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Noi dung chuong

~

% 4.1. Cac phwong phap thu huat khach hang
4.1.1. Gli thw truwc tiép
4.1.2. Dat lich hen truwdc qua dién thoai
4.1.3. Tim kiém khach hang tiém nang
4.1.4. Tim ra lgi ich ma khach hang quan tam
4.1.5. Nam bat dung tam Iy cha khach hang
% 4.2. N8 lyc gitv khach hang
4.2.1. Lang nghe y kién clia khach hang ci
4.2.2. Co gang dap wng sw mong mudn vé tam ly cta khach hang
quen
4.2.3. Thiét 1ap moi quan hé 1au dai véi khach hang quen
4.2.4. Gianh lai lwong khach hang ci da mat di

4.2.5. Hoan thién chat lwong phuc vu dé nang cao dé hai long
khach hang
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Qui trinh ban hang ca nhan truc tiép
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Thu hat khach hang

~

Lam thé nao dé

thu hut

khach hang ?
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Qua trinh thong tin khi khach hang ra QbM

\

Nhan thirc

Ghi nh¢

Tiép nhan
Ngau nhién

CHUY
Khong may quan tam

GIAI NGHITA
Khéng may hiéu

TIEP THU/ HOC HOI
CAau trac bo nhé Hanh vi

GHI NHO
Ngan han Lau dai
Giai quyét van dé nhanh Lwu gitr kinh nghiém,
gia tri quyét dinh, quy tac....

QUYET DINH MUA VA SU DUNG

oy
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Tim kiem khach hang tiem nang

Tai sao phai tim kiém -
khach hang tiém nang? Ho la ai”
N v/

Lam thé nao dé phan
doan thi trwong?

Tao suw khac
biét?

Lwa chon thi trrdng muc
tiéu?
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Tai sao phai tim kiém khach hang tiém ndng?

N

» Khach hang (Customer)

~

"« P&i thd canh tranh

(competitor)

* Doanh nghiép (Company)
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Ho Ia ai?

Hay vé chan dung cla khach hang tiém
nang, hay ban hay tim cach dé xac dinh
nhirng tiéu thirc co’ ban can phai cé cua
khach hang tiém nang ma ban hwéong toi?



http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

Cac nhom tiéu thire s&t dung dé phan doan

thi truong

- @

Nhan Hanh vi

khau

- <

Nén dung t4t cad cdc tiéu thuc?
Nén dung 1 tiéu thiue duy nhat?
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Bién gi®i, ddng bang Nam bé..

Ha Noi, TP H6 Chi Minh, Hai Phong...

Cao, vira, thap

10
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Tré em, thanh nién, trung nién..

Nam, nr

Giao vién, bac sy, ndng dan, sinh
vién...

Cao, thap, trung binh..

Sau dai hoc, dai hoc, trung hoc..

Phat gido, hoi gido, thién chua gigo...

11
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Thwong lwu, Trung lwu, dan ngheo

Cé ha, lac quan, thwc dung

Nhiét tinh, déc doan, hiéu danh, dua
doi

DuongThanCon
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Mua dé dung, mua dé tang

Chat lwong, dich vu, kinh té

Chwa dung, da dung, co y dinh dung

It, vira phai, nhiéu

DuongThanCong.com
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Lap ho so khach hang ?

Hay lua chon mot nhom SP/DV ma cac
ban mudn kinh doanh?

- Xac dinh xem ban sé st¥ dung nhing tiéu
thi'e nao dé phan doan thi tri’iong?

- Hay I3p ho so khach hang (liét ké nhiing
thdng tin ma ban can thu thap)?

Pre—
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Quy mo6 va murc tang trwwéng cua
thi truro'ng

Mdrc d6 hap dan cua thi trwedng

Muc tiéu va kha nang cua doanh
nghiép

Thi,tru’c‘vng
hap dan

CuuDuongThanCong.com
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Khai niém thi truong muc tiéu

Thi trwdng muc tiéu 1a thi trwérng bao gom cac
khach hang cé nhu cau va wéc mudn ma codng ty
c6 kha nang dap rng, déng thdi co thé tao ra wu
thé hon han so v&i doi tht canh tranh va dat
dwoc nhirng muc tiéu da dinh
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o 1ap trung vao 1 phan khuc

M1 M2 M3

17
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& Chuyén moén hoa co6 chon loc }

M1 M2 M3

P1
P2

P3

@LG

‘3)‘1
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o Chuyén mon hoa thi trweong

M1 M2 M3

P1
P2

P3

R\ Y
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o Chuyén mon hoa san pham

M1 M2 M3

-
bitis

Nang niu ban chan Viét

CuuDuongThanCong.com
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Bao phu thi trwoong

M1 M2 M3
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Loi ich ma khach hang tim kiem?
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SAN PHAM

Tinh chat e FRONDa
Cong dung

Po bén

PO tin cay

Kiéu dang
Két cau
Kha nang stra chira
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DICH VU

Giao hang

Lap dat

Dich vu tw van

Stra chira

Huan luyén khach hang
DV khac...

Goi dé duogc giao hang tan nha

\‘

= =4
, 38-388-388
38A Trén Hung £30, Q.1 www.plzzahut.vn
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NHAN SU

Nhiét tinh
Biét giao tiép
Tin cay

Tin nhiém
Nang luc
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Biéu twong
Bau khong khi
S Kién

Tin nhiém
Nang luc
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Diéu kién can thiét dé tao diém khéac biét co hiéu qt)ﬁ
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arh ] ™
Nam bat dung tam ly khach hang

Mt
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The New Consumer Behavioral Model

»

Awa reness st/%g}\ _. <Ag<on stag:
Ay
b i



http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

(Mot vai bidu hién ot . o)
- Mot vai bieu hien cua KH va cach xu'ly

Khéach hang quan tam hay gi¢i thiéu cac tinh nang cua
dén chi tiet SP/DV san pham

Néu khach hang

khong biét minh can gi Hay déng vai nhw mét nha tw van

Khach hang chu Hay xay dwng moi quan hé that tot

trongvao méi quan hé, voi ho

Néu khach hang quan Hay gi@i thiéu cac khach hang VIP
tam dén danh tiéng cua DN

Khach hang quan tam

dén viéc bao hanh Hay lam noi bat dich vu cua DN

Néu khach hang mat
kién nhan

hay s&®m hoan thanh giao dich

N

30
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15. Khach con dodu, ban choto su dam bao.

31
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Gui thu truc tiép

~

< Pay [ mot phwong phap dwoc st dung dé tim

\/
0’0
\/
0’0
\/

0’0

kiém khach hang muc tiéu, ap dung khi doi
twong khach hang la ngwoi la hoan toan khong
quen biét hodc don vi/ doanh nghiép chwa lién
hé bao gio.

Céac ndi dung cla thw trwc tiép: tw liéu quang
céo, san pham mau, huwdng dan st dung...

Uu diém: pham vi bao phu thj trwérng réng khap,
chi phi thap (so véi cac hinh thire khac)

Han ché: Tinh that lac cla thw tin cao, Viéc thiét
«& doi hdi co tinh nghé thuat dé thu ht khach
nang

32
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GUi thu truc tiép

N

33


http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

Email marketing

~

Pac diém

1.

Uu diém: Nhanh, réng, thiét
ké an twong, phi hop véi xu
hwong

Han ché: dé bj loai vao tin
nhan rac, khach hang khéng

guan tam
o
~ /

2

5.

Quy trinh

1. Danh sach data khach hang
(ban c6 san hodc dung cac
phan mém tim kiém)
2.Chuan bj 1 phan mem gli email
hoac tim kiém cac nha cung cap
dé gi email.Véi gmail ban
dwoc glri 500 email moéi ngay.

3.Dwa ra cac tiéu dé giat tit dé thu
hat khach hang

4.NGi dung email

5.Thoi gian giri email nén guvi tle

luc 8h sang hoac 3h, 4h chiéu
de dat duwoc do hiéu qua cao
nhat

J
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SMS marketing

Pac diém

J/
0’0

SMS hién nay c6 thé dwoc dung dé

thay thé cho céc cach quang cao

truyén théng.

<% SMS c6 thé gilp chung ta tiét kiém chi
phi hiéu qua

< Tiép can khach hang nhanh chéng:
theo thong ké c6é t&i 95% ngudi st
dung dién thoai s& mé tin nhan ra doc,
tr d6 ban co thé tiép can khach hang
moét cach nhanh chéng

< Khéach hang nhan dwoc tin nhan biét

dwoc can lién hé véi ai d& mua hang

hoac lwu théng tin nhanh chéng cho

nhirng 1an giao dich tiép theo

Cha y:

R/
0.0

(4

4

NOi dung dwoc goi tron trong 160 Ki tu,
viét ngan gon, xuc tich nhwng van gay
dwoc sy quan tam, tdo mo cua khéach
hang

Pé khong bi khach hang coi tin nhan
cua ban la tin rac, ban nén tap trung
vao y chinh ma ban muén truyén dat
dén khach hang, thé manh cuda san
pham, loi ich ma khach hang nhan
dwoc khi st¢ dung san pham cua
ban....

Khéng nén st dung nhirng tr ngir cau
ky hay viét tat trong SMS. Hay s dung
nhirng tr nglr dung tam ly ngudi doc,
viét day da, cham chut tieng ki tw sé
gay dwoc thién cdm trong mat khach
hang

CuuDuongThanCong.com
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Pic diém Noi dung cta thw trwe tiép
% Ca nhan hoa.

% CO muc tiéu va tap trung
% Kéu goi hanh déng

“ Dinh hwdng ban hang

<% C6 thé do lwdng duoc.

% Thong diép

“* Phwong tién

s Muc tiéu

“* Mirc d6 thuwong xuyén

CuuDuongThanCong.com 3 6 https://fb.com/tailieudientucntt
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Mot s6 chu y khi gui thu truc tiép

~

e

*

e

*

e

*

e

*

e

*

/
‘0

L)

No&i dung théi thuc ngwdi nhan hanh déng

C6 thém céac bang chirng chirng thwc dé 1am tang ti 1& phan hoi
Mau sac an twong

Tiéu dé hap dan

Co lgi ich phu hgp véi khach hang

Thanh cong 60% nh¢& vao danh sach ngwdi nhan, 30% nh¢ vao o
chao hang va 10% nh¢ vao tinh sang tao

Tao cam giac khan cip va nhirng I&i chao hang dac biét lam tang ti
|&€ phan hoi

Dung buu thiép, ban c6 thé tiét kiém dwoc chi phi cho phong bi,
vién va ho dan

S dung thu truc tiép dé quang céo trang web va m&i moi ngudi
vao do xem.

Dinh hwdng loi nhuan
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~N
Qui trinh lén lich cuéc hen qua dién thoai

B1: Chao hdi, xin phéep dwoc ndi chuyén
B2: Ly do cua cudc goi

B3: Thiét |ap cudc hen

B4: X Iy tlr choi

B5: Xac nhan lai cudc hen

B6: Két thic cudc goi

39
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4.2. N6 luc giir khdch hang

~

4.2.1. Lang nghe y kién cua khach hang cii

4.2.2. C6 gang dap &rng sw mong muodn vé tam Iy cla
khach hang quen

4.2.3. Thiét [ap mdi quan hé l1au dai v&i khach hang quen

4.2.4. Gianh lai lwong khach hang ci da mat di

4.2.5. Hoan thién chat lwong phuc vu dé nang cao dd hai
long khach hang

41
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Lang nghe y kién cda khach hang

Noi la bac,
im lang la vang,

lang nghe la kim cwong

' kenhtuyensinh.vn ‘

42
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Cac budc lang nghe khach hang

o 0k wWwhE

Hiéu:

. Ghi nh¢&

Hoi dap:

Phat trién:

"ap trung lang nghe:
"ham dw:

Phat trién g

Tap trung

ong muon
thau hiéu

Ghi rao

Tham dw
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Cac nguyén tac lang nghe hiéu qua

~

o UA WN PR

0

. Nghe quan trong hon néi

Lang nghe y kién ctia ngw®i khac mét cach can than

. Kién nhan lang nghe
. Dat minh vao vi tri cua ngwi noi

Tao ra dau hiéu |a ban hirng tha vé&i cau chuyén
Chac rang ban hiéu dworc tat ca cau chuyén ban
dwoc nghe

. Phan hoi lai y kién dé
. Khong cat ngang khi ngwdi khac dang noi
. Ton trong vy kién ctia ngwéi khac

44
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Lang nghe y kién cda khach hang

~

Nguyén tac 1: nghe quan
trong ho'n nol.

cua khac
cua khac
- Hay dé k
dwoc noi

- Tao ra sw dong cam

- Tao dwoc niém tin noii
khach hang

- Nhan biét, danh gia dwoc
nhirng nhu cau/wédc muodn

n hang, tinh trang
N hang

nach hang cua ban
nhiéu hon

45

https://fb.com/tailieudientucntt


http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

Lang nghe y kién cda khach hang

~N

< Nguyén tac 2: Lang
nghe y kién cia ngwoi
khac moét cach can
than

- Thé hién s tén trong
vOi khach hang

- Khong bé sot cac chi tiét
guan trong

- Khich 1& khach hang dé
ho dwoc néi y kién cua
minh mot cach chu déng

J
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Lang nghe y kién cda khach hang

“Nguyén tac 3: Kién nhan
lang nghe

- Hay don toan bd tam tri clia
ban dé 1ang nghe khéach
hang noi

- Pirng khién ho cam thay hut
hang khi néi chuyén véi ban

- Hay kién nhan khong phai la
“cam chiu’

WE LISTEN
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Lang nghe y kién cda khach hang

< Nguyén tac 4: Dat
minh vao vi tri cua

h ngwei NOI
custo aters - Chu dong lang nghe y
n Yy Kién cua khach hang

- Hay twong twong
noan canh cua nguo
noi, va gia dinh doé la
minh

48
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Lang nghe y kién cda khach hang

<+ Nguyén tac 5: Tao ra
dau hiéu la ban
hirng thu véi cau
chuyén

hién sw hao hirng: nét

x - Boc 16 nhirng biéu
( ;1‘”’ G hién, hanh déng thé
\ .

1

mat, c chi,...

v - Hay tan dwong dé
khach hang noi
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Lang nghe y kién cda khach hang

~

< Nguyén tac 6. Chac
rang ban hiéu dwoc
tat ca cau chuyén
ban dwoc nghe
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Lang nghe y kién cda khach hang

~

< 7. Phan hoi lai y kién
do:

Dién giai:

Lam ro:

TOm tat lai:

Thbéng cam:
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0

Lang nghe y kién cua khdach hang

\

< 8. Khdng cat ngang
kKhi ngwoi khac
dang noi

DuongThanCong.com https://fb.com/tailieudientucntt
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Lang nghe y kién cda khach hang

9. Ton trong y kién
cua ngwoi khac

53
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Ton trong y kién cua ngudi khac

~

< Khach hang cé thé dung, cé thé sai. Nhwng moi
y kién cua ho can dwoc ton trong.
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4 Dap ung su mong muoén vé tam ly cua khach A
hang

< Nam bat tam ly va mong mudn clia khach hang luén 1a
yéu t0 quan trong hang dau trong bat ctr chién lwoc
cham séc khach hang nao.

<+ Chi khi nao ban biét dwoc khach hang thwe sy mong
muon nhirng gi thi luc do ban m¢&i cham soc khach hang
mot cach hiéu qua
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4 )
Thiét Iap moi quan hé lau dai vdi khach hang

% Quan tri moi quan hé v&i khach hang (Customer
Relationship Management), thuat ngir CRM xuat hién t
dau nhirng nam 1990 tai cac coéng ty tw van kinh doanh
M§. Mong mudn clia cac chuyén gia khi xay dwng CRM
la nham tao ra mét phwong phap co thé phat hién cac
doi twong tiém nang, bién ho thanh khach hang, va sau
do duy tri lau dai cac khach hang nay cho cong ty.
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-

Thiét Iap moi quan hé lau dai vdi khach hang

~

% Hat nhan ctia CRM la mét hé thong co s& dir liéu tong
hop vé khach hang do cac bé phan khac nhau trong
cong ty thu thap.

% Quan ly théng tin khach hang,

“ Quan ly twong tac khach hang,

% Quan ly quy trinh ban hang,

% Quan ly maketing,

% Quan ly san pham dich vu hay bao cao thong ké....

=> CRM cho phép céc cong ty thiét Iap nhitng moi quan hé
c6 lgi hon v&i khach hang trong khi cat giam dwoc chi
phi hoat dong.
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-

Cac chi'c nang cua mot hé thong CRM

~

“* 1. Chtrc nang Giao dich:

% 2. Chtrc nang Phan tich

% 3. Chtrc nang Lap ké hoach:

“ 4. Chirc nang Khai bao va quan ly:

% 5. Chtrc nang Quan ly viéc lién lac:

% 6. Chtrc nang Lwu trir va Cap nhap:
< 7. Chirc nang Ho tro cac dv an:

% 8. Chlrc nang Thao luan:

< 9. Chtrc ndng Quan ly hop ddng

% 10. Chirc nang Quan tri:
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-

Gianh lai luong khach hang cia mat di

N

1.

Lap danh sach nhirng
khach hang mat di

Tim hiéu nguyén nhan
tai sao khach hang mat
di

Pé nghi giao dich tiép
Puwa ra m&i chao wu ai
hon

Chu trong dich vu cham
soc khach hang
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" ®Hoan thién chat Iuong phuc vu dé nang
cao doé hai long cua khach hang

Dan dau vé
chat luong

e
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" ®Hoan thién chat Iuong phuc vu dé nang
cao do hai long cua khach hang

CHAT LUONG
LAM NEN

~ UY TIN
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Tinh huong

Hay doc céc tinh hudng, va nhan xét vé
vali tro cua nhirng n6 Iwc trong viéc thu hut
va gitr chan khach hang ¢ tirng tinh hudng
do
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