NGHE BAN HANG VA QUAN TRI BAN HANG

1. Ca&c khai niém vé ban hang va quan tri ban hang

2. Chic nang va nhiém vu cua dai dién ban hang

3. Phan loai nghé ban hang va nhitng cg hdi va thach thirc ciia nghé ban
hang.

4, Quy trinh va ky thu ban hang

5. Cac van dé vé dao dic cta dai dién ban hang

Bai tap tinh hudng: Su lua chon th( nhét

Tom tat

Muc tiéu cua chuong nay la phan tich vé nghé ban hang va giai thich su thang
ti€én nhanh trong nghé ban hang. Ching ta s& nam dugc thé nao la ban hang ca
nhén, cdi ngudn lich s cia ban hang cd nhan. Chulng ta cling s& ndm dugc nhitng
trach nhiém, van dé va nhitng cd hdi cla ngudi dai dién ban hang. Bén canh do
chung ta cling ban dén quy trinh va cac ky nang ban hang cta dai dién ban hang.

Nghé ban hang cé mot s6 dic diém ddc trung 1am cho né trd nén h&p dan vdi
mot s& ngudi. Nhitng ddc diém nhu su tu do, tinh dbc 18p va thu nhép cao khéng
phai tu nhién dén ma khéng phai trd gid. Hau hét cac nhan vién chao hang da tu
diéu chinh t8t dé thich (ng vdi cdng viéc nhung mot s6 ngudi that bai va khdng thé
vugt qua dudc nhitng kho khan tré ngai hoac da phai tim moét nghé nghiép khac. Sau
cling, trong nghé nghiép ctia minh, cdc nhan vién chao hang cé thé phai duong dau
v@i mot sO tinh huGng dao di'c ma ho phai giadi quyét vdi su giup dG cua cap trén va
cong ty.

Quan tri ban hang la mot phan cua hoat dong kinh doanh s6i dong va cé tinh
cd nhan cao. V4i tri thdng minh va nhitng k§ ndng thich hgp, bat ky ai cling cé thé
nhanh chéng dat dudc nhitng muc tiéu cd nhan cling nhu nhtng thanh dat vé tai
chinh thong qua nghé nghiép ban hang va quan tri ban hang.

1. Cac khai niém vé ban hang va quan tri ban hang

"Ban hang ca nhan" 1a mét qua trinh (mang tinh ca nhan) trong dé ngugi ban
tim hi€éu, khdm phd, ggi tao va ddp Ung nhitng nhu cdu hay udc mudn clia ngudi
mua dé dap ’ng quyén Igi thoa dang, 1au dai clia ca hai bén.
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DPinh nghia trén rd rang thé hién rdng ca hai bén ngudi mua va ngudi ban déu
c6 Igi trong thuong vu ay. Nhirng ngudi trong luc lugng ban hang dugc dat rat nhiéu
chic danh, nao la ngudi ban hang, dai dién ban hang, dai dién nha san xuét, giam
doc phu trach khach hang, nhan vién ky thuat phu trach ban hang, giam doc khu vuc
va biét bao nhiéu chirc danh da dang khac nira, tdt ca nhitng s6 ngudi néu trén déu
cé diém chung la ti€ép xudc truc tiép vdi khach hang va cé trach nhiém truc tiép vé
viéc ban san phdm hay dich vu cua Cdng ty ho.

Dinh nghia vé ban hang ca nhan nay chd y ndi rang viéc ban hang la ca mét
chudi hoat ddng va cac quan hé. RS rang 1a nhitng linh vuc hoat dong cta nhan vién
clia cac té chirc kinh doanh dich vu nhu ngan hang, k& toan céng cdng va quang cdo
cling giébng hét nhu cong viéc ciia mot dai dién ban hang trong khu vuc cia minh. Vi
thé, chlic nang va hoat dong cla viéc ban hang ca nhan khoéng chi bé gon trong luc
lugng ban hang. Tuy nhién, chuong nay tap trung chd yéu vao viéc quan ly hang
triéu nhan vién ban hang hién nay.

"Quan tri ban hang" cé thé dudgc dinh nghia Ia hoat ddng quan tri cha nhiing
ngudi hodc thuc su thudc luc lugng ban hang hodc gdm nhitng ngudi hd trg truc tiép
cho luc lugng ban hang. Tuy thudc vao tirng cong ty, cdp thap nhat ma quan ly ban
hang cé thé cé rat nhiéu danh quén, khu vuc, gidm sat vién hay gidm sat vién ban
hang. Dac tinh chung cla cac chic vu nay la du cho cd mang danh vi gi di nita cling
déu la giam sat truc ti€p nhitng ngudi dai dién ban hang theo linh vuc. Nhitng ngugi
quan ly ban hang theo linh vuc thudng phai bao cao lai cho nhitng ngugi quan ly ban
hang thudc cap cao han trong Céng ty. S6 ngudi quan ly ban hang cdp cao nay khac
nhau gilta cac cdng ty va nhitng danh vi cia ho cé thé tir ngudi quan ly ban hang
tirng dia phuong, khu vuc hay toan quéc cho dén chic phd giam d6c phu trach ban
hang v.v.

Hai muc tiéu cla quan tri ban hang la con ngudi va Igi nhuan. Nhitng cong ty
thanh cong déu cé nhitng loat muc tiéu dugc xac dinh ra rang vdi nhitng chién lugc
dé dat dugc nhitng muc tiéu dy. Cach tét nhat l1a nhitng ngudi diéu hanh céng ty xay
dung nhitng muc tiéu kinh doanh sau khi danh gid can than nhitng co hdi kinh doanh
cling nhu nhitng ngudn luc cha cong ty. Thong thudng nhirng muc tiéu nay dugc cu
thé hda thanh nhitng chi tiéu tdng trudng vé Igi nhudn va doanh sé, sau d6 dudc chi
tiét héa theo he théng t6 chuc clia céng ty dén tirng dinh mic cho ting vlng, dia
phuong. Diém cudi cung cla day chuyén truyén Iénh 8y chinh 1a nhitng ngudi dai
dién ban hang. néu ngudi dai dién ban hang khdng chan thanh nd luc ban san pham
cua cong ty thi doi véi hau hét doanh nghiép sé rat kho khan néu khéng mudn noi
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rang hau nhu khdng thé dat dudc nhitng muc tiéu da dé ra. Ngudi c6 tradch nhiém
cudi cung vé viéc thi hanh nhiém vu cua ngudi dai dién ban hang la ngudi quan ly
cbng viéc ban hang theo linh vuc.

Vay nhirng muc tiéu cua trudng phong quan ly ban hang la gi? mac du ho cé
thé néu ra mot cach khai quat réng nhitng muc tiéu cta truéng phong quan ly ban
hang cling chinh la muc tiéu cta cdng ty., nhung cu thé han, nhitng muc tiéu ay phai
dudc xay dung co can cl hién thuc han nhirng muc tiéu chung clia cong ty. Mac du
nhifng muc tiéu thuc hién cé thé dugc dién ta theo nhiéu cach, tly thudc vao ting
cdng ty, tuy nganh, nhung ndi chung ching cé thé chia thanh hai loai 1a muc tiéu
huéng vao con ngudi va muc tiéu hudng vao Igi nhuan.

TU 1&du, ngudi ta nhan dinh rang ndi dung céng viéc cla dai dién ban hang rang
budc ho vao véi cdng ty thué tuyén ho. Cé nghia la khi ho con lam cho cdng ty &y,
thi ho phai danh tron thdgi gian ciia ho cho khach hang cia Cong ty hay nhitng khach
hang tiém nang clda ho. Trong thuc t€, nhiéu dai dién ban hang, nhithg ngudi dai
dién ban lé va mot s6 khac trong luc lugng ban hang ngoai cong ty tu do di lai giao
dich gilta céng ty cia minh va dia diém kinh doanh clia khach hang. Chdng may xa
la khi mo6t dai dién ban hang dung nhiéu thdgi gian cia minh véi khach hang han la tai
van phong céng ty.

Quan niém vé nghé ban hang

Nhitng sinh vién dugc gidi thiéu vé nghé ban hang thong qua nhitng chuadng
trinh trén dai truyén hinh vao lic dém khuya, trong nhirng hoat canh, nhirng vg kich,
nhitng b6 phim nhu "The Music Man", "Glengarry Glen Ross", "Cai chét cia moét
ngudi chao hang", hay Truyén c6 tich v& mdt anh chao hang ba hoa, lubn mdc moét
bd quén do badng nhém trong bd phim "Ngudi thiéc" va gan day la chuyén k& vé moét
anh chao hang néng nay, Iira loc trong phim "Ngugi cong du". Mac du cé nhitng bic
tranh khong dep vé nghé ban hang nhu vdy nhung cai nhin cda sinh vién d6i vai
nghé nay ngay cang sang sua hon vao khoang 25 nam nay.

Vao nam 1962, nghé ban hang dugc cac sinh vién mé ta khong may khen ngdi
Idm nhu 1a "bi dé nén, dia vi thdp, kém tinh sang tao, khéng dudc khuyén khich may
vé tai chinh". Vao gilta nhitng nam 1980, quan niém cua nhirng sinh vién vé nghé
nay khdéng nhitng sdng stia han, tét dep hon, ma con sau sac, chin chan hon. Ho cé
thai d6 tich cuc han véi nghé ban hang ndi chung va hiéu biét dugc ndng cao haon vé
cac loai hoat dong ban hang. Nhitng nghién clu cho thay, nhitng sinh vién nay thich
chon nhitng dia vi dugc dai ngd tét, ban hang theo xu hudng nang dong, thudng
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xuyén cung c8 duy tri khdch hang, han Ia thanh dat va phat trién. Mdc du cac sinh
vién nit c6 té ra phan nao it dugc quan tdm trong nhitng nganh kinh doanh san pham
céng nghiép hay ban budn (ban si) hon la nhitng sinh vién nam, ndi chung ho van cé
khuynh hudng tich cuc vao nghé nay. Cudi cung, dbi véi nhirng sinh vién chua ra
trudng, dac biét la gidi nt, déu xem nghé ban hang la mét nghé tuyét vdi, coé nhiéu
cd hdi phat trién va thang tién.

Qua trinh phat trién cia nghé ban hang

Viéc ban hang va tiép thi thudng dugc xem la mot hién tugng mdi gan day, lién
guan dac biét dén nang luc kinh doanh tai Hoa Ky. Tuy vay, su thuc thi lich s clda
nganh nghién clu ti€p thi va ban hang da cé hang tram nam trudc day. Con nhitng
hoat ddng trong dat nudc Hoa Ky ngay nay chi I mot dan chi’ng hing manh cuta
moét quéa trinh phat trién 14u dai. Lich s phat trién cla nghé thuit ban hang va
nganh marketing dugc chia lam 4 thdgi ky: thdi ky trudc khi bdt nguén, thdi ky bat
nguodn, thdi ky phat trién nén mdng, thdi ky tinh loc va hinh thanh.

Thdi ky trudc khi bat nguén (trudc 1750)

M6t trong s8 nhitng hoat ddng ban hang cad nhan dau tién da dugc nha thag Co
Hy Lap ghi lai vao thé ky 8 trudc Cong nguyén. Ong d3 ké vé nhitng ngudi ban dao
x& Phoenicy, sudt ngay di hét clra nha nay dén clra nha khac dé€ chao ban nhitng
hang hdéa ciia minh. Hang thé ky sau do, khi d&€ quéc La M@ md réng quyén ba chu
clia ho trén vung bién Dia Trung Hai, nhitng dang dai ly, nha buén hudng hoa héng
da trd thanh nhitng yéu t& phd bién cua d& qudc nay. Thdi ky Trung c6 va thdi ky
Phuc Hung 1a thdi ky phat trién clia nhitng 1ai budn ban hang Ién chau Au. Dén dau
thé ky th(r 18, céc td chirc kinh té hién dai da xudt hién va phat trién & hau khap Tay
Au va mot s6 viing & Hoa Ky.

Thdi ky bat nguén (1750 - 1870):

Cudc cach mang céng nghiép da mé dau cho giai doan nay. Thdi ky nay mang
nhitng déc diém nhu su gia tdng nhanh nang Iluc san xudt va véan tai, mang dén mot
budc ngoat I8n cho nén kinh t€. Cac doanh nghiép trong giai doan nay da trang bi ky
han cac ky nang tié€p thi nhu trong chiéu thi, tim ti€m thi trudng, hay thiét ké nhirng
san phdm chuyén biét cho nhitng khach hang déc biét. Cong ty d6 s Wedgwood la
mot tiéu biéu, ho da x4y dung nhitng ky thuat ti€p thi va ban hang rét tinh t& nhu d3
tirng cé trong thai dai thé ky th{r 20 ngay nay. Ho da dung dén nhirng nhan vién ban
hang dao gdp giao dich thang vdi khach hang cling nhu nhitng gidm d6c quan ly ban
hang truc ti€p.
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Thdi ky phat trién nén méng (1870 - 1929):

Su phlc tap gia tang kha nang san xudt dai tra da doi hoi su gia tang viéc
khuyén khich nhitng nhu cau tiéu thu dai tra. Do cdc nha san xuat phai tap trung hét
nang luc vao qua trinh san xudt, doi hoi hinh thanh mét bé phan trung gian chinh
thic dé€ lién hé giao dich truc tiép vdi khach hang trén nhitng ving l&nh thé dia ly
khac nhau. Nhitng day chuy&n phan phdi 1é I16n dudc thanh 18p va phat trién nhanh
lic bdy giG nhu: Sea-Robuck va Montgomery Ward. Con nhitng hdng dai dién nha
san xuat va nhirng kénh phan phdi trung gian khac thuc hién viéc ban hang & nhirng
vlng xa ndi san xuat.

Vao dau nhitng nam 1900, cac trudng cao dang va dai hoc mdi dua vao nghién
clru va giang day nhitng b6 moén nhu "nghé thuat ban hang" va nhiéu td bdo hang
ngay vé nghé ban hang luc bay gid méi xuat hién. Cac nha san xuat rat tin tuéng va
qguan tam dén nhirng thuc té€ mdi mé nay, dac biét la nhitng chudng trinh dao tao
chinh quy, viéc chudn héa nhitng tip tuc trong ban hang va viéc phat trién dai han
danh cho luc lugng ban hang. Hon nita, nhirng ngudi quan ly truc ti€p viéc ban hang
gig day thuc su dugc xem la nhitng cap quan ly, giam ddc, lanh dao, ch& khéng phai
chi dugc xem nhu mot dai dién ban hang cadp cao ma thoi. Mot s6 Iuc lugng ban hang
con dudc t6 chic theo cd cdu khach hang, ddc tinh sdn phdm ch khdng chi dua vao
phan vlung 1&nh thé ma thoi.

Thdi ky tinh loc va hinh thanh (tir 1930 dén ngay nay):

Su sup dd thi trudng chirng khodn ndm 1929 va theo sau la khing hoang thé
gidi nhitng ndm 1930 d3 budc phai c6 mét su’ trudng thanh va trién vong tét dep hon
trong nghé thuat ban hang. Thgi gian nay xuat hién xu hudng kinh doanh san xuat
huéng vao phuc vu khach hang, nhitng dai dién ban hang va cac cong ty canh tranh
IAn nhau khdng phai bdng nhitng ngudi ban hang khén khéo nhat, ma béng viéc
cung Ung dich vu tét nhat, phuc vu tét nhat, chat lugng tét nhat va gid ca canh tranh
nh&t. Nhu ciu cla nén kinh té& d3 thic day su phat trién cla nhitng khoa hoc quan ly
nhu phan tich kha ndng san xuét trong tirng vung l&nh thé, quan ly chi phi chit ché
han, quan ly nhitng cudc giao dich ban hang, ban hang cho nhitng khach hang cé Igi
ma thoi.

Ngay nay, nhitng hang san xuat, phan phéi va dich vu tai Hoa Ky da rat chu
trong dén nghé thuit ban hang cd nhan (ban truc ti€p). Hoa ky cd thé dudc udc tinh
rang cé khoang 7 triéu ngudi lam nghé dai dién ban hang va udc tinh téng thu nhap
clia ho cb thé 1én dén khoang 146 ty d6 la. Khoan tién nay céng véi khoang 10 ty dé
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la chi tiéu cho nhitng dai dién ban hang nay lam chi phi di lai, giai tri va dao tao, da
dua dén mot muic phi kha I8n, 156 ty do la hang nam.

Viéc cac hang sdn sang bd ra 156 ty do la chirng té vai trd quan trong ma viéc
ban hang ca nhan da cong hién cho thanh céng cia Cong ty trén thuong trudng.
Khoan chi tiéu cho viéc ban hang ca nhan nay vugt xa khoan tién danh cho quang
cao. Viéc tap trung nguodn luc ciia Cong ty vao viéc ban hang ca nhan phan anh chién
luge vé nhan luc ban hang va quan ly ban hang ctia Coéng ty.

2. Chirc nang va nhiém vu cua dai dién ban hang

Pé& thuc hién nhitng nhiém vu cta minh 1a mét dai dién cho cdng ty trén thi
trudng, nhitng dai dién ban hang cé déng gép quan trong ca cho cong ty 1&n cho
khach hang cla ho. DU hoat dong cua dai dién ban hang rat da dang, nhung ching
cé thé tp hop thanh 4 nhédm nhu sau: ban hang, quan ly diéu hanh, tai chinh va tiép
thi.

Ban hang:

Trung binh 32% thgi gian cua dai dién ban hang danh cho nhitng cudc gap g&
giao dich truc tiép d€ ban hang, 19% danh cho viéc ban hang qua dién thoai, 13%
danh cho nhitng dich vu khach hang. Bt ké thdi gian danh cho nhitng hoat déng ban
hang truc ti€p la bao nhiéu, trach nhiém cudi cung cua moi dai dién ban hang la ban
nhirng san phdm cua cdng ty ho mot cach thanh céng. Nhitng dai dién ban hang
cdng hién cho su thanh céng clia c6ng ty va thé hién hiéu qua clua viéc cdng ty thué
tuyén minh bang doanh s& ho tao dudc. Diéu dé khdng cé nghia la ngudi dai dién
ban hang cb thé ban dudc hang théng qua bt ky Ian giao dich nao. Cling khéng cé
nghia réng ho phai nd luc d& ban hang bat k& nhitng tac ddong dén khach hang hay
cong ty cua ho. Cé nhitng trudng hdp thuang vu sédm dudc thuc hién, nhung vé mat
lau dai diéu 8y cé thé ton hai dén ca phia khach hang l1an cong ty cung cap.

"Su thanh cong trong ban hang" mang nhiéu y kién trong nhiéu tinh hudng
kinh doanh khac nhau.

* PG6i v8i nhitng doanh nghiép chu yéu dua vao viéc ban hang qua dién thoai,
"thanh c6ng" dugc hiéu la thudng vu hoan thanh ngay Iap tirc sau cudc dién thoai.

* Trong nganh dudc phdm, nhiing cdng ty kinh doanh cé luong tdm nhu

Lederle, Richardson-Dow va Eli-Lilly, nhitng dai dién ban hang clia ho c6 thé chang
bao gi¢ cé dudc dan dat hang. Trong nhitng tinh huéng kinh doanh nhu vay, trong
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tdm khdng phai l1a ban dudgc san phdm ma lam sao tao dugc quan hé tét vdi cac bac
si. Theo céach nay, doanh s8 va Igi nhuén cta céng ty dat dugc cudi cung cd thé cao
néu chét lugng cla san phdm cling nhu chét lugng phuc vu cao ma dai dién ban
hang danh cho vi bac si dy.

* Trong nhitng tinh hudng kinh doanh cia mét s6 nganh cong nghiép, "thanh
cdng" dudc hiéu theo nghia lau dai. C6 thé phai mat nhiéu ndm thi mét thuong vu
kinh doanh san phdm cdng nghiép mdi két thic. Chdng han, céng ty van tai hang
khoéng Pilot Air Freight nhan dugc hgp dong 3 nam vdéi GTE sau 4 nam giao dich va
v@i khoang 100 lan gap gd.

Nhirng nhiém vu quan ly diéu hanh

DE td chirc t6t trong 1&nh dia dudc phan céng cling nhu thuc hién tét nhiém vu
dudc giao cua minh, nhitng dai dién ban hang can phai ti€n hanh mét s6 nhiing
nhiém vu, chfc nang mang tinh chat diéu hanh, quan ly. Nhitng nhiém vu ay nhu
gidi quyét nhirng van dé cuta khach hang, lap k& hoach, 1ap du bao, danh gia va ca
dao tao ni{ra. Trong thuc té, nhitng dai dién ban hang nay phai danh dén 15% thdi
gian lam viéc cta ho cho nhitng céng viéc day. RO rang day la nhitng ky nang can
thiét dé ho diéu hanh tét trong dia phan dugc giao. Mot khi nhitng kj ndng nay dugc
quan tam rén luyén, ching sé la can cl cho viéc dé bat thang tién.

Ky nang giai quyét van dé:

Day la mot déng goép quan trong cua nhitng dai dién ban hang, khi ho gilp
khach hang gidi quyét nhitng van dé cla ho. Ddi khi nhitng viéc hudng dan, giap d8
gidi quyét van dé ay lai gitp ho ban dugc hang. Nhung mat khac, khi khach hang
gap phai nhitng van dé nhu trong quan ly ton kho hay bao tri may moc thiét bi, ho
doi hdi su trg gilp quan trong cé anh hudng I6n dén hiéu qua kinh doanh cta ho, cho
du ngudi dai dién ban hang 8y khéng ban loai hang hda dung dé giai quyét van dé
nay cua khach hang.

Ky nang lap ké hoach:

Cac dai dién ban hang cé rét nhiéu dip phat trién k§ ndng nay. Trudc hét, ho
phai 14p k& hoach vé dia diém, vé thdi gian dén tiép xic vdi khach hang mét cach
hgp ly. Viéc Iap k& hoach nhu vay cho thdy dai dién ban hang ay c6 s dung thdi
gian cua ho hiéu qua va hdp ly hay khéng. Th& hai, mot dai dién ban hang thudng co
dip trao ddi than can vdi khach hang vé ké& hoach cua khach hang, nén ky ndng nay
that 1a can thi€t. Mot trong s6 nhitng n6i dung 1ap k& hoach ay la viéc xay dung mot
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chuang trinh quang cdo hay mét chién dich chiéu thi c6 ddng cho mét trong s&
nhitng ngudi phan phdi |é cia minh. Hay doi khi ho con lién quan dén viéc lap ké
hoach dai han hon cho nhitng nha san xudt hay phan phéi, vdi ndi dung phéat trién
san xuat, quan ly du trit hay xay dung hé théng phéan phoi cho ho.

Ky nang lap du bao:

Céc dai dién ban hang cling cé thé dugc yéu cau ldp du bdo vé modt sd san
phdm nao dé trong vlng lanh thd dudc phan cho ho, hay trong toan nganh. Nhiing
ban du bdo nay thé hién nhitng "linh cdm" cua nhiing dai dién ban hang vé thi
trudng vdi vai tro la nhitng ngudi thudng xuyén ti€p xdc vdi thi trudng.

Ky ndng vé hudng dan, dao tao:

Thong thudng, mot dai dién ban hang mdi dudc giao cho mét dai dién ban hang
c6 kinh nghiém hon dé dugc hudng dan théng qua thuc té& cong viéc, véi su gidm sat
cua giam doc phu trach ban hang. Ngugi dai dién ban hang giau kinh nghiém han ay
sé& hudng dan cho dai dién ban hang mdi v& nhitng hoat dong thuc t& thudng ngay
trong vung l&nh thd dugc phan, nhitng hoat ddng thuc t& 4y khdong thé dua vao mdt
khda hoc chinh quy nao ca. Mot td trudng quan ly truc tiép cac dai dién ban hang con
cé thé dudc phan céng, dé nghi dao tao cho luc lugng ban hang (LLBH) cla hing
phan phdi cua cdng ty minh. Ndi dung dao tao cé thé bao gém nhitng k§ nang chung
cua viéc ban hang, hodc cling c6 thé lién quan dén nhitng san phdm méi hay nhiing
ké hoach mgi, chuong trinh méi clia cong ty.

Ky nang danh gia:

Mot dai dién ban hang ciling phai cé kha nang danh gid trén mot s6 van dé da
dang nhu sau: Banh giad vé thi trudng, vé khach hang, khach hang tiém nang, hay
mot dai dién ban hang dang hoc viéc, hay danh gid vé mdt san phdm mdéi. Nhiing
danh gid dy c6 thé dudc trinh bay dudi dang nhitng tai liéu chinh, nhung déi khi chi
la nhitng danh gid miéng thoi. Cho du nhitng danh gia dy dudc thuc hién dudi hinh
thirc nao va vé van dé gi, ngudi dai dién ban hang cling phai cung cap dugc nhitng
danh gia c6 can clr, bang kinh nghiém va kién thirc ciia minh.

Nhirng trach nhiém vé tai chinh

O mot s6 cudng vi nhat dinh trong linh vuc ban hang, ngudi ta doi hoi dai dién
ban hang phai ti€n hanh moét s6 nhiém vu vé tai chinh 8 miic d6 tuong ddi phic tap.
Trong mot s trudng hgp kinh doanh hang cong nghiép, mot bd phan quan trong cua
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viéc ban hang 1a xay dung nhitng k& hoach tai chinh téng hdp, bao gdm tir hoat déng
thué tai san, mua lai, hay sé hitu cia moét bén th& ba v.v... Va néu khéng cé nhitng
du tru nay, hoat ddng ban hang khéng thé tién hanh dugc.

Nhirng hang moi gidi chiing khoan nhu Merrill Lynch hay nhitng dich vu lap ké
hoach tai chinh nhu doanh nghiép Aetna phai phat trién manh vé hoat ddng tai chinh
ngoai nhitng k¥ nang kinh doanh khac cta ho. Tham chi d6i vdi nhitng nghiép vu ban
hang don gian cling van doi héi moét s& k§ ndng vé& mit tai chinh nhu quan ly nhing
khoan phai thu hay quan ly ton kho trong khu vuc dia ly d& dudc phan cong.

Nhiém vu vé marketing

Hai chiic nang vé marketing quan trong cla dai dién ban hang, doé la thu thap
thong tin thi trudng va thi hanh nhitng ké hoach, nhithg chuong trinh vé marketing.

Hoat dong thu thap théng tin:

Pai dién ban hang la ngudi trong cong ty thudng xuyén ti€p xuc vdi thi trudng.
Theo ly thuyét thi ngudi dai dién ban hang 1a kénh truyén dan théng tin cho va nhan
tr khach hang, thi trudng.

Mot dai dién ban hang phai thong thudc nhitng nguén tin vé tinh hinh khach
hang trudc khi tung ra sdn phdm mdi, vé hoat ddng cua d6i thd canh tranh, vé
nhitng d&i mdi ky thudt v.v... Tuy nhién, két qua nghién clu cho thdy khi dudgc giao
nhiém vu nghién clu tiép thi, hadu hét cac dai dién ban hang da thé hién rd rang rang
ho khong may quan tam hay khong du kha nang ti€n hanh thu thap thoéng tin thi
trudng mot cach cd chat lugng, du la dudi hinh thifc mot du an hay viéc thu thap
thong tin déu ddn. Tuy vay, cac cong ty van ti€p tuc yéu ciu nhitng dai dién ban
hang clda ho cung cdp nhitng théng tin thgi su qua nhitng bao cdo giao dich thudng
Ié hoac qua nhitng bdo cdo chuyén muc. Diéu nay dac biét c6 nhitng cong ty cho
réang luc lugng ban hang la cg ban nhat ctia ndng luc quan ly.

Pai dién ban hang con phai la cau ndi thong tin chinh xac tir cong ty dén khach
hang trén nhitng mat thdng tin v& san phdm mdi, v& chinh sach, chuong trinh,
nhitng thay déi thong sé ky thuét trén san phdm va nhiing chuyén bién vé diéu kién
thi trudng. Théng qua nhitng dai dién ban hang, cdng ty cb thé xay dung dugc nhirng
quan hé tét dep vdi khach hang bang viéc thudng xuyén théng tin cho ho nhirng tin
tdc hitu ich, ddc biét 1a ddi véi nhitng doanh nghiép nhé, khdng hodc khéng thé tién
hanh dudc viéc tu thu thap va chon loc thong tin.
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Thi hanh nhirng chucong trinh tiép thi:

Nhitng cdng ty phat trién cho réng thugng vu chi mdi hoan thanh dugc mét nira
khi két thuc viéc ban hang dén tay khach hang. Khai niém "thudng vu tron ven" vdi
mét khach hang dudgc hi€u |a ngudi dai dién ban hang ti€p tuc ti€p xutc vdi khach
hang d& dam bao cho khach hang tadn dung tron ven moi tinh ndng clia san pham.
Trong trudng hgp giao dich vé6i nhitng trung gian thuong mai nhu nhitng nha ban
buén va ban lé, ngudi dai dién ban hang clia Cong ty con phai cung ho xay dung
nhitng k& hoach marketing dé€ gilp ho ddy manh ban hang thanh céng va nhanh
chéng. Nhitng hang san xudt I8n nhu Campell Soup, Drackett, Proter & Gamble,
Ralston Prerina, Libbys, General Foods va nhiéu hang khac thudng ngay lién cdo va
chiéu thi trong dia phudng va vung minh dugc phan cong.

Mot tinh hudng tuong tu khi khach hang ctia céng ty lai la moét nha san xuat.
Ngudi dai dién ban hang hd trg nha san xuat &y ndng cao siic canh tranh cta ho trén
thi trudng. Baon cr nhu céng ty American Cianamid dao tao nhitng dai dién ban hang
cla ho c6 gang hét sirc minh nang cao hiéu qua canh tranh cho ho trén thi trudng.
Quan niém "thuong vu tron ven" nay doi hdi phia cong ty phai cé mot doi ngii ti€p thi
c6 nang luc, cac dai dién ban hang phai cé day du nhitng ky nang ti€p thi can thiét
dé thuc thi quan diém nay.

Cong ty thudng yéu cau cac dai dién ban hang thuc hién nhiéu nhiém vu
marketing phong phu, da dang. M6t trong s6 nhitng nhiém vu quan trong ma coéng ty
yéu cau dai dién ban hang cia minh la phai tham gia phdi hgp gitta nhitng ké hoach
marketing cla cdng ty va nhitng nhu ciu cu thé cua tirng khach hang. Chdng han,
Cong ty Owens - Corning c6 mét luc lugng ban hang dugc tang danh hiéu luc lugng
ban hang gidi nhat toan nganh san xuat vat liéu xay dung va kiéng, do nhiét tinh
hgp tac cua ho vai khach hang, cling nhu ban hang cua khach hang minh trong viéc
tiép thi nhitng san phdm Owens - Corning.

Nhirng hoat dong ctia cac dai dién ban hang

M6t nghién clru gan day cho thdy rédng nhitng dai dién ban hang cla nhiing
hang cong nghiép c6 dén khoang 120 hoat déng khac nhau. Cac hoat dong ay dugc
nhom lai thanh 10 nhdm hoat ddng nhu dugc thé hién trong bang 3.2. Ching ta
chdng may ngac nhién khi thdy rang trong sé nhiing hoat dong &y, hoat déng ban
hang chiém ty 1é cao nhat vé thdi gian. Hon 95% trong s6 nhiing dai dién ban hang
dudc phdng van ti€n hanh cac hoat déng hd trg cho chirc ndng cd ban &y.
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Yéu té6 Tén hoat dong

1

10

Chtrc ndng ban hang

Theo doi don hang

Dich vu san pham

Quan tri thong tin

Dich vu khéach hang

Hoi thao/ Ho1 hop

Dao tao/tuyén dung

Tiép dai khach hang

Cong tac xa

Noi dung nghiép vu

Chon Iuva san phdm dé di giao dich, chuén bj va tién
hanh viéc trinh bady v& san phdm dén ti€p xuic vdi
khach hang tiém nang. D6i phd vdi dbi thu, lap ké
hoach ban hang, gidi thiéu san phdm mdi, nhan ra
ngudi c6 thdm quyén, vuon tdi vi tri hang dau, gap g
khach hang mdi, xac dinh tam nhin gidp khach hang
lap k& hoach

Diéu chinh don hang, hd trg nhitng don hang, xir ly
nhimg van dé vé giao hang

Kiém tra thiét bi, lu6n hién dién trong thoi gian stra chita
thiét bi, giam sat vi¢c lép dat, tim hiéu thém vé san phém
béng viéc theo doi k¥ thuat vién thuc hién viéc bao trg
may moéc, dit mua thém thiét bi phu ting, huéng dan
cach van hanh may an toan va nhiing thao tac can thiét
khi may gap su cd.

B4o cao nhimg thong tin phan hdi lai cho cip trén, thu
nhan nhitng thong tin phan hoi tir phia khach hang, cing
v6i cdp trén xtr 1y thong tin, doc nhitng ban tin thuong
mai, thu thdp va bdo cédo nhiing thong tin thwong mai

Piéu hanh ton kho, bd tri trung bay hang héa tai ting
diém ban, xay dung hoat dong quang cdo tai dia phuong,
b6 tri kho bei

Tham du nhiing hoi thao vé ban hang, tham dy nhiing
cudc hop vé ban hang dugc to chirc trong ving, to chirc
nhitng cudc hoi nghi khach hang, trung bay, trién 1am,
tham du khoa dao tao, trd 161 nhiing ban cau héi tric
nghiém lién quan dén nghiép vu ban hang.

Tim thém dai di€én ban hang méi, dao tao cho dai dién
ban hang méi, cung di cong tac dai dién ban hang mdi,
gitip cong ty xay dung ké hoach hoat dong ban hang.

Moi khach hang an trua, giai khat, an tbi, an tiéc, choi
golf, cau ca, danh tennis

Qua dém trén duong di cong tac xa

Phéi hop v6i cac nha Ban hang cho nhitng nha phan phdi, xdy dung quan hé t6t
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phan phéi v6i ho, gia han tin dung, thu nhiing khoan no cii.
Bang 3.1. Bang tém tat nhirng hoat déng ban hang

Nhitng hoat ddng th( hai, ba nam trong bang trén chd yéu lién quan dén
nghiép vu dich vu "hau mai", nhirng dich vu di kém sau khi viéc ban hang hoan tat.
Vai trd cua dich vu nay 1a yéu t6 quan trong dé€ xay dung va duy tri m&i quan hé tét
v@i khach hang. Nhitng thudng vu thanh cong, dac biét tai thi trudng Nhat Ban doi
hoi nhitng dich vu cé chiéu sdu rat cao. Nhitng chifc ndng con lai thé hién rd rang
nhitng dai dién ban hang cta nhitng hang cong nghiép cé moét tam hoat dong toa
rong dé ho trg cho nhitng chirc ndng nhu ban hang, diéu hanh quan ly va tiép thi.

Thé nao la moét dai dién ban hang gioi?

Dé& dang nhan thay cau tra I5i 1a "Dai dién ban hang gidi 1a ngudi thuc hién moi
chirc ndng nhiém vu cta minh". Nhung ting tinh huéng giao dich rat khac nhau. Vi
viéc kinh doanh nhiéu san pham, dich vu va & nhiéu thj trudng khac nhau, nén rét
khé khai niém dugc chinh xac nhitng dédc diém cua mét ngudi ban hang gidi. Ngoai
ra, diéu ay con tuy ngudi danh gia.

Viéc danh gia mot dai dién ban hang "gidi" phai can ci vao hanh vi cia ho vdi
khach hang ch khéng phai chi dua vao nhitng ngdn tir sédo rong nhu: "ndng nd, hoat
bat va sang tao". Mot cudc nghién clru vé nhitng khach hang cta thdgi ky trudc dugc
ti€én hanh gan day cho thdy rdng moét trong nhitng ly do trong yéu lam cho khach
hang tir bd ching ta la do cung cach cu xUf cia cac dai dién ban hang. Nghién cltu
nay cling chi ra 5 yéu t6 quan trong cua dai dién ban hang anh hudng dén khach
hang:

1. Pai dién ban hang san Idng I&ng nghe y kién cua ho

2. Hoat dong nang dong cua dai dién ban hang sau khi ho dat hang

3. Viéc quan tdm theo ddi thudng xuyén cla dai dién ban hang sau lan giao dich
dau tién.

4. Hoat dong cua dai dién ban hang vdéi nhitng lan dat hang ti€p theo

5. Thai d6 va cung cach phuc vu cua dai dién ban hang dG6i véi nhitng don dat
hang nho.

Trong chirfng muc nao dd, nhitng hanh vi thai dd néu trén do quan diém, dac
tinh cla cac cong ty va con tuy thubc vao diéu kién cla ting thuong vu. Tuy nhién,
chiing d&u phan &nh mdi quan tadm, doi hdi cia khach hang vé dich vu va nhitng hd
trg khac. Mdt cudc diéu tra rong hon dudc t6 chic tim hiéu nhitng dai ly thu mua cho
th8y rdng ba ddc diém gid tri nhat cia mot ngudi chao hang gidi: "Dd tin cay/su tin
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nhiém, chuyén nghiép/thao viéc, thdng hiéu vé san phadm". Cudc nghién clu trén
cling cho thdy nhitng cich cu xr quan trong nhéat 13 "phai nd luc tim hiéu nhitng mai
quan tdm cua khach hang" va "phai biét trinh bay dan dit mot cudc tranh ludn vdi
khach hang mot cach hgp ly va khon khéo".

Nguai dai dién ban hang dudc khach hang danh gia la gioi phai la ngudi thuan
thao nghiép vu, cé hiéu biét va cé nhitng ky ndng tét trong giao t&. Ho con phai la
nhitng con ngudi lam viéc ndng nd, xay dung va gin gilt nhitng m&i quan hé tét véi
khach hang, théng hiéu hoat ddng kinh doanh cua khach hang va gilp ho di dén
thanh céng. MOt cudc tham do trong nhitng tinh huéng kinh doanh khac nhau da cho
thdy ngudi ban hang "tét nhat" phai la ngudi thong minh, kién tri va thuc sy quan
tdm dén su phat trién giau manh clia khach hang. P& dat dudc danh hiéu "xudt sac"
&y, ngudi dai dién ban hang, rd rang, phai nd luc Iam viéc khéng nging.

Nhirng duc tinh cua ngudi dai dién ban hang: Do nang khiéu hay do rén
luyén?

Vay nhitng ngudGi ban hang giéi thanh céng la do nang khi€u hay dugc réen
luyén? Thanh cdng clua dai dién ban hang cho thdy rang nhitng dai dién ban hang
thudng cé mot s6 nang khi€u nhat dinh. Tuy vay, d6i véi quang dai quan chung, IGi
gidi dap "nang khiéu hay dudc rén luyén ma nén" con tuy thudc vao ngudi dudc hoi
Ia ai. Chung ta khéng mdy ngac nhién khi thdy nhitng céng ty tu vdn khidng dinh
chdc chan rang ngudi dai dién ban hang xuét sac la do két qua qua trinh dao tao.
Mot chuyén gia tu van khang dinh réng "nhitng yéu t8 quan trong dé trd thanh ngudi
dai dién ban hang cé nang suat ban ra cao, dé la kinh nghiém, trinh d6 gido duc va
thuc hanh. Nhitng yéu t6 ndy ngudi ta sinh ra khong dé gi c6 dugc".

Do vay, IGi gidi dap xac thuc cho cau hodi néu trén dung hoa gilra hai thai cuc.
Ngudi dai dién ban hang xudt s3c thé hién ddc biét nhay cam véi nhitng nhu cau cua
nhitng ngudi khac. Ho vo cung kién nhan, cé kha ning giai tod nhirng mau thuan
trong nhitng cudc giao dich. Tuy vay, ngoai nhitng ky nang, dic tinh cd ban néu
trén, viéc ban hang con doi hoi thém nhiéu duc tinh khac nifa tuy thudc rat nhiéu
vao nganh hang kinh doanh. Ching ta chi cé thé néi rang véi nhitng ndi dung dao
tao ding dan cho nhiing ngudi thuc su c6 kha nadng, cung cdp cho ho mét sé ky nang
can thiét d€ trd thanh ngudi ban hang thanh cdng. Ngudi té trudng cdc DDBH phai
quan tam xem xét xem cac PDBH cé (ng dung tét, thudng xuyén va dung dan
nhiing k¥ nang ay hay khong.

3. Phan loai nghé ban hang va nhirng co hoi va thach thirc cia nghé ban hang.
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Phan loai nghé ban hang

Nghé& ban hang cé thé dugc phan loai theo r&t nhiéu cach. Theo mot cudc
nghién clu quan sat gan day, ngudi ta xac dinh dugc nam loai dai dién ban hang
hién dién trong moi nganh kinh doanh sau day: ngudi tao dén hang, ngudi cung Ung
nhitng dich vu thugng mai, ngudi kinh doanh thuong mai, ngudi chao hang quang
cdo va nhitng ngudi ban hang cdng nghiép. Nhitng tac gia khac c6 thé phan loai dai
dién ban hang theo viéc quan sat hay kinh nghiém cda ho. Nhitng phan loai nay
thong thudng th6ng nhat v&i nhau vé viéc phan thanh hai nhdm nghé ban hang cua
nhirng nganh hang phi cong nghiép: ban lé va ngudi chao hang dich vu.

Ngudi ban Ié

Lép ngudi nay ban nhitng hang hoéa hitu hinh thdng dén tay ngudi tiéu dung
cubi cung. Cé hai loai dai dién ban hang & I6p ngudi nay: (1) Nhitng ngudi dai dién
ban hang hoat ddng kinh doanh tai mét diém c& dinh, chi yéu dua vao sd khach
hang dén v@i clra hang cua ho. Va loai khac, (2), nhitng dai dién ban hang ban lé dén
gap ga truc ti€p vai khach hang tai nha cua ho.

Viéc ban hang tai cira hang: Nhitng dai dién ban hang thudc thé loai nay
thudng hoat dong tuong d6i thu dong. Khach hang biét dén clra hang thong qua
nhitng hoat ddng quang cdo va chiéu thi c6 ddng. Nhan vién ban hang khéng lam gi
hon la thuc hién nhithg thudng vu tai clra hang ctia minh. Tuy vay, cling cé nhirng
dai dién ban hang & nhitng dia diém ban Ié nhu vdy nhu trong mét dai ly xe 6 td, hay
mot gian hang may gia dung trong mdt siéu thi hay mot cta hang téng hgp van can
thiét phai cé nhitng ky nang ban hang nang déng, tich cuc, bdi vi thu nhép cua ho
cht yéu 1a khoan hoa hdng theo s& san phdm ban dugc. Rat it dai dién ban hang cé
thé thanh cong vé mat tai chinh theo diém nay, chdng han nhu Stan Smith 1a mét
ngdi sao sang trong s6 ta cé thé kiém dudc dén 175.000 dbla |1a tién hoa hdng ban
hang.

Viéc ban hang dén tirng nha: Loai dai dién ban hang th& hai nay thubéc nhitng
cong ty co chinh sach marketing truc ti€p, ti€n hanh nhitng giao dich truc ti€p vdi
khach hang thdng qua dién thoai hodc nhitng cudc gdp g&. D6 ¢ thé la nhitng hdng
kinh doanh sach, ban chai danh rédng, my phdm, vitamin v.v... Avon d& trd thanh
hang my phdm 16n nhit & Hoa Ky nhd biét tdn dung phuong thlrc ban hang dén tan
nha khach hang va st dung phu ni trong cong viéc ay.

Nhirng ngudi tao don hang
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Cong viéc chu yéu cua nhitng dai dién ban hang trong loai nay la tao nhiing

ddn hang va giai quyét nhitng van dé lién quan dén daon hang dy. Ho hoat déng chu
yéu la cung Ung dich vu cho khach hang, k& ca viéc diéu phéi, quan ly ton kho va
nhiting nhiém vu khuyén thi khac nira. Hang hoa ho kinh doanh khong phai Ia nhiing
san pham doi hoi kién thirc k§ thuat va tinh sadng tao cao. Ngudi dai dién ban hang it
khi phai chiéu dai, di giao dich cong tac hay mdé rong thém khach hang mdi. Ho hau
nhu khdng hodc cung cdp réat it nhitng kién thlc ky thudt vé sdn phdm cho khach
hang.
Chung ta thudng thay loai dai dién ban hang nay trong nhitng nganh nhu dét, thuc
phdm, may méac va nhitng hang ban budn. Nhitng mdi quan hé gilta nha cung cip va
khach hang tuong ddi 6n dinh va do d6 viéc kinh doanh phai dugc tién hanh theo xu
hudng "mém deéo" ch’ khong phai theo xu hudng "cing". Do mé6i quan hé nay bén
chdc va 8n dinh, mic gia tdng doanh s8 chi chd yéu do thAm nhdp manh mé hon vao
s& khach hang hién cé va bang nhiing chién lugc chiéu thi méi va chién Ilugec san
phdm mdéi. Hai cdng ty tiéu bi€u s dung va phu thudc rat I6n vao cung cach ban
hang nay la Fssito Lay v8i nhitng dai dién ban hang di giao dich rong khdp dé ban
nhiing phu tung xe tai cta hang dung cu Snap-on Tools dén tay nhitrng thg cd khi va
nhiing clra hang phu tung nhdé khac.

Nhirng ngudi cung ung cac dich vu thuong mai

Loai dai dién ban hang nay tuong tu nhu I8p dai dién ban hang nham muc dich
quang cao dudc doi hoi trinh d6 sang tao trong nhitng tinh huéng chao hang réat cao.
Trong tdm cua nhitng dai dién ban hang nay khdng phai la ngudi tiéu dung cudi cung
ma la nhitng ngudi trung gian trong hé thdng phén phéi, k€ ca viéc quan ly diéu
hanh ton kho, va doi khi thém ca viéc huan luyén dao tao nhan vién cho ho nira.

Loai dai dién ban hang thudng gap trong nhirng hang nhu Colgate-Palmolive,
Kellogg, General Foods va Heinz. Mot trong nhitng nhiém vu cua nhitng dai dién ban
hang nay |a dén tiép xic gép g8 vdi nhitng nha ban budn va ban |&é dé kiém tra xem
ho cé trinh bay hang nay, ciling cé thé dugc thdy trong nhitng hdng céng nghiép, nhu
Black & Decker, kinh doanh nhirng dung cu cam tay, thong qua hé thGng, mang Iudi
tadi phan phdi vd clung réng I16n. Nhitng mdi gidi va ngudi ban si san phdm thuc phdm
cling st dung nhirng dai dién ban hang loai nay.

Nhirng ngudi ban hang thuong mai

Nhém nhitng ngudi dai dién ban hang nay lién quan chit ch& dén viéc chuan bi
nhitng cudc thau xay dung nhirng chuong trinh tai chinh va tin dung cho khach hang,
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gidi thiéu nhitng khach hang tiém ndng dén nhitng dia diém kinh doanh cua nhiing
khach hang hién tai cha minh dé ho tham khao thém vé hoat déng kinh doanh cua
san phdm cda minh. Nhitng dai dién ban hang nay chi tiéu kha nhiéu va thudng
xuyén phai di cong tac noi hat. Trong tam chinh cla ho la tao thém dugc khach hang
mdi. Ho thudng khdng cung U'ng nhiéu dich vu cho khach hang nita khi thudng vu da
dudc hoan tat. S6 nhan vién ban hang ciia nhitng hang thiét bi van phong nhu trong
IBM va Xerox cd thé dugc xem la nhifng ngudi ban hang thuong mai.

Nhirng ngudi chao hang quang cao

S6 dai dién ban hang nay it khi ti€p xtc v@i nhitng don hang, du la & budc gay
tao hay theo déi x ly don hang. Mac du ho cung Ung rat nhiéu dich vu lién quan dén
san pham, thong tin vé sadn pham ciing nhu hudn luyén, hudng dan cho khach hang
nhung ho thuc hién rat it nhitng hoat ddng kinh doanh truc ti€p, nhitng chuén bi,
hoan tat nhitng thuong vu thau, hay lam viéc véi nhitng nhan vién khac dé xuc tién
thuong mai.

M6t trong nhitng vi du dién hinh vé s dai dién ban hang loai nay 1a nhitng dai
dién ban hang ban Ié dudgc phdm cua nhitng hdng dugc phdm uy tin nhu Upjohn va
Eli Lilly. Ho dén gap gg ti€p xuc va@i nhitng bac si tu, phong mach tu, bénh vién, cac
trudng dai hoc va nhitng tiém thudc tdy cua nhitng dudc si dé€ trao d6i théng tin vé
nhitng loai thuéc mdi, cach s dung ding dén nhirng loai thudc &y, nhirng anh hudng
phu ctia ching v.v... Khi nhitng trinh dugc vién dy dén gap nhitng bac si tu & phong
mach cua ho, ho d& thuc hién theo xu hudng "ban hang mém", trong dé ho c6 géng
dat dugc su hdp tadc cua nhitng bac si, cu thé nhu néu dich danh tén hang dudc
phdm cla ho, cdc nhan hiéu dugc phdm cua ho khi bac si k& don thuéc cho bénh
nhan. Thudng vu chi thuc su xay ra khi bénh nhan cdm toa thubc ay dén tiém thudc
tay d& mua thudc ma théi.

Cling c6 rat nhiéu loai dai dién ban hang khac thuc hién chi’c nang chao hang
quadng cdo nay modt cadch tam thdi, mang tinh hd trg cho nhing ngusi trung gian
trong hé théng phan phdi cia ho. Chdng han nhu nhitng hdng san xuat cac loai thiét
bi nho, thudng ngay t6 chlic nhitng dai dién ban hang cia ho dén tiép xuic trao ddi
v@i nhitng hang s dung I8n. Moi don hang va doanh s6 sau d6 sé dudc giao cho
nhitng hdng phan phdi cua dia phudng.

Ngudi chao hang cua nhirng hang dich vu
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Pai dién ban hang cua nhitng hang dich vu thuc hién nhitng thugng vu vé
nhitng s&n phdm vd hinh nhu c6 phiéu, su bao vé an toan, tién nghi va vé dep bén
ngoai. Do thdng thudng nhitng san phdm dich vu khéng thdy dudc, s§ dudc, ném
dudc, nén day la nhitng thuang vu khd khan hon va doi hai tinh sang tao han. Nhirng
cdng trinh nghién cltu cho thdy rédng nghé thuat ban hang cd nhan la moét yéu td
quan trong trong chién Ilugc téng thé va chién ludc tiép thi cta nhitng hang kinh
doanh dich vu. Nhitng t& chdc tai chinh, nhu ngadn hang, quy tiét kiém va cho vay,
cac trung tam moi gidi chirng khoan chu yéu dua vao nghé thuat ban hang ca nhan;
nhitng nganh phuc Igi cong cdng, nhitng hang dich vu cd nhan, nhitng khach san
cling vdy. Chdng han nhu mét ngudi dai dién ban hang cia mdt hdng ban nhiing
chuadng trinh x(r ly sé liéu sé phai ban nhitng dich vu tai chinh dy thong qua may tinh
dén hang loat nhitng doanh nghiép khac nhau. Hay nhu nhitng hang cung 'ng nhitng
dich vu nhu dich vu cdt coé thué (vudn) hay mét sd dang bao hiém chang han, sé&
chao hang ca cho nhitng ngudi tiéu dung, cling nhu nhitng doanh nghiép.

Nhirng ngudi chao hang nhirng mat hang chuyén dung

Nhitng dai dién ban hang nay s dung phan Idn thdi gian cia ho vao nhirng
thuong vu day tinh sdng tao khi chao ban nhitng san phdm k¥ thuét, trén cd s ban
truc ti€p cho ngudi tiéu dung culi cung. Ngudi sir dung culi cung thong thudng la
nhitng hang san xudt hay mot cd quan nhu mot bénh vién hay mot truéng hoc
nhung cling ¢ thé bao gdbm ludn ca viéc ban hang cé nghé thuét chiéu mai cao dén
ngudi tiéu dung cudi cung. Nhitng dai dién ban hang nay dung rat it thGi gian (néu
c6) cho nhitng nha mai gidi trung gian nhu cac hang ban buén va ban Ié. Ho con cé
th€ dung mot phan I6n thdi gian cla ho dé chiéu dai chiéu 16ng khach hang cua
minh.

M6t vi du cb dién clha loai dai dién ban hang nay la nhitng ky thuat vién ban
hang, ho ban nhitng san ph&m thiét bi cé gia tri cao, Viéc mua loai hang hda thiét bj
nay do cdp quan tri diéu hanh cdp cao quyét dinh, sau khi cdn nhéc danh gia rat séu
sdc vé nhitng sdn pham va nhiing nha cung cdp canh tranh 14n nhau. Cac dai dién
ban hang phai am hiéu day du vé mat ky thudt dé giai quyét nhitng van dé lién
quan, dong thgi phai quan hé gan giii, than mat vdgi ky thuat vién cta khach hang.
RO rang la cong viéc nay doi hoi ngudi dai dién ban hang phai co trinh do ky thuét
cao cling nhu nhitng ky ndang ban hang. Mot s6 nhitng hdang thuéc nganh ché tao
c6ng cu may moc da doi hdi nhitng dai dién ban hang loai nay ctia ho phai cé van
bang, trinh d6 k¥ thuat thich (ng cung vdi it nhat nam nam kinh nghiém trong khu
vuc san xuat cta hang trudc khi nhan 1anh nhiém vu quan ly ban hang ¢ mot dia hat
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nao do6. Loai dai dién ban hang nay cling thudng thdy trong nhitrng nganh cong
nghiép, hoa chat, may modc va thiét bi céng nghiép nang.

Nhirng co héi

Mot du bao gan day vé 10 cd hoi nghé nghiép t6t nhat trong nhitng nam dau
thé ky 21 da liét ké nghé ban hang va ti€p thi chuyén nghiép nhu cg hoéi xan lan
nhat. Vi vi tri khdi dau phd bién nhét cua cac sinh vién tiép thi la 1am nhan vién chao
hang, vay thi tai sao viéc ban hang bdng céach truc ti€p ti€p xuc lai mang dén moét ca
hoi nhu vay?

Nhitng ngugi chao hang lam gi suGt ngay? Phai chang ho lai nhitng chiéc xe
sang trong dén t3ng nhitng mén qua hap dan cho nhitng ngudi mua hang khong biét
nghi ngd? Phai chang ho chd tao nhitng bita 8n trua tdn kém dé€ tién hanh viéc kinh
doanh? Phai chdng ho phai dua vao tinh cdch cia minh d& 1am cho nhitng nhan vién
phu trach viéc mua hang phai thich minh, gidong nhu Will Loman trong cai chét cua
ngudi chao hang? Cau tra IGi vang |én "Khéng". Ban hang la mot cong viéc cuc nhoc
ma phan thudng chi dén tr su nd luc vugt bdc. Su md ta ngadn gon dudi ddy minh
hoa cho cdng viéc ban hang va cach né da thay d6i nhu thé nao.

Khoéng chi ban hang

Su miéu ta cac vi tri ban hang nhu [a mét cdng viéc bé tac, khéng dugc tra
luong xi’ng dang va khoéng lam hai long, 1a khéng phan anh dung thuc té. Nhing
cubc diéu tra vé cac nhan vién chao hang luén xac nhan rang ho hai long vdi cong
viéc. MOt cubc diéu tra hon 500.000 nhan vién do Stanard & Associates ti€n hanh
cho thdy rédng nhén vién chao hang la nhitng nhan vién hai 16ng vdi cdng viéc cua
minh nhat tai My. Pa s6 nhan vién chao hang thich tién luong, diéu khong phai vdi
ban than cong viéc.

Tai sao co rat nhiéu ngudi thich nhirng gi ho dang lam? Nhiéu khia canh cong
viéc 1am cho né trd nén h&p dan dsi véi mot sb loai ngudi: khen thudng vé tai chinh,
su da dang, cd hdi ching td kha nang ca nhan, tinh dbéc lap va cd hoi thang tién
nghé nghiép.

Khen thudng vé tai chinh

Khi cac nhan vién dudc héi la diéu gi quan trong nhat déi véi ho, théng thudng
ho x&p tién & vi tri kém quan trong hon nhitng khia canh khac. Tuy nhién, khi dugc
hoi, nhan vién chao hang luén xac dinh rd rang ly do quan trong nhat dé trd thanh
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mot ngudi chao hang la sy khen thudng vé tai chinh. Cac nhan vién chao hang tap
su’ chua cé chuyén mén cé thé ki€ém dudc 40.000USD trong ndm dau. Ludng cd ban
trung binh clia cac nhan vién chao hang cap cao hién Ién dén 60.000USD.

Su' da dang

Trong nhiéu céng viéc khong lién quan dén ban hang, cé moét su ddu tranh
thudng xuyén dé€ duy tri, sy quan tdm va hling thd cia nhan vién ddi véi céng viéc
bang cach tao ra su da dang va thd thach. Tuy rang van dé nay ciing ton tai dgi vdi
vai nhan vién chao hang hoat déng bén ngoai thi day &p su da dang. Mdi khach hang
va khach hang tiém tang cé thé dua ra mot khé khdn vé thir thach mdi, vé san phdm
da sir dung va vé tdm quan trong. Nhan vién chao hang phai luén sang tao dé dap
ng tinh hudng clia mdi khach hang.

Cac nhan vién chao hang cling phai dua vao ban than dé ti€p nhén nhiing thay
ddi trong nén kinh té, su canh tranh va cac san phdm canh tranh mdi, cac tién bd
cdng nghé va nhitng phuong céch hoat ddng mdi cua céng ty. Su thay d6i v& nhén
su’ va chinh sach mua hang cta khach hang cling buéc nhan vién chao hang phai suy
nghi theo nhitng cach mdi.

Co hdi chiung to kha nang ca nhan

Trong nhiéu cong viéc, dac biét 1a & vi tri bdt dau, ngudi dugc tuyén dung lam
viéc trong mot nhom ma tai do6 thanh tich va kha nang ca nhan & mét muic d6 nao dé
bi che I8p bdi thanh tich cua tdp thé. Ngudc lai, nhan vién chao hang dugc tuyén
dung, huan luyén va phan cong mét khu vuc hoat dong riéng biét. Vi nhan vién nay
ton tai va phéat trién bdi gidm d&c ban hang nén ngudi d6 nhan 18y tradch nhiém ca
nhan ngay cang cao do6i véi su thanh cong trong khu vuc hoat dong cia minh. Moi
ngudi déu coé thé thdy dudc thanh céng cling nhu that bai ciia ngudi dé.

Tuy rang nhiéu trudng hdp ban hang cé su tham gia va phdi hdp cia mét nhém
dé& hoan thanh mét sd nhiém vu nhét dinh nhung mot nhan vién chao hang vao cudi
tuan, thang, quy hodc cudi ndm déu cé mét bang tdng két rd rang vé hoat déng cla
minh: Ban dugc bao nhiéu mén hang? Nhitng nhan vién khac thé nao? T6i cé thém
hay mat di khach hang? Nhitng cau tra I8i cho cac cdu hoi trén va nhitng cau hdi
khac nita cé thé mang lai hinh anh tuong ddi rd rang vé két qua hoat ddng ma nhiéu
cdng viéc khac khdng thé biét dugc. Nhitng ai tin tudng vao kha ndng ctiia minh cé co
hoi d& chling té nd va sé dudgc khen thudng.

Tinh doéc lap
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Nhan vién chao hang chiu trach nhiém vé két qua hoat dong trong khu vuc.
Thudng ho khdng phai glfi bdo cdo v& mot van phong mdi ngdy va moi ngudi ra vé
vao budi chiéu. Nhan vién chao hang tu minh lam viéc ma khdng c6 éng chd & vén
phong bén canh theo d&i cac cong viéc hang ngay.

Tinh déc 1ap khoi su kiém sodt hang ngay la mdt khia canh vira tich cuc vira
tiéu cuc cua cong viéc. Doi véi mot s6 ngudi, mat tich cuc la cho phép ho hanh déng
gan nhu la cac nha doanh nghiép, tu minh dé ra chudng trinh lam viéc phu hgp vai
I6i s6ng trong chirng muc ma van dat dugc muc tiéu clia cdng ty va lam khach hang
hai 16ng. M3t tiéu cuc 1a su quéa tu do va thi€u lién hé véi cdng ty cé thé anh hudng
dén su hai Idng cla nhan vién chao hang dbi vai cdng viéc vi ho mudn cé su kiém
soat chat ché hon tir cap trén ma khong dudgc.

Co hoi thang tién nghé nghiép

Nghé ban hang cé thé vira rat thanh cdng trong chinh ban than né vira 1a moét
ndc thang dan dén chlc vu quan tri. Cudc diéu tra khoang 1.700 quan tri vién cao
cdp trong cac cong ty dudc xép loai trong Fortune 500 cho thdy rang 31,2% trong sd
ho da trai qua phan I6n thgi gian lam viéc trong nghé ban hang/tiép thi.

Mot trong nhiing ly do lam cho rat nhiéu quan tri vién cdp cao xuat than tu
nghé ban hang la cdc nhan vién chao hang thanh céng dugc hudn luyén dé€ giao thiép
va thuyét phuc. Ho hiéu réng dé thanh cong can phai quan hé véi khach hang mdi
ngay. Nhitng ky ndang clda ngudi nay ti€p tuc dudgc duy tri khi ho ti€n Ién trén bac
thang doanh nghiép, mang lai cho ho nhiéu co hdi thdng tién. Thuc tién cho thay
nhan vién chao hang cd cic kha ndng chon Ilva dé tré thanh mdét nhan vién chao
hang chuyén nghiép, dé tién 1én vi tri quan tri va cudi cung la chuyén tir nghé ban
hang sang chlc vu quan tri cong ty.

Kha nang lua chon th&r nhéat la xay dung su nghiép nhu la mot nhan vién chao
hang. Nhiéu ngudi thich thu véi thu nhap, mdc d6 trach nhiém, thir thach va su tu do
ma cong viéc ban hang mang lai. D&i véi ho diéu ly tudng la thang ti€n trong céng ty
v@i vi tri nhan vién chao hang cdp cao hodac nhan vién chao hang phu trach khach
hang qudc gia va tao ra ky luc vé doanh s6 ban trong céng ty. Vi du, Noron Company
c6 5 cap trong nghé chao hang. 8 mdi cdp ngudi nhan vién ki€m dugc nhiéu tién
hon, cé xe t6t han, cé chiic danh mdi va cd mot vi tri riéng biét. Moi cong ty déu can
thém nhan vién chao hang.
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Kha nang Iua chon thd hai la thang tién vao hang ngl quan tri ban hang. Thdai
gian can thiét dé€ dat dugc su thang tién dau tién co thé rat khac biét tuy tirng céng
ty va ti'ng nganh. Tuy chlc danh cé thé Ia gidm ddc mat hang, gidm d6c khu vuc,
giam doc mot quan hodac mot trong hang ta chic danh khac nhung déu cé nghia la
ngudi dd sé truc tiép kiém sodt cac nhan vién chao hang trong khu vuc.

Kha nang lua chon sau clng cua nhan vién chao hang la s dung cong viéc ban
hang nhu mot budc co ban dé tién dén nhitng vi tri khac khdng lién quan dén ban
hang trong cong ty. Nhitng vi tri nay thudng thudc bo phan ti€p thi. Vi du: 45% giam
déc san phdm cdng nghiép va 19% gidm dbc san phdm tiéu dung dat tdi chic vu tir
viéc ban hang.

Tuy rédng cac nhan vién chao hang cho thdy rang ho la mot trong nhitng nhém
nhan vién hai long va&i cong viéc nhat nhung ho ciing cd mot s6 khoé khan trong cong
viéc. Hai khé khan phd bién nhét 1a su khdng chic chdn vé vai trd trong cong ty va
su dap Urng cac doi hai trong cong viéc. Cac kho khan nay ciling phlc tap nhu trong
bat ky nghé nghiép nao khac.

Nhirng thach thic

Khi ban hang bang céach ti€p xuc truc ti€p, cdc nhan vién chao hang & trong
mot tinh huéng khdng binh thudng. Ho khéng bi kiém sodt chdt ché& vi ho thudng
tach rgi ban quan tri vé mat cc hoc va thudng bi phan tan vé mat dia ly, st dung
phan 16n thai gian vdi khach hang. Do d6 su thanh cdng cua nhan vién chao hang
thudng phu thubc vao viéc lam hai Iong khach hang nhu thé nao hon la viéc ho lam
hai l1ong 6ng chi cua minh. M6t nhén vién chao hang cé thé chiu dung hai loai khé
khan lién quan dén vai tro: Su md ho va su xung dot.

Su mao hd vé vai tro: Xay ra khi nhan vién chao hang khéng biét va khdng hiéu
nhirng gi ngudi ta chd dgi & minh. khi mot céng ty khdng thé xac dinh ré rang nhitng
gi nhan vién chao hang phai lam cling nhu cac gidi han trach nhiém, quyén han cua
ho thi sw ma hd vé vai trd 1a khéng thé trdnh khoi. Piéu nay ndm ngoai y mudn vi rd
rang la s ma ho vé vai tro sé lam giam su hai 1ong vé cong viéc va su kém hai long
nay gop phan vao viéc gia tdng su thay d6i nhan vién. Céng ty cé thé gidam su’ ma hd
vé vai trd bang cach mo ta cdng viéc ky hon, ki€m sodt viéc xac dinh muc tiéu va
danh gid két qua hoat déng va bang cach cai thién s6 lugng cling nhu chat lugng
thong tin trao doi.
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Xung dot vé vai tro. Doi khi xung doét gilta su trung thanh d6i véi mot khach
hang va vdi ngudi chd cia mdt nhan vién chao hang cé thé anh hudng mét cach tiéu
cuc dén két qua hoat ddng va su hai 1bng ddi v3i céng viéc. Khdng thé ludn ludn dan
xEp dé& giam ma&i xung dot vé vai trd nay vi mot phan cta xung ddt chinh 1& phan vén
cO cua cbng viéc. Nhitng ngudi mudn trd thanh nhan vién chao hang tot sé phai hoc
cach chiu dung nhirng diéu nay.

Nhirng doi hoi cia cong viéc. Nhitng nghién clru tai ngi lam viéc da cho thay
mot s6 y&u t6 rdi ro dan dén su nghién rugu. Nhitng yéu t& nay 1a su tu do thiét 1&p
gig lam viéc; thi€u nhitng muc tiéu ré rang va thong tin phan hoi vé két qua hoat
dong; it dudc coi trong trong cong ty; su quan tdm qua manh liét déi vGi cong viéc;
viéc ubng rugu do cbng viéc doi héi; sic ép cao vé vai tro; suc ép do canh tranh
ngay ca bén trong va bén ngoai; sau cung la su c6 mat clia nhirng ngudi cé van dé
nghién rugu hay ma tuy. Céng viéc cta nhan vién chao hang cé thé mang mét sé
hodc toan bd nhitng dac diém trén.

Khi bédn hang, khong c6 chd dé che gidu nhitng con s6 kém cdi vé két qua hoat
dong. Hon nira, m6t nhan vién chao hang thudng xuyén déi mat véi su khudc tur. Vi
du, cho du Duane E.Mason kiém dugc 400.000USD mdt ndm khi ban thuy&n dung dé
giai tri, anh ciing thira nhan ndi sg that bai, s¢ mat phan dudc giao va sg khong dudc
ua thich. Nhitng nhan vién chao hang phai di chuyén nhiéu phai tu diéu chinh cho
cudc séng xa nha gém viéc thay d6i gid gidc, thic &n va nai 4.

Thiéu trach nhiém, su nhiét tinh v&i cong viéc hodc la cac té nan xa hdi nhu su
nghién ngap, ma tuy,... 1a nhitng kho khan can trd quan trong ma cac nhan vién ban
hang truc ti€p phai doi mat.

4. Quy trinh va ky thu ban hang
Quy trinh ban hang can ban dudc xac dinh qua nhitng budc sau: trudc khi ti€p

xUc, ti€p xuc, xac dinh nhu cau cta khach hang, lva chon va gidi thi€u hang hoa,
phat gia, thudng lugng va xUir ly chGng doi cua khach hang va két thic ban hang.

Trudc khi tiép xdc.
Khac vdi dai dién thudng mai ciia nha san xudt hay nha budn si, ngudi ban lé
co thai gian rdt ngan trudc khi ti€p xdc that su véi khach hang. Chi cé nhiing ngudi

ban hang ky cuu mdi thu thap dugc théng tin cd ban trong thdi gian ngadn ngui nay
nhu lai hang héa, kiéu mau, mc gia... ma khach hang quan tam.
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Nhitng ngudi ban I1é véi vao nghé dé bj sai Iam khi danh gia khach hang vi thiéu
kinh nghiém. Chang han mot ngudi gidu c6 di mua sdm hang héa nhung thich mac
mot bo Jeans cii va di d6i gidy cé vét rach, ngudi ban Ié thi€u kinh nghiém thudng
phan doan sai tui tién cta khach hang nay. Nhung ngudi ban hang co kinh nghiém,
nhay bén s€ nhan ra phong cach, thai do, cach chon hang... cia khach hang.

D& giai doan tién tiép xdc d& ngd ngang, ngudi ban & cdn c6 nhitng théng tin
trudc vé khach hang mua lé tai khu vuc ban hang, tr ngudi quan ly hodc qua quan
sat, tham do dinh ky. Nhitng théng tin chu yéu vé khach hang khu vuc nhu: cd cdu
gidi tinh, d6 tudi binh quan, cd cdu nghé nghiép, tinh trang hdé nhan, thu nhdp binh
quan than, trinh d6 vang hoa, thi hi€u vé hang hda, khach di mua sam moét minh hay
di thanh tirng nhéom, ty Ié khach hang thudng xuyén va khach hang mdi dén trong
ting ky, khach hang cu ngu, lam viéc tai khu vuc ban hang hay tur xa dén,...

Tiép xuc

Khi khach hang dén, giai doan tién ti€p xtic khéong nén kéo dai, cling khdng nén
vOi vang. Ngudi ban sau khi quan sat sé cé cach rng xUr thich hgp déi vdi tirng khach
hang. C6 ngudi thich di xem xung quanh mét lugt r6i mdi can dén ngudi ban, cé
ngudi can ti€p xUc ngay... ngudi ban can nhan biét diéu nay dé cé6 ma kip thdi.

Yé&u td then chét dé ti€p xuc thanh cdng la ngudi ban tao dugc &n tugng dau
tién tot. Ngudi ban 1a ngudi chu nha than thién chao dén khach dén chd minh. Vi
vay, su an can gilp d8 khach hang mét cdhc chan tinh nén thé hién. Mot nu cudi
than thién la can thiét kem theo IGi chao hoi ban dau.

Khi khach hang dang xem xét hang héa, ngudi ban hang can luu y:

- Gilr yén 13ng nhung & bén canh dé sdn sang tra I3i cdc cau héi kip thsi. néu
ngudi ban nhan thdy khach hang chua cdn dén, c6 thé rut lui tam thdi véi cdu héi
kém nhu: 6ng ba cf tu nhién xem qua hang héa. Toi & chd qudy tinh tién, néu cé gi
can hdi xin c( tu nhién.

- MOt IGi mdi chao khac danh cho khach hang dang xem hang hoéa la cau noéi ggi
lén su quan tdm ddi véi mot loai san phdm dic biét nao dé dang bay ban trong loat
hang ma khach hang dang xem nhu: day la mau model nhat trong nam nay hay “vai
nay van gilt d6 phdng ngay ca khi da gidt qua”...

Tinh muén mau vé cla I8i mdi chao cé thé chdp nhdn dudc rat phong phu.
Nhung tdt ca cac I8i mdi chao nay phai cé nhitng diém néi bat nhu: nhay bén, than
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thién, lich sy va nha nhan... tdc vira mang tinh chuyé&n mén vira thé hién trinh dé van
hoéa ciia ngudi ban.

Xac dinh nhu cau cua khach hang

O ban 1é, ngudi ban hang khdng biét rd khach hang dang can gi, ddi khi khach
hang cling chua quyét dinh dit khoat 1a minh dang cén loai hodc ki€u san phdm nao.
Nhitng yé&u t8 dé ngudi ban 1é thanh céng trong giai doan nay la:

- Ldng nghe. P& ndm bé&t nhu cdu thuc su cla khach hang, ngudi ban can ggi
ybéng nhitng cdu héi ngén gon, dé€ thdi gian cho khéach trinh bay y ki€n va minh l3ng
nghe.

- Quan sat. bay ciling la mot cach xac dinh nhu cau cua khach hang. Trudc tién,
ngudi ban quan sat phan Ung cda khach hang ddi vdi hang hdéa dang trung bay. TU
cac phan (ng thé hién trén guong mat, dnh mat, chdr chi... khi khach hang ngdm
nghia san phdm, ngudi ban s& xac dinh dugc cdi thich va cdi khdng thich cla ho va
nhanh chéng dua mén hang vira y, néu bat cac ddc diém cua moén hang. D6 1a cach
tét nh&t d€ ngudi ban chudn bi két thdc ban hang.

Lua chon va gidi thiéu hang héa.

Sau khi xac dinh dudc nhu cdu, ngudi ban Iva chon san phdm phu hogp véi
khach hang va trung bay hang héa. biéu can luu y trong cach trung bay la tuy theo
nhu ciu vé san phdm sé c6 su da dang hay sinh dong khi dua ra mén hang. Chang
han, dua chiéc do va khoac Ién ngudi khach hang trudc tdm guong to, hay ban nudc
hoa thi hdy nhé vai giot vao tay khach dé khach ngli mui huong c6 phu hgp khéng.

Trong trudng hgp khong cé san giong nhu khach hang yéu cau, ngudi ban linh
hoat gidi thi€u mén hang thay thé c6 cung cong dung... khi dua mdén hang cho khach
hang, du mén hang ré tién hay dat tién, ngudi ban can dua né ra mot cach trén
trong lich su va luén gilt mén hang sach sé.

Nghé thuat néi gia
Cac clfa hiéu budn I6n hién nay déu cé théi quen t6t 1a nghi gid ban vao moi
moén hang. Kahchs hang nhin qua cd thé biét gid dé cé vira tui tién minh hay khong.

biéu nay tao cam giac thoai mai cho khach hang khi quyét dinh lua chon mén hang
viay.
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Tuy nhién mot sé clra hiéu ban Ié khdng ghi gid ban, hodac cé ghi nhung khach
hang cling cé thé héi lai ngudi ban gid ca. trong trudng hop nay ngudi ban can phai
biét cach ndi gia.

bing bao gid tra IGi ngay cau hoi: “*modn hang nay gida bao nhiéu?”. Ngudi ban
c6 kinh nghiém thudng thudng kéo su chl y vao nét ndi bat, Igi ich cia mdn hang roi
dan dan ndi xen gid vao. Nguyén tdc cd ban la phai lam cho khach hang thdy mon
hang to hon gid ban. Va phai dién giai mdc gid dudng nhu nhoé di mét cach khéo 1éo.

Nhiém vu cua ngudi ban la giai thich cho khach hang biét gia nay la vira
dung theo cach sau:

- bung dua ra con s6 trudc. chdng han, khach héi “Quyén sach nay gid bao
nhiéu?” ngudi ban cé thé dap: “day la cudn sach do gido su A bién soan, gido su A
rat cé uy tin trong linh vuc nay, 6ng da viét rat nhiéu cudén. Gia ban lé la 50.000 d,
néu mua theo s6 lugng I16n sé dudc giam 5%”

- Hodc cb thé& ndi cho gid nho di bédng cich ngdt ra tirng doan (vi du giad cua
mot bd Veston s& dudc chia ra la gid vai, gid phu liéu....). Hodc c6 thé néu gia theo
ludt tam s8, nghia 1a ngudi ban c6 thé dua ra 3 mau hang cung loai san phdm cé 3
mUc gid khac nhau theo chat lugng mdi mau: cao-trung binh- thap. nhd cdch nay
khach hang nao -giadu-trung binh-nghéo déu cé thé tim duoc mén hang vira y theo
mong mudn cua ho.

Thuong lugng va xu’' ly cac phan nan cua khach hang

Ngudi ban 1& thudng gdp su phan nan cla khach hang vé san phdm hoéc gia
ca. viéc phan nan vé san phadm s& dugc ngudi ban han ché bang viéc Iva chon san
phdm phu hdp v6i nhu cdu cia khach hang. Néu cé su phan nan vé chét lugng,
ngudi ban cdn nh&n manh cac nét ndi bat ddi vdi tirng san phdm hodc dich vu. ngudi
ban hang cé kinh nghiém nén du doan trudc cac loai phan nan trén trudc khi né dugc
ngudi mua dua ra.

DaGi véi nhitng phan ddi ve gia ca, ngudi ban sé chirng minh gia ca hgp ly theo
chat lugng hoac gia nay co kem dich vu sau ban hang cua clra hiéu. doéi khi ho can

thd@i gian suy nghi trudc khi quyét dinh nén do du.

Mot s6 chl y ma ngudi ban hang cdn quan tdm dé thuong luong khi gdp su
phan nan:
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- Can clr vao chét lugng san pham.

- Can c( vao cac nét dic trung ndi bat

-Can c vao ngudn gbc san pham

- Can cU vao ndi san xuat, phuong phap san xuat
- Can cU vao cong dung mén hang.

Tuy ti'ng moén hang, ngudi ban sé suy nghi dé€ tim ra cac ly 1& dé gdy hing thd
cho khach hang. C6 nhitng trudng hdp khach hang tur chéi thuc su va doi khi gay khé
chiu cho ngudi bdn hang, nhung ngudi ban hang can nhd rang “khach hang luén ludn
dung”.

Két thuac ban hang

Sau khi thuong lugng véi ca phan nan hodc nhitng khfoc t&r mua hang, ngudi
ban cdn nhén biét cac tin hiéu mudn ké&t thic thé hién & khach hang nhu tin hiéu
bang 15i, tin hiéu thé hién qua c chi. Cac ky thuat sau can luu y.

- Lam cho khach hang hét do du. Ngudi ban hang rat tu tin vao san phdm, vao

IGi giGi thiéu ciia minh, ndm bat y nghi cia khach hang théng qua c(r chi, I8i ndi,... dé
két thuc.

- Dung cau hdi phu. Pay la mét cau hoi vé mot van dé phu lién quan dén moén
hang. Chdng han, mét ba khach vao clra hang quan o, sau mét lic luva chon kiéu
cach, ngudi ban hang khéng nén hoi “ba mua bd nay chi?” ma chi can hdi “ba chon
mau xanh hay trédng?”

- Tdc dong cu thé. Khi mdi chao, ngudi ban nén thuc hién mot déng tac cu thé
nao do dé khach hang mudn khudc tir cling kho 1ong tir chdi. Chdng han, ngudi phat
hanh bdo chi di chao hang dé& cé don hang & cac dan vi cd quan hodc hd gia dinh.
Sau khi gidi thiéu vai loai, miéng mdi, tay cdm but ghi vao sé dadng ky mét cach tu
nhién “toi nghi tén 6ng/ba mua bao dai han 6 thang hay 1 ndm a? Ong khdng can tra
tién trdoc, ching t6i sé gui bao dén, 3 thang sau 6ng tra tién cling dugc.”

- Ggi y sap cbé mot bién c6 mdi xay ra. Trong dan gian ngudi budn & hay ggi y

ki€u nay d& mdi moc khach hang nhung da s& déu néu ra su kién gia tao dé€ mong
ban dudc mét mdén hang. Ngudi ban |é chuyén nghiép khong dugc dung manh khoée
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dd, can phai néu ra su kién cé that. Chang han, dai dién thuong mai ctia céng ty kinh
doanh bat ddng san ndi vdi khach hang rdng “Day la can hd coé vi tri kha tét trong
khu vuc nay,, hién da cé ngudi xem rdi va ho dang ban bac véi gia dinh dé€ quyét
dinh. Ong ba c6 thé quyét dinh mua hay khéng thi nén tra I5i sém. t6i khong dadm
hira gilt lai dén ngay mai”. Ky thuat nay danh vao tam ly sg thua thiét cua khach
hang.

- Gdi y tinh bdt chudc. Vi du & clra hiéu ban dd trang sirc, ngudi ban cb thé ndi
“Mén hang nay vira dudc siéu ngirgi mau A mua day”.

Viéc ggi y tinh bat chudc la kich thich nhitng khach hang hay ngu@ng mé céac
than tudng trong cac linh vuc hoat ddng van ho thé thao hodc nhitng ngudi cé uy tin.

- Mot s6 ky thuat khac nhu kich thich khach hang mua bang qua tang hoac la
mgai khach hang mua giup. DBay la van cudi cung thuc hién vgi hy vong cé6 mot su két
thlc sau khi da dua ra moi ly I€ ma chua thuyét phuc dugc khach hang. Ky thuat nay
danh vao tdm ly thich ban an cla ngudi mua. Cach mdi mua gilp can dugc thé hién
mot cach lich su, khong nai ép qua dang khién khach hang buc minh

5. Cac van dé vé dao dirc cua dai dién ban hang

Nhan vién chao hang hoat ddng trong mét ving cé thé phai dusng dau véi mot
s cac van dé dao dic. Tuy rang khdng thé trinh bay mdt danh séach toan bd cac vén
dé nay nhung cé ba linh vuc ma nhirng nhan vién chao hang cho la quan trong va doi
hoi cé mot chinh sach tir cong ty:

1. Viéc tang qua cho mot khach hang hodc khach hang tiém tang. N6 bao gém
nhiing gia ca khuyén mai hoac ché& do thudng khuyén khich mua hang

2. Gia ca: Co nhitng giad it mang tinh canh tranh hoac diéu kién mua tét han
cho nhitng hang chi mua hang tir cong ty cia ho, vdi nhitng hdng ma tai dé nhan
vién chao hang phai canh tranh véi nhiéu nha cung cap khac

3. Quan hé ddi véi con ngudi: Cho phép su ua thich hoac khéng ua thich anh
hudng dén nhitng diéu kién ban hang

Nhitng nguGi mua cling c6 nhitng van dé dao ddc anh hudng tucng tu nhu doi
v@i cac nhan vién ban hang. P& chudn bj ddi ngli ban hang trong nhitng trudng hap
nay, cac céng ty gli nhan vién dén nhitng budi seminar va dua dao dlc hoc vao
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chuaong trinh hudn luyén. Vi du nhu General Dynamics d& c6 mot nhan thlc sdu sac
vé dao dic hoc trong chuong trinh hudn luyén nhén vién cia minh. Ho da phat trién
moét tai liéu day 20 trang néi vé dao dic dé gilp d& cac nhén vién bdn hang cua
minh trong viéc ban hang hang ngay. Hai vi du cua tai liéu nay la:

1. Moi thdng tin cung c8p cho khach hang lién quan dén sadn phdm va dich vu
nén rd rang va ngan gon

2. Trong bat ky trudng hgp nao mot nhan vién cling khong dudc phép tang vét
gi hodc dé nghi bat ky diéu gi cho khach hang hay ngudi dai dién cua khach hang dé
gay anh hudng déi véi ngudi do

Nhirng tinh huéng vé dao dirc ban hang can suy nghi

Su liét ké cac van dé va cac trudng hgp dao dic khdng thé truyén dat su phong
phu va tinh chat phuic tap cla cac tinh huéng vé dao duc. Trén thuc t€, nhitng tinh
hudng dao dlc 1an 16n khoi cac ranh gidi don gian. Dé dé dang thao ludn, & day
chung dugc chia thanh 2 loai: quan hé nhan vién chao hang - khach hang va quan hé
nhan vién chao hang - cong ty.

Quan hé nhan vién chao hang - khach hang

M6t s6 cac tinh hudng ma hd vé mat dao dic cd thé phat sinh trong quan hé
gitra cac nhan vién chao hang va khach hang ctia minh.

Ban hang qua nhiéu cho khach hang: nhan vién chao hang d3 ban moét san
phdm cb thé tai s dung cho khach hang. Nén gli bao nhiéu hang dén cho khach
hang? Tuy rang vai khach hang c6 cac hé théng quan ly hang ton kho k¥ Iudng
nhung phan I8n thi khdng. Xuat hién cd hdi ban that nhiéu hang cho khach hang dé
thu Igi cho nhan vién chao hang. Bay la mét stfc ép ndang né khi cong ty clia ngudi
nhan vién nay s dung mot hé thong chi tiéu hoac mét ké hoach tién hoa hong. Béat
ky nhan vién nao cling biét rdng day khdng phai la cach t6t dé xay dung ldong tin cua
mot khach hang 1au dai nhung siic ép ngdn han cé thé rat ndng né.

Su ¢ y khéng théng tin cho khdch hang biét: Tranh ludn cé thé nady sinh vé
viéc bao nhiéu théng tin ma nhan vién chao hang budc phai cung cap cho khach
hang. Diéu gi xay ra néu khach hang muén mua sé lugng hang nhiéu hon sé lugng
ma ngudi nhan vién nghi réng ho cé thé ban lai dudc. Doanh s& ban cao s& lam Igi
cho nhan vién ban hang nhung su nghi ngd xuét hién dai ddng. Ngudi nhan vién cé
thé bao trudc cho khach hang dé&n mic dd nao?

San phdm khdéng hoan hdo: Nhan vién chao hang ban mot san phdm tét va
khach hang muén mua. Sau khi tim hiéu thém vé mat k§ thudt, ngudi nhan vién
thdy rdng san pham cla minh s& gilp ich cho khach hang nhung cé thé c6 mét san
phdm khac tuong déi t6t hon hién dang cé san ma khach hang lai khdng biét. Doanh
s6 ban thi I8n.
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Nhiéu nhan vién ban cic sdn phdm tudng ddi dé& dap ('ng cac yéu ciu cla
khach hang. Nhiéu nhan vién khac ban nhitng san phdm tuong déi tiéu chudn dugc
san xudt tir trudc va cé thé dang & trong kho cla céng ty. Trong trudng hdp sau nay,
it khi ndo san phadm cua céng ty lai dap &'ng hoan hao nhu cdu cta khach hang.

Quan hé nhan vién chao hang - cong ty

MOt cube gap g& ban tron cac gidm doc ban hang chi ro ba van dé dao duc gilra
cOng ty va cac nhan vién chao hang cia minh.

Bao cao chi tiéu: MOt trong nhitng van dé thong thudng la dién vao ban bao
cao chi tiéu mot cach chinh xac. Cé nhirng lic mot s6 chi phi hgp ly va lién quan dén
viéc ban san phdm nhung cng ty sé khdng thé& hoan tra lai cho nhén vién. Tuy rang
cach dé dudc hoan trd 1a nguy tao ra mét khoan muc chi phi tudng ducong khac
nhung su dang muc la gi va nhitng su trirng phat néu bi phat hién thi nhu thé nao?
Nhiéu van dé khac nay sinh bao gom viéc sr dung ding xe cong ty gém cé viéc hoan
tra lai cong ty phan st dung cho ca nhan.

Bdo cdo nhirng cudc goi dién thoai: Nhiéu gidm d6c ndi réng cdng ty cua ho cd
mot chinh sach vé sb lugng cac cudc goi dién thoai ma moi nhan vién chdo hang phai
thuc hién mdi ngay cho khach hang. Nhiéu nhan vién lam viéc nguyén ngay phai ddi
pho v@i chinh sach qua tham vong cua céng ty vé s6 lugng cac cubc goi dién thoai
bang cach tao ra nhitng "cudc goi ma" cho khach hang vi ho khéng thé thuc hién sé
lugng cubc goi nay trén ca s@ déu dan. Cac nhan vién cling dudc biét la da "du tri"
trong cac bdo cdo vé nhirng cubc goi dién thoai d& danh cho nhitng ngay ma ho nghi
budi chiéu. Tuy rang nhitng cdch qua mat bang nhitng cudc goi dién thoai nay khéng
truc ti€p lam hai dén cong ty hodac ngudi nhan vién nhung ching khéng nhitng la vo
dao ddc ma con lubn ludn truc ti€p vi pham chinh sach cla céng ty. M6t giam doéc
ban hang nén lam gi trong nhitng trudng hgp nay?

Che gidau cho nhén vién déng nghiép: Cé thé c6 mdt tinh ddng nghiép kha
manh mé gilra nhitng nhan vién cta d6i ngili chao hang. Tinh than déng nhat va tan
tam. MOt nhan vién chao hang nén lam gi néu mét ban dong nghiép lién tuc vi pham
chinh sach cua cong ty ma hién thdgi thi khong anh huéng dén ban than anh ta hoac
cho cong ty nhung co tiém tang tré nén nguy hai? Vi du nhu cdc nhan vién déu biét
rang mét ban déng nghiép dang nguy tao ra bdo cdo chi tiéu va khdéng c6 du dinh
ngan chan hanh dong nay. biéu nay anh hudng dén khoan ldi cia khu vuc hoat dong
nhung khéng & murc do6 qua Ién. Ban sé lam gi?
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Bai tap tinh hudéng: Su lua chon thir nhat

Wilson l1a mot (’ng vién xudt sac dGi véi nhieéu cong ty. c6 ta la mét sinh vién
gioi vé marketing vd&i nganh phu la khoa hoc thong tin. du kién c6 sé tot nghiép vao
thang 5 khi két thic khoa hoc. C6 da dugc moi cong ty may tinh I8n trong nudc va
mot vai cédng ty nhd phong van va mdi di 1am. c6 thu hep danh sach dé& chon Ilua
xudng con ba cdng ty va tin réng da dudc cung cip cd hdi tt nhat dé hoc hoi va tién
than. Cac cong ty th& hai va ba dudc c6 chon dua ra dé nghi ngay 1 thang 2 va yéu
cau tra 18i cho dén ngay 15 thang 2 nhung céng ty ma cd thich hon ndi rang dé nghi
lam viéc tuy thudc vao su chdp thuan ngan sach cia mot bé phan hoat dong mdi.

Vao ngay 15 thang 2 cb tr chéi IGi d& nghi tir cong ty th(r ba va yéu cau cong
ty th& hai gia han thém. Ho déng y gia han dén ngay 1 thang 3 nhung khong dugc
tré hon nira. Vao ngay 1 thang 3 cd chap nhéan ISi dé nghi clia ho vi cdng ty thir nhat
vdn con chua xac nhan. Vao ngay 15 thang 3 cong ty mdi cua cd dua cd dén tru s
chinh @& tham du mét khé hudn luyén ngdn véi nhitng nhén vién tap su khac.

Vao ngay 2 thang 4, céng ty th{ nhat goi dién va ndi rang mot dé nghi lam viéc
dudgc gui dén cho c6 nhung ho can dugc tra IGi cho dén ngay 18 thang 4. V& mat tai
chinh d& nghi ndy gan tuong tu nhu cong ty th( hai nhung cd van tin rédng vé mat
chuyén mon thi céng ty th& nhat mang lai cg hoi dai han t6t han. Tuy nhién c6 cling
rat thich cac ban déng nghiép tap su.

Cau hoi:
1. Nhirng v&n d& thuc tién va dao dirc nao dugc dua ra thir thach?
2. Wilson c6 nén tim ki€ém 18i khuyén tU ai khac hay khong?
3. Cong ty sé nghi vé Wilson nhu thé nao néu cb tir bé I8i cam két

clia minh dé chdp nhén 18i dé nghi cta ho?
4. CO ta nén lam gi?
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