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LOI GIOI THIEU

Bén hang 12 mdt mon khoa hoc va nghé thuét trong kinh doanh dic biét rat
quan trong ddi véi cac doanh nghiép trong nén kinh té thi trudng hién nay. Pay
12 mot trong nhitng yéu t6 quyét dinh su thanh céng trong kinh doanh, gia ting
nang lyc canh tranh gitip nha quan tri xay dung va quang ba thuong hi¢u cta
doanh nghi¢p. Chinh vi vay, trong viéc dao tao céc nghé tor quan tr1 kinh doanh,
khach san, du lich, nha hang doi hoi nguoi hoc phai nhan thirc duoc tam quan
trong cua hoat dong Ban hang va cham s6c khach hang. Tur d6, khong ngung
trau doi kién thirc, thyc hanh k¥ ning dé dap tng nhu ciu cia cac doanh nghiép
tuyén dung va 1am viéc thuc té sau nay. Xuat phat tir vai tro va y nghia d6, nhom
tac gia d3 bién soan cudn gido trinh "Ban hang va chim séc khach
hang” nham cung cép nhiing kién thtrc, k¥ ning thuc hanh, hé théng cau hoi ly
thuyét va thuc hanh vé cac hoat dong ban hang va chim soc khach hang. Giéo
trinh khong chi phuc vu cho viéc giang day cta gido vién ma con 1a cam nang dé
sinh vién hoc tip va tng dung sau khi ra trudng trong viéc xay dung chién lugc,
ké hoach Ban hang, chiam soc khach hang trong doanh nghiép.

Gi4o trinh hoan thanh 13 san pham lao déng khoa hoc nghiém tic cua tap
thé tac gia. Trong qua trinh bién soan, cac tic gia da nghién ctru nhiéu tai liéu
trong va ngoai nudc, co sy tinh loc va van dung phu hop véi diéu kién thuc té
cac doanh nghiép Viét Nam va diéu kién day nghé trinh do Cao dang, Trung cip
tai truong. Gido trinh cung cap cho ngudi hoc nhitng kién thirc va k§ ning co
ban, tir 46 hudng suy nghi cia ho vao nhimg ndi dung can trao d6i, phan tich va
tmg dung thong qua cac bai thuc hanh, xtr Iy tinh hudng. Gido trinh con 12 tai
liéu chinh thirc cia Truong Cao dang Luong thuc Thuc pham trong viéc giang
day m6 dun Ban hang va Chiam séc khach hang trinh d6 Cao dang va mén Chim
s6c khach hang trinh d6 Trung cap trong viéc dao tao cac nghé: Quan tri Khach
san, Quan tri Dich vu du lich va 1it hanh, Nghiép vu nha hang, Huéng dan du
lich.

Kién thtrc trong gido trinh mang tinh khéi quat, thyuc té, d6i chd triru tuong
nhung khong giy cam giac choang ngop, lam nan long ngudi doc, trai lai dugce
xau chudi lién mach, gy himg th cho ngudi hoc. Phan cau héi 1y thuyét, ghi
nhé & sau mdi bai hoc gitip nguoi hoc cung ¢b lai kién thic. Pong thoi, nhiing
bai tap thuc hanh, thao luan, tinh hudng trong giao trinh déu xuit phat tir thuc té
hoat dong ban hang va chim séc khach hang ctia cic doanh nghiép gbp phan
lam sinh dong kién thirc va nang cao ki nang thuc té cua nguoi hoc. Tat ca tao
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nén mot san pham hoan thién ca vé ndi dung ldn phuong phap su pham. Do
chinh 1a sy thanh cong giao trinh nay

Gi4o trinh gdm 2 phan, mdi phan 12 mot ndi dung 16n cua Ban hang va
chiam soc khach hang. Trong d6, phan 1: Ban hang gdm 4 bai va phan 2: Cham
soc khach hang gdm 4 bai. Cu thé:

Phan 1: Ban hang

Bai 1: Tim hiéu bdn hang va nghé ban hang: Bai hoc da di tir cac khai niém
ban dau vé hoat dong ban hang va khach hang, tir d6 1am rd tim quan trong,
cach thirc phan loai khach hang doanh nghiép cling nhu phan biét, so sanh dugc
cac hinh thirc ban hang co ban va mé ta dugc chu trinh cia hoat dong ban hang.

Bai 2: Thuc hién cac ky nang ban hang: Trong bai nay nguoi hoc s€ duoc
tiép can co hé théng cac k§ ning can thiét cua ngudi ban hang. Thong qua
nhirng dac diém, quy trinh thuc hién, céc d4u hiéu nhan biét, cac bai tap thuc
hanh vé cac k¥ nang ban hang, nguoi hoc co thé nhan dién va xu 1y duoc cac
tinh huéng ban hang trong thuc té.

Bai 3: T6 chitc ban hang: M6 ta cac dang co ciu t6 chirc ban hang. O timg
dang co cdu déu chi ra nhirng dac diém va c6 minh hoa cu thé. bang cha y 1a
cach thirc xac dinh quy mo luc lugng ban hang cho mt co s& ban hang cling
duogc trinh bay cu thé trong bai nay.

Bai 4: Panh gid hiéu qua hoat ddng ban hang: Bén ndi dung nghién ctru co
ban cua hé thong dénh gia hiéu qua hoat dong ban hang bao gom co s& cua danh
gia, tiéu chuan danh gia, quy trinh danh gia va thyc hién danh gia. Ca bon noi
dung nay déu duoc trinh bay theo huéng théng nhat. Hang loat cac khai niém co
ban da duoc lam ro bﬁng dinh nghia, cac 1y giai va dac bi¢t thuc té cua cac noi
dung trén di duoc dua vao 1am co sd dé bd sung cho cac ndi dung trén.

Phin 2: Chim séc khach hang

Bai 5: Tim hiéu vé cham séc khach hang: Trinh bay khai niém va tim quan
trong ctia cham soc khach hang; Liét ké cac yéu t6 thoa min khach hang; Phan
bi€t dugc sy khach nhau gitra cham s6c khach hang va hoat dong marketing;
cung cip mot sb thong tin can thiét vé nghé cham séc khach hang trong giai
doan hién nay

Bai 6: Ldp ké hoach chiam séc khdch hang: Trinh bay cac budc 1ap ké hoach
cham soc khach hang; Liét ké cac phuong thirc, hoat dong cham séc khéach hang
phd bién.

Bai 7: Thuc hién ky nang cham soc khdach hang: Trong bai nay nguodi hoc sé&
dugc tiép can c6 hé thdng cac k§ ning can thiét cua nhan vién chim soc khach
hang. Thong qua cac bai tap thuc hanh vé cac k¥ ning chim soc khach hang,
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ngudi hoc ¢6 thé nhan dién va xtr Iy duogc cac tinh huéng cham séc khach hang
trong thuc té.

Bai 8: Qudn Iy d@é chiam séc khdach hang toan dién: Bbn cach thic quan 1y
dé cham soéc khach hang toan dién d6 1a: Quan ly thong tin khach hang; Quén Iy
chét luong dich vy; Quan 1y nguén nhan luc phuc vu khach hang va Xay dung
van hoéa cham s6c khach hang .

Vi trén 100 trang sach, Gido trinh Bdn hang va cham séc khdach hang da
cdp nhat dugc nhitng van dé trong yéu trong hoat dong Ban hang va chiam soc
khach hang cua cic doanh nghiép hién nay va cung cép nhimng kién thirc, ky
nang can thiét dé nguoi doc van dung thanh thao, linh hoat trong thuc té. Nhém
tac gia hy vong nhan duoc sy gop ¥ ciia ngudi doc dé giao trinh ngay cang hoan
thién hon.

Tran trong cam on !
Tham gia bi€n soan
L& Thi Kim Phuong
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CHAM SOC KHACH HANG
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BAI 1. TIM HIEU VE BAN HANG VA NGHE BAN HANG

GIOI THIEU

Ngi dung bai hoc cung cdp cai nhin téng quan vé hoat déng ban hang,
hinh thizc ban hang va tam quan trong cuia phan logi khach hang. Dong thoi,
cung cdap hé thong cac chize danh lién quan dén nghé ban hang va cac yéu cau
can thiér d@ai véi nhan vién ban hang. Ngoai ra, bai hoc trinh bay quy trinh ban
hang va cung cap mét sé théng tin can thiét dé xay dung dwroc quy trinh ban
hang hiéu qua trong giai doan hién nay.

CRg——
MUC TIEU

- Trinh bay dwoc khai niém khdach hang va ban hang;

- M6 ta dwoc chu trinh ban hang;

- Phan loai duwoc cac khach hang cua doanh nghiép,

- Phan biét duoc cac hinh thirc ban hang co ban,

- So sanh dwoc cac hinh thuc ban hang;

- C0 kha nang lam viéc doc ldp va lam viéc nhom;

- C6 dao dirc va lwong tdm nghé nghiép, c6 y thirc t6 chire ky ludt.
A.NOI DUNG
1. Khach hang
1.1. Khai niém khach hang

C6 thé ndi khach hang 13 yéu t6 séng —

con cua doanh nghiép, doanh nghiép mudn ton ﬂ-?l ﬁ{) £.aF (
tai va phat trién bén viing can phai co khach TO Mwmy

Hinh 1.1. Khach hang
Tat ca cac doanh nghiép déu tim cach giit va thu hut thém khach hang cua

hang, can duy tri, phat trién khach hang va tim | tﬂ
moi cach phai dap ung, thoa man duoc yéu cau
cua khach hang.

minh bang nhiéu hinh thirc va nhu vay vai trd cia khach hang d6i véi mdi doanh
nghiép la vo cung quan trong.

Theo Peter Fdrucker (1954), cha dé ctia nganh quan tri dinh nghia “Khach
hang cua mot doanh nghiép la mot tap hop nhitng ca nhdan, nhom nguoi, doanh
nghiép,... co nhu cau sir dung san phcfm, dich vu cua doanh nghiép va mong
muon diege théa man nhu cau do”. Trong kinh doanh, khach hang dong vai trd
t6i quan trong ddi v4i su sdng con ciia doanh nghiép.
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Tom Peters (1987) xem khéach hang 1a “tai san lam tang thém gia tri”.
“D6 la tai san quan trong nhat mdc dii gid tri ciia ho khéng c6 ghi trong s6 sach
doanh nghiép. Vi vy cdc doanh nghiép phdi xem khdch hang nhw la nguén von
can dwoc quan 1y va phdt huy nhir bat ky nguén von ndo khdc”.

Theo quan diém cta quan trj chat lvgng cho ring khach hang 1a toan bo
nhimg ddi twong c6 lién quan truc tiép dén nhiing doi hoi vé chat luong san
pham, dich vu cta doanh nghiép ma doanh nghiép phai dép ung. Vi vdy, doanh
nghiép cin dap tmg t6t nhat nhitng nhu ciu cua tat ca khach hang bao gdm
khach hang bén trong va bén ngoai doanh nghi¢p. Tuy nhién, cac khach hang lai
c6 nhitng mong muén mau thudn nhau, vi vdy nhiém vu cta doanh nghiép la
dung hoa nhimg doi hoi d6 1am sao dé dap Gng t6t nhat nhu cau cta ho nhung
trong kha nang cua doanh nghiép.

Theo cach tiép can ctia marketing, khach hang 14 nhiing c4 nhan hay to
chtic ma doanh nghiép dang nd lyc Marketing huéng ti. Khach hang 1a ngudi
ra quyét dinh mua sam va 1a d6i tuong thira hudong nhiing dic tinh chat lugng
cua san phém — dich vu.

Trong mdi truong kinh doanh canh tranh gay gat nhu hién nay, khi chat
luong san pham tro thanh mot trong nhimg cin ctr quan trong nhat quyét dinh sy
mua hang cta khach hang thi viéc xac dinh khach hang, nhu cau va danh gia su
thoa man cua ho tir d6 tim kiém céach thirc phuc vu khach hang t6t hon cé
nghia dic biét quan trong d6i voi cac doanh nghiép. Khach hang 1a diéu kién
tién quyét dé mdi doanh nghiép c6 thé ton tai va phat trién. Chia khoa cua su
thanh cong trong canh tranh 1a duy tri va phat trién khach hang thong qua viéc
lién tuc dap ung nhitng nhu cau cta ho mét cach tot nhat. Vi vay, nhiém vu dau
tién cia mdi doanh nghiép 1a x4c dinh rd khach hang cta doanh nghiép 1a ai, tir
d6 méi biét dugc can cung cap cai gi va lam nhu thé ndo dé thoa mén tdt hon
nhu cau cta ho. Pay 13 vin dé hién nhién twdng nhu don gian nhung trong thuc
té khong phai lic nao doanh nghiép ciing thuc hién tot.

1.2. Phan loai khach hang

Trong céc khach hang cua doanh .
nghiép, loai khach hang tiéu dung san pham *JJ %’ JM
cua doanh nghi¢p c6 ¥ nghia dac bi¢t quan * J JJ

trong boi day chinh 1a nhig ddi tugng chi

tra cho hang hoa ctia doanh nghiép, mang lai "
TR
¢ o

Hinh 1.2. Phan loagi khdach hang

thu nhép, giip doanh nghi¢p hién thuc hoa *
cac hoat dong dau tu. *
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Chinh vi vy, hiéu vé nhitng khach hang nay tir 46 dap ung tot nhat nhu
cAu cua ho 13 nhiém vu quan trong hang dau cua doanh nghiép. Tuy nhién, loai
khach hang nay lai bao gdm nhiéu d6i tugng khac nhau, mdi ddi tugng c6 nhu
cau khac nhau nén doanh nghiép can phan loai khach hang nhim tim ra nhiing
d6i twong c6 doi hoi twong dbi gibng nhau vé chét lugng san pham, tir 46 thoa
man tot nhat nhitng doi hoi cua timg loai d6i twong nay. C6 nhiéu cach phan loai
khach hang:

1.2.1. Cdn cir vao tdm quan trong ciia khdch hang déi véi doanh nghiép

Theo cach phéan loai nay c6 thé chia khach hang ra lam hai loai theo
nguyén ly Pareto (qui luat 80/20):

- Loai khach hang thir nhét 14 nhimg khach hang c6 ¥ nghia sdng con ddi
v6i doanh nghiép: day 13 nhitng d6i tuong chi chiém 20% vé sd luong nhung
chiém dén 80% vé doanh thu hogc loi nhuén.

- Loai khach hang thtr hai 1a s6 khach hang con lai chiém dén 80% vé s6
luong nhung chi chiém khoang 20% vé doanh thu hoic lgi nhuan.

Phéan loai khach hang theo cach nay gitip doanh nghiép thiét 1ap chinh
sach va chién lugc chat lugng cua doanh nghi¢p. Tuy nhién, con s6 80/20 chi
mang ¥ nghia vé mit nguyén tic con trén thuc té, tiy ting dic diém cua doanh
nghiép ma con sb nay c6 thé 1a 70/30, 78/22, 90/10, 95/5,...

1.2.2. Cdn cir vao muc dich sit dung sin phim

Theo cach phan loai nay, khach hang duoc chia thanh ba nhom:

- Nhém mua san pham dé san xuat hoic ché bién

- Nhém mua san pham dé tiéu ding

- Nhém mua san pham dé ban.

Viéc phan loai khach hang nay gitp doanh nghiép khac biét hoa san pham
va phuong thirc ban sao cho phu hop véi timg doi twong, dap tmg tét nhat nhu
cau cua ho.

1.2.3. Cdn cir vao thoi diém tiéu diing sin phim

Theo cach phan loai nay, khach hang dugc chia thanh ba nhom:

- Khach hang trong qua khtr: Khach hang trong qué khir 1a nhitng khéach
hang da thoi khong tiéu dung san pham hay dich vu trong mot khoang thoi gian
nao do trong qué khir Khach hang trong qua khir 1a nhitng khach hang da thoi
khong tiéu dung san pham hay dich vu trong mot khoang thoi gian nao d6 trong
qua khu

- Khéach hang hién tai: 1a nhiing khach hang da va dang ti€u dung san
pham trong mot khoang thoi gian ndo d6 trong hién tai. Khoang thoi gian nay
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phu thudc vao loai hang hoa, ¢ thé 1a vai thang d6i voi hang hoa tiéu ding mau
hong hodc 12 vai nam ddi v6i hang tiéu dung lau bén.

- Khéach hang twong lai: Khach hang trong twong lai 13 nhimg d6i tuong
chua bao gio tiéu dung san pham hay dich vu ctia doanh nghiép nhung c6 kha
nang phat sinh nhu cau vé san pham hay dich vu.

Viéc phan loai khach hang nay gitup doanh nghiép c6 thé tap hop duogc dir
liéu vé khach hang tir d6 phén tich dé tim ra nhimg thong tin hitu ich trong qua
trinh kinh doanh.

1.2.4. Can cwr vao khu vwc dia ly

C6 thé chia khach hang ra lam ba loai bao gom:

- Khéch hang ban dia

- Khach hang dia phuong

- Khach hang qudc té.

Theo cach phén loai nay, ciing c6 thé phan loai khach hang thanh khach
hang thanh phd, khach hang thi tran va khach hang nong thon.

Mbi khach hang & tung khu vuc dia ly lai co thé co nhitng nhu cau vé san
pham hay dich vu khic nhau nén cach phan loai nay giup doanh nghiép khéc
biét hoa chinh sach trong viéc thoa man khach hang.

1.2.5. Cdn cir vao dic diém ciia khdach hang

Co thé chia khach hang lam ba loai bao gém c4 nhan, nhom, va to chire
bao gom doanh nghiép, co quan quan 1y nha nudc va céc to chire khac.

Viéc phéan loai khach hang theo cach nay cling gitip cac doanh nghiép
khac biét hoa trong viéc phuc vu khach hang.

Ngoai ra, ngudi ta con c6 thé phan loai khach hang theo nhiéu tiéu chi
khac nhau nhu theo giai doan ban hang, theo méi quan hé cua khach hang véi
doanh nghiép, hanh vi tiéu dung, dic diém nhan khau hoc (tudi, nghé nghiép, 16i
séng, hoan canh kinh té...), tam 1y, long tin va 16i song. ..

Cho du 1a phan loai theo cach nao thi muc dich ctia cong viéc nay bao gio
cling 1a gitip doanh nghiép xép loai cidc nhém khach hang ¢6 nhu cau twong d6i
giéng nhau ttr do tao co s& cho viéc phuc vu khach hang mot cach tdt hon.

1.3. TAm quan trong ciia khach hang

Trong diéu kién kinh té ting trudng, canh tranh khdc 1iét thi khach hang
c6 vai tro ddc bi¢t quan trong ddi véi tat ca doanh nghiép. Néu ban 1a cht doanh
nghiép, viéc xdy dung mdi quan hé chit ché véi khach hang s& gitip ban cai
thién san phém hodc dich vu ctia minh, gianh thi phr:in va diéu hanh mot doanh
nghiép phat trién manh.
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Khach hang khong ban san pham,
khong tham gia vao cac ké hoach chién @;
lugc dai han, khong thu hit cac nha dau tu , -
tiém nang, khong tim cach dé tai tro cho R ol
hoat dong nhung khéach hang luén dong vai e
trd quan trong nhat trong hoat dong kinh ‘
doanh cta ban. Hinh 1.3. Vai tro cua khdach hang

Tam quan trong cta khach hang thé hién trong cac vai trd sau day:

- Khach hang 13 yéu t6 quyét dinh su thanh cong hay thit bai cua doanh
nghi¢p: Khach hang l1a nguoi trd lvong cho toan bd doanh nghiép, giup cac cong
ty tao ra loi nhuan, nhién li¢u kinh té can thiét dé diéu hanh mot doanh nghiép
phat trién manh. Bang cich mua céc san pham va dich vu cua cong ty, khach
hang s& tra cho cong ty mot khoang chi phi dé c6 dugc san pham hay dich vu
do6. La chu doanh nghiép, ban co thé cam nhan duoc di chuyén ctia nén kinh té
trén thi trudng bang cach xem xét xu hudng gia chung va diéu chinh gia cua
cong ty cho phu hgp. Xem xét gia d6i khi giap cong ty ctia ban canh tranh.

- Cai thién san phém hodc dich vu: S6 1an tim kiém san phém cua ban,
chét luong va dinh vi cua cac san phrflm hoac dich vu cua cong ty ban la yéu tb
chinh dung dé canh tranh trén thi truong. Do d6, hdy suy nghi nghiém tic vé
nhirng gi ban dang ban, chét luong dich vu ban dang cung cép, nhirng san phém
ctia nha hop tac dang ban no va nhiing gi d6i tha canh tranh ban. Khach hang
dong vai tro trung tam trong viéc cai thién cac hoat dong cua cong ty vi ho cod
thé néi v4i 1anh dao cao nhat nhitng gi tét hay xau trong quy trinh van hanh. N6i
cach khac, ban c6 thé cai thién san pham bang cach gui khao sat cai tién chat
luong cho khach hang va sang loc k¥ ludng thong qua két qua khao sat. Ngoai
ra, cac cudc tham do sy hai long cua khach hang cung cip cai nhin sau sic vé
nhiing gi thi trudng dang mong doi vé cac san pham mai hodc nhu cau dich vu.
Tir d6 ban c6 thé 1ap nén ké hoach kinh doanh dé cung cép san pham hay dich
vu ma khach hang mong mudn tir nhiing dot khao sat.

- Lap ké hoach chién luoc: Lap ké hoach chién luoc bao gém cac cong cuy,
thu tyc va phuong phap ma mot cong ty dua vao dé dat dugc cac muc tiéu hoat
dong trong dai han. Ké hoach néi 1én sy can thiét ctia mét cach tiép can phéi
hop, tap trung dé thanh cong trong cac nén kinh té hién dai. La mot doanh nhan,
khach hang c6 thé cho ban biét liéu cac chién lugc ban mudn thuc hién c6 phu
hop v&1 mong doi cua thi truong hay khong. Thué mot nha nghién cuu thi
truong dé nghién ctru muyc tiéu cta ban, d6 13 phan khuc chinh ma ban muén ban
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san pham cua minh. Bdo cdo nghién ctu thi trudng cung cp dit liéu hitu ich vé
cac chi sd kinh té, chéng han nhu thu nhap, nhan khau hoc va thoi quen chi tiéu.
- Khach hang 13 nguoi ban hang tham ling nhung hiéu qua nhat: Bo phan
ban hang trong cong ty 1a mot luc luong tién phong, cuc ky quan trong trong
viéc dem lai thu nhép cho doanh nghiép. Thudng thi luc lugng nay gip rat nhiéu
kho khan khi 1am viéc v&i khach hang méi, khach hang khé tinh. Néu nhu
doanh nghiép mudn ngay cang ting doanh sé thi doanh nghiép can phai giai
quyét cho dugc van dé nay. Khong phai ctr quang cao ram rd khong phai ctr thic
day nhitng chuong trinh ban hang quy md va rong ma ban cé thé tan dung mot
cac cuc ky hiéu qua d6 chinh 1a khach hang. Luc luong nay sé giai quyét van dé
trén mot cach don gian nhét va hiéu qua nhat. Ho chi can mét cau ndi cta miéng
than quen “toi di dung, ban hay dung di, n6 t6t 1am” that don gian, thé 1a doanh
nghiép da co thém mot khach hang méi ma chung ta khong phai ton chi phi nao.
Piéu quan trong 13 chiing ta phai ludn cung cip san pham, dich vu chét lugng va
cai cudi cung la mang lai ngay cang nhiéu gia tri va su hai long cho khach hang.
2. Quan niém vé ban hang
2.1. Lich sir phat trién cia ban hang

Lich sir phat trién ctia nghé thuat ban hang va nganh marketing dugc chia
1am 4 thoi ky: thoi ky trude khi bat ngudn, thoi ky bat ngudn, thoi ky phat trién
nén mong, thoi ky tinh loc va hinh thanh.

2.1.1. Thoi ky triede khi bit nguén (trwde 1750)

Thoi ki nay dugce ghi nhan qua hinh anh nguoi ban dao st Phoenicy do nha
tho ¢6 Hy Lap ghi lai vao thé ky thir 8 trudc cong nguyén. Nguoi ban dao nay
cham chi gd cira tir nha ndy sang nha khac cua cac khu phd dé chao ban cac san
pham ctia minh. Hang thé ky sau khi La M4 mé rong lanh dia ra dén Pia Trung
Hai thi c4c nha budn, cc dai Iy huong hoa hong di trd nén vé cing phd bién.

Thoi Trung ¢d va Phuc Hung & Chau Au nhiing nha budn phat 1én nhanh
chong va dén dau thé ky 18 thi nghé ban hang thd so trudc kia di tré thanh
nhiing t6 chirc kinh té hién dai phat trién manh m& nhét 13 & Chau Au va Hoa
Ky. Chau A véi hinh anh nhitng ngudi ban hang nhu ban thudc, ban hang thu
cong da xuat hién tir rat 1au trong lich sir va nhitng nha buén & Trung Qudc vao
cudi thé ky 18 da tré thanh mot luc luong kha quan trong trong nén kinh té.
2.1.2. Thoi ky bit nguon (1750 - 1870)

Cudc cach mang cong nghiép dd md dau cho giai doan ndy. Sy phat trién
ctia khoa hoc k¥ thuat, sy gia ting clia niang luc san xuat, cic phuong tién van
tai da tao mot budc ngodt 1on cho nén kinh té. Cac doanh nghiép trong giai doan
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nay da trang bi cho minh nhiéu hon céc kién thirc vé kinh doanh tiép thi, phat
trién hon nita céc k¥ nang tiép can phuc vu khach hang va mo rong thi truong.

Trong thoi ky ndy mot s6 cong ty dd c6 mé hinh kinh doanh rat hiéu qua
thong qua viéc thiét 1ap mot luc lwong ban hang gip va giao dich truc tiép véi
khach hang.

2.1.3. Thoi ky phdt trién nén méng (1870 - 1929)

Thoi ky nay san xuét di phat trién kha manh m& doi hoi phai dugc tiéu thu
dai tra. Pay 1a thoi ky cdc nha san xuat c6 tinh chuyén moén héa cao, tap trung
canh tranh vé ning luc san xuét va san pham, do vay ho rat can nhiing nha trung
gian phan phéi san pham cang nhiéu noi cang tét.

Thoi ky ndy da dua dén viée cac nha ban 16 ¢6 quy mdé mang tinh chuyén
nghiép cao hinh thanh khip noi cung véi luc luong dong dao nhimg nha dai dién
cho nha san xuét, cac dai 1y... ciing v&i sy phat trién manh mé nay 1a cac quan
diém, kinh nghiém ban hang duoc dic két va trd 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 cp bac, xac dinh
tinh chat va vai trd, dugc chuan hoa qua cac khoa dao tao va dugc danh gia ding
trong hoat dong cua mot td chtrc. Mot sd noi luc lugng ban hang con duogc b tri
khong chi theo ving dia Iy ma con dugc sap dit theo co cau nganh hang hay
khach hang.

2.1.4. Thoi ky tinh loc va hinh thanh (tiv 1930 dén ngay nay)

Cudc khing hoang kinh té thé giéi ndm 1930 di dua dén viéc rat nhiéu
cong ty phai thyc sy tim ra nhitng 16i di riéng canh tranh hon va hiéu qua hon,
day ciing chinh 13 mot trong nhig dong luc thac day sy tién trién tot dep hon
trong nghé thuat ban hang. Thoi gian nay xuat hién xu hudng hoat dong san xuat
kinh doanh phai huéng vao phuc vu va théa man khach hang. Nhitng dai dién
ban hang khong chi canh tranh bang sy khon khéo ma ho phai cung tmg dich vu
tot nht, phuc vu tdt nhat véi chét luong tdt va gia ca canh tranh.

Chinh sy phat trién ctia nén kinh té thé gi¢i dic biét 1a tir nam 1950 tré di
da thuc ddy cac cong ty phat trién hon nita luc lugng ban hang, hoan thién chinh
sach quan 1y, danh gid, xac dinh tot hon cac chi phi va tinh hiéu qua cia cong
viéc nhu quan 1y t6t nhitng cudc giao dich ban hang va cach thitc phan bo thoi
gian, chi phi, cong strc dé phuc vu nhiing khach hang hang dau. C6 thé noi giai
doan nay ngudi ban hang da chuyén vai tro tir nguoi cung cip hang hoa thanh
nguoi thuyét phuc hiéu qua hon va cao hon nita 13 nguoi giai quyét van dé va
sang tao nhirng gia tri cho khach hang.
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Theo mot quan diém khéc thi nghé ban hang trong thoi dai ngay nay da trai

qua nhimg thoi ky nhu sau cin ctr vao quan diém cia timg giai doan:

Bdng 1.1. Céc thoi ki phat trién ciia hoat dong bdan hang

Quan diém | San xuat-San | Ban hang Marketing | Marketing-
pham xa hoi

Thoi ki Truwéc 1930 1930-1960 1960-1990 Sau 1990

Muc tiéu Phat trién | Phat trién | Thoa man nhu | Xay dung mbi
doanh s doanh s cau khach | quan h¢ lau

hang dai

Pinh hwéng | Nhu cau ngin | Nhu ciu ngin | Nhu cau ngan | Nhu cau  dai
han ctua nguoi | han cua nguodi | han cua nguoi | han ciia nguoi
ban ban ban ban

Vai tro | Nguoi cung | Nguoi thuyét | Nguoi  giai | Ngudi  sang

nguodiban | cap phuc quyét van d&¢ | tao gia tri

2.2. Khai niém ban hang
Theo James M.Comer: “Bdn hang cd nhan la mét qua trinh (mang tinh ca
nhdn) trong d6 nguwoi ban tim hiéu, khdm phd, goi tao, va dap g nhitng nhu
cau hay wéc muodn cia nguoi mua dé dap vmg quyén loi théa dang, lau dai cia
cd hai bén”.
Trong dinh nghia trén vé ban hang ca nhan, ching ta quan tdm dén nhiing
van dé dugc dé cap dudi day:
+ Ca nguoi ban va ngudi mua déu nhan dugc loi ich trong cac thuong vu tu
qua trinh ban hang cé nhan.
+ Luc luong ban hang 1a nhiing nguoi tiép xtc truc tiép voi khach hang va
c6 trach nhiém truc tiép vé viéc ban san pham hay dich vu cta cong ty
+ Béan hang c4 nhan 1a mot chudi hoat dong va cac quan hé.
+ Chtrc nang va hoat dong ctua ban hang ca nhan khong chi bd gon trong
luc Iuong ban hang.
Theo quan diém hién dai: Ban hang 13 ban loi ich san pham.
Tom lai, ban hang 1a hoat dong kinh té nham ban dugc hang hoéa cua nha
san xudt cho tat ca cac dbi twong tiéu dung khac nhau trong x3 hoi.
2.3. Vai tro caa hoat dong ban hang
Ban hang nam trong khau luu thong phan phdi ctia qua trinh tai san xuat
san pham hang hoa cta xa hoi. N6 ¢o vai tro cha yéu sau:
- Luan chuyén hang hoa trong qua trinh tai san xuét.
- Phuc vu nhu cau xa hdi.
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- Lam trung gian lién lac thong tin giita doanh nghiép san xuét véi cac
khach hang khac nhau.
2.3.1. Déi véi nén kinh té

- Néu hang hoa khong dugc ban ra, nd sé ton tai trong kho va diéu nay s&
nhanh chong dan téi su that nghi¢p. Nguoc lai, néu hang hoa duogc ban ra,
nhung nguoi ban hang lai khong c6 kha nang ban hang mot cach hi¢u qua thi
cling tao ra hiéu tng nguoc d6i v4i nén kinh té. C6 ngudi di néi rang, van dé
kinh té khong phai & van dé vé san xuat hang hoa ma 13 & van dé phan phdi, ban
hang hoa.

- Ban hang tao ra céc ti¢n ich thoa man nhu cau cua khach hang: viéc ban
hang ca nhan (tryc tiép) tao ra 3 tién ich, d6 la thoi gian, s¢ hitu, dia diém (noi
mua). Vi du, khach hang du dinh mua mdt chiéc xe 6 t6 Nhat va khach hang nay
can ngay trong thang sau, tuy nhién thoi gian dé chiéc xe d6 nhap vé mat it nhat
6 thang, vay nguoi khach hang li€u ¢6 quan tam nira khong?

- Ban hang lam ting tong cau: viéc ban hang dung thoi han, noi mua
thuan tién, ... s& lam ting nhu cau vé hang hoéa va dich vu. Piéu ndy mang lai loi
ich cho xi hoi: S6 lugng that nghiép giam xudng, nhiéu ngudi co co hoi viée
1am; nhu cau ting 1én 1am cho luong hang tiéu thu ting 1én, chi phi trén mot don
vi san pham giam xudng, nhu vdy san pham c6 thé dugc ban véi gia ré hon.

- Ban hang tac dong toi viéc giam lam phat: viéc nguoi ban hang cung cap
thong tin, tap trung tim cach giai quyét van dé clia ngudi mua, dua ra nhimng loi
ich cta san pham s& gitp ngudi mua trd chi tiéu thong minh hon va hiéu qua
hon. Sy canh tranh gitta cadc doanh nghi€p tang 1én s€ lam gitp cho viéc giam
gia. - Ban hang tao nén su thay ddi: khi ban hang, ngudi ban hang s& néu 1én
nhiing cach hiéu qua ma san pham dem lai loi ich cho khach hang, diéu nay lam
thay d6i thoi quen ctia khach hang. Khéng c6 ngudi ban hang, su sang tao trong
xa hoi s& giam xudng.

2.3.2. Péi véi doanh nghiép

Trong hoat dong marketing, ban hang 1a mot trong nhiing cau phan cua
truyén thong marketing (mét trong cic coéng cu cua marketing hdn hop). Ban
hang 1a kénh truyén thong ca nhan, con cic cong cu khac 13 cong cu truyén
thdng phi c& nhan. Ban hang linh hoat hon so vdi cong cu khac cua marketing
hdn hop trong viéc truyén thong diép dén nhom khach hang cu thé.

Nguoi ban hang gip truc tiép khach hang, do vay 5 ho c6 thé nim bét nhu
cau cua khach hang, c6 thé giai thich 16 rang, chi tiét vé san pham, nam bat duoc
thong tin phan hdi cta khach hang thong qua nhiing phan tng ngdn ngit va phi
ngdn ngir cia ho. Nguoi ban hang 1a dai di¢n cho doanh nghiép.
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Nhén vién ban hang 14 nguoi dau tién ma khach hang tiép xuc. An tuong
ctia khach hang vé doanh nghiép déu bat ngudn tir 4n twong vé nhan vién ban
hang. Ngudi ban hang chinh 1a hinh danh cua doanh nghiép.

2.4. C&c hinh thic ban hang

Chtic nang chinh cta ban hang 13 luan chuyén hang héa tir nha cung tng,
nha san xuat dén khach hang nham théa man nhu cau tiéu dung, nhu ciu san
xuét hodc nhu ciu tim kiém logi nhuén.

Do d6 tiy thudc vao muc dich va hiéu qua ctia qua trinh luan chuyén ma
tén tai cac hinh thic ban hang khac nhau. Duéi dy 13 mot s hinh thirc ban
hang thuong gap:

2.4.1. Ban lé

Ban 1¢ 13 hoat dong ban hang truc tiép cho nguoi tiéu dung cudi cling

nham thoa man nhu cau tiéu ding ¢4 nhén.

Hinh 1.4. Hinh thirc ban lée

Ddc diém ctia hinh thirc ban Ié:

- Chui thé ban hang chinh 14 cac chu ctra hang ban 1é hay nhan vién quay
hang.

- Pdi twong mua hang bao gém cic ca nhan voi tinh chat mua hang dé
théa man nhu cau ca nhan hodc hd gia dinh.

- S6 lwong mua hang it, quyét dinh mua hang nhanh chéng, muc d6 trung
thanh v6i nhin hiéu san pham thuong thap.
2.4.2. Ban bubn

Ban buén 1a hoat dong ban hang nham thoa man nhu cau kinh doanh hay
tim kiém 1gi nhuén cta khach hang.



Hinh 1.5. Hinh thurc ban buon

Pdc diém ciia hinh thire ban hang nay:

- Chi1 thé ban hang bao gdm cac nha phan phdi, cac dai 1y cap 1, cap 2.

- P6i tuong mua hang thudng 13 cac cira hang ban 1¢, nha budn trung gian
v6i tinh chdt mua hang dung dé ban lai kiém loi nhuan.

- S6 lwong mua hang nhiéu, quyét dinh mua hang cham va ki ludng, mirc
d6 trung thanh véi nhan hiéu san pham thudng cao (tiy thudc vao loi nhuan).
2.4.3. Bdn hang truc tiép

Ban hang truc tiép la hoat dong ban hang duoc thuc hi¢n qua giao dich
tryc tiép voi khach hang.

Hinh 1.6. Hinh thirc ban hang triee tiép

Pdc diém ciia hinh thirc ban hang nay:

- Chu thé ban hang 1a cac nhan vién ban hang.

- P6i twuong mua hang 1a cac ca nhan to chirc, tinh chat mua hang la dé
ti€u dung c4 nhan hoac phuc vu hoat dong cua td chue. Tuy nhién, théa man nhu
cau c4 nhan van 1a chu yéu.

- S6 lwong mua hang it, quyét dinh mua hang nhanh chéng, mtc d6 trung
thanh v6i nhin hiéu san pham thuong thap.
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2.4.4. Bdn hang theo hop dong
Ban hang theo hop dong 1a hinh thirc ban hang duoc thuc hién qua hop
ddng ky két gitra cac bén.

MAU MGy
CONTRACT

Hinh 1.7. Hinh thire bén hang qua hop dong

Ddc diém cia hinh thire ban hang nay la:

- Chu thé ban hang bao gdm céc t6 chic va ca nhan

- P6i tuong mua hang 13 cac t6 chiic va ca nhan, tinh chat mua hang dé
san xuat hodc ban lai.

- S6 luong mua hang nhiéu; quyét dinh mua hang cham va ki ludng,
thuong qua nhiéu khau; mutc d6 trung thanh véi nhan hiéu san pham thudng cao.
2.4.5. Ban hang qua dién thoai

Ban hang qua dién thoai la hinh thirc st dung dién thoai dé ban hang.

gl

Hinh 1.8. Hinh thirc ban hang qua dién thoai

Pdc diém ciia hinh thirc ban hang nay:

- Chu thé ban hang l1a nhan vién cua cac td chirc hodc ca nhén truc tiép
thuc hién viéc ban hang.

- Bdi twong mua hang c6 thé 1a cac to chirc hay ca nhan, tinh chat mua
hang dung dé san xuat, ban lai hoic tiéu dung.

- Sb luong tuy thudc vao gia tri hang héa, quyét dinh mua hang cham,
mutrc do trung thanh véi nhan hiéu san pham thuong thap.
2.4.6. Ban hang qua Internet
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Ban hang qua Internet 1a hinh thirc ban hang qua mang thong qua quang
cao va bao gia trén mang.

Hinh 1.9. Hinh thitc ban hang qua ineternet

Dic diém ban hang qua Internet:

- Chu thé ban hang 14 nhan vién cua cac t6 chirc hodc ca nhan truc tiép
thuc hién viéc ban hang.

- P6i twong mua hang cd thé 1a cac to chirc hay ca nhan, tinh chat mua
hang dung dé san xuat, ban lai hoic tiéu dung.

- S6 luong tiy thudc vao gia tri hang hoa, quyét dinh mua hang cham,
mirc d6 trung thanh véi nhan hiéu san pham thudng thap.
2.5. Chu trinh ban hang

Chu trinh ban hang 1a mét qua trinh dién ra hoat dong ban hang tir khi xac
dinh dbi tuong dén chuan bi, tiép xuc, ban hang va cac hoat dong sau khi ban.

Chu trinh ban hang mod ta hoat dong ban hang cho khach hang cong
nghiép 1a chil yéu. Nhin chung, chu trinh ban hang 1a mot chudi cic hoat dong
ban hang mang tinh chu dong.

Chu trinh ban hang dwoc biéu dién qua so d6 sau:

Kham phéa Panh gia Chuén bi
nhuciu |——>| timning |——>| tiép xic

[ !

Theo dbi Két thiic Tiép xtic va

chimséc |<<——'| banhang |<<——| chao hang

Hinh 1.10. Phdn tich nhitng hoat dong trong chu trinh ban hang
2.5.1. Khdm phd nhu ciu
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Hoat dong kham phéd chu yéu dé xac dinh nhu cau, kha ning chi tra va
dong luc mua hang ctia khach hang tiém nang.

Dé c6 thé kham pha nhu cau ctia khach hang, c6 rat nhidu ngudn thong tin
dé dai dién ban hang c6 thé thu thap: khach hang hién tai, d6i thu canh tranh, hoi
cho trién 1am, quang c4o, quan sat, hodc khao sat thuc tién.

Tuy nhién, dé c6 thé kham pha nhu ciu cua khach hang mét cach hiéu
qua, can phai co cic phuong phap thu thap thong tin khach hang va ki ning
tham do thanh thao.

2.5.2. Pdnh gid tiém ning

Muc dich ciia viéc danh gia nham xéac dinh dbi tuong co that su 1a khach
hang tiém nang hay khong dua trén cac yéu té vé nhu cau ciia dbi twong, do 16n
ctia nhu cau, dong lyc thod man nhu cau, kha nang dé thda min nhu cau.

Mot dbi tuong khach hang duoc danh gia 1a tiém nang khi d6i twong do
thé hién 14 c6 nhu ciu & hién tai hodc tuong lai, c6 kha nang chi tra, c6 dong luc
mua hang va cong ty dé dang tiép can.

Pé c6 duge nhitng khach hang tiém nang mot cach hiéu qua, cong ty phai
xay dung duoc tiéu chuan cia mot khach hang tiém nang va 1ap mot ho so day
da vé ddi tugng dé co dugc nhitng thong tin chinh xac va su danh gia hiéu qua.

Tom lai, viéc danh gia 1a tiém ning khach hang gitp cho cong ty khong
lang phi thot gian ban hang va nang cao hi¢u qua cua hoat dong chao hang va
ban hang.

2.5.3. Chudn bj tiép x(c

- Pay 1a budc quan trong va anh huong 16n dén két quan cua hoat dong ban
hang.

- Trudc khi tiép xuc, dai dién ban hang can tim hiéu nhiing d6i tuong lién
quan dén viéc mua hang:

+ Nhimg nguoi “gc cong”: 1a nhitng ngudi mang tinh chat trung gian,
khong lién quan dén quyét dinh mua hang.

+ Ngudi mua hang: nguoi truc tiép dung ra giao dich mua hang.

+ Nhom nhitng nguoi anh huéng: c6 tac dong tich cuc hay tiéu cuc dén
quyét dinh mua hang.

+ Nguoi quyét dinh: dua ra quyét dinh mua hang.

+ Nguoi str dung san pham dé thoa man nhu cau

- Cong viéc tiép theo 1a thu thap thong tin vé khach hang.

- Can xac dinh muc tiéu tiép xtGc khach hang. Muc tiéu phai cu thé va do
luong duoc, kha thi va thuc té.

- X4c dinh nhitng ndi dung céng viéc can trinh bay véi ddi tuong.
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- Chuén bi nhirng dung cu, vat phém du dinh s& dua cho doi tuong xem.

- Cudi cung 1a tao cudc hen voi khach hang. Tuy nhién, can chon thoi gian
thuan tién, dung ddi twong va cac phuong an khi khong nhan duoc su dong y.
2.5.4. Tiép xiic va chao hang

- Mot chuyén gia ban hang chuyén nghiép phai tao dugc an tuong tét véi
khach hang ngay khi bat dau tiép xic.

- Sau khi xay dung mbi quan hé¢, dai dién ban hang can dat nhirng cau hoi
ma dbi twong quan tdm. Nhimg cau hoi ndy dan dat ddi tuong thdy duoc hoan
canh cua minh va sy can thiét phai mua hang.

- Budc tiép theo 1a trinh bay nhiing loi ich ctia san pham thong qua nhimng
thudc tinh noi troi, thém vao d6 1a nhitng loi ich bd sung néu quyét dinh mua
hang ngay.

- Bé két thuc qua trinh chao hang 13 viéc dua ra 1oi dé nghi mua hang. Loi
dé nghi phai ngan gon va phu hop, khuyén khich khach hang mua san pham.
2.5.5. Két thiic bdn héing

- Khi két thiic chao hang can dé nghi khach hang lya chon nhiing giai
phép cu thé va dua ra nhiing hang dong “gia st dé khach hang dé dang quyét
dinh.

- Piéu dic biét can luu ¥ khi két thuc chao hang 13 dua ra loi dé nghi mua
true tiép va két thuc ban hang c6 1oi cho hai bén.

2.5.6. Theo doi cham soc khach hang

- Cham séc khach hang 1a mét chudi nhitng hanh dong tim hiéu su thoa
méan nhu cau caa khach hang.

- Cham séc khach hang nham thé hién sy quan tim ciia cong ty v6i khach
hang, tir d6 tao su tin cay va mbi quan h¢ 1au dai véi khach hang.

3. Nghé ban hang

Trudc ddy, nghé ban hang khong duoc coi trong, dugc coi nhu 13 dia vi
thap kém, kém sang tao, thu nhap thap. Nhitng quan niém sai 1am vé ban hang:

- Nghé khong dang gia: nhiéu nguoi cho rang nguoi co tai s& phi pham tai
nang ctia minh néu 1am nghé ban hang.

- San pham t6t thi duong nhién s& c6 nhiéu nguoi téi mua, ban hang chi
lam tang chi phi mdt cach vo ich. Theo quan diém nay, thi nguoi ban hang chi 1a
ngudi ban dugc hang. Nhung trén thyc té, vai trd ciia ngudi ban hang con rong
hon thé: ho 13 nguoi thu thap thong tin phan hoi tir khach hang vé san pham va
1a nguoi giai quyét van dé va 1a nguoi tu van cho khach hang.

- Trong ban hang ¢ diéu gi d6 thiéu dao dirc, khong trung thuc khi thong
tin vé& san pham,...
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Tuy nhién, nghé ban hang hién nay
da duoc coi trong va dugc coi la cong viéc
hép dan boi tich thir thach, trach nhiém, va
thu nhap. Piém dic biét cua ban hang 1a n6

gitip thoa mén nhitng nhu cau dic biét cua
khach hang. Nghé ban hang c6 thé vira rat
thanh cong trong chinh ban than nod, vira co

thé 1a mot nac thang cho viéc thing tién sau
nay. Nhitng nguoi ban hang thanh cong la
nguoi c6 kha niang giao tiép va thuyét phuc tot.  Hinh 1.11. Nghé bdn hang
Nhing k¥ ning nay mang lai cho ngudi ban hang nhiéu co hoi thang tién.
Pay cling chinh 14 nhitng nén tang ctia nha quan tri cp cao. Con dudng thing
tién ciia ngudi ban hang: c6 thé 1a quan ly/giam doc ban hang quéc gia, gidm
dbc khu vue, giam déc ving, roi sau d6 1a pho giam dbc cong ty phu trach ban
hang.
3.1. Khai niém va vai tro caa nhan vién ban hang
3.1.1. Khéi niém
Nhéan vién ban hang thuong duge xem
l1a nhitng ngudi nhan vién cham séc ctra hang |
va 1a nguoi tu vin va gioi thiéu cac san

-

pham, giai dap thac mac vé san pham, dich )

’///////,/j'»‘%‘

vu cho khach hang. Ngoai ra, nhan vién ban
hang 14 nguoi gop phan tiéu thu s6 luong 16n |

hang héa, ddng thoi 1a ngudn nhan luc gitp |

taing doanh thu va lgi nhuin dang ké cho ' 21 ’
cong ty. Hinh 1.12. Nhan vién ban hang

Nhu vay, nhan vién ban hang 13 mot c4 nhan dai dién cho cong ty tiép can
v6i khach hang théng qua viéc thuc hién cac hoat dong nhu tim kiém khéach
hang, giao tiép voi khach hang, ban hang, thuc hién cac dich vu, thu thap thong
tin va xay dung quan h¢.
3.1.2. Vai tro cua nhdn vién ban hang

- Ban hang: Trach nhiém chinh ctia nguoi ban hang d6 chinh 1a ban nhitng
san pham dich vu ctia cong ty minh mdt cach thanh cong thong qua cac cudc
giao dich, tiép xuc truc tiép, giao dich qua dién thoai hay nhitng dich vu khéach
hang nhu thu tir, tu van, gip g& ca nhan... Nhitng nguoi ban hang céng hién su
thanh cong cho cong ty va thé hién minh qua doanh s ban hang.

- Quan ly diéu hanh:
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+ Gitip giai quyét nhitng van dé ctia khach hang;

+ Lap ké hoach: Dia diém va thoi gian dén tiép xtac voi khach hang, xay
dung chuong trinh quang cao/ké hoach chiéu thi...;

+ Lap du bao va danh gia: Panh gia vé thi truong, khach hang, san pham
mo&i, khach hang tiém ning;

+ Tham gia dao tao nhan vién ban hang mai.

- Trach nhiém vé tai chinh: Tuy ting cuong vi ma dam nhan trach nhiém
tai chinh v&1 mac do phuce tap khac nhau:

+ Quan 1y doanh thu va chi phi;

+ Quan Iy cac khoan phai thu;

+ Quan 1y ton kho;

+ Xay dung ké hoach tin dung cho khach hang.

- Nhiém vu marketing:

+ Thu thap thong tin thi trudng, khach hang, ddi thi canh tranh. . ;

+ Thi hanh nhiing chwong trinh tiép thi dé day manh tiéu thy;

+ Thyc hién céc bién phap marketing dé nang cao nang luc ban hang;

+ Tham gia hoi thao, hoi hop va tiép dai khach hang...

3.2. Phan loai nghé ban hang

Poi ngil nhan vién ban hang niang dong va hiéu qua 1a yéu to thanh cong
chinh cho sy phat trién thinh vuong ctia hau hét cac cong ty trong moi trudng
kinh doanh ngay nay. Chinh vi vy, nghé ban hang dang trd thanh mot trong
nhimg nghé hip dan va day 16i cudn véi lao dong tré. Viéc phan loai nghé ban
hang gop phan 1am rd cac loai hinh ban hang pho bién trén thi trudng hién nay
cung vo1 co hoi, thach thiue cuia mdi loai hinh. Nghé ban hang c0 thé duoc phan
loai theo rat nhiéu cach, dua trén nhiéu yéu to. Dudi day 1a cac cach phan loai
nghé ban hang phd bién:

- Theo dia diém ban hang: C6 hai loai gdm nguoi ban hang luu dong (dén
tan chd nguodi mua) va ngudi ban tai diém ban.

+ Nguoi ban hang luu dong khong c6 cura hang va thuong di chao hang
tan noi ngudi c¢6 nhu cau, chiang han nhu nhitng ngudi ban hang rong, nhiing
ngudi chao hang my pham, dau tam, may loc nudc. ..

+ Ngudi ban tai diém ban va nguodi mua s& dén giao dich tai diém ban
chang han nhu nguoi ban hang tap hoa, hay cac siéu thi ban si nhu Metro. ..

- Theo quy mo ban: co hai loai 1a ban si va ban 1¢.

- Theo hinh thurc hang hoa:

+ Nguoi ban hang hoéa (vat pham hiru hinh) nhu hang tiéu ding nhanh,
hang mua sdm, hang dac san cao cép...;
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+ Nguoi ban dich vu (bac si, nha si, luat su, ca si...)

+ Nguoi ban cac gidy to ¢ gia tri nhu chting khoan, gidy no...

- Theo sy so hitu hang hoa:

+ Nguoi ban cc san pham do chinh minh lam ra

+ Ngudi ban lai cac hang hoa cua nguoi khac theo hinh thirc mua dut ban
doan

+ Cac dai 1y va nha moi1 gidi.

- Theo d6i twong mua: Nhitng nguoi ban hang cho ngudi tiéu ding, ban
cho khach hang cong nghiép, ban cho khach hang thuong nghiép, ban xuat khau.

- Theo churc danh: c6 cac chuc danh nhu nhan vién ban hang, dai dién ban
hang, giam sat ban hang, truong phong ban hang, giam doc ban hang, phé giam
ddc phu trach kinh doanh, nhan vién tu van, ...

- Theo dang cdp bdn hang: ¢ hai loai chinh 13 ngudi thu thap don hang
va nguoi tao ra don dit hang.

+ Nguoi thu thip don hang mang tinh thu dong cho doi khach hang yéu
cau va cung cip cho khach hang chang han nhu nhan vién nha sach.

+ Nguoi tao ra don dat hang 1a nguoi biét cach kich thich, khoi goi nhu
cau cua khach hang, tu van, giai quyét cho khach hang trong ting tinh hudng cu
thé. C6 thé noi, nguoi tao ra don hang can phai ¢ k¥ ning ban hang cao hon so
v6i nguoi thu thap don dit hang va du ¢ dang cip nao thi nhitng ngudi ndy ciing
ludn can duoc dao tao dé c6 thé hoan thanh tét cong viéc cuia minh.

3.3. Mot so chire danh lién quan dén nghé ban hang
3.3.1. Qudn tri ban hang — Cich bé tri thang bic

Chuyén gia ban hang la nhitng nguoi
c¢6 du kién thuc va k¥ nang dé nhan biét
va hiéu 13 nhu cu cta khach hang va
biét cach théa man t6i da nhu cau khéach
hang bang nhiing loi ich tir san pham cia
cong ty. Xét vé tinh chat cong viée, dé
phat huy kha nang, kinh nghiém c4 nhan
cling nhu cho qua trinh t6 chirc ban hang
dugc thuc hién hiéu qud, cac cong ty

thuong b tri nhan sy ban hang theo céac
vi tri cOng tac sau:
Hinh 1.13. B6 tri thang bdc ban hang
¥ Nhan vién ban hang (Sales Man) — Sales Man.
v" Giam sat ban hang (Sales Supervisor) — Sales Sup.
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v' Giam déc ban hang khu vuc (Areal Sales Manager) - ASM.

v" Giam dbc ban hang mién ( Regional Sales Manager) - RSM.

v' Giam dbc ban hang toan qudc (National Sales Manager) - SM.

¥v" Thu ky Phong ban hang (Sales Administrator) — Sales Admin.
3.3.2. Chikc nang, nhiém vu cia cac chic danh nghé bdn hang

a. Nhan vién ban hang

Nhén vién ban hang con goi 1a vi tri tic nghiép ban hang. Vi tri nay tiép
xtc ban hang truc tiép cho khach hang (cac nhan va ho gia dinh hodc céac to
chure). Vai tro ctia vi tri cong tac ndy 13 cau ndi gitra nha san xuit hay nha kinh
doanh v&i khach hang.

Vi tri cong tdac nay thuong co mot s6 nhiém vu chinh sau:

- Tim hiéu nhu cau khach hang.

- Tiép can khach hang va chao hang.

- Nhan don dat hang va giup khach hang 1am cac thu tuc hanh chinh (néu
ban dugc hang).

- Theo d&i qua trinh giao hang tir cong ty dén khach hang.

- Thuyét phuc va huéng dan khach hang trung bay san pham theo dung
yéu cau cong ty.

- Theo di va kiém soat qua trinh trung bay san pham cta khach hang.

- Pong vién, ho tro qua trinh kinh doanh cuia khach hang.

- Thiic day khach hang dat thém hang va nhac nhd khach hang thanh toan
cong no khi sap dén han.

- Thu thap thong tin va danh gia tinh hinh kinh doanh trong dia ban va
hoan thanh cac thu tuc bdo cao ban hang.

- Nhan vién ban hang bao céo truc tiép cho Giam sat ban hang (hoic
Giam dbc khu vuc) dinh ky theo cac biéu mau qui dinh. Noi dung béo cdo bao
gdm nhimg thong tin chinh vé doanh s, san luong hang d3 ban, tinh hinh khach
hang, tinh hinh thi truong...

b. Giam sat ban hang

Vi tri gidm sat ban hang 1a vi tri trung gian gitra quan tri vién ban hang va
nhan vién tac nghiép. Vi tri nay co vai trd chil yéu 1a quan li va gidm sat dai dién
ban hang hoan thanh céc chi tiéu ban hang do giam déc khu vuc hay giam ddc
mién dit ra tai dia ban giam sat. Vi tri cong tac nay thuong c6 mot s6 nhiém vu:

- Nhén chi tiéu ban hang tir cdp trén truc tiép, sau d6 xay dung chi tiéu
ban hang va phan bd cac chi tiéu d6 cho dai dién ban hang trong dia ban giam
sat dé thuc hién.
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- Lap ké hoach theo doi va danh gid hiéu qua lam viéc cua dai di¢n ban
hang ddng thoi 1ap lich cong tac hudng dan va bé tri lich di theo dé kiém tra va
ho tro.

- Kiém tra tién d6 thuc hién chi tiéu ban hang cua cac dai dién thong qua
cac bao céo lam viéc hing ngdy va tong hop sb liéu doanh thu, tinh hinh canh
tranh trong vung.

- Pong vién cip dudi lam viée va quan li cong ng khach hang.

- Giam sat ban hang phai hop véi cac giam ddc ban hang vung dinh ky
hang tuan, thang hay quy dé bao cao, nhan ké hoach moi, dé xuit cac bién phap
dong vién ho tro nhan vién va nhan cac chuong trinh hd trg ban hang trong ving
dé trién khai.

c. Gidm doc ban hang khu viee (Quén Iy khu viee )

Giam dbc ban hang khu vuc dugc xem 1a mgt quan tri vién ban hang khu
vuc. Vi tri ndy thay mit cho Giam déc mién hay Giam déc ban hang toan quéc
quan 1y toan bo hoat ddng kinh doanh trong khu vuc duoc giao. Mot sb nhiém
vu chinh cua vi tri cong tac nay nhu sau:

- Nhan chi tiéu ban hang tir Giam ddc mién hay Giam dbc ban hang toan
qudc, sau d6 xdy dung chi tiéu ban hang cho timg dia ban trong ving rodi phan
b6 cho cac Gidm sat dé thyuc hién.

- Lap ké hoach theo ddi dé danh gia hiéu qua lam viéc, kiém tra tién do
thuc hién chi tiéu ban hang cta cap dudi.

- Tuyén dung, dao tao va bd tri dia ban 1am viéc cho Gidm sat.

- Quan 1y chit ché chu trinh luan chuyén hang, theo ddi cong no khach
hang, nhan bao cdo 1am viéc cia Giam sat hang tuan, thang va quy dé téng hop
s6 liéu doanh thu va tinh hinh kinh doanh trong khu vuc.

- Xay dung va dé xuat 1én cip trén cac bién phap dong vién nhan vién, cac
chién thudt d6i pho voi cac doi thi canh tranh trong ving dong thoi dé xuét sta
d6i, bd sung cac dic tinh san phim hay bo sung san phadm moi.

- HO tro cép trén xay dung chién luoc, chién thuat va ké hoach ban hang
cho toan cong ty.

- Giam déc ban hang ving dinh ky hop v&i Giam doc mién hay Giam déc
ban hang toan qudc dé bao céo tinh hinh ban hang trong ving va nhan chién
lugc hay ké hoach ban hang méi ciing nhu nhimng chuong trinh hd tro ban hang.

d. Gidm dbc ban hang toan quéc

Giam dbc ban hang toan qudc 1a mot quan tri vién ban hang cao cap. Vi
tri cong tac ndy co anh huong rat 16n dén tinh hiéu qua cua hoat dong san xuét
kinh doanh trong céng ty. Vai trd chinh 1a quan Iy toan bd hé théng ban hang
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nhim hoan thanh nhitng muc tiéu ban hang cua cong ty théng qua cdng tac
hoach dinh, t6 chirc, diéu khién, kiém tra va danh gia toan bo hé théng ban hang.

Vi tri cong tadc nay cdé mot s6 nhiém vu chinh sau:

v’ Cung v6i Ban giam déc xay dung chién luoc ban hang.

- Xay dung cac chién thuat va ké hoach ban hang cu thé dé thyc thi
chién lugc ban hang d3 xiy dung.

v’ Xay dung céc chi tiéu ban hang.

v’ Trién khai ké hoach ban hang xudng nhéan vién cap dudi.

- Quan 1y tryc tiép cac Giam dbc ban hang ving nhdm hoan thanh
cac chi tiéu da xay dung thong qua cac ké hoach, cac chuong trinh hanh dong,
cac chuong trinh kiém tra va danh gia, cac chuong trinh dao tao, dong vién,...

- Xay dung ngan sach hoat dong ctia phong ban hang déng thoi phan
tich, du bdo dat hang, quan ly cong n¢ khéach hang.

- Quan Iy chu trinh luan chuyén hang va quan 1y doanh sb, doanh
thu, chi phi ban hang.

- HO tro Ban giam ddc cong ty xay dung chién lugc kinh doanh tong
thé cta cong ty, dic biét tham gia cing phong Marketing xay dung cic chuong
trinh ho trg ban hang.

- Giam d6c ban hang toan qudc can tong hop thong tin tong thé dé
béo cdo cho Ban giam ddc dinh ky.

e. Gidm déc ban hang mién

Vi tri Giam ddc ban hang ving c6 vai trd, nhiém vu va yéu ciu cong tic
tuong ty nhu vi tri Giam dc ban hang ving hodc tai nhimg cong ty c6 hé thong
kénh phan phdi qua phirc tap va c6 quy mé qua 16n ca vé sd luong nhén vién cap
dudi 1an pham vi dia 1y. Vi tri cong tac ndy bao cao cho Giam ddc ban hang toan
qudc theo dinh ky.

f- Thu ky ban hang

- Vi tri nay gitip cho Giam dbc ban hang toan quéc theo ddi, quan 1y két
qua thuc hién cac chi tiéu ban hang cua cac Giam dbc ban hang mién (ving).

- Thu ky ban hang c6 trach nhiém tong hop tat ca cac loai bao cdo can
thiét cho Giam ddc ban hang, dic biét 1a cac bao cdo tong két két qua cong viée
cubi thang cta toan bo nhén vién trong phong ban hang dé quyét dinh muc
luong va thudng.

- Vi tri ndy ciing 1am cau ndi giita pgong ban hang véi cac phong khac
trong cac van dé lién quan dén thu tuc hanh chinh. Thu k¥ ban hang bao céo truc
tiép cho Giam ddc ban hang toan qudc ndi dung duoc yéu cau.
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Tém lgi, cac dai dién ban hang 1a nhitng nguoi thay mit cong ty tién hanh
cac hoat dong lién hé tryc tiép v6i khach hang. Ngoai cach bo tri thang bac,
chiing ta con quan tm dén véan dé khac lién quan dén nguoi dai dién ban hang.
4. Nhirng yéu cau can thiét ddi véi nguoi ban hang
4.1. V& thé chat

Nguoi ban hang can c6 sirc khoe, khong bi nhiing bénh truyén nhiém hay
mic di tat vé hinh thé. Nguoi ban hang ciing khong nhat thiét phai dep nhung
phai c6 duyén, c6 v¢ sinh than thé tt va tao duoc an tuong tbt qua cach di lai,
an mac.

4.2. V& kién thirc

Nguoi ban hang can co kién thuc tot vé nganh hang, vé san pham, vé cong
ty va nhitng dich vu ma cong ty cung cip. Bén canh d6, nguoi ban hang can phai
c6 k¥ ning ban hang, k§ ning giao tiép va hiéu biét vé tam Iy khach hang.
4.3.Vétamly

Nguoi ban hang can luédn tich cuc trong cong viéc, khong bi quan. Ho phai
luon mém mong, kién tri khi tiép xtic v6i khach hang. Khong nhiing thé, ngudi
ban hang phai luon tung xtr t6t trong moi hoan canh, giit binh tinh, khong on ao
phé truong, khong bi lung lac va hét strc tur tin. Co mot diém khac biét véi nguoi
lam hanh chanh thong thuong, ngudi ban hang ludn trong tu thé sin sang, khong
né ha thoi gian, khong 1am viée theo kiéu dén kéng 1 ra vé.

4.4. Pham chat

Nguoi ban hang can tu trong, ¢ uy tin, quyét doan, phan tmg nhanh nhay.
Pay la nhitg pham chat ma khong phai ai ciing c6 san, nhiéu khi phai rén luyén
va hoan thién minh. Bén canh d¢, tinh huéng ngoai va mong mudn cé thu nhap
cao, 1am chu su thay ddi s& giup ngudi ban hang thanh cong.

B. CAU HOI VA BAI TAP THUC HANH

1. Cau héi

1.1. Khai ni€m va vai tro ctuia hoat dong ban hang?

1.2. Trinh bay khai ni¢m va dac diém cua cac hinh thirc ban hang?

1.3. Trinh bay céac budc cua chu trinh ban hang?

1.4. Hiy néu nhiing dic diém cta nghé ban hang, co hdi thach thirc va cac van
dé dao dirc ctia nghé ban hang?

1.5. Trinh bay cac yéu cau can thiét doi v6i nhan vién ban hang?

2. Bai tap/Thuc hanh

2.1. C&c hinh théc ban hang

Hay xé4c dinh hinh thirc ban hang nao c6 dic diém 1a mirc d6 trung thanh
ctia khach hang d6i véi nhan hiéu hang héa cao:
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Ddnh diu
Hinh thirc ban hang (X)
1/ Ban bubn
2/ Ban 1¢é
3/ Ban hang theo hop dong
4/ Ban hang truc tiép

5/ Ban hang qua dién thoai

6/ Ban hang qua mang

2.2. Chu trinh ban hang
a. Sdp xép lai theo diing thir tw “Cdc bwdc ciia chu trinh bdn hang”

Cac buoc Thir tw

Chuan bi tiép xuc

Danh gia tiém nang

Tiép xtc va chao hang

Kham pha nhu cau

Theo doi cham soc

Két thiic ban hang

b. Xdy dung ké hoach chdao hang cho mét doanh nghiép cu thé
Cac nhém hay 1ap mot ké hoach chuan bi trude khi thuc hién chao hang.
Huong dan thuc hién:
- Chuan bi: Giay A3, but, but mau, but chi
- Céch thuc tién hanh: Lam viéc theo nhém, mdi nhém 2 - 4 sinh vién
- Nhiém vu: Cac nhom thao luan, gia dinh mot to chitrc/doanh nghiép dang
kinh doanh mot san phém/dich vu cu thé, dua ra mot ké hoach chao hang phu
hop véi t6 chirc/ doanh nghiép gia dinh do.
- Thoit gian hoan thanh: 90 phut.
- Két qua va tiéu chuén can dat dugc cta bai thuc hanh:
+ Hoan thanh dling thoi gian;
+ Xdac dinh dugc khach hang muc tiéu s thiét 1ap cudc hen ban hang;
+ Xay dung duoc ké hoach chao hang phu hop.
C. Thuc hanh
X4y dung chu trinh ban hang cho mot doanh nghiép cu thé (san phim
nhém tu chon).
Huéng dan thyc hién:
- Chuan bi: Gidy A4, but, bit mau, but chi
- Céch thuc tién hanh: Lam viéc theo nhém, mdi nhém 2 - 4 sinh vién
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- Nhiém vu:

+ Cac nhom thdo luan, gia dinh mdt td chirc/doanh nghi¢p dang kinh
doanh mot san pham/dich vu cu thé, dua ra mot chu trinh ban hang phu hop véi
t6 chtrc/ doanh nghiép gia dinh do.

- Thoi gian hoan thanh: 90 phut.

- Két qua va tiéu chuan can dat dugc cia bai thuc hanh:

+ Hoan thanh dung tho1 gian.

+ Xay dung dugc chu trinh ban hang phu hop.

C. GHI NHO

Bdn hang la mét nghé cho ban co héi c6 nguon thu nhdp dang ké. Nghé
bdn hang dia trén cdc nguyén Iy va chudan muec viing chdc.

Ban hang la cach thicc ban ty dinh vi ban thdn va doanh nghiép ciia minh,
xdc Idp trién vong trong kinh doanh, xdy dung niém tin va dwa ra cdc cdu tra loi

ma khdch hang tiém ning dang tim kiém.
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BAI 2. THUC HIEN KY NANG BAN HANG

GIOI THIEU

Ngi dung bai hoc cung cdp néi dung, yéu cdu, cdc budc thuc hién nhitng
ky nang bdan hang co ban. Nhieng Ky nang nay dwoc van dung thuwong xuyén
trong hoat déng ban hang tai cac doanh nghiép. Ngoai ra, bai hoc con cung cap
nhizng bai tdp thic hanh, c&c tinh hudng xi Iy nham nang cao viéc thuc hién
thanh thao kj ndng bdn hang cua sinh vién trong thuc té.

MUC TIEU
- Trinh bay dwoc ky néing thau hiéu khdch hang, ky ndng tao dn twong ban
ddu;
- Vin dung dwoc kj nang dit cau héi théng minh, ky ndang ling nghe hiéu
qua;
- Thyc hién dwoc kyj nang trinh bay ban hang, kj ndng thuyét phuc hiéu qud;
- Xir Iy dwoc cdc tinh huong ban hang cu thé;
- Thanh thao dwoc cdc ky nang trong thuc hién ban hang.
- Thuc hién cong viéc dwoc giao va tu danh gid két qua theo cac tiéu chi da
duwoc xac dinh;
- C6 kha nang lam viéc doc ldp va lam viéc nhom,;
- C6 dao dirc va lirong tam nghé nghiép, c¢é y thire t6 chire ky ludt.
A.NOI DUNG
1. K¥ niing thau hiéu khach hang
Su thau hiéu khach hang 14 viéc doanh
nghiép, nguodi ban hang nim bat siu sac
nhimng nguyén vong, thi hiéu cia khach hang.
Thong qua d6, dua ra nhimg tu vén,
nhitng gbp y chan thanh giap khach hang tim
ra giai phap tot nhat 1am thoa man t6i da nhu
cau cua ho. Tir d6 thuyét phuc khach hang tin
ding san pham cua doanh nghiép. C6 thé
hiéu “sy thau hiéu khach hang” con 1a nhiing

mong mudn cua khach hang duoc cit gidu &
bén trong mdi nguoi. Hinh 2.1. Thau hiéu khéach hang

Chinh nhiing yéu t6 nay 1a dong luc thoi thuc quyét dinh mua hang cta
khach hang nhung ngay ca ho ciing khong hé hay biét. Boi vdy, nhiém vu cia
ngudi ban hang khong chi 1a gidi thiéu vé san pham ma hon hét ho phai giup
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khach hang khiam pha ra nhiing nhu cau ma ho dang cin va ty nhdn ra san
pham/dich vu ma nguoi ban dang cung cip chinh 1a giai phap toi vu danh cho
ho.

Ngay nay, v6i quyét dinh mua mot mon hang, thir khach hang can nhic
khéng chi 13 tinh ning wu viét ciia san phidm, ma ho can con mot ngudi ban hang
tinh té, chinh truc, ton trong va hiéu biét nhitng nhu cau cta ho. Mot ngudi ban
hang thanh cong thi ban can thyc hién nhitng nguyén tic sau diy dé c6 dugc k¥
nang thau hiéu khach hang hiéu qua:

- Ky nang dé hiéu thau tam 1y khdch hang

S& khong c6 mot cong thirc ban hang khudén miu nao dé nguoi ban hang
ap dung chung cho moi trudng hop. Bai vi, hang nghin kiéu khach hang ma ban
gip hang ngay thi méi ngudi lai c6 mot tinh cach, so thich riéng. Piéu ban can
chinh 12 thdu hiéu tAm 1y ctia “céc vi thuong d&” dé c6 cach tng xir phu hop. 15
k¥ ning thau hiéu khach hang dudi day s& gitip tré thanh mot ngudi ban hang
thong minh.

+ Pbi v6i nhitng khach hang la, diéu cin ban di chinh 1a su 18 phép: Véi
nhitng vi khach hang méi, diéu ban can thé hién chinh 1a su 18 phép va ton trong
khach hang. Day chinh 1a budc dau tién tao su thién cam, gay an tuong tbt trong
1ong khach hang, tir d6 thuc day ho c6 mong mudn trd chuyén voi ban vé san
pham cua doanh nghiép.

+ Pbi v6i nhitng khach hang quen thudc, diéu can ban di chinh 13 sy nhiét
tinh: Khach hang quen thudc 1a ddi twong da biét dén gia tri ctia san phdm ma
ban cung cap. Boi vy, luc nay ban khong can dong vi thé cia mot “lai budn”
ma hon hét ban c6 mot thai do nhiét tinh, tan tuy véi khach hang. Hon hét khach
hang chinh 13 ngudi cam nhén siu sic tinh cam chan thanh ma ban danh cho ho.

+ Pbi voi khach hang nong tinh dé thau hiéu tam 1y khach hang, diéu can
ban di chinh 14 hiéu suat: Nhiing khach hang néng tinh ho thudng clng nhac
trong suy nghi. Trong truong hop ndy, ban can phai thdu hiéu khach hang bang
cach tu van ngan gon dé hiéu vé thong tin san pham va dic biét nhdn manh vé
nhitg chuong trinh khuyén mii cia doanh nghiép dé khoi goi htng tha mua
hang cia nhiing vi khach nay.

+ Ddi v6i khach hang ngao man, diéu can ban di chinh l1a su nhan nai: Véi
nhiing khach hang ngao man, cau ctra mi¢ng ctua ho s€ thuong 1a “phai co..phai
c6...”. Lic ndy, su nhan nai chinh 1a chia khéa “m& 1ong” khach hang va hudng
ho dén véi vé san pham cua doanh nghiép.

+ Pdi v6i nguoi c6 tién dé thau hiéu khach hang, thir ban can ban di chinh
1a su ton quy: Ngudi co tién ho s& sin sang bo ra chi phi 1on dé duoc sir dung
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dich vu tot nhat. Béi vAy nguoi ban hang can nam dugc tim 1y nay dé tap trung
tiép thi vé nhitng nhitng san pham cao cip cua doanh nghiép.

+ Pbi v6i ngudi nghéo kho, diéu can ban di chinh 14 loi ich thiét thuc:
Vi nhitng nguoi han ché vé kha ning tai chinh, diéu ho quan tim khéng phai la
su doc ddo v& mau ma cia san phé\m, kiéu dang ma thtr ho chu y té1 chinh 1a o1
ich ich thiét thyc ma mén hang mang lai.

+ Dbi v6i nguoi thoi thuong thau hiéu tAm 1y khach hang, diéu ban di
chinh 14 su sang trong: Khach hang thoi thuong sé luén quan tam dén xu hudng
thoi trang, san phAm moi nhit dugc ra mét trén thi truong, boi vay khi ban hang
cho ddi twong nay ban can phai thau hiéu khach hang bang cach can nhdn manh
vé su sang trong, hién dai ctia san pham.

+ Po6i véi nguoi chuyén nghiép, didu ban ban di chinh 1a sy chuyén
nghiép: Péi v4i nhitng khach hang nhitng chuyén nghiép, khi tiép thi san pham
ban can trau chudt trong ngdn tir 1an cir chi va c6 mot thai do 1am viéc nghiém
tac dé khach hang cam thay hai long vé ban va san pham cua doanh nghiép

+ Dbi v6i nguoi hao sang dé thau hiéu khach hang, diéu ban ban di chinh
la sy phong khoang: Khach hang hao sang thuong yéu thich sy thoai mai, vui
vé. Boi vay ban hiy chao don ho bang nhitng nu cudi ndng 4m, tAim long chan
thanh va nhirng cau chuyén di dom.

+ Pbi voi ngudi keo kiét, diéu ban can ban di chinh 1a loi ich: Nhiing
nguoi keo kiét thuong tinh toan chi ly vé loi ich ctia san pham ma ho nhan dugc.
Vi nhitng dbi trong nay ban hiy giai thich chi tiét cho ho hiéu vé tinh ning, loi
ich thiét thuc vé san pham

+ Pdi voi nhitng nguoi séng huong thy, diéu ban can ban di chinh 1a sy
phuc vu: Nhitng nguoi hudng thy ludn biét cach dé thuong thie cudc sdng mot
cach tron ven va xung tim. Boi vay khi ban hang cho nhom ngudi nay, ban phai
thau hiéu khach hang va co thai do phuc vu thong minh va tinh té. Hay lam cho
ho théy san phém ctia ban dem dén sy tién nghi va chét lugng nhét.

+ D6i voi nhitng ngudi hay bat bé, diéu ban can ban di chinh 1a sy tinh té:
Trong khi ban hang, viéc ban gip nhiing khach hang hay bt bé 1a khong thé
tranh khoi. Nhiing lic ndy, thir ban can chinh 1 sy tinh té, hdy lang nghe nhiing
van d& ma ho phan nan va tir d6 tim ra phuong phap giai quyét dem dén su hai
long cho khéch hang.

+ Pdi v6i nhitng nguoi hién lanh dé thau hiéu khach hang, diéu ban can
ban di chinh 1a sy chan thanh: TAm long chan thanh cua ban s€ chinh 1a “vii khi”
dé niu chan nhiing vi khach hién lanh, dé mén. Ban tuyét d6i khong nén noi ddi
vé tinh ning ciing nhu céng dung ctia san pham, boi hon ai hét khach hang 13



42

ngudi truc tiép trai nghiém san phdm cua ban, ho s& ludn ghi nhé vé nhimg 16
tiép thi ctia ban vé san phrflm

+ Pdi véi nhirng ngudi hay do du, diéu ban can ban di chinh 1a sy dam
bao: Khach hang do du bai vi ho chua thay loi ich ctia san pham du 16n dé ho bo
tién ra mua hodc ho can su tu van, xin v kién. Vi kiéu khach hang nay ban hay
dit ra nhitng cAu hoi mo dé hiéu duge nhu cu cua ho dong thoi ching minh
nhing loi ich to 16n ctia san phdm dén véi ngudi tiéu dung, tir d6 “kich thich”
ho mua san pham cua ban.

Khong mot doanh nghiép nao ton tai ma khong dwa vao khach hang.
Khach hang 13 d6i tuong cudi cting ma doanh nghiép hudng toi.
2. K§ niing tao an twong ban dau

Nguoi ban hang khong chi cin mot ngoai hinh bat mat va nhitng loi ich
clia san pham ma ban dem lai cho ho ma con nhiing an tugng xuat phat tir chinh
ban than nguoi ban vé nang luc, tinh trach nhiém va kha nang giai quyét van dé.

Pé dat tao duogc an tuong ban dau tot dep cho khach hang, nhan vién ban
hang can phai hiéu dugc suy nghi khach hang, ciing nhu biét cach st dung ngdn
ngit co thé dé tao an tugng tét voi ho, ting co hoi thanh cong.
2.1. Quan sat ngdn ngir co thé ciia khach hang

Nhitng ngdn ngit co thé giup ban xac dinh
nhitng suy nghi that su cua khach hang, tir do s€ gia
tang co hoi ban duoc hang. Lam thé nao dé biét duoc

khach hang nao s€ no1 chuyén lau nhat, nguoi nao sé
The Beginners Guide To

roi di sau mot cude ndi chuyén ngan ngui. Vi dy, hiy L ANGUAGE
quan séat chan cta ho. Néu ai d6 khong quan tam thi

ho s& huéng mdt hodc 2 chan hudng ra phia cura. Con
néu ai d6 quan tam, ho s€ huong ca 2 miii giay vé

phia ban, hodac tham chi bat chéo chan khi ho tro
chuyén. Piéu nay chimg t6 1a ho thuc sy mudn danh

thoi gian tim hiéu va chua mudn roi di. Hinh 2.2. Ngén ngir co thé
P ‘ ™~ - Nu cwoi: Dé biét duoc khach hang c6 dang
cuoi that long vai ban, hay vui vé thuc su khong thi

J e hay quan sat d6i mat cua ho khi cudi. Néu ho that

! \-/ long, thi khoe mat s& bi nhin, va cac co mit cua ho
l N s& thay do6i. Néu cuoi gia tao, thi d6i mat van giong
%0 hhu khi binh thudng, cac co mat van binh thuong.
Hinh 2.3. Nu cuoi
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- Lic dau khi binh lugn: Khach hang c6
thé néi “CO” du khong muén: Ngudi mua
thuong mudn git lich sy do ho khong may
quan tdm. Néu ho khen tich cyc vé san pham

cua ban, nhung lai lic dau khi binh luan, thi ¢
kha ndng 14 ho khong hoan toan trung thyc.

Hinh 2.4. Léc dau khi binh ludn

- Khoanh tay: theo quan niém cii mot

nguoi khoanh tay nghia 1a ho khong quan tam

J, 1a khong hoan toan dung. Moi ngudi bat chéo
\l tay voi nhiéu 1y do khac nhau nhu d6 1a mot
/ : _ N e thoi quen, lic d6 ho cim théy lanh, hogc viéc
nay lam ho cam thay thoai mai...

Hinh 2.5. Khoanh tay
- Déu higu qua déi mit:

+ Khach hang mudn mua san pham,
nhung mat ho ctr ddo quanh va khong nhin
tryc tiép vao nhan vién ban hang. Diéu nay
noéi 1én rang ngudi d6 khong thue su nghiém
tc v4i viée mua va dua ra 10i dé nghi.

+ Néu mot nguoi khong c6 ¥ dinh mua,
ho s& né tranh 4anh mat ctia nhan vién ban

hang vi ho s¢ nhan vién ban hang biét dugc y
d6 hay tranh viéc khé xtr khi noi cau tir chdi.  Hinh 2.6. Ddu hiéu qua déi mat
+ Néu mot ngudi nhin thang vao nhan vién ban hang luc nhan vién ban
hang dang noéi chuyén véi ho, thi d6 1a mot dau hiéu tét chimg to ho quan tdm
t6i nhitng diéu nhan vién ban hang noi.
2.2. Sir dung ding ngdn ngir co thé tao 4n tweng tot véi khach hang
La mot nhan vién ban hang, diéu quan
trong 13 phai dé cho khach hang cua ban biét
dugc: Ban 1a mot ngudi c6 thé tin tudng va cé
thé déng hanh v61 ho trén mot doan duong dai.
Vi vay, stt dung ding ngodn ngit co thé

tao 4n tuwong tot véi khach hang doéng vai trd
rat qua trong trong qua trinh giao tiép. Hinh 2.7. Ki nang trinh bay
Duéi ddy 1a nhitng nguyén tic clia ngdn ngir co thé can sir dung:
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- Pung thing ngudi: Day ludn 1a tu thé t6t thé hién sy tu tin. Néu ban di
hay dung voi tu thé rii xudng, diéu nay khién cho khach hang c6 cam giac ban
dang cb gidu diéu gi d6. Dua vao ghé hodc ngdi xudng c6 thé 4m chi ban dang
thd 0, ho hitng. Hay thé hién cho khach hang cua ban thdy ban dang rat hao
htng, nhiét tinh bang cach dimg thang trén 2 chan ctiia minh.

- Xo6a bo rao can: “Fight or flight”- chdng tra hay bo chay 1a xu huéng
phong vé mang tinh ban ning ctia con ngudi. Theo do, ho thuong dit cac dd vat
giita ho va nhiing nguoi khac dé cam thay yén tam vi minh da duoc bao vé.

Ban khong thé khién khach hang cam thiy thoai mai khi chinh minh chua
lam duogc. Vi vay, hay x6a bo hét cac vat can ra. VAt can d6 c6 thé 1a cac dd vat
htru hinh cho t&i1 cac vat can trong tam 1y, suy nghi.

Hay dén vai khach hang véi mot tm thé ti tin, vui vé va nhiét tinh chia
sé nhat. Chi khi d6 ban mdi c6 thé tao dugc an tugng tot trong mat khach hang
duoc.

+ Nam viing nhiing quy tic giao tiép co ban

Chot v61 toc, xoa gay, xoay but, nghich dién thoai di dong la d4u hiéu cho
thay tdm tri cta ban dang “di choi” & dau do6, chtr khong phai & noi ban dang
dung/ ngdi. Nhitng hanh vi nay s& gay kho chiu cho khach hang tiém ning cia
ban day.

Khi giao tiép, hay giri mot thong diép manh bang cach st dung cach két
hop vdi cac quy tic c¢d dién cho viée sit dung ngdn ngit co thé sau day:

- Gitt mét tu thé dimg coi mo

- bung khoanh tay

- C6 mOt nu cudi vui vé, tim thé chao don

- Duy tri viéc giao tiép bang mat

- Puing quén gt dau khi n6i. Néu ban muén nguoi nghe dong y v6i minh,
thi hdy dé cho cai gat dau ciia ban lan truyén cam xtc tich cuc trong suy nghi
cua ho.

Poi khi con ngudi co thé dua ra nhiéu thong diép cung luc, hay cac thong
diép 14n véi nhau khién ban kho hiéu.

Hay bat dau mot cude néi chuyén truc tiép véi ho. Khi ban héi mot vai
cau hoi, néu quan tdm ho s& vui vé va sin sang tiép chuyén hay trao ddi v6i ban.
Con khong thi ho sé& tra 10 mot cach mién cudng, vu vo va cb gang nhanh chong
két thuc cudc noi chuyén v&i ban.

Trong giao tiép, ngudi ta cé thé che gidu suy nghi, cam xitic bang 15i néi,
nhung kho che gidu bang ngdn ngit co thé.
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Hiéu dugc ngdn ngit co thé cua ngudi khac va biét cach sir dung ngodn ngir
co thé phu hop, gitp ban tao dugc an tuwong tét vai khach hang. Hay tim hiéu vé
ngdn ngit co thé va tim quan trong cua viéc hiéu ngdn ngit co thé khach hang
dem lai thanh cong.

3. Ky nang dat cau héi

Néu nguoi ban hang khéng dua ra dugc w
nhitng cau hoi dung, hodc co thé héi theo cach
khong phit hop thi ngudi ban hang s& khong thé ﬁ ﬂ

biét nhu cau cua khach hang . ﬂ

Co hai dang cau hoi: cau hoi mé va cau héi
dong.

Hinh 2.8. Ki nang dat cau hoi

- Cau hoi dong 1a cau hoi ma khach hang chi trd 101 1a c6 hodc khong, vi
du “anh/chi c6 thay thich diéu nay khong?.

Muc tiéu cta viéc hoi cau hoi dong 1a dé —biét vé thyuc té cua van dé, dé
gidi han hodc huéng din thao lun, thu thap thong tin co ban vé khach hang

- Cau hoi mé 1a nhiing cau hoi c¢6 cum tir ’thé nao” ... Cau héi mo s&
khuyén khich khach hang chia sé¢ nhimg quan diém va y kién caa ho. Cau hoi
m la dé:

+ Thu thap nhitng théng tin cu thé dé gitp nguodi ban hang xac dinh duoc
nhu cau cta khach hang

+ Xay dyng mdi quan hé v6i khach hang

- Cac dang cau hoi khac:

+ Cau hoi md dau cude ndi chuyén

+ Cau hoi khang dinh: 13 dé kiém tra lai, chic chan rang nguoi ban hang
hiéu khach hang,

+ Cau hoi nham tom tat lai van dé: dam bao rang nguoi ban hang hiéu nhu
cau ctia khach hang va kiém tra lai nhitng loi ich ma minh dwa ra nham thuyét
phuc khach hang

Duéi day la nhitng cau héi nén tranh:

- Anh/chi c6 phai 12 nguoi ra quyét dinh khong?

- Kha ning tai chinh cia anh/chi nhu thé nao?

- Anh/chi biét gi vé cong ty ciia ching toi

- Anh/chi ¢ quan tam t6i tiét kiém tién khong?

- Nhu cau ctia anh/chi 1a gi?

Nguoi ban hang nén hoi nhimg cau hoi dé khach hang c6 thé chia sé
thong tin. Mot s6 cau hoi nén hoi:
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- Nhitng muc tiéu nao ma anh/chi dang hudng t&i?

- Anh/chi s& gip nhiing thach thirc nio néu mudn dat duoc nhilng muc
tiéu trén?

- Nhiing tac dong nao s€ co6 tdi doanh nghiép cua anh/chi.
4. K§ ning ling nghe hiéu qua

Nguoi ban hang hiéu qua phai biét ling N
nghe mot cach chu dong nhimg diéu khach hang ‘; ,
n6i véi ho va ca nhimg didu ma ho chua noi. 05/

Nguoi ban hang hiéu qua phai biét danh thoi
gian dé hiéu duoc nhu cu thue su ctia khach hang,
van dé ma khach hang dang c6 gang giai quyét.  Hinh 2.9. Ki ndng lang nghe

Pé c6 duoc ki ning lang nghe hiéu qua thi ngudi ban hang nén thudng
xuyén thyc hanh k¥ ning nay.

Duéi ddy 1a 5 diém can thuc hién dé tro thanh nguoi ling nghe hiéu qua:

- Thé hién voi khach hang su chil tAm ciia minh khi nghe ho néi bang
cach st dung nhitng ngdn ngtr 161 nd1 va phi ngon ngir.

+ Nhin vao mat khach hang vo1 thai do than thién, nha nhan

+ Khong tao ra bat ky mot 4m thanh nao

+ Khong cat ngang, noi xen vao khi khach hang dang noi

+ Khéng dé nhitng yéu t ctia moi trudng xung quanh 1am xao nhing ban
than, vi du nhin qua ctra s6, ngam nhin birc tranh nao do,...

+ Chu y dén ngon ngir khong 101 va 4m luong giong néi ciia khach hang

+ Néu c6 ngudi di cing thi tranh khong trao d6i v6i nhau khi khach hang
dang no1

- Thé hién cho khach thiy ring minh dang lang nghe bang cach sir dung
phi ngon ngit va ngdn ngit. Khi trinh bay, ngudi ban hang can phai can d6i duoc
giita phi ngdn tir va ngdn tir. Ngon tir bao gom tir ndi va tir viét. Phi ngdn tir bao
gdm phi ngdn tir hitu thanh (4m diéu, 4m luong, d6 cao,...) va phi ngén tir vo
thanh (ngon ngit co thé: nét mat, cr chi, diéu bd, ban tay, cai bat tay,...). Mot
nghién ctru da chi ra réng, khi don nhan mot thong di€p thi hinh anh chiém 55%,
38% la giong ndi va chi 7% la ngon tur.

+ Gat dau khi cam thay phu hop, nhét tri

+ Thé hién bﬁng nét mat

+ Chl y tao sy thodi mai c&é1 mo, vi du vi¢e khoanh hai tay trudec nguc
trong khi giao tiép voi khach hang s& khong thé hién su coi mo, chan tinh + St
dung nhitng tir nglt nhu vang, dung thé, ...
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- Kiém tra lai viéc lang nghe : trudc khi c6 nhitng tra 161 hodc trao ddi véi
khéch hang, ngudi ban hang nén

+ Dién gidi lai thong diép ma da nghe duoc, vi du “anh/chi c6 noi 1a....”,
“t61 nghi 12 anh/chi dang noéi dén....”,

+ Hoi cau hoi dé 1am rd ¥ cuia khach hang: “anh/chi c¢6 thé néi thém vé...”,
“anh/chi c6 thé néi rd hon vé...”, “anh/chi noi ve..., cd dang khong a ?7”

+ Tom tat nhitng diéu nghe dugc tir khach hang

- Tra 15i khi can thiét. Khi khach hang néi, nguoi ta cling mong mudn
dugc nghe thong tin tir phia ngudil ban hang. Lic nay, ngudi ban hang nén co1
mo, t6n trong, can than khi tra 151 hodc cung cap thong tin cho khach hang.

5. Ky nang trinh bay ban hang
5.1. Nhitng yéu té anh hwéng dén trinh bay

Trinh bay 1a mot hoat dong giao tiép, trong d6 nhan manh dén van dé
truyén dat thong tin.

Trinh bay va thuyét trinh thé hién hai khia canh khac nhau cua hoat dong
trinh bay. Ki nang nay giup ching ta séng dat duoc muc dich, séng hai hoa, co
ich cho gia dinh va xa hoi.

- Nhitng yéu té co ban ciia hoat déng trinh bay:

v Nguoi trinh bay

v' Ngudi truyén dat thong tin

v' Déi tuong trinh bay

v' Nguoi tiép nhan théng tin

- CO hai dang cua trinh bay:

v Trinh bay: 12 qua trinh truyén dat thong tin vé mot van dé chi tiét
mot cach truc tiép ¢ pham vi nho véi thoi gian dién dat ngan va doi twong trinh
bay it.

v Thuyét trinh: ndi dung thuyét trinh bao gom nhiéu van dé theo mot
cha dé nhét dinh va ddi tuong cta thuyét trinh da dang hon.

- P61 Vi ki ndng ndy, c6 nhitng yéu t6 anh hwong nhat dinh:

O NOoi dung can trinh bay.

Muc dich trinh bay

K¥ thuit trinh bay

Phong cach nguoi trinh bay
Bdi canh xay ra

S OO

Tam 1y, diéu kién, kha ning nhan thirc ciia nguoi nghe.
5.2. Ky nang trinh bay
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Khi n6i d&én trinh bay 1a dé cip dén nghé
thuat va ki niang, thé hién thong qua su sang
tao trong giao tiép va cach thirc va ki thuit ma
nguoi ban hang st dung dé truyén dat thong
tin. K§ nang trinh bay truéc dam dong hién
nay da trd thanh moét trong nhitng k¥ nang cuc
ky quan trong.

Pé hinh thanh k§ nang trinh bay thanh
cong can thuc hién theo ding nhitng nguyén
tdc va yéu cau nhat dinh dudi day. Hinh 2.10. K7 nang trinh bay

K7 nang trinh by nay tudn thii nhitng nguyén tdc, yéu cdu nhat dinh:

- Thir nhét, thoi gian trinh bay ngan.

- Thir hai, viéc trinh bay thuong dién ra véi cuong do cao.

- Tht ba, nhiing van dé trinh bay rét cu thé.

Mot 56 néi dung chinh cia ki ndng trinh by trong ban hang:

- Budc 1: Chuén bi chu déo céac thong tin vé d6i tuong, xac dinh ro muc
dich, noi dung trinh bay, cac san pham va vat pham dua cho d6i tuong.

- Bué6c 2: Trinh bay thuyét phuc thé hién qua 3 phan

+ Phan chao hoi va gidi thiéu: thé hién cam xuc va sy hop 1y dong thoi dé
cap dén muyc dich trinh bay

+ Phan trinh by ndi dung: néu cac ndi dung chinh, ndi dung phu va cac vi
du hodc bang chimg dé thuyét phuc khach hang.

+ Phan két thuc: nhac lai myc dich trinh bay va kich thich hanh dong.

- Budc 3: Thé hién phong cach trinh bay chuyén nghiép

+ Vé trang phuc

+ V& tu thé, cur chi

+ Vé giong noi
+ Cac cong cu hd trg
6. K§ ning thuyét phuc hiéu qua
6.1. Vai tro caa thuyét phuc

- Thuyét phuc 1a mot chudi cic hoat dong ma chung ta str dung dé tac
dong vao ddi tuong nham thay doi quan diém, thai do, niém tin cta ddi tuong vé
mot van dé.

- Trong ban hang ciing vay, néu ngudi ban khong thuyét phuc khach hang
thanh cong thi khong thé ban duoc hang. Véi vai tro nhu 1 “thugng dé”, ngay
nay nhu cau ciia khach hang ngay cang da dang va c6 nhiéu sy Iya chon hon. Do
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d6, dé ban hang thanh cong, thai do cua nguoi ban hang ciing 13 mot nhan td
quan trong quyét dinh su thanh cong.
6.2. Mot sb yéu ciu khi thuyét phuc
- Phai dua trén co sd su that.
- Phai nhiét tinh, tip trung, hop 1y va ngén gon.
- Phai dat khach hang trong tim trong qua trinh thuyét phuc.
6.3. K§ ning thuyét phuc

«cO”
~ &

2 o

Hinh 2.11. K7 nding thuyét phuc

Ky nang thuyét phuc bao gom 5 bude:
- Budc 1: Toém tat hoan canh

+ Piéu kién - Bbi canh ddi twong: Tém tat nhimng diéu kién cua ddi twong
c6 lién quan dén loi ich san pham dang ban

+ Nhu ciu: khéng dinh nhu cau hién c6 cua ddi tuong

+ Han ché: chi rd nhimg han ché hién nay cta d6i tuong

+ Co hoi: trinh bay nhiing co hdi ma d6i twong co

Vi dy: dé dap ung diéu kién lam viéc, khach hang co6 thé c6 nhu cau ddi
v6i phuong tién di lai. Ngudi ban co thé dua trén diéu kién d6 dé chi 16 nhimg
nhu cau, cling nhu nhitng han ché va co hoi ma khach hang dang co.
- Budc 2: Duara y tuong

+ Can théa min nhu cau: dua ra y tudng dbi tuong nén khic phuc han ché
va tan dung co hdi dang co b?mg cach mua hang.

+ Loi ich san pham phtl hop v6i nhu cau: khang dinh loi ich cta san pham
pht hop véi nhu ciu.

+ Goi y hanh dong: dbi tuong chi c¢6 thé thoa man nhu cau khi mua hang.
- Buéc 3: Giai thich cong viéc nhu thé nao

+ Ai, céi gi, & dau, khi ndo: nguoi ban gidi thiéu téng quat voi ddi tuong
vé cong ty, cac dac tinh ndi troi cta san phém, gia cd, cach thirc mua, diém mua,
giao hang, diéu kién kém theo.
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+ Poan trude cau hoi: ngudi ban can xac dinh trude nhitg cau hoi ma doi
tuong thudng hoi dé cé thé co cau tra 10 thich hop.

+ Pam bao hiéu rd: khang dinh su hiéu rd mong mudn ctia ddi tuong va
dam bao dbi tuong ciing hiéu rd nhitng mong mudn cia ngudi ban vé: loi ich
san pham va cach thirc mua hang.

- Budc 4: Cung cb giai phap loi ich

+ Lam thé nao dé ¥ tudong gip dugce nhu ciu: tom tit lai nhimg han ché
d6i véi diéu kién hién tai cua déi tugng va nhic nho ddi tugng can phai hanh
dong dé thoa min nhu cau cua ban than.

+ Goi lai nhitng co hoi: khang dinh lai nhitng co hoi cua khach hang néu
mua va st dung san phim cua cong ty.

+ Nhéan manh tinh ndi troi ctia san pham bang nhiing con s hay su kién:
muc dich 1a dé ting thém tinh thuyét phuc so sanh vdi san pham canh tranh.

- Bué6c 5: Goi y nhanh budc tiép theo.

+ Muc dich 1a dé két thuc ban hang.

+ Lam cho 1an chao hang sau ¢ su khoi dau dé dang: ngudi ban thé hién
su hai long khi tiép xtac voi dbi tugng ca khi khong ban dugce hang. Diéu d6 sé
dé lai 4n tuong tdt trong tam tri ddi tuong, tao diéu kién dé dang cho lan chao
hang tiép sau.

7. Ky nang trung bay hang hoa

Trung bay san pham 1a su

(N

dan xen gitta khoa hoc va ngh¢

thuat. Trung bay hang hoa c6 nghia |

AR e g
e 5%‘1‘;&@*“{ |

1a vira phai sap xép hang hoa gon ! | O
gang, hop 1y vira phai dep mat, thu |
hut khach hang ngay tu cai nhin
dau tién. Ki ning trung bay san
pham bat mit 1a v cung quan
trong va nhét dinh phai tan dung
néu muén phat trién con dudng
kinh doanh budn ban, nhat 1a mo
hinh kinh doanh siéu thi mini, ctra
hang tap hoa dang phat trién manh

mé nhu hién nay va la ki nang

| ‘ /4 ) |
A RogsA aAs e 1A . HENKIN /;I :
khong thé thiéu doi voi nhan vién

ban hang hién nay. Hinh 2.12. Ky nang trung bay hang hoa
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Trung bay 1a viéc ngudi ban hé thong lai hang héa ctia minh trén gia dung
nham gitip cho ngudi mua hang dé tim duoc san pham ¢ noi dé thdy nhat. Viéc
trung bay hang hoa bat mat, d& nhin, d& thiy 13 mot diéu rit quan trong. Boi 18
khi san pham ctia minh cang dé nhin thay thi sy lva chon ctia ngudi mua cang dé
dang va mau chong hon. Ddi véi cac cira hang tu chon, kinh doanh da dang cac
mat hang thi s& giup lam giam lugng hang ton kho, gia tang tinh canh tranh va
kich thich tiéu ding hon tir 46 din dén loi nhuan mang lai ciing s& cao hon.

- Trung bay 1 nhin cira hang bang cip mat ctia nguoi mua va hiéu co
dugc cam két cua ctra hang, 13 dam bao hang duoc trung bay dung san pham,
dung s luong, dung vi tri, dung gia ca ¢ moi thoi diém.

- Ki nang trung bay hang hoa co vai tro sau day:

+ San pham dé thay

+ Xay dung hinh anh thuong hi¢u

+ Tao nhu cau

+ Tang lugng ban ra, ting doanh sb va ting thi phan.

- Nguyén tic trung bay:

+ Lua chon vi tri:

> San pham c6 thé trung bay trén ké hay ngoai ké. Néu trung
bay trén ké thi phai dam bao nhiing san pham wa chudng thuong dugc dit tir
that lung toi ngang tAm mét, nam trong tdm véi ctia ngudi mua voi chil clra
hang, & hai dau ké.
> San pham dugc trung bay can ¢ noi c6 dong nguoi qua lai:
Noi giao cac 16i di, gan qudy tinh tién.
> San pham cho tré em thudng dat & dudi thap.
> San pham khong nén bay &:
= Tryc tiép dudi anh ning hay tam tdi
» Noi nhiét d0 cao
= Noi dd 4m cao
= Gén cac san pham nang mui
+ Kich cd:
» Trung bay 16n tao sy chu y
» Trit hang du lugng dam bao ludn da hang
> Trung bay phai dat tiéu chuan
+ Thanh khéi
» Thuc hién theo tiéu chuan
> Bay chung hang céc san pham cung loai.
+ An tuong
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> Trung bay sang tao hay hoanh trang 1am san pham ndi bat va tao
su chu y ciia ngudi mua hang.

> Trung bay lién két v6i khuyén mai cho nguoi tiéu dung ting su
kich thich va gia tang lugng ngudi mua dén cira hang mua sam.

- Ky nang trung bay hang hoa:

v' D@ nhin, dé thay, dé lay

C6 nhiing mén hang ban, ma phai dugc thir, dugc cham vao ngudi ta méi
c6 cam nhan dugc mon hang do chét lugng nhu thé nao, no tdt, nd dep nhu thé
ndo, nd bén nhu nao. D& nhin 1am cho nguoi ta bat méit. Nén chon nhitng vi tri
dé quan sat nhat dé bay cac loai mit hang lam nén dic trung.

v' Luén ludn dam bao sap xép khoa hoc

Sap xép phai c6 khoa hoc, gia tir thap dén cao. Néu nhu ban hang nhiing
mit hang ¢ nhitng khu vuc ma no binh dan, phd théng thi ching ta sip xép tur
thap dén cao, tir trai qua phai. Hodc nhitng khu vuc ndo gia phan khic cao, gia
ca cao, san pham cao cap, khach hang cao cip thi co thé trung bay gia tir san
pham chét luong, va gia tir cao dén thap, nd nguoc lai.

v Céch sap xép san pham phai dé logo quay ra trudc

Viéc trung bay phai dam bao hinh anh logo ctia san pham phai duoc quay
ra phia trudc, ma khong duoc 16n nguoc, khong 16n dau ludn ludn phai dam bao
v¢ sinh sach s€, ngan nép, d6 1a nhitng céi tao ra su bat mat cho khach hang.
Ngoai ra, viéc sap xép logo quay ra phia trudc ciing sé khién cho khach hang dé
dang tim kiém cac thuong hiéu logo hay don gian 1a viéc so sanh cac nhan hang
v6i nhau ciing s& dé dang hon. Viéc quay logo ra phia trudc cling mot phan nao
d6 giup khach hang d& nhé tén logo hay thwong hiéu d6 hon, gitip phat trién
hinh anh cta cong ty, doanh nghiép trong 10ng nguoi tiéu dung. Tir d6 co thé
hinh thanh nén théi quen mua sdm hang san pham dé, ciing ¢ long trung thanh
ctia ngudi tiéu dung d6i vai cac mit hang cua thuwong hiéu do.

v Viéc trung bay phai theo mua vu, theo thoi diém

Tuy theo mua vu viée trung bay sé& c6 sy thay doi, vi du nhu mua xuén thi
phai trung bay nhimg mat hang banh keo, thiép, danh cho ngay tét trung bay
phia trudc, tao nhimng u hang dé cho bat mat. Khi khach hang dén thi dé dang
quan sat théy ma mua mot cach dé dang. Hoac mdi mdt san phém thi lai c6 mot
ky thuat trung bay.

Céac quay hang thi nhitng cai san pham thiét yéu thi thuong thudng trung
bay & cubi cira hang, cudi quay ké. Vi du nhu cai san pham thiét yéu nhu mam
mudi, bot ngot, dudng, 13 nhitng san pham thudng ngudi ta mua dung mdi ngay,
thi nguoi ta lya chon trung bay & cudi hang vi hai Iy do: th nhat 1a mui cua
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nhimg san pham d6 c6 thé anh hudng dén nhitng san phdm khac nén phai dé
cubi cung; thir hai: khi ma khach hang mudn di vo tim mua cac san pham thiét
yéu d6 thi ngudi ta phai di vong hét ca cira hang dén cubi cua cira hang thi ngudi
ta phai di qua nhirng mat hang khac ¢ phia trudc nguoi ta s€ phat sinh ra nhu
cdu, tao ra nhu cau ngau htng, dé ngudi ta mua hang.

v Sép xép theo nganh hang, nhom hang

Trung bay theo nganh hang, nhom hang: vi du nhu my pham dé ¢ mot
khu vuyc riéng, my pham khong thé dé chung véi thuc pham hodc hoa my pham
duoc, bo1 vi mot san phém lam dep khong thé dé chung vo1 thuc phém duoc vi
no6 s& bi mui cua nhing thuc pham d6 vao, né s& anh hudong hodc dé gan hoa my
pham, nhiing cai chat tay rira, khong an toan. Vi vy ngudi ta s& tach riéng ra
teng nganh hang, nhém hang.

Hay nhiing thuong hiéu 16n s& c6 nhiéu dong san pham di kém khac nhau,
vi du thuong hi€u Pepsico ¢6 nudc khoang Aquafina, nudc trai cay Twister, tra
O Long,... Nhitng nhém san pham nay canh nhau, phan biét v4i san pham cia
thuong hiéu khac.

Hodc nhom hang héa theo mot dic tinh nao do, vi du ké chuyén dé d6
skincare nhu sita rira mit, kem dudng da, kem chdng nang... Lac d6 khach hang
s& dé dang hon khi tim kiém va so sanh san pham cila cac thuong hiéu véi nhau.

v Trung bay hang cang da dang ching loai cang tdt

Phai ban da dang céc loai hang hoa, tdm 1y cia ngudi mua hang 1a luon
mubn dén nhirng ctra hang co nhiéu hang hoéa bay bién thich méat dé ho dugc tu
do lya chon nhiéu mit hang. Chinh bdi vay chu cira hiang nén bay cac san pham
minh béan ra da dang nhét c6 thé.

Tuy nhién khong can thiét phai trung bay tit ca cac mat hang lén, phai
chon loc dé sao cho mdi loai san phém cé it nhat tir 3 dén 5 mit hang tranh lam
cho khong gian trung bay timg mat hang bi chat choi, kho nhin hay méat my
quan.

Vi vay ma viéc trung bay da dang chung tdc nhiéu loai hang hoéa ciing 1a
nhimg k¥ thuat quan trong giup ghi thém diém cong véi ngudi mua hang.

- Luu y khi trung bay hang:

+ Nhitng san phadm nho nhé: nhu keo, pin,...duoc dit bén canh quay tinh
tién, trong khi ding chd 1au, nhitng mén d6 nho dé 1am nguoi ta co thé phat sinh
thém nhu cdu mua thém, 1iy thém dé tinh tién. Nhu vay, k¥ ning trung bay ciing
c6 thé gitip tang doanh s, tao ra nhu cau mua hang ngau hung cta khach hang.

+ Hang hoa dung cho viéc ban hang phai c6 san trong kho dy trit cho
nhimg nganh hang uu tién, nhin hang uu tién va chung loai hang uu tién dé
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tranh truong hop hét hang. Va luong hang ton kho cua timg nganh hang hay
nhan hang phai pht hop véi nhu ciu tiéu ding ciia khach hang.

+ Dé c6 thé tao ra su hiéu qua diéu ky trong k¥ ning trung bay san pham
cac chi cira hang, ctra hang truong can phai nim rd tat ca nhitng k¥ thuét trong
cach trung bay san pham di duoc ndi & trén, ciing nhu két hop voi nhu ciu, thi
hiéu cua khach hang dé tao ra dugc hiéu ung tdt nhét thu hat duoc cang nhiéu
luong mua cua khach hang.

8. K§ ning xir Iy sw phan dbi
8.1. Mot sb yéu cau khi xir Iy sw phan déi
Phan ddi khong phai lac nao ciing ding véi g

ban chét cua su viéc, ¢ phan d6i dung va c6 phan
d6i sai. Tuy trudng hop khach hang phan dbi ma
nguoi ban s€ c6 nhitng phuong phép’ thiFh hop. NO 72 / 4

Ngoai ra, khi xtr Iy sy phan doi can tuan thﬁ
mot s6 yéu cau:

Hinh 2.13. Xt Iy sw phan doi

- Poéan trude va loai ngay tir dau khi phan d6i bat dau xuat hién.

- Hiéu 1 d6i tuong.

- Nam viing cac thong tin vé san pham
- Buéc 2: Hiéu 1d phan dbi

Str dung ki nang tham do dé hiéu ré phan ddi, nhitng li do phan dbi, bao
gdém nhitng 1y do chung va nhiing 1y do cu thé.

- Bu6e 3: Kiém tra phan dbi

Chung ta can l3p lai cac Iy do phan d6i ma d6i tuong da dua ra nham: kéu
goi su dong tinh cua ddi twong dé chung ta giai quyét su phan dbi bang cac cau
tra 101 hay giai thich dong thoi khang dinh sy quan tdm va hiéu rd cac phan ddi
cta d6i tuong.

- Chi xtr Iy phan déi hop 18.

8.2. K§ ning xir Iy sw phan ddi

K¥ nang xir Iy sy phan ddi dugc thuc hién qua cac bude sau:
- Bude I: Xac dinh phan d6i that.

Phén ddi c6 phan d6i ding va phan ddi sai, nguoi ban can chip nhan xir 1y
su phan dbi dang va tim cach nhan di¢n chiing dua vao ki nang tham do dé xac
dinh.

- BuGe 4: X1t Iy phan ddi, sir dung phuong phap APAP

+ Thira nhan phan dbi (Accepting)

+ Tham do dé hiéu o (Probing)

k|



55

+ Tra 1o phan dbi (Answering)
+ Tham do dé xac nhan su chap thuan cau tra 16i (Probing)

9. K¥ nang néi cau lgi ich

9.1. Mt s6 yéu cau khi trinh bay lei ich

Dé c6 thé chao hang thanh cong, ngudi ban hang can phai cung cip cho
khach hang nhiing thong tin can thiét va chinh xac, cling nhu tao ra duoc su
khac biét. Mot trong nhimg chia khoa thanh cong 1a kha ning biét ndi “ciu néi
loi ich” hay trinh bay nhiing loi ich cta san pham. Diéu nay chi phat huy hiéu
qua khi nguoi ban hang ki nang nay phai dugc rén luyén va thuong xuyén van
dung.

Do d6, khi van dung ki ning nay, nguoi ban hang phai dam bao mot s6 yéu
cau khi trinh bay céu néi loi ich:

- Phai c6 tinh dac trung riéng biét va dac biét dap img nhu cau ca nhan cua
chinh khach hang.

- Phai c6 tinh xac thuec.

- Luén ludn bién ddc diém thanh loi ich khi ban hang.

- Trinh bay loi ich phai ngan gon, dé hiéu va day du.

9.2. Ky nang néi cau lgi ich

- Céu ndi loi ich 1a ciu néi trinh bay loi ich, bao gom loi ich ctia san pham
hay loi ich ctia nhitng sy vat, hién tuong, quyét dinh...

- Trong ban hang, cdu noi loi ich dung dé trinh bay loi ich cta san pham,
dac biét la nhiing loi ich ndi troi cia san phém nham tac dong vao nhan thirc cuia
khach hang dé khach hang c6 nhitng nhan dinh va hanh vi ¢6 loi cho nguoi ban.

- Cau ndi loi ich bao gém 2 yéu td: nhu cu va chimg cu.

- Cau n6i loi ich s& giai thich sy dép tng nhu cau nhu thé nao, giai téa su
nghi ngd ctia ddi tugng va kich thich d6i twong hanh dong dé thoa mén nhu cau.

- Ki nang tao cau noi loi ich hi¢u qua theo cong thire sau:
Dac tinh/Sy kién + Bang chirng + Noi ket = Lgi ich

B. CAU HOI VA BAI TAP THUC HANH

1. Cau hoi

1.1. Thé nao 13 k¥ ning trinh bay? Cac yéu t6 anh hudng dén viéc trinh bay cua
nguoi ban trong qua trinh chao hang?

1.2. K§ nang tham do la gi? Vai tro va cic phuong phap tham do trong ban
hang?

1.3. Thé nao 1a cau ndi loi ich? Céac yéu cau khi néi cau loi ich?

1.4. Vai trd va cac nguyén tac khi thuc hién k¥ niang thuyét phuc? Hiy mo ta
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quy trinh thuyét phuc khach hang?
1.5. Thé nao 1a sy phan d6i? Vi sao phan ddi 1a co hoi? Trinh bay phuong phap
va cac nguyén tic cta sy phan doi.
1.6. Trinh bay ndi dung ctia phuong phap APAP?
1.7 Phaén tich vai tro ctia trung bay san pham?
2. Bai tap thuc hanh
2.1. Thywe hanh ky nang ban hang
2.1.1. Thuc hanh ky ndang dat cdau hoi va noi cau lgi ich
Nhan vién ban hang noi: “Chiéc may tinh bang Acer nay gon nhe, rat tién
lgi cho anh (chi) mang theo bén minh”. Luya chon loai cau phu hop vdi cau noi
trén (bang cach danh dau X)

Loai cdu noi X

1/ Cau hoi mo

2/ Cau tom tat

3/ Cau loi ich

4/ Cau phan anh

5/ Cau tim kiém dit ligu

6/ Cau hoi dong

7/ Cau phan bac

2.1.2. Thwe hanh kj ning trinh bay va ky ning thuyét phuc
Cac nhom hay xay dung mdt bai trinh bay hodc mot bai thuyét phuc vé san

phany/ dich vu cho mdt t6 chitc/doanh nghiép dang kinh doanh.

Huong dan thuc hién:

- Chuan bi: Gidy A4, but, bt mau, but chi

- Céch thtrc tién hanh: Lam viéc theo nhém, mdi nhom 2 - 4 sinh vién

- Nhiém vu: Cac nhém thdo luan, gid dinh mot t6 chuc/doanh nghiép dang
kinh doanh mot san phém/dich vu cu thé, dua ra mot ké hoach chao hang phu
hop voi to chie/ doanh nghiép gia dinh do.

- Thot gian hoan thanh: 90 phut.

- Thoi gian trinh bay: 5 phat

- Két qua va tiéu chuan can dat dugc cta bai thyc hanh:

+ Hoan thanh ding thoi gian;

+ Xay dyng mot bai trinh bay hodc mot bai thuyét phuc ban hang pho
hop.
2.1.3. Thwe hanh ky nang xiv ly sw phin déi

M&i nhom chon mét trong cac phan d6i dudi ddy va lap ké hoach giai
quyét 101 phan ddi d6 theo phuong phap APAP trong xt Iy phan doi:
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a) Gia qua cao

b) San phim nay khong tbt

c) Gia ban cta cong ty A ré hon cong ty nay

d) Dich vu cung cap chua tét

Huong dan thyc hién:

- Chuan bi: Gidy, but, dién thoai, may tinh, ho so khach hang, tai liéu,
thong tin vé cong ty, thong tin vé san pham, dich vu cung cap khéch hang.

- Cach thire tién hanh: Lam viéc theo nhom, mdi nhém 2 sinh vién. Mot
sinh vién dong vai nhan vién, mdt sinh vién dong vai khach hang.

- Nhiém vu:

+ Cac nhom bdc tham dé chon tinh hudng ban hang gia dinh trén.

+ Xay dung kich ban va cach xir 1y theo tinh huéng gia dinh da chon.

+ Sau do, phan vai va thuc hanh.

- Thoit gian hoan thanh: 120 phaut.

- Két qua va tiéu chuan can dat dugc cia bai thuc hanh:

+ Hoan thanh ding thoi gian.

+ Xay dung dugc kich ban phu hop

+ Thuc hién dang trinh tu cach thire xtr Iy phan bac ctua khach hang

+ Xu 1y duoc cac tinh hudng phat sinh

+ Tac phong chuyén nghiép
2.2. Thue hanh: Xir Iy mét s6 tinh hudng thuong giip

Ban la nhan vién ban hang va da hen dugc khach hang mot budi thuyét
trinh vé san pham. Sau qua trinh chuan bi rat chu dao va can than vé khach hang
va nhu cau khach hang, ban ty tin toi budi thuyét trinh. Hay hinh dung vé nhimg
su ¢6 sau day:

(1) Budi thuyét trinh du kién dién ra véi truong phong ké hoach vat tu cua
khach hang. Nhung giam ddc khach hang ciing tham gia va dot ngdt yéu cau tam
dung va duoc lam viéc truc tiép vl giam ddc bén ban.

(2) Ban dang thuyét trinh va khach hang héi nhiing cau héi ma ban khong
nam rd hodc khong biét cau tra 10

(3) Ban chi méi néi duoc mot it thi khach hang da hoi va noi qua nhiéu, qua
dai dong tham chi di xa chu dé cau chuyén

Néu gap cac tinh huéng nhu trén, ban s& g xir nhu thé nao?

* Huong dan thyce hién:
- Chuan bi: Gidy, bat
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- Céch thic tién hanh: Lam viéc theo nhom, mdi nhém 2 - 4 sinh vién.

- Nhiém vu: Cac nhém thao luan va dua ra giai phap xu 1y cac tinh hudng
trén. Sau do, phan vai, luyén tap vd1 nhau va thuc hanh truéce 16p.

- Thot gian hoan thanh: 90 phut.

- Két qua va tiéu chuin can dat dugc cta bai thyc hanh:

+ Hoan thanh dtng thoi gian.

+ Pua ra cach xu ly phu hop

+ Pam bao trinh ty cac budc xur 1y tinh hudng

+ Té&c phong chuyén nghi¢p
C. GHI NHO

- Khdch hang mua hang ciia ban vi nhitng 1y do ciia ho va theo ké hoach
mua cua ho;

- Ban hang chuyén nghiép la xudt hién ding khdch hang can tim vao thoi
diém thich hop nhat, véi mét théng diép thich hop nhat;

- Hau hét khdch hang khéng tin nhitng gi ban néi trir khi ban chitng minh
dwoc tinh diing dén ciia né.
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BAI 3. TO CHUC BAN HANG

GIOI THIEU

Ngi dung bai hec cung cdp cai nhin téng quan vé cdc dang co cdu t6 chirc
ban hang; dong thoi 1am rd cdc dic diém, wu va nhwoc diém cua cac kiéu co
cau té chic ban hang theo khach hang, co cdu té chirc ban hang theo dia ban va
Co cdu té chizc ban hang theo san pham. Ngoai ra, bai hoc con cung cdp
phuwong phap xac dinh quy mo luc lwong ban hang cho mot co so ban hang cu
the.

@< .
MUC TIEU

- M6 ta dwoc cdc dang co cdu té chire ban hang;

- Phadn biét dwegc cdc dang co cdu t6 chire ban hang: Co cau té chic ban
hang theo khach hang, co cdu té chirc ban hang theo dia ban va co cdu té chic
ban hang theo san pham;

- Thiét ldp co cdu t6 chirc ban hang hop 1y;

- Xac dinh dwoc quy mo luc lwong ban hang cho mot co so ban hang cu
thé;

- Co kha nang lam viéc doc ldp va lam viéc nhom;

- C6 dao dirc va lrong tdm nghé nghiép, cé y thire t6 chire ky ludt.

A.NOI DUNG
1. T6 chike co cau ban hang

Mic du chién lugc marketing va
phan phdi ciia cong ty da thé hién duoc
moi quan hé gitta cong ty va thi truong,
nhung viéc 4p dung nhiing chién luoc
nay la trdch nhiém cua tirng ca nhan dai
dién ban hang.

Van dé dit ra 1a cong ty phai xay
dung mot mod hinh td chic co cAu ban
hang cia minh thé hién chinh sach
marketing va phan phdi cua ho, dong

thoi tao diéu kién dé luc lwong ban hang
thue hién duoc chién luge cta cong ty. Hinh 3.1. Té chirc co cdu bdan hang

Viéc xdy dyng mé hinh t6 chtc 4y doi héi phai c6 sy am hiéu vé luc
luong ban hang, nhimg chi tiéu cia chién luoc phan phdi va nhitng mé hinh t6
chuc luc luong ban khéc nhau.
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1.1. Khai niém co ciu té chirc ban hang
- Co cau to chirc ban hang 13 sy phan b, sip xép nhan su ban hang mot cach
hop 1y can cr vao kha nang, kinh nghi¢m, tinh cach nhan vién dé thuc hién
chién lugc ban hang hiéu qua nham mang lai loi ich t6i da cho cong ty.
- Co cAu to chirc ban hang duoc thé hién qua so dd td chirc ban hang.
1.2. Céc dang co cu td chirc ban hang
1.2.1. Co ciu to chikc ban hang theo khdch hang
a. Dic diém
- Nhén vién chi ban hang theo nhitng nhém khach hang nhit dinh ddng
thoi dai dién ban hang phai am hiéu khach hang.
- Trong co cau to chirc theo dang nay c6 thé dung nhiing chuyén gia
chuyén nganh dé ban hang.
b. Uu diém
Kha nang hiéu nhu cau khach hang rat cao.

Phuc vu khach hang chu dao.
Quan 1y khach hang tét.
Nhan vién c6 nhiéu kinh nghiém ban hang cho mot nhom khach hang.

C6 thé xay dung duogc cac chuong trinh ban hang phu hop.

¢. Nhuwoc diém

- Tén nhiéu cong stc ctia nhan vién

- Cong ty tén nhiéu chi phi

- Viéc danh gia két qua lam viéc gitta cac nhom rat kho khin va dé tao ra
mau thuan.

Trudng phong
Thu ky
A 4 A 4 A 4
Quan 1y nhom Quén 1y nhom Quan 1y nhom
khach hang A khéach hang B khach hang C
A 4 A 4 A 4
Cac NVBH Cac NVBH Cac NVBH

So do 3.1. So do co cdu té chire ban hang theo khdch hang
1.2.2. Co ciu té chirc bdn hang theo dia ban
a. Dic diém
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- Trong co cAu to chirc ban hang theo dia ban, mdi nhan vién chi lam viéc
trong mdt dia ban riéng biét.

- Nhan vién dong vai trd dai dién cong ty kinh doanh tat ca cic san pham
cho tat ca cac ddi tuong khach hang tai dia ban dugc giao.

b. Uu diém

- Chi phi di lai it.

- Xac dinh r0 trach nhiém nhén vién ban hang trén dia ban.

- Khuyén khich nhan vién phat trién cic quan hé ca nhan véi cac dbi tac
trong dia ban.

- Kho dat duoc su théng nhat tir trén Xuéng

- Poi hoi phai ¢ nhiéu quan tri vién ban hang giéi tai khu vuc.

- Viéc dua ra quyét dinh va thuc hién kiém tra kho khan.

Trudéng phong
Thu ky
A 4 A 4 A 4
Quan 1y khu Quan 1y khu Quan 1y khu
vuc X vuc Y vuc Z
A 4 A 4 \ 4
Céac NVBH Céac NVBH Cac NVBH

So dé 3.2. So dé co cdu té chire ban hang theo dia ban

1.2.3. Co ciu té chirc bdn hang theo sin phim

a. Dic diém

- Trong co céu to chirc theo san pham nhan vién ban hang chi ban cac san
pham trong nhom duoc giao cho tit ca cac dia ban véi tat ca khach hang c6 nhu
cau.

- Nhan vién ban hang chi duoc ban cac san pham trong nhom duge giao
cho tat ca cac dia ban voi tat ca cac khach hang c6 nhu cau.

b. Uu diém

- Céc bd phan phdi hop dugce thuén loi.

- Hoat dong kinh doanh linh hoat.

- Cac quy dinh vé trach nhiém, khen thuong dé dang.
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¢. Nhwoc diem
- Ton nhiéu chi phi tra lvong cho nhan vién.
- Tao cam gidc lIam viéc khong 6n dinh.

Trudéng phong
Thu ky
A 4 A 4 A 4
Quan Iy nhom san Quan ly nhom san Quan ly nhom san
pham A pham B pham C
A 4 A 4 A 4
Céac NVBH Céac NVBH Cac NVBH

So dé 3.3. So do co cdu té chirc ban hang theo san phdm

2. Xac dinh quy mo0 lwe lwong ban hang
2.1. Co sé xac dinh quy md

Quy md hay s6 lugng nhan vién ban hang phy thudc vao co cau luc lugng
ban hang, cac muc ti€u va chi tiéu ban hang, $6 luong khach hang mudn tiép can
va quy luong danh cho cong tac ban hang.
2.2. Phwong phap xac dinh quy m6 lwe lwong ban hang

Van dung phuong phap “khdi luong cong viéc” dé xac dinh quy mé luc
luong ban hang qua cac budc sau:
- BuGe 1: Xéc dinh tong s6 khach hang sé tiép can

Téng s6 khach hang sé tiép can = Tong s khach hang hién c¢6 + Tong s6

khach hang méi dy dinh sé c6 trong ky
Vi du: Cong ty bong dén Pién Quang c6 tong sd khach hang du dinh tiép can

trong ndm 2005 1a 20000 khach hang (18000 ctra hi¢u ban 1¢ va 2000 trung tam
dién may). Tan suét viéng tham khach hang 13 1 1an/2 tuan véi ctra hang va 1
lan/tudn véi trung tim dién may. Nhan vién lam 6 ngay/tuan, kha ning tham
viéng 10 cira hang/ngay.

Xac dinh tong s6 khach hang sé& tiép can: 20000.
- Budce 2: Phan nhdm khéch hang theo quy mé

Phan nhom khach hang theo quy mé dwa vao udc tinh khéi lugng tiéu thy
hang nam cua ting ddi tuong khach hang.

Vi du: Theo s liéu trén, phan nhoém khach hang
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+ S6 khach hang 1a cac cira hang 1a 18000
+ S6 khach hang 1a cac trung tam 1a 2000
- Bu6e 3: Xéc dinh tan suét viéng thim mong mudn trong ky
Thuong tinh ky 1a nam
Theo s liéu trén, tan suét viéng thiam trong ki (ndm)
- Trung tdm: 1 1an/tuan x 4 tudn/thang x 12 thang = 48 lan
- Ctra hang: 0.5 1an/tuan x 4 tudn/thang x 12 thang = 24 1an
- BuGe 4: Xéc dinh tong s6 1an viéng tham (t6ng khoi lugng cong viéc)
Téng s 1an viéng thim = S6 khach hang x Tan suit viéng thiam trong
ky
Theo s liéu trén, tong s6 1an viéng tham trong ki (nim)
- Trung tam: 48 lan/trung tim x 2000 trung tim = 96.000 1an
- Ctra hang: 24 lan/ctra hiéu x 18.000 cira hiéu = 432.000 lan
- Buée 5: Xac dinh sb 1an viéng tham khach hang trung binh
* Phuong phép thuc hién:
- Cu dai dién lam thu.
- Uéc doan dya vao thoi gian yéu cau viéng tham.
- Dua vao lugng khach hang trong méi khu vuc .
- Dua vao viéc phan b6 khach hang.
- Thué cong ty dich vu khao sat.
- Bu6e 6: Xéc dinh s6 dai dién ban hang can thiét
Viéce xac dinh sb dai dién ban hang can thiét bé'mg cach chia téng s6 1an
viéng tham can thiét trong 1 nim cho s 1an viéng tham trung binh trong 1 nim
ma mot dai dién ban hang c6 thé thuc hién.
- BuGe 7: Xéc dinh sé Giam sat ban hang
S6 nhan vién Giam sat ban hang dugc tinh trén co sé phan cong quan ly
cac Dai dién ban hang va tuy thudc vao dia ban.
- BuGe 8: Xac dinh s6 Giam dbc ban hang khu vuc
S6 nhan vién Giam ddc ban hang khu vuc dugc tinh trén co so phan cong
quan 1y cac Giam sat ban hang.
B. CAU HOI VA BAI TAP THUC HANH
1. Cau héi
1.1.Trinh bay cac muc tiéu ban hang va cho mdi loai 3 vi dy?
1.2. Phan biét hiéu qua va hiéu ning. Ung dung hiéu qua va hiéu ning trong
hoat dong ban hang nhu thé nao?
1.3. Trinh bay cac chién lugc ban hang ca nhan (theo nhém/ tu van)?
1.4. Phan biét diéu kién ap dung cua timg chién lugce ban hang?
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1.5. Trinh bay wu, nhugc diém cua timg chién luge ban hang?
1.6.Trinh bay va vé& so d6 cac dang co cau to chirc ban hang?
1.7. Trinh bay co s& va phuong phap xac dinh quy mo6 ban hang?
2. Bai tap thuc hanh
2.1. Bai tap 1: Muc tiéu ban hang

Viét két cau cho muc tiéu sau: “Tang doanh sé ban mdy vi tinh cia cong
ty may tinh Phi Long 1én 30% bét dau tir thang 3/2021”

Huong dan thyc hién:

- Chuén bi: Gidy A4, bat, bt mau, but chi

- Céch thirc tién hanh: Lam viéc theo nhém, mdi nhém 2 - 4 sinh vién

- Nhi¢ém vu: Cac nhém thao luan, xay dung muc ti€u dam bao két ciu va
pht hop vé6i yéu cau cta bai thye hanh.

- Thoi gian hoan thanh: 90 phut.

- Két qua va tiéu chuan cén dat dugc cia bai thuc hanh:

+ Hoan thanh dling thoi gian.

+ Xay dung muc ti€u ban hang phu hop.
2.2. Bai tip 2: Co cau to chirc ban hang

V& va phan tich so d6 co cau t6 chirc ban hang ciia mot to chirc/doanh
nghi¢p dang kinh doanh.
Huong dan thuc hién:

- Chuan bi: Gidy A4, but, bt mau, but chi

- Céch thrc tién hanh: Lam viéc theo nhém, mdi nhém 2 - 4 sinh vién

- Nhiém vu: Cac nhom thao ludn, tim hiéu mot to chirc/doanh nghiép dang
kinh doanh mot san phém/dich vu cu thé, v& va phan tich so dd co céu td chuc
ban hang cua t6 chirc/doanh nghiép d6 .

- Thoi gian hoan thanh: 90 phut.

- Thoi gian trinh bay: 7 phut

- Két qua va tiéu chuan can dat dugc cua bai thyc hanh:

+ Hoan thanh ding thoi gian;

+ V& duoc co cau td chirc ban hang phu hop;

+ Phan tich (dic diém, vu va nhugc diém) ctia co cau t chirc ban hang.
2.3. Bai tap 3: Xac dinh quy mo lyc lwgng ban hang

a. Sdp xép lai theo diing thir tw “Cdc buwdc dé xdc dinh dwoc quy mé luc
lwong ban hang”

Cic budc Thir tw

Xac dinh tan suat viéng thim mong mudn trong ky

Phan nhém khach hang theo quy mo
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Xéc dinh tong s6 khach hang sé tiép can

Xac dinh s6 lan viéng tham khach hang trung binh

Xéc dinh sb dai dién ban hang can thiét

Xac dinh s6 Giam d6c ban hang khu vuc

Xac dinh s6 Giam sat ban hang

Xéc dinh tong s6 1an viéng tham (tong khdi lugng cong viéc)

C. GHINHO

- Viéc lwa chon, sdp xép, bo tri cdu triic ban hang hop 1y sé quyét dinh suw
thanh bai cua cong viéc ban hang;

- Tim hiéu vé khdach hang tiém ndng va khdch hang hién tai déu rdat quan
trong trong viéc xac dinh quy mo lyc lwong ban hang.
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BAI 4. PANH GIA HIEU QUA HOAT PONG BAN HANG

GIOI THIEU

Ngi dung bai hoc cung Ccfp Muc dich va co so cua viéc danh gia hiéu qua
hoat dong ban hang; mé ta dwoc quy trinh danh gid hiéu qua ban hang; lam rd
CAC Yéu té dnh hudng dén viéc ddanh gid két qua ban hang. Ngoai ra, bai hoc con
cung cdp tam quan trong va cac ngi dung hogt déng cua viéc qudn tri két qua
danh gia.

@< i
MUC TIEU

- Xac dinh dwoc cac co so cua viéc danh gia hiéu qua ban hang;

- M6 ta duoc quy trinh danh gia hiéu qua ban hang;

- Liét ké duoc cdc tiéu chuan danh gia lyc lwong bdan hang,

- Thyec hién ddnh gid hiéu qua ban hang theo cdc tiéu chuadn;

- Ap dung vdo cdc hoat déng tir viéc sir dung cdc két qua danh Qié;

- Co0 kha nang lam viéc doc ldp va lam viéc nhom;

- Trung thuc, can than, trach nhiém trong qud trinh thuc hién cong viéc.
A.NOI DUNG
1. Muc dich va co sé cia viée danh gia
1.1. Muc dich danh gia

Pat duoc chi tiéu kinh doanh dé ra 1a co s& dam bao cho hoat dong hiéu
qua, su ton tai lau dai cua doanh nghiép va sy thing tién trong su nghiép cua
nhan vién ban hang. Nhiém vu quan trong ctia Giam déc ban hang 1a dong vién,
hd trg, tao diéu kién cho nhan vién ban hang dat duogc céc chi ti€u ban hang.

Sau thoi gian thuc hién, Giam ddc ban hang can danh gia nhirng nd luc, két
qua thuc hién ctia nhan vién ban hang. Qua trinh danh gia thuc hién dugc tao
nén mot hé théng kiém soat quan tri bao gém thiét 1ap cac muc tiéu thuc hién, so
sanh két qua nhan vién ban hang dat dugc véi cdc muc tiéu da dé ra, thuong hay
dua ra cac bién phép cai thién d6i véi nhan vién ban hang.

Vi¢c thyc hién danh gia dbi voi nhan vién ban hang nham muc dich:

- Panh gia két qua trong thoi gian di qua.

- Pua ra cac hoat dong dé ting doanh s6 ban hang cho nhan vién trong thoi
gian sau.

- Pong vién nhan vién ban hang nang cao hi¢u qua thuc hién.

1.2. Co sé danh gia
Viéc hiéu vai tro danh gia thyc hién ddi v6i nhan vién ban hang doi hoi
hiéu ai thuc hién viéc danh gi4, quy trinh danh gia anh hudng nhu thé nao dén to
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chtrc va ca nhan ngudi ban hang va danh gia ¢ thé thanh lap sy phan hdi nhu
thé nao dé dong vién va huéng dan duoc hanh vi cu xtr ciia nhan vién ban hang.
Panh gia thuc hién 13 co s¢ cho Giam dbc ban hang trong cac quyét dinh nhur
tinh lwong/ thudng, tang luong, dé bat, cach chuc, sa thai...Mic du day co thé 1a
mot qué trinh mang tinh cam tinh nhung mot danh gia duoc tién hanh hudéng vao
nhan vién ban hang v4i nhimg doéng gop va nd luc ctia ho dugc tit ca nhimg
ngudi tham gia vao qua trinh danh gid cam thiy trong qua trinh nay.

Vi¢c danh giad ddi v&i nhan vién ban hang dugc thuc hi¢n chinh boi nguoi
quan 1y ban hang tryc tiép: Giam sat ban hang, Truéng phong ban hang khu vuc,
Giam dbc ban hang... Nhiéu cong ty, nguoi quan 1y truc tiép tham khao ¥ kién

vo1 mot vai nguoi quan 1y cung cap hay thdm chi véi quan 1y cap cao hon:
Gidm doc ban hang

A 4 A 4 A 4

Trudng phong ban Trudéng phong ban Trudéng phong ban
hang khu vuc hang khu vuyc hang khu vuc

— 7

Nhéan vién ban hang

Hinh 4.1. Céc cdp danh gid nhén vién ban hang
Trudc kia, rat nhidu cong ty da tién hanh dénh gia nhan vién khi c6 mot
xem x€t hang nam vé viéc thuc hién cua nam trudc. Tuy nhién, viéc nay rat kho
thuc hién vi ho khong thé du kha ning trong viéc danh gia nhan vién ban hang
theo cach thirc nay. Chinh vi vay, trong moi truong canh tranh cao, cac cong ty
thuong ap dung viéc danh gia hang nim dbi v6i nhan vién ban hang.
_Gac anh hudong co t0 chuc

Thuc hién Danh gia
cua nhan thuc hién Anh hwéng 1én ¢4 nhan Hiéu qua-
vién ban cua nhan > T6 chirc
hann vién ban
L,
T&1 dong co/ Muc dich

A

Hinh 4.2. Panh gia trong hoat dong quan tri
Céc danh gia thuc hién anh huéng khong chi téi cac muc dich, thai do va
su dong vién ciia ca nhan ngudi ban hang ma chung con c6 thé cé nhiing tac
dong chung va rong rai. Viéc thuc hién danh gia cac hoat dong ctia nhan vién
ban hang s& dem lai nhitng két qua danh gid nhat dinh. Nhiing két qua nay
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khéng chi ¢o tac dong ¢ mirc do t6 chirc ma con co tac dong dén ca nhan ngudi
ban hang.

* Cdc dnh huwéng cé t6 chirc

Mot hé thong danh gia thue hién cta nhan vién ban hang duoc thiét ké tot
6 thé tao ra thong tin ¢6 ich cho vi¢c dua ra quyét dinh hién tai va tuong lai &
cap do chung. Thong tin ndy quan trong trong nhiéu linh vuyc:

- Giup 4o trong viéc du doan va 1én ké hoach nguén nhan luc.

- Lam sao cic quyét dinh tuyén dung va lya chon ning suat va hiéu qua
hon bang cach xac dinh cac didc trung ciia cic nhan vién ban hang vao quan tri
hodc céc vi tri hon nhan vién ban hang chinh.

- Thiét 1ap cac tiéu chuan tot hon dé cat nhac nhan vién ban hang vao
quan tri hodc cac vi tri hon nhéan vién ban hang chinh.

- Gitp d& trong viéc hinh thanh chinh sach ddi véi cac ké hoach bu dap.

- Thiét 1ap cac dinh mirc va tiéu chuan dé giang chirc hodc thai hdi nhimg
nhan vién khong du kha nang hodc nhitng ngudi vi pham chinh sach.

- X4c dinh 6 cic nhan vién ban hang yéu va manh dé cha y quan 1y tuong
lai.

- Tao céc kiém soat hanh vi cu xir ctia nhan vién ban hang tot hon dé chic
chin hoan thanh chién lugc ctia cong ty.

* Cdc anh huong cda nhdn

Mot hé thong danh gia tot phdi hop cac yéu to cua ca danh gia va phat
trién nhan vién ban hang.

- Danh gia: khia canh danh gia c6 dinh hudng tir l1au, trong d6 no cho
diém hanh vi cu xir va thuc hién ctia nhan vién ban hang. Cac muc tiéu ¢ day
bao gdm sap xép cac phan thuéng va cac hinh phat, xac dinh rd cac dic diém
cua nhan vién ban hang, ké ca vu diém va nhuoc diém, dic biét trong cac cu xu
va hoat dong c4 nhan ctia nhan vién ban hang.

Pé thuc hién chic nang danh gia mot cach hi¢u qua, nha quéan tri ban
hang can thuc hién cac budc sau day:

v" Xéc dinh cac yéu td tao nén nang suét thuc hién cta nhan vién ban
hang

v’ Thiét lap cac quy trinh dé xac dinh va ghi nhan cac hoat dong va
cac cu xur cua nhan vién ban hang.

v' Phét trién céac ki thuat dé do luong chinh xé&c viéc thyc hién cua
nhan vién ban hang.

v' Dé ra cac phan thuong xtng dang.

- Phat trién: thanh phan phat trién cta qua trinh danh gia hudng ti hoc
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tap va cai thién hiéu qua. Qua trinh nay bat dau tir nhitng thong tin tao ra ¢ giai
doan danh gia. Sau d6 giam ddc sir dung cac théng tin nay giup d& nhan vién
ban hang cai thién viéc thuc hién cia ho trong tuong lai hoac thang tién. Cac
muc tiéu & linh vuc ndy 13 cung cip qua trinh dao tao bo sung dé diéu chinh céac
diém yéu va huan luyén cac ki ning can thiét dé dé bat lam ngudi quan trj ban
hang.

Trién vong phat trién doi hoi tit ca nhan vién phai duoc danh gia. Thong
qua d6 cac wu nhugc diém trong viéc tuyén dung, lua chon ciia cong ty va
chuong trinh huén luyén c6 thé dugc xac dinh va diéu chinh. Céc két qua c6 thé
cling anh huong dén phuong phap huan luyén va phat trién cia cdc nha quan tri.

Nhan vién ban hang can phai c6 hé thong cac muc dich cia cong ty ciing
nhu ¢4 nhan c6 lién quan dén phat trién. Vay mot danh gia thuc hién co thé giup
ich cho nhan vién trong nhiéu huéng.

v' Cung cap mot khung gidi han 13 nén tang cho viéc dé ra myc dich
tuong lai.

v’ Xéc dinh chd danh diu ma ca hai giam ddc va nhan c6 thé duoc
danh gia nguoc lai trong tuong lai.

v Lam 10 rang uy tin va trach nhiém coéng viéc ctia nhan vién

v' Dé ra va khang dinh tim quan trong ctia cic muc tiéu tat yéu c6 lién
qua dén cong viéc

v' Xac nhan mbi quan h¢ gitra viéc thuc hién ban hang va cac ph?m
thudng.

v Gitip d& nhan vién ban hang va giam dbc, xac dinh ¢ dau nhan vién
6 thé ¢6 loi tir viée phat trién nghi€p vu va ¢4 nhan trong tuong lai.

- Pdanh gid va phdn héi: Phan hoi 1a “qua trinh trd lai ctia thong tin do
luong dén mot nguoi vi yéu cau xac dinh hanh vi cu xtr ciia nguoi dé trong
tuong lai c6 can phai ting cudng hodc thay d6i hay khong”.

+ Phan hoi 14 hinh thtc giao tiép tir giam déc ban hang toi nhan vién ban
hang.

+ Phéan hdi can duoc quy dinh thoi han tot. Cang gén voi su kién quan
trong hon thi n6 cang c6 11 hon.

+ Phan hdi can huéng toi hanh vi cu xtr hodc cac dic tinh phu hop véi
thuc hién cong viéc: qua trinh danh gia khong dugc hoan thanh day du va thanh
cong néu cac két qua khong dugce chuyén hoa thanh hanh dong twong lai dé cai
thién thyc hién ciia nhan vién va ctia cong ty. Su chuyén héa hanh vi cu xir ndy
12 mot phan cua qua trinh phan hoi, cung cdp cac thong tin quan trong cho giam
dbc ban hang.
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Viéc danh gia ddi v6i nhan vién ban hang thuong duogc thyc hién vao cudi
nam va cac két qua cua viéc danh gia d6 c6 tac dong truc tiép ¢ mirc do to chirc
cling nhu 1a ca nhan nhan vién ban hang.

2. Quy trinh danh gia hoat dong ban hang

Pa s6 cac cong ty danh gia nhan vién ctua minh theo mot sd cach. Mic du
nghién ctru thuc té da duoc thue hién vao danh gia cua cac nhan vién ban hang,
khéng co tiéu chuin nao dugc chip nhan mot cach tong hop cho viée danh gia
cua ho.

Céc tiéu chuan danh gia dic biét duoc 4p dung phu thudc vao nganh cong
nghi¢p, quy moé cia hang va vi tri cia cong ty trong kénh ban buén. Sy da dang
clia cac co s& duoc sir dung dé danh gia khong ¢ gi ngac nhién khi cac nhan
vién ban hang & cac nganh cong nghiép khac nhau co thé ¢ cac trach nhiém ban
hang va dich vu rat khac nhau.

OO0 0O €

Hinh 4.3. Liét ké cac tiéu chudn ddnh gid

Quy trinh ddanh gid thirong bao gom:

- Pua ra céc tiéu chuan danh gia.

- Tién hanh danh gia.

- Céc hoat dong tiép theo sau danh gia.
2.1. C4c tiéu chuan danh gia

Duya trén cac yéu td quan trong trong cac hoat dong cta nhan vién ban
hang, Giam ddc ban hang dua ra cic tiéu chuan danh gia. Hai nhom tiéu chuan
thuong duoc 4p dung la: cac tiéu chuan do luong két qua va céc tiéu chuan do
luong hoat dong ban hang.
2.1.1. Cdc tiéu chudn do lwong két quai gom co:

(1) Luong ban hang:

- Doanh s6, san lugng ban hang.

- Doanh s, san lugng ban hang theo san pham.

- Doanh s6, san luong ban hang theo loai khach hang.

(2) Ty 1€ ban hang:
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- Luong ban hang thuc hién so v4i han ngach ban hang.

- Thi phan dat duoc.

(3) Loi nhuén theo san pham, loai khach hang.

(4) Bon dat hang:

- S6 luong don dit hang.

- Gié tri trung binh don dat hang.

- S6 luong don dit hang bi huy.

(5) Khéach hang:

- S6 lwong khach hang méi.

- S6 lwong khach hang mét di.

- S6 lugng khach hang cham thanh toan.

- Ty 16 khach hang mua hang (s6 luong khach hang mua hang/tong s6
khach hang).

2.1.2. Cdc tiéu chudn do lwong hoat dpng bin hang gom co:

- S6 cudc goi, tham viéng khach hang.

- S6 ngay lam viéc.

- Sb bang bao gia giri di.

- S6 luong khach hang phan nan.

- Kién thuc vé san pham, chinh sach ban hang, khach hang, cac chuong
trinh ban hang cta ddi thu.

- K¥ ndng béan hang.

- Quan h¢ v6i khach hang

- Tinh than hop tic trong cong viéc.

- Cac sang kién.

- Kha nang phan tich, danh gia dir li¢u ban hang.

- Kha ning xt 1y cac tinh hudng.

2.2. Tién hanh danh gia

- Tién hanh danh gia 13 trach nhiém rit quan trong trong cong viéc quan
tri cia Giam doc ban hang va ca doi voi nhan vién ban hang. Piéu nay doi hoi
can thiét c¢6 sy chuén bi tot tir ca hai phia.

- Chuan bj cho cudc danh gia, Giam ddc ban hang can thu thap day du cac
thong tin vé két qua thuc hién ctia nhan vién ban hang, thong bao thoi gian, dia
diém thyc hién danh gia va soan thao mau danh gia giri cho nhan vién ban hang
dién vao.

- Trao ddi tryc tiép giita Giam dc ban hang va nhan vién: Giam doc ban
hang nén thdo luan chan thanh, tich cuc dya trén tirng ti€u chuan danh gia, va
can khuyén khich nhan vién ban hang thao luin két qua dat duoc véi timg chi
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tiéu, tu danh gid két qua thuc hién va dua ra cic quan diém, ¥ kién danh gia.

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

2.3. C4c hoat ddng tiép theo sau danh gia

Ngay sau cudc danh gia tryc tiép, Giam déc ban hang can thong bao chinh
thire cho nhan vién ban hang vé két qua danh gia va dua ra cac hoat dong nhu :

- Thudng, cac hinh thirc khen ngoi cong khai, dé bat.

- Cac hoat dong khic phuc, cai thién két qua cho thoi gian sau.

- Céac bién phép ti€u cuc: giang churc, sa thai...

3. Quan trij cac két qua danh gia

Giam dbc ban hang can phai xem xét cac két qua mau thudn nhau tir mdi
tiéu chuan do ludng va di dén nhimg két qua khac nhau ddi voi timg nhan vién
ban hang.

C6 ba loai hoat dong quan tri: thudng, diéu chinh hanh vi va thai hoi.

Phuy thudc vao két qua danh gia va giai thich cua giam doc vé két qua ma
c6 nhiing lya chon loai hoat dong nao thich hop véi1 cac két qua danh gia viéc
thuc hién hoat dong cuia nhan vién ban hang.

3.1. Thwéng

Thuong 1a khoan tién tra cho viéc thuc
hién tot cong viéc hodc co thé dué6i hinh thuc dé
bat, thuyén chuyén dén khu vuc tot hon ting thu
nhap. Khi van dé thuéng cho mirc d6 hoan thanh
cong viéc cua nhan vién ban hang, thé hién mdi
lién hé gitra thuc hién va théa man, thi nhan thirc

ctia nhan vién vé thudng co lién quan dén su thyc
hién cua ho va cua cac nhan vién khac ma c6 anh
huong ro rét 1én sy thoa man. Hinh 4.3. Thuong nhdn vién

Thuong thuong duge thuc hién dudi hinh thic tién, duoc tach riéng ra
khoi qua trinh danh gia thuc hién. Nhung thuc té rat kho tach bach giira viéc
danh gia thuc hién cia nhan vién ban hang va thuong, bdi vi viée xac dinh céac
khoan tién thuong d6i khi phu thudc vao cac danh gia chil quan cua giam déc
ban hang.

Vi vay, dé dam bao su cong bang, khuyén khich tinh than lam viéc cua
nhan vién, nha quan tri ban hang can dam bao sy khach quan trong quyét dinh
ctia minh d6i véi nhan vién ban hang.

3.2. Hoat dong diéu chinh
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Mot két qua danh gia thuc hién chinh dang va khong bét thuong 1a khi
nhéan vién c6 mot s6 linh vuc thuc hién can phai cai thién. D6 1a xem xét phé
binh mot s hoat dong hodc tinh cach c4 nhan cua nhan vién. Van dé diéu chinh
dugc chia lam hai phan:

- Thuc hanh phé binh: qué trinh thi hanh
phé binh mét nhan vién ban hang mudn cé tac
dong tich cuc phai 1a mdt qua trinh té nhj.

Co ba phuong phap phé binh c6 hiéu qua:

+ Chi phé binh hanh vi cu xu dac biét,
néu rd hoat dong va mot sb can ct.

+ Sir dung nhidu cau hoi nghi van khi co |

the.

+ Két hop phé binh voi huéng dan cy thé ¥

Hinh 4.4. Thuc hanh phé binh

3.3. Quan tri hwéng toi thi hanh: qua trinh gidi quyét

Vi muc dich diéu chinh hoat dong cho co két qua, can dap tmg duoc cac
yéu cau:

+ Thi nhat, ca nhan vién ban hang va nha quan tri déu dong ¥ voi van dé
dat ra va cach giai quyét.

+ Thtr hai, hoat dong diéu chinh can phai r0 rang va dugc nhan vién hiéu
va chap nhan nhimng thay doi.

+ Thit ba, can c6 sy thong nhit giita cdp trén va cip dudi vé cac sd lidu tai
chinh dé datk dugc muc tiéu

* Sa thdi:

C6 thé nodi két qua mong mudn cudi cing
cua danh gia thuc hién ctia nhan vién ban hang la ‘
nhan vién ban hang c6 thé dong gop lau dai voi L
cong ty.

Trong truong hop xét sa thdi mot nhéan
vién, nha quan tri ban hang can phai biét rd cac
chi phi sa thai va tién trinh ctia mot qua trinh '
chuan dé dam bao cac quy dinh phép Iy vé van dé -
sa thai mot nhan vién. Hinh 4.5. Sa thai nhan vién

- Chi phi: khi quyét dinh sa thai mot nhan vién ban hang, cong ty phai mt
céc chi phi truc tiép va tiém an.

+ Chi phi tryc tiép lién quan dén chi phi tuyén dung, lya chon va huin
luyén
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+ Chi phi tiém 4n lién quan dén qua trinh thyc hién cong viée, cac moi
quan hé cua nhan vién ban hang.

- Qud trinh sa thdi: Sau khi danh gia, mot sb tinh hudng co thé dan dén su
ra di cia mot nhan vién ban hang. Néu nhan vién cin phai sa thai, can duoc
chuén bi hop 1y cho cudc gip gd, tién hanh gip g& va xtr Iy sau gip mat.

B. CAU HOI VA BAI TAP THUC HANH

1. Cau hoi

1.1. Néu muc dich va co sé cua viéc danh gia qua trinh thuc hién cua nhan vién
ban hang.

1.2. Xac dinh cac tiéu chuan danh gia viéc thuc hién cua luc luong ban hang.
1.3. Trinh bay nhiing anh hudéng dén t6 chirc va ca nhan cia két qua viéc danh
gia thyc hién cia nhan vién ban hang.

1.4. Phan héi 1a gi? Cac dic tinh ctia phan hoi trong danh gia thuc hién.

1.5. Quy trinh dénh gid qué trinh thuc hién cuia nhan vién ban hang.

1.6. Vi sao can phai quan tri cac két qua danh gia? Co nhitng hoat déng quan tri
két qua danh gia nao?

1.7. Thuong 14 gi? Cac hinh thirc thuong? Khi tién hanh thuéng cho nhan vién,
can chu y dén diéu gi?

1.8. Trinh bay cac phuong phap thuc hanh phé binh? Néu vi dy minh hoa.

1.9. Bé hoat dong diéu chinh c6 hiéu qua, can ch( ¥ nhimng van dé gi?

1.10. Nhitng van dé nha quan tri cin quan tdm khi quyét dinh sa thai nhan vién?
2. Bai tap thuc hanh

2.1. Bai tap 1: Tiéu chuin do lwong két qua

Anh Nam quan ly nhém béan hang du dinh danh gia két qua ban hang cia nhan
vién trong nhém dé lam co so khen thuong. Hay xac dinh nhitng tiéu chuan ma
ban nghi anh Nam ¢ thé chon dé sir dung cho viéc danh gia cua minh

| - Tinh than hop tac trong cong viéc

- Quan h¢ vdi khach hang

- Doanh s6, san luong ban hang.

- Doanh s, san luong ban hang theo san pham.

- Doanh s, san lugng ban hang theo loai khach hang.

- Cac sang kién

- Luong ban hang thuc hién so vo1 han ngach ban hang.

- Thi phén dat duoc.

N 1 1 O O I D

- Kién thuc vé san pham, chinh sach ban hang, khach hang, cic chuwong
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trinh ban hang cta d6i thu

- SO cudc goi, tham viéng khach hang

- S6 lugng don dit hang.

- Gié tri trung binh don dat hang.

- S6 lwong don dit hang bi huy.

- SO ngay lam viéc

- S6 lwong khach hang méi.

- S6 luong khach hang mat di.

N O N O O I O

- S6 lugng khach hang cham thanh toan.

- Ty 1& khach hang mua hang (s6 luong khach hang mua hang/tong s6

- | khach hang).

b/ Can clr vao két qua da xac dinh ¢ cau a, hdy phan chia cac yéu té duoc lua
chon vao nhom thich hop:

Luong ban hang Ty 1€ ban hang Pon dat hang Khach hang

.................................

2.2. Bai tap 2: Xir Iy mot so tinh huong thwong gip

Ban hiy hinh dung vé nhiing su cb sau ddy va dua ra hudng giai quyét:

(1) Mot nhan vién cua cira hang cuia ban trong lc di giao hang di chang
may 1am mét hang. La ngudi quan 1y cira hang, ban sé& giai quyét nhu thé nao?

(2) Tinh hinh kinh doanh tai ctra hang ngay cang di xudng, du chat luong
san pham tot nhung khach hang van "mot di khong tro lai". La mot nha quan 1y
ban hang, ban c6 thé lam gi dé thu hut thém khach hang?

(3) Gia sir Ban 13 giam dbc ban hang cua mot siéu thi, trong thoi dai cong
nghé 4.0 thi siéu thi c6 thém hinh thtrc kinh doanh online. Theo ban, nhitng yéu
t6 nao anh huong truc tiép t6i doanh sd ban hang khi siéu thi ctia ban kinh doanh
online?

* Huong dan thyc hién:

- Chuan bi: Giay, bat

- Céach thirc tién hanh: Lam viéc theo nhém, mdi nhom 2 - 4 sinh vién.

- Nhiém vu: Cac nhém théo luan va dua ra giai phap xu Iy cac tinh hudng
trén. Sau do, phan vai, luyén tap voi nhau va thuc hanh trude 16p.

- Thoit gian hoan thanh: 90 phut.

- Két qua va tiéu chuén can dat dugc cia bai thuc hanh:

+ Hoan thanh dung tho1 gian.
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+ Pua ra cach xu ly phu hop

+ Pam bao trinh ty cac budc xu 1y tinh hudng

+ Té&c phong chuyén nghi¢p
C. GHI NHO

- Tinh ky ludt tir gidc la diém khdc biét dé thdy nhdt giita nhitng nguoi gdt
hai dwoc thanh cong to lon va nhitng nguoi chi dat dwoc nhitng thanh cong nho
be;

- Puirng tdp trung vao tiéu tiét hodc nham lan gitta hanh dong va két qua.
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PHAN 2.
CHAM SOC KHACH HANG
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BAI 5. TIM HIEU VE CHAM SOC KHACH HANG

GIOI THIEU

Ngi dung bai hoc cung cdp cai nhin téng quan vé hoat déng chim séc
khach hang; tam quan trong cua hoat dong cham séc khdach hang trong kinh
doanh hién dai; phan biét va lam rd méi quan hé giza hoat dong cham séc
khach hang va hoat dong marketing cua doanh nghiép. Ngoai ra, bai hoc con
MO td CAcC yéu to co ban dem lai sir théa man cho khdch hang; dong thoi cung
cap mét so thong tin can thiét vé nghé cham séc khdch hang trong giai doan
hién nay.

©F .
MUC TIEU

- Trinh bay duwoc khai niém, tam quan trong cia chdim séc khdch hang;

- Liét ké dwoc cdc yéu t6 co ban dé théa man khdch hang;

- Phéan biét diroc sir khac nhau giiza cham soc khach hang va hoat dong
Marketing;

- Thu thdp duwoc mét sé thdng tin can thiét vé nghé cham soc khach hang
hién nay;

- CO kha nang lam viéc doc ldp va lam viéc nhom;

- Trung thwee, can than, trach nhiém trong qud trinh thyc hién céng viéc.
A.NOI DUNG
1. Cham soc khach hang
1.1. Khai niém chim séc khach hang

C6 ngudi cho rang thuat ngir “cham séc khach hang” 13 sy chao dén nhiét
tinh ddi voi khach hang ctia cac nhan vién ban hang, nhan vién 18 tan khach san,
hay tat ca nhimg nhan vién khac giao dich truc tiép véi khach hang hang ngay.
Tuy nhién, viéc cham séc khach hang khong chi dimng lai ¢ tiép xtic truc tiép vai
khach hang ma ton tai & ca goc do gian tiép. Ching ta khong thé chdi bo tam
quan trong cta cham séc khach hang & cap do gian tiép xuyén sudt bat ky hoat
dong kinh doanh nao. O moi cép dd, cham séc khéach hang luén hi¢n hitu.

Vi du: Néu ban dang lam trong nganh kinh doanh khéch san, dich vu luu
tra, an uéng, giat 1a, spa,... déu 1a mot phﬁn chtic nang cia cham soc khach
hang. Nhitng bd phan nay chiu trach nhiém cung cip dich vu dung lic, dung yéu
cau va s& tao nén su hai 10ng hay that vong ctia khach hang.

Khach hang 1a cta toan b§ doanh nghi¢p. Moi nguoi trong doanh nghiép,
tir ban lanh dao céc cap cho dén toan thé nhan vién, ai ciing c6 khach hang cta
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minh. Vi thé, bat ky ai trong mot t6 chire (cho du ho c6 su tiép xuc truc tiép voi
khéach hang hay khong) cling nén hudng téi muc tiéu lam hai long khach hang.

Cham séc khach hang 13 tit ca nhitng gi ma mot doanh nghiép can thiét
phai 1am dé thoa man nhu ciu va mong doi ctia khach hang.

No6i1 mot cach khac, cham soc khach hang la phuc vu khach hang theo nhu
cach ho mong mudn va lam nhitng viéc can thiét dé giit cdc khdch hang minh
dang co.

1.2. TAm quan trong ciia hoat dong chim sé6c khach hang

Cham so6c khach hang 1a nhiém vu khéng chi cua mét vai ca nhan nhu
nhan vién kinh doanh, nhan vién thi truong, nhan vién bao hanh... ma d6 la
cong viéc caa ca tap thé. Mdi ca nhan trong doanh nghiép déu phai chuan bi that
t6t ki nang chim soc khach hang dé mang dén cho khach hang dich vy cham
s6c khach hang hoan hao nhat.

Bai vi, hoat dong cham soc khach hang c6 tam quan trong rat 16n di véi
mdi doanh nghiép. D¢ la:

(1) Duy tri khach hang hién tai — tao ra khach hang trung thanh

Khi khach hang hai long vé su tu van, san pham, dich vy ho s& tro thanh
khach hang than thiét va khach hang trung thanh.
(2) Thu hit khéach hang tiém nang

Theo mot nghién ctru cho thay:

- Mot khach hang dugc thoa man sé noi vai 4 nguoi khéac.

- Mot khach hang khong dugc thoa mén sé ndi vai 10 nguoi khac hoac
nhiéu hon.

Khach hang than thiét (khach hang théa man) chinh la cau ndi dua dén
cho doanh nghiép nhitng khach hang tiém ning thong qua su gidi thiéu. Tuy
nhién, néu doanh nghiép caa ban chiam soc khach hang khong duoc tot thi rai ro
méat khach hang I6n hon rat nhiéu.

(3) Giam chi phi kinh doanh

Tat ca cac doanh nghiép thanh cong déu biét rang, giir mot khach hang
dang c6 1a dé hon va ré hon 10 14n so véi viéc chinh phuc duoc mot khach hang
moi dé thay thé cho khach hang ma ho vira mat. Viéc t6i da hoa gia tri vong doi
khéch hang s& gitp cha doanh nghiép giam thiéu chi phi tim kiém khach hang
mai, chi phi Marketing, quang cao...

Pang tiéc 1a con rat nhiéu doanh nghiép van chwa nhén ra duoc sy that
quan trong nay, ho van danh rat nhiéu thoi gian va stc luc dé chinh phuc khach
hang mai thdng qua cac hoat dong ban hang va marketing ma bo qua hoac lang
quén khach hang cti ctia minh.
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(4) Vii khi canh tranh cua doanh nghiép

Trong mdi trudng kinh doanh hién dai, ai chiém duoc nhiéu khach hang
thi ngudi d6 sé thang, con mat khach hang sé dong nghia véi that bai, ¢ v&. Do
vay, biang moi c4ch, cac chu doanh nghiép ludn ludn phai dua ra cho minh chién
lwgc canh tranh dé gianh khéch hang. Con dwrong ngan nhdt, hiéu qud nhdt dé di
dén myc tiéu gianh khach hang 1a bang moei céch 1am cho khach hang hai long —
chdam séc khdch hang. Sy hai 10ng caa khach hang ludn gan lién véi su ton tai va
hung thinh cua doanh nghiép.
1.3. Ba yéu t6 co ban dé théa man khach hang

Chim s6c khach hang nghia 13 phucvy khach hang theo cach ma ho mudn
duoc phuc vu. Bé biét dugc khach hang muén dugc phuc vu nhu thé nao trong
dich vu ma doanh nghiép cung cap, doanh nghiép phai nghién cau tam ly khach
hang. Ba yéu t6 co ban tao nén su thda man cua khach hang d6 la:

- Yéu té san pham, dich viu: Bao gom céc yéu té lién quan dén san pham,
dich vu: chat lugng, chung loai, quy cach, bao bi, nhan hiéu, bao hanh, gia ca...

- Yéu t6 thudn tién: Bao gom cac yéu té dem lai su thuan tién va thoai mai
cho khach hang khi tiéu ding san pham, dich vu nhu: Dia diém ban hang, diéu
kién giao hang, diéu kién d6i hang, giod mo cira, phuong thic thanh toan, giai
quyét khiéu nai, boi thuong, cac dich vy hd tro khac tao thuan loi cho khach
hang khi mua, ...

- Yéu t6 con nguoi: La nhdm cac yéu td lién quan dén doi ngii phuc vu
khach hang nhu: Théi do, k¥ ning giao tiép, hanh vi tng xir ciia ngudi ban hang,
cta nhan vién cham soc khach hang, cua dién thoai vién, ... .

Sw théa man cua khach hang

Yeu to.san pham, Yéu t6 thuén ti¢n Yéu td con ngudi
dich vu T
K Gia ca \ / Dia diém ban héng\ / Thai d6 ctia nhan \
- Chét lugng - DiEGu kién giao hang vién
- Quy céch - biéu kién doi hang - K¥ néng ctia nhan
- Mau ma - Gid mo clra vién
- Kiéu dang - Phuong thirc thanh - Hanh vi cia nhan
- Chiing loai toan vién
-Chédobaohanh | | ...
- Ché d¢ hiu mai - Ché d6 bao hanh

\.. / \-Ché d6 hau mai / \ /

Hinh 5.1 Ba yéu té dé théa man khach hang
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Trong 3 yéu t6 dé thoa man khéach hang, yéu t6 nao 1a quan trong nhat?
Trén mot phuong dién nao do, diéu nay phu thudc vao ting tinh hudng:

- Néu san pham khéng phu hop, gié ban lai qué cao thi nguoi ban hang cé
lich thiép, niém no hay cau kinh ciing chang anh huong gi?

- Néu gia ban rat ré, khach hang cé thé chip nhan nhiéu yéu té bat tién
khac dé co dugc san pham.

- Néu san pham duogc béan rong réi trén thi trudng véi ciing mot mac gia,
cling mét chat luong dich vu, yéu té con ngudi tré nén rat quan trong. Khi do,
khach hang s& chon san phdm nao ma khi dén mua hang, ho dugc chao dén niém
ng, an can, chu déo... tic 1a khach hang sé& chon san pham nao c6 cong tac chim
soc khéach hang tot hon.

Tuy nhién, diéu ma moi khach hang déu mong mudn hon ca 1a hang hoa,
dich vu ma ho mua phai hoan toan dang tin cdy. Piéu nay c6 nghia 1a trong mot
chuong trinh cham soc khach hang, yéu té san pham thuong phai dat 1én hang
dau va tiép theo méi 1a cac yéu té con lai. Tat ca nhitng nu cudi than thién va
nhitng 161 chao mai lich sy khéng thé bu dip cho nhiing san pham khong dang
tin cay hay nhiing dich vu khong dat tiéu chuan. Céng tdc cham séc khdch hang
chi ¢6 thé duwoc cdng nhdn 14 tét néu nd gan lién véi mét san pham chdt hiong
hay mét dich vy tét.

Panh gia dich vu khach hang, c6 3 cap do:

- Cap d9 tho 16: Doanh nghiép sé danh mat khach hang

- Cap d6 tho o: Khach hang c6 xu huéng chuyén sang ddi tha canh tranh

- Cap do vuot troi: Doanh nghiép sé& giit chan duoc khach hang.

Phuc vu khach hang nhu cach ho muén duoc phuc vu - nghia 1a phai tao
ra dich vu khach hang chat luong “vuot troi”. Bé tao ra mot dich vu khach hang
¢ chat luong “vuot troi” nham thu hit va gitr chan khach hang, doanh nghiép
can tuan thu 5 nguyén tac sau:

(1) Su dang tin cay cua san pham va dich vu

(2) Pap ung nhiét tinh nhu cau caa khach hang

(3) Trén trong cam on khach hang

(4) Bong cam véi khach hang

(5) Thanh thao vé chuyén mén
1.4. Quan hé¢ giira chim séc khach hang va Marketing

Marketing 1a phét hién va thoa man nhu cau cia khach hang. Néu xét theo
tién trinh quan tri Marketing thi Marketing bao gom tat ca moi hoat dong tir
nghién cau thi trudng, phét hién nhu cau, thiét ké san pham, dinh gi4, xay dung
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hé thdng kénh phan phéi va té chac cac hoat dong xUc tién. N6 lién quan dén
viéc thu hat khach hang maéi va duy tri khach hang dang co.

Nhu vay, chdm séc khach hang 13 mot hoat dong Marketing nham duy tri
khach hang dang c6, dong thoi cham soc khach hang ciing hd tro cho céc hoat
dong marketing khac.

2. Nghé chiim s6c¢ khach hang
2.1. So lwgc vé nghé chiam séc khach hang trong giai doan hién nay

Véi xu huéng canh tranh ngdy cang gay gat giira cac doanh nghiép cling
linh vuc trén thi trudng, ngoai yéu té chat lwong san pham, dich vu khach hang
dong vai tro 1a bi quyét thanh cong cho mot thuong hiéu. Khach hang chinh Ia
nguoi nam nguon tién caa doanh nghiép, dong nghia viéc két ndi va giir chan
duoc nhan té ndy s& mang lai loi ich khdng nho cho doanh nghiép.

Chinh vi vay, ngay cang nhiéu doanh nghiép di va dang tim t&i giai phéap
tong dai Call center/Contact Center (hé thong chim séc khach hang) chuyén
nghiép dé dem lai dich vy cham s6c khach hang trudc va sau ban hang tot nht.
Nhu ciu nay tir c4c doanh nghiép chinh 1a co hoi cho cé&c ban tré mudn thir stc
véi nghé Cham séc khach hang (Customer Care hay Customer Service).

(1) Chim séc khédch hang — Nghé day tiém ndng va ngdy cang dwoc ddnh
gia cao trong doanh nghiép

Viét Nam dang dung trudc thém chuyén minh tro thanh mot quéc gia
khoi nghiép méi. Piéu nay da dugc ching minh qua sb lwong boc phat cia cac
doanh nghiép Startup trong 2 nim gan day trén moi linh vuc. Ngudi ding dau
doanh nghiép am hiéu thi truong s& dé dang nhan biét rang: Cudc chién thuong
truong gio day khong nam ¢ chir “What” (Doanh nghiép ban san pham gi) ma 1a
nam & chir “Why” (Doanh nghiép gui dén nguoi tiéu dung 1y do gi dé tin tuong
va sir dung san pham, dich vu caa ho). Tir day, nhu cau tuyén dung cac Gng vién
chuyén nghiép cho vi tri cham soc khach hang ngay cang gia tang. Ho hiéu rang:
mot chuyén vién cham séc khach hang gioi s& gilp ho tiét kiém dugc dang ké
chi phi Marketing ctia minh.

(2) Cham séc khdch hang — Nghé linh hoat va chi déng vé thoi gian

Thoi dai cong nghé 4.0, moi thtr déu co thé giai quyét mot cach nhanh
chéng va gon gang véi cac hé théng tong dai di dong tich hgp Nghe — Goi théng
minh. Nhén vién chiam séc khach hang c6 thé dé dang tra loi cudc dién thoai &
bat ki ¢au. Khach hang khong phai chd doi, tir d6 trai nghiém dich vu ciing tbt
hon véi dich vu cham s6c khach hang thong minh va tién lgi. D6i véi nhan vién
cham soc khach hang, cong viéc s& duoc dién ra trdi chay va dé dang hon rat
nhiéu.
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Nhéan vién cham séc khach hang cé thé 1am viée tir xa, co thé lam viée
ban thoi gian. P4i voi vi tri cham soc khach hang gian tiép, khong gidi han do
tu6i hay hinh thirc.

(3) Cham séc khdch hang — Nghé c6 nhiéu co héi thiang tién

Néu lam viéc cham chi, nghiém tac va chiu kho hoc hoi, sau mét thoi gian
lam vié€c, nhan vién cham soc khach hang dugc thang tién rat nhanh dén cac vi
tri Leader, truong ca va hoac quan 1y.

Budc tién nhay vot voi nhitng nhan vién cham séc khach hang c¢o kinh
nghiém 1a tr¢ thanh Customer Service Manager (Truédng phong dich vu khach
hang).

Bén canh nhimg co hoi, nghé chim séc khach hang ciing ton tai nhiing
thach thie rat 16n, dac biét danh cho nhiing @ng vién vira méi bat dau sy nghiép
cuia minh. Khéng phai ngiu nhién ma nguoi ta thuong vi nghé cham soc khach
hang nhu nghé “lam dau traim ho”. Ap luc thudong gap nhat caa nghé chinh 1a
khi lam viéc gitra nguoi va nguoi, gitta cong ty va khach hang; chinh la thai do
giao tiép, cach hanh xu cua nhan vién véi khach hang.

Ngoai ra, trong moi trudng lam viéc hién dai, co sé ha tang va trinh d6
Tiéng Anh...s& tro thanh rdo can lén ddi véi nghé cham séc khach hang néu
nhéan vién khong duoc dao tao ky ludng va chinh phi khong cé chinh sach hd
tro vé cude phi vién thong, Internet, bang thong, truyén hinh, vé tinh...

2.2. Nhiém vu co ban cia nhan vién cham séc khach hang

Nhiém vu cuaa nhan vién
chim soéc khach hang & moi
doanh nghiép sé khac nhau tuy
thuoc vao linh vuc hoat dong
va dic diém cua tung doanh
nghi¢p d6. Nhung nhin chung,
nhan vién cham soc khach hang
thuong dam nhan mot s6 nhiém
Vu co ban nhu sau:

- Tim kiém xay dung ngudn khach hang tiém ning

- Tiép nhan va truc tiép giai dap cac van dé thac mic caa khach hang.

- Tong hop théng tin phan anh cia khach hang, danh gia va dé xuat giai
phap khic phuc

- Tham gia 1ap ké hoach va trién khai cac chuong trinh chim soc khach

Hinh 5.2 Nhdn vién cham soc khdach hang

hang
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- Phéi hop thuc hién cac chuong trinh quang cao, khuyén mai hoic cac

hoat dong marketing khéac.

B. CAU HOI, BAl TAP/THUC HANH

1. Cau hoi

1.1. Cham soc khach hang la gi? Tai sao doanh nghiép phai cham soc khach
hang?

1.2. Céc yéu té nao dem lai su thoa man cho khach hang?

1.3. Cham séc khach hang va Marketing c6 mdi quan hé nhu thé nao?

1.4. Co hoi va thach thuc cua nghé cham soc khach hang trong giai doan hién
nay?

2. Bai tap/Thuc hanh

2.1. TAm quan trong cia chim séc khach hang

a/ Loan la chi mot nha hang. Loan cho rang, khach hang thudng doi hoi
qua nhiéu ma nhu cau caa mdi nguoi mot khac, that khd ma 1am hai 1ong duoc
tat ca. Vi vay, Loan chi dit myc tiéu 13 lam hai long dugc 70%. Theo ban, cling
véi thoi gian, diéu gi s& xay ra véi nha hang caa Loan, giai thich tai sao?

b/ Xir ly tinh huéng: Néu c6 02 khach hang cung dén caa hang ban, 01
ngudi la khach hang cl than quen véi ctra hang, 01 nguoi la khach hang méi
chua biét gi vé cira hang cua ban. Néu diéu kién lac d6 chi cé thé phuc vu duoc
Mot nguoi, ban s€ wu tién phuc vu ai trudc? Tai sao?

2.2. C4c yéu to théa man khach hang

a/ Son du dinh td chic tiéc sinh nhat tai nha hang. Gan khu dan cu Son &,
c6 3 nha hang. Anh biét kha rd vé 3 nha hang nay vi anh da timg ghé an vai lan
cung dong nghiép va gia dinh. Son c¢6 thé lya chon 1 trong 3 nha hang ma anh
cam thay hai 1ong nhat dé t6 chuc.

Hay xac dinh nhiing yéu té ma ban nghi c6 anh hudng dén quyét dinh lua
chon caa Son.

] | Nhan vién phuc vu nhanh nhen

Nha hang c6 dich vu trang tri va td chirc tiée sinh nhat

Chinh sach dii ngd nhan vién t6t

Khong gian nha hang thoang mat, sach sé

Nha hang c6 bii db xe, an ninh tot

D61 ngti nhan vién nha hang dong dao

Chép nhan nhiéu hinh thuc thanh toan: tién mat, chuyén khoan, quet thé

Gié ca phu hop

N 1 1 O O I D

Tam ly dam dong “nhiéu ngudi lua chon nha hang d6”
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Nhéan vién am hi€u tudong tan vé thuc don ctia nha hang

Thyuc don nha hang c¢6 nhiéu moén dé lya chon

Do an, thirc udng cuia nha hang dam bao an toan v¢ sinh thuc pham

Quan ly nghiém khac vé1 nhan vién cia minh

Nhan vién vui vé, nhiét tinh

Quang cdo nhiéu trén ti vi

1 I 1 N o O 6 I O A O

Nha hang phuc vu tt ca cic ngay trong tuin

Chuong trinh khuyén mai hap din (VD: Tang banh sinh nhat, mién phi
dich vu trang tri...)

]

1 | Nha hang ton tai va kinh doanh tir rat lau

b/ Can clr vao két qua di xac dinh & cau a, hdy phan chia céac yéu t6 dugc
lwa chon vao nhdm thich hop

Nhom yéu té san pham, | Nhom yéu to thugntin | Nhom yéu té con nguoi
dich vu

.................................

C. GHI NHO
Cham soc khach hang la phuc vu khach hang theo nhw cach ho mong
muoén va lam nhitng viéc can thiét dé giir cac khdch hang minh dang cé.
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BAI 6. LAP KE HOACH CHAM SOC KHACH HANG

0 GIOI THIEU
Ngi dung bai hoc mé ta vé déic diém, wu diém va han ché cia cdc phirong
thite cham séc khdch hang; md td trinh tw cdc budéc lap ké hoach chiam séc
khach hang cho mét doanh nghiép cu thé.

®4‘MUC TIEU

- Trinh bay dwoc cé&c budc 1dp ké hoach cham séc khéach hang;

- Liét ké duroc cac phuong thire, hoat dong cham séc khach hang;

- Xay dung duwroc chuong trinh cham soc khach hang cho mgt doanh nghiép
cu thé:

- C0 kha nang lam viéc doc ldp va lam viéc nhom;

- Trung thuc, can than, trach nhiém trong qud trinh thuc hién cong viéc.
A.NOI DUNG
1. Cac nhan t6 anh hwéng dén hoat dong chiim séc khach hang

Hoat dong chiam soc khach hang bi anh hudng bai rat nhiéu nhén t6, bao
gdm cac nhan td bén trong va bén ngoai doanh nghiép.

* Cdc nhdn té bén ngodi:

- Khach hang: Cham séc khach hang 1a hoat dong hudng dén khach hang,
phuc vu khach hang theo cach ho muén. Vi vay, khach hang chinh la nhan tb
chu dao anh hudng dén hoat dong cham séc khach hang ciia doanh nghiép. Mbi
ddi tuong khach hang khac nhau s€ c6 nhitng dac diém c4 nhan, giagi tinh, tudi
tac, nghé nghiép, muc do trung thanh, su thay doi tam 1y tiéu dung... khac nhau,
tir d6 can co nhitng cach thie cham soc khac nhau.

s By B

Hinh 6.1 Mot sé doi tiwong khdch hang

- Sw canh tranh:
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Tinh hinh canh tranh trén thi truong sé
anh huong dén quyét dinh cham séc khach hang
ctiia doanh nghiép. Sy xuat hién ngay cang nhiéu
cac nha cung cap hang héa/dich vu véi chat luong
tuong tu nhau thi cham s6c khach hang chinh 1a

Hinh 6.2 Yéu 16 canh tranh Vl?l kh1 gitip doanh nghiép tao nén sic thai riéng
cuia minh.

Néu céc ddi thi ¢6 chinh sach cham soc khach hang t6t s& thiic diy doanh
nghiép chu trong nhiéu hon dén chinh sach chiam soc khach hang ctia minh: thay
d6i vé muc tiéu, tan suat thuc hién, ndi dung thuc hién....Co nhu vay méi co thé
gilr dugc khach hang va dimg viing trén thi truong.

- Van héa - xa héi: Cac khia canh ctia yéu t6 vin hoa - x3 hoi nhu: Quan
niém vé dao dirc, thim my, 161 séng; tam 1y ti€u dung, thoi quen tiéu dung; ton
gido; phong tuc, tp quéan truyén thong...ciling s& anh hudng dén hoat dong cham
soc khach hang cua doanh nghiép nhu mic d¢ cham soc, hinh thirc cham soc,.. ..

* Cdc nhdn té bén trong:

- Linh vue kinh doanh: Doanh nghiép dang kinh doanh san xuat hang hoéa:
hang tiéu dung, thoi trang, my pham, dién tir, xe mdy...hay kinh doanh dich vu:
hang khong, bao hiém, ngan hang, vién thong, du lich....? Mdi linh vuc kinh
doanh khéc nhau s€ c6 phuong thirc chdam s6c khach hang khéac nhau.

- Nguon lyc ciia doanh nghiép:

Cham soc khach hang chi that sy hiéu qua khi doanh nghiép c6 du ngudn
luc dé trién khai thuc hién. Nguon luc doanh nghiép 1a nhitng thir doanh nghiép
dang c6 nhu: tai chinh, nhan sy, co s¢ vat chat k¥ thuat, chinh sach, van hoa
doanh nghi¢p, trinh d¢ quan 1y...

+ Tai chinh:

Tai chinh 12 van dé can phai can nhic dau v
tién khi xdy dung bat ky ké hoach nao cua M
doanh nghiép, ké ca ké hoach chim séc khach $
hang. Tinh hinh tai chinh doanh nghiép s& quyét S
dinh dén quy mo, tan suat va phuong thirc thuc S—
hién,..... cua hoat dong cham soc khach hang. Hinh 6.3 Nguén lvc tai chinh
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+ Nhéan su (con nguoi):

Pay 1 tai san quy nhat cua doanh |
nghiép. Con ngudi str dung cic yéu t6 dau
vao khéc nhau dé tao ra san phém, dich vu.
Ciing chinh ho gitp khach hang cam nhén
6 hon vé chat lugng dich vu cta doanh
nghiép; tao ra hinh anh va uy tin cia doanh
nghiép thong qua cac hoat dong cham soc
khach hang. Néu moi nhan vién trong doanh

ni;hm? deu’ du:(;(f dao ‘tao VE} co nhafl thirc :tot Hinh 6.4 Ngu Gn lee nhan sue
vé chdm séc khach hang thi hoat dong cham
soc khach hang sé& rat hiéu qua.

+ Co so vat chat ky thuat:

Co s& vat chit toi tan s& khong thé tao ra
san phém, dich vu tbt; nhat 1a cac san phém, dich
vu c¢6 ham lugng khoa hoc cong nghé cao. Do do,
co so vat chat k¥ thuat 1a mot trong nhimng yéu to
dé khach hang danh gia chét luong dich vu va la

diéu kién can thiét dé doanh nghiép thuc hién tot

cong tac cham s6c khach hang. Véi co s¢ vat chat Hinh 6.5 Ngudn lc co 56

dugc trang bi day du, cong tdc cham séc khach vt chét, k§ thudt

hang s& thuan loi hon rat nhiéu.
+ Chinh sach, van héa doanh nghiép:

Doanh nghi€p c6 cam két lam hai long N
khach hang? Nguodi dong vai tro 1anh dao doanh
nghiép c6 dang tao guong cho cip dudi? Nhéan S 8

vién cua cong ty thudong xuyén tuong tic voi :
khach hang va ludn sin sang khi khach hang can? . o

Néu doanh nghiép c6 chinh sach phu hop, dong

Hinh 6.6 Van héa
doanh nghiép

vién, khen thudng nhan vién kip thoi s€ tao dong
lwc dé ho lam viéc tich cuc hon, hiéu qua hon
trong nhiém vu cham soc khach hang ctia minh.

+ Trinh d¢ t6 chitc quan 1y ctia doanh nghiép:

M&i doanh nghiép 12 mot hé théng trong d6 co sy phdi hop dong bd giita
cac bd phan chuc nang. Hé théng co s& dir lidu, cac chi tiéu déu déng bo, théng
nhit thi doanh nghiép méi c6 thé thuc hién tét cong tac cham soc khach hang.
Néu doanh nghiép td chirc bd may cham soc khach hang mot cach khoa hoc,
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chuyén nghiép thi d6i ngii nhan vién sé& thuc hién tot hon, phat huy ning luc t6i
u, tranh tinh trang chdng chéo coéng viée va lang phi nhan luc.
2. Céc nguyén tic chim séc khach hang

Theo chuong trinh dao tao “cham soéc khach hang” ctia Hoc vién doanh
nhan PACE, cic nguyén tic quan trong trong hoat dong chim soc khach hang
ctia doanh nghiép bao gom:

2.1. Ban nhiing thir khach hang can

Ban nhiing thir khach hang can chinh 14 tu tuong chu dao ciia Marketing
hién dai. Chu ky sé)ng cua san phém, dich vu chi thue su bat dau khi n6 dap tng
dugc cac mong mudn, doi hoi ciia khach hang. Nam bat tim 1y va mong mudn
ctia khach hang 13 yéu t6 quan trong hang dau trong bat ky chién luoc cham séc
khach hang nao. Chi khi ndo doanh nghiép biét dugc khach hang thuc sy mong
mudn diéu gi thi lic d6 doanh nghiép méi cham soéc khach hang mot cach chu
d4o va hiéu qua nhat.

Tuy rang, nhiing hoat dong cham séc khach hang chi nham gia tang gia tri
cho san pham cét 15i, nhung n6 chi that sy 1am cho khach hang hai 1ong khi né
can thiét voi khach hang. Doanh nghiép khong thé tu dé ra noi dung cham séc
khach hang dua trén suy nghi chu quan cia minh ma can dya vao mong muén
ctia khach hang: ho muén phyc vu nhiing gi va nhu thé nao?

2.2. Cham soc theo nhom khach hang

Nhu ciu cua khach hang vé cach thic phuc vu cling nhu nhu cau vé san
pham rét phong pht va da dang. Néu dap tng tat ca nhu cau do, doanh nghiép s&
ton mot khoang chi phi 16n ma lai ling phi khong can thiét. M&i nhoém khach
hang c¢6 mot sé nhu cau nhat dinh. Phan nhém khach hang, tim hiéu chinh xac
nhu cau cua timg nhom, doanh nghiép vira c6 thé 1am hai long cac nhom khach
hang, vira ¢6 thé han ché chi phi.

2.3. Cham séc theo cac giai doan caa qua trinh mua hang

Qua trinh mua hang thuong duogc chia lam 3 giai doan: giai doan trudc
mua hang, giai doan quyét dinh mua hang va giai doan sau mua hang. Cong tac
chiam soc khach hang can phai thuc hién ¢ ca 3 giai doan trén nhung ndi dung va
phuong thic thyc hién thi thay d6i tily theo timg giai doan.

* Giai dogn trudc mua hang

O giai doan nay, nhu cau khong nhét thiét phat sinh tir phia khach hang
ma doanh nghiép co thé chu dong kich thich lam phat sinh mong mudn c6 dugc
san pham, dich vy. Doanh nghiép c6 thé thong qua hinh thirc tiép thi truc tiép,
phat to roi, gii email, ting mau dung thir...dé cung cép thong tin cho khach
hang.
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No6i dung chiam soc khach hang giai doan nay 1a tu van, giéi thiéu vé dic
diém, gia ca, chat lugng san phrflm, cac tién ich dem lai, huéng dan st dung. ..

* Giai doan quyét dinh mua hang

Sau khi danh gia lya chon, khach hang di t6i quyét dinh mua. Tuy nhién,
tir quyét dinh mua dén mua hang con cé céc can tré nhu: diéu kién mua hang,
dia diém mua hang, phuong thtc thanh todn, cac dich vu hau mai.. .Dé thuc d:fly
qua trinh mua hang, cac doanh nghiép can loai bd cac can tré tir phia ban than
doanh nghiép bang cac bd tri cac dia diém ban hang thuan tién di lai, phuong
thure thanh toan da dang, dich vu hau mai phong phu, hép dan...

Mot can trd khac d6i v6i quyét dinh mua hang xuat phét tir chinh khach
hang, tir su “kho tinh” cua ho. Pé gy dugc cam tinh trong long khach hang,
doanh nghiép phai tao ra mot khong gian ban hang khang trang, sach s&, co s¢
vat chat day du tién nghi, nhan vién ban hang niém no, nhiét tinh, am hiéu san
phém, thao tac thuan thuc, nhanh nhen. ..

Cong tac cham soc khach hang trong giai doan nay phai chu trong tao ra
su thoai mai va thuan tién t6i da cho khach hang khi mua san phém.

* Giai doan sau khi mua hang

Khong phai sau khi mua hang thi méi quan hé gitta doanh nghiép va
khach hang ciing chim dat hay cong tac cham soc khach hang di hoan thanh.
Bat ky khach hang nao khi mua hang ciing déu coi trong cong tac chim soc sau
ban hang cua doanh nghiép va liy d6 1am tiéu chi dé lua chon.

Céc hoat dong chdam soc khach hang & giai doan nay tap trung vao viéc tu
van, giup d& khach hang trong khi str dung san pham, dich vu va xay dung mbi
quan h¢ gitra khach hang va doanh nghiép, nang cao kha nang khach hang s¢€ tro
lai v&i doanh nghiép trong lan toi.

3. Lap ké hoach chiam s6c khach hang

Chung ta khong thé di trén mot con dudng la ma khong c6 trén tay tdm
ban d6. Ké hoach chim soc khach hang 1a budc dém gitp doanh nghiép cu thé
hoa cong viéc cham soc khach hang bao gdm nhiing budc nao, cach thyc hién ra
sao. K& hoach cham sé6c khach hang gém 6 budc co ban sau:

3.1 Thau hiéu va phan nhém khach hang
3.1.1 Théu hiéu khdch hang (customer insight)

Su thau hiéu khach hang (Customer insight) 1a tim cach thau hiéu mot
cach sau sic ¥y nghi, mong mudn, su thyc 4n diu nim siu trong tam tri nguoi
tiéu dung chua dugc ndi ra rdo rang & mirc d§ vuot trén ca nhitng gi khach hang
tu xac dinh cho ban than. Customer insight tim kiém dong co bén trong thiic
day, diéu khién hanh vi Gmg xtr va cac quyét dinh, hanh dong cta con ngudi.
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Doanh nghiép di that sy thdu hiéu khach hang ctia minh chua? Diéu
doanh nghiép nghi chua chéc 14 diéu khach hang mong doi. Khach hang mudn
nhan duoc thir ma ho cam thiy thich hop, can thiét chi khong phai cai doanh
nghié¢p thich. Poi khi, khach hang néi nhu vady nhung ho c6 that sy nghi nhu vay
khong? Chi khi nao doanh nghiép thuc su biét duge khach hang thuc su mong
mudn diéu gi thi luc d6 ho moi cham séc khach hang mét cach chu ddo va hiéu

qua nhat.
A oA
Thau hiéu va Xac dinh nhom Péra myc tiéu
phin nhém khach hang c!lo tu’n:g
khach hang muc tiéu nhom khach
hang

Kiém tra, danh To chire Thiet k‘é
gia viéc thye thyc hi¢n chwong trinh
hién thuc hién

Hinh 6.7 Cdc budc Idp ké hoach cham séc khach hang

Trong san xuat: Khach hang can gi - San xuit ay.

Trong ban hang: Khach hang can gi - Ban 4y.

Trong truyén thong: Khach hang quan tdm gi — Noi ay.

Nhung 1am sao dé biét khach hang can gi, quan tdm gi, lam sao dé “thau
hiéu khach hang” ctia minh? Duéi day 1a mot sé phwong phap goi v:
(1) Luén lang nghe khdch hang

Mot sd cach c6 thé gitip ling nghe
khach hang hiéu qua nhu:

- Nhin tin, goi dién thoai tham hoi
va nhan phan hoi ciia khach hang;

- Lang nghe phan hdi cua khach
hang qua mang xa hoi — Social listening;

- Phat phiéu khao sat;

- Trao d6i céi mo ngay sau khi

khach hang mua san pham tryc tiép.. Hinh 6.8 Lding nghe khdch hang
Vi du khach hang ciia hang Honda néi: "T6i c6 nhu cau di lai, t6i mong

muon co mot chiéc xe gan may de dap vwng nhu cdu nay. Chiéc xe gan mdy dy
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phdi bén, tiét kiém nhién lidu va twong doi cé thé givip téi nhin c6 vé sang trong
hon mot ti".

O day, “bén, tiét kiém nhién liéu, sang” chinh 1a Insights ctia khach hang.
Hang Honda cam thay c6 thé tan dung Insights nay dua vao ning lyc san xuét
kinh doanh ctia minh va dua ra thi trudng dong san phim mang nhan hiéu
Future.

Thong qua lang nghe 10 noi cta khach hang, hing Honda d3 dua ra dugc
san pham dé dap ung nhu cau ctia khach hang hay noi cach khac Honda d3 thau
hiéu dugc khach hang ciia minh. Va Honda di két hop gitta mong mudn cia
nguoi tiéu ding v6i kha ning dap Gng san xudt ciia minh roi tir d6 dua ra san
pham thich hop.

Trong thyc té, khi khong hai 1ong, nhiéu khach hang khong nhét thiét phai
than phién v6i doanh nghiép, ho s& néi véi nhitng ngudi khac va ho s& chon mua
noi khic ngay khi c6 thé. Mot khi khach hang than phién véi doanh nghiép,
nghia 12 doanh nghiép d6 van con co hoi giit chan khach hang. Vi vay, biét lang
nghe khach hang, dic biét ling nghe nhing 15i than phién 1a viéc lam rat quan
trong. Piéu nay s& gitp:

+ Tim hiéu khach hang mong muén diéu gi?

+ Nhan biét doanh nghiép dap tmg duoc cic mong mudén do téi mirc nao?

+ Hanh dong dé 1ap “khoang cach” giira mong mudén ciia khach hang va
kha nang dap ung cua doanh nghi¢p
(2) Luén dat cau hoi "Tai sao”

Pé giai quyét bai toan “khod” ¢6 tén khach hang — doanh nghiép hay tu dat
ra cho minh nhimg cdu hoi "Tai sao" vé cac hanh vi tiéu dung cua khach hang.
N6i cach khéac, doanh nghiép hiy thtr dit vi thé minh 1a khach hang dé hiéu rd
van dé ma doanh nghiép dang gip phai trude khi dua ra cac phuong phép thao
g0 no.

(3) Nam bt co héi

Nguoi tiéu dung luén mudn nhan duoc thong diép phu hop véi ho, trén
phuong dién ca nhan, theo nhu ciu va so thich cua ho. Vi vdy, cac doanh nghiép
can that sy hiéu khach hang cua minh tai mgt thoi diém nay ho muén gi, ho can
gl dé tir d6 ngay lap tirc dap tmg théng qua nhimg su kién, hinh anh.

Mot vi du nhu viéc ban bép dién, bép tu: Thoi gian trude, khach hang
quan tam dén “bép bén, ché do bao hanh tét”. Cac dai 1y bép ngay ngay dua di
dua lai thong diép: bép bén 10 naim khong hong, bao hanh nhanh chéng”
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Ngay nay xa hoi phat trién, cic ba ndi tro ban ron hon, ho quan tam dén
“Lam néng nhanh, ndu nhanh” dé tiét kiém thoi gian. Thir hoi thong diép trude
c6 con phu hop, c¢6 1am khach hang chon ban thay vi ca ngan dbi thi canh tranh?

Néu mot cong ty hiéu duoc diéu gi thiic day hanh vi tiéu dung, chic chan
ho s& co nhitng chién luge dé dap tng t6t hon nhu ciu cua khach hang. Viéc
hiéu cac nhu cau cta khach hang dé xay dung nén chién luge dich vu khach
hang ctia cong ty 1a mot viéc lam can thiét va dem lai hiéu qua thuc su bén
vitng. Thau hiéu khach hang, thau hiéu nhu cau ludn 1a chia khoa van ning cho
thanh cong ctia moi doanh nghiép, vi nhu cu cta con ngudi 1a khong gisi han.
3.1.2. Phan nhom khéach hang

Phan nhém khach hang giup doanh nghiép tim hiéu chinh xac nhu cau cia
ting nhom, vira c6 thé lam hai 10ng cac nhom khach hang, vira c6 thé han ché
chi phi.

* Phdn nhém khéch hang phai dam bdo 5 diéu kién sau:

- Po ludng duoc (Phai do, dém duoc)

- On dinh (nhém khach hang can du 16n dé dem lai loi nhun cho cong ty)

- C6 thé nhan dang dugc (C6 thé nhan dang khach hang hiéu qua dé cung
ung dich vu)

- Khac biét (Gilta cdc nhém phai ¢é su khac biét. Tuc 1a phan ung khac
nhau v61 chinh sach dua ra.)

- C6 thé dua ra phuong an phuc vu (Phai c6 kha ning dua ra cac phuong
an thu hat nhoém khach hang do)

* Cdc tiéu thirc phan nhom khach hang:

(1) Theo ving dia 1y: Qudc tich, Noi sinh sdng, Diém di/diém dén, Noi
mua....
(2) Theo hanh vi: Thoi diém tiéu dung, Str dung dich vu nhu thé nao, Mirc
d6 tiéu dung, Tan suét st dung, Mirc do trung thanh. ...

(3) Theo diéu kién kinh té - xa hoi: Kich ¢& gia dinh, Tudi, Giéi tinh, Thu
nhap, Nghé nghiép, Gido duc, Toén gido, Ching toc...

(4) Tam ly- 161 séng: Tang 16p xa hoi, Phong cach séng, Ca tinh....

(5) Theo nhu cau vé lgi ich: Céc loi ich khach hang khi mua/str dung dich
vy, vi du: An toan, Tiét kiém, Puoc ton trong...

3.2. Xac dinh nhém khach hang muc tiéu

Trong ké hoach chiam soc khach hang cu thé, doanh nghiép c6 thé chi tap
trung cac hoat dong cham soéc vao nhém khach hang myc tiéu ciia minh dé nang
cao hiéu qua va tiét kiém chi phi.
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Thong thuong, cac doanh nghiép s€ danh su cham soc dac bi¢t cho nhom
khach hang 16n. Theo quy luat Pareto 80:20, quy luat phd bién trong hoat dong
kinh t&, 20% luong khach hang dem lai 80% doanh thu (lgi nhun). 20% nay co
vai trd quan trong véi doanh nghiép. Mdi quyét dinh tiép tuc hay rat khoi giao
dich véi doanh nghiép cua ho déu anh hudng 16n téi két qua kinh doanh. Giir
duoc 20% nay, doanh nghiép s€ duy tri dugc lugng doanh thu (1gi nhuan tuong
dbi 6n dinh. Chinh vi vay, can ¢t vao bdo cdo vé doanh thu (lo1 nhuén) cudi mdi
ky, doanh nghiép phai xac dinh chinh x4c lugng 20% khach hang 16n dé wu tién
chim soc. Ngoai ra, doanh nghiép c6 thé di sdu xac dinh 10% hay 5% khach
hang l6n nhét duoc dic biét quan tam.

3.3. Pé ra muc tiéu cho tirng nhom khach hang

Muc tiéu cham soéc khach hang phai xuat phat tir muc tiéu chung cua
doanh nghiép (vé doanh sd, khach hang, thi phan...). Doanh nghiép c6 thé dé ra
muc ti€u cho tirng nhoém khach hang khac nhau.

Muc tiéu phai néu ro két qua sau cing ma doanh nghiép mudn huéng téi:

- Gitlr chan khach hang

- Lam thoa man khach hang mot cach cao nhat co thé

- Tao ra long yéu mén va sy gan bo ciia khach hang v6i san pham/dich vu

- Bién khach hang tré thanh khach hang trung thanh ctia doanh nghiép

- M6 rong tap hop khach hang,

- Thu hat khach hang méi dua trén su gidi thiéu ctia khach hang cii

- Giai quyét van dé trudc mat. ..

Trong tirng giai doan, muc ti€u nay sé khac nhau, tuy thudc vao tinh hinh
va muc do tang trudng cuia cong ty ma chu doanh nghi¢p hodc quan ly dua ra
muc tiéu cho phu hop. Tuy nhién, cic muc tiéu d6 phai thé hién dugc doanh
nghiép dang huéng téi chat luong cta dich vu cham séc khach hang ¢ mirc do
nao.

3.4. Thiét ké chwong trinh thuc hién

Thiét ké chuong trinh thyc hién nham cu thé hoa cac muc tiéu da dé ra
ban dau. Mbi chuong trinh thudng mé ta cac ndi dung sau:

- Muc ti€u chuong trinh

- Thot gian thuc hién

- Pia diém, khu vyc 4p dung

- Nhém khach hang dugc cham séc

- Ngudn luc dé thyc hién: Nhan su, tai chinh

- Phuong thure, hinh thirc thuc hién

- Céc hoat dong cu thé
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3.5. T6 chirc thuc hién

Cin cr vao chuong trinh cham soc khach hang da duoc thiét ké, doanh
nghiép bat dau td chirc thue hién cac hoat dong cham so6c khach hang. Viéc thuc
hién phai theo quy trinh giup doanh nghiép co6 thé kiém soat tot hon cong viéc
cling nhu cai thién nhirg khau chua tt.

Céc cong viéc cu thé khi thuc hién cham soc khach hang gém:

Buoc 1: Lén danh sach khach hang lién hé

Pé viéc cham soc dat hiéu qua thi viéc 1én danh sach khach hang khong
thé thiéu dugc trong quy trinh chim séc. Doanh nghiép can 1én mot ké hoach,
mot danh sach khach hang lién hé, bao gom:

Khach hang trung thanh

Khdch hang c6 tiém néng I6m

Khach hang mang lai gia tri nho

Khdch hang tiéu cuc....

Duya trén chién luoc ciia cong ty, tir 46 dua ra thoi gian ciing nhu lich
cham soc tiung nhom khach hang khac nhau nay cho phu hop.

Buoc 2: Xac dinh mue do trach nhiém cho tung cd}) nhan vién

Chét luong dich vu 1a cai thuc sy dang quan tam vi né anh hudng truc tiép
dén doanh thu cta doanh nghiép. Thé nhung khong phai nha quan 1y ma chinh
nhan vién maéi 1a nguoi quyét dinh chat luong dich vu do tdt dén dau. Phan cép
nhiém vu, thudéng phat minh bach giup nhan vién xac dinh 0 rang trach nhi¢m
cuia minh va c6 dong luc trong cong viéc.

Bué6c 3: Tw vin cham séc, giik lién hé thwong xuyén voi khdach hang

Tu van chi tiét cho khach hang vé thong tin san pham, dich vu qua nhiéu
hinh thitc nhu goi dién thoai, email, dién dan....

Gitp khach hang luén dugc nhic nhd t6i thuong hiéu, gitp khach hang
cam thay duoc quan tdm, chim soc. Tuy nhién, nhan vién can khéo 1éo dé khach
hang khong cam thiy bi 1am phién, déng thoi nén ghi cha thoi gian chim séc
can than dé khong bo sot khach hang.

3.6. Kiém tra, danh gia viéc thuc hién

Viéc kiém tra giam sat phai tién hanh mot cach thuong xuyén, tién hanh
dinh ky hodc d6t xuat. Khong chi kiém tra két qua ma con kiém tra ngay trong
qua trinh thuc hién dé kip thoi phat hién nhimg yéu t6 mdi phat sinh, khéng phu
hop; tr d6 cap nhat, bd sung, diéu chinh chinh sach cham soc khach hang.

C6 thé kiém tra mic do hiéu qua cua chuong trinh cham soc bang cach
théng ké cac chi sb do ludng muc do hiéu qua: Ty 18 khach hang goi lai, ty 18
phan nan, ty 1¢ hoan tra san pham...Nhitng két qua bang con sd nhu thé nay s&
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gitip doanh nghiép c6 cai nhin tong quan vé hién trang dich vu chim soc cia
minh, kip thoi phat hién sai sot va stra chira.

Ngoai ra, nhitng théng ké mang tinh cu thé cao nhu trén giup doanh
nghi¢p kiém soat hiéu qua lam viéc cia bd phan nhan vién cham soéc, lam can ctr
dua ra cac quyét dinh nhan su.

Bén canh d6 ciing dimg quén thu thap ¥ kién tir phia khach hang thong
qua cic cong cu: Bang hoi, email, phong van truc tiép,... va tir phia nhan vién
thong qua viéc tién hanh hop dinh ky. Tir d6, thay doi, diéu chinh khi gip van dé
dua trén nhitng phan anh ti€u cuc tir phia khach hang hay nhan vién.

4. Cac phuong thirc cham soc khach hang
4.1. Chiim séc truc tiép — tap trung
4.1.1. Piic diém
- La hinh thirc cham s6c¢ khach hang tai trung tam dich vu cham séc¢ khach

hang dat tai cac dia diém c6 vi tri thuén loi.

TAP BOAN VIEN THONG QUAN 80!
CONG TY VIEN THONG VIETTIL

TRUNG TAM CHAM SOC KHACH HANG

B
TRUNG TAM DI Vi 80 it 7 s

| | ‘ i"mrLE'T.i.\‘

Hinh 6.9. Cham séc khdch hang triee tiép - tdp trung

4.1.2. Nhan sw

- Do cac chuyén vién vé cham soc khach hang véi cac phuong tién k¥
thudt va co s& vat chat hién dai, tu van cho khach hang vé san phém, dich vu,
huéng dan cach st dung, doi hang, thay doi dia diém giao hang, phuong thirc
thanh toan....
4.1.3 Uu diém

- Qua giao tiép truc tiép, nhan vién c6 co hoi hiéu rd khach hang hon,
nhan biét dugc thai do cua khach hang, tir d6 ¢6 thé diéu chinh hanh vi cia minh

- Ngoai ngdn ngit ndi, con c6 sy tac dong cua ngdn ngit hinh thé nén hiéu
qua bicu dat s& tot hon.
4.1.4. Nhwoc diém

- Chi phi xay dung Trung tim dich vu cham séc khach hang rat 16n;
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- Sb luong dia diém bi han ché do chi tap trung noi dong dan cu, mat do
khach hang cao;

- Khong phai khach hang nao ciing c¢6 diéu kién dén tan noi dé duoc phuc
VUL
4.2. Chim séc truc tiép — phan tan tai diém ban hang
4.2.1. Pic diém

- Hinh thirc cham séc¢ nay duoc
thuc hi¢n ngay tai dia diém béan hang,
quay giao dich — noi tiép xuc truc tiép
v6i khach hang.
4.2.2. Nhén su

- Do nhan vién ban hang dam

nhiém. Ho vwra 1a nguoi ban hang,

Hinh 6.10 Chdm séc truec tiép tai diém vura la nguoi cham soc khach hang.
ban hang

4.2.3. Uu diém

- Chi phi dau tu khong dang ké.

- S6 luong khach hang duoc chim soc ting 1én dang ké boi mang ludi
diém ban hang rong hon rat nhiéu so véi mang ludi trung tdm cham soc khach
hang.

4.2.4. Nhwoc diém

- Chat luong cham so6c khach hang bi han ché do ky nang, trinh dj cua
nhan vién ban hang, chi dap tmg nhiing yéu cau thong thuong, thong tin don
gian.

- Cham soc khach hang chi la cong viéc ki€ém nhi¢m, khong phai nhiém
vu chinh nén nhan vién khong toan tam toan y vao hoat dong do.

- Pham vi 16n, rai rac do do6 gay kho khan cho cong tac dao tao.

4.3. Chiim séc truc tiép — phan tan tai dia chi khach hang
4.3.1. Piic diém

- Hinh thtic nay duoc ap dung dbi v6i nhom khach hang 16n, khach hang
dac biét.

4.3.2. Nhan sw

- Doanh nghiép ctr mdt hoic nhiéu chuyén vién cham séc khach hang dén
tan dia chi ctia khach hang.
4.3.3. Uu diém

- Hiéu qua rat cao, chimg to sy quan tdm ctia doanh nghiép danh cho
khach hang.
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4.3.4. Nhwoe diém
- DBo1 hoi doanh nghi¢p phai c6 luc lugng chuyén vién cham séc khach
hang dong dao.
4.4. Chim séc gian tiép
4.4.1. Pic diém
,"1"09"'88 55 88 99 - ‘Lé hinh thirc ch"ZlAm s6c
{04) 3573 0505 khach hang duoc thuc hién qua
cac phuong tién hién dai nhu dién
thoai, Internet....
- Hinh thuc nay ngay cang
dugc st dung rdng rai theo su

phat trién cta cac phuong tién
thong tin lién lac.

Hinh 6.11. Chdam séc gidn tiép

4.4.2. Nhan sw

- Can t6 chtrc mot doi ngii nhan vién c6 chuyén mon, lam viéc 24/24 hoic
thiét 1ap mdt hé théng thong tin da phuong tién phuc vy khach hang.
4.4.3. Uu diém

- Pem lai loi ich cho c4 khach hang 1an doanh nghiép

- Khach hang duoc phuc vu moi lac, moi noi, khong can dén cac diém
ban hang hay trung tdm dich vu cham soc khach hang, khong can doi gio mé
cua.

- Doanh nghiép tiép can v6i nhiéu ddi twong khach hang vdi chi phi
khéng qua cao.
4.4.4. Nhwoe diém

- Noi dung cac hoat dong chiam soc khach hang chi 1a su trao ddi thong
tin;

- Khong tiép xtc truc tiép, nhan vién khong thé nhan biét dugc tim trang,
thai d6 cua khach hang, khong thé 13 ho hai 1ong hon
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5. Mot s6 hoat déng chim séc khach hang phé bién

5.1. Tham héi, tang qua

Hinh 6.12. Tham hoi, tang qua khach hang

* Y nghia:

Hoat dong tham héi, ting
qua khach hang nham gin két bén
vitng mdi quan hé v6i khach hang;
duy tri do tin cdy cua khach hang
d6i véi cong ty, qua do, khong
ngimg thic ddy hinh anh cong ty
qua cac chuong trinh cham séc
khach hang.

Doanh nghiép thuong t6 chiic ting hoa, ting qua nhan cac dip 1€ 16n nhu:

Tét dwong lich, Tét am lich, ky niém ngay thanh lap cong ty ctia minh, ciia d6i

tac, ngdy quoc khanh cua khach hang, nhan ngay sinh nhat, cac dip, sy kién

quan trong cua khach hang.
5.2. To chirc hdi thao, hdi nghi, sw kién
C6 rat nhiéu hinh thirc t6 chirc tiy theo muyc dich. Duéi day 1a mot s goi

¥ phdi hop t6 chure:

(1) Té chirc Hpi thao chat heong: An dinh thoi gian, dinh ky t6 chirc, tao thoi
quen, vin hoa déng gop ¥ kién, chia sé thong tin dé nang cao chat luong. Hoi

thao chét luong co thé t6 chuc theo cac hinh thirc:
Bdng 6.1. Cac hinh thirc 16 chire hoi thdo chat lwong

Hinh thuc

Muc dich

Y nghia

a/ Phoi hop voi khach
hang dong to chirc hoi
thao

Néang cao chat luong
dich vu cung cdp cho
khach hang

- La dip dé doanh nghiép
va khach hang c6 co hoi
thao ludn, dua ra cac y
tudng, dé xuit cac cai tién
nhim muc dich ning cao
chat lugng dich vu.

- Thit chit mbi quan hé
gita doanh nghi¢p va
khach hang.

b/ Céng ty to chuc va
moi1 khach hang tham du

Nang cao chat lugng
dich vu cung cép cho
khach hang.

- Thé hién cam két nang
cao chat luong dich vy da
htra véi khach hang.

- Thé hién cong ty ludn dat
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Hinh thirc

Muc dich

Y nghia

khéach hang lam trong tam.

¢/ Khach hang to chuc
va moi cong ty cung cap
dich vu tham du

khach hang.

Nang cao chat luong
dich vu cung cép cho

- Thién chi mong mudn
chat luong duogc duy tri tot
va on dinh.

- Nhéan manh tim quan
trong cua viéc nang cao
chat lugng dich vu cung

cap cho khach hang.

(2) T6 chikc hoi nghi, tiéc khdach hang
Badng 6.2.Cdc hinh thitc t6 chire héi nghi, tiéc khdch hang

Hinh thirc Muc dich Y nghia
a/ Hoi nghi khach |- Trao ddi kinh nghiém |- Thét chit mdi quan hé kinh
hang - Thao luan cac van dé | doanh.
can quan tim - Tong két thanh qua sau mot
- Thu thgp thong tin | ndm/ mdt du an.
khach hang - Lang nghe ¥ kién, dé xuat
cua khach hang. C3p nhat
thong tin khach hang.
b/ Tiéc khach hang - To6 chirc 18 tong két|- Cong bd thanh qua cua

chat luong dich vu cung
cap va kem ti¢c chiéu
dai

cong ty voi khach hang.

- Thé hién thién chi huéng
dén khach hang cua cong ty.
- Tb chirc dip giap gd, giao
luu gitta cong ty véi khach
hang va gifra cac khach hang
v6i nhau.

c/ Tiéc chiéu dai (
Gala Dinner, Thank
you Party,..)

Chiéu dai khach hang la
chinh.

- Tudéng thudéng cho khach
hang, tao cdm giac thoai mai,
thu gian cho khach hang.

- Xbéa bo moi rao can,
khoang cach, that chat hon
nita mbi quan hé véi khach
hang.

(3) T6 chirc sur kién (Event)

a/ Muc dich
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- Tao cho khach hang mdt an tuong kho quén, mét ky niém duy nhat
trong nam.

- Panh diu ky ni€ém mdt su kién trong thé nao do (vi du: UA ky niém mdt
nam dau tién mo duong bay My- Viét nam, ....)

b/ Y nghia

- Tao diéu kién khach hang tham gia truc tiép vao cac chuong trinh do
cong ty to chire (khach moi khong con 13 khan gia ma 1a ngudi choi truc tiép).

- Khach hang cam nhéan cam giac khac la so voi cac cugc Hoi Nghi khach
hang khac ma ho tham duy.

- Khéch hang s€ luén ké vé su kién di t6 chic v6i niém ty hao minh 1a
thanh vién tham dy cac chuong trinh hap dan.
5.3. Mot so6 hoat ddng chiam séc khach hang khac

C6 nhiéu hinh thirc cham séc khach hang, tuy nhién mot s6 hoat dong chu

yeéu hudng dén nguoi ti€u dung:

Tao gia tri Khuyén mai Nhém wu tién
cong thém

Py

N

N

v . .
PO e

Cho di dé nhén lai Twéng thuéng Hué6ng dén khach hang

Hinh 6.13. M4t s6 hoat déng chim séc khdch hang khéc

- Tao gid tri céng thém: Thém dich vu ¢6 lién hé chit ché voi san pham;
cong thém san pham hay dich vu khac khach hang thuong dung.

- Khuyén mdi: Tang qua mién phi; phiéu chuyén d6i; ban hang giam gia;
tai tro dac biét. ..

- Nhom wu tiéen: Xay dung “Cau lac bo” , “Khach hang Than thudc”,
“VIP”...; Nhom uu tién “tam thoi”

- Cho di d@é nhdn lai: Hoat dong tur thién; thyc hién trach nhiém xa hoi —
gido duc; tai trg cho cac hoat dong cong déng, bado v€ moi truong. ..
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- Tuong thwong: Quan tam dén khach hang; ting qua nhan dip dic biét;
phan thudng cao cho muc d6 thudng xuyén cao; chuong trinh khach hang uu
dai.

- Huéng dén khdch hang: Tao diéu kién dé dang; gitt moi viéc don gian;
tao diéu kién thuan tién nhat; cap nhat thong tin san phém; thong bao tién do
mua hang; mang san phiam dén tn tay; ling nghe wdc mudn cuia khach hang; tao
ra san pham/ dich vu ma khach hang yéu cau; ca nhan hda mit hang.

B. CAU HOI, BAl TAP/THUC HANH
1. Cau héi
1.1. Hoat dong cham séc khach hang ctia doanh nghiép thuong bi anh huong bai
cac nhan to nao?
1.2. Tai sao phai phan nhém khach hang khi thuc hién cham soc?
1.3. Trinh bay dic diém, wu diém va han ché cua cic phuong thic chim séc
khach hang.
2. Bai tap/Thuc hanh
2.1. C4c nhan t6 anh hwéng dén hoat dong chim séc khach hang
a. Hay xdc dinh cdc nhén t6 anh hwéng dén hoat dong chiam séc khdch

hang

Danh diu
(X)

Cac nhan to

1/ Linh vuc kinh doanh

2/ Khu vyce dia 1y

3/ Gidi tinh, d6 tuoi cua khach hang

4/ Piéu kién khi hau - thoi tiét

5/ Thu nhap khéach hang

6/ Tai chinh cua cong ty

7/ Tinh hinh canh tranh giira cac nha cung cip hang hoa/dich vu

8/ Vong doi san pham

9/ Poi1 ngli nhan vién

10/ Mat do dan cu

11/ Dia chi email, sb dién thoai ctia khach hang

12/ Toén gido cua khach hang

13/ Quy mo6 ho gia dinh

14/ Vian hoa doanh nghiép
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b. Cén cir vao két qud da xdc dinh & cau a, hdy phan chia cac nhan té
vao nhém thich hep

Nhom cac nhdn to bén ngoai Nhom cdc nhdn to bén trong

2.2 Lap ké hoach chim séc khach hang
a. Sip xép lai theo ding thiv tw “Cic bwéc lip ké hoach chim séc
khdach hang”

Cac budc Thu tw

Pé ra muc tiéu cho timg nhém khach hang

Théu hiéu va phan nhém khach hang

Kiém tra va danh gia viéc thuc hién

Thiét ké chuong trinh thyuc hién

X4c dinh nhom khéach hang muc tiéu

Tb chire thyuc hién

b. Thwc hanh: Xdy dung chwong trinh cham soc khdach hang cho mét
doanh nghiép cu thé.

Huong dan thyc hién:

- Chuan bi: Giay A4, but, but mau, but chi

- Céch thire tién hanh: Lam viéc theo nhom, mdi nhom 2 - 4 sinh vién

- Nhiém vuy: Cac nhom thao luan, gia dinh mdt td chtrc/doanh nghiép dang
kinh doanh mdt san phém/dich vu cu thé, dua ra mét chuong trinh cham séc
khach hang phu hop véi to chirc gia dinh do.

- Thoi gian hoan thanh: 90 phut.

- Két qua va tiéu chuén can dat dugc cta bai thuc hanh:

+ Hoan thanh dung thoi gian.

+ Xay dung dugc chuong trinh cham séc khach hang phu hop.

- Dan y ban ké hoach (tham khao):
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CHUONG TRINH CHAM SOC KHACH HANG

- Nganh,nghé&/Linh vyc kinh doanh: ................oooiiiiniiiiiiiiii
- Phan nhom khach hang (néu c6)

2/Tén chwong trinh: ..................ccooiiiiiiiiiiiiiiiiiiiiiieaannnn,
3/ Muc dich/muc tiéu cua chwong trinh: ... ...............................

4/ Thoi gian, dia diém thwe hién: ...........................................
5/ Ngi dung chwong trinh

- Phuong thirc/hinh thirc thuc hién/Céac hoat dong cu thé. ..o,
- Thé 18 cta chuong trinh (U CO)......u.evee et
6/ D kién ngdn sdch

7/ Nhdn sw thuc hién

8/ Thiét ké logo, hinh anh ciia chwong trinh

C. GHI NHO

- Chinh sach cham soc khach hang phai phu hop voi linh vuc kinh doanh,
doi tiwong khdch hang, ndang liec ciia cong ty, tinh hinh canh tranh va cdc yéu to
van hoa, xa hoi

- Nén chim séc khich hang theo nhém dé vira cé thé lam hai long cdc
nhom khdch hang, vira cé thé tiét kiém chi phi cho doanh nghiép

- Ldp ké hoach cham séc khdch hang phdi cé tinh kha thi, phdi thé hién ré
thoi gian, phwong thurc va ngan sach thuc hién

- M6i phwong thire cham séc khdch hang déu c¢é wu va nhwoc diém riéng.
Tuy thuée vao diéu kién va khd ndng ma doanh nghiép cé thé vin dung cho
thich hop va hiéu qua
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BAI 7. THUC HIEN KY NANG CHAM SOC KHACH HANG

GIOI THIEU
Ngi dung bai hoc nham huwéng dan mét sé Ky ndang cham séc khdch hang
co ban nhu: ky nang tham hoi, Ky nang cham soc khdach hang qua dién thoai, ky
nang xu ly phan nan cua khach hang.

o< .
MUC TIEU

- Liét ké dwoc mét s6 yéu cau co ban déi véi nhéan vién cham séc khdch
hang;

- Thuee hién dwoc mot sé ky nang khi giao dich truc tié'p VOl khdch hang
hodc qua dién thoai,

- Xir Iy dwoc mét so tinh huong phan nan/khiéu nai cia khdch hang;

- Co kha nang lam viéc doc ldp va lam viéc nhom,

- Trung thuc, can than, trach nhiém trong qud trinh thuc hién cong viéc.
A.NOI DUNG
1. Yéu cAu ddi v6i nhéan vién chim séc khach hang

Chét lugng dich vu cham séc khach hang phu thudoc hoan toan vao cac
yéu t6 con ngudi. Cac yéu t6 nay duoc tom tit trong 3 yéu t6 co ban cta dich vu
cham soc khach hang (goi tat 1a yéu t6 ABC): Thai dd (Attitude); Hanh vi
(Behaviour); Nang lwe (Competence).

La nhan vién cham s6c khach hang hoac nhan vién chuyén trach viéc giao
dich voi khach hang, ban can phai dap tmg du 3 yéu té trén. Cé nhu vay, hoat
dong cham soc khach hang cua doanh nghiép maéi dem lai hi¢u qua.

(1) Thai do

Nén tang cta thai d6 cham soc khach hang tot 1a:

- Coi khach hang 1a ngudi quan trong nhit trong sy nghiép cua ching
ta;

- Théa man nhu cdu cua khach hang 13 nhiém vu quan trong nhit cua
ching ta.

Bai 1€:

- Khi nhan vién coi khach hang 13 ngudi quan trong nhat, ho san sang nd
lwc hon mét chat dé gitp d& khach hang.

- Khi nhén vién coi viéc théa man nhu ciu cua khach hang 1a nhi¢m vu
quan trong nhat thi ho sén sang coi viéc phuc vu khach hang 1a nhiém vu quan
trong hon tat ca nhiém vu khac.

(2) Hanh vi
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Hanh vi 1 c4ch cu x&r ma nhan vién that sy thé hién véi khach hang. Nhan
vién c6 thé co thai do rat tot voi khach hang nhung lai khong biét cach thé hién
thai do t6t do.

Bét cir ai 1am viéc v6i khach hang ciing déu phai d6i xtr véi ho theo cach
ma ho mudn: nhanh chong, hiéu qué, t6n trong khach hang. Néi chung, khach
hang khéng thich nhan vién:

- An mic 16i thoi, nhéch nhéc
hodc phong céch tuy ti¢n;

- Lo dénh, sudng si, tho 15 hay

trich thuong;
- Luoi biéng, cham chap, cau tha lf
hodc khong cé1 mo Hinh 7.1 Vi du hanh vi cua nhdn vién

Chuan myc cla ca nhan 1a quan trong. Boi kho ma thé hién 1ong tn trong
khach hang néu ban than nhan vién khong thé hién dugc long tu trong. Piéu nay
dic biét quan trong vi nd tao 4n tuong tot hay xau ngay tir 1an tiép xtc dau tién.

(3) Nang luc

Ning luc 13 kha niang cung cap dich vu theo yéu ciu ctia khach hang.
Ning luc 14 thanh phan c6t yéu quyét dinh chat lwong dich vu, doi khi né 1a
thanh phan quan trong nhat.

Gia sit, khi t6i goi dién dén cira hang mdy tinh, diéu t6i quan tam nhat 1a
truc trac cua may tinh cua toi phai dwoc xuw ly. Do do, du nguoi tra loi dién
thoai ¢6 thé hién thdi dé va hanh vi tot nhi thé nao nhung néu cudi cung ho
khéng dii nang luc dé givip t6i gidi quyét truc trdc thi t6i khéng thé hai long.

Nang luc cua nhan vién cham séc¢ khach hang duoc thé hién ¢ cac khia
canh cu thé sau:

* Vé kién thirc

- Am hiéu vé san phdm ma doanh nghiép dang kinh doanh: Nguyén vt
lidu, quy trinh, cong nghé san xuat san pham; Tinh ning, cong dung cia san
phém; cach st dung cua san phém; nhitng dac diém wu thé ndi bat cua san
pham; loi ich ma san pham dem lai cho khach hang.

- Am hiéu vé cac dang dich vy, chinh sich ma doanh nghiép cung tmg cho
khach hang.

- Hiéu biét vé san phém, hé théng dich vu cua d6i thu canh tranh

- Am hiéu vé tam ly khach hang.

* Vé ky nang
- Thanh thao cac k¥ nang, cac thao tac nghiép vu
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- C6 ning luc giai quyét van dé cho khach hang.
2. Thuc hién ky nang cham séc khach hang
2.1. Mot sb ky ning giao tiép co ban véi khach hang

Pé c6 thé chim séc va phuc vu
khach hang hi€u qud, nhan vién cham séc
khach hang can phai dugc dao tao mot s6
k¥ nang giao tiép co ban nhu:
- K¥ nang chao héi
- Ky nang ty gio1 thiéu minh cho khach
hang va gidi thiéu khach hang
- K§ nang bat tay, st dung danh thiép
- K¥ nang go1 dién thoai
- Mot s6 k¥ nang giao tiép xa giao khac:

i ’ ky nang la he, k¥ ning dit cau héi. ...
Hinh 7.2 Giao tiép véi khdch hang > 8 4NE NSNS, Ky HAng Cdt cati Aol

2.2. Ky nang tham héi khach hang

Tham hoi khach hang 1a mot cong viéc thong thuong hét stic quan trong
ctia nhan vién chim soc khach hang. Cac budc thim héi khach hang déu lién
quan tryuc tiép dén sy thanh bai cua viéc m& rong phuc vu khach hang va anh
huong truc tiép dén hiéu qua kinh doanh ctia doanh nghiép, hinh tuong va danh
tiéng ctia doanh nghiép. Vi vay, khi tham hoi khach hang, nhan vién can chd y:
a/ Lwa chon thoi gian tham hoi thich hop

Viéc tham hoi khach hang mot cach dot ngot 1a khong thich hop. Ch’fmg
han, biét dbi tugng co6 thoi quen ngt trua, thi minh khong nén tham hoi ho ngay
sau bira com trua.
b/ Trede khi tham héi can hen trude

Trude khi tham hoi, néu khach hang c6 sb dién thoai, can phai lién lac
thoi gian ngdy gid tham hoi trudc bang dién thoai. Nhu vay, sy gap gd dau tién
moi nhu ¥ mudn. Thong thuong, sau khi dd xac dinh thoi gian thim hoi véi
khach hang, nhan vién phuc vu khach hang nhét dinh tuan thu nghiém ngat, dén
ding thoi gian da hen, khong duogc dén muén, cang khong thé vi bat ctr 1y do
nao ma that hen.
¢/ Mot sé diém can luu y khdc

- Nhan vién phuc vu khi tham hoi khach hang trudce tién phai chao héi va
tu gidi thicu vé minh, dugc su cho phép mdi bude vao nha

- Can cht y dén phong tuc tap quén, théi quen ciia khach hang
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- Khong duoc xét nét, danh gia khong tdt vé su himg thu, sé thich, thoi
quen sinh hoat cua khach hang
- Khi trd chuyén, néu quan sat thiy khach hang khong cht ¥, hodc khong
vui vé néi chuyén, nhin vién can phai két thiic néi chuyén thich hop, dting day
va céo tu.
2.3. Ky niang cham séc khach hang qua dién thoai
. 1v "" 5] ’ Giao dich qua dién thoai
- chiém ty 1¢ 16n trong cac giao dich
' tryc tiép véi khach hang. Khach

hang thuong goi dién dé: hoi vé
thong tin san pham, dich vy, dit

hang, hen gip, dé nim tinh hinh
mot cong viéc hodc dé than phién.

4 .ﬂ'l
Hinh 7.3 Chdm séc khdch hang qua khach hang qua dién thoai dé co thé

dién thoai chiam séc khach hang mét cach t6t
nhat.

Vi vay, cac nhan vién can phai
thanh thao k¥ ndng giao ti€p vdi

2.3.1. Ky nang thwc hién cudc goi di

Moét sb diém can luu ¥ khi thyc hién cudc goi di cho khach hang:
(1) Céng tic chudn bj

- Lap danh sach cudc goi: Tén, dia chi, s6 dién thoai khach hang, thong
tin chi tiét vé khach hang

- Chuan bi s ghi chép: gidy notes, but,. ..

- Chuan bi k¥ noi dung, 10i thoai trudc khi goi dé cudc goi duoc tu nhién,
khong 1am mat nhiéu thoi gian cia khach hang
(2) Thoi gian

- Lua chon thoi gian goi thich hop. Vi du d6i voi khach 1a nhan vién cong
s0, nén goi sau 17 gio, khach hang 13 ké toan thi tranh goi vao dau hodc cudi
thang...

- Khong nén goi luc sdng sém hodc qua khuya;

- Khong nén goi vao gio dung bira hoac nghi trua cia khach hang.
(3) Khong gian

- Nén lwa chon khéng gian that yén tinh dé c6 thé tap trung cho cudc goi
va ghi nhin thong tin dugc chinh xéc.
(4) Thuc hién cuoc goi

- Chao va tu gidi thiéu mot cach lich sy
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- Néu 15 tén va chic vu (néu ¢6) ctia ngudi mudn gip

- Chuan bi cau héi, lang nghe chu dong

- Ghi chép trong khi dam thoai

- Nhéc lai tir chinh dé ching t6 thyc su lang nghe

- Chéo tam biét khi két thic cudc goi
2.3.2 Ky nang nhdn cudc goi dén

- Nhanh chong tra 101 dién thoai trude hoi chudng thir 3

- Bit dau bang mot 101 chao lich sy va sau d6 cung cip cac thong tin can
thiét:

+ Néu té€n cua doanh nghi¢p hodc bd phan vira nhan dugc cudc goi

+ Hoi tén ctia nguoi dang goi dén; Tranh goi nham tén cua khach hang

+ Hoi mot cach lich sy va than thién xem nguoi goi dén c6 can ban gitup
gi khéng?

Vi du: “L8& tan Green Hotel xin nghe! Tdi c6 thé gitip duoc gi cho quy
khéach?”

- Tuyét d6i tranh 10i mo dau bang nhimg cau hoi thiéu lich sy nhu: "Ai
goi day?"; "Tén la gi day?"; "Anh la ai day?"...Tat ca nhiing cdu md dau nhu
vay khong nhitng thé hién khong lich su, thiéu vin hod ma con giy ra mot tc
ché khong can thiét dbi voi khach hang.

- Khong nén vira no1 dién thoai vura an uéng, hat thude, ngap, hoac tro
chuyén v6i nguoi khéc.. ..

- C gang két thuc cudc nay roi hiy bat cude goi khac

- Pung bat ngd gic may ma khong c6 sy giai thich voi khach hang

- Chi1 y ling nghe yéu cau cua khach hang mot cach day du, chinh xac

- Can cht y dén k¥ nang noi:

+ Hay tuoi cudi, nu cudi du khong duge nhin thdy van gitp giong noi
tuoi vui hon, than thién hon.

+ Pumng thi tham khién dau day bén kia phai lién tuc hoi lai

+ Pung noi qué to hoac gao vao may.

+ Ping phat ngdn néu khong chéc chin vao nhitng gi minh noi.

+ Pimg “con ca con k&”, kéo dai cudc dién thoai khong can thiét.

- Trong trudng hop khach hang mubn gip ai do:

+ Néu nguoi can gip dang c6 mat tai d6 thi nhanh chong chuyén may,
khong dé khach hang cho lau.

+ Néu nguoi can gap khong co mit tai d6, nhan vién nhic may nén hoi
tén, chirc danh, don vi goi t6i, s6 dién thoai lién hé, ghi lai 161 nhén.

- Can c6 cudn s6 nho va but dé ghi lai thong tin quan trong
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- Nén giir thai do nhiét tinh khi néi chuyén, ké ca khi d6 khong phai 1a
khéch hang ctia minh hoac khach hang khong thudc trach nhi€ém cua minh.

- Khong nén yéu cau khach hang phai goi dién vao lic khac. Néu nhan
vién nhac may dang ban, c6 thé noi s& goi lai cho khach hang. Va: Pung hira s&
goi dién cho ai rdi quén khudy di mat.

- Pumg chuyén cudc goi qua nhiéu nguoi. Hiy chuyén may dén nguoi phu
trach chinh hodc ngudi c6 kha ning giai quyét van dé do tot nhat.

Tom lai, khach hang s& chap thuan chuyén sang néi chuyén véi mot ngudi
c6 nang luc hon, hodc dugc mot ngudi c6 nang luc hon goi lai cho ho néu viée
nay dugc 1am mot cach hiéu qua. Nhung s& t6t hon nhiéu néu nguoi tra 10i dién
thoai dau tién co thé tra 1061 mot cach thoa dang.

2.4. K§ niing xir ly phan nan/khiéu nai cia khach hang

Trong qua trinh st dung
san pham, dich vu, khach co
thé khong hai 1ong va kéu ca
phan nan. Nhan vién can nhan
thire rang day 1a co hoi tot dé
doanh nghiép biét duoc danh
gia cua khach hang vé cong

ty, tur do rut kinh nghiém phuc

vu khach tot hon.

Hinh 7.4 Khdch hang than phién véi nhdn vién

2.4.1. Cac muwrc dp khong hai long cua khach hang

- Im lang/bo di

- Than phién

- Trc gian/ khiéu nai
2.4.2. Xdc dinh nguyén nhdn khdach hang khong hai long

(1) Co sé vt chdt

Co sd vat chat, trang thiét bi, tién nghi dé phuc vu khach hang khong dam
bao sé& la nguyén nhan dau tién khién khach hang cam thiy khong hai long.

Chéng han, trong qué trinh luu tra tai khach san, co rat nhiéu van dé lién
quan toi co s vat chat co thé khién khach hang phan nan nhu: phong dc ban
thiu, ga trai givdng ban, phong ngii khong cé dén, nude taim khong da am, diéu
hoa khong hoat dong, tiéng on tir hé thong, khong co xa phong trong phong tim,
guong mo, mui hoi, mui khéi thube trong phong, trong nha vé sinh, tivi khdng
hoat dong, h¢ théng xu 1y nudce co van dé, chia khoa kho mo, dién thoai khong
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str dung dugc, khong c6 phuong tién van chuyén khach vao khu trung tam, khu
mua sam. ..

(2) Chat heong dich vu

Nguyén nhan tiép theo c6 thé khién khach hang phan nan dé chinh 1a chét
luong dich vu kém.

Trong qué trinh tham gia tour du lich, khach hang c6 thé phan nan vé dich
vu an uéng, dich vu luu trd nhu khach phai cho lau khi lam tha tuc dang ky
khach san, thanh toan hay do an thirc udng cua nha hang khong ngon, nha hang
phuc vu cham, dich vu khong da dang...

(3) Nhén vién

Khach hang s€ phan nan khi nhan vién phuc vu cé nhiing thai do khong
tot v6i khach nhur:

- Mit lich su, kém nhiét tinh

- Gay kho dé cho khach

- Khéng ton trong khach

Hoac do nhan vién:

- Khong thyc hién dung yéu cau cua khach

- Hiéu 1am diéu khach hang noi

- Quén khong lam mot viée gi d6 cho khach

- Quén khong chuyén 101 nhin cua khach

- Cung cap thong tin sai 1éch cho khéch ...

(4) Cdc van dé khdc

- Céc yéu t6 ngoai canh (khi hau, thoi tiét, canh quan...)

- Tur chinh ban than khéach hang:

+ Cam thay khong duoc dép tng cac yéu cau nhu mong mudn

+ Cam thdy minh phai tra mon tién khong xung dang...

2.4.3. Tai sao phdi xir Iy cdc phan nan/khiéu nai ciia khach hang?

- Nhitng 10i phan nan 1a ngudn thong tin quan trong vé chat luong san
pham/dich vu, 13 co hoi dé doanh nghiép stra chita thiéu sot va 1y lai thién cam
cua khach hang.

- Sy bat man khong duoc néi ra s& giy tac hai rat 1on cho doanh nghiép.
Mot khach hang khong duoc phuc vu tt (khong hai 1ong) s& di nodi véi 25 khach
hang khac nghe. Va trong s6 25 ngudi phan nan, chi co6 khoang 1 nguoi mai
phan nan truc tiép tiép v6i cong ty. Diéu ndy, c6 nghia la: Mdi khi dé mat mot
khach hang, ban s& ddanh mat thém 250 khach hang tiém ning nita

- Viéc xtr Iy dang cach cac phan nan tao ra 4n tuong tét cho khach hang
va chuyén n6 thanh co hoi kinh doanh moi.
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2.4.4. Cach thirc xir Iy khi khdch hang than phién/khiéu nai hay tivc gign

Céach xur 1y cac than phién ctia khach hang hop 1y nhét 1a ngin ngira
chung, bang cach cung cdp ding san pham, dang luc, ding céach,...Nhung kho
c6 thé ngdn chin tat ca moi than phién cung mot lac. Duéi day 1a mot sé goi ¥
khi xtr Iy phan nan cua khach hang:

Buéc 1: Lang nghe

Du dang ban viéc nhung khi nhan duoc khiéu nai cua khach hang, nhan
vién phai ding ngay cong viéc dé lang nghe khach noi, to thai do quan tim t&i
van dé xay ra v6i khach va néi nhitng cau: "Vang; da, t6i hiéu; t6i dong ¥...".
Néu gitr im lang khach sé& cho rang nhan vién khong chu y t&i nhiing 101 ho néi.

Pong thoi, tach ngudi khach khiéu nai to tiéng ra khoi chd dong nguoi dé
tranh cac khach khac nghe thay, lam mat uy tin caa doanh nghiép.

Buéc 2: To ra cam thong/thau hiéu va xin 16i khach hang mot cach chan
thanh.

Goiy:

"Toi hiéu quy vi cam nhan nhu thé nao",

"T6i xin 16i",

"Toi rat lay lam tiéc”....

Luu y: Khong nén:

- Tim cach bao chira;

- Tranh cai v6i khach hang;

- D6 15i cho nguoi khac hodc phong ban khac;

- Phi thoi gian xoa diu su ture gian cua khach hang

Buée 3: Lam rd van dé:

Nhan vién c6 thé 1am rd van dé theo mot sb goi ¥ sau:

- "Nhiing gi t6i nghe va hiéu duoc tir phia anh 1a ... Khong biét c6 diing
vay khong?"

- "Anh c6 thé néi thém cho t6i vé viéc .....2”

- "Tbi c6 thé gitip anh nhu thé nao....?”

- "Anh mong doi moi chuyén s€ nhu thé nao...?".

Buéc 4: Tap trung nd luc dé giai quyét van dé:

* Néu tu nhan vién giai quyét dugc van dé thi nén:

- Giai quyét phan nan/khiéu nai cta khach hang ngay (néu c6 thé)

- Hoi khach hudng giai quyét trude hodc dua ra cac phuong an giai quyét
dé khach lua chon.

- Khi giai quyét vin dé can luu ¥:

+ Nhén vién phai nim rd nhitng chinh séch cua cong ty minh.
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+ Khong dua ra nhimg cach giai quyét ma nhan vién giao dich khong
duoc phép

+ Khong duoc hira voi khach hang nhitng diéu vuot qué quyén han cua
minh.

* Néu van dé vuot qué pham vi trach nhi€ém, nhan vién giao dich nén:

- Tim sy gitp d& ctia ngudi quan ly. Trudce khi dé khach tiép xuc véi cap
trén can béo rd su viéce cho cép trén biét.

- Ghi chép lai nhiing van dé chinh, chuyén ngay cho céc bo phan khéc giai
quyét dé khach nhan thay 161 khiéu nai cta ho di dwgc quan tAm.

- Giam sat qua trinh giai quyét van dé (khi nhan vién khac hodc bd phan
khéc thyc hién)

- Thong bao cho khach biét thoi gian va hudng giai quyét phan nan.

Buéc 5: Kiém tra su hai 1ong cta khach hang sau khi cac phan nan/khiéu
nai da duoc giai quyét.

Nhan vién c6 thé kiém tra lai theo mot s goi ¥ sau:

+ “Céach d6 anh thay thé nao?”

+"Anh nghi gi vé viéc nay?”

+"Anh c6 dong ¥ voéi t6i?”

+ "Viéc d6 c6 ding véi nhitng gi anh yéu cau khong?“

+"Viée d6 c6 khién anh cam thay thoai mai khong?“

Buéc 6: Cudi cung, cam on khach hang va ghi lai nhitng 10i than phién
(néu can thiét)

- Cam on vi khach hang d3 gitip nhan vién thay dugc van dé dang ton tai
cua cong ty

- Ghi lai 10i than phién: Dé cung cap thong tin cho nha quan ly nham cai
thién chét lugng dich vu ctia minh.

Toém lai, khach hang khong phai lac nao cling ding. Nhung nhan vién nén
d6i xtr voi ho nhu thé ho ludn dung. Téi ky tra 151 khong biét (khi khach hang
hoi), d6 16i cho nguoi khac (khi khong phai do minh gay ra). T4t ca nhiing cach
mg xur nhu vay khong nhitng 1am mat 10ng tin ctia khach hang d6i véi doanh
nghi¢p ma con la mot bao hi¢u sy mat viéc ctia chinh minh.

B. CAU HOI, BAI TAP/THUC HANH

1. Céu héi

1.1. Ba yéu t6 co ban cua dich vu chdm soc khach hang (ABC) 1a gi ?

1.2. Yéu t6 “nang lyc” cta nhan vién chim s6c khach hang duoc thé hién ¢
nhitng khia canh nao?
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1.3. Tai sao phai cam on nhimg khach hang dd phan nan/khiéu nai véi doanh

nghiép?
2. Bai tap/Thuc hanh
2.1. Ky nang tham héi khach hang

2.1.1. Sdp xép lai theo diing thir tw “Cdc bwdc thwe hi¢n khi tham héi, ting

qua khach hang”

Cac buoc

Thu tw

Chua dong hen trude khach hang bang dién thoai

Lua chon thoi gian tham héi thich hop

Lap danh sach khach hang

Chao hoi va tu gidi thiéu ban than khi gip khach hang tai diém

hen

Chuan bi qua ting

2.1.2. Lwa chon cdc hanh dong (bing cich ddnh diu X) va phéin vao hai

nhom thich hop: Nén /Khong nén

Hanh djng ciia nhdn vién khi tham hoi khach hang

Nén

Khong
nén

1/ Ghé tham dot ngdt dé tao bat ngo tha vi cho khach hang

2/ Lién hé trudc v6i khach hang dé sap xép thoi gian gip g

3/ Lua chon thoi gian tham hoi thich hop

4/ Binh luan thoai mai vé s¢ thich, thoi quen sinh hoat cua
khach hang

5/ Cha ¥ dén phong tuc, tdp quan, thoi quen ciia khach hang

6/ C gang truyén dat hét noi dung, muc dich tham hoi du
khach hang khong cha y

7/ Bén diing thoi gian da hen

8/ Chao hoi lich su va tu gi6i thiéu vé minh

9/ Chu dong vao nha khi khach hang mo ctra

10/ Quan sat biéu hién cua khach hang va chu dong két thac
no6i chuyén thich hop

2.2 Ky nang cham soc khach hang qua dién thoai
2.2.1. Sdp xép lai theo diing thir tw
a. Cdac buoc goi dién thoai cho khdach hang

Cac buwoc

Thir tw

Chao va gidi thi€u mot cach lich su

Chuan bi danh sach cudc goi
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Neéu r0 tén va churc vu nguodi can gap

Lua chon thoi gian, khong gian thich hop dé goi

Chuan bi ndi dung, 161 thoai can trao doi v6i khach hang

Trao d6i nhirg ndi dung da chuan bi va tap trung ling nghe

b. Cdac bwéc nhan dién thoai tir khach hang

Cac buoc Thu tw

Tu van va giai dap thac mac cua khach hang

Xung danh bd phan vira nhan cudc goi

Lang nghe cau hoi/thic mic cua khach hang

Hoi mot cach lich su xem ngudi goi dén can giup dd gi khong?

Nhac may trude hoi chudng tha 3

2.2.2. Lwa chon cdc hanh dpng (bing cich dinh diu X) va phéin vao hai
nhom thich hop: Nén /Khong nén

Hanh déng ciia nhén vién khi giao tiép voi Nén Khong
khdch hang qua dién thoai nén

1/ Vira nghe dién thoai vira lam viéc khac

2/ Tra 161 dién thoai trude hoi chudng thir 3

3/ Chuéan bj sén ndi dung trao doi

4/ Chi no1 “Al6”

5/ Mim cuoi

6/ Bé chudng 1au

7/ Néu tén doanh nghiép

8/ Khong ghi chép

9/ Goi nham tén khach hang

10/ Néu tén nguoi nhan dién thoai

2.2.3. Thwe hanh: Céc tinh hudng chim séc khdch hang qua dién thoai

a. Thwc hanh tinh huéng goi dién thoai cho khdch hang

Huong dan thyc hién:

- Chuén bi: Giéy, but, di¢n thoai, may tinh, phﬁn mém cham séc khach
hang (néu o), hd so khach hang, tai li¢u, thong tin vé san phém, dich vu cua
khéch hang.

- Céch thire tién hanh: Lam viéc theo nhom, mdi nhém 2 sinh vién. Mot
sinh vién dong vai nhan vién, mét sinh vién dong vai khach hang.

- Nhiém vu:

+ Céc nhom thao luan, gia dinh mot tinh hudng cham soc khach hang qua
dién thoai. Chfmg han nhu goi dién cho khéach hang dé thong bao khach hang
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dugc nhan qua tang nhan dip nao do; goi di€n moi1 khach hang tham du su ki¢n
cua doanh nghi¢p hoac goi di¢n hoi tham khach hang vé tinh hinh st dung san
phém, dich vu....

+ Xay dung kich ban goi di¢n thoai cho khéach hang theo tinh huéng gia
dinh trén

+ Sau d6, phan vai va thuc hanh.

- Thot gian hoan thanh: 120 phut.

- Két qua va tiéu chuan can dat dugc cia bai thuc hanh:

+ Hoan thanh dung tho1 gian.

+ Xay dung duoc kich ban phu hop

+ Thuyc hién dang trinh tu cac budc goi dién thoai cho khéach hang

+ Tac phong chuyén nghiép

b. Thwe hanh tinh huéng nhdn dién thogi ciia khédch hang

Huong dan thuee hién:

- Chuan bi: Gidy, but, dién thoai, may tinh, phin mém cham sdc khach
hang (néu c6), hd so khach hang, tai liéu, thong tin vé san pham, dich vu cta
khach hang, thong tin cac chuong trinh khuyén mai.. ..

- Céch thire tién hanh: Lam viéc theo nhom, mdi nhém 2 sinh vién. Mot
sinh vién dong vai nhan vién, mdt sinh vién dong vai khach hang.

- Nhiém vu:

+ Céc nhom théao luén, gia dinh mot tinh huéng nhan dién thoai ctia khach
hang. Thong thuong, khach hang goi dién thoai dén nho tu van dat hang, dat
tiéc, dat phong, dit tour hay hoi thim thong tin vé san pham dich vu méi, vé
chuong trinh khuyén mai, ...

+ Xay dung kich ban nhan dién thoai va tu van cho khach hang theo tinh
huéng gia dinh trén.

+ Du kién cac tinh huéng ¢ thé xay ra khi nhan dién thoai ctia khach
hang (vi du: nhan vién phai chuyén cudc goi dén ngudi c6 thé giai dap thic mic;
nhan vién chua c6 cau tra 10, can thoi gian tra ciu thong tin; khach hang goi
dién thoai dén quay réi, tréu dua...) va dua ra hudng xir Iy thich hop

+ Sau do, phan vai va thuc hanh.

- Thoit gian hoan thanh: 120 phaut.

- Két qua va tiéu chuén can dat dugc cia bai thuc hanh:

+ Hoan thanh dung tho1 gian.

+ Xay dung dugc kich ban phu hop

+ Thuc hién dang trinh tu cac budc nhan dién thoai cua khach hang

+ Xir 1y dugc cac tinh hubng phat sinh
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+ Té&c phong chuyén nghi¢p
2.3. K¥ niing xir ly phan nan/khiéu nai ciia khach hang

2.3.1. Sdp xép lai theo diing thir tw cdc budc xir Iy phan nan/khiéu nai ciia

khach hang

Cac buoc

Thu tw

Lam ro van dé

T6 ra thong cam/Thau hiéu va xin 16i khach hang

Cam on khach hang va ghi lai nhiig 161 phan nan

Tap trung giai quyét van dé

Ling nghe

Kiém tra xem khach hang co6 hai 1ong véi giai phap dua ra

2.3.2. Lwa chon cdic hanh dpng (biang cich dinh diu X) va phan vao hai

nhom thich hop: Nén /[Khong nén

Hanh dong ciia nhdn vién khi xir ly phan nan Nén | Khong
ctia khach hang nén
1/ Bao chira
2/ Lang nghe

3/ T6 ra thong cam

4/ Lang tranh giai quyét

5/ Tap trung nd luc dé tim cach giai quyét van dé

6/ D6 1561 cho ngudi khac

7/ Tranh cai

8/ Ghi lai nhitng phan nan

9/ Ty do dua ra cach giai quyét mién sao khach hang hai long
la duoc

10/ Cam on khach hang

2.3.3. Thwe hanh: Xir Iy mot sé tinh huéng thwong gip

(1) Khi nha hang déng khéach, khach hang phai cho 1au (10 dén 15 phut)
do nha bép khong thé thyc hién dugc 1énh goi mon kip thoi (khong ché bién kip

mon an)
(2) Khi dién, nudc trong khach san mat bat ngo

(3) Nhan vién lam d6 thire an, d6 udng, roi v cdc, thia, bat, dia
(4) Khéach dit trude budng doi, nhung loai budng nay di xép hét khach

(5) Nhitng moén an ghi trén thuc don nhung lai khong c6 trong thuc té

(6) Khong phuc vu duge cho khach hang dén sau vi nha hang di chat chd

(7) San pham dén tay khach hang bi 16i
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(8) Khach hang dit hang va thanh toan di 1au nhung van chua thiy giao

* Huong dan thyce hién:

- Chuan bi: Gidy, but

- Céch thuc tién hanh: Lam viéc theo nhom, mdi nhoém 2 - 4 sinh vién.
- Nhiém vu: Cac nhom chon tinh hudng, thao luan va dua ra giai phap xir

Iy cac tinh hudng trén. Sau d6, phan vai, luyén tap v6i nhau va thuc hanh trude

16p.

- Thoi gian hoan thanh: 90 pht.

- Két qua va tiéu chuan can dat dugc cia bai thuc hanh:

+ Hoan thanh dling thoi gian.

+ Pua ra cach xu ly phu hop

+ Pam bao trinh ty cac budc xir 1y than phién/khiéu nai cua khach hang
+ Tac phong chuyén nghiép

C. GHI NHO

- Ba yéu té co ban ciia dich vu chiam séc khach hang (ABC): Thdi dé

(Attitude); Hanh vi (Behaviour); Nang luc (Competence).

- Nhitng 1oi phan nan la nguon théng tin quan trong vé chdt lwong sdn

phcim/d,ich vu, ld co hoi dé doanh nghiép sira chita thiéu sét va ld'y lai thién cam
cua khach hang.

- Khdch hang khéng phai lic nao ciing ding. Nhung nhdn vién nén doi xir

v&i ho nhir thé ho luén dung.
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BAI 8. QUAN LY PE CHAM SOC KHACH HANG TOAN DIEN

GIOI THIEU
Néi dung bai hoc trang bi mét sé kién thirc va ky ning qudn Iy dé cham
soc khach hang toan dién.

(3 .
MUC TIEU
- Nhdn biét dwoc nhitng thach thirc trong hoat dong cham soc khach
hang;
- Trinh bay dwoc mét s6 cach thire quan 1y dé cham séc khdach hang toan
dién;
- Thue hién dwoce mét sé chudan muee cham séc khdch hang;
- Co y thirc xdy dung van hoa cham soc khach hang trong doanh nghiép;
- C0 kha nang lam viéc doc ldp va lam viéc nhom;
- Trung thuec, can thén, trach nhiém trong qua trinh thuc hién cong viéc.

A.NOI DUNG
1. Nhirng thach thwrc trong viée cham séc khach hang

Ngay ca cac doanh nghiép danh tiéng nhét ciing khong dam bao dugc 1a
ho luén chiam s6c moi khach hang chu déo. Béi vi: nhu cdu va mong mudn cia
khach hang ludn thay d6i. Piéu dugc xem 13 t6t ngay hom nay s& khéng con
dugc xem 1a tot cho tiéu chuin cua ngay mai. Hoan héo 1a diéu khong thé dat
dugc va cdc doanh nghi¢p nén dit muc ti€u cham so6c khach hang la khong
ngimg cai tién dé vuon tdi sy hoan hao.
2. Quan ly @é chiim séc khach hang toan dién
2.1. Quan ly théng tin khach hang

Muén phuc vu khach hang chu ddo, trudc hét ban than phai hiéu khach
hang, phai nam rd toan bo thong tin vé khach hang, quan 1y dugc ngudn thong
tin d6 va chuyén doi n6 thanh doanh sb.

Quan 1y thong tin khach hang gém cac cong viéc cu thé sau:
2.1.1. Thu thap thong tin khach hang

Thong tin khach hang chinh 1a ngudn tai san quan trong cta doanh
nghiép. Thong qua viéc thu thap thong tin khiach hang, doanh nghiép kip thoi
niam bat dong thai thi truong va phat hién ra cac khach hang tiém ning.

* Thong tin ctia khach hang ca nhan:

- Thong tin co ban: Ho tén, ngay sinh, do tudi, giai tinh, nghé nghiép

- Thong tin lién hé: DPia chi, email, s6 dién thoai
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- Thong tin bo sung: Hoc van, gia dinh, cac mbi quan h¢, dac diém tinh
cach, sé thich, ton giao,...

- Thong tin cham so6c: Pac diém nhu cAu, lich st tu van, noi dung tu van,
lich hen, ngudn khach hang, ...

* Thong tin ctia khach hang doanh nghiép:

- Thong tin co ban: Dia chi tru s, sb dién thoai, nguoi dai di¢n, thoi gian
thanh 1ap,...

- Pic trung cua khach hang: Pic diém kinh doanh, quy mé doanh nghiép,
chinh sach kinh doanh, khu vuc phuc vu ciia doanh nghiép do,...

- Thong tin cham soc: lich st giao dich, lich su tu van, ndi dung tu van,
lich hen, ngudn khach hang, thong tin hop dong. ...

* Khi thu thap thong tin khach hang, can luu :

- Tranh 1am phién dén doi sdng va cong viéc thuong ngay cua khach hang

- Chuan xac ti da, phan biét rd thong tin that, gia

- Nam bét diém mau chét, loai bo thong tin khong can thiét

- Khong dugc tuy tién dé 16 thong tin khach hang ra ngoai

* Mot s6 cach thu thap thong tin khach hang:

(1) Thong qua Internet

a/ Tich luy thong tin khi khach hang tuong tic véi doanh nghi€p qua
facebook, tin nhén, email. ..

Day la cach thu thap thong tin khach hang thuong dugc sit dung dac biét
v6i nhitng cira hang online. Khi bat dau giao dich véi khach hang, doanh nghiép
c6 thé hoi ho nhirng thong tin co ban nhu s6 dién thoai, dia chi, tén dé tién cho
viéc giao dich. Khi giao dich qua Facebook, doanh nghiép c6 thé dé& dang lay
dugc nhiing thong tin khac nhu ngay thang nam sinh, noi &, cach séng, tham chi
1a tinh cach thong qua trang ca nhan cta ho.

Hay thu thap, sip xép va luu trit nhimg thong tin d6 mot cach c6 khoa hoc
dé dé dang sir dung sau nay. Khach hang sé& rat an tuong khi doanh nghiép van
ghi nh¢ nhitng thong tin ¢4 nhan, s¢ thich va xu huéng mua hang cta ho chi sau
mdt 1an giao dich.

b/ Khao sat tryc tuyén

Hién nay, véi sy bung nd cua Internet, cac cong cu online nhu khao sat
truc tuyén sé gitip cho doanh nghiép tiép can va thu thap thong tin khach hang
mdt cach don gian hon. C6 nhiéu cach gitip khach hang cam thay hing thu trong
viéc hoan thanh nhitng khao sat nay: “Shop s& danh ting 5 phan qua bat ky cho
nhitng nguot hoan thanh ban khao sat dudi day”. ..
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Doanh nghiép nén thiét ké bang cau hoi cang ngin gon cang tdt, tranh st
dung nhiing tir phuc tap, thuat ngit chuyén nganh. Néu c6 thé, hdy thém mot vai
yéu t6 vui nhon khién khach hang cam thay thich tha. Png thoi, hiy chon lya
k¥ nhitng théng tin doanh nghiép can biét vé khach hang dé dit cau hoi, ding
lang phi mot bai khao sat cho nhitng thong tin vo ich. Va cubi cung, hiy cam on,
email lai cho khéach hang rﬁng doanh nghi¢p da nhan duoc bai khao sat cua ho.

(2) Thu thap thong tin truc tiép

a/ Thu thap thong tin truc tiép tir shipper/ngudi ban hang tai cira hang

Day 1a cach nhanh nhat dé 14y thong tin khach hang. Tuy nhién s& 13 mot
tré ngai rat 1on néu nhu doanh nghiép khong ¢ cira hang truc tiép. Viéc ldy
thong tin khach hang qua shipper ciing rat han ché khi khach hang c6 thé tré nén
ngai ngan hon khi cho shipper nhiing thong tin dic biét nhu ngay thang nim
sinh, email....

Céach nay chi nén sir dung dé thu thap nhimg thong tin co ban cua khach
hang. Va nhan vién ban hang hoac shipper nén dat nhiing cau héi mot cach khéo
1éo tranh viéc khach hang cam thdy minh dang “bi héi cung” va khong an toan
khi cung cép thong tin ca nhan cho ho.

Ngudi ban hang co thé khéo 1éo hoi thong tin ngay sinh dé c6 thé giam
gia trong ngay sinh nhat, xin s6 dién thoai dé thong bao vé dot giam gia gan
nhat... Nhin chung, hiy khién khach hang cam thiy viéc cung cip thong tin ca
nhan cho cura hang ctia doanh nghiép 1a an toan va mang lai loi ich cho ho.

b/ Thu thap thong tin khach hang thong qua cac cudc thi

Mot trong nhitng cach hiéu qua va it ton kém nhat d6 1a lay thong tin
khach hang thong qua cac cudc thi. Doanh nghiép c6 thé yéu cau khach hang sb
dién thoai hodc dé chon ra ngiu nhién 5 ngudi may man nhat nhan qua. Mot han
ché cuia cach nay d6 1a chi 1dy duge mot vai thong tin co ban tir khach hang, tinh
chinh xac khéng cao.

(3) Mot s cach thu thap thong tin khac

- Tham gia céc cudc trién 1dm nganh nghé va cac cudc hoi dam

- Thong qua bio chi, quang cao

- Thong qua t6 chiic chuyén nghiép

- Tham gia vao cac doan thé xa hoi/cac hiép hoi nganh, nghé

- Thong qua sy gidi thi€u cua ban be hodc ban hang hop tac
2.1.2. Tién hanh phén logi khdach hang

Tuy thudc vao loai hinh kinh doanh va ti€u chi Iya chon dé phan loai, mdi
doanh nghiép s& co cach thirc phan loai khach hang khac nhau. C6 thé sir dung
phan mém quan 1y quan hé khach hang dé phan loai khach hang thuan lgi hon.
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2.1.3. Xy dung hé so khdch hang

Céc hinh thtrc xay dung hd so khach hang:

- Thé: thé hd so thong tin khach hang

- S6: s6 ghi chép thong tin khach hang

- Phan mém hé théng quan 1y: Phuong phap quan 1y ho so, thong tin hién
dai.

Sau khi quy nap va chinh 1y tit ca nhing thong tin, tu liéu vé khach hang
thu dugc trong doi sbng hang ngay thi phai lap tic dién vao “hd so thong tin
khach hang”. Chinh 1y thong tin khach hang phai ti mi, can than. Déi voi mot sd
thong tin quan trong, khi ghi chép lai khong dugc dé xdy ra sai sot déng tiéc nao.

Khi xtr Iy thong tin hang ngay cua khach hang, nhan vién phuc vu nén chu
¥ nhitng van dé sau:

- Ghi lai nhitng cudc di¢n thoai minh da goi, bao gém thoi gian, ndi dung
cudc goi...nhu vay s€ tranh dugce su trung lap, déng tho1 cung cép déy du thong
tin can thiét cho cong viéc budc sau.

- C gang hiéu rd yéu cau, thai do cua khach hang sau khi goi dién thoai

- Nam rd dia chi ciia khach hang. Viéc nay gitp sap xép hoat dong tham
hoi cac khach hang ¢ cung khu vuc trong clng thoi gian nham tiét kiém thoi
gian va suc lyc.

- Pbi voi cac khach hang di tham hoi, déu phai ghi chi lai va lap bang
“mo ta khai quat vé khach hang”

- X1r Iy cac thong tin c6 lién quan dén khach hang. Vi dy nhu viét thu cam
on nhitng khach hang da hop tac véi minh va hen ho s€ gap nhau vao hom sau.
2.1.4. Quan Iy ho so khdch hang

Quan 1y ho so khach hang bao gdm céc ndi dung cu thé sau:

- Hoan chinh hd so khach hang: nham dam bao mdi lién hé lién tuc voi
khach hang. Cac doanh nghiép nhay bén 1a doanh nghiép biét nam trong tay moi
théng tin khach hang

- Theo sat thong tin khach hang: Doanh nghiép nén xdy dung doi ngii diéu
tra thong tin khach hang, kip thoi theo sat dong thai moi nhat cua khach hang.
Chi c6 nam viing day du thong tin vé khach hang méi co thé quan tim chu d4o
dén ting khach hang, “quan hé véi khach hang” méi c6 thé duy tri 1au dai.

- Str dung ho so khach hang: Moi su viéc quan trong gitta khach hang va
cac bo phan trong cong ty déu nén bao cdo voi bd phan quan 1y thong tin.

- Bao quan ho so khach hang: Nhan vién khi roi khoi cong ty khong duoc
mang theo tu li€u cua khach hang ra ngoai. Cac by phan nghié€p vu khac nén
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cing v6i bd phin quan 1y thong tin tiép thu, chinh 1y théng tin khach hang va
xép vao ho so.
2.1.5. Bdo mdt thong tin khdach hang

Trong qué trinh sir dung thong tin khach hang hang ngay phai cha ¥ dén
van dé bao mat. Bao mat thong tin khach hang theo cac cip bac sau: Cap tuyét
mat, cép co mat, cép bi mat.

Phuong phép k¥ thuat dé bao mat:

- Két cau mang nodi bo nghiém ngat

- Co ché an toan ddy du cho mang

- Pam bao su toan dién cua hé théng

Ngoai ra, dé bao mat thong tin khach hang, doanh nghiép can quan ly
nghiém khic d6i ngii nhan vién ban hang.
2.2. Quan ly chat lweng dich vu
2.2.1. Diéu tra mirc dé hai long ciia khdch hang

* Céc cong cu kiém tra mirc d6 hai 1ong cua khach hang:

- Phiéu tham do ¥ kién khach hang (Phiéu khao sat/Phiéu diéu tra)

- Ho1 nghi khach hang

- S6 gop ¥ cuia khach hang

- Doanh s

Trong d6, “Phiéu tham do y kién khach hang” 13 cong cu phd bién nhat
duoc da sd cac doanh nghiép lya chon.

* Thiét ké “Phiéu tham do y kién khach hang™:

Tuy theo muyc dich va khéi lugng thong tin can thu thap, viéc thiét ké
“Phiéu tham do ¥ kién khach hang” phai dam bao mét sé yéu cau sau:

- Phai thu thap duoc cac thong tin co ban ctia khach hang nhu tén tudi,
gidi tinh, nghé nghiép, dia chi, s dién thoai, email, so thich, ton gido.....

- Phai thu thip duoc ¥ kién danh gia cua khach hang vé dich vu ma doanh
nghiép cung cap

+ Doanh nghiép phai xac dinh duoc tit ca cac thanh phan chinh cta dich
vu doanh nghiép cung cap

+ Pit cau hoi cu thé cho ting thanh phan

+ Cb gang dit minh vao vi tri khach hang va dua ra nhitng cau hoi phu
hop nhat v6i ho

+ Tranh d3t cic cau hoi rat chung chung nhu “Ban théa man véi dich vy
ctia chiing toi nhu thé nao?” vi né sé khong cung cap cho doanh nghiép dii thong
tin.

- Tham do thai do hop tac cua khach hang trong tuong lai.
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Duéi ddy 1a mot vi du vé “Phiéu thim do y kién khach hang”

NHA HANG X

PHIEU THAM DO Y KIEN KHACH HANG

kKK

Dé ndng cao chat eong phuc vu khdach hang, ching t6i muon biét quy khdch danh gid nhu
the nao ve dich vu hién tai cua nha hang chung toi. Xin vui long cho biét y kien cua quy khach
bang cach tra loi cac cau hoi dwoi day. Xin chdn thanh cam on!

1. Mivc dé dong y ciia quy khdch véi cdc phat biéu dwéi day vé nha hang X

. Hoan
Hoan .
. i . ) toan
toan Khong Khoéng bDong
A . , ; dong
khéng dongy y kién % ;
; y
dong y
1. Khong gian phong an (nhiét d, anh
| o O O O O O
deén, mui,...) tao cam giac thoai mai
2. Nhac nén dé chiu ] ] ] ] L]
3. Sur 6n 20 ¢ muc chip nhan dugc L] ] ] ] ]
4. Trang thiét bi hién dai O ] L] ] ]
5. Mau sac ndi that hai hoa O W 1 ] O
6. Cung cap dich vu dang nhu di gisi
s o ¢ **omp o o O O

thiéu vadi khach hang

7. Ludn giai quyét on thoa nhiing vuéng

[
[
[
[
[

mic ctia khach hang

8. Ludn phuc vu dung theo yéu cau dau
tién cua khach hang

9. Cung cap dich vu theo diing thoi gian
da htra véi khach hang

10. Luon dam bao khong coé su sai sot khi

phuc vu khach hang

2. Trong twong lai, quy khdch sé tiép tuc sir dung dich vu ciia nha hang X?

[J Tiép tuc [ Chua nghi dén
3. Quy khach vui long cho biét mot sé théng tin cd nhan:
HO teN:.eevieieiiieen, DO tUOI: e, Gidi tinh:....eeeeeie
Nghé nghiép:.............. Piachi. ...
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Thong thuong, diéu tra mirc do hai 1ong cua khach hang khéng phai chi
thuc hién mét 1an, ma c6 thé thuc hién nhiéu 1an theo dinh ky, chéng han vai
thang mot 1an. Két qua thong ké sd lidu diéu tra mdi 1an déu khong gidng nhau.
Vi vdy, can phai xay dung mot kho s6 lidu diéu tra mirc d6 hai long cuia khach
hang. Sau d6, tién hanh phan tich theo dinh ky. Két qua phan tich 14 co s¢ dé cai
tién chat lugng dich vu cia doanh nghiép.

2.2.2. Xdy dung céng thirc chuéi chit lwong (CASCADE)

Cam két (Commiment)
Kha nang (Abilities)
Chuan muc (Standard)

2. oA . San phrflm va Thoa man
Trao do1 thong tin £ , N
_ g :> chat luong |:|'> khach hang
(Communication) dich vu cao toan dién

Quan tam (Attention)
Chi tiét (Detail)

Xuat sac (Excellence)

Hinh 8.1 Chudi chat lwong CASCADE

Thue hién cong thic chudi chat lugng nham théoa man khach hang la
nhiém vu cua nha quan ly.

- Cam két (Commiment): Nguoi 1anh dao phai 1am thé nao dé thu hut tat
cd moi nguoi thuc tam cam két thuc hién thanh cong cac chuong trinh cham soc
khach hang

- Kha ning (Abilities): Nhan vién phai c¢6 cic k¥ ning can thiét dé dat
dugc chuan muc, du ho tham gia san xuat san pham, cung cap dich vu hay truc
tiép giao dich voi khach hang.

- Chuén muc (Standard): Chuan myc 12 muc thé hién phai dat dén & mot
mirc d6 chuyén nghiép ma khach hang cé thé quan sat duoc hodc do luong
duoc. Can dit ra cac chuan myc va do luong chung. Nho do, tat ca moi nguoi
déu biét duoc muc tiéu la giva can phai lam gi thém dé dat duoc chuan muc.

- Trao d6i thong tin (Communication): Thong tin 2 chiéu 1a chia khoa
thiét 1ap mdi quan hé bén viing voi khach hang. Doanh nghiép can lang nghe
khach hang va ca ¥ kién ctia nhan vién minh. Néu viéc trao ddi thong tin gitra
cac nha quan 1y va nhan vién khong dugc thyc hi¢n thong sudt thi s& dan dén
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nhitg hiéu 14m, sai pham va khong théa man. Khong ai c6 thé tao ra dugc san
pham chit lwong trong nhitng diéu kién nhu vay.

- Quan tam (Attention): Ludn ludn phai t6 thai d6 quan tim dén timg ca
nhan khach hang va hé théng chim séc khach hang ctua doanh nghiép. Nhimg
chuan muc, chinh sach cham so6c khach hang duoc dat ra nhung khong c6 su
quan tAm: don dbc, cai tién thi s& chang con tac dung, tham chi con gy thém bat
méin cho khach hang. Ngoai ra, cin quan tdm chu ¥ dén viéc dong vién, khen
thudng nhimg ca nhan 1am t6t thong qua sy phan anh cua khach hang va cac dot
kiém tra thuong xuyén.

- Chi tiét (Detail): Chudn myuc chim s6c khach hang khong thé chung
chung ma can that chi tiét phu hop véi timg tinh hudng cé thé tién liéu.

Néu ta that sy cham soc khach hang theo ding quy trinh 7 budc cta chudi
chat luong CASDACE, tir cam két dén tap trung kha ning, dé ra cac chuan muc,
trao doi thong tin, quan tam, chi tiét thi cudi cung ta s€ dat dugc sy cham soc co
chat luong xuat sic (Excellence)

2.2.3. Sir dung cong cu hé tro CRM (Customer Relationship Management)

CRM 1la tap hop cong tac quan 1y, cham soc va xay dung mdi quan hé
giita khach hang va doanh nghiép. Phuong phap nay gitip cac doanh nghiép tiép
can va giao tiép khach hang mot cach hé thong, hiéu qua dé phuc vu khach hang
t6t hon.

2.3. Quan ly ngudn nhan luc phuc vu khach hang
2.3.1. Dao tao nhdn vién phuc vu khdach hang

Viéc dao tao nhan vién phuc vu khach hang thuong ngdy co thé do
Truong by phan cham s6c khach hang thuc hi¢n, con viéc dao tao k¥ nang
chuyén nganh c6 thé moi bo phan dao tao chuyén nganh bén ngoai thuc hién.

- B6i dudng ning lyc va pham chat cta nhan vién phuc vu khach hang:

+ Nhitng phém chit can c6 nhu: Than thién, thanh that, tu tin, lac quan,
nang dong, khiém ton, co trach nhiém.

+ Nhiing nang lyc can c6 nhu: kha nang 1y giai, kha ning giai quyét van
d¢, kha niang phan tich

- B6i dudng dao dirc nghé nghiép cho nhan vién phuc vu khach hang. Mot
nhan vién phuc vu khach hang can c6 nhitng dao dirc nghé nghiép sau:

+ Nhiét tinh, thong thao cong viéc

+ Van minh, lich su, phuc vu khach hang nhiét tinh chu dao

+ Tuén tha quy tac, quy dinh, bao vé uy tin doanh nghiép

+ Phat huy tinh than tap thé

+ Coi trong 101 hira
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+ Khoan dung
2.3.2. Quan ly ap luc cong viéc cua nhan vién phuc vu khdach hang

Nhéan vién phuc vu khach hang luén trong tinh trang cong vi¢c ban ron, ho
phai d6i mat voi ap luc cong viée tir nhidu phia. Cac nha quan 1y ¢6 thé quan 1y
cac ap luc cong viée cho nhan vién phuc vy bang cach:

- Cai thi€n moi truong lam vi¢e, gidm bot cam giac ap luc do diéu kién
lam viéc khong tdt tao ra cho nhan vién phuc vu khach hang, nhu tao khong gian
lam viéc thoai mai, vé sinh, an toan....; dam bao cung cip du cac trang thiét bi,
cong cu, may moc dé 1am viée

- Khich 1€ va giup do nhan vién phuc vu khach hang xay dung tam 1y lanh
manh va hoc cach tu diéu chinh ban than.

2.3.3. Xay dung co ché thuwéng phat nhéin vién phuc vu khdach hang hop Iy,
kip thoi

- Nhitng nhan vién c6 hanh vi sau thi nén thuong:

+ Phuc vu théa man duoc nhu ciu ctia khach hang, co thé gilr lai cac
khach hang c6 nguy co bj mat trong tuwong lai

+ Giai quyét duoc tranh chip giita cong ty va khach hang

+ Tang cudng moi quan hé giira cong ty va khach hang

+ Nhiét tinh trong cong viéc va bao vé dugc hinh tugng cia cong ty

+ Cham chi 1am viéc, nhan dugc sy danh gia tdt cua khach hang

- C6 thé xay dung co ché thudng tich lily nhu sau:

+ Nhitng nhéan vién duoc thudng 3 1an tré 1én can duogc biéu duong trudc
toan cong ty, & 1an thir 3 nén c6 ky niém chuong/gidy khen va kém theo vt chat,

+ Nhitng nhéan vién dugc nhan gidy khen 3 1an can duoc thuong ky nghi
phép (c6 luong), kém theo vat chat cao hon.

- Nhitng nhan vién c6 hanh vi sau can phé binh trong noi bo:

+ C6 thai d6 khong tdt, lanh nhat v6i khach hang

+ Tranh chap v&i khach hang

+ Khong gitt dugc sy rd rang, trong sdng & vi tri cong viéc cua minh, lam
anh huong dén danh tiéng cta cong ty

+ Khong mudn duy tri moi quan hé t6t dep voi khach hang

+ Khong tuan theo cac quy tic hé thong phuc vu khach hang cua cong ty

Nhitng nhan vién bi phé binh 2 1an ma van khong c6 tién bo thi 1an thi 3
phat canh cdo, néu vain khong thay d6i thi bdo céo lanh dao cong ty cho thoi
viéc.
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2.4. Xay dung van héa chim séc khach hang

Doanh nghiép khong thé cham soc khach hang tot néu tat ca moi nguoi
trong doanh nghiép khéng dong long thyc hién. Chuong trinh chdm soc khach
hang s& that bai néu:

- B6 phan ban hang cam két nhung b phan van chuyén thi khong

- B6 phan 18 tan cam két nhung bo phan budng phong thi khong

- BO phan san xuit cam két nhung bd phan kho thi khong. ..

Céc nha quan 1y cdp cao khong xay dung mot chinh sach cham soc khach
hang dang din (van dé vé van hoa), din dén nhimg nguoi quan 1y truc tiép
khong guong miu trong viéc cham soc khach hang (van dé vé thai do) va hé qua
kéo theo 1a nhan vién khong thuc hién dung cic chuan muyc vé chim soc khach
hang (Vén dé thuc hién cong viéc).

Thuc hién chdm soc khach hang phu thudce vao kha nang cua cac nha quan
ly cép cao trong viéc tao dung mdt van hda cham soc khach hang:

- N6 phai bat dau tir cip cao nhat

- T4t ca moi nguoi trong doanh nghiép déu phai tham gia

- Tt ca cac cap quan 1y déu hoan toan quyét tam.

Tom lai, “cham soc khach hang '
phdi bdt ré trong vin héa va niém tin
ciia céng ty. Ta khong thé dp dung
cham soc khach hang nhw mot giai
phdp tinh thé” (Andrew Brown- 1989,
Quan tri cham séc¢ khach hang).

Hinh 8.2 Van hoa doanh nghiép

B. CAU HOI, BAl TAP/THUC HANH

1. Céu heoi

1.1. Hay néu nhiing thach thirc trong viéc cham s6c¢ khach hang??

1.2. Lam thé nao dé cham soc khach hang toan dién?

1.3. Liét k& mot s6 cach thu thap théng tin khach hang?

1.4. Ké tén cac cong cu kiém tra mirc d6 thoa man cua khach hang?

2. Bai tap/Thuc hanh

2.1. Xac dinh cic ndi dung co' ban ma cic nha quan 1y cin thuc hién dé
cham séc khach hang toan dién

Noi dung Tra loi
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Noi dung Tra loi

1/ Quan ly thong tin khach hang

2/ Mo rong quy md luc lugng ban hang

3/ Tra lvong cao cho cac nhan vién phuc vu khach hang

4/ Thiét 1ap muc tiéu c4 nhan rd rang

5/ Quan 1y ngudn nhan luc phuc vu khach hang

6/ Giao toan bd trach nhi¢m “lam hai long khach hang” cho bd
phan cham séc¢ khach hang

7/ Xay dung van hoa cham s6c khach hang trong doanh nghiép

8/ Quan ly chat lugng dich vu ctia doanh nghiép

9/ Tuyén dung thém nhiéu nhan vién phuc vu khach hang

10/ Xay dung nhiéu trung tdm dich vu khach hang

2.2. Xac dinh cac yéu to trong chudi chat lwong CASCADE

Yéu to Ddnh diu X

1/ Van hoéa (Cultural)

2/ Cam két (Commiment)

3/ Chuan muc (Standard)

4/ Khac biét (Different)

5/ Cam xuc (Emotion)

6/ Quan tam (Attention)

7/ Phéi hop (Combination)

8/ Chi tiét (Detail)

9/ Nang dong (Dynamic)

10/ Pon gian (Simple)

11/ Trao d6i thong tin (Communication)

12/ Kha nang (Abilities)

2.3. Thwe hanh: Thu thap, xi ly va lwu trir thong tin khach hang
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- Chuan bi: Gidy, but, dién thoai, may tinh, h6 so khach hang
- Céch thuc tién hanh: Lam viéc theo nhom, mdi nhém 2 - 4 sinh vién.

- Nhi¢m vu: Cac nhoém thuc hién cac budc cong viée theo trinh ty sau:

tt Tén cong viéc Dung cu, thiét bi Yéu cau
1 | Thu thap thong tin | May tinh, dién thoai, ho so | - Thong tin chinh xéac
khach hang khach hang - Lua chon cac thong tin
méau  chét, quan trong;
loai bo théong tin khong
can thiét
- Hoan thién ho so khach
hang theo diing mau
- Pam bao diy du va
thong tin dugc cap nhat
thuong xuyén
2 |Phan loai thong |- Ho so khach hang Phan loai chinh xéc tung
tin khach hang - Phan mém luu trit ho so | nhéom khach hang dua
thong tin khach hang hodc | theo dac diém, muc dich
phan mém chim soc|va nhu cau cia nhom
khach hang khach hang do
3 | Luu trit thong tin | May tinh, phan mém luu | - Théng tin luu trit nén

khach hang

trit ho so, thong tin khach
hang hodc phan mém
chdm soc khach hang

luu bang hai ban: ban
climg va ban mém, c6 cht
thich dﬁy du, rd rang nodi
dung, thoi gian, ...

- Vi tri lvu dam bao an
toan cho tai liéu va dé
dang str dung

2.4. Soan thao “Phiéu khio sat y kién khach hang”

- Thoi gian hoan thanh: 180 phut.
- Két qua va tiéu chuan can dat dugc cta bai thyc hanh:

+ Hoan thanh ding thoi gian.

+ Pam bao cac yéu cau & moi budc cong viée

Hay soan thao “Phiéu khao sat ¥ kién khach hang vé chat luong dich vu

cua mot doanh nghiép thuc t&”

Hudéng dan thyc hién:
- Chuan bi: Gidy, bat, may tinh
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- Céch thue tién hanh: Lam viéc theo nhém, mdi nhém 2 - 4 sinh vién.

- Nhi¢m vu: Cac nhom thuc hién céc budc cong vige theo trinh tu sau:

+ Cac nhoém thao luan va dua ra mau phiéu cia nhom minh

+ Sau d6, cac nhom trao doi phiéu voi nhau va thuc hién gop ¥ phiéu cua
nhom ban

+ Sau khi nhan y kién gop y va thuc hién gop ¥, cac nhém s& thuc hién
chinh sira va hoan thién phiéu ctia nhém minh

+ Thuc hién phiéu khao sat trén Google Form va mail guri cho gido vién.

- Thoi gian hoan thanh: 120 phut.

- Két qua va tiéu chuan can dat dugc cia bai tap:

+ Hoan thanh bai lam dung thoi gian

+ MAu phiéu dap tmg cac yéu cau.

+ Céc y kién dong gop vé mau phiéu cia nhém ban.

C. GHI NHO

- Ngwoi duy nhat biét ré cac khiém khuyét ciia ban trong cham séc khdch
hang chinh la khach hang

- Hoan hdo la diéu khong thé dat dwoc va cdc doanh nghiép nén dat muc
tiéu cham séc khdach hang la khéng nging cdi tién dé vieon t&i sw hoan hdo

- Cham séc khdch hang phdi bdt ré trong van héa, niém tin ciia doanh
nghiép va tat ca moi nguoi trong doanh nghiép déu phdi tham gia
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HUONG DAN GIANG DAY MO PUN

I. Vi tri, tinh chét ciia mé dun

- Vi tri: Bay 1a mdé dun chuyén moén trong chuong trinh dao tao trinh do
cao déng cua nghé Quan tri khach san, Huéng dan du lich, Quan tri dich vu du
lich va It hanh.

- Tinh chdt: Pay 1a mo dun tich hop; to chirc giang day tai phong hoc Iy
thuyét c6 trang bi day du thiét bi day va hoc
I1. Muc tiéu
1. Kién thirc

- Trinh bay duoc cac van dé co ban vé ban hang, nghé ban hang va cham
soc khach hang;

- Phan biét dugc cac hinh thirc ban hang co ban;

- M0 ta dugc chu trinh ban hang, cac co cAu td chirc ban hang;

- M6 ta dugc trinh tu 1ap ké hoach cham soc khach hang;

- Liét ké duoc mot sb phuong thirc va hoat dong cham s6c khach hang

pho bién;

- Trinh bay dugc mot s6 cach thirc quan 1y dé cham soc khach hang toan
dién.
2. Ky nang

- Thyc hién dugc cac k¥ nang ban hang, k¥ ndng cham séc khach hang co
ban;

- Xac dinh duge quy mé luc luong ban hang va thiét 1ap co cu to chuc
ban hang hop ly;

- X ly duoc cac tinh hudng ban hang va cham soc khach hang thong
dung;

- Xay dung dugc chuong trinh chim séc khach hang cu thé.
3. Nang luc tw chi va trach nhiém

- C6 kha nang lam vi¢c doc lap mot s6 cong viéc: nhan vién truc téng dai
cham soc khach hang, nhan vién ban hang...;

- C6 kha ning phdi hop nhom trong viéc xay dung co ciu to chic ban
hang, xay dung va thuc hién chuong trinh cham séc¢ khach hang...;

- Chiu trach nhiém ca nhan doi v6i cong viéc duoc phan cong.
IT1. N§i dung chinh ciia mé dun:
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Thoi gian hoc tip (gio chuén)

Trong do:
Thi/Kiém
Thyc hanh .
’ tra (*)
s o S
318 |3
ST | . . .. 2 < v B | & S | §
3 S | S )
T Tén cac bai To?g Ly S E \&0 (§' S :2
SO A S | == |2 = | S
thuyet | § | S & [.§ of §|
ey SN RIS = S
e &R S e | S
Y S = 3
(S. < -~ \% = {‘S
— S0 | = &2
S 185 | | 8=
m < < (E' ~ vﬁ
Q '§0 o~ <\§
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Phan 1. Ban hang
. B‘e‘li 1. Tim 1:ié1’1 Vé‘bén o 6 5
hang va nghé ban hang
Bai 2. Thuc hién k¥
g | o TUHE AR o0 | 3 | 16 1
nang ban hang
Bai 3. T6 chic ba
3 ‘al 0 chuc ban 3 4 4
hang
Bai 4. Danh <4 hid
4 a} e}n %121 ‘1¢u 8 4 4
qua hoat dong ban hang
Phin 2. Chiam séc
khach hang
Bai 5. Tim hiéu vé
5 | > o e | 3 |3
cham soc khach hang
Bai 6. Lap ké hoach
g |0 O AP ke noadhi ., 153 |y
cham soc khach hang
Bai 7. Thuc hién k¥
7/ |nang cham so6c khach | 16 3 12 1
hang
Bai 8. Quan 1y dé cham
8 |soc khach hang toan| 8 4 4
dién
o Haf’o"ngﬁdcfn 6n thi két , ,
thuc mo dun
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10 | Thi két thiic mé dun 4 4

Cong 92 30 54 4 4

IV. Huwéng din thuwe hi¢n bai tip thue hanh
Huéng dan cu thé theo timg ndi dung trong bai hoc
V. Yéu ciu vé danh gia két qua hoc tap
1. Phwong phap danh gia
a. Kiém tra thuwong xuyén, kiém tra dinh ky:
* Kiém tra thuong xuyén:
- Kiém tra van dap hoic lam bai tap thao luan tai 16p. Thoi gian: 15 phit.
* Kiém tra dinh ky:
- Diém bai kiém tra viét.
+ Hinh thire: Trac nghiém.
+ Thoi gian: 45 phat.
- Piém bai tiéu luan (c4 nhan hoic nhom).
* Piém trung binh chung diém kiém tra: Trung binh cong cta 01 diém
kiém tra thuong xuyén c6 hé sd 1 va 02 diém kiém tra dinh ky c6 hé s6 2.
b. Thi két thiic mé dun
- Biu kién dugc dy thi két thiic mé dun:
+ Piém trung binh chung diém kiém tra dat tir 5,0 diém tré 1én
+ Tham dy it nhat 70% thoi gian hoc tap tai 16p
- Hinh thtec thi: Thyc hanh theo nhém (Xt 1y tinh hudng hodc lam bai tap
16n)
- Thoi gian thi: 10 — 15 phit/sinh vién/nhém (khong tinh thoi gian chuan
bi)
- Pia diém thi: Phong hoc 1y thuyét
c. Piém mé dun
- La trung binh diém kiém tra co trong $6 0,4 va diém thi két thiic mé dun
c6 trong s6 0,6
- Piém mé dun dat yéu cau khi dat tir 4,0 tré Ién.
2. N¢i dung danh gia
2.1. Kién thirc
+ Céc hinh thurc ban hang;
+ Céc kiéu co ciu to chirc trong ban hang;
+ Chu trinh ban hang
+ Khai niém khéach hang, cham soc khach hang
+ Céc yéu to co ban dé thoa man khach hang
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+ Cac phuong thire, hoat dong cham séc¢ khach hang

+ Van hoa cham soc khach hang
2.2. Ky nang

+ Tinh todn quy mo luc luong ban hang;

+ Thuc hién cac k¥ nang trong ban hang;

+ Xéc dinh cac tiéu chi nham danh gia hiéu qua hoat dong ban hang cho
mot doanh nghiép.

+ K¥ ning giao tiép truc tiép v6i khach hang

+ K¥ nang cham séc¢ khach hang qua dién thoai

+ K¥ nang xtr Iy phan nan/khiéu nai cia khach hang

- Nang luc tu chu va trach nhiém:

+ Poc, hiéu cac quy dinh phéap ludt vé cac hinh thtrc kinh doanh ban hang
hién nay.

+ Hoan thanh cong viéc, xtr 1y tinh huéng mot cach doc 1ap hoac phéi hop
nhom
VI. Tai liéu cin tham khio
[1]. Business Edge (2006), Chéam séc khdch hang — Phét huy loi thé canh tranh,
NXB Tré.
[2]. Vién nghién ctru va dao tao vé quan 1y (2008), Cong nghé cham séc khdch
hang, NXB Lao dong — Xa hoi.
[3]. Lé Bang Lang (2007), K§ ndng va qudn tri ban hang, NXB Thong ké Thanh
phé H6 Chi Minh
[4]. James M. Comer (2002), Qudan tri ban hang, NXB Thanh phé Hb Chi
Minh.
[5]. Phan Thanh L&m (2009), Ky nang ban hang, NXB Phu nit, Ha Noi.



