidi thiéu. Duwong nhién la t6i san
sang gidi thiéu vdi anh ta cai quyét dinh khon ngoan nay ctia minh roi.

Sau d6, Cuong lai hoi toi mot van deé rat tha vi: “Anh Li, xin hoi m6t chat
tai sao anh lai nghi dén viéc chi tién dé lap mot website dep nhw vay a?” Khi
héi t6i nhitng 161 nay, Cwong da nham vao hanh dong thuc té cua toi, khon
ngoan hon han cau nhan vién Minh hom triwéc, cho nén t6i khong thé tra 10i
rang: “Toi chia tirng nghi dén.” dugc. Cam thay can phai thang than tra 10i
cau héi nay, t6i néi véi Cuong la vi mudn * Quang ba hinh anh cta cong ty,
thuc day hoat dong kinh doanh ctia cong ty.” Lic trd 101 nhu vay, t6i bong
cam thay c6 chit rau ri, trén website cta ching t6i c6 thong ké rd rang lwu
lwgng truy cap hang ngay, nén moi ngwoi déu biét rang nita thang nay website
cta chuing toi chi c6 chwa tGi 200 lwgt ngwdi xem, bao gom ca lwong truy cap
ndi bo trong cong ty. Con s6 nay hién nhién con chénh léch qué xa so voi y
twong xay dung dau tw vi dai nhw vay cta chuing toi.

Nhu cau thye té caa toi khong hé thay doi, nhung tir sy khac nhau trong
phuong phap cua hai nhan vién ban hang ma cdm gidc cua toi dd thay doi.
Anh chang nhan vién ban hang qua dién thoai thi hai da thanh cong trong_
viéc tao ra cho t6i mot s lo lang, khién t6i nhén ra rang van con mot so van
de ton tai v4i minh, tir d6 sé khién tdi sinh ra nhu cau.

Bdy gid hdy cung so sanh mgt chit vé qua trinh ban hang thyc t€ cua hai
anh chang nhan vién ban hang nay, ching ta sé thdy dugc rang anh chang

nhan vién ban hang thit hai goi m& nhu cau cta toi mot cach rat hop 1i voi
trinh tu sau:
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Dau tién anh ta tim hiéu tinh hinh hién tai cia to6i (tao website ltic nao,
thué ai tao, ton bao nhiéu tién...), sau dé anh ta cling tim hiéu ki vong cua toi
(tai sao lai tao webstie, muc dich dé lam gi), sau d6 rat tu nhién, téi da nhay
cam phat hién ra rang hién thuc chénh 1éch qua xa so véi ki vong ctia minh
(lwgng ngudi xem qua it), cai khoang cach nay da khién t6i khong dat duoc
muc dich tao website ctia minh (quang ba cho hinh twong ctia cong ty dé tir dé
thic day hoat dong kinh doanh), tir do t6i sinh ra cam giac buén rau, hiéu ré
dugc van dé dang ton tai ctia minh.

No6i cach khac, chi bang qua trinh ban hang qua dién thoai, dau tién nhan
vién ban hang da c6 thé tim hiéu ro hién trang cua khach hang, sau dé biét ca
ki vong cta khach hang. Ba&i vi gitta hién trang va ki vong luon c6 mot
khoang cach nhat dinh, cho nén, nhan vién ban hang hoan toan cé thé phat
hién ra mét s6 lo lang va cac van dé cua khach hang.

THU HAI PHAT TRIEN MOT VAN BE NHO THANH MOT
NGUY CO RO RANG

Bay gio khach hang da c6 mot vai “van dé” nho nhé, nhung khach hang sé
xt li nhitng van dé nho nhé nay thé nao day?

Thit xem xét bang mot vi du rat thwong gdp hang ngay: Gia sir sang nay
ban mo mang tinh day, cam thay dau rat dau, toan than ué oai, con bi ho khan,

tran hoi sot, coc sita twoi budi sang trd nén nhat nhéo, uéng xong trong miéng
con cO cam giac dang dang.

Lic nay ban nhan ra minh da bi 6m, do do, ban an tam cht gi r6i nhanh
chong den bénh vién gan nha.

Dau tién, bac si hdi ban mot s6 cau hoi co ban nhu: “C6 bi chong mat
khong?”, “Co bi ho khéng?”,... ban déu thanh that tra 10i. Sau d6, bac si lay
nhiét ké ra do than nhiét cho ban, phat hién ban s6t 39 d9, r6i qua khoang
cach gitta tinh trang thure té va K vong cla ban ma bac si phat hién ra mot s
van dé cta ban, khang dinh ban bi cam lanh, nhung ciing khong ning lam.

Néu da bi cam lanh thi dwong nhién la ching ta phai giai quyét van dé nay
roi. Bac si sé ti€p tuc dua ra giai phap cta minh, noi véi ban rang van dé cua
ban rat dé giai quyét, dé nghi ban nhap vién didu tri, sé sdm khoi thoi.

Céac ban doc gia than mén, xin hédi cac ban c6 dong y nhap vién khéng?

Nhin chung thi sé 1a khong dong y! Ching ta déu biét phi kham chita bénh
hién nay rdt dat, chi phi nam vién lai cang dat hon, chi ndm vién mdy ngay
cling co thé ton "hét nira thang lwong cta ban roi.

Bén canh do, du sao cling chi bi cam lanh th6i ma. Mdc du nghe qua c6 vé
nghiém trong, nhung khong nht thiét phai ndm vién diéu tri, tat vao hiéu
thudc bén dwdng mua vai vién thude cam la du dé d6i pho, chang qua chi 1au
khoi hon mot chat théi. Bat qua thi chay ra chg mua chut girng tuoi, dem Ve
nha gid nhé pha nwdc uéng, mic thém quan 4o am 1a cling c6 thé tam thoi
chong d& véi con cam lanh.

Twong tw nhw vay, cho du khach hang da biét ré van dé cia minh & dau,
thé nhung diéu nay khong c6 nghia la bay gio da la thoi diém t6t nhat dé dva
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ra gidi phap. Bai vi tat ca khach hang ctaa ching ta déu biét r6 dao 1i rang,
muon gidi quyét van dé nay c6 khi sé phdi trda mot cai gia rat 16n.
Hodc la ct thang than noi rang, sé phdi ton tién.

So tién phai trd hom nay c6 thé dé dén ngay mai, vay thi tot nhat 1a c khat
dén mai di. SO tién phai tra vao tuan nay c6 thé dé dén tuan sau, vay thi c dé
tuan sau hay néi. Day ciing la mot phan trong ban tinh con ngudi. D6 cling la
li do tai sao khach hang luon néi cau: “Dé sau hdy néi”, hodc la “Chung toi sé
suy nghi thém.”

Trong thuc té, khach hang van luon la nhu vay, c6 van dé that do, nhung
chi dén khi nao van deé tré thanh mot loai rui ro, nguy hiém mdai c6 thé khien
khach hang bi ap lyc, 4p lwc cang 16n thi khach hang mdi cang quyét tam
hanh dong hon.

Noi cach khéc, sau khi khach hang phat hién ra van dé nho ctia minh, diéu
ma nhan vién ban hang can phai lam la néu ro tinh chat cia van dé, dén khi
nao khién cho khach hang cam nhan duwgc dé chinh la mot loai nguy co thye
st mai thoi.

Chung ta cung xem xét tinh huéng nhan vién ban hang bién mot vén de
nho thanh m6t moi nguy hai thye sy nhw thé nao:

Nhan vién ban hang: “Theo nhitng gi chung ta vira phan tich khi dién ap
khong on dinh, hé thong cia cac anh thé ty dong ngat dién, ding khong a?”

Khach hang: “Dung vay.”

Nhan vién ban hang: “Néu mat dién dot ngot, phong tai chinh cta cong
ty cé gap phai van dé gi khéng a?”

Khach hang: “Rat don gian, cac khoan muc sé bi r6i loan.”

Nhan vién ban hang: “Anh c6 thé giai thich ki r6i loan thé nao khéng a?”

Khach hang: “Pho bién nhat chinh la khéng thé lam bao cédo dugc. Ching
t0i can thong ke so liéu ban hang cta cac chi nhanh bat ct ltic nao, ma mot
khi dién bi ngat dot ngot, hé thong c6 thé 1am mat mot s6 dit liéu, luc nay
chiing t6i sé phai t6n thém thoi gian va cong sttc dé nhap lai nhitng dit liéu
dé. Co thé noi la kha phién phirc.”

Nhan vién ban hang: “Vang, vay ngoai trit viéc do thi con vén deé nao
khac nita khong a? Chang han nhw viéc doi chiéu s6 sach c6 bi anh hudng gi
khong a?”

Khach hang: “Néu trong qua trinh ddi chiéu s6 sach bi ngdt dién, thé thi
phién phitc 16n. Bdi vi ching t6i lai phai doi chiéu lai lan nita.”

Nhan vién ban hang: “Da6i chiéu lai lan nita a? Nghe c6 vé 1a cong viéc
rat phitc tap, c6 phai khong a?”

Khach hang: “Dung thé, néu nhw phai doi chiéu hai lan, tam thdi bo qua
viéc chung t6i gap phién phitc, thi quan trong hon la van dé nay sé khién
khach hang kho chiu.”

Nhan vién ban hang: “Xem ra viéc ngat dién tv dong khi dién ap khong
on dinh sé khién cho b phan cua anh bi anh hwéng nghiém trong...”
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THU BA, BIEN NHUNG NGUY CO RO RANG THANH
NHUNG MOI BbE DOA LON

Bay gio, khi khach hang da bat dau cdm nhan dugc nhitng nguy hiém, thi
chuyén tiép theo sé vo cung don gian. Khach hang sé tu minh danh gia, nghia
la ho sé so sanh nhitng 1gi ich ma minh c6 thé thu dwgc sau khi gidi quyét
nhitng nguy hiém nay v@i so tién ma ho phai bo ra.

Néu nhu nhitng 1gi ich duwgc mang tdi sau khi gidi quyét nguy hiém it hon
so vOi cai gia ma ho phai tra, khach hang sé cam thdy s6 tién ho bo ra chang
dang chut nao, thi day sé 1a mot vu lam an thua 16, sé khong thé dat dwgc ket
qua ban hang.

Néu nhu lgi ich dwgc mang t6i sau khi da gidi quyét nguy hiém c6 gia tri
twong duong vai so tién bo ra, thi ddy ro rang la mot vu lam an cong coc,
khach hang van sé khong dwa ra quyét dinh mua hang.

Néu nhv nhitng ich 1gi sau khi gidi quyét nguy hiém mang lai c6 gia tri
cao hon so vdi so tién bo ra, khach hang sé cam thay chi can dau tw chit xiu
da co thé giai quyét duwgc ca mot nguy co 16n, cho nén day la mot vu lam an
vo cung co 1gi. Vi vay, néu khach hang gdp phdi “nguy hiém” cang 1én thi xac
suat dwa ra quyét dinh mua hang sé cang cao.

Néu khach hang phat hién ra minh dang gap phai nguy hiém, ho sé dong y
m& hau bao; va néu nhw khach hang phat hién rang nhitng nguy hiém  gdp
phai sé khién ho phéi doi mat vd&i nhitng moi de doa 16n 10 rang, ho sé cang
quyét liét dong y hon!

Chuyén nay ciling giong nhw viéc chiing ta mang khach hang bé trong sa
mac, anh ta sé cam thay vo cung khat. Va Iic nay, chi c6 chai nwéc khoang
trong tay ban mdi la vat c6 gia tri cao nhat ma thoi.

Vay thi nhan vién ban hang phai lam thé nao dé c6 thé bién nhitng nguy
hiém thanh nhitng moi de doa ro rang?

Cau tra 1oi rat don gian: Chinh la phéng dai mic do nguy hiém ctia van
de!

Chung ta cung theo doi cac cau vi du duéi day:

“Néu bay gio anh khong xt li chdng thdm nwdc thi chi mot vai ndam nita
thoi, nhitng ké hé nho nay sé bién thanh nhitng vét nitt 16n. Khi do, nwéc mua
sé ngdm vao, twrong sé bi moc, dén lic dy, néu mudn x i sé ton rat nhiéu tién
day a.”

“Bdi vi nhan vién ban hang khong cé bién phap nao dé c6 thé nam git
thong tin khach hang mot cach hiéu qua, cho nén nhitng cudc dién thoai ban
hang cua ho chd yéu déu la cam tinh, hoan toan chi diwa vao may man ma
th6i. Néu nhu vay, thanh tich ban hang ctia nhém sé khong thé tién bd dugc,
tham chi tinh than dong doi cling sé bi anh hwdng, ti 1€ nhan vién nghi viéc
cling nhanh chéng tang 1én, va diéu nay s€ bugc anh phéi tuyén dung lan nita,
tuyén dung roi lai con phai dao tao, két qua la... Do do, viéc Iwra chon mot
phan mém c6 thé thu thap thong tin cua khach hang la vo cung can thiét.”

Tat nhién, trong qua trinh phéng dai mic do nguy hiém, nhin tir bén ngoai,
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nhitng nguy hiém ma khach hang gap phai sé c6 thé tao thanh nhitng thwong
ton cho ho & nhiéu phuwong dién. Cho nén do6i khi nhan vién ban hang ciing sé
cam thay boi réi, khong biét nén bat dau dao sau vét thwong nay tir dau,
khong biét lam thé nao dé khién khach hang cam nhan dwgc sy ton tai ca noi
dau dy. Néu nhu lam khong tot, c6 khi lai phan tac dung.

Nhiéu nhan vién ban hang khong biét nén bat dau tir dau, khong tim thay
dugc cai mach dé bat dau ti€p can. Nhung thue ra thit luén gidp ban tao ra
duwgc hiéu qua cong viéc chinh la nhitng diém c6 lién quan dén chinh céng
viéc cua khach hang. Chung ta ciing biét ro rang, khi tuyén dung nhan vién,
moi cong ty déu dwa ra mGt ban mo ta cong viéc cho tirng vi tri, trén doé c6 ghi
tat ca nhitng viéc phai lam. Sau d6, cong ty sé can cit theo ban mo ta cong
viéc nay ma bat dau thiét 1ap hé théng danh gi4, va hé thong danh gia nay
chinh la thanh tich cong viéc ma khach hang quan tam.

Trong Hé thong Phan cdp Nhu cau noi tiéng cia Maslow(1), 6ng da phan
chia nhu cau cda con ngudi thanh nhu cau sinh 1i, nhu cau an toan, nhu cau
giao tiép, nhu cau dugc ton trong va nhu cau ty thé hién ban than.

Bdi vay, trong qua trinh phong dai van dé, nhan vién ban hang can phai c6
gang bat dau ti khia canh cong viéc, khién cho khach hang cam nhan dugc
rang van dé nay sinh co thé hay h0a1 thanh tich cong viéc cua ho. Néu khong
giai quyét van dé dy ngay, n6 c6 thé anh hwdng dén tién lwong, tien thudng,
cac phuc lgi va ca chitc vi, tir d6 sé lam anh hwdng nghiém trong dén dén sy
ton tai cua ho & cong ty. Chang han nhw nhitng van de twong ty dudi day:

“Hé thong ma van hanh cham thi c6 thé lam gidm nang suat cong viéc,
dang khong a?”

“Néu nang suat giam, liéu anh cé thé hoan thanh chi tiéu san xuat khong?”
“Néu don dat hang bat ngg gia tang dot bién, anh dinh lam thé nao?”
“Piéu nay cé anh huong dén danh gia hang quy ctia ca nhan anh khong?”

“Anh da can nhac dén tinh huong liéu hé thong vi qua tdi ma hong hoc
chwa a?”.

“V1i t6c do qua cham nén mdi tao ra tinh trang anh va cac nhan vién cta
minh thwong xuyén phai lam thém gio, c6 dung vay khong?”

Sau do, nhan vién ban hang mat 1an nita xdc dinh cac mirc d6 nguy hai cia
van de, t6 ro van dé sé lam anh hudéng dén cac moéi quan hé cta khach hang,
khién cap dudi bat dau nghi ngo nang Iic cua anh ta, cdc phong ban khac
cling vi bat man vGi anh ta ma khiéu nai thang 1én thwgng cap, cap trén cta
anh ta cting kho chiu. Két qué 1a co hoi thang tién cia anh ta cang ltic cang
nho dan,... Chang han nhu:

“Khi thwong xuyén phai lam thém gio, cac nhan vién cap dwédi ctia anh
khong t6 ra bat man sao?”

“Tinh trang nay c6 khién thoi gian danh cho gia dinh gidm di khong a?”

“Bo phan ban hang khong thé hoan thanh don dét hang do sy cham tré cia
bo phan san xuat, liéu ho c6 y kién gi khong?”

“Trong cudc hop, cac bo phan khac c6 phéan anh gi vé van dé ctia bd phan
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anh khong a?”

“Khi khach hang khiéu nai 1én Téng Cong ty, anh dinh dwa ra 10i giai thich
ra sao?”

“Liéu si cham tré nay c6 lam anh hwéng dén tién do thue hién muc tiéu
hang nam cua toan cong ty khong?”

“Xin hoi, khi doanh thu gidam, Giam d6c cong ty c6 phan tng gi khong?”

“Van deé ctt kéo dai nhu vay, c6 dnh hvdng dén kha nang thang tién cta
anh khong a?”

Trudc khi dua ra nhitng cau héi mang tinh “ton thwong” nhat dinh nhw
trén, diéu dau tién nhan vien ban hang nhat dinh phai chu y chinh la phai dé
khach hang xac nhan rang c6 van deé ton tai da, roi mdi tiép tuc khoi goi van
deé; tiép do, cling khong dugc tuy tién phong dai mirc do nguy hai cia vén dé
ma phai phong dai mot cach khach quan dva trén nhu’ng CO sO co that; sau do
lai c6 gang phu lén nhitng van dé khoé khin nay mot _16p vo boc ngot ngao,
giup khach hang khong phai chiu nhitng da kich qua l6n.

Bay gio chung ta hdy cung xem xét mot vi du hoan chinh dwéi day:

Tinh hudng dua ra la cugc ddi thoai gitta nhan vién ban hang ctia mot cong
ty phan mém vGi Pho Giam doc cia mot cong ty phan phoi vat tw van phong.
Chung ta hdy cuing xem nhan vién ban hang nay da khoi ggi van dé nhu thé
nao:

Nhan vién ban hang: “Giam doc Tuwdng, tdi c6 thé hoi 6ng mot vai van
de khong a?”

Khach hang: “Duogc chw, cau ct noi.”

Nhan vién ban hang: “Giam doc Twdng, khach hang phai lam gi sau khi
quyét dinh dat hang thiét bi vat tw van phong bén 6ng?”.

Khach hang: “Rat don gian, khach hang sé truc tiép goi dién thoai dén
cho tw van vién ban hang tai khu vire, xac nhan gia cd, hinh thitc va thoi gian
giao hang. Sau d6, nhan vién ban hang sé can ctt theo yéu cau ctia khach hang
ma tao don dat hang r6i chuyén giao cho bo phan c6 lién quan.”

Nhan vién ban hang: “T6i hiéu roi, vy thi tién thé t6i cling hdi thém,
moi ngay tw van vién ban hang phai tén bao nhiéu thoi gian dé xt 1i don dat
hang cua khach hang?”

Khach hang: “Viéc nay thi chiing t6i cling chwa thong ké, t6i wdc tinh dai
khai l1a nia tiéng dong ho.”

Nhan vién ban hang: “Néu tinh theo ngay lam viéc 8 gig, vay thi thao tac
nay gan nhu cling chiém khoang 6% thdi gian roi, ding khong a?”

Khach hang: “Khoéang do.”

Nhan vién ban hang: “Vay thi, Giam doc Tuéng, khach hang thwdng goi
dién dén dat hang vao thoi diém nao a?”

Khach hang: “Viéc nay thi khong c6 dinh, lic nao ciing c6 thé.”

Nhan vién ban hang: “Ciing ding, nhung ma theo i thi cling c6 nhitng
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thoi gian cao diém, dung khong a?”

Khach hang: “T4t nhién la ciing c6 lic cao diém, thong thwdng thi bubi
sang la tv 10 gio dén 12 gio; budi chiéu thi khoang tir 2 gio dén 4 gio.”

Nhan vién ban hang: “Néi cach khac, vao lic cao diém tiv 10 dén 12 gio
sang va tir 2 dén 4 gio chiéu, theo nhw nhitng gi 6ng vira noi, lic nao nhan
vién ban hang cling c6 thé nhan dugc dién thoai dat hang cta khach hang, c6
diang khong a?”

Khéch hang: “Ding thé.”

Nhan vién ban hang: “Vay thi, ngoai thoi gian x i don dat hang cua
khach hang, binh thuwong nhan vién ban hang cua cong ty 6ng con phai lam
thém gi nita khong?”

Khach hang: “DPuvong nhién la khai thac khach hang mdi roi, giong nhw
anh bay gio day.”

Nhan vién ban hang: “Xem ra cau héi nay cua t6i hoi ngé ngén roi! -
(cuwoi) - Nhung Giam doc Twdng nay, toi thay ¢ day co chut mau thuan,
khong biét 6ng co thé giai thich rdo mot chit khong a?”

Khach hang: “Pugc chit, mau thuan cho nao?”

Nhan vién ban hang: “Theo kinh nghiém cta c& nhan t6i, thoi diém tot
nhdt d€ mot nhan vién ban hang khai thac khach hang mdi 1a o 10 gio dén 12
gio vao budi sang va tur 2 gio' dén 4 gio vao budi chieu. Nhung nhan vién ban
hang ctia cong ty ong lai phai dung mot phan cua khung gio vang nay deé giai
quyeét cac don dat hang caa khach hang, chit khong phai dung dé khai thac
khach hang mdi, cé phai nhu vay khong a?”

Khach hang: “Anh phan tich rat ding, rat thong minh.”

Nhan vién ban hang: “Giam doc Twéng lai qua khen r6i - (cwoi) - Mac
du viéc gidi quyét don ddt hang ctia khach hang v6 cung quan trong va cling
nham muc dich phat trién khach hang. Nhung néu chi duy tri nhitng khach
hang cti thi thanh tich cong viéc ctia bo phan 6ng sé khong the di len duogc,
ong nghi thé nao a?”

Khach hang: “T6i cling cam thay vay.”

Nhan vién ban hang: “Khong chi vay, trong viéc nay con c6 mot van dé
nghiém trong nita.”

Khach hang: “Van dé gi?”

Nhan vién ban hang: “Trudc khi néi rd cho 6ng hiéu, t6i c6 thé hoi 6ng
thém may van dé nita khong a?”

Khach hang: “Duogc, cau hoi di.”

Nhan vién ban hang: “Vang, xin hoéi tv van vién cap dwdi cua ong khi
trién khai viéc khai thac khach hang méi sit dung dién thoai c6 dinh hay la
dién thoai di dong a?”

Khach hang: “DPuong nhién la dién thoai c6 dinh roi, chac chan khong thé
dung dién thoai di dong, chung toi khong du kha nang chi tra phi dién thoai
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cao nhu vay.”

Nhan vién ban hang: “T6i hiéu. Vay tién thé xin hdi thém chut nita, moi
tw van vién ban hang sit dung mot dwong day dién thoai co dinh hay la hai
dwong day a?”

Khach hang: “Tat nhién chi c6 mot.”

Nhan vién ban hang: “Vay véi tu cach 1a nguoi phu trach, ong c6 yéu
cau ho moi ngay cu thé goi bao nhiéu cudc dién thoai va c6 ra chi tiéu moi
ngay khai thac bao nhiéu khach hang mgi khong a?”

Khach hang: “DPuong nhién la cé ra chi tiéu nhiém vu cu thé r6i. Chi can
t0i c6 madt ¢ day thi cdc nhan vién déu cham chi khai thac khach hang méi.
T6i nghi cong ty nao cling vay thoi.”

Nhan vién ban hang: “Gia st bay gio c6 mot khach hang dat hang, khi
khach hang goi dién cho nhan vién ban hang xin tw van, nhung quy dinh cua
cong ty la phai st dung dién thoai c6 dinh dé khai thac khach hang mdi, nhw
vay rat co6 thé duong dién thoai co dinh sé ludon ban, c6 kha nang nay khong
a?”

Khach hang: “A! Diing 1a rat c6 kha ning nay.”

Nhan vién ban hang: “Trong tinh huong nay, khach hang tw nhién sé goi
dién thoai di dong cho nhan vién ban hang, 6ng cé nghi thé khong?”

Khach hang: “bung thé.”

Nhan vién ban hang: “Van dé phién phitc ¢ day la khi nhan vién ban
hang dang ti€p chuyén khach hang qua dién thoai cong ty, ding ltic nay dién
thoai di dong lai reo, hon nita con la khach quen goi dén dat hang. Giam doc
Twdng, binh thwong nhan vién ban hang sé x i tinh huéng nay nhw thé nao
a?’)

Khach hang: “Chuyén anh néi ding la mot van dé rat phién toai khién
chung t6i dau dau cting da lau. Thuong thi nhan vién ban hang sé bao khach
hang cti chd mot chut roi sau dé sé goi lai.”

Nhan vién ban hang: “Néu goi lai nhw vay, ong nghi khach hang cii c6
hai long khong?”

Khach hang: “Tét nhién sé khong hai long, du ho ciing la khach quen goi
dén dé dat hang. Noi thang ra 1a ho dang trd tién cho ching t6i, vdy ma chung
toi lai bao ho phai chd mot chit, vé tinh vé 1i déu cé chit qua dang.”

Nhan vién ban hang: “No6i nhw vay nghia la nguy co mat di khach quen
la c6 that, dung khong a?”

Khach hang: “Ciing c6 kha nang nay, day ding la mot van de.”

Nhan vién ban hang: “Hon nita, vi bat ¢t lic nao khach hang ciing c6 thé
goi dién dén dat hang, lam gian doan qua trinh khai thac khach hang méi cta
tw van vién ban hang, cho nén tam trang cta nhan vién ban hang ciing bi anh
hwéng, c6 phai khong a?”

Khach hang: “Duong nhién la nhw vay, cac nhan vién ban hang qua thyc
rat lo lang vé chuyén nay.”
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Nhan vién ban hang: “Néu vay thi hiéu qua goi dién khai thac khach
hang cua ho cling bi anh hwong, c6 ding khong a?”

Khach hang: “Ciu ndi rét co li, dang luc goi dién lién hé v6i khach hang
thi chuong dién thoai di dong dot nhién vang lén, chac chan sé bi anh hwéng.”

Nhan vién ban hang: “Néi cach khac, vi diéu nay nén hiéu suat khai thac
khach hang m&i cua ho s€ bi giam di.”

Khach hang: “Thuyc ra, day la van dé ton tai da lau, chiing t6i van dang
nghi cach gidi quyét. Néu van dé nay khong dugc gidi quyét, ngudi chiu dnh
hwdng van la chinh chung t6i.”

Nhan vién ban hang: “Hon nita, van con mot véan de, chinh la viéc khach
hang cii goi dién dén khong nhat thiét chi la dat hang, c6 thé con vi nhitng
chuyén khac nita, 6ng nghi ding khong?”

Khach hang: “Pung vy, chang han nhv gidi quyét mot s6 van dé thuong
gdp nao do.”

Nhan vién ban hang: “Ong néi van dé thudng gip, cu thé 1a van dé gi a?”

Khach hang: “Chang han nhv nhitng loai mutc in ching t6i ban la muyrc in
chuyén dung, moi loai myc c6 thé chi dugc dung cho mét loai i may in cua mot
hang nao do ma thoi, khach hang nhét dinh phai tim hiéu r6 vé viéc nay.”

Nhan vién ban hang: “Vay thi moi ngay nhan vién ban hang thwong ton
bao nhiéu thoi gian cho nhitng van dé thuong gap nay a?”

Khach hang: “Khoang 20 - 30 phut.”

Nhan vién ban hang: “Khach hang cling thuwong goi vao khung thoi gian
vang khi tw van vién ban hang goi dién khai thac khach hang méi a?”

Khach hang: “Pung thé.”

Nhan vién ban hang: “Vay thi, cling twong t nhu trén, van dé nay mot
mat lam cham tré thoi gian khai thac khach hang mdi cta tw van vién ban
hang, mat khéc ciing lam anh hwéng dén tdm trang ciing hiéu qua cong viéc
cua ho, c6 dung khong a?”

Khach hang: “Dung vay.”

Nhan vién ban hang: “Giai quyét hai vén dé trén cling mat khoang 1
tiéng dong ho. Ong nght tu vén vién ban hang nén danh khoang bao nhiéu
thoi gian cho nhitng cong viéc trén a?”

Khach hang: “T6t nhat la chang tén chut thoi gian nao hét, ho nén danh
toan lyc vao viec khai thac khach hang méi thi hon.”

Nhan vién ban hang: “Theo nhitng gi 6ng noi, nhitng nguyén nhan dugi
day sé lam anh hwéong den viéc hoan thanh céc chi tiéu kinh doanh ctia b
phan 6ng: (1) Tw van vién ban hang ton kha nhiéu thdi gian vang bac cua
minh cho viéc xt li don dat hang cta khach hang cii; (2) Tw van vién ban
hang cting ton mot khodng thoi gian quy gia twong ty dé giai quyét nhitng van
de thuong gap ctia khach hang cii; (3) Ho gan nhu khéng c6 cach nao dé cung
lic giai quyét ca hai viéc phat trién khach hang méi va x i don dat hang caa
khach hang, khién ho khé c6 thé can bang moi viéc, két qua la ca hai bén déu
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khong thé lam t6t dugc, c6 dung khong a?”.
Khach hang: “U, ding 1a nhu vay.”

Nhan vién ban hang: “Néu nhw khach hang cii cé thé ty minh dat hang
thay vi can mot tw van vién ban hang dac biét giip do nhu tredc day, dong
thoi ho cling c6 thé ty minh gidi quyét mot s6 van dé thuwong gdp, 6ng nghi
doanh thu moi thang c6 thé tang them bao nhiéu?”

Khach hang: “To6i nghi it nhat cling c6 thé tang 1én 20%, titc 1a khoang 40
van nhan dan té.”

Nhan vién ban hang: “Cé nghia la mot nam s€ tang 500 van té, dung
khong a?”.

Khach hang: “Co 1€ vay.”

Nhan vién ban hang: “Ngoai viéc do6 ra thi cong ty 6ng co6 con ai bi anh
hwéng vi ton that tirtng do tién doanh thu ban hang khong?”

Khach hang: “Chac la Treong Khai - phé tong giam doc.”
Nhan vién ban hang: “Cac c6 dong cua cong ty thi sao?”

Khach hang: “DPuvong nhién la ho khong hai long r6i. Trong bu6i Pai hoi
co6 dong thang trudc, ho da dwa ra rat nhiéu y kién ve thanh tich kinh doanh
cua cong ty.”

Nhan vién ban hang: “Ong 1a ngudi phu trach tryc tiép ctia bd phan nay,
coO vé nhu ap lyc dat 1én vai ong ciling khong nhé nhi.”

Khach hang: “Dung vay.”

Nhan vién ban hang: “Néi cach khac, vi con ton tai nhitng van dé nay ma
cong ty ong ton that dén 5 triéu té tién doanh thu ban hang, dong thdi con
khién cho tinh than dong doi gidam stt; mat khac cac lanh dao cong ty cling vi
vay ma khong hai long, ma 6ng la ngwdi phu trach tryc tiép ciing can ganh
mot trach nhiém twong ng, diéu nay sé lam dnh hwdng xau dén sy phat trién
trong twong lai cua ong, c6 dung khong a?”

Khach hang: “Dung la nhu vay, day cling chinh la nguyén nhan tai sao
hom nay t6i trao doi vGi anh lau nhw vay.”

Nhan vién ban hang: “...”

Sau mot cudc trao doi lién tuc, van dé cta khach hang da tr¢ thanh mot
moi de doa rat 16n, dau tién la con s6 ton that doanh thu ranh ranh 5 triéu
nhan dan té, sau do viéc phat trién khach hang mdi cling bi anh hwéng, ro
rang la van dé da dat dén mitc do khong muon gidi quyeét cling khong duoc
nira roi.
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NGUYEN TAC THEP 4

LOI DUNG SUC MANH CUA QUAN CHUNG
HOAC CUA NGUOI KHAC BE ANH HUONG DEN
KHACH HANG

CHUONG 7

“THUAT UY TIN”

CHIEN LUOC TAM Li PON GIAN BE CHIEM
PUOC LONG TIN CUA KHACH HANG

La mot phurong phap ban hang mai, trong rnay nam gan day, phuong thic
ban hang truc tuyén qua truyen hinh da bung ng trong ca nwdc. Chi can bat
tivi, ban sé thdy du cac loai quang cao kéo tdi un un. Dudi ddy, toi sé chia sé
v6i doc gia mot cau chuyén quang cdo ban hang truc tuyén cho san pham dién
thoai di dong ¢ mot dai li tieu thu ctia mot cong ty cach day khong lau.

Trong quang cao qua truyén hinh cho san pham dién thoai di dong nay,
“Chuyén gia nghién citu khoa hoc vé thiét bi cam tay toan cau ctia xtt Wales”
da nhiét tinh quang cao nhitng tinh nang tuyét voi cua chiéc chiéc dién thoai
di dong v0i quéng dai quan ching nhan dan xem tivi nhu thé nay: Thoi gian
chd co thé 1én dén 2 thang, v6 thép nguyén chdt mau xanh la cdy dep hoan
hao dugc ap dung cong nghé cao khong bi gi sét, co bi roi tir trén lau cao
xu6ng, tham chi bi xe chen qua van c6 thé hoat dong binh thuong. ..

Diéu nyc cudi chinh 1a mot khan gia phat hién ra rang, vi “Chuyen gia
nghién cttu khoa hoc vé cac thiét bi cam tay toan cau xu Wales” nay lai la mot
dién vién chuyén déng vai phu. Anh ta cling tham gia dién xuat trong mot s6
v& kich truyén hinh. Mot trong nhitng diéu khé tin nhat chinh la trong quang
cao dién thoai di dong nay, anh ban dién vién nay tham chi chang thém thay
doi ca trang phuc 1an ca vat ma thoit mot cai da chuyen minh mot céi dé b1en
thanh “Chuyeén gia nghién cttu khoa hoc vé cac thiét bi cim tay toan cau”

Néu dé tam, ching ta sé phat hién ra rang, quad thyre nhitng y do twong ty
nhu man quang cao dién thoai nay day ray khap noi. T nhitng quang cao cua
cac trung tam chan tri véi cac “Bac si Pong y Trung Quoc cé hon 60 nam
kinh nghiém hanh ngh8”, cho téi nhitng “minh chitng” da dwoc khang dinh
bdi “Gido sw Tién si noi tiéng dén tir dai hoc Harvard”, roi dén ca nhirng
“phat minh” mé&i nhat cua “ngwoi gianh giai thuwdng Nobel”.

Néu néi nhitng vi du trén chi la nhitng treong hgp ngau nghién, do mét s6
cong ty nhé co tinh thiét ké ra ma thoi, vay thi ching ta hay theo doi vi du
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duéi day.

Khéng biét ban c6 con nhé nhitng doan quang cdo kem danh rang trwdc
day hay khong? Cubi doan quang cdo luén c6é mot cau gidi thiéu rang loai
kem danh rang nay da dwoc “Hiép hoi Nha si Quoc gia” cong nhan. Bong
thoi trén man hinh cling xuat hién mét dong chir that to viét r6: Ngoai hop
kem danh rang cé con dau chinh thitc cta “Hiép hoi Nha si Quéc gia”.

Trong thuc té, “Hiép hdi Nha si Qudc gia” trong quang céo trén that ra
chinh la do may cong ty san xuat kem danh rang va cac nha dong tai trg thanh
1ap ra. Va nhitng nha san xuat nay da phai dau tuv hang triéu nhan dan té tién
tai trg chi dé ban biét rang chat lvgng san phdm cta ho da dugc chitng nhan
t mOt co’ quan nha nudc, nguoi tieu dung co thé an tam s dung Va thu phap
nay da thu dwoc hiéu qua rat tot. Thi ngam nghi mot chit ma xem, ca ban va
toi da tirng bi nhitng doan quang cdo do thuyét phuc nhu thé nao.

O day, ching ta khong co vii cho viéc cac cong ty san xuat kem danh rang
c0 y thye hién thu phap ban hang lira ddo dé tranh thu sy tin twdng ctia khach
hang. Du co6 t6 v& quang cdo thi chat luvgng caa cac san pham kem danh rdng
do cac cong ty nay san Xuat mdi la thit thue sy va c6t 10i lam nén uy tin cua
ho. O day, chung ta chi can tim hiéu xem nguyén nhan tai sao ho lai lam nhw
vay ma thoi.

Li do thyc ra rat don gian, do6 la khi nha cung cdp st dung nhitng thi dai
loai nhw “Chitng nhan tir Hiép hoi Nha si Quoc gia”, “Dé ctt ctia Chuyén gia
nghién citu khoa hoc vé cac thiét bi cam tay toan cau” cung véi “Phat minh
ma&i nhat ctia ngudi doat gidi Nobel” dé cau khach, thi chiing ta sé cang cam
thay tin twéng nhitng loai san pham nay hon.

Song trong mot thé gidi day mau sac nhung cling khong kém phan phitc
tap nay, ban can phai hiéu rang, c6 qua nhiéu chuyén can phai chirng thue.
Nhung, 1a mét nhan vién ban hang, ban can phai lam gi dé chitng minh
nhitng san pham ma minh cung cap thuc sy dang tin cay? Phuong phap
tot nhat chinh la mugn sitc manh cia “uy tin”, va day chinh la nhirng gi
ma chuwong “Thuat Uy tin” mudn chia sé.

No6i mot cach khach quan, tuan theo nguyén tac phuc tung uy tin thi trong
hau hét cac tinh huéng deu cé lgi, uy tin cé thé mang lai cho ching ta nhitng
lgi ich thyc t€. Bai vi thong thwong, khi nguwdi ta da co thé bude chan 1én mot
dia vi xa hoi cao hon, nhitng thong tin ma ho tiép xtc bat luan la vé ca chiéu
sau hay chiéu rong, vé phuwong dién kinh nghiém tich liiy, hodc vé phwong
dién trinh do cta cac nguon lyc ma ho nam trong tay déu manh hon ching ta
rat nhiéu. Hanh dong theo nguyén tdc tin wdng vao uy tin, trong da s6 truong
hop 1a khong sai. Dieu nay cling gidng nhv viéc ban Tudn c6 gang lang nghe
nhirng 161 khuyén quy bau ctia cap trén trong don vi 1a mot quyét dinh khon
ngoan vay.

Khong tin twdng vao uy tin, mudn thach thitc uy tin, thuong sé khong dem
lai két qua tot dep gi. Trai qua nhiéu lan thach thic uy tin dé roi cudi cung
nhan dwoc nhitng bai hoc that bai dau dén, nhin tir mot goéc do khac, cling da
thitc tinh ching ta rang nhat dinh phai tin twéng vao nguyén tac lam viéc phuc
tung theo uy tin.

Bai vi s phuc ting va tin twdng vao uy tin da tré thanh mot 16i tw duy co
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hitu ctia chiing ta, nén mitc do 1€ thudc vao loai kinh nghiém nay ciing sau sac
nhw thé. Badi vay, chi can dan 1én mot thi gi d6 cai mac da dwoc chitng nhan
bdi cac co quan c6 uy tin, vé hinh trung no6 da khién ching ta chdm dit moi
dan do, vo thitc tré nén phuc tung va tin twéng. Va ciling rat ro rang, trong qua
trinh ban hang, nhan vién ban hang hoan toan c6 thé 1gi dung diém nay dé
lam tang do tin cay v6i khach hang.

Du6i day xin chia sé mét vai phwong phap, trong khuon kho dao dirc cho
phép, dé dan mac uy tin 1én san pham.

THU NHAT, HINH ANH CHUYEN NGHIEP

Nhiéu nam trudc, toi da tirng lam viéc ti van mua sam tivi mau. Bat c
doi tac nao tirng lam viéc vai toi déu biét t6i c6 mot théi quen, chinh la bén
trong bo vest dong phuc théng nhat ctia ctra hang, toi thwong mac mot chiéc
4o so mi clia cOng ty san xuat tivi mau ma t6i phu trach.

Li do cho viéc nay chinh la Iic khach hang can tuw van, t6i thwong nai:
“Nam ngoai, toi rat vinh dy dugc ghé tham nha may va day chuyén san xuat
cta cong ty, dugc lang nghe nhitng phat biéu cta cac ki sw trong cong ty, bo
trang phuc nay t6i gitt lai ti lic do, cho nén, doi véi thac mac caa anh, t6i cho
rang...”

Khi t6i néi rang “Toi da dén tham nha may va day chuyén san xuat cua
cong ty”, va “bo trang phuc nay toi gitt lai tv khi d6”, thi nhitng quan diém t6i
dwa ra sé dé nhan dwgc sy dong thuan caa khach hang hon, so v6i nhitng nhan
vién ban hang khac, quan diém cta t6i ciing dé khién khach hang hai long
hon.

Nguyén nhan cua viéc nay chi c6 mot, béi vi khi nhin vao trang phuc cua
toi, khach hang sé cam thay t6i chuyén nghiép hon, dwong nhién la sé cang tin
nhiém to6i hon.

Chung ta hdy cung theo doi tinh hudng sau day:

Cach day khong 1au, mot ba di cta toi da thay mot bg dién ké kiéu méi
cung mot hop phan phoi dién. Thye ra nhitng mon do nay chwa nhat thiét phai
thay, nhung di to6i van quyét dinh thay:.

Chuyén la thé nay, hom do di t6i dang xem tivi trong nha thi nghe thdy c6
tiéng go ctra. Khi di t6i ra m@d ctra thi thay trudc mat la mot nguwdi an mac rat
giong dong phuc lao dong ctia nhan vién cong ty dién lyc. (Xin lvu y mot
chut, thi ngwdi ta mac co6 vé la dong phuc lao dong ctia cong ty dién luc, thuc
t€ c6 phai hay khong thi con can phai xem xét).

Nhan vién nay cho biét, mua hé dang dén gan, ltic dé6 may diéu hoa khong
khi sé duwgc st dung dong loat, nhw vay mitc hao ton dién nang sé vo cung
16n. Cho nén cap trén da chi dao bon ho di kiém tra dong ho6 dién cua tat ca
cac ho gia dinh song trong khu vuc nay, hi vong di t6i c6 thé hgp tac véi hoat
dong kiém tra nay cua cong ty dién luc.

Puong nhién di tdi vui vé dong y. Cong ty dién lyc da chu dong phai
nguoi dén kiém tra va bdo tri dién ké cho nha minh nhw vay nén di rat cam
on, cling lap ti’c m& hop phan phdi dién nha minh cho nhan vién nay kiém tra.
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Nhan vién nay nhanh nhen mé hop cong cu ca nhan cua minh ra, bén
trong c6 day du nhitng dung cu va thiét bi stta chita dién. Diéu nay chac chan
da khién cho di t6i tin twdng rang vi nhan vién nay rat chuyén nghiép.

Moi chuyén tiép theo dién ra nhw thé nao, chac han khong can néi doc gia
cling c6 thé doan dwoc. Sau khi kiém tra chi tiét mét lwgt, nguwdi nhan vién
nay phat hién ra hop phan phéi dién nha di t6i c6 hang loat cac van dé, ma
nhitng van dé nay lai c6 thé khién nha di t6i gap su co mat dién khi dén gio
cao diém, va sy co6 mat dién nay lai thwong xdy ra vao nhitng lic thoi tiét oi
bitc nhat, sé khién gia dinh di t6i gap rat nhiéu bat tién.

Bdi vay, van dé nay can phai dugc gidi quyét trude khi dén giai doan cao
diém. Vay lam thé nao méi c6 thé gidi quyét van dé nay? Nhan vién nay bat
dau cung cdp cho di téi nhitng y kién “chuyén nghiép”...

Hinh twgng chuyén nghiép quan trong voi viéc tao dung uy tin dén thé
nao, thong qua hai vi du trén, toi nghi ring doc gia déu da hiéu rd.

THU HAIL DANH HIEU UY TIN

Dé nang cao nghiép vu cta ban than, t6i thwong tham gia mot s6 khoéa hoc
dao tao ban hang chuyén nghiép, dwong nhién la tham gia dwdi hinh thitc an
danh. T6i nhé c6 mot 1an, trong mot khoa hoc, t6i va mot hoc vién khac da
dwa ra nhitng y hiéu khac nhau vé quan niém ban hang cta giang vién. Cac
thanh vién trong 16p néu lén nhitng y ki€n ca nhan ctia minh, tranh luan rat soi
noi. Bung lic do, c6 mot anh chang hoc vién ditng 1én héi: “Xin héi, thay c6
phai la thay Li, 1a chuyén gia dao tao ban hang chuyén nghiép khong a?”

Mac du toi khoéng tién thira nhan, nhung ciing khong thé khong thira nhan
diéu d6. Sau khi toi thira nhan, anh ban nay ndi tiép: “Cudi nam ngoai em c6
tham gia khoa hoc ban hang cua thay, con mua mot cudn sach ctia thay nira.
Hom dé thay mac 1é phuc, hom nay lai mac thwong phuc, em suyt nita thi
twdng minh nhan lam ngwoi.”

Va chuyén tiép theo da trd nén vo cung thu vi. Sau khi biét dugc danh tinh
cla toi, anh chang sinh vién ban nay condang hitng hyc khi thé tranh ludn voi
toi kia lap tie trd nén im lang. Sau do, trong nhitng cudc thao luan 16p, moi
khi t6i néu lén y kién ctia minh, déu rat d& dang nhan dugc sy ting ho cia tat
cd moi nguoi.

Diéu ma t6i muon néi tGi & day cling khong phai minh gioéi giang dén thé
nao, ma la néu ban da c6 dwgc mot danh hiéu uy tin, thi sau d6 d6i phuong sé
bét dau roi vao tinh trang phuc tung triét dé, ciing giéng nhv sau khi moi
ngudi biét t6i la “Gidng vién dao tao ki nang ban hang” thi déu dé dang thira
nhan nhitng quan diém cua t6i vé khia canh nay.

N6i cach khac, néu nhu san pham ma ban ban can ban phai c6 mét nén
tang cuc ki chuyén nghiép, ban nén tim cho minh mét danh hiéu nao do thich
hop. Vi du nhv cac nhan vien ban hang cua cac cong ty ching khoan, khong
c6 mot ai n6i minh la nhan vién ban hang, ho déu ti nhan minh la “Chuyén
gia phan tich chitng khoan”, hodc 1a “Co6 van tai chinh cap cao”.

Chung ta hdy cung xem xét nhitng 10i gigi thiéu “y nhi” sau cua nhan vién
ban hang:
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“Giam doc Lwong, bay gio nganh Thiét ké thay d6i nhanh that. Nhé lai 3
nam trudc, luc tdi gianh dugc danh hiéu Nha thiét ké trién vong, khuynh
huwéng thiét ké chu dao khi d6 van la...”

“Thuc ra thi van dé kho tuyén dwgc ngwoi thich hgp ma anh vira néi, toi
cling da tirng trai qua roi. Ngay ca bay gio day, toi cling phai phu trach dén
mady phong ban trong cong ty, cling twong tw nhu anh...”

“Khoang thdi gian truede, khi toi t6i cong ty Hai Thién giup ho dao tao
online vé ERP, c4c lanh dao cdp trung cua cong ty Hai Thién ciing da tiing
dwa ra nhitng van dé giéng anh...”

“Trong thang Ba nam nay, tap chi Kinh doanh dién tir sé dugc xuat ban.
T6i rat may man dugc dang mot bai néi veé tinh hinh kinh té toan cau dang
dan bi dong bang hién nay. Cac doanh nghiép chuyén vé dién t dang ngay
cang can phdi chu trong dén khia canh thiét k€ mau ma, rat giong vGi truong
hop cua anh...”

Trong thuc té, danh hiéu giong nhw mét thit hao quang vay, ditng & noi c6
anh hao quang chiéu roi, chiing ta sé tré nén khac biét véi moi nguoi.

THU BA, TRAI QUA CHUNG NHAN KHAO NGHIEM

T6i c6 mbt nguwoi ban lam & linh vire do gia dung. Chuing ta déu biét, chat
lwgng cudc song ngay cang dwoc cdi thién thi yéu cau ctia nguoi tiéu dung vai
chat Iwgng cac vat dung gia dinh ciling ngay cang cao. Trong do, diéu ma
ching ta quan tdm nhat chinh la nhitng vat dung nay cé than thién véi méi
treong hay khong, liéu no6 cé thai ra doc chat gay nguy hai cho sttc khoe con
nguoi hay khong.

Néu chiing ta déu c6 nhu cau nay thi tat yéu cling sé sinh ra viéc cac doanh
nghiép rdi rit xin cdp gidy chirng nhan bao vé moi trudng, va viéc nay sé cang
ngay cang trd nén pho bién hon. Theo nhu’ng gl ma nguoi ban nay cua toi noi,
moi ngay cdu dy deu nhan dugc dién thoai cta cac t6 chitc cung cap chitng
nhan trén ca nudc, rang chi can nop mot khoan phi nhat dinh, cac san pham sé
dwgc chitng nhan 1 than thién v&i moi treong, chitng minh 1 nhitng san
pham bao vé moi treong xanh,..

Do6i vai viéc nhitng don vi cung cap cac loai bang chitng nhan nay la that
hay gid, dwong nhién ching ta kho long biét dwgc. Nhwng nguwdi ban nay cia
to1 cling thira nhan rang, mot s6 chitng nhan thue chét la do cac cong ty tw
minh “khaoi Xu’dng” kem thém mot chiéc ki niém chuong thuy tinh “long
lanh”, thé la mot chitng nhan bao vé moi treong nghiém nhién ra doi.

Tat nhién day 1a mot tredng hop tiéu cue, nhitng chuyén twong tw cling chi
la hién twgng ca biét ma thoi. Chiing ta khong c6 sty cho nhitng treong hop
nay. Nhung mau chot caa van dé chinh 1a tai sao ho lai phai lam nhw vay? Vé
ban chat, tinh huong nay ciing twong ty nhw vi du vé “Hiép hoi Nha khoa
Quoc gia” da dé cap ¢ trén. Nhitng cong ty nay lam nhw vay cling bdi vi cac
chitng nhan nay giup ho gianh dugc long tin cua khach hang, déng mot vai tro
tich cuc trong viec thic day doanh s6 ban hang.

Vi vay, khi tiép xuc véi khach hang, viéc dwa ra cac loai bang chitng nhan
san pham ctia minh la viéc kha quan trong.
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Chang han nhv vi du dwdéi day:

“Anh thidy ddy, phan mém nay da trdi qua mot cudc khdo nghiém dai t6i 2
nam 9 thang cia ‘Hoi Nghién cttu X’, da chitng minh dugc rang tinh 6n dinh,
dé thao téc, s an toan, kha nang... ctia n6 déu thudc hang cong nghé tién tién
hang dau ca nwdc. Pong thoi no con duge ‘Hiép hoi X’ cap chitng nhan doc
quyeén, anh c6 thé hoan toan yén tam.”

“Veé viéc dudi diéu kién hoat dong binh thwong thi liéu pin c6 thé hoat
dong lién tuc dugc 5 tiéng hay khong, ¢ day ching t6i c6 mot ban bao cdo cia
Co quan Kiém tra cac San pham DPién tir chuyén nghiép nhat trong ca nwdc,

',’

Co quan X, mot chit nita toi sé fax ban bao cdo nay qua dé anh xem qua a!

“Anh Han, thue ra van dé méi treong la van dé ma moi cong ty déu rat
quan tam, cho nén, t6i hoan toan c6 thé hiéu dwgc nhitng lo lang cia anh.
Ciing bdi vay ma tir ba nam trudc, cong ty chiing toi da gia nhap ‘T6 chic
Bao vé moi treong xanh X’ r6i. Hon nita, cong ty chiing t6i cling la mét thanh
vién khéi xwdng ban dau cua to chite, dong thoi tat ca nhitng san pham ctia
cong ty déu da qua ‘Chitng nhan X cua EU’ va ‘Chitng nhan X cua My’, cho
nén anh c6 thé an tam tuyeét doi khi st dung.”

“Rat nhiéu khach hang ciing cing chung méi quan tam nhu anh: Liéu
nhitng phu tung nay rot cudc co thé lam giam dwgc tGi 20% mic tiéu thu
nhién liéu cua xe hoi hay khong. Bai vay, trudc day ching toi da dac biét nho
‘Tap chi xe hoi X’ - tap chi xe hoi chuyéen nghiép hang dau quoc gia hién nay
tién hanh cudc khao nghiém dai gan 10.000km, cho ra mot bao cao thiw
nghiém chuyén nghiép va uy tin, bdo cdo chitng minh rang trong diéu kién st
dung binh thwong, hiéu qua trong viéc giam mirc tiéu hao nang lugng cua xe
la...”

“Loai may diéu hoa khong khi tiét kiém nang lwong ma anh dang xem day
khong chi dugc chitng nhan béi ‘Co quan X’ - mot co quan cé uy tin va dugc
hau hét ngudi tiéu dung trong nwdc tin nhiém, dong thdi né con dugce dé cw
trong ‘Tap chi X’ duwgc xuat ban bdi Khoa Nghién citu Khoa hoc ctia mot
treong dai hoc & Nhat Ban. Qua cudc khao nghiém so sanh v@i cac san pham
cung loai, nguwdi ta da phat hién ra rang, loai diéu hoa khong khi nay c6 thé
giup chuing ta tiét kiém dwoc téi 25% mitc tiéu hao nang lwong! Anh nén biét
rang, Nhat Ban la mot quoc gia siéu tiét kiém nang luong...”

THU TU, SU THAM DINH TU KHACH HANG CHINH LA
PHUONG THUC TUYEN TRUYEN TUYET VOI NHAT

O trén, chung ta da cung thao luan vé viéc dung nhitng chitng nhan dé tao
18p uy tin &n twgng, nhung ching ta cling khong thé loai trir sy xudt hién caa
mot tinh hu6ng kiéu nay: d6 la cong ty ban vi méi thanh L 1ap chwa 1au cho nén
stic manh t6ng thé van con kha yéu, cho du ban mudn c6 dugc mot chitng
nhan uy tin thi cling khong c6 ai thyc sy co thé cap cho ban mot chu’ng nhan
uy tin dugc. Trong tinh hudng nay, st dung mot so sy tham dinh ti* khach
hang chinh la phwong phép tiép can phu hgp véi tinh hinh thyc té nhat.

Sy tham dinh tir khach hang la gi? Lam thé nao dé c6 thé st dung dugc sy
tham dinh ti phia khach hang?

https://thuviensach.vn



Lay mot vi du thé nay, ltic t6i méi budc chan vao linh viee dao tao, vé co
ban chang c6 chut tiéng tam nao, chwra xuat ban cudén sach hay bo dia CD nao,
lai cang khong c6 website riéng va sy bao boc ctia don vi quang ba. Doi mat
vdi tinh huéng dé, phuong phap hitu hiéu chinh la trong thw tu gidi thiéu vé
minh (chang han nhw email, PTT...), toi tém lwgc qua viéc minh da tirng lam
viéc ¢ nhitng cong ty nhw Haier, Skyworth, Tsinghua Tongfang, China
Mobile,... Hon nita, t6i cling dac biét tim kiém mot s6 ngwoi cue ki noi tiéng
trong nganh, nho ho viét 10i danh gia va gidi thiéu gitip minh.

No6i cach khac, stt dung nhitng su tham dinh day thuyét phuc cta khach
hang, chinh la ban da 1gi dung dugc sitc manh uy tin cua ho. Cach lam nay
cling giong nhw chiéu “mugn lwc” trong cac tiéu thuyét vo hiép vay, dung sic
manh ctia nguoi khac dé nang cao gia tri ban than minh. Mac du khach hang
chang may quen thudc vdi cong ty ban, nhung lai rat tin twéng vao nhirng doi
tac cua cac ban, vay thi ban c6 thé dung nhitng danh gia cta doéi tac vé ban dé
lam mot loai tham dinh uy tin. Diéu nay ciling c6 thé vi vdi viéc khi ban ditng
trén vai mét nguwoi khong 16 thi dwong nhién hinh twgng cta ban thoat trong
cling c6 vé to 16n hon rat nhiéu.

Trong vi du dudi day, nhan vién ban hang da dung phuwong phap mugn sirc
manh ctia khach hang dé lam can ctt tham dinh cho minh:

“T6i la nha tw van cong nghé 1au nam cua céng ty Pitc BASF, Chu Kiét.
Cong ty BASF la mot cong ty tap trung vao viéc cung cap cac dich vu tich
hop hé thong nganh thong tin di dong, dong thoi cling 1a mot doi tac chién
lwgce cia Orange, Vodafone,...”

“Trong so cac siéu thi hién nay trén thi trong, nhitng khach hang da st
dung hé théng quan li hang tén kho cua ching t6i bao gom Wal-Mart,
Carrefour, Trust-Mart, Vanguard, Lotus,... Hon nita, nhitng d6i tac hgp tac
lau dai cua chung t6i con co...”.

“Thuc ra, van dé ma anh vira nhac téi thi Tong Giam doc Li cia Cong ty
X, Tong Giém d6c Han cia Cong ty Y, Tong Gidm doc Ngii cua Cong ty Z
cling da dé cap qua, ¢ day chung toi con c6 mot ban déanh gia caa ho vé
chuwong trinh dao tao ctia ching toi...” (May Cong ty X, Y, Z kia déu la
nhitng cai tén noi tiéng, quen thudc ma khach hang biét r6).

“Gan day, cac cong ty nhv FedEx, DHL, doanh nghiép logistics Hoi
Thong,... déu nhanh chong chuyén sang dung hé thong diéu phoi xe tw dong
cta chung toi. Chi phi logistics binh quan da giam xuong 10%, doi vdi hé
théng diéu phoi nay, nhitng tai xé diéu khién xe van chuyén hang hoéa déu...
Anh c6 thé ty minh goi dién dén dé tim hiéu chi tiét, duwgc khong a?”

“Loai gel gidm béo sau sinh nay ctia ching t6i khong chi c6 thanh phan ty
nhién, ma trong d6 con bé sung them tinh chat 6t Nam MY, c6 thé thac day
tudn hoan mau, thdm chi con co thé gitp gidm vét ran da, sau khi st dung lai
khong hé mang dén bat cit cam gidc kho chiu nao. Hon nita, thanh phan con
chita bac ha, khién cho da ludn trong trang thai mat diu, ngoi sao X, dién vién
Y nudc ta cling thuong thich st dung nhitng san pham c6 chita thanh phan
nay. Ngay cé Britney, Victoria ¢ nudc ngoai trude khi sinh cling tirng bay dén
Nam My dé tim loai 6t ddc biét nay... Co biét day, d6i vGi cac ngbi sao noi
tiéng thi viéc gitt gin véc dang 1a t6i quan trong. .
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THU NAM, HAY DE CON SO LEN TIENG

Trong chuong triée, ching ta da tirng dé cap dén viéc con nguwoi thuwong
rat nhay cam véi nhitng con so. Trong tam tri hau hét moi ngwdi, nhitng con
s0 chinh xac chinh la nhitng ddu hiéu dang tin cay nhat.

Xin lay mot vi du minh hoa don gian. Mot vi “Coé van dau tw c6 tham
nién” cua mot Cong ty Quy cho biét: “May nam gan day, ti 1€ 1ai suat dau tw
ctia cong ty chung toi rat tot, néu anh chon chiing t6i, dam bao anh sé thu
dwgc 1gi nhudn khong t6i.” Ciing van la vi “Co van dau tw ¢6 tham nién” nay,
nhung 6ng ta c6 thé doi cach ndi, té y: “Trong 3 nam qua, 1gi nhuan trén von
dau tu cua ching t6i trung binh déu dat 21,7%, trong khi 1ai suat gii tién ngan
hang ctung giai doan chi c6 2,25%. Do vay, néu anh chon dich vu ctia chiing
t0i, anh c6 thé thu dwoc 1gi nhuan cao hon so vdi gt tién ngan hang dinh ki
tGi 864%...”.

Cung mot van dé nhung lai c6 dén hai cach giai thich khac nhau, néu ban
la mot khach hang, ban sé cam thay cach giai thich nao dang tin cdy hon? Ro
rang, con sO cu thé 864 hién lén trong dau khach hang, sé khién phan lgi
nhuan khi dau tw van con dang mo ho kia da tré thanh mot con so6 thuyre té ma
khach hang c6 thé cam nhan duoc.

Bdi vay, néu nhu cé thé, hay c6 gang st dung mot con so cu thé hodc la
noi nhitng sy kién co that dé tao cdm giac uy tin v6i khach hang, nhu vy sé
co thé gianh dugc long tin caa khach hang.

Hodc chiing ta cé thé xem xét mot vi du thudng gap trong cudc song. Doi
v0i cac siéu thi, hang hoa vira ré vira dep ro rang la mot loai vii khi hitu hiéu
nhat. Dé tao dung hinh twgng nay trong tam tri nguwoi tiéu dung, thu hit cang
nhiéu khach téi mua hang hon, mot so siéu thi thwong xuyén to chirc cac
chuwong trinh khuyén mai 16n, nhitng phwong thitc khuyén mai ma ching ta
thwong hay thay nhat chinh la cadc quang cdo qua thw DM.

Nhin chung, gia cd in trén DM qua thyc rét thdp, ma gia ca cang thap,
nhitng san pham gia ré cang nhiéu, cang dé dang tao dwng thiong hiéu siéu
thi hang dep gia ré day uy tin trong long khach hang hon. Pay ciling chinh la
diém mau chot dé thu hut khach hang.

Tuy nhién, néu suy nghi thém mot chut, ching ta sé phai tw hoi: Du thé
nao thi siéu thi cting la moét t6 chitc 1gi nhuan, néu khong lam ra tién, sao ho
6 thé ton tai ch? RO rang la cac siéu thi sé khong lam chuyén budn ban 16
von bao gio. Néu nhitng san pham c6 trén quang cdo DM khong thu dugc 1gi
nhuan, vay thi siéu thi sé kiém lgi nhuan nhw thé nao day?

Cac ban doc gia thong minh than mén, c6 thé cac ban da phat hién ra mot
kha nang, d6 chinh la siéu thi sé tang gia nhitng san pham khéng duwgc niém
yét trén DM. Mdc du nhin qua viéc nay giong nhu viéc pha twong Bong va
twong Tay, nhwng trong thuc t€, né lai da dé bu dap cho phan thua 16 tw
nhitng san pham da ha gia kia.

Nhitng khach hang dang chen chiic dé mua nhitng sdn pham gia ré kia,
phan 16n déu khong nhan ra rang, c6 mot so loai san pham lai cé gia cao hon
so v6i nhitng siéu thi khac. Chi vi bi anh hwdng bdi mét so it cac sdn pham
gia ré hon c6 may dong dugc niém yét trén cac bang DM kia, khach hang da
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ty hinh thanh trong dau minh an twgng rang siéu thi nay chinh la noi ban do ré
nhat.

THU SAU, THUC TE CHINH LA PHUONG THUC BIEU PAT
TOT NHAT

C6 mét vi du kinh doanh thé nay, doanh thu 16n nhat ctia cong ty A dén tw
nhitng khach hang quen thugc chinh la nhitng khach hang da tirng mua sén
pham cta ho, rot cudc thi nguyén nhan chinh xac cta viéc nay la gi?

Gia stt, vao mot ngay nao do, trong qua trinh nhan vién ban hang gidi
thiéu san pham, khach hang da mua mét b6 phan mém phan tich chirtng khoan
“Con thuyén Noah” véi gia 2.000 nhan dan té ctia ho. Nhung do6i véi nhan
vién ban hang, diéu cap thiét tredc mat chinh la phai kiém duwgc cang nhiéu
lgi nhuan tt vi khach hang nay. Vay anh ta sé phai lam thé nao day?

Tat nhién, cach tot nhat la yéu cau khach hang nang cap phan mém tw
phién ban thuong len phien ban chuyén nghiép (ban chuyén nghiép thuc sy co
qua nhiéu wu diém so v6i ban thuwong, cadc nhan vién ban hang c6 thé giéi
thiéu thoa thich). Puwong nhién, khach hang sé phai chiu chi phi nang cép, gia
ca chung vao khoang 8.000 nhan dan té (néu khach hang da dung ban chuyén
nghiép roi thi sé khuyén khich khach hang nang cap 1én ban cao cap, chi phi
cho lan nang cap nay sé c6 gia 1én dén khoang mdy van nhan dan té).

O day chung ta can lam ré mot diéu. D06 1a nhitng bién dong cua thi truong
chitng khoan & mitc 6n dinh, chuyén nay sé cyc ki dé hiéu, tic 1a thi treong
chitng khoan hém nay tang vot lén cao, ngay mai lai ha ngay xudng thap, thi
xét vé tong thé, s dao dong cua thi treong chitng khoan van luén ¢ mitc
ngang bang.

Do6i v6i khach hang, sau khi mua b phan mém ki diéu nay thi 1é tat nhién
sé dwa vao sy phan tich cia phan mém nay ma mua c6 phiéu. Poc gia hdy suy
ngam mot chut, kha nang khach hang thu dwoc Igi nhuan nhd phan mém phan
tich chitng khoan nay la bao nhiéu?

Cau tra 1oi rat don gian, chinh la 50%. Ttc la khach hang c6 50% nguy co
bi mat tién va 50% co hdi kiém tién. D1 nhién, cho du ban hoan toan chang
hiéu gi vé thi trudng chitng khoan thi khi mua btra mét loai cling cé duwgc
50% co hoi kiém tien va 50% nguy co bi mat tién.

RO rang nhitng khach hang kiém dwogc tién sé nghi rang bo phan mém
phan tich chitng khoan ki diéu nay da c6 tac dung. Luc nay, khi nhan vién ban
hang lai mot lan nita goi dién dé nghi khach hang nang cap phan mém, do
khach hang c6 trdi nghiém thyc t€ nén khé nang quyét dinh nang cap sé rat
cao. Ma lan nang cdp nay, chi phi cé khi con gap ba, bon lan so m@i mitc gia
mua ban dau, vi vay, cac nhan vién ban hang va cac cong ty lai lan nita thu
duoc lgi nhuan cyc cao twr phia cac khach hang ctia minh.

Chuyeén tiép theo cang lic cang don gian hon, chinh la nhitng khach hang
sau khi da ton mot khoan chi phi cyc cao dé nang cap ban thuwdong 1én ban
chuyén nghiép kia, trong qua trinh thao tac van c6 dugc 50% xac suat kiém
tién hodc mat tién. Mot khi khach hang lai kiém duwgc tién, chuyén ho lai tiép
tuc chi tién thém hang van nhan dan té dé nang cap ti ban chuyén nghiép lén
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ban cao cap sé trd thanh dwong nhién.

Bay gio, hay cung quay veé thoi diém khach hang 1an dau st dung phién
béan thuong. Nhitng khach hang bi mat tién, khi nhan dwgc cudc goi deé nghi
nang cap, dwong nhién sé khong hé thoai méi véi nhan vién ban hang. Nhung
dung quén rang, nhan vién ban hang c6 mot vii khi t6i mat, chinh 1a vi du vé
nhitng vi khach hang da nang cap lén chuyén nghiép, tham chi con thyc sy
kiém dugec tién.

Cu thé nhan vién ban hang sé lam gi?

That ra, cach lam ctia nhan vién ban hang ciing vo cung don gian. Anh ta
binh tinh n6i v&i nhitng khach hang da st dung phién ban thuwong va khong
thu dwoc 1gi nhuan rang, bgi vi phién ban ma ho st dung hoi thap cho nén co
hoi thu dwoc 1gi nhuan khong cao, chi cé stt dung phién ban chuyén nghiép
thi co hoi nam bat thdi co thi trwedng maéi 16n hon. Bong thoi, nhan vién ban
hang sé néu mat vai vi du cac khach hang thue té da st dung ban chuyén
nghiép da thu dugc 1gi nhudn, cting khuyén khich ho goi dién dén dé tryc tiép
xac nhan. Tat nhién nhu’ng khach hang dva vao phan meém ki diéu ‘nay va that
may man da kiém dwgc tién nay rat san long chia sé cau chuyén cua minh va
dwa ra nhitng danh gia tich cyc. Ci¢ thé, dwsi khao nghiém cua “sy that”, cho
du la nhitng khach hang da mat tién Cﬁng sé mot lan nita md& hau bao dé nang
cap phan mém ctia minh.
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CHUONG 8

“THUAT KHAN HIEM”

CHIEN LUOC TAM Li KHIEN KHACH HANG
NHANH CHONG DUA RA QUYET PINH MUA
HANG

Chup anh cuw6i 1a mat loai hinh tiéu dung mdi n6i gan day. Gan nhu tét ca
nhitng ai chuan bi két hon déu chi tién dé cé dugc mot bo anh cwdi dep mat,
duwong nhien, toi va vg minh cling khong ngoai lé.

Chac han doc gia cling khong con xa la gi véi hoat dong nay. Sau khi viéc
chup anh hoan tat, anh vién sé thong bao véi ching ta rang, vi can phai chinh
stta hau ki cho nén hen ching ta mot tuan nita hay dén anh vién chon nhitng
bitc anh thich hgp dé lam album, anh phoéng treo twong va anh dé ban,...

bung ngay hen, t6i va vg dén hiéu dnh, c6 nhan vién tiép tan (bay gio nhd
lai c6 1€ nén goi la nhan vién ban hang) dwa theo mitc phi dich vu ma chung
toi dong trudc do, da tan tam tham gia giup chung t6i chon lya nhitng birc anh
dep nhat. Nhung, bat ké ban chon goi anh gia bao nhiéu thi déu sé gap phai
cung mot van de: trong s6 hang tram bitc anh va bitc nao ciing kha dep, viéc
chi Iwva chon ra khoang 20-30 birc dnh dé lam album, anh phéng qua thue kho
khan.

Ltc nay, c6 tiép tan bén dwa ra mot dé nghi don gian, c6 goi y: “Anh Li,
chi Li, thyc té thi anh chi c6 thé chon thém may bitc nita ma. Trong goi chi
phi hién tai, anh chi chi c6 hai bic anh 16n, mot treo & phong ngu, mot treo tai
phong khach, nhung thue té thi & phia ngoai ctta chinh ciing c6 thé treo thém
mot bitc nita. Mat khac, ké ca album anh chi ciing c6 thé chia lam hai quyén,
mot quyén lang man va mot quyén dm ap.”

Dé nghi nay nghe ra kha hop li, hon nita du sao ciing la chuyén vui ca doi,
VO t6i cling rat thich nhitng bitc dnh nay, nhuwng lic do trong long toi cling kha
do dv, bdi vi 10 rang diéu nay dong nghia vGi viéc ching toi phai ton thém
kha nhiéu tién. Puong nhién, dang ltic vui vé, t6i lam sao c6 thé néi thang
nhitng suy nghi nay v4i vg sap cwdi cia minh.

Sau d6, co tiép tan n6i mot s6 cau rat ngan gon nhung lai khién cho t6i c6
an twgng sau sac, co noi: “Vi mot so nguyén nhan (vi thoi gian da qua lau roi
nén noi dung cu theé thé nao, tdi cing khong nhg rd nita) nén ching t6i

KHONG thé gitip anh chi lwu gif? tat ca nhitng hinh anh da chup nay...”

~ Co tiép tan vira mai dut 101, danh mat do dy ciia vg toi trd nén kién dinh
han, nang nhin t6i, noi: “Ong x4, du sao thi ca doi mdi c6 mat lan, hay la...”.
Chuyeén tiép theo chang can néi thi doc gia cling biét. Pé chithg minh viéc
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nang lay t6i la quyét dinh ding dan nhat trong cudc doi, toi chi cé thé gio ca
hai tay ma dong y thoi.

T vi du trén, chiing ta thay rang: Khi mot thit bat dau tré nén khan
hiém, hoac la no da dugc coi la vat khan hiém thi trong tam li moi nguoi,
no cang tré nén co gia tri hon. Loai tam li nay sé khién nguwoi ta mong
muon lap titc cé dugc thir do, béi vi mot khi da mat di no roi, chiang ta
déu lo lang rang sé khong con co hgi nao dé cé dugc né nira. Va day
chinh la nhirng gi duwgc chia sé trong chwong “Thuat Khan hiém”.

Vay, cac nhan vién ban hang s€ phdi lam thé nao dé co thé st dung “Thuat
Khan hiém” nay dé nang cao doanh s6 ban hang ctia minh?

THU NHAT, TAO RA HIEN TUONG GIA - CUNG KHONG bU
CAU

“Hunger Marketing” la mot trong nhitng tht phap ban hang dugc str dung
nhiéu nhat trong nganh cong nghiép 6 t6. Phwong phap nay c6 nghia la cac
nha san xuat 0 t6 cO y kiém soat s6 lwgng xe san xudt ra dé cé thé diéu khién
duwgc moi twong quan gitta cung va cau, tao ra hién twgng cung khong du cau,
duy tri gia thanh sdn phdm & mitc cao va ddm bao muc tiéu lgi nhuan.

Néu la ngwdi quan tdm dén linh vie xe hoi hodc la tirng lam viéc lién quan
dén mua ban xe hoi thi han ban sé khong hé cam thay xa la vé&i thuat ngi
“Hunger Marketing” nay. Néu quan sat ki mot chut thi gan nhw nhitng loai xe
dang pho bién trén thi tredng hién nay déu cé siv dung cach tiép thi nay.

Khi lwgng tiéu thu mot loai xe ban chay nhat hang thang 1én t6i 2.000
chiéc, cac nha san xuat thong bao rang do khong da kha nang san xuat, cho
nén khong thé nhan thém nhiéu don dat hang hon, khach hang chi c6 thé lya
chon gitra viéc tang gia hodc cho doi; khi lwgng ban hang trong thang cua loai
xe ban chay nhat nay dat t&i 4.000 chiéc, cac nha san xuat van khang dinh
rang do khong du kha nang san xuat cho nén khéng c6 cach nao théa man tat
ca nhu cau cua thi tredng, mong nguwoi tiéu dung hay dat mua tredc may
thang; khi Iwgng ban hang trong thang cta loai xe ban chay nhat nay dat t&i
con s0 6.000 chiéc, nha san xuat lai lan nita bay t6 rang vi khong du kha nang
san xuat...

Tém lai, vi cdi li do 1a ban qua chay, cac nha san xuat vinh vién chang c6
cach nao dé c6 thé théa man dwgc nhu cau cia ngudi tiéu dung. Ma chinh vi
thi tredng cung chang bao gio dap ng dua cau, than kinh nguai tiéu dung lic
nao ciing trong trang thai cang thang, nén khéng dé y dén van dé gia ca, chi
mong co thé mua dwgc xe 1a tot lam roi, va diéu nay da gitp cac nha san xuat
thu dugc kha kha 1gi nhuan.

That ra, chi can xem xét ti mi mét chit, chiing ta sé phat hién ra rang, c6
rdt nhiéu nganh nghé cling st dung nhitng tht phap ban hang twong tw.

Hay thtr nhin vao linh vic bat dong sdn xem sao. Chting ta déu biét gia
nha & cac thanh pho Trung Quoc déu rat cao, vugt xa nang lyc mua ctia nguoi
dan binh thuong. Boi vay, khach quan ma ndi, nhom nguoi mua duge nha
thanh pho cling khong nhiéu. Thé nhung, chi can ban mé bat ki t& bao nao,
xem chuyén muc quang cdo bat dong san, ban sé phai am tham chac luwdi sao
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ma nha dat lai khan hiém thé. B&i vi, gan nhut doanh nghiép kinh doanh bat
dong san nao cling déu thong bao vdi ban rang: “Chi con ba can cudi cung, vu
tiéen phuc vu khach hang dén tredc”, “Can ho hdo hang hiém hoi, tang thém ki
han”, “Can h6 Duplex cu6i cung sap dugc rao ban”,...

Céac chiéu quang cdo nhw vay ludon dugc tung ra cing mot ltic & tat ca cac
cong ty kinh doanh bat dong san. Va li do thi chi c6 mot, do la cung cang
khong dap tng da cau thi khach hang cang cdm thdy moén hang dé khan hiém
hon, cang mong mudn c6 dwgc né hon.

THU HAL CUNG CAP PHIEN BAN DAC BIET QUY HIEM

Mot lan ngoi trong quan café no, t6i thay cac ban tré bén canh t6i dang
rom ra ban bac xem khi nao dén Héng K6ng mua phién ban giay gigi han ctia
hang Nike; trong thoi gian World Cup, toi cling thwong nghe dwgc mot s6
quang cdo cuda cac nha tai trg thé thao: “Pay la phién ban 4o gidi han, giay
gidi han cua hang X...”

Céach day khong 1au, cac phwong tién truyén thong dong loat dwa tin vé
mot vu tai nan giao thong. Vi vu tai nan nay lai c6 lién quan dén mot chiéc xe
thé thao phién ban gidi han siéu sang trong cho nén né da thu hat sy chi y cta
dong dao moi ngudi. Nghe noi chiéc xe thé thao phién ban gidi han sang
trong nay, ca Trung Quoc chi c6 mot chiéc ma thoi, cho nén, khi phéng vién
muon phoéng van chu sé hitu chiéc xe, anh ta chang nhithg muon gidu mat ma
con mudn giau ludn cd chiéc xe nita. T6i chia sé cau chuyén nay, khong phai
la vi mu6n néi dén viéc nhitng ngwdi mua cac phién ban san pham giéi han
giau c6 dén dau, ma chi mudn doc gia co thé hiéu duwgce rang: Trong xa hoi
ludn c6 nhitng ngwoi nhw vay, nhitng thit ma ho theo dudi luén khac biét vai
ngwoi khac, doc dao hon nguoi khac, nhitng thit c6 thé lam ndi bat 1én ca tinh
cua ho. Lén thi 1a chiéc xe thé thao sang trong, nhé thi chi 1a mot bo quan éo,
mot doi giay, mién la ho c6 du kha nang kinh té, ho déu sé deo dudi ching.

Néu toi hoi ban, ban thdy phién ban gigi han va phién ban thudng c6 gi
khac nhau khong? To6i tin rang da s6 moi nguwdi déu sé tra 16i rang, vé co ban
giong nhau, chi c6 diéu so lwgng it, kiéu dang bén ngoai thi c6 ve rat hap dan
ma thoi. Khong sai! Nhung ma, chang 1€ chi can kiéu dang bén ngoai kha hap
dan ciing c6 thé théi thiuc nguai tieu dung chi thém gap may lan mitc gia binh
thwong dé mua san pham sao?

biéu nay khong hé khoé hiéu. Bai vi trong tham tam, ngudi tiéu dung ludn
mong muon minh doc nhat v6 nhi, cho nén, nhitng ngwdi lam kinh doanh
khon ngoan da bat tring yéu diém nay dé kiém dwgc lgi nhuan cao hon.

Hay cung theo doi vi du sau:

Nghe ndi may thap ki trirdc, chuoi cira hang d6 an nhanh no da t6 chirc
mot hoat dong quang b4, tang mot con bip bé do choi Snoopy phién ban giGi
han cho ngwoi mua nhiéu do an nhanh nhat. Mai tuan sé tdng mot bup bé,
tong cong c6 12 con bip bé. Nguoi da gianh dugc biip bé do choi Snoopy vao
tuan tredc sé khong dugc tham gia vao hoat dong nay tuan sau. C6 1€ con btip
bé do choi nay thuc sy rat dang yéu, cho nén, khi hoat dong vira méi dugc
khdi dong da khién nguwdi ta tranh gianh kich liét.
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Khi 12 con bup bé d6 choi Snoopy khong du dé dap tng cho nhu cau ctua
nhitng ngwdi muodn c6 no, nguwdi ta ben dung moi cach dé gianh dugc no.
Trong khoang thoi gian do, téi thuwong nghe thdy moi nguwoi xung quanh tro
chuyén vdi nhau: Nghe n6i con buip bé dé choi Snoopy tuan trwdc vira ra da
dugc rao gia cao lam roi; hon nita c6 rat nhiéu hoc sinh da trén hoc, tham chi
con xép hang sudt ca dém chi vi muén la ngwoi dau tién vao trong mua hang,
gianh giat dé c6 thé doi dwgc mon dé choi Snoopy nay. Cudi cung, sau mot
lan xdy ra tai nan nghiém trong, hoat dong quang ba nay da bi cac co quan
chitc nang lién quan ap ché. Tai nan dé chinh 1a, trong lic xép hang, c6 nguoi
da lam v0 ctra kinh cda ctra hang thugc chuoi ctira hang d6 an nhanh dé, khién
cho nhiéu nguwai bi thwong, tinh trang rat hon loan.

V@ sau, cac co quan chitc nang lién quan da ban hanh mot séc 1énh, yéu
cau khong dwoc han ché san xuat loai bup bé dé choi Snoopy nay nita, nhat
dinh phai dap tng day dda nhu cau cta ngwoi tiéu dung!

Trong vi du nay, thu phap tiép thi ctia doanh nghiép da gay anh huéng xau
dén xa hoi; nhung néu noéi vé chién lwge ban hang, né da thanh céng; bai da
nam bat dwgc tam li ctia nguwdi tiéu dung, cho nén doanh nghiép da thu dugc
lgi nhuan dang keé.

Va bay gio, hon muwdi nam sau dé, ching ta lai mot 1an nita phai chu y dén
chuoi ctra hang d6 an nhanh nay, ho van tiép tuc sit dung phwong thitc cua
hon mwoi nam trwde, chi co6 diéu, thu phap bay gio cta ho da khéo 1éo hon,
“gidi han” da chuyén thanh “thu thap”, dat dugc sy can bang t6t hon gitra lgi
ich va anh huwong xa hoi.

THU BA, THIET LAP NGAY HET HAN

Trong thon Thanh Trung doi dién nha t6i, c6 mot ctra hang bach hoa
khong 16n 1am. Mot hom, toi dén quan tra doi dién mua nwdc 6 mai thi thay
ctra hang bach hoa nay treo day nhitng tdim “poster”, thuc chat la nhitng dong
quang cdao viét bang but 16ng trén nén gidy do: “Thanh li ctra hang”, “7 ngay
nita sé dong ctra hang”, “Thanh 1i hang ton”,...

Cac tdm “poster” nay dugc treo day trén cac duong ddy dién phia truéc
cho dén dan lén cac bic twong bén ngoai, che pht toan bd phan mai phia
trwdc cira hang, ding la rat pho truong.

RO rang, theo nhitng gi bay ra trdc mat lac nay, chiing ta mot muc tin
chac rang, ctra hang bach hoa nay thyc sy sap déong ctra dén noi roi. Cho nén,
nguoi ta chen chic day ca ctra hang, khach hang ta vao dong dén doé twdng
ching v ca ctra kinh. Theo wdc tinh so b cua t0i, doanh thu ban hang cua
ctta hang nay ngay hom do it nhat cling phai cao hon ngay thwong dén 20 lan.

Hom sau, Itic dén quan tra, t6i van thay ctra hang kia treo tam bién quang
cdo “7 ngay nita sé dong ctra”, “Gidm gia cyc soc”. Tw chiéc loa 16n bén
trong ctta hang, nhan vién ctra hang dang rat c6 bong hong rao goi.

Ngay thit ba, khi t6i dén quan tra, dong chit trén tdm bién quang cao da co
mot sy thay doi nho nhd, doi thanh “6 ngay cudi cung”, “chuan bi dong
ctra”...

Cho dén tan ngay thi bdy mdi lai tré thanh “5 ngay cudi cung”, ....
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Qua hon 20 ngay thi poster “quang co khuyén mai” cua ctta hang bach
hoa kia mdl bién thanh “Ngay cudi cung”, “Khong mang chi phi”, “Gidm gia
siéu soc”

Nhin vao tam “poster” quang cao “Ngay cudi cung”, t6i khong khai bat
Cuoi. Trong long thdm ngh1 cudi cung cung thi cac nguoi cling da toi “ngay
cudi cung” roi, cho du cai * ngay cudi Cung nay co thé kéo dai ca tuan 18, thi
cac nguoi ciing khong thé nao “mdt day” vinh vién ngay nao ciing treo poster
“Ngay cubi cung”. Pén lic d6 thi xem cac ngudi con chiéu gi nita khong!

Vai ngay sau, ctta hang bach héa kia lai mang dén cho t6i mot sy bat ngo
mdi khi doi poster quang cdo thanh “8 gid' cudi cung”. Bwong nhién, may
ngay sau sé trd thanh “6 gid cudi cung”, “3 gid cubi cung”... ck thé kéo dai
den tan “10 phut cudi cung”, “Sé déng cira ngay”, “Chuan bi dong ctra”. ...

Chi riéng chiéu khuyén mai “10 phut cu6i cung” ram r6 nay, ctta hang
bach hoéa ciing da 4p dung dén bon, nam ngay. Cudi cung, dén mdt ngay nao
dé ctia hon mot thang sau, quang cado khuyén mai cuia ctra hang bach hoa nay
cudi cung ciing bién thanh “Pa dong ctra”.

Nhitng twédng moi chuyén dén day la két thic, nao ngd chi khoang mot
tuan lé sau do, tride ctra hang bach héa dé lai dan day cac bién quang céo.
Chi khac 1a, noi dung trén do6 da bién thanh “Méi khai trvong, khuyén mai 7
ngay”, c thé tiép tuc la “Khuyén mai 6 ngay” kéo dai cho dén “Khuyén mai
nira gio”. ..

Mac du chwong trinh khuyén mai ctia ctta hang bach héa nay rat gay soc,
tham chi né con khién t6i cam thay buon cuwdi, nhung ciling khong nd trach ho
da st dung nhitng tht phap ban hang hoi mang tinh chat lira ddo mét chut.
Bdi n6 cho chiing ta thay, khi co hoi dang dan mat di, con ngwoi sé luon nghi
cach gitr no lai.

Pay ciing 1a li do tai sao khi di mua sdm tai cic trung tdm thwong mai,
nhan vién ban hang thwong n6i vdi chiing ta rang: “Anh that tinh mat, chi
khodng ntra tiéng trudc cling c6 mot cap vo chong da mua mot may roi. Néu
toi nho khong nham thi loai hang nay chi con lai c6 mét chiéc cudi cung trong
kho thoi.”

La mot nguoi mua hang, ching ta sé rdt hay gdp phai nhitng “co hdi cudi
cung ngau nhién” nay, chi can lo la chit xiu thoi la ching ta c6 thé da “can
cau” roi.

Giao dich giao sau/Giao dich ki han la mot loai hinh dau tw méi, rat duogc
cha y trong nhitng nam gan day Viéc ap dung thdi han trong thi truong chinh
1a mot nguyén li don bay, c6 thé gitp thu lai nguén lgi nhuan khong 16, nhung
dong thoi né cling c6 thé khién ban trdng tay chi trong mot thoi gian rat ngan
(nhanh nhét 1a may phut). Cang nguy hiém hon la mot s6 cong ty nho lai st
dung nhitng thu phap lam viéc rét dac biét, khi dugc “c6 van dau tu 1au nim”
gitip d& lam viéc, trén thuc t€, nha dau tw ciing chi giéng nhw dang choi tro
choi v6i phan mém ctia cong ty no, chit khong phai la thye sy tham nhap vao
thi truong. Két qua cta viéc danh cwgce kiéu nay di nhién la rat dang buon.

Thay Truong chinh 14 mgt nan nhén, hdy cung xem xét kinh nghiém ma
thay da trdi qua: Mot hom, thay Truong nhan dugc mot cudc dién thoai.
Nguwoi ¢ dau day bén kia néi rang anh ta la c6 van cia mot cong ty dau tw, sau
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dé anh ta gidi thiéu so qua vé ban than ciing nht mot s6 san pham ctia cong
ty, cling noi sé gwi mot it tai liéu dé cho thay Triwong xem qua. Mot vai ngay
sau do, vi co van dau tu kia lai goi dién dén, n6i rang hién nay dang c6 mét co
hdi v6 cung tot,  Nam My dang c6 11 lut, chi can xem tin tic 1a c6 thé biét
dwgc tin nay, ma diéu nay da khién cho lwgng cung ng dau nanh trén thi
treong trd nén thiéu hut, néu nhw lic nay ta dau tw vao dau nanh, nhat dinh sé
thu dwgc 1gi nhuan rat cao. Tat nhién, thay Triwong cling chi nghe qua chut thé
thoi, sau dé da khéo 1éo tir choi vi c6 van dau tu nay.

Chura dwge may ngay, cudc dién thoai thit ba tiép dién, vi ¢o van dau tw kia
néi rang gia dau nanh ma lan tredc anh ta néi tGi hién nay da tang 1én tdi 4%
trén thi trrong quoc té. Néu nhw lan trwde thay Trirong dau tw, ldc nay da cé
thé thu dugc t6i 40% loi nhuan réi. Néu thay Truwong khong tin, cé thé tw
minh 1én mang dé tim kiém maot s6 tin titc lién quan.

Cudi cung cling da dén cudc dién thoai mau chét thit tw. Vi cd van dau tw
kia n6i hién nay da c6 mét co hdi twong ty xudt hién ngay tredc mat thay
Trwong, hon nita, can ¢t vao ki han thiét 1ap quy dau tw cia cong ty, thay
Truong can phai dwa ra quyét dinh ngay 1ap tirc, cho nén anh ta mdi can nhac
danh cho thay Trewong mot co hdi nay. Néu bé 16 co hoi nay thi cho du thay
Trwong c6 tw minh goi dién thoai dén yéu cau dugc dau tw, anh ta cting khong
cach nao giup dugc.

Thay co hoi kiém tién sap vut qua treéc mat, thay Triwong chang can suy
nghi lau da dong y vGi yéu cau dau tuw cia vi c6 van dau tu cap cao nay, toan
bo tién chia thay phai ton bao mo6 hoi nwdc mat méi danh dum dwgc cir thé ma
chui vao tui cua bon ltra dao kia.

Thuyc ra, trong cudc song thuwdng ngay, chinh sach thiét 1ap ki han xuat
hién khap moi noi.

Ban da ting quan sat qua cac trung tam do dién gia dung hodc trung tam
mua sam chwa? Moi khi le tét ké can, chiing ta thuwong thay rat nhiéu bang
hiéu quang cado khuyén mai cta cac doanh nghiép, theo do thi gia san pham ré
hon ngay thwdng bao nhiéu phan tram. Tham chi, trong may nam gan day, ké
ca trong nhitng ngay lé ctia phuwong Tay von khong phai la nhitng ngay nghi
1é c6 trong quy dinh cia quoc gia nhw Lé Giang Sinh hay Lé Tinh Nhan
(Valentine), chiing ta cling c6 thé bat gap nhitng chwong trinh khuyén mai
giam gia twong tu.

Hon nita, diéu khién ngudi ta cam thdy ki diéu hon chinh 1a, c6 mot so6
Tuan Lé Vang, chang can dén nhitng quang cao ram ro (tat nhién mic do
tuyén truyén quang cao ciing c6 tac dung ho trg dang ké dén viéc tang doanh
thu), thi moi ngwoi cling cé thé ngam hiéu rang day chinh la “thoi ki vang dé
cac doanh nghiép gidm gia”. Néu ban muén mua mot chiéc tivi man hinh 1é6n
c6 do nét cao vao dau thang 4, t6i nghi c6 dén 80% ngudi tiéu dung sé chon
cho doi dé mua vao Tuan Lé Vang mong 1 thang 5.

Thyec ra, chién lwgc thiét 1ap ki han nay da dwoc lién tuc st dung, cho nén
hiéu @ng ctia n6 da vo tinh in sau trong tiem thic ching ta. Hom nay, chién
lwgc nay van tiép tuc dugc sir dung rong rai, bién doéi khong ngirng, giong nhu
mot cugc dua xem ai c6 thé phét trién no ngay cang hap dan hon. Tt d6 da
lam anh hwdng dén hanh vi ctia ngudi tiéu dung.
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C6 thé 1dy thém mot vi du khac thwong gap trong cudc song. Cac tin do
dién thoai than mén, cac ban st dung dién thoai theo hinh thitc tra phi trudc
hay tra phi sau? Dung kiéu nao khong quan trong, bat ké ban str dung kiéu
nao thi cac nha mang ma ching ta st dung cling thwong khdi dong cac
chwong trinh khuyén mai nhu:

“Nap 300 nhan dan té dugc tang 150 nhan dan té phi dién thoai”.
“NOop phi dién thoai trudc, tang dién thoai”.

Nhung nhitng vu dai kha hap dan nay luén c6 gidi han vé thoi gian. Du
sao néu ban van con muon dung dién thoai thi van phai nop phi diéen thoai,
vay thi tai sao lai khéng ndp lic cac nha mang dang phat dong khuyén mai
giam gia chu?

Bai vay cho nén cac nha mang da dé dang thu dwoc két qua nhue ho mong
muon.

THU TU, AM CHi RANG KHACH HANG CO THE SE PHAI
POI MAT VOI SU CANH TRANH

Tat céa nhitng ai da yéu déu sé c6 tam li nay: Khi phat hién ra ban gai minh
€6 nguoi theo dudi, nhitng hanh dong sau do6 cua chang trai sé hoan toan khac
biét, tr thai do binh than thuwong ngay bong choc tré nen v6 cung nhiét huyét.

biéu nay cho thdy rd, khi mot thit tré nén khan hiém, lai cé doi tht mai
dén canh tranh, vat do lai cang trd nén quy gia hon. Diéu nay sé khién cho
nhitng ai muodn s& hitu vat do sé dua ra quyet dinh cyc nhanh.

Chung ta hay cung quan sat thu thuat marketing cyc ki tha vi ma mot dai li
ban xe cii st dung:

Dau tién dai li xe nay dang mot quang céo cyc ki hap dan trén céc dau
bdo, thu hut rat nhiéu nguwdi tieu dung tiem nang goi dién thoai dén xin tw van,
sau do la hen ngay dén xem xe.

Sang s6m hom sau, vi khach hang dau tién dén xem xe, nhan vién ban
hang sé ti mi giGi thiéu v6i anh ta nhitng vu diém cua loai xe nay, dong thoi
khach hang cling chi ra cac nhvgc diem dé chitng minh rang gia cua xe nay
qua cao.

Diém mau chét trong ca qua trinh chinh la nhan vién ban hang c6 gang tim
cach thu hut sy chu y ctaa khach hang, ¢t kéo dai cho dén khi khach hang thi
hai dén r6i méi thoi, lic nay sé c6 mot nhan vién ban hang khac dan khach
hang thi¢ hai dén.

Dbo6i vai khach hang thit nhat ma noéi, vi anh ta dén tridc cho nén anh ta
nghi rang minh sé duwgc wu tién trvdc. Lic nay, nhan vién ban hang sé noi véi
khach hang thit hai: “Vi anh day da dén tredc nén phién anh chd mot chit a.”

Su ton tai cia khach hang thit hai nay da khién cho khach hang dau tién
cam thdy c6 su canh tranh, cho nén ké cé khi anh ta da xem xét n6 mdt lan roi
thi bay gio anh ta cling sé nghiém tic quan sat n6 thém lan nita.

R rang, vi khach dau tién bit dau kha lo ling, béi vi néu bay gid anh ta
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khong dwa ra quyét dinh, dén khi c6 thém nhiéu khach hang khac cing xem
chiéc xe nay thi c6 thé anh ta sé mat di co hoi mua xe. Ma do6i v6i khach hang
tht hai, anh ta cling sé lo lang nhw thé, bdi vi néu nhuw da cé nguoi rat nghiém
tic xem xét trong mot thdi gian dai nhu thé, vé mat nao dé da chitng té rang
chiéc xe nay rat dugc yéu thich.

bung lic nay, khach hang th ba xuat hién. Lic nay, khach hang thit nhat
da tré nen rat cang thang, bai vi c6 thé chi trong chdp mat, co hoi da khong
con nita, cho nén anh ta khéng yéu cau cao vé gia ca nita, rat dé dang dwa ra
quyét dinh mua hang. Va day chinh la diéu ma dai li xe ci nay mong mudn:
Khach hang thang 1gi trong canh tranh con ho thi thu dwgc lgi nhuan. D6 vat
cang nhiéu ngwoi tranh gianh thi cang khién nguwoi ta hitng thi mudn mua,
day chinh la chan 1i trong ban hang.

THU NAM, TRUC TIEP HAN CHE SO LUONG CUNG CAP

Trong khu chg thy'c pham gan nha t6i c6 mot cita hang nhé chuyén ban ga
lugc. Cita hang nay nhin bé ngoai khong c6 gi dac biét hon nhitng hang ban
ga luoc khac, chi c6 mot diém khac biét duy nhat 1a nhitng ctra hang do an
chin khac déu mé& ctra ca ngay, con ctra hang nho nay chi mé civa ban hang
hon mot tiéng dong ho ma thoi.

Vao 12 gio trira moi ngay, chi quan mdi ma ctta ban hang, cham rai treo
bién thong bao rang, hom nay chi ban tong cong 75 con ga ludc, ban xong sé
dong ctra, ai khong mua dugc xin vui long ngay mai t¢i xép hang s6ém mot
chut.

Puong nhién, viéc kinh doanh cua ctra hang do cé phat dat hay khong
chang can néi cling biét, bdi vi ban than téi cling thwong phai dén xép hang
mua ga, binh thwong chi can khoang 1 tiéng dong ho thoi la ga cda ctra hang
nay da dugc thue khach “don dep” sach r6i.

Cong bang ma néi, toi chang thay mui vi cta ga ludc noi day ngon lanh
hon cac ctra hang d6 an chin khac 1a bao. Ciing c6 thé la do gu am thuyc cta
toi chwa du tinh té. Nhung van dé nam & cho, khi phai Iya chon ctra hang dé
mua ga, bao gio toi cling sé chon ctta hang nay dau tién. Trw khi hét hang, néu
khong t6i sé khong bao gid can nhac dén ctra hang khac. Néu hoi nguyén
nhan thi chinh la do moi nguwdi déu xép hang dé chd mua & ctra hang nay, nén
trong long toi cling sinh ra mot loai tam 1i dam dong.

Mic du hwong vi caa cdc cira hang khdc cling twong ty, nhung tat cd moi
nguoi déu wu tién mua & cita hang nay, trong long ludn cd tin rang chdt lwong
ga ¢ day sé tot hon mot chut, vi du nhu ga qué thyc sy chang han.

Nhin tr goc do ban hang, qua thyc cach ban hang cua ong chu cira hang ga
ludc nay rat dang dé hoc tap. Pau tién, s6 lvgng ga moi ngay ong ta ban
khong hé tao thanh sy liing doan dé khién cho céac ctra hang do an chin quanh
d6 bat man ma nghi cach chong lai 6ng, ban than c6 thé kiém dwoc 1gi nhuan
ma dong thaoi van dé cho dong nghiép khac kiém duwgc com an; tiép theo, tir
viéc gidi han lwgng tiéu thu da tao ra hiéu ng hiém thi dat, thu hat dugc thuc
khach kéo dén mua.

Lai xin lay thém mot vi du nita: Ban hang qua dién thoai truce tiép trén
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truyén hinh. Day la hinh thitc ban hang rat pho bién hién nay. Trong moi
chwong trinh, nguwdi dan chwong trinh déu n6i rd6 vi mét s6 nguyén nhan nao
dé ma hom nay, chi 100 vi khach dau tién goi dién dén dit hang m@i gianh
duwoc co hoi ngan nam c6 mot nay.

“Cac ban khan gia truyén hinh than mén, ditng nén do dy nita, hady nhanh
chong cam dién thoai 1én va goi cho duong day nong cua ching toi, hién nay
chi con 38 chiéc nita théi...” Trong sudt chwong trinh, ngwdi dan chuong
trinh thinh thodng sé nhac nhé cac ban, bay gid chi con lai 37 chiéc, 36 chiéc,
35 chiéc...
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CHUONG 9

“THUAT SO SANH”

CHIEN LUOC TAM LI KHEO LEO TANG GAP bOI
GIA TRI CUA SAN PHAM

La mot nguwdi dan 6ng vira bwdc vao thoi ki tw 1ap, ban bé quanh t6i déu
da bat dau den tudi ban chuyén hon nhan. Lién tuc nhan dugc thiép maoi cwdi
cua ban beé tir khap noi gt téi, duwong nhién la khong tranh dwgc viéc phai
chuan bi phong bi mang tdi 1é cuwdi, chiic ban tram nam hanh phiic.

Duwong nhién, 1a mot nha nghién cttu tam li, t6i van luon thich quan sét
moi bién héa nhé nhat trong tam li cling nhw hanh vi ctia con nguwoi trong
nhitng thoi khac quan trong. Ma c6 dau va chu ré cé thé noéi chinh la doi
twgng nghién citu t6t nhat. Tuy nhién, khong phai t6i muon thong qua biéu
hién ctia c6 dau cha ré trong ngay cwdi dé doan xem cudc song sau nay cua
hai ngwdi ho c6 hoa hgp hay khong, ma chi mudn than trong tuyén bo mot sw
that, dé 1a hau hét cac co dau trong ngay cuwéi nhin qua déu vé cung xinh dep,
it nhat thi so v6i ngay thwong ciling xinh dep hon rat nhiéu.

Khi doc dén doan nay, ban doc cé thé sé rat tirc gian, trach cit t6i da ton
cong khua moi muia mép nhuw thé chi dé n6i cho moi ngudi biét mot sy thue
don gidn ma ai ciing biét, mot viéc duwong nhién. Chuyén 16n ca doi nguoi
md&i c6 mot lan, duwong nhién la ngay dé c6 dau sé phai trang diém ti mi roi,
lai cong thém tam trang hoi hop, ngwong ngung xau ho va cam giac dam chim
trong tinh yéu ngot ngao, sé khién c6 dau 10 ra vé dep tuyét voi, dé la mot
viéc rat binh thwong.

Tiép theo, t6i xin lam mat phép so sanh khong dwoc lich sy cho 1am. Khi
danh gia xem cac chi em phu nit xinh dep hay khong, canh may rau chung ta
thwong chon cach cho diém. Néu nhw nhan sac ctia c6 dau binh thuwong chi dat
60 diém, khi thém nhitng yéu t6 toi chia sé cing moi ngudi & trén, ngay hom
nay c6 ay c6 thé dat dugc 75 diém. Ma mot co dau c6 vé dep bén ngoai dugc
75 diém sé khong hé khién cho chiing ta cdm thay qua kinh ngac chit nao.

Buoc roi, bay gio ching ta hay ti mi quan sat nguwdi phu dau dang ditng
bén canh c6 dau kia, ban sé hiéu dugc y cia t6i. Hau nhu tat ca co6 dau déu
khong chon mot ¢6 gai xinh dep hon minh lam phu dau, trai lai, ho thwong
dwa ra lya chon ngugc lai. Va ding la c6 thém phu dau lam nén (thuong thi
trong ngay hon 1é hom d6, mot nguwdi phu dau thong minh sé khéo 1éo “phoi
hgp” vGi nhan vat chinh cta bubi tiéc), c6 dau lai cang thém xinh dep.

Hodc c6 thé 1ay thém mot vi du khac: Gia st ban cuw6i dugc mot nguoi vg
v0 cung xinh dep. Vi mudn cd dy c6 mot cudc song that tot ma ban khong
ngirng no luc, lao tdm kho t& biet bao, roi cudi cung ciing dén ngay ban du
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tien mua mot can nha. B&i vay, hom nay ban cung vg minh di xem nha, cau
chuyén xdy ra tiép theo chinh la chuyén dién ra hang ngay & hon 90% cac van
phong mua ban nha dat.

Sau khi nhan vién mua ban nha dat da hiéu dai khai nhu cau ctia ban, vi du
nhu ban muén madt can nha rong khoang 100m?2 c6 3 phong 2 sanh, lién hao
hitng dan vo chong ban di tham mét can hd nam trén tang 20, lai con tang ban
mot bai gidi thiéu v6 cung dac sac, chang han nhw bé cuc cua can ho nay rat
dep trong phong thiy, bai tri vira tao nha vira quy phai, tdm nhin rat dep, cé
thé nhin thdy duwgc ca khu nha vueon trung tam, gia ca lai vé cung hop 1i...
Nhwng ban lai vira xem vira lac dau, bdi vi ban thay rang ngwdi nhan vién
mua ban nha dat nay chang qua ciing chi la mot con budn thich “meo khen
meo dai du6i” ma thoi, nhitng gi chung ta nhin thdy chinh la phong khach qua
nho, hon nita ca can ho chi co moi mot phong vé sinh, san go cta can ho 16
rang déu 1a gb cong nghiép, tim nhin thi bi can nha déi dién che khuat..

Mot nhan vién bat dong san khac lai st dung phwong phap hoan toan
khac. Sau khi da hiéu dai khai dwoc nhu cau caa ban, dau tién anh ta dan vg
chong ban dén mot can ho trén tang sau, khong quén gidi thiéu ti mi ting chi
tiét. Ban cting ndi ra tat ca nhitng y kién khong dong y caa minh nhu v6i nhan
vién trude, con nhan vién mua ban nha dat, sau khi nghe xong nhitng y kién
quy bau d6 cta ban lai lam ra vé dot nhién tinh ngo, roi noéi vGi ban rang, that
trung hop, bon ho van con mot can “giit lai” giéng nhw miéu ta cla ban.

Bdy gi0, ban mdi dugc dén can ho “giif lai” trén tang 20 kia. B4i vi 6 can
phong trudc d6 1am nén dé so sanh roi cho nén khong can hoi cungblet can
ho trén tang 20 ) nay duong nhién khlen ban vira y hon. Vi du nhu: O tang cao
nén tam nhin t6t, nén dwoc lam gia gd chit khéng phai chi don thuan 1a lat
gach men nhu cén ho truéc do,...

Cung la m6t can ho, nhwng do ban dau, nhan vién ban hang da gidi thiéu
cho ban mot can nha c6 t6 chat tong hop kém hon, nén méi lam cho can nha
tiép theo 10 ra rat nhiéu dac diém noi bat, tir do tao ra sy thay déi trong y dinh
mua hang cuta ban.

Giong nhw nhitng chwong trinh quang cdo kem danh rang vay, mét nguoi
nhin qua rat giong bac si cam mat chiéc bia nho lan lwgt go vao hai mo hinh
gan giong vdi ham rang cta ching ta, mo hinh trwéc vi khéng duwgce diung kem
chong sau rang nén vo tan, trong khi d6, mo hinh sau khi bi go vao lai chi
vang lén nhitng am thanh “c6c c6c”. Chi bang mot phwong thitc don gian nhw
vay, doan quang cao da c6 thé khién ching ta hiéu dwgc tinh nang ndi bat cua
loai kem danh rang nay.

Moi s danh gia, chang han nhw danh gia mot nguwoi dep hay xau, mot
san pham co6 chat lwgng tot hay khong tot, déeu dugc xay dung trén co s@
so sanh v@i vat tham khao nao do. Bai vi cé vat tham khao thi méi cé thé
dem dén cho chiing ta nhitng cam nhan tryc quan nhat. Nhwng doéi khi
ching ta sé bé qua mot sy that thé nay: So sanh c6 thé sé khién cho
chiing ta dwa ra nhitng phan doan sai léch ma xem nhe b¢ mat von co6
cua su viéc, day chinh “Thuat So Sanh” dwgc chia sé & chwong nay.

Dé chitng minh rang so sanh cé kha nang lam ching ta xuat hién nhitng
phan doan sai 1éch, xin lay thém mot vi du don gian nita:
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Gia st hién tai trén ban c6 mot chén nwdc néng, va ban dang mudn danh
gia nhiét do cta né. Néu trwdc do, ban cham vao mot cdc nwdc soi, ban co6 thé
cam thay chén nwéc nay giong vGi mot chén nuwde lanh. Nhung néu trude do,
tay ban tiép xtic védi mot chén nwdc da, r6i mdi cham dén coc nuwdc nay, ban
sé cam thay rang nhiét d6 ctia chén nwdc am nay cao hon nhiét do thue té cta
no rat nhiéu.

Cung mot chén nuwdc, nhung ching ta lai c6 nhitng cam nhan khac nhau.
Chinh sy so sanh da tao thanh phan doan sai léch cua ban.

Tiép theo chung ta s€ phan tich cu thé, dong thoi két hgp véi nhitng vi du
thuc té dé thay ro “Thudt So sanh” tdéa sang trong qua trinh ban hang nhu thé
nao.

THU NHAT, LUA CHON VAT THAM KHAO LA NHAN TO
QUYET DPINH

Hay nhé lai Idc con nho, bai thi todn cubi nam dwoc 80 diém, khi cha me
héi diem thi ctia ban, ban nén tra 10i thé nao day? Bé chithg minh thanh tich
hoc tap ctia minh van t6t, ban sé noi thang béo nha di Triwrong ¢ dau thon chi
dat c6 70 diém; néu mudn chitng minh thanh tich hoc tap ctia minh la v6 cting
xudt sac, ban sé ké thang béo nha di Li cudi thon chi dugc c6 50 diém...

Con cha me, vi mu6n chitng minh thanh tich cta ban chwa t6t, sé ké dén
Hoang nha c6 Hoa thi dugc 90 di€ém; néu mu6n chitng minh thanh tich cta
ban cue ki kém, sé co thé ké dén Pai nha cau ho con dat dwgce tan 100 diém...

No6i cach khac, nhan té6 quyét dinh khién “DPinh luat so sanh” phat huy tac
dung chinh la cach lya chon vat tham khao, mitc do twong phan gitta vat cha
chot va vat tham khdo sé lam anh huwéng dén mitc do nong sau ctia caAm nhan.
Néu khong c6 bat ngo gi xdy ra véi vat chua chot thi do twong phan cang 16n,
cam nhan sé cang sau.

Giong nhw mét ngudi chiéu cao 1m70, néu ditng bén canh mét nguwdi cao
1m80, mac du nhin c6 chut thap, nhuwng xem ra van khong qua té. Nhung néu
anh ta lai ditng canh Diéu Minh(1), e rang sé cdm thay minh chi 1a mot dira tré
nho bé.

Duva trén co s@ nay, nhan vién ban hang c6 thé tiy co tng bién, Iya chon
vat tham khéo cé sy twong phan 16n dé lam nén, tién t&i lam noi bat 1én hinh
twong san pham ma minh ban.

Vi duy, dé chitng minh do nhay sang ctia mdy anh ki thuat s6 ma ban ban la
rat tot, cach don gian nhat chinh la chinh do nhay sang cta ca hai may anh ki
thuat s6 vé cung mdt gia tri, sau d6 chup mot tdim anh & gbc toi cho khach
hang xem. Néu mu6n lam cho khach hang cé an twgng sau sac hon, nhan vién
ban hang nén lam thé nao day?

Dap an rat don gian, chinh la chon mot may anh c6 do nhay sang cuwc kém
dén deé so sanh, bai vi &nh ma hai may chup ra c6 do twong phan cang 16n,
cam nhan cua khach hang ciing cang sau sac.

Hodc 1a mot vi du khac, mot quang cdo ban “Pong ho noi tieng Thuyy Si”
qua truyén hinh. Ngudi dan chwong trinh luon 1ay nhirng thvong hiéu dong ho
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Thuy Si cao cap hang dau c6 gia ban dat dé dé so sanh, diéu do sé cho thay
loai dong h6 deo tay “chi ban vdi gia 2.988 té” nay dung la qua ré, béi vi hai
bén déu la do ché tac thu cong, déu la san pham Thuy Si, ma déu co lich st
200 nam.

Trong cac diéu kién kha giong nhau, nguwdi dan chwong trinh gidi thiéu
mi¥c gia cua chiéc dong ho nay chi c6 2.988 nhan dan té, ma gia ctia doi
twgng so sanh lai cao dén ca mdy chuc nghin té, nhin qua da biét gia bén nao
ré hon roi.

Nhung c6 mot vai trang web da vach tran chan twéng sw that, mang chiéc
“dong ho noi tiéng” “gia chi 2.988 té” do6 so sanh véi san pham déng ho deo
tay chi ban v&i gia c6 398 té cia mot hang 1au nam trong nwdc, sau dé ban co
thé phat hién rang, thi ra cach ché tac hai san pham nay khong cé gi khac biét,
déu la tv dong chuyén co hoc, chéng gi, chong xuwdc bé mat, ché tao thi cong,
bdi vay nén hinh twong cta “chiéc dong ho noi tiéng” chi “ban vdi gia 2.988
té” nay da nhanh choéng sup do.

Tom lai, mu6n lam ndi bat 1én wu thé cia sdn pham ctia minh, nhan vién
ban hang can tim ra mgt vat tham khao cé gia tri kém nhat dé so sanh, su
twong phan cang 16n thi hiéu qua so sanh cang tot.

THU HAI, CO GANG SU DUNG PHUONG THUC SO SANH
TRUC QUAN

Tuc ngit c6 cau: “Tram nghe khong bang mot thay”, “Tram thay khong
bang mé6t s6”, cho nén néu chi dung nhitng phwong thitc so sanh mang tinh 1i
luan thi sé khé ma dat dugc hiéu qua, trong khi do dung phuwong thitc triee
quan dé so sanh thi hiéu qua sé t6t hon.

Vi dy, tai mot cong ty kinh doanh kinh an toan, trén quay hang cta ho c6
bay hai chiéc kinh: Mot chiéc 1a san phdm ctia cong ty khac; mot chiéc 1a sén
pham cua chinh cong ty minh, dong thoi dat thém hai chiéc bia nhé trén mat
kinh.

Khi c6 khach hang dén, dé chitng minh kinh an toan ma minh bén rat dang
tin cay, nhan vién ban hang chi can cam chiéc btia nén vai cai 1én mat kinh.
Hanh dong nay so véi viéc ra ra quang cao véi khach hang rang “san pham
ma ching t6i ban dwgc san xuat bang ki thuat mdi nén vo cung virng chac”,
chac chan hiéu qua cao hon rat nhiéu.

C6 mot cau chuyén that nhw thé nay: M6t nhan vién ban cat cho xuwdng
duc xin gdp mot vi trudng phong thu mua cta mot xudng duc, nhung vi
truéng phong thu mua nay luén lay li do rét ban ma dong cira khong tiép.
Cudi cung cting c6 mot ngay, vét vé bac cdu qua di cac moi quan hé mai
gianh dugc 5 phit gap mat, vi vay ngwoi nhan vién vién ban hang mudn tim
mot phuong phap that hay dé nhanh chéng thuyét phuc dwgc vi treéng phong
thu mua nay.

Dbén phong lam viéc cta trudng phong thu mua, nhan vién ban hang noi
101 chao r6i 1ap tic 1dy ra mot td bao tir trong tui xach, dem trdi 1én trén ban
tredc mdt treong phong. Vi truong phong giat minh hoi: “Cau muon lam gi?”
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Nhan vién ban hang khéng néi mot 101, nhanh chéng lay ra mot céi tii
nhwa, do toan bo cat trong tui 1én trén mat bao, bui dat nhanh chéng bay khap
phong lam viéc, trudng phong thu mua nhin khong duwgc ma ho khan vai
tiéng, hoi lai: “Rot cudc la cau dang lam cai gi vay?”

Nhan vién ban hang binh tinh tra 16i: “Day la san pham mau t6i mdi l1ay tr
duwéi xwong san xuat cua quy cong ty 1én, chinh la loai cat ma xwéng cia ong
dang st dung.”

Tiép theo, nhén vién ban hang lai 1y thém mot td bao, tim mot cho sach
sé dé trai ra, dong thoi lai 1dy ra mot tui cat, ti€p tuc do 1én mat bao. Nhung
lan nay cé sy khac biét, béi vi khong con cai canh bui dit bay mu trdi nhw
ban nay.

V§i sy so sanh ro rang nhu vay, tredng phong thu mua da dva ra quyét
dinh mua hang cia nhan vién ban hang no.

T6i lai xin chia sé v6i doc gid mot vi du xdy ra ngay bén canh toi. Toi c6
mot nguwdi ban kinh doanh doé dung gia dung bang go. Vi nguyén liéu déu
dung go that, nén gia ca cao hon do dung gia dung duwgc lam tir go ép rat
nhiéu. Prong nhiéen bat luan vé dang cdp hay tudi tho st dung déu tot do gia
dung go ép nhiéu.

Nhung van dé la nhitng vat dung gia dinh nay néu chi nhin tir bén ngoai
thi nguoi khong chuyén khoé c6 thé nhin ra dugc né co6 phai la go that hay
khong. C6 nhitng vat dung gia dinh lam bang go gia, tham chi ca duong van
g0 cling lam v6 cung giong that, néu khong phai ngwoi trong nghé thi can ban
khong thé nhén ra.

M¢i dau nhan vién ban hang cia cong ty cau ban t6i chitng minh chat
lwgng san pham bang cach cho khach hang xem gidy chitng nhan san pham
do6 gia dung lam bang g6 that ctia cong ty, sau dé cho khach hang nghe am
thanh cta go, khién khach hang tin twdng san pham nay la go that. Nhung
nhitng cach thitcc phan doan nay rat mo ho, khach hang van trong trang thai
ntra tin ni¥a ngo.

Ngay tai lic hét dwong xoay sd, nhan vién ban hang cua cong ty nghira
mot phrong phap vo cung hay: chinh la dem vat liéu go ma cong ty st dung
cat lay mét mau nho, lai dem d6 gia go khac cling cat ra mot mau nhd, dem
hai mau dat Ién ban dé khach hang quan sat.

Sau khi quan sat, khach hang hiéu rang thoat nhin thi hai san pham duong
nhu giong nhau, nhung khi cat ra lai hoan toan khac biét, mau dau tién c6 thé
nhin thdy vun g6 rd rang, con mau sau ro rang dwgc gan bang keo.

THU BA, LAM THE NAO BUA RA SU SO SANH VOI bOI
THU CANH TRANH

Co6 vai nhan vién ban hang thich 1ay san pham ctia cong ty minh so sanh
v&i san pham cua cong ty doi tha canh tranh, bdi vi nhu vay c6 thé 1am noi
bat dugc wu thé ctia san pham ctia minh, thuan tién c6 thé cong kich déi thu
canh tranh mét chit, ding 1a m6t mdi tén ban tring hai con chim nhan.

Chi 1a khi so sanh véi déi tha canh tranh, can dac biét cht y nhitng diém
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sau:
1. Truwoc khi so sanh can xay dyng thit ty vu tién

Néu da la so sanh, dwong nhién can dung wu thé ctia minh so sanh véGi
diém yéu cua doi phuong. Co diéu, chung ta can xem xét nhitng wu thé cua
san pham ma minh ban c6 phdi la th* ma khach hang quan tam hay khong.

L4y vi du don gian nhu thé nay: Nhan vién ban hang chuan bi gigi thiéu
cho khach hang mot loai thiét bi c6ng nghiép, diém c6 thé so sanh san pham
v&i doi tha canh tranh 1a, chat lwgng tot, giao hang nhanh, dich vu bao hanh
hang nhat; nhwgc diém la gia thanh cao, thao tac phitc tap. Ma sy quan tam
cuia khach hang ltic do la gia ca co6 hgp 1i hay khong cung véi thao tac c6 da
don gian hay khong.

Trong tinh huéng nay, nhan vién ban hang lwa chon cach so sanh cung déi
tha canh tranh hién nhién sé tr@ thanh v6 nghia. B&i vi vdi nhitng wu thé ma
san pham ma minh dang ban khach hang lai khong qué quan tam, nguoc lai
ho chi y dén nhwge diém ctia sdn pham bén minh. Néu Iic nay ma tién hanh
so sanh, chang khac nao “gay ong dap lung ong”.

Viéc ma nhan vién ban hang nén lam lic nay la 1am thay doi thi ty diéu
kién wu tién mua hang cua khach hang, dem wu diém ctia minh tré thanh diém
khach hang chu y, sau d6 méi bat dau thye hién so sanh.

Vay nhéan vién ban hang lam thé nao dé thay doéi dwoc thit ty diéu kién wu
tien khi mua hang cua khach hang?

(1) Tién hanh “gidi thich” nhitng diém ma khdch hang quan tdm

Vi du nhw khach hang dang muén mua mét chiéc may diéu hoa khong khi,
gia tién la yéu to anh ta quan tam nhat.

Nhung gia tién cling chita dung rat nhiéu y nghia, vi du c6 thé chi don
thuan 1a gia mua, ciing c6 thé 1a tong hop cua gia mua cling nhuw chi phi s
dung san pham, khi d6 nhan vién ban hang c¢6 thé ty do “phat huy”.

Nhan vién ban hang c6 thé giai thich nhw sau: “Thuc s toi cling nhuw anh,
déu mong mudn v@i gia tién it nhat c6 thé mua dwgc san pham phu hgp nhat
v6i minh. Trén thuce t€, chi phi 16n nhat khi st dung may diéu hoa chinh la
tién dién hang thang, ma dieu hoa cua chiing t6i ap dung ki thuat bién tan tién
tién nhat, lvgng dién nang tiéu thu tiét kiém khoang 30% so véi nhitng loai
diéu hoa thong thwong. Lam mot phép tinh don gian, néu mot ngay anh dung
may diéu hoa khong khi khoang 8 tiéng, nhw vay mot ngay anh c6 theé tiét
kiém dén 1 s6 dién, ma gia dién hién nay la 0.7 té/so6, nhw vay 1 thang anh c6
thé tiét kiém dugc 21 t€, 1 nam st dung 10 thang thi c6 thé tiét kiém duoc
200 té/nam, lién tiép st dung trong 10 nam, c6 thé tiét kiém dén 2.000 té tién
dién. Mac du may diéu hoa bién tan dat hon so v&i may diéu hoa truyén thong
khoang 300 té, nhung néu suy xét dén khodn tiét kiém 2.000 té tién dién khi
st dung, thi thuc sy gia ca cia mdy diéu hoa bién tan nay qua hop 1i.”

Vi du trén la chitng minh t6t nhét ctia viéc dwa ra gidi thich hgp 1i vé diém
quan tam cua khach hang.

(2) DBanh lac huéng chui y cua khach hang
Khi khach hang chi y dén mot tiéu diém nao d6 ma no lai la nhwge diém
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ctia san pham ma ban dang ban, dong thdi khong c6 cach nao cé thé giai thich
hop li, khi d6 viéc nhan vién ban hang can lam la hwéng sy chu y ctia khach
hang dén diém c6 1gi cho san pham cta minh.

Vay can lam thé nao dé danh lac hwéng cha y ciaa khach hang?

Dap an vo cung don gian, chinh la néi vé mot van dé thi vi nao do.

Khi nhan vién ban hang dé cap dén mot van dé tha vi, tiéu diém chu y cta
khach hang sé dan bi chuyén doi. Theo 1€ thuwong, mot cai dau kho c6 thé lam
hai viéc cung luc, sy viéc dugc quan tam tredc dé sé bi lang quén.

Chung ta hday cuing xem xét vi du giong nhw trén: Khach hang tim mua
may diéu hoa khong khi. Biéu khach hang quan tam van la gia ca, van dée dat
ra la sdn pham cna ban va déi thta canh tranh déu thudc hang diéu hoa thong
thuong, vi vay viéc “giai thich” cho khach hang sé c6 chut khé khan.

Lic nay, dung nhitng cdu hoi dé danh lac hwéng chu y ctia khach hang 1a
thwong sach, vi du: “Anh Truong, ngoai gia ca, anh con quan tam dén mat
nao cua san pham ntta a? Vi du nhu chat lwgng, anh c6 quan tam khong a?”

Khach hang cé6 thé sé néi: “Dwong nhién cling quan tam vé chat lwgng, c6
diéu gia ca van la quan trong nhat.”

Nhan vién ban hang c6 thé theo da dé ma tra 16i: “Pung vay, t6i cling nghi
giong anh, déu hi vong c6 thé trong mot khodn tién hgp 1i mua duwgc san pham
chat Ivgng nhat, nhung con vé phan chat lwong, van nen cho xép thit nhat, béi
vi may diéu hoa khong khi sau khi mua vé lai rat hay xdy ra van dé, nhuw vay
c6 ré cling chang dé lam gi, anh ndi c6 phai khong?”

Vi cau hoi nhw vay, khach hang hién nhién chi c6 mot dap an: “DPung
vay”.

Tiép theo, nhan vién ban hang nén nhanh chéng thay doi dé tai cau
chuyén, vi du: “Mo6t may diéu hoa tot hay khong thuwong dugce quyét dinh béi
chat lvgng ctia may nén khi. D6i vGi may diéu hoa khong khi, may nén khi
quan trong giong nhw qua tim vay, néu anh khéng cam thay phién, toi xin gigi
thiéu cho anh mot s6 cach phan biét may nén khi t6t hay kém, cé dugc
khong?”

Lic nay, y nghi cta khach hang da dwgc chuyén dén chiéc mdy nén khi.
Tiép theo, nhan vién ban hang c6 thé giai thich tam quan trong ctia may nén
khi, dé khach hang nhan thay rang may nén khi t6t hay kém chinh la tiéu
chuan dau tién trong viéc lwa chon diéu hoa, sau d6 mdi dva ra so sanh véi
doi tht canh tranh.

2. Dung nguyén tac Dién Ki@2) dua ngwa dé tién hanh so sanh

Trong St ki c6 ghi chép mot cau chuyén nhw sau: Mot hom, Té virong
muon Pién Ki dua ngwa véi ngai, quy tac 1a moi nguoi tuyén chon nga trong
ba bac thwgng, trung, ha, moi bac chon ra mét con dé tham gia thi dau.

Khi d6, ngwa tai moi cap bac cia Té viong déu manh hon ngwa cung cap
bac cua Pién Ki, bdi vay Dién Ki biét r6 minh at sé thua. Nhung két qua lai
vuot khéi dy doan, Bién Ki khong nhitng khong thua, ma con chién thang
oanh liét. Vay rét cudc da xdy ra chuyén gi?
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Thi ra, treéc cudc dua ngwa, muru si cua Dién Ki la Ton Tan3) da dwa ra
cho 6ng mot chu y, dé bién Ki dung ngwa ha dang ctia minh dau vdi ngua
thwvong dang cia Té veong, dung ngwa thuwgng dang ctia minh dau véi ngua
trung dang cua Té vuong, dung ngwa trung dang ciia minh diu véi nguwa ha
dang ctia Té veong. Ngua ha dang ctia Bién Ki tat nhién sé thua, do la chuyén
khong thé nghi ngo, nhung trong tran dau dung ngwa thuvong dang va ngua
trung dang thi Dién Ki lai thang. B&i vay Dién Ki khong nhitng khong thua
ma con khién Té virong kham phuc.

Cau chuyén bién Ki dua ngwa da lwu truyén ngan nam nay cé thé 1a nguoén
khoi sang cho nhan vién ban hang. Chuing ta déu hiéu rang, moi san pham
trén thé gidi nay déu khong thé cung lic cung cap cho khach hang mét tinh
nang hoan mi, mét chat lwvgng tuyét hdo, mot dich vu bao hanh dam bao cung
v0i gia ca thap nhat. Néu c6 thi da chang can dén nhan vién ban hang nita roi.
Moi san pham déu c6 wu diém va nhwgc diém riéng, vi vay, khi chiing ta tién
hanh so sanh, ngoai viéc can bién wu diém ctia minh tré thanh tiéu diem ma
khach hang quan tam nhat thi con can nghién citu sach lwgce nita. D6 1a dung
wu diém 16n nhat cia minh so sanh véi wu diém thit hai cia déi phwong, hay
dung vu diém thit hai cia minh so sanh véi nhugc diém cua do6i phuong, dung
nhuoc diém cta minh so sanh v6i vu diém 16n nhat ctia d6i phuong, tong két
lai ma néi thi bén ta van thang. Cach nay ciing giong vai sach lwge ctia Dién
Ki vay.

Xin hdy ghi nhé ki: vu diém 16n nhat ciia minh so sanh véi vu diém ditng
thtt hai cta doi tha; wu diém ditng thit hai cia minh so sanh véi nhuge diém
cua doi tha va nhwoc diém ctia minh so sanh vdi wu diém 16n nhat caa doi
tha!

C6 thé minh chitng diéu nay bang vi du sau: Hién tai khach hang dang
phan van gitta san pham binh nwéc nong lanh ctia hang A va binh niéc nong
lanh cua hang B. Sy khac biét giita hai san pham la thoi gian st dung bo loc
cuia san phdm ctia hang A 1én dén 10.000 lit m6i can thay mdi, ma thoi gian
st dung b loc séan pham cua hdng B lai chi dén 8.000 lit, ngoai ra sdn pham
hang A con cung cap dich vu mién phi 5 ndm béao hanh, bén B lai chi cling
cap 3 nam mién phi bao hanh, dong thdi san pham bén ‘A c6 gia ban 1a 3.999
té, ma gia ban bén B lai chi c6 3.499 té, con nhitng phuwong dién khac hoan
toan giong nhau.

Hay cung xem cudc trao doi:

Nhan vién ban hang: “Anh Tao, thyc ra chi phi st dung chu yéu ctia binh
loc nugc nong lanh khong phai & tién dién ma tai bg loc nwdc, bdi vi bo loc
nudc la loai tieu hao nhién liéu, trong khoang thoi gian nhdt dmh can tién
hanh thay méi, giéng nhv may in vdy, mua mady in rat ré nhwng muc in lai rat
ton kém, anh noéi c6 dung khong a?”

Khach hang: “Vay cling phai.”

Nhan vién ban hang: “Anh mua binh loc nwdc dung dé lap truedc clta 16i
vao sanh, ma lugng nguoi st dung nudc ¢ d6 kha nhiéu. Gia stt mdi ngay can
st dung khoang 200 lit, néu dung bo loc nuwdc caa ching toi, anh cé thé dung
lién tuc trong 50 ngay méi can thay mdi, trong khi bg loc ctia nhitng hing
khac chi dung dugc 40 ngay da phai thay m&i roi, mot bo loc t6t 6 gia
khoang 200 té. Nhu vy, so sanh giita hai san pham moi ngay anh co thé tiét
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kiém dugc 1 té néu sit dung binh nwéc néng c6 bo loc t6t, 1 nam c6 thé tiét
kiém khodng 365 t€, lién tuc trong 10 ndm da co thé tiét kiém khoang 3.650
té, c6 thé hieu nhw vay khong a?”

Khach hang: “Cé thé.”

Nhan vién ban hang: “Ngoai ra, dich vu bao hanh ciing 1a mot van dé ma
anh can suy nghi, béi vi can tién hanh vé sinh binh loc nitéc néng lanh moi
nam mot lan. Ty minh lam vé sinh binh loc nwéc 1a viéc rat phién phirc, béi vi
cau tao bén trong cta binh loc nwéc v6 cung phiic tap, chi co6 chuyén gia méi
c6 thé vé sinh mot cach t6t nhat!”

Khach hang: “Thé a? To6i twdng mua xong la xong, con phai vé sinh nita
a?”

Nhan vién ban hang: “Duong nhién can vé sinh, du gi day cling la do
dung dé udng, vé sinh tiét trung dinh ki la viéc vd cung quan trong.”

Khach hang: “Um.”

Nhan vién ban hang: “Hién tai ching t6i co thé cung cép dich vu vé sinh
tai nha mién phi trong 5 nam, nhitng hang san pham khac chi mien phi dich
vu vé sinh tai nha 3 nam ma thoi.”

Nhan vién ban hang: “Ciing c6 thé n6i, trén phuong dién anh quan tam
nhat, sdn pham ctia chung t6i moi nam c6 thé tiét kiém 365 té chi phi thay
m&i, vGi phwong dién mien phi dich vi vé sinh, chiing toi ciing cung cap nhiéu
hon 2 nam so v&i nhitng hang khac, chi mot diéu dang tiéc duy nhat 1a, san
pham cta chiing t6i c6 gia ban cao hon san pham khac 500 té ma thoi, nhwng
ma cai nao hon cai nao kém, chac chan anh cing da hiéu ro, ding khong a?”

3. Giam dan so sanh bén ngoai, tang cwong so sanh bén trong

Trwdc khi ghé trung tam ban may vi tinh, Treong da ty nhu chi chon mua
mot chi€c mdy vi tinh xach tay c6 chitc nang don gian. Béi vi cau chi can né
dé gidi quyét mot so cong viéc lién quan dén giay to thong thuwong ma thoi,
cho nén yéu cau chi la khong thuwong xuyén hong hoc 1a dwgce. Sau khi budce
vao trung tam, nhan vién ban hang nhiét tinh chao héi cau, dong thdi madi cau
di tham quan mot chut.

Sau khi Trwong no6i 1o yéu cau ctia minh, nhan vién ban hang bén giGi
thiéu cho cau mot loat cac loai may vi tinh xach tay, ma nhitng loai may vi
tinh ma nhan vién ban hang gidi thiéu cho cau déu la nhitng loai mdi, nhiéu
chitc nang va gia ca dat do.

Nhung Trwong lai chi can mét chi€c may vi tinh xach tay c6 chitc nang
cyc ki don gian, mic gia khoang 2.999 nhéan dan t€, vé co ban cdu khong can
loai may vi tinh m@i co gia ca dat do kia.

bung lic Trwong mudn roi di, nhan vién ban hang nhiét tinh dé da thanh
cong trong viéc gitt chan cau lai. Chi trong vong chwa dén nita tiéng dong ho,
Trwong da bé qua y dinh mua chi€c may vi tinh x4ch tay gia 2.999 nhan dan
t€ ma chon mua mot chiéc may vi tinh dé ban cé gia 3.999 nhan dan té.

Vay, nhan vién ban hang kia da 1am gi dé ban dwgc hang cho Trwong?
Nhén t6 quyét dinh nam & cho nhan vién ban hang da gidam dan sy so sanh
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bé ngoai cia san pham va tang cuong sy so sanh bén trong ctia sdn pham.

Bdi vi lgi nhuan ma chiéc mdy vi tinh xach tay gia 2.999 nhan dan té
mang lai khong cao cho nén c6 rat it cac nha san xudt san xuat va tiéu thuy, vi
vay nhan vién ban hang lién tuc van dong khach hang Truwong mua nhitng san
pham cung loai nhwng c6 mitc gia cao hon. Cé diéu, lic nay Trwrong van
khong c6 dau hiéu dao dong. Cho nén, nhan vién ban hang da st dung mot
loai chiéu ban hang khéac, da 1gi dung rat tot difm ma khach hang Truwong nay
quan tam: Chinh la gia cé va tinh 6n dinh ctia may vi tinh (khach hang dung
may vi tinh dé gidi quyét mot s6 cong viéc lién quan dén gidy to thwdong ngay,
chi can may vi tinh dirng thwong xuyén hong héc la dugc), dé thanh cong
gidam dan sy so sanh bén ngoai (tirc la gia ca may vi tinh xach tay ctia cong ty
nay va may vi tinh xach tay ctia cong ty doi tha canh tranh) ctia san pham
(may vi tinh), tdng cuwdng so sanh bén trong ctia san pham (titc 1a may vi tinh
xach tay va may vi tinh dé ban do cong ty san xuat). Rat ro rang, thong
thwong ching ta sé cho rang tinh 6n dinh va gia tri st dung ctia mdy vi tinh dé
ban c6 cung mic gia véi may vi tinh xach tay sé cao hon so vdi may vi tinh
xach tay.

“Thuat So Sanh” ma chwong nay gidi thiéu that ra da dugc st dung rat
rong rai trong cudc song thurong ngay. La nguai tiéu dung, moi khi chung ta
dé cap dén mot van dé nao do, nhan vién ban hang ciing thwong hay néu ra
hang loat cac so sanh thye té 1an phi thuc té dé thuyét phuc chung ta tin tuwéng
vao gia ca san pham cua ho. Cung dao li nhw vay, la m6t nhan vién ban hang,
diéu ma ching ta can quan tam han la lam thé nao dé c6 thé chon duwgc mot
phép so sanh c6 lgi nhat cho san pham cua ching ta, dé tiv d6 c6 dugc nhiéu
Sy tin twéng cua nguoi tieu dung!
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CHUONG 10

»THUAT PAI CHUNG”

CHIEN LUOC TAM Li KHIEN KHACH HANG
SINH RA CAC HANH PONG BAT CHUGC

Trong nhitng nam 50 cuda thé ki XX, nha tam 1i hoc Asch(1) da tién hanh
mot thi nghiém kinh dién.

Trong tat ca nhitng nguwoi tham gia thi nghiém, chi c6 mot nguwdi thye sw bi
khao nghiém, con nhitng nguoi khac sé thue hién cac hanh dong da duoc
nhitng ngwdi huwdng dan chi dao truede. Muc dich cuaa thi nghiém chu yéu dé
kiém tra xem dwdi ap lyc cia dam dong, cac ca nhan sé c6 hanh dong gi.

Nhiém vu cua thi nghiém lan nay la phan biét do dai cua dwong thang. Cu
thé la ngwoi ta sé vé mot duwong thang tiéu chuan & trén mot mé hinh, tiép
theo, vé thém ba dwong thang cé do dai ngan khac nhau ngay bén duwéi, sau
dé6 yéu cau cac thanh vién tim xem trong ba duwong thang nay, dwong thang
nao c6 do dai bang do dai duong tiéu chuan. Nguwoi hwéng dan sé yéu cau cit
7 ngudi bao gom ca ngudi bi khao nghiém chia thanh mot t6, ngoi thanh vong
tron canh ban, trong d6 nguwdi thye sy bi khdo nghiém kia dwgc yéu cau tra 161
cudi cung.

Sau do, nguoi hudng dan sé yéu cau moi thanh vién trong t6 tra 10i xem
dwong nao trong s6 ba duwong kia c6 do dai bang véi duong tiéu chuan, cudc
thi nghiém téng cong dugc chia thanh 3 to.

O t6 th nhat, sdu ngudi tra 101 trede va ngwoi thue sy bi khdo nghiém déu
dwa ra cung mot cau tra 16i dang nhv mong dgi: Buong thang A c6 cung do
dai véi dwong tiéu chuan. Chang phai dap an nay rat ro rang sao? Cho nén
nguoi thue sy bi khao nghiém cling can ctt theo phan doan ctia minh ma dwa
ra cau trd 10i chinh xac.

Van dé la & trong nhém thi nghiém thi¢ hai, méc du cau tra 16i chinh xéac
da rat r6 rang roi nhung ngudi dau tién tra 10i van dwa ra mot cau tra 10i sai
lam, anh ta n6i dwong thang B c6 cung do dai v6i duwong tiéu chuan. Sau khi
nguoi thit hai cho ra cau tra 16i twong ty, ngudi thit ba, th tw, thi nam va thw
sau déu dwa ra cau tra 10i sai.

Tiép theo, nhitng nha nghién citu da phat hién ra ngudi thit by thuc sy bi
khao nghiém nay bat dau than trong, khi dén lwgt anh ta tra 16i, anh chang bi
khao nghiém thuc sy nay sé tra 10i thé nao day?

Day chinh la thi nghiém Asch néi tiéng, két qua cta cudc thi nghiém nay
cho ta biét rang, ching ta luén c6 xu huwéng bat chwéc nhitng tuw twéng hodc
thai do cda da s6 moi ngudi. Cho du trong ndi tam van con nghi hodc thi
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nguoi ta van sé chon lam theo nhitng hanh dong cua dam dong.

Néu nhu n6i thi nghiém tam 1i trén qua kho khan, vay thi hay cung quan
sat mot vi du bat ct Iac nao cling c6 thé xdy ra trong chinh cudc song thuwong
ngay cua chuing ta:

Ban dang di dao pho, bong nhién thay c6 mot dam dong tu tap ven dudong.
Ban nhanh chéng chay dén xem cé chuyén gi xdy ra, héa ra la c6 mot hang
ban rong dang quang cao san pham. Theo nhitng gi ma anh chang ban rong
nay néi thi anh ta von la mot cong nhan cia mot mét nha may dét may chuyén
xudt khau nwdc ngoai, hom nay nhan ngay nghi mdi dac biét mang mot s6
giay xudt khau nir dén day bay ban.

Ban tién tay cam mot do6i giay 1én xem, thady bé ngoai kha tot. Nhwng chat
luvgng cta do6i giay nit nay thé nao thi khong thé chac chan, trong khi mirc gia
anh chang ban rong nay dua ra cling khong thap, dén 48 nhan dan té mot doi,
so voi nhitng hang ban rong khac dang la hoi cao.

Khi ban con dang do dv chua quyét dinh dugc, mot ngudoi “tot bung” dirng
canh noéi cho ban biét ring, chu nhat hang tuan anh chang ban rong nay deu
dén day ban hang, tuan trwde co dy ciling dd mua mot doi, di rat thoai mai, ém
chan, chat lwgng cling rat tot, bdi vay ma tuan nay, co ay tim dén day dé mua
thém mot doi nira.

Van chua kip 1dy lai tinh than thi mot nguwoi “t6t bung” khac lai xuat hién
ding lic, cling noi cho ban biét rang thang triedc chi ta co mua mot doi, cam
thay cuc t6t cho nén hém nay méi quay lai mua thém mot doi.

Nghe nhitng 161 nay, ban cam doi giay ma minh wng y 1én quan sat ki hon
mot chut. Pung ltc nay, bén canh lai c6 mot “khach hang” goi: “Anh o1, toi
muon mua hai doi nay.” Néi xong moc vi dwa cho chi hang 100 nhan dan té.

Lic nay, ban khéng do dv nita roi, bai vi c6 ngudi hoi: “Anh oi, doi giay
ma c0 day dang xem co con khong vay?” Chu sap hang cuwdi noi: “Ngai qua,
day la doi cudi cung roi, chi cé thé xem thtt mot vai kiéu khac.”

Khi c6 ngudi cling thich doi giay ma ban chon, c6 thé ban sé khong con
chit ngan ngai nao ntta ma quyét dinh mua hang.

Nhitng vi du nhu vy ludn day ray trong cudc song. Tét nhién, day chinh
la mot tro bip bom dwoc thiét ké rat tot, néi tring ra la “ké tung nguoi hing”.
Neu mot tiéng nita, thir quay lai, ban sé phat hién nhitng nguoi “tot bung” kia
van bu quanh sap hang rong d6, van nhiét tinh “khuyén khich” nhitng khach
hang khac mua hang.

Tt thi nghiém va vi du trén, ching ta cé thé dwa ra mot két luan thé nay:
Khi phat hién ra mot nguwoi khac cting dwa ra quyét dinh giong minh,
khach hang ciing sé lam theo nhitng hanh dong cia ngue¢i dé. Nhat la lac
khach hang con dang do du, ho sé nghi rang néu minh lam nhitrng gi ma
dai da s6 moi nguoi déu lam thi c6 thé giam thiéu dang ke nhirng nguy co
co thé gap phai. Va day chinh la nhitng gi dugc chia sé trong chuong
“Thuat Pai ching”.

THU NHAT, KHUAY PONG BAU KHONG KHI BE THU HUT
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SUCHU Y

Khi la nhan vién ban hang cho mot thwong hiéu tivi, toi tirng dat dugc
danh hiéu vinh dy la Nhan vién ban hang xuat sac ca nwdc cta hang. Nhan to
quan trong dé cé dugc thanh cong nay chinh 1a téi c6 thé thu hit sw chid y cia
khach hang bang cach khudy dong bau khong khi.

Nhin chung, tt thit Hai dén thit Sdu hang tuan, lwgng ngudi dén trung tam
mua sam twong doi it, va nhiéu ngudi trong s6 do chi la ranh réi nén vao trung
tam di dao ma thoi. Puong nhién, mot nhan vién ban hang lau nam hoan toan
c6 thé phat hién ra khach hang nao thuc sy dén mua tivi va khach hang nao
chi dén dao choi.

Céac nhan vién ban hang binh thvong sé khong buon dé y dén nhitng khach
hang chi dén dao choi. Li do rat don gian, cho du c6 gigi thiéu san pham véi
ho thi ho cling khong mua, c6 néi ciing chi cong coc ma thoi, chi to rat cd
bong hong, nhin qua ciing thay viéc lam nay chang c6 gia tri gi.

Nhung cach lam cua t6i thi ngwoc lai, khi thay treée gian hang tivi cua
minh khong c6 ai ghé tham thi chi can c6 ngudi ranh réi dao qua t6i déu kéo
ho vao hét. Mdc du t6i thtra biét vi khach nay hom nay chi di dao mot vong
ma thoi, nhwng t6i van c6 gang 16i kéo anh ta dén trwedc gian hang tivi caa
minh, gigi thiéu ti mi cho anh ta.

Duwong nhién trong qua trinh nay c6 mot van dé rat 1én. Béi vi nhitng
khach hang di dao nay khong t¢i de mua hang cho nén néu nhuw t6i gigi thiéu
cho ho that ti mi, ho sé thay rat ngai. Biéu hién thwong thay nhat 1a ho sé néi
V@i toi: “T6i chi di tham quan mot chit thoi.” Sau do ra vé mudn roi khéi.

Luc nay toi sé co gang gilt ho lai, noi voi ho: “Khong sao, khong sao.
Thue ra toi chi mudn tro chuyen mot chit thoi, & day mot minh cling rat buon.
Hon nita, du ban khong mua tivi thi toi cling c6 thé gigi thiéu cho ban biét
1am thé nao dé c6 thé 1ap ddt diéu khién tir xa giup diéu khién tivi nha minh
dat hi€u qua t tot nhat. Va ciing co thé day ban mot s6 phuong phap khuéch dai
tin hiéu truyen hinh méi khi tin hiéu tivi nha ban gdp truc trdc, giup hiéu qua
dwong truyen tivi nha ban dwoc 16 rang hon, ban thay c6 du’cjc khong?”

Gia st ban la m6t khach hang, c6 ngudi san sang hwéng dan mién phi cho
minh cach lam thé nao dé diéu chinh dwoc do sac nét cua tivi, lam thé nao dé
khuéch dai tin hiéu dwong truyén cho chat lwgng hinh anh t6t hon, ban c6 cam
thdy hitng thi khong?

Cdu trd 101 dwong nhién la c6, nhitng diéu nay sé khién cho khach hang
dang ra vé muon di kia phai du’ng chan lai, ding lai lang nghe t6i ndi, con t6i
thi c¥ viéc cam tay chi viéc ma hwéng dén khach hang phai thao tac thé nao.

Bdy gio, hdy dé y mot chut, ban sé thdy, so v4i nhitng gian hang tivi khac
thi gian hang ma t6i phu trach van luén cd nguoi vay quanh. Va khi nhitng
khach hang khac t6i, kha nang ho dirng budc ¢ gian hang cua t6i la rat 16n,
ma nhttng khach hang the sy dén xin tw van mua tivi & nhitng gian hang
khac cling sé hirng thu véi tivi ¢ gian hang cua t6i. Va day chinh la muc dich
cua toi.

biéu quan trong hon chinh la khi nhitng khach hang khac téi, vi t6i da
doan dugc la anh thyc sy muon t¢i mua tivi nén toi sé noéi véi nhitng vi khach
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tham quan kia rang: “Ban cho mot chut, t6i gigi thiéu cho khach hang kia mot
chut, duge khong a?”

Do6i vai nhitng khach hang di chi tham quan, trong hoan canh t6i biét o la
ho khong hé c6 y dinh mua hang ma van cung cap dich vu that t6t, ho sé phai
d6i mat v6éi mot loai ap lwe dao dire, c6 nghia la sé bao dap lai t6i, cho du toi
khong c6 dé nghi ho nhw vay thi ho van ci sé gitip t6i viéc nay. Diéu nay t6i
da chia sé trong chwong “Thuat An tinh” roi.

Va cach t6t nhat dé dap lé lai t6i chinh la khi t6i m&i nhitng khach hang
thue sy mua tivi kia dén, khi ho chuan bi di, ho thwong sé néi vdi nhitng
khach hang t&i mua tivi kia rang: “Nhan hiéu tivi nay t6t 1am, nhan vién ban
hang nay cting rat tot, mua hang cta anh ta la sang suét day.”

Ct thé, gian hang tivi cua toi Iic nao cling kha dong vui, hon nita, Itic nao
cling c6 nhitng khach hang chang hé quen biét gitp t6i chitng thuc. Theo
nhitng gi t0i da chia sé & dau chwong “Thuat Pai chiing” bén trén, khach hang
sé dong thoi san sinh hanh dong bat chuéc: mot la sé dén noi cé nhiéu ngwoi
tu tap nhat, titc la dén gian hang tivi cta t6i; hai la dva vao sy chon lwa ctia s
dong, chon loai nhan hiéu tivi ma moi ngudi cho la tot nhat, cé nhan vién ban
hang chat lwgng phuc vu t6t nhat ma mua.

Nhitng gi t6i chia sé trén day chinh la cach ma t6i da st dung dé tao mot
bau khong khi c6 thé thu hut duge khach hang dén véi gian hang ma t6i phu
trach trong nhitng ngay tw thit Hai dén thit S4u. Tiép theo, xin chia sé mot
chit vé mot loat cac tha phap ban hang khac ma t6i da st dung vao nhitng
ngay cudi tuan.

Cudi tuan la thoi diém cé rat dong ngudoi tim dén trung tam thwong mai.
Luc nay, t6i khong can phai 16i kéo nhitng khach tham quan dén dé tao bau
khong khi nita, ma ngwoc lai, toi can phai kéo tat ca nhitng khach hang thure
s muon mua hang dén gian hang cia minh.

Thyc ra, nhitng viéc can phai lam kha don gidn. Pau tién, toi sap x€ép
nhitng nhan vién ban hang ban thoi gian ditng ¢ ngoai ctra chinh cua trung
tam dé phat td roi quang cdo. T roi quang cao cho biét gian hang ma t6i phu
trach hom nay c6 mot chién dich khuyén mai 16n, khéng chi wu dai cyc 16n vé
gia cd ma con c6 nhiéu qua tang di kem, c6 t6 chitc ca hoat dong rit tham
tring thwdng, néu may man cé thé tring dwgc mot goi giai thuwong sang trong
tri gia tGi 480 nhan dan te.

Tiép theo, khi khach hang con chwa di dén khu vure ban tivi thi da nghe
thdy tiéng ndi huyén ndo. Thyc ra, tdi da sap xép mot nhan vién quang cao
tam thdi dung mot chiéc loa nho lién tuc gidi thiéu trdc civa gian hang:
“Chic mirng khach hang A da may man tring mot chiéc quat dién sang
trong”, “Chiéc tivi c6 do phan gidi cao B c6 gia goc 1a 4.999 nhan déan té, hém
nay ban véi gia wu dai ddc biét chi con 3.999 nhan dan té”,...

Sau khi khach hang dén gian hang, ho sé lu6n nghe dugc nhitng cau
“Thanh toan! Thanh toan!”, thi ra da c6 khach hang quyét dinh mua hang.
Puwong nhién, cho du chi c6 mot khach hang quyét dinh mua hang thoi thi
chiing t6i cling sé hé dén mdy lan. Ngoai ra, khach hang ciing sé phat hién ra
rang, lic nao ciing c6 mot chiéc tivi dugce dat trwde gian hang, dugc bo tri
xem thir. Ma trong lic thit mdy, ngoai trit nhitng khach hang thuc sy dén mua
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may ra thi nhitng khach hang khac khéng mua ciing sé cam thay rat hitng thu,
bdi vi ho cling mudén biét nhitng chiéc tivi ma ngudi ta mua kia thé nao, béi
vay tai cho thir mdy ltic nao cling dong nhw mac ctri.

biéu quan trong nhat la hoat dong thir may & gian hang t6i phu trach
chang bao gio ngirng, bai vi viéc thit may cé lic chi hét 10 phut, cé khi lai 1én
dén 1 gio. Khi chwa ban dwgc thém chiéc tivi khac, ching toi van sé khong
ngrng thit may va giai thich nhitng diéu can thiét cho nhitng khach hang thuc
sy da mua hang, cho t6i khi c6 them mot don hang thanh cong nita, ching t6i
sé 1ap tirc dong géi chiéc tivi do, mang chiéc tivi m&i ban duwgc kia ra thir.
Tom lai, tai gian hang tivi ma t6i phu trach, viéc thir may vao cudi tuan chang
bao gio ditt, va tat nhién, tinh than cua khach hang ciing theo d6 ma bi dan
dat.

Tat nhién, can lwru y rang tat ca nhitng hoat dong ban hang nay déu phu
hgp vGi nguyén tac dao dirc, khong c6 bat ct y do Itva ddo nao. Ban c6 thé
bao rang toi muu 1gi, nhwng khéng thé ndi toi cé hanh vi Iiva do, bdi vi day
la nhitng ki xdo ban hang hoan toan cé thé chap nhan duoc.

Tiép theo, hay cung tham khdo mét s6 phwong phap thu hat sy chi y ctia
khach hang sau:

1. Chat dong

Chdt dong co nghia la hinh thitc chat nhitng hang hoa hodc qua tdng thanh
mot dong 16n. O bat cit siéu thi ndo, ban cling c6 the nhin thay rat nhiéu hang
héa dugc trung bay theo cach nay. Uu diém I¢n nhét cta hinh thiic chét dong
nay chinh la nhin qua rat khi thé, ma ci¢ c6 khi thé la sé thu hit dwgc sy chi y
cuia nguoi tieu dung.

2. Xép hang

Viéc st dung hinh thitc xép hang dé tao sitc hit da tré thanh mot tha phap
quang ba tat yéu. Chang han, rat nhiéu trung tdm mua sam Kkhi mai khai
trvong déu thue hién nhu’ng chu’o’ng trinh khuyén mdi ram rg dé thu hit khach
hang, dan dén viéc trudc cra trung tdm mua sam xudt hién mot hang nguoi
cho doi that dai. Ma cang c6 nhiéu ngwoi xép hang thi sé cang cé nhiéu nguoi
bi thu hit dén hon.

Mot ngay nao do, dang dao pho, ban chot thdy mot hang dai nguoi dang
chd doi, vi to mo nén ban cling sé dirng lai dé dén xem & dé c6 chuyén gi, c6
dang khong?

3. Poster quang cao
Nhitng poster quang cao giam gia duoc treo day ray la vii khi dan dat long

nguoi. Bién quéng cdo bao gom cac loai nhu bién quang cdo tam 16n, bién
hinh ctra, bién ditng, bién hinh buc, gidy dan nd, bién cudn, v.v..

Nhung khi trung bay poster phai ghi nhd mot diéu: Nhat dinh khong duoc
dé thiéu poster, phai tranh thu tan dung tirng khoang trong, trieng bay & tat ca
nhitng noi co thé trung bay, tao ra bau khéng khi that s6i n6i. Ngoai ra, gia ca
cling phai vira da thap, tot nhat tung ra nhitng tin tirc da s6c nhw gia goc 199
nhan dan té, hién tai chi con 49 nhan dan té.

4. Am thanh

https://thuviensach.vn



Trong vi du trén, li do t6i bo tri ngwdi cam gidi thiéu chinh la vi mudn tao
mot moi treong mua ban huyén ndo, sé kich thich trye ti€p vao nao b cta
khach hang, khién khach hang sinh ra y mu6n mua hang.

Tot nhat 1a hdy dong thoi t6 chitc mot s6 hoat dong, chang han nhw rit
tham trung thudng, biéu dién van nghé,... Tom lai la tan dung tat ca cac am
thanh dé co thé tao ra mot bau khong khi that soi noi.

5. Hon loan

Sy hon loan & day la mudn noi téi viéc bo tri gian hang nhin qua thi c6
chit hon don, chang han nhw cho nao ciling cé nhitng vé hop san pham khach
hang da mua. Cach bé tri hang héa nhin qua ciing c6 vé nhw do c6 qua nhiéu
nguwoi xem nén madi khong c6 cach nao ngay ngan dwoc,...

Puong nhién, nhitng ché can gon gang thi van phai gon gang, chang han
nhw sy phoi hop giita cac nhan vién ban hang vdi nhau, ai chiu trach nhiém
thanh todn, ai chiu trach nhiém nhan hang, tat ca déu can c6 sy phan cong ro
rang. Sy hon loan ma chiing ta can & day chi la dé khién cho khach hang cam
thay that ndo nhiét, va chi nhw vay ma théi.

THU HAI TAO BOT PHA BPE DAN DAT HANH PONG BAT
CHUOC

Trong vi du vé kinh nghiém ban tivi dugc trinh bay & trén, t6i da chia sé
mot s6 phwong phap dé c6 thé thu hit dwgc khach hang. Nhung ro rang néu
nhuw chi c6 sy thu hit d6 théi van chwa dua, diéu quan trong hon la phai lgi
dung sttc hut do dé tao thanh giao dich, day méi chinh la difm mau chot
chuing ta can quan tam.

Va mu6n dat dwgc muc tiéu nay, chiing ta can phai tim dwgc “ké hé”. Ma
phuong phap dé c6 thé mé ra ké ha lai chinh la nhanh chéng tao ra dwgc mot
hanh dong mua hang riéng 1é, dé tir d6 khoi ggi mot phan ¢ng day chuyén.

Theo thuat ngi* chuyén mén thi nhan vién ban hang can phai tao ra mot
“hiéu &ng dé dau dan”. Gidng nhu viéc mét dan dé dang chay lung tung trén
bdi c6, nhung khi con dé dau dan bong nhién chay vé huéng Dong, tiép theo
ban sé thidy nhitng con dé khac ciing cung nhau chay theo vé huwéng Bong.

Pau gia la mot phuong phap ban hang kiéu méi, ngwdi chu tri phién dau
gia sé st dung nhitng 10i n6i day mé hoac ctia minh de c¢6 dong hirng thi cia
nhitng khach hang ngo6i dwéi khan dai, khién ho tich cwc tham gia vao cudc
canh tranh trong bu6i dau gia, tir d6 lam tang mitc gia giao dich cudi cung cia
phién dau gia.

Khong biét doc gia c6 phat hién ra khong, trong moi cudc dau gia, san
pham dau tién dugc mang ra dau gia thwong cé chat lvgng tot va gia de xuat
kha thap, tham chi con thap hon nhiéu véi mitc gia wdc tinh trén thi treong,
hon nita, mtc gia chénh 1éch cia mai lan gio bién tra gia cling kha thap.

DPao li nay thuc ra rat don gian. Khi khach hang dwgi khan dai thay mén
do6 c6 chat lwgng nhw thé ma lai ¢6 gia ban c6 thé ndi la thap, ho sé khong
ngan ngai gio bién dau gia. Bai vi chénh léch gia gitta moi lan gio thé rat nho
cho nén khach hang can phai trai qua rat nhiéu vong dau gia mai c6 thé 1ay
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duwgc mon do do ve.

Sau mot chu ki nhu vay, sy nhiét tinh ctia khach hang & duéi khan dai da
bat dau duwgc ham nong. Nho thé, sw nhiét tinh gio bién dau gia cta khach
hang vé6i nhitng vat pham ddu gia sau nay sé cao hon, ma cang c6 nhiéu nguoi
tham gia ddu gia thi cang c6 nhiéu ngwoi nghi rang vat duwgc dau gia la nhitng
vat c6 gia tri. C1t thé, nhan vién phong diu gia da 1gi dung tam li dam dong dé
thu dwoc 1gi nhuan rat cao.

Hay cung tham khdo vi du duéi day:

Thay Ton thay linh vic day tiéng Anh gan day rat an nén lam ra, béi vay
ong cling dang ki m& mot trung tam dao tao tiéng Anh. Thé nhung, mdc du
ngay trudc cita trung tam, thay Ton da lap dat cac bang biéu quang cao rat
ram ro, so6 nguwoi dén xin tw van ciing rat nhiéu, nhwng lai chang c6 may ai
chinh thitc dang ki cac khéa hoc. Rot cudc thi van dé nam ¢ dau? Dé co thé
thu hit dwgc nhiéu hoc vién hon, thay Ton chang mang dén dia vi ong cha
ctia minh nita, xan tay cung cac nhan vién ban hang tham gia vao hoat dong
kinh doanh cua trung tam.

Qua diéu tra, thay Ton phat hién ra rang, that ra van de rat don gian, trong
khi hoc vién dén xin tw van, nhan vién ban hang 13p titc mang cuén s6 dang ki
cho hoc vién ghi danh. Nhung cé cudn s6 dang ki day nhw vay lai hoan toan
trang tinh. Hoc vién nhin qua sé cam thdy lo lang: “Sao chang c6 ai dang ki
hoc thé nay? Co6 1€ nao trung tam dao tao nay hodc la Iiva ddo, hodc la chat
lwong giang day qua kém?” Vi vay, sy nhiét tinh ban nay cua ho da 1ap tic tan
bién nhw bong béng.

Muon giai quyét van dé nay khong kho, nhung lam gia danh sach la cach
lam ma mot ngwoi cé tw cach dao divc nhu thay Ton cam thay khong thé dung
thit. B&i vay thay Ton van tran trd tim cho dwgc mot bién phap “nhat ctr
lwdng tién” mai thoi.

MGét hém, thay Ton tré vé treong pho thong ma 6ng da cong tac 1au nam,
néi véi hiéu trudng rang hién gio minh dang bat dau gay dung su nghiép,
mong dong nghiép cti co thé tao co hoi gitip do. Biét rang kinh phi caa nha
trwong von han hep nén thay Tén c6 the mo cho nha truong mot khoa hoc
thém tiéng Anh, hon nita con hoan toan mién phi.

Nghe 10i dé nghi nay, hiéu trwdng rat hai long, 1ap tirc dong y vGi yéu cau
cta thay Ton. Sau do thay Ton noi, mac du la khoa dao tao mlen phi, nhung
trung tam cua thay Ton cling can pha1 ‘thue hién theo mot s6 quy trinh chinh
thitc, chang han nhw hoc vien can phdi nghiém tic dién day du vao ban dang
ki,...

Chi don gian nhw vay théi ma cuén s6 dang ki ngay hom qua van con
trang tinh, hom hay da day chi chit tén hoc vién dang ki. Sau do, nhitng nguoi
dén trung tam xin tu vén 16p hoc nhin thdy c6 nhiéu ngwdi da ghi danh nhu
vay, trong long khong con lo ngai gi nita. Sy nghiép mdi dugc gay dung caa
thay T6n ciing da vitng chic buwdc nhitng budc dau tién.

Khi d6i mat véi nhitng thit khong quen thudc, chiing ta thwong thich tham
khao y kién cua s6 dong, bdi vi chiing ta can c6 mot li do dé chitng minh rang
quyét dinh cta minh la chinh xac, day chinh la mot loai nhu cau vé cam giac
an toan. Va ban dang ki day ap nhitng cai tén ghi danh chinh la vat dam béo
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tot nhat cho long tin cia ching ta.

Du6i day la nhitng cau goi y cho khach hang biét rdng “dé dau dan” da
xudt hién, sau d6 dan dat de khach hang sinh ra hanh vi bat chuéc:

“Loai ma anh dang xem day chinh la m6 hinh ban chay nhét caa chiing t6i

ddy, day chinh la danh sach dia chi giao hang ma khach hang da mua Iwu lai,
anh c6 thé xem qua mot chut...”

“Cac cong ty nhw China Mobile, China Telecom, China Unicom va rat
nhiéu doanh nghiép 16n khac cling da st dung hé thong méi nhat cia ching
t0i...”

“Rat xin 16i, kiéu ddng ma anh xem day ban qua chay nén toi ciling khong
biét c6 con hang hay khong, dé t6i kiém tra lai mot chut... May qua, van con
mot bo...”

THU BA, HOAN THANH CAC HOAT BONG GIAO DICH VOI
TOC PO NHANH NHAT

Mot dac diém cua hanh vi theo s6 dong chinh 1a 1gi dung sitc anh huéong
cua nguoi khac. Mot khi khach hang roi khoi pham vi nao nhiét tao thanh anh
huwéng kia, ho sé bat dau suy nghi lai va cé thé sé tir bé y dinh mua hang lic
trudc.

Chang han nhw tinh huong sau: Rét nhiéu ltc vi bi danh hwdng bdi mot dam
dong ndo nhiét ma ching ta cam thdy mot mon do co vé rat tién lgi, sot sang
muon mua ngay. Nhuwng nhitng ngwoi xem hang qua dong, ban lai dang cé
nhu cau di ve sinh, vi vay ban quyét dinh dén nha vé sinh tredc réi mdéi quay
lai mua. Nhung trén dwong dén nha vé sinh, ban d6t nhién syc tinh va cam
thay rang thuc ra minh cling khong can mén do dé lam.

Bai vay, nhan vién ban hang nhat dinh phai dung téc d6 nhanh nhat chép
18y thoi co dé dat duwgc giao dich. Con phdi 1am viéc d6 nhu thé nao, toi da
chia sé véi cac ban & phan trudc, phwong phap tot nhat chinh la tao ra hiéu
tng “khan hiém”, giong nhuw nhitng cau vi du duéi day:

“Chi con 20 chiéc, cdc ban mu6n mua xin ding bo 15!”
“Moi nguwoi xin ditng chen 14n, 6n dinh trat tw, dén trudc dugc trede!”
“Hoat dong sé két thic Iic 12 gid, chi con lai 30 phat!”
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NGUYEN TAC THEP 5

KiCH THICH BPIEM YEU TRONG BAN TiNH CON
NGUOI

CHUONG 11

“THUAT THE DIEN”

CHIEN LUOC TAM Li KHIEN KHACH HANG
SINH RA NHUNG HANH DPONG MUA HANG
KHAC THUONG

“Loai nwdc nay 100% cé nguon goc tir sudi nwdc néng ty nhién, dugc lay
tir do sau 4.000 mét, ton tai hon 1.500 nam, tham thau qua 50.000 16p nham
thach, cé chita dén 17 loai khoang chét va 13 loai nguyén t6 vi lvgng, hoan
toan tinh khiét, thich hgp cho moi loai da véi kha nang duwong am nhe nhang,
kha nang chong di (ng, tang cwong hiéu qua bao vé da ty nhién.”

Doan quéang céo trén day lay tir ban m6 ta san pham cda thwong hiéu mi
pham dudng da ndi tiéng co tén la “Xit khoang nhe nhang X”, sdn pham c6
ban tai website va cac ctra hang, gia ban 1é cho mot chai 50ml la 68 nhan dan
té, 1o 150 ml thi c6 gia 108 nhan dan te.

Dudi day la mét 10i gidi thiéu twong ty:

“Stt dung nguon nwdc sach tinh khiét 100% dwgc lay tiw d6 sau 4.600 mét
dwdi ngon ndi tuyét tw nhién, tham thau qua 20.000 mét da nham thach, trai
qua lich st hon 1.000.000 nam, c6 chita dén 18 loai khoang chat quy hiém,
hoan toan tinh khiét, khong thém bat ki héa chat nao, thich hgp cho moi loai
da, c6 kha nang chong di &ng, dwdng am ty nhién, tang cuong hiéu qua cac
hoat tinh cta da.”

Doan quang céo san pham nay la chinh t6i viét trong mot lan du lich Tay
Béac, dugc uéng mot ngum nudc trong nha mot nguwdi dan ¢ dudi chan nui
tuyét, cdm thdy nuwdc nay that ngot ngao. Mac du t6i khéng duwgc van hay chi
tot cho lam, nhwng da dwva theo cach gidi thiéu san pham cua “Xit khoang nhe
nhang X” kia dé viét ra.

Néu toi doan khong nham thi c6 1€ ban ciling da doan dugc rang, hai san
pham dwoc mo téa trong hai doan quang céo trén thyc chat giong nhau, mac ké
né dugc goi la “Xit khoang nhe nhang” hay “Nwdc sach tinh khiét”, hoac la
cd “Nudc thanh” thi vé co ban cling khéng cé nhiéu khac biét.

Thé nhung, ciing 1a mot loai nwéc nhung gia ca co thé chénh 1éch bao
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nhiéu?

Khi mitc séng ctia con ngwoi dugc cai thién, ngudi nong dan kia cling tam
biét nhitng thang ngay vai ganh doi thung di muc nwdc trude day, ma thay vao
dé6 1a mua mot chiéc bom nho vé hat 1dy nwéc sinh hoat. Mac du téi khéng
gidi toan hoc, nhung nho vao tryc gidc, téi cling tinh dwgc néu cai may bom
ay hoat dong sudt mot gio thi viéc bom day may cai bé cling khong phai
chuyén qua 16n lao. Noi cach khac, chi can ton c6 mot nhan dan té tién dién
cling c6 thé hut dwgce dén 3 nghin lit nwdc, néu chia cho mot chai “Xit khoang
nhe nhang X” c6 dung tich 150ml kia thi twong dwong 20.000 chai, can ct gia
ban 1é binh thwong la 108 té mot chai thi so tién thu dwgc 1a 2 triéu té. Con
néu so sanh vadi loai chai 50ml véi gia 68 nhan dan té/chai thi sé twong duong
v@i 60.000 chai, nghia la thu dugc hon 4 triéu té.

0] day, toi dam manh dan ddm bdo v&i cac ban doc gia rang, nguoi nong
dan do ca doi chua ting nhin thdy mot khodn tién 16n nhw vdy, ngay ca ndm
mo Ong ta ciling chua titng mo rang nhitng thit vé ban chat chang khac mdy bé
nwdc nha minh 1a bao kia, lai c6 thé ban dugc cai gia tdi may triéu té.

Cho du c6 tim du li do bién ho rang “Xit khoang nhe nhang X” kia khong
thé dem ra so sanh v&i may bé nuwdc trong nha nguwoi nong dan kia, vi du nhw
mutc gia moi chai bao gom ca chi phi déng goi, phi quang cao, phi van
chuyeén; hon nita, cac san pham nay con dwogc cac co quan chitc nang kiém
nghiém, ngoai ra con duwgc san xuat theo nhitng tiéu chuan cta san xuat dugc
pham, thi ban ciing khong thé pht nhan dugc mot thuye té rang, chi tén cé 1
nhan dan té tién dién bom nwdc, cudi cung cé thé ban dwgc t6i hon 2 triéu té
hodc c6 khi 1a hon 4 triéu té.

Chia khoéa ctia van dé nam & cho, gia sit lic nay trén tay t6i la mot cai chai
rot day nuwdce trong bé nha ngwdi dan kia, du ban thira biét rang ban chat cua
“Xit khoang nhe nhang X” va chai nuéc trén tay toi la nhw nhau, nhuwng ban
c6 st dung chai nwdc t6i dang cam khong?

Cau tra 10i gan nhw chac chan la khong. Chuing ta can phai biét rang,
nhitng chi em phu ni¥ st dung loai “Xit khoang nhe nhang X” nay déu thudc
thanh phan tiéu thuw c6 thu nhap. Khi dang tu tap trong quan café vGi nhitng
nguoi ban gai khac, ban lai 16i tir trong tui xach cua minh ra mot chai nuwéce 1a
trong bé ra lam nuwdc xit dwdng da mat, thir hoi con mat miii nao nita chit?

Nguoi ta thuong noi: “Cay can c6 vo, ngudi can thé dién”. V@i con ngudi,
nhat la nguwoi A Pong, “mat miii” la mt ngudng cira khong bao gio co
thé vigt qua. Vi s¢ “mat mat”, hoic do “né mat”, do “si dién”, “gianh
thé dién”, hoic “glu’ thé dlen”, chung ta rat dé thu’c hién mot so hanh
vi tieu dung kho hiéu ma thu’(‘mg ngay chiing ta rat hiém khi lam. Va day
chinh la nhirng diéu t6i muon chia sé trong chwong “Thuat The dién”
nay.

THU NHAT, NHUNG LQAI SAN PHAM NAO SE KHIEN CHO
KHACH HANG DE Y DEN CHUYEN THE DIEN

Trong vi du vé “Xit khoang nhe nhang X”, khach hang san sang bo ra 108
nhan dan té chi dé s hitu mot chai 150 ml “nuic sudi tinh khiét”, vay rot
cudc tai sao khach hang lai c6 thé san sang dau tw nhiéu nhw vay cho mot vat
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c6 thé mang lai thé dién cho minh?

Xin hdy danh thoi gian theo doi cugc khao sat dugi day mot chut. Bay
chinh la bang téng két toi rut ra sau khi da trung cau y kién cta déng dao cac
ban hoc vién, nhitng cau tra 10i dudi moi cau héi déu duge dwa ra trong hoan
canh binh thwong, 1a Iva chon ctia hau hét tat cd moi nguwdi, di nhién ciing c6
ca ban ntta. Ban c6 thé ty suy ngam mot chiit xem dap an minh dwa ra c6
thong nhat véi lia chon ctia da s6 moi ngwdi hay khong.

Khi ban dang c6 y dinh mua déng ho deo tay, ban c6 wu tién can nhac
thwong hiéu, dang cap va y nghia twong trurng ctia no cho dia vi cia ban hay
khong? (Cau tra loi: Co)

Khi mua vi da, ban cé quan tdm dén kiéu dang, tay nghé, thwong hiéu va
miurc gia ctia n6 hay khong? (Cau tra 1oi: Co)

Khi chon mua dién thoai di dong, ban cé cho rang Iphone, Samsung hay
mot s6 thwong hiéu nodi tiéng khac méi la liva chon hang dau caa ban khong?
(Cau tra 1oi: Co)

Khi chon mua trang phuc thé thao, ban cé nghi rang mac do6 cua Nike hay
Adidas sé thoai mai hon khong? (Cau tra loi: Co)

Bay gio, ching ta hay thir quan sat mot s6 cac cau tra 10i khac:

Liic chon mua do 16t va tat, ban c6 dé y dén ding cap thuong hiéu trudce
r6i mdéi quan tam dén chat lvgng va gia ca khong? (Cau tra 10i: Khong)

Khi mua pin dién thoai di dong, ban c6 nghi rang pin ctia cac thwong hiéu
san xuat chinh hang sé bén hon, diéu nay con quan trong hon la gia ca? (Cau
tra 1oi: Khong)

Khi dong ho deo tay gdp cac van dé vé chat lwgng, ban c6 chon dia diém
bao tri theo chi dinh thay vi mot ctta hang dong ho nao doé dé sira chita
khong? (Cau tra 10i: Khong)

Khi chon mua sita tdm, ban c6 nhat dinh phai chon mot thwong hiéu dang
cap giong nhu khi di chon son moi khong? (Cau tra 16i: Khong)

Khi chon tdm dém ngoi cho chiéc 6 t6 Mercedes-Benz ctia minh, ban c6
dinh chon mot tdm dém ngoi cung mot dang cap véi chiéc Mercedes khong?
(Cau tra 10i: Khong)

Bay gio, tong két lai nhitng cau tra 10i phia trén, chiing ta sé phat hién ra
mot quy ludt thu vi. Quy luat dé chinh la: Khi chon mua san pham, néu san
pham nay dugc pho ra tredc mat moi nguwdi, trong pham vi co thé va dudi bat
c tinh hudéng nao, ching ta cling sé chon mot mon do cé thuwong hiéu tot, vé
ngoai dep, gia ca cao, vi nhu vay méi c6 thé thé hién dugce than phan, dia vi
va nhitng thanh tyru trong cong viéc cta ching ta; con néu nhw nhitng san
pham nay dwgc dung & cho chang ai thdy dwoc, thong thwong ching ta sé dé y
nhiéu hon dén chinh san pham do6, chang han nhw gia ca, gia tri st dung,...
Va nhitng diéu nhw than phan, dia vi,... n6i dén lic trwdc, ho sé khong con
quan tam ntra.

Trén co s& la nguyén tac nay, ching ta c6 thé giai thich duwgc nhitng hién
t'gng sau:
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St dung dién thoai di dong theo la dé cho ngwdi khac xem, cho nén tot
nhat la can chon loai dién thoai c6 thuwong hiéu, hon nita, tot nhat la loai dién
thoai m@i nhat, c6 nhiéu chitc nang nhat; con pin, thé nhé dién thoai di dong
la thit chang ai nhin thay, cho nén t6t nhat la wu tién tinh thyc dung.

Au phuc, 40 so mi, thit lung, cip xach déu la nhitng th ma ngudi khac co
thé nhin thay nén can phai c6 dang cap méi dugc; con do 16t, tat, 16t giay déu
la nhitng tht ngudi ta khong nhin thay nén chi can dung thodi mai la duoc,
khong can phdi lang phi tién.

O td mua vé cho nguoi ta ngam cho nén nhat dinh phai chon thuwong hiéu
hang sang; nhung noi that trong 6 t0 lai la thi chi ban than minh st dung, néu
c6 thé tiét kiém thi hay tiét kiém t6i da.

bong ho deo tay deo 1én cho nguwoi khac xem, la vat twgng trung cho dia
vi cia minh, can rang cling phai mua loai tot; nhwng ma dong ho thach anh
can phai thay pin, hay dong hé co bi hong can phai stra chita, c6 thé ré dugc
bao nhiéu thi tot bay nhiéu, chi can stta xong la duorc.

Nhitng loai mi pham nhw son moéi, nwéc hoa thwong dugc lay ra st dung
tredc mat moi ngwdi cho nén c6 thé chon loai t6t thi phai chon loai t6t; con
sita tam, xa phong, khan 16ng minh chi dung & nha cho nén chi can loai thoai
mai la dugc.

May anh can nho ngudi khac cam chup gitip ching ta nén t6t nhat la chon
loai c6 thwong hiéu, nhwng may vi tinh thi lai chi thuan tiy dé minh tw gidi tri
¢ nha, dwong nhién phai wu tién cho lgi ich thiét thyc trudc.

No6i cach khac, d6i véi nhan vién ban hang, gia sit sdn pham ban ban la
nhitng san pham chi dé cho khach hang st dung riéng, hon nita lic ho dung
nguoi ngoai khong thay dwoc thi ndi dung co ban cia chwong nay khong cé
nhiéu tac dung véi ban, bgi vi khach hang mua san pham cta ban la mét su
chon lya vo cung i tri, ban can phai nhan manh hon nita vé nhitng gia tri thuc
t€ ma san pham mang t6i cho khach hang.

Nhung néu nhw nhitng san pham ma ban ban la nhitng loai khach hang st
dung cong khai bén ngoai cho nguoi ta thdy, vay thi ngoai trt* nhitng gia tri co
ban ctia san pham, khach hang sé con quan tam dén van dé “thé dién” nita, lic
nay hanh dong mua cta khach hang 1a mot sy Iwa chon két hgp ca cam tinh va
1i tinh.

Vi vay & day t6i mudn dwa ra khai niém “Heé so6 thé dién”. T6i khong 1o
tredc day da co ai dua ra khai niém nay chuwa, nhwng thuat ngit “hé so thé
dién” rat dé hiéu, n6 dé cap dén viéc khi khach hang st dung nhitng san pham
ma ban ban, ti 1é ho san sang tra thém tién ngoai so tién twong ng vaGi gia tri
thyc t€ ma san pham nay mang lai 1a bao nhiéu.

Yéu t6 quan trong nhat trong viéc quyét dinh mc do ctia “hé sb thé dién”
chinh la tan suat khach hang st dung san pham ma ban ban trwéc mat moi
ngudi. SG 1an st dung trede mdt ngudi Khac cang nhiéu, ho cang can quan
tam dén van dé thé dién, mic do 1on nho cta no ti 1€ thuan véi tan suat duoc
pho bay cuia san pham.

Vi dy, dong ho deo tay 1a thit lic nao cling dwgc deo trén tay, tan sudt
duogc pho bay cua san pham da cao dén mtrc tuyét doi, béi vay khach hang
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san sang tra thém gap muoi lan hoac hon mudi lan cho chiéc dong hoé deo tay;
con dién thoai di dong médc du thinh thodng cfing 1y ra xem, nhung da phan
déu dugc cat trong tii, cho ma nguwoi ta khong nhin thay, cho nén khach hang
chi dong y trd thém chwa dén gap doi tién dau tw ma thoi; mac du co hdi lay
may vi tinh xach tay ra cling co, nhwng tan suat lai cwe thdp cho nén khach
hang chi dong y tra thém nhiéu nhat muwdi may %; con vé chiéc mdy vi tinh
dé ban st dung & nha hoan toan thudc hang lwa chon i tinh ctia khach hang,
néu nhv thuong hiéu tét va cau hinh khong té, dwong nhién khach hang cling
sé lwa chon mot thwong hiéu tot c6 thé dién, nhwng néu nhw no lai cé gia tién
kha cao so vdi gia tri stt dung thi rat c6 thé khach hang sé bé qua né.

THU HAL CHO NGUQI KHAC THAY BE GIUP KHACH
HANG CO PUQC THE DIEN

Nhan thay Trung Quoc sap thanh thi truong tiéu thu cac mat hang xa xi
16n nhat thé gidi, trede khi tham nhap vao thi tredng Trung Quoc, thwong
hiéu tii x4ach sang trong hang dau trén thé gigi - Louis Vuitton, cling giong
nhw nhitng thwong hiéu cao cap khac, trong giai doan dau khong t6 chirc cac
hoat dong danh gia thi ciing la td chitc cac budi trinh dién thoi trang, tham chi
con dang cac muc quang cao 1én trén cac tap chi sang trong,... vdi hi vong
cac hoat dong mé duwong nay co thé gitp thu dwgce hiéu suat ban hang tot.

Tuy nhién, mdc du cong ty Louis Vuitton da dau tu rat 16n vao hoat dong
quang cdo, dong thai cling dau tw cure 16n vé ca nhan luc 1an co sé vat chat
trong cac ctta hang ban cac sdn pham sang trong 16n, nhung doanh sé ban
hang lai khong twrong xitng v4i no lwe bo ra chut nao, kém xa so véi ki vong
ctia cong ty. So liéu thong ké ctia cong ty da cho thay, hiéu sudt ban hang cua
ho so v&i cac thwong hiéu san pham sang trong ctung loai khac chénh 1éch
khoang 10 lan.

Trudc thyce té day tan khoc nhu vay, cong ty Louis Vuitton da nhd mot to
chitc tr van trong nudc, ton thoi gian mat mot thang dé tién hanh cudc khao
sat thi truong. Va cudc khao séat co gia tri dén mdy tram van té nay cudi cung
cling cho ra mot y kién vo cung don gidn dé c6 thé cai thién tinh hinh, do6
chinh la thay doi thiét ké mat ngoai cua tai xach, lam cho logo ctia cong ty noi
bat hon mot chuit.

Luc nay, cac nha quan 1i cap cao ctia cong ty Louis Vuitton méi v& 1€ van
dé cua ho & cho nao. Thi ra, la mot thwwong hiéu san pham cao cap dén tir chau
Au, ban chat y nghia van hoa cac san pham cuia thwong hiéu nay nam & sy ché
tac cap cao, c6 lich str 1au doi, ...

Y nghia van héa nhw vay dwong nhién dé hiéu, nhwng né ciing tao ra mot
van dé nghiém trong. Chinh 1a, dwa theo nén tang van hda tiém an dy nén logo
trén tii xach ctia Louis Vuitton thwong dwoc st dung chat liéu t6i mau, hon
nita kich thwéc cua logo ciling rat nhé, néu nhuw nguwdi tieu dung khong xem
xét ki thi co ban khong thé nao nhin thdy dugc logo trén tii xach.

Do6i vi nhitng nguoi tiéu dung chau Au, thiét ké nhw vay rat phu hop véi
théi quen vdn hda cua ho. Nhung doi v6i nguwdi tieu dung Trung Qudc, ho da
ton dén may ngan té, tham chi la may van nhan dan té dé mua mot chiéc tai
xach, ma lai khong thé khién nhitng ngudi khac thdy duwgce rang ho dang st
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dung mot moén do sang trong cao cap, diéu nay that khién ngudi ta phai that
vong.

Sau khi nhan dwoc bao cao khao sat nay, cong ty Louis Vuitton da can cw
theo nhu cau cua ngudi tiéu dung Trung Qudc, tao ra méot loat cadc sdn pham
tii xach c6 in rd logo trén mat tui.

Sau khi san pham méi dugc trirng bay, ki tich da xuat hién ngay 1ap tic,
loat tii xach c6 in logo nhanh chéng dat dugc hiéu qua kinh doanh phi
thuwong. Va cung trong mot ctra hang, cung dugc stt dung bai mot loai da bo
that, nhung chi c6 nhitng san pham tdi xach in biéu twgng khong may ro rang
cta Louis Vuitton m&i khong c6 ai them ngé ngang t6i ma thoi.

Chi vi bé ngoai tti xach déu cé in logo ma kiéu tii xach nay da lap dugc
mot ki tich vé doanh s6 ban hang. Li do la b&i né da truyén tai day da dwoc
tin hiéu rang khach hang st dung san pham la mot ngwdi cé dang cap, chiéc
tui nay da co6 thé mang dén “thé dién” cho chu nhan cda né.

T vi du nay, chac han cac nhan vién ban hang da c6 thé nghiém ra mot
thure té rang, néu san pham ma ban ban 1a loai san pham c6 thé mang dén thé
dién, ban nhat dinh phai nghi cach dé cho khach hang cam thady rang san
pham ma ho dung rat c6 thé dién, gio day diéu nay vo cung quan trong.

THU BA, LOI DUNG AP LUC VE THE DIEN BE KHIEN
KHACH HANG PHAI THUC HIEN HANH VI NHAT BDINH
NAO PO

O phan trwdc, toi da chia sé véi moi ngwoi ve viéc st dung “phuong phap
ép buodc giao dich” trong Iinh vyc dao tao. Co nghia la giang vien mai hoc
vién lén trudc buc giang, vi trtdc doé cac hoc vien nay da noi “san sang nghe
thay giang ca hai ngay”, sau do cac trg giang sé dwa mau dang ki dén, yéu cau
cac hoc vién dat coc ngay, tir do6 tang ti 1é dong y 1én gap doi.

biém mau chét ¢ day chinh 1a, vi cac hoc vién da dwa ra mot hita hen
trwdc do, bay gio ho lai dang ding trén buc gidng, phai d6i mat vdi anh mat
ctia mdy tram ngwoi phia dwdi, cho du ho c6 khong mudn thi cling khong thé
néi rang trong nguwdi minh hién gio ngay cad may tram té cting khong co, cho
nén khong con cach nao khac la phai dat coc luon!

Cho du c6 hoc vién néi rang trén ngudi ho lic nay “ngau nhién khong
mang theo tién” thi nhitng gidng vién giau kinh nghiém sé noi tiép: “Khong
sao, @ day chung t6i cling c6 may quet thé tin dung, ndp hoc phi bang tién mat
hodc bdng thé déu duwgc.” Néu ban la hoc vién do, sao c6 thé noi rang ngay ca
thé ngan hang minh ciing khong co dwogc, d6i mat véi anh mét moi ngwoi, ban
biét gidu mat vao dau?

Ciing phdi nhac lai m6t lan nita, mac du t6i cling la ngwoi lam viéc trong
nganh dao tao, nhung t6i khong dong y véi “phuong thivc ép budc giao dich”
nay, bdi vi n6 sé tao ra sy bat binh rat 16n déi véi nhitng ngudi trong cudc.
Nhung chung ta cang to ra téc gian vdi cach lam nhuw vay thi lai cang to ro
mot diéu rang, dudi ap luc phai gitt thé dién cda ban than, moi ngudi déu cé
thé thda hiép.
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Xin chia sé v@i doc gia vi du sau:

bong ho deo tay 1a mot loai san pham c6 hé so thé dién rat cao. Vé mat li
thuyét, muon dé mat t6i cac loai dong ho cao cdp thi trwde tién ching ta phai
c6 tiém lyc kinh t€ manh mé. Trong khi ay, mot s6 nhan vién ban hang lai ap
dung cac tha phap ban hang rat vo dao dirc dé co thé 1ay duwgc giao dich tir
nhitng khach hang von khong c6 du diéu kién kinh té.

Gia st hom nay khach hang dén trung tdm mua sam dé chon mua mot
chiéc dong ho deo tay. Sau khi di xem xét mot vong roi thi ding lai tredc ctira
gian hang cia mot thwong hiéu. Béi vi sau khi khach hang vira buéc vao cira,
nhan vién ban hang da quan sat moi hanh déng ctia khach hang nén da c6 thé
dai khai doan dwgc dy tinh ctaa khach hang roi, cling biét dong ho deo tay nay
da nam ngoai kha nang cua khach hang, nhirng ho van muén nghi cach dé
khach hang du c6 can rang chiu duwng cling phai mua chiéc dong ho nay.

Khi khéach dang ngé nghiéng cac san pham dong ho, mot nhan vién ban
hang di tdi, anh ta mim cuwdi, nhwng thyc té lai khién khach hang cdm thay
anh ta kha ho hitng, néi: “Chiéc dong ho deo tay nay c6 gia 3.500 té, san
pham cta hang X, anh c6 muén xem qua chit khong?”

Giong diéu ctia nhan vién ban hang khién khach hang cam thay méch
long, mac du ngoai mat nhan vién ban hang nay van mang cai dang vé twoi
cwoi, nhing ma tr giong diéu c6 thé thay anh ta dang coi thwong minh, day la
mot su si nhuc khong thé chap nhan dwgc. Trong long khach hang c6 thé sé
nghi: “Tuy hoi dat chit, nhung xem thi xem, sg gi chii?”

Nhan vién ban hang deo chiéc gang tay mau trang vao, sau d6 can than
dwa tay lay chiéc dong ho ra (dong tac nay dé chitng minh chiéc dong ho nay
thudc hang cao cap), nhung khi dat chiéc dong ho 1én mat quay hang roi, anh
ta lai n6i: “Anh c¥ xem di, xin 16i, t6i di nhan dién thoai trwdc dd.” Sau do,
anh ta tién thé goi véi sang, noi voi mot nhan vién ban hang & quay bén canh:
“Phong, cdu sang day dé y chut di, t& pha1 di nhan dién thoai. A, quén mat,
khach xem xong thi cau nhé cat dong ho deo tay lai nhé.”

Néu ban la khach hang, e 1a Iic nay ban da kha tirc gian r6i. Pang c6
khach hang ma nhéan vién ban hang lai ct thé chay di nghe dién thoai, con
nhac nhé nguwoi khac phai cat dong ho di, ro rang 1a dang coi thwdng minh
day ma.

Luc nay, mot nhan V1en ban hang khac xuat hién, thai do cta anh ta hoan
toan khac, tham chi con ngau nhién” tim cho khach hang mot chiéc dong ho
deo tay chi dat hon du tinh cua khach hang mot chit ma thai. ..

Moi chuyén tiép theo kha dé hiéu, khach hang sé can rang dé gianh lai thé
dién cho minh.

Tat nhién, trong tinh hu6ng trén, xem xét dén yéu t6 dao ditc, ching ta
khong thé dong tinh v6i tha phap cia nhan vién ban hang. Vi vay can luu y
dung cach gia tang ap luyc vé mat thé dién dé khién khach hang thyc hién hanh
d6ng mua hang phai ding mitc va phit hgp véi cac chuan myc dao dirc.

Chang han nhw cac cau vi du duwéi day:

“Anh Ngo, di 0 t6 1a dé cho nguoi ta ngam, mua thwong hiéu 6 t6 cla
chiing t0i, luc di lai cling rat c6 thé dién, anh thdy ding khong a?”
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“Thay Li, anh thuwong phai di gidng day & cac tinh, néu dung may vi tinh
xach tay X, cac hoc vién nhin thay sé cdm thay anh rat sanh diéu day!”

“V6i dan 0ng ma noi, dong ho deo tay chinh la vat twgng trung cho than
phan va dia vi cua anh, deo dong ho thach anh sé cam thay chang con gi phai
ho then cd, anh thay t6i ndi nhw vay c6 ding khong?”
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CHUONG 12

“THUAT NAM NU”

CHIEN LUOC TAM Li LOI DUNG MOT CACH
HOP LI BAN NANG CUA CON NGUOI

Vi vai tro 1a tac gia cudn sach, ldc hinh thanh y twéng cia chwong nay,
t0i da phai ti nghién ngam thém mot 1an nita, can nhac di can nhac lai, ciing
phai tay x6a nhiéu lan. Mot phan nguyén nhan la béi t6i thuc sw tin rang li
thuyét ctia chwong nay c6 anh hwéng rat 16n dén hiéu qua ban hang, néu nhw
n6 lai khong dwoc thao luan trong mot cuén sach vé tam li ban hang thi ding
la chang con gi dé noi.

Nhung mat khac, mot cuoén sach day nam bat tam li khach hang lai trién
khai kham pha nhitng méi quan hé nam ni* nhw vay, rat cé thé sé khién doc
gia hiéu lam. Pac biét 1a néu moi nguwdi cho rang chwong nay con lién quan
dén cac van dé dao ditc nita thi lai cang khé ma bién giai hon.

Bdi vay nén & day, trudc tién toi xin dugce trinh trong tuyén bo rang: tat ca
ndi dung ma chwong nay chia sé déu dugc dwra trén nhitng nén tang co cau
dao dac hop 1i.

La mot hoc gia c6 uy tin trong gidi tam li hoc, li thuyét vé ban nang tinh
duc cta con nguwdi ma Freud(1) dwa ra da cé anh hudng rat 16n dén nhieu thé
hé. Quan diém c6t 16i cua li thuyét nay 1a hau hét cac hanh dong ctia con
nguoi déu dua vao cac ban nang gidi tinh dé ma sinh s6i ndy no. Chang han
nhv viéc nam gidi thich khoe than thé cwong trang cia minh, chu yéu la dé
thu hit sy chu y ctia phai nit; viéc kiém dwgc nhiéu tién bac cua cai hon la dé
chitng minh nang lwc cta ban than, gianh dugc nhiéu quyén kiém soat doi vdi
nguoi khac gigi hon,...

Tat nhién, 1i thuyét vé ban nang tinh duc ctia con ngudi nay cua Freud van
con nhiéu cach li gidi khac nhau, ¢ day ching ta khong di sau nghién ctru.

Tém lai, viéc khao khat theo dudi nguei khac phai luon la mot trong
nhitng ban nang vi dai nhat cia con nguoi. Pé cé dugc sy ton trong cua
nguoi khac phai, hoac la dé cé thé chitng minh ban than minh cé swrc hat
hon so voi nhitng nguoi cting gidi khac, khi chim dam trong loai duc
vong ban nang nay, khach hang sé lam ra mot s6 hanh vi nao do, va day
chinh la nhitng gi ma chwong “Thuat Nam nit” muodn chia sé.

THU NHAT, BAN CHO NGUOI KHAC PHAI SE DAT BUQC
HIEU QUA BAN HANG CAO HON

Néu dé tam quan sat, cac ban sé thay, khi chiing ta dén siéu thi mua mi
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pham, gan nhu tat ca cac nhan vién ban hang déu la nit; con néu ta dén trung
tam dién tir mua mot gian loa phat thanh cao cdp, gan nhu tat ca cac nhan vién
ban hang déu la nam.

Nguyén nhan la béi vi mi pham la do6 dung chuyén dung cho chi em phu
ntt, chi c6 phu ni*t méi c6 thé hiéu ro vé nhitng san pham chuyén dung cho
phu nit va méi c6 thé dwa ra cho khach hang mot 161 khuyén hgp li. Hay néi
cach khac, nhitng san pham nhw mi pham, do 16t, bang vé sinh,... nhan vién
phu trach ban hang hau hét 1a phu nt.

Twong tw nhw vay, dan loa am thanh la mot loai san pham cue ki chuyén
nghiép, trong hau hét cac trudng hop, san pham nay déu do nam gidi chuyén
phu trach ban hang. Khi khach hang dén trung tdm mua sam, mong mudén c6
dwgc mot s ti van chuyén nghiép, thi cac nhan vién ban hang nam sé dée
dang 1ay dwoc su tin nhiém cua khach hang hon.

Tuy nhién, cac san pham gidi thiéu trong cac vi du trén cé dac trung vé
gigi tinh qua r6 rang. Trong hau hét cac truong hgp, néu san pham la loai ma
ca nam gidgi lan nir gigi déu co thé phu trach ban hang dwoc thi trong treong
hop nay, nhan vién ban hang cung gidi hay khac gidi voi khach hang sé mang
dén hiéu qua t6t hon?

Xin lay mot vi du:

Trwdc day toi da trd thanh thanh vien cua mot cau lac bo ¢6 tén la Cau lac
bo thwgng lwu X. Tat nhién, dé co thé trd thanh thanh vién cta cau lac bo nay,
ban can phai trd mot khodan phi la 980 nhan dan té mot nam. Vay t6i da dua ra
quyét dinh vé viéc nay nhu thé nao?

Moi chuyén bat dau ttr mot budi chiéu, khi t6i tham gia budi hoi thao cta
mot cong ty dao tao. Béi vi dén kha sém cho nén t6i da ngoi trén chiéc ghé
ngoai sanh hut thudc giét thoi gian. Piang Iic nay, mot c6 gai cé guwong mat
kha dep dén bén canh t6i, mim cwdi néi vdi toi: “Chao anh, toi co thé nho anh
giup mot viec khong?”

T6i nhanh chéng dap tat diéu thudc trong tay (day la mot cach t6i thé hién
phong do ctia minh), noi: “Pwong nhién la c6 thé!” (Binh thudng, toi sé hoi
tredc xem doi phuwong cé chuyén gi, nhung chang con nghi ngd gi nita, lic
nay vi muon thé hién duwgc gia tri dan 6ng ctia minh, t6i da quén béng tha tuc
nay).

Co0 gai kia néi, c6 la nhan vién phuc vu ctia cong ty t6 chitc hoi thao nay.
V&i mong mudn c6 thé cung cap cho khach hang chét lwgng dich vu tét hon,
nén co6 &y muén tham khéo y kién ctia t6i vé mdt so van dé. Buwong nhién 1a
toi vui vé dong y vGi yéu cau cta cb ay.

Co0 gai nay noi: “Anh la nguoi yéu hoc tap nhu vay, co6 phadi la anh thuong
tham gia cac chwong trinh dao tao twong ty dé c6 thé nang cao kha nang giao
tiép ctia minh khong?”

Khach quan ma néi, d6i v6i nhitng khoa giao tiép dwgc cac cong ty td
chitc twong tw thé nay, t6i cling khong thudong xuyén tham gia cho lam. N6i ra
thi lai bao la kiéu ngao, nhung t6i cam thay kha nang giao tiép cua minh du
khong qua gioi, nhung cling khong thé néi la t6i, chat lwgng ma cac cong ty t6
chitc cung cap co thé con khéng dat t6i yéu cau nang cao ki nang giao tiép
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cta t6i. Hom nay, néu khong phéi c6 mét nguwdi ban tdng cho tdm vé vao ctra
mién phi, cong thém viéc toi ciing nhan roi, thi t6i da khong dén day.

Nhung trede mdt phy ni, nhat la mot phu nit dep, dwong nhién t6i khong
thé néi nhw vay dugc, boi vi néu noi that thi dung la chang né mdt c6 gai nay
chut nao. La dan 0ng, bat ludn vi li do gi thi ciing khong thé lam nhw vay.
Tiép do, vi doi phrong da noi toi la mot nguwdi vo cung yéu hoc tap, duong
nhién 13 toi phai cyc ki dong y voi quan di€ém nay roi, néu nhw 1én tiéng pha
dinh diéu do, chac chan sé anh huéng dén hinh twgng rat ham hoc héi cua toi.

Toi cuoi ha ha, noi: “Thutc ra, t6i cling khong phai 1a nguoi tthh hoc hanh
cho lam, nhung néu c6 mot khéa hoc hay thi t6i van muon tham gia.”

Co6 géi nay tiép tuc hoi: “Vay ngoai trir khoa hoc giao tiép, binh thwong
anh con tham gia nhitng khda hoc nang cao nang lyc ban than nao nita a?”

T6i no6i: “Rat nhiéu, chang han nhw khoa hoc vé tdm li ban hang, cac
chwong trinh quan 1i cap cao t6i déu rat quan tam!”

Vi vay, 6 ay tiép tuc héi: “Moi thang anh sé tham gia khodng bao nhiéu
khoa hoc twong ty nhw vay a?”

To6i néi: “Binh thwong khoang hai Ian moi thang, cling c6 thé dén ba, bon
lan, cht yéu con phai xem khoéa hoc d6 cé phu hgp véi toi hay khong.”

Sau do6 c6 ay héi t6i: “Chi phi trung binh cho mo6i khéa hoc 1a bao nhiéu
a?”

Duya trén kinh nghiém ctia riéng minh, t6i néi cho c6 &y mot mitc gia
chung trén thi truong.

Co ay lai hoi tiép: “Vang, thuce ra thi day cling la mitc gia chung trén thi
treeong. Phai roi, khi tham dw khoéa hoc, anh thwong dwoc wu dai bao nhiéu %
a?”

Toi ra vé ti€c nuoi, no6i: “Toi déu phdi mua ding gia!” Sau do, tdi cwdi noi:
“C0 a, co phai co co6 thé giam gia cho toi khong?”

Co6 gdi nay noi: “Vang! Nhu nhitng gi anh vira néi, néu nhuw anh tham gia
vao Cau lac bo thwgng Ivu X va dwge cong ty chiing t6i dé xuat, sau nay khi
tham gia vao hau hét cac khéa hoc anh vira n6i ban nay, anh sé dwgc huwéng
muc phi vu dai.”

Cuobi cung, co dy nhin t6i, nghiém tiic noi: “Nguoi c6 dam mé hoc tap nhuw
anh, nhat dinh sé khéng bé qua co hdi tot nay, ding khong a?”

T6i phai can rang nén noi dau trong long ma “hao phong” néi: “Pwong
nhién roi!”

Quan sat lai toan b qua trinh ban hang, nhan vién ban hang da khién toi
dwa ra mot 101 hita, khién t6i ty minh thtra nhan la ngwdi yéu thich hoc tap,
thwong xuyén tham gia cac khoa hoc dao tao, hon nita con mong muén dwoc
hwéng mirc gia wu dai, ma that tring hgp, nhan vién ban hang lai c6 thé giip
t6i nhan dugc mitc phi wu dai. B&i vay, cudi cung, tredc mat c6 gai nay, toi
dwong nhién phéi chitng minh rang minh la ngwoi dan 6ng dang tin cady ma
thuc hién hanh dong mua hang.

Twr vi du trén, ching ta c6 thé phat hién ra rang, trong truong hop co thé,
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néu nhu chiing ta dung nhan vién ban hang nam dén lién hé vdi khach hang
ntt, hodc dung nhan vién ban hang nit dén lién hé v&i khach hang nam thi sé
c6 thé dat dugc hiéu qua ban hang tot hon.

Lay thém mot vi du khac nita. Luic t6i dang lam cong tac dao tao ndi bd
cho mot cong ty kinh doanh dién gia dung, t6i c6 dwa ra mot goi y cho nguoi
quan li phong ban hang ctia céng ty dé: Néu trong cac gian hang ¢ siéu thi
déu phai bo tri hai nhan vién ban hang, vay thi to6t nhat la phoi hgp ca nam lan
nit. Mot mat vi nam nit phoi hgp sé khién cong viéc dé dang hon, nhan vién
ban hang nam s€ vi cam giac trach nhiém ban nang ciia minh ma dam nhiém
phan cong viéc nang nhoc, chang han nhw xudng kho 1ay hang, di chuyén
hang hoéa,... Con nhan vién ban hang nit sé ddm nhiém nhitng cong viéc nhe
nhang nhung nham chan nhuv don dep gian hang, phan loai danh sach khach
hang dang ki, theo doi dich vu giao hang,...

Mot nguyén nhan khac quan trong hon 14, lic c6 khach hang tGi, néu la
khach hang nir thi nhan vién ban hang nam sé phu trach don tiép; néu la
khach hang nam thi nhan vién ban hang ni* sé phu trach don tiép. Ci thé, chi
can mot sv diéu chinh nho nhoé thoi nhung cling da c6 thé nang cao ro rét hiéu
qua ban hang.

THU HAL LAM THE NAO BE TANG SUC HAP DAN CUA
BAN THAN

Co6 cau no6i thé nay: “Chi dya vao vé ngoai ma danh gia con ngudi, cling
giong nhw dung dau ma do nwdc bién”, nghia la chiing ta khong thé dwa vao
vé ngoai cia mot nguwoi ma phan doan noi tam bén trong cua ho, nhung lieu
si that c6 dung nhu vay khong?

Theo mdt bao cao diéu tra, dién mao bén ngoai va mic thu nhap cta con
nguwoi c6 mot mai lién hé ro rang.

Ban bao cdo nay chi ro, khi tién hanh so sanh thu nhap cia nhitng nguoi
c6 ngoai hinh vugt troi véi nhitng nguwdi ¢6 ngoai hinh binh thwdong, néu lay
thu nhap ctia nhitng ngwdi c6 ngoai hinh binh thuong lam chuan muc, thi
nhitng nguoi c6 ngoai hinh kém hon mic trung binh moét chut sé c6 thu nhap
thap hon mitc trung binh khodng 5%; nguoc lai, nhitng ngudi c6 ngoai hinh
vuot troi lai c6 thu nhap cao hon mitc trung binh dén 9%. Néi cach khac, néu
chung ta 1y 1,09 trir di 0,95 sau do lai chia cho 0,95 thi sé cho ra dwgc mot
két luan rang, nhitng nguwdi c6 ngoai hinh xuat ching sé cé thu nhap cao hon
so vOi nhitng nguoi c6 ngoai hinh binh thuwong tGi 15%.

Nhwng ngoai hinh ctia con ngwdi hau hét do cac yéu td6 bam sinh quyét
dinh, dé la mo6n qua cha me ban tang cho chuing ta, chung ta khong nen tuy
tién thay do6i né. Bdi vay cho nén, & day ching ta sé dung dén hai chi “stic
hit” dé thay thé cho hai chi? “ngoai hinh”, ma gia tri ctia sitc hit va ngoai
hinh vén khong phai 1a mét dang thic.

Hai mat lam nén sitc hit ctia mét con ngwoi 1a ngoai hinh bén ngoai va toé
chat bén trong, do day la m6t cudn sach vé ban hang, cho nén diéu nay khong
phai la trong diém ma ching ta can thao luan. Bagi vay & day, toi chi xin chia
sé ngan gon dé doc gia c6 hiéu biét nhat dinh ma thoi.
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1. Tang cwong s quyét rii bén ngoai

Strc hit bén ngoai chu yéu dén tr cam gidc cua ngwoi khac khi lan dau
nhin thay ching ta. Ching ta cé thé cai thién vé bé ngoai cua ban than tr cac
khia canh sau:

Thi? nhdt, trang diém tinh té

Mac du ngoai hinh la bam sinh, nhung néu nam vitng nhitng meo trang
diém tuyét vai thi van c6 thé tao ra dwgc nhitng bién doi than ki. Pwong
nhién, vé cha dé nay thi t6i tin rang, phan 16n cac ban doc & day, nhat la cac
ban nif sé cang c6 tu cach ban luan hon t6i.

Thit hai, quan do phdi tuom tdt

Viéc chon lwa quan 4o va cach an mac can phai phu hgp titng nganh nghé
va tuy thudc vao tirng tinh huéng cu the.

2. Tang cwong sitc hut bén trong

Strc hut bén trong chinh la vé dep tiém an, 1a tw twdng, tdm tw tinh cam,
tinh cach va nhitng khia canh khac dwgc biéu hién nhw nhitng pham chat von
c6 bén trong moi con ngwoi. B6i véi mot nhan vién ban hang, sitc hiit bén
trong chu yéu phu thudc vao hai khia canh sau:

Thit nhdt, dao dirc ctia nhdn vién bdn hang

Dao dtc thé hién ¢ nhitng diém nhu: Lé phep, trung thyrc, no6i nang lich s,

. Sau mot khoang thoi gian- t1ep xuc ngan ngui, trong tam tri khach hang da
c6 thé hinh thanh an twgng vé viéc nhan vién ban hang c6 phai la nguoi cé
“chiéu sau” hay khong. Va mot khi an twgng nay da dwgc hinh thanh réi thi sé
rat kho c6 thé stra doi. Diéu nay ciing giong nhw viéc ban da tirng that tin mot
lan thi sé rat kho 1ay lai sy tin nhiém cua doi phwong vay.

Thi? hai, bat nguon tir su’ chuyén nghiép cua nhdn vién bdn hang

Du sao thi mdi quan hé ciia nhan vién ban hang va khach hang suy cho
cling van 1a tir san pham. Viéc ban c6 hiéu rd vé san phdm ctia minh hay
khong, ban c6 thé phan doan mot cach r6 rang dwgc xu hudng nganh nghé cua
minh hay khong, ban c6 thé phan doan chinh xac nhitng van dé ma khach
hang ctia ban c6 thé gap phai hay khong,... Tat cd nhitng diéu nay cling sé
anh hvong dén an twong ma khach hang danh cho ban.

THU BA, KIEM SOAT MOT CACH HOP Li GIA TRI SUC HUT
PE CO THE DAT DUQC LOI i(CH TOT NHAT

Cho du chung ta c6 la mot nhan vién ban hang cyc ki ¢6 stc hut di chang
nita, thi liéu c6 phai trong bét ki hoan cédnh nao chiing ta ciing ctt pho bay cai
sttc hit nay ra? Hay 1a ching ta cdn ndm vitng mat tiéu chuan dé biét dugc
trong hoan canh nao thi nén thé hién ra loai sttc hit nao?

Cau tra 1oi da rat hién nhién roi, ching ta sé bat dau tr hai géc do véi
nguwoi cung gidi va khac gigi dé minh hoa cho ro6 rang:

1. Cach lam viéc véi khach hang cung giéi
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Trong truong hgp nhan vién ban hang va khach hang 1a nhitng ngudi cung
gioi, chang han nhw mgt nhan vién ban hang nit di gap mot khach hang ntt,
néu ban lai an méac cyc ki dep, nhin qua da cuc ki quyén rii, vay thi diéu gi sé
xay ra?

Sv quyén rii qua manh, tham chi con viegt xa su quyén rii cia khach hang
chwa chac da tao ra phan tng t6t. Ngwoc lai, néu sitc hut cta ban chi twong
dwong véi khach hang, tham chi 1a con thap hon khach hang mot chait, c6 khi
lai khién cho khach hang c6 cdm nhan t6t vé ban hon.

Bdi vay, doi vai truong hop nhan vién ban hang va khach hang la nhitng
nguoi cung gidi, viéc ban can phai lam la kiém soat sitc hiit ctia minh, nhat la
su quyén ri tir bén ngoai. Sttc hiit qua manh mé sé khién cho khach hang
ghen ghét, nhung qua thap lai khién khach hang cho rang ban khéng cuing
dang cdp véi ho. Sttc hit ngang bang hoac thap hon khach hang mot chiut méi
la biéu hién phu hgp nhat.

Tham chi ban cé thé té ra yéu thé hon, vi du nhw nhan vién ban hang ni
c6 xin hoc hoi nhitng ki nang bdo dudng sac dep ctia khach hang, hay nhan
vién ban hang nam c6 thé nho khach hang chi bao thém vé mot s6 van dée
chuyén mon ma ho biét rd. Nhitng viéc nay sé khién khach hang cam thay sitc
hat caa ho 16n hon ban, cit thé chap nhan ban.

2. Cach lam viéc véi nhirng khach hang khac giéi

Hay ty héi ban than minh mot chut, khi chiing ta mu6én mua mot san pham
nao do, véi diéu kién tién quyét la chat lwgng san pham va chat lwgng phuc vu
déu giong nhau, phai chang nhan vién ban hang co sitc hit kia van luon dé
dang chiém dwgc s ing ho cua ching ta hon?

Cho nén, cau tra 16i vo cung don gian, chinh la hay c6 gang thé hién su thu
hut cia minh. Duong nhién, sy thu hut ¢ day khong c6 nghia la dan mac diém
dua, trang diém loe loet, trong khi ndi tam lai rong tuéch.

Dac biét, doi ngli nhan vién ban hang nit cang can phai gitt duwgc phong
thai dinh dac cua minh treéc mat cac khach hang khac phai. Mot phong thai
khong duogc vitng vang sé khién khach hang coi thuwong ban, lam mat hét nét
dep bén trong, cudi cung la mat nhiéu hon duoc.

3. Cach xit li khi cé nhiéu khach hang

Buong nhién cling c6 tinh huéng khach hang khong di mot minh ma c6
dén may nguoi cung di v4i nhau, trong dé c6 ca hai loai khach hang nam va
na.

DP06i mdt v6i tinh huéng nay, viéc ma nhan vién ban hang can phai lam
chinh la hanh dong ding muc, thai do t6t, dong thdi cling khong dugce khién
cho nguoi kia cua khach hang sinh ra cadm giac oan gian.

Vi dy, mot cdp vo chong cung dén trung tdm mua sam tim mua may gidt.
May giat la loai san pham thwong do khach hang ni* chon mua, cho nén khach
hang ni* 1a doi twgng lién hé chinh cia ban. Nhung dong thdi ban ciing khong
dugc tho o vai khach hang nam.

No6i mot cach don gian, tredc mat khach hang cung gidi, hay thé hién tai
nang ¢ mac do vira phai, con doi véi khach hang khac gidi, hay luon bay to
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sy ton trong doi phuong.

https://thuviensach.vn



CHUONG 13

“THUAT HIEU THANG”

CHIEN LUOC TAM Li KHIEN KHACH HANG
GIANH CHIEN THANG, NHUNG LA “THANG”
PUOC bON DAT HANG

Thanh that ma néi, la mot giang vién dao tao ki nang ban hang, t6i da
luyén thanh mot théi quen mua hang nhat dinh phai dung gia thap nhat dé
mua dwge sdn pham wng y nhat. Nhung khong phai lic nao téi cting c6 thé tw
nhan la minh da dwa ra duoc quyét dinh sang suot.

May hom trudc, téi c6 giip vg mua dugc mot doi giay xang-dan gia 299
nhan dan té. Mac du gia nay khong cao, nhung trong hoan canh toi biét rd
rang minh hoan toan cé thé gianh dwgc lgi ich cao hon, t6i lai dwa ra mot
quyét dinh thiéu khon ngoan. Sau day toi xin chia sé kinh nghiém mua hang
do cuaa ban than.

Chuyeén la thé nay, hom dé t6i dwa vo di trung tdm mua sam, lang thang
thé nao lai dao dén trudc cira gian hang giay dép. Vo toi noi gio da la mua he
roi, tién thé vao xem xang-dan mot chut, dwong nhién la toi dong y.

Nhan vién ban hang thay c6 khach dén, nhanh chéng bwéc t6i chao: “Chao
mung quy khach, khong biét anh chi muén xem gi a?”

Vo t6i vira xem xang-dan vira tién thé néi: “Chung t6i chi ngam chut
thoi.”

“Day la kiéu dang thinh hanh nhat nam nay, hang vita mdi nhap hom
qua...” Nhan vién ban hang vtra gidi thiéu san pham vai vg toi, vira nhin toi,
thdy t6i ditng & d6é vGi vé nham chan, lién hoi toi: “Anh thich kiéu dang gi, toi
gidi thiéu cho anh mot doi!”

T6i phay tay: “Co ct gidi thiéu cho c6 dy la dugc r6i.”

Sau dé, vo téi chon dwgc mot kiéu co dy nghi la phu hgp, nhan vién ban
hang 1ap titc chon ti trong kho hang nho nho bén canh ra mot doi 6 ¢d vira
Vv0i vg toi cho ¢6 ay di thit, con khen nggi: “D6i nay dung la qua hgp vdi chi,
ddc biét la ¢ khi chat, dung la...”

Van dé la nhan vién ban hang ninh not mét ltic ma van khong thé thuyét
phuc dwoc vo t6i, bdi vi co dy nghi, mac du kiéu dang va ki thuat dong cua
doi giay nay rat kh4, nhung gia ca lai c6 vé hoi cao. Nhat la ¢ trung tam mua
sam nay thwong c6 gidm gia vao dip cudi tuan, hom nay mdi chi la thit Nam
nén khach hang sé khong dwgc giam gia chit nao, bdi vay co dy cam thay
luong ly.
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Nhén vién ban hang thay tinh hinh béat 6n, c6 thé sé mat di khach hang
nay. B&i vay, c6 ta lién chuyén huwéng muc tiéu tdn cong sang toi. Co dy néi
v0i toi: “Anh xem, ban géi anh thue sy rat thich doi giay nay, c6 phai anh sé
gilp c6 ay giai quyét tot hon khong?”

Toi cwdi no6i: “Ban gai gi! Vo chong gia ca roi day!”

Nhan vién ban hang “kinh ngac” néi: “That sao? To6i that sy khong nhan
ral”

Toi noi tieép: “Co a, c6 cw thuyét phuc v toi di. C6 mua hay khong la do
co ay tw quyét dinh!”

Sau d6, nhan vién ban hang lai n6i vdi ti: “Thi ra la thé, chuyén trong nha
anh la do vg anh quyét...”

Mac du c6 nhan vién ban hang nay néi diang, trong nha toi, t6i chi lo kiém
tién con viéc tiéu tien 1a do vo t01 ddm nhiém, nhung 1a mot nguoi dan 6ng,
nghe dugc nhitng 10i nay dung la chang de chiu gi.

Nhan vién ban hang tiép tuc noi vdi toi: “Toi cling hiéu tdm li vg chong
anh. Néu dé dén cudi tuan mdi mua thi sé giam dwoc khodng hai, ba muoi té.
Nhung vira nhin thay anh, t6i da cam thdy anh la ngudi vo cung yéu vg, con
twdng la dan 6ng anh s€...”

Nghe dén day, t6i lai cang cam thay kho chiu, chang phai chi c6 moi hai,
ba muoi té thoi sao, toi bén phay phay tay, néi véi vg: “Dirng dan do nita,
thich thi mua di!”

Nguoi ta van noi: “Ai ciing c6 long hiéu thang”, hiéu chién hiéu thang
la mot trong nhitng ban nang cia con nguwoi. Nhwng ciing chinh loai ban
nang nay da khién cho chiing ta mei khi bi kich thich, cit nong mau lén
ma lam ra nhitng hanh dong binh thwdng chang thé nao hinh dung ra
noi. Va day chinh la nhitng gi ma t6i muon chia sé trong chwong “Thuat
Hiéu thang” nay.

THU NHAT, LAM SAO BbE KiCH THICH TiNH HIEU THANG
CUA KHACH HANG

Kich thich tinh hiéu thang cta khach hang, n6i mot cach don gian la st
dung “phép khich twéng”. Vay phdi khich twdng nhu thé nao? Duégi day la
mot SO gai y:

1. Am chi viéc khach hang thua kém vé mét phuong dién nao dé

Tuc ngit n6i “Nhan tranh nhat khau khi, phat tranh nhat tru hwong”(1), viéc
so sanh gitta ngwdi voi nguoi la chuyén c6 lién quan dén thé dién, cho nén dé
dang kich thich tinh hiéu thang cua khach hang.

Vi du nhv nhitng cau dudi day:

“Anh Truong, t6i hi€u y anh roi. Anh méi di 1am chwa lau, ciing nén can
nhac nhiéu vé mdt kinh t€. Phién ban don gidn nay kha phu hop v6i anh, con
ban cao cap thi chd khi nao anh giong nhw nhitng khach hang khac, sy nghiép
vitng vang r6i méi suy nghi thém cling khong mudn, anh néi ding khong a?”
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“Giam doc Han, toi cé thé hiéu y ong thé nay khéng a? Béi vi cong ty cua
ong vira mdi tham nhap vao thi treong Trung Quoc cho nén vé phwong dién
t0 chirc dao tao cho cac nhan vién mdi, ong cam thay cit twong doi la dugc
roi, khong can thiét phdi dat dén hiéu qua dao tao chuyén sau giong hiéu qua
ma nhitng cong ty l6n nhw Hai Thien, cé ding khong a?”

“Ong Loan, mic du c6 vé nhu éng rat thich loai méi nay, nhung noi
chung, nhitng kiéu dang mdi déu danh cho nhitng nguoi tré trung. Néu ong
cam thay n6 qua thoi trang, ma minh lai khong dam theo du6i nhitng cai méi
mé, thi ong co thé xem qua may kiéu dang cli hon mot chut, biét dau no6 lai c6
thé phu hop vdi ong hon, 6ng nghi sao a?”

2. Am chi rang yéu cau cia khach hang dit ra 1a thap

“Tiéu chuan cao va yéu cau nghiém ngat” la nhitng ki vong cuda thay co
v&i ching ta khi con ng6i trén ghé nha treong. Viéc bi ai dé chi trich 1a nguoi
dai khai, “yéu cau vai ban than khong cao” co thé dan dén viéc ching ta vo
cung phan nd. Chang han nhw nhitng cau dwdi day:

“Theo yéu cau cta anh, t6i cdm thady gia ca cta loai nay kha phu hop véi
anh, gia caratre...”

“Co Lé, thue ra goi dich vu nay rat hgp vdi co, du sao thi yéu cau cta c6
cling khong cao lam, mua vé c6 thé diung dwoc la dwgc roi, con vé viéc dich
vu cham soc sau ban hang c6 t6t hay khong véi c6 cling chang sao ca, cé
diang khong a?”

3. Am chi kha ndng ciia khach hang con han ché

Noi chung, lic ai do chi ra rdng ndng lyc cta chung ta con han ché, chiing
ta cling sé phan bac “nhiét tinh”, chang han nhw nhitng cau sau:

“Thay Han, t6i c6 thé hoi mot chiat khong a? Coé phai anh khong thé quyét
dinh dwgc viéc nay, t6t nhat la tham khéo y kién cta thay Ngo, dé thay ay
quyét dinh thi t6t hon phai khong a?”

“Anh Trinh, néu anh cdm thdy loai nay vuwgt qua pham vi ndng lyc cta
minh thi chi bang anh thit xem qua mot so cac loai san pham cii, dung ciing
khong khac la bao, anh thay thé nao?”

THU HAIL CHU Y CHON LOC TU NGU BE TRANH GAY
PHAN CAM VOI KHACH HANG

Muon khach hang nay sinh long hiéu thang, dwong nhién chiing ta can
phai dung “phép khich twéng”. Nhung néu nhw ban khong thé nam bat “phép
khich twong” ¢ mic dé phu hop, cé thé sé khién khach hang thay phan cam,
cudi cung la x6i hong bong khong. Theo kinh nghiém cta t6i, chiing ta nhat
dinh phdi chti y mdy diém sau day:

1. Chi nham vao viéc can tién hanh khich twéng ma thoéi

Khéach hang cé thé khong hai long véi nhitng gi nhan vién ban hang néi,
hodc nhitng quan diém ma nhan vién ban hang bay to, ttr d6 nghi cach chitng
minh ban than minh. Nhwng nhan vién ban hang tuyét doi khong nén khién
khach hang ghét lay sang ca ban than minh. Bé&i vi néu khach hang khong
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thich ban, sau nay ho sé khong mua béat ctt sdn pham nao cta ban nita.

C6 mot tinh huéng thé nay, néu khach hang khéng thich ban, anh ta c6 thé
sé chitng minh ban than minh bang cach mua hang ttr tay doi tha canh tranh
cta ban, dé cho ban chait “bai hoc”. Cho nén, nhitng n6 lyc ma nhan vién ban
hang lam truwéc d6 chang khac nao viéc may 4o cuwdi cho nguwdi khac mac vay.

Chang han, khi muén kich thich kha nang mua con han ché ctuia khach
hang, nhan vién ban hang noi:

“Anh Tu, that ra anh dirng tham gia ré, du sao thi do ré cting khong phai la
do tot, mua noi ap suat dién van nén mua cda cac thwong hiéu 1on sé tot hon!”

Néu nhu ban 1a khach hang, khi nhan vién ban hang n6i “ban tham gia ré”,
nhat dinh trong long ban sé cam thay khé chiu.

Nguoc lai, néu nhan vién ban hang néi thé nay:

“Anh T, n6i 4p suat dién nay thuwe sy rat ré, chi c6 199 nhan dan té ma
thoi, con loai ctia nha san xuéat 16n bén canh nay lai c6 gia dén 249 nhan dan
té. Pwong nhién, s khac biét 16n nhat gitta hai loai, ngoai trir gia ca ra thi
chinh la sy ddm bdo an toan. Chac anh khéng cam thay 50 nhan dan té qua
quan trong, tham chi la quan trong hon ca sy an toan chit a?”

Cung bay t6 quan diém nhw nhau, cung hi vong khach hang sé tra thém 50
nhan dan té dé mua mon do dat hon mot chit, nhwng cach néi cua nhan vién
ban hang lai c6 thé khién khach hang tao ra nhitng phan tng khac nhau. O
treong hop thit nhat, khach hang dem nhitng bat man ctia minh nham thang
vao nhan vien ban hang, ¢ truong hgp thir hai khach hang da huéng mii nhon
vé muc tiéu la do an toan ctia san pham.

1. Khich twdng ciing can xem doi twgng

Phép khich twong la mot thu phap thwong duge dung trong ban hang,
nhung khong phai gdp khach hang nao ctling dung, chi c6 ap dung vdi nhitng
khach hang ham hw vinh, c6 tinh hiéu thang va long tu ai cao m&i c6 thé
mang lai hiéu qua.

N6i chung, nhitng ngudi tré tudi thuong dé bi khiéu khich ma lam ra
nhitng hanh dong boc dong hon la nhitng nguwdi ding tudi, day chinh la ban
chat cda nhitng ngwoi tré tudi; nhitng nguwoi c6 nhan thirc thap cling dé bi
khich twéng hon nhitng ngudi c6 nhan thic cao, bdi vi nguoi cang c6 nhan
thite thap thi cang khong thich thira nhan diéu nay; nguwoi thich thé dién cang
dé bi khich twéng hon ngudi chang quan tam gi dén thé dién ctia minh, badi vi
nhitng nguwoi nay ludn coi thé dién 1a mang séng cua minh, vi thé dién, ho
hoan toan c6 thé chi ra mot thang tién lwong chi dé mua mot déi giay da dep.

2. Duy tri thai do ty nhién

Khich twéng la mot thu phap thuwong dugc st dung trong ban hang nén
khach hang rat dé nhan ra. B&i vay, nhan vién ban hang can phai duy tri dugc
mot thai do that ty nhién, am tham khiéu khich long hiéu thang cta khach
hang, nhung lai khién cho khach hang khong thé phat hién ra dugc.
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CHUONG 14

“THUAT HUNG THU”

CHIEN LUOC TAM LI NHANH CHONG THU HUT
SU CHU Y CUA KHACH HANG

Trudc tién, xin dugc chia sé mot cau chuyén vui vé ban hang kinh dién
sau:

Mot nha xuat ban gan day c6 chuan bi cho ra mat mgt cuén sach méi.
Nhung muon xudt ban sach mdi, can phai c6 mot “manh khée” quang cao dé
thu hut sy chu y ctia doc gia. Bai vay, nha xudt ban ben giti cho Téng thong
mot ban thao, té y hi vong rang sau khi Tong thong doc xong roi, cé thé dwa
ra st mét danh gia cong bang.

Sau khi nhin dwgc cudn sach nay, vi lich sy cho nén trong thuw hoi am cua
minh, Tong thong da viét rang ndi dung sach rat sau sac, c6 thé thic tinh con
nguoi,...

Sau khi nhan dwoc thw héi am ctia Tong thong, nha xudt ban vui mirng
khon xiét, dung mot dong chit mau vang noi bat ma ghi chu trén trang bia
cuobn sach: “Sach Hay Khién Tong Thong Ciing Phai Thitc Tinh Tam Hoén”.

Pugc sy dé ctr ctia Tong thdng cho nén cudn sach vira mai xuat hién trén
thi truong da ban rat chay. Béi vi tat cd moi nguoi déu mudn biét cudn sach
c6 thé thire tinh ca Tong thong ay c6 y nghia sau sac thé nao.

“An quen bén mui”, dén khi xuat ban cudn sach mdi thit hai, nha xuat ban
kia lai tiép tuc dung thu doan cii. Ho ciing lai giti cho Tong thong mot ban
thdo sdch nhu trudc, 1an nita t6 y hi vong Tong thong sé duwa ra mot sy danh
gia cong bang.

Sau khi Tong thong nhan dwgc sach, tham nghi: “Lan tredc t6i dinh mot
v0 clia cac nguoi roi, 1an nay khong thé dé cho tiéu xdo nay tiép tuc thanh
cong lan nita.” BGi vay, trong thw hoi am Tong thong co viét rang hinh nhw
cau trac cta cudn sach hoi roi rac, khién ngwoi doc kho hiéu.

Sau khi nhdn dwgc thu h6i &m cia Tong thong, nha xudt ban van vui mirng
khon xiét, ngoai bia cudn sach van dung mot dong chit mau vang ndi bat ghi
chi rang: “Kiét Tac Khién Tong Thong Ciing Khong Thé Thau Hiéu”.

Sau khi cudn séch xuét hién trén thi trudng, cling dat dwgc hiéu qua ban
hang xuat sac, boi vi cong ching déu mudn biét cuon sach ma ngay ca Tong
théng doc cling khong hieu hét dugc rot cudc c6 ndi dung gi.

Vi kinh nghiém hai lan thanh cong truéc, khi chuan bi cho ra doi cuén
sach mdi thit ba, nha xuat ban ti€p tuc giti cho Tong thong mot ban thdo, lai
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lan nita hi vong sau khi Tong thong xem xong sé cho ra mot danh gia cong
bang.

Sau khi nhin dwgc cu6n sach thit ba, Tong thong nghi: “T6i da dinh hai v
ciia cac nguoi, lan nay khong thé dé cac nguwoi dac y nita.” Bgi vay trong thw
h6i am ctia Tong théng chi vén ven bon chit: Khéng dang danh gia.

Sau khi nhan dwgc thu hoi &m cta Tong thong, nha xudt ban lai van ct vui
mung khon xiét, ti€p tuc dung mot dong chit vang noi bat in 1én bia sach rang:
“Kiét Tac Khién Tong Thong Cling Khong Thé Banh Gia bugc”.

Sau khi cu6n sach méi dwge xuat hién trén thi treong, van dat dugc hiéu
qua ban hang xuat sac nhw cii. Bdi vi tat cd moi ngudi déu mudn xem cai
cubn sach ma ngay ca Tong thong cting khong thé danh gia duwgc ay rét cude
sau sac dén dau.

Cau chuyén trén trong mat cac ban c6 thé chi la chuyén hai hwéc, nhung
du sao hdy cung chu y dén ki xdo ban hang dugc st dung & day, tai sao mdy
cubn sach nay cé thé ban chay dén vay?

Cau trd 10i rat don gian, nha xuat ban no da thanh cong trong viéc kich
thich dvgc hitng thu cua doc gia, va nho sy dan dat cta hing thu, da kich
thich dwgc ham mu6n tim toi duwgc an sau trong long doc gia, chi vay ma thoi.

Hirng thu ciing 1a mét loai ban nang cua con ngudi, né dan dat chiing
ta kham pha nhirng thit ma chiang ta chwa biét r6, dé théa man sy to mo
cua chung ta. Noi cach khac, néu nhw nhan vién ban hang cé thé kich
thich dugc hitng thu cia khach hang, thi ciing cé nghia la cé thé khoi goi
“khau vi” cua khach hang, hwéng su chii y caa ho dén noi ma nhan vien
ban hang mong muodn. Va day chinh la nhitng gi dugc chia sé trong
chwong “Thuat Hirng thu” nay.

biéu quan trong la nhan vién ban hang phai lam thé nao dé c6 thé kich
thich dugc hing tha caa khach hang?

Néu ching ta mu6n kich thich dwgc hitng thi ctia khach hang thi trude
tién phai can nhac van deé: dé kich thich hitng tht cta con ngudi, phai chang
sé can ca mot qua trinh?

Dé gitip cho doc gia dé hiéu hon, & day xin dwa ra may vi du don gian:
Chang han bay gio toi n6i dén “Tai 6ng that ma”, c6 phdi ban sé nghi ngay
dén “Yén tri phi phic”(1) khong? Hay nhu bay gio t6i nhac téi “Duong lang
bd thién”, ban sé l1ap titc nghi dén “Hoang twdc tai hdu”(2) phai khong? Néu
bay gid toi dot nhién “vung mot ci ddm thang vao mat ban”, cé phai ban sé
“lap t¢c nham mat lai” hay khong? Trong cac vi du trén, “Tai 6ng that ma”,
“Puong lang b thién”, “vung cu dam thang vao mat” chinh la “diém kich
dong”, vi c6 “kich dong” nén mdi cé thé 1ap tic “khadi dong” duwgce nhitng
kinh nghiém va ki ttc an sau trong con nguoi ban. Béi thé nén trong dau ban
m&i lap tiic nghi dén hau qua la “Yén tri phi phic”, “Hoang twdc tai hau” va
“lap tttc nham mat lai”.

Noi cach khéc, néu nhw khong c6 “diém kich hoat” nay thi sé khong thé
tao ra dugc két qua la “khdi dong kinh nghiém” kia. Néu t6i khong nhac dén
“Téai ong that ma” thi bo ndo ctia ban ciling sé khong nghi dén “Yén tri phi
phuc”, t6i khong nhac ban “Dwong lang bo thién” thi b ndo cia ban cling
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khong nght t6i “Hoang twdc tai hau”, t6i khong dot nhién “vung mot ci dam
vé phia mat” ban thi ban cling sé khong c6 hanh dong “nham ngay mat lai”,
ban thtt nghi xem c6 ding vay khong?

No6i cach khac, mudn khach hang sinh ra sy to0 mo, diéu kién thiét yéu dau
tién chinh la nhan vién ban hang phai “kich dong” bd nao caa khach hang, dé
tir d6 kich thich dwgc hitng thd cta khach hang.

Vay thi, phai dung cach nao mdi cé thé “kich thich” dwgc ndo bo cia
khach hang day?

THU NHAT, LOI iCH LA MOT CHU BE VINH VIEN

Trong tét ca cac phuwong phap nham kich thich hitng thu cta khéch hang,
quyeén lgi vinh vién la mot phwong phap dang tin cay nhat.

Nhitng cau vi du duéi day chinh la minh ching t6t nhat:

“Néu c6 mot cau lac bo du lich c6 thé gitp anh tiét kiém dwgc téi hon
70% chi phi khach san va tiét kiém dwgc hon 60% chi phi vé may bay, hon
nita anh sé khong can dau tw thém bat cit mdt khodn nao khac nira, toi c6 thé
xin mot vai phut dé gigi thiéu ngan gon cho anh biét khong a?”

“Néu toi c6 thé gidi thiéu cho anh m6t phwong phap dam bao anh c6 thé
kiém dugc 1.000 nhan dan té tride thir Sdu tuan nay. Hon nita, phwong phap
nay da dugc hon 10.000 nguoi kiém nghiém, anh c6 thé danh cho t6i 5 phut
dé gitp anh hiéu rd vé phwong phap co thé nhanh chong gitp anh nang cao
chat lwgng cudc song ctia minh khong a?”

“Néu nhu c6 m6t phan mém c6 thé tang téc do sap chir 1én 40% so véi cac
phuong thitc truyén thong hon nita ti 1€ nhan dang chit chinh xé4c t6i hon
99,99% , anh c6 san long bé ra chut thoi gian dé tim hiéu ré hon vé n6é khong
a?’)

“Néu nhu t6i c6 thé chi cho anh mot phwong phap cé thé gitp cho b phan
cta anh tiét kiém duwgc hon 1 van nhan dan té tién chi phi van phong moi
thang, hon nita, phuong phap nay da dugc cong ty X, cong ty Y, cong ty Z
chitng minh 1a c6 hiéu qua (nhitng céng ty X, Y, Z & day co thé la tén nhitng
doanh nghiép 16n ma khach hang thuwdng nghe danh tiéng, hodc la doi thu
canh tranh ma khach hang quan tam), t6i co6 thé xin anh khoang 4, 5 phut dé
gidi thich r6 rang hon khong a?”.

THU HAI, CHAM DEN “NOI PAU” CUA BOI PHUONG

O phan trudc, toi da chia sé, gifta ndi dau va 1¢i ich, khach hang sé nhay
cam v@i noi dau hon. Bai vay, cham dén noi dau cling c6 thé 1a mot cach kich
thich dwgc hitng thi cia khach hang.

Vi du nhw nhitng cau néi sau day:

“Quan i Truong, hau hét cac nhan vién ban hang déu dwa vao danh ba
dién thoai, mang internet hodc bao chi dé tim cach lién lac vGi nhitng khach
hang tiém nang. Tuy nhién, théng qua nhitng phuwong thitc nay lai chi c6 thé
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tim kiém dugce s6 dién thoai cia quay 1€ tan hodc nhitng ngwoi khong lién
quan ma thoi, rat kho tim duwgc so dién thoai lién hé truc tiép v6i nhitng khach
hang quan trong. Diéu nay cé thé lam lang phi qua nhiéu thoi gian quy bau
ctia nhan vién ban hang, ttir d6 c6 thé khién cho hoat dong doanh nghiép tri tré
hon. Néu nhu t6i...”

“Giam doc Mach, bay gio c6 rat nhiéu cong ty thiét bi dién dung phwong
thirc nhan tin hodc goi dién thoai dé tién hanh dat hang, ma viéc nay lai doi
hoi phai c6 nguoi chuyén phu trach viéc dang ki va tinh toan, mot mat chi phi
sé rat cao, mat khac toc do cling rat cham. Thém vao do6 nita la phuwong phap
nay ciing gay ra nhiéu nham lan, khong dwgc chinh xac hoan toan, chuyén
nay c6 dang khong a?”

“Téng Giam doc Dwong, rat nhiéu khach hang phan anh véGi ching t6i
rang, hién nay ti 1é cac nhan vién ban hang trong nganh cong nghiép mang
nghi viéc rat cao, ¢6 luc c6 dén hon 40% s6 nhan vién maéi vi du loai nguyén
nhan khac nhau ma chi trong hai thang da nghi viéc ¢ cong ty. Va dieu nay da
khién cho cong ty bi day vao cai vong tuan hoan luan | quan cua viéc tuyén
dung roi dao tao, dao tao roi lai nghi viéc, nghi viéc roi lai phai tuyén dung.
Dbiéu nay da anh hwéng nghiém trong dén tinh than va hiéu sudt lam viéc ctia
nhom. Anh nghi c6 dang khong a?”

THU BA, KHIEN KHACH HANG POI MAT VOI NHUNG
VIEC BAT NGO

‘Néu hom nay c6 mot viéc khong thé gidi thich ndi xdy ra véi chiing ta,
chang han nhu c6 ngwdi dot nhién di tdi trrdc mat ban khoc toang 1én, ban sé
lam gi day? Chac chan chung ta sé hoi nguoi dé xem c6 chuyén gi xay ra.

Chua can quan tdm dén viéc sau d6 ban c6 hoi duwgc gi khong, it nhét co
mot chuyén cé thé khang dinh, dé la ban sé cam thay hitng thd v6i ngudi nay.

Tuong ty nhu vay, nhan vién ban hang c6 thé bét ngd mang lai cho khach
hang mot chuyen khong giai thich dugc, khach hang ciing sé sinh ra hitng tha
tirong twr. Con vé viéc sau khi khach hang hing tha roi thi gidi thich thé nao
lai 1a mot van dé khac, nhung it nhat thi ban cling c6 co hoi dé trao do6i véi
khach hang. Vi du:

“Thay Li, hom nay t6i chta dong goi tdi la dé noi tiéng cam on vai thay!
Cam on thay da ang hg!” (Mot nguwoi xa la dot nhién lai goi dién dén n6i cam
on minh, ching ta sé phan tng thé nao day?)

“Anh Ngo, A Cuong t6i v0 tinh lam mot viéc co 16i cho nén hém nay gom
hét can dam dé noi cau xin 16i vGi anh, rat mong anh rong luwgng bo qua cho,
dugce khong a?” (Xin 16i? Toi khong biét nguoi nay, anh ta noi 1oi lam gi?)

“Tong Gidm doc Truong, hém qua da xay ra mot viéc 16n, lam thay doi
toan bd co cdu von c6 cua nganh dao tao, anh nhat dinh phai nam chac co hoi
nay!” (Chuyén 16n gi ma lai c6 thé thay doi toan bd co cdu nganh dao tao co
chi?)

“Quaén li Chau, mdy hom trugc t6i c6 xem dugc mot phan gidy to clia cong
ty 6ng, chinh la bao cao tai chinh va thué nita dau nam, va phat hién trong do
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c6 mot s6 van dé nghiém trong!” (Sao mot ngudi la lai cé thé xem duwgc bao
cdo tai chinh va thué ctia cong ty minh? Anh ta phat hién van dé nghiém trong
gi?)

THU TU, CACH THE HIEN NHUNG Y TUONG MOI THAT
PHONG PHU

Nhiéu nam da qua nhuwng trong tam tri t6i van nhé nhw in phwong phap
ban hang ctia mot nguwoi ban chau.

Chuyén la thé nay, hom dé, t6i ra dwong thi thady mot nguwdi day cai chau
lan qua lan lai dwdi dat, gitta chau c6 mot chir “Da” rat to. Nguwdi nay vira day
chau vtra ho 16n: “Pa chau di! Pa chau di! Pa vd thudng 10 te!”

Chuyén nay that tha vi, hon nita dd mdy cai cling chang madt gi, cho nén
nhitng nguoi hiéu ki vay quanh d6 1dp tirc hudng ng, d6 x6 vao da cdi chau.
Cai chau bi da lan khap noi, nhung da thé nao cting khong bi vao.

Chung ta khong can quan tdm ngudi ban chau nay da ban dugc bao nhiéu
cai chau, nhung chac chan cach thitc ban hang thu vi nay nhat dinh da giup
anh ta kiém dugc nhiéu tién. Bagi 1€ chuyén cang mdi la thi moi nguwdi cang
cam thay hirng thd, d6 von la 18 thuong ¢ doi.

Lay thém mot vi du khac. Hom do, t6i cung gia dinh dén choi tai m6t cong
vién gidi tri, nhin thdy mét ngudi ban diéu dang tha diéu, diéu nay lap tiéc thu
hut sy chu y cua toi.

Toi tin rang chuing ta ai cling tirng c6 lan choi tha diéu. Nhung cach tha
diéu ctia ngwoi ban diéu nay lai rat khac biét. Diém khac biét chu yéu chinh la
& toc do, toc do tha diéu cua anh ta ¥ y nhw tén Itta vay, co lic thi bay cao
chét vét trén bau troi, thinh thoang lai lao thang xudng mat dat, cang nguy
hiém hon chinh la khi con diéu lao tit trén troi xudng dat, lic cé vé nhw chi
trong nhdy mat nita la cham dat r6i, khong hiéu bang cach nao, anh ta lai c6
thé lam cho n6 quay dau, 1ap tic vot 1én trdi cao, hon nita con diéu con phat
ra tiéng no vang ren.

bang chi y hon nita, tai noi treng bay diéu, nguwdi ban hang nay con treo
mot tam bién rat 16n, trén do viét: “Dirng ngai thit mot lan xem sao!”. Nhin
cach anh ta tha diéu, t6i 1ap titc trd nén hao hitng, xan tay do thit dén hai luwot.
Puong nhién két qua rat &m dam, con diéu cta toi roi xuong dat that vitng
vang!

‘Dgi dén luc do, ngwdi ban hang méi thong tha budc t6i, ti mi day ti lam
thé nao dé tha loai diéu nay. Puong nhién, sau khi t6i biét choi roi, cling tién
thé vac theo mot con diéu vé nha lu6n.
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CHUONG 15

“THUAT MAU THUAN”

CHIEN LUOC TAM Li cUOI CUNG KHIEN
KHACH HANG TU MINH THUYET PHUC CHINH
MINH

Tw mau thuan la mét cau chuyén ngu ngén c6 ma nhiéu ngudi trong ching
ta da quen thudc. Chuyén ké rang, & nwéc S& c6 mot ngwdi ban mau) va
thuan(2). M6t hom, 6ng ta mang nhitng chiéc mau chinh minh rén ra chg ban,
dwong dwong ty dac ndi: “Mau cua ta rat nhon, cé thé dam thing bat c vat
gl.” Vai hom sau, 6ng ta lai mang nhitng cai thuan di ban, néi rang: “Pay la
cdi thudn do ta lam, rét chdc chdn, khong khi gidi nao c6 thé dam thing.” C6
nguoi nghe thay vay bén chat van: “Néu dung mau cua ong dam thuan cta
ong, két qua sé thé nao?”. Ong ta khong tra 16i duoc.

Poc ciu chuyén nay, chung ta cdm thay that nyc cuoi, bdi vi trén doi nay
khong thé ton tai dong thai ca chiéc thuan chac chan nhat va chiéc mau sac
bén nhat dugc, bdi von khong cé gi 1a tuyét doi hoan hao.

Nhung néu suy nghi ki lai 1an nita, ban sé phai tw héi: Cé phai rat nhiéu
khi chiing ta ciing roi vao trang thai tw minh mau thuan nhw vay khong?

Moi khi t6i hoi chi em phu nit rang ho mong mudn gi nhat & nguwdi ban trai
ctia minh, t6i thwong gap phai nhitng cau tréa 10i dai loai thé nay: “T6i hi vong
anh dy c6 thé chitng chac trwdng thanh, c6 thé mang dén cho toi cam gidc an
toan. Dong thai, t01 cling hi vong anh ay ¢6 thé hai hwédc mat chit, khong
dwgc qua cing nhac vi nhu thé sé rat nham chan”;

“T6i hi vong anh ay biét cham lo cho gia dinh, c6 thé thwong xuyén ¢ bén
canh t6i. Pong thoi, toi cling hi vong anh ay c6 dwoc thanh tich cao trong
cong viéc, co duge thanh cong 16n trong sy nghiép ctia minh”;

“T6i hi vong anh ay la ngwoi rat 1ang man, t6t nhat la mang dén cam giac
hoi “hw hong” mét chut. Bong thdi t6i cling hi vong anh dy khong phai loai
that sw hw hong, cting khong phai loai tiéu nhan chi biét a dua ninh hot”;

“T6i hi vong anh dy s& nghe 10i t6i, chdng han nhu sé giao cho t6i x@ li
cac van de tai chinh. Dong thoi i cling muon anh 4y 1a mot nguoi quyét
doan, khong dwoc 1a ngwoi thay kho la lui, nhw vay khong giong dan ong chut

».,

nao”;

“T6i hi vong anh ay ga lang véi nhitng ngwdi phu nit khac, la ngwoi dan
ong quyén ri, lich 1am. Nhung t6i cling mong rang anh ay sé khéng qua than
thiét voi nhitng nguwdi phu nit khac, tot nhat la phai biét git khoang cach.”
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Céac ban doc gia than mén, sau khi doc hang loat cac yéu cau du loai vé
canh dan ong trén kia, ban c6 phat hién ra rang tit ca nhitng yéu cau do, ban
than ching déu rat mau thuan hay khong? Vi du nhw “chitng chac” va “hai
hu’dc” “biét cham lo cho gia dinh” va “quan tdm dén sw nghiép”, “nghe 15i”

a “quyét doan”,

Neéu lién hé sang Viéc ban hang thi chiing ta sé thay rang, that ra khach
hang cling y nhv phu ni¥, con nhan vién ban hang va san pham dwgc ban lai
chang khac nao canh dan 6ng. Khach hang sé luon luén dwa ra nhitng loai yéu
cau twong tu:

Khach hang luén cuc ki canh giac véi cac nhan vién ban hang. Ho coi
nhan vién ban hang 1a loai “dang sg¢”, tranh duwgc cang xa cang tot. Nhung néu
nhw nhan vién ban hang c6 thé cung cdp cho ho nhitng sw kich thich day hap
dan, khach hang sé lai bi thu hut;

Khéch hang lu6n hi vong rang nhitng san pham ma nhan vién ban hang
ban c6 thé giai quyét duwgc moi van dé cua ho. Mac du ho thtra biét rang thuat
hitu chuyén céng(3), khong cé bat cit loai san pham nao lai c6 thé giai quyét
dwgc tat ca cac van dé, nhung ho van cit yéu cau nhu vay;

Khach hang lu6n mong muén cé duwgc mot san pham c6 chat lwgng tuyét
voi, thwong hiéu hang nhat, dich vu t6i wu, nhung dong thoi ciling hi vong c6
duwgc mirc gia thap nhat trén thi trudng, tét nhat la con thap hon ca mitc gia
thap nhat 4y mdt chit nita.

Xem xét moi sy mong dgi dn sdu trong 1ong khach hang, ban sé phat hién
ra rang, tat ca nhitng yéu cau ctia khach hang dwgc dé cap dén & trén déu ty
mau thuan vdi nhau.

Diéu do 1a bgi khach hang cling giong chung ta, ludn ludn ty méu thudn,
nhung né mang dén cho ching ta mot 101 goi y T6m nhat: con nguoi la mot
loai dong vat ty mau thuin véi chinh minh. Néu nhv nhén vién ban hang
c6 thé khién khach hang tao ra mau thuan thi da cé thé khién cho khach
hang dung chinh “thuan” caa ho dé chong lai “mau” cuaa he. Diéu nay co
nghia 13, khong phai nhan vién ban hang thuyét phuc khach hang, ma la
chinh khach hang ty thuyét phuc minh. Va day ciing chinh la “Thuat
Mau thudn” ma chweng nay muén chia sé.

N6i cach khéc, theo dinh nghia “Thuat Mau thuan”, ching ta c6 thé dwa ra
két ludn quan trong nhat cua cudn sach nay, t0i sé goi no la mat ma cudi cung
dé thuyét phuc khach hang. Va & day, cling xin dac biét nhan manh thém mot
lan nita:

Néu ban mudn thuyét phuc khach hang, hi vong khach hang mang lai két
qua ma ban mong muon, thi can phai dung chinh nhitng yéu cau riéng cta
khach hang dé thuyét phuc khach hang. Diéu nay c6 nghia la khi yéu cau cua
khach hang trai ngwgc vai két qua ma ban mong mu6n, viéc ma ban can phéi
lam chinh Ia kich thich ndo bd caa khach hang sinh ra mét loai yéu cau tuong
tng khac, hon nita con phai tao ra sy mau thuan gitta hai loai yéu cau nay,
dong th&i dan dat phan thing 1gi trong cudc xung dot gitta hai yéu cau dy sao
cho phu hgp v6i 1gi ich caa ban.
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THU NHAT, LAM THE NAO BE KHIEN KHACH HANG TAO
RA MAU THUAN

N6i chung, dé khién khach khach hang tao ra mau thuan, chiing ta c6 mot
sO cach sau day:

1. Giai thich yéu cau cia khach hang thém lan nira

L4y mot vi du don gian. Khach hang mu6n mua mot chiéc may vi tinh
xach tay gia ré, nhung nhan vién ban hang lai mong mudén khach hang sé
chon mua mét chiéc may vi tinh xach tay gia cao hon mot chit, mot phan la
vi mdy vi tinh x4ach tay gia ré thwong c6 cau hinh hoi thap, khéng thé dap ttng
duwgc yéu cau cta khach hang; mat khac hién cong ty dang yéu cau day manh
viéc tieu thu may vi tinh xach tay gia cao, bdi vi 1gi nhuan kha hop Ii.

Cho nén, khi khach hang néi: “T6i mudén mua mot chiéc may vi tinh xach
tay gid ré”, nhan vién ban hang bén hai lai: “Co phdi anh mu6n chon mot
chiéc may vi tinh xach tay c6 gia tot dung khong a?”. Sau dé cho dgi khach
hang tra 10i.

Xin hdy cén than nghién ngam sy khac biét giita “gié ré” v4i “gia tot” nay
mot chut. “Gia ré” la chi gia tién ré, con “gia t6t” lai khong hoan toan la vay,
no6 dai dién cho méi quan hé hop li gitta cau hinh may va gia ca.

Chi can thay doi mot ttr, ban da c6 thé tinh té stra doi yéu cau cua khach
hang, hon nita yéu cau nay con dwgc khach hang chap nhan.

Chuing ta c6 thé hiéu phwong phap giai thich yéu cau cia khach hang thém
mot 1an nita nay chinh la cach thay xa doi cot, nhan lac déi phwong khong
phat gidc ma thay doi ham y ban dau cua dé tai.

Vuong la nhan vién ban hang cua mot cong ty dao tao, hién dang thao luan
cung véi Giam doc nhan sy ctia mdt cong ty trang phuc - giam doc Luu - vé
mot khoa dao tao ndi bd cho nhan vién ban hang. Giam doc Luwu muon tim
dwgc mot gidng vién danh tiéng, nhung trong tay Vwong lic nay chi c6 mot
sO giang vién tuy khong duwgc ndi tiéng cho lam nhung lai rat co “ndi ham”.
Chung ta hdy cung quan sat xem Vuong da 1am cach nao dé co thé trao doi
duoc voi Giam doc Luu:

Giam doc Lwu: “T6i muon tot nhat la phai tim dwgc mot giang vién that
danh tiéng!”

Vwong: “Vang, vang. A phai roi, Gidm déc Luwu nay, khong biét danh
tiéng ma ong muodn néi tdi co nghia la gi a?”

Giam déc Luu: “La nguoi rdt noi tiéng dy, chang han nhu vira méi nghe
dén tén gidng vién thoi ching toi da biét dé la ngudi c6 tai réi.”

Vuong: “T6i hiéu roi, y ng muon noi la mudén tim dwgc mot gidng vién
noi tiéng c6 hiéu biét vé nganh may mac, c6 kha nang dwgc cong nhan trong
nganh nay, c6 ding khong a?” (DPa giai thich vé viéc c6 danh tiéng)

Giam doc Lwu: “Dung vay, chinh la thé.”

Vuong: “Theo y cua 6ng, toi nghi thay Li Tiéu Bang la ngwoi rat phu
hdp_”
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Giam doc Lwu: “Li Tiéu Bang sao? Cai tén nay hinh nhw khong ndi tiéng
lam thi phai.”

Vwong: “Dé t6i gidi thiéu ngan gon mot chit. Thay Li Tiéu Bang da c6 10
nam kinh nghiém trong viéc gidng day dao tao nhan vién ban hang trong
nganh may mac. Hon nita, thay ay da tirng gidang day tai cac cong ty bao gom
ca tap doan Shanshan, Saint Angelo, That Lang,... va nhiéu cong ty noi tiéng
khac. Va nhitng cong ty 16n néi tiéng toan quoc nay déu luan phién chi dinh
giang vién dao tao noi bg. Danh tiéng cua thay & dy trong gidi rat t6t, chic han
sé hoan toan phu hop véi yéu cau cta 6ng day a.”

2. Khién yéu cau cia khach hang phai déi mat véi mau thuan
Khi khach hang chon Iyra mot san pham nao do, ho sé néu 1én hang loat

cac yéu cau, ma trong so rat nhiéu cac yéu cau nhu vay, nhat dinh sé c6 mot
sO loai tr mau thuan véi nhau.

L4y mot vi du don gian dé chitng minh. Hau hét moi ngwoi déu hi vong cé
thé st dung gia thap nhat dé mua dwgc san pham cé chat lwgng tot nhat. Mac
du diéu nay chang hé thyc té€ chit nao, béi vi chat lvgng cao cling dong nghia
v&i chi phi cao. Nhung trong qua trinh ban hang thure té, t6i da gap qua nhiéu
khach hang dwa ra nhitng yéu cau twong tw, t6i tin rang, cac ban doc gia ciling
khong ngoai lé.

Khi d6i mat véi tinh huéng nhw vay, nhan vién ban hang phai lam thé nao
day?

Dap an rat don gian, hdy hoi khach hang: “Ngoai trir gia ca ra thi anh c6
yéu cau nao veé chat lwogng nita khong a?”

Va dap éan cho cau hoi nay tdt nhién chi c6 mot ma thoi, khong co ai lai
muon mua mot san pham cé chat lwong kém ca.

Tuy nhién, sau khi khach hang néi: “yéu cau san pham phai c6 chat lwgng
tot” roi, cho du co 1a khach hang kho tinh dén dau di chang nita thi ho cling sé
hiéu rang khong thé cung luc c6 dugc cd hai diéu nay. Vi vay, khach hang sé
roi vao mau thuan, ro  rang gitta gia ré va chat lugng tot, anh ta chi co thé
chon dwgc mot cai ma thoi. Va viéc ho sé chon lwa thé nao la viéc ma nhan
vién ban hang c6 thé dan dat dugc.

Duéi day 1a mot s6 cau héi ggi y tot nhat:
“T6i hiéu y cta anh, gia ca dung la rat quan trong. A dung roi, nhan tién

toi cling xin hoi mot chut anh c6 yéu cau gi vé phwong dién on dmh khong
a")”

“Khi mua xe dwong nhién can xem xét mic do tiéu hao nhién liéu cta xe

roi. Nhwng ma ngoai trir viéc tiéu hao nhién liéu ra thi do tin cay ciing rat
quan trong, c6 phai khong a?”

THU HAI DAN DAT CAN CAN CHIEN THANG TRONG MAU
THUAN

Lic nay khéch hang da cam thdy v6 cing mau thuan roi, bdi vi “ca va tay
gau”(4), khong thé chon cung lic ca hai dugc. Tiép theo, nhan vién ban hang
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nén tién hanh dan dat. Biéu nay c6 nghia 1a, néu nhuw ban ban ca cho khach
hang thi can phai céng kich tay gau, con néu nhw ban muon bén tay gau thi
can phai da kich ca. N6i mot cach don gian, trong hai loai yéu cau cua khach
hang, nhan vién ban hang phai da kich yéu cau gay bat 1gi cho minh truéc.
Con phuong phap da kich thé nao thi chiing ta cting da cung chia sé phia trén
roi, chinh la dan dat sao cho khach hang c6 nhitng y nghi tiéu cuc vé yéu cau
nay, khién khach hang cam thdy e ngai ma tranh no di. Tiép do, chung ta lai
dan dat dé khach hang c6 nhitng suy nghi tich cyc vé yéu cau c6 1gi cho minh,
khién cho can can mau thuan cua khach hang nghiéng han vé mét bén.

O day c6 mot diém rat thad vi, chi can nhan vién ban hang tac dong tot dén
ban linh ctia khach hang, & mc do cao c6 thé sé khién cho khach hang sinh ra
lya chon hoan toan nguwoc lai.

Chtng ta hdy cung quan sét tron ven tinh huéng duwéi day:

B6i canh la khach hang goi dién dén mot dai li phan phoi, dat mua mot
chiéc may vi tinh xach tay. Van dé la bay gio khach hang dang ludng lv gitta
hai loai may vi tinh xach tay c6 gia 5.999 nhan dan té (loai A) va mot loai co
gia 4.999 nhan dan té (loai B). Khach quan ma danh gia thi chiéc may vi tinh
xach tay c6 gia 5.999 nhan dan té thang & thwong hiéu, kiéu dang va cong
nghé ché tac; con chiéc may vi tinh xach tay c6 gia 4.999 nhan dan té lai
thang & tinh thuc dung, cau hinh va cac tang pham di kem. Moi loai déu c6
nhitng diém manh ctia minh, khé6 phan thang bai.

1. Qua trinh doi thoai cu thé trong truwong hgp phai da kich loai B dé
ban loai A nhu sau:

Nhan vién ban hang: “Hai loai mdy vi tinh xdch tay nay déu c6 nhirng
ddc diém riéng ctia minh, néu toi la anh thi cling sé cam thay that kh6 chon
lwa. Cho nén, t6i rat hiéu cam giac ctia anh.”

Khach hang: “Ai, ding thé day!”.

Nhan vién ban hang: “Nhung dong thoi, i cling nghi rdng quyét dinh
chon loai nao, con phai xem loai do cé phu hgp véi nhu cau thyc té caa anh
khong, anh nghi sao?”

Khach hang: “bung vay, dung vay.”

Nhan vién ban hang: “Anh Vu nay, vé mat chitc nang va cau hinh cu thé
thé nao, anh ciing da biét so qua roi. Bay gio toi chi mudn hoi mot chut vé
viéc anh chon Iyra may vi tinh xach tay cha yéu la dé lam nhitng viéc gi va
thuong hay dung ¢ dau a?”

Khach hang: “A, t6i cht yéu dung may vi tinh dé gidi quyét mdt so6 viéc
don gian thoi, chang han nhu danh may hodc choi game. Con vé dia diém st
dung, cht yéu dung & ban lam viéc, dwong nhién, thinh thodng ciing sé mang
ra ngoai.”

Nhan vién ban hang: “T6i hiéu r6i, néu anh chi dung dé danh may va
choi game gi do, that ra chi can loai c6 cau hinh co ban la dugc réi, cau hinh
qua cao sé rat lang phi, du sao thi thuc té cling chang dung dén, anh thay thé
nao a?”

(Tao ra xung dot giita hai bén, hon nita con c6 y chén ép mot bén, sau do
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khién khéach hang phai chon lya)
Khach hang: “Dung vay, t0i cling nghi thé.”

Nhan vién ban hang: “Hon nita, nhitng may vi tinh cé cau hinh cao thong
thwong sé hay co6 chut thiéu sét trong khau ché tac, ma ché tac sé anh hudng
dén xuc cam, vi du nhw khi go, cwdng do phan héi cua ban phim khong déu,
rat kho chiu, ci¥ phéi xtr 1i cac cong viéc lién quan dén danh may trong mot
thoi gian dai nhw vay sé rat dé mét moi. Pwong nhién la cu hinh cao ciing c6
diém manh, vi du nhw dung lwgng 6 cing 16n, c6 thé Ivu thém nhiéu tw lieu
hon. Nhung anh quan tdm dén tinh thyc dung ciia mdy vi tinh nhiéu hon hay
la 1a quan tam dén dung lwgng 6 citng nhiéu hon?”

(MO0t lan nita tao ra xung dot giita hai mat, hon nita con c6 y dan dat).
Khach hang: “Tét nhién la tinh thyc tién quan trong hon r6i.”

Nhan vién ban hang: “Hon nita, vira r6i anh ciing c6 néi rang c6 thé anh
can mang theo may vi tinh xach tay ra ngoai lam viéc, cho nén ciing can phai
can nhac thém vé kiéu dang va thwong hiéu nita. Du sao thi may vi tinh xach
tay cting la mot cach chitng minh cho phong do ctia nguoi dan ong. Mang
theo mot chi€c may vi tinh loai A so v&i mang theo mot chiéc mdy vi tinh loai
B sé mang dén nhitng cam gidc khac biét, anh néi c6 ding khong a?” (Tiép
tuc co tinh dan dat de day may vi tinh loai B vé phia mat trai)

Khach hang: “Dung vay.”

Nhan vién ban hang: “Tét nhién, cau hinh cia may vi tinh B d6 khién
anh cdm thay rdt hap dan, nhung xét vé goc do st dung thyre té€ ctia anh ma
noi thi chiéc may vi tinh loai A ciing da c6 thé dap tng dwgc yéu cau ciia anh
roi. Ma diéu quan trong nam & cho, né dugc ché tac tot, tao sy thodi mdi trong
st dung, hon nita n6 con c6 thé chitng t6 ddng cap ciia ngudi sé hitu, cho nén
toi nghi may vi tinh A c6 thé 1a lwa chon kha t6t cho anh day, anh c6 nghi vay
khong a?”

Khach hang: “T6i cling thay vay, mdy vi tinh A c6 vé tot hon mot
chut...”

2. Qua trinh doi thoai trong tinh huong can da kich loai A deé ban loai
B cho khach hang cu thé nhuw sau:

Nhan vién ban hang: “Ca hai loai mdy vi tinh xach tay nay déu cé nhitng
ddc diém riéng ctia minh, néu t0i la anh, t0i cling sé cdm thay kho Iywa chon.
Cho nén, t6i rat hiéu tdm trang ctia anh.”

Khach hang: “Ai, ding 1a nhu vay diy.”

Nhan vién ban hang: “Nhung t6i nghi rang quyét dinh chon loai nao con
phu thudc vao viéc loai dé c6 phu hgp véi nhu cau thyc té ctia anh khong, anh
nghi sao?”

Khach hang: “Pung thé, ding thé.”

‘Nhan vién ban hang: “Anh Vu nay, vé mat chitc nang va cdu hinh cu thé
thé nao, anh cling da biét so' qua roi. Bay gio t6i chi mu6n hoi mot cht vé
viéc anh chon Iya may vi tinh xach tay cha yéu la dé lam nhitng viéc gi va
thwong hay dung ¢ dau a?”
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Khach hang: “A, 6i chii yéu dung mdy vi tinh dé giai quyét mot sg viéc
don gian thoi, chang han nhw danh may hodc choi game. Con vé dia diém st
dung, cha yéu dung & ban lam viéc, dwong nhién, thinh thodng cling sé mang
ra ngoai.”

Nhan vién ban hang: “To6i hiéu r6i. Dé gitip anh cé thé chon lya dwoc
mot chiéc mdy vi tinh phu hgp, t6i mudn hoi thém mot chiit, anh cé can phai
Xt li cac cong viéc lién quan dén ki thuat cao nhuw thiét ké dé hoa khong a?”

(Thiét ké do hoa yéu cau may vi tinh phai c6 cdu hinh cao, day chinh la
mot van dé c6 tinh dan dat).

Khach hang: “Khong c6, toi chi 1a dan ngoai dao vé mdy vi tinh ma théi,
khong can phdi chuyén nghiép nhuw thé.”

(That dang tiéc la khach hang ciing khong c6 nhu cau nay)

Nhan vién ban hang: “A, vang. Nhan tién day t6i cling xin hdi mot chut,
ban ndy anh c6 néi rang dung mady vi tinh dé choi game giai tri, t6i c6 thé hoi
la anh thwong choi nhitng tro gi khong a? Nhw vay thi ching toi cé thé giup
anh cai dat tryc tiép tro choi cho anh luén dé vé nha anh khoi can phai tai vé
nita, anh nghi sao?”

(Ctr tiép tuc dat cau héi, tim m6t nhu cau lién quan dén cdu hinh may cao
cua khach hang. Mot dieu rat ro rang la c6 mot so loai tro choi co thé sé can
mot chiéc may vi tinh c6 cau hinh cao).

Khach hang: “O, vay thi cam on qua. Binh thuwong t6i cling khong choi gi
khac ngoai cac loai game trén QQ, Westward Journey chang han.”

Nhan vién ban hang: “Vang, hay qua. To6i cling thwong choi Westward
Journey. Pting roi, phién ban hién tai cia Westward Journey van la ban 2D.
Nhung phién ban Westward Journey 5 sap ra mat tGi day sé duwgc nang cap 1én
3D, anh da nghe noi chuwa?”

(Van dé xuat hién roi, mac du choi game can phai c6 mdy vi tinh cau hinh
cao, nhung diéu dang tiéc la hién gio khach hang van dang choi phién ban
2D, nhitng may vi tinh théng thuwong nhat cling c6 thé dap ¢ng dugce. Vi vay,
lic nay can phai nghi cach lién hé véi game 3D, bdi vi trong game 3D can
phai c6 d6 hoa, bo nhé va cac yéu cau cao cap khac).

Khach hang: “That a, t6i van chua biét chuyén nay day.”

Nhan vién ban hang: “Sé cho ra mat nhanh théi a, néu anh muon chaoi
Westward Journey 5 v@i phién ban 3D thi c6 thé n6 sé yéu cau vé do hoa va
dung lwgng bo nhd sé rat cao. Du sao no6 cling gidong cac game 3D khac nhw
World of Warcraft, World II, chi cAc mdy vi tinh c6 cdu hinh cao mé&i cé thé
choi dugc thoi.”

Khach hang: “bung vay, néu khong sé rat ket.”

Nhan vién ban hang: “Néi cach khéc, cdu hinh cuia cé hai loai may vi
tinh ma anh wng y mac du c6 thé dap &ng dwoc nhu cau ctia anh hién nay,
nhung sap tdi, may vi tinh A sé khong thé dap ttng dugc nhu cau cta anh nita.
Khong biét anh chon may vi tinh chi dé dung bay gio thoi hay la hi vong c6
thé dung dugc may nam chit khong mudn bo sém a?”
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_ (Tao ra xung dot gitta hai bén, hon nita con dat cau hoi mang tinh dan dat
dé khach hang ty minh xac nhan.)

Khach hang: “Dwong nhién la hi vong str dung duwgc may nam roi.”

Nhan vién ban hang: “Hon nita, ban ndy anh ciing nhac dén viéc thinh
thodng sé phai mang may vi tinh xach tay ra ngoai lam viéc, cho nén ciing can
phdi can nhac thém vé sy tién 1¢i, nhe nhang va do bén cta pin nita. Pau tién,
néu may qua nang, cam theo sé& thay rat moi tay, tiép do, néu thoi gian st
dung pin qua ngdn, phai thwdng xuyén mang theo cyc sac cling rat rac roi, anh
thay c6 dung khong a?”

(N€u khach hang can phdi ra ngoai, dwong nhién can chu trong tinh nhe
nhang tién 1gi va do bén cda pin roi.)
Khach hang: “Pung vay, viéc nay rat dé hiéu.”

Nhan vién ban hang: “Duong nhién, kiéu dang ctia chiéc may vi tinh A
nay ciing kha dep, nhung chi yéu van con phéi xem y anh, anh nghi kiéu
dang dep la quan trong hay la thyc té€ stt dung méi la quan trong. Du sao thi
chiéc may vi tinh B chi nhe khoang 1kg th6i, hon nita con st dung pin lithium
c6 thoi gian st dung lién tuc 1én téi 5 gio dong ho, cao gap dbéi so véi pin cla
may vi tinh A, viéc nay chu yéu phu thudc vao sy Iwra chon cta anh thoi.”

Khach hang: “Chuyén nay dung la dau dau that, nhung ma van phai wu
tién tinh thye dung trede, du sao mua may vi tinh vé cling la dé st dung chi
khong phai dé trung ra cho ngwoi ta ngam.”

Nhan vién ban hang: “Pung vay, theo yéu cau cta anh, t0i nghi rdng
chon may vi tinh B sé tot hon mdgt chiat. N6 khong chi c6 cdu hinh cao, co thé
thda man yéu cau gidi quyét cac cong viéc lién quan dén gidy to va choi game
3D, dung lwgng 6 citng cling 16n, hon nita con c6 wu diém la nhe nhang va
thoi gian st dung cua pin lau. D6 la chwa ké dén gia ca con chénh 1éch dén
1.000 nhan dan té nita. Khong biét anh thay thé nao a?”

Khach hang: “T6i cling nghi may B c6 vé t6t hon...”
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Tién sinh Nam Quadch la ngudi khong biét théi vu, nhuwng lai tra tron vao doi
vu trong hoang cung, cach néi nay dung dé am chi nguwdi khong c6 thuce luwc
nhwng tra tron vao nhitng ngwaoi rat cé thue lwc hong chudc 1gi cho ban than.
Eugénie Grandet 1a mot tiéu thuyét ctia Balzac. Nhan vat 1ao Grandet trong
tiéu thuyét 1a ngwdi noi tiéng keo kiét. Cau thu béng ré chuyén nghiép cta
Trung Qudc vdi chiéu cao 2m?29. bién Ki tv la Ki, lai con goi la Ki T,
dugc dat phong Ttr Chau nén con goi la Tt Chau T Ki, xudt than tir tong
toc Dién Té danh gia va la danh twéng nwéc Té dau thoi Chién Qudc. Ton
Tan (khoang thé ki IV TCN), nguoi nwdc Té, la mot nha chi huy quéan sy
noi tiéng thoi Chién Quoc. Twong truyén, Ton Tan la chau cta Ton T,
cung véi Bang Quyén la hoc tro mon binh phéap ctia Quy Coc T. Ton Tan
da de lai mot bo binh phap noi tiéng 1ay tén: Binh Phap Ton Tan gom 89
chuong, nhung hién chi con doc dwgc 30 chwong. Asch: Tén day da la
Solomon Asch (1907-1996), mot nha tam 1i hoc xa hoi nguwoi My va la
nguoi tien phong trong tam ly hoc xa hdi. Cac cong trinh nghién citu cta
ong tap trung vao viéc phan tich nhitng pham chat, cac yéu to, cac khia canh
cta viéc chuan bi thir nghiém va cac yéu t6 van héa va s khac biét gitra cac
nhom xa hoi. Ten day du la Sigmund Schlomo Freud (1856 1939) nguyen
1a mot bac si vé than kinh va tam li nguoi Ao. Ong dugc cong nhan la nguoi
dit nén méng va phat trién linh vic nghién cttu ve Phan tim hoc. Cho dén
ngay nay, mac du li thuyét vé phan tdm hoc ctia 6ng con gay nhiéu tranh cai
va nguoi ta con dang so sanh hiéu qua ctia cac phuwong phap phan tam hoc
ctia ong véi cac phuong phap diéu tri khac, nhung ciing phai thira nhan rang
ong la mot nha tw twdng c6 anh hwéng 16n trong thé ki XX. (Nguon:
Wikipedia) Tuc ngit Trung Qudc: “Nhan tranh nhét khau khi, phat thiéu
nhét tru hwong” y muon noi con nguoi phai co y chi vuon len khong duwoc
dé thua kém nguoi khac. Tai Ong that m4, yén tri phi phuc: Hoa phic ¢ doi
kho ma ludng trude dugc. Buong lang bo thién, hoang twdc tai hau: Bo
ngura rinh bét ve sau, chim sé cho sin ¢ phia sau. Y chi nhitng nguoi mudn
lam mot chuyén gi do nhung lai bi nguwdi khac 1gi dung co hoi dé lam hai.
Trén day 1a hai thanh ngit thwong gap cia nguoi Trung Hoa, khi nhac tgi vé
trudc, nhitng nguoi biét dwgc sy tich sé 1ap tirc c6 thé ndi ra vé sau. Mau: la
cdy xd mau, cay gido, o can dai, miii nhon, dung dé dam. Thuan: céi khién,
cal moc, 6 hinh tron hay bau duc bén trong co tay cam, dung dé che dg.
Moi nganh nghé déu co nhitng chuyen mon riéng cua mmh déeu chi c6 thé
gidi quyét nhitng van dé lién quan dén chuyén mon cta minh ma thdi. Xuat
phat tir cau thanh ngt* “Nguw dit hung chwdng, bat kha kiém dac”: C4 va tay
gau, khong thé c6 ca hai. (Ca va tay gdu, la hai mon trong Bat tran - tam
mon an quy hiém va ché bién cau ki chi danh cho bac vua chia ngay xwa.),
y mudn noi con ngwdi ta mot khi da lwa chon mot thi r6i thi can phai biét
buong bo thit khac, khong thé tham lam cung lic muon chon tat ca nhitng
thi¢ tot vé minh dwgc. Tam 1i ddm dong (hay con goi 1a tam li bay dan):
Theo gidi thich cia Wikipedia thi day la mot sy m6 td cach mét s6 ngwoi bi
anh huéng bdi nhitng ngwdi than can caa ho thong qua nhitng hanh vi nhat
dinh, theo xu hwéng, hoac theo nhitng diém twa. Loai hanh dong tam li nay
sé dugc gidi thich 6 hon trong cac chwong sau ctia cudn sach nay. Robert
Cialdini tén day du la Robert Beno Cialdini, mot nha tdm li hoc ndi tiéng,
gido sw mon Tam li hoc va Marketing treong Pai hoc Bang Arizona, My.
Ong la cha dé cta nhitng bd sach veé viéc tao dnh huéng va marketing. No6i
tiéng nhat trong s6 dé chinh 1a bd sach Influence: The Psychology of
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Persuasion (tam dich: Gay anh hvdng — Thuyét phuc bang tam 1i) tit nam
1984, da tao ra 6 nguyén tac vang trong viéc thuyét phuc khach hang. DM:
Direct mail: quang cao bang cach gtri thu tryc tiép, la mét hinh thitc quang
cao qua duong thu vdi hiéu qua cao va chi phi vira phdi. Khi str dung direct
mail, doanh nghiép c6 thé xac dinh chinh xac do6i twgng nhan thu: khach
hang va khach hang tiém nang ctia minh. Phwong phap nay gitip doanh
nghiép gigi han dwoc doi twong tiép nhan thong diép quang cdo, nhitng
nguoi c6 kha nang st dung san pham dich vu cia minh nhat. (Nguén:
Internet) NLP la viét tat cia Neuro-Linguistic Programming (Lap Trinh
Ngon Ngit Tw Duy). N6 chita dyng ba thanh t6 c¢6 anh hwéng 16n nhat dén
viéc hinh thanh nhitng kinh nghiém ca nhan cia méi ching ta: than kinh
hoc, ngdn ngit hoc, va cac mo thitc dwgce 1ap trinh san. Theo wikipedia, NLP
nghién cttu ti mi vé cach moi ca nhan hanh xir theo théi quen nhw thé nao.
Vi NLP, ching ta c6 thé hoc héi tir ngwdi khac nhitng m6 thitc nao cé ich
va phuc vu ching ta. Sau dé ching ta c6 thé luyén tap nhitng mé thirc méi
cho hanh vi ctia minh (giong nhu téi lap trinh ndo bg) nham tién bé hon
trong nhitng treong hgp ma trude kia chung ta da wng xt khong hiéu qua.
Tap gia: Biét can ban nhwng khong can hiéu qua sau nhw nhitng chuyén gia
vé mot linh virc nao dé. Bao gom 2 tinh H6 Bac va H6 Nam & trung du
Truong Giang (Trung Quoc). Pon vi tién té Trung Quoc tir Nhan dan té trd
xuong dwoc chia theo bac 10: 1 té = 10 giac = 100 phan tién. Cau tuc ngit y
muon néi rang con nguwdi luén c6 mo wéc muodn ndi troi hon dong loai ctia
minh, luon hwéng vé phia trwdc, day chinh la ban tinh ctia con ngudi.
Abraham (Harold) Maslow (1/4 /1908 — 8/6/1970) la mot nha tam 1i hoc
nguwoi My. Ong dugc thé gidi biét dén qua m6 hinh noi tiéng Thap nhu cau
va dwgc coi la cha dé caa tam li hoc nhan van. Hé thong Phan cap Nhu cau
hay con goi la Thap Nhu cau (Tén tiéng Anh la Maslow’s hierarchi of
needs) dwgc 6ng dwa ra vao nam 1943 trong bai viét A Theory of Human
Motivation la mot trong nhitng li thuyét quan trong nhat ctia quan tri kinh
doanh; dac biét la cac wng dung cu thé trong quan tri nhan sy va quan tri
marketing. Theo d6, Maslow cho biét vé can ban, nhu cau cua con nguoi
duwgc chia lam hai nhém chinh: nhu cau co ban (basic needs) va nhu cau bac
cao (meta needs). Cau tric ctia Thap nhu cau c¢6 5 tang, trong d6 nhitng nhu
cau cua con nguoi dugc liét ké theo mot trat ty thi bac hinh thap kiéu kim
tw thap. (Nguon: Wikipedia) (1) Ban bé lién két va bénh vyc nhau vi 1gi ich
riéng, dé lam nhitng viéc khong chinh dang. (*) Hai nam trudc dé co6 chién
tranh va nha may lam viéc trong hoan canh chién tranh. 1. Mot thanh pho
phia nam Michigan. 1. Burroughs, John 1837—1921: nha van va nha tw
nhién hoc nguoi My. 2. Wordsworth, Christopher, 1774—1846: nha van va
nha gido duc nguoi Anh. 3. Thoreau, Henry David 1817-1862: nha van
nguwoi My. Mot ngudi ¢6 anh hwdng 16n trong lich st My. Cac tac pham cua
ong bao gom ca cuén “Civil Disobedience” (1849) va Walden (1854). 4.
Ralph Waldo Emerson (1803—-1882): nha van va triét gia ndi tiéng cua My.
Nhitng bai tho, bai hung bién va dac biét la cac bai luan ctia 6ng nhv tap Tw
nhién (1836) dugc coi la nhitng ddu moc trong su phat trién cach thé hién
van hoc va tu duy ctua nguoi My. 1 Enrico Caruso (1873-1921): ca si 6-pe-
ra giong téno ndl tiéng ngudi Italia, ngudi voi chét giong manh, tinh cam va
thuan khiét da dugc coi la mot trong nhitng ca si vi dai nhat thé gigi. 1. Sing
Sing 1a mot nha th noi tiéng tai Ossining, tai Quan Westchester (My) cach
thanh phd New York 40 dam vé phia Bac. 19. Yankee Group: cong ty phan
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tich va tu vén thi trudng vién thong, cong nghé thong tin. (B.T) 20. Chia
nhé c6 phiéu: 1a hanh dOng cua cong ty lam gia tang s6 6 phiéu lvu hanh
bang cach chia nho titng c6 phiéu ra, qua d6 lam gidm gia c6 phiéu cia cong
ty do. Tuy nhién, tong gia tri von héa thi treong cua cd phiéu van giit
nguyén. (N.D) 21, Quy twong hd: mot dang quy dau tw dwge quan 1y chuyén
nghiép b&i mot cong ty dau tw, huy dong von tir nhidu nha dau tw khac nhau
(trong do c6 cac nha dau tw nhd) dé mua chitng khoan. Nho do, cac nha dau
tw nho c6 diéu kién tiép can v6i mot danh muc dau tw da dang va sy dau tw
cta ho dugc quan ly tot hon. (B.T) 22. Pau tu tw nhan vao co phan dai
ching (PIPE): bao gom viéc ban cac c6 phiéu pho thong hay mot s6 dang co
phiéu wu dai, chitng khoan chuyén doi cho cac nha dau tw tw nhan. Day la
mot hinh thitc phan phoi c6 phan trong cac cong ty dai chiing ma khong
thong qua cac dgt chao ban ra cong ching trén thi truong chirng khoan.
(B.T) 23. Hosting: dich vu lwu trit n6i dung trang tin dién tr, website, cac
thong tin tw liéu, hinh anh,... ctia khach hang trén mot may chu Internet.
(N.D) 24. Co6 phiéu ba xu: nguyén van la “penny stocks”. Trong tiéng Viét,
“penny stocks” con dugc dich ra la 6 phiéu thi gia thap, la loai c6 phiéu c6
ménh gia nhé (thap hon 5 do la & thi trvong chitng khoan My). Pay la loai
chitng khoan c6 do rui ro rat cao, nhat la khi dwgc mua ban véi s6 lvgng
nhé ma khéng c6 gidy to chinh thivc. (B.T) 25. Jive: nhac nhdy. (N.D) 26.
Thread (hay con goi la tiéu trinh/luéng): 1a mét thuat ng 1ap trinh. Thread
cho phép chuong trinh thyc hién dong thoi nhiéu tac vy, va giip qua trinh
tuong tac voi nguoi dung khong bi gian doan. (N.D) 27. West Point: tén goi
tat cua Hoc vién Luc quan Hoa Ky (United States Military Academy), hoc
vién quan sy lau doi nhat va néi tiéng nhat tai My. Truong co yéu cau tuyén
chon va qua trinh dao tao rat khat khe, 1a noi tirng cho ra lo nhiéu danh nhan
va CEO noi tiéng. (B.T) 28. Gia tri von hoa thi truong (market
capitalization): la thugc do quy mo cla cong ty, tic tong gia tri thi truong
ctia cong ty, dugc xac dinh bing so tién bo ra dé mua lai toan bo cong ty nay
trong diéu kién hién tai. (N.D) 29. COBRA (Consolidated Omnibus Budget
Reconciliation Act): Pao luat veé boi thuong lao dong tong hgp. La mot dao
ludt caa My, cho phép ngudi lao dong mét quyén 1gi béo hiém y t€ (trong
nhu’ng treong hop nhu bi cho nghi viéc bat ngg, bi gidam gio lam, ti vong, ly
di, va cac sy ¢6 khac) tiép tuc dugc hwéng quyén Ioi bao hiém y t€ cua cong
ty trong mot thoi gian nhat dinh. (N.D) 30. Nguyén van tya dé cta phan nay
la “survival the fittest”, 1a mot cach néi khéc trong tiéng Anh ctia khai niém
“chon loc ty nhién”, m6t phan trong hoc thuyét cia nha ty nhién hoc nguoi
Anh Charles Darwin. D6 ciing la ly do dé dy an mGi cia Opsware mang tén
Du &an Darwin. (B.T) 31. M&A: viét tat ctia cum t tiéng Anh “merges and
acquisitions”, nghia la “mua lai va sap nhap”. (N.D) 32. Thuyét thi truong
hiéu qua: La mot gia thuyét caa ly thuyét tai chinh, trong dé khang dinh
rang “cac thi treong tai chinh la hiéu qua”, rang gia cia chitng khoan trén
thi treong tai chinh, dac biét la thi truong chitng khoan, phan anh day du
moi thong tin da biét. Do d6, khong thé kiém dwoc lgi nhuan bang cach can
ct vao cac thong tin da biét hay nhitng bién dong cta gia ca trong qua kh.
(N.D) 33. Cong nghé do hoa (virtualization): la cong nghé tao ra nhiéu may
ao nhung c6 dac diém va tinh nang st dung twong ti nhw cac may chu that
va chay trén mdt may cha duy nhat. (N.D) 34. Nha hoat dong quyén c6
dong (shareholder activist): tt nay xudt phat tir thuat ngi¥ “shareholder
activism” (hoat dong quyeén c6 dong). Day la nhitng hoat dong nham bao vé
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lgi ich va quyén lgi cho nhitng c6 dong c6 phan s& hitu nhung khong truc
tiép diéu hanh cong ty. Trong cac trvong hgp nhw tinh hinh hoat dong cua
cong ty di xuong, lwvong thuwdng cia ban quan tri qua cao, bao cdo tai chinh
khong rd rang,... thi nhitng nha hoat dong c6 déng sé tim cach gay stic ép
dé ban quan tri thay do6i. Thuwong thi ho cling la c6 dong trong cong ty. (B.T)
35. EMC: cong ty da qudc gia trong linh viec cong nghé thong tin cia My,
chuyén cung cap cac dich vu va san pham thudc cac nganh lwu tri dir liéu,
bao mat thong tin, do héa, phan tich va dién toan dam may. (B.T) 36.
Oracle: cong ty cong nghé khong 16 do ty pha Larry Ellison sang lap,
chuyén phat trién va kinh doanh cac hé thong phan citng may tinh va phan
mém doanh nghiép. (B.T) 37. BMC Software: cong ty phan mém chuyén vé
cac san pham quan ly dich vu kinh doanh (business service management).
(B.T) 38. buong cong chudng: 1a tén goi khac cua phép phan phoi chuan
hay phan phoi Gauss, mot phép phan phéi xac sudt cyc ky quan trong trong
nhiéu linh vyre. 39. V& si dao: tirc Bushido, la nhitng quy tac dao ditc ma cac
v0 sI (samurai) ¢ Nhat Ban thoi Trung cO phai tuan theo. (B.T) 40. Jack
Dorsey: nguoi dong sang 1ap mang xa hoi Twitter. (B.T) 41. Con dugc goi
la “Luat Linus”, la cau noi noi tleng ctia 1ap trinh vién Eric Raymond nham
tng ho cho cac phan mém ma nguon md (tire 1a phan mém dugc cung cap
dudi ca dang ma va nguon, khong chi mién phi gia mua ma con mien phi ca
vé ban quyen nguoi dung co quyeén stta doi, cai tién, phat trién, nang cap
theo mot s6 nguyén tac chung dugc quy dmh trong giay phep phan mém ma
ngudn mé), theo d6 thi néu cai dit ma nguén mé vao cho phan mém dé
nhiéu nguoi cung st dung thi ho cé thé phat hién ra cac sai s6t trong phan
meém, ti* d6 goép phan hoan thién cho phan mém. (N.D) 42. Up in the air: b
phim ctia My, noi vé mot nhan vat kiém séng bang viéc dén cac cong ty va
thay mat cho nhitng ong chua khong du diing khi thong bao cho nhan vién
cta minh la ho da bi cho thoi viéc. (N.D) 1. Hit: tir tieng Anh, dung dé chi
cac bai hat dwgc nhiéu ngudi wa thich. (B.T - Chu thich cta bién tap vién) 2.
NFL: Gidi bong bau duc nha nghé My. (N.D - Chu thich cia ngudi dich).
43. Vién dan bac: nguyén van la “silver bullet”. Trong tiéng Anh tir nay am
chi nhitng cach tiép can va giai quyét van dé theo kiéu di vong, tranh né doi
dau trye tiép vdi nguyén nhan gay ra van dé d6. Con vién dan chi (“lead
bullet”) thi ngwgc lai, 1a cach doi dién tryc ti€p vGi van dé dé tim ra cach
gidi quyét triet dé. (B.T) 1. Twdng Patton: tén day du la twéng George Smith
Patton, Jr. (1885-1945) la vi twéng noi tiéng cua quan doi Hoa Ky vao thoi
Chién tranh thé gidi tht Hai. (B.T) 2. PTC: tén viét tat ciia Parametric
Technology Corporation, mdt cong ty chuyén vé xay dung cac phan mém
thiét ké 2D va 3D, c6 tru sd tai Needham, Masachusetts, My. (B.T) 3. Xen:
phién am tiéng Viét cta “cent”. 100 xen thi d6i dugc 1 do la. (B.T) 4. Jim
Barksdale: ciu CEO ctia Netscape tir nam 1995 dén nam 1999. (B.T) 5.
NBA: viét tdt cua National Basketball Association, Hiép hdi Bong ro Nha
nghé My. (B.T) 3. Jackie Robinson (1919-1972) 13 cau thi bong chay goc
Phi dau tién choi trong gidi MBL - gidi bong chay hang dau thé gidi. (N.D)
4. Nha ¢ xa hoi: la chung cuw do nha nuwéc sé hitu, dwgc nha nwdc cho thué
v6i gia ré hodc stt dung lam noi & cho ngudi nghéo/nglr()?i vo gia cu. (N.D)
5. Queens: mot trong nam khu d6 thi 16n & thanh phé New York (N.D) 6.
Joseph McCarthy (1908-1957): Thugng nghi si Pang Cong Hoa, la nhan vat
noi tiéng di theo dwong 16i chong cong. (N.D) 7. Canh ta mGi: dé cap téi
nhitng nha hoat dong, nha giao duc... trong thap nién 1960-1970 vGi phong
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trao doi thuc hién mot loat nhitng cdi cach trén nhiéu van dé nhuw quyén lgi
ctiia nguoi dong tinh, nao pha thai, binh dang gidi... (N.D) 8. Nguyén van:
nigger (d6 moi den). T nay la tir miét thi dung dé chi ngudi da den. (N.D)
6. Chiéc gay khiic c6n cau: la mot thuat ngit dung dé chi cac do thi cé hinh
dang kha bang phang, it thay doi trong phan 16n thdi gian dwoc biéu thi
(giong nhw phan can dai cta gay khic con cau), nhung c6 su gia tdng manh,
gan nhu thang ditng & thoi diém cudi thoi gian duwgc biéu thi (tao thanh phan
lwGi caa gay khiic con cau). Thuat ngit nay ban dau dugc st dung trong
nganh khi hau hoc vao nam 1998, béi nha khi hau hoc nguoi My Jerry
Mahlman. (B.T) 7. “Hop den” (black box) va “hop trang” (white box) la tén
hai phwong phap kiém thi¥ (testing) trong nganh cong nghiép phan mém.
Black box testing la phwong phap kiém thit phan mém trong d6 xem phan
mém nhu mot hop den, khong biét gi vé hoat dong bén trong né va viéc
kiém thtr chi dwa vao cac dac ta bén ngoai, cling giong nhw ¢ day nguoi
quan ly chi coi trong két qua dat dugc sau cung ma khéng quan tam tdi qua
trinh dat dugc két qua dé. Con vdi white box testing, hoat dong bén trong,
cht yéu la ma nguon (code) méi la doi twong quan tam chinh. (B.T) 8. Wiki
(c6 thé goi la mot cong trinh md, bat nguon ti tiéng Hawaii “wikiwiki”,
nghia la “nhanh”) la mot ttng dung, thong thuong la vng dung web, dwoc s
dung dé xay dung céc trang thong tin cho phép nhiéu ngwdi cung tham gia
bién tap, chinh sira, mé rong hodc xo6a bo thong tin trén do. (B.T) 9. Hoi
chitng Tourette: bénh lién ddi than kinh, cé nhitng biéu hién nhw lap di lap
lai mot s6 ct* dong hodc am thanh hoan toan khéong chu y. (N.D) 10. Nguyén
van: Cupcakes. Trong tiéng Anh, “cupcake” nghia la loai banh nwéng nho,
dung trong nhitng khay giay c6 hinh nhw cai tach (cup). Trong bo phim
Short Eyes ma tac gia nhac dén, Cupcakes la biét danh ctia mot thanh nién
tré maéi 21 tudi, thwong bi ban tu lam dung tinh duc. (B.T) 11. COO: tén viét
tat tifng Anh cda chitc danh “giam doc tac nghiép” (“chief operating
officer” hay “chief operations officer”). Pay la chitc danh dugc dinh nghia
kha long léo, thuong duwgc xem nhw la cap phoé hay canh tay phai cia Chu
tich Hoi dong quan tri hoac gidam doc diéu hanh (CEO). Chitc danh nay
thuwong chi cé & cac cong ty 16n. (B.T) 12. “T6i wu hoa toan cuc” (global
optimization) va “t6i wu hoa dia phwong” (local optimization): day la hai
khai niém toan hoc. Toi wu hoa toan cuc tap trung tim kiém cac cyc dai va
cyc tiéu trén moi phan tr ctia tap nguon, trong khi ti wu hoa dia phwong chi
tim kiém céc cyc dai va cuc tiéu dia phwong. (B.T) 13. Tién si Seuss (Dr.
Seuss): but danh cta nha van kiém hoa s1 vé minh hoa nguoi My Theodor
Seuss Geisel. Ong ndi tiéng véi nhiéu tac pham danh cho thiéu nhi, nhung
cling bao ham nhiéu bai hoc khién ngudi 16n phai suy ngam. (B.T) 14. Cu6n
sach nay c6 tén tiéng Anh la The Peter Principle: Why Things Always Go
Wrong. (B.T) 15. P&L (Profit & Loss): bao cao 1ai 16 trong kinh doanh.
(N.D) 16. Jenny Rogers: mdt trong nhitng ¢6 van nghé nghiép hang dau trén
thé gidi. (N.D) 17. Réi loan lwdng cuc: Mot chitng bénh tam than, trong dé
nguwoi bénh thudng trdi qua hai trang thai déi nghich nhau. Ho cé thé trai
qua thoi ky sung man mot vai ngay hodc vai tuan roi roi vao chu ky tram
cam. (N.D) 18. Terrell Owens: cau thu bong bau duc tai gioéi nhung ciing 1ap
di khong kém. Anh la mot trong nhitng cau tha gioi nhat lich st giai NFL va
gilt nhieu ky luc caa gidi dau sau 15 mua béng. Tuy nhién ca tinh manh mé
va lap di ctia cau thu nay khién cho T.O (biét danh cta Terrell Owens)
khong ¢ lai dugc doi bong nao qua lau va thwong xuyeén dinh an phat caa
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Ban t6 chitc gidi dau. (B.T) 19. Dennis Rodman: cau thui béng r6 1am tai
nhiéu tat ngwoi My. Khéi dau sy nghiép vao nam 1986, Rodman da 5 lan
gianh chitc v6 dich NBA, 7 lan nhan dwoc danh hiéu Vua bat béng bat bang
cta gidi va 2 lan dugc ton vinh la Cau thu phong ngy xuat sac nhat. Nhung
Rodman ciing nhiéu lan lam khé doi bong ctia minh khi c6 hanh vi bao luc
v&i doi tht va trong tai. Ngoai hinh cia Rodman ciing rat khac nguoi véi
mai toc dwgc nhuém sac so, nhiéu hinh xam va co thé x6 khoen khap noi.
(B.T) 9. Horned Frogs: tén cac doi thé thao caa treong Dai hoc Texas
Christian. (N.D) 20. “Thit-va-tritng”: nguyén van la “bacon-and-egg”, von
la tén mot mén an sang noi tiéng cua ngwoi My. C6 mot cau chuyéen ngu
ngon trong kinh doanh ké rang Ga dé nghi hgp tac cuing Heo dé m& mot nha
hang chuyén ban moén an nay, trong dé Ga sé san xuat tritng con Heo sé gép
thit. Sau mot hoi suy nghi, Heo quyét dinh tir chéi vi néu lam thé, n6 sé phai
hy sinh mang séng, con Ga thi chi can dé tri'ng ma thoéi. (B.T) 21. Sau
Sigma: mot hé phwong phép cai tién quy trinh dwa trén thong ké nham giam
thiéu ty 1€ sai sot hay khuyeét tat bang cach xac dinh va loai trir cAc nguon
tao nén dao dong (bat 6n) trong cac quy trinh kinh doanh. “Sigma” c6 nghia
la d6 léch chuan (standard deviation) trong thong ké, nén Sau Sigma dong
nghia véi sau don vi 1éch chuan. (B.T) 1. Jolly Ranchers: m6t nhan hiéu keo
noi tiéng ctia My. (B.T) 2. Cudn sach nay do hai tac gia viét, la Kenneth
Blanchard va Spencer Johnson. (B.T) 3. Draper Fisher Jurvetson: hang dau
tw mao hiém cia My, da va dang dau tw vao nhitng cong ty khéi nghiép rat
thanh cong nhu Baidu, Twitter, Tesla Motors, Tumblr, Yammer,... (B.T) 4.
“Hop den” va “hop trang”: xin xem chu thich & trang 224. (B.T) 5. Bau troi
tim ngat: bau trdi mau tim thwong la biéu hién treéc khi mot con bao ap
dén. (B.T) 6. R&D: viét tat cia “research and development”, c6 nghia la
“nghién ctru va phat trién”. R&D la mot trong nhitng chia khéa thanh céng
cta nhiéu tap doan va cong ty 16n trén thé gigi. (B.T) 7. Xa lang: nguyén
van la “all-in”, mot thuat ngit cua tro choi bai Poker, nghia la dat tat ca tién
trong tay vao mot lan “t6”. “All-in” dich ra tiéng Viét la “xa 1ang” hodc “to
xa lang”. (B.T) 1. Peyton Manning (choi cho doi Denver Broncos) va Tom
Brady (choi cho doi New England Patriots) la hai cau tha choi 6 vi tri hau
vé (quarterback) xuat sac nhat cia mon béng bau duc tai My hién nay va la
hai ky phung dich thd moi khi d6i bong cua ho d6i dau nhau. (B.T) 2.
Nguyén van: “to pursue what looked like a windmill tilt”, nghia la “theo
du6i mot ‘cudc dau thwong véi coi xay gié’”. Cau nay bat nguodn tir cau
chuyén ngu ngon vé chang hiép si Don Quixote cia van hao Tay Ban Nha
Miguel Cervantes. (B.T) 3. Dustin Hoffman: dién vién ky cuu nguoi My,
tirng gianh 2 gidi Oscar va 6 gidi Qua cau vang. (B.T) 4. [18N: danh twr
“quoc té hoa” trong tiéng Anh la internationalization, bat dau bang chit
dugc theo sau béi 18 ky tw khac trude khi két thic bang chit “n”. (B.T) 5.
Babe Ruth: cyu danh tha bong chay cia My, ngudi duge xem la huyén thoai
vi dai nhat ctia mon thé thao nay. (B.T) 10. Thé gidi thvong mai khong c6
ma sat: nguyén van “a world of a frictionless commerce”. Thuong mai
khong c6 ma sat 1a hoat dong mua ban khong c6 sy tiép xtc truc tiép gitra
nguoi ban hang va ngudi mua, chang han nhw cac hinh thitc ban 1é & siéu thi
hay thvong mai dién t. (B.T) 11. Chién lwgc “6m lay va m& rong”: chién
lwge nay co tén goi day da la “om 1ay, md rong va tiéu diét” (embrace,
extend and extinguish), dwgc Microsoft stt dung dé danh bai cac doi thu
canh tranh trén nhiéu linh vire, trong d6 c6 cudc chién trinh duyét giita
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Internet Explorer va Netscape Navigator. St dung 1gi thé gan nhu tuyét doi
vé thi phan hé diéu hanh, Microsoft tim cAch m@& rdng cac tiéu chuan vé
chuwong trinh may tinh, Internet theo huwéng ma cac doi tha khéng dap tng
dugc dé triét tiéu kha nang canh tranh ctia ho. (B.T) 12. Nha phét trien: &
day la cac nha phat trién phan mém va web, la nhitng nguoi xay dung (lap
trinh) va phat trién cac *ng dung, phan mém trén may tinh, Internet. Trong
tiéng Anh, nha phat trién dugc goi la “developer”. (B.T) 13. LDAP
(Lightweight Directory Access Protocol): Giao thirc truy cap nhanh cac dich
vu the muc. (N.D) 14. Trong tiéng Anh, dam may la “cloud”. Con ' “loud” co
nghia 12 6n a0, am 1. Vi thé Loudcloud c6 nghia den la “dam mdy on ao”
(B.T) 15. Taj Mahal: tén mot ng6i dén c6 6 An D9. (N.D) 16. NASDAQ
san giao dich ching khoan dién tir tai My. (N.D) 17. Dotbomb: cach choi
chit trong tiéng Anh. Bomb 14 qua bom. (N.D) 18. Series C: thuat ngit dung
trong hoat dong dau tw mao hiém, dung dé chi dgt dau tw thit ba, giai doan
cudi cung trong chu ky dau tu cho céng ty méi thanh lap, trwdc khi cong ty
nay dugc chao ban ra cong ching. Co thé coi series C la giai doan dau tu gia
han cho cong ty. (N.D) 1. Phién am theo tiéng Phap ‘nouillage’ (‘nu-i-az’).
(Tat cd cac chu thich déu 1a cia nguoi dich). 2. Franz Kafka (1883-1924) la
mot nha van tiéng Ditc, xudt than trong mot gia dinh géc Do Thai. Ong la
mot trong s6 nhitng nha vin phwong Tay 16n cta thé ky XX. 3. Ho6c mon
giao tiép. 4. Cach ndu an cho nhiéu té6i va mui tay. 5. Mot trong nhitng thanh
phan chinh tao nén b xwong ngoai cta con trung va mot so loai nganh chan
khép. 6. Giay thé thao cao lam bang vai bén, dé day, dung dé di bo. 7. BPon
vi nhiét lwgng. 8. Tiéng Tay Ban Nha: Bon nwdc ngoai, bon nwéc ngoai, cha
y! 9. PJ (Police judiciaire): Canh sat tw phap. 10. Kién c6 hai da day, mét da
day ca nhan va mét da day tap thé. Thitc an chita trong da day tap thé co thé
dung dé trao doi dinh duwdng véi con khac cung bay dan. 11. Hannibal Barca
(247-183 tredc CN) 1a mot twdng linh va nha chién thuat quan sy nguoi
Carthage, da tirng dem quan di chiém thanh Rome. 12. “T0i biét gi’ la cau
khau hiéu ndi tiéng ctia Michel Eyquem de Montaigne (1533-1592), nha
triét hoc, nha van, chinh tri gia noi tiéng nguwdi Phap thoi Phuc hung. 13.
Phién da Rosette dugc tim thay nam 1799 tai thanh ph6 cang Rosette, chau
tho song Nil, trong chién dich ctia Napoléon Bonaparte. Phién da nay dwgc
coi la chia khoa dé giai ma chi Ai Cap twgng hinh, trén dé cé mC)t ban van
dugc viét bang ba hé thong ky tv (twgng hinh Ai Cap, Ai Cap c6 va Hy
Lap) (1) Chién tranh 1866 1a giai doan cudi cung trong sy nghiép cua nguoi
Y chdng nén do ho cua nude Ao va dem dén viéc giai phong xi Vénézia.
Thai tir Umbectd sau 1én ngdi qudc vuong Y nim 1878. (1) Truong tiéu hoc
&Y c6 hai 16p mdt: méi vao thi hoc mot dudi 1a 16p v long, roi lén mot
trén. (1) Bao khong dang tron tén, chi dang tén viét tit dé gitr danh du cho
nguoi ting thiéu. (1) O cac nuéc on ddi, tré con ngheo thuong di lam ngh@
ngo 6ng khoi 16 swdi, nha bép, vi than hinh nho da chui vao ong khoi. (1) 0]
trén co noi la ’quan doan cta thai tr Umbectd’ xem nhat ki ngay 25 thang
mudi. (1) Nam 1848, cach mang n6 ra ¢ nhiéu thanh ph6 Y: Palecms,
Napoli, Vénézia, Mllano roi nhanh chong chuyén thanh chién tranh gidi
phong dan toc, Chong nén thong tri cda triéu dinh Ao. (1) Nguoi Lomba ¢
mién bac Y, qué huong caa ho goi la xt Lombacdia. (2)Triéu dinh Ao thong
tri mot phan dat Y, nam 1859 hoang dé Phap Napdléong I gitip nguai Y
tién hanh chién tranh giai phong, va ngay 24 thang sau 1859, quan Phap va
Y danh bai quan Ao gan thi trdn Xénphérind. Trieu dinh Ao pha1 ki hoa wéc
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va cdt cho Phap hoang xit Lombacdia, roi Napoléong III nhwong dat ay lai
cho Y. (1) X Calabrica ¢ tan cung phla Nam bén ddo Y, khong mdy khi co
tuyét roi. (2) Ngay truedc, 6 nhiéu nuwéc on doi nhw Y, Phap, cac trvong hoc
nong thon mua dong c6 tuc 1€ hoc tro mo6i nguwdi mang cui dén dé dot swdi
16p hoc. (3) Tuyét do la tai nan rat khing khiép thuwong xdy ra ¢ mién nui
cac nudc on doi. (1) ngoletto la mot ngwoi hé gu lung, nhan vat chinh trong
v@ nhac kich no6i tiéng ctia nha soan nhac Y vi dai Vecdi, nhan de la
Rig6léttd. Chu dé ctia nhac kich nay 1dy tir vé kich Nha vua vui choi cua thi
hao Phéap Victo Huygo, ma nhan vat hé gu tén la Toribulé, ding tén that cia
nguoi hé noi tiéng nhat ¢ triéu dinh nuwdc Phap trong thé ki XVI. (1) Lop s6
3 tirc 1a 16p c. (1) L&p so6 bon tic 1a 16p D. (2) Phirenze - ma cac ngon ngit
Au chau thudng phién am theo tiéng Phap la Phglorangxa - 1a mot trong
nhitng thanh pho tiéng tam lung lay nhat nwéc Y, cuc ki noi tiéng vi cac
cong trinh vi dai vé hoi hoa, dieu khdc va kién tric tir thoi Phuc hung. (3)
Lira la don vi tién té Y nhuw dong tién cua ta. (4) Nguoi hién tt, diu dang hét
suc, chang khéc gi nhitng hai dong lam thién si¥ bén canh Chtia Troi, trong
quan niém cua dao Thién Chua. (1) Xem ch thich trang nhat ki ngay 11
thang muoi hai. (1) bat Y ngay y bi chia lam bdy nwdc ma nhiéu nudc
thudc quyeén thong tri caa triéu dinh Ao. _Vuong qudc Xacdénha la nuwdc dau
tién noi lén, nam 1848, chong lai Ao; tritu dinh Xacdénha lanh dao cudc
chién tranh gidi phong dan toc glanh doc 1ap va thong nhat cho toan thé
nhan dan Y. (1) Trong lich st dau tranh | gianh doc lap cua nhan dan Y c6 hai
tran ndi tiéng da dién ra & Cutxtotza, mot ngoi lang trong X1t Vénézia; day la
tran thi* nhat nam 1848, con tran th hai dién ra ngay 24 thang sau nam
1866, tac gia De Amicis 6 tham dv. (3) Linh cu6i ngwa deo sung treong va
kigm. (1) Ban dich nay dwa vao ban dich ra tiéng Phap cia Nha xudt ban
Delagrave 1 950, c6 doi chleu v0i nguyén ban Cuore; tén nguoi, tén dat
phién theo ngi* am hoc Y, lai c6 chu thich nhitng ché khé higu va nhitng cho
can lwu y dé hidu ding y nghla chan chinh cua nguyén tac. Loi chu thich
déu la cua dich gid tiéng Viét . (1) Tiéng tré con goi bd, theo phuong ngén
vung Napoh (2) Napoli la mot thanh pho ndi ti€ng vé cong trinh nghé thuat
va mot thuwong cang 16n caa nudc Y, ¢ trén bo bién Tyréno. (1) Cac giam
muc dao Thién Chia dwgc cam mot cai gdy dai dau uon cong, 1a biéu hién
quyén Iy ctia chite vy giam muc. 2 Hoi Hoa trang la hoi dan gian ¢ cac
nwoc Chau Au, bat nguon tir nwéc Y, néi tiéng Ve tro choi deo mat na va
mdc quan 4o gid 1am hang nguoi nay ngudi no, di diéu ngoai phé va mua
nhay (1) Hoi nay tiéng cac nudc Au chau déu goi theo tiéng Y 1a carnevale,
dién ra tir 6 thang giéng ngay 1é Chua hién hién, va kéo dai nhiéu ngay, cho
dén ngay thtt t, bat dau kiéng an thit, ma c6 ndm la trong thang hai c6 nam
dén tan 9 thang ba tuy theo ngay 1€ Phuc sinh nam ay som (22 thang ba)
hay muon (25 thang tw). (2) Tiéng Y, nghla 1a nhay trén van, chi nguoi lam
xiéc. (3) Quang trwong 16n nhét o thanh pho Torino, mang tén quéc vuong
Vitt6rio Emmanuélé li (1820 - 1878) nudc Xacdenha nguoi co cong 16n
trong sy nghiép gianh doc lap, thdng nhat cho nuéc Y va lén ngdi quoc
vuong dau tién cua nuedc Y thong nhat nam 1861. (1) Vao dau nhitng ndm
80 cua thé ki XIX, khi tdc gia viét trang sach nay thi dan s6 nwéc Y d trén
hai muoi sdu triéu nguoi; thé 1a trung binh trong s6 mdt nghin ngudi ¢ nwdc
Y da c6 mot ngudi mil. (1) Bac sd dang twong dwong v4i cdp mot cia ta
ngay nay. (1) Tac gia nham, vi Enric6 hoc 16p ba & khu Baretti ca ma (xem
nhat ki thang muoi, ngay thtt hai 17. ). (1) Torind, thanh phé 16n & Bic Y,
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trung tam cong nghiép va van hoa guan trong, triedc la thu d6 viong quoc
Xacdénha, r6i thu do vuong quoc Y cho dén nam 1864. (1) Con goi la 16p
so dang hoac 16p mot dwdi. (1) Nha giam dé gido duc va céi tao nhitng tré
pham phap. (1) Cac trudng hoc & Y phét phan thuéng vao gilta nam hoc,
con cubi nam thi chi thi 1én 16p théi (xem nhat ki thang bdy, ngay 4). 2)
Khu nay mang tén dai thi hao Y thoi Phuc hu’ng Toocquato Tatx6 (1544-
1595) tac gia thién anh hiing ca n6i tiéng nhét ctia vin hoc Y Giéruxalem
gidi phong. (3) Khu nay mang tén nha bac ngt va chinh tri gia nguoi Y néi
tiéng trong thoi can dai (1802- 1874). (1) Xt Romanha ¢ mién trung Y, dat
dai kh6 xau ngheo nan, dan cw thua thét, xwa kia noi tiéng vé sao huyet cua
quan trom cugp. (2) Tiéng Y, tré con goi ba 1a nonna. (1) Hoa dong thao la
hoa ctia mot thtt cay nho moc ty nhién ngoai dong & cac nwdc 6n ddi, canh
tim dam, nhi vang va rat thdm cling thuong goi la hoa tim. (1) Trong cac
trwong & cac thanh phé nuéc Y theo 1€ thi dén lic hét hét gio hoc, nguoi
gac cong dén ting 16p, ndi mot tiéng La tinh Finis, nghia la hét gio, chi
khong danh trong hay kéng (1) O'Y thud & ay cac thay gido, co giao khong co
1€ phai vé huu, vi kinh nghiém va lwong tam cua cac nha gido cang tham
nién lai cang quy; nén cu gido Croxetti day dén tam muoi hai tudj, va do cu
c6 xin, mdi dugc vé hiu, sau sdu muoi nam day hoc. (2) Chuy: Ong Bottini
nhiéu ltic néi da hoc vdi cu giao bon muwoi bén nam ve tredce, cé lic néi bon
muoi ndm; con cu giao thi lic nao cling n6i bén muoi nam. (1) Trung hoc
c6 hai cap, twong duong véi cap hai va cap ba cta ta ngay nay. (1) O cac
nwdc phuwong Tay, dé tang ngwoi than ngwoi ta mac quan 4o mau den. (1)
Co quan hanh chinh cia mot thanh phé. (2) Ngudi giit ctra va dwa khach
vao ra ¢ cac nha mon, dinh thy. (3) Nhitng nguai co chite vu dai dién cho
chinh quyén deo bang mau quéc ki. (4) Cung thudng goi theo tiéng Phép la
hoa ‘pangxe’. (5) Cling thuong goi theo t1e'ng Phap la hoa ‘macgorit”. (1)
Viéc that da xay ra ¢ Torin6 dem 27 thang giéng nam 1880. (2) Banbad la tén
mot nguoi yéu nudc Y, ba twdc Banbd, sinh ¢ Torino, mot trong nhitng lanh
tu cta phong trao Phuc sinh - Rlsorglmento doi doc lap, thong nhat cho
nuéc Y, dan dén Céch mang 1848. Dé van dong quan chung, Banbd da vigt
tap séch néi tiéng va cé tac dong rat 16n la Nhitng moi hi vong cta nuwdc Y -
Speranze d’ltalia (1844). (1) Appenin6 la mach nui chay su6t nude Y.
Andetx 1a mach nui chay su6t be dai cua chau Nam My. Pay la truyén cau
bé tir nwgc Y sang tan Nam My tim me. (2) Giéndva, thu phu ctia x@ Ligiria,
qué huong cua tac gia De Amicis, la mot hai cang 16m clia dat Y, tr thoi
Trung c6 dé budn ban thinh viegng vao hang nhét chau Au canh tranh vGi
Vénézia, thuyén buén di khap noi; nhiéu nha hang hai n6i tiéng trong lich
st qué & day, nhv C616mbo ngu’(‘)’i tim ra chau My. (3) Buénét Airetx & Nam
ban cau, cac mua ngugc lai chung ta, théng nam la cu6i thu bat dau sang
dong, 1a muia mua, ‘budi rang dong ruc rd’ nhu thé nay that la han hivu! (4)
Senor, tiéng Tay Ban Nha nghia la ngai, dung dé€ ddt trudc ho tén nhitng
nguoi ma nguol ta ton trong. (5) Tiéng Tay Ban Nha nghia la: Oi! Toi
nghiép cdu bé! Cu gia budt miéng noi ra bang ti€éng Tay Ban Nha la tiéng
me dé cua minh. (6) Mot dam [a 4.444m, mét tram dim 1a gan 445 km. 7)
Nghla 1a ‘Ctra song’ bing tiéng Tay Ban Nha. (8) Nghia la ‘tir biét’, 6ng cu
lai noi tiéng Tay Ban Nha xen vdi tiéng Y. (9) Song P6 dai nhét nwéc Y cé
670 km, song Parana dai 4.700 km chay qua mot dong bang ménh mdng ctia
nwec AcHentina, roi hop véi song Uruguay lam thanh song Riddé la Plata.
(10) Nam My khong c6 cop, chi con Jaguar la mot thir bao, va con Puma hoi
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gldng cop, nhu’ng da khong c6 vdn va quen @ trén cay. (11) Tiéng Y nghia la
‘cau con trai’. (12) Roxario 1a thanh pho 16n, cang song sam udt cua tinh
Xantaphe nong nghiép rat phat dat. (13) Bat nwdc Y ngheo, cudi thé ki XIX,
moi nam c6 dén nira triéu ngudi phai di cw di tha phuong cau thye, phan 16
la sang chau My La Tinh, nhat 1a sang AcHentina, va lam noi ho b1 hat hui,
bac dai. Chi tiét nay rat hlen thyc. (14) O Lombacdla nguoi ta noi mot tht?
tho ngit la tiéng Lomba, khac tiéng Y pho thong, vi ds 13 tiéng cda nhu’ng b0
lac nguwoi Lomba, goc Giec-manic dem theo vao mién Béc Y khi ho tran
vao, trong thé ki VI. (15) Dam & day la don vi do lwong ctia Anh, bing
1.609m. (16) Buenas noches la tiéng Tay Ban Nha chiic ngti ngon. (17)
Peon la nguoi Tay Ban Nha, hodc lam nguoi dan duong, hodc chan stc vat,
hodc chd xe bo trong nhu’ng mién nii ¢ chau My La Tinh, Peones 1a nhiéu
nguoi péon. (18) Mach Anpi ¢ mién Bac nude Y, sung sitng trén dong bang
song Po, noi da bat dau nhitng cudc dau tranh glanh doc 1ap va thong nhat
ctia dan toc Y. (19) Mach Andetx chi chay tw bat Lira 1én dén eo Panama
trén 7500km, chi hon sau muoi do vi tuyén thoi, nghia la 1am cot xwong
song cho chau Nam My; con xuwong song cua chau Bic M¥ chay lén dén
gan Bac Cuc dugce goi la mach nai Tay, trong ay cé mach Nui Pa & Hoa Ki
va Canada. (20) Tho dan chau My, thwong ciing goi la da do. (21) Tiéng
Tay Ban Nha goi phu nit mot cach cung kinh. (22) Tén ba me Macco la
Giuxéppa, goi theo tiéng Tay Ban Nha la H6xépha, vi 6ng ba chu la nguoi
Achentina va n6i tiéng Tay Ban Nha. (1) Xc6tlen, m6t x(¢ @ mién Bac nuwéc
Anh, noi tiéng vé nhﬁ’ng thir véi ké 0, ké soc mau sdc s@. Nhitng vai nhu thé
thwong dugc goi la vai Xcolen. (2) Qua cua mot loai cay thuoc ho hoa hong,
gan vOi cay man, bé bang dau ngon tay cai, mau do tuoi, rat thom ngon, goc
& mién Tiéu A va phd bién & cac mién khi hau can nhlet doi; 6 ba Lat cling
trong duwgc nhidu. (1) Xem chd thich & trang nhat ki ngay thtt ba 18 thang
mudi. (1) Mau den la mau tang phuc. (1) Ho cta Enrico. (1) Bis tiéng La
tinh nghia la lan tht hai. (1) Enric6 1a hoc sinh 16p ba, nhung truwong sa dang
c6 hai 16p mot - mot trén va mot dudi - nén cdu dd hoc ¢ truong hét nam thur
tw r6i. (1) Livocpun la thwong cang l6n thit nhi ctia nwéc Anh, sau Luan
bon. (2) Manta la mot hon dao ¢ quang giita dao Xixilia cua Y va chau Phi,
ngdy nay doc 1ap, nhung tir nim 1800 dén 1964 la thudc dia ciia Anh. (3)
Thu do dao Xixilia. (1) Calabrica la xit dphia nam, noi tan cung ban dao Y.
(2) Retjio dé Calabrica la thu phu cua x@ Calabrlca & trén eo bién Metxina,
trong sang dao Xixilia. (3) Piemonte la mot x&t & mién Bic nuéc Y. 4),
TorinG la thu phu cua x@& Piemonté. (5) Bau thé ki XIX, dat ctia nguoi Y bi
chia lam bdy nwdc, phan 16n do triéu dinh Ao théng tri. Nguoi Y phai khai
nghia lién ti€p va tién hanh chién tranh giai phong, dén nam 1870 méi hoan
thanh thong nhét dugc dat nwde. By thay gido day cho hoc sinh mot bai
hoc yéu nudc va doan két dan toc gitta nhitng nguoi dan Y trwde day thude
cac vuong quoc khac nhau do cac thé lyc phong kién ngoai lai chia cat.
(6)Qudc ki nuwée Y ba mau: dé, trang, luc. 5. Mot nhan vat trong phim hoat
hinh cung tén do Pirc san xuét. 6. Mot nhan vt trong tiéu thuyét Y thién do
long ky cua nha van Kim Dung, nhan vat nay la chuéng mon doi thi ba cta
phai Nga Mi. C6 nay dung mao rét dep, vo cong cao cuong, tinh tinh khi
khai, ra tay cue ky hiém doc, dong thoi vi muon gitt thé dién cho mon phai
cua mlnh dé t0 y bao che nhu’ng sai trai cua de tu. 7. Tru’o’ng Ky Trung sinh
nam 1951 la mot dao dién, dién vién, nha san xuat, nha gido, tac gia noi
tiéng ngu’dl Trung Qudc. 8. Duong Uyen Nhu hiéu nham tir Mc 13 viét tit
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cta Menstrual Cycle. 9. Canh Pai Ngoc chon hoa nam trong héi 27 cua
Hong 1au mong. 10. Mot loai khic nghé ctia Trung Quoc dung nhitng cau
noi vui, hoi dap hai hwdc hodc noi, hat dé gay cuwoi, phan nhiéu dung dé
cham biém thoi hw tat xdu va ca nggi nguoi tot viéc tot. 11. Tt hoa gom
hién dai hoa cong nghlep, nong nghiép, qudc phong va khoa hoc k¥ thuat.
12.Co nghia la nang gat cudi Thu. 13. Manh Khwong Nit la mot nhan vat
trong truyén c6 tich dan gian Manh Khwong Nit khéc Triwong Thanh cua
Trung Quéc. Chuyén ké ring, thoi Tan Thiy Hoang, ngay trong dém tan
hon ctia Manh Khuong N vdi tan lang la thu sinh Giang Nam tén Pham Hy
Luwong, chong Manh Khwong N bi triéu dinh bat di xdy Van Ly Truong
Thanh. Bén mua Pong, Manh Khuwong Nit dan 4o cho chong va ldn 16i tim
chong dé trao do. Manh Khuong Nit da di theo chiéu dai ctia Trwong Thanh,
héi tham nhiéu nguwdi va cudi cung nhan dugc hung tin chéng minh bi chét
vui thdy dwéi Treong Thanh. Nang Manh Khwong dau buon than khéc tham
thiét 3 ngay 3 dém, nwdc hoa lan mau. Tiéng khoc cia Manh Khwong vang
xa 800 dam Truwong Thanh, lam sup d6 mot khic thanh, dé 16 xac chét cta
chong minh. Nang an tang cho chong xong lién nhdy xudng bién ty van. 14.
Moén nay giong nhuw thit kho tau, an khi con néng, vGi nguyén liéu chinh la
thit ba roi, vi ngot chit khng man, an rat ngdy. 15. C6 nghia: s6 mot va duy
nhat. 16. Nguoi trong cac nha mon thdi phong kién chuyén lo viéc truy na
bon toi pham. 17. Tam mudi chan hoda, chinh la hoa trong rn@c + hoa trong
da + hoa trong khong khi, hay noi cach khac, trén la ltta cua vua, gitta la Itra
cta bé toi, dwdi la Itra ctia dan. Mudn dap Itta nay phai dung chan thuy, tirc
la ngoc 10 caa troi dat, hodc la nwdc cta bon bién méi | dap dugc. Nguoi xua
dung tir nay dé am chi ngon Itta thanh thanh, uy Iwc v6 cung, cé thé thiéu
d6t hét moi sw xdu xa. Trong truyén Tay Du Ky cling c6 nhic dén thit lita
nay, va day ciing la bao boi cia Hong Hai nhi. 18. Mach Nham la mach cua
cac kinh am, mach DB6c 1a mach cta cac kinh dwong. Trong quan diém cta y
khoa c6 truyén phirong DBong thi hai mach nay la hai mach chinh trong co
thé con nguoi. 19. Nhitng ngudi do bi lam sao vay? 20. Trong Tay Ho
truyén, s Phap Hai trong chua Kim Son cho rang Bach Nwong la yéu quai
sé lam hai dan hai nwdc va thong bao cho Tt Tién biét. Vao tét Doan Ngo,
Tir Tién bét ép Bach Nuong udng rugu hung hoang, sau khi uéng rugu nang
1ap tire hién nguyén hinh la ran. 21. Niém hoa nhi tiéu hay Niém hoa vi tiéu
nghia la cdm hoa mim cwoi, day la mot giai thoai thién, ghi lai sw kién Bic
Phat Thich-ca Mau-ni dva canh hoa 1én khai thi, ton gia Ca Diép pha nhan
mim cudi. 22. An bita sang kiém bita trura. 23. Tir dung chi nhitng loai thu6c
khi diing vao sé gay kich thich ham muén tinh duc. 24. V6 sy bat ding tam
bao dién, Bat thi Diém Vwong bt xao mon: Khong c6 chuyén gi hé trong
thi khong dén dién Tam Bao, khong phai Diém Vuong khong g6 cita. Y noi
khong lo chuyen bao dong, 1am dung phdn sv, khong phai viéc cia minh
khong xen vao, khong lam viéc khong ding itic ding ché. 25. O day dung
vOi y giéu cot, kidu nhu do mdt do. 26. Y noi lanh le thong minh tinh quai.
27. Bi thu’o’ng nhe thi khong lui khéi tran tién. Y néi chién dau kién cuong
dén cung khong nan chi. 28. Parvenu, con goi la ngudi giau méi ndi, tif nay
dugc dung chi nhitng ngudi giau 1én nhanh chong trong mot khoang thoi
gian rat ngan. Thudng tredc khi dwge chup mi 1a mot Parvenu, nhitng
ngudi nay da phan song duwdi ddy xa hoi, ho dem nhitng khoan tién ma ho
c6 dugc ném vao nhitng mon hang xa xi hodc cudc séng hoang dwdng ma
trvdc day ho khong dam mo dén. T nay cling dugc dung dé chi nhitng tén
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troc phd, giau nhung kém hiéu biét va kién thitc. 29. B6 phim truyén hinh an
khach ctia My, & Viét Nam phim nay c6 tira dé la “Thé gidi ctia nang”. 30.
Mot loai nwdc sot gia vi dung dé wép, lam tang vi dam da cia mén an, dac
biét 1a cAc mén thit, thanh phan co ban gom chat diéu vi, mudi, bt ngot va
mot s6 nguyén liéu khac. 31. Dep trai nam tinh, ra dang dan 6ng, banh trai.
32. Mot loai thu c6 hinh dang gan giong vai lac da, lai vira giong ngya, tén
tiéng Anh 1a Grass Mud Hors, con nguoi Trung Quoc goi no la Thao Née
Ma. 33. Loi cht ma Quan Am Bb Tat da chi cho DBuong Tam Tang dung dé
khong ché Ton Ngo Khong bang chiéc vong kim c6 trén dau, moi lan niém
chu nay thi chiéc vong siét lai, khién dau Ton Ngd Khong dau dén nhw
muon chét. 34. Loai ché c6 mau 16ng vang, giong nhuw ch6 cé pho bién &
Viét Nam, nhiéu noi ngudi dan goi ching la ché dach hay ché vang. 35. Tén
ban goc la Gidi han thang ditng, ¢ Viét Nam n6 dugc biét dén voi tén Bdo
Tuyét. 36. Cach son da nguu twong truyen la mot loai vo thuat ding &
khoang cach xa dung quyén chudng co thé danh nga dwogc doi | phvong. Loai
v0 thuat nay c6 nhleu tén goi khac nhw Cach khong da nhan, An chudng,
Bach bo than quyén. Dén nay, mon vd thuat nay co that hay khong van dang
1a dé tai tranh cai. Nhung nd thuong xudt hién trong cac tac pham vdn nghé.
O day dung y nhw gian ca chém thét. 37. Tam dung ban dich caa nhom Vi
Boi Hoang. 38. Digu Minh (sinh ngdy 12 thang 9 nam 1980) 1a mdt cau thi
bong r6 chuyén nghiép dang choi cho doi tuyén Houston Rockets ctia
National Basketball Association (NBA). Hién anh la cau thua cé chiéu cao
cao nhat choi cho NBA, 2.29m. 39. Viét tat cia Photoshop, mdt phan mém
d6 hoa v0i cac tng dung chinh stta hinh &nh dugc dung phé bién hién nay.
40. Thoi Tay Tén, do thanh Lac Duong c6 mot nha van lém tén 1a Ta Tuw.
Ong nay rat tai hoa van chuong sic bén. Qua muoi ndm doc long sang tac,
cudi cung 6ng nay da hoan thanh dwgc mot tac pham 16n tén goi Tam DO
pht. Vi dugc cac nha phé binh néi tiéng khen nggi, cho nén tac pham nay
nhan dwgc sy don nhan nong nhiét ciia moi ngwoi, nha nha déu mudn cé
mot quyén. Nhung thoi do ky thuat in an con chwa dwge nhw ngay nay, viéc
truyén ba an pham, hoan toan phai dya vao in an tha cong. Vi ai ai ciing can
mua gidy dé sao tac pham, cho nén gidy Lac Duong khong thé nao théa méan
hét nhu cau dy, thanh ra gia gidy tang cao chua ting thdy. Sau nay, thanh
ngit “dat nhu gidy Lac Duong” dung dé ca ngoi tac pham nhan dugc sy yéu
men vo cung cua doc gia, ban rat chay. 41. Tén tiéng Anh la Friends. 42.
Giay thé thao dé bang hiéu Adidas. 43.Luc vi dia hoang hoan va Phong thiiy
sang kha thiép déu 1a tén nhitng bai thuéc Dong Y. 44. Nghia tiéng Viet la
“Bao Tuyét”. 1. Nay la Iran. 2. Usain Bolt la van dong vién dién kinh nguoi
Jamaica, nguoi gilt ky luc thé van hoi va thé gidi ¢ cac noi dung chay 100
mét, 200 mét va 4x100 mét tiép sitc dong doi. 3. “Hudng canh dong nam
treo” trich ti bai tho Khéng twdc dong nam phi: “Phu lai nghe sy viéc, Thau
hiéu, mai xa nhau. Cay bén dinh budc t6i, Hwéng canh dong nam treo.” YIa
tw dem minh treo 1én canh cdy hudng veé ph1a dong nam, tiic 1a treo ¢4 tudn
tiét. 4. Ngoai Than, tén tiéng Anh goi la The Bund, vi tri nam & b& song
Hoang Pho ctia khu Hoang Pho thuoc trung tam Thlr(jng Hai, no la tuyén
dwong phong canh ctia Thuwgng Hai, xung quanh con c6 thap truyén hinh
Thwong Hai von dugc ménh danh la hon ngoc phwong Bong, Jin Mao
Tower ctia Phé Dong nam ¢ bd doéi dién cta song Hoang Pho, day la noi
ngam canh ma du khach dén Thugng Hai khong thé bé qua.
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THU NHAT, THOA MAN LONG HAM HU VINH CUA KHACH HANG

THU HAI, DANH CHO KHACH HANG NHUNG DANH HIEU, DANH
DU CAO QUY

THU BA, AM CHi SAN PHAM CUA MINH CO THE GIUP KHACH
HANG TAO RA “THANH TUU”

NGUYEN TAC THEP 3 NHAC NHO KHACH HANG RUI RO CO THE
GAP PHAI

CHUONG 6 “THUAT NGUY HIEM” CHIEN LUQC TAM Li BUQOC
KHACH HANG PHAI HANH BONG VI SO NGUY CO

THU NHAT, TIM BAU MOI NHUNG RUI RO MA KHACH HANG CO
THE GAP PHAI

THU HAL PHAT TRIEN MOT VAN BE NHO THANH MOT NGUY CO
RO RANG

THU BA, BIEN NHUNG NGUY CO RO RANG THANH NHUNG MOI
DE DOA LON

NGUYEN TAC THEP 4 QI DUNG SUC MANH CUA QUAN CHUNG
HOAC CUA NGUOI KHAC BE ANH HUONG BEN KHACH HANG

CHUONG 7 “THUAT UY TiN” CHIEN LUQC TAM LI BON GIAN DBE
CHIEM BUOC LONG TIN CUA KHACH HANG

THU NHAT, HINH ANH CHUYEN NGHIEP
THU HAI, DANH HIEU UY TiN
THU BA, TRAI QUA CHUNG NHAN KHAO NGHIEM

THU TU, SU THAM DINH TU KHACH HANG CHINH LA PHUONG
THUC TUYEN TRUYEN TUYET VOI NHAT

THU NAM, HAY BE CON SO LEN TIENG

THU SAU, THUC TE CHINH LA PHUONG THUC BIEU DAT TOT
NHAT

CHUONG 8 “THUAT KHAN HIEM” CHIEN LUQC TAM Li KHIEN
KHACH HANG NHANH CHONG DUA RA QUYET BDINH MUA HANG

THU NHAT, TAO RA HIEN TUONG GIA - CUNG KHONG BbU CAU
THU HAI, CUNG CAP PHIEN BAN DAC BIET QUY HIEM
THU BA, THIET LAP NGAY HET HAN

THU TU, AM CHi RANG KHACH HANG CO THE SE PHAI DOI MAT
VOI SU CANH TRANH
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THU NAM, TRUC TIEP HAN CHE SO LUONG CUNG CAP

CHUONG 9 “THUAT SO SANH” CHIEN LUQC TAM Li KHEO LEQO
TANG GAP BOI GIA TRI CUA SAN PHAM

THU NHAT, LUA CHON VAT THAM KHAO LA NHAN TO QUYET
DINH

THU HAI CO GANG SU DUNG PHUONG THUC SO SANH TRUC
QUAN

THU BA, LAM THE NAO DUA RA SU SO SANH VOI1 BOI THU CANH
TRANH

CHUGONG 10 "THUAT DAI CHUNG” CHIEN LUQC TAM Li KHIEN
KHACH HANG SINH RA CAC HANH BONG BAT CHUGC

THU NHAT, KHUAY PONG BAU KHONG KHi BE THU HUT SU CHU
Y

THU HAL TAO BOT PHA BE DAN DAT HANH BPONG BAT CHUOC

THU BA, HOAN THANH CAC HOAT PONG GIAO DICH VOIL TOC O
NHANH NHAT

NGUYEN TAC THEP 5 KiCH THICH BDIEM YEU TRONG BAN TINH
CON NGUOI

CHUOGONG 11 “THUAT THE DIEN” CHIEN LUQC TAM L{ KHIEN
KHACH HANG SINH RA NHUNG HANH BONG MUA HANG KHAC
THUONG

THU NHAT, NHOUNG LOAI SAN PHAM NAO SE KHIEN CHO KHACH
HANG DE Y PEN CHUYEN THE DIEN

THU HAIL CHQ NGUOI KHAC THAY BE GIUP KHACH HANG CO
PUQC THE DIEN

THU BA, LOI DUNG AP LUC VE THE DIEN DE KHIEN KHACH HANG
PHAI THUC HIEN HANH VI NHAT BINH NAO BO

CHUONG 12 “THUAT NAM NU” CHIEN LUQC TAM Li LOI DUNG
MOT CACH HOP LI BAN NANG CUA CON NGUOI

THU NHAT, BAN CHO NGUOI KHAC PHAI SE DAT PUCC HIEU QUA
BAN HANG CAO HON

THU HAI, LAM THE NAO BE TANG SUC HAP DAN CUA BAN THAN

THU BA, KIEM SOAT MOT CACH HOP Li GIA TRI SUC HUT BE CO
THE DPAT BUOQC LOI ICH TOT NHAT

CHUGONG 13 “THUAT HIEU THANG” CHIEN LUQC TAM Li KHIEN
KHACH HANG GIANH CHIEN THANG, NHUNG LA “THANG” PUQC
DON DAT HANG

THU NHAT, LAM SAQ BE KiCH THICH TiNH HIEU THANG CUA
KHACH HANG

THU HAI, CHU Y CHON LOC TU NGU BE TRANH GAY PHAN CAM
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VOI KHACH HANG

CHUONG 14 “THUAT HUNG THU” CHIEN LUQC TAM LI NHANH
CHONG THU HUT SU CHU Y CUA KHACH HANG

THU NHAT, LOI ICH LA MOT CHU PE VINH VIEN
THU HAL CHAM DEN “NOI DAU” CUA BOI PHUONG

THU BA, KHIEN KHACH HANG BOI MAT VOI NHUNG VIEC BAT
NGO

THU TU, CACH THE HIEN NHUNG Y TUONG MOI THAT PHONG
PHU

CHUQONG 15 “THUAT MAU THUAN” CHIEN LUQC TAM LI CUOI
CUNG KHIEN KHACH HANG TU MINH THUYET PHUC CHINH MINH

THU NHAT, LAM THE NAO BE KHIEN KHACH HANG TAO RA MAU
THUAN

THU HAL DAN DAT CAN CAN CHIEN THANG TRONG MAU THUAN
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