BAN HANG

Trong budn ban ngudi chién thang la ngudi 13y dudc tién
trong tai khach hang — khong phai la noi cho da.

Khi ban hang cho khach ma khach hang pii cam on anh
V&l nu cwol rang ro - thi anh méi la ngwét ban hang gioi
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GIOI TH|E6§§\ =
+ “Muon ban hang giéi tr6CHen hs
biét tw ban minh” (Michea{

* Dung co cir lde nao ciing chim
chdm vao hang héa va lgi nhuan

* Ngwoi ban hang gioi 1a nguoi thufc
tén khach hang. Gip khach hang lan
thir 2 1a phai “goi” tén khach hang
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Puong cong hiéu suat lam¥ifcs

TR

« N&ng su at lam vi éc

- Bat dau (starting) t tr 10 phut dao

tien

» Dat dinh diém & 120 phut (do v ay
ng wo' ta khuyen tai x e ctr 120
phut thi ngh i1 lan)
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e Diéu quan trong nhat khi giao tiép la:
“SU TU TIN”

- Kién thurc vé san pham la quan trong

- KV nang truyén dat

2 van dé nay gan lién vaéi qua trinh hoc
hoi va ren luyén

La trai tim cua cua ky nang giao tiép
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Pay la linh hén cta moi cudc giao tiep

SU CHAN THANH
(L& cai tam, ph an mém)
Ky ndng (khong ph &i s ldra ddo) giao tiép la
phwong phap truy én dat sw chan thanh
- Chan thanh ma khong khéo thi vung vé!

- Sw chan thanh la nén tang nhwng phai cé
sw khéo |éo |én trén no!




[\

A\

- A
Ky nang ﬁ ZN ?
Nén lam diéu nay trudc khi chia tay khach ha }
Tiéu x30: GOI TEN HO
Tang tinh cam sau khi chia tay
Trong khi noi chuyén phai goi tén ho
Tuy nhién day la “gia vi”:phai dung liéu lugng
NEéu dua tén vao nhiéu qua: sé vugt lieu lugng,
ngudi ta sé cam giac minh “xao0” qua




Trwéc cac th ac mac gay g at caa KH, diéu quan tr ong nh at ;\T
v&i ban la m ot 1&i khuyén quan tr ong:

DBwng dung ly b at bé khach hang —du ngay ¢ a ban ddng VI
diéu nay lam cho h o mat mat

Khéo 1éo gi ai thich cho h o hiéu ra, dé gitr quan h é

Ban nang th worng khith ac mac gay gatladungli | é dé
ching minh minh - dung

Viéc th wc hién rat kho. C an phai cé ch @ “nh an” trong

ng woi

Nhiéu khi ph ai tw am thi “6ng khach hang nay g ap minh la
may néu gap ng wei khac la ch étroéi” dé co th é lam vi éc véi
khach hang




Ky nang

Nén luén nhé dwa yéu to nay vao trong cudc
tiep xic véi khach hang

THOI GIAN

Anh cé ranh khoéng tdi cé thé néi chuyén voi
anh 10’ khong?

Hay co gang lam sao, yéu to thoi gian la
khoi dau cua tat ca

Khi nguoi ta khong tap trung thi duva yéu to
thoi gian vao vao khong nén qua 10’




p
Ky nang {ﬂ\ :
Co 1 cau tuc ngir Trung Hoaﬂi\r ?

noi rang nguwoi co ca tinh nay
thi khéng thé kinh doanh

duwoc

NGUO1 KHONG BIET CUOI
DUNG MO CUA TIEM!?




TANG TOC/ M

KY NANG GIAO TIEP VA
NGHE THUAT BAN HANG
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1- C& 14 khach hang bat |
(1 ngwoi phan nan, 13 nguwoikh
khong noi truc tiep)

4

¥ Truc tiep @ Gian tiep qu(efing



2- Moi 1 nguoi trong so ¥
do6 sé ké lai véi it nhat 1

bain cou nguy co maat i 140 khauch
hagng tieam naéng khauc




TAISAO MAT KHA CH

MOt nghién ctru cua Vién ng/ciru doanh
va nhdé & My cho biét:

Trong 100 khich hang bi mat, trung binh co:

1 nguwoi chet

3 ngwoi chuyén cho & -

5 nguw¢i khéng lam céng viéc mua hang nira

9 nguw¢i mua @ noi khac (nguyén nhan canh

tranh)
- . 14 nguwoi vi khong hai long vé cach giai quyet
khieu nai
. 68 nguwoi bat man vi nguoi ban hang (nhiéu khi
chi la cach do6i xir cua 6ng bao vé)

— Nhw vay 82% nguyén nhan mat khach vi dich vu
khach hang (ky nang ban hang rat quan trong)
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Phan A
Ban h

LL.a mdt qua trinh
Ngu@i ban hang la ng w&i hwéng GIAO TIEP
e CHU PONG *

Cha ddng — d &n dat khach hang
ho mua hang v ol sw wng —
mang ngh Ta chat |wghg hon so

T lwong d , e ¥ Cung cap théng tin
rong do . v Thuyét phuc khach
hang

3\- v Theo déi, hwéng dan

nguci ban

stv dung san pham va giai
quyéet phat sinh sau khi
ban _




TIEN TRINH GIAO TIER) &

TRONG MOT HOAT b?/ %%
ban hang

1. Ba4n hang &i ché: the sian dat Bay

2. Ban hang thrc dia; the sian kiém
mol (thwong con noi [én)




Bwét 1. Chuan bi cho VI_écC ba
cung la qua trinh tim hi éu

Bwéc 2. Tiép xuc khach hang £

Bwét 3. Tim hiéu va phan tich hhu
tiém nang c tia khach hang (mua'cho
hoac cho ai)

Bwéc 4. Giéi thi éu san pham , thuy ek
ohuc khach hang ' ’ ’

Bwéc 5. Traloi y kiénthac mac cua
Khach hang

Bwéc 6. Két thiic cu éc gi &i thi éu — ban
hang

Buwoc /. Theo doi va phat tri én tiép quan
hé v&i khach hang ( nudi d wong khach

hang ph ai xu at phat t tr sw chan thanh va
khéo |éo ) w
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(Thwong buwéc 1, bwoec 3 va bude 7 1a khong

L

> ’ A - - > rm &
Bao gia o bwoc may? Bao gia chi noi ra’k -"
da thich san pham, khi thich roi thi.co
nhan - nén bao gia & sau 5 truwéc 6.

Néu néi gia ngay tir dau suot cudc néi chuyén chi quay
quanh viéc bao gia do vay phai dung chiéu “Hoan
Bi h ” + “Chuyén Hwéng” bang cau:

Gia dé ti nira em sé théng bao anh cu thé, anh hay xem
cai nay co tinh nang hay 1am? 16i khach hang vao ky
thuat san pham

Anh yén tam di gia doi voi anh 1a dac biét, gia cong ty
em la hop ly dé6. nhuvng anh mua cho ai, mua nhiéu
HEVALLTEN]

Day la nhirng cau thuoéc long, dé kiéu gi ciing 16i ho vao
vong chu dong

A
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Cé 6 cach dé lam cho viéc gia nhe di. 1
Mot con so phai lam cho ré di.
Mién phai néi chan thanh va khéo léo*

DU gia 1a mét wu thé dwng noi ra truoc.

Vi nguwoi ta chwa biét san pham thi
gia co re sé lam nguw¢i ta nghi ngo

Khi goi dién thoai dirng co bao gio bao
gia va di vao chi tiet ma phai “du”

khach hang téi bay méi “thit” khach
HELT:




1- Hiéu biét ve san pham
2- Hiéu bi ét vé khach hang .

3- Hieu biét vé doi th i canh tranh
4- Hiéu biét ve cong ty va doi tac
cua cong ty




2-Hieu biét veé khéch/ﬁ%\\w *
Nhan dang khach ha
l

Xac dinh ca tinh

l

Cach ng X w




Eilfelky
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Nhan biét
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Céch (g xit




11 dang nguoi
thuong gap
va thai do cua ban
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1. Ngwol “Tram tw Q\
" It noi, cham chu ‘=
nghe, hanh dong ]
cham rai.

Thaido cualan?

“*Chuyén nghep™

Ki én thirc giéi - K§ ning tot - Thai do tot - Trach nhiém cag
Khéng dé cam xuc chi phoi vao cong vic-

NGi it, Cwoi it, DUng cau ngin, chinh xac, ciim chi nghe




2. Khach hang chu dong

Khach hang c/eciky [k
tién, trong/giao ti'ep h¢
thé thwong phong

f 2
A Ay
(Y

Pal

Two'l C o/ x ([

Thai do cua ban??

“C ¢1 mo”

- NOi it thoi, cham chu nghe tim ra ké hé,
chém vao nhing cau khen, khich B “th € ha,
hay qua nhi, théi di ba noi”

- Lam cho he théa man noi




A\
3. Neudi Pa nghi %é

ZANN
Khong dong y, hay nghi Kg as\ﬁnﬁz?

Thai do cua ban??

- Néi it, tha khéng néi, ma rigl
- N6i nhitng cau chic chan, dung niing tr khang dinh

manh “bao dam, chic chan, yén tam...”

- Su “Tu tin” maéi x6a tan nghi ng

- Tao cho kb cam giac khéng én ban, khéng ép “anhicdi

tham kho di” dudi ho di

-Nhung réu tu tin 6 1a ngroi ta di mat do vay phai kém

theo 1 cau fia dé gay “hoang mang”

“Anh ctr di xem c6 tfe the nay, c6 th the kia nhung khong
$ I( . el th:ng hén xui, ma néérhon tdi may tram
eﬁng n....” Wradam vira xoadé gay hoang mang




4. Ngud1 lich st

Dé chiu, t&€ nhi,
khong thich b1 €p
Thai do cua ban

Chan thanh
Cho thay minh ghi nhan tam long cia khach hang
Khéng nén dung tiéu xao




5. KH PHONG KHOANG

 Khéng quan tam chi tiét nho Lh
* Noi bao nhiéu néi 1 gia thoi

Thai do cua ban??

- Nhanh nhen

- Em nadi véi anh chi ndi mét gia thoi

- Phai biét tao cho hp nhitng bat ngé tha vi (danh
nhirng wu dai dac biét vao phut chot, doi héi tao bao)
- Nguoi phong khoang khdng mubn minh phong
khoang hon nén dé dang bi chinh phuc néu minh
phong khoang hi

| IIE:. HOI MARKETING VIET RAM
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6. Khach hang k¥ tinh
* Phan tich ky, chi
tiet, hdi nhiéu, ti
"Phdi do cia ban?
Kién tri_: vi khach hang ky tinh khong phai la
khach hang lon, nhieng mét khi h o da mua ho la

khach hang trung thanh, vi ho ngai nghién aku lai
tir dau, va ho khong phiéu hru

Ho sé tr ¢ thanh con “chim maéi” cho minh, vi nguor
ta k¥ tinh thi ho dé tao niém tin cho nguéi khac. Va
ho l& ngwoi hwéng dan cho ngrdi khac mua hang




7. Khach hang hach
dich-chanh

Thlch ra lénh, day do’
muon ..., téi can ...”

“‘Pﬁeﬁ%‘é"c@é‘ﬁaﬁé“g'

- “nhdn nhrong” khdéngan thua bi ndi, khong c6 chugn ai hon ai

- Nang hp 1én, e minh 6i da nhr no &
- Khéngin thua, fon thua la ai ciu bo tién ra




8. Khach hang nhut n

Né tranh, ngai ngan, khéng dam

Thai do cua ban

- “An can”, khéngdeé cap truc tiép dén dé tai ban hang
ma king nhitng cau chugn xa giao — “xan 6¢”

- bung vi anh én mua gi?

- Ma moi anh vao xem, xe anhiaié yén khéng sao co
bao vé, hoi vé chuyén khacdé khuyén khich ko




long, hay cuv nu,
lam to chuyen

Thai do cua ban

-Khéo Iéo (5 Iméc xir ly khach hang nong tinh)

1. Céch ly (cé 1ap), ca moi anh vaoday...lay nudc cho kb udng

2.Hoan binh, anhdoi em mbt chat, anh Gng nrac di

3. Ling nghe bay giv c6 gi xin anh trinh bay — khéng cai

4. Ghi chép: lay viét va giy, khi minh ghi ko phai n6i cham lai, va
nhirng loi nang ho khéng nadi ra, minh co th gian suy ngh— vadém

vao nhrng cau “Du, Da,... em hEu”, ngudc mit 1en va ndi 1 cau “con gi
nita khéng anh” @i giong thién chi —dé cho hy xa hét cho hp mét. Tho
daira

E TvrAd Ibsl
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10. KHACH HANG THO O

Khoéng c6 déng co ro
nhiéu khi chi quan t

Thai do cua ban

- “Gay chu y”, gay td maté chong thy o

- TUy vao & sang 4o dé tao sy chi y




11. Khach hang do du

" Do tinh cach thiéu quyet
doan nén ho luodn luvdong lv &

khdhgigiyastadinh duoc.

- burng bao gi hol ho c6 hay khong vi @ s¢ tra 161 khong
cho an toan

- Phai “quyét dum” cho hy: dung guyét dum nra Wi

“cai xanh va caii6 anh hy cai ndo, ma cai xanh né phu
hop voi anh ton..., lay hdadon ra, ky bao bi ra, hi dia
chi, hoi phuong thrc thanh toan.




Xem tuvong khach
hang

- C6 ké hoach, bt sap xép
- Huong ndi, nhay cam, hay suy ngh
- Dé tu &i, xai tién can than, ky tinh

- “Thiéu quyeét doan”

- Biét gitr 101 hua
Thai do cua ban: Hu
- 6vall

- Gia tang src ép hv, gay hoang mang anti dé
ho phdi dén quyet dinh




Xem tuvong khach
hang

- Ca tinh manh, ly tri manh

- Co tai lanhdao, co uy tin

- boc tai, o tha, doc doan khong nghe ai
- Tiéu biéu theo cti ngha thyc dung

- R6 rang minh bch

- Xai tién rat hop ly

- Song phing

Thai dé ciia ban: Chiéu

- Cung @p théng tin, Iy & vé lgi ich

-Tinh @im vo tac ang




Xem tuvong khach
GEL

- Lac quan, i mé

- C6 tai giao tép

- Xai tién tdo o

-Khdng ¢6 K hoach

-Mua theo ém hiang

- Chi tra khdng chic chan: khi thu ry c6 la by
- Hay thaydoi

Thai dé cua ban: Du




Xem tuvong khach
hang

- On hoa va hin hau, & bi dong long
- Thich chéu ngroi khac

- TO mo,dua chuyn. Tung tindon gi ghé vao co it trai xoan, va
cudi cuing c6 cau cbi cuing ndiding cho ai bét nhé

- Ca né do dr, co tre thaydoi lap truong 180%do
- Thanh toan binh trong

Thai dé cia ban: danh vao 1ong teéc dan, danh vao s cd né - Tét

- T6t véi ho, ho khdngdé ban thiét thoi




Xem tuvong khach
G ELLE

- Lang man, no mong

- Lich ar, & chiu

- Uu chuwng hinh thir

- N6i nang kiéu cach

- Si dién ca nhan

- Mua bing cim tinh

- Thanh toan trung binh

Thaido cua an: banh va cais(Kich ho)
Nguoi nhu anh phii nhu thé nay




Xem tuvong khach
G ELLE

- Théng minh, khéo 1éo, ludé thé thugng
phong

- Kién nhan, tinh nmuc tiéu cao
- Bao tha

- ba nghi

- Can than, biet gitr 10

Thaido caa kan: Ky

- Can than, than trong




Xem tudng 2 vo -\ \
&

chdng %
- Nam dai, i dai: clong Ianhdao ,/
- Nam vuéng, fr vudng: ft giau, Vo lanhdao / ﬁ/
- Nam tron, i tron: vui v, chan hoa, xaié&n giit, chong lanhdao
- Nam dai, i vudng: w lanhdao/quyét hét

- Nam dai, fix tron: vo 1anh dao, ba w bd 16 ba la, tiéu du caa giadinh
mau h¢

- Nam vuéng, ft dai: clong lanhdao
- Nam vuéng, &t tron: clong lanhdao
- Nam tron, i dai: clong ham vui, w chat chg, chong lanhdao

- Nam tron, i vuong: W lanhdao




dicu

Miéng noi, tay chat: déc doan

Ban tay chum ngoén: t& té, ngudi lam su pham, thich
tong hop van dé

Ban tay dua ra trudc va xoay tron: ban tay lan mah,
thuvong néi lan man

Ngon cai duva ra: nguoi tv cao. Cai “toi” Ion
Ngon cai cong: khéo Ieo muu mo, tinh té

Ngoén trd duva ra chi xudng dat: chi dia, ban tay doc
doan

Ngon tré dua ra chi vao mat: thiéu ty tin

Nam ngén cai vao trong: hoai nghi, canh giac khong
noéi chuyén ban hang, noi chuyén choi

Ban tay quay soi: quay téi mudén mua, quay lui ho
muon tuv choi




MAU SAC VA TINH ﬁ
CACH

Do: nhe da, sdi nodi, thang tinh, néng nay trung thai ?

Do tia: tot bung, nhiét tinh, hay giap nguwoi, nhw
buon bat chot

Vang: xé rao, sang tao, nhiéu tham vong, xa'giao tot, dé hap dén
ngwoi khac

Xanh dwong: sach sé, ngan nap, da sau da cam, nhe da ca tin 6n
dinh - thieu suv chién dau

Xanh luc: doc doan thich chi huy, hay ap dat -

Pen: doc lap, ca tinh manh, khé tinh: chi lam an véi nguwoi khac
gioi

Xam: ding cg?lm da nghi, kin dao than trong ]
Nau: Pirng dan nghiém chinh, dé tao niém tin (ngan hang, bao hiém)
Cam: ngu¢i ¢6 linh tinh manh, thich hap dan nguwoi khac, thuwong cé
nhirng thanh cong bat ngo ve tién bac

Hong: tran tré nir tinh, nhay cam chu dao, hay ghen thuvdong hay bat
Ioi ngwoi khac

Anh Pao (hong tring): thich chinh phuc ngu®i khac, néu cé gia dinh
dé ngoai tinh

Trang: dé chiu, thoai mai trong sang, noi thang, phoi bay

Tim: Nhe nhang thién vé cam xuc, thiéu thuc té

HOi MARKETING VIET HAM
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Khi 2 xe dung nhau,
tai xé sé

Ngwoi My: ho sé goi luat sw

Nguwéi Anh: Ho sé nga mia chao nhau

Nguoi Plire: ho sé lay may tinh ra tinh thiét hai

ll(lﬁjy’(‘)’i Phap: ho sé xem quan ao minh cé bi nhan
ong

TBNha: ho sé néi lién tuc va khéng nghe nguwoi
khac néi gi

Nguwoi Nhat: cdi dau chao nhau

Han Quoc: ho sé xan tay ao lén

Nguwoi VN: goi dién nhé kiém cdéng an quen

Nguwoi A Rap: lay so tay ghi lai truyén cho con chau

HEN MARKETING VIET HAM
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TIM KIEM KHACH HANG
1. Haingwn co o

Céc ndi quan k¢ sin c6
Khach hang Hin tai
Khach hang qua kh
Nhan s trong cong ty
Cac cuc tham do da khach hangdién thaai, thu tin)
Céac nha cungap ciaa cong ty
Cac s kién do cong tydo ra: lop bao, Idi thao, hoi nghi khach hang
Céac doanh ngkp khéng phi déi thi canh tranh

Céac mdi quan k& mai
Danh ka dién thaai
Sach baodp chi
Nhitng cuhc tiép xdc ndiu nhién
Thu tin dién thaai, email
CLB khéach hang — ham nda sy thich, hoan énh gidng nhau

Phan tich khach hang

1. Tiém ning cap 1

2. Tiém ning cap 2




Thu xép cudc gap k
hang

Bing dién thoai

| qu}!‘sw dung dién thaai dé thu xép trudc cuc hen:
Quagemadl
- Chao
- Bay © sy vui ming A. Chao ciy may qua gp duoc chi, sang gb goi 2 lan thi may bn
- Ty gi6i thiéu: minh — céng ty — mc dich (thit ngan va am thay cho by dang @n)
- Lam nhr da quen khach hang (nérébtén tnréc)
- Xin gap
- Pua yéu t6 thoi gian (ch 1 phat théi cé véc hoi can)
- Chua hen trude, nhrng chuyén nay hoi gap
- Uh thé tiéc qua fi, vay thi khaing... bao g anh \é...hay 1a 12h t6i gi lai nhé
- Xin 13i chi tén la gia? Thé 12h em @i lai nhé, em tén.... GhA




Thu xép cudc gap
khach harm

Cac hroc neu

1. Chao

2. Bay b su vui mirng (Ah Chao cl, may qué gp dugc ¢h,
sang gb goi 2 lan thi may tan)

3. Tir gidi thiéu (minh — cong ty — mc dich:thit ngan va ém
thay cho hp dang én)
Lam nhr da quen khach hangén do tén troc)
Xin gap
Pua ra yeu t6i thoi gian (chi 1 phat thdi c6 véc hoi cin)
Néu khdngduoc thi xin hen (Uh thé tiéc qua fa, vay thi
khoang... bao gb anh \é...hay la 12h t6i gi lai nhé)
Hoi tén thr Ky (Xin 13i chi tén la gia? Thé 12h em @i lai nhé,
emtén.... ChA)

Q. Camon

Goi lai lan 2

1. Hoi sang clihen em @i lai, em la

2. Anh vé chra ch a

3.




KHI GAP KHACH =\

R

- Giong vui vé - chan that E;/ )
Goi dung tén ho - Anh... ha em goi cho {m Lt/ SE
moi gap, em noéi chuyén v¢éi Anh 3 phut duoc
Cam on vi da tra 10i - may qua modi gap duoc Anh
Ty gioi thiéu - Em la ...0.... D6 Anh
Bat dau bang viéc kich thich to mo - ... “co 101’%...toi
nghi hop tac voi anh “cé 10i” lam dé anh.... (dirng co
noi toac ra)...uh néi qua dién thoai thi khong thay
hét... anh co thé cho t6i 10’ ....hang dep lam...

Noéi “chi xin may phuat thoi”, cho t6i 10 phut thoi toi
sang gap anh chi khoang may phut thoi...

Xin gap...em g¥i tai liéu cho anh lién...a nhung ma
chiéu hom nay ...khoang 3h00 - 3h30 em “ghé” (tw
ghé tot hon ti t¢i) qua em duva anh.... (dirng bao gi¢
nan ni - goi lai cho thu ky)

Goi lai cho thvy ky cam on, khai thac thong tin




Chuan bi gi cho cwc tiép x/j
« 4 Van dé co ban chuéan bj cho cudc tiép xu¢c ~~
Chuén bi vé: thdng tin (khach hang, san pham; GFI
Chuén bi vé: phwong tién hanh nghé (hop déng) b
quet, liét ké thanh danh muc)
Chuén bi vé: ké hoach lam viéc (céi gi 1am trwéc, céi gi lam sau, bd
tri thoi gian...)
Chuan bi vé: thé chat va tinh than
« 1’ Quén di moi wu phién, quén di tat ca, bd hét chi tap trung vao khach
hang, khach hang, khach hang
 Tri nh&: v khi tdi thwong cta ngwdi ban hang
Ky thuat nha: lién két cac y tuwéng
— Thi du: ban hay doc céac tir sau day va co gang nhé chung:

1. cay gay, 2.6ng khéa, 3 trung h oc, 4. con cho, 5. ban tay, 6.
khiéu v @i, 7. chd nhat, 8. ban gai, 9. em bé, 10. d au an.

Tam ly ngwdi mua la thich mua & ngwdi ban quen va ng wei quen
la ng w&i biét tén minh .

Vat bat ly than cda 1 nguwdi ban hang la sb tay ghi dac diém khach
hang.







Trong vong 1 phit dau tién, ban phai
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1.Cham séc ky bé ngoai
cua minh

Trong ban hang cau tréc go
hon t6t nudc son khéng” hiéu
qua, khdng én dep can cham
séc K hinh thrc bé ngoai

e TOcC tai
e Cap mat

» Trang phuc, bang tén




¢, dua vao hlitng gi minh caié ph
¢ cam thay thanh thn

TAT CA PHU THUQC CAM NHAN CUA BAN
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Tv tin, lac quan

Nhin vao vi tri gilra doi mat cuas
doi tvong

Cuoi tv nhién

Anh mat phai reo vui
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3-M& dau bang 161 chao h"\""i%

—

- T6i thiéu<phal 3+ \
- Chontir xuAghay "ﬁwh gc-tam-ly do

AITT00T tac —>chao la

3 D>

—

vay ho Khong co1a 1
cholytré di

- Tuykhacks ;!n .

bang anti'§ Al /
-Glong AoGi pHLi .i
hoac/dau nda yao/cad noi
vao trong ¢cau i

- Trong cau/chaog tén khach
- Thém c&u xa giao & 1&n giong
- Két hop dong tac — lam cho khéng khi giad tro
nén tr nhién lon




4.BAT TAY CHAT, NHIET

T
- Co'the dua ta

\

- Khong-aH ’: vs PSS
- Néuthé™hié )y- ol"; '

.(

JTayrtima - i
< Than_théndactay L5 cai

-Miéng/ardiftuol
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5. Dwra va nhan danh

Cach trag’danh thiép™

- Danh thépo-cho d& \
- Khong néndctrord OIS
- Lay ngay ratic e

- Nén dunertial fay f =

- Néu dungdée-Tien s
khiémnhhrone
- Ve duarliia o Al

aytusc grafa

- Plratrudq 130 s
- Chieuthudh csé chi phal
- Ngorycaidat Jen trén
-Vira trao vra noi “day/lal danh/thip cla toi”

hlak ach hang

thé.hien ar




Céch n nh thep

- Nhan bang'ha%

- Cuidau ca
ol T

- Doc qua L CIT L‘\en , R tm=éa ho
- De fren bg ’ﬁl- Q S l? l\mm t)
Khongonteri o-; R RO kb ONg

can thiét ﬁ

- Xeptieo h (1, A10AC thep .\f wng
I Néu khéng/co pan, co Frbd vas Wi &o hac
tay




6. Tw the ngoi khiém ton nhwng
tw tin (30 - 70)
- X4ch tUi g tay teai, ri
- Ngoi thang hmng \
- Khéng néndé titrér N
- Khi Iéy tiXuong e To oL- R
-Khllaytal feU co the naia n-\
Ngol moéiphan, -' .- ; t A0 TG Ru VES)
- NgoT ca/ carglz n ,./ \ ‘
-Dattaytre cop A fehdul (PaN S\ i}'&tré b
. NghiepG & piffarod 70% -Bltnd XADO Mt thé ghin
- Chah naygachuagchan kiagtir mad vay) heic khong cé ban
thi OK; haic kii dodin tich chit va ge\xep\udhg |géc
- 2 chan'ngofo citi(thi go bo qud) thhiéh thigu tu'tin
- Khi‘khéachdang ¥ hréng e phia tuge Bung (réu nga ra thi
thoa man, Bu ding im thi khéng té hién thaido)
-Khi cau chun tién trién thi ng‘Si trong chién ghe thi thé hien s

thoal el Hmmﬂlwswﬁw
- Hai taydé khéng @ang) 8 $ I(
‘Markefing




7.C ng hop Jy:

- bung thang (6 'L /adas'-“l
tin) _

- Tu.thé thoal mal .\v
1 - \
_erap iz ol le' o RhER
dickriu

- Ghapt ﬁ NG’ san
- Khganhttay /khit van ¢ho R

- Tay cfong gm: khidi ging ®b dd chi huong| din
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“khen la mét nghé thuat” -

-K§ thuat khen, khen trc tiép thi khé, plai kém theo 6c hai téc
-Khen dréi dang cau fdi vo clng tinh &
- Chao anh, nha anly thiét ké ha téi di mot vong phii khéng

- Khen king céach so sanhad ching (mxon ngroi nay khen
nguoi kia)

- Khen king diéu b




18588 voi giong ro rang va tu tin
Ngu i thong minh néi nhanh do
vay thiéu kha nang truyén dat

No6i cham, thi ngudi ta budn ngd

Thuong thi nguoi thong minh thi
noi lap

Phat am thé nao cho tron vanh,
toc do vira phai (60-70 t/phat l1a
vua)




11. M& dau v&i nhirng dé
tai xa giao
Nhirng cau chuyén nén

dung:

Noi bo: co quan,
cong ty

Tin twrc :

Gia dinh: chi la xa

giao vi mang tinh
nhay cam;

Cong viéc:

Cuv tra: dwong anh &
dep qua ha, ching
nao giai téa vay?

Khi hau:

Trang phuc:

So thich

Quen biét : hai nguoi
phu n gap nhau thi
thuvdong néi vé nguoi
tho 3 m,é hai nguoi da
tyng bict

Gidi tinh

Am thwc: mén an,

Mot ngudi ban hang cé kinh nghin phiqa@nnbaghugguad kia
giao. 70% noi cbi (gay thién cam) ch cé 30% Kt thiic

chuyén ban hang. Bin khach hang lam ngyi than tirée kia

ban hang chod
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Khi hau vaam thuc 1a chuyén vo thedng vo phat




12.Nghe ch &am cha khéng ng at [&i ho

13.Dam bao nguyént ac 60 - 30 -10

- 60% th&i gian nghe

- 30% th&i gian noi

- 10% im lang: c6 nh png luc khach hang tr & gia cé th'é im
lang, trong giao ti ép phai biétim | &ng vi ai ¢ ting s @ im 1ang, gi ong
nhw mot kho ang lang trong m 6t ban nhac

Thwc té: ng wei ban luén néi 70% va s ¢ im lang, ciing nh w do
khéong chu an bi ky
Cang ndi nhi eu thicang s o h®

14.Xac dinh ho thu ¢c dang khach hang nao,
guan sat, b at chwéc ce chi, ngbn ng e cia ho )
Hda than vao nhan vat, ho lich sw minh cling phai lich sw, ho bé ba
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Nhirng dé tai c

Chinh tri

Dia Phuong: thé hién svw Al e
cic o0 ool N
Poi thu: chuvwa chac gi - . R
khach hang tin g Riéng tv (tinh cam, hoén
Bi mat nhan gia dinh, thu nhap
' tai chinh)
Xui xéo
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CAC BUOC KHI TIEP XUC KHAC/\
HANG
DIRVELIS ETS RUTREVAICT
Mat tuoi cuoi
Chao: khi 2 bén nhin nhau, dva mat
mat cla khach
Noi ly do, xac dinh thoi gian
Bt tay: dua ra khi mat ho gdp mat minh, va dva ra
dit khoat (gitra ta voi ho qua chénh Iéch vé tudi

tac, dang cap thi minh khoéng dua tay trudc)
Trao card visit (trao trudc khi chuan bi ghé), nén
duong khi trao

Noéi chuyén xa giao, khen bang cau hdi
Kéo ghé ngodi thang...




Buéc 3 : Lang nghe khach har :
tim hiéu nhu cau, dong co kha

hang ’
“Mudn tré thanh ngu¢i dau bo tot,

trwée tién phai biet lam 1 con bo” «
(tuc ngir Tay Ban Nha)
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TAI SAO PHAI TiM HIEU NHU CAU , BONG CO KHACH

LAM TH E NAO DF
L
* Quangsat-ozrray;

y khi lahg nghe

» 3. Nao nd : nghe plii c6 phan tich, khéngilcam xdc
chi phbi, nghe khéngtinh kién

« 4. Tim md: nghe lng tam, nd tam long minh raié

rl(eﬁng nghe, nghe thu d&o, nghe it cach xuyén sit




Buédc 4 : Gioi thiéu SP va thuyét phuc khég\\\\\\\(/

hang ﬁ\ 7
- Ban mwn thuyét phuc gidi phai chuan bi tr wéc / Q\r

- Ban nén chdn bi nhu thé nao:
- Viét ra giay
- Hoc thuwyc — ndi ir nhién,déi khi ngap ngirng
- Thuc hanh tl
- Trinh bay tudc 1 ngroi than

- Trudéc 1 camera
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NT1. Nguyén tic
AIDA

Attention — thu hdtes cha y dia ngroi Khac; Interesv=A
qguan tam thich thu; Desire — Lam che imy Sin
Action — hanhiong
Attention: phii c6 chat nhan &n, von tiéng Viét' phong ph,
biét duing cac, tao sr ch( Y, td mo Bng
. ding cacw gay “soc” . khong noi ngay &n pham ngaytr dau
Chiu khéng i, khung o, khiing biét, siéu, ac ky,
bé anh ki “ an tan” téi lay anh 5 tréu
Phé 10i nit
Ghi vao nhiting tir hay, gay “sc”
Chit “l a” hdm qua ti gp cb gai nay “h” | am
D3t cau Ibi: hdm nay céc in biét tin gi chra? Téi ding khéng
biét gi ludn — i cho hp nghe
Cho hp thay loi ich: Cai nay haydm, anh &y di c6 “lei” [ am,
giai phé cau codi bang nhéu cach khach nhau
Str dung con $ dan ching
Dung cac hinkanh trong phan: Sieu néng, ma siéu #m
Dungdiéu bo




—

NT2: Tap trung vao lap luan ban hﬁ\\\\ﬁ\

Lap luan ban hang = L ¢i ich + dac diéem SP/+b

Lo ich: mang | ai cho khach hang caigi

Pac diém SP:  dac diém cua san ph am dé phuc vu i ich

Bang ch teng: b ang ch ting minh ch ng cho h o thay diéu do la
sw that




- Twe cONng ty

- Ttp san ph am

- Tr y khach hang

- T bai bao qu ang cao ¢ ua cong ty
- Tt nhiiPng cu &c¢ tap hu an ban hang




e Loi ich tim kiém cta méi khach hang khac nhau
* Trwong hop 2 d6i twong di cung co Igi ich khac hau tim'r
cau trung tinh dwoc ndi bang...."nhwng”

4. Khéng st dung tat cd moi ly 18 I/
e Chi dwa ra nhirng ly 1& nao ma khach hang mué f?/é\

5. brng dwa ra qua nhiéu dé nghi -
e Chi nén toi da 3 dé nghi, néu khong khach hang sé bi nhiéu

e Trong kha nang khach hang, bang cach hai “anh dang xai cai
gr”

* Néu tap trung vao cai qua cao hon kha nang khach hang thi
sé lam mat tap trung vao cai ma khach hang c6 kha nang mua
bang cach lam nan long khach hang tap trung vao nhirng mat
hang qua kha nang




NT6: str dung ngon ng @ linh ho at
- Tranh nh tpng t W ky thu at
- Tranh nh @rng ttr “sdo0” r 6ng: s an pham codng ty/em
— thé nao la ch at lweng cao
- Thay van vi ét bang van noi th at 1a tw nhién, b angc
top
- Twwdém: Da, Chi A, Anh A,
- Ttr n6i: hon niva, va lai, ngoai ra, m at khac, th am chi
- Cau noi:
- Ky thu at van diéu: nh feng tir dung c6 am h oi gi 6ng mhau,
nhirng cau c6 nh rng té hop tr bang nhau
- Ky thu at 1teng | o: ta | ing thi ng wei ta s & tiép vao, n6i m oOi
cho ng wi ta noi ti ép...xin | i anh la...?, xin | 6i anh dung.....?
- Ky thu at ch o ch v tung h ng....ten giang h 6 cta san pham
- Ttr ch6i: khéng ding ch @ “khéng” : gia ¢ o dinh, ching em
ban ddng gia ho &c lam nh e bét ch v khéng... “co | & khdng, ch ac la
khéng a...
- Bé nghi 4 cach de nghi:
Trwc tiep: cho téim won 1 tri éu
bé nghi be ngbi...chomwg’nltriéu
Phu Qinh Khoéng bi et cé th & cho m won 1 tri éu )
Tw van Toi tw hoi la li éu trang c6 th € mworn 1 tri éu khdng
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NT7. Kéet hop “glao ti€ép khong
-Nu cudi: tu nhiénding ltc,ding ctd, chan thanh
- giong noi:

-Giong tram tin ciy

- Giong cao sinhiong

Ldc dau nén gong tram, Khi thuyét phuc phai Ién, Khi tra [oi thi xuéng
giong (Vi giong cao thiing phin cing thang), Két thac Ién gong cho
phan sinhdong.
-Anh mat than thén, tp trung nhrng € nhi, ding bao g thé hién sr td mo
- bong tac: tr nhién, tr tin

NT8. Dv doan truéc cac thac

mac cua khach hang -

g;..

HOH AMARKETING VIET MAM
W ®
| 1 At e
Kt A pi §
i AL g

=
fl




PE CAP PEN GIA CA/NHU THE NAO ?

-6 k\?thum ach\handg v /e gié

Ky thuﬁcﬁng . Bao ié\é{ E\ , foc | ichetrd san pham’
4\

3.000.000,anh-sé d{ | S.eer0C..anh sé
duwoc.. . (danh¥ae<hyoRrg Mo 30}t 0),. anh.sé duoc.... Anh
s& dUoC = khéq_.fé{i@ R ‘ _gJéc bi Ira.

Ky'thu at tr e coubatCaeac b ‘TT, gidi quyéet_antrsé khong
phaide’Chuyénbagd Rean N khONg phai. ...

Ky thu atareh : npaetoTIchcia san 5 : hay SéJluong.
Trung”dinh oﬁ' t & MO C NN BE ONGWO, 1 thang
tiét kiem90h (geMpa '
thang hghi /

Ky thudt chia

- Ghia ni 6 gje am (cHp so\thoNgian hoac so sa

pham (300/000/}op thlid¢ trong d ong 10 rigan Y vien), séRpham n
tinh ra khbng/mac Iam, W Xai cad ndm moingay tinhira méi|ngay c6 m
ngan dong
(khi mua bam hiém:'khi hét chwong trinh Bwoc 200 triéu ma dong mot
ngay’5000 a)

- Chia gia thanh b _& phan: gia chua thué VAT, tach ra khéi bd
phan — tuy theo tam ly khach hang (du lich thich “chon goi” vi nguwoi ta
thich thoai mai)

HO! MARKETING VIET MAM




- K¥ thuat so sanh.di kemwoi ki/thuat chia, tinhra 1

ngay anh rat 6500040 Kiem chi bang i€ giri
- K¥ thuat cuc tiéu hda: drd

2 sin pham Khaenhay .

ma ch’duoc then .\--\* HY
hondo6i phuong S P

Khi'te hon 1bi Vv _LeHaer

'\ ~
/) THTLNG
cho/kirach ha o \
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B 5 Tra 1&i nhirngthacumac cia khach hang nhw thé
N\, - -

2 thai do-eta.nguoidsi\dién/barhang can phai |
\ 2

- b
: khach“han
u

v

A n

Thdc-mic *’Aﬁ sa
noi = ¢ /d: I

2. é lgay
EY thong tin)




10 ky thuat tra Ioi nhirn
khach hang

Pao saudirng bao gb tra 161 ngay, madit cau roi/dg

Ky thuat dong tinh cadiéu kién: 3 hrac

Budc 1: da emdong y wi anh...."NHUNG”

Budc 2: trinh bay y kén minh... ding ith w dé tra 1oi thay (dng bao
gio noi hon va kém “..da anh cach kinh doanhia bén b va béngm
khac nhau b kinh doanh & gia, em kinh doanh viidh w

Budc 3 kiém soat xem cau drloi 38 wvira 10ng khach hang afa (anh thy
em codung khong? Anh cong an khong?...)

Ky thuat giam bot: dién ta lai y kién caa khach hang lam gin bot sic
chong déi di

Khéach hang: & oi mic cao!,

Ban hang: uh hang nay khongma! Hang htu ma

Khach hang: & oi mau choéi qua!

Ban hangding né sang va néabmat! (chuyén hueong tir bai thanh thing)

HOH MARKETING VIET BAM
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ha
Ban hang: A y anh mudn néi vé ché do bado'hanh ha??7?

5. Hoi nguoc lai: dap lai bang cau hoi khac dé tao chu y cho
ho (trong giao tiep ai hoi la ¢ the thvong phong). Hoskhéng
phai dé ho trd 160i ma sau dé glal thich

Khach hang: sao cai nay mac thé?

Ban hang: anh cé biét tai sao né mac khéng? Vi né la
hang...

6. Dat cau hdi vong - cau hdi echo:
Lip lai y kién cla khach hang dé ho dién ta ré hon
Khach hang: sao cai nay mac thé?
Ban hang: mic qua ha ??? Pé khach hang giai thich thém




. Duva ra dan chirng dé tang phan thuyét @
hoac gia

Bing loi:

Bing phuong tién: J

(dan ching gia - ma ho khéng kiém ching dvoc..
khong duoc lam phuong hal cho khach hang)

- Hoan binh:
Bang loi: gia dé ti nira em sé trao ddi cu thé véi*fanh
Bang phuong tién: lay may tinh ...chac la khong

duoc dau...sau dé buéng may tinh tho dai....thoi
b&t cho ....

Bang dién thoai: hdi xép em...

. Im l3ng: im lang dé chd ho dién ta ré hon (vi 2 nguvi
dirng v&i nhau, ngudi nay im thi nguoi kia phai néi)

10. ﬂgam 16i kéo ho thanh dong minh: dé khach hang
tra 10i thay cho minh

Hang nay cao qua khoé ban qua

Vay theo y chij thi lam sao dé khach hang dong y ha
chi
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- Khi nao nén gut lai
- Gut lai nhu thé nao




Neé ] inhu
nao? I/

7KY TH /E\ §r
THUONG LUQGNG 0

CACH CHU PONG
















vabatdau




6. PP “trai ... 2"

tinh “de doa” k/hang
khi€n ho phdi ...




POt nhién




