Bai gidng K ning giag tip rong Kink doanfi o7 7. &7 1o

CHUONG VI
KT NANG GIAO TIEP UNG DUNG
TRONG NGAN HANG

6.1. CHIEN LUGC BAN HANG

6.1.1. Gié6i thiéu vé qua trinh mua va ban

a. Qud trinh mua

Qué trinh mua hang cda khéach hang 13 qud trinh dua ra mot quyét dinh, dudc
ti€n hanh thong qua 5 giai doan : Nhin ra van dé, tim ki€m thong tin, ddnh gid cdc
lya chon, quyét dinh mua va nhitng hanh vi sau khi mua. Md hinh ndy nhin manh
ring ti€n trinh khdi dau c6 tr 1au, trude khi viéc mua dich thyc x4y ra; va c6 nhitng
hé qua kéo dai sau d6, sau khi di mua xong. N6 khuyén khich nhitng ngudi ban
hang can chd ¥ t6i todn bd qud trinh mua, hon 1a chi trong quyét dinh mua.

M5 hinh nay 4m chi ring khach hang trdi qua tat cd nim giai doan, mdi khi ho
di mua hang. Nhung trong cdc cudc mua sim thudng 1€, khdch hang b qua hodc
ngudc lai mot s§ budc trong nhitng giai doan nay. Trong dich vu ngin hang dudng
nhu khdch hang sé& trdi qua tit c3 cdc giai doan clia qué trinh mua san pham dich vu
ciia ngan hang.

Tién trinh quyét dinh cta ngudi mua

Nhéan Tim ki€m Dinh gia
thitc van thong tin cac lya

Hanh vi sau || Quyét || g
khi mua dinh mua

- Nhdn thitc vdn dé : Tién trinh mua khdi diu vé6i viéc ngudi mua nhin biét
mdt van dé hay nhu cau. Ngudi mua cdm thay c6 su khdc biét giita trang thdi thuc t&
va trang thdi v6c mudn. Nhu ciu cé thé dudc hiéu ra nhanh bdi cic kich tic bén
trong va bén ngoai.

- Tim kiém théng tin : Mot ngudi mua da nhan thic dude van dé, thi c6 thé hoic
khong thé tim ki€m thém thong tin. N&u sy thoi thic clia ngudi tiéu thy manh, va
san phdm vira y nim trong tAm tay, ngudi mua rat c6 th€ mua ngay. Bing khong,
ngudi tiéu thu don gidn chi luu giit nhu cu trong ky dc. Ngudi tiéu thu c6 thé khong
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chiu tim hi€u gi thém, tim hiéu thém mot s& van dé hoic rat tich cyc tim ki€m htong
tin lién qua d&n nhu cau.
Céc ngudn thong tin ngudi tiéu dung tim ki€m :
+ Ngudn c4 nhan : Thdng qua gia dinh, ban be, lang giéng, dong nghiép, . .

+ Ngudn thuong mai: C4c quing cdo, nhin vién ban hang, nhin vién giao dich,
dai ly, bao bi, trung bay, . .

+ Ngudn cong cong : Cac phuong tién truyén thong dai chiing, cic t6 chic, .

+ Ngudn kinh nghiém : Ti€p xiic, kh3o sit, st dung san phdm dich vy, . .

MBbi loai ngudn thong tin ¢ thé thuc hién mot chiic ning khac nhau trong viéc dnh
huéng d&n quyét dinh mua. Thong tin thuong mai thudng thuc hién chidc ning thong
b4o, va cdc ngudn c4 nhan thi thuc hién chifc ning hdp phap ho4 hodc danh gi4.

- Pdnh gid cdc lua chon : Ngudi tiéu dung st dung thong tin dé c¢6 su lua chon,
ddnh gid vé cdc san phdm, dich vu ddp @ng nhu cau va gidi quyét van dé cda ho.
Khdach hang sé& chi ¥ t6i nhitng di€m sau khi ho dua ra sy lua chon ctia minh :

+ Nhitng thudc tinh thudc vé san phadm dich vu. Ho sé& chy y nhiéu nhat dén
thudc tinh ¢6 dinh d4dng d&€n nhu cau cda ho.

+ Ngudi tiéu thu sé& lién két cidc do lugng quan trong khdc nhau véi nhitng
thudc tinh tuong ng.

+ Sy tin tudng v€ nhin hiéu, uy tin clia nha cung cap.

+ Dénh gi4 1gi ich, sy hai 1ong qua cdc cip do khic nhau cila tirng thudc tinh
clia san pham.

+ Ngudi tiéu thu di dén nhiing thai do (phan dodn, thi hi€u) vé nhin hiéu khic nhau
thdng qua sy danh gia dé lua chon giita cdc sdn phadm c6 da thudc tinh va tién ich.

- Quyét dinh mua : Trong giai doan ddnh gid, ngudi mua sip x€p cac hiéu trong
cum thanh thit bic, va hinh thanh y dinh mua. Binh thudng, ngudi mua s€ mua san
phdm dugc wu ddi nhat, nhu c6 hai yé&u td ¢6 thé x4y ra giita chuyén c6 y dinh mua
va quyét dinh mua.

Céc budc giita danh gia nhitng hi &t dinh mua

Quan di€m cua
nguoi khac

Pinh gid cic Y dinh
hiéu khac nhau mua

Cic y&u to hoan
canh bat ngd
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+ Thai d6 cla ngudi khic. Quyét dinh mua clia ngudi tiéu ding ciing chiu 4nh
hudng bdi thdi d6 clia ngudi khac.

+ Céc y&u t& hoan cdnh khong ludng truée. Ngudi tiéu dung hinh thanh y dinh
mua dya tén nhitng yéu td nhu 1gi ich, gid c4, . .do sdn pham mang lai. Khi ngudi
mua sip stta hing dong, cdc y&u td hoan cinh c6 tinh chit bat ngd c6 thé xuat hién,
lam thay d8i y dinh mua.

- Hanh vi sau khi mua: Sau khi mua sdn phdm xong, ngudi tiéu ding sé
nghiém dugc mot s6 mifc dd hai 1ong hoic khong hai long. Ngudi tiéu ding ciing c6
thé thuc hién nhiéu diéu sau khi mua c6 lién hé d&€n nha cung cip. Cong viéc cla
ngudi ban hang khong két thic khi sdn phadm did dugc mua xong, ma kéo dai dén ci
giai doan sau khi mua.

Céch mua ctia khich hang c6 thé : Tuy hiing, theo cdch loai trif va so sdnh, sau
mdt qud trinh ra quyét dinh.
b. Qud trinh bdan

La viéc phét trién va hoan thanh quyét dinh mua, 1a viéc giip dd khach hang
gidi quyé&t mot van dé hoic ddp dng nhu ciu. Bdn hang 13 budc sau cling clia mot
chudi lién tuc nhitng twong tic giita ngan hang va khich hang thong qua cdc hoat
dong trén thi trudng nhu :

- Quan hé cong chiing
- Quan hé bao chi

- Quéng cdo

- Gt th truc tiép

- P4y manh tiéu thu sdn pham (canh tranh, bdo trg, phit hd so gidi thiéu cong
ty hoiic san pham, Website, thu tin, quing cdo)
T4t c4 nhitng cong viéc nay nhim ting cudng gidi thiéu sin phdm véi cong
chiing va 1am cho ho quan tim, 1am cho nhitng khach hang tiém ning ti€n dén gan
hon thdi diém quyét dinh va mua hang.

Thudng thi nhitng ti€p xic truc ti€p, mit d6i mit gitta ngudi ban — nhan vién
giao dich vdi khach hang mang lai k&t qua bdn cao hon.

Pé€ c6 thé ban dugc ban dude hang, nhan vién ban hang phai :

+ Hiéu biét (vé khiach hang va nhu ciu cia ho, sdn phdm/ dich vu minh
dang chao hang va nganh nghé ciing nhu linh vuc c6 lién quan)

+ Dong cdm (biét dit minh trong hoan cdnh clia khach hang)

+ Tutin



C6 kién thiic chuyén nganh

C6 thé dua ra nhitng 15i khuyén tot.

That sy quan tAm dén khach hang

Luo6n dang tin cay

C6 thé tao quan hé khich hang thich hop

Linh dong, c6 thé diéu chinh phuong thifc ti€p can cho phii hdp vdi ting
cé nhan khéach hang.

+ La ngudi bi€t chudn bi va c6 td chrc.

Qua trinh bdn hang c6 thé dugc thyc hién théng qua cic budc sau :

Chuén bi Tiép xiic Tim hiéu Gidi thiéu
74 p A 2 ~
khach hang nhu cau san pham

Két thic X1 1y nhitng

phan déi

- Chudn bi : Thanh cong trong budi ti€p cin ban hang s& cao hon néu ban “da
chuin bi trudc that t6t”. Sy thanh cong trong ban hang thudng 13 két qua clia qua
trinh tu suy siu sic. Giai doan chuidn bi c6 3 cong cu chinh :

+ Nghién citu : Lap k& hoach c6 thé suy nghi trong vai phit hodc ghi chd vai
diéu trudc khi ti€p can khach hang, hoic tranh luin thing thin véi cac ddng nghiép
nhim thdng nhit phuong thic ti€p cin tot nhat. Qua trinh nay cin tim hi€u thong tin
v€ khich hang ma minh mudn gip. Pic biét 1 nhitng thong tin gy an tugng va cho
khdch hang biét ban d4 c6 nhitng hiéu biét vé ho.

+ Dit ra muc tiéu 16 rang : Chi nhim dén viéc ban hang dugc cang nhi€u cang
tot khong gitip ban dat duge hiéu qua trong viéc ti€p can khach hang. Phii dé ra
muc tiéu phi hgp tifc 12 muc tiéu phdi bao ham nhitng y&u td sau : Cu thé, c6 thé do
ludng dugc, hgp 1y, thuc t€, dat dudc muc tiéu sau thdi gian bao 1au. Nhitng muc tiéu
1o rang sé tao ra dinh huéng cho qu4 trinh ti€p cin va phét huy tic dung.

+ Nhitng yém trg : d€ chiao hing giy 4n tugng ban nén st dung nhitng sd do,
hoidc bi€u dd (dic biét d€ minh hoa nhitng thong tin tai chinh cho 16 rang), nhitng
hinh 4nh, hd so gidi thiéu, hang miu, biing chitng, . . ciAn nhic va st dung bat ky
cong cu nao gitip cho ban nhdn manh hon thong diép mudn dién ta.

- Tiép xiic khdch hang : Giai doan nay quyét dinh dén sy thanh cong cta cudc
giao ti€p. Do d6, ngudi ban hang can phai :
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+ L&i tng x&. Hinh thanh 16i &ng x{ thich hgp cé thé gitip thoat khdi nhitng
dinh ki€n, tao nén budc khdi diu tot dep va gitp ban thé hién tét trong sudt qua
trinh ti€p can.

+ Tao sy quan tAim. Mot sy quan tAm that su, d€ nhan thiy ddi v6i khdch hang
12 mot nén ting tdt phdi dudc tao ra ngay nhitng phit dau tién.

+ Dan dit budi ti€p xidc. Khi ban di ban hang thi ban nén 13 ngudi din chuyén.
DAan dit budi chao hang theo y dinh cda minh, va phai theo cich ma khich hang
thay thich va phl hdp nhat.

C6 2 cach ti€p can véi khach hang : Ti€p can theo 1gi ich cua khdch hang va
ti€p can theo chi dan. Ti€p can theo 1¢i ich cia khdch hang thudng dugc st dung
theo : Pic tinh — vu dié€m — 1gi ich nhim tim hi€u nhu ciu cua khach, nhitng dédc
tinh, uvu di€m cua khach, ca sin phdm cin tién hanh ban, nhitng 1di ich ctia sin
phd&m dem lai cho khidch hang va cho ta.

- Tim hiéu nhu cdu ciia khdch hang : Pay la giai doan cling khong kém phan
quan trong. N&u ban tim hiéu dudc nhiéu hon va diy di hon vé nhu ciu ciia khich
hang, nhitng viéc ban lam sé& c6 kha ning di ding huéng va thanh céng cao hon.
Ngudc lai, néu qud trinh tim hiu qud sd sii va di chéch huéng so véi d6i thii canh
tranh thi nhitng viéc ban lam s€ khé khén va it c6 cd hoi thanh cong.

Khi tim hi€u v& nhu ciu khach hang can chi y :

+ K§ ning dit cAu héi. Can st dung mot loat cAu hdi thim do, nhan manh
nhitng khia canh ndo d6 dé€ thu thap chi tiét, 15i gidi thich hodc nhitng 1y do 4n sau
nhitng cdu tr3 13i so sdi. Pong thdi cling nén dit nhitng cAu hdi m& nhim khuyén
khich khéach hang tham gia vao cudc doi thoai.

+ Biét ling nghe khdch hang. Ngudi bdn hang gidi 1a ngudi bi€t ling nghe.
Khéch hang chi muén giao thiép véi nhitng ngudi quan tam, ling nghe 1¢i ho va cé
nhiéu di€m chung véi ho.

+ Biét ti€p nhan nhu ciu clia khich hang. Luon tao cho khich hang suy nghi
ding ddn ring ban luon hoan toan dinh gia cao quan di€m cla ho va phai néi cho
khach hang biét riing ban hi€u dudc ho.

Nhu vdy, ngudi ban hang thang cdng tham khao va st dung nhitng thong tin
trong khi chao hang nhim néi rd ring ho da nim bit yéu cau ctia khdch hang.

- Gidi thiéu sdn phdm : mudn cho 15i chao hang cia ban thuyét phuc thi phai
nhim dén viéc trinh bay sdn phdm sao cho : d& hiéu, 16i cudn, va dang tin ciy. Pat
dugc 3 muc tiéu trén sé& tip hop nhitng diéu ban néi thanh 15i gisi thiéu sdn phaim
hap din nhat; muc tiéu ndo ciing quan trong va can phdi xem xét riéng mdi ci.

+ Trinh bay dé hi€u : Giao ti€p thudng dugc xem 1a diéu binh thudng. Tuy
nhién, day 12 mot viéc khé va dé giy ra hi€u 1am. Ngay c3 trao ddi don gidn nhat
ciing d& 1am cho ngudi khdc phai héi : “Y anh mudén néi gi ?” Hoidc ho khong hdi gi
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nhung thuc sy khong hi€u diéu ban néi. Téng thong Nixon ctia Hoa ky da néi “Tdi
biét rdng ban hiéu diéu ban nghi t6i da ndi, nhung téi khéng chdc la ban cé nhédn ra
rang diéu ban nghe dugc khong hdn la diéu t6i mudn néi.”

+ Gidi thiéu sdn pham mot cich 16i cudn. Khach hang khong mua sin phiam,
dich vu ma ho mua cong dung clia ching. DAy 1a nguyén tic chd chét clia giai doan
nay trong quy trinh ban. Nhu vdy, ban phai phan biét va gidi thich dugc hai khai
niém dic tinh va tién ich : dic tinh 12 sy mo t4 mdt phan, mdt y&u t6 hoidc toan bo
san phdm; tién ich 12 cong dung va 1di ich clia sdn phdm ddi v6i khach hang.

Khdch hang dé bi thuyét phuc bdi phong cdch ban hang tip trung nhiéu hon
vao cdc tién ich clia san pham.

+ Tao su tin cay. Ngudi ban hang c6 thé cung cip bing chiing mot cich cu thé
hoidc chung chung ctia sdn phdm.

Bing ching cu thé: vi du : “Mot cudc thi nghiém do hi€ép hodi 6 t6 da ghi nhan
xe chay 45 ddm trén mot galong xdang”

Biing chitng chung chung : vi du : “Model ndy di xuét hién trén thi trudng cich
day nhiéu nim va chiing t6i da ban dudc hing ngan chiéc”

Ngudi bdn hang phdi st dung cdc bing chitng nhim lam cho ngudi mua cdm
thay 13i chdo hang cla ho that sy ding tin ciy.

Trong sudt qud trinh gidi thiéu sdn phim ngudi ban hang phai si dung tot
nhitng quy tic binh thudng trong giao ti€p d€ khach hang c6 thé dé theo ddi va c6
dugc mot biic tranh tong quit.

- Xit Iy nhitng phdn doi : Su phan d6i 12 mdt phan ty nhién clia qud trinh mua
hang d€ c6 ging c6 duge thoa thuin tdt nhat. Ngudi mua hang mudn :

v' Xem xét cdi 1¢i va cdi hai song song véi nhau
v' Ap dung mot quan diém chin chin
v Lam cho ngudi ban phai néi dén nhitng thong s ky thuat

v' Dua ra nhitng nhan dinh vé cich xi Iy nhitng 15i phin doi hodc d4nh gia clia ho

véi tu cach 1a khach hang vé c4 nhan ngudi chao hang ciing nhu 18i mdi chao hang.

Trong qué trinh x{& Iy nhitng phan ddi ngudi ban hang can chd y dén nhiing diém sau :

+ Ti€p nhan nhitng 161 phdn ddi mot cdch tich cyc. Xem d6 nhu 1a dau hiéu cda
st quan tAm do d6 can hinh dung trudc nhitng 15i phdn d6i va dimg bao gid d€ cudc
d6i thoai trd thanh mot tran cdi va vi du : “N6 dit qua. . . Khong, Khong dit . . . Toi
nghi né dit. . .”

+ St dung phuong thic ti€p cin hai giai doan: tru6c khi mudn trd 15i mot 15i
phén d6i thi phdi x4c nhan né. Vi vang phd nhin sé& tao 4n tugng x4u va trong tinh
hudng bat 1gi nhat s& din dén mot tran cdi va. Do d6 trong giai doan nay can
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v" Cho khdch hang thay riing ban tin 12 ho bi€t nhin nhan van dé
v' P& ho biét riing ban khdong mudn tranh cii
v Lam cho khdch hang thiy rd ring ban da phan tng mot cdch nghiém tic
va chin chin
v' Pdng thdi c6 thdi gian d€ ban suy nghi trude khi tra 15i.
Tié€p dén chiing ta sé& xi 1y nhitng phan ddi c6 thé bao gdm :
v' Loaibd
v" Gidm nhe 4nh hudng va y nghii ctia n6
v' Thay ddi chiing theo huéng tich cuc
v' Thira nhin ring n6 12 mot trd ngai dot xuat.
Nén nhd, khach hang quyét dinh viéc mua hang dua trén ddnh gi4d chung vé
cdn can 10i hai va mot sy khac biét nhé c6 thé gianh phan thing.

+ Nhan manh mit tich cuc. Phuong thic x& 1y mot 151 phan ddi sé phat huy tot
nhat néu ban tip trung vao mit tich cuc cling nhu tiéu cuc.

Khong nén hodng hot ma hdy binh tinh xit ly nhitng phdn d6i clia khdch hang
nhim ddm bao cho 15i gidi thiéu thuyét phuc, cling ¢ 4n tugng ban di tao ra va
long tin ban da dat dudc.

- Két thiic. Khi ngudi ban hang da khon khéo xit 1y nhitng phdn ddi cta khdch
hang thi c6 thé din téi hing dong mua hang cia ho. Giai doan nay rit quan trong
mic dit ¢6 vé dién ra nhanh chéng va ngin gon. Chinh tai thdi di€m nay ban c6 thé
raing budc mdt sy cam két, tuy nhién cling phdi hi€u va st dung ding cich. C6
nhitng phuong phép két thiic nhu sau :

+ D& nghi tryc ti€p : Nén néi thing thin : “Chiing ta théng nhat nhé ? Ong
mudn dit bao nhiéu hang ? Khi ndo bit dau giao hang

+ Yéu cau : V6i mot s6 khach hang, ban thit sy phdi yéu ciu ho cam két :
“Hay thyc hién viéc nay nhé; toi s& vi€t hod don cho dng ngay bay gid va . ..”

+ Gianh k&t qua ngay lap tic : Phai dua ra Iy do d€ khach hang quyét dinh
ngay by gid, khong dé ho do du hay chan chir : “Né&u 6ng déng y ngay bay gid toi
s& ldp dit va chay thr mdy cho 6ng ngay chiéu nay”

+ K&t thiic gy lo sg : Phuong phdp nay ngudc lai véi cdi trén vi dya trén co s
“n&u khong. . . .thi khong”: “Né&u 6ng khong thé quyét dinh ngay hom nay thi sé
khong kip thdi han dng dé ra.”

+ Chon lya : Cdi nay goi 1 cau hdi “dong y hodc dong y” : “Ba thich 20 hay 30
cdi ? Ba mudn ching t6i chia ra giao hang va thanh todn lam hai 1an khoéng ?”. Néi
cach khéc, bat ky su lua chon nao clia khdch hang ban déu c6 thé chdp nhan dudc.



Bai gidng Kij ndng giao tiép trong Kink doanh . . & .- .

+ Tém tdt : Cach nay phi hdp vé6i qué trinh chao hang phic tap. T nhitng yéu
td tién ich ma ban c6 thé tém tit lai va khing dinh bing mot cAu don gidn : “Vay la
san phdm nay rat d& 1dp dit va s& hoat dong tot vdi thi€t bi hién c¢é ciia dng, va
nhan vién clia 6ng s& dé hoc dugc cach van hanh. Ching ta thod thuan nhé ?”

6.1.2. C4c phuong thitc ban hang déi véi dich vu tai chinh tai ngdn hang

Trong dich vu tai chinh ctia ngdn hang thi ching ta thong thudng c6 2 phudng
thiic ban hang. P6 12 phuong thifc ban truyén thdng va ban hang theo phuong phap
tu vin. Bdn hang theo phuong phdp truyén thdng 13 chi tip trung vao dé€ ban cho
xong hang hod va chuyén ngay sang ti€p can cdc khich hang ti€p theo. Ngudi ban
ki€u truyén thong khong nhay cdm véi nhu ciu thuc sy cia khiach hang. Con béan
hang theo phuong phdp tu van 12 hoat ddng ban chi trong vao tim hi€u nhu ciu cda
khiach hang va tin tudng vao thuc t&€ 12 néu nhitng nhu cau cda khich hang dudc
thod man thi khich hang sé tu d€ nghi thuc hién giao dich.

Su khac nhau giita 2 phuong thitc ban hang
_____ Truyén théng
Tu van

v

A

Phan tich nhu cau

A

Pap tng nhu cau

z

Lap ké hoach truéc
&p can

g

K&t thic giao dich
Tiép tuc

Gidi thidu

khi ti

Ai s& 13 ngudi ban hang theo phuong phdp truyén thong va ai sé& 1a ngudi ban
hang theo phuong phédp tu vin ? Hau hét nhitng ngudi 1am dich vu ban sdn phdm
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hitu hinh 12 bdn theo phuong thifc truyén thong, cling giéng nhu nhitng ngudi ban ma
phan 16n thdi gian 1am viéc theo ch&€ @6 quin ly tip trung hay bdn hang tai nha.
Phuong thic bdn hang tu van c6 thién hudng sit dung trong céc hoat dong moi gidi
chiing khodn, bao hiém, tai chinh, ngin hang. P6i véi cdc hoat dong ban hang clia
ngan hang & Viét Nam hién nay chii y&€u van tip trung vao ban hang theo phudng
phdp truyén thong. Tic 12 nhin vién giao dich chi tip trung vao viéc cung cip cédc
san phadm don 1é cho tirng khach hang ma chua thuc hién viéc ban chéo sin phdm —
ban hang tu van.

Nhitng diém khic nhau chd yé&u giita ban truyén thdng va ban tu van la chd
nhan manh céc hoat dong do.

Séau budc clia ti€n trinh bdn hang dugc x€p trén truc hoanh khi mic do nhan manh
dugc bi€u dién trén truc tung. Midc d6 nhan manh tSt nhit nén dudc xdc dinh bing s6
lugng thdi gian ma ngudi ta st dung cho mdt budc nhat dinh trong quy trinh bdn hang.
N6 ciing phan 4nh tim quan trong cla cdc budc d6 trong qua trinh ban hang.

D6i véi phuong thifc ban hang truyén thong, & giai doan dau cda ban truyén
thdng, thanh phan. TAm Iy quan trong nhAt 13 sy bao gan. Ngudi ban hang phai gidi
thiéu ban than, bit tay tit cd moi ngudi va goi moi ngudi theo tén clia ho. Bdn hang
ki€u truyén thong khong can biét nhiéu vé sidn phadm. T4t ca nhitng thi ma ho cin 1a
tan dung co hdi va kiém soat nhip do. Trong tién trinh ban hang ki€u truyén thong
gi6i thiéu la diéu rat quan trong trong khi phan tich nhu cau bi coi nhe.

G budc ddp dng nhu cAu, ngudi ban hang kiu tuyén thong s& mat hing thd (bdi
dap dng nhu ciu khach hang c6 thé sé 1a khong thanh viéc ban hang). Do vy, ngudi
ban chi lu6t qua budc nay. Péng va két thic giao dich 1a budc ma nhan vién bdn hang
tap trung nhat. K§ thuit déng giao dich clia ho ddi héi mat thdi gian. Piéu nay cé
nghia nhu phti nhan viéc chao hang néu khich hang khong mu6n mua ngay 1ap tic.
Tiép tuc d6i v6i ngudi ban hang ki€u truyén thong sé 1a khach hang tié€p theo.

B4n hang tu van thi ludn quan tAm tu vAn dén khach hang ngay cd khi khach
hang d6 “chi xem” bdi ho nudi dudng quan hé nhiéu hon 12 két thiic viéc ban hang.
Trong bdn hang tw van, két hoach trudc khi ti€p can 1a budc cuc ky quan trong. Su
hiéu biét sau sic vé san phdm va viéc 1am nhu thé nio thod min nhu ciu khdc nhau
cua khach hang c¢6 y nghia rit 16n. Budc gidi thiéu & day cling quan trong. Nhung
ddi véi ngudi ban hang tu van thi phan tich nhu ciu bit dau déng vai trd quan trong
hon bdi ngudi ban phdi tim ra cdc loai nhu ciu din dén sy t0 md mudn biét vé€ sin
phdm. Va budc dap ting nhu cau mdi chinh 12 budc quan trong nhat trong cong viéc
clia ngudi ban hang, d6 1a gin sdn phdm vdi nhu ciu. Néu khich hang khong cin
san pham d6 thi dirng ban né. Viéc déng giao dich & diy gan nhu ngiu nhién. N&u
khdch hang cdm thiy sdn phim thod min nhu ciu cda ho, ho s& dit hang hoic
khuyén khich nhitng dé xuit chio hang. Va cudi ciing 1a budc ti€p tuc, dé qua mot
thdi gian rdi goi dién lai cho khdch hang, glii cdc thong tin lién quan qua thu, nhin
chung 12 ti€p tuc nuodi dudng quan hé.
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Khi ban 1a nhan vién ctia ngan hang, ban khong nén dua vao viéc hdi xem
khich hang c6 dit hang khong dé€ ban sin phdm ma hiy chi trong d€n nhu cau cla
khach hang. Trong kinh doanh hién dai nudi dudng quan hé chinh 1a 1y thuyét vé
hanh vi dé chié€n thing va sy quay lai cta khach hang 13 diéu then chdt. Néu ban
thic ép khich hang thi chinh ban d3 diy ho ra xa ban . .va xa ludn ngin hang cta
ban. Ban cin chd trong nudi dudng quan hé vdi khach hang hon 12 bdn hang. Piéu
nay khong c6 nghia 1a ban khong c6 trach nhiém ban nhiéu hang. Tuy nhién, néu
ban dit minh vao nhu ciu cda khdch hang, ban khong nhitng s& thanh cdng trong
kinh doanh ma con cdm thdy mot niém hiing khéi tu ban than.

Viéc tim dén véi cdc nhu cAu cia khach hang trong bdn hang tv van vé ban
chat 12 mot k§ ning. N6 bao gdm mot sy nghién cifu nghiém tic vé k§ niing giao
ti€p gifta cdc cd nhan ciing nhu 4p dung né trong viéc ban hang.

6.1.3. Chu trinh ban hang ¢ ngan hang

a. Mé dau tich cuc

Trong kinh doanh, nhit la trong linh vuc ngan hang, khdch hang 1a thugng dg,
ngudi ban sdn phdm phdi hét sitc nhd nhin lich sy. BSi 1€, sdn pham ngan hang 1a
san phim tdng hgp, né bao gom sdn pham hitu hinh va sdn phdm vo6 hinh nhu quy
trinh phuc vu, cdch ti€p dén, vui vé, niém nd, lich sy . . . tt cd nhitng thit d6 gép
phan Iam ting thém chat lugng san phadm.

M3 déu
tich cuc
| Tao méi truéng
de‘h vi ‘fﬁq Hanh vi cGa
khéch hang khéch hang
Két thac/ Ban | __,| Xd&c dinhnhu
chuyén giao chéo cdu/co hoi
Hanh vi cia Hanh vi cla
khéch hang khach hang
- |
Hé tro
(ghi nhén;
gidi thiéu sén phdm )

Chu trinh ban hang ¢ ngin hang



