Quan tri ban hang



Chuong 1: KHAI QUAT VE QUAN TRI BAN HANG
Muc tiéu: Sau khi nghién ciru xong chuong ndy, ngudi hoc co thé:

Xac dinh chinh xac y nghia cta thuat ngr quan tri ban hang.
Hiéu duoc muc tiéu chinh cua hoat dong quan tri ban hang.
C6 mot cach nhin toan dién vé moén hoc dé tir d6 xac dinh phuong phéap hoc tap
va tmg dung hiéu qua nhat.
Hiéu duoc vai tro cua cac don vi kinh doanh chién lugc trong chién lugc téng
thé ctia cong ty.
Xéc dinh duoc ndi dung cta chién lugc thi phan va chinh sach vé lyc lugng
ban hang.
Nam vitng dugc cac cach thuc thiét ké mo hinh t6 chitc luc luong ban hang va
mg dung vao thuc té mot cach phl hop.
1.1 Khai quat vé quan tri ban hang

Quan tri ban hang la hoat dong quan tri ciia nguoi thude luc lugng ban hang
Cua cong ty bao 96m nhiing hoat dong chinh nhu phan tich, 1ap ké hoach, thuc
hién va kiém tra hoat dong ban hang. Nhu vay, quan trj ban hang la mét tién
trinh két hop chat ché tir viéc thiét 1ap muc tiéu cho nhan vién ban hang dén
viéc tuyén dung, huin luyén, giam sat va danh gia két qua cong viéc cua nhin
vién ban hang.

Ty thudc vao mdi cong ty, cip do thap nhat cua ngach quan 1y ban hang c6
thé bao gém nhiéu chirc vu khac nhau nhu: quéan 1y theo nganh hang, quan 1y
theo khu vuc hay giam sat ban hang... va du c6 mang tén gi di chang nira thi
ho ciing 1a nguoi tryc tiép giam sat cong viéc ciia nhan vién ban hang va co
trach nhiém bao cdo cong viéc cho cip quan 1y ban hang cao hon trong cong ty
nhu giam déc kinh doanh hay truéng phong... Nhig ngudi thude doi ngii
quan 1y luc luong ban hang c6 thé c6 nhiéu cap do chirc vu khac nhau hay s6
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nhién, ho déu c6 chung nhiém vy 1a Xxay dung va phat trién luc lugng ban hang
cho cdng ty mot cach tich cyc va hiéu qua nhat nham dat myc tiéu chung cua to
chirc.
1.2 Muc tiéu ciia hoat dong quan tri ban hang

Hoat dong cua luc lvgng ban hang mang y nghia quan trong va la miii nhon
tan cong chil yéu cua doanh nghiép ra thi truong nham tiép can va thuyét phuc
khéch hang mua va sir dung san pham dich vu ctia doanh nghiép. Cac cong ty
thanh cong déu c6 nhitng muc tiéu rd rang trong cong tac quan tri ban hang va
nhiing chién lugc cu thé dé dat muc tiéu. Mic du nhiing muc tiéu trong tung
giai doan hay timg nganh c6 thé khac nhau song vé co ban s& gdm hai loai:
- Thir nhét, nhan sy hai huéng vao con nguoi.
- Thir hai, muc tiéu hudng vé doanh sd, loi nhuan.
1.2.1 Muc tiéu vé nhan sy

Muc tiéu nay lién quan dén qua trinh tuyén chon nhan sy va nhimg tiéu
chuan duoc xay dung kha k§ ludng va rd rang, qua trinh boi dudng va dao tao
vé chuyén mon, k§j ning va cach thirc quan 1y tot nhat d6i véi luc luong ban
hang. Pé dat duoc muc tiéu chung cia cong ty va muc tiéu riéng ctua bo phan
ban hang thi can phai ¢ luc luong ban hang hét sitc nang dong, nhiét tinh, cd
nang luc va trach nhiém voi cdng viée ciing nhu sy dong gop gan bo tich cuc
Va0 to chuc va hoat dong chung cua toan to chirc. Nhu vdy, cong viéc cua doi
nga quan ly 1a béng moi cach phai tuyén dung va dao tao dugc mot luc lugng
ban hang chuyén nghiép ciing nhu c6 chinh sach thuong phat hop 1y véi mot
phong céch 14nh dao va quan tri diy tinh thuyét phuc. Dé lam dugc diéu nay
thi trong tam van 12 méi quan hé gilta con ngudi voi con ngudi ma cy thé 1a
giita nguoi quan Iy va nhan vién cua minh véi sy nd lyc cla ca hai phia. Su
phdi hop nhip nhang va tinh than 1am viéc tap thé v4i hiéu suét cao s& dem lai
su thanh c6ng cho hoat dong kinh doah ctia bo phan ban hang.

Nhu viy, mdt nguoi quan 1y ban hang sé dugc danh gia dya trén céch thuc
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cach quan 1y giam sat va dong vién khuyén khich tinh than chung cua nhan
vién trong luc luvong ban hang. Thong qua nhiing hoat dong nhu trén, muc tiéu
thir nhat — huéng vé nhan su - d4 duoc phat huy theo mdt phuong thirc phl
hop.

1.2.2 Muc tiéu vé doanh so, lgi nhuén

Dé dat muc tiéu vé doanh sé thi ngay tir nguoi giam sat ban hang & cap thap
nhét cling phai biét don doc nhan vién va c6 chién lugc hanh dong that cy thé;
bén canh d6, ngudi quan 1y ban hang & cip cao hon cin c6 nhiing cach thirc
kiém soat va kich thich ngudi giam sat ban hang. Nhu vay, muyc tiéu chung caa
cong ty vé doanh sé va lgi nhudn méi thuc su phat huy va tién trién tot qua
tung thoi ky.

Thong qua doanh sé va loi nhuan, Ban giam ddc co thé xac dinh mot cach
rd nét nhat thanh qua 1am viéc ctia bd phan ban hang va c6 dugc nhimg chinh
sach dong vién hay diéu chinh kip thoi. Pay 1a muyc tiéu khéng thé thiéu va
mang Yy nghia quan trong ddi v&i hoat dong quan tri ban hang.

1.3 Chién lugc tong thé va quan tri ban hang

Giira chién lugc tong thé va quan tri ban hang c6 mdi tuong quan chit ché.
Pé xay dung va phét trién luc lwong ban hang thi cip quan 1y phai nim rd
chién luoc tong thé va cach thirc tham gia vao chién luoc chung cia cong ty.
Nhu vy, dé hiéu rd quan hé giita hoat dong quan tri ban hang va chién luoc
téng thé thi chlng ta phai 1an lugt xem xét cac van dé sau:

1.3.1 Céu triic ciia cong ty

Trong chién lugc téng thé chung cta cong ty, bd phan ban hang ¢ mot vi
tri kha quan trong. Bo phan nay thuong di theo cau trac hinh thép va cling nam
trong cau trac to chirc chung cua cong ty. Tuy céc cong ty c6 thé co quy mod
|6n nho khac nhau nhung nhin chung thi déu c6 chung mét loai mé hinh tuong
tu nhu hinh dang cta kim tu thap. Pinh cua hinh thap nay théng thuong la Ban
giam dbc hoac Hoi dong quan tri - ddy 1a nhitng ngudi dat muc tiéu va chién
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giam dbc chirc ning c6 nhiém vu chinh 1a cin c&t vao chién luoc chung sé dé ra
cac hoat dong va muc tiéu cho cip thira hanh cia minh. Cép tiép theo cuia kim
tu thap s& 12 cap quan 1y theo timg nhom hay con goi 1 quan 1y trung gian va
cudi cling 1a cac nhan vién kinh doanh.

Vi du: Cong ty Lién doanh Bao Minh — CMG hoat dong trong linh vuc Bao
hiém nhan tho dang t6 chirc luc luong ban hang nhu sau: Dudi BGD 1a cac
giam déc chirc ning, trong d6 co giam dbc kinh doanh phu trach toan bd hoat
dong kinh doanh cua cong ty. Giam dbc kinh doanh s& quan 1y truc tiép cac
phong nhu phong dich vu khach hang va cic doi kinh doanh. Mdi ddi kinh
doanh nay déu c6 nhém trudng phu trach khoang 10 nhan vién kinh doanh.
1.3.2 Chién lwgc tong thé va quan tri ban hang

Chién luoc tong thé phan anh nhitng danh gia cua cong ty vé diéu kién va
nhitng co hoi cta thi truong dé tir d6 dua ra nhimg chinh sach dap tng thi
truong mot cach hiéu qua. Chién luoc tong thé s& tao ra hudng phat trién ma
cong ty phai di theo trong mdi truong kinh doanh cy thé; dong thoi, huéng din
cho viéc phan bd cac ngudn lyc mot cach hop 1y va dua ra cach thire phdi hop
giita cac bd phan trong mot cong ty dé cung di dén muc tiéu.

Nhu céc ban ciing da biét, bat ky san pham ctia doanh nghiép nao ra doi ciing
trai qua mot s giai doan nhat dinh khi xay dung va phat trién thi phan. Nhu
vy, trong nhiing giai doan nay, chinh sach vé lyc lugng ban hang s& duoc thuc
hién nhu thé nao? Pé hiéu 16 diéu ndy, ching ta lan luot xem xét nhitng muc
tiéu va chinh sach ban hang trong tung giai doan nhu sau:

- Giai doan xay dung thi phan: Giai doan ndy gidng nhu giai doan gi6i thiéu
trong chu ky séng ciia san pham. Muc tiéu ban hang co ban trong giai doan nay
la cd gang gia ting dugc doanh sd va thiét 1ap quan hé chit ché véi cac diém
phan phéi; nhu vay, trong giai doan nay, nhiém vu trong yéu cua lyc luong ban
hang 1 tiép xac khach hang tiém ning, khach hang mai, quan hé chit ché va
kiém soat tot cac diém phan phd dai Iy vé gia ca va doanh sd, cung tng dich vu
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thi truong cang day di cang tét... Nha quan tri trong giai doan ndy phai c6
chinh sach cuy thé vé luong theo hiéu qua va céc khuyén khich khac dic biét
danh cho nhitng nhan vién vuot chi tiéu va ddy manh viéc tiéu thy céc san
phidm moi.

Vi dy: Tap doan UNIF da dat ra muyc tiéu xay dung thi phan khi xAm nhap vao
thi truong Viét Nam bang cac san pham nhu: mi goi, sita va cac loai nudc hoa
qua dong hop. Tap doan nay d3 gia ting vé doanh sb ciing nhu thi phan kha
nhanh chong nhd vao chinh sach tong thé rat hiéu qua va trién khai tét dén
timg bd phan. Luc lwong nhan vién ban hang cua cong ty dd dat doanh s cao
khi thiét 1ap thanh cdng mang ludi phan phdi dén timg dai 1y, siéu thi va kiém
soat tét cac chinh sach vé gia, khuyén mai va thdng tin phan hoi tir khach hang.
- Giai doan duy tri: Giai doan ndy ciing giéng nhu giai doan ting truéng trong
chu ky sdng cta san pham. Muc tiéu ban hang co ban trong giai doan nay la
duy tri doanh sb va cing cb vi tri trong thi truong, quan hé thém véi mot sd
diém ban méi. Lyc lugng ban hang can phai tap trung giit dugc thi phan va loi
nhuan thong qua nhitng khach hang hién tai, do vay can cung ung cho loai
khach hang chiém wu thé ndy dich vu v6i chit luong t6i wu. Riéng ddi véi
khach hang tiém ning thi luc luong ban hang can xac dinh loai khach trién
vong nhét dé tiép can va theo dudi. Giai doan nay chinh sach thudng cho luc
luong ban hang sé& 1 lwong cong hoa hdong va tién thuong dua trén kha niang
gilr virng thi truong va gia tang khach hang.

- Giai doan thu hoach: Tuong tu nhu giai doan bdo hda cua chu ky song san
pham. L(c nay mic du lgi nhuan vAn con cao nhung theo danh gia chung thi co
hoi kinh doanh s& suy giam va thi trudng canh tranh gay git; do vay, muc tiéu
ciia doanh nghiép 1a 1am sao thu hoach cang nhiéu cang tét trudc khi rat lui
khoi thi truong. Muc tiéu ban hang cha yéu trong giai doan nay la cat giam chi
phi ban hang va tap trung vao nhimg khach hang Ién nhat, mang lai loi nhuan
cao nhat. Nhan vién ban hang can xem xét khach hang nao 1a quan trong nhat
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va kiém soat tot vé chi phi. Nhu vay, vé phia cong ty Iic nay nén khai thac tbi
da san pham, chit ché trong céac chi tiéu, luong s& 14 khoan chinh dugc tra cho
nhéan vién va s€ c¢6 thudng cho nhitng nhan vién dat lgi nhuan cao trong khu
vuc hoac trong nhom khach hang ma minh phu trach.
- Giai doan gat bo: Pay 1a giai doan ma co hoi kinh doanh hau nhu khong con
di trong muc tiéu ngan han hay dai han. Giai doan ndy cong ty phai quyét dinh
rt lui nhu thé ndo cho it bat lgi nhat — ddy ciing chinh 13 giai doan két thuc cua
vong doi san pham. Nhu vay, muc tiéu ban hang trong giai doan ndy chinh 1a
giam t4i thiéu chi phi ban hang, giam hang du trit. Khi tiép xuc v6i khach hang
nhan vién can ¢ gang giam luong hang ton kho va duy trir xuéng va tham chi
trong mot sé trudng hop ho cin phai tim ngudn cung cip méi cho nhitng khach
hang con can san pham ndy. O giai doan ndy, luong 13 chinh sach co ban cua
nhén vién ban hang.
1.4 Thiét ké md hinh lye hrgng ban hang
1.4.1 Phén loai lwc lwgng ban hang

Luc luong ban hang 12 ciu ndi quan trong giira cong ty va thi truong. Luc
lugng ban hang cua cac cong ty kinh doanh cac mat hang khac nhau hay co
quy md khac nhau c6 thé duoc to chic dudi mot s hinh thirc. Luc lugng ban
hang duoc chia 1am ba loai: luc luong cia cong ty, dai Iy va luc lugng hon
hop.
- Lyc luong ban hang cua cong ty: Bao gdm tit ca nhitng nhan vién ¢ trach
nhiém tryc tiép dén hoat dong ban hang. Luc luong ndy gom hai loai: bén
trong va bén ngoai.
+ Lyc lugng ban hang bén trong: Hau hét lyc luong ndy thudng tap trung tai
van phong va it khi tiép xtc truc dién véi khach hang. Phan 16n ho lién lac vai
khach hang qua dién thoai v6i trach nhiém chu yéu 1a x(c tién cho hoat dong
ban hang hay cung cip cac dich vu hd trg sau ban hang, theo ddi don hang,
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lugng chinh yéu tai cong ty hoac 1a luc luong hd trg manh mé& cho luc lugng
b&n hang bén ngoai.

+ Luc luong ban hang bén ngoai: Luc lugng niy thudng dugc to chirc theo
ving dia ly. Nhan vién ban hang c6 trach nhiém tiép xtc truc tiép voi khach
hang thdng thuong 1a tai dia ban kinh doanh cua khach hang. Pay la luc luong
dugc ding khéa phd bién trong cac nganh hang tiéu ding, dich vu va hang céng
nghiép. Luc lugng nay thuong kha dong dao tuy nhién, ho thuong duge dao
tao kha bai ban, am hiéu tot vé san pham va thudng cé tinh than cau tién, mong
muén c6 thu nhap tt va co hoi thing tién; do vay can thiét 1ap chinh sach va
cach thirc quan 1y sao cho hiéu qua nhat 12 cong viéc rat can thiét ciia nhiing
nha quan tri.

- Pai ly theo hgp dong: C6 nhiéu dang dai 1y nhung nhin chung ho déu 1a
nhitng nha kinh doanh hoat dong twong ddi doc 1ap voi cong viéc 1a dai dién
cho nha san xuat va thuong hudng hoa hong dai 1y. Cac dai 1y ciia cong ty co
thé co tén goi, quy mo khac nhau song déu ¢ nhiing dic diém chung nhu: hoa
hong, chi phi va doanh sé c6 lién hé truc tiép voi nhau; do vay, cac cong ty co
thé s& sir dung cac dai 1y dé giam bot khoan chi phi cho luc lugng ban hang.
Nhiing dai ly thuong dd dugc phan chia khu vuc dia 1y r6 rang, cé luc luong
ban hang tai chd kha thuong xuyén nén s& dam bao sé luong khach hang trong
ving kha nhanh chéng; néu tu than cong ty xam nhap vao nhitng khu vuc dia
ly nay thi kh khan va mat cong hon nhiéu dic biét 1a d6i véi nhitng san pham
méi. Nhu vay viéc sir dung dai 1y thuong s& gitip cho cong ty tiét kiém chi phi,
Xam nhap thi truong thuan loi hon va quan 1y hiéu qua hon ddi voi cac mang
ludi phan phoi.

- Luc luong ban hang hdn hop: Kha nhiéu cong ty sir dung loai hinh luc luong
ban hang hon hop dé nhanh chéng chiém linh bao phii thi truong. Cong ty sir
dung ca lyc luong ban hang cia cong ty va ca mang ludi dai Iy dé xam nhap
nhiéu loai thi trudng khac. Chang han mot cong ty cung tng cac san pham vat
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ty dé tiép can va cung ung hang hda cho cic nha thau chu chét tai dia ban
thanh phé con dbi véi nhitg khu vuc dia 1y con lai nhu viing ven va céc tinh
thi cbng ty str dung cac dai 1y tai chd. M6 hinh nay duoc duy tri kha hiéu qua
khi cong ty huan luyén tét nhan vién ctia minh va cung cap chinh séch tét cho
hé thong cac dai ly.
1.4.2 Nhirng so @b to chirc lue lwgng ban hang

Céac cong ty co thé to chuc luc lwong ban hang theo céc cach thuc khac
nhau tly theo muc tiéu va chinh sach cu thé cua cong ty, nhung nhin chung cé
bdn mé hinh nhu sau:
- T6 chuc luc lwong ban hang theo khu vuc dia 1y: Pay 1a cach thirc phan bd
theo ving 1anh thd chang han nhu mién Nam, mién Trung va mién Béc, mdi
mién s& c6 mot ngudi chiu trach nhiém chung vé loi nhudn, quan 1y va diéu
hanh hoat dong tai khu vuc ciia minh cho théng subt. Dudi ngudi quan 1y theo
vung hay khu vuc nay luon cé cac nhan vién ban hang dugc phan cong phu
trach va tién hanh hoat dong tai cac khu vuc truc thudc nhé hon. Mé hinh nay
s& triét tiéu hoan toan kha niang hai hay nhiéu nhan vién ciia cling mét cong ty
dén tiép xtc chao ban cho ciing mot khach hang. Uu diém caa mo hinh nay do
|4 tiét kiém dugc chi phi quan 1y, cdp quan 1y d& kiém so4t va dam nhén cong
viéc hon, nhan vién ciing xac dinh rd trach nhiém ciing nhu nhiing nic thang
thang tién mot cach rd rang. M6 hinh nay phu hop khi san pham 1a twong dbi
doéng dang va khong cé nhiéu doi hoi vé dich vu phu tir phia khach hang.
Chang han, cac cong ty kinh doanh cac san pham vé nudc khoang, nudc giai
khat thuong chon mo hinh nay.
- T6 chire luc lugng ban hang theo san phdm: Co ciu cua lyc lwong ban hang
dugc t6 chtic theo san pham hay nganh hang cua cong ty. Diéu nay c6 nghia 1a
nhan vién ban hang s& duoc huan luyén chu dao vé nganh hang hay san pham
ma minh phu trach. Nhiing cong ty ¢ san pham phtic tap hay nhiéu tinh ning
ky thuat s& rat phll hop voi co cdu t6 chiic theo dang ndy. Trong mot sb cong ty
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thi co ciu to chirc theo san pham s& dugce phdi hop phan cong theo ving dia 1y,
nhu vay tinh hiéu qua s& cao hon. Chang han nhu hién nay cac cong ty kinh
doanh mat hang hoa chat hay may van phong thuong thiét ké luc luong ban
hang luc lugng ban hang theo dang nay.

- T6 chitc theo khach hang: Pay la co céu td chire dua trén cac dic diém cua
khach hang nhu quy mo, hanh vi mua sim va yéu cau vé str dung san pham.
Co cdu to chtrc ndy ngay mot tré nén phd bién va dé thich Gmg véi thi trudng
mot cach tot nhat thi lyc luong ban hang phai nim rd dic diém cua khach
hang, nhitg yéu cau dic biét va sy doi hoi kha nhiéu vé dich vy, chinh sach
gid va su cham soc tan tinh tir phia nhan vién ban hang tham chi ho con chinh
1a ngudi ¢ anh huong manh mé dén tinh chat cua hang hoa cung cap va cé thé
6 nhitng doi hoi cao hon vé mau ma nhu thiét ké riéng theo don hang chang
han. Bén canh d6, viéc str dung san pham ctia khach hang ciing 13 mot yéu tb
c6 anh huéng quan trong. CUng Mot san pham nhu nhau nhung nhimg khach
hang khac nhau s& c6 cach sir dung khac nhau. Diéu nay da khién cho cong ty
phai co chién luoc riéng dbi voi ting loai khach hang. Hang IBM d4 c6 céch
thirc thiét ké lyc luong ban hang nhu sau: mot nhém s& phu trach khach hang
la c4c t6 chiic tai chinh, nhém khac phu trach khach hang la nhimg to chuc
cong. Ly do caa cach to chirc nay 1a IBM nhan thay rang vé co ban thi phan
cing may tinh c6 thé sit dung nhu nhau tuy nhién mdi mot loai hinh kinh
doanh hay t6 chirc thi cach thirc tng dung phadn mém may tinh vao cong viéc
lai kha khac nhau do vay khach hang rat can duoc tu van va hd trg vé dich vu.
Viéc to chuc theo dang nay d gilip IBM tiét kiém duoc chi phi, chu ddo hon
trong dich vu va dugc khach hang ngay mot tin tudng hon.

- Co cau to chirc theo hdn hop: Pay 1a co cu két hop giita viéc chuyén mon
hoéa luc luong ban hang theo nganh hang va khu vuc dia 1y hodc két hop giita
viéc phan bo nhan vién dya trén dic diém khach hang va ving dia Iy. M6 hinh
nay sé t6i uu hoa duoc nhimng dich vu va chat lugng phuc vu khach hang.

1.5 Quan tri ban hang: Mot cai nhin tong thé
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Hoat dong quan tri ban hang luén khdng thé tach roi gitra con ngudi voi to
chtrc, doanh nghiép véi moi truong kinh doanh. Nhin chung, khi doanh nghiép
hoat dong tai cac thi truong cu thé, n6 sé chiju tac dong tur cac yéu td ctia méi
truong nhu chinh sach phap ly, do vay cac hoat dong quan ly ban hang phai
duoc thiét 1ap va tién hanh theo huéng phl hop va higu qua nhét.

Moi trudong vi mo: bao g@)m cac yéu td nhu chinh tri, luat phép, kinh té, van
hoa... c6 anh huéng manh m& dén viéc hoach dinh chinh sach ban hang. Viéc
thay ddi trong chinh sach phap luat diéu chinh hoat dong kinh doanh va nganh
hang s& 1am cho doanh nghiép ciing phai thay dbi theo va tir d6 tac dong dén
chinh sach quan trj ban hang. Cac yéu té nhu kinh té, vin hoa... tac dong dén
chinh séch phuc vu khach hang va co cdu nganh hang cua doanh nghiép. Nhu
vay, day 1a cac yéu t6 ma doanh nghiép phai diéu nghién ctru k¥ khi tham gia
thi trudng dé c6 hoat dong dau tu hiéu qua hon.

Moi truong vi md: bao gdm cac phong ban trong cong ty va méi quan hé
ngay trong ndi bo doanh nghiép ma cu thé & day 1a bo phan kinh doanh. Su
phdi hop nhip nhang gitta cac phong ban nhu phong nhan sy, phong ké toan,
b phan san xuat... vdi phong kinh doanh s& 1am ting kha ning cung g hang
hoa va dich vu cta doanh nghiép. Bén canh do, ngay trong ndi by phong kinh
doanh, viéc thiét 1ap muc tiéu, hoach dinh chinh sach, xay dung va quan 1y,
giam sét lyc luong nhan vién ban hang phai dugc trién khai dong bd véi sy hop
tac nhuan nhuyén giira cip quan 1y va nhan vién 1a yéu cau vo cling quan trong
d6i voi doanh nghiép. Hién nay, Viét Nam d& tham gia vao T6 chtic thuong
mai thé gigi (WTO), do vdy cac doanh nghiép phai nim rd cac quy dinh phap
ly c6 lién quan, cai tién niang luc cta doi ngii ban hang va co cau t6 chuc dé
tang suc canh tranh trén thi truong.

Cau hoi:

1/ Cho biét wu nhuoc diém cia to chirc luc luong ban hang theo dia 1y, theo
san pham, theo khach hang? Cho vi du minh hoa cho timg trudng hop.

2/ Khi nao thi viéc str dung dai 1y theo hop dong 1a can thiét?
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3/ Tim mot vi du thuce té dé chimg minh cho su thay dbi cta chinh sach phép 1y
tac dong dén chinh sach ban hang cia doanh nghiép.

Chuwong 2 BAN CHAT CUA NGHE BAN HANG
Muc tiéu: Sau khi nghién ciru xong chuong ndy, ngudi hoc co thé:

Hiéu duoc thé nao la nghé ban hang va lich sir ciia nghé nay

Nam vimng duogc trach nhiém, cong viéc va nhimg pham chét can c6 cua
nguoi ban hang.

C6 kha nang nhan biét va giai thich su khac biét co ban giita cac loai nganh
ban hang

Hiéu dugc nhitng khia canh dao ditc ma ngudi ban hang gap phai trong
nghé nghiép.

2.1 Khai ni¢m:

Theo James.M.Comer thi: “ Ban hang la mot qua trinh mang tinh c& nhén
trong d6 ngudi ban tim hiéu, kham pha, goi tao va dap tmg nhitng nhu cau hay
wdc mudn cia ngudi mua nham thuc hién quyén loi thoa dang, 1au dai cua hai
bén”.

Ban hang lam cho hang héa luu thong tir nguoi san xuat dén nguoi tiéu
ding, tir noi du thira dén noi c6 nhu cau. Hoat dong ban hang s& dem lai loi
nhuan cho ngudi ban hang khi ho nim bt tét co hoi thi trudng va diéu chinh
chinh sach phuc vu quyén loi cho nguoi tiéu ding.

Nhiing ngudi trong luc lugng ban hang c6 thé c6 rat nhidu chirc danh nhur
nguoi ban hang, dai dién ban hang, dai dién nha san Xuét, giam dbe phu trach
khach hang, giam ddc kinh doanh khu vyc, ... va con nhiéu chtic danh da dang
khac nhung néi chung thi ho déu tiép xuc véi khach hang va thuyét phuc khach
hang vé chat lugng san pham va dich vu cia cong ty.

Trong thoi dai canh tranh gay gt hién nay thi tai nghé kinh doanh ban hang
s& dem lai loi nhuan cho doanh nghiép va quyét dinh van ménh thang thua trén

thuong truong cho doanh nghiép. Chinh vi vdy, hoc, hiéu va &p dung nghé
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thuat ban hang 1a rat can thiét néu mudn thanh coéng khi budc vao con dudng
kinh doanh.

2.2 Vai tro cia hoat dong ban hang
Hoat dong ban hang c6 nhitng vai tr0 co ban nhu sau:

- Ban hang dem lai sy thoa mén cho con ngudi nho vao chirc nang dap tmg
nhu cau va kich hoat nhu cau.

- B&n hang gilp cho hang hda, tién té luu thong mot cach hiéu qua trong
nén kinh té tir d6 kich thich dau tu va mé rong san xuat.

Bén hang giup cho tinh chuyén mon hoa ngdy cang cao, ngudi san xuat s& co
nhiéu lgi ich hon khi c6 nguoi ban hang chuyén nghiép lo vé dau ra cho san
pham.

- Nguoi ban hang tot s& 14 mot nha trung gian dic luc cho viéc tim hiéu,
cung cap thong tin phan hoi tir thi trudng, tu van va thuyét phuc ngudi mua,
van chuyén, luu kho, truyén tai thong tin hia chiéu giita nha san xuat va ngudi
tiéu dung; nhu vy nguoi ban hang chinh I1a ciu ndi giita ngudi san xuat va
nguoi tiéu dung.

Nhu vay, nhin chung ban hang 1a mot chudi cac hoat dong mang tinh doc
lap nham thuyét 1ap cac quan hé va truyén thong tin, dich vy, san phém mot
cach hiéu qua tir nha san xuit dén nguoi tiéu ding véi myc tiéu chinh 1a thoa
man va dap tng t6t nhat nhu cu cia ca hai bén.

2.3 Lich sir ciia nghé ban hang

Lich st cia nghé thuat ban hang gom bon thoi ky: thoi ky trudce khi bt ngudn,
thoi ky bat ngudn, thoi Ky phat trién nén mong, thoi ky tinh loc va hinh thanh.

- Thoi ky trude khi bat ngudn (trude 1750): duoc ghi nhan qua hinh dnh nguoi
ban dao st Phoenicy do nha tho ¢6 Hy Lap ghi lai vao thé ky tht 8 trudc cong
nguyén. Nguoi ban dao nay cham chi g ctra tir nha nay sang nha khac cua cac
khu phd dé chao ban cac san pham cua minh. Hang thé ky sau khi La M mo

rong 1anh dia ra dén Pia Trung Hai thi cac nha budn, cac dai 1y hudng hoa
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hong d4 tré nén vd cing phd bién. Thoi Trung ¢6 va Phuc Hung & Chau Au
nhitng nha budn phat 1én nhanh chéng va dén dau thé ky 18 thi nghé ban hang
thd so trudc kia d& trg thanh nhiing t6 chirc kinh té hién dai phat trién manh mé
nhét 12 & Chau Au va Hoa Ky. Chau A véi hinh anh nhitng nguoi ban hang nhu
ban thudc, ban hang thi cong d& xuat hién tir rat lau trong lich sir va nhing nha
budn & Trung Qudc vao cudi thé ky 18 d4 trg thanh mot lyc lugng kha quan
trong trong nén kinh té.

- Thoi ky bat ngudn (1750 — 1870): Cudc cach mang cong nghiép dd mo dau
cho giai doan ndy. Su phat trién cua khoa hoc k¥ thuat, sy gia ting cta ning
luc san xudt, cac phuong tién van tai da tao mdt budc ngoat 16n cho nén kinh
té. Cac doanh nghiép trong giai doan nay da trang bi cho minh nhiéu hon cac
kién thirc vé kinh doanh tiép thi, phét trién hon nita cac k¥ ning tiép can phuc
vu khach hang va mo rong thi truong. Trong thoi ky ndy mot sé cong ty da co
moé hinh kinh doanh rat hiéu qua thong qua viéc thiét 1ap mot lyc lugng ban
hang gap va giao dich truc tiép véi khach hang.

- Thoi ky phét trién nén méng (1870 — 1929): Thoi ky ndy san xuat da phat
trién khd manh mé& doi hoi phai duogc tiéu thy dai tra. Pay 1a thoi ky cac nha
san xuat ¢ tinh chuyén moén hoa cao, tap trung canh tranh vé niang lyc san xuét
va san pham, do vy ho rat can nhitng nha trung gian phan phdi san pham cang
nhiéu noi cang tét. Thoi ky nay da dua dén viéc cac nha ban 1é c6 quy md
mang tinh chuy@n nghiép cao hinh thanh khip noi cung véi luc luong dong dao
nhitng nha dai dién cho nha san xuét, cac dai 1y... clng Véi sy phat trién manh
mé nay 1a cac quan diém, kinh nghiém ban hang dugc dac két va tro thanh mot
mon hoc khong thé thiéu trong cac truong hoc vé kinh doanh. Ngay ca cong
viéc ban hang ciing duoc phan bd lai theo cip bac, xac dinh tinh chat va vai
trd, duoc chuan hoa qua cac khoa dao tao va duoc danh gid ding trong hoat
dong ctia mot to chirc. Mot s6 noi lyc luong ban hang con dugc b tri khong
chi theo ving dia Iy ma con dugc sip dit theo co cau nganh hang hay khéch

hang.
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- Thoi ky tinh loc va hinh thanh (tir 1930 dén nay): Cudc khang hoang kinh té
thé gidi nam 1930 ¢4 dua dén viéc rat nhiéu cong ty phai thuc sy tim ra nhiing
161 di riéng canh tranh hon va hiéu qua hon, day ciing chinh 12 mot trong nhing
dong luc thuc déy su tién trién tot dep hon trong nghé thuat ban hang. Thoi
gian nay xuat hién xu huéng hoat dong san xuat kinh doanh phai hudng vao
phuc vu va thoa man khach hang. Nhirng dai dién ban hang khéng chi canh
tranh bang su khén khéo ma ho phai cung tng dich vu tt nhat, phuc vu t6t
nhat v6i chat luong tot va gid ca canh tranh. Chinh sy phat trién ctia nén kinh
té thé gioi dic biét 1a tir nam 1950 try di da thic day cac cong ty phat trién hon
nita lyc lugng ban hang, hoan thién chinh sach quan 1y, danh gia, xac dinh t6t
hon cac chi phi va tinh hiéu qua cta cong viéc nhu quan 1y tét nhitng cudc giao
dich ban hang va cach thac phan bo thoi gian, chi phi, cong stc dé phuc vu
nhitng khach hang hang dau. C6 thé noéi giai doan ndy nguoi ban hang d4
chuyén vai tr0 tir ngudi cung cip hang hoa thanh nguoi thuyét phuc hiéu qua
hon va cao hon nita 1a ngudi giai quyét van dé va sang tao nhing gia tri cho
khéch hang.

2.4 Phan loai cic nghé ban hang chii yéu

Vi day 1a mot linh vuc khd rong nén ciing c6 nhiéu cach thirc phan loai. Sau
day la mét s6 chirc danh theo mot sd cach phan loai:

- Theo dia diém ban hang: C6 hai loai gdm ngudi ban hang luu dong ( dén
tan chd ngudi mua) va nguodi ban tai diém ban. Nguoi ban hang luu dong
khong c6 cira hang va thudng di chao hang tan noi ngudi c6 nhu ciu, chang
han nhu nhitng ngudi ban hang rong, nhitng ngudi chao hang my pham, may
loc nudc... Ngudi ban tai diém ban va ngudi mua s& dén giao dich tai diém
ban chang han nhu nguoi ban hang tap hoa, hay cac siéu thi...

- Theo quy mé béan: cé hai loai 1a ban si va ban 1¢

- Theo hinh thic hang héa: c6 nguoi ban hang hoa ( vat pham hitu hinh )

nhu hang tiéu ding nhanh, hang mua sam, hang dic san cao cp,...; ngudi ban
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dich vu ( ban si, nha si, lut su, ca si,...) vd cudi cung 1a nguoi ban cac gidy to
c6 gia tri nhu chimg khoan, gidy no...

- Theo sy so hitu hang hoa: c6 ngudi ban cic san pham do chinh minh 1am
ra, nguoi ban lai cac hang héa cua nguoi khac theo hinh thirc mua dut ban
doan va cudi cung 1a cac dai Iy va nha mdi gisi

- Theo ddi twong mua: ¢ nhitng ngudi ban hang cho nguoi tiéu ding, béan
cho khach hang cong nghiép, ban cho khich hang thuong nghiép, ban xuat
khéu.

- Theo chttc danh: c¢6 chltc danh nhu nhan vién ban hang, dai dién ban
hang, giam sat ban hang, trudong phong ban hang, gidm déc ban hang, phé giam
dbc phu trach kinh doanh, nhan vién tu van, ...

- Theo dang cap ban hang: c6 hai loai chinh 1 nguoi thu thap don hang va
nguoi tao ra don dat hang. Nguoi thu thap don hang mang tinh thu dong cho
doi khach hang yéu cau va cung cap cho khach hang ching han nhu nhan vién
nha sach. Nguoi tao ra don dat hang 1a nguoi biét cach kich thich, khoi goi nhu
cau ctia khach hang, tu van, giai quyét cho khach hang trong timg tinh huéng
cu thé. C6 thé nodi, ngudi tao ra don hang cin phai c¢6 k§ ning ban hang cao
hon so v&i nguoi thu thap don dit hang va di & dang cap nao thi nhimng ngudi
nay ciing ludn can duge dao tao dé co thé hoan thanh tt cong viéc ctia minh.
2.5 Chirc néing nhiém vu cia nguwoi ban hang
Nguoi ban hang ¢d nhitng chirc nang nhiém vu co ban sau:

- Ban hang: Trach nhiém chinh cta ngudi ban hang 1a ban san pham dich
vu cua cong ty théng qua cac cudc giao dich, tiép xuc truc tiép, giao dich qua
dién thoai hay nhitng dich vu khach hang nhu: thu tr, tu van, gip g ca
nhan,...

- Qudn Iy va diéu hanh:

bPay la nhiing cong viéc ma ngudi ban hang tham gia véi nhitng cong viée

cu thé nhu: giai quyét nhitng van dé cta khach hang, lap ké hoach, du bao ban
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hang, danh gia, dao tao. Pé lam duoc nhitng diéu ndy thi nguoi ban hang phai
c6 nhimng ky nang cy thé nhu:

+ K¥ niang giai quyét van dé: day 1a trach nhiém ciia ngudi ban hang trong
viéc giai quyét nhitng van dé ma khach hang gap phai khi mua va st dung san
pham. Nhimng tu van va gitip d& cta ngudi ban hang nhiéu khi s& giup ho ban
dugc hang trong nhitng thuong vu khac.

+ Ky ning lap ké hoach: Nguoi ban hang phai tu 1én ké hoach cho chinh
minh nhu thoi gian tiép xtc, dia diém tiép xuc, cach thic tiép xic,... Viéc 1én
ké hoach sé& cho thdy nguoi ban hang cd biét quan 1y hiéu qua thoi gian cta
minh hay khong. Ngudi ban hang biét 1ap ké hoach s& tu van t6t cho khach
hang cua minh, dac biét la cac dai ly trong viéc thuc hién cac chuong trinh
kinh doanh, tiép xiic ban hang.

+ K¥ ning 1ap du bao: Khi ngudi ban hang c6 nhiém vu lap du bao vé
nganh hang, vé thi truong ho phai cé k¥ nang 1ap du bao va ndm viing cac thay
d6i nhu: trién vong cua thi trudong, dwa vao thuc té, kinh nghiém va linh cam
cua ban than.

+ K¥ ning huéng dan, dao tao: Ngudi ban hang giau kinh nghiém sé& dam
trach viéc huéng dan, dao tao cho nhitng nhan vién méi vao. Noi dung dao tao
gom nhimng k¥ ning ban hang, nhitng kinh nghiém. Dé thyc hién tét diéu nay
thi viéc huan luyén thudng dugc thuc hién ngay khi 1am viéc va trién khai hoat
dong.

+ K¥ ning danh gia: Mdi nguoi ban hang phai co kha ning danh gid cac
van dé nhu thi truong, khach hang, san pham... Nhitng danh gia ndy s& gitp
ich cho chinh cbng viéc ctia ho va la théng tin can thiét cho hoat dong kinh
doanh tiép thi cia doanh nghiép
- Trach nhiém vé rai chinh:

Trong mot s6 linh vuc nhu kinh doanh hang cong nghiép thi ngudi ban
hang can c6 kha niang xay dyung nhiin ké hoach tai chinh nhu: thué tai san, mua

lai hang ton kho... Pdi véi nhitng ngudi kinh doanh chimg khoan thi trach
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nhiém nay cao hon, doi hoi c¢6 k§ ning va trinh d6 nhat dinh. Ngay ca véi
nhitng nguoi ban hang ti€u dung thong thuong cling doi hoi kha nang quan ly
cdng ng, hang ton kho... vi day 1a nhitng van dé can thiét khi thiét 1ap va thuc
hién mot thuong vu.

- Nhitng nhiém vu vé marketing:

Bao gom hai cong viéc 1a thu thap thong tin va thyc hién cac chuwong trinh
tiép thi.

- Hoat dong thu thap thong tin: Vi ngudi ban hang thuong xuyén tiép xiic
v6i khach hang nén ho 1a kénh truyén din thong tin vd clng quan trong giira
cong ty va khach hang va nguoc lai. Nhitng dai di€n ban hang thuong duoc
yéu cau tién hanh viéc thu thap, khao sat ¥ kién khach hang, béo céo tinh hinh
thi truong va d6i thii canh tranh nhat 1a sip tung ra san phdm méi. Tuy nhién
trong thuc té hoat dong ndy cua ngudi ban hang chua duoc thuc hién dung
cach va hiéu qua, phan 16n ho 1am khong chuyén nghiép. Do vy doanh nghiép
can khuyén khich, hudng dan chi tiét. Bén canh d6, ngudi ban hang ciing 1a
ngudi thu thap thong tin phan hoi tir thi truong ddi véi san pham va chinh séch
cua cong ty. Mat khac nguoi ban hang cling 1a nguoi dua thong tin va chinh
sach tir cong ty dén khach hang va thiét 1ap mdi quan hé tét dep véi khach
hang.

- Thi hanh nhimng chwong trinh tiép thi: Cong ty thudng yéu cau ngudi ban
hang phdi hop cac chién dich tiép thi nhu cac hoat dong khuyén mai, trung bay
san pham, quang cdo. Trong truong hop thuc hién giao dich véi trung gian
thuong mai nhu ban budn ban 1¢ thi ngudi ban hang phai hd tro tich cuc cho
hoat dong tiép thi ctia cac nha trung gian nay dé ho ban dugc nhiéu hang hoa
va phuc vu khach hang tét hon. Nhu vdy, ngudi ban hang can c6 kha nang tiép
thi va nam ving cach phdi hop giita hoat dong ban hang va hoat dong tiép thi.
2.6 Nhirng diéu ki¢n vé thé chat, tam ly, kién thirc va pham chit ciia nguoi

ban hang
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- V& thé chat: Nguoi ban hang can co strc khoe, khong bi nhitng bénh
truyén nhidm hay méc di tat vé hinh thé. Nguoi ban hang khdng nhat thiét phai
dep nhung phai c6 duyén, c6 vé sinh than thé tét va tao dugc an tuong qua
cach di lai, an mac.

- V& kién thtrc: Ngudi ban hang can c6 kién thic t6t vé nganh hang, vé san
pham, vé cong ty va nhimg dich vu ma céng ty cung cip. Bén canh d6, nguoi
ban hang can phai c6 k§ ning ban hang, kj nang giao tiép va hiéu biét vé tam
ly khach hang.

- Vé tam 1y: Nguoi ban hang can tich cuc trong céng viéc, khong bi quan.
Ho phai luén mém mong, kién tri khi tiép xtc voi khach hang. Khéng nhiing
thé nguoi ban hang phai ludn tng xir tot trong moi hodn canh, phai gitr binh
tinh, khong on &0, phd truong va tu tin. Nguoi ban hang phai ludn trong tu thé
san sang khong né ha thoi gian, ngai kho.

- Vé pham chat: Ngudi ban hang can ty trong, c6 uy tin, quyét doan, phan
mg nhanh nhay day 1a nhiing phim chat ma khéng phai ai ciing c6 san, nhiéu
khi phai rén luyén va hoan thién minh. Bén canh d9, tinh hudng ngoai va mong
muén c6 thu nhap cao, 1am chu su thay d6i s& gitp ngudi ban hang thanh cong.
2.7 Nhirng co hi, khé khin va cac van dé vé dao dirc:

2.7.1 Nhirng co hoi

Mot trong nhitng viéc lam duoc ua thich va dugc nhiéu ngudi lya chon sau
khi tt nghiép nganh quan tri kinh doanh d6 1a cong viéc lién quan dén ban
hang. D4y 1 nhimng cong viéc khai dau kha 1y tuong cho nhiing nguoi tré tudi
ning dong, thich thir thach, mong mudn c6 co hoi thing tién va thu nhap cao.
Nguoi 1am cdng tac kinh doanh ban hang ngay nay cé nhiéu co hoi vé tai
chinh, da dang trong cong viéc, chung t6 hinh anh ban than, su doc lap va co
hoi thanh céng
- Co hoi vé tai chinh: Nguoi ban hang c6 co hoi thu nhap tét tir chinh cong viée

nhu mirc luong cao, tién hoa hong, tién thuong theo doanh s6. Do vay tich cuc
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va cb ging hon nita dé c6 nhiéu don hang thi co hoi c6 thém thu nhap ngay
cang cao.

- Su da dang: Pay 1a co hoi danh riéng cho cong viéc ban hang khi tiép xuc
truc tiép. Nhitng nhan vién kinh doanh c6 co hoi tiép xuc nhiéu loai khach
hang khac nhau, trong nhiing tinh huéng hoan canh hét sirc phong pha. Chinh
Vi vay nguoi ban hang phai ludn sang tao va phan ung linh hoat trong cac tinh
hudng da dang ndy. Ngay ca tai cong ty, chinh sach ban hang va san pham
cling phai ludn thay d6i theo thdi gian nén ngudi ban hang phai luon cap nhat
hoc hoi dé thich tng v&i nhitng thay d6i ndy. Nhu vy, ngudi ban hang phai
lubn tu 1am ma&i minh, linh hoat va sdng tao trong moi hoan canh.

- Co hoi ching to kha nang ca nhan: Ngudi ban hang ngay sau khi lam viéc
trong thuc té thi ho c6 thé ching to ban than théng qua doanh sb, sé lugng
khach hang, s6 don hang, chi tiéu dat dugc... Co hdi ching to ban than nay
thuong rd rang, d& dang nhan thay so vai cong viéc khéc.

- Tinh doc 1ap: Nguoi ban hang thudng chiu trach nhiém vé khu vire ma minh
phu trach, do vy tinh doc 1ap cta cong viéc ndy kha cao. Ho thudng tu trién
khai cong viéc, bao cao két qua cho ngudi quan 1y va ty van hanh cdng viéc, tu
quan 1y thoi gian va cAc mbi quan hé sao cho hiéu qua nhat. Sy chi dong vé
cdng viéc, thoi gian chinh 1a nhimg yéu t6 quan trong dem lai sy doc lap cho
ngudi ban hang. Tuy nhién, su doc 1ap nay phai luon trong trang thai tich cuc -
ngudi ban hang vira dat thanh tich tét cong viée, di ding chién luoc muc tiéu
clia cong ty Va vira 1am hai 1ong khach hang ¢ mirc tt nhat.

- Co hoi thiang tién nghé nghiép: Ngay nay rat nhiéu nguoi ¢ vi tri quan tri cap
cao Xuét phat tir nhan vién ban hang. Cong viéc nay dem lai trién vong cao cho
nhitng ngudi c6 muyc tiéu thang tién trong nghé nghiép. Ho 1a nhiing nguoi
dugc huin luyén bai ban vé giao tiép va thiét 1ap cac quan hé, ho c¢6 co hoi
chiung to minh qua doanh sé va loi nhuan dat dugc, cé nhiéu cach thuc dé
huéng t6i nhitng nic thang cao hon tir nhan vién dén cip quan 1y trung gian,

phu trach kinh doanh va diéu hanh chung.
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2.7.2 Nhirng khé khin

Ngudi ban hang vi thuong xuyén phai tiép xtc v6i khach hang, 1am viéc
V41 ap luc cao nén ho thuong gap nhirng khé khan nhu:

- Sy cang thang, tram cam do gip phai nhirng khach hang kho tin, kho
chiéu, khong biét diéu, doi hoi qua nhiéu.

- Ap luyc doanh s6 s& ludn ting dan theo thoi gian 1am ngudi ban hang mat
an mat nga nhat 1a khi can béo cao theo dinh ky

- Ap lyc vé thoi gian: vi can phai di chuyén thuong xuyén, di xa nha, phai
gap khach khi yu ciu bat ké gio gidc. Pbi voi nhitng ngudi ban hang xut
khau, viéc di chuyén qua cic ving, cac nudc khic nhau s& 1am dong ho sinh
hoc ctia ho bi truc tric ning né.

- Nhitng nguy co sa ngd, ha thap minh, danh mat ban than do rat dé bi cam
dd boi khach hang, bai dong tién.

- Phai luén hd hai, ludn vui vé dé giao tiép mdc du trong long chan ghét
hay khé chiu.

Trén day 1a mot s6 kho khan ma ngudi ban hang hay gip phai, trong thuc té
khi chung ta ra [am viéc s€ con nhiing kho khan phat sinh ma chung ta phai tu
minh vuot qua — day qua la diéu khong dé dang.

2.7.3 Cac van dé dao dic

Mot sé tinh hudng vé dao dirc ma nguoi ban hang gap phai khi tién hanh
hoat dong kinh doanh thuong lién quan dén quan hé giita con ngudi véi con
ngudi, cac chinh sach vé gia ca, cac van dé lién quan dén ting qua hay thuc
hién chuong trinh khuyén méi. Sau ddy 1a mot s6 hoan canh cu thé:

- Quan hé giira nhan vién ban hang — khach hang: mot sé ngudi ban hang vi
&p luc doanh sb thudng méc phai 15i ban hang qué nhiéu cho khach gay anh
hudng nghiém trong khi khach hang khdng tiéu thu hoic sir dung hét. Mot van
dé nira d6 1a d6i khi nguoi ban hang ¢ tinh khong cung cap day du thong tin
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cho khach hang, thng tin nay c6 thé anh hudng dén quyén loi cia khach hang
va xau di cac mbi quan hé.

- Quan h¢ gitta nhan vién ban hang — cong ty: d6i khi c6 nhirng nhan vién
bao c4o sai léch vé van dé chi phi. Ho c6 thé loi dung su kiém soat thiéu hiéu
qua cta cong dé dua thém nhimg chi phi c4 nhan khong lién quan vao chi phi
cong tac hay tiép khach. Pay 1a diéu ma cac nha quan tri can luu tm va co
nhitng bién phap ngan chan xu 1y kip thoi. Mat khéc, viéc ¢ tinh bdo céo cac
thdng tin vé khach hang, thi truong mang tinh dbi pho s& gay anh huong dén
hoat dong ban hang va cac cong viéc c6 lién quan. Mot ngudi ban hang c6 thé
dua thong tin sai 1éch vé s6 luong cude goi, sd lan tiép xtic v4i khach hang
nham dat dugc yéu cu cia cong ty, voi nhitng théng tin kiéu ndy ho s& dé
dang qua mit cip quan tri néu cip quan tri 12 nhitg ngudi con it kinh nghiém.
Piéu ma ngay nay ching ta ciing thuong thay trong cac doanh nghiép 12 viéc
che gidu cho dong nghiép, san sé doanh thu hay don hang dé moi ngudi clng
c6 thanh tich va chuyén nay s& duoc thuc hién theo kiéu: “ ¢6 qua co lai” theo
timg ky bao céo. Ngodi ra, ngudi ban hang trong ciing doi s& o tinh than twong
trg theo kiéu che gidu nhiing vi pham cua dong nghiép, cing nhau vi pham
chinh sach cua cong ty va qua mat cap trén.

- Cudi cuing 1a hién nay chiing ta con thay mot kiéu 1am viéc phi dao dirc
Cuia nguoi ban hang nhu trong linh vyc bao hiém nhan tho chrflng han, ho s& ¢
tinh thu phi kh& nhiéu khiach hang dé chiém doat tién cua khach hang hay
chiém dung tién cong ng cua cong ty ( thudng roi vao nhing ngudi cb vi tri
duogc giao khu vuc quan 1y).

Trén day 1a mot s6 tinh huéng vé dao dirc dang suy gdm khi mot nguoi
quyét dinh lwa chon cong viéc 1a ngudi ban hang. Céc tinh hudng nay trong
thuc té d timg xay ra va anh hudng dén lgi nhuan cua cong ty cling nhu lam
xau di hinh anh cua ngudi ban hang ndi chung. Tuy nhién, v6i nhimg canh bao

rd rang va su tu chu ban than, nhitng nguoi 1am cdng viéc ban hang sé ¢ tranh
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cac tinh hudng nay dé c6 thé c6 dugc con duong sy nghiép vimg vang va vinh
quang.
2.8 Nhirng van dé ciia nguwoi ban hang trong thé ky 21

Cong viéc ban hang 1a mot nghé nghiép tha vi, nhiéu trién vong va lim
nguy nan. Trong su thay d6i ctia thé ky méi véi nhitng thanh tuu vé khoa hoc
ky thuat, su giao luu hoi nhap vé kinh té qudc té, cong viéc ban hang ¢ nhitng
van dé nhu sau:
- S6 lugng nguoi gia nhap luc luong ban hang ngdy moét dong dao: khong
nhitng luc lugng dong ma cac chuc danh, cac vi tri cong viéc ngdy cang tro
nén phong phu hon. Luc luong ban hang gia ting ca vé sb lugng va
chat lugng, ngay ca nhiing ngudi 1am cong tac chuyén mon nhu k§ su, bac si...
cling tham gia vao lyc lugng ban hang gian tiép hay truc tiép va lam cho luc
luong ndy tré nén hung hau hon bao gid hét.
- Cudc cach mang thong tin todn cau bung nd din dén ngudi ban hang phai
chuyén nghiép hon trong cong viéc, dac biét 1a su dung cac phuong tién thong
tin lién lac hién dai. Viéc ban hang truyén thong qua gip g& truc tiép da co
chiéu huéng giam dan thay vao d6 1a viéc kinh doanh qua mang — d6 chinh 13
thwong mai dién tir. Nguoi ban hang nao biét ung dung tét cong nghé thong
tin, dap Ung vé mat toc do xir Iy va cung ung thi s& chiém loi thé hon. Bén
canh d6, nhimg nguoi ban hang ciing can c6 ky ning phan tich va tong hop
thdng tin, c6 hiéu biét sau rong vé san pham, tim 1y x& hoi vi ho can tiép xtc
vé6i khach hang trén ca thé gidi va phai phuc vu chu déo tt ca.
- Luat phap bao vé quyén loi nguoi tiéu ding va trinh do dan tri ngdy cang
nang cao dan dén nguoi ban hang phai tng xir theo ding chuan muyc vé dao
duc va phap ly.
- Su canh tranh gay gat cia thi truong din dén su canh tranh gay git ctia nhitng
ngudi ban hang. Nguoi ban hang ngay nay can phai khéo 1éo hon, chuyén

nghiép hon, c6 trinh d6 phén tich va tng dung kién thirc kinh té, cong nghé
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thdng tin tt hon dé phuc vu cho viéc phan tich danh gia tinh hinh thi truong,
tim hiéu d6i thu, cham séc khach hang, lap bao cao theo yéu cau cia cong viée.
- Nguoi ban hang ngay nay tuy cong viéc mang tinh doc 1ap cao nhung ho
thudng 14 thanh vién cia mét t6 chie kinh doanh nao d6. Do vdy ho phai 1am
viéc mang tinh chuyén mon héa cao d6 va phai nim vimg cic quy dinh, chinh
séch ciing nhu tham gia vao cac hiép hoi dé duoc hd tro va nang cao kha ning
canh tranh.

CAU HOI ON TAP

1. Pé tré thanh mot ngudi ban hang giodi can phai co nhimg pham chat va ky ning

gi?

2. Cho biét su khac biét co ban giita ngudi nhan don hang va ngudi tao ra don

hang? Cho vi du minh hoa.

3. Cho biét nhirng 4ap lyc ma ngudi ban hang thuong gip phai trong cong viéc va

trong cudc séng?

Chuong 3: GIAM POC BAN HANG CHUYEN NGHIEP
Muc tiéu: Sau khi hoc xong chuong nay, sinh vién sé& biét dugc :

- Vai tro, trach nhiém cua Giam déc ban hang.
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- Céc k¥ nang, tinh cach can c6 ctia Giam ddc ban hang.
- Quy trinh d¢ bat nhan vién chao hang 18n vi tri Giam ddc ban hang.
- Nhiing khé khin, cac diém can quan tim dé thanh cong trong giai doan chuyén
tiép.
- Thu nhap va céc quyén loi khac danh cho Giam ddc ban hang.
3.1 Khéi niém

“Giam ddc ban hang 1a ngudi chiu trach nhiém 1ap ké hoach kinh doanh, t6
chte, tuyén dung, dao tao, 1anh dao va danh gia cac hoat dong cua luc luong ban
hang, cac chién lugc va bién phap dé thyuc hién viéc ban hang, dat muc tiéu doanh
nghiép”.
3.2 Nhi¢m vu ciia giam déc ban hang

Giam dbc ban hang c6 nhiém vu trong yéu 1a quan 1y, 1am ting nang lyc va
hiéu qua d6i ngii nhan vién ban hang. Ngoai ra, Giam dbc ban hang con 1a nguoi
dai dién cong ty trude khach hang. Nhiém vu cua Giam dbc ban hang khdng chi
bao gém céc cong Viéc lién quan dén chirc danh, ma con phai tap trung vao nhiéu
cong viéc khac tai doanh nghiép nhu:

Quan tri lwe lwong ban hang: Giam ddc ban hang phai thyc hién viéc
hoach dinh, t6 chuc, 13nh dao va dénh gia. Giam ddc ban hang va nhan vién ban
hang c6 quan hé hd tuong. Sy thanh cdng ciia Giam ddc ban hang tly thudc vao sy
thanh céng cua luc luong nhan vién ban hang va nhan vién ban hang can c6 sy hd
trg ctia Giam dbc ban hang dé thuc hién céng viéc ban hang thanh céng. Nhimng
hoat dong nhém giita Giam ddc ban hang va d6i ngii nhan vién ban hang s& quyét
dinh sy thanh céng cia ca nhom.

Quan tri hanh chinh: Bao gom cac nhiém vu quan Iy phong/khu vic ban
hang. Cac cong viéc quan ly hanh chinh c6 thé 1a Iuu trit hd so, bao cao, quan ly
nhan vién van phong...

Tiép thi: C6 nhimng cong ty, Giam ddc ban hang clng voi nhan vién béan

hang phét trién, thyc hién nhiing chién dich tiép thi cho khach hang.
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Ban hang trwe tiép: Nhiéu truong hop Giam dbc ban hang thyc hién ca
viéc ban hang truc tiép vdi khach hang, gop phan vao doanh sb toan bo phan.
Giam ddc ban hang thudng nam giit cac khach hang quan trong voi doanh sé mua
hang 16n (key accounts). Giam déc ban hang c6 thé thuc hién bang viéc ban truc
tiép hodc qua dién thoai.

Tai chinh: Gidm ddc ban hang c6 trach nhiém quan tim dén chi phi cua
nhan vién ban hang (dao tao, giao dich, di lai...), ton kho, cong no cua khach
hang... Giam dbc ban hang con phai thyc hién viéc phan tich, du bao doanh sb
toan bo cong ty, doanh s6 phat trién cua timg khach hang.

Quan hé: Giam ddc ban hang thiét lap, duy tri c&c médi quan hé bén trong
va bén ngoai doanh nghiép. Giam dbc ban hang can c6 sy phdi hop, hd tro tir cac
phong ban khac nhu: ké toan, tiép thi, san xuat... dé co thé diéu hanh cong viéc
kinh doanh, ban hang hiéu qua. Su hop tac tur phia tir cac nhan vién ban hang ciing
rat can thiét. Bén canh d6, méi quan hé bén ngoai doanh nghiép (nha cung cip, dai
ly...) s& gitp Gidm dbc ban hang c6 thdng tin vé thi trudng, 13 co s& dé dua ra cac
chinh sach kinh doanh hiéu qua.

< Quan hé bén trong: Giam ddc ban hang c6 nhitng méi lién hé véi cac

phong ban khéc trong doanh nghiép nhu:

- Phong ké toan tai chinh: cung cép thong tin vé khach hang: thanh toan, cng no,
hay céac chimg tir hd trg viéc ban hang: héa don, phan tich doanh thu, 1¢i
nhuan, tri gia ton kho...
- Phong nhan su: hd tro trong viéc tuyén dung nhan vién ban hang, phdi hop véi
Giam dbc ban hang dua ra mo ta cong viéc, cac chinh sach luong, thudng, hoa
hdng cho nhan vién ban hang. Trong nhiéu trudng hop, phong nhan sy dam nhiém
viéc t6 chirc dao tao cho nhan vién méi.
- Giam ddc marketing: Giam ddc ban hang c6 sy hop tac chat ché voi Giam doc
marketing dé c6 thong tin vé san pham, cic chwong trinh marketing vi phong
marketingdua ra chinh sach, chuong trinh con phong ban hang sé dam nhiém viéc
thuc thi.
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- Phong nghién ciru va phéat trién: dé tim hiéu vé khuynh huéng khach hang, thi
truong, san pham. ..
- Phong san xuat: hop tac trong viée 1ap ké hoach du bao tiéu thu, san xuat dé dap
mg nhu cau thi truong, tranh tinh trang thiéu hay thira hang. Ngoai ra, Giam ddc
ban hang con phai diéu hanh kénh thdng tin phan héi tir thi trudng voi bd phan san
XUat dé cai thién chat luong san pham.
< Quan hé bén ngoai: Giam dbc ban hang thiét 1ap va duy tri cic méi quan hé
bén ngoai doanh nghiép. Pay duoc xem 1a mot trong nhimng cong viéc can
dugc Giam ddc ban hang quan tam. Cac mbi quan hé bén ngoai vé co ban c6
thé phan thanh nhu sau:
- Céc nha cung cép.
- Nha phan phdi, dai Iy tiéu thu san pham, khach hang.
- P6i thu canh tranh: c¢6 thong tin vé thi truong, khach hang... Tuy nhién, Giam
dbc ban hang can than trong trong nhitng méi quan hé nay.
- Cé4c t6 chirc doanh nghiép, hiép hoi: mang dén co hoi gisi thiéu cong ty, san
pham, cac co hoi hop tac kinh doanh...
- Céc t6 chire chuy@n mon: cac to chirc dao tao huan luyén, cung cip dich vu. ..
3.3 Nhirng khac biét giira nhan vién ban hang va Giam ddc ban hang
Diéu gi s& xdy ra khi mot nhan vién ban hang dyoc dé bat 1am Giam déc
ban hang? Thong thudng, cac dirc tinh can c6 dé 1a mot Giam ddc ban hang gioi
khéc xa so v&i nhitng diéu d6 cia mot nhan vién ban hang, dic biét 12 vé& cong viée
va trach nhiém. Nhiéu thay ddi s& dén v6i mot Giam ddc ban hang vira dugc dé
bat. Mot s6 thay doi dugc nhan ra ngay tic thoi: phong lam viéc riéng, ting luong,
chic vu méi, quyén diéu hanh d6i v6i nhan vién ban hang... va ca “sép” méi.
Giam ddc ban hang phai thich nghi v&i nhitng thay ddi méi ndy. Cac khéac biét
gitta nhan vién ban hang va Giam ddc ban hang duoc phan loai theo nhimg tiéu

chi sau:
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- Muc tiéu: muc ti€u cua nhan vién ban hang la muc #i€u ban hang cua ban thin
trong khi muc tiéu cia Gidm déc ban hang l1a muc tiéu ban hang (doanh thu, lgi
nhudn...) ciia toan bg phdn, cong ty.
- Trach nhiém: trach nhiém chii yéu ciia nhdan vién ban hang 1a tim kiém khdch
hang, tang doanh thu trongkhu viee, sdan pham minh dwoc phdn c¢éng phu trach.
Gidm déc ban hang chju trach nhiém phat trién Iyc lwong ban hang, phat trién
nhitng co héi, quan hé kinhdoanh trong dai han.
- Quan hé: nhdn vién ban hang thuong lam viéc doc lap va thuong chi guan tam
dén diém manh, diém yéu cia ban than. Gidm déc ban hang ngoai ban thdn, phdi
hiéu 1 vé cdc nhan vién ban hang dé dwa ra cdc chirong trinh phét trién phl hop.
Gidm doc ban hang con phdi thiét ldp cdc moi quan hé tot véi cdac Gidm doc
phong ban khac.
- Vai tro: Giam doc ban hang phdi théng qua cdc nhédn vién ban hang dé dat dwege
Muc tiéu. Piéu nay doi héi Gidm doc ban hang phdi thiét ldp muc tiéu cho cac
nhan vién ban hang, tao ra duoc su hop tac cua ho, hé tro d@é ho dat duoc muc
tiéu dé ra.
- Qudn Iy hanh chinh: Gidm doc ban hang 1a mét thanh vién qudn tri ciia cong ty
va dwong nhién phdi thuc hién cdc cong viéc vé quan Iy hanh chinh doi véi bo
phdn ban hang.
- Ky ndng y8u cau cho céng viéc: nhan vién ban hang can kién thirc chuyén mon
dé hoan thanh cong viéc. Gidm déc ban hang, ngodi Kién thire chuyén mon, can
phdi dwoc bé sung nhiéu ky ndng khdc nhw truyén dat, hoach dinh, 13nh dao,
khuyén khich, hudn luyén.
3.4 Lya chon nhén vién ban hang dé bo nhiém GPBH

Hau hét cac nhan vién ban hang déu c6 udc mo s& duoc thing tién 1én
Giam dbc ban hang sau thoi gian 1am viéc. Lua chon nhan vién ban hang dé b6
nhiém Giam dbc ban hang 12 mot chinh sach wu Vviét, mang tinh khuyén khich,
dong vién cao vé su cong hién, gin bé lau dai cua luc luong ban hang, dic biét

trong tinh hinh thi trudng lao dong hién nay, nghé ban hang dugc danh gia 1a c6 ty
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Ié nhan vién dich chuyén, thay d6i noi 1am viéc nhanh nhat. Qué trinh lya chon
nhan vién ban hang dé bo nhiém Giam ddc ban hang gom 3 budc chinh:

- Xdc dinh nhitng tiéu chudn lya chon thich hop.

- Xac dinh cac vng cu vién c0 kha nang.

- Tham khdo y kién véi cap quan tri.

3.4.1. Xac dinh nhirng tiéu chuan lya chon:

Mot Giam dc Ban hang can c6 cac pham chat va kha niang sau:

- Hoai bdo tro thanh Gidm doc ban hang.

- Thién chi mong mudn chia sé théng tin.

- Khd néng giao tiép, tao moi quan hé.

- Tinh thdn 6 chire va Ky ludt trong céng viéc.

- Kha nang lam viéc nhom hiéu qua.

- Khd néng trinh bay y kién, thuyét phuc.

Pé 6 thé chon dugc Giam ddc ban hang, trudc hét phai xac dinh dugc cac tiéu
chuan chon lua, co ban c6 thé str dung mot trong hai cach:

- Dua ra cdc tinh cach va thdi do vng xu: cac diém sau c0O thé duoc xem xét dé
dwa ra tiéu chuan chon lya Gidm doc ban hang:

+ Két qua ban hang: doanh so, loi nhudn, ty 1é dat muc tiéu dé ra.

+ Tinh cach: sang tao, kha ning suy xét, phdan dodn, sw thuyét phuc, kién tri.

+ Tinh cach qudn 1y: tinh nhdt qudn, sw phu thugc, théngminh.

+ Nhan than: tinh trang hén nhdn, dién mao...

+ Sikc manh trong t6 chirc: da 1am viéc véi mét Gidm doc ban hang thanh cong,
thoi gian [am viéc, kinh nghiém.

+ Dinh hwéng quan tri: khd ndang qudn Iy thoi gian, thdi d¢ doi véi chinh sdch
cdng ty, mong muén thdng tién.

+ Trinh dé chuyén mon : bang cdp.

- Sir dung tiéu sit: chia cdc nhdn vién ban hang thanh cac nhdm dua frén tinh céch
ca nhan va chon ra nhitng nhém wu tién, phit hop véi yeu cau cia doanh nghiép

dé lwa chon iing vién.
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3.4.2. Xac dinh cac wrng vién:

Céc tiéu chuan dbi véi Giam ddc ban hang can duoc pho bién rong réi trong
lyc luong ban hang. Piéu ndy sé& kich thich, dong vién cho céc nhan vién ban hang
phan d4u va khi vi tri trong thi doanh nghiép dé dang xac dinh duogc cic tmg vién.

Sau khi xac dinh dugc cac ung vién, doanh nghiép sé& thuc hién phong van
nodi bd dé chon ra g vién phi hop nhat cho vi tri nay.

3.4.3. Tham khdo  kién:

Dé ra quyét dinh, cap 14nh dao thuong tham khao y kién tir nhiéu nguon:

- Trong rdt nhiéu truong hop, ¥ kién ciia nguwoi tién nhiém dwgc xem xét.

- Tir chinh luc luong ban hang hién tai.

- Phong nhéan su.

- Gidm déc cdc phong ban.

- Kh&ch hang cia doanh nghiép.

3.5. Qua trinh chuyén tiép tir nhan vién ban hang tré thinh GPBH
3.5.1. Nhirng khé khian thwong gap:

Mot trong nhimg kho khin 16n nhat doi véi Giam ddc ban hang méi l1a
thiéu cac k¥ ning, nang luc quan 1y. Piéu nay doi héi Giam déc ban hang méi can
hoc hdi, trang bi cac nang luc, thai d6 va k§ nang quan 1y luc luong ban hang.

Ngoai ra, cong ty thudng mong mudn Giam ddc ban hang méi thich nghi va
lam ¢6ng viéc méi hiéu qua ngay. Tham chi, nhiéu trudng hop ho nhan dugce qua
it su hd tro tir phia cong ty. Cac khda dao tao cung cap cac ki ning méi can thiét
cho cdng viéc c6 thé dén sau vai thang. Nhiing diéu nay dua cac nha quan Iy méi
vao tinh hudng “boi hay chim”, tao ra cc cing thang dang ké.

Mot s6 cong ty dé tranh tinh hudng ndy thuong bé nhiém Giam ddc ban
hang mé&i vao nhitg khu vuc nhé 1di sau chuyén dan sang khu vyc 16n hon sau
mét thoi gian ho thuc hién tot cong viéc. Mot s6 cong ty khac to chic nhitng khoa
huin luyén k¥ ning quan Iy cho nhan vién ban hang tiém ning, dua ra quy trinh
phét trién, v6i viéc bo nhiém & vi tri tro 1y cho cac Giam dbc ban hang trudc khi

trg thanh Giam ddc ban hang hoat dong doc lap.
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3.5.2. Pé thanh cong trong qué trinh chuyén tiép:

Pé thanh cdng trong qué trinh chuyén tiép thuong duoc xem 1a kho khin
nhat, Giam déc ban hang mai can ¢ thai ¢ hoc hoi: san sang hoc hoi, thay doi,
thich nghi, tim kiém su hd trg khi can.

Céac Giam dbc ban hang c6 nhitng nhin nhan vé coéng viéc quan Iy & vi tri
méi trude d6 thudng s& thich nghi v6i vi tri méi nhanh hon. Ho sin sang cho cac
tinh hudng khac v6i nhitng gi ho da 1am trude d6. Cac k§ nang, chuyén mdn c6 ich
trong nhiéu tinh hudng, nhung khong phai 14 tat ca. Ho chap nhan cac 15i c6 thé
xay ra, vi day la diéu khong thé tranh khoi trong qua trinh hoc cong viéc mai. CAc
Giam dbc ban hang mai can tim hiéu trach nhiém, cong viéc méi thay vi tiép tuc
nhiing cong viéc trude day.

Tranh thay d6i qua nhiéu dbi véi mdi trudng cong viéc méi. Piéu ndy co
thé gy ra sy chong lai tir cac nhan vién dudi quyén va cac thay doi do cé thé
khéng phu hop khi nha quan trji chua hiéu rd hoat dong.

Céu héi on tap: 1/ Hay néu nhirng nhiém vu cia Gb BH?
2/ GDBH gip nhirng khé khin va ap lwe gi?
Chwong 4: QUAN LY NANG SUAT CUA LUC LUQONG BAN HANG
Muc tiéu : Chuong nay nham cung cip cho sinh vién kién thirc vé:
- Nding sudt ban hang cia luc lirong bdn hang.
- Cdc phuong phdp nédng cao ndng sudt ban hang.
- Thiét ké cdc khu viee ban hang hiéu qud.
4.1 Ning suit ciia lye lwgng ban hang

Ning sut cua luc luong ban hang 13 két qua 1am viéc cua lyc lugng ban
hang c6 xét dén yéu td chi phi cia mot khu vuc nao d6. Hién nhién la Giam déc
ban hang luén quan tdim dén viéc 1am thé nao dé tang ning suit ban hang trong
mét khu vire ndo d6 ma khong 1am ting chi phi mot cach twong timg. Pé 1am dugc
diéu d6 Giam ddc ban hang thuong phai tim cach dé tra 16i nhitng cau hoi sau day:
- C6 nén ting thém sé lwong nhan vién ban hang dé bao phii toan khu viee hay giiv

nguyén sé liwong nhdn vién ban hang va tang hiéu qua ciia ho?
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- Néu giit nguyén liee lieong bdn hang dé th nén phan céng nhw hién tai hay thay
doi tréach nhiém ciia ho (thay doi khdach hang, san pham phu trach, cdch tiép cin
khéch hang...)?

- Néu thay doi s6 lieong nhdn vién trong khu viee thi phan cong lai nhuw thé nao dé
dat dwoc ndng sudt ban hang cao nhat?

C6 nhiéu cach dé ting ning suat, chang han nhu:

- Qudn Iy thoi gian hiéu qua dé tang thoi gian fim Kiém khach hang mdéi.

- Phan chia hiéu qud hon né Iuc danh cho khach hang dé ting doanh s6.

- Phan chia lgi khu viee ban hang dé tao thudn loi cho Viéc phdn chia cdc né lyc.

- Hé tro khdch hang trong khu viee (khach hang 1a nha san xudt) cdi thién ndng
luec kinh doanh, tang luong ban ra thi truong tir do tang luong mua hang tur cong
ty.

Giam ddc ban hang dua trén viéc danh gia, phan tich tinh hinh khu vuc dé ra
quyét dinh ap dung cach nao trong nhitng cach néu trén va cé thé sir dung nhiéu
hon mot cach dé ting ning suat ban hang tai mot thoi diém nhét dinh.

4.1.1 Tang thoi gian hiru ich:

Trong cdng viéc hang ngay, nhan vién ban hang ngoai thoi gian giao tiép
truc tiép v6i khach hang, ho con phai thuc hién nhiéu cong viéc khac nhu hop
hanh, béo cdo, di lai, chd doi... Néu nhan vién ban hang quan 1y thoi gian hiéu
qua sé& co thé tang duogc thoi gian giao tiép truc tiép voi khach hang. Giam déc Ban
hang can nhan ra dugc nguyén nhan gay lang phi thoi gian, dua ra giai phap dé
tang thoi gian ban hang hiru ich va ting doanh sb ban hang. Thong thuong thoi
gian bi 1ang phi la do:

- Quan Iy théng tin, dir liéu kém: Nhan vién ban hang st dung qué nhiéu thoi
gian trong viéc xir ly cac thong tin vé khach hang, s liéu bao cao ban hang, quan
ly gidy to..., nén 1am giam thoi gian tiép xtc ban hang truc tiép. Viéc ung dung
tién bo k¥ thudt voi cac phin mém ban hang gilp cai thién dang ké trong cac cong
viéc quan ly hanh chinh.

- Chao hang khéng hiéu qua: thuong viéc chao hang khéng hiéu qua la do:
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+ Sdp xép khu vuc tham viéng, chdo hang khdng hiéu qua 7am cho nhan
vién ban hang mat nhiéu thoi gian di lai. Mot trong nhitng gidi phdp thuong dwoc
Gidm déc ban hang ap dung (cho hang tiéu dung) la phan chia khu viee bdn hang
theo ving/ mién dia 1y cho nhan vién ban hang trong timg ngay trong tuan. Nhdn
vién ban hang phu trdch sé tham viéng, chdo hang cho tdt ca cdc khach hang
trong khu viee vao ngay do.

+ Thoi gian cho doi: viéc cho doi khdach hang cho méi ldn chdo, ban hang
la viéc khéng thé tranh khéi ciia nhan vién ban hang. Tuy nhién, nhan vién ban
hang c6 thé gidm duwoc thoi gian cho doi, mét trong nhitng cdch hiéu quad 13 nén
goi dién hen gdp va Xac nhan thoi gian trudc cudc hen.

+ Sai khach hang: mér trong nhitng 13ng phi 1a viéc dau tw thoi gian, cong
stk vao mgt khach hang khdng hé quan tam, khéng cé nhu cau, khéng cé kha
ndng mua San pham ciia c¢éng ty. Tuy nhién, ddy la diéu khé tranh doi véi nhan
vién ban hang. Dé giam thiéu rii ro, nhdan vién ban hang can Am hiéu mét sé
théng tin co ban vé Khach hang trueée khi hen chdo hang.

- Nhitng théi quen xdu ciia nhdn vién ban hang: thiéu t6 chirc, ky luat trong
cong viéc, nhiéu hoat dong du thrra. .. Dé cai thién, c6 thé st dung cac bién phap
nhu:

+ Xac dinh muc tiéu rd rang cho cac hoat dong.

+ Dua ra nhitng cong Viéc, hanh dong wu tién.

+ Tim ra nhitng hanh dong khéng can thiét.

+ Pinh ra mét s6 bién phdp chudn cho mét sé truong hop, vin de.

+ Hoan thién nhitng bién phap do.

Thoi gian hitu ich cta nhan vién ban hang dugc xac dinh theo phuong trinh:
STt = TWt— (ATt + TTt)
Voi:

STt: thoi gian ban hang hitu ich trong thoi ky t (bao gdm thoi gian lap ké
hoach va thoi gian giao tiép truc tiép véi khach hang).

TWi: tong s6 thoi gian 1am viéc trong thoi ky t.
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ATt: thoi gian quan 1y hanh chanh (hop hanh, bao céo...) trong thoi ky t.
TTt: thoi gian di lai can thiét trong thoi ky t.
Thoi gian ban hang hitu ich c6 thé tang 1&n theo 3 cach:

- Tang thoi gian 1am viéc, giam thoi gian danh cho c& nhan.

- Giam thoi gian quan ly hanh chinh.

- Giam thoi gian di lai gitra nhirng khach hang.

4.1.2. Tao ra nhirng nd lwc hi¢u qua hon:

Ngoai viéc cai thién thoi gian hiru ich, Giam ddc ban hang can 1am viéc vai
nhan vién ban hang dé giup ho phan chia nd luc ban hang giira cic nhém khach
hang, ca nhan khach hang dé téi da hoa doanh sé ban hang.

- Tqo ra nhitng né lic tot nhat: sit dung cach tiép can bién té cho cac cudc
chao hang, vuot qua s6 ndy, nd luc khong tao thém gi4 tri ban hang.

Xem bang 4.1 ta thay:

NG Iyc t6t nhat doi vai khach hang X: 4 1an chao hang.

NG Iyc t6t nhét véi khach hang Y: 5 lan chao hang.

NG Iyc t6t nhét véi khach hang Z: 7 lan chao hang.

Trong thyc té, bién phap nay thudng dugc ap dung cho ting nhom ddi tuong
khéch hang. Tuy nhién, viéc xac dinh chinh xac nd lyc t6t nhat 1a khong don gian
va thuong mang tinh chu quan.

Bdng 4.1: S6 1an chao hang va Doanh sé ban hang

S6 1an chao hang | Doanh s6 ban hang dat duoc

KH X KHY KH Z
1
2 2.000 4.000
3 2.400 6.000 3.000
4 2.500 7.000 4.000
5 2.500 7.500 4.800
6 2.500 7.500 5.300
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7 5.400
8 5.400

- Phuong phap phdn logi khach hang theo ABC:

“Tao nhiéu thoi gian va nd luc hon cho nhitng khach hang tét nhat cta ban”.
Phan nhom khéch hang theo thir hang A, B, C dua trén mtc d6 dong gop doanh sb
ban hang cua khach hang, vi du nhu sau:

15% luong khach hang tao ra 55% doanh s6 (khach hang A).

20% lugng khach hang tiép theo tao ra 30% doanh s ban hang ( khéch
hang B).

65% luong khach hang con lai chi tao ra 15% doanh sé ban hang (khach
hang C).

V6i viéc phan nhoém nay, nhan vién ban hang s& phan bo nhimng nd lyc, thoi
gian, cac chuong trinh khuyén méi ban hang, tiép thi... theo mirc d wu tién cho
cac nhom khéch hang véi sé lugng it nhung tao ra doanh s 16m.

DPiém yéu cua bi¢n phap nay la xac dinh mic d6 uu tién, phan bd nd luc ban
hang dua trén két qua kinh doanh hién tai ma khong quan tdim dén phat trién
nhitng co hdi tiém ning trong twong lai.

- Phuong phdp dau tuw: Cac khach hang dugc phan loai theo doanh sé tiém
nang va vi thé ban hang caa cong ty d6i véi khach hang do.

Bdng 4.2: Vi thé ban hang ciia cong ty d6i véi khach hang

| Cao | Manh | Yéu
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Tinh h?ip dan:

Cao: doanh sé tiém ning
cao, vi thé ban hang cua
cong ty manh

Phan b nd luc:

Lén

Khéch hang lén

Tinh hap dan:

Cao: doanh sb tiém ning
cao, vi thé ban hang yéu
Phan bé nd luc:

Lén, 1am manh vi thé ban
hang

Khach hang trién vong

Thap

Tinh hap dan:

Vira: do vi thé ban hang
Mmanh

Phan bd nd luc:

Trung binh: duy tri vi

thé ban hang.

Khéach hang virng chic

Tinh hap dan:

Thap: doanh s6 tiém
nang thap, vi thé ban
hang yéu.

Phan b6 nd luc:

Thap: giam dan nd lyc.

Khéach hang yéu

4.2 Ting ning suat thong qua phan chia khu vue

4.2.1 Phén chia khu vee

Phan chia khu vuc ban hang 1a phan nhdm cac khach hang theo Ianh thé dia

ly, san pham, loai khach hang nham phan céng nhém nhéan vién ban hang phuc vu

mét cach hop 1y, dua ra cac chuong trinh ban hang hiéu qua. Giam dbc ban hang

phan chia khu vuc ban hang nham muc tiéu:

- Pam bao rdng khach hang nhdn dwoc sw quan tdm, phuc vu t6t, cdc nhéan vién

ban hang thuc hién dii sé lan tham viéng ban hang.

- Pdnh gid tiém ndng ban hang ¢ mot khu viee va nhan vién bdan hang khai théc co

héi phat trién t6i da doanh sé ¢ khu viee do.

- Kiém sodt chi phi, danh gid, diéu chinh hoat déng ciia nhdn vién ban hang.
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- Nhom nhéan vién phu trdach khu vuc thuc hién cac chuong trinh, chinh sach ban
hang hiéu qua.
Khu vue ban hang sé& duoc thay d6i khi:
- T&i Cdu triic cong ty: khi c¢é viéc hop nhat, tich cong ty, dwa ra san pham, nganh
kinh doanh méi, cdt bé sin phdam, thay déi chién lugc, khich hang thay déi
cachthize kinh doanh, cdc hoat dong ciia doi thii canh tranh...
- Téng, gidm I6n véi s6 lwong khdach hang, khéi liong cong viéc trong mét hodc
vai khu viee ban hang.
- Khi danh gid c¢é sw thay doi tiém ning ban hang trong cac khu vae.
4.2.2. Phan chia lai tit ca khu vue:

Phén chia c&c khu vuc ban hang dugc thuc hién thong qua 6 budc can ban:
Buwoc 1: Lua chon don vi hoach dinh co ban

Pon vi hoach dinh co ban 13 don vi nho nhat duge danh gia vé lugng ban
hang trong mot khu vuc: khach hang/loai khach hang, quan, khu vuc kinh doanh. ..
Buwéc 2: Panh gia luvong ban hang hién tai va tiém ning cta cong ty.
- Xac dinh luwong ban hang hién tai thuc hién voi don vi hoach dinh co ban.
- Xac dinh luwong bdan hang tiem nang voi don vi hoach dinh co ban.
- Xac dinh cong viéc thuc hién voi tung don vi hoach dinh co ban.
Buwéc 3: Phan chia khu vuc ban hang theo lwong ban tiém ning: Giam déc ban
hang phan chia cac khu vuc ban hang thanh céc khu vuc vai tiém ning ban hang
turong d6i ngang nhau.
Buéc 4: Diéu chinh thiét ké: Giam ddc ban hang xem xét diéu chinh viéc phan
chia khu vuc theo cac yéu to khac ngoai lugng ban tiém nang nhu: chi phi, khoi
luong cong viéc...
Buéc 5: Panh gia nhiing van dé nhan sy ban hang: Xem xét dén cac yéu to cia
nhan vién ban hang: mdi quan hé sin c6 véi khach hang, kién thirc ciia nhan vién
ban hang dap tng yéu cau khach hang, di chuyén.
Buwéc 6: Hoan tat thiét ké: Thao luan véi luc luong ban hang, xem xét cac yéu to

hanh chinh cubi cing, dé trinh I&n cap cao hon va trién khai thyc hién.
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Céu 0n tap:
1/ Hay xé&c dinh cac yéu t6 anh huong dén ning suit cta hoat dong ban hang?
Giai thich vi sao? Cho vi du

2/ Pé xuét cac giai phap dé nang cao ning suat ctia hoat dong ban hang?

Chwong 5: XAY DUNG DOI NGU BAN HANG
TUYEN DUNG VA LUA CHON

Muc tiéu: Bai nay s& gitip cho sinh vién nam viing nhitng van dé nhu sau:
- Cac nguon tuyén dung.
- CA&c yéu cau khi tuyén dung.
- Cdc phuwong phdp tuyén dung.
- Qua trinh lya chon.
- CAc tiéu chudn, phuwong phdp dwoc sir dung trong qud trinh tuyén chon.
5.1 Cac ngudn tuyén dung

Pé c6 duge luc lugng ban hang dap tmg tot nhu cau cong viéc vé s6 luong va
chat lugng thi ngay tir khau tuyén dung ching ta phai xac dinh duoc thi truong lao
dong noi doanh nghiép can nhéan lyc c6 nhitng ngudn cung cap lao dong nhu thé
nao. Sau day 1a nhimg noi cung cap nhan luc cho luc luong ban hang:

5.1.1. Cong ty:
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Pay 1a ngudn nhéan lyc kha dic biét vi ho dang 1am tai cong ty véi mot vi tri
cong viéc khac nhu thu ky, k§ su, tha kho... va duoc chuyén qua bo phan ban
hang. Ngudn ndy c6 lgi thé 1a d4 1am viéc tai cong ty nén rat viing vé chinh sach
va san pham cua cong ty; mit khac, ho ciing da dugc danh gia qua cong viéc va
chimg t6 minh kha phu hgp vai vi tri cong viée kinh doanh.

Tuy nhién, viéc tuyén dung nhitng nguoi ndy c6 thé vudng phai mot s6 kho
khan nhu phai tuyén ngudi khac thay thé vi tri ciia ho hay ngay ban than ho khong
ddng tinh v&i quyét dinh chuyén sang bd phan khac; va doi khi ho ciing co thé
khong thanh céng ¢ cuong vi méi -nhu vay thi coi nhu sy nghi€p cia nhling nguoi
nay s& kho khian hon. Cong ty khi tim nhimg ngudn tuyén dung thi can can nhic

Ky ngudn nay.

5.1.2. C4c té chirc truwong hoc:

Pay ciing 12 mot ngudn kha phong pht néu cong ty c6 sy dau tu va c6 chinh
sach tuyén dung phl hop. Ngudn nay dugc thiét 1ap dwa trén mdi quan hé giita
cong ty va cac truong hoc tai dia phuong. Rat nhiéu cong ty da tuyén dung sinh
vién nam cudi hay cac sinh vién lam ngoai gio dé trg thanh nhiing ngudi ban hang
thuc thu. Céc cong ty thuong chon ra nhitng trudng hoc ¢ danh tiéng va mdi quan
hé t6t dé 1én chuong trinh tuyén dung cuy thé.

Hang nim, cic cong ty nhu P&G hay Unilever ciing tuyén cic Quan tri vién
tap su 1a sinh vién dé huan luyén ho tré thanh nhimg dai dién ban hang trong
twong lai. Tham chi mot s6 cong ty cOn manh dan dau tu vao mot sb sinh vién co
thanh tich tdt trong hoc tap va tu chat tot dé tuyén vao luc luong ban hang cua ho.

5.1.3. C4c ngudn tir nén cong nghiép:

Pay la dang tuyén dung nhéan sy ngay tir nhitng cong ty ddi thu, cong ty kinh
doanh c6 tinh chat twong ty hay tir nha cung cap, tir khach hang.

Céc cbng ty canh tranh va cac cong ty kinh doanh ¢ tinh chdt tiong tir (vé
cach thize phan phéi hay linh viee hang héa — dich v : Ngudn nay kha dic trung

v6i tinh chat luan chuyén nhan sy tir chinh nhitng cong ty canh tranh nhau. Piéu
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ndy qua 1a phtic tap vi nhan sy bi hap din boi lvong bong hay chinh sach dai ngod
clia cong ty d6i thu da vé dau quan cho ho. Nhitng ngudi ndy s& dem ca kién thirc,
kinh nghiém va khéach hang vé dé 1am viéc cho cong ty ddi thu —diéu ndy co 18 s&
gay ra mot s6 van dé khong hay. Ngudn tir cic cong ty c¢6 hoat dong twong tu
chang han nhu cung linh vyc hang tiéu dung nhanh (nguoi dai dién kinh doanh
cho cong ty sira c6 thé chuyén qua cong ty nude giai khat) hay cing phuong thirc
phan phdi (thué nhan vién cé kinh nghiém trong viéc phat trién hé thong dai 1y) s&
gilp cbng ty tan dung dugc ning lyc s¢ truong cua ho dé gia ting thi phan va loi
nhuan. Tuy nhién, c6 thé gap nhiing kho khin nhu ho ¢ nhiing thoi quen va cach
thire 1am viéc khong that sy phu hop véi moi trudng méi va ciing la nhiing ngudi
it trung thanh. Pay 1a nhitng van dé thuong gip phai khi tuyén dung nhan su tir
nhitng ngudn ndy nén cdng ty can than trong can nhéc va lya chon cho phl hop.

Nha cung cdp/ khach hang: Nhiig nguoi nay thuong cé kinh nghiém nhét
dinh va ciing 12 mot ngudn nhan sy khi tuyén dung. Tuy nhién, can xem xét ky
nhitng cai loi khi tuyén dung nhiing nguoi ndy va nhing khé khian ma doanh
nghigp s€ gap phai.

5.1.4. C4c nguon khac:

Qudng cdo truc tiép: Pay 1a cach thirc kha thong dung dé tim nhan su. Piéu
quan trong 1a can xac dinh rd cac yéu cau tuyén chon khi ding tai trén cac phuong
tién thong tin chii yéu 13 béo chi. Cach xay dung ndi dung mot ban dang tuyén trén
bao chiing ta s& duoc thuc hanh ngay trong bai ndy ¢ phan bai tap.

Cdc Trung tdam tw van va gidi thiéu viéc 1am: Khi can nhan lyc ching ta ciing
nén gd cira nhirg noi nay. Trung tim thudng c6 ngudn nhan lyc kha doi dao va co
thé gitip chiing ta nhitng budc so tuyén dé d& mat cong trong qua trinh tim nguoi.
Mt khac, Trung tim ciing c6 thé 161 kéo giup ta nhimng nguoi gidu kinh nghiém
(ma ngay nay ngudi ta thuong quen goi 1a “sin dau nguoi”).

5.2 Lua chgn
Lua chon nhan sy cho luc lugng ban hang thuong tuan thua quy trinh nhu sau:

5.2.1. Ban tém tit va hinh thire xin viéc:
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Ban tom tat chtra dung nhing thong tin nhu muc tiéu lam viéc, trinh d6 van
héa va kinh nghiém. Pay 1a budc sang loc dau tién cia ngudi quan 1y nham chon
ra nhitng ngudi c¢6 kha ning duoc du phong van.

Pon xin viéc cta nguoi du tuyén thudng cung cip nhitng thong tin c6 lién
quan va qua d6 ciing phan nao phan anh ning luc ctia ngudi du tuyén.

Hinh anh cling kha quan trong, dac biét khi can tuyén nhitng vi tri cong viéc
€O chu trong hinh thiec.

Kiém tra su gi6i thiéu: diéu ndy 1a can thiét khi c6 thu gidi thiéu cua cong ty
trudc d6 hay thu xac nhéan thoi gian 1am viéc va nang luc lam viéc. Cac thu nay
mang tinh c& nhan va la théng tin tham khao quan trong cho nha tuyén dung; tuy
nhién ban than nha tuyén dung ciing can kiém tra lai xem cac thong tin c6 chinh
xac hay khong dé c6 quyét dinh dung dn.

5.2.2. Phéng van:

Piéu ma chling ta nén biét 12 néu lua chon tmg vién khdng phi hop s& gy ra
khong it kho khin cho cong ty tir chi phi tuyén dung cho dén nhiing anh huong
khéc vé tam 1y, tinh cam... Do vy, phong van s& gitp chung ta danh gia dtng hon
nhitng ngudi duoc lwa chon dé bd nhiém vao luc lwong ban hang. Phong véan
thudng c6 cac budce nhu so tuyén va chuyén sau dé tim ra nhan su t6t nhat.

Muc tiéu cua phong vén 1a:

- Panh gia tiéu str, gido duc va kinh nghiém cua tng vién.
- Tim ra dong co 1am viéc va y chi cau tién trong cong viéc.
- Sir can bang vé tam ly.

CAac cudc phong van so tuyén va di vao chiéu sau ¢ 1an ké tiép vong hai hay
ba déu nham khdm pha nim diém quan trong nhu sau:

(1) Su can bang: S6 1an chuyén chd 1am, viéc thay d6i chd ¢ hay noi hoc hanh, su
quan tdm va s thich dugc duy tri bao lau, su dé thich nghi va hoa nhap vé vin hoa
Xa hoi.

(2) Su can cU: Su tién bd déu din trong cdng viéc va mic luong; 1am viée theo 18

thoi ¢6 san hay thich su sang tao; sy cham chut trong cong viéc va su chuyén can.
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(3) Pong co: Ngudi tmg vién co dong co kiém tién, thang tién nhu thé nao; quan
niém vé nghé ban hang, dong co thay doi noi lam viéc hay vi tri cong viéc.
(4) Tinh Kkién tri: Cach thirc vugt thir thach trong cong viéc va cudc séng; viéc duy
tri cong tac va hoc tap nhu thé nao; kha ning chiu dung va giai quyét khé khan.
(5) Kha nang hoa nhap: Ung vién ¢ ting tham gia nhitng hoat déng mang tinh tap
thé hay x4 hoi hay khong, su than thiét véi dong nghiép cii, sy thanh cong trong
giao tiép, quan hé gia dinh — ban be...
% Phdng vdn cd nhan lan dau (so tuyén):

Qua trinh phong van ca nhan 12 qua trinh giao tiép hai chiéu ma ¢ dé nguoi
g vién tim hiéu vé cong ty ciling nhu nhitng doi hoi cuia cong viéc; mit khac nha
tuyén dung ciing s& tim hiéu va danh gia vé ning lyc ciia tmg vién. Tai lan phong
van dau tién ndy, nha tuyén dung s& chua trong vé hinh thtc, k§ ning giao tiép va
mg xir ctia tmg vién. Thém vao d6, nha tuyén dung sé& ¢ nhitng cach thirc phong
van dé danh gia ning luc, chuyén mon, kinh nghiém dé xem xét nhiing tmg vién
phU hop véi vi tri tuyén dung.

Céc cong ty thudng dua ra mot s6 tiéu chuan dé loai bo tmg vién nhu:

- Ung vién it chl y dén céng ty hay cong viéc (khong dét cdu héi vé cong ty, khong
héi vé cong viéc).

- Ung vién dén tré, it chii y dén an mdc, dang diéu, tac phong.

- Quan hé va ing xir chuea tot thé hién qua kj ndng giao tiép.

- CO sy gidu diém hay néi sai s thdt.

Viéc phong van ca nhan rat quan trong khi Iya chon nhan vién ban hang vi
qua lan phong véan so tuyén ndy, chling ta s& chon loc duoc nhimng ca nhan c6 kha
nang giao tiép tot, ngoai hinh phl hop va chimg t6 duoc su yéu thich cong viéc.

Ngoai ra con ¢ mot sé cdu hoi mang tinh chat c4 nhan nhu hoi vé viéc hoc
tap, cac thanh tich trong quéa khir va nhimg diéu quan tim hién tai. TAt ca nhing
diéu nay duogc thuc hién trong 1an phong van dau tién nhiam chon ra nhimng nguoi

tiém nang nhat cho dot phong van ké tiép.
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Mot sb cong ty khong dung cach phong véan truc tiép qua giao tiép, ho ap
dung cach phong van theo kiéu thi cir. Cac img vién duge moi dy so tuyén s& cling
lam bai trac nghiém kién thic tong quat (theo kiéu kiém tra IQ) trong mot khoang
thoi gian nhat dinh. Nha tuyén dung s& can cr trén két qua dé Iya chon nhiing
ngudi vao vong ké tiép. Tuy nhién, cach phong van ndy s& triét tiéu Sy sang tao va
kha nang ching t6 ban than cta nhitng nguoi ban hang ¢ kinh nghiém.

% Phdng vdn di vao chiéu sdu:

Cudc phong van nay thuong dugc thuc hién tai cong ty hoac noi lam viéc
chinh thirc. Nguoi phong van lan nay thuong 1a nguoi quan 1y tryc tiép trong
tuong lai ctia ing vién. Muac d6 phong van s& chuyén sau hon, ing vién cin ching
t6 vé nang lyc c4 nhan, cidc cam két va muc dich, kha nang hoi nhap, thich ing va
ky ning giao tiép, xur 1y tinh hudng. Trong cudc phong van ndy, ing vién lubn
dugc tao su thoai mai dé thé hién minh. Nha tuyén dung s& khuyén khich tng vién
tim hiéu vé cong ty, san pham va gilip cho tmg vién tap trung tra 10i cling nhu dat
cau hoi.

Mot sé cong ty sir dung tinh hudng dé kiém tra tmg vién (tinh hudng ban
san pham thyc t&) hay dé cho cac tmg vién cung tham gia dong goép ¥ Kién cho mot
van dé nao d6 lién quan dén hoat dong kinh doanh... qua cach tng xir va dua ra
giai phap cua Gng vién, nha tuyén dung s& chon ngudi phll hop nhat.

Ngoai ra con nhitng cau hoi doi khi nghe c6 vé khong lién quan nhung ky
thuc nha tuyén dung mudn hiéu 16 thém vé pham chat, niang luc ca nhan va cach
thire Gng x1r ciia g vién.

% MGt 56 cdch thirc phong vin:
- Tao ra mét chit cang thang: nguwoi phong vin cé ¥ tao ra nhitng bdt dong hay
phdn bdc dé xem xét phan g ciia ing vién. Viéc nay gitip ching ta danh gid kha
nang vung xur va Xur ly kho khan ciing nhw thai dé cua vng vién khi bj phé binh,

choc gidn.
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- T6 ra hitng ho, thiéu nhiét inh: ngueoi phong van c6 finh ¢6 thai dg nay dé tham
do phdn ing ciia g vién ciing nhw xem xét thién chi cia g vién doi véi cong
viéc va cong ty.
- Tao ra nhitng khodng ngirng hay khodng trong im ling: diéu ndy sé gdy cho vmg
Vién sir boi réi néu ho 1a nhitng nguwoi thiéu kinh nghiém khi giao tiép. Nhitng dot
chuong dién thogi hay nhitng cong viéc khong lién quan lam gian doan cudc
phéng vin nham xem xét thdi do ciia teng vién VA Mikc dé tdp trung ciia ngueoi ndy
khi tiép tuc néi chuyén.
- St dung nhitng cdu héi: ngwoi phong van cé thé dung nhitng cdu héi mé nham
xem xét quan diém va nhitng diéu dwoc trng vién coi trong. Nhitng cdu héi dao sau
gilp sng vién chitng 16 dwoce nang lwc. Nhitng cdu héi ¢é van dé nham kiém tra
thdi do, kinh nghiém va kha nang vng xu.
- Chuyén qua nhitng ni dung khdc: nhiéu nhd tuyén dung khéng di vao trong tam
hay co Anh di xa van dé dé ung vién khong thé chudn bi trudc; qua do, ho hiéu
ing vién nhiéu hon vé tinh cdch, kha nang doi phé véi finh hudng hay mike dg hoa
nhap.

% Pdnh gid sau khi phéng van:

Sau khi dat nhimg ciu hoi phong van, nha tuyén dung thuong ghi chd lai
nhitng thong tin quan trong. Sau ddy 1a nhimng thong tin can ghi lai dé tién cho viéc
lya chon:

- Cur chi' va thadi do cua tng vién.

- An twong ban dau.

- Sw tw tin, sw doc ldp.

- Kha nang lanh dao, kha nang [am viéc nhom.

- Kinh nghiém phu hop ¢ mirc dé nao.

- Thanh tich ndi bdt.

- C6 mdt manh va mdt yéu ndo.

- C6 khd ndng 1&n ké hoach va dé ra chién lwoc hay khong.

- C6 khd ndng phat trién trong nghé nghiép nhu thé ndo.
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- C6 hoai bao va y chi vion lén ra sao.
- Sw vitng vang, chin chdn.

- Su trung thuc va Mire do tin cdy.

- Cam két véi cong viéc va cong ty.
5.2.3. Quyét dinh lwa chon:

Giai doan nay cong ty thuong cé cic cach thirc cu thé nhu: lya chon nhimng
ung vién noi bat nhat voi sb lugng theo dung du kién; hodc lya chon nhiéu hon
mot chat va dua di dao tao nga‘in han va gan loc lai lan nita. Trong truong hop
nhitng ngudi duge lya chon lugt dau tién c6 mot s khong phll hop véi yéu cau
ctia cong viée thi khdng nhét thiét t6 chirc tuyén dung nita ma s& moi nhitng tng
vién c6 kha ning trong cic dot phong van lan trude dé thay thé. Quyét dinh lya
chon rit quan trong do d6 cong ty can dé ra nhiing tiéu chuan lya chon cy thé va
chinh sach hop 1y nhit cho nhiing nguoi duoc tuyén dung.

Cau héi 6n tap

1. Thiét 1ap bang tiéu chuan va cac théng tin mo ta dinh kém cho nhimng cong viéc
sau day:

— Pai dién kinh doanh phat trién dai 1y ctia mot cong ty vat liéu xay dung.

— Nhan vién kinh doanh my pham.

2. Phong van chuy@n sau gilp nha tuyén dung tim hiéu duoc diéu gi noi tng vién?
3. M6 ta mot cudc phong vAn ma ban da ting tham gia (v6i tu cach nha tuyén

dung hay ung vién)

Chwong 6: THU'C HIEN CHUONG TRINH HUAN LUYEN
Muc tiéu: Sau khi nghién ciru xong bai ndy, ngudi hoc s& nim vimng nhiing van dé
co ban nhu sau:

- Yéu cau ctia hudn luyén ban hang.
- Cdc buéc co ban trong tién trinh hudn luyén bdn hang.

- Thuee hién va trién khai mét chwong trinh hudn luyén ban hang cu thé.
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6.1 Yéu cau huin luyén

Yéu cau huan luyén sé& tly thudc vao myc tiéu cia cong ty nhung nhin chung
thi yéu cau cua cong tac huan luyén thuong hudng dén luc luong ban hang hién co
va doi ngli méi tuyén dung.

6.1.1. Pdi véi lwe lwgng ban hang hién tai:

Nhu cau huan luyén dugc xac dinh khi ¢6 nhitng van dé sau:

- Cdc déi thii ¢6 phwong phdp kinh doanh méi doi héi phai hudn luyén kj ndng
ung pho.
- Cdc nhadn vién lam dwoc mét thoi gian co kha nang tri tré va hinh thanh nhing
thoi quen khdng tét.
- Sw canh tranh gay gdt vé thi truong, san phdam va khach hang.
- Cac ky thudt maoi giup nhan vién lam viée hiéu qud hon.
- COng ty c6 chinh sach hodc sdn phdam méi d0i héi nhdn vién phdi nam bat kip
thot.

6.1.2. Pdi v6i nhan vién ban hang méi:

Nhitng nhan vién ban hang méi dugc tuyén dung néu dugc huan luyén day
du thi hiéu qua lam viéc sé cao hon. Muc tiéu chinh cua viéc dao tao nhan vién
ban hang méi 1a: ting cudng kién thirc va kinh nghiém vé kinh doanh, vé cong ty
VA san pham; gitp nhan vién hoi nhap va phat trién kha ning trong méi trudng
moi.

Nhan vién ban hang méi thuong duoc yéu cau huan luyén theo céc cach thirc
nhu sau:

- Cach chim hodc néi: Nhdn vién dwoc giao khu viee ban hang va nha qudn tri ban
hang hay nguweoi hudn luyén thiee té sé chiu trach nhiém hudn luyén nhan vién nay.
Sau mét khodng thoi gian ngdn, nhitng ngwoi viea méi dwoc tuyén dung va hudn
luyén nay sé truc tiép giao dich véi khdach hang, nha qudn tri sé€ gidm sdt qud trinh
nay va dwa ra nhitng danh gié cudi cung.

- Cdc chwong trinh thiét ké: Nhan vién ban hang méi sé duwoc hudn luyén theo mot

chwong trinh thiét ké khd kj cang mang tinh tiéu chudn. Churong trinh ndy sé cung
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Cdp nhitng kj ndng bdn hang Can thiét, théng tin vé cong ty, khdch hang va sdn
phdm.
- Chuwong trinh téng hop: Pugc thiee hién theo cdch thire cho nhdn vién méi thye
tdp 1am viéc trong khodng thoi gian ngdn cé sw gidm sat va hudn luyén ciia ngueoi
phu trach truc tiép, sau khi dwoc danh gia vé ning lec va thdi do, néu dat nguwoi
nhan vién méi ndy sé duwoc giti di dAo tao theo chuong trinh duoc thiét ké theo tiéu
chudn va thoi gian pht hop.
6.2 Thue hién mt chwong trinh dao tao ban hang
Tién trinh huan luyén cho nhan vién ban hang bao gém cac budc sau:

6.2.1. Panh gia nhu cau:

Panh gid nhu cau 1a mot qua trinh trong d6 cong ty tim hiéu nhu cau cia
khach hang dé tir 46 danh gia diém manh diém yéu cta d6i ngii va dé ra muc tiéu
chuong trinh huan luyén mot cach thich hop.

Thong thudng nhu cau dao tao s& phat sinh do céc van dé sau:

- Sir thay doi trong chién luwoc phéi hop, sy ra doi cia san pham mdéi, chinh sdach
moi.
- C4c Vdn dé vé luc lwong ban hang: kha nang dap vmg khdch hang, diém manh,
diém yéu ciia lwc lwong ban hang, sw thiéu hiéu qud trong kinh doanh, cdc vin dé
Can cdi to ve tinh than va céch thire 1am viée...
- Hudn Iuyén cho lwc lieong méi duoe tuyén dung vé ky ning, vé san pham...

6.2.2. Cac muc tiéu cuia chwong trinh:

Chuong trinh huan luyén thuong c6 nhimg muc tiéu chinh nhu sau:

- Tdng cuong kién thire: diéu ndy sé giiip cho nhén vién dap iing nhu cdu cia
khach hang tér hon.

- Nédng cao ndng sudt: nhan vién sé dwoc cung cdp cdc cach thire 1am Viée
hiéu qud hon nhw kj ndang Idp ké hoach, quan Iy thoi gian....

- Nang cao tinh than [am viéc: Thé hién qua sw hai 10Ng Vi cong viéc, moi

triwong va Y chi cau tién. Viéc hudn luyén gitip cho nhan vién hiéu dwoc mirc do

47



quan tam cia céng ty déi véi ho va givip nhdn vién tin twdng gdn bé véi cong ty
hon.

- Cdi thién quan hé véi khdch hang: Cdc chiong trinh hudn luyén luén nhdam
dén viéc ddp img khdch hang ngdy mét tot hon va khai thac tét nhitng méi quan hé
nay dae phuc vu cho loi ich cua ca hai bén.

6.2.3. Panh gia ngudn:

Panh gia ngudn bao gdm cac cong viéc cy thé nhu sau:

- Xé4c dinh nguoi tién hanh huan luyén: Chuong trinh huan luyén s& do nguoi
trong cong ty dam trach hay thué bén ngoai? hay sur dung cach thirc két hop?

Nha huan luyén trong cong ty: 1a nhitng nha quan tri ban hang hay nhitng nhan
vién giau kinh nghiém va nhitng nguoi thudc bo phan dao tao. Tuy nhién can luu y
la khdng phai ai ciing c6 kha ning truyén dat.

Nha huan luyén bén ngoai: thudng 1a cac cdng ty chuyén vé dao tao s& cung cip
cac chuong trinh theo yéu cau tir phia cong ty, ngudi huan luyén thudng 1a nhiing
ngudi gidu kinh nghiém va c6 kha nang truyén dat tét; tuy nhién can luu y 12 doi
khi chiing ta s& moi nhitng nha huan luyén c6 chat luong khong phl hop véi yéu
cau.

— Xéc dinh dia diém huan luyén

Hudn luyén tai dia diém nao 1a phd hop? Ngay tai tru sé cong ty hoic tai noi
khéc. Viéc chon dia diém cling phan ndo anh hudng dén tinh than hoc tap cua
nhan vién. Ngdy nay cac cong ty thuong chon dia diém huin luyén 1a nhimg khach
san 16n ngay khu vuc trung tdm c¢6 phong hoc dugc trang bi kha hién dai va dich
Vu rat chuyén nghiép hoac tham chi viéc huin luyén co thé dién ra mot cach sinh
dong tai cac khu du lich.

Hudn luyén mang tinh tap trung: chi duoc thuc hién khi kién thirc vé k¥ thuat 1a
yéu cau quan trong, nhan vién c6 trinh do kha tuong dong. Cach huin luyén nay
d0i hoi khoan chi phi kha cao va sy tinh toan hop 1y vé thoi gian ciing nhu b tri

cong viéc.
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Hudn luyén phan tan: ap dung ngay trén cdng viéc c6 ngudi huéng dan hay cir
nhan vién di hoc cac chuong trinh phi hop. Cach huan luyén ndy tiét kiém dugc
chi phi nhung lai kho do luong két qua.

— Xac dinh thoi gian huan luyén: Nha quén tri phai xac dinh nhu cau dao tao
& cac vi tri khac nhau va cac khu vic khac nhau dé lia chon thoi gian huan luyén
cho phl hop, chang han Triump Vietnam thuong to chic huan luyén hang nim
cho cac nhan vién ban hang truc tiép vé kj nang ban hang va cac mat hang méi,
chinh sach méi véi thoi gian khoang 4 budi.

— Xéc dinh chi phi: Khoan chi phi da0 tao 14 kha dang ké do vay cong ty phai
can nhic va c6 ké hoach cu thé hang nim cho hoat dong nay.

6.2.4. Noi dung chwong trinh:

Noi dung ciia chuong trinh huan luyén thudng c6 hai mang chinh: cung cép
kién thirc va k§ nang.

— V& kién thic: Bao gdm kién thirc vé cong ty (lich sir cong ty, cac chinh
sach, co cdu to chirc, chinh sach ban hang...); Kién thirc san pham (cac dic trung,
tinh chat, vu nhugc diém...); kién thitc vé khach hang (khach hang co théi quen,
nhu cau nhu thé nao? dic trung vé vin hoa...) va kién thirc vé thi trudng (thong tin
vé d6i thu canh tranh, cac xu hudng kinh té, chinh tri tai thi truong).

— Vé k¥ nang: ki niang ban hang, k¥ ning quan 1y thoi gian va khu vuc, k¥
ning giao tiép hiéu qua (nghe, noi, doc, viét), ky ning 1ap va trién khai ké hoach
hanh d6ng nham dat myc tiéu vé doanh sd.

6.2.5. Thue hién chwong trinh:

Céc chuong trinh huan luyén thuong duge 18n ké hoach kha ky cang: trudc khi
bat dau hoc vién thudng dugc phat tai liéu, lich trinh, cac chi dan dé chuan bi.
Trong qua trinh huan luyén ludn c6 cac cong cu hd trg di kém va cac hoat dong du
phong dé viéc huan luyén duogc trién khai that chu ddo. Viéc thuc hién chuong
trinh doi hoi cac cach thirc nhu huan luyén tai chd, huan luyén tai hién trudng,

huin luyén bang vi tinh va ty nghién ctu, huan luyén tai 16p hoc (c6 bai giang,
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thao luan tinh hudng, dong kich va céc tro choi tmg dung) dugc ap dung cho ca
nhan vién ban hang ci va mai.

6.2.6. Panh gia chwong trinh:

C6 ba yéu té co ban:

- Thiét lgp moi quan hé gitka muc tiéu chwong trinh Va cac tiéu chudn ddanh
gia.

- Xdc dinh rd céc tiéu chudn duwoc dp dung.

- T6 chikc xit Iy két qua ddnh gid.

Qua viéc dao tao, cong ty phai chimg minh dugc hiéu qua lam viéc ctia nhan
vién duogc cai thién cu thé nhu sd luong don hang ting 1én, quan hé khach hang
MG rong, s6 ngudi biét dén san phdm mai cua cong ty gia ting, khong khi 1am viée
dugc cai thién, tinh than nhan vién t6t hon, cach thic 1am viéc chuyén nghiép
hon...Céc tiéu chuén cu thé nhu:

- Mire dé hoan thanh cbng viéc ciia hoc vién.

- Cdc ddnh gid ciia hoc vién déi véi chwong trinh hudn luyén.

- Cac chi phi.

Xur 1y két qua danh gia dé tim ra cach thircc hudn luyén hiéu qua nhat va két
qua thuc sy cta chuong trinh dao tao ciing nhu du kién ké hoach dao tao trong
tuong lai.

6.3 Chuong trinh huin luyén kj niing ban hang

Pé thiét ké noi dung chuong trinh k§ niang ban hang can nam vimng nhimng van
dé co ban vé hanh vi mua hang caa khach hang céng nghiép, khach hang thuong
mai va tiéu dung.

Khach hang cong nghiép: mua san pham/ dich vu dé tao diéu kién thuan loi
cho viéc san xudt cac san pham/ dich vu khac hodc dé trd thanh mét bo phan cua
mét san pham cudi cling (James M.Comer)

% Cac nhiém vu mua hang:

- Nhiém vu mdoi.

- Mua lai ¢6 swra doi.
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- Mua lai truec tiép.

% Qua trinh mua:

- Nhén thikc van dé, gidai phdp tong qudt.

- Xdc dinh va m0 ta ddc tinh, sé lwong can thiét.

- Piéu tra cdc nguon cé thé.

- Thu thdp va phan tich cdc dé nghi.

- Danh gia va chon lya.

- Phdn héi, danh gid.

% Dong co mua hang

- Gia ca.

- Dich vy va phu f0ng hé tro kj thudt.

- Chdt luong.

- Cung cdp dg tin cdy.

Nguwoi mua thuwong mai: mua hang hoa tir cic nha san xuat hoic tir nhimg nha
phan phdi khac va ban lai cho hang loat khach hang bao gom ca ngudi tiéu ding
cubi cling, cac doanh nghiép khac.

< Nhiém vy mua hang: anh huong ctia mot ngudi, phong ban tdi quyét dinh

mua hang yéu hon nguoi tiéu ding céng nghiép.

% Qua trinh mua hang:

- Nhdn thire van dé.

- Xem xét.

- Pdnh gid cdc san pham khdc nhau.

- Quyét dinh mua.

- Sau khi mua: tiéu ding va danh gid quyét dinh.

% Dong co mua hang:

- Gia ban san pham cung logi trén thi truong.

- Due trit san pham.

- Cach si dung ldn dau.

- Phdn iing ciia khdch hang déi véi san pham.
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6.4 Tién trinh ban hang cin ban: Bao gém sau budc:

Buée 1: Tham do khach hang
Tiéu chuan khach hang trién vong 1a:

- C6 nhu Cdu, mong mudn vé san pham, c6 kha ndng thanh todn, c¢é quyén
quyét dinh.

- Thude déi twong khach hang tim kiém: khu viee phan phéi, logi hinh kinh
doanh (sz, lé...)
Nhitng ngudn cung cap thong tin vé khach hang trién vong 1a:

- Danh muc huwéng dan.

- Do gidi thiéu boi nguoi quen, khdach hang.

- Trién 13m, héi thdo gici thiéu san pham.

- Nguoi moi gioi.

- Nhitng nguwoi ¢é dnh hwong trong céng dong.

- Cdc co quan xic tién thwong mai.

- Thu chao hang.

- Telemarketing: qua dién thoqi.
Ngudi ban hang can c6 ky nang xur 1y thong tin, sip xép thong tin, ddnh gia khach
hang trién vong va lap danh sach khach hang trién vong dé tham do, chao hang.

Buwée 2: Lap ké hoach chao hang

Ké hoach chao hang rat quan trong vi nd gilp cho nguoi ban hang ting
cuong tu tin, quan 1y thoi gian tiép xuc hop 1y, ting hiéu qua cong viéc chao hang.

Bdng 6.1: C4c thdng tin cin thiét dé 1ap ké hoach chao hang

Khéach hang 1a c4 nhan Khéach hang 1a té chire

Tén, tuoi Loai khach hang: san xuat, thuong mai, mua cho
Kién thirc chuyén mon vé san | to chirc nha nudc. ..
pham Can cung cp san pham nd0?

Nguyén vong, thai do quyét | Khach hang cua nguoi mua 12 ai?
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dinh mua Tinh huéng mua hang: méi, 1ap lai thuong xuyén
Cé4c nhom quan hé véi khach | hay thay d6i)

hang Mua tir mot hay nhiéu nha cung cap?

Kha nang tai chinh Péi thu clia nguoi ban 1a ai?

Nhiing so thich riéng: dé tao | Nhitng ngudi lién quan dén quyét dinh mua hang
méi than thién Khéach hang quan tim dén chinh sach mua hang

nao

Tinh trang tai chinh cta khach hang

Xac dinh muc tiéu chao hang: Muc tiéu phai cu thé, c6 thé dat dugc, do
luong duoc.

Noi dung tiép xtic khach hang: nhitng diém chinh lién quan dén viéc gidi
thiéu, dan chimg, thuong luong. .. trong tién trinh chao hang:

— Hang mdu, cdc phirong tién hé tro ban hang.

— Giaca.

— Loi ich cho khdach hang khi mua san phdam.

— Tinh ndng, thong sé ky thudt...

— Ké hoach hé tro, hdu méi...

— Gidy chitng nhdn san pham...

Khi thuc hién cdc cudc hen can tuan thu nguyén tic hen ding nguoi, hen dung
gio, hen ding noi.

Budc 3: Gidi thiéu va din chirng san pham

Dé thuc hién tot budc ndy can :

- Tao an tuong t6t 1an dau tién: Trang phuc thich hop, thai do tu tin, giy an
tuong tot bang nhiing phong cach xa giao trong kinh doanh mot cach lich sy nhu
cach bit tay hay chon chd ngoi.

- Xay dung méi quan hé tich cuc thong qua gidi thiéu: tn minh, cong ty (

danh thiép), muc dich cudc viéng tham, tao bau khong khi than thién, coi md.
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- Gi6i thiéu san pham: Trinh bay loi ich danh cho khach hang, chting minh,
néu cac cau hoi dé khach hang tham gia tich cuc vao cudc dam thoai, dap tng nhu
cau va mong mudn ciia khach hang.

- Loi ich cta viéc dan chung: Gilt duoc su chi ¥ cta khach hang, ting su
hiéu biét ctia khach hang vé san pham, thong tin duoc luu giit 1au hon, tao cam
giac vé quyén so hitu.

- No6i dung dan ching: Nim dugc khach hang quan tdm dén yéu té nao: tly
thudc vao muc tiéu mua hang, cic dic trung tiéu biéu dem dén lgi ich gi cho
khach hang, tranh dua ra qua nhiéu chi tiét 1am cho khach hang kho tap trung.

- Phuong tién hd tro ban hang: San pham, hang mau, moé hinh, Catalogues,
brochures, hinh anh minh hoa, giéy ching nhén, phuong tién dién tu: slides,
VCD, notebook...

Buéc 4: Thuwong lwgng véi khach hang
Khi chao hang c6 thé bi khach hang phan dbi vi:
- Khach hang chua c6 nhu cau.
- Khach hang chua hiéu 6 lgi ich san pham.
- Khach hang d4 c6 nha cung cép.
- Khach hang khong thich san pham.
- Khéch hang can thoi gian suy nghi vé quyét dinh mua hang.
- Khach hang muébn c6 thém thong tin.
- Khach hang so sanh gia ca véi loi ich cia san pham.
- Khéch hang khéng thich cong ty.
- Khach hang khong thich nguoi ban hang.
Khi gip su phan d6i cia khach hang ngudi ban phai lwa chon chién luogc
thuong lugng phu hop.
Buée 5 : Két thiic chao hang
Nhitng nguyén tic co ban dé két thic thanh cong la:

— Lam néi bat loi ich 16n nhat khi két thuc.
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— Xir 1y hiéu qué céc vin dé con ton tai.
— Tranh nhing bat ngd khi két thuc.

Vi du: khi két thuc ngudi ban bao thém chi phi lap dit, gidi han san
pham.
— Thé hién sy tu tin khi dé nghi don hang.
C6 mot sd phuong phap két thac c¢6 thé sir dung nhu:
— Két thuc thir: tham do xem khach hang quyét dinh mua chua.
Vi du: khi nao thi t6i nhan dugc don dat hang tir cong ty anh?
— TOm tit céc loi ich.
— Nhuong bd: dwa vao chinh sach ban hang cua cong ty, két thuc
kem theo cac khoan cé lgi cho khach hang.
— Loai bo cac yéu sach: ngudi ban kién nhan giai thich 1y do khong thé chap
nhan yéu sach, to rd thién chi, nhin manh céac loi ich. Ngudi ban can tim
cach dé khach hang téi da hoa lya chon bang cach dua ra cac mat hang clng
chung loai dé khach hang lya chon, tap trung cac mit hang khach hang quan
tam.
— Moi truc tiép: 1a cach dé nghi don hang truc tiép, tranh cac cau C6/ khong
nhu : Anh (Chi) c6 mua khong? Khach hang s€ tra 161 1a khong? Nén dat cau
hoi Ira chon nhur : Anh (Chi) chon mau gi? Mau A hay B?
Khi két thiic, nguoi ban hang can c6 thai do phl hop tly theo timg trudng
hop. Khi khach hang dong y mua thi:
— Khong ngac nhién.
— Khéng thé hién niém han hoan.
— Khing dinh sy lwa chon khach hang 1a dang.
— Xay dung mbi quan hé 1au dai: xir 1y nhiing rac réi, thic mic cua khach
hang sau ban hang.
Khi khach hang khéng mua thi:
— Khong nan chi nhanh chong.

— Phan tich nguyén nhan that bai.
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— Pé nghi giai phap tao co hoi ban hang lan khac.
— Céam on khach hang.
Buwdc 6: Dich vu sau ban hang
Tam quan trong cua viéc thyuc hién tét dich vu sau ban hang: Khach hang lp lai

viéc mua hang, giéi thiéu véi cac khach hang khac, thoa méan téi da nhu ciu khach
hang, xay dung mdi quan hé 1au dai, tao thé canh tranh.
BAI TAP
1. Hay xay dung mot ké hoach dao tao cu thé cho doanh nghiép ma cc ban dang
lam viéc.

2. Hay lap biéu mau danh gia chuong trinh dao tao cho doanh nghiép.

Chuong 7: QUAN LY POI NGU BAN HANG
Muc tiéu: Chuong ndy nham cung cap cho sinh vién nhimng kién thirc vé:
- Cac hoat dong quan tri lyc luong ban hang.
- Chuong trinh tinh luong, thuong cho nhan vién ban hang.
- Cac ly thuyér déng vién lyc lwong ban hang.
- Quy trinh danh gia thuc hién cua nhdn vién ban hang.
7.1 Quan tri dgi ngii ban hang
Quan tri luc lugng ban hang 1a mot qua trinh hop nhét viée danh gia thyc hién
ctia nhan vién két hop voi khen thuéng tai chinh va phi tai chinh. Giam ddoc ban
hang cé trach nhiém dam bao luc lwong ban hang phéi hop thyc hién cac muc tiéu
kinh doanh dugc thiét lap, viéc thuc hién dugc danh gia, do luong chinh xac va
cac chuong trinh khen thudng phu hgp, cé gia tri kich thich cao nhan vién bén
hang. Quan tri d6i ngii ban hang duoc thé hién rd qua so d6 dudi day:
% Thiét Igp muc tiéu va 1én ké hogch
Muc tiéu ma Giam d6c ban hang nham t6i thuong 1a chi tiéu doanh sé va chi tiéu
loi nhuan. Tu day, Giam ddc Ban hang thiét 1ap ra muc tiéu cho tirng nhan vién

ban hang theo doanh s, chi phi ban hang.
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Giam dbc ban hang can trinh bay rd rang, thao luan voi nhan vién ban hang vé
cac muc tiéu dé dam bao duogc su cam két ctia ho dat muc tiéu dé ra.

Giam ddc ban hang can dua ra cac chuong trinh hanh dong, cac cong viéc ma
nhan vién ban hang can thuc hién dé dat duoc cac muc tiéu.

Giam dbc ban hang trao doi voi nhan vién ban hang dé 18n ké hoach cho cac hanh
dong can phai thuc hién. Ké hoach dua ra can phai hop 1y va dam bao c6 di ngudn
lyc dé thuc hién. Giam dbc ban hang ciing can thiét c6 ké hoach bat ngd dé hoan
thanh muc tiéu.

% Chuwong trinh thuéng dong vién

Chuong trinh thuong can dugc thiét ké huéng tdi viée dat cac muc tiéu ca nhan
cua nhan vién ban hang va muc tiéu chung.

Mot chuong trinh thuong tét s& 1a ¢ong cu huéng dan cac nd luc cua nhan vién
ban hang nham hoan thanh muyc tiéu c& nhan va myc tiéu chung.

Ngoai phan thuéng tai chinh, phan thuéng con thé hién muac d6 hoan thanh cong
Viéc, 1a thudce do gia tri, sy tu hao cta nhan vién ban hang.

Bén canh chuong trinh thuéng tai chinh, Gidm ddc ban hang nén c6 cac khuyén
khich phi tai chinh nhu sy ghi nhan, khen ngoi dé huéng cac hoat dong, nd luc cla
nhan vién ban hang dén viéc dat muc tiéu.

% Nhitng dnh hwong bén ngoai

Nhitng yéu t6 bén ngodi kiém soat tryc tiép cta nhan vién, Giam déc ban hang
anh hudng dén cac nd luc, két qua thuc hién va su dong vién ddi voi nhan vién
ban hang. Cac yéu td d6 c6 thé 1a: tinh hinh kinh té trong khu vuc thay ddi, cac
hoat dong ctia d6i thu canh tranh, nhu ciu khach hang thay d6i...Giam dbc ban
hang can c6 su hd tro, bién phap kip thoi trong cac tinh hudng nay dé gilp nhan
vién ban hang dat dugc muc tiéu va duy tri su tich cuc.

% Thuwc hi¢n

Kha ning ctia nhan vién ban hang anh hudng tryc tiép dén kha ning dat muc
tiéu. Giam ddc ban hang can c6 sy danh gia vé kha ning cua nhan vién ngay tir

dau dé co su phan cong cong viéc, huin luyén dao tao hop ly, can thiét dé thuc
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hién cong viéc hiéu qua. Giam ddc ban hang can thue hién viéc giam sat, don ddc,
khich 1& d6i voi nhan vién ban hang trong qua trinh thuc hién.
% Ddnh gia
Panh gia viéc thyc hién lién quan tryc tiép toi phan thuong ma nhan vién ban
hang nhan dugc. Do d6, viéc danh gia can phai dugc thyc hién chinh xic, cong
bang va nhat quan.
Giam dbc ban hang can dua ra cac chi tiéu rd rang dé danh gia két qua thyc hién
cua nhan vién ban hang.
Ngoai ra, viéc danh gia con thé hién sy quan tdm, ghi nhan cho cac nd lyc cua
nhan vién ban hang va cé gia tri khuyén khich, dong vién cao.
7.2 Chwong trinh lwong thwéng
7.2.1. TAm quan trong cia ké hoach lrong thuéng:
% Poi véi nhan vién ban hang:

Pam bdo tiéu chuan séng: thong thuong nhan vién ban hang co thé dat duoc
muc thu nhap tét so v6i cac nganh nghé khac. Ho ¢6 hy vong c6 co hoi kiém thém
thu nhap dé dam bao mot tiéu chuan séng ximg véi kha nang. Thu nhép tinh than:
| su so sanh, “phd bay” véi ban be, dong nghiép trong, ngoai cong ty.

< Doi vdi cong ty: chuong trinh luong thudng 1a cdng cu hiéu qua trong viée
thuc hién bon muc tidu:
- H trg, thi hanh chién luoc va cac muc tiéu chung.
- Thay thé giam sat truc tiép ctia Giam ddc ban hang.
- Bong vién nhan vién ban hang hoat dong hiéu qua.
- Giam chu chuyén lao dong (tinh trang nhan vién ban hang chuyén noi lam viéc
trong thoi gian ngan).
7.2.2. C4c ké hoach lwong thwéng:
% Luong thuan (lwong triee tiép): S6 tién giéi han tra cho nhan vién ban hang
trén co s& thudng xuyén dé thuc hién cac hoat dong da dinh lién quan téi ban
hang.

Uu diém:
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- Cong ty cO thé tinh toan, xac dinh trudc duoc cac chi phi.

- Pon gian trong viéc thiét ké ké hoach luong thuéng.

- Khuyén khich 1am viéc theo nhom.
Han ché: thiéu sy khuyén khich manh dbi voi luc luong ban hang. Hinh thic
nay phi hop trong trudng hop cac mbi quan hé thi truong, khach hang thuong
xuyén, 6n dinh; viéc kinh doanh da duoc thiét 1ap on dinh; qua trinh ban hang
kéo dai va khong thuong xuyén.

Mot cudc ban hang thanh cong doi hoi co sy két hop, bao gdm luc lugng ban

hang bén ngoai va luc lugng ban hang bén trong (hanh chinh).

% Hoa hong thuan: ty 1& phan tram trén mdt don vi ban ra (phan trim trén
mot san pham ban dugc, phan trim trén doanh sé thuc hién) ma cong ty tra
cho nhan vién ban hang trong mét khoang thoi gian. Thu nhap cua nhan vién
ban hang phu thudc vao lugng san pham ban ra thi trudng.

Uu diém: tao duoc sy khuyén khich manh d6i voi nhan vién ban hang nang
nang suit ban hang.

Han ché:

- Sy kiém soat thi truong, khach hang phu thudc hoan toan vao nhan vién ban
hang.

- Cong ty kho khan trong viéc quan ly nhan vién ban hang.

Hinh thac nay phu hop khi cac cong ty mdi tham nhap vao thi truong méi, su
dung nhan vién huong hoa hong dé tiép can khach hang hodc cong ty khong di tai
chinh dé bu dap cho lyc luong ban hang véi lwong ¢ dinh, hay khi nhan vién ban
hang c6 anh huong manh dén quyét dinh mua hang cua khach hang.

% Lwong céng thuong: ngodi khoan luong tra binh thuong, cd dinh, con co
mot khoan tién tra thém cho c& nhan, nhdm béan hang khi hoan thanh cac chi
tiéu.

% Luong cong hoa hong: két hop luong co ban voi viéc khuyén khich truc
tiép bang mot ty 1& phan trim trén mot don vi ban hang.

7.3 Pong vién lwe lwong ban hang
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Giam d6c Ban hang lubn phai quan tam dén viéc dong vién toan thé luc luong
ban hang ciing nhu mdi c4 nhan. Khong khé khin dé 1am viéc voi nhan vién béan
hang luén dat doanh thu cao. Nhung lam cach nao dé dong vién nhiing nhan vién
c6 két qua ban hang trung binh hoic thip? Lam thé nio dé gitip cac nhan vién c6
thanh tich cao gitr dugc su nhiét tinh, cAn man trong coéng viéc thang ndy qua
thang no, nam nay qua nam khac?

Sy dong vién ¢ nhan vién ban hang thé hién qua muc do nd luc cta anh ta
trong mdi hoat dong lién quan dén cong viéc.
Cac thuyét dong vién trong quan tri ban hang:
Pé thyc hién viéc dong vién cac nhan vién ban hang Giam ddc ban hang c6 thé ap
dung cac 1y thuyét dong vién nhu: thuyét nhu ciu Maslow, thuyét yéu td kép
Hertzberg, va thuyét mong doi.
7.4 Pong vién va cac giai doan sy nghiép cia nhan vién ban hang

Cac nhu ciu, mong doi ctia nhan vién la khac nhau ¢ cac giai doan khac nhau
trong su nghiép. Pidu nay doi hoi Giam ddc ban hang can phai hiéu rd cac nhan
vién ban hang dé c6 cac bién phap dong vién thich hop va hiéu qua.

% Giai doan tham do:
- Quan tam dau tién 1a tim duoc cong viéc thich hop.
- Thiéu k¥ ning, kién thirc cong viéc.
- Rat nhiéu nhan vién thoi viéc trong thoi gian ngan, cam két c4 nhan thap.
- it hwong ung ddi v6i phan thudng dua trén han ngach.
O giai doan nay Giam ddc ban hang can c6 nhimg hanh dong dong vién dé:
- Tao niém tin cho nhan vién ban hang c6 kha niang thuc hién va co hoi dat
thuong.
- Pong vién, khuyén khich nhan vién ban hang cam két voi cong viéc, phat trién
cac k§ nang va kién thirc chuy@n mon.
% Giai doan thiét lip:
- Quan tAm hang dau 12 hoan thién cac k§ nang va hoan thanh cong viéc.

- Mong muén su nghiép viing chic.
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- Cam két v&i cong viéc.
- Mong mudn dat duoc su thang tién, dé bat (thiéu co hoi thang tién, nhan vién co
nhiéu kha ning chuyén cong ty).
O giai doan nay Giam ddc ban hang can c6 nhimg hanh dong dong vién nhu:
- Tao su tin twong cho nhan vién ban hang rang ho c6 du kha niang va co hoi duoc
dé bat.
- Giao cho nhan vién ban hang céc trach nhiém dic biét, c6 co hoi dé thang tién:
lgi ich bang tién, khen ngoi cong khai, tham gia vao viéc ra quyét dinh.
% Giai doan giir gin:
- Quan tam Ion nhat 12 gitr vitng vi tri da dat, duy tri mtc do thuc hién, két qua
cong viéc hién tai.
- Giam mong mudn thing tién.
- Tang sy cam két trong cong viéc.
- Mong mudn duoc ghi nhan, ton trong, thu nhap cao.
Giam ddc ban hang can c6 nhitng hanh dong dong vién nhu:
- Bong vién lam viéc trén co s& hiéu qua hon, chir khong phai tich cuc hon.
- Céac chuong trinh luong thuéng on dinh, da dang vé hinh thirc hon: doanh sé két
hop ROIL, quan tri nhan vién...
Chinh sach hoa hong ban hang s& khong phi hop véi nhan vién ban hang giai doan
nay.
% Giai doan tdach ra:
- Quan tdm nhiéu vao viéc chuan bi cho giai doan vé huu hay phat trién cong viéc,
so thich riéng bén ngoai.
- Khéng quan tdm nhiéu dén vi tri, thuong tai chinh.
- Giam thuc hién cong viéc va két qua thap.
Rat it hanh dong quan tri, dong vién cd thé thuc hién & giai doan nay.
7.5 Panh gia thwe hién
Pat duoc chi tiéu kinh doanh dé ra 1a co s& dam bao cho hoat dong hi¢u qua, su

ton tai lau dai cua doanh nghiép va Sy thing tién trong su nghiép cua nhan vién
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ban hang. Nhiém vu quan trong cta Giam ddc ban hang 14 dong vién, hd trg, tao
diéu kién cho nhan vién ban hang dat duoc cac chi tiéu ban hang. Sau thoi gian
thuc hién, Giam ddc ban hang cin dénh gia nhimg nd luc, két qua thyc hién cua
nhan vién ban hang. Qua trinh danh gia thuc hién duoc tao nén mot hé thong kiém
Soat quan tri bao gdm thiét 1ap cac muc tiéu thuc hién, so sanh két qua nhan vién
ban hang dat duoc v6i cac muyc tiéu d& dé ra, thuong hay dua ra cac bién phap cai
thién ddi v4i nhan vién ban hang.

Viéc thyc hién danh gia ddi v6i nhan vién ban hang nham muc dich:

- Panh gia két qua trong thoi gian da qua.

- Pua ra cac hoat dong dé ting doanh s ban hang cho nhan vién trong thoi gian
Sau.

- Bong vién nhan vién ban hang nang cao hiéu qua thuc hién.

Panh gia thyuc hién 13 co sé cho Giam ddc ban hang trong cac quyét dinh nhu
tinh luong/ thudng, tang luong, dé bat, cach chire, sa thai...

Viéc danh gia d6i v6i nhan vién ban hang dugc thuc hién chinh béi nguoi quan
ly ban hang truc tiép: Giam sat ban hang, Trudng phong ban hang khu vuc, Giam
dbc ban hang...

Nhiéu cong ty, nguoi quan 1y truc tiép tham khao ¥ kién véi mot vai ngudi quan
ly cting cap hay tham chi véi quan 1y cap cao hon.

Viéc danh gia d6i véi nhan vién ban hang thudng dugc thyc hién vao cudi nam.
Quy trinh danh gia bao gdbm:

- Pua ra cac tiéu chuan danh gia.
- Tién hanh dénh gia.
- Céc hoat dong tiép theo sau danh gia.

% CAac tiéu chudn ddnh gid:
Dua trén c4c yéu t6 quan trong trong cac hoat dong cta nhan vién ban hang, Giam
dbc ban hang dua ra cac tiéu chuan danh gia. Hai nhom tiéu chuan thuong duogc ap
dung 1a: c4c tiéu chuan do ludng két qua va céc tieu chuan do ludong hoat dong ban

hang.
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% Céc tiéu chuan do luong két qua gdm co:
(1) Luong ban hang:
- Doanh s, san lugng ban hang.
- Doanh s, san luong ban hang theo san pham.
- Doanh s, san luong ban hang theo loai khach hang.
(2) Ty 1€ ban hang:
- Lugng ban hang thuc hién so vdi han ngach ban hang.
- Thi phan dat duoc.
(3) Loi nhuan theo san pham, loai khach hang.
(4) bon dat hang:
- S6 luong don dat hang.
- Gid tri trung binh don dat hang.
- S6 luong don dat hang bi huy.
(5) Khach hang:
- S6 lugng khach hang moi.
- S6 luong khach hang mat di.
- S6 luong khach hang cham thanh toan.
- Ty 18 khach hang mua hang (s6 luong khach hang mua hang/ téng s khach
hang).
% Tién hanh ddinh gid

Tién hanh d4nh gi4 13 trach nhiém rat quan trong trong cong viéc quan tri cua
Giam dbc ban hang va ca ddi v6i nhan vién ban hang. Piéu nay doi hoi can thiét
c6 sy chuan bi tot tir ca hai phia.

Chuan bi cho cudc dénh gia, Giam ddc ban hang can thu thap day du cac thong
tin vé& két qua thyc hién cta nhan vién ban hang, théng bao thoi gian, dija diém
thuc hién danh gia va soan thao miu danh gia gui cho nhan vién ban hang dién
Vao.

% Trao déi trwee tiép giita Gidm doc bdan hang va nhan vién
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Giam ddc ban hang nén thao luan chan thanh, tich cuc dua trén timg tiéu chuan
danh gia, va can khuyén khich nhan vién ban hang thao luan két qua dat duoc véi
timg chi tiéu, ty danh gia két qua thuc hién va dua ra cac quan diém, y kién danh
gia.

Nhan vién ban hang can hiéu rd két qua danh gia. Néu c6 su bat dong, Giam
dbc ban hang can giai thich can k& ngay tai cudc danh gia.

% Cac hoat déng tiép theo sau dinh gid

Ngay sau cudc danh gia truc tiép, Giam dbc ban hang can thong béo chinh thic
cho nhan vién ban hang vé két qua danh gia va dua ra cac hoat dong nhu
- Thudng, cac hinh thie khen nggi cong khai.

- Pé bat.

- Céc hoat dong khic phuc, cai thién két qua cho thoi gian sau.
- C&c bién phap tiéu cuc: giang chire, sa thai. ..

BAI TAP

Ban 14 Giam ddc ban hang cua cong ty TNHH L& Phan, san xuat va kinh doanh
san phém dién gia dung: TV, ti lanh, may giét...

Ban hay dé ra chuong trinh dong vién cho luyc luong ban hang?

CAU HOI ON TAP

1/ Hay thiét 1ap muc tiéu va 1én ké hoach quan tri d6i ngii ban hang?

2/ Hay phan tich cac yéu td bén ngoai anh hudong dén hoat dong ban hang cua
doanh nghiép

3/ Lam thé nao dé danh gia viéc thuc hién cac hoat dong ban hang?

64



