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TIEP THI - MARKETING

1.1. Xac dinh thi trwe&ng muc tiéu
1.2. Marketing Mix
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NOI DUNG MARKETING (TIEP THI)

Marketing Mix —hang hoa

« San pham - Product
 Gia- Price

Nhan dién TT muc tiéu  Phan phdi - Place

. Mbi truwong marketing - Xuc tién ban - Promotion

- Phan tich KH > R

* Phan khuc, Iwva chon TT muc tiéu Marketing Mix — Dich vu
va dinh vi

« Con nguoi - People
e Qui trinh - Process
* Minh chi*rng HH - Physical Evidence

Tong quan vé marketing
Hé thong TT marketing; Té chirc thwe hién hoat déng marketing
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MARKETING MIX

X(c tién ban
(Promotion)
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PDAC PIEM KHACH HANG CONG NGHIEP

» Mua chuyén nghiép
~ CO6 bd phan mua hang am hiéu vé cac chao hang
v Tiéu chi lya chon va muc tiéu mua ro rang
» Nhiéu déi twong tham gia vao viéc quyét dinh
» Qui trinh mua gém nhiéu bwéc ddm bao SP tot va gia ca phai chang
+ Hop dong véi nhiéu diéu khodn
+ SO lwong mua thwdng Ion, gia tri cao
» Nhu cau 6n dinh, it thay doi

» Thwong mua tryc tiép
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CAC TIEU CHI QUAN TRONG DOI VOI KH TKNL

» Chi phi dau tw ban dau

» Tiét kiém chi phi nang lwong
» MOi quan hé

» Phwong thirc thanh toan

» Dich vu sau ban hang

+» COng nghé duwoc chirng minh

Greennc 9 6
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NHO’NG CA NHAN ANH HUONG DEN QUYET SR> Voue
MUA CUA KHACH HANG DOANH NGHIEP

Nguoi
Nguoi gac cua Nguwoi cé
khai dau anh hwéng

Nguoi
quyét dinh
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NH(PNG CA NHAN ANH HUONG DEN QUYET DINH MUA

» Nguwoi khéi dau (Initiators): La nhirng ngwdi dau tién nhan dién va xéac dinh
van dé co thé dwoc giadi quyét théng qua mua san pham

» Nguwdi gac clra (Gatekeepers): La nhirtng nguwdi cé vai trd diéu khién cac
dong thong tin va viéc tiép can nhirng ngudi ra quyét dinh

» Nguwoi co dnh hwdng: La nhitng ngudi sé cé v kién tich cwc hodc tiéu cuc
trong viéc ra quyét dinh mua hay khéng mua. Thwéng la nhirvng ngudi ky
thuat, am hiéu vé SP can mua

» Nguwdi quyét dinh: La nguwdi cé quyén han trong viéc thdng qua va lwa chon
nha cung rng

» Nguwdi mua: La nguwdi thwe hién cac cong doan giay to, tha tuc, chuan bi cac
diéu kién mua va dat hang.

« Nguwdi st dung: La nguoi sé st dung SP mua vé
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ANH HUONG CUA CAC CA NHAN

C4c yéu to
Pd phirc tap clia s&n pham

Qui md cua khach hang
Do rong cua viéc st dung SP

Nang Iwc ky thuat cua bd
phan mua hang

Rui ro cam nhan khi mua SP
Gia cua SP
Hinh thirc mua

Tam quan trong
Pé khan cép cla don hang

So6 lwong ca nhan co6 tac dong
Cang it nguwoi hiéu dwoe sdn phdm, sé lwong ca nhan cé anh hwéng
cang it
Qui md cang lén, sd ca nhan tham gia cang nhiéu
S6 lwong bd phan st dung nhiéu - ca nhan tham gia nhiéu

Nang lwc cang cao cang it bi anh hwédng bdi cac bd phan khac

RUi ro cang cao s lwong ca nhan tham gia cang nhiéu

Gia mua cang cao - s6 ca nhan tham gia cang nhiéu

S6 lwong ca nhan tham gia nhiéu nhat doéi véi mua cho “nhiém vu méi”
va it nhat khi “mua lap lai truee tiép)

Cang quan trong, cang nhiéu ca nhan gay anh hwéng
Cang khan cap cang it ca nhan tham gia



Ca nhan gay anh
hwéng

Nhan vién giao dich

Giam dbc san xuat

Ké toan, bd phan
Mmua

Giam déc hay pho
giam déc phu trach
ky thuat

CHIEN LUQOC DOl VOI
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CAC CA NHAN GAY ANH HUONG

Tac déng dén quyét dinh mua

Tiép nhan & xr ly cac yéu cau cta DN.
Lwu gitr cac TT, catalog vé nha cung cap.
Trong mot s6 TH khan cap — c6 thé tw ra
quyét dinh mua. Thwdng tin vao cac nha
cung cap do cdng ty dé nghi

Luén quan tdm dén van dé ky thuat va
hoat déng sx ra SP

Quan tdm dén cac diéu khodn mua va
hop déng

Quan tdm dén nhirng cai tién cta SP va
qui trinh. Quan tam dén nhirng thay doi
chién lwgc trong twong lai.

Chién lwoc

Thuwong xuyén gap g&. Théng bao cho ho
nhirng thdng tin can thiét vé cac san rpham
m&i va gia cad. Nhd ho mé dwdng dé gap go
nhirng ca nhan khac

Tap trung vao nhirng théng sé ky thuat, van
hanh cua SP

Chuén bi § lwéng cac diéu khoan. Pua ra
nhirng I&i dé nghi co gia tri cao

Cung cap nhirtng TT m&i, hiru ich va cac bd
catalog hoan chinh, cap nhat. Bwa cac chuyén
gia téi gidi thiéu vé kha nang CN cda minh.
Thwong xuyén gidi thieu cac SP maoi
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QUI TRINH RA QUYET DINH

Nhan thirc nhu cau M6 ta chi tiét yéu cau doi voi
mua doi v&i SP san pham

M&i thau hodc moi A : R
Tim kiém cac nha cung cap

chao hang
Panh gia chao hang va Pat hang doi voi cac nha
lwa chon nha cung cap cung cap duwoc lwa chon

Nhan san pham va hoan tat

Banh gia sau khi mua thanh toan cho nha cung cap

Creennc ’ém 11
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QUI TRINH MUA CUA TO CHUC

» Bat ké mot td chirc ndo déu co6 qui trinh mua hang
» NO lwc tiép thi ngay tir cac bwée dau tién cta qui trinh mua
~ C6 thé gilp giai quyét van dé cta KH
» Puwa ra nhirng thiét ké ky thuat gan véi cac san pham ma ho c6 thé cung cap

» Gay kho khan cho doéi thu canh tranh khi tuan tha nhirng thiét ké ky thuat nay

Greennc 9 12
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HINH THU'C MUA HANG CUA TO CHUC

» Mua lan dau cho nhiém vu madi (new-task buy)

» Mua Iap lai khéng thay dbi vé yéu cau (Straight rebuy)
» Khé cho nhitng nha cung cap maoi

» Mua Iap lai co thay dbi vé yéu cau (modified rebuy)

» Co héi tot cho nhirtng nha cung cap maoi

Greennc 9 13
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HINH THU'C MUA VA QUI TRINH MUA

Qui trinh mua Mua nhiém vu Mua lap lai co Mua lap lai
Mo thay doi trwc tiep
Nhan thérc nhu cau X X
M6 t& yéu cau doi véi SP X X
Tim kiém nha cung cap X X
M&i thau hodc moi chao X X
hang
Pat hang X X

Nhan SP, thanh toan

Panh gia sau mua

BACHKHOA
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PHAN KHUC THI TRUONG

» La viéc phan chia thi triwdng thanh nhirng nhom khach hang c6 chung nhu
cau va dac diém — C6 phan trng nhat quan dbi véi cing mét chao hang

» Khéach hang rat da dang vé nhu cau cu thé va kha nang thanh toan

» Trong da so cac linh vwe kinh doanh, déi tha canh tranh ngay mét nhiéu

» Nguon lwc cia DN han ché

« Can lwa chon nhirng khach hang ma DN phuc vu tot va hiéu qua hon doi

thu canh tranh

Greennc 9 15
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TIEU CHI COBANDUNG &= Wi

TRONG PHAN KHUC THI TRUONG TO CHUC

TIEU CHI PHAN KHUC Vi DU

Ca nhan nguwdi mua va Tinh cach

nhirng ngwdi anh hwéng Thai db
Do chap nhan rui ro
Nhan thirc
Cach ra quyét dinh

Quan hé gitra nha cung Ngudi str dung hién tai, qua khr, hay ngwdi chwa st dung
cap va khach hang Nguwoi st dung it, viva phai hay nhiéu

Dung mét ngudn hay da ngudn cung cap

Céc dac tinh cia san pham

Céc lgi ich cua khach hang

Céc tiéu chi khac Cong nghé ma KH str dung
Yéu to tinh huéng

Creennc ’ém 16
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YEU CAU bOI VOl PHAN KHUC

» Kh&c biét: Nhu cau phai thay dbi khi cac yéu td nay thay dbi
» Dang ké: Qui m6é da Ién dé phuc vu cé I

» Tiép can dwoc: CO kha nang tiép can va phuc vu

G reen.nc ’é
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THI TRWONG NGACH/HOC (NICHE)

Doan thi trvong

Doan thi trirong

* Nhom KH c6 thé phan biét
duoc trong trng doan thi trrong
¢ Thu hut nhiéu doi thd canh tranh

G reen.nc ’é
GREEN DEVELOPMENT CENTRE ECCBACHKHOA

Thi trwérng hoc/ngéach

Thi trwwdng hoc/ngach

+ Nhém nhé KH ma nhu cau cua
ho chwa duoc thda man tot
¢ Thu hat it doi thd canh tranh

18
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LUA CHON THI TRUONG MUC TIEU

» MUrc d6 hap dan cda cac khuc thi trwong
~ Qui md hién tai: s6 lwong khach hang, strc mua, chi tiéu hién tai cho loai SP
v Suw tang trwdng twong lai
v Kha nang sinh [0

+ Sw phU hop véi muc tiéu va ngudn lwc cia DN

» Phan khuc khach hang cang cao cap, mic sinh I&i cang cao nhwng khé phuc
vu - doi hdi DN phai co kinh nghiém va chat lwgng SP tot

» Nén chon theo nang Iwc cot 16i cia DN

Greennc 9 19
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CHIEN LUOC LUA CHON THI TRUONG MUC TIEU

M1 M2

P1

P2

P3

Tap trung vao
1 doan thi treo'ng

P1

P2

P3

EEEEEEEEEEEEEEEEEEEEEE

M2 M3

M1 M2
P1
i
P3
Chuyén mon
hoa c6 chon loc
A P1
Chuyén
moén hoa P2
San pham
P3

M1 M2 M3

P1
P2
P3
Chuyén mon
hoa thi truvd'ng
M2 M3

Bao phu Toan b
thi trwong

20
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PINH V| CUA DOANH NGHIEP

+« Dinh vi:

» L& hanh déng thiét k& dé nghi thi trwdng ctia DN (SP, dich vu, gid) va
hinh &nh sao cho n6 chiém dwoc mdt vi tri ¢ ¥ nghia va riéng trong tam
tri KH muc tiéu

» Nhan dién diém khéac biét
» Lwa chon diém khac biét dé khuyéch truwong
« Xay dwng chién lwoc dinh vi

+ Quang ba cho sv dinh vi da chon

Greennc 9 21
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NHAN DIEN DIEM KHAC BIET

Xac dinh loi thé Lwa chon lgi thé Truyén théng vé diém
canh tranh tiém nang canh tranh phu hop Khac biét lwa chon

1

- San pham
- Dichvu , Hon hop marketing
- Con nguwoi - Khuyéch truvong
- Kénh phan phdi bao nhiéu sw khéac
- Gia biét
- Hoat ddng truyén - Khuyéch trwong su
thdng khac biét nao?

G reenT.DTc ’é 22
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LUA CHON PIEM KHAC BIET DE KHUYECH TRUONG

» Quan trong (important to customer)

» RiIéng, dac trwng (distinctive)

» Ju viét (superior)

» CO thé quang ba dwoc (communicable)

« Khé bat chudc (preemptive)

» Hop tui tién (affordable)

» SO lwong diém khéac biét khéng nén nhiéu
v Kh tin doi voi KH
v Khé nh¢ doi voi KH

Greennc 9 23
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BAN DO DINH V|

» Lwa chon 2 diém quan trong v&i khach hang

» XAac dinh vj tri cia DN minh so véi dbi thd canh tranh

» Lwa chon chién lwgc dinh vi

Green.oc ’é 24
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BAN DO DINH VI - GIA - CHAT LUONG

| Gia cao
Chatlwong . © _Chat lwgng
thap cao

v . X
Ia th
Greenoc H Gla thap 25
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BAN DO DINH VI - DICH VU - GIA

" Giacao

Dich vu - . Dich vu
thap cao

v . X
Greenoc H Gla thap 26
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CHIEN LU’O'C DINH VI

More for
Gia Déi thit RotE
canh tranh f/f
II'IIII Y
\ v
III'.
Hy More for

Less for

much less ‘ .
Ny ~

- ~—
\ LN ~_ More for

Chat lrong »7
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THE WORLD BANK
IBRD « IDA | WORLD BANKGROUP

VSSUEE

G reen.nc Q
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THI TRUONG MUC TIEU?
DINH VI CUA DN ANH CHI?
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BAN HANG

Greenoc 9
GREEN DEVELOPMENT CENTRE Cl A
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TAM QUAN TRONG CUA NGUOIl BAN

» Chuwa c6 gi xay ra cho dén khi ai d6 ban thanh cong mét céai gi do

» Quang céo, PR chi co thé hé tro nhwng khéng thé thay thé cho viéc ban hang

» MOt sdn pham tuyét vdi, tot nhat sé khong dwoc st dung cho dén khi no
dwoc ban

» D& ban sdn pham — can ngwdi ban hang

Greennc 9 30
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BAN HANG CONG NGHIEP

» S0 lwong khach hang it va cong ty c6 thé xac dinh cu thé ho 1a ai va & dau
» San pham thworng phire tap va dat tién

» Khéch hang chuyén nghiép, ho doi hdi phai co cau tra I&i chinh xac va tirc khac

Greennc 9 31
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QUI TRINH BAN HANG DOANH NGHIEP

Tredc Tim kiém KH

fiep xte Chun bi tiép xdc

Thwe hién trinh bay
Trong

tiép xuc X ly phan doi

Theo dbi, khac phuc cac
van dé phat sinh

tiép xuc

Panh gia, rut kinh
nghiem 32

Greennc H
GREEN DEVELOPMENT CENTRE

ECCBACHKHOA



@ eworeank Y] IFE

1. TIM KIEM KHACH HANG

Lam thé nao dé cé dwoc danh sach KH tiém nang
» Khao sat thuc tién, quan sat
+ Khach hang hién tai
» CA&c ngudn tham khao (ban bé, ddi tac...)
» Trién 1am thwong mai
+ HA&i nghi, hdi thao
+» Tap chi thwong mai, bao chi
+ Danh ba (dién thoai, cac hiép hdi,...)
« L&i don dai
» DA6i thd canh tranh

Greennc 9 33
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BUOC 2. CHUAN BI TIEP XUC

KIEN THUC CAN CO

Khach San 2lel} it Thi
hang pham el tredng
tranh
HEN GAP
Muc dich Théi gian Dia diém

CHUAN BI TIEP XUC
NOi dung

Phwong tién trinh B E el el
bay Luyén tap
Trang phuc

Céac cong cu ho tro
Green.Dc Ec% 34
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THONG TIN VE KHACH HANG

» Doanh nghiép (Iinh vwc kinh doanh, ban lanh dao, san phém chinh, KH chinh, két qua KD,
kha nang tai chinh, nhan sw...)

+ Dbi twong sap tiép can

» Qui trinh mua hang, ca nhan, bé phan lién quan

» Nhirng yéu cau cla KH dbi v&i sdn pham

+ Dang st dung san pham cla ai? Phuong thire thanh toan, M&rc do hai long? Khi nao hop
dong két thic

» Nhirng khach hang chinh cua DN

» K& hoach twong lai

» Nhirng van dé dang gap phai...

» Cang nhiéu Thong Tin thi co hdi thanh cdng cang 1&n

Green.oc K’ém 35
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PANH GIA KHACH HANG

» Tiém nang cua cac KH khac nhau la khac nhau — vi vy mc do quan trong
cua cac KH cling khac nhau

» Khéng thé gap va thuyét phuc cac KH cling mot Itc

» Thdi gian va tién bac khong thé 1ay lai dwoc

« Phuc vu KH khong c6 nghia la lam mat thdi gian cia KH

Greennc 9 36
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Khong danh gia tiém
nang cua KH la lang phi

th&i gian, chi phi va nhw
vay sé mat di co hdi ban
hang

Greennc 9 37
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THONG TIN VE BDOI THU CANH TRANH

» Cha&o hang cua dbi thu canh tranh (SP, gia, dich vu sau ban hang...)
» Diém manh va yéu cda dbi tha canh tranh

» Céac KH cua dbi tha canh tranh

Greennc 9 38
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THONG TIN VE THI TRUONG

» Chu ky cua nganh, tinh dac thu,

« Nhirng thay déi trong th&i gian gan day vé nhu cau, vé méi trwdng kinh doanh
» Nhirng co héi va thach thirc

» Can thém nhirng kién thirc xa hdi khac niva

« Nguwdi ban hang la nguwdi ban 1au dai véi khach hang — can tré thanh ngudi

ban dang tin cay va hiru ich

Greennc 9 39
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THONG TIN VE SAN PHAM

» Doanh nghiép (Iinh vwec kinh doanh, ban Ianh dao, san pham chinh, két qua KD,
kha nang tai chinh, nhan sw...)

» Cé&c san pham, nhdm san pham, gia, wu dai, phwong thc thanh toan... ctia DN

» Nhirng diém khéac biét cia chao hang cia DN so v&i dbi thu canh tranh

« Nhirng khach hang dién hinh cta DN

+» DOI ngl chuyén gia, ky thuat...

» Giay chirng nhan cé duoc....

+ TUYET DOl KHONG BU'Q'C CHU QUAN

Greennc 9 40
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VSSUEE
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XAY DUNG BO TAI LIEU
BAN HANG (SELLING KIT)
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G reen.nc Q
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ANH CHI bA XAY DUNG BO
TAI LIEU BAN HANG CHUA?

ANH CHI CO HAI LONG VO
TAI LIEU NAY KHONG?
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Buwédc 1: HEN GAP

» Lién hé qua dién thoai- Cong cu phd bién nhat

Muc tiéu cudc gap
Xac dinh ré nguwdi can gap
Thong nhat vé thdi gian va dia diém
Ghi nhé: muc tiéu cla goi dién thoai la hen gap — tuyét doi khéng co
ban hang qua dién thoai

C6 thé lién hé qua hinh thirc khac:
Email, thw, fax
Chu y trinh bay, dién dat cau van

Greennc 9 43
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CHUAN BI TIEP XUC

Néi dung Céng cu trinh bay Coéng cu ho tro
- R4t quan trong — can chuan bi ky » Str dung phuong tién nghe nhin - Catalogs, Brochures, name
« Tap trung vao nhirng diém KH dé ho tro: May tinh, may chiéu car,d, hinh anh ,
quan tam (lgi ich déc dao mang lai . Khong qua phu thudéc vao may « Giay gi¢i thiéu, Giay chirng
cho KH) méc (nh& mat dién) nhan, bao cao
« Nén st dung biéu do, hinh anh « Can co tai liéu cho KH - Sb tay, but ghi chép, may
- Liét ké cac cau hoi hoac phan doi tinh (calculator) 3
co the co tw phia KH — tim cach tra « San pham mau, hwéng dan
|&¥i thau dao van hanh
« Néu dung slide thi lwu y thiét ké « Ban thao hop déng
slide (it chir, két hop hinh &nh, am

thanh...)

* Lwu y thdi gian cho phép dé thiét
ké ndi dung phu hop

Greennc 29 44
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y

KHONG CHUAN B| LA
CHUAN Bl CHO THAT BAI

Greennc 9 45
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BUOC 3. THUC HIEN TRINH BAY

» Gay an twong ban dau

v Pung gid: Nén dén dung gi®. Tot nhat nén dén trwdc 5-10 phat. Khéng nén dén quéa sém
hodc tré

v Trang phuc: Sach ség, lich sw

v Téc phong: Cach di dirng, khudn mat, &nh mat, khdng ngé nghiéng, 1& dép, s& mo vao
do vat...

v Chao héi, xwng hd: Chao hai rd rang, lich sw, xac dinh rd cach xwng hé véi KH

v L&i n6i dau: Tao khdng khi nhe nhang bang cach trao ddi nhirng van dé xa hoi dang
clng quan tam vé&i KH (béng da, chinh tri, thdi tiét, con cai, ban bé...). Nén ngan gon,

trdnh van dé nhay cdm

Green.nc K’ém 46

EEEEEEEEEEEEEEEEEEEEEE



@) eworoeank  SSIIEE

AN TUQNG DEN TU
LAN GAP GO DAU TIEN

KHONG CO CO HOI THU 2
DE GAY AN TUONG

Greennc 9 47
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BUOC 3. THU'C HIEN TRINH BAY

» Van dung toan bd kién thirc, kj ndng da chuan bi dé thuyét phuc va c6 dwoc sw dong
thuan cua KH

» NOi dung: C6 bd cuc rd rang (mé bai, than bai va két luan). Nhan vao nhirng diém chinh.
Két thuc trwde khi KH chan ngén

» Tém tat cac y chinh: Trwdc khi két thic can tom tat nhirng y chinh d& KH dé nam bat

» Giong noi va ngdn ngl: Luyén dé co giong ndi rd rang, mach lac, c6 nglr diéu, toc dd noi
vira phai, st dung tlr ng dé hiéu nhwng khéng qué binh dan va khdng qua bong bay

» Anh mat va ngbn ngir co thé: Giao tiép bang mat, va két hop v&i viéc si dung chan, tay,

dau, di chuyén dé c6 hiéu qua cao nhat
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GHI NHO’

Khach hang khong mua
hang hda hay dich vu ma
ho mua GIAI PHAP cho
VAN DE cua ho
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BUOC 4. XU LY PHAN DPOI

- Phan dbi: La cac hanh ddng, |&i néi, tuyén bd tir phia khach hang l1am tri hodn hoac ngan
chan viéc ban hang

» Phan doi khéng c6 nghia la “KHONG”

» Can phan tich va hiéu nhirng phan dbi ctia khach hang

» Kho nhat la khi khach hang im Iang

. Can chuan bj tot khi xt ly phan doi
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PHAN DOI LA NH(PNG TIN HIEU CHi BUONG
CHO NGUO'l BAN

HAY CHO BbOI1 VA CHAO bON CHUNG
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CHUAN B| CHO XU’ LY PHAN POl

» Xay dwng sob tay xt Iy “Phan doi”
v Phan loai va ghi lai tat cac cac loai phan d6i ma ngwoi ban da gap
v Céc cach xtr ly thanh cdng va that bai, nghién ctru dé dwa thém céc cach hiéu qua khac

» Chuan bj xt ly phan déi trwée khi chiing dwoc dua ra
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PHAN LOAI PHAN DOl

Loai phan doi Chi tiet
Thoi gian Hau hét KH déu muon tri hoan viéc ra quyét dinh mua hang
Gia ca KH nghi rang sé co phwong an gia tot hon
Ngudn goc KH khéng c6 du thdng tin vé san pham va cong ty
Canh tranh KH so séanh hodc gay ap Iwc bang canh tranh
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MOT SO KIEU PHAN DOl

» Gia cao qua

% C6 san phdm twong tw ma gia ré hon nhiéu

+ Tién do thanh toan cang quéa

% Ngan sach cta codng ty khdng cé phan chi nay

<+ Nhan hiéu nay la nhi

% T6i chwa bao gi® nghe dén cdng ty anh/chi

+ Hién tdi dang ban, Téi can thém thdi gian suy nght
% Chung téi chwa can

% Chung t6i c6 nha cung cap khac rdi va rat hai long
% T6i nghe néi cong ty A gap rac roi khi sir dung SP cutia anh
<+ CO0 nguwoi khuyén t6i khdng nén dung SP nay.....

Green.oc K’ém o4
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NGUOI BAN HANG KHONG BIET LANG NGHE
HOAC KHONG HIEU PHAN POI CUA
KHACH HANG NEN
DA MAT Bl CO HOI BAN HANG
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BUOC 5. KET THUC

» Vi sao ngudi ban hang khong két thac?
» Nguwoi ban hang so bi tt choi
HAY NHO

» Hau hét khach hang tr chdi vi nghi ngai sdn pham ch khéng phai vi
ban than ngwdi ban hang
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KHI NAO NEN KET THUC

» Khach hang hirng thu, hao hirng véi chao hang
» Khéach hang dong y v&i cac loi ich ciia chao hang
» Khéach hang dong y véi cach x&r ly phan dbi ciia ngudi ban hang
» Ngodn ngl co' thé thé hién sw dong tinh:
» Gat dau, vé mat than thién
» LAy but ra tinh toan

+ Xem k¥ sadn pham...
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TRUOC KHI RA VE

Can xac dinh cy thé nhirng hanh déng can lam t‘iép
theo dé di dén mét don dat hang hay ban hop déng
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BUOC 6. THEO DOI VA KHAC PHUC CAC VAN DPE PHAT SINH

» Thuwc hién cac cam két véi KH nhw: bd sung théng tin, soan thdo hop
dong...Viéc nay can thwc hién nhanh va chu dao

» CAap nhat cac thdng tin vé KH ma thu thap dwoc thém vao co sé di liéu cla
ca nhan hoac cong ty

« Sau ky két can giam sat viéc thwc hién hop dong, tiép tuc phuc vu KH

« Duy tri mét KH sé ré hon nhiéu so v&i viéc thu hat KH méi
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HANH DONG

» Cam on thé hién thai dd danh gia cao Khach hang

» Ghi nhan sw ¢ gang cta Khach hang

» GUi mon qua nhd thé hién sy quan tam

» Thiép chuc murng dip dac biét (sinh nhat, tét...)

» Hoa hong gidi thiéu khach

« Lién lac thwdng xuyén — day la cach quang céo ré tién nhat

» Nghién ctru Khach hang
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BUOC 7. PANH GIA, RUT KINH NGHIEM

« Da lién hé dung ngwdi khong?
» CO6 dat dwoc muc tiéu cua cubc gap
. Cach trinh bay da tét chwa?
v Gidi thich t6t dwoc nhirng diém khéac biét, Igi ich cha chao hang?
v C6 cung cap da minh chirng dé thuyét phuc
» Céach tiép can co hiéu qua khéng?
» Lang nghe da tich cwc chwa?
+ Da x& ly phan dbi tét chwa?
v X@ ly phan dbi nao cé thé hoan thién
v Phan dbi ndo chwa dwoc xi ly? Cach xt ly?
» Két thiic dung ltc?
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THEO BUOI

= S hién dién cua nguwdi ban quan trong vao trwdc, trong va dac biét la sau
ban

+ Cham séc sau ban hang md ra nhirtng co hdi ban hang trong twong lai

X

Kiém tra viéc giao san pham (chat lwong, s6 lwong, thoi gian...)
» Quan tdm dén hoat ddng van hanh cta san pham

Lén lich dinh ky lién lac v&i Khach hang

£ %4
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