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Ban hang 1a mot trong cac hoat dong chirc ning co ban ctia doanh nghiép nhim thu
lai cac chi phi da dau tu vao qué trinh san xuat kinh doanh, dong thoi voi phan lgi nhuén cé
duoc dé chuan bi cho chu ky san xuat kinh doanh tié€p theo.

Céc quan diém vé ban hang ciing duoc phat trién nhanh chong theo thoi gian ca & trén
the gidi va & Viét Nam, quoc gia c6 nén kinh t€ thi truong dang trén da phat trién. Tir quan
diém san xuat san pham véi muc ti€u phat trién so6 lugng ban tdi1 quan di€ém marketing xa hoi
v6&i muyc tiéu phat trién quan hé 1au dai gitra doanh nghiép va khach hang. Tur quan diém coi
vai trd cia nguoi ban hang 1a ngudi cung cap sdn pham dich vu dén quan diém xéc dinh nguoi
ban hang la nguoi sang tao gia tri.

Trong qué trinh phat trién thuc té ban hang & Viét Nam va qué trinh hoan thién 1y luén
vé nghé ban hang trong xa hoi ciing nhu chirc ning ban hang trong doanh nghiép, mén hoc
Quan tri ban hang dugc dua vao giang day ¢ nhiéu truong dai hoc trén ca nude. Khong nam
ngoai xu thé d6, Trudng Pai hoc su pham ky thuat Hung Yén bat ddu dua mon hoc niy vao
chuong trinh gidng day cho sinh vién nganh Quan tri kinh doanh. Bai gidng Quan tri ban hang
la mQt cong cu dé sinh vién ti€p can cac van dé chuyén mon cia mon hoc. Noi dung bai gidng
gitp sinh vién nhén thirc vé vi tri, vai tro cua ngudi quan tri ban hang va nhan vién ban hang
trong doanh nghiép, hiéu va van dung tét cac ky nang can thiét ddi v6i ngudi quan tri ban
hang, cudi cung la nhan thirc dugc tuong lai phat trién ctia quan tri ban hang.

Bai giang mon hoc Quan tri ban hang bao gdm nhiing nodi dung sau:

Chuong 1: Tong quan vé ban hang va quan tri ban hang

Chuong 2: Xay dung ké hoach ban hang

Chuong 3: K¥ thuat ban hang va cham s6c¢ khach hang

Chuong 4: Thiét ké va to chirc luc Iugng ban hang trong doanh nghiép

Chuong 5: Quan tri d0i ngli ban hang.

Quan tri ban hang 1a mot linh vyc khong méi trén thé gidi nhung lai 14 non tré tai Viét
Nam, dac biét 1a trong thuc tién hoat dong nay tai cac doanh nghiép. Tai li€u nay dugc bién
soan trén co s& nghién ciru, tham khao tir nhiéu ngudn tai liéu ca trong nudc va ngoai nudc
nham cung cap nhirng kién thirc co ban nhat vé hoat dong ban hang va chirc nang quan tri ban
hang trong doanh nghiép.

Hy vong day sé& 12 tai lidu thuc su can thiét cho sinh vién hé Pai hoc nganh Quan tri
kinh doanh cia Truong, dong thoi 1a tai liéu tham khao bd ich cho sinh vién nganh quan tri
kinh doanh noi chung, cdc nha quén tri doanh nghiép va ban doc quan tdm dén van de nay.

Mic du ¢ nhiéu cd ging xong do day la lan bién soan dau tién, tap bai giang khong
tranh khoi sai sot va han ché. Tac gia rat mong nhan dugc nhirng ¥ kién quy bau cta ban doc
dé tiép tuc hoan thién hon trong lan tai ban ké tiép.

Xin tran trong cam on.

Ha Noi, thang 10 nam 2010

Tac gia
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CHUONG 1
TONG QUAN VE BAN HANG VA QUAN TRI BAN HANG

Muc dich:

Hi€u dugc thé nao la nghé ban hang va lich sir ciia nghé nay.

Nhan dién dugc cac loai nhan vién ban hang va cac hoat dong nghiép vu
cua nhan vién ban hang.

e Hiéu rd ban chit, vai tro cua hoat dong ban hang trong doanh nghiép.

e Nim bit duoc qui trinh quan tri ban hang noi chung va chirc ning ban

hang dong gop nhu thé nao vao sy thanh coéng cua doanh nghiép.
Noi dung:
e Tong quan vé ban hang:

Khai niém ban hang
Qua trinh phat trién ciia ban hang
Céac quan niém vé ban hang
Ban chat vai tro ciia hoat dong ban hang

Céc loai hinh ban hang trong doanh nghiép

YV V.V V V V

Nhéan vién ban hang

e Tong quan vé quan tri ban hang
» Khai niém quan tri ban hang
» Qui trinh quan tri ban hang

» Quan tri vién ban hang chuyén nghiép.

1.1. TONG QUAN VE BAN HANG
1.1.1. Khai niém ban hang

Ban hang ca nhan (personal selling) 1a mot qué trinh giao tiép hai chiéu giira
ngudi ban hang va ngudi mua tiém ning trong d6 ngudi ban tim hiéu, kham phd, goi
ma, thuyét phuc va dap ieng nhu cau mong mudn ciia ngudi mua trén co so hai bén cing
co loi.

Pinh nghia rit gon: Ban hang 1a giai quyét cdc vin dé cua khach hang, dap Gmg
CAC nhu cau cia ho.

Theo nghia réng, khi mét 6 chirc, hay mot ca nhan thuyét phuc ai lam mot diéu
gi do, thi cling c6 nghia 1a ho dang lam cong vi¢c tuong tu ciia ngudi ban hang. Ban
trinh bay mot phuong an kinh doanh truée Ban 1anh dao cong ty? Ban phdi dua ra nhiing
s& ctr dé chirg minh rang phuong 4n kinh doanh cua ban mang lai hiéu qua cho Cong
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ty, va kha thi vi muc dich thuyét phuc Ban 1anh dao cong ty chap nhan phuong an kinh
doanh ctia ban? Dé thuyét phuc dan chung thyc hién ké hoach hoa gia dinh, Chinh phu
phai c6 nhiing 1i 18, bang chimg c6 tinh thuyét phuc, tham chi ca cac chinh sach khuyén
khich moi ngudi dan tin réng thuc hién ké hoach hoa gia dinh mang lai lg1 ich cho ban
than mdi gia dinh, va cho ca xa hoi.

Nhu vdy, trong cudc doi mdi ngudi chiing ta cling da khong it 1an thuc hién cong
viéc ban hang.

1.1.2. Qua trinh phat trién ciia ban hang

Hoat dong tiép thi va ban hang con dugc coi 1a méi mé & Viét Nam. Tuy nhién,
trong thuc té lich sir phat trién cua kinh té thé gi6i noi chung, ca vé mit thuc tién ciing
nhu 1y luan, ban hang da trai qua mot thoi ky phat trién 1au dai trén thé gidi. Vé co
ban, lich sir phat trién clia ban hang da trai qua 4 thoi ky d6 1a: thoi ky trude bat ngudn;
thoi ky bat ngudn; thoi ky dat nén mong; thoi ky tinh loc va hinh thanh.

1) Thoi ky trwde bét nguén (truwée 1750)

bdac trung cua thoi ky nay la ban dao. Tiép dén, trong thoi cuc thinh cua dé ché
La ma, hoat dong ban hang da phat trién dén dang dai 1y, nha budén. Thoi Trung cb va
Phuc hung di xuat hién céc lai budn budn dua hang héa tir viing Dia trung hai dén céc
nuéc Chau Au.

2) Thoi ky bét nguén (1750- 1870)

Thoi ky nay bt dau cung véi cude cach mang cong nghiép. Cong nghiép phat
trién dan dén su gia ting ciia ning lyc san xuat va van tai. Hang hoa duoc san Xuat ra
doi dao va dé dang van chuyén dén céc thi truong xa. Cac cong ty da trang bi k§ hon
cac k¥ nang tiép thi nhu xuc tién, tim kiém thi trudng, thiét ké san phim chuyén biét
cho cac khach hang dac biét. Cac cong ty thuong s dung nhirng nhan vién ban dao
hodc nhitng quan tri vién ban hang truc tiép gip g& va giao dich thang véi khach hang.

3) Thoi ky phdt trién nén méng (1870- 1929)

Do cac nha san xuat phai tdp trung hét nang luc vao qua trinh san xuit nén doi
hoi hinh thanh cac trung gian dé ban hang phuc vu cac khach hang & nhitng khu vuc
dia Iy khac nhau. Nhimng ddy truyén phan phdi 1¢ 16n dugc thanh lap va phat trién. O
nhirng noi xa voi khu vuc san xuét thi hinh thanh hé théng dai dién nha san xuit va
nhirng kénh phan phdi trung gian khac.

Nhitng nam 1900, ngh¢ thuat ban hang dugc dua vao giang day tai céc truong
dai hoc va cao dang. Mot sb cong ty dd ap dung co cau t6 chire luc luong ban hang
theo co cdu khach hang hoic theo dic tinh san phidm cht khong chi don thuan 14 theo
phan viing dia 1y. Ngudi quan 1y truc tiép viéc ban hang dugc coi nhu 14 nhiing cap
quan ly, gidm ddc, 1anh dao thuc su chir khong chi dugc xem nhu mot nhan vién ban
hang cip cao nhu trude day.

4) Thei ky tinh loc va hinh thanh (1930 dén nay)
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Xu hudng kinh doanh hudng tdi khdch hang la dac trung cta thoi ky nay. Cac
cong ty canh tranh v4i nhau béng viéc cung ung dich vu tdt nhat, phuc vu tdt nhat, chat
lwong t6t nht va gid ca canh tranh nhat. Khoa hoc quan 1y dwgc ap dung vao hoat dong
ban hang nhu: phan tich kha ning san xuit theo vung lanh thd, quan 1y chi phi, quan Iy
nhimng cudc giao dich véi khach hang. O thoi ky ndy, nghé thuat ban hang c4 nhan duoc
dac biét chu trong.

1.1.3. Cac quan niém vé ban hang

Thuat ngt ban hang dugc st dung rong rai trong kinh doanh nhung vé1 muc
tiéu nghién ctru, cach tiép can, ddi twong nghién ctru tng dung khac nhau. Do viy,
trong thuc t& dd dan dén nhitng nhan thirc khéng dy du vé ban hang va tir d6 dua ra
cac ndi dung quan tri ban hang rat khic nhau.

V& co ban c6 thé khai quat cac quan niém vé ban hang duéi cac goc do tiép cin
nhu sau:

e Béan hang voi tu cach 1a mot pham tru kinh té

e Ban hang vai tu cach la hanh vi thuong mai ciia thuong nhan

e Ban hang véi tu cach 1a khau co ban va quan trong nhat ctia qua trinh kinh
doanh

e Ban hang vai tu cach la qué trinh thuc hién cac nghiép vu k¥ thuat ban
hang.

1) Bdn hang véi tw cdch la pham tri kinh té

Theo Mac, ban hang 13 sy chuyén ho4 hinh thai gia tri cia hang hoa tir hang
sang tién (H - T) va sy chuyén hoa nay 1a budc nhay kho khin nhat. Theo cach hiéu
nay thi ban hang 1a mot hoat dong day rdy kho khan, trong d6 khé khan nhat 1a viéc
thu tién ciia nguoi mua.

2) Ban hang vdi tw cdch la hanh vi thwong mai ciia thwong nhin

Theo Luat thuong mai (2005):

Mua ban hang hoa 1a hoat dong thuong mai, theo d6 bén ban c6 nghia vu giao
hang, chuyén quyén s hitu hang héa cho bén mua va nhan thanh toan; bén mua co
nghia vu thanh toan cho bén ban, nhan hang va quyén so hitu hang hod theo thoa thuan.

Cung ung dich vu la hoat dong thuong mai, theo d6 mot bén c6 nghia vu thuc
hién dich vu cho mét bén khac va nhan thanh toan; bén st dung dich vu c6 nghia vu
thanh toan cho bén cung trng dich vu va st dung dich vu theo thoa thuén.

Theo quan ni¢m nay, hoat dong ban hang sé& tap trung vao cac hoat dong cua
nhan vién ban hang (ban hang ca nhan) thong qua hoat dong tiép xuc véi khach hang,
thuong luong, thoa thuén vé chét luong, gia ca, phuwong thirc thanh toan cy thé dé thoa
mén nhu cu cta khach hang va mang lai loi ich cho cé hai bén. Nhu vy, doanh nghiép
phai ddo tao doi ngili nhan vién tryc tiép ban hang c6 nhing hanh vi, nghé thuat giao
tiép, k¥ nang ban hang...dé cé thé ban hang thanh cong.
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3) Ban hang voi tw cdch la mot chivc nang kinh doanh ciia doanh nghiép

Ban hang 1a mot khau co ban, quan trong ciia quéa trinh san xuét kinh doanh.
Qua trinh kinh doanh ctia doanh nghiép dién ra theo trinh ty:

e Nghién ciru nhu ciu thi treong

e Thiét ké san pham

e Chuén bi céc yéu to dau vao

e Tb chirc san xuit

e Bé&n san pham, dich vu phuc vu khac hang

Nhu vy, san xudt ra san pham va ban hang luon 14 hai mat thong nhét cua qua
trinh san xuit. Doanh nghiép mudn ton tai va phat trién can phai quan tim dén hoat dong
ban hang.

Pic diém nay doi hoi phai lién két chat ché giita cac khau khac nhau cua qua
trinh san xuit kinh doanh béi vi viéc ban dugc hang khong chi phu thudc vao to chirc
va diéu khién tét hoat dong ban hang ma phai giai quyét tét tat ca cac khau trude do.
Hay ndi cach khac, ban hang khong chi 1a muc tiéu riéng cua bd phan ban hang ma
can dugc xac dinh 13 muc tiéu chung cua toan doanh nghiép.

4) Bdn hang voi tw cdch la mét qud trinh thwc hién cdac nghiép vu ky thudt bdn

Hoat dong ban hang dugc xem xét nhu mot qua trinh kinh té bao gém cac cong
viéc ¢ lién hé€ véi nhau duogce thyc hién ¢ cac bd phan trong doanh nghiép va khac véi
hanh vi ban hang ¢ ctra hang, quiy hang (hanh vi ban hang & ctra hang, quiy hang chi
bao gdm nhitng k¥ thuat - nghiép vu cu thé dugc tién hanh tai cra hang, quay hang
do).

Ciing gidng nhu quan niém ban hang 1a khau co ban ctia qua trinh kinh doanh,
nhdn thirc ban hang la qua trinh thuc hién cac nghiép vu k¥ thuat ban hang doi hoéi
Ngudi quan tri phai ¢ quan diém tong the, quan diém hé thong dé giai quyét tot tat cac
cac khau cua qua trinh do.

1.1.4. Ban chit va vai tro ciia hoat dong ban hang

1) Bdn chit ciia hoat dpng bdn hing

Quan niém vé ban hang hién nay va truéc day cé su thay ddi 1on. Trude day,
ban hang 14 ban san pham, con ngay nay ban hang 1a ban loi ich san pham cho khéach
hang. Tu d6 co thé hiéu hoat dong ban hang hién dai 1a mdt hoat dong giao tiép ma
ngudi ban chu dong khdm pha nhu cau cia ngudi mua, hoic kich thich 1am phat sinh
nhu cu ctia nguoi mua dong thoi khiang dinh kha nang dap tng nhu cau do6 bang loi
ich san pham nham thoa man nhu ciu cta ca hai bén.

a) Bdn hang la mét qua trinh giao tiép 2 chiéu

Trong qué trinh ban hang, ngudi ban hang khong chi cung cdp théng tin cho khach
hang biét vé san phém dich vy minh ban, ma con chu dong nhgn thong tin tir phia khach
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hang dé hiéu r6 khach hang. Nhu vay, nguoi ban hang c6 co hdi dé hiéu rd mong muon,
tam li, thi hiéu, nhu ciu ctia khach hang, dé c6 thé tu van, goi mé nhu cau cua khach
hang. Va cubi cung 13 dé thuc hién phuong cham “bdn nhitng thir ma khdch hang can”.
D6 chinh 14 tién dé cho sy thanh cong cua muc ti€éu ban hang.

Trong qua trinh giao tiép v6i khach hang, ngudi ban hang can sir dung tat ca cac
phuong tién giao tiép bang ngdn ngir loi néi Va ngén ngir khéng loi. Diéu nay sé gitp
ich cho nguoi ban hang tiép nhan diy du thong tin tir phia khach hang, va truyén dat dén
khach hang diy du cac thong tin can thiét. Chang han, néu ngudi ban hang mudn thé
hién cho khach hang biét rang minh quan tim, than thién, cham chu ling nghe, ton trong
khach hang, thi viéc st dung ca ngdn ngir 161 ndi va ngon ngtt khong 101 s€ giup cho
khach hang d& dang nhan biét nhitng tinh cam do.

Truyén thong tin di

\4

Nguoi Nguoi
Ban hang Mua hang

Nhan thong tin vé

Hinh 1.1. Qua trinh giao tiép hai chiéu giita ngudi ban va khach hang
b) Dady la qua trinh ban hang chu dong

Trong qua trinh ban hang theo dinh nghia trén day, nguoi ban hang c6 nhiém vu
chu dong tim kiém va phat hién, tw van, kich thich, goi mé, thuyét phuc va dép vmg nhu
cau ctia khach hang. Ddi 1ap v6i ban hang chi dong 1a tu duy ban hang thu dong.

Can luu y rang, ban hang chit dong vat va hon nhiéu so véi kiéu ban hang thu
dong. Ching ta c6 thé d& dang nhan thiy ring, ban hang thu dong 14 kiéu ban hang twong
d6i pho bién hién nay tai nhiéu doanh nghiép, dic biét 13 cac doanh nghiép nha nudc &
Viét Nam. Ban hay tim hiéu xem li do vi sao cach ban hang thu dong lai kha phé) bién
hién nay & nudc ta nhu vay? Tim dugce nguyén nhan, chung ta co thé dé ra cac giai phap
dé khac phuc.

Vay tai sao chung ta lai chon cach ban hang chu dong, mdc du nguoi ban hang
phai mat nhiéu cong strc, thoi gian va tri luc hon dé thyc hién cach ban hang nay? Trén
thuc té, rat nhiéu khach hang khong biét duge minh c6 nhu cau cu thé gi, khong biét sir
dung dich vu gi dé trao d6i thong tin v6i nhau. Khach hang c6 vo khdi cong viéc hang
ngay ma ho can quan tdm, ho khong c6 nhiéu thoi gian dé tim hiéu k§ vé cac san pham
cua chung ta. Pac biét, khi doanh nghiép ching ta ban cac dich vu (c6 tinh vo hinh) thi
khach hang cang khé khan hon dé c6 thé nhan biét duoc loi ich cong dung cta dich vu.
Do vy, ndi chung tir ban than khach hang khé cam nhan vé chét lugng, loi ich cua timg
loai dich vu mang lai cho hg. Cho nén, chinh ngudi ban hang chir khong phai ai khac
can phai gitup cho khach hang hiéu biét va lya chon dich vu phul hop v6i nhu cau ctia ho.
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Ban hang chu dong hoan toan doi lap vaéi kiéu ban hang thu dong, chi ngoi cho
khach hang dén hoi, tham chi khach hang hoi ciing khong muén tra 15i. Quan sét tai
nhiéu cira hang va cic quy giao dich cua cac doanh nghiép nha nuéc, ching ta khdng
may kho khin dé nhan thiy thai do thu dong ciia ngudi ban hang. Ho khong niém nd
moi1 chao, hoi han, quan sat, tu van cho khach hang lya chon loai dich vu phu hgp véi
nhu ciu cta ho.

Ban hang cha dong s& dap tmg duoc ca nhitng nhu cau tiém dn cia khach hang,
gitip cho khach hang hai 10ng, con chung ta thi ban dugc nhiéu hon. Ban hang chi dong
gitip cho doanh nghiép nang cao sttc canh tranh. Néu chung ta khong gitp khach hang
nhu vay, thi cac ddi thii canh tranh cua chung ta s& gianh 14y cong viéc tuy vét va nhung
rat thu vi nay.

Ban thém (Cross-selling), ban nang cao (Up selling) la mdt cach ban hang chu
dong, gitp cho ta dap tng duoc cac nhu cau tiém an ctia khach hang. Ban thém 1a phuong
phap ban hang chu dong trong d6 ngudi ban hang khéo 1éo khdm phd, goi y mé Va thuyét
phuc khach hang mua thém céc san pham, dich vu khac (c6 lién quan hodc khong) ngoai
san pham dich vu ma ho vira quyét dinh mua. Ban hang nang cao 1a phuong phap ban
hang chu dong trong do khach hang du kién mua mot san phém dich vu cép thép hon,
nhung ngudi ban fr vén, thuyét phuc duge khach hang mua san pham dich vu cao cip
hon, dap ung nhu cau cao hon cia khach hang, dong thoi doanh nghiép c6 dugc doanh
s6 ban hang cao hon.

¢) Bdn hang theo quan diém hai bén cing cé loi (Win - win)

Trong mot thi trudng canh tranh, mudn ton tai va phat trién thi ban hang phai dam
bao quyén loi 1au dai thoa déng ctia ca hai bén. Quan diém ban hang nay d6i 1ap véi kiéu
ban hang bang moi gia, ban theo kiéu ép budc khach hang mua ma khong chu y dén loi
ich cia khach hang. Cach ban hang ép budc chi dap tmg duoc quyén loi trude mat cia
doanh nghi€p, ma quén mat loi ich 1au dai, do vay s€ dan dén két cuc xdu cho doanh
nghiép. Vi loi ich 1au dai chung ta phai thuc hién theo phuong cham:

Bdn dwoc mot mén hang khéng quy bang giik dwoc khdach hang lau dail

Do vdy, chiing ta nén giup khach hang tiét kiém chi phi, nang cao hiéu qua cta
viéc str dung cac san pham dich vu cta ching ta. D6 1a phuong cham: “Hay tim cach
lam loi cho khdach hang!”. Piéu nay thoat nghe c6 vé phi Iy. Tuy nhién, khi chiing ta da
chap nhan quan diém: “Huwdéng vé khdch hang, ldy viéc ddp g cao nhdt nhu cau cia
khdch hang lam muc tiéu kinh doanh”, thi lam loi cho khach hang 13 diéu can thiét.
Khach hang s€ tin tudng va gén b6 véi ching ta khi ho dugc ching ta tu van lya chon
st dung dich vy, san phim dap Ung cao nhat nhu ciu cta ho véi chi phi tiét kiém.

d) Ban hang la phung su khach hang

Khi ban cho khach hang mdt san phém, dich vu, ngudi ban hang thuc chit d3a
gitip ho thod man mot nhu cau, ban cho ho dung nhiing thir ma ho cdn. Ciing can nhd
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rang, thr ma ho can khong chi 1a mot san pham hay dich vy, ma can ca thai do than
thién, niém nd, t6n trong, nhiét tinh giup d&, tu van... Chi c6 hiéu rd khach hang, va toan
tAm toan y vi khach hang ching ta méi thuc hién duoc quan diém nay. D6 chinh 1a
phung su khach hang.

e) Bdn hang khéng chi la giao hang va thu tién

Qua trinh ban hang khong thé thiéu duoc hoat ddng chdm séc khdach hang. Chung
ta nh¢ rang, theo quan diém Marketing thi mot san pham hoan chinh phai bao gdm ca
hoat dong chim soc khach hang. Néu thiéu hoat dong chiam soc khach hang thi coi nhu
ching ta chua cung cép cho khach hang mgt san phém, dich vu hoan chinh, va tat yéu
1a khach hang s& khong hai 1ong. Cham soc khach hang t6t 1a vii khi canh tranh quan
trong cua chung ta.

f) Tai sao phdi giit khdach hang?

C6 hai Iy do tai sao doanh nghiép phai c¢6 gang khong chi ban dugc hang, ma con
phai gilt dugc khach hang lau dai:

- Thir nhdt, gilt mot khach hang cii thi do tdn kém hon nhiéu so véi viéc tim mot
khach hang méi. Mot nghién ciru & phuwong Tay da dua ra két luan rang, chi phi dé tim
kiém mot khach hang méi trung binh thuong ton kém gap 5 14n so véi chi phi dé giir
duge mot khach hang hién c6. C6 thé trong méi truong kinh doanh hién nay, ching ta
van chua phai bo ra nhiéu cong sirc, tién ciia dé tim mot khach hang méi, vi thuc ra
chung ta chua phai di tim khach hang ma méi chi ngoi chd ho mang tién dén dui vao tay
chung ta. Nhung trong tuong lai khong xa, khi canh tranh trén thi truong Viét Nam ngay
cang manh mé, thi chi phi tim khach hang s& cang ngay cang cao. Mot diéu dic biét
quan trong nita 13, nhitng khach hang gan b6 trung thanh véi doanh nghiép s& 1a nguoi
tuyén truyén tich cuc, bao v¢ doanh nghiép trudc du luan, va gioi thi€u cho chung ta
thém nhiéu khach hang méi.

- Thit hai, mat mot khach hang khong chi 1a mot khach hang d6, ma c6 nguy
co méat thém nhiéu khach hang nira.

Mot cong trinh nghién ctru cho chiing ta két qua sau ddy: Néu mot khach hang
hai 1ong, ho sé& chia sé véi trung binh 5 ngudi khac. Nhung néu ching ta 1am cho mot
khach hang khong hai 1ong, ho s& chia sé tim trang budn buc niy véi trung binh 10
khach hang khac. Va nhu vy, ho 1am cho cong ty c6 nguy co mat thém 10 khach hang.

2) Vai tro ciia hoat djpng ban hang

Vai tro clia ban hang dugc phat biéu rat don gian: d6 1a ban dugc hang (hay noi
cach khéac, nghé thuat ban hang 13 1am sao dé ban duoc hang). Tuy nhién, dé cé két
qua cudi dung 14 ban dugc hang thi ngudi ban hang di phai thuc hién mét qui trinh
thuong rat phtc tap, lién quan dén viéc str dung mot loat cadc nguyén tac, k¥ thuat va
nhiéu k¥ ning c4 nhan, trong moi phan viéc ban hang.




Chirong 1: Tong quan vé ban hang va qudn tri ban hang
Chung ta hay xem xé&t cac vai tro quan trong cua ban hang khién cho n6 duogc
coi la mét Iinh vuc quan trong trong hoat dong kinh doanh ctia doanh nghiép:

a) Bdn hang la khdu quan trong két thiic mét chu ky dau tw san xudt kinh doanh
cua doanh nghiép

Ban hang 13 khau cubi cing cua chu ky dau tu kinh doanh, va 1a khau dic biét
quan trong dam bao cho qua trinh tai san xuét dién ra binh thuong:

TOHS>T

Mot chu ky ddu tu kinh doanh dugc bit ddu bang viéc dau tu ngudn von (T) can
thiét dé san xuit ra hang héa, dich vu (H). Sau d6, doanh nghiép dem ban nhiing hang
hoa, dich vy d6 dé thu vé mot ngudn doanh thu (T?) 16n hon so v6i ngudn von bo ra ban
dau T. Phan chénh léch gitra tién dau tu T ban dau, va sb tién T’ thu duge chinh 1a loi
nhuin ma nha dau tu duoc huong.

Khi cac doanh nghiép Viét Nam chuyén sang co ché thi trudong, ho khong chi
phai tu lo cac yéu td dau vao cho qua trinh san XuAt, ma con phai tu lo ca dau ra, tirc 12
tiéu thu san pham dich vu. Chu ky dau tu kinh doanh chi hoan thanh khi doanh nghiép
ti€u thu dugc hang hoéa, dich vu. Hang hoa, dich vu ban duoc thi s€ thic déy qua trinh
dau tu tai san xuat, quay vong dong von nhanh cta doanh nghiép. Nguoc lai, khi hang
hoa dich vu khong ban dugc thi von liéng da dau tu bi dong lai, ng nan chéng chat, dé
dan t6i su phé san ciia doanh nghiép. Néu dat nudc cé nhiéu doanh nghiép roi vao tinh
trang nay, thi chic chan s& anh hudng xau dén ca nén kinh té quoc dan.

C6 thé c6 nguoi nghi ring, néu ching ta c6 san pham, dich vu tot thi ching can
phai chu trong dén van dé xuc tién, ban hang, vi “hi{tu xa tu nhién huong” nén khach
hang s& tim dén mua. Quan diém nay ngay nay khong con dung, vi canh tranh rat gay
git, cac doi thi rat nang dong tim kiém khach hang. Trong khi d6, cac doanh nghiép co
rat nhiéu hang hoa dich vu cung cip cho thi trudng, nhung khach hang hiéu biét vé
ching rat it. Ma khi khach hang khong dugc thong tin dé hiéu biét, khong duogc tu van,
thuyét phuc thi ho s& khong mua. Kinh doanh nhu vay khac gi “40 gam di dém” néu
chung ta c6 san pham t6t ma khong chu trong dén khau ban hang?

Diéu nay cho thiy tim quan trong ctia qua trinh tiéu thu san pham ddi v6i doanh
nghiép.

b) Bén hang la cdu néi chi yéu giiva doanh nghiép va thi truong

Khau ban hang 1a mot kénh truyén théng quan trong giita doanh nghiép va khach
hang, gitip cho khach hang c6 thong tin vé hang hoa, dich vu; dong thoi giup doanh
nghiép nim bét duoc thong tin thudong xuyén vé khach hang, thi trudng.

Ddi voi cac doanh nghiép dich vy, do tinh v6 hinh cta dich vy, qua trinh san Xuét
va tiéu thy xay ra dong thoi. Do vay, nhiing diém ban hang (quay giao dich) con ¢ vai
tro 12 bo mit ctia doanh nghiép, 13 noi xuc tién - truyén thong cho khach hang hiéu biét
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Chirong 1: Tong quan vé ban hang va qudn tri ban hang
%
v€ doanh nghiép va cac dich vu ctia nd, 1a yéu to hiru hinh tdc dong tich cuc dén cam
nhan cta khach hang, gy cho khach hang thién cam véi san pham, véi ngudi ban hang,
va rong hon vé6i doanh nghiép. Noi ban hang ciing 13 noi dé xiic tién cho thirong hiéu
ctia doanh nghiép. Diéu nay dic biét quan trong dbi voi cac doanh nghiép cung cap dich
VUL

Hang ho& Pic tinh Dich vu

Thép Tinh vé hinh Cao

Tinh khong tach roi gitra

Thi , : : Cao
op qua trinh cung cap va tiéu dung dich vu
Thap Tinh khong dong nhit vé chét luong Cao
Thap Tinh khong du trir dugc Cao
Co Quyén s& hiru cia khach hang sau khi mua Khéng

Hinh 1.2. Céc dac tinh cia dich vu khac biét so véi hang hoa

Dich vu ¢6 nhiéu dic tinh khéac biét so véi hang hoa (xem hinh 1.2). Do vay,
Marketing dich vu ciing c¢6 cac diém khac biét so voi Marketing hang hoa. Trong
Marketing dich vy, thay vi 4P, ngudi ta sir dung cong cu Marketing hdn hop 7P, bao
g6m 7 thanh t6 sau day dé tac dong dén thi truong muc tiéu: P1 - san pham (Product), P»
- gi4 ca (Price), P3 - phan phéi (Place), P4 - X(c tién (Promotion), Ps- con ngudi (People),
Ps - qua trinh (Process), va P7 - cac yéu td hitu hinh (Physical Evidence). Bén thanh té
dau tién : san pham, gia ca, phan phdi, va xuc tién duoc str dung chung cho Marketing
cac linh vuc san xuat. Ba thanh té sau 1a: con ngudi, qué trinh, va cac yéu té hitu hinh
duogc coi 1a co6 vai tro dac biét quan trong tac dong dén khach hang ddi véi Marketing
trong linh vuc dich vu.

10



Chirong 1: Tong quan vé ban hang va qudn tri ban hang

Kénh san xut

Nh.vién tuyén ddu |—

A 4

\ 4

—»| Piém cung cap DV —>
—| Quang céo —> Z
> 0)
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p > <
- T
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-
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—| Kénh truyén miéng —

Théng diép tlr bén ngoai 5

Cacphuwongtien TT |[—¥

Hinh 1.3. Cac kénh xtc tién ctua doanh nghiép dich vu

Do tinh khong tach roi giita qua trinh cung cap dich vu va qua trinh st dung dich
vu cua khach hang, trong subt thoi gian st dung dich vu, khach hang c6 mat tai dia diém
cung cap dich vu. Do vay, ho ¢ thé quan sat thdy cac yéu t6 sau:

e Ngudi cung cap dich vu (Ps)
e Qua trinh khai thac va cung cap dich vu (Pe)
e Céc yéu t6 hitu hinh (P7): trang thiét bi, nha cira, 4n pham, bang gia cudc...

Day chinh 1 cac kénh truyén théng rat tot giup cho doanh nghiép dich vu thuc
hién viéc xuc tién véi khach hang, ttc 13 truyén cac thong tin vé cac dich vu va ban than
doanh nghiép dén khach hang (xem hinh 1.3). D6i véi cac doanh nghiép dich vu ¢6
mang ludi rong 16n cac diém ban hang nhu buu chinh, vién thong, ngan hang... thi day
12 mét 1oi thé 16n ctia ho trong viéc xuc tién san phém, xuc tién thuong hiéu. Nhung néu
doanh nghiép khong quan tdm dau tu va sir dung hiéu qua kénh xtc tién quan trong nay,
thi ddy lai 1a mot yéu diém 16n, vi thong qua né ma boc 16 nhanh chong nhitng mit xau
cho cong ching dé nhan ra!

Tuy nhién, van dé khai thac kénh xuc tién nay cua nhiéu doanh nghiép dich vu
Viét Nam trong hoat dong xuc tién chua duogc cha trong, do nhiéu nguyén nhan khach
quan 1an chu quan. Piéu nay lam giam hiéu qua cta hoat dong xuc tién, ban hang.

Hinh 1.4. gitip cho nha quan tri ban hang thiy dugc cac nhan t6 khac nhau tac
dong dén khach hang tai cac diém phuc vu khach hang. Trén co s do, nha quan tri ban
hang can phai c6 cac bién phéap kiém soat duoc tat ca cac nhan to d6, nham tac dong tich
cuc dén tinh cam va 1i tri cua khach hang.
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Ciing do cac déc tinh néu trén cua dich vy, co6 thé thay rang vié¢c ban cac dich vu
kho khin hon nhiéu so véi ban cac hang hoa hitu hinh, dic biét d6i véi cac dich vu tiép
xuc cao khi khach hang phai c6 mit trong sudt qué trinh cung cap dich vu. Trong trudng
hop nay, doanh nghiép cin xiy dung 10ng tin cua khach hang théng qua mot thirong
hiéu duoc tin nhiém, vi yéu t6 tin twong cua khach hang co tinh quyét dinh dén sy lua
chon mua dich vu cua khach hang. Thai d9, hanh vi, ctr chi, trang phuc, 101 an tiéng nol...
clia ngudi ban hang 1a cac yéu té thudce chdt lirong phuc vu c6 anh huong 16n dén quyét
dinh mua cua khach hang.

Nhu vdy, doanh nghiép dich vy can chu trong nhiéu dén tiéu chuén tuyén chon
va cong tac dao tao doi ngii ban hang, cling nhu cong tac danh gia khia canh giao tiép
v6i khach hang (chdt lwong phuc vu) cia ho.

Ngon ngl I&i noéi va khéng | ctia ngudi BH

Thiét bi st dung tai diém cung cap

Qua trinh tac nghiép cua ngudi BH

Mbi trwérng xung quanh diém cung cap

\

Thwong hiéu ctia doanh nghiép

An pham st dung trong giao dich véi KH

Trang tri noi that trong diém cung cap

Tac dong cua cac KH khac dang cung giao

Hinh 1.4. Cac yéu td tac dong dén khach hang tai cac diém phuc vu

Nhu vdy, ban hang 1a khau cudi cing ciia qué trinh kinh doanh, dam bao qua
trinh kinh doanh dién ra binh thuong, nén viéc ban hang hiéu qua 14 co s& dé day nhanh
qua trinh tai san xuat, cai thién hiéu qua von dau tu. Bén canh d6, ban hang 1a nghiép
vu co ban thuc hién muc dich kinh doanh cua doanh nghiép 1a lgi nhuén, vi vay n6
quyét dinh va chi phdi cac hoat dong nghiép vu khac cua doanh nghiép nhu: nghién
ctru thi treong, tao ngudn hang, hanh chinh, du trit...

Nhan vién ban hang 1 cau ndi giita doanh nghiép va khach hang, moi nd lyc
khac cta doanh nghiép c6 thé khong dem lai két qua néu viéc ban hang khong hiéu
qua.
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Hoat dong ban hang duoc thuc hién theo chién lugc va ké hoach kinh doanh da
vach ra, hang hoa ctia doanh nghi€p dugc khach hang chép thuan, uy tin cia doanh
nghiép duoc giit vitng va cung cd trén thuong treong. Ban hang 1a khau hoat dong c6
quan hé mat thiét v6i khach hang, anh huéng dén niém tin, uy tin va sy tai tao nhu ciu
cua nguoi ti€u dung. Do viy, ban hang cling 1a vii khi canh tranh manh mé ctia doanh
nghiép véi cac d6i thu canh tranh.

Két qua hoat dong ban hang phan anh két qua hoat dong kinh doanh, phan anh
su ddng din muc tiéu cua chién lugc kinh doanh, phan anh sy nd luc ¢ géng cua
doanh nghiép trén thi treong, dong thoi thé hién trinh d6 t6 chirc, ning lyc diéu hanh,
t6 16 thé va luc cua doanh nghiép trén thuong trudng.

Can chu ¥ 1a vai trd ctia ban hang mang tinh da dang, phu thudc vao timg vi tri
ban hang hoic nhitng tinh hudng ban hang cu thé va ngay nay cac doanh nghiép danh
sy quan tam ngay cang tang vao tinh chuyén nghi¢p cua ban hang.

1.1.5. Cac loai hinh ban hang trong doanh nghiép

Trong hoat dong kinh doanh, ngudi mua va ngudi ban c6 quyén lua chon nhiing
hinh thitc va phuong thirc ban hang thuan tién phu hop v6i diéu kién ctiia minh.

Hinh thtrc va phuong thirc ban hang phan anh mdi quan hé gifta nguoi mua va
ngudi ban trong giao dich mua ban, thanh toan va van chuyén.

Tuy thude vao ti€u chi phan loai dé phuc vu nhitng muc tiéu nhat dinh, co thé
c6 cac loai hinh ban hang sau day:

1) Cdén cit vao dia diém giao hing

- Bén tai kho cung tng: thich hop véi nhu cau 16n, tiéu dung 6n dinh va nguoi
mua c6 san phuong tién van chuyén

- Ban qua cira hang, quay hang: thich hop véi nhu cau nho, danh myc hang hoa
nhiéu, chu ky tiéu dung khong 6n dinh.

- Ban tai dia diém tiéu dung: 1a hinh thirc tao thuan loi cho ngudi1 mua, st dung
cht yéu nham nang cao chat luong phuc vu khach hang va canh tranh 1an nhau giira
nhiing ngudi ban.

2) Theo khau lwu chuyén hing hod

- Ban buon: khdi lugng 16n, theo hgp dong va thanh toan thuong khong dung
tién mat. Do khong phai luu kho, bao quan, xap xép hang ho4 tai ctra hang nén gia ban
budn thap hon, doanh s6 cao hon so véi ban 1é.

- Ban 1¢: dap ung nhu ciu nho 1é nhung can kip thoi ctia nguoi tiéu dung cudi
cung, thanh toan ngay. Gia ban 1¢ thuong cao hon so v&i ban buén nhung doanh nghiép
¢6 thé nhan dugc nhiéu thong tin tir phia khéch hang.

3) Theo phwong thirc bdn

- Ban theo hop dong va don hang: hang hoa quan trong, ban khoi lugng 16m,
ngudi ban can c6 diéu kién chuan bi don hang.
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- Thuan mua vura ban, khong can ky két hop dong: doi voi nhitng hang hoa
khong quan trong hodc hai bén da tin tuéng 1an nhau.

- Ban dau gia: ap dung d6i véi cac hang hoa ban véi khéi lugng 16n, hang khoé
tiéu chuan, hang chuyén dung.

- Xuat khiu: phuong thirc ban hang dic biét nay can tuan thi cic qui dinh vé xuét
nhap khau va chi ¢6 cac doanh nghiép duoc phép kinh doanh xuat nhap khau méi duge
thuc hién.

4) Theo méi quan hé thanh toan

- Mua dirt ban doan: mua ban va thanh toan ngay khi giao nhan hang hoa.

- Ban hang tra cham, tra gop.

5) Cac loai hinh ban hang khéc

a) Bdan hang tryc tiép

Ban hang tryc tiép hoat dong ban hang thyc hién qua giao dich truc tiép véi
khach hang. Pic diém cua hinh thirc ban hang nay thé hién qua chi thé ban hang 1a
cac nhan vién ban hang, doi tugng mua hang 1a cac ca nhan hodc to chirc, tinh chat
mua hang ding dé tiéu dung ca nhan hoic phuc vy hoat dong cua to chirc.

b) Ban hang qua nguoi méoi gioi

Nha san xuat khong ban truc tiép cho ngudi tiéu dung ma ban hang théng qua
c4c trung gian moi giéi. Hinh thirc ban hang nay pht hop véi cac doanh nghiép lan
dau tién tham nhap thi truong, hodc khi thi truong bién dong nhanh ma nguoi ban lai
it kinh nghiém. Nha san xuat phai chia sé¢ loi nhuan cho céc trung gian, nhung ciing
nhan duoc nhiéu loi ich tir cac nha moi gidi.

c) Ban hang qua dién thoai

La hinh thtc st dung dién thoai dé ban hang. Pac diém cua hinh thtc ban hang
nay thé hién qua chu thé ban hang 1a cic nhan vién cta céc to chie hodc ca nhan truc
tiép dimg ra ban, d6i twong mua hang ciing c6 thé 1a cac to chirc hay c4 nhin va tinh
chit mua hang dung dé san xuat, ban lai hodc tiéu dung. Mat khac, ) luong san phém
mdi 1an mua tuy thudc vao gia tri hang hod, mirc do trung thanh véi nhan hiéu thap va
hanh vi quyét dinh mua hang cham.

d) Ban hang qua internet, TV

La hinh thtc st dung mang internet, TV dé ban hang. Hinh thirc ban hang nay
hién nay dang bat dau phat trién & Viét Nam nho sy phd bién nhanh chéng ciia mang
lu6i truyén hinh va Internet. Thong qua quang céo va bao gia trén mang Internet, trén
TV khach hang goi dién thoai dit hang hodc dat hang tryc tiép trén mang va nha cung
ing giao hang dén tan noi cho khach hang. Viéc thanh toan co thé dugc thyc hién truc
tiép hodc thong qua mang.

e) Ban hang may ban hang

Thay vi ngudi ban hang thi nguoi ta c6 thé sir dung cic may ban hang ty dong.
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Vi du nhu may ban tem, ban bdo, ban céc loai nudc udng, ban banh keo...Hinh thic
ban hang nay phu hop véi cac loai hang hoa tién dau mua day voi gia tri thap, tién loi
cho khach hang, ddng thoi giam chi phi ban hang.
1.1.6. Nhan vién ban hang

1) Phdn logi nhén vién ban hang

a) Cac chirc danh ban hang trong xa hgi

Nhén vién ban hang co6 thé dugc phan loai theo rat nhidu cach. V& co ban, ngudi
ta xac dinh dugc 5 churc danh ban hang hi¢n dién trong cadc nganh kinh doanh sau day:
Nguoi tao don hang, Nguoi cung ung nhirng dich vu thuwong mai; Nguoi ban hang
thwong mai; Nguoi chao hang quang cao; Nguoi ban hang cong nghiép. Bén canh do,
ngudi ta nhan thiy c6 2 loai nhan vién ban hang ddi voi nhitng nganh hang phi cong
nghiép, d6 1a nguwoi ban 1é va nguwoi chao hang dich vu. Tong cong c6 7 loai nhan vién
ban hang. Do la:

(1) Ngwoi ban Ié: Nhitng nguoi nay ban cac hang héa hiru hinh thang dén tay
nguoi tidu dung cudi cung. Hoat dong ban 1¢ c6 thé dién ra tai cac ctra hang, quiy hang
(cac diém ban hang, diém cung cap dich vu ), hay tai dia chi khach hang.

(2) Nhitng nguoi tao don hang: Cong viéc chil yéu ctia nguoi ndy 13 tao nhirng
don hang va giai quyét nhitng van dé lién quan dén don hang iy. Ho hoat dong chu
yéu la cung tng dich vu cho khach hang, ké ca viéc diéu phdi, quan 1y ton kho va
nhitng nhiém vu khuyén thi khac nita. Hang hoa ho kinh doanh khong phai 1a nhitng
san pham doi hoi kién thtrc k¥ thuat va tinh sang tao cao. Ngudi dai dién ban hang it
khi phai chiéu dai, di giao dich cong tic hay mo rong thém khach hang méi. Ho hau
nhu khong hodc cung cap rét it nhitng kién thirc k¥ thuat vé san pham cho khach hang.

Chung ta thuong thiy nhitng ngudi tao don hang trong nhiing nganh nhu dét,
thuc phdm, may mic va nhitng hang ban budn. Nhitng mdi quan hé giita nha cung cép
va khach hang twong d6i on dinh va do dé viéc kinh doanh phai dugc tién hanh theo
xu hudéng "mém déo" chir khong phai theo xu hudng "cing". Do mbi quan hé nay bén
chac va 6n dinh, mic gia ting doanh sb chi chi yéu do thim nhap manh mé hon vao
s6 khach hang hién c6 va bang nhitng chién luoc chiéu thi méi va chién lugc san pham
moi.

(3) Nhitng nguoi cung urng cdc dich vu thuwong mai: Trong tdm cua nhiing nguoi
nay khong phai 1a ngudi tiéu ding cubi cting ma 1a nhitng ngudi trung gian trong hé
théng phan phdi, ké ca viéc quan 1y diéu hanh ton kho, va doi khi thém ca viéc huan
luyén dao tao nhan vién cho nha phan phdi. M6t trong nhitng nhiém vu ciia ngudi nay
1a dén tiép xtic gip g& voi nhitng nha ban budn va ban 1¢ dé kiém tra xem ho c6 trinh
bay hang hang mot cach hap din va hiéu qua hay khong.

(4) Nhitng nguwoi ban hang thwong mai: Nhiing nguoi nay lién quan chat ché
dén viéc chuan bi nhitng cudc thau, xay dung nhitng chuong trinh tai chinh va tin dung
cho khach hang, gidi thiéu nhitng khach hang tiém nang dén nhirng dia diém kinh
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doanh cua nhiing khéch hang hién tai cua minh dé€ ho tham khao thém vé hoat dong
kinh doanh san pham ctia minh. Nhitng nguoi ban hang thuong mai chi tiéu kha nhiéu
va thuong xuyén phai di cong tac. Trong tam chinh cua ho 1a tao thém duoc khach
hang méi. Ho thudng khong cung tmg nhiéu dich vu cho khach hang nita khi thuong
vu da dugc hoan tat.

(5) Nhitng nguwoi chdo hang qudng cdo (du thuyét): Ngudi ban hang du thuyét
it khi tiép xuc voi nhitng don hang, du 13 & budc gy tao hay theo ddi xir Iy don hang.
Mic du ho cung mg rat nhiéu dich vu lién quan dén san pham, thong tin vé san pham
cling nhu huén luyén, huéng dan cho khach hang nhung ho thuc hién rat it nhirng hoat
d6ng kinh doanh tryc tiép, nhitng chudn bi, hoan tit nhitng thwong vu thau, hay lam
viéc voi nhitng nhan vién khac dé xuc tién thwong mai.

Ciing c6 rat nhiéu loai ngudi ban hang khac thuc hién chirc ning chao hang
quang c4o nay mt cach tam thoi, mang tinh hd trg cho nhitng nguoi trung gian trong
hé thong phan phdi ciia ho. Vi du: nhitng hing san xuat cic loai thiét bi nho thudng to
chtrc nhitng nhan vién ban hang ciia ho dén tiép xtc trao doi vdi nhimg t6 chirc 16n cd
nhu cdu sir dung hoa hoa, thiét bi. Moi don hang va doanh s6 sau d6 s& duoc giao cho
nhirng hang phan phdi ciia dia phuong.

(6) Nguoi chao hang cua nhitng doanh nghiép dich vu: Ngudi nay thuc hién
nhitng thwong vu vé san pham vo6 hinh nhu c6 phiéu, bao hiém, tu van tai chinh. Do
tinh v hinh cta san pham dich vu nén ddy 1a nhitng thuong vu khé khin hon va doi
hoi tinh sang tao hon. Nhitng cong trinh nghién ctru cho thay rang nghé thuat ban hang
c4 nhan 1a mot yéu td quan trong trong chién lugc tong thé va chién luoc marketing
cua nhiing hang dich vu.

(7) Nguoi chao hang nhitng mat hang chuyén dung: Nhitng ngudi nay su dung
phan 16n thoi gian cta ho vao nhitng thuong vu day tinh sang tao khi chio ban truc
tiép nhirng san pham k¥ thuat cho ngudi st dung cudi ciing. Ngudi st dung cudi ciing
thuong 1a nhitng hing san xuit hay mot co quan nhu bénh vién, truong hoc nhung
cling c6 thé bao gdm ludn ca viéc ban hang c6 nghé thuat chiéu mai cao dén ngudi tiéu
dung cudi cung. Nhitng ngudi nay dung rat it thoi gian cho nhirng nha méi gisi trung
gian nhu cac hing ban budn va ban 1. Ho con ¢6 thé dung mot phan 16n thoi gian cua
ho dé chiéu dai chiéu long khach hang ctia minh. Vi tri ban hang nay doi hoi phai c6
trinh d§ k¥ thuat chuyén nganh cao cling nhu nhitng k¥ nang ban hang.

b) Phdn loai nhan vién ban hang trong mot doanh nghiép

Xét riéng trong co cdu ban hang ctia doanh nghiép thi ¢6 3 nhdm nhan vién ban
hang duoc phan biét rat rd vdi nhau, d6 1a: nhitng ngudi tiép nhan don hang (nhan vién
ban hang theo y khach hang), nhirng ngudi tao don hang (nhan vién tao nhu cau mua),
nhirng ngudi tim kiém don hang (tim kiém khach hang) - hinh 1.2.

(i) Nhirng ngudi tiép nhan don hang

- Nhitng ngudi tiép nhan don hang tai doanh nghiép: nhitng ngudi nay chi phan
mg v6i nhitng khach hang c6 sin. Tiéu biéu cho nhitng ngudi tiép nhan don hang la
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nhan vién ban hang. Khach hang tu do chon lya va quyét dinh mua, nhan vién chi nhan
tién va giao hang. Mot dang khéc 14 ban hang tir xa (nhan don hang ctia khich hang
qua dién thoai).

- Nhan vién giao hang: 1a nhitng nguoi di giao hang dén tan dia chi (giao bao
chi, gas). Nhitng ngudi nay thuong khong thuyét phuc khach hang ting thém sé luong
mua. Tuy nhién, viéc c6 thém hay mat di nhitng don hang lai phu thudc rat nhiéu vao
muc tin cy cua viéc giao hang.

- Nhitng ngudi tiép nhan don hang bén ngoai doanh nghiép: chirc ning chu yéu
la d4p Gng nhitng nhu cau cta khach hang chtr khong tich cuc tim cach thuyét phuc,
nhitng ngudi nay khong di giao hang va dang dan bi thay thé bang céac hinh thirc tiép
thi tir xa ¢4 hiéu qua hon vé chi phi.

Chirc nang

ban hang
y A 4 Y
N/v ban hang theo y N/v tao nhu cAu mua N/v tim kiém
khéch hang ' khach hang
v v
N/v ban hang 2
tuyén dau NIV yém tro

A 4 A Y A 4 + A 4 + \ 4 ;
N/v ban Niv | [NV tiép N/v | [NAban| |N/vban| (Nvban| | Yém | [Yém tro
hang tail | giao | [xuc bén du hang hang | [hangtiéul | troky | |hau can

chd hang ngoai thuyét mo cho DN| | dung thuat
dudng

Hinh 1.5: Cdc loai nhan vién ban hang trong doanh nghiép

(ii) Nhitng ngudi tao tao nhu cau mua / nguoi ban hang du thuyét

Nhiém vu ctia nhitng ngudi ndy 1a huéng dan, thuyét phuc khach hang lwa chon
san pham, dich vu. Két qua cua cudc tiép xtc khach hang khong phai 13 nhitng don
hang cu thé (trinh duoc vién, gidi thiéu cac chuong trinh du lich, kién trac su tu vén
sir dung vat lidu...), nhiém vu cia nhirng nguoi nay 1a cung cap thong tin va xay dung
thién chi.

(iii) Nhitng nguoi tim kiém don hang

Nhitng ngudi nay hoat dong véi muc dich chinh 1a thuyét phuc khach hang mua
hang, bao gom:

- Nhan vién ban hang tuyén dau bao gom: nguoi ban hang mé dudng (ban hang
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cho khach hang mdi), ngudi ban hang cho cac t6 chuc (thuong dugc to chic thanh
nhom, c6 su hd tro cua bo phan tai chinh hoac k¥ thuat), ngudi ban hang cho nguoi
tiéu dung.

- Nguoi yém tro k¥ thuat: khi san pham c6 tinh k¥ thuat cao va doi hoi viéc
thuong lwong 1au dai thi c6 thé duge yém trg bsi nhan vién k§ thuat hoidc tai chinh.
C6 thé t6 chirc nhan vién yém tro thanh tirng nhém ban hang cho khach hanh 16n hay
theo dang tam thoi khi c6 yéu cau dot xuét trong qua trinh ban hang..

2) Chirc nang, nhiém vu va hoat dong ciia nhin vién ban hang

a) Chirc nang, nhiém vu cia nhdn vién ban hang

Hoat dong ctia ngudi ban hang rat da dang, nhung nhiém vu cta nguoi ban hang
c6 thé tap hop thanh 4 nhom nhu sau: ban hang, nhiém vu quan 1y diéu hanh, nhiing
trach nhiém vé tai chinh va nhiém vy vé marketing.

(1) Ban hang

Nhitng ngudi ban hang thuong phai danh thoi gian cho nhiing cudc gip gd dé
ban hang truc tiép, ban hang qua dién thoai va thoi gian cho cung tng dich vu khach
hang. Tuy nhién trach nhiém cudi cung ctia nhitng ngudi ban hang 14 ban nhiing san
pham ctia doanh nghiép mot cach thanh cong. Su thanh cong trong ban hang dugc
cong nhan trong nhiéu tinh hudng khac nhau:

- Pbi v6i doanh nghiép chu yéu ban hang qua dién thoai, thanh cong duogc hiéu
1a thuong vu hoan thanh ngay 1ap tuc sau cudc dién thoai.

- P6i v6i nhitng trinh dugc vién cta cac hing duge pham, thanh cong dugc hiéu
khi nguoi d6 tao duoc mdi quan hé tot dep voi cac bac s3.

- Pbi v6i cac nganh cong nghiép thi thanh cong khong phai chi dat dugc ngay
sau khi mot cudc gdp gd, mot cudc dién thoai két thiic ma c6 thé 1a rat 1au dai.

(2) Nhiém vu quan Iy diéu hanh

Pé thuc hién t6t nhitng nhiém vy duoc giao ciia minh, nhitng ngudi ban hang can
phai tién hanh mot sb nhiém vu, nhitng chirc niang mang tinh chat diéu hanh, quan Iy
nhu: k¥ niang giai quyét cac vin dé cua khach hang, 1ap ké hoach, 1ap du bao, danh gia
va dao tao.

- K§ ndng gidi quyét vdn dé: ngudi ban hang gitp khach hang giai quyét cac
van dé cua ho theo 2 huéng. Mot 1a nhitng hudng dan, gitp d& khach hang va két qua
la ban dugc hang cho ho. Hai 1a chia sé, tu van khi khach hang gip phai cac van dé
khac khong lién quan dén san phdm ma ngudi ban dang ban.

- Ky néng ldp ké hoach:

> Lap ké hoach vé thoi gian va dia diém dén tiép xtic v6i khach hang nham
st dung hi¢u qua va hop ly quy thoi gian.

> Lap ké hoach xdy dung mot chuong trinh quang céo hay mot chién dich
chiéu thi
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» Lap ké hoach dai han hon cho nhitng nha san xuat va phan phoi san
pham, véi noi dung phat trién san pham, quan 1y du trir hay xay dung hé
thdng phan phdi cho ho.

- Ky nang dw bdo: nguoi ban hang c6 thé duoc giao viée 1ap dy bao vé mot sb
san pham nao d6 trong khu vire minh phu trach véi vai tro 1a ngudi thudng xuyén tiép
xuc voi khach hang va thi trudng (thong thuong cac du bao nay co tinh chat dinh tinh).

- K ndng vé hudng dan, dao tao: do mbi quan hé gitta nguoi ban hang véi
khach hang 1a rat chit ché va 1a két qua ciia mot qud trinh ban hang nén céc doanh
nghiép thuong khong thay thé dot ngdt nguoi ban hang méi & mot khu vuc thi trudng
ma bd tri dé ngudi ban hang méi hoc hoi kinh nghiém va thay thé thé dan dan. Do vay
ngudi ban hang trude d6 can hudng dan, dao tao ngudi s& thay minh. Mit khac, mot
t6 truong ban hang hay mot nhan vién ban hang c6 doanh sb xuat sic co thé dugc yéu
cau dao tao cac nhan vién khac trong doanh nghiép.

- Ky nang danh gia: cac danh gia ciia nguoi ban hang bao gom: danh gia vé thi
truong, vé khach hang hién tai, vé khach hang tiém ning hay vé mot san pham mai.
Bang kinh nghiém, su nhay bén ctia minh, ngudi ban hang co thé dua ra cac danh gia
dudi hinh thitc vin ban hay c6 thé chi 1a phat ngon.

(3) Nhiém vu quan ly tai chinh

- B6i v6i nhitng nghiép vu ban hang don gian, viéc quan 1y tai chinh 1 quan Iy
nhirng khoan phai thu hay quan 1y hang t6n kho ¢ khu vuc thi trudong ma minh phy
trach.

- P6i v6i nhirng trudng hop kinh doanh phtrc tap, cAn phai xay dung nhitng ké
hoach tai chinh téng hop bao gém hoat dong thué tai san, mua lai, hay sé hitu cia mot
bén thu ba...

(4) Nhiém vu marketing

Nguoi ban hang 13 nguoi trong doanh nghiép thudng xuyén tiép xtc véi thi
truong. Ngudi ban hang 1a kénh truyén dan thong tin cho va nhéan tir khach hang, thi
trrong, do vay nguoi ban hang thuc hién 2 chirc nang marketing quan trong la thu thap
thong tin thi trudng va thi hanh nhitng ké hoach hay chwong trinh marketing.

- Viéc thu thdp théng tin thi truong: thong thudng cac doanh nghiép yéu cau
ngudi ban hang cung cip nhimg bao cao giao dich thudng 1é hoic nhiing bao cio
chuyén muc vé tinh hinh khach hang trudc khi dua ra san pham méi, vé d6i thi canh
tranh (tuy nhién, ning lyc thuc hién cic du 4n thu thap thong tin c6 chat luong cua
ngudi ban hang con han ché, doi khi chi vi ho khong may quan tam). Ngudi ban hang
con 14 cau ndi giira doanh nghiép voi khach hang thong qua viéc cung cép céc thong
tin vé san phim méi, cac chinh sach, chuwong trinh xuc tién...Théng qua ngudi ban
hang doanh nghiép x4y dung dugc nhitng mdi quan hé véi khach hang.

- Thyee hién nhitng chwong trinh tiép thi:
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» Mot thuong vu ban hang chi dugc coi 1a hoan thanh mot ntra khi két thac
viéc ban hang dén tay khach hang, phan con lai dé coi la thuong vu két
thuc hoan hao 1a khi ngudi ban hang tiép tuc tiép xtic voi khach hang dé
dam bao khach hang tan dung duoc moi tinh ning cua san phim (nguoi
ban hang thuc hién cac hoat dong cham s6c¢ khach hang).

> Néu khach hang 1 nhitng ngudi giao dich trung gian thi nguoi ban hang
ctia doanh nghiép con phai cung véi khach hang xay dung cac ké hoach
marketing dé giup khach hang ciia minh ban duoc nhiéu hang ho4.

> Néu khach hang 1a nha san xuat thi ngudi ban hang phai hd tro nha san
XUt éy nang cao nang luc canh tranh cua ho trén thuong truong.

b) Hoat dong cua nhdn vién ban hang

Mot ngudi ban hang thuong tién hanh rat nhiéu nhitng hoat dong khac nhau, vé
co ban cac hoat dong ban hang duoc phan loai thanh 10 nhom sau day:

(1) Ban hang: lua chon san pham dé di giao dich, chuan bj va tién hanh viéc
trinh bay vé san pham, chuan bi tiép xtic v6i khach hang tiém ning. Ddi phé véi doi
tha canh tranh, 14p ké hoach ban hang, gi6i thiéu san phadm méi, tiép can ngudi quyét
dinh khi khach hang 13 t6 chirc, gip g& khach hang méi, giup khach hang lap ké
hoach...

(2) Theo dBi don hang: diéu chinh don hang, hd trg don hang, xt Iy nhitng van
dé vé giao hang.

(3) Dich vu san pham: giam sat viéc lap dat cua bo phan ky thuat, hudng dan sir
dung san pham, giam sat viéc bao hanh, sira chira...

(4) Qudan tri théng tin: thu thap nhitng thong tin phan hoi tir thi trudng va bao
cdo cap trén hodc cung xir Iy théng tin véi cap trén

(5) Dich vu khdch hang: diéu hanh ton kho, trung bay hang hoa tai ting diém
ban, xay dung hoat dong quang cao & tung dia phuong...

(6) Hoi thao, hoi hop:

e Tham du nhitng hoi thao, hdi hop vé ban hang
e T6 chuc hoi nghi khach hang, trung by, trién 1am
e Tham dy nhitng khod dao tao...
(7) Pado tao, tuyén dung: phat hién va dao tao nguoi ban hang mai.

(8) Tiép d4i khach hang: cung voi khach hang an trua, an tdi, tham gia cau lac

(9) Di cbng tac xa
(10) Phéi hop véi cdc nha phdan phéi khdc: ban hang cho nhitng nha phan phéi,
x4y dung quan hé véi cac nha phan phéi, gia han tin dung, thu hdi cac khoan no...

3) Yéu cdu doi véi ngwoi ban hang
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Khi khéao sat nguyén nhan thanh cong cua nhitng nguodi ban hang ky cuu trong
nhiéu linh vyc hoat dong, cac nha nghién ciru nhan thiy ring 1y do thanh cong cta
ngudi ndy khong hoan toan gidng ngudi kia do dic diém khac nhau khi ban hang & cac
linh vuc khac nhau, hay do dic diém da dang cua khach hang. Tuy nhién cac két qua
khao sat déu cho thidy ngudi ban hang thanh cong déu 1a nhiing nguoi thong minh,
nhanh nhen va 1am viéc cham chi. Nhirng ngudi nay rat tan tuy vi ¢6 dong co lam viéc
rd rang, dwge moi ngudi tin tudng, co dao duc, cé kién thuc, giao tiép tot, nhay bén,
nhan hau. Tong quan lai, dé thanh cong ngudi ban hang phai c6 rat nhiéu td chat khac
nhau dé co6 thé ban duoc hang trong nhitng diéu kién khac nhau. Mot sb yéu cau co
ban 13: yéu cau vé dao dirc, yéu cau vé tri thirc, yéu cau vé thé chat va yéu cau vé tim
ly.

a) YBu cau vé dao dirc

- Déng co lam viéc ding ddn: Do yéu cau coéng viée, nguoi ban hang thudong
duoc hudng qui ché tu quan va chiu su giam sat gian tiép thong qua hiéu qua ban hang
trong ky ma khong bi gd bo vé thoi gian va khong gian hoat dong. Mudn hoan thanh
nhiém vu, ngudi ban hang phai thiét 1ap dong co ca nhan cy thé 1am dong co thuc day
cac hanh vi trong qua trinh hoat dong. Cac muc tiéu c4 nhan tiéu biéu nhu: ludén lam
khach hang hai 10ng, tan dung tdi da thoi gian cho cong viéc, tiét kiém chi phi ban
hang...

- Ky ludt tw gide: Py 1a yéu té rat quan trong giup ngudi ban hang thyc hién
duoc qui ché tu quan va hoan thanh cic muc tiéu ca nhan ciing nhu nhitng myc tiéu
ma doanh nghiép giao cho tirng ky. Ngudi ban hang can tu 1ap ké hoach cho tat ca cac
cong viéc lién quan dén hoat dong ban hang ké ca nhiing ké hoach hoc tip nang cao
trinh d6 va cd gang thyuc hién dung nhiing gi da dat ra.

- Trung thiee, thang thén va dang tin: Tinh trung thuc, thing thin ctia ngudi ban
hang thé hién tir viéc gidi thiéu san pham, cung cap thong tin trong qua trinh thuong
luong dén cac cudc hen, cac dich vu sau ban...cé duoc su trung thuc nay thi nguoi ban
hang s& xay dung duoc méi quan hé 1au dai v6i khach hang quen thudc va phat trién
khach hang mé1 mdt cach thuan loi.

b) Yéu cau vé tri thirc

- Trinh d¢ hoc vdn: Tly theo nhu ciu va mitc d phirc tap cia cong viéc ban
hang doi hoi nguoi ban hang phai c¢6 trinh do trung hoc, cao dang hay dai hoc quan tri
kinh doanh. Riéng ddi véi linh vuc ban hang phirc tap doi hoi nhiéu kién thirc chuyén
mén k¥ thuat vé san pham thi can tuyén chon nhiing ngudi da tot nghiép cac trudng
k¥ thuat, co cac td chat can thiét va hun luyén dé trd thanh nguoi ban hang.

- Ky nang chuyén mon: 1a sy thanh thao vé mot nghiép vu cu thé va c6 thé thuc
hién t6t cac thao tac trong qua trinh ban hang, vi du: ¢ nghiép vu chio hang, nghiép
vu ban 1¢, nghiép vu ban hang qua dién thoai...va dugc dao tao cac mon hoc hd trg
thugc linh vuc marketing nhu marketing can ban, tdm ly khach hang.... Ky nédng
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chuyén mon duoc danh gia thong qua sy thanh thao vé mot nghiép vu cu thé va cé thé
thuc hién tot cac thao tac trong qua trinh hoat dong. Can phén biét k¥ ning chuyén
mon khac voi nghé thuat ban hang dé tranh nham 1an trong qua trinh gidi thiéu hang
hoa va thuyét phuc khach hang mua hang. Bé c6 k¥ ning chuyén mon tot, ngudi ban
hang phai am hiéu cc van dé lién quan dén hoat dong ban hang nhu:

> Hiéu rd san phim cta minh ban;

> Hiéu rd khach hang: hiéu rd nhu cu va tim 1y khach hang;

> Hiéu rd dbi thu canh tranh;

> Hiéu biét vé doanh nghiép ciia minh dé yéu cau hd tro khi ban hang hodc dé

phan anh thong tin cho dung d6i twong c6 trach nhiém;

> Hiéu biét vé vin hoa, phong tuc tdp quan cac cta dja phuong hodc cac qudc

gia;

» Hiéu biét vé tin hoc, ngoai ngi, ké toan, théng ké...

- Ky néng giao tiép: ngudi ban hang thudng xuyén tiép xtc voi nhiéu ddi tuong
khach hang, phai dap tng t6t nhu cdu va mong mudn ctia ho, dong thoi phai xay dung
mdi quan hé 1au dai dé giir khach hang cii va phét trién ngay cang nhiéu khach hang
m&i...Mudn vay nguoi ban hang phai c6 k¥ ning giao tiép tot, khong nhiing truyén dat
thong tin ¢6 hiéu qua ma con biét lang nghe nhiing gi khach hang noi, dit ra nhiing cau
hoi kip thoi dé kham pha nhu cau hodc nhiing rc réi cua khach hang. Ngoai ra, nguoi
ban hang can phai c6 k¥ niang giao tiép bang ngoai ngit théng dung dé dam bao ban duoc
hang cho khach hang quéc té.

C) Yéu cau vé thé chat

- Site khée: C6 sirc khoé déo dai, than kinh vimg vang dé c6 thé giao tiép véi
d6ng dao khach hang trong mdi trudng On do, cing thang, di chuyén nhiéu ma van lich
su, chu dao.

- Ngoai hinh va phong cdch: Ngoai hinh twong d6i, c6 thé khong qué cao nhung
phai hai hoa, wa nhin va c6 duyén. Phong cach lich thiép, tir ton, d6 luong, tu tin...khi
biéu 16 ctr chi, thai do, hanh vi trong giao tiép voi khach hang.

- Tinh chat giong néi: c6 giong néi rd rang, dé nghe, cé tinh thuyét phuc dé dat
hiéu qua trong giao tiép.

- CO dg nhay thi gidc, thinh gidc dé nhanh chéng nam bt dugce yéu cau cua
khach hang (cac yéu cau nay thé hién bang ca 10i noi va ngon ngir khong 101).

d) Yéu cdu vé tam Iy

- Sir nhiét tinh: 1a mot trong nhirng pham chat quy ma nguoi ban hang phai co
trong qué trinh chao ban hang ciing nhu trong cac hoat dong khac cua xa hoi. Long
nhiét tinh dé lan sang ngudi khic va khi ban hang véi 1ong nhiét tinh va hao himg thi
khach hang s& dé bi thuyét phuc hon.

- Long tuy tin: 10ng tu tin c6 li€n quan chat ché dén sy nhiét tinh. C6 long ty tin
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thi nguoi ban hang s& chu dong trong cong vige, tin tudng ¢ san pham dang chao
ban...va s& thanh cong khi thuyét phuc khach hang. Mudn dat dugc sy tu tin thi nguoi
ban hang phai c6 cac tiéu chuén vé tri thie, dao dirc va thé chit va dugc huin luyén
k¥ trude khi 1am cong viée ban hang cho mot doanh nghiép cu thé.

- Sw kién tri, nhdn nai: can thiét dé thuyét phuc khach hang trong nhirng truong
hop ban hang kho khan hodc qua trinh mua ctua khach hang la 1au dai.

- Mot s6 yéu cau vé tam 1y khdc nhw: Nhanh nhen, théo vat, niém né dé giai
quyét cong viéc nhanh chéng; Chan that, dang tin dé 16i kéo khach hang; Nhay cam
dé hiéu rd nhu cau ctia khach hang; Lich sy, nha nhin; C6 tinh hai uéc...

1.2. TONG QUAN VE QUAN TRI BAN HANG
1.2.1. Khai niém quan tri ban hang

Quan tri ban hang 1a hoat dong quan tri cua nhitng nguoi thudc lyc lugng ban
hang bao gém nhirng hoat dong chinh nhu phan tich, lap ké hoach, thuc hién va kiém
tra hoat dong ban hang. Quan tri ban hang la mot tién trinh két hop chat ché tur viéc
thiét lap muc ti€u cho nhan vién ban hang, thiét ké chién lugc cho nhan vién ban hang
dén tuyén dung, huin luyén, giam sat va danh gia két qua thuc hién cong viéc ctia nhan
vién ban hang.

Vé ban chét, hoat dong quan tri ban hang nham muc dich dam bao hiéu qua cua
luc lvong ban hang. Quan tri ban hang phai tao yéu té dau vao chinh yéu cho viéc hinh
thanh nhirng ké hoach cuia doanh nghiép, thuc hién viéc huéng dan nhitng hoat dong
cua luc lugng ban hang vao muc dich kinh doanh ctia doanh nghiép, bén canh d6 phai
phat trién dugc d6i ngii ban hang ¢6 ning lyc cho doanh nghiép.

V& vai tro cta chirc nang quan tri ban hang trong doanh nghiép, chic ning nay
phai dam bao hoat dong ban hang dong gop hiu qua nhat vao viéc dat duoc cac muc
tiéu dat ra cuia doanh nghiép.

1.2.2. CAc chirc ning tac nghiép cia quan tri vién ban hang

Cling nhu cac nha quan tri doanh nghiép néi chung, quan tri vién ban hang (Sale
Manager) can thuc hién 4 chirc nang quan tri co ban doé 1a: hoach dinh, 16 chire, linh
dao va kiém sodt. Pé la:

- Churc nang hoach dinh: bao gém viéc xac dinh muc tiéu ban hang cua doanh
nghiép hay ctia bo phan ban hang ma minh quan 1y, sau d6 xac dinh chién lugc dé thyc
hién duoc muc tiéu d6. Hoach dinh c6 thé 13 dai han (hoach dinh chién luoc) hay ngin
han (hoach dinh chién thuat hay tac nghi€p). Thong thuong viéc hoach dinh chién lugc
do céc quan trj vién ban hang cip cao thuc hién.

- Chike néng t6 chike: bao gdm viéc thiét 1ap mot bd may ban hang dé thuc hién
duoc muc tiéu da dat ra, hay ndi cach khac la tao nén mot bo may ban hang cta doanh
nghiép véi chirc trach nhiém vy va quyén han tuong tng. Tai mdi bo phan clia bo may
ban hang, mdi ngudi can biét rd nhiém vu va quyén han ctia minh.
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- Chirc nang lanh dao: 1a chtrc nang chi huy va dong vién ctia quan tri vién ban
hang, khién cho moi nguoi ban hang duéi quyén dem hét kha niang va nhiét tinh dé
lam viéc. Quan tri vién ban hang phai truyén dat, giai thich cho cap duéi hiéu rd ké
hoach da dé ra, thiic ddy dong vién ho ¢ ging toi da dé dat duoc muc tiéu ban hang
da dat ra.

- Chire ndng kiém sodt: chirc nang ndy dam bao cho cac hoat déng ban hang
duoc thuc hién dung nhu ké hoach. Do vay, quan trji vién ban hang can phai theo déi,
giam sat viéc thyc hién, thu thap nhirng thong tin phan hoi dé kip thoi stra chira, diéu
chinh d¢ ké hoach hoan thanh nhu dy dinh.

Doi v6i hoat ddng quan tri ban hang, bn chic nang nay cé thé dugc cy thé hoa
thanh cac ndi dung sau day:

1. Hoach dinh ké hoach, chién lvoc cua luc lugng ban hang
Tuyén chon luc luong ban hang
Huan luyén lyc luong ban hang
B6 tri lyc lugng ban hang

Giam sat, dong vién luc lugng ban hang

o gk~ w

Danh gia va dai ngd luc luong ban hang

Céc van d¢é lién quan dén nhimng noi dung nay duoc dé cap dén o cac chuong tiép
theo.

1.2.3. Quan tri vién ban hang chuyén nghiép

1) Con dwong nghé nghiép ciia qudn tri vién bdn hang

Quan trj vién ban hang co6 thé phat trién theo cac thir bac sau (hinh 1.3). Pay
chinh 1a con dudng phat trién nghé nghiép cta ngudi ban hang, hay con goi 1a con
duong thang tién cia ngudi ban hang. Qua diy cho thay nghé ban hang khong phai 1a
nghé thap kém, ma kha ning phét trién thing tién cta nguoi ban hang khong c6 gidi
han trén. Diéu nay cho thay tinh hip din cta nghé ban hang.

2) Thé nao la mét quan Iy vién bdn hang cé hiéu qua ?

Mot doanh nghiép trudc hét phai dinh nghia duoc 1d rang sy hoat dong c6 hiéu
qua trudce khi b nhiém mot quan tri vién ban hang nao dé 1én mot vi tri cao hon. Co
thé sir dung mot sb tiéu chuén cu thé dé danh gia thong qua viéc dat dugc nhitng muc
tiéu vé loi nhuan va doanh sé ban. Muc tiéu nay dac biét quan trong hang dau ddi vai
nhitng doanh nghiép nho. Tuy nhién, véi mot sé doanh nghiép khac thi hiéu qua hoat
dong c6 thé danh gia trén nhitng khia canh khac nhu quan 1y khu vuc, phat trién nhan
su, quan 1y va lanh dao doi ngii chao hang...
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Nhan vién ban hang
(Salesman —Sales person)

\ 4

Piéu hanh ban hang / Pai dién ban hang
(Sales Executive/ Representative)

\ 4

Giam sat ban hang
(Sales Supervisor)

! '

Phd phong ban hang Tro ly Trg phong BH/ Q. hanh chinh BH
Assistant Sales Manager/ Deputy Sales Manager Assistant to Sales Manager/ Sales Administrator

Trwéng phong ban hang
(Sales Manager)

!

Trwéng phong ban hang khu vue
(Regional Sales Manager)

'

Trudng phong ban hang toan quéc
(National Sales Manager)

)

Giam ddc ban hang (Sales Director)
Gidm doc ban hang va tiép thi (Sales & Marketing Director)
Giam doc thwong mai (Commercial Director)

v

Ngudi dirng dau té chirc
(Top Manager)

Hinh 1.6: Con dwong phdt trién nghé nghiép ciia quan tri vién ban hang

a) Doanh sé va lgi nhudn

Két qua doanh s6 va lgi nhuan trong mgt khu vuc 1a téng s6 doanh sb va loi
nhuén cua tung ca nhan nhéan vién ban hang va cia ngudi quan tri trong thoi ky danh
gia. Hi¢u qud hoat dong cta trudng phong ban hang khu vuc dugce so sanh véi céc chi
tiéu ma doanh nghi¢p xac dinh trudc cho khu vuc d6 cling nhu so sanh vdi céc khu
vuc khac.
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Nhiing ti€u chuan vé so6 lugng c6 thé dugc sir dung trong khi danh gia vé doanh
s6 thong qua viéc tra 101 nhitng cau hoi sau:
e Khu vuc d6 dat duoc bao nhiéu phén tram trén chi tiéu dugc giao cho
tirng san pham?
¢ Bao nhiéu nhan vién chao hang dat chi tiéu?
e Chi phi tai khu virc d6 thé nao?
e Nguoi quan tri vién d6 vuot qua hay sir dung it ngan quy dé dat duoc cac
muc tiéu loi nhuén va doanh sb nay?
e Loinhuan va ty 1€ doanh thu trén von dau tu tai khu vue nhu thé nao?
b) Xay dung doi ngii nhan vién ban hang
Mot trong nhitng trach nhiém ciia quan tri vién ban hang 1a phat trién mot doi
ngili nhan vién ban hang trung binh va hoat dong c6 hi€u qua. Mot quan tri vién ban
hang co thé dugc danh gid dua trén viéc nguoi do da tuyén dung, lya chon va huan
luyén nhitng ngudi mdi nhu thé nao. Nhitng hoat dong tuyén dung, lua chon va huan
luyén quan trong d6i v6i su xay dung va phat trién mot doi ngii ban hang hiru hiéu.
Nhitng muc tiéu trong phan nay ciing nhu nhitng tiéu chuan sir dung dé xem xét
hiéu qua co thé rat khé xac dinh rd rang. Nguyén nhan c6 thé do cic bd phan khac
trong doanh nghiép thudong tham gia hd trg tién trinh niy lam cho khé co thé danh gia
trach nhiém. Do vdy, danh gia hiéu qua hoat dong theo tiéu chuan nay do cap trén cia
quan tri vién ban hang dua ra. Trong dai da s truong hop, su danh gia nay duoc tién
hanh boi mot nguoi da timg c6 kinh nghiém thanh cong va thit bai trong vai trd quan
tri ban hang khu vuc. Ngay ca khi diéu nay c6 thé nhan thie va hiéu dugc thi viée xac
dinh nhitng tiéu chuan danh gia cling van khong dé dang. Mot sb tiéu chuan co thé
dugc str dung:
e S6 lugng nhan vién ban hang dugc thiang tién vao vi tri quan tri ban hang
khu vuc hodc nhitng chirc vu khac trong doanh nghiép.
e Su it thay d6i nhan sy trong d6i ngii ban hang
e Ban lanh dao khong nhan duoc 161 than phién tir cac nhan vién ban hang.
C) Lanh dao va quan ly doéi ngii ban hang
Kha ning giao tiép va lanh dao doi ngii ban hang ctia mot truéng phong ban
hang khu vuc 1a mot ddu hiéu vé két qua hoat dong trong tuong lai & mic d6 cao hon
trong doanh nghiép. Mot s6 tiéu chuan hitu ich cho viéc ddnh gia vé mit nay bao gom:
- Mirc d4 tén tam ciia nhdn vién ban hang déi véi doanh nghiép va quan tri vién
ban hang khu viee: Ho ¢6 mudn nghe theo quan tri vién ban hang khu vuc hay khong?
Ho c6 dang tuan theo chién lugc cua doanh nghi¢p va dat dugc cadc muc ti€u hay
khong?
- Murc do hiéu qua cua nhan vién ban hang: Nhiing gi chiing té cac nhan vién
hiéu cac muc tiéu cua doanh nghi¢p? Ho co céng hién mot cach can thiét dé dat dugc
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cac muc tiéu d6 khong?

- Mike @6 hai long cua khdch hang déi véi nhdn vién chdo hang trong khu vuec
ciia gidm doc: Néu tinh than trach nhiém ctia nhan vién chio hang 1a cao va ho dang nd
Iuc hét strc minh thi sy phu trach khach hang va su hai long cta khach hang phai phan
anh diéu nay.

TOM TAT NOI DUNG CHUONG 1

1. Ban hang la mot hoat dong kinh doanh co ban, tryc tiép thuc hién chirc nang luu
thong hang hod, phuc vu san xuat va doi sdng ctia con ngudi. Ban hang ca nhan 1a
tién trinh thyc hién cac mdi quan hé gilta ngudi mua va ngudi ban, trong d6 nguoi
ban nd lyc kham pha nhu cau, mong mudn ctia nguwdi mua nham théa man tdi da
cac loi ich lau dai cho ca hai bén mua va ban.

2. V& co ban, lich sir phat trién cua hoat dong ban hang d3 trai qua 4 thoi ky d6 Ia:
thoi ky trude bat nguon; thoi ky bat ngudn; thoi ky dat nén moéng; thoi ky tinh loc
va hinh thanh. Theo sy phat trién d6, cic quan niém vé hoat déng ban hang va vai
tro clia nguoi ban hang ciing thay d6i. Ngay nay, hoat dong ban hang dugc coi 1a
hoat dong co ban va quan trong ddi véi doanh nghiép, nghé ban hang 13 mot nghé
hap dan va c6 nhiéu thir thach, ngudi ban hang dong vai tro ciia nguoi sang tao ra
gia tri.

3. C6 nhiéu quan quan niém vé ban hang dudi cac goc do tiép can, vé co ban c6 mot s6
cach tiép can nhu coi ban hang 1a mot pham tru kinh té; coi ban hang 1a mot hanh vi
thuong mai cta thwong nhéan; ban hang la moét khau, mot cong doan ctia qua trinh
kinh doanh; va cubi cing ban hang duoc coi 1 qué trinh thuc hién cac nghiép vu ki
thuat ban.

4. V& ban chét, ban hang 1a mot qué trinh giao tiép hai chiéu giita nguoi ban va ngudi
mua va trong qua trinh nay, ngudi ban hang thé hién vai tro cha dong kham pha
nhu ciu mong mudn ctia nguodi mua va tim moi cach dap tng nhu cau do.

5. Doanh nghiép c6 thé lya chon t6 chirc ban hang theo mot s6 loai hinh tiy thudc
vao diéu kién ctia doanh nghiép va mai trudng kinh doanh. Céc loai hinh ban hang
c6 thé la:

e Ban tai kho cung tng, tai cira hang, quay hang va ban tai dia diém cua
khach hang.

e Ban budn hoac ban 1¢.

e Bén theo hop dong, thuan mua vira ban, ban d4u gia hoic xuat khau.

e Ban hang tra tién ngay hay tra gop, tra cham

e Ban han qua di¢n thoai, qua internet hoac céc loai hinh ban hang khac.

6. Nhan vién ban hang c6 thé dugc phan loai thanh mot s6 chirc danh trong xa hoi. Déi
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v6i doanh nghié€p viéc phan loai nhan vién ban hang can cir vao vai tro cua nhan vién
d6 dong gop nhu thé nao vao qua trinh ban hang ctia doanh nghiép. Vé co ban trong
doanh nghiép cn phan biét 1 3 nhom nhan vién co ban la: Nhitng ngudi tiép nhan
don hang, nhirg nguoi tao thém nhu cau mua hang va nhitng ngudi nd lyc tim kiém
don hang mai.

7. Nhan vién ban hang dam nhan 4 chirc nang chinh d6 1a: ban hang, quan 1y cac van
dé hanh chinh trong ban hang, quan 1y tai chinh va thuc hién cic nhiém vu
marketing. Dé thuc hién 4 chirc ning ndy, cic hoat dong thuong ngay cia nhan
vién ban hang rat phong phu (bao gébm 10 nhém hoat dong co ban), tir hoat dong
cu thé nhét 1a ban hang dén cac hoat dong phuc tap doi hoi tinh nghé thuat nhu tap
1ap va phat trién mbi quan hé v6i khach hang.

8. Tuy theo mdi vi tri ban hang khac nhau ma cac doanh nghiép dé ra yéu cau ddi véi
nguoi ban hang khac nhau. Céac yéu cau nay tip trung thanh 4 nhém: yéu ciu vé
dao dirc, yéu cau vé tri thire, yéu cau vé thé chat va yéu cau vé tam 1y.

9. Quan tri ban hang 1a hoat dong quan tri ctia nhirng nguoi thudc luc lugng ban hang
nham muc dich cudi cung la ban dugc hang. Quan tri ban hang, do tiép can sat voi
khach hang va thi truong nén ban than né tao ra nhitng yéu cau dau vao co ban d6i
vo1 cac hoat dong khac ctia doanh nghiép. Quan tri vién ban hang thuc hién 4 chirc
nang quan tri co ban do la: hoach dinh, to chire, 1anh dao va kiém soat.

10.Dé danh gia mQt quan tri vién ban hang gidi, bén canh céc tiéu chuén cu thé nhu
kha nang dat cdc muc ti€u ban hang thé hién qua doanh s6 va loi nhuan can thiét
phai danh gia trén nhitng khia canh khac nhu quan 1y khu vuc, phét trién nhan sy,
quan ly va lanh dao d6i ngti ban hang.
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CAU HOI ON TAP VA THAO LUAN CHUONG 1

. Tai sao trong giao tiép ban hang, truyén dat thong tin hai chiéu dwgc xem 1a mot
trong nhirng nguyén tic quan trong dé ban hang thanh cong?
. So sanh gitra phong cach ban hang ctia cac doanh nghiép nha nudc va ctia cac doanh
nghiép tu nhan. Ly gidi nguyén nhén cua sy khac biét?
. Hay tim 3 vi du vé ban hang nang cao (up-selling), 3 vi du vé ban hang b6 sung
(cross-selling) ma em da tirng trai nghiém?
. Gia st ban dugc giao nhi¢m vu ban dich vu Mega VNN (dich vu truy cép Internet
bing thong rong dua trén cong nghé ADSL cua VNPT). Ban hiy phéan biét 3 kiéu
ban hang va diéu kién ap dung:

a) Ban hang bi dong (Passive selling)

b) Ban hang tich cuc (Active learning)

c) Ban hang chu dong (Pro-active selling)
. C6 y kién cho rang ban hang 1a mot nghé thap kém va khong c6 co hoi thing tién,
hdy bay t6 quan diém cua ban vé ¥ kién nay?
. Lya chon mdt doanh nghiép cu thé va chi ra cac vi tri nhan vién ban hang trong
doanh nghiép? M6 ta nhiing hoat dong ban hang chu yéu cuia ho.
. Phan tich sy khac biét co ban giita ngudi tiép nhan don hang va nguoi tao ra don
hang? Cho vi du minh hoa.
. Theo ban, dé ban hang thanh cong trong diéu kién hién nay thi ngudi ban hang phai
dap Gng nhing tiéu chuan nao? Tiéu chuin nao duoc cho 1a quan trong nhat? Vi
sao ?
. Theo ban, ngudi quan Iy ban hang chuyén nghiép 1a ngudi nhu thé nao? Mot ngudi
ban hang chuyén nghiép sé& tich lity duoc nhitng ning luc gi? Cac ning luc 4y giup
ich gi cho nguoi ban hang thang tién 1én cac thang bac nghé nghiép cao hon?
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CHUONG 2

XAY DUNG KE HOACH BAN HANG

Muc dich:
e Nim vitng qui trinh x4y dung ké hoach ban hang cta doanh nghiép
e Tbng quan cac dang ké hoach ban hang

. C(’)ﬁ thé xay dung duoc ké hoach ban hang cua dpanh nghiép, biét cach td chirc
trién khai va kiém tra danh gid vi¢c thuc hién ké hoach ban hang

° Na'im bat dugc mot sb cong cy hd tro 1ap ké hoach ban hang nhu phan tich doanh
sO va du ban ban hang.
Noi dung:

e Cac dang ké hoach ban hang cta doanh nghiép

e Nghién ctru nhiém vu, muc tiéu ctia doanh nghiép

e Phan tich mdi trudng kinh doanh va tiém luc ban ctia doanh nghiép

e Xac dinh muc tiéu va chi ti€éu ban hang

e Xac dinh ky thuat va hé thong yém trg ban hang

e T6 chuc va thuc hién ké hoach ban hang

e Kiém tra danh gia viéc thuc hién ké hoach ban hang

e (Cac cong cy ho tro lap ké hoach ban hang.

2.1. CAC DANG KE HOACH BAN HANG CUA DOANH NGHIEP
2.1.1. Khai niém ké hoach ban hang

Ké hoach ban hang 1 vdin bdn tong hop du kién cdc diéu kién thuwc hién va két
qua ban hang cuia doanh nghiép trong mot thoi gian nhdt dinh, thuong la ké hoach cho
mot nam va chia theo cac quy va céac thang.

Qui trinh xay dung ké hoach ban hang bao gdm céac budc sau:

1. Nghién ctru myc tiéu, nhiém vu tong quat ctia doanh nghiép

2. Phan tich cac yéu t6 anh huéng ctia moi trudong kinh doanh dén kha ning

hoan thanh nhi€ém vy ban hang cia doanh nghiép

3. Xay dung céc muc tiéu, ké hoach ban hang

4. Xay dung chién thuit ban hang va cac hé théng yém tro ban hang

5. T6 chuc thyc hién ké hoach ban hang

6. Kiém tra, ddnh gia viéc thuc hién ké hoach.
2.1.2. Cac dang ké hoach ban hang ciia doanh nghiép

Céac ké hoach ban hang c6 thé dugc 1ap ra va tinh toan theo céc ti€u thirc khéc
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nhau.

1) Theo ndi dung ciia nhi¢m vu qudn tri ban hang
e K& hoach vé san pham va chién luoc ban hang.
e K& hoach vé khu vuc ban hang va bao phu khu vuc ban hang.
e K& hoach vé nhan su ban hang.
e K& hoach vé phuong phap, ki ning ban hang.
2) Theo cdp dj qudn Iy
e K& hoach ban hang cua doanh nghiép
e K& hoach ban hang ctia by phan
e K& hoach ban hang cta ca nhan.
3) Theo cip dp sin phim
e K& hoach ban hang chung cho tit ca cdc mit hang
e Kéhoach ban hang cho tirng linh vuc, tirg nganh hang, tirng nhém hang
e Ké hoach ban hang cho tirng mit hang cu thé.
4) Theo khu vwc dia ly
¢ K& hoach xuit khau
e K& hoach ban hang trong nuéc
e K& hoach ban hang theo khu vuc, theo tinh, huyén...
5) Theo nhém khach hang
e Khéch hang l6n
e Khach hang 1a nguoi tiéu dung cudi cung
e Khéch hang trung gian...
6) Theo hinh thirc ban hang
e Ban hang tryc tiép, gian tiép
e Ban hang trd ngay, tra cham.
7) Theo thoi gian
e K& hoach ban hang theo nim
e K¢ hoach ban hang theo quy
e K& hoach ban hang theo thang.

Trong thuc té, cac tiéu thirc trén day ciing c6 thé duoc lién két va trinh bay dudi
dang tong hop mot so ti€u thue, vi du: ké hoach ban hang cho khach hang 16n trén mot
khu vuc thi truong. Bi kem véi ké hoach ban hang 1a cac ke hoach vé cac yéu to hay
diéu ki¢n thuc hién nhu: h¢ thong kho hang, ctra hang, dai 1y, ké hoach lao dong, ké
hoach xuc tién ban hang...
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2.2. NGHIEN CUU NHIEM VU, MUC TIEU CUA DOANH NGHIEP

Muc tiéu cua doanh nghi¢p c6 méi lién h¢ chat ché vdi muc ti€u ban hang. Muc

tiéu ctia doanh nghiép vira 1 dinh hudng, vira 1a xuat phat diém cho viéc trién khai cac
ké hoach ban hang cu thé. Khi xay dung ké hoach ban hang, nguoi quan tri can nam
viing muyc ti€u phat trién ctia doanh nghi€p va cac nhiém vu dat ra dé thuc hién cac
muc tiéu do.

Déi v6i khach hang, muc tiéu cua doanh nghiép phai dugc dién dat dudi goc do
doanh nghi¢p dang phuc vu nhitng nhu cau nao ctia khach hang chir khong phai la dién
dat san pham hay dich vu nao dang dugc doanh nghi¢p san xuat. Viéc nam ro muc ti€u
tong quat dam bao tao ra mot co ché ro rang cho qui trinh 1ap céc ké hoach ctia doanh
nghiép trong do6 co6 ké hoach ban hang.

Nhiém vu dit ra d6i v6i ké hoach ban hang bao gém:

e Phan tich thi truong san pham;

e Phan tich lya chon khach hang muc tiéu;

e Phan tich diém manh, diém yéu ctia san pham;

e Muyc tiéu vé s6 luong san pham;

e K& hoach vé doanh s6 san pham;

e Ké& hoach vé ty 18 chiém linh thi truong;

e K& hoach vé ton kho ciia san pham;

e Ké hoach luong tiéu thy san pham mdi;

e Ké hoach doanh thu san phadm méi;

e Kéhoach ty 1¢ ti€u thu san phém moi;

e Ké hoach dich vy khach hang;

e Céac bién phap tiép thi, khuyén mai. ..

V61 nhitng nhi¢m vu trén, ké hoach ban hang phai xac dinh can doi gilta san Xuat
va nhu cau thi truong, gitta doanh thu va lgi nhuan, gitta chi phi ti€u thu va gia thanh
san pham.

2.3. PHAN TiCH MOI TRUONG KINH DOANH VA TIEM LUC BAN HANG
CUA DOANH NGHIEP

Xuat phat tr muc tiéu ciia doanh nghiép, dé xac dinh ding muyc tiéu ban hang
va tao co so thuan loi cho viéc thuc hién muc ti€u ban hang thi can phai xac dinh dang
cac y€u to khach quan va chu quan c6 kha nang tac dong dén hoat dong ban hang trong
ky ké hoach.

Céc thong tin vé méi truong kinh doanh ma doanh nghiép da nghién ctru trong
qué trinh xay dung muc ti€u tong quat cia doanh nghié¢p ciing c6 thé dugc str dung dé
xac dinh va thyc hién muc ti€éu ban hang. Tuy nhién dé xac dinh chinh xac cdc muc
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tiéu, chi tiéu, cac chién thuat ban hang thi phai c6 cac chuong trinh nghién ctru bd sung

chuyén biét vé cac yéu t6 anh huong ti hoat dong ban hang nhu khach hang, tinh hinh
thi trrong, tinh hinh canh tranh...

Qua trinh nghién ctru bd sung chuyén biét vé hoat dong ban hang can phai xéac
dinh duoc nhiing van dé sau:

1) Ning luc thi truwong

Nang luc thi truong la sb lugng ban cao nhét co thé dat dugc ciia mot san phém
hay dich vu trén thi truong ddi véi tat ca cac ddi thu canh tranh trong mot giai doan
nhét dinh. Nang lyuc thi trudong co thé xéac dinh theo céc tiéu thirc khac nhau: theo khu
vuce ldnh thd, theo loai khach hang, theo cép do cua thu nhap.

2) Doanh sé ciia san phim

Doanh s6 cua san phcfm la gia tri cia mot san ph'?lm duoc ban thuc su trén thi
treong cu thé trong mot giai doan nhét dinh. Viéc xac dinh doanh sb dugc thé hién qua
bang du doan doanh s6 c6 thé do cac cong ty doc 1ap hoac cac hiép hoi thuc hién. Bang
du doan doanh s ¢6 anh huéng quan trong truc tiép t6i khong chi hoat dong ban hang
ma con anh hudng té1 nhiéu hoat dong khac nhu san xudt, thu mua, nhén su.

3) Nang lwc ban hang ciia cong ty

Nang liee ban hang cia céng ty 1a khdi luong ban hang cao nhat ma cong ty co
thé dat dén tir nang luc thi truong nho céc nguén lyc va kha nang san ¢ cua minh.

4) Dw bdo bdn hang ciia cong ty

Ndang lwc ban hang ciia céng ty xac dinh sé luong ban bang tién hoic theo don
vi san pham/dich vu trong tuwong lai ciia cong ty ddi véi timg mat hang cy thé véi
khoang thdi gian nhét dinh trén tit ca cac thi truong va timg phan doan thi truong ma
cong ty tham gia canh tranh.

2.4. XAC PINH MUC TIEU VA CHI TIEU BAN HANG
2.4.1. Xac dinh muc tiéu ban hang

Muc tiéu ban hang 1a nhitng két qua cu thé vé ban hang ma doanh nghiép mong
muén dat dén trong mot thoi ky nhat dinh.

Xéc dinh muc tiéu chinh xac 13 co s& dé xay dung ké hoach ban hang kha thi,
la dong luc thuc déy dé moi ngudi trong doanh nghiép nd luc thuc hién, 1a tiéu chuan
dé danh gia sy nd luc ¢ ging va danh gia thanh tich cua doi ngii ban hang.

Xay dyng muyc tiéu ban hang 1a mot trong nhiing cong viéc dau tién va quan
trong nhat cua hoat dong quan tri ban hang. Muc tiéu ban hang duoc hinh thanh ¢ cac
khia canh khac nhau cua hé thdng ban hang ctia doanh nghiép, bao gébm: muc tiéu
doanh sb hay san lugng, muc ti€u thi phﬁn, muc tiéu tai chinh (l¢gi nhuan/chi phi), muc
tiéu chinh phuc khach hang, muc tiéu phat trién lyc lugng ban hang...

1) Muc tiéu doanh sé - sin lwong

Doanh sb c6 thé duoc hiéu 13 tong gia tri ctia hang hoa hay dich vu cudi cing
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duoc ban ra thi truong trong mot khoang thoi gian xéc dinh khi tién hanh cac nd luc
ban hang.

Muc tiéu doanh s 1a téng gia tr1 hang hoa hay dich vu can dat duoc qua nhitng
nd lyc ban hang trong nhirng khoang thoi gian xac dinh. Muc tiéu doanh sb phai dugc
xay dung cu thé vé sb luong, xac dinh vé thoi gian, kha thi va dé dang do ludng duoc.
Bén canh muc tiéu doanh sb, doanh nghiép co thé xay dung muc ti€u vé san luong —
1a lwong san pham dich vu can ban dugc trong mot khoang thoi gian cu thé.

Khi x4y dung cic muc tiéu ndy can dwa vao cac co sé nhu: két qua ban hang
nam trude, ty 1¢ phat trién nganh, dy bao xu hudng tiéu thy, thi phan hién tai. ..

2) Muc tiéu thi phén

Thi phén 14 ty 1& phan trim s6 khach hang hién tai cua cong ty so véi tong sb
khach hang muc ti€u c6 trong thi truong.

Muc tiéu thi phan 1a ty 1é phan trim khach hang cé duoc trong tong s6 khach
hang muc tiéu can dat duoc trong mot khoang thoi gian xac dinh sau khi tién hanh cac
nd luc ban hang. Muyc tiéu thi phén cling phai dugc xay dung cu thé, kha thi, xac dinh
thoi gian thyc hién va dé do luong.

Co s dé xay dung muc tiéu thi phén 1a thi phén hién tai ciia doanh nghiép, thi
phan cua cac hing khac va ngudn luc dau tu vao thi trudng.

3) Muc tiéu lgi nhudn

Muc ti€u loi nhuén 1a khodn 191 nhudn ma céng ty mong muén dat dugc thong
qua hoat dong ban hang trong mot khoang thoi gian cu thé. Co thé 1a tong loi nhuan
hodc loi nhusn cho mdi dong san phém. Pé dé tinh toan thi muc tiéu loi nhuan thuong
dugc xac dinh dudi dang phén tram 1gi nhuén can dat dugc thay vi xac dinh khoan lgi
nhuén cu thé. Co sé dé xac dinh muc tiéu loi nhuan 1a: myc tiéu ciia toan cong ty,
doanh s6 ban hang, gi4 thanh san pham, cic khoan chi phi ban hang, quan 1y, khuyén
mai...

4) Muc tiéu bao phu thi truong

Muc tiéu bao phu thi truong duoc thé hién qua do bao phu thi trudng ma cong
ty mudn dat dugc, bao gdm sb lugng cac diém ban hang c6 sy hién dién san pham cia
cong ty trén thi trudng (thuong duogc tinh bang ty 1é phan tram giita sé diém ban hang
dd c6 bay ban san pham ctia cong ty v6i tong sé diém ban hang co thé bay ban san
pham d6 — san pham clng loai) va s6 lugng cac don vi san pham c6 tai mdi diém ban.

5) Muc tiéu phdt trién khdich hang méi

Phat trién khach hang méi dong vai trd rat quan trong va 1 co so ta su ting
trudng. Khach hang cé thé méi ddi v6i kénh ban hang hién tai (do tding do phu) hoac
khach hang méi do phét trién kénh ban hang méi hodc do mé rong dia ban ban hang.
Chinh vi 1y do d6 ma cac doanh nghiép thudng xay dung muc tiéu phat trién khach
hang gan lién v&i myc tiéu bao phi thi truong.
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Ngoai cac myc tiéu trén day, doanh nghiép con co thé xdy dung cac muyc tiéu
hdn hop nhu: Muyc tiéu doanh thu va loi nhuan, muc tiéu thi phan va khach hang...

Muc tiéu ban hang bao gdm ca muc tiéu tuyét dbi va muc tiéu twong ddi. Cac
muc tiéu nay duogc tinh toan cu thé cho tung khu vyc, ctra hang, tirng nhan vién ban
hang do1 voi ting nganh hang, tirng mat hang trong thoi ky nhat dinh. Muc tiéu ban
hang can phai thoa min cc yéu cau: cu thé, linh hoat, nhat quan, kha thi va hop 1y.

Muc tiéu ban hang cé thé trinh béy dudi dang dinh tinh hoac dinh luong. Cac
muc tiéu dinh tinh thuong duoc st dung dudi dang phwong huéng phan ddu. Cac muc
tiéu nay ludon dugce xac dinh trude dé 1am co s& xac dinh cac muc tiéu dinh lugng. Cac
muc tiéu dinh lugng duoc cu thé thong qua cac chi tiéu.

2.4.2. Xac dinh cac chi tiéu ban hang

1) Cdc dang chi tiéu ban hang

C6 2 dang chi tiéu thudng dugc sir dung khi xay dung ké hoach ban hang, d6 1a
cac chi tidu trén co sé két qua va cac chi tiéu trén co so hanh vi tng xur.

a) Cdc chi tiéu trén co so két qud, bao gom

- Khéi luong ban:

o S6 twong doi

o S6 tuyét doi
- Doanh sd ban hang:

e Dd viét héa don ban hang

e Dad giao hang

e Khdch hang dé chap nhdn mua

e Khach hang da tra tién day di
- Chi phi:

e Chi phi lwu théng thudn tiy

e Chi phi lwu théng bé xung

o Chi phi ¢6 dinh

e Chi phi bién doi

e Chi phi kiém sodt dwoc

o Chi phi khéng kiém sodt dwoc

o Chi phi truc tiép

e Chi phi gidn tiép...

- Lai gop (Lai gop = doanh sb - chi phi bién dbi)

- Loi nhuan trude thué

- Lg1 nhuan rong

- Dy trit/ ton kho
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- Vong quay vén...

b) Cdc chi tiéu trén co so hanh vi:

Chi tiéu theo két qua thuong hudng thing t6i cac muc dich tai chinh tc thoi
ctia cong ty. Chi tiéu trén co sd hanh vi qui dinh nhitng hanh vi bit budc mot nhan
vién can phai thi hanh, chiing ¢6 thé khong tao ra két qua ban hang ngay tirc thoi. Chi
tiéu trén co so hanh vi thuong dugc sir dung bao gom:

- Chi tiéu hudng khach hang: cac chi tidu ting khdi lugng ban dbi voi khach
hang hién c6 nham theo dudi myc tiéu ting dan sy thAm nhap thi trudng ctia cong ty.
Céc chi tiéu phat trién khach hang méi nhdm muc tiéu phat trién hé thong phan phdi
hodc nang cao hiéu suét cua kho hang.

- Chi tiéu hudng hoat dong: 1a qui dinh sb cac hoat dong can thyuc hién trong
mot thoi gian cu thé nhu sb 1an goi chao hang trong ngay, s 1an trung bay ban 1¢, sb
thu chao hang duogc gui di, sb cudc hoi thao, sd 1an gap mat cac nha ban budn dugc to
chtec...

2) Cdc yéu cau doi véi hé thong chi tiéu bdn hang

Dé ra mot hé thong chi tiéu, thi hanh va danh gia chiing 1a mot qua trinh khong
don gian. Mot hé théng chi tiéu dugc coi 13 tét néu trong d6 cac chi tiéu dugc dé ra
thich hop, kha thi, d& hiéu va day du.

- Thich hop: Cac chi tiéu khong dua vao cac s6 liéu khoa hoc hoac khong thich
ung voi cac trach nhiém cia nhan vién ban hang hoac véi cac muc tiéu ctia doanh
nghiép cé thé 1am nan 1ong luc luong ban hang hodc bi bo qua. Vi du: néu mot doanh
nghiép hang nam c6 maot chi tiéu vé sb luong 1an goi dién thoai ban hang trong ngay,
n6 can duge xem xét ki dé xac dinh néu tan suét cac 1an goi thé nao 1a hop 1y.

- Kha thi: Van dé ban luan & day 13 c6 can céac chi tidu vé gia tri cao nhat dé
danh gida mic d6 hoan thanh cua tirng ngudi hodc rao chin thuc sy 1 tit ca cac nhan
vién déu mudn dat chi tiéu voi stre luc binh thudng. Céc chi tiéu cao c6 thé duoc coi
nhu mot khuyén khich manh ddi v6i cdc nhan vién va ting cudng sy tin nhiém cua
giam ddc trong kha ning thuc hién cac chi tidu ctia nhan vién. Nhung néu chi tiéu qua
cao, cac nhan vién c6 thé s& khong cb gang boi vi ho tin rang chi tiéu 13 muc dich
khong thé dat duoc hodc ho co thé gian dbi dé dat duoc chi tiéu.

- Dé hiéu: Néu mot hé thong chi tiéu qua phirc tap thi lyc luong ban hang s&
khong hiéu n6é va mot sé luong 16n cac nhan vién c6 thé s& bé qua chung. Hay thiét
1ap chi tiéu véi su 161 cudn nhan vién hodc sy tham gia tich cuc cua ho, hodc xac dinh
mot cach rd rang ting thanh phan va giai thich y nghia cia ho va sy anh huong cia
chiing t6i nhan vién vé mit tai chinh hodc trong nhitng hoat dong hang ngay cua ho.

- Pdy dii: Mot hé thong chi tiéu ban hang tot sé bao trim tat ca cac tiéu chuan
dugc st dung dé hudéng din, kiém soat va danh gid luc lugng ban hang. Néu c6 mot
khia canh khong dugc chi tiéu dé cap t6i gidng nhu cac khia canh khac, tat nhién mot
nhan vién s& nhan thirc rang cong ty khong tin ring n6 quan trong. Cé thé nhan vién
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nay s& khong bo nhiéu cong sirc quan tam tdi khia canh do.
2.5. XAC PINH KY THUAT VA HE THONG YEM TRQ BAN HANG

Mot ké hoach ban hang c6 tinh kha thi can ¢6 su hd tro tiép theo cua cac chinh

sach, k¥ thuat va hé théng yém tro ban voi tu cach 1a cac diéu kién va cong cu thuc
hién ké hoach.

Tuy theo cAu trac t6 chuc va sy phan b6 nhiém vu, quyén han cta céc bo phan
trong doanh nghié€p ma viéc xac dinh hé théng k¥ thuat va yém tro ban c6 thé duoc
giao cho mot bd phan doc 1ap (bd phan marketing) hoic giao truc tiép cho bd phan ban
hang ctia doanh nghiép.

Hé théng k¥ thuat va yém trg ban hang bao gém nhiéu ndi dung khic nhau,
trong d6 c6 mot sb ndi dung co ban la: phuong thirc ban hang; hinh thirc ban hang;
muc tiéu va chinh sach gia; quang céo va xuc tién ban hang; phat trién va hoan thién
lyc lugng ban hang.

2.5.1. Xac dinh phwong thirc va hinh thirc ban hang

Mobi phuong thitc ban hang c6 nhirng vu diém va han ché nhat dinh. Doanh
nghiép co thé lua chon va chuyén mén hoa viéc ban hang.

- Ban theo hop dong va don hang ap dung ddi vdi cac loai hang hoa quan trong,
ban hang vai khoi luong 16n, dé tao diéu kién cho bén ban chuan bi hang hoa theo yéu
cau cia bén mua, trong qua trinh thyc hién hgp déng hai bén cung thé hién trach nhiém
va ton trong loi ich cua nhau.

- Béi voi nhitng hang hoa khong quan trong ¢6 thé thuan mua vira ban.

- Mot s6 hang héa can ban véi khdi lugng 16n, hang kho tiéu chuan hoa hay
hang chuyén dung thi ding phuong thire dau gia dé tim ngudi mua véi gia cao nhat

- P6i v6i phuong thirc xuat khau can cha ¥ dén cac qui dinh lién quan vé xuét
nhap khau hang héa cua ca nudce nhap va nudc xuat.

Viéc lua chon hinh thirc ban hang c6 anh hudéng rat quan trong téi viéc thuc
hién muc tiéu ban hang.

- Bén tai kho ctia nguoi cung ing hay kho ctia doanh nghiép thuong mai thich
hop voi nhu cau 16n, tiéu dung 6n dinh va ngudi mua c6 sidn phuong tién van chuyén
hang hoa.

- Ban qua ctra hang, quiy hang thich hop véi nhu cau nhé 1¢, danh muc hang
héa nhiéu, chu ky tiéu dung khong 6n dinh.

- Ban tai dia chi khach hang 1a hinh thic chii yéu nham nang cao chét luong
phuc vu khach hang va kha ndng canh tranh gitra nhitng nguoi ban hang.

2.5.2. Xac dinh chién lwgc bin hang

Viéc xac dinh chién luge ban hang gitip doanh nghiép hoan thanh cac muyc tiéu
ban hang di dé ra mot cach hiéu qua nhat thong qua st dung cac ngudn luc hop 1y,
phdi hop sy tham gia ciia nhiéu ngudi va tao su khac biét so vdi ddi tha. Ngoai ra
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hoach dinh chién lugc ban hang con giup cho nha quan tri d& dang to chuc, lanh dao,

kiém tra danh gia hiéu qua hoat dong ban hang ciia doanh nghiép.
Tuy theo goc d6 tiép can khac nhau ma doanh nghiép ap dung cac chién luoc
ban hang phu hgp
1) Cdc chién lwgc bdn theo cdch thivc twong tic véi khdch hang
a) Chién legc ban hang cd nhan
Dic diém cua chién lwge nay 1a chi c6 mot nhan vién ban hang tiép xuc voi
khach hang va mirc d6 thanh cong cta ban hang phu thudc vao mét ngudi. Uu diém
cta chién luge nay 1a tinh thong nhat cao va linh hoat tuy nhién nguoi ban hang ciing
c6 thé gap phai nhitng tinh hudng that bai do chua du thong tin, kién thic hay bi han
ché quyén quyét dinh. Chién luoc nay thuong duoc ap dung cho nhitng san pham dich
vu ¢6 gia tri trung binh hodc nhirng san pham c6 tinh ning ndi troi.
b) Chién lwgc ban hang theo nhém
Nhom ban hang s€ dugce thanh lap tir 2 nguoi trd 1€n, 1a cac chuyén gia ban hang
va c6 mot ngudi 1a truong nhom. Nhitng nguoi trong nhom cé trach nhiém phdi hop
cac thé manh ctia nhau dé dat duoc muc tiéu ban hang. Uu diém cua chién luoc nay la
kha nang thoa man khach hang réat cao, niang suat lam viéc cao tuy nhién van thé cé tré
ngai trong phdi hop do thiéu cong cu trao d6i, thiéu gan giii nhau hodc thiéu nhat quan
giita cac thanh vién. Chién lugc nay duoc str dung khi san pham doi hoi phai ¢ su am
hiéu k¥ thuét ciia nguoi ban, don hang ¢ gia tri 16n hay khi khach hang t6 chirc mua
theo don vi quyét dinh. Co cdu ctia mot nhom ban hang co thé 1a:
e Chuyén gia phu trach giao tiép: tiép can va thuyét phuc
e Chuyén gia ¢am phan: thuong thao diéu khoan ban hang
e Chuyén gia ky thuat: huéng dan k¥ thuat
e Chuyén gia tai chinh: hd tro dam phan vé gia
e Chuyén gia phu trach phan phdi: theo ddi ghi don hang
e Nguoi diéu phdi chung.
¢) Chién lwoc ban hang tw van
La viéc dua ra nhitng 10i tu van cho khach hang, gitp khach hang dat dugc loi
ich vuot ra ngoai sy mong doi khi mua san phflm. Chién lugc nay doi hoi tim hiéu va
phan tich tinh hinh khach hang truéc khi dua ra 10i tu van tuy nhién ngudi ban c6 co
hoi dat dugc nhitng hop dong c6 gia tri hay duy tri duoc quan hé hop tac lau dai véi
khach hang. Yéu t6 thanh cong khi 4p dung chién lugc ban hang nay 1a tinh thuyét
phuc cua nhitng 10 tu vAn va phong cach trinh bay chuyén nghiép.
d) Chién legc ban hang gia tang gid tri
Nguoi ban ting thém gia tri san pham bai cac dich vu kém theo nhu dio tao,
hudéng dan viéc sir dung, hd tro k¥ thuat...thong qua do tao su khac biét so vdi san
pham cuia d6i thii. Chién lugc nay c6 thé lam ting chi phi ban hang cua doanh nghiép.
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2) Cdc chién lwgce bin hang phit hop véi chu ky kinh doanh

Ngoai cac chién luoc ban hang phan chia theo cach tiép can véi khach hang,

céc doanh nghiép con ap dung céc chién luwoc ban hang phu hop véi chu ky kinh doanh

cua doanh nghi¢p — Bang 2.1.

Bang 2.1: Chién lwgc ban hang phit hop véi chu ky kinh doanh

Chinh séach CHU KY KINH DOANH
va muc tiéu R . L
bén hang Xay dung Duy tri Thu hoach Loai bé
« Xay dung « Duy tri doanh | « Cit giam chi phi | « Cit giam tdi
doanh sb 5O ban da chi phi
Nhirng « Quan hé chit | * Cungcdvitri | * Chinham vao ban
muc tiéu ch€ v6i nhitng trong thi truong | nhiing khach hang * Giam hang
ban hang diém phan phdi | « Quan hé thém | quan trong, mang lai | du trir
co ban v6i nhimg diém | 101 nhuan cao
ban khac ntra
« Pén tiép xtic | * Tiép xtic ¢6 « Tiép xtic va phuc « Cit han dy
v6i khach hang | chu dich véi mot | vu mot s6 khach trir
mé1 va khach s6 khach hang hang quan trong « Cit hin
Nhimg hang tiém nérTg hiél’.l co nhét: mang lai loi | dichvu
nhiem va | Cung g dich| * Gia tang mirc nt}uan~ca0 nh’at. Lf’al
L vu & murc do cao| cung tng dich vu bo nhitng khach hang
chi yéu « Thu hdi théng | ¢ Mot sb khach | khong quan trong.
tin phai hdi vé | hang hién co. * Giam dich vu
san pham/ thi « Tiép xuc khach | * Giam du trir
truong hang méi
Pii ngd . ’Lu’ong’ vamot | ¢ Lufdpg cong ‘ . Lucng (c6 thé cong| * Luong
A ) s0 khuyén khich | hoa hong va tién | thém tién thudng)
de nghi khac thuong

2.5.3. Muc tiéu va chinh sach gia

Cac k€ hoach ban hang luén phai dugc lién két véi muc tiéu va chinh sach gia

ctia doanh nghiép. Muc tiéu va chinh sach gia phai dugc cong bd 18 rang cho luc luong

ban hang. Muc tiéu va chinh sach gia c6 thé do b phan marketing hoic do bd phan

ban hang thuc hién.

Céac muc tiéu xac dinh gié co thé hd tro hoat dong ban hang bao gé)m:

e Muc ti€u xéac dinh gié theo lgi nhuédn c6 dinh hudng.

e Muyc tiéu xéac dinh gia theo ban hang c6 dinh hudng.

e Muc ti€u xé4c dinh giéa theo canh tranh c6 dinh hudng.

Céc chinh sach gia co thé lya chon va st dung bao gom:

e Chinh sach gia linh hoat
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e Chinh sach gia theo chu ky séng cua san pham

e Chinh sach gia theo khu vuc ban hang

e Chinh sach gid phan biét.
2.5.4. Cac hoat dong xiic tién ban hang

Cac cdng cu nay 1a hinh thirc gian tiép hd tro cho hoat dong ban hang ctia doanh
nghiép. Thong qua viéc tao dung hinh anh, uy tin va sy hap dan ctia doanh nghi¢p noi
chung ciing nhu san phim cta doanh nghiép néi riéng dbi véi khach hang tiém ning.
Ké& hoach ban hang can duoc lién két chit ch& voi cac chuong trinh quang cdo, xuc
tién ban cu thé.

Tuy theo dic diém ctia doanh nghiép va dic diém san pham, can co su lya chon
dang cac hinh thirc xuc tién cu thé nhu:

1) Kich thich tiéu thu (khuyén mdi)

Tuong ddng voi chién luge kénh phan phdi, doanh nghiép c6 thé thuc hién 2
loai hinh khuyén méi co ban 13 khuyén mdi tiéu diing va khuyén mdi thieong mai.

a) Khuyén mdi tiéu ding — Consumer Promotion

Khuyén mai tiéu ding (hay con goi 1a khuyén mdi kich cau hay khuyén mai kéo
- Pull) 1a viéc gia tang loi ich cho khach hang cudi cing nham 16i kéo ho mua san
pham ctia cong ty hodc mua nhiéu hon, mua thuong xuyén hon.

Khuyén mdi tiéu ding nham nhitng muyc dich sau:

> Tao co hodi cho nguoi tiéu ding dung thir san pham

> Khuyén khich nguoi tiéu dung tiép tuc mua san pham

> Nang cao hinh anh nhan hiéu san pham

> Nang cao mirc d6 pho bién ciia nhan hiéu san pham.

Mot sb hinh thirc khuyén mai tiéu dung pho bién:
Phiéu giam gi tai diém ban
Doi vo hop, nap hop lay qua
Tang qua ngay
Rut tham tring thudng
Giam gia khi mua

Dbi cil ldy méi

YV V V V V V VY

Tang mau dung thir

> Tang thém lugng, gia khong doi.

b) Kich thich thuwong mai (Trade Promotion)

Kich thich thirong mai (hay con goi 1a khuyén mai kénh phéan phdi, hay khuyén
mii day hang - Push) 1a viéc gia ting loi ich cho céc trung gian trong kénh phan phdi
nham thic day gia tang do bao phu hang trén thi truong hodc tang do hap dan trong
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trung bay.

Khuyén mai thuong mai nham vao mdt s6 muc dich chinh sau:
Gi6i thiéu san phdm méi

Gia ting phan phdi san pham v6i bao bi méi, kich ¢& méi
Thuc ddy ngudi ban 16 trir hang

Duy tri hodc ting dién tich trung bay tai cira hang ban 1é
Trung bay thém san pham & ngoai vi tri thong thuong

Gia tang quang cao nhan hi¢u thong qua kénh ban 1¢

YV V.V V V V V

Dbi pho voi hoat dong ciia d6i thi

Mot s hinh thtrc khuyén mai thwong mai phd bién:

A\

Tang hoa hdng vé&i don hang c6 sb luong 16n
Mua san pham nay duoc ting san pham kia

Trang thudng khi nguoi mua hang trang thudng

YV V V

Giai thuong trung bay hang cho nguoi ban 1¢, giai thudng cho ctra hang co
doanh sé cao.

> Thuong dat doanh sd

> HO tro chi phi ban hang

» Tham gia cau lac bd, nhom khach hang dac biét.

2) Qudng cdo

Quang céo 1a mot trong cac hoat dong fruyén thong marketing cua doanh nghiép
vé san pham hodc dich vu, mang tinh chét phi ca nhan gitta ngudi ngudi. Quang cdo
trinh bay mot théng diép c6 nhitng chuin muc nhit dinh trong ciing mét luc tic dong
dén mot sb 16n nhitng ngudi nhan phan tan nhiéu noi thong qua cac phwong tién truyén
thong dai chung, trong mot khong gian va thoi gian nhét dinh, do mot ngudi/ to chirc
nao d6 mudn quang cdo chi tién ra dé thuc hién.

Quang céo co thé str dung dé tao ra mot hinh anh 1au bén cho mot san phém,
hay dé kich thich tiéu thy nhanh. Quang c4o 13 mot phuong thirc c6 hiéu qua dé vuon
dén nhiéu nguoi mua phan tan vé dia 1y véi chi phi thip cho mot 1an tiép xac. Viée st
dung nhirng phuong tién quang cao khac nhau s& tiéu tén chi phi khac nhau. Quang
c4o co thé c6 tac dung chi vi sy hién dién ctia n6. Cac chuong trinh quang cdo ho trg
ban hang bao gom:

e Quang c4o thé ché, quang cdo san pham
e (Quang cao lan dau, quang cao nhéc lai.

3) Tham gia hji cho, trién lim

Théng qua hoi cho, trién 1dm, doanh nghiép c6 co hoi truyén thong dén khach
hang tiém niang. Dy 1a mot trong cac hinh thirc truyén thong truc tiép 2 chiu gitra
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doanh nghiép va khach hang tiém ning.
4) Té chirc hpi nghi khdach hang

Hang nim doanh nghiép t6 chic hoi nghi khach hang dé tiép xuc truc tiép véi

khach hang 1a cac t6 chirc doanh nghiép. Qua hdi nghi khach hang, doanh nghiép
truyén thong cho khach hang vé sdn pham méi, vé cac chinh sach ban hang moi. ..,
dong thoi nhan dugce cac thong tin phan hoi tr khach hang. Qua hdi nghi khach hang,
doanh nghiép cling t6 chuc tuyén duong khen thuong nhirng khach hang da dong gop
nhiéu cho doanh nghiép.

5) Quan hé cong ching

Quan hé cong ching 1a mot hinh thuc truyén thong marketing dic thu phi
thuong mai nham tao 1ap hinh anh t6t dep vé doanh nghiép trong con mat cong chiing
noi chung va khach hang nai riéng.
2.5.5. Phat trién va hoan thién hre lwong ban hang

Phét trién va hoan thién luc lwgc ban hang 13 mot trong nhitng céng cu quan
trong dé ho trg kha nang hoan thanh ké hoach ban hang, can dugc tinh dén khi lap ké
hoach ban hang ctia doanh nghiép. Cac ndi dung chu yéu vé phat trién va hoan thién
lyc lugng ban hang bao gom:

- Tuyén md, tuyén chon doi ngii ban hang

- Huan luyén d6i ngii ban hang

- Pong vién, khuyén khich déi ngii ban hang

- Banh gia thanh tich cua dd1 ngii ban hang

Céc ndi dung nay dugc dé cap tai chuong 5.
2.6. TO CHUC THU'C HIEN KE HOACH BAN HANG

T6 chuc thyc hién ké hoach ban hang 14 mot trong nhiing chtrc ning quan trong
cua quan tri ban hang nham dam bao dat duoc cac muc ti€éu ban hang da dé ra. Quan
tri Vién ban hang s& xac dinh cho mdi bo phan ban hang cap dudi hay mdi nhan vién
ban hang nhiing hoat dong cu thé ma ho phai thyc hién.

Céc noi dung co ban cta t6 chire thuc hién ké hoach ban hang bao gém:

- Xac dinh dia phan ban hang va kénh phan phbi

- Xé4c dinh co ciu cua luc lugng ban hang

- Xac dinh qui mo6 cua luc lugng ban hang

- Xac dinh ché do dii ngd luc lwong ban hang

Céc ndi dung nay duogc dé cap tai chuong 4.
2.7. KIEM TRA, PANH GIA HOAT PONG BAN HANG
2.7.1. Yéu cau co ban ciia h¢ thong danh gia hoat dong ban hang

Kiém tra danh gia viéc thuc hién ké hoach ban hang 1 qua trinh do ludong két
qua thuc hién ké hoach ban hang, so sanh vi1 cac chi ti€u da dé ra, phat hién cac sai
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léch gitra ké hoach va thuc té, tim nguyén nhan cua céc sai I¢ch do va tién hanh hoat

dong diéu chinh can thiét d& dam bao myc tiéu ban hang da dé ra.
Ké hoach kiém tra danh gia hoat dong ban hang cin phai xac dinh & cic van
dé nhu: (1) Pdnh gia & dau? (2) Panh gid khi nao? (3) Pdnh gid bao nhiéu lan? (4)
Phai lam gi khi co sai léch?
K& hoach kiém tra ddnh gia hoat dong ban hang can dam bao cac yéu ciu sau
day:
1) Tinh ké hoach
Hé thong dénh gia phai duoc thiét ké theo cac ké hoach. Piéu nay cé nghia 1a
phai phan anh dugc cac ké hoach ma chung theo doi. Thong qua danh gia, nha quan
tri phai nam duogc dién bién ctuia qua trinh thyc hién ké hoach ban hang ciling nhu két
qua cua viéc thuc hién ké hoach doé.
2) Tinh phu hop
Hoat dong kiém tra, danh gia phai phu hop voi cong tic to chirc va nhan su
trong luc lrong ban hang (bao gom ca quan tri ban hang vién va nhan vién ban hang):
cu thé phai phu hop voi tung doanh nghiép vé qui mo, tinh chat chuyén moén hoéa, phu
hop véi co cau to chuc... dam bao khi co sai Iéch thi phai c6 mot ca nhan, bd phan xac
dinh nguoi chiu trach nhiém vé sai 1éch do.
3) Tinh khach quan
Hé thong kiém tra, danh gia can phai khach quan, tirc 1a viéc danh gia phai duoc
thuc hién mot cach chinh xac, ding nguyén tac, phai dua vao nhitng ti€u chuan ro rang.
4) Tinh linh hoat
Hé thong kiém tra danh gia phai linh hoat, c6 hiéu qua va din dén cac tac dong
di€u chinh. Pam bdo yéu cau nay dong nghia vdi viéc mang lai hi€u qua cao cia hé
thong danh gid trong moi di€u ki¢n thay doi do6i voi hoat dong ban hang.
2.7.2. Noi dung danh gia hoat dong ban hang
Khi danh gia hoat dong ban hang ¢ ting muc do, c6 thé tién hanh phan tich,
danh gia theo cac ndi dung:
e Phan tich, danh gia hoat dong ban hang theo muc tiéu
e Phan tich, danh gia hoat dong ban hang vé sb luong
e Phan tich, danh gia hoat dong ban hang vé chit luong
e Phan tich, danh gia hoat dong ban hang theo san pham, khu vuc thi trudng,
khach hang.
2.7.3. Cac ngudn thong tin phuc vu danh gia hoat déng ban hang
Cac ngudn thong tin, dir liéu danh gia hoat dong ban hang cta doanh nghiép
thuong bao gom 2 dong chinh 1a dong théng tin thudn Va dong théng tin phan héi.
1) Théng tin thudc dong thuin bao gom
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e Cac thong tin d3 dugc sir dung dé xay dung ké hoach ban hang

e Céc muyc tiéu, han murc, cac quyét dinh chi dao gian sat ban hang
e Céc tiéu chuan d3 duoc xac dinh va truyén dat dén luc luong ban hang
2) Thong tin thuéc dong phdn hoi bao gom

e BA&o céo ban hang

e Céc thong tin bd xung tir quan sat truc tiép, thu tir, don khiéu nai cua
khach hang, thim do du luan khach hang, cac két qua trao d6i véi nhan
vién ban hang...

e (Céc thong tin nhan dugc tur cac bd phan khac cia doanh nghi¢p nhu bod
phan marketing hay tai vu.

2.7.4. Phwong phap danh gia viéc thwe hién ké hoach ban hang

e Phuong phap khao sat: dé xac dinh chinh xac két qua ban hang

e Phuong phap so sanh: so sanh thyc hién v&i ké hoach, gitta cac ky trong
nam, so voi cung ky nam trude, so véi cac doi thu canh tranh. ..

o Phuong phap phan tich: dé xac dinh két qua ban hang do tang khéi luong,
do tang gia hay do ca hai, phan tich d€ thay cadc nguyén nhan hoan thanh
hodc khong hoan thanh ké hoach ban hang

e Phuong phap phong van: lay y kién ctia khach hang thong qua phong van
tryc ti€p, quan hop thu gop ¥y, hoac y kién tir hdi nghi khach hang hoac
diéu tra khi can thiét.

2.8. CAC CONG CU HO TRQ LAP KE HOACH BAN HANG
2.8.1. Phan tich dir liéu ban hang

Viéc phan tich dit lidu vé doanh sd, chi phi ban hang cta cac khu vuc, san pham
gilip nguoi quan tri ban hang danh gia chinh xéc tinh hinh kinh doanh tai nhirng thoi
diém khac nhau, xac dinh cac van dé can quan tam, giai quyét va dua ra dugc cac giai
phap to1 uu.

1) Thu thap di li¢u

Do6i voi quan tri vién ban hang, c6 4 loai dit lidu quan trong 1a: doanh sé, chi
phi, nhitng cudc chao hang va khach hang / thi truong.

a) Doanh s6: Doanh nghiép can dinh nghia chinh x4c vé doanh sb ban hang,
doanh s6 c6 thé dugce xac dinh theo cac cach sau:

o Dai viét hoa don ban hang

e D3 giao hang

e Khach hang da chdp nhan mua

e Khach hang di tra tién day du

Tong doanh s6 can phai dugc diéu chinh trudc khi phan tich bang viéc loai bo nhiing
don hang bi hiy, mure trg gia cho hang héa hu hai, thay doi kich cd dong goi va gid ca trong
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ky...

b) Chi phi: Dit liéu chi phi dén tir ba ngudn: bao céo chi tiéu ciia nhan vién ban
hang, chi lrong cho nhan vién ban hang, chi cho hoat dong diéu hanh ban hang.

Dit liéu chi phi nén duoc xac dinh cho mdi hanh vi, méi khu vuc doanh s6 hodc
mdi nhan vién ban hang. Céc phi phi nay s& két hop véi tong doanh sé dé c6 thé tinh
toan lgi nhuan theo timg khu vuc mét cach dé dang.

Céc loai dir liéu chi phi can thu thap bao gom:

- Chi phi ¢é dinh: 14 nhitng chi phi khong d6i khi doanh sb thay d6i trong mot
thot gian ngan.

- Chi phi bién déi: La nhitng khoan chi phi thay d6i theo mutc d6 hoat dong,
doanh s thay doi.

- Chi phi kiém sodt dwoc: La nhitng khoan chi phi duéi sy diéu khién truc tiép
ctia quan 1y ban hang hodc ctia nhan vién ban hang va c6 thé dy tra duoc.

- Chi phi khéng kiém sodt dwoc: Nhiing cho phi ma quan 1y ban hang khong
diéu khién truc tiép, khong thé du tru duoc.

- Chi phi truc tiép: nhitng khoan chi phi anh hudng truc tiép 1én gia thanh san
pham.

- Chi phi gidn tiép: 1a nhitng chi phi lién quan dén quan 1y, hd tro kinh doanh
san pham.

C) Nhitng cudc chao hang: Thong tin vé nhitng cudc chao hang phai duoc thé
hién dué6i dang dir liéu phuc vu cho phén tich ban hang, vi du: sé cudc chiao hang da
thuc hién, s6 cudc chao hang thanh cong, cac kiéu chao hang va dac tinh khach hang.

d) Thoéng tin khach hang/ thi truong: Thong tin nay sé dwoc thu nhan tir ca 2
ngudn bén trong va bén ngoai cong ty. Dit lidu bén trong c6 thé 1dy tir danh gia kha
nang canh tranh ctia cong ty cling nhu cac nghién ctu thi truong do nhan vién ban
hang thyuc hién. Dt lidu bén ngoai c6 thé ¢ tir cac cong ty nghién ciru thi trudng, cac
t6 chirc hi¢p hoi hay nhirng so 1iéu cua chinh phu.

2) Phén tich doanh s6

Phan tich doanh sd 1a nghién curu cac dir kién doanh sb qua khu, véi muc tiéu
¢ ging x4c nhan nhirng tiéu chuan va nhitng mbi lién hé cé ich cho viéc ra quyét dinh
quan ly.

Doanh sb duoc chia thanh nhiing bd phan ciu thanh nhu sau:

e Doanh sé ban hang theo khu vuc

e Doanh s ban hang theo san pham, nganh kinh doanh
e Doanh s6 ban hang theo loai khach hang

e Doanh s6 ban hang theo nhan vién ban hang

Muc dich cua vi¢c phan nhé theo cac bo phan cau thanh 1a d€ nhén ra dugc cac
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yeu t0 anh hudng tdi vi€c tang, giam doanh s6 trong mot khu vuc ban hang nao do.

Céc hoat dong diéu chinh s& gop phan cai thién doanh sb ban hang cta toan cong ty.

Bang 2.2: Phan tich doanh sé bdan hang theo khu viec

Cac tiéu chi co ban

Khu vue 1 Khu vuc 2
Chi tiéu Thue % | Chi tiéu Thue %
hién hién

I. Bao phii linh thd ban

- SO ctra hang hién c6

- SO ctra hang viéng tham

- S6 ctra hang ban dugc

I1. Hién dién san pham

- Thuong hi¢u A, nhan 1

- Thuong hi¢u A, nhén 2

- Thuong hi¢u A, nhan 3

- Thuong hi¢u B, nhan 4

- Thuong hi¢u B, nhan 5

- Thuong hi¢u C, nhan 6

III. Trung bay san
pham

- Trung bay 2 san pham
maoi

- Tham gia c.trinh trung
bay

IV. Doanh s6

- Sb dvsp (thung, két)

- Doanh s6 (VND)

3) Phan tich chi phi

Phan tich cac khoan chi phi gitp phat hi¢n ra cac khoan chi phi tdng cao, céac

khoan chi khong dat két qua, cat giam nhimng chi phi ma khong 1am anh huéng téi

doanh s0.

a) Phan tich chi phi don: so sanh chi phi cua nhan vién ban hang gitta cac khu

vuc, thong thuong duge tinh theo ty 1é giita chi phi va doanh sb.
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Bang 2.3: Phdn tich chi phi don

Nam 2008 Nam 2009
Khu vye Chi phi / doanh sé Doanh s6 | Chiphi/ | Doanh sé | Chi phi/
(Tr.d) doanh so (Tr.d) | doanh so
(%) (%)
Khu vee 1 | Doanh so: 144.000 152.000
Chi phi: 5.386 3,7 5.328 3,5
Giao té 1.115 0,8 1.215 0,8
Khuyén mai — Quang 2.780 1,9 2.560 1,7
Ccao
bi lai 1.306 0,9 1.368 0,9
Khac 0.150 0,1 0.185 0,1
Khu vire 2 | Doanh sé 144.000 152.000
Chi phi: 7.300 5,2 8.690 5,7
Giao t& 1.690 1,2 2.280 15
Khuyén mai — Quang 3.810 2,6 4.560 3,0
Cao
bi lai 1.580 1,1 1.640 1,1
Khac 0.220 0,2 0.210 0,1

b) Phan tich chi phi va lgi nhudn: 1a viéc phan tich mdt cach phirc tap hon doi

hoi phai dua ra doanh s ban hang va nhitng quyét dinh vé sy phan phdi chi phi ban

hang.

C6 2 cach tiép can khi phén tich chi phi va loi nhuan, bao gém tiép can gia

thanh va tiép can 13i gop.

- Tiép cén gid thanh

Chi phi hang héa dugc ban khac nhau & mdi khu vuc ban hang do chi phi khéc

nhau két hop véi doanh sb ¢ khu vuc do.

Bang 2.4: Tiép can gid thanh trong phdn tich chi phi

Khu vue Tong sb
A B C D E (quan)
Doanh sb (Tr.d) 706 755 646 822 695 3.624
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Gia vén 500 | 495| 431 544 471 2.441
S6 du 206| 260 215| 278| 224 1.183
Chi phi hoat dong:

- Ban hang 59 67 51 97 50 324
- Chi phi ¢6 dinh * 56 60 52 66 56 290
Téng cong 115| 127| 103| 163| 106 614
Loi nhudn trude thué 91| 113| 112| 115| 118 569
Loi nhuén / doanh sb 13% | 18% | 17% | 14% | 17% 16%
DS khu vyc / DS quan 16% | 23% | 20% | 20% | 21%

*: Chi phi c6 dinh do qudn 1y cdp trén cdp cho khu viee nay.

- Tiép cdn ldi g6p

Chi tinh dén chi phi bién ddi. Nhirng chi phi c6 thé qui truc tiép cho khu vuc ban
hang 16n hon dugc trir ra khéi doanh sé ct khu vuc cap dudi nd, nhitng chi phi nay van
phai c6 mic du c6 ton tai khu vuc ban hang nay hay khong. Cach tiép can 1ai gop duoc
chép nhan vi hitu dung hon céch tiép can gia thanh, dac biét cho hoach dinh quan tri va

ra quyét dinh.
Lii gdp = Doanh s6 - Chi phi bién ddi
Bang 2.5: Tiép cdn ldi gdp trong phan tich chi phi
Khu vuc Téng 50

A B C D E (quén)
Doanh sb (Tr.d) 706 755 646 822 695 3.624
Chi phi bién doi:
- Gia vbn 500 495 431 544 471 2.441
- Chi phi BH truyc tiép 59 67 51 97 50 324

559 562 482 641 521 2.765
Lai gop 147 193 164 181 174 859
Lai gop / doanh s6 20,8% | 25,6% | 23,3% | 22% | 25%

b) Phan tich tai chinh

Tiép can tong chi phi va 13i gop thi can thiét, nhung ca hai déu khong tinh dén
tai san c6 hodc vén dau tu cin co dé tao ra tong doanh sé trong mot khu vue, quan
hodc ving. Tir d6, trong phan tich dé 1ap ké hoach ban hang ngudi ta thudong phan tich
theo 2 chi s6 nita, d6 1a: phén tich loi nhuén trén tai san dang str dung (phan tich ROAM
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— Return On Assets Managed) va phan tich phan tich lgi nhuan con lai (phan tich RI -
Residual Income).

- Phén tich ROAM:
Cong thtrc tinh ROAM:

Lai gop Doanh thu rong

ROAM = X Tai san d 7
Doanh thu rong L 581 AN S
dung

ROAM phan anh mirc loi nhuén tao ra tir gia trj tai san sir dung. ROAM khéng khuyén
khich viéc ting doanh sb. Néu ting doanh s6 qua mirc s& lam giam chi tiéu ROAM.
Bang 2.5: Phdn tich ROAM

Khu vue Tong sb

A B C D E (quan)
Doanh s6 (Tr.d) 706 | 755| 646| 822| 695 3.624
Chi phi bién doi: 559 | 562 | 482| 641| 521 2.765
Lai gop: 147 | 193| 164| 181| 174 859
Tai san dang sir dung:
- Hang ton kho 223| 246| 211| 270| 222 1.172
- Céc khoan phai thu 90| 136 83| 175| 190 1670
- Thiét bi - may méc 215| 238| 203| 260| 214 1.130

528 | 620| 497| 705| 626 2.976
Vong quay vén (DS / TS 1,34| 1,22 130 117 111 1,22
su dung) — lan
ROAM (l3i gop / TS st 28% | 31% | 33% | 26% | 28% 29 %
dung) - %

- Phan tich loi tuc con lai
Cong thirc: Rl =GM - DSE - (ARC + ICC)
Loi ttrc con lai = Lai gdp — Chi phi ban hang truc tiép — (Chi phi tai khoan phai thu +
Chi phi hang héa ton kho)

Trong do:

» RM: Lai gop (Gross Margin)

> DSE: Chi phi ban hang tryc tiép (Direct Selling Expense)

» ARC: Chi phi tai khoan phai thu (Accounts Receivable Carying cost)
> ICC: Chi phi hang hoa ton kho (Inventory Carying Cost)
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Bang 2.6: Phan tich RI

Khu vuc Tf)ng

A B C D E | (Quén)
Doanh s6 (Tr.d) 706 | 755| 646| 822| 695| 3.624
Gia vbn 500 495 431 544 471 2.441
Tong lai gop 206 260 215 278 224 1.183
Chi phi ban hang truc tiép 59 67 51 97 50 324
Lai gop 147 193 164 181 174 859
Chi phi tai san dang si
dung:
- Chi phi hang ton kho 33 37 32 41 33 176
(ICC=15%)
- Chi phi cac khoan phai thu 9 14 8 18 19 68
(ARC=10%)

42 51 40 59 52 244

Lgi tire con lai (RI) 105 142 124 122 122 615
Ty 1¢ RI khu vuc 17% | 23% | 20% | 20% | 20%

Phén tich loi tirc con lai cho phép khuyén khich ting truong doanh sb ngay ca
khi c6 ti€u chuan chi phi ban hang truc tiép (DSE).
2.8.2. Du bao ban hang

1) Té chirc qud trinh dw bdo

Vé phuong dién t6 chirc qua trinh du bao ban hang, c¢6 hai cach tiép can do6 la:
du bao tir trén xudng va du bao tir dudi 1én.

a) Dir bdo tir trén xuong (top — down):

Qua trinh nay con dugc goi l1a du bao chia nho. Trong phuong phap nay du bao
ban hang duoc thuc hién & mirc do kinh doanh chung hoac chién lugc, sau d6 dugc chia
nho ra dan theo cac don vi to chire, két thiic & du bao ban san pham cho cac quan va khu
vuc ban hang.

b) Du bdo tir dudi lén (bottom - up):

Qua trinh nay con duoc goi 1a qua trinh du bao xdy ding Ién. Bit dau véi cac du
bao ban hang twong lai vé tirng san phdm tir nhitng nguoi c6 kién thirc hiéu biét vé cac
diéu kién thi trudng. Cac du béo theo san pham nay sau d6 duoc tong hop theo tat ca (san
pham) mit hang va don vi dé 1ap mot du bao ban cua cong ty. Dy béo ndy co thé sau day
duoc xac dinh boi bd phan phan tich dé tinh dén cac diéu kién kinh té, kha ning tiép thi
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va cac san pham moi.

2) Cac phwong phap dw bdo bdn hang
a) Nhom phwong phap dinh tinh
- Lay ¥ kién cua nhan vién ban hang
Nhitng ngudi ban hang tiép xuc thuong xuyén véi khach hang, do d6 ho hiéu rd
nhu cau, thi hiéu ciia ngudi tidu ding. Ho ¢6 thé du doan duoc lugng hang tiéu thy tai
khu vuc minh phu trach.
Tap hop ¥ kién cua nhiéu nguoi ban hang tai nhiéu khu vuc khac nhau, ta co
dugc luong du bao tong hop vé nhu cau ddi v6i loai san pham dang xét.
Phuong phap nay phu thudc vao danh gia chu quan cuia nhan vién ban hang.
Mot s6 c6 khuynh hudng lac quan danh gia cao lwong hang ban ra ctia minh. Nguoc
lai, mot sé khac lai mudn giam xudng dé d& dat dinh murc.
- Lay ¥ kién cua ban diéu hanh
Mot nhom nhitng nhan vién thira hanh tir cac linh vyc té chirc va chirc ning
khac nhau duoc bau ra dé dy bao khdi lugng ban. Vi du: nhitng nguoi thira hanh tr
cac bd phan quang cdo, ban hang va san xuét s& duoc yéu cau dua ra danh gia theo su
thay ddi ¢ thi trudng va cho ¥ kién (nhan xét) dic biét vé sy anh hudng cua nhiing thay
d6i nay dén sy thyc hién ban cua cong ty trong niam tiép theo. Cac du bao nay sau d6
dugc diéu hoa dua vao mot du bao ban hang duy nhat.
- Phuong phép diéu tra khach hang
Phuong phap niy s& thu thap ngudn thong tin tir nguoi tiéu ding vé nhu cau
hién tai cling nhu tuwong lai. Cudc diéu tra nhu cau duoc thue hién boi nhirng nhan vién
ban hang hodc nhan vién nghién ctru thi trong. Ho thu thap y kién khach hang thong
qua phiéu diéu tra, phong van truc tiép hay dién thoai...Cach tiép can nay khong nhiing
gitip cho doanh nghiép vé du bao nhu cdu ma ca trong viéc cai tién thiét ké san pham.
Phuong phap nay mat nhiéu thoi gian, viéc chudn bi phirc tap, kho khin va ton kém,
c6 thé khong chinh xac trong céc cau tra 1i ctia khach hang.
b) Nhom phwong phap du bao dinh lwong
C6 thé sir dung nhiéu phuong phap dé c6 duoc dy bio ban hang ctia cong ty, vé
co ban cac phuong phap dy bao dinh lwgng bao gdm:
e Phuong phap tiép can gian don
e Phuong phap binh quéan di dong / binh quan di dong c6 trong sd
e Phuong phap san bang sé mil / san bang s6 mil ¢c6 xu huéng
e Phuong phap binh phuong nho nhat
e Phuong phap hé s6 thoi vu.
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TOM TAT NQI DUNG CHUONG 2

1. K& hoach ban hang 1a van ban téng hop du kién cac diéu kién thuc hién va két qua
ban hang ctia doanh nghiép trong mot thdi gian nhéat dinh. Mot ké hoach ban hang
c6 thé dugc x4y dung theo cac dang thirc khac nhau trén co s¢ phdi hop cac tiéu
chi vé thoi gian, vé d6i twong hay vé qui mé...Qui trinh xay dyng ké hoach ban
hang bao gém 6 budc:

1) Nghién ctru muyc tiéu, nhiém vu tong quat ctia doanh nghiép
2) Phan tich cac yéu t6 dnh huong ctia moi truong kinh doanh
3) Xac lap cac muc tiéu, ké hoach ban hang

4) Xac lap chién thuat ban hang va cac hé théng yém tro ban
5) Tb chirc thuc hién ké hoach ban hang

6) Kiém tra, danh gia viéc thuc hién ké hoach.

2. Trong budc dau tién cta qui trinh x4y dung ké hoach ban hang, nguoi 1ap ké hoach
phai nghién ctru nhiém vy, myc tiéu ciia doanh nghiép dé 1am co sé dinh hudng
cho muc ti€u ban hang.

3. Trudng hop can thiét thi cac chuong trinh nghién ctru chuyén biét vé ban hang c6
thé duge to chic dé nguoi lap ké hoach ban hang c¢6 thém thong tin cho viéc ra
quyét dinh. K& hoach ban hang phai dugc xay dung cin cir vao cac thong tin quan
trong nhu: ning lyuc thi truong, doanh sé san pham, ning luc ban hang ciia cong ty
va du bao ban hang cua cong ty.

4. Céac muc tiéu dé ra trong ké hoach ban hang c6 thé 1a doanh s, san lugng, loi nhuén,
thi phﬁn...hay cac muc tiéu khac. Cac muc ti€u nay s€ duogc cu thé hoa qua cac chi tiéu
ban hang.

5. Mot ké hoach ban hang co tinh kha thi can ¢6 su hd tro cta cc chinh sach, k¥ thuat
va hé théng yém tro ban véi tu cach 1a cac diéu kién va cong cu thuc hién ké hoach.
Hé thong k¥ thuat va yém trg ban hang bao gdom mdt s6 ndi dung co ban 1a: phuong
thurc ban hang; hinh thic ban hang; muc ti€u va chinh sach gia; quang céo va xuc
tién ban hang; phat trién va hoan thién luc luong ban hang.

6. To churc thuc hién ké hoach ban hang 1a viéc xac dinh cho mdi bo phan ban hang
cép dudi hay moi nhan vién ban hang nhitng hoat dong cu thé ma ho phai thuc hién.
Céc ndi dung co ban cua td chirc thuc hién ké hoach ban hang bao gém: Xac dinh
dia phan ban hang va kénh phan phéi; Xac dinh co cau cua luc lugng ban hang;
Xéc dinh qui mo cua lyc lugng ban hang; Xéac dinh ché do dai ngd luc lugng ban
hang.

7. Khi x4ac dinh ké hoach kiém tra, danh gia hoat dong ban hang, nguoi 1ap ké hoach
can phai nam rd cac yéu cau co ban ciia hé théng danh gia, noi dung danh gid, cac
ngudn thong tin phuc vu danh gia va phuong phap danh gia viéc thuc hién ké hoach
ban hang.

8. Céc cong cu hd tro 1ap ké hoach ban hang bao gdm: phan tich dit liéu ban hang va
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du bao ban hang.

CAU HOI ON TAP VA THAO LUAN CHUONG 2

1. Xay dung ké hoach ban hang ddi v&i mot san phém / dich vu ma ban am hiéu.
2. Ban la giam ddc ban hang cua mot cong ty va ban co6 cac dir li¢u vé hoat dong
ban hang nhu sau:

Khu vue

A B C

Doanh s6 (Tr.d) 510 525 720

Chi phi bién doi 388 397 590
(Tr.d)

Ton kho (Tr.d) 300 430 700

No khach  hang 650 480 850
(Tr.d)
Biét rang:

- Chi phi ton kho (bao quan, giam gia): 3% / thang
- Chi phi tai chinh cho cac khoan khach hang ng: 2% / thang.
Ban hay phén tich, ddnh gia va dua ra nhan xét vé tinh hinh kinh doanh & mdi khu
vuc.

3. Phan biét cac khai niém sau day va cho vi du minh hoa:

Nang luc thi truong

Doanh s6 cua san pham

Nang lyc ban hang ctia cong ty

Du bao ban hang ctia cong ty.

4. Néu cac loai chi tiéu ban hang. Hay viét ra cic cAu phat biéu thé hién chi tiéu
ban hang: 03 cau phat biéu vé chi tidu trén co sd két qua ban hang; 03 cau phat
biéu vé chi tiéu trén co sé hanh vi ban hang. Theo ban, cong ty c¢6 can thiét phai
dé ra ca hai loai chi tiéu ban hang hay khong? Vi sao?

5. Phan biét khuyén mai tiéu dung va khuyén mai thuong mai. Lya chon mot san

pham, dich vu ctia mot cong ty va dé xuét cac chuong trinh khuyén mai c6 thé

ap dung phu hop vdi ngudi mua hang va véi cac trung gian ban hang?
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Chuong 3: Ky thudt ban hang va cham soc khach hang
CHUONG 3

KY THUAT BAN HANG VA CHAM SOC KHACH HANG

Muc dich:
e Hiéu rd mo hinh hanh vi mua cta ngudi tiéu dung cudi cung.
e Hiéu rd m6 hinh hanh vi mua cia té chirc.
e Nim bit va thuc hanh dugc cac k§ ning co ban can thiét d6i voi ngudi ban
hang.
e Hiéu va van dung duogc cac qui trinh ban hang co ban.
e Hiéu va t6 chirc duoc hoat dong chim soc khach hang ctia doanh nghiép.
Noi dung:
e Nghién ctru hanh vi mua ciia ngudi tidu ding cudi cing.
e Nghién ciru hanh vi mua cua to chuc.
e Cac k¥ nang chinh phuc khach hang: Ky ndng ndéi cau loi ich; K§ nang xtr ly
phan dbi; K¥ nang tir chdi; K§ ning thuyét trinh...
e Cac k¥ thuat va qui trinh ban hang: Ban hang truc tiép; Ban hang qua trung
gian; Ban hang theo ché do khach hang 1én.

e Hoat dong cham séc khach hang ciia doanh nghiép.

3.1 NGHIEN CUU HANH VI MUA CUA NGUOI TIEU DUNG
3.1.1. Nghién ciru hanh vi mua ciia nguoi tiéu dung cudi ciing

Nguoi tiéu dung cubi cung 1a nhitng ca nhan mua sim hang hoa hay dich vu dé
phuc vu cho nhu cau tiéu dung ca nhan hay gia dinh. Viéc nghién ctru hanh vi mua cua
nguoi ti€éu dung cuodi cung nham xac dinh cau tra 161 cho cac cau hoi:

e Ailangudi quan trong trong quyét dinh mua?
e Ho mua bang cach nao?

e Nhing qui tdc chon lya cta ho?

e Ho mua ¢ dau?

e Ho mua khi nao?

1) Ai mua hang?

Viéc quyét dinh mua hang c6 thé do mot nguoi hoac mdt nhom nguoi tham gia
vao qué trinh mua. Khi mot nhém ngudi mua thi mdi ngudi trong nhoém co6 thé dong
mot vai tro khac nhau trong qui trinh quyét dinh mua hang. Nguoi ta thay c6 5 vai tro
chu y€u sau day trong qué trinh mua hang:

(1) Nguoi khéi xuwéng: 1a ngudi khéi dau qui trinh xét viéc mua sam, ngudi ny
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c6 thé thu thap thong tin dé gitp cho viéc ra quyét dinh.

(2) Ngueoi gdy anh huéng: 1a ngudi co quan diém hay ¥ kién c6 anh huong dén
quyét dinh mua. Ngudi gdy anh huéng thudng thu thap thong tin va tim cach ap dap
cac qui tdc chon lya.

(3) Nguwoi quyét dinh: 1a nguoi co quyén luc va quyén han vé tai chinh dé c6
tiéng n6i chon lya cudi cung lién quan dén viéc mua san pham (cac quyét dinh c6 nén
mua khdng, mua cai gi, mua nhu thé nao, mua & dau).

(4) Nguoi mua (thye hién viéc mua): ngudi nay tim nha cung cip, dén céac cua
hang, thanh toan va mang hang vé

(5) Nguoi sir dung: 12 nguoi tiéu dung thuc té, ngudi sir dung san pham hay
dich vu mua vé.

2) Qui trinh quyét dinh mua ciia ngwoi tiéu ding

Qua trinh quyét dinh mua ctia ngudi tidu dung dugce coi nhu 1a mot cach giai
quyét van dé hodc nhu 13 qua trinh nham thoa man nhiing nhu cau, trai qua 5 giai doan
(hinh 3.1).

Y thire | Tim kiém _|Panh gid cac| | Quyét dinh Danh gia
nhu cau | thong tin | phwongén | | muasam sau khi mua

A 4

Hinh 3.1: 5 giai doan ciia qud trinh mua sdm

(1) Y thire nhu cau: Nhu cau thuong duoc xuét hién khi mot nguoi y thirc duoc
su khac biét giira tinh trang thuc té va tinh trang mong mudn. Nhu cau c6 tinh chirc
nang hoac tinh cam xuc, tam ly.

Co ché xuit hién nhu ciu cling c6 thé tir tac nhan kich thich noi tai hodc tir tac
nhan kich thich tir moéi treong bén ngoai.

Nguoi ban hang can xac dinh dugc tinh chat cia nhu cau ciing nhu co ché xuét
hién nhu cau dé c6 nhitng goi y kich thich quyét dinh mua cia khach hang.

(2) Tim kiém théng tin: Viéc tim kiém thong tin c6 thé thuc hién thong qua ngudn
thong tin ca nhan, ngudn thong tin thuong mai (quang cao, chao hang), ngudn thong tin
phé thong (phuong tién thong tin dai chung) va ngudn thong tin kinh nghiém (so mo,
nghién ciru, st dung hang ho4). Nho thu thap thong tin, ngudi tiéu dung hiéu rd hon cac
nhan hiéu hién c6 trén thi truong va nhing tinh chit ciia chiing, cac nhan hiéu nay tip
hop thanh mot bd nhan hiéu lya chon va tir d6 nguoi tiéu dung quyét dinh dirt khoat viée
Iwra chon cua minh.

(3) Panh gia cac phurong an: Hé thong danh gia bao gom qui tic danh gia, niém
tin, thai d6 va y dinh.

Qui tic danh gia 1a thudc do ma nguoi tiéu dung sir dung dé so sanh hay danh
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gia cac san pham hay nhin hiéu. Qui tac danh gia co thé chia thanh 2 loai: qui tac chuc
nang (kinh té) va qui tdc tdm 1y (cam xtc).

Niém tin 13 nhitng mirc d6 ma theo d6 mot san pham cd duge mot chd nao d6
trong 0C nguoi mua.

Thai do 1a muc do thich hay khong thich ddi véi mot san phém hay dich vu.
Théai d6 lai bi tuy thudc vao nhirng qui tic danh gia ma nguoi ra st dung dé phan doan
cac san phim va nhitng niém tin noi san phim ma nhirng qui tic d6 do ludng.

Y dinh do luong xac suat ma theo d6 ngudi ta s& co thai do, xac sudt mua hang
hoa s& cao khi thai do d6i véi hang hoa dé6 1a tét.

(4) Quyét dinh mua sam: Sau khi danh gia cac phuong an, nguoi tiéu dung sé
danh Xép hang cac nhan hi€u trong by nhan hi€u dugc lya chon va hinh thanh quyét
dinh mua hang. Binh thudng, nguoi tiéu ding mua san pham "t5t nhat" theo danh gia
ctia ho, nhung c6 hai yéu t6 ¢ thé xay ra giita 2 giai doan c6 y dinh mua va quyét dinh
mua d6 13 thai 46 ctia ngudi khac va nhirg yéu t6 bat ngdi ctia hoan canh.

Thai d6 ctia ngudi than va ban bé s& 1am thay d6i y dinh mua tuy thudc hai diéu
kién: Mot 13 kha ning chi phdi ctia nguoi khic ddi véi ngudi tiéu dung. Hai 13 cuong
d6 phan dbi cua ngudi khac cang manh, cang c6 anh huong 16n dén nguoi tiéu dung
cang 1am cho ho dé dang thay d6i y dinh mua.

Y dinh mua ciing chiu anh huéng cua nhitng yéu t6 hoan canh khong luong
trudc duge. Nguoi tiéu dung hinh thanh ¥ dinh mua dua trén nhimng yéu t6 nhu ngan
sach hién c6 cua gia dinh, mirc gia cd, va loi ich cua san phém. Khi sép c6 hanh dong
mua, cac yéu td hoan canh bat ngd thay doi 1am cho ho thay déi ¥ dinh mua. Vi du, ¢
nhitng nhu cau cap bach hon xuat hién.

(5) Panh gia sau khi mua: Sau khi mua hang nguoi tiéu dung cé thé hai long
hodc khong hai 1ong vé hang hoa d6 va ho c6 mot sd phan Gng ddi v6i hang hoa da
mua. Sy hai 1ong hoic khong hai 1ong c¢6 quan hé mat thiét vdi su mong doi ctia khach
hang. Néu khach hang duogc thoa min su mong doi thi khach hang s& hai long, néu
dugc thod man vuot sy mong doi thi khach hang s€ vui suédng. Tur sy hai long hodc
khong hai long véi hang hoa dd mua, ngudi tiéu dung co6 thé c6 nhimg hanh dong sau
khi mua. Néu hai 1ong ho s& dén mua nita, néu khong hai long ho c6 thé khong mua
hang hoa nira, n61 vo1 ban be xung quanh hoac tham chi khiéu kién...

3) Mé hinh hanh vi mua hang ciia ngwoi tiéu ding cudi cing

Hanh vi mua hang ctia nguoi tiéu dung cudi ciing dugc cau thanh boi cac yéu
t6 sau (hinh 3.2):

(1) Cdc kich thich tir nha san xudt

Nha san xuét kich thich khach hang tiém nang théng qua hoat dong truyén thong
vé san pham, gia c4, hoat dong ban hang va céc loi ich cong thém. Cac phuong tién
truyén thong thuong dugc cic nha san xuat sir dung bao gém: quang cdo trén truyén
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hinh, quan hé cong chung, chao hang ca nhan, quang cdo trén bao hay trén cic bang
hi€u, an pham quang céo...

Cic kich thich ciia Téac dong do diic diém Anh huéng cia
nha sin xuit: ngwoi mua: mOi trwong:
- San pham - Van hoa - Kinhté
- Giaban - Tamly - Chinh tri
- Baénhang - Hoan canh - Cobng nghé
- Tiép thi - Dic tinh c& nhan - Vin hoa Xa hoi
! ]
\ 4

Céac hoat dng lién quan dén
qui trinh ra quyét dinh:
- Nhan dang nhu cau
- Tim kiém thdng tin
- Dénh gia cac phuong an
- Quyét dinh mua

LIAnh i can IZhi mnia

\4

Cac phan trng lwa chon:

- Lua chon san phém

- Lwa chon nhan hiéu

- Lua chon noi mua

- Lua chon thoi diém mua
- Lua chon sé luong mua.

A 4

Hanh vi sau khi mua:
- Mua nhiéu hon
- Trung thanh lau hon
- Gibi thiéu nguoi khac mua
- Khong mua nita
- Ché hai.

Hinh 3.2: M6 hinh hanh vi mua ciia nguoi tiéu ding cudi cing
- Kich thich tir san pham: Nha san xuét s& truyén dat cac thong tin vé dic diém
chung cua san phém, loi ich va xuét st san phém. ..nham khfmg dinh su hién dién cua
san pham, kha ning thoa man nhu cau, nhitng noi trdi ciia san pham so voi nhiing san
pham khéc...Thong tin vé san pham c6 tac dung: tao dong luc thoa man nhu cau (néu
khach da c6 nhu ciu), nhan dién nhu cau (néu khach hang chua c6 nhu ciu 13 rang)
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va s& 1am phat sinh nhu ciu (khoi day ban chat ham mudn cta con ngudi). Ngoai ra,
ban than san pham v&i mau sac, kiéu dang, mui vi cling c6 tic dung kich thich nhu cau
mua cua khach hang.

- Kich thich tir gid ban: Khach hang s€ nhan dién dugc chi phi bo ra dé thoa
méin nhu cau. Gid ban con thé hién chit luong san pham, su thay dbi cua gia co tac
dong dén hanh vi mua. ..

- Kich thich tir viéc ban hang: khach hang thudng quan tim dén nhiing loai hang
hoé d& mua, d& tim thay va quan tdm dén phong cach phuc vu, su phd bién cua kénh
ban hang .

- Kich thich tir cac chuong trinh gia ting gia tri: nhu cac chwong trinh khuyén
mai, cac chuong trinh dich vy sau ban...

(2) Cac anh hwong tir moi truong

- Yéu t6 kinh té: kinh té anh huong dén muc chi tiéu ctia khach hang, khi kinh
té phat trién thi thu nhap ting din dén van dé tiéu dung s& thoai mai hon.

- Yéu t6 chinh trj - luat phap: nhitng yéu t6 nay anh hudng dén nguodn cung san
pham va hanh vi mua hang cta toan xa hoi. Khi chinh tri 6n dinh, nha san xuat yén
tam san xut va quan tdm dén chat luong hon ca, ngudi mua ciing s& dé ¥ dén céc tién
ich ngay cang nhiéu ciia san pham, dich vu.

- Yéu t6 van héa, xa hoi (tAp quan, ton gido, dan sd...) anh huong dén hanh vi
mua hang, dén ngudn cung tng, dung luong thi truong va thong qua dé anh huong toi
quyén lya chon ciia ngudi mua.

- Yéu t6 ty nhién: anh huong dén sy phan bd cac nha san xuét, cac dai Iy ban
hang va qua d6 anh huong dén mic do bao phu hang va anh huong dén qué trinh tim
kiém thong tin va danh gia cac phuong an trong qua trinh quyét dinh mua.

(3) Cac ddc diém ciia nguoi mua

Nhiing dac diém cua nguoi mua gém: van hoa, quan h¢ xa hoi, tam 1y, gidi
tinh...

- Van hoé: do la trinh d6 nhan thac va trinh d6 van hoa ctua khach hang, cach
thirc khach hang nhan xét, danh gia vé mot van dé, quan diém, gi tri...Yéu td nay anh
huong dén qua trinh nhan dinh nhu cau, thu thap thong tin, danh gia cac phuong an
mua...

- Quan hé xa hoi: cac nhém ngudi sau c6 anh hudng xa hoi quan trong téi quyét
dinh ctia nguoi tiéu dung:

+ Nhom céc thanh vién trong gia dinh: quyét dinh mua san pham, hang hoa nao
d6 c6 thé 1a quyét dinh mot nhom hodc tat ca cac thanh vién trong gia dinh. Nguoi ban
hang nén xem loi ich ctia san pham minh theo ¥ ciia mdi nguoi quyét dinh hay nguoi
gdy anh hudng.

+ Nhom cdc tang 16p xd héi néi chung: tang 16p xa hoi duoc quan tim trong
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marketing dugc dua trén nghé nghiép cua chu gia dinh hay trén loi tirc ciia ngudi co
thu nhap. Tuy nhién cling c6 mot sd trudng hop dic biét 1a cach thirc tiéu dung cua
mot sd ngudi trong ciing mot ting 16p xa hoi lai khong gidng nhau (VD: C6 sinh vién
chi chi tiéu cho hoc tip con sinh vién khac chi tiéu cho giao tiép, hoi he...)

+ Nhém tham chiéu: 1a mot nhém nguoi ¢ anh huéng dén thai d6 hanh vi coa
ngudi khac. Khi mot san phdm mang tinh pho truong (quan 4o, xe hoi) thi nhan hiéu
hay model dugc chon Iya thudng bi anh hudng boi nhitng gi ma ngudi mua nhan thay
thich hop véi nhém tham chiéu cia minh nhu cac ca sy, dién vién dién anh. ..

+ Nhom vén hod: 1a nhém ngudi cé niém tin, thai do, 16i sdng giéng nhau tir d6
dan dén hanh vi twong ddi giéng nhau. Hanh vi tiéu dung trong nhém chi phdi hanh vi
tiéu dung ca nhan.

- Tam Iy: nhirng yéu t6 tam 1y sau day anh huong dén mo hinh hanh vi mua cua
khach hang:

+ Péng co: ddng co nay sinh tir nhu cdu va mong mudn cua khach hang. Khi
khach hang c¢6 nhu cau nhung chua duoc thoa min s& nay sinh ap luc can thoa man.
Can cha y 1a ¢6 nhiéu loai nhu cau — Maslow — ngudi ban hang can tim hiéu nhiing
dong co mua hang, néu nguoi ban hang cang kich thich duoc nhu cau 1én muc cao thi
dong co mua s& rd rang va qui trinh quyét dinh mua s& nhanh chong.

+ Nhdn thirc: khong phai moi nguoi c6 cung dong co s€ mua cung mot san
phém, do 1a vi cac quyét dinh hanh dong cia nguoi mua con phu thudc vao nhan thirc
ctia mdi nguoi vé tinh hudng mua sam. Nguoi nay cam thdy nguoi ban hang that tha
déang tin nhung ngudi khac lai khong. Nguoi tidu ding ¢ thé chon lwa qua 3 qui trinh,
do la: tiép xuc c6 chon lgc, nhan thirc ¢6 chon loc va luu gitr c6 chon loc.

+ Sw hoc hoi - kién thirc: biéu hién thong qua kinh nghiém mua hang ctia ban
than va ctua nhirng nguoi khac, né giup cho khach hang co6 sy so sdnh, danh gia va lya
chon nhén hiéu cin mua.

+ Long tin: 10ng tin ctia khach hang c6 anh hudng tich cuc hodc tiéu cuc dén
quyét dinh mua san pham do.

+ Thai dg: thé hién qua quan diém cua khach hang trude mot vat thé, san pham
hay mt chuong trinh quang cao

+ Phong cdch séng: 13 16i sdng biéu hién qua hoat dong, nhitng quan tam va tu
tuong ciia mot ngudi. Viée phan tich phong cach sdng s& giup cho viéc phan loai va
tap hop nguoi tiéu dung thanh tirng nhom theo cac ti€u chi khac nhau nhu: gié tri, dac
diém nhan hoc (gido duc) hodc thu nhap cia ho. Phong cich song c6 lién quan dén
hanh vi mua sdm va cac cong ty c6 thé dat muc tiéu huéng vé mot nhom phong cach
séng nao do.

+ Nhan céch: viéc tim hiéu nhan cach cta khach hang 1a rat khé khan, nguoi
ban hang can phai ¥ thirc duoc cac loai nhin cach cua khac hang.
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(4) Tinh huong mua sam

Ngoai cac yéu t6 trén c6 anh huéng dén mé hinh hanh vi mua hang, con c6 yéu
t6 khac ciling dong vai trd quan trong d6 13 tinh huéng mua sim. C6 ba loai tinh hudng
mua sam 13 giai quyét van dé mua theo cach bao quat, giai quyét van dé mua theo cach
han hep va phan hi tu dong.

- Gidi quyét vian dé mua theo cdch bao quat: Khi c6 mot van dé hay nhu cau
méi ma nhitng phuong tién dé giai quyét van dé& dé tén kém va rii ro & mirc cao thi
ngudi tiéu dung c6 xu hudng giai quyét van dé mot cach bao quat. Ho tim kiém thong
tin mua hang va quan sat can than nhiing cach giai quyét thay thé khac (VD: mua nha,
6 t6). D6i v6i nhitng khach hang nay, nguoi ban hang can tao tinh cam sau ddm bang
cac huéng din tan tinh, cung cip thong tin ddy du va danh gia loi ich cta nhirng san
pham thay thé d6i v6i nguoi mua. Cam tinh tao ra duoc v6i khach hang c6 thé khuyén
khich khach hang tré lai mua thém va khi d6 tinh huéng mua sdm trg thanh tinh hudng
giai quyét van dé han hep. Trong mot sd truong hop thi khach hang tré nén rat trung
thanh nho long tin ma nguoi ban hang tao ra dugc.

- Gidi quyét van dé mua theo cdch han hep: tinh huéng nay xdy ra khi khach
hang da c6 chat it kinh nghiém vé&i san pham lién hé va c6 khuynh hudng trung thanh
v6i san pham d& mua trudc day. Cach thirc mua nhu vay it dem lai co hoi cho nguoi
ban cac ma hang canh tranh thuyét phuc khach hang d6i mit hang hay d6i san pham
khac. Mubn thuyét phuc duoc ho thay d6i san pham can cung cip nhirng thong tin so
sanh, cung cip bao hanh nhu cam két thay doi mién phi cac hu hong...

- Phan héi ty déng: nhitng cong ty d4 xay dung duoc hé théng dai Iy s& mudn
chuyén khach hang sang ché d6 phan hoi tu dong. Viéc can lam 1a ting cudng quang
c&o dé giir nhan hiéu ctia minh ¢ hang dau trong tri 6c khach hang. C6 thé ap dung cac
thire d6i hang cii 14y hang méi, doi bao bi 1y san pham...

Viéc khach hang s€ thuc hién mua theo mot trong 3 tinh huéng mua sim néu
trén con bi anh huong bdi mirc d6 can du cua khach hang vao vu mua ban. Nhitng vu
mua ban quan trong anh hudng td1 uy tin cd nhan, c6 h¢ qua xa hoi va co6 kha nang
mang lai nhiéu thich tht thi mtc do can dy cta khach hang s€ cao va ngudi mua co xu
hudng thu thap thong tin day du. O mutc 6 can dy thap, nguoi mua sé khong quan tim
may dén vu mua ban nay.

3.1.2. Nghién ciru hanh vi mua cia t6 chirc

Hanh vi mua sdm cta t6 chtrc duoc chia ra 1am 3 thanh td:

- Cu tric - ai?: yéu t6 ai tham gia vao qui trinh quyét dinh va vai tro dic biét cua
ho.

- Qui trinh - cach nao?: phuong cach thu thap thong tin, phan tich, danh gia va
quyét dinh mua cua to chuc.

- Noi dung - cai gi?: nhitng qui tic chon lya & mdi giai doan cua qui trinh va
thuc hién bai cac thanh vién cta don vi quyét dinh.
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1) M6 hinh hanh vi mua ciia to chirc

Viéc mua hang cua t6 chirc nhu mot tién trinh quyét dinh theo dé cac to chirc

chinh thtrc hinh thanh nhu cau dbi voi nhimg san pham, dich vu duoc mua va dinh

dang, danh gia, lua chon trong sé cac nhin hiéu san pham va cac nha cung cap khac
nhau. M6 hinh hanh vi mua cua t6 chtrc dugce trinh bay trong hinh duéi day (hinh 3.3):

M6 hinh hanh vi mua cua to chitc dién ta cac tic nhan bao gdm méi truong, cac
chinh sach marketing s& tac dong vao trung tim mua cua td chtrc dé td chirc nay di dén

quyét dinh mua. Véan dé dit ra ¢ day 1a phai xem xét cai gi dién ra bén trong t6 chirc
trong viéc chuyén cac tac nhan kich thich thanh nhirng phan tGng dap lai cta to chuc

mua. Dé hiéu duoc qua trinh d6 can phai tim hiéu vé ciu trac ngudi mua, qué trinh

quyét dinh mua cuia té chirc va danh hudng cia cac yéu to dén quuyét dinh mua cua to

churc.
MOI TRUONG TO CHUC CAC PAP UNG CUA
o . NGUOI MUA
Carc]:Atac Car(]:Atac Trung tAm mua :
nhan nhéan e - Chon san pham
. . rinh i \ £
marketing khac (gll;aé tt dinh - Chon nha cung cap
- San pham |- Kinh té N mua - ;]\Khm luong dat
-Giaca - Coéng nghé " _ _ 7o
- Phan phéi |- Chinh trj Nhitng anh huong - Dicu kign va thoi
- Truyén - Vin héa qua lai gitra cac ca han_ giao hang
thong va - Canh tranh nhan - Dicu kién dich vy
<l tién ban : - Biéu kién thanh
hang toan
Nhitng anh huong
vé mat to chirc

Hinh 3.3. M6 hinh hanh vi mua ciia t6 chirc

2) Céu triic

Dé6i véi nguoi tidu dung 13 t6 chie thi viée quyét dinh mua hang thudng khong
do ngudi di thu mua ma dugc thuc hién boi don vi quyét dinh hay con goi 1a trung tam
mua. Nhitng thanh vién trong don vi quyét dinh c6 thé thay doi trong khi qui trinh

quyét dinh van duoc thyc hién.

Pon vi quyét dinh thudong c6 sy gop mit clia cac vai trd sau day:

Nguoi str dung tryc tiép
Nguoi gdy anh huong
Nguoi mua

Nguoi quyét dinh

Nguoi kiém soat hay can tro (nguoi gitr ctra).
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Doi véi cac quyét dinh mua quan trong thi cau tric cua don vi quyét dinh s&
phirc tap, bao gdm nhiéu nguoi trong toan to chirc.

Nhiém vu ctia ngudi ban 14 lién hé duge v6i nhitng thanh vién cha chét dé thuyét
phuc ho vé san pham ctia minh. Nguoi ban hang can tranh hai sai pham 16n d6 1a mat
thoi gian v6i nhirng ngudi thiy thoai mai trong giao tiép nhung lai khong quan trong
trong qua trinh mua san pham ctia minh hodc tén nhiéu thoi gian véi ngudi noi khong
nhung lai khong c¢6 quyén chip thuan. Trong thuc té can phai bo nhiéu thoi gian d6i
v6i nhitng ngudi ¢6 quyén chap thuan.

3) Qui trinh quyét dinh mua

Qui trinh quyét dinh mua c6 méi lién hé chit ché véi tinh hudng mua sim.
Trong mét sb truong hop, qui trinh quyét dinh mua c6 thé bo bt mot sé khau hodc
giai doan nhung vé co ban co thé khai quat nhu sau - hinh 3.4.

Xéc dinh dic Tim kiém va Dénh gia cac Chon luya Phan hoi va
Nhan dang diem, qui | |timhiéunha| || dénghiva | | cachthec | | dénh gia két
nhu ciu cach va so cung ing tuyén chon va dat hang, thue| qua mua hang
lugng nha cung tmg hién dat hang

Hinh 3.4: Qui trinh quyét dinh mua ciia t6 chirc

(1) Nhén thire nhu cau: Sy xut phat cta nhu ciu c6 thé duoc kich thich boi cac
yéu t6 bén ngoai va bén trong doanh nghiép. Cac yéu td bén trong c6 thé 1a khi cong
ty nhan théy hoat dong kinh doanh bi dinh tré do c6 mdt thiét bi nao d6 thuong xuyén
bi truc tric va ho c6 nhu ciu mua thiét bi méi. Poi khi ¢ xay ra van dé thudc vé yéu
t6 bén trong doanh nghiép nhung lai khong phat sinh nhu cau do doanh nghiép d6
quyét dinh sdng chung véi van dé. Nhiém vu ctia ngudi ban hang 1a tim hiéu xem qua
trinh san xuat bén trong ctia doanh nghiép c6 van dé gi xay ra hay khong va néu c6 sé
goi tao dé phat sinh nhu ciu st dung san pham do minh ban vi ¢ nhiing loi ich khac
biét so voi san pham cua cac dbi thu khac. Truong hop khong c6 van dé bén trong
doanh nghiép thi ngudi ban c6 thé cung cip nhiing goi ¥ bén ngoai can thiét

(2) Xac dinh dic diém, qui cach va sé liwong ciia san pham can mua: & giai doan
nay don vi quyét dinh s& phac hoa mén hang dang can vé sd luong, dic diém va qui
cach. Dbi véi cac dic diém, qui cach ma ngudi ban hang thuyét phuc duoc rang chi co
ho méi ban nhitng san phidm nhu vay thi ¢ thé coi nhu két thic vu chao ban ngay &
giai doan nay.

(3) Tim kiém va tim hiéu cdc nha cung irng: t6 chtrc thuong tim kiém thong tin
vé san pham ma ho can mua. Mirc d6 tim kiém thong tin ty 1 vdi viéc mua cac hang
hoé quan trong.

(4) Panh gia cac dé nghi va tuyén chon va nha cung ing: to chirc s& moi cac
nha cung mg duoc danh gia 1a c6 kha nang gui hd so vé cong ty dé ho phan tich. Mai
hd so d& nghi s& dugc danh gia theo cac qui tic ma mdi thanh vién cua don vi quyét
dinh cho 14 quan trong. Nguoi ban hang can nhén thirc dwoc qui tic danh gia cua mdi
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thanh vién trong don vi quyét dinh dé c6 nhiing thuyét trinh khac nhau ddi véi ho. Két
qua cudi ciing ciia budc nay 1a chon ra dugc mot hodc mot vai nha cung tng.

(5) Chon cdch thirc dit hang: nhitng chi tiét vé thanh toan va giao hang s& duoc
thao luan, thong thuong viéc nay do ngudi thu mua thyc hién. Trong mot sb truong
hop cac quyét dinh nay duoc ghép voi bude (3) va bude (4) néu cac tiéu chuin nay 1a
quan trong khi chon lya nha cung Ung.

(6) Phan hoi va danh gid két qud mua hang: néu viéc danh gia duoc coi trong
thi bd phan thu mua c6 thé soan ra mot mau danh gia, con lai thi co thé trao d6i b'fmg
161 mdi khi gip nhau.

Théng qua viéc hiéu 16 qui trinh quyét dinh mua cua to chire, ngudi ban co thé
gianh 1oi thé cho mdt vu mua ban bang cach tao anh hudng vé nhan thirc nhu cau, qua
thiét ké qui cach cta san pham, trinh bay rd nhitng uu diém cta san pham so véi doi
tha vé nhitng mat ma thanh vién cta don vi quyét dinh nhan thiy quan trong. Bang
cach tiép xuc sém, ngudi ban cé thé c6 loi nhd qui trinh 1an dan, dem lai sy yém tro
k¥ thuat cho ngudi mua va ngudi mua ngay cang két dinh véi nha cung cap.

4) Ngi dung cdc qui tic chon lwa ciia té chire

MJi thanh vién thudc don vi quyét dinh cé nhitng qui tic chon lya cua riéng
minh va trong mdi giai doan ctia qui trinh mua lai c6 sy tham gia cua cac thanh vién
khac nhau. Viéc hiéu rd ndi dung cua cac qui tic chon lya gitp cho nguoi ban hing
ban dugc hang mdt cach hiéu qua hon.

Ciing gidng nhu dbi voi nguoi tiéu dung cudi cing, viéc mua sim cia cia to
chtrc ¢6 nhitng dic diém vé qui tic chic ning (kinh té) va qui tic tim Iy (cam xic).
Mbt sb qui tic chon lua quan trong:

Bang 3.1: Qui tdc chon lira ciia té chirc

Kinh teé Cam xuc

Chét luong Uy tin

Gié ca va phi ton cua chu ky ton tai | Gidm rdi ro cd nhan

Ngudn cung cap lién tuc Chinh tri van phong
Giao hang Cudc sdng yén tinh
Ty suit loi nhuan Sy thich tha (c4 nhan)
Do tin cay Tinh qua lai

Do lau bén Su tu tin

Tinh ning nang cap Su thuan loi

Yém tro k¥ thuat

Yém tro thuong mai
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An toan

4) Nhitng yéu to néi bé té chirc c6 anh hwéng téi hanh vi mua hang

Nhitng yéu té nhu hinh thitc mua hang, phwong phap mua hang, tam quan trong
ctia vu mua sam ddi véi t6 chirc c6 anh hudng quan trong tGi hanh vi mua cua td chirc.

(1) Hinh thirc mua hang

- Mua lan dau: xay ra khi nhu cdu cho mét san pham truéce d6 chua xuat hién nén
t6 chirc d6 khong c6 hodc c6 rit it thong tin, luc ndy to chic rat quan tim dén tim hiéu
thong tin.

- Mua lai y nhu cii: xay ra khi t6 chirc trudc d6 dd mua san phdm cua nha cung
cap va cam thay khong co diéu gi phan nan.

- Mua lai c¢6 thay doi: to chtrc vin c6 nhu cdu cho nhitng san phdm thuong 18,
céch thirc mua ban van nhu cii nhung ho mudn phuong cach cung cap khac di.

(2) Phwong phap mua hang

- Phuong phap mua hang kiém tra: Ap dung ddi voi hang héa khong dugce tidu
chuan hoa, do d6 mdi mat hang phai kiém tra k¥ luong, rat kho ap dung ddi véi giao
dich mua ban vé dich vu.

- Phuong phap mua hang theo mau: Ap dung dbi véi hang hoa da duge tidu
chuan héa, bén mua cé thé kiém tra theo xac suat ngau nhién ciia lugng hang.

- Phuong phap mua hang “mé ta chi tiét”: Khach hang s& mé ta chi tiét k¥ thuat,
chét luong, kiéu dang, chung loai...dé yéu cdu ngudi ban cung ng theo nhu mo ta.

- Phuong phap mua hang qua hop dong: Giita khach hang va nha cung (g sé&
thoa thuan céc diéu khoan mua hang trong mot vian ban co gia tri phap 1y 1a hop dong
mua ban gitra hai bén.

(3) Loai san pham

Hang hoa ma to chirc mua thudng c6 thé xép loai thanh 4 nhom:

o Céc san pham la vat dung san xuat, bao hanh, sira chira Nhanh, don gian
e Nhiing linh kién lap giap (khong bién d6i trong san xuat)

e Nguyén vat liéu dau vao san xuat (bién doi trong san xuat)

e Nha xuéng va trang thiét bi vy (Cham, phictap

Nhitng ngudi tham gia vao qua trinh ra quyét dinh mua c6 thé thay doi theo loai
san pham ma té chtrc can mua. Qui trinh quyét dinh ciing thay dbi theo hudng cham
va phtrc tap hon tir vi¢c mua vat dung san xudt, dén linh kién, nguyén vat liéu va cudi
cuing 1a nha xuong va trang thiét bi.

Viéc sép loai theo san pham gitip cho nguoi ban nhan biét dwgc ai quan trong
trong quyét dinh mua loai san pham do minh ban. Hodc d6i véi nhiing san pham 1a vat
dung bao hanh, sira chita néu ky dugc hop dong bao thau véi to chirc thi sé rat kho

64



Chuong 3: Ky thudt ban hang va cham soc khach hang

khan cho céc d6i thi khac dé co6 thé tham nhap ban hang cho t6 chiic do.

(4). Tam quan trong ciia viéc mua sam doi véi té chirc

Khi viéc mua sim véi gia tri 16n, khi ton that xay ra néu mua sai 1am kho khéc
phuc thi c¢6 khuynh huéng nhiéu ngudi & nhiéu cip tham gia vao qua trinh quyét dinh
mua. P6i v6i nhitng vu mua sam quan trong, ngudi ban hang can nhing c¢d gang that
lau dai va trén dién rong dé c6 thé tiép can va ban duoc hang.

3.2. KY THUAT BAN HANG
3.2.1. Cac k¥ nang chinh phuc khach hang

1) Ky ndang ndi cau loi ich

Khach hang khéng mua chinh san pham ma ho mua loi ich tir san pham. Trong
ban hang, cdu néi loi ich dung dé trinh bay céc loi ich cua san phdm dic biét 1a nhimng
loi ich ndi troi cua san phém nham tac dong vao nhan thurc cua khach hang dé khach
hang c6 nhirng nhan dinh va hanh vi c6 lgi cho nguoi ban.

Pé c6 k¥ niang néi nhitng cau lgi ich, cin xem xét va phan biét dic diém san
phém va lo1 ich cua san phém. Pic diém cta san phém la nhitng nét ddc thu tao nén
nhirng thudc tinh cta san pham. Loi ich cta san pham 13 kha ning ma san pham d6 c6
thé thoa méan nhu cau cta khach hang. Pbi v6i moi san pham ton tai loi ich chung, loi
ich thong dung va loi ich riéng hay loi ich dac thu. Nhirng loi ich dac thu tao su khac
biét gitta san phdm ndy v&i san pham kia, dong thoi lam cho san pham hap dan khach
hang hon.

Cach thiét 1ap cau néi loi ich:

r
A

Pic tinh/sw kién + bangchimg + ndi két = Loiich

Mot sb yéu cau khi trinh bay loi ich
e Loi ich s& thuyét phuc nhat khi no c6 tinh dic trung riéng va dic biét dap
g nhu cau ca nhan cta khach hang
e Cau ndi lgi ich chi phat huy hiéu qua khi ¢6 tinh xac thuc cho nén noi cau
loi ich phai néu dan ching cu thé
e Ludn bién dic diém thanh loi ich khi ban hang, dic diém chi dung dé gidi
thiéu con lgi ich dung dé ban. Ngudi ban hang luén mang lgi ich ra dé tra
161 cho céu hoi: nd co loi gi cho t61 tir phia khach hang.
e Loi ich phai duoc trinh bay ngan gon, dé hiéu nhung day du.
2) Ky ndng thuyét phuc
Thuyét phuc 1a mot chudi cac hoat ddng ma ngudi ban hang sir dung dé tac dong
vao doi tuong nham thay doi thai do, quan diém, niém tin, cua ddi tuong vé mot van
dé, y kién m&i ma ngudi ban hang dua ra, tir d6 thlc day ho cé nhitng hanh dong ma
nguoi ban hang mong doi.
Ngudi ban hang s& khong béan dwoc hang néu khong biét thuyét phuc khach
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hang. Ngay nay khach hang c6 nhiéu lya chon hon vé san pham, va do vay thuyét phuc
dé ban hang 1a van dé cbt 16i anh huong dén két qua ban hang.

Mot sd yéu cau khi thuyét phyc:

e Phai dua trén co s& su that: 1o1 ich that cua san phém dap tng nhu cau
that ctia nguo1 mua

e Phai nhiét tinh, tap trung, hop 1y va ngan gon

e Dit khach hang 13 trong tdm trong qua trinh thuyét phuc

Cac budc thuyét phuc trong ban hang

- Budc 1, tém tat hoan cdanh: tom tat nhitng diéu kién cua khach hang cé lién
quan dén 1oi ich cua san phém, khéng dinh nhu cau hién c6 cua khach hang, chi rd
nhitng han ché hién nay cia khach hang, trinh bay nhitng co hoi ma khach hang cé.

- Bude 2, dwa ra y tuong: goi ¥ rang khach hang nén khic phuc nhitng han ché
ctia minh va tan dung nhiing co hoi, khang dinh loi ich ctia san pham phu hop véi nhu
cau cua khach hang va khach hang chi ¢6 thé thoa man nhu cau khi mua hang

- Budc 3, gidi thich cong viéc la nhw thé nao: gidi thiéu tong quat vé cong ty,
gia ban, cach thirc mua hang, diéu kién giao hang. .., doan truéc duge nhitng cau khach
hang s& hoi dé tra 101 nhu: loi ich ctia san pham 1a gi, n6 hoat dong nhu thé nao va
khang dinh ngudi ban hiéu rd mong mudn cua ngudi mua va dam bao ngudi mua ciing
hiéu rd nhirng mong mudn ciia nguoi ban vé loi ich san pham va cach thitc mua hang

- Budc 4, cing co loi ich: tom tt lai nhitng han ché d6i v6i didu kién hién tai
ciia khach hang va nhac nhé khach hang can hanh dong dé thoa man nhu cau ban than
d6ng thoi nhéc lai nhitng loi ich ctia san pham c¢6 kha ning thoa méan nhitng nhu cau
d6 cua khach hang. Goi lai nhitng co hoéi ma nguoi mua cé dugce khi mua hang va dic
biét nhan manh dén tinh ndi troi cia san pham bang nhitng con sd hay sy kién.

- Buede 5, goi y nhanh bude tiép theo: muc dich 12 dé két thuc ban hang, nguoi
ban dua ra dé nghi cu thé dé két thuc ban hang. Néu ngudi mua nhan thay cac loi ich
ctia san pham thi ho s& mua hang, néu khong thi ngudi mua ciing dugc coi nhu khach
hang tiém nang trong tuong lai, 1an chao hang 1an sau s& c6 khai dau dé dang véi cac
khéach hang nay.

3) Ky ndng tir chéi

Thong thuong khi tiép nhan 10i tir chdi thi khach hang dé that vong. Pic biét
trong trudng hop thi truong canh tranh, khach hang thuong khé chiu va chuyén sang
céac ddi thu canh tranh. C6 thé xu dung cac budc sau day dé dwua ra duoc 101 tir chdi dé
dugc chap nhan.

- Bu6c 1: hoi han k¥ vé nhu cau ciia khach hang, thé hién rang nguoi ban hang
hiéu tam trang, mong mubn cua ho.

- BuGc 2: tir chdi khach hang mot cach nhe nhang, xin 18i 13 khong dap Gng
dugc mong mudn cta ho.
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- Bu6e 3: tim céac giai phap thay thé gitp d& khach hang giai quyét van de.

4) Ky nang xir Iy phdn doi tiv phia khdch hang

Phan ddi 1a mot diéu thuong xay ra trong ban hang. Khi mét ngudi mua hang
cho du ¢6 hai long vé san phim van mudn tim ra nhitng 1y do dé ché bai do viy ngudi
ban hang can xac dinh rang su phan ddi ciia ngudi mua 13 hét sire binh thudng va thém
nita thong qua su phan ddi ctia nguoi mua, ngudi ban hang c6 co hoi nhan thém thong
tin va nhan dinh dugc cach giao tiép hiéu qua hon véi nguodi mua.

Phan d6i khong phai liic nao ciing dung ban cht cia su viéc vi nguoi phan déi
c6 thé che day hanh vi ciia minh hodc tim kiém loi ich. Vi du khi duoc gi6i thiéu vé
may dién thoai di dong, khach hang khong c6 tién mua nhung tir chéi khéo voi 1y do 1a
minh d4 ¢ — du thyc su thi anh ta chwa c6 (day 1a su phan d6i sai ban chat sy viéc), néu
anh ta n6i rang chua mang tién thi day 1a mot phan ddi dung. Viéc xac dinh su phan dbi
la dung hay sai so v&i ban chat sy viéc nham dua ra phuong phap xir Iy phu hop. Néu
tat ca cac phan dbi ciia nguoi mua 1a ding ban chat sy viéc, nguoi ban can giai quyét
hét tit ca cac phan d6i nay. Néu tat ca cac phan dbi 1a sai, can bac bo tit ca cac phan
d6i. Néu c6 phan ddi dung, c6 phan d6i sai thi ngudi ban can liwa chon mét vai phan ddi
dé xtr Iy va bo qua nhirng phan d6i khéc.

a) Cac Iy do khién khdach hang phan doi

- Chua c6 nhu cau: do khach hang chua c6 nhu cau hodc do ngudi ban thiéu sot
khi giéi thiéu san pham.

- Mubn c6 thém thong tin: mudn cung cb lai nhitng 1y do chinh dang dé mua
san pham hodc mudn c6 thoi gian tinh toan hiéu qua ciia quyét dinh mua.

- Chua hiéu 6 duoc loi ich cua san pham: thudng xay ra doi v4i hang hoa cod
k¥ thuat cao, doi tuong khach hang chon loc

- Khdng thich san pham: dic trung san pham khong phi hop hoic khong dap
mg voi nhu cau (kiéu thiét ké, bao tri, thoi gian sira chira...)

- Can nhic gia ca va gi tri: ngudi mua mudn gid tri st dung cao hon gid ca con
nguoi ban lai mudn nguoc lai.

- Khong thién cam vai cong ty: nguoi mua s¢ khi ngudi ban pha san sé khong
cung cap vat tu, thuc hién dich vy hau mai. ..

- Khong thich ngudi ban hang: khach hang khong wa thich ¢4 nhan hodc khong
tin twong ngudi ban hang; khach hang thuong hoi vé tinh trang san xuat, két qua ban
hang thoi gian qua.

- Pi c6 nha cung cap khac: khach hang trung thanh véi ngudn cung cap hién tai

Khach hang dua ra ¥ kién phan di liic nao?

- Khi bat dau cudc hen dau tién: Khach hang khong quen thudc véi san pham,
dich vu hay cac khai niém ma ngudi ban dé cap: bao hiém nhan tho

- Khi nguoi ban di giéi thiéu va dan ching san pham hay dich vu: Ngudi ban
dé cap dén nhiing van dé nhay cam: tién, chi phi. Khach hang khong biéu 19 thai do
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- Khi ngudi ban gut lai ban hang: K§ niang ban hang con kém; Chua chuan bi
tdt cac cong cu hd tro thuyét minh tinh vuot tri cua san phém; Chua kham pha nhu
cau khach hang.

- Sau ban hang: Nhitng phan nan vé dich vu chim séc khach hang: thoi gian lip
dit may, chat lwong san pham hay dich vu, thai d6 nhin vién chdm séc khach hang;

Y kién phan dbi cua khach hang 1a diéu thuong x4y ra trong cac cudc chio hang
va 1a co s¢ tim hiéu khach hang dé lua chon phuong phép thuong lugng c6 hiéu qua.

b) Cdc yéu cau khi xir Iy phan doi

- Poan trudce va loai ngay tir dau khi phan déi bat dau xuét hién

- Hiéu rd khach hang d€ nhan biét dugc phan ddi ding hay sai v6i ban chat dé
lam co s6 xir Iy phan d6i

- Nim viing thong tin vé san pham, thi phan, khach hang, chwong trinh
Marketing hd ho...sé& gitp rat nhiéu trong viéc giai quyét phan dbi

- Chi xir 1y nhitng phan d6i ding dong thoi cau tra 15i phan doi phai logic, khéo
Iéo va chinh xac.

C) Qui trinh xit Iy phan doi

- Bu6c 1, xac dinh phan déi that: can dua vao k¥ niang tham do dé xac dinh phan
doi that, nguoi ban hang chi xtr 1y nhitng phan doi that.

- BuGc 2, hiéu rd phan d6i: dung k¥ nang tham do dé biét 1y do phan ddi bao
gdm 1y do chung va 1y do cu thé

- Budre 3, kiém tra va xac nhan lai phan d6i: viéc 1ap lai cac 1y do phan d6i ma
khach hang dua ra nham kéu goi su dong tinh cta khach hang dé nguoi ban giai quyét
bang cac cau tra 10i hay giai thich dong thoi khang dinh sy quan tdm va hiéu rd céac
phan d6i cua khach hang

- Bude 4, xir Iy phan ddi: st dung phwong phap 4 phan (phuong phap APAP)

+ Thira nhan phan doi (Accepting): dong ¥ v6i ndi dung phan déi va tim hicu
n6 (vang, chi khong thay thich loai nudc hoa nay, nhung chi cé thé cho biét Iy do dugc
khong).

+ Tham do dé hiéu rd (Probing): tim hiéu thir tw mac d6 anh hudng ciia nhirng
1y do phan ddi (chi khong thich loai nudc hoa nay & diém nao?)

+ Tra 101 phan d6i (Answering): tra 15i lai nhitng phan ddi bang cac 1y do chinh
dang dua vao ngudn thong tin d4 ¢, déng thoi tuyét phuc rang nhirng loi ich ma khach
hang c6 duoc quan trong hon nhitng mdi lo ngai ctia ho. Ngudi ban hang sé giai thich
d6i voi nhitng phan ddi do hiéu 1am, chirng minh ddi véi nhirng phan d6i do nghi ngd
va dua ra chuong trinh d6i phé véi nhitng phan dbi than phién.

+ Tham do tam ly cua khach hang sau khi nghe cau tra 16i cia nguoi ban hang
(Probing): viéc tham do nhin tim hiéu tac dong ciia cdu tra 10i tir ngudi ban hang:
nhiing giai thich ctia nguoi ban hang dua ra co gilp khach hang bét lo ngai hay khong,
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hodc c6 lam cho khach hang chdp nhan cau tra 1oi va khong con phan ddi nita hay
khong.

5) Ky ndng thuyét trinh

Thuyét trinh 1 mot hoat dong giao tiép, trong d6 nhdn manh dén véan dé truyén
dat thong tin. Thuyét trinh c6 nhiing dic trung khac so véi trinh bay. Trinh bay duoc
hiéu nhu 1a mot qua trinh truyén dat thong tin mot cach chi tiét va truc tiép, O pham vi
nho voi thoi gian dién dat ngin, d6i trong trinh bay chi 13 mot hodc mot sd it ngudi.
Thuyét trinh mang nghia rong hon, ndi dung thuyét trinh bao gdm nhiéu van dé theo
mot chi dé nhét dinh, dbi tuong thuyét trinh da dang bao gdm nhiéu nguoi. Trong ban
hang, trinh bay dugc sir dung nhiéu ddi v6i ban hang ca nhan nhuy trinh bay lgi ich san
pham, trinh bay mdi quan tdm dén khach hang...con thuyét trinh sir dung mdi khi cong
ty dwa ra nhitng san pham méi can trinh bay cho cac bo phan khac trong cong ty dé
cung phdi hop hodc dé gidi thiéu san pham méi véi cac khach hang 16n, khach hang
tiém nang.

a) Nguyén tdc thuyét trinh

- Truyét trinh 1a mot qua trinh giao tiép, do d6 bén canh kha niang néi, nguoi
thuyét trinh con phai c6 kha nang viét, kha niang tryén dat va thuyét phuc.

- Phai chuén bi tot cho budi thuyét trinh bang cach 1ap ké hoach thuyét trinh va
bam sat theo ké hoach d6. Ké hoach thuyét trinh bao gdm: Muc dich thuyét trinh, ddi
twong mudn thuyét trinh, nhirng diéu mudn truyén dat, cach thirc truyén dat, cac cong
cu hd trg va dia diém, thoi gian thuc hién.

- Viét ra nhitng van dé can truyén dat va xac dinh van dé cot 16i dé hudng cac
hoat dong cua thinh gia nham dat muc dich thuyét trinh.

- Thuyét trinh 1a noi chir khong phai doc noi dung.

- Phai biét ngiing khi da noi hét nodi dung.

b) Ky nding thuyét trinh

K§ ning thuyét trinh thé hién qua k¥ thuat phan phdi bai noi, phong cach néi
va str dung cac phuong tién hd tro.

(1) Ky thudt phdn phéi bai néi

- Thé hién phan giéi thiéu: yéu cau cta phan nay 1a gay su chu ¥, tao su dong
cam va dan dit khan thinh gia tham gia. Phan nay can thé hién cam xtc va sy hop 1y
d6ng thoi sit dung cau chuyén cho phan trinh bay tiép theo.

- Trinh biy muc dich thuyét trinh: Khi trinh bay, muc dich chinh phai rd rang
va thuong lap lai trong subt qua trinh noi ké ca khi két thiic. Muc dich chinh phai kéu
go1 hanh dong, no tra 101 cho cau hoi: to1 mudn thinh gid lam gi khi to1 két thac bai
thuyét trinh.

- Trinh bay phan noi dung - phan dién giai: khi trinh bay phan nay phai dat yéu
cau 14 16i kéo thinh gia. Phan nay nén chiém % ndi dung va chia thanh 2 phin nho nira
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1a trinh bay nhiing diém chinh va dua ra din chtimg minh hoa. Phan ndi dung thuong
khdng quéa 3 diém chinh, nén néi tuan tu ting ¥ chinh, mdi y chinh ¢6 cac y phu, mdi
y phu c6 cac vi du va dan ching kém theo.

- Trinh bay phan két thic va noéi 11 tam biét: 4n tuong khi két thuc ciing phai
dugc tao dung nhu an tuong luc ban dau. Két thuc nén ng.’fm gon va nhan manh lai
nhirng diém chinh cta noi dung, muc dich chinh cua thuyét trinh, thach thirc hanh dong
cta thinh gia va néu dan chung vé hanh dong cia nguoi khac. Ngoai ra can thé hién
thai do cam on va hai long vé thinh gia.

- Tra 101 cac cau hoi: Sau khi két thiic phan trinh by moi thinh gia dua ra cac
cau hoi siu d6 hoic tra 16i cac cau héi hogc 1an tranh. Chon cau hoi dé dang dé tra 1o
trude, néu phai lan tranh thi chon phuwong an khong tra 101 truc tiép cdu hoi hodc lan
tranh hoan toan b'fmg cach biéu 16 su khong déng y mot cach té nhi.

- Tur biét: Trudc khi tir biét can hoi nhanh thinh gia con cau hoi nao nita khong
va cam on rdi tir biét hay roi khoi buc thuyét trinh.

(2) Phong cdch thuyét trinh

Khi bat dau can thé hién thai do vui vé khi xuat hién va hao hirc sin sang chi sé
vo1 thinh gia. Can thé hién su thuyét phuc cua bai n6i quan viéc thé hién tinh cam, su
than thién, su chan thanh va st dung céac thong tin lién quan dén ca nhén, nhitng kinh
nghiém, kién thirc dé truyén dat nham mang lai g1 ich cho thinh gia.

Phai noi rd rang, ranh mach ting cau ting chit, giong néi phai truyén cam, chi
y dén am luong, am sic, am diéu khi néi. Khong nhin cham cham vao bai néi ma nhin
thang vao thinh gia.

Trang phuc phai gon gang, lich sy, phu hop véi bdi canh.

(3) Sir dung céng cu hé tro

Phai sang tao khi str dung cong cu hd trg. Dbi véi bai thuyét trinh ngin khong
nén dua vao Power Point ma nén tdp trung vao quan h¢ voi thinh gia. Nén st dung
cong cu hd tro tic dong vao thi gidc dé kich thich sy chi ¥ ling nghe va ghi nhé cua
thinh gia.

Ngudi ban hang c6 thé str dung cac cong cu hd tro sau day:

e Ban thin san pham

e Hang mau dung thir

e M0 hinh san pham

e Catalogs va brochures

e Hinh anh san phém va su minh hoa

e (Cac bai bao

e Do thi, biéu dd, cac két qua thar nghiém

e Giay chirng nhéan va 1y lich mua hang cua khach hang c6 uy tin
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e Chinh sach bao hanh va sy dam bao

e Phuong tién dién tir (may chiéu, bang hinh, mdy tinh...).
3.2.2. K¥ thuat ban hang

1) Bdn hang truc tiép

a) Qui trinh ban hang tryc tiép - tai dia diém cua khach hang

Qui trinh ban hang tai dia diém cua khach hang vé co ban bao gdm 8 budc sau
day (hinh 3.5). V@& thoi gian, cac budc ban hang trén ddy duoc xdp xép thanh 3 giai
doan cu thé, d6 1a: truée khi tiép xiic, trong khi tiép xiic va sau khi tiép xiic véi khdch
hang. Tuy nhién, trude khi quyét dinh viée s& dén dia diém cua khach hang dé ban
hang, ngudi ban hang can tim hiéu va phat hién khach hing tiém ning ctia minh dé
viéc ban hang dat hi¢u qua cao.

(1) Trude khi tiép xiic véi khdch hang

Chudn bi kién thirc:

Pé tro thanh mot nhan vién ban hang chuyén nghiép va thanh cong trong céc
thuong vy, trude tién nhan vién ban hang can dugc trang bi day du cac khéi kién thirc
va k¥ nang c6 lién quan. Thong thudng, cac kién thirc vé khach hang, san pham, thi
truong, va d6i thi canh tranh 13 nhirng kién thtrc nén tang can co.

- Thong tin vé kién thic vé san phém/dich vu: Viée hiéu ro san phém, dich vu
ctia minh giup cho nguoi ban hang nhan dién dugc hét dic diém tinh ning, tic dung
ctia san pham, dich vu dé thong qua dé thuyét phuc khach hang vé cac loi ich khi mua
san pham va néu can, ngudi ban hang con cung cip, tu van cac giai phap cho khach
hang dé ho str dung san pham, dich vu ctia minh.

- Thong tin vé d6i thil canh tranh: Bén canh d6 thong tin vé san pham/dich vu
ctia d6i thl canh tranh ciing rit quan trong, biét rd nhitng diém manh va diém yéu cta
minh so voi d6i thu thi méi ¢é co hoi chién thing.

- Cac thong tin vé khach hang: qui trinh mua hang, qui trinh ra quyét dinh mua,
cac ca nhan c6 anh huong dén quyét dinh mua, cé tinh va thong tin ca nhan cta nhiing
cd nhan c¢6 anh hudng, cadc dong co va muc tiéu chinh cia khach hang khi mua hang,
cac san pham, dich vy, cong nghé cta khach hang, cac khach hang cua khach hang...
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Hinh 3.5: Qui trinh ban hang trec tiép tai dia diém cia khach hang
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Céac nguon thong tin kién thirc cho nhan vién ban hang thuong duoc st dung 1a:
ngudn thong tin chinh thirc ctia cong ty, tir cdc nhan vién ban hang khéc, tir cdc nha
cung cp, tir cac khach hang khéc, tir cac hoi cho trién 1dm chuyén nganh, kinh nghiém
tur cac thuwong vu trude do, qua ban be, ngudi quen, trén cac bao chi, tir cac hoi/nghiép
doan, qua cac bio cio chinh thirc duoc cong bd ctia khach hang, hay viéc mua thong
tin tor cac cong ty nghién ctru thi truong.

Hen gap:

Cong cu thuong dugce st dung nhét dé hen gap la goi dién thoai. Can xéc dinh
rd ca nhan nao trong cong ty khach hang ma ngudi ban hang muén tiép xuc. Luu y 1a
khach hang t6 chtrc cling nhu ngudi tiéu dung déu trai qua cac bude trong qua trinh ra
quyét dinh mua (nhan thirc nhu cau, tim kiém thong tin, ddnh gia cdc phuwong 4n, quyét
dinh mua, va hanh vi sau mua). Ma thong thudng thi ban hang truc tiép phu hop cho
giai doan danh gia phuong an va quyét dinh mua. Nhu vay viéc goi dién thoai hay hen
gip chi dat hiéu qua khi nguoi ban hang di dua khach hang tiém ning dén dung giai
doan san sang dé hen gap. Can nhé ro 12 muc tiéu cua viée goi dién thoai trong giai
doan nay 1a hen gap mat. Tuyét doi khong nén cd gang ban hang qua dién thoai (ngoai
ra ¢ thé sir dung cic cong cu dé hen gip khac nhu giri thu, fax, hay e-mail. Néu dung
cac cong cu nay can chu y hinh thtc trinh bay, dién dat, cau vin).

Chudn bj tiép xiic khdach hang

Nhén vién ban hang chuyén nghiép can chuén bi tir néi dung dén hinh thtrc cho
budi tiép xuc khach hang, thuong goi 1a trinh bay ban hang.

- Néi dung: Can chuan bi that k¥ ndi dung quan trong sé trinh bay véi khach hang,
bao gdm: cac gia tri ca biét, doc ddo ma giai phap co6 thé dem lai cho khach hang; liét ké
nhiing loai cau hoi, hay chong ddi, phan bién ma khach hang c6 thé dit ra va tim ra cac
giai phap thich hop nhét dé xir 1y; dinh luong vé thoi gian gip g& dé dam bao cac phan
n6i dung quan trong duoc trinh bay khi khach hang chu y lang nghe; chuén bi phan trinh
bay cac slide may chiéu (mot trang khong c6 nhiéu dong, chit khéng qua nho, nén két
hop v&i am thanh).

- Phurong tién trinh bay: budi trinh bay c6 thé chi 1a trao d6i miéng hoic c6 cong
cu, hinh anh minh hoa. Néu st dung cong cu minh hoa nhu may tinh x4ch tay, may
chiéu thi nhan vién ban hang cin c6 cac k§ ning co ban vé van hanh may tinh, soan
thao cac slide va phai c6 ké hoach cho cac tinh huéng ngoai dyu kién nhu mat dién hay
may bat ngo bi truc trac ky thuat.

- Cdc cong cu ho tro nhw: danh thiép, catalog, to roi, cac hinh anh, cdc m6 hinh
mo phong, so tay ghi chép, but, may tinh ca nhan ban thao hop dong va céac diéu khoan
clia nd, ban tém tit ndi dung trinh bay (néu can). Cac cong cu nay thudng thé hién tinh
chuyén nghiép clia ngudi ban hang.

- Luyén tdp: Di v6i cac nhan vién chua co kinh nghiém can viét trude noi dung
trinh bay ra giéy, thyc tap va hoc thudc. Chu y dén tdc d6 noi va thoi gian, vi s€ cO su
khac bi¢t khi luyén tap va khi trinh bay that.
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- Xdc dinh dia diém: Néu chua that biét rd vi tri ciia khach hang (chi biét qua
dia chi) thi can di tim truc dé xac dinh rd rang tranh truong hop thoi diém hen da dén
ma khéng tim duoc dia chi.

- Trang phuc: Lya chon trang phuc phu hgp, tranh dn mdt qua sdc s, pho
treong, hay qua cdu tha. Khong nén st dung céc loai nudc hoa 6 mui qua manh, ndng.
Khong nén st dung trang sitc qua dit tién khong phu hop véi hoan canh dé gy nhiing
phan trng tam 1y tur phia khach hang.

(2) Trong khi tiép xiic véi khdch hang

T ié'p can

- Tao thién cam ban dau: Thanh cong cia mot thuong vu d6i khi dugc quyét
dinh tir nhirng gidy dau tién. C6 duoc thién cam ban dau nguoi ban hang s& dé dang
hon trong céc budc tiép theo. Thién cam ban dau c6 dugc thong qua viée khach hang
cam nhan vé trang phuc, dau toc, tac phong clia nguoi ban hang.

- Piing gio: Can dén ding gio da hen, tot nhat nén dén sém 3-5 phut. Tuyét doi
khong nén dén qua sém hay dén qua tré gy bat tién cho khach hang. Khong nén hen
nhiéu khach hang & cac thoi diém sat nhau dé din dén viéc khong kiém soat dugc thoi
gian.

- Trang phuc — tac phong: Tac phong thé hién & cach di ding, khudén mit, anh
mat, dang diéu. Khong nén ngod nghiéng, chay, 1é dép, so m6 vao cac d vat ciia khach
hang. Tac phong con thé hién & nhitng d6 vat mang theo va cach sap xép ching.

- Chao héi, xwng hé: Can chao héi rd rang va lich su, xac dinh rd cach xung ho
v6i khach hang. Cach xung ho ciia ngudi Vit Nam rat phire tap va tinh té nén can hét
strc chu y. Xung ho ding muc phai thé hién duoc sy ton trong voi khach hang va vi tri
cua nguoi ban hang.

- Loi néi dau: Trude khi di vao van dé chinh co thé tao ra khong khi nhe nhang
bang cach trao doi nhimg van dé dang ciing quan tdm v&i khach hang. Cac diém chung
c6 rat nhiéu, vi du: bong da, thoi tiét, chinh tri, con cai, ban bé cung hoc...Giai doan
nay con dugc goi 1a giai doan phap bing (Ice-breaking) nham lam cho 2 bén xich lai
gan nhau hon. Tuy nhién khong nén dai dong, lac dé, va di vao nhitng van dé té nhi
hay nhay cam cta khach hang, vi du hoi tudi, tinh trang hon nhan cua khach hang...

Trinh bay ban hang

- Noi dung: ndi dung tuy thudc vao hoan canh, loai ich san phém dich vu, thong
tin ma khach hang da c6. Mot bai trinh bay tot 14 mot bai trinh bay ¢6 b cuc rd rang,
c¢6 nhitng diém chinh duoc nhén, va két thuc trude khi khach hang chan ngan (dung
luc).

- Tém tdt cdc y chinh. Trude khi két thuc trinh bay can tom tit cac ¥ chinh cho
khach hang d& nam bat.

- Giong noi va ngon ngit: giong ndi can rd rang va mach lac, tranh st dung cac
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phuong ngit gy khé hiéu ddi v6i khach hang. Téc d6 néi khong nén qua nhanh hay
qua cham, can diéu chinh linh hoat. C6 nhiing doan c6 thé noéi nhanh (khong quan
trong), c6 nhirng doan noi that chim, nhin nha dé 16i kéo sy chu y, c6 nhitng diém
dung lai mot chat dé khach hang kip cam nhan. Mot 16i thuong gap 1a néi cham (hoic
nhanh) lac ddu va noéi nhanh (hodc cham) vao doan sau vi khong kiém soat dugc thoi
gian. Khong nén str dung cac ngdn ngit binh dan 1am mét tinh trang trong ciia bai trinh
bay, nhung ciing khong nén sir dung dai ngon hay ngon ngir qua bong bay, khach séo
1am cho quan hé khéng gin bo.

- Anh mat: khi néi nén nhin vao ctr toa, tranh thu sy tan déng béng mét cta ho.
Ciing dung mét dé nhan dién nhirng phan tng chdng di ctua ho dé co6 giai phap diéu
chinh thich hop.

- Cdc cir chi: viée st dung cac cir chi cua tay, dau, khuon mit, budc di cling can
dugc két hop dé tao hiéu qua cao nhat cho bai trinh bay.

- Cdu hoi va tra loi: mdt bai trinh bay hiéu qua 1a mot bai trinh bay xoay quanh
cac ndi dung chinh va c6 nhiéu thoi gian cho khach hang dit cau hoi. Phan nay c6 thé
xen k& trong nd1 dung trinh bay, nghia la vira trinh bay vira tra 161 cac cau hoi, hay dua
ra cudi nghia 1a trinh bay xong méi yéu cau khach hang dat cau hoi va tra 1i. Pit cau
hoi trong qué trinh trinh bay s€ lam cho bai trinh bay tré nén rd rang va hoan thién hon
nhung c6 thé 1am cho nguoi ban hang bi vudng vao qua nhiéu cac chi tiét va khong vé
duoc dén dich khi gip phai cic cdu hoi qua lan man va ra ngoai van dé chinh. Thong
thuong, ngudi ta chon viéc tra 101 cac cau hoi nhd — mang tinh 1am 1 cac chi tiét —
trong qua trinh trinh bay va tra 15i cac cau hoi 16n — mang tinh quyét dinh — sau khi d
két thic trinh bay.

Xk Iy phan doi ciia khach hang: (tham khao k¥ ning chinh phuc khach hang).

Két thiic ban hang

Sau khi di trinh bay va dap Gmg cac ciu hoi cua khach hang can thuc hién k¥
thuat két thiic ban hang. Céan tom tat lai that chinh x4c cac yéu cau cua khach hang, c6
thé dua ra céac chi tiét cia ban du thao hop dong — di chuan bi san, yéu cau khach hang
choy kién va diéu chinh. Can x4c nhén that cu thé nhitng hanh dong s€ lam dé dua
dén mot don dat hang hay mot hop dong. Can chu y 12 budce nay rit quan trong, néu
thiéu budc nay mot bai trinh bay hay ciing s& trd nén vo nghia.

(3) Sau khi tiép xiic véi khdch hang

Theo ddi cac phat sinh

Can hét stic theo ddi cac bude cudi cia qui trinh. Viée thyc hién cac cam két
v6i khach hang nhu soan thao hop ddng can lam nhanh va chu déo. Sau khi da ky hop
ddng can quan sat viéc thuc hién hop dong va thanh toan cua ca hai bén cho nhip nhang
va hiéu qua. Tiép tuc phuc vu khach hang, thyc hién day du cac cam két dbi véi ho,
dam bao cac dich vu hau mai that tdt. Can nhan thutc nghiém tic rﬁng viéc duy tri mot
khach hang s& d& dang va ré hon nhiéu so voi viée thu hut khach hang méi.
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Danh gia, rut kinh nghiém

Sau m&i mot thuong vu, nhan vién ban hang can cap nhat cac thong tin vé khach
hang ma minh thu thap va quan sat dugc trong qua trinh lam viéc vao co s¢ dir li€u
clia ca nhan hay cong ty dé phuc vu cho nhiing hanh dong trong twong lai. Khong nén
y lai vao tri nhd ma khong ghi chép lai cac thong tin ctia khach hang.

b) Qui trinh béan hang truc tiép - tai cira hang

So véi qui trinh ban hang tai dia chi khach hang, qui trinh ban hang tai cac ctra
hang, ghi sé c6 sy thay doi do khach hang da c6 nhu cau va tu tim dén ctra hang dé
mua. Qui trinh ndy gém céc budc sau ddy (dbi v6i khach hang mua 1an dau):

(1) Chao dén khach hang va gdy an twong dau tién

Nhiing an tuong ban dau khi tiép xuc co tac dong 16n dén tam trang, thién cam
ctia khach hang. Do viy, & giai doan chao dén khach hang can chu ¥ sao cho gdy duoc
an tuong dau tién tt lanh & khach hang. Céc hinh thirc chao don rat da dang tuy vao
tinh huéng : ¢6 thé 1a mot 161 chao thong thuong, mot nu cudi va mot anh mit than
thién v6i mot cai gat dau, mot cai bét tay than thién. ..

(2) Khdm phd nhu cau cia khdach hang

Khach hang dén cira hang noi chung c6 thé tu boc 16 nhu cau clia minh, hodic ngudi
ban hang phai kham pha ra cac nhu cau tiém an ciia ho tuy vao cac nhom khach hang khac
nhau.

Pé kham pha nhu ciu cia khach hang ciing nhu dong co mua, ngudi ban hang
c6 thé sir dung cac phuong phap khac nhau dé thu thap thong tin tir phia khach hang:
phuong phap dat cau hoi; phuong phdp quan sat.

C6 nhiéu loai cau hoi khac nhau dugc st dung dé kham pha nhu cau nhu: Cau
hoi rang budc, cdu hoi dan dit, cAu hoi lya chon, cau hoi chuyén tiép, cau hoi tham do,
cau hoi xac nhan, cau héi tim dir liéu. Trong khi dat cau héi, nhiéu khi cling can tam
dirng dé cho khach hang thoi gian suy nghi tra 151, hodc 1am cham lai qua trinh giao
tiép.

Sau khi nghe céac ¥ kién cua khach hang, ngudi ban hang ciing can phai tom tat
céc nodi dung da linh hoi duoc tir khach hang dé khiang dinh lai sy chap thuan ctia khach
hang. Khi d6 ngudi ban hang dung cau tom tit dé tom luoc lai nhirng diéu khach hang
bay to.

(3) Trinh bay loi ich ciia san phdam

Sau khi kham pha ra nhu ciu cta khach hang, ngudi ban hang can trinh bay cac
loi ich cua san pham c6 thé dap tng cac nhu ciu d6. Viéc trinh bay loi ich cua san
pham lam cho khach hang s& tin tuéng vao san pham hodc dich vy hon va sé& thich
dung n6 hon. Ky nang néi cau loi ich dugc van dung trong giai doan nay.

(4) Thirong lwong véi nhitng 161 tir choi

Khi khach hang tir chdi, ngudi ban hang nén quan niém riang ddy 1a mot kha
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nang dé tim hiéu biét thém vé mong mubn, nguyén vong ciia khach hang. Tir d6, nguoi
ban hang c6 thé diéu chinh phuong phap, chinh sach dé thuong luong vaoi khach hang
va van dung k¥ ning tng xt v4i nhitng 161 phan déi.

(5) Két thiic ban

Khi két thiic ban, nguoi ban hang can dat loi ich ciia ngudi mua Ién trén loi ich
clia ngudi ban. Khi khach hang da dong y mua hang, nguoi ban hang khong can noi
thém nhiéu hoic t6 ra sung sudéng, han hoan ra mit. Nguoi ban hang cling khéng nén
t6 ra that vong, khoé chiu khi chua két thac ban duoc & 1an nay, vi con cac co hdi khac
mién 1a khach hang c6 thién cam, c6 long tin.

2) Ban hang qua trung gian

C6 nhiéu loai trung gian phan phdi khac nhau theo quy md, ciu truc, tinh trang
phép 1y va mbi quan hé v6i nha cung cip. V& co ban, c6 4 loai trung gian sau day:

(1) Bgai Iy (agent)

Pai Iy 12 mot loai hinh trung gian hoat dong trén kénh phan phdi c6 quyén xac
1ap mdi quan hé hop phép giira khach hang va nha cung cip giéng nhu hai bén gip
nhau truc tiép. Nha cung cap chiu trach nhiém phép 1y dbi véi cac hoat dong cia dai
1y. Con dai 1y thi dugc hudng hoa héng trén moi don vi san phém dich vu, hoac doanh
thu c6 dugc nho dai ly. Nhu vay, dai 1y khong chiu trach nhiém vé phap 1y v6i khach
hang.

Doanh nghiép c6 thé st dung dai 1y trong cac trudng hop sau:

- Khéach hang do1 hoéi san phém dich vu duoc ban truc tiép, nhung thi truong
khong du 16n dé xay dung luc luong ban hang riéng ctia doanh nghiép.

- Loi nhu4n bién khong du 16n dé thiét 1ap luc luong ban hang riéng, nhung dic
diém san pham va khach hang doi hoi phai ban hang truc tiép.

- Doanh nghiép tham nhép thi trudng mdi va mudn tham nhap véi téc d6 nhanh
bang mot lyc lugng ban hang tryc tiép sin c6 tai khu vuc.

- San pham s& duoc ban tot hon khi ban cung voi nhitng san pham cua cic nha
san xuat khac.

(2) Nha ban lé

Nha ban 1& ciing 1a mot trung gian trong kénh phan phdi. Su khéac biét giira nha
ban 1¢ va dai 1y ¢ chd nha ban 1¢ khong xac 1ap mdi quan hé hop phép giita nha cung
cAp va khach hang. Khéach hang chi quan hé véi nha ban 1é. Giao dich giita nha ban 1é
va khach hang 14 hop phap. N6i cach khac, nha ban 1é chiu trach nhiém vé phép 1y dbi
v6i khach hang. Nhu vay nha ban 1é c6 vai trd chia sé rili ro v&i nha cung cép.

(3) Nha ban buén

Nha ban budn 1a mét trung gian trong kénh phan phdi. Ho mua budn voi gia
thap mot sb lugng 16n san pham dich vu tir cac nha cung cap va chia nhé thanh cac 16
dé ban lai cho cac nha ban 1é. Nha ban budn ciing c6 quyén hop phap giao dich voi
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khach hang. Ciing nhu nha ban 1¢, nha ban budn chia sé riii ro véi nha cung cép.

(4) Nha phén phoi dai Iy ddc quyén (dai Iy nhiwong quyén):

Dai 1y nhuong quyén (franchisee) 1a mot loai trung gian trong kénh phan phdi
duoc nha cung cip cp gidy phép cho phan phdi san pham dich vu theo tiéu chuin nhét
dinh, dong thoi chia sé rui ro va loi nhudn voi nha cung cép.

Trong quan hé hop ddng nhuwong quyén thuong mai, bén bén ban/bén nhuong
quyén (franchiser) trao cho bén mua/bén nhan quyén st dung mé hinh k¥ thuat kinh
doanh, san xuat hay cung tng dich vu bang thwong hiéu ctia minh. D6i lai bén mua
(franchisee) phai tra cho bén ban mot khoan phi str dung ban quyén hay triét khau %
doanh thu trong khoang thoi gian do 2 bén thoa thuan.

Gitra nha cung cip véi nha dai Iy dic quyén hop tac véi nhau bang hop ddng
dai 1y dic quyén néu rd mot sé vin dé ma hai bén cam két thyc hién. Thong thudng
trong hop dong bao gom:

- Quy dinh 3 céc ndi dung cong viéc ma nha dai ly dic quyén duogc giao thuc
hién.

- Quy dinh r6 1anh tho dia 1y ma nha dai 1y ddc quyén duge quyén hoat dong
cung cap san pham dich vu.

- Quy dinh 3 thoi han thoi han ciia hop dong. Thong thudng cac hop dong kéo
dai tir 5 d&én 10 nam va c6 gia han néu can.

- Quy dinh r& murc phi ban dau va mirc phi thuong ky ma dai Iy dac quyén phai
tra cho nha cung cip, dong thoi mirc phi ma dai 1y dic quyén phai tra cho viéc thué
cac thiét bj chuyén dung cta nha cung cap néu dai Iy doc quyén khong mua han cac
thiét bi d6. Murc phi ban dau thuong phu thudc vao uy tin, tiéng tim cta thuong hiéu
dich vu. Mt phi thuong ky (tudn, thang) duoc tra theo doanh thu cung ky ma dai Iy
dic quyén thu dugc.

- Pai ly ddc quyén phai tudn theo cac chi dn cta nha cung cip vé quy trinh, vé
gia ca. Pai 1y ddc quyén ciing phai tuan theo cac tiéu chuan chat luong va hudng dan
vé quang cio ctia nha cung cap.

- Pai 1y dic quyén khong duoc lam trung gian cho cac nha cung cap khéc va
chiu su kiém tra ctia nha cung cip vé hoat dong kinh doanh (khéac véi cac dai 1y khac).
Pai 1y dic quyén co thé cung cip cac dich vy, hang hoa khac khong lién quan, anh
hudng.

- Nha cung cap chiu trach nhiém cung cip cac hd trg vé xuc tién, yém trg cho
dai Iy dic quyén. Cac hoat dong xuc tién, yém tro cua dai 1y phai dugc nha cung cap
thong qua.

- Nha cung cép c6 trach nhiém cung cép cac thiét bi, hd trg k¥ thuat, huan luyén
cling nhu cac hd tro quan 1y cho dai 1y dic quyén.

3) Bdn hang theo ché d¢ khdch hang l6n

78



Chuong 3: Ky thudt ban hang va cham soc khach hang
a) Thé ndo la khdch hang 1om ?

Khéng c6 mét dinh nghia rd rang vé khach hang 16n. M6t cach phd bién nhat

thi cac cong ty thuong cho rang khach hang 16n 1a cac to chirc, c4 nhan ¢ nhu cau s
dung hang hoéa, dich vy mot cach thuong xuyén, dem lai doanh thu cao cho doanh
nghiép. Theo mot quan diém khac, mét sb cong ty xac dinh khach hang 16n theo muc
lgi nhuan ma khach hang d6 mang lai, hodac y nghia cua viéc duy tri khach hang nay
d6i v6i chién luoc phét trién tiép theo ctia cong ty. Trong mén hoc ndy, thudt ngit
khdch hang I6n duoc hiéu twong dwong v&i khdch hang quan trong (key account).

b) Tam quan trong ciia khdach hang lom

- La bd phan khach hang muc ti€u ctia doanh nghi¢p va ciing 1a bd phan khach
hang ma d6i thil canh tranh ludn quan tam tim kién, gianh giat.

- Khach hang 16n quyét dinh sé luong san pham dich vu, quyét dinh doanh thu
va quyét dinh mtrc do chi phdi ctia doanh nghiép. Néu doanh nghiép kiém soat va chi
phdi duoc tap khach hang nay s& dam bao hoat dong kinh doanh 6n dinh, ty 1é rui ro
thap qua d6 lgi nhuan khong nging ting 1én

- Viéc duy tri va phat trién dugc tap khach hang 16n gitip doanh nghiép tao lap
duoc 1oi thé canh tranh, giam chi phi giao dich tir d6 tang thém lgi nhuan.

- Doanh nghiép s€ co diéu kién thuan loi hon khi thim nhap thi truong maéi hoac
thi trudng ctia cac dbi thu canh tranh néu da c6 sin tap khach hang 16n.

C) Qudn tri moéi quan hé véi khdach hang Iém

Quan tri mbi quan hé v6i khach hang 16n 1a qua trinh sir dyng nhiéu phuong
phap, cong cu quan tri khac nhau dé xdy dung, duy tri va phat trién mdi quan hé gin
b6 lau dai voi khach hang 16n.

Ché do khach hang 16n 1a mdt chién lugc ma cic nha cung cép su dung dé dat
muc tiéu va phuc vu nhitng nhu cau phtc tap ciia cac khach hang tiém ning bang cach
d6i xur riéng biét v4i ho trong cac linh vyc tiép thi, hanh chinh hay dich vu.

(i) Co s6 cot 16i duy tri méi quan hé véi khdach hang 16n la gid tri ma doanh
nghiép tao ra cho khdach hang cua minh

Gia tri danh cho khach hang duéi goc d6 ctia nha cung cap hang hoa, dich vy 1a
su chénh léch giira tong gia tri cua khach hang va tong chi phi ciia khach hang - hinh
3.6.

Nhu vay, gi tri thuc t& ma doanh nghiép tao ra cho khach hang chi c6 khi tong
gid tri ho nhan dugc 16n hon téng chi phi ma ho bo ra. Trudc khi mua mot san phém
dich vy, khach hang luén can nhéc, so sanh két qua ma ho co thé nhan dugc khi st
dung san phém, dich vu cua cac nha cung cép khac nhau va chéc chéc ho s& quyét dinh
mua hang ctia nha cung cap ndo ma ho cho rang mang lai cho ho phan gié tri cao hon.

(ii) Muc tiéu phat trién quan hé véi khdch hang 16n thanh quan hé doi tac:

Quan hé gitta doanh nghiép véi khach hang c6 thé duoc phéan chia thanh 5 cip
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do:

- Cép d6 1 — Co ban: Doanh nghiép ban san phdm cho khach hang sau d6 khong
tiép xuc véi khach hang nira

- Cép d6 2 — Phan tng lai: Doanh nghiép ban san phdm cia minh va khuyén
khich khach hang lién lac lai néu c6 van dé gi kho khin can khic phuc.

- Cép d6 3 —C0 trach nhiém: Sau khi ban hang, doanh nghiép chu dong lién lac
lai v&i khach hang xem san pham c6 dép tng dugc nhu ciu cua khach hang hay khong,
khach hang c6 phan nan gi khong. Ngoai ra doanh nghiép ciing muén khach hang gop
¥ thém dé hoan thién san phdm, hang héa cta minh.

- Cap d6 4 — Tién phong thyc hién: Doanh nghiép thudng xuyén lién lac véi
khach hang dé duy tri trao d6i théng tin nhim nhan duoc nhitng v kién gép ¥ hoan
thién san pham dong thoi thong tin cho khach hang vé cac san pham méi khac.

- Cap d6 5 — Quan hé ddi tac: Doanh nghiép thudng xuyén trao doi, tiép xuc vai
khach hang ¢ cép lanh dao dé tim cach nang cao gia tri cho khach hang.

Gia tri san pham/dich vu |

. . Téng loi ich ma
Gia tri vé nhan sy khach hang nhan duoc

Gia tri vé€ hinh anh

Gia tién —

Phi ton thoi gian -

Téng hao phi cua
khach hang

Gia tri danh cho khach hang

Phi ton cong strc -

Phi tdn tinh thin —

Hinh 3.6. Gid tri danh cho khach hang
(iii) Cdc phwong phdp quan tri méi quan hé véi khdch hang I6n
Dé xay dung, duy tri va phat trién mdi quan hé gin bo 1au dai voi khach hang
16n, doanh nghiép c6 thé dung nhiéu phurong phap khic nhau. Muc dich chung ctia cac
phuong phap nay déu nham vao viéc tao ra gia tri cao hon vé vat chat va tinh than cho
khach hang. C6 thé sir dung cac phwong phap, cong cu co ban sau:

- Nghién ctru thi truong dé hiéu rd nhu cau cta khach hang 16n. Do s lugng
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khach hang 16n khong nhiéu nén co thé dung phuong phap diéu tra truc tiép dé xac
dinh nhu cau cta khach hang 16n.

- Xay dyng co s& dit liéu khach hang 16n. Co s¢ dit liéu phai dugc tong hop ¢o
hé théng, dugce cap nhat thuong xuyén dé 1am co so xay dung chién luoc marketing
phu hop. Co s& dit liéu khach hang 16n c¢6 thé bao gdm cac théng tin nhu:

1. Tén khach hang va dia chi tru s& chinh

2. Thong tin co ban vé khach hang nhu: nganh nghé kinh doanh, vin hoa va

phong cach, cau trac to chirc. ..

3. Mdi quan hé giita doanh nghiép va khach hang: Khach hang iing ho cho

doanh nghiép khong? Ho c6 coi doanh nghiép 1a dbi tac kinh doanh khong?
Moi quan hé c6 phu thudc vao ca nhan chu yéu nao khong? Néu c6 thi 13 ai?

4. Phan tich thi truong: MO ta thi truong khach hang, thi truong chung cua
khach hang dang phat trién hay suy thoai? Toan thé thi truong dang phat
trién hay suy thoai? Ai 1a d6i tha canh tranh? Vi tri cta khach hang trén thi
truong nhu thé nio so voi cac ddi tha canh tranh? Khach hang 13 nguoi dan
dau thi truong hay 13 nguoi di theo nhu cau?

5. Thu nhap ctua khach hang: doanh thu hang ndm tdng hay giam?

6. P.E.S.T.L.E. cua khach hang: P.E.S.T.L.E. 1a m{t cong cu phan tich
marketing (Policy - Economic- Social - Technology- Law - Environment)
ttrc 1a Chinh tri - Kinh té - X& hoi - Cong nghé - Luat phap - Mbi truong.
Pénh gia tac dong cua nhitng van dé d6 ddi voi khach hang va khi nao thi
ho chic chan bi anh huong?

7. Phan tich S.W.O.T. cua khach hang

8. Muc tiéu cua khach hang

9. Co hoi cho doanh nghiép tim hiéu khach hang.

- T6 chuc doi ngii ban hang chuyén nghiép, ban hang cho nhiing khach hang
16n: doi ngil ndy phai thuong xuyén tiép xtc véi khach hang 16n dé xay dung mdi quan
hé hiéu biét, than thién, gan giii vé tinh than véi cac cip quan 1y khac nhau cua khach
hang 16n déng thoi hiéu rd chién lugce, ké hoach cua khach hang 16n, hiéu qua trinh tao
ra gia tri ciia ho trén co so d6 tu van, thiét ké cac goi dich vu hodc cac giai phap khac
nhau nham tao thém gi tri cho khach hang.

- Thiét ké phdi thirc marketing hdn hop riéng biét nham uwu dai khach hang 16n.
3.3. HOAT PONG CHAM SOC KHACH HANG
3.3.1. Khai niém cham soc khach hang

Cham so6c khach hang (customer care) 1a phuc vu khach hang theo cach ma ho
mong mudn duogc phuc vu.

3.3.2. Vai tro cua hoat dong chim séc khach hang ddi véi doanh nghiép
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1) Chdam séc khdch hang la mét b phén céu thanh ciia san phim

D6i voi mot san phdm nodi chung ngudi ta phan biét 3 cap d6 san pham - hinh
3.7.

- Cép thtr nhat: San pham cdt 161, dap vng loi ich co ban cho nguoi dung.

- Cép thir hai: San pham hitu hinh, 1 biéu hién cu thé ctia san pham cbt 16i cung
cAp cho khach hang (chat luong, cac thudc tinh, thiét ké, nhan hiéu, bao géi).

- Cép thir ba: San phim nang cao, bao gém cac hang hoa hitu hinh va cac dich
vu, loi ich bd sung nhdm thoa man cac nhu cau ning cao cua khach hang va dé phan
biét v6i cac san pham canh tranh, dong thoi ting kha niang canh tranh. Phan 16n ¢ cap
nay la cac dich vu khéach hang.

SAN PHAM GIA TANG

SAN PHAM HIEN HO'U \/—\

SAN PHAM CO BAN Cach ban va giao hang

Cap chét lwong

LOliCH
CO BAN

CAu trac, chire nang
str dung

DV hau mai, CSKH

Hinh 3.7: Ba cdp dé ciia mot san pham

Poi voi dich vy, do tinh vo hinh va tinh khong tach roi nén nguoi ta chia 1am
hai cap gdm: Cap dich vu co ban va cip dich vu tht cip bao gém ca san pham hiru
hinh va san pham nang cao.

Cap dich vu co ban 1a dich vu thoa man nhu cau chinh cta khach hang 13 1y do
chinh dé khach hang mua dich vu.

Mot trong nhitng nhiém vu ctia nha cung cip dich vu 1a phai phat hién ra nhiing
nhu cau, mong mudn cua khach hang an déng sau cac dich vy ma ho mua. Tuy nhién,
dich vu co ban khong phai 1a 1y do chinh dé khach hang lya chon nha cung cip nay
hay nha cung cip khac trong sd cac nha cung cip dich vu cung loai. N6 1a co sé dé
khach hang lya chon dich vu nao.

Cép dich du thtr cdp bao gdm ca san pham hitu hinh va san pham nang cao.
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Noi mot cach khac dich vu tha cap 1a su két hop cta cac yéu t6 vo hinh va hiru
hinh. Trong do, yéu t6 vo hinh 1a cac dich vu kém theo 1am tang thém loi ich cho khach
hang, bao gdm chiam séc khach hang.

V& thuc chat, cham soc khach hang ¢6 muc dich dem lai sy hai 10ng cho khéach
hang. Nhitng trg gitp vé dich vu cho khach hang c6 thé dem lai mot loi thé co ban cho
doanh nghiép, giup doanh nghiép phat trién quan hé voi khach hang, duy tri va giir
vitng loi thé canh tranh. Chim soc khach hang tot 1a mot phuwong thirc quan trong gitp
cho cac doanh nghiép xay dung long trung thanh cua khach hang. Khach hang thuong
coi chdm soc khach hang 1a mét tiéu chuin quan trong khi quyét dinh Iya chon nha
cung cip.

Nhu vay, mot san phém chua duoc hoan chinh néu thiéu noi dung cham soc
khach hang, néu xét vé hinh thire. Con xét vé thuc chit, néu thiéu hoat dong cham soc
khach hang thi san phém khong c6 khéa nang canh tranh, do vy khong thé tiéu thu
dugc trong mgt moi trudng canh tranh manh mé.

2) Chdm soc khach hang giup doanh nghiép duy tri khdach hang hién tai va
tao ra khach hang trung thanh

Khach hang cua doanh nghi¢p dugc chia ra lam hai loai, khach hang hién tai va
khach hang tiém nang.

- Khach hang hié¢n tai la nhirng ngudi dang st dung san phém, dich vu cia doanh
nghiép.

- Khach hang tiém nang 1a nhitng ngudi c6 thé s& mua san pham, dich vu cua
doanh nghiép trong twong lai.

bé duy tri khach hang hién tai tic la thu hat dugc khach hang cti tiép tuc su
dung san phém, dich vu cua minh, doanh nghiép can cha trong vao khau cham soc
khach hang. Dé thu hut khach hang tiém ning, doanh nghiép phai dau tu vao cac hoat
dong marketing nhu quang céo, tiép thi ... Theo kinh nghiém cta cac thuong nhan thi
viéc giit chan mot khach hang hién c6 dé thuc hién va tiét kiém chi phi rat nhiéu so
v6i viée tim kiém, thu hut thém mot khach hang méi. Chinh vi vdy, cic doanh nghiép
can chu trong duy tri khach hang hién tai hon 13 chinh phuc khach hang méi. Hoat
déng cham soc khach hang s& giup ho thyc hién diéu do.

3) Cham séc khdch hang gép phén thu hiit khdch hang tiém ning

Mic du doi tuong cua hoat dong cham soc khach hang 1a khach hang hi¢n tai
va muc dich 1a duy tri khach hang hién tai, nhung néu cham soc khach hang tot thi no
cling c6 tac dong tich cuc dén viéc chinh phuc khach hang tiém niang. C6 nghién ciru
chi ra rang;

- Mt khach hang dugc thod man s€ noi trung binh vdi 5 nguoi khac.

- Mot khach hang khong dugc thoa man s€ noi trung binh véi 12 nguoi khac.

biéu do nghia la néu mot khach hang nao d6 dugc phuc vu tdt, ho s& chia sé
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tam trang d6 v&i nhitng ngudi khac (gia dinh, ban bé, dong nghiép...). Mot cach vo
tinh, nguoi khach hang nay di quang cédo khong cong va hiéu qua vé doanh nghiép voi
cac khach hang tiém nang. Hinh anh, uy tin ciia doanh nghiép duoc t6 ddm trong tiém
thire cta ho, va khi ho c¢6 nhu cau thi kha ning nhitng ngudi nay sé& dén véi doanh
nghiép 12 rat 1on. Viéc thu hat khach hang tiém ning trong trudng hop nay dugc thyc
hién gian tiép qua cac khach hang hién tai — mot phuwong thirc quang cdo mién phi ma
rat hiéu qua.

4) Cham soc khdch hang giup doanh nghiép giam chi phi kinh doanh

C6 nhiéu khoan chi phi s& giam dang ké néu thyc hién tot cong tac cham soc khach
hang.

Trudc hét 13 chi phi tim kiém khach hang. Mot doanh nghiép dé ton tai phai duy
tri dugc mot sb luong khach hang nhét dinh. Muc tiéu nay co thé dat duogc bﬁng hai
cach : Giir khach hang hién tai hodc tim kiém khach hang méi. Hang nam cac doanh
nghiép phai dau tu rat nhiéu tién cho cic chuong trinh quang cdo, tiép thi, chao hang,
dé thu hut khach hang tiém ning. Cac chuyén gia kinh té tinh toan ring chi phi dé
chinh phuc mot khach hang méi gap khoang 5 1an so véi chi phi dé duy tri mot khach
hang hién cé. Vi vay, néu doanh nghiép lam tot cong tac cham soc khach hang va giir
duoc khach hang, ho s& duy tri dwoc mot luong khach hang tuong d6i 6n dinh, nho d6
tiét kiém dang ké chi phi tim kiém khach hang méi.

Bén canh d6, cham soc khach hang tét, lam cho khach hang hai long ngay tir
1an dau sé& giup dugc doanh nghiép tranh duoc cac khoan chi phi dé khic phuc hau qua
néu khach hang khong hai long. Khi khach hang khong vira y véi doanh nghiép, ho ¢6
thé phan nan, thic mac hay khiéu nai. Khi d6, doanh nghiép phai tén kém ca thoi gian
va tién bac dé tim hiéu nguyén nhén, giai thich hay bdi thuong cho khach hang. Céac
khoan chi nay s& han ché duoc néu doanh nghiép 1am tét ngay tir dau.

5)Chidm soc khdach hang la vii khi canh tranh quan trong ciia cdc doanh
nghiép trong moi truwong canh tranh hién nay

Su phat trién cla Marketing no6i chung va su xudt hién cta cic hoat dong
Marketing méi (nhu cham soc khach hang hay quan 1y quan hé khach hang) déu bat
ngudn tir nguyén nhan sau xa 1a do canh tranh trén thi truong ngdy cang gay gat. Xu
hudng toan cau hoa nén kinh té thé gio1 da tac dong khong nho dén mirc d6 canh tranh
hién tai, khong chi 1a canh tranh trong pham vi mot nuéc ma mo rong ra mot khu vuc
va toan thé gidi. Ngay cang xuét hién nhiéu cong ty trong va ngoai nudc c6 thé cung
cﬁp cung mot loai san phflm, dich vu. Thu hut dugc khach hang la yéu td séng con cho
su ton tai cua doanh nghiép .

Thém vao d6, sy phat trién nhu vii bio ctia khoa hoc cong nghé hién nay da cho
phép cac doanh nghiép co6 thé cung cap san pham, dich vu v6i chat lwong mong mudn.
Vi vay, trén thi trudng ngdy cang xuat hién nhiu nha cung cap gidi thiéu cic san
pham, dich vu véi chét luong va gia ca twong duong. Pidu d6 dem lai cho khach hang
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nhiéu co hoi lya chon hon. Ngoai yéu t6 chat luong va gia ca, khach hang ngay cang
cht y dén hoat dong cham so6c khach hang cta doanh nghiép. Sy canh tranh vé gia ca
va chét luong s& dan dan nhuong chd cho sy canh tranh vé chim séc khach hang.
Doanh nghiép nao chim soc khach hang tét hon, doanh nghiép d6 s& c6 dugc khach
hang. Cham s6c khach hang tré thanh vii khi canh tranh 1o1 hai ciia doanh nghiép trong
tho1 dai moi.

3.3.3. Cac nguyén tic chim séc khach hang

1) Chém séc nhiing thiv ma khdch hang cin

Nguyén tic ndy xuat phat tir nguyén tic chung va co ban ctia marketing 1a ban
nhirng thir ma khach hang can. Doanh nghiép can thudng xuyén nghién ctru dé nim
dugc nhu cau cua khach hang, xem ho mudn duge cham séc nhu thé nao, vao nhirng
thoi diém ndo. Bén canh d6 doanh nghiép ciing can tim hiéu vé cac chinh sach chim
soc khach hang cua dbi thii canh tranh dé quyét dinh cac mitc do cham séc khach hang
cua doanh nghiép minh.

2) Chdam soc khdch hang theo cdc giai dogn ciia qua trinh mua hang

Qua trinh mua hang thuong dugc phan chia thanh 3 giai doan do 1a trudc khi
mua hang, trong khi mua hang va sau khi mua hang. Tuong ing véi 3 giai doan nay
doanh nghiép can trién khai cac quyét dinh cham so6c khach hang phu hop tai 3 giai
doan trudc khi ban hang, trong khi ban hang va sau khi ban hang.

- Trude khi ban hang : Doanh nghiép thuong cung cap thong tin, gidi thiéu,
quang cdo chio hang, chuin bi hang héa, bao bi, dong goi hang hoa theo yéu cau cua
khach hang, nhan dit hang trudc, trién 1dm trung bay...cac hoat dong nay thuong tao
ra moi trudong thuan loi cho giao dich dugc thuc hién tdt.

- Trong khi ban hang: Hoat dong cham séc khach hang dién ra dong thoi véi
quéa trinh mua ban san pham voi khach hang, doanh nghiép c6 thé gidi thiéu, tu van,
huéng din khach hang lya chon hang hoa sao cho pht hop véi nhu cu ciia ho, mang
lai lo1 ich cao nhét cho khach hang.

- Sau khi ban hang: bao gdm cac hoat dong hd tro nhu lap dat hang hoa tai dia
chi khach hang yéu cau, hudéng dan su dung thiét bi, sira chira, bao dudng, thay thé
phu tung...

3) Cham séc theo nhom khdach hang

Tap khach hang muc tiéu cia doanh nghi€p du da duogc xac dinh dua trén céc
tham sb phan doan thi trudng nhung van c6 thé duoc phan chia tiép thanh nhirng nhém
khach hang khac nhau véi nhitng nhu cau dugce chim soc khac nhau. Viéc phan nhém
khach hang gitip cho doanh nghiép tim hiéu k§ ludng nhu cau riéng ctia nhém khach
hang d6 dé dwa ra cac chinh sach cham séc phi hop voi timg nhém khach hang riéng
biét.

3.3.4. Cac quyét dinh vé chim séc khach hang ciia doanh nghiép
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1) Quyét dinh néi dung chim séc khdach hang

Doanh nghiép khong thé ty dé ra nhirng noi dung dich vu chim soc khach hang
theo cach ty phong doan cua ban than doanh nghié€p. Muc ti€éu ctia chdam s6c khach
hang 1a théa man cac mong mudn cua khach hang, do vay doanh nghiép can xac dinh
rd khach hang ctia minh mong mubn diéu gi.

Nhitng mong mudn ctia khach hang c6 thé thay d6i voi mdi loai khach hang,
mdi giai doan ctia qua trinh mua hang nhu trudc khi, trong khi va sau khi mua hang
nhung vé co ban thi sy théa min cua khach hang duoc tap hop lai thanh 3 nhém yéu
t, do 1a:

e Céc yéu t6 san pham (dGng hang, dung gid)
e Céc yéu t6 thuan tién (ding noi, dang lic)
e Cac yéu t6 con ngudi (dung cach)

Céc hoat dong chim séc khach hang thuong dugc tap trung nham gia ting su
thoa man cua khach hang vé céc yéu té thun tién va cac yéu t6 con ngudi.

Céc hoat dong mang lai sy thuan tién nhu chon dia diém ban hang, b6 tri noi
ban hang thich hop; gid ma cira phit hop v6i thoi gian ctia khach hang; giao hang dén
tan nha cho khach hang quen; diéu kién d6i hang don gian; chap nhan nhiéu hinh thirc
thanh toan; b6 tri mot duong day nong dé khach hang cé thé hoi dap hay yéu cau tu
van 24/24h; xay dyng mot trang Web gitip khach hang tim hiéu vé san pham, dit hang,
thanh toan, thay d6i dat hang ngay ¢ nha...Tat ca cac hoat dong nay déu tao diéu kién
cho khach hang dé dang dén véi san pham, v4i nha cung cap; thuan lgi trong mua ban
va tiéu dung san pham.

Céc hoat dong lién quan dén yéu t6 con ngudi thé hién qua k¥ ning, trinh do,
thai do, hanh vi cta cac nhan vién. Sy am hiéu tuong tan vé cong dung, chiic nang,
dac tinh, cach st dung... ciia san phflm; thao tac thuan thuc khi cung cép dich vu; thai
do niém nd, than thién khi tiép xUc... tht ca cac hoat dong do cua nhan vién déu tac
dong tich cuc dén khach hang. Chiing 1am cho khach hang c6 cam nhan tt hon vé chat
luong san phém, dich vu va cam théy dugc coi trong. Diéu d6 s& khién ho hai long.

Ngoai ra doanh nghiép co thé thuc hién cac hoat dong cham soc khach hang khac
nhu: tang qua, hoi tham nhan nhirng dip dac biét, t6 chirc hoi nghi khach hang, giri mau
san pham m&i dé khach hang dung thir...Cac hoat dong nay nhim ting cudng mdi quan
hé than thiét véi khach hang, dé khach hang biét rang ho duoc doanh nghiép quan tdm
moi noi, moi 10c.

2) Quyét dinh mivc dp chim séc khdach hang

Muc d6 cham soc khach hang thé hién cac chi sd vé chat luong, khdi luong,
quy md, tan suét... tién hanh cac hoat dong chim soc khach hang. Mot hoi nghi khach
hang c6 thé gdm mot sd it hay dong dao khéach hang, cé thé dugc t chirc theo quy hay
theo nam. Qua ky niém cho khach hang nhan dip nim méi ciing c6 thé 1a mot tim buu
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thiép, mot cudn lich nhung ciing cé thé 1a mot moén qua dat tién hon.

Mirc d6 chiam soc khach hang thuong dwoc cin nhic dua trén hai yéu té chinh
la kha ning ctia doanh nghiép (ngudn luc tai chinh, nhan sy...) va mic do chim soc
khach hang cua dbi thi.

3) Quyét dinh vé hinh thirc cham séc khich hang

Hoat dong chim soc khach hang ctia doanh nghiép c6 thé dugc to chirc bing rat
nhiéu hinh thitc khac nhau nham bao dam phu hop v6i mang ludi t6 chirc, kha ning
cua doanh nghiép va thuén tién cho khach hang.

a) Doanh nghiép c6 thé tw t6 chirc ldy mang lwGi cham séc khdach hang

D4y 14 hinh thirc ma doanh nghiép sé tu to chirc 1y phuong tién, co sé vt chit,
nhan lyc, dja diém... Vach ra cac chuong trinh, ké hoach cham soc khach hang. V61 hinh
thirc nay doanh nghiép sé chu dong trong cong tac cham soc khach hang va nhanh nhay
trong viéc thu thap thong tin phan hoi cua khach hang. Hinh thitc ndy doanh nghiép s&
phai dau tu co s¢ vat chat ban dau, to chirc luc luong... Néu kha ning ciia doanh nghiép
1a ¢6 han hoac doanh ngjhi¢p méi budc vao thi trudng va con phai tap trung vao céc linh
vuc then chdt thi viée t6 chirc 14y mang ludi cham soc khach hang theo hinh thirc nay
s€ khong phu hop.

b) Doanh nghiép thué cdc té chirc khdc thuc hién viéc cham séc khdach hang

Véi hinh thtrc ndy doanh nghiép ¢ thé sang tao ra nhiéu cach thirc cham soc
khach hang khac nhau, mang lu6i chim s6c khach hang rong khip va tiét kiém duogc
chi phi nhan lyc cho cong tac cham soc khach hang. Song vai hinh thiric nay, viéc thu
thap thong tin phan hoi tir khach hang qua nhiéu trung gian, d6 chinh xac va nhanh
nhay giam di rat nhiéu.

¢) Doanh nghiép thod thudn véi cdc nha phdan phéi dé ho dam nhiém viéc cung
cdp dich vu chdam séc khéach hang

Pay 1a hinh thirc ¢6 rat nhiéu uu diém boi cac nha phan phdi 13 nhitng ngudi
hiéu 16 sén phém va khach hang cia minh nén ho thuan loi trong viéc cham séc khach
hang, tdn dung, phat huy duogc nguén nhan luc, co s& vat chat k¥ thuét. Béng thoi, néu
doanh nghiép c6 mang ludi cac dai Iy cic nha phan phoi rong khap thi ciing ddng nghia
v6i mang ludi cham soc khach hang, s& tiép xtic gan véi khach hang.

Vén dé quan trong d6i v6i doanh nghiép 1a Iya chon duoc hinh thic cham soc
khach hang nao thich hop nhét dbi voi minh. Khong phai luc nao ciing duy tri mot hinh
thure 1a c6 hi¢u qua va hay nhat. Viéc lua chon mot hinh thirc chim séc nao d6 c6 nhiéu
yéu t6 chi phéi nhung cim ct vao cac yéu td sau:

e Kha ning bao quat, tiép xtic khach hang.
e Kha ning diéu khién cia doanh nghiép.
e Kha nang chi phi ciia doanh nghiép.

e Su linh hoat cua hinh thtec.
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Xu huéng ngay nay, cac doanh nghiép thuong két hop cac hinh thirc khac nhau
dé phat huy diém manh, han ché diém yéu cta timg hinh thirc va mang lai hiéu qua
cao nhat.
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TOM TAT NOI DUNG CHUONG 3

. Dé c6 thé ban hang thanh cong, ngudi ban hang can phai hiéu biét rd vé khach hang
thong qua tim hiéu céc ung xir cia ho, dong nghia véi viéc nguoi ban hang phai
nghién ctru hanh vi mua hang ctia khach hang. Hanh vi mua hang cua khach hang
1a nguoi tiéu dung cudi cung va khich hang 14 t6 chirc ¢ nhiing diém khac nhau
theo d6 doi hoi doanh nghiép phai t6 chirc ban hang khac nhau ddi véi ting loai
khach hang.

. Céc k¥ nang chinh phuc khach hang 1a rat can thiét dé thanh cong trong ban hang.
Dé gi6i thiéu hang hoa, ngudi ban hang can biét nhan dién cac dic tinh cia san
pham ma céc dic tinh d6 c6 thé mang lai loi ich cho khach hang (k¥ ning ndi cau
loi ich). Vira ban hang, nguoi ban hang can phai thuyét phuc khach hang dé ho di
dén quyét dinh cudi cung 13 mua hang (k¥ ning thuyét phuc). Trong mét sé truong
hop khach hang gap phai mot sé vin dé ciia ho hodc dua ra cac dé nghi ma doanh
nghiép khong thé giai quyét dugc, ngudi ban hang phai khéo 1éo tir chdi (k¥ ning
tir chdi). Cac k¥ nang khac nhu xt 1y phan ddi va thuyét trinh ban hang cling rat
can thiét dé co thé ban hang thanh cong.

. Nhan vién ban hang phai hiéu va tuin thi cac k¥ thuat ban hang. Cac k¥ thuat nay
khac nhau ddi v6i ban hang truc tiép hodc ban hang qua trung gian.

. Cac khach hang quan trong theo doanh sd, theo tin suit mua hang hoic theo loi
nhuan mang lai cho doanh nghiép c6 thé duoc hudng nhitng wu dai danh riéng cho
ho. Doanh nghiép c6 thé ap dung nhiéu phwong phap dé quéan tri mbi quan hé voi
cac khac hang kiéu nay, ché d6 ap dung riéng d6 thuong duoc goi la ché d6 khach
hang lén.

. Cham séc khach hang 1a phuc vu khach hang theo cdch ma ho mong mudn duoc
phuc vu. Du dinh nghia ngin gon nhung ham chira nhiéu ndi dung. Doanh nghiép
can nghién ctru méi nam rd duoc khach hang mong muén gi dong thoi doanh
nghiép ciing phai vugt qua moi han ché vé nguon lyc dé dap ung khach hang theo
cach ma ho mong mudn.
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CAU HOI ON TAP VA THAO LUAN CHUONG 3

Tai sao ngudi ban hang phai hiéu rd cac yéu to anh hudng dén hanh vi mua hang
cta td chirc hodc hanh vi mua hang cia ngudi tiéu dung cudi cung?

Phén tich cac yéu t6 anh hudng t&i hanh vi mua hang cta to chic. Lay vi du dé chi
ra rang voi cung mot loai san pham, hang hda nhung quyét dinh mua cua t6 chtrc
va clia ngudi tiéu dung cudi cung c6 thé khac nhau.

Trinh bay vai trd clia nhitng ngudi tham gia vao tién trinh quyét dinh mua hang cua
t6 chirc? Hanh vi mua hang ndo c6 nhiéu ngudi tham gia nhat? Tai sao?

Phén biét hanh vi mua hang l3p lai va hanh vi mua hang 1an du ctua khach hang 1a
céc to chirc ?

Hay phan tich nhiing cach thitc ma ngudi ban co thé s dung dé nhan ra nhu cau
cua nguoi mua.

Mot doanh nghiép kinh doanh cac dich vu vién thong, sau khi sau khi tim hiéu cac dic
diém va qui mo khach hang, doanh nghiép nay phan loai khach hang thanh 3 nhom
nhu sau:

S6 KH ciia nhém / tong D.thu dy Kién ciia

TT|  Nhém khach hang s6 KH ciia Cty (%) nhém / tong D.thu

cua Cty (%)

1 | Ca nhan, ho gia dinh 75 23.5

2 | Doanh nghiép vtra va nho 20 21.5

3 | Doanh nghiép qui mé 16n 5 95

Hay dé xuat phuong phap ban hang phu hop ddi véi nhom khach hang 1 va

nhém khach hang 3.

7.

Ban dang 1ap ké hoach cho gidi thiéu hoc sinh tét nghiép PTTH ¢ dia phuong ding

ky thi vao truong Dai hoc X. Muc tiéu cua ban 1a giup ho théy dugc nhiing g1 ich

khi hoc ¢ truong va sau khi ra trudong:

a. Hay liét ké nhitng phan d6i ma ban c6 thé gip.

b. Ban sé& lam gi dé nhitng xur 1y nhitng phan d6i mot cach hiéu qua ? Bé xuat mot
sO cau phan ddi c6 thé gip va phuong an tra 15i c6 tinh thuyét phuc.

Hiy dua ra ba vi du thé hién quyét dinh mua cta ban khong bi gia ca lam anh

huéng. Tai sao diéu d6 lai xay ra va diéu d6 c6 y nghia gi dbi voi nguoi ban hang?

Mo ta ba quyét dinh mua sim ma ban thuc hién gan day thudc vao loai giai quyét

van dé mua theo cach bao quat, giai quyét van dé mua theo cach han hep va phan

hoi tu dong. Tai sao ban lai phan loai theo cach nay?
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10.M5b ta qua trinh mua hang gom nhiéu ngudi ma ban biét. M6 ta vai tro ciia ho. La
ngudi ban hang, ban s& lam gi dé anh huong dén qué trinh d6 sao cho c6 1gi cho
minh?
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Churong 4: Thiét ké va t6 chirc lrc lwong ban hang trong doanh nghiép
CHUONG 4

THIET KE VA TO CHUC
LUC LUQNG BAN HANG TRONG DOANH NGHIEP

Muc dich:
e Nim bit duoc cach thirc phan chia khu vuc ban hang va quan 1y dia phan
ban hang ctia doanh nghiép.
e Hiéu biét qui trinh va cac yéu t6 anh hudng téi quyét dinh té chirc kénh
phan phdi ctia doanh nghi¢p
e Biét cach xac dinh co ciu, qui mé cua luc lvgng ban hang
e Hiéu biét vé cac ché do dai ngd nhan vién ban hang
Noi dung:
e Xéc dinh dia phan ban hang va kénh phan phdi
e Xac dinh co cau cua luc lugng ban hang
e Xadc dinh qui mo cua luyc lugng ban hang

e Xac dinh ché d¢ dai ngd luc lvong ban hang

4.1. XAC PINH PIA PHAN BAN HANG VA KENH PHAN PHOI
4.1.1. Phan chia khu vuc ban hang va quén ly dia ban

1) Phédn chia khu vuwc bdan hang

Phan chia khu vyc ban hang 13 phan nhém cac khach hang theo lanh tho dia 1y,
theo san pham, theo loai khach hang...nham phé&n céng cac nhan vién ban hang phuc
vu mdt cach hop ly, dé ra cadc chuong trinh ban hang hiéu qua.

a) Cac muc tiéu can dat dwoc

- Pam bao khach hang nhan duoc su quan tam phuc vu tot nhat, cac nhan vién
ban hang thyc hi¢n du s6 lan tham viéng ban hang.

- Panh gia tiém nang ban hang & mot khu vyc va nhan vién ban hang khai thac
to1 da doanh s6 & khu vuc do.

- Kiém soat chi phi, danh gia va diéu chinh hoat dong cta nhan vién ban hang.

- D& thuc hién chirc ning quan 1y va tiép thi khac.

b) Qui trinh phdn chia khu vuc ban hang

Viéc phan chia khu vuc ban hang dugc thyuc hién qua 6 budc co ban sau day:

Budc 1: Lua chon don vi hoach dinh co ban:

Pon vi hoach dinh co ban 1a don vi nho nhit duge danh gia vé luong ban hang
trong mot khu vuc nhu khach hang /loai khach hang, quan, khu vuc kinh doanh...
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Budc 2: Panh gia luc luong ban hang hién tai va tiém ning cua cong ty:

- Xac dinh lugng ban hang hién tai thuc hién véi don vi hoach dinh co ban

- Xac dinh lugng ban hang tiém nang véi don vi hoach dinh co ban

- Xac dinh cong viéc thuc hién véi tung don vi hoach dinh co ban.

Budc 3: Phén chia thi trudng thanh nhiéu khu vuc cin ¢t tiém ning ban hang
hoac can cur lugng cong viéc:

Quan tr1 vién ban hang phan chia khu vyc ban hang thanh cac khu vuc nhé hon
v6i tiém nang ban hang tuong ddi ngang nhau.

Budc 4: Diéu chinh thiét ké:

Quan tri vién ban hang xem xét diéu chinh viéc phan chia khu vuc theo yéu t6
khac ngoai lugng ban hang tiém niang (nhu phan chia theo chi phi hay theo khéi luong
cong vi€c).

Budc 5: Panh gia nhitng van dé vé nhan su ban hang:

Xem xét cac yéu td ctia nhan vién ban hang nhu: méi quan hé sin c6 véi khach
hang, kién thirc ctia nhan vién dap tng yéu cau cua khach hang, cic diéu kién di
chuyén...).

Buéc 6: Hoan tét thiét ké:

Thao luan véi luc luong ban hang, xem xét cac van dé hanh chinh cubi cung,
dé trinh 1én cép cao hon va trién khai thuc hién.

2) Qudn ly dia ban

Dia ban ban hang 1a nhitng khu vuc dia 1y nhat dinh ma nhiing khu vuc nay c6
kha ning déng gop doanh s cho doanh nghiép. Trong kinh doanh dic biét 1a trong
khau td chirc ban hang thi xac dinh dia ban va quan 1y dia ban 1a nhiém vy quan trong,
anh huong truc tiép dén doanh sé ban hang. Dia ban ban hang c6 thé 1a mot mién (bac,
trung, nam) ciing c6 thé phan chia nhé hon dén cap quan, huyén.

Quan ly dia ban dugc hiéu 1a cong tac chon lya dia ban, td chirc cac hoat dong
trén dia ban d6 va quan ly, danh gia cac nguén luc duoc st dung trén dia ban nham dat
cac muc dich, muc tiéu da dit ra voi hidu qua nhat.

a) Vai tro cua quan ly dia ban

Do dia ban déng gdp doanh sé ban hang nén c6 anh hudng dén su ton tai va
phat trién ctia doanh nghiép. Vai trd nay dugc thé hién cu thé nhu sau:

- Quan 1y dia ban lam tang doanh s0, han ché su phat trién cua doi thu déng thoi
t6i da hoa kha niang kinh doanh.

- Quan 1y dja ban tbt 1a co sé dé hoat dong ban hang dién ra dwgc thuan loi.
Nhén vién ban hang c6 hiéu suat chao hang, phat trién khach hang cao.

- Quan 1y dja ban chit ché giup doanh nghiép quan 1y tét cong no véi khach
hang va dé dang trién khai cac chuwong trinh xuc tién, hd tro ban hang.
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b) Thong tin cua dia ban

- Vi tri dia Iy Nguoi quan 1y dia ban can phai biét dia ban ndm & khu vuc nao,
dic diém moi truong vi mo va tit ca cac dic diém khac anh hudng toi qua trinh van
chuyén va béan hang.

- Qui mé dia ban: Cac thong tin can nam rd 13 giéi han dia ban, dién tich, dan
s0 ddc biét 1a mat do dan cu.

- §6 lwong khach hang: Nguoi quan 1y dia ban can nam rd s6 lugng khach hang
hién tai ctia cong ty va ude lwong khach hang tiém nang trén timg dia ban. Mot nhén
vién ban hang kinh nghiém s& biét dugc diéu nay ngay khi méi nhan dia ban quan 1y
thong qua sb liéu cong ty cung cip, thong tin tir thi trudng va kinh nghiém ban than.
D6i v6i mdi khach hang thi cac thong tin can ¢ bao gdm: tru so, tinh hinh kinh doanh,
cac nguodn luc, quan hé xa hoi. ..

- Pdéc diém khdch hang: Ngudi quan 1y dia ban can phan loai khach hang trong
dia ban dé nhan dang cac hanh vi tac dong phu hop. Cac khach hang c6 thé duoc phan
loai theo cac ti€u chi nhu:

e Theo cuong d0 mua hang: mua thuong xuyén, dinh ky hoac dot Xuat

e Theo tinh méi — cii: khach hang mua lan dau, mua lai

e Theo myc dich mua hang: mua dé san xuit, dé st dung, dé ban lai

e Theo ddi tuong mua hang: khach hang 1a t6 chtrc, ¢4 nhan ho gia dinh.

Ngudi quan 1y dia ban ciing can quan tdim dén dic diém hanh vi mua cia céc to
chtrc, ca nhan trén dia ban.

- Tinh hinh canh tranh: Can biét cac thong tin vé s6 luong d6i thu chinh dang
hi¢én dién trén dia ban, cach thuc kinh doanh cua ho, cac chuong trinh xtc tién ban
hang dang 4p dung va thé manh, ngudn lyc cta ddi thu.

C) Phuong phap quan ly dia ban

Budc 1: Nam viing thong tin dia ban va phan tich thong tin. Cac thong tin vé
dia ban nhu pham vi, qui mo, dac diém khach hang, d6i thu canh tranh...can dugc thu
thap va phan tich nham nhan dién duoc co hoi cling nhu de doa ddi vé6i hoat dong ban
hang cua cong ty trén dia ban.

Budc 2: Hoach dinh va té chtec. Cong tac hoach dinh va td chire lién quan dén
viéc xac dinh muc ti€u dat duogc trén dia ban, dinh ra cach ban, gia ban, cach thirc quan
1y cong no, quyét dinh sé lwong dai Iy va mot s6 cach thirc to chirc quan 1y nhan vién.

Budc 3: Trién khai quan ly ban hang trén dia ban. Trién khai ban hang thong
qua phan loai khach hang, phan chia khu vuc va to chic cong viée. Trién khai ban
hang can dam bao mot sb nguyén tic nhu: bam sat, theo ddi nhirng yéu cau cua khach
hang; giit 161 htra v6i khach hang; ludn c6 ké hoach hanh dong truéc nhitng thong tin
tor hoat dong ban hang, 1am chu dia ban kinh doanh.

4.1.2. Lwa chon kénh phan phoi
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Hoat dong ban hang ctia doanh nghiép ludn ton tai cac dong van dong cua cac
yéu t6, nghiép vu lién quan dén né nhu dong san pham vat chat, dong thanh toan, dong
thong tin, dong khuyén mai...Kénh phan phdi chii yéu trinh biy dong van dong cua
hang hoa, vat chét, dich vu trong qué trinh ban hang cta doanh nghiép

Kénh phan phdi 13 tap hop cua nhirng t6 chirc doc 14p tham gia vao qua trinh
dua san pham dich vu dén tay nguoi tiéu dung.

Céac quyét dinh vé kénh phan phdi 1a nhitng quyét dinh hét sirc quan trong quyét
dinh su thanh cong ctia doanh nghiép. Cac doanh nghiép cé thé Iya chon ty minh phan
phdi hay phan phéi thong qua trung gian. S6 lwong trung gian dugc st dung trong kénh
phan phdi tao nén cac cap do cua kénh - hinh 4.1 va hinh 4.2:

. R Ngwe&i
Nha san > + Nguoi > tiéu ding
xuat | ban budn .| Nguoi ban
”| + Pai ly " B
—>  Daily » + Nguoi > >
' ban budn

Hinh 4.1: Nhitng kénh phén phéi dién hinh trén thi trieong hang hod tiéu dung

\ 4

Ngudi phan phéi
cbng nghiép

\ 4

\ 4

Nha san
xuat

Nha san
xuat

\ 4
A\ 4

bai ly

\ 4

A\ 4
\ 4

Ngudi phan phéi
cbng nghiép

Dbai ly

Hinh 4.2 Nhitng kénh phdn phéi dién hinh trén thi trieong céng nghiép

- Kénh cdp 0: Hay con goi 1a phan phdi truc tiép. Nha san xuat truc tiép phan
phdi dén nguoi st dung cudi ciing. Hinh thtrc nay thudng xuat hién trong thi trudng to
chirc (cong nghiép) khi sb lwong khach hang nho, gia tri cac don hang 16n, va cac san
pham/dich vu thuong c6 tinh chat k¥ thuat phuc tap. Trong thi truong tiéu dung, ban
hang dén tan nha, ban hang qua thu, ban hang truc tuyén déu 1a cac hinh thirc phan
phdi truc tiép.

- Kénh cdp 1: Bao gdm mdt cip trung gian, vi du nhu nguoi ban 1¢ trong thi
trwong tiéu dung hay nha phan phdi cong nghiép trong thi truong cong nghiép.

- Kénh cdp 2,3: Bao gbm nhiéu hon mét cdp trung gian, c6 thé 1a 2 hay 3 cép
trung gian. Trong thi trudng tiéu dung c6 thé ton tai cac dai 1y, nhitng nha ban budn,
va nhitng nguoi ban 1€. Trong thi trudng cong nghiép, bén canh nhitng nha phén Ehéi
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cong nghi¢p con cd nhirng dai dién cua nha san xuat.

a) Cdc dang kénh phdn phoi

Doanh nghiép c6 thé st dung mét trong sb nhitng dang kénh phan phdi 1a kénh

phén phdi truc tiép, gian tiép hay hon hop.

- Kénh truc tiép: doanh nghiép khong sir dung ngudi mua trung gian dé phan

phdi hang héa. Luc luong ban hang hang cia doanh nghiép va ké ca dai 1y theo hop

ddng chiu trach nhiém truc tiép t6i tin nguoi tiéu dung cudi cung - Hinh 4.3.

- Kénh gidan tiép: doanh nghiép ban hang ciia minh cho ngudi sir dung thong

qua cac ngudi mua trung gian (ngudi budn, ngudi ban 18). Khach hang truc tiép cua

doanh nghiép 1a nguoi ban buén hodc nguoi ban 1¢ - Hinh 4.4.

- Kénh hén hop: 1a phuong an sir dung ddng thoi 2 dang kénh truc tiép va gian

tiép. Doanh nghiép vira ban hang tryc tiép t6i nguoi tiéu dung cudi ciing, vira ban qua
trung gian - Hinh 4.5,

LUC LUQONG BAN HANG CUA

DOANH
NGHIEP

DOANH NGHIEP

PAI LY THEO HQP PONG

Hinh 4.3: Kénh phan phéi truec tiép

DOANH
NGHIEP

LUC LUQNG BAN HANG

Y

CUA DOANH NGHIEP

PAI LY THEO HQP PONG

n

NGUOI
MUA
TRUNG
GIAN

Hinh 4.4: Kénh phdn phéi gian tiép

NGI;’(‘)‘[
TIEU
DUNG
| NGUOI
"I TIEU DUNG
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PAI

A 4

LY/
LUC

DOANH ) TIEU
NGHIEP

. Ol
LUONG NGUO

BAN NGUOI

CUA TRUNG

DOANH GIAN
NGHIEP

\4

Hinh 4.5: Kénh phdn phéi hon hop

b) Thiét ké hé thong kénh phdn phdoi

Heé théng kénh phan phdi va mé hinh tiéu thu c6 anh hudng rat 16n dén hiéu qua
ctia lvgng hang hoa tiéu thu va gia thanh cua hang hod ban ra. Viéc thiét ké kénh phan
phdi hop 1y 12 co s& dé san pham di chuyén thuan loi tir noi san xuat ti noi tiéu thy

va thong qua d6 thuc hién tét gia tri trao d6i san pham ciia doanh nghiép.

Qui trinh thiét ké hé thong kénh phan phdi bao gdm 5 budc co ban sau:

Nghién ctru, phan tich cac yéu t6 anh hudng t6i sy lwa chon kénh phan phdi
Xéc dinh cac myc tiéu va tiéu chuan cia hé théng phan phdi

Xéc dinh cac phuong an kénh phan phoi

Lua chon va phat trién cac phan tir trong kénh phan phoi

Diéu chinh hé thong kénh phan phdi

(1) Nghién citu, phén tich cdc yéu té anh hwéng t&i sw lira chon kénh phan phéi

Quyét dinh lgya chon kénh phan phéi chiu anh hudng cua 4 nhom nhan td sau:

- San pham

> Dinh gia san pham

» Trong lugng va thé tich

> Kiéu dang

> Tinh d& hong ctia san pham

» Loai hinh va qui cach

- Thi trudng

> Yéu ciu ctia khach hang
> Mat do phan bd cua khach hang
> Tan sudt mua cta khach hang

> Tiém lyc phat trién thi trudng
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» Nhu cau canh tranh thi truong
» Tinh trang kinh doanh thi trudong
- Tinh trang ban than doanh nghiép
» Nang luc va uy tin
» Nang lyc tiéu thy
> Trinh d6 phuc vu cua doanh nghiép: Kénh truc tiép dam bao cung cap
dich vu khach hang day du va chu dao

- Hoan canh khach quan

(2) Xdc dinh cdc muc tiéu va tiéu chudn ciia hé thong phdan phéi

Cac muc ti€u cua hé théng kénh phan phéi duoc xac dinh trén co s& muc tiéu
chung cua doanh nghiép va cac muc ti€u cu thé cia ban hang. Thong thudong muc tiéu
cua h¢ thong kénh phan phoi ¢ thé la:

e Giam chi phi hoat dong

e Muec do kiém soat kénh

e Quan h¢ véi cac thanh vién kénh
e Ting cuong cac nd luc ban hang
e HO tro vé dich vu va ky thuat

e Thong tin phan hoi tir thi trudng
e Hinh anh cta cong ty

(3) Xdc dinh cdc phwong én kénh phdn phéi

Céac phuong an kénh phan phdi dugc xac dinh trén co sé tan dung hiéu qua wu
diém cua cac loai kénh, dam bao cac muc ti€u cia h¢ thong phan phdi da dat ra. Phuong
an kénh phan phoi duoc xac 1ap sau khi da lam rd d6 dai va d rong ctia kénh phan
phoi phu hgp véi doanh nghiép

- Lira chon @3 dai ciia kénh. Doanh nghiép can lua chon giita kénh tiéu thu truc
ti€p, gidn tiép hay ca hai.

- Lwa chon do rong cua kénh. Do rong cia kénh la $6 lugng trung gian cung
loai hinh trong mot cép kénh 1a nhiéu hay it. C6 ba chién luge thuong 4p dung 1a phan
phdi doc quyén, phan phdi chon loc va phan phdi dai tra.

(4) Lira chon va phdt trién cdc phan tir trong kénh phdn phéi

Céc phan tir chi chét cua kénh phan phdi gdm 2 nhom co ban 13 lyc lugng ban
hang cta doanh nghiép va cac ctra hang trung gian. Viéc lya chon va phat trién cac
phan tir trung gian phan phoi can quan tdm dén khau tuyén chon va khuyén khich cac
phan tu do.

- Cac yéu t6 can khao sat khi lya chon trung gian phan phdi bao gom: thi trudong
muc tiéu, vi tri, nang lyc ti€u thy, trinh d6 phuc vy, tinh hinh tai chinh...
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- C6 thé khuyén khich céac ctra hang trung gian theo hinh thirc tryc tiép (thuong
tién theo hiu suat ti€u thu) hodc gian tiép.
(5) Piéu chinh hé théng kénh phan phoi
Trong thi tredng canh tranh, kénh tiéu thu Iy tudng phai ludn bién doi. Mot két
cau kénh xac dinh khong thé dem lai hi€u qua ti€u thy mai duogc.
Céc hinh thire cai tién kénh:
e Tang giam thanh vién kénh
e Ting giam mot sd kénh tidu thy
e Cai tién toan bo hé thong kénh tiéu thu

Cé4c biéu hién can cai tién hé théng kénh:
e Khach hang cubi cung khong vira ¥
e Kénh mdi chua dugc phat hién
e (6 khoang trong trén thi trudng
e Toan bo hé théng kénh c6 nhu cau cai tién
e Mubn giam dan trung gian.

4.2. XAC PINH CO CAU CUA LUC LUQNG BAN HANG

Co cau to chirc ctia luc lwong ban hang 14 sy phan b, xip xép nhan su ban hang
mot cach hop ly nham mang lai loi ich t61 da cho doanh nghiép. Tuy theo dic di€m cu
thé cua doanh nghiép, luc lvong ban hang thuong duogc t6 chirc theo san pham, theo
vung dia 1y, theo nhom khach hang hodc tong hop & cac dang sau:

1) Té chire lwe lwong bdn hang chuyén mén hoa theo khu vwe dia Iy

Lyc lugng ban hang duogc bo tri theo cac khu vuc dja ly nhit dinh dé ban hang
- hinh 4.6.

a) Uu diém

- Méi nguoi ban hang co6 trach nhiém rd rang trén dia ban dugc giao vé toan bod
cac hoat dong ban hang.

- Giam duogc chi phi di lai ctia ngudi ban hang, tiét kiém duoc thoi gian va cong
suc cua nguoi ban hang.

- Nguoi ban hang gian bo voi mot khu vue, hiéu biét k§ ludng khu vuc duogc
giao phu trach. Biéu nay tao di€u kién thuén 1¢i cho nguo1 ban hang hoan thanh nhiém
vu.

- Kiéu b tri nay rat don gian va phu hop khi cong ty chi ban 1 loai hodc rét it
loai san pham va cac san pham d6 tuong doi giong nhau.

b) Han ché

- Do mot ngudi ban hang phai phu trach ban tat ca cac loai san phim cia cong
ty do1 voi tat ca cac khach hang nén gay kho khan cho ho (do khé hi€u hét tat ca cac
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san pham).
- Do mot nguoi ban hang phai phu trach ban hang cho tit ca cac loai khach hang
khac nhau nén gay kho khan cho ho

Giam dé6c ban hang

Giam ddc ban hang

khu vuc A
Phu trach BH Phu trach BH Phu trach BH
khu vuc Al khu vuc A2 khu vuc A3
1 1 M1 1 1 1T T 1 r
Nhéan vién ban hang Nhén vién ban hang Nhéan vién ban hang

Hinh 4.6: T6 chitc lwc lwong bdn hang chuyén mon hoa theo khu viee dia Iy
2) Té chire lwe lwong bdan hang chuyén moén héa theo sin phim
Khi doanh nghiép c6 nhiéu loai hang hoa, dich vu khac nhau thi nguoi ta thuong
chia ra thanh mét s nhom hang hod, dich vu tuong tu nhau va giao cho mdi nguoi
ban hang phu trach ban nhém hang ho4, dich vu. Mbi nguoi ban hang can phai hiéu 1o
nhom hang hoa dugc giao. Kiéu ban hang nay thuong duoc ap dung cho cac san pham
cong nghé cao, doi hoi ngudi ban hang phai c6 kién thitrc chuyén sau vé san pham dé
giai thich, tu van cho khach hang - hinh 4.7.
a) Uu diém
e (Cac b0 phan phéi hop duoc thuan loi, hoat dong linh hoat.
e Céac qui dinh vé trach nhém, khen thudng dé dang.
b) Han ché
e Han ché 16n nhét ciia cach bd tri nay 1a néu mot khach hang mua nhiéu
loai san pham cua cong ty thi ho phai dong thoi tiép xuc voi nhidu ngudi
ban hang cua cong ty. Do vay, s€ lang phi thoi gian chao hang, chi phi di
lai va gay phién toai cho khach hang.

e ToOn nhiéu chi phi trd lwvong cho nhan vién va tao cdm giac khong 6n dinh
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Giam déc ban hang
|
Trwédng phong BH

Phu trach nhom Phu trach nhém Phu trach nhém
san pham A san pham B san pham C
1] 11 T T 1 FTT T 11 T

Nhéan vién ban hang Nhén vién ban hang Nhéan vién ban hang

Hinh 4.7: T6 chikc lyc lirong bdn hang chuyén mon hoa theo san pham

3) T6 chirc lwe lwong bdan hang chuyén moén héa theo khdch hang

Theo cach bd tri nay thi khach hang duoc chia thanh cac nhom twong tu (phan
doan khach hang). Mdi ngudi ban hang duoc giao nhiém vy ban hang cho mdt phan
doan khach hang - hinh 4.8.

Giam dé6c ban hang
I
Trwédng phong BH

Phu trach nhom
khach hang A

Phu trach nhom
khach hang B

Phu trach nhom

khach hang C

o

Nhéan vién ban hang

| [ I I_H

Nhan vién ban hang

11 FT1
Nhén vién ban hang

Hinh 4.8: 76 chitc lwc lrong ban hang chuyén mdn hoa theo khach hang

a) Uu diém

- Nguoi ban hang c6 thé hiéu rd nhu cau ciia khach hang tir d6 ¢6 kha nang dap
ung cao. C6 thé xay dung chuong trinh ban hang phu hop véi tirng doéi tuong khach
hang

- Con vé phia khach hang thi ho chi can tiép xtc vi mot nhan vién ban hang
cua cong ty la c6 thé mua duogc tat ca cac loai sdn pham.
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b) Han ché

- Trong trudng hop dia ban cu tri cua khach hang twong d6i trai rong, thi pham

vi di lai ciia ngudi ban hang qua rong, chi phi cao, ton kém thoi gian.

- Viéc danh gia két qua ban hang giita cac nhom ban hang 1a kho khin va dé tao
ra mau thuan.

4) Té chirc lwc lwong bdn hang theo kiéu hén hop

Khi doanh nghiép c6 nhiéu hang héa ban trén dia ban rong 16n thi viéc bd tri
luc lvong ban hang hon hop s€ khac phuc dugc nhirng han ché cia cac cach té chic
trén day. Co thé bo tri ban hang theo cac kiéu hon hgp sau day:

a) San phdam - khu vire - khach hang : Chia khach hang thanh cac nhém, chia
dia ban ban hang thanh cac khu vyc va chia sdn pham thanh cdc nhom tuong ty nhau.

b) Sin pham - khu vue: Chia dia ban thanh cac khu vuc, giao cho mdi ngudi
ban hang ban mot nhém san pham gan nhau trén mot khu vyec.

) Khu vuc - khach hang.

d) Khach hang - san pham. ..
4.3. XAC PINH QUI MO CUA LUC LUQNG BAN HANG

Qui mo cua lyc luong ban thé hién qua sb lugng nhan vién ban hang & tung vi
tri khac nhau nhu sé lugng nhan vién ban hang, s giam sat ban hang, s6 luong giam
doc ban hang khu vuc...Qui mé cua luc lugng ban hang phu thude vao co cau cua luc
luong ban hang, cac muc ti€u va chi ti€éu ban hang, s6 luong khach hang muon tiép
can va quy luong danh cho hoat dong ban hang.

Thong thuong, cac doanh nghiép st dung phwong phap khéi lieong cong viéc dé
xac dinh thong qua céc budc sau:

Buére 1. Xdc dinh tong sé khdch hang sé tiép cdn:

Tong sb6 khach hang sé tiép can = tong sé khach hang hién c6 + tong sd khach
hang mai du tinh sé€ c6 trong ky

Buoc 2. Phan nhom khach hang theo qui mo:

Duya vao udce tinh khéi luong tiéu thy hang nam cia ting dbi twong khach hang.

Buée 3. Xdc dinh tan sudt viéng tham trong ky:

Tan suat viéng tham thuong tinh mdi ky 12 1ndm véi 12 thang, mdi thang 4 tuan
va moi tuan 6 ngay.

Buée 4. Xac dinh tong khoi lwong cong viéc hay tong soé lan viéng tham:

Tong khéi lugng cong viée hay tong sb 1an viéng thim duoc xac dinh bang cach
nhan so lugng khach hang voi tan suat viéng tham.

Buée 5. Xdc dinh s6 lan viéng tham khdch hang trung binh ciia 1 nhan vién ban
hang:

C6 thé st dung mot s6 phuong phap dé xac dinh nhu cir nhan vién lam tha,
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khao sat uéc doan dya vao thoi gian yéu cau viéng thim, luong khach hang va phan
b6 khach hang trong khu vyc.

Buée 6. Xdc dinh s6 nhan vién bdn hang can thiét:

Bang cach chia tong s 1an viéng thim can thiét trong 1 nim cho sb 1an viéng
tham trung binh ma 1 nhan vién ban hang cé thé thyc hién duoc.

Buée 7. Xdc dinh s6 lwong gidm st ban hang:

Sb lwong gidm sat ban hang dugc tinh toan trén co s& phin cong quan 1y nhan
vién ban hang va tuy thudc vao tung dia ban.

4.4, XAC PINH CHE PQ PAI NGO LUC LUQNG BAN HANG

Dii ngd 1a luc luong ban hang 13 qua trinh cham lo doi séng vét chat va tinh
than ctia doi ngii ban hang dé mdi ca nhan thudc ddi ngii ndy c6 thé hoan thanh tot
nhiém vu duoc giao va qua d6 gbp phan hoan thanh muc tiéu cua doanh nghiép.

bai ngd duogc thuc hién qua hai hinh thirc co ban 1a dai ngo tai chinh va phi tai
chinh. Pai ng0 tai chinh Ia hinh thic dai ngd thuc hién br?mg cong cu tai chinh, bao
gdm tién lwong (co ban), tién thudng, phu cap, phic 1oi, trg cdp, cd phan...Dai ngd
phi tai chinh 1a qua trinh chim lo cudc séng tinh than cta nguoi lao dong thong qua
nhitng cong cu khong phai tién bac, thong thuong 13 dai ngod thong qua co hoi thing
tién, qua cong viéc tha vi va thong qua cai thién mdi trudng lam viéc.

Céc quyét dinh vé dai ngd luc lwong ban hang thuc hién theo nhitng nguyén tic
co ban cua hoat dong quan tri nhan su ndi chung. Riéng ddi vai viee xay dung ché do
tién lvong cho ngudi ban hang, cac doanh nghiép can cin nhic va lwa chon mot trong
céc hinh thirc tra luong sau day.

(1) Luong thang

- Uu diém: Khuyén khich nhan vién ban hang vao cac hoat dong hd tro ban hang
nhu dich vy, k¥ thuét, thong tin phan hdi. D& hoach dinh va quan ly. Khuyén khich
nhan vién madi hoc viéce.

- Han ché: Khong tryc tiép khuyén khich ban hang. Nhan vién s& diéu chinh nd
luc ban hang theo muc lwong nhan duge. Luong khong gin véi nang suat va loi nhuan
ban hang. Khé do luong két qua cong viéc.

- Diéu kién dp dung: Ban hang theo doi. HO tro dich vu — k¥ thuat, va thong tin
phan hdi 1a quan trong. Can mot thoi gian dai dé ban hang. Str dung nhan vién hoc viée
va nhan vién ban hang bén trong céng ty.

(2) Chi ¢6 hoa hong

- Uu diém: Khuyén khich truc tiép dén ban hang. Tao dong luc t6t cho nhiing
nhan vién ban hang kinh nghiém. D& quan ly. Chi phi ban trir thang vao doanh thu.

- Han ché: Khong khuyén khich cung cép dich vy, ho trg k¥ thuat, hay thong
tin phan hoi. Khong c6 tinh an toan vé tai chinh d6i v6i nhan vién ban hang. Hoa hong
d6i khi khong dugc coi 1a phan thudng ma 1a sy trimg phat. Khong st dung duoc dbi
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v6i san pham ban theo mua.

- Tinh huéng dp dung: San phdm ban nhanh, sé lugng 16n. Dich vu, hd tro k¥
thuat, thong tin phan hoi1 khong quan trong. Luc luong ban hang giau kinh nghiém.

(3) Luong thang + hoa hong

- Uu diém: Vira khuyén khich ban vir ¢6 tinh an toan dbi v6i nhan vién ban
hang. Luong la thu nhap co ban, hoa hong dé khuyén khich tang hi€u suat ban hang.
Tuong do61 dé quan ly. Linh dong hon hai phuong phap trén.

- Han ché: Kho can d6i gitra luong va hoa hdng. Néu luong cao thi hoa hong
giam, ngugc lai lvong thap thi tinh an toan cong viéc cho nhan vién ban hang khong
cao.

- Piéu kién dp dung: Khi ca ban hang, 1am dich vy, k¥ thuat déu can thiét. Can
tim kiém nhirng khach hang méi.

(4) Luong + thuong ca nhan

- Uu diém: Khuyén khich chii y dén dich vu, k¥ thuat, va thong tin phan hoi.
Thuong s€ can cur trén két qua thyc hién nhirng chirc ndng nay. P an toan veé tai chinh
cao doi voi nhan vién.

- Han ché: Thuong sau mot thoi gian duge xem 13 mot phan cua luong. Mat
tinh khuyén khich.

- Piéu kién dp dung: Gidng hinh thic (1). Tuy nhién c6 thé dung phan thudng
dé tap trung no lyc ban mot san pham nao d6 vao mot thi trudng nao do.

(5) Luong + thuong cho nhém

- Uu diém: Tuong ty nhu (4), nhung thudng chung cho mot nhém dé ting hiéu
suat ban hang ciia nhom. Xay dung tinh than dong doi.

- Han ché: Tuong tu nhu (4), tuy nhién thudng cho nhom c6 thé khong khuyén
khich dugc ¢4 nhan nang cao nang suat vi nhitng nhan vién kém, trung binh ciing van
nhin phan thudéng.

- Piéu kién dp dung: Ding trong trudng hop can thic ddy doanh sb chung cua
cad mot bd phan, khu vuc.

(6 ) Lwong + hoa hong + thwdng cd nhan/nhém

- Uu diém: Tao sy an toan vé tai chinh cho nhan vién, c6 tinh khuyén khich
nhan vién ban hang, thuc hién dich vu, k¥ thuat, va thong tin phan hoi.

- Han ché: Hé théng phuc tap, kho quan ly. Khé can dbi gitra luong, thuong,
hoa hong.

- Diéu kién dp dung: Giong cach hinh thirc (3). Tuy nhién thuéng dung dé diéu
chinh khi nhan vién dugc yéu cau thuc hi¢n thém mot s6 cong viéc khac.
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TOM TAT NQI DUNG CHUONG 4

. Trong churc ndng td chtrc hoat dong ban hang, quan tri vién ban hang thyc hién cac
nghiép vu cu thé nhu: x4c dinh dia phan ban hang va kénh phan phé)i, xac dinh kiéu
t6 chuc lyc lwgng ban hang, xac dinh sé luong nhan vién ban hang hay giam sat
ban hang can thiét cling nhu xac dinh ché do ddi ngd d6i véi luc lugng ban hang.

. Phan chia khu vyc ban hang va quan 1y dia ban c6 mbi lién hé chit ché véi nhau
va bao gém nhiing cong viéc nhu chon lya dia ban, td chirc cac hoat dong trén dia
ban d6 va quan 1y, danh gia cac ngudn luc duoc sir dung nham dat cac muc dich,
muc tiéu da dat ra voi hiéu qua nhéat.

. Tap hop nhirng to chirc doc lap tham gia vao qué trinh dwa san pham dich vu tir
nha san xuat dén tay nguoi tiéu dung goi 1a kénh phan phdi. Doanh nghiép c6 thé
thiét ké kénh phan phdi trén co so nghién ctru cac yéu té anh hudng, cac yéu cau
can dat duoc cua hé théng phan phéi, dua trén cac quyét dinh Iua chon sb cép trung
gian trong kénh va s6 lugng trung gian trén cung mot cép kénh.

. Tuy theo dac diém cu thé cta doanh nghiép va thi truong, lyc lugng ban hang
thuong duoc t6 chirc theo san pham, theo ving dia 1y, theo nhém khach hang hoic
t6 chirc theo dang hdn hop.

. Qui mo cua lyc luong ban thé hién qua sb lrong nhéan vién ban hang ¢ tung vi tri
khac nhau. Cac doanh nghiép co6 thé ap dung phuong phap khdi luong cong viée
dé xac dinh qui mé cua luc lugng ban hang.

. Céac quyét dinh vé dai ngd luc luong ban hang thudng thyc hién theo nhitng nguyén
tic co ban cua hoat dong quan tri nhan sy ndi chung. Riéng dbi véi luc lugng ban
hang do mirc 46 dong gop phan anh nhiéu théng qua doanh sb ban nén cé thé st
dung mot sb hinh thire tra lwong trén co sé doanh sé ban.

CAU HOI ON TAP VA THAO LUAN CHUONG 4

. Trinh bay céc hinh thirc t6 chirc luc luong ban hang cia mot cong ty. Lay vi du tai
mot cong ty chuyén nhap khau va phan phdi thiét bi dién lanh (cha yéu 1a ti lanh
v6i di céc kich ¢& va ti bao 6n ding trong céc cira hang), hiy dé xuat phuong 4n
t6 chire luc lugng ban hang ma ban cho 1a hop ly nhat.
. M5 ta qui trinh thiét h¢ kénh phan phéi hang hoa ctia daonh nghiép.
. Phan tich cac yéu té anh hudng t6i quyét dinh lya chon kénh phéan phdi. Lya chon
mot san pham / dich vy ma ban am hiéu va dé xuat phuwong an kénh phan phdi hop
ly.

. Ché d6 dai ngod d6i voi nhan vién ban hang c6 diém gi khac biét so voi ché do dai
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ngd nhan vién & cac vi tri khac trong doanh nghi€p? Hay lya chon mot vi tri ban
hang cu thé, mo ta so bd cong viéc cua nhan vién ban hang do va dé nghi ché do
dai ngd phu hop.

. Cong ty c6 phan kem Trang Tién c6 tong s6 lwong khach hang du dinh tiép can trong
niam 2010 14 22.500 khach hang trong d6 c6 21.800 cira hang va 700 siéu thi. Tan
suat viéng tham khach hang dugc cong ty qui dinh 13 1 tudn/1 1an d6i véi cira hang
va 1 tuan/2 1an d6i véi siéu thi. Nhan vién ban hang ctia cong ty 1am viéc 6 ngay/tuan,
kha ning viéng tham dugc 10 khach hang/1 ngay. Mdi Giam sat ban hang quan 1y
12 nhan vién ban hang. Hay xac dinh sd lwong nhan vién ban hang va giam sat ban
hang can thiét.
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CHUONG 5

QUAN TRI PQI NGU BAN HANG

Muc dich:

e Nim bit duoc qui trinh tuyén chon cac phén tir ciia lyc lugng ban hang.

e Hiéu rd cac hinh thirc va cac phuong phap huén luyén luc luong ban hang.

e (o6 ky nang giam sat doi ngli ban hang.

e (6 kién thirc trong viéc dong vién, danh gia thanh tich ctua doi ngii ban hang.
Noi dung:

e Tuyén md, tuyén chon cac phan tir cua lyc lugng ban hang.

e Huén luyén luc lugng ban hang.

e Quan ly doi ngli ban hang.

e Dong vién, khuyén khich doi ngii ban hang.

e Danh gia thanh tich ctia doi ngli ban hang.

5.1. TUYEN MO, TUYEN CHON CAC PHAN TU CUA LUC LUQNG BAN
HANG
Qui trinh tuyén chon ddi ngii ban hang (nhan vién ban hang) bao gdm cac
budc:
1) Buéc 1. Xdc dinh vi tri ban hang can tuyén dung
Viéc xac dinh dua trén co so nghién ctru qui mé luc lwong ban hang ky ké
hoach, danh gia lyc lugng ban hang hién tai, xac dinh sb lugng va chit lugng nhan
vién ban hang can b sung.
2) BuGc 2. Xdc dinh cdc tiéu chudn ciia nhan vién ban hang theo cdc vi tri
Phén tich cong viéc dé xay dung dugce bang mo ta cong viée va bang tiéu chuan
hay yéu cau cong viéc. Bang mé ta cong viéc bao gdbm:
e Churc danh cong viéc
e (Cac trach nhiém cua nhan vién méi s€ lam
e Nhan vién méi s€ chiu trach nhiém truc tiép Vo1 ai
e Nhiing yéu cau mang tinh k¥ thuat nhu mirc d6 hiéu biét k¥ thuat cua san
pham
e PDia diém, khu vuc 1am viée
e Muc do chu dong (tu quan) ctia nhan vién mai.
Cin clr vao bang mo ta cong viée dé xay dung ban tidu chi cong viéc hay con
oi 12 ban yéu cdu vé qui cach ctia nhan vién dé mé ta cac didu kién ma tng vién can
CoO.
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Ban qui cach nhén vién c6 thé gdm cac yéu t6 sau:
o Diéu kién thé chat, ngoai hinh
e Trinh do hoc véan va chuyén mon
e Kinh nghiém cong tac
e Tinh cach ca nhan
e Hoan canh gia dinh

Cac yéu cu nay can duge x4c dinh mot cach can than dé dam bao gan loc duoc
cac Gmg vién khong mong mudn nhung ciing rat can tranh viéc bi mat nhitng Gmg vién
xuat sic ngay tir vong so tuyén néu yéu cau dit ra qua khat khe.

3) Bude 3. Théong bdo tuyén nhan vién ban hang

- Cac ngudn tuyén chon:

Nguon bén trong doanh nghiép: Ung vién c6 thé dang 1am viéc & cac bo phan
khac nhau trong cong ty, nhung c6 nguyén vong chuyén sang lam cong tac ban hang.
Ngudn tuyén chon ndy ¢6 wu diém 1a céc tng vién di nim bat dugc hodc quen thudc
vo1 cac loai dich vy trong doanh nghiép, cling nhu cac chinh séach, ché do, méi truong
van hod trong doanh nghiép.

Nguén bén ngoai doanh nghiép:

e Thi truong lao dong (tu do)

e Tu céac truong dao tao

e Tu khach hang

e Tir nha cung cdp cua cong ty

e Nhan vién cua dbi thu canh tranh

e Tu nguodi quen cia CBCNV

e Tu cac trung tam gidi thi¢u viée lam

e Tir ho so luu caa doanh nghiép

e Quang cdo trén cac phuong tién truyén thong
e Qua cac website tuyén dung.

4) Buwée 4. Thu nhdn va xir 1y hé so

Muc dich ctia khau ndy nhiam kiém tra sy pht hop véi cac tiéu chudn cua céac
g vién, loai bo nhitng tng vién khong du diéu kién hodc khong phu hop dé giam bét
qui mo va chi phi t6 chirc thi tuyén. DPdi véi cac tng vién bi loai can glri mot birc thu
than mat thong bao rang ho chua dugc tuyén dung lan nay.

5) BuGc 5. T6 chirc thi tuyén

Muc dich thi tuyén 1a dé lwa chon duoc nhan sy tdt nhit c6 thé dam nhan vj tri
ban hang ma doanh nghiép dang tuyén dung. C6 thé tién hanh thi tuyén duéi nhiéu hinh
thirc nhu:
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- Thi viét: cht yéu dé danh gia trinh d6 cta Gng vién nhu cac kién thic vé ngoai
ngit, kién thic xa hoi, phap luat. ..

- Thi tric nghiém: doi hoi tra 101 chinh xac va nhanh gon, tuy nhién hinh thtic
nay khong danh gia dugc kha nang tu duy lap luén cua ing vién

- Thi van dap: duoc t6 chirc chi yéu thong qua viéc phong van cac Gng vién.
Pay 14 co hoi dé doanh nghiép hiéu biét thém vé ing vién va nguoc lai. B6i véi cac vi
tri ban hang quan trong c6 thé thuc hién 2 vong phong vén:

+ Phong van so bd: thuong do truong don vi hodc trudng phong nhan su thuc
hién, vira so bo kiém tra vé nhitng diéu tng vién ghi trong hd so, vira théng tin so bd
vé doanh nghiép cho tmg vién biét.

+ Phong van danh gia: thuong do ngudi c6 chuyén mon vé phong van va la
nguoi ¢ chuyén mén vé linh vuc can tuyén nhan vién

Viéc phéng van c6 thé thuc hién theo mau c6 sdn hodc khong theo mau co san

6) Buéc 6. Bdanh gid xép logi cdc itng vién

Sau khi thi tuyén, doanh nghiép d c6 thong tin da dang vé cac tng vién va can
phai xip xép cac tng viéc theo thtr tu dé c6 quyét dinh tuyén chon chinh xac va dung
theo sd lugng vi tri ban hang can tuyén. Viéc danh gia c6 thé bang phuong phéap cho
diém co trong s6 d6i véi cac tiéu thic nhu: trinh do, kinh nghiém, k¥ nang, dong co,
nhan thtc khac...Tuy nhién can lvu ¥ ring van dé danh gia vé con ngudi bén canh
nhitng phén tich khoa hoc 1a hét strc can thiét song khong phai bao gid su khach quan
tinh tao cling mang lai thanh cong. Nhiéu khi tryc gidc linh cam dan dit nguoi tham
gia phong van tuyén dung c6 nhitng quyét dinh chinh xac. Piéu nay ciing thé hién goc
do nghé thuat cua quan tri nhan su.

7) Buéc 7. Ra quyét dinh tuyén dung

Quyét dinh can néu rd thoi gian thur viéc, cac diéu kién tuyén dung chinh thtrc,
cac trach nhiém, cac quyén lgi ctia nhan vién méi.

8) Buoc 8. Hoi nhdp nhan vién maoi

Hoi nhap nhan vién moi giup cho ngudi duoc tuyén dung nhanh chong tiép can
cong viéc va hoa nhap véi tap thé. Nhitng nhan vién tyén dung tir bén ngoai doanh
nghiép can duoc hoi nhap day du vi moi truong ciia doanh nghiép (gidi thiéu, lam
quen, quan tdm giup d&) va hoi nhap voi cong viée (giao viée tap su, di thuc té...)

Chay:

Tuy tirng vi tri ban hang, ty 1€ tng vién va dac thu cia doanh nghiép, viéc thuc
hién cac budc (4), (5) clia qui trinh nay co6 thé chia thanh cac budc nho hon. Vi du:
kiém tra so bd tng vién > Phong van qua dién thoai > Thi tuyén (thi viét).

5.2. HUAN LUYEN LUC LUQNG BAN HANG

Huén luyén luc luoc ban hang c6 ¥ nghia dic biét quan trong trong viéc nang
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cao hiéu qua hoat dong cua luc lugng ban hang dé hoan thanh cac muc tiéu, ké hoach
ban hang ctia doanh nghiép.

C6 nhiéu hinh thire, chuong trinh va noi dung khac nhau duoc thiét ké phu hop
voi cac dbi tuong khac nhau cua lyc lugng ban. Viéc huin luyén lyc lugng ban hang
phai dam bao cac yéu ciu sau:

e Hiéu duoc day du trach nhiém, quyén han ctia mdi c4 nhan trong hé thong
ban hang
e Céc kién thirc vé san pham, thi trudong, khach hang
e Céc hiéu biét vé cong ty
e Nim vitng va nang cao nghé thuit ban hang, nghé thuat thuong luong,
ngh¢ thuat tao dung mbi quan hé...
5.2.1. Céc hinh thirc huin luyén

Huan luyén luc luong ban hang bao gém 2 hinh thitrc huan luyén ban dau va
huan luyén bo sung hang nam.

1) Huén luyén ban diu

D6i voi cac nhan vién méi duoc tuyén chon vao cong ty, ho phai qua mot
chuong trinh huan luyén k¥ thuat, nghiép vu vé cac ndi dung sau day:

a) Gidi thiéu vé cong ty

e Vi tri cia cong ty trong nganh va trong cong dong

e Lich str va truyén thong

e Co ciu t6 chirc

e Triét 1y kinh doanh

e Muc tiéu va chién lugc kinh doanh

e Cac chinh sach chung

e Céc chinh sach lién quan dén ban hang va marketing
e Dic trung vin hoa ciia to chire

Céac ngudn thong tin chinh thirc vé& cong ty bao gdm: cac chwong trinh huin
luyén, s6 tay ban hang, bao cao tong két dinh ky, thong tin quang céo — truyén thong,
ngudi quan ly va nhan vién cac by phén, tham gia cac cudc hop, tham quan cac co sé
san xuat kinh doanh

b) Gidi thiéu cdc loai san phcfm, dich vu cua cong ty

e Céc loai san pham (dich vu)

e (Cong dung cua cac san pham
e Ngudn gbc san pham

e Quy trinh phat trién san pham

e Qui trinh ché tao cac kiém tra chit luong
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e Céc chi tiéu kinh té - k¥ thuat ciia san pham
e Céch str dung san pham
e Chinh sach gia, chinh sach xuc tién, cac dich vu sau ban.

Ngudn cung cip thong tin vé san pham: cac dot tdp hudn ban hang, tai liéu vé
san pham, tham quan xudéng san xuit, ban thin san pham, nguoi quan 1y k¥ thuat,
khach hang quen biét (diém manh, diém yéu cua san pham), sach béo.

¢) Gi6i thiéu vé khdch hang ciia cong ty

e Céc khach hang 16n. Ho so khach hang 16n
e (Cac nhom khach hang khac nhau. Muc d¢ ti€u thu va xu hudng trong
tuong lai. POng co, thdi quen mua cua cac nhom khach hang.

d) Gidi thiéu vé cdc doi thii canh tranh ciia cong ty

e Aila ddi thu canh tranh chu yéu theo khu vuc thi truong? thi phﬁn cua d6i
thu?

e Cac chién lugc marketing va muc tiéu cua ting ddi thu.

e Piém manh va diém yéu cua d6i thu

e Khach hang muc tiéu cta ddi tha

e Phan tng cta ddi thi khi ngudi ban thu hut khach hang cta ho (dé c6 bién
phap ddi pho)

Ngudn thong tin vé d6i thu canh tranh: Cac hoat dong marketing cua dbi thu
trén thi trudng, san pham cua ddi thi, tham do ¥ kién khach hang, thong tin tinh bao
marketing...

e) Hudn luyén kj nang va nghé thudt ban hang

) Gioi thiéu vé co ché chinh sach doi véi luc lwong ban hang

e Dicukién lam viéc

e Co hoi hoc tap, thing tién

. Quyén lo1, trach nhiém ddi véi nguoi ban hang

e Co ché dai ngd vat chét, tinh than doi véi nguoi ban hang

2) Huédn luyén bo sung

Hinh thtc hun luyén bo sung nham cap nhat cho luc lugng ban hang hién tai
cac thong tin mé&i nhat vé:

e San pham, dich vu méi cua cong ty
e Tinh hinh méi (co hgi, thach thirc) trong moi truong kinh doanh
e Co ciu, to chirc méi cua cong ty
e Chinh sach, chién lugc méi clia cong ty
5.2.2. Cac phwong phap huéin luyén lwe hrgng ban hang
Phuong phap hudn luyén luc luong ban bao gdm: phuong phap thuyét giang,
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phuong phap xem phim anh, phuong phép dién vai, phuong phap dién ciru, phuong
phép dao tao thuc dia...

Mdi phuong phap huan luyén nay cé nhitng wu nhugc diém nhat dinh. Do vay,
trong thuc t€ nguoi ta thuong két hgp cac phuong phap nay theo trinh ty nhu trén dé
dat duoc hi¢u qua cao nhat.

5.3. CHI PAO, GIAM SAT PQI NGU BAN HANG

Hoat dong cua nhan vién ban hang duoc thuc hién trén nguyén tic tu chu, doc
1ap va sang tao. Nguyén tac nay xuat phat tir dac thu ciia hoat dong ban hang véi nhiing
tinh hudéng ban hang rat linh dong va da dang, khong thé c6 chuan muc hudng dan chi
tiét duoc.

Co s& dé thuc hién nguyén tac tu chu, doc lap va sang tao Xuét phat tir cac td
chat cd nhan ctia ngudi ban ma doanh nghi¢p da tuyén md duoc, kinh nghiém ban hang
va qua trinh huan luyén lyc luong ban cua doanh nghiép. Tuy nhién, hoat dong ban
hang van can phai c6 sy chi dao, kiém soat, danh gia vd1 muc dich cudi cung la ddm
bdo cac muyc tiéu ban hang da deé ra.

5.3.1. Co sé dé chi dao ddi ngii ban hang

- Céc chi tiéu: chi tiéu ban hang, chi ti€u chi phi, lgi nhuan...

- Pinh mirc vé thoi gian 1am viéc va phan bo thoi gian hoat dong ctia nhan vién
ban hang, bao gdm: thoi gian gip gd khach hang hién tai, thoi gian gip g& khach hang
tiém ndng, tho1 gian gap go xa giao, gap go trao do1 thuong vu, thoi gian ban hang truc
tiép
5.3.2. Phuwong phap chi dao ban hang

C6 thé dung cac phuong phap chi dao ban hang co ban nhu:

e Ra ménh lIénh

e Trao dbi, thao luan

e Dong vién phat huy sang kién

e Giao quyén ty chu va kiém soat trén hiéu qua cong viéc.
5.3.3. Phwong phap gidm sat ban hang

1) Gidm sdt trwe tiép

Phuong phap giam sat nay chua trong vao viéc thuc hién cac nhiém vu duogc
giao. Nha quan tri ban hang dinh rd mét cach cu thé cong viéc ciia moi ngudi ban hang
cling nhu cach thuc thuc hién cac myc tiéu d6 nhu thé nao.

Déi voi nhitng ngudi ban hang duoc tra luong theo thoi gian thi ap dung phuong
phap gidm sat tryc ti€p. Noi dung cua phuong phap giam sat nay nhu sau :

a) Xdc dinh s6 lan di chao hang, di tham khdch hang quen hién tai

Khach hang hién tai ctia cong ty c6 thé duoc chia thanh mot sé nhom: A, B,
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C... tuy theo doanh s6 mua ctia ho. Mdi nhom nay can phai duoc dén tham viéng hodc
chao hang voi mot sb 1an nhét dinh trong mGt nam.

Nguoi ban hang hudng luong theo thoi gian duge giao nhiém vy thuc hién sd
lan chao hang, tham Viéng khach hang duoc quy dinh cho mdi nhém khach hang.

b) Xdc dinh sé lan di chao hang nhitng khdach hang tiém nding

Can ctr vao danh sach nhirng khach hang tiém ning ma cong ty thiét 1ap, ngudi
phu trach ban hang quy dinh s6 1an chao hang trong nim ddi véi mdi khach hang tiém
nang va giao nhi¢m vy cho nhitng ngudi ban hang.

¢) Hudng dan nguwoi ban hang xdy dwng ké hoach sir dung thoi gian

Co cac loai ké hoach nhu: ké hoach tuén, thang, nam. Trong ké hoach phai dua
vao cac hoat dong sau day:

e Thoi gian biéu chao hang cho khach hang hién tai, thim do khach hang
trién vong.
e Thoi gian tham du cac cudc trién 1dm thuong mai, cac cudc hoi thao ban
hang.
e Thoi gian thuc hién cac cudc nghién ctru thi trudng
e Thoi gian tham dy cac dot hudn luyén thuong ky.
Ké hoach cang ngén han, cang can phai thiét ké chi tiét.

2) Gidm sdt gidn tiép

Phuong phap giam sat gian tiép thuong duoc ap dung cho cac dbi twong dugc
tra luong theo doanh sé ban hang. Giam sat gian tiép s& tao diéu kién dé luc luong ban
hang cha dong, sang tao trong cong viéc, gan lién trach nhiém, két qua cong viée voi
quyén loi cia ngudi ban hang. Phuong phap giam sat gian tiép dugc thuc hién thong
qua 2 bién phap sau day:

a) Giao dinh mirc chi tiéu ban hang cho ting nguoi ban hang

D6 1a cac chi tiéu: Doanh sé ban hang trong ting ky (d6i v6i hoat dong ban
hang tai ctra hang); s6 khach hang phét trién duoc trong ting ky (d6i véi hoat dong
ban hang tai dia diém khach hang, hoat dong phat trién khach hang...). Cac dinh muc
nay can duoc thiét 1ap c6 co sé thuc tién, kha thi.

Can cir vao tinh hinh ban hang thdi gian trude, vao két qua nghién ctru thi
truong, cling nhu vao y kién cta nhan vién ban hang... Cong ty s& dinh murc chi tiéu
ban hang cho ting nhan vién theo khu vuc phu trach nhu : doanh sb ban cho timg
nhom san pham, s6 khach hang méi phat trién duogc trong ky. ..

b) Cdc bién phap tam Iy

Quan tam, dong vién, tao diéu tién thuén loi cho nguoi ban hang phat huy toi
da nang lyc cua ho, tao mbi quan hé gén bod, an tam lam viéc cia ho: Tham viéng, go1i
dién thoai, thao g& kho khan, t6 chirc gap mat...Nhu vay, trong trudng hop nay, ngudi
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quan 1y dong vai trd ngudi & tuyén sau, hd trg, dong vién, tao diéu kién dé nguoi ban
hang hoan thanh t6t nhiém vy duoc giao.
5.4. PONG VIEN, KHUYEN KHiCH PQI NGU BAN HANG

Két qua hoat dong cua luc lugng ban hang chiu tdic dong manh m¢& cua chuong
trinh dong vién, khuyén khich cac dai dién ban hang cua doanh nghiép

Viéc dong vién, khuyén khich doi ngii ban hang can dam béo cac yéu cau sau:

e CO muc tiéu ro rang

e (o thot gian

e Phu hop véi chién lugc phat trién
e Dung luc (thudng ngay, phat ngay)
e Chinh x4c va cong bing

C6 thé thuc hién cac hinh thirc dong vién, khuyén khich sau day:

1) Chwong trinh cong nhdn thanh tich

bay la hinh thtrc dong vién lyc lugng ban hang thong qua viéc sir dung cac hinh
thirc thudng khong phai bang tién cho két qua hoan thanh cao hon so véi dinh muec.
Hang nim, cong ty c6 thé td chirc binh chon nhitng nguoi ban hang gidi tai cac Hoi
nghi tong két va trao giai thudng, va cong bo cho toan cong ty biét.

Giai thuong c6 thé 1a cac phan thuong nhu: mot chuyén di du lich, tham quan,
nghi mat, bang khen, mdt danh hiéu (vi dy nhu danh hiéu “Ngudi ban hang gioi nhat
trong nam”, Nguoi chdm séc khach hang gidi nhat trong nam).

2) Cdc cugc thi

Cong ty co thé t6 chirc cac cudc thi tay nghé hang ndm nham tén vinh nhing
nguoi ban hang gidi nham thic day, dong vién doi ngli ban hang dat duoc thanh tich
cao. Phan thudng cho nhitng ngudi dat giai cao co6 thé 1a tién mat, vé di du lich, tham
quan, bang khen, 1én lvong trude thoi han. ..

3) Co héi thing tién

Tao co hoi thang tién cho luc luong ban hang 1a mét hinh thirc dong vién hét
strc quan trong thiic day doi ngli ban hang, dong thoi cong ty cling bo sung thém duoc
nhitng nguoi quan ly c6 nang luc. Nhitng ngudi ban hang gi61 néu khong dugc co hoi
thang tién thi d€ bi cac doi thu canh tranh 161 kéo. Khi d6 cong ty khong nhitng khong
gilt dugc nhitng ngudi gioi, ma con ¢d nhirng mat mat 16n.

4) Chia sé thong tin

Céc nha quan tri ban hang ciing can danh thoi gian nhat dinh dé dién thoai, gip
g, thim viéng dinh ky cac nhan vién ban hang dé lang nghe tim tinh, nguyén vong,
phan anh, dong gbp cua cac nhan vién. Diéu nay c6 tac dung dong vién 16n doi vai luc
lugng ban hang. Bong thoi, qua cac cude gap gd do, nha quan 1y cé dugce cac thong
tin chan thyc va quan trong vé doi tuong quan 1y, tor d6 c¢6 cac can cur dé diéu chinh
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cac chinh sach quéan 1y ban hang cho phu hop véi thuc tién.
5.5. PANH GIA THANH TiCH CUA PQI NGU BAN HANG

Dénh gia thanh tich cua d6i ngii ban hang ma cu thé 1a danh gid ting ca nhan
thudc luc luong ban hang hay timg bd phan ban hang giup cho nha quan tri kiém soat
dugc qua trinh ban hang.

Két qua danh gia thanh tich cia d6i ngii ban hang 13 co sé quan trong giup cho
nha quan tri khi quyét dinh cac van dé sau day:

e Giup cho cong tac du bdo va lap ké hoach nguén luc duoc hi€éu qua hon

e Xac dinh tot hon céac dic trung ciia nhan vién ban hang, tir d6 tuyén dung
nhan vién c6 hiéu qua hon

e Laco sé dé thiét 1ap cac tiéu chuan dé bat, cat nhic nhan vién ban hang
Vao CAc chirc vu quan tri ban hang va cac vi tri ban hang quan trong hon

e Gilip cho viéc xdy dung cac chinh sach ddi voi hoat dong ban hang duoc
hi€u qua hon.

e Laso so dé thiét 1ap cac dinh mirc va tiéu chuén thai hoi, giang chtrc nhan
vién khong du nang luc hay vi pham céc chinh sach ma doanh nghiép da
dé ra

e Xac dinh rd nhan vién manh hay yéu dé quan tam

o Kiém soat hanh vi (g xir cia nhan vién ban hang dugc tot hon

Dudi gbe do cua nhan vién ban hang, viéc danh gia hi¢u qua hoat dong cua doi
ngil ban hang ciing ¢ nhiing tac dong nguoc lai d6i v4i ting ca nhan duoc danh gia,
cu thé 1a:

e Cung cap co sé dé hoach dinh ké hoach ciia c4 nhan trong tuong lai

e Xac lap nhiing vin d&é ma ca ngudi quan tri va nhan vién ban hang c6 thé
duogc danh gia lai trong tuong lai

e Lam r0 rang hon uy tin va trach nhiém cua nhan vién

e Xéc nhan rd mbi quan hé gitra vi¢c thyc hién ban hang vdi cac phén
thudng

5.5.1. Qui trinh danh gia

Céc doanh nghiép thudng ap dung nhiéu cach danh gia khac nhau, tuy nhién phan
16n doanh nghiép déu thuc hién danh gia hiéu qua ctia nhan vién ban hang theo qui trinh
Sau:

1) Xdc dinh cdc yéu cdu co ban cin dinh gid

Thong thuong, cac yéu cau ndy c6 thé suy ra tir ban mé ta cong viée va bao gdm
2 phan: tiéu chudn hanh vi va tiéu chuin két qua. Vi du, viéc danh gia nhan vién ban
hang c6 thé dugc xac lap thong qua cac tiéu chuan nhu:

e Khbi lugng cong viéc hoan thanh: bao gém doanh s, ty 1¢ 191 nhuan, ty
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1¢ du ng qua han, sb lugng cac cudc chao ban va gip g& khach hang da
thuc hién

e Chét luong thyc hién cong viéc va hanh vi ¢4 nhan nhu: tinh than, thai 4o,
tac phong lam viéc, su ) géng thuc hién cac dich vu hd trg ban hang...

2) Lwa chon phwong phadp danh gia

C6 rat nhiéu phuong phap danh gia hiéu qua cong viéc ciia nhan vién ban hang
ma khong c6 phuong phap nao dugc coi 1a tot nhat cho tit ca cac to chic. Doanh
nghiép c6 thé lya chon mot phuong phap phi hgp nhat véi to chirc cia minh hodc co
thé lyra chon cac phuwong phap khac nhau dbi voi cac dbi tuong hodc cac bo phan khac
nhau trong toan bd luc luong ban hang.

3) Huén luyén cdc ky néng thwe hi¢n vigc dinh gid (doi véi cdc nha qudn tri
hodc nhirng nguwoi thwe hién viéc danh gia)

Nha quan tri hoac nguoi thuc hién viéc danh gia can dugc huan luyén dé co
nhitng k¥ niang dua ra céc tiéu chi danh gia day di va khiach quan dong thoi biét sir
dung nhiing phuong phap danh gia thich hop

4) Trao déi véi nhin vién vé ni dung, pham vi ddnh gid

Trudc khi can danh gia, nha quan tri can thong bao cho nhan vién biét vé noi
dung, pham vi danh gia, s& chi rd nhirng linh vuc cin danh gia, danh gia thé nao, chu
ky thuc hién danh gia va tAm quan trong cta danh gia ddi véi hoat dong ban hang noéi
chung va v6i tung nhan vién ban hang noi riéng

5) Thue hién ddnh gid theo cdc tiéu chudin da dé ra

Chu y trong khi thyc hién danh gia can tranh dé tinh cam, an tuong cau nguoi
danh gia anh huong toi két qua danh gia

6) Trao déi véi nhén vién vé cdc két qua dinh gid

Muc dich ctia viéc trao d6i nay 1a nham tim hiéu nhirng diém nhét tri hodc chua
nhat tri v6i ciia nhan vién véi két qua danh gia, chi ra nhitng diém tot va nhitng diém
can khic phuc trong thuc hién cong viée ctia nhan vién.

7) Xdc dinh cdc muc tiéu va két qua méi doi véi nhin vién

Diéu quan trong trong danh gia thuc hién cong viéc 1 can vach ra cac phuong
hudng, cach thic cai tién viéc thuc hién cong viéc, dé ra cac chi tiéu mdi cho nhan
vién. Pé dam bao tinh kha thi cua chi tiéu méi, ngudi quan tri cAn quan tim tim hiéu
xem nhén vién ban hang can nhan duoc sy hd tro nao tir phia cong ty va tir phia nhan
vién thi ¢6 chuyong trinh hanh dong cu thé nao trong tirng khoang thoi gian xac dinh.
5.5.2. Cac phuong phap danh gia

Dé danh gia thanh tich cia mot nhan vién trong doanh nghiép nguoi ta c6 thé
sit dung nhiéu phuong phap khac nhau nhu: phwong phap bang diém, xép hang luan
phién, so sach cip, phé binh luu giit, quan tri theo muc tiéu...D6i v6i danh gia thanh
tich ctia nhan vién ban hang, cac doanh nghiép thuong sir dung mot sé phuong phap
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Sau.

1) Phuong phdp béng diém

bay la phuong phap danh gia tinh hinh thuc hién cong viéc ciia nhan vién can
ctr theo nhitng yéu cau, tiéu chuin chung d6i v4i nhan vién ban hang nhu: khéi lugng,
chét luong, tic phong, hanh vi ban hang...Cac yéu cau c6 thé duoc xac dinh khac nhau
gilta cac vi tri ban hang. Cac nhan vién trong cung mdt vi tri ban hang s€ dugc danh
gia theo tirng yéu cau gidng nhau, sau d6 tong hop lai s& c6 két qua danh gia chung vé
tinh hinh thuc hi¢n cong viéc cua nhan vién do.

2) Phwong phdp xép hang luin phién

Day la phuong phap danh gia rt don gian va duoc ap dung rong rai. Tat ca cac
nhan vién thudc luc luong ban hang s& duoc xip xép theo tht tu ting din vé nhing
diém chinh nhu thai d6 1am viéc, két qua thyuc hién cong viée..tir ngudi cd két qua yéu
nhat dén nguoi c6 két qua t6t nhat hodc nguoc lai. Két qua tong hop s& cho biét ai 1a
nguoi thue hién tot nhat, din dau dén nguoi thuc hién cong viée yéu nhit.

Can luu y rang néu bo phan ban hang c6 qui mé 16n, cong viéc da dang thi rat
kho dung phuong phap nay.

3) Phwong phdp so sdanh cap

Phuong phap so sanh ciap duoc thyc hién twong tu nhu phuong phap xép hang
luan phién, tuy nhién mirc 46 xép hang hay phan loai sé chinh xac hon. Ting cdp nhan
vién lan luot duge dem so sanh vé nhitng yéu cau chinh. Nguoi duoc danh gia tot hon
han s& dugc 4 diém, ngudi duoc danh gia kém hon han s& dugc 0 diém. Nguoi duge
danh gia t6t hon s& duoc 3 diém, kém hon s& duoc 1 diém. Néu hai ngudi duoc danh
gia bang nhau thi déu duoc 2 diém. Bang téng hop diém s& cho phép chon ra duoc
nguoi c6 s6 diém cao nhit dén ngudi cé sé diém thap nhat

4) Phwong phdp qudn tri theo muc tiéu

Phwong phap nay chu trong 1én cac van dé cy thé nhu:

- Su phéi hop cua lanh dao va nhan vién dbi véi viéc xép dat muc ti€u cho nhan
vién trong mot khoang thdi gian nhat dinh.

- Dinh ky xem xét cac tién bo da dat dugc.

- Panh gia mac d6 hoan thanh cac muc tiéu di dé ra trong cong viéc.

Trong phuong phap quan tri theo muc ti€u, cac nha lanh dao thuong chu trong
dén cac muc tiéu duoc luong hoa, mac du trong thuc té s& c6 nhiéu muc tiéu chi co thé
danh gia theo dinh tinh hodc dinh lugng.

Qui trinh co ban cua phuong phap quan tri theo muc tiéu bao gdm:

Buée 1: Xay dung muc tiéu ctia bd phan ban hang va phan b muc tiéu cho ting
doi, nhom ban hang.

Buoc 2: Xay dung ké hoach hanh dong dua trén muc tiéu.
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Buée 3: Phan bd muc tiéu va ké hoach cy thé cho timg nhéan vién ban hang.
Budc 4: Theo doi, giam sat muc tiéu cua tung nhan vién, tung doi ban hang va
toan luc lugng ban hang cua doanh nghiép.

Buoc 5: Panh gia va di€u chinh muc ti€u cua tirng ca nhan, bo phan.

TOM TAT NQI DUNG CHUONG 5

1. Chuc ning quan tri doi ngii ban hang ctia doanh nghiép bao gdm céc ndi dung co
ban nhu: Tuyén mé tuyén chon, huin luyén, quan 1y, dong vién khuyén khich va
danh gia thanh tich cua dfi ngii ban hang.

2. Qui trinh tuyén chon nhén vién ban hang bao gém 8 budc:

e Budc 1. Xac dinh vi tri ban hang can tuyén dung.

e Budc 2. Xac dinh cac tiéu chuan ctia nhan vién ban hang theo cac vi tri.
e Budc 3. Thong bao tuyén nhan vién ban hang.

e Buéc 4. Thu nhan va xir 1y ho so.

e Budc 5. T6 chirc thi tuyén.

e Budc 6. Panh gia xép loai cac tng vién.

e Budc 7. Ra quyét dinh tuyén dung.

e Budc 8. Hoi nhap nhan vién maoi.

3. Cong tac huan luyén luc lugng ban hang dugc thuc hién dudi 2 hinh thuc 1a huan
luyén ban d4u va huin luyén bo sung. Phuong phap huan luyén c6 thé 1a thuyét giang,
nghién ctru phim anh, dién vai, phan tich dién ctiru hodc phuong phap dao tao thuc
dia.

4. Dé chi dao ddi ngili ban hang, quan tri vién ban hang str dung cac phuong phap co
ban nhu: ra ménh Iénh, trao ddi voi nhan vién, dong vién hodc phan quyén tu chu
cho nhan vién. Quan tri vién ban hang c6 thé giam sat tryc tiép hodc gian tiép nhan
vién ban hang cua minh.

5. Bén canh co ché dai ngo ddi vai luc luong ban hang, cac chuong trinh dong vién,
khuyén khich ho ciing rat can thiét phai thyc hién, cu thé nhu cac chuwong trinh cong
nhan thanh tich, cac cudc thi ton vinh ngudi ban hang, tao co hdi thang tién cho nhan
vién ban hang...

6. Cac phuong phap danh gia nhan vién ban hang c6 thé dugc ap dung nhu xép hang
luan phién, so sanh cip, phuong phap bang diém hay phuwong phap quan tri theo muc
tiéu. Qui trinh danh gia thanh tich nhan vién ban hang thuong dugc thuc hién theo
cac budc sau:

Xac dinh cac yéu cau co ban can danh gia.

Lua chon phuong phap danh gia

Huén luyén cac k¥ nang thuc hién vi¢c danh gia

Trao d61 véi nhan vién vé ndi dung, pham vi déanh gia.
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e Thyc hién danh gia theo céc tiéu chuan da de ra.
e Trao doi v&i nhan vién vé cac két qua danh gia.

e Xac dinh cac muc tiéu va két qua moi ddi véi nhan vién.
CAU HOI ON TAP VA THAO LUAN CHUONG 5

. Lap bang mo ta cong viéc va qui cach cua cac nhan vién ban hang sau day:
- Nhén vién phat trién dai 1y ctia mot cong ty kinh doanh hang tiéu ding.
- Nhén vién ban m§ pham tai dia chi khach hang.

- Nhén vién gi6i thiéu san phdm bao hiém nhan tho (du thuyét).

2. Xay dung ké hoach huin luyén cho mét vi tri ban hang cua cong ty.

3. Ban c6 nghi rang chuong trinh huan luyén k¥ ning ban hang ciia mot cong ty chuyén

cung ung dich vu dao tao khac voi cong ty san xuat thiét bi dién tr khong? Tai sao?
. Ban hdy lap biéu mau danh gia thanh tich ctia nhan vién ban hang theo phuong phap
bang diém.

. Dé xuit mot sd tiéu chi danh gia hidu qua ciia mot khoa huan luyén ban dau dbi voi
nhan vién ban hang?

. D& xuat mot sd tiéu chi danh gia hiéu qua ciia mot khéa huan luyén bo sung ddi véi
nhan vién ban hang ?
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