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Gidi thidu

Triét ly chita dyng trong cudn sach Nghé Thuat Ban Hang Bac Cao that
don gidn: “ban cé thé c6 dwgc nhitng tat ca moi thit trong cudc song néu
ban biét gitip nguwdi khac dat dugc diéu ho muon”, tham chi con ding dan
va can thiét hon trong cudc séng hién nay so vdi thoi ky khi cuon Nghé
Thuat Ban Hang Bac Cao dugc xudt ban lan dau. Muc tiéu cud mot
thwvong vu la ddm bao khach hang nhan dugc gia tri twong xitng, nhung néu
ban mang dén cho khach hang nhitng gia tri con cao hon gia tri ma 1€ ra ho
sé nhan dugc thi khong nhitng ban da c6 mot thuwong vu thanh cong ma ban
con c6 thém mot khach hang san long gitip ban c6 thém nhiéu khach hang
khac nita.

Trong cu6n sach kinh doanh nay, ban sé c6 co hdi lam quen véi nhiéu nguoi
ban hang san sang tir b6 mot thwong vu bdi ho biét rang thwong vu doé
khong mang lai 1gi ich tot nhat cho khach hang ctia minh. Khi d6, ban hang
trd nén giong nhu thi dau thé thao, nha v6 dich quan vot phai biét danh
béng sao cho anh ta c6 thé danh cu tiép theo hiéu qua hon, hay cac tay gon
ky cuu ciing vdy. Néu nhan vién ban hang khong quan tam dén viéc xay
dwng va duy tri moi quan hé tot dep v@i khach hang ma chi cham cham
kiém tién ti tdi ngwoi khac thi ddm bao rang ho sé nhanh chéng bi dao thai
khoi nghé nay.

Khi doc cuén sach Nghé Thuat Ban Hang Bac Cao, cac ban can linh dong
ap dung tirng nguyén tac hay nghiéu nguyén tac cung lic dé phu hgp véi
san pham cua ban cling nhw yéu cau ctia khach hang. Cu6n sach bao gom
rat nhiéu vi du minh hoa va nhitng cau chuyén thuc té, dugc viét theo 16i ké
chuyén tu nhién, do vay ban can phai chi dong hoc hoi - chit khong chi don
gian chi doc n6é ma thoi. M6t cudn so6 tay nho sé rat hitu ich trong viéc giip
ban ghi lai nhitng y twdng quan trong. Ban hay manh dan danh dau vao sach
nhitng cau tir can ghi nhé va dirng lo lang 1a n6 sé bi cii hay xau di
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Nén doc quyén Nghé Thuat Ban Hang Bac Cao nay nhu thé nao? noi dung
cu6n sach dwoc viét theo 16i ké chuyén, két hgp vai rat nhiéu doan hdi thoai
va nhitng mau chuyén vui. Hon 700 cau héi va 250 chién thuat kinh doanh,
chiéu thitc cling nhw cac cach thitc két thic mot thwong vu duge goéi gon
trong gan 100 cau chuyén, bai phan tich va nhiéu cau chuyén khac nhau sé
dem dén cho ban cam giac thu vi khi doc.

- “Néu nhuw chi goi Zig Ziglar 1a mét nguwdi ban hang siéu hang thi van chwa
dia. Cudn sach kinh té nay la tdp hogp nhitng hiéu biét vé nghé thuat ban
hang ma 6ng da day cong swu tam. Vi vay, cu6én sach nay rat dang dé cac
ban tim doc” - Richard M. DeVos, dong sdng lap Anway, Chtl tich va cht s¢
hitu cia NBA Orlando Magic

- “T6i da nghién cttu rat nhiéu cuon bang va sach ctia Ziglar nham muc dich
phat huy cac kha nang cua minh. Toi da pha v moi ky luc ban hang chi
trong vong mot vai nam” - Linda Burzynski, Computer Moms International

- “Cubn sach nay sé trang bi cho ban tat ca nhitng thit can thiét nhat dé tr&
thanh mot nguwoi ban hang gioi. Ban sé trd nén chuyén nghiép va doc lap
hon” - Nido R. Qubein, Chu tich Tap doan Great Harvest Bread

- “Zig la mot tam guwong dé noi theo” - John C. Maxwell, nguoi sdng ldp
tdp doan INJOY.
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Muc luc

LOI TUA

Doi 16i vé phién ban m@&i nhat ctia “Nghé Thuat Ban Hang Bac Cao”

PHAN 1: PHAN TiCH TAM LY BAN HANG

Chuwong 1: MOT “BA NOI TR(G” BAN HANG XUAT SAC

Chwong 2: KHACH HANG LA “THUQNG DBE”

Chuong 3: SU TIN NHIEM: CHIA KHOA BDEM LAI THANH CONG
TRONG NGHE BAN HANG

Chuong 4: KINH NGHIEM BAN HANG

Chuong 5: LUYEN GIONG
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Chwong 6: NGUOI BAN HANG CHUYEN NGHIEP

PHAN II: PIEM MAU CHOT CUA NGHE. THUAT BAN

Chwong 7: PIEU THEN CHOT TRONG S NGHIFEP BAN HANG

Chuwong 8: SU DPONG CAM - PIEU MA NGUOI BAN HANG XUAT
SAC CAN CO

Chwong 9: LAM VIEC VOI MOT THAI BO BUNG PAN

Chwong 10: THAI DO BOI VOI BAN THAN

Chuwong 11: THAI O CUA BAN BOI VOI NHONG NGUOI XUNG
QUANH

Chuwong 12: THAI DO CUA BAN BOI VOI CONG VIEC BAN HANG

Chuwong 13: XAY DUUNG SUC MANH THE CHAT
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Chuwong 14: XAY DUNG SUC MANH TINH THAN TRONG NGHE
BAN HANG

PHAN 3: BDE TRO THANH NHA BAN HANG CHUYEN NGHIEP

Chuong 15: VAN DUNG NHUNG THU THUAT CHUYEN NGHIEP

Chwong_16: PAC PIEM TiINH CACH CUA MOT NGUOI BAN
HANG CHUYEN NGHIEP

Chwong_17: HINH ANH CUA NGUOI BAN HANG CHUYEN
NGHIEP

Chuwong 18: TAT CA MOI NGUOI BPANG BAN HANG VA TAT CA
MOI THU BEU CO THE LA HANG HOA

PHAN 4: MOI LIEN HE GIOA TRi TUONG TUQNG VA BUC TRANH
NGON TU
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Chwong 19: VAI TRO CUA TRiI TUONG TUQNG TRONG CONG
VIEC BAN HANG

Chwong 20 : VAN DUNG KHA NANG SANG TAO TRONG BAN
HANG

Chuwong_21: SU DUNG BUC TRANH NGON TU TRONG BAN
HANG

Chuong 22 NGON TU GIUP XAY DUNG MOT SUJ NGHIEP BAN
HANG BEN VUNG

PHAN 5: NHUNG CHI TIET KHONG THE BO QUA TRONG QUA
TRINH BAN HANG

Chwong 23: KHI GAP PHAN POI, LAM THE NAO BE HOAN TAT
THUONG VU?

Chuwong 24: NHUNG KIEU KHACH HANG THUONG GAP

Chuong 25: BAN CUA NHUNG NGUOI BAN HANG
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Chuwong_26: SU DUNG CHINH NHUNG LOI PHAN DPOI CUA
KHACH HANG DE HOAN TAT THUONG VU

Chwong 27: LY DO CHINH VA NHUNG CAI CO “PHU THEM” DE
MUA HANG

Chuong 28: SU DUNG CAU HOI BE HOAN TAT THUONG VU

Chuwong 29: Bf QUYET DANH CHO NHUNG NGUOI BAN HANG
TRUC TIEP

PHAN 6: CHIA KHOA KET THUC THANH CONG THUONG VU

Chuwong 30: QUAN DIEM CHINH YEU

Chwong 31: BAN HANG CUNG GIONG NHU TAN TINH VAY

Chuong 32: QUAN SAT VA BDAT CAU HOI VOI KHACH HANG
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Chuwong 33: LANG NGHE - HAY THUC SU LANG NGHE

Chwong_34: NHUNG CHIEC CHIA KHOA QUAN TRONG GIUP
BAN KET THUC THUONG VU THANH CONG

Chwong 35: CHIEN THUAT “KE CHUYEN”

PHAN 7: ANH HUONG CUA KHOA HOC CONG NGHE,

Chwong 36: KHOA HQC CONG NGHE,

LOI CAM ON

VE TAC GIA ZIG ZIGLAR
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Ban c6 thé c6 dugce tit cd moi thit trong cudc song néu ban biét gitip nguoi
khac dat duogc diéu ho muon.

Zig Ziglar
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Gui tang Bill Cranford

Anh la ngudi da tao cho t6i co hdi budc vao thé gidi cua nhitng ngudi lam
cong viéc ban hang.

Anh rat nhe nhang nhung cling hét sitc nghiém khac trong viéc huwéng dan,
va khuyén khich t6i vion tdi sy xudt sac va nhitng thanh cong dinh cao.

Anh la nguoi ban, nguwdi anh, nguwdi thay va cling la nguwdi da tan tinh kem
cap toi trén san gon cudc doi. Anh qua la tuyét voi!
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LOI TUA

Trong su6t 50 nam qua, t6i may man dwoc trdi nghiém nhitng cong viéc
khac nhau cé lién quan dén nghé ban hang: tir ban cac loai hang hda, san
pham thong thuwdng cho dén cung cap dich vu, tham chi ca cac co hoi nghé
nghiép. Thém vao do, t6i vinh dy dugc tham gia dién thuyét va hoc héi rat
nhiéu ti* cac dién gia va chuyén gia hudn luyén ban hang hang dau Hoa Ky.
Nhiéu ngwoi trong so ho da roi xa thé gidi nay nhung mot so it ngudi con
lai van tiép tuc cong viéc ctia minh. T6i muon trd lai véi thoi cia Elmer
Wheeler, Charlie Cullen, Frank Bettger; Fred Herman, Charles Roth, Dick
Gardner, J. Douglas Edwards va Percy Whiting. Bén canh dé la Cavett
Robert, Red Motley, Ken McFarland, Dan Bellus, Joe Batten, Charlie Jones,
Hal Krause, Mike Frank, Ira Hayes, Heartsill Wilson, Judge Ziglar, Thom
Norman, Bill Gove, John Hammond, Larry Wilson va rat nhiéu tén tudi
khac nita.

C6 thé vi hon 50 nam qua, t6i nhw mot chd chudt nho lo mo khap noi tim
kiém cdc tai liéu quy gia. D6 la ndi dung cta khong biét bao nhiéu bai dién
thuyét ctia nhitng chuyén gia dao tao tén tudi, la cac bai viét vé nghé ban
hang dang trén cac bao va tap chi, 1a nhitng diéu t6i quan sat dugc tir thuc té
cong viéc hang ngay. Tai liéu cta t6i bao gom sach, cac ban hwéng dan ca
nhan va nhitng cudn bang ghi lai bai dién thuyét ctia nhitng tac gia va
chuyén gia dao tao xudt sac nhat trong 50 nam qua.

Tuy nhién, nhitng diéu do cling c6 lic khién toi roi vao tinh canh vo cung
nan gidi. Thyc 1ong ma néi, doi lic toi cling quén mat nguén cia nhitng
thong tin ma t6i thu thap dwogc. T6i da cd gang ghi lai thong tin cia cac ca
nhan da dong goép cho ndi dung cudn sach nay thong qua mot bai dién
thuyét, mét trao doi ca nhan, mot cuén sach khac hay mot bai bao. Tuy vay,
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cling c6 rat nhiéu lan t6i khong thé biét nhitng nguwoi gitp do t6i la ai.
Ngoai ra, trong mot vai trueong hop téi ¢6 thé ghi sai tén tac gia trich dan
hay tham chi viét rang mot so y kién la do chinh ban than minh nghi ra, b&i
toi da nghién citu va thyc hanh mot s6 chiéu thitc 1au dén mitc t6i tin rang
day la 1an dau tién chiing dwgc nhac t6i ma khong biét da c6 mot tac gia nao
nai tGi hay chwa. Néu treong hop dé xay ra, toi thue sy xin dugce cac tac gia
lwgng thir. T6i rat mong duwgc thang than véi tat cd moi nguoi.

Tinh cach, kha nang thuyét phuc cling nhw sy tin nhiém cua ban trong qua
trinh &p dung nhitng nguyén tac hay quy trinh dugc dé cap trong cudn sach
nay chinh la yéu t6 quyét dinh mirc do thanh cong cua ban trong vai tro mot
nhan vién ban hang. T6i chi mu6n néi rang cac nguyén tac va quy trinh do
da té ra hiéu qua khong chi véi t6i ma con véi rat nhiéu ngwoi khac nita.
Nhu toi sé tiép tuc nhac di nhac lai trong cudn sach nay, hau hét ching déu
phai dugc diéu chinh hay thay doi dé phu hgp vdi ban chat cong viéc caa
ban. Vi vay, khi doc cudn sach nay, ban dirng quén dat cho ban than cau
hoéi: “Toi phéi tng dung nhitng théng tin thu thdp dugc ¢ day nhu thé nao
dé hiéu qua va phu hgp nhat véi san pham cta t6i, khach hang cta t6i?”.

T6i hy vong cac ban sé tim hiéu va suy ngam nhitng diéu toi viét & day dé
dat dén muc dich la lam cho khach hang ctia ban nhan ra rang ban dang
mang dén cho ho nhiéu lgi ich.
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Doi 16i vé phién ban méi nhat cia
“Ngheé Thuat Ban Hang Bac Cao”

Khi cu6n sach duwge xuat ban lan dau tién vao nam 1984, t6i da tin rang cac
gia tri ctia n6 sé dugc bao ton theo thoi gian. Hai muwoi nam sau, t6i van
nghi rang t6i da dang. Moi nguwdi luén quan tdm dén nhitng nguyén tac vé
su trung thye. Trong thoi gian gan day, gitta boi canh nwéc My ton tai day
ray nhitng vu bé béi tai chinh ctia cac cong ty va tap doan, toi tin rang cac
nhan vién ban hang c6 dao ddc hién nay, nhitng nguwoi xay dung hinh anh,
danh tiéng ctia minh dya trén sy trung thie, sé nhan thay nhitng nguyén tac
nay dang phat huy gia tri manh mé hon bao gio hét.

Trong phién ban md&i nhat cia Nghé Thuat Ban Hang Bac Cao, vGi su giup
dd cua Michael Norton, chiing t6i bo sung thém mot s6 chién thuat tiép can
cong nghé cao c6 vai tro quyét dinh doi véi moi tredng ban hang hién nay.
T6i tin rang vugt 1én tat ca moi no lye thi sy trung thire & mitc do cao nhat
luén 1a mot yéu cau khong thé thiéu déi véi mot ngwoi ban hang chuyén
nghiép. Tai sao u? Bdi ching ta dwgc huin luyén dé thuyét phuc nguoi
khac va mot nhan vién ban hang kém dao dic (trén thuc té la mét tay liva
dao) hoan toan c6 thé thuyét phuc khach hang mua nhitng sdn pham véi gia
trén troi ma 1€ ra ho chang nén mua lam gi.

Triét ly chita dung trong cudn sach nay, “Ban c6 thé cé duwgc nhitng tat ca
moi thi trong cudc song néu ban biét giip nguwoi khac dat dugc diéu ho
muo6n”, tham chi con ding dan va can thiét hon trong cudc séng hién nay so
vdi thoi ky khi cuon sach dwge xuat ban lan dau. Muc tiéu cia mot thuwong
vu la dam bdo khach hang nhan dugc gia tri twong xitng, nhung néu ban
mang dén cho khach hang nhitng gia tri con cao hon ca gia tri ma 1€ ra ho sé
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nhan dugc thi khong nhitng ban da c6 mot thwong vu thanh cong ma ban
con c6 thém mot khach hang san long gitip ban c6 thém nhiéu khach hang
khac nira.

Trong cudn sach nay, ban sé c6 co hoi lam quen véi nhiéu nguwdi ban hang
san sang tir bd mot thwong vu bai ho biét rang thwong vu dé6 khong mang lai
lgi ich t6t nhat cho khach hang ctia minh. Khi do, ban hang tré nén giong
nhu thi diu thé thao, nha v6 dich quan vgt phai biét danh béng sao cho anh
ta c6 thé danh cu ti€p theo hiéu qua hon, hay cac tay gén ky cuu ciing vay.
Néu nhan vién ban hang khong quan tam dén viéc xday dung va duy tri moi
quan hé tot dep véi khach hang ma chi cham cham kiém tién tir tdi nguwoi
khéac thi t6i ddm bdo rang ho sé nhanh chéng bi dao thai khoi nghé nay.

Khi doc cudn sach nay, cac ban can linh dong ap dung tirng nguyén tac hay
nhiéu nguyén tac cung lic dé phu hgp vdi sdan pham cia ban cling nhu yéu
cau cua khach hang. Cuén sach bao gom rat nhiéu vi du minh hoa va nhitng
cau chuyén thyc té, dugce viét theo 16i ké chuyén ty nhién, do vay ban can
phai cht dong hoc hoi - cht khong chi don gian chi doc n6 ma thoi. Mot
cuén so tay nho sé rat hitu ich trong viéc giip ban ghi lai nhitng y twéng
quan trong. Ban hay manh dan danh dau vao sach nhitng cau tit can ghi nhé
va dung lo lang la né sé bi cii hay x4u di.

Nén doc quyén sach nay nhuw thé nao? Noi dung cubn sach dugc viét theo
16i ké chuyén, két hgp vdi rat nhiéu doan hoi thoai va nhitng mau chuyén
vui. Hon 700 cau héi va 250 chién thuat kinh doanh, chiéu thitc cling nhw
cac cach thirc két thic mot thwong vu duge goi gon trong gan 100 cau
chuyén, bai phan tich va nhiéu cau chuyén khac nhau sé dem dén cho ban
cam giac thu vi khi doc.

Trong lan doc dau tién, t6i dé nghi cac ban dirng voi phan tich ma nén xem
nhanh qua mot lwgt, hay gach chan va danh dau lai nhitng diém thyc sy
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“khién ban khong thé bé qua”. Piéu nay sé tao diéu kién cho ban c6 thé
nam duwgc nhitng thong diép va quan niém tong quat nhat ctia cudn sach.

O Ian doc thit hai, ban s& can dén mot cudn s6 tay dé ghi lai nhitng y twéng
ma ban tim thay trong cudén sach va nhan thay rang cé thé 4p dung vao cudc
song hay sy nghiép ctia minh. Lan doc nay sé khién ban phai tham gia vao
ndi dung cda cudn sach va c6 thé ban sé tiéu ton mot khodng thoi gian kha
dai trong lan doc nay. Hay hiéu rang muc dich ctia ban khong phai la xem
minh c6 thé doc quyén sach nhanh dén dau ma la kiém tra xem minh c6 thé
hoc héi va rit ra diéu gi sau khi doc sach.

Lan doc thit ba cho phép ban mé rong nhitng diéu cuén sach dé cap dén, thé
la ban sé lai thém nhiéu y twdng nita vao cudn sé nhé ctia minh. Lan doc
nay chdc chan sé ton rat nhiéu thoi gian, nhung ban hay nhé rang minh
dang dau tw thoi gian chit khong sit dung hoang phi n6. Nhan day, toi cling
khuyén cac ban nén doc cudn sach nay vao sang sém, t6i khuya va vao dip
cu6i tuan béi thoi gian ctia cac ngay trong tuan nén duwgc danh cho khach
hang. D6 chinh la cong viéc ctia ban ma!

Lan doc thit tw han la sé gitip ban nhan thitc 6 hon vé hon 700 cau héi lién
quan dén linh vic ban hang. Khi t6i viét cuén sach nay, nhitng doan hoi
thoai, chién thudt kinh doanh dé cap dén trong cuén sach thwong phan anh
kinh nghiém ban hang cta chinh bén than t6i. Mot thuan 1gi khac la néu ban
c6 thé doc cudn sach nay nhiéu lan thi cac chién thuat sé tham nhuan va dan
tré thanh m4t phan ctia con ngwdi ban, ngay ca khi ban khong thé nhan biét
diéu do. Khi do, hiéu qua cong viéc sé tang lén dang ké day!

Cudi cung, t6i mong cac ban hay nhd rang mét thwong vu chi hoan tat sau
khi hgp dong da dwoc ky két, hang hoa da duwgc giao tan noi, tién da dwoc
thanh todn va khach hang hoan toan hai long vé san pham ciing nhw cung
cach phuc vu cuaa ban.
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PHAN 1: PHAN TIiCH TAM LY
BAN HANG
MUC TIEU

I. “Ban” cho ban y tuwéng vé tam quan trong cda sy dang tin cdy & nguoi
ban hang.

II. “Ban” cho ban y twéng vé tam quan trong cta nhitng van dé tam ly
thwong gap trong qua trinh ban hang.

III. “Ban” cho ban khai niém tai sao ban phai hoc cach thuyét phuc khach
hang.

IV. Gitp ban hiéu rang cac khoéa dao tao k¥ nang ban hang khong tao ra mot
nhan vién ban hang chuyén nghiép ma chi giup ban ban hang hiéu qua hon.

V. Gidi thiéu chan dung cua mot chuyén gia ban hang thuc thu va mot loat
nhitng ky thuat ban hang chuyén nghieép.

CAC CHIEN THUAT VA TRINH TU PE THUC HIEN MOT THUONG
VU HOAN HAO

Chién thuat “don vao thé hiém”
Chién thuat danh vao “wédc muon sé hitu” ctia khach hang.
Chién thuat danh vao “sy bdi r6i” cua khach hang.

Chién thuat “1902”
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Chién thuat 1am khach hang tin rang ho “cé kha nang chi tra”.

Chién thuat “thuyét phuc”

Chién thuat danh vao tam ly “t6i muén c6 san pham d6” cta khach hang
Chién thuat “cau chuyén ctia mot chu ré”

Chién thuat dwa ra “nhiéu lya chon cho khach hang”

Chién thuat danh vao tam ly “mua ngay bay gid hoac khong con co hdi nao
khac”

Chién thuat “thwong vu tiép theo”

Chién thuat “thuan mua vira ban”

Chién thuat khuyén khich khach hang “dwa ra quyét dinh mai”.
Chién thuat “thay doi ngir diéu”

Chién thuat giai téa tam 1y “so bi mua hé” cua khach hang.
Chién thuat st dung yéu to “gia phi”

Chién thuat st dung yéu to “chat lwgng”

Chién thuat “nghich dao”

Chién thuat danh vao sy “si dién” cua khach hang.

Chién thuat “cong thém”

Chién thuat “bo sung”

Chién thuat chong nhitng con “thinh n6” ctia khach hang
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Chuwong 1: MOT “BA NOI TRQ” BAN
HANG XUAT SAC

“CHUNG TA NEN DAU TU BAO NHIEU?”

Nam 1968, chiing t6i chuyén t6i Dallas. Ngay sau do t6i nhan gidng day cac
khoéa hoc vé ban hang va vé phuong cach tao dong Iwc ca nhan va nguon
cam hitng tr bén trong. Trudc do, t6i chwra bao gid ban ron dén thé, toi lam
viéc lién tuc tir 9 gio sang dén 9 gio t6i va tir thit Hai dén thit Bay. Ching
toi can phai mua nha bdi rd rang la ching t6i khong thé & nha tro mai dugc.
Téc P va toi da ban bac rit k§ ludng trede khi quyét dinh dau tw mot
khodn tién “hgp ly” dé mua nha.

Sau khi xac dinh chinh xac s6 tién sé dung dé mua nha, c6 dy néi: “Néu tim
thdy ngoi nha mo wéc do, ching ta c6 thé chi thém dé mua duwgc nd
khong?”. Cau hoi do khién hai ching t6i tranh luan kha gay go vé so tién
mua nha. Chuing t6i néi chuyén va ban bac vGi nhau khong biét bao nhiéu
lan trede khi di dén quyét dinh cudi cung la c6 thé chi thém 20 ngan d6 la
nita. C6 1€ vao thoi diém hién tai thi con s6 20 ngan dé la “tang thém” do
chi twong duwong véi mot nha dé xe hay mot khoanh san c6 kich c@ trung
binh, nhwng vao nam 1968, véi 20 ngan do la, ban c6 thé xay mot s6 thi
kha hoanh trang trén mot dién tich trén dudi 200 m2.

Sau mot thoi gian miét mai san lung khap noi, Téc Dé chot danh sach con
lai hai ng6i nha wng y. Khi dat chan vao ng6i nha th hai, c6 ay quyét dinh
cham dut cudc “di san”.

“VAY NGOI NHA bO GIA BAO NHIEU?”
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bém do, khi toi di lam vé, Téc Po6 mirng ro thong bao: “Anh yéu, em da
tim thay ngbi nha mo wdc ctia ching minh réi. Cé dén bon phong ngu tuyét
dep va c6 ca mot khoang san rong phia sau dé xdy bé boi nhi minh van
thuong ban véi nhau dy. Trong moi phong con c6 mot phong vé sinh rong

rai va ca mot bon tam nita!”
To6i cat ngang: “Khoan da nao em yéu! Vay ngoi nha do6 gia bao nhiéu?”.

Téc Do dang yéu cua toi van tiép tuc: “Chac chan anh sé rat thich vi phong
lam viéc riéng rat rong rai, tran nha thiét ké theo kiéu kién tric nha thg, con
ga-ra thi da rong cho ca hai 6 t6. Anh biét khong, tuyét nhat 1a anh c6 thé
xay mot can phong lam viéc nho xinh biét lap nhw mo wdc cua anh trén dién
tich 3,5 x 3,5 (m) & sau nha. Anh sé c6 m6t khong gian yén tinh dé viét lach
¢ d6. Con mot diéu nita, phong ngu chinh 16n dén mic minh c6 thé khiéu
vii & d6 duoc! Oi, d6 1a ngdi nha tuyét nhat day!”.

Zig, chinh la t6i (lai phai ngat 16i ¢6 dy mot lan nita): “Em yéu a, ngdi nha
do gia bao nhiéu thé?”. C6 ay ndi gia va cac ban biét khong, cai gia do vuot
khoan tién dw phong t6i da 20 ngan do la ctia ching toi t6i 18 ngan do la!
T6i nhe nhang néi: “Em a, ching ta khong thé mua ndi ngdi nha dé dau!”.
Téc D6 diu dang dap lai: “Em biét, nhung anh dirng lo. Vi ching ta khong
biét nhiéu vé bat dong san nén em da moi mot nha thau xay dung ngay mai
cung di v6i ching ta dén d6 dé xem xét”.

CAN THAN KEO BI “DANH LUA” BOI KHACH HANG TIEM NANG

T6i mién cwdng: “Pwoc roi, anh sé di nhwng chi xem qua thoéi nhé”. Co ay
niing niu: “Em biét r6i, anh dirng lo!”.

T6i nhw bi hit hon khi nhin thady ngdi nha. Moi th, tir phong cach thiét ké
cho dén kiéu bai tri déu hét nht mo wéc cua t6i. T6i mudn mua ngdi nha dé
ngay lap titc nhung dang budn la nhitng diéu ta muon va nhitng diéu ta c6
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thé doi ldc lai cach nhau qua xa. Thé 1a t6i bat dau ra vé véi vo va ca nguoi
chu thau theo cadch ma khach hang thwong thé hién vGi nhitng nguwdi ban
hang. Mdc du rat thich ng6i nha nhung t6i van lam nhw thé khong hitng thu
gi may. Ly do v? Pon gian la vi t6i s¢ vg toi va nha thau sé budc toi lam
mot diéu ma téi rat mudn lam. D6 1a chuyén mua mot ngdi nha ma chac
chan rang ching t6i khong thé kham néi céi gia ctia n6. Do vay dé bao vé
ban than khong bi anh hwdng bdi nhitng wéc mudn cao voi ctia minh, tot
nhat 1a t6i gid vo nhu chang may thich thi véi ng6i nha.

Réat nhiéu lan khach hang cwong quyét tiv chéi hen gap véi 1y do anh ta
khong mu6n “lang phi thoi gian cua ca ban lan anh ta”. D6 la khach hang
tiém nang nhat bdi anh ta biét minh thyc sy can san pham hay dich vu do
ban cung cap. Tuy nhién, vao thoi diém dé, anh ta cdm thdy minh chwa c6
da diéu kién mua hang, bdi vay, anh ta khéng mudn bi tac dong béi viéc
xem hang mau hay nghe ban thuyét trinh vé san pham. Anh ta gi ban 10i
xin 16i rang “khong mudn phi thdi gian cia anh va cta t6i” don gian la vi
anh ta biét rang minh chwa thé mua no.

CHIEN THUAT “DON VAO THE HIEM”

bé tranh bi khach hang “don vao thé bi”, ban can phai hiéu rang cau noéi
“To6i khong can biét san pham cta anh la gi” khac han véi cau néi “Thyc sy
toi rat thich san pham nay nhung hién gio té6i chwa thé mua né dugc, do vay
toi chira muon nghe anh thuyét trinh vé né”. Rat nhiéu lan khach hang cua
ban c6 thé & vao tinh thé nhu khi téi buéc chan qua khung ctra ngdi nha mo
wGc noi trén va ho c6 khuynh hwéng tranh xa nhitng wéc muén xa xi do
bang cach ttr chdi 16i hen gap cta ban.

... Trong khi d6 Téc Do sung swdéng quan sat khap noi, nang mirng r& reo
1én rang khodnh san phia treéc ngdi nha rat phu hgp dé xay mot con duong
vao nha hinh vong cung nhw t6i hang mo wdc, lai con c6 cd mot bo den
chum 16ng lay trong phong khach nita. Nang ngam nghia bo dén chum va
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cuoi rat twoi. Nang da lam diang nhitng viéc can lam. Nang mudn t6i nhin

thdy cdm xuc thich thi cia nang - va t6i hiéu nang mudn gi!

CHIEN THUAT PANH VAO “UGC MUON SO HUOU” CUA KHACH
HANG

Khi ching t6i budc vao can phong lam viéc, c6 ay ndi to: “Anh yéu, phong
nay rong that day!”. Toi chwa kip dap lai thi c6 ay tiép tuc: “Nhin kia, cai 10
swdi cta anh that 1a tuyét! Cac gia sach cling vay, em sé xép sach ctia anh
vao day [bong nhién moi thit déu tr¢ thanh cua t6i! Qua la mot don tam ly
tuyét voi!l. Em dang nghi dén hinh dnh anh ng6i doc sach vao mot bubi
chiéu Chu nhat that binh an va dam chiéu nhin nhitng ngon Itta chay bap
bung trong 1o suwai...”.

R6i nang lao vé phia phong ngu chinh “Anh nhin nay, n6 rong dén mitc
chiing ta c6 thé dat thém mot chiéc ban va hai céi ghé vao cho kia. Moi sang
s6ém chiing minh sé cung nhau nhdm nhép ca phé va tan huwéng khong gian
yén tinh cta bu6i ban mai. Anh thit vao nhin cai ti am twongcta anhdi, n6
c6 thé chira tat ca moi thit do nghé ctaa anh trong d6”.

R6i nang budc vé phia ga-ra va néi: “Oi! O day c6 di chd cho hai chiéc 6 to
cta anh va em! Khoanh dat nay sé dung dé xay phong lam viéc riéng cho
anh. Anh ti'ng mong wéc cé mot can phong nhu thé tv lau réi, ding
khong?”. Khi chung t6i quay tr@ vao nha, nang néi: “Khi Suzie di hoc xa
nha (khodng 2 ndm), minh sé danh can phong nay cho khach dén choi, nhw
ching minh thwong mo wéc”.

Sau khi xem xong toan bo ngdi nha, Téc Dé dé thwong cua toi siét chat tay
toi va au yém hoi: “Anh thdy ngoi nha thé nao, anh yéu?”.

CHIEN THUAT BANH VAO “SU BOI ROI” CUA KHACH HANG
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T6i phdi trd 161 vg t6i thé nao day? RO rang la toi khong thé néi: “Anh
khong thich ng6i nha nay” béi diéu d6 khong dung sy that. Vi vay t6i noi:
“Em yéu, anh rat thich ngdi nha d6. N6 dep that diy nhung em ciling biét 1o
la ching ta khong c6 da tién dé mua mot ng6i nha nhw thé”.

Nhitng diéu t6i n6i ra liéu c6 lam cho c6 ay budén hay khong? Hoan toan
khong. Nang nhin t6i bang 4nh mat long lanh: “Anh yéu a, em biét diéu do
ch, nhung em chi muén cho anh xem thit gi do that dep thoi [ngirng mot
chut]. Con bay gio minh sé ti€p tuc tim xem c6 ngdi nha nao ré hon khong”.
(Oi!!! Nang dang 1am cho t6i phai béi réi khi khong chon mua mét ngdi nha
ung y nhu vay!)

Buoi to6i hom dé Toc Bé khong néi gi vé ngoi nha dé nita. Sang hom sau,
khi t6i dang danh rang, nang budc vao va héi: “Ching minh sé song &
Dallas nay bao lau anh nhi?”.

“Ummm, chic 1a cling kha 1au diy em a.”
VA NANG BAT PAU “HA GUC” TOI

Téc Do ngdp ngirng hoi: “Anh c6 nghi la ching minh sé ¢ day dén 30 nam
nita khong?” Tbi dap: “Chéc chin 16i! Oi, anh thich Dallas biét bao vi nd
rat tién dwong di lam cho anh. Nhwng tai sao em lai chon con s6 30 nam?”.

Nang hoi tiép “Anh yéu, néu ching minh & day thém 30 nam nita thi 18
ngan do la phat sinh thém kia sé chia thanh bao nhiéu mo6i nam?”. (Nang
quén, hodc o tinh 10 di gia tri géc ctia ng6i nha. Nang “quén” ca khoan tién
20 ngan do la kha 16n tang thém so v@i théa thuan ban dau cta ching t6i
khi ban bac so tién danh dé mua nha va khoan tién 1ai, tién bdo hiém va tién
thué nira!)

T6i nham tinh “18 ngan do la chia cho 30 nam, vi chi 600 d6 la mo6i nam”.
Nang hoi don: “Vay la bao nhiéu mot thang?”. “50 d6 la mot thang”. Vo toi

https://thuviensach.vn



tiép: “Thé la bao nhiéu mot ngay?”.

“Thoéi nao, em biét ma. 1 d6 la 70 cent[2] mOt ngay, nhung sao em lai héi
anh nhw vay?” Nang to ra rat cwong quyét: “Em c6 thé héi anh thém mot
cau nita chir?”.

Nhin vé mat khan khodn ctia nang, t6i khong thé tir choi: “Cau gi thé?”. Chi
cho ¢6 vay, nang ndi ngay: “Anh a, liéu moi ngay anh c6 thé bé ra 1 do la
va 70 cent dé vg anh duwgc hanh phiic tron ven khong? Hay anh muén vg
anh chi don thuan la m6t nguwdi hanh phic binh thwdng nhw bay gio?”.

Toi tin rang cac ban c6 thé doan ra hién tai ching t6i dang song & dau.

Cau chuyén nay chita dung rat nhiéu ky thuat va dién bién tam ly dang chu
y. Dau tién, t6i biét ro la vo toi dang co thuyét phuc t6i, nhung t6i lai chang
thé lam gi dé tranh cdm gidc khoé chiu d6. Ciling giong nhuw toi, khach hang
sé khong thé cé cach doi xi nao khac v6i nhitng ngwdi ban hang nhiét tinh
nhw nguwdi vg yéu caa téi. That sy, khé ai c6 thé cudng lai chiéu thitc nay,
nhat la b&i mot ngwdi muon dem diéu t6t dén cho nguwdi khac (vg toi da
phan tich cho t6i thdy rang lam nhw thé chinh la t6i dang mang hanh phic
16n lao dén cho nang).

AP DUNG VAO TINH HUONG CUA BAN
CHIEN THUAT “1902”

Sau khi nghe cau chuyén ctia t6i, diéu dau tién t6i mong muon la cac ban
hdy ap dung vao hoan canh thic té cia minh. Toi goi chién thuat ma vo toi
da ap dung véi téi la Chién thuat “1902” bdi vao nam 1902, Frederick
Sheldon da trinh bay chién thuat nay trong mét quyén sach ctia 6ng. Diéu
tr@ tréu la vo toi da hoc dwgc chién thuat nay khi tham dv cac 16p dao tao
ban hang cua to6i va da ap dung thanh cong do6i véi mot “khach hang tiém
nang” cua nang, la toi day.
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DUNG DBE “LOT VAO TAI” TAT CA MOI THU

Luwu y th hai qua cau chuyén nay la hdy “nghe” theo cach cta Toc Bé. Co
ay khong hé “nghe thay” t6i than van “Lam sao ching ta c6 dugc ngan ay
tién? Ching ta khong thé mua ngoi nha d6!”. Lic do, t6i bong ngd rang vo
toi c6 van dé vé thinh giac?! C6 ay muodn c6 ngdi nha dé va khong muon
nghe bat ¢t 10i nao no6i dén viéc khong mua can nha dy. Toi cho rang cac
nhan vién ban hang ciing nén lam ra vé minh ciing c6 van dé vé thinh giac
moi khi khach hang néi rang ho khong quan tam dén san pham ctia minh.

Moi khi khach hang néi “Gia cao qua” hay “T6i khong quan tdm”, c6 thé ho
chi mudén am chi rang ho sé khong trd mot khodn tién “to” dé nhan dugc
khoan lgi “nh6” nhu vay. Trong nhitng trwong hop nhw vay, hay hoc cach
“nghe” cia T6c Dé dé tré thanh mot ngudi “co van dé veé thinh giac”.

Mot diéu khac nita cling khong kém phan quan trong la Téc D6 khong bao
gio té vé kho chiu, c6 y tranh luan hay déi choi vdi toi. Khi thuyét phuc toi,
co ay ludbn tin rang cudi cung c6 ay sé thanh cong. C6 dy khong bao gio
tranh cdi moi khi t6i nhac dén chuyén khong c6 du tién va diéu do la rat can
thiét bdi tranh cai chi tao ra nhitng d6i nghich vo hinh va chac chan ban sé
gap kho khan 16n hon khi vira xoa diu sy chong doi lai vira phai tac dong
tich cire dén khach hang cuia ban.

CHIEN THUAT LAM CHO KHACH HANG TIN RANG HO “CO KHA
NANG CHI TRA”

To6c D6 1a ngwdi lac quan va cd dy biét r6 toi cling thé. Co6 ay tin rang t6i sé
c6 gang nhan thém vai budi day hay n6 lyc thye hién thém mot vai thuwong
vu dé kiém ra khoan thu nhap bo sung “1 d6 la 70 cent moi ngay” doé. Vi
thé, lru y tht ba rit ra tit cau chuyén nay chinh la nguwdi ban hang phai lac
quan nghi rang khach hang c6 thé chi trd cho san pham, dich vu d6. Chac
chan mét diéu la trong rat nhiéu tredng hop,mong dgi cia nhan vién ban
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hang c6 moi quan hé truc tiép tdi quyét dinh ctia khach hang. Du trong bat
clt cudc gap gb nao vdi khach hang, hay chitng té cho ho thay rang ban rat
mong dgi vao sy thanh cong cua thuong vu.

Luu y thi tw 1a ban c6 thé ban dwgc hang mot cach dé dang bang cach dat
ra nhitng cau hoéi c6 tinh dan dat hon la so véi chi néi chuyén don thuan.
Bang nhitng cau hoi ctia minh, Téc Do da tirng bwdc lam t6i “ngd” ra rang
khong nhitng chung t6i c6 kha ndang mua ngoi nha d6 ma chuing t6i con nén
mua no. Pay cling chinh la chién thuat Socrates[3] ma rat nhiéu bac si, luat
su, ké toan, cO van, cdc muc su, tham ti cung vo sO ngudi thanh cong khac
da ap dung va gat hai nhiéu thanh cong trén con dwong su nghiép lan trong

cudc song cua ho.
MUC TIEU RO RANG

Luu y thit nam la Téc D6 hiéu rang co ay can phai thuyét phuc dwoc toi vé
khoan 18 ngan d6 la tang thém do. Truwdc khi di tim nha, c6 ay da khién toi
phai dong y vé khoan tién sé dung dé mua nha. Tham chi c6 ay con budc toi
dong y sé tra thém 20 ngan do la nita, néu can. C¥ nhw mot nhan vién ban
hang xudt sac, c6 ay biét 1o la ching t6i chang can ban luan gi thém vé
nhitng thit da dugc quyét dinh truede do.

Néu dang lam viéc trong linh vie bat dong san, khi khach hang noi rang
anh ta dang tim mua mot ngdi nha cé gia 200 ngan do la thi ban da cam
chac trong tay mot don dat hang tri gia 200 ngan dé la. Khi dd, cong viéc
cta ban chi la dan anh ta dén m6t ng6i nha cu thé va néi chuyén véi nguoi
ban dé ho dong y ban & mirc gia thap hon gia chao ban. Khi doé, ban chi la
mot ngwoi ban hang rat doi binh thuong.

Dé nhan danh hiéu “ngwdi ban hang xuat sac”, ban phai nhan dién dugc nhu
cau va mong muon cta khach hang. Trong tredng hop trén, ban phai thuyét
phuc duoc vi khach hang d6 mua mot ngoi nha tri gia 250 ngan do la, thay
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vi ngbi nha 200 ngan do la ding nhu kha nang cda anh ta. Dé cam thay moi
chuyén dé dang, hday nghi rang ban chi can thuyét phuc anh ta tra 50 ngan
d6 la ma théi vi trén thyc té, anh ta da “dong y” chi trd 200 ngan do la ré6i
va ban chang phdi ton cong sttc khong can thiét dé thuyét phuc ho bo ra so
tién do. Thuec t€ 13, anh ta c6 nhu cau thue sw vé nha & nén mai tim dén ban.

Do6i vGi cac san pham khac cling vay, néu khach hang muén bé ra mot so
tién la X d6 la nhung cudi cung san pham dap &ng nhu cau cta anh ta lai la
X cong thém mot khodn nita thi nhiém vu “chinh” ctia ban la thuyét phuc
anh ta dong y trd so tién tang thém va ban da cé mot thwong vu thanh cong
my man.

Nhuw t6i da noéi, “cong viéc” cta Téc D6 luc do la thuyét phuc toi chiu bo
thém 18 ngan do la dé mua ngbi nha. Co dy biét rang néu no6i dén so tién 18
ngan do la cong véi 20 ngan do la cong vGi khoan tién dy dinh mua nha ban
dau congvdi tién thué, phi bao hiém va tién 1ai thi rd rang t6i sé khong thé
“chap nhan”. Do vay, c6 ay chi néi dén khoan tién cong thém cudi cung la
18 ngan do la va chia nho s6 tién dén mic t6i da.

Co ay biét rang trong tham tam, toi sé mua bat ¢ thit gi ma c6 ay thich va
co dy ciling biét t6i tin rang minh c6 thé c6 gang lam viéc nhiéu hon mot
chit dé c6 thém tién trd cho ng6i nha mang lai hanh phtc 16n lao cho ¢o ay
va c0 ay da tim moi cach dé chitng minh rang viéc chi trd thém do suy cho
cung la dé phuc vu cho cac nhu cau co ban ctia cudc song.Co ay thong minh
t6i mirc khong dé 1y do vi sao chiing t6i nén mua nha lan at cach thitc ching
t6i mua nha. Hay chia nho mic gia dé khach hang dé dang chip nhan san
pham, dich vu cuda ban.

HAY TiM HIEU KHACH HANG CUA BAN

Chinh vi ban khong thé biét ro vé khach hang ctia minh nhuw Téc Do biét vé
toi, tirc khach hang ctia c6 ay, nén lwu y thit sau la ban hay c6 gang tim hiéu
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vé khach hang cua minh cang k¥ cang tot. Vg t6i biét rat rd t6i mong muon
diéu gi. Vi du nhu c6 ay luén nhé rang, héi con bé trong mot lan kha tiéc
gian, toi tuyén bo la sé xay mot ho boi that to. Chuyén la thé nay:

Ho6i nho, khi con séng & thanh phd Yazoo, Mississippi, c6 mot lan cau ban
than goi dién thoai ra t6i di boi & mot cau lac bd dong qué, doé 1a noi duy
nhat trong thi trdn cé bé boi. To6i dap xe t6i cau lac bd trong cai nang chay
da ctia mua he, v6i vang thay do boi va chi chd nhdy xuéng nwéc nita ma
thoi. Cho mai van khong thay cau ban t6i tdi. Bé boi hap dan dén mitc toi
quyét dinh nhdy xuéng. Mot nhan vién trong cau lac bo nhin thay t6i va
nhan ra rang to6i khong phai thanh vién cua cau lac b nay, vi thé anh ta
ngay lap tirc dudi toi ra khdi bé boi. Ngay hom sau, anh ta con “maoi” toi
dén van phong noi chuyén. T6i chwa bao gio cam thay kinh hai dén thé.

Anh ta n6i véi t6i vé nhitng quy luat, quy tac cta cau lac bd va dung nhitng
tir khong may dé chiu. Ngay khi vira bwdc ra khoi van phong, t6i da khong
kim dugc nwdc mat va da c6 mot tuyén bé hung hon nhu tré con thuong
lam trong Itdc tirc t6i vi bi cham ty ai, toi “thé”: “Mot ngay nao do tG sé xay
mot cai ho boi to hon cdi ho boi cia cau lac bo thanh phd Yazoo,
Mississippi”.

Vi ty 4i ma t6i mdi tuyén bo “rum beng” nhw vay. Tuy nhién sau nay, khi da
c6 chit thanh cong nhat dinh trong cudc song thi wdc mo thoi tho au lai troi
day. Nam 1969, chiing t6i xdy mdt ho boi ¢ san sau. N6 dai hon céi ho boi

cua cau lac bo no ding 0,3 mét!

Hay tim hiéu tat cd moi thong tin lién quan dén khach hang, chia nho gia
ctia san pham, thuyét phuc khach hang bang tit ca sy lac quan ctia minh va
gia vo khong nghe thay nhitng 10i tir choi cda ho. Dat ra that nhiéu cau héi
dé nhan dién van dé va dan dat khach hang dwa ra quyét dinh cubi cung.
Tim hiéu xem diéu gi c6 thé gidi quyét van dé ctia khach hang va chi cho ho
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thdy rang san pham ma ban cung cap chinh la gidi phap ma ho dang tim

kiém.
BA THU NGOI NHA CHUA CcO

Khi chuyén tir Columbia, South Carolina dén Dallas, t6i néi truéc véi Toc
Do rang cd dy sé dugc quyén quyét dinh moi thit tt phong cach, vi tri, chat
liéu dén ca cac phu kién di kém dé bién né thanh ng6i nha mo wdc “cna hai
ching ta”, triv ba thit: d6 1a mot ho boi that 16n hinh miii tén dé toi thye hién

~X)

“tuyén bo” thoi tho du cia minh, m6t phong lam viéc nhé dé t6i co thé viét
quyén sach ma toi thwong néi vé né nhung chwa c6 hanh dong gi, va mot
dwong lai xe vao nha hinh vong cung. Tat nhién ca ba thit nay déu chwa
dugc xay dung, nhung “ba ndi tr¢g” ban hang xuit sac, tiec Toéc Do cua toi,
da chu dao danh ra nhitng vi tri ma t6i cé thé xay bé boi, dat phong lam viéc
riéng hay lam duong lai xe hinh vong cung trude nha.

bay that sy la mot diém rat quan trong. C6 nhitng ltic khach hang sé hoi ban
vé nhitng thit rat chi tiét. Néu ban c6 thé dap ng nhitng gi ho muén thi
thwong vu dé khong con gi phai ban thém. Nhuwng ban cling can nhé rang
nhiéu nguoi khong biét ho mudn gi bdi ho khéng biét minh c6 nhitng chon
lya nao.Vay, lvu y tht bay chinh la néu ban khong thé dap tng chinh xac
nhu cau cta khach hang thi dirng voi cho rang ho qua kho tinh.

Rat nhiéu lan khi di mua sam, ching ta thwong xac dinh trwéc minh can
mua nhitng mén hang gi, nhung cudi cung lai mua duge nhitng mon khac
va ta lai thich hon. Hién tai ngdi nha khong c6é dugc nhitng gi to6i mong
muon nhung diéu d6 khong cé nghia 1a né khéng phu hgp. Téc Do da chi
cho t6i thdy rang ching t6i hoan toan c6 thé xay thém ba thit ma t6i hang ao
wdc. Diéu nay lién quan dén kha nang twéng twong ctia ngwdi ban hang dé
giup khach hang c6 dugc nhitng gi ho mong muén. Hay nhé rang:
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Ban c6 thé c6 dugce tit cd moi thit trong cudc séng néu ban biét gitip nguoi
khac dat dwoc diéu ho muon.
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Chuwong 2: KHACH HANG 1A
“THUQNG DE”

MOI VIEC BPEU KHONG DON GIAN!

C6 rat nhiéu diéu phdi lam néu muén tré thanh mot nguwdi ban hang lao
luyén hodc mu6n ting manh doanh s6 ban hang trong khi van c6 thé xay
dwng moi quan hé khang khit véi khach hang. Néu ban mudn phat trién toan
dién kha ndng ban hang ctia minh thi hdy lam viéc va lam viéc nhiéu hon
nita. Nhitng hiéu biét thau ddo vé tam ly sé gitip ban hiéu duwgc vi sao khach
hang tiém nang lai “dap lai” hay “phan t&ng” trwéc mot s6 ky thuat hay
chién thuat ban hang nao d6. Nhitng hiéu biét tam 1y nay dac biét quan
trong béi néu ban biét cach lam mot viéc gi d6 mot cach thanh thao thi ban
sé luon tim duwge viéc lam, nhung néu ban hiéu ca chit tai sao thi ban sé
dwgc lam “sép”.

NHAN THUC TRUOC, THUYET PHUC SAU

Co 1é khong gi khién mot ngwoi ban hang nan long hon 10i tv choi cua
khach hang tredc mot san pham coé chat lwgng tot, giup tiét kiém chi phi,
gia ca phai chang, dap &ng duwgc mong mudn, nhu cau va kha nang tai chinh
ctia khach hang! Diéu do6 cho thay khach hang da tin nhung chwra hoan toan
bi thuyét phuc dé dwa ra quyét dinh mua hang.

Tuy dwgc xem la mot trong nhitng nha tv twdng xuat sac nhat moi thoi dai,
nhung Aristotle cling c6 mdt hoc thuyét hoan toan sai 1am. Ong cho ring
néu hai vat dong chat c6 khoi lwgng khac nhau roi xuéng tir cing mot do
cao sé rai voi toc do khac nhau. Hoc thuyét caa Aristotle da duoc giang day
tai Pai hoc Pisa. Nhiéu nam sau, Galileo thach thitc hoc thuyét ctia Aristotle
bang cach phat biéu ngwgc lai. Cac gido su va sinh vién cta treong Pisa vo
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cung ngac nhién bgi Galileo dam bac bo ly 1€ caa Aristotle vi dai, ho thach
thi'c ong chitng minh 1ap luan cta minh.

Galileo da chitng minh quan diém cta minh bang viéc leo lén dinh Thap
Nghiéng Pisa, tha hai vat cung chat liéu c6 khoi lwgng khac nhau tr mot do
cao, va dng thay chiing tiép dat cting mot liic. Ong da chitng minh cho cac
gido s va sinh vién rang ong ding va Aristotle sai. Theo ban, cac gido suw
ctia Pai hoc Pisa c6 day sinh vién hoc thuyét mdi ctia Galileo khong?

Cau tra 1oi 1a ho van tiép tuc day hoc thuyét cta Aristotle bdi Galileo tuy da
chitng minh cho ho thdy hoc thuyét cia 6ng ding nhung 6ng khong thuyét
phuc dvgc ho.

Vay, cau hoi dwgc dat ra la:

(a) Lam thé nao dé thuyét phuc nguwoi khac?
(b) Thuyét phuc la gi?

Cau tra loi la:

(a) Mu6n thuyét phuc ngudi khac, ban khong nén néi cho ho nghe ma phai
héi ho.

(b) Thuyét phuc bat nguon tir tiéng Phap, n6é c6 nghia la “dwa ra nhitng 10i
khuyén bd ich”.

Xuyén sudt cac nguyén tac va bi quyét dugce dé cap trong cudn sach nay,
chung ta sé kham pha vai tro ctua cac chuyeén gia ban hang trong qua trinh
trd thanh mot “nha tw van” hodc nguwdi hwéng dan mua hang - titc nhitng
nguwoi co thé duwa ra nhitng 161 khuyén thye sy bo ich. Trong qua trinh tim
hiéu nhitng kién thitc co ban vé ban hang, cac ban sé gap hon 700 cau héi
khac nhau, va duéi day la cac cau hoi danh cho ban.
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CHIEN THUAT “THUYET PHUC”

Co6 thé ban cho rang nhitng cau héi nay qua don gian, tuy nhién viéc tra 1oi
sé lam sang t6 suy nghi cia ban va tao nén mot mach suy nghi xuyén su6t
cu6n sach nay. Bay gio ban hay cam but 1én va trd 16i lan lwgt nhitng cau
hoi don gian nay:

Cau hoi: San pham ma ban dang chao ban c6 chat lwgng twong doi tot?
Co6 Khong

Cau hoi: San pham ma ban dang chao ban c6 chat lwvong dac biét tot?
Co Khong

Cau hoi: San pham ma ban dang chao ban cé thé gidi quyét mot hay nhiéu
van dé cta khach hang?

Mot van dé  Nhiéu van dé

Cau héi: Ban c6 cho rang minh xitng dang dwgc nhan mot khoan 1gi nhuan
khi ban mot san pham c6 thé gidi quyét mot van dé cta khach hang?

Co6 Khong

Cau hoi: Ban c6 cam thady minh dang nhan dugc khodn lgi nhuan gip doéi
khi ban dwogc hai san pham c6 thé gidi quyét hai van dé cua khach hang?

C6 Khong

Nhiéu kha nang ban sé chon cau trad 10i “c6” cho cac cau hoi trén. R0 rang
tam ly cta ban la néu c6 thé gidi quyét cang nhiéu van dé cho khach hang
thi ban mong nhan dwgc nhiéu lgi nhuan hon. Biéu dé khong sai.
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Cau hoi: Ban da lam cong viéc ban hang dwgc mot nam?
C6 Khong

Cau hoi: Néu vay, ban da danh dum dwgc tit ca sé tién kiém dugc trong
sudt mwoi hai thang lam c6ng viéc ban hang nay?

Co6 Khong
Theo t0i, cau tra 10i “an toan” cho cau hoi nay la “khong”.

Cau hoi: Co khach hang nao cua ban, du da mua hang cach day mot nam
nhwng hién tai van con st dung va nhan dugc 1gi ich cta san pham do ban
cung cap?

Co Khong

Néu cau trd 16i cia ban 1a “cé” trong hau hét cac treong hop thi cau hoi tiép
theo sé la: Ai la nguwoi “dwgc hwdng lgi”’nhiéu nhat, ban hay khach hang?
Néu khach hang la ngudi dugce lgi nhiéu nhat thi ai phai cdm on ai khi mot
thwvong vu duwgc hoan tat?

C6 thé ban sé nhanh chéng chi tiéu hét toan bo hoac phan 16n 1gi nhuan hay
hoa hong nhan dugc sau khi két thiic thwong vu. Thé nhung cac 1gi ich ma
khach hang nhan dugc tir sdn pham mua dwgc rat cé thé sé kéo dai tham chi
dén nhiéu nam sau nita. Nhw vay néu san pham ctia ban giip khach hang
gidi quyét dugc van dé va c6 mirc gia hgp 1y thi khach hang méi la nguoi
dugc loi nhiéu nhat.

Cau héi: Nhitng cong viéc can thiét ma ban phéi lam la “cho” khach hang
hay “vi” khach hang?

bay la mot trong nhitng van dé co ban va quan trong nhat. Néu ban nghi
rang minh dang lam viéc “cho” khach hang thi ban qua la mot ngudi “cé tai

https://thuviensach.vn



dung manh khée”. Tr “dung manh khoe” dugc dinh nghia la “dung mét so
‘muwu meo’ dé kiém soat hanh dong - doi khi vi muc dich gian 1an hay vi
ludn c6 tr twong phai lam nhw vay”. Vi hon nam muoi nam kinh nghiém
trong ngheé, t6i chra gdp mot ngwdi nao st dung “chiéu thirc” nay ma lai
thanh cong trong sw nghiép ban hang chuyéen nghiép.

Con néu ban nghi rang minh dang lam viéc “vi” khach hang thi cuén sach
nay sé la mot cong cu ho trg dac luc vi né lam doi dao kién thitc ban hang
cta ban. Sy quan tdm va mong mudn dem dén lgi ich cho nguwdi khac sé
mang dén cho ban rat nhiéu Igi ich - hitu hinh lan v6 hinh. Nguwdi ban hang
nén tim hiéu nhu cau ctia khach hang dé cung cap cac san pham hay dich vu
phu hgp va thuyét phuc khach hang mua hang vi 1gi ich cta ban than ho.

KHACH HANG LA “THUONG DE”

Céac cau hoi trén dwgce dat ra nham muc dich hinh thanh trong tam tri ban
mot suy nghi rang khach hang la nguwoi dwgec hwdng lgi nhiéu nhat (tat
nhién la trong tredng hop san pham cé gia hop 1y va chat lvgng tot).

Vay néu chiung ta mac dinh rang khach hang luén la ngwdi phai nhan dugc
nhiéu lgi ich nhat thi sao? Chuing ta hdy dat ban than vao vi tri cia khach
hang. Trudc nhitng phan tich ding dan cda ban, thyc ra khach hang dang tw
thuyét phuc chinh ban than minh. Khi d6 ban sé c6 nhiéu co hoi “dan dat”
anh ta dén hanh dong mua hang béi khong con diéu gi khién anh ta c6 thé
ttr chdi nita - d6 cling chinh 1a muc tiéu cta ban.

Vi SAO KHACH HANG KHONG MUA HANG CA O HIEN TAI LAN
TRONG TUONG LAI?

C6 nam ly do co ban khién khach hang tir ch6i mua hang, bao géom: (1)
khong cé nhu cau, (2) khong c6 tién, (3) khong c6 dong lwc, (4) khéng co
mong muon va (5) khong tin twdng. Du khach hang khong muén mua hang
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vi bat cttly do nao thi ban cling sé mat mot thwong vu va dwong nhién khach
hang do cling sé khong nhan dugc cac 1gi ich ma mén hang d6 mang lai.

Chinh vi mot thwong vu that bai sé gay ton that cho ca doi bén nén ban can
phadi tim hiéu can ké 1y do vi sao khach hang lai khong mua sdn pham ctia
ban. Kha nang thanh cong sé cao hon rat nhiéu néu ban biét nhan dién cac
1y do khién khach hang tir chéi va gidi quyét ching mét cach hop ly.

MGt trong nam ly do khién khach hang kh6ng mu6n mua hang la do ho thay
ban than khong c6 nhu cau véi loai hang hoéa do.

Nguoi ban hang sé gap phai rat nhiéu kho khan néu tat cd moi ngudi déu co
suy nghi “bdo thu”: “Chung ta chi nén mua nhitng gi minh can”. Téi mudn
de cap dén khia canh nay béi nhu cau cia con ngudi la vé han. Ban than
ching ta hay khach hang lu6n mua nhitng thi ching ta muén cé hay khao
khat dugc s& hitu. Bay chinh la ly do lam cho “mong mudn” (ly do thi tw)
anh hvdng dén quyét dinh mua hang cta khach hang.

Gio day chung ta sé trd lai véi cau hoi vé nhu cau va tim hiéu xem khach
hang néi khong c6 nhu cau nghia la thé nao. Trong nhiéu trwong hgp, néu
khong noi 1a hau hét, khach hang noéi “khéng c6 nhu cau” béi chinh ho
khong biét rang ban than ho dang c6 nhu cau.

“Tién” la ly do thit hai khién khach hang tir ch6i mua hang. C6 nhiéu nguoi
thue s khéng c6 tién hay khong cé du tién va hon ai hét, ngudi ban hang
phai la ngudi nhan biét khach hang ctia minh c6 tién hay khong béi mot vai
nguoi thwong khong noi that khi bdo minh khong c6 tién hay khong cé du
tién dé mua mén hang nay hay san pham kia.

CHIEN THUAT PANH VAO TAM LY “TOI MUON CO SAN PHAM
DPO” CUA KHACH HANG
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Cau chuyén nho duédi day sé lam sang té quan diém nay. Nhiéu nam trudc,
khi vira méi “chan wét, chan rdo” budc vao nghé ban hang, toi goi dién cho
gia dinh Funderburk & Lancaster, South Carolina. Cong viéc chinh cua ho la
nuodi ga va ban tritng. Toi gidi thiéu vdi ho cling nhw mot vai ngudi quanh
day vé bo xoong n6i nau bép. Budi gidi thiéu dién ra tai nha ho va toi cling
c6 dip quan sat gian bép va nhitng loai n6i niéu ma ho chwa cé. R rang la
ho c6 nhu cau vé do dung ndu bép nén t6i da danh hai gio lién dé thuyét
phuc ho nhung tat cad chang di dén dau ca. Ba Funderburk luon miéng noi:
“Chung dat qua, to6i khong c6 da tién mua!”.

Mot Iic sau c6 ai dé néi dén chat lwgng tuyét hdo ctia do sit. Khi toi vira
nhac dén moén d6 s, mat ba ay sang 1én. Va cudc néi chuyén dién ra nhu
sau.

Ba Funderburk: “Anh c6 ban do st khong?”

Zig (mim cudi): “Chung t6i c6 nhitng bo do st tot nhat thé gigi.” (Tat nhién
dé6 la theo quan diém cta t6i.)

Ba Funderburk: “Anh c6 mang theo bo nao khéng?” Zig (ding day va ddm
manh vao xe 0 t6): “Ba may man day!”

Vai phut sau khi t6i vui swéng roi khoi nha ba Funderburk véi don dat hang
nhitng mén do s tri gia cao gap nhiéu lan so vdi nhitng bo xoong néi ma
toi da c6 gang thuyét phuc ba &y mua. Van dé cta to6i khi d6 khong lién
quan gi dén cong viéc ban hang ma la héi xem ba dy sé chon mén do s cé

mau ma nao va tién hanh cac tha tuc thanh toan.

Cau hoi: Liéu co6 phai ba Funderburk da néi déi la minh khong c6 du tién
khi trong thuyc té ba ta lai dat mua nhitng moén do st dat tién hon rat nhiéu
so vGi do ndu bép ma t6i gidi thiéu? Qua la mot cau hoi thu vi. Cau tré 16i la
“dung”, ba dy da noi doi va toi - mot trong nhitng ngwoi song theo chu
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nghia thuan tdy tin rang 16i néi d6i khong chac da la mot 16i néi doi. Tuy
nhién muc dich ctia cudn sach nay la gitp ban thuyét phuc khach hang hanh
dong vi 1gi ich caa chinh hg. Vi vay ching ta hdy suy nghi nhuw khach hang,
c6 nhitng cdm xtc twong tw nhw ho va tré thanh nguwdi t van mua hang caa
ho.

Khi ba Funderburk néi rang ba ay khong cé tién va khong thé chi trd cho
mot bd xoong néi tirc 1a ba &y muodn noéi: “Toi khong bo tién ra dé mua bo
xoong noi dé chi don gian la vi t6i khong mudn cé né”. Vay nén, trong suy
nghi cia minh ba ta cho rdng minh dang néi that, du chi 1a mot phan rat nho
cua s that.

biéu cot 16i trong cac tinh huéng nhu trén la lam thé nao dé kham pha dugc
1y do thye sy khién ba Funderburk khong mua hang. Trong tredng hop nay,
1y do thuc sy khong phai vi thiéu tién ma vi ba dy khong c6 “wéc mudn” sé
hitu sdn pham do6. Xuyén su6t cuén sach nay toi sé dé cap dén cac tha thuat
tham do dé tim hiéu suy nghi cia nguwdi khac. Ba Funderburk mua do sit vi
nhiéu ly do: (1) ba thyc sy muén cé no; (2) ba da tin twdng t6i; (3) toi thyc
su kién tri trong vai tro cia mdt ngwdi tw van mua hang va trong sudt qua
trinh no6i chuyén, ba da bdc 16 wéc muon dugce sé hitu nhitng do st tinh xdo
cht khong phai mot bé xoong noi.

KHACH HANG MUA NHUNG GI HO MUON

Thyc té ba Funderburk can mot bé dung cu nha bép st dung trong cudc
song thwong nhat va bo do st kia c6 1é chi sir dung vai lan mo6i nam nhwng
BA MUON CO MOT BO PO SU. biém mau chét trong ban hang la:

Khéach hang mua nhitng gi ho muon, ké ca khi mong muén dé6 16n hon s6
tién ma ho phai bo ra.
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Trong tat ca cac treong hgp, khach hang mua nhitng gi ho thyc sy muon -
chi khong nhat thiét 1a nhitng thit ho can. Co hdi va nhiém vu ctia ban la
dem dén cho ho nhitng 1gi ich tir sdn pham va dich vu ctia ban. Chac chan
khach hang sé ti€p tuc muén mua san pham cuia ban, khéng chi mot lan ma

con rat nhiéu lan niva.
KHI KHACH HANG LUONG LU

Ly do thit ba khién khach hang khong mua san pham 1a vi ho khéng cam
thdy can phai mua hang ngay, do vay ban khong nén qua ban tam dén thoi
diém mua hang. Dé6i khi khach hang héi nguwdi ban: “Tai sao anh c@ thuyét
phuc t6i phdi mua sdn pham dé vao hom nay? T6i da ba muoi chin tudi va
da song tirng ddy nam ma khong can dén san pham nay. Chang 1€ anh chi
dén gdp toi mot 1an roi théi sao?” hay “Toi sé con gap lai anh ma? Vay thi
viéc gi ma chuiing ta phdi voi vay?”. Mot trong nhitng tré ngai 16n nhat 1a ly
do “Chang viéc gi phdi voi ca”. Do vay, nhiém vu khoé khan nhat ctia nguoi
ban hang la lam cho khach hang c6 sy quan tdm da 16n dén mirc duwa ra
quyét dinh mua hang ngay tai thoi diém ban thuyét phuc ho.

CHIEN THUAT “CAU CHUYEN CUA MOT CHU RE”

Thu thuat hitu hiéu nhat khién khach hang thoat khéi nhitng suy nghi qua v
“cttng nhac” kia chinh la dong tinh vé&i ho thay vi c@ mai thuyét phuc ho
mua hang. Trong nhitng tinh hudng nhw thé, t6i thwong chi mim cuwoi va
néi: “Thua ong, dya trén nhitng trdi nghiém cuda riéng minh, toi cho rang co
1é 6ng da ding va 6ng chwa can phai mua hang ngay bay gio. Nhin lai cudc
song cta ban than, toi cho rang viéc toi va vg toi lam dam cuwéi la mot quyét
dinh sai lJam vé mat tai chinh. Pam cwdi can phai chi phi rat nhiéu, néu kién
nhan cho thém hai muwoi nam, c6 thé ching t6i dd c6 mot tuan trang mat
dang nhd nhat trong cudc doi! Viéc ching téi bat dau mot cudc song gia
dinh ciling la m6t sai 1am bdi néu chung t6i chd thém muwdi hay mudi lam
nam nita, 1i tré da cé mot cudc song tot hon. Quyét dinh mua ngdi nha dau
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tién thwe sy 1a mot sai 1am béi chi can ching toi chiu khé cho dgi thém hai
muoi hay ba muwoi nam nita, ngoi nha cua chung toi c6 1€ con to va dep hon
gdp nhiéu lan. Nhung thwa 6ng, c6 mot van dé la néu 6ng cho doi cho dén
khi tit cd moi thit hoan hao thi 6ng sé giong nhw hai nhan vat trong bai tho
sau:

Téc bac, Iwng cong, tay chong gay, c6 dau tién vao thanh duong
Lay bay buéc theo sau bay tré

MoOm mém miéng cuoi

Bén 16i di, chu ré tw tw tién tdi trén chiéc xe 1an

La ho day, doi uyén wong nhiéu tuoi

Ban c6 nhan ra “diéu ky diéu” khi ho dén gan hon?

Rang doi uyén wong “kién tri” nhat

Da chd nhau, dau bac, tién “da” méi thanh vo chong.

Trich trong Timid Salesmen Have Skinny Kids, Judge Ziglar”

Sau khi doc xong bai tho, t6i sé im ldng trong gidy lat r6i ti€p tuc noi: “T6i
tin rang khong c6 thoi diém nao goi la thich hgp nhéat. Nguwoi Trung Quoc
c6 cau: Mot cudc hanh trinh dai ngan dam luén bat dau bang bwéc di dau
tién. Ca toi va ong déu biét rang quyeén s& hitu sdn pham nay dugc xac lap
ngay khi dwa ra quyét dinh mua hang. Thuc ra bay gio 6ng chi can quan
tam dén viéc gia ca toi dwa ra c6 phu hgp vdi kha nang tai chinh cia ong
hay khong va nhitng diéu ma ching ta da trao doi cling cho thidy véi ong,
gia ca khong phai la van dé. Ly do gi khién 6ng quyét dinh khong mua mot
mén hang ma chac chan né sé gidp ich cho ban than 6ng va nhitng nguoi
than cta 6ng?”
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CHIEN THUAT BDUA RA “NHIEU LUA CHON CHO KHACH HANG”

Luon tao diéu kién dé khach hang dwoc Iwa chon giita tién ich nay va tién
ich khac, ching han nhv “Ong c6 muén ching t6i giao hang cang s6m cang
t6t hay sé giao trong vong hai tuan t6i?” hodc “Ong muén 14y san pham nay
ngay bay gio hay chung t6i sé giao hang tan nha cho 6ng?”. Pay la mot ky
thuat thuong xuyén dugc st dung va to ra kha hiéu qua. Luu y 1a khong nén
dwa ra tinh huéng khach hang chon Iwa gitta mot gidi phap bat ky va mot
giai phap khong mua hang, cac ban nhé!

KHACH HANG SE MUA NEU HO THUC SU MUON

Ly do thit tw khién rat nhiéu khach hang khong mua san pham cta ban la vi
ho thyc sy khong muén mua. Hau hét cac nhan vién ban hang - va di nhién
la cé t6i nita - nhan thay mot diéu kha la lung la khong ai trong ching toi
muon mua nhitng mén hang ma ching t6i dang ban! Biéu nay la cé that.
Néu niém tin ma ban danh cho sdn pham cta minh qua 16n thi ban sé khong
thé hiéu dugc 1y do vi sao lai c6 nguwoi khong muoén mua nhitng mén hang
d6 va ban sé rat kho chap nhan thuc té€ nay. Vay, hay ghi nhé rang khach
hang chi tir chéi 161 dé nghi mua hang ctia ban chit khéng phai ho cy tuyét
ca nhan ban.

CHIEN THUAT PANH VAO TAM LY “MUA NGAY BAY GIO HOAC
KHONG CON CO HOI NAO KHAC”

Trong mot lan gidi thiéu bo xoong noi nau bép cho mé6t gda phu séng & mot
thi trdn nho tai Elgin, South Carolina, ba ay rén ri khong ngét khi nghe t6i
nobi vé gia cua bo xoong noéi do, nao la “Oi troi oi, t6i khong bao gio mua
noi bd xoong noi dé. Toi chi 1a mot géa phuy, toi phai ty nudi song ban than
minh. Sang nao toi cling phai an chung vai con trai va con dau & nha chung.
T6i chi mat 1 xu cho bita tria va t6i khong an t6i. Ngay nao toi ciing di lam,
c6 1é chi c6 Chu nhat 1a ngay duy nhat toi st dung bé xoong noéi d6”. Ba
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ti€p tuc: “Toi sdap dén tudi nghi hwu, khi dé toi chi nhan dwgc mot khoan trg

cap it 6i ma thoi”.

Sau khi dwa ra hang loat nhitng ly do vi sao khéng thé mua san pham cua
t0i, ba ay lai nhin t6i va cuoi nguwgng: “Nhung Zig nay, ca doi t6i chi mong
dwgce c6 bo xoong noi nhw thé. Néu bay gio t6i khong mua noé thi t6i sé
khong con co hoi nita. Chac la t6i phdi mua bd xoong noi ctia anh”.

Song hanh vGi wdc muon cua ba la noi lo sg danh mat mét co hdi ma ba sé
khong bao gid gap lai, so sé bo 16 mot diéu vo cung quan trong. D6 la mot
thure té hoan toan mang tinh tam ly, noi lo sg mat di mét thit gi d6 con manh
hon cd mong mu6n s& hitu no.

T6i may man dén ding noi, vao ding thoi diém va mang theo ding san
pham nguoi phu nit kia dang ao wdc. Thém vao dé, t6i luon gilt im lang va
lang nghe ba dy “lién thoang” ké vé nhitng kh6 khan ctia minh. Diéu nay
lam ba ay cam thdy thodi mai hon va cho rang quyét dinh mua hang xuat
phat tir y mudn ctia ban than.

KHACH HANG SE MUA HANG NEU HO TIN TUONG BAN

Ly do thit nam c¢ 1€ 1a ly do quan trong khién khach hang khong muén mua
san pham cna ban: ho khong tin ban! That kh6 xac dinh va nhan dién ly do
nay bdi chang c6 may khach hang néi thang ra rang: “Nay, anh biét 1o la
anh dang noi dé6i toi ma! Sao anh khong dam thtra nhan diéu d6 nhi? Hon ai
hét anh biét rang san pham nay khong hé t6t nhw nhitng gi anh dang quéang
cao”.

Khéach hang khéng truc tiép noi rang ban la mot ké néi déi nhung néu ho
nghi hay cdm nhdn nhw vay thi cuc dién van dé ciing khong khac gi. Ho sé
khong mua hang cda ban. Cam giac nghi ngd thuwdng rat mo ho nhung mot
khi xuat hién, né c6 thé khién ban bi mat mot thuwong vu.
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Két qua nghién citu cua Hiép hoi Ban hang va Tiép thi New York cho thay
c6 dén 71% khach hang quyét dinh mua hang vi ho quy mén, tin twéng va
ton trong ngwdi ban hang. Biém mau chdt ¢ day la ban - nguwdi ban hang -
khong thé nao mau thuan vdi chinh con ngwoi thic cta ban. Hay luon kién
dinh trong moi mat ctia cudc song néu ban mudn dat dugc thanh cong ryc
rd trong viéc tao dung sw nghiép ban hang chuyén nghiép. Pay ciling la mot
trong nhitng ly do “kh6ng nhé” gidp ban tao an twgng manh mé trong tam
tri khach hang.

Vo s6 bang chitng da dwoc chitng minh nhw: nghién cttu cia t6 chitc bao
hiém nhan tho Connecticut Mutual, nghién citu ctia gido su Robert Coles
thudc Pai hoc Harvard, t6 chitc Corporate Bigamy ctia Mortimer Feinberg
va Richard Dempewolff; bdo cdo ctia cac dién dan lién két, bdo cao Cox va
cac nghién cttu khac déu cho thdy cdm giac la mét diéu gi do that manh mé.
Céac cong ty ludn dwa ra nhitng wu &i nhat dinh danh cho cac tng vién tim
viéc c6 dao ditc nghé nghiép, trung thuc, kién dinh xay dung sy nghiép ban
than. Yéu cau vé dao dirc nghé nghiép la can thiét v4i bat cv nghé nghiép,
linh vire nao - dac biét 1a nghé ban hang.

Mot nguwdi ban hang c6 kha nang thuyét phuc nhung khéng c6 dao dirc nghé
nghiép c6 thé “mé hodac” khach hang, khién ho mua nhitng san pham hay
dich vu v6 bd v6i mot mirc gia “trén troi”. Tuy nhién diéu gi sé xay ra tiép
theo? Thit nhat, khach hang da mat tién oan va mat ca sy tin twéng nhat
dinh vao con nguwoi. Thit hai, ngudi ban hang da danh mat long ty trong va
co hoi dat dugc thanh céng thye sw trong su nghiép vi chi nham vao nhitng
lgi ich tredc mat. Cudi cung, nghé ban hang cling mat uy tin va niém tin ctia
cong chung.

To6i c6 niém tin manh mé rang thanh cong trong cong viéc ban hang sé dén
v6i ban nhanh chéng va dé dang hon, tham chi thanh cong dé sé that ruc r&
va kéo dai mai néu ban biét dat dao dirc nghé nghiép 1én hang dau. b6
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chinh 1a ly do vi sao t6i luén lu6n nhan manh rang diéu quan trong nhat
trong quy trinh ban hang chinh la ban than ngudi ban hang.
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Chuwong 3: SU TIN NHIEM: CHIA
KHOA PEM LAI THANH CONG
TRONG NGHE BAN HANG

MONG MUON VA THI HIEU CUA MOI NGUOI LA GIONG NHAU
Cac chuyén gia ban hang trén thé gi¢i déu cé xu huéng dong y véi cau noi
trén va toi tin rang chinh ban than ban ciing sé theo xu hwéng dé khi tham

gia vao tro choi nho sau day:

1. Ban hay tam ngung doc cudn sach nay trong gidy lat va gio ba ngén tay &
tay cam but ctia ban Ién.

2. Ban hdy suy nghi vé mot loai hoa nao dé.

3. Tiép do6 ban chuyén sang suy nghi vé mot mén do noi that nao dé.
4. R6i suy nghi vé mot mau sac bat ky.

5. Ban hdy nghi vé mot con s6 nao do trong khoang tir 1 dén 10.
Két qua nhu sau:

1. C6 96 % s6 ngudi dwa 3 ngoén gitra lén.

2. Khodng 50% nghi vé hoa hong.

3. 1/3 s6 ngudi choi nghi vé mot chiéc ghé.

4. Cé hang ta mau dé lya chon nhung dén 60% s6 ngwoi lva chon mau do.

https://thuviensach.vn



5. Khodng 1/4 s6 ngudi choi nghi dén so6 7.

Ngu y cua toi trong tro choi trén la c6 rat nhiéu diém giong nhau trong thoéi
quen va cach suy nghi ctia moi ngudi. Biéu dé cho thay co rat nhiéu diém
twong dong gitta cac khach hang du ho & dau, lam nghé gi va mong muén
mot cudc song nhu thé nao. Mot trong nhitng wu diém ctia cudn sach nay la
giip ban biét cach tan dung nhitng diém twong dong d6 dé thuyét phuc
khach hang thuc hién hanh dong mua hang vi 1gi ich thiét thyc cta chinh
ban than ho.

NGUYEN TAC TRUNG BINH

Khong nhw cac chuyén gia dao tao ban hang khac, t6i khong muon néi
nhiéu vé nguyén tac trung binh. T6i doan la ngay tir khi m&i bat dau céng
viéc, gidam doc ban hang da noi vGi ban rang néu tiép xuic da s6 lwong khach
hang va dung doi twong, ban sé ban dwgc hang. “Hay goi “du” s6 cudc dién
thoai, cau sé kiém dwgc vai thwong vu”. Theo ho, cac cudc goi cé thé mang
thwong vu dén cho ban. Néu khong dam goi thi ban sé chang cé gi ca. bén
day t6i van dong y v&i nhan dinh trén.

Xét mot cach tong thé, ching ta c6 thé tin vao cac nguyén tac trung binh,
song dobi khi cling c6 nhitng sai 1am nhat dinh. Chang han nhu treong hgp
mot anh ban than va cling la dong nghiép cua t6i, Mike Frank, da thuc hién
dén hon 19.000 cudc dién thoai “nong nhiét” véi khach hang va anh da
nhan ra bi quyét cot 16i gitup thye hién thanh cong moi viéc theo nguyén tac
trung binh la:

(1) Thuc hién dua sé lwgng cudc dién thoai hay cac budi thuyét trinh vé san
pham;

(2) Co gang dat dugce hiéu qua cang cao cang tot trong tirng cudc dién thoai;
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(3) Nh¢ lai nhitng diéu ban da néi hay lam dung, rit ra nhitng diéu ban cé
thé lam t6t hon, hiéu qua hon.

CHIEN THUAT “THUONG VU TIEP THEO”

Toi tin rang tat ca nhitng nguwdi ban hang trén thé gidi nay bao gom ca ban
déu khong thich nguyén tac trung binh. Cau héi dat ra la: Ban muén dat
dwgc diéu gi trong budi gap go khach hang tiép theo cia minh? Mot thwong
vu thanh cong? Va nhitng thwong vu tiép theo, tiép theo nira thi sao? C6 thé
ban khong muén thwc hién thanh cong tat ca cac thwong vu nhung chac
chan ban mu6n c6 dugc nhitng thwong vu ngay sau dé. Lam thé nao dé thuc
hién thanh cong thwong vu véi khach hang trong lan gap g sap t6i? Theo
danh gia cuda toi, ban nén bat dau va két thuc tat ca cac thwong vu trong su
tin twdng tuyét doi vao thanh cong sau cung. Khi phai dwong dau vdi cac
van dé cta khach hang nhu khong cé nhu cau, khong c6 tién, khéng co
dong lwc, khong c6 wéc mudn thi niém tin va sy tin nhiém la diém twa vitng
chac nhat cho ban.

TIEN HOA HONG LA GI?

Ban can tra 16i cau héi nay trudc khi doc dén phan tiép theo: trong linh vuc
kinh doanh ctda ban, khoan hoa hong trung binh cho moi thirong vu sap stra
thanh cong la bao nhiéu? Thwong vu sap stra thanh céng nghia la ban thyc
su chac chan khach hang sé cam but ky hgp dong.

Du kinh doanh trong linh virc nao thi t6i dam ‘cuwgc’ 1a khoan tién hoa hong
d6é déu nhw nhau - ban hay t6i sé nhan dwgc mot khodn 1gi v6 hinh rat 16n.
No6i cach khac, sap stra thanh cong thoi van chwa du. Mot trong nhitng diéu
khién cac chuyén gia ban hang dé dang thoai chi nhat la thwong vu bi huy
bé khi anh ta gan nhuw da hoan tat thwong vu va tan hwdng cam giac chién
thang. Dau vay, day van la diéu thuvong xuyén xay ra.
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SU HIEN HOU CUA CAC YEUTO TAM LY

Néu muon tré thanh m6t chuyén gia ban hang thie thu thi ban can phai hiéu
biét doi diéu vé tam ly. C6 m4t nguyén tac ma ching to6i luén nhan manh

trong cudn sach nay, dé la:

Ban c6 thé c6 dugce tit cd moi thit trong cudc song néu ban biét gitip nguoi
khac dat duwogc diéu ho muon.

Quan diém cta t6i la sé khong hwéng dan ban cach hoan tat mét thiwong vu
bai mot khi ban da thue hién dwgce diéu d6 mot 1an, chac chan sau doé ban sé
biét cach phéi lam nhw thé nao. Biéu td6i mudn la giip ban cdi thién ty 1é
thanh cong ngay tir khi dat cau héi tham do, thye hién thuyét trinh hay khi
gidi thiéu san pham. Néu hiéu duwgc tam quan trong cda ba yéu té nay chac
chan ty 1€ thanh cong trong moi thuwong vu ctia ban sé cao hon.

Trudc hét, cac thwong vu két thiic tét dep nhin vao qua trinh ban hang thuan
lgi, qua trinh ban hang thuan lgi xdy ra khi nguwdi ban hang la mot nguoi tot
bung (cau hoi dat ra la: “Ban c6 phai 1a mot ngwoi tot bung khong?”). Thi
hai, cudn sach nay gitp ban c6 dugc “ban nang” két thic thwong vu va cudi
cung, ban sé tim hiéu thém mot s6 phuwong phap két thic thuwong vu quan
trong.

Kha nang thién bam hay truc giac, diéu ma phu nit thwong nhay bén hon
nam gidi, la vd cung can thiét déi v4i cong viéc ban hang va can phai dugc
phat huy & ca nam lan nit. Kha nang thién bam sé gitip ban tré thanh mot
nha “tw van mua hang” thuc sy khi thay khach hang cé nhitng biéu hién cho
thay ho sap stra dwa ra quyét dinh mua hang cudi cung. Ban can phai tw van,
giip do khach hang giai quyét nhitng khé khan cua ho bang cach mua san
pham, hang héa, hay dich vu cta ban.
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Néu ban c6 thé cai thién ty 1é thwong vu thanh cong thém 10% (t6i tin chac
néu ty 1é thanh céng cac thwong vu ctia ban dang it hon 60% thi 10% tang
thém la con s0 hoan toan cé thé dat dugc) thi doanh s6 ban hang ctia ban sé
tang lén dang ké va ban cling c6 thém thoi gian dé theo dudi nhitng muc
tieu 1on lao hon.

CON RAT NHIEU DBIEU PHAI LAM BEN CANH VIEC HOAN TAT
THUONG VU

T6i muon nhan manh dén mot diéu vo cung quan trong: nhiéu nhan vién
ban hang luén do twéng rang chi can ap dung ding nhitng chiéu thirc hoan
tat thwong vu la ho c6 thé cai thién dang ké doanh s6 ban hang. Tuy nhién,
toi mubn néi rang khong chi riéng khau két thic ma bat ky khau nao trong
quy trinh ban hang cling déu quan trong nhw nhau.

Lam thé nao dé c6 mot két thic tot dep néu ban khong c6 khach hang? Lam
thé nao hoan tat thwong vu néu ban khong biét cach sap xép mot cudc hen
v@i khach hang? Du ban da biét cach hoan tat thwong vu sao cho that nhanh
chong thi ban van khé c6 thé tao “sitc ép” khién khach hang mudn mua
hang cta ban. Ban cang kién tri thuyét phuc, khach hang cang tri hoan hay
toi té hon, ho sé cau gat vgi ban. Co6 1é ban ngac nhién véi cach dat tiéu de
va cach cdu tric cudn sach nay nhung muc dich cta t6i 1a giup ban thuyc
hién cac khau caa quy trinh ban hang mot cach hiéu qua.

Khi tim thdy mot khach hang tiém nang nghia la ban da budc vao khau dau
tién ctia quy trinh ban hang. Ban sé chuyén sang khau thit hai néu sap xép
dwgc mé6t cudc hen vdi khach hang va khi thye hién bai thuyét trinh an
twgng titc 1a ban dang ¢ khau thit ba ctia quy trinh. Néu ban khong dat dwoc
mot bwdc tién nao nghia la ban dang lang phi thoi gian cia cd minh lan
khach hang. Khau cudi cung, titc hoan tat hay két thic, cling twong ti nhw
viéc ghi diém trong thé thao vay, né quyét dinh diém s6 cao, thap va su
“thang, thua” ctia ban.
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POI KHI NHUNG PIEU “NHO NHAT” LAI QUYET BINH KET QUA
CUA MOT THUONG VU

Trong linh vwc ban hang, cé nhitng diéu twdng chirtng nhw “nhé nhat”
nhung lai quyét dinh sy thanh bai cta thwong vu. M6t 6 nang déng danh sé
c6 cam tinh vGi ban néu duge ban goi 1a “méo con”, nhung sé “to chuyén”
ddy néu ban goi c6 ay la “con meéo”[4]. Hay noi v&i phu nhan ctia ban rang
nang dang yéu nhw con gié dau xuan,ban sé ghi dwgc nhiéu diém hon trong
mat nang nhwng néu ban noi rang nang la con gié cudi dong thi ban sé gap
rac roi to day!

Khi nhitng diéu “nho nhat” d6 c6 tac dung bd trg cho ban, két qua cudi
cung sé rat khac biét. Biéu nho nhat do6 cé thé chi la mot déi giay duwoc danh
boéng sach s€; 1a b6 com-1€, vdy dam hay quan 4o duwgc la phang phiu; dau
toc gon gang; ca vat nghiém chinh hay trang diém phu hop, twoi tan. D6
cling c6 thé la viéc an mac qua dém dang hay qua t6i tan; mot gwong mat
ludn twoi cwoi, thai dd an can, nha nhan va luén lwu tam dén thoi gian quy
bau ctia khach hang hay kha nang lam viéc c6 ké hoach, cé kha nang tng
X tot, biét n6i nhitng 10i cdAm on chan thanh, gian di...
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T6i khong thé nao liét ké hét tat ca nhitng diéu twdng chirng nhw “nho nhat”
dé nhung mdét phan tich mdi day cho thdy mot vai diéu “nhé nhat” ma
khach hang ludn quan tam dén la sy tw tin cta ban, long nhiét tinh ctia ban
trong viéc giip do ho tim gidi phap va cam giac tu hao khi cung cap nhitng
san pham va dich vu tot nhat cho khach hang véi mitc gia phdi chang vdi su
dam bao rang chiing dem lai lgi ich cao nhat cho khach hang.

KHI NAO NEN KET THUC MOT THUONG VU?

Nhiéu ngudi ban hang déu c6 chung cau hoéi: “Khi nao nén két thic thwong
vu?”. Ngay tir budi ban dau t6i da dwgc nghe nhiéu nguwdi ban hang va cac
chuyén gia dao tao ban hang noi: “C6 thé két thic sém, két thic ding ldc
hodc két thic muon”. Trong nhiéu treong hop, 16i khuyén do nghe co vé
ding dan nhung ro rang la khi két thiic qua sém, c6 kha nang ban sé danh
mat nhitng co hoi thyc sy dé thye hién cac thwong vu tiép theo.

Vay thé nao va khi nao dwgc coi la “qua s6m”?

“Qua s6m” la khi ban hoan tdt mot thwong vu trwede khi thiét 1ap dugc
nhitng gia tri vitng chac trong tam tri khach hang vé san pham hay dich vu
ma ban dang cung cap.

Khach hang chi mua lgi ich do sdn pham mang lai, bat ké dé la san pham gi.
Néu ban chi c6 gang két thic thuwong vu trede khi tao dung gia tri cho san
pham thi ban chi nhw mot ngwdi ban hang “dang lam viéc v6i cuong do
cao”, luon muodn két thic thwong vu nay deé tiép tuc xuc tién thwong vu véi
khach hang tiép theo ma khong thuc sy quan tam dén nhu cau va wdc mudn
cta khach hang la gi. Duong nhu ban chi quan tdm dén diéu minh muon va
diéu nay vo tinh tao ra bitc twdng ngan cach gitta khach hang va ban. Bé r6i
sau dé chinh ban la nguwdi phai virgt qua birc twong dé dé thue hién thuwong
vu.
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Ban hoan toan c6 thé thong bao triréc cho khach hang rang ban sé yéu cau
ky két hgp dong. Chang han nhw khi con lam viéc trong linh vyc bdo hiém
nhan tho, t6i da thuc hién mét quy trinh ban hang chi qua hai lan gap go
khach hang. Lan gap g& dau tién la dé c6 dwgc nhitng thong tin co ban vé
khach hang va tim hiéu nhu cau ma 6ng ay da dv tinh ti trwdc, cling nhw
viéc 6ng ay sé vé huu va nhitng dy tinh cho gia dinh (day thuc sy la mot
khach hang day tiém nang). Khi gdp g& vi khach nay lan hai (cung véi ban
de xuat), t6i da thyc hién mot bai thuyét trinh hoan chinh, tao dung gia tri
cho dich vu ctia minh va sau dé la c6 gang két thic thwong vu.

CHIEN THUAT “THUAN MUA VUA BAN”

Trong lan gap go thit hai, tdi dua cho 6ng ay xem ban dé xuat da dugc soan
thao ky lwdng roi néi: “Thuwa 6ng, day la ban dé xuat ctia 6ng va n6 da dwoc
soan thdo rat can than. Toi sé gidi thich ndi dung cua ban dé xudt nay dén
khi moi thong tin dwa ra dugc ro rang va dé hiéu. Bén lic do, 6ng c6 thé
quyét dinh mua hay khong cling khéng sao”.

Mot diéu vo cung thu vi da dén vai t6i. Ty 1€ két thic cac thwong vu thanh
cong cua toi tang 1én gan 10% va doanh sé ban hang con tang nhiéu hon thé
nita. D6 la do toi biét loai bo va gidm b6t s6 lwgng cac cudc goi nham chan
va st dung nhiéu thoi gian tim kiém khach hang méi hon.
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Chuong 4: KINH NGHIEM BAN HANG

CHIEN THUAT KHUYEN KHICH KHACH HANG “DUA RA QUYET
PINH MOT”

Khi khach hang ttt ch6i mua hang, diéu nay cé nghia la ban da khong thé
thay doi quan diém cua ho. Dé khach hang thay doi quan diém cta ho, ban
phai thuyét phuc ho thita nhan rang ho da sai 1am khi néi “khong mua”.
Nhung ban tht nhin lai xem trong vong mot nam vira qua, c6 bao nhiéu lan
ban thtra nhan rang minh sai hay da quyét dinh sai lam? Han la khong c6
lan nao. Ngay ca ban than chiing ta ciing it khi thita nhan ban than minh sai,
vay lam thé nao c6 thé thuyét phuc khach hang lam diéu dé!

Khi mot khach hang néi “khéng”, mot s6 nhan vién ban hang tiép 1oi: “O,
du sém hay mudn thi 6ng cling sé mua n6 badi vi né phu hgp véi nhu cau
ctia 6ng. Vay sao 6ng khong mua ngay ldc nay?”. Hanh dong dé khién cho
khach hang c6 cam giac la ban dang tao ap lwc khién ho phai thira nhan ho
da sai khi tir ch6i mua hang cda ban. Ho sé tré nén buyc titc va mau thuan
cang luc cang tang thém, gay anh hwéng khong t6t dén moi quan hé gitra
hai bén.

“KHONG” THUONG CO NGHIA LA “TOI KHONG CHAC LA TOI SE
KHONG MUA...”

Khéach hang thuwong khong thay doéi suy nghi cia minh nhuwng anh ta lai
thich dwa ra mot quyét dinh mé&i dwa trén nhitng théng tin méi, vi du nhw
“Tai sao anh khong noéi véi toi rang khu dat d6 nam & khu vic ngoai 0
thanh pho va khi do toi sé khong phai déng thué?”; hay “Vi sao anh khong
bdo vdi t6i 1a ching ta cé thé in trén ca hai mat gidy? Mac du gia loai gidy
d6é cao hon nhung it nhat ching ta cling tiét kiem dwogc mot khoan tién
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twong doi” hay nhv mot quyét dinh méi “Dang ra anh nén giai thich loai
nay phu hgp véi gu thaim my ctia bon tré. Li tré khdng mudn mua loai khac
dau”. Vi khach hang lu6n dwa ra cac quyét dinh méi dwa trén nhitng thong
tin md&i nén quy trinh ban hang doi héi ban phai c6 gang hoan tit thwong vu
ngay sau khi da tao lap dwoc gia tri cho san pham, hay da khoi day wéc
muoén s@ hitu san pham cta khach hang, chi khong phai sau khi ban da
cung cap toan bo thong tin cho khach hang.

Néu ban chd cho téi khi ban da cung cap day du thong tin vé san pham cho
khach hang r6i méi chét lai dé hoan tat thuwong vu thi d6 la mot sai 1am rat
nghiém trong day! Khach hang sé ty ho trd 16i “khong mua” dé tranh cam
giac rang minh la “ngwoi dé tinh”, rang ho da khong suy nghi can than
tredc khi ra quyét dinh mua hang cta ban. Quan trong hon ntta la ho sg bi
xem la “dai dot” néu ra mot quyét dinh chong vanh. Trong rat nhiéu trudong
hop, nhitng khach hang noi “khéng” nay trén thyc té lai c6 y muén noi véi
ban rang: “Hay cho t6i biét thém thong tin va lam cho t6i an tam rang “dong
y mua” la mot quyét dinh dung dan. N6i ngan gon, hay gitp to6i quyét dinh
mua mot cach dé dang di nao!” Vi vay, cong viéc ctia ngwoi ban hang la
giup khach hang mua hang dé dang hon.

Khach hang bi thuyét phuc béi sitc thuyét phuc cta 10i néi hon la kha nang
1ap luan 16-gic caa ban.

VI SAO KHACH HANG NOI “KHONG”?

Khi khach hang tir choi hoac néi ho khong c6 du tién thi tat ca cac chuyén
gia ban hang trén thé gigi déu biét ho ngu y rang: “T6i sé khong tra nhiéu
hon gia tri thyc sy cia mén hang”. Sy that la ho khong cdm nhan duwgc rang
san pham ctia ban hoan toan dang gia v4i so tién ma ban vira néu ra. Viéc
ban c khang khang thuyét phuc khach hang mua hang cang tao thém ap
lwc cho khach hang va diéu nay khién ho cang tré nén buc titc hon. Nhitng
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cam xuc tiéu cuc nay chinh la mot trong nhitng nguyén nhan pha huy moi
quan hé gitta ban va khach hang.

Trong hau hét cac treong hgp, ban khong thé thay doi dot ngdt hay ha gia
san pham nhung ban c6 thé nhanh chéng thay doi gia tri ctia né bang cach
cung cap thém thong tin vé san pham hay dich vu dé. Biéu nay dong nghia
véi viéc tao dyng su tin twdng va khong khi doi thoai cdi mé gitta khach
hang va ban.

HOAN THANH MOT THUONG VU CUNG CAN THEO NGUYEN TAC
“GIAO DUC”

MOoi cach hoan tat thiwong vu nén la mét quy trinh “gido duc” qua doé ban c6

thé nang cao gia tri cia san pham hay dich vu cta ban trong tam tri khach
hang.

Mot khach hang tiém nang chinh thic tré thanh khach hang cua ban ngay
tai thoi diém gia ca cia san pham twong xing vdi gia tri ctia n6. Tuy nhién,
khi trong tam tri ctia khach hang xuat hién y nghi gia tri cia san pham da
vugt qua gia ban cua n6 thi ban khong c6 dwgc mot khach hang theo dung
nghia nita. Khi do, moi chiéu thitc, moi cach thuyét phuc ma ban tao ra déu
khong con can thiét nita. Tat nhién khi khach hang hiéu rang gia tri cia san
pham hay dich vu d6 cao hon cai gia ma ban dwa ra thi ban dang c6 mét
khach hang “ngon lanh” day va ban ciling phai két thic thwong vu nay cang
nhanh cang t6t!

Hay nhd rang ban luén phai d6i mat véi noi lo s¢ thuwong trire trong tam tri
khach hang, do la noi lo s¢ sé mac sai lam khi quyét dinh mua hang du anh
ta nhan thdy rd gia tri ctia sdn pham cao hon gia ca ctia n6. Pay chinh la ly
do ma t6i muén nhan manh béi s trung thwe ctia ngwdi ban hang la yéu t6
quyét dinh sy thanh cong caa thuwong vu.
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PUNG “CO BAN BANG MOI GIA”

Tam ly “co ban bang moi gia” thwong gap & nhitng ngwoi ban hang cé dao
dic nghé nghiép “dang ngd” hodc nhitng nguwdi chi quan tam dén lgi ich
tredc mat chit khong huwéng dén viéc xay dung mot sy nghiép ban hang lau
dai.

Vao nam 1974, t6i da thuc hién dugc mot trong ba mo wéc cua minh la co
mot van phong that dep tai nha danh riéng cho viéc nghién citu va viét sach.
Va t6i cling muén c6 dugc mot chiéc ghé sofa lam bang da that. Khi con la
mot cau bé song & thanh phd Yazoo, Mississippi, toi da c6 nhitng ky niém
dang nhé vé nhitng cudc “viéng tham” phong kham rang ctia nha si C. L.
Wallace. Trong tién sanh ctia toa nha c6 mot chiéc ghé sofa cii bang da. Toi
van nhé la minh da ngo6i 1én chiéc ghé do, co co tay do vao 16p boc da va
lang nghe nhitng am thanh s6t soat phat ra. Qua thyc trede do to6i chwa hé
nghe thdy am thanh nao giong tiéng co vao do “da that” nhw thé va toi luon
mong muon dugc nghe tiéng sot soat nhu thé trong van phong cta minh.

Khi t6i va Téc Pé vao mot ctta hang 16n c¢6 nhiéu mau ma mdi la trong thi
tran, t6i néi véi nhan vién ban hang vé mong mudn cia minh va anh ta dan
toi dén gian trung bay ghé sofa. Khi vira nhin thay chiéc ghé da dau tién, toi
khong khoi vui mirng va héi ngay gia ban. T6i that sy “s6c” vi mirng béi
gia cua no6 chi bang mdt nira so tién toi dy tinh. Khi t6i boc 16 sw ngac nhién
ctia minh va khong hiéu vi sao mot chiéc ghé da that lai dwgc ban vdi gia
dé, nguwdi ban hang cam doan vdi t6i rang d6 la mét trong nhitng ly do gitp
ho ban duwgc rat nhiéu ghé sofa nay.

T6i ngo6i xudng va duwa lung ghé, mot cam giac that dé chiu va khi to6i co tay
ao vao ghé, nhitng am thanh phat ra ding nhw nhitng gi toi ti'ng nghe thay
khi xwa. T6i di di lai lai quanh chiéc ghé chiém nguwong né. N6 that 1a dep
va thém mot 1an niva t6i thé hién sy vui mirng khi tim duwgc mét chiéc ghé
sofa da véi mitc gia phai chang dén vay. Nguwdoi ban hang cling dong tinh
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v6i t6i rang dé cling la mot moén hoi doi véi ho. Thé 1a téi néi véi ngudi ban

hang t0i sé mua no.

Ti€ép dén, toi tho 16 rang ching t6i can mot chi€c ban udng ca phé that dep
dé dat phia trudc chiéc ghé va ching t6i di dén khu trung bay cac loai ban.
Tinh c¢ t6i nhin thdy mot chiéc ghé sofa khac gan giong vai chiéc ghé t6i
vira dat mua. Bong dwng t6i thay thich chiéc ghé nay hon nén t6i lién tién
dén, xem xét ky lwdng, ngoi xudng, dwa lung vao ghé va thdy phan van
khong biét minh thuc sy thich cai nao. Toi lién hoi gia va lan nay thi soc
that khi biét chiéc ghé nay dat gan gap doi chiéc ghé t6i vira mua. Toi thac
mac: “Vi sao cai nay lai dat hon gap doi so véi cai kia?”. Anh ta tra 16i mét
cau ngan gon: “Vi no toan bang da thwa 6ng”.

“Qi, anh ban, thé chiéc ghé t6i vira dit mua dugc 1am bang gi? T6i nghi né
lam hoan toan bang da ch¥?” Ngwoi ban hang dap: “No6 chi dugc boc da &
nhitng cho khach hang tiép xtic thoi, con phan dwdi than ghé va toan bd
phia sau chi la ‘gia da’ th6i”. Anh ta con cam doan véi t6i rang sé khong c6
ai phat hién ra sy khac biét nay, rang vat liéu “gia da” do rat bén va hinh
thitc cling rat bat mat.

“Nay anh ban, sao anh khong néi rd nhw vay ngay tir dau khi t6i dat mua
n6?” Nguoi ban hang dap: “Thua ong, toi da dinh noi v6i ong nhung qua
thuc toi chuwa c6 co hoi. Song t6i du dinh sé ndi trude khi ong roi khoi day
bé&i toi khong phai 1a mot nguwdi ban hang liva gat”. Han la ban cling doan
dugc rang toi da roi khoi ctra hang va khong mua chiéc ghé nao. Khong
nhitng vay, to6i con khong bao gio quay trd lai ctra hang do nita.

Nguoi ban hang da néi doi t6i. RO rang la tdoi da nghi chiéc ghé sofa dau
tién lam hoan toan bang da. Va khi t6i nhin thay chiéc ghé sofa that va bay

t0 sy quan tam cda minh, c6 1€ anh ta ciing nghi rang minh cé thé nhan doi
lgi nhuan néu ban duwgc chiéc ghé dat tién hon nhung sy tham lam va khong
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trung thwe da khién anh ta danh mat thwong vu hién tai va khong dat dwoc
nhitng co hoi ban hang trong twong lai.

KINH NGHIEM TAM LY

Khi con la nhan vién tw vdn my pham & trung tam thwong mai Sakowitz,
Cindy Oates nhin thdy mot khach hang dang chd dwgc phuc vu. Thong
thuwong, khi khach hang vira buéc chan vao ctrta hang, cac nhan vién phai
don chao ho that niém nd. Nhung nguwoi dan 6ng nay khong giong nhw
nhitng khach hang “ding tiéu chuan” cta Sakowitz. Ong ta trong nhw mot
ké lang thang, dau téc bu xu va quan ao ban thiu. Vay nén viéc 6ng ta bi
phét 10 cling la chuyén thwong tinh.

C6 hai diéu khién Cindy nhanh chéng tién dén cho vi khach dé dang ding.
Trudc hét, co la mot ngwdi rat lich thiép va hanh dong do6 cho thay cd thuyc
st la mot chuyén gia ban hang san sang tao co hoi cho moi khach hang dén
v6i ctra hang dé c6 dugc nhitng tht ho mong muon. Hon thé, c6 dé y thay
nguwoi dan 6ng nay cam trong tay mot manh gidy. Véi co, diéu nay cé nghia
ong ta la mot nguwdi chong dén cira hang va mang theo mot danh sach dai
nhitng thit can mua cho vg minh. Va c6 dy da ding, nguoi dan 6ng dé chi
mua ba mén nhung mo6i moén tri gia gan mot tram do la.

Vé bé ngoai cua vi khach hang no qua that khong cé gi la sang stua nhung
tdi tién caa ong ay thi khac. T6i chi mudén lwu y vdi ban rang tit cd nhitng
nguwoi ban gap déu co thé 1a khach hang tiém nang cung vdi vo s6 van dé
can ban giai quyét. Hay than thién va niém nd véi tat ca ho béi khong phai

lic nao ban cling biét rang minh dang néi chuyén vdi ai.
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Chuong 5: LUYEN GIONG

GHI AM GIONG NOI CUA BAN

Néu mudn thanh cong toan dién trong nghé ban hang, ban can phdi lam
dugc dieu ma 95% nguoi ban hang con lai chwa lam dwgce - do6 la hoc cach
thay doi ngit diéu dé giong noi cta ban tré nén truyén cam hon. Ban c6 thé
tw luyén giong nhd mot chiéc may cassette hodc may ghi am dé ghi am lai
phan trinh bay ctia minh, cach ban tng pho véi sw do dw hay tit chéi cua
khach hang va ca cach ban hoan tat mot thwong vu. Ngoai viéc biét lang
nghe, nguwdi ban hang can phéi hiéu rang minh phai biét cach néi va néi sao
cho that tot.

Khi nghe lai, ban sé rat ngac nhién khi phat hién ra rdang cach néi chuyén
cta ban khong tao ra hiéu qua cho cong viéc, da phan nhitng 10i ban néi
thwe sy khong can thiét (ban n6i qua nhiéu) va giong ctia ban nghe rat
“chan”. Néu c6 thé, ban nén ghi am lai cac cudc trao doi véi mot khach
hang “thuc sy”. C6 thé ban sé bi “s6c” khi nghe nhitng cau tra 10i rat vo
nghia ctia minh truéc cac cau haéi thong thwong hay trude sy phan bac cua
khach hang. Ciing c6 lic ban chi nghe nhung lai khong tap trung vao nhitng
diéu ho dang néi. Qua viéc ghi am lai, ban c6 thé stra chita dwgc nhitng sai

lam nay.
VAI TRO CUA NGU BIEU TRONG GIONG NOI

Toi sé lay mot vi du dién hinh dé gitp ban hiéu dwgc vai tro cta ngit diéu
trong giong ndi. Chang han c6 mot cau nhw sau: (1) “T6i khong hé néi anh
ta 1y trom so tién d6”. Day chi la mot cau tran thuat don gian.
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Nhung néu nhan manh tit “t6i” trong cau dé (2) «“ TOI khong hé néi anh ta
lay trom so tién d6”, y nghia cau nay tr@ thanh: ai d6 da noéi diéu dé ch@
khong phadi ban.

Con néu ban nhan manh tir “khéng hé”, (3) “Téi KHONG HE néi anh ta ldy
trom so tién d6”, thi chinh la ban dang phua dinh hoan toan viéc ngudi khac
cho rang ban da no6i diéu dé.

Néu nhan manh t* “néi”: (4) “Té6i khong hé NOI anh ta 1ay trom s6 tién
d6”, ban dang am chi rang ban cé y dinh néi nhwng thye sy da khong noi.

Néu cau néi d6 dugc nhan manh & tir “anh ta”: (5) “T6i khong hé n6i ANH
TA 1ay trom so tién d6”, n6 sé dwoc hiéu la mot ngwoi nao khac da lam diéu
do ch khong phai la anh ta.

Ban ciing c6 thé nhan giong & tir “lay trdm”, (6) “T6i khong hé noi anh ta
LAY TROM khoan tién d6”, cau nay ham ¥ 1a c6 thé anh ta chi “muwon” s
tién do chi khong phai 1y trom né.

Con néu nhan giong & tw “s6 tién”, (7) “T6i khong hé néi anh ta 1dy trom
SO TIEN d6”, c6 nghia 1a cé thé anh ta da 1dy mdt thit gi khac cht khong
phai 1a tién.

Y nghia ctia cau s& thay doi khi nhan manh & ti* “d6”, (8) “T6i khong hé noi
anh ta l1ay trom s6 tién DO”, titc 1a c6 thé anh ta di 14y mot so tién nao dé
nhuwng khong phai la so tién nay.

Ban thdy ddy, v6i cung mdt cau, nhung néu ban biét cach nhan giong hop ly
thi sé tao nén nhitng cau néi véi y nghia rat khac nhau.

CHIEN THUAT “THAY BOI NGU DIEU”
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Luyén giong la mot k§ nang ma ban hoan toan cé thé hoc duge. Chi can
danh ra khoang mudi lam phit moi ngay va ap dung lién tuc trong mudi
ngay la ban c6 thé thanh thao nhitng bwéc co ban.

Ban hdy bat dau viéc luyén giong bang cach noi lai cau trong vi du trén theo
tam nghia khac nhau va ghi am lai giong néi cia minh. Pirng ngan ngai thi
lai cho dén khi ban cam thay hai long thyc su.

Sau khi ty tap luyén thanh céng, ban nén tham khdo y kién nhan xét cua
mot nguwdi ban hay dong nghiép, déong vai tro la mot nguwoi nghe, dé kiém
tra lai mic do chinh xac cua viéc truyén dat thong tin. C¥ tiép tuc lam nhw
vay cho dén khi ho hiéu chinh xac diéu ban mudn néi. Viéc thay doi ngit
diéu dung cach sé thu hut su chd y cua khach hang, gitp ho thu thap duoc
thong tin can thiét dé ra quyét dinh dong y mua hang. D6 ciing chinh la muc
tiéu ma ban muén huéng dén.

Néu ban thyc sy mong mudn trd thanh nguwdi ban hang chuyén nghiép, toi
khuyén ban hay lam theo cac chi dan trén. Pirng nghi rang ban chi dang thi
lam theo, bai thyc té€ da cé rat nhiéu nguwdi ap dung va dat dwgc hiéu qua
cao.

GIAI QUYET TRO NGAI VE “GIA”

Trong qua trinh tac nghiép, hau hét cadc nhan vién ban hang déu gap phai
mot van dé, dé chinh la viéc khach hang, truc tiép hay gian tiép, dua ra
nhitng biéu hién cho thay san pham ban dang chao ban cé gia hoi cao hay
cao dén mitc bat hop ly. Trong tredng hgp doé, viéc st dung ngit diéu thich
hop thwong to ra hitu ich mot cach bat ngo.

BAN SE BIEN MINH HAY KHACH HANG SE BIEN HO?
Do6i vdi nhitng khach hang thot 1én cau “Gia ca gi ma nuc cudi vay?”, ban

nén nhac lai gan nhw nguyén van nhitng gi ho vira néi, “Mitc gia nay...
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(ngung lai mot chit) ma nue cwdi sao?” (Ban hay 1én giong dé cho thay do
la mot cau hoi). Khi lam nhw vay, ban sé tao nén mdt tinh thé khién nguoi
khach do phai bién ho cho 10i n6i cua minh thay vi ban phai bién minh cho
mitc gia minh da dwa ra. Sy khac nhau & day la mét cach day ban vao tinh
thé phai bién minh, con cach kia thi dwa ban vao thé tan cong. Di nhién két
qua sau cung sé rat khac nhau.

bo6i véi nhitng khach hang néi v6i ban rang: “T6i thdy mitrc gid nay hoi
cao”, diéu dau tién ban nén lam la dat ra nhitng cau hoi nham can nhac xem
liéu gia ca co phai la van dé duy nhat can phai gidi quyét hay khong? Thong
qua nhitng cau hoi, John Hammond - mot chuyén gia dao tao ban hang - da
rat thanh cong khi gidi quyét cac tinh huéng nhw thé nay, “Thwa 6ng/ba, néu
nhan thdy rang mic gid nay la hoan toan hgp ly va rang san pham cua
chuing t6i twong xitng vai gia doé thi toi rat mong quy ong/ba xem xét lai 161
dé nghi cta ching t6i”.

Céach nay sé gitip ban nhan dién dugc nguyén nhan khién khach hang phan
d6i (mau sac, kiéu dang... cia sdn pham) dong thoi c6é duwgc sy chap thuan
cta ho vé van dé gia ca. Néu khach hang tiép tuc tra 16i “T6i ciing khong
chac nita” thi ban nén hoi ti€p “Vay chac la con mot 1y do nao khac khién
ong/ba do dy nhu vay. Liéu toi cé thé biét dugc ly do d6 khong?”. Day
chinh la mot trong nhitng k¥ thuat vo cung hitu hiéu, c6 tac dung xo6a bo tré
ngai tu phia khach hang.

Néu nhuw gié ca chinh la diéu khién khach hang phai ban tam thi ban hay hoéi
“Cho phép t6i hoi quy 6ng/ba moét cau, 6ng/ba co thich san pham nay
khong? Cam giac cta 6ng/ba ra sao khi phdi tra nhiéu tién dé mua mot moén
hang ma minh thyc sy thich?” (Lic nay ban da gianh dwgc wu thé r6i day!).

CHIEN THUAT GIAI TOA TAM LY “SO BI MUA HO” CUA KHACH
HANG
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Thong thwong, cam giac so bi mua hé thwong 1an at mong muén sé hitu nén
ban can phéi khéo 1éo 1am cho khach hang cdm thdy rang ho hoan toan an
tam (ca vé van dé gia ca va thé dién) khi lam viéc hay mua hang ctia ban.
Khong nhitng thé, ho ciling can phai hiéu rang ban than ho sé khong nhan
duwgc cac 1gi ich do sén pham dem lai néu quyét dinh khong mua né. Hay
noi vdi ho “Co 1€ hién gio ong/ba van con ban khoan vé chuyén gia ca,
nhuwng chac chan vé 1au vé dai, ong/ba sé chu trong dén van dé chat lwgng
hon, c6 phai vay khong? Néu ding nhw vay, 6ng/ba c6 cho rang viéc dau tw
nhiéu hon mdot chit vao thit ma 6ng/ba tin la sau nay sé hitu dung thi tot
hon la tra it tién hon cho nhitng moén khong thue sy can thiét? (Hay cho cau
trd 10i ctia khach hang).

Néu nhv ban la mot ngwdi phu nit hodc ban la ngwdi dan 6ng da cé vo hay
c6 chi/em géi,... thi ban cé thé tham gia vao vi du nay. Cau héi danh cho
ban:

Hoi:Theo ban, c6 ai trong s6 nhitng nguwdi noi trén dang sé hitu cac mén my
pham nay nhung chwa hé dugce stv dung khong?

Co Khong
(T6i cugc rang ban sé tra 10i c6)

Rat c¢6 thé cac méon my pham dé van con trong tinh trang tot va st dung
duwgc, nhung tam thoi ngwdi phu nit ctia ban chwa dung dén va sau nay cling
vay, song ho lai khong mudn viit bé vi ching chang bi hu hong gi ca. Co
thé ho muodn gitr chiing thém mot thoi gian nita triede khi biét chac la minh
thue sy khong can dén ching.

Cau héi dat ra la: Co phai sé tot hon néu ban chap nhan tra nhiéu hon mot
chut dé c6 dugc chinh xac thit ma ban muodn cé va thue sy can phai c6? Néu
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xét dén mirc do hai long cta ban than thi ban sé thay rang minh chang hé
phung phi chit nao khi mua mdt mén hang cé chat lvgng t6t.

“pO CO PHAI LA MOT MON HOI KHONG?”

Toi tin rang tat ca chung ta (tat nhién la cé ca ban nita) tirng c6 Iic cam thay
hdi tiéc vi da mua mot mén hang nao do6 vaGi gia qua ré, chang han nhw mua
trong mot lan quang céo dai ha gia giay cho phu nit: “Lan ha gia 16n nhat
chua tirng c6! Giam gia dac biét cho giay Bruno Magli ting co6 gia 250 do
la. Gidm gia m6t lan duy nhat trong nam”.

RO rang la kh6 ngudi phu nit nao cé thé “cudng lai” mot 10i moi chao hap
dan dén vay. Ban sé ngay lap titc tim dén cira hang d6 va thit ngay mot doi
giay Bruno Magli tuyét dep; khi nhan ra doi giay ha gia nay co6 c@ la 6AA
trong khi c& giay ban thuwong mang la 6 - 1/2B, ban sé bat dau tim da moi ly
1&é dé chithg minh rang né phu hgp véi minh. Nao la ching sé gian ra theo
thoi gian, nao la mau sac caa doi giay cuwc ky hop véi chiéc vay ban dang
mac hay chiéc tdi ban dang deo, va bat chdp ca cam gidc khé chiu xuat hién
khi ban mé&i di mot vai budc trong cira hang, ban van khong thé vuot qua
dwgc sttc cam do ctia mon hoi gitp ban tiét kiém hon 100 d6 la. (Xét vé mat
ly tri, ban biét minh khong nén mua mot d6i giay khong ding c@, nhung
cam xuc lai mach bao ban khong nén bé qua m6t mén hoi nhw thé!)

Thé r6i ban vui vé trd 119,95 do la cho doi giay c6 gia 250 do la! Va, do
ching qua dep nén ban quyét dinh sé mang né trong dip di Ié nha tho vao
Chu nhat t6i. Hom do6, d6i chan cta ban swng tdy va ban nhan ra rang co 1é
tot hon la khong nén di doi giay nay nita. Roi ban c6 gang chiu dung sudt
ca buoi 1é, don gian bai vi ching qua dep va qua ré! Chi khi vé dén nha, ban
m&i thé véi long rang day la lan dau tién va cling la lan cudi cung ban mang
ching. Néu phai tra 119,95 do la chi dé sit dung mot 1an nhw thé thi qua that
la qua dat!
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Cau hoi dat ra la: C6 phai sé tot hon khong néu ching ta chap nhan chi trad &
muc gia thong thuwong dé cé6 duwgec mot doi giay dung kich cd ctia minh va
mang dugc trong mot thoi gian dai hon?

CHIEN THUAT SU DUNG YEU TO “GIA PH{”

Moi khi khach hang c6 nhitng thac mac vé gia, ban nén héi thé nay: “Thwa
ong/ba, néu ban than 6ng/ba nhan thay rang mirc gia dwa ra la phai chang
thi liéu 6ng/ba c6 can nhac dén chuyén mua hang hay khong?” (Ching ta
khong nén néi véi khach hang rang “Thwa 6ng/ba, néu t6i c6 thé thuyét
phuc ong/ba...” vi tam ly chung cua khach hang la ho khong thich nghe ai
d6 néi rang minh dang bi ngudi khac thuyét phuc mua hang.)

Néu khach hang tra 1oi “Cé”, ban ti€p tuc héi cau hoi quan trong sau: “Dé
thue sy hiéu nhau, 6ng/ba c6 thé cho toi biét diéu dng/ba dang quan tam la
gia ca hay la gia phi?” Ban sé rat ngac nhién khi nghe khach hang tra 16i
“T6i chwa hiéu. Viéc tdi quan tdm dén gia ca hay gia phi thi c6 gi khac nhau
kia chi?”.

Pay la lic ban can phdi gidi thich cho khach hang hiéu chi tiét ctia van de
(hdy miéu ta cu thé bang gidy viét dé khach hang dé hiéu hon). Dé phan biét
gia ca va gia phi, ching ta cung xem xét vi du sau (ban nén lay vi du cda

chinh minh - chi can né hgp ly va phu hgp véi hoan canh).

“Nao, chung ta hay quay trg lai nam 1971, lic do t6i dang cung dia con trai
6 tudi di mua mot chiéc xe dap & dai ly cua nhan hiéu Schwinn. T6i thue s
“choang” khi nhin thdy bién gia dé la 64,95 d6 la (vao thai do, it c6 6ng bo,
ba me nao dam bo ra mot khodan tién 16n nhw vy dé mua cho mot dira tré
mdi 6 tudi mot chiéc xe dap). Ching t6i bwdc dén khu hang giam gia bai toi
nghi rang v&i mot diva tré méi tap di xe dap chi can mot chiéc xe dap “don
gian nhat” ma thoi. Vi vay t6i quyét dinh chon chiéc cé gia 34,95 do la.
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Khodng séau tuan sau, t6i quay lai dé mua mot cai ghi-déng mai. Chiung c6
gia la 4,50 do la nhung vi chiéc xe dang trong thdi han bdo hanh nén t6i
khong phai tra tién. Sau tam tuan, t6i lai phai tré lai d& mua thém mot cai
ghi-dong nita. Lan nay, thdi han bado hanh da hét nén t6i phai tra 4,50 d6 la.
Va sau tuan sau do, toi lai phai quay trd lai ctira hang mot Ian nita do toan bo
xich va lip bi héng nang (hinh nhw mat hét 15 d6 la). Khong lau sau dé,
vong bi ctia chiéc xe lai bi hw va t6i phdi ton thém 6 do la nita. Dén ltic nay
thi toi quyét dinh mua mot chiéc Schwinn mdi véi gia 64,95 do la.

Néu xét vé gia ca thi gid cua chiéc xe truwdc la 34,95 do la, con chiéc
Schwinn mua sau la 64,95 d6 la. Néu xét vé gia phi thi chiéc xe truwéc la
60,45 do la (= 34,95 + 4,5 + 15 + 6), con chiéc Schwinn méi 1a 64,95 d6 la
va no c6 thé dung dugc trong vong 10 nam, trong khi chiéc xe “gia ré” mua
trwde st dung dugc trong vong 6 thang. Vi chiéc xe “ré”, trung binh moi
thangcon trai t6i phdi tén mdt khoan chi phi 10 d6 la, con v@i chiéc
Schwinn md&i, mot nam thang bé chi mat 6,5 do la, tic chi 0,54 do la mot
thang. Tham chi, chau con cé thé dé lai chiéc Schwinn cho em cta chau
dung tiép”.

“Vay, t0i xin nhan manh dé ong/ba thay rang gia ca cta chiéc xe thit nhat
(34,95 d6 la) thap hon nhiéu so véi chiéc Schwinn (64,95 do la) va gia phi
cta ching con cach biét nhiéu hon nita (10 do la/thang so vdi 6,50 do
la/nam). Cho phép t6i hoi lai Ian nita: bay gio 6ng/ba sé quan tam dén gia ca
hay gia phi cia mon hang nay? Trong khi mua hang, ai trong ching ta cling
quan tdm dén chuyén gia ca, nhung sau khi mua xong, ching ta luon chu y
dén gia phi (hay chi phi st dung) mon hang d6. (Néu cau sau day la diang
thi ban nén hoan tat thwong vu nay di thoi.) Néu chi xét dén gia ca thi ching
toi khong thé canh tranh véi moét s6 cong ty khac nhung chac chan ho
khong thé nao dich lai ching t6i vé mat gia phi. T6i nhan thdy ong/ba rat
chu trong dén diéu nay, liéu ong/ba nghi nhw thé nao khi chon mua mot
moén hang c6 chi phi sit dung thap nhw vay?”
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Ban c6 thé 1ap bang tinh nhu sau:

Toém lai, ban nén tim mot vi du nao do6 c6 lién quan dén san pham cua ban

dé viéc giai thich dat hiéu qua tot nhat.

\\Z
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TINH HIEU QUA CUA CHIEN THUAT SU DUNG YEU TO “GIA PHI”

Bill Egan, nha phan phoi cia hang xe hoi Buick-Datsun ¢ Bradley, Illinois

thira nhan rang cach lam nay thuc sy dem lai hiéu qua. Chuyén xdy ra khi
Bill vira roi khéi cudc hop thi dwgc nguwdi quan ly cho biét c6 mot doi vo
chéng 16n tudi dang cho trong phong khach. Pay la lan thit ba ho dén viéng

ctra hang nén c6 thé noi rang ho rat muén mua hang nhung con chit do dy
va nhitng ngudi ban hang trwdc dé van chua thuyét phuc dwgce ho. Pa c6 hai
ngwoi ban hang thit trao déi véi ho nhung khong thanh cong. Sau khi nghe
ndi dung trao doi dugc ghi am lai, Bill quyét dinh gap ho.
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Bill: Ong ba chi mat 9.600 db la 1a c6 thé mua dugc chiéc xe ndy roi. Ngudi
phu nit: Toi thay gia dé cao qua!

Bill (ha thap giong va chuyén ngit diéu vao cudi cau dé thé hién do6 la mot
cau hoi): Thra ba, mic gia nhr vay ma qua cao u? Nguoi phu nit: Pung
vay.

Bill: Cho phép t6i duwgc hoi ba dang noi dén gia ca hay gia phi caa chiéc xe
nay?

Ca hai vo chong déu tron mét nhin Bill, 1di nguwoi phu nit 1én tiéng: Y anh 1a
sao?

Luc nay Bill biét rang anh c6 thé tién thém mot budc niva. Bill: Thwa ba, ba
c6 phién khong néu t6i ké cho ba mot cau chuyén nham lam ré hon van dé
nay?

Nguwoi phu nit: Vang, anh c noi.

Bill: Vai thang trudc, té6i can mua mot khoi lwgng 16n nhya dwong dé can
khoanh san ctia gia dinh. Ciing giong nhw 6ng ba day, toi mudn chac chan
rang minh khéng bi mua hé. T6i nghi khi mua hang ai ciing sé nhu vay,
diang khong a?

Nguwdoi phu nit gat dau.

Bill tiép tuc: Thu thuc, toi khong biét nhiéu vé nganh xay dung nhung t6i
biét rang bé day cuda 16p s6i bén dwdi 16p nhya dwong sé quyét dinh tong so
tién t6i phai bé ra. Cling nhuw nhiéu ngwoi khac, t6i chon mitc gid phu hop
nhat véi tdi tién cia minh. Chwa day hai thang sau, t6i phat hién thdy mot
sO vét ran xuat hién trén bé mat 16p nhva dwong. Va chi trong vong mot
nam, 16p nhya dwong bi hong gan nhu hoan toan va t6i phdi ton thém 6.000
do la dé swa chita lai toan bo. Toi ké cau chuyén nay nham noéi rang gia ca
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la yéu t6 can xét dén ngay tai thoi diém mua hang, con gia phi ctia moén
hang méi la diéu ching ta can quan tam cho dén khi mén hang do6 khong
con st dung dugc nita. T6i chi muén héi 6ng ba ring: “Ong ba nghi sao
gitta viéc bo ra mot khoan tién hop ly, mot lan dé mua mot san pham vira y
so v@i viéc phdi trd thém nhiéu khodn nhé kéo theo cho mdt sdn pham ma
chat lvong khong lay gi lam dam bao?”.

N6i dén day Bill ngimg lai.

Ca hai vg chéng quay lai nhin nhau. Nguwdi vo néi: Ching tdi sé mua chiéc
Xe nay.

Co6 rat nhiéu yéu t6 tao nén thanh céng cua thwong vu nay. Thit nhat, 6
rang la d6i vg chong rat thich chiéc xe do, néu khong ho sé khong bao gio
quay lai dén lan thi¢ ba. Thit hai, Bill biét cach s dung ngit diéu ding lic
va ghi ra gidy nhitng gi minh n6i. Thi¢ ba, Bill da phan tich van dé dé khach
hang hiéu rd hon. Tht tw, Bill da ddt mot cau héi rat quan trong khién cho
d6i vg chong no dwa ra quyét dinh mua chiéc xe d6. Néu nhw Bill khong co
ky nang ban hang hiéu qua va kha nang thuyét phuc thi thwong vu tiém
nang nay rat kho thanh céng, phdi khong cac ban?

LAM GI KHI KHACH HANG CHO RANG “GIA QUA CAO”

Trong qua trinh xt¢ 1y nhitng tinh hudng lién quan dén gia ca, ban can nhé
rang rat nhiéu khach hang thudoc nam long cau “mac qua!” bat ké ho da tim
hiéu ky vé san pham hay chwa. Ho thuong xuyén dung cach nay vi nghi
rang diéu d6 khién ban dwa ra mot mirc gia thap hon.

Trong nhitng trwong hop nhu thé, ban cé thé néi: “Thua dng/ba, qua thuc
toi rat mirng khi 6ng/ba quan tam dén van dé gia ca bdi do cling la mot
trong wu diém cia san pham ching tdi. Ong/ba cé thay ring gia tri ciia mot
san pham thé hién qua mitc do hitu dung ctia n6, chi khong phai qua s6 tién
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ma ching ta bo ra dé mua n6? (Nging lai mot chit). Bé chitng minh cho
diéu minh vira noi, toi xin liét ké cong dung ctia sdn pham ma ong/ba dang
can nhac lic nay”.

Hodc ban cé thé néi “Thuwa 6ng/ba, cong ty ching toi tirng phai Iwa chon
gitta viéc lam ra san pham gia ré va san pham chat lvgng cao. Nhung cubi
cung, khi ty dat minh vao vi tri cua khach hang, chung toi chon con duong
trd thanh mot cong ty c6 uy tin, luén dem dén cho khach hang nhitng san
pham c6 chat lwgng tot nhat va hitu ich nhat. Ching t6i phuc vu vi 1gi ich
ctia khach hang. Téi cwge rang hau hét moi ngudi, trong do c6 ca ong/ba,
déu hiéu rat ro rang nhitng thit tot thi khong ré va nhitng thit ré thi hiém khi
t6t. Ong/ba c6 mudn mua mot mén hang ma ban than hoan toan yén tam vé
chat lwgng va dich vu di kem vé 1au vé dai khong?”.

CHIEN THUAT SU DUNG YEU TO “CHAT LUONG”

Khi chao ban hang tiéu dung thiét yéu, gia thdp nhw ban chdi danh rang, xa
phong, dao cao rau... c6 1é nguwdi ban hang sé phai mat kha nhiéu thoi gian
néu muoén bao quat hét moi thong tin dé tra 10i cac cau hoi c6 lién quan dén
gia cd. Vi vay, ching ta hdy cung theo déi cach d6i dap ngan gon nhwng rat
c6 hiéu qua nhu sau.

Nguoi ban hang ha thap giong, nhin thang vao khach hang va noi:”Thua
ong/ba, cong ty toi chu trwong rang mot 10i giai thich vé gia san pham deé
thire hién va dé duwgc chap nhan hon la phai dwa ra nhiéu 16i xin 16i vé chat
lvong cda san pham. [Tam ngiing trong vai gidy]. Va toi cho rang 6ng/ba
cling sé€ ung ho vGi phuvong cham phuc vu caa chung toi la sé lam 6ng/ba
hai long, c6 dung vay khong thwa 6ng/ba?”.

Ban nén thuong xuyeén tap luyén cho dén khi thue sy nhuan nhuyén. Chi khi
d6é ban mdi c6 co may nam chac mét cong cu thuyét phuc vo cung hitu

hiéu.
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CHUNG TO CAI “TO1” CUA MINH - HOAC TIEP TUC THUC HIEN
THUONG VU

Khi gdp trwong hgp nay, ban sé phdi déi mat véi mot quyét dinh 16n: hodc
ban quyét dinh chitng t6 cai “t6i” ctia minh, hodc tiép tuc thyc hién thuvong
vu. Khi khach hang néi: “T6i biét anh lu6n c6 cau tra 16i cho moi thi¥!”, ban
s& n@ mot nu cuwdi kiéu hanh va néi: “O, that ra thi thang trwdc toi la nhan
vién ban hang s6 mot ciia cong ty va ca thang trudc dé niva...”, hodc ban sé
di theo mot hwdng khac dé hoan tat thuwong vu.

Néu lam theo cach dau tién, ban dang mudn chitng té cai “t6i” cia minh va
dé la tat ca nhitng gi ban mudén. Nhung néu nhw ban muon tién xa hon nira
trong sy nghiép ban hang, ban can phai ha thap giong, nhin thang vao mat
nguwoi do va nhe nhang néi rang: “Thwa 6ng/ba, toi rat cam on 6ng/ba da
nhan xét nhw vay. That ra, c6 nhiéu cau hoi va 10i phan dé6i cia khach hang
ma t6i khong thé nao tra 161 dugc. D6 cling 1a ly do tai sao t6i lai muén ban
san pham nay, bai toi khong thé biét hét moi cau tra 16i, nhwng san pham dé
chinh 13 cau tra 10i cho moi van dé cia dng/ba. Ong ba ciing mong mudn
diéu do, ding khong a?”.

Khi ap dung bién phap nay, ban méi thdy n6 hiéu qua nhw thé nao! Mién la
ban thyc sy nghiém tic va tin twéng vao nhitng gi minh noéi. Bdi vi, nguoi
ban hang chinh la yéu t6 quan trong nhat trong mot quy trinh ban hang.
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Chuwong 6: NGUOI BAN HANG
CHUYEN NGHIEP

“THUONG VU” DAU TIEN CUA TOI

Nam 1947, t6i bat dau ap dung tam ly hoc vao “chién lwgc ban hang” thyc
si dau tién cia minh sau khi chinh thitc tré thanh mot nhan vién ban hang
dwgc ba thang! Khi do, t6i chao ban cac loai vat dung nha bép, loai khéng
thdm nwdc, day va rat bén. Ching t6i nhan dwoc rat nhiéu don dat hang,
song viéc giao hang thinh thodng lai cham tré tr mot dén ba thang. Thé
chién th IT viva méi két thic khéng 1du nén ngudn cung cap cac vat dung
nha bép con rat han ché. Poi véi nhitng ngwoi da cé kinh nghiém trong viéc
ban hang thi day la mot co hoi mang lai nhitng vu mua boi thu nhung véi
t0i, mOt ngwoi vira mdi vao nghé, thi thanh that ma néi t6i luon phai no luc
hét minh.

Mot ngay no, khi tdi dang lam cong viéc thuong nhat ctia minh, do la go
ctra tt'ng nha & khu Winnsboro, South Carolina dé chao ban san pham thi
nguoi vg cua ong Anderson (ltc do toi dang go ctra nha ong Anderson, mot
canh sat tuan tra giao thong) vira di t6i cita. Ba &y mé& cita cho t6i vao nha
va gidi thich rang chong ba ay va ong Boulware hang xém dang & san sau,
nhung ba dy va ba Boulware t6 y mu6n xem cac bd do dung nau an. T6i co
gang thuyét phuc cac ba vo madi chong ctia ho cung xem. Thé 1a ho da “ép

budc” chong ho vao xem cung.

Hai 6ng chong khéng quan tdm dén phan trinh bay cach st dung b nau dé
ché bién mo6n banh tdo & nhiét do thdp ma khong can dung nuwdc cta t6i. Du
vay toi van nhiét tinh gidi thiéu vdi ho. Toi con so sanh chiing véi bo do
nau caa cac ba vg khi ndu mén d6 véi nwde. Va khi t6i diat mon banh tao
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dwgc nau bang hai phwong phap khac nhau treéc mat ho, ai cling phai tram
tr6 vé su khac biét. Tuy nhién, cac 6ng chong dudng nhw lo ngai rang ho
sap bi bat budc phai mua mot thiv gi dé6 nén ho v nhw khong hitng thid lam.

CHIEN THUAT “NGHICH PAO”

Qua phén tng cta ho, t6i biét rang thuwong vu cia minh da that bai va t6i
quyét dinh dung chién thuat “nghich ddo”. T6i chui rita b6 do6 nau, goéi
ching lai dé trong hop va néi véi ho “Toéi cam on ong ba rat nhiéu vi da
danh thoi gian lang nghe t6i trinh bay. T6i dén day véi mong muon duy
nhat la ban cho 6ng ba mét bd d6 nau an rat dac biét. Phai dén mot thoi gian
nita chung ma@i c6 mat trén thi treong”.

Ngay 1ap tirc hai 6ng chong lién mudn biét khi nao mat hang nay sé xuat
hién. Tbi trd 10i rdng khong biét chinh xac khi nao, nhung t6i hita sé thong
bdo khi nao cé thong tin. Dau vay, ho van lo lang: “Néu nhv anh quén
khong thong bao cho ching t6i thi sao?”. T6i diém tinh dap: “T6i nghi rang
dé an toan, cac 6ng nén dat tredc mot so tién, cong ty tdi sé chuyén dén cho
cac ong ngay khi cé hang. Co thé la mat mot thang hodc tham chi la ba
thang”. Ca hai 6ng chong déu hdo hitc mé vi ra va tra tién ngay. Sau khoang
sau tuan, mén hang dwgc chuyén dén ding noi. (Diéu quan trong ma ban
can ghi nhé dé la trong budi thuyét trinh toi da rat trung thanh vai sy that.)

To6i ap dung phuwong phap tam ly nay bagi ban chat cia con ngwoi dwong nhw
luén muoén cé duge nhitng thit sé khong con ton tai nita hodc khé cé co hoi
s& hitu duoc.

Doi véi chién thuat “nghich ddo”, cé hai diém quan trong can luwu y. Thiy
nhat “nghich dao” 1a m6t phwong phap thuyét phuc ngwdi mua rat hiéu qua,
va thit hai l1a ban phai tuyét doi trung thyc. Néu ban c6 y ltra déo, khach
hang sé nhanh chéng phat hién va khong con tin twéng & ban nita. Va diéu
toi té hon nira la ban cling mat di sy t6n trong doi vdi ban than va hinh anh
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cta ban sé ngay cang xau di. R6t cudc, cong viéc ban hang ctia ban sé bi tut
doc khong phanh.

CUOC TRO CHUYEN VOI ANH CHANG DANH GIAY

Mua dong nam 1976, t6i qua canh tai san bay St. Louis va phdi ngo6i cho hai
tiéng dong ho. Khong biét lam gi cho hét thoi gian, thé 1a tdi quyét dinh sé
danh béng doi giay ctia minh. T6i buwdc vao mot can phong nhd, li€c nhin
bang gia: “Danh béng thwong: 75 cent, Banh béng bang xi sap: 1 do la,

banh sach bong: 2 d6 la”. To6i quyét dinh chon loai thwong va ngoi 1én ghé
cho.

Johnny (tén ctia anh chang danh gidy) tién vé phia t6i va héi: Ong chon loai
nao, thuwa ong?

Toi dap: Loai thwong.

Anh chang khé 1ui lai mot buéc, nhin toi va hoi: Loai thwong uv? (giong diéu
cta anh ta vita nht mot cau héi, lai vira nhw am chi rang t6i dang néi dua).

Toi diém nhién trd 10i: Pung vay! Vi tai nghé caa anh, to6i nghi déi giay
cla toi sé sang bong.

Sau nay toi phat hién ra rang minh da chon loai danh béng hiém ngudi chon
nhung ltc do, t6i khong c6 y dinh dé anh ta chon loai tot nhat cho toi.

Johnny khong cau nhau hay thac mac gi nita ma chi im lang xat xa phong
va bat dau lau chiéc giay thit nhat. Anh ta lau manh dén noi lam cho no rit
ken két.

Johnny ntta nhv hoi, nta nhv nhan xét: Thwa ong, day la giay hieu Bally
phai khong?

Toi gat dau.
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- Thwa 6ng, né la doi giay rat tot day.

- Chac la vay.

- N6 rat dat tién phai khong, thira ong?

- bung vay. Nhung khong sao ca vi t6i cam thay rat thodi mai khi mang no.
- Boi giay nay rat dep va bén, thwa ong.

CHIEN THUAT BANH VAO SU “Si DIEN” CUA KHACH HANG

Trudc khi chuyén sang lau chiéc giay thi hai, Johnny s& vao ong quan t6i
roi thot 1én: Toi chwra bao gid nhin thdy loai vai nao la nhw thé nay.

Anh ta néi ding. Ong Doyle Hoyer, chi ctta hang quan 4o Glasgow & Fort
Madison, bang Iowa, khi ban ching cho t6i da bao rang loai vai dac biét
nay dwoc dét & Ireland va toi kho cé thé tim dwge mot khic vai thit hai nhw
thé.

Khi t6i ké cho Johnny vé tit ca nhitng diéu d6, anh ta héi: Ong may bd quan
ao nay & dau thé, thwa 6ng?

Toi bao t6i may & tiém Hickey-Freeman. Anh ta 6 1én: Cha, chac la dat lam,
phai khong ong?

Sau cung thi Johnny ciling lau gan xong doi giay va anh ta dang dung vai
miét vao phan da cda déi giay.

Bdi c6 doi chat hiéu biét cong viéc danh giay (sau hai nam phuc vu trong
hai quan MY) nén t6i biét chac chan rang viéc d6 khéng lam cho doi giay
dep hon. Ky thuc anh ta mudn tao ra am thanh nham gigi thiéu thém vé chat
lwgng dich vu cia minh va con la dé thu hat sy chd y ctia cac khach hang
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khac. Anh ta dang tim kiém khach hang tiép theo, d6 la diéu ma mot ngudi
ban hang chuyén nghiép thuong lam.

Dot nhién, Johnny ngtrng lai, nhin vao mat t6i va néi: Thwa 6ng, t6i khong
hiéu... [dirng lai trong giady lat] tai sao mot quy ong khong ngan ngai chi ra
ca tram do6 la dé mua mot doi giay, khong do du tra hang tram d6 la cho mot
bd quan 4o cot dé sang trong va lich 1dam hon... [ding lai] lai khong chon
loai xi danh giay tot nhat cho doi giay tri gia ca tram do la ay.

Toi vOi ngan anh ta khi anh ta dinh xat loai xi thuwong 1én doi giay “quy”
cta t6i: Khoan nao, anh chon loai t6t nhat cho t6i! Loai tot nhat ay! (L6i néi
hai huwdc ctia anh ta lam toi thdy ngwong va thic day toi thay doi Iwa chon.
Anh ta khién toi ty nguyén chi thém vai do la nita khi so sanh gia tién cua
bd quan 4o va gia danh bong doi giay dé nhan manh sy khac biét.)

CHIEN THUAT “CONG THEM”

MGt nam sau, toi c6 dip quay trd lai san bay St. Louis. T6i tim dén phong
danh giay ctia Johnny, quan sat doi chut va nhan thiy biéu gia da thay doi
“DPanh bong loai thuwong: 1,75 do la (tang thém 1 do la), loai danh bong
bang xi sap khong con nita va loai “Danh sach béng” gio dwgc doi thanh
“Loai tot nhat”, song gia lai khong doi (tirc 2 do la). Toi budc vao phong,
treo chiéc tdi nga bén canh va ng6i vao ghé. Van nhu lan trude, Johnny hoi
toi dung loai danh bong nao. Khong muén ladp lai chuyén truwéc day, toi tra
10i “Loai t6t nhat”. Anh ta mim cwdi va néi “Vang, thwa 6ng” va bat dau

cong viéc cua minh.
KHEN NGOI CO THE CAI THIEN HIEU NANG LAM VIEC
Khoéng phdi chi riéng t6i méi kham pha rang moi ngwoi sé lam viéc tét hon

khi duwgc khen ngoi ding ltic va dung cach. Diéu nay giong nhw cach ngudi
néng dan cham soc nhitng con bo cai ctia 6ng ta. Truwdc hét, theo kinh
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nghiém ca nhan tr thoi nién thiéu, t6i biét rang nhitng nang bo khong thé
“tw cho” sita ma ban phai biét cach nuéi dwdng, cham séc ching dé cé thé
c6 nhiéu stta hon.

Chang han, ban khong thé vao chuong va vdo méng mdt nang bo “c6 tudi”
va quat thao rang chat lwgng san pham cta “ba ta” ngay cang giam stt, rang
ti 1€ chat béo trong sita ngay cang té va ban cam thay “ba ta” lam viéc ngay
mot kém céi. Ro6i ban ra 1énh bat “ba ta” phdi céi thién chat lwgng, bang
khong, ban sé dwa “ba” vao 16 mo...

Khi ban lam diéu nay, sé c6 hai kha nang xay ra:

Thi nhat, con bo c6 thé “tang” ban mot ci da hau va cho du n6 c6 lam nhw
thé hay khong, t6i c6 thé dam bao rang ban van khong thé kiém thém duwoc
nhiéu sita, va loai sita ay c6 thé khong dung duwgc. Thit hai,”nang” bo gia sé
budn va chinh diéu d6 sé lam thay d6i co ché héa hoc trong co thé né dan
dén sira bi chua hodc qua dang va ban chi c6 thé dé bo. Thay vao do, ban di
vao chuong, vui vé chao né - khong, toi khéng néi rang ban 6m hon nd,
nhing ban sé chang bi sao ca néu nhw ban nhe nhang chai 16ng no, vo vé
né. Ban ndi vGi n6 rang moi budi sang ban déu duwgc nhin thay c6 bo dep
nhat cia minh, rang bo 16ng cua “nang” mdi dep va mém mai lam sao, rang
ban rét ty hao khi c6 loai sita ma né da lam ra, va ban thay chat lvgng sita
ngay cang tot hon, va néu khong cé ai bén canh, tham chi ban c6 thé néi
rang ban rat yéu né (trwdc kia me toi con dat tén cho c6 bo sita nha toi nira
day! Nho thé ma ba c6 thé thu dugc 5 gallon[5] sita moi ngay thay vi 3
gallon nhu nhitng c6 bo ctia cac nha hang x6m). Cach nay khong chi gitp
tang san lwgng ma con gitp nang cao chat lwgng sita nita.

Bay gio néu ban dang ban khoan tu héi viéc nay thi c6 lién quan gi dén viéc
danh béng doi giay va nghé ban hang, xin md&i ban tiép tuc theo doi cau
chuyeén.
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Trong khi Johnny lam viéc, toi vira tro chuyén vira to y khen nggi tai nghé
cua anh ta. Nhv duvgc dong vien, Johnny cang c6 them cam hing va danh
giay say swa hon. Anh noéi rang anh rat thich cong viéc nay va luén cam
thay vui khi nhin nhitng ngudi khach buéce di trong doi giay sang bong.

Johnny tam sy: T6i thich cong viéc nay vi toi cé co hoi gap g& nhiéu nguoi,

néi chuyén vdi ho rat thu vi.

T6i noi: Anh da lam rat t6t cong viéc cia minh. Anh khéng chi 1a mot
nguoi ban hang cé kha nang giao tiép tot ma con rat chuyén nghiép nita.

Johnny cwdi rat twoi. Anh ay con héi t6i c6 dbi giay nao khac khong vi anh
khOong muon ngay mai téi sé mang mot doi giay khong twong xirng véi hinh

anh cua toi hom nay.

Giong nhw nhitng ngudi ban hang chuyén nghiép, Johnny rat am hiéu céng
viéc va cac khach hang cia minh. Anh biét cach st dung 10i néi va cac bién
phap tam ly dé thuyét phuc khach hang dong y. Sau khi dam bao thyc hién
nhv nhitng gi minh da chao ban, anh con gidi thiéu thém mot s6 dich vu
cong thém khac nita. Tat ca déu nham phuc vu cho 1gi ich cia khach hang.

Ban ciing c6 thé 1a mdt ngwdi ban hang chuyén nghiép nhw Johnny. O nhiéu
vung nong thén, mot s6 ngwoi ban hang cung cdp cac gia dung banh mi hay
thitc uéng c6 thé la mot tai xé xe tdi hodc mdt cau bé giao hang nhung ho
cling c6 thé tré thanh mot ngwdi ban hang chuyén nghiép vdi mic lwong rat
cao. Nhitng nguwdi ban hang chuyén nghiép thwong rat am hiéu vé san
pham, cong viéc, va khach hang ctia ho. Anh ta biét cach st dung 16i hay y
dep va ngdn ngit co thé dé thuyét phuc khach hang ctia minh dé sau d6 anh
ta khong nhitng ban duwgc mon chua lwc ma con ban thém mot vai mén khac
nia.

CHIEN THUAT “BO SUNG”
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biéu dang Ivu y 1a Johnny khong bang long véi thanh cong cua thwong vu
dau tién d6. Anh nhin thdy co hoi ban hang tiép theo va nhanh chéng nam
lay. It nhat 1a t6i khong hé thdy buc minh khi nghe anh &y héi vé viéc danh
béng mot doi giay nita cho toi. Va t6i cling khong c6 y phan dé6i anh ta lam
diéu dé6. Khi ban da chiém dugc niém tin ctia khach hang thi cling dong
nghia v&i viéc ho sé can dén ban. Pon dat hang dau tién chinh la biéu hién
cha sy tin cdy. Néu nhu ban c6 cung cap cac san pham/dich vu di kém ma
khach hang thuong st dung thi ban cé thé chao ban thém mot s6 séan
pham/dich vu khéac nita nham gitip khach hang tiét kiém thgi gian, gitp ho
gidi quyét cac van de lién quan dén viéc quan ly so sach va kiém ké, giip ho
giam bét s6 lwgng nha cung cap can phai giao dich.

T6i khong hé cé y ndi rang trong moi lan giao dich véi khach hang, ban déu
phai c6 gang chao ban ca cum san pham/dich vu dé6 ma ban chi can dé xuat
ho st dung cac san pham cuda ban thay thé cho nhitng san pham cé dac tinh
twong tu trén co sé doi bén cung co 1gi.

CHIEN THUAT CHONG NHUNG CON “THINH NO” CUA KHACH
HANG

Lai la chuyén cua nhitng anh chang danh giay. Vao mot ngay mua, toi tr&
lai san bay St. Louis va t6i cling chd mot chuyén bay qua canh. Lan nay,
Johnny khong c6 trong phong danh giay. Khi t6i ngoi 1én ghé, nguwdi danh
giay tién dén va hoi: Co 1é ong sé chon danh bong loai thuong?

T6i nhin anh ta v6i anh mat hoai nghi va n6i: Sao anh lai nghi vay? Tai sao
khong phai la loai tot nhat?

Anbh ta than nhién trd 16i: Vao nhitng ngay mwa nhw thé nay, han la khéng ai
muon bo ra hai do la dé danh giay va roi sau do no sé bi ban tré lai.
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T6i héi lai: Thé khong phai danh bong loai tot nhat sé gitp t6i bao vé doi
giay cua minh sao?

Anh chang danh giay dap lai: Pung la no6 sé bao vé giay cua ong.
T6i ngac nhién héi: Vay tai sao anh lai khong dé nghi t6i dung loai t6t nhat?

Anh ta 1dp lai: Vi t6i tin 1a khong ai mudn tra hai d6 la dé lam méi doi giay
cua minh vao nhitng ngay mua.

- T6i nghi 1a néu danh béng loai t6t nhat gitp bao vé doéi giay cuaa t6i, dong
thoi do thu nhap ctia anh thwong bi sut gidm trong nhitng ngay muwa nhw thé
nay thi anh cang phai c6 gang thuyét phuc moi ngwoi chon danh béng loai
tot nhat méi phai chiy!

- Toi cling cho la vay.
- Anh c6 mu6n kiém dwoc nhiéu tién hon khong?
- Di nhién la c6 chit! - Anh ta trd 161, vé mat hén ho.

- Theo t6i, trwdc khi hoi khach hang, anh nén nhin vao doi giay ctia ong ta,
sau dé nhin thang vao mat 6ng ta, n@ mot nu cwdi va noéi rang: “Néu tbi
doan khong nham thi cé 1€ 6ng muén chon loai danh bong t6t nhat phai
khong thwa 6ng?”. T6i doan chac la anh sé danh ding vao tam ly khach
hang.

N6i tom lai, néu ban khong hai long vé&i tinh hinh kinh doanh hién tai thi
hdy thay d6i cach suy nghi cia minh, moi thit sé tot dep th6i. Cho du sdn
pham hay dich vu ma ban dang chao ban la gi thi sw lac quan va ky vong
vao nhitng diéu t6t dep chac chan sé ho trg cho ban rat nhiéu.

Céac khach hang thudng khong thich dwa ra bat ky quyét dinh nao, ho luén
trong trang thai do dy. B4 chinh la lic nguwdi ban hang thé hién vai tro cia
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minh trong cwong vi ctia mot nguwdi tw van. Anh ta cung cap cho khach
hang moi thong tin can thiét dé gidp ho an tam rang quyét dinh dwva ra la
hoan toan dung dan.
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PHAN II: PIEM MAU CHOT
CUA NGHE THUAT BAN

MUC TIEU
I. Giup ban tr@ thanh nguoi ban hang hiéu qua hon.
I1. Gidi thich nhan dinh “ban hang chinh la truyén tai cam xuc”.

IT1. Phan biét “dong cam” va “dong tinh” khi ditng trong vi tri cia ca ngudi

ban va nguoi mua.

IV. Gitip ban c6 dwge sy chuan bi chuyén nghiép ca vé ky nang lan tac
phong ban hang.

V. Néu r6 sy can thiét cua viéc chuan bi vé mat thé chat, tinh than va ly tri.

VI. Giai thich tai sao tinh cdm dong vai tro quan trong doi vdi thanh cong
trong sy nghiép cua nguoi lam cong viéc ban hang.

VII. Nhan biét tdm quan trong cua long trung thuwc, niém tin va sy chinh
truc.

CAC CHIEN THUAT VA TRINH TU THUC HIEN MOT THUONG VU
HOAN HAO

Chién thuat danh vao “niém tin”
Chién thuat danh vao “quyeén sé hitu” ctia khach hang

Chién thuat “khién khach hang mim cuwoi”
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Chién thuat “dong cam”

Chién thuat st dung cac “phan xa theo ban nang”
Chién thuat danh vao tam ly “khong du tién chi trd”
Chién thuat danh vao tam ly “nguwoi biét chia sé”
Chién thuat “Columbus”

Chién thuat “ve van, tan tinh”

Chién thuat “gidy chitng nhan chat lvgng”
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Chwong 7: PIEU THEN CHOT TRONG
SU NGHIEP BAN HANG

NIEM TIN CUA BAN

Trudc day, khi ching t6i song tai Columbia, South Carolina, t6i la nhan
vién ban hang ctr nhat cia Tap doan Saladmaster, chuyén cung cap cac vat
dung nha bép cao cdp. Trong mét lan tro chuyén véi mét dong nghiép dang
lam vao tinh trang & am, t6i hiéu thém nhiéu diéu vé anh ta. Cudc déi thoai
gitta chuing t6i dién ra nhu sau:

Zig: Bill, t& biét cau dang gap phai van dé gi roi!
Bill: Theo cau thi van dé cua t¢ la gi?

Zig: Chuyén cta cau rat don gian. Cau dang c6 gang lam diéu ma vé mat
tam ly la bat kha thi.

Bill: La sao?

Zig: Y t& 1a cau dang c6 ging ban nhitng th ma cau khong hé tin twéng
hay hitng tha.

Bill: Cau no6i gi thé? Chiing ta dang chao ban nhitng mat hang c6 chat lwgng
tot nhat. Cau biét khong, t¢ bo cong ty ma t& da lam viéc hon bon nam dé
xin vao lam tai Saladmaster bdi vi ho c6 nhitng san pham t6t hon. Khong
nhitng vay, cau cling biét t§ tirng lam quéan ly & cong ty cii nhung t& lai
chon cong viéc cua mot nhan vién ban hang binh thwong bdi té co long tin
vao nhitng san pham nay.
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Zig: Thoi nao, Bill! Cau chi c6 thé ltra gat duwge ngwdi ngoai théi. Ca cau va
t¢ déu biét rang cau chang tin nhitng gi minh vira n6i dau.

Bill: Cau nghi sao ciing duwgc, nhung td biétla minh luén dat niém tin vao

san pham dang chao ban.

Zig: Bill nay, t& cugc la t¢ co6 thé chitng minh diéu ngugc lai.

Bill: Hfrmmmmmm, y cau la nha t¢ dang dung bo xoong no6i cia doi tha?
Zig: Chtt con gi nira!

Bill: Cau khong duwgce nghi nhw vay. T¢ dy dinh sé mua mot bd xoong noi
ctia cong ty ching ta, nhung cau biét ddy, dao nay cong viéc cta t¢ chang
may suodn sé. Xe cta bon t& bi hong va bon t& phai mwon xe di lam, c6 luc
t¢ con phai di xe buyt hay taxi nita. Cau biét ro la ngwdi ban hang phai co
phuong tién di lai ctia riéng minh thi mdi lam t6t cong viéc dugc.

Hoa vo don chi, vg t¢ phai ndm vién su6t hai tuan lién nén t& khong lam
dwgc gi nhiéu. Chuyén do6 cting khién t& phai ton kha nhiéu tién vi bon t&
khong c6 bao hiém y té. Gio thi chac la cau da hiéu tinh hinh bé tac cua td
roi chi?

BAN HANG CHINH LA TRUYEN TAI CAM XUC

Zig: Bill, t@ hoi cau mot cau nhé. Cau da lam viéc cho cong ty nay bao lau
10i?

Bill: Khoang 5 nam.

Zig: Vay cau ly giai nhu thé nao cho két qua ban hang nam ngoéi, ndm kia,
nam truedc nita cua cau? PE t¢ ndi cho cau biét chinh xac diéu gi da khién
cau lam vao ngo cut nhu hién tai nhé. Khi cau dat ra cho khach hang mot
cau hoi dé budc anh ta phdi dwa ra quyét dinh mua hang, anh ta sé “suy
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nghi”. Pong xu quyét dinh dugc tung lén; cé - nghia la cdu nhan duwgc
khoan tién hoa hong, con khong- cau chang c6 dong nao hét.

Cau thw hinh dung xem, sau khi suy nghi xong, vi khach hang dé sé noi
rang: “T6i khong biét minh c6 nén mua khong. Pung 1a ching téi can co
mot bd xoong noi tot. Toi khong hiéu tai sao vg toi 6 thé nau nwéng bang
mdy cai xoong cii ky kia dugc, nhwng hinh nhw bay gio khéng phdi la luc.
Vo t6i dang phai nam vién, xe ctia ching toi bi hong va chwa sita xong, con
toi can phai cat amidan va tham chi ching t6i con khéng c6 bao hiém y té

ntal!”.

Tat nhién khach hang sé khong néi vdi cau nhitng ly do giong y nhw vay
nhung t6i cam doan la ho sé dwa ra v6 sb ly do khac, nhuw cau da tw bao
chita vGi ban than minh trong suét nam nam qua. Bill a, cau da lam viéc dé
nhiéu lan dén noi moi khi khach hang dwa ra 1y do vién dan cho s tir chéi
khong mua hang ctia minh thi cau lai rat thong cam vdéi nhitng 16i nguy bién
cua ho.

Néu té¢ (ngwoi ban hang) c6 thé 1am cho ciu (khach hang) cdAm nhan vé san
pham cta t6 theo cach té dang cdAm nhan vé chiing, chac chan ciu sé dong y
mua.

Dé truyén tdi mot cam xuc, tredc tién cau phdi cé6 cdm xic dé. Khi cau cod
thuyét phuc khach hang lam mot viéc ma ban than cau cling chwa tirng lam,
ho sé nhan ra ngay. Di nhién, mot s6 nguwdi ban hang thinh thodng cé thé
moi chai khach hang mua mot thit gi d6 ma ban than ho ciling khong tin vao
chat lwgng cia né. Nhung néu mudn tré thanh mét nguwdi ban hang chuyén
nghiép thi cau phdi tdn tam véi san pham ctia minh, khach hang sé bi thuyét
phuc béi niém tin ctia cdu hon bat c bang chitng nao do cau dwa ra dé
quang cao cho cong dung ctia sdn pham.
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Mot nguoi ban hang ty tin, suy nghi tich cuwe, lam viéc trén co s@ trung thuc
va thang than chinh la ngwdi trdn an moi s¢ hai cta khach hang mét cach

hiéu qua nhat.

CHIEN THUAT BDANH VAO “NIEM TIN”

Dé két thic cau chuyén dai ké trén, Bill dong y mua bd xoong néi cua t6i.
Moi chuyén con thu vi hon khi Bill ban dwgc kha nhiéu hang hoa sau khi
mua bd xoong néi. Anh ay thanh céng nhw vay la vi anh ay néi chuyén véi
ho bang si dong cam chit khong chi l1a dong tinh. (Chting ta sé tim hiéu chi
tiét vé su khac nhau gitta hai thuat ngit nay trong chwong tiép theo.)
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Bill hiéu khach hang dang suy nghi diéu gi nhung diéu do6 khong cé nghia
la anh ciling nghi giong nhw hg. Anh dy c6 thé tu tin nhin vao mat khach
hang va néi, “T6i hiéu cdm giac hién gid ctia 6ng/ba nhung tr kinh nghiém
cla riéng toi, t6i tin 6ng/ba sé khong phai hoi tiéc dau”.

Chac han ting c6 ai dé thot 1én rang: “Khong hiéu sao t6i lai nhd anh ban
ho ng6i nha nay. Pa cé rat nhiéu ngudi tim dén, mudn gidi thiéu giip nhung
toi tir choi tat cd”. Chinh uy tin ma ban da gay dung cho sw nghiép cua
minh va niém tin tuyét doi ctia ban vao ban than cling nhuw vao san pham
dang chao ban lam cho ho “cdm nhan” rang ho c6 thé tin twdng vao sy
chinh tryc va cong tam cua ban.

CHIEN THUAT DANH VAO “QUYEN SO HOU” CUA KHACH HANG

Rat nhiéu nguwoi lam cong viéc ban hang (bat ké san pham chao ban la bao
hiém, 6 t6 hay my pham, xa phong...) déu thé hién niém tin cia minh manh
mé dén mitc ty mua mot sdn pham cho riéng minh hoac néng long dugc s&
hitu ching. Ban dang tién gan dén dinh cao cua sy nghiép ban hang khi
thwe sy cdm thdy khach hang la ngwdi chiu nhiéu thiét thoi nhat néu khong
mua san pham ctia ban. Cam gidc dé chi xuat hién khi ban da la khach hang
cta chinh minh va ban rat hai long vi nhitng 1gi ich ma san pham dem lai.

Ban khong chi tin twdng vao san pham ban dang chao ban ma ban ciling nén
dat niém tin vao céng ty ma ban dai dién. Cam nhan cta ban doi vGi cap
trén va cong ty c6 anh hwéng rat 16n dén hiéu qua céng viéc ctia ban. Viéc
ca ngoi va xay dung tiéng tam cho cong ty cua ban ciing c6 tac dung nhw
cac chién thuat ban hang khac. N6 boi dap thém cho uy tin cta ban, gitp
ban ban dwgc nhiéu hang hon, cé dwgc nhiéu khach hang mai. D6 chinh la
xay dung su nghiép ban hang.
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Chuong 8: SU PONG CAM - PIEU MA
NGUOI BAN HANG XUAT SAC CAN
CcO

Nha tam ly hoc H. M. Greenberg da thuyc hién mot thit nghiém tam ly trén
186.000 ngwoi va phat hién ra rang c* nam ngwoi lai c6 mot ngwdi cé thé
dao tao dé tré thanh mot ngudi ban hang thanh cong. Ong ciing phat hién ra
rang nguoi sé trd thanh ngwdi ban hang xuat sac phai cé “cai t6i” 16n hon
nguwoi khac. Va mot diéu kién khac nita la cai téi nay can phai cé dugc sy
chdp nhan cta cac khach hang tiém nang cua anh ta.

Tién si Greenberg con phat hién rang nhitng ngudi ban hang xudt sac nhat
ludn dat két qua cta cudc mua ban 1én hang dau bai do 1a sw khang dinh tai
nang cua anh ta, va bdi vi that bai (néu c6) khién cho long tw trong ctia anh
ta bi ton thwong.

bé thyc sy trd thanh m6t ngwdi ban hang xuat sac vuot troi, ban phai cé
“cdi t6i”, nhung theo tién si Greenberg, ban nén coi chirng nhitng ngwdi ban
hang c6 cai t6i qua I6n bai anh ta sé san sang bat chap moi thit dé c6 dugc
mot thwong vu thanh cong. Khi d6 ca anh ta va khach hang sé khong dat
duwgc diéu gi tot dep. Anh ta sé 1gi dung khach hang va khong bao gio xay
dung dwgc mot sy nghiép ban hang thanh céng nhu 1€ ra anh ta c6 thé.
Trong nhiéu treong hop, anh ta c6 thé dat dwoc mot so 1gi ich nhat thoi,
nhuwng nhitng thu thuat “di chong vé tat”, sy xuyén tac va phéng dai ctia anh
ta sdm muon gi cting bi khach hang phat hién. Anh ta sé bi dudi c6 ra khéi
thanh ph6 hay budc phdi chuyén sang mdt nganh khac. Tién si Greenberg
nhan manh rang, mudn xay dung mét sy nghiép ban hang thanh cong, bén
canh cai t6i, ban can c6 s dong cam.
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PONG CAM VA PONG TiNH

bong tinh c6 nghia la cAm nhan cta ban giong vdéi cam nhan cia nguoi
khac vé cing mot sy viéc. BDong cam nghia 1a ban hiéu dwgc ngudi khac
cam thay nhu thé nao, cho du ban khéng cam thay thé.

Vi du nhv khi ban quan sat mot nguwdi khach dang guc dau trén lan can tau
vi say séng, ban sé thdy dong tinh v&i anh ay néu ban ciling dang bi say
song. Sy dong cam chi xuat hién khi ban hiéu rang nguwdi khach dé dang
mét nhu thé nao, chinh vi vay ban sé mang cho anh &y mét chiéc khan lanh
cung v@i vai vién thudc chong say tau xe dé gitp anh ay b6t mét hon. Khi
dong cam vdi ai do, ban sé hiéu va nhay cdm véi cach &ng xt ctia ho. Vi
ban nhin thdy van dé kha rd nén cé thé gitap ho dwa ra gidi phap cho van de.

Mot chuyén vién tw van hon nhan gia dinh ludn dong tinh véi khach hang
ctia minh c6 thé sé bi virdng vao rac roi cia ho dén noi cudi cung chinh anh
ta lai phai can dén sy tv van ctia ngudi khac. Khi ¢6 gang khuyén nhi mot
nguwoi dang tap uéng rwou, mot ga tirng nghién revgu néu déng tinh véi anh
ta thwong sé lai chim nghim dén tham hai trong hoi men. Mot quan ly ban
hang luén dong tinh v4i cac nhan vién ctia minh sé c6 kha nang khong dat
doanh so6 duwgc giao va, trong mot so treong hgp, sé bi cdp trén danh gia la
khong c6 nang lyc quan ly. Nhitng bac phu huynh ludn cho phép li tré lam
hodc mua bat c¥ thit gi ma ching khong nén lam bdi ching van la tré con
thi rat c6 thé bon tré sé trd thanh nhitng con ngwoi hw hong, vo ky luat va
khong c6 ich cho xa hdi. Nguyén nhan tai sao hau hét cac bac si khong
muon chita bénh cho gia dinh ho va cac luat s khong muén ngudi than cua
ho tré thanh khach hang ctia minh 1a vi khi dinh liu vao nhitng van dé cta
nguoi than, ho khong thé thoat ra dugc.

Trong phan nay cta cudn sach, muc dich cta t6i la muén ban suy nghi trén
phwong dién ctia dong thdi cd nguwdi mua va nguoi ban. Bé thuc sy tré
thanh nhitng chuyén gia ban hang, ban phai c6 kha nang tach minh ra khoi
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vi tri ngwoi ban dé dat minh vao vi tri ctia ngwdi mua. Néu ban hiéu khach
hang nghi va cam thay nhuw thé nao, chac chan ban sé ban duwgc nhiéu hang
hon vi khi d6 ban c6 thé dap ing ding nhu cau ctia ho hon.

PHAN BIET VI TRI CUA NGUOI BAN HANG VA KHACH HANG

La mot nhan vién ban hang, rd rang la ban khéng bao gid nham lan vi tri
cta minh véi vi tri ctia khach hang. Ban phai nhé rang mong muon, nhu
cau, s@ thich cting nhw kha nang thanh toan cia ban va cua khach hang
khong hé c6 lién quan v&i nhau.

Gia st ban la mot nhan vién ban quan 4o va sé thich ctia ban la loai quan ao
tré trung. Néu mot doanh nhan an mac c6 vé bao tha buwdc vao cira hang dé
tim mua mot bd com-1é, rd rang la ban mudn chon va gidi thiéu cac loai
quan do phu hgp v6i cach an mac hién tai ctia 6ng ay cling nhu c6 thé dap
ng nhu cau ma ong dy dua ra. Néu 6ng ay mudn tim mot bd com-1é hay
mot bd do thé thao dat tién dén mitc ban khong dam nghi dén chiing thi t6i
khuyén ban khong nén thuyét phuc 6ng ta chon mua loai ré tién hon. Nguogc
lai, ban cling khong nén tim cach thuyét phuc khach hang mua nhitng moén
hang vugt qué xa tui tién cta ho.

N6i tom lai, khong nén nham lan vi tri cda ban vd&i vi tri caa khach hang.
Hay nhin vao mat ho dé tim hiéu xem ban c6 thé ban dugc nhitng loai hang
héa, san pham hay dich vu nao. D6 chinh la sy dong cam va do ciling chinh
la cach ban hang chuyen nghiép.

THOI PIEM BAN HANG
Thoi diém t6i té nhat ma t6i phai trdi qua xdy ra khong 1au sau khi ching to6i
chuyén t6i Dallas. Con trai ching t6i, Tom, ltic d6 van chwa day bon tuoi.

Mot budi chiéu mudn, khi hai ching t6i dang loay hoay lam vwon mét lic
thi khi nhin 1én khong thay thang bé dau ca. Ngay lap titrc, chiing t6i dén
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nhitng nha 1an can tim kiém, r6i di khap cac con phd, ngd hém, ké ca bai do
xe cda khu trung tdm mua sam. Nhung khong hé c6 dau vét gi cua thang bé.

Cudi cung ching toi quyét dinh goi cho canh sat va néi r6é sy tinh. Du da
bao canh sat song ching t6i van tiép tuc quay trd lai khu pho trung tam, di
vong quanh cac toa nha, lung suc moi con hém...

Thinh thoang t6i lai go ctta mot ngdi nha nao dé vdi hy vong ho c6 thé cung
cap cho t6i thong tin lién quan dén thang bé, va cit sau vai phtt toi lai vong
qua nha minh xem thang bé cé vé nha khong. Trong mdt lan nhu thé, toi
tinh c& gap ma6t nhan vién chao ban dich vu tim kiém. T6i gao lén rang con
trai chuing t6i dang bi lac va dé nghi anh ta gitp t6i tim n6. Nhung that qua
strc twong twgng, ngwoi dan ong doé lai gidi thiéu khong ngét vé dich vu tim
kiém cda cong ty anh ta. T6i lap tirc cat ngang va néi gan nhw quat vGi anh
ta rang hdy c tim con trai gitp t6i, con moi chuyén khac sé néi chuyén sau.

Cau chuyén cua t6i nham chi ra rang s nhay cdm véi nhu cau va sé thich
ctia nguoi khac ciling 1a mot trong nhitng yéu té6 quan trong hang dau. Néu
ngwoi ban hang kia tham gia tim Tom gitp ching t6i thi han la anh ta dé
dang c6 dugc mot thuvong vu thanh cong.

Khi t6i goi dién cho bat ky khach hang nao, cho du dé la cudc goi vi muc
dich tham héi hay muc dich kinh doanh, sau 16i chao héi ban dau, t6i luon
hoi khach hang ctia minh nhu sau: “T6i c6 goi ldc anh dang ban khong?”
hay “T6i c6 thé ndi chuyén vGi anh mot lat dwge khong?”. Hay nhg rang
néu khach hang dat tam tri ciia minh vao viéc khac thi co hoi ban hang cho

ho sé giam di rat nhiéu.
CHIEN THUAT “KHIEN KHACH HANG MiM CUOT”

Vi tu cach la mot chuyén gia huan luyén ban hang, t6i cé 16i khuyén rang
néu ban c6 thé khién khach hang mim cwdi va dong tinh véi ban khi ban di
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vao phan chinh cuda bai thuyét trinh vé san pham thi co hoi c6 duwgc thuwong
vu thanh cong sé tang l1én dang ké. Ly do rat don gian, bdi vi trudce tién ho
phéi c6 cam tinh v6i ban, sau dé6 ho md&i mua san pham, y twéng hay dich
vu cta ban. M6t nu cuwdi than thién hay mot tiéng cwdi 16n 1a mét dau hiéu
twong doi tot chi ra rang ho dang nghi tot vé ban, vi thé c6 thé ho sé mua
thi* ma ban dang ban.

V6i tu cach 1a mot ngwoi ban hang, t6i tin chac rang ban khong hé nghi
rang s nhiét tinh va tan tuy véi cong viéc cta ban khién cho ho phai kho
chiu. Tuy nhién, day cling khong phdi 1a diéu hiém thay. Biéu nay cé thé
xay ra, nhung né chi xady ra trong mot so rat it trweong hgp ma thoéi, dé la khi
khach hang dang gap rac roi.

NGUOI BAN HANG CHi BIET PONG TINH SE PHAI TRA GIA

Nhiéu nam trudc, khong lau sau khi t6i nhan ban cac dung cu nha bép cao
cap, toi dén tham gia dinh ctia m6t ngwdi nong dan vi 6ng ta va vo da dén
bubi gidi thiéu san pham cta cong ty t6i vao toi hom truwde. Khi ching t6i
cung tro chuyén véi nhau, t6i da trinh bay mot bai thuyét trinh v6 cung an
twong.

Khi t6i vira ditt 161, 6ng ta hang giong va noi rat khic chiét: “Thwa 6ng
Ziglar, nhitng diéu t0i n6i sau day c6 thé sé khéng c6 y nghia gi nhiéu déi
v6i ong bai vi toi biét can nha cua 6ng da cé buong tam roi. Nhung toi va
vQ t0i da 1dy nhau dwgce hon hai mwoi nam, va trong sudt quang thoi gian
do, téi ludon hira vGi co ay rang: ‘Em yéu, sang nam, ching ta sé xay buéng
tam’. Moi nam tr6i qua toi lai ldp lai tir ‘sang nam’ bdi vi c6 nam mua
mang that bat, c6 nam thi con chiing t6i bi 6m hay ching t6i phai mua mét
chiéc may kéo mdi...”.

Ong ta néi tiép: “Trong sudt hai muwoi ndm, t6i khong ngirng 1am viéc dé c6

du tién xay mot buong tam cho vo t6i. Cudi cung, t6i cling c6 du so tién do
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ngay tai ddy, vao lic nay”. (Khi noéi t6i day, ong ta vo nhe vao chiéc tui
dyng tién trong do khoac.) “Nhung khong ai c6 thé lay dugc mot dong nao
cta t6i cho dén khi ching t6i xay xong buéng tam, ké ca anh.”

Al DPANG THUYET PHUC AI?

T6i muon nhan manh diéu nay: Moi bai thuyét trinh déu tao ra mot két qua
thang thua, hodc khach hang sé thuyét phuc ban rang anh ta khong thé va sé
khong mua san pham ctia ban, phan thang trong cudc mua ban thudc vé anh
ta; hodc nguoc lai, ban thuyét phuc anh ta rang anh ta cé thé va hoan toan
nén mua no, va ban la ngwoi gianh thang 1gi.Ngwoi dan 6ng 16n tudi do la
that tai ba va to6i, that ky la, lai la ngudi san sang dé 6ng ay thuyét phuc. No6i
tom lai, toi da dong tinh v&i dng 4y - va day chinh la 1y do tai sao.

Khi t6i con la mot dita tré, gia dinh chung t6i st dung “dwong 6ng nudc ty
dong”, nhung “tw dong” cua chung t6i c6 nghia la chung t6i phai di ganh
nuwdc moi ngay. Khi ngwoi dan 6ng dé noéi xa gan veé cai lanh cat da khi phai
stt dung phong tam ngoai troi, mac du ldc do dang la thang Tam, t6i da lang
im khong néi nén 16i vi thiu hiéu cdm giac ctia 6ng ay.

T6i vui vé chap nhan minh thua cudc bdi ban t6i, chuyén gia huan luyén
ban hang dau tién cua to6i, Bill Cranford, ludn dan do t6i rang du da danh
mat mot thirong vu, nhirng ban van nén két thic cudc gap gd theo cach md
ra mot co hdi mdi cho nguwdi ban hang ké tiép buwdc vao tam tri khach hang.
Dbo6i vGi nganh kinh doanh gidi tri, ngwdi ban hang nén lam cho khéach hang
cam thdy vui vé. Trong hop tac kinh doanh, nhitng chuyén gia ban hang nén
két thic cudc gap véi khach hang it nhat 1a trong bau khong khi than thién.
Trong treong hop nay, tdi cé thé khang dinh rang ching t6i da chia tay mot
cach than thién bai vi 6ng ay mai toi quay lai udéng ca phé néu sau nay toi
co ban hang trong khu vuc do.
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Hai ngay sau, t0i tinh c0 gap nguoi chi cua ngwoi dan ong do trén duong tai
mot thi trdn nhé & Lancaster, South Carolina. Cho du cudc gap g& xay ra
vao nam 1948 nhwng t6i van con nhdé ro:

Nguoi phu nit: Biéu gi da xdy ra vdi cau va em trai toi thé?
Zig: Y chi la thé nao? C6 chuyén gi thé?

Nguwoi phu nit: Em trai t6i da rat gian cau.

Zig: Sao anh 4y lai gian t6i?

Nguoi phu nit: BPon gidn vi né mudén mua mot bd xoong noéi nhwng cau lai
khong ban cho nd!

Zig: Toi sé quay lai d6 ngay!
Ngudoi phu nit: Mudn roi. N6 khong tin cau nita dau!

Mai mot thoi gian sau t6i méi hiéu sy viéc da xdy ra nhw thé nao. T6i chi
nghe 6ng néi ma khong hiéu dugc nhitng diéu 6ng &y mudn am chi. Khi
ong ay noéi rang “Hon hai mwoi nam qua, t6i da lam viéc lién tuc, chi mong
c6 du tién xay cho vg minh mdt cai buong tam. Gio toi da co so tién trong
tay, nhung khong ai c6 thé budc t6i phai chi ra mot dong nao cho dén khi
ching t6i xay xong buong tam”, thi y cta ong la “Thwa O0ng Ziglar, trong
sudt hon hai mwoi nam, t6i da c6 gang lam viéc dé kiém tién xay mot buéng
tdm. Cubi cung thi t6i di c6 da tién” (Ong dy con dua tay vo vo vao tii
tién). Ctr chi va gia canh cho thdy 6ng 4y mudn néi ring: “Ong hay nhin
xem, t6i c6 dén bdy dita con va t6i mong muon chi phai chi ra it tién dé mua
thitc @n nhung cac con t6i van c6 dwgc cac mén an day da gia tri dinh
dudng. Vg toi la me cua bay dia con va la vg cua mot ngudi nong dan
nghéo, c6 dy ludn phai lam viéc dau tit mat t6i. Ong Ziglar nay, dng c6 thit
gi c6 thé gitp giam bt cong viéc cho co dy va gilp con cai toi c6 loai thitc
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an duwgc nau chin bang loai noi niéu c6 thé gitt duge vitamin va chat dinh
dwdng trong thyc pham khong?

Vay ma toi lai chi biét dong tinh véi van dé ma ong ay da tim ra cach giai
quyét (kiém tién dé xay buong tam cho vg@) nén t6i da khéng nhin ra dugc
van dé 16n hon ma ong ady dang phai duwong dau, d6 1a mong muén nudi day
con cai tot nhat va gidm b6t ganh nang cong viéc cho vo minh. R6 rang la,
néu khong thé phat hién ra nhu cau chinh yéu ctia khach hang, ban sé khong
thé dwa ra giai phap tot nhat cho ho. Sy dong tinh da khién t6i danh mat mot
thuong vy, nhung quan trong hon, né khién khach hang khong cé co hdi s
dung maot san pham sé rat c6 ich cho ho.

CHIEN THUAT “DONG CAM”

Jay Martin, mot nguwdi ban cua t6i & Memphis, Tennessee, Giam déc Hang
An toan Quoc gia, mot nha cung cap thiét bi bdo chay, cé lan ké cho toi
nghe cau chuyén cua nhan vién anh dy. Trong mét lan lam viéc véi khach
hang, sau khi nguwdi nhan vién hoan thanh phan thuyét trinh cia minh, vi
khach hang dé duong nhw chang tap trung vao nhitng diéu anh ay vira trinh
bay ma lai héi mét cau chang may lién quan dén san pham anh ta dang chao
ban: “Chang trai, chac la anh da nghe néi vé tinh trang t6i té hién gio cua
toi r6i ch¥?”. Di nhién la anh chang ban hang chang biét gi va vi khach
hang bat dau keé lai that chi tiét:

Khoang hai thang trudc, khi vg chong téi dang lai xe trén duwong cao toc,
mot ga cong tit di nguwgce chiéu dam sam vao chung t6i khién 6 t6 cta ching
toi bi bién dang hoan toan. T6i phdi nam vién gan hai tuan, va thu nhap cta

toi trong thang do6 cling giam sut dang ke.

Con vg téi phdi nam vién hon sau tuan. Do c6 dy vang mat qua lau nén
cong ty chuyén giao viéc cua c6 ay cho nguwoi khac va bay gio co dy dang di
xin viéc. Cau nghi xem, bong dwng gia dinh cau bi cat mot nguén thu nhap

https://thuviensach.vn



thi moi chuyén sé nhw thé nao? Tién vién phi cta hai vg chong toi 1én tdi
hon 20.000 do la!

Khoéng nhitng vay, chi méi cach ddy mdt tuan, con trai ching toi tiv don vi
héi quan tré vé nha va ngay budi t6i dau tién, khi 1ai xe vong qua mot cho
ngoat vaéi toc do cao, né khong diéu khién dwgc tay 1ai nén da dam vao mot
ctra hang stra xe, lam v& vun tam bién hiéu tri gia 6.000 do la. Bong dung
moi chuyén xdy ra cung mot ldc, to6i khong biét phai lam gi bay gio!

Khi da hiéu nhitng kh6 khan cta ngwoi dan 6ng do, chac chan ban sé thay
hanh phuc khi nghi vé cudc song hién tai ctia minh, phai khong? Nghe xong
cau chuyén, anh chang ban hang noi trén rat dong cam vaGi khach hang caa
minh va da dwa ra 10i dé nghi tot nhat cho van dé khi ditng & vi tri cta
khach hang.

Sy dong cam la kha nang xam nhdp vao cdm xuc cia nguwdi khac va nhin
thdy nhitng mong muén va nhu cau ctia hg phan 4nh qua 4nh mat cta ho.
Nha tdm ly Erwin S. Weiss tai Cleveland, Ohio, n6i rang 6ng ba ctia ching
ta nhin chung thuwdng thich tdng nhitng mén qua ma con chéau c6 thé giit
lam ky niém, b6 me ching ta thuwong tang nhitng mén qua c6 tinh thuec té,
va nhitng dita tré lai thwong tang cho nguwoi khac nhitng thtt ma ching
thich. Khi nam dwgc nhitng thong tin nay, mot nguwdi ban hang lanh 1gi sé
giup rat ngan thoi gian tim kiém cda khach hang va nhitng noé lyc ban hang
cta ban than bang céach gidi thiéu cho ho nhitng mén phu hgp nhat.

CHIEN THUAT SU DUNG CAC “PHAN XA THEO BAN NANG”

Nguoi nhan vién ban hang do da thuc hién mot buée di khon ngoan va co
tinh chién lwgc. Ban nén hoi ngay vé nhitng rao can tir phia khach hang
cang sém cang tot, qua do, ban cé thé xit ly chiing trong phan thuyét trinh
hodc trong nhitng phit dau tién cta thwong vu.
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Khi biét rang khong con ly do gi can tré viéc mua hang, nguwdi ban hang
trong cau chuyén tren day da hanh dong ngay lap titc (Jay Martin goi do la
chién thuat st dung cac “phan xa theo ban nang”). Anh ldy ra mét chiéc
mdy bao chdy mau dé khach hang thdy dwgc hinh dang cua né va néi:
“Thua 6ng, hién gio 6ng dang mac ng gan 30.000 do la [ngirng mot 1at] va
chuyén bé ra thém 300 d6 la nita cling chang anh hwéng gi nhiéu (tam dirng
- ti€p do la cau noi quyét dinh anh ta sé c6é duwgc thwong vu). Anh ha thap
giong, nhin thang vao mat khach hang va néi mét cach nhe nhang: “Thwa
ong, trong bat c trwong hop nao, nhitng vu chay déu gay ra nhitng tham
hoa khung khiép. Trong treong hop ctia 6ng, n6é cé thé twdc doat clia ong
dén mon cudi cung!”.

Anh ta da bién ly do ma khach hang giai thich tai sao ho khong thé mua
hang thanh nguyén nhan khién 6ng ta phadi mua. T6i khong quan tam dén
thit ban dang chao ban la gi, nhung néu ban c6 thé bién ly do can tr& viéc
mua hang thanh 1y do khach hang nén mua hang, 1gi thé cta ban sé tang lén
it nhat muoi lan.

CHIEN THUAT BANH VAO TAM LY “KHONG DPU TIEN TRA”

Nam 1978, Dallas phéi ganh chiu mét tran mwa da khung khiép. Gié thai rat
manh, tirng ddm mwa da roi am am trén mai nha. Sang hom sau, nhitng cho
ngam nuwdc trong c nhw “nhitng bitc tranh nghé thuat” khap tran phong
ngl, phong lam viéc riéng va gian bép. Nhitng “bitc tranh nghé thuat” do
cho thiy ching t6i dang can phai stta chita lai ngdi nha. Toi goi thg stra mai
nha dén va anh ta wdc tinh chi phi stta chita 1én tGi 5.300 do la. Khi toi noi
toi khong c6 du tién siva nha thi anh ta, nhv mot ngwdi ban hang chuyén
nghiép, néi rang: “Néu bay gio 6ng khong siva mai nha thi sau vai tran mwa
da nira, t6i nghi 6ng s€ phai son lai twong, thay mdi cac vach go va ca mot
cai mai mdi. Liéu ong c6 du tién dé lam ting ay viéc khong?”.
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Nguoi thg stta nha dang dung chinh ly do can tré viéc mua hang thanh dong
co dé khach hang mua mén dé. M6t vi du khac:

- Y anh 1a sao? Bom mot cai 16p xe gia 10 do la a? To6i khong mudn bé
nhiéu tién nhw thé chi dé bom 16p xe!

- Thwa 6ng, néu bay gio 6ng khong muon mat 10 do la dé bom 16p xe thi co
thé 6ng sé phai ton nhiéu tién hon dé thay mdt chiéc mdi vi chac chan cai
16p mém nhu thé nay khong thé gitp ong di dugc xa.

Nhitng ngudi ban hang luoén phai dwong dau vdi tré ngai 16n nhat, do l1a 16i
than van cua khach hang rang ho khong c6 du tién. Loi khuyén cia t6i danh
cho ban la: “Hay dat minh vao vi tri cia khach hang, nhan dién khé khan
cta ho, don hét tam tri dé tim ra gidi phap cho ho va chac chan ban sé thanh

cong”.
SU DPONG CAM NANG CAO TINH THAN BONG DOI

Ted Lamb duwgc danh gia 1a nha phan phéi xe 6 t6 Chevrolet t6t nhat &
Prescott, Arizona. Nam 1982 (nam khung hoang nghiém trong déi véi
nganh cong nghiép 0 t0), doanh s6 ban hang cua Ted Lamb cho dong xe
Chevrolet tang 69% so v6i nam 1981, va doanh thu tinh bang dong doé la
tang 68% so voi nam 1981.

Chac han ban sé dat ra cau héi tai sao va lam thé nao Ted Lamb lai c6 mot
nam thang lgi dén vay? Co rat nhiéu nhan t6 goép phan lam nén chién thang
do6. Pau tién, phai néi rang Ted Lamb la nguwdi ludn lac quan va can man cé
trach nhiém cong dan va ludn quan tam dén yéu t6 gia dinh. Ké dén, Ted
Lamb la mot nha quén 1y c6 6c sang tao va tinh than “cho la nhan”. Va trén
tat ca la, Ted Lamb luén dong cdm vd&i cac khach hang ctia minh.

Mot doanh nghiép thanh cong phai xay dwng dugc tinh than doan két va
hop tac gitta cac bo phan c6 lién quan. Piéu nay dac biét ding trong kinh
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doanh 6 t6, mot nganh rat can dén sy hgp tac gitta bo phan ban hang va bo
phan dich vu sau ban hang. Trong nhiéu treong hgp, hai bd phan nay khong
thé phoi hop chat ché véi nhau vi bé phan ban hang chwa hiéu dwgc nguyén
do vi sao bod phan dich vu lai khong thé cung cap dich vu nhanh chéng cho
khach hang, bat ké dé la khach hang “dé tinh”hay “khé tinh”. Ciing chinh vi
1é d6, nhitng ngwdi lam viéc & bo phan dich vu lai khong thé hiéu noi tai sao
nhitng nguwoi ban hang ct lién tuc day ho vao tinh trang “bat kha khang”
bang nhitng yéu cau dich vu “ngé ngan”.

Vi Ted Lamb, nhitng méi bat dong gitta hai bo phan nay hau nhw da duogc
gidi téa nho vao mot chién thuat rat doc ddo ma ho ap dung cho quy trinh
quan ly cda minh t* nhiéu nam trwdc. Theo dinh ky, nguwoi quan ly ban
hang va ngudi quéan ly bg phan dich vu (nhitng nguwdi nay dugc nhan cung
mot mitc lwong) lai trao doi vi tri lam viéc, ké ca trach nhiém doéi v6i cong
viéc cho nhau trong vai ngay. Chién thuat nay giip hai vi quan ly hiéu va
thong cam cong viéc cta nhau. Ho hiéu dwgc ban chat cong viéc, nhitng co
hoi va tham chi ca thach thitc ma ngwoi kia thwong phai doi mat.

Thanh qua dat dwgc chinh la mo6i nguwdi quan 1y lai cam thdy gan bé vdi
cong viéc quen thudc ctia minh hon, dong thoi cling danh gia cao cong viéc
mdi mé ctia nguwoi kia. Con khach hang sé nhan duwgc dich vu t6t hon.
Nhitng chiéc xe Chevrolet chiém dwgc trai tim cta khach hang bai tinh than
lam viéc dong dodi cua tat ca bo phan cé lién quan.
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Chuwong 9: LAM VIEC VOI MOT THAI
PO PUNG PAN

THAI BO TiCH CUC LUON TAO RA SU KHAC BIET

T6i, mot ngwdi ludn tan thanh 16i suy nghi tich cuc, lai thwong xuyén gap
phai nhitng ngwoi c6 cach nghi vo cing nham lan vé van dé nay. Ho thuong
nghi nhitng ngudi c6 suy nghi tich cyc ludn tin rang ban than minh cé thé
lam bat ci¢ viéc gi. Thyc ra ho da nham, suy nghi tich cic khéng gitip ban
lam duwgc tat cd moi viéc, nhung né sé gitp ban lam tat cad moi viéc t6t hon
nhitng ngwoi ludn suy nghi tiéu cuc.

Tuy nhién, néu chi c6 suy nghi tich cyc thuan tiy va c6 dong luc lam viéc
nhung thiéu sy chi dan thi ban van c6 thé that bai. That vay, 16i suy nghi
tich cyc chinh 1a niém hy vong lac quan - cho du né khong nhat thiét phai
dya trén co s& thue té - rang ban cé thé chinh phuc bat c ngon nii nao. T6i
da tan mat nhin thdy nhitng ngwoi suy nghi tich cyc chinh phuc dinh
Everest. Sy tin twéng tich cwe cling giong nhw niém hy vong lac quan,
nhung niém hy vong nay dua trén co s& la niém tin cia ban. T6i da tan mat
nhin thdy nhitng ngudi cé niém tin tich cue chinh phuc dwgc nhitng thit con
vi dai hon ca ngon Everest.

T6i chac chan rang hau hét nhitng diéu ban mudn cé trong cudc doi cling
chinh la nhitng gi ma ngwoi khac dang khao khat: sitc khoe, hanh phic, tién
bac, ban bé, sy thanh than trong tam hon, va tat ca nhitng diéu tot dep khac.
Gia st rang ban khong c6 dugc tat ca nhitng thit trén hodc it nhat la khong
c6 mot s6 thit ma ban khao khat, cé thé do la do hai nguyén nhan duwéi day:

Thi¢ nhat, cé thé ban con qua tré va don gian la ban khong cé du thoi gian
dé c6 ngay tat ca nhitng diéu trén. (Tuy nhién, néu ban da qua ba muoi tudi
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thi t6i hy vong ban sé khong bién ho cho minh bang 1y do nay nita). Thi
hai, c6 thé do cach cw xtr ctia ban va day ciling chinh la diéu t6i muén noi
dén. bé dat dugc diéu minh mong muon, ro rang la ban can phai thay doéi
cach cu x* cia minh. Trudc khi thay doi cach cw xi¥, ban phai thay doi cach
suy nghi ctia minh. Va truédc khi thay déi cach suy nghi, ban phai thay doi
nhitng doi twgng tac dong dén suy nghi cta ban.

Néu thuc sy muon c6 sttc khoe, hanh phuc, tién bac, ban bé, sy thanh than
trong tam hon... ching ta phdi bién ching thanh nhitng muc tiéu tich cyc
trong tam tri minh. Diéu nay c6 dwgc nhd ban be va nhitng dong nghiép
ludn lac quan bén ta cung véi nhitng thong tin nham tao thém dong luc cho
ta.

Viéc kinh doanh ctia ban tr@ nén tot dep hay toi té tuy thudc vao cach nghi
cua ban.

Rat nhiéu nha phan tich va dv doan “bi quan” thuong dwa ra nhitng thong
tin vo cung u am, rang ban dang sap phai do6i mat véi tinh hinh kinh té
xuong doc. Néu khong, cit sau khodng bon hay nam nam ho lai thong bao
sap xdy ra mot dgt suy thoai kinh té. Nha dién thuyét Don Hutson &
Memphis, bang Tennessee, chi ra rang mitc do chinh xac cia cac dw bao
trén truyén thong la 18%.

(Ban nén suy nghi vé diéu nay). Tredc mot thong tin chang 1dy gi lam kha
quan nhu vay, ban c6 thé lya chon viéc dong tinh hay khong dong tinh.

CHIEN THUAT BANH VAO TAM LY “NGUOI BIET CHIA SE”

Cau chuyén vé Calvin Hunt ¢ Victoria, bang Texas la mot vi du dién hinh
vé thai do lam viéc ding dan. Calvin dugc xép vao mot trong nhitng nhan
vién ban bdo hiém nhan tho xuat sac nhat nwéc My. Ting la mot trong tai
bién xudt sac cta doi bong da My Houston Oiler, dong thdi cling 1a mot
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nguwoi cuwe ky sang tao, Calvin Hunt da dau tu rat nhiéu cho cong viéc cta
minh. Nam nao anh ciing m&i mot dién gia dén no6i chuyén v6i moi nguoi
dan trong thi trdn. Anh luén danh cho khach hang ctia minh nhitng hang ghé
dau tién va bat ky ai ciing c6 thé dén nghe ma khong phai trd mot khoan phi

nao.

Calvin ky dugc nhitng hgp dong v&i mitc phi bao hiém 1én t&i 100.000 do
la. Anh tran trong bat ky cudc gap gd nao v6i khach hang, luon chu y dén
hinh thitc bén ngoai ciia minh béi anh mudn thé hién s ton trong véi khach
hang va vGi cad ban than minh. Anh quan tdm dén moi chi tiét, du la nhé
nhdt nhat trong phan thuyét trinh ciia minh vi anh muén khach hang cé
dugc day da thong tin nhat tredc khi dwa ra quyét dinh mua hang.

bing trude bat ky tinh hudng nao, Calvin ciing rat lac quan. Anh chia sé
v6i téi rang nam 1982, khi tinh hinh kinh t€ bi anh huwéng nghiém trong,
gan mot ntra nhan vién ban bao hiém roi vao tam trang chan nan va chang
muon tiép tuc lam viéc. Theo anh, ding la moi viéc cé khé khan hon treéc
nhung chinh vi cac nhan vién ban bao hiém khéac khong tap trung vao cong
viéc nén anh c6 nhiéu co hoi ban bao hiém hon va con lai it d6i tha hon.
Anh tin rang doanh s0 cuia anh sé tang cao hon trwéc. Ban thay day, chinh
thai do da tao nén sy khac biét.
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Chwong 10: THAI PO POI VOI BAN
THAN

KHI KHA NANG TU NHAN THUC KEM...

Néu ban thue sy tdm huyét véi cong viéc ban hang hay véi bat ky linh vyc
nao khac thi ban phai bat dau bang viéc xay duwng mot nhan thire that ding
dan vé ban than minh. Gido s Emol Fails, mot trong nhitng ngwoi thay dau
tién cua t6i tirng noi rang khong phdi ban dang xdy dung sy nghiép cho
rieng minh ma chinh la ban dang xay dung long tin cua con nguoi. Sau
cung, chinh ho ma@i la ngudi tao nén sy nghiép cho ban.

Khi ban vé cac chién thuat hoan tat mét thwong vu, ching ta phai d6i mat
v6&i mot thye té€ la c6 rat nhiéu nhan vién ban hang st dung nhiéu cach ban
hang kha mau mé. Ho khong ngitng noi vé cac dac tinh, wu diém, gia ca, sw
khac biét... cia san pham nhung lai khong dam thang than dé nghi khach
hang mua san pham do6 béi ho sg bi tir choi. Chris Hegarty, mot chuyén gia
huan luyén ban hang c6 tiéng da chi ra rang 63% cac cudc gap gd vai khach
hang danh phai két thic trong that bai ma khong hé c6 mot sy ho trg nao twr
phia nguwoi ban.

Khé nang ty nhan thitc gép phan rat 1én trong viéc cai thién ky nang ciing
nhw hiéu qua lam viéc cua ban. Kha nang thé hién trwéc dam dong la mot
trong nhitng yéu t6 gitp xay duwng long tu tin hay viéc tham du cac khoa
thuyét trinh cling 1a mét trong nhitng buwdc ban nén thye hién nham xay
dwng mot nhan thitc ding dan vé ban than.

Budc ti€p theo 1a hdy tré thanh mot chuyén gia vé cac chién thuat ban hang
phu hgp v&i nganh nghé kinh doanh cua ban. Nhitng chién thudt nay chi tré
thanh mot phan cia con nguwdi ban khi ban thue sy hiéu va song véi chiing.
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Ban sé cAm nhan mot niém tin dang 16n dan trong ban, theo dé nhan thirc vé
ban than cling dugc céi thién. Vi nhan thitc méi do, ban hiéu rang du trong
bat ky mot thwong vu nao, khi thoi co da chin muéi, ban sé da tw tin dé két
thuc thanh cong thwong vu doé.

Co6 1é vi du t6i trinh bay duwéi day sé giup ban hiéu duwgce viéc xay dung kha
nang tw nhan thitc can thiét nhw thé nao néu ban thyc sy mong mudn xay
dwng mot sy nghiép ban hang ruc r8. O day, toi 14y bat dong san lam vi du
nhung ban c6 thé ap dung cho trwdng hgp cta minh, bat ké san pham ma
ban dang chao ban la gi.

Mot budi sang, trén duong di lam ban chot nhin thdy mot tam bién dé: “Ban
nha chinh chua, mién trung gian”. Ban rut ré go ctta. Khi ngudi chu nha vira
xudt hién, ban stta lai tw thé va chuan bi bat dau bai néi cia minh. Nhung ba
ay da nhanh chéng ngat 10i ban: “Ttwr tir da nao. D€ t6i hoi anh cau nay. Anh
kinh doanh bat dong san phéi khong? Anh chi can tra 1oi “c6” hodc “khong”
th6i”.

Ngay khi ban vtra thu nhan xong thi ba chu nha noéi: “T6i sé noi véi anh
diéu ma t6i da n6i vdi hai nhan vién kinh doanh bat dong san tirng tdi day.
Ty t6i sé ban ngoi nha nay. Chinh tay toi trong tirng bui cdy, ngon cé trong
cai san nay nén t6i khong viéc gi phai tra cho anh hang ngan do la hoa hong
chi dé anh ban hd t6i mot ngbi nha ma t6i biét rd hon anh tirng ng6éc ngach
cta no6. Toi cling khong mudn nghe thém bat c& diéu gi vé chuyén nay
nita!”. Va ba 8y dong sam ctra ngay treéc mat ban.

Néu kha nang ty nhan thitc cia ban kém, ban chang hé ton trong ban than
minh va di nhién ngwoi chu nha do cling khong ton trong ban. T6i cugc la
ban sé than thd:”S6 minh xui xéo that! Chang ai mudn tiép minh ca!” va
chan nan tim dén mot quan ca phé dé gam nham noi buén. Sau dé ban nhan
ra rang minh nén sém quay trd lai vGi cong viéc, gidi quyét md thw tir dang
bi un tac va thyc hién cac cudc goi cho khach hang bdi rot cudc thi ban
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chang thé ban dugc gi néu mét mé 16n xon nhw vay c vay lay ban. Ban ty
nhu sang thit Hai minh sé lai tiép tuc cong viéc véi mot tam trang hoan toan
mdi. Con bay gio da la thit Tw r6i con gi.

Néu phén ¢ng cua ban la ding nhw vay thi to6i chac chan mot diéu la 98%
nhitng ngwdoi luon chan chir trong moi viéc thwong la nhitng ngudi gap van
dé trong viéc nhan thitc ban than. Ho khong muén phai d6i mat véi nhitng
10i tr ch6i ma bat c@ mot nhan vién ban hang nao ciing sé gap phai khi anh
ta thy'c hién mot cudc goi cho khach hang tiém nang. Thé la cac nhan vién
ban hang thwong chon gidi phap an toan la “nap dang sau” nhitng chiéc ban
lam viéc hay ban biu tham du cac budi hop dé ban ké hoach sap t6i. Néu
ban dang qua chu trong dén viéc ghi chép va chuan bi qua nhiéu tai liéu
khong can thiét cho mdt so it thwong vu thi da dén lic ban phdi hanh dong
dé thay doi tinh hinh...

NHAN THUC TOT VE BAN THAN CHINH LA GIAI PHAP

Gi0 chung ta cung quay trd lai vi du trén nhwng c6 mot thay doi quan trong,
do6 la ban la nguoi rat ty tin. Sau mot vai trao doi khong may dé chiu véi
ngwoi cha nha, ba &y dong sam cira ngay tredc mat ban.

Tuy nhién, lan nay vi biét nhan thitc ding dan vé ban than nén ban dap lai
bang mot thai do khac. Ban hiéu rang chinh nguwdi phu nit d6 méi la nguoi
dang c6 van deé, chi khong phai ban. Vi 1€ do, ban lai vui vé tim mot khach
hang khéac khong gap van dé nhu ba ay.

Toi tin rang ban titng nghe - tham chi titng thot 18n cau nay: “Anh ta/Co
talam t6i phat dién 1én!”. T6i mong ban ngam lai ma xem, nhw cac nha tam
1y hoc van thuong néi, “Ban khong thé khudy sup néu n6 khong cé & trong
no6i”. Moi nguwoi khong thé trat “con titc gian” ctia ho 1én ban ma ho chi c6
thé khoi né 1én néu duwgce ban cho phép.
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TU KINH NGHIEM BAN HANG CUA BAN THAN TOI

T6i mudn chia sé v@i cac ban mot s6 kinh nghiém ctia c4 nhan t6i nham
nhan manh mot diéu la kha nang tw nhan thitc cia mét nhan vién ban hang
c6 tac dong tryc tiép dén sy nghiép cda anh ta. Khi con la mot nhan vién
ban hang mdi tap ténh vao nghé, moi khi g6 cita mot ngbi nha nao do, toi
biét rang minh sé c6 mdt khach hang tiém nang va mot khach hang tiém
nang khac ¢ ngoi nha bén canh va mot ngwoi khac nita ¢ cach dé hai muoi
dam. To6i sé “tham viéng” ng6i nha dau tién va néu ngwoi khach hang do tu
ch6i mua hang thi t6i sé st dung khad nang phan doan cia minh. Nghia la,
toi sé quan sat bén ngoai ngbi nha cua khach hang ké tiép tién doan xem
liéu day c6 phai la “thai diém thich hgp vé tam ly” dé gap gd ho hay khong.
C6 thé ho dang dung bita trra hay dang chgp mat mot lat hodc dang cai
nhau dit doi... va 101 1y do khac nita gidp t6i biét rang minh khong nén go
ctra nha ho vao luc do.

Vay toi sé lam gi? Rat don gidn. Toi sé t¢i ng6i nha ¢ cach d6 hai muoi
dam dé gdp vi khach hang con lai. Tai sao toi lai chon gidi phap nay? Bai
toi sé dung thoi gian lai xe dé chuan bi noi dung sé noéi chuyén véi khach
hang. (Vay la ngudi khach hang dau tién tit ch6i mua hang cua t6i vi t6i da
khong “chuan bi” t6t). Toi dang c6 gang chitng minh vGi ban than minh
rang t6i van dang “lam viéc” trong su6t quang duong hai mwoi dam do.

Diém mau chot & day rat ro rang. Toi chra nhan thitc t6t vé ban than minh,
ngay ca t6i con tir choi chinh minh. Trong tam tri t6i, 10i tir choi cha vi
khach hang & ng6i nha thit nhat khién t6i de dat khong dam go ctra ngdi nha
bén canh dé lai nghe thém mot 16i tir choi niva. Loi khuyén cuta t6i 1a hay cai
thién nhan thitc vé ban than, tinh hinh kinh doanh ctia ban chac chan sé cai
thién theo.

BAN THAN BAN CUNG LA MOT TRONG NHUNG NGUYEN NHAN
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Eleanor Roosevelt titng noi: “Khong c6 ai trén thé gian nay cé thé khién
ban cdm thdy thap kém néu khéng c6 sy cho phép cia ban”. That vay, néu
biét nhan thitc ding dan vé ban than thi ban c6 thé gap gd lién tuc nhiéu
khach hang ma tdm trang khong bi anh hwdng béi két qua ctia budi gap mat.
T6i cho rang sttc chiu dwng ctia con ngudi la hitu han, do 1a ly do tai sao toi
thwong dé cap dén viéc xay dyng nhan thitc ban than cling nhw viéc thwong
xuyén nghe lai nhitng budi no6i chuyén cua chinh ban, nhat la sau vai lan
ban bj tir ch6i mot cach thang thirng.

Giao sw Maxwell Maltz, m6t bac si phau thuat tao hinh tirng néi muc dich
ctia moi liéu phéap tam ly la xay dung long ty tin va nhan thitc ding dan veé
ban than ctia nguoi bénh.

T tin hay nhan thitc ding dan vé ban than ¢ day hoan toan khac véi syt
man thai qua, kiéu “T6i la nhat!” (nhitng ké hay vo ngwc “T6i la nhat!”
thudng nhan thitc yéu kém vé chinh minh). Hau hét moi nguwdi xung quanh
déu cho rang nhitng nguwdi nay dang mac bénh tu cao tw dai, mét can bénh
khién tat cd moi nguwdi déu cam thdy mét méi - triv chinh ban than nguoi
bénh!

Tat ca nhitng nguwdi ban hang xuat sac déu c6 mot cai toi tich cye (chi
khong phai sy tw man). Néu ho dé cai t6i tw man ché ngw, ho sé khong thé
nao tré nén xuat sac dugc.

T6i dang n6i dén kha nang ty nhan thitc, nghia la viéc chdp nhéan ban than
theo diing ban chét ctia n6 va theo chiéu huwéng tich cye nhat. Khi ban biét
chdp nhan ban than vdi day da nhitng yéu kém va nhwgc diém ctia minh thi
ban sé dé dang hiéu va giao tiép (t6i khong néi la ban sé dong y) vdi moi
ngwoi xung quanh hon bao gom ca nhitng khach hang cta ban. Viéc ty nhan
thitc déng vai tro v6 cung quan trong, vi vay hay xay dung né that tot va
ban sé xdy dung sw nghiép ban hang ctia minh 16n hon, t6t hon va nhanh
hon.
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Cho du ban da theo du6i sy nghiép ban hang nay trong thoi gian dai hay chi
md&i vao nghé, cho du kha nang nhan thitc ban than cta ban hién gio la tot
hay kém thi dé huwéng dén viéc trd thanh mot nguwoi ban hang chuyén
nghiép, t0i tin rang t6i c6 thé hiéu thau ban va doc duwgc nhitng cam nhan
ctia ban. To6i khong tin la bat c ai trong s6 cac ban, nhithg ngudi sé doc
cubn sach nay, nghe bang cat-sét hodc xem nhitng bang hinh cuta t6i, hay
tirng tham du cac khoa hoc cua toi lai tré nén sg sét, lo lang, nghi ngo, thiéu
tw tin hon t6i tredc kia. T6i cling khong tin bat ky ai trong s6 cac ban lai co
thé bi that bai, chan nan, hay khong muon thyc hién nhitng buéc ti€p can
ban dau vd&i khach hang hon t6i khi t6i méi budc chan vao nghé. Téi mudn
néi tat cad nhitng diéu dé dé dua ra sy ddm bdo tir cd nhan t6i rang co hoi
danh cho ban van con.
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Chwong 11: THAI PO CUA BAN DPOI
VOI NHUNG NGUOI XUNG QUANH

Khia canh th ba trong phan thai do ma t6i muon chia sé chinh la cach cw
X[ cia ban v6i moi nguwdi xung quanh. Tai sao ban lai cho rang ngwoi dang
trao dbi v6i ban hda ra lai dang & bén kia chién tuyén? Ban dang xem anh ta
la nguwdi sé dwa cho ban mét khoan tién khi mua mét mon hang nao dé hay
la nguwoi dang gap khé khan thye sy va can ban gitap do? Liéu ban c6 that sy
thau hiéu va théng cdm cho anh ta khong hay muc dich cta ban chi la ban
dwgc hang va thu 1gi vé minh?

Nhiéu cudc diéu tra tién hanh trén khap cd nwéc da chi ra rang diéu ma
khach hang phan nan nhiéu nhat chinh la thai do bat lich sy, thd 0, bang
quan va nang luc lam viéc kém ctia nhan vién ban hang. Hai trong s6 dé ro
rang c6 lién quan truc tiép dén moi quan hé giita con ngwdi v4i con nguoi,
mot diéu twong rat doi don gian nhwng néu nhu ching ta khong céi thién
dwgc tinh hinh thi ching ta sé chang thé gilt dwgc méi quan hé vai bat ky
mot ai khac. Va xét vé mat kinh doanh thi sé chang con khach hang nao dé
ching ta ban san pham nita.

Cavett Robert da tirng ndi raing moi ngay, gan ba phan tw dan so thé gigi
phai di ngu vé&i cai bung do6i meo. Va o6ng cling néi thém rang tham chi con
c6 nhiéu nguwdi hon nita cling dang phai 1én givdng nga vdéi niém khao khat
dwgc cong nhan. Mat diéu kha quan trong ¢ day la moi nhan vién ban hang
phai nhan thitc dwgc gia tri hay tam quan trong cta tirng khach hang ma ho
dang ti€p xuic. Sy ton trong, thiu hiéu ty day long sé gitup ban tién nhitng
budc dai trong viéc cai thién tinh hinh kinh doanh cling nhuv trén con duong
xay dung su nghiép ban hang cta ban.
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Néu chi y quan sat nhitng ngwoi thanh céng nhat trong linh vire kinh doanh
va ban hang, cling nhv trong cac linh vyc chinh tri hay ton giao, ban sé
nhan thay rang tat cd ho déu trung thanh v6i mot triét ly chung duy nhat:
Hay song tot. Khong mot treong hop ngoai 1€ nao!

Ban quan niém moi quan hé giita ban véi khach hang nhu thé nao? Ban c6
nghi ban la mot nguwdi ban, mot nguwdi thue sy cé thé giip dd, khuyén nhu,
mot nguwoi luon dat 1gi ich ctia khach hang lén trén? Ban c6 tan thanh quan
diém: mot ngwoi sé nhan dwgc nhiéu nhat tir nhitng nguwdi anh ta gitp do
tan tinh nhat? T6i hy vong cau tra 16i ctia ban 1a c6, béi trong thé gidi ban
hang, cach t6t nhat dé c6 dwgc khach hang chinh la xay dwng mot moi quan
hé tot dep v&i nhitng ngwoi dang giao dich vai ban.

Theo nhw mot bai viét caa Jill Griffin dang trén t0 Austin Business Journal
mot doanh nghiép hang trung cia My mo6i nam mat t6i thiéu 20% khach
hang. D6i v6i mét vai cong ty, nhuw cac cong ty kinh doanh 6 t6 hay cac nha
cung cap dich vu Internet thi con s6 d6 tham chi con chiém dén 50% doanh
thu. Griffin cho rang cach t6t nhat dé chién thang trong cudc dua gianh
khach hang chinh la luén xem khach hang la thuwgng dé. Toi cho rang dé
lam dwgc diéu nay, can phai xay dwng duwgc moi quan hé t6t dep ngay tir 1an
tiép xuc dau tién.

Tat cd moi nguwdi, bao gom cd cac huan luyén vién, nha si, muc su, nhitng
ngwoi lam cha gia dinh, cac nha thiét ké noi that hay bat ky mot nghé nao
khac déu dang lam cong viéc ban hang. Ban hay ghi nhé diéu d6 néu muén
tr@ thanh mot nguwoi ban hang chuyén nghiép. Cong ty Forum da dwa ra mot
phat hién rat 1y thu la hau hét nhitng ngwdi ban hang xuat sac luén can than,
chu déao trong giao tiép vdi cac dong nghiép trong cong ty cling nhw vGi
khach hang. B&i nhan vién ban hang - tham chi ca nhitng nguwdi rat thanh
dat - da phan déu khong c6 cap dudi, ho hoan thanh cong viéc ctia minh
cung vé6i nhitng ngwdi ho cé rat it hoac hoan toan khong cé kha nang kiém
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soat trure tiép. Ho xay dyng moi quan hé t6t dep va chiém dwgc cam tinh
cta nhitng nguwdi ho trg ho trong viéc giao hang, lap dat, phuc vu va néi
chung la nhitng nguoi gitip do ho (nhitng nguwoi thanh dat do) dé lam vira
long khach hang. Biéu d6 gitp nhitng ngwdi ban hang cap cao luon thyc
hién dugc cam két vdi khach hang va tiép tuc thé hién cho ho thay rang anh
ta la m6t ngwdi hoan toan cé thé tin cay dugc.

Phan duwéi day chitng minh rat rd cho quan diém trén:
Toi sé la mot khach hang khong bao gio quay tré lai!

T6i la mot khach hang rat dé tinh. Hau nhw nhitng nguwdi lam cong viéc ban
hang déu biét dén t6i. T6i khong bao gio than phién, bat ké chat lwgng dich
vu toi nhan duogc ra sao.

Khi t6i vao mét ctra hiéu mua sam thit gi do, to6i khong bao gio cv xi¥ mot
cach kiéu cang hay qua khich. T6i c6 gang thong cam v§i tt cd moi nguoi.
Néu nhuw t6i gap phai mot nhan vién véi vé mat khinh khinh chi chue phat
cau bdi vi téi mudén xem that nhiéu thit trwdc khi quyét dinh mua thi t6i
cling co lich sw hét sttc c6 thé; t6i khong nghi dap tra bang sw tho 16 lai la
mot cach cu X tot.

To6i khong bao gio phan doi, phan nan hay phé binh va t6i cling khong bao
gi0 nghi rang minh sé lam nhitng viéc nhu t6i van nhin thdy & nhitng noi
cong cong. Khong, t6i la mot khach hang hét sitc dé tinh, va t6i dé tinh dén
mturc sé khong bao gio quay lai noi minh da khong dworc ton trong!

D6 chinh 1a mot sy “tra thu” nho nho cho viéc bi doi x tho 16 va chidp nhan
tat ca nhitng gi anh cung cap, bdi vi toi biét la ti sé khong bao gio quay trd
lai. Cach nay khong thé ngay lap titc xoa diu to6i nhung vé lau vé dai, n6 sé
khién t6i thoai mai hon rat nhiéu so véi viéc cit 6m noi tirc gian trong long.
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Trén thue té, mot khach hang dé tinh nhw t6i va vo s6 nhitng ngwoi khac
nita thwong c6 suy nghi giong nhw vay c6 thé pha hiy sy nghiép kinh doanh
ctia bat ky ai. Va phai nhan manh rang c6 rat nhiéu nguoi giong nhu toi!
Khi hanh dong bat lich su cua anh day ching toi ra du xa, ching t6i sé tim
mot ctta hang khac noi ma ho ludn tran trong nhitng vi khach dé tinh.

Nguwoi ta van thudng noéi, anh cit cwdi di, c cho la anh thang di nhung réi
xem két qua thé nao. T6i cling cuwoi khi thady anh “dién cuong” quang cao dé
niu kéo toi lai, trong khi d6 dang 1é anh c6 thé giit téi ngay tir dau chi bang
mot nu cwdi va nhitng 16i néi dé nghe.

Co6 thé anh lam viéc & mot noi khac va tinh hudng cia anh cé 18 ciling rat
“khac”, nhung néu viéc kinh doanh qua toi té thi c6 kha nang la: néu anh
thay doi thai do ctia minh, ca thé gigi sé quay lwng lai vGi anh, va toi cling
sé chuyén tir mot khach hang dé tinh khong bao gio trd lai thanh mot khach
hang dé tinh ludén lu6n quay tré lai - va con mang theo nhiéu ngwoi ban cta

minh nira.
Vo danh

NO lue giit chan khach hang déng vai tro rat quan trong doi vai két qua kinh
doanh sau cung bdi hai ly do. Theo nhu Larry J. Rosenberg va John A.
Czepiel trong bao Tiép thi Tiéu dung so ra thang 3 nam 1984 thi viéc mat di
mot khach hang sé lam giam 118 do la lgi nhudn ctia mét cong ty tam trung,
trong khi dé khién khach hang d6 hai long, ho chi t6n 20 d6 la ma thoi! Va
do6 la so liéu cda nam 1984! Thir twéng twong bay gid con sé do6 la bao
nhiéu? Bat chap thuc té dé, nguwdi ta wdc tinh rang cac cong ty tam trung
van tiép tuc chi cho viéc thu hat khach hang méi gap sau lan s6 tién ho bo
ra dé giit nhitng khach hang cii.

To6i cling mudn ndi thém mot diéu nita la néu mot khach hang bi bé mac
trong sy ti’c gian nhw vay, anh ta c6 thé néi vGi trung binh 11 ngwoi khac vé
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van dé do va su lan truyén c6 thé tang theo cap s6 nhan. Diéu nay thuc sy
gay thiét hai 16n cho cong ty ban day!

Nhung that tinh cd, nhitng ké thua cudcluon nghi téi viéc “thay thé” khach
hang, trong khi d6 nhitng nguwdi chién thang ludn nghi t6i cach gitt khach
hang va thu hat thém khach hang méi dé cong viéc kinh doanh ngay cang
16n manh hon.

Néu ban dang cw xtr véi khach hang bang mét thai do toi té nhw vay thi ban
sé khong ban dugc moén hang nao hay kiém thém duwgc gi béi nhu toi da néi
¢ phan tredc, ban hang chinh la “truyén tai” cam xdc va khach hang luon
nhanh chong nhan ra sy tham lam, y do tw 1gi cia ban than ban hay céng ty
cua ban.

Cau chuyén duéi day dé cap dén mot thai do mang lai 1gi ich cho ca hai bén
- ban va khéach hang. Vai nam trudc, t6i bi thwong ¢ dau goi phai trong khi
choi bowling & Omaha, Nebraska. Mot ngudi ban cua toi, tré hon t6i nhiéu
tudi da “ma manh” dm chi rang t6i da gia. Anh ta nghi sao khi dau g6i trai
cda t6i ro rang cung tubi véi dau goi phai, va né van dang rat binh thuong,
vay thi hién nhién la tu6i tac khong phai la nguyén nhan dan dén viéc chan
thwong dau goi phai cua t6i!

Khong 1au sau khi bi chan thwong, t6i thie hién mot budi dién thuyét tai
San Francisco trirdc 2.500 ngwdi. Sau phan gidi thiéu, khi toi tap ténh budc
1én buc, t6i c6 thé cam nhan khan thinh gid dang tham néi v&i chinh ho
rang: Oi, lay Chiia! Nhin Zig ma xem! Chiia phit hd cho 6ng ay, dng dy tan
tat roi, nhwng t6i ca la 6ng ay dang co gang hét sitc c6 thé.

Qua thure, cho dén tan bay gio téi van khong hiéu dugc tac dung chita bénh
cta chiéc mi-cré deo trén c6 hom dé. Chac chan la né phai c6 mot gia tri y
hoc nao do6 béi ngay khi ho deo né vao c6 t6i, dau goi t6i hét dau! Sudt 65
phtt sau dé, t6i lién tuc dirng 1én ngoi xudng, di di lai lai, cti gap nguoi,
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ngoi xom xuodng, hét to, quat 16n, reo ho va lam nhitng thit ma khan gia cta
toi van quen nhin thay ma t6i khong hé thdy dau dén. Khi két thic bai dién
thuyét va budc xuong san khau, dau goi t6i khuyu xudéng va toi dé nhao.

MOT THUONG VU THANH CONG LA MOT TINH HUONG DPOI BEN
CUNG CO LOI

Co 1é ban ciing doan dugc chuyén gi da xdy ra. Trong 65 phut do, toi khong
hé nghi tGi cai dau goi dang bi chan thwong cia minh ma chi nghi t&i khach
hang va lam thé nao dé c6 thé giup giadi quyét van dé cta ho. T6i khong chu
y lam diéu do, tat ca déu thudc vé tiém thirc.

Dbiéu twong tu ciing sé xdy dén vGi ban. T6i rat nghi ngd nhitng nguwdi ban
hang c6 dit vang hao quang xung quanh minh va tuyén bd: “T6i ban sdn
pham nay bdi téi mudn dwgc giip d& moi nguwdi”. Téi dé y thdy ho ludn
muon nhan khodn hoa hong bang tién mat! T6i cling mudn néi ngay la toi
cling mudn gitp moi nguwdi, nhung tat cd ching ta déu gidong nhau ¢ mot
diém: Néu cong ty ngung trd lwong cho ching ta thi nhu cau tai chinh sé
budc chiing ta phai ngitng ngay viéc giup d& moi ngwoi bang cach ban san
pham hay cung cap dich vu do, bat ké la niém tin va tinh yéu ma ching ta
danh cho c6ng viéc ta dang lam sau sac dén dau di chang nita.

Khi trao do6i véi mot khach hang, ban nén tdp trung vao gidi quyét van dé
cta anh ta, béi trong cung thoi gian do, ban ciing dang tirng buéc tién dén
cac muc tiéu ddt ra cho cong viéc va sy nghiép ban hang ctia minh. Viéc
xem khach hang la trong tdm chac chan sé dwa ban va khach hang vao mot
tinh huéng c6 1gi cho ca hai bén. Ching ta hdy cung xem xét mot phat hién
ctia DeMarco va Maginn, cong tac ¢ cong ty Forum vé viéc khach hang cta
nhitng ngwoi thanh cong nhin nhan nhu thé nao vé nguwdi ban hang t6t nhat

va vai tro caa anh ta:
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“Khach hang cho rang nguwdi ban hang thanh cong la ngwdi quan tam chu
dao dén nhu cau cta khach hang, ngay ca khi anh ta dang cht dong “quang
cao” cho cong ty ctia minh. Diéu nay khuyén khich cac khach hang chia sé
nhitng thong tin bi mat ciia minh, ho tin rang cac nhan vién ban hang kia sé
cd gang hiéu nhitng ban khoan cuia hg va sé that trung thuc, cong bang khi
giao dich. Khach hang xem nhitng ngwoi thanh cong trong nghé nay la
nhitng ngudi thyc sy trao doi thong tin véi ho chiv khong chi ditng trén
quan diém cta minh dién thuyét khong ngét vé san pham cua ho.

Ngugc lai, nhitng nguoi ban hang chuyén nghiép cling luon coi trong gia tri
khoang thoi gian ma khach hang bé ra dé tiép xic vdi ho va luén muon st
dung khoang thdi gian d6 mot cach c6 hiéu qua nhat, béi ho da dau tw rat
nhiéu thoi gian hiéu qua cho viéc lap ké hoach va chuan bi cho cac cudc
goi. Khach hang sé nhan thdy diéu d6 va danh gia cao ching. Nhitng nguoi
ban hang thanh cong nhat dinh phai nhan thitc dwgc nhu cau bitc boi ctia ca
nhan khach hang, anh ta dang ban hang cho nhitng con nguwoi nay, chi
khong phai cho mot cong ty nao do.

Co6 mot quan niém rang ngwoi ban hang khong nén tham dy vao bat ky van
dé ca nhan nao cta khach hang ngoai trtt muc dich ban hang. Cho dén nay
quan niém nay da bi pht nhan hoan toan, cling giéng nhv mot quan diém
tredc kia cho rang: gia ca chang c6 gi la quan trong va ban nén “hita véi ho
bat c& thit gi” mién la ban dwgce hang. Khach hang luén mong muén va ky
vong nhitng ngwoi ban hang c6 thé thuc sy trd thanh “ngudén thong tin”
dang tin cay, luon tra 16i nhitng cau hoi cua ho ngay lap tirc, cho ho nhitng y
kién sang su6t, nhitng 16i nhan xét xac dang vé san pham. Mot tinh cach noi
troi cia nhitng nguwoi ban hang thanh cong la anh ta luén san sang giai thich
nhitng mat han ché ctia sdn pham cho khach hang ctia minh.

Do6i véi khach hang, mot nguwdi ban hang nhiét tinh cung ho tim giai phap
cho van dé luén dugc danh gid cao hon rat nhiéu. Mot nhan vién ban hang
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biét cach xay dywng moi quan hé tot dep va cung cap cho khach hang nhitng
dich vu kém theo t6t nhat, du dé la mot 10i khuyén, théng tin vé san pham
hay mot y kién ca nhan thi chac chan sé duge chinh nhitng khach hang ctia
minh dat tron niém tin.”
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Chwong 12: THAI PO CUA BAN POI
VOI CONG VIEC BAN HANG

Ban hang la nghé cé thu nhap cao nhat néu ban cham chi lam viéc va la
nghé c6 mitc lwong thap nhat néu ban chi mong mudén c6 dwgc mot cong
viéc dé dang. D6i vGi nhitng nguoi “chu dong gia nhap vao nghé nay” va
muoén céng viéc “trd thanh mot phan cudc séng ctia minh” thi ban hang
chuyén nghiép thyc sy 1a mot nghé c6 nhiéu doi hoi va yéu cau khat khe
nhung ciing day hitng thu va dang dé ching ta co6 gang. Toi sé cung vdi cac
ban xem xét bao quat cong viéc nay, mot cong viéc da trd thanh cudc song
caa t6i ké tw khi to6i con 1a mot diva tré tdm tudi di ban tirng m& rau va giao

sita dén tan moi nha trong vung.

Phan 16n cac nhan vién ban hang déu rat nhiét tinh khi gidi thiéu san pham
ma minh dang chao ban. Ho tin rang cong ty ma ho dai dién la uy tin nhat
va ho hai long khi dugc “gia nhap” vao doi ngli nhitng con nguoi sé dai
dién cho cong ty tredc khach hang. Tuy nhién, rat it ngudi trong s6 d6 dam
thtra nhan rang ho ban hang la dé kiém song. To6i sé di rat sau vao van dé
nay bai thai do cta ban vé moi thit lién quan dén ban - khach hang, san
pham, cong tyvaca nghé ban hang nita - sé quyét dinh liéu thwong vu sé
thanh cong hay that bai. DBiéu nay dac biét dung trong khau két thic thuwong
vu.

CHIEN THUAT “COLUMBUS”

Dwong nhu tat cd moi nguwdi déu xem Christopher Columbus la mot nha
tham hiém vi dai, nguwdi c6 cong dau trong viéc tim ra chau My vao nam
1492 (tuy nhién, ban than 6ng luén nghi ring d6 la Tiéu luc dia An Do),
nhung it ai nhan ra rang Columbus cling la mot nhan vién ban hang! D6 1a
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su that béi Columbus 1a mot ngudi Y séng trén dat Tay Ban Nha, diéu nay
c6 nghia 1a 6ng da ra khoi “san nha” ctia minh. Ong chi con mét khach hang
duy nhét dé gip g&, va néu “thwong vu” that bai, 6ng sé bi “tong c6” vé Y
bang “dwong bién” dung nghia den, titc tw boi vigt bién tir Tay Ban Nha vé
Y. Thuc sw, d6 1a mot thuwong vu rat cang thing!

Thé roi, ong dén gap N hoang Isabella va trinh bay dé xudt ctia minh. Sau
khi nghe ndi dung cta chuyén di day hap dan do, Isabella néi: “Chris nay,
c6 vé do la mot y twédng hay nhung ta khong thé chi mwdi hai ngan do la
cho nam chiéc thuyén nhé nhw thé. Chuyén dé that hoang dwong!”.
Columbus nhan thitc dwgc an y dang sau 10i phan nan vé gid cd cda
Isabella, nén 6ng biét rang tién bac khong phai 1a van dé thuc su.

Columbus hiéu rang nhitng lgi ich ctia viéc tré thanh nguwdi tim ra mot con
duwong tit dén An Do chua thuyét phuc dugc Isabella. Ong biét Nit hoang
dang nghi rang chi phi bé ra duwong nhw qua 16n so vdi 1gi ich thu veé, va
nguyén tac chung la khong mot ai, du la Isabella hay mot vi khach hang nao
khac, sé dong y tra nhiéu tién cho mot thit nao d6 hon mitc ma ho nghi né
xitng dang. Thé la Chris, trong vai trd ctia mot “nhan vién ban hang”, bat
dau vé ra nhitng vién canh t6t dep nhat cho dit nwdc cta ba va danh tiéng
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ma ba sé nhan duwgc néu ba nhan trach nhiém tim ra con dwong tit t6i An
Do.

Columbus dwa ra nhitng kha nang cé thé chiém git* cac ving dat ma ho sé
kham pha dé 1am thudc dia. Ong con nhan manh ti viéc tiét kiém thoi gian
hay viéc kham pha nhitng loai thitc an hay loai gia vi chua tirng biét téi, ca
da quy va long tha. Chris cling khong quén nhac dén co hoi gitp Isabella
truyén ba tw twdng cta dao Co doc cho nhitng “cw dan hoang da” phia bén
kia dai duwong. T6i tin la Columbus da vé ra mét canh twgng that dep rang
Tay Ban Nha sé cé nhitng budc tién vugt bac so véi Phap hay Anh trong
cuodc chién canh tranh ng6i vi thong tri thé gidi.

Triedc mot bai dién thuyét c6 can cit va diy cam xic nhw vay, Isabella noi:
“Thoi dugc, Chris, toi dong y. Nhung van dé duy nhat 1a t6i khong co tién”.
Columbus lién dap: “Ba c6 mot chuo6i hat trén c6 kia, hdy mang né t6i hiéu
cam do va chuyén tién bac sé dugc giai quyét dau vao day!”.

Ngoai nhitng khé khan ban dau do, Chris con phai nghi thém rat nhiéu cach
dé c6 du tién thwe hién cudc hanh trinh d6. Ngay ca khi ho dang 1énh dénh
trén bién, Columbus van phai nhiéu lan tiép tuc “cong viéc ban hang”. Lich
st ghi lai rang moi ngay cac thuy thu déu doa ném 6ng xudng bién va doi
quay tr@ vé. Va bdi Columbus dang c6 thuyét phuc moi nguwdi vi chinh
mang song cda minh, nén bai dién thuyét cia 6ng dy chac han phai rat
thuyét phuc. Moi ngay, Chris déu phai tr6 tai thuyét phuc dé cudc hanh
trinhdwoc tiép tuc. Cudi cung vao mdt budi sang no, “thwong vu” ctia 6ng
cling thanh cong: “Hoan ho, dat lién!”.

HAU MAI - CHIA KHOA CUA SU NGHIEP BAN HANG

Sau khi thwong vu thanh c6ng, Christopher Columbus da mac phai mdt sai
lam 16n nhat trong sw nghiép ban hang ctia minh. Sau khi thwong vu thanh
cong, 6ng da khong phuc vu khach hang chu ddo. Dwong nhw 6ng cho rang
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cudc hanh trinh d6 xuat phat tir y twéng cuia riéng ongvachinh 6ngla nguoi
md& ra canh ctta co hoi tuyét voi nay nénong dang dugc ngudi doi biét
on.Dbéi tha ctia Columbus la Amerigo Vespucci[6] da gianh 1ay cong lao to
16n nay. Diéu d6 dan dén mot sy that la ching ta c6 mot “the United States
of America” (Nw6c My ctia Amerigo) thay vi mot “the United States of
Columbus” (Nwéc My ctia Columbus) ciing chi bdi Columbus da dé mat
khach hang cua minh.

That bai ciia Columbus nhac ban nhé rang trong kinh doanh ludn ton tai yéu
t0 canh tranh, da phan la canh tranh hgp phéap va chinh dang. Cac déi tha ct
kién tri theo du6i va mudn lay long khach hang cua ban bang tat ca kha
nang cta ho. (Di nhién 1a ban cling khong mu6én mat nhitng khach hang nay,
phai khong?)

Khi thwe hién thuwong vy, trong ban oai vé nhw mot tai xé. Nhung néu ban
roi mat khéi con dwong phia treée (khach hang) va khong con dap vao chan
ga nita (dich vu) thi doi tha cta ban sé ngay 1ap tic thuyét phuc khach hang
rang ho 1ai xe gidi hon, rang ho c6 nhiéu dich vu tét hon vdi chét lwgng cao
hon.

CHIEN THUAT “VE VAN, TAN TiNH”

Ca nhan t6i tin rang day c6 1é la mot trong nhitng yéu t6 quan trong gay ra
su tan vO cua rat nhiéu cudc hén nhan. Mot anh chang va mot ¢6 nang hen
ho vd&i nhau (tién hanh thwong vu), trong thoi gian do hai ngudi chi noéi véi
nhau nhitng 16i khen nggi hay nhitng 16i hita hen ngot ngao ma th6i. Moi
nguwoi déu quén di nhitng khac biét von cé dé gitt cho moéi quan hé dugc
phat trién to6t dep. Chang ludn dung loai nwéc hoa cologne day nam tinh,
con nang ludn quyén rii véi nhitng mui hwong that ngot ngao. Ca hai nguoi
déu thé hién tinh cdm ctia minh, té ra biét cam thong va hét sitc chu dao -
cho dén ngay ho tay trong tay buéc vao nha tho.
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VA MOI THU BAT BDAU THAY DBOI

ROi ho khong con tan tinh nhau nita. T4t nhién, ho khong lam vay ngay sau
tuan trang mat hay mot thang sau d6 nhung khong biét tu lic nao ho khéng
con danh cho nhau nhitng ct chi tinh té€ an chita sy quan tam, thau hiéu. Ho
bat dau tir bo nhitng th6i quen ctia mot ngwdi chong hay mot ngudi vg tot.
Ho bat dau dé cho nhiéu thit khac cung véi nhiéu hoat dong khac xen vao
cudc song ctia minh. Xin ban dirng hiéu lam - t6i khong c6 y noi rang hon
nhan cé thé duy tri mai cam gidc sung swéng, hanh phiic cta tuan trang mat
nhung toi tin rang nhitng 101 yéu thwong, “tan tinh” dé ludn rat can thiét cho
mot cudc hon nhan, khong chi dé né ton tai 1au dai ma con dé khién no tré
nén thu vi va co6 y nghia hon cho cé hai nguoi.

Ching ta van thuong nghe nhitng cum tir nhw “nguwoi dan 6ng khac” hay
“ngudi phu nit khac”. Trén thuce t€, khong c6 cho cho bat cit mét nguwai dan
ong khac hay ngudi phu nit nao khac néu nhw ca nguwsi chong va ngudi vo
luén dat nguwdi ban doi cia minh & mot vi tri quan trong nhat va luén danh
cho nhau nhitng 16i néi va ctt chi yéu thwong. Tém lai, chac chan ty 1€ ly
hon sé gidm dang ké néu ca nam gidi va phu nit déu “giao” ding cho ntta
kia nhitng gi ho da “rao ban” khi con hen ho.

Vi & d6, toi tin rang hau hét chiing ta mat khach hang vao tay doi tha khong
phai béi gia ca ré hon, cling khong phai vi san pham t6t hon, mac du ro
rang day co thé la nguyén nhan. Ma trong nhiéu trwong hop la do doi thu
cta ching ta da tiép can va “tan tinh” khach hang cua ching ta nhw ching
ta da tirng “tan tinh” ho trede khi “cuwdi” (ke la trwde khi thwong vu dién
ra) vGi day dua sy quan tam, lo lang, cung véi dich vu t6t hon va thai do
chan thanh lang nghe cac nhu cau caa khach hang.

bé thdy r6 sy twong dong gitta cac thwong vu va cac vi du vé viéc bay to
tinh cam, ai d6 da hoi that van hoa rang: “Khi nao ngwdi dan 6ng nén néi
v6i vo minh rang anh ta rat yéu cd ay?”. Va mot cau trad 10i hét sitc hém
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hinh dugc dwa ra: “Trude khi c6 mot ga khac lam viéc do!”. Vay khi nao
ngwoi ban hang nén néi vai khach hang ciia minh rang anh ta rat quy mén
ho? Cau trd 10i cling twong ti nhu vay “Truwéc khi cé nguwoi ban hang khac
lam viéc d6!”.Va sau cau noéi ay, ban nén thé hién tinh cam chan thanh cua
minh qua sy chu dao trong dich vu hau mai cua ban.

GEORGE WASHINGTON CUNG LA MOT NGUOI BAN HANG!

Co 18 cac ban cling khong thé ngd la nwéc My dugce ty do cling nhd mot
nguoi ban hang! Trong qua trinh gianh doc 1ap cho dan toc, chinh George
Washington da thiyc hién mét thwong vu vo cung tam cd. Tai thoi diém do,
nwdéc My gan nhu dwgc chia thanh ba canh. Mot phan ba dan dinh cv méi
mong muodn dugc doc 1ap, mot phan ba lai muon theo nwéc Anh, mot phan
ba con lai n6i rang: “Thwa 6ng George, bén nao thang, ching toi sé theo bén
do6. Con trong ldc nay, ching toi van & vi tri trung 1ap.”

George Washington da phai tuyén m6 gan nhw tat cd moi ngudi vao doi
quan dau tranh gianh doc 1ap, tt nhitng ngwdi lao dong chan tay cho dén
gidi tri thitc. Ong that tha chia sé v&i moi ngudi: “Néu ching ta thing trong
tran chién nay, c6 1é t6i cling khong c6 da kha nang tra lwong cho cac ban,
nhwng néu ching ta thua, cac ban sé bi treo c6 trén nhitng noi cao nhat nhw
nhitng ké phan boi”. Xin cac ban nhé rang chi c6 mot phan ba ngudi dan
nwéc My thue sy mong muodn doc 1ap vatat ca moi ngudi déu biét lic bay
gio, Anh la nwéc cé luc lwgng quan doi va hai quan hung manh nhat thé
gidi. Vang, dung vay, hanh dong tuyén quan (thwong vu) ctia Washington
qua that rat tdo bao va day mao hiém.

T6i mudn nhac lai diéu nay dé nhitng ai dang tuyén nhan lwc cho doi ngii
ban hang cta minh biét rang so vdi George, cong viéc ctia ban thue sy don
gian hon nhiéu. Ban nén néi vdi cadc nhan vién ban hang méi rang ho phai
tap trung vao nhitng khach hang chwa tirng st dung san pham twong tu.
Tham chi ban con phai nhan manh rang, néu ho (nhitng ngwdi mdi) thyc
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hién thanh cong mot thwong vy, ngoai mitc lwong hang thang, c6 thé cong
ty sé khong cé du tién dé tra thém cho ho nhwng néu that bai, c6 thé ho sé bi
sa thai som.

VAI TRO CUA NGUOI BAN HANG

Nuwdc My tré thanh mot quoc gia tdm cd chau luc thye té€ la nho nhitng
nguoi ban hang. Ngay khi nwdc My gianh dwgc doc lap, Alexander
Hamilton da thuyét phuc Téng théng Washington kién nghi Quéc hoi chi
thém ngan sach dé tao diéu kién hoc tdp phwong phap ctia nguwdi Anh khi
thiét 1ap thudc dia va hé thong “dai ly” phan phoi hang héa va dich vu di
khap thé gidi. Tai thoi diém do, mac du nhitng nguwoi dau tién dat chan dén
My tir nam 1608 nhwng sudt 168 nam sau do, tat ca nhitng gi nguwdi My lam
duwgc chi 1a m@ rong lanh tho dén day Appalachian[7] ma théi.

Ngan sach duwgc chinh phua cap gitup ngwdi My c6 thém nguon tri thitc méi.
Cung vé6i nén doc 1ap va nhitng lgi ich ma tri thitc d6 dem lai, nguwdi My
tién tGi thiét 1ap cac tram giao thwong. Diéu nay gidp nhitng ngwoi dan di
cuw khi khai hoang vé phia Tay mua dugc sing dan, chan man va céac loai
nhu yéu pham khéc. Cling chinh nhd nhitng tram giao thwong nay ma chi
30 nam sau khi gianh dugc doc 1ap, nwéc My da ma rong lanh tho cia minh
dén hét vung bo bién phia Tay.

Nwdc My tré thanh vung dat tuyét voi nhw thé khong phai nho dién tich
rong 16n, nguon tai nguyén doi dao hay trinh d6 cong nghé hang dau ma la
nho nhitng ngwdi ban hang. Xét vé dién tich, chac chan nwdc My khong thé
la nwdc 16n nhat, bai 1€ cd Canada, Nga va Trung Qudc déu rong hon My.
Bén canh d6, mac du dugc wu dai khong it, nhung xét vé tai nguyén thién
nhién, nwédc My cling khong thé so sanh vdi Nga, Trung Quoc hay Canada.

Mac du khong ai nghi ngd nwéc My la nwéc ditng hang dau thé gigi ve
khoa hoc cong nghé, nhung ré rang Nhat Ban, Dic, Thuy Si hay Israel van
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la nhitng nwédc ditng dau trong mot s6 linh vie phat trién cong nghé nhat
dinh. Nhitng thanh qua ma chung ta dat dugc chinh la nho nhitng ngwoi ban
hang, nhd chinh sach ty do trong trao d6i, mua ban hang hoéa va ty do tin
nguong.

NGHE BAN HANG BAO PAM CHO BAN MOT CUOC SONG AN
TOAN VE MAT TAI CHINH

T6i cho rang mdt trong nhitng 1y do khién t6i thyc sy yéu thich nghé ban
hang la béi vi né mang lai sy an toan vé mat tai chinh. Néu nhuw chinh con
trai toi c6 héi nghé nghiép nao t6i cho la an toan nhat thi t6i sé khong ngan
ngai no6i rang dé chinh la nghé ban hang. C6 1€ né luon bi mot do twéng
rang nhitng ngwoi ban hang 1a nhitng nguwoi duy nhat lam viéc va an lwong
hoan toan theo hoa hong. Nhung néu thé thi c6 that la né mang lai cho ban
sy dam bao an toan khong?

Cau trd 10i la c6, nghé ban hang thwc sy ddm bao an toan cho ban va ban
can biét rang trong tiat ca moi nghé, ban chi c6 thé nhan lwong khi da hoan
thanh nhiém vu. Mot nguwdi ban hang hay bat ky ngwdi nao khac, cho du c6
huwéng lwong hang thang hay dugc trd theo hoa hong, thi cling déu lam viéc
duva trén nhiém vu ma thoi.

Trén thuc té, ¢ bat c@ nganh nghé nao, néu hiéu qua céng viéc khéng dugc
dam bao thi sy an toan cling khong con nita. Vi vay, ban van phai lam viéc
theo nhiém vu dwgc giao, ké ca ban c6 la tong théng MY di chang nita. Néu
lam khong tot thi ngay cé tong thong cling bi “mat viéc”.

C6 1é ban van con nhé giai doan 1981 - 1982, khi nwéc My lam vao tinh
trang suy thodi. Luc d6, hang chuc ngan ngwdi mat viéc, cho du ho c6
nhitng pham chat tuyét voi: trung thye, chan thanh, tan tuy, chu ddo, cham
chi va lam viéc hiéu qua. Ho cé thé la gido vién, boi ban, phi cong, vién
chitc cao cap caa chinh phua, luat sw, cong nhan... nhwng t6i dé ban cé thé
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néu tén mot nguwoi ban hang trung thuc, chan thanh, tan tuy, chu dao, cham
chi va lam viéc c6 hiéu qua bi mat viéc trong thoi ky d6. Néu mot nhan vién
ban hang nhw thé ma bi mat viéc thi do6 la bdi nhitng 1y do nam ngoai tam
kiém soat cia anh ta nhuw cong ty bi pha san. Anh ta thi chi can buwéc xuéng
pho, tham chi ngay nha bén canh, 1a ngay lap titc c6 thé nhan dwgc mot

cong viéc maoi.

Mot diéu rat tha vi la khi ban cang lam céng viéc ban hang lau bao nhiéu thi
hiéu qua cong viéc cang tang 1én bdy nhiéu. Trudc moi tinh hudng xay ra,
ban - m6t ngwoi ban hang chuyén nghiép - luén phai tw duy dé tim giai
phap t6i wu cho van dé. Biéu nay gitp ban tréd nén nhay bén hon. Thai gian
sé dem lai cho ban nhitng khach hang trung thanh va chinh hg la ngudi dem
lai thu nhap cho ban. Chinh vi vay ma trung thuc luon la yéu t6 quan trong
nhat trong viéc tao dung mdt cong viéc 6n dinh va c6 dwgc nhitng khach
hang trung thanh.

Hay chon mot san pham hodc dich vu ma ban tin la c6 thé giai quyét van de
cia moi ngwoi. V&i sy tan tam, t6i tin la ban hoan toan c6 thé tré thanh mot
ngwoi ban hang chuyén nghiép. Chinh Iic ban nhin vao sén pham, dich vu
minh cung cap hay cong ty minh dai dién cling 1a Itc rat nhiéu co hgi thanh
cong dang go ctra nha ban.

Tuwéng Douglas MacArthur dinh nghia sy an toan la kha nang lam viéc hiéu
qua.

Nay anh ban ban hang cua t6i, mién la anh con lam viéc hiéu qua thi anh sé
dwgc an toan ca veé tai chinh lan s nghiép.

THAI PO TAO SU KHAC BIET

Trong mot to chirc khong lién quan dén ban hang, khi tinh hinh kinh doanh
tré nén t6i té, nhitng nguwoi lanh dao cé tam nhin han hep thwong dwa ra
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nhitng phwong an nhw tiét kiém dién (tat cac bong dién ngay khi khong
dung dén) hay cat gidm mot so vi tri (nhw bdo vé hay nhan vién phuc vu)
nham muc dich gidm chi phi. Ho néi rat cwong quyét “Ching t6i sé c6 gang
gidi quyét va ching t6i hy vong nhitng diéu to6t dep nhat sé dén”. Tréi lai,
phan *ng ctia nhitng ngudi lam trong nganh ban hang hoan toan khac han.
Khi cac phuong tién truyén thong dwa ra dy bao vé mot cudc suy thoai kinh
té, ngay 1ap titc ban quan tri sé hop tat cad moi ngwoi va truyén thong diép:
“Chutng toi biét cac ban déu da dugc nghe thong tin vé van dé suy thoai
kinh té, nhwng ching t6i cho rang suy thodi ciing giong nhw rat nhiéu hién
twogng khac. Chung ta c6 thé chdp nhan hay khéng chdp nhan diéu nay.
Song, chinh sach hién tai cta cong ty la hoan toan khong chdp nhan cudc
suy thodi nay. Ching ta sé t0 chitc mot cudc tranh tai gitta cac nhan vién
ban hang, cung vdi nhiéu ché do khuyén khich, wu dai cho ca nguwdi ban lan
khach hang. Chung ta sé thyc hién cac chién dich quang cdo va khuyén mai
danh thang vao tam tri nguoi tiéu dung! Cong ty sé to chirc cac khoa dao
tao ban hang dé cac ban c6 co héi lam viéc hiéu qua hon. Chac chan doanh
thu cta chung ta sé tang vot”.

Theo cac ban, gidi phap nay c6 mang tinh kha thi hay khong? Lich st da
chitng minh rang nhitng nam sau cudc khing hoang kinh té 1974-1975 va
1980-1982 1a thoi ky ma nhitng nguwdi lam cong viéc ban hang kiém dugc
nhiéu tién nhat.

RAT NHIEU NGUOI PUOC HUONG LOI TU THUONG VU THANH
CONG CUA BAN

Sau khi két thic thwong vu thanh céng, ban nhan dwoc phan 1gi nhuan caa
minh va dén ctra hang tap héa dé mua mot hop dau hat. Ngwdi chu ctra hang
that tha chia sé: “T6i rat vui vi anh dd mua hang cta t6i bai toi ¢6 co hoi di
lay thém hang vé”. Sau d6 6ng dy dén cho ngudi ban si dé mua thém dau.
Nguwoi ban si néi véi 6ng: “Cam on anh da dén lay hang cho toi vi c6 nhw
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thé, toi mai co dip di 1dy thém dau vé”. Va ong dy dén nha may dé hop mua
thém dau hop.

Nha méay do hop can thém dau dé san xuat, thé 1a ho tim dén ngudi nong
dan dé mua thém dau. Ngwoi nong dan ban hét dau cho nha may va tiép tuc
gieo trong mot mua dau khac. Khéng may chiéc may kéo ctia ngwdi nong
dan bi hong vi da qua qua nhiéu mua vu. Nguwoi nong dan tim dén nguoi
ban may kéo va mua mot chiéc. Va bdi nguwdi ban may kéo chi con duy nhat
mot chi€c nén 6ng dy phai t6i nha may san xuat may kéo va mua thém vai
chiéc khac ntra.

Khi nguwoi ban may kéo ky hgp dong mua may, vi gidam doc nha may vui
murng noi: “Chung toi sé san xudt thém vi anh da mua hét s6 may con lai
trong kho r6i”. D€ c6 thé tiép tuc san xuat, cac phong ban phai nhap thém
nguyén liéu va cac phu kién khac. Va thé la hang tram hgp dong khac dwoc
tién hanh... Tat ca nhitng sy kién do, nhitng thwong vu dé va nhitng cong
viéc do c6 dugce la nhd mot ngay nao do, chinh ban da thuc hién thanh cong
thwvong vu ctia minh, anh ban dong nghiép ctia t6i a!

PA SO NHUNG NGUOI BAN HANG LA NGUOI TOT

Mot cau hoi c6 thé ndy ra trong dau ban mot cach rat ty nhién khi doc tGi
day la: “Néu nhitng diéu trén déu la sy that, vay tai sao nhiéu nguwoi khong
c6 thién cam v6i nhitng nguwdi ban hang dén vay?” Theo y kién ca nhan toi,
d6 la do nhitng nguwdi ban hang kém chuyén nghiép trong thoi ky dau da
gay nhiéu an twong khong may tot dep vé nghé nay.

Thoi do, rat nhiéu nguwdi cho rang mot ngwoi ban hang “gidi” la ngudi co
thé khién ngwoi khac mua mot thit gi d6 ma ho khong muodn, tham chi té
hon nita 1a khién ho mua mot thit gi d6 ma ho chang bao gio can dén. Cho
dén nay, nhiéu nguwoi van khong hiéu rang mot ngwoi ban hang chuyén
nghiép 1a mot ngudi c6 van dich thyc cé thé chi ra cac nhu cau cho khach
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hang, r6i sau d6 dap (ng cac nhu cau d6 bang nhitng loai hang hoéa, san
pham, hay dich vu ma ho cung cép.

Vi tu cach l1a nhitng ngwdi ban hang, ching ta can ton vinh hai diéu. Truwéc
hét, chiing ta can ca nggi quyén kinh doanh ty do. Thit hai, chiing ta ca nggi
cac chu doanh nghiép va nhitng ngudi cong nhan da vi 1gi ich cta tat ca moi
nguwoi ma st dung hiéu qua 8 gid lam viéc trong ngay dé san xuat ra nhitng
san pham c6 chat lwgng t6t nhat véi mic gia thich hgp nhat dé nguwdi ban
hang c6 thé ban chiing véi sy tin twdng hon va gidi quyét dugc nhiéu van de
cta khach hang hon nita. Xa hoi luén mong muoén - thdm chi doi héi -
nhitng san pham, dich vu t6t nhat véi mitc gia thich hgp nhat, c6 nhw vay,
gia dinh cta t6i hay ctia cdc ban méi c6 dwgc nhiéu ich lgi nhat.

Toi ty hao vi minh la mot ngwoi ban hang!

Mot ngwoi lam ra cai bay chudt cé nhiéu tinh nang hon van sé “chét doi”
néu anh ta c¥ ng6i dé va chd dgi mot ai d6 men theo con hém nhé dén go
ctra nha anh ta dé mua san pham wu viét cta anh ta. La mot ngwdi ban hang,
ban hdy nhé rang moi san pham, dich vu déu phdi dwgc mang ra gidi thiéu
cang rong rai cang tot.

Eli Whitney titng bi moi ngwoi cwdi nhao khi nhin thay 6ng gigi thiéu chiéc
may dét do chinh 6ng phat minh. Edison budc phai lap bong dén mién phi
cho mot toa nha van phong dé bat cit ai ciling cé thé nhin thdy né. Chiéc
may may dau tién cling bi mét dam dong & Boston dap tan thanh tirng
manh. Moi ngudi déu da tirng cuwdi vao y twdng xay dung cac tuyén duong
sat bdi ho nghi rang di chuyén & téc d6 30 dam/gid c6 thé khién mau ngirng
chdy! McCormick da phai c6 gang su6t mwoi bon nam lién méGi c6 thé
thuyét phuc khién moi ngudi st dung chiéc mday giat do ong ché tao.
Westinghouse titng bi coi l1a ké hoang twdng khi tuyén bo rang ong cé thé
dirng ca mot doan tau bang sirc gi6. Cling nhuw Morse da phai cau xin muoi
nghi si quoc hoi chi dé ho nhin vao cai may dién bao ctia 6ng.
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Moi ngwoi can nghe nhitng ngudi ban hang thuyét phuc rang san pham nay
hay mén hang kia la hitu ich. Hét nhuw cac nha sang ché, nhitng ngudi ban
hang gigi thiéu cac san pham ctia minh ra cong ching, thuyét phuc ho vé
nhitng 1gi ich ma san pham sé mang lai, day ho cach stt dung va hwéng dan
ca cach thu lgi tir nhitng sdn pham nay.

Vi tu cach la ngwdi ban hang, t6i ty hao la nguwdi déong gop cho su tién bo
cua thoi dai. Toi gop chut cong strc nho nhoi cia minh vao viéc gido duc
con nguoi, tao cong an viéc lam, giam bt cong viéc nang nhoc cho nguoi
lao dong, mang lai nhiéu lgi nhuan hon cho cac nha san xuét - kinh doanh
va dem lai mot cudc song day du va giau cé hon cho nhiéu ngudi. Nhitng
thanh qua cta t6i phan nao gitip ha gia thanh sdn pham, nang cao chat
lwgng hang hoéa, dich vu va gitp con nguoi tan hwdng cam giac thoai mai,
sang trong cua nhitng tién nghi thiét yéu trong cudc song, tir bd dung cu lam
bép dén 6 t6, ti lanh, ti vi hay nhitng ngbi biét thy, tda cao 6¢c nguy nga
16ng lay. Nang luc cta t6i gép phan chita lanh bénh tat, mang lai sy bao
dam vé mat sitc khée cho nhitng ngudi cé tudi va giip hang ngan ban tré cé
co hoi hoc dai hoc. T6i tao dong luc cho cac nha sang ché thyc hién thém
nhiéu phat minh, xay dung ra cac nha may 1én va cac con tau vugt dai
dwong. T6i ty hao vi minh la mot ngwdi ban hang. T6i rat biét on vi dugc
thwe hién cong viéc nay. Nho d6 ma toi co diéu kién phuc vu gia dinh, ban
beé toi va dat nudc toi.

Mot nguoi ban hang vo danh
TIN VUI

Duéi day la Ban bao cdo ctia Allan Cox vé tinh hinh kinh doanh cua céac
cong ty/tap doan My trong budi phong van cuda tap chi US News & World
Report:
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Viéc ngudi ban hang danh mat dia vi ciia minh thé hién khoang cach ngay
cang tang gitta cac doanh nghiép va khach hang. Trong buoi dau lich st nén
kinh té My, hai ngudi ditng dau hai nganh san xuat va ban hang chinh 1a hai
nguwoi anh hiung song sinh. Sau dé, ngwdi ban hang bi mat vi tri cia minh
madc du anh ta van tiép tuc dong vai tro gan két khach hang véi nha san
xuat. Toi nhan thady xu hwéng nay dang thay déi va mong cho sy hoéi sinh
ctia nhitng ngwoi lam céng viéc ban hang va tiép thi. Ching ta da nhan thitc
duwgc rang chung ta phai quay tré lai véi nhitng khach hang ma trudc day ta
da tho o.

ROi cac ban sé thay, mot dang giam doc diéu hanh khac sé la nhitng ngwoi
ding dau cac doanh nghiép, d6 la nhitng nguwdi biét lang nghe, chi khong
phai nhitng c4 nhan chay theo lgi nhuan titng chiém ngoi vi cao nhat trong
giai doan 1965-1980. Xu hwéng ban hang hién nay thién vé tiép thi két hop
v6i y kién khach hang va gan két nhiéu hon véi nhitng van deé lién quan dén
trach nhiém xa hoi.
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Chuwong 13: XAY DUNG SUC MANH
THE CHAT

Nhu t6i da dé cap trong chuwong trwdc, yéu t6 quan trong nhat trong quy
trinh ban hang chinh la ban than ngwoi ban hang. Vay nén, toi sé noi rd hon
VE vai tro ctia ngwoi ban hang cling nhu tai sao va lam thé nao ban can phai
tich Iy sitc manh thé chit, mot trong nhitng yéu t0 quan trong dem lai
thanh cong trong su nghiép ban hang cua ban.

REN LUYEN SUC MANH THE CHAT

Néu muén don tam sitc cho bat ci¥ cong viéc nao, bao gom ca viéc ban
hang, trdc tién ban can phai c6 mét thé lwc that tot. M6t nha tdm ly hoc da
néi vaéi toi rang viéc ndi chuyén lién tuc su6t mot gio dong ho sé dot chay
nhiéu nang lwgng hon so v6i mot nguwdi cong nhan lao dong tdm tiéng mot
ngay. Trueédc moi budi thuyét trinh, t6i luén chuan bi sitc khoe that tot bai
khan gia (khach hang) lu6n mong dgi nhin thiy t6i hang say va day nhiét
huyét cho dén phit cudi cung ctia budi noéi chuyén. Ho danh thdi gian va
tién bac dé dén nghe t6i no6i, do d6 téi cam thdy minh cé nghia vu phai
chuan bi san sang vé thé chat dé c6 thé thé hién tinh than va cam xtic mot
cach t6t nhat. Do cling chinh la Idc téi “ban” cho ho cac y twéng, ky nang
hay quy trinh can thiét nham dat dugc hiéu qua cao hon trong cong viéc ban
hang va trong cudc séng no6i chung.

Ban doc than mén, khong riéng gi t6i ma ca ban cling phai c6é nghia vu
twong tw nhuw vay doi véi khach hang cia minh. (Ching ta da nhat tri vdi
nhau rang khach hang la thuong dé, 1a nguwoi dugc hwdng 1gi nhiéu nhat vi
vay chung ta phai luon dat minh trong trang thai t6t nhat dé c6 thé mang lai
lgi ich cho ho). Ban can phai thé hién sy nhiét tinh ctia minh, khong chi véi
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khach hang dau tién ma vai ca nhitng khach hang cudi cung trong ngay, cho
du do 1a khi ban chu dong tim dén khach hang hay khi ho ty tim dén ban.
Moi khach hang déu xitng dang duwgc ban “phuc vu” hét minh. Ban nén nhg
rang ngwoi khach hang cudi cung trong ngay goi dién cho ban cling cé
nhitng nhu cau twong tw nhw vi khach dau tién. Tat nhién, tudi tac va nhitng
han ché vé sitc khée la cac nhan td6 quan trong, nhwng ban nén c6 gang lam
quen vGi kha nang lam viéc & cuwong do cao. Chi khi do, ban méi c6 thé
dem dén cho ho nhitng bai thuyét trinh day tam huyét va thong qua dé, ho
m&i c6 da thong tin dé tw dwa ra quyét dinh cho riéng minh.

Bén canh viéc thwong xuyén luyén tap thé duc, ching ta ciing can tuan tha
mot ché do an uong can bang dinh duwdong va thoi gian nga hop ly. Khi &
trong trang thai khée manh, ban sé c6 day da nang luwgng va dong lyc dé
thwe hién nhiéu cudc goi hon cho khach hang cho dén tan cudi ngay lam
viéc. Pay chinh la diéu tao nén sy khac biét dang ké cho sw nghiép ctia ban.

Ban can lwu y rang, thudc 14 va regu bia ngoai viéc c6 hai cho sitc khée con
tiéu ton cua ban mot khoan tién dang ké. Pa phan khach hang ngay nay déu
khong mudn ti€p xic véi mot nguwdi ban hang trén tay cam mot diéu thudc
hay mot ly regu. Pon gidn 1a vi khéi thudce c6 thé gdy anh hudng nghiém
trong dén sitc khde ciia ho (nhét 1a nhitng nguwoi mac chitng hen suyén man
tinh, nhitng nguwdi man cam vdi sy thay doi cia moi trudng xung quanh) va
ly rugu tréen tay ban khong dem lai cho ho cam giac yén tam, tin twéng &
ban va san phdm ma ban dang chao ban. Gia s, ban dang phai do6i mat véi
mot ca phau thuat quan trong va ban mu6n bac si lam hét sitc minh, liéu ban
c6 khang khang rang bac si cia ban nén uéng mot it regu dé tinh tdo trong
khi phau thuat cho ban khong? Vay, t6i khuyén ban dirng uéng ruwgu khi
dang c6 thuyét phuc mét ai dé thye hién thwong vu mua ban véi ban.

Mot chuyén gia ban hang thanh c6ng luén tam niém rang: khong cé gi giup
ban khéi dau mét ngay maGi hitng khéi hon cdm giac thanh cong khi ban
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dwgc hang cho khach hang cudi cung vao ngay hom trwdc. Thong thwong,
throng vu cudi cung trong ngay lam cho ban cam thay ty hao “gap doi”, béi
diéu do6 cho thay nhitng “n6 Iyc thém mot chit nita” ctia ban da dwgc dén
dap. Va xét vé mat cam xuc, né tiép thém nang lwgng dé ban co6 thé san
sang bat tay vao cong viéc tiép theo. Vay nén, ban sé bat dau ngay mdi nhw
mot con “manh ho”, tran day sitc lwe - chit khong phai 1a mot sy bat dau ué
0ai day mién cuong.

Theo tién si tam 1y hoc nguwdi My William James, thanh cong dé khong chi
giip ching ta ldy lai tam trang hao hitng & lan khaéi dau th hai, ma con
phai dén lan thi ba, lan thit tw, thit nam, thit sdu va tham chi la ca lan th
bay nita. D6i khi ban nghi rang minh da c6 gang hét sitc, nhung khi thyc
hién cudc goi cudi cung bang tit ca sy hao hitng, ban sé cdm thay nguoén
nang lwong cta minh nhw “hoi sinh”. Thé 1a cudc goi cudi cung lai dat dugc
két qua to6t nhw mong doi.

BAN DANG KIEM SOAT HAY LANG PHI THOT GIAN?

Mot nghién citu cta t6 chitc quoc té S.M.E phat hién ra rang mot trong
nhitng nguyén nhan khién nguwdi ban hang khong thé két thiic thanh céng
thwong vu la do ho st dung thoi gian bat hgp ly. Dya trén nhitng kinh
nghiém thu thap dvgc khi lam trg 1y ctia pho chu tich tap doan E. F. Hutton,
Mark Gardner cho rdng méi ngay, mot nhan vién moéi gidi chitng khoan
danh chwa dén hai gio dong ho dé ban cac chitng khoan méi hay thiét 1ap
moi quan hé vdi khach hang. Trudc hét, ho da “xem nhe” hodc thiéu chuyén
nghiép trong viéc quan ly thoi gian. Bén canh dd, do thiéu nang lwong,
nguwoi ban hang bat dau cong viéc mudn va két thic sém hon so vdi quy
dinh. Két qua la ho khong dat dwgc hiéu qua tot nhat trong ngay hay trong
tuan lam viéc. Chuing ta cling can phai xét dén nhitng treong hop “khong tu
nguyén” lam viéc do thiéu ty tin, nhan thitc khong chuan xac vé nang lyc
ban than... Hau hét cac van deé lién quan dén viéc quan ly thoi gian thuwong
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xuat phat tt cac théi quen khong tot hay s thiéu dinh hwéng. Va nhitng ly
do con lai la do thiéu hiéu biét va thiéu chuyén nghiép trong khi gidi quyét
van dé va chung ta c6 thé giai quyét ching thong qua nhitng gidi phap tich
cuc.

Qua khong sai khi néi rang ngudi biét hoan tat thwong vu mot cach chuyén
nghiép thuong “keo kiét” vé thoi gian va diéu nay duong nhw khéng co
ngoai 1é. Anh ta biét rang minh chi c6 thé “kiém tién” trong nhitng lic tiép
xtc v6i khach hang tiém nang, vay nén anh ta ludn c6 gang giai quyét cac
chi tiét can thiét cho cong viéc ctia minh trong nhitng lic anh ta khong
“ditng trwdc” khach hang. Thu nhat nhitng kién thic can thiét va duy tri mot
ngoai hinh wa nhin sé tang cwong hiéu qua cta budi gap mat véi khach
hang. Va chac chan hiéu qua tang thém do sé tdc dong dén mitc thu nhap co
ban cua ban.

Thanh cong ciling sé dén sau nhitng “cd hich”. Mt tuan tao “ct hich” la
tuan lam viéc hét minh, bat dau vao dau gio sang va két thic vao t6i mudn,
lién tuc nhw thé sud6t mot tuan. Tuan tao “ct hich” do6 sé hiéu qua hon néu
ban da 1én ké hoach treéc nham dam bao khong c6 bat cir diéu gi xen ngang
cac dv dinh ti€p can khach hang tifm nang cta ban. To6i sé khong bao gio
quén tuan tao “cu hich” dau tién sau khi t0i thyc sy bat dau cong viéc ban
cac bo do nau bép. That tinh cg, tredc d6 sau thang cong ty cling trién khai
mot chwong trinh quang ba san pham va doanh s6 cua t6i da tang vot tao
“da” cho rat nhiéu hoat dong tiép theo.

Dé c6 mot tuan ban hang thanh co6ng my man, tredc dé ba tudn, ching toi
da dat mot bita to6i nham t6 chitc cac hoat dong gidi thiéu san pham. Khach
tham dy la nit sé dwgc nhan mot phan qua néu di cung vdi phu quan cua
minh va banh ngot dugc phuc vu ngay tir 6 gio sang. Toi da gidi thiéu san
pham vG&i ba muoi chin cap vo chéng va ban duwgc ba mwoi mot bo xoong
n6i! Tat nhién, tuan d6 da c6 nhitng tac dong hét sitc to 16n d6i vbi sy
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nghiép ban hang cua t6i, gidp t6i tw tin hon khi dat muc tiéu cho cac tuan
tiép theo.

Nhitng tuan “doc sttc” doi héi phai c6 sy chuan bi vé thé chat va mot lan
nita diéu kién thé chat cia ban déng vai tro vé cung quan trong. Ban ciing
nén can nhac dén yéu t6 gia dinh trong tuan tao “cd hich” va nhitng tuan sau
dé. Hay thédo luadn vGi moi ngudi trong gia dinh vé viéc ban tam thdi khong
thé dam trach nhitng trach nhiém ca nhan, nhw vy ban m&i c6 thé tap trung
cho cong viéc. Vao tuan tiép theo, ban c6 thé 1én ké hoach dé lam nhiéu
diéu cho gia dinh, chang han nhv mét ky nghi ngan.

HUONG DI CHO BAN THAN

Néu nhin nhan mot cach don gian, treéc hét ban phai xac dinh dwgc van de
ban dang gdp phai. Tiép dén, ban phai hiéu khéng c6 gi la khong thé néu
ban c6 niém tin. Cac ban doc gia than mén, du ban la ai, dang lam gi va &
dau t6i c6 thé khang dinh v&i ban rang: Nhitng gi chwa xay ra trong qua khi
at han sé xdy dén trong twong lai. Mot Idc nao dé ban sé phai doi mat vaGi
nhitng kho khan vuot xa kha nang chiu dung ctia con ngudi. b6 chinh la ly
do vi sao sttc manh 1y tri lai tré nén can thiét, khéng chi cho sy nghiép ban
hang ma con cho ca cudc song thuong nhat.

Co6 1€ cac ban sé héi: “Thé con vai tro cta sitc manh 1y tri va tinh than trong
su thanh cong cia mdt thwong vu thi sao?” Néu ban dang dirng trudc nhitng
trd ngai 16n trong cudc séng ca nhan, gia dinh, hay diéu kién tai chinh... thi
trwdc tién ban can tim gidi phap cho cac van dé cua ban than.T6i xin nhac
lai rang nhan t6 quan trong nhat trong quy trinh ban hang chinh la ban than
nguwoi ban hang. Va mét nguwdi ban hang xuét sac la nguwdi biét can bang ca
vé thé chat, tinh than va 1y tri.

Cong ty bao hiém nhan tho Connecticut Mutual da tién hanh mot nghién
citu toan dién trén hang ngan nguoi va trong 1.500.000 thong tin, da phat
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hién ra nhiéu diéu kha tha vi va that ngac nhién la két qua thu dwgc cho
thady ba nhém nguwdi c6 nhan thitc tinh than manh mé nhat & My la: (1) gi6i
tang 1, (2) gi6i doanh nhan, (3) cong ching no6i chung.

Hau hét nhitng nguwdi nay déu cho biét long tin, sw tan tuy va trung thanh
do6i véi lanh dao gitp ho lam viéc hiéu qua hon. Cac hoc sinh dat két qua
cao trong hoc tap déu tw hao noi rang niém tin vao Chua gitip cac em no luc
hoc tap khong mét moi.

Mot nghién cttu do t6 chitc The Heritage Foundationthyc hién ciling cho
thay viéc thuong xuyén tham gia cac nghi lé t6n gido sé giip giam thiéu cac
hanh dong ty sat, lam dung rugu va chat kich thich, sinh con ngoai gia thu
va tinh trang ly di. Niém tin giip ho tr& nén vui vé, hanh phiic va khoe
manh hon va khong con chan nan hay ty ky. Nhitng cudoc hon nhan ciing tro
nén lau dai va hanh phtc hon.

Cau tra 10i cho tat ca nhitng diéu nay that don gian: Mo6i con ngudi déu co
mot thé chat, tinh than va 1y tri riéng. Néu ban xem nhe bat ¢ mat nao thi
ban khong phai 1a mot nguwdi toan dién. Néu ban cam thdy minh dang kho
s@ hay yéu kém mot khia canh nao dé cta cudc song thi ban khé c6 thé dat
dugc thanh cong trong cac mat khac.
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Chwong 14: XAY DUNG SUC MANH
TINH THAN TRONG NGHE BAN
HANG

BAN CHON CACH LUI LAI HAY TIEN LEN PHiA TRUOC?

Vo6n la m6t ngwdi haim mo cac moén thé thao doéi khang, tham chi t6i da ting
tham gia thi ddu trong mot vai nam thoi con trai tré. Va t6i nghiém ra rang
néu ban bat dong y kién véi bat ky ai thi t6t nhat 1a ban néi thang noéi that sy
khong dong y cua minh.

Toi rat thich cdu chuyén cta Jack Dempsey va Gene Tunney. Khi Gene
Tunney tai ngd Jack Dempsey trong budi thi ddu tranh chitc v6 dich quyén
Anh hang nang, anh da Iui mot budc. C6 thé huan luyén vién da yéu cau
anh phai lam nhuw thé, nhwng hon ai hét anh biét rang minh sé khong thé
dich n6i Dempsey va c6 thé bi thuong.

Trudc khi gap Jack Dempsey, Gene Tunney da chuan bi rat ky lwdng vi anh
biét rang minh sé bi danh va bi dau trong tran “tai ng6” nay. Tunny da can
man luyén tap cac thé lui dé chuan bi cho tran tai ddu. T kinh nghiém thi
ddu it éi caa riéng to6i, toi thay rang khi bi tring don, mot vo si thwong cé
phan xa ty nhién la 1ap tic dap tra déi thu. Tuy nhién, do la lic anh ta it c6
co may danh tring doi tha nhat va dé bi ha guc nhat.

Tunney biét rd0 diéu nay nén anh da hoc cach buéc lui dé tranh don tan cong
cta doi phwong va cho doi thoi co. Néu ban c¢6 xem tran dau do, han ban
van con nhé rang vao hiép dau thit hai, Dempsey da ddm Tunney nga xuéng
san trong tiéng reo ho cuong loan ctia khan gia. Sau tran dau, Tunney chia
sé: “Luc do, toi thay dau 6c minh tinh tdo la thwong. Lé ra toi c6 thé ding
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day ngay va phan don, nhung t6i nhé dén bai luyén tap cia minh nén quyét
dinh nam chd cho t6i khi trong tai dém dén 9. Va, trong hiép dau tiép theo,
anh da ha guc Dempsey va doat chitc vo dich nam do.

KHI BAN BI KHACH HANG TU CHOI

Du khach hang tim dén ban hay ban la nguwdi di tim ho thi van khong ai c6
thé loai trir kha nang ban sé nhan dwgc mot 16i tir chdi thang thirng hay
nhitng tiéng ché bai cay nghiét ctia khach hang. Trong nhitng tinh huéng do,
su chuan bi tredc veé tinh than theo hwdng tich cye sé rat hitu ich cho ban.

Sttc manh tinh than dwgc xay dung trén nén tang kién thirc va thai do ding
dan sé tao nén s khac biét ro rét trong tirng thirong vu ma ban sé thue hién.
Suw khac biét nay cang tréd nén quan trong hon bao gio hét khi ban dang c6
gang két thic thanh cong thwong vu hay khi ban dang & “ranh giéi mong
manh” ma chi can mot chuyén bién nhé nhat trong thai dé va nhan thitc cta
ban cling quyét dinh sy thanh cong hay that bai cia thwong vu dé. Noi
chung, khi tat cd moi diéu kién khac déu nhw nhau, khach hang sé mua san
pham ctia nguwdi ban hang ma ho c6 cam tinh nhat. Tuy nhién, theo phan
tich cua John M. Wilson trong cudn sach ctia 6ng mang tén Open the

Mind and Close the Sale (M@ rong tam tri dé két thic thwong vu thanh
cong), su can bang trén sé bi pha v& néu mot nguwdi ban hang cé nhiéu kién
thitc va long ti hao vé san pham ma anh ta dang chao ban hon so véi doi
thu cua anh ta.

Ban c6 thé xay dung sttc manh tinh than cho béan than bang cach doc nhitng
cubn sach hay, tham gia cac khoa dao tao ban hang chuyén nghiép hoac cac
buoi hop mat cua cong ty. Tat ca nhitng hoat dong nay sé boi dap cho tam
tri ban 16i suy nghi tich cuc, r6 rang, lac quan va lanh manh.
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Nhitng gi dang dién ra trong tam tri sé anh hudng dang ké dén thai do tinh
than cia ban. Ban can gieo trong nhitng suy nghi tich circ néu muon gat hai
mot thai do ding dan va thanh cong trong cong viéc. Néu ban dang mac vao
nhitng suy nghi r6i ram, khong 16i thoat thi cong viéc ctia ban cling sé dinh
hinh theo hwéng dé. Kipling noi rang cé thé ban sé gap ca thanh cong lan
that bai trén duwong doi, nhwng néu ban con dang nham lan gitta thanh c6ng
va that bai thi d6i vdi ban, ca hai chi 1a m6t ma thoi.

MAY NGHE CD/CASSETTE

Trong chwong 5, t0i da trinh bay gia tri cua viéc ghi am lai bai thuyét trinh
ctia ban vao bang cassette/dia CD dé luyén tdp ngit diéu giong néi nham
tang cuwong sitc manh ngdn t¥ va sy 16i cudn trong qua trinh ban thuyét
trinh trwdc khach hang vé san pham, dich vu ctia ban. Bay gig, t6i xin chia
sé v&i ban vé gia tri va nhitng 1gi ich to 16n ciia m6t may cassette/may nghe
dia CD ma toi tirng nhan dwoc trong cudc doi ban hang ctia minh.

Néu ban hoat dong trong thé gidi ban hang ma khong c6 mot chiéc may
nghe dia CD, ban khong phai 1a m&t ngudi thye sw tam huyét véi nghé nay.
Dva trén hang ngan la thu va cac cudc thao luan ca nhan, toi hoan toan tin
rang viéc sit dung mot may cassette hodc may nghe dia CD c6 thé giup tang
hiéu qua ban hang Ién mot cap do mdi cung hang ngan dé la trong thu nhap

hang nam cua ban.

Vi chiéc may nghe tai nha hay trén xe hai, ban c6 thé nghe cac bang, dia
CD c6 tinh chat huan luyén, gido duc dao tao va truyén cam hitng ¢ moi lic
moi noi: khi ban bat dau mot ngay méi hay khi chuan bi di ngt, hodc trong
khi ban lam bép, gidt gidi, trang diém, thay quan do va ly twéng hon nita la
dau 6c ban khong bi rang budc béi bat cit viéc gi. Tat nhién, ban cling cé
thé nghe nhac hay cac chuwong trinh radio twong tdc mang tinh tich cuc,
nhung nén tranh nghe nhitng bai hat hay nhitng ban tin, nhitng binh luan c6
thé tao cho ban cdm gidc bu6n chan va mat dong luwc phan dau. To6i nghi ban
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nén doc quyén Cac Hanh Vi Ung Xt cua Tién si John Diamond dé biét
duwgc thé loai am nhac nao tot hay khong tot cho ban va vi sao. Qua nhiéu
ndm, hang ngan ngwdoi ban hang ndi véi t6i rang chién thuat nay la quy trinh
quan trong nhat ma ho luon tuan theo dé duy tri cam hitng, niém tin, su lac
quan va trang thai tinh than san sang ban hang.

Theo nghién cttu cia Pai hoc Nam California, néu ban séng ¢ vung trung
tam va phai 1ai xe 20.000 km moi nam trong ba nam lién tuc thi thdi gian
ban nghe bang/dia trén xe gitp ban thu dac mé6t lwgng kién thitc bang véi
hai nam dao tao toan thoi gian @ dai hoc.

VOI SUC MANH THE CHAT VA TINH THAN VUQT TROI, BAN SE
LA NGUOI CHIEN THANG!

Lién doan Béng Bau duc My (NFL) da tién hanh mdt nghién cttu vé kha
nang ghi ban cta cac cau tha va phat hién ra rang trong hai phtit cudi cting
ctia hiép mot va trong hai phut cudi cung cta tran dau, c6 nhiéu ban thang
duwoc ghi hon bat ky hai muwoi phit nao dé trong tran dau.

Vi sao? Cé ba ly do tat ca. Trudc hét, trong hau hét cac truong hop, cac doi
déu nhan thay ho can phai tich cyc ghi ban dé khéng bi loai khoi cudc chai,
dé gianh chién thang hodc dé dam bao mot ti s6 dan trieéc mong manh. Tiép
dén, ho da luyén tap dé c6 thé doc strc cho hai phut cudi cung nhiéu hon bat
c? thoi diém nao cta tran diu, nén ching ta hoan toan hiéu vi sao ho lai tap
trung moi sitc manh thé chat, tinh than va cdm xic dé chién dau trong
nhitng gidy phut cudi cung nay. Cudi cung la muc tiéu cua ho da dugc xac
dinh r6 rang. Do da dugc chuan bi ky lwdng, ho biét minh phaéi lam gi va ho
c6 dua ty tin dé dat duwgc muc tiéu ghi ban.

Co6 nhitng nguyén tac va chién thuat giéng nhau ma ban c6 thé ap dung
trong hoat dong ban hang cua minh. Khi ban chu tam ren luyén, tich liy sic
manh cho ban than, luén suy nghi lac quan, tao dung cac gia tri tinh than
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ding dan, duy tri sitc khoe t6t, chac chan ban sé c6 nhitng buéc tién rd nét
tren con duong xay dung su nghiép ban hang.

CHIEN THUAT “GIAY CHUNG NHAN CHAT LUONG”

Khi lan dau tién dwoc tham dy mot budi gap mat gitta cac dai dién ban
hang, t6i vo cung an tuwgng trwdc cach gidi thiéu cta Ralph Beaver, mot
“thuyét phuc gia” 13o luyén trong linh viec ban hang.

Cudbi bai néi chuyén cia minh, Ralph dwa ra mét cuén gidy nhd réng
khoang 10cm. Ong m& cudn gidy va gio né 1én dé tat ca ching t6i c6 thé
nhin thay nhitng théng tin dugc danh may trén dé.

Ralph noi:

“Thwa quy 0ng quy ba, du man gigi thiéu san pham rat hoanh trang (6ng ay
la nguwdi khong bao gio khiém tén qua mic) va dp dung mot loat cach két
thic thvong vu khac nhau, song mot vai khach hang van tir ch6i mua hang.

Trong treong hgp do, toi sé md “btru boi” nay ra va néi: Thwa quy 6ng/ba,
dwong nhw 6ng/ba van con chiit do dyr vé viéc sé s@ hitu mot bd xoong noi
tuyét dep nhw thé nay. Trén to gidy nay la danh sach khach hang cta toi
trong vung nay, nhithg ngwoi da mua it nhat mét bd xoong noi tuyét dep ma
ong/ba dang thay day. (Ban biét khong, Ralph da ghi lai tén va dia chi ctia
ti'ng khach hang ma ong ay da ban sdn pham trong su6t hai mwoi nam ban
hang ctia minh). Sao ong/ba khong thtt nhin qua xem ong/ba cé quen ai
trong s6 ho khong?

Ong/ba c6 nghi ring nhitng ngudi nay da sai 1am khi mua mot bd xoong noi
c6 thé gitup ho tiét kiém thoi gian, tién bac va bao dam gia tri dinh dudng
cta thwe pham khong?”
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MGt ngudi nao dé trong ctt toa bén dudi néi to: “Co 1€ ho da quyét dinh
dang”.

Ralph lai néi tiép: “Nhw o6ng/ba thay ddy, van con trong ba dong & cudi
danh sach nay. T6i rat vui khi dugc dién ti€p tén va dia chi ctia quy vi vao
nhitng vi tri trang trong dé dé chitng té rang quy vi cling cé duwgc thit ma

minh thyc sy mong mudn”.
MGt giong no6i bén dudi lai vang 1én: “Co 18 toi sé lam thé!”.

No6i vé nhitng “tdm gidy chitng nhan chat lwgng” an twgng nhat, toi khong
thé khong nhac dén Nha phan phoi Bernie Lofchick tai Winnipeg, Canada.
Bernie la mot trong nhitng trung tam phan phoi cia Maytag va dugc cong
nhan la chi nhanh c6 doanh s6 ban hang cao nhat doi vdi cac thi treong tiém
nang trong mang lwéi rong khap thé gidi tai hon 50 qudc gia cuia Maytag.
biéu ngac nhién la khéng nhitng Bernie luon dat mitrc doanh thu cao ma ho
con la mot hinh mau cho cac nha phan phoi khac cia Maytag hoc tap.
Bernie Lofchick dwgc dat ngay canh mot trung tam kinh doanh may giat
luén dwa ra cac chién lwgc gidm gia rat manh cho cac san pham ctia minh
(doi khi chi con phan ntta gid ctia cac san pham cta Maytag). Va Bernie
luén xem trung tam dé nhw mot nguon von rat quy doi véi cong viéc kinh

doanh ctia minh.

Chinh sach kinh doanh ctia Bernie va Maytag dwa trén chat lwong, do bén
san pham, sy da dang cta cac tinh nang san pham va cac dich vu di kem.
Vira mdi day, cling bang chién thuat “gidy chitng nhan chat lwgng”, Bernie
da thanh cong trong viéc dé nghi mot khach hang déi may cii 1dy may mdi,
cling la m6t sdn pham mdi ctia Maytag, du quy ba nay té ra rat “quyén
luyén” khi phai tir bo chiéc mdy cii “40 nam van chay t6t” cua ba. Ly do
duy nhat khién ba dong y d6i may méi vi chitng viém khép cta ba khién ba
khong thé van hanh chiéc may do6 bang tay dugc.
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Mot trong nhitng cach két thic thwong vu hiéu qua nhat ma cac nhan vién
ban hang cua Bernie thuvong ap dung la goi dién tham hoi nhitng khach
hang da ti'ng mua san pham cia Maytag trong 5, 10, thdm chi 25 nam truéc
dé6. Mot khi nhitng khach hang nay dwa ra 1oi “chitng nhan chat lwgng” vé
dich vu, tinh nang va dé bén ctia sdn pham, thi van dé gia ca doi v6i khach
hang tiém nang khong con quan trong nita va tat nhién Maytag sé c6 thém
mot khach hang mai.

Tat ca cac chuyén gia ban hang thanh cong van thuong nhan dwoc nhitng 14
thw “chitng nhan chat lwgng” do khach hang tw nguyén gtri dén. Cac “chitng
nhan” nay sé khich 1é nguwoi ban hang lam viéc hiéu qua vi nhitng khach
hang nay thwong danh gia cao sy no lyc hét minh cia ngwoi ban hang. Ho
bay té sy hai long vé chat lwgng san pham, cach gidi quyét van dé cua cong
ty... Bat c 1a thw nao nhw thé déu 1a mét “diém sang” cho bo swu tap cac
“gidy chithg nhan” cua ban. (Rat nhiéu ngwdi ban hang nhan dwgc nhitng 1a
thu khen nggi nhu thé nhung ho khong nhan ra d6 1a mét cong cu ban hang
hitu ich va hiéu qua hon nhiéu so véi viéc huyén thuyén noéi vé san pham,
bai vi, sy xac nhan ctia mot “bén th ba” ludon dang tin cay hon moi 16i noi
thanh thwc nhat cua nguwdi ban hang.)

LAM THE NAO DE CO PUOC “CHUNG NHAN CHAT LUONG” TU
KHACH HANG?

Viéc c6 duge chitng nhan chat lwgng tir phia khach hang khéng phai 1a mot
diéu qua kho. Vi duy, gid st t6i qua ban dén mot nha hang sang trong méi
khai trong trong thi tran. Ban thay thitc an & d6 ngon, khong khi lang man,
dich vu chu dao va ho dwa cho ban héa don tinh tién khong qua cham tré
nhung cting khong qua nhanh chéong. Khi roi khoi nha hang do, ban bay to
sy’ hai long vGi nguoi quan ly, 6ng chu hodc nhan vién phuc vu. Anh ta cam
on ban va yéu cau ban ghi lai nhan xét ctia minh. Liéu ban c6 dong y viét
mot birc thu theo yéu cau ctia anh ta khong? Toi chac chan dén 90% la ban
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sé dong y lam viéc do6 va kha nang ban sé thyc su viét ching la 50%. Ban sé
san long lam viéc nay va con cam thay “lang lang sung swéng” bédi y kién
va nhan dinh cda ban duwgc tran trong hét mirc. Loi dé nghi viét chitng nhan
do da danh vao sy nhiét thanh cua ban.

Néu da lam nghé ban hang nhiéu nam, ban hdy nhé lai nhitng khach hang
da tryc tiép néi vGi ban rang ho danh gia cao san pham, dich vu hodc y
twéng... hay bat ct thit gi khac do ban cung cap, sau dé goi dién hay dén
tham viéng ho va t6i tin rang ban biét “an n6i” nhw thé nao dé c6 dwgc “sw
chitng thyc bang van ban” cta ho.

Sau khi da cé cac “gidy chitng nhan” dé, ban hay nhanh chéng sao chép lai
va dat ching vao b0 tai liéu thuyét trinh ctia ban. Hay mang theo day du cac
“chitng nhan chat lwgng” nay trong tat ca cac budi thuyét trinh cua ban.

CACH SU DUNG CAC CHUNG NHAN CHAT LUONG

Dé st dung cac chitng nhan chat lwgng cta khach hang mot cach hiéu qua,
ban phai lya chon chinh xac 14 thv nao minh can bdi trong hau hét cac
treong hgp, ban sé chi sit dung mot hay hai 14 thw cho rat nhiéu bai thuyét
trinh. D4i khi, chiing con dugc st dung dé tiép can khach hang nham thuyét
phuc hay gidi dap cac thac mac cua ho.

Vi du khi khach hang néi véi ban rang “T6i mudn biét chi tiét vé dich vu
nay”, ban nén trd 10i “Thua ong, t6i danh gia rat cao sy quan tdm ma 6ng
danh cho chiing t6i. Ong Jones Johns & cong ty XYZ ban dau ciing c6
nhitng cam nhan nhv vay, nhung sau khi st dung dich vu ctia ching toi, ong
ay da no6i nhu sau”. (Pay chinh la Iic ban dwa cho khach hang 1a thw c6 néi
dung lién quan dén thong tin ma khach hang dang mudn biét). Ban nén tiép
tuc bai thuyét trinh ctia minh sau khi 6ng ta doc xong ching. Vi du khach
hang héi: “Liéu ching t6i c6 dugc giam thué nhw anh vira néu khong?”
(Ban nén dwa cho 6ng ta 1a thu ti€p theo dé giai dap thac mac nay.)
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Tuy nhién, khong mot 1a thw nao c6 thé giai dap duwgc tat ca moi cau hoéi hay
thac mac nhwng viéc swu tam cac 1a thw sé gitup ban tim thdy moi 16i giai
dap. Theo thgi gian, ban nén thay cac 1a thu cli bang nhitng 14 thw méi cta
cac khach hang dang tin cay. Hay sap xép chuing theo trt tv - theo linh viyrc
hodc dia diém, theo thit tw chit cai hodc theo loai cau héi/thac mac...

Toi tin rang mot chitng nhan chat lwgng luén chitng to tinh hiéu qua cta no
trong hau hét cac budi thuyét trinh hay gidi thiéu san pham. Do cling la
cach tiép can khach hang va tao su tin twdng khi moi thit déu dién ra tot dep
hodc khong dién ra “nhw y” trong sudt cudc gap go.

Dbé két thic phan nay, téi xin tom tat van dé nhu sau: mac du tdi tin rang tat
ca nhitng thong tin duwgc cung cap cho ban cho dén gio phit nay déu co gia
tri, nhung ban sé phdi trinh bay véi khach hang nhitng kién thitc ma ban
duwgc cung cap qua ban phan tich tinh nang san pham méi nhat do giam doc
marketing dwa cho ban. Tuy nhién, t6t hon hét 1a ban nén thuyét phuc ho.
Ban hdy ban hang bang ca trai tim minh.

H - Honesty: Trung thwcla diém mau chot trong sy nghiép ban hang cta
ban.

E - Ego: Thé hién cai toi tot dep hay sy dong cam ctia ban.

A - Attitude:Thai d6 cua ban doi vé6i chinh minh, v6i khach hang va véi
nghé nghiép cta ban.

R - Reverse: Sttc manh vat chat, tinh than va 1y tri ctia ban.
T - Tough: Sy manh mé va diéu manh mé nhat la tinh yéu.

Néu ban dat nhitng chi cai dau tién cua 5 tr nay lién ké nhau, chiing sé tao
thanh mot trai tim: HEART.
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PHAN 3: PE TRO THANH NHA
BAN HANG CHUYEN NGHIEP

MUC TIEU
I. Hoc cach thich &ng chir khong phai phan (tng v6i nhitng kho khan.

I1. Nhan biét sy khac nhau gitta mot nguwdi ban hang chuyén nghiép va mét
nguwoi ban hang khong chuyén, mot nguwdi ban hang xuat sac va mot nguoi
ban hang binh thvong.

ITI. Gap g& mot vai chuyén gia ban hang dé hoc hoi.

I'V. Xac dinh mot cach ré rang rang bat ky ai, du 1a nha si, nha thau, phuc vu
ban, hoa si thiét ké hay gido vién... tat ca déu la nhitng ngudi ban hang.

CAC CHIEN THUAT VA TRINH TU THUC HIEN MOT THUONG VU
HOAN HAO

Chién thuat “nhan”

Chién thuat &ng pho vdi nhitng “dita tré bat tri”
Chién thuat “khen nggi”

Chién thuat “Abraham Lincoln”

Chién thuat “dé cao thwong vu trude dé”

Chién thuat lam cho khach hang “hai long”
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Chién thuat “rang budc”

Chién thuat “dy phong”

Chién thuat “choé con”

Chién thuat “cung cap dich vu mot cach chu dao”

Chién thuat “don dat hang phu”
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Chwong 15: VAN DUNG NHUNG THU
THUAT CHUYEN NGHIEP

BAN DANG THICH UNG HAY PHAN UNG

Toi hy vong cau tra 10i cua ban la thich tng, béi tw thich @ng (respond)
mang nghia tich cyc, con phan ng (react) mang nghia tiéu cuyc. Chang han
nhw khi ban bi 6m va phai dén gdp bac si. Bac si kham cho ban, ké don
thuéc va hen ban hom sau tai kham. Ping hen, ban dén va vi bac si do
kham cho ban va lac dau n6i: “Toi phai doi thudc vi co thé anh cé phan tng
v6i thuéc”. Ca bac si lan ban déu khong thé vui trrdc nhitng két qua tiéu
cuc nhu vay, dung khong nao?

Trong treong hop vi bac s d6 vui vé thong bao vdi ban rang: “Co vé thude
do6 c6 tac dung day. Co thé anh dang thich @ng vdi cach chita tri nay”. Hién
nhién 1a ai cling sé hai long vdi nhitng két qua tich curc.

Khong chi riéng linh vic ban hang ma trong bat ¢t nganh nghé nao khéc,
ching ta sé c6 lic gap phai nhitng truong hop khong may lac quan. Toi co
thé khang dinh rang 99% nhitng ngwdi ban hang - trir mot so trwong hgp
ngoai 1é khi dirng ban hang sau quay trong cac dai ly ban 1é - déu tirng phai
“kién tri” trong nhitng cudc gap gd khach hang, nhat la déi v&i hinh thitc
ban hang true tiép, bado hiém nhan tho, mua ban bat dong san va xe 0 td. Va
toi tin rang hau hét nhitng nguwdi nay déu cé it nhat mot lan phan ng lai
bang s tirc gian, chan nan, that vong hodc la sy tong hop tat ca cac cam

xUc tiéu cyc nay.

Nam 1964, Judge Ziglar - nguwdi em trai da mat caa t6i, titng pha ky luc
quoc gia vé ban hang khi thyc hién mot thwong vu ban nhitng bo xoong néi
ctia cong ty Saladmaster tri gia 104.000 do la (ngay nay, so tién do twong
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dwong 800.000 do6 la). Bi quyét ctia cau dy la luon thich @¢ng rét tot véi
nhitng cudc hen khong thanh. Trong buoi 1€ gidi thiéu san pham, Judge moi
cac cap vg chong dén tham dw va khéng quén hen gap ho tai nha riéng vao
nhitng ngay sau do.

Co6 nhitng lic cau dy dén gap nhw da hen nhung ho lai vang nha. Thay vi
phan ng véi tinh huéng trén bang sy gian dit hay chan nan, Judge da hoc
cach thich tng bing cach tw nhi véi minh ring: “O, chic chin minh sé
thanh cong thvong vu nay!”.

CHIEN THUAT “NHAN”

Ngay tiép theo, Judge lai dén ding vao gio hen hom truedc. Khi chi nha ra
m& ctra, Judge lién bat dau bang cau xin 16i: “T6i thanh that xin 16i vi da
nh® cudc gap véi ong ba ngay hém qua. Toi da c6 gang hét sitc cé thé
nhung rét cudc lai khong thé”.

Ban sé rat ngac nhién khi biét rang hau hét khach hang déu khéng hé phan
do6i viéc ban nhan 14y trach nhiém vé minh cho sw khiém nha cua ho. Khi
Judge noi 10i xin 16i, cau dy da biét rang minh sé c6 duwgc thwong vu do. Ly
do la néu khach hang khong cé du diing cam dé doi mat v6i cau ay va noi
rang ho sé khong mua hang & cuéc hen hom trudc, c6 nghia 1a ho khong hé
chuan bi tdm ly dé déi phé v&i mot ngwdi ban hang nhiét tinh, tan tuy va
duwoc dao tao chuyen nghiép nhw Judge. Kha nang thich &ng v6i thai do cta
khach hang ctia Judge khién ching ta khong lay gi lam ngac nhién vé ky luc
ban hang cta cu ay.

biéu gi da tiép thém dong lwc lam viéc cho Judge nhw vay? D6 chinh la vi
tir sdu tham trdi tim minh, cau dy tin twéng rang gia dinh do6 rat can - tham
chi 1a phai c6 - bd xoong noi ctia cau dy. Judge ciling biét bd xoong noi do sé
giip ho tiét kiém tién bac, thoi gian va trén hét la dam bao gia tri dinh
dwdng caa thwe pham cho con céi ho. Cau dy thuc sy la mot ngwoi rat nhiét
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tinh v&i cong viéc. Judge ciling hiéu ban tinh con ngudi va 1y do thyc sy ho
khién cau 4y phai ditng chd hém qua. Vé co ban, doi vg chong kia cling
mudn mua mot bo xoong noéi nhung ho khong nghi rang ho cé du tién va sg
rang minh khong du diing cam dé noi 10i tir choi thit ma ho hang ao wdc.
Bién phap cta ho la c¢ dé mac nguwdi ban hang phai ditng doi tredc cira.
Trong nhitng lic nhw thé, ngwdi ban hang can phai dong cam véi khach
hang ctia minh hon bao gid hét.

CHIEN THUAT UNG PHO VOI NHUNG “DUA TRE BAT TRI”

Tuy nhién d6 van chwa phai la tit cad. Hau hét nhitng nguoi ban hang truc
ti€p déu bi mat tinh than va phan tng bang sy chan nan khi c6 mot dita bé
con cht nha quay réi bubi gidi thiéu san pham. Ching tréo 1én cdp tai liéu
hodc thung san pham mau, lam r6i tung cac gidy t0 va hang mau. Thinh
thodng, cha me ching khé néi, bang mot giong diéu kha mién cudng: “Nay
con, dirng nghich gidy to cia cht nhw thé!”.

Choc chdéc nguoi chong lai quay sang bdo vo: “Em nay, con nghich qua!
Em nén lam gi di ch?”. Thong thwong nguoi vg sé ding day, kéo dira tré
ra va bdo né ngobi yén. Nhung chi ba phiit sau, thang bé lai tiép tuc nghich
cdp tai liéu va san pham mau. Gid thi cha me né duwong nhw da bat lwc. Ho
kéo tai thang bé, nam tay no, quat nat va yéu cau né cu xit cho phai phép.

Cho dén ldc nay, Judge Ziglar biét rang minh dd nam chac thanh c6ng
thwvong vu badi vi néu ho khong thé néi “khéng” vG6i mot dia tré ba tudi, thi
lam sao ho c6 thé néi 16i tir ch6i v6i mot nguwdi ban hang nhiét tinh, dwgc
dao tao chuyén nghiép nhw Judge. Cau ay nhan thay rang cha me thang bé
khong yéu n6 dén mitc ho thay can phdi phat né. Judge cling yéu tré con,
nhat la nhitng dira tré khong dwgc quan tam ding mitc va ding cach. Vi thé,
Judge nhan manh véi bé me dira bé rang: “Cé 1€ cau bé chuwa tirng biét thé
nao la mot hinh phat thé hién long yéu thwong, vi twong lai ctia cau ay. Va,
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toi tin rang cau 4y can phai duwgc tao nhitng co hoi tot nhat, nhitng bita an
dwgc ndu nwdéng bao ddm duwong chat dé mang lai sttrc khoe t6t”.

Chtng ta dang ban vé thai do trong khi ban hang, nhung thai do nay c6 lién
quan tryc tiép dén nhitng hiéu biét vé tinh cach con nguwdi va mot sé diéu
khac nita. Néu quan tam thuc sy, ban sé nhan thay rang dé chinh la nhitng
gl ma mot chuyen gia ban hang tan tuy, dugc dao tao bai ban st dung
thwong xuyén nhat. Va anh ta chac chan sé hanh dong dya trén suy nghi va
thai d6 ctia minh dé thich &ng thay vi phan tng trwdc tinh huéng thuc té ma
anh ta dang doi mat.
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Chwong 16: PAC PIEM TINH CACH
CUA MOT NGUOI BAN HANG
CHUYEN NGHIEP

Ngay tir dau quyén sach, toi khong ngitng nhan manh vé&i cac ban rang
ngwoi ban hang chinh la nhén t6 quan trong nhat trong quy trinh ban hang,
vi vay chung ta hdy cung nhin vao chan dung mot chuyén gia ban hang thuyc
thu. Trwdc hét, anh ta phai la ngwdi hiéu rat ré nhitng 1ap luan cta khach
hang, song chinh cam xtic méi c6 kha nang thic day ho hanh dong. Anh ta
cling hiéu néu bai thuyét trinh ctia minh chi mang tinh 16-gic, nhitng khach
hang hiéu biét chac chan sé khong mua hang ctia anh ta ma tim dén mot
nguwoi ban hang khac. Con mdt bai thuyét trinh chi chita dung cac yéu to
cam xuc thi co hoi ban dwgc hang 1a 50/50. Hon ai hét, anh ta biét rang mot
bai thuyét trinh thau tinh dat ly chac chan sé gitp anh ta két thic ngay lam
viéc hom dé v6i mot thwong vu thanh cong va mot khach hang trung thanh
trong twong lai.

Nguoi ban hang chuyén nghiép y thitc dwgce rang nhitng yéu t6 mang tinh
16-gic thwong tac dong dén nhitng gi ma khach hang quan sat hay nhin thay
dugc, trong khi nhitng yéu t6 mang tinh cdm xuc lai cé tac dung 16i cudn
doi tai nguwoi nghe. Do 1a 1y do tai sao chung ta thwong chon cach thyc hanh
trén san pham cu thé nham cho khach hang thidy san pham ctia ching ta van
hanh cu thé nhw thé nao song song vd&i viéc thuyét trinh cac tinh nang ctua

no.

Do6i mat la gidc quan duy nhat trong bon giac quan lién hé tryc tiép véi nao
b6 va doi mat con dwgc xem la “ctra sO0 ctia tam hon”. Vi vay, ching ta dé
dang chap nhan nhitng diéu minh nhin thay hon la nhitng gi nghe thay. Tuy
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nhién, nhitng diéu ching ta nghe thay lai khién chiing ta phdi hanh dong.
Sau cung, ban hay nh@ rang vung cdm xtc trén ndo bé con ngwoi 16n gap
muoi lan vung tu duy, vi vay hay st dung ca 1di néi va ctr chi trong khi tiép
can khach hang. Diéu do sé gitp co hdi ban hang cta ban tang 1én gap boi.

BAN LA NGUOI HUONG NGOAI HAY HUONG NOI?

C6 v0 so y kién khac nhau dé cap dén dac diém tinh cach cua cac chuyén
gia ban hang. Hau hét moi nguwdi déu nghi ho thudc kiéu ngudi lang tir, hay
chuyén, sét sang, huwéng ngoai, von va v6i moi nguwdi. Thé nhung trén thuyce
té, nhitng nguwdi ban hang chuyén nghiép thwong la ngudi huwéng ndi hon.

Nguoi hudng ngoai lu6n mudn tao mot an twgng tot ngay tir cai nhin dau
tién. Anh ta dé dang xay dung quan hé tot dep vdi nhitng nguoi méi quen.
Tuy vay, trong rat nhiéu treong hgp, anh ta lai qua ty tin vao nang lyc ban
than cling nhw kha nang gianh dugc thwong vu. Biéu dé cling t6t néu anh ta
chi ghé ngang qua mot thi trdn nao d6 dé trinh dién san pham, hay goi mot
cu dién thoai. Nhung néu anh ta muén xay dung mot sw nghiép vitng chac
thi do6 lai 1a mot van dé khong don gidn.

Nguoi huwéng ndi luon tim hiéu ki lwdng hon, thuyét trinh ti mi hon, va co
kién thitc sau rong hon vé hang ho4, san pham, hay dich vu ma céng ty anh
ta cung cap. Po la ngudi cé 6c t6 chirc, biét minh nén lam gi, & dau va vao
lic nao. Cong viéc cua anh ta luén dugce 1én ké hoach treéc va cam két tuan
thua ké hoach da dé ra. Tuyét voi hon, anh ta con la ngwdi biét lang nghe va
lu6n kham phéa dwgc nhitng nhu cau thiét yéu cua khach hang.

Tat nhién, mot chuyén gia ban hang chuan muc can hwéng ngoai va nghiém
tic vdi cong viéc cua minh. Bén canh d6, anh ta nén bé sung mét s6 pham
chat cia mot nguwoi hwdng ndi dé c6 thé phuc vu khach hang tét nhat. Hodc
anh ta nén la m6t nguwdi hwéng noi, tan tuy vdi cong viéc va c6 gang phat
trién cac pham chat cia mot nguwdi hwéng ngoai.
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SU KHAC BIET GIUA MOT NGUOI BAN HANG XUAT SAC VA
MOT NGUOTI BAN HANG BINH THUONG

Nghién cttu cia DeMarco va Maginn ctia Céng ty Forum cho thdy nhitng
nguwoi ban hang xuat sac luon tuan thu viéc ap dung cac ky nang ban hang
co ban, k¥ nang quan ly cong viéc va chu trong xay dung moi quan hé tot
v6i nhitng ngudi xung quanh. Nho vay, ho cé thé hoa hgp v6i khach hang
va dong nghiép. Ho khong pho mac phan viéc lap dat, thit nghiém va cung
cap dich vu cho cac nhan vién ho trg ky thudt. Ho lu6n duy tri quan hé
khach hang “sau ban hang”va do6 la diéu nhitng ngwoi ban hang tré tudi
muon xay dung su nghiép can phai hoc haéi.

Nguwoi ban hang xudt sac luon thé hién sy quan tdm cta minh dén moi
nguwoi bang cach co van, chia sé thong tin va xay dwng moi quan hé tin
twong lan nhau trong ndi bo cong ty. Nhitng biéu hién cta ho cho thay ho,
nhitng nhan vién ban hang xuat sac, hoan toan c6 thé chuyén tir doi ngii ban
hang sang bd phan tin dung hay bé phan sdn xuat ma hiéu qua céng viéc
van dugc bao toan. Nhu vay, ban da thdy ro sy khac biét gitta mét chuyén
gia ban hang thyc thu va mot ngwoi ban hang binh thuwong hoan toan khong
phai ¢ kha nang ban hang ma diém mau chot la & cac yéu t6 khac nhu niém
tin, chat lwgng moi quan hé... Nhitng nguwdi ban hang gidi la nguwoi chinh
true, biét cach can bang cudc séng. Ho c6 von hiéu biét rong va ludn tim toi
cac phuong phap sang tao dé gidi quyét nhitng van dé ho gap phai.

Nguoi ban hang xuat sac c6 tiém nang tréd thanh mot nha quan ly c6 tam
anh hudng 16n. Ho déng vai tro nhw chiéc cau ndi gitta khach hang va nhan
vien cong ty. Ho tao dong lwc lam viéc cho nhan vién, giup ho nang cao
nang suat va su ty hao doi véi cong viéc nham huwéng dén muc dich xay
dyng va duy tri mot moi quan hé tin twédng va dem lai 1gi ich cho khach
hang.
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Nguoi ban hang xuat sac giip khach hang don gian hda qua trinh ra quyét
dinh mua hang bang viéc san sang cung cap thém nhitng nguén thong tin
hitu ich khac trong trwong hgp san pham hay dich vu ma anh ta cung cap
khong thé dap tng nhu cau ctia khach hang. Khach hang luon danh gia cao
su chinh tryc d6 va ho cling mong chd nhitng 16i khuyén thuc té cling nhw
nhitng 10i gidi dap twong tan cho moi khiic mac cua ho.

Nguwoi ban hang xuat sac luén quan tam dén cong ty va khach hang cuia
minh, cu thé la sy nhiét tinh véi cong viéc, phong cach lam viéc chuyén
nghiép va kha nang thau hiéu con ngwoi ctia ho tac dong rat 16n dén mirc do
thanh cong cta thwong vu. Ho ludn can trong trong quan hé vGi khach hang
cling nhw v6i cac nhan vién ho trg ky thuat, diéu nay gitp gay dwng long tin
noi khach hang. Ho cling hiéu rang ban than hang héa hay dich vu khong
thé tao nén gia tri thwc sy ma chinh la thai do cta ngwdi ban hang.

THE NAO LA MOT CHUYEN GIA BAN HANG?

Mot chuyén gia ban hang khéng bao gio dé cai t6i ich ky can tré cong viéc
ctia minh. Anh ta hiéu nhiém vu cta minh khong phdi la c6 gang thuyét
phuc khach hang dwa ra quyét dinh mua hang, ma la cung cap day da thong
tin can thiét dé ho c6 thé dwa ra quyét dinh sang suot nhat. Bén canh dé, anh
ta con cung cap thém cac thong tin tao cdm hitng c6 thé tac dong manh téi
khach hang, nhd vay ho sé cé nhiéu dong lwc hon trwdc khi dwa ra mot
quyét dinh ding dan nhat.

MGt ngwoi ban hang gioi sé kién nhan dén mitc anh ta sé khong dé dang by
minh bdi nhitng gi khach hang néi. Diéu nay khong cé nghia la ho chap
nhan ca nhitng 10i si nhuc hay nhitng hanh dong lang ma, nhung lic do ho
hiéu rang khach hang nay da tirng bi nhitng ngwdoi ban hang khac 1gi dung
nhiéu 1an va khach hang dang tir choi 10i dé nghi mua hang ctia nhitng ké
ban hang thiéu dao ditc chit khong phai ctia ban than anh ta.
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MOT NGUOI BAN HANG GIOI HIEU RANG...

Mot nguoi ban hang giéi khong chi dau tw nghién citu vé san pham hay
dich vu ma minh dang chao bdn ma con tim hiéu cidc yéu t6 quyét dinh
thanh cong trong tirng thuwong vu cu thé. V&i niém tin cia mét ngwdi chién
thang, anh ta van dung cac kién thitc da tich liiy mot cach linh hoat va ludn
lam viéc theo ké hoach chir khong tuy hitng. La mot chuyén gia, anh ta hiéu
c6 rat nhiéu cach dé dién dat mét diéu gi do, nhung trong s6 d6 chi c6 mot
cach tot nhat. Vi vay, anh ta thuong can than chon loc nhitng cum ttr, cach
giai thich, 16i dién dat to6t nhat cho mdi bai thuyét trinh cia minh. Anh ta
cam thdy minh phai c6 trach nhiém thuyét trinh that ré rang dé khach hang
thdy dwgc nhitng 1gi ich to 16n ma sdn pham mang lai. Anh ta ciling biét
nhitng hanh dong lang ma cua khach hang chi 1a dé “tw bao vé” khi ho chua
c6 du ty tin dé noéi 1oi tv chéi. Anh ta nam ré quy luat chung danh cho
nhitng ngwdi lam céng viéc ban hang la “phdi tim cho ra diéu khach hang
muon va giup ho dat dugc diéu d6” va khong bao gio pha vo quy luat nay.

CHUYEN GIA BAN HANG LA NGUOI LUON HOC HOI

Mot chuyén gia ban hang hiéu rdang minh khong bao gid dugc nging hoc
héi. Anh ta ludn nghién cttu rat chi tiét vé cac khach hang cia minh, tai liéu
ctia cong ty, va ca nghé thuat thuyét phuc ngudi khac. Poc nhitng cuén sach
b ich, nghe nhitng cudn bang tao cdm hitng, tham dy nhitng budi hop dao
tao la cac hoat dong thuong xuyén ctia mot nguwoi ban hang chuyén nghiép
va trong hau hét nhitng lan gap go vdi khach hang, anh ta déu hoc héi thém
nhiéu diéu vé tinh cadch con ngudi. Anh ta y thitc dugc rang néu mudn thay
doi dia vi xa hoi ctia minh, anh ta phai thay d6i kha nang lam viéc cua ban
than. Mu6n thay doi kha nang lam viéc, anh ta can thay doi cach suy nghi.
bé thay doi cach suy nghi, anh ta can thay d6i doi twgng ma minh nghi tdi,
vi vay, anh ta luon chon loc rat chat ché nhitng diéu tao cdm hitng cho minh
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b&i tdm tri con ngwdi la chon linh thiéng - chit khong phai cai sot rac dé
nguoi ta ném moi th vao do.

Mot chuyén gia ban hang thwong hoc héi bang cach quan séat cach nhitng
nguwoi ban hang lao luyén lam viéc, du ngwoi d6 dang lam viéc trong linh
vuc nao dé qua do tim 10i gidi dap cho cau hoi: “Lam thé nao cé thé nam
bat nhitng chién thuat nay va ap dung vao tinh huéng ban hang ctiia minh?”.
Anh ta hiéu rang khach hang chi dwa ra quyét dinh cuéi cung dwa trén
nhitng gi ho da hiéu va tin twéng, vi vay anh ta luén tim cach dwa ra mic
gia canh tranh nhat khién thwong vu tr@ nén thuan lgi va dang tin cay.

MOT CHUYEN GIA BAN HANG THUC THU LUON “SONG” VOI
CONG VIEC CUA MINH

Moi sang khi thitc ddy, anh ta nghi xem hém nay minh sé gdap nhitng khéach
hang nao, néi véi ho nhitng gi va néi sao cho thuyét phuc nhat. Va khi tré
vé nha, anh ta ngam lai xem hom nay minh da lam dwgc va chuwa dugce diéu
gi. Anh ta ludn tdm niém rang ban hang chinh la truyén tdi cam xtc va
nhitng biéu hién cua thai d6 dao dirc gia khi goi dién thoai hay khi gap g&
true tiép vai khach hang cling déu gay ra nhitng hau qua nhw nhau ma théi.

Ngoai ra, anh ta biét trach nhiém do6i vdi gia dinh cia minh la gép phan
nudi day con cai nén nguwoi. Anh ta mong muon vg minh nghi rang co ay
dang c6é mot ngwoi chong tot va anh ta cling dang c6 gang tré thanh mot
nguwoi chong tot. Nhin chung, hanh dong cta anh ta xudt phat t nhitng
dong cao c6 y thitc va that tuyét voi khi nhitng dong co d6 dan dan tré thanh

ban nang!

Chuyén gia ban hang hiéu khach hang mua hang dé dap tng nhu cau cta
riéng ho chit khong phdi vi nhitng diéu anh trinh bay. Vi vay, anh ta nghién
cttu rat ky lwong vé dong lwc mua hang va hanh vi &ng xt ctia khach hang.
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Nho thé, anh ta nhan ra rang dé gay anh huwdng 1én hanh vi cua nguoi khac,
tredc hét, can hiéu nhitng hanh vi dé.

Chuyén gia ban hang ciling la ngwdi rat lac quan va luén nhin vao khia canh
twoi sang cua cudc song. Anh ta hiéu khach hang ctia minh da phai chiu
dyng du moi u &m va bat hanh r6i, thé nén ho sé khong chao dén bat ci
ngwoi ban hang nao mang thém phién mudn dén cho ho nita. Mot chuyén
gia ban hang biét chac chan mdt diéu la anh ta c6 kha nang diéu chinh bau
khong khi cua budi gap mat, va chinh vi 1€ dg, anh ta sé khéng thdo luan vé
nhitng van dé khong lién quan dén viéc ban hang. Chinh viéc lu6n huéng
dén mot bau khong khi hitng khéi va lac quan nén co hoi c6 duwge mot
thwong vu thanh céng cang chac chan hon. Anh ta dat ra nhitng muc tiéu
trong khd nang cia minh va tdp trung vao nhitng muc tiéu treéc mat nhw
ban dugc hang, xoa diu mot khach hang dang nong gian hay goi mot cu
dién thoai vi mong mudn quan hé véi khach hang luon dwgc suon sé. Nho
dat ra nhitng muc tiéu trong tam tay nén mot chuyén gia ban hang nam kha
rd dong lyc chi phoi quyét dinh mua hang ctia khach hang va c6 gang giup
ho dat dugc nhitng gi ho muén bang tat cd kha nang cta minh. Sy hing
khai va tan tuy vdi cong viéc cua anh ta dugc truyén dén khach hang, diéu
nay thac day ho hanh dong ngay dé dap lai sy hitng khéi do.

Hay nhé rang mé dau cho nhitng thanh tich ngoan muc luén la nhitng that
bai lién tiép nhau.

Trwde nhitng khach hang kho tinh hay nhitng thvong vu kho khan, ban hay
nhé rang vi khach hang khé tinh dé chinh la nguwoi thay gioéi nhat va néu
mot thuwong vu qua dé dang dén mitc bat c ai cling c6 thé tién hanh dwgc
thi khodn hoa hong cho né sé chi bang mot phan mudi ctia thwong vu binh
thuong khac ma thoi.

Mot chuyén gia ban hang hiéu rat rd rang canh tranh dang ngay cang tré
nén khoc liét hon, thé nén anh ta ciing can phai citng ran va quyét liét hon.
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Mac du anh ta rat ty tin vao ban than minh nhung doi tha cua anh ta cling
khong hé kém c6i chiit nao.

Chuyeén gia ban hang Mike Frank noi: “Mot nguoi ban hang chuyén nghiép
phai c6 va ludn duy tri “ban nang tim kiém khach hang tiém ndng”. Anh ta
khong ngirng tim kiém khach hang thong qua m6i quan hé véi ca khach
hang hién tai lan qua kh, cling nhuw bat ¢ ngwdi nao anh ta c6 mai lién hé
ma khong hé tinh dén két qua cé ban dugc hang hay khong. D6i vdi anh ta,
moi thong tin déu c6 gia tri va co hoi gap dugce khach hang tiém nang luon
hién hitu ¢ bat ky dau, trong siéu thi, cau lac bd, nha hang...”.

MOT CHUYEN GIA BAN HANG LUON BIET CACH THICH UNG

Do 1a mot nguwdi ludn suy nghi thiu ddo. Anh ta hiéu rang minh phai khong
ngirng phan dau chit khong chi bang long véi nhitng thit tam thwong trudc
mat. Vi vay, anh ta lu6n danh gia cao cac tai liéu va chién thuat ho trg cho
cong viéc cia minh. Néu cac chién thuat hién tai té ra hiéu qud, anh ta sé
van trung thanh véi ching, nhung anh tuyét déi khong cho phép ban than
minh dwoc hai long hay thoa hiép véi mét quy trinh ban hang con nhiéu
khiém khuyét.

MOT CHUYEN GIA BAN HANG THUC THU LUON CO PINH
HUONG NGHE NGHIEP RO RANG

Bai da c6 dinh hudng rd rang cho sy nghiép cia minh nén moi hanh dong
ctia mot chuyén gia ban hang xuat sac déu huwdng t6i muc dich xay dung sy
nghiép chit khéng chi don thuan la thwe hién mot thwong vu don 1é. Anh ta
hiéu rang nhitng 16i néi sao rong khong thé luwu lai diéu gi trong tam tri
khach hang, vi vay dé c6 dugc thwong vy, anh ta can phai chitng minh duwgc
gia tri thyc sy cia hang héa hay dich vu ma minh cung cip. Chi khi nhan
thay gia tri thuc d6, khach hang mdi dat niém tin tron ven. Anh ta ciing hiéu
rang khach hang c6 thé quén di nhitng diéu minh nghe duwgc, cé thé ghi nhd
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nhitng diéu ho nhin thay, nhurng néu dwoc nghe noi, dwge tan mat nhin thay
va truc tiép van hanh thi ho sé thau hiéu gia tri cia san pham va c6 xu
huwéng hanh dong dé dugc sé hitu nd. V&i suy nghi do, anh ta luén tim cach
thu hut sy tdp trung cua khach hang vao bai thuyét trinh sdn pham cua
minh. Anh ta muén khach hang cdm nhan ting chi tiét nhé nhat cua san
pham, anh ta sé cho ho tiép xic dé cam nhan sy mém mai cuia tirng thé vai
(néu anh ta ban vai), cho ho thao tac thi trén ban phim may tinh dé cam
nhan toc do xtr 1y tuyét hdo ctia CPU (néu anh ta dang thuyét trinh vé may
vi tinh)... dong thoi st dung cac phuong tién hinh dnh va “gidy chitng nhan
chat lvgng” dé phan thuyét trinh ctia minh thuyét phuc hon. Mt chuyén gia
ban hang sé khuyén khich vg minh dung thtr chiéc may hut bui anh ta dang
ban. Mot nit nhan vién ban my pham sé ma&i khach hang thi trang diém
bang bd sdn pham trang diém minh dang ban. Khi d6, ho mdi tin rang
ching mang lai hiéu qua tot. N6i mot cach ngan gon, mot ngwoi ban hang
chuyén nghiép luén tim moi cach dé khach hang quan tam dén cong dung
ctia sdn pham, hang héa hay dich vu.

Mot chuyén gia ban hang té ra rat ty tin. Anh ta tin twéng rang san pham
ctia minh sé gidi quyét dugc van dé cua khach hang va thuc sy quan tam
dén viéc khach hang mua san pham vi chinh lgi ich ctia ho. Sv ty tin do
manh mé dén mitc khach hang cam thdy bi thuyét phuc phan nao khi nhin
vao anh mat ctia anh ta. Cudi cung, s ty tin gitip anh ta manh dan yéu cau
khach hang nén mua hang ngay - tit ca chi vi 1gi ich caa chinh ban than ho.

Nhitng muc tiéu trong cong viéc c6 tac dung kich thich va tao dong luc rat
tot, do vay cac chuyén gia ban hang thuwong c6 xu hudng st dung thoi gian
ranh roi dé lam nhitng viéc lién quan dén ban hang. Vi du nhuv viét thw cam
on khach hang, goi dién thoai héi tham khach hang, tim kiém thém khach
hang tiém nang, doc cac tai liéu c6 ich cho cong viéc ban hang...
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NGUOI BAN HANG XUAT SAC LUON CHU Y BEN VE NGOAI CUA
MINH VA HANH BPONG THAT CHUYEN NGHIEP

Hinh thitc bé ngoai ctia mot ngwoi ban hang cling phan nao néi lén su
chuyén nghiép ctia anh ta. Luén an mac chinh té, xay dwng thai do ding dan
do6i v6i cong viéc va ban than minh, ap dung cac phuwong phap chuan muec la
nhitng diéu ma mot chuyén gia ban hang thue thu thuyc hién déu dan moi
ngay.

Mot chuyén gia ban hang thanh cong la nguwdi rat nguyén tac. Anh ta hiéu
rang mot ngwdi khong co tinh kién dinh sé dé dang bi lung lay tridc nhiéu
cam do khac. Anh ta biét nguwdi ban hang dé dang “thém that” doi chut vao
su that dé khién khach hang mua hang. Vi vdy mot chuyén gia ban hang
ludn tam niém 101 ndi sau cua Will Rogers: “To6i tha la ngudi bi liva phai
mua chiéc cau Brooklyn con hon 1a ké da ban dugc né”. Cau néi nay am chi
rang anh ta san sang la ngwoi chiu thiét nhung van bao vé dugc tinh liém
khiét cia minh chit khong bao gio 1gi dung ngwoi khac. Dau biét rang lam
duwgc diéu do khong phai don gidn nhung anh ta biét minh sé khong phai
“xau mat” khi chiu thiét dé lam nguai tot.

MGt trong nhitng tinh cach n6i bat & ngwdi ban hang xuat sac la sy kién tri.
Kim chi nam cda anh ta la cdu néi cia chuyén gia huan luyén ban hang
Steve Brown, rang: “Hay th tat cd moi phuwong cach can thiét, cho du c6
that bai di nita”.Anh ta hiéu ro chan ly rang chiing ta khong dya vao ngudoi
khac dé hoan thanh cong viéc, ma chung ta gitip ho phat trién théng qua
cong viéc cia minh. N6i tom lai, dé dat dugc két qua anh ta phai hanh dong,
va triedc khi bat tay vao thue hién anh ta can phai hoc hai.

Mot chuyeén gia ban hang luon c6 y thirc xay dung thw vien lwu trit thong tin
vé cong viéc ban hang, quy trinh ban hang va vé khach hang, dong thoi
khong ngirng bo sung thong tin dé thw vién ctia minh thém phong phi. Anh
ta hiéu rang mot ngwdi ban hang trung binh tiéu t6n vai tram do la mdt nam

https://thuviensach.vn



dé dau tuv cho vé ngoai ctia minh va khodng vai ngan do nita cho viéc di lai.
Sau khi da tiéu ton hang ngan do la nhw thé chi dé chuan bi cho viéc ban
hang,anh ta hiéu r6 la minh nén lam gi khi gap khach hang.

Anh ta danh gia trién vong khi dau tw vao nhitng cudn sach, bang hinh va
cac hoi nghi chuyén dé dao tao ban hang va hiéu rang khong thé so sanh chi
phi ma anh ta va cong ty phdi bé ra dé dat dugc mdot thwong vu véi nhitng
thiét hai xdy ra néu anh ta ddnh mat thuwong vu do vi thiéu tin tttc hay chwa
da nang luc.

BAN CO PHAI LA MOT CHUYEN GIA BAN HANG XUAT SAC?

Ban khong thé tré thanh mot ngwdi ban hang chi bang cach tra 16i mot muc
quang cao trén bao hay mang theo mot chiéc cap chita day nhitng to quang
cdo; cling nhw ban khong thé tré thanh ky sw mday tinh bang cach mua mot
chiéc may tinh; hay viéc mét chiéc 6ng nghe sé gitp ban tr¢ thanh mot bac

Si.

bé tr¢ thanh mot nguwdi ban hang, ban khong chi can biét mim cuwdi that
twoi, an mac gon gang, biét ké nhitng cau chuyén vui, va chi hoc mot vai
quy tac “vang” nao do.

Mot chuyén gia ban hang phai mang hinh anh cia mot van dong viéen nhay
cao da pha ky luc thé gigi. Khi c6 nguwdi hoi anh ta da lam diéu d6 nhu thé
nao, anh ta sé tra 10i rang: “T6i dwa trai tim minh vugt qua xa va thé la ca
nguoi toi vugt qua theo!”.

Khi ban thyc si danh ca con tim nhiét huyét ctia minh cho nghé ban hang
va cong ty ctia ban, ban sé c6 duwgc nhitng ky nang, chién thuat va ky thuat
can thiét dé thanh cong. Tién si Robert Schuller, tdc gia cuobn Move Ahead
with Possibility Thinking (Tién Lén vGi Tw Duy Chién Thang) néi rang: m@
dau cho nhitng thanh tich ngoan muc luon la nhitng that bai lién tiép nhau.
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“LAN GAN DAY NHAT - MUC PO THUONG XUYEN - HIEU QUA -
LOI GIOI THIEU”

Trong Iinh vyc ban hang chuyén nghiép, mot chuyéen gia ban hang luon ghi
nh@ rang néu muoén xay dung mot sy nghiép lau dai, anh ta phai st dung
cong thirc: “Lan gan day nhat - Mic do thwong xuyén - Hiéu qua - Loi gidi

thieu”.

Lan gan day nhat. Ba bao lau roi ké ti 1an cudi ban lién lac véi khach hang
dé nd6i rang ban luon san sang ho trg ho khi can, rang ban danh gia cao viéc
hop tac vé6i ho, hodc théng bao cho ho vé mot yéu t6 mdi dwge thém vao
dong san pham cua ban, hay mot ng dung mdi cho san phdm ma ho da
mua. Theo Tién si Braysich, ban can phdi nhac nhé& khach hang, cho du ho
da la nhitng ngudi ban t6t cia ban di chang nita, rang ban dang rat hao hirc
dwgc dap ng nhu cau hay giai quyét nhitng van dé cua ho.

Mttc do thwong xuyén. Trong moi tredng canh tranh ngay nay, ban can phai
thwong xuyén nhac nhd khach hang rang ban van ludén quan tdm dén cac
nhu cau cua ho. Néu ban khéng lam vay, do6i thu cua ban, nhitng ké khong
bao gid c6 cam gidc thoa man “T6i da cd du khach hang r6i”, sé nhdy vao
va cudp lay khach hang ctda ban.

Mot trong nhitng ngwdi ban hang tai ba nhat thé gidi, ngwdi ludn biét cach
lam cho khach hang phdi ghi nhé tén tudéi minh la Joe Girard. Sy thanh
cong dang kinh ngac cua anh trong nganh kinh doanh 0 t6 giip anh duogc
binh chon la nguwdi gi ky luc ban xe 6 t6 nhiéu nhat trong nam. Duéi day la

mot vai so liéu chi tiét:
(Pon vi tinh: chiéc xe)
Nam 1963: 267; Nam 1964: 307; Nam 1965: 343

Nam 1966: 614; Nam 1967: 667; Nam 1968: 708
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Nam 1969: 764; Nam 1970: 843; Nam 1971: 980
Nam 1972: 1208; Nam 1973: 1425 (nam ky luc)
Nam 1974: 1376; Nam 1975: 1360

Nam 1976: hon 1200; Nam 1977: hon 1200

Trong su6t muwdi lam nam, anh da ban dwgc trung binh gan 900 chiéc xe
moi nam, va d6 déu la nhitng thirong vu ca nhan - chit khong phai két qua
ban hang theo nhém. Tiép dén, d6 déu la nhitng thwong vu thuc sy dién ra
chit khong chi don thuan 1a nhitng lan ban ré dai ha gia. Joe lién tuc gitt vi
tri “Ngudi ban 6 t6 s0 1”tai My tit nam 1967 dén nam 1977. Mac du trong
11 nam dau tién da xdy ra hai cudc suy thodi, nam sau anh van ban dwgc
nhiéu 6 t6 hon nam tredc va ké tr nam 1972 dén 1977, trung binh hang
nam anh ban 1.300 6 t6. C6 rat nhiéu ly do dan dén thanh cong dang kinh
ngac cta Joe, va mot trong s6 do la viéc anh da déu dan giti cho moi khach
hang ctia minh mot tdm thiép chiic mirng vao nhitng ngay lé, nam mdi, sinh
nhat ctua ho hay nhitng dip dac biét nao do.

Tinh hiéu qua. Sttc dnh huwéng ctia ban doi v6i khach hang 16n dén dau?
Modi quan hé ctia ban v6i khach hang vitng chac dén mic nao? Liéu khach
hang c6 nhé 1o lan cudi ho gap ban la khi nao khong? Ban tiép tuc theo dudi
cong viéc nay bai ban hai l1ong vé nhitng diéu minh lam hay vi ban da kiém
duwgc kha kha nho sy quen biét ctia ban? Tat nhién viéc ban ban duwgc hang
nh@ nhitng moi quen biét ciing rat tot, nhung néu ban tin rang mot khi da
mua hang cua ban, ho sé la khach hang trung thanh cua ban thi do la mot
suy nghi cuc ky nguy hiém va sai lam.

Loi gigi thiéu. To6i mudn ndi dén nhitng 161 gidi thiéu ctia bén thit ba hay
chinh x4c la ctia nhitng ngwoi da tirng mua, tirng st dung san pham cta ban.
Do 1a nhitng 101 gigi thiéu déng vai tro cuwc ky quan trong, dac biét la doi
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v6i nhitng thuwong vu dau tién. Nhw ban sé thdy trong chwong tiép theo,
Chuck Bellows ban duwgc cho t6i mét chiéc Cadillac bdi 161 gigi thiéu vé
anh ta hdp dan dén mitc t6i chii dong tim dén anh ta vi t6i tin anh ta. Mot
chuyén gia ban hang can xay dung dugc danh tiéng tot nhw thé day. Nhitng
101 gidi thiéu co tinh “bao ching” la phwong phap xay dung sw nghiép ban
hang dé dang nhat va chac chan nhat.

NoOi dung nhitng gi ching ta noéi chi chiém 7% anh hwéng thuyét phuc doi
v0Oi nguoi nghe.

Song cach chung ta thé hién noi dung do6 chiém dén 38% va 55% con lai tuy
thudc vao ngon ngit co thé cua ching ta.
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Chuwong 17: HINH ANH CUA NGUOI
BAN HANG CHUYEN NGHIEP

Bay gio ching ta hdy cung theo doi cach lam viéc cia mot chuyén gia ban
hang thwc thu. T6i tin rang cdu chuyén nay sé bao quat cac phwong phap
cling nhu chién thuat thwong st dung trong khi ban hang, diéu ma bat ky
nguwoi ban hang nao hay nhitng ai lam cong viéc “ban” y twdng cling déu
can dén dé nam bat tam ly cling nhw thuyét phuc khach hang ctia minh.

Noi dung cau chuyén dé cap dén viéc thay doi ngit diéu, cach dat cau hoi,
tam quan trong cta cac k§y nang ban hang va thai d6 ctia nguwdi ban hang,
cac phuong phap dam phan thanh cong, cach diat minh vao vi tri cia nguoi
mua, cach dan dat khach hang dwa ra quyét dinh, lam thé nao dé bién yéu
cau giam gia khong con la nhan t6 chu dao, tai sao ngwdi ban hang can phai
néu bat “gia tri” cia san pham va cach thitc thie hién...

NHUNG CAU CHUYEN VE BAN HANG

Ban thdy day, cuon sach nay trich dan rat nhiéu cau chuyén. Co hai ly do to6i
lam diéu do6. Thit nhat, ban sé khong dé tam tri minh tr6i nhanh khi bat gap
nhitng cau chuyén hay, c6 sitc truyén cam hitng (hy vong toi da ké lai ching
that hay). Thi hai, cdc cdu chuyén gitip ching ta nhé cac thong diép dé
dang hon va lau hon.

Vao thang 11 nam 1975, ching t6i quyét dinh mua xe mdi, va vi chiéc
Cadillac doi 1976 dep mé hon nén t6i da dén hai dai ly, tryc tiép thit xe va
tim bao gia tot nhat. Vi xe ching toi it di nén phai nam, sdu nam ching toi
md&i doi xe mot lan. Ciing vi 16 d6 ching t6i khong voi va ma chon lwa rat
k¥ lwdng. Trong mot lan tro chuyén véi khach hang, t6i chia sé ban khoan
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ctia minh vé viéc mua mét chiéc Cadillac m&i. Thé la anh ta khuyén t6i dén
noi chuyén vdi Chuck Bellows lam viéc ¢ dai ly Cadillac Rodger Meier.

Sau khi nghe anh ta noi vay toi tra 10i:

- O, chéc 1a anh biét anh ta rat rd. Anh cé thé goi dién gidi thiéu tdi voi
Chuck dugc khong?

Anh ta dap ngay:

- Anh c yén tam, t6i sé goi ngay. Chuck la mdt nguwdi rat c6 uy tin. Néu
anh ta bdo troi sap mwa thi anh c6 thé yén tam mang x6 chau ra ngoai chuan
bi hitng nudc!

Sau khi cudc tro chuyén két thiic, ngwoi khach hang d6 goi cho Chuck con
toi 1ai xe thang tién dén Rodger Meier. Trong khi t6i dang loay hoay tim
cho dau xe thi Chuck da nhan ra chiéc xe cta t6i. Thé 1a Chuck ra tan bai do

xe don toi vao.
CHIEN THUAT “KHEN NGOT”

Chuck 1a mét anh chang cé phong cach c6 dién va rd rang la nguwdi huéng
noi. Anh ta n6i ngay khi vira ma ctra xe cho toi:

- Chéac chan anh la Zig Ziglar?
- Vang, t6i day.

- O, anh Ziglar, t6i nghi rang chiéc xe anh dang lai 1a mot trong nhitng chiéc
xe tuyét voi nhat ma t6i tirng thay day!

biém can lwu y: Nhitng 10i tan thwdng vé vu mua ban tredc dé hodc gan
day nhat sé dé dang khoi mao cho cudc n6i chuyén. “Néu mudn khach hang
cam thdy vui vé va thodi mai truéc khi chuan bi mua mot thi gi do, cach tot
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nhat 1a hay lam cho khach hang tw hao vi treéc d6 ho da dwa ra mot quyét
dinh that dung dan. Va Chuck da lam ding nhw vay! Pay la trudng hop gia
dinh (néu nhw ngwdi ban hang dang néi sy that). Va néu thyc su chiéc xe
cha toi dang rat toi té ma anh ta lai néi rang: “Anh Zig nay, chi€c xe cta anh
that dep!” thi tdi sé bo ngoai tai moi 16 noi tiép theo cta anh ta bdi toi thira
biét anh ta chi dang mu6n “mac tdi” toi thoi.

Bédo dadm rang nhitng diéu ban néi ra la chinh xac va xuat phat tir sy chan
thanh.

bung la Chuck da néi sy that. Chiéc xe cuda toi thye sy rat dep. D6 1a mot
chiéc Oldsmobile Regency mau nau boéng. Vi thé khi nghe anh ta khen
chiéc xe cua t6i, tdi cdm on va xac nhan rang minh rat thich chiéc xe nay,
rang n6 da mang dén cho t6i kha nhiéu may man.

Chuck tiép 1oi:
- Anh c6 thé cho t6i biét noi anh da mua né khong?
HAY HQOC CACH PAT CAU HOI

Ban can phéi nhan thdy dwgc tdm quan trong cta nhitng cau héi nhuv trén
b&i chiing nghe rat ty nhién du sw that 1a Chuck c6 1€ da héi nhw vay véi
nhiéu khach hang khac nhau. Céac cau hoéi cta anh ta khong hé “rap khuon”
ma dwgc chuan bi rat can than. T6i tra 10i rang hang x6m cua t6i la mot
nguoi quan ly cua cong ty General Motors va ong ta da gilip to6i mua dugc
chiéc xe nay. Chuck tiép tuc:

- Nhu vay la anh da tinh c& c6 dwgc mot trong nhitng chiéc xe hang nhat
nay?

- Vang, ding vay.
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Chuck lai héi tiép:
- Quyét dinh mua chiéc xe nay that la sang sudt day!

(T6i khong biét la ban cdm thdy thé nao nhung néu mot nguwdi nao dé khen
toi nhw vay thi t6i sé khiém ton thira nhan sy that dé.) Toi khé tra 16i:

- Ciing c6 thé la nhu thé! That ra t6i mua lai chiéc xe nay ctia mot ngudi
quen vGi gia chi c6 nam nghin sdu tram doé la thoi. Mot chiéc xe méi cé gia
dén bay nghin sau tram do la.

(Ban hay nhé thoi diém dé la vao nam 1975.)

- T6i n6i dau c6 sai. Anh khéng mua lam dau!

Qua thue 1a téi da quyét dinh ding khi mua chiéc xe do, nhung nhitng cau
n6i cia Chuck khién t6i cdm thady minh da lam dwgc mot diéu gi do that
khac biét.

Chuck tiép tuc:

- T6i rat vui dugc gap anh. Cho phép to6i dua chiéc xe dén bo phan dinh gia
dé xem thtr ching toi c6 thé tra bao nhiéu cho chiéc xe dep cua anh. Va t6i
c6 thé khang dinh néu chiéc xe con t6t, chiing t6i c6 thé déi cho anh ngay
ngay hom nay va chac chan la anh sé rat hai long.

ROi anh ta xin phép toi lai xe di.

Hay nhé rang, khach hang luon san long cung cdp moi thong tin can thiét

néu ban biét cach dat cau hoi.

HAY DAT MINH VAO VI TRi CUA CA NGUOI MUA LAN NGUOI
BAN
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Khoadng mudi lam phat sau, Chuck quay tré lai, vé mat rat h6n hd. Mot suy
nghi khong hay bat chot vut qua tam tri toi va toi cO gang xua tan né ngay
1ap tirc. Luc dé t6i doan 1a Chuck thich chiéc xe cii ctia toi va rat cé thé anh
ta sé la nguwdi mua lai chiéc xe dé.

Vi la mot ngwoi mua hang nén toi nghi “Minh sé dwa ra mot mic gia that
cao xem anh ta c6 mua khong?”. Chiéc xe dirng lai, Chuck bwdc ra va khé
lac dau. Roi anh lai m@ ctta va dong ctra xe, c¥ nhw la dé kiém chitng mot
lan nita. Trong diéu b cua anh ta giong nhw mét dién vién kich néi! R6
rang la anh ta rat thich chiéc xe tuyét voi nay va anh ta sap stta thuong
lwgng dé dugce s@ hitu no.

Sau cung, Chuck 13dp lai nhitng 10i da néi trudce do:

- Anh biét khong, day qua la chiéc xe tuyét voi nhat ma t6i tirng thiy va sy
that 1a n6 con rat tot.

- Cam on anh rat nhiéu.

- T6i rét vui khi gdp anh & day nhwng t6i van thac mac tai sao anh lai mu6n
doi mot chiéc xe tuyét dep nhu thé vao lic nay?

Bat ky ai c6 lién quan truc tiép dén cong viéc ban hang déu sé cho rang cau
héi nay duwong nhw khéng duwgce hay cho 1am. Riéng t6i lai tin day chinh la
biéu hién tich cuyc ctia mot nguwdi ban hang chuyén nghiép day tw tin va c6
nang luwc bdi néu cé bat ky tréd ngai nao, tot nhat la ban nén lam sang to
ching ngay ttr dau, xem d6 nhw mot phan cta bai thuyét trinh va cling gitup
tranh khong gay danh hudng dén viéc két thic thuwong vu.

T6i nhin anh ta, n&@ mot nu cwoi va noi:

- Chuyén la thé nay. Khodng ba tuan nita ching t6i c6 mdt cudc hop gia
dinh & Mississippi va sé that tuyét néu toi lai mot chiéc Cadillac méi toanh
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dén dé.

Chuck biét rang diéu t6i vira néi la rat dang nhwng anh ta khong néi gi ca
ma chi 1dy ra mot quyén sé tay (ban c6é nhé rang, xuyén suét quyén sach
nay, t6i luén nhan manh Iic nao ban ciing can phdi c6 mot quyén so tay bén
minh) va bat dau tinh toan. R6i anh ta toét miéng cuwdi, vi vay t6i cang tin
rang minh sap stta nhan dugc maét 10i dé nghi cuc ky hap dan.

Nhung t6i da nham. Cam giac do khong ton tai dwgc lau béi sau mot liac
tinh todn, nét mdt anh ta thay doi han. T6i tham nghi: “Lai cé chuyén gi
day?”. Con anh ta cit tiép tuc tinh todn va sau vai phut, tdm trang vui swéng
tredc dé da chuyén sang tram ngam va gio la cyc ky cang thang. T6i dang
nghi (chinh xac la dang néi) véi chinh minh: “Cau mong co hdi s& hitu mot
chiéc Cadillac dep dirng vuot khéi tay minh!”.

ROt cudc, nét mat ctia Chuck da trg lai tdm trang vui vé ban dau. Lic nay
Chuck mdi quay sang tdi va néi bang mot giong rat phan khich:

- Anh Zig a! T6i c6 tin tot lanh cho anh day! Vi chiéc xe con trong tinh
trang cuwc ky tét nén ching to6i quyét dinh dé nghi mua lai v&i mic gia
“Bay-ba-tam-nam”!

Moi ngay ti vi, bdo, dai déu c6 khong it bai viét vé toc do ting gia dén
chong madt cua xe 0 t0 cung vGi viéc moi nguoi thwong xuyén canh bao toi
rang gia xe hoi hién tai dang rat cao, song do la chuyén ctia nhitng chiéc xe
dang ¢ tit tdn dau. Con Chuck Bellows lai dang n6i vé gia ctia chiéc xe ma
toi sé mua va so tién ma toi sé trd. Pay la hai chuyén hoan toan khac nhau.
Anh ta khong néi la “Bdy ngan ba tram tam muoi lam do la” ma lai néi la
“Bay-ba-tam-nam”. Vang, chinh xac anh ta da noi nhu vay!

- Anh khong dua ddy chit? T6i khong nghi 1a chiéc xe c6 gia cao dén vay!
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Chuck 16 vé ngac nhién va lap lai cau noi cua t6i nhung véi mot giong khac
han:

- Gia nhu vay la cao u?

Nguoi ban hang khong nén tranh luan, t6 y phan doéi hay c6 gang thoa hiép
trong van deé gia ca.

Vi sy ty tin thwong thay, anh ta binh tinh ddo nguwoc tinh thé.

Trong khi néi chuyén véi Chuck, to6i nhiéu lan phai doi thoai véi chinh
minh. T6i ty héi: “Anh ta dang mudn hoi minh diéu gi day?”, “Co phdi anh
ta dang mudn hoi rang cai gia d6 vugt qua kha nang cua minh? Hay do6 la
mot cau héi nham dé thach thivc minh? Hay y anh ta la néu minh khong thé
mua mot chiéc xe gia 7.385 do la thi minh nén chdp nhan sy that d6? Ban
doc than mén! Néu c6 biét doi chut veé toi, ban sé hiéu rang du la mot ngan
nam nira thi t6i van sé khong bao gig thira nhan la t6i khong thé thyc hién
vu dau tw nay. Khong bao gio!

Ciing c6 thé cau hoi do cua anh ta mu6én am chi mot diéu gi dé hoan toan
khac? Chang han nhu “Anh Zig a, la mot nha kinh doanh khon ngoan va
can trong, c6 phdi anh cam thdy rang khéng nén bé ra 7.385 do la cho vu
doi chac nay?

Toi tam hai long v6i du doan nay va tra 16i Chuck:
- Chi 1a nhiéu hon khoan tién t6i dw doan thoi!
Chuck hdi t6i bang mot giong hét sitc thang than:

- Vay bén than anh cé hai long khi d6i chiéc Oldsmobile Regency tuyét voi
va da dung dwgc bon nam cda anh dé 1y chiéc Cadillac Sedan deVille méi
va sang trong kia khong?
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CHIEN THUAT “ABRAHAM LINCOLN”

Néu chu y, ban sé thay rang suodt tir dau budi néi chuyén, Chuck Bellows
chwa bao gio n6i mot 10i nao té y ché bai chiéc xe cta t6i. D6 chinh la cach
anh ta van dung chién thuat cia Abraham Lincoln vao thwong vu ctia minh.
Lincohn titng tranh ludn cho ca nguyén don lan bi don trong mot vu kién
trwc boi thim doan. Ong da rat than trong khi dwa ra nhiéu luan diém tng
hd cho than chd ctia minh, nhung khi & vai tro phé phan doi tha, 6ng cling
to ra that cong bang.

CHIEN THUAT “PE CAO THUONG VU TRUOC DO”

Thu thuat va liéu phap tam ly cia Chuck rat hoan hao. Bat ky 10i chi trich
nao vé chiéc xe cling déu nham vao t6i, mot khach hang ma anh ta dang
muon chiém cdm tinh. Du sao, t6i cling da mua chiéc xe r6i va khi ban chi
trich diéu doé tirc la ban dang chi trich ngwdi da mua né va danh gia thap
quyét dinh trong qua kh cia anh ta. Khi b6 me phé binh hay néi xau ban
trai hodc ban gai ctia con minh, titc la ho dang ché bai kha nang danh gia
cda con cai ho. Va diéu nay thwong la nguyén nhan chinh dan dén sy noéi
loan cta con cai ching ta. Cach nhan xét nhuw vay khong thé tao thién cam
va gdy anh hudng tot doi vai nguoi doi dién.

bong thoi, nguwdi ban hang cling can phai can than va khéo 1éo trong cach
nhan xét khi mét khach hang néi diéu gi d6 khong hay vé thuwong vu trude
do6 cua anh ta. (Chién thuat & day chinh la kha nang nhan biét khi nao nén
coi trong hay xem nhe mot van dé.) Nhitng cau néi ctia khach hang dai loai
nhw “Chac la ho da lgi dung t6i!” hodc “Ho biét ro la t6i can moén hang do”
c6 thé gay tai hoa cho ban néu ban dong tinh vGi khach hang.

Chang han nhuv néu ban noéi rang: “Ro rang la nguwdi ban hang do6 khong
trung thuc v6i anh r6i!” hay “T6i c6 thé thdy rang ldc d6 anh rat mudn co6
mén hang do...” thi nhitng 16i binh pham nhw vay sé khién khach hang cta
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ban nghi rang: “T6i biét nhitng nguwdi kia da ltra doi to6i nén bay gio t6i sé
can than hon”. Chinh ban da cdnh bao khach hang rang ho hay can than véi
nhitng nguoi ban hang!

Vay nguoi ban hang nén néi gi khi khach hang binh pham khong hay vé
thwong vu tredc dé cia ho? Hay thir lam diéu nay: Nhin thdang vao mat
khach hang va binh tinh néi: “Thwa 6ng/ba, moi khi nghi lai nhitng chuyén
da xay ra, t6i van tu tin ndi rang néu dwgc lam lai mét 1an nita, d6i khi
ching ta sé thay doi quyét dinh cia chinh minh. Tuy nhién, vao thoi diém
ong/ba dwa ra quyét dinh, trong tinh huéng dé va véi lwgng thong tin ma
ong/ba dang c6, t6i tin chac phan 16n moi ngwoi cling sé quyét dinh giong
nhw 6ng/ba ma théi. Néu la t6i, t6i sé khong tiéc nudi nhitng viéc minh da

lam”.

Céach tot nhat dé khién khach hang dwa ra mét quyét dinh mdéi va cdm thay
thodi mai la 1am cho anh ta hai long véi quyét dinh tredc d6 cia minh.

HAY LAM CHO KHACH HANG VUI LONG

Cau hoi dat ra la “Ban da that sy thanh thyc v6i khach hang chwa?” va “Co
khi nao ban mua mot thit gi dé va roi lai ao wéc gia nhw minh dirng mua
n6?”. Ban quyét dinh mua mén hang do 1a vi ban nghi rang minh da dwa ra
mot quyét dinh ding dan. D6 1a diéu ma bat ky nguwdi mua hang nao cling
suy nghi khi ditng tredc mot thuwong vu.

Chuck da lam t6i hai long khi khen nggi chiéc xe Oldsmobile Regency cii
cua toi. Khong chi c6 vay, anh ta con hoi xem t6i c6 thyc sy hai long khi
dong y do6i xe khong va do chinh la cach anh ta tim hiéu xem t6i cé phai la
mot khach hang tiém nang hay khong. Anh ta thira biét rang néu t6i dé nghi
khoén tién bu thém 1a 500 do la dé doi 1ay mot chiéc xe mdi thi ro rang toi
chi dang phi thoi gian va tot hon hét 1a anh ta nén két thic cudc néi chuyén
& day.
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Ban c6 thé gap tinh hudng twong ty trong kinh doanh bat dong san. Vi du
nhw véi mot ngdi nha c6 gia rao ban 1a 395.000 do la, néu khach hang de
nghi mirc gia 195.000 do6 la thi nha mo6i gigi nhanh chong nhan biét nguoi
khach d6 khong phai la m6t khach hang tiém nang. Loi dé nghi mot mirc
gid qua thap cua anh ta cho thidy ho thudc vé nhitng san choi khac nhau.
Ban can phai nhan biét diéu nay cang sém cang t6t dé c6 thé dwa ra quyét
dinh hgp ly vé viéc dau tw thoi gian cho céng viéc sao cho hiéu qua. Day
chinh la nhitng gi ma Chuck da lam.

Khi Chuck dwa ra khodan tién can phai bu thém, t6i khong khéi ngac nhién

va noi:

- Chuck nay, t6i nghi rang 7.000 do la la thoa dang cho vu hoan doi nay,
[tam nging trong gidy lat] - y t6i la s6 d6 da bao gom ca thué va cac khoan
1é phi khac.

Chuck tron mat nhin toi:

- bBiéu do6 khong thé dugc, Zig a. Anh viva dé nghi ching t6i gidm cho anh
385 do la, va phai ho trg anh ca tién thué va 1é phi, ma t6i tinh ra la 350 do
la nita, vay tong cong anh yéu cau ching t6i giam dén 735 do la! Co hoi
dwong nhu la rat thap. [tam ngirng trong gidy lat] Tuy nhién, cho phép toi
hoi anh mot cau: “Gid du néu ching téi chap nhan 16i dé nghi cta anh thi
anh c6 1ai chiéc Sedan deVille m@i toanh nay vé nha ngay lap titc khong?

T6i lai ti€p tuc doi thoai véi chinh minh: “Anh chang nay dang néi chuyén
nghiém tic day chit! Lam sao c¢6 thé mua mot mén hang khi nguwdi ban
khong muon ban né?”.

Ciing giong nhv phan @ng ctia bao nhiéu khach hang khéc, t6i da dwa ra dé
nghi ctia minh va cam thay nan long khi anh ta tir choi 16i dé nghi cua toi.
Vi thé, t6i tra 10i anh ta:
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- O, t6i ciing khong biét nita, nhung 7.000 d6 la 1a mot s6 tién 16n va phai
rat kho khan t6i mai kiém dugc tirng dy day!

KHI KHACH HANG “TAM THOI KHONG BINH THUONG”

Chung ta luén nghi ngo, do dy va doi chit lo sg trwdc nhitng quyét dinh
quan trong. Trong treong hgp cta téi, mot ngwdi kha bao tha vé van dé tién
bac, con s6 7.000 do la khong phai la nho va t6i lai tw héi minh: “Minh c6
thich mau xe nay khong? Cé chac 1a minh mu6n mua chiéc Cadillac nay
khong? Minh nén mua n6 ngay bay gio hay ctt dgi cho dén khi c6 mau xe
méi? Chiéc Sedan deVille hay Fleetwood hay Coupe deVille dep hon? Liéu
c6 mot dai Iy nao ban chiéc Cadillac vdi gia ré hon khong? Minh nén mua
han mot chiéc xe mdi hay la chi can thué xe la 6n? Néu minh c tiép tuc
chan chtr nhw thé nay thi liéu Chuck c6 dwa ra mot 161 dé nghi khac hap dan
hon khong?”.

No6i m6t cach ngan gon, ching ta sé rat ban khoan va nhitng cau héi khéng
loi dap sé tac dong dén kha nang phan doan cuia chiing ta, dan dén tinh trang
“tam thoi khong binh thuwong”. Véi cau héi “Néu ching téi chap nhan 10i dé
nghi cua anh thi anh 6 1ai chiéc Sedan deVille méi toanh nay vé nha ngay
bay gid khong?”, Chuck nhw mudn budc t6i phéi dwa ra mot 161 xac nhan.

Diéu ma t6i mudn dé cap dén khi ban gap mot nguwsi khach con dang ban
khoan la: “Ban phdi tao dwgc niém tin noi ho néu muén ho dong y mua
hang”. Chinh sv ty tin cua ban sé dam trach cong viéc kho khan nay (nhw
cach Chuck Belllows da ttng xtt vd&i toi).

TAM QUAN TRONG CUA SU TiN NHIEM

Trong qua trinh ban hang, ban nén dat minh vao vi tri cia nguwdi mua dé
hiéu dwgc suy nghi va cam nhan cta khach hang. Dau vay, t6i van mudn
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nhac ban nhé rang “Moi chién thuat sé khong hé hodc c6 rat it tdc dung néu
nhu khach hang khong tin twdng ban”.

Khi t6i bat dau cam thay kho6 chiu va mudn it lui khéi thwong vu nay thi
Chuck da lam gi? Anh ta viét con s6 7.000 do la va 7.385 do la ra gidy va

noi:

- T6i nghi chiing ta khéng nén nhac dén so6 tién 7.000 do la béi hau nhw
ching t6i khong thé dap tng 16i dé nghi d6 cua anh. Néi xong, Chuck ha
thap giong va nhin thang vao mat t6i v6i mot nu cwdi rat nhe trén moi:

- Chung toi luon ban dung voi muc gia dua ra, Zig a!

Khi nghe ciu n6i dé cua Chuck, t6i khong hé cam thdy bi xtic pham ma
nguoc lai, téi con rat vui béi tdéi nhan dugce bire thong diép rat rd rang la anh
ta dang dam phan nghiém tdc. Anh lai dung dén quyén s6 ctia minh va noéi
tiép:

- Can ctt trén nhitng thong tin ma anh da cung cdp lic dau, thuc ra ching t6i
chi dang dé nghi mot khodn tién 2.600 do la trén tong soO tién ma anh da tra
khi méi mua chiéc Oldsmobile. Anh da st dung chiéc xe d6 dwgc hon bon

nam roi, c6 nghia 1a méi nam anh chi “tiéu ton” 600 do la thai.

Vira noi, anh ta vira chi cho t6i xem nhitng con s6 ghi trén gidy. Sau do,
Chuck ha giong, nhin thang vao mat t6i va néi tiép:

- Tham chi anh ciing khong thé 14i mdt chiéc Chevrolet vdi gia ré nhu thé!

Cau noi cta anh ta mot 1an nita lam t6i cdm thay hai long vé quyét dinh
mua chiéc xe Oldsmobile tredc d6 ctia minh.

CHIEN THUAT LAM CHO KHACH HANG “HAI LONG”
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T6i tham nghi, “Zig nay, s6 minh that do! Minh dwgc lai mot chiéc
Oldsmobile tuyét voi thé kia ma chi mat 600 do la mot nam trong khi nhitng
nguwoi khac phai mat rat nhiéu tién mdi c6 duwgc mot chiéc Chevrolet!”. Lic
dé6 t6i mai hiéu y dinh ctia Chuck. T6i noi:

- T6i hiéu y anh, nhung t6i chi c6 thé tra 7.000 do la thoi.

Anh chang Chuck nay r6 rang la di qua mot khéa dao tao dién vién kich
nghé chuyén nghiép, t6i chac chan nhw vay! Trwdc cau néi cta toi, anh ta
khong hé cuwoi thanh tiéng, tham chi cling khong mim cwoi. Anh chi néi
rang:

- biéu d6 vugt qua kha nang cna toi [lic nay anh ta bat dau chuyén dén vi
tri toi dang ngoi, vira ndi vira quang tay qua vai t6i], nhung t6i sé trao doi
v6i nguoi dinh gia xem cé thé lam dugc gi cho anh khong. Anh cit yén tam
la t6i sé co6 gang hét sirc dé anh c6 thé mua dwoc chiéc xe vdi mitc gia ma
anh dua ra, bédi toi thye sy rat mudn nhin thay anh 1ai mét chiéc xe di ra tw
ctra hang Rodger Meier ctia ching toi.

Ban dau Chuck tao cho t6i cdm gidc minh la ngwoi gidi danh gia. Va lac
nay day, anh ta dang khién t6i cdm thay minh that quan trong. Tuy nhién
hay lwu y rang néu ban khong thé thuc hién diéu doé vdi sy tu tin va long
nhiét thanh thi t6t nhat 1a khong nén lam.

Dé c6 thé két thic thanh cong thwong vu, khi no6i vé chiéc xe cuaa t6i, gia ca
cta toi, Chuck da chi r6 rang véi chiéc xe Oldsmobile, t6i chi mat c6 600
do la mot nam. Anh ta dang mudn 16i t6i ra khéi chiéc Olds va “day” t6i
vao phia sau tay 1ai ctia chiéc Sedan deVille. Anh da “trao” cho t6i quyén s&
hitu chiéc xe do.

Bay gio ching ta hdy quay lai v6i cudc néi chuyén dé theo doi xem anh ta
da lam thé nao dé tranh khéi nhitng hiéu nham c6 thé sé xdy ra. Chuck néi:
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- Trwdc khi dén gap ngwoi dinh gia, t6i mudn chac chan rang ching ta thyc
sy hiéu nhau. Dé t6i nhac lai, anh dang dé nghi chiing t6i doi xe v4i khoan
tién anh bu cho ching toi 1a 7.000 do la da bao gom thu€ va tat ca cac chi
phi.

- Hoan toan chinh xac!
Khodng ba phuit sau, anh ta quay tr@ lai va nai:

- T6i lay lam tiéc phai néi vdi anh rang ngudi dinh gia viva ma@i vé nha vi co
viéc gdp va dén sang mai anh ta mé&i quay lai. Diéu t6i quan tam la liéu anh
c6 thé ngui mot gidc ngon lanh ma khong hé quan tam dén viéc minh cé la
chu nhan cta chiéc Sedan deVille méi toanh tuyét voi nay hay khong ma
thoi.

CHIEN THUAT “RANG BUOC”
- Anh dirng lo, t6i sé c6 tam quén chiéc xe dé ngt ngon hét dém nay.

- Ngay bay gi0, trde khi anh di, t6i muén dam bao rang chiing ta hoan toan
hiéu nhau. [Hay xem cach anh ta rang budc khach hang vao mot thuong
vu]. Anh biét day, trong nganh kinh doanh 6 t6 v&i nhitng théa thuan chwa
dugc ky két, chiung t6i sé khong xem dé la mot dé nghi thue sy. Nhung vGi
kinh nghiém bao nhiéu nam trong nghé, t6i luén tin vao phan doan cua
minh vé con nguoi. T6i tin vao 10i dé nghi 7.000 do la cta anh va xem dé
chinh 1a mot théa thuan chinh thitc. Anh c6 dong y véi téi khong, anh Zig?

Theo ban, t6i phdi trad 16i thé nao cho mot cau héi nhw thé? Toi nén noi gi
day? Chac chan la t6i khong thé noi rang: “Khong, Chuck a, ban nay t6i chi
noi dua tho6i!”. Khi c6 ai d6 dat ban vao mot tinh thé nhw thé thi ban sé lam
gi? Vé phan minh, t6i da tra 10i nhu sau (di nhién la rat khiém ton):

- bung vay. Anh c6 thé tin diéu do.
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Chuck lai tiép tuc:

- T6i rat tin anh. Chung ta két thic budi n6i chuyén h6m nay bang mot cai
bat tay nhé va toi sé goi cho anh vao sang ngay mai. Chiic moi diéu tot dep
nhat sé dén vdi anh.

Tam gio ba muoi phut sang hom sau, khi toi dang budc vao van phong cua
minh thi nghe dién thoai reo. D6 la Chuck. Giong anh ta day vé phan khich:

- Chao anh Zig, toi c6 tin tuyét voi cho anh day! Toi vira n6i chuyén véi
nguwoi dinh gida va ching t6i thong nhat 1a sé doi xe cho anh vGi mitc gia
7.200 do la da bao gom moi chi phi.

Ngay ldc do, toi biét 1a minh sé mua dugc chiéc xe do6 vai gia 7.000 do la.
THOA HIEP SE DAN BEN THOA HIEP

Khi mot doi tac hay mot ca nhan chap nhan thoa hiép, du la vé van dé gia ca
hay céc diéu khoan, thi Ian thoa hiép tiép theo cling chi xoay quanh cac van
de do.

- Anh Chuck nay, t6i rat an twong trwdc dé nghi ctia anh. T6i khong phdi la
ké “hai 10i” va t6i nghi rang anh cling mudn giup t0i, nén toi sé lam ding
nhv nhitng gi toi da noi vGi anh hom qua.

- C6 phai y anh 1a du thé nao anh sé khong thay doi mic 7.000 do la?

- Toi khong c6 y lam khoé anh va tdi tin la anh cting vay.

- Toi sé goi lai cho anh trong mot vai phut nita.

Khi goi lai cho t6i, Chuck hai:

- Anh muo6n t6i mang chiéc xe dén cho anh hay la anh sé ti 14i n6 vé?
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- Anh c6 thé nho ai d6 mang xe tdi cho toi dugc khong?
- T6i sé gap anh trong mot vai phut nita.

Chuing ta c6 thé rit ra dwgc hai diém chinh tir cdu chuyén nay: trudc hét,
khi t6i bat dau muon rut lai 16i dé nghi mirc gia 7.000 d6 la thi Chuck lai
khong hé té y nai ni tdi. Anh ta thtra biét rang néu lam nhuw vay, t6i sé dwa ra
mot mirc gia tham chi con thap hon nita. Va mac du t6i chi méi gap Chuck
mot 1an duy nhat trwde khi dwa ra quyét dinh mua xe nhwng thye ra anh ta
da bat dau ban cho toi ké tit hai mwoi ndm trwdc khi anh ta méi budc vao
nghé ban xe Cadillac.

bé lam duwgc diéu nay, Chuck biét l1a c6 hai diéu anh ta can phai dat duoc.
Trudc tién,anh ta hiéu rang minh can phai thiét 1ap dugce long tin & khach
hang dé c6 thé ban dugc xe cho nhiéu ngwdi khac nita. Sau dé, anh ta cling
biét minh phai thuyét phuc dwgc khach hang ctia minh, dé ho gidi thiéu anh
ta v6i nhitng khach hang khac. Sy thanh céng rat dang khen cta anh ta da
duwgc chitng minh béi sy that 1a anh ta ngay cang nhan dwgc nhiéu don dat
hang hon. Biéu nay that sy rat c6 y nghia khi ban y thitc rang ching ta dang
song trong mot xa hdi luon van dong, va phan 16n khach hang ctia ching ta
lai song & nhiéu noi khac nhau. Thuong vu cia t6i cling bat dau tr mot
trong nhitng khach hang quen biét 1au dai ctia Chuck.

Céach thitrc thwe hién cling rat quan trong. Trwdc hét, Chuck xay dung sy
nghiép ctia minh dya trén sy trung thyc. Toi khong hé c6 y dinh dén gap
Chuck chi dé xem mot chiéc Cadillac ma t6i da nhin thayé hai cita hang
khac. T6i dén gap Chuck vdi muc dich mua mot chiéc xe néu gia ca thoa
dang. Toi biét 1a minh cé thé tin twdng Chuck, va sy tin twdng chinh la diéu
quan trong nhat trong mét giao dich. Thém vao d6, Chuck rat chuyén
nghiép trong viéc ban hang. Mudi ngay sau khi tdi mua chiéc xe, anh ta goi
dién chi dé hai t6i co thich chiéc xe hay khong va liéu anh ta c6 thé giip gi
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cho t6i khong va ciing khong quén hoi: “O, vang, anh c6 biét ngudi ban nao

muon tim hiéu vé mau xe méi caa ching t6i khong?”.

Lan dau t6i dén cra hang Rodger Meier, ngudi ma toi nhin thay trudc tién
tredc khi dirng xe chinh 1a Chuck Bellows, va ltic do6 anh ta cling mudn biét
1a liéu c6 thé gitp dugce gi cho téi khong. Nhung do khong phai la tat ca.
Thinh thodng Chuck lai goi cho t6i chi dé néi rang: “Xin chao,... nhan tién,
anh biét c6 nguwoi nao...?”. RO rang, anh ta luén mudn hinh dnh ctia minh
lru gilt mai trong tam tri t6i. Vay nén, du thoi diém t6i doi chiéc xe dé da
qua kha lau nhwng t6i van sé luén nhé vé anh ta.

Chuck Bellows qua la mot nguoi ban hang chuyén nghiép. Anh ta da tao
cho minh hinh dnh ctia mot ngwdoi ban, dong thoi 1a mot chuyén gia tw van
lu6n Iuén ho trg khach hang ctia minh Iira chon chiéc xe phu hgp nhét va
sau do la lam cho ho hai long hoan toan vdi sy lya chon cua minh. Day la
mot phuwong phap ban hang thong minh va cling la cach thyc hién thanh
cong moi thwong vu. Hay nhé rang, sau moi thwong vu, ban khong nhitng
c6 them mot khach hang ma con c6 thém mot nguoi ban.
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Chuong 18: TAT CA MOQI NGUOI
PANG BAN HANG VA TAT CA MOI
THU DEU CO THE LA HANG HOA

KHI NHA ST LA MOT NHA BAN HANG CHUYEN NGHIEP

Ban t6i, Tom McDougal, la mot trong nhitng chuyén gia ban hang thuc thu.
Tom la mé6t nha si gidi va thanh dat. Anh tirng thye hién rat nhiéu cudc néi
chuyén vé cach tao dyng thanh cong trén khap nwéc My tredc cac nha si
dong nghiép khac.

Khi t6i dén phong nha ctia Tom lan dau tién, m6t nhan vién tiép tan niém né
ti€p don t6i. Mot nhan vién khac dwa cho toi to khai danh cho bénh nhan
m&i va tan tinh huéng dan t6i ngoi dién cac thong tin ca nhan. Ngay khi toi
hoan tat t¢ khai, mot nhan vién khac dén dwa t6i vao phong kham.

Keé tr khi toi budc chan vao cho dén khi roi khoi do, cac nhan vién déu thé
hién sy nhiét tinh va chuyén nghiép trong cong viéc ciaa minh. Di nhién bac
si McDougal chi thyc hién cac budc tri lieu chuyén mon sau do, nhung doi
ngili nhan vién cua anh da hoan thanh xuat sac phan viéc cta tirng ngudi. Co
1é diéu lam t6i an twgng nhat 1a cd ba nhan vién téi ti€p xuc déu “ban” cho
toi mot thong diép rang: “stt dung chi nha khoa chinh la cach béo vé rang
tot nhat”. Ai cling twoi cwdi n6i rang bac si McDougal chac han sé khuyén
toi nén st dung chi nha khoa dé cham s6c nhitng chiéc rang ma t6i mudn
gitr lai.

biém mau chot & day chinh la cadc nhan vién déu ty hao vé céng viéc ma
minh dang lam. T6i roi phong kham va rat hai long vi tin rang moi ngwoi &
dé déu muon t6i c6 duwge mot ham rang chac khée. D6 vira la cach nang cao
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tay nghé hiéu qud, vira tao dung cac moi quan hé tot dep, va cling la mot
cach ban hang tuyét voi.

Ciing trong lan kham rang tai phong nha cta bac si McDougal, t6i dé y thay
rang anh thwong xuyén dung nhitng tr nglt tich cwc. Thay vi néi “tram
rang” anh dung tr “phuc hoi”, “thay doi ké hoach” thay vi “hiy cudc hen”
hay “tri hoan”. Nguwdi nhan vién no mai t6i ngoi & “phong tiép tan” thay vi
ngoi ¢ “phong cho dgi”. Bén cudi budi, ho mudn biét cach téi sé “giai
quyét dich vu nay”, chit khéng phai “chi trd cho héa don nay” nhw thé nao.
Ho goi dén van phong t6i nham “kiém tra lai” hay “xac nhan” cudc hen,
cht khéng phdi dé “nhac nhg” t6i. Toi dwgc bdo “lam sach miéng” chi
khong phai “khac, nh6”. Ho “tiém” cho t6i thay vi “chich mot mii”. Qua
ding vay, tir ngit rat quan trong. Ching tao nén sy khac biét!

Do6i vGi cach xay dung méi quan hé véi khach hang, t6i can phai nhan manh
hai diém. Trudc tién la chuyén mot trong nhitng vét tram tam thoi caa t6i bi
bong ra sau khi t6i dén do6 hai ngay. Toi goi dién cho van phong cua bac si
McDougal va c6 tiéng trd 10i tw dong qua dién thoai. Nam phat sau, dién
thoai t6i reo va mudi phit sau, toi da trén dwong dén phong kham, & do,
mot trong nhitng dong sw cua bac si McDougal nhanh chéng tram lai rang
cho t6i. B6 chinh la cach cham s6c bénh nhan (khach hang) cua ho.

Tiép theo, vi bac si McDougal chuan bi tram thém ba cai rang nita nén lan
kham rang sau dé cta toi sé lau hon va c6 nhiéu viéc phdi lam hon. Téi h6m
dé, dich than anh goi cho t6i va hoi tham moi viéc tién trién thé nao. To6i co
cam thdy dé chiu khong? Anh c6 thé gitp gi cho t6i khong? To6i da dén
kham & nhiéu phong nha, nhung chwa c6 ai dién thoai hoi tham tinh hinh va
dé biét liéu t6i co6 bi dau khong.

Thanh that ma noéi, ban dau t6i da nghi Tom goi cho t6i do anh biét rang toi
vita la mét dién gia vira la mot nha van nén sitc khoe cé anh hwéng rat 16n
dén cong viéc cna t6i. Trong khi ngoi chg, toi trao doi véi cac bénh nhan
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khac va tinh co phét hién ra rang moi khi chita bénh lau dai cho bat cit bénh
nhan nao, anh déu goi cho ho dé kiém tra bénh tinh. Anh qua that la mot
nha si chu dao, va hon thé nita, anh con la mot chuyén gia ban hang thuc
thu bdi s quan tam va lo lang tan tinh doi v6i khach hang ctia minh.

Bac si Hugh Russel lam viéc & Atlanta, Georgia, chi ra rang cac bénh nhan
(khach hang) dén tham kham (mua hang) & phong mach ctia ban (a, néu ban
la bac si) khong phai chi vi ho hiéu rd dé nghi ctia ban, ma con béi ho cam
nhan dwgc rang ban hiéu ho. Trong treong hop cua bac si McDougal, toi
dén phong mach ctda anh ay bdi tdi biét anh la mot nha si giéi va vi anh hiéu
toi va nhu cau caa t6i khi t6i dén dé6. Sw chuyén nghiép cia cac nhan vién &
phong kham (nhan vién ban hang) biéu hién & sv quan tdm chu dao khi
cham séc bénh nhan cua minh. Bac si McDougal nhan xét nhu sau:

Bi quyét thyc sy ctia viéc “ban hang” trong nganh nha khoa hay trong bat
ky cong viéc kinh doanh nao la néi bang trai tim thay vi bang dau 6c va ly
tri. Mot khi “ndi tam” 1én tiéng, sw chan thanh sau sac nhat sé dugc truyén
tai. Tuy nhién, mot nguwdi khong thé néi bang trai tim néu nhw anh ta khong
thuc sy tin twéng vao san pham hay dich vu cia minh. Diéu nay cling c6
nghia la nguwdi do chac han da phai c6 gang nhiéu dé thu thap mot von kién
thitc uyén tham. Nguoi dé dong thoi cling phdi tin twdng rang loai hang
héa/dich vu ma ho cung cap chinh la nhitng gi ma khach hang/bénh nhan
dang mong doi.

Noi chung, trong suy nghi ctia moi nguoi thi bac si McDougal khong phai
la nguoi ban hang hay chuyén gia dao tao ban hang, nhung véi tu cach la
mot nguwdi ban hang, c6 rat it co hdi dé ban c6 thé doc mot doan van nao de
cap nhiéu dén viéc ban hang nhw doan van trén.

CHIEN THUAT “DU PHONG”
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Trong mot lan ghé tram dich vu cia Tom, mét ngwoi t6i quen kha than sau
vai lan ghé d6 xang tai tram cta anh, ching t6i n6i chuyén véi nhau vé
chién lwgc ban hang va Tom da chia sé mét quy trinh rat tuyét voi ma anh
dang ap dung cho cong viéc kinh doanh cta minh.

Khi mot chiéc xe hoi d6 lai ¢ tram dich vy, Tom va d6i ngii nhan vién kiém
tra dau nhét, binh ac quy, nwdc giai nhiét... Khi thdy day cu-roa quat gié da
son va co nguy co bi dit, Tom noi véi nguoi cha xe:

- Thwa 6ng, day cu-roa da son. Néu ong vui long 1ay day dw phong trong
thung xe ra, t6i sé thay ngay va khong lam 6ng cham tré mot phit nao ca.

Hau nhv lic nao ngudi chia xe ciling sé tra 10i nhu sau:

- Trong thung xe cua toi khong cé day cu-roa nao ca! Tom binh tinh dap lai:
- Ong nhin ny, sgi day cu-roa ndy da son lam roi. T6i khuyén 6ng nén thay
day md&i bdi né co thé dit bat ky Iic nao va xe 6ng c6 thé nam lai gitta
dwong & mot chon dong khong mong quanh nao do.

Nguoi chu, néu y thite dwge kha nang xdy ra tinh huong dé, sé dong y thay
day mai.

T6i doan la ban cho rang cau chuyén da két thic roi, phai khong? Khi Tom
ra khoi tram dich vy, anh mang theo khong phai mot ma la hai day cu-roa.
Anh khong chi ban dugc mét ddy ma trong nhiéu triong hop, anh con ban
dwgc day thit hai nita. Pay ding la mot dién hinh cia nguwdi ban hang
chuyén nghiép. Theo ban, dé la phuc vu bang cach ban hang - hay ban hang

qua viéc phuc vu?

GIAO VIEN CONG LA MOT NGUOI BAN HANG
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Tat cd moi nguwdi déu dang ban hang. T6i mudn dat tya dé cta chwong nay
nhw vay cling la dé nhac lai nhitng gi Red Motley, nguyén bién tap vién cta
tap chi Parade da néi cach day nhiéu nam: “Sé chang c6 diéu gi xay ra, cho
dén khi c6 ai d6 dong y ban thiv gi d6”. Toi sé khong bao gid quén mot ngay
mua hé nam 1943 khi t6i buéc vao 16p hoc Lich sit Hoa Ky do thay Joby
Harris tai truong Cao dang Cong dong Hinds, Mississippi phu trach. To6i
budc phai tham dy vi toi can hoan thanh n6t mén hoc nay dé dugc nhan
bang t6t nghiép trung hoc. Toi cho rang viéc d6 chi la mot sy lang phi thoi
gian ma thoi. T6i dwgc ich 1gi gi néu biét vé nhitng chuyén da dién ra nam

muoi nam, mot tram hay hai tram nam veé truéc?

T6i budc vao 16p lich st véi v nghi 1a toi sé chi hoc vira da dé vuot qua ky
thi cu6i khoa. Biéu ma toi thue sy hitng tha la sau dé, toi cé thé quang khoa
hoc chan ngat nay sang mot bén dé hoc thém cadc mon toan va khoa hoc
trong mua thu sau nham dap ng du tiéu chuan tuyén quan cta Luc lvgng
Khong quan thudoc Hai quan Hoa Ky (Naval Air Corps). Su6t nhiéu nam
qua, mo wdc cua toi la dwoc 1ai mot chiéc may bay chién dau. Mua hé nam
1943, khi ca thé gigi dang & gitta cuoc Chién tranh Thé gidi II, toi cling
mong muén dugc gép phan cong stc cia minh. O tudi mudi bay, toi da

nhan ré wdc muodn cia cudc doi minh.

Hom do, khi bwdc vao phong hoc, t6i chd dgi thay gido tw gidi thiéu ve
minh, dva ra mot vai lwu y trong khi hoc va lam quen vGi nhau va toi da
khong that vong. Sau khi tw gigi thiéu va lwu y ching t6i mot vai diéu co
ban, thay Harris bat dau néi vé tam quan trong ctia viéc day va hoc lich st.
Thay da c6 mot trong nhitng bai thuyét trinh “mang tinh chat ban hang”
chuyén nghiép nhat ma t6i tirng dwgc nghe. Khi “cudc néi chuyén ban
hang” ctia thay Harris vira két thic thi t6i hiéu ra rang tai sao t6i can phai
hoc lich str. Sy thye 1a trede khi gio hoc dau tién két thic, t6i da quyét dinh
trd thanh mot hoc sinh chuyén nganh lich stt. Toi khong chi gianh dugc
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diém A & 16p, ma Lich st con 1a m6n hoc duy nhat t6i lu6n luon gianh diém
A trong hau hét phan con lai ctia s nghiép hoc hanh ctia minh.

Mot diéu dang néi hon la nhitng diéu thay Harris néi vdi t6i hom do6 da tac
dong dén toan b phan con lai cia cudc doi t6i. Chinh gio hoc dau tién
trong 16p hoc lich st cta thay Joby Harris da khién t6i quan tam nhiéu hon
dén chinh tri, diéu kién xa hdi va mong muén dugc lam hét sitc minh cho t6
quoc trd nén phon thinh, t6t dep hon.

Sé rat tuyét voi néu chiing ta lam cho moi nguwdi nghi rang ho thuc sy la
mot ngwoi ban hang, rang ho can “ban” cho nhitng nguwoi tré tudi hon
nhitng khai niém, nhitng y twdng vé viéc c6 gang hét minh, thé hién hét kha
nang, dat muc tiéu cao hon va cong hién nhiéu hon? Véi cach tiép can nay,
toi tin rang thé hé tré ngay nay sé tré nén nang dong, sang tao va hiéu qua
hon trong thé gidi twong lai.

THO XAY CUNG LA NGUOI BAN HANG

Vao nam 1981, ching t6i bat dau thyc hién mot viéc da dugc 1ap ké hoach
t* nhiéu nam tredc d6. Ching t6i mua mot manh dat & Ho Holly, cach hai
gio chay xe vé mién dong dé chiu cta Dallas, Texas. Mong wdc lau nay cta
toi 1a co6 thé gidm b6t cac budi thuyét trinh dé tap trung viét lach nhiéu hon.
Muc tiéu ca nhan cua t6i la tao dnh hwéng tich cyc dén cang nhiéu nguoi
cang tot va toi chi c6 thé thuc hién diéu nay thong qua nhitng cudn sach cua
minh.

Chung t6i nhan thdy Ho Holly la mot vi tri 1y twéng bdi noi dé yén tinh va
rat dep. Sau khi mua dat, chiing t6i phai chon mot nha thau xay dung dé xay
nha. Va nguwoi duy nhat ma ching t6i tro chuyén la Bill Tenison. Ngay tu
dau, nhitng 10i ndi va hanh dong cta Bill cho thay anh ta rdt mong muon
duge xay nha cho ching ti. O Bill c6 rat nhidu diém dang chi y: thai do dé
chiu, than thién, sy chuyén nghiép va ca tiéng tam nitta.
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Khi mua méanh dat, ching t6i cling da gap nhitng nguwdi hang x6m cling
dang trong qua trinh hoan thién ng6i nha ciia minh. Ho béo rang & day chi
c6 mot nha xay dung c6 thé tin cay dwoc, dé chinh la Bill.

Ho nhiét tinh n6i véi ching t6i 1a Bill lam viéc rat xuat sac, dong thoi cling
la mot con ngwoi chinh trire, uy tin va con nhiéu ditc tinh t6t khac nita. Mot
vai nam tredc, chung toi cling da noi chuyén vai nhitng nguoi Bill giup xay
nha. Ho cling néi hét nhw vay. Cé thé cdm nhan rat ro sy hao hitng cta Bill
khi dan chiing t6i di kiém tra nhitng ng6i nha dang thi cong va ca nhitng can

nha ma anh ta da xay mot vai nam truéce.

Moi ngwoi déu cé cam nhan la Bill Tenison xay nén nhitng ng6i nha cot dé
anh ta c6 thém nhitng ngudi ban va ngwdi hang x6m than thién va tot bung.
Vi Bill dang xay nha riéng ctia minh ¢ day va chac chan la anh sé di cau ca
va danh gon vdi hau hét lang giéng cta anh ta, do vay cach lam cta anh ta
la hoan toan thoa dang. (Ban c6 thé twdng twong ra canh mdt ngudi cd sitc
choi gon voi nam muoi khach hang dang gian dit vdi anh ta khong?)

Thanh thwc ma néi, Bill d@ dem dén cho ching t6i nhiéu hon nhitng gi
ching t6i mong dgi. T6i biét rat it hay c6 thé noi la khéng biét chit gi vé
nganh xdy duwng, nhung hét nguwdi nay dén nguwdoi khac am hiéu vé nganh
xdy dung da dam bdo véi toi rang Bill luon st dung nhiéu vat liéu cach
nhiét tot hon so vdi yéu cau cua ban vé ky thuat, va rang anh ta thuong gia
c6 thém cho ng6i nha ma minh thwe hién.

Khi méi bat tay vao xdy dwng ng6i nha, vi ching t6i khong thé c6 mat dé
theo doi ti'ng cong doan cua qua trinh xay dung nén Bill da ty nguyén chup
anh va gwri cho ching t6i. Viéc nay khong chi cho phép chiing t6i theo doi
tién d6 xay dung ma con tao cho ching t6i cdm giac hai l1ong véi nhitng chi
phi da bo ra.
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Van dé ¢ day rat ro rang. Bill biét rang khi ngudi cia anh ta déng chiéc
dinh cu6i cung 1én ngbi nha cia ching t6i cling chinh la lic anh ta chuan bi
déng chiéc dinh dau tién vao nhitng ngo6i nha khac ma nhitng vi khach hai
long ay sap stra gidi thiéu cho anh ta. V@i tv cach 1a mot nguwdi lam viéc
chuyén nghiép, Bill da khon ngoan dé biét rang khi anh ta hoan thanh c6ng
viéc xudt sac, lam dwgc nhiéu thit hon nhitng gi anh ta dwgc tra tién, va
khién mot khach hang nhw t6i hoan toan hai long, thi sém mudn gi t6i cling
sé nodi vai bat ky ai mudn xdy nha ¢ khu vic H6 Holly nay rang Bill chinh
la ngudi ma ho can tim. Ban doc than mén, d6 chinh la nhitng diéu ma ban
can lam néu muon gay dung thanh cong sy nghiép ban hang.

Vi ban khong thé dé mot ng6i nha dep dé trong khong nén cau chuyén nay
sé tiép tuc thém mot doan nita, va it nhat la né c6 lién quan phan nao dén
mot chién thuat ma chuyén gia dao tao ban hang J. Douglas tiing goi, do la
Chién thuat “ché con”.

CHIEN THUAT “CHO CON”

Chién thuat nay cé nguoén goc han hoi. Ching ta biét rang tré con thwong
voi vinh bé me ghé vao mét ctra hang thi nudi nao d6 “chi dé ngam mot
chut” ma thoi. Sau dé, néu dia tré va ngwoi chu ctra hang khong thé thuyét
phuc dugc 6ng bé hay ba me mua chi ché dé thwong doé thi ngwoi cha sé
cho hg dem chii ch6 con vé nha nudi thtt it hom xem ho thich né khong.
bén day, ban biét két thiic ctia cau chuyén réi day, phai khong? Diéu quan
trong nhat la nguwdi chu ctta hang thd nudi da tao diéu kién dé san pham cua
minh (cht cho con) ty ban chinh minh. D6 1a mot chién thuat rat hay.

NHAN VIEN THIET KE NOI THAT CONG BAN HANG

Khi Bill Tenison hoan tat ng6i nha cia ching t6i @ H6 Holly, nha thiét ké
noi that Joyce Wynn va doi ngii nhan vién xinh dep cta c6 dy (dac biét la
Kathy Adcock-Smith, ngudi da hoan thanh cong viéc rat xudt sac la xac
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dinh chinh xac nhu cau cua ching t6i) da ban bac rat can than véi ching toi
dé dam bao ng6i nha dwgc trang tri hgp 1y va ding y chiing toi.

Chi can trang tri vao mot khodng trong 16n trén bitc twong & dai sanh la
ngoi nha co thé hoan tat. Ban than t6i rat hai long véi thiét ké hién tai, song
Joyce lai dat vao khoang khong dé mot tam tham treo twong, qua thuc dé
khong phai la mot mén d6 do mua ban ma cé. Toi rat thich nhwng con hoi
de dat trong quyét dinh ctia minh. Thé la Joyce bat ngd dé xuat chiing toi sé
tam thoi treo né dé xem thit né c6 “phu hop” khong. Dé xuat do cling hay!
Mai cho dén mot budi chiéu no, lic téi dang chay bo thi t6i bat ngd nhan ra
rang c6 dy da st dung chién thuat “ché con” c6 dién doi vai toi. Mot chién
thuat hay thuong dem lai hiéu qua ro rét, ngay ca khi nguoi ma ban ap dung
da dugc dao tao cac k¥ nang ban hang mot cach bai ban. (Va, ding nhu vay,
toi d@ mua tdm tham treo twong dé.) Tat nhién, néu ching té ra hiéu qua,
khach hang van khong nhan thitc dugc diéu gi dang dién ra. Tham chi, néu
anh ta c6 nhan ra va néu nhu cau va wdc muon s@ hitu chiing van con, dong
thoi nguwdi ban hang ciling thé hién sy chuyén nghiép thi ban cling khong
can phai lam gi cad. Hay lu6n nhé rang khach hang luén muén van dé cta ho
dwgc giai quyeét.

Khé nang lam viéc cia mot chuyén gia thye thu doi khi khién ban quén mat
anh ta hay co ta la mot nguoi chuyén nghiép. Khoang mot nam sau khi
ching t6i chuyén vé ngoi nha & H6 Holly, t6i va vg ghé tham Kathy
Adcock-Smith. Vg t6i chia sé v&i c6 dy rang cé rat nhiéu nguwdi yéu thich
sy am cuing trong ngodi nha ching t6i. Co dy con ndi thém rang mot vai
ngwoi da bay t6 sy ngac nhién khi biét c6 mdt nha thiét ké noi that da gidp
d& chuing t6i, vi can nha trong qua “tw nhién” va séng dong, trong khi hau
hét nhitng nguoi lam nghé thiét ké ndi that thwong cd xu hudng khién ngoi
nha trong rat gia tao va c6 qua nhiéu thit khong can thiét. Nhitng 161 binh
luan nay ré rang lam Kathy phan chan, vi c6 ay biét la minh da hoan thanh
tot cong viéc ctia minh. C6 dy da ban cho ching t6i cac mén doé ndi that,
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phu kién va cac y twéng mdi la, ching hoan toan hgp véi khiéu tham my va
s@ thich cta chung t6i. Va khong nhitng vay, sy thanh thao ctia c6 ay da
mang lai cho chiing t6i mot khong gian séng vo cung tuyét voi.

Cudc tro chuyén nhac t6i nhd dén mot kinh nghiém ma t6i vira méi trai qua
khi ban hang. Sau khi da hoan tat viéc ban mot bo xoong noi, téi nhan thay
c6 rat nhiéu khach hang tiém nang la ban bé ctia ngwdi khach méi nay. Khi
tim dén nhitng khach hang tiém nang nay, t6i dam bao v6i ho rang minh sé
chi néi rat ngan gon, néu ban bé ho chon mua thi that la tuyét; con néu
khong thi cling khong sao. Pap lai 10i chao hang cua toi, mot ba ndi trg noi:
“Vang, toi tin anh vi rd rang anh khong giong mot nhan vién ban hang

lam!”.

Vi ba dy vira kiém tra bo n6i nau an 16n nhat do cong ty todi sdn xuat nén toi
rat phan khéi véi 10i nhan xét d6. Trong tham tam ngwdi khach hang nay, ba
ay khong phai la nguwdi mua hang va t6i cling khong phai 1a ngwdi ban hang.
Bat ky nhan vién ban hang nao ciing mong rang nguwdi khach hang tiém
nang ctia minh sé cdm nhan dugc diéu nay vao cudi budi gidi thiéu cta anh
ta.

CHIEN THUAT “CHO CON” CUNG HIEU QUA VOI NHUNG
THUONG VU TRI GIA HANG TRIEU PO LA

Vai nam trudce, khi quy mo cua tap doan Amway con kha nho so vGi ngay
nay, mot nhan vién chao ban may bay da lién lac vdi Rich DeVos, Chu tich
Tap doan, v4i muc dich dé nghi 6ng mua mot chiéc may bay phan luc ca
nhan. Rich kha bao tha va nghi rang tap doan Amway khong thé thyc hién
mot thwong vu nhu thé. Nguwdi ban hang biét rat rd chi€c may bay sé gitp
tiét kiém thoi gian cling nhw sitc khoe caa Rich. Anh ta cling biét rang chiéc
may bay sé cho phép Rich gap g& nhiéu nha phan phdi hon va lam gia tang
dang ké hiéu qua cong viéc cta ong.
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Sau day la cach thirc ngudi ban hang da st dung:

- Thwa ngai DeVos, ching t6i c6 mdt chi€c may bay phan lyc dac biét ly
twong danh cho ngai, va chiing t6i rat san long dwa ngai di mot chuyén bay
thir mién phi.

Hoi mién cwdng nhung cling kha hao hitc, Rich dong y tham gia chuyén
bay thit. Du biét rang DeVos thich chuyén di nhuwng van khong cé cach nao
thuyét phuc 6ng mua chiéc may bay do, vi thé nguwdi ban hang néi:

- Thwa ngai DeVos, tuan nay chiing t6i chwa c6 ké hoach cho chiéc may bay
nay va ching t6i mudn ngai nhan va st dung né nhu thé n6 la cta riéng
ngai. Va di nhién la diéu nay khéng mang tinh bat budc.

Qua la that khé tir ch6i mot 16i dé nghi nhw thé vi ngwoi ban hang da nhan
manh rang khong hé c6 bat ¢t si rang budc nao doi véi Amway. May man
thay, tuan lam viéc sap t6i cua Rich lai day dac lich hen va di chuyén duong
dai lién tuc. Va, sudt tuan dé Rich da bay khap ca nwéc, gidi quyét cong
viéc ctia minh mot cach nhanh chong va hiéu qua nhd chi€c may bay do.

Cudi tuan, khi nguoi ban hang quay trd lai va no lyc hoan tat thuwong v,
nhung Rich van chwa bi thuyét phuc rang mua may bay la viéc nén lam, vi
thé ngwoi ban hang kéo dai dé nghi “ché con” véi mot diéu kién nho nhw
sau:

- Thwa ngai DeVos, do chiing t6i chwa cé ké hoach cu thé st dung chiéc

mady bay trong thang nay, sao 6ng khong thué n6 trong mot thang va tiép tuc
stt dung nhu thé no6 1a cta riéng minh?

Lan nay, Rich tham chi con lwdng Iy hon nita, nhuwng nguwoi ban hang rat
kién tri nén Rich da dong y va thang do, cong viéc ctia 6ng ay to ra rat hiéu
qua.
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Cudi thang, Rich da “dinh 1dy” chiéc may bay, vi thé khi nguwdi ban hang
quay lai dé nhan lai chiéc may bay “ctia anh ta”, Rich DeVos ngac nhién
nhin anh ta va hoi:

-Y anh 1a sao, chiéc may bay phan Iyc cta anhu?

bén lic nay Rich da quen véi toc do va sy thuan tién, va viéc tir bé bat ky
st thuan tién nao déu rat kho khan, dac biét la ban c6 thé dwa ra 101 bao
chita cho bat ky tinh huéng nao. Vé can ban, Rich khong tim dwoc ly do nao
ttr choi 161 moi thye hién mét vu dau tw ma chac chan sé cho phép 6ng phuc
vu hiéu qua hon cho tap doan cta minh.

Thé la Rich quyét dinh mua chiéc may bay béi nguwdi ban hang da ching
minh dugc gia tri sdn pham cta anh ta. Chinh xac hon, ngudi ban hang da
dé cho san pham ctia minh ty chitng minh rang né sé gitip Rich hoan thanh
trach nhiém doi véi tap doan mdt cach hiéu qua hon sau khi nhan vién ban
hang st dung Chién thuéat “cho6 con”.

NHAN VIEN PHUC VU BAN CUNG LA NGUOI BAN HANG

Frank Infante sinh ra va 16n 1én & Cuba, nhung sau d6 cau cung gia dinh
chuyén dén My¥ sinh séng. Lan dau tién toi gap Frank khi t6i va Téc Bé
dang an t0i tai nha hang Farfallo & Dallas. That may man, Frank la ngudi
phuc vu cho ching t6i. Cau la ngwdi phuc vu t6t nhat ma toi tirng gap. Cau
ay chuyén nghiép trong tirng budc di, c chi va thong thao dén tirng chi tiét
nho nhat cia mot ngwdi phuc vu chuyén nghiép. Cach st dung ngon ti
cung vGi mot phong cach phuc vu lich sy va 16i cudén la nhitng yéu to rat
can thiét d¢ moi nha hang c6 thé cung cdp cho thic khach nhitng dich vu
hoan hao nhat. Cau ay cuc ky nhay cam véi khach hang va phuc vu khong
chit lo 1a.

https://thuviensach.vn



MOoi lan phuc vu ching t6i, Frank thwong bat dau bang mot nu cwdi rat niém
nd va than thién. Sau khi danh thoi gian dé ching t6i xem qua thyc don,
Frank lu6n dén ban ching t6i dang lic ching t6i dwa ra quyét dinh chon
moén an. Thong thuwdng, tdi ludn cé mot cudc tro chuyén ngan véi Frank.
Khi t6i héi vé cac mon dac san cia nha hang, Frank luén hao hitng giGi
thiéu nhung cau khong bao gio ké qua chi tiét vé ching. Rat it khi cau tra
10i qua loa khi ching t6i dé nghi cau tv van vé cac moén an. Béi hiéu ro
khau vi ctia chiing t6i nén cau luon dap lai rang: “T6i tin la 6ng ba sé thich
mon ddc biét nay. N6 rat tuyét voi!”.

CHIEN THUAT “CUNG CAP DICH VU MOT CACH CHU PAO”

Frank luon phuc vu nhanh chéng va chinh xac nhitng mén chung to6i yéu
cau. Lic nao moi thit cling déu duwge chuan bi rat chu ddo nham dem dén
cho ching t6i mot bira an t6i thodi mai. Tra va ca phé luén chuan bi san
sang: banh mi néng ldc nao cling c6 trén ban an; chung toi khong bao gio
phai dgi qua mot phit cho mon tiép theo.

Khi ching t6i an xong, Frank ludn hoéi ching téi c6 dung mon trang miéng
khong mac du cau biét ré ching téi thwong trad 161 khong. Nhitng lic do,
bang mot nu cwoi that rang rd va déi mat sang long lanh, cau ay sé noi voéi
ching t6i rang mén banh pho mat rat ngon hay moén banh ca phé ciling rat
tuyét, va néu nhu chiing t6i chia déi banh ra cho hai ngudi thi sé khong cam
thdy qua no. Cach thuyét phuc cua ciu ay that khéo 1éo va phuong phap
“dinh hwdng dich vu” d6 da phat huy hiéu qua. Mot yéu t6 gép phan dem
lai hiéu qua cho phuwong phap nay la Frank thyc sw la mét “cau tha choi hét
minh trong mdt doi bong 16n” khi cau lam viéc rat an y véi “nguwdi hau ban
phu” (cach goi nay thuc sy khong hay va nganh kinh doanh nha hang can
phai thay doi tén goi nay dé thu hit nhan tai trong nganh nay). Khi can giup
viéc gi, thay vi ra 1énh, Frank lai t6 ra rat ton trong va nha nhan véi cau ay.
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T khi chao don khach vao nha hang cho dén lic tam biét hg, Frank
Infanate luon dat minh & vi tri cia mot nguwdi ban hang. Cau dy lam cong
viéc do mé6t cach chuyén nghiép, vui vé nhung khong séi noi qua mic. Cau
ay hiéu ro rang thu nhap ctia minh lién quan tryc ti€p dén hiéu qua va phong
cach phuc vu cta chinh cau. Tuy nhién, néu quan sat cung cach lam viéc
cta Frank, ban sé cam nhan dwgc dong Iwc lam viéc ctia cau ay. Muc dich
cta Frank la lam cho moi bita an thém tuyét voi. Khéng can phai néi, ching
toi khong bao gio tang cho Frank nhitng moén tién “tip” & mic thong
thuong. Ban biét khong, tr TIPS con c6 nghia la “dam bao dwgc phuc vu
nhanh chong” (To Insure Prompt Service) va truéc kia thwong dugce dua
trede bita an. T6i va Téc Bé luon c6 xu hwéng thuwdng thém cho nguoi da
dem lai cho chiing t6i mét bita an ngon, dé chiu va tha vi.

That dang tiéc cho nhitng tiép vién khong c6 may man duge Frank phuc vu
du chi mot 1an. T6i tin rang néu nhw ho c6 duwgec may man do va néu nhw ho
thie sy muoén tré thanh mot ngwdi phuc vu ban chuyén nghiép, thi nhiéu
nguoi trong so ho co thé tang thu nhap tir 50% dén 150% ngay lap titc.

Néu diéu d6 xdy ra, ban sé lam gi v6i khoan thu nhap tang thém nay? Co 1€
nhiéu nguwdi trong chiing ta sé st dung cho nhitng muc dich ca nhan, nhung
Frank lai khac. Cau ay dau tw vao nha hang va hai long vdi quyét dinh cia
minh.

Mot trong nhitng bi an cta cudc song la tai sao nhitng ngwoi lam cong viéc
phuc vu ban (hay cac nhan vién ban hang) déu khéng hiéu rang sau cung,
tht hang h6a ma ho dang ban chinh la thai do va sw phuc vu caa chinh ho.
Néu nhw ho thé hién nhitng chi tiét nho nhw thai d6 lich thiép, vui vé, nhiét
tinh va ludn gitup d& ngudi khac thi thu nhap cta ho sé tang 1én rat nhanh.
Qua that mot ngwdi phuc vu xuat sacchinh 1a mot ngwoi ban hang xuat sac.

MOT NGUOI BAN HANG KHONG CcO bOI THU
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MGt trong nhitng nguwdi ban hang vi dai nhat nwéc My la Billie Engman. Ba
phu trach ban hang cho cong ty Saladmaster @ thi truong Texas, ngoai tr’
Dallas. Vao thoi diém Billie qua doi, ba da lap va nam git nhiéu ky luc ban
hang hon bat ci¥ nhan vién nao trong cong ty. Tham chi vao cudi su nghiép
ban hang ctia minh ba con tiép tuc ban hang cho cac thé hé con cai cta
nhitng khach hang ma ba tirng giao dich tr nam 1950, khi ba md&i buéc
chan vao cong ty.

Billie thuéc mau ngudi c6 triét ly va quan diém song rat ré rang va chuan
muc. Pire tinh néi bat & ba 1a kha nang t6 chitc cong viéc rat t6t, luon kién
tri va nhat quan trong nhitng viéc minh lam. Ngay tir nhitng ngay dau mdi
buwdc vao nghé ban hang, ba da xac dinh ro la sé luén theo dudi muc dich
ctia minh cho dén cu6i doi.

Billie con la mdt chuyén gia vé tam ly khach hang vi ba rat am hiéu ban
chat con ngwoi. Ba hiéu rat ro rang néu nhw ching ta chiu khé danh thoi
gian dé hoc hdi, ching ta sé c6 sttc anh hwdng 16n dén nguoi khac nhw thé
nao. Mac du rat thanh cong, nhung ba luén khiém ton va cho rang chinh
cong viéc ban hang da mang lai cho ba dac quyeén va co hoi dé lam viéc. Sy
khiém ton d6 dugc thé hién qua viéc trong nhiéu nam ba khéng hé céng bo
mitc doanh thu “ky luc” cua minh. Ba khong thich moi ngudi chi y ma chi
muon phuc vu khach hang ctia minh mét cach t6t nhat. Chinh vi vay ba chi
nhan duwgc mot s gidi thwdng ma nhiéu khi con cho rang dé la cong stic tap
thé. Du vay, Billie dwong nhw rat hai long vi diéu do.

Theo Hal, chong va ciing 1a dong nghiép ctia ba, Billie ban dugc nhiéu hang
hon bét c nhan vién ban hang nao trong cong ty dén noi doi thu cda ba
chinh 1a ban than ba va nhitng ky luc ma ba 1ap dugc. Diéu nay cling giong
nhw mot ngwdi danh gon chuyén nghiép, doi tha thue si ctia ho 1a chinh ho.
Ba luon hoan thanh muc tiéu dé nang cao doanh s6 ban, vi vdy, doanh so
ban nam sau luén cao hon nam tredc. Co nhitng thoi ky nén kinh té roi vao
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tinh trang suy thodai, nhitng lic dé ba lai cang nang dong hon. Ba tham nhap
thi truong nhiéu hon va lam viéc cham chi hon dé tiép tuc tang doanh thu
thay vi chap nhan chiu gidm stt vi diéu kién khach quan. D6 1a mét thai do
lam viéc that tuyét voi.

La mot ngwoi phu nit thong minh, ba thwong ap dung liéu phap tam ly nham
gidm cang thang hay cdm giac bi “c6 1ap” cho khach hang. Khi sap stra
hoan tat mot thwong vy, néu ba quan sat thady khach hang van con lo lang
hay e ngai diéu gi, ba sé madi ho uéng mot coc nwdc, theo nhw ba giai thich
thi mot khoang thoi gian thu gian ngan sé lam cho ho b6t cang thang hon.

Billie khong bao gi® dung dién thoai dé hen gdp khach hang. Ba cho rang
dung dién thoai giao dich cé thé bo 16 nhitng khach hang cé tiém nang va
cho rang dién thoai lam cho nhiéu ngwdi ban hang phai mat viéc, dac biét la
trong hinh thitc ban hang tryc ti€p. Ba thuwong xuyén ghé tham nhitng khach
hang quan trong. Nhitng lan nhv thé, ba khong bao trwéc cho khach hang va
khong dé cho ho cé bat ky co hoi nao suy nghi vé cac ly do khong mua
hang. Ban hang truc tiép nghia 1a kinh doanh theo hinh thitc gap gd, trao
doi trye tiép chit khong phdi 1a qua nhitng 161 néi trén dién thoai.

Ba phan khic khach hang thanh nhiéu nhém va khi bat dau ngay lam viéc
ctia minh, ba luén huéng dén mot muc dich duy nhat 1a tim thém cang
nhiéu khach hang cang t6t. (Cling giong nhu tit ca nhitng nguwdi ban hang
chuyén nghiép khac, ba la con nguoi ciia hanh dong va cua nhitng muc
tiéu). Ba mang theo hang mau dén tirng nha mét, néu nhw khach hang c6
madt & nha thi ba da trong tw thé chuan bi san sang. Sau khi gigi thiéu xong,
ba danh vai phut di ra xe 1ay hang mau, cach nay tao cho khach hang co hoi
dé can nhac quyét dinh mua hang. Billie khong bao gio to ra qua phan khich
va khi giao dich vGi ba, moi khach hang lu6n cam thay an tam.

NGUOI BAN HANG GIOI PHAI LA MOT NGUOI HIEU RO KHACH
HANG
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Billie thwong chon cach gidi thiéu san pham phu hgp véi titng khach hang
khac nhau - du rang thong tin dwa ra la nhw nhau béi ba nhan thdy rang mot
co gai doc than khong c6 y dinh két hén cé s& thich khac vGi co gai co y
dinh két hon va c6 gai nay ciling cé sd thich khac véi cac cap vg chong. Ba
thwong st dung chién thuat ma theo cach goi ctia ba 1a “chiéc gwong phan
chiéu twong lai” dé dinh hwéng cho khach hang cach thitc sit dung va tan
hwdng sy tién 1gi cia sdn pham.

Ba tw hao gidi thiéu cho khach hang biét rang cadc mén do gom, dac biét la
d6 hop kim bac ma ba ban cho khach hang 30 nam trwdc, lai c6 gia tri hon
nhiéu so véi khi ho mua no tai thoi diém hién nay. Va ba khuyén cac khach
hang nén dau tw ngay tir bay gio, chac chan ho sé cé “16i”.

Billie 1a mot ngwdi luén cap nhat nhitng théng tin méi nhat va biét cach ap
dung ching vao tirng tinh hudéng cu thé. Ba gan nhu cau cta khach hang véi
titng cau chuyeén va stt dung thong tin d6 nhuw mot cong cu giup ba ban hang
hiéu qua hon. Ba ban hang bang tit ca tinh cdm, sy chu ddo, quan tam va
chia sé. Khi gidi thiéu sdn pham, ba thudong st dung nhitng ngon tir thé hién
si niém nd va chan thanh.

NGUOI BAN HANG CAN PHAI BIET CHAM CHUT CHO CONG VIEC
CUA MINH

Billie tin rang mitc do thanh cong cta viéc “md ra” (open) va “hoan tat”
(close) mot thuwong vu (“open” la thuat ngtt cua Billie) tuy thudc vao trang
phuc cling nhw phong cach tng x1t ctia ban (cach ban cuoi néi, di dieng hay
tham chi la loai xe ban dang st dung). Ba ciling khong qua 1oe loet vi cho
rang khach hang cé thé nghi ba 1a mdt nguoi thich phé trwong.

Ba khong bao gio néi cho khach hang biét minh da lam nghé ban hang dugc
bao lau vi cho rang diéu nay sé quang ba ba la mot ngwoi “dang c6 ban cho
ai d6 mot thit gi d6”. Ba muon moi nguwdi xem minh nhuw la mot nguwdi ban
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va mot nguwoi tw van giup ho lwa chon hinh thitc dau tw t6t nhat cho twong
lai.

Ba nhan thay rang viéc st dung catalogue mua hang rat hitru hiéu vi moi
nguoi c6 thé nhin thay va nhan ra rang ho cé thé mua nhitng hang hoa chat
lvong ma khong phdi dén tan cac ctva hang. Ngoai ra, ba rat chad trong viéc
gidi thiéu san pham truc ti€p dé chitng minh cong nang ctia san pham gitp
khach hang c6 thé nhin thay, cdm nhan va kiém tra mét mén hang nao dé
treedc khi ho quyét dinh mua né.

Billie thu thap cac “thw chitng nhan chat lwgng” va lién tuc cap nhat ching
khi khach hang gti dén. Ba thwong dwa ra nhitng “thwong vu thanh cong
tredc day” dé khach hang yén tdm vé quyét dinh cia minh va cling dé
chitng minh rang ba dang gidi thiéu cho ho mét hinh thitc dau tw 1au dai va
hoan toan cé co s@. (Su tin nhiém la rat can thiét dé két thuc thanh cong mot
thuwong vu)

Bi QUYET THANH CONG

Co rat nhiéu ly do giai thich cho sy thanh cong vugt bac cia Billie Engman.
Theo t6i, c6 ba Iy do dwong nhu khong thé tach rdi con ngwoi cta ba. Thi
nhat, Billie thy'c sy mong muén ban hang cho tat ca nhitng ai ba ghé tham.
Ba dy khong chi mudn ban hang cho ho ma con mong muén nhan dwgc mot
don dat hang véi s6 lwgng 16n hon trong lan thit hai.

Tht hai, Billie cho rang viéc nhan dwgc nhiéu don dat hang hay khong tuy
thudc vao két qua cuia nhitng budi gidi thiéu san pham, vi vay ba xem “viéc
hoan tat thwong vu” la mot phan khong thé thiéu cta budi gidi thiéu san
pham d6. Ba lu6n tao co hoi mua hang cho nhitng nguwdi khach ma ba ghé
tham bang cach mai ho dat hang. Néu diéu do 1a co ban thi t6i xin nhac ban
rang mot chuyén gia gidang day vé ban hang, ong Chris Hegarty, da chi ra
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rang 63% cac cudc phong van ban hang déu hoan tat t6t dep ma khong hée

xudt hién 101 moi mua hang cia ngwoi ban.

Thit ba, Billie ludon ghi chép lai tén tat ca khach hang cua ba. Ba biét chinh
xac hg da mua nhitng mon hang nao, khi nao va & mitc gia bao nhiéu. Trong
giao dich dau tién vdi khach hang, ba luén dy doan phan ng cta khach
hang trwée khi ti€p can ho. Mot diéu quan trong khac 1a ba luén chuan bi
cho nhitng thwong vu tiép theo. Ba hiéu ré6 don dat hang dau tién sé tao
niém tin cho nguwdi mua va ti d6 ba mdéi cé thém nhiéu co hoi giao dich véi
ho trong thwong vu thi¢ hai va nhiéu thwong vu khac sau do nita.

CHIEN THUAT “DON DAT HANG PHU”

Viec Billie goi lai cho khach hang con mang mot y nghia khac nita. Truéc
khi goi lai cho khach hang dé hoan tat don dat hang, ba kiém tra can than
don dat hang goc (ban dau). Sau d6 ba chuan bi ba dé nghi chao hang
(offer) dw phong khac. Bé nghi thit nhat thuéc nhéom “khong thé thue hién
duwgc” bdi n6 qua 16n, qua toan ven va qua dat. Do vay rat cé kha nang
khach hang sé khong mua. La mot ngwoi ban hang chuyén nghiép, Billie
thwong thtt thach khach hang ctia minh, tao cho ho diéu kién c6 gang hét
minh dé dat dwgc wéc mo “khong thé thye hién dwgc” do trong twong lai.
Mot sy that 1a: Viéc mua hang cta khach gan lién v6i mong mudn cda
ngwoi ban hang, va mong mu6n cua Billie Itic nao cling rat 16n.

bé nghi thit hai ma Billie chuan bi la mét don dat hang vdi so lwong 16n dé
b6 sung cho don dat hang goc. Nhitng nguwdi ban hang thwdong thudng bac
trung sé cam thay rat hoi hop khi chao ban mot sé lwgng nhw vay, nhung
do6i vai Billie, khong ai quy dinh so lwgng nay cd. Pay cé thé dugce xem la
don dat hang phu dwgc nhiéu nguwdi lva chon nhat vi gia tri ctia né phu hop

v0i tii tién caa ho.
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Dé nghi tht ba tat nhién danh cho mot don hang c6 s6 lwgng it hon so véi
hai don hang dé nghi trudc d6. Nhiéu khach hang sé chon dé nghi thi¢ ba
nay vi né phu hgp véi kha nang tai chinh cta ho nhat, tham chi sau do6 ho
con dat them mot don dat hang thit tw nita.

biéu quan trong nhat chinh la Billie lu6n xem day la nhitng thwong vu
chinh thitc va phuc vu hét sitc tan tinh. Pay la co hoi cho phép ba mdt lan
nita gigi thiéu chinh ban than minh, cong ty ma ba dai dién, sdn pham ma
ba dang ban va quan niém veé dau tw cho twong lai cia ba véi khach hang.
Ba dwa ra y twdng “hanh dong ngay hom nay”. Ba tao diéu kién cho khach
hang xem xét lai don dat hang gboc. Sau do6 ba hodc 1a sé khen nggi khach
hang vi da quan tam dén hang hoa, hodc sé lich sy dé nghi li€éu ba cé thé
lam dugc diéu gi do tot hon cho hg khong.

GIA NHU TOI BIET PEN CHIEN THUAT NAY...

To6i thuong ty hoi tai sao nhiéu nguwdi ban hang lam viéc trong cac ctra hang
hau nhw khong chu dong phat trién méi quan hé vdi cac khach hang than
thiét ctia ho. Chang han nhw trong hon 46 nam séng vdi nhau, Téc Do va toi
chwa bao gio thiy c6 bat ky ngudi nao kién tri dén maoi ching td6i mua nha,
do trang strc, do ndi that hay cac thiét bi gia dinh. Doyle Hoyer, nguoi da
ban quan do cho t6i va Chuck Bellows, ngudi ban xe 6 t6 cho t6i 1a mot
trong so it nguwoi tirng cung cap cac dich vu va co tinh “ga gam” ching toi
dé thuc hién cac thwong vu tiép theo. Trong thoi gian quen biét nhau, ching
toi da mua bon ngo6i nha, hon ba mwoi lam chiéc xe 6 t6 gom ca phuong
tién cho cong ty va bon bo trang thiét bi noi that va cac dung cu gia dinh
khac. Chung t6i cling chi hang ngan do la cho viéc mua sam do6 trang sic,
nhung chua cé ai dén “nai ni” chiing t6i mua cdc mon hang nay. Tham chi,
cac nhan vién ban hang cling khong hé md&i moc ching t6i quay lai ctta
hang cua ho!
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Néu ban dang lam cong viéc ban hang, du la bat c loai hang héa nao trén
day, liéu ban c6 dang cht dong tim kiém cac thwong vu tiép theo hay ban
chi ng6i chd ching tim dén ban? Sau khi hoan thanh thwong vu dau tién,
ban c6 tim hiéu xem khach hang ctia minh da thyc sy hai long chwa va c6
dat ra ké hoach nao dé cé thé thyc hién thuwong vu tiép theo khong? Trong
ban hang, ngudi ban hang phai cung cap luon ca dich vu sau ban hang va
thuong xuyén lién lac véi khach hang dé duy tri moéi lién hé néu nhu anh ta
muon gitt chan khach hang va muon xay dung thanh céng sy nghiép ban
hang cho ban than.
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PHAN 4: MOI LIEN HE GIUA
TRI TUONG TUQONG VA BUC
TRANH NGON TU

MUC TIEU

I. Gidp ban hiéu dwgc tam quan trong cta viéc phat trién kha nang tuéng
tgng nham lam tang so lwgng cac thwong vu thanh cong.

I1. Gidi thiéu 24 chién thuat két thic thanh céng thwong vu dién hinh.

III. Gitap ban hiéu dwoc gia tri cua viéc sit dung ngon tr khi hinh dung sy
hai long cua khach hang.

NHUNG CACH KET THUC THANH CONG VA/ HOAC CAC CHIEN
THUAT TIEN HANH MOT THUONG VU

Tré lai chién thuat “1902”

Chién thuat “quy o6ng ha tién”

Chién thuat “biéu do”

Chién thuat “20/20”

Chién thuat “hanh déng ngay”

Chién thuat “khong theo chién thuat nao ca”

Chién thuat “gidy chitng nhan két hon”
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Chién thuat van dung “kha nang sang tao”
Chién thuat “click”

Chién thuat “nhan dip dac biét”

Chién thuat “tdm danh thiép hinh tron”
Chién thuat danh vao nhitng “thach thirc”
Chién thuat “29 ngay”

Chién thuat “tién tuyén”

Chién thuat “chdép thoi co”

Chién thuat “ban dong hanh”

Chién thuat “nhitng ngwoi lich thiép”
Chién thuat “c6-ca va thuoc 1a”

Chién thuat loai bé “suy nghi cttng nhac”
Chién thuat “tan dung thoi gian”

Chién thuat “dat cau hoéi”

Chién thuat st dung “nhitng bitc tranh ngoén ti”
Chién thuat dung dén “sw chuan bi”
Chién thuat danh vao “noi lo sg”

Chién thuat “hau mai”
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Chién thuat “lap di lap lai”
Chién thuat “thuc don”

Chién thuat “O66 va Aaa”
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Chuong 19: VAI TRO CUA TRI TUONG
TUQONG TRONG CONG VIEC BAN
HANG

Theo 101 mot nguwoi ban cua t6i, va cling la mot chuyén gia dao tao ban
hang, Merle Fraser: trong vong 24 gio, trai tim ctia khach hang dap khoang
103.689 nhip. Mau trong co thé anh ta di chuyén duwgc 168.000 dam; phoi
hit vao 23.240 lan; anh ta tiéu thu hét nang lwgng do 1,36 kg thitc an cung
cap; va thuce té chi st dung 7 triéu trong so 9 ti té bao ndo ctia minh. Trong
thoi gian do, anh ta sé noéi ra khoang 4.800 ttr, trong d6 c6 3.200 tir c6 lien
quan dén ban than anh ta va khéng hé cé tir nao lién quan dén ban hay san
pham, dich vu ma ban cung cép; trtt khi ban tim dwgc cach nao d6 khién
anh ta phéi quan tam t6i bai gigi thiéu cia minh. Cach duy nhat dé thu ht
s chi y cda anh ta la stt dung kha nang tuwéng twgng dé dat minh vao thé
gidi cua anh ta.

Mot trong nhitng diéu thu vi nhat t6i c6 thé chia sé v@i cac ban vé cong viéc
ban hang la phan 16n khach hang déu thuc sy khong muon néi “khong” véi
nguwoi ban hang. Ly do la bégi tv “khong” qua duet khoat, no tao cam giac
day chinh la diém danh dau két thic mot méi quan hé. Vi thé, thay vi tra 16i
“khong”, rat nhiéu khach hang thwong néi nhitng cau dai loai nhw “T6i
muon suy nghi thém vé diéu d6” hay “T6i phdi trao d6i vdi luat s cta toi,
vo (chong) cta toi ...”. C6 thé ban sé thdy ngac nhién nhung t6i da ting
chitng kién mot vai truong hop khach hang thdm chi con néi déingwdi ban
hang dé khong phai noi tr “khong”.

TRO LAI CHIEN THUAT “1902”
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Trong khi xem xét vai tro cua tri twéng twgng doi v4i cong viéc ban hang,
t0i mudn quay trd lai Chién thuat “1902” ti'ng dugc trinh bay trong chwong
dau tién.

Nhiéu nam truéc, khi con ban xoong néi, toi da thay doi chién thuat nay doi
chiut dé phu hgp véi cong viéc kinh doanh cta minh hon. Khi dé, t6i ban
nhitng bo xoong no6i bang thép khong gi, phan day cia ching cé dac tinh la
téa nhiét déu va truyén nhiét to6t. Ching t6i dwgc thong bao rang loai xoong
noi nay dugc ché tao tir loai vat liéu siéu bén. Va dé minh chitng cho diéu
do, téi da thuyét phuc mét canh sat dia phwong dung khau sting luc 45 li ctia
anh ta ban thang vao mot chiéc chédo ran nho tir khodng cach 3,5 mét. Sic
manh cta khau sting qua that 1a kinh khting, nhung chac chan la ban phai
nhin rat k¥ mai c6 thé thdy dugc vét dan trén chiéc chdo. Cung vdi hinh dnh
hét sttc thue t€ d6 va “thw chitng thire” ctia ngwdi canh sat, t6i dé dang thu
hit dugce sy chid y ctia khach hang khi néi vé do bén ctia bo xoong néi. Khi
toi néi vdi ho: “Pay la bd xoong noi ban c6 thé dung ca doi” thi ho hoan
toan dong y bdi khong ba ndi trg nao lai c6 thé dung xoong noi vdi sic
“cong pha” nhu vien dan dugc.

Toi biét ban dang nghi gi va ding nhw diéu cac ban con nghi ngd, bd xoong
noéi cta toi dat hon han so véi nhitng bd xoong noi khac dang ban trén thi
treong. Va di nhién, c6 rat nhiéu khach hang than phién vé gia ca bo noi
cua chung toi.

- Gia do dat qua!

- bat qua la dat hon bao nhiéu, thwra 6ng/ba?

- N6 dat hon téi 200 do la.

(Pai véi toi, do cling 1a mot con s6 vo cung to 16n, nhung ban nén nhé la
ching ta dang phai gidi quyét van dé cam giac cua khach hang). Mot lan
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nita, t6i muon nhac cac ban rang day la lic cac ban nén st dung cudn so tay

cua minh.

Khi khach hang no6i rang: “bat hon téi 200 do 1a”, t6i viét con s6 200 do la
vao quyén so tay dé khach hang cé thé nhin thdy né va doan doéi thoai sé
tiép tuc dién tién nhu sau:

- Thwa 6ng/ba, 6ng/ba nghi minh sé ding bo xoong noi nay trong bao lau?
- T6i nghi 1a sé mai mai day.

- T6i doan la 6ng/ba sé dung no trong vong 10, 15, 20, tham chi 30 nam.

- D1 nhién r6i.

- Vay thi chiing ta ct 1dy con s6 nho nhat 1a 10 nam nhé. Nhu vay, néu st
dung bo xoong no6i nay, moi ndm ong/ba sé phai chi ra thém 20 d6 la nita so
v6i nhitng bd xoong noi binh thwong. Po6 c6 phdi la diéu 6ng/ba mudn noi
khong?

- bung thé, y toi la vay day.

CHIA NHO GIA BAN

- Nhu vay vi chi moi thang 6ng/ba phai bé ra thém bao nhiéu tién?
- A, khoang 1,67 do la/thang.

- Hoan toan chinh xac. Cho phép t6i hoi mot ngay 6ng/ba nau an bao nhiéu
lan?

- Khodng 2 dén 3 lan mot ngay.
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- Chung ta c@ chon mitc vira phai la 2 lan/ngay nhé. Nhw thé cé nghia la
trong mot thang, ong/ba sé nau 60 bita an [cac ban hdy nhd la t6i van viét
tat ca nhitng con s6 do6 1én quyén s6 cuda t6i]. Vay, néu moi thang ong/ba
phai ton thém cho bd xoong no6i nay 1,67 do la, c6 nghia la chwa t6i 3 cent
cho moéi bita an, vady ma ong/ba da c6 dwgc mot bd xoong noi tot nhat trén
thi truong roi.
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|
[: 4,87 o ia cH THEN B2 B0A AN = 0027 DO LA CHI THEW al1a AN
0
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CACH PAT CAU HOI HUONG KHACH HANG RA QUYET DINH
Toi tiép tuc hoi ca hai vg chéng khach hang no:

- Ong ba c6 di &n nha hang chi?

- Chac chan roi!

- Ong ba c6 di thudng xuyén khong?

- Khodng 1 dén 2 lan/tuan.
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- Han la 6ng ba sé cho ngudi phuc vu ban chait tién “tip”?

- Tat nhién!

- Ong ba thwong cho ho bao nhiéu?

- 1 hay 2 d6 la gi do6. Biéu nay ciing con tuy. (Ban nén nhé dé la nam 1962.)
Toi lién viét “3 cent” cho “V@” va “1 do la” cho “Ngudi phuc vu”.

- D€ t6i ndi v6i ong ba diéu nay nhé. Nguoi phuc vu kia chi ghi cac mén
ong ba goi, mang thitc an tir dwdi bép bay lén ban, va mang thém mot s
tht khac nhu tra, ca phé, banh mi. Thong thuwong c6 mot nguwoi khac phu
gilp anh ta/c6 ta don ban an va mang tat ca chén, dia xudng bép.

Trong khi do, vg 6ng phdi dich than dén ctra hang, mua thitc an mang vé
nha, chuan bi va ndu tat cd cdc mén, roi don ra ban. Sau bita an, ba ay lai
cat nhitng mon an thira vao ta lanh, lau don ban va riva bat dia. Cong bang
ma néi, néu nhw 6ng “tip” cho ngwdi phuc vu 1 do la [T6i khoanh tron vai
lan quanh s6 “1 do la”] chi dé anh ta/c6 ta mang thitc an tir dwdi bép 1én
ban, thi 6ng c6 thyc sy nghi rang vo ong chi dang nhan dwgc 3cent [Toi
khoanh tron tt “Vg 6ng” va “3 cent” vai lan] cho cong viéc di chg, nau
nuwéng, don ban an, cat thitc an thira va ca don dep moi thit khac hay khong?

Ca ba yéu to tri twéng twgng, cam xuc va sy 16-gic déu dwge van dung trong
treong hgp nay. Muoi hai cau hoi ma toi stt dung trong doan hoi thoai nay
khién khach hang ty tao ap luc 1én chinh minh. Khi do, co hoi ho thuc hién
quyét dinh mua hang sé tang 1én dang ké. Trong vi du trén, chac chan
nhitng cau héi kia da gitip ngwoi chong danh gia ding cong sic ctia vo
minh va quan trong hon hét, chiing giip chia nho gia ban thanh nhiéu khoan
nho hon, tao cho khach hang cam giac “cé thé chi tra”.

https://thuviensach.vn



Chién thuat “1902” don gian la viéc chia nhé gia ban san pham ra thanh
nhitng con s6 thap dén mitc khach hang c6 thé chap nhan mua né. Viéc phai
bé ra thém 3 cent cho mai lan st dung chdc chan sé khién khach hang cam
thdy mua bo xoong n6i hoan toan nam trong kha nang ctia minh, dac biét la
khi ban chitng minh dwoc la tham chi khach hang con cé thé tiét kiém dugc
nhiéu hon mic d6 sau moi lan stt dung.Chién thuat nay sé khién khach hang
dé dang mua san pham hon, va dé chinh la vai tro cia mot nguwdi ban hang
chuyén nghiép.

TAP TRUNG LANG NGHE KHACH HANG: MOT CACH XAY DUNG
SU TIN NHIEM

Chién thuat ti€p theo td6i mudn gidi thiéu vGi cac ban that sy 1a mot chién
thuat rat hitu ich, cho du ban dang chao ban loai hang héa nao. Tuy
nhién,t6i mu6én nhan manh rang bat ké chién thuat nao dwgc miéu ta trong
cu6n sach nay déu khong thé phu hgp véi tat ca moi ngudi va trong hau hét
cac treong hgp, cac ban sé phdi ng dung nhitng diéu t6i da trinh bay vao
ting treong hop cu thé. Do 1a 1y do ban can phai c6 mot cuén sé tay nhuw toi
da dé cap ¢ phan dau cuén sach. Mdt lan nita, t6i muén nhac lai rang day la
mot cuon sach khién ban phai lam viéc va huéng dan ban cach ban hang
hiéu qua hon, truyén cho ban niém cam hitng. Vay hay van dung né6 NGAY
BAY GIO dé sém dat duoc thanh cong trong su nghiép ban hang.

Nhiéu nam trwdc, téi lam viéc cho mot cong ty nhé St. Matthews, South
Carolina. T6i luon tin twéng vao viéc ban hang “theo khu vuc”, vi vay theo
thoi quen toi thwong xuyén dén tham nhitng khu vuwc nhé, nho vay, toi
nhanh chéng dugc cu dan dia phuwong biét t6i. Diéu do6 khong chi gitp toi
tiét kiém thdi gian va chi phi di lai ma con thiét 1ap duwgc sy tin nhiém.

O St. Matthews va nhiéu noi khac, sau khi t6i d6 vai 1an, moi ngui thuong
goi t6i 1a “Ong xoong nodi”. (Thuc sy thi tdi cling khong thich cai tén nay
lam, nhung it nhat nhd né ma moi ngwdi biét rang to6i ban xoong noi chiy
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khong phai cai gi khac). Moi khi nhin thdy t6i lai xe trén duong, mot ngudi
nao do s& noéi: “Ong xoong ndi dén roi kia!” hodc “A, t6i nhat dinh s& dén
xem bita ti€c (y néi budi trung bay san pham ctia téi) ctia 6ng dy tuan tdi!”.

CHIEN THUAT “QUY ONG HA TIEN”

Sau mot bubi gigi thiéu san pham vdi bay cdp vg chong no, ngay ngay hom
sau, t6i da dén nha riéng cua ting gia dinh dé “cham so6c khach hang”. T6i
ban dwoc hang cho nam cap dau tién va khi dang go ctra nha thi¢ sau, toi
nghe thdy mot giong noi rat 16n vang lén:

- Ong Ziglar day a? Xin moi vao!

T6i bwdc vao nha va nhin thdy mot ngudi khong 16! Anh ta cao khodng 1,9
mét va nang gan 130 kg. C6 1é anh ta tirng la mot Jolly Green Giant[8]. Anh

ta noi:

- Rét vui dugce gap anh, Zig! Ca anh va t6i déu biét rang t6i sé khong bao
gid mua mot bo xoong noi tri gia 400 do la cd, nhwng anh cit vao day, ngoi
xuong day va ching ta sé n6i chuyén xem sao!

Ban biét khong, anh chang vui tinh nay da lap mét ky luc (va téi nghi la
khong ai c6 thé pha duwoc ky luc d6) 1a an mot lwgng thirc an nhiéu gdp nam
lan nguwoi binh thwdng vao t6i hém trwede. Vang, chinh t6i da di chg, nau
nwong va dich than phuc vu anh ta t'ng mon mot. Vay ma bay gio anh ta lai
doén tiép toi bang cau “Toi sé khong mua gi ca!”.

Do khong phai 1a su khéi dau ly twéng cho mot cudc trao doi, nhung du sao

toi van mim cwoi, nhin anh ta va noéi:

- Vang, thwa 6ng, 6ng cho rang minh sé khong mua bat ky thi¢ gi, nhung t6i
thi khong nghi vay.
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- A, vay thi t6i s& néi cho anh biét ngay by gid, t6i rat vui dwoc néi chuyén
v0i anh, nhung toi sé khong mua gi dau.

- C6 vé nhu t6i va 6ng c6 kha nhiéu diém twong dong day!
- O, that sao, twong dong thé nao?

- Nhuw t6i chang han, vg t6i Itic nao ciing tiéu tién cua toi, con nhitng nguoi
hang x6ém thi lu6n dé y dén moi viéc toi lam! T6i khong biét liéu vg ong co
tiéu tién cua ong khong nhung t6i ddm noéi rang nhitng ngwdi hang x6m cuia
ong luon dé y dén cong viéc cia 6ng. Va diéu do gitp toi c6 nhiéu co hoi
ban dvgc hang hon.

- Sao anh lai néi nhv vay?

- A, béi vi hom nay, t6i da dén gdp nhitng nguoi hang x6m ctia 6ng. Sau khi
toi ndi chuyén véi ho, tat ca bon ho déu quyét dinh mua san pham cta t6i va
hau nhw ngudi nao cling hoéi t6i rang: “Anh da dén gap hang xém cua toi
chwa?” Toi tra 10i: “Chuwa, nhung toi sé gap ong dy vao chiéu nay”. That thu
vi 14 tat ca bon ho déu néi: “O, vay thi nhé ké lai cho t6i xem Ong ta c6 mua
hang khong nhé!”. Khong nén duwgc to mo, toi hoi mot ngwdi trong s6 ho,
“Tai sao ai cling muon biét nguwdi nha bén sé lam gi nhi?”. Nguwoi do cuoi
that to va néi, “A, bdi vi xung quanh day ai ciing biét 6ng ta 1a mot ngudi

rat ha tién”.
Khach hang cua t6i bong hét 1én:
- Ho noi t6i 1a nguwdi ha tién nhat trong hat nay chi gi!

- A, mot ngudi trong s6 ho c6 néi ditu gi d6 vé “dong do la dau tién”,
nhung t6i chang hiéu y ong ta la gi!

Vi khach hang cua to6i cudi pha 1én va noi:
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- Théi nao, anh hiéu r6 y 6ng ta la gi ma va c6 1€ 6ng ta n6i ding day. Téi la
mot ké hoi keo kiét mot chuit.

- Ho c6 thé nghi 6ng la nguwdi ha tién nhung t6i lai nhan thdy mot diéu rat
tha vi rang ong sinh ra va 16n 1én trong khu vyc nay nhung nhitng nguoi
ban hay nhitng ngwdi hang xém cua 6ng lai chwa hiéu dwoc 6ng!

- Y anh 1a nhu thé nao?
- Ong di noi rdng 6ng nhat dinh sé& khong mua bd xoong néi cta toi.
- bung vay, toi sé khong mua dau!

- Pay, diéu d6 ching thi vi sao? Ong sinh ra va 16n 1én cung v&i nhitng con
nguwoi nay, vay ma ho chang biét gi vé ong hét!

- T6i van chua hiéu.

- Thwa 6ng, néu t6i nhé khong nham thi dém hom trwdc 6ng c6 néi vabi toi
rang 6ng cuwdi ba nha dwgc hon 20 nam roi.

- Piing vay, chinh x4c thi dén thang Tam nay ching t6i cwdi nhau duge 24

nam.

- Cho phép t6i hoi 6ng cau nay. T6i hom trudc, 6ng co6 that s chan thanh
[dirng bao gid hoi ai d6 cau nay néu anh ta dang néi su that; b&i néu khong
no6 sé trd thanh mot 16i si nhuc] khi néi rang ong co6 thé tiét kiém it nhat 1
do6 la/ngay dé c6 dwoc co hoi st dung bo xoong noi cia ching to6i khong?

- C6 khi toi c6 thé tiét kiém dwoc 2 d6 la/ngay ddy chit! Anh da biét téi an
nhiéu thé nao roi ddy va téi con c6 bén cau con trai an nhiéu khéng kém

~

nira.

TUNG BUOC RANG BUOC KHACH HANG
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- Vay la néu mudn, 6ng sé tiét kiém duwgc 1 do la, phai khong nao?
- ft nhat 1a vay.

- O, vay thi néu s dung bd xoong nbdi nay, 6ng sé tiét kiém duwgc 1 d6 la.
Con néu khong, ong ciing sé tiéu hét 1 do la do, phai khong nao?

- Ciing c6 thé nhw thé. (Lwu y rang trong nhitng tinh huéng nhu thé nay, ban
phai t6 ra chac chan va qua quyét - nhung van phai rat lich sw. Pay chinh la
lic ban can nhan thitc rat tot vé ban than minh. Néu ldc nay ban dé tudt vi
khach hang do6 thi anh ta sé khong mua gi hét khi ban két thiic cudc trao doi

cua minh.)

- Nhitng diéu t6i néi khong thue sy quan trong bdi do la tién cia 6ng ma.
Cai chinh la 6ng sé nai gi?

(Trong nhitng doan hdi thoai kiéu nay, sy uén giong c6 thé sé déng vai tro
quyét dinh.)

- T6i cho rang t6i ciing sé noi vay thoi.
- Vay thi liéu 6ng c6 thé bo chit “cho rang” di dwgc khong?
- Puoc thoi.

- Néu toi noi 6ng chi can tiét kiém 50 cent thay vi 1 d6 la/ngay thi 6ng nghi
sao?

- Cang t6t chit sao!

- O, nhu vay néu bo xoong ndi nay tiét kiém dwoc cho 6ng 50 cent/ ngdy, c6
nghia la c® moi hai ngay vg 6ng chwa dwgce sit dung bd xoong noi nay
twong duwong vdi viéc ba dy sé rut mot to 1 d6é la mdi cing tr thi cta Ong,
xé n6 lam nhiéu manh réi viit vao sot rac, ding khong nao?
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Qua that 6ng c6 thé chap nhan mat 1 do la, nhung theo 16i nhitng nguoi
hang xom,ong hoan toan khong thich nhitng chuyén nhuv vay. Va ho cling
nghi rang cho du ngoi nha rat dep nay la cia ong hay khong phai cta 6ng
ma do 6ng tiét kiém hodc vay mwgn, hoac du cho 1.100 mau dat ngoai kia
la cua 6ng, hay khong phai cia 6ng ma thudc quyén s& hitu ctia ngan hang
thi 6ng cling déu khong muédn lang phi bat c thit gi, phai khong? Ong c6
nhan thay rang néu ct moi ngay 6ng mat di 50 cent thi sau 40 ngay, 6ng ba
sé “virt” di mot to 20 do la khong?

R&i t6i st dung dén cudn sé nhé ctia minh va néi: “Ong néi véi toi ring 6ng
da két hon dugc hon 23 nam réi. Tinh toan véi con s6 23 hoi phitc tap, nén
chiing ta tam thdi gidm xuéng 20 nidm nhé [t6i viét s6 “20” 1én gidy]. Ong
cling vira bdo tdi rang bd xoong nodi nay sé gitp ong tiét kiém dwoc it nhat
50 cent/ngay, nghia la 6ng sé mat 50 cent néu khong dung né.

Ct cho la 1 nam c6 365 ngay thi ong sé mat di 182,5 do la néu khong c6 bo
xoong noi nay [toi viét “182,5 do la”]. Nhw vay, trong vong 20 nam chung
song v@i ba nha, 6ng da lang phi mat 3.650 do6 la [toi thwce hién phép nhan
lén gidy: 20 nam x 182,5 do6 la] néu 6ng ba khong cé bd xoong noi cua
ching t6i. Vay ma ong lai khong mudn bo ra 395 d6 la [t6i viét “395 do la”]
dé c6 dugc bo xoong nbi nay - nhuw thé c6 phéi la 6ng dang hoang phi
khong?

Bau khong khi chim vao im lang trong chdc lat, r6i 6ng ta hoi t6i mot cau,
c6 1€ 1a mot trong nhitng cau héi hay nhat ma t6i ti'ng nghe. N6 thé hién rat
nhiéu diéu vé ban chat con nguwdi va khién t6i, mot nguwoi ban hang, phai
suy nghi. Cau hoi dé la:

- Anh Ziglar nay, t6i sé n6i thé nao v&i hang x6m cua t6i day?

HAY GHI NHO BAI HOC NAY!
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Pay la mot bai hoc rat quan trong, cac ban dong nghiép cta t6i a. Rat nhiéu
lan, khach hang cda ban tw day minh vao tinh huéng kho6 xtr bang nhitng 15i
hita véi vg, anh em, ban bé, hay mot nguwoi ban hang khac rang anh ta sé
khong mua gi ca cho dén khi... Khi mot khach “day tiém nang” khong mua
hang, chiing ta can phai di nhay cam dé nhan ra rang c6 thé ong ta dang gap
phai mot tinh huéng khé xit va mudn thoat ra khéi né. D6 la cong viéc ma
nhitng ngwoi ban hang chuyén nghiép phai hoan thanh.

To6i nhin 6ng dy, mim cwdi va noi:

- Thwa 6ng, t6i c6 mot cach khong nhitng rat don gian ma tham chi con cé
thé khién nhitng ngwoi hang x6m né trong 6ng nhiéu hon nita. T6i sé
chuyén cho 6ng héa don c6 ghi “THANH TOAN MOT LAN” bai t6i biét
rang ong khéng bao gid chon phwong thitc tra tirng phan dé roi phai chiu
thém lai suat, b&i 6ng “rat keo kiét” ma [ca hai ching t6i déu mim cwoi].
Khi nhitng nguwdi hang x6m nhin thay t& héa don do, ho sé tréu 6ng day.
Song, 6ng chi can néi véi ho rang “Pung la toi da no6i rang sé khong mua bo
xoong noi nao vGi gia cao nhuw vay, nhung khi néi diéu do, to6i chi mdi biét
qua gia ban cta ching thoi. Bay gig, khi t6i hiéu rang bd xoong noi do tiét
kiém dwgc tién va gidp vo toi nhiéu dén thé nao, thi téi biét rang viéc mua
no6 la rat c6 y nghia. Thuc long ma néi, toi yéu vg va gia dinh t6i rat nhiéu,
diéu do khién t6i khong thé dé sy budng binh cua riéng minh can tré ca gia
dinh dwgc huwdng mot sy thodi mai, sung swéng hon”. Toi chac la nhitng
nguoi hang x6m sé thém quy trong ong béi mot nguoi dan ong dich thuc
san sang chap nhan rang minh da sai, rang minh da dwa ra mét quyét dinh
thiéu chin chan. Va ngudi do con dang né trong hon nita khi biét stta chita
nhitng sai 1am ctia minh.

Khi ngwoi khach hang ditng day va di vao trong l1dy cudn chi phiéu, ong ay

noi:

- Anh qua that 1a m6t ngudi rat khon khéo!
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Keé tir lan d6, ong ay trd thanh mdt nguwdi ban t6t cna toi va thudng giup toi
rat nhiéu. Tt khi moi nguwdi trong khu vic déu biét rang “quy o6ng ha tién”
cling mua san pham cua t6i thi t0i cang ban dwgc nhiéu hang hon nita. Toi
nhan manh rang tat ca nhitng gi t6i lam chi 1a giip 6ng ay thoat khdi tinh
hudng khé xtr do chinh 6ng ay tu chudc 1dy. Piéu dé khién cudc mua ban
tién hanh dé dang hon rat nhiéu.

CHIEN THUAT “BIEU DO”

Moi san pham déu c6 mot mirc gia cao nhat, hay con goi la gia tran. (Piéu
nay khong ding vé6i nhitng dich vu dang phat trién, an khach.) Biéu nay lai
cang khong ding néu xét vé lgi ich cia san pham. Néu nhuw sdn pham giup
tiét kiém tién thi ban cang st dung ding cach bao nhiéu lau, n6é cang mang
lai ich 1gi cho ban nhiéu bay nhiéu.

T6i sé mo ta vi du trén qua biéu do sau:

e [:, \‘

il

|| NEU KHAGH HANG MUA NEU KHACH HANG KHONG MUA

—-—«.—— . - I
{t - ke oAU _-_.K,..fji gAu o
_._ J *';’-tl KHOAN GO 0 DO LA TAIKHOAN CO: 400 80 ';A
. - HET NGAY THIT NHAT . HET MGAY THIINHAT
ThIKHOAN GO AL HHOAN o0
B | riET <IEM S0 GENT (MET 50 CENT Wi KHANG
B Wi ;‘;r; B4 XOONG NG| 0,50 £o 80 xooNG NGy 399,50
b | -HET soonNGRY - HET 800 NGAY
N | TAI KHOAN 00z 400 DO LA TAI KHOAN O 0 DO LA =
i " v BAN €0 BO * A BaN KHONG CO BO
- XOONG NOI XOONG NOI

KET LUAN: “Néu 6ng ba mua bo xoong noi, khoan tiét kiém dugc sé bu
dap cho khoan tién mua ching. Néu 6ng ba khong mua, khodn mat di hang
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ngay sé nhanh chéng 16n hon gia ban ctia bo xoong no6i dé. N6i cach khac,
ong ba c6 thé chon quyét dinh mua, sau d6 dé n6 tw bu dap chi phi hodc 6ng
ba cting c6 thé chon gidi phap khong mua va ct¥ tiép tuc tiéu tén thong qua
nhitng khoan mat di hang ngay. Va béi du c6 mua hay khong mua bd xoong
noi, ong ba van phai chi tra khoan mat di do, thé thi tai sao 6ng ba lai khong
mua?”

HOAC: “Nhuv dng ba thdy day, vi bd xoong noi gitp tiét kiém 50 cent/ngay,
va sau 800 ngay, ong ba da lay lai da so6 tién da dau tw. Con néu khong mua
b6 xoong noi nay, sau 800 ngay, 6ng ba van sé phai tra 400 d6 la qua nhitng
khoan mat di ma van khong c6 bd xoong noi nao. Tom lai, hodc la 6ng ba
sé dau tuw 400 do la va c6 bo xoong noi, roi twr tir 1ay lai da 400 do la do, hay
khong dau tw 400 do6 la nhwng van phai tra 400 do la qua nhitng khoan mat
di ma van khongco6 b xoong noi do.”

(Ngtrng lai va mim cuwoi)
CHIEN THUAT “20/20”

“Vi ong ba sé thich bo xoong néi nay nén ching tdi dong y ban né theo
phuong thirc 20/20, c6 nghia la 6ng ba sé tra 20 do la/thang lién tuc trong
vong 20 thang vdi diéu kién ong ba dat coc trwedc 20 db la. Hodc ong ba co
thé tham gia chwong trinh giam gia 90 ngay. Theo 6ng ba, chwong trinh nao
la phu hgp?

Luu y rang mot trong nhitng nhan vién ban bao hiém thanh cong nhat, Ben
Feldman titng néi rang: “Ban chi dat dwgc thwong vu khi khach hang nhan
ra rang ho sé phai chi trd nhiéu hon néu khong ‘hanh dong’ ngay lic do”.

VA MOT Vi DU KHAC
Nam 1977, ching t6i bo ra gan 10.000 d6 la dé mua mdt chi€c may

photocopy méi. Theo nhu tinh toan, chiéc may do6 sé gitip ching toi tiét
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kiém thoi gian lam viéc it nhat 2 gio/ngay. Vi moi 5 d6 la/gio (theo thoi
gia nam 1977), ching t6i sé tiét kiém dwgc 10 d6 la/ngay, 50 do la moi tuan
va 2.600 d6 la mo6i nam. Chiéc may dé khong chi giip ting mic do hiéu
qua cong viéc ma con giup giam lwgng gidy bi ket (do dung may ctii), nghia
la chiing t6i sé tiét kiém dwgc mot khoan tién nhat dinh dung dé mua giay.
Thé la ching t6i quyét dinh dau tw chiéc may dé va dan dan thu lai khoan
chi phi bé ra ban dau. Néu khong mua né, ching t6i van sé phai tra chi phi
thong qua nhitng khodn khong tiét kiém dwgc va cling chang thé s& hitu mot
chiéc may tri gia 10.000 do la.

Van dé ¢ day qua ro rang. Néu ban cung cap mot san pham hay dich vu
giup tiét kiém chi phi thi ban phai thuyét phuc khach hang cho dén khi ho
hiéu rang ho phai trd cho mén hang du cé mua né hay khong. Va béi ho sé
phai trd cho du quyét dinh nhw thé nao, thi t6t hon la ho nén lay né. Mat lan
nita, ngwdi ban hang khong nén chi néi suéng ma hay chi ra nhitng con so6
dé minh chitng. Khach hang sé quyét dinh mua hay khong dya trén nhitng
gi ho hiéu va tin twéng.

Khi khach hang hiéu r6 rang viéc khong dau t mua hang con mat nhiéu chi
phi hon bé tién ra mua né, ho sé quyét dinh dau tw.
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MOT MON HOI CHO BAN

Day la cau hoi danh cho ban. Véi tu cach 1a mot doc gid, néu c6 mot cudn
bang cat-sét, hodc mot dia CD gitip ban hoc cach luyén tap va st dung ngit
diéu, cach dat cau héi, cach ké chuyén, cach s dung tri twéng twong, cach
tao nén nhitng birc tranh bang 16i ndi va cach két thic nhitng thwong vu
thanh cong thi liéu ban c6 quan tdm dén ching hay khong?

Néu ban hiéu rang ban thu am dai 60 phit dé dugc thyc hién truede nhiéu
khan gia nhw ban thi ban sé hiéu rang t6i dang muon chia sé chit khong c6 y
day bédo ban diéu gi. Biéu do thyc sy thi vi hon nhiéu, phéai khéng ban?

To6i dam bédo rang nhitng cudén bang ghi am sé tao dong lwc cho ban rat
nhiéu va hwéng dan ban mot cach chi tiét cach thitc dé trd nén chuyén
nghiép hon dé ban dugc nhiéu hang hon. Néu phai bé ra 3 do la dé duoc
bao quat hét tat ca kién thitc vé sdn pham, gidi quyét cac van dé lién quan
dén gia ca thi d6 chang phai la mot mén hoi cho ban hay sao?
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CHIEN THUAT “HANH DPONG NGAY”

Néu ban quyét dinh thwe hién 16i dé nghi trén day thi ban sé phai dong y véi
toi rang it nhat mot trong nhitng thu thuadt dwgc nhac tGi trong cuén sach
nay la cé hiéu qua. Con néu ban quyét dinh nguwgc lai, hdy cho phép t6i hoi
mot cau: “Cé phai ban dang c6 qua nhiéu khach hang muén “suy nghi thém
vé diéu do”, “xem xét thém”, “ban lai v6i vo (chong), luat sw cda toi...?”.
Noi cach khac, ho dang co tri hoan viéc ra quyét dinh. Ban c6 biét rang su
chan chtwr cling c6 tinh lan truyén khong?

Vay thi 10 rang céach tot nhat dé c6 dugc quyét dinh ti khach hang 1a ty
minh hdy ra quyét dinh trudc, phai khong nao? Néu ban la mot ngudi hay
tri hodn va ban quyét dinh phai thay doi thi hay hanh dong ngay, nhuw vay
ban c6 thé tién nhanh hon rat nhiéu trén con dwdng sw nghiép ctia minh.

Co thé bay gio ban dang thac mac tai sao toi lai tim moi cach chi dé ban
mot cuén bang gia 3 d6 la dén vay. Co hai 1y do: Thit nhat,téi muén minh
chitng cho m6t chién thuat khac, chién thuat “dat cau héi” dé dan dat khach
hang di t&i quyét dinh. Thi¢ hai, quan trong hon, toi tin rang nhitng cuén
bang nay sé huédng dan ban cach luyén tap va st dung ngit diéu, va khi cuén
bang dé dwoc st dung cung v@i cudn sach nay thi hiéu qua sé duwgc phat
huy t6i da.

CHIEN THUAT “KHONG THEO CHIEN THUAT NAO CA”

Cach day khong lau, sau mot budi choi gon rat tha vi, ching toi di tat qua
san bay Dallas-Fort Worth dé vé nha. Khi 1én dén dinh doi, t6i nhin thay
mot vién canh sat trong rat “than thién”ra hiéu cho toi tap vao 1é dwong. Toi
dung ttr than thién trong ngodc kép. Bdi vi, ban biét khong, ngay lic do, anh
ta nhin t6i bang anh mat lanh nhu tién.
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To6i thue sy bat ngd béi t6i khong tin rang minh 1ai xe nhanh dén mic bi
canh sat chan lai. Vién canh sat yéu cau toi trinh bang lai. Trong khi dwa
bang lai cho anh ta, t6i lich si hoi xem vi sao anh ta ditng xe t0i lai. Anh ta

noi:
- Ong dang 14i xe v6i van téc 51 dam/gid, titc 1a vigt qua tdc do cho phép
16 dam.

Toi dap lai trong sy ngac nhién:

- O, toi khong hé biét gidi han téc do 1a 35 ddm/gio. Truwdc gio toi van nghi
la 55 dam/gi@ chi?!

Nghe vay, vién canh sat khang dinh v§i t6i rang quy dinh chi cho phép lai
xe toi da 35 dam/gio. T6i dap lai:

- Néu nhu vay thi dung la t6i pham luat roi.

ROi anh ta héi t6i dang di dau, t6i noi rang t6i dang vé nha nhung béi vi
chang c6 chuyén gi v6i nén tdi cling chang phai di qua t6c do lam gi. Anh ta

mim cuwoi va noi:
- O, néu anh néi thé, toi sé cho anh mot co hoi dé di ding téc dd cho phép.

ROi anh ta tra lai toi bang lai xe, con t6i thi khong ngét 16i caAm on vi hanh
dong nghia hiéep do.

To6i chac rang, trong treong hop nay, néu nhu téi “gid” bai thuyét phuc anh
ta nhw khi néi chuyén véi khach hang ctia minh thi ddm bdo t6i s€ phai
nhan mot chiéc vé phat. Téi xin nhdn manh rang nhitng 10i néi trén day cua
toi déu xuat phat tir sy ngac nhién thyc sy. Co thé dau do trén doan dwong
c6 gan bién bao “35 dam/gid” nhung t6i da khong chu y dén ching, mac du
toi da di qua con duong nay khong biét bao nhiéu lan.
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Cau chuyén nay khién t6i nh¢ t6i mot cau cham ngon: “Khi ban lam diéu gi
du ding hay sai, hay lui lai mot budc dé xem xét va thira nhan diéu minh da
lam”.Ngay khi hiéu rang téc do quy dinh chi la 35 dam/gid, khong mét chut
lwong ly, toi thira nhan ngay la minh da vwot qua téc do. Trong suy nghi
ctia minh, t6i tin l1a vién canh sat cudi cung sé quyét dinh khéng phat khi t6i
naéi to6i khong voi, béi thue sy la toi khong voi. Nhitng 10i 1y gidi cta toi
khong bong bay hay cé y bia dat, nhung ching hiéu qua bdi ching ding sy
that.

Nhu t6i thwong noi trong cudn sach nay, doi vdi cong viéc ban hang, tuyét
doi trung thye luén la chia khoa quan trong nhat.
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Chuwong 20 : VAN DUNG KHA NANG
SANG TAO TRONG BAN HANG

Chung ta da dé cap dén mdt sé chién thuat dién hinh giup cho co hoi két
thac thanh cong thwong vu tang 1én dang ké. Bay gid ching ta sé cung nhau
xem xét cac kinh nghiém két thic thanh cong thwong vu. Toi sé trinh bay
chién thuat két thic nay bang van phong ké chuyén bgi nhitng cau chuyén
thuong dé di vao tam tri ngwoi doc hon. Mot lan nita, t6i muén nhan manh
tam quan trong cua viéc st dung mot cach hiéu qua giong noéi va van dung
kha nang sang tao ctia ban vao nhitng tinh huéng ban hang cu thé.

Toi cling xin chia sé v&i ban vé tam quan trong cia viéc bé qua mot s6 phan
do6i cta khach hang va khong quéa dat ndang van dé khi nghe ngudi nao dé
néi rang: “T6i khong quan tam dén san pham cua anh!”.

KHI KHACH HANG VIEN DAN LY DO

Nhiéu nam trudc, khi con lam trong linh vic kinh doanh bao hiém, mot
trong nhitng diéu khién to6i dé nan long nhat 1a sau khi tim cach dat nhitng
cau héi dé tim hiéu théng tin va thyc hién bai thuyét trinh nham khoi day
nhu cau st dung dich vu noi khach hang, khach hang lai n6i véi toi rang:

- Anh Ziglar nay, toi that khé xt khi lam anh phai mat thoi gian vi t6i nhw
vay. Thuc ra ching t6i cling nhan thdy rang minh c6 nhu cau vé dich vu béo
hiém, nhung néu cé6 mua dich vu dé that, chung t6i cling phdi can nhac lai.
Ban cung 16p ctia con trai cia chd ho ctia ngwdi ban than nhat ctia hang
xom bén canh ba c6 bén vg t6i c6 mot nguwoi ban, ma chéng ctia con gai
nguwoi nay dang lam trong linh vyc kinh doanh bao hiém (c6 1€ sy that
khong dén mitc nhw vay nhung ho da cwong diéu 1én), nén néu cdé mua bao
hiém that, ching t6i sé mua & cho anh ta.
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CHIEN THUAT “GIAY CHUNG NHAN KET HON”

Di nhién la cau ndi trén lam t6i “bwrc minh” béi toi da c6 gang dap ng nhu
cau nhung vi khach hang dé khéng nhitng khong c6 y dinh mua san pham
cta to6i ma con c6 y giéu cot téi. Mot hom, khi dang suy nghi vé van dé nay
thi mot y twéng bat chgt ndy sinh, va toi da phat trién né thanh chién thuat
danh vao “hon nhan”. Cuén sach How I Raised Myself from Failure to
Success in Selling (T6i da vugt qua that bai nhw thé nao dé dat dugc thanh
cong trong su nghiép ban hang) cua Frank Bettger da khoi nguon y twéng
cho chién thuat dé. T6i doc cudn sach tir nam 1948 nhung phai dén 8 nam
sau toi maGi c6 thé van dung nhitng thong tin cia Frank va thém vao d6 mot
chut sang tao dé phat trién thanh chién thuat nay.

Mot “Gidy Chitng Nhan Két Hon” do toi ty thiét ké duge in trén mot to
gidy da that dep. Khi vi khach hang ma t6i néi dén & trén t6 y ban khoan va

noi:

- Y twdng cda anh thd vi ddy nhung tdi sé mua hang tir... T6i sé nhin thing
vao mat ong ta va noi rang:

- T6i tin rang nguwoi ban hang ma 6ng/ba vira nhac dén la ngudi rat gidi va
cong ty bao hiém ma anh ta dai dién cling la mot cong ty hgp phéap bdi né
da dugc cidp gidy phép hoat dong. [Nén nhé, ban dirng bao gio duwa ra
nhitng 16i binh luan tiéu cyc hay c6 y doi nghich.] Nhung thwa 6ng/ba, co
mot thit ma t6i c6 thé lam cho 6ng/ba ngay bay gid ma khong phai ai song &
trén dat My nay ciing c6 thé lam dugc.

Tat nhién, ai cling 1ap tirc nghi dén cau hoi: “Piéu ma t6i c6 thé lam dugc
cho vi khach hang do 1a gi?”. Vao ldc dé, t6i tién dén chiéc cap tai liéu cta

minh, 1ay ra t& Gidy Chitng Nhan Két Hon va néi:

- Toi sé “két hon” véi ong/ba!
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Phan ¢ng cta ong ta lic dé vo cung thu vi.

- Hay dé t6i giai thich rd hon vé diéu nay. Phia trén t0 gidy chitng nhan c6
ghi “GIAY CHUNG NHAN KET HON”. Tiép dén, n6 dwgc cap vao ngay
18 thang 1 nam 2003 (hodc 2004, 2005 hay bat ctt ndm nao), diéu chinh
moi quan hé gitta Zig Ziglar va John va Mary Smith. V&i cudc hon nhan
nay, Zig Ziglar cam két sé c6 mat bat ci ltic nao theo yéu cau ctia John va
Mary Smith. [T6i da danh mdy tén cia khach hang dé truéc khi dén gap
ho]. Zig cam két sé thyc hién day du nghia vu thué va cac chinh sach an
sinh xa hdi. Va, anh ta c6 thé dwa ra nhitng 16i khuyén hitu ich vé nhu cau
bdo hiém cta ho. John va Mary Smith cung cam két sé trao cho Zig Ziglar
quyén dugc phuc vu. John va Mary Smith c6 thé hiay bo gidy chitng nhan
nay vi bat ctt 1y do gi, nhung Zig Ziglar thi khong.

T6i nhin 6ng ta va noi tiép: “Tat cd nhitng diéu can thiét déu da dugc ghi
trong gidy chitng nhan nay va chit ky ctia 6ng sé xac nhan tinh hiéu lwc caa
né”. Tat nhién, bat ky khach hang nao ciling sé nhin vg minh, cwdi that twoi
va néi: “Em yéu a, em nghi sao vé viéc nay? Anh ban nay muén ‘két hon’
vOi hai chung ta, ching ta c6 nén ‘cudi’ anh ta khong nhi?”. Nguoi vg cuoi
to va noi: “Oi, em khong biét dau! Tuy anh théi!” Théng thuwong, mot trong
hai nguoi sé néi: “Anh chang nay trong cting dién trai ddy! Tai sao ching ta
lai tir ch6i nhi?”. Va nguwdi chong hoi di héi lai nhiéu lan:

- Anh Zig, viéc nay 1a hop phap ch? Y t6i mudn néi 13, né khong vi pham
ché do hén nhan mot vo mdt chong chit? Anh khong c6 y dinh gay rac roi
cho ching to6i day chi?

TOi cwoi 16n:

- Khoéng, t6i da trao doi véi thong doc, ngoai tredng, co van cia chinh pha
vé cac van dé bao hiém, va tham chi t6i con nho 6ng anh vo toi gidi thich ro
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cho t6i vé van dé nay. Tat ca ho déu noi rang viéc lam nay hoan toan hgp
phéap. Ong ba ctt yén tam.

Nguwoi dan ong dé mim cwoi va noi:
- Vay thi t6i dong y.

biéu thu vi 13, khi khach hang ky tén vao t& Giay Chitng Nhan Két Hon do,
ho khong hé dé y thay la t6i khong dé ra mot cho trong nao dé ky tén minh.

To Gidy Chitng Nhan Két Hon dé gidp toi lam dwoc hai diéu. Trudc hét, toi
dang st dung mdt chién thuat cé tinh thir nghiém. Khi ho bi thuyét phuc béi
y twong dau tién (ky vao Gidy Chitng Nhan Két Hon), thi viéc thwe hién y
twong thit hai dé dang hon rat nhiéu. D6 1a viéc t6i néi véi vi khach hang doé
rang: “To6i khong chi cung cap dich vu nay cho 6ng chi trong ngay hom nay,
ma toi cam két sé phuc vu cho ca twong lai sau nay cua ong nita. T6i sé trd
thanh “mot phan cudc séng” cua ong, trd thanh nguwdi ddm bédo an toan cho
ong”.

VAN DUNG CHIEN THUAT “GIAY CHUNG NHAN KET HON” NHU
THE NAO?

Toi tin 1a ban sé thwong xuyén dat cau hoi “To6i nén van dung Chién thuat
“gidy chitng nhan két hon” nay nhw thé nao dé phu hop véi tinh huéng cu
thé ctia minh?”. Pay ciling la diéu t6i da nhan manh ngay tt dau cudn sach
nay! Jerry Parker 1a mot trong nhitng nguwoi ban hang thi vi nhat ma t6i
tieng noi chuyeén. Jerry la dai dién chinh thitrc cho tap doan Extracorporeal -
hién nay ho la mot phan nhanh cia Johnson & Johnson. That ngau nhién, ti
extracorporealtrong tiéng Anh c6 nghia la: “bén ngoai co thé”.

Jerry lam viéc v6i Y ta trudng Loretta Davis cua bénh vién Los Robles @
Thousand Oaks, bang California su6t hon mot nam qua dé chao ban cac san
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pham va dich vu ctia Extracorporeal. Ba Davis luon phéan héi rang mitc gia
san pham do anh cung cap qua cao trong khi dich vu ctia cong ty thi qua toi.

Dé gitp ban hiéu ro hon tam quan trong cda thwong vu nay, t6i mudn néi
rang san pham ma cong ty anh ta cung cap la cac hé thong loc méau nhan tao
(hay con goi la chay than nhan tao). Moi thang, bénh nhan phai chay than
13 Ian, va binh quan moéi ndam mot bénh nhan can 156 bo loc nhw vay. Néu
nhan con s6 nay vdi 40 bénh nhan, thi méi nam bénh vién sé can dén 6.240
hé thong ong, tuyp nhu thé. Day thyc sy 1a nhu cau rat 16n!

Trong thdi gian mot nam do, Jerry da lam dugc hai viéc rat quan trong.
Trudc tién, anh xay dung dwgec mot moi quan hé than thiét va tin twéng véi
ba Davis. Thit hai, mo6i ngay anh déu nghe bang ghi am vé cach thitc ban
hang dé rén luyén ky nang nay. Jerry la nguwdi ban hang rat biét cach van
dung linh hoat cac chién thuat dé két thiic thwong vu thanh cong. Mot hom,
khi ba Davis hoi Jerry mét cau c6 phan ché nhao:

- Tai sao toi ctt phai mua dich vu nay tr phia anh trong khi gia ca anh dwa
ra qua cao va dich vu thi lai qua t6i?

Jerry 1ap titc 4p dung Chién thuat “gidy chitng nhan két hon”:

- Béi t0i 6 thé “két hon” vdi ba.

Vira nghe cau néi dy, ba Davis cudi that to:

- Oi troi, thé Willie chodng toi s& néi gi vé diéu nay? Jerry nhanh chéng déap:
- Xin ba dirng hiéu 1am. BDay mdi la diéu t6i mudn noi.

Khi néi, anh nhin thdy mot to gidy dang dé ¢ gan day. Anh tién dén do, cam
né lén va nhanh chéng viét “Gidy Chitng Nhan Két Hon” & goc trén cta to
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gidy. Jerry vira viét vira giai thich sy can thiét caa ban hgp dong “hon nhan”
nay.

- Khi ba mua dich vu ctia chung t6i, ba cling “mua” ludn ca thoi gian lam
viéc cua toi, két qua la t6i sé luén “gan lién” vGi thuong vu nay. Toi sé xem
xét can than dé ba luon nhan dwoc dich vu tot nhat cé thé. T6i sé la nguoi
dai dién ca nhan gitta cong ty t6i va bénh vién cua ba. Tat nhién, chi phi cé
gia tang thém chut it nhung khong thé nao ton kém bang viéc phai boi
thwong cho bénh nhan néu cé viéc khong may xady ra. Bénh vién cua ba
khong chi s& hitu dugc nhitng san pham t6t nhét trén thi tredng, ma con
dwgc wu tién quan tdm va cham s6c néu c6 bat ky van dé gi xdy ra. Diéu
nay la vo cung quan trong vdi bénh vién bdi n6 lién quan truc tiép dén sic
khoe bénh nhan. B6 khong phéi 1a mdi quan tam hang dau cua ba sao, thwa
ba Davis?

Ba ay da thira nhan diéu nay.
Sau khi viét xong, Jerry dwa to gidy chitng nhan cho ba Davis va noi:

- Biéu duy nhat c6 thé khién cho ban chithg nhan nay c6 hiéu lyc la chit ky
cua ba. Xin ba ky tén vao day.

Ba Davis suy nghi trong gidy lat va nhan thay day la mot viéc nén lam. Nho
su nhiét tinh va niém tin manh liét rang san pham ctia minh la t6t nhat, Jerry
da khién ba Davis tin twdng vao tinh hgp 1€ ctia ban cam két ma anh dwa ra.
Jerry da khoi day dung dong luc cua khach hang, dé chinh la sy quan tam
dén bénh nhan. Ba Davis da ky tén vao t0 “Gidy Chitng Nhan Két Hon” va
vai phit sau dé, ba dy ky tén vao don dat hang chinh thitc.

CHIEN THUAT VAN DUNG “KHA NANG SANG TAO”
Mot trong nhitng vi du dang ngac nhién nhat vé viéc van dung kha nang

sang tao la trvong hop cua Paul Jeffers tai cong ty Sacramento ¢ California.
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Vao nam 1982, Paul da thyc hién 86 bai dién thuyét, va ban dwgc 9,8 triéu
do6 la tién bao hiém nhan tho qua 70 thwong vu vGi mic phi bdo hiém cao
nhat 1a hon 250 ngan doé la. Paul la m6t ngwoi cyc ky tai gidi: anh tin rang
viéc ban khong triing hong tam khong phai do 16i cta tdm bia, va viéc ban
hang that bai khong phai do 16i ctia khach hang.

Vao ngay 8 thang 2 nam 1975, sau mot tai nan, Paul Jeffers khong may bi
mat di thinh giac nhwng anh van lac quan cho rang viéc nay lai chinh la lgi
thé cta anh so vdi nhitng nguwdi ban hang khac bdi anh sé khong bao gio
nghe thay tir “khong” tir phia khach hang ctia minh.

Sau khi tai nan xay ra, Paul phai hoc cach “doc” 10i néi cua nguoi khac
thong qua ct dong ctia moi ho. Trwdc khi anh cé thé ty tin khi giao tiép vdi
moi nguoi, anh phai thyc hién mot cudc gap gd quan trong v6i hai khach
hang. Theo 16i caa Paul, cau chuyén dién ra nhw sau:

“H6m dé6 t6i dén van phong lam viéc cua khach hang. Khi khach hang tra
10i cau hoi caa t6i, 6i troi, toi khong thé biét duge la ho dang néi gi. Toi
danh néi vdi ho:

- Thwa 6ng, t6i khong thé theo kip nhitng diéu 6ng dang noi.

ROi t6i lay ra tap gidy va noi:

- Ong vui 1ong viét cac cau hoi ctia minh ra day, nhu thé ti sé dé& dang tra
16i hon. Thé c6 phién gi khong, thuira 6ng?

Hai vi khach d6 déu vui vé viét ra tat ca cac cau hoi can thiét va dwa ching
lai cho t6i. T6i nhin vao t& gidy d6 va that sy ngac nhién khi chang nhin

thay gi trén do ca.

T6i lai noi:
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- Thue sw 1a t6i chang thé theo kip 10i néi ctia cac ong va ciling chang thé
doc dugc nhitng diéu 6ng viét ra. Theo 6ng, tdi nén xin phép cdo tir va
khong lam phién cac 6ng nita, hodc toi sé thirc hién mot bai thuyét trinh nhw
toi van thwong lam, bdi téi da chuan bi tat ca moi thit can thiét & day. Cho
phép toi chti dong dwa ra y kién ctia minh vé tit ca nhitng tré ngai ma t6i co
thé nghi dén. Cac 6ng chi can gat dau néu dong y va lac dau néu khong tan
thanh nhan dinh caa t6i. Liéu nhv vay co gay tré ngai gi cho cac ong
khong?

Ca hai nguoi khach déu dong y.

Anh ban a, t6i da thuc hién bai thuyét trinh d6 mot cach sudn sé va tét nhat
cho t6i lac do. Toi da dé cap dén cac tré ngai c6 thé phat sinh va dwa ra moi
giai phap can thiét. Trudc khi két thic, toi con néi thém:

- Cé diéu gi trong hgp dong bao hiém nay khién 6ng khong hai 1ong khong?
Liéu c6 con diéu gi can tré ching ta bat dau thuc hién hgp dong nay ngay
bay gio khong, thwa 6ng?

Ho lac dau va t6i tiép tuc:

- Vay cac ong co thé ky truwde chi phiéu cho Cong ty Bao hiém Standard
khong?

Va, ho da ky mot tdam séc va trao né cho t6i.

Lic do, hau hét cac nhan vién ban bdo hiém déu dong y thuc hién hgp dong
bdo hiém ma khdng can khach hang phai ky séc ngay lap tirc. Nhuwng t6i thi
ngugc lai. Téi nhan dugc séc cia khach hang truede khi ho dién vao don bao
hiém. Gio toi phéi lam sao day? T6i nén gidi quyét tdim séc nay nhu thé
nao? Liéu giam doc cuda t6i c6 thé gitp gi cho t6i khong? Mot y twdng chot

16e 1én. ToOi noi:
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- T6i sé dwa cho 6ng Phan Mot ctia hgp dong bao hiém. Phién 6ng hay dién
vao nhitng cho con trong, 6ng nhd viét tén cta minh bang chit in hoa nhé.
Toi cling sé duwa cho 6ng mot t& don c6 Phan Mot dé trong dé ong ky vao
dé. Sau do, toi sé chuyén nhitng thong tin tir mét ban khac sang ban ma 6ng
vtra ky. Ching t6i sé dwa 6ng dén bac si kiém tra dé dam bdo tinh phéap ly
cho t0 don nay. Liéu nhu vay c6 thoa dang khong, thira 6ng?

Ca hai ngudi d6 déu gat dau dong v.”

Paul két luan: “C6 1é day la cudc thdo luan c6 mot khong hai va t6i dam
cwoc vGi ong rang ong sé khong bao gid gap kiéu kinh doanh nao giéng nhw

vay!”.

Nguwoi ta van thuong noi rang ban c6 thé thd mot chuyén gia ban hang
“nhdy du” xudng mdt vung dat hoan toan xa la ma anh ta khong hé quen
biét ai va khi hoang hon buong xuéng, anh ta chac chan da ban duwgc hang
roi. T6i hoan toan dong y vGi diéu nay, dac biét néu nguwdi ban hang do co
oc sang tao, su kién tri, long tin sé thanh cong, va tinh yéu thuwong danh cho
moi ngwdi nhw Paul Jeffers.

Cau chuyén caa Paul Jeffers chi dé nhan manh rang “nhitng ngwoi khuyét
tat” sé chi la nhitng nguwdi “khuyét tat” néu ban xem ho 1a nhitng nguwoi nhw
vay. Cau chuyén thanh cong cta ngwoi dan 6ng trén luon khoi day cam
hitng trong t6i v4i cong viéc ban hang day thu vi nay.

CHIEN THUAT “CLICK”

Ciing c6 nhiéu nguwdi mua hang vi nhitng ly do rat “ky la”. Nhiéu nam
trwdc, Judge Ziglar, anh trai t0i, va toi cung lam dai ly cho mot cong ty bao
hiém nhan tho. Ching t6i da tham gia vao cong ty d6 ngay ti budi dau
thanh 1ap nhung sau mot thoi gian thi dot nhién cong viéc kinh doanh cua
cong ty bi dinh tré trong khoang ba thang.
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Khong thé chdp nhan tinh trang do, chiing téi quyét dinh thay doi bang cach
dau tw vao mot so6 thiét bi dé in an va tinh toan cac dy an. Mot trong nhitng
thit ching t6i thuc sy can vao thoi diém dé la mot chiéc may tinh dién ti
(calculator). Thoi do, chi c6 ba cong ty san xudt mdy tinh dién t la
Monroe, Friden va Marchant va ca ba déu khong phai la nhitng céng ty san
xuat may vi tinh (computer).

Chung t6i loai Marchant vi 16i néi chuyén “v6 duyén” ctia ngudi ban hang
cta ho. Cudi cung, chiung t6i chon Friden chi vi tiéng “click” ban phim cta
ho nghe “thich” hon.

Do cling 1a 1y do vi sao ban can phéi nhay cam v&i mét vai diéu “nhé nhat”
vé khach hang va nhu cau cta ho néu ban mu6n nang cao ty 1é két thic
thanh cong cac thwong vu cta minh.

CHIEN THUAT “NHAN DIP PAC BIET”

T6i da gan bé v6i cong viéc ban hang tryc tiép trong suét 18 nam. Trong
sudt khoang thoi gian do, t6i da phat trién rat nhiéu kiéu két thac thwong vu
t* nhitng “dip dac biét”. Nhitng nguwdi ban may hut bui, hé thong bao dong,
do dung nha bép... c6 thé doi dién nhiéu lan vGi nhitng tinh huéng twong tw
nhw t6i sé trinh bay dwéi day. Chién thuat nay duoc thiét ké cha yéu cho
cong viéc ban hang true tiép. Va khi ban nhin thay 6ng chu tré ciia mot ctra
hang ban d6 noi that van dung kha nang sang tao vao céng viéc kinh doanh
hiéu qua dén mitc nao, ban sé biét vi sao toi lai gdp chién thuat nay vao
phan van dung “kha nang sang tao”.

Khi con kinh doanh d6 dung nha bép, mot t6i no, to6i cé budi gidi thiéu san
pham cho mot nhém cac gia dinh va hen gap riéng ho vao ngay hom sau.
Tuy nhién, nhiéu khi, chi c6 ngudi vo ¢ nha tiép chuyén t6i ma thoi. Thong
thwong, cac ba luén cam doan véi t6i rang minh c6 thé quyét dinh mua hay
khong mua. Nhung khi t6i vira hoan thanh bai thuyét trinh ctia minh, cac ba
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lai mudn két thic budi néi chuyén bang cach xin phép dwoc suy nghi thém,
bdi gio day ba ay da c6 nhitng thong tin can thiét dé chong ba dwa ra quyét
dinh sau cung. Trong hau hét cac truong hop, diéu nay dong nghia vGi viéc
thwong vu dé da that bai.

Tuy nhién, néu t6i nhan ra dé thyc sy la ly do chinh dang, t6i sé noi:
“Khong sao cd, thwa ba. Vi 6 gio chong ba méi vé dén nha (Toi da xem k¥
thoi gian biéu ctia 6ng ay tr toi qua), nén khoadng 7 gid hoac 8 gio, toi sé
quay tré lai dwoc khong, thwa ba?”. Bang cach nay, t6i sé nhanh chéng biét
dwgc la ba dy thue sy quan tdm dén cudc mua ban nay hay ba ay chi dang
c6 ging khudc tir t6i. Néu ba dy tiép tuc dwa ra mot cai cé: “O, anh biét ddy,
ching t6i da 1ay nhau hon 20 nam nay va t6i biét phai lam thé nao dé thuyét
phuc 6ng dy ma”, thi d6 chac chan sé la mot thwong vu khong thanh.

Vi tw cach 1a mét nguwdi ban hang, chac chan ban da hiéu rang: hiéu thau
dao mot san pham/dich vu nao dé dé c6 thé dwa ra mot quyét dinh sang suot
hoan toan khac véi viéc hiéu vé né da dé ban dwgc né. Ngwoi vo hiéu rat ro
gia tri ciia bd xoong noi doé va co thé dwa ra quyét dinh mua hang nhung ba
ay khong c6 cach nao dé thuyét phuc chong minh dong y mua no.

Khi ngudi v tri hodn viéc dé chong ba ta gap toi, toi sé noi:

- Cho phép t6i héi ba mot cau. Chong ba thuwong di chg vé lic may gio?

-Y anh 1 sa0?

- T6i doan 6ng ay la nguwdi mua thwe pham cho gia dinh.

- Anh doan sai ro6i!

- Oi, vay ai 1a nguoi 1am viéc d6?

- TOi chu ai!
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- Ba ludn lam cong viéc do u?

- Han la vay roi!

- Gia ca bay gio rat dat do phai khong, thwa ba?

- Tat nhién roi.

- T6i doan moi tuan ba phai chi ra tir 20 dén 25 do la?

Chac chan ba ta sé noi:

- Chi ¢6 20 hay 25 do la/tuan? Phai dén 120 hay 125 do la dy chit!
- O, dit dén thé sao?

- Anh chua bao gio di chg phai khong?

- Cho phép t6i héi ba cau nay, theo ba moi tuan phai chi ra 50 d6 la chac la
sé hgp ly hon?

- Co 1é vay.

- Gia st moi tudn ba phai chi tiéu 50 do la cho viéc mua thitc an (hay viét
con s6 nay ra gidy), vi chi mdt nam, ba sé tiéu ton hét 2.600 do la dé mua
thic pham cho gia dinh. Theo t6i dugc biét, ong ba két hon duwgc hai muoi
nam roi, nhw vay su6t thoi gian chung séng vdi nhau, chéng ba da tin twéng
giao cho ba 52.000 d6 la dé mua thitc an hang ngay. Thwa ba, t6i khong cé
y do xdu xa gi nhung t6i dam cwgce la ba khong thé cho t6i xem nhitng thyc
pham tri gia hon 100 do6 la ngay bay gio trong tong so 52.000 do la do, co
phai vay khong thwa ba?

Ca hai chiing t6i déu cuwdi va ba ay noi:
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- Tai sao toi phdi lam nhu vay?
T6i néi tiép:

- Chong ba da tin twdng giao cho ba 52.000 do la dé mua thyc pham. Tai
sao ba lai khong nghi rang 6ng ay sé tin twéng dé ba dau tw thém hon 400
d6 la nita dé co thé nau cac loai thyc pham tri gia 52.000 do la theo cach t6t
nhat va tiét kiém nhat?

VI SAO ONG NHA CUOI BA?
Néu ba ay van khong mu6n mua san pham cua t6i, t6i sé ndi thém diéu nay:

- Thuwa ba, 6ng nha thudng néi véi ban bé minh rang, mot trong nhitng 1y do
khién 6ng dy cuwéi ba la do 6ng tin twdng vao quyét dinh sang sudt cta ba,
nhat 1a quyét dinh chon 6ng 4y.

ROi toi im lang, mim cwdi va nhin vao mat ba ay roi noi:

- Gio day chac ba biét néu 6ng nha tin twéng viéc ba da lva chon 1ay ong ay
lam choéng, thi 6ng nha ciing tin twéng dé ba chi vai tram do la mua mot bo
xoong noi dé nau cho 6ng ay nhitng mon an ngon nhat.

T6i da ban dugc rat nhiéu bd xoong néi nhd vao tinh huéng dac biét nay.

Xin ban dirng hiéu lam! Ban than t6i khong tin rang bat c@ ngwdi ban hang
nao ciing c6 thé ban dwgc hang cho tat ca moi khach hang ma anh ta gap go.
Tuy nhién, t6i hoan toan tin twéng rang véi mot chit sang tao, tit ca ching
ta co thé tang ty 1é két thic thanh céng cac thwong vu 1én dang ké. T6i cling
biét rang kinh nghiém dau thwong nhat ma mot ngwdoi ban hang gap phai la
bd 16 mot thwong vu khi ma anh ta chac chan minh cé thé dat dugc thanh
cong. biéu nay khong chi lam anh hwdng dén thu nhap hién tai ctia anh ta
ma con khién anh ta khé c6 thé ty tin cung cap cho khach hang dé bat ky
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dich vu nao nita. Muc dich cta t6i la chi muén dem dén cho khach hang
nhitng co hdi nham gitp ho dwa ra quyét dinh hgp ly nhat.

Ciing lién quan dén van dé nay, moi ngudi thuong hoi toi thé nay: “Anh
thwong mat bao lau dé thuyét phuc khach hang dong y mua hang?”. Thuyc
su khong hé cé quy tac hay cau trd 16i ¢6 dinh nao cho cau hoi trén. Viéc dé
phu thudc vao nhitng gi ban “cdm nhan” va ty ddc két dwoc tir cac kinh
nghiém ctia ban than. Linh tinh mach bao t6i rang t6i nén thuyét phuc khach
hang mién la ho con thé hién sy quan tdm dén san pham cuda t6i hodc cho
dén khi ho néi thang ra rang ho khong mua hang.

AP DUNG PHUONG PHAP “DIP PAC BIET” TRONG CAC CUA
HANG BAN LE

Randy Cooper, chi mot ctta hang ban d6 go Cooper & Enid, Oklahoma, la
mot nguoi vo cung thu vi. Anh khong bao gio tin vao sy suy thoai va cling
da nhiéu lan 4p dung thanh cong chién thuat “dip dac biét” trong mot so
thwvong vu cia minh.

Vao thang 12 nam 1982, mot quy ba cung v&i con gai cia minh tim dén ctta
hang Cooper dé tim mdt chiéc giwong gdp ma chong ba dinh mua tang ba
nhan dip Giang sinh sap dén. Ba nhanh chéng tim thdy chiéc giwvong nhu y
vOi gia 449 do6 la. Ba hen v6i Randy rang sé€ quay trd lai cita hang sau khi
trao doi thém véi chong minh vé viéc nay. May man la trwde khi gap quy ba
d6, Randy da dugc nghe vé chién thuat danh vao “dip dac biét” va day la
cach anh da ap dung no:

- Thwa ba, t6i la mot 6ng bo don than va t6i c6 trach nhiém cham soc hai
con toi ba ngay/tuan. Viéc do tiéu tén khoang 100 do la/tuan.

- T6i cling ton ngan dy dé mua thyc pham cho gia dinh.
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- 100 d6 la/tuan twong dwong vGi 5.200 do la/nam (va nhan giong) va toi
doan la chwa bao gio ba noéi chuyén nay véi chong minh, cé6 ding vay
khong thwa ba?

Khoéng can t6i néi thém mat 101 nao nita, quy ba ay ngang cao dau day kiéu
hanh nhin con gai minh va nai:

- T6i lay chiéc givong d6 ngay bay gio!

Randy bat dau cong viéc kinh doanh cia minh ma khong qua bat c treong
16p dao tao ban hang nao va theo nhitng cdm nhan ban dau ctia ching t6i,
anh ay rat vui mirng va ngac nhién khi nhan thay nhitng chién thuat cta t6i
mang lai hiéu qua.

CHIEN THUAT “TAM DANH THIEP HINH TRON”

boi khi, cé nhitng khach hang ma ban khong thé thuyét phuc ho sém dua ra
quyét dinh, hay néi cach khac, ban van phai tiép tuc lam viéc véi ho cho du
ban khong con thdy man ma vdi thwong vu dé. T6i khong bao gio quén mot
cong ty ma t6i da co gang thuwong thuyét dé cung cdp mot khoa dao tao vé
ban hang tri gia 18.000 do la. Ban lanh dao cong ty da quyét dinh mua
chwong trinh do6, nhung c6 vé nhu ho muon tri hoan.

Ho ban t6i ban lui rat nhiéu lan va lan nao cling n6i rang:
- Chuing t6i sé cho anh biét tin som.

- Liéu 0ng c6 thé cho toi biét do la khi nao khong, thwa 6ng? Dai dién cong
ty tra 101 toi:

- Cé thé 1a 30, 60, hodc 90 ngay sau.

- Chwong trinh dao tao do thye sy hitu ich cho cong ty day!
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- Tat nhién chuing t6i muon trién khai khéa hoc do6 chi!
- Ong c6 chéc 1a cong ty 6ng sé t6 chitc khéa hoc nay khong?
- Chac chan r6i!

- Nghia la hién gid cac 6ng van con dang can nhac, sau d6 cac ong sé tiép
tuc va bat dau chwong trinh dao tao nay?

- Chung t6i cling nghi thé!

Tén
bia chi

S dién thoal

T6i nhin ho, mim cwoi va noi:

- Vang thwa cac ong (c6 tat cd bon nguwdi cé mat trong cudc gap), cho phép
toi noi diéu nay. To6i thue sy rat vui mirng khi dwgce hgp tac véi cac vi béi
t0i biét cac vi cling rat tam huyét véi dy an nay. Khi cac vi néi rang chuwong
trinh dao tao sé dugc trién khai ngay sau khi cac vi da xem xét can than, toi
hiéu rang cac vi thyc sy nghiém tic, vay nén, day la danh thiép cua t6i.

Nhu cac vi thdy day, danh thiép cua t6i cé hinh tron, trén do6 c6 in tén, dia
chi va s6 dién thoai lién lac. Mat con lai ctia tdim danh thiép c6 in ti “gidng
day”. Hinh tron d6 c6 y néi rang phuong phap gidng day cuda t6i la moi
ngwoi ngoi theo vong tron va thyc hién nhitng cudc trao doi than mat.
Chinh vi chwong trinh dao tao ctia chiing t6i sé dugc tién hanh sau khi cac
ong can nhac can than, nén t6i muén minh la ngwdi dau tién chiic mirng cac
ong cho su hgp tac sap tdi cta ching ta.
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Co6 1€ ban cho rang t6i dang dua. Ban cho rang t6i muén vi khach nay ra
quyét dinh mua san pham nén t6i c6 tinh day ho vao tinh thé khong c6 ly do
gi dé tir ch6i? Mong ban dirng hiéu lam! T6i khong hé tim dén khach hang
chi dé héi ho rang: “Liéu c6 phai ngay sau khi dong nghiép cta cac 6ng can
nhac ky luvdng vé chwong trinh dao tao nay, cé thé cac 6ng sé bat dau khoa
hoc ngay lap tic phai khong?”. T6i da cung cap cho khach hang ctia minh
moi thong tin can thiét, tao moi diéu kién thuan 1gi nhat cho thanh cong cta
thwvong vu va tim moi cach dé dap &ng dung nhu cau cua ho. Trén hét,
nhitng viéc lam trwdc day cua toi hoan toan cé thé xay dung su tin twdng va
tin nhiém noi khach hang. Pang ra tit ca nhitng diéu nay da du sttc tao dong
lyc thiic day ho thue hién khéa hoc nay ngay méi dung.

TRONG KHI BAN HANG, SU DO DU CHIi GAY BAT LOI CHO BAN

Phuong cham ban hang la ban phai hanh dong ngay 1ap titc. T6i sé con nhac
di nhac lai diéu nay nhiéu lan nita. Khi khach hang noéi “dong y”, tic la ban
sé c6 mot thwong vu thanh cong, nhung ban chwa chac da that bai néu
khach hang néi “khoéng”. Nhung néu ho néi “c6 18”7, thi ho sé khong chi
khong lam viéc vGi ban, ma trong tam tri cua ho, ban khong la gi ca, dac
biét la trong nhitng thuong vu ban hang tryc tiép.

Ly do vi sao v? Néu khi m6t khach hang nghiém tic néi rang “toi sé can
nhac viéc mua san pham cta anh”, titc la ban dang ky vong mot cach mu
quang rang anh ta sé mua vao mot thdi diém thich hgp nao dé. R6 rang 13,
néu ban lam viéc trong mot l1inh virc ma viéc lién lac lai vdi khach hang la
mot yéu cau bat budc (vi du thong bao chi tiét cho cac bac si vé mot loai
thuéc mdi hay dé nghi cung cap mot day chuyén méi cho mot trung tam
mua sam da st dung mdt day chuyén trong nhiéu nam nay...), va ban cam
doan sé gdp ho vao chuyén viéng tham sap tdi cua ban, thi ban nén git 16i
hira cua minh.
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Ciing giong nhw tat ca cac chién thuat khac, chién thuat “tam danh thiép
hinh tron” cling phdi dap &ng dwgc nhu cau cta khach hang vao mot thoi
diém thich hgp. Piéu nay la hoan toan ding bd&i déi khi ban dung 10i néi
dua dé khién ho quyét dinh mua hang trong khi nhitng 16i thuyét phuc mot
cach nghiém tdc lai khong c6 tdc dung. Mot lan nita, ban can tim hiéu
khach hang va hoan canh cta ho, hay thé hién sy hiéu biét ctia minh, va nhw

cau noéi néi tiéng cia ngudi Uc: Hay tim cho minh mot 16i di riéng.
CHIEN THUAT BANH VAO NHUNG “THACH THUC”

Trudc khi xay dung suw nghiép ban hang va phat trién cac hinh thitc quén 1y,
Larry Wilson la mét trong nhitng nhan vién ban bao hiém hang dau nuéc
My. Anh da phat trién va van dung thanh céng chién thuat danh vao nhitng
“thach thtc”. Trong nhitng thwong vu ban hang cta minh, Larry thuong
mang theo mdt vién bi, mot qua béng chay hay mét qua bong chuyén. Khi
Larry chuan bi két thic thwong vy, néu khach hang con do dv, dac biét 1a vé
van dé tai chinh, anh sé 1ay ra mot vién bi va dé nghi khach hang cho vién
bi d6 vao tdi quan. Sau dé, Larry sé noi:

- Thwa 6ng, vién bi dé6 qua nhé va né cling rat nhe nén c6 thé éng khong hé
cam nhan la n6 dang & trong tii ctia minh. Thé la chi vai ngay sau, ong sé

queén luon no.
Tiép dén, Larry ldy m6t qua béng chay ra va néi:

- Thua 6ng, bay gio 6ng thit cho qua bong nay vao tdi xem sao? Du di bat
ky dau, 6ng cling c6 thé cdm nhan dwgc sy ton tai cia né trong moi budc di
ctia minh.

Poan, Larry 1ay mot qua béng chuyén ra khéi va-li, bom né cang phong 1én

va noi:
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- Gio thi 6ng khéng cé cach nao mang theo qua bong nay trong tdi quan
minh dugc! Didu ndy ciing lién quan dén van dé bao hiém nhan tho. O tudi
cia ong, néu 6ng mua bdo hiém ngay, phi bdo hiém sé “nhe nhang” nhw
viéc 6ng mang theo mot vién bi. Bdi so6 tién do la khong dang ké nén 6ng sé
sGm quén s6 phi bao hiém d6. Néu ong dgi thém vai nam nita, tién phi bao
hiém ma 6ng phai déng sé nhiéu hon, giong nhw qua bong chay kia. Tat
nhién, 6ng hoan toan c6 thé chi trd dwgc nhwng lic nao 6ng cling cho rang
d6 la mét khoan tién dang ké. Con néu dgi 1au hon nita, 6ng sé cam thay
ndng né nhu khi phai mang theo qua béng chuyén nay. Ong khong thé bé né
vao trong tii ctia minh dwgc. Vay, thwa 6ng, 6ng muén mang theo mét vién
bi, m6t qua béng chay hay mot qua béng chuyén? Chac 1a 6ng da chon cau
trd 101 r6i. Toi chi mong mudén mang dén diéu gi t6t nhat cho ban than ong
va cho ca gia dinh ong nita.

Doi khi khach hang sé dap lai la:
- 0, sao t6i khong nghi ra nhi!
Luc do, Larry sé noi:

- Theo cach nay, gia cda vién bi chi la... va 6ng cé thé chi tra theo nam, theo
quy hoic theo thang. Ong thdy cach nao thuan tién hon?

Thé day, Larry da ban dwoc rat nhiéu hgp dong bao hiém theo cach nay.
CHIEN THUAT “29 NGAY”

Khi con lam trong linh vic kinh doanh bdo hiém, mot trong nhitng diéu
thuong khién t6i kho chiu la do6i khi, t6i khong thé xac dinh dugc diéu gi
con khién khach hang phdi do dy. T6i sé khong bao gio quén mot vi khach
hang c6 nhu cau mua bdo hiém nhan tho ma t6i da dén gap vao mot budi toi
no. Anh ta c6 du diéu kién tai chinh dé chi tra cho nhu cau dé va anh ta
cling la nguwdi quan tdm dén sic khoe cta cac thanh vién trong gia dinh.
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Tuy nhién, t6i da khong thé thic day thwong vu d6 béi anh ta dwa ra rat
nhiéu 1y do c6 rat it hoac hoan toan khong c6 can c. Va linh cdm nghé
nghiép mach bao rang néu téi khong van dung kha nang sang tao dé “nhan
dién” tré ngai thye sy thi thwong vu nay sé bi that bai. Sau khi suy nghi mot
lat, t0i cham rai noi vgi khach hang cua minh:

- Thwa 6ng, t6i khong biét vi sao dng van con do dy. Ong da x4c dinh ring
ong c6 nhu cau mua bao hiém va cling c6 da diéu kién tai chinh dé chi tra
cho mé6t hop dong bao hiém nhw thé. Thém vao do, tinh yéu thwong ma 6ng
danh cho nhitng ngudi than trong gia dinh minh la diéu khong thé pht nhan.
Theo t6i, ly do duy nhat c6 1€ la do t6i da cung cap sai san pham cho 6ng.
T6i nghi ching ta nén ndi vé ban hgp dong “29 ngay” thay vi ban hgp dong
ma toi va ong vtra thao luan.

bung lic do, toi vGi 1ay quyén so tay va noi:

- T6i xin tom tat chi tiét cia ban hgp dong “29 ngay” nhu sau. Trudc hét, né
van c6 day du mic do bao hiém nhw yéu cau cta 6ng. Ngoai ra, cac 1gi ich
huu tri cta loai hgp dong nay cling giong nhitng hgp dong binh thuwong, va
b&i 6ng da nhan manh phi bao hiém phai dugc dwa ra @ mirc thap nhat nén
toi nghi n6 rat phu hgp véi 6ng. Thém vao do, hgp dong “29 ngay” nay cho
phép 6ng khong phéi dong phi bdo hiém dinh ky va c6 thé nhan dwogc so
tién boi thwong gap doi trong treong hop 6ng mat kha nang lam viéc hay
khong may qua doi. Va trong hgp dong “29 ngay”, tién phi bao hiém chi
bang 50% so v6i hgp dong tiéu chuan. Liéu loai hgp dong nay cé dap tng
dugc yéu cau cia ong khong, thira ong?

Vi khach hang dé nhin t6i va noi véi doi chut ngac nhién:

- O, tat nhién 1a phu hop hon r6i. Nhung tai sao anh lai goi day la ban hop
dong “29 ngay”?
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- Thwa 6ng, theo ban hgp dong dé, 6ng sé dwoc hwdng quyén 1gi bado hiém
trong sudt 29 ngay cua mot thang. Va vi bay gio dang la thang Tw va trong
thang nay chi cé 30 ngay nén ong sé dugc huwédng quyén lgi bdo hiém vao
tat ca cac ngay trong thang, ngoai trir mot ngay duy nhat va 6ng duwoc quyén
chon ngay nay. Néu ong thich, d6 cé thé l1a thit Bay hodc Chu nhat.

Sau dé6 toi dirng lai mot chut va néi tiép:

- Tuy nhién, t6i khong cho rang d6 la mot lva chon khén ngoan bdi vao
nhitng ngay cudi tuan nay, ong thuwong ¢ nha va theo nhitng so liéu thong
ké, nha riéng lai chinh la noi nguy hiém nhat.

Khi dé cap dén ban hgp dong “29 ngay” nay, t6i vo cung phan van bdi né
khong mang tinh tuyét déi. Chac chan sé khong c6 mot nguwdi thu hwéng
bao hiém nao trén thé gi¢i nay lai chap nhan ky mot ban hgp dong bao hiém
“29 ngay” nhw thé. Cang lic t6i cang thdy ching ta khong nén noéi thém veé
ban hgp dong kiéu nay, béi t6i biét 6ng sé phai suy nghi rat nhiéu vé mot
ngay khong dugc bao hiém trong thang. Toi hiéu rang ong khong thé “pho
mac” twong lai cia gia dinh minh vao motngay ma ban than 6ng khong thé
lwong trede duge. Co dang la ong dang nght nhw vay khong, thwa ong?

C6 1é ong dang can nhac dén ban hgp dong ma t6i va ong thao luan ngay tur
dau. Thwa 6ng, véi ban hgp dong do, ong sé dugc bao hiém 24 gio/ngay, 7
ngay/tuan bat ké éng dang & dau hay dang lam gi. D6 mdi chinh la hinh
thitc bdo hiém ma 6ng muon dem dén cho gia dinh minh, phdi khong thwa
ong?

Mot lan nita t6i mudn nhan manh rang: néu muén tré thanh nguwdi ban hang
chuyén nghiép, ban can phai doc, phai nghién cttu, phai lang nghe cac bang
ghi am c6 tinh chat gido duc va tao dong lwc moi ngay. Ban ciling nén tham
dy cac 16p dao tao chuyén sau va nhitng budi thuyét trinh dwoc thue hién
bé&i cac chuyén gia. Tiép dén, ban phdi bién d6i va van dung nhitng nguyén
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tac va y twdng sao cho phu hgp vdi tinh huong cua riéng ban. D6 la cach dé
luén c6 dwge cdm hitng sang tao, dwgc bo sung théng tin va bat nhip véi
nhitng diéu mdi mé.

KHA NANG SANG TAO VA HIEU BIET THONG THUONG

Trong nghé ban hang, khéng cé gi nham chan hon 1a ¢t phai nghe di nghe
lai rang chuing ta can thau hiéu mo6i quan tdm cha yéu cua khach hang va
sau d6 la ching té cho khach hang thay san pham cta ching ta sé dap wng
duwoc nhu cau va méi quan tam cta ho.

Trong su6t Thé chién thit hai, hay theo nhw cau chuyén lich st duégi day,
mot loai bao hiém danh cho binh linh My da ra doi. N6i mot cach don gian,
v6i hinh thitc bdo hiém nay, mot ngwdi linh chi déng mét mic phi la 6 hodc
7 do la/thang dé than nhan anh ta dugc huéng sé tién bao hiém la 10.000 do
la, néu anh ta t& tran. D6 la khoadn dén bu xitng dang, nhung cling giong
nhw bat ct mot loai hang héa nao, no cting dugc dem “ban”.

Mot trung dy tré tudi lién hé véi bo chi huy dé gidi thich chinh sach nay mot
cach ro rang, chi tiét, va phat nhitng gidy t0 can thiét cho bat ky binh si nao
muon mua bao hiém nay. Nhung, khong ai mua bao hiém ctia anh ta ca. Sau
dé, mot trung si gia dé nghi chang trung uy tré tudi cho ong ay “thuyét
trinh” lai vé chinh sach d6. Chang trung uy tré mién cwdng dong y nhuwng
nghi rang néu minh khoéng lam dwgc thi vién trung si gia kia cting sé khong
lam duoc.

CHIEN THUAT “TIEN TUYEN”
Nguoi trung si dé giai thich mot cach ngan gon:

- Cac ban than mén, t6i hiéu chwong trinh bado hiém dé nhw sau. Cac ban
sap bi diéu dong tham gia chién tranh & nwdc ngoai. Néu cac ban mua bao
hiém va bi t tran, chinh phu sé gtti cho gia dinh cac ban 10.000 do la, dé la
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mot khodn tién 16n ddy! Néu cac ban khong mua bao hiém va cac ban tw
thuwong, chinh phua ciing sé khong ho trg cho gia dinh cac ban mot khoan
nao. Cau hdi ctia t6i la: Cac ban nghi chinh phu sé ¢ nhitng ai ra tién tuyén
dau tién? Nhitng nguoi dang gia 10.000 do la khi ho ti& trdn hay nhitng
nguwoi ma cai chét ctia ho khong dang gia 1 xu?

Thé la tat ca nhitng chang trai d6 da mua bao hiém.

Thuc sy, toi nghi ngo tinh chan thuwc cta cau chuyén nay. Tuy nhién, trén
thue t€, n6 da minh hoa cho luan diém trén mot cach hoan hao. Biém mau
chot duge dwa ra & day la: “bat ké ban dang chao ban loai hang héa nao,
hdy lam cho né tré nén that don gian va dé hiéu dé giup khach hang hiéu
rang viéc mua no sé tot hon la khong mua”.

CHIEN THUAT “CHOP THOI CO”

Nam 1952, du séng & Florence, South Carolina nhung t6i lai lam viéc &
Wilmington, North Carolina. Mot budi t6i mudn ngay thi¢ Bay, khi t6i dang
lai xe “nhu bay” trén duong tré vé Florence, mot canh sat tuan tra khu vure
dwong cao tdc da chan xe t6i lai va chia ra mot to gidy phat. Vi ching t6i
cung quen mot ngwoi ban nén anh ay cho phép t6i di ma khong phai nop
tién phat ngay, v6i diéu kién toi phai dirng lai & Whiteville, North Carolina
vao thit Hai dé nop phat. T6i van con nhé rat r6 s6 tién bi phat la 30 d6 la.
Vao nam 1952 thi d6 1a mot so tién dang ké.

Sang th Hai, t0i ghé toa an dé nop phat. Khi t6i dwa so tién nop phat cho
mot nguwdi phu nit tré & quay thu ngan, mot y nghi chot dén véi tdi. Néu tan
dung co hoi dang cd, t6i sé bu lai dugc so tién minh da mat. Béi t6i dau co
mat mat gi khi lam viéc nay nén toi noi:

- T6i dang ty héi néu c6 khéng phién, toi c6 thé hoi c6 vai cau hoi khong,
thwa co?
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Co0 gai do nd nu cuoi that twoi va dap:

- Khéng phién gi dau, thwa ong!

- T6i doén la c6 van con doc than va vi c6 dang di lam nén chac la c6 cling
tiét kiém mot phan thu nhap ctia minh, ding thé khong, thwa c6?

- Tat nhién r6i!

- Gia st c0 thay mot thi gi do tuyét dep va chac chan sau nay co sé can dén
no, liéu co co tiét kiém thém 25 cent/ngay dé mua n6 khong?

- Cling co thé.

- O, vay néu trong xe 6 to cua toi cé mot thi gi dé thuc s néi bat, rat dep
va c0 khong chi can dén n6 ma sé st dung né dén hét cudc doi, liéu co co
san long danh nam phut dé xem no la thit gi khong?

- T6i rat san long.
- Phién c6 doi t6i trong giay lat.

T6i nhanh chéng quay tré ra xe 0 td6 va mang theo bo do nau bép dugc dung
lam hang mau va tr@ vao trong tru sd. T6i da lam mot bai gidi thiéu ngan
gon nhung nhiét tinh vé san pham, va toi cling dwa ra nhitng cau héi can
thiét. Sau khi nghe xong, c6 gai tré dé6 quay sang mot phu nit da cé gia dinh
va hon c6 khodng mudi tudi roi hoi: “Néu chi la toi, chi sé lam gi?”.

Trwdc khi ngueoi phu nit tra 101, toi da “chen vao” va noi:

- Xin 16i vi da ngat 10i chi, nhung cho phép t6i hoi chi mét cau: Hon ai hét,
chi la ngwdi hiéu ro nhitng khoan chi tiéu trong gia dinh béi chi da két hon.
Nhung néu trude khi lap gia dinh, chi c6 co hdi mua mdt bé xoong noi
tuyét dep giong nhu c6 gai nay dang c6, liéu chi c6 mua n6 khong?
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Khong hé chan cht, nguwdi phu nit kia n6i ngay:
- T6i sé mua ngay.
Toi quay sang co6 gai tré va noi:

- b6 khong phai la nhitng gi ¢6 mong mudn sao, thwa c6? Co gai tré mim
CU0i va noi:

- T6i sé ky don ddt hang ngay bay gio.
CHIEN THUAT “BAN PONG HANH”
Khi viét xong don dat hang, toi quay lai héi nguwdi phu nit da cé gia dinh:

- Muoi nam treeéc day chi khong c6 co hoi mua mot bd xoong noi dep thé
nay, ciing khong c6 nghia chi sé tir choi viéc s& hitu bd xoong noi nay vée
sau, cO phai vay khong thwa chi?

- Tat nhién la t6i khong tir choi.
- T6i nghi chi cling thich mot bo xoong noi thé nay?
- Anh néi rat diang!

Toi da thyc hién thanh cong thwong vu thit hai bai: (a) Téi nhan dién mot
co hoi nita dang dén véi minh va, (b) T6i dd mdi ho mua hang.

Toi tin rang rat nhiéu thwong vu bi bé 16 khong phai vi nhitng cach tiép can
“ngheo nan” ma vi nguoi ban hang da khong van dung ky thuat ban hang
nao.Hay biét cach yéu cau khach hang mua hang.

Thong qua cau chuyén nay, tdi mudn néi rang néu ban thiét tha vdi cong
viéc ban hang, hay tan dung tirng co hoi ban hang tredc mat ban.
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CHIEN THUAT “NHUNG NGUOI LICH THIEP”

Cong viéc kinh doanh cang mang tinh canh tranh, ban cang can phai phat
trién va van dung kha nang sang tao cia minh. N6i mot cach ngan gon, vdi
tw cach la nguoi ban hang, ban can y thitc dwgc nhu cau cia khach hang va
van dung chién thuat tot nhat c6 thé dé dap ng dwgc nhu cau dé. Co lan
ching t6i dirng lai & tiém ca phé Tiller va tram xang & mot thi trdn nho cta
Chillicothe, bang Texas. Mdc du tram xang d6 chi ban xang nhu thong
thuong, nhung ching téi van nhan duge maét sy phuc vu thia vi nhé khac.
Khi tdi va vg ghé vao, ngwdi ban hang héi xin so gidy phép dang ky xe 0 td
cda toi. Vi khong nhé chinh xac nén t6i phai ra xe 1y gidy lvu hanh va doc
s0 cho c6 dy. Co6 ay viét so gidy phép dang ky do6 1én mot to gidy ghi chu
mau trang va dan né vao mat sau thé tin dung cuta t6i. Khi lam viéc do, co
ay giai thich rang lam nhw vay sé gitp to6i nhd so6 gidy phép dang ky xe cta
minh dé dang hon.D6 qua that 1a mot viéc lam hét sirc tha vi!Sau do, co ay
lay ra mot tam bia citng cung véi mot to gidy trén do, réi gidi thich vai toi
rang c6 dy muon liét ké s6 gidy phép dang ky xe 0 t0 cua tdt ca cac khach
hang dia phuwong. Nho thé, khi ho dén mua xang, dac biét la vao nhitng
ngay thoi tiét xau, ho sé khong phai quay trd ra xe dé lay gidy dang ky 0 to
nira.

Viéc lam trén day khong phai 1a mot diéu gi d6 qua to tat, nhung né la mot
trong nhitng “diéu nho nhat” gitip khach hang quay trd lai tram xang do6 hét
lan nay dén lan khac. D6 chinh la cach xay dung sy nghiép ban hang va
cling chinh la bi quyét riéng ctia nhitng ngwdi ban hang t6t bung, chu dao va
day tham vong.

CHIEN THUAT “CO-CA VA THUOC LA”

Mot trong nhitng cach két thiic thwong vu sang tao nhat ma t6i tirng dugc
ching kién la do Hal Krause, ngwdi sang 1ap American Salesmaster va sau
nay la Crestcom, thwc hién. Khi con dang hoc dai hoc, anh dy da st dung
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cach do6 dé ban xoong noi, do s, do pha 1é va b dao dia cho nhitng c6 gai
con doc than. Sau khi hoan tat cac hoat dong gidi thiéu, anh luén mim cuwdi
vGi khach hang va néi:

Cau chuyén ma t6i sap ké ra day khong hé c6 ntra 10i 1a doi tra. Toi la nguoi
dan 6ng duy nhét chia sé cau chuyén nay vdi cac ban. Chinh ban, ch&

khong ai khac, sé nhan thdy rang tat ca nhitng diéu t6i dang néi déu la sy
that.

Néu cac ban khéng mua nhitng b do sit cta toi, cac ban sé chi tiéu tat ca
tién bac vao s6-c6-la, c6-ca, thudc 14, nhitng bd quan do diéu dang va nhitng

buoi xem trién 1am tranh...

Va sau do, khi nhin lai, cdc ban thdy d6 uéng cé ga hay thuoc 14 da hét
“nhan” ca, ngan hang ciing théng bao ban da can tién. T6i té hon, ban nhan
thdy minh khong thé nau nwéng bang nhitng chiéc chdo sat méng manh.

C6 thé ai d6 s& noi rang: “O, t6i c6 thé lam dugc gi ngoai viéc mua mot
chiéc chao khac ttr cho anh?”.

Va bon ho da lam vay.

Va t0i ¢ tin vui cho cac co day.

Cac co cling c6 co hoi nhu ho!

Hay cam bt 1én va dién vao don dat hang nay!

Do6i vai cong viéc ban hang, su két hgp gitta 6c sang tao, tinh hai huwéc va
thai do lam viéc cham chi sé mang lai nhitng két qua v6 cung tuyét voi.

Ira Hayes, khi con lam viéc cho Tap doan N.C.R. (National Cash Register),
da tirng thye hién nhitng bai dién thuyét trén khap nwdc My. Tat nhién, rat
nhiéu doi tha cling c6 mat trong cac budi dién thuyét cta 6ng. Diéu nay
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khong hé anh hwdng dén Ira hay N.C.R. bdi ho tin rang khi da 1a mot nguoi
ban hang chuyén nghiép, ban sé khong bao gi¢ tir bd mot miéng banh thi
phan nao. Trdi lai, kich c¢& cta miéng banh sé ngay cang tang lén, va ban
(trong treong hgp nay la Ira va N.C.R.) ngay cang chiém dwgc nhiéu thi
phan hon.

Ira néi rang doi khi 6ng cling gap rac r6i trong viéc van dung cac chiéu thic
ban hang, nhung 6ng khong hé lo ngai vé viéc doi thu sé biét dén cac y
twédng cia minh. Va Ira - ngwoi luén dugc biét dén nhw la “Dai sit Nhiét
huyét ctia M§” - tin vao viéc t do stz dung y twéng. Ong c6 hang trim tdm
anh cd nhé cua chinh minh va khi gwri thw hay dwa danh thiép cho ai do, 6ng
luén dinh kém maot tdm anh nhuw thé vao danh thiép hay thw tir. Biéu nay rat
c6 hiéu qua: moi ngudi luén nhan ra 6ng du & bat ¢t noi dau.

Co ¢, tam danh thiép sang tao nhat ma to6i ttrng nhin thay la cua Gerhard
Gschwandtner, ngwdi xuat ban cudn sach Personal Selling Power (Stc
manh Ban hang Ca nhan). Duwé6i day la danh thiép ctia 6ng cung véi nhitng
diéu ong thuwong néi vé tdm danh thiép ctia minh:

Gerhard Gschwandtner Nhiing s6 dién thoai quan trong
Nha xuét ban Viadimir Putin {011} 95-2959051
George W. Bush {202) 455-1414
5“{: MANH EJ‘E&N HANG Cﬂ:-"-. NHJE'.N Jacques Chirac (011) 33-1/2615100
Cam nang ban hang thanh céng Gerhard Gschwandtner  (540) 752-7000
Pope John Paul || 0711) 38-6/5982
Gerhard Schroeder 011} 48-228/561
Hop thu 5467 Eién thoai: Elizabeth 1| (01 1)44-1/23304832
Fredericksburg, VA 22403 (Xemmdt saul| | Personal Selling Power (540) 752-7000

Vi sao toi lai in tén nhitng nha lanh dao no6i tiéng trén tdm danh thiép cua toi
u? Co ba ly do:

Trudc hét, day la mot cach rat tha vi dé mé dau mot cau chuyén.
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Thit hai, d6 1a mét 10i nhac nhé rang nhitng moi quan hé ban hang tot dep
sé giup ban vuon Ién vi tri dan dau.

Thit ba , mo6i nha lanh dao trén tdm danh thiép nay dai dién cho mét tinh
cach cé thé giup ban dat dugc thanh cong. Hay nhin vao nhitng tén tudi dé
dé thady ho c6 mai lién hé nhv thé nao véi viéc ban hang thanh cong:

Mot nguwdi ban hang hang dau can phdi citng ran nhw tong thong Nga, cé
kha nang thuyét phuc nhw tong théng MY, c6 tai ngoai giao nhu tong thong
Phép, trung thyc nhw Gido hoang, c6 tai t6 chitc nhu thua twéng Pirc, va ty
tin nhw nit hoang Anh.

NHUNG KHACH HANG KHONG BAO GIO THAY POI SUY NGHI
CUA MINH

Chuyén gia hudn luyén ban hang Howard Bonnell, cyu giam doc quan ly
dao tao ctia dy an Bach khoa Toan thw Thé gidi, hién dang la chuyén gia tw
van va dao tao ban hang cho rat nhiéu cong ty khac nhau da chia sé véi toi y
twdng nay. Mot hom, khi Howard dang thyc hién phan cudi bai thuyét trinh
cho mot dai dién ban hang ctia World Book, vi khach hang do noi:

- Thwa 6ng Bonnel, t6i mudn no6i véi 6ng mot vai diéu. That sy 1a t6i cling
muoén mua b sach nay, ching t6i can ching va con cai toi chac chan sé hoc
dwgc nhiéu diéu hitu ich tir nhitng quyén sach d6. Tuy nhién, mwdi lam nam
tredc, khi vo chong t6i méi két hon, téi da tuyén bo mot diéu “chac nich”
rang toi sé khong bao gid mua chiu bat cit thit gi ngoai trir ng6i nha cua
chung t6i. T6i da git 10i trong sudt muwdi lam nam qua.

Chac tat ca chung ta cling da tirng gap nhitng nguwoi khach hang nhu vay,
nhitng nguwoi ludn thanh todn moi thit bang tién mat. Ngay ca trong truong
hgp chi phai vay ng 50 cent dé duwgc di vong quanh thé gidi, ho van quyét
dinh ng6i nha. Trong tredng hop nay, nguoi khach hang dé khong dén mic
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“nhan tdi” nhung long tw hao cua 6ng ta dwong nhu da bi lung lay. Howard
Bonnell khong hé cé y dinh khién khach hang do6 thay d6i suy nghi béi 6ng
biét do la diéu khong thé. Cang c6 gang, Howard sé cang that bai béi day la
mot nguwoi kha bao tha.

CHIEN THUAT LOAI BO “SUY NGHI CUNG NHAC”

Nhitng gi Howard phai lam la khién vi khach hang d6 tir bo suy nghi citng
nhac cia minh va dwa ra mot quyét dinh méi. Anh nhin vi khach hang va

noi:

- Thwa 6ng, cho phép t6i hoi 6ng mot cau. Néu toi c6 thé dwa ra cach gitp
ong c6 duwoc bo sach cua World Book ngay bay gio ma khong phai tra tién
mat, liéu 6ng c6 quan tam khong?

Nguoi dan 6ng dé héi:

- Anh c® néi thr xem?

- Diéu nay v6 cung don gian thua 6ng!

R6i Howard quay vé phia vg ctia ngwdi khach hang va noi:

- Thwa ba, theo nhw t6i hiéu, ba khong hé hita hen mot diéu gi nhw chéng
ba, phai khong thwa ba?

- Khoéng, t6i khong hita diéu gi ca.
Sau do, Howard lai quay sang hoi nguwoi chong:

- Thwa 6ng, liéu c6 6n khong néu téi dé cap vdi vo 6ng vé van dé ma ong
dang lo lang?

- Anh c6 thé thao luan bat c diéu gi vdi vg toi.
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Sv that la vi khach hang d6 da rat vui mirng vi duwgc gidi téa khoi suy nghi
ctrng nhac ctia minh. Diéu quan trong la Howard gitip 6ng ta khong bi mat
mat. Nguwoi dan 6ng dé nhan ra minh can mua cu6n bach khoa toan thw do
nhung néu Howard khong da “khon ngoan” dé giir thé dién cho 6ng ay va
khién 6ng cam thdy thodi mai khi dwa ra quyét dinh mua hang, chac chan
ong sé khong mua ching. Hau hét cac quy trinh ban hang chi don gian la
tim ra cach dé khach hang mua san pham cua ban.

Howard da khén khéo nhéan ra tré ngai cua khach hang la van dé vé cam
tinh va sy bat hgp ly. B€é thuc hién dugc thwong vu mua ban nay, Howard
da phai tdc dong dén nhitng cam xuc ctia ong dy. Vé mat 16gic, viéc ong
khach nay hay vo cta 6ng ky hop dong cling khong cé gi khac biét. Vé mat
cam xuc, ong khach hang nay da mua hang v6i tam trang thoai mai, béi vg
ong mai la nguwdi ky hop dong. Hay lwu y rang nguwdi dan 6ng nay mua
hang vi 1gi ich cta 1l tré va vo ong mdi la nguoi thuc hién viéc nay chi
khong phdi ban than 6ng.

Co6 rat nhiéu chién thudt lién quan dén viéc van dung kha nang sang tao.
Hay chitng minh cho khach hang thdy dwgc 1gi ich vé mat cam tinh va ly
tinh sdn pham va tim cach khién ho phai dwa ra quyét dinh. T6i mudn nhéan
manh mot diéu, hiém c6 mot cudc dién thoai hay cudc gap g khach hang
nao c6 thé dién ra suén sé hay chuan xac nhw da dy tinh tir trwde. Tuy
nhién, néu ban dwgc hwéng dan trede va cé chuan bi vé nguon thong tin,
kién thitc thi kha nang sang tao cta ban sé phat huy t6i da. Ban sé thyc hién
dwgc nhiéu thwong vu hon, sy nghiép ban hang ctia ban sé phat trién nhanh
chong va thanh cong ryc rd hon.

VAN DUNG KHA NANG SANG TAO TRONG VIEC SU DUNG THOI
GIAN

Mot trong nhitng chuyén gia ban hang c6 dau 6c sang tao, tan tuy va biét
cach st dung thoi gian hiéu qua nhat ma t6i tirng biét la Hal Krause. Khi
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thanh 1ap American Salesmasters, Hal c6 hai muc tiéu chinh. Muc tiéu dau
tién cua Hal la bién cong ty tr@ thanh t6 chitc dao tao ban hang t6t nhat va
c6 quy mo 16n nhat trén toan thé gidi. Hal khong nhitng dat dugc muc tiéu
nay, ma American Salesmasters con dugc trao tang giai thuwdng danh gia
cta President’s E. Award, mdt gidi thwong danh cho mot s6 cong ty xuat
khau hang dau.

Bén canh dd, t6i cling muon nhan manh thém nhitng gi to6i da ndi trong
chwong 12 vé cong viéc ban hang va cac doanh nghiép hoat dong tw do. Khi
con hoc dai hoc, Hal kinh doanh cac vat dung gia dinh nhv giwong, t danh
cho nhitng c6 géi doc than va gom gop dugc mot so tién dang ké. Anh st
dung s6 von nay dé tao dung mot sw nghiép kinh doanh thanh céng dva trén
mot sO nguyén tac va chinh nhitng nguyén tac nay da lam nén nwéc My vi
dai ngay nay. Anh thyc sy la mot hién than cho khat vong cua nguoi My.

Muc tiéu thit hai ctia Hal 1a ban cong ty do minh thanh lap va vé “nghi huu”
tredc nam bon muoi tudi. Anh da hoan tat muc tiéu nay vao ba tuan trwdc
ngay sinh nhat lan th b6n mwoi cta minh. Sau d6, Hal lam viéc trong vai
tro 1a thanh vién Uy ban Quéc gia Cong hoa cho dang Cong hoa &
Colorado, phu trach cac van dé veé lgi ich kinh doanh, va thyc hién cac bai
thuyét trinh vé tai chinh vong quanh thé gigi. Nho sw cham chi, 6c sang tao,
quan ly thoi gian hiéu qud, Hal da gat hai dugce nhiéu thanh cong ryc ro.

CHIEN THUAT “TAN DUNG THOI GIAN”

Khi con lam cha tich cia American Salesmasters, trong mot lan qua canh
mdy bay & mdt thanh pho 16n, Hal tranh tha ghé tham lanh dao cia mét
cong ty bao hiém 16n cé tru sé dat & gan san bay do. Anh trao cho nhan
vién lé tan tdm danh thiép cua minh va néi:

- T6i dang chd qua canh va t6i khong c6 hen tride, nhwng néu c6 thé, cho
phép toi dugc gdp ong chu tich.
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Cong ty nay co lap dat hé thong dam thoai noi bg, nén sau khi nghe Hal néi,
c6 nhan vién 1é tan goi dién cho vi chu tich va néi rang c6 6ng Hal Krause
ctia American Salesmasters muon gap. Vi quén rang nhitng gi minh néi co
thé bi nghe thay nén vi cha tich dé tirc gian n6i vao mdy rang: “Hay noi voi
ga do la toi dang ban va toi chi lam viéc voi nhitng ai c6 hen treéc”.

Ca Hal va ngudi nhan vién 1é tan déu nghe thay cau tra 16i d6 va co ay rat
boi réi. Hal chi mim cuwdi va dé nghi ¢6 nhan nit dé anh c6 thé tra 10i tryc

ti€p vi cha tich cta co6. Hal noi:

- Thwa 6ng, tén t6i la Hal Krause. Liéu t6i c6 thé hoi 6ng mot cau khong,
thwa ong?

Vi chu tich tra 10i:
- Pugc, anh cr héi.

- Trong chuwong trinh dao tao cua cong ty, lieu ong c6 dao tao cho nhan vién
ban hang ctia minh rang: khi ho cé dwgc mot gio ranh gitta cac cudc hen,
hdy tan dung khoang thdi gian dé bang cach thuc hién nhitng thwong vu dot

xuat?
Sau mot lac im lang, vi chu tich d6 noi:

- Anh Krause, vi anh da dwa ra ding cau hoi, nén t6i muon néi chuyén véi
anh. Moi anh vao van phong toi.

Hal da tan dung thoi gian mot cach c6 hiéu qua. Anh da tao dung nén tang
co ban trong cudc gap mat dau tién nay, va mot cudc gap go tiép theo sé
dem lai cho anh m6t don dat hang dang ké.

CHIEN THUAT “DAT CAU HOI”
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Mike Bhag, nguoi lam viéc v6i nha tai trg cia cac khoa hoc Dale Carnegie
& Anh, da lang nghe vi du ctia Hal Krause trén bang cassette. Duéi day la
nhitng 10i ctia Hal ma Mike da str dung dé phuc vu cho céng viéc ctia minh:

Luc dé6 1a 1gio 40 phut. Tiét troi chiéu thit Sdu hém ay that néng bic. T6i
1ai xe vao thi tran dé dén mot cude hen lic 2 gio. Con dén 20 phit nita méi

dén gid hen, t6i quyét dinh bién khoang thoi gian do thanh thoi gian c6 ich
hon. T6i nhin thdy mét khu trién 1dam xe hoi rat rong va téi buwdc vao.

To6i hoi ngudi ban hang:

- Lam phién anh, 6ng chu anh cé & trong dé khong?
- Khong, thwa ong.

Khong nan long, t6i van noi tiép:

- Anh c6 biét 6ng ay dang & dau khong?

- Ong 4y dang & toa nha phia bén kia duong, thwa dng. T6i di dén toa nha
do, néi voi nhan vién e tan:

- Lam phién anh, 6ng chua anh c6 & day khong?

- C6, thwa 6ng! Ong dy dang & trong van phong ngay tredc mét 6ng.

Ong chu d6 dang hop vé6i gidm déc ban hang va nghe dwoc cudc trao doi
cda t6i véi nguai 1é tan. Khi toi vira budc vao, 6ng dy quan sat toi that ky.
Sau khi tir gidi thiéu, t6i di thang vao van dé:

- La giam doc diéu hanh céng ty nay, c6 1é 6ng luon tim cach tang doanh sé

ban hang, phai khong thwa 6ng? To6i khong con co hdi dé néi tiép diéu gi
b&i 6ng ay lap tirc ngat 10i toi:
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- Chang trai tré, cau khong nhin thay t6i dang rat ban sao? Gio dang la
chiéu thit Sau, dang la gio an trwa! Toi rat to mo xem diéu gi khién anh lam

phién t6i vao dung lic nay?

T6i t tin noi:

- Ong c6 thye sy mudn biét khong, thiwra 6ng?

- T6i dang rat to mo day.

- T6i vira méi tir Reading dén day. Toi c6 mot cude hen lic 2 gio chiéu va
t0i dén sém 20 pht. T6i nghi minh nén bién khodng thoi gian chét d6 thanh
thoi gian c6 ich bang mot thuwong vu dot xuat.

Sau d6 t0i ha thap giong va hoi mot cach cham rai:

- D6 ¢6 phai la nhitng gi 6ng van thuwong yéu cau cac nhan vién ban hang
cua minh nén lam khong, thuwra ong?

Ong ay khong biét néi gi hon, nhin gidm ddc ban hang cta minh trong sy

ngac nhién va mim cuwdi roi noéi véi téi mot cach nong dm:
- Ngoi di, anh ban tré.

Vao lic két thic cude néi chuyén do, 6ng dy da dang ky mot khoa hoc dao
tao ban hang va chién thuat quan ly cho céng ty ctia ong ay.
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Chuong 21: SU DUNG BUC TRANH
NGON TU TRONG BAN HANG

Hau hét, chit khong phai la tat ca, nhitng nguwdi ban hang c6 tham vong
thanh céng 16n déu mong mudn kiém tim nhitng ti, nhitng cum tir dat gia
dé lam cho bai gidi thiéu ctia ho thuyét phuc hon.

Tuy nhién, hdy biét rang ban khong thé thay d6i hinh anh ban than hay xay
dung su nghiép ban hang thanh cong chi bang cach dat khach hang vao tinh
thé bi qua tai tredc v6 sb bai gidi thiéu san pham hay budc nhitng ngwoi
khong phdi la khach hang tiém nang mua tht ho khong muon, khéng can
dén va cling khéng c6 du tién chi trd. Khi hiéu dwgc van dé co ban nay, ban
sé dé dang “tha thi*” cho ban than hon khi dé tuot mat mot co hoi ban hang
ma ban nghi la da c6 thé thanh cong. Diéu do sé gitp tam tri ban tap trung
tot hon cho cudc gap g& khach hang tiép theo.

NHUNG TU NGU CO SUC THUYET PHUC MANH ME NHAT

Chung ta cung xem xét nhitng cau tr ma nhitng ngwoi ban hang chan chinh,
kinh doanh cac san pham hgp phap vdi mitc gia phai chang da st dung dé
thuyét phuc khach hang cua minh. Mot nguwdi ban cia t6i, Thom Norman
dén tir Scottsdale, Arizona la mot trong nhitng nguwdi dao tao ban hang xuat
sac nhat nwéc My. S@ treong ctia Thom la ban hang qua dién thoai, nhung
anh ciing tim hiéu va nghién cttu rat nhiéu vé cac cach thitc ban hang khac.
Vi anh, thuong vu thanh cong hay khong tuy thudce rat nhiéu vao cach dién
dat cua ban va sy dién dat d6 khong thé thiéu vang nhitng tir ngit quan
trong.

Twr dau tién chinh la tén cta khach hang. Pay chinh la am thanh ém ai, dé
nghe, va thich dwgc nghe nhat cia tat ca moi ngwoi. Hay thwong xuyén lap

https://thuviensach.vn



lai tén ctia ho trong cudc noéi chuyén vi dé cling chinh la sgi day lién két
gitta ban v6i cam xtc cia khach hang. Sau day 1a mét sé tir nglt quan trong
khac:

- Thau hiéu - Cam doan - Dé dang - M&i mé - An toan - Ty hao - Lgi nhuan
- Xirng dang

- Két qua - Long tin - Kham pha - Vui vé - Sttc khée - Tiét kiém - Yéu thich
- Bung dan

- Sy that - Tién bac - Thoai mai - Can thiét - Hanh phuc - Gia tri

- Ba dugc chitng minh va cac gido su cua treong Dai hoc Yale da bo sung
them nam tw nita vao danh sach nay, do la:

- Ong/ba/cd/anh
- An toan - Lgi thé - Tich cuc - Loi ich

Thom cling dwa ra danh muc cac tir ngit gay bat 1gi cho ngwoi ban hang, do
la:

- Théa thuan - T6i té - Chi phi - Pugc ban - Hgp dong - Quyét dinh - Co
gang

- Ban hang - Gia ca - Citng nhac - Chi tra - Ky két - Bau khé - Mua hang

- That bai - Kho khan - Nghia vu - Sy xtic pham - Lo lang - Cai chét

- C6 nguy co - Trach nhiém - Sy ton that

RO rang la c6 nhitng tir néu thém vao sé gitp “xoa diu” cam xuc cta khach

hang va ciling cé nhitng tir cang khién ho tho o, tham chi tiv choi ban. Ciing
nhv Billie Engman, t6i thuc s khong thich tirrao hang (pitch), va da phan
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moi ngudi thich tr td6 &m (home) hon ngo6i nha (house), mot chiéc 0 to t6t (a
fine automobile) hon mot cai xe dep (a nice car). Khach hang sé dé dang
chdp nhan su thoa thuan (agreement) hon la ky mot hgp dong (contract), va
chac chan nhiéu ngudi sé thich chir dau tw (invest) hon la mua hang (buy).
Ho cling sé thich ky quy (deposit) hang thang thay vi thanh toan (payment)
hang thang.

Nhitng tir va cum tr tao nén cac bic tranh sinh déng co6 thé gitp ich rat
nhiéu cho ban va cong ty ctia ban. Vi du nhw ¢ North Carolina, nhitng canh
sat tuan tra & dwong cao toc da st dung nhitng tiv ngi* hét sttc tich cyc va
giau sirc twdng twgng dé viét trén cac bién giao thong cta bang, “North
Carolina st dung ra-da dé bao vé ban khdi nhirng tay lai qua toc do.” Thong
diép rat ro rang, phai khong cac ban?

Mot trong nhitng 1y do vi sao téi khuyén khich cac ban ghi am lai bai giGi
thiéu san pham cta minh (xem chwong 5) la dé gitip cac ban nhan ra nhitng
mat tich cyc va tiéu cuc ctia cac tr, cum tir ban da st dung. Ban biét
dday,mot trong nhitng thit, ban biét day, khién khach hang bi thuyét phuc,
ban biét day, chinh la viéc st dung cum tir “ban biét ddy”. Diéu nay rat kho
twéng twong, ban biét ddy, nhuwng mot vai ngudi, ban biét day, st dung cum
t* “ban biét day” nhiéu nhuw t6i da st dung trong hai ciu vira r6i. Bang tiéc
la diéu nay chi cang khién cho khach hang bi xao lang ma théi.

Mot cum tiw khac cling gdy ra tac hai twong tw la “Anh c6 hiéu y t6i
khong?” hay “Anh hiéu y cta t6i ch?”. Néu st dung cum tir nay qua nhiéu,
khach hang bat dau dém sé lan ban lap lai va nhu thé sitc thuyét phuc cta
ban chac chan sé bi anh hwéng dang ké. Trong tat ca cac tir gy ra nhitng
tac dong tiéu cuc, co6 1é ching ta nén tuyét doi tranh cac tw tho tuc, thiéu té
nhi va cé tinh chat xic pham. Mét trong nhitng cach pha hay thwong vu
nhanh nhat chinh 1a 16i cw x¥ khong ding muc.

HIEU QUA CUA SU LAP LAI
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Xuyén su6t cuén sach nay, toi lién tuc vé ra nhitng birc tranh bang 16i néi
trong tam tri ban (bic tranh vé viéc t6i mua xe md@i, mua nha mdi, cau
chuyén vé anh chang danh giay hay chuyén hai trinh t6i chau My cuaa
Columbus...). M6t 1y do khac khién t6i khuyén khich ban nén doc cuén sach
nay nhiéu lanla dé tam tri ban ludn duwgc tiép xtc vdi nhitng biéc tranh bang
10i ndi cna t6i cho dén khi viéc stt dung chiing tré thanh ban chét cua ban.

Trong cong viéc ban hang, néu muon trd thanh mdt chuyén gia ban hang
thwe su thi ban phdi hiéu dugc hai diéu. Diéu thit nhat, hay nhd la tri ndo
cta ban tw duy bang hinh anh. Vi du néu t6i néi “6 t6”, ban sé khong nghi
t6i nhitng ky tw cu thé ma trong suy nghi ctia ban sé xuat hién hinh anh cua
mot chi€c 6 to va c6 thé dé 1a mot chiéc 6 to rat dep. Néu t6i noi “co gai”,
ban sé khong nghi tGi tir “co gai” ma ban sé twdng twgng hinh dnh cia mot
c6 gai rat xinh dep. Néu to6i néi “ngbi nha”, ban cling sé khong nghi tdi tw
“ng6i nha” ma nghi ngay dén mdt ngdi nha thuc sy.

biéu thit hai, néu ban muon ban dwgc ngay cang nhiéu san pham, dich vu
hay y twong hon nita, ban phéi hoc cach dwa chinh nhitng khach hang trong
hién thic vao bic tranh ma ban dang vé. Ban phai dat khach hang vao trong
chiéc xe va khién 06ng ta cdm nhan duwgc sy sang trong, thodi mai hay kha
ndng tiét kiém nhién liéu cia né. Bitc tranh hinh dnh dé ciing phai thé hién
s hai long, vui thich ctia ong ta khi cung gia dinh nwéng thit trong mot
bu6i t6i mua xuan hodac mua ha dep troi, hay mot t6i mua thu mat mé ngay
trong khoanh san ctia ng6i nha ma ban dang dan 6ng ta di xem. Bitc tranh
d6 phai (a) that riee 16 va (b) @ thi hién tai.

CHIEN THUAT SU DUNG “NHUNG BUC TRANH NGON TU”

Tap chi New York Times titng dang mot cau chuyén vé nhitng cdm nhan
ctia mot ba ndi trg & New Jersey vé ngoi nha cta ba ay. Sy kién nay két hop
vdOi kha nang nhay bén tuyét voi vé quang cdo, chi trong mot ngay ba da
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ban dwgc ngdi nha ma nam chuyén gia méi gidi nha dat khong thé ban noi
trong sudt ba thang. Cau chuyén nhuv sau:

Ong ba Lowe quyét dinh ban ngdi nha c6 hai phong ngi ctia minh dé mua
mot ngdi nha 16n hon bdi n6 bat dau tré nén qua chat chdi doi véi gia dinh
ngay cang dong duc cua ho. Nhu thuong 1€, nhitng ngudi moi gigi cho dang
mot vai quang cado “chuan muc” kiéu “Nha sdu phong dm cung kiéu trang
trai c6 10 swdi, ga-ra, phong tam lat gach, may nwéc néng, gan khu hoc xa
Rutgers, san van dong, san gon va trwong tiéu hoc”. Tat ca nhitng théng tin
déu chinh xac nhwng hau hét moi ngwoi khong bi thu hit béi cac tin nhw
thé, cho du do6 la cac tién ich cta san pham - trir phi ho thdy céc lgi ich do
lién quan tryc tiép dén ban than ho.

Sau ba thang do, ba Lowe tiw minh chao ban ngo6i nha. Ba nong long tim
dwgc nguwdi mua va tin twéng rang ba cé thé ban ngdi nha ctia minh. Duéi
day chinh la doan quang cao cua ba:

Chung t6i sé rat nhd ngdi nha ctia minh

Chung t6i da séng rat hanh phiic trong ng6i nha ctia minh, nhwng qua thyc
hai phong nga khong thé nao du cho ca gia dinh, vi vay, chiing t6i phai
chuyén di. Néu ban thich mot khong khi &m dp xung quanh 10 swédi, ngam
nhin nhitng hang cay qua khung ctta s6 rong trong mot ngay mua thu, tranh
Xa si On ao cdia pho phuwong, hay néu ban thich mot manh san ram mat vao
mua hé, hay bau trdi hoang hon rdo nét vao mét budi chiéu déng, va mot
khong gian tinh lang dén mitc c6 thé nghe 1o tiéng éch kéu vao mua xuan,
nhwng lai van c6 thé hudng thu nhitng tién ich va thudn Igi cta thanh pho
thi c6 1€ ban sé thich ngdi nha ctia ching t6i. Ching t6i hy vong la vay.
Ching t6i khong hé muén mai nha dy phai c¢6 don, trong rong khi mua
Giang sinh dang dén gan.
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Ngay ngay hom sau, c6 téi sdu ngudi goi dién thoai héi ba vé chi tiét cta

ngoi nha, va mot nguoi trong ho da mua no.

Doan quang cao hay “bai gidi thiéu ban hang” nay da vé len mot bitc tranh
that dep vé ngdi nha va néu 1én dwgc ca nhitng lgi ich ma gia dinh ba Lowe
da dugc hwong khi la chu caa né, nhung bén canh do, né con lam duwoc
nhiéu hon thé. N6 dam bao dugc rang nguwdi chu ti€p theo cua ngo6i nha
cling sé duwgc huong nhitng vé dep, sy thodi mai va nhitng 1gi ich twong tu.
N6 vé ra mot birc tranh tran ngap khong khi hanh phuc, sy man nguyén va
an toan ma nhitng nguwoi chu mai sé co dugc cung vdoi ngoi nha.

That ra ba Lowe da quang cdo cho “t6 am” cta ba, chit khéng phai cho
“ngdi nha”. Sy khac biét gitta mot “ngo6i nha” va mot “t6 am” chinh la tinh
yéu thwong. Nhitng nguwoi chii méi chac chan sé cam nhan dwgce tinh cam
ma gia dinh ba danh cho “t6 &m” ctia minh. Ho khéng mu6n mua mot ngoi
nha chi dé roi tri ngu trong d6. Ho mudn dau tw dé c6 mot cude song thure
si, mot t6 am gia dinh. Vang, qua that moi mot tir ngir déu co6 thé tao nhitng
hiéu qua that khac biét, phai khong cac ban?

Nhitng btrc tranh bang 10i dé6 da vé nén tat ca vé dep, su sang trong, tinh
yéu, st man nguyén, cam giac dugc tan hwdng, thanh cong va ca nhitng dac
diém ma ba Lowe da c6 gang truyén dat. RO rang, da phan moi bitc tranh
déu cé su két hop gitta dac diém va lgi ich, nhung tit cd déu phdi c6é hinh
anh ctia khach hang trong d6. Tat ca nhitng sdn pham hay dich vu khac
cling vay, thwong vu sé thanh cong nhd nhitng bitc tranh dwgc miéu ta bang
101, nhat 1a nhitng birc tranh dwgc vé & thi hién tai.

Mot trong nhitng nguwdi st dung chién thuat nay hiéu qua nhat chinh la Fred
Herman. D€ minh hoa cho cach st dung nhitng hinh anh bang 10i, Fred da
ké cau chuyén dudi day trong mot buoi dién thuyét ciia minh:

Fred (ndi vGi khan gid):
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- Trén thuc t€, moi nguwdi khong mua san pham hay dich vu ma ho mua
nhitng bitc tranh miéu td canh ho dang st dung san pham hay dich vu do
trong tam trang man nguyén va hai long. Toi sé cho cac ban mot vi du. T6i
can mot ai d6 co6 con trai khodng nam hay sau tudi 1én day gitp toi!

Fred no6i véi mot nguoi tham dy da gio tay 1én:

- Cau con trai 16n nha anh bao nhiéu tu6i r6i?

Nguwoi tham dy tra 10i:

- Muoi hai.

- Vay moi anh len day! Tén chau la gi?

- Micheal.

- Vay con tén cua anh?

- Bob.

- Bob, t6i rat cam on vi anh da lén day giup t6i. Chung ta sé khong néi vé
bao hiém hay dau tu gi cd ma sé néi vé viéc lam thé nao dé Micheal c6 thé
di hoc dai hoc.

Trong cau chuyén, Fred gidi thich rang nhitng dai ly bdo hiém sé phai mo ta
chwong trinh bao hiém cua anh ta va néu lén cac ich lgi ma khach hang sé
dwgc hwong. Roi 6ng néi vdi khan gia:

- Hai ching t6i vita mé&i néi dén mot chwong trinh bao hiém va cling da ban
dén giai phap thyc hién. Chuwong trinh bdo hiém dé sé dem dén cho nguoi
mua bdo hiém mot khodan tién nhat dinh vao mot thoi diém trong twong lai,
nhung toi sé nai la:
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- Bob, vi chiing ta dd lam viéc v&i nhau mot thoi gian nén toi hiéu rang
mong muon cua anh chinh la sau nay Michael c6 dugc mot cudc séng hanh
phic va day du, phai khéng?

Bob sé noi:
- Pung vay!

- Néu vay thi chwong trinh bao hiém ctia to6i sé dap *ng mong muon ay cla
anh, bat ké c6 chuyén gi xdy ra di nita. Cu thé, khoang tam hodc chin nam
nita, Michael sé tot nghiép dai hoc. Tat nhién anh va vg anh sé dén du 1é tot
nghiép cua con. Anh budc vao sanh dvong, di gitta nhitng am thanh nao
nhiét ron ra, trong anh dang lén mot cam giac that sung swéng. Roi tat ca
dot nhién im bat khi tiéng néi cta vi gido sw diéu hanh buoi 1é vang lén.
Anh cling nghe thay cé tiéng ao chung sot soat va ca tiéng nhitng qua tua
nho co vao chiéc mi ct¥ nhan. Anh thdy vg minh dang cwdi that twoi, xen
lan nhitng giot nwdc mat vui swéng. Hai ngwdi cing nam chat tay nhau, cam
nhan niém hanh phic sau nhitng nam dai c6 gang, wéc mo va hy vong.

Ro6i anh ty hao nhin Mike bwdc 1én buc nhan tdm bang dai hoc. Cau di gitra
hai day ghé, mat hwéng tim cha me. R6i cau cwoi that twwoi. Anh cam nhan
dwgc si am ap trong tiéng vo tay cta cau, cam thdy doi tay cau quang qua
vai minh, va cau néi: “Ba a, con khong bao gio quén nhitng gi ba da lam
cho con dé con cé dugc ngay hom nay”. B6 la nhitng gi anh mong muon,
phai khong Bob?

- Pung vay.

Nhitng cau trén nghe cé vé “kich” qua khéng? Dung la ching sé chang co
tac dung gi néu ban, nhitng ngwoi ban hang, khong dat minh vao vi tri ctaa
cac bac cha me. Xin duwgc néi thém rang day cling la mot chién thuat kha
hitu hiéu béi ban da vé ra trong tam tri khach hang két qua cudi ctung cta
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thwong vu d6. N6 cling chi ra rang cac bac cha me cling nhan dwgc 1gi ich
trong hién tai bdi ho sé cdm thay an tdmphan nao khi biét rang tirong lai con
cai ho da dugc dam bao.

CHIEN THUAT DUNG DEN “SU CHUAN BJ”

Tién si Emol Fails, gido su treong Pai hoc State North Carolina da tién
hanh rét nhiéu nghién ctu véi nhiéu Phong Thuong mai. Ong thuyét phuc
ho rang ho can phai t6 chitc nhitng budi dao tao cho nhitng nguwdi ban 1é
trong khu vic nay dé gitp ho tan dung cac co héi ban hang ma nhiéu nguoi
trong s6 ho c6 thé sé bo qua.

Dé chitng minh quan diém nay, tién si Fails budc chiéc vi ctia minh vao sau
xe va kéo 1é né di khap thi trdn sudt vai ngay cho dén khi n6 rach buom.
Sau do6, ong dat thé tin dung, tién va cad bang lai xe vao chiéc vi dé. Tiép
theo, dng di t6i ctra hang va mua mot chiéc ca-vat. Ong 1y chiéc vi ra khoi

tdi va c6 tinh danh roi né. Tién, thé tin dung va bang lai xe roi ca ra san.

Ong thir ]am diéu ndy & nam cita hang khac nhau tai mot thi trdn nhé. Nhan
vién ban hang gitp ong nhat nhanh moi thit. Poi khi, ho t6 vé coi thuong
chiéc vi rach ta toi d6 nhung khong c6 ai ggi y véi 0ng rang ngoai ca vat,

ong ban toi cling can phéi sam thém mot chiéc vi méi nita.

Bitc tranh ma tién si Fails da vé hién ra rat r6. Nhitng khoa hoc ban hang
thuc sy can thiét. Nho bitc tranh do, cac chuyén vién Phong thwong mai
nhan thay lgi ich cia khéa dao tao ban hang véi nhitng nguwdi budn ban va
vOi cd Phong thuong mai.

To6i thye sy tin rang bang kha nang twdng twong phong phd, ban hoan toan
c6 thé vé nhitng birc tranh nhw thé cho khach hang ctia minh. Trong trdng
hop cua tién si Fails, cong viéc chuan bi (kéo 1é céi vi sau xe minh va ghé
tham nam ctra hang) nham dé thuyét phuc cac chuyén vién cia Phong
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throng mai con nhiéu gap mudoi lan sy chuan bi cho mot cudc gap g khach
hang thong thuwong. Biéu nay cang cting co 16i phat biéu sau ciia Abraham
Lincoln: “Néu t6i c6é chin gio dong ho dé chat mot cai cay, toi sé dung sau
gig dé mai chiéc riu cia minh cho that sac”. Viéc ban hang khong hé de
dang chut nao, nhung mot sy chuan bi chu dao sé khién cho n6 tron tru hon
va nho vay, ban cling dwoc dén dap xing dang hon.

biéu nay luon ding trong moi tredng hgp va trong bat ky nganh nghé nao,
du la bac si, van dong vién hay nguoi ban hang. Mot luat su tap su phai
danh ra hang ngan gio nghién cttu, diéu tra, va chuan bi chu ddo cho mat
gio anh dy bao chita trudc toa. Chi ngwa dua Nashua néi tiéng doat giai
thwdng tri gia hon mot triéu do la trong vong chwa day mot tiéng dong ho,
nhung chu ciing da phai danh hang tram gio luyén tap sao cho cé thé chay
nhanh nhat trong moi diéu kién thoi tiét va dia hinh ctia dwong dua.

C6 1é ban da hiéu, khi ban luyén tap can than va ky lwdng cho mot két thic
thanh cong cta thwong vu nhv mét cau tha béng da chuyén nghiép chuan bi
cho tran ddu hay mét van dong vién quyén Anh chuan bi cho tran dam bdc
sap tdi (do con chwra phai la tran chung két), ban sé nhan ra nhitng budc tién
dang ké trong nhitng cudc gdp gd khach hang thong thwong va ca nhitng
cudc gap dé két thuc thwong vu - diéu ma nhiéu nguwdi trong nghé ban hang
khong thé dat dugc.

CHIEN THUAT BPANH VAO “NOI LO SQ”

Fred Herman la nguwdi da st dung mot trong nhitng bic tranh bang 16i
nhanh nhét va hiéu qua nhat ma t6i titng biét. Ong tién hanh mot chuong
trinh dao tao cho cac nhan vién lam viéc tai cac tram dich vu cia mot cong
ty dau khi 1é6n. Muc tiéu 1én nhét cta Fred la hwéng dan nhitng nhan vién
phuc vu lam sao dé ban dwgc nhiéu dau hon. (Ngay do, cac tram dich vu
phai lam hét sitc dé co thé tang lwvong dau ban ra.)
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Khi nhan vién phuc vu mé nap va kiém tra dau, Fred hwéng dan anh ta di vé
phia ngudi 14i xe va néi: “Ong can phai d6 6 lit dau”. Fred goi d6 1a hanh
dong thic day dua trén noi lo sg. Cau néi dé vé nén mot birc tranh rat ro
nét, phai khong? That dé dang hinh dung noi lo sg hién 1én trong tam tri
khéach hang, béi khi nhan vién phuc vu héi: “Ong can phai d6 6 lit dau” thi
ngay lap tic chu xe nghi t6i mot van dé kha nghiém trong.

Theo dy doan ctia Fred, ngudi chii xe sé mé tung ctra va héi ngay: “Y anh
la sao, dén 6 lit dau co a?”. Khi d6, ngudi nhan vién phuc vu can phai binh
tinh tra 16i: “Dau trong xe 6ng da bi can kinh khing lam ro6i, 6ng can phai
thay toan bo trwdc khi n6 pha hiy may xe. Viéc nay chi ton khong tGi mot
phut, roi 6ng lai c6 thé 1én dudong ngay thoi”.

Cau cuodi cung lai 1a mot bite tranh khac, phai khéng ban?
PUA LOI iCH CUA SAN PHAM VAO BUC TRANH CUA BAN

Birc tranh ctia ban can phai cé hinh anh ctia khach hang dang st dung va
tan hwang 1gi ich cta san pham hay dich vu ma ban cung cap. Mo6i nam, c6
hon 5 triéu may khoan cé miii 1/4 inch dwgc ban ra, nhung that ra diéu ma
nguwoi mua mudn la mot céi 16 c6 duong kinh 1/4 inch. Mo6i nam, moi ngudi
stt dung hang ty d6 la dé mua my pham, nhung chang c6 ai muén mua mot
thoi son moi, phan mat, hay co trang diém... ma tht ho muén la mot vé
ngoai quyén rii, hdp dan hon. Ho mudn tré nén xinh dep hon. Khi dé y
nhitng mau quang cdo trén ti vi, ban sé nghe dwgc nhitng bitc tranh bang 16i
va thady mot bitc tranh thye si khac miéu ta ngwdi sit dung dang tan huwéng
nhitng 1gi ich ma san pham sé mang lai.

Hay ghi nhé nhitng birc tranh ma t6i da vé trong cuén sach nay va trong lan
doc thit hai hay tham chi la 1an doc th ba, ban cling nén ghi lai/chua thich
cac y twdng ctuia minh.
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Thit ban ban khong phai la ban than san pham- ma la lgi ich cta ching.
CHIEN THUAT “HAU MATI”

Thom Norman chon cach vé tranh bing 15i thong qua nhitng 14 thw. Ong
huwéng dan cac hoc vién viét thu hoi tham khach hang ctia minh sau khi mot
thwvong vu dwoc hoan tat (ngay t6i hom ban dwogc hang hay mudn nhat la
ngay ngay hom sau). P6 chinh la cong viéc hau madi, mot viéc thvong
khong dugc chu y t6i ngay ca trong cac chvong trinh dao tao ban hang.
biéu nay thuc sy quan trong béi sau khi thyc hién thanh cong thwong v,
ban can phai giit chan khach hang do lau dai.

Theo Thom, cac birc the d6 phai dwgc viét tay. Ban c6 thé st dung phong bi
ctia cong ty, nhung diéu quan trong la dich than ban phai dién dia chi va dan
tem trén phong bi dé, bgi viéc lam do sé mang y nghia ca nhan hon la dap
tem bang may.

No6i dung biec thu c6 thé la:

“Xin gri tdi 6ng/ba 10i cdAm on chan thanh nhat vi hom qua (hay hém nay,
tuy vao ngay ban viét thu) 6ng/ba da danh cho toi thdi gian quy bau cta
ong/ba va vi 6ng/ba da tin twéng toi. T6i sé rat vui néu duge tdi tham
ong/ba va gia dinh. T6i rat vui khi biét rang hién gio 6ng/ba dang nhan
duwgc nhitng 1gi ich do sén pham, dich vu cia ching t6i mang lai va rang
ong/ba hoan toan hai long vé ching. Toi sé con tiép tuc lién lac vGi dng/ba
trong thoi gian t6i dé xem liéu t6i c6 thé gitp gi thém cho 6ng/ba khong.
Trong thai gian do6, néu 6ng/ba can hodac mudn cé bat ¢t sy ho trg nao, xin
dirng ngan ngai lién hé véi t6i.”

Birc thw trén da veé ra rat nhiéu hinh anh va tao ra nhitng tac dong tich cuc
t6i khach hang, ddm bao vdi ho rang quyét dinh mua hang cua ho la hoan
toan dung dan, cu thé la:
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Cam on vi sy don tiép an can caa 6ng/ba.

T6i rat vui khi t6i tham 6ng/ba.

Toi rat tw hao vé 6ng/ba.

Ong/ba chic chin sé hai 1ong vi nhitng 1¢i ich do san phdm mang lai.
T6i lubn san sang phuc vu néu 6ng/ba can bat ky su ho trg nao.

Thom dang vé nén mot birc tranh ctia mot nguwoi ban hang luén quan tam,
danh gia cao thwong vu di dat dwgc voi khach hang va luén san sang giai
quyét nhitng nhu cau phat sinh cia ho. D6 1a cach dé ban dwgc nhiéu hon
nita va dé xay dung mot sy nghiép ban hang bén vitng.
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Chuong 22 NGON TU GIUP XAY DUNG
MOT SU NGHIEP BAN HANG BEN
VUNG

CHIEN THUAT “LAP DI LAP LAI”

T6i van tiép tuc néi véi cac ban rang viéc dung ngoén tir dé vé nén cac bitc
tranh miéu ta lgi ich ma khach hang sé nhan dwoc khi sit dung san pham do
ban cung cap sé dem lai rat nhiéu thuan lgi cho thwong vu ctia ban. Sau day
1a hai bitc tranh gidi thiéu hai loai san pham khac nhau, cac ban hay viét tén
san pham trudc khi nhin vao cau tra 16i bén dudi.

Btrc tranh thit nhat: Mot nhém ban tré dang choi dua, cwdi noéi, chay nhay.
Céac ban dy dang c6 mé6t khodng thoi gian that tuyét voi. Theo cac ban, ho
thudc thé hé nao?

Bttc tranh thit hai: Tredc mat ching ta cac van dong vién dang thi dau, sau
khi trdn dau vira két thic, ho ngoi lai va dung “bita sang danh cho nha vo
dich”. D¢ la loai ngii coc nao vay? :

Trong moi vi du trén, théng qua viéc st dung ngon tuw dé lap di lap lai
nhitng bitc tranh miéu ta, moi cong ty hodc san pham da xay dung dwgc tén
tudi cua minh, bdi vi ho khoi day trong ching ta niém hy vong vé nhitng
ich lgi tot dep ma ho sé nhan dwgc khi mua cac san pham dé. Sv lap di lap
lai va nhitng “bitrc tranh” dé chinh la 16i moi hét sitc manh mé kéu goi

ching ta mua mot chai Coke, Pepsi hay mot bat Wheaties.

Néu bai thuyét trinh hay minh hoa ctia ban dai mwdi lam phut hoac 1au hon,
ban can lap di lap lai nhitng cum ti dién ta 1gi ich san pham. Nhitng cum tir
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do6 sé gitup khach hang thay dugc nhitng 1gi ich ma nhitng nguwdi khong mua
san pham khong bao gio c6 dwoc. Nhitng cum tr nay phai cé tinh lién tuc,
chang han nhw “San pham khéng cé mot vét ran niit nao cad”; “No6 cé kha
nang gitr lanh tuyét voi”; “N6 gitp tiét kiém dién nang mot cach dang ké”;
“So tién tiét kiém dwgc la cia ban, chit chang phai la 1gi ich ctia cong ty”;
“Pau tu cho khoan tiét kiém ctia ban trong twong lai”.

Tt nhitng ngwoi thg stita may cho dén cac bac si tan tdm ciing déu thuong
xuyén lam cong viéc nay. Cac bac si théng thuong sé ndéi rang: “Day khong
phdi la triéu chitng cta bénh ung thuw, nhung...” Nguwoi thg may thong
thuong sé noi: “Theo t6i, xe anh khong can phai dai tu lai, nhung...”. Chinh
tt nhungdd tao cam giac lo sg trong tam tri caa khach hang.

Cau héi dat ra 1a liéu ban c6 muoén vi bac si d6 néi diéu gi khac dé ban
khong phai lo sg nhw thé, dé r6i khoi u lanh tinh d6 sé chuyén thanh ung
thw béi vi ban chang lam mot phac do diéu tri nao? Liéu ban c6 muon nguoi
thg stta may d6 khong cho ban biét rang néu ban khong thay chan phanh
s6m thi cud6i cung ban sé phai ton gdp nam lan sé tién phai bo ra dé thay no
hay khong?

Ban nghi sao vé m6t nguwoi ban hang khong hé quan tam dén khach hang
cia minh, tw van cho ho vé nhitng lwa chon khac nita nham lam tang hiéu
qua cling nhv 1gi ich da c6 tir thwong vu tredc dé. Tat ca déu khdi nguon tw
dong co ctia nguwdi ban hang. Néu 101 dé nghi d6 xuat phat tir y muon kiém
dwgc nhiéu tién hon thi ngwdi ban hang dé 1a mot “ké tht doan”. Con néu
10i dé xuat do la dé phuc vu cho chinh 1gi ich ctia khach hang thi d6 mdi la
mot nguoi ban hang chuyén nghiép.

CHIEN THUAT “THUC DON”

Mot trong nhitng trrong hop st dung ngén tir dé tao hinh anh tai tinh nhat
ma toi tirng dugc thiy la & thwe don cta khach san Hyatt. Cach ho miéu ta
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cac moén an do nha hang phuc vu thwe sy khién ban khong chi goi cac mén
an ma con chon thém nhiéu san pham khac nita. Duéi day 1a mot so vi du:

Tén cia moén an la “Mén Sa Lat Cuon Hat.Rat phu hgp véi khau vi ctia cac
hoa si California. M6én an la sy téng hoa cta cac mau sac, do la mau hong
cta dau, vang twoi cia chudi, xanh ctia dwa, vang dam da cta diva, tim caa
nho. Trén cung la 16p phu trang min cta loai nwdc x6t lam tir sita chua mat
lanh hoa quyén cung véi loai pho-mat khong béo c6 vi dua hau rat dac
trung”.

Mot mon khac co tén la “Mon Rau Bina Tron Trén ca Tuyét Voi. La rau
bina twoi trdn véi ndm enok, thit hun khoi thai lat gion tan, nhitng lat ca

chua chin mong cung vd&i loai mat ong cay nong dac biét ctia khach san”.

Hay mon “Danh cho nhitng nguai thich protein. D6 la mén Nhac tredng
Than Bo Thai Méng véi dan dong ca gom nhiéu loai rau twoi, hoa qua va
trng va khan gia la nhitng 1a xa lach cung véi sy trg gidp cua sita chua mat
lanh va pho mat khong béo”.

D6 con la moén “Boi Roi. Mot khu vieon sandwich nwéng mat ong sum sé
nhitng choi 1é tau, pho mat Thuy Si, ca chua va xa lach giita khiic giao
hwdng cta nhiéu loai rau twoi khac cung vé6i loai nwéc x6t Esquire ctia
khach san”.

Vang, ho qua thyc la nhitng chuyén gia vé ngén ngit!

CHIEN THUAT “O00 VA AAA”

Trong thoi gian lam viéc v6i Bernie Lofchick va cong ty phan phoi toan
cau, toi da cé co héi chitng kién nhitng sy viéc hiém cé. T6i khong bao gio
quén dugc thoi diém cong ty bat dau ban nhitng bo do st vung Bavaria rat

dep. Bernie da sang Pttc va dam phan hgp dong v6i mot nha san xuat do s
Bavaria. Anh ay dwgc phép tu lwa chon cac hoa van va tham chi con dugc
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ho ddc biét thiét ké mot s6 chi tiét chi danh riéng cho cong ty ctia ching toi.
D6 chinh 1a co hoi c6 mot khong hai dé st dung tri twdng twgng va nhitng
bttc tranh bang 10i.

Vi du nhv khi ban nhitng moén do dung cho dam cuwéi ctia cac co gai tré thi
s “lang man” hay “cau chuyén” trén nhitng mén do doé thuc s 1a diéu rat
quan trong. Nhitng bo do s déu rat tuyét, tuy vay c6 mot thit, mot san
pham rat doc ddo va dep mat nhung lai khéng dwogc gidi thiéu mét cach
thich hgp, va Bernie cam thay cé thé chiing sé khong dwoc thi treong chap

nhan.

Lic muwdi mot gid t6i trede budi hdi nghi gidi thiéu bo do sit méi, Bernie va
toi chgt ndy ra mot y twéng. Sau db, ching t6i gidi thiéu bd do s cho
nhitng nguwdi ban hang va tat ca ho déu hai long vé chat lwgng va vé dep cta
san pham, cling nhu chi tiét ma chi nhitng san pham thuc sy c6 chat lvgng
mdi c6. Ting chi tiét khac nhau ctia bg san pham lan lwgt duwgc gidi thiéu,
va bdi khiéu tham my ctia moi nguwdi la khac nhau nén moéi ngwdi ban hang
lai c6 phan tng khac nhau treéc cung mot san pham.

bén khi sap stra gidi thiéu mot sdn pham ma Bernie du doan la it c6 kha
nang dwgc moi nguwdi danh gia cao, toi nging lai mét 1at, nhin khap lwot
khan gid, mim cuwdi va noi: “Nao, moi ngudi, tredc khi cadc ban l1dy san
pham nay ra khoi hop hang mau va gigi thiéu cho mot c6 gai, day la nhitng
gi ban can lam. Hay nhin c¢6 ay, cudi that twoi va bao: “Mary a, bay gio sé
1a san phdm ma chiing tdi goi 1a “O66 va Aaa”. Chiing tdi goi né nhu vay
b&i khi mot 6 gai nhin thdy né, co ta sé thét 1én “O66” hodc “Aaa,” va do
cling chinh la nhitng gi cac vi khach dén choi gia dinh nha c6 sé thot 1én khi

nhin thdy c6 st dung san pham nay”.

Khi néi dén do, toi 1y chiéc dia an ra khoi hop hang mau, gio cao 1én trwdc
mat khan gia, va chic chin 1a bat ky ai ciing thot 1én “O66” hodc 1a “Aaa”,
khong hé c6 truong hgp ngoai 1é nao. Chiéc dia doc ddo do trd thanh san
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pham ban chay nhat va céng ty da ban dwoc s6 lwgng nhiéu gap doi so véi
moi san pham khac ctia cong ty. Diéu dé cé thé xdy ra trong bat ci¥ su kién
gi6i thiéu san pham nao, nhung Bernie Lofchick tin rang chinh cach giGi
thiéu c6 mot khong hai d6 da tao nén sy khac biét cho san pham.

BAN CUNG CO THE AP DUNG CACH NAY

Mot lan nita, to6i khuyén khich cac ban linh hoat ap dung chién thuat nay
vao tinh huéng cua riéng minh. Vi du nhv trong treong hop ban dang lam
viéc & mot ctra hang quan do chuyén danh cho cac quy ba va khach hang
cta ban dang do dw khong biét nén chon bd vay nao cho thich hgp,. Néu
ban la nguwdi nhay cam thi chi trong mét vai phut tié€p xtc véi khach hang,
ban sé biét duwgc s@ thich cta ho la gi. Hau hét cac cita hang déu c6 san
nhitng bo trang phuc doc dao chi dé danh cho nhitng khach hang c6 sé thich
khac biét. Bo6i v6i nhitng khach hang con dang lwdng lw, va phai vao thoi
diém thich hgp - chac chan khéng phai la lic ban vira méi gigi thiéu véi ho
ba hay bon bd trang phuc nao dé - ban nén néi vdi ho: “T6i nhé ra mot thi
ma t6i tin chac do la thit ma ba/cd dang tim. T6i cam doan la khi chéng
[hodc ban trai] ctia ba/c6 nhin thdy ba/co trong bo trang phuc nay, ho sé
phai thét 1én ‘O66° hodc ‘Aaa’. Va day chinh 1a bd trang phuc ‘066’ hoic
‘Aaa’ ctia ching t6i”. Chac chan chién thuat nay sé c6 hiéu qua déi véi mot
s0 khach hang.

Ban ciing c6 thé ap dung chién thuat nay néu mudn gidi thiéu mot ngoi nha
thue sy 1ong lay hay dang chao ban mét chiéc 6 t6 v&i vé ngoai c6 mot
khong hai. Cach nay con rat hiéu qua khi gigi thiéu cac bo trang sttc ruc rd,
nhitng birc tranh truyén cam va rat nhiéu thit khac nita.

Cac tw ngir thé hién sy am 4p, c6 sirc miéu ta sé tao nén nhitng hinh anh va
am thanh cé tac dong dang ké doi vGi quyét dinh caa khach hang. Vang, ti
ngit thue sy gép phan rat quan trong tao nén sw khac biét va ban ciing can
phai tré thanh nhitng “chuyén gia vé ngon ngit”. Ban phai hoc cach st dung
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ching sao cho that hiéu qua dé c6 thé tan dung moi kha nang cia minh dé
dat duvgc nhitng thanh cong dinh cao trong su nghiép ban hang.
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PHAN 5: NHUNG CHI TIET
KHONG THE BO QUA TRONG
QUA TRINH BAN HANG

MUC TIEU

I. “Ban” cho ban 1gi ich cia nhitng tré ngai va hudng dan ban cach tan dung
ching trong cong viéc.

I1. Gitp ban phan biét nhitng kiéu khach hang khac nhau va lam thé nao dé
lam viéc véi tirng kiéu khach hang mot.

II1. Giéi thiéu ky thuat dat cau hoi trong cac tinh huong ban hang va cung
cap cho ban mdt s6 cau hoi cu thé.

I'V. Khuyén khich ban nén tdo bao mot chit - tham chi 1a liéu linh - trong
mot vai tinh huéng nhat dinh.

CAC CHIEN THUAT VA TRiINH TU
Chién thuat “gia dinh”

Chién thuat “thtt nghiém”

Chién thuat “bon cau hoéi”

Chién thuat “Cudn so tay biét n6i”

Chién thuat “van an toan”
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Trad lai chién thuat “lwa chon thay thé”
Chién thuat “Wheeler Which”
Chién thuat “bat budc”

Chién thuat “san pham twong tu”

Chién thuat “xttng dang dugc huwéng thu”

Ap dung chién thuat “ly do va cai c6”
Chién thuat “dwa ra sy lva chon”

Trad lai chién thuat “rang budc”

Chién thuat “khach hang than thiét”

Chién thuat “cong bo théng tin”

Chién thuat dwa ra “quyét dinh thit yéu”

Chién thuat “vot tennis”

Chién thuat “Ben Franklin”
Chién thuat “than twgng hoa”
Chién thuat “cam mi trong tay”
Chién thuat “me t6i no6i rang”

Chién thuat “chap nhan ap lyc”
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Chwong 23: KHI GAP PHAN DbOI, LAM
THE NAO PE HOAN TAT THUONG
vU?

Ban than tir “phan d6i” da du tao ra no6i s¢ hai tiém an trong tam tri cla
nhitng ngudi dé bi dao dong hay nhitng nhan vién ban hang méi vao nghe.
Nhung trén thue t€, né lai tao ra hitng tha lam viéc. B@i nhw t6i sé dé cap &
phan sau, mot khi khach hang dwa ra 16i phan doi c6 nghia la ho dang quan
tam dén san pham hay dich vu ctia ban. Va dé chinh la diéu dau tién ma mot
nguwoi ban hang nén tim kiém tir mot khach tiém nang ctia minh.

C6 bao nhiéu dang khach hang khac nhau thi cling c6 bay nhiéu kiéu phan
doi, cho nén ban sé c6 nhiéu cach tiép can nhitng 10i phan do6i va giai quyét
ching theo rat nhiéu cach khac nhau. Pay la mot cht dé vira sdu vira rong
va la mot trong nhitng diém quan trong nhat duwgc ban téi trong cudn sach
nay. Toi khuyén ban nén két hgp va ap dung nhitng thong tin trong cudn
sach sao cho phu hgp vGi ngudn lyc va kha nang (ng dung ctia ban/cong ty
ban. Va ban ciing nén trao d6i dé kham pha xa hon nita vé chu dé nay cung
v6i nhitng nha ban hang xuat sac trong linh virc cia ban.

VUOQOT QUA SU PHAN POI BE BAN HANG

T6i c6 thé néi mot cach day ty tin rang trong hau hét moi thwong vu, néu
ban khong gap phai nhitng 10i phan doi tiv phia khach hang trong khi ban
dang thuyét trinh vé san pham, ban sé chang ban dugc gi cho ho! Khi khach
hang dwa ra mét 16i phan d6i hay mét cau hoi kho, ban nén cam thay hai
long, mim cudi va ty nha ring: O, hém nay minh sé c6 thém mdt khach
hang m@i! Hay nhé rang, néu khach hang cé thé tw nhan ra va hiéu ro tat ca
lgi ich va gié tri cia sdn phdm mot cach ro rang thi nhitng nguwdi ban hang
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(trong d6 c6 ban) sé khong con can thiét nita. Va, néu moi nguoi cang dé di
dén quyét dinh mua hang ctia ban thi ty 1€ tién hoa hong danh cho ban cang
gidm manh day!

KHONG CO PHAN DPOI - KHONG CO KHACH HANG!

Vi du nhw néu ban dén nha to6i dé chao ban mot bo do ldn c6 kem binh
dwong khi thi toi sé chang dwa ra phan déi nao cho ban. Néu ban dé nghi
ban cho t6i mot bo d6 lan hoan chinh do6 véi thoi gian bao hanh 50 nam véi
gia 9,95 do la, t6i cling sé khong bao gio gay kho khan cho ban. Béi 18, t6i
khong hé quan tam tGi no.

Néu ban c6 gang ban cho t6i mot bd gay danh gon, téi c6 thé lam khé ban
bang cau: “Loai gay nay c6 than qua cing (hodc la khong du citng véi toi)”.
Khi nghe mét 16i nhan xét nhw thé, ban hdy nd mot nu cwoi hai long, béi
ban c6 thé dap lai nhu sau: “O, vy la loai gdy c6 than lam bing sgi carbon
mdi ctia ching t6i sé rat phu hop véi 6ng day!”. Néu khach hang quan tam
dén san pham ban dang ban, va trong hau hét moi trong hgp, ho sé dua ra
10i phan doi. Vi vay, khi khach hang dwa ra 16i phan déi, ban nén vui mirng
thay vi that vong hay nhut chi.

Khi ban vé nhitng 16i phan déi tir phia khach hang, moi ngudi thudong hoi
cau nay: “Khi nao ban nén dap lai nhitng 10i phan d6i?”. Trén thuc té, co6
bon thoi diém dé tra 10i phan doi, do la: (1) tredc khi chiing xuat hién, (2)
khi ching xuat hién, (3) sau khi ching da xuat hién va (4) khong bao gio.
Ban c6 thé 1ay lam la nhwng hay dé t6i giai thich thém vai diéu vé thoi diém
cudi cung. Mot vai phan doéi c6 thé khién ban thdy khong dang quan tam va
cling khong lién quan gi tGi ban, nhung néu khach hang nhac lai ching dén
lan thit hai, thi ban c6 thé chac chan rang né rat quan trong doi véi ho. Ban
nén giai quyét phan doi do ngay lap titc néu khong muén khach hang tiém
nang cta ban nghi rang ban dang phét 16 ho, ban khong hé quan tam dén ho
hay khiic mac cua ho.
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T6i tin rang mot ngwdi ban hang chuyén nghiép, nhiét tinh, cé kinh nghiém
c6 thé doi pho v6i moi phan d6i khach hang dwa ra, anh ta sé khién ho cam
thdy minh cyc ky 16 bich néu khong mua hang. Vé&i chién thuat nay, nguoi
ban hang tham chi c6 thé gay ap lwc budc mot vai vi khach “thich gay rac
r6i” phai mua hang. T6i cling tin rang mot vai nguwdi ban hang c6 tai thuyét
phuc va sitc hat tuyét voi, néi cach khac, ho c¢6 kha nang “thoi mién” khién
khach hang mua nhitng hang hoa, dich vu ma ho khong can hodc véi cai gia
“cat ¢6”. Tuy nhién, khong mot nguwdi ban hang nao cé kha nang théi mién
tuyét dinh dén mitc sau khi két thiic bai thuyét trinh vé san pham, anh ta van
c6 thé gilt khach hang tiép tuc trong tinh trang bi “th6i mién” cho dén khi
hang hoa dugc giao va thanh toan.

V6i suy nghi do, toi tin rang viéc gay ap luc cho khach hang hodc ban hang
vOi gia “cat c6” 1a hai viéc toi té nhat mot ngwdi ban hang co6 thé lam, va
cling c6 thé tranh, trong sy nghiép ban hang ctia minh. Trong ca hai treong
hop, thwong vu cé thé sé bi htiy bé va ban khong thé xay dung moi quan hé
v6i khach hang duoc nita. Trong khi nhitng moi quan hé khach hang la thi
ban budc phai c6 néu muén xay dung mot sw nghiép ban hang thanh cong.

Dan Bellus, mot chuyén gia vé quan tri thoi gian va giao ti€p vGi khach
hang, noi rang: c6 mot sai lam ma rat nhiéu nguwoi ban hang thuwong mac
phai la ho nghi rang quy trinh ban hang mang lai “chién thang” cho ngudi
ban hang, con khach hang thi luén “bi ha guc”. V&i suy nghi do, ngudi ban
hang cam thay rang anh ta can phai “danh bai” khach hang. Sau d6, Dan dat
ra cau hdi: “Liéu ban c6 thé thyc sy trong chd mot nguwdi vira bi ban ‘danh

bai’ mua hang ctuia ban khong?”.

Qua trinh thwong thuyét vGi khach hang doi héi ching ta phai tiép can va
giai dap nhirng 10i phan doi caa ho theo cach khién ho tin twéng chit khong
phai lam nhuw thé ban sé “danh bai” ho. Muc tiéu ctia chiing ta khong phai la
“danh bai” khach hang ma la thuyét phuc va khién ho tin twéng & ching ta.
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Khi ching ta “danh bai” ai d6 cling la Iic ching ta “that bai” trong viéc
thau hiéu va duy tri moi quan hé vdéi ho, va ké tir do, thwong vu cling do vo
theo. Dan da dwa ra mot vi du nhu sau:

Mot khach du lich nhin hai nguoi chau A & Hong Kong dang néi véi nhau
bang nhitng tir nglt néng nady va nang né, khién bau khéng khi xung quanh
ho trd nén rat cang thang. Vi du khach dé hoi nguwdi hwéng dan vién ngudai
chau A ctia minh: “Ho dang cai nhau vé diéu gi thé?”. Nguoi huéng dan
vién tra 10i: “Ho dang tranh luan xem ai la nguwdi dugc quyén sé hitu con
tau”. Nguwoi khach néi: “Ho dang rat nong gian. Ho sap danh nhau phai
khong?”. Nguoi hudng dan vién dap: “Khong dau, ho sé khong bao gio
danh nhau vi ho déu hiéu rang ngudi ra tay trudc chinh la ngwoi thira nhan
rang minh khong con 1y 1& nao dé tranh luan niva”.

biéu twong ty cling xay ra khi ching ta khién cudc doi thoai véi khach hang
bién thanh mot cudc tranh luadn cang thang. Khi néng ndy, ching ta sé
khong thé nghi ra nhitng ly 1€ ding dan. Mot cudc trao doi - trong treong
hop nay la sy thuyét phuc - sé khong thé xuat hién trong nhitng tinh huéng
nhu thé.

bé gitp ban thiét lap tirng buwdc rd rang khi gidi quyét nhitng phan doi tw
phia khach hang, t6i sé noi lai cho ban bai phan tich ctia anh trai t6i, mot
trong nhitng chuyén gia dao tao ban hang hang dau ca nwdc. Judge ndi rang
mot nguwoi khach khong muén mua hang cua ban cé thé l1dy 1y do rang
chuyén tau dém khong con chay tir Buffalo dén thanh pho New York nita.
Tat nhién ban sé hoi con tau dém chay tir Buffalo dén thanh pho New York
thi c6 lién quan gi dén viéc vi khach hang no tir ch6i mua hang. Judge néi
rang: ro rang la viéc dé chang c6 lién quan gi, nhung néu mot khach hang
da khong mu6n mua hang ctia ban thi ho sé dwa ra da moi 1y do.

Thong diép: Hay c6 gang hét sitc trong moi lan gap g& khach hang. Hay no
lyc hét minh dé mang san pham, hang hoéa va dich vu dén véi khach hang.
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Néu ho van khong mua, ban dirng ti hanh ha ban than minh vi diéu dé6. Hay
nhe nhom cho qua va chuan bi tinh than dé thanh céng trong cudc gap go
khach hang tiép theo. Hay nhé rang ban khéng that bai trong cudc gap go
v6i khach hang trir khi ban dé né anh huwéng tiéu cwe tGi thai do ctia ban
trong cudc gap tiép theo.

“TRA LOI” PHAN BOI TRUGC KHI NO XUAT HIEN

bau tién, hdy cing xem xét thoi diém t6t nhat dé dap lai 1oi phan doi tw
phia khach hang - d6 la trwdc khi né xuat hién. Nhan day, t6i xin noi rang
néu nhw ban van tiép tuc gap phai phan déi dé sau khi da thuyét trinh, dé la
mot dau hiéu chac chan chi ra rang bai thuyét trinh cia ban cé van dé. Khi
dé, ban can phan tich lai bai thuyét trinh dé cé thé gidi quyét dugchau
hétmoi phan doi ngay trong khi ban thuyét trinh. Cach lam nay gitp ban
gidi dap moi phan déi truedc khi chiing xuat hién. Diéu nay cling c6 nghia la
ban dang dat minh & tw thé tdn cong thay vi phai tra 16i khach hang mot
cach bi dong. N6 sé gitup ban cam thay tich cuwc va lam viéc hiéu qua hon

rat nhiéu.

Duwdi day la mot vai vi du vé cach gidi quyét phan doéi ngay trong phan
chinh cta bai thuyét trinh truwdc khi khach hang trie tiép néu ching ra bang
101 1€ r0 rang.

Nhiéu nam tredc, tdéi con ban nhitng chiéc may ché bién thyc pham da
nang. Sau khi gi6i thiéu chiéc may khodng vai thang, tdi hoan toan cé thé
dé no tw noéi 1én tat ca. Toi cho thye pham vao trong chiéc phéu trén may,
nhan mit va n6 “chay” véi téc dé 90 dam mot gio dé cat mong, thai hat Iy,
bam nhd, cat vun, cuén thanh miéng... da cac kiéu!

Nhitng khach hang dang theo d6i man “biéu dién” cua t6i luon thot lén
nhitng tiéng “O!!!” day kinh ngac khi thay thwc phdm dau ra dwoc cit thai
gon gang. Tuy nhién, trong moi tredng hop, toi ludn gdp phai hai phan doéi
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sau. Thong thwong, cac ong chong sé nghiéng nguwdi vé phia vo minh, thi
tham vao tai ho bang giong néi “nhé” dén mirc ban cé thé nghe thdy, tham
chi ngay ca khi ban ding cach d6 ba toa nha: “O, xem thing cha d6 dang
gid tro ma manh véi chi€c may kia, anh cwgc la néu em mua nd, em sé
chang thé lam dwgc nhuw han ta dau!”. B6 la mdt phan d6i dién hinh. Va
phan doi tiép theo xuat hién khi mot phu nit binh luan: “C6 1€ chiéc may sé

cat lu6n ca tay t6i mat!”.
TAO SU TIN TUONG NOI KHACH HANG

Nhitng phan doi kiéu nay da qua quen thudc va tham chi tré@ nén mau muc
dén mirc ai cling biét rang ho phai giai quyét ching mot cach tich cyc ngay
tr dau néu muon ban dwgc nhiéu hang. Duwéi day la cach ma Harry
Lemmons, nguwdi sang 1ap va dong thai 1a cha tich Hang Saladmaster, da chi
dan t6i dé gidi quyét nhitng phan doi kiéu nay. Sau man biéu dién cat thai
toc do va dé dang véi vai loai thye pham, t6i nhin quanh va néi: “Bay gio,
thra quy vi, da bao nhiéu lan quy vi tham dy budi gidi thiéu san pham cua
ching toi, theo ddi cach t6i van hanh chiéc may ché bién thyc pham da
nang nay va héi ‘Nay 6ng Ziglar, néu t6i mua mot chiéc, liéu toi c6 thé s
dung n6 dé dang nhuw 6ng dang lam khong?’

Toi sé néi mot cach thang than rang quy vi khong thé lam tot nhw t6i duoc.
Khéng c6 cach nao gitp quy vi st dung chiéc may nay t6t nhu toi ca.
Khong phai t6i kiéu cang, nhung thwa cac quy ba, quy co, do la sy that
100%. Hay dé toi giai thich. Moi ngay t6i danh nhiéu gid chi dé van hanh
chiéc may nay va quan sat cach hoat dong ctia n6 [vira noéi t6i vira tiép tuc
biéu dién]. Quy vi c6 thé nhin thdy thitc an dugc cat dep nhu thé nao va
chiéc may dwoc van hanh qua dé dang phai khéng? Thanh that ma néi, quy
vi khong thé ngay lap titc st dung chiéc may mot cach nhuan nhuyén nhw
toi bdi toi da 1a mot “chuyén gia” vé nd”.

CHIEN THUAT “GIA BPINH”
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“Gio thi thwa quy ba, quy c6, khi quy vi st dung chi€c may nay tai nha, do
hoan canh bat budc, doi khi quy vi phai 1a mot “bac si da khoa”. Trong lic
sit dung no, quy vi vira phai trong nom 1i tré, vira tra 10i dién thoai, hut bui
nha ctra, va lam v6 khoi nhitng viéc khong tén khac. Trong khi do, t6i chi
lam moi mot viéc 1a hoc cach st dung chiéc may nay. Vi vay, chac chan la
toi st dung no6 thanh thao hon quy vi.”

THU MA BAN BAN LA LOTI iCH DO SAN PHAM DEM LAI

Ho da tin twéng vao nhitng gi to6i n6i. Nhung cho dén lic d6 t6i van chwa
ban dwgc mot chiéc may nao, titc la muc dich cta bu6i gidi thiéu van chira
dat duwgc. Vi vay toi tiép tuc bai thuyét trinh: “Néu quy vi khong thé si
dung chiéc may nay hiéu qua nhw t6i, quy vi c6 thé ty hoi thé thi lam sao
quy vi c6 thé tiét kiém thoi gio, tién bac va dong thoi ndu duwgc nhitng bira
an ngon cho gia dinh nho chiéc may. Va day 1a cau tra 10i cua t6i.

Chung t6i c6 thé mdi mot quy co st dung thit chiéc may nay [va toi luon
ludn chon mot c6 gai tré ngodi phia trén]. C6 4y c6 nam phit dé doc huwéng
dan st dung, va v@i chiéc may nay c6 dy co6 thé cat thai thitc an nhanh va
trong dep mat hon ba c6 gai bat ky nao khac tai day, néu t6i dwa cho ho ba
con dao sac nhat thanh phé. Chac chan la ho da st dung dao trong sudt cudc
doi minh trong khi c6 gai thir stt dung mady lai chwa bao gio dung dén chiéc
may nay... That don gidn dé giai thich tai sao c6 dy cé thé cat thai thic an
nhanh, déu va tat nhién la dep hon nhd chiéc may do6. Chiéc may thyc sy da
giup co ay rat nhiéu. Du khong thuan thuc nhw t6i nhung c6 ay van cé thé
cat thai thyc pham to6t hon ba c6 gai kia béi vi chiéc mayda lam giup co ay,
va d6 la nhitng gi quy vi thuc s muoén - phai thé khong, thwa quy ba, quy
c6?” (T6i thay rat nhiéu ngwoi gat dau dong tinh.)

CHIEN THUAT “THU NGHIEM”
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Céach trén dwong nhw da giai dap kha tot nhitng khiic mac co ban cta khach
hang. Vao luc do, t6i sé cat thém hai hodc ba miéng thi'c pham nita, roi thao
lwGi dao ra khéi chiéc may va st dung chién thuat thr nghiém lan dau bang
cau noi sau: “Gio thi, quy vi c6 thé thay ro rang chiéc may c6 nam ludi dao.
T6i mGi chi stt dung mot lwdi dao dé cat sau miéng thwe pham dau tién, vay
toi xin héi quy vi mot cau. Néu chiéc may chi c6 mot lwdi dao [gio t6i ha
thap giong va nhin thang vao mat ho], bao nhiéu ngudi trong s6 quy vi sé
quyét dinh rdng minh sé mua chiéc may? Ai dong y xin mdi gio tay?”. Mot
vai phu ni* va tham chi thém vai ngwoi dan 6ng nita gat dau dong tinh, ho

gio tay l1én va con néi rang minh mudn cé chiéc may do.

T6i ludn cam thay qua la mot cuc hinh cho mot vi khach hang néu “bat”
anh ta phai nghe toan bd bai thuyét trinh sau khi anh ta bao t6i rang anh ta
sé mua hang va truede khi t6i nhan don dat hang va cam tién cta anh ta.
Theo t6i, ban nén cdi m& v6i khach hang va dé ho mua hang bat cit khi nao
ho di san sang thay vi c* khang khang bat ho phai nghe da toan bo bai
thuyét trinh r6i mé&i “cho phép” ho mua hang. (Ghi chi: Khi ban hang theo
nhom ban can mét trg 1y dé lam viéc v6i nhitng khach hang “qua hao hitng”
nhu vay trong khi ban van tiép tuc bai gidi thiéu.) Hay chu y! Mot khach
hang c6 thé sé nhiéu lan lam nhw thé anh ta muén mua hang trong khi trén
thue t€ anh ta méi chi cam thay thoai mai va dong tinh véi ban ma théi. Sy
khac biét trong hai trrong hgp nay la khong dang ké, vi vay, ldc nay kinh
nghiém va su hiéu biét ctia ban sé déng vai tro rat quyét dinh.

SU HAI HUOC CUA BAN CO THE LA VO GIA

Vao lic nay, toi sé tiép tuc st dung chiéc may dé cat vai miéng rau cu nita
va sau d6 gidi dap mot phan dbéi quan trong th hai khong dugc néi ra
nhung ai ciing ngdm hiéu “Ong Ziglar ndy, néu t6i mua chiéc may dé, liéu
toi c6 thé cat ca tay minh khi si* dung n6 khong?”. Lic do, t6i sé mim cuoi
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va noi: “Cé chi, thwa co, néu thich c¢6 c6 thé lam thé, nhung ching toi
khong khuyén khich diéu do”.

(Nhiéu ltc, sy hai hwdc lai gidap ich nhiéu hon sy nghiém tic dén mic citng
nhac.) Sau dé, téi néi: “Thuwa c6, néu c6 muodn ty cat tay minh bang chiéc
mady thi cling don gian thoi. Tat cd nhitng gi c6 phai lam la cho ngon tay
vao chiéc phéu va bao dam no “ket” giita chiéc phéu va luGi dao...”.

“Gio thra quy ba quy c6, néu quy vi khéng mudn cat vao tay minh, thi
ding cho tay vao trong chiéc may!Con ai c6 cau hoi nao niva khong?”. Cach
lam nay r6 rang da giai quyét dwoc phan doi “sg bi cat tay” mot cach ngoan
muc badi ching t6i hiém khi nghe thdy khach hang dwa ra 161 phén déi twong

tw sau do.
LAM GI KHI KHACH HANG NOI “DAT QUA!”

Ban biét day, toi da trinh bay van dé gia ca rat chi tiét ngay tir phan dau,
nhung & day t6i sé néi vé né mot lan nita ¢ géc do cua mot “phan doi”.

Khi khach hang phan déi rang: “Gia dé qua dat”, toi sé tra 10i: “To6i hoan
toan dong y diéu do thwa 6ng, bdi nhitng thit tot thi khong ré va nhitng thi
ré thi khong thé nao t6t duwgc. Cong ty ctia ching toi chi c6 mot lwa chon:
hodc chung t6i thiét ké va ché tao nhitng san pham vdi it tinh nang dé ban
ching véi gia thap nhat c6 thé; hodc, bé sung thém nhiéu tinh nang va lam
cho no bén bi dé tinh trong thdoi gian dai, chi phi 6ng bé ra thyc sy sé thap
hon rat nhiéu.

D6 khong chi la nhitng 101 néi sdo rong, thira 6ng, khi t6i néi rang 6ng nén
dau tv vao nhitng san pham t6t nhat ngay tiv dau dé tranh phai ganh chiu
hdu qua vé sau do mua phdi nhitng mén do ré tién chat lwgng kém. Khi
quyét dinh san xudt nhitng san pham t6t nhat v4i nhiéu chitc nang nhat co
thé, ching t6i da dat minh vao vi tri ctia khach hang va c6 gang xac dinh
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xem diéu gi la t6t nhat doi v6i ho. D6 chinh 1a ly do tai sao chiing t6i c6 thé
ca nggi nhitng san pham nay khong chut do du.

Ong c6 thay nhitng phép tinh sau day sé& mang lai két qua c6 loi cho minh
khong, thwa ong?”.

N

. CONG = LOTIoH NHO CHAT LUONG SAN PHAM TOT

TR = THAT VONG KHI MUA PHA! NHOMG THD RE TIEN

. MHAN = NIEW VLI KHI MU BUOC SAN PHAM TOT

CHIA - GHI PHI THAP TRONG TH! GlaN DAl

“Vang, ding vy, gia cia san pham nay kha cao. Nhung néu phan tich ky,
ong sé thdy n6 xitng dang vdi nhitng 19i ich n6 sé mang lai cho dng. Néu
gia cua no6 la 100 do la, nhung 1gi ich do n6 mang lai dang gia 1.000 do la,
thi du so sanh cach nao, 6ng ciing thay dé la mot mén hai phai khong, thwa

ong?”
TIEN BAC KHONG PHAI LA YEU TO QUYET DINH

Ngay 16 thang 12 nam 1982, cau tha bong chay Floyd Bannister da ky ban
hop dong tri gia 4,5 triéu do la kéo dai trong 5 nam vé&i doi Chicago White
Sox. Anh da chon Chicago White Sox thay vi doi Atlanta Braves mdc du
ban hgp dong ho dwa ra tri gia dén 6,3 triéu do6 la. Atlanta Braves da dwa ra
murc gia cao hon 1,8 triéu do la va ho la doi doat chitc vo dich mua giai nam
1982.
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Vi tw cach la mot khach hang tiém nang, Floyd Bannister 1o rang da can
nhac vé nhitng yéu t6 ma anh cho la con quan trong hon ca chuyén tién bac.
Duéi day la nhitng gi Jana, vo cta Floyd, da néi (trong chuwong 31, toi sé
néi chi tiét vé 1y do tai sao ban nén dé nghi ca hai vg chong khach hang
tham gia vao qua trinh dwa ra quyét dinh):

Doi Chicago White Sox quan tdm dén Floyd nhw mét con nguwdi, chit khong
phdi nhu mot mon hang. Cho dén khi giai doan dam phan gan két thiic, ho
van thuc s khong c6 co hoi dé chién thang, nhung chiing t6i van gitr tw
twédng cdi md. Va khi quyét dinh chinh thitc sap dugc cong bo, viéc Jerry
Reinsdorf [nguoi sé hitu doi Chicago White Sox] va Dave Duncan [phu
trach hudn luyén ném béng ctia Chicago White Sox] bay t&i Arizona va moi
ching to6i an t6i da c6 anh huwéng rat 16n dén quyét dinh ctia ching toi.
Chung t6i cling rat coi trong viéc Tony LaRussa, quan ly cta doi Chicago
White Sox va mot s6 cau thu ctia ho nhw Carlton Fisk va Tom Paciorek goi
dién hoi tham chung toi vai lan.

Jerry Reinsdorf nhan xét: “Chung t6i déi x& véi Floyd hoan toan khac véi
nhitng cau thu binh thuwong khac. Doéi véi Floyd, noi anh ay séng va dong
doi ctia anh ay cling quan trong khong kém tién bac. T6i cho rang ti 1é dé la
50-50”.

Nhitng yéu t6 khac khién Floyd lwa chon doi Chicago White Sox la (1) mot
cong vién rong 1én gan nha rat thich hgp cho viéc tap luyén caa anh, (2) co
hoi dwoc & lai Lién doan Béng chay My, va (3) thanh phé dé ciling 1a noi
ban bé va ho hang ctia anh 4y sinh song.

T4t ca nhitng diém trén déu rat quan trong, nhung t6i hiéu Floyd Bannister
dén mitc toi biét rd nhitng gi anh dy wu tién nhat. Déi véi Floyd, Chua la
quan trong nhat, gia dinh ditng thit hai va sy nghiép béng chay chi ditng
hang thit ba. Anh 4y da can nhac 161 dé nghi cta ca hai cau lac b6 va dwa ra
quyét dinh dya trén cac th ty wu tién trong cudc séng cua anh ay. Cau
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chuyén cua Floyd gitp cac chuyén gia ban hang hoc dwgc nhiéu diéu. Do
lam, hay tim hiéu xem khach hang ctia ban thyc s muén gi va chi cho ho
thdy san pham, hang héa va dich vu cta ban c6 thé gitp ho dat duwgc muc
tiéu cia ho nhanh hon va t6t hon. Nho thé, ban sé c6 dugc thwong vu.

Gia cé clingquan trong nhung do6 chi lamottrong rat nhiéu yéu to6 quan trong.
Néu ban co6 lgi thé vé gia ca, ban hay tan dung n6 hét mic c6 thé. Nhung
néu ban khong cé wu thé do, ban hay hoc hoi nhitng gi doi Chicago White
Sox da lam dé ky dugc hgp dong vdi Floyd Bannister - tap trung vao nhitng
loi thé khac cua ban. T6i xin mwon 10i cia Sherlock Holmes: “D6 la diéu

rat so dang, Watson than mén a”.
CO THE BAN TIEP XUC KHONG DUNG DBOI TUONG

Co6 nhitng lic ban da giai dap to6t mot loat khic mac nhung khach hang van
tiép tuc dua ra nhiéu phan déi hon. Lic nay, ban nén hiéu rang cé thé ban
dang néi chuyén khoéng ding nguoi. Co thé do khong phdi 1a ngudi co
quyén dwa ra quyét dinh. Co ta hodc anh ta c6 thé phai xin y kién ctia mét
ngudoi khac, nhw dai ly mua béan, chua tich cong ty, tham chi mot dong nghiép
nao do. Khi do, khach hang cta ban sé tim céach tri hoan va ho giit thé dién
cho minh bang cach khong thira nhan rang ho khong phai la ngudi cé quyén
quyét dinh.

Dbé xac dinh ngwoi ma ban dang tiép xic c6 quyén quyét dinh hay khong,
hdy st dung cach tiép can dé chiu nhung thang than va hiéu qua cta John
Hammond: “Thwa 6ng, toi khong mudn t6 ra ty phy, nhung t6i thye sy tin
rang san pham cua chuing t6i rat da dung va 6ng dang c6 nhu cau thuyc s vé
ching, béi vay san pham cua ching t6i sé la phwong an tot nhat cho moi
van dé ctia 6ng. Nhung trwdc khi tién xa hon, cho phép t6i hoi ong mot
cau?”. Néu khach hang dong y, ban hay hoi rang: “Néu toi c6 thé giai dap
nhitng khiic mac cia 6ng va chitng minh rang day la mot san pham tét va co
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gia hop ly, liéu 6ng c6 san long dién vao don dit hang ngay hom nay
khong?

Chac chan néu ban c6 thé giai quyét nhitng khiic mac ctia ho mét cach hoan
hdo, ban sé xac dinh liéu ho c6 phéi la ngudi c6 quyén quyét dinh hay
khong. Viéc do sé gitp ban tiét kiém dwgc rat nhiéu thoi gian. Néu khach
hang thita nhan rang ho khong c6 quyén quyét dinh, ban hdy nhd anh ta
gitp d& dé c6 dugc mot cude hen vdi nguoi thue sw cd quyén ra quyét dinh.

T6i mudn nhan manh mot lan nita, néu ban van tiép tuc gap phai mot phan
doi twong tw, diéu dé c6 nghia la bai thuyét trinh cia ban thuc sy cé van de
day!

NHUNG PHAN BOI KHONG BAO GIO CO GIOI HAN

To6i xin nhac lai rang thoi diém tot nhat dé gidi quyét phan doi la trwde khi
ching xuat hién. Nhung thong thwong thi hau hét cac phan doi lai xuat hién
sau khi ban thuyét trinh vé san pham. Néu diéu dé xay ra, ban can ghi am
lai bai thuyét trinh (nhw da trinh bay trong chuwong 5) dé c6 thé phan tich ky
lwong nhitng diém quan trong va chu y cach ban trinh bay ching. Chac
chén 1a ban sé thay rang doi cho ban trinh bay kha “dai dong” va tham chi
con bé so6t vai diem mau chot. Cling cé thé ban noéi qua chi tiét vé nhitng
diém ban quan tam, chitr khong phai khach hang cia ban dang vieéng mac.

Viéc ban nhan ra nhitng thiéu s6t cia minh la v6 cung quan trong va lic nay
dirng nén c6 gang “lén gan” thém nita. Ban dang c6 gang thuyét phuc khach
hang kia ma. Diéu quan trong la hay dat minh vao vi tri cia khach hang,
lwong trwde nhitng phan doi ma ban cé thé sé gap phdi, va hay gidi quyét
ching ngay trong bai thuyét trinh ctia minh.
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Chwong 24: NHUNG KIEU KHACH
HANG THUONG GAP

Trong phan nay, t6i sé phan loai titng dang khach hang khac nhau va huéng
dan ban cach tiép xtc hiéu qua véi tirng kiéu khach hang trong s6 ho trong

vong tt* mot dén nam cau trao doi.

Mot s6 kiéu khach hang ban thwong hay gdp la nhitng ngudi ludon doéi
nghich voi ban, nhitng ngwoi da nghi, nhitng nguoi ca tin, nhitng nguoi tw
cao tu dai, nhitng ngwdoi luon chan chwr, nhitng ngudi tw cho la minh biét
moi thi?, nhitng nguwdi luon té vé thu dich, nhitng nguwdi khong quyét doan,
nhitng ngwoi cing ran, nhitng ngwoi chi tién manh tay, nhitng nguoi keo
kiét bao thu, nhitng ngwdi luén doi ban phai gidm gia... Néu nhin ho véi con
mat hai hwdc mot chat, ban c6 thé thay nhiéu kiéu khach hang. Nguoi co
“tam hon” cna loai bon chan thi luon “chiu dwng” khic mac trong long,
nguwoi bi chithng mat ngu thi thwong “gac lai” moi khic mac, nguwdi yéu am
nhac thi thich “dém” vai nét thang giang trong “bai hat” ctia ban bat c khi
nao c6 co hoi, con nguwaoi tinh nghich thi chi chwe chd “phan phdo” rang
murc gia ban dua ra la “qua ca gia tai” cua ho.

Vang, co rat nhiéu kiéu khach hang. Song, c6 hai diéu ban thuc sy can phai
biét vé ho.

Thit nhét, theo chuyén gia huan luyén ban hang Thom Norman, khach hang
lu6n cho rang minh ding va ho muén ban phéi cong nhan diéu dé. Thit hai,
ho ludn e s@ rang minh sé mac sai lam, dac biét l1a doéi v&i nhitng thwong vu
c6 gia tri 16n. Nguoi ta da chitng minh rang vao thoi diém phai dwa ra quyét
dinh, nhip tim caa khach hang dap nhanh hon so véi mitc binh thwong. Ho
sg hai va su sg hai do6 anh hudng t6i kha nang phan doan cia ho. Két qua 1a,
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ban nhan thdy cach cw xt ctia ho that “khac thwong”. Tém lai, moi khach
hang déu muon dam bdo rang minh da dwa ra mot quyét dinh sang sudt.

THUYET PHUC KHACH HANG

Khi ban ti€p xtic v6i mot khach hang, hdy nhé cau néi sau cua Dan Bellus:
“Muc tiéu cua nguoi ban hang khong phai la danh bai khach hang ma la
thuyét phuc ho, lam cho ho thady minh sé dwgc hanh phiic va sung swéng
hon khi mua sdn pham cta ban”.

Cong thitc co ban sau cta Cavett Robert cling 1a diéu ma ban nén nhg: Khi
khach hang dwa ra 16i phan doi, bat ké anh ta thudc kiéu nguwdi nao, ban
khong nén tranh cdi véi anh ta ma hay thuc hién bon buwdc sau. Bwdc mot,
hay néi rang ban rat hoan nghénh viéc anh ta da néu cau hoi va dam bdao véi
anh ta rang cau hoi dé sé dugc gidi dap thda dang néu anh ta chiu kho lang
nghe phan con lai ctia bai thuyét trinh (Nén nhd, phan doi chi dan dén phan
d6i manh mé hon, nhung hgp tac sé triét tiéu moi tré ngai). Bwdc hai, hay
xem 10i phdn doi nhw mot van dé va bién né thanh chat xuc tac dé “cot” vi
khach hang kho tinh dé vao cudc ban hang cua ban. Buwéc ba, hday dé nghi
anh ta cam két mua hang - d6 la diéu t6i quan trong va budc cudi cung, néu
c6 thé, hay bién 101 phan doi d6 thanh mot “thach thitc” mua hang doéi véi
anh ta.

Tuy nhién, xin ban dirng hiéu nham ggi y trén. Khong cé mét cong thitc hay
chién thuat nao c6 thé 4p dung cho moi tinh huéng ban hang hoac moi kiéu
phan d6i ma ban c6 thé gap phai. Tuy nhién, néu ban thuc sy thuan thuc véi
nhitng cong thitc hay chién thuat co ban, ban sé cé nén tang vitng chac dé
vuot qua nhitng kho khan, tré ngai ma ban than chung khong c6 mot cong
thirc chung nao ca.

Sau khi tim hiéu sau vé nhitng 16i phan doi tir phia khach hang, t6i hy vong
cac ban thiy rang: nhin chung, ching ta dang tuan theo nguyén tac co ban
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noi trén du khong phai trong moi lac. T6i khuyén ban nén ghi nhé cong
thirc bon bwdc dé, bdi vi khi chiing ta gidi quyét nhitng kiéu phan déi khac
nhau, toi sé khong can phai nhac ban vé van dé nay mot lan nita.

HAY NHO RANG, KHACH HANG LUON MUON NOI “CO”

T6i muon nhac lai rang, nhw da néi ti trwdc, khach hang ctia ban khong hé
muon noéi khong, bai cau tra 1oi “khéng” sé két thiic moi thit trong khi ho
lubn mong mudén nhu cau cia minh duge dap ng, cling nhv ban mong
muon chinh ban 1a nguwdi gitip ho lam diéu do. Phan déi cling la viéc ma
moi nguwoi bat dac di phai lam. Hay nhd rang nhitng 1oi phan doi khong
nham vao ban va ban cling khong nén bién chiing thanh chuyén ca nhan cua
minh. Hay c0 gitt binh tinh dé tan dung co hdi c6 thé két thic thuwong vu
mot cach thanh cong.

Ban nén nhé rang ban khong phai 1a mot ngwoi thuyét giang khi lam viéc
v6i khach hang. Ban khong nén néi lién tuc va budc khach hang phai lang
nghe. Cach tot nhat dé thyc hién mét thwong vu thanh cong la danh cho
khach hang co hoi “duwgc n6i” cung ban. Bé chinh la ly do vi sao ky thuat
dat cau héi dugc st dung xuyén sudt cuén sach nay. Cac bac si gioi va
nhitng luat su tai ba da st dung ky thuat nay khi ho nghién citu nhitng cach
tot nhat dé co6 thé nhan dién van dé va dé ra bién phap giai quyét.

NHUNG KIEU KHACH HANG THUONG GAP
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Khach hang ca tin. Hay bat dau véi kiéu khach hang dé thuyét phuc nhat.
D6 1a nhitng anh chang “Gary ca tin”. Cau Chda luén phu hé cho ho! D6 la
nhitng ngwdi mang lai cho ching ta hy vong bdi néu lam viéc véi ho, ban sé
c6 moOt ngay lam viéc twoi sang. Ho la dang nguwdi tin rang mat trang dugc
lam tir pho-mat. Khi lam viéc véi nhitng khach hang kiéu nay, ban chi can
thang than va céi m@. Hay ké cho ho nghe nhitng mau chuyén khoi hai. Co
hoi ho mua hang ctia ban sé tang 1én dang ké béi ho c6 thé yéu quy va tin
twdng ban chang vi ly do nao ca. Ban chi can lvu y mot diéu vé ho: tuy rat
dé bi thuyét phuc nhung ho khong hé mudn bi ai thic ép hay gay ap luc.
Hay lam viéc v@i kiéu khach hang nay bang thai do hoa nha va sy tw tin cia

ban.
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Khach hang da nghi. Dang khach hang th® hai la 6ng “Sidney da nghi”.
Ong ta khong bao gid tin ring ludn c6 nhitng ngudi t6t va lic ndo ciing nghi
rang cé nguwoi muén “choi” minh. Khong nhitng da nghi, trong nhiéu truong
hop, 6ng ta con rat bao thd. T6i mudn nhac ban rang nhitng khach hang da
nghi luén cho minh ding va ho mudén nguwdi khac phai cong nhan diéu dé.
V6i suy nghi nhue thé, khi 6ng “Sidney da nghi” dwa ra mét 16i phan doi
khong c6 can cit, 6ng ta sé to6 vé gian dit, chi trich hodc ché nhao dé che day
s vo can ct d6. Khi diéu do xay ra, ban nén néi thé nay: “T6i rat vui mirng
khi 6ng quan tdm dén sdn pham cua t6i, nhuwng dé chac chan la t6i hiéu
ding y ong vira noi, liéu ong c6 vui long ldp lai y do khong, thwa ong?”.

Cau hoi nay c6 hai tac dung. Thit nhat, né biéu thi no luc giai quyét van de
ctia ban va cho thay ban coi trong nhitng diéu khach hang n6i. Thi¢ hai, khi
khach hang lap lai 10i phan doi, c6 thé 6ng ta sé trinh bay bang mot giong
diéu nhe nhang hon.

Khi lam viéc v6i nhitng khach hang da nghi, ban tuyét doi khong nén tranh
cai hay bac bé hoan toan nhitng gi ho noi, cho du diéu dé c6 sai di chang
nita. Dau tién, hay dé ho néi hét nhitng gi mudn noi, dé ho “xa hét” con tirc
gian. Sau khi da “tu6n trao”, ho sé nhan thay rang ban dang lang nghe va
thire sy quan tam dén ho. Va co héi dé ban tim hiéu suy nghi thyc sw ctia ho
cling nhu c6 duwgc thwong vu sé tang 1én dang keé.

Khi khach hang néi mot cau gi dé nang né va v6 can ct dé gay trd ngai cho
ban, ban nén néi that lich sy rang: “T6i rat vui mirng khi nghe 6ng trinh bay
vé van dé dé, bai vi n6 co lién quan true tiép dén ban chat ctaa van dé. Va
chinh t6i cling dang muon néi dén diéu nay nén dung la ching ta dang co

»
!

cung mot muc dich. T6i rat vui vi diéu dé, thwa 6ng
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Khéach hang c6 thai do thu dich. Kiéu khach hang tiép theo duwgc goi la quy
cd “Helen thu dich”. Thai do cta co6 dy cling giong nhitng khach hang da
nghi. Tuy nhién, sy thu dich, 4c cam ctia 6 dy doi v6i nguwdi ban hang 1a co
ly do. C6 thé c6 ay da tirng bi nhitng ngwdi ban hang lgi dung hay lira gat
trong qua khtt. Hodc don gian la vi nhitng nguoi ban hang trudc day da
khong lang nghe 10i than phién ctia c6. Cach giai quyét la hay lang nghe 16i
gidi bay ctia c6 dy. Sau khi c6 ay da trut hét con gian, ban hdy néi rang:
“T6i hiéu cdm giac cta c6 luc nay. T6i da gap nhiéu khach hang cé cam xtc
twong ty [tam dirng mot lat]. Nhitng nguwdi d6 nghi rang khi ho da c6 da
nhitng thong tin thuc té, ho sé c6 1y do dé bién minh cho nhitng gi ho da
lam. Ho cam thay rang sai lam ctia ho thudc vé ly tri chit khong phai vé cam

xuc.

That tinh c@, khi nghe c6 néi t6i nghi rang hau hét nhitng ngudi thang than
va c¢6i m@ nhw cd [liéu ban c6 dam noéi thang la c6 ta that néng gian va lic
nao cling c6 ac cam vd&i nhitng ngwoi ban hang khong?] cling la nhitng
ngwoi san sang lang nghe y kién va nhitng 16i giai thich hgp ly cia nguaoi
khac. T6i rat vui khi c6 bay t6 nhitng moi quan tdm cta minh véi thai do
cdi m& nhw thé”.
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Khach hang khéng quyét doan. Tiép dén la 6ng “Ivan ludng ly”, ngwoi luc
nao ciing muon thanh 1ap mét cau lac bé danh cho nhitng nguwdi hay luwdng
ly, nhung 6ng dang chd dgi thoi diém thich hgp nhat, don gidn bdi ong
khong thé quyét dinh dwoc gi. Ong Ivan giéng mot nguoi dén gip bac si
tam ly va sau khi nghe 6ng ta trinh bay vé can bénh hay chan chir cia minh,
vi bac si noi: “T6i hiéu la anh c6 van dé vdi viéc dua ra cac quyét dinh”. Va
ong Ivan tra 1oi: “Vang, dung thé - a, a ma khong, khong han vay.” Mot
khach hang khéng quyét doan cé 1é la nguwoi it hanh phic nhat trong moi
kiéu ngwoi. Anh ta khong thé quyét dinh sé an gi vao bita trwa, va anh ta
cang chan chtt, do dy hon déi v6i nhitng thuong vu 16n nhw mua nha, 0 to,
chi mot khoan dau tw 16n hay theo mot chwong trinh bdo hiém nhan tho.
Anh ta dung thudc kich thich dé c6 mot sinh lwc khée manh, sung man khi
lam viéc, nhung dong thoi lai udng ca thuéc giam hung phan dé néu
nhuchang c6 viéc gi xay rathi anh ta cling khong phai lo langvé chuyén dé.

Cach lam viéc véi ong Ivan la ban hay giup 6ng ay lay lai sy tw tin, tré
thanh mot nguwdi dan 6ng dich thuwce. Hay thé hién sy dong cam véi ong ay,
dat minh vao hoan cdnh 6ng dy. Hay lam cho 6ng ay biét rang ban ludn &
bén canh tng ho 6ng dy hét minh, va sau d6 hdy dam bdo rang ong ay dang
di theo ding hwdng. Strc thuyét phuc va niém tin manh liét rang 6ng dy nén
mua san pham cuda ban la nhan t6 quyét dinh. Hay nhé rang, néu ong ay
mua san pham ctia ban, 6ng &y md&i gap phai van dé khi dwa ra quyét dinh.
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Con néu nhw ban “lwong ly” rang ban cé nén ban moén hang dé cho 6ng ay
hay khong thi c6 khi ban lai khién 6ng ay quyét dinh khéng mua n6. Hay
thuc day ong dy - kién quyét nhung khong gay gat.

Ap lyc tir bén trong ciing 1a mot nhan t6 quan trong. Hay gidi quyét van deé
ndy béng cach dit ra nhiéu cau héi hon thong thuong. O phan sau ciaquyén
sach nay,t6i sé trinh bay mot cach chi tiét vé viéclam thé naodé dwa ra cau
hoi rat nhiéu vi du minh hoa. That tinh co, dén day t6i da st dung t&i hon
500 cau hoi. That 1a m6t ngac nhién 16n, phai khong ban? Day, lai thém mot
cau héi nita roi, dung khong nao?

Khach hang thich mdc ca. Mot dang khach hang nita la ba “Betty chuyén
gia mdc cad”, ngwoi ludn mudn mua dwgce hang vGi mirc gia thap hon nguoi
khac. Do6i véi ba dy, moi vu mua ban la mot “cudc thi” ma ba ay phai la
ngwoi chién thang. Ba dy sé khong bao gid hai long néu “cudc thi” do két
thiic ma doi phwong khong chiu nhuwgng bo du nira bwdc. Ban ¢ thé giai
quyét viéc nay theo hai cach. Trwéc tién, hay néi vdi ba ay rang cong ty cta
ban yéu cau ban phai doi xi* c6ng bang v&i moi khach hang, va dé chinh la
mot trong nhitng diém lam ban yéu quy cong ty minh. Khi mua san pham,
ba 4y sé dwgc dam bédo chac chan rang khong mét ai - khong mot ai khac co
thé nhan dugc sw wu dai nao dé nhiéu hon so v6i ba ay va ban than diéu do6

da khién ba tr¢ thanh ngwdi chién thang réi. D6 chinh la diéu ba 4y mudn:
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la nguwdi chién thang - 1a ngwdi thong minh nhat - 1a ngudi c6 dugc thuwong
vu “hoi” nhat.

Ké dén, ban hdy dam bao rang dé khong chi la mot thwong vu t6t hon, ma
d6 con la thwong vu tot nhatbdi vi ban c6 thé lam mot diéu gi do dac biét
thém cho ba dy véi tw cach ca nhan,chang han nhu: “Cé mot diéu t6i khong
bao gio lam cho nhitng khach hang binh thuong khac, nhung vdi rieng ba,
toi sé dich than giao hang dén tan noi cho ba, va ba khong phai tra thém
mot khoan chi phi nao cd. Viéc giao hang sé duwgc tién hanh ngay trong
ngay hom nay”. Hodc: “T0i sé giup ba lam moi thu tuc thanh toan va ba sé
nhan dugc hang sém hon it nhat 24 gio”. Hay: “T6i sé dich than thong bao
cho ba biét khi nao thiét bi dugc lap dat dé dam bao rang n6 dap tng chinh

xac moi yéu cau ctia ba”.

Khéch hang khoe khoang. Vi khach hang tiép theo la 6ng “Oliver khoe
khoang”, ngwdi luén cao ngao néi rang minh biét tdt ca moi thi. Nhin
chung, nhitng nguwdi khoe khoang déu 1a nhitng ngwdi c6 van dé nghiém
trong vé viéc nhan thitc ban than. Ho nghi cach duy nhat dé moi nguwdi phai
cong nhan minh la ludn phan bac y kién ctia ngwoi khac. Ho khao khat dugc
moi ngwoi lang nghe. Vi vay, hay chi y t6i ho, nhung theo mét phong thai
kién dinh va tich cwc. Ban cling c6 thé dat ra vai thit thach cho ho. Tuy vay,
duwéi 16p vo khoe khoang khoac lac, ong Oliver c6 thé lai 1a mot ngudi uy
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mi va mém yéu. Ong ay ciing thudc kiéu ngudi luén cho rang minh ding va
muon nguwdi khac cong nhan diéu do, va danh gia cao ca ban than 6ng ay.

Vay thtt thach ban nén dat ra cho quy ong Oliver la gi? Hay st dung nhitng
cau nhu: “Nghién cttu cta ching t6i chi ra rang chi 3% dan s6 cé da kha
nang tai chinh dé mua sadn pham cua ching t6i”. Hodc: “Pon hang nay tri
gia rat 16n day, thwa 6ng, liéu 6ng c6 mudn tra tirng phan hay tra lam nhiéu
ky khong?”.

Hay danh vao long kiéu hanh cua nhitng khach hang khoe khoang, nhitng
ngwoi ludn cho rang minh biét tat cd moi thit. Ban c6 thé néi: “DPay la mot
bd com-1€é dep hiém thdy thwa 6ng”, hodc: “ D6 qua that 1a mot bo do tuyét
voi. N6 phu hgp hoan toan v6i sé thich va tinh cach cta 6ng béi né khién
ong trdé thanh mot bac quyén quy, sang trong”. Nhitng cau néi nhu thé nay
rat c6 hiéu qua vdi nhitng ké tredng gia, hom hinh. Bong thoi, ban cling co
thé chi cho ho thay nhitng siéu sao thé thao hay dién vién dién anh cling
dang theo mo6t d6. (Tuy nhién, ban chi nén néi thé néu diéu dé la ding sy
thue. Bill Gove, mot trong nhitng chuyén gia huan luyén ban hang hang dau
tirng ndi: “Ping bao gid néi déi néu ban khong mudn tw chui dau vao thong
long!”.)
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Khéch hang vo6i vang. Tiép theo ban danh sach la quy ba “Heloise voi
vang”, nguwoi khong bao gid mudon mat thoi gian dé nghe chi tiét vé san
pham. Ba dy chi mudn nghe thong tin thuc té, chi thong tin thuc té thoi, va
dé6 la nhitng gi ching ta phai cung cap. “T6i dang v6i lam”. Cai ma nhitng
nguwoi nhw ba &y muon tiét kiém la thoi gian, chit khong phdi tién bac. Vi
vay, hay néi that ngan gon, di thang vao van deé, trinh bay mét cach co to
chitc, c6 gang hoan tat thwong vu cang nhanh cang t6t. Hdy dam béao véi ba
ay la ban sé lo liéu moi chi tiét con lai, bao gom ca viéc van chuyén giao
hang tan noi, ding nhw ba &y mong muon.

Khéach hang vui tinh. Vi khach hang tiép theo la 6ng “Jimmy vui nhon”.
Ong ay 1a ngudi khoi hai, t6t bung, nhung ciing c6 thé 1 vi khach khién ban
phai dau dau nhat bai tinh cach boc dong va thiéu quyét doan cia 6ng ay.
Thong thwong, ong dy chi mua hang ctia nguwdi ma 6ng ay quy mén. Vi vay,
hdy lam ban v@i ong dy, cwdi ndi va té ra hai hwdc véi 6ng ay (nhuwng nhé la
phai ty nhién day!). Sau do, véi tw cach mot nguwdi ban, hay khuyén khich
ong dy mua hang dé c6 thé huwdng thu nhitng 1gi ich ma n6é mang lai ngay
tirc khac.
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Khach hang “biét tudt”. Quy co6 “Nora biét tuot” ludén c6 gang gay an tuwgng
v&i ban, vi vay hdy cho c6 ay co hdi. Ban chi can chi y mot diéu: c6 dy c6
khuynh hwéng “tra tdn” hai tai ban khong ngtrng nghi suét budi, vi vay hay
chi y nhin dong ho dé c6 ay khong lam mat qua nhiéu thdi gian cia ban.
Ban c6 thé dé c6 ay gay an tuwgng vGi ban bang cach dé nghi thanh toan
hoan toan bang tién mat chang han. Trén thyc té, viéc dat ra thir thach cho
quy c6 Nora c6 thé 1a diém mau chét dé c6 duge hgp dong.

Khéach hang VIP .Ban ciing c6 thé 4p dung cach gidi quyét gan giong nhw
trén ddi v6i 6ng “Bobby tai to mit 16n”. Ong dy luén mudn moi ngudi biét
rang 6ng dy la ngwoi quan trong. Vi vay, hay tim moi cach dé khién 6ng ay
thdy minh thuc sy quan trong. Ong dy muén ding giita san khau, vay hay
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hwéng ngon den pha vé vi tri 6ng dy. Twong tw nhuw vay, Bobby khong
muoén ban - nguwoi dang lam viéc vdi ong ta - la mot ga ban hang tam
throng, ma la mot ngwoi “xing tam” dé lam an v&i minh. Néu ban dat duoc
mot vai ky luc ban hang hodac mot thit gi d6 quan trong, nhu giai thuong
chang han, hdy dé 6ng Bobby biét bang thai do that tw nhién. “Bobby tai to
mat 16n” sé biét rang ban 1a mot nguwdi dang dé ong ta hop tac.

Khach hang boc dong. Pién hinh cho kiéu khach hang tiép theo ching ta
thwong gap 1a co “Irene boc dong”. C6 gai nay chi quyét dinh trong con boc
dong. Vay, hay thuyét phuc c6 dy ky vao hgp déng khi con béc déng cuia co
ay 1én dén dinh diém.
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Khach hang khé chinh phuc nhat. Chuyén gia hudn luyén ban hang John
Hammond da xac dinh kiéu khach hang khé thuyét phuc nhat la quy ong
“Al ludn luén dong tinh”, nguwdi khong bao gid phan déi bat c diéu gi. Ong
ay ludn cuwdi noi, gat dau dong tinh véi ban vé moi diéu trong suot budi néi
chuyén. B¢ lam viéc vaGi kiéu khach hang nay, John “bat mi” rang ngay khi
cam thdy rang khach hang ma minh dang tiép can thudc kiéu “ludén luén
dong tinh”, ban hdy ngtrng néi ngay lap tirc, mim cwdi, ngd nguwoi ra phia
sau va néi: “Thuwa 6ng, ong c6é phién khong néu téi hoi 6ng mot cau. Tai sao
ong van chuwa quyét dinh nam 1ay co hoi nay, mua san pham va tan hwdng
nhitng 1gi ich ma né mang lai?” [r6i ditng lai, khong no6i thém mot 16i nao
nita].

Ong “Al ludn ludn dong tinh” s& tra 101 theo hai hwéng. C6 thé ong dy sé
ndi rang: “Pé6 1a bdi vi....” va dwa ra mét cau hoi trong tam gidi quyét cua
ban. Hodc ong dy sé ndi rang: “Diéu gi khién anh nghi rang t6i sé khong
mua n6?”. Néu ong ay néi nhw vay thi tat ca nhitng gi ban phdi lam la viét
don dat hang. Ban c6 thdy d6 la mot chién thuat hoan hao khong?

TOM LAI, CO HANG TRAM KIEU KHACH HANG KHAC NHAU

Néu c6 gang, chung ta sé c6 thé liét ké ra hang tram kiéu khach hang khac
nhau: nhitng ngwoi suy nghi qua chdm hoac qua nhanh, nhitng ngudi cé 16i
suy nghi sai 1am hay tham chi chang nghi gi, nhitng ngudi chi tién “manh
tay”, nhitng nguoi keo kiét, nhitng ngwoi hay chi trich, nhitng nguoi luon
muon dwgc gidm gia, nhitng nguwdi nhut nhat, quyét doan, béc dong, thich
tranh cai, nhitng ngwdi khong thich lang nghe ban, nhitng khach hang lanh
lung, hodc nhitng nguwdi phién nhiéu...

Ho c6 thé gia hay tré, hoac trung nién; nam hay nit; giau cé hay binh
thwong. Cho du khach hang cia ban la ngwdi nhu thé nao, ho déu muon la
nguwoi dung dan, muon dwgc ngwdi khac thau hiéu va danh gid cao ho. Tat
ca nhitng nguwdi dé déu c6 nhu cau vé thé chat, tinh than va cam xtc. Muc
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tiéu cua chung ta la phai dap wng nhitng nhu cau dé dé ho tr¢ thanh khach
hang “thuc sy” cua ching ta chit khong con la nhitng khach hang “tiém
nang” nita.

Bill Gove da n6i mét cach hai hwdc rang: “Réc roi trong thwong vu cta ban
chinh la ban vira danh mat khach hang tiém nang nhat cia minh”.

MGt diéu ban phai luén ghi nhé 1a: khi khach hang dwa ra 16i phan doi mét
cach v6 can c va c6 y doi nghich, do6 chi la cach ho trén tranh va bién ho
cho béan than minh. Vi du nhu khach hang cia ban cé thé n6i: “Tat ca nhitng
gd ban hang déu la mot ‘1 lira ddo’”. Liuc nay, ban, vdi tw cach 1a mot
ngwoi ban hang, khong nén céng kich 6ng ay ngay 1ap tirc. Mot vai kinh
nghiém dau thwong do nhitng ngwdi ban hang toi té trong qua khit gay ra da
khién 6ng ay két ludn nhw thé. Chac chan lic nay, 6ng ay dang muoén tim
thdy mot chuyén gia ban hang thuc sw, nguwdi cé thé thuyét phuc ong ay
rang 6ng ay da c6 mot két luan cwc ky sai lam. Tham chi, 6ng ay c6 thé
muon mua ngay mot thit gi d6 ma ban dang chao ban. Piéu nay cé nghia la
ong dy muodn c6 nguwoi ban cho 6ng &y mot mén hang nao dé, va bai vi ban
dang bén canh 6ng ta, nén nguwdi doé chinh la ban day!
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Chuong 25: BAN CUA NHUNG NGUOI
BAN HANG

Dbo6i dién v6i nhitng 161 phan d6i tit phia khach hang, mot trong nhitng viéc
quan trong nhat ban can lam la dwa ra cac cau héi. Nhu to6i da ting nhiéu
lan dé cap, cac cau héi sé giup ban huwéng khach hang di dén hanh dong.
Chuiing cling gitp ban phat hién ra dong lwc 16n nhat chi phoi viéc mua hang
cta ho, va do la diéu ban can phai lam dé c6 thé ban hang mot cach hiéu
qua.

Hay can than, trong mat s6 treong hgp, khi khach hang phan nan vé cong ty
ban, c6 thé ban sé dé dang dong tinh v&i ho va khong ditng vé phia cong ty
minh. T6i khuyén ban nén tuyét doi can than khi giai quyét nhitng 16i phan
nan nhv thé. Hay tuan theo nhitng k¥ thuat ma t6i da dwa ra. Hay cam on
khi khach hang dwa ra nhitng 1oi phan nan. Hay lang nghe ho va té thai do
dong tinh rang, do dung la m6t van dé. Ban cling nén tim hiéu xem liéu dé
c6 phai la van dé duy nhat hay khong. Sau dé, ban hay dam bao véi khach
hang rang, ban, cong ty ctia ban va nhitng ngwoi ban hang khac sé co gang
hét sitc dé xua tan s that vong trong long ho va giai quyét van dé sao cho
mang lai 1gi ich tot nhat cho ho. Tiép theo, ban hay st dung chinh 1y do d6
dé nhan manh rang tai sao khach hang d6 nén hgp tac vdi ban va cong ty
cua ban.

Sau khi nhan dugc mot 16i phan nan nang né, ban hay noi véi khach hang:
“Thwa ong, liéu 6ng co6 thé nhac lai chinh xac sy viéc dé t6i co thé hiéu no
mot cach thau dao va ching ta cé thé cung nhau giadi quyét van de?”. Hay
cv xt* nhv mot trong tai, mot nguwoi trung lap, ban khong nén phua nhan
quyén phan xét cia khach hang, nhung cling dirng dat cong ty cta ban vao
tinh thé kho khan. D6 1a mot hanh dong ding dan bgi vé sau, khi moi
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chuyén da sang to, hdéa ra khach hang da phéng dai qua mitc sy viéc. Néu
ding nhw vay va ban lai 1& hita hen mot diéu gi d6 ma ban cé thé khong
thie hién dugc, ban sé mat hét thé dién, cong ty ctia ban tham chi sé€ mat uy
tin hon va khach hang dé cang c6 thanh kién v&i cong ty cua ban nhiéu hon

~

nua.

Vi chién thuat nay, ban sé cé thé xoa diu phan 16n con titc gian cta khach
hang ma khong can phai do 16i cho nhitng ngwdi ban hang khac. Biéu nay
gilp tang cuwong long tin cta khach hang doi vdi cong ty cta ban.

Suw phéan doi cang 16n, ban cang phai tuan thu chién thuat nay nghiém ngat
hon bédi nhitng ngwoi khon ngoan thwong khong muodn dwa ra nhitng 161 hita
hen mot cach hung hon thai qua.

PHAN DOI, HAY PO CHi LA MOT CAU HOI?

Khi nghe nhitng 10i phan doi, ban phai chac chan rang ban dang giai quyét
mot tr@ ngai, chit khong phai tra 10i mét cau hoi. Ban c6 thé dé dang nhén
ra st khac nhau giita ching. Mot cau héi dwgc dat ra nham muc dich tim
hiéu thong tin, vi du nhu: Mén nay gia bao nhiéu? Bao 1au t6i sé nhan dwoc
hang? Anh cé loai mau xanh va vang chit? Anh c6 loai nao dat hon (hay ré
hon) khong? Anh c6 hang c@ 16n (hay nhé hon) hon khong? D6 la nhitng
cau héi dat ra dé tim kiém cau tra 16i. N6i chung, nhitng cau héi nhu thé
cho thay khach hang quan tdm dén san pham cuia ban va ching thwong xuat
hién trong phan chinh cta bai thuyét trinh.

Trong nhitng tredng hgp binh thwdng, téi ludn tin rang ban nén tra 16i moi
cau hoéi khi ching xuat hién, mién la viéc d6 khong lam héng bai thuyét
trinh cda ban. Vi du nhuw ngay tir phan dau bai thuyét trinh, khach hang hoi
ban: “Gid san pham la bao nhiéu?”, ban c6 thé trd 10i ngay lic dé hoac
khong tuy thudc vao viéc san pham ctia ban c6 gia canh tranh hay thudc
nhom cac mat hang cao cép, dat tién. Néu ban c6 lgi thé vé gia thi kinh
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nghiém, sy hiéu biét va 6c phan doan sé thoi thic ban trd 16i ngay tic thi.
Néu san pham cta ban cé chat lwgng vuot trdi va mang lai nhiéu lgi ich
nhung gia cua né khong canh tranh, ban nén tranh tra 16i cau héi trén cho
dén khi ban da giai thich va gidi thiéu xong vé cac 1gi ich cia san pham.

Khi gap tinh huéng nay, ban hay mim cwdoi than ai va néi: “T6i sé tra 16i cau
hoi d6 mot 1at niva théi.” Hodc: “T6i rat vui khi 6ng quan tam dén gia ca san
pham. Mot vai phit nita thoi, toi sé dé cap tdi van dé nay”. Néu khach hang
khang khang budc ban phai trd 10i ngay, ban cé thé néi: “Toi rat vui dugc
trd 10i, thwa 6ng, nhung diéu do6 cé phan nao giong nhw viéc ong phai tra
tién cho mot bd com-lé trwdc khi 6ng biét né trong nhw thé nao. Tat ca
nhitng gi t6i mudn la 6ng cé thé thiy ro 1gi ich ctia sdn pham, nho thé ong
sé hiéu rd gia tri vé “moén hoi” ma ong sap c6”. Mot cau tra 10i khac cé thé
la: “Co6 rat nhiéu yéu t6 anh hwéng dén gia ca san pham nhu kich ¢@, mau
ma, cac diéu khoan trong hgp dong, hay phuwong thivc giao hang, t6i khong
biét phdi trd 16i ra sao truwdc khi chung ta thu hep nhitng lwa chon ma t6i c6
thé dé nghi vGi ong”.

Khi khach hang héi vé van dé gia ca truede khi ban c6 co hoi gidi thiéu gia
tri hay giai thich 1gi ich ctia sdn pham, ban cling c6 thé giai quyét theo cach
sau. Ban nhin thang vao khach hang, mim cuwdi va néi: “Vay ra dé la van dée
ong thdy quan trong. To6i rat vui mirng khi thdy 6ng quan tam dén san pham
nay nhu vay. Toi sé dé cap dén diéu do ngay sau day”. Sau do, ban ctt binh
tinh va ty nhién tiép tuc bai thuyét trinh.

THOT PIEM THiCH HOP BE TRA LOI CAU HOI VE “GIA CA”

Tdc d6 ban thyce hién bai thuyét trinh rat quan trong. Bing néi nhanh nhw
thé ban dang & trén duwong dua, nhwng sau khi néi rang ban sé dé cap dén
van deé gia ca ngay sau do, ban hay nhanh chéng mé ta vai dac diém va lgi
ich hap dan cua san pham c6 tac dung ho trg cho van dé gia ca.
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Sau khi 4p dung moi bién phap nham tri hoan viéc “cong b6” gia ca san
pham vi ban chwa hoan thanh cac noi dung chinh cta bai thuyét trinh, néu
khach hang van mot muc yéu cau dwoc biét gia, t6i khong tin rang ban ¢
thé tri hoan lau hon nita. Hay dwong dau véi n6 bang cach dwa ra mirc gia
cao nhat cé thé, bao gom tat ca cac dac tinh, phu tung, nhitng 1gi ich cong
thém hay cac dich vu di kém. Ban c6 thé néi rang: “Mitc gia cao nhat cé thé
1a...” va r6i cho ho biét con s6 cu thé. “Tuy nhién, con so thuc té c6 thé thap
hon khi chiing ta xac dinh chinh xac nhu cau cta éng/ba 1a gi. T6i nghi rang
moi quan tdm 1&n nhat ctia 6ng/ba 1a liéu san pham cé dap tng dwoc nhu
cau cua 6ng/ba hay khong?”. Va, trong khi khach hang di tim cau tra 10i,
ban tiép tuc quay lai v&i phan trinh bay ctia minh.

Néu khach hang noi rang mitc gia dé twong duong v6i nhitng gi ong ta dy
tinh hoac tham chi la thap hon, ban nén hoi mét cau héi “chot lai” nhuw sau:
“R0 rang la thiét bi ctia ching t6i dap tng dwgc nhu cau ctia 6ng va cd mirc
gia 6ng mong muodn, vay ong mudn ching t6i lap dat ngay hom nay hay vao
mot ngay nao khac?”.

BAN KHONG CAN PHAI “XU LY” TAT CA MOI PHAN DPOI TU
KHACH HANG

Trong bat c budi gap gd khach hang hay thuyét trinh nao vé san pham, ban
phdi nhé rang céng viéc ctia ban la ban hang chit khong phai la “giai dap
moi 1oi phan do6i”. Vi vay, ban khéng can phdi gidi dap moi loai thac mac
hong dat dugc thwong vu bang moi gia. Trén thuc té, khach hang rat hiém
khi hai long tuyét déi véemoi thitlién quan dén san pham hay dich vu cta
ban. Va m6t may man nita la khach hang caa ban khéng can phdi thich moi
thit vé san pham thi hgo méi mua ching. Bé khach hang mua hang, ban chi
can lam ho hai long vé san pham ban dang chao banhonla cai ma ho sé danh
doi dé dugc sd hitu no.
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Vi du: T6i dd mua mot bd com-1é mac du cé hai diéu t6i khong thich. Thi
nhat,toi khong hoan toan hai long vé gia ca cia bo com-1é, nhung véi sy
gitp dd cta Doyle Hoyer, ban t6i va ciling la nguwdi ban quan do, va Toc Do,
toi da c6 du ly do dé bién minh cho viéc mua né (mdc du bo com-lé do6 dat
tiéen nhung chat lvgng tot, bén va no6 khién t6i trong cé vé thanh dat...). Th&
hai, t6i khong thich phai deo that lvng khi mac chiéc quan do, tuy nhién, do
cling chi la mo6t diém “tri¥” nho nhé ma thoi.

Madc du c6 hai phan déi trén, nhung t6i van mua b com-1é béi t6i thyre s
thich mau sac ctia né va rat vira van vdi t6i. Thém vao do, khi t6i mac thia
b com-1é, Téc Bé dang yéu cua toi (nang xitng dang la nguoi khen nggi so
mot thé gidi) tién lai gan t6i va néi: “Anh trong that tuyét trong bo com-lé
nay day!”.

biéu t6i mudn “nhan gi” cac ban la: C6 nhitng phan d6i ma ban khong thé
giai quyét dugc, tuy nhién, xac suat dé diéu dé xdy ra la rat thap, bai vay
ban dirng qua lo lang. Khi gap phai m6t phan doi, hay dé t6i nhac ban thém
mot lan nita la ban dang ban hang, va mot phan doi khi dugc gidi quyét xuat
sac sé trd thanh nhan t6 tich cyc gitp ban ban duwgc nhiéu hang hon.

CONG VIEC CUA BAN KHONG PHAI LA GIAI QUYET PHAN bBO1

Nhitng ngwdi ban hang tré (y t6i la “tré” vé kinh nghiém) hoac nhitng nguoi
ban hang dé dao dong thuwong cé tw twdng sai lam rang cong viéc cua ho la
gidi quyét cho bang hét moi phan doi cia khach hang. Chinh suy nghi do
dan dén viéc ho khuyén khich hay thach thitc khach hang tiép tuc dua ra
nhitng cau hoi hay nhitng phan doi khac. Diéu nay rat dé xdy ra khi ho vira
trd 101 mot cau héi “hdéc buia” hay mot phan d6i “phitc tap” mot cach xuat
sac (tat nhién la theo quan diém ctia ho). La mot nguwdi dao tao ky nang ban
hang, t6i da tirng gap nhitng nguwdi ban hang khoanh tay tw man, vo nguc
(theo ding nghia den) va néi vdi khach hang: “T6i dam bédo v&i ong la toi
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c6 thé giai quyét on théa bat cit phan doi nao, vay 6ng co thé dwa ra thém
mot vai phan doi khac nita khong?”.

Vi thai do do, anh ta sé danh mat thuwong vu bdi khi d6 khach hang sé co
cadm gidc anh ta dang ti* man va qua nhiét tinh trong viéc pho truong kién
thitc chit khong phai gidi quyét nhitng van dé caa ho.

GIAM NHE PHAN POI BANG CACH DIEN DAT LAI CHUNG

Ban c6 thé giam nhe mitc d0 cta nhitng phan d6i bang cach dién dat lai
ching. Chang han nhw khi khach hang noéi: “Chat lwong san pham cta anh
chac chan khong dap ttng dwgc yéu cau cta chiing t6i. Toi khong tin rang
né con st dung duwgc sau ba tudn, chit dirng néi dén ba nam nhuw trong giay
bdo hanh cta anh!”. B4 qua 1a mét phan doi kha gay gat. Nhwng ban hoan
toan c6 thé xoa diu va lam nhe n6 bang cach ha thap giong, nhin thang vao
khach hang va néi: “Theo nhw t6i hiéu, 6ng dang muén chac chan rang san
pham cua ching t6i c6 chat lwgng 1au dai va xitng dang vai so tién ong bo
ra. D6 la diéu 6ng dang ban khoan, phai khong thwa 6ng?”.Hodc,ban ciing
c6 thé néi: “Vay khiic mac cia 6ng la ____. Bang vay khong thwa ong?”.
(Ban khong nén néi: “Dé gidi quyét khic mac ctaa 6ng...”)

Chac chan khach hang sé chdp nhan viéc ban dién dat lai phan d6i ma ho
vira dua ra. (Hau hét cac khach hang thuwong c6 nhitng 16i phan doi thai qua,
ddc biét néu lic d6 ho thue sy khong cam thay hitng thid véi san pham. Biéu
nay khién nhitng nguwdi ban hang c6 thé nan long va bo cudc, va dé la diéu
vi khach hang no dang trong cho.) Bang cach dién dat nhe nhang hon, ban
c6 thé tiép tuc cudc trao doéi theo chiéu hwdng tich cyc. Hay nhé rang ban
dang str dung nhitng k¥ nang ban hang déthuyét phuc,chit khong phai dung
vii khi dédanh bai khach hang. Diéu dé sé mang lai lgi ich cho ca ban va
khach hang.

HAY LUON LICH SU CHO DU BAN BANG O THE bOI PAU
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Khi khach hang nhan xét: “DPon gian la toi khong quan tam”, ban hdy dwa
vao ngtt diéu va giong ndi cua ho dé xac dinh xem do6 la mot phan doéi nhd,
trung binh hay thuc sy la mot phan doi 16n.

Néu do6 chi 1a mot phan doi nho hay trung binh, ban cé thé néi: “T6i hoi
ngac nhién khi 6ng néi rang 6ng khong thay hirng thd, béi san pham cua toi
sé... [hdy néu ra vai lgi ich chinh ctia sén pham]. Tuy nhién, t6i chac chan
viéc 6ng khong may hitng thu la cé ly do. Liéu 6ng c6 vui long chia sé vai
toi khong?”. Mot l1an nita, ban da dwa khach hang vao tinh thé budc phai tra
10i.

Chuyén gia dao tao ky nang ban hang John Hammond néi rang, ké ti khi
ong bat dau ap dung cach nay vao nam 1957, chi cé hai khach hang (6, 6ng
ay mdi nhé ré vé khach hang ctia minh lam sao!) tir choi néi ra ly do tai sao
ho lai khong hitng thd. John néi diéu nay giip ban khéng can phai vat 6c
doan xem ly do do la gi va nho vay ban c6 thé tap trung tri lyc dé giai quyét
nhitng phan déi thyc sy.

Con néu ngir diéu cta khach hang that gay gat khi anh ta néi: “T6i khong
quan tam!”, ban nén van dung cach gidi quyét cua Charlie Cullen. Hay tdo
bao nhac lai cau néi doé theo dang nghi van va nhé 1én giong that manh vao:
“Ong khong quan tdm?”. Cach giai quyét nay budc khach hang phai tra 10i
ban, va n6 vo cung hiéu qua day!

Hay nghi vé diéu nay. Cho du ban méi vao nghé ban hang dwgc ba ngay,
chdc chan ban da nghe it nhat mot khach hang néi rang: “T6i mudn suy
nghi thém vé diéu nay” ngay khi ban vira két thic bai thuyét trinh. D€ giup
ban hiéu rd hon vé tinh thé nay cling nhv cung cap cho ban mot sé kién
thitc vé tinh cach con ngudi dé chuan bi cho buwéc két thic thwong vu, téi
xin chia sé mdt s6 phuong phap ma t6i da gidi thiéu trong cac khoa dao tao
ban hang cua toi.
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T6i da tirng héi nhitng ngwdi tham gia: “Bao nhiéu ngudi trong s6 cac ban
cho rang minh la m&t ngwdi ban hang trung thuce?” (T4t ca cac canh tay déu
gio 1én). T6i ti€ép tuc: “Vay, bao nhiéu nguwoi trong sé cac ban, nhitng nguoi
ban hang trung thiyc, da tirng néi véi mot ngwdi ban hang khac 1a ban muoén
‘suy nghi thém vé diéu nay’?” (Mot lan nita, moi canh tay lai gio 1én). Cau
héi tiép theo: “Bao nhiéu ngudi trong so cac ban, nhitng nguwoi ban hang
trung thue, sau khi da noéi véi mot ngwoi ban hang khac 1a ban muén ‘suy
nghi thém vé diéu nay’, ban da thuc sy suy nghi vé 10i dé nghi ctia ho mot
cach trung thyc, nghiém tic va ky lwdng?”.Lan nay chi co rat it canh tay gio
1én. Sau do6 toi tiép tuc héi: “Vay co6 phai cac ban, nhitng nguwdi ban hang
‘trung thye’, dang co tim cach thoat khoi nguwdi ban hang do6 khong?”.

Cau trd 10i c6 thé 1a “céd” hoac “khong”. Béi khi, khach hang thuc s muén
cham dit bubi néi chuyén hodc thoat khéi nguwdi ban hang. Nhitng cau néi
kiéu nhw: “T6i muén suy nghi thém vé diéu nay...” hodc “Anh c6 thé néi
chuyén véi luat su cua t6i...” (hay vGi chu ngan hang, véi doi tac, véi dong
nghiép cuha toi v.v.) 1a cach don gian dé két thic budi néi chuyén mot cach
lich sy. Tuy vay, van con mot kha nang khac nira.

Hau hét moi nguwdi déu khong muon st dung tir “khéng”,bdi vi nd qua
thang thirng va dit khoat. Khi n6i khéng, khach hang da dat dau cham hét
cho m6i quan hé cia ho v6i ngudi ban hang. Va vi vay, dé tranh phai néi tw
khong, ho sé bia ra nhitng ly do khac. La mdt nguwdi ban hang, néu chiing ta
hiéu dugc diéu co ban nay, ching ta sé tim ra cach diéu khién tinh thé, béi
vi, chitng nao khach hang khéng tryc ti€p noéi khong, ching ta van con co
hoi ban dugc hang.

Lic nay, ngwdi ban hang can phai luén luénnhé rang béan than ho cling la
mot khach hang va ho can phai suy nghi & vi tri cia ca nguoi ban lan nguwoi
mua. Diéu nay thé hién sy dong cdm ma to6i da trinh bay trong chuwong 8.
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Khi dong cam, ban c6 thé thiu hiéu van dé cia nguwdi khac va giup ho giai
quyét no.

Thyc ra, khach hang chang “suy nghi thém” gi cad. Ban ditng bd qua diéu
quan trong ma t6i sap ndi t¢i day. Trong hau hét cac trwong hgp, khi mot
khach hang noéi rang “t6i sé suy nghi thém vé diéu d6”, ho sé khong lam thé

va cudi cung ho sé ndi khong ma thoi.

Tuy nhién, t6i ddm bao véi ban rang khach hang néi khéng vao hom nay sé
tot hon la ho néi khong vao ngay mai. Ly do don gian la ngay mai, ban sé
quén 10i tir ch6i d6. Ngay mai, ban c6 thé theo dudi mot khach hang mai va
ban sé khong trong mong gi thuwong vu truée do nita. Mot khi ban khong hy
vong vao khach hang, ban sé roi vao bé tac va khong c6 gang tim kiém
khach hang tiém nang nita. Khi do, thwong vu ma ban bé 16 hém qua ciling
khién ban mat luon thwong vu ctia ngay hom sau.

RO rang la mot cau trd 161 “céd” vao ngay mai tét hon la “khong” trong hom
nay. Nhung t6i muén nhan manh rang, néu khach hang khong dwa ra quyét
dinh vi mot ly do mo ho nao do, thi trong hau hét moi tredng hop, ngay mai
cau tra 10i ctia ho van la khong.

Vay, ban vugt qua trd ngai nay nhu thé nao? Pau tién, ban hdy mim cudi
that twoi va néi:

That tuyét! Toi rat vui khi biét 6ng muon suy nghi thém tredce khi mua [tén
moén hang], bdi ro rang 6ng sé khong lang phi thoi gian dé nghi vé n6 néu
nhw 6ng thuc sy khong quan tam. Toi cho rang 6ng muén can nhac dé tranh
dwa ra quyét dinh sai lam, c6 phai vay khong, thwa 6ng? [Hay chd cau tra
167 cta khach hang.] Ong c6 dong v ring thoi gian danh dé suy nghi lau,
mau khong phai la diém chinh yéu? Néu t6i hiéu ding y 6ng thi muc tiéu
chinh ctia 6ng la bdo dam rang minh sé dwa ra mot quyét dinh dung, bat ké
ong suy nghi thém vé n6 trong 2 phit hay 2 ngay. Diéu 6ng mong muon la
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c6 mot quyét dinh dung sau khi dwge cung cap day da thong tin c6 thé gitp
ong lam sang té van dé, phai khong thwa 6ng? Vay, liéu ching ta c6 thé
cung nhau suy nghi va trao doi thém it phut treeéc khi 6ng dwa ra quyét dinh
cudi cung khéng?

CHIEN THUAT BON CAU HOI

Trén thue té, ong phai tw dit ra cho ban than bon cau héi va ong da tra 1oi
“c6” vGi ba cau trong s6 dé roi, dé la: (1) Minh c6 thich né khong? (2)
Minh c6 muén s& hitu n6 khéng? (3) Minh cé kha nang chi trd cho no
khong? [Giita moi cau héi ban nén tam dirng giay lat.] Cau héi con lai mang
tinh chat quyét dinh la: (4) Khi nao minh bat dau thu huéng nhitng 1gi ich
do né mang lai? RO rang 6ng la nguwdi duy nhat co6 thé trd 10i cau héi do.
Nhung cho t6i néi thém rang gia ca co thé khéng doi hodc tham chi sé tang
1én, liéu 6ng cé thady rang minh nén mua hang dé tan hwéng cac lgi ich dé
ngay tu bay gio khong?

Khi cudn sach nay duwgc xuat ban lan dau, Mark Gardner, giam doc cong ty
E. F. Hutton tai Houston, bang Texas, da doc va ap dung bang viéc héi
khach hang; “Ong muén suy nghi vé viéc ndy béi vi tdi c6 thé da di qua
nhanh & mot vai diém quan trong trong khi thuyét trinh phai khong?” hoac
“Ong thuc s muén suy nghi vé diém nao?”, “Ong c6 thé néi rd hon vé diéu
ong mudn can nhac khong?” (Sau khi da c6 cau tra 10i, Mark tiép tuc).

“Thua 6ng, ong sé khong noéi rang,dé dwa ra mot quyét dinh sang sudt, 6ng
can phai c6 nhitng diéu sau chit?

1. Kha nang tiép can thong tin hoan héao;
2. Kha nang dinh gia hang hoa chuyén nghiép;

3. Méi quan hé quen biét vdi ban 1anh dao cong ty?
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Vang, dé chinh la nhitng gi ching ta dang c6 gang gidi quyét. Nhitng gi
ching ta dang thdo luan la dé di dén mot quyét dinh quan trong. Nhitng
khach hang c6 cung quan diém vGi ong c6 thé néi rang ‘T6i can suy nghi
thém vé viéc nay’ hodc ‘T6i sé goi lai cho anh sau’. Thyc ra, nhitng gi ho
muon ndi lai la ‘Hirmmm, t6i khong thich y twéng ctia anh’. Vay, ching ta
hdy néi v6i nhau mét cach thanh that vé van dé nay nhé. Ong khong can
phdi y t¢ dén thé dau. Xin cho t6i biét con diéu gi lam 6ng cam thdy khong
thoai mai? Ong c6 can biét thém thong tin gi nita khong? La mot ngudi kinh
doanh, t6i c6 trach nhiém tim hiéu...”

Dick Gardner, nguoi sang lap ra To chitc dao tao ban hang quoc gia
(NASE) da chi cho t6i thé nay. Néu khach hang ctia ban la mot nguwdi hai
huwéc va khi 6ng dy no6i rdang minh mudn suy nghi thém mot chit, hay nhin
thang vao mat ong ay, mim cuwdi va lam mdot dong tac phan khich thai qua
nhv tung ndm dam 1én troi mot cach qua quyét dén mic 16 ca dong ho deo
tay va néi: “Tién 1én!”. Nhin chung, hanh dong nay thuwong khién khach
hang phai bat cwdi vui vé. Quan trong hon, né con pha vo bau khong khi
cang thang va giip thwong vu tién hanh suén sé hon. Hay st dung chién
thudt nay c6 can nhac. Nhung t6i dam “cugc” la triv phi ban dang ban
nhitng san pham dac biét c6 tinh chit séng con, chién thuat nay luén luén
hitu dung.

Mot chién thuat khac dac biét hitu hiéu doi véi nhitng san pham cé thé s
dung su6t doi. Ban chi can néi rang: “Thwa 6ng, hau nhw chi phi chang
dang la bao vi san pham nay sé theo 6ng va phuc vu 6ng sué6t doi. Vi vay,
chi phi st dung né sé gidm dan sau moi nam, moéi thang, moi ngay néu 6ng
mua né ngay lic nay thay vi chd doi dén 5 thang hay 5 nam sau mdi mua
nd. Vay, ong c6 thay rang minh nén thu hwéng nhitng 1gi ich ctia né ngay t
luc nay khong?”

HAY BAT DAU MOT CACH LO-GiC VA KET THUC DAY CAM XUC

https://thuviensach.vn



Hay nhé rang khi gidi quyét mot phan doi, ban can bat dau bang mét cau tra
10i 10-gic nhung két thic bang mot cau noéi cé cam xuc. Vung tw duy cda
ndo chung ta chi bang m6t phan muoi vung cam xuc, vi vay, moi nguoi
quyét dinh mua hang vi ly do cam tinh chit khong phai bdi mét 1y do 16-gic.

Khi gap mot phan doéi va ban gidi quyét on thoa khién khach hang hai long
va tin twdng, ban cé thé tw hao rang ban da cé nhitng buwdc tién tdi gan
thwong vu roi day. Luc nay, khach hang sé t6 ra than thién, ho sé cam san
pham 1én dé quan sat ky lwong. Nhung do6i khi ho chi im lang doc hop dong
hodc mot s6 tai liéu quang cdo ban cung cap.

Gia st khach hang dwa ra mot cau héi hay mot phan d6i ma ban khong thé
giai dap dugc. Ban hdy tra 10i theo cach sau: “P6 qua thue la mot cau hoi
quan trong, thwa 6ng, néu khong 6ng da khong néu ra. Nhung béi vi chua
ti'ng c6 khach hang nao dat ra cau héi nay nén tam thoi t6i khong thé c6
mot cau trd 10i hoan chinh cho 6ng. Nhung chac chan 1a t6i sé tim hiéu
thém thong tin tir phong ho trg khach hang dé c6 mot cau tra 16i chinh xac.
Néu duwoc, t6i xin hen gap lai 6ng vao dau tuan sau...

Ban khéng bao giddugce néi: “Ong c6 hiéu nhitng gi t6i dang néi khong,
thwa 6ng?”. Thay vao do, hay héi rang: “T6i hiéu nhw thé c6 ding khong
thwa 6ng?” hodc: “Ong c6 hai long véi nhitng gi tdi vira trinh bay khong?”.
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Chuong 26: SU DUNG CHINH NHUNG
LOI PHAN POI CUA KHACH HANG
PE HOAN TAT THUONG VU

Da nhiéu lan t6i dwgc héi: “Ban nén tra 16i bao nhiéu phan doi trwdc khi di
dén diém hoan tat mot thuwong vu?”. Theo kinh nghiém ca nhan toi thi ban
chi nén xt 1y t6i da ba phan doéi, nhung tot nhat la hai (hay ghi nhé rang - co
s khac nhau gitta nhitng cau hoi va nhitng phan dé6i). Khi khach hang cua
ban dwa ra hai hodc ba phan doi (cac phan doi thay déi tuy theo ti'ng hoan
canh khac nhau), thi ban hay nhin thang vao mat ho va néi: “Thwa 6ng, toi
muon hoi 6ng mot cau nhu sau. Pay cé phai la vat can duy nhat gitra ong va
viéc s@ httu ___ [tén mon hang], hay c6 diéu gi khac khién 6ng con ban
tam?” [Viéc tap luyén thay d6i ngi* diéu giong ndi da dwgc dé cap trong
phan triwdc sé phat huy tac dung rat 16n vao ltic nay].

Néu khach hang néi rang: “Khong, day chinh la diéu duy nhat t6i quan
tam...”, do6 la lic ban nén gidi quyét van dé va dwa ra mdt cau ndi tich cuc
va nhan giong: “T6i tin rang d6 chinh la 16i gidi dap cho cau héi cia 6ng,
ding khong thwa 6ng?”. Pén day, néu nhu ban khong nhan duwgc mot cau
trd 10i tich cyc hay mét phan tng dang ké nao thi ban nén tiép tuc nhv sau:
“T6i rat vui khi c6 thé giadi dap duwgc thac mac cua 6ng, béi vi toi biét ong sé
rat thich san pham nay!”. C6 thé ban cho rang da dén ltc ban c6 thé “chot”
thwong vu bagi vi khach hang nay da néi rang 6ng ay chi cé6 duy nhat mot
phan do6i va ban ciling vira khang dinh rang rao can (sy thac mac, phan doi)
da duoc xba bo.

CHIEN THUAT “CUON SO TAY BIET NOI”
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boi khi m6t khach hang sé dwa ra nhiéu hon mot van dé hoac mot phan doi,
vi vay anh ta c6 thé déap lai cau hoi dé cap & trén nhw sau: “O, khong, khong
nhitng t6i khong tin rdng gia ca nay la hgp ly ma t6i thyc sy con rat phan
van vé kha nang phuc vu khach hang cua anh nita, néi that, cam két bao
hanh cda anh van chwa ding nhw t6i mong muon”. Khi khach hang cua ban
dwa ra nhitng phan doi kiéu nhu vay, ban nén dung md6t cudn so tay va viét
tat that nhanh nhitng gi ban néi: “Néu t6i hiéu ding thi thwa 6ng, nhitng
thac mac cta 6ng bao gom thit nhat la gia ca,” (Hay viét tir gia ca) “thi¢ hai
la van dé phuc vu caa ching t6i,” (Hay viét ti si phuc vu.) “va thit ba la sy
bao hanh cta ching t6i.” (Hay viét tir bao hanh.)

~

GIA CA - GIA CA BAT CANH TRANH

PHUC VU - PHUC VU KHACH HANG TOT NHAT CO THE

. BAO HANH = BAQ HANH TREN MUC THONG THUGNG

Gio day, ban da c6 ba tir trén cudn so tay: gia ca, phuc vu va bdo hanh. Hay
nhin thang vao mat nguwdi khach dé va noéi: “No6i cach khac, thwa 6ng, néu
ong nhan thay rang gia ca rat canh tranh, rang ching t6i hoan toan c6 da
kha nang dé phuc vu khach hang tot nhat, va ché do bao hanh ctia chiing toi
la trén mitc thong thuwdong thi 6ng sé cam thay thoai mai khi quyét dinh mua
san pham cta ching t6i, c6 phai y ong la vay khong?”. Sau d6 ban chd cau
trd 10i caa khach hang.

Néu nguoi khach dé néi “c6”, ban hay di thang dén van dé gia ca va giai
quyét né. T6i xin nhac lai 1a trong chwong 5 va chwong 23, t6i da dé cap rat
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chi tiét vé cac cach giadi quyét van dé nay roi, vi vay day chinh la thoi diém
ban van dung ching. Khi nao ban gidi quyét xong phan doi gia ca, ban hay
nhin thang vao ngudi khach d6 va héi: “Chac chan diéu t6i vira n6i da lam
ong théa man vé van dé gia ca, ding khong? Néu ding la nhw vay thi thwa
ong, toi xin loai trr “gid ca” ra khoi danh sach cac cau hoi”. (Ban vwa gat
dau vira gach ngang twr gia ca.) That tinh c@, nhitng cau héi kiéu nhw “Nhw
vay da hop ly chwa thra 6ng?” hay “Diéu nay cé y nghia chit thwa 6ng?” va
“Pugc chit thra 6ng?” 1a ba trong sé nhitng cau dung dé “chot” mét thwong
vu da dugce kiém nghiém va to ra cé hiéu qua nhat.

LAN LUOT DO BO TUNG TRO NGAI

Tiép theo ban gidi quyét thac mac vé van dé dich vu. Lic nay thi khéng co
thit gi thuyét phuc bang cac “gidy xac nhan chat lwgng”, titc nhitng 1a thw
khen ngoi, chia sé tir nhitng khach hang cam thay hai long vé6i sy phuc vu
cta ban trwdc day (chwong 14). Vi diéu nay c6 lién quan dén sy bén vitng
va trung thyc ctia cong ty nén viéc ban la thanh vien cia Phong Thuong
mai, Phong Phat trién Kinh doanh cling nhw sw chitng thye vé quy mo, tudi
tac va trung thyc ctia cong ty la rat quan trong. Khi khach hang phat biéu y
kién hodc dung ctr chi dé thé hién sy dong tinh thi ban hay két thic phan noi
vé s phuc vu bang cach dat cau hoi: “Biéu t6i trinh bay han da giai dap
duwgc nhitng thac mac cia ong vé kha nang phuc vu cua ching to6i roi chi?”.
Néu khach hang gat dau dong y, ban hay tiép tuc hoi: “Vay t6i xin phép loai
van déphuc vura khoi danh sach cau hoi nhé?”. Khi dat ra cau héi nay ban
da tin rang sé nhan dugc cau tra 1oi “c6”, vi vay hdy san sang gach ngang tir
do.

“Tiép theo, t6i xin dwgc dé cap dén van dé bao hanh. Chiing t6i dai dién cho
su bén vitng va uy tin ctia cong ty. Thwa 6ng, t6i cling xin nhan manh rang
mot khi ché do bao hanh cta ching t6i khong hgp 1y cho ca ngwoi mua lan
nguwoi ban thi n6 sé chang c6 gia tri gi nita. Néu nhu chiing t6i khong dam
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bdo dwgc diéu do thi cong viéc kinh doanh sé rat kho khan. Ching t6i bao
hanh cho 6ng gan nhu moi thi ngoai trir nhitng 16i do sy bat can cia nguoi
stt dung, hay sy lam dung san pham. Chiing t6i sé bado hanh cho 6ng toan bo
16i do nha san xuat va hau nhw moi 16i khac néu khach hang st dung ding
cach san pham cua ching t6i. T6i tin rang day chinh la m6i quan tam 16n
nhat cta 6ng, ding khéng thwa 6ng?”

THE HIEN LOI THE CUA BAN

Vi moi cong ty déu c6 mot vai 1gi thé nhat dinh nén t6i khuyén khich cac
ban tim hiéu nhitng diém manh d6 cua cong ty minh va hoc cach ap dung
ching. Viéc ban té thai do gay gat bang cach “tu6n” ra nhitng cau néi mang
tinh cong kich khach hang hoan toan khong phai la mot gidi phap dang xem
xét chut nao. Trong tredng hop nay, ban can phdi té ra binh tinh. B&i thi
ma khach hang can chinh la sy ty tin, binh tinh, diém dam cta ban. Can
phai nhac lai rang day chinh la thoi diém quyét dinh cia mot cuoc dam
phan khi ma nhitng pham chat ctia ban ciing quan trong ngang bang véi cac
k¥ nang ban hang ma ban cé. Néu ban chinh la nguwdi ban hang gioi c6 ky
nang ban hang chuyén nghiép thi ban sé han ché duwgc to6i da cac thuwong vu
khong thanh c6ng vi nhitng phan déi tir phia khach hang.

Trd lai vi khach hang “mu6n suy nghi thém” néi trén, sau khi ban da “thao
g0” dugc tit ca ba phan d6i do, ban hay nhin thang vao mat 6ng ay va néi:
“Thwa 6ng, t6i tin chac rang ong da bat dau cam thdy ché do bao hanh cua
ching t6i 1a thoa dang r6i phai khong?”. Thém mot lan nita ban cé thé cho
la sé nhan dwgc mot cau tra 10i huwdng tng, vi vay hay twoi cuoi roi lay bat
gach ngang phan doi cudi cung do.

Dbay ciling chinh la thoi diém ban nén tan dung nhitng théng tin da hoc dugc
t* chuyén gia dao tao va cac tai liéu ctia cong ty ban. To6i muodn nhac lai
rang toi viét quyén Nghé Thuat Ban Hang Bac Cao nay trudc hét 1a dé tiép
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sttc thém cho nhitng lgi thé cia cong ty ban chit khong phai dé thay thé
chung.

Sau khi ban da kiém soat dugc ba phan doi nay thi hay nhin thang vao
nguoi khach do6 va néi: “Nhu 6ng biét day, toi rat mong moi khach hang déu
dat ra nhitng cau hoi cu thé giong nhw cua 6ng vay, béi néu mot ai do hiéu
dugc cam giac cda chinh minh thi ching t6i sé dé dang hon va hitng thu
hon véi cong viéc gidi thiéu san pham cta ching to6i. Va toi tin chac la 6ng

'J’

sé yéu quy san pham nay day!”. Vi mot nu cuwdi rang rd, ban co6 thé tin

rang minh da hoan tdt mot thwong vu.

Cha y: dirng “gidi thich dai dong” cho bat ky mét phan déi nao. Trudc hét,
diéu nay khién cho khach hang nghi rang ban dang bao chita cho viéc minh
khong hiéu ro vé san pham. Va, diéu t6i té hon nita la néu ban lam nhu vay,
khach hang sé nghi rang ban dang ra sttc chong lai ho va xem hg nhw nhitng
ké ngoc nghéch khi dwa ra nhitng 16i phan doi d6. Chac chan d6 khong phai
mot cach ban hang hiéu qua.

CHIEN THUAT “VAN AN TOAN”

Ca nhan to6i tin rang trong lic giai quyét cac phan doi, tat ca chiing ta can co
mot tht ma noi nhv Dick Gardner la “van an toan”. Nguwoi ban hang lanh
nghé nao ciing déu tirng gap nhitng phan déi ma ho da dugc hoc cach xtr ly,
nhung khong may 1a, lic can thi ho lai khong thé nhé noi ching. Trong
nhitng truong hop nhw vay, ban khong thé im lang, nhung ditng néi nhitng
cau dai loai nhu: “T6i biét cau tra 10i nhung khong thé nhé ra ngay duoc,
lam on cho t6i mot vai phut thoi va t6i sé gidi dap cho 6ng ngay”. Bdi néu
ban da biét cau tra 10i (gid st nhw vay) thi ban nén tim cach phat huy mot
vai “van an toan” cho minh.

Ban hay noéi nhw sau: “Toi thuc sy rat hitng thd véi cau héi cua ong va toi
danh gia cao tam quan trong cta no6. T6i chan thanh dé nghi 6ng hay danh
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sy quan tam va xem xét k§ hon doi vGi yéu cau cua chiung t6i. Chinh sy
quan tam va thau hiéu sé gitip ong tan dung dwoc cac dich vu cia ching téi
va dat duogc 1gi ich t6i da”. Lic nay chac la ban da nhé ra cau tra 10i cho cau
hoéi dat ra ban dau, vay con chd gi nita? Ban hay gidi dap no6 di thoi.

Ban ciing c6 thé ap dung chién thuat trén trong trueong hgp ban biét cau tra
16i nhwng muon tim cach dién dat n6 sao cho tot nhat. Vi du, mot bac si c6
thé sé can phai suy nghi nén néi nhu thé nao truwdc khi thong bao tin khong
tot cho bénh nhan. Ngudi than yéu ctia ban sé can nhac tiv ngit, dung ngit
diéu va cw chi co tac dung giam nhe khi thong bao nhitng tin tc khong hay
cho ban. R0 rang la ban biét cau tra 16i nhung cach ban tra 161 méi la quan
trong.

HAY BINH TINH TRONG MOI HOAN CANH

Thong thuwong khi khach hang dwa ra 16i nhan xét khong co thién y thi day
chinh 1a Iic ban phai dung dén chiéc “van an toan” cia minh. Ngwoi khach
d6 co thé thot 1én rang: “Toi sé chang doi nao quan hé vaéi cai hang ma anh
lam dai dién dau!”. Khach hang nay phan doi kha kich liét va doc doan.
Trong trudng hgp nay, chién thuat “van an toan” sé trd nén don gidn va co
hiéu qua hon. Ban hdy ha thap giong, nhin thang vao mat 6ng dy va nhe
nhang néi: “Thwa 6ng, cd vé nhu 6ng rat coi trong van dé nay, vay 6ng co
thé chia sé vdi toi ly do cta sy phan (tng manh mé dé?”.

Rét nhe nhang, rat diém dam va ban sé dan x6a bé duwgc bau khéng khi cang
thang va sw phan doi kich liét ctia nguwoi khach d6. Cé mot diéu thu vi la
trong hau hét cac treong hop, ban sé kham pha ra cac van dé lién quan dén
xung dot ca nhan, khoang cach giao tiép hay la mot vai chi tiét khong dang
ké nao d6. Tuy nhién, cho du sy that nhu thé nao thi néu nhu trong con mat
khach hang cta ban, van dé do6 rat quan trong thi titc la né thuc sy quan
trong.
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Cho du cac phan doi c6 16n dén dau thi quy trinh nay cting mé dwong cho
ban gidi quyét ching mét cach tot dep. Chia khoa thanh céng khi ap dung
chién thuat nay la dirng ty ai ca nhan khi khach hang néu lai nhitng sy c6
trong qua khit do6i vGi san pham ctia ban, hoac ho cong kich thang vao cong
ty va cac chinh sach ctia cong ty ban. Hay ghi nhé rang, néu mat binh tinh,
ban sé mat ca thwong vu.

TRO LAI CHIEN THUAT “LUA CHON THAY THE”

Chién thuat nay thuwong duwgc ap dung cho nhitng nguwdi ban hang truc tiép
hodc ban hang tan nha béi nhitng ngwdi nay cé nhiéu thoi gian va hoat dong
trong nhitng diéu kién khac véi nhitng ngwdi lam viéc & cac cira hang ban 1é
thong thwong; do do cach trd 16i va phwong thitc ban hang cling hoan toan
khac. Mot diém nita 1a hau hét nhitng thwong vu ban hang trye ti€p nhw ban
my pham, dung cu nha bép, bdo hiém nhan tho, may hat bui, bach khoa
toan thw, &n pham thwong mai, banh ngot Girl Scout, vé x6 s6... déu dugc
thyc hién trén co s6 mot cudc gap go.

Trong treong hop khach hang cua ban dang ¢ trong mot ctra hang ban 1é va
sau khi ban da giadi quyét cac phan do6i, dén phan két thic ban can x 1y hoi
khac mot chit. Ban twoi cwdi néi: “Toi cam thay rat vui vi c6 thé tra 1oi
dwgc cau hdi ctia 6ng bdi nhiém vu cta chiang t6i la phuc vu khach hang t6t
nhat. Toi biét la 6ng sé rat thich san pham nay va tit nhién ching t6i c6 mat
¢ day la dé dap tng bat ky nhu cau nao. Xin hoi 6ng muon ty minh dem
hang vé hay ching toi sé giao hang tan nha cho 6ng?”.

Ban c6 thé chon nhitng cach két thic khac nhw: “Nhw vay 1a 6ng nghiéng vé
mau doé, hay 6ng thich cdi mau xanh hon?”, hay “Ong muén thanh toan
bang thé tin dung, séc hay tién mat?”

CHIEN THUAT “WHEELER WHICH”[9]
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Chién thuat nay dwgc xay dung bdi chuyén gia dao tao ban hang Elmer
Wheeler vao nhitng nam 1930 va dugc ong dat tén la “Wheeler Which”.
Ong da duwoc chudi ctta hang Walgreen Drug tra cong rat hau hinh do c6
cong giup do viéc kinh doanh cua ho. Thai ky suy thoai kinh té, loai sita co6
mach nha c6 gia 15 cent rat dugc wa chuéng. Ho con cho ca tritng vao sita
va gid moi qua tring la 5 cent. Vi Walgreen mua tritng theo ta chi végi 15
cent/td nén ho cang ban dwoc nhiéu tritng pha sita thi 1gi nhuan thu duwgc
cang cao.

Khi khach hang goi mot coc sita mach nha Elmer da hwéng dan nhitng
ngwoi phuc vu cam hai qua tritng gio 1én va twoi cwoi hoi: “Mot qua hay hai
a?”. Trong hau hét cac truong hgp, mac du khach hang khong hé c6 y dinh
dung tritng nhung ho sé dé dang cho qua va noéi: “Mot qua théi”.

Va Walgreen da phat hién ra rang sé lwong khach hang dong y goi hai qua
tritng nhiéu bang s6 nguoi khong goi qua nao. Moi tuan ho ban dwgc tdi
hang tram thung tri'ng. Két qua la lgi nhuan ctia ho cling tang 1én nhanh
chong.

boi khi Chién thuat “Iwa chon thay thé” lién quan dén mot quyét dinh rat
don gidn nhung lai c6 tac dong 16n tGi mot quyét dinh quan trong khac.
Chang han, trong mét thwong vu ban mot can nha, ngudi moi gidi bat dong
san c6 thé noi rang: “Mot trong nhitng thit ma t6i thuwong cung cap thém
cho khach hang la mét bd vong sat dé go ctra tuyét dep cé khac tén cua ho.
Nao, ong muon khac n6 bang chi*r Anh c6, My hién dai, hay theo kiéu
Corinthian Hy Lap?”. Nhitng ngudi ban xe hoi, dac biét la nhitng chiéc xe
cao cdp, sang trong,cé théva néntheo chién thuat nay dé nghi khach hang
dat thém nhitng miéng khac tén cta ho, ma vang hay bach kim, dé gan 1én
ctra xe hay bo phan can xe.

C6 diéu, khong ai quyét dinh mua mot can nha hay mot chiéc xe 6 to dat
tién chi vi mot bo vong sat go cira hay la mot miéng kim loai c6 khac tén
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ho, va chién thuat nay sé khong hiéu qua néu nhw khach hang thuc sy
khong mudén mua san pham. Tém lai, mot chién thuat tét gitip ban cé dwoc
mot quyét dinh va phéi la mét quyét dinh c6 lgi. Cach két thic thwong vu
thwe sw 6 hiéu qua phai khién cho khach hang cdm thay rang chinh anh ta
dang mua hang chit khong phai ban dang ban hang. Piéu nay sé gitip ban c6
dwgc mot khach hang 1au dai.

Hang nam, tat ca ching ta phai stt dung dén hang tram lan Chién thuat “lya
chon thay thé”. Xin nhac lai mot lan nita, cho du nghé nghiép cua ban la gi
di nita thi cong viéc hang ngay cua ban ciing chinh la ban hang, chang han
nhu:

B6 me ndi vdi con cai: “Con mudn di cat co hay lau ctta s6?”. Gido vién néi
v6i sinh vién: “Em muon nhan diém kém hay hoan thanh bai tap vé nha?”.

Bac si néi v6i bénh nhan: “Anh mu6n song lau hon hay tiép tuc hat thude
1a?”.

Nguoi sita chita n6i v6i chi nhan chiéc xe: “Anh mudn t6i thay vo xe dé di
thém duwgc nam ngan dam nita hay c dé nhw vay?”. Anh chang dang theo
dudi ban néi vGi ban rang: “Em mudn anh dén dén vao lic 7 gid 30 hay 8
gia?”.

Nguoi phuc vu néi véi ban: “Ong mudn dung xtip hay xa-lach cho buéi

toi?”.

Canh sat tuan tra néi véi nguoi 1ai xe qua téc do: “Anh muén dong tién phat
ngay bay gio hay hau téa vao ngay dau tién cua thang sau?”.

biém mau chot ¢ day la, ngay nao chung ta cling “ban hang”, vay tai sao
chung ta lai khong c6 gang hoc hoi dé lam cong viéc do t6t hon nhi?

NHUNG PHAN POI CU THE
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Mot cau héi toi thwong gap trong nhitng lan chia sé kinh nghiém ca nhan
v6i dong nghiép va trong cac budi hoi thao trén khap dat nwdc la:Ban sé
tiép can nhw thé nao doi véi mot khach hang hién dang mua hang tir mot
nha cung cdp lau nam, dang tin cay vdi nhitng san pham giéng nhw cta ban,
c6 mirc gid va chat lwgng phuc vu twong tu va thém lgi thé ho 1a mot ngudoi
ban than hay ngudi quen cé nhiéu kinh nghiém va luén dap tng duwgc nhu
cau cua vi khach hang dé?

bay qua la mét cau hoi khé va nhitng gi t6i sé trinh bay khong thé giai
quyét dugc tat ca moi phan doi va dem lai sy thanh cong cho ban trong moi
thwong vu. Nhung t6i tin rang ching sé gitip ban thyc hién thanh cng mot
sO thwong vu va phan nao dé nhan biét dwgc kha nang ctia minh.

Khi ban gap mdt khach hang nhw thé thi khong con gi toi té hon viéc ban
tién hanh phan xét vé uy tin cia nha cung cap hién thoi hay chat lwgng san
pham cta ho. Néu ban lam nhw vay thi t6i dam bao ban sé khong bao
giothanh cong trong bat ky thwong vu nao va ban ciing khong con co hoi dé
tiép tuc theo dudi khach hang do6 nita. Tuy nhién toi tin rang v&i chién thuat
sau day thwong vu cta ban sé c6 kha nang thanh céng. Chién thuat nay da
dwgc ban dén it nhat hai 1an trong quyén sach nay.

CHIEN THUAT “BAT BUOC”

Ban c6 thé lam “bé mat” khach hang bang cach tuyén bo rang ban c6 vai lgi
thé, nhung ban chi c6 thé dat duwgc thwong vu khi thuyét phucdwoc anh ta.
Nhu t6i da tirng dé cap, ban hay thyc hién diéu d6 bang cach dat cac cau hoi
dan dat ho di dén quyét dinh mua hang.

Ban c6 thé néi nhu sau: “Thwa 6ng, néu nhw c6 mot cach giip 6ng mua
dwgc cung mot san pham nhwng véi mitc gia va chat lwong tét hon thi 6ng
c6 muon biét khong?”. Hay chd cau tra 101, va ho sé luon néi rang, “Co cht,
dé6 la cach gi?”. Ban: “Thuwa 6ng, tredc khi dwa ra cau tra 10i toi muon dat ra
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thém hai cau héi nita. Thit nhat, vao lic nay éng c6 cam thay minh bi budc
phai mua bat ky tht gi tir t6i, m6t nguwdi ban hang xa la ma 6ng chwa hé gap
tredc day khong?” (Cau tra 10i thuwong 1a khong).

“Va day 1a cau héi tht hai: Ong c6 cam thay minh bit budc phai tiép tuc
mua hang tir nguwoi cung cap hién tai - ngwoi ban than thiét da ban hang cho
ong su6t bao nhiéu nam nay khong?” [Cau trd 101 cé thé 1a cé hodc doi khi.]
“Thwa 6ng, vé co ban thi c6 mot sy that hién nhién la 6ng luén danh méi
quan tam 1én nhat cho ban than va gia dinh minh con do6i v6i nguwdi cung
cap thi diéu d6 ciing khong can thiét 1dm. Ong c6 nhét tri v6i toi & diém nay
khong?”. (Néu ho dong y thi ban da tién thém dwgc mét buwdc nho trong qua
trinh thyc hién thwong vu. Con néu ngwoi khach khong dong y thi 1o rang
ban dang giao dich v&i mot ngwoi khach kha “cang™.)

TOI SE “LLAM HET SUC”

Ngay khi nhan dwgc cau tra 16i ban hay hoi ti€p nhw sau: “Tiép theo, thwa
ong, vi sy thyc la 6ng khong cdm thay bi rang budc vGi téi ma la vdi nguoi
cung cdp hién hanh nén liéu rang 6ng c6 xem xét va suy nghi lai néu t6i lam
hét sitc cé thé dé cung cap dich vu to6t hon, va cham soc khach hang tot
hon? Dong thdi néu t6i dat ong & vi tri dau tién trong danh sach khach hang
ru tién ctia minh v6i mong muén duwgc hgp tac kinh doanh vGi 6ng va cung
cap san pham chat lwgng cao vGi mitc gia hop ly va dich vu tét hon thi 6ng
sé suy nghi lai vé diéu t6i n6i chw?”. (Nhitng cau hoi cé 16-gic nay chac
chan sé rat c6 hiéu qua.)

“Thua 6ng, liéu c6 nham lan khong khi t6i cho rang 6ng thuc sy quan tam
dén dong cudi cung ctia bang bao cdo tai chinh? [Chd cau tra 16i] Tiép theo
néu ong c6 dugc mitc gia, chat lwgng va/hodc dich vu t6t hon thi mot trong
ba diéu do6 chac chan c6 lién quan tryc tiép dén sw hai long va lgi ich cta
ong phai khong? Vay, hai trong so do6 sé c6 tdc dong rat 16n va ca ba gop lai
sé tao nén sy khac biét hoan toan trong bang bao cao.
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Mong 6ng ghi nh@ diéu dé va khi da cong nhan rang do6 1a moi quan tam 16n
nhat thi liéu 6ng c6 muodn cho t6i mot co hoi dé chitng t6 minh cé thé lam
dugc gi xitng dang vdi soO tién ong bé ra khong? Néu duwgc nhu vay, toi sé
lam hét mrc c6 thé dé dem dén thanh cong cho ong.

Xin 6ng dung hiéu nham. T6i khong c6 y doi hoi toan bo cong viéc kinh
doanh ctia 6ng. Toi chi dé nghi dwgc cang dang mdt phan trong dé ma thoi.
Ong sé& c6 nhiéu thit ma khong phai mét gi ca.

Ngay khi nhan duwgc hang, 6ng can dat chiing & noi ma ngwoi cung cap hién
tai dé thay nhat. Khi anh ta nhin thay chiing, c6 hai diéu nhat dinh sé xay ra:
(1) Anh ta nghi rang minh sé phai lam viéc t6t hon nita, hodc cho 6ng mot
mitc gid hop 1y hon dé duy tri quan hé mua ban vé6i 6ng, (2) Ong sé& nhan ra
su that la ching t6i hoan toan c6 thé cung cap dich vu tot hon vgi/hodc mitc
gia tot hon.”

Va ban “chot” lai van dé nhu sau:

“Liéu 6ng muon chung t6i cung cdp mudi hai ta hay gap ba lan nhu thé dé
huwéng khodn chiét khau 16n hon?”

CHIEN THUAT “SAN PHAM TUONG TU”

Doi khi khach hang néi: “San pham cua anh giong hét nhu...” va sau d6 néu
tén sdn pham cua mot hang khac. Khi gdp truong hop nay, ban khong nén
phan do6i hay dat khoat khang dinh rang san pham cua minh la khac biét.
Thay vao do, ban khoanh vung dé dé bé tranh luan. Ban binh tinh nhin vao
ho va noi: “Vang, t6i dong y rang c6 mot so twong dong... T6i tin y cia 6ng
la nhw vay, phéi khong? [Chd cau tra 16i]. Theo cach d6, hay dé téi khang
dinh rang sy khac nhau gitta mot tac pham nguyén ban ciia Rembrandt[10]
va mot ban sao ctia né la rat nhé. Tuy nhién, ching c6 sy khac biét rat 16n
vé gia, dung khong? Xin ong hdy dé tdm dén diéu nay, hay dé t6i chi cho
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ong nhitng khac biét nho lam cho san pham cuta ching t6i tré thanh mot
“Rembrandt” 16n trong nganh khi xét dén cong nang va chat lwgng. Co6 phai
ong lu6n muo6n cé san pham t6t nhat vdi cai gia tot nhat, dang khong?

Néu khach hang tiém nang cua ban cé khiéu hai hwdc va 6ng ta khang dinh
rang “san pham hay dich vu cta ban gidéng nhv...”, ban hdy ap dung chién
thuat “san pham twong ty” va néi:

Vang, ching c6 nhiéu diém twong dong, cling nhw toi va vg toi déu rat
giong nhau. Moi ngudi trong chiing t6i déu co hai tay, hai chan va mot cai
dau, nhung chac chan van c6 nhitng khac biét hap dan. Sy that la chinh
nhitng khac biét d6 méi khién chiing t6i dén vdi nhau va song bén nhau dai

lau!

Chi nhitng khac biét mdi lam cho san pham cta ching t6i tré thanh thi tot
nhat. [Ro6i ban hay nhan dang nhitng khac biét, giai thich rod tai sao nhitng
khac biét d6 bién sdn pham cta ban thanh thit can mua nhéat.] Va, ban
“chot” thwong vu: “Ong muon thit tot nhat xitng dang vdi s6 tiéen minh bé ra
diang khong?”.

S€é c6 nhiéu y kién phan doi va tham chi con nhiéu trao doi tiép theo, nhung
suy cho cung moi viéc la thé nay: Néu ban ding la nguwoi ban san pham
thich hgp vd&i mitc gid hop 1y va ban tin rang khach hang l1a ngudi cé loi
trong thwong vu nay thi ban dang & vi tri thuan lgi r6i day. Ban chi can
thém vao do sy chuyén nghiép bang cach st dung ngon tw, ngit diéu phu
hop cung véi muc tiéu ding dan la ban chac chan sé gia tang dugc ty 1é
thanh cong cho cac thuvong vu ctia minh.

“BAN HANG” KHI BI XIN VIEC

Viéc tim dwgc mot cong viéc cling c6 lién quan dén ky nang “ban hang”. Vi
toi da nhan manh ngay tir chwong dau rang nguwdi ban hang la nhan td6 quan

https://thuviensach.vn



trong nhat trong qua trinh ban hang nén t6i sé bat dau vdi gia thuyét rang
nhitng ngudi di xin viéc da duwgc hoc vé tam quan trong cua su trung thuc, y
chi, niém say mé céng viéc va long trung thanh. Anh ta ciing da duwgc chi
day vé tinh than trach nhiém, kha nang lam viéc doc lap va cé thai do lam
viéc tot.

Anh c6 kinh nghiém gi? D6i véi mot thanh nién dién hinh chwa duge dao
tao vé ban hang, khi duwgc hoi “Anh co6 kinh nghiém gi?”, c6 thé anh ta sé
tra 10i: “Thyc ra toi chwa co kinh nghiém lam viéc nao ca. Toi tirng nhan
vai viéc linh tinh nhv trong tré va cham soc vat cung cho hang xom khi ho
di nghi, nhung day sé la cong viéc thyc sy dau tién cda t6i”.

Mot ngudi tré tudi co 1€ cho rang do6 la cau trd 16i duy nhét trong truong
hop do. Va chung nao anh ta con suy nghi va tra 10i theo cach do, anh ta sé
kh6 ma kiém dwgc mot cong viéc béi anh ta da khong trd 16i dwgc “phan
do6i” dau tién tir 6ng chu twong lai cia minh.

Néu anh ta da tham dy qua mot vai 16p ddo tao ban hang, dv 16p TOI CO
THE (I CAN) hay 16p HUAN LUYEN PE THAY POI CUOC POI
(Coaching to Change Lives) va nhiéu khéa hoc khac ma ching t6i gidng
day, anh ta sé noi:

“Cam on vi da hoi vé kinh nghiém cua t6i. T6i nhan thay diéu nay rat quan
trong d6i v6i ong. Ong mudn biét lidu t6i c6 thuc sy 1a nguodi co thé dam
nhiém dwgc cong viéc dem lai nhitng hang héa va dich vu tot nhét cho
khach hang cta 6ng hay khong. T6i hiéu nhw vay cé ding y cta 6ng khong?
[Doi cau tra 1oi].

Thwa ong, nhitng kinh nghiém trong cudc doi toi sé giup toi trd thanh mot
nhan vién tét. Vi du nhv t6i da hoc duwgc tam quan trong cua tinh ty 1ap va
trung thuc trong moi viec minh lam. Hon nita, t6i cling nhan thirc dugc vai
tro cda viéc xay dung moi quan hé tot véi moi nguwdi, va bang kinh nghiém
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ctia minh t6i hiéu rang moi nguwdi lam viéc tot hon khi thong hiéu va san
sang ho trg nhau.

Toi cling hiéu rang néu 6ng dong y nhan to6i thi nhit dinh 6ng sé ky vong &
toi mot s6 diéu. Toi mong dwgc lam nhitng cong viéc ma ong giao vdéi thai
do tich cuc va trach nhiém cao nhat. T6i ciing hiéu rang néu mudn dugc

tang lwong t6i can san sang di sém, veé tré néu can.

T6i con hiéu mot diéu rang viéc kinh doanh phai tao ra 1gi nhuan dé ton tai
va trd lwong cho nhan vién. Va ro rang la néu nhan vién hoan thanh t6t cong
viéc, kha nang 16n la cong ty sé c6 1gi nhuan. Dé duy tri va thang tién trong
s nghiép, t6i san sang lam viéc cham chi va lam hét sitc minh. TGi tin
twong rang day chinh la kinh nghiém khong chi ¢ cong viéc kinh doanh cta
ong ma bat ky ai déu can dén”.

BAN DA KE CAU CHUYEN CUA MINH - GIO HAY KET THUC
THUONG VU

Mot khi anh ta da néi nhuw thé - va chi mat mét hoac hai phit ma thoi -
ngwoi thanh nién “c6 kinh nghiém” nay c6 thé di dén phan “chot” thuong
vy, c6 thé bang cach nay:

“Thwa 6ng, toi can mot cong viéc va toi sé dwa ra mot 10i hita. T6i sé lam
viéc hét kha nang cia minh va 6ng sé khong bao gid phai hdi tiéc vi da
nhan t6i vao lam. Thuc té 1a, 6ng sé cam thay rat ty hao vi da la ngudi mang
dén cho t6i cong viéc va sy dao tao dau tién. To6i san sang lam viéc ngay lap
tirc hodc bat ¢t khi nao theo yéu cau cua 6ng. Theo 0ng, ngay tir bay gio,
hay vao ngay dau tién cuda tuan t6i?” [Ding no6i thém gi nita. Qua béng da
nam gon trong lwgi ctia 6ng ay roi].

Cudc noi chuyén “ban hang” nay khong phai liuc nao cling dam bao cho ban
c6 duge mot cong viéc, bdi cong ty doé c6 thé khong con chod trong, nhung
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néu ban trinh bay nhw thé nhiéu lan, toi tin la ban sé sém nhan dwgc mot

cong viéc nhe mong dgi.

To6i cling tin rang néu ban tam thoi dang that nghiép va khong cé vi tri nao
phu hgp vdi chuyén moén hodc linh viee cia ban, ban cé thé dung cach thic
co ban nay dé kiém viéc trong nhitng linh vic khac. Ban cé nhitng kinh
nghiém nhat dinh trong nghé cli va dé c6 thé 1a kinh nghiém ma hang ngan
nguoi chu dang can. Ho sé thué ban néu ban biét cach tw “ban” minh.
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Chwong 27: LY DO CHINH VA NHUNG
CAI CO “PHU THEM” PE MUA HANG

BAN CAI HOU HINH - NHUNG HAY KET THUC THUONG VU
BANG CAI VO HINH

Trong khi giadi quyét cac phan doi cta khach hang, ban thuwong phai dwa ra
nhitng gia tri hitu hinh nhv ly do (reason) dé khach hang mua san pham
dong thoi phai nhan manh nhitng gia tri vé hinh nhw cai cd (excuse) dé mua
hang. Chang han, ban c6é thé ban m6t manh dat rat dep & bén bd ho, mot
ngoi nha tuyét voi danh cho nhitng nguoi nghi hwu hay tham chi la cung
cap cac dich vu du lich tron g6i ma nguoi ta thwong goi la “chia sé thoi
gian”. Bat ky loai hang héa nao cling déu cé nhitng gia tri hitu hinh ma
khach hang mu6n bé tién ra mua.

Tuy nhién néu 16 dat bén ho hay canh mdt san goén c6 dia thé tot, n6 co thé
duwgc ban véi gia hang ngan do la tang thém. Vé mat 16-gic, viéc mat thém
vai ngan do la dé mua m6t manh dat nhuw thé (n6i mot cach that long) thi
that sy la khong thich hgp chit nao. Manh dat 1a tai san hitu hinh vi vay ban
(& vai tro cia nguwdi mua) da co6 ly do dé mua n6, nhung néu nhw ban chuan
bi bwéc vao thwong vu thi ban (nguwdi ban) can phai khoac 1én né mét gia tri
vo hinh dé khach hang c6 cé mua noé.

Vi du: “Thuwa 6ng, ngoai viéc s& hitu manh dat dep kia, 6ng con c6 cd mot
h6 nwéc day ap ca dwoc dan tir cac con sudi va dugc bao pha bdi ¢ quanh
ndm. Ong c6 thé thoai mai st dung san gon sudt ca ngdy, 1oi di dao hay dap
xe trén con dwong mon that yén tinh va trong lanh. C¢ 1&, diéu tuyét voi hon
ca la 6ng c6 thé cé nhitng gidy phut thanh binh tai day vd&i nhitng con nguoi
cling dang can sy yén tinh nhw 6ng. Ong c6 thé buéc di thong tha, tranh xa
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sttcc nong, khoéi bui, sy 6n ao, tac nghén giao thong trong thanh pho va tan
huwéng nhitng gidy phut vui vé, yén binh va thw gian ctia cudc song”.

CHIEN THUAT “XUNG DANG DUQOC HUONG THU”

Nhu vay la ban vira dva ra 1y do dé cho khach hang mua san pham cua ban
(manh dat bén ho rat dep - tai san c6 thyc) va cd dé mua n6 (khong khi
trong lanh, cudc séng yén binh, khong bi cang thang - nhitng gia tri vo
hinh).

bén day, ban c6 thé két thiac thwong vu bang cach néi véi khach hang:
“Thwa 6ng, trong sudt cudc doi, ong da tan tam lam viéc va déng gop cho
twong lai va cho ca thé gigi. C6 bao gid ong nghi rang da dén lic minh
xitng dang dugc hwdng thu nhitng thanh qua trong sudt nhiéu nam lam viéc
va nd lyc hét minh chra? Ong dang no ban than minh didu do day.

T6i nghi vg 6ng chac cling sé lam nhw vay; ca tbi cling thé; tit ca nhitng gi
can thiét bay gio la 6ng hay cho phép minh tan huwdng nhitng thanh qua tw
cong viéc cia 6ng. Con ngdi nha thi thé nao? Ong thyc sy rat thich né, thuc
s hitng tha véi viéc danh gon va cau ca phai khong? Vay con ly do gi dé
ong khong bién gidc mo, ma vi né 6ng da no lyc lam viéc sudt cudc doi,
thanh hién thyc?”.

NEN NHO RANG - ANH TA PANG E NGAI

Khi néi chuyén véi khach hang, cho du anh ta dang mu6én mua manh dat
bén ho, ngo6i nha nghi duwdng, hay dich vu “chia sé thdi gian”, hay bat ky
mot loai hang héa nao khac, thi c6 bon diém co ban ma ban can phai ghi
nho:

Thi nhat, anh ta phai dwgc ddm bao rang nhitng gi anh ta lam la ding dan,
rang gia ca vira phdi, ban dai dién cho mot t6 chitc hgp phap, va ban la mot
nguoi chan thanh, chinh tryec.
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Thit hai, ban can phai nhé rang moi khach hang, di mua loai hang héa binh
thwong hay cao cap thi ho déu lo ngai rang minh da mua véi gia qua cao va
gia tri cua n6 khong xirng véi nhitng gi ho bo ra. Ban cé thé gat b6 mot
phan méi lo ngai ctia ho bang cach dwa ra cac mitc gia théng thuong, nhung
ban chi c6 thé xéa tan moi nghi ngo khi da tao dugc niém tin ¢ anh ta. Ban
la chiéc cau ma moi khach hang déu phai di qua néu nhw anh ta muén tw
nguwoi mua hang lo sg tré thanh ngudi tu tin véi quyét dinh ctia minh.

Thi ba, ban can phai ghi nhé rang khach hang rat quan tam dén sy cong
bang (ban la mot chuyén gia - anh ta 1a m6t “con cttu ngay tho”). Co thé,
tredc day anh ta da bi 1gi dung hodc bi ltira va khong muoén chuyén doé lap lai
lan nita. Su lo ngai hodc nhitng kinh nghiém triwéc day khong lay gi lam vui
vé lam c6 thé khién khach hang c6 nhitng phéan tng do6i nghich. Va do cling
chinh 1a 1y do tai sao ban véi vai tro la mot ngwdi ban hang - phai rat binh
tinh va tin twéng rang nhitng hang héa ma ban ban thuyc sy cé gia tri va co
gia phai chang.

biéu quan trong th tw la: khach hang cua ban khéng chi mua hang cho
chinh anh ta ma con quan tdm dén thai do cua nguwdi khac. Anh ta ban
khoan khong biét nguwdi khac sé nghi gi vé viéc thwong vu cda anh ta. Anh
ta cting lo lang khong biét gia dinh, ban be, dong nghiép hay hang x6m cé y
kién gi khong hay vé chuyén dé khong.

D6 ciing 1a mot 1y do tai sao mot s6 cau no6i nhw: “Nhitng ngwdi hang x6m
sé thay that ghen ty véi 6ng...”, “Gia dinh sé rat ty hao khi 6ng dwa ra mot
quyét dinh sang suot nhw vay...” va “Déng nghiép sé cam thay rat vui mirng
vi cudi cung ong cling da tvy thwdng cho minh mot mén qua xing dang”...
lai rat c6 hiéu qua. Ban cling phai nhé rang sé cé vai ngudi cwoi anh ta vi
vu mua ban véi ban, vi thé, ban ciing can phai chuan bi tinh than cho anh ta
dé anh ta co6 thé do6i dap lai nhitng ké do, bang khong ban sé doi dién véi
nguy co thwong vu bi hily ngang day!
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HAY CHO KHACH HANG MOT LY DO VA MOT CAI cO BE HO
MUA HANG

Néu ban cho khach hang mot 1y do, anh ta c6 thé mua hang. Néu ban cho
khach hang mét céi cd, cé thé anh ta sé mua hang. Nhung néu ban cho anh
ta ca hai va lam cho moi viéc dé dang hon déi vdi anh ta thi co hoi ban
gianh duwgc thwong vu do 1a rat 16n, giong nhuw cau chuyén & A. O Smith
Harvestore sau day.

POI NHUNG NGUOI CHUYEN NGHIEP

Vao mét budi sang no, trude khi phat biéu tai mot trong nhitng hoi nghi
quoc gia cta A. O. Smith Harvestore, t6i ¢6 vinh dv dugc no6i chuyén véi
mot trong nhitng nguwdi ban hang chuyén nghiép nhat, ong Carl K. Clayton.
Trudc day, toi da gap ong tai budi hoi thdo “Sinh ra dé chién thang” (Born
to Win), nhung budi sang dé toi kham pha thém mot dac diém nita noi con
nguwoi Carl khi 6ng chia sé tdt cd nhitng théng tin thd vi vé co cau cta
Harvestore va nhitng gi n6 mang lai cho ngudi nong dan. Thyc chat do la
mot hé thdng ma ngwdi nong dan st dung dé cat trit nhwng lai c6 mot s6 wu
thé ro rét hon han chién thuat xi-16 da lac hau (thap cao hodc ham u twoi
thirc an hodc c6 cho gia suc trong trang trai). No giup nguoi nong dan bao
quan t6t ngli coc trede khi dem di say kho.

Ngii coc sau khi gat tir canh dong c6 ham lwgng do am tr 25 t6i 30%.
Nguoi nong dan sé chat ngili coc 1én dinh mdy. Trén dinh may c6 hai bd
phan hoat dong giong nhw chitc nang cua “la phoi”. Trong qua trinh “la
ph6i” d6 thu hep va gian ra, khong khi sé thodat ra ngoai giuip ti 1€ huv hong
gidm xudng. Vi am do duy tri & mitc hgp ly trong thitc an, vat nudi sé an it
ngli coc hon va ching tiéu héa tot hon. Biéu nay tiét kiém tir 10% - 15%
lwgng thirc an trong khi lam tang san lwgng thit tr 10% - 15%. Do la mot
phuwong thite rat hitu hiéu gitp nguwdi nong dan tiét kiém duwgc mot khoan
chi phi 1én.
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AP DUNG CHIEN THUAT “LY DO VA CAI CO”

Mot trong nhitng 1gi ich to 16n khi sit dung loai may nay la nguwdi nong dan
khong phéi dong go6i cé kho. Ho chi can thu gom ching va cho vao may
Harvestore (t6i chi dé cap dén mot trong s6 nhitng san pham ctia ho ma
thoi). Nhitng nguwdi nong dan ciing hiéu rd rang viéc khong phai dong goi
c6 kho 1a 1y do chinh gitip gidm thiéu s6 lwgng lao dong nam tré tudi trong
nong trai.

Trong khi gidng gidi cho ngwoi nong dan, nhitng nguoi ban hang &
Harvestore da dua ra rat nhiéu so6 liéu thu vi. Thi nhat, trung binh mot chiéc
mdy nay c6 thé giup gidm thiéu hv hong va tang nang suat trong bay
nam.Th hai, stt dung may cuia Harvestore, nguoi nong dan bo ra it cong
lao dong hon bai khi st dung cac may khac ho phai déng goi co va gom
ngli coc lai sau khi sdy kho bang thti cong hay nhan tao, viéc nay rat tén
kém va lam tang do co nhét ctia ngii coc.

No6i tom lai, ho c6 thé ban duwgc nhiéu san pham vi ly do ho dwa lai cho
nguwoi nong dan (va ngudi nong dan sé dwa cac ly do d6 cho ngan hang dé
c6 cac khodn vay can thiét) la chiéc may nay rat hiéu qua va c6 thé tiét kiém
dwgc mot khoan chi phi 16n. Ly do ma nguwdi nong dan st dung ¢ day la van
de tai chinh.

Carl noi rang cai cd thue sy dé hau hét nguwdi nong dan mua chiéc may nay
lai hoan toan khac. Ong da cho kiém chitng va moi khach hang déu nhan
thay rang lwgng cong viéc giam thiéu dé gitp ho c6 nhiéu thoi gian ranh
hon dé nghi ngoi hay di du lich. Va trén hét, con cai caa ho cé thé thich &
lai nong thon cung ho hon dé 1ap nghiép vi chiéc may nay gitp ching lam
viéc dé dang hon va dat nang sudt cao hon.

Nhu t6i da néi ¢ trén, néu ban cho khach hang mot 1y do, anh ta cé thé mua
hang. Néu ban cho khach hang mét cai cd, c6 thé anh ta sé mua hang.
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Nhung néu ban cho anh ta ca hai va lam cho moi viéc dé dang hon doi véi
anh ta thi co héi ban gianh dwgc thwong vu do 1a rat 16n.

NHUNG KHACH HANG KHO TiNH GIUP BAN CO THEM NHIEU
KINH NGHIEM

Trong nhiéu nam qua, giong nhw hau hét nhitng ngwdi ban hang khac, t6i da
danh rat nhiéu thoi gian dé gap go khach hang. Diéu d6 khong c6 nghia toi
la mot ngwdi ngoan c6 hay wong nganh, mac du xét & mot mirc do nao dé
toi thtra nhan minh 1a mot ngwoi khéa cd chap, va doi lic t6i cling cam thay
minh dang ché trach. Tuy nhién, toi lam vay khong phdi vi toi thich canh
tranh ma bdi t6i khong mudn bd 16 mét thwong vu nao (mdc du Téc Do
khong bao gio dong y vdi toi vé diéu do).

Co6 mot 1y do rat don gian la vi khi gap khach hang cang kho thuyét phuc thi
toi lai cang hoc héi duwgc nhiéu diéu hon. Ho cang do dy mua hang thi toi
cang phai thuyét phuc ho nhiéu hon, vi vay t6i rén luyén dugc kha nang xw
ly cho cac thwong vu khac. T6i cang gdp nhiéu khach hang kho tinh thi ky
nang ban hang cua toi sé ngay cang hoan thién. T6i cam thdy day giong nhw
mot cudc hudn luyén “vugt hang rao liva” giip to6i kham pha ra duwgc nhiéu
su that vé cac thwong vu dé gio day co thé chia sé v@i cac ban. That vay, t6i
can nhitng kinh nghiém va bai hoc khi giao dich v&i nhitng khach hang khé
tinh nhat dé c6 thé viét ra cuon sach nay.

Va chinh ban cling can nhiéu bai hoc tit nhitng nguwdi mua hang kho tinh
néu ban mong mudn tredng thanh trong nghé ban hang. Howard Bonnell da
chi ra rang thong thuwong mdt khach hang khé tinh sé bat dau véi phan ¢ng
rat gay gat: “T6i chang quan tam gi dén no6 ca!”. Tuy nhién dan dan nhitng
phan ddi tiép theo sé gidm di va “dd néng” sé giam han.

Khi ngudi ban hang nhan thay phan ng cta khach hang bét gay gat hon thi
anh ta sé cam thdy dwgc khich 1é va quyét tam ban hang sé tang lén. Xin
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khang dinh lai rang t6i khong dé cap dén viéc “gianh phan thang” trong mot
cudc thi hay 4p dat mong muén ctia ngwdi ban hang va hang héa 1én khach
hang. Ngay tir dau to6i da nhan manh rang mot nguwoi ban hang chuyén
nghiép phai thuc si tdim niém rang anh ta dang gitp d& khach hang va lu6n
mang lai nhitng san pham t6t nhat cho hg. Vé phan minh, t6i lu6n né lyc hét
minh dé ban hang cho moi nguwdi bdi Iwong tam t6i ludn nhac nhé toi phai
ban loai sdn pham t6t nhat cho khach hang ctia minh.

Tuy nhién khi t6i that bai hay khong thé két thic dwgc thuwong vu thi toi
ludn rat ra mot diéu: sau khi da thay ré nhitng 1gi ich ctia sdn pham, nhiéu
khach hang van khang dinh rang ho khong hé cam thay hitng thi va khong
thé hodc sé khong mua hang. Du vay, cho tGi tan khi ho khang dinh nhw
vay, t6i van luoén no lyc hét minh. Nhu t6i da ndi vdi cac ban, t6i lam viéc
nay vdi sy thuyét phuc rat chan thanh, va t6i sé trinh bay né & phan sau cua

cuon sach.

Khi ban buwéc vao nhitng thwong vu ké tiép, hay c6 gang thwe hién né mot
cach that ty nhién. Két thic thwong vu la mot phan ctia quéa trinh ban hang
va ban nén két thic thuwong vu mot cach tréi chdy, tw nhién va trén hét la
dirng do dv. Ban hay thuc hién né nhw ban dang c6 gang dé truyén dat mot
thong diép khan cdp “hay hanh dong ngay”. That ky la la su cap bach nay
chinh 1a m6t thi khong thé thiéu doi véi nhitng ngwdi ban hang chuyén
nghiép.

Béc si thong bao cho ban rang tdi mat ctia ban hoat dong khong tot, “nhung
hién gio chwa cé su cdp bach nao ca”. Biéu ma ban can lam bay gio la dua
ra quyét dinh khi nao ban muoén cat bé né. Thoi diém do sé thuan tién va
theo ding ké hoach ctia ban hay dgi dén khi né bat ngd bi v& ra, lam cho
ban dau va can phai mo cap ciu?

Nguoi thg may canh bao véi ban rang bo phanh trong xe ctia ban van chwa
hoan toan héng han. Diéu ma ban can lam bay gi¢ la dwa ra quyét dinh la c6
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nén chi ra it tién dé thay mdi ngay khi chiéc xe van con @ trong tiém stta
chita khong, hay la tri hoan cho dén khi bo phanh c6 thé héng bat ct luc
nao va nguy hai dén tinh mang ctia ban. Pung vay, “cap bach” la mét tw
khong thé thiéu trong “tir dién” cta nhitng nguwdi ban hang chuyén nghiép.

Toi sé con nhac lai nhiéu lan rang khach hang sé mua hang cta ban vi n6
mang lai niém vui va sy thod man cho ho trong twong lai. Ban nén nhg rang
nhitng nguwoi dong y hay khong déng y mua hang cua ban déu khong thé
pha hong sy nghiép cua ban! Tuy nhién, cé hai thi c6 thé nguy hai dén su
nghiép cda ban. Thi nhat la nhitng nguwdi ma ban chwa tirng gap, va thi hai
la nhitng ngwdi néi “cé thé” hay “t6i sé suy nghi thém vé né”. Vi y niém
doé, trong cudn sach nay téi c6 gang bao quat moi linh virc cia nghé ban
hang va mot trong nhitng diéu doé la thay doi cau “toi sé suy nghi thém vé
nd” (think it over) thanh cau “toi dang ky mua” (sign me up).
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Chuwong 28: SU DUNG CAU HOI PE
HOAN TAT THUONG VU

Hoi: Lam thé nao dé thuyét phuc khach hang mua hang?

bap: Ban hay thuyét phuc khach hang bang cach dwa ra cac cau héi cé tac
dung dan dat khach hang di dén quyét dinh mua hang bdi d6 chinh la y
twdng anh ta khai xuwdng. Ap lwe ndy 1a do ban than khach hang tao ra, nd

dén tr bén trong va rat manh mé.

Socrates néi rang: “Néu nguoi doi dién khong ngan ngai tan thanh cau noi
cta ban (ho khong thé nao bac bo), ban hay dwa vao d6 dé dwa ra mét loat
cau hoi tiép theo va chdt lai van dé bang mot cau héi quyét dinh. T6i tin la
ban sé nhan dwoc cau trd 16i mong mudn”. Cac luat s tai ba van st dung
chién thuat nay dé chuyén tdi y mudn cia minh dén boi tham doan.

NGUOI BAN HANG PHAI BIET CACH BDAT CAU HOI

Kha nang dat cau héi - twong tw nhw kha nang diéu chinh va st dung giong
noi sao cho phu hgp - la mot k§ nang thwong bi lang quéen va khong dugc
phat huy trong thé gidi ban hang. D6 1a mot ky nang ma chung ta chwa tirng
hoc. T6i néi diéu nay bdi trong mét s6 truong hgp, trung binh mot diva tré
sdu tudi sé hoi tir bon tram dén bdy tram cau héi mot ngay, trong khi do,
trung binh mét nguwdi tot nghiép dai hoc chi héi khodng ba muoi cau hoi
mot ngay. Néu ban la ngwoi hiéu nhiéu vé cudc song hoac ban c6 dé y noi
con tré, ban sé thay mét dira bé sau tu6i hoc dwgce nhiéu hon mot sinh vién
da tot nghiép. Pat cau hdéi la mot ky nang v6 cung quan trong ma chung ta
can phai hoc héi va trau doi.
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To6i sé cung cdp cho cac ban mot s6 cau hdi ma tuy tirng tredng hop, ban c6
thé bién doi ching sao cho phu hgp véi ting tinh huéng khi st dung. Tuy
nhién, nhiéu treong hgp cé thé dung chung mot y twéng.

Mot vai cau hoi ludn gan lién véi mot thai do nhat dinh, mot s6 khac phai
két hgp véi 6c sang tao va nhitng s viéc c6 thé dw doan trudc hay cac tha
thuat khac. Vi duy, chuyén gia dao tao ban hang Tom Hopkins néi rang: néu
ban lam c6ng viéc moi gidi nha dat thi sau khi lam quen vé&i khach hang,
ban nén dwa ho di tham quan can nha ma ban dang gi6i thiéu. Ban nén dua
ra nhitng cau héi nhu: Ong dinh dit chiéc ghé sofa & vi tri nao trong phong
khach? Chiéc giuvdng cia Johnny sé& duwoc dit & dau, thwa dng? Ong thich
dat né sat twong hay ngay chinh gitta phong? T6i mudén nhac ban rang:
khach hang khong c6 1y do gi dé byc minh v&i nhitng cau hdi nhuv trén.
Thém mot cau hoi khac: “Chi riéng tam nhin tuyét voi cia ngdi nha 10ng
lay nay/hay chi gian bép va phong lam viéc riéng day tién nghi nay thoi
cling da dang xem r6i, phai khong thwa 6ng?”. Hodc: “Néu ngoi nha nay
khong c6 gi dac biét ngoai vi tri thi no cling dang dugc ong dé mat téi, ding
khong, thua ong?

Dé chuan bi cho tinh hudng két thic thwong vu sau do, doi khi ban cé thé
st dung mot cau hoi dé bat dau nhu: “Thwa 6ng, nhiéu nam veé trudc,
Andrew Carnegie, ngwoi chiu trach nhiém phat trién sy nghiép ctia 43 nha
triéu pha (thoi do sé lwgng cac nha triéu phi khong nhiéu lam), tirng noi:
‘Hay chi cho t6i mot ngwoi manh dan dwa ra mot quyét dinh, hanh dong
theo quyét dinh d6 va ludn tin vao diéu minh da chon. T6i sé chi cho cac
ong thady mot nguwdi ludn thanh cong’. Hau hét cac doanh nhan thanh dat
déu nhat tri v&i quan diém do, vay ca nhan 6ng nghi gi vé diéu nay?”. Ban
sé thdy da phan khach hang déu tan thanh diéu dé.

Khi néi chuyén v6i mét thwong nhan vé viéc dau tw vao cac thiét bi, may
moc, hay cac quy trinh nham nang cao hiéu suat cong viéc, ban sé chi can
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stt dung mot cau héi nhw thé théi. Tuy nhién, cau héi nay sé khéng phat huy
tac dung trong truong hgp ban cé y dinh ban cho mét doi vg chong tré mot
vai bo d6 go ma ho khong chiac minh c6 du tién mua ching.

16 CAU HOI GIUP KET THUC THANH CONG THUONG VU

Ciing twong ty nhw tinh huéng lién quan dén bat dong san trén, khi gidi
thiéu mot chiéc may vi tinh hay mét thiét bi nao dé, ban cé thé héi khach
hang mot, mot vai hodc toan bo 16 cau hoi nhu sau:

Cau hoi 1: “Chi riéng tinh nang nay thoi cling dang dé 6ng sé& hitu né roi,
dang khong thwa ong?

Cau hoi 2: “Khi cai dat thiét bi nay, 6ng c6 mudn ching t6i mo ta lai cac
tinh nang chinh khong?”

Cau hoi 3: “Theo 6ng, dé thuan tién, ching t6i nén giao hang ngay hom nay
hay dé sang tuan sau?”

Cau héi 4: “Ong c6 mudn chiing t6i danh dau san pham nay di duoc BAN
trong khi chiing ta cung kiém tra lai cac diéu khodn thong nhat giita hai bén
trede khi lam thu tuc thanh toan cho 6ng khong?”

Cau héi 5: “Ong c6 can tham khao y kién ai khac truge khi dit hang khong,
thwa ong?”

Cau héi 6: “Co phai phiéu yéu cau mua hang sé duwgc phong/ban nay thuc
hién khong, thura 6ng?”

Cau héi 7: “Ong muén thanh todn qua ngan hang ctia 6ng hay ching toi sé
thu xép hgp dong tin dung cho 6ng?”

Cau hoi 8: “Chung tdi con tén kho rat it, liéu 6ng c6 thé chd thém ba tuan
nita khong, thira ong?”
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Cau héi 9: “Ong muén thanh toan theo hinh thitc 70/30 hay 30/70?”
Cau héi 10: “Ong thich mau mau xanh hay mau dé hon?”

Cau héi 11: “Ong chon hinh thitc giti hang 1a phat chuyén nhanh hay bing
duwong hang khong thong thuong, thwa ong?”

Cau héi 12: “Ong mudn phiéu rit thim tring thwéng dé tén ong hay tén vo
ong?”

Cau hoi 13: “Gitta mot khéa hoc choi gon va mdt ky nghi canh bo ho thi
phan thwdng nao hap dan 6ng hon?”

Cau héi 14: “Néu 6ng thay san pham nay thuc sy dem lai 1gi ich cho 6ng va
hoan toan hai long véi cac diéu khoan di kém, thi liéu con diéu gi khac can
tr@ ong mua hang ngay hom nay khong?”

Cau héi 15: “Chac la 6ng da biét dén nhitng lgi ich vé mat kinh té khi giam
bét cac den chiéu sang cong suat cao khong can thiét tai nhitng noi cé thé
stt dung loai deén tiét kiém nang lwgng vao mot so thoi diém nhat dinh trong
ngay”?

Cau héi 16: “Ong c6 nghi ring mua/dau tw vao mot thiét bi c6 chat lwgng
dam bao la khon ngoan hon vi trong qua trinh st dung, ong khong phai lo
lang gi nhiéu?”

CHIEN THUAT “PUA RA SU LUA CHON”

Khi t6i con lam cong viéc ban cac vat dung gia dinh nhw bat dia s, bo dao
nia va cac mon bang pha 1é cho cac co6 géai doc than thi m6t trong nhitng
nhiém vu quan trong va khé khan nhat cta t6i la gitip ho lwa chon chinh xac
mon hang phu hgp, va trén hét d6 phai la lya chon cia chinh ho.
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To6i thuwong gidi thiéu cac bo bat dia bang sit truede tién va vi c6 bay bo khac
nhau nén t6i thwe hién nhw sau: Bo bat dia dau tién ma t6i chon gidgi thiéu la
bd ma ching t6i biét co ay sé thich béi dé 1a mot gidi phap “an toan”. Viéc
co6 ay nhat thiét phai thich n6 hay khong la m6t van dé khac nita. Sau khi
hét 10i ca ngoi bd bat dia thit nhat, t6i tiép tuc gidi thiéu bo thit hai. Ro6i toi
dat cau hoi dau tién: “Mary nay, néu day la hai b bat dia sit duy nhat trén
thé gidi nay va co phdi duva ra quyét dinh ngay bay giod, co sé chon bo

nao?”.
Sau khi c6 dy dwa ra quyét dinh, toi sé cat di bo con lai.

T6i ¢ tuan ty lam nhu thé cho dén b bat dia thit bdy va trong moi trudng
hop, t6i déu dé dang biét dugc liva chon cudi cung cua khach hang 1a gi. Khi
c6 ay da chon dugc bd bat dia wng y nhat, toi trao cho c6 dy thém mot lwa
chon nita trwéc khi két thic thuwong vu: “Thwa ¢6 Mary, co6 mudn bo danh
cho ban an nam nguwdi hay bay nguwdi? Thé réi toi hoan tat don dat hang sau
khi nhan dugc cau tra 16i ciia Mary.

Nhiéu nam vé trwdc, khi ban cta téi Mike Ingram con la Chu tich Hang
Tufts & Son & Oklahoma, t6i thwdng nhac dén anh ta nhw mot “Chuyén gia
ban thudc diét chudt s6 mot nwéc My” bai ly do sau: Mike va cong ty cia
anh da st dung hang loat cac y twéng dé cai thién doanh s6 ban hang, va
mot trong s6 d6 la khuyén mai thém mot khau sting truong 22 li. Mike da
dao tao nhan vién ctia minh: sau khi giai thich rd rang chién dich khuyén
mai, s& két thiic thuong vu véi cau héi sau: “Ong mudn loai c6 khuyén mai
la squ thung thuéc diét chudt hay 6ng sé mua chin thung dé dugc khuyén
mai mot khau sting truong 22 1i?”. V§i chién thuat nay, Tufts & Son da tirng
buwéc dan dat khach hang dén véi nhitng don dat hang 16n hon va pha ky luc
vé so thwong vu thanh cong trong lich st ban hang cia minh.

Toan bd qua trinh dat cau hoi doi hoi phai c6 sy tham gia cua khach hang.
Chuyén gia ban hang Harry Overstreet tirng noéi rang: “Néu muon gay anh
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hwéng 1én ngudi khac, diéu can thiét 1a phai lam cho ho tham gia thyc sy”.
Hay cu6n hit ho tham gia vao ké hoach ctia ban - co hoi két thac thanh
cong cac thuwong vu ctia ban sé dwgce cai thién dang ké day.

Cau héi “Thwa 6ng, néu toi gidi thiéu cho 6ng mot thit cé thé giup tiét kiem
rat nhiéu tién cta cho 6ng va cong ty ctia ong thi liéu ong c6 quyét dinh
hanh dong ngay bay gio khong?” trong hau hét cac tredng hgp sé mang lai
cho ban nhitng két qua bt ngo day.

Ban khong nén héi khach hang cau “Ong nghi (think)sao vé diéu nay?” néu
ban khéng muon ty gdy kho cho chinh minh. Nhuw t6i da néi ngay tir dau,
vung nao tw duy chi bang mot phan mudi vung ndo cdm xic va moi nguoi
thwong khong mua hang theo 1y tri, ma bang cdm xic. Ho khong nhat thiét
mua nhitng gi ho cAn ma chi mua nhitng gi ho muén. Tuy nhién, cau “Ong
cam thay (feel) thé nao vé san pham/dich vu nay?” sé mang lai cho ban co
hoi tot hon dé két thiic thanh cong mot thuwong vu.

TRO LAI CHIEN THUAT “RANG BUOC”

Doug Edwards da hoan thién va dwa vao gidng day mét chién thuat dugc
goi la “rang budc”, m6t chién thuat ma anh da van dung vo cung hiéu qua
trong cong viéc cua minh. Thong thuong mot khach hang sé hoi nhitng cau
dai loai nhu: “San pham nay c6 mau mau xanh khéng?”. Cau tra 16i “c6”
cang khién ban kho tién gan dén viéc hoan tat thwong vu. Khi dé, ban nén
héi lai: “Néu c6 mau mau xanh thi 6ng c6 muén mua hay khong, thwa
ong?”. Khi khach hang tra 10i cau hoi cua ban tic la anh ta c6 y dinh mua
san pham do6. Ban nén rang budc y dinh mua hang cua khach hang bang
cau: “Chung t6i c6 thé giao hang cho 6ng trong vong ba tuan, tuy nhién 6ng
c6 mudn ching t6i giao hang s6m hon khong?”.

Néu khach hang dwa ra cau hoi “Liéu nhitng tdam man xép nép (drapery) nay
co phu hgp v6i nha cua toi khong?”, ban hay hoi lai ho nhu sau: “Thwa ong,
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néu t6i cé thé lam cho ching hai hoa v6i ngbi nha ctia 6ng, 6ng sé mua
ching chit?”. Cau hoéi nay sé giip ban “rang budc” khach hang nhiéu hon.
Doug thwong cht dong két thic cac cau héi cia minh bang nhitng cach rang
budc nhu sau: “Tdm man mau do nay rat dep, phai vay khéng thwa 6ng?”,
“San pham nay cang day thi sé cang tién lgi hon, c6 ding khoéng thwa
ong?”, “Tinh kinh t&€ cta san pham sé tang tinh canh tranh cho n6 phai
khong thwa 6ng?”, “Ong c6 thdy mau dém thém nay tao cam gidc kich
thwdc cta ngoi nha rong hon khong?”, “Khung canh téi nay dem dén cho
ong nhitng ky niém tuyét dep, phai vay khong thuwa ong?”.

Moi cau hoi nén hwéng dén viéc khién cho khach hang chip nhén loi dé
nghi cua ban va hanh dong duc két 10i dé nghi mua hang bang mét cau hoi
mang tinh thuyét phuc sé tao diéu kién cho thwong vu thanh cong dé dang
hon. Phan tiép theo trong cudn sach nay sé gitip ban hiéu ré hon cac cach

rang budc ma toi da str dung xuyén sudt cuén sach nay.

Mot diéu dac biét quan trong trong chién thuat “rang budc” la ban nén st
dung nhitng ngén tr don gidn va nhan manh vao mot s6 y chinh. Chuyén
gia dao tao ban hang Phil Lynch néi rang: trong tiéng Anh, bang moi cach
ban nén c6 gang tranh viéc tach riéng tir “not”. Hay st dung cac twr isn’t,
shouldn’t, wouldn’t, can’t, couldn’t, doesn’t, won’t... thay vi is not, should
not, would not, can not, could not, does not, will not...

Bay gio, ban hay ty phat trién thém cac cau héi danh riéng cho khach hang
va san pham cua ban. Hay nhé rang nhitng ngwoi ban hang chuyén nghiép
luén khoéng ngtrng hoc héi dé tré nén chuyén nghiép hon. Bay khong phai
la mot diéu dé dang - nhung sy théa man vé cam xuc va cac lgi ich tai chinh
do n6 mang lai la dang ké day!

CHIEN THUAT “KHACH HANG THAN THIET”
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Néu ban ban hang & cira hang thoi trang thi khi mot khach hang buéc vao
va no6i “T'6i muon tim mot bo com-1€...”, ban hdy mim cuwdi va dap: “Rat vui
duwgc phuc vu 6ng, dé cho nam & phia nay, thwa 6ng”, va ban di vé phia doé.
Sau vai buwdc di, ban quay vé phia khach hang va noéi: “Néu 6ng khong
phién, dé thuan tién cho viéc lya chon, t6i c6 thé biét 6ng danh b6 comlé
nay cho dip gi khong, thwa 6ng? Hay 6ng dang mudn hoan thanh bd swu tap

com-lé cia minh?”.

Cach ti€ép can nay khong chi gitip ban c6 duge thuwong vu ngay 1ap ti'c ma
con cho thay ban la nguwdi lam viéc chuyén nghiép va thue sy quan tam dén
khach hang. Cau héi nay ciing chinh la caich mé& dau cta chién thuat “khach
hang than thiét”.

Céch tiép can tuong ty cling rat cé hiéu qua trong cac ctra hang ban 1é (kinh
doanh do6 noi that, d6 chuyén dung hay cac ctta hang bach héa théng
thwong...). Chién thuat nay sé dan dat khach hang di dén mot quyét dinh

quan trong hon la viéc chi don thuan bé tién ra mua mot mon cu thé nao dé.

Toi tin chac rang sy nghiép ban hang ctia ban tién xa hon chu yéu nho vao
k¥ nang dat cau hoi va thay déi ngir diéu hon bat cit ky nang nao khac.

Hau hét nhitng nguwdi lam cong viéc ban hang déu y thitc dwgc tam quan
trong cua viéc dat cau hoi, nhung phan 1é6n ho déu mac phai nhitng sai lam
nghiém trong trong qua trinh dat cau hoi. Trudc tién, do la cach dat cau hoi.
Ho, giong nhw nhitng “cénh sat diéu tra”, lién tuc dat cau hoi va té ra qua
quyét doan. Tiép theo la thai d6. Thai do cia ngwdi ban hang 1a mot diéu vo
cing quan trong. Nguwdi ban hang phai tdm niém rang thai do phuc vu luon
dugc dat 1én hang dau. Khi khach hang chwa dong y, anh ta khong nén dat
bat ky cau hoi nao. Mudn cé sy cho phép cia khach hang, hay lam theo
cach sau: “Thwa 6ng, dé thuan tién cho viéc ho trg thong tin cho 6ng, toi
can héi ong vai cau. Liéu diéu dé c6é lam phién 6ng khéng?”. Cach dat cau
hoi nay khong chi giip ban nhan duwogc cau tra 16i tich cyc tv phia khach
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hang ma con cho khach hang biét rd 1y do ban dwa ra cac cau héi va budc
ho phai tra 101 ban.
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Chuwong 29: Bi QUYET DANH CHO
NHUNG NGUOI BAN HANG TRUC
TIEP

Chuong nay chu yéu danh cho nhitng ngwdi ban hang tryc tiép. Tuy nhién,
du ban lam gi hay ban sdn pham gi, t6i cling khuyén khich ban nén doc
nhitng trang tiép theo it nhat mét vai lan bdi chac chan ching sé giip ban
c6 dwgc mot vai y twéng hay chién thuat phu hop vdéi tirng tinh huéng cu
thé ma ban c6 thé gap trong s nghiép ctia minh.

BIET PIEU BAN LAM - LAM DIEU BAN BIET

Ngay xtra, ngay xua, cao va tho gdp nhau tai mot quan rugu. Cau chuyén
gitta ching xoay quanh doi tha “truyén kiép” ctia ching - bay ché san ctia
nhitng thg san dia phwong. Cao cit huénh hoang rang né khong hé sg lii cho
san bdi n6 co rat nhiéu cach dé thoat khéi vong vay cia bon chiing. N6 phat
hién ra néu 1 cho6 san dén that thi n6é co6 thé rit vao “lanh dia” cia minh va
tron cho dén khi nguy hiém qua di, hodc nhanh nhw chép, né sé chay ra
khoi hang va khong con ché san nao cé thé theo kip toc d6 ctia n6. N6 sé
chay dén con sudi gan nhat réi lao xuéng dong nuwdc va bay ché san sé hoan
toan mat dau. N6 tham chi c6 thé chay vong tron quanh cho cia né mot vai
lan khién cho 1d cho san boi r6i roi phong 1én cay “ngam” 1 ché chay nhw
den cu bén dwdgi. Cao thie 1a lam mwu nhiéu ké, va né ciling rat tw tin vao

ban than minh.

Nguogc lai vGi cdo, tho kha nhit nhat va thoang chit boi r6i khi thi nhan
rang néu c6 ca bay ché san xong dén, né chi c6 mot cach duy nhat 1a bo
chay, diing nhw nhan xét cia nguwdi doi vé noé: “nhat nhw tho dé”.
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Khi n6 vira néi dén do thi c6 tiéng ché sia. Ping nhw 16 thé néi, né lao ra
khoi ctra va chay troi chét. Céo thi do dy khéng biét minh nén chot ctra va
tron trong quan, hay la nén chay thuc mang dén con sudi hoac la chay long
vong khién cho I ché san bai r6i roi leo 1én cay. Khi né con dang mai suy
nghi xem sé st dung cach nao thi cd bay ché san da lao dén va an thit né.

Ngu y cta cau chuyén nay that don gian: Hay st dung mot thu thuat hay
phuwong cach hiéu qua nao d6 ma ban nam ré con hon la biét tat ca cac ky
thuat trong cuén sach nay ma khong stt dung dugc mot ky thuat nao.

Nghé Thuat Ban Hang Bac Cao bao gom rat nhiéu cac chién thuat va ky
thuat. Trudc hét, cac chién thuat duwgc dé cap co thé ap dung cho tat ca
nhitng nguwdi ban hang trén khap thé gigi du san pham ho ban la gi. Moi
nguwoi ban hang véi kha nang sang tao ca nhan déu co6 thé ban nhitng san
pham hay dich vu v6 cung dac biét. T4t nhién, td6i khong thé biét moi chién
thuat, nhwng trong cudn sach nay, cac ky thuat va nguyén tac ban hang déu
dwgc dé cap trén dién rong va cé muc dich nhat dinh. Muc dich cta cuén
sach la giap nhitng ngwoi ban hang & moi linh vyc tr@ nén chuyén nghiép
hon va thanh cong hon. Vi cé v6 van nhitng nguwdi ban hang cung cap san
pham cta minh cho nhiéu doi twgng khach hang khac nhau, nén tat yéu sé
c6 nhiéu cach tiép can khach hang khac nhau.

MGt diéu ma ban c6 thé dé dang nhan thay la: tat ca cac chién thuat hoan tat
thwong vu duwgc st dung trong Nghé Thuat Ban Hang Bac Cao déu mang
tinh gido duc rat cao. Ban nén nhé rang khach hang sé no6i “khong” vdi san
pham ctia ban khi anh ta khong thu thap da nhitng thong tin can thiét dé noéi
“c6”. Vay nén, ching ta can bo sung cac thong tin cung nhitng nguyén c@
va ly do (cam tinh va ly tinh) minh chitng cho viéc ho nén mua san pham vi
lgi ich cta chinh ho. Gerard I. Nierenberg tirng néi trong budi gigi thiéu
xudt ban cuén Sttc Manh Ban Hang Ca Nhan: “Khach hang muon biét
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nhiéu thit nhung ho khong mudn ai dé6 day ho phai lam thé nay hay thé
khac”.

Vi ban da di dwoc mét chang dwong kha dai trong cuén sach nay nén t6i c6
ly do dé tin rang ban da hoc hoi va dang st dung cac chién thudt cling nhw
k¥ thuat ma ching t6i da dé cap. T6i cling tin ban sé tiép tuc hao hitng hoc
héi va ap dung cac chién thuat khac dugc dé cap tiép theo day.

MOT CHIEN THUAT HOAN TAT THUONG VU “LAU BOT”

bay la chién thuat dac biét ma nhitng ngwsi ban hang tryc tiép st dung
nhung vGi nhitng sy bién héa da dang, n6 cé thé dugc st dung cho cac linh
vue nhw xe hoi, bat dong san, do dung gia dinh hay cac san pham tra gép &
cac trung tam mua sam hay ctta hang chuyén dung. Chién thuat nay dugc st
dung sau khi gia tri cia san pham da dwgc tao dung, nhung tride khi ban
cung cap day du thong tin vé san pham cho khach hang.

Khi t6i mdi buwéce vao thé gidi ban hang, thi nhiéu ngwoi goi day la chién
thuat “6ng c6” vi ndé “xwa nhu trai dat”. Mot vai chuyén gia dao tao ban
hang thi xem n6 1a mot chién thuat “s6 dat hang”, nhwng nhitng nguwdi khac
thi cho rang no la chién thuat “co ban”.

Riéng Gene Montrose, mot chuyén gia dao tao ban hang dén ti Portland,
Oregon, goi né la chién thuat “cong bo thong tin”, va t6i thdy tén goi nay
nghe phu hgp hon.

CHIEN THUAT “CONG BO THONG TIN”

Khi gia tri ctia sdn pham da dugc tao dung va nguwdi ban hang dang tdi gan
giai doan két thiic thwong vu, anh ta sé néi nhw sau: “Thwa quy 6ng ba, nhw
quy vi da biét, Cha Sam[11] la nguwdi can thiép dén nhiéu mat trong cudc
song cua chung ta. C6 viéc chu ay lam rat tot, cé viéc chwa t6t lam. Mot
trong nhitng luat 1é cha ay dat ra, ma t6i tin la tot, la yéu cau cac cong ty
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phai “cong bd” v6i khach hang tit ca cac thong tin cia mét thwong vu.
Nhitng nguwdi ban hang va cac cong ty kinh doanh c6 dao dirc nghé nghiép
ludn ung ho quy dinh nay.

Thwa quy ong ba, tuan theo cac quy dinh cua chinh phu, cong ty chung toi
luén cung cap cho khach hang tat ca cac thong tin can thiét - khéng chi
trong tirng thwong vu ma trong tirng 10i chao hang ctia ching t6i. Biéu nay
giup khach hang khong bi nham lan vé san pham ctia chiing t6i va chi phi
ctia né. Va néu quy vi trao doi véi ngudi hang xém ctia minh vé céac 10i
chao hang (offer) ctia ching t6i vé cung mot loai san pham, quy vi sé thay
ching giong hét nhau. Mong rang quy vi sé khong con do dy khi hgp tac
v6&i mot cong ty ludn cung cap théng tin mot cach cong khai va céng bang
vdi tat cd moi khach hang”.

(Gigd day, néu ban doc lai phan cudi cung, ban sé nhan thidy ching t6i da
“cong bo” tat ca thong tin cia minh dén véi moi nguwdi. Diéu nay cé nghia
la: “Ban nén viét don dat hang ngay di!”)

LAP BDON PAT HANG

“Thwa 6ng, don dat hang ma toi va 6ng vira thao luan la don dat hang s6 87
[lic nay, don dat hang ctia ban phai r6 rang, dé nhin, va can xitng khi ban
viét s0 87]. So tién theo don dat hang nay la 39.995 do la. Phi van chuyén
va giao hang la 2.000 d6 la. Vay tong s6 la 41.995 do la. Chinh phu yéu cau
ching t6i dong thué cho tat ca nhitng sy trg gitip ctia ho, va mitc thué sé la
3.355 do la, vay tong tri gia 10 hang la 45.350 do la.”

Lic nay, chac chan khach hang sé quan tdm hon va néi: “PBgi da, téi dau co
noi la toi sé mua hang cuaa anh!”. Khi gap nhitng cau twong ty nhu vay ban
hay dép lai ring: “O vang, tat nhién 1 vay. Toi giai thich diéu d6 v6i muc
dich muén 6ng nhan thay ro cac diéu khoan cu thé cua 10i chao hang ma
ching t6i dwa ra. Thwa 6ng, vé phwong dién ca nhan, toi tin rang 6ng la
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nguwoi khong bao gio néi “c6” hodc “khong” véi bat c diéu gi cho dén khi
ong ty biét minh nén néi “khong” hay “cé”, phai khong, thwa 6ng?”.

CHIEN THUAT BDUA RA “QUYET BINH THU YEU”

Chién thuat nay chiu anh hwéng cia mot vai yéu t6. Trwdc hét, khi ban
chuyén sang chién thuat “dwa ra nhiéu lwa chon cho khach hang”, tic l1a ban
dang dan dat khach hang di dén mot quyét dinh tam thoi va sau do la quyét
dinh chinh cta ho. Tham chi néu khach hang khong mua hang ngay vao
thoi diém nay, nhitng no luwc caa ban khong hé trd nén vo nghia bgi ban da
gitp anh ta nhan dién don dat hang, cac diéu khoan va su Iiva chon san cé.

bay la diéu vo cung quan trong bdi khach hang can c6 da thong tin trwdc
khi anh ta c6 thé dwa ra mot quyét dinh sang su6t. Qua trinh lam sang t6 van
de tao cho khach hang sy ty tin béi it nhat anh ta cling biét minh dang quyét
dinh lam viéc gi. Va khong c6 gi ngac nhién khi néi rang sy sang té khién
khach hang tu tin.

Doi khi, khach hang ciing can mét khoang “thoi gian tinh tam”. Vi diéu nay
ma co6 lan téi bé 1& mét thwong vy, nhung sau nay khi t6i phan tich chi tiét
hon cac dac tinh khac, khach hang da do6i y va dwa ra cau héi lién quan dén
chién thuat “cong bo thong tin”: “Khodan thanh toan trén la trong 20 hay 18
thang?”, “Thoi gian giao hang la bao lau?”, “Gia st to6i chon thanh toan
hang thang va sau do lai quyét dinh tra hét mot Idc thi tién phat sé nhw thé
nao?”. Nhiéu khi khach hang sé néi “khong” vao giai doan nay nhung sau
khi c6 “thoi gian tinh tdam” va nhan da cac thong tin bo sung, anh ta sé dwa
ra mot quyét dinh dong y.

KHACH HANG CAN CAN NHAC PEN “TUI TIEN” CUA MINH

Co rat nhiéu lan trong khi t0i say swa giai thich cac dac tinh b6 sung nhung
khach hang van khong hé dé y dén 10i t6i ndi. Anh ta dang suy nghi vé cac
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khoan thanh toan khac phai dugc thyc hién trede, va sau do6 anh ta méi cé
thé thue hién dugc thwong vu mdéi nay. Po chinh 1a mét trong nhitng ly do
vi sao chién thuat “cong bo théng tin” can duwgc sém thwc hién sau khi
khach hang c6 da co s& dé danh gia mot thwong vu. Chién thuat nay giiup
khach hang hiéu thau ddo nhitng thong tin co ban, chuan xac dé dwa ra
quyét dinh. Chién thuat nay dwgc tao ra khong phai dé “lira gat” mot ai do
mua nhitng th anh ta khéng can, khong muon hay khong cé kha nang chi
trd. Chién thuat nay chi hitu ich v&i nhitng khach hang thuc thu dang con do
dy va can mot su thuyét phuc khéo 1éo hon dé hanh dong vi 1gi ich t6t nhat
cua ban than ho.

CHIEN THUAT “VOT TENNIS”

To6i hoan toan tin minh ding dan khi nhan dinh rang bat cit nguwdi ban hang
tirng trai nao da ting thuyét phuc nhitng cap vo chong mua hang déu gap
phai tinh huéng twong tu sau:

Chong: “Em yéu, em nghi sao?”

Vo: “O, tit ca tuy thudc vao anh thoi!”

Chong: “Khong, em mdi chinh la nguwdi st dung chiing!”
Vg: “bDung, nhung anh l1a nguwoi tré tién.”

Va hai ngudi c tranh cai nhau mai vé van deé dé.

Khi gap diéu nay, ban c6 thé chac rang mdt trong ba tinh hudng sau dang
dién ra: (1) Ca hai vg chong déu muén mua san pham, (2) Khong ai trong
s0 hai nguoi ho dong y, (3) Mot nguoi dong y va mot nguwdi khong. Tuy
nhién, ban cling dé dang nhan thay rang khong ai mudn dwa ra quyét dinh
cudi cung. Mo6i ngudi déu day “qua bong” vé san doi phwong va noi vai
nguoi kia: “Em/anh ra quyét dinh di!”
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Vi moi nguwdi déu danh bong qua lai nén ching t6i goi day la chién thuat
“vgt tennis”. Quan trong hon, ban can hiéu rang néu ban chi ngoi ngoai va
theo doi dién bién ctia “tro choi” thi mot ngwdi trong s6 ho (thuwong la ngwoi
chong) sé mim cuwoi va noi: “Anh biét ddy, ching t6i c6 y dinh mua san
pham nay nhung khéng may lavo t6i khong thé dwa ra duwgc quyét dinh dit
khoat”.

GIAI QUYET TiNH HUONG TREN NHU SAU

Ban sé ndi rang: “Xin 16i 6ng ba, t6i biét minh khéng nén néi diéu nay
nhung t6i van noi. To6i nghi ldc nay khong ai trong 6ng ba nén dwa ra quyét
dinh, bdi 6ng ba dang bi chi ph6i vé mat cam tinh, va diéu dé c6 thé dan
dén mot quyét dinh sai lam”.

Va ap dung chién thuat duéi day.
CHIEN THUAT “BEN FRANKLIN”

Toi khong biét chién thuat nay do ai nghi ra va ra doi ti Idc nao, nhung ban
toi l1a Bill Cranford da truyén n6 cho t6i vao nam 1947. Ban hay ndi vGi ho
rang:

“Thay vi dwa ra quyét dinh mot cach cam tinh, t6i nghi ching ta nén mwon
mot trang gidy tir cudc doi cia mot trong nhitng nguwdi khon ngoan nhat
nwéc My. D6 la Benjamin Franklin. Mo6i khi phai dwong dau véi mot quyét
dinh kho khan, 6ng luon lay ra mot t@ gidy, vé mot duwong thang & chinh
gitta chia doi t0 gidy, bén trai ong ghi tr “nén” va bén phai “khong nén”.
(Vé sau, Percy Whiting - tadc gid cuén Nam Nguyén tic Vang trong Ban
hang ciing st dung cach nay.)

Thuwa ong ba, toi nghi chung ta ciing nén theo trinh ty nay, day la cach don
gian nhat dé nhin nhan nhitng thong tin thuc té cho thdy “nén” hay “khong
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nén” mua san pham nay. Va hady st dung cac thong tin thyc té dé dua ra
quyét dinh. Ong ba thay y twdng ndy c6 hgp ly khong?”

GIAI THICH VI SAO HO NEN MUA SAN PHAM CUA BAN

“Co rat nhiéu ly do dé 6ng ba nén mua san pham nay. Trwéc hét, vi 6ng ba
thich né...”. Tuy nhién ban khéng nén dém céac ly do “nén” hay “khong
nén” cho dén khi ban viét ra tat ca cac ly do. Néu ban ct dém s6 ly do
“nén” thi sé c6 mot cudc tranh luan vé “ s6 lwgng” gitta “nén” va “khong
nén”. Khach hang ciing c6 thé xem day la mot thach thitc dé dwa ra nhiéu ly
do “khong nén”. Mét vai ly do “khéng nén” cé thé rat “16 bich”, nhung ho
lai xem viéc dua ra nhitng ly do d6 nhv mot tro giai tri va vi vay, ban sé
khong thé kiém soat duwgc tinh hinh, cho du cot bén nao c6 sé lugng 1y do
16n hon chang nira.

r D

. LY DO NEN MUA LY DO KHONG NEN MUA

_j

Ban néi 1y do “6ng ba thich san pham” dau tién béi moi ngwdi mua nhitng
gi ho mudn chit khéng nhat thiét vi nhu cau. Ly do th hai [ban biét dé l1a ly
do tht hai nhung dirng nén ghi s6 tht tw cta né]: “Ong ba cho ring san
pham cuda ching t6i giup tiét kiém tién” [Tiép tuc quy trinh trén véi 1y do

nén mua hang.]
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Vi cac ly do “khong nén”, ban bat dau liét ké danh sach bang cach néi:
“MGt trong nhitng 1y do ong ba khéng nén mua san pham nay ngay hom
nay la... [liét ké nhitng tr& ngai xuat hién trong qua trinh ra quyét dinh]. Ban
can dua ra ly do chua dao hodc cac tré ngai ma khach hang da dwa ra. Néu
ban khéng lam, ho sé lam. Néu ban ty lam thi ban c6 thé tu loai bé mot vai
trd ngai nhé. Sau do6 ban im lang va dé khach hang liét ké tiép cac ly do
“khong nén” khac. Néu hoan thanh tot cong viéc ctia minh, ban sé c6 dugc
nhiéu ly do dong y hon la phan déi day.

VA, HOAN TAT THUONG VU

Gio da dén luc ban cong tong so 1y do trong moi cot va noéi: “Dé t6i xem,
mot, hai, ba”. [Viét con so0 that to, in dam va khoanh tron né mot vai lan].
“Cac ly do khong nén la mot, hai, ba... [Ban viét tong s6 va ciing khoanh
tron n6]. Theo Percy Whiting, vao lic d6 ban nén chuyén td giay cho khach
hang va n6i: “Thwa 6ng ba, 6ng ba da co thé ra quyét dinh réi chit? Ching
ta tiép tuc v6i nhitng ly do “nén” hay “khong nén”?” (Hay dé khach hang
tra 10i.)

Vé ky thuat nay, Charlie Cullen cho rang ban can mot chut tdo bao khi dwa
t& gidy cho khach hang. Hay nhin sau vao mét ho, viron tay ra va néi: “Ong
ba biét khong, néu tat ca nhitng khach hang cua t6i déu st dung phuong
phap tiép can nhu thé nay dé ra quyét dinh thi cong viéc cuda toi sé thu vi
hon rat nhiéu. Roi 6ng ba sé thich san pham nay day!”.

Nhiéu nguwoi ban hang thwong héi téi: “Zig, cach nay c6 thue sy hiéu qua
khong?”. Cau tra 10i la: “Khong phai lic nao cling c6 két qua”. Bé chinh la
ly do chu yéu giai thich tai sao bai thuyét trinh hay phan thuyét phuc khach
hang trong quy trinh ban hang nén bat dau véi nhitng lgi ich thiét thie nhat
va két thuc vai lgi ich thiét thye 16n ké tiép. Pay la diéu quan trong bdi
khach hang sé nhd nhiéu nhat phan mé dau va két thic caa bai thuyét trinh
cua ban.
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Tuy nhién viéc sap xép “nén” va “khong nén” chi mang tinh twong doi.
Trudc hét, khach hang c6 thé chi c6 mot ly do phan doi nhwng thudong ho
van noéi: “T6i khong c6 y dinh mua né va t6i ciing khong quan tdm anh c6
bao nhiéu ly do tai sao t6i nén mua no6 di chang nita”. Thém vao dé, khach
hang khong mua bat ctt thit gi vi mudi ly do ban va ho liét ké ra. Trong hau
hét cac truong hop, ho mua hang vi mot ly do cht yéu va mét 1y do th yéu.

HAY AP DUNG CHIEN THUAT NAY CHO CA NHUNG NGUOI
THAN CUA KHACH HANG

Ban dwa ra danh sach trén dé chi cho khach hang thay tinh hop 1y ctia van
de. Khi dwa ra quyét dinh mua hang, khach hang can phai chac chan hon
nita, nén ho sé trao déi vdi chéng/vg, ho hang, ban be... dé thu thap thém
cac thong tin khac. Nhiéu nguwdi mua hang ban dau rat hitng thii nhung sau
dé lai tit bé y dinh béi ngwdi than ctia ho da kich hodc ché nhao quyét dinh
ho dwa ra. Cach liét ké cac ly do trong chién thuat cia “Ben Franklin”
khong nhitng gitp ban dat dwgc thuwong vu ma doi ltic con gép phan duy tri
thwong vu do.

Vay nén, t6i khuyén khich ban tuan theo quy trinh nay. Sau nay toi sé de
cap dén “sy hgp ly vé médt cdm xuc” va sé giai thich rd hon ly do nén st
dung chién thuat nay.

MOoi chién thudt nén la mot quy trinh “mang tinh gido duc cao” va mac du
chién thuat nay khong dwa ra ly do nao méi cho quyét dinh mua hang
nhung né tong két lai nhitng 1y do da dwgc dé cap. Piéu nay gitp khach
hang an tam va ty tin rang quyét dinh mgi (trong tredng hop anh ta sém noi
“khong”) la ding dan va sang sudt.

Co6 hai yéu td vo cung quan trong: thit nhat,mac du khach hang da c6 dugc
cac thong tin vé hang héa, san pham hay dich vu nhwng van cé thé bo 16
mot diém quan trong. Thit hai,mot khach hang cé thé cé du thong tin can
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thiét nhung van dwa ra quyét dinh sai lam. Chién thuat cta “Ben Franklin”
sé giip ho dam bao rang ho khéng bd s6t mot diem mau chot nao va qua
trinh tong két sé gitip gidm bét co hdi khach hang dwa ra quyét dinh sai lam.

CHIEN THUAT “THAN TUONG HOA”

bay la chién thuat ban c6 thé st dung trong truong hop mot déi vg chong
“phat biéu” mot cach “hung hén” trong ca budi gigi thiéu hay Iic két thic
nhung rot cudc lai néi: “Chung téi khéng c6 du tién dé mua san pham
nay!”. Thong thuwong, trong nhitng treong hop nhuw vay cé hai tinh huéng
xdy ra. Hodc nguoi vg c6 quyén quyét dinh (nhw chiing ta van thudong néi:
“lénh 6ng khong bang cong ba”), hodc moi van dé déu do ngudi chong
quyét dinh.

Néu nguoi vg khong co6 quyén quyét dinh, co dy sé c6 gang nai ni chéng
minh bang cach biéu 16 rang c6 ay san long “tit bd” thit ma hién tai co ay
dang muon dé c6 duge sy ing ho va nhitng 1gi ich trong twong lai nhiéu
hon nita.

Trong nhitng tredng hop nhu trén, néu ban muén cé duwgc thuwong vu ban
phai biét thiic day nguwdi vo thuyét phuc chong minh can nhac lai van dé va
ban c6 thé c6 dwoc 1gi thé hon khi lam viéc véi c6 ay.

Khi c6 ay noi: “Chuing t6i khong co6 da tién dé mua san pham nay!” ban nén
mim cuwdi va quay sang ngwoi chong: “Thua 6ng, toi ludn cam thay tha vi
khi nghe vg 6ng no6i nhw vay. Béi toi tin rang c6 ay ndi diéu trén vi sg ong
cho rang c6 ay chi nghi dén ban than minh. Thwa 6ng, thi thye t6i khong tin
vo 0ng mua san pham nay chi vi ban than c6 ay. C6 phai la sé rat tuyét voi
néu nhitng ngwdi vg déu suy nghi giong nhw ba nha day khong? [Nhitng gi
nguwoi chong néi la nhitng diéu tuyét voi.] Thura 6ng, ong that may man khi
c6 mot nguwdi ban doi rong lwgng nhw vay. Tat nhién ba nha ciing vo cung
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may man bdi to6i dam 'cwgc’ rang 6ng la nguwdi ludn biét cach danh sy yéu
thuong va nggi khen cho mét nguwdi vo nhu thé”.

Nao, ching ta hay tam dirng va xem xét tinh huéng ban dang dat ra cho
khach hang. Trudc hét, ban dang than twgng héa ngudi vo. Co ay sé nghi
rang ban qua la m6t ngwoi ban hang tinh té. C6 ay sé san long nghe ban néi
va quan trong hon, ban khién c6 dy cé cdm gidc minh quan trong. Ban ciing
tao dugc an twong tét voi nguwdi chong béi ban khong chi “thach thirc” 6ng
ay lam hét khd nang ctia minh dé théa man mong muén ctia vg minh ma
ban con hét 161 ngoi khen ong Ay.

Chién thuat nay c6 thuc sy hiéu qua? Cau tra 16i 1a chién thuat nay rat hitu
hiéu trong mot s6 trwong hop. Ban nén nhd rang, moi chién thuat ban st
dung sé tao co hoi cho khach hang tiép tuc va dwa ra quyét dinh magi. Khach
hang da c6 thém nhiéu thong tin thyc té cling nhuw cdc moi lién hé vé mat
cam xuc dé dwa ra quyét dinh. Diéu nay cling dong nghia vdi viéc khach
hang dang tu héi thic ban than minh nén mua hang.

T6i cling mudn nhac nhd ban rang moi cach két thiic 1a mot qua trinh lam
tang gia tri cia san pham va dich vu trong tam tri khach hang. Ro rang la
néu ban lam tang dwgc gia tri cia san pham trong tam tri khach hang, néu
ban biét va sit dung du cac chién thuat tic dong dén cam xuc ctia khach
hang va/hodc cac chién thuat c6 tinh gido duc, ban sé c6 dwgc nhitng thi
con gia tri hon 1a ca tién bac.

CHIEN THUAT “CAM MU TRONG TAY”

C6 nhiéu truong hgp ban khong thé x6a bé dwgce 1y do thuce sy khién khach
hang ttr ch6i mua hang. Song ban tin rang minh con cé thé lam dwgc diéu gi
dé trede khi khach hang néi “khong”. Khi do, cac cach tiép can dya trén sy
tham do, nhan nai hay nhitng cau héi mang tinh dinh hwéng sé khong mang
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lai két qua va chién thuat “cam mi trong tay”, dwgc trinh bay ngay duéi
day, lic nay sé phat huy tac dung.

RO rang la khi da nhd mot thwong vu thi ban chi con cach “thu don hanh
ly”, gom hét gidy t0 cho vao cdp va no6i 16i tam biét. Trudc day, tat ca
nhitng ngwdi ban hang déu doi mii nén chién thuat nay ra doi tir ngay do va
c6 tén “cam mi trong tay”. Ngay nay, mot vai nguwoi lai goi chién thuat nay
la “thwong vu bi bé 16”. Khi ban gap giay to cat di, hdy biéu 16 rang ban
chuan bi roi khoi diém hen, rang ban rat tran trong thdi gian quy bau cda
khach hang va hy vong trong twong lai khong xa, ban sé c6 co hoi hgp tac
v6i ho. Ban ditng day, chuan bi buéc ra phia cita va quay lai néi vGi khach
hang :

- Thwa 6ng, liéu c6 phién khong khi t6i héi 6ng cau nay, nhung néu 6ng
giup toi tra 10i cau hoi nay thi né sé co y nghia vo cung 16n lao véi sy
nghiép cua toi.

Ban sé rat ngac nhién khi phat hién ra rang c6 rat nhiéu ngwdi san long giup
dd. Sau do6 ban noi tiép:

- Sy that 1a hém nay ching ta chwa thye hién bat ky vu mua ban nao. Va
chac chan 1a toi cling sé khong ban dwgc hang cho bat ky ai khac nita. T6i
van c hy vong la 6ng sé mua san pham ctia minh béi t6i nghi chiing phu
hop véi nhu cau cua 6ng. Tuy nhién, cé 1€ do t6i giai thich khong dwoc ro
rang veé 1gi ich cia sdn pham nén 6ng khong chon mua né. T6i cam thay rat
tiéc. Néu ong giup chi ra nhitng sai lam ma t6i da mac phai, t6i tin la ching
sé gitp ich cho t0i rat nhiéu khi lam viéc cung véi cac khach hang khac.

Trong hau hét treong hgp, khach hang thwong noi:

- Khong phai la do 16i ctia anh dau. T6i khong mua hang béi vi...

https://thuviensach.vn



Va chinh vao Iic nay, ho sé néi ra 1y do thuc sy. Lic d6 ban nén vo tay hay
bat ngon tay vao nhau kéu 1én thanh tiéng va noi:

- O, toi da khong chii y dén diéu d6, thwa 6ng? Khong cé gi ngac nhién khi
ong con do dy dén tan bay gio! Néu toi la 6ng, toi cling sé nhu vay thoi.
L.am sao t6i lai mac phai sai lam do kia ch?

Ban nhanh chéng mé cdp ctia minh ra, dwa cho khach hang cau tra 1oi cho
tré ngai do réi “chot” thwong vu bang cau hoi:

- Nhitng diéu nay c6 thé gitp 6ng dwa ra mot quyét dinh khac chir?

bay khong phai la diéu thuwong xuyén xdy ra, nhung tir kinh nghiém cta
ban than, t6i mudn noi rang trong mot s6 thwong vu nhat dinh, ban van c6

thé 4p dung thanh céng chién thuat nay.

C6 hai diéu can nhan manh ¢ day: Trwdc hét, hdy dién gidi van dé mot cach
ngan gon va néu ban khong thé c6 dwgc don dat hang thi da dén Itic ban nén
quay budc va bat dau mot hanh trinh khac réi day. Thit dén, néu ban thuc sw
tin rang ban than ban va sdn pham cuia ban dap &ng tot nhu cau cta khach
hang, thi hdy hanh dong vi lgi ich ctia khach hang. Pay la chién thuat yéu
cau mot chut tdo bao va liéu linh nhwng nhé vay ban sé tré thanh mot nguoi
ban hang lao luyén thay vi la mot nguwdi ban hang “hét thoi” dang co to ra

lidu linh.
CHIEN THUAT “ME TOI NOI RANG...”

Thinh thoang nguwoi ban hang sé gap phai nhitng thwong vu kha kho khan
va dé nan long. D6 la khi ho dwa ra mot cau héi mang tinh “hdi thic” nhung
khach hang van ctt im lang. Ban khong nén tiép tuc im lang ma hay cho doi
mot luc. Toi khong noi 16 khoang thoi gian nay nén la bao lau bdi no tuy
thudc vao tirng tinh huéng cu thé (thong thwong khoang tir 10 dén 60 gidy).
Nhitng kinh nghiém va hiéu biét thong thuwong sé gigi han khoang thdoi gian
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do, tuy nhién, khi ban nhin thay khach hang cé vé sap stta néi diéu gi do thi

dé Iic ban nén lén tiéng. Ban hdy mim cuwdi va néi:

- Thwa 6ng, khi t6i con nho, me t6i thwdng noi rang im lang la dong y. Theo
ong, me t6i n6i nhuw vay c6 dung khong?

biéu nay sé pha tan bau khong khi im lang va day qua béng sang phan san
cta khach hang. Cau hoi dat ra la: “Khach hang sé lam gi tiép theo?”. T6i
khong cho rang anh ta sé néi: “Me anh néi nhw thé khong ding dau!”. Day
chinh Ia cach tao “ap lyc ban hang”, song muc dich truéce tién la tao co hoi
dé khach hang ty tao ra 4p lwc cho chinh minh. Cau chuyén tiép theo day sé
huwéng dan ban lam thé nao dé khach hang dong y dé ban tao ra ap luc cho
anh ta.

CAU CHUYEN CUA CHUCK ADKINS

Nhin bé ngoai, Chuck Adkins khong giong nhw mot ngudi ban hang. Anh
c6 trinh do hoc van kha khiém t6n. Lic m@i vao nghé ban hang, anh chi cé
mot chiéc xe dap dé lam phuong tién “hanh nghé”. Theo t6i, Chuck khong
nén gia nhap vao nganh ban hang. Tuy nhién, mot thwong nhan tré day tham
vong da thué Chuck lam dai dién cho mot ké hoach xtc tién sdn pham kéo
dai trong ba ngay.

Nguoi dan 6ng tré da thué bon nguoi trude do va Chuck 1a ngudi thi nam.
Trong thoi gian ngan ngti d6, Chuck da khong chi tru lai dugc trong nhom
ma con trd thanh ngwoi dan dau nhém nam ngwoi. Khong lau sau do, anh
trd thanh nhan vién ban hang s6 mot khu viee, r6i s6 mot ctia bang, s6 mot
ctia toan mién Nam va thi bay toan nwéc My.

Khi Chuck tré thanh nha phan phéi sé mot ctia toan b6 mién Nam, t6i quyét
dinh hoc hoi xem anh chang dang lam gi. T6i dén Georgetown vao sang
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sGm mot ngay thit Hai dep troi dé c6 thé quan sat toan b qua trinh lam viéc
cua Chuck.

TG6i sé khong bao gid quén budi trinh dién ctia Chuck hém dé6. Chuck va
phu t4 cia minh da ndu mot bita an “trinh dién” tridc mot s6 cap vo chong.
Veé tai ndu an cta Chuck thi t6i 1dy lam mitng vi minh da quyét dinh khong
thtt nhitng mén d6. Tuy nhién, Chuck da trinh bay va hoan thanh t6t cac
muc tiéu dat ra. Khi bu6i gigi thiéu két thic, Chuck da cé duwgc nhiéu cudc
hen tai nha riéng ctia cac cap vo chong cé mat & do.

Cac ban biét khong, dang sau vé than thién, vui vé, dé tinh cia Chuck la su
nhay bén va quyét doan, nhat la vao cac thoi diém can “chot” mdot thuwong
vu. Anh c6 kha nang thu phuc khach hang rat diéu luyén.

Lan do, mot khach hang bong néi néng vi cam thay ap luwc phai mua hang tw
phia Chuck. Ong 4y dap ban va néi rat gay git ring ong ay sé khong bao
gi0 mua hang t* mot nguwoi ban hang gay sirc ép 1én nguoi khac.

CHIEN THUAT “CHAP NHAN AP LUC”

Vi su ngac nhién va cé chut béi r6i, t6i thac mac khong biét lam thé nao
Chuck c6 thé thoat khéi tinh canh nay. T6i nghi rang Chuck khéng con cach
nao khac hon la phaéi “chu6n khéi noi d6 mét cach nhanh chéng nhat”.

Nhung Chuck van té ra t tin nhw bat o ngwdi ty tin nao t6i tirng nhin thay
trong doi. Anh ngoi d6 va lac dau lién tuc, nira nhv mudn néi véi chinh
minh, nita nhw n6i véGi t6i va vi khach hang: “Thwa 6ng, t6i sé khong dé cho
diéu nay xdy ra mot lan nita. T6i rat, rat xau ho. Thwa 6ng, cling nhu ong,
toi rat khong cé cam tinh véi nhitng nguwdi ban hang gy sttc ép lén khach
hang va cho du lic nay ong nghi t6i dang ép budc ong, toi cling khong dam
trach 6ng. T6i dac biét ghét diéu nay badi, & day, toi la khach trong nha 6ng
va ong that tot khi da mdoi ban bé va hang x6m dén xem budi gigi thiéu nay
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nhwr mot cach tng ho t6i. Vay nén, t6i thanh that xin 16i vi da tao cho 6ng
cam giac khong hay do”.

Chuck noéi trong gan hai phit va sy binh tinh, chan thanh cua anh da tac
dong tich cuc dén khach hang. Mét lat sau, nguwdi khach hang ng6i xudng
trd lai va Chuck lai m@ dau cau chuyén: “Thwa 6ng, 6ng chap nhan 16i xin
16i cua t6i va chung ta van c6 thé la ban ctia nhau ch&?”. Vi khach hang
cwdi néi: “O, toi nghi khong cé didu gi t6n hai & day”. Roi hai nguoi bit tay
dé xac nhan tinh hitu nghi gitta ho.

Vao dung lic d6, Chuck néi: “Thwa ong, toi biét 1a toi c6 phan di lac hwéng
nhung 6ng c6 phién néu téi héi 6ng mot cau?”. Khach hang: “ Khong, anh
ctr noi di.”

Chuck: “Thwa 6ng, néu t6i biét 6ng sap lam mot diéu sai lam va diéu do sé
lam lang phi tién bac ctia 6ng dong thoi ba nha sé phai lam thém nhiéu viéc
khong can thiét, liéu 6ng c6 cho rang t6i nén no6i vdi ong diéu dé hay ong
nghi rang d6 khong phai la viéc cua 6ng?’

Khéch hang: “T6i muén anh néi cho t6i biét diéu do.”

Luc nay, Chuck cuoi “that twoi” va noéi: “Vang, thwa ong, do la nhitng gi toi
vita m@i trinh bay nhung da lam 6ng kho chiu. Gig t6i san sang duwgc lam
lai mot 1an nita néu 6ng hita rang ong sé khong phién long vé t6i”. Trong sy
ngac nhién t6t do cta toi, vi khach hang do6 hita rang 6ng ay sé khong té ra
kho chiu va Chuck Adkins da trinh bay lai va két thic thanh cong thwong

vu dé.

Chuck Adkins da day t6i mot bai hoc v6 cung quan trong vé ban hang. Cau
héi “Thwa ong, néu t6i biét 6ng sap lam mat diéu sai lam...” cling chinh la
10i xin phép dugc tao ap luc cho khach hang. Cau hoi nay da phat huy hiéu
qua va Chuck da thyc hién thanh cong thuong vu do.
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Mot bai hoc nita t6i hoc dugc tir Chuck la tat ca ching ta cé thé hoc dugc
nhitng bai hoc gia tri tr bat ky mot nguwdi nao do. Sy that la Chuck da day
toi lam thé nao dé khach hang cho phép ban gay mot chut ap lwc doi véi ho.
biéu nay khong cé nghia rang Chuck biétnhiéuvé nghé thuat ban hang hon
ban va t6i, nhuwng Chuck biét it nhat mot chién thuat ma véGi t6i n6 hoan

toan moi mé.

Thong diép qua cau chuyén nay: Hay tiép thu nhitng bai hoc b6 ich vao bat
ctt khi nao va & bat ct¢ noi dau.
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PHAN 6: CHIA KHOA KET
THUC THANH CONG THUONG
VU

MUC TIEU

I. Gié6i thiéu véi ban mét triét ly cu thé trong ban hang va cung cap cho ban
nhitng chia khéa dé thuyét phuc khach hang va két thic thwong vu thanh
cong

I1. Chia sé cac y twdng, cach thitc va phuong phap tang hiéu qua ban hang
tirng ngay.

CAC CHIEN THUAT VA TRiNH TU
Chién thuat “thwong vu chac chan”
Chién thuat “Neiman - Marcus”

Quay lai chién thuat “gia dinh”

Chién thuat “Kreepy Krauly”

Chién thuat “mui hwong dé chiu”
Chién thuat “an mac ding muyc”

Chién thuat “long nhiét tinh”

Chién thuat “tong thong”
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Chién thuat “ba cau héi”

Chién thuat “giup d& ngwoi khac”

Chién thuat “sw viéc sap xdy ra”

Chién thuat “ap luc tir niém tin

Chién thuat “t6i c6 thé kiém ching cho anh”

Chién thuat “t6i sé doi x¥ v6i anh mot cach théa dang”
Chién thuat “va sau do”

Chién thuat “su chinh truc”

Chién thuat “chir ky”

Chién thuat “chir ky trong tuyén dung”

Chién thuat “ké chuyén”
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Chwong 30: QUAN PIEM CHINH YEU

Quan diém th nhat: Trudc day, bay gio va ké ca sau nay, bat ky ngudi ban
hang xuat sac nao, nguoi cé thé dat dwge thanh cong dinh cao hay ngudi co
thé pha v& moi ky luc ban hang lu6n la nguwdi c6 niém tin manh mé vao san
pham hay dich vu ma minh chao ban. B&i ho da dat tit ca niém tin va long
nhiét tinh vao san pham nén ho tin chac minh c6 thé thuyét phuc dugc rat
nhiéu ngwoi dwa ra quyét dinh mua hang.

Tuy nhién, cho du cé day long nhiét huyét, sy nhiét tinh va niém tin manh
mé nhuv thé, ho van khong thé tranh khdéi nhitng khach hang béo thu, khong
hé tin twdng vao san pham va luén no6i khong. Piéu nay anh huwéng manh
mé dén tdm ly ctia ngwoi ban hang. Niém tin d6 choan tat ca suy nghi khién
anh ta ty cho rang khong mot khach hang nao c6 thé néi khong néu nhu ho
hiéu va tin twdng vao nhitng gi nguwdi ban hang néi vé san pham. Theo anh
ta, khong phai khach hang dang néi khéng vdi san pham ma ho dang néi
khong véi chinh nguoi ban hang. Chinh suy nghi d6 lam cho ngudi ban
hang dé dang c6 suy nghi rang ban than minh dang bi tir choi.

Quan diém thit hai: Nguwoi ban hang can phdi hiéu r6 sy khac biét gitta 10i
ttr ch6i va 101 cy tuyét néu mudn bdo vé long ty trong ctia ban than va tim
thdy dong luc ban hang. Khi khach hang néi khong, ban van phai t6 ra that
tw t€ v&i ho. Hay tao cho khach hang co hdi cdm nhan gia tri cta sy ho nghi
dé tir do thay doi quyét dinh sai 1am ctia minh.

Quan diém thit ba: Khong ai sinh ra da c6 san nang khiéu ban hang, do vay
hay biét rang nguwoi chién thang trong moéi cudc giao dich ludn la nguoi
dugc dao tao tot nhat.
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Quan diém thit tw: Khi da thue sy hiéu va tin rang khach hang méi chinh la
nguwoi duge hwdng 1gi nhiéu nhat thi ban sé két thic thwong vu bang nhitng
10i 1€ day sic thuyét phuc cung vGi long nhiét huyét cao do béi ban hiéu
rang qua trinh ban hang, ciing véi su trung thuc, 1a mot viéc gi do ban lam
cho nguoi.

HAY GAN KET LY TRI VA CAM XUC

Bat c phwong phap két thic thwong vu nao cling hiém khi chi 4p dung mot
nguyén tac hay mot cach thitc duy nhat. Hay nhé rang khi ai dé dwa ra mot
phan d6i mang tinh chat ly tri, hay gidi quyét van dé bang tinh cam, con khi
anh ta dwa ra mot phan doi mang tinh tinh cdm, hay dung ly tri dé giai quyét
van dé. Sau day la mot tinh huéng minh hoa cho sw gan két gitta tinh 16-gic
va cam XxUc:

Trudc day, c6 lan toi phu trach mot 16p dao tao ban hang cho mot cong ty
san xudt xe dap. Mot trong nhitng tré ngai chinh yéu la van dé gia ca. San
pham cta cong ty c6 gid cao hon nhitng chiéc xe c6 chat lwgng twong tw
khac khoang 20 do la, nhung bo phan ky thuat cam doan la xe cua ho c6 bo
phanh t6t nhat trong tat ca cac loai xe.

Moi khi khach hang than phién vé van dé gia, chung t6i hwéng dan cac
nhan vién ban hang nén tap trung vao chiéc phanh, gidi thich mic do hiéu
qud, sitc bén va trén hét la sy dang tin cdy cta ching. Mac dau vay, khach
hang van tiép tuc than phién rang giad d6 qua cao. Trong trwong hgp do,
nhan vién ban hang nén trao doi theo chiéu hwdng sau:

Nguwoi ban hang: “Theo 6ng, con ctia ong sé di chiéc xe nay trong bao lau?”
Khéach hang: “T6i khong biét. Vai nam, c6 1€ 1a 5 ndam hodc lau hon thé.”
Nguoi ban hang: “Ching ta c cho 1a 5 nam nhé. Vay néu chiéc xe nay dat

hon 20 d6 la, c6 nghia la mo6i nam 6ng chi phai bo ra thém 4 d6 la, nhung
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doi lai 6ng c6 duwgce chiéc phanh an toan nhat.” (Chung t6i ciing huéng dan
cac nhan vién ban hang nén st dung gidy va viét dé khach hang c6 thé nhin
thdy khodng chi phi thém vao 4 do6 la/ nam.) “Nhw thé, 6ng chi phai bé ra
hon 1 cent/ngay la da c6 dwoc chiéc phanh t6t nhat cho chiéc xe cia con trai
minh roi, thwa 6ng.” Ngirng lai trong gidy lat roi noi tiép: “Néu chiéc phanh
nay co thé gitip con 6ng dirng lai ngay khi c6 mot chiéc 6 to lui ngay truwde
mdt cdu bé du chi mét 1an trong su6t 5 nam dé thi n6 cling xitng dang véi
20 d6 la thém do, phai khong thwa 6ng?”

Phuong phap nay vo cung hiéu qua bgi nguroi ban hang hoan toan tin twéng
vao tinh chan thyc caa nhitng diéu minh dang néi dén. Qua that nhitng tac
dong vé mat cam xuc I6n hon rat nhiéu so véGi viéc phai ton thém 1
cent/ngay. Luc nay, trong tam tri cua vi khach hang, con trai 6ng luén dugc
an toanbdi cau bé ludn cé thé dirng chiéc xe dap kip luc dé tranh nguy hiém.

CHIA KHOA THANH CONG CHO NHUNG NGUOI LAM CONG VIEC
BAN HANG

Co6 mudi mot chiéc chia khéa mé ra nhitng canh ctta dwa ban dén thé gigi
ctia nhitng nguwdi lam viéc chuyén nghiép va thanh cong. Nhitng chiéc chia
khoa do lién quan dén thai do, cac phwong phap va bi quyét. Trong mot vai
treong hop, ngudi ban hang can phai biét két hgp ca ba yéu td nay va hiém
c6 treong hop nao ca ba yéu to trén lai khéng thé tng dung phu hop véi
tinh hudng cua ban.

Chiéc chia khoéa dau tién ma ching ta ban dén la “Dy doan tich cuwc”. Toi
muo6n nhan manh rang viéc kinh doanh ctia ban khong bao gi¢ la tot hoac
xau ¢4, tat ca déu tuy thudc suy nghi ctia ban. Ban nén hinh dung vé thuong
vu tredc khi gap go va trao doi véi khach hang. Bat ké 1a khach hang chu
dong tim dén ban hay ban la nguwdi dau tién tim dén ho thi trong tam tri
ban,ban phdi nghi rang minh sé ban dwgc cho khach hang trudc khi ban c6
thé thue sw lam duwoc diéu d6. Muoi mot chia khoa do la:
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1. Dv doan tich cuc

2. Gia dinh

3. An twong beé ngoai
4. Sy nhiét tinh

5. Dat cau héi tiép theo
6. Lang nghe

7. Sw viéc sap xdy ra

8. Kién tri

9. Sw khich 1é

10. Sy chan thanh

11. Sy kién twong thuat

DU'DOAN TICH CUC

LAM GI KHI KHACH HANG NOI “TOI CHi XEM QUA THOI!”

Néu ban dang lam viéc trong mot ctra hang ban 1€, rat cé thé ban sé gap mot
khach hang budc vao ctra hang, cham rai quan sat cac san pham dugc trung
bay, roi khi ban dén gan anh ta va bét chuyén, anh ta sé néi: “O, t6i chi xem
qua thoi!”. Cau hoi dat ra ¢ day la ban c6 tin anh ta “chi xem thoi” khong?
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Trong nhiéu nam lién, to6i khong tin rang khi d6 khach hang dang néi sy that
cho dén nam 1973, Julie, con gai ut cua toi t6t nghiép trung hoc. Trudc do,
ching t6i hita sé mua cho Julie mot chiéc xe hoi nhan ngay trong dai cta
chau va do qua la mot su kién dang ghi nha.

Qua that t6i chwa bao gid lam nghé ban xe hoi, nhung t6i c6 thé moé ta mot
khach hang dang tim mot chiéc xe “day tiém nang” nhu sau: Mot 6ng bo di
cling cd con gai vira méi tot nghiép trung hoc. Ong ta da tuyén b6 1a sé mua
cho c6 mot chiéc xe hoi va muon thé hién rang minh c6 da kha nang lam
viéc d6. Tt cwong vi cua t6i, t0i c6 thé n6i doé qua la mot khach hang “siéu
tot”!

HAY LA MOT NGUOI BAN HANG, BPUNG LAM KE BAN ON CHO
KHACH HANG

Chung t6i di xem xe trong gio lam viéc nén toi mdc bo vét cong s@. Con gai
toi thdm chi khong thé ngu dwoc dém trudc sy kién trong dai d6. Pay la
chiéc xe dau tién ctia co bé va co dién bé do dep nhat cia minh. Toi lai
chiéc Oldsmobile 98 con kha mdi, vi thé trong hai ching t6i kha sang trong
va giau co! Khi Julie budc ra khoi xe, khong phai n6 di - ma la dang chay
nhw bay vé phia ctra hang dé.

bang buon la cau nhan vién ban hang & dé don tiép chiing t6i theo kiéu ban
on. Anh ta hoi:

- T6i c6 thé giup gi cho 6ng?

Nhung chiing t6i dang voi, nén t6i khong vong vo ma di thang vao van dé.
Toi dap:

- Con gai t0i vira mdi tot nghiép trung hoc va téi mudn tim mot chiéc xe dé
tang chau nht mot mén qua mirng. To6i thé danh du 1a Idc dé cau ta nhin

ching t6i va nai:
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- O, vay ong ctt xem di va thich chiéc nao thi bao toi nhé! Réi anh ta quay

di mat.

Toi khong biét 1a anh ta c6 con lam nghé nay thém ngay nao nita khong.
Nhung toi biét la du c6 lam nghé nay bao 1au nita thi anh ta cling chang bao
gio gap dugc mot khach hang tiém nang hon t6i ca. Ciing giong nhw nhitng
khach hang khac, chiing t6i da dén ctra hang cé ban chiéc xe ma con gai t6i
thich dau tién.

Vay ma chang trai tré do6 lai chang thém dé y dén co hoi d6. Anh chang
nhan vién ¢ ctra hang thit hai cling cu x@ twong ty nhv vay. Cira hang thit ba
cling chang khac gi may. Nhung dén ctra hang thit tw, ching t6i da gap may.

“Chung t6i da gap may” nghia la sao? Rat don gian, con géi téi c6 quen vGi
anh chang nhan vién dé6, nén mdi quan hé gitta ching tbi cling tot hon. Tat
nhién, ching t6i da mua dwgc mét chiéc xe hoi. Cau chuyén nay da gitp toi
hiéu ra hai diéu ma trwéc day to6i khong thé nao hiéu duwge: Pau tién, toi
hiéu rang tai sao ching t6i lai chap nhan mua chiéc xe nhanh nhv vay, do la
bé&i ching t6i khong thé chd doi thém nita! Va diéu thit hai la khi mot nguwoi
khach hang budc vao va néi: “Chung toi chi xem thoi” thi qua thuc ho dang
rat néong long tim kiém mot mon hang nao dé! Luc nay vai tro cia nguoi
ban hang chinh la gidi thiéu cho ho mén hang nht ho mong mudn dé ho
khong phéi xem va tim kiém lau hon.

HAY PAT MINH VAO CA VI TRi CUA CA NGUOI BAN VA NGUOI
MUA

T6i mu6n néi thém vé sy dong cam va dong tinh. Ban hay lang nghe nhitng
diéu khach hang dang ndéi va ca nhitng gi ho mudén am chi. Hay dat minh
vao vi tri ctia ca nguwdi ban lan ngwdi mua hang. Nguwdi mua thuwong mudn
quan sat that k§ va cé nhiéu so sanh khac nhau treéc khi dwa ra quyét dinh
mua hang va ban ciing vay, phai khong? La m6t nguwdi ban hang, néu lan téi
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co ai d6 budc vao ctra hang va néi anh ta “chi xem th6i”, ban hdy mim cuwoi
thay vi td6 ra nghiém nghi.

Néu vi khach hang dé cé vé rut ré, nhit nhat, ban hay cwdi va lui lai mot
budc (ban phai té ra khong c6 y thiic ép gi ho cd) va noi:

- Chung t6i rat vui khi dwgc phuc vu ong. Ong c tr nhién xem. [Va nhw
kiéu syc nhd ra] A, ma néu ching t6i khong c6 ding nhitng gi 6ng mudn,
t0i 6 thé chi cho 6ng choé dé mua né. Nhu thé c6 dwgce khong, thwa 6ng?

Con néu khach hang la ngwoi s6i noi va c6 vé dé gan giii, ban nén cuoi that

twoi va noi:

- Dwong nhu 6ng da tim dugc ding ngwdi cé thé gitip 6ng tim mon hang ma
ong mong muoén. Néu ching t6i khong cé thir do, t6i sé gidi thiéu véi ong
noi va nguwoi cé thé dap ttng nhu cau cia 6ng. Nhw thé c6 dugce khong, thuwa
ong?

Nhu thé c6 duge khong, thwa 6ng? 1a mot cau héi rat can thiét. Ban nang ty
nhién cda ching ta la mong mudn cac nhu cau ctia minh dugc dap ting mot
cach thoa dang. Va cau hoi nay thwong dan dén cau tra 16i c6, diéu do dong
nghia v&i viéc ban da ghi nhitng diém dau tién trong mot tro choi dugc thiét
ké dé ca hai ngudi: ban va khach hang cung thang. T6i nhac lai 1an nita, khi
khach hang néi “chi xem th6i”, ban nén vui vé cuoi voi ho nhé.

CHIEN THUAT “THUONG VU CHAC CHAN”
Cau chuyén sau day minh chitng cho sttc manh cua nhitng du doan tich cuc.

Vai nam tredc, mot cong ty in an nhé & bo Tay (nwdc My) bat dau chién
dich m@& rong hoat dong cua minh. Ci¥ sau moi sau thang lai c6 mot nhan
vién ban hang méi dugc thué va duge dao tao day du vé phwong phap ban
hang ciling nhv kién thitc vé san pham. Sau dé, anh ta dugc lam viéc cung
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vOi nguwoi ban hang day kinh nghiém, ngwoi da hwéng dan anh moi ki nang
va cach thtrc ban hang. Cudi cung, sau budi phong van véi giam doc cong
ty cung mot vai 10i dong vién, khich 1€ ctia 6ng, ngwoi nhan vién mdi da
thyc sy “du 1ong da canh”.

Mot 1an, cong ty nay phéng van mot anh nhan vién ban hang dac biét nhut
nhat va thiéu tw tin. Thyc té la anh ta lo sg dén noi vi giam d6c nhan thay
rang c6 1é phai tim cach gitip d& anh ta mot chiit. Sau nhitng 16i dong vién
thong thuwong, 6ng dy noi: “T6i sé ndi vdi anh cong viéc sap tGi. Toi sé cho
anh di thyc té dé nhin thay tan mat mot khach hang tiém nang la nhw thé
nao. D6 la noi t6i van thuong cr cac nhan vién ban hang tré tudi tGi bai mot
ly do vo cling don gian - ngwdi khach dé s& mua hang. Ong ta ludn mua mot
thit gi d6. Nhung, t6i cdnh bdo cau mdot diéu. Vi khach hang nay vo cung
keo kiét, bun xin, tinh tinh khé chiu va an néi tho 16. Cau sé c6 cam giac
nhw minh sap bi xé ra thanh titng manh. Nhung cau hay cit yén tam, 6ng ta
khong lam gi cdu dau. Bat ké ong ta néi gi di nita, t6i mu6n cau van kién
dinh va néi rang: ‘Vang, thva 6ng, tdi hiéu, nhung t6i cam doan rang ban
chao gia cua t6i rat canh tranh va éng khong nén bé 18 co hoi nay’. Du ong
ta co nodi gi, cau hdy gitt vitng lap truong. Hay nhd - ong ta luonddt hang
cho nhitng nhan vién ban hang méi ctua chung ta”.

Nguoi hung vira dwgce khich 1€ caa ching ta bat dau di gap khach hang, gi6i
thiéu vé ban than va cong ty. Sau do6 anh ta khong thé néi thém gi duwgc nita,
con vi khach hang do6 thi néi khong ngét. Tuy nhién, bdi ngwoi hung cua
ching ta da dugc canh bao trudce, vi vay cau van ditng dé va cham rai tra
10i: “Vang, thwa 6ng, toi hiéu, nhung tdéi cam doan rang ban chao gia cua toi
rat canh tranh va 6ng khong nén bo 18 co hoi nay”. Ho ct tiép tuc nhu vay
va sau khodng ba muai phtt, cau ta da gianh dwgc mot hgp dong 16n nhat
trong lich st cong ty.
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Tat nhién la anh nhan vién tré ay cam thay thwc sy phan khich vi don dat
hang do6. Anh lap titc quay tré vé cong ty, dwa don dat hang cho giam doc
va néi: “Pung nhw 6ng da néi! Ong khach hang ndy qua thuc rat keo kiét,
btin xin, tinh tinh khé chiu va an néi th6 16, nhwng t6i mudn bé sung thém
vai diéu vé vi khach tuyét voi nay [ro rang la thai d6 ctia ching ta bi anh
huwong khi khach hang mua hang, phai khong?] - ong ta ding la mot khach
hang thyc sy! Nhin xem, t6i da c6 dwgc mot don dat hang 16n nhat tr trwdc
dén gio!”.

Vi gidm do6c ngac nhién nhin t& don dat hang va néi:

- O, chét that con trai a, ciu gdp nham nguoi roi! Lao gia dé 1a khach hang
keo kiét nhat, xau tinh nhat, tho 16 nhét ctia cong ty nay day! Sudt mudi lam
nam nay, tat cd moi ngwoi & phong kinh doanh luén c6 gang ban cho 6ng ta
mot mon hang nao do, vay ma ong ta chwa bao gio chiu chi ra du chi mot

xu!

Cau héi dat ra & day la: Vay cdu ay da ban hang ¢ dau vay? Cac ban hay
hiéu rang ngwoi nhan vién ban hang dé, trong tdm tri minh, tin la minh sé
ban dwgc hang triwde ca khi anh ta budc ra pho dén gap ong khach hang do.
D6 chinh la hinh thitc dy doan tich cwc. Anh ta budc ra pho trong tam trang
san sang don nhan s tir chdi cua khach hang béi anh ta biét sau cung chac
chan minh sé ban dwgc hang.

Gia st nhw vi giam doc d6 bdo rang: “T6i muén cau dén gap mot khach
hang, song ta cling muon cau biét diéu nay. Mudi lam nam qua, nhitng nhan
vién ban hang ctr khoi nhat cling khéng thé thuyét phuc dwgc 6ng ta mua
mot xu nao!”, thi theo ban co hoi anh ta c6é dugc thuwong vu dé sé la bao
nhiéu? Chac chan la rat it! Thong diép cua chién thuat nay chinh la truéc
khi n6i chuyén vai khach hang, ngay trong tam tri, ban phai tin rdng minh
sé ban dugc hang.
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KE HOACH THUC HANH - REN LUYEN - DIEN TAP

Moi dv doan va cong tac chuan bi ctia ban tréc khi dén gap khach hang sé
quyét dinh phan 16n nhitng gi sé dién ra sau khi ban gap khach hang. Nhitng
sai lam xdy ra trong khi giao tiép véi khach hang tiém nang khong chi gay
thiét hai vé mat doanh thu ctia ngwdi ban hang lan cong ty cia anh ta ma
ching con dnh hwdng dén tinh than ctia nguwdi ban hang rat nhiéu. Néu diéu
nay thwong xuyén lap di 1ap lai, né sé danh dau cham hét cho sy nghiép cta
nguwoi ban hang. Do vay sw chuan bi ca vé tinh than va thé chat, cing vdi
viéc rén luyén va dién tap thwong xuyén sé giup ban luén dat minh trong
tam trang san sang ban hang ca vé mat ky thuat lan cam xuc.

Duwdi day la mot bai tdp don gian va sé khong chiém nhiéu thoi gian cta
ban. B€ thyc hién bai tap nay, ban can phai xay dung mot ké hoach ban
hang trong tam tri minh tredc khi dén gdp khach hang. Tién si Maxwell
Maltz tirng néi rang that ky diéu khi kham pha ra rang ching ta ngay cang
hoan thién hon nho vao viéc tap luyén tinh than méi ngay. Hay hinh dung
thwong vu that chi tiét, gidi dap moi cau héi bang cau tra 10i tot nhat, giai
quyét nhitng tré ngai theo cach t6t nhat, chac chan ban sé gianh duwgc
thuong vu. Trong tam tri ban phai hién ro hinh anh ban than gianh dvgc don
dat hang trwéc khi ban thwe sy lam dwoc diéu do6. Mot nguwoi ban hang
chuyén nghiép luon quan sat, suy nghi va ban hang moi ltic moi noi. Truéc
bat ky cudc gap g& khach hang nao, anh ta cling dv doan két qua thanh
cong.

Két qua nghién cttu ctia T6 chitc Cac nha quan ly Ban hang va Marketing
Quoc té (Sales and Marketing Executives International - S.M.E.I.) cho thay
nguyén do dau tién khién cac nhan vién ban hang that bai chinh la viéc ho
tw cho rang khach hang doé c6 thé, tham chi la sé khong mua hang. Nhuw t6i
da noi tr trwde, ban nén danh gia khach hang, tim ra diém yéu cia ho va tin
rang ho chac chan sé mua hang triéc khiban dén gap ho.
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CHIEN THUAT “NEIMAN - MARCUS”

Nhiéu nam trwdc, khi t6i cung Téc Do yéu quy di mua sam dé chuan bi cho
1é Giang sinh, ching t6i tinh c& nhin thay mot chiéc 4o khoac 16ng thu tuyét
dep. To6i nhin chiéc do va nhin T6oc B4. Co dy cling nhin chiéc 4o r6i lai
nhin t6i. Mac du khong ai n6i mot 101 nao nhitng ca hai ching t6i déu biét
rang ching t6i dang nhin chiéc 4o cta c6 dy. Ching t6i cung dirng lai va
quan sat chiéc 4o that ky. Toi xem xét chd nay, con c6 ay xem xét cho kia.
To6i cwge la hau hét cac ban, nhitng doc gia cua toi, déu co thé biét chiing t6i
dang xem xét nhitng gi. Vo t6i cam ngay lay tay do va nhin vao mac gia cia
chiéc 4o. T6i m@& cuc, xem xét dwong may, chat liéu 16ng va néi: “Em nay,
chiéc 4o nay that tuyét!”. R6i c6 ay nhin gia cta né va noéi: “N6 xitng dang
vOi mitc gia nay!” va cd quay chan dgm budc di.

Nhung khi quay dau lai, 6 dy tinh cd gap mot trong nhitng nguwdi ban hang
sac sdo nhat ma toi tirng thay. Co ay cé voc ngwdi nhé bé, vui vé, phic hau,
kiéu ngudi ma ban sé thich va tin twéng ngay 1ap titc. C6 ay nhin vg t6i
bang d6i mat long lanh va noi:

- b6 ding la mét cai do rat dep, phai khong thwa ba? Vo t6i xac nhan:
- Pung vay!

- O, vay la ba méi chi nhin vao mtc gia ctia né thdi. Dé t6i gidi thiéu thém
cho ba nhé.
Réat nhanh choéng, c6 dy st dung ngay chién thuat “an twong bé ngoai” (t6i

sé dé cap dén Sitrc manh cta an twgng bé ngoai ¢ chwong 31), co ay md

chiéc 4o ra va noi:

- Ba hdy nhin mac Eliot nay. Ba khong phai ban tam gi dén chat lwgng san
pham hay dich vu cung cap khi st dung san pham ctia thwong hiéu nay, nhat
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la khi di cung vé&i danh tiéng cta ctta hang ching t6i. Chiéc 4o nay c6 thé
dung trong nhiéu dip khac nhau va n6 sé van dep theo thgi gian.

ROi c6 dy nhe nhang cdi chiéc 4o ra khoi ma-ng-canh va noi:

- Nao ba thr xem n6 cé vira khong? (Luc do, co ay da thuc sy kéo duge vg

t6i vao cudc roi.)

Vo t6i (c6 vé hoi mién cwdng) khoac chiéc do 1én ngudi, c6 gai ban hang

tiép tuc héi:
- Ba cam thay thé nao?

- O, mic chiéc 4o nay that thich, nhung diung la “v6i mic gia nay thi no nén
thé!”. (Co ay van nghi vé cai mac gia.)

Co ban hang tiép tuc ndi vdi dang vé rat duyén dang va chuyén nghiép:

- O, vay thi diéu ma ba nén lam [c6 4y khong cé manh gidy nho nao trong
treong hop nay cd] 1a 14y con s6 dé chia cho mudi. Ba sé con mac chiéc 4o
nay nam hay sadu nam nita va sau dé ba c6 thé stta n6 lai thanh mot cai
jacket va tiép tuc stt dung n6 thém bon hay nam nam nita. Ba biét khong,
nhw thé ba vira c6 mot chiéc 4o khoac dep, lai vira tiét kiém duwgce kha nhiéu
tién so v&i viéc phai mua mot chiéc 4o khoac méi bang vai sau moi ba nam.

Chiéc 4o nay vira tot lai vira rat hgp véi ba.

Co6 ay nhin vo t6i r6i quay ra nhin t6i. Khi quay vé phia t6i, c6 ay 1én nhin
va thdy vo toi dang vudt 16p 1ong thu. Trong thay vay, c6 &y nd mdt nu cuoi
that twoi. Co ay biét chac la minh da cé dwogc thwong vu ré6i. (Mac du bé
ngoai ra sttc phan doi, nhwng nhitng cv chi cta vg t6i thi lai khong thé néi
do6i dugc - chinh chiing da tiét 10 moi suy nghi thyc sy cia co ay.)

Co ban hang quay lai nhin vg t6i va noi:
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- Ba may man lam day. Pa c6 rat nhiéu quy ba budc vao day va wdc muon
c6 mot chiéc 4o nhu thé nay biét bao. Nhung that khong may la chong ctia
ho lai khong dwgce nhw chong ba, [t6i khong néi 161 nao nhwng chac chan ctr
chi cua t6i da “néi ho” t6i diéu dé] ho khong san long mua cho vg minh
mot thit dep dén nhuw thé nay.

Suw hanh dién do6 khién t6i khdng mudn c6 ban hang phai that vong. Két qua
la vo toi vui vé roi khéi ctra hang vdi chiéc 4o 16ng thu trong tay.

Madc du toan bd cudc mua ban chi dién ra trong vong chwa day 5 phut,
nhung n6 da bao ham nhitng nguyén tac quan trong nhat cta viéc ban hang.

Thit nhat, c6 ban hang dy that nhanh nhay va thuc si yéu quy céng viéc cta
minh. Chi trong 20 gidy ngan ngui, c6 dy da quan sat hinh dnh vg t6i nhin
vao gia tién chiéc 4o va td6i cham chd xem xét 16p 16ng thd ctia n6. Co 18 cod
ay ciling nghe dwgc 16i nhan xét cua t6i vé chiéc do!

Thi hai, ngay lap tic, c6 ay da kéo duge vg téi vao cudc (co ay hiéu rang
toi da bi thuyét phuc réi va nhanh chéng chuyén huwéng sang vo toi!).

Thit ba, c6 ay biét vg t6i thuc s thich chiéc 4o nhwng c6 vé vo toi cam thay
viéc mua mot chiéc 4o dat nhw vay khong thuc té cho lam.

Thit tw, c6 ay da chia nho gia cua chiéc 4o dé ching t6i nhan thdy rang viéc
mua 4o la thue sy hitu ich va ching t6i hoan toan cé thé chi tra cho né.

Co ay da dua ra ly do mua hang (n6 rat cé ich) va mot cai ¢c6 mua hang (vg
toi thuc sy mudn c6 chiéc do dd). Bat cit khi nao ban c6 thé mang dén cho
khach hang mot cai c6 va mot ly do mua hang cling nhv tao cho ho cam
giac thodi mai khi mua hang, chac chan la ban da gianh dugc thwong vu
ngay khi ban yéu cau ho mua hang.
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Chwong 31: BAN HANG CUNG GIONG
NHU TAN TINH VAY

Chia khoa thit hai gitp ban c6 dugc thuwong vu la chia khoa “gia dinh”. T6i
muon dat ra mét m& dau cho chiéc khoa nay rang ban hang ciing giong nhw
tan tinh vay.

Cau hoi danh cho cac quy ong:

- Khi con doc than va dang tan tinh ai d6 (hodc hién nay van con doc than),
ban da bao gio hédi c6 gai ay rang: “Em yéu, anh c6 thé nam tay em ch?”,
“Em cho phép anh 6m em ch&?”, “Anh c6 thé hon em dwgc khong? Chi mot
lan thoéi, dwgc chit? D6 la tat ca nhitng gi anh mong muon, chi mot nu hén
thoi?”

Néu ban tirng tan tinh ai d6 theo cach nay thi nhiéu kha nang ban van con
doc than! Cau hoi tiép theo: Ban da tirng hon c6 gai nao chwa? Néu ban la
mot quy 6ng va ban khang dinh diéu d6 mot cach chac chan thi cé nghia la
ban da hon ma khéng dwoc phép cua cb ay.

Con day la cau hoi cho cac quy ba:

- C6 dung quy ong trong vi du tren da hon ma khong dugc sy cho phép cua
ban khong?

bung
Khong dung
Mot diéu dang chu y la trong cac budi thao luan, khi t6i dwa ra cau hoi nay,

cac quy ba, quy c6 thuwong tra 10i ding v&i mot nu cuwdi rat twoi.
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Trén thyce té, trong nhiéu tredng hop cac quy ong cé thé da xin phép hon
ban gai ctia minh rat lau truéc khi anh ta dam lam diéu dé. Trong truong
hop nhw vay, rat cé thé la cac quy ba quy co cling sé khong to ra kho chiu
va noi: “Vang, dugc thoi!”. Tuy nhién diéu d6 chang cé gi la 1ang man lam,
phai khong?

Dé lién hé vi du vé cach tan tinh nay véi viéc ban mot san pham hay cung
cap mot dich vu, t6i c6 thé dam bdo v&i cac ban rang khi ban dén g6 ctra
mot van phong hay nha ctia mét khach hang nao dé thi chac chan anh ta sé
khong mé cira cho ban va hao hitng néi: “On Chda, cudi cung anh ciling dén
day roi! To6i dgi cac anh 1au lam ro6i! Xin mai vao!”. Va ban ciing chang thé
kiém du tién dé trd nodi héa don tién dién néu chi nhd vao nhitng nguoi
khach nhu vay.

e

L -

TRONG QUA TRINH BAN HANG, BAN PHAI GIA PINH VA TUONG
TUONG RAT NHIEU

Van dé dat ra la khach hang sé noi “c6” nhw thé nao? Giong hét nhu cach
ma c6 gai & vi du trén da dong y. Cac anh da bao gio thit c6 nam tay mot co
gdi va bi c0 dy tr chéi thang thirng nhuwng roi sau do vai phut, hai ban lai tay
trong tay di dao pho chwa? Co ay dang nghi: “Nhin vao nhitng biéu hién cia
anh dy, c6 1& minh ciing khong can phai bao chita gi khi cho phép minh nam
tay anh”.
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RO rang la c6 ay khong noi ra diéu dé nhwng nhitng c chi cua c6 da thé
hién tat ca. Chi bang hanh dong cua minh, ¢6 dang mu6n néi: “Anh Charlie
Brown a, dém van con dai. Ci tit tir da anh... r6i anh cit lam nhitng gi anh
muon!”. Trong ban hang, chiing ta sé ban dwgc nhiéu hon néu biét 4p dung
nhitng diéu minh hoc dugc tr viéc tan tinh va phai Ivu y rang du la khi tan
tinh hay khi ban hang, ching ta déu phai gia dinh va twdng twgng rat nhiéu.

Khi tan tinh, ban gia dinh rang khi ban hen c6 ay di choi, co ay sé dong y.
Ban gia dinh rang néu ban cw xt that tuyét trong ngay hom do, khi ban dwa
co dy dén trudc ctra nha, ban sé cé thé nhan dwgc mot nu hon tam biét. Tuy
nhién chac chan ban khong dwa c6 ay vé nha dé no6i: “Em yéu, nghe anh néi
nay. Bay gio da mudn roi. Liéu anh c6 nén ghé qua vao chiéu mai, trén
dwong vé nha, Iic ndm gio rudi dé hon tam biét em sau khong?”.

Chac chan la khéng roi. Thit nhat 1a vi ban rat “muén” dwgc di cung vdi co
ban gai va ban da danh tron ca ngay bén co ay chi hy vong sé c6 thé dwa co
ay vé nha va dwoc c6 ay hon chao tam biét. Viéc co dy tir chdi vao lic do sé
khién cong sitc cia ban trong su6t ca ngay trd thanh vo ich. Ly do thit hai la
ban biét rang vao ngay hom sau, ban sé phdi bat dau lai t dau. Trén thuc té,
sau khi suy nghi ca dém, c6 1é ban nhan ra dong lyc ban than khong con
manh mé nhw ldc m@i bat dau bai 1an tGi, ban gai ctia ban sé can nhac vé nu
hon tam biét nay.

Co rat nhiéu nguwdi da mac phai sai 1am nay trong qua trinh ban hang. Sau
khi thuyét trinh day du vé san pham, gigi thiéu hang mau, tao dung dwoc
gia tri ctia sdn pham va dé cap dén ca cach thitrc thanh todn, néu khach hang
dwa ra mot trd ngai hay mot cai cd nao doé thi nguwdi ban hang cam thay boi
ro6i, cht dong rut lui bang cau néi: “Vay t6i sé gap lai 6ng sau vao ngay mai,
tuan tdi hodc thang t6i”.

Céac ban than mén, trong khi tan tinh cting nhuw ban hang, ngay khi tiép can
khach hang, ban phai gid dinh rang anh ta sé rat vui khi dwgc néi chuyén
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v6i ban, rang anh ta c6 tién va rang anh ta sé mua hang ctia ban ngay lap
tac.

Ban nén hinh dung trueée canh tuwgng khach hang dang ky vao don ddt hang,
canh twong ban giao hang hay cung cap dich vu cho khach hang cua ban.
Trong moi buwéc ctia quy trinh ban hang ban déu phai gia dinh va nhin thay

két qua cudi cung nhw minh mong mudn.
HINH DUNG VA GIA BPINH BEM BEN CHO BAN DPIEU Gi?

C6 1€ cac quy 6ng van con nhé nhitng ky niém cta lan dau hen ho hay khi
minh con tré, con doc than. Ban con nh@ rat rd nhitng gi ban dinh néi vdi c6
ay khi tim moi cach ra c6 dy di choi. Du da tap di tap lai cau do rat nhiéu
lan nhung ban chang thé noéi giong nhau dugc. Tuy nhién, ban rat phan khéi
va hinh dung cénh c6 ay gat dau dong y 10i maoi ctia ban sau vai phut lwdng
ly.

Ban van con nhé minh da phan van nhiéu nhw thé nao khi chon b6 quan ao
cho budi hen, chuan bi treéc nhitng cau ti sé néi khi dén c6 ay. Hang ngan
lan ban ty vé trong tam tri minh that sinh dong hinh anh c6 ay sé mac gi, co
ay sé chao don ban thé nao khi ban dén vao ngay trong dai dy. Ban cam
nhan mot cai siét tay that nhe khi ban nam tay c6 ay va hinh anh lic co6 ay
cwoi va néi véi ban c6 dy hanh phic thé nao khi & bén ban. Ban nhin thay
that r6 canh ban mé cita cho co ay, hai ban néi chuyén vui vé khi di ra xe va
r6i ban m& cita xe cho c6 ay.

Ban da 1én ké hoach rat can than vé viéc sé di dén dau va sé lam nhitng gi.
Ban 1én ké hoach, hay c6 thé néi la “hinh dung that chi tiét” ban sé dudi
chan thé nao khi ngoi trong rap va “that tw nhién” quang tay ra sau ghé co
ay va cudi cung la “v6 tinh” quang sang vai c6 dy. R6i ban cham nhe vai lan
va rot cudc la dé tay nguyén & dé (ban that la m6t ga thong minh tinh
quai!).
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Ban chuan bi ca viéc nén dirng lai & dau dé udng Coca, an kem hay an banh
pizza sau khi xem phim. Ban hinh dung cdnh ban cham cham lai xe vé nha
co ay va béi ban da to ra rat hao hoa, lich thiép, néi chuyén 16i cuén bang
tat ca s chan thanh cda minh nén rat cé6 thé ban sé nhan duwgc mot nu hon
tam biét ngay trong budi hen ho dau tién ay.

Va céac quy ba, quy co cling vay. Ddi vGi anh chang khién trai tim ban phai
thon thirc, ban sé khéo 1éo lam thé nao dé dé co thé thuwong xuyén “tinh co”
gdp “anh dy” @ bat cit noi dau. Ban ciing chuan bi that k§ nhitng diéu minh
sé noi khi anh &y mai ban di choi. Ro6i ban hinh dung xem minh sé mac gi,
sé chao anh ay thé nao. Ban hinh dung minh nén phan &ng thé nao khi phat
hién anh 4y “tinh cd” da quang tay qua vai ban tr bao gio. Ban hinh dung
xem ban sé thé hién nhitng y ti¥, nhitng 16i goi y thé nao qua tirng ctr chi
nho nhat ctia minh ma ban da hoc duwgc tir me. Trén thuc té, d6 chinh la qua
trinh thwong thuyét gitra “chang” va “nang”, trong do6 c6 vé nhw co dy thong
thao hon mot chut bdi ngay tr khi con rat nhé, c6 dy da biét hoc cach suy
nghi nhu ca ngwoi ban va nguwoi mua trong nhitng tro choi ban hang.

Cau hoi dat ra la néu hién gio ban dang cung cap mot san pham, hang hoa
hay dich vu nao do, tai sao ban khong lam theo phwong phap nhu trén? Toi
hiéu rang khach hang khong bao gio hgp tac véi ban nhw ¢6 ban gai cta ban
va chac chan ciing khong “vach ké hoach” dé ho trg ban khi trao doi dau.
Tuy nhién, t6i cling can nhac cac ban rang néu nhitng gi ban cung cap cé
thé gidi quyét van dé cua khach hang hoac dap (tng mot nhu cau nao dé cua
ho thi ho, cling giéng nhw mot cod gai vay, sé thdy thich thd khi “lam quen”
v6i sdn pham ctia ban ma th6i. Néu ban thyc sy tin minh dang lam cho
khach hang chit khong phai vdi khach hang, va néu chién thuat ban hang
ctia ban t6 ra hiéu qua va duwgc chuan bi can than, k§ cang nhw khi ban tan
tinh mot c6 gai thi ngay cang cé nhiéu khach hang sé buwéc vao sw nghiép
cua ban.
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Ching ta thtt chuyén cac hanh dong xay ra trong qua trinh tan tinh (gitra
mot anh chang va mot co nang) thanh qua trinh ban hang (gitta nguoi ban
hang va khach hang ctia hg). Trong qua trinh ban hang ban can hinh dung r6
rang, phai ghi nhé va tap di tap lai chinh xac nhitng diéu minh sé néi. Ban
cling can phdi du doan trwdc phan ng cta khach hang, nhin thay cdnh ho
gat dau, dong y rang dung la ho dang c6 mot van dé can phai giai quyét va
san pham cda ban dap @ng van dé cua ho, r6i hinh anh gwong mat khach
hang hdo httc ra sao khi dén nhan nhitng thong tin vé dich vu ma ban gigi
thiéu cho ho. T6i c6 thé dam bdo rang két qua kinh doanh ctia ban chac
chan sé cai thién dang ké.

Cho du ban dang thuyét phuc c6 ban gai hay khach hang ctia minh thi ban
cling phai gia dinh ludn ca két qua cudi cung. Pa phan cac lan cau hén déu
khong tréi qua theo kiéu: “Em sé 14y anh chi#?” va da phan cac thwong vu
cling khong két thic chi bing cau héi: “Ong sé dit hang chi?”. Két qua
cudbi cung dugc dé cap thong qua nhitng cach thitc khéo 1éo hon, chang han
nhw trong khi tan tinh, sau khi ngudi con trai da gigi thiéu day du, anh ta sé
nhac dén mot vai suy nghi kiéu nhw “Sau khi cw6i nhau r6i, chiing ta cé thé
& bén nhau bao lau ciing dwgc”, hay “Con cai ching minh sé that xinh xan”,
hodc “Mot trong nhitng thi anh sé mang lai cho em khi chiing minh két hon
la ”. Danh sach nhitng cau néi nhu vay con rat dai nhung nhitng
cum ti trong d6 déu hwéng dén cung mdt muc tiéu. D6 la chinh la Chién
thuat “gia dinh”.

QUAY LAI CHIEN THUAT “GIA DPINH”

Cudi nam 1981, mot s6 thanh vién cua nha thd nho téi giang day mot 16p
hoc vao moi ngay Chua nhét goi 1a “L.ép hoc danh cho khén thinh gid”. Lép
hoc d6 dwgc t6 chitc trong mot thinh phong va vao giita hai budi thuyét
gidang ngay Chu nhat. Cé rat dong ngudi dén tham dw, do vay doi hoi nguoi
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gido vién phai that sy tan tam vdi cong viéc. Tam trang t6i lic do rat la, t6i
thue sy tin rang minh 1a m6t nguwdi thuyét gidng kinh thanh dich thuc.

To6i biéu 16 sy biét on dén cac thanh vién trong nha thd da maoi toi gidng &
day nhung dong thoi cling chia sé moi ban khoan ctia minh. Ho béo t6i rang
ho sé néi lai nhitng diéu dé v6i nguwdi co van cua toi, tién si W. A. Criswell.
Ngay hom sau, toi nhan dvgc mot buc the caa Criswell vai 161 cam on vi
toi da nhan 10i maoi day va sy tin twéng cta anh ay rang 16p hoc sé két thic
rat tot dep. D6 chinh la cach ma Criswell da st dung Chién thuat “gia dinh”
va trong treong hop nay né da phat huy hiéu qua rat tét bgi téi khong dinh
tir choi sy giri gam cua ngwdi c6 van cua minh, tham chi t6i con thuc s

muon nhan 1oi.

biém lwu y ¢ day la hay gia dinh rang khach hang muén mua san pham cua
ban bdi c6 thé anh ta mu6én mua, r6i gid dinh anh ta sé mua n6 va anh ta c6
thé sé lam nhw vay. Chién thuat “gia dinh” khién cho khach hang dé dang
dong y mua san pham ctia ban hon.

PHUONG PHAP “KREEPY KRAULY”

Mua hé nam 1983, Tom Brickman, mot nhan vién ban hang tré, rat nhiét
tinh dén g6 ctta nha ching t6i dé chao ban loai r6-b6ot Kreepy Krauly. Lic
do, t6i dang di dao trén via he treéc nha va nhin thdy Tom dang ditng néi
chuyén véi vg toi. Tom giai thich m6t cach ngan gon rang Kreepy Krauly la
mot con ro-bot chi cé6 mot bo phan chuyén dong va né cé thé gitp lau chui
bé boi rat hiéu qua.

Sau khi tro chuyén duwgc mot lic, Tom ngd y hen cudi tuan sé dén vé sinh
bé boi nha ching t6i. Bi quyét gitp Tom c6 duwge cudc hen nay la long nhiét
tinh va sy chan thanh, két hgp v6i mot s6 cau hoi dwa ra rat ding thoi diém:
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(1) Ong c6 quan tam dén mot thiét bi c6 thé 1am gidm dang ké lwong tdo
sinh san trong bé boi dong thdi co thé tiét kiém t6i 50% lwong hoa chat s
dung dé vé sinh ho bgi?

(2) Ong c6 mudn c6 mdt bé boi sach nhat ving nhung chi phai t6n mudi
phtit moi tuan dé vé sinh n6 khong?

Ca hai cau héi déu mang lai nhitng cau tra 16i nhw mong doi.

Tom mang mot con Kreepy Krauly méi dén, nhw vay ro rang la anh ay
mong muon ban né cho ching t6i trong ngay hom do6 luén. Cach gidi thiéu
san pham cua anh ay chac chan sé mang lai hitng thi cho ngudi nghe (“Mot
ky s @ Nam Phi da phat minh ra con r6-bot nay, ong ay cam thdy qua mét
mai khi phai thwong xuyén chui rita bé boi bang nhitng thiét bi chang dem
lai hiéu qua nhu mong doi. Loai r6-bot nay chi méi dugc gidi thiéu ¢ khu
vuc Dallas nay thoi.” Tt “ky su” dam bao cho mot sy tin cay. Tt “Nam
Phi” va cum tr “mai chi dugc gigi thiéu trong vung Dallas” tao ra stc hut
b&i sw mai la va khién ngudi ta c6 cam giac minh hon nguwoi. Con cum tw
“qua mét moi khi phai thwong xuyén chui rira bé boi bang nhitng thiét bi
chang dem lai hiéu qua nhu mong doi” gitp tao nén cam giac dong tinh.).
T6i cho Tom diém A cho hiéu qua ban dau anh tao dugc.

Tom vtra 1y con Kreepy ra khéi hop vira gigi thiéu vé né nhw thé dé la mot
con nguwoi. Anh dy cam doan la khong lau sau, ching téi sé xem Kreepy
nhv mot thanh vien cham chi nhung lang 1€ trong gia dinh (mot so sanh hoi
cti k¥ nhung nu cwdi that twoi cia Tom khién cho n6 tré nén that hiéu qua).
Ciing trong budi thuyét trinh do, Tom gidi tda moi thac mac cta toéi va con
hwéng dan cu thé rang ching toi nén van hanh nhu thé nao dé Kreepy hoat
dong dung cach va hiéu qua (gia st luc nao ciing vay). Tuy nhién, cach anh
ay st dung Chién thuat “gia dinh” mdai la diém dang chu y nhat:
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- Trén hét, thwa 6ng Ziglar, van phong chiing t6i muon lwu giit kich thuwée
va hinh dang bé boi cua 6ng dé néu nhv vi bat ky ly do gi, Kreepy khong
thé lam sach moi phan ctia bé boi thi 6ng hay goi cho b phan dich vu cta
ching t6i. Bay gio t6i sé ghi lai chinh xac kich thwéc va hinh dang cia bé
boi dé b phan dich vu cta ching t6i cé thé phuc vu to6t nhat cho 6ng (day
la m6t cach két thic thuwong vu hoan toan dwa trén su gia dinh).

Anh ay phac nhanh mot bitc tranh, trong lic vé, anh hoi t6i kich thwdc cai
bé. Sau khi vé xong, anh hoi lai xem liéu nhw vay da chinh xac chwa. Di
nhién t6i xac nhan tit ca déu chinh xac. Tom tiép tuc:

- Ong Ziglar, 6ng thiy day, Kreepy da vé sinh xong bé boi clia dng roi va nd
van con m@i. Nhing néu 6ng muodn, t6i san sang mang dén mot con khac
hoan toan méi. Ong muén tdi lam vay chiy?

- Thoi, khéng can dau, con nay la dwgc r6i! (T6i da mua no roi do.)

- Ong muén thanh todn bing séc hay bing thé tin dung?” (Hai lan lién tiép
Tom da st dung Chién thuat “Iwa chon thay thé”.)

bén day, t6i muon chia sé véi cac ban kinh nghiém “tan tinh” khach hang
ctia ban than t6i. Ngay tr dau, t6i da hoc dwgc rang c6 gai t6i dang hen ho
khong hon t6i vi 1gi ich cta t6i. Khi nhan thay tam trang ho dang vui vé, toi
bat dau hon nhiéu c6 gai hon! (T6i chwa bao gio hon vo toi cho dén tan sau
khi chiing t6i da két hon. Nhuwng tat nhién, c6 ay chang phai la vog téi truée
do, phai khong cac ban?)

La mot nguwoi ban hang, ban can hiéu rang sé khong cé ai mua hang vi
muon gitp ban cé duwgc mét chuyén du lich dén Hawaii (tat nhién me ban
c6 thé gitp dugc diéu nay nhung ban khong thé xay dung sw nghiép vdi chi
maot minh me ban dugc); sé khéng c6 ai mua hang vi mudn gitip ban c6 mot
chiéc xe mdi, hay dé ban tré thanh ngudi ban hang s6 mot. Khach hang mua
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san pham cnia ban béi vi nhitng 1gi ich ma ho sé tryc tiép nhan dwgc khi sé
hitu sadn pham dé. Vi vay, trong budi gap mat khach hang, ban phai ludén gia
dinh rang ngay bay gio ho sé mua hang cuia ban.

CHIEN THUAT “MUI HUONG DE CHIU”

T6i cho rdng cac ban da biét rd bi quyét nay va toi cling cdm thdy e ngai khi
phdi dé cap dén nhitng ndi dung chi tiét, nhwng nhitng kinh nghiém dau
thwong ctia ban than va nhitng diéu quan sat dugc budc t6i phai néi t6i no.

An twong bé ngoai 1a sy twoi tin, tinh twom, sach sé thom tho ti¥ trang phuc,
la hwvong thom toat 1én tir con ngwdi ban (ban nén tam va st dung chat khi
mui trwdc khi bat dau mot ngay lam viéc). T6t nhat ban nén st dung cac
loai chat khit mui co thé trong vong 23 gio. (Cong ty san xuat dwa ra con so
23 gio' la mudn am chi thdi gian san pham van lwu lai mui trén co thé ban!)
Ban ciing can phai dam bao rang minh khong bi hoi miéng (hay lwu y rang
nhiéu khach hang khéng muon tiép xic hay néi chuyén véi nhitng ngudi
mac phai chitng bénh nay). Ching ta khé c6 thé gdy dnh hudng 1én mot
nguwoi néu ban than ching ta dang khién nguwdi dé6 cam thay khé chiu. Ban
nén st dung bac ha hay chat lam thom miéng sau moéi gio dé tranh lam
khach hang kho chiu.

NHUNG NGUY CO DPANH MAT THUONG VU
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Nam 1969, cong ty ma t6i dai dién va lam viéc véi tw cach pho giam doc da
c6 co hdi lam viéc véi mot cong ty chuyén cung cdp va t6é chitc cac hdi nghi
chuyén dé vé quan tri. Vé co ban, moi ngudi déu nghi rang nhitng nguoi
tham gia phaéi la cac giam doc diéu hanh hay nhitng nguwdi c6 mic lwong
hon 100.000 d6 la méi nam. Budi hoi nghi sé bao gom nhitng bai thuyét
gidng cla cac ca nhan xuat sac, va ching phai dwgc bo cuc sao cho luén co
mot khodng thoi gian dang ké dé cac vi giam doc dy co6 thé ban bac, suy
nghi va chia sé y twdng cta minh. Cau nhan vién ban hang dén gap ching
toi mdac mot bo com-lé dat tién, 1lai mot chiéc xe sang trong, tham chi con
deo ca mot chiéc nhan kim cwong 16n nita. Anh ta trinh bay rat thuyét phuc,
lwvu loat va ré rang. Nhung chac chan anh ta sé khong bao gio c6 dugc
thwong vu nay bédi than thé anh ta c6 mui that khé chiu. Chung t6i khong
thé nao chiu n6i mui cta anh ta, du chi la trong vai phtt ngbi cung phong.
Budi néi chuyén nhanh chéng két thic nhwng anh ay da 16 mat mot thuong
vu chi vi mot ly do khéng hé lién quan dén nghiép vu ban hang.

T6i khong chac chan la tat ca ching ta déu gap chung mot tinh huéng hét
nhv vay nhung diéu khién ching ta phéi suy nghi la nguwdi nhan vién ban
hang d6 sé khong cé dugc mot co hoi ban hang nao nita, mac du kién thirc
chuyén mén va phwong phap ban hang cta anh ay rat t6t. Budc tiép can ban
dau ciling rat thuan lgi. Anh ay biét 0 vé ching t6i. Anh t6 ra rat chuyén
nghiép trong phan m@ dau, nhiét tinh v&i san pham va lam rat t6t moi cong
viéc c6 lién quan. Chi duy nhat van dé giit vé sinh than thé da hay hoai moi
co hoi ban hang cua anh ta.

To6i cling tirng lam viéc véi nhitng ngwdi ban hang st dung qua nhiéu nuwéc
hoa hay cac quy ba, quy co trang diém qua dam. Piéu nay lién quan dén sé
thich ctia mo6i ngwoi va moi ngudi ciing dwgc quyén ty do danh gia vée
nhitng s& thich d6. Trong tat cad nhitng trwong hgp nhw vay, toi tin rang
nhitng nhan vién ban hang bi héi miéng, c6 mui co thé hay st dung qua
nhiéu nwdc hoa déu la nhitng nguwdi bat can va chwa nhan thitc thiu dao
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nhitng viéc minh dang lam. Khong ai c6 thé chap nhan bat ky 10i bién ho

nao vé diéu nay.
CHIEN THUAT “AN MAC PUNG MUC”

An twong bé ngoai con bao gom cach ban dn mic. Khong hé c6 mot quy tic
hay khuon mau nao trong van dé nay dwgc. Quan 4o sé thay doi tuy thudc
vao tirng khodng thoi gian trong nam, tirng dia diém ban song hay san pham
va dich vu ma ban cung cap. Trwéc tién, ban nén an mac sao cho phu hgp
v&i noi ban séng va linh vie ban lam viéc.

Véi tu cach mot dién gia, toi ludn trung thanh véi quan diém rat phu hgp
v0i toi 1a phai an van sao cho khan gia khong chii y xem t6i dang mac quan
ao gi. Néu ho khong chu y dén bai dién thuyét cta t6i ma dam dudi vao “bo
vét that dep ma t6i dang mdc”, tirc la té6i dang an van khong hop ly. Hay néu
khan gid tham nghi rang: “Minh c& twéng anh ta phai an mac kha di hon
chi?!” thi chac chan 1a t6i cling dang an mac khéng ding muc. To6i cho rang
minh phai an mac sao cho sy tap trung ctia khan gia phai huéng vé guong
madt va bai dién thuyét cda t6i chit khong phai thit quan 4o t6i dang mac. T6i
cho rang day la mot hwéng dan kha hay cho cac ban. Cho du ban an mac
qua chai chudt hay qua tam thwong, ban cling déu sé that bai khi thuyét
trinh. BG6i vdi cac quy co, quy ba, néu ban an van that quyén rd, diéu dé co
thé khién ban trong rat chuyén nghiép. T4t nhién, ban sé thu hit dwgc nhiéu
st chd y hon nhung n6 khong thé gitip ban ban duwgce nhiéu hang hay xay
dung suw nghiep dau.

Cach an mdc quan trong dén mirc to6i phai yéu cau cac ban thuc hién hai
diéu. Pau tién la hay tham van 16i khuyén quy gia ctia cac chuyén gia thong
qua cac cudn sach ma ban dé dang tim thay & bat ky nha sach nao.

biéu thit hai la hdy tao m6i quan hé v6i mot nguwdi ban quan 4o chuyén
nghiép trong mot ctta hang chuyén nghiép. B&i ranh gidi gitta khiéu tham
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my t6t va an mdc cau ky qua mitc can thiét, giita trang phuc binh thwong va
viéc an mdc cau tha, gitta cach an mac giau sitc lién twong va loe loet luon
rat mong manh nén anh ay/co ay sé gitp ban luon cap nhat nhitng thay doi
trong phong cach thoi trang va an mdc chuyén nghiép hon.

Mot nghién citu duogc thye hién béi Edward Young, Pai hoc Emory da cho
thdy khi nhitng nhan vién ban hang trong cac ctta hang quan 4o danh cho
quy ong tai Montgomery, Alabama mac do6 vét, gia tri trung binh ctia nhitng
thuwong vu ho dat dwgc cao hon 43% khi ho chi mac ao so mi, deo ca-vat, va
cao hon 60% khi ho mdc ao so mi thong thuwong.

Nhw ngwoi ta van thwong néi: Ban chi c6 mét co hoi duy nhat dé tao an
twong dau tién trong mat ngwoi khac va thye té 1a ban muén dam bao rang
dé phai la m6t an twgng tét. Chiing ta khong bao gid mua mét cudn sach chi
vi anh bia cia n6é nhung néu trang bia d6 khong hap dan, c6 thé ching ta
cling khong buon tim hiéu xem cu6n sach do6 néi vé diéu gi.

Néu san pham ma ban dang chao ban c6 chat lwgng tot va mic gia cling rat
hop 1y, ban nén chu trong vao cach an mac sao cho c6 thé “gdy dwoc cam
tinh” chit khong “gdy kho chiu” cho moi ngudi. Hay nhé rang nhitng nguoi
ma ban tin cdy (nhw bac sy, luat sw, ké toan, cha x, nhan vién ngan hang,
co van tai chinh...) déu la nhitng ngudi an mac gon gang va ding muc. Va
chac han ban sé khéng an tam néu nhw ho an mac tuénh toang va cau tha.
Liéu ban c6 hoan toan coi trong ho hay nhitng 10i khuyén cua ho hay
khong? Diém mau chot ¢ day la: Néu ban mudn khach hang ctia ban thyc
hién theo 16i khuyén ctia ban (“Mua sdn pham cta ban”), thi ban cling nén
an mac trong xing vdi mot ngudi co thé dwa ra nhitng 10i khuyén.

TRONG BAN HANG, VI TR NGOI RAT QUAN TRONG

Theo c6 van ban hang Donald Moine, dn twgng bé ngoai bao gom ca viéc
thiét 1ap long tin bang cach hanh dong twong xing vdi tinh cach cta khach

https://thuviensach.vn



hang. Néu khach hang n6i nhanh, ngwdi ban hang sé tang toc do néi 1én mot
chit. Néu khach hang néi hoi nho, giong cia ngwoi ban hang cling nén nho
xubng twong wng. Moine noi: “Giong ndi va tinh cach cua khach hang sé
néi 1én suy nghi cda ho, rang: ‘T6i rat thich anh. Anh c6 thé tin cay duoc.
Anh c6 thé tin twéng & t6i’”.

An twgng bé ngoai dong nghia véi kha nang nhan dién vi tri ban dwgc hang.
Néu ban ban nhitng loai sdn pham cao cdp, va néu cé thé, ban hay tao moi
diéu kién dé khach hang cta minh dugc ngoi. Vé mat tam ly, khi ngoi
khach hang sé cam thay dé dwa ra quyét dinh hon so véi khi ditng. Va khi
quyét dinh d6 lién quan dén mot khodan tién kha 16n thi rd rang ban muon
moi thit déu phai c6 1gi cho ban.

An twong bé ngoai con c6 nghia 1a c6 sw sip xép vi tri ngdi hop ly. Vi du,
néu ban (nguwoi ban hang) dang ghé tham mét cap vo chéng, ban nén ngoi
bén canh ngudi vo hodc tridc mat ca hai ngwoi. Moi lan néi chuyén vdi
nguwoi chong, ban cé thé nhin sang phia ngwdi vo hodc nhin han vao nguai
vQ. Va néu dung nhuv ta van nghi, nguwoi chong la cha - dwoc vi nhu tru cot
cta cd gia dinh - thi ngudi vo giong nhw cai c6 vay. Va vi c6 chinh la bo
phan c6 thé khién dau xoay theo hwéng nao, nén ban hay ddm bdo rang co
ay dang & vi tri co thé xoay “c6” theo ding huwéng hop 1y.

Viéc chon lya nay con mang lai mot 1gi ich nita. Bang cach dwa nguoi vo
vao trong bai thuyét trinh ctia minh, ban da tao dwgc nén tang cho mdt két
qua t6t dep roi. Trong nhiéu tredng hgp, mot ngwdi ban hang cé xu hwdéng
muon néi chuyén cha yéu véi nhitng nguoi c6 thé cho anh ta cau tra 10i vé
nhitng gi anh ta mong muon. Néi chung, dé la ngwoi nhiét tinh nhat va co
vé sé luon dong tinh véi nguwdi ban hang. Van dé ctia phwong phéap nay la
nhiéu khi, vi khach hang nay lai khong cé, hodc c6 rat it quyén dwa ra quyét
dinh. Bang cach 16i kéo ca hai vg chong vao bai thuyét trinh, ban cé dugc
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lgi thé t6t hon dé ban hang, tao nhiéu co hoi thanh cong hon. Va t6i nhac
lai, d6 chinh la muc dich cu6i cung ctia mot thuwong vu.

NHUNG TRAI TIM GHEN TUONG

Trong khi thuyét trinh, néu ban la nam, ban khong nén tién gan vg cda
khach hang qua mitc. Ho c6 thé la mot nguwdi ghen tudng va du ban vo tinh
hay c6 y cham vao vg 6ng ta/anh ta, 6ng ta/anh ta c6 thé nghi ban dang co
lam diéu gi d6 m& am hon la ban hang. Mdt nguwdi chong hay ghen sé nghi
ngd moi hanh dong ctia ban cho du vg 6ng ta 25 tudi hay da 75 tudi! Ngugc
lai, cdc nit nhan vién ban hang thuwong cé xu hwéng st dung sirc hit vé gidi
tinh dé thuyét phuc nguwdi chong mua hang va khi dé, chac chan sé khong
dugc cac ba vg c6 cam tinh. Trong nhiéu treong hop, ching c6 thé khién
ban mat di mot thwong vu ma ban thé biét dwgc nguyén do. Do vay ban nén
quan sat va xem xét vi tri ng6i cua minh ciing nhw cach thitc trao doi véi
khach hang & dau va nhu thé nao dé dat dwoc thuan lgi nhat. Hay nhé rang,
cho du mot thanh vién trong nhém hay mét trong hai vo chéng la ngudi cé
quyén chi dao va la nguoi dua ra quyét dinh thi trong hau hét moi treong
hgp, tat ca nhitng ngudi con lai van c6 thé bac bo thwong vu do.

Khi phdi trao do6i véi hai hay nhiéu khach hang, ban nén chon vi tri ngoi sao
cho cé thé giao tiép vGi ca hai nguoi cung lic. Trong nhitng tredng hop can
phai trinh bay cac tai liéu lién quan dén hinh anh hay cac thong sé ky thuat,
ban nén chon vi tri ng6i cung phia v4i khach hang.

Néu ban lam viéc trong mot ctra hang, c6 mot chién thuat rat hiéu qua ma
ban nén ap dung la roi khoi vi tri ciia ngwdi ban va chuyén sang vi tri cia
khach hang. Biéu dé sé giup x6a bo “rao can” va thiét 1ap mot sy tin twdng.
Tuy nhién, ban sé gap nhiéu tré ngai néu ctta hang qua dong khach hoac
khach hang cua ban van dang tiép tuc chon lua.
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Vi tri thuan lgi cho nhitng nguwdi ban hang tryc tiép la khu vie bép hay canh
ban an. Nhin chung, da phan moi nguwoi déu madi déi tac ngoi trong phong
khach, mai ban be va nguoi quen vao phong lam viéc riéng, va moi gia dinh
ngoi vao ban an trong bép. Khi ban gidi thiéu san pham trong khu vic bép
hay & chiéc ban an, trong tiém thitc ctia khach hang, ban tré thanh mot
thanh vién trong gia dinh. Chung ta van ludn tin twdng gia dinh ctia minh,
phai khong nao? Va ching ta thwong mua hang ctia nhitng nguoi chung ta
tin twdng, cé phai thé khong?

AN TUONG BE NGOAI PHAI LAM CHO KHACH HANG CAM THAY
DE CHIU

An tuogng bé ngoai con c6 nghia 1a hang héa ctia ban phai sach s&, duoc
cham chut ky lwong va dugc sap x€p ngan nap. Ngoai ra, né con c6 nghia la
ngay tit lic bat dau cudc néi chuyén (chu yéu la trong ban hang tryc tiép)
ban phai chuén bi san mot quyén s6 tay nho c6 ghi triedc cac y chinh cta bai
thuyeét trinh.

Trong truong hgp thuyét trinh vé bat dong san, t6i khuyén cac ban nén
mang theo gidy t& phap ly ma ban phai dién vao dé két thic thwong vu. Khi
bwéc vao xe chuan bi dwa khach hang di xem bat dong san, hay dwa cho hai
vg chong mot ban copy hgp dong va néi: “Pay la mau chuan ma chiing t6i
van thuong dung. Trong khi ching ta 1ai xe di xem vai manh dat, 6ng ba c6
thé xem qua va xem liéu 6ng ba c6 diéu gi can hoi khong”.

Bang cach nay, ban sé khéo léo chuyén cho khach hang ban hgp dong va
quan trong hon la khi nhan ban hgp dong do, ho van cam thdy thoai mai va
khong c6 cam giac bi ap dat. Khach hang xem ban nhw mot ngudi san sang
cung cap moi thong tin can thiét dé anh ta c6 thé dwa ra mot quyét dinh
sang sudt. An twong bé ngoai ciing dong nghia vdi viéc ban dé hang héa “tw
ban chinh né”. Cau chuyén sau day cta Janet Corning, 1ay ti tap chi Cheer,
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mot an ban pham xudt ban hang thang cia Hiép hdi Realtor Larry Fargher
va Realcom, Santa Clara, Califonia minh hoa rat ro diéu nay:

Nguwoi ban hang xuat sac nhat

Khong lau sau mua Giang sinh nam ay, t6i tinh c& gap mot cau bé dang mai
mé choi mot chiéc tau khong gian diéu khién tir xa va mot chii nguwdi may
dang di di lai lai trén he pho treéc mot civa hang do choi. Cé rat dong nguoi
dang ditng vay quanh cau bé. Vé thich thu, thodi mai cta cau khién t6i nghi
rang nhitng thit dé choi do cling sé khién con t6i vui thich nhw thé. T6i hoi
cau bé xem cau mua nhitng mén do choi dé ¢ dau.

- Trong kia a, - cau dap, tay chi vao ctta hang phia sau cau. To6i buéc vao
ctra hang héi mua nhithg moén do6 choi ma cau bé dang choi ngoai pho.

- Chu bé do6 con nha ai thé? - Toi hoi trong khi nguwdi chia hang géi nhitng
th toi da mua.

Co ay cuoi:

- Ong c6 thé goi cau bé dé chinh 1a mén qua Giang sinh cta toi. Vai ngay
tredc, cau bé ay vao cira hang cua t6i, dirng ngam nhin chiéc tau khong gian

mot lic rat 1au. To6i da héi cdu bé “Chau cé thich né lam qua Giang sinh
khong?”.

“Me néi nam nay khong c6 tién mua qua Giang sinh nita. B6 chdu qua doi
mua xuan nam ngoai.” Cau bé tra 16i va quay budc di.

Thoi diém do6 ctra hang t6i buon ban rat khé khan, nhwng chi con mot tuan
nita la dén Giang sinh roi. T6i tang cho cau bé chiéc tau khong gian, va cau
ay da vui dén mirc ngoi ngay xuéng via hé dé lap pin vao chiéc tau.
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Va roi diéu ngac nhién nhat da xay ra. Moi ngudi ding lai noéi chuyén vdi
cau bé va ctra hang t6i chwa bao gid c6 nhiéu khach hang dén thé. To6i da
dém tong s6 chiéc tau khong gian ma minh da ban dwgc va khi cau bé
chuan bi ra vé, toi goi cau bé lai va trao cho cau mot khoan tién nho nho.
Toi bao cau bé hay quay tr¢ lai day vao ngay hom sau va tang them cho cau
ca chi nguwdi may nita. Ngay hém qua, tién hoa héng cua cau bé da 1én dén
12 do la!

Cau chuyén trén la mot vi du rat hay vé quan niém séng ma toi thwong nhac
dén: ban c6 thé c6 moi thi trong cudc séng néu ban gitip nguwdi khac co
dwgc nhitng gi ho muon. Cau chuyén ciing thé hién mot diém sang vé su
hao phong, “di thém mot dam”, “long trac an”, “dau tw vao chién dich
quang cao”... Toi hy vong rang minh khéng can phai nhac cac ban rang cau
bé do la “ngudi ban hang xuat sac nhat” chinh bdi niém vui va hanh phiic
ma cau c6 dugc cung vdi nhitng moén do choi (san pham) ma cau dang choi
(gidi thiéu san pham). Cau 4y tin twdng vao san pham ctia minh va mac du
cau chang hé biét gi vé nghé thuat ban hang, cdu da “ban hang” mot cach
hiéu qua bdi cau da truyén tai thanh cong cam xtic ctia minh t6i khach hang.
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Chuwong 32: QUAN SAT VA PAT CAU
HOI VOI KHACH HANG

An twogng bé ngoai con thé hién qua viéc ban thuc sy lang nghe nhitng diéu
khach hang n6i bang ca doi tai va doi mat ctia minh. Biéu d6 nghia la ban
khong nhitng phai nghe ma con phai quan sat xem khach hang dang lam gi.
Chang han nhw mot khach hang c6 thé miéng néi “khong” nhung tay thi ci
xoay di xoay lai chi€c ghé. Cho du anh ta néi “khéng” nhung ctr chi cia anh
ta thé hién rang: “Cai nay qua thuc la tét day”, hodc “Hay cho t6i biét thém
thong tin vé n6”, hoac tham chi la “T6i thyc s quan tam va sé dong y mua
néu anh tiép tuc thuyét phuc t6i”.

Trong nhitng tredng hgp nhw vay, hdy ghi nhé 1a khach hang c6 thé néi doi
bang 101 nhung hanh dong cua anh ta thi hoan toan khong thé che giau
dwoc. Vi du, ban dang gi6i thiéu mot can nha, mdac du nguwoi khach luon
miéng néi: “O, gia d6 qué dat, t6i khong thich 16 dat nim & géc, hon nita n6
xa trung tam qua”... nhung anh ta lai rat thich ngam khu dat xung quanh hay
thwong xuyén li€c nhin ra ngoai tir ctra so phia sau, va con tram tré6 khen
ngoi phong ngu va ti bép nita. Néu nhu anh ta quay tré lai mét lan nita dé
xem lai bat c thi gi thi ban c6 thé an tm rang anh ta da c6 y dinh mua can
nha roi. Ban dang c6 mot co hdi cye ky thuan lgi day. Ci chi, hanh dong ro
rang khong thé néi d6i dugc. Ban nén dya vao do dé tiép tuc thuyét phuc va
de nghi khach hang dat hang.

Néu mot khach hang muén mua 6 t6 noi rang anh ta sé khong doi nao tra
20.000 do la cho mot chiéc xe trong khi tay man mé hdp so thi ban can hiéu
nhitng 10i anh ta noi va hanh dong cua anh ta lam la hai th hoan toan khac
biét. Xin nhac lai rang: Anh ta c6 thé néi doi bang 16i nhung khong thé noi
doi bang ct chi hay hanh dong.
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SUNHIETTINH

s
L

Khi mét nguwoi khach mé 16i véi tr “khong” nhung két thic bang tw
“nhung” thi diéu do6 chi ra rang ban dang c6 mdét vi khach tiém nang.
“Khong phdi, t6i khong nghi thé, nhung qua thuc 1a n6 rat t6t.” Néu ban
nam bat dwgc nhitng c chi hanh dong cua khach hang thi ban sé c6 thé
thuyét phuc dugce ho ra quyét dinhngay lic dé.

Chiéc chia khéa thit tv dé két thic thanh cong mot thwong vu chinh 1a “su
nhiét tinh”. Giéng nhw chiéc chia khéa kién tri, ban thic sy sé rat dé nham
lan vé sy nhiét tinh. Nhiéu nguwdi van c nghi rang sy nhiét tinh dong nghia
v6i viéc ban phdi néi that 16n tiéng. R6 rang ban c6 thé vira thé hién sy
nhiét tinh vira néi 16n tiéng, nhwng néu xét nghia thyc ctia nhitng tir nay thi
su nhiét tinh thyc ra chang lién quan gi vGi viéc néi 16n tiéng ca. Tw nay bat
nguon ti hai tiv Hy Lap en theos, cé nghia la “Chtia ¢ bén trong ban”. Bon
ky tuw cudi cung trong tir enthusiasm, I A S M, c6 thé twgng trung cho cau “I
Am Sold Myself (To6i tu thuyét phuc duwgc chinh minh)”. Diéu d6 c6 nghia
la néu ban tin twédng vao san pham, hang héa hay dich vu ctia minh thi ban
sé thure sw c6 dugce 1ong nhiét tinh khi thuyét trinh va két thic thwong vu.

CHIEN THUAT “LONG NHIET TINH”

Su nhiét tinh gép phan rat 16n vao thanh cong trong viéc ban hang. Nhu t6i
da noi ngay tir dau: ching ta ban dwgc hang béi ching ta c6 thé truyeén tai
cdm xdc cta minh doi véi sdan pham ma ta dang ban sang khach hang.
Nhung toi cling can phdi canh bao véi ban: doi khi nhiét tinh qua mic sé co
thé khién ban mat di mot thwong vu. Tuy nhién, néu t6i bé 16 mot thuwong
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vu thi t6i van mong minh c6 thé dé lai an twgng t6t dep trong tam tri khach
hang. Va t6i cling tin twéng rang ban cé thé bo 1& mot thuwong vu béi ban
qua nhiét tinh nhung ban sé bo 1& mot tram thwong vu néu ban khong thé
hién hét sy nhiét tinh cia minh. Vi vay t6i luén ung ho sy nhiét tinh.

Qua thuce toi khong hiéu tai sao diéu toi noi trén day ding nhwng mot vai
nguoi lai hiéu nham vé y nghia thyc sy cia long nhiét tinh. Ho coi nhiét
tinh nhw mot 4p lwc hodc mot nhiém vu bat budc doéi vdi cong viéc caa
nguwoi ban hang. Khi ban té ra qua nhiét tinh, khach hang c6 thé cam thay
ban dang c6 gang ché ngy hay 4p dat suy nghi, niém tin va sdn pham cta
ban 1én ho. Nhung t6i xin nhan manh rang diéu nay khong phai la khéng c6
nhwng rat it khi xay ra. Va t6i van cam thay: néu t6i phai bo 16 mot thwong
vu thi do la vi t6i qua nhiét tinh chit khong phai bai toi khong da nhiét tinh.

NEU NHU BAN BUOC PHAI BO LO MOT THUONG VU - HAY LAM
DPIEU bO VOI MOT THAI PO TiCH CUC.

T6i gan nhu chac chan rang trong nhiéu truong hgp ban sé phai noé lwc hét
sttcc dé c6 dwgc mot thwong vu nhung cudi cung lai bé 16 né. Nhung néu
ban phéi bo 16, tot hon hét hay bé 16 n6 trong trang thai tich cwc bédi nhw
vay ban van con lam duwgc mot diéu tién gan dén thwong vu dé hon.

Sv nhiét tinh cling déng goép dang ké vao viéc ban hang. T6i cé thé chac
chan rang, trong mot thang vira roi, ban cé it nhat mot bita an sang véi mon
trng. Kha nang 16n hon nita la ban lai an tritng ga thay vi mon tréng vit
thudng ngay du sv that 1a tritng vit ngon hon va nhiéu chat dinh dwéng hon.
Ly do cua viéc nay co thé la do trong nha ban khéng c6 san tritng vit.

Viéc trong nha khong c6 san tritng vit 1a bdi loai vit thiéu di sy nhiét tinh va
ching khéng hé chuan bi chu ddo cho “bai thuyét trinh ban hang” ctia minh.
Khi mot con vit dé tring, toan bo bai gigi thiéu cua né dugc goi gon trong
mot ti* ngan ngin “Quac”, xong viéc no lai lach bach di. Vay la két thic

https://thuviensach.vn



ludn bai n6i chuyén! Con khi mot con ga mai dé tritng, no sé thong bao cho
ca thé gidi biét vé s no lyc va nhiét tinh cia né. Thao nao ching ta chi an
cO vai chuc qua trirng vit trong khi tiéu thu t¢i hang ty qua tri'ng ga mot
nam.

Su nhiét tinh cling déng gép dang ké vao viéc ban hang - nhung nhiét tinh
khong ding cach sé giong nhu viéc dang & trong dém t6i. Do 1a ly do toi
noéi vé sy nhiét tinh mot cach nhiét tinh dén vay va sé con nhiét tinh hon
nhiéu khi no6i vé sy hiéu biét, nhitng quy trinh, bi quyét ban hang - béi
nhitng ky nang do sé giup gia tang su nhiét tinh cua ban, qua dé lam tang
hiéu qua ban hang.

Trong cudn sach nay c6 dén hang tram chién thuat ban hang, nhung toi
hoan toan tin rang mot ngwdi ban hang nhiét tinh, luén dat niém tin vao san
pham ctia minh, cho du chi st dung mot vai trong s6 nhitng chién thuat do6
cling sé ban duwgc nhiéu hon mot ngwoi biét tat ca cac chién thuat ma lai
khong hé c6 s nhiét tinh nao trong khi 4p dung ching.

HAY DAT CAU HOI BE CO NHUNG THUONG VU THANH CONG

Chia khoéa thit nam trong viéc thuyét phuc moi ngwoi dwa ra quyét dinh la
“Pat cau hai tiép theo”. Cau hoi tiép theo la loai cau hoi ma néu cau tra 10i
nhan dwgc mang tinh hwdng ng thi c6 nghia la khach hang da dong y mua.
Nhung néu né khong thé hién sy ung ho thi cling khong c6 nghia la anh ta
khong mua hang. Hal Krause, ban cta t6i da st dung nhitng cau hoi nay dé
“ch6t” mot thwong vu. “Vang, thira 6ng, ¢6 phai 6ng da san sang mua hang
hay la t6i sé gidi thich lai 1an nita?”, “C6 phai t6i da thuyét phuc dugc ong
mua hang khong, thira 6ng?”. Khong ai muén ban ban cho ho bat ky céi gi
cd. Ho sé cam thay hai long va tham chi la hitng thd véi viéc mua hang néu
ho ty minh dwa ra quyét dinh do.
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“PAT CAU HO! TIEP THEO'

Cau tra 10i cho cau héi trén sé gitip ban gianh phan thang. Néu nguoi khach

néi rang, «“0, khong, t6i sé mua n6”, thi ban hay tiép tuc cong viéc caa
minh. Con néu anh ta néi rang, “Khong, t6i van chuwa thyc sy muén mua
lam, anh hay giai thich k§ hon”. Pay chinh la tat cd nhitng gi ma mot nguoi
ban hang giéi mudn c6 - mot co hdi dé trinh bay cau chuyén ctia minh.

Chién thuat nay sé dem lai cho ban co hoi do.

Nhiéu nam trwdc, dé chuan bi cho mot cudc hoi thdo & Greenville, South
Carolina. T6i viét thv dat phong khach san. To6i dinh ninh rang minh sé c6
mot phong nhung khi budc vao tién sanh khach san Holiday Inn, t6i nhan ra
minh dang gip ric roi. O phia cudi sdnh c6 tdm bién dé: “Khach du lich -
Xin vui long khong dat phong tai Greenville tir 11/10 dén 15/10. Day la
tuan 1é danh cho hoi chg trién 1am nganh dét may.”

Trong sudt tuan 1é nay ban khong thé thué dugc mot can phong nao trong
pham vi nam muoi dam & Greenville. Cac phong da dwgc dang ky hét tw
nam nay cho dén nam sau. Tuy vay t6i van di t6i quay lé tan va néi vGi co
thu ky:

- T6i la Zig Ziglar. Co c6 thé kiém tra thu dién tr cta t6i, dwgc chi?

Khong hé bi an twgng bdi cau héi cua t6i, co ay hoi lai toi:

- Ong da dit phong chwa?

- Di nhién la t6i da dat r6i hodc it nhat la t6i da giti email dat phong roi.
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- Khi nao, thwa 6ng?
- Cach day kha lau.
- Lau thé nao thwa 6ng?

- A, cach day ba tuan - xin c6 hdy xem tht tdi c6 goi dén ddy lan nao
khong?

- Thwa ong Ziglar, t6i xin n6i vGi ong la...
Toi ngat 10i co ay:
- Chi mot phut thoi, thwa quy co.

bung lic d6 mot ngwdi phu nit khac xuat hién ti phia sau quay. Nguoi thw
ky treée do ro rang la mé6i lam cong viéc nay vi vay co ta nhe nhang quay
sang nguoi vira dén va néi: “Day la c6 Fortune, co dy sé gitp 6ng”.

T6i nhin c6 Fortune va twoi cudi noi:

- Vra nhin thay c6 t6i biét ngay la c6 sé mang may man dén cho t6i!
CHIEN THUAT “TONG THONG”

Co ay cuoi rat tuoi:

- Thuwa 6ng Ziglar, thong thuwong t6i lu6n mang dén tin vui nhung t6i nay
thi...

T6i lai ngat 10i:

- Chi mot phut théi, thwa c6, xin ¢6 khoan ndi tiép. To6i muodn hoi co hai cau
duwoc khong?
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- Buoc chrr a!
- Cau thit nhat: Co c6 cho rang minh la mot nguwdi trung thye khong?
- Tat nhién r6i!

- Rat tot, cau thit hai 1a, gia s tong thong Hoa Ky buwdc qua canh civa kia va
tién dén cho c6 va noéi rang: “T6i muén mot phong”. Mong c6 hay noi that
V@i toi la liéu c6 c6 danh cho 6ng ay mot cho khong?

- Nay, ong Ziglar, ca hai ching ta déu biét rang néu tong thong tinh co dén
day thi chung t6i sé ludon c6 phong cho ong ay.

- T6t 1am, thwa quy c6, c6 qua la mot ngwdi thanh thue va téi cling la nguoi
nhw vay. Co c6 thé kiém ching qua 10i t6i n6i. To6i nay tong thong sé khong
budc qua canh ctra do va t6i s€ co phong cua ong ta!

Va, t0i da nga & khach san vao budi t6i hom dé - khong phéi bai nhitng gi
toi da noi ma bai nhitng cau hoi ma toi da dat ra cho ho.

C6 mot diéu thu vi nita la to chirc ma t6i nhan 16i dién thuyét t6i do cling da
co gang tim cho t6i mot can phong nhung khong dugc du nguoi the ky cta
cho tro chinh la vo ctia mot ngwdi trong t6 chic do.

To6i cling da st dung chién thuat trén dé c6 duwgc can phong & khach san
Royal Sonesta & New Orleans. Vao phut cudi, vo toi va toi quyét dinh to
chitc mot trong nhitng 16 ky niém cta ching t6i & New Orleans nhing
khach san da hét phong. To6i lién goi dién cho ngwdi quan ly, ap dung chién
thuat nay va cé6 duwgc mot can phong. Chién thuat nay da thyc sy cé tac
dung.

Cau héi dat ra la: Liéu chién thuat nay c6 hiéu qua vd&i ban khong? T6i
khong dam chac chan rang n6 sé hiéu qua véi tat cd cac ban nhung ong
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Larry Nichols, lic d6 la gidm doc dao tao cta cong ty Kirby thudc
Cleveland ¢ Ohio da rat hai long véi chién thuat d6. Cau chuyén ctia 6ng ay
nhu sau:

Cong ty Kirby c6 mdt cuéc hop ban giam doéc & Industry Hills Sheraton
trong thanh phd Industry, California vao ngay 21/07/1983. Téi do6, Larry
dén muon va khi ong dy dang c6 gang dat phong thi nguwdi thw ky thong bao
khong con mot phong trong nao nita.

Larry 1a tuyp ngwdi lubn tin rang néu mot th gi do té ra c6 hiéu qua thi
khong viéc gi phai thay do6i no, vi vay ong ay ap dung chién thuat dé chinh
xac nhw t6i da m6 ta trong bang cassette. Khi 6ng dy hoi ngudoi the ky néu
tong thong Hoa Ky dén day thi c6 phong cho tong thong khong? Vién thw
ky cwdi rat twoi va néi vdi Larry rang anh ta sé khong c6 phong cho vi tong
thong duong nhiém nhung cé mét phong cho vi tong thong tién nhiém. Anh
ta noi, “Sy that la ching t6i cé can phong cua 6ng ba Gerald va Betty Ford
nhung hién tai ho khong dung né, vi vay 6ng c6 thé & do”.

C6 hai diém can lwu y: mot 1a, chién thuat nay da phat huy tac dung va
Larry c6 mét noi tot dé &; hai la, vién thu ky cé vé da quén can phong do6 va
cau héi cua Larry da giip anh ta nhé lai n6. Toi cling can nhac lai rang ban
nén ap dung chién thuat nay va c6 thé thay déi mot chut trong nhitng tredng
hop ban mudn tim maét thi hiém nguwdi cung cdp hoac khi ban can ho trg
dich vu trong mot ky nghi hodc trong thdi gian cudi tuan.

Mot ngudi ban tot va cling la “nguwdi anh” cda toi, Bernie Lofchick, ludn tra
10i mot cau hoi bang mot cau héi. Mot 1an khi t6i hoi anh: “Bernie nay, tai
sao anh 1udn tra 16i cac cau héi bang nhitng cau hoi?” Anh dap ring: “O, tai
sao lai khong co chi?”.

CHIEN THUAT “BA CAU HOI”
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Mot trong nhitng chién thuat két thic thwong vu don gian va hiéu qua nhat
la Chién thuat “ba cau héi”. N6 dwoc 4p dung sau khi ban da thuyét phuc
duwgc khach hang rang san pham hay dich vu ctia ban c6 thé tiét kiém tién
bac, thoi gian, sitc lwc... Chang han nhw khi ban mo téa tinh nang tiét kiém
chi phi thi hay st dung ba cau hoi sau:

1. “Ong c6 nhan thdy san phdm ndy c6 thé tiét kiém tién bac cho dng & mot
gbc do nao do khong?”

2. “Ong c6 quan tdm dén viéc tiét kiém tién bac khong?” (Hay doi cau tra
161).

3. “Néu ong da ting c6 y dinh bat dau tiét kiém tién thi theo 6ng khi nao la
thoi diém thich hop nhat?”

Cau hoi cubi cung mang tinh chat rang budc va mang lai quyét dinh. Néu
ban hoan thanh cong viéc cta minh va khach hang t6 ra trung thyc thi ban
chi viéc chét lai thwong vu va giao hang.

Néu ban ban san pham lién quan dén sttc khoe thi ba cau hoi twong tw sé la:
“Ong c6 nhan thdy san pham nay t5t cho siic khée ciia dng & mot sd diém
nhu t6i vira trinh bay khong?”, “Ong c6 quan tdm dén viéc c6 stc khoe tot
hon khong?”, “Néu ong da ting c6 y dinh bat dau cham séc sttc khoée cua
minh thi theo 6ng khi nao la thdi diém thich hgp nhat?”.

Khi néi vé sy thuan tién: “Ong c6 nhan thdy san pham nay giup tiét kiém
thdi gian va cong viéc cho 6ng & rat nhidu diém khong?” “Ong c6 quan tdm
dén viéc tiét kiém thoi gian va sttc lwc khong?” “Néu o6ng da tirng cé y dinh
bat dau tiét kiém thoi gian va sttc lwe thi theo 6ng khi nao 1a thoi diém thich
hop nhat?”.

Trong cong ty ctia ching t6i, moi thit dwgc sdn xuat ra déu nham cai tién
hiéu qua coéng viéc bang hinh thitc nay hay hinh thitc khac. Khi dai dién ban
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hang cua chung t6i giao dich v@i nhitng nguwoi ban hang khac, chung toi day
cho ho cach ap dung Chién thuat “ba cau hoi”: “Anh c6 nhan thdy viéc st
dung khoa hoc dao tao ban hang sé gia tang so thuwong vu ban hang ctia anh
khong?”, “Anh c6 quan tdm dén viéc gia tang s6 thwong vu ban hang
khong?”, “Néu anh da tirng c6 y dinh bat dau gia tdng so thuwong vu ban
hang thi theo anh khi nao la thoi diém thich hgp nhat dé bat dau?”. Chién
thuat nay chac chan sé phat huy tac dung.

MUC SU CUNG LA “NGUOI BAN HANG”

(Vi du tiép theo dwoc trich ra tir cuén Bi quyét ctia doi song siéu nhién cia
tién si Adrian Rogers va da dugc sy dong y trich dan ctia nha xuat ban
Thomas Nelson.)

Mot ngudi dan 6ng dén gap toi ve rac réi ctia vg anh. Nguwoi vo cé y dinh ty
t* va anh &y mudn t6i khuyén nhu c6 ay. Toi noi rang toi sé dong y néu nhw
anh dy di cung véi vg cia minh trong cac budi tw van. Ngwoi dan 6ng nay
dang lam viéc trong nganh céng nghiép vii tru @ Cape Kennedy va nam gitt
mot vi tri quan trong.

Nguoi vg ké cdu chuyén ctia minh véi mot trai tim tan nat. Co vira khoc
vira ké 1€ vé sy tan nhan, khong chung thuy, chitng nat rwgu va c@ bac ctia
nguwoi chong. T6i quay sang anh dy va héi: “Thwa anh, anh c6 phai 1a nguoi
theo dao Co doc khong?”. Toi khong c6 y hoi 1ay thong tin ma chi chuyén
huwong cau chuyén sang Chua Gié-su.

Anh dy nga dau ra sau va nhéch mép cuoi: “Khong, toi theo thuyét vo
than”.

“0”, t6i dap lai, “mot ngudi theo thuyét vo than cho ring khong hé c6
Chta. Co6 phai anh cho rang tat ca moi ngwoi & day can phai biét diéu d6?”

“Di nhién la khong r6i”, anh ay phan bac.

https://thuviensach.vn



“Vay liéu c6 gi “mao pham” khong khi néi anh cho rang mot nita trong so
nhitng nguwdi & day déu phai biét diéu d6?” “Co, nhu thé 1a qua nhiéu day!”,
anh ay lam bam.

“Vay néu anh chi biét mot nira trong s6 nhitng nguwdi & day biét diéu do thi
anh sé khong bao gi¢ thira nhan kha nang la Chua c6 thé tén tai nhung anh
khong hé biét, phai khong?”, t6i hoi tiép.

“T6i chwra bao gi® nghi vé dieu d6”, anh ay néi. “O, t6i khong phai 1a ngudi
theo thuyét v6 than, toi la ngudi theo thuyét bat kha tri.”

“A, bay gid chiing ta da hiéu thém dugc mot chiit rdi day. Néu anh theo chu
nghia bat kha tri, c6 nghia la anh khong biét gi ca. (T6i da khong néi véi
anh ta la t¢ “thuyét bat kha tri” dong nghia vai tir “ngu dot” trong tiéng La-
tinh.) “Mot nguoi theo thuyét khong thé biét la mot nguwdi hay nghi ngo”,

tOi noi.
“Q, toi chinh xéac 1a nguwdi nhw vay ddy va t6i thue sy rat da nghi.”

“T6i khong quan tdm dén mirc d6 nghi ngd ctia anh, ma quan tam tdi viéc
anh thudc kiéu nguwdoi hay nghi ngd nao. Co6 hai kiéu ngudi hay nghi ngo,
anh biét ddy - ngwoi trung thye va ngudi khong trung thue. Nguwdi nghi ngo
trung thyc khong biét, nhung anh ta rdt mudn biét. Con nguwdi nghi ngo
khong trung thyc khong biét bdi vi anh ta khéng muoén biét. Anh ta khong
thé di tim dugc Chda béi anh ta khéng muén lam diéu do, cting nhuv mét tén
trom khong hé muon di tim vién canh sat. Vay anh thudc kiéu nao day?”.
T6i hoi anh ay.

Mat anh dy bat dau gian ra. “T6i chwa bao gid thyc sw nghi vé diéu do. Toi
cling doan la minh chwa khi nao mu6n biét vé diéu do.”

Toi tiép tuc: “Kinh thanh néi rang néu ai d6 hoan toan tin 10i Nguoi thi
Ngudoi sé “ton tai” trong nguwdi d6”. Anh ban cua t6i bat dau thdy hitng tha.
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To6i héi anh dy, “Vay anh c6 san sang ky vao mot tuyén bo rang: ‘Thua
Chua, t6i khong biét la liéu Ngai c6 ton tai hay khong, nhung t6i mudn biét
va bai vi toi muon biét toi sé lam mot cudc diéu tra thuc sw va béi vi 18 do
toi sé nghe theo nhitng két qua diéu tra bat ké két qua sau dé la thé nao™’.

Sau mét hoi ty van lwong tam, anh dy noéi: “Vang, t6i san sang ky. Toi sé
lam diéu do6. Vay toi sé phdai lam thé nao dé thyc hién cudc diéu tra do?”.

Chung t6i chia sé cung nhau, va t6i da gidi thiéu anh ay doc cudn sach phiic
am cua John vGi cam két rang anh ay thyc sy muon biét sy that va sé theo
bat ky s that nao dwgc kham pha ra bat ké hau qua véi ca nhan anh ay va
két qua cudi cung nhu thé nao.

Vai tuan sau do, anh ay quay lai gap t6i va xin theo dao. Chuyén do6 xdy ra
da nhiéu nam r6i va to6i khong hé hay tin gi vé anh 4y mai cho dén gan day,
toi m&i nhan dwgc mot 14 thw. Anh 4y viét rang hién anh dang s6ng & mot
bang phia bac va la mdt con chién ngoan dao.

Trong bitc thw anh ay con viét rang: “Ban than mén, cAm on ban vi da san
sang danh thoi gian cho mot ké da tirng thu nghich véi Chua nhu t6i”.

Nhuw vay van dé thyc sy ctia nguwdi dan 6ng nay la gi? N6 khong nam & tu
twong cua anh dy nhu anh ay nghi ban dau ma nam trong trai tim anh. Khi
anh dy nghe theo wdc muén cia minh thi niém tin cling theo d6 ma xuat
hién. Con chinh sy khong tin twdng sé tiét 10 mot tam hon toi 16i.

Nhw ban thdy day, tién si Rogers da dat ra bay cau héi c6 tac dung dan dat
ngudi dan ong kia di dén quyét dinh cudi cing. Ong ciing da giai quyét
dwgc van dé lién quan dén tuw twdng vaca tdm hon ctia ngudi dan 6ng do.

Vi du tiép theo 1a mot tredng hgp dién hinh vé cach dat cau hoi hiéu qua dé

khién ngay ca nhitng khach hang hay lo s¢ cling phai dwa ra mot quyét dinh
c6 1gi cho ban.
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“BAN” DICH VU

Vao nam 1982 va 1983, con gai Julie cua chung toi, lic d6 dang lam viéc
cho cong ty Beneke, la nit nhan vién giai quyét yéu cau bao hiém cong cong
duy nhédt & bang Texas. Cong viéc ctia con gai toi ro rang c6 lién quan t6i
viéc ban hang, vi thé t6i va con gai thwong tan dung cac co hoi dé thao luan
vé cac thua thuat va trinh ti ban hang. T6i cam thay rat hitng thu vdi sy
chuyén nghiép va vo van nhitng cau héi ma con gai t6i da dat ra dé dan dat
khach hang di dén nhitng quyét dinh c6 1gi cho ca hai bén.

RO rang la chuong trinh dao tao ctia cong ty da cung cap rat nhiéu ky thuat,
trinh ty va ca nhitng cau hdi mau nhung Julie luén c6 gang tao ra nhitng bi
quyét cho riéng minh. Nhitng khach hang dau tién ctia Julie la nhitng nguoi
phai chiu dywng nhiéu mat mat do thién tai, hoa hoan, 1i lut hoac la nhitng
tham hoa khéac do thién nhién hay con ngudi gdy ra. Phan 16n khach hang
chiu thiét hai do hoéa hoan véi thiét hai tr mwoi ngan cho dén hang chuc

ngan do la.

Khi Julie thyre hién mét cude “gdp go ban hang”, cau hoi dau tién ludn la:
“Tat cd moi nguwdi déu thoat ra ngoai an toan chi¥?”. Cé6 mot sy that 1a gan
nhw 100% nhitng ngwdi ma Julie gap g& déu dang & trong tinh trang suy sup
vé tinh than. Nhitng tran hoa hoan khong chi lam ton hai dén sitc khée cua
ban ma chiing con pha hiay bat ct thit gi trén dwong ching di qua. Cac nan
nhan da nhiéu lan mat nhitng vat dung ca nhan, nhitng do Iwu niém khong
bao gid thay thé duwgc va ca nhitng vat gia truyén. Ho rat can cé ai do dén
chia sé nhitng dau buon va thong cam véi ho. Cau hoi mé dau caa Julie da
thé hién sy quan tam thuyc sw d6i véi nan nhan va gép phan tao nén mot bau
khong khi thodi mai hon cho cudc trao déi. Cau hoi do con khién cho nan
nhan cam thay minh van con may man khi chi mat “mét so thit” ma khong
phdi la mot nguoi than yéu nao do (Julie chwa bao gio gdp trvong hop nao
nhu vay cd).
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SAU KHI THIET LAP MOI QUAN HE TOT - HAY DAT CAU HOI

Mot khi ngwoi khach da dam bao vai Julie rang moi nguwoi déu khong sao
cd, co bat dau thé hién sy ti€c nudi chan thanh vé nhitng mat mat tai san cda
ho. Sau khi da thiét 1ap dwgc m6i quan hé tot véi khach hang, Julie dat cau
héi thit hai: “Ong da bao gid mat mot tai san ndo co gia tri 16n truéc day
chwa?” (Pa phan khach hang déu tra 161 “chwa”). “Ong da bao gid dugc
nhan mot khodn béi thuwong cho chiéc xe bi hw hong chwa?” Néu cau tra 1oi
1a “c6” thi co sé hoi tiép: “Khoan tién dé c6 thoa dang khong?”. Néu cau tra
10i 1a “Thoéa dang” co sé dap lai hwdng tng, “Néi chung la vGi nhitng mat
mat khong dang ké thi nhitng khoan dén bu thwong rat hgp 1y”. Néu cau tra
10i 1a khong théa dang thi c6 sé dap lai rang: “Nhw vay c6 phai 6ng da quen
v&i cong viéc cia nhitng nguwoi chuyén di gidi quyét yéu cau bao hiém cua
cac cong ty bao hiém nham giam thiéu khodan boi thuong réi chit?” (co6 dung
nglt diéu sao cho giong mot cau hoi). Thong thudong Julie sé ngdi dgi cau
tra 10i.

Sau d6 Julie héi tiép: “Ong c6 biét ring minh hoan toan cé quyén c6 mot
nguwoi dai dién chuyén nghiép khi 6ng phéai chiu mét mat mat nhw vay
khong?”

Khach hang: “Khong, t6i khong hé biét.”

Julie: “Thwa 6ng, 6ng cé biét rang cho du 6ng c6 muodn hay khong thi ngay
lic nay day, 6ng chinh la ngwdi phdi tinh todn ton that cta chinh minh
khong?”

Khach hang: “Thuc su 13 téi chwa bao gi nghi dén diéu dé ca.” Julie: “Ong
c6 cam thdy minh dua kha nang dé thwong thao vdi chuyén gia gidi quyét boi
thwvong bao hiém do cong ty bao hiém ctr dén khong?”

Khach hang: “Co 1€ 1a khong.”
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Julie: “Vay 6ng c6 coi trong tién bac ctia minh nhw céng ty bdo hiém coi
trong tién cua ho hay khéng?”

Khéch hang: “Téat nhién la c6 r6i.”

Julie: “Ong c6 nhan ra ring ho sdp ct mot chuyén gia dén dé bao vé tién
cua ho khong?”

Khach hang: “T6i cling chwa hé nghi dén diéu do.”

Julie: “Nguwoi tinh todn ton that ctia ho ro rang la rat chuyén nghiép. Vay co
khi nao 6ng nghi rang 6ng sé dugc 1gi nhiéu nhat néu thué mot chuyén gia
dé bao vé tién cua minh chwa?”

Khach hang: “Vang, co I¢é t6i nén lam nhu vay.”

Julie: “Ong biét rd 1a cong ty bao hiém sé ching doi nao néi ring ‘Hay gt
héa don dén day va chiing t6i sé chi tra toan bd’, ding khong?”

Moi mot cau héi dat ra déu hudng khach hang suy nghi vé viéc thué mot
chuyén gia bdi cong ty bao hiém cling chuén bi c6 mot nguwdi nhu vay. bBiéu
nay khong c6 nghia la cong ty bao hiém muodn Itta ddo hodc té ra khong
cong bang vdi bat ky ai. Trén thuc té, trong nhiéu treong hop, ngudi cha
nha thwong khong hiéu ro 1am vé cac quyén 1gi ctia minh va khong con nhé
chinh x4c la da mat bao nhiéu thit trong dam chay.

C6 mot cau hoi khac ma Julie thwong dat ra cho khach hang la: “Thwa ong,
ong c6 nghi rang sé rat ton thoi gian khi ct phai ngbi phan loai, sap xép,
viét ra va dinh gia nhitng thit da bi mat & trong nha, tt* nhitng thit nhé nhat
trong buong cho dén vo so6 nhitng doi tat trong ngan ta khong?”

Khach hang: “Pung la nhu vay.”
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Julie: “Vay ong c6 thdy thuan tién hon khi sap xép gap g& ngudi tinh toan
ton that, ngwoi phuc ché, nguwdi lau don va nhitng nguwdi khac nita, ho sé vao
nha va xem xét toan bo tai san cua ong khong, thira ong?”

Khach hang: “Con tuy khi nao va luc nao nita.”

Julie: “Chiéu theo luat thi 6ng sé c6 mot nguwdi dai dién cho minh va truée
Cuc Thué Quoc gia (IRS - Internal Revenue Service), 6ng cling c6 mot ké
toan vién cong chitng (CPA - Certified Public Accountant) dé bénh vic cho
minh. Vay, ong c6 nghi rang minh sé lam t6t hon néu nhw c6 mot chuyén
gia gidi quyét yéu cau bao hiém chuyén nghiép cho trwdong hop xdy ra ton
that nhw vay khong?”

Khach hang: “Nghe c6 vé hop ly day.”

Julie: “Khi 6ng bat dau dam phan vé nhitng ton that, 6ng c6 cam thdy thoai
mai khong khi nhitng con s6 dwa ra la cong bang va hop 1y?”

Khéch hang: “T6i khéng chac 1am.”

Julie: “Thwa 0ng, 6ng c6 biét rang sau khi c6 10i dé nghi dau tién cta céng
ty bao hiém thi mitc phi binh quan tang ba mwoi phan tram khong?”

Khach hang: “Khong.”

Julie: “Thwa 6ng mitc phi ctia chiing t6i hién nay chi c6 mwoi phan tram vi
vay ong sé thu dwgc thém hai do la doi véi moi mot ngan do la ton that khi
dwa ra quyét dinh ding dan la thué mot chuyén gia ngay lic nay. N6i mot
cach don gidn, hai muwoi ngan do la mat di sé mang lai cho 6ng thém bon
ngan do la; nam muoi ngan do la sé c6 théem muoi ngan do la, day la nhitng
khodn 6ng sé can cho viéc phuc héi lai va thay thé nhitng thit bi mat. Thwa
ong khoan tién thém nay c6 du dé thu hat sy chu y ctia 6ng khong?”
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Khéach hang: “Chéac chan la c6 r6i!”

Julie: “Thwa 6ng, c6 mot sy that rat tha vi la ching t6i bao dam cho moi
cong viéc chung t6i lam. Néu chung t6i khong thé gitup 6ng ba c6 dugc mot
khodn tién da 16n dé bu dap cho nhitng tén that cia 6ng ba va khodan phi tra
cho chuing t6i, thi 6ng ba sé khong phdi thanh toan bat ¢t chi phi nao. Noéi
cach khéc, 6ng sé ludn ludn dugc 1gi, thwa 6ng. D6 cé phéi 1a diéu ma ong
luén mong mu6n khéng?”

Khach hang: “bung vay.”

Julie: “Liéu 6ng c6 mudn chung t6i bat dau lam viéc cho 6ng ngay ngay
hom nay dé c6 thé sém trd vé nha ctia minh hay la 6ng thay khong can voi

lam?”

Khéch hang: “Chuing t6i hién khong c6 noi nao dé & vi vay chiing t6i mong
duwgc trd vé nha cang s6m cang tot.”

Julie: “Néu 6ng dong y vdéi thoa thuan nay ching toi c6 thé tién hanh lam
viéc ngay vOi muc dich gidam bdt ganh ndng tai chinh cho ong. D6 c6 phai
la diéu 6ng lubn mong muodn, diung khong, thwa ong?”

Khach hang: “bung vay.”

Ban c6 thé tinh ra dwgc Julie da dat hon chuc cau héi trong cau chuyén trén.
Va c6 ay da dat duwgc két qua rat tuyét voi bdi nhitng cau hoi do dugc dwa
ra nham dan dat khach hang di tGi quyét dinh dé giai quyét van dé caa ho.

BAN CO THE - A, KHONG, BAN PHAI HOC CACH PAT CAU HOI
Nhiéu lan moi ngudi héi t6i cach dat cau hoi. Biéu dau tién ma t6i mudn

noi vdi ban la: Pitng chi doc cudn sach nay ma hdy suy ngam né. Hay thu
thap cac cau hoi trong doé (cuén sach nay c6 hon 800 cau hoi) va dién dat lai
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dé ap dung cho cong viéc kinh doanh cia ban. Sau d6 ghi am ching véi
ding giong diéu va nghe nhiéu lan cho dén khi ban chac chan rang ching
da in sdu trong tiém thitc.

biéu nay lam céach suy nghi ctia ban tién bd dén mirc ngac nhién. N6 sé
gitip ban tap trung vao mot muc tiéu duy nhat, chinh diéu nay sé két dinh
suy nghi ctia khach hang va gitip ho dwa ra quyét dinh ding dan. Diéu nay
rat quan trong béi cudi cung, ban va giai phap ma ban dwa ra cho van dé ma
ho gdp phai c6 thanh cong hay khong phu thudc vao viéc ho c6 dva ra lva
chon ding dan hay khong.

Ngoai ra, ban c6 thé hoc cach dat cau héi bang cach néi chuyén véi nhitng
nguwoi ban hang néi tiéng va nhitng nguwdi dao tao ban hang trong cong ty
cta ban hodc tir nhitng ngwoi cung ban san pham twong tir. Ban hay hoi ho
xem ho thuwong dung nhitng cau hoi nao dé (1) khoi goi niém hitng tha (2)
mang lai 1gi ich (3) c6 cac cudc hen gap khach hang (4) lam cho khach hang
cam thay an tam (5) két thuc thwong vu (6) nhan don dat hang (7) sy dam
bdo mua hang. Hay chad y va lang nghe khi ban dén ctta hang hay khi mot
ngwoi ban hang dén gap ban.

Hay xay dung mot thw vién gom cac loai sach vé ban hang va tr@ thanh mot
“nha nghién citu” vé ban hang. Rén luyén kha nang tap trung manh mé vao
mot muc tiéu duy nhat tai mot thoi diém, trong treong hgp nay chinh la lam
thé nao dé dwa ra cac cau hoi. Bat ké khi nao ban nghe hay thdy mot cau héi
vé ban hang hay va hiéu qud, hay ghi lai vao so6 tay cua ban. Nén nhé rang
nhitng nguwoi ban hang chuyén nghiép luon c6 kha nang nghe gioi va mot
giac quan thit sdu rong mad san sang tiép nhan nhitng ky nang ban hang hiéu
qua hon. Anh ta luén nhiét tinh hoc héi nhiéu van dé dé c6 thé mang san
pham va dich vu t6t nhat cia minh téi cang nhiéu khach hang trén thé gi6i
nay cang tot.
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Chwong 33: LANG NGHE - HAY THUC
SU LANG NGHE

Chia khda thit sau gitip ban két thic thanh cong thwong vu la “K§¥ nang lang
nghe”. Pa phan nhitng nguwoi ban hang déu khong thuc sy lang nghe khi
khach hang n6i hay dat cau héi. Nhiéu lan ho con ngat 16i khach hang va c6
doan nhitng gi anh ta sap hoi minh. Khi lang nghe, ban hdy thyc sy lang
nghe. Dirng chi “lang nghe cho dén khi anh ta néi xong” ma ban hay chu
dong dan dat cudc noéi chuyén va “ban vé mot chu dé thuc sy quan trong”.
Kha nang rat 16n la néu nhu ban thyc si lang nghe nhitng gi anh ta noéi
vadang “am chi”, anh ta sé dwa cho ban chiéc chia khoa dé thyc hién
thuvong vu.

Mot ngudi ban hang thiéu kinh nghiém va hay lo lang la nguwdi dwa ra cau
héi va tra 10i lién mot mach thay cho khach hang. Vi du: “Ong c6 thdy diéu
nay co thé tiét kiém cho 6ng mot khoan tién kha kha khong? - Tat nhién la
ong c6 thé!”, “Ong c6 thdy diéu nay sé gitp giam thidu cong viéc cta dng
khong? - Ro6 rang la 6ng c6 thé”. Nhitng cau héi nay cho thdy ngwoi ban
hang dang lo s¢ rang minh nhan dugc nhitng cau trd 10i khong cé 1gi va
chinh vi thé anh ta khong dé cho khach hang tra 10i. Khi ban dat cau hoi,
hay lang nghe cau tra 10i. N6 sé dwa dén cho ban giai phap thich hop dé két
thuc thvong vu.

Néu nhuw khach hang phan déi thi that la tuyét! Vi vay, bat ci¢ bai thuyét
trinh hay nao cling can phai dugc thiét ké - dac biét la phan dau - dé khach
hang dwa ra ngay nhitng 16i phdn doi, néu cé. Ban cang s6m giadi quyét
duwgc van dé do thi kha nang thyc hién thuwong vu cang 16n.
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HAY LANG NGHE TAT CA - NHUNG CHi GHI NHO MOT SO bIEM
QUAN TRONG NHAT

Ban can phdi lang nghe va dé y t¢i moi thit nhung khi khach hang ti choi
mua sdn pham, ban cling ding lo lang. Merlie Hoke, mot ngwdi ban than
cha toi & South Carolina, da cung lam viéc vdi t6i nhiéu nam trong nganh
kinh doanh dung cu nha bép. Ba dy c6 kha nang lang nghe “van dé” mot
cach rat dac biét. Toi tirng chitng kién mét khach hang dang ditng trwéc mat
Hoke va néi gan nhv hét: “Khong, ba Merlie, t6i khong muén mua san
pham do6!”, Merlie khong hé chép mat. Ba ay khong “nghe” thdy mat tir nao
cd. Nhung Merlie nghe rat ro tiéng thi tham “Cé!” cia mot khach hang
dang ding cach do hon 10 mét.

LANG NGHE

CHIEN THUAT “GIUP DO NGUOI KHAC”

Merlie Hoke c6 mot bi quyét ban hang rat tai tinh. Khi chuan bi két thuic
thwong vu, ba ngoi & ghé doi dién vdi cap v chong va néi (lic do ba sé di
chuyén ghé cling phia véi ngudi vo): “O, ci nay rat dep... va ba rat xiing
dang s& hitu no... toi sé giup ba c6 duwgc nd”.

Khi quan sat ba lam viéc, t6i c6 mot cam gidc rat dac biét la minh dang
chitng kién mot “am muu”. Dwong nhw Merlie va ngudi phu nit nay dang
ban tan vé céng ty kinh doanh dung cu nha bép lau nam dé bdi vi ho co
hang ngan bo dung cu nau nuwéng, cho nén that tiéc cho nguwdi phu nit nay
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(khach hang) vi tham chi ba dy chwa c6 bd nao ca! Va, Merlie sé gitip ba dy
c6 dugc no.

NGUOI BAN HANG GIOI LA NGUOI TRO GIUP PAC LUC CHO
KHACH HANG

T6i cho rang Merlie Hoke 1a mot ngwoi trg gitip dac Iwc cho khach hang. Ba
ludn dat minh vao vi tri cia khach hang va nhiét tinh gitp d& ho cé duogc
mot bd dung cu ndu bép wng y. Tat nhién khach hang sé la nguwoi tra tién.
Trong sudt nhitng nam lam viéc v&i Merlie tdi chira bao gio nghe ba néi la
ba “ ban” cho ai d6 mot moén hang. Ba lu6n néi “T6i gitp co dy cé duge n6”
hay la “T6i lam cho c6 dy c6é duwgce nd”.

Noi tom lai, nhitng gi ma chung ta, nhitng ngwoi ban hang chuyén nghiép
mong muon la nhan ra van dé ma khach hang dang gap phai va dung chinh
san pham, hang hoéa, hay dich vu cia minh dé gidi quyét n6. Chiing ta mu6n
trd thanh nguwoi trg gitp cho ngwoi mua hang va luon dat minh vao vi tri
cta ho. Ching ta muon hiéu nhitng cdm nhan ctia chinh ho, vi vy mdéi co
thé giup ho giai quyét cac van dé bang cach mua hang héa, sdn pham hay st
dung dich vu cua chung ta.

Sy chuan bi chu dao, nhiét tinh, va san sang hanh dong cua ban sé quyét
dinh sy thanh cong cua thwong vu hay ban chi nhan duwgc mot cau tra 1oi: “
tOi sé tra 10i 6ng sau”.

Hay “lang nghe” bang chinh déi mat cia ban. Khi giao dich véi khach
hang, ban hay cht y dén d6i mat cua ho. Mat 1a co quan cam giac duy nhat
két noi true tiép vai bo ndo. Con cac gidc quan khac thwong phai qua mot
qua trinh truyén tai thong tin tredc khi dén ndo. “Dd6i mat la ctra s6 tam
hon”. Chinh vi thé moi hinh dnh ma ching ta nhin thdy déu dwgc truyén
true tiép 1én d6. D6 cling 1a mot trong nhitng 1y do ma ban thwong nghe hai
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cau ndi sau: “Ban khong thé tin moi thit ma ban nghe dwgc” va “ Toi phai
thdy moi thi bang chinh mat minh”.

Sau day la mot cong thirc don gidn gitup ban “nghe” bang mat, t6i xin goi la
“chién thuat CHEF”.

C twong trung cho “Cam” (chin) hodc “Ma” (cheek). Khi khach hang bat
dau xoa cam hodc xoa ma thi d6 la dau hiéu cua sy hai 1ong cho thay truéc
day anh ta da tirng st dung va hiéu ré nhitng 1gi ich ma hang héa hay dich
vu ctia ban mang lai. D6 1a dau hiéu mua hang, né giip ban nhan thdy day
1a thoi diém thich hgp dé “chét” thuwong vu.

H (hand) tugng trung cho “ban tay”. Hay chi y dén ban tay cta khach hang.
Néu nhu anh ta xoa hai 1ong ban tay vao nhau hay dé long ban tay nay 1én
mu ban tay kia thi anh ta da c6 y dinh s& hitu bat c¢ thit hang h6a nao ma
ban dang chao ban. Anh ta dang “n6i” vdi ban rang anh ta da san sang mua
hang.

E (eye) twgng treng cho “doi mat.” Ban hdy chu y dén doi mat caa khach
hang. Trén thuc t€, d6i mat cang md to nghia la anh ta cang lang nghe ban
n6éi mot cach cham chy, cang hiéu rd vé nhitng gi ban noi thi co hdi mua
hang ctia ban cang 16n. Dé thay ro tam quan trong cta doi mat, cac chwong
trinh quang cdo trén tivi hién nay con duwgc lap camera dé kiém tra. Mot
nhém nguoi sé dugc xem mot chwong trinh quang cao va thay vi hoi cam
nhan vé chuwong trinh nay, ngudi ta st dung cac camera cong suat cao sé tap
trung vao doi mat cta tirng ngwoi xem. Mitrc do gian nd dong ti cta khach
hang quyét dinh liéu khach hang do6 c6 thyc sy thich mua sdn pham duwoc
quang cao trong chuvong trinh d6 hay khong.

biéu thu vi la du khach hang cho biét 1a ho rat thich chwong trinh quang cao
do, nhung néu dong tir ctia ho khong gian ra thi chwong trinh quang céo do
sé bi loai. Nhu t6i da noi, ngén ngit co thé khong biét néi doi.
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Ban ciling can phai cht y dén doi mat cia ho khi n6 dan mé to ra. Néu cé
nhitng vét nhan quanh déi mat va sau dé nét mat ho gian ra thi dé la dau
hiéu cho thay ho da hiéu théng diép cua ban. Ban con chan chir gi nita ma
khong két thic thuong vu?

F (friendly) twgng trung cho sy “than thién”. Khi khach hang néi chuyén
v0i tam trang vui vé: “John, may dung la mot tén cwdp ha tién! Trong khi
Jesse James dung sung thi may lai dung but chi di cwép! Nao, nhao v6 lay
tién cda tao di!” thi lic dé anh ta da dong y mua hang cua ban ty bao gio

roi.

Anh ta c6 thé goi ban bang tén riéng; bat chéo chan, ngé luwng ra sau va thw
gian. Ngoai ra, anh ta c6 thé dot nhién tré nén im lang, di vong quanh mén
hang va tham chi khong néi mot 10i nao. Hay anh ta c6 thé nhin cham cham
vao mon hang ma ban dang moi chao hodac don gian anh ta chi nhin ra ctra
s0, hut thuéc hodac nham nhap tach ca phé. Bé la nhitng dau hiéu cua sy
dong y. Ban hay két thiic thuwong vu di thoi.

HAY HANH BDONG THEO CAC DAU HIEU

Khi thdy khach hang c6 m6t trong nhitng dau hiéu “mua hang” c6 thé nhan
biét dugc thi ban can tan dung ngay co hoi do dé két thic thwong vu. Ban
c6 thé bat dau bang cach dwa ra cac cau héi mot cach nhe nhang. Theo Will
Rogers, vi mot s6 ly do nao d6, khach hang thwong lang nghe cham chu va
hoan toan tin twéng vao bat ct diéu gi ho nghe dwgc tir mot giong néi nho
nhe hay tham thi.

Chac han ban khong muén bé qua cac dau hiéu mua hang qua nhitng cau
néi sau day cta khach hang: “T6i chwa bao gig nhin thdy mét kiéu dang
[kich thwdc, mau ma] dep nhu thé nay”, “San pham nay dwoc bao hanh
trong bao lau?”, “Khi nao dén han thanh toan lan dau?”, “Khoan tién dat
tredc la bao nhiéu?”, “Bao lau 6ng méi giao hang/lap dat may cho t6i?”,
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“Dich vu cham s6c khach hang gom nhitng gi?”, “Phu tung thay thé c6 thé
mua ¢ dau?”, “San pham nay c6 dugc bao hanh khong?”, “T6i chwa bao gio
st dung nhan hiéu ndy”, “Ong nghi thé nao?”, “Ti 1é 1ii thwe sw 1a bao
nhiéu?”.

Lang nghe dong vai tro rat quan trong do6i vdi sw thanh cong cua ban trong
nghé ban hang. Lang nghe tot gitip cho viéc giao ti€p, truyén dat thong tin
dugc thue hién mot cach hiéu qua. Nhiéu nguwoi mua hang khong chi vi ban
c6 thé gidi thiéu cho ho nhitng 1gi ich cia sdn pham, ma ho mua hang vi
ban da lang nghe niém hy vong, mong muén cta ho va cung cap cho ho
nhitng san pham, dich vu t6t nhat ma ban cé.

CHIEC CHIA KHOA “SU VIEC SAP XAY RA”

Chiéc chia khéa tht bay la “Sy viéc sap xdy ra”. D6 1a mot viéc gi do sé
xay ra trong twong lai va c6 moi lién quan chat ché vdi gia ca, hoat dong,
dich vu, mong muon, tinh san c6 cua hang héa hay dich vu ma ban dang
cung cap.

T6i c6 thé dam bao chac chan véi cac ban rang hang hoa dugc ban hém nay
sé c6 gia dat hon trong twong lai, tri mét s6 ngoai 1é (may tinh, thiét bi dién
ti, ...). Do d6, mot khi ban da ty cam két sé phuc vu khach hang, ban can
phadi dwa ra cdc mon hang vai gia ca phai chang nhat va kém theo dé la dich
vu tot nhat c6 thé. Khi chdng ta thuyét phuc khach hang mua hang hom nay
do 1a ching ta dang mang lai cho ho nhitng 1gi ich t6t nhét trong twong lai.

That vay, ching ta can phai hoc hoi, ti€p thu cang nhiéu kién thitc chuyén
mon cang tot dé thuyét phuc khach hang cia hom nay vi 1gi ich cta chinh
ho. Néu nhw chiing ta thuc sy gitip dwgc ho, chac chan viéc kinh doanh ctia
chung ta sé ngay cang di lén.
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Khi t6i tham gia vao cong viéc ban hang, mot trong nhitng diéu dau tién ma
nguwoi ban than thiét nhat va cling 1a nguwdi quan ly ban hang cuaa t6i, Bill
Cranford, da chi day cho t6i la: néu nhw t6i c6 thé gidi quyét khoé khan va
giao tiép hiéu qua vGi cac khach hang luén tra 161 “t6i sé mua né sau” thi t6i
sé thyc sy thanh cong trong nghé ban hang. Trong nhitng nam qua t6i luon
suy ngam va hiéu rat ro gia tri ctia 16i khuyén dé.

D6 ciing 1a 1y do ma ngay tr nhitng trang dau tién cta quyén sach nay va
nhiéu lan sau do, t6i da no6i rang ngwoi ban hang dong vai trd quan trong
hon qua trinh ban hang. T6i lu6n tw nhac nhd minh rang néu nhw ban quyét
tam xdy dung sy nghiép va mong mudn gitp d& nguwdi khac thi ban phai
bdo vé danh dy, pham chét ctia minh bang moi gia, dong thoi ludn hoc hoi
cac k¥ nang va chién thuat hiéu qua dé thuyét phuc khach hang.

Ban c6 thé dung chiéc chia khoa “Sy viéc sap xdy ra” dé giup khach hang
va nhw vay ro rang la ban cting dang gitup chinh minh. Diéu nay hoan toan
ding khi ban dang ban m6t san pham ma khach hang cé thé ban lai cho
nguoi khac, do vay khong phai ho chi mua hang ma ho con dang dau tw dé
thu 1gi nhuan hodc phuc vu cho muc tiéu dau tw lau dai. Mot s6 hang hoa
dich vu kiéu nhw thé tat nhién phai ké dén bat dong san, tdc pham nghé
thuat, chitng khoan, kim cwong hang cao, c6 phiéu hay trai phiéu. R6 rang,
ban sé phai thuyét phuc khach hang la sdn pham anh ta cé y dinh dau tu rat
hop v6i xu hwéng phat trién ctia nén kinh té va gia tri cia né sau nay sé
ngay cang l6n hon.
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CHIEN THUAT “SU VIEC SAP XAY RA”

Sau day la mot vi du vé Chién thuat “sy viéc sap xdy ra”. Khach hang: “Gia

ngoi nha nay cao qua!”

Ban: “ T6i dong y vd&i ong mot phan. Gia ngdi nha nay cling giong nhw
nhiéu loai hang héa khac - qua cao. Nhung chinh 6ng la ngudoi dat gia day
cha!”

Khach hang: “Anh noi sao, t6i la ngwoi dat gia v?”

Ban: “Trén thyc té chinh 6ng va tat ca nhitng nguwdi mua nha khac da dwa ra
gia cho ngoi nha do. Vi dy, néu 90% s6 nguwdi tham gia thi tredng nha dat
bong nhién khong can mua nha nita, t6i c6 thé dam bao véi 6ng rang chi
trong vong sau thang gia nha sé gidm dang ké. Tuy nhién thuc té l1a lwgng
nguwoi tham gia vao thi trrdng nay ngay cang nhiéu hon - chi khéng it di va
chinh quy luét cung cau sé dat gia cho ngdi nha nay.

Ong ciing biét ddy, gi4 ca thi trudng bat dong san ludn ludn ting. Tbi tin
chac rang tir nam nay hay 10 nam ntta bat ct Idc nao 6ng mudn ban ng6i
nha nay, ong déu c6 thé ban n6 vdi gia cao hon gia mua hom nay. Néu bay
gio ong tiép tuc dau tw vao ngdi nha, 6ng sé cd thém nhiéu lgi nhuan do
viéc tang gia sau naybdi nhu cau nha & do chinh 6ng va hang ngan nguoi
khac tao ra.”

Mot trong nhitng co hdi dé ban tan dung Chién thuat “sy viéc sap xady ra” la
khi giao dich v6i nhitng nguwoi da kha 16n tubi, ho can phéi tim mot ngoi
nha lic nghi hvu dé “an hwdng” tudi gia. Khach hang cia ban sé mudn tan
huwéng nhitng diéu tot dep nhat trong twong lai khong xa khi ho khéng con
lam viéc nhiéu nita. Vi du, néu nhu ban dang ban mot ng6i nha nghi dudng,
mot ngdi nha bén bd bién hay bd ho, thi ban cé thé két thic thwong vu theo
cach sau: “Thwa 6ng, 6ng no lyc lam viéc suét doi cho cudc song nay trong
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nhiéu nam qua, vay 6ng khong nghi la da dén lic cudc song nay nén lam gi
cho chinh minh v? Va chinh tai san nay sé thuc hién duwgc diéu do”.

DUNG DE HO LAM LOA MAT BAN

Sy tinh tdo tinh than la rat can thiét néu ban mudn nang cao hiéu qua ban
hang. Hay tham gia mot bai kiém tra nhé dé xem c6 dwgc diéu dé hay
khong (né ciing can thiét khi tinh toan lgi nhuan nita).

Chang han, ban la mot ngwoi 1ai xe buyt va khi xuat bén, ban chd 55 hanh
khach trén xe di vé phia nam. Ban di dugc khodng 4 roi 4,4 dam, sau dé ban
ré sang phia dong va di duwgc khodng 3 r6i 3,3 dam. Ban di tiép va ré huéng
nam 2 roi 2,2 dam. Va chang cudi cung ban lai ré vé hwéng déng va ban di
khodng 1 r6i 1,1 dam.

Trong suo6t 10 trinh, ban da di theo hai huwéng khac nhau nhwng ban lai ré 3
lan trong 4 chang khac nhau. Ban da lai xe 4,4 + 3,3 + 2,2 + 1,1 dam, tong
cong chinh xac la 11 dam.

Va day la cau héi danh cho ban (khong can phai xem lai): Dwa vao thong
tin ma t6i vira cung cap trén day, ban hay dién tudi cia ngudi lai xe buyt
vao cho trong nay (t6i nhac lai la phép tinh nay ciing dung dé
tinh 1gi nhuan). Hay tinh toan nhanh va dé ciing la cach ching ta hoc hoi.
Va ngay dudi day ban sé tim thiy cau tra 10i.

DUNG DE HO LAM BAN CHECH HUONG

Néu ban khong quan tdm nhitng thit trén, thi ban da thwc hién rat tot béi vi
toi vira lam ban 16a mat bang cau chuyén trén. Toéi huéng sy chi y cia ban
sang van dé khac bang cach dwa ra cac dit liéu khong lién quan véi nhau
“Ré phia dong, phia nam, r6i lai sang phia dong”. T6i ciling dé cap dén 55
hanh khach va cac con so 4,4; 3,3; 2,2; 1,1 dam va con nhiéu thit ntta. Lic

nay, ban dang ban khoan, vay thi diéu nay c6 lién quan gi dén viéc két thic
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thwong vu? Cau trd 10i: Tat nhién la c6. Nhiéu lan khi khach hang rat thich
va hitng tha véi nhitng san phdm ma ban dang ban, bat chot anh ta nhan ra
rang minh dang bi 16i kéo mua mot thi hang héa ma that ra d6 lai khong
phai la thit anh ta dinh mua.

Day chinh la van dé cot 16i. Anh ta lo sg phai dwa ra quyét dinh dong y mua
hang trong khi khong chac chan la minh c6 nén mua n6 hay khong. Giai
phap ctia anh ta la: Hwéng sw chi y ctia ngwdi ban hang sang cha dé khac
bang cach noi chuyén vé cudc bau ctr tha twéng, toi pham trén dwong pho,
bao lyc trén tivi, va nhiéu thit khac. Ban sé lam thé nao trong truwong hop
nay? Coé hai gidi phap: th nhat, dirng bao gio bé qua muc tiéu cua ban la
ban hang. Tht hai, khi khach hang thay do6i chu dé, ban cling chap nhan sy
thay doi do, duva ra nhitng binh ludn ngan gon va c6 gang lién két n6 dé
khong di chéch hwéng. Vi du, ban cé thé néi: “Dung vay, cudc bau ct thu
twdng rat tha vi va lgi ich tir san pham hay dich vu cta ching t6i cling vay”.

Khi con nhé, thinh thoadng t6i lai thady nhitng con chim bi thwong, vi thé toi
cd gang chay dén bat ching. Tuy nhién, khi t6i dén gan thi n6 gidy giua co
bay lén dwoc khodng vai dam. T6i chay theo né va néi: “tao sé bat dugc
may”. Mot lic sau va cach dé vai dam, con chim d6 quay lai sa xudng t6
ctia n6. Toi da bi con chim me danh lac hwéng khi du toi ra xa khéi cai td
c6 bay chim non cta né!

Thong diép: Pung dé cho khach hang danh lac hwéng ban bang cach thay
do6i chu dé va dwa ban ra xa van dé ma ban dang muén noi dén. Hay ludn
ghi nh@ trong tam tri la khi néi vé chu dé khac ciing rat t6t nhung ban sé
khong gitip dugc ai cd néu nhw ban khéng dwa ra cho khach hang mot giai
phéap cho van dé ma anh ta gap phdi. Va giai phap cho van dé dé la hang
héa va dich vu cua ban.

Cau tra 10i cho cau héi & trén: Ban da dién tudi ctia ngudi 1ai xe - 1a ban day
- trong 0 trong dé chwa? Néu chwa, ban nén cam thidy xau hé mot chut vi t6i
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da ndi v6i ban ngay tr dau rang “ban la mot nguwoi lai xe buyt...”.
SU THANH CONG TAP TRUNG VAO MOT MUC TIEU DUY NHAT

Hay tap trung vao van deé then chét. Cau chuyén sau ké vé mot nguwdi cha
song & canh dong co trén swon ndi @ Thuy S1 dwa ba dita con trai ra thé gigi
bén ngoai. Trwdc khi ho di, nguwdi cha dwa cac con dén swon doc va bao
chiing mang theo cung tén. Ong néi véi ngudi con ca: “Hay nhdm tring vao
cho con chim dang dau trén mat dat cach day 50 mét”. Anh ta da lam theo
chi dan. Ngudoi cha héi: “Con thay nhitng gi?”. Anh ta dap: “Con thay
duwong chan troi, nhitng dam may tuyét dep, vi tru bao la”. Nguoi cha dap:
“Rat tot, bay gio con hdy ha cung tén xudng”.

Ong huéng dan ngudi con thit hai nang cung 1én va nhdm vao con chim va
anh ta cting lam nhuw thé. Sau d6 6ng lai hoi anh ta cling cau héi d6. Anh ta
trd 10i: “Con thay ngon nui rat dep, nhitng thung liing thoai thodai, phong
canh nén tho bao pha day cé”. Nguwoi cha néi: “Rat tot, con hay ha cung tén
xuéng”.

Ong ciing hwéng dan ngudi con Gt nang cung tén 1én va nhdm vao con chim
va anh ta cling lam nhw thé. Sau d6 6ng hoi anh ta cling cau héi do: “Con
thay nhitng gi?”. Anh ta tra 16i: “Con thay diém noi lién gitta doi canh véi
co thé con chim”. Va anh da ban miii tén tring ngay con chim do.

Hay nhd rang, khi ban dang giao dich v&i khach hang, ban chi c6 mot muc
tiéu duy nhat: phuc vu ho bang san pham va dich vu cua ban.
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Chwong 34: NHUNG CHIEC CHIA
KHOA QUAN TRONG GIUP BAN KET
THUC THUONG VU THANH CONG

Trong s6 nhitng chia khéa dé thuyét phuc nguwoi khac, “kién tri” la chia
khoa thwong bi ngudi khac hiéu lam nhiéu nhat. Rat nhiéu ngudi nghi rang
mot nguwoi ban hang kién tri la nguwoi “ly lgm” va “néi dai” vi anh ta thuong
néi véi ho: “A, 6ng biét 1a sém hay mudn gi 6ng ciing s& mua hang ctia tdi,
vay ong hay KY VAO DAY!” hodc “Ong biét 1a 6ng muén mua né ma, vay
ong hay KY vao hop dong di, thwa 6ng!” hodc “Céach duy nhat dé c6 duogc
san pham cta t6i 1a KY VAO DAY, vay moi 6ng KY CHO NAY!” Thuyec ra,
d6 khong phai 1a sy kién tri. D6 la hanh dong gay ap luc thang thirng 1én
khach hang. T6i da dé cap dén chua dé nay trong chwong 4 va bay gid, chiing
ta hdy cung xem thé nao la kién tri thyc su.

Kién tri 1a mét ditc tinh tot, nhung tir “niém tin” m&i chita dwng nhiéu y
nghia hon. Néu ban thyc sy tin twéng rang san pham cda ban cé thé gidi
quyét van dé cho khach hang, ban sé khong ngirng thuyét phuc ho mua
hang vi 1gi ich cua chinh ho. Ban sé lam viéc d6 mot cach chuyén nghiép,
hoa nh3, lich sw, va ratkién tri.

CHIEN THUAT “AP LUC TU NIEM TIN”

Mot vai nam trdc, tir kién tri mang mot y nghia khac doi vai t6i. Lic do,
t6i dang thire hién nhitng chuyén dién thuyét vong quanh nuéc Uc va toi da
gap John Nevin, gidm doc diéu hanh cua cong ty Bach khoa toan thv World
Book lic bdy gio. Anh da ké cho t6i nghe cau chuyén “tay trang lam nén”
ctia minh. D6 1a khi anh bat dau sy nghiép cta minh tai World Book véi tw
cach mot ngudi dai dién ban hang ban thdi gian. Anh ban nhitng cuén bach
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khoa toan thuw vao budi chiéu va budi t6i ¢ nhitng khu vire nhat dinh. Sy tan
tuy, cham chi va tri oc linh hoat da giup anh nhanh chong dat dugc thanh
cong trén nac thang danh vong va hién tai la vi tri gidam doc diéu hanh.

|

m

il
Khi méi budc chan vao su nghiép ban hang & World Book, c6 lan John dén
gdp mot gia dinh nhap cuw géc Bitc dé moi ho mua hang. Boi vo chong kha
16n tudi va c6 mot cau con trai, trong ho giong 6ng ba cia thang bé hon la
cha me n6. Ho két hon kha mudn, va dita con trai dau tién va duy nhat cta
ho ra doi khi nguwoi vo da bon muwoi hai tudi.

“CAM ON, CHANG TRAI TRE”

John dén cudc hen vao lic tdm gio t6i, va khi anh két thic thwong vu thi da
qua nita dém. R4t hiém ngwoi ban hang nao lwu lai nha khach hang 1au dén
thé. John néi vai t6i: “Zig nay, sau khi toi két thic cudc mua ban, ngwoi vo
tham chi con ho tong toi ra dén tan cong bdi nha ho c6 mdt con cho rat 16n
trong san. O’ bén ngoai canh cong, ngwdi phu nit thap va dam nguoi dé da
tién dén, dat tay 1én vai toi va néi bang thi giong Pirc kho hiéu nhv sau,
“Cam onnn, chang trai tré, vi da kién tri gidi thich cho dén khi ching t6i
hiéu dugc rang nhitng cudn sach nay rat cé ich cho con trai chiing t6i. Cam

onnn, cam onnn, cam onnn!”

John va doi vg chong dé da c6 mot budi néi chuyén rat khé khan bdi vi ho
van chua thue sy thong thao tiéng Anh. John phai néi rat cham va luon phai
nhac lai nhitng gi minh vira n6i. Cubi cung, ho ciling hiéu dugc rang cuon
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bach khoa toan thw sé gitp ich rat nhiéu cho viéc hoc hanh cuia con trai ho.
John noéi: “Anh biét day, to6i ghét phdi nghi rang minh da danh mat mot
thwong vu béi vi t6i khong thé giao tiép vdi khach hang va ho khong thé
hiéu chinh x4c sdn pham cua toi sé giup ich dwgc cho ho nhw thé nao”.

Thong diép la: Mot chuyén gia ban hang dich thyc luon mong mudn khach
hang s& hitu san pham cta ho, dén mic anh ta sé no lwc khong nging dé
khién khach hang quyét dinh mua ching.

La mdt nguwoi ban hang, ban ciling phai hiéu rang khach hang nhiéu lan bi
thuyét phuc mua sdn pham ma ho da cé roi. Ho mac phai sai 1am dé trudc
day bédi vi ho da dwa ra quyét dinh qua nhanh chéng. Va nhitng gi ho muon
biét la: “ Liéu anh [ngwdi ban hang] c6 thyc sy tin rang sdn pham ctia anh
sé mang lai 1gi ich cho t6i,hay anh chi dang c6 ban né cho t6i dé kiém lgi
cho minh?”.

HAY CHAC CHAN LA BAN SE VUOT QUA SU KIEM TRA CUA
KHACH HANG

Dboi khi khach hang dwa ra nhitng cau hoéi duong nhuw chang cé y nghia gi.
D6 la béi ho dang c6 gang tim hiéu xem liéu ban cé dang lira gat ho bang
cau chuyén ban vira ké khong. Ho dang kiém tra ban ddy. Nhiéu lan sau khi
noéi chuyén vdi khach hang rat 1au to6i méi cé duge thuwong vu. Lic do ho
nhin thang vao t6i, mim cwdi va néi: “T6i sé mua hang cua anh. Toi chi
muon nghe xem anh néi gi dé thuyét phuc t6i thoi”.

b6 1a nhitng gi khach hang néi,nhung t6i tin la ho dang thuc sy kiém tra
xem liéu t0i c6é tin twdng mot cach siu sac la san pham cua toi sé€ gitp ich
cho ho khong. Hay nhé cau néi sau ctia Cavett Robert: “Niém tin sau sac

quan trong hon kha nang hung bién va nghé thuat ban hang cua ban”.

MOT VAI SUY NGHI VE TU “AP LUC”
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Moi nguwoi thwong néi rang nhiéu khi khach hang sé kiém tra ban it nhat ba
lan vi ho to mo mudn biét ban sé noi gi, va toi tin do la sy that. Ro rang la
do6i v6i mot vai khach hang, dac biét la nhitng ngwoi khong co kién thitc vé
nghé ban hang, ho sé xem viéc ngwoi ban hang khong rit lui sau khi nghe
tiéng “khong” dau tién cia ho la anh ta dang tao “ap lwc” 1én ho.

O chuong 29, t6i dd noi dén viéc 1am thé nao dé ban “duwoc phép” gay ap
lyc 1én khach hang nén t6i sé khong ldp lai & phan nay nita. Nhung toi
muon chi ra mot sy that 1a, trong nhiéu nam qua, t6i da héi hang tram nguoi
vé cam nhan cta ho vé “ap lyc” va téi nhan dugc hang tram cau tra 101 khac
nhau. Nhitng ngwdi ban hang néi rang chinh ho ciing khong thich nhitng
nguoi ban hang luon tim cach gay ap luc len khach hang, nhung duong nhu
ho khong thé xac dinh duwgc nghia chinh xac cua tr “ap luc”.

Toi tin rang tw “4p lwc” khong c6 y nghia gi nhiéu déi vGi ching ta, nhitng
nguwoi ban hang, nhung khach hang cta chung ta thi nghi khac. Ho nghi sao
vé tir nay? D6 cling la mot 1y do khién t6i luon ludon nhac nhé rang ban can
phai nhay cdm v@i suy nghi ctia moi ngwoi. Mot khach hang cé thé sé cam
thay cuc ky khoé chiu néu ban dwa ra hét 1y do nay dén ly do khac dé thuyét
phuc anh ta mua hang. Nhung nhitng nguoi khach hang khac lai quan tam
dén diéu do6 va ho to ra rat hai long khi thdy ngwdi ban hang nhiét tinh va
quan tam dén cong viéc cua ho nhw vay. Ho ciling hai 1ong khi nguwoi ban
hang thé hién niém tin manh liét la ho sé nhan dwoc nhiéu lgi ich néu mua
hang cua anh ta vi vay anh ta sé no6 lic khong ngirng dé tién hanh thuwong

VL.
CAU CHUYEN “GAY AP LUC” TUYET VOI NHAT TOI TUNG NGHE

Trong cudn sach Lam thé nao dé nhan do6i thu nhap va niém hanh phiic cua
ban trong nghé ban hang (How I Multiplied my Income and Happiness in
Selling), Frank Bettger da giai thich tw “ap luc” theo cach sau: “T6i khong
muon nguwdi khac cé an twgng rang toi la mot nguwdi ban hang ludn tim cach
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gdy ap luc lén ho. D6 1a néu t6i hiéu dung nghia ctia cum tw “gay ap lwc”.
Chi can t6i khong qua chu trong vao ban than va nhitng 1gi ich t6i sé dat
duwgc sau khi ban dwgc hang, dong thoi luén quan tdm dén khach hang va
lgi ich cda ho, t6i sé khong lo s¢ rang t6i dang khién khach hang c6 an
twgng vé téi nhw mot ngwdi ban hang luén tim cach gay ap luc 1én ho”.

Hay cung thr xem xét xem tinh hudng sau day c6 phai la ban dang gay ap
lyc cho khach hang khong? Ban lam nghé kinh doanh bat dong san, ban vira
gidi thiéu cho mot doi vo chong mot ngdi nha tuyét dep va rd rang la ho rat
thich n6. Ngoi nha chinh la nhitng gi ho hang mo wéc, nhwng ho van con do
dv. Ho la nhitng khach hang nha nhan, lich sy, va than thién nhung con e de
khi dwa ra quyét dinh. Vé ca nhan minh, ban thwc sy nghi rang cé it nhat
mot doi vo chong khac rat yéu thich ngoi nha do. Va nhitng gi ban lam véi
d6i vo chong hién tai 1a mim cwdi v6i ho va néi: “O, t6i khong mudn héi
thiic 6ng ba chit nao va chac chan la t6i cting khong muén gay ap lwc budc
ong ba phdi dwa ra quyét dinh ngay lic nay. Vay ngay khi 6ng ba c6 quyét
dinh, xin vui long goi cho t6i, dwgc ch?”. D6i vo chong dé tra 10i 1a ho
thyc sy danh gia cao sy quan tam cua ban va ho sé quay lai vao hom sau.

Van dé ¢ day la: Ngay chiéu hom do, mot cap vo chong khac da dén gap
ban. Ho rat thich ng6i nha va quyét dinh mua né. Ban sé lam thé nao? T6i
tin rang sé khon ngoan va chuyén nghiép hon néu ban noéi véi doéi vg chong
lic dau theo cach sau: hdy chi cho ho thdy mot cach chan thanh la ban
muon ho dwa ra mot quyét dinh ding dan va ban khong muén ho cam thay
bi thiic ép. Tuy nhién, néu ho thyc sy yéu thich ng6i nha, ho nén lam diéu gi
d6é dé dam bao rang ngdi nha sé thudc vé ho, bdi vi mét cap vo chong khac
c6 thé cling yéu thich ngbi nha va quyét dinh mua né cting vi chinh nhitng
ly do ma ho thich ngoi nha.

V@i cach lam nay, ban sé khién khach hang cam thay hanh dién doi chuit béi
vi ban da ca nggi con mat danh gia ctia ho - dé la viéc ho thich ngéi nha vi
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nhitng ly do ma ngudi khac cling phai dong tinh. N6i ngan gon, ca hai cap
vo chong déu cé “d6i mat tinh twong”.

HAY LAM NHUNG GI TOT NHAT cO THE CHO KHACH HANG
CUA BAN

Nam 1981, m6t nguwdi ban than va ciing la doi tac kinh doanh ctia t6i di gap
nha si. Theo chan doan cda nha si, anh ay can phai bit chin cai rang. Ban
biét day, viéc do ton kém rat nhiéu thoi gian va tién bac, vi vay ban t6i da
héi xem nhitng chiéc nao can phai nhanh chéng bit tredc. Vi bac si tra 1oi
rang nam cai can phai chira tri ngay lap titc, va bon cai con lai thi chwa qua
mutc cap thiét. Sau khi biét diéu dd, anh ay quyét dinh khong chira toan bo
chin cai rang ma chi chita nam cai thoi.

MGt vai nam sau, anh ban t6i van chwa chita bon chiéc rang con lai. Cau héi
dat ra la: ngudi nha si do c6 tay nghé xuat sac hay c6 kha nang ban hang
tuyét voi? Cau trd 10i la: khong, 6ng ay da that bai véi ca hai vai tro do. Véi
tw cach 1a mot nguwdi ban hang, mot cau hoi don gian dat ra 1a so6 tién thanh
toan cho to hoa don cua ban t6i c6 duwgc coi la mot trong nhitng 1gi ich ma
ong dy sé dugc hwdng khong? Nhitng chuyén gia vé rang miéng khac néi
vdi toi rang c6 ba thiye té quan trong lién quan dén viéc tri hoan chita tri bon

chiéc rang con lai.

Trudc hét, viéc chita tri tirng phan sé khong bao gio mang lai két qua toi wu
va hinh thitc dep cho nhitng chiéc rang bang viéc chita toan bd mot lan. Noi
ngan gon, néu nguwoi nha si do bit toan bo chin cai rang cing mot lic thi
viéc chira tri sé thanh cong my man hon vi mau sac cta nhitng chiéc rang sé
rat dong déu. Thit hai, mot hodc hai trong sé bon chiéc rang con lai cé thé
bi héng di nhanh chéng va ban t6i sé phai nh6 bé chiing di. Médc du co hoi
dé diéu nay xdy ra la rat thap bdi vi anh ban t6i thudng xuyén dén nha si
kiém tra sau khi bit nam chiéc rang dau tién nhwng khong c6 nghia la né sé
khong xdy ra. Va khi dén kiém tra, vi nha si dé ciing thwong xuyén dé cap
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dén viéc anh ta can phai bit not nhitng chiéc rang con lai nhwng 6ng ay
khong hé goi y mot lich hen cu thé. BGi vi ngudi nha si dé6 da vo trach
nhiém v@i nhu cau ctia khach hang, nén anh ban to6i cling chang dé y dén
viéc bit not nhitng chiéc rang “cé nguy co” con lai ciia minh.

Vé mat chita tri, chdc chan chi phi cho viéc bit rang sé tang 1én dang ké
trong khodng thoi gian giita lan chita tri nam chiéc dau va lan chita bon
chiéc con lai. Thit ba, thoi gian dé chita tri ca chin chiéc rang mot lan sé
ngan hon nhiéu néu phai chita lam hai lan - mot Ian nam chiéc va mét lan
bon chiéc. R0 rang, khi nha si khuyén khich bénh nhan ctia minh phdi chita
tri ngay tirc khac, anh ta c6 thé gap mot so6 kho khan, rai ro nhat dinh. Tuy
nhién, khi hanh dong cta khach hang hay bénh nhan phu thudc vao 10i
khuyén ctia ban, ban nén san sang chap nhan nhirng rui ro do.

BAY GIO BAN GAP PHAI HAI VAN bE

Néu c6 dau hiéu cho thdy khach hang cia ban dang tré nén kho chiu khi
ban kién tri thuyét phuc ho, hay mim cwdi va néi: “Thwa 6ng, khi chiing ta
bat dau noéi chuyén, ong chi gap phai mot rac roi. Nhwng bay gio 6ng lai co
dén hai van dé, bdi vi ong dang c6 gang tim cach thoat khéi t6i”. Hay nhg
rang ban phai mim cwdi khi n6i nhitng 16i nay. “Van dé thi hai ctia ong rat
dé giai quyét. Tat ca nhitng gi 6ng phai lam la yéu cau t6i roi khoi day va
toi sé bién mat trong nhay mat. Nhung néu lam nhu vay, 6ng van con mot
van dé can gidi quyét. Vay tai sao chung ta khong ngoi lai thém it phuit va
xem liéu c6 cach gidi quyét nao khong.Biéu dé la rat hgp ly, phai
khong?”hodc “Diéu dé c6 y nghia vdi ong chii?”.

Mot cach gidi quyét khac la: “Xin 6ng ding hiéu 1am. Toi & day khong phai
dé mang lai cho 6ng thém rac roi nao ca - ma téi ¢ day dé giip ong thoat
khoi nhitng rac réi hién tai. P6 cling chinh la 1gi ich ma sdn pham ctia
ching t6i mang lai va d6 la nhitng gi 6ng muon phai khong, thwra 6ng?”.
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Mot 1y do tuyét voi dé ban kién tri véi khach hang cia minh 1a ban sé thyc
st hoc dugc nhitng ky nang ban hang nho anh ta. Nhv t6i da noi, nhitng
khach hang kho tinh nhat 1a nhitng nguwoi thay gioi nhat. Chi nhitng khach
hang kién quyét khéng chiu mua hang méi budc ban phai st dung su sang
tao, nhitng k§ nang va nhitng kién thitc ban da tich Iy dugc bay lau nay.

Hay nhin van dé theo mét khia canh khac. B6i khi, khach hang cam thay
niém tin cta ho vao san pham ban ban khong hé ro rang va ho khong thuc
sw mong muon s hitu chiung. Ho khong chac chan liéu ho c6é nén thuc sw
tin twédng ban khong, vi vay ho lién tuc dwa ra nhitng cau hoi khong hé lién
quan dén van dé cho du ho cé lang nghe ban hay khong.

Luc dé, mot vai khach hang da nghi s€ héi nhitng cau héi c6 vé nong can va
hoi hot dé xem ban sé phan ng nhw thé nao. Ho mu6n xem liéu ho c6 thé
“lam ban phat dién 1én” khong. Ho muén kiém tra xem ban c6 lap lai ding
nhitng diéu ban da n6i ngay tir dau budi gap go khong. To6i khuyén ban nén
canh giac vdi diéu do.

Néu khach hang 13p lai ding mét cau héi, ban dirng nén néi: “O, nhv toi da
giai thich ngay tr dau...”. Vi cau néi do, chang khac gi ban dang giéu cot
khach hang la mot ké ngoc vi da khong chiu lang nghe ban va chac chan la
chang c6 cach nao dé goi mot ngwoi la thang ngéc mot cach nha nhan va
lich sy ca. Khi khach hang ldp lai ding mot cau hoi, ban can phai té ra that
ngac nhién va néi: “Oi trdi! Thao nao cho dén gid dng van do dy khong dwa
ra quyét dinh. D6 mdi la mot van dé quan trong. Toi rat vui mirng khi ong
giai bay diéu do, bédi vi khi ching ta lam sang té van dé, moi nghi ngo cta
ong sé dugc xo6a tan”. Va, sau khi lam sang té van dé, ban hdy néi: “Diéu
nay da d& bo trd ngai va khién 6ng muon sé hitu san pham nay, phai khong
thua 6ng? Vay bay gio 6ng muodn toi giao hang bang may bay hay bang xe
tai?”.
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Vang, su kién tri chinh la mot chia khoa quan trong. Hay hoc cach st dung,
nhung dirng lam dung né. Hay nhd rang nhitng ngudi kién tri sé chién thang
bdi vi ho tin vao san pham ctia minh.

CHIA KHOA “SU KHICH LE”

Chia khoa thit chin dé két thiuc thanh cong thwong vu la chia khoa “Sy
khich 1€.” Chac chan néu ban da nhin thay t6i, ban sé dé y thay nhitng chiéc
khuy mang-sét bang kim cwong hinh miii tén ma Toc D6 da tang t6i nhan
ky niém 25 ndm ngay cuwdi cua chiing t6i. Toi thi nhan rang cho du bao tha
dén thé nao, do6i vdi toi do la nhitng chiéc khuy kim cwong dep nhat (khong
phai 16n nhat) trén thé gidi.

Khi nang tang t6i nhitng chiéc khuy mang-sét danh cho loai 4o so mi c6 c6
tay kiéu Phap, von khong phd bién lam vao thoi do, t6i da phdi dén hang
chuc cira hang quan 4o & Dallas dé tim kiém mot chiéc 4o so mi c6 co tay
phu hgp, nhung khong tim ra. Khong chi vay, nhan vién ban hang ¢ nhitng
ctta hang dé con lich sy mai toi thue hién cong viéc “tim kiém” dé & noi
khac. Mot cude doi thoai dién hinh véi ho dién ra nhu sau.

Zig: “Anh c6 4o so mi c6 co tay kiéu Phap khong?”

Nhan vién ban hang (anh ta chac chan khong phai la nhitng nguwdi ban hang
duoc dao tao bai ban): “Khong, ctta hang ching t6i khong ban loai ao do.”

Zig: “Vay anh c6 biét cira hang nao ban kiéu 4o dé khong?”

Nhan vién ban hang: “Téi khong biét. Ong khong thay t6i dang néi chuyén
v&i anh ban nay hay sao? Toi dang ban lam!”

Cuoc doi thoai “nho nh6” ctia chiing t6i dién ra dung ting chit nhw trén.
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Mua xuan ti€p do, t6i cd budi néi chuyén theo 16i moi cia Phong Thuwong
mai tai Burlington, Iowa. Sau bu6i néi chuyén, t6i tinh cd nhin thdy mot
nguwoi dan 6ng mac mot b6 com-1é mau trang ma toi rat thich, vi vay toi héi
ong dy noi 6ng dy da mua né. Ong ay bao & mot cita hang Glasgow Clothier
do mot nguoi ten la Doyle Hoyer sé hitu, tai Fort Madison, Iowa. Toi noi
véi 6ng dy rang toi sé dén ctra hang d6 ngay ngay mai va mua mot bo giong
nhw thé. Khi nghe vay, 6ng ay noi: “Toi cling c6 viéc can dén dé sang mai,
toi sé dua anh di cung”.

Ngay hom sau, khi toi gap Doyle Hoyer, ching toi da c6 mot cudc noi
chuyén ngan dién ra nhv sau:

Zig: “Doyle, anh c6 bd com-lé trang nao khong?”

Doyle: “C& cua anh la bao nhiéu?”
Zig: “T6i mic c& 41.”
Doyle: “O, t6i van con médt bo ¢& d6 day.”

Sau dé anh dy nhanh chéng di vé phia ta trung bay nhitng bd com-lé trang,
lay ra mot b, wém thit né 1én ngudi toi dé kiém tra xem cé vira khong. Bo
do vira van hoan hao véi toi. Bay gio tat ca nhitng gi anh dy can lam la 1én
gau quan va toi sé budc ra khoi ctra hang d6 véi bo com-1é that wng y trén
tay.
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Khi Doyle 14y s6 do cho t6i, t6i héi: “Doyle nay, bao lau thi t6i sé 1dy dugc
bo com-lé nay?

Doyle: “Zig, anh sé khong roi khoi day trong vong hai gio t6i dung
khong?”

Zig: “Khong, t6i van con & day trong vai gio nita.”
Doyle: “Vay trude khi roi khoi Iowa, anh sé c6 bo com-1é nay.”

Ro6i anh ta dwa bo com-1é cho mét chang trai tré va n6i: “Cau mang bo nay
lén tang trén va néi vGi anh thg may rang t6i muon n6é dwgc hoan thanh
ngay lap tire”.

Chi trong chép mat, Doyle quay lai nhin t6i va néi: “Gid, t6i c6 mot s6 thi

ma t6i thwe sy muon cho anh xem”.
CHIEN THUAT “TOI CO THE KIEM CHUNG CHO ANH”

Khi két thic viéc mua sam, t6i budt miéng néi véi Doyle ma khong suy
nghi gi cd: “Nhan tién, Doyle nay, anh c6 4o so mi c6 cd tay kiéu Phap
khong?”. Doyle da cho t6i mot cau tra 16i hoan toan khac v6i nhitng gi toi
da nhan dwogc tir nhitng ctra hang quan ao & Dallas.

Anh noi: “T6i khong c6. Nhung t6i c6 thé kiém duwgc kiéu do do cho anh”.
Dbo6i vai mot ké dang tim kiém trong vo vong nhu t6i, nhitng 10i néi dé thuc
si la nhitng ngén tir tuyét voi nhat. Truede khi roi khoi cira hang do, t6i da
mua hai b com-1€, nam chiéc quan thung va toan bg phu kién di kém.

Vai tuan sau, Doyle goi dién cho t6i va hoi: “Anh da nhan dwoc 4o so mi
chwa?”

Zig: “T6i nhan dugc roi.”
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Doyle: “Anh c6 hai long khong?”
Zig: “Tuyét voi, t6i rat thich!”

Khoéng hai tuan sau do, khi dang & san bay cuia thanh pho Kansas, t0i thay
mot nguwdi dan 6ng mac mét bo com-1€ dep tuyét. (Bay gid, chac cac ban da
hiéu t6i chon quan do cho minh bang cach nao roi chit.) Téi dén bat chuyén
v6i anh ta, khen nggi bo do anh ta dang mac, va héi thong tin vé né. Anh ta
rat cdi m@ noi cho td6i moi thong tin lién quan dén nhan hiéu va nguon goc
bd com-1é db. Sau khi c6 dwgc nhitng thong tin vé nd, toi goi cho Doyle va
héi xem liéu anh c6 kiéu com-1é d6 khong. Doyle dap: “Khong... nhung toi
sé kiém dugc kiéu com-1é do6 cho anh”.

Mot vai tuan sau, Doyle goi lai cho t6i: “Anh da nhan dwgc bo com-1€é do
chwa?”

Zig: “T6i nhan dugc r6i.”
Doyle: “Anh c6 hai long v6i n6 khong?”
Zig: “Tuyét voi, toi rat thich!”

Khoadng mot thang sau, t6i lai goi dién cho Doyle, nhung lan nay, ngay khi
nhac may, anh hoi mot cach hao hitng: “Zig! Anh van dung s6 cii day
cha?”.

Zig: “bung vay.”
Doyle: “T6i dang dinh goi dién cho anh...”
Zig: “A, va toi biét chinh xac nhitng gi anh s&p néi véi toi day.”

Doyle: “That sao?”
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Zig: “Chac chan! Anh sé n6i véi toi la anh vira nhan dwgc mét chuyén hang
gom nhitng bo com-1é tuyét dep va it nhat 1a mét ta trong s6 do c nhw thé
la dugc may riéng cho t6i vay. Anh da dién tén cta t6i 1én nhitng bo com-1é
d6 va gui ching téi Dallas dé toi c6 thé chon ra mét bé wng y nhat va gui
tra nhitng bo con lai cho anh.”

Doyle: “Zig, anh dung la mot thiéen tai!”

Gio t6i mudn ndéi mdt diéu quan trong. Toi khong phdi 1a mot nguwdi mu
mau, nhung khiéu tham my cta toi rat kém. Pon gian 1a t6i khong biét két
hgp mau sac cho nhitng bo trang phuc. Doyle biét diéu d6 va anh ta chon ra
mot bd com-1é kém theo 4o so mi, ca vat va tat, va roi gii tat ca cho toi kém
theo mot mau gidy ghi chi nhu sau: “Zig, nhitng thit nay di v6i nhau la mot
su két hgp hoan hdo day”. Gio thi toi da hiéu diéu Doyle muon noéi khi gui
mau gidy d6. That may man, Téc Do cua téi la ngwoi biét cach két hgp mau
sdc rat nhuan nhuyén nén nang thwdng gidp t6i vu mau sac nay mot cach dé
dang.

CHIEN THUAT “TOI SE BPOI XU VOI ANH MOT CACH THOA
DANG”

T6i sé khong bao gid quén duge lan Doyle goi cho t6i va say swa noi vé
mot chiéc 4o khoac thé thao bang vai cashmere[12] mau xanh bién. Khi anh
két thic bai hung bién day nhiét tinh ctia minh, t6i e rang gia cta chiéc ao
c6 thé sé chang khac gi s6 tién vién trg nwéc ngoai cho khu vie Ha
Slobovia, vi vay t6i héi: “Doyle nay, vay “tdc pham” xuat sac dé gia bao
nhiéu?”. Doyle: “Dirng lo vé chuyén dé, Zig, anh biét toi ludn doi xr véi
anh mot cach théa dang ma”. Thyc ra, t6i khong hiéu tai sao minh phdi lo
lang, béi vi Doyle ludn luén cho t6i mot cau trd 16i giong nhau. T6i can
phai néi thém rang anh c6 quyén trd 10i t6i nhw vay vi sau nhiéu ndm quen
biét nhau, anh ay da tao duoc sy tin twéng & t6i.
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Cum tw “doi x* mot cach théa dang” c6 nghia la gi? Nghia la anh dy sé
thang than, thanh that, khong gidu giém diéu gi vdi tdi, nhung khong co
nghia la Doyle sé chia sé 1gi nhudn véi téi. Toi biét Doyle Hoyer can va
xing dang c6 lgi nhuan qua cac giao dich thanh cong vdi khach hang.
Nghia la anh sé lam viéc vGi khach hang theo cach sao cho ho sé quay lai
mua hang cua anh nhiéu lan nita. Doyle qua la mot ngwoi ban hang dang
cap cao.

CHIEN THUAT “VA SAU bO”

Doyle da hiéu dwgc ba tir vi dai nhat trong nghé ban hang: va sau dé (and
then some). Anh ludn gilt diing moi 10i hita ctia minh va ca nhitng cam két
va hanh déng sau d6. Nhitng bd quan 4o anh ban thuc sw chat lwgng va
tuyét voi nhuw nhitng gi anh da néi vé ching. N6i ngan gon, nhitng gi Doyle
Hoyer mang dén cho khach hang con 16n hon ca nhitng bd quan 4o ma anh
da ban cho ho.

Dbiéu quan trong thit hai toi mu6n dé cap dén la: Khong c6 thuwong vu nao la
“nhé” ca. Khi Doyle ban cho t6i sau chiéc 4o so mi, anh khong thé nao biét
duwgc thwong vu do sé mang lai nhitng gi vé sau vi t6i chi la mot ngudi la
mat song cach ctta hang cua anh hon 1.200 km va anh chwa bao gio nghe
néi vé toi tredc d6. Nhung Doyle da doi xtr vdi toi theo cach lam téi tin
rang chac chan toi sé cé dugc nhitng gi t6i muon va t6i hai long vé diéu do.

Vao ldc nay, t6i khong thé nhd duwge Doyle da ban bao nhiéu bd quan ao
cho t6i. Va t6i cang khong thé biét anh da ban dugc thém bao nhiéu nho toi
cho dén mot ngay kia anh néi véi téi rang moi tuan anh nhan dwgc tir mat
dén mudi cudc dién thoai nhd nhitng 10i gidi thiéu caa toéi. Gio day, t6i c
thé néi mot cach vo cung ty tin rang doanh s6 ban hang cta Doyle lic nay
phai virgt qua con so6 ntra triéu do la. Mdt so tién 16n duwgce bat dau tr mot
thwong vu “nho”. Va khi cau chuyén nay duwgc in ra va xudt ban, ai biét
dugc con so d6 da 16n téi mitc nao.
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bé lam ro hon quan diém “khoéng c6 thwong vu nao la nhé ca”, t6i xin ké

mot cau chuyén vé mdt vu mua ban bat dong san “nhd”:

Mot doi vo chong tré lién hé v@i vai nguwoi kinh doanh bat dong san &
Georgetown, bang Texas dé tim thué mot can hd. Béi vi khai niém “nha cho
thué” thoi bay gio hau nhw chwa xuat hién, nén khong mot ai quan tam dén
10i dé nghi ctia ho. Cudi cung, ho dén van phong cta cong ty McLester &
Grisham. Thay vi ché giéu ho, Dennis Robillard, nhan vién kinh doanh bat
dong san ctia cong ty d6 da to ra rat quan tam va noi vdi ho rang anh ta sé
co gang gilp do.

Sau khi goi nhiéu cudc dién thoai, cu6i cing Dennis cling tim dwgc mot can
h6 phu hgp cho d6i vg chong dé va gidp ho chuyén dén choé & méi. Ho té ra
rat cdm kich va dé nghi anh ta tim giip m6t ngdi nha dé song dén cudi doi
véi mic gia khoang 400.000 do la. Poi vg chong do c6 khodn thu nhap
hang thang khoang 10.000 d6 la tir cong viéc & mot hang van chuyén bang
0 t0 tdi mdi thanh 1ap. Thém vao dé, ho con dugc thira ké mot khu dat cé
dién tich 46.000 mau Anh rat giau uranium.

Thong diép & day la: hay doi x v6i moi nguwdi nhw thé ho 1a mot khach
hang quy gia vi ho thwe sw 1a mot khach hang nhw thé, hoac sé nhw thé tw
cach doi xit caa ban.

Chia khoéa “Sy khich 16” 1a m6t chia khéa v6 cung quan trong. D6 c6 thé la
nhitng c chi nhé nhw viéc mim cwoi hay thai do dé chiu khi lam viéc véi
khach hang, hodc dé ciling c6 thé lién quan tdi nhitng van dé 1é6n hon qua
mutc chiét khdu néu khach hang chi trd bang tién mat. Theo suy nghi cta
toi, sy khich 1€ 1a mdi lién hé giita cd nhan ban va khach hang, 1a nhitng ct
chi lich sy nho nhé ma ban thé hién vGi khach hang. Biéu d6 giip cudc
song riéng tw hay cong viéc cua khach hang tré nén dé chiu va thoai mai
hon.
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CHIiA KHOA QUAN TRONG NHAT

To6i c6 thé n6i khong mot chit nghi ngo rang chia khéa thit mudi ma toi sap
gidi thiéu ra day, la chia khoa quan trong nhat. D6 la chia khéa “Sy chan
thanh”. Néu ban la mdt chuyén gia ban hang thanh cong, chac chan ban da
c6 kinh nghiém nay ro6i. D6 la khi khach hang n6i véi ban rang: “Anh biét
day, t6i thuc sy khong hiéu tai sao t6i lai mua hang cua anh. Da c6 ba hay
bon nguwoi khac c6 gang ban cho toi loai sdn pham twong ty nhung déu
khong thanh cong” hodc: “T6i khong hiéu tai sao toi lai hop tac cung anh,
bé&i t6i da cong tac v&i mot ngwdi ban hang khac trong nhiéu ndm nay”. Khi
khach hang néi nhitng cau nhu vay, nghia la ho dang néi rang: “T6i tin
twédng ¢ anh”. Va doé la khi khach hang cia ban dang xac nhan lai diéu ma
toi da noi rat nhiéu lan trong cudén sach nay. Nhan td6 quan trong nhat cia
quy trinh ban hang chinh la ban than ngwoi ban hang.

“USUCHAN THANH

Ban c6 thé nh¢ lai rang ngay tir dau cudn sach nay, to6i da n6éi mot cach ro
rang la chung ta sé khong chi thao luan tGi quy trinh ban hang, ma chung ta
con n6i dén mot diéu quan trong hon thé, do la nguwdi ban hang. Sy tin
twdng la diéu thiét yéu va sw chan thanh la chia khéa dé mé canh ctra “To6i
tin twong anh”.

“ONG AY BIET RO TAC GIA”

Nhiéu nam truwdc, Charles Laughton, mot dién vién noi tiéng ngudi Anh, da
c6 mét chuyén lru dién vong quanh nwéc My, doc Kinh thanh tredc mot
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lvgng 16n khan thinh giad. Anh la mot dién vién tai nang v@i phong cach
“Shakespeare” va ky thuat dién xuat tuyét voi. Toi chira bao gio c6 vinh dw
duwgc nghe anh doc Kinh thanh, nhwng néu té6i c6 may man do, toi tin rang
do6 sé 1a mot trai nghiém day xdc dong va thiéng liéng.

Mot lan, sau khi anh doc Kinh thanh tai mot nha tho 16n ¢ mot khu vuwe nho
vung Midwestern, thinh gia ctia Laughton hoan toan chim trong im lang. Ho
xtc dong khong néi thanh 16i. Khi khodnh khac dé, chi kéo dai khong qua
mot phit nhwng twdng chirng nhw vo tan, két thic, mot nguwdi dan 6ng
khodng bdy muwoi tudi dirng day va xin phép dwgc doc mdt doan Kinh
thanh. Moi ngwoi chap nhan va khi 6ng dy bat dau doc, tat ca déu nhan ra
rang 6ng ay khong phai 1a mot dién vién “Shakespeare”. Ong ay khong c6
chat giong chuan hay kha nang hung bién hodc sy truyén cam nhu Charles
Laughton. Tuy nhién, mot sy that hién nhién la néu day la mot cudce thi doc
Kinh thanh, 6ng ay sé la ngwdi vé nhat vdi khoang cach kha xa so véi nguoi
vé nhi la Laughton - nghé si 16n ctia ching ta. Cudi bu6i téi hom do, mot
phong vién dén gap Charles Laughton va héi cdm nhan cua anh khi tham
gia vao sy kién nay; va phan &ng cta anh nhu thé nao khi 6ng lao no doc
Kinh thanh. Anh suy nghi trong gidy lat, nhin thang vao nguwdi phong vién
va noi: “O, t6i biét rd bai thanh kinh 4y, nhung 6ng dy biét vé nguoi da viét

ra no ro hon to6i”.

Diém mau chét & day rat don gidn va o rang. Ong 1o c6 nhitng 1gi thé nhat
dinh nho sy chan thanh va long tin ctia minh bdi 6ng ay c6 niém tin sau sac
va manh liét. Néu ban c6 niém tin sdu sac vao san pham ctia minh, ban c6
thé truyén niém tin d6 t&i khach hang, va chiéc chia khéa “Sy chan thanh”
sé gitp ban ban dugc nhiéu hon. Gio day diéu nay da ro rang: thé gigi ban
hang khong c6 cho cho nhitng ké gia doi. Nhitng ké dé sé chang bao gio dat
dugc diéu gi trong linh vire ban hang chuyén nghiép.
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MOT CAU CHUYEN TUYET VOI MINH CHUNG CHO CHIA KHOA
“SU CHAN THANH”

Trong tat ca nhitng cau chuyén vé két thic thuwong vu ma toi dé cap dén
trong cudn sach nay, thwong vu sap tGi day chac chan sé thé hién sy chan
thanh ctia nguwdi ban hang mot cach sau sac va toan dién nhat.

T6i chwa bao gid tan mat chitng kién sy chan thanh va chinh triec & mot
ngwoi ban hang mot cach toan dién va sau sac hon kinh nghiém ma t6i va
con trai da trdi qua vai nam truwdc day. Vai ngay truedc 1é Giang sinh, t6i va
Tom cung di mua cho né mét chiéc xe dap mdi. Thoi do, toi c6 thé n6i moi
thir vé xe dap, nhung ngay nay, bon tré néi vé “xe dap” bang mot ngon ngit
hoan toan khac. Néu khong tin, ban c6 thé dén mot ctra hang ban xe dap va
lang nghe nhitng gi i tré no6i & do.

T6i va Tom dén cita hang xe dap Schwinn & Bac Dallas. Ngudi cha ctra
hang dang ban gidi thiéu nhitng mau xe dap cho mot ngwoi phu nit 16n tudi
va dita chau trai nho cta ba ta. Nguwoi phu nit d6 da liét ké san mot danh
sach bao gom nhitng diac diém ma chiéc xe dap ho mu6n mua can phai co.
Nguoi chu ctra hang doc to gidy va néi: “Vang, ching t6i c6 loai xe nay va
né c6 hai cd. Ba mua xe cho anh ban nhé nay phai khong?”. Ba dy néi:
“Vang, diung vay. Thang bé canh nha t6i cling c6 mot chiéc nhuw vay va t6i
muon mua mot cai giong nhv thé cho chau t6i”.

Nguoi cha cita hang: “Thwa ba, chau trai cia ba con qua nhé dé di mot
chiéc xe 16n nhu vay, va thang bé sé khong dwge an toan khi di trén chiéc
xe d6. Ba nén mua cho cau ay mét chiéc xe khac, nhé hon, nhwng van giong
hét chiéc xe nay vé moi chi tiét. Hai chiéc xe c6 cung gia va chat lvgng nhw
nhau nhung chiéc kia nhoé hon, va chau trai cua ba c6 thé di chiéc xe d6 de
dang. T6i nghi it nhat phai ba nam nira cau 4y mdi c6 thé di chiéc xe dap c&
16n an toan dugce.”

https://thuviensach.vn



Nguoi ba: “Khéng dau. To6i muon chiéc xe dap giong hét nhu chiéc xe cua
thang bé hang x6m co. T6i mudén mot chiéc xe xin nhat cho di¥a chau trai
yéu quy cua toi.”

Mot lan nita, ngwoi chia ctra hang lai c6 gidi thich rang chiéc xe anh ta dang
de nghi vai ba la chiéc xe t6t nhat,né chi nhé hon, va chau trai cua ba dy sé
khong thé diéu khién mét chiéc xe dap 16n hon. Ong dy néi mot cach kién
nhan rang cau bé c6 thé mat tay lai va nga. Va néu né bi nga trén mot con
dwong dong duc, dé c6 thé la mot tai nan nguy hiém. Nhwng ngwdi phu ni
van cwong quyét: “Khong thwa 6ng, téi muoén chiéc xe dap do, ngay tai day,
va n6 phai giong hét chiéc xe cia thang bé hang x6m. Va t6i sé khong mua
chiéc xe dap nao ngoai chiéc xe d6 ca”.

Va nguoi cha cira hang ban xe da thye hién mot hanh dong cao thwgng nhat
ma toi ting chitng kién. To6i cho rang d6 chinh 1a tiéu chudn ctia mot
“chuyén giaban hang”. Anh ta nhin thang vao nguwdi phu nit d6 va noéi:
“Thua ba, cé thé ba sé nghi rang toi that dién ro6, nhung t6i khong thé ban
cho ba chiéc xe ba mong mudn. Chau trai cua ba sé khong dugc an toan khi
di chiéc xe dd, va néu c6 bat cit diéu gi xay ra véi cau ay chi vi toi da ban
cho né mot chiéc xe ma né khong du kha nang diéu khién, lvong tam t6i sé
can rit suot doi”. That khong ngd, sau khi nghe nhitng 10i noéi dit khoat va
chan thanh do, nguwoi khach dé roi cira hang trong s tirc gian 10 ro.

CHIEN THUAT “SU CHINH TRUC”

To6i hy vong ban khong nghi rang ngwoi cha cira hang néi trén da thé hién
su chinh true thai qud, va tir trong sau tham t6i nghi rang nhitng nguwdi thuc
su tam huyét vdi viéc xay dwng mot sy nghiép ban hang khong bao gio cé
suy nghi do.

Anh ta la mot ngudi ban co thé tin twdng. To6i sé san sang gii con trai minh
t6i ctra hang d6 v6i mot tam ngan phiéu con trong dé anh ta cé thé ty dién
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gia ca vao do sau khi ban cho con t6i mét chiéc xe dap. Ngudi chu civa hang
dé la mot ngwoi chinh tryc va thuce sy quan tdm dén khach hang. R6 rang
anh ta da bo 1& mét thwong vu. Nhung t6i chac chan rang nhg viéc bo 16
thwong vu dd, anh ta sé c6 thém nhiéu khach hang hon.

CHIEN THUAT “CHU KY”

Gio hdy cung nghién cttu Chién thuat “chit ky”, mot chién thuat c6 tac dong
manh mé nhat 1a khi né duwgc st dung nhiéu hién nay. Pay la mot chién
thuat do toi ty dac két nén. T6i khong cho rang cau n6i nay nghe khiém ton,
nhwng t6i hy vong cac ban cho phép t6i ti hao do6i chit vé ban than minh,
v0i tw cach la mot tac gia.

T6i muon giai thich rang chién thuat nay cé thé sé khong phat huy tac dung
do6i vdi tat cd moi nguwdi. Sé rat 16 bich néu ban st dung chién thuat nay doéi
v6i nhitng san pham thiét yéu nhw my pham, do dung gia dinh, hay ban chai
danh rang. Tuy nhién, nhiéu cong ty ban cac loai hang hoa dé dang phai
tuyén dung rat nhiéu nhan vién ban hang va v&i mot vai thay doéi trong thuat
ngi* ma toi sé chia sé sau day, toi tin rang day sé la mot cach tiép can hiéu
qua khién nhitng khach hang hay do dv sé nhanh chong dwa ra quyét dinh
mua hang.

Chién thuat nay thuwong dugc st dung vao giai doan cudi ctia budi gap go
khach hang. Nhung n6 sé khong cé tdc dung néu ban cuwdi néi va dua cot
trong budi n6éi chuyén. Ban phdi nghiém tiic va thé hién minh la mot nguoi
ban hang chan thanh. Va chién thuat nay cting khong thé hiéu qua néu ban
stt dung n6 ngay tir khi m@i bat dau budi néi chuyén, trude khi ban cé thé
xdy dyng gia tri cta san pham trong tam tri khach hang. Ban phai st dung
mot vai chién thuat khac nita tir trudc dé khién khach hang hoan toan bi
thuyét phuc. Hay st dung chién thuat nay nhw la no lyc cudi cung dé co
duwgc thwong vu. M6t khi da stv dung Chién thuat “chit ky”, ban sé dat dugc
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thanh cong ma khong can phai n6 lyc thém nita. Ban sé c6 duwgc thuwong vu
vao luc dé hodc khong bao gio.

Ban phai luyén tap, rén luyén va dién tap trwdc khi sit dung Chién thuat
“chit ky” bdi nhiéu lan khach hang ctia ban sé néi rang anh ta khong ky vao
bat cit gidy to gi cho dén khi anh ta n6i chuyén véi vg anh ta, hoac luat suw
hay cht ngan hang ctia anh ta; hodc sau khi anh ta suy nghi vé diéu dé v.v.
Hay tng phé véi tinh huong d6 bang cach “truyén thong” sau: “Toi biét
chinh xac 6ng cam thay nhw thé nao bdi t6i tirng c6 cam giac twong tw trong
mot thoi gian dai. [Hay dung lai giay lat.] Khi phan tich mot cach sau xa,
toi tw nhan thdy rang t6i chi c6 thé c6 duwgc nhitng thit c6 gia tri doi véi toi
sau khi toi ky ten”.

Lic nay, toi muoén nhan manh rang toi sé st dung chién thuat la dwa ra cho
ban nhiéu vi du dé ban Iwa chon. Tuy nhién, ban chi nén st dung mét hoac
mot s6 it hon nhitng vi du ma t6i sap dé cap sau day. DBung bao gid stt dung
qua ba vi du. Va néu nhu mot vi du nao d6 khéng phu hgp véi tinh cach caa
ban hay nhitng gi ban tin twéng, thi dirng nén st dung n6. Hay chua y: Néu
ban st dung mot vi du mdi trong mot tinh huéng cang thang nhw khi két
thic thwong vu, ban sé cam thdy khéng thodi mai cho dén khi ban thuc sy
thuan thuc va bién n6 thanh ctia minh. Ptrng qua cttng nhac khi quyét dinh
phai ap dung vi du nao. Ci¢ thit mot cach va cé thé ban sé thich no.

NHAN GIONG VAO TU “DPA KY”
Duéi day la cach t6i st dung Chién thuat “chit ky”:

“Hon nam muoi sau nam vé tredc, Thuong dé da ban tang cho t6i ngwoi
phu nit dep nhat, va t6i thuc sy 1a nguwoi dan 6ng may man nhat bgi vi hién
gio toi con yéu nang hon ca cai ngay toi c6 dwgc nang. Va toi da co dugc
nang béi vi mot ngay, treéc sy c6 mat cua nhitng nguoi lam chitng, muc sw
va Thuong dé toan nang, toi da ky tén minh vao mgt cam két.
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T6i c6 bon con - ba gai va mot trai. Ching déu la con to6i nhung bac si
khong cho phép t6i mang chiing ra khoi bénh vién cho dén khi t6i ky tén.”

BAN SE CHANG CO bUQC Gi TRUOC KHI BAN KY TEN

“Toi da mua rat nhiéu bao hiém nhan tho. T6i lam thé bdi t6i mudn chac
chan rang néu co viéc gi xay ra vdi toi, gia dinh t6i van sé c6 mot cudc song
day du nhw bay gio va vo toi sé khong phai di lam trit khi c6 &y mudn thé.
To6i c6 thé dam bao twong lai cho gia dinh t6i vé mat tai chinh béi vi trong
mot vai 1an, toi da ky tén vdi s c6 mat ctia nhitng nguwdi ban hang tai gioi.

Toi c6 mot vai khoan dau tv nhw bat dong san, toi cling gop von dau tuw dé
khai thac mot giéng dau, va mot vai khoan dau tw khac. T6i da dau tu vao
nhitng th dé vi t6i mudn chac chan rang vao ngay ma téi khong thé lam
viéc nita, toi van sé cé thé nghi ngoi, song mot cach thodi mai va khong trd
thanh ganh nang tai chinh cho bat c ai. T6i cé thé lam dwoc diéu dé béi
trong nhiéu dip khac nhau, t6i da ky téntredc sy c6 mat ctia mot nguwdi ban
hang tai gioi.”

Gio toi sé noi: “Thwa 6ng, tdi sé khong dat dugc budc tién nao cling nhw
khong thé c6 duwgce nhitng thiv gia tri néu t6i khong cam két bang cach ky
tén. Néu t6i hiéu ding vé 6ng - va toi tin rang to6i hiéu ding - thi 6ng khong
chi muén dat dugc nhitng buwéce tién trong s nghiép ma 6ng con muon lam
nhitng diéu tot dep cho gia dinh minh. Va 6ng cé thé lam ca hai diéu do
ngay bay gio bang cach ky tén minh.” (Hay chi vao cho trong dé ky tén trén
don dat hang va dwa cho khach hang cua ban mot cay buit.)

KHI SU DUNG CHIEN THUAT “CHU KY”, NEU DANH MAT
THUONG VU, BAN VAN CO THE CAM THAY THOAI MAI

Néu st dung Chién thuat “chir ky” mdt cach hoan hdo, ban khong can phai
néi thém 16i nao nita. Ban nén im lang cho dén khi khach hang m¢& 16i
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tredc. Pay cling 1a mot cach ban hang rat khac biét vi khach hang cang git
im lang 1au bao nhiéu thi co hoi ban duwgc hang ctia ban cang cao bay nhiéu.
Néu lic nay c6 mot phan doi quan trong, khach hang sé cho ban biét ngay
lap tic.

Trong moi treong hop khi t6i sit dung Chién thuat “chit ky”, ro rang néu toi
c6 dugce thuong vu, toi sé thay hai 1ong hon, nhwng tham chi néu t6i khong
c6 dugc no, téi van cam thiy thoai mai béi t6i biét minh da lam moi diéu c6
thé dé khach hang dwa ra mot quyét dinh tich cwe. DAy 1a mot suy nghi tich
cuc vi n6 c6 anh hwdng to 16n doi véi “cdi td6i” va cam giac cia mot nguoi
ban hang khi anh ta biét rang anh ta da lam tat cad moi diéu c6 thé, vi vay
anh ta c6 thé hoan toan hai long vé ban than minh. Day la diéu rat quan
trong cho nhitng lan gap g& khach hang trong twong lai.

CHIEN THUAT “CHU KY” TRONG TUYEN DUNG

Trong treong hop nay, ban phdi tim hiéu vé “khach hang” cta ban that ky
lwGng trong budi gap g& va ban phai tin twdng rang minh c6 thé giai quyét
cong viéc mot cach thanh cong. Tuy nhién, ng vién cé vé nhu khong chac
chan va anh ta mudn “suy nghi vé diéu d6” truwdc khi anh ta ky tén. Hay néi
rang: “Toi biét chinh xac anh dang cam thdy nhu thé naova t6i rat vui mirng
khi thay anh suy nghi than trong truedc khi dwa ra quyét dinh, bédi trén thuc
té néu dé la mot quyét dinh sai 1am, ca hai ching ta déu chang dwoc gi. Va
thye tinh toi cling cé cam giac nhv vay, chi nam trwdc khi toi phai
d6i mat véi mot quyét dinh twong tw. [Hay tam dirng mot 1at.] T6i nhan thay
c6 rat nhiéu nhan vién ban hang khac trong cong ty to6i khong c6 du nang
lwe bang t6i nhung ho van c6 thé hoan thanh cong viéc cuc ky xuat sac don
gian la vi ho da quyét dinh “c6” véi ban than minh. Khi da quyét tam, kha
nang hay ky nang ctia ho khong hé tién trién thém, nhung co hoi cta ho thi
16n hon rat nhiéu.
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Hay nghi ma xem, anh khong bao gi¢ c6 thé dat dwgc budce tién nao trong
s nghiép cta minh néu khéng lam gi cd. Vo anh, con cai anh, nha ctia anh,
va ca nhitng tai khoan tiét kiém nita sé khong thudc vé anh cho dén khi anh
ky tén. Moi budc tién trong cudc doi anh - cho du dé la diéu gi di chang
nita - déu chi dat dugc khi anh dwa ra mot sy cam két. Trong truong hop
nay, chit ky ctaa anh, ciing véi chit ky ctia t6i néi 1én rang chiing ta déu cam
két cho sy thanh cong cda anh. Gidy phit anh ky tén ciing la Idc canh cira
co hdi mé ra, nhung truede khi anh ky thi canh civa d6 van dong chat va
chwa c6 chuyén gi xdy ra. N6i ngan gon, anh c6 thé mé canh ctra d6 ra ngay
lic nay bang cach ky tén anh vao day.” (Bung néi gi ca. Pay la ldc “khach
hang” cuia ban dang bi don vao thé phai dwa ra quyét dinh ngay lap tic.)

C6 hang tram chién thuat khac nhau va ban c6 thé st dung chiing mot cach
linh hoat cho du ban ban mé6t san pham, dich vu hay tuyén dung nhan su.
Do6i v6i muc dich tuyén dung nhan sw, hdy bién doi va ap dung cac chién
thuat mot cach linh hoat theo tirng tinh huéng ctia riéng ban.

MGt diéu toi da nhan manh trong sudt cudn sach nay la ngoai viéc ban can
c6 kién thitc va nhitng ly 1é diing dan dé thuyét phuc khach hang, diéu quan
trong nhat ban can phai ghi nhé la muc dich cia ban. Tai sao ban muén
thue hién thuwong vu d6? Ban c6 st dung cé tinh cam va ly tri trong cong
viéc kinh doanh khong? Ban c6 thuc sy tin twédng rang ban dang thuyét
phuc khach hang mua sdn pham cta ban 1a vi lgi ich ctia ho khong? DBay la
diéu quan trong - ndi dung hon la then choét - béi vi niém tin d6 la phwong
tién tot nhat, hodc c6 thé la duy nhat,dan ban dén nhitng thanh cong ruc rd
trong cong viéc ban hang tuyét voi nay.
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Chwong 35: CHIEN THUAT “KE
CHUYEN”

bé tong két cac chién thudt trong cudn sach nay, toi sé ké cho cac ban mot
cau chuyén bao gom tit ca nhitng chia khéa ma chiing ta da dé cap dén. bé
la chiéc chia khéa “Ké chuyén”. Nhitng cdu chuyén ké la cach hitu hiéu
nhat dé ban thuyét phuc khach hang mua hang bang cach st dung anh
hwéng ctia mot doi twgng thit ba. Ban hdy sit dung nhitng doan van ngan
miéu td hinh dnh mdt nguwdi hodc mot cong ty da tirng gap phai van de
giong nhw khach hang cua ban va ho da giai quyét dugc van dé cua minh
nhg viéc st dung san pham hay dich vu ctia ban nhw thé nao. (Khach hang
sé hiéu ngu y cta ban: ho nén mua san pham hay dich vu ctia ban va van dé
cta ho sé dugc giai quyét.)

Muc dich ctia t6i khi ké cau chuyén nay la dé cung cdp cho ban mdt cai
nhin tong quat vé chwong nay. No sé kich thich 6c sang tao va tri nhé cua
ban dé tir dé, ban c6 thé nhé lai va st dung nhitng thong tin ma t6i da chia
sé v&i ban.

Mot budi sang ngay thit Bdy ¢ Columbia, South Carolina, ltic dé con trai
toi, Tom, m&i ba tudi rudi, toi n6i vai nd: “Nay con trai, ching ta di siéu thi
nhé. B6 can mua mot sé thye pham”. “Vang, minh di b6”. Thang bé vira noi
vira nhay cang lén. N6 voi vang xé chan vao déi giay nho va chung t6i lai
xe dén siéu thi. Khi buéc vao siéu thi, toi di 1dy mot chiéc xe day, con Tom
thi da kip nhin thdy nhitng qua béng nhwa dwgc treng bay & mot goc. N6 di
thang dén do, nhat mot qua, chay vong quanh va ném né vao chiéc xe day
cua toi.

SU DUNG BON CHIA KHOA TRONG BON GIAY
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Toi chuwa tirng ndi trede voi Tom la chung toi s€ di siéu thi, nhung khi toi
néi “Nay con trai, chiing ta di siéu thi nhé!”, mot y twédng da bat chgt nay
sinh trong dau thang bé khién n6 hao hitng. Trong dau 6c tré con ctia né, né
nghi rang néu to6i dwa n6 dén siéu thi, thé nao né cling dwgc t6i mua cho
mot mon gi dé. Co thé lic dé né chwa biét do la thit gi, nhung né biét la
ching t6i sé khong roi siéu thi khi n6 chwa c6 mot moén do nao dé. Thang
bé da st dung chia khoa “Dy doan tich cie”. Khi da vao trong siéu thi, nd
lai tiép tuc st dung chia khéa “Giad dinh”, cung vdi chia khéa “Sy nhiét
tinh” va “An twong bé ngoai”. N6 “gia dinh” 1a chic chin né sé c6 qua
béng do, né lam viéc d6 do mot “an twong bé ngoai” véi “sw nhiét tinh”
16n. Vay la trong vong nam phuit, thang bé da st dung bon chia khoa doi véi
t0i.

SU'KIEN TUONG THUAT

VAY BAN SE LAM GI?

To6i 1dy qua bong ra khéi xe day va noi v6i né: “Con trai, con da c6 hang
chuc quéa béng & nha, va con khong can mot qua bong nao nita, vay hay dé
no vé cho cii di”, va téi dwa qua béong cho thang bé. Lic d6, Tom nhin thang
vao toi va néi: ‘B6 a, con c6 thé cam qua bong nay mat lic dugce khong?”.

Vay ban sé lam gi trong truong hgp nay? Hay nh@, luc do con trai caa toi
chi ba tu6i rudi. Liéu c6 6ng bd nao lai néi “Khong duwogc, con tham chi
khong dwgce dung dén no; hdy tra né vé cho cili ngay!” Con trai t6i khong
muoén mua qua béng; thang bé chi muén cam n6é mét lic, va tat ca nhitng gi

n6 da lam la hoi t6i m6t “cau héi phu” rat don gian. (Ban khoéng yéu cau
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khach hang mua hang, ban chi xin dugc hen gap ho ma théi. Va trong budi
gdp g0, ban dé nghi ho mua hang. Ban khong yéu cau nang hon tam biét
ban; ban chi héi liéu ban c6 thé gap nang vao buoi ké tiép khong. Va trong
bu6i hen ho, ban cé thé dé nghi mot nu hon.)

Thé 1a to6i no6i: “DPugc thdi, con trai, con cé thé cam nd. Nhung dirng cé hy
vong la ching ta sé mua n6 nhé. Con da cé hang chuc qua béng roi, va con
khong can c6 thém qua nay nita”. Chung t6i di mot vong dé chon mot so
tht trong vai phut, va sau dé quay tré lai khu vyc trung bay nhitng qua
béng cao su. Toi 1dy qua bong ra khéi d6i ban tay nhé bé ctia no, dat qua
béong vao cho cii va néi: “Nay con, thé la da roi. Con sé chay nhdy, lam roi
noé, va khi né bi ban thi b6 sé phai mua né6. Trong khi con da cé qua nhiéu
béng & nha r6i”.

PO CO VE NHU LA MOT NU HON KHICH LE

Co6 vé nhu thang bé khong nghe thay nhitng 16i t6i vira néi bdi né van chay
nhdy xung quanh to6i, nhat qua bong ra khoi gia trung bay, va ném né vao
chiéc xe day hang. N6 qua that 1a mot nguwdiban hang “kién tri” nho bé. Tuy
vay, toi cling thudc dang ngwdi kién tri khong kém. Toi lai 1dy qua boéng ra
khoi chiéc xe, dat 1én gia, va lap lai nhitng diéu t6i vira néi cach do it phut:
“Nay con trai, day la lan cu6i nhé, bé da néi la con da c6 hang td bong @
nha co ma, con khong can thém qua nao nita dau!”. T6i vira di vira n6i véi
né nhv vay. Va khi nhin xudng, t6i thay dita con trai bé nho nang gan 18kg
cta t6i dang ngudc 1én nhin téi va néi vdi giong niing niu dang yéu nhat
trén doi: “Bo oi, b6 mua cho con qua bong do6 di. Doi lai, con sé tang bo
mot nu hon”.
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Khi suy nghi vé viéc nay trong gidy lat, ban sé nhan thdy rang thang bé de
nghi mot hanh dong “Khich 1€”. Va thi dé khich 1é chinh la ban than no.
Mot dira bé ba tudi rudi co thé tang cho cha no thit gi ngoai chinh ban than
n6? Béi vi né co6 thé tang t6i mot nu hon ngay lic do, nén do 1a mot “su
kién sap dién ra”, d6 la “su chan thanh”. Trong sudt sy nghiép ban hang ctia
minh, t6i chwa tirng biét mot nguwdi ban hang nao chan thanh hon mét dia
bé ba tudi rudi ca!

Céac ban c6 thé doan ra cau chuyén do két thic thé nao, nhwng td6i mudn néi
thém mot diéu: Sau ngay hom do, gia dinh nha Ziglar da c6 tGi mudi ba qua
bong cao su!

Bay gio, toi can diéu chinh lai mot diéu. O chwong 13, tdi di néi rdng toi
chwa bao gid thay canh mot nguwdi ban hang dwgce sinh ra nhw thé nao [theo
ding nghia den ctda tr “sinh”]. Thyc ra, diéu do khong thuc sw dung, béi vi
ngay mung 1 thang 2 nam 1965, & Columbia, South Carolina, t0 bao dia
phrong da dang mot mau tin ngan bang muc do nhw sau: Thong bao vé
ngdy sinh ciia mot ngwdi ban hang. Ong ba Zig Ziglar thong bdo ngdy sinh
cua mot nguwoi ban hang, John Thomas Ziglar, dugc sinh ngay mung 1
thang 2 tai bénh vién Providence, ltic 9 gio 08 phut chiéu. Ping hiéu nham:
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khong phai t6i dang c6 gang sap dat san nghé nghiép cho con trai minh. T6i
muon noi rang, thang bé c6 thé ban dwgc tat ca nhitng thit n6 mudn!

Do la thong diép cda toi giti dén cac ban. Néu ban tiép thu dwgce nhitng y
twédng va st dung nhitng chién thudt ching téi da chia sé, t6i thuc sy tin
rang ban c6 thé ban duwgc nhiéu hang hon bao gid hét.

PE XAY DUNG MOT SU NGHIEP

Toi rat thich cau chuyén Elmer Wheeler da ké trudc khi 6ng dy qua doi.
Mot lan khi 14ai xe qua vung bién gidi Mexico cii, 6ng da cat phai ngon tay
va vét cat bi nhiém trung. M6t ngudi phuc vu bar rigu nhin thay ngén tay
cia 6ng va ndi: “Nay, ong nén lam gi d6 dé n6 khoi bi nhiém trung di
chit!”. Ro6i anh ta d6 mot it rwegu tequila vao mot coc da c6 san da, vat thém
mot it chanh va néi: “Gi¢d néu 6ng chiu khé ngam ngon tay ctia 6ng vao coc
rwgu nay vai lan mot ngay, vét thwong sé khoi nhanh thoi”.

To6i chac chan la cac bac si sé khong chap nhan cach chita tri nay 100 phan
tram, cho du nuéc chanh ding la c6 tac dung chita lanh vét thwong. Mot lao
nong dan sé noi rang: “Phai ddy, da sé lam cho vét cat do sung tdy, chac anh
ta c6 hiéu biét vé phwong phap chita tri dan gian nay”. M6t nha tho sé xac
nhan rang chiét xuat tir thdo mdc cling cé kha nang chira tri vét thuwong. Mot
vai ngay sau do, cho sung da hoan toan bién mat va ngén tay ong ay khong
con dau nita.

Tat ca nhitng diéu trén noi 1én rang: “Hay van dung nhitng kién thitc thong
thwong, bo sung nhitng hiéu biét chuyén nganh, thém vao mat chut triét ly
tho ca, va ban sé nhin thay két qua khac biét”.

bé xay dyng mdt sy nghiép ban hang, ban can cé nhitng kién thic tich liy
duwgc tir nhitng chuyén gia dao tao ban hang, sach v&, nhitng cuén bang, va
nhitng cudc hoi thao. Hay két hgp nhitng kién thirc dé vdi triét Iy cudc song
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“Ban c6 thé cé duogc tat ca moi thit trong cudc song néu ban biét gitip nguwoi
khac dat duwoc diéu ho mudn”.

Triét ly va kién thitc cia ban cang duwgc cung c6 hon néu ban ghi nhé 16i 1ao
nong dan no da ndi véi Elmer Wheeler: “Nay anh ban, t6i khong quan tam
dén viéc anh lam gi, t6i chi biét rang anh phai lam viéc va no lwc hét minh
dé tim kiém nhitng khach hang tiém nang méi va phuc vu that t6t nhitng
khach hang cti”. Ban c6 nghia vu phdi lam viéc can cu dé xay dung suw
nghiép ban hang va tré thanh mot chuyén gia ban hang thuc thu. John
Nevin, mot anh ban nguoi Uc cda toi néi rdng: “Néu moi ngwdi thay ban
dang dén gan va néi ‘Nguwoi ban hang dén kia r6i!’, ban sé khong bao gio
lam cho ho that vong”.
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PHAN 7: ANH HUONG CUA
KHOA HOC CONG NGHE

Chuong 36: KHOA HOC CONG NGHE

Khi t6i bat dau viét cudn sach nay, c6 kha nhiéu loai may méc thiét bi dugc
dé cap dén trong chwong nay van chwa dugc phat minh. Vi ly do dé, toi da
nho dén Michael Norton, mot trong nhitng dong sy cta toi trong Hé thong
dao tao Ziglar va cling la mét chuyén gia ban hang 16i lac, gitp t6i hoan
thanh chwong nay nho nhitng kién thitc chuyén sau vé viéc tng dung khoa
hoc cong nghé vao cong viéc ban hang cua anh. Toi xin gui 10i cdm on chan
thanh dén Michael vi su gitp d& cta anh.

Khoa hoc c6ng nghé gitp cac chuyén gia ban hang tang doanh s6 ban hang
va phuc vu khach hang t6t hon. Nhitng tién bd trong khoa hoc cong nghé
lién tuc phat trién, do vay ngwoi ban hang c6 trach nhiém xac dinh nhitng
cong nghé phu hgp nhat véi nhu cau céng viéc ctia minh va ng dung
ching vao cong viéc dé c6 thé dat dugce doanh s6 cao nhat.

Tai sao nhitng chuyén gia ban hang nén st dung cong nghe? Ban thir nght
xem, cong viéc ban hang sé ra sao néu thiéu si ho trg ky thuat ciia may tinh
xach tay, dién thoai di dong, Internet hodc thiét bi s6 ho tr¢g cam tay ca nhan
(PDA)?

Trong thoi ky bung no Internet nhitng nam 1999 va 2000, ngudi ta don thoi
rang khi c6 Internet, nhitng nguwdi ban hang sé khong con can thiét nita.
biéu nay thyc sy khong ding. M6t vai cong ty da tirngtin rangInternet sé
giip ho tang doanh sé ban hang va cho phép ho thu nhé quy mé doi ngi
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nhan vién ban hang hodc tham chi khong can cac nhan vién ban hang nita.
Nhung ho nhanh chéng nhén ra minh can phai tiép tuc duy tri méi quan hé
gitta khach hang - nhan vién ban hang chuyén nghiép va cach t6t nhat dé
tang doanh s6 ban hang va dat hiéu qua ban hang cao nhat la két hop quy
trinh ban hang hién httu vGi cong nghé hién dai.

Chi bang mot ci nhap chudt, ban da c6 kha nang ti€p can thong tin vé
khach hang, déi tha, va linh vic cia minh mot cach nhanh chéng va hiéu
qua. Tham chi mot s6 nguwdi ban hang thdm nién va bdo thd, nhitng nguoi
da dau tranh choéng lai cudoc cach mang khoa hoc cong nghé trong sudt
nhiéu nam, cling dang nhan thay nhiéu lgi ich to 16n ma nhitng cong nghé
mdi cé thé mang lai cho cong viéc ban hang cua ho.

Cong nghé hién dai c6 thé gitp ching ta lién lac vdi khach hang, truyén dat
thong tin t6i dong nghiép, nguwdi quan ly va nhan vién ctia minh. Kha nang
tiép can thong tin dé chuan bi cho moi cudc hen gap véi khach hang va xic
ti€én moi quan hé véi ho, bat chap rao can dia ly, sé gitip chiing ta dat dwoc
muc tiéu co ban cua mot nguwoi ban hang - gitp khach hang théa man mong
muon cua ho, va sau dé chiing ta cling sé cé dugc nhitng gi minh can - dé la
tang doanh s6 ban hang.

Néu duwgce nam bat va van dung mot cach ding dan, cong nghé co thé khién
cong viéc ban hang cua ban tré nén dé dang hon, va nhd vay su nghiép ban
hang cua ban sé ngay cang dugc vitng manh hon. Tuy nhién, ban ciing dung
qua phu thudc vao cong nghé dén mic vai tro ctia ca nhan ban, mot nhan
vién ban hang xday dung quan hé v&i khach hang - hoan toan bi lu mo. Néu
qua phu thudc vao cong nghé, ban sé chon cach gui thu dién t thay vi gap
g0 truc tiép khach hang, hay chon cach st dung hop thw thoai hodc thw dién
tw thay vi néi chuyén truc ti€p véi ho. Nhitng diéu nay cé thé tré thanh théi
quen khong thé tir bé truedc khi ban kip nhan ra diéu dé. Hay tiép can va st
dung cong nghé nhuw mot phwong tién trg giup cho cong viéc kinh doanh

https://thuviensach.vn



cta minh. Hay nhé rang, két thic thwong vy, xay dwng quan hé véi khach
hang, va thyc hién nhitng cong viéc chuan bi va nhitng hoat dong sau ban
hang van la trach nhiém ctia nhitng chuyén gia ban hang.

Mot khia canh tiéu cyc khac ctia cong nghé hién dai la sitc hap dan khong
thé cudng lai cia nhitng trang web toan cau. Doi khi ching ta c6 thé bi xao
lang, khong con chu y tGi viéc tim kiém thong tin hodc giao tiép véi moi
nguwoi ma lai chim dam vao nhitng trang web hap dan nhw cac trang web vé
gon, mua sam, ndu nwéng... Ching ta cé thé danh thdi gian cho nhitng hoat
dong dé, nhung chac chan la khong phai trong gid lam viéc.

Hién nay, ban c6 thé st dung rat nhiéu loai thiét bi cong