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Chuyén gia Thuong hi¢u

Ann Dan tén that 1a Pang Hoai 1.
C6 sinh nim 1987, tai Ha Noi. Ann Dan
t6t nghiép Pai hoc Vi Han (Trung Québe).

Sau khi vé nudc, ¢6 "bén duyén" véi

nghé béo va da c6 7 nam kinh nghiém

trong linh vuc nay.

Nam 2017, ¢6 quyét dinh chuyén sang
Jam Quén 1y co s roi Quan ly Marketing
& Truyén théng cho Ao dai théu tay Tulip
va D'tulip Beauty & Clinic. Pén thang
12/2019, c6 dam nhiém vi tri Giam déc
Marketing cua Cong ty Batacy Viét Nam -
don vi chuyén dao tao va thuc thi cac
du 4n cho Spa/TMV. Ciing trong nam
2020, c6 dinh vi thanh cong la Chuyén gia
thuong hiéu nganh lam dep v6i sw cong
nhin cua gan 20 t& bao 1on nho. Théng

)21, ¢6 Start-up su nghi€p riéng.




Chuong 1

Khdch hang nghi gi?

Thén chao cac ban, nhdm Mot Truyén tuyét ddi
khiing han truyén then rudn hodc theo b, ma
thi thu phi thanh vién dé duy tri drive va trang
trdi cac chi phi can thiet.
Mong tar han het sif luu § Mot Truyén khing
han va kinh doanh truyén theo ba a.



Khach hang dang nght gi vdy?

Thir gi dién ra trong dau ho ma chiing ta khong thé
tham nhdp hay 1y gidi néi?

Ho ¢6 thuce long muon mua dich vu nay hay khong
ma hoi mai khong mua? Ky vay?

Hay ho khéng 6 tién?...

D6 co6 phai la nhitng ban khoidn cua ban mdi khi

khong thé chét sales? Thuc té 14, ban nén biét 2 diéu:

Khong phdi ai ciing la khach hang cua minh va
Néu ho dung la khdch hang chung ta hudng tdi,
thi ban chua thuc sy hiéu dé thuyét phuc duoc ho.

Vé diéu thir nhat, khong phai ai ciing 1a khach
hang ctia minh thi ching ta can xem xét trén yéu to
Marketing, tham chi con la chién lugc cta chu doanh
nghiép, hay & day 1a cha Spa/Tham my vién (TMV).
Chii Spa/TMV nhim t6i phan khuc nao (thong thuong
trong phan chot sales thi yéu to thu nhap s& quyét dinh
da phan diéu nay)? Néu nhu phan khuc khach hang
ma chu Spa nham téi @p hon gia tri cua dich vuy/
san pham thi ké ca ho c6 dén, trai nghiém san pham/

dich vy, doi ngii tu van ciing rat kho “Chot” dugc ho.
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Vi du: Ban mudn ban liéu trinh Tri ndm gia 30 trigu
ddng, nhung khach hang ban thu duoc lai chi yéu la
nhitng ngudi ndi trg khong co6 thu nhap (t61 khong noéi
dén s6 it la nhitng phu nhan khong can di lam kiém
tién); la nhitng nguoi lam cong in luong vai thu
nhap chi khoang 5-7 tri€u/thang hién con dang phai
nudi 2 con va 1 me gia (loai bé nhitng ngudi giau san,
chi di lam cho vui); l1a nhirng nguo1 me don than buén
ban nho le khong c6 1o trinh chién luge ro rang va
thudng xuyén doi cong viéc... thi kha nang ban dugc
lidu trinh ctia ban rat thap.

Thir hai, rat co thé khach hang dén voi ban dung la
khach hang tiém nang, phu hop véi dich vu cua ban
va hoan toan c6 kha ning chi tra. Nhung néu ban van
khong “chét” duogc thi ban nén dat cau hoi, xem da
thuc su hiéu suy nghi, nhu cau cua ho hay chua? Doi
khi, r0 rang ban da hiéu suy nghi, nhu céu cua ho va
san pham cua ban ciing dap tng duoc nhu cau do,
nhung chinh nhiing tiéu tiét ban thé hién trong qua
trinh tu van va tiép xuc voi ho khién ban méat diém
trong mat ho. Thé 1a ho khong chi tién cho ban.

Pay la hai Iy do khién toi quyét dinh tim hiéu

sau ndo by cua con nguoi, dé biet diu gi khién ho
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quyét dinh chi tién, diéu gi khién ho khong mudn chi
tién va nhitng thir khién ho ghét & mot ngudi ban hang.
“Biét minh - Biét ta, Tram tran trim thing”

- Ban tin diéu nay chua?

Bi mdt chét sales ‘
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HAI SU THAT
TRONG TAM TRi KHACH HANG

Con ngudi, dic biét 1a khach hang 1a mot chii thé c6
hanh vi, suy nghi cuc ky dac biét. D6 khong nhitng la
giong loai thong minh, ma con ¢ nhiéu cam xuc nia.
Trong qua trinh quyét dinh mét viéc gi do, dic biét
1a viéc mua hang, ndo bd cua ho s€ dua ra nhitng suy

nghi vo cung “ky la”. Co6 hai sy that:

Khdch hang mua bdi cam xuc, sau do diung ly

tri dé chitng minh viéc mua hang dé ding dan

Hay thir nhé lai: C6 phai vai lan ban timg mudn dén
siéu thi dé mua mot chai nudc rira bat, thé nhung khi
di qua quay my pham, thay thoi son mau mdi, ban
tién tay nhat veé? Hay co6 nhiing lan ban tu nhu chi ra
tiém 6p dién thoai mua cu sac du phong nhung lai bé
nguyén vai cai Op, tién thé dan lai kinh cuong luc cho
man hinh?

Hodc nhiéu nhat 13 truong hop chi dinh mua 1 chiée

4o so mi cho su kién ngay mai nhung lai bé nguyén
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3-4 tui nilon du loai qué‘m sooc, chan vay, vay lién,
gidy cao got va mot vai chiéc quan tat...

D6 1a nhitng hanh dong bdc phat, khong co trong ké
hoach nhung lai khién ngudi ta vui vé, dic biét 1a phai
nit - mot nira thé g161 ¢6 cdm xuc vo cung manh lit.
Nhitng hanh dong ay xuat hién chi trong vai tic tic
nhung lai anh huong manh mé dén nhip suy nghi va
nhitng quyét dinh cua ching ta. Thé nhung, con nguoi
von cho minh logic va théng minh, nén du chung ta
chi tién bang cam xtic, nhung khi bi mot ngudi phan
d6i, chung ta c6 thé dung moi 1y 1& dé chimg minh cho
hanh d6ng mua hang d6 1a logic. Nao thi: chiéc vay &
nha d4 cii, chiéc ti d6 khong phu hop véi su kién nay,
chiéc dién thoai kia bj giat — lag, thoi son cii thoa 1én
moi bi kho...

Budn cudi phai khong? Nhung dé chinh 1a cach nio

bo cua ching ta van hanh!

Khdch hang khéng mua dé co thit gi do, ma dé
thodt khoi mot diéu gi do

Co6 hai truong phai thuong xuyén dugc dan

Marketing st dung: Pua khach hang tir trang thai
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binh thuong thanh sung swong, hanh phuc va Dua
khdch hang thodt khéi ndi dau nao dé. Nhung viéc
x0ay vao ndi dau thuong don gian va hiéu qua hon
nhiéu so v&i viéc trd nén hanh phuc sung suéng. Thir
nghi xem, néu mot ngay ban dau da day dir doi. Mén
an dat trén ban 1a mon ban yéu thich nhét nhung ban
chi an 1 miéng lai dau. Lic do, ban ao udc diéu gi
nhat? Udc duoc di du lich vong quanh thé gidi hay
udc khoi dau bung ngay lap tirc?

D6 chinh 1a mo wéc cia khach hang! Khi ho dén
véi ban, ho bi mun nghiém trong. Mo udc duy nhat
va ngay lap tuc voi ho 1a chira khoi. Lic d6 bao nhiéu
thii vui cling chang bang mot 1an d6i 1dy gwong mat
sach bong.

Thé nén, hau hét cac doanh nghiép thuong truyén
tai nhau, phai biét duoc ndi dau cua khach hang dé
xoay vao do, khoet vao do. Khoét du sau, khach hang

thay du dau roi ho sé chi tién.
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" T
TONG KET

* Hai su' thdt trong tdm tri khdch hang: Khdch
hang mua hang theo cam xtuc, sau do dung ly lé
logic dé chitng minh quyét dinh mua hang dé la
diing ddn va khdch hang khong mua dé c6 mét
thit gi d6 ma mua dé thodt khéi mot diéu gi dd.
« Con nguoi thuong xuyén bi thu hut bdi mot
thit khéng cd trong ké hoach va dé bi dan dat
mua hang.

*Co 2 truong phdi dugc dan Marketing su
dung: Pua khdch hang tir trang thdi binh
thuong thanh sung sudng, hanh phiic va dua
khdch hang tfl_o_cij khoi noi dau nao do.

« Viéc “xdt mudi” vao noi dau thuong mang lai
hiéu qua tét hon.

Bi mdt chét sales
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BAI TAP

1. Bai tdp doi luyén (2-3 nguoi)

- 1 nguoi dong la “nif chinh” - nguoi vita “veét
tii” dé mua iphone 12, trong khi cd thdng dn
mi tom.

- 1 nguoi déng la ban thdn (kiém sodt tai chinh
tot).

- 1 nguoi dong la nguoi yéu (kiém sodt tai
chinh tot).

Ba nguoi gdp nhau cafe, ban than va nguoi yéu
dua ra moi ly do dé phdn déi hanh dong mua
hang theo cam xuc. Nguoi mua ding moi ly lé
dé chitng minh hanh déng mua hang dé hop ly.
* Thdo ludn vdi nhau vé bai hoc sau cudc hoi
thoai.

2. (Danh cho cd nhan)

Nhd lai lan mua hang “dién r6” nhdt va viét
xuong cdc ly do logic khi ban mua mon do do.
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. PIEU KHIEN TA MUA HANG

Dé tra 1oi cau hoi nay, t6i da nghién clru rat nhiéu
tai liéu vé marketing va ban hang. Cudi cung, sau mot
thoi gian tim hiéu sdu vé Neuromarketing (marketing
trén nén tang than kinh ndo bd) t6i mdi nhan ra rang,
tit ca nhitng quyét dinh cia mot ngudi déu dua vao
nhitng théi quen va ban ndang dugc hinh thanh tu
nguyén thuy - & thoi ky khoi to clia con ngudi. Va
diéu d6 vo hinh chung da theo chiing ta, anh huong
dén ca qua trinh quyét dinh bi thu hat dén mot vat

nao do.
DO la hanh trinh cua ndo bo

Theo quy tic, ndo bd sé& bi thu hat boi: Cuong
dd (4nh sang manh, tiéng on, ap luc manh, nhiét do
cuc cao hoac cuc thép...), Kich thudc (ndo by tham
chi con c6 xu hudng phong dai nhiing thir co kich
thudc to), Su thay d6i (nhitng thir van dong) va Mau

sic sic so. Ngay sau khi bi thu hit boi quang cao
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hodc dbi dién truc tiép (va chiu su lap lai lién tuc cia
quang cao), nhitng hinh anh, am thanh vé san pham
dich vu s& tac dong dén ky trc vo thirc. Ndo bo tu ghi
nhd hinh anh, 4m thanh vé san pham/dich vu. Thir
nhd lai, c6 phai khi nhic dén may loc nudc, trong dau
ban lap tirc nhd dén cau noi: “Kangaroo may loc nudce
hang dau Viét Nam”? Hoac khi nghi dén ngan hang
— ¢6 mau do, ban 1ap tirc nghi dén Techcombank? Do
chinh la cach thirc ma nao bo van hanh.

Thong thuong, nguoi ta s& chon mua 1 san pham
ma ho tung “nghe tén - biét_mét”. Thé nén, ban sé
thdy cic nha quang cdo chi rat nhiéu tién dé thu hat
su chi y cia khach hang bang cach lap di lap lai mot
quang cao. Khi ndo bd con nguoi thich tha vor mot
thir gi d6, no s& san sinh ra chat dopamine khién ngudi
ta hung phan khéng théi. Khi nguoi ban hang giap
khach hang giit dugc trang thai hung phan cang lau,
kha nang mua hang cang cao. Do la ly do ban thuong
nghe thy nhitng nha dao tao noi phai day cam xuc
ctia ho 1én. B&i ¢o 1 cau dua kinh dién: “Khi cam xtc
di 1én, tri tué di xudng”. Cam xuc lan at moi suy nghi

logic khién khach hang chi tién trong hanh phuc.
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Thé nhung khéng phai lac ndo qué trinh nay ciing
dién ra nhanh chong va chung ta cling lam chi duoc
dién bién cam xuc cua khach hang. Sau khi nghién
clru vé néo bd va 5 nhom tinh cach khach hang, toi
nhan ra ring c6 nhiig ngudi rat dé bi tac dong, nhung
lai c6 2 nhdm nguoi kiém soat cam xuc rat tot. Ho biét
rd diéu gi 14 can thiét. Trong sudt qua trinh Thu hut
— Nudi dudng himg thu ay ching ta gan nhu khong
thé tac dong, chir dimg noéi dén chi phdi. Chung ta chi
dong vai tro cung cap thong tin ma ho mudn dé ho tu

diéu khién, quyét dinh hanh trinh ctia ndo bo.
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TONG KET

« Ndo b6 quyét dinh viéc chi tién cua khdch
hang.

« Hanh trinh ndo bd sé bat ddu tir viéc thu hit
- hitng thu - ham muén - mua.

* Khdch hang co xu hudng chon mua nhiing
sdan phdmy/dich vu ticng “nghe tén - biét mdt”.

* Khi hung thu, cam xuc di lén, su tinh todn
logic sé giam xudng. Do la thoi diém khdch
hang chi tién.

* Nguoi ban hang phdi luén duy tri trang thdi
cam xuc hung phdn cho khdch hang.

« Vi nhiing khdch hang kiém sodt tét cam xiic,
nguoi ban hang can cung cdp thong tin ho cdn,

dé ho tu diéu phoi cdm xiic.
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TAI SAO KHACH HANG%
TU CHOI CHI TIEN?

C6 nhitng thoi diém, ban tuong ching da chdt xong
deal roi. Ban dua ra moi ly do xuét sic dé khién mot
tang d4 nghin nim ciing phai “ngd guc”. Ay thé ma
khach hang cua ban van dimg dung, v6 cam. Thang
ndy c6 tdi 4 khach hang tir choi ban. Ban cing thang,
Stress; Ban bat dau c6 suy nghi muén chuyén viéc...

Dung lo, to1 s€ giup ban Gidi ma ly do tai sao khach
hang khong chi tién, di ban da thuyét phuc rat xuat
sac. Co 5 1y do:

Ho khéng cdn

R4t nhiéu truong hop nguoi ban hang target
(nhim) nham d6i tugng khach hang. Mot vi du dién
hinh 14 cau chuyén “Tat ca moi ngudi”, san pham
danh ban cho tat ca moi ngudi — ai ciing c6 thé dung
duogc tir ngudi gia téi tré nho. Va tat nhién, khi ving
nang luong ban toa di cang xa, no s& yéu 6t dan.
Thé nén, néu nhu kich ban ban hang cua ban da rat

hiéu qua ma cé nhiing truong hop tir chdi ban
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bang moi gi4, thi ban nén xem lai. Do ¢ phai do
ban di target sai doi tuong khach hang khong can san

pham/dich vu cua ban hay khong?

Chuta cdp thiét

Khéc véi khach hang nhém trén, day 1a nhitng khach
hang tiém nang cua ban. Ho c6 nhu cau sir dung san
phé‘im/dich vu do cua ban. Tuy nhién, ho van khong
chi tién ngay cho ban boi du c6 nhu cau, nhung nhu
cau 4y van con phai xép sau hang ta nhu cau khac cp
thiét hon. Vi du nhu chuan bi kinh phi dé xay nha,
cudi con chang han. Néu gap dung khach hang thudc

nhém nay, kha nang cht cua ban ciing sé& thap.

Khong co tién

Piy la nhitng ngudi co nhu cau, nhu cau con thuc
su cap thiét nhu viéc nam di qua nghiém trong,
nhung... lai khong co diéu kién tai chinh. Néu ban gip
phai khach hang nay, thi cau chuy¢n cling tuong tu
voi khach hang khong cé nhu cau - ban di nham sai

d6i tuong khach hang tiém nang.
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Chua khdt khao

Ho 14 nhitng ngudi o tién, du kha nang chi tra cho
ban. Ban nhin théy o rang ho co van dé. Phan nam
cua ho phu hgp véi liéu trinh cua ban va ban hoan
toan c6 thé xur 1y cho ho. Nhung du ban noi thé nao ho
cling nhat dinh khong “xudng tién”. P6 12 bai ho chua
thuc sy khat khao dé s& hiru san pham/dich vu dé. Rat
o thé ho con can nhéc, so sanh gitra cac bén (thuong
thi nhém Chuyén gia va Trung thanh s€ c6 suy nghi
nay — xem chi tiét & chuong sau). Néu ban khong thé
khot ggi cam xic mua hang cua ho thi kha nang bo 16

ho rat cao.

Khong du tin tuong

Ho c6 tién, ¢6 nhu cau, nhu cau thuc su cép thiét, rat
khat khao sir dung san pham/dich vu ciia ban nhung ho
van nhat dinh khong chi tién cho ban. Thé thi van dé
nam & chinh ban! Ban chua dii uy tin dé ho tin tudng
(thuong thi nhimg ngudi thuoc nhém Trung thanh
s& co suy nghi nay — xem chi tiét & chuong sau). P
c6 thé 1a uy tin vé tay nghé cua ban/ky thuat vién,

san pham ban sir dung, it ngudi danh gia-sir dung...
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Va ho khong muén tré thanh “chudt bach” cho ban.
Néu van dé ndm 0 su tin tuong, ban s€ can déy manh
thuong hiéu c4 nhan, thuong hiéu san pham, thuong
hiéu dich vu va thuong hiéu cho spa/thém my vién

cua ban.
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TONG KET

Co 5 ly do khién khdch hang khong chi tién cho
ban:

- Khong co nhu cdu.

- Nhu cdu khong cdp thiét.

- Khong co tién.

- Khong du khdt khao.

- Khong tin tuong.

Va nhiém vu cua ban la phdi tim ra nguyén

nhdn khién ho khong chi tién dé giai quyét né.

BAI TAP

Ra sodt lai khdch hang choét hut trong tudn va
thdo ludn voi dong nghiép vé ly do khdch hang
tir choi chi tién.

Bi mdt chét sales



THOI QUEN MUA HANG ¥ -

Pay 1a diéu ma t6i ludn cd ging tim 10 giai sudt
thoi gian qua. T6i ludn dit cau hoi: tai sao nhiéu
ngudi luén ¢d ging tré thanh nhirg ngudi mua hang
dau tién, trong khi nhirng ngudi khac lai ché bai ho la
“chudt bach” va chi chi tién khi san phém/dich vu doé
rét gia rat ré? Hoa ra, nhimg thoi quen va tinh cach
cling quyét dinh hanh vi mua hang.

Tai sao ban can hiéu ro vé nhitng hanh vi nay? b6
1a bo1 no s€ giup ban lya chon dugce cac nhom phu
hop dé chao ban khi ban tung ra mot san phém/dich
vu moi.

Sau mot tho1 gian nghién clru, té61i nhan ra co6 4 thoi

quen mua hang:

Nhom tién phong

Nhimng ngudi nay hau hét 1a ngudi co tién (dwong
nhién). Ho luén mudn 1a nguoi dau tién trai nghiém
nhitng thir m&i. Ban sé& thay ho thudng xuyén check

in & nhitng noi/store/nha hang méi mo dé dan dau
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trao luu. Ho cap nhat xu hudng mai rat nhanh va ludn
phai 1a mdt trong nhirng nguoi dau tién hodc sé duoc
moi tr¢ thanh nhan vat khach moi trai nghiém.

Ho thuong 1a nhitng nghé si, nhitng nguoi co suc
anh huong & mot linh vuc nao do, hoac nhirng nguoi
c6 diéu kién kinh té t6t. Ho thuomg chap nhén chi tién
cao hon dé tro thanh mot trong nhitng ngudi dau tién
st dung san phém/dich vu nao do6 dé thé hién déng
cap. Hanh vi mua hang nay sé twong tng véi nhom

thoi trang dugc phan tich kha ky o phan 2.

Nhom hoa dong

Pay la nhom ciing c6 diéu kién nhung ho s& khong
muon chi qua nhiéu tién cho 1 dich vu/san pham nao
d6 khi ho biét no sé rot gia dan. Ho doi cho “con s6t”
qua di roi dung dinh sir dung. “Sé khong con canh

299

xép hang, khong con canh bi “chém”™” - ho nghi bung.
Nhom nay cting thuoc nhom kha gia, nhung khong
khao khat dugc ngudng mo nhu nhoém dau, nén
thuong ho sé la 16p khach hang thir 2, khi dich vu
san pham cua ban da tro nén pho bién hon. Hanh vi
mua hang nay tuong ung véi nhom cham soc va nhom

trung thanh dugc phan tich trong phén 2.
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Nhom ky tinh

Pay 1a nhém da nghi. Ho s€ khong sir dung san
pham/dich vu néu chua nhin thay hang trim phan hoi
tich cuc. Ho khong mudn 1a “chudt bach”. Véi ho, chi
tién 1 phai chic chan. Khi ho quyét dinh st dung thi
san pham/dich vu d6 da phd bién téi muc phd thong
va gia tién cling da thap t6i mic san. Ho khong quan
tam “mot”, thir ho quan tam la hiéu qua nhu thé nao
va hiéu qua d6 co phu hop voi gia tién hay khong.
Hanh vi mua hang nay tuong ung vé1 nhom chuyén

gia dugc phan tich rat k§ ¢ phan 2.

Nhom “vot”

Day la nhom chi khi giam gid, giam that sdu maoi
mua. Ho nhat dinh khong bao gid mua khi san pham/
dich vu méi ra, bat ké co thich t&i dau. Ho sé nhin t&i
khi san pham/dich vu d6 da cuc ky pho thong, tham
chi 13i thoi. Thir duy nhét ho quan tim 1a mua duoc gia
ho1, con “mua liuc nao chéng dugc” - ho nghi. Hanh vi
mua hang nay tuong g véi nhom chién binh dugc

phan tich rat k§ ¢ phén 2.
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TONG KET

« M6i nhém tinh cdch sé cé xu hudng mua hang
khdc nhau, khi tiép nhdn mét sin phdm/ dich
vu mdi. Co 4 kiéu:

« Nhom tién phong: Coé diéu kién, san sang
mua dat, st dung ddu tién dé khang dinh dang
cdp.

e Nhom hoa dong: Co diéu kién, khong mudn
mua qud dat, khong muoén xép hang.

« Nhém ky tinh: C6 khd ndng chi tién, kiém
chitng hiéu qua tét moi mua. Chi mua khi hop
ly vé gid tiéen.

» Nhom “vdt”: Khd ndng tai chinh vita phdi/co
tién ciing khong muén mua gid cao. Gid hoi sé
mua.

4 hanh vi mua hang nay sé tuong ung vdi cdc
xu hudng mua hang vao titng thoi diém cua
vong doi dich vu/sdn phdm mdi.
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BAI TAP

@Chgn ra 1 dich vu moi, sau do loc lai danh
sdch khdch hang dé chon ra nhiing doi tugng
phit hop vdi cdc nhém tinh cdch trén dé chao
ban.

2. Thdo ludn vdi doi nhom vé nhiing truong
hop thdt bai.

3. Lam lai mét ldan nita vdi cdc nhom khdch
hang khdc.



NGUOI BAN HANG
DANG GHET

Ban c6 bao gio tu hoi c6 nhitng nguot ban hang
rat “duyén”, duoc nhiéu khach hang yéu mén nhung
cling c6 nguoi cir no1 chuyén 1a lai bi khach hang kho
chiu chua? Nguyén do 14 sao vay? Do “s6” a? Toi dua
thoi, ciing diém danh nhiing kiéu ban hang bi ghét dua

trén quan di€ém cua nguol mua hang nheé.

Nguoi muon “nudt ching” khdch hang

Ban thao thao bat tuyét vé minh, vé dich vu cua
minh. Ban tu vin v&i phuong chidm “san bang tat ca”,
chi dich vu ctia minh va chinh minh 1a s6 1. Ban khong
quan tdm dén suy nghi, cam xuc cua khach hang ma
nhin cuc dién budi tu van nhu thé ban dang mudn “nudt
ching” ho vay. Ban nghi khach hang that may man
moi tim thay ban va chi c6 ban méi gitip duoc ho thoat
khoi tinh canh nay. Ban a0 a0 day ra nguon nang luong
khing khiép nhu con song than ma ban timg duoc
hoc & cac 16p ban hang dé nhanh chong CHOTTTTT.
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Dé em hoi...

Néu do la cau cua miéng cua ban thi xin 16i... ban
chinh 1a nguoi thtr 2 t6i mudn néi dén & day. Khach
hang mudn biét thong tin tir ban nhung hoi gi ban
cling “Pé em hoi...”. Khach hang nhin ban t4i, mudn
mua hang cho ban nhung hdi gi ban cling khong hay,
khong biét khién ho phat buc. “Tha hoi thang quan ly
con hon”, ho nghi. R6i ho tim quan ly that. Ban thi
mat khéch.

Ban thdn tiv kiép trudc

Pay 1a mot trong nhimg kiéu ban hang dang so
nhét. Tai sao lai dang sg? Vi néu ban chi ban hang
ngoai chg, ban i) thurong mai hoac ban do doc quyén
thi ban c6 quyén sd sang véi khach hang. Nhung cé
nhimg truong hop du khach hang cua chung ta cé tién,
tham chi c6 nhiéu tién va 1a nhimg khach hang cao
cap, ngudi tu van ban hang sin sang cu xur “ca mé
mot 1ra” voi nhitng khach hang binh dan. Ban nén
nh¢, chiing ta lam dich vu. Ching ta khong can thiét
d6i ho 1én dau nhung van phai cu xir ding muc véi vai
tro 1a mdt ngudi phuc vu. Cé nhitng nhom khach hang

dac biét ghét viéc lai gan, cham vao, buén chuyén,
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khong chiu n6i tho 16 va so sang.
Va chia budn vaéi ban, ho lai chinh 1a nhitng nguoi

khéch hang cao cép.
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TONG KET

C6 3 kiéu nguoi bdn hang bi ghét:

« Nguoi “nudt chitng” khdch hang: Ho khong
quan tam dén suy nghi, cdm xuc cua khdch
hang. Viéc quan trong nhdt la ddnh nhanh,
chot nhanh.

« Nguoi luén ndi “Dé em héi...”: La kiéu nguoi
bdn hang hoi gi ciing khong biét, dong gi ciing
khong hay.

« Ban thdn tix kiép trudc: La kiéu ngudi gdp ai

ciing thdn thiét qud tdi miic so sang.

BAI TAP

1. Hay nho'lai 2-3 ky niém ban titng gdp “Nguoi
bdn hang ddng ghét” va ghi lai nhitng diém ¢
ho khién minh kho chiu.

2. Luu giit lai vao so tay dé thdo ludn va ddao
tao voi doi ngil, trdnh tré thanh “Nguoi bdn
hang ddng ghét”.
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Chuong 2

“Poc vi” khdch hang




Ngay sau khi ching ta biét r& nhiing gi dién ra
trong tam tri khach hang, thi to1 s€ gitp cac ban nhan
dién duoc ho, xac dinh qua nhiing yéu td bén ngoai
— an mac (ban sé théy ho an mac rat khac nhau),
yéu t6 an néi (méi nhom tinh cach lai c6 cach giao
tiép khac nhau), cach thé hién, théi quen... Pay la
nhitng diém mau chét dé ban c6 thé nhanh chong
nhan dién, “pha bang” va tranh thu tinh cam cua ho.

Chic t6i khong can néi qua nhiéu vé& su quan
trong cua viéc nhan di¢n khach hang nita. Ching
ta déu biét viéc nay quan trong thé ndo trong qua
trinh ban hang. Nhung diéu ban khong ngd duoc, 1a
viéc nhan dién éy con giup ich ca trong cudc séng.

Khong dong dai nira, cung kham phad ho luén nhé!
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NHOM
CHIEN BINH

“Em 01, 1am tri ndm bén em thé nao déy?”, mot chi
gai ¢ than hinh tron tria vira day cira vao vira hoi.
Chi ngdi phich xudng ghé, chang can moi. Tay chi chi
vao cde nudc day trén ban: “Cdc nay cé ai udng chua
em?”. Khi dugc xac nhan coc nude méi nguyén, chi
tu mot hép hét phan ntra.

Nhin qua mdt luot, chi gai nang chimg 60 can co I¢,
chi mic chiéc 4o thun 6m sat dinh tum lum dﬁy nguc
quanh hoa tiét co gai t6 son va né cang lam 16 ra than
hinh tron tria qua da. Chiéc quan kaki dén bap chan don
gian, gitp chi kéo lai diém trir cua chiéc 40. Guong
mit chi ciing twong d6i don gian, khong make-up, chi
c6 do1 may c6 vé mdi duge phun - den si. Chi gai
twong ddi xué xoa trong an dién.

Chéng can dugc hoi, ngay sau khi dat cdc, chi gai
lién thoang: “Nay, chi thiay bén em c6 dich vu nam
...Skin gi ddy. Em xem mat chi thé nay c6 lam dugc
khong?”. Nguoi tu van néi chua dwoc 3 cau chi tiép

tuc: “Thé bao tién?”. Khoéng can nghe hét loi ich, chi
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nhanh nhau: “Tém lai 1a bao nhiéu?”...

Ban thir twdng twong lai xem trong s6 nhiing khach
hang cua ban c6 chi nao giong voi nhimg dic diém
duogc ké trén? Néu ngay lap tic c6 hinh anh ai d6 xuét

hién trong dau, d6 chinh 1a nhom Chién binh day!

PAC PIEM NHAN DIEN

- An mdc xué xoa (d6 bé mdc nha, bo thé thao, do
suong két hop quadn legging di giay thé thao) hodc
sdc s (Mau do, cam, tim, xanh) hodc “long lon”
(dinh cuom, kim tuyén).

- Noi nhanh, to va nhiéu.

- Thao tdc, di lai nhanh nhen, “sdp ngua”.

TAI SAO LAI GOI LA CHIEN BINH

Boi ho ludn trong trang thai nhiéu ning lugng.
Ho nhanh thoan thoit, ho hung huc va lac nao cling
nhu dang chuan bj chién dau. Ban nghe ho cai nhau,
nhin ho tu vn ban hang ban s€ hinh dung rd sy “mau
chién” cua ho. bung dai ma dong vao ho, ho sé ndi
con cudng phong va mang ban té tat. Khi d6 ban sé
thdy ca mot hinh tuong chién binh to 16n véi sat khi

dung dung dang mudn “nudt chirng” ban.
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PIEM YEU CHI TU

“Bao nhiéu” - 1a tir ban nghe thay nhiéu nhat va
c6 vé la thir quan trong nhat trong cudc hoi thoai véi
nhiing ngudi c6 dac trung tinh cach cua nhom nay.
Gi4 tién la thir duy nhat ho quan tim, chir khong phai
la san pham nay tot nhu thé nao, nhap khau ¢ dau, an
toan ra sao, ai ting st dung. Thé nén, nhiéu khi gap
nhitng nguoi thé nay, chiing ta cir tim huyét giai thich
cho ho 1gi ich ho nhan duoc nhiéu ra sao néu ho lua
chon “xudng tién” ma ho van khong quan tam. Pung
rdi d6, ho s& khong quan tam dau. Bai thir duy nhat ho
quan tam la GIA. Cir dugc loi thi ho s& mua.

Néu ban dwa ra mot mire gia khong hop 1y so véi ho,
ho s& budt miéng thot 1én: “Sao dit thé?”. Néu mirc
gia ban dua ra hop ly, ho van sé& tim cach mic ca - véi
tam thé “Bét duoc dong nao hay dong d6”. Ho thuong
dua ra Iy do: “Nhiéu ban chi dang quan tim dén dich
vu/san pham nay cua em lam. Chi lam thur trude néu
tdt chi g161 thiéu cho ban chi. Em bat cho chi di”.

Pai khi, ho s& noi rat than véi chu spa dé duoc bét,
sau do thi... noi nham tén chu hodc khong nhan ra

ban chinh la chu. Muc dich duy nhit dé lam sao duoc
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bdt cang nhiéu cang tot. Co nhitng ngudi sau khi dugce
bét, thdy chwong trinh giam nhiéu, hoi qua nén “6m”
rat nhiéu hang (toi da biét co nhitng khach hang thudc
nhom nay, du sdng trong biét thy & khu Vinhomes
nhung van “6m” hang, tham chi “6m” t&i 300 triéu
tién my pham khi mot spa cua hoc vién toi giam gia).

Chinh vi thé nén nhitng ngudi nhom nay thuong
khong quan ly dugc tai chinh. T6i quen vai nguoi
ban thu¢c nhom tinh cach nay, khi ho di qua mot cura
tiém trung bién giam gia. Ho sa vao, ngay lap tirc.
Chon, tim nhimg thir hoi nhat (tat nhién phai dam bao
ca gu nhé) rdi 6m tai 16n, thi bé ra khoi cira hang. Thé
nhung, mua vé roi ding duoc hay khong lai 1a chuyén
khac.

Bdc dong va cam xic la diém yéu chi tor cua
nhém nay. Ho rat dé noi dién - toi dang noi dén noi
dién chir khéng phai ndi cau nhé! Doi khi nhirng chi
tiét ho gdp phai rat nho, nhung véi ho la didu gi d6
vO cung buc bdi. Va thuong thi nhirng ngudi nhom
nay khong kiém ché duogc cam xuc. Néu ban Iam ho
noi dién thi coi chimg, d6 la con cudng giong day.
Nghe ho “x4”, ban s€ cam tuong minh dang gap

song than hodc tham hoa trong truyén thuyét vay!
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HO XUAT HIEN KHI NAO?

Néu ban thay diém yéu chi tir ciia ho thi phan nao
ban cling doan ra su xuét hién cia ho. Chinh xac! Ho
s& xuat hién khi ban giam gia/chay cic chuong trinh
phéu hut khach nhu Triét 16ng 49k, Giam béo 2 triéu,
Tri myun 0 ddng. Nhitng quang cao nhu vay s& khoi 1én
tinh ham ré cua ho. Ban chat cua nhiing khach hang
nay khong trung thanh, cir chd nao ré 1a ho dén, chd
nao c6 chuong trinh lg1 cho ho 1a ho c6 mat. Néu chi
trai nghiém khong mat tién lai cang hay. Do dé, & mot
sO co s0, co nhitng khach hang chi free méi dén, giam

gia kich san ciing khong mua.

HO THICH GI?

Buoén chuyén

Nhitng cau chuyén “trén gioi dudi bién” khong co
hoi két 1a thir ho thich, cuc ky thich. Ho chi thich nhiing
ngudi cling biét nhiéu chuyén nhu ho dé cung nhau
buon. Ho thdm chi con budn khong can kiém chimng.
Thé nén mot cau chuyén bat ky qua tai khach hang

nhoém nay ngay lap tirc dugc chuyén hoa qua miéng
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dé lai nhanh chong truyén tai mot ngudi khac. Néu
c6 cudc thi dua chuyén nhanh nhét chac nhitng ngudi
nhom nay tranh nhau lam quan quan.

Ho sé& thuong noi: “Nay, biét gi chua? Bla bla bla...”
hodc néu khach hang dang lam dich vu nhung thiy
mot nguoi ké chuyén kiéu ay va lap tirc hoa vao, thi
do dich thi 1a ban cung nhém vé1 ho. Ho rom ra tro
chuyén nhu ban than tir kiép trude vay.

Ngudi nay thich budn chuyén téi ndi, du hom dé ho
no6i ban viéc can di ngay, nhung khi dang buén dg, tré
gid ban van thay ho khong c6 dong tinh roi di. Ho chi
roi di khi cau chuyén da két thuc, hoic tré gio qua lau

va bi giuc.

Khen

Pay 1a mot trong 2 nhom thich dugc khen nht.
Nhung phai nhé, ho boc dong va cam xic, cling rat
thang than, nén ho khong thich nhiing 10i khen thao
mai, x giao. Toi da ching kién vai nguoi ban vi mudn
khen ho xinh dep nhung lai khen bé‘mg giong thao mai,
diéu khién ho khé chiu. Phan tac dung!

Ban ctr khen ho di, khen gi cting dugc, nhung khen

cho dting va nhé rang khi khen hiy sir dung tone giong
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va cach noi xoi 161, phong khoang cua ho. Ho s€ rat
thich.

Loi ich

Nguoi nay thich lgi ich hon nhitng nguoi khac. Ho
thich nhitng gi ho mua duoc phai la thi hoi nhat, so
voi gia tién ho bo ra. Nén khi ho dén véi ban, du bang
dich vu phéu, gia cuc ré nhung van muén duge ré hon,
hoi hon. “Ctr bot dugc dong nao, hay dong ay”, ding

quén diéu nay nhé!

Vao thang vdn dé

Hay nhé, ngudi ban d6i dién 1a mot ngudi day thang
than, tham chi con duogc goi la “phéi bo”, “rudt dé
ngoai da” nén ho cuc ky ghét nhirng nguot lan man,
long vong. Ho khong du su kién nhan ciing nhu thoi
gian dé chd ban trinh bay (vi ho con cé cau chuyén
hay mudn di ké cho nhitng ngudi khac chang han).
Nén ban dirng dai gi ma 1ong vong v&i ho. Néu ding
& ctra nha roi, ctr di thang vao, dung luon mot vong

quanh nha r6i nhay vao bang cira s6 nhé!
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PHONG CACH BAN CHO HO

Hay tu'tin

Hay dé cho ho thay ban la ngudi nhiéu kinh nghiém,
hodc it nhit la ban di tiép hang trim nguoi nhu ho
¢ day. Su tu tin cua ban la diém cong dau tién cho
nhitng ngudi nhu ho. Ho thich hoi, ham ré nhung
khong thoai mai khi bi giao vao tay moét tén “ga mo”,

phai khong nao?

Hay to ra than thién

Ké ca than thién khong phai 1a s truong cua ban
thi ddy van 1a diéu ban can lam dé chinh phuc dugc
trai tim cua nhitng nguoi thudc nhém nay. Tinh phong
khoang va xai1 161 cua ho chi hgp véi nhirng nguoi
cling twong tu nhu thé. Ho tuyét d6i khong mudn tiép

chuyén mot nguoi rut ré nhut nhat hay qua kiéu.

Hady khen ho

Vi d6 1a thir ho thich, nén ban hiy khen khi thiy ho
duyén trong cach néi chuyén, hiy khen ho gan gii,
than thién. Néu hom do ho di dam cudi va an mic

dep hon thuong ngay dung bo 16 co hoi khen nay.
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Ho sé thich, du ¢ thé hién/néi ra hay khong.

Ditng quén tiép chuyén ho

Vi budn chuyén la dam mé cua ho, nén ho sé co rat
nhiéu chuyén dé néi véi ban. Va viéc cua ban la tiép
chuyén ho. Pung lang tranh, dimg cudi ho. Ct tiép

chuyén di r01 s€ ra van de.

11la 1 chiwkhong phdilan

Phai nhd, ho thira thoi gian dé buédn chuyén vdi ban
nhung khong co thoi gian va da kién nhin dé doi ban
trinh bay. Nén v&i ngudi nhdém nay, hay véo thang van
dé. Néi nhanh, gon, 16 rang va khong lan man. Ho hoi
gi, tra 16i nay 1a dugc. Vi diém chot cua ho nam & GIA
va cam tinh ctia ho nam & nhitng diéu trén. Poan giira

nay ho khong quéa quan tam dau!
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CHOT

GIAM GIA/TANG QUA
(Hodc cad 2 cang tot - Chién binh nghi)

Ho thich dugc loi hon nguoi khac, nén han nhién ho
thich dugc Giam gia, hoac Tang qua hodc ca 2 cang
t6t. Thé nén, v4i nguoi nay, khi ban c6 chuong trinh
giam gia hodc dwa ra muc chiét khau tot ho s& cht
nhanh hon cac nhom tinh cach khac.

(*) Luu y nho

Ngudi nay rat thich khoe. Ngay sau khi ban giam
gia, ho s& nhanh chong gidi thiéu véi ca xom vé viéc
lam dep v6i mirc gia rat hoi. Ban nén dan ho: “Pay la
vi em rat thich chi nén em xin sép uu ai cho riéng chi.
Chj dimng ké voi ngudi khac khong ai dén ciing doi em
giam gia thi chét em”.

Ngay ca khi da dugc dan, co thé ho van quén hoac
cb tinh quén ma ké voi ngudi khac. Nhung c6 din van
hon, phai khong nao? Va ban yén tam, co thé nhiing
ngudi duoc ho gidi thiéu chua chic da thudc nhom
Chién binh dé song chét doi giam thém, giam hon
nita. Néu ho khang khang doi giam, lai chuan bai roi!

D6 dich thi 12 mdt chién binh nira.
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TONG KET

* Pdc diém nhom Chién binh:

- An mdc xué xda hodc “long lon”.
- bi nhanh, noi nhanh.

- Noi to va noi nhiéu.

- Boc dong cam xitic.

- Dé néng gidn.

- Quyét dodn.

- Than thién.

- Dai lic noi qud so vdi su thuc.

THICH KHONG THICH
- Nguoi than thién. - Nguoi thao mai, kiéu.
- Vao thang vén dé. - Lan man, long vong.
- Nguoi tu tin. - Nguoi rut re, nhit nhat.
- Mua db gié re. - Bi gioi thiéu do dat.
- Pugc khen.
* Phong cdch ban:

- Tu tin - Than thién.
- Khen ho - Vao thing van dé.
- Budn chuyén véi ho.

* Chét: Giam gid/Tdng qua.
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BAI TAP

1. Viét tén 5 khdch hang thudc nhom tinh cdch
nay trong so khdch hang cta ban.

2. Thdo ludn vdi doi nhom vé nhitng nét tinh
cdch ddc trung cua 5 khdch hang trén, ma ban
cho rang ho thudc nhom tinh cdch nay.

3. Chon trong doi ngii/nguoi quen 1 nguoi
thudc nhom Chién binh va tdp tu vdan 1 dich
vu cho ho - ung dung phong cdch bdn va cdch

chét trén.

(*) Trong phan sau, toi sé goi v cach “Dat dung vi tri nhan su”
tr diém manh, yveu cua cac nhom tinh cach. PBirng bo 10 nhé!
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NHOM
CHAM SOC

Sang thtr 7, khi ca doi ngti dang don dep spa thi mot
chi gai dd xich xe lead mau vang kem trudce ctra. Chi
nhe nhang cdi bo d6 chdng ning hoa nhi mau xanh da
trdi, cat vao cép roi xach chiéc tai form chir nhat basic
tién vao. Chi rut ré hoi: “O day lam triét 16ng phai
khong em?”

Ngay sau khi dugc xac nhén, chi budc vao spa, va e
dé ngdi xudng ghé. Thi ra, chi dugc mot dong nghiép
cung khdi van gioi thiéu. Nghe dau chi ban 1a khach
hang cua dot trai nghiém thang trudc, triét thay hiéu
qua nén chi ciing mudn dén lam. Sang nay, ngay sau
khi mua banh cudn cho chéng va con ut rdi chd con
gai 1on di hoc thém, chi tranh thu chay qua tu van va
lam thur con kip gio don con va com nudec.

Luc tu van, di van hoi lan tin vi da 1& chuong trinh
trai nghiém, gid cao hon so véi dy tinh nhung chi
khong hé phan tmg. Cudi cing, sau mot hoi dugc 1
ban tu van thudc nhom Chién binh thuyét phuc, chi

van quyét dinh chi tién. Thé nhung, khi rat vi, chi hoi
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vé viéc thanh toan mot phan, boi néu tra hét so rang
khong du tién cho. Quan ly déng y, chi nhe nhang
theo k¥ thuat vién Ién lau triét.

Khac han véi su xong xdo, nhanh nhau ctia nhom
Chién binh, néu mét khach hang nhan nhat vé tat ca
xuat hién trudc mit ban, kha nang cao 1a nhom Cham

sOcC.

PAC PIEM NHAN DIEN

- An mdc dai tra: Po cong sd, vdy do hoa, mau
trung tinh khong cé gi noi bat.

- An ndi nhe nhang, déu déu khong diém nhdn,
d6i khi co nhiing nguoi noi rdt nho.

- Phong thdi nhe nhang, di khong phdt ra tiéng
dong.

TAI SAO LAI GOI LA
NHOM CHAM SOC
Bo1 ho cuc ky quan tdm va cham lo cho ngudi khac.
Do 1a ban chat con ngudi ho. Ho chu déo, diu dang,
cam chiu chi dé lam ngudi khac vui long. Niém vui
ctia ho dén tir cim giac ctia nguoi khac, do d6 ho luén

c0 gang lam moi thir chi dé nuéi cam xuc do.
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PIEM YEU CHI TU

“Sao ciing dugc” 1a cau clra miéng ciia nguoi nhom
nay. Ho khong c6 kha ning tir chdi ngudi khac. Day
14 diém yéu cuc ky 16n ciia nhém tinh cach nay. Diéu
nay dang ca trong cong viéc, cudc séng cua ho. Ho
song xoay quanh ngudi khac, ho nghi cho nguoi khac
nhiéu hon ban than ho. Do d6, néu nhan dugc 161 nho
va, nhan dugc 11 dé nghi mua gitip mot thur gi do, ho
rat ngai tir chdi, vi so' lam nguoi khac budn. Do do,
cht yéu ho s& nhén sy thiét thoi vé ban than.

Chéc chan trong qua trinh ban hang ban s& gap
nhitng ngudi c6 dic diém nay. Ho cam thay san pham/
dich vu d6 gia cao hon so véi tli tién cta ho hoac ho
khong thuc sy thich noé nhung van déng y mua. Mua
xong c6 dung hay khong, hodc dit coc xong ho co dén
sir dung dich vu hay khong thi chua biét. Nhung néu
da nhan duoc 161 d& nghi, gan nhu 95% la ho s& chi
tién.

Hao phong voi nguoi khdc - Ki kiét voi chinh
minh 1a diém yéu kha 16n cia nhém nay. Béi ngudi
nay luén suy nghi cho nguoi khac nén ho co thé

doc tién mua cho nguoi ho quan tam nhitng mon do
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c6 gia tri, mua rat nhiéu chi dé lam cho ngudi do vui.
T61 ching kién chi dau minh thuéc nhom Cham soc
mua d6 cho chong, cho con lién tuc. Chi 4y mua rat
nhiéu va mua toan d6 tét. P6 in chat day trong tu,
chdng con an thoai mai. Va toi phat hién, chi y khong
c6 tién thi thoi, cr ¢6 tién lai xung xinh mua dd. Voi
chi 4y, cham lo cho chong con 1a hanh phiic.

Nguoi thuge nhom nay khong chi thich lam nguoi
than hanh phuc, ma chi can ho quy, luc nao ciing qua
cap san sang. Néu nhu mot khach hang di xa vé lac
nao ciing mang qua cho ban thi d6 la mot nguo1 thudce
nhom Cham séc do.

Khong sdn tién 1a trang thai ban s& thuong xuyén
thay & ho. Tinh cach thich mua qua cho ngudi khac
va ca né, khéng-tfr—chéi-duoc khi bi chao hang 1a 2 ly
do chinh khién ho roi vao tinh trang nay. Hién nhién,
khi ban ban hang cho ho, ho van s& mua, nhung ho s¢
khong di kha ning thanh toan hét trj gia cua géi liéu
trinh.

Dé tuii thdn, dé ton thuong la diém yéu 16n cua
nhom nay. Binh thuong, co thé ho rat hién, khong lam
mat 1ong ai. Thé nhung, vao mot ngay trd gio, ban noi

diéu gi d6 khién ho phat y, ho sé khong phan khang
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nhu nhém Chién binh dau.

Ho sé 4m tham xa lanh ban. Ho s& khong néi 1y do,
ho chi lang 18 giir khoang cach véi ban. Diéu nay tham
chi con ding voi ca nhitng truong hop khach hang bi
ép chot. Ho van dit coc, nhung ban sé khong bao gid
thay ho dén lam dich vu. Hay thir ra soat lai danh sach
khach hang cua ban.

C6 phai ban ciing ting gap nhing nguoi dé chi tién

nhung chi xong thi “mat tich” khong? La ho day!

HO XUAT HIEN KHI NAO?

Ho ciing s& xuat hién khi c6 cac chuong trinh giam
gia, tang qua, dugc ban be gidi thiéu. Nhung ban sé
thay khong nhat thiét vi giam gia sdu ma ho dén. Vi
nhirng nguoi thudc nhom tinh cach nay, giam mot

chut 1a du rdi, giam qua nhiéu doi khi ho khong tin.

HO THICH GI?

Nhiing nguoi than thién, nhe nhang
Pay 1a tuyp ngudi ho rat thich. Boi ho ciing rat nhe
nhang, nén thuong ho s& tim 1 ngudi cung gu: dé néi

chuyén, dé bay to. Thé nhung, khi di mua hang hay
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dén cac spa/Tham my vién, ho lai dé gap nhitng ngudi
thuéc nhém Chién binh: hung ho, nhiéu ning lugng.
Néu tu vén vién 12 nhom Chién binh, ho s& bi “chét”
rat nhanh. Nhung ho khong thuc su vui vé, chir dung
noi la nhan dugc trai nghiém tét. Nén néu ban 1a mot
tu van vién thuéc nhom Chién binh, con khach hang
cua ban thuéc nhom Cham séc thi nhat dinh phai
“tém” lai, nhe nhang hon, cham rai hon va... dung hét

vao mat ho, trir phi ban muon dudi ho vé.

Buon chuyén

Buén chuyén la diéu ho thich. Nhung khac véi
nhom Chién binh, nhom nay khong thuc su thich
dua chuyén. Néu ban ké c6 thé ho van nghe, nhung
s& khong man ma tiép 10i va binh pham nhu nhém
Chién binh. Ho thich nhat la dugc noi vé chuyén gia
dinh, nhu: Lam gi cho chong vui? Cho con an gi, hoc
truong nao? Mua thuc phé”im & dau vira tuoi lai ré? B6
me gia nén udng sita nao?... P6 1a diéu ho quan tim
nhét, ciing 1a nhitng ngudi khién ho hanh phuc nhét.

Hay quan tdm dén ho.
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Quan tdm va yéu thuong

Pay la diéu nhom nay coi trong. Bai ho ludn sdng
vi nguoi khac, luén nghi cho ngudi khac nén ho cling
mong mudn nhan duge diéu tuong tu. Ho rat so nhiing
ngudi tinh toan, chi mudn loi cho ban than. Ho s& ¢
xu huéng tranh xa nhitng nguoi nay, bat ké co hop
tinh hay khong.

Hanh vi duogc thé hién cua viéc thich quan tam,
yéu thuong 1a ho thuong xuyén mua qua cho nguoi ho
yéu mén. Khong can thtr gi dat do, doi khi chi la chut
hai san Quang Ninh, banh trang Tay Ninh... Nguoi
ta cling rat vui khi duoc nhan nhiing thr tuong tu.
Khéng phai vi ho thich nhan qua, ma bdi ho nghi mén
qua éy thé hién rﬁng ban yéu mén ho. Néu ho nhan
duoc diéu gi do tir ban trudc, chic chan ho s& cam

thdy 4y nay va mudn lam diéu gi d6 lai cho ban.

PHONG CACH BAN CHO HQ?

Than thién nhung ditng vo vap
Ban ct viéc cudi ndi, than thiét hodc cham vao

ho, nhung phai nhé khong duoc vo vap nhu cach
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van lam v&i nhém Chién binh. Ho sé& sg déy! Ban hay
nhe nhang vadi ho, tur tdn voi ho, cho ho théy ban ton
trong ho nhu mdt ngudi ban chir khong phai thg san

tim thay “con moi”. Ho s€ cam thay dé chiu.

Quan tam

Ping quén héi han vé ho, vé gia dinh ho, vé so
thich cua ho. Pung chi thao thao bt tuyét noi vé san
pham/dich vu ctia minh méa quén mat cam giac cua ho.
Thtr ho thich 1a dugc quan tdm ma, su quan tam ding
cach s& khién ho “d6 guc”. Khi lam cho ho, hiy thém
budc néu can, nhung hiy noi dé ho biét ban quan tam
dén ho nhu thé nao chir khong phai day la mot phan
ctia quy trinh. Sau khi ho trai nghiém san pham hoic
lam dich vu cua ban, dirng quén hoi tham ho. Ho can
diéu do. Ho sé nghi ban ban dugc hang roi bo roi ho,

néu ban khéng lam diéu d6.

Hady hoi ho vé gia dinh

Ban nén nhd, diéu ho quan tam nhit 1a gia dinh. Ho
c6 thé tan tién v4i ban than nhung lai rat hao phong
khi mua d6 cho chong con. P 1a bai gia dinh cuc

ky quan trong ddi v6i ho. Toi biét co nhing nguoi
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con séng hoan toan vi chong con, bo bé ban than. Nén
néu nhitng ngudi nay 1a khach hang cua ban, hay hoi
ho vé gia dinh, hay nghe ho giai bay. D6i khi ngudi hy
sinh nhu thé nay lai it khi dugc chia s¢ nén ho s€ rat

cam kich néu ban nghe ho noi.

Lam ban voi ho nhé!

Nghe tudng la nhung thuc sy ngud1 nhom Cham séc
rat thich két ban. Ho di dau cling c6 ban, rat nhiéu ban
va gan nhu ban nao ciing than. Nén gat bo suy nghi
ban hang di, hiy ddi xir v6i ho nhu 1 ngudoi ban roi
ho s€ chu dong mua hang cho ban, thay vi ban phai
cb “chot” ho bang moi gia. Toi da ching kién nhimng
khach hang vi so nhan vién khong du s6 ma con chi
dong doi mua hang. Nén ding sbt sang qua, roi ho sé

mua, mua nhiéu va trung thanh la dang khac.
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CHOT

GIAM NHE dé Pdt coc

Ho khong san tién dau, nén sé rat kho dé ho chi ca
hay ntra liéu trinh. Thé nhung, ho lai rat ca né. Khi da
roi vao thé bj dé nghi lam mot diéu gi do, ho gé‘m nhu
khong tir chbi ndi. Vay thi cach tot nhat 1a cho ho dit
coc mot khoan nho nho dé ho chét. Nhu vy ho khong
roi vao thé kho xir ma chiing ta ciing khong mat nhiéu
cong thuyét phuc.

(*) Luu y nho

Luc ho quyét dinh mua hang, chua chic ho da thuc
su thich dau. Bai ho khong tir chdi ndi nén danh mua
vay thoi, thé nén rat nhiu trudng hop dit coc xong
thi ho bién mat. Ban dgi mon mai van khong thay ho
dén 1am dich vu. D6 13 ho roi vao trang thai nghi hoac
vé quyét dinh mua hang (giai doan 2 trong Hanh trinh
trai nghiém cua khach hang). Dé giai quyét van dé
nay, ban can lién hé thuong xuyén voi ho, ti té véi ho
dé ho dén 1am dich vu nhé. Néu khong, ho sin sang

“hy sinh” tién coc ma bd chay vi hoi han day.
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* Pdc diém nhéom Chdm sdc:

« An mdc dai tra, cong sd.

* Tdc phong nhe nhang.

TONG KET

» N6i nhe nhang va khong cé diém nhdn.

- Cd né.

« Tot bung.
* Diu dang.
* Hay ngai.

THICH

KHONG THiCH

- Nguoi than thién.
- Quan tam va
duoc quan tam.

- Puoc khen.

- Két ban.

- Bao v€ moi truong
& Lam tu thién.

- Buon chuyén gia dinh.

- Ngudi vo vap.
- Nguoi ich ky.
- Biché.

- Bi “chét”.

* Phong cdch bdn:
- Nhe nhang - Théan thién.

- Quan tam dén ho - Budn chuyén gia dinh ho.

- Lam ban va1i ho.

* Chét: Giam nhe dé Pdt coc
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BAI TAP

1. Viét tén 5 khdch hang thudc nhom tinh cdch
nay trong so khdch hang ctia ban.

2. Thdo ludn vdi doi nhom vé nhiing nét tinh
cdch ddc trung cua 5 khdch hang trén, ma ban
cho rdang ho thudc nhdém tinh cdch nay.

3. Chon trong doi ngii/nguoi quen 1 nguoi
thuéc nhom cham soc va tdp tu vdn 1 dich vu
cho ho - ung dung phong cdch bdn va cdch chot

trén.

(*) TlonOphan sau, toi sé goi y cach “Dat dung vi tri nhan sy
tir diém manh, yéu ciia cac nhom tinh cach. Pirng bo 16 nhé!
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NHOM
THOI TRANG

Xich - chiéc xe Mercedes-Benz E300 bong loang
vira d6 trudc cira spa thi mot c¢o gai chan dai ¢ 1m
bude xudng. C6 mic chiée vay quiy mau den 6m sat,
khoac ho chiéc 4o da tweet thoi thugng va chan di
doi giay cao got cua YSL. Mai toc budce cao. Co trang
diém nhe nhang va tinh té nhung van toat 1én su kiéu
sa kho ta.

Lanh ling budc vao, c6 dao mat nhin quanh maot
lwot. C6 hoi cau may khi nhin thay vét tuong do do
bang dinh cua bira tiéc sinh nhat hdm qua con soét lai.
C4 hot lich sy nhung van rat lanh lung: “Chi Lan dau
em? Hom nay chi hen chi éy tu van”. Cam cdc nudc
trén tay, co lai tiép tuc cau may vi vét son mo mo trén
miéng coc. Co dit coc xudng va mo may ludt facebook
chd chi spa. Chdc chéc lai dua may Ién selfie.

Khi chu spa xuat hién, co thay doi thai do, than
mat hon, cd1 mé hon. Ho ndéi véi1 nhau vé mdi quan
tim chung roi dao qua vé cong nghé Tré hoa da co

gai dang quan tam. Khong mét qua nhiéu thoi gian
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thuyét phuc, c6 gai quyét dinh 1én lam dich vu ngay va
khong quén dan Lan phai gidi thiéu cho c6 bac si tot.
Trong sudt qué trinh lam dich vu, c6 rat it chia sé ma
chi ndm ngam mit trai nghiém. Nhung c6 c6 vé khong
hai long khi nhan vién khong chi cho ¢6 chd thay d6
hoac dé c6 nam dé dé sang hd tro khach khac qua lau.

Cubi budi, rd rang c6 ay kha thich hiéu qua cta dich
vu, nhung khi dwgc mo1 mua ligu trinh thi khong déng
y. Ngay sau do, co chi tién gan 20 triéu dé mua mot
loat my pham BR cao cap.

Néu ban gip mot khach hang voi hanh vi tuong tu,
kha nang cao ho thudc nhom Thoi trang - mot trong
3 nhom mua hang theo cam xuc nhung la nhém mua

khong-can-biét-tuong-lai-ra-sao.

PAC PIEM NHAN DIEN

- An mdc dep: Ngudi tré thi hgp mot, ngudi ldn
tudi thi sang trong, tinh té.

- St dung ngon ngit tot nén noi chuyén rdt thu hiit
va co khd ndng truyén lita tuyét voi.

- Phong thdi lich su.

- Kho gan.

- Ky tinh.
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TAI SAO LAI GOI LA
NHOM THOI TRANG

Ba1 ho cuc ky thich 1am dep. Ho luon mac dep, trau
chudt moi luc. Hinh anh trong nhiing clip “Pi d6 rac
cling phai dep” chinh la hinh tugng cua nhém tinh
cach nay. Ho khong chiu noi sy 16i thoi va s& khong

bao gid xuat hién véoi b dang xué xoa.

PIEM YEU CHI TU

Chi cdn chi thich, vay tién chi mua la diém yéu
I6n nhat cia nhom nay. Ho khong kiém soat ndi tai
chinh va théi quen chi tiéu vo toi va. Toi khong hé
ngoa. Ngudi ndy ma thich mén do nao do, thi bat ké
lic d6 ho co tién hay khong, ho van phai mua bang
duoc. Ho san sang vay muon dé thoa su thich tha véi
mon do do.

To6i ting ching kién mot cau chuyén: Sau khi
khach hang trai nghiém dich vu, c6 iy qua mé no.
Thé nhung gia liéu trinh qua cao, c6 ay khong du tién.
Luong cling con hon nura thang ntra m&1 nhan. Nhan
vién tu van thi ngéi bén canh ra rich vao su thich tha

ctia ¢o dy. C6 khong ngan ngai rat dién thoai goi cho
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moi ngudi dé vay tién mua bang duoc. Sau khoang
4-5 cudc dién thoai, cudi cing ciing c6 ngudi cho co
vay. C6 thich thu cam thé liéu trinh ra vé ma khong hé
nghi dén viéc di toi ca thang luong tiép theo va rat co
thé s& phai an mi goéi. Ngudi nhom Thoi trang khong
nghi nhiéu nhu thé. Ho tim dugc niém vui tir nhitng
mon dd bén ngoai, dic biét la nhitng thir dep va nang
tdm dang cdp ciia ho. Ma di c6 niém vui thi phai s
hiru ngay va ludn. Ho quan tdm dén nhitng cam xuc,
niém vui trudc mat hon 1a nguy co sau nay.

Cam xiic 13 diém yéu thtr hai ciia nguoi nhom nay.
Ho rat dé that vong vi mot diéu gi d6, mot ngudi nao
d6 tir 4n twong dau tién, chi bai vi 1 tiéu tiét nho. Ho
khong chiu nodi sy khong hoan hao, dac biét 1a & phong
cach thoi trang, mui co thé ciia ngudi doi dién. Hay
noi trang ra, ho 4c cam véi nhitng ngudi khong yéu
ban than. Khi &n spa hay mua bat ky mot san pham
nao do, ho dac bi¢t cha y téi thai d6 phuc vy, chu
khong phai dich vu hay san pham. Néu thai do phuc
vu va nguoi nhan vién khong duoc nhu ky vong, ho sé€
thay doi thai d6 rat nhanh va lap tirc that vong khong
mudn quay tré lai. Nhung diéu khat khe nhat, 1a ho
s& that vong ngay khi thiy nhitng tiéu tiét nho nhu:
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nhan vién chao khong rd, nhan vién khong cudi/cuoi
cho ¢6, coc nuée khong du sach... Khi ho da that vong,
ca hanh trinh phuc vu d6 cia ban s¢€ giéng nhu “cudc
hanh hinh” vay.

“Chi la s6 1” 1a diém yéu 16n cia nhém nay. Ho
luén mudn lam trung tdm va moi ngudi phai xoay
quanh ho. P61 khi do strc hat tu nhién khién ho tao
thanh théi quen nay, chir khong phai do ho mudn.
Ban s& thay nguoi khach hang thuc nhom Thoi trang
khong thich cho doi. Ho sé mudn ban phai phuc vu ho
ngay khi ho c6 nhu cau. Néu ban khong dép tng duoc,
ho s€ ngay lap tuc tim noi khac chur it khi doi ban, tru
phi d6 1a 1 dich vu dat tién hodc khong nhiéu ngudi
cung cap. Khi spa cta ban dong khach, ho vin mubn
ban tap trung vao ho, phuc vu ho chir khong thich san
sé nhu nhom Chién binh hay dé tinh nhu nhém Cham
soc. Néu ban khong lam duogc diéu do, ho sé& that vong
va bo di.

Pang cdp la tir khoa tiép theo trong diém yéu cua
khach hang nhém Thoi trang. Ho bi troi budc va am
anh boi sy ding cap, thé hién dang cap, do d6 ho
thuong xuyén sir dung cac dich vu 5 sao. Ho cling

thuong xuyén thé hién viéc ho cd cudc song
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sang chanh nhuong nao. Thong thuong, day s€ la
nhom khach hang dau tién trai nghiém céac dich vu
“hot trend” (theo xu thé mdi). Yéu cau déng cap va
thudng xuyén trai nghiém cac dich vu dang cip cong
v6i tinh cach cau toan, ky tinh khién ho “soi” rat ky
va dé that vong. Ban tham chi con cam thay nhiing gi
ho yéu cau hoi qua. Nhung ho 1a nhu vay day, tat ca
déu phai hoan hao va trén ca hoan hao. Dudi mirc do,

dung hong ho thich.

HO XUAT HIEN KHI NAO?

Ho s& khong xuat hién khi ban giam gia dau, trir phi
do6 1a dich vu mé1, hot ma ho dang quan tam. Ho sé chi
xuét hién khi dich vu caa ban mdi, nhung da rat hot
& nudc ngoai, & TPHCM, Ha Noi, Pa Ning... Nhat
dinh ho s€ la nguoi trai nghiém va st dung dau tién.
Ho ciing s& xuat hién khi thiy ban bé - nhitng ngudi
cung dang cap hoic hon st dung san pham va dich vu

nao do cua ban.
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HO THICH GI?

DO doc la, hang hiéu

Ban chat cua ngudi nhom nay thich thé hién déng
cép. Ho dung dd doc la hay hang hiéu ciing chi cho moi
ngudi thiy dang cap cua ho ra sao. Thé nén, khi ho da
dén tam nao do, ho sé chi chudng va cudng hang hiéu,
néu khong phai 1a hang hiéu thi ciing phai 1 nhiing
thir khong dung hang véi ai. “So nhat la ra dudng thay
ai cling deo tui giéng minh”, nguoi nhom Thoi trang
nghi. Thuc su dang sau suy nghi d6 1a “Minh ma phai
deo cai thi giong moi ngudi a?”.

Khen dep

Ban than nguoi nay rat biét cham chut, nén ho
thuong kha dep. Néu khong phai 1a dep hoan hao thi
cling s& gon gang, chin chu. Va han nhién mot nguoi
thich cham chut dén vay ciing chi dé toa sang va duoc
cong nhén viéc ho dep. Nén dirng ngan ngai khi khen
ho. T6i dam bao ho sé& rat thich, khen truéc dong nguoi
lai cang thich, mac du cé thé ho khong thé hién cho
ban thiy nhung trong long ho nhu “danh trong mé co”
do.

Bi mt cht sales | 69



Phuc vu tan tinh

Nguoi nay thich su sang chanh, nhiing dich vu dang
cap 5 sao nén ho ludn yéu ciu nhimng dich vu (& day
bao g6m ca dich vu lam dep 1an dich vu khach hang
khi mua san pham) phai twong ximg. N6 1a su twong
xung ca vé chét luong dich vy, thai d6 phuc vu va ché
do hau mai. Su ky tinh va cau toan khién ho luén so
sanh dich vu gitra cac bén (va ca ché ntra - tat nhién
roi) va ho luén cam thdy cuc-ky-kho-chiu néu dich
vu ho sir dung khong dugc nhu ky vong. Ho s€ cam
théy ho mat tién ma con rudc thém sy buc boi. Chung
ta 1am dich vu thi rd rang phai cung cap mét dich vu
¢6 hiéu qua tot nhit, nhung néu ban chua qué tot (tat
nhién van phai & mic kha) thi thai do phuc vu s€ 1a

thir kéo lai tinh yéu cua khach hang.

PHONG CACH BAN CHO HO
NHU THE NAO?

Chin chu la diéu ddu tién phdi ghi nhé
Day la nguoi cuc ky cham chut cho ban than, nén
ho doi hoi rat cao & su chin chu tr ngudi phuc vu.

Néu ngay hom do nhin ban rat t€ vdi tdm trang cua
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mot ngudi that tinh, ching cudi ching noi, son ciing
chang budn thoa ma con tiép 1 khach hang Thoi trang
thi xin chia budn véi ban. Ban tan doi rdi! Ho s& vé-
cung-kho-chju sudt thoi gian trai nghiém dich vu. Lic
thanh todn ho thdm chi con ném ra mot guong mat
lanh tanh va nhitng cau dap khong thé xa giao hon.
Tbi hom do, ban s& nhan duoc tin nhan trach méng tur
sép vi khach hang phan héi c6 thai 46 khong tét.

Nén nhd, v&i ngudi ndy, chin chu vé trang phuc, toc,
guong mat 1a diéu cuc ky quan trong. Ho 1a ngudi cam
xuc va dé y tiéu tiét, nén déi khi nhitng yéu té tuong
chirng rat ngoai 1& nay lai la thir quyét dinh hanh trinh
trai nghi€ém cua ho hoac viéc co tiép tuc chi tién cho
ban hay khong. Thé nén, ban c6 thé khong can qua
xinh dep, nhung nhat dinh phai chin chu va tuoi cudi

khi tiép ho nhé!

Tu' tin, ditng so ho
P6i khi ban thy khach hang qua sang chanh, qua
lanh lung, ban s€ c6 cam giac s¢ ho. Rét nhiéu hoc

vién cua to1 ndi rang, ho khong dam lai gan hay
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cam thay ngai mdi khi phai ban hang cho nhiing khach
hang nhom nay. Ciing chinh boi sy e ngai cua nguoi
ban hang khién 101 gidi thiéu cua ban cang thiéu trong
luong vo1 ho. Nguot khach hang thudoc nhom thoi
trang chi bj thuyét phuc boi nhimg nguoi ludn ty tin
nhu ho. Nhitng ngudi rut ré s& khong thé khién ho tin
vao thir ban mang dén cho ho dugc. Ho cam xuc ma,
nén ho tin & cam giac ban mang lai cho ho. Nén nhat

dinh phai tu tin nhé, dung so!

Giit khoang cdch vdi ho nhé

Khong gidng nhu nhom Chién binh hay nhém
Cham séc, nguoi nhom Thoi trang dac biét khong
thich su vo véap hay than thiét qua mic. Ho luén nghi
réng, ho chi tién dé nhén léy su phuc vu nhu mot
“thugng d€”, chir khong phai tim ngudi ban dé chia
sé. Thé nén, ngoai trur khi lam dich vu can cham vao
ho, nhitng ltc khac ban déu can giit khoang cach véi
ho, tuyét dbi khong duogc cham vao hay ngdi qua gan
ho. Ho s& rat kho chiu.

Tuong tu vé1 viéc budn chuyén, ngudi nhom nay
khong thich budn chuyén nhu nhom Chién binh hay

Cham so6c ngay lan dau gdp mat. Ho s€ lanh lung vai

72 | Ann Dan



ban vai ba lan dau. Ho thim chi chi im lang trai nghiém
tay nghé va dich vu cua ban chir khong néi mdt 1o1.
Chi khi ban lam tét, 1am nhiéu cho ho, ho s& than thiét
va noéi chuyén véi ban. Trude lac do, ban tuyét ddi
khong duogc thao thao bat tuyét vé nhitng chuyén tao
lao nhu v&i nhom Chién binh. Ho sé cuc-ky kho chiu.
Nho nhé!

Nhd nhe nhang va ton ho lén

Ngudi nhom nay khong thich ngudi san s, nén néu
chang may ban thuéc nhém Chién binh ma gip mot
khach hang nhom Thoi trang thi hay tiét ché lai. Pung
néi to, néi nhiéu. Ban can nhe nhang hon va hay dung
161 1& dé t6n ho 1én, cho ho ¢ vai tro “thuong dé” dang

dugc phuc vu. Ho s€ rat hai long.

CHOT

THAI PO
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Ngudi nhém Thoi trang bat ké dang sin tién hay
khong déu rat hao phong. Ho sin sang bo tién mua
mot san phém/dich vu khong Xut sic nhung ho dugc
phuc vu tt, thay vi san phém/dich vu tot nhung bi ddi
xur té hodc b1 bo roi. Thé nén, ho rat quan trong thai do
ctia nhan vién phuc vu. Déi khi chi vi mot vai tiéu tiét
nhu che 6 cho ho, cudi chao véi ho, dap ing nhu cu
ctia ho ngay 1ap tirc s& 1a mot diém cong tuyét voi cho
viéc ho quyét dinh sir dung san phém/dich vu cua ban.

Thé nén hiy chu y dén timg tiéu tiét nhé.

(*) Luu y nho: Riéng véi nhom khach hang nay,
ho thuong s& két ban v6i nhitng nguoi cung dang cép.
Tire 1a néu ban chinh phuc dugc mét ngudi, kha nang
ho gidi thiéu cho ban nhimg ngudi khac, mang dén cho
ban nhitng khach hang khong-biét-quan-1y-tai-chinh
khac 1a rit cao. Ban biét diéu gi xay ra khi khach hang

cua ban toan nhom Thoi trang roi do!
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TONG KET

*Pdc diém nhom Thoi trang:

- An mdc dep.

« St dung ngén ngit khéo léo, biét truyén liia.
« Lich su, nhe nhang.

* Khé gan.

« Ky tinh va cdu toan.

THICH KHONG THiCH
- Ngudi tu tin. - Ngudi vo vap.
- Buoc khen dep. - Nguoi qua nhut nhat.
- Pugc 1am trung tam. - Nguoi khong biét
- Do ddc la, hang hiéu. quan tam dén ban than.
- Nguoi khéo léo. - Su thé 15.
* Phong cdch bdn:

- Tu tin - Gidi thiéu nhirng san phém/dich vu ddc la, ton
gia tri ho 1én.

- Phuc vu ngay - Chin chu tir an mac dén cau tur.

- Khen ho dep - Dé y dén timg chi tiét.

* Chét: Thdi dé phuc vu.
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BAI TAP

1. Viét tén 5 khdch hang thudc nhom tinh cdch

nay trong sé khdch hang cua ban.

2. Thdo ludn vdi déi nhom vé nhiing nét tinh
cdch ddc trung cua 5 khdch hang trén, ma ban

cho rang ho thuéc nhém tinh cdch nay.

3. Chon trong doi ngii/nguoi quen 1 nguoi
thuoc nhom Chdam soc va tdp tu vdn 1 dich vu
cho ho - ung dung phong cdch bdn va cdch chot

trén.

(*) Trong phan sau, toi sé goi y cach “‘Dat dung vi tri nhan su”
twr diem manh, yéu cua cac nhom tinh cach. Pung bo [6 nhé!



NHOM
CHUYEN GIA

Nhan vién chua kip ra md cira da thay mot co gai
voi mai toc tay tim khoi day ctra budc vao. Co ay
mic mdt bo dd mau den vai chiée 4o dang suong, co
khoéa tring ¢ phan vai va chiéc quan 6m sat nhung van
két day ca tinh & phan dui. Khong trang diém nhung
lai thoa son mau do gach kha dam. Co deo chiéc
kinh Nobita to ban dé che di doi mat sic lem. Vira
budc vao, cd héi mot cach lich su nhung lai rat lanh
lung: “O day c6 dich vu tri mun XYZ phai khong?”

Mot nhan vién moi c6 ngdi va ldy nudc nhung bat
giac nhin ¢6 mot lugt tir dau tGi chan, co cau may vi
hanh dong nay. Nhan vién tu van tién t&i, theo théi quen
khen chiéc 4o cuia co dep, mai toc ca tinh, sic mat co
lanh lung khong do6i. Co cat ngang nhitng 16i khen ma
6 cho rang c6 chut “thdo mai” khong that long dé vao
thé'ing véan dé chinh. “Chj mudn biét vé dich vu tri mun
cua nha em, em tu vén cho chi”. C6 nhéan vién thoang
chat giat minh khi thdy khach hang nhu vay. Co bit

dau chia sé vé dich vu nhu bai soan san. C6 gai ca tinh
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chi im lang, cham chu nghe, thi thoang hdi vai cau
roi lai im lang nghe. Pén cudi budi tu van, ¢d hoi xin
s6 dién thoai hotline rdi ra vé véi 1y do: “Dé chi suy
nghi”.

Nhung chua két thiic, sau khi ra vé, ¢ gai ay con
nhén hoi sudt ca tuan sau vé cac thong tin xung quanh
dich vu tri mun, vé ky thuat vién, vé chu spa, dung
cu, nguyén vat liéu, my phém, bao hanh hau mai... roi
moi chét lam.

Néu ban gap mot khach hang nhu vay thi ban da gap

mot nguoi nhém Chuyén gia dich thuc.

DPAC PIEM NHAN DIEN

- An mdc cd tinh hodc hoi di.

- Binh thuong sé it ndi, dong ding vdn dé ho quan
tam sé noi nhiéu.

- Khé tinh, kj tinh.

- Pa nghi.

- Hiéu biét sdu rong.

- Trach nhiém.
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TAI SAO LAI GOI LA

NHOM CHUYEN GIA
Bo&1 nhitng nguot nhom nay thich nghién curu, tim
hiéu moi thir. Khi da quan tdm dén mét van dé gi do,
ho s& tim hiéu dén tan clng cua ban chat. Do 1a 1y do
vi sao ban s& gip rat nhiéu khach hang kho tinh va hiéu
biét. Ban tham chi con khong thé ndi qua dwoc boi chi

can ban hung phan “chém gi6”, ho s& bt bé ban ngay.

HO XUAT HIEN KHI NAO?

Chic chan khong phai khi ban giam gia. Ngudi nay
tuyét doi khong tin vao quang cao. Ho chi xuat hién
khi ho can, thim chi 1 can trong mot khoang thoi gian
roi. Thé nén du ho 13 ngudi c6 quy cho tat ca moi du
dinh, nhung ding hong kéo duoc ho dén bang quang
cao va céac chuong trinh giam gia nhé, vi ho kha da

nghi va chac chan.

PIEM YEU CHI TU
Pa nghi 1a diém yéu 1on nhat ciia ho. Ngudi nhém
nay thuong sé khong tin diéu gi ngay lap tuc, thé
nén s€ khong bao gio c6 chuyén ho xem quang céao

hap dan qua, hi¢u qua ngay ma dén vai spa cua ban.
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Khi ho phat hién ra nhu ciu (c6 thé la nho quang
cdo cua ban), ho s& tham khao rat nhiéu co so khac
nhau. Ho tham khao vé tat ca moi goc do tu chét
luong, thanh phan, co ché, quy trinh, gia thanh dén
hau mai. Ké ca ban da dwa ra moi ly 18, bang chimng
dé thuyét phuc ho tin thi... ho van khéng tin. Ho van
tiép tuc kiém chung qua thoi gian. Pay s& 1a nhom
c6 xu hudng mua hang thr 3, khi mot dich vu da tro
thanh phé bién, d3 c6 nhiéu nguoi su dung va ho dugce
kiém chung chat lugng. Thé nén, néu ban hy vong do
nhiéu tién cho quang cdo nham thu hat nhitng khach
hang c6 tai chinh du chi va yéu ciu cao vé chat lugng
thi rat co thé ban s& can nhiéu thoi gian dé nudi niém
tin trong ho. Boi ban khong chdt duoc ho, ban chi
dong vai tro cung cap thong tin dé ho tu chbt minh.

“Téi biét roi” 1a nhuoc diém cia nguoi nay. Chinh
boi ho ham hoc hdi, ma cai gi ho ciling biét it nhiéu.
Nguoi nay lai da nghi va chi tin chinh minh, tin vao
nhitng thir minh biét nén ho thudng coi minh la thong
thai nhit. Néu khach hang cua ban thudéc nhom tinh
cach nay, ban s& thay ho cuc ky hiéu biét vé dich vu ho
dang quan tam. Ban thdm chi con chdt da khi tu vén

cho ho, néu ban khong hiéu siu vé san pham/dich vu.
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Ap ddt 1a diém yéu cuc 16n ciia nhom nay. Nhom
nay c6 xu hudng ap dat vai tat ca moi ngudi, tir gia
dinh, ban bé, ddng nghiép cho tdi ngudi la. Chinh boi
ho luén quan niém minh la ngudi thong thai nhat, nén
ho thuong khong chap nhan viéc ngudi khac co ludng
tu duy khac.

Ho sé tranh cdi dén cung dé chi ra nguoi kia sai
va bao vé quan diém cta minh. Néu khach hang cua
ban thugc nhom tinh cach nay, ho da tim hiéu rat ky
vé dich vu tri nam trude khi dén tu van truc tiép. Thé
nhung néu tu van vién néi sai vé mot diéu gi do rat
6 thé ho s& cu tuyét va tur chdi sur dung dich vu cua
ban, boi ho cho rang ban khong du hiéu biét/kién thirc
khong du tot dé chita tri cho ho. Tat nhién, trudc khi
ho ra vé ho da tranh luan véi ban mét tran dé cho ban

bict ban da hiéu sau, phai nhu ho né1 mai la ding.

HO THICH GI?
Nguoi nhiét tinh
Ho hoi rat nhiéu truéc khi quyét dinh mua mot
moén d6 nao do hodc chi tién cho mét dich vu nao
d6. Ciing chinh bdi ho hoi qua nhiéu, qua lau chua

“xudng tién” ma hau hét tu van vién cam thay
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khoé chiu, hodc cho rang ho khong du kha ning chi tra.

Nhung qua qua trinh ddo tao, toi khao sat thdy rang,
nhitng nguoi nay ngoai vi¢e coi trong thong tin thi
ciing rat chu trong thai d6 nhiét tinh ctia ngudi tu vén.
Rét nhiéu nguoi thude nhém tinh cach nay néi rang,
ho cam théy khé chiu khi bi ddi xur trudc sau khong
nhu mot chi béi vi ho muon chic chan vé dich vu/san
pham ho sé& chi tién. Ho cho rang, tim hiéu k¥ ludng

ve€ no la quyén cua ho.

Su chin chu

Tuong tu nhom Thoi trang, nhom ngudi nay kha ky
tinh va ho ciing yéu cau cao hon nhirng nhom khac.
Ho mudn moi thir phai hoan hao. Thé nhung, du rit ky
tinh, ho lai khong bi cam xtic dé that vong nhu nhom
thoi trang. Ho san sang bao dung cho ban khi ban trét
khong hoan hao nhu ho ky vong. Ho tham chi con

khéo 1€o gop y riéng voi ban, néu ban td ra cau thi.

Hoc héi va phdt trién ban than
Piy la thir ho thich nhat. Ngudi nay dic biét thich
tim hiéu moi thtr, dic biét 1a nhitng thir gitp ho phat

trién ban than. Chinh bai vi ho luén mudn phat trién
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ban than nén ho khong chiu néi nhimng ngudi khong
biét gi, hoi gi cling G ¢ hodc khong chéc chan.

Ho cling dac biét ghét nhitng ngudot ba hoa khong
coO co so thuc té. Khac voi nhoém chién binh, sin sang
dua chuyén ngay sau khi nghe durt 101, thi nhém nay
s& 1ap tirc hoi lai nguoi dua chuyén: “Dan ching dau?
Nghe ¢ dau?” dé ho kiém chtrng ngudn. Ho tham chi
con phai kiém chimg vai ngudn chinh thong rdi méi
tin vao cau chuyén ban néi. Thé nén, néu mudn tiép
nguoi thugc nhom nay, ban can chuan bi kién thuc rat
tdt dé tra 1o moi cau hoi cta ho, bai ho sé& ¢ nhing
cdu ma ban khong-nghi-ai-co-thé-hoi-nhing-diéu-

tuong-tu.

PHONG CACH BAN CHO HO

THE NAO?

Ditng khen xinh, hdy khen gioi
Du ho di lam dep nhung ho khong can ban khen
xinh nhu nhirng nhom tinh cach khac. Ho tham chi
con khong mudn ban nhin ho lau va danh gia vé ban
than, cling nhu cach an mac cua ho. Thé nhung, ho
lai mudn ban quan tam dén nhitng gi ho da trau ddi

la kién thirc. D€ dat 1én ban can cua viéc khen xinh
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va gioi, toi dam chic ho sé& thich nghe nhiing 16i khen

gioi giang, thong thai. Khong tin, ban cur thtr ma xem.

“Chi that ca tinh”

Ngudi nhom nay co gu an mic rat ky la. Nguoi tré
thi rat “di”, kiéu ca tinh. Ngudi 16n tudi thi tiét ché hon,
nhung van toét 1én sy phong khoang khac thuong. Toi
da gap nhiéu ngudi co tudi nhung van thich lam toc xu
mi, nhuom highlight xanh, d6. Nhitng nguoi nay co
xu hudng quan tdm dén cam xiic ca nhan chir it khi dé
y t&i cam nhan hay danh gia cua nguoi khac. Thé nén,
viéc hg mac khac ngudi cling 1a mét cach thé hién cho
ngudi ngoai thay su ca tinh va phong khoang cua ho.
Hay luu y diéu nay dé mdi khi gip khach hang nhom
Chuyeén gia thi ngoai viéc khen ho gidi, hay danh cho

ho 101 khen ca tinh nhé.

Khong dugc mdt tu' tin, néu khong co

- hdy gong!

To6i khong hé noi dua! Nguoi nay dic biét khong
tin nhirng nguoi khong tu tin, dac biét la giao vao tay
khudn mat, voc dang ho. Ho s¢ ban s€ lam hong. Ban
tinh da nghi lai con gap phai k¥ thuat vién/tu van vién

tu ti, nhat nhat nira thi that chéng con gi té béng.
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Thé nén, ngoai viéc chuan bi vé kién thirc, thi tir anh
mat, ngon ngu co thé, giong noi cua ban déu phai toat
1én sy tu tin vi néu ban khong cé diéu do, ho sé chon

noi khac ngay lap tuc.

Phai néi dung, ditng noi nhiéu

Diéu khién ngudi nay tin ban nim ¢ nhiing gi ban
no6i. Nhung khong phai bién dich vu/san pham cua
chung ta tré nén than thanh, ma la néi ding su that.
Ho khong tin sy t6 vé va nhiing diéu than thanh, ho tin
vao din chung khoa hoc. Thé nén, hdy nghi ky trudc
khi néi nhé. Ban chi néi nhiing diéu ban chic chin,
dimng ba hoa, ding noéi nhiéu. Néu ban khong chac
chan, hdy moi ngudi chuyén sau va hiéu biét hon gitp

ban tu van cho ho.

Trudc thé nao - Sau thé do nhé

Ban biét day, ngudi nhom nay cam thay khé chiu khi
ban dau ban nhiét tinh, sau khi ho héi nhiéu ban hoi
hot tra 161 cho xong. Thé nén khi da nhan dién dugc
ho, biét ho co quy cho viéc mua san phém/dich vu

nay hay gilt thai do nhiét tinh trudc sau nhu mot nhé.
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Khi ban du nhiét tinh thi du san pham/dich vu cua
ban kém déi thu mot chut, ho ciing sin sang bo qua dé

lua chon ban.

CHOT

BANG CHUNG/CON SO

Ho sé khong tin vao nhiing 161 hoa mi dau, t61 cam
doan. Ho chi tin khi nhin théy hinh anh thyuc té, boi ho
1a nguoi ludn da nghi va hiéu biét ma. Thé nén, ding
noi sudng, hily mang dén cho ho nhiéu dan ching thuc
té va nhitng cau chuyén co that, dé chimg minh cho ho
thay ban co thé lam gi cho ho. Ké ca khi ban da lam
dugc diéu do, ciing dumg ky vong ho s& chi tién ngay
sau lan dau hoi tu van. Ho sé can mang thong tin do
di ddi chiéu, so sanh véi nhitng co s& khac dé chon ra
phuong an t6t nhat. Thé nén cr nhiét tinh cham soc,
ding qua v vap, dimg ¢ chdt cho xong ma hiy lua y
ho rdi dé ho chdt nhé.

(*) Luu y nho: day la nhém nguoi toi khuyén
ban chim soc tdt bai ho sé& kha trung thanh. Binh

thudng ngudi nhom nay khong ¢ nhu cau di 1am dep
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(bdi ho con rt nhiéu mbi quan tam khac, ngoai dién
mao bén ngoai), thé nhung khi ho da lya chon lam dep
va ban chiam soc ho tdt, ho sé theo ban kha 1au va gioi
thiéu vé ban tan tinh. Thir tudng tuong, mot ngudi ki
tinh nhu vay con chon ban thi nhiing ngudi ¢6 nhu cau
tuong tu 1a ban cua ho c6 chon ban hay khong? Thé

nén, hay cham séc ho nhé!
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TONG KET

* Pdc diém nhém Chuyén gia:

* An mdc cd tinh.

* Binh thuong it noi, dong dung vdan dé ho quan tam
thi noi nhiéu.

* Kho tinh va ky tinh.

* Da nghi.

* Hiéu biét sdu rong.

THICH KHONG THICH
- Khen gidi. - Bi soi.
- Nhitng nguoi nhiét tinh - Nguoi ba hoa, néi
truge sau nhu mot. khong c6 dan ching.
- Phat trién’ bé}n than. - Nguoi khong bidt léng
- Nguoi biét lang nghe ho. nghe/ghi nhan ho.

* Phong cdch ban:

- Tu tin - Khong soi ho.

- Thai d0 nhiét tinh trudc sau nhu mot.
- N6i dung van dé ho quan tam.

- Khen ho gioi, ca tinh.

* Chét: Bang chitng/con s6



BAI TAP

1. Viét tén 5 khdch hang thudc nhom tinh cdch
nay trong sé khdch hang cta ban.

2. Thdo ludn vdi doi nhom vé nhiing nét tinh
cdch ddc trung cua 5 khdch hang trén, ma ban

cho rang ho thudc nhdém tinh cdch nay.

3. Chon trong dji ngii/ngudi quen 1 nguoi
thudc nhom cham soc va tdp tu vdn 1 dich vu
cho ho - ung dung phong cdch bdn va cdch chot

tren.

(*) Trong phan sau, toi sé goi y cach “Dat dung vi tri nhan su”
tir diém manh, yéu cua cac nhom tinh cach. Pung bo 10 nhé!
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NHOM
TRUNG THANH

Hom nay, mdt khach hang bén Tinh uy noi sé€ co
chi Hoa - hiéu truéng ctia mot truong Trung hoc phd
thong c6 tiéng dén lam dep. Ca spa dén tir sém chuan
bi, don dep vi nghe né1 “Chi éy chi tranh thu dugc tur
8h30 sang thu 7”. Bing 8h30, mdt ngudi phu nit bude
xuong tir chiéc xe Toyota Vios mau vang kim. Chi an
mic cuc ky don gian véi quan kaki mau den va 4o so
mi hoa khéng cb. Trén tay chi deo chiéc nhan cudi
cii k¥ co veé da 16i mét, trén tai la doi khuyén vang ta
don gian. Nhan vién chic mam: “Khong phai chi hiéu
truong dau, & vai trd d6 chic chi ay phai cau ky va
diéu hon co” nén van tiép tuc cong viéc chuan bi, chi
c¢6 mot nhan vién madi ra rot nudc va tiép chi.

Thé nhung, khi chi xung tén thi ca spa sitng so. Chi
dich xéac la ¢ hiéu truong trong budi hen ngay hom
nay. Nhiéu nhan vién dang do tay ciing bat giac phai
nhin lai chi mdt luot. Ay thé ma nguoi phu nit gian
di ngoi kia lai chinh 1a nguoi dugce khach hang khen:

rat-nhiéu-tién.
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Chi uéng nudc doi chi ra tu van, cung khong quén
nhin quanh mét lugt. Vao budi tu van, chi chia sé, voi
chit giong cham rdi nhung day chéc chin: “Chi duoc
chi Lan bén tinh uy gidi thiéu dén lam dich vu nam.
Nhung chi muén mét phwong phap an toan, em giGi
thi€u cho chi cac phuong phap em c6 nhé”.

Chi hoi rat ki vé dong may laser, xuat x{r my pham,
tham nién cua ky thuat vién, cua spa... Khi da thuc su
yén tam, chi quyét dinh str dung li€u trinh. Chi thanh
toan truge. Du s tién cua lidu trinh nay khong nho
- 35 triéu dong nhung chi tra bang tién mat, thay vi
chuyén khoan nhu hau hét khach hang & day. Nhan
vién dugc mot phen ngac nhién dén ngd ngang. Chi
ding la nhan vat trong cac video “Chu tich gia vo... va
cai két” hot trend (trao luu) cach day 1-2 nam. Trudc
khi ra vé, chi khong quén dan: “Khong dugc post hinh
cua chi 1én mang”.

Néu mét ngay dep troi, bong dung spa cia ban co
mat nguoi khach hang an mac rat gian di, tham chi co
vé “18i mot” xuat hién, hdy ngan chan suy nghi “Ho
khong c6 tién” nhé. Biét dau, ngay sau khi hoi xong
dich vu Giam béo, ho lai dua cho ban mot xép tién mat

méy chuc triéu. Nhitng ngudi “nhin rat binh thuong
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nhung lai rat nhiéu tién” nhu nguot ta van don chinh

la nhém Trung thanh ching ta dang nhic dén ¢ day!

PAC PIEM NHAN DIEN
- An mdc gidn di, 16i mét.

- Téc d6 néi chdm rdi, chdc chan.

- Phong thdi khoan thai.

- Chan thanh.

- Biét lang nghe.

- Khong cdp nhadt cong nghe.

- Thuong xuyén mang nhiéu tién mdt va tiéu tién

mat.

TAI SAO LAI GOI LA
NHOM TRUNG THANH
Béi nhitng ngudi ndy coé muc tiéu 1on va tam nhin
xa. Ho biét minh can gi, phai di dén dau va dac biét
coi trong uy tin. Nguoi nay ddc biét kién dinh véi muc
tiéu, v&i wdc mo va da hira voi ai diéu gi chic chan ho

s€ thuc hién.

HO XUAT HIEN KHI NAO?
Chac chan khong phai lic ban giam gia hang loat,
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tir quang céo trén mang xi hoi hay té chirc cac
chuong trinh chuyén giao x6 bo. Ngudi ndy chi xuit
hién kin ddo qua 101 gidi thi¢u cua nhirng ngudi quen,
dang tin cdy ciing timg st dung dich vu/san pham cia
ban. Ho khong tiéc tién nhung thir ho quan tam la chi
sao cho ximg dang. Ho quan tam dén sy bén cua san
phé"im, dén su hiéu qua nhung van dam bao duoc an

toan va uy tin cua ban.

PIEM YEU CHI TU

Thoi trang 1a thir ho yéu nhat. Ban sé it khi thay
mot ngudi thuan trung thanh néi vé chuyén thoi trang,
hang hi¢u. Thuc ra, co thé ho cling biét phéi dd hodc
biét nén an mac thé nao cho du, nhung ho khong mudn
danh thoi gian cho viéc do. Ho mudn tap trung vao su
nghiép va nhitng diéu gitp ho thanh coéng trong su
nghi¢p hon.

Mentor cta toi (ngudi thdy dan duong) - doanh
nhan Patrick Liew (Ngudi dong sang lap cua Success
Resources, t6 chirc dao tao 1on nhét thé gisi) dang
kinh c6 t&i 20-30 chiéc 4o so mi, nhung tat ca déu 1
kiéu va mau tréng; cO vai chuc bg vest nhung tat ca

déu mau xanh tim than va ca-vat cling vay.
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Ong noi, boi tat ca déu la mot kiéu, mot mau nén dng
khong can mat thoi gian dé chon mdi sang nira. Ong
con dua: “Ké ca toi mo ngu cling vo dugc mot bo dd
hoan chinh dé mac di lam”.

V6i thoi trang, ngudi nay van cé thé dung hang cao
cap nhé. Nhung cach mua cua ho s& khac hoan toan so
voi nhom thoi trang. Nhiéu ngudi sé chon mua hang
hiéu ¢ dot sales cudi mua.

Cung boi nhom nguoi nay khong chu trong téi an

mac, ho thuong hay b1 xem thuong.

Ho chdm-m-m-m ldm. T6i khong hé n6i qué dau,
ho cham thuc su. Diéu do thé hién qua ca tac phong
1an cach noi chuyén cua ho. Nhirng ngudi thudc nhom
tinh cach nay cuc ky chic chan. Ho khéng mudn voi
vang dé roi xay ra nhirng thir ngoai kiém soat. Do do,
néu ho gap nhitng ngudi nhanh nhau nhu nhém Chién

binh s& rat kho hoa hop.

HOQ THICH GI
Su chdn thanh 1a diéu ho cuc ky thich. Boi ban
than ho coi trong su chan thanh va luén dung su

chan thanh dé do1 dai véi nguoi khéac, nén ho cling
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mong mudn nhén duge diéu tuong tu. Nhitng ngudi
nay thuong c¢6 nhitng méi quan hé lau dai, chét luong
va thuc sy than thiét. Thé nén, néu khach hang cua
ban thuéc nhoém tinh cach nay va ban cé thé két than
duoc vai ho, ¢6 thé sé mo ra nhirng co hoi hop tac vé
sau, chir khong chi 1a quan hé nguoi ban - ngudi mua.

To1 ¢6 mot hoc vién thugc nhom tinh cach nay. Ban
ay ciling thu hat rat nhiéu khach hang VIP, gitr vi tri
kha quan trong trong cac co quan nha nudc, ngan
hang. Sau mot thoi gian tiép xtic, ho kha than nhau
va khach hang con chu dong dé nghi hop tac lam an

trong tuong lai.

Nhiing ngudi luén cau thi 1a kiéu nguoi ma
nhom Trung thanh rat thich. Bdi ban than ho 1a nhiing
ngudi co tam nhin xa, ludn biét minh nén di dau trong
khoang thoi gian dai, nén ho ciing dé dong cam voi
nhirng ngudi twong tu nhu minh. Ho s€ c6 xu hudng
dé no6i chuyén, két than véi nhitg nguoi ludn nd luc.
Tham chi, khi ho da thanh cong, ho san sang dua ra 101

khuyén chan thanh dé gitp do.
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Dat ciing dugc nhung phdi bén

Sau mot thoi gian quan sat khach hang thuéc nhom
tinh cach nay cua cac Spa, Tham my vién, toi nhan ra
ho cling dung hang hi¢u, hang xa xi. Tuy nhién, cach
mua sam cua ho sé khac véi nhém Thoi trang & chd,
ho uu tién do bén. Mot nguoi ban cua to1 co nét tinh
cach cua nhém nay. Anh van thuong mua dd hiéu, tuy
nhién tiéu chi 1a mén d6 do phai sir dung dugc nhiéu
nam.

Tuong tu nhu vay véi san phém va dich vu lam dep.
Ho sén sang dau tu mot khoan tién 16n dé doi lay hiéu

qua tot va su an toan.

PHONG CACH BAN HANG CHO HQ
NHU THE NAO?

Hay chan thanh nhé!

Bo&i sy chan thanh la diéu ho cuc ky coi trong, do
d6 ho ciing dic biét yéu mén nhiing ngudi ciing chan
thanh nhu ho. Pung thao mai, dung né1 nhu mat cai
may, hdy nhe nhang va noi nhitng diéu that long ma

ban nghi. Ho s€ cam nhan dugc.
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Than thién nhung ditng vo vdp

V61 nhing nguoi thuéc nhom tinh cach nay, ban
khong can giit khoang cach v&i ho nhung tuyét ddi
khong duoc vo vap. Ban nén ¢ chirmg muc mot chit,
vi theo quan sat cua toi thi hau hét nhitng ngudi nay
khi di lam dep thuong da c6 chit vi thé trong xa hoi.

Ho s€ khong thich nhirng ngud1 qua xum xoe.

Chi gioi thiéu nhiing thit phit hop vdi ho thoi
nhé

Poi khi ho s& quan tdm dén nhiing san pham, dich
vu cao cap nhung lai khong thuc sy phu hop voi
ho. Trudc khi nghi dén loi ich minh nhan dugc thi
t01 mong ban hay nhin xa hon. D¢ la su tan tam. Boi
ngudi nhom tinh cach nay khong ngai chi néu can
thiét, nhung ho mudn san pham/dich vu d6 phai phu
hop. Thé nén, dimg “loe” ho. Trong trudng hop nay,
duoc mot chit s& dong nghia vdi viéc mat rat nhiéu.
Néu ban tu van c6 tdm, ho s& & lai va trung thanh véi
ban mai. Tham chi, ho s€ mang t&1 cho ban rit nhiéu
khach hang VIP nhu ho. Luat hy sinh chua ting sai

trong marketing va & ban hang cling vay.
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Ditng thin thdnh héa sdn phdm/dich vu cia
ban

Néu nhu v6i nhém Thoi trang, ho s¢€ d& chét hon
khi thdy nhiéu ban bé/ngudi ndi tiéng sir dung. Nhung
nhirng nguoi thuoc nhom Trung thanh sé khong nhu
vy dau. Ké ca co tién, ho ciing s& khong mua mot
san phé‘im/dich vu nao do chi boi vi né “hot”, chi vi
noé duoc quang cao ram ro. Ho biét kiém ché cam xuc
dé kiém chimng hiéu qua, chét lugng, do an toan cua
san pham/dich vu; su uy tin cua Spa, Thim my vién
clia ban. Thé nén, dimg c6 ging thuyét phuc ho bang
nhitng 15 1& ngon ngot. Néu chi co thé, ho khong chét

dau.

CHOT

UY TIN

Ngudi nhém tinh cach nay khéng mua bang cam
xuc dau, dimg cb ging day cam xuc cua ho 1én cao voi
hy vong ho sé& chi tién bat chap nhu nhom thoi trang.
Thay vi thé, ban hay cho ho c6 co s dé quyét dinh d&

dang hon. Hay nhan manh vao su uy tin cta san pham,
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uy tin cua dich vy, thAm nién cua k¥ thuat vién, uy tin
cua chu spa, uy tin cua Spa... Vi du: Chung ta sir dung
my pham ciia hing XYZ, da san xudt tir nam 19xx va
phdn phoi trén n nuwée. Ngay ca cac bénh vién da liéu

ciing dang sir dung dong my pham nay.
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TONG KET

* Pdc diém nhém Trung thanh:

« An mdc gidn di thdm chi 16i mét.
« Téc d6 néi chdm rdi, chdc chan.
* Phong thdi khoan thai.

* Chdn thanh.

« Biét lang nghe.

* Khong cdp nhdt cong nghé.

* Thuong xuyén mang nhiéu tién mdt va tiéu tién mdt.

THICH KHONG THICH
- Nguoi chan thanh. - Nguoi ba hoa.
- Nguoi than thién. - Nguoi thich pho truong.
- Ngudi biét lang nghe. - Ngudi khong trong 1oi
- Nhitng nguoi cau thi. htra, su uy tin.

* Phong cdch ban:

- Than thién.

- Chi gi6i thiéu nhimng thir ho can.
- Chan thanh.

* Chét: Uy tin



BAI TAP

1. Viét tén 5 khdch hang thudc nhom tinh cdch
nay trong so khdch hang cua ban.

2. Thdo ludn vdi dji nhom vé nhiing nét tinh
cdch ddc trung cua 5 khdch hang trén, ma ban

cho rdng ho thudc nhém tinh cdch nay.

3. Chon trong doi ngii/nguoi quen 1 nguoi
thudc nhom chdm soc va tdp tu' vdn 1 dich vu
cho ho - ing dung phong cdch bdn va cdch chot

trén.

(*) Trong phan sau, toi sé goi y cach “Pat dung vi tri nhan sy
tir diém manh, yéu cua cac nhom tinh cach. Pung bo o nhé!
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Chuong 3

Bdn hang



Sau khi nhan dién duoc khach hang, ban thay ban
hang khong khé nhu ban van nghi. it nhat thi ban sé&
khong tiép nhan moi ngudi voi cing mot kiéu. {t nhat
ban cling khong 1am cho nhirng ngud1 nhdm Thoi trang
buc tirc vi qua than thiét, khong lam cho nhém Chién
binh kho chiu vi qua rut ré, khong khién nhom Cham
soc ton thuong vi bi bo roi, khong lam nhoém Chuyén
gia kho chiu vi bi “soi”, khong khién cho nhém Trung
thanh buc boi vi ban coi thuong an mac cua ho.

Hét budc nhan dién, thdm chi ban da co thé ban
hang, néu ban c6 to chat. Nhung t6i khong mudn
chung ta phu thudc vao may mén, cudc song ciing vay,
cong viéc ciing thé. Do d6, t6i da hé thong hoa lai cac
budc ban hang, giai thich cu thé dé ban co thé hiéu rd
va kiém soat quy trinh, déng thoi tao thuan loi dé ban
dao tao lai cho nhan vién. Khi c6 quy trinh, yéu t6 cam
xuc s& khong quyét dinh phan 10n hiéu qua ban hang
nhu trude nira. Thay vao do, ban sé chu dong duoc

qua trinh ban hang va xu ly no.
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6+1 BUOC
BAN HANG

To1 hoc cong thirc Ban hang tir Ms. Nhan Katherine,
mot trong nhirng “str gia” tuy€t voi cua Vua ban hang
nguo1 My Blair Singer - nguo1 da co kinh nghiém hon
30 ndm lam Bén hang va la 1 nha dao tao dang kinh.
S& di to1 nd1 Blair Singer dang kinh, badi khi ban gap
o6ng, nghe ong dao tao va chung kién cach 6ng ban
hang, ban s€ cam nhan dugc su diém dam nhung sau
sic. D6 khong phai 1a su hé hao ma chung ta thuong
thay cia mot nha dao tao Ban hang tai Viét Nam.

6 Budc ban hang nguyén gdc s& hoi khac mét chut
so voi cach t6i s& viét ra dudi day, boi né danh cho
nhiéu nganh nghé, cho thi truong quéc té. Nhung sau
3 nam ap dung vao nganh cua chung ta, ti thiy co
nhimng diém khong phu hop nén da chinh sira lai. Sau
khi tinh chinh, t61 da a4p dung tai chd véi hon 50 doi
ngl dao tao trong ndm 2020 va dat dugc hi¢u qua g?m
nhu tuyét d6i. Quy trinh d6 t6i goi 1a 6+1 Budc ban
hang. Cu thé:
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QUY TRINH BAN HANG

1. Nhdn dién nhom tinh cdch khdch hang
. “Phd bing”
Bat bénh
. Gidi thiéu sdan phdm/dich vu
. Xut ly tir chéi
. Chot

. Cham soc

N

AN U1 AW

Toi s& gitip ban phan tich cu thé Quy trinh nay.

NHAN DIEN NHOM TINH CACH
KHACH HANG

Theo ban, budc nao 1a quan trong nhat trong cac
budc ban hang trén? Khi to1 dat cau hoi nay véi cac
hoc vién, hau hét déu da tra 1oi “Pha bang”, Chot, Xir
Iy tir chdi, Cham séc, rat it ngudi tra 101 ding. Thuc
té thi, khong b5ng dung “Nhan dién nhom tinh cach
khach hang” lai ndim ¢ budc dau. Boi néu ban khong
biét minh dang d6i dién vdi ai, ban sé khong thé “phé
bang”, khong thé ban duoc hang cho ho.

Néu di nim vimg 5 nhém tinh cach khach hang,
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ban s& thay t6i dd giup ban nhan dién khach hang ngay
tir khau an mic téi an no6i va tac phong. Viét lai 3
dic diém cua 5 nhom tinh cach xudng, ban sé thay ho
rat khac nhau. D6 1a mot trong nhirng yéu tb ban dau
khién ban nhan dién ho ngay.

Nhung, ban nén danh nhiéu thoi gian quan sat, lang
nghe dé luyén tap. Khi ban quan sat dii nhiéu, thoi gian
nhan dién dugc mot nguot cang ngén. To1 da luyén
quan sat hon 1 nam qua va trong céac lop dao tao to1
nhéan dién kha nhanh, ké ca hoc vién deo khau trang,
mac déng phuc t6i van c6 thé nhén dién duogc ho qua
than thai. La qua dung khong? Dung 1a “chat” cua mot
nguoi s€ toat ra qua than thai cua ho déy. Ho tham chi
con khong can noi chuyén ban da biét so so vé tinh
cach cua ho roi. Nguodi nhém Chién binh sé toat ra
nang lugng, su xong xao; Nhom Cham séc s€ toa ra su
hién lanh, nhe nhang; Ngudi nhom Thoi trang toat 1én
su sang chanh, tinh t&; Nguoi nhom Chuyén gia 16 ra
su da nghi (thé hién qua dnh mat); Ngudi nhom Trung

thanh lai téa ra su chan thanh va dé mén.
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BAI TAP
“NHAN DIEN TiNH CACH”
1. Chon cho minh 1 nguoi ban bdt ky tao thanh

nhom doi.
2. Quan sdt ho 30 gidy.

3. Ddt cdu hoi tuong ung vdi cdc nhom tinh
cdch ban dang nghi ngo ho so hitu.

(Vi du: Ban nghi ngo nguoi ban kia nhom chién
binh, ban cé thé hoi: Ban cé thich mua do6 gidm
gid khong? Ban co thich buén chuyén khéng?

Ban ¢ boc dong cdm xuic khong?...)
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“PHA BANG”

Chic chan day 1a khai niém cuc ky mo hd v6i nhiéu
ngudi, ké ca nhig nguoi duoc dao tao ban hang
chuyén nghiép. Trong qua trinh truc tiép tu vén, t6i da
tim ra ban chit thuc su cua viéc “Pha bang”. Co ban,
n6 chi la “Lam thé nao dé khdch hang thich ban?”
Vay lam thé nao dé khién mot ngudi co cam tinh voi
minh ngay lan dau gip mat? Hay it nhét chi can ho
khong ghét, khong c6 thanh kién v&i minh? Khi toi
dat cau hoi nay, nhiéu hoc vién cua t6i khong tra 1oi
duoc.

Nhung, tin vui cho ban day. N6 khong mo hd va khé
dén thé dau. Ngay sau khi ban nhan dién dugc nhom
tinh cach khach hang, hay 1at gi¢ lai doan ho thich/
khong thich ciia cudn sach nay. C6 phai ching ta da
noi rt rd rang vé nhitng thtr ching ta c6 thé va nén
tranh trong phan thich — khong thich va Phong cach
ban? D6 chinh la budc dau dé ching ta c6 cam tinh
v61 khach hang.

Cu thé:

« Vi khach hang nhom Chién binh thi phai than

thién, nhanh nhau chao ho - khong duoc sg¢ sét.
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* V&1 nhom Cham soc lai khong duge phép qua
x0ng x40 l4n at ho - tuyét di khong dugc ép ho.

* Véi khach hang nhom Thoi trang thi nhiing tiéu
tiét trude khi tu van dich vu nhu: mé ctra, cudi, chao
va rot nudc lai v cung quan trong — trong khi khong
duoc s6 sang véi ho.

* Vi khach hang nhém Chuyén gia lai khong dugce
phép soi ho - phai nghe ho néi mdi khi ho vao gudng.

» V&1 khach hang nhom Trung thanh thi dung luon
leo hay danh gia ho qua vé bé ngoai.

Ban c6 thé pha bang ngay tir ddu voi nhitng nguoi
d& bi chi phéi, tac ddng cam xtc nhu nhom chién binh,
cham séc. Nhung v6i nhém quan tri cam xuc tét nhu
chuyén gia va trung thanh thi khong. Tham chi ban
vira tu van, vira “pha bing” trong sudt qua trinh ay thi
khach mdi cam nhan dugc ban va xudi theo ban.

Tuc 1a, sau khi thuc hién m¢d ctra, cudi chao khach,
rét nuée cho khach (Ban c6 thé noi: Em c6 nuéc nong
va nwde mat, chi muén ding nwée nao dé em lay a?/
Em c6 tra La Hén rdt mat, em ldy cho chi nhé?) thi
ban bat dau hoi khach mot sb cau co ban nhu:

Tu véan vién (TVV): Em c6 thé biét tén cia chi dé e

tién xung ho dugc khong a?
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Khach hang (KH): Chi tén la Lan.

TVV: Em chao chi Lan, em xin tu gidi thi¢u e la
Linh — chuyén vién tu van/quan ly cua XYZ Spa.
Hom nay em c6 thé gitp gi cho chi a?

KH: Chi dang muédn tham khao vé dich vu ABC.
Em tu van cho chi nhé!

TVV: Khong biét chi biét dén dich vu cua bén em
qua fanpage, facebook cuia sép em hay dugc gidi thidu
a?

KH: Chi dugc ban giéi thi¢u.

TVV: Em c6 thé biét tén ban chi khong a? (Biét tén
nguoi gidi thi€u cuc ky quan trong, trong qua trinh tu
van ban sé& dung chinh ngudi 6 dé thuyét phuc khach
mua hang; Ngoai ra, ban co thé cam on, tang qua cho
khach hang giéi thiéu dé ting thién cam vdi thuong
hi¢u).

KH: Chj di ngang qua théy.

KH: Chi xem trén facebook.

TVV: Viy dé tu van k¥ hon cho trudng hop cua chi,
em moi chi vao soi da dé xem tinh trang da cua chi,
chi nhé!

Hoac:

Vay em xin phép kiém tra may/moi cua chi dé em

110 ’ Ann Dan



c6 thé tu van ki hon cho chi chi nhé.
(*) Luu y: Tat ca phan tu van trén, ban déu phai
c6 thai do tu tin, ding muc, néi c¢6 diém nhéan dé tang

cam xuc cua nguol mua hang.
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BAI TAP “PHA BANG”

Chon 1 dong nghiép bdt ky, nhdn dién ho va
hoc cdch “phd bang” trong cdc budc md cua,
chao, rot nudc dén tu gidi thiéu ban than.
Lam lién tuc vdi 5 nguoi/ngay, trong 2 tudn.




“BAT BENH”

Ban sé& thay budc nay khéng dugc dwa vao quy trinh
ban hang, bai day 1a mot budc rat nho, 1 cau ndi giira
giai doan Pha bang va Gidi thi¢u san phém/dich vu.

Khi t6i di dao tao, nhiéu hoc vién cam thay bdi rdi
khi no1 chuyén véi khach bai sau khi néi nhitng cau
xd giao cua phan “Pha bang”... thi “tit”, khong biét
nén tiép tuc thé nao dé gidi thi€u san phém/dich vu
mot cach tu nhién nhat. D6 1a Iy do budc “Bat bénh”
ra doi.

Ban c6 cam thay, thdy boi ban hang rat gioi? Khi
ho gap ban, hoi moét sb thong tin cua ban va trudc khi
bdi cho ban, ho s€ lam 1 budc 1a xac nhan thong tin.
Ho sé& noi vé qua khtr cua ban, gia dinh ban va doi
ban xac nhan. “Nha c6 bé me khong thuan hoa ding
khong?”, “Co6 ngudi mat tré dung khong?”... Khi ban
gat gu tan déng cang nhiéu, thi niém tin cua ban cang
tang, dong nghia voi viéc ho co thé noi vé tuong lai.
Bén hang cling nhu vay. Trong quy trinh ban hang cua
cudn Thuit doc tdm 1y khach hang cua Oren Klaff, tac
gia khuyén ding bat dau cudc giao dich khi chua nhén

duoc su thuan tinh cua khach hang, ¢ day cling vay.
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Va toi khuyén hoc vién hiy “Bit bénh” khach hang.
Cu thé: Hay tim ra nguyén nhan khién khach hang xay
ra tinh trang Mun/Néam do, bang cach dit cau hoi.

Khi ban dua khach hang vao phong soi da, hay doc
chi s va cho khach hang nhin thay tinh trang d6. Pay
1a budce phan tich hién trang.

Sau d6, hiy xin phép hoi khach hang dé nam chinh
xac ly do vi sao ho bi tinh trang nhu hién nay. Vi du
vo1 dich vu Mun:

“TVV: Bé nam duoc chinh xac nguyén nhan giy ra
tinh trang da cua chi nhu hién nay, em xin phép dugc
hoi chi may cau nhé!

KH: U...

TVV: Tinh trang nay xuét hién bao lau roi a? (Muc
dich dé biét do man tinh hay chi mé&i xuat hién dé tim
chinh xac nguyén nhan).

KH:...

TVV: Gan day chi c6 sir dung cac loai my pham la
khong? (Muc dich dé biét c6 phai do ding my pham
khong rd ngudn gbc hay kich img da hay khong).

KH...

TVV: Chi c¢6 hay an d6 cay néng, d6 ngot khong va
co thuong xuyén thic khuya khong?
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(Muc dich dé biét c6 phai nguyén nhén do thoi quen
sinh hoat khong)

KH...

TVV: Vay chi co giap van dé vé gan khong a?

KH...

TVV: Qua nhiing gi chi chia sé thi e co thé khang

dinh, tinh trang mun cua chi la do...

Vi dich vu phun xam, viéc bat bénh s& don gian
hon. Ban chi can kiém tra méi/may/mi cia khach
hang va nhan xét vé hién trang. Vi du: “Em théy mol
cua chi da c6 khudn dang kha dep, tuy nhién mau mo1
hoi xin, co thé bi anh huéng boi my pham sau mot
thot gian danh son nhiéu” hodc “May cua chi hién da
c6 san khuon, tuy nhién bi thiéu mot chat & phan dudi
nén tao cam giac mat hoi...”

(*) Luu y: Khi nhan xét vé tinh trang cia khach
hang khong nén dung nhirng tir nglr qua nang. Tam ly
cua khach hang luén nghi nghiém trong hon nhiing gi
chung ta thé hién nén rat co thé khién ho tu ai. Do do,
nhitng tlr ngit giam tranh té nhi s& phat huy tac dung
vao luc nay.

bé “bat bénh” chinh xac ma khong gay 4c cam
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voi khach hang, ban phai nim viing nguyén nhan gay
ra tinh trang d6. Tranh viéc hoi qua nhiéu, hodc quén
cau hoi roi “A em quén, chi c6 thuong...”, khach hang
s& noi gian.

Phan nay tuy nho nhung thuc su quan trong, boi ban
sé thu thap duoc rat nhiéu thong tin tir khach hang dé
“chan doan” chinh xac van dé ciia khach hang. Ngay
tir khi khach hang gat dau, ban da c6 thé gidi thiéu san
phém/dich vu cua minh. Ban xody sau vao tac dung
no giai quyét duoc cho ca nhan khach hang d6 sé vo

cung thuyét phuc.



BAI TAP “BAT BENH”

Chon 1 dong nghiép bdt ky, nhdn dién ho va
hoc cdch “phd bang” trong cdc budc mo cua,
chao, rot nudc dén tu gidi thiéu ban than.
Lam lién tuc vdi 5 nguoi/ngay, trong 2 tudn.




GIGI THIEU SAN PHAM/DICH VU

Néu ban lam khong tét 2 budc trén, thi day s& la
budc rat fail (that bai) cia ban. Ban sé& thao thao bat
tuyét bén canh mot nguoi lanh lung nhin ban nhu
dam 1& véi 2 canh tay bo chat. Chi nghi dén thoi ban
ciing hiéu ho dé phong vai ban dén thé nao roi do.
Hay dung logic dé phan tich, ban c6 thé ban hang cho
mot ngudi dé phong ban, tham chi 1a ac cam véi ban
khong? Chéc han ban da c¢6 cau tra 16i cho minh roi!

Nhung, nguoi ban hang thuong dot chay giai doan.
Ho di thang vao budc 3 dé roi khach hang s& tir chéi
ngay. Dic biét 1a nhitng Tham my vién mua dugc data
tir nguon nao do roi telesale moi khach dén trai nghiém
dich vu. Khach chua biét ban 14 ai, ban cling ché’ing
biét khach 1a ai ngoai céi tén sé rat kho dé thuyét phuc
ho, trir phi khach qua can hodc ban qua may man.

Thir 2, ngudi ban hang thudng nodi qua nhiéu trong
budc nay. Ho noi khong ngimg nghi vé dich vu/
san pham than thanh dén dau cho t&i khi khach da
qua mét vi phai nghe nhiéu. Khi tu van phun xim,
cO phai cau ctra mi¢ng cua ban (t61 hay dua do la
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“tuyén ngdn phun xam”) 1a Khong sung — Khong dau
— Khéng can nghi dudng? Rét budn 1a hau hét tu van
vién, ké ca chu Spa déu dua ciu tuyén ngdn nay vao
phan tu van cho khach hang. Ban tudng tuong nhé,
néu nhu ban la mgt ngudi tham khao cac thuong hiéu
dé chon noi phu hop thi khi di dau ciing nghe cau
do, ban co con cam théy né “than thanh” nhu chinh y
nghia cua cau noi do hay khong?

Duya trén kinh nghiém dao tao cho g?m 60 co soO
trong nam 2020, t61 nhan ra, néu ban co thé chu dong
gi01 thiéu duoc diém manh noi troi cua dich vu/san
pham cua minh khach hang s& “dong” thong tin tot
hon. Théng thuong trude khi tu van toi s& cho hoc
vién chia thanh 2 cot o rét: Piém manh san phﬁim,
dich vu va Loi ich khach hang nhan dugc (bang dudi).

Ngudi tu van thuong cé thoi quen ndi vé diém
manh cua san phém/dich vu trudc nhu: san phé‘im co
thanh phan abc, co ché xyz trudc khi noi dén tac dung
mang dén cho ngudi dung. Nhung t6i thuong khuyén
hoc vién dao lai trat tu nay. Boi, ban luén néi thir ban

quan tam. Ban la nguoi Iam nghé, ban quan tam dén
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thanh phan, co ché, dudng chat... nhung d6 chwa chéc
1a van dé ho quan tam. Thtr khach hang thuc s quan
tam la san phém cua ban mang lai loi ich gi cho ho?
Hét sach mun? Khong tai nam? An toan? Tiét kiém
thoi gian, chi phi?... hay nhimg gi khac? Néu ban cu
thao thao bat tuyét vé thanh phan, dudng chit khach
hang s& khong du kién nhin ngdi nghe dén thong tin

ho can. Vi du nhu bang dudi day:

DICH VU
PHUN MOI “COLLAGEN”

LOQI iCH KHACH

PIEM MANH DICH VU HANG NHAN BUGC

* Vi c6 ky thuat pha mau tét. | * Mau séc tuoi tré.

* Vi k¥ thuat vién c6 tay nghé | + Khong dau.
cung tu 5 ndm kinh nghiém,
nén chi di kim ludt nhe trén
bé mit moéi, khong gay ton
thuong cho moéi. Ngoai ra, con
sir dung thudc té chuyén dung

nén khong c6 cam giac dau.

* Vi str dung muc hitu co nhdp | ¢ An toan.

khau truc tiép tir Dirc.



C6 mot diém cong nho, nhung s€ mang lai két qua
Ién cho ban, néu ban dua vao phan dau cua loi gioi
thiéu, d6 1a sy khang dinh. Khach hang c6 thé chi tién,
san sang chi tién néu chiing ta lam tét, lam dep, dap Gmg
nhu ciu cta ho. Tuy nhién, ching ta can khiang dinh
diéu d0, dé khach hang yén tdm rat vi. Toi thudng néi:
Vi tinh trang nay cua chi, bén em hoan toan cé thé xur
ly/khéc phuc dugc cho chi, chi nhé. Bén em c6 dich vu
ABC c6 3 diém manh khac biét so véi thi truong. Sau

do, gioi thigu vé dich vu. Cu thé, cong thirc nhu sau:

CONG THUC

GIGI THIEU SAN PHAM

Vdi tinh trang nay cia chi, bén em hoan toan cé thé xu ly/
khdc phuc dugc cho chi, chi nhé. Bén em c¢6 dich vu ABC
(tén dich vu) c6 3 diém manh khdc biét so vdi thi truong.
Ddu tién, sau khi st dung/lam dich vu chi sé thdy Loi ich
1 (vi du: Rdt an toan) bdi vi Diém manh 1 (vi du: muc bén
em si’ dung muc hitu co nhdp khdu truc tiép tiv Diic). Tiép
theo chi sé thdy Loi ich 2 bdi vi Piém manh 2. Va chi con
thdy Loi ich 3 bdi vi Piém manh 3.
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Ttrc 1a doan gidi thiéu vé dich vu Phun moi Collagen
s€ nhu sau:

“V§i tinh trang ctia chi, bén em hoan toan c6 thé xir
1y cho chi chi nhé. Bén em hién c6 dich vu Phun moi
Collagen, co 3 diém manh khac biét so vai thi truong.
Pau tién chi s& thay sau khi phun xong mau sic vo
cung tuoi tré, boi master bén em sd hiru ky thuét pha
mau dic biét nén khong bi hong tim nhu cac bén khac.
Tiép theo, chi s& khong c6 cam giac dau, bdi vi master
bén em da co kinh nghiém 5 ndm trong linh vuc nay.
Chi 4y s& chi di kim nhe nhang trén bé mat méi, khong
gay ra bat ky ton thuong nao cho chi chi nha. Chua ké,
trude khi phun, bén em sé u té chuyén dung danh cho
tham my, nén chéc chin s& rat ém ai chi a. Va noé cuc
ky an toan, boi bén em tiét trung dung cu hoan toan va
muc bén em cling sur dung loai myc hitu co dugc nhap
khau tryc tiép tir Puc, chir tuyét d6i khong dung may
loai muc trdi ndi nhu cac bén khac chi nhé”.

Néu khach hang cho ban 2 phut dé ban néi toan
bo khong dut thi rat tot boi ban hoan toan lam chu

cudc no1 chuyén do va co nghia, kha nang chot sales
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ctia ban rat cao. Tuy nhién, trong mét sé truong hop
ban chua kip gidi thiéu khach hang da *“be 141 theo
hudng ho mudn. Khach hang nhom Chién binh sé&
thuong xuyén pha luat va voi vang nhu vay.

Viéc cua ban luc nay la lua theo ho, nhung phadi
tdp trung vao mach cau chuyén va nho cong thiic
d€ khi khdch hang nhdc dén 1 trong 3 yéu té, ban
lap titc gidi thiéu va tién thé ndi ludn 2 yéu to con

lai.
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BAI TAP

“GIGI THIEU SAN PHAM/
DICH VU”

Chon 1 dong nghiép bdt ky, nhdn dién ho va
hoc cdch “phd bang” trong cdc budc mo cua,
chao, rot nudc dén tu gidi thiéu ban than
Lam lién tuc vdi 5 nguoi/ngay, trong 2 tudn




Véi bude 4 - Xu 1y tir chdi, toi s& tach hin thanh
mét muc, dé giai thich/goi y cac cau hoi can k& va
phan tich cac yéu té gia tri nén noi trong mdi van dé
cua khach hang.

Budc “Chot” toi sé& khong giai thich thém ¢ day nira.
Budc nay t6i di hudng dan ban trong phan 5 nhém
tinh cach khach hang. Néu ban chua nhd, hay tham
khao lai ¢ chuong trudce!

Sau khi ban xong, ban phai luu y cham soc¢ khach
hang trong sudt qua trinh ho sir dung san pham/dich
vu cua ban. Tai sao vay? Baoi khach hang mua hang
ctia ban 1an dau chua chic da la khach hang thyc su
ctia ban! Rat c6 thé ho la nguoi quen ung hd ban (véi
cac co so mai khai trrong, hau hét 1a truong hop nay);
Ciing c6 thé do 1a khach vang lai trai nghiém dich vu
ctia ban (cac co so moi md/lau doi déu co truong hop
nay) hoac cé thé ho 1a d6i thu cua ban. Va cling bai,
néu khach hang chi mua hang mét lan, ban mdi chi
du céc chi phi van hanh, phai khong nao? Do do, nhét
dinh ban phai theo sat ho, dong hanh cung ho, chim

soc ho, quan tam dén ho dé tir mot khach hang mua
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ho mua nhiéu lan, roi ho chu dong ban uy tin dé
truyén ba cho ban (Pay la giai doan thir 7 va 8 cua
Xay dung Trai nghiém khach hang kho cudng - mot
cudn sach khac toi s& phat hanh vao Quy 3 niam nay

-2021).



TONG KET
Quy trinh bdn hang gom 6 +1 budc. Do la:

1. Xdc dinh nhom tinh cdch khdch hang.

2. “Phd bdng” titc Lam thé nao dé khdch hang thich minh.

“Bat bénh” - Xdc dinh nguyén nhdn xdy ra van dé cia khdch

hang.

3. Gidi thiéu sdn phdm/dich vu.

4. Xu' ly tir choi.

5. Chét theo 5 cdch phil hop vdi titng nhom tinh cdch.

6. Chdm soc khdch hang dé:

Bdn lai (voi nhiing khdch hang da ldu khong quay lai)

Bdn thém (vdi nhitng khdch hang chi mdi trai nghiém)

« Trong 6+1 budc, thi Xdc dinh nhom tinh cdch khdch hang la
quan trong nhat.

« “Phd bdng” sé dua vao su thich va khong thich trong ddc diém
ctia khdch hang. Doéi khi, ban sé khong hoan toan khién khdch
hang thich minh ngay trong giai doan nay ma con kéo dai dén
hét cuéc tu vdn.

- “Bat bénh” la néu ra nguyén nhdn thuc su khién ho roivao tinh
trang nay. Tuy la budc phu nhung lai quan trong vi dam nhiém
vai tro két noi giita cdc budc.

* Gidi thiéu san phdm dich vu sé cdn chudn bi tit trudc va cé
su théng nhdt trong doi ngii. PGS la budc gidi thiéu nhiing diém
manh va loi ich khdc biét nhdt ciia sin phdm/dich vu vdi thi
truong.

* Chét - tuong itng vdi tieng nhom tinh cdch khdc nhau.

« Cham soc la mt budc quan trong trong hoat déong Dich vu
khdch hang - sé duoc gidi thiéu ky hon trong cuén sdch Xdy dung
Trdi nghiém khdch hang kho cudng vao quy 3 nam nay.
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BAI TAP

Ddy la bai tdp doi luyén ma doi ngii thuong
xuyén phai thuc hién cung nhau (1 tudn/ldn)
débién quy trinh bdn hang trd thanh thdi quen.

1. Chia 2 nguoi/nhom, 1 nguoi dong la tu vdn
vién, 1 nguoi dong la khdch hang.

2. Tinh hudéng: Khdch hang mdi, tham khdo

qua facebook va dén tu vdn vé dich vu.

3. Khdch hang sé dua ra nhiing cdu hoi hoc
biia dé lam kho nguoi tu vdn. Nhiém vu cua
nguoi tu' van la nhdn dién duoc khdch hang va
thuyét phuc ho mua hang.



!
J

Rat nhiéu nguoi boi réi khi dén doan nay. Nhiéu

QUY TRINH XU'LY TU CHOI

ngudi con cho rang day la bude kho nhat trong Quy
trinh ban hang. R4t nhiéu cach xu ly tir chdi ra doi,
rat nhiéu bd quy trinh xir Iy tir chdi dugc truyén tay
nhau véi mong mudn “Bé gy moi 10i khude tir” dé
chét. C6 thuc sy Xir Iy tir chdi kho dén vay khong?
Trude khi di sau vao nod, chung ta hiy tim hiéu ting
phan trong ndo bd ciia khach hang dé biét ho nghi gi

va mong muon gi ¢ nhitng nguot tu van nhe!

Nguyén nhdn khién khdch hang tix chéi

(O day toi gia dinh khach hang cua ban c6 day du
moi yéu t6 mudn mua hang nhu: c6 nhu cau, nhu cau
do6 cap thiét, c6 tién, co niém tin voi spa va chu spa
nhung chua du khat khao dé chi tién)

* Ban chua danh gia dang khach hang thuéc nhom
tinh cach nao, nén “pha bang” that bai. “Ph4 biang”
khong phai 1a budc quan trong nhat. Nhung néu ban
tiép can sai cach, do lai 12 mot rao can 1on dé ban c6

thé ban hang cho ho.
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Néu thit bai nim ¢ yéu to nay, hdy ra soat lai
Budc 1 — Xac dinh nhém tinh cach khach hang va
Budc 2 — “Phé bang”.

« Ban chua bit dugc bénh cua ho, cang khong nim
duoc nhu ciu thuc su cua ho khi st dung dich vu/san
pham nay. Vi du: khach hang muén cho con st dung
dich vu Float (boi thuy li¢u cho tré em) véi mong
mudn [a em bé ngl ngon hon. Thé nhung ching ta
clr xody vao viéc em bé dugc van dong nhiéu sé& cao,
s& tiéu hoa tét hon... thi s& rat kho dé tro thanh don
quyét dinh. Néu day la Iy do that bai, ban nén xem lai
Budc 2+ “Bét bénh”.

« Khach hang cam thay gia tri dich vu/san pham cao
hon so v&i loi ich ho nhan duoc. Rt nhiéu trudng hop
tuong tu xdy ra cho nguoi ban hang. Khach hang cam
thdy dich vu cua ban qua dit trong khi ciing chang
khac gi so vdi cac co so khac. Néu khach hang tir chbi
ban vi diéu nay, hdy xem lai Budc 3 - Gidi thiéu san
pham/dich vu.

« Khach vang lai, di qua co so thiy chuong trinh hap
din nén ghé vao hoi. Truong hop nay khong nhiéu,
nhung van c6. Néu 1a truong hop nay thi vé clng

mo hd, vi ¢6 thé pham ca 5 quy tic ma khach hang
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khong mudn chi tién t6i da nhic téi & phan I ctia cudn
sach. Co thé ho chi “hoi hoi” ¢6 nhu ciu, nhu ciu
cua ho chua thuc su cép thiét, ho khong biét ban 14 ai
dé tin, ho khong c6 tién dii dé tra dich vu/san pham.
Do d6, ban rat kho dé khoi goi khat khao mua hang
trong ho. Tom lai, ho khong phai/chua phai 1a khach
hang cua ban. Néu mudn chinh phuc ho, it nhét tén
cua Spa, cua ban phai “lon von” trong dau ho chuc
lan c6 1é.

Vay thi Quy trinh tir chbi gdm nhitng gi? Trong
cac chuong trinh dao tao vé Chot Sale va Ban hang
chuyén nghiép, t61 thuong dugc day: Khi khach hang
tir chdi, hay dat cau hoi dé biét van dé thuc su cua ho.
Ban chat cua viéc nay 1a co thé pha bo 1y do ma ho
dung dé vién c& tir chdi.

Vi du, khach hang noi vdi ban: “Pé chi vé hoi
chdng”, nhung thuc chit la:

“Dich vu cua em chflng co gi dac biét”.

“V§i mirc gia 4y ma em mudn chi mua san pham nhu
thé 42”

“Chi khong biét k§ thuat vién cia em la ai. Khong
phai chu thi chi khong lam™...
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Pong y 1a dang sau mdi cau tir chdi déu c6 mot 1y do
chinh dang. Thé nhung, néu dé ngay lap tirc img bién,
dat cau hoi phu hop (chua noi dén hay) dé tim duoc
nguyén nhan thuc su la-diéu-rat-kh6. Nhiéu hoc vién
ctia toi hoc sales vé khong biét ap dung kiéu gi. Cudi
cung kién thirc bo x6.

Quan diém cua t6i la phai phu hop. Cong thirc Ay co
thé tuyét vo1 vo1 nude ngoai nhung lai chua thuc sy
phat huy tac dung ¢ Viét Nam, dac bi¢t la véi nganh
cua ching ta. T61 da chinh sta thanh mot quy trinh
khac, phu hop hon va da ap dung hi¢u qua vaéi cac doi

ngii timg dao tao. Quy trinh gém 3 budc:

QUY TRINH

XU LI TU CHOI
Budc 1: Lang nghe.
Budc 2: Gidi thich.
Budc 3: Xdc nhdn lai vdn de.
« Co vdn dé => Quay lai budc 1.

» Khéng con vdn dé => Chat.
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Lang nghe la budc quyét dinh

Thir nghi lai xem, bao nhiéu 1an khi khach hang vira
noi ra Iy do trong dau ban lap tirc chay chir dé giai
thich. Cudi cung, du ban tdm huyét dén my, ban ciing
khong khién khach hang chi tién, boi van dé thuc su
ctia ho khong phai 1a diéu ban c¢b ging giai quyét?
Pung lo, d6 1a diéu hau hét ngudi ban hang/tu véan
vién gap phai.

Thong thuong, nhitng nguoi tu van luén voi vang,
mudn nhanh chong két thuc cudc tu van nén bo 15
nhitng chi tiét dat gia giup ban giai quyét van dé thuc
su cua khach hang.

Khoéng it 1an toi chimg kién nguoi tu van gat dau lia
lia, lién thodng “Vang a” nhu mét cai may. Tuy nhién,
trong sy dong tinh d6 lai chang c6 chat chan thanh
nao. N6 mang lai cam giac, ho chi doi khach hang noi
xong dé giai thich. Va that tiéc, khach hang s& cam
nhan duoc do.

Lang nghe cuc ky quan trong. Boi chi khi lang nghe,
ban moi Dich diing vdan dé cua khdch hang va Thé
hién su' ton trong vdi ho.

Vi du nhé: Khi dugce tu van vé goi Di€u tri nam abc.
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Du dd dung nhu cau, kha cap thiét, nhung khach hang
van noi: “U,, nha chi & hoi xa nén di lai nhiéu 1an khong
tién. V&i ca... gia nha em hoi cao”. O day, chung ta
thay c6 2 van dé 1a di lai khéng tién va gid cao. Theo
cac ban, ddu mai 1a van dé thuc su cua khach hang?
Hau hét hoc vién cia toi déu tra 10i 1a gia cao. Pung
vay! Thé nhung, ndo bd cua chung ta rat ky la. Khi
bat duoc tin hiéu, nd bat dau hoat dong hét cong suat
phong bi. Viéc “chdp” dwoc van dé cua khach hang ¢
day ciing twong tu nhu thé.

Néu ban da c6 su chuan bi, dung dé ban nang lan at

ly tri cua nguot ban hang nira nheé!

Chudn bi ky cho moi 10i gidi thich

Thir khién khach hang hoang mang nhat 1 mdi
nhan vién giai thich moét kiéu, du cung mot co s¢. Ban
thir nghi lai 14n mua hang nao do6 bat ky ctia minh ma
xem. Khi nhan vién, chu, quan ly mdi nguoi giai thich
mot cach ban co6 cam théy nghi hoac va khong mudn
chi tién hay khong? Khach hang cuia chung ta ciing
vay. Ho khong mudn dat bd may, do1 moi, lan da vao

tay mot co s ma khong biét ho s€ lam gi v41 minh.
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Nén diéu dau tién va quan trong nhat 1a phai thong

nhat vé dép an, tranh dé khach hang gon trong 10ng.

Théng nhdt Gidi ddp cdc cdu tir chéi kinh dién
T6i gia thiét 3 phan trén ban da giai quyét tot thi
phan nay s& la Giai quyét nhitng khic méc con lai
cta khach hang. Trong phin nay, hiy viét ra tit ca
cac cau hoi cua khach hang va cung giai dap né. Vi
ban d3 thau hiéu khach hang, dua ra phuong phap phu
hop, cling da nhan manh diém manh khac biét so voi
thi truong, nén budc nay s€ khong con qua kho khan.
Chi con kho ¢ chd 1am sao dé 1ap luan ban dua ra du
sirc nang dé khién véan dé cta ho bién thanh nho, hodc
khong con la van dé. Ngay dudi day, toi s& dua ra mot
s6 101 tir chéi kinh dién cua khach hang.
Vi du: Dich vu Hifu:
1. Co hi¢u qua that khong em?
Bao lau thi thiy hiéu qua?
Bao lau thi chi phai lam lai?
Chi can lam trong bao lau?

Co6 dau khong em?

S O

C6 phai mua thém san pham gi cua bén em khong?
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7. Cé bi nghién va phai dung lién tuc khong em?
8. Thé lam 1 lan da dep rdi thi chi chi lam 1 1an ¢
duoc khong?

9. Sao dit thé em?

Vé6i mdi cau hoi, s& c6 mot vai diém méu chét dé
ban giai quyét su nghi ngd cua khach hang. Va viéc
ctia ban cing doi ngii 1a phai ngdi tim ra n6. Ngay sau
day toi s& phan tich nhitng yéu t6 mau chdt trong timg

cau tra lo1 d6. Vi du:

1. Co hiéu qua that khong em?

Phdn tich: Vin d& ¢ day 1a chir “hiéu qua”, tirc
khach hang con nghi ngd vé “10i hira” cua chung ta
trong phan gidi thiéu san pham, dich vu. Ciing c6 thé
ho nghi chung ta dang quang céo qua da nhu hau hét
co sO trén thi truong.

Loi khuyén: Ban nén ta cho khach hang thay rd
nhitng gi ho cam thay, nhan dugc sau timg budi va khi
két thuc liéu trinh. Khi ban tap trung vao cam xitc ho
nhan duoc, ho sé cam nhan duoc.

Goi y: Hiéu qua chir chi. Ngay sau budi dau tién, chi

s& thdy nhitng nép nhan i ti quanh mat va khoe cudi
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dugc cai thién dang ké, cam hét nong, da cling sang
hon, 16 chan long cting dugc thu nho. Sau khi chi st
dung mot li€u trinh thi lan da cua chi s€ tré ra chuc
tudi, cac nép nhan nong sé dugc x6a bo hoan toan va
nhitng nép nhan sau ciing duoc day lén. Mit s& thon
gon. Nén da cua chi ciing khoe hon, dan héi tot hon.
Ngoai viéc giai quyét cac nép nhin ra, chi con thay
da ctia chi sang déu, 16 chan 16ng duoc thu nho... (ké

thém cac lg1 ich khac, néu co).

2. Bao ldu thi thdy hiéu qua?

Phdn tich: Van dé & ddy nam ¢ chit “Bao lau”. Thuc
té 1a khach hang déu c6 tim Iy mudn thay hiéu qua
ngay. Ho khong du kién nhin dé cho doi, dic biét khi
ho phai chi ra mét s6 tién 1on nhu vay.

Loi khuyén: Véi van dé nay, ban phai nhac lai nhitng
gi ho nhan dugc trong khoang thoi gian ngan nhat va
sau khi két thuc liéu trinh. Néu trude d6 ho da hoi cau
trén, thi kha nang ho s€ khong hoi cau nay. Con néu ho
van hoi lai thi 1 co hoi dé ban xody sau vao nhimg gi
ching ta co thé 1am cho ho, van rat tuyét.

Goi y: Ban c6 thé copy nguyén ciu trén, néu
khach hang chi hoi diéu nay. Con néu khach hang
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van hoi lai, thi chung ta s& nhan manh lai.

Nhu em chia s¢ & trén, chi s& thay hiéu qua ngay
tir budi dau. Ngay sau khi lam xong, chi sé thiy cac
nép nhin néng ¢ khoe cudi, mit duge xo6a bo. Phan
nong cim ciing dugc cai thién rit nhiéu (luu y - tap
trung vao nhugc diém cua ca nhan khach hang dé).
Hét liéu trinh chi s& thdy cac nép nhin nong dugc xoa
bo, cac nép nhan sau duogc cai thién. Guong mat chi
s€ thon gon, V-line hon. Ngoai ra, chi con théy da cua
chi khée hon, 16 chan 16ng thu nhé va mau da ciing

sang déu hon.

3. Bao lau thi chi phai lam lai?

Phdn tich: Van dé ¢ day lai khong thuc sy nam &
chit “Bao lau” nhu cau trén. Van dé thuc su 1a khach
hang ngai. Ho ngai lam nhiéu lan (vi nguoi lam hifu
déu 1a ngudi co tién. Ho nghi da chi nhidu tién thi két
qua phai nhanh va phai gitr duoc lau), ngai di lai (dac
bi€t vo1 nhitng nguoi ban ron). Ho mudn biét chéc
chan hon vé hiéu qua.

Loi khuyén: Ban chi can khé'ing dinh véi ho vé thoi
gian quy dinh cua liéu trinh 1 du. Ban nén n6i thém vé

thoi gian trong 1 budi nita dé tao cam giac rat nhanh,
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rat tién, hoan toan phu hop véi ho.

Goi y: Sau khi lam budi dau tién thi phai n thang
sau chi méi can lam lai budi thir 2. Va mdi lan lam
nhu vy chi méat khoang 60 phut (tiy vao quy trinh
clia ting co sO). 60 phut nhung lai khién chi tré ra 10

tudi va gitr duogc to1 n thang chi a.

4. Chi cdn lam trong bao lau?

Phdn tich: Thuc té, y ctia khach hang la: “Chi phai
duy tri liéu trinh nay trong bao lau thi dep?”. Ho s¢
néu da 1am thi lién tuc phai duy tri méi gitr dugce hiéu
qua. Néu khong, s& xau tro lai.

Loi khuyén: Ban can dong vién ho, cho ho théy S€
khong bi phu thudc qua nhiéu vao dich vu cua ban.
Tuy nhién, van phai mé 1 con duong cho chung ta dé
ho cam nhan dugc gia tri.

Goi y: Véi dich vy nay thi s€ khong b1 phu thudc
chi a. Khéng phai ctr lam méi dep, khong 1am lai xau
(can noi tring diéu ho dang nghi). Toc d6 lao hoa &
tudi chi em minh s& nhanh hon vdi cac ban 18, di
muoi. Nén khi chi lam li€u trinh nay, ching ta s€ cai
thién dang ké su ldo hoa. Ngay sau 1 liéu trinh chi da

thdy thay doi rat nhiéu. Sau do, chi tiép tuc duy tri
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bang viéc cham soc tai nha va spa tiép thi da chi van
dep. Néu sau mot thot gian, chi van muén day nhanh
qué trinh tré hoa, chi lai qua em lam mot liéu trinh

nhac lai.

5. Co dau khong em?

Phdn tich: Khach hang so dau hodac ho ting nghe
ngudi khac néi lam dich vu nay rat dau nén ho e dé.

Loi khuyén: Chung ta can tran an ho. Hau hét cac
khach hang déu so dau, nhung thuc té thi kha nang
chiu dau cua ho 1a v6 han. D6 1a ly do vi sao cac dich
vu giai phdu van phat trién. Qua trinh tran an nay sé
bat dau tir khi tu van va trong qua trinh lam. Ngoai
ra, chung ta nén phan tich cho ho nhimng yéu t6 quan
trong gitip giam bt ndi dau ma ho gip phai.

Goi y.: Chi ctr yén tam. Trudce khi lam bén em sé€ u té
chuyén dung theo dung quy chuan. Ngoai ra, bac si/ky
thuat vién bén em/sép em di c6 n nam kinh nghiém,
da lam cho rat nhiéu khach hang nén chi s& khong
thay dau démn gi dau a. Néu nhu da chi nhay cam, thi sé
cam nhan hoi khé chiu mot xiu nhung hoan toan trong

murc do chap nhéan duoc chi a.
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6. Chi ¢6 phadi mua thém san phdm gi ciia bén
em khong?

Phdn tich: Khach hang s¢ mat thém tién, ngoai tién
dich vu. Tat nhién ho s& khéng mudn chi thém bat ky
chi phi nao khac phat sinh.

Loi khuyén: Nhitng nguoi tham khao t6i budc nay
hau hét 1a nguoi o tién, tham chi co thé ho dd co y
thirc cham soc tai nha nén nén da cua ho s& khong
c6 van dé. Rat c6 thé bd san pham chim soc tai nha
ctia ho ciing dat tién tuong xtmg. Nén, dau tién ban
nén hoi ho dang dung gi? C6 thiéu thir gi khong? Con
nhiéu khong? Néu con nhiéu ding bat ho thay! Khi
khach hang nhic dén san pham, ding nghi ho mudn
mua san phém dé cb ban ca san phé”im 1an dich vu. Ban
can “budc 1 chan vao” da. O ddy c6 nghia ban nén ban
dich vu di, boi d6 mdi la thir ho dén day. Néu ho da su
dung dich vu cua ban, ho hai long vi né thi viéc ban
san pham khong con 1a van dé.

Goi y: Chi cho em héi ¢ nha chi c6 dung san pham
cham soc da khong a?

(Néu c6) Néu chi d3 c6 sin san pham ning co

tré hda ¢ nha roi va con nhi€u thi chi van tiép tuc
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dung cho em nhé. Bo san pham sé gitip duy tri hiéu
qué cua liéu trinh duoc tot hon. Con néu sau nay, chi
mudn d6i san pham thi em sé& tu van cho minh b san
pham chuyén dung danh cho da 130 hoa chi a.

(Néu khong) Khi tac dong bang may, chi s& cam
nhan dugc hiéu qua tirc thi. N6 gidng nhu mot cai cay
kho han lau ngay dugc tudi nudc vay. Tuy nhién, chi
van can cham séc, dudng da tai nha dé kéo dai hiéu
qua lau dai. Néu chi chua cham séc thi em khuyén chi

nén bit dau cham soc dé dat hidu qua tot nhét chi nhé.

7. Co phai ding lién tuc khong em?

Tham khao cau 4, cau nay tuong tu cau 4.

8. Néu 1 lan dd dep thi chi chi lam 1 ldn duoc
khong?

Phdn tich: Ho nghi khong nhat thiét phai lam nhiéu
lan. Mot s6 ngudi sé nghi chung ta “boi” thém dé kiém
tién chir thuc chit khéng can lam nhiéu dén vay. Co
sO it ngudi chi hoi dé xem cach xir Iy cua chung ta sé
nhu thé nao.

Lot khuyén: Ban nén cho ho thay su khac biét 1on

gitra vi¢c 1am mot 1an va du liu trinh. Ban cling can
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cho ho théy viéc thuc hién mot 1an sé chi mang lai loi
ich ngin han cho nguoi dung. Pung so ho so sanh vi
duong nhién ho s& hiéu.

Goi y: Chi lam 1 1an dwong nhién sé c6 hiéu qua
ngay, vi bén em tac dong bang may moc dé chin dimg
su 140 hoa. N6 gidng nhu cai ciy lau ngay khong
cham, ty dung dugc tudi tdm s& xanh hon. Tuy nhién,
toc do 130 hoa cia minh van tiép tuc thi néu chi chi
lam 1 lan, mot thoi gian sau lan da cua chi lai tr¢ lai
tdc d6 10 hoa do. Vi vay, em khuyén chi nén str dung
du liéu trinh dé dat dugc hiéu qua tot nhat, chi khong

chi la tuc thi chi a.

9. Sao dat thé em?

Phdn_tich: Thuc chat y cua ho la: “Dich vu/san
phdm cua em cé gi khac voi binh thuong ma lai dat
nhu vay?”. Tlirc ho chua hiéu duge/ndam duoc diém
manh khac biét cua san phém/dich vu va loi ich ho s€
nhan duoc.

Loi khuyén: Pay 1a cau hoi kinh dién cua cac thé
hé khach hang. Néu ching ta khong chuan bi trudc,
ban sé bdi rdi trude 10 tir chdi nang nhu qua ta tram

can nay. Trong qua trinh ty chot sales, t61 nhan ra
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c6 2 yéu tb s& hoa giai duoc van dé nay: Loi ich ho
nhan duoc (cang nhiéu cang tot) va Su an toan. Pung
chi néi vé loi ich, vi ho s& bat bé ban. Khi néi dén an
toan, thém yéu té uy tin ho sé& thuan. Nguoi mua hang
thong thai s& khong vi giam gia ma danh doi sirc khoe,
su an toan.

Goi y: Néu chi da tham khao vé Hifu thi chic chi
cling biét nhitng dich vu vé tré héa thuong khong ré.
Céc phuong phap trén thi truong ciing rat nhiéu, giao
dong tor n — n’ (murc gid). Bén em cling c6 nhitng dich
vu khac, dét tién hon vi du nhu Skin Reborn (day cling
la 1 dich vu Hifu nhung may moéc dugc sur dung 1a loai
cao cép va tién tién nhét hién nay, mdt hoc vién cua
to1 da dat tén nay cho dich vu dé khac biét hoa) co gia
n (gia tién) nhung em thay nén da cta chi chua nhét
thiét st dung dich vu nay nén em chi gigi thiéu cho
chi dich vu Hifu nay, vira tiét kiém hon lai hiéu qua
nhét cho chi.

Khi chi sir dung dich vu/san phém nay cua bén em
thi ngoai viéc x6a bo cac nép nhan, nong cam (la1 xoay
va chi vao nhuoc diém cua khach hang) nay thi lan da
chi con sang hon, dong déu mau hon, dong thoi 16

chan 16ng cling dugc thu nho lai. Va nhu chi da biét,
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co sO bén em da hoat dong n nam ro61 nén s€p em rat
coi trong chir tin. Tat cd mdy moc, san pham su dung
cho chi déu dugc nhap khau chinh ngach va cé chung

nhan dé dam bao su an toan cho chi, chi a.

In thanh vdn ban va phat hanh néi bo

T6i ludn yéu cau hoc vién phai chudn bi nhimng cu
tra 151 nay tir khi chuan bi trién khai ban san pham/
dich vu. Tét nhét 13 ban nén thuc hién cung giai doan
viét ké hoach marketing dé day thuong hiéu san pham/
dich vu d6. Vira ¢6 ké hoach marketing dai han, vira
cO kich ban ban hang, doi ngti cua ban s€ thuan loi
hon rat nhiéu trong khau trién khai.

Pé han ché phat sinh nhitng van dé khéc, ban hiy
tim mdt nguoi thudc nhém chuyén gia (trong doi ngii,
nguoi than quen hodc khach hang) dat cau hoi voi vai
tro cia mot khach hang. Ho s€ dat cho ban nhiéu cau

hoi bat ngo.
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DAU HIEU CHOT

Pay 1a phan nho nhung lai tro thanh ddu hiéu dit
gia cho ngudi tu van — ban hang dé biét dia dén luc
nén ra don quyét dinh hay chua? Thong thudng khach
hang s& dua cho ban nhimg tin hiéu twong dbi nho,
qua ngon ngit co thé, qua cach ho hoi va chia sé thong

tin. Cung nhén biét nhitng dau hiéu dé nhé!

Khach hang gat git lién tuc

Ho gan nhu khong néi nhiéu ma chi nhin ban
chia sé va gat lia lia. Pong thai gat gu do thé hién
16p bang phong bi trong long khach hang da duoc
phd v& hoan toan. Gio day, ho da cudn theo cudc
choi ban tao ra va chi can cham ding diém chot,
ban s& chién thang trong cudc dam phan nay.

T6i thuong khuyén hoc vién ciia minh ring,
dimg bao gid bat dau bit ddu tu van/gidi thiéu san
pham dich vu cho khach hang néu ho chua gat
gl dong tinh véi ban. D6 1a 1y do tai sao giita cac

budc “Pha bang” va “Gidi thi€éu san pham/dich vu”.
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Du do 1a budc khong chinh thic trong Quy trinh ban
hang, nhung lai 1a mot diém neo chit luong cho ca
ban 1an khach hang. Ho cho ban mdt co hoi dé hiéu

ho, con ban cho ho su thau hiéu.

Khadch hang hoi phuong thitc thanh todn

Pay la mot dong thai gan nhu rat rd rang vé quyét
dinh trong dau ho. D6 1a khi ho da khong con dé phong
ban; Ho da thuan tinh véi dich vu/san phém ban dé
xuét; Ho cam théy dich vu/san phém cua ban hoan
toan co thé giai quyét van dé cua ho; Gia ca ban duara
c6 18 cling da hop 1y... Rat nhiéu rao can da duoc giai
quyét. Gio co 1& chi con van dé thanh toan la tién mat
hay dugc chuyén khoan hoic sir dung thé tin dung?

Tién mdt va Chuyén khoan thi dé rdi, chung ta
khdng ban luan nhiéu. T6i s& noi dén st dung tin dung,
hay tra gop khong lai suat hién nay cac co so lam dep
dang dung nhiéu.

Véi nhing khoan chi phi nho, ho sin sang tra
cho ban mot lugt, khong tiée. Tuy nhién, néu doé
la mot khoan tién Iém, 1a chi phi sinh hoat cua gia
dinh ca thang thi lai 13 van dé. Ho s& mudn duoc

tra thanh nhiéu lan, tra tin dung khong mat phi.
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Nhung ho s& khéng muén chu dong néi ra, nén hoi vé
phuong thirc thanh toan ciing 1a mét dong thai ching
t6 mong mudn dugc hd trg. Néu ban co thé dap ung

duoc, ho s& chdt nhanh thoi.

Khdch hang théan thiét hon

Ho bat diu noi nhiéu hon. Ho khong con khoanh
tay dé chirng nhu ban dau. Ho bat dau héi vé ban than
ban. Ho mudn biét ban d3 lam nghé nay bao lau roi.
Ho cudi nhiéu hon, tham chi lién tuc thé hién cac cur
chi than thiét v&i ban (thong thudng nhém Chién binh
s& thé hién rd diéu nay)... Do 1a khi ho da hoan toan bi
khuat phuc! Ban d3 pha bo dugc rao can cua ho. Kha

nang ho chi ti€n rat cao.

Bat ddu tinh todn

Khi ban noé1 gia, ho bit diu nham tinh va y€u cau
ban cho ho thém thdi gian (thong thuong day s€ la
hanh dong cua nhom Chuyén gia). Ho s€ tinh toan
kha k¥ thiét hon. Ho so sanh vai cac co sé khac. Ho
tinh xem & nha con bao nhiéu tién, con quy cho viée

niy khong?... Rét nhiéu thir hién ra trong diu ho
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trude khi lua chon. Néu sau khoang thoi gian tinh
toan, ho quyét dinh mua hang thi ban 1a lua chon tét
nhat véi ho. Con néu ho tam biét ra vé hoac dua ra
nhitng 1y do nhu “dé chi hoi chong” co nghia c¢é co
s¢ khac dua ra nhiing lgi ich hop ly hon ban (hop 1y

khong c6 nghia la ré hon nhé).

Mdc ca

Ban biét d6 1a nhom nao réi d6? Chinh xac, chién
binh — quan quan cua moi quan quan trong hang muc
mic ca. Co thé ho s& ché dich vu cta ban chua thuc su
hoan hao, nhung bai vi “chi da ¢ day roi thi chi lam”...
Nhung su thuc la: Ho mé dich vu/san phém cua ban
[4m rdi. Ho chi cAn ban cho mét con s6 ma ho dugc
loi nhiéu nhat thi ho sé& chi tién. Dung tu ti khi bi ché,
ban nén biét, moi ly 1€ vé dich vu, co s& vat chat, co
ché, phuong phap... déu da thuyét phuc dugc ho. Gid
1a gidy phut chét.

Nhin cham chu
Khi khach hang nhin chiam chu vao ban, lang nghe
cau chuyén cua ban theo cach dan gian hay noi “nudt

tung cau ch” c6 nghia ham mudn mua hang cua ho
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dang kha 16m. Khi ho nhin ban mgt cach cham cht con
két hop voi gat g, mim cudi lién tuc c6 nghia ho dang
“d6 guc” trudc ban. Ban di thanh cong pha v birc

tuong thanh cua sy hoai nghi trong ho.
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[ NHUNG TIEU TIET PANG GIA

Do la nhiing thtr tuéng chung khong quan trong,
nhung lai 1a diém cong 16n quyét dinh su thanh cong
clia mot budi tu van, ban hang bén canh nhiing ky

nang chinh bén trén. Do la:

Co niém tin

Day la thi khong thé hién truc ti€p bang 16i ndi,
nhung lai dugc gian tiép truyén tai qua anh mat, qua
cach ban chia sé vé san phdm/dich vu va spa. Ban cin
c6 niém tin rang, san phim/dich vu do6 thuc su tét
va Spa ctia ban chac chan sé giai quyét dugc van dé
cta khach hang thi ban méi thuyét phuc dugc ho. Toi
tung ching kién nhiéu nha ban hang tu van mot cach
hai hot chi béi vi khong tin san pham/dich vu minh
dang ban sé giup khach hang thoat khoi tinh trang
mun, nam hay lao hoéa. Trudc khi ban muén ban cho
ai d6 ly do mua hang, hay tu ban cho minh ly do yéu
san phadm/dich vu dé trudc. Khi ban 1a 1 ngudi yéu
san phdm/dich vy, thd ban ban cho ho khéng con 1a

chinh né ma la tinh yéu véi no.
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Lam chu cam xuc

N6i ban hang la mét cudc can nao ciing khong sai.
Bai ngudi ban hang phai git tam ly rat viing. Nhiéu
truong hgp ngudi tu van bi cudn hoan toan theo mach
cam xuc cta khach hang ma quén luén “bai”. Cudi
cung, khach hang lam chu cudc néi chuyén. Khi thé
cd bi 14t ngugc, ban khong thé chu dong thuyét phuc
khach hang, giam kha ning chét sales. Ban can nam
viing d€ xoay chuyén cudc choi, béi trong Ban hang
“Nguoi nao lam chu cudc noéi chuyén, ngudi do sé ban
dugc hang”.

Toi rat an tugng véi mot doan phim vé Doi ngi ban
hang cua 1 tha linh moéi giéi thong tin chiing khodn.
Anh ta néi mot cau kinh dién véi chit giong day nang
lugng cua nhém Chién binh: “Hay nhac mdy lén va
goi di. Hoac la ban phai ban cho ho ly do dé mua hang,
hodc la ho sé ban cho ban ly do ho tit ch6i”. Trong qué
trinh ban hang, ti phong thai, cach gidi thiéu, cach
“pha bang”.. déu nham muc dich ban cho ho ly do dé
ho quyét dinh chot. Va thi chi phoi tat ca nhiing yéu
td dé 1a chinh ban.
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Tap trung cao do

Ban hang chua bao gi6 1a cuéc dao choi. Nhin thi
tudng chiing budi tu van ban hang chi giéng nhu cudc
ndi chuyén thong thuong, nhung thuc té khong phai
nhu vay. Du ban da chudn bj rat kj nhung néu khong
tap trung, ban sé danh mat thé chu dong trong cudc
ndi chuyén. Ban hang la tong hoa cta su tinh té, ky
nang tng bién, xt ly tinh hudng to6t, chi can ban lo

dénh moi thoi diém vang sé qua di nhanh chéng.

“N0i it thoi”

Diéu dang so nhat ciia mot nguoi ban hang chuyén
nghiép 14 ndi qua nhiéu. Ho thudng cé xu hudng noi
tat ca moi thr ma ho biét. Ngudi biét nhiéu lai cang
noi nhiéu. Cach ho chia sé nhu thé sg thiéu thong
tin nay khach hang s& bo sang mua hang cia ddi thu
ngay vdy. T6i da chung kién rat nhiéu lan khach hang
khoanh tay, b6 géi, mat lanh lung ma tu van vién van
n6i khong nging. That dang s¢! D6 1a day do, khong

phai ban hang. Nén, noi it thoi nhé.
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Ndi c6 diém nhédn

Giong no6i cham réi, nhan nha dung chd luén mang
sirc nang kho 1y giai. D6 1a diéu toi nhan ra trong sudt
qua trinh tu ban hang va dao tao ban hang. Giong noi
nhe nhang 14 wu diém nhung chua chic di hiéu qua
trong bdi canh chung ta can lam chu cudc néi chuyén
(cham séc khach hang thi hop hon). Néu ban mudn
khién khach hang cudn theo mach néi chuyén cua
ban, nhat dinh ban phai néi c6 diém nhin va rd rang,

mach lac.

Ditng noi quad to ciing diing li nhi

Néu tinh chién binh trong ban manh, ban s€ no1 kha
to. Thoi diém lam quéan 1y ban hang cho 1 thuwong hiéu
ao dai thiét ké, t6i di ching kién nhiéu ngudi ban
hang noi to va nhiéu nhu khing bd khach hang vay.
Ho sé& dau dau. To6i khong hé vi von, dung 1a dau dau
theo nghia den do.

Nhitng nguoi tinh cham soc nhiéu lai nguoc lai, ho
ngai nén thuong noéi kha nho. Ban thudng xuyén thay
khach hang phai hoi lai. Khach cling buc ma ho cling

meét.
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Vay thi 1am thé nao? Pon gian théi, tip thu giong
lai, nghe rdi sira. Dén khi nao ban ung tone giong méi
mdi thoi. Thong thuong, to1 s€ khuyén hoc vién lam
nhu vay lién tuc trong 2 tun, khi cach noi chuyén 4y

da tré thanh thoi quen.
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Chuong 4

birng la nguoi ban hang
gioi nhat!




Co thé ndi to chat sé quyét dinh ban trd thanh mot
ngudi tu vin ban hang xuat sic. Kha nang ban hang
t6t sé& khién ban gat hai dugc rat nhiéu thanh cong:
thu nhap tot, ndi danh nhanh... Tuy nhién, néu nhu
ban ludn 1a ngudi ban hang tot nhit, trong khi ca doi
ngii yéu thi... xin chia budn, ban s& luén phai day mot
tang da 16n. Roi sé dén luc chinh ban ciing mét moi
ma mudn tr bo. Do dd, néu ban mudn di xa, nhat dinh
ban can nhan ban chinh minh, & day la kha ning tu
van ban hang.

Nhiéu hoc vién cua toi thuong tu day nhan vién
cach tu van, nhung sau mot thoi gian thi than rang
nhan vién khong linh hoat trong cu xu, cling vung
trong khdu bat chuyén, goi chuyén véi khach hang.
Vay thi, quy trinh ban hang ¢ trén sé& khién ban kiém
soat dugc cudc tro chuyén va gitip nhan vién hiéu mot
cach mach lac hon. Nhung quan trong hon hét 1a ban
can tan tam day ho. Thuc su day hét, chu khong phai
tam ly vira dao tao vura sg ho sé€ phan boi ban.

Néu ban d3 san sang tir bo vuong mién Ngudi ban
hang gioi nhat, hay cing tim hiéu nhing bi mat ding
sau cua cong viéc ban hang va dao tao doi ngii ban

hang nhé!
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BAN HANG KHONG NHU
NHUNG GI BAN VAN NGHI

Trudc day tdi van nghi ban hang 12 mot cong viée
khong may sang trong. Tdi bi anh huong bai suy nghi
cua cha me minh, 1a nhitng nguoi cong nhan vién chirc
trong mot thoi gian dai. Khi t6i 1am bao t6i van nghi
nhu vdy. Cho t6i khi t6i chuyén sang lam Marketing
Manager cho thuong hiéu Ao dai théu tay Tulio va tiép
theo la Marketing — Sales Manager cho co sé chuyén
kinh doanh phun xdm D’tulip Beauty & Clinic, phai
chiu trach nhiém vé cong viéc kinh doanh, doanh $6
thi moi thtr da thay doi. Khi tim hiéu vé Sales (Ban
hang) t61 mo1 nhan ra, day la cong viéce rat tha vi.

C6 mot diéu khac biét rat 16n giita quan niém vé
ban hang & phuong tay va dat nudc ching ta. D6 1,
& nudc ngoai, nhitng ngudi di cé nhiéu trai nghiém,
c6 kién thirc s& lam ban hang. Trong khi, ¢ Viét Nam,
nhitng ngudi khong biét 1am gi thi di lam ban hang.
Do d6, ban can trai qua thoi gian ty mai dia, tu va
vép, hoéng rat nhiéu rdi mai luyén dugc su tinh té

cua nguoi ban hang. Phai ndi rang, nguoi ban hang
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lau ndm cyc ky tinh té. Do la diém manh rat 16n ma
cong viéc nay mang lai cho ho.

Trén dé muc cua phan nay, t6i khang dinh: “Bén
hang khong giéng nhu ban van nghi dau”, vy ban
hang thyc su 1a gi? Chang nhé& n6 khoé hiéu toi vay?

Phai khing dinh 1a ban hang khong hé kho hiéu.
Tham chi, theo Vua ban hang nguti My Blair Singer
thi ban hang 1a ban niing ciia mdi nguoi. Ban khong
doc nham dau, dang 1a ban nang do, tham chi, né con
hinh thanh tir khi chung ta bat dau sinh ra.

T61 hoi ban nhé, bé so sinh khi doi s€ lam gi? Khi
mudn dugc bé s& lam gi? Khi bi dau sé lam gi? Khi
udt quan 4o sé lam gi? Khoc! Ping khong nao? Vay
la chiing d4 “ban” cho chung ta 1y do dé cho chiing an,
dé om, dé thay do cho chiing thong qua phuong tién la
hanh dong khoc. Blair goi d6 la ban hang.

Con khi nhitng dua tré 16n 1én, chung mudn duoc
thuong d6 choi sé lam gi? Ching “mic ca” s& duoc
diém cao, s& lam vi¢c nha, s€ trong em... Ban chit cua
viéc nay 1a tui nhoc s& mang mot thir ma ching c6 dé
trao d6i ldy thir ma chiing mudn. Ching “ban” cho bd

me 1y do du hop ly dé cho chung mon db choi.
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Con khi ban nho mot dong nghiép lam thém gio
thay minh s& thé nao? Ban no6i minh c6 viéc gap, ban
can tréng con vi giup viéc nghi lam, ban phai di dam
cudi cia nguoi ban than... Hang trdm nghin ly do vo-
cung-hop-ly dugc dua ra dé thuyét phuc ngudi ban
gitp minh. D6 14 ban dd ban cho ho mét 1y do dé
ngudi dong nghiép lam thém gid thay ban.

Nhitng viéc nay ciing tuong tu cach giao thuong
cua thoi cd xua, khi con ngudi chua nghi ra tién. Thoi
d6, ho s& mang moén dd ho co dé dam phén trao doi
v&i nguoi khac dé nhan thit ho can. Con chiéu vé cong
viéc ban hang trong hién tai, ban dung san phém/dich
vu dé dam phan d6i 1y quyét dinh mua hang (vt hiru
hinh duoc thé hién 1a tién) ciia khach hang.

Tir d6 thay rang, ban chat ciia ban hang la dam
phan. Ban di ban hang tir nho dén gio, ban hang
thudng xuyén mdi ngay. Nén ding bao gid nghi rang

minh khong biét ban hang nhé!
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TONG KET

» Bdn hang la bdn ndng von ¢6 ciia moi nguvi, thé
hién qua viéc em bé khoc doi dn, dita tré hita dat

diém cao dé doi qua...

« O nudc ngodi, nhiing ngudi dd cé nhiéu trdi
nghiém, co kién thiic sé lam bdn hang. Trong khi,
0 Viét Nam, nhitng nguoi khong biét lam gi thi di

lam bdn hang.

* Ban dung sdn phdm/dich vu dé dam phdn doi ldy
quyét dinh mua hang (vdt hitu hinh duoc thé hién
la tién) ciia khdch hang. Tir d6 thdy rang, ban chdt
cua bdan hang la dam phdn.
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DIEU CAN TRO NHAN SU
BAN HANG

“Nhan sy khong Chot sales duoc” 1a diéu toi duogc
nghe nhiéu nhat trong qué trinh coach ctia nim 2020.
T6i nhan ra, tham chi rat nhiéu co so, chu spa phai tuc
truc thi méi chdt duoc dich vu, ban duogc hang, chu
khong & dé thi moi cong viéc ban hang bi tri tré. Ban
biét day, khi ay kiém duoc tién 1a ndi kho chir khong
con nhe nhang, hoan hi nira. Kiém duogc nhiéu tién
dong nghia voi viéc ban phai tu van rat ¢6, bong hong.
Trong khi, rd rang mudn phat trién cong viéc kinh
doanh ban can c6 d6i ngii tu van ban hang tot.

Thé nhung, du ban tung ra mic “hoa hong” cao
dén dau, luvong thuong tot thé nao, nhan sy van khong
c6 dong luc chot sales. Bat ké ban day ho nhiéu bao
nhiéu, cho ho di hoc céac 16p ban hang chuyén nghiép,
moi giang vién vé dao tao, ho van i tré khong thay doi.

Nhiéu hoc vién than vdi t6i, ¢6 1& nhan su khong
can tién. Khong phai nhu vay dau, ai ciing can tién, ai
cling mudn kiém tién, nhung quan trong hon 1a 1y do

phai kiém tién.
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Tién chi la mét cong cu cua cudc song. Ly do
phdi kiém tién mdi la ngon lita dét chdy trong
tim dé ngoai kiém tién, ho con phdi tu rén luyén
ban thdan dé kiém dugc nhiéu tién hon.

Hay cho ho mét ly do

Pay la diéu dau tién to6i lam trong céac 16p dao tao
Chét sales vao nam ngoai. T6i dé ho nhin thiu vao
trong con nguo1i ho, khot 1én tinh than chiu trach nhiém
trong ho va khién ho tim ra muc dich khién ho muén
kiém tién. Phai khang dinh rang, sé khong ai mudn
lam 1 diéu gi d6 néu ho khong biét lam diéu d6 vi
diéu gi? Hay nghi lai, c6 phai doi lac chinh ban ciing
tu hoi: Rat cude minh kiém tién dé lam gi? Hudng thu
roi ciing dén liic chan, vay muc dich gi khién chung ta
hanh phiic sau khi kiém tién?

Nhan su ciling nhu vay! Déi luc ho ciling cam thay
hoang mang vé viéc kiém tién. Ho khéong y thirc duoc
viéc ho nd luc “chdt” khach dé lam gi? Pé lam giau
cho chu spa a? Tai sao ho phai tdng ca? Chu spa dang
mudn “boc 16t” ho a? Khi khong tim ra duoc 1y do,
moi y nghi tiéu cuc dua nhau xuat hién dé “nudt tron”

ho, khién ho sinh ra nhirng hanh dong ti€u cuc nhu:
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chia be phai, néi xau dong nghi¢p, no1 xau sep...

Thit ddu tién ban cdan lam khéng phai day ho ky
ndang bdan hang ma hdy giup ho tim ra dugc ly do
phai ban hang.

Vi du rat nhiéu hoc vién ciia t6i mudn lo day du cho
bd me khi vé gia. Co ngudi lai mudn dua gia dinh du
lich chdu Au. C6 nguoi thi mudn tu lo duoc cho minh,
khong phu thudc vao chong. Mot sb lai mudn cho con
mot diéu kién gido duc tot nhat... Khi ho tim thay Iy
do, no sé& ludn thoi thic ho, khi ho nhin théy nguoi ho

muon cham lo moi ngay.
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TONG KET

« Diéu cdn trd lon nhdt cua nhan sy voi viéc bdn
hang la ho khéng tim duoc ly do tai sao phdi kiém

tién.

» Thit ddu tién nguoi sép cin lam khong phdi day
ho ky ndng bdn hang ma hdy giup ho tim ra duoc
ly do phdi bdn hang.

« Hdy giup ho di sdu vao bén trong con nguoi minh,
khoi ddy tinh than ddm chiu trdch nhiém cua ho

va giup ho tim thdy diéu thuc su'y nghia vdi ho.

« Néu khong giup ho tim ra ly do kiém tién, du
ban tung ra muc “hoa hong” cao dén ddu, luong
thudng tot thé nao, nhdn sy van khong co dong
luc chot sales. Bdt ké ban day ho nhiéu bao nhiéu,
cho ho di hoc cdc lop bdn hang chuyén nghiép, moi
gidng vién vé ddo tao, ho vdn i tré khong thay doi.
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BAI TAP

T6 chitc budi chia sé thdn mdt giita cdc thanh
vién trong nhdn su. Sau do, hdy ciung nhau
chia sé ve:

1. Sai ldm 16n nhdt trong qud khit (dé thdo gé
khiic mdc).

2. Nguoi quan trong nhdt trong cudc doi va
muon lam gi cho ho.

3. Hdy nhdc nhd ho thuong xuyén vi muc dich

nay.



- “THAP LUA” -

Ngay sau khi ban khién nhan su di sau vao bén trong
con ngudi ho, ban da thuan lgi “pha bang” cua ho. Sau
nay, t01 nhan ra vi¢c duy tri va quan tri mot moi quan
hé ciing gidng nhu qué trinh ban hang viy. Ban van
can nhan dién duoc ho, “pha bang” cua ho, dap tng
thir ho can... Vay thi ngay sau khi chiing ta khoi lén ly
do cua nhén su, tirc pha bo 16p bang trong tim ho, hay
khoi 1én thtr ho thyc sy mong moi.

Con ngudi mong moéi diéu gi? Mdi nguoi s& co
nhitng sw mong doi riéng, khong ai giéng ai, dic biét
1a khi ho sinh ra & nhiing vach dich khac nhau. Vé
van d¢ nay, t6i s& dung Thap Maslow kinh dién cta

Abraham Maslow (anh dudi) dé 1y giai cu thé.
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Ty thé hién ban than

€an co cam giac d
h mén, duc

Bugc quy trong

Giao luu tinh cam

va duoc tryc thude Can cO cam gidc yén tdm

vit 13m. gia dinh, suc khoe,
bic

Thdp nhu cau Maslow

Con ngudi tir khi sinh ra dén khi tir gid c5i doi s&
c6 5 nhu cau co ban: Nhu ciu thé 1y, Nhu ciu an toan,
Nhu ciu giao luu tinh cdm va dugc truc thudc, Nhu
cau dugc quy trong va Nhu cau duoc thé hién ban
than. Tir thoi thily to cuia Loai ngoai cho t6i tan thé hé
cua ong ba chung ta (sinh khoang nhirng nam 1920 -
1930 ciia thé ky trudc), nhu cau vé thé 1y va nhu ciu
an toan chiém phan Ién suy nghi ctia ho. Moi nguoi
lao dong cat luc chi dé du miéng an, chi dé c6 du mot
chut roi dung cho minh cin nha twom tét, c6 mai 4m
du vo chong con cai.

Thé nhung, xd hdi ngay cang phat trién khién
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nhu cau cia con ngudi ciing thay d6i kha nhiéu.
Tur thé hé Y (la nhitng ngudi sinh tir khoang nim
1981 - 1996 (theo Wikipedia) thi cudc séng da tuom
tat hon nhiéu. Ho khong con lo vé miéng com, manh
40 hay ngoi nha nira, ma luc nay bat dau phat sinh nhu
cau duoc lam viéc trong mot t6 chirc ma moi nguoi
yéu thuong nhau. Ho bat dau sinh ra ham muén duoc
ghi nhan, dugc ton trong va cao hon nira la tu khé“ing
dinh ban than. Bang vay, khong chi riéng ban, nhirng
ngudi lam chu méi ¢6 nhu cau duoc thé hién ban than
dau, nhan su cua ban cling khao khat diéu do. Va ho
chi co thé phat trién, thé hién ngon lua tiém an khi ban

giup ho khot no 1én. Hay hoi ho:
“Udc mudn ldn nhdt cua cudc doi em la gi?”

Ditng voi mitng néu mot ngudi ndi vdi ban
muén lam ciing ban cd doi, mudn c6 mot cude séng
on dinh véi muc luong du an khoang vai triéu/thang.
b6 khong phai 1a su trung thanh dau, 1a ho so phai
mo, phai dan than va thir thach ddy. Néu ngay ca ban
than ho cting khong c6 udc vong, thi dung mong ho sé€

chay hét minh cung ban.
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Khi di dao tao trong cac doi ngi, toi ludn cb ging
khoi 1én udc vong clia moi co gai, dé ho biét ré‘mg
dong luc la gia dinh, 1a chinh minh, 14 con céi, con céi
dich la gi?

Néu chi co dong luc, khong cé dich dén, ho van
chi nhu nhiing con tau tréi 1énh dénh vo dinh trén dai
dwong ma khong hé cé ngon hai dang dan duong. Vay
khong sém thi mudn, ho cling s€ nhanh chdng tir bo vi
tim kiém nhiing diéu v6 vong.

DPung s¢ nhitng nguoi co6 tham vong. Ho sé chi bo
ban di khi ban s¢ khong dam mo nhiing gidc mo
Idn. Khi ban ciing phat trién, ban ciing mo 1ém, con
ngudi ban lai nghia khi va khéo 1éo, ho s& dong hanh
cung ban mot chang duong khong hé ngén.

Thé nén, néu nhdn su chua cé uéc mo, néu nhdn
su' mo ngan, hdy gieo vao tam tri ho nhiing gidc
mo phit hop d€ ho tu'thdp lén ngon lita trong long
nhé! Va dimg quén thuong xuyén “boi lira” cho no,
dé tro thanh mot ngon lira ruc r& khong tan. Ho phat

trién, ban at khong thé dung lai hay di 1ui duoc!
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DAO TAO POI NGU BAN HANG

Tai sao cdn tao ra moét déi ngii ban hang?

Pon gian théi, boi1 mot ngudi ban, tao ra doanh $6
X. Khi ban nd luc ban, “cay dién cuéng”, c6 thé doanh
s0 s& 1a X nhan 2. Nhung néu ca d6i ngii gdbm chuc
ngudi trong doi vao doanh sb tir ban thi khong on. Khi
ban 6m, ban co viéc gia dinh khong thé di lam thi ai s&
tao ra doanh s6 thay ban day? Rat tiéc, day lai dang la
van dé cua rat nhiéu Spa/Tham my vién vira va nho.
Vay thi ban phai nhan ban ra nhiéu nguoi ban hang

nhu ban dé ting toc doanh thu.

bitng dao tao nhiéu nguoi khdc nhau bang mot
phuong phdp giong nhau

Thé nhung, dé dao tao mot nguol ban hang, ban
khong thé dung nhitng chiéu thic, cach thic giéng
nhau duoc. Vi ching ta vira hoc do, c6 té61 5 nhom
ngudi v6i nhitng dic diém, so thich khac nhau thi o
rang ho sé& khong thé tiép nhan nhimg phwong phap

giong nhau. Vay chung ta can lam gi?
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Pau tién, hdy xac dinh rd nhan sy thudc nhom tinh
cach nao. Ngay sau khi ban nim nhan dién duogc timg
thanh vién, hiy xem phan duéi day dé nim dugc diém
manh - yéu cia tirg ngudi dé dat ho vao dung vi tri

nhé.

CHIEN BINH

PIEM MANH PIEM YEU

Khd ndng bdn hang tot, bdi sé
hitu: * Khong thich/khong c6 kha nang

 Kha nang deo bam kién tri. cham s6c khach hang.
* “Pha bang” tot. * Khong c6 khach hang trung
* Nang lugng cao. thanh.

| Loi khuyén:
Pé ho lam tu van - ban hang cho khach hang méi.
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CHAM SOC

PIEM MANH

PIEM YEU

Kha ndng chdm soc khdch
hang tét, bdi sd hitu:

* Su tan tam.

* Nhiét tinh.

« Chiéu khach hang.

* Tac phong va @n ndi nhe nhang.

« E ngai khi tiép xuc v6i khach
hang moi.

« No6i lan man va thiéu su thuyét
phuc.

Loi khuyén:
Dé ho 1am chiam séc va ban hang cho khach hang ci.

THOI TRANG

PIEM MANH

PIEM YEU

Kha ndng bdn hang tét, boi s
hitu:

» Kha nang str dung ngon ngir
linh hoat.

« Ngoai hinh bat mit.

¢ Lich su.

« Xur Iy tinh hudng khéo 1éo.

« E ngai khi tiép xuc véi khach
hang moi.

« N6i lan man va thiéu su thuyét
phuc.

Loi khuyén:
Pé ho lam cham séc va ban hang cho khach hang cil.
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CHUYEN GIA

PIEM MANH

PIEM YEU

Khd ndng hdu cdn,

lam marketing, hé théng quy
trinh, ké todn tét, boi so hitu:

« Su ti mi, chi tiét.

* Kha nang logic.

* Kha nang hoc hoi, nghién ciru.

« Kha ning hé thong tot.

Khong phit hop lam tu vdn bdn
hang, bdi:

» Pong dung van dé minh quan
tam s& noi rat nhiéu, thanh ra
gido duc khach hang.

* Bi hoc thuat qua.

Loi khuyén:
bé ho lam k¥ thuat vién, hanh chinh, ké toan, marketing. Néu muén
lam ban hang thi can tiét ché su gido duc khach hang khi tur vén.

TRUNG THANH

PIEM MANH

PIEM YEU

Khd ndng bdn hang tét, bdi so
hitu:
* Kha néng sur dung ngdn ngir linh
hoat.

+ An mic, dién mao gian di dudi
muec can thiét.

) ., * Tac phong kha cham.
* Ngoai hinh bat mat.
* Lich su.
« Xir Iy tinh huéng khéo 1éo.
« Ban hang gia trj cao tot.
Loi khuyén:

Dé ho lam tu van - ban hang cho khach hang, dac biét 1a nhirng
khach hang VIP (c6 vi thé trong xa hoi)
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Khi nhan su cta ban s& hitu nhiéu nhém tinh cach
khéc nhau, ban sé& rat thuan loi trong viéc “dan tran”
dé tré thanh mot doi ngii manh. Pimg nghi chi nguoi
x0ng x40, nhiéu ning lwong ban hang nhu Chién binh
méi 1a tét. Doi luc, nhitng ngudi chién binh mang
khach hang méi vé ma doi ngti dich vu khach hang
khong manh, ban ciing nhanh chong danh mét ho.
Thé nén, dimg nghi ai quan trong hon ai nhé! Chi khi
ca do6i ngii 1a nhimg miéng ghép hoan hao, doi ngii
ban hang moi phat huy hét ning luc va khién doanh

nghiép cit canh bén viing.
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LO1 cam on

T6i muon danh loi cam on sdu sdc nhdt dén Blair
Singer - nguoi thday da thay doi tw duy ciia téi vé bdn
hang. Truoc day, toi da tung nghi minh khong co kha
néng, t6 chat dé ban hang, nhung chi tir buéi hoc cia
Blair vao nam 2018, t6i da thay déi hodn toan suy
nghi nay.

T6i ciing xin trdn trong gii loi cam on dén Dan
Lok, The King of High-Ticket Sales (Vua ban hang gia
tri cao), nguoi da cho téi nhitng suy nghi sdu sdc va
ban chdt hon vé ban hang qua nhitng video, cdc bai
hoc online. Téi dd ¢ kién thirc tuyét voi dé tao nén

nhitng san pham gia tri cao.

176 ’ Ann Dan



T6i muon giri 1oi cam on chdn thanh dén Ms. Nhan
Katherine - mét nguwoi chi, ngwoi thay tuyét voi. Nguoi
dd thay doi con nguoi t6i, cho t6i cong cu la nhitng kién
thirc nay dé tir thay doi cong viéc ciia minh va cho phép
t6i chia sé diéu nay téi nganh lam dep. T6i hy vong
chung ta sé ap dung t6t, dé lan téa nghia cirndy ca chi.

T6i xin guri loi cam on dén ngwoi ban, ngwdi anh,
nguwoi thay dau tién - Mr. Diing Nguyén. Anh da trao
cho 16i co héi dé t6i dwoc vmg dung nhiing kién thirc
ban hang dau tién cho déi ngii. Sau mét nam do,
16i dd cé nhitng chiém nghiém thuc té vé bin hang.

Va téi dic biét giri loi cam on dén gan 60 doi
ngii trong ndm qua, nhitng cé gdi tuyét voi da dé
toi “cham vao cuoc doi”. Chinh cac ban da cho
16i hiéu y nghia thire sw cia viéc dao tao, t6i luyén
khd ndng va gido trinh ban hang dé tao nén mot
cuon sach bdan hang hoan chinh ban dang cam trén

tay. Moi mot chi tiét déu mang dau an cua cac em.

Bi mdt chét sales ‘ 177



“Ban sé lam gi sau khi doc cuon sdch nay?”

*k%k
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NHA XUAT BAN THANH NIEN
Tru s& chinh:

64 Ba Triéu, Quan Hai Ba Trung, Ha Noi
DT: (84-04) 62631706 Fax: 04.3943024
Website: nxbthanhnien.vn
Email: info@nxbthanhnien.vn
Chi nhanh:
27B Nguyén Dinh Chiéu, phuong Pa Kao,
Quén 1, TP. H6 Chi Minh.

DT: (08) 39305243

Bi MAT CHOT SALES
ANN DAN

Chiu trach nhiém xuit ban:
Gidm doc - Tong bién tdp: Lé Thanh Ha
Bién tdp: Nguyén Thi Hao
Bia: Ann Dan
Trinh bay: Eithdewdesign

P
S6 leong: 1300c, khé: 14,5x20,5¢cm, tai Cong ty C6 phan in Sao Viét
S6 9/40 Nguy Nhur Kon Tum, Nhan Chinh, Thanh Xuan, Ha Néi
Xdc nhdn PKXB s6: 1123-2021/CXBIPH/16-39/TN
Quyét dinh XB sé: 712/QD-NXBTN
MG 56 ISBN: 978-604-326-602-3

In xong va nép leu chiéu nam 2021.
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“ C6 nhitng thai diém, ban tudng chiing da chot xong deal roi.

Ban dua ra moi ly do xuat sac dé khién mot tang da nghin nam clng
phai “nga guc”.

Ay thé ma khach hang cua ban van ding dung, vé cam.

Hai ngay hom nay co tadi 4 khach ‘héng tU choi ban.

Ban cang thang, Stress; Ban bat dau cé suy nghi mudén chuyén viéc...
Puing lo, theo kinh nghiém cua t6i, ban khéng thé chot dudc sales la bdi
ban chua thuc su hiéu dugc thé gidi bén trong ctia khach hang thoi.

Khi nhin tudng tan, ban sé biét cach dua ra nhing I3i dé nghi ma ho
khoéng thé chai tu. "

Ann Dan

IS ={: 978-604-326-602-3

4‘786043 266023
GlA: 369.000 VND
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