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25 bi mat ban hang

Lam thé ndo dé san pham ciia téi noi bdt hon so véi cdc doi thi
canh tranh? Toi phai giai quyet cdc khiéu nai ciia khdch hang ra
sao? T6i nén cu xir thé nao de c6 duge cac don dat hang? ...Dé
tra 1oi cde cdu hoi trén, mot sé chuyén gia hang ddu, tdc gid cia
nhitng cuon sach vé ban hang sé chia sé cac kinh nghiém ciia ho.

Brian Tracy - chu tich hang Brian Tracy International, California,
tac gia mot s6 cudbn sach ndi tiéng, trong d6 c6 cudn Advanced
Selling Strategies (Chién lugc ban hang hiéu qua) va Great Little
Book on Successful Selling (Cudén sach nhé hitu ich cho hoat
dong ban hang thanh coéng): Bi quyét ban hang cho nhirng cong
ty 1an dau gia nhap thi trudng.

1. Bdn lgi ich, chir khéong bdn ddc diém. Sai 1am 16n nhit ma
cac cong ty thudng mic phai 1a hudng su tap trung vao dic diém
ctia san pham/dich vu. Thay vi 1am nhu vay, ban hiy cha y dén
loi ich cua san phém/dich vu va nhin manh nhitng tac dung, hi¢u
qua cua chung. Hay luon tap trung vao nhirng ich lgi ma san
pham tao ra cho cac khach hang ctia ban.

2. Bin cho nhitng nguoi cé vé nhw sé mua sin phim ciia ban. Khach héng tiém nang la nhimg
ngudi rat quan tim dén san pham/dich vu ciia ban, ho ciing 1a nhimg nguoi c6 quyét dinh mua sam
rt nhanh chong. Néu ban dang ban may photocopy, dimg cd ging ban cho nhimg nguoi chua ting
mua mot chiée may photocopy, ma hiy ban cho nhimg nguoi da so hiru mét chiéc ‘may, hay nhiing
nguoi ma ban biét chéc rang ho dang rat ‘quan tam t61 viéc mua cho minh mot chiéc may. Hiy cho
ho thdy san pham ctia ban ndi troi nhu thé nao.

3. Khdc bigt hod sin phdm ciia ban. Tai sao cac khach hang lai mua sim san pham/dich vu cua
cong ty ban chir khong phai 1a ciia cac d6i thi canh tranh? Moi ngudi khong thich pha bo sy quen
thudc va tién nghi thuong ngay ciia minh dé thir mot cai gi d6 méi me. Vi vay, hdy dua ra cho cac
khach hang ba ly do thich hop dé dung thir san phém cua ban, vi du, san phém/dich vu cua ban co
tdc do cao hon, gia thanh ré hon va c6 chat luong cao hon.

4. Mgt déi mat. Viéc tiéu phi tién bac cho hoat dong quang céo trén cic phuong tién truyén thong 1a
mot trong nhitng cach thirc it hiéu qua nhat ddi véi nhitng coéng ty mai khoi su kinh doanh. Khong
c6 con duong tt nao dé tiép can voi khach hang tdt hon viéc ban truc tiép mit d6i mat véi céc
khéch hang ctia minh - hodc it nhét 1a néi chuyén qua dién thoai.

5. Tdp trung vao cong viéc ban hang thir cdp. Gan 85% doanh thu ban hang dugc tao ra tir hoat
dong giao tiép va qua 11 noi. Do 1a két qua cua viéc mot ai d6 khuyén ban be, ngudi than cia ho
nén mua san pham/dich vu ctia ban, do d6 ban hdy tap trung vao viéc thiét 1ap nhiéu mdi quan hé va
dé nhitng ngudi quen gidi thiéu ngudi quen cia ho véi ban. Hay ty hoi ban than: Liéu cac khach
hang ctia minh d3 thuc sy thoa mén dé qua d6 ho tiép tuc mua sim san pham/dich vu minh dang
cung cip va gidi thidu vé minh cho ban bé, nguoi than cia ho chwa?.

Linda Richardson - chu tich cong ty The Richardson, tac gia cudén Stop Telling, Start Selling:
Using Customer Focus Dialogue to Close Sales (Hay ding néi chuyén, Bit ¢iu ban hang: Str dung
cudc hoi thoai trong tdm vao khach hang dé dat duoc thanh cong khi tién hanh hoat dong gidi thiéu
ban hang): Thanh céng v6i nhirng 1o gidi thiéu ban hang.
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1. Xay dung cdc moi quan h¢. Trudc khi bét dau thao luan vé cong viéc mua sam, hay xay dung
nhitng méi quan hé gan glii voi cac khach hang tiém nang. Mudn véy, ban can tim hiéu xem giita
ban va khach hang c¢6 diém chung nao hay khéng? Cong ty ctua khach hang c6 xuét hién trén cac
trang tin tirc gan day hay khong? Liéu khach hang c6 quan tdm dén thé thao hay khong? Hay dao
sau mot chut vao cong viéc kinh doanh va c& nhan khach hang dé ban c6 thé tao dung nén nhiing
moi quan hé chan that.

2. Dt cdc cdau hoi mé. Ban khong nén dua ra cac cau hoi ma cau trd 101 s€ 1a “c6” hay “khong”, ma
héy thao luan nhiéu hon vé chi phi, gia ca, thi tuc va cac yéu tb ky thut khac voi khach hang. Ban
can dat nhimg cau hoi sao cho cau tra 101 s€ h¢ mo dong co mua sam cua khach hang, nhing van dé
con ban khoan hay khuc mac ctia khach hang, dic biét 1a qu4 trinh ra quyét dinh mua siam cta ho.
Dung ngai hoi khach hang rang tai sao ho lai cam nhan theo mot cach nao do, dé sé 1a cach thac dé
ban hiéu dugc cac khach hang cua minh.

3. Thim do kj hon. Néu mot khach hang noi véi ban rang: “Chung t6i dang tim kiém nhiing san
pham/dich vu tiét kiém chi phi va c6 hiéu suét cao”, thi li¢u ban ¢6 nén ngay 1ap tac noi voi ho vé
viéc san phdm/dich vu ciia ban s& dap (mg nhu cau tlet kiém va hiéu suit cua ho khéng? Mot nhan
vién ban hang théng minh s& khong 1am nhu vay. Anh ta s& hoi thém mot sb cAu héi va tham do
khach hang k¥ hon dé c6 thém cac thong tin gitip ban dinh vi tot hon san phidm ctia minh, ciing nhu
cho ban théy 16 hon nhu cau thuc sy cia khach hang.

4. Hoc dé ling nghe. Nhimg nhan vién ban hang néi lién hoi trong sudt thoi gian tiép xuc véi khach
hang vé san phérn thuong chi 1am cho khach hang chan nan va bo di. Vi thé, ban nén lang nghe
khach hang it nhat trong mot nira thoi gian trd chuyén. Ban co thé cai thién k¥ nang ling nghe cua
minh bang viéc ghi chép, quan sat ctr chi, thai do ctia khach hang, khong voi vang sém két ludn va
hay tap trung vao nhitng gi khach hang dang noi.

5. Nhitng céong viéc hdu mai. Hiy viét mot tam thiép cam on, goi dién cho khach hang sau khi ho
mua sam dé dam bdo rang khach hang thuc sy dugc thod man vdi san pham cua ban. Hay c6 gang
duy tri moi lién hé thuong xuyén trong tuong lai.

Shari Posey - chii tich hing Executive Insights, mot cong ty san xuit bang audio tai Long Beach,
California, chuyén vé cac san pham phuc vu doanh nghiép: Chuan bi va Biao dim

1. Soan théio sin mét khdu higu bdn hang va nhitng 10i giGi thigu sin phdm/dich vu ciia ban.
Viéc tao ra nhimng 101 gioi thiu ban hang khong phai 1a cong viée thé 1am qua loa. Hay luon st
dung nhiing 161 gidi thiéu ban hang da dugc soan thao san, xdy dung nhiing céu hoi can thiét dé
tham do phan tng va nhu ciu cta khach hang cho tung diém mot. Didu nay s& giup ban xac dinh
dugc khach hang ¢ thé phan nan hay kho chiu vé diéu gi, qua d6 ban sé& cho cac khach hang thay
duoc san phém/dich vu cua ban dap ting tbt nhitng nhu cau ctia ho nhu thé nao.

2. Ghi chép nhiing khiéu ngi, phan nan. Hay dé cho cac khach hang thdy ban thuc su lang nghe
nhitng gi ho noi bang viéc ghi chép lai nhiing vuong méc cta ho. Theo cach nay, ban c6 thé tra 10
ranh mach tat ca nhitng phan nan cua khach hang bang viéc cho ho thdy san pham/dich vu cta ban
dem lai cho ho nhiing loi ich gi, vi du nhu tiét kiém tién bac, nang cao hi¢u suit, gia ting dong co
lam viéc ciia nhan vién, hay ddy manh uy tin va danh tiéng ctia cong ty khach hang.
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3. Khuyén khich mua thir lan ddu. Hiy dua ra cho khach hang mot diéu gi d6 thiét yéu lam cho ho
quan tdm dén san pham. Néu thich, ho s& nhanh chong ra quyét dinh ngay, thay vi ludng lu vai ngay
hay hoan lai quyét dinh mua sim vo thoi han. Nhimg khuyén khich mua sam 1an dau co thé 1a:
“Giam gia 10% néu ban mua ngay hom nay”, hay “Néu mua ngay luc nay, ban s& nhan duoc mot
gid tu van mién phi”.

4. Pwa ra 1oi bao dam chdic chin. Hiy dé cho khach hang biét rang sy thoa mén cta ho ludn duoc
dam bao. Mot chinh sach hoan tra san pham s& giam thiéu nhiing phan nan tir phia khach hang va
cho thiy ban tin _tudng vao chat lugng san pham/dlch vu cua minh. Nhitng 161 bdo dam nhu vay
khong nén bao gom bat clr mot diéu kién nao, theo kiéu “san pham chi dugc bao dam trong vong 30
ngay”. Ban co thé sir dung 10i bao dam tham chi ca khi ban cung cip dich vu. Sy thoa man cua
khach hang phai duoc dam bao: “Ban s& hoi hop lo lang voi dich vu ciia chung t6i hay chung t6i s&
chinh stra lai cho ban véi chi phi cta cong ty”.

5. Két thiic véi hai lwa chon: Thay vi hoi: “Quy vi thay thé nao?”, ban hiy dua ra cho khach hang
mét su lua chon. Vi du, néu ban dang ban sach gido khoa cho nhiing nguoi chuén bi nhap hoc, hay
héi liéu ho c6 mua mua ca bd sach hay mua bd sach cung véi bang audio khong. Trong khi khach
hang noi 1én nhu cau cua ho, ban hiy ghi lai nhitng gi ho néi. Khach hang cua ban s& luén mong
mudn giao dich véi ban, bai vi trong suy nghi, ho nhan ra ring ho c6 sy gan bo véi ban.

Bob Bly - nha Viét quang cdo va nha tu van doc lap tai Dumont, New Jersey, chuyén gia trong linh
vuc B2B va tiép thi truc tlep, tac gia cua trén 50 cubdn sach khac nhau, trong d6 c6 cudn The
Copywriter's Handbook (S tay ngudi viét quang céo): Nhitng dir liéu ban hang ludn cén thiét.

1. Huéng div ligu bdn hang ciia ban téi nhitng doi twong cu thé. Ngay nay, khong dé dé hiéu va
dap tng cac nhu cdu cua moi khach hang tiém nang trén thi trudng. Hiy cho thdy ban 1a mot
chuyén gia thuc thy, ban c6 mot lgi thé ban hang va s€ tré nén dang tin cay khi nhirng dir 1iéu ban
hang cta ban duoc nhim téi mot sd dbi twong khach hang cu thé nao d6. Hiy cho biét ban dua ra
“nhitng dich vu ké toan cho cac dai Iy quing c4o”, chir khong phai 1a “dich vu ké toan noi chung”.

2. Sir dung 11 chirng nhin xdc thwe. Moi nguoi c6 thé khong tin rang san pham/dich vu cta ban
s€ lam dugc nhiing diéu ma ban noi. Vi thé, ban hay st dung nhitng chiing nhan xac thuc vé viéc
cac khach hang hién tai hay qua khtr tan duong, khen ngoi ban va cong ty ban nhu thé nao. Nhimg
chimg nhan nay nén dugc viét thanh vin ban bang chinh chit viét ciia khach hang, dugc trinh bay
trong ngodc kép. Chung co thé dugc st dung trong céc 14 thu chao hang, ban gidi thiéu san pham va
trong cac quang céo.

3. Gidi thiéu dwa trén quan diém ciia khich hang. Hiy bat diu cic van ban cua ban véi nhiing
diéu cam két cho khach hang va nhitng gi ma phan 16n moi nguoi déu quan tim. Néu mot dai 1y bao
hiém mudn gidi thi¢u chuong trinh bao hiém nhan tho mé&i danh cho cac nhan vién cong sd, thi cum
tir “Gidi thiéu vé Chuong trinh bao hiém nhan tho c6 lgi cho nhan vién” 1a rat can thiét. Va dai ly
bao hiém ciing s& c6 dugc nhitng két qua tot hon néu viét mot diéu gi do lién quan truc tiép t6i
quyén loi cua khach hang: “Liéu su ting vot cta cac chi phi va gia thanh bao hiém c6 khién ban gap
nhiéu khé khan?”.

4. Sir dung cau héi. Mot cach thuc tuyét voi dé cam két voi khach hang cua ban 13 dat nhimg cau
hoi ngay trén ti€u dé cua cac van ban gidi thi€u san phém/dich vu va tai liéu ban hang khac. “Moi
ctra hang rira xe déu biét 7 bi quyét thanh cong trong kinh doanh. Liéu ban c6 biét khong?”, hay
“Tai sao cac hing cung cp chao vé tinh lai khong noi ra sy that nay?”.
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5. Bién tiéu cwe thanh tich cwe. Néu cong ty ban chi méi hoat dong va chua ban duoc nhiéu san
pham hay chua thu hit dugc nhidu khach hang, thi ban ciing dimng tuyét vong. Ban nén suy nghi
theo cach sau: “Khong chi mot nguoi mua san pham cua mmh trong s6 hang nghin ngudi ting hiéu
duoc nhitng loi thé ciia san phdm m&i ma minh cung cap”.

Barry Farber - chuyén gia hang dau vé quan 1y ban hang, tac gia cua nhiéu cudn sach ban chay,
bao gom cudn 12 Clichés of Selling and Why They Work (12 khu6n mau ban hang va tai sao chiing
phat huy hiéu qua): Tim hiéu k§ luéng vé khach hang ciia ban

1. Biét ré vé khdch hang va vé cong viéc ciia ho. Cac khach hang luén mong doi ban thiu hiéu vé
cong viéce, vé sén phém/dich vu ctia ho va ca ddi thu cta ho. Hay nghién clru vé linh vyc hoat dong
ctia khach hang, cac van dé va chiéu hudng phat trién cua no, tim ra ai 1a d6i tha canh tranh 16n nhét
ctia khach hang... Ban c6 thé sir dung mot vai cong cu nghién ctru nhu ban bao cdo thuong nién,
huéng dan ciia phong thuong mai dia phuong, thong cdo kinh doanh dai chiing va chinh nhiing ban
gidi thiéu, thu va catalogue cua khach hang...

2. Té chikc, sdp xép ban gidi thi¢u bdn hang ciia ban. Cu tric co ban ciia bat ky ban gidi thidu
ban hang nao déu bao gém 6 diém then chdt, bao gdm: xdy dung cic mdi quan hé véi khach hang,
gi6i thiéu chii d& kinh doanh, dua ra nhimg cau hoi dé hiéu rd hon vé nhu cau ciia khach hang, tong
két ndi dung ban hang co ban cta ban, va khép lai cong viéc ban hang.

3. Ghi chép. Dung y lai vao tri nh¢ cua ban. Hay hoi khach hang xem trong thoi gian thao luén gila
hai bén, viéc ghi chép co6 tién lgi khong. Hay ghi chép lai nhiing diém quan trong ma ban c6 thé dé
cap sau trong thoi gian noi chuyén.

4. Dap lai sw phan nan, kho chiu cia khach hang bang “cdam thdy, dd cam nhdn dwoc, thiy
rdang...”. Ping phan tng trong khi khach hang dang néi kiéu nhu “T6i khong quan tdm”, hay
“Hién gio t6i khong c6 thoi gian” ma thay vao doi 14 cau tra 1oi “Téi hiéu quy vi cam nhan nhu: thé
nao. Rat nhiéu khach hang hién tai ctia ching t6i ciing cam thy nhu vay. Nhung khi ho thiy rang
ho ¢6 thé tiét kiém bao nhiéu thoi gian néu st dung san pham cua ching t6i, ho da ngac nhién vo
cling”. Sau d6 dé nghi mot budi hen gap véi khach hang.

5. Dé nghi khdich hang cho biét ¥ kién phdan héi. Néu ban mudn cai thién ban giéi thiéu ban hang
ctia minh hay cac mdi quan hé v6i khach hang, hay dé nghi ho cho biét y kién vé viéc ban can phai
lam nhing gi dé duy tri va gia ting chat lwong san pham/dich vu. Nhiéu khach hang c6 nhiing phan
nan nho nhat, nhung ho khéng ndi, ma ho chi khong mua san phém cua ban nita. Nhung néu ban
hoi, ho s€ vui vé nodi vdi ban va cling dem lai cho ban co hdi dé giai quyét cac thic méc ctia minh.



