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MGt sG nhdn vién bdn hang ludn gidi thiéu khong biét mét moi cho khdch
hang nghe cong ty cia ho dang tin cdy nhu thé ndo, sdn phdm cua ho chdt lugng
ra sao, va néu hgp tdc lam an vdi ho thi khdch hang sé nhan dudc nhiing loi ich
vé cung to Idn... nhung két qud bdn hang lai khong tot. Tai sao vdy? Vi nhing
diéu ho mang dén khdng phdi la thit khdach hang mudn, c6 nghia la ho khong hiéu
khdch hang.

Nhan vién bdn hang can thdu hiéu khach hang, vi khdch hang dong vai tro
quan trong nhdt trong quad trinh tiéu thu. Khong hiéu khach hang, khdch hang sé
khéng c6 hitng thi mua hang; khong hiéu khdch hang, khdch hang sé khong md vi
18y tién mua hang; khong hiéu khach hang, duang nhién sé khong ban dudc hang.

Cudn sach Ai hiéu khach hang, ngudgi dy ban dugc hang gidi thiéu qua
trinh nhan vién ban hang tim kiém khdch hang tiém nang, qua trinh chi tiéu cua
khdch hang, nhang chi tiét nho ma khdch hang quan tam, 10i néi va hanh dong, cu
chi cia khdch hang, tam li cua khdch hang, tin hiéu giao dich cua khdch hang...
giup ngudi ban hang hiéu duoc khdch hang, kip thdi dap vng nhu cdu cua ho, tu do
dé dang co dugc don dat hang va nang cao thanh tich tiéu thu san pham.
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LOI NOI BAU

Thuc t€ da chirng minh hon 90% ti pha thé gioi tham gia hoat
dong kinh doanh, dién hinh nhét la Bill Gates — nguoi 12 ndm lién
tiép ké tir nam 1995 dén nam 2007 dirng dau trong danh sach “Nhing
nguoi giau nhat thé gidi” do tap chi Fortune binh chon. Hién nhién,
kinh doanh la su nghiép vi dai tao ra gia tri va thanh céng cua con
nguoi. Tuy nhién, ban hang lai la mét cong viéc vo cung vat va, vita
mét moi vira kho khdn, hon nita con c6 thé bi pha san bat ctr luc nao.

C6 rat nhiéu nguyén nhan khién cho viéc ban hang that bai,
trong d6 nguyén nhan quan trong nhat 1a ngudi ban hang khong hiéu
khach hang. Hiéu khach hang, ban méi biét duwoc chinh xac nhu cau
mua, hiéu duoc cach mua va tdm li mua hang cua ho, tit d6 mai gianh
dwoc théng loi.

Ban hang la mét mon nghé thuat giao ti€p voi nhiéu nguoi,
trong d6 con nguoi la yéu t6 quan trong. Bdi vay, chi khi hiéu duoc
khach hang, nhan vién ban hang méi ¢6 dugc phuong phap hiéu qua
dé khich 1é khach mua hang.

La nhan vién ban hang, ban phai hiéu ai la khach hang thuc su,
tir d6 tim duoc dung nguoi va lam duoc dung viéc.

Chi khi hiéu r6 qua trinh mua hang cua khach, ban mdéi ting
budc ban hang thuan lgi va ki két duoc hop dong.

Chi khi quan tam dén khach hang, ban mdi gianh duoc thanh
cdng trong tirng viéc nho va duoc khach hang yéu meén.

Chi khi hi€u duoc nhu ciu thuc su cua khach hang, ban mai
danh gia duoc kha nang mua hang caa ho, tir do dua ra quyét dinh
ding dan.
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Chi khi hiéu duoc biéu cam trén khudén mat va ngoén ngit co thé
cua khach hang, ban mdi hoa giai duwoc “mat ma” néi tam cua khach
hang, tir 46 ban hang thanh cong.

Chi khi hiéu duoc tin hiéu giao dich cua khach hang, ban méi pha
vd duoc “thanh ldy” tam li cua khach hang, tir do ban duoc hang.

Buong nhién, nguoi ban hang can dau tu toan bd cong sirc, tam
huyét dé tim hiéu khach hang, khéng duoc lang phi thoi gian, can
nghién ciru dong co mua hang, qua trinh mua hang, tam li mua hang,
cach thitc mua hang cua khach hang..., nhu vay sé c6 hiéu qua hon so
voi viéc noi sudéng va ldy long khach hang.

Cudn sach Ai hiéu khdch hang, ngudi dy bén dwgc hang duoc
chia thanh 10 chuong, trinh bay chi ti€t qua trinh mua hang cua
khach hang thuc su, khach hang tiém nang, nhitng chi ti€t nho ma
khach hang quan tam, nhitng ngon ngir cir chi cua khach hang, tam
li mua hang cua khach hang, tin hiéu mudn giao dich cua khach
hang... Cac vi du thuc t€ trong qua trinh ban hang thé hién qua hinh
thiee trinh bay: Vi du sinh dong = li luan don gian — ki ning thuc t&
c6 thé giup nhan vién ban hang hiéu ré tam li khach hang, c6 duoc ki
nang giao dich, tir d6 dap ing duoc nhu cau cua khach hang va nang
cao thanh tich tiéu thu san pham.

Diéu dang cht y la cudn sach khong chi la sach kinh doanh
thong thuong, cling khéng phai la tai liéu ban hang kho hiéu ma la
mot cudn sach trinh bay kinh nghiém ban hang thuec té, giup nhan
vién ban hang hiéu rd khach hang, co thé “doc duoc, hoc duoc va van
dung hiéu qua”. Néu ban hoc duogc ki nang ban hang va ban linh giao
ti€p duoc dé cap trong cudn sach nay, ching téi tin rang chi trong
mot thoi gian ngin, ban sé c6 thé nang cao thanh tich ban hang, cho
du la ban san phdm hay tim d6i tac lién két thi ban cling déu c6 thé
thanh cong.
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CHUONG 1

CHI TIET QUYET DINH THANH BAI:
TRONG THOT GIAN NGAN HIEU PUGC KHACH HANG

Trong qua trinh ban hang, ngudi ban hang can “tim dung ngudi,
lam didng viéc”. Néu khong tim dugc nhan vat c6 quyén quyét dinh thi
coi nhu ban dang “phi lgi".

KHACH HANG O NGAY BEN CANH BAN: TRONG VO s6
NGUOI XUNG QUANH, TiM RA NGUOI BAN CAN

Anh Duong la nhén vién bdn béo hiém. Mét lan, trén tau héa trd vé
nha, anh ngoéi canh mét phu ni trac 34-35 tudi. Bén canh chi ¢ hai dua tré,
dua I6n khodng 5-6 tudi, dua nhé 3-4 tudi. Sau khi néi chuyén, anh Duong
phat hién nguoi phu nir xuéng cing ga véi minh nén co y dinh gidi thiéu cdc
g6i bdo hiém cho chi.

Trong thoi gian tau dung tam & ga, anh Duong mua mét mén qua
nhé cho hai dia bé va bdt chuyén vdi ngudi phu ni. Ho néi chuyén rdt lau,
sau doé co nhdc @én chéng chi.

Anh Duang ndi: “Chéng chi chdc han rat yéu chi, anh dy lam & déu a?”

Nguoi phu na: “Anh dy phu trdach phong kinh doanh cda mét céng ty
truyén théng, cong viéc rat ban, ngay nao cung phai tiép doén khdch hang
nén khoéng co thaoi gian di choi cing me con t6i.”



Ai hiu khach hang, ngusi dy ban dudc hang L

Anh Duong: “Lan nay chi va cdc chau dinh di choi & dau vay?”

Nguoi phu nir: “Téi dinh thué nha nghi mét dém & day, ngay hém sau
ra ddo Cdt Ba.”

Anh Duong: “Ddo Cat Ba rat dep, bay gid lai la maa du lich nén sé rat
déng khach, ba me con chi da dat phong chua?”

Ngudi phu ni: “That vay hd, téi chua nghi dén viéc nay, néu khéng dat
duoc phong thi rdc réi lon roi”

Anh Duong: “Nha em & gan day, em c6 thé giup chi duoc.”

Ngudi phu ni nghe xong rat vui mang, sau dé anh Duong dua danh
thiép cho nguoi phu na. Khi tau vao ga, anh Duong da nhé ban bé tim cho
ba me con chi mét nha nghi.,

Vai hém sau, anh Duong nhan dugc mét cuéc dién thoai do chéng
ngudi phu nir goi dén: “Anh Duong phdi khong? Téi rat cam on anh vi da
gitip dd v téi, cudi tudn nay, téi moi anh dén diung com vdi ca gia dinh, anh
c6 ban gi khong?”

Anh Duong vui vé nhan 16i. Sau bia com dé, anh da ki duoc hop dong
bdo hiém Ion: Nguoi chéng quyét dinh mua bdo hiém cho cd bén ngudi
trong gia dinh.

GIAI THICH ?

Anh Duong thuc ra khéng quen biét ngusi phu nd, nhung qua
quan sat va noi chuyén, anh biét rang day chinh la khach hang tiém
ndng ctia minh, do do6 thong qua su giup d& khéo léo, anh Duang
da ki dugc hgp dong bao hi€m mot cach dé dang. Cé thé thdy, nhéin
vién ban hang tim dudc nguoi minh can trong bién nguai, bién
khéach hang tiém nang thanh khach hang thuc su la mot diéu vo cung
quan trong.
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CHUONG 1

N

Tim kiém khach hang tiém nang la budc dau tién cua viéc ban
hang, néu khong biét ai la khach hang ti€ém nang thi nhan vién ban
hang sé khong c6 phuong hudng lam viéc. Trong thuc t€, nhiéu khi
viéc ban hang thdt bai khong phai vi nhan vién ban hang dam phan
khong thanh cong, ma vi ho khong tim dugc ding ngugi. Vay, lam
thé nao tim dugc ngudi ban can trong bién nguoi dy?

1. Phan doan chinh xac nguyén vong mua hang ca khach

Muén phan doan nguyén vong mua hang cta khach, co thé
thong qua nam yéu t6 sau. Chung toi xin ldy viéc mua ban bat dong
san lam vi du.

(1) Muc d6 quan tim ctia khach hang dén tinh trang san pham:
Vi du dién tich can nha, hudng nha, s6 tang, thiét bi cong cong, cach
b6 tri nha...

(2) Mdc do hai long cha khach hang vdi san phdm: Giao thong
co tién lgi khong, di lam c6 thuan duong khong, cho tré di hoc co
dé dang khong, c6 hai long vai thiét bi trong ngéi nha va moéi truong
xung quanh khong?...

(3) Miic d6 quan tam cta khach hang trong qua trinh mua san
phdm: Khach hang c6 doc ti mi hgp dong mua ban nha khong, co
ting gidm cac diéu khoan trong hop déng hay yéu cdu stta chia cac
thi€t bi trong phong khong?...

(4) Muc do tin tudng cua khach hang véi san phdm: Khach
hang co6 hai long vadi chat luong thi cong khong, c6 hai long vdi
thuong hiéu ctia cac thiét bi dang st dung trong phong khong, c6 hai
long véi mau son cuia cac phong trong nha khong?...

1"



A hiéu khach hang, ngusi &y ban dudc hang &L

(5) An tuong vdi nhan vién ban hang: Nhan vién ban hang dé
lai dn tugng t6t hoac xdu trong long khach hang sé anh hudng truc
ti€p dén mong mudn mua hang cta ho.

Thong qua ndm yéu t6 trén, ching ta c6 thé phan doan nguyén
vong mua hang ctia khich, tir d6 gitp nhan vién ban hang tim duang
khéach hang tiém ning cia minh.

2. Phan doan chinh xac kha nang mua cua khach hang

Muén phan dodn chinh xac khd ning mua cta khach hang,
chuing ta can dya vao hai yéu t6 sau:

(1) Diéu kién kinh té: Thong qua trinh d6 hoc vin, nghé nghiép,
dia vi va nguon thu nhap cta khach hang... dé phan dodn kha ning
mua cua ho.

(2) Ké hoach chi tiéu: Trong truong hop muc chi phi kha lan,
mot s6 khach hang sé tra hét mot lan; mot s6 khach hang lai mudn
tra theo nhiéu ki, s6 tién tra lan dau cing chia ra thanh nhiéu muc...
Qua nhing chi tiét nay, nhan vién ban hang cé thé phan doan kha
nang mua cta khach hang.

Sau khi phan dodn kha nang mua ctia khach hang tit hai yéu t6
trén, nhan vién ban hang c¢6 thé so sanh kha nang d6 véi gia ca san
phdm minh cdn ban, ti do loai trit nhiing khach hang khong c6 kha
nang mua va tim dung khach hang ti€ém nang.

IBl’ quyét bén dugc hang L‘o

Nhan vién ban hang muon gioi nghiép vu, can tim ding khach
hang, biét nguoi nao la khach hang tiém nang. Viéc phan doan chinh
xac nguyén vong va kha nang mua hang cta khach cé thé gitp nhan
vién ban hang dua ra ké hoach tiép theo, tir do co dugc don dat hang
cua khach hang thuc su.

12




CHUONG 1

TiM RA NGUGI CO QUYEN QUYET BINH
QUA NHUNG CHI TIET

Co mét cdp vo chong dén cira hang mua giudng, anh Hang don
tiép ho.

Chéng: “Giudng nay kich thudc thé nao vay?”

Anh Hung: “Giudng nay cd 1.5 x 2,0 méta.”

Chéng: “Em ai, em thdy thé nao?”

Vo: “Em cam thdy no hoi nhé, phong ngu nha ching ta to nhu vay,
dadt cdi giuong nay vao sé bi lot thém day.”

Anh Hang: “0, vdy chi xem cdi nay di a, kich thuoc la 1.8 x 2.0 mét,
néu ddt trong phong ngu to thi rat thich hop ddy a!”

Vo (noi vdi chéng): “Cdi nay cing duoc ddy, anh thdy thé nao?”

Chéng: “U, cdi ndy duoc ddy!”

Anh Hung: “Chi 0i, chi dung la vua théng minh, vua cé con mat tinh
té day a, anh nha minh ldy duoc ba vo nhu thé nay thi con gi bang, ngudi
khdc chac chan rat nguéng mé anh ddy.” Hai vo chéng déu cudi.

Vo: “Vay ching ta mua chiéc giudng nay nhé!”

Ngudi chéng: “U, Idy cdi nay dil”

GIAI THICH ?

Nhan vién ban hang nay qua that thong minh, thong qua
doan d6i thoai ngan gida hai vg chong, anh da tinh y nhan ra rang
ngudi chong ludn hoi y kién vo, do do anh doan nguai vo la nhan
vit co quyén quyét dinh trong gia dinh. Vi thé anh da dat trong diém
ban hang vao nguoi vg, vita noi theo sd thich cia ngudi vo, lai git thé
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Ai hiéu khach hang, ngudi &y ban dudc hang &L

dién cho ngudi chong, két qua la anh da ban dugc hang trong khong
khi vui vé. C6 thé thdy, khi khach hang la hai hodc nhiéu nguoi, nhan
vién ban hang cin phan doan dugc ai la nguoi “tay hom chia khoa’, ai
12 nguoi co quyén quyét dinh, tit do co loi gidi thiéu thuyét phuc vai
nhén vit quan trong, nhu vay sé c6 dugc két qua nhu y.

[PuaN ricu T

Khi ban hang, nhin vién ban hang thuong gap tinh huéng ca

nha cung di mua hang; hodc khi dén tan nha chao hang phii cung luc
d6i dién voi cac thanh vién khac nhau trong gia dinh. Gap tinh huéng
nay, ngudi ban hang cin nhanh chong tim ra ai la ngudi cé quyén
quyét dinh mua hang, ai la “cht nha” thuc su. Néu khong tim ra dugc
nhin vét quan trong c6 quyén quyét dinh mua hang thi cho du c6 ¢6
gang thé nao, ban ciung kho giao dich thanh cong.

Muén tim dugc ding ngudi, tranh lang phi thoi gian va cong
sttc vao nhan vét phuy, thi ban can nam rd mét s6 cach sau:

1. Qua |di noi, hanh dong va biéu hién cGa ddi phuong dé phan

doan ai la “nhan vat chinh”

Trong qué trinh mua hang, bi€u hién ctia “nhan vit chinh” va
“nhan vat phu” chdc chan sé khac nhau. Thong thuong, nhan vit
chinh - cting 12 nhan vat c6 quyén quyét dinh sé cé quan di€m ro
rang, ho thuong l1a nguoi dua ra y kién trudc tién, néu khong thi co
thai do tich cuc, rd rang véi san pham, c6 hanh dong ban bac vai
nhéin vién ban hang; con nhan vat phu - ciing la nhin vit khong co
quyén quyét dinh sé khong dua ra y kién quan trong nao, ma chi phu
hoa hodc nghe theo.

Duong nhién cing c6 truong hop moi ngudi cing nhau ban
bac dua ra quyét dinh, nhung thong thuong, cho du mot vai nguoi
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ban bac thi cling van c¢6 mét ngudi nam vi tri chi dao, diéu nay yéu
cau nhén vién ban hang can c6 con mat tinh tuong, quan sat can than.
2. Qua thai dd cia moi ngudi, tim ra ngudi co quyén quyét dinh
Ai ciing biét, thai d6 ciia moi ngudi d6i vdi nhan vat quan trong
c6 quyén quyét dinh sé ¢ su khac biét. Vi du, vdi cdp trén, cha nha,
nguoi cao tudi trong gia dinh..., moi ngudi xung quanh sé 6 thai do,
[0i noi, hanh dong ton trong, né phuc va nghe theo. Do vdy, thong qua
biéu hién cia moi ngudi xung quanh, ban co thé phin doan ra ai thuc

su la nhan vat quan trong, ai mdi la nguai c6 uy quyén.

3. Dua vao cach trang tri, sap xép nha clrta dé phan doan ra nguoi
chi ctia gia dinh

Nhan vién ban hang d6i khi phai dén nha khich hang d€ chao ban
san pham. Qua cach bg tri, sdp xép nha ciia, co thé doan ra ai la nguoi
cht trong gia dinh. Bat ddu tu nhing dac diém l6n nhu cach trang tri
phong, dén nhiing dac di€m nho nhu tu giay, moc treo quan ao...

Vi du, néu do trang tri hodc phong cach trang tri cta gia dinh
mang tinh manh mé, thi nguoi quyét dinh trong gia dinh co thé la
ngudi dan 6ng. Nguogc lai, néu do dac trong nha déu dugc sap xép gon
gang, sach sé, cac do trang tri déu mang dam ni tinh, mau sic cing
hoi hudng ni tinh hoa thi nguoi quyét dinh trong gia dinh co thé la
ngudi phu ni. G tinh huéng nay, nhan vién ban hang can co kha nang
quan sat nhay bén, qua nhiing chi ti€t nho dé tim ra nguoi quyét dinh
that su va dat trong tim thuyét phuc vao nguoi d6, nhu vy co thé
nang cao kha nang dam phan thanh cong.

|B|' quyét ban dugc hang |P

Trong qua trinh ban hang, nhan vién ban hang can hoc cach tim
ra nhan vat quan trong, co6 quyén quyet dinh, chi khi thuyét phuc dugc
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ngudi nay thi ban mdi ban hang thanh cong. Néu khéng tim dugc nquoi
mua hang thuc sy, lai gigi thiéu, chao hang vdi nhirng ngudi khong
thé quyet dinh thi ban sé rat dé bi that bai. Do vay, thong qua 16i néi va
hanh dong cta khach hang, nhan vién ban hang can phan doan ra ai la
nhan vat quan trong cé quyén quyet dinh, tir d6 mdi tim ding nguoi va
ban hang dat hiéu qua.

TU ANH MAT, NHAN RA NGUOI
THUC SU MUON MUA HANG

Ngoc Anh la nhén vién bdn mi pham. Mot lan, trong dip c6 chuong
trinh khuyén mai, rdt nhiéu nguai tim dén cua hang.

Ngoc Anh néi: “Hém nay, cira hang chang t6i ¢6 hoat déng khuyén
mai, chung téi sé soi da mién phi cho quy khdch, sau dé gidi thiéu san pham
thich hop nhdt cho quy khdch dung tha mién phi, dam bao méi ngay quy
khdch chi can danh mdy phut la sé c6 duoc lan da sang héng. T6i muén mai
mét ban na lam tha nghiém nay, mudi ngudi dau tién sé nhan duoc qua
tdng cua cta hang chung téi”

Ngoc Anh chid y @én mét phu n& trung nién dn mdc thai trang, chi
cam san pham Ién, vira nhin vao sén pham trong tay via nhin vao san pham
quadng cdo. Ngoc Anh lién néi: “Mai chi, da chi khd dep, chi c6 muén chang
toi soi da cho chi khéng?”

Khdch hang: “Puoac, duoc”

Ngoc Anh: “Chi nhin nay, két qua cho thdy da chi la da ddu, binh
thudong chdc chi hay bi moc mun, ding khéng a?”

Khdch hang: “Bung vdy, da téi hay moc mun lém!”

Ngoc Anh: “Chi c6 biét tai sao da chi hay moc mun khéng? Thuc ra
la do luong nudc va dau trén da khéng cén bdng, vi thé da chi can bé sung
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nudc nhiéu hon dé khéng ché lugng ddu. Bay gid, em sé cho chi dung tha
mét sdn pham co tdc dung cdp nudc cho da. Chi thdy thé nao, ¢6 phdi cém
gidc rdt dé chiu, mdat mé dung khéng?”

Khdch hang: “Dung vdy, s& vao da thdy khdc han.”

Ngoc Anh: “Phu nir can duoc lam dep ma. Chi hay thd mét loai san
pham di, em dam bado chi sé hai long!”

Khdch hang: “Vay téi ldy mét bé san pham nhé!”

Moi ngudi xung quanh thdy ngudi phu nir nay vui vé mua sén pham

nén cang tranh nhau mua.

GIAI THICH ?

Ngoc Anh qua that la nhan vién c6 con mat tinh tudng, nhin la
biét khach hang nao thuc su muén mua va c6 da khong mat nhiéu thoi
gian d¢€ c6 giao dich thanh cong. Diém then chét chinh la Ngoc Anh
da biét phat hién bi mat trong anh mét khach hang, tit anh mit cua
khach hang, c6 thé nhin thdy nguyén vong mua hang cta ho. D6i mat
la ctia s ctia tam hon, bai vay, hi€u duge anh mét khach hang chinh la
ban da c6 don dit hang cta ho.

[enanicH T

Trong vé mit bi€u cam clia con ngudi, tin hiéu dugc truyén di

ti anh mat thuong co gia tri nhét, chinh xdc nhét. Vay, khach hang c6
anh mat nhu thé nao mdi la ngudi mudén mua hang thuc su?

1. Nhin cham chG: Anh mét nhin vao dau, don dit hang sé xuat
hién & 36

(1) Nhin cham chu vao san pham: Néu khach hang nhin chim
chii vao san phdm, duong nhién khach hang d6 da bi sin phdm thu hut.
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Lic nay, ban cdn ndm bat co hoi, tranh tha gisi thiéu voéi khich hang
uu thé cta san phdm va nhanh chéng thuc hién don hang.

(2) Khach hang nhin cham chu vao nhan vién ban hang: Khach
hang nhin cham chua vao nhén vién ban hang la co s§ d¢€ hinh thanh
su giao luu. Khi ban va khach hang néi chuyén, thoi gian khach hang
nhin vao ban va phan ung cta ho khi ban nhin ho sé giip ban quyét
dinh ho c6 phai la khich hang muén mua hang thuc su hay khéong.

Thong thudng, khi hai ngudi néi chuyén véi nhau, “nhin” sé la
sy giao tiép ddu tién, ngudi nao roi anh mat di trudc sé la ngudi thua
kém hon. Nhu vdy, thai do nhin cham chi vao déi phuong c6 nghia
la dang “thach thuc” nguoi do. Vi thé, khi khach hang khong dong
tinh véi quan di€ém cta ban, ho sé nhin ban lau hon; nhung khi khach
hang dich chuyén dnh mat cta ho, rdt ¢ thé ho da bi dao dong bdi loi
noi cua ban, lac nay, viéc ban hang co thé sé thanh cong.

2. Chdp mat: Tan suat quyét dinh thanh y mua hang

Nhiéu ngudi cho rang, khi néi chuyén, thoi gian chdp mit ctia
ai d6 lau hon thuong sé 1a nguadi tu cao tu dai hon, kéo dai thoi gian
chdp mit 1a thé hién ban than ludn giodi hon nguoi khic. Néu trong
lac ban gidi thiéu san phdm véi khach hang ma tan sudt chop mat
ctia ho kha thip, to y khong coi trong thi chiing to6 ngudi do khong
¢ thanh y mua hang. Néu trong lic trao déi vdi khach hang ma ban
phat hién khach hang rdt it khi chdp mét, thim chi ngda ¢6 ra sau,
nhin ban vgi anh mit nghi ng¢ thi chdng to ban thé hién chua hip
din, khong lay dong duoc long ngudi, luc nay ban can dung chién

lugc mdi d€ kich thich mong mudén mua hang cua khach hang.
3. Liéc mat: Lién quan dén sd thich cta khach hang

Khich hang khong nhin thing vao ban ma di chuyén anh mat,
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nhin ngo6 xung quanh, diéu nay cé nghia la gi? Thong thuong, liéc mat

thé hién rdt nhiéu y nghia, cha yéu trén hai phuong dién sau:

(1) Rat hing thi vai 16i ndi ctia ban. Néu khach hang liéc mat
ma long may nhudn 1én hoac miéng mim cudi thi chidng to ho rat
hing thd véi 161 ndi chia ban, ho tranh dnh mat caa ban dé€ suy nghi
nhing loi ban noi.

(2) Khach hang khong ¢é hing tha hoac ¢6 y nghi ngd ngudi
ban hang. Néu khach hang liéc mat, 1ong may nhiu lai hodc khoe
miéng nhéch 1én, c6 thé la ho dang nghi ngo hoac khong hai long. D6i
v@i nhiing nguoi nhu vay, chung ta nén roi di cho khac. Can luu y, khi
noi chuyén voi khach hang, nhan vién ban hang khong dugc liéc mat,
tranh lam-khach hang khong vui, hoac néu phat hién khach hang liéc
mdt v&i minh, cdn nghi cach dé€ thu hut anh mat cta khach hang, nhu
vdy mdi co kha nang giao dich thanh cong.

Tom lai, néu khach hang khong ngling “nhin vao” ban hodc sin
phdm, tan sudt chdp mat nhanh, hodc mim cudi liéc nhin ban, thi
ching t6 nhing khach hang nay c¢6 thanh y mua hang, ban cdn dan
dat hgp li d€ ho c6 quyét dinh mua hang nhanh chong.

IBi quyét ban dudc hang IP

Trong khi ban hang, ban sé gap mét s6 nguoi thuc sy muon mua
hang, nhung mot s6 ngudi chi muon xem cho vui, khong co y dinh
mua. Néu chi dua vao viéc tiép xtc, néi chuyén vdi khach hang thi sé
khong biét ai Ia nguoi muén mua hang thyc sy, trong khi tin hiéu t
anh mat cua ho lai c6 do chudn xac cao. Do vy, trong qua trinh giao
tiép vai khach hang, ngudi ban hang nén chi y quan sat &nh mat dé
tim hiéu suy nghi thuc su cia khach hang, tir d6 tim ra nguoi mua
hang thuc su.
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CHU Y DEN CACH BAT TAY
CUA KHACH HANG

Mét nhédn vién bén bdo hiém dén gap khdch hang ldn thi hai va néi:
“Chao anh, rdt vui dugc gap anh.” N6i xong, nhan vién do gio tay ra va bdt
tay khdch hang. Cdch bdt tay cia khdch hang dé6 la cam tay nhan vién néng
lén ha xuéng. Lan dau tién gap mat, nhan vién bén hang da dodn khdch
hang la mét nguai lac quan, phong khodng, chan thanh, luén tran day hi
vong vao cudc séng. Anh muén chimg thuc su phdn dodn caa minh nén da
quyét dinh gdp lai vi khdch hang dy lan tha hai.

Khdch hang: “Chdo anh, chung ta lai gdp nhau réi, téi biét anh la mét
nhdn vién bdn hang rdt gidi, nhung téi rat xin 16i phai n6i véi anh, sau khi ban
bac, téi va vo da quyét dinh khéng mua béo hiém cta coéng ty anh nira.”

Nhan vién bdn hang: “6, duong nhién anh cé quyén lua chon, nhung
t6i 6 thé biét nguyén nhdn khéng mua bdo hiém cta anh khéng?”

Khdch hang: “Chung t6i cdm thdy khéng cdn thiét phdi mua.”

Nhan vién bdn hang: “Tai sao anh lai nghi nhu vay?”

Khdch hang: “Chung téi déu la nhitng ngudi séng tiét kiém, méi lan
mua hang, t6i déu hadi ban than, néu khéng mua san pham nay, téi ¢6 thé
tiép tuc séng dugc khéng, néu ddp dn la 6 thi téi sé khéng mua, chung téi
dung cdch nay dé tiét kiém moi khodn chi tiéu.”

Nhan vién bdn hang: “Vé van dé bdo hiém, anh cing héi ban thdan nhu
vay u?”

Khdch hang: “Pung vady, cho du khéng mua goi bdo hiém nay thi téi
van séng rdt tét.”

Nhdn vién ban hang thdy vdy quyét dinh ddnh vao tam li luén tran
day hi vong vdo cudc séng cua khach hang.
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Nhan vién ban hang: “Anh noi khong sai, mdc du t6i khong dam bao
rdng sau khi mua bdo hiém la c6 thé hoan toan yén tdm, nhung téi tin chdc
rdng, néu khéng mua bdo hiém bdy gi¢, sau nay anh sé phdi h6i han. Cuéc
song rdt kho ludng, chung ta khéng biét chuyén gi sé xdy ra trong tuong lai.
Bdo hiém mac du khéng thé giup anh chéng lai tdt cd nguy hiém, nhung
lai c6 thé chia sé nhimg mdt mdt, ton that I6n cho anh. Anh nghi xem, néu
khéng cé bdo hiém, todan bé tén thdt sé do mét minh anh gdnh vdc, nhu vdy
nhiing tha anh phdi chiu khéng chi la sé tién mua bdo hiém nay ma con la
nhing thi 16n hon. Anh nghi xem, néu anh mua béo hiém, c6 phai cuéc s6ng
sau nay cda anh sé duoc bdo dam khéng?”

Khdch hang nghi ngoi mét ldt, cuéi cung quyét dinh mua goi bdo
hiém dé.

GIAI THICH ‘?

Trong xa hoi hién nay, bat tay la nghi thic co ban nhét trong
giao ti€p. Thuc ra, bat tay chinh la thé hién tinh cam xa giao, lam ting
thém sy tin nhiém va hiéu biét lan nhau, cang thé hién su chic ming,
ton trong, khich 1é hodc ngudng mo cliia ngudi nay vdi ngudi khdc.
Mic du hanh dong bt tay rit quen thudc, nhung lai thé hién tam li
tinh cdm khac nhau ctia con ngudi nhu hoan nghénh, gia tao, lanh
nhat, qua loa...

Ngudi ban hang tinh té, trong qua trinh bat tay khach hang co
thé hi€u dugc tinh cach va thai d6 séng cta ho. Trong cau chuyén
trén, nhan vién ban bao hi€m khi bat tay véi khach hang da phat hién
ra tinh cach cta anh ta, tit d6 ndm bt co hdi, phan tich lgi hai, dé
khach hang quyét dinh mua hang. Néu nhéin vién ban hang khong
hi€u dugc tim li cia khach hang, bi khach hang tii chéi lan thd hai,
c6 thé anh ta sé bo 16 mét co hoi ki két dugc hop dong bao hi€ém nay.
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[pran Tich T

Bat tay khach hang la hanh dong khong thé thi€u ctia nhén vién
ban hang. Mot nhan vién ban hang thong minh khi bat tay khach
hang, ngoai viéc truyén dat 16i tham hoi va su tin nhiém cia minh,
con nhén biét dugc tam li ctia khach.

1. Dung strc bat tay rat lau

Mot s6 khach hang khi bat tay nhan vién ban hang da bat rit
chat, rit lau. Co thé hanh dong d¢ la do thoi quen, cling c6 thé la
phuong phap dé€ kiém tra kha nang chi phéi, muc dich muén xem ai
rat tay ra trudc. Néu khach hang rat tay ra trudc, ching to sic chiu
dung cua ban hon déi phuong (con nguoc lai, ching to déi phuong
6 suc chiu dung hon ban). Véi khach hang co ki€u bat tay nhu vy,
ban khong chi can ¢6 cu <hi phong khoang, tién lui thich hgp, ma
phai kién tri, khong hanh dong 16 mang, nhu vay mdi dugc khach
hang coi trong.

2. Bat tay ha hirng, 16ng léo

Mot s6 khach hang khi bét tay véi nhan vién ban hang thuong
c6 dong tac nhanh chéng, luc nhe, long léo. Khach hang nhu vay
thuong la nguai co thai d6 lanh nhat, khong nhiét tinh, tham chi tu
anh mat c6 thé nhin thdy su coi thudng cta ho. Véi khach hang nhu
vay, khi ti€én hanh dam phan, nhan vién ban hang cin van dung mot
s6 ki xdo giao tiép khong 101 d€ thé hién thuc lyc ctia minh, tu d6 giup
khach hang hi€u rang ban khong dé bi coi thuong, bat nat, khién ho
phai nhuong bo.

3. Bat tay chat nhung budng ra ngay

Mot s6 khach hang bat tay nhan vién ban hang rat chat nhung
sau do lai buong ra ngay. Thong thudng, nhiing khach hang nay tuy bé
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ngoai to ra rdt phong khodng tu nhién, nhung thuc té trong long lai
day nghi ngo, thac mac, do do6 trong bat ¢ truong hop nao, ho ciing
khong chiu thiét thoi, khong dé€ minh bi thua thiét. V6i nhiing khach
hang nhu vay, nhan vién ban hang can than trong, dau tién phai loai
bo tam li lo lang, nghi ngd ctia khach, chiém dugc long tin ctia ho, sau
d¢ dua ra gia ca uu dii nhat danh cho ho, nhu vay cudc giao dich moi
thanh cong.

4. Dung ca hai tay dé bat tay

Co6 luc nhan vién sé gap nhiing khach hang dung ca hai tay
dé€ bat tay minh: Thong thudng, nhing khach hang nay déu cé suy
nghi kha phong khoang, ho khong coi trong tap tuc, l¢ nghia xa giao
truyén théng, ho d6i xu rat nhiét tinh vdi nguai khac. Vi vay, khi giao
ti€p voi nhiing ngudi nay, nhan vién ban hang cin c6 long nhiét tinh,
néu ¢ thé trd thanh ban cua ho thi viéc trién khai ban hang sé rét dé
dang, thuén loi.

5.Khach hang c6 mo héi & long ban tay

Nhén vién ban hang tinh té€ sé phat hién, mot s6 khach hang
bi ra mé hoi & long ban tay. Ai cing biét, lic cing thang, chung ta
thudng toat mé hoi, khich hang todt mé hoi ¢ long ban tay c6 thé
la do ho khong hi€u biét nhiéu vé san phdm, s¢ mua ldm hang. Gap
phai tinh hudng nay, nhan vién ban hang can dua ra chung cu co suc
thuyét phuc, lam ting niém tin cta khach, dé khach nhiét tinh vei
viéc mua hang. Ngoai ra, khi bdo gid, c6 th€ uu tién d6i phuong ra gia
trudc, nhu vay sé khién d6i phuong cam thdy minh dugc ton trong.

6. Nam chat tay d6i phuong

Mot s6 khach hang nam rdt chdt tay déi phuong. Nhiing ngudi
nhu vy thudng 1a nguai thich chiém uu thé, thich chinh phuc nguoi
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khac. Khi giao ti€p vdi khach hang nay, nhan vién ban hang cén kién
tri 1ap trudng ctia minh, van dung ngén ngit va hanh dong co stic
thuyét phuc dé€ pha vd phong tuyén tam li ctia d6i phuang, tit d6 ban
hang thanh cong.

7. Khi bat tay, c6 déng tac nang lén ha xuéng

Mot s6 khach hang khi bét tay vdi nhén vién ban hang c6 dong
tadc nang lén ha xuéng. Thong thuong, nguoi co cach bét tay nay tinh
tinh lac quan, phong khoang, tran ddy hi vong vao cudc song, dong
thoi ciing déi xu rdt chan thanh vdi nguaoi khac. Ngoai ra, trong cudc
song, nhing khach hang nay cing c6 anh hudng lon dén nhiing
ngudi xung quanh, vi vdy nhan vién ban hang cin ¢6 ging ndm git
1dy ho. Néu ban c6 thé dua ra ché d¢ phuc vu va san pham t6t nhat dé
ho trgd thanh khach hang trung thanh cia minh thi ban chic chan sé
c6 thém nhiéu khach hang ti ho.

8. Tu chéi bat tay

Khi giao ti€p vai khach hang, nhiéu luc nhan vién ban hang
chi dong gio tay ra bat, song khach hang lai tu chéi bét tay, tham chi
mot s6 khach hang con day tay ban ra. Phan (ing truc giac ctia nhiing
ngudi nay la trudc khi ban than bi tin cong thi nén tin cong trudc.
Hanh dong dy ching to ho thiéu cam gidc an toan, c6 tam li dé phong
rit Ion. Do vay, khi tiép xuic véi nhiing khach hang nay, nhan vién ban
hang can chan thanh, pha bo tam li dé phong ctia ho, nhu viy cudc
giao dich mai thanh cong.

Khach hang khac nhau sé c6 cach bat tay khac nhau, déi vai
nhiing khich hang bat tay theo ki€u ning lén ha xuéng hoic dung
hai tay bat tay ban thi ban khong dugc bo qua. Vi nhiing ngudi nay
thuong c6 thanh y mua hang va cang dé thuyét phuc, la khach hang
tiém nang cta ban.
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Iei quyét bén dugc hang IP

Khi bat tay khach hang, nhan vién ban hang can nam virng
hoat déng tam li tir dong tac bat tay cta ho, nhu vay mai phan biét dau
la khach hang than thiet, dau la khach hang co thé hop tac lau dai, dau
la khach hang khong thé hgp tac.

KHI NOI CHUYEN, KHACH HANG CUI NGUOI
VE PHIA TRUGC LA CO THANH Y MUA HANG

Nguoi ban hang: “Chao chi, xin héi chi can mua gi a?”

Khdch hang: “Hém nay lanh qud, t6i muén mua mét chiéc khan
choang.”

Nguai ban hang: “Vang, mdy hém nay thdi tiét thay déi nhanh
qud. Bén ndy c6 kiéu ddng va mau sdc mét nhdt nam nay ddy a, chi thich
mau gi?”

Khdch hang: “Téi thich mau héng.”

Nguai ban hang: “Chi thdy kiéu dang nay thé nao, kiéu nay em bdn
chay nhat nam nay. Chi c6 thé choang tha xem.”

Nguoi bdn hang thdy khdch hang nghiéng ngudi vé phia trudc, nhu
muén quan sdt ki hon va muén thi choang chiéc khan dé luén, lién lap
tuc nhan ra thanh y mua hang, vi thé chi quyét dinh <ns1:XMLFault xmlns:ns1="http://cxf.apache.org/bindings/xformat"><ns1:faultstring xmlns:ns1="http://cxf.apache.org/bindings/xformat">java.lang.OutOfMemoryError: Java heap space</ns1:faultstring></ns1:XMLFault>