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TUYEN BO BAN QUYEN:

Tai li€u nay thudc loai sach gido trinh nén cac nguén thong tin c6 thé duoc
phép dung nguyén ban hodc trich dung cho cac muyc dich vé dao tao va tham khao.
Moi muc dich khic mang tinh 1éch lac hodc sir dung véi muc dich kinh

doanh thiéu lanh manh s& bi nghiém cam.



LOI GIOI THIEU

Gi4o trinh mon hoc KY NANG BAN HANG TRONG NHA HANG la mon hoc
chuyén nganh cho nghé nghiép vu nha hang.

Trong gido trinh gdm c6 4 chuong:

Chuwong 1: Khai quat \fé hoat dong ban hang trong nha hang

Chuong 2: Cac yéu to co ban cia hoat dong tiéu thu hang hoa, dich vu
trong nha hang

Chuwong 3: Cac kién thirc va ky nang ban hang co ban trong nha hang
Chuong 4: Quy trinh ban hang trong kinh doanh, phuc vu nha hang
Trong qua trinh gidng day va hoc tap gido trinh mén KY NANG BAN HANG
TRONG NHA HANG c6 gi chua 10, hodc can thém hodc bot nodi dung, mong
quy Thay C6 va cac Em sinh vién gop ¥ dé gido trinh ngdy cang hoan thién hon.

Tp.HCM, ngay ... thang....nam 2018

Bién soan

Bui Xuan Théng

Gido trinh Ky néng ban hang trong nha hang
Truong Cao Bang Ky Ngh¢ 11



2

MUC LUC
PE MUC TRANG
LOT GIOL THIEU ..o 1
BAI 1: KHAI QUAT VE HOAT PONG BAN HANG TRONG NHA HANG
........................................................................................................................... 7
GIOI THIEU CHUNG .........coooiiiiiiiieieeeeeee ettt 7
1. Khai ni¢ém, vai tro ciia ban hang trong kinh doanh nha hang ......................... 8
| T s T 157 s o DTSR 8
1.2. Vai tro cia bAn hang..........coooeiiiiiiiiiiiieeeee et 11
2. Céc yéu tb anh huong dén hoat dong ban hang trong nha hang .................... 12
3. T6 chirc hoat dong ban hang trong nha hang ..., 15
BAI 2: CAC YEU TO CO BAN CUA HOAT PONG TIEU THU HANG
HOA, DICH VU TRONG NHA HANG ........c.cocooviiiiiiieeeeeeeeeeeea, 17
1. Thi truong trong kinh doanh nha hang ..., 17
1.1. Pic diém cua thi trudng trong kinh doanh nha hang ..............cccceveeee.... 18
1.2. Phan loai thi truong trong kinh doanh nha hang ..., 21
1.3. Cung va cau trén thi truong san pham dn LL16) - SRR Re 25
1.4. Cac yéu t6 anh huong dén thi truong san pham an udng......................... 26
2. Hiéu biét vé hoat dong kinh doanh ctia nha hang..........cocoeveveeeeevieeeennn. 27
2.1. Cac san pham cia Nha NANG..........c.ovoveveeeieeeeeeeee e, 27
2.2. Chinh SACh @I ..o 30
2.2.1. Xéc dinh myc tiéu cua chinh sach gid..........ccccceveviviiiiiiiiiiiieee 30
2.2.2. Céc phuong phap xac inh @ld.........ccooviiiiiiiiiiieieeeee e 32
2.2.3. Cach gid san pham nha hAng ...........ccooovveveeeeeeeeeeeeee e 36
2.3. Cac hoat dong xtic tién ban hang ctia nha hang ...........cccovevveeeeveveeennne. 39
2.3.1. BAN NANG tIUC HHEP ...t 40
2.3.2. Quan h€ cONG ChlING .......cooniiiiiiiiieieeee e 41
2.3.3. XUC tiN DAN DANG.....c.voveeeeeeeeeeeeee e 42
2.3.4. Quang céo trong kinh doanh AN UONE ...........ccoveeeeiveveeeeeeeeeeeee, 43
3. Hiéu biét vé hoat dong kinh doanh cua cdc nha hang khac .......................... 50
BAI 3: CAC KIEN THUC VA KY NANG BAN HANG CO BAN TRONG
NHA HANG . ..ottt 52
L. NGUOTDAN RANG ... e e 52
1.1. Khai ni€m, vai tro nhi€ém vu cua ngud1 ban hang..............ccccvveeereeennnnn. 52
1.2. Cac yéu cu can ¢6 ctia ngudi bAn hANG ..........c.ovovevieeeeeeeieeeeeen, 55
2. Tam li hoc trong ban hang..........coooeveeiiiiiiiiiiiiie e 58
2.1. Cach phan doan, tim hiéu tAm 1i khach hang ............ccccoeveeveeeeeeeeane. 61
2.2. Van dung cac quy luat tam li vao ban hang .............cccccceeeiiiiiiinnnnnn. 64
3. Nghé thuat giao tiép va noi chuyén trong ban hang ..............cccceeevveueeenennn. 66
3.1. Nghé thuat giao tiép trong ban hANG ............ccoeveveeiveeeeeeeeeeeeeeeenn. 67
3.2. Ngh¢ thudt tro chuyén trong ban hang.............cccccevieiiiiiiiiiiieeeeee 72
BAI 4: QUY TRINH BAN HANG TRONG KINH DOANH, PHUC VU
NHA HANG . ...t 78

Gido trinh Ky néng ban hang trong nha hang
Truong Cao bang Ky Ngh¢ 11



1. BAN hANG tIWC HEP .. vee e, 78
1.1. Chio hoi, AON 1P KNACH .....vvveeeeeeeeeee e 78
1.2. Gi61 thi€u hang hod v khach............ccccooiiiiiii e, 79
1.3. Thuyét phuc Khach mua BANE ..........ovovviveeeeeeeeeeeeeeeeeeeee e 80
1.4. Tiép nhan cac yéu cu ctia khdch v& hang hod ..........cocovvvueueueeeeeeeeeean, 82
L1.5. Phuc VU KRACK ...oovveiice e 84
1.6, Thanh tOAN .........uviiiiiiiii e e 85
1.7, TH€N KRACH. ...ttt 86

2. Tiép nhan yéu cau va ban hang gian tiép (qua cic phuong tién thong tin, lién

JAC) e 87
2.1. Chao hoi, cung cAp thONg tin ..........oovveiveeeeeeeeeeieeeeeee oo 87
2.2. Gi61 thi€u hang hod voi1 khach...........oooooii 87
2.3. Thuyét phuc Khach mua BANG ........coovvviveeeeeeeeeeeeeeee oo 87
2.4. Tiép nhan cac yéu cau ctia khdch v& hang hod ...........ccoovveeeeveeeeeeeeeeans 88
2.5. Kiém tra VIEC DAN BANG ..o vt 88
2.6. CHUAD DI PHUC VUe vttt eeee e e e e eeens 88

3. Quy trinh ban hang cho khach mang di (khong ti€u dung tai nha hang)........ 88

4. Mot sb diém cha ¥ trong hoat dong ban hang .............ccoeeeveevveeeeeeeeenan.. 88

TAL LIEU THAM KHAO........c.oioiieeeeeeeeeeeeeeeeeeeeeeee e, 100

Gido trinh Ky néng ban hang trong nha hang
Truong Cao Bang Ky Ngh¢ 11



4
MON HQC KY NANG BAN HANG TRONG NHA HANG

Ma mo6 dun: MD 12

I. VI TRI, TINH CHAT MO PUN:

- Vi tri:

+ K¥ ndng ban hang trong nha hang 1a mé dun bat budc thudc cac mon
hoc trong chuong trinh khung ddo tao trinh do trung cap nghé Nghiép vu nha hang,

+ M6 dun nay co vi tri quan trong trang bi cho hoc sinh nhitng kién thuc
co ban vé k¥ ning ban hang trong qua trinh kinh doanh, phyc vu nha hang.

- Tinh chét:

+ K§¥ ning ban hang trong nha hang 14 md dun trang bi nhing kién thic
co ban va ky nang ban hang cho sinh vién.

+ Panh gia két qua bang hinh thirc kiém tra hét mo dun.
II. MUC TIEU MO PUN:

- Trinh bay duoc khai ni€m, vai tro ctia ban hang trong kinh doanh nha
hang

- Giai thich duoc cac yéu t6 anh hudng dén hoat dong ban hang trong nha
hang

- Phan tich dugc quy trinh ban hang trong kinh doanh, phuc vu nha hang.

- Trung thuc, dé cao lwong tdm nghé nghiép, trach nhiém trong cong viéc,
tich cuc cap nhat kién thirc thudng xuyén va rén luyén cac ki ning ban hang
trong moi truong nha hang.

I11. NQI DUNG MON HOQC:
. Thoi lwgng
Mi mé Tén bai I{)O‘?l Dia . .
dun ¢n bt A | giém | Tong | Ly |Kiém | Ty
day s6 | thuyét | tra hoc
MD12 | Bai 1: Khai quat vé| Ly | Lop 5 5 0 0

01 |hoat ddong ban hang | thuyét | hoc
B trong nha hang
1. Khai niém, vai tro ctua
ban hang trong kinh
doanh nha hang
2. Cac yéu t6 anh huong
dén hoat dong ban hang
trong nha hang
3. T6 chirc hoat dong
ban hang trong nha hang
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MDI2 | Bai 2: Cic yéu to co| Ly | Loép | 12 7 0 5
02 | ban cia hoat dfng tiéu | thuyét | hoc

thu hang hoa, dich vu

trong nha hang

1. Thi truong trong

kinh doanh nha hang

2. Hiéu biét vé hoat

dong kinh doanh cua

nha hang

3. Hiéu biét vé& hoat

dong kinh doanh cua

cac nha hang khac

MP12 | Bai 3: Cac kién thireva | Ly | Lép | 13 7 1 5
03 |k¥ ning ban hang co | thuyét | hoc

ban trong nha hang

1. Nguo1 ban hang

2.Tam li hoc trong ban

hang

3. Nghé thuat giao tiép

va noi chuyén trong

ban hang

MP12 | Bai 4: Quy trinh ban| Ly | Lép | 15 9 1 5
04 | hang trong kinh doanh, thuyét | hoc

phuc vu nha hang

1. Ban hang truc tiép

2. Tiép nhan yéu cau

va ban hang gian tiép

3. Quy trinh ban hang

cho khach mang di

4. Mot s6 diém cha ¥

trong hoat dong ban

hang

Cong 45 28 2 15

* Ghi cha: Thoi gian kiém tra 1y thuyét dwoc tinh vao gior Iy thuyét, kiém tra
thue hanh dwoc tinh vao gio thuc hanh.
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6
YEU CAU HOAN THANH VA PANH GIA MON HQC

Kién thirc: Kiém tra khach quan vé noi dung kién thirc
Vai tro cua viéc kinh doanh trong nha hang

Phan dugc thi thi truong trong kinh doanh nha hang
C6 kién thirc vé cung vé cac san phim trong nha hang
Kién thirc vé tdm 1y khach hang

2. Ky nang:

K¥ nang nhan biét dugc cac yéu td anh huong dén hoat dong ban hang
trong nha hang

K¥ ning ndm bat tim 1y va cham so6c khach hang

K¥ nang tinh toan, xac dinh gid mon an trong nha hang

K§ ning t6 chiic chuong trinh quang ba san pham nha hang

K¥ ning giao tiép trong nha hang

K¥ ning ban hang tryc tiép va ban hang gian tiép

K¥ nang phuc vu khach hang

3. Thai do:

Thuyc hién tét ndi quy, quy ché cta nha trudng.

Thai do hoc tap cau tién, kha nang tu hoc hoi.

Quan hé tt, ding muc ban be voi thﬁy cO.

Tac phong cong nghiép cua mot ngudi 1am quan 1y chat lugng
Tham gia it nhét 80% thoi lugng mon hoc
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BAI 1: KHAI QUAT VE HOAT PONG BAN HANG TRONG NHA HANG
Ma mo6 dun: MD12 01

Muc tiéu:

- X4c dinh dugc khai niém, cac yéu to anh hudng dén hoat dong ban hang.

- Phan tich dugc vai tro cua hoat dong ban hang trong kinh doanh noi
chung va trong kinh doanh nha hang noi riéng.

- X4c dinh dugc tinh than lam viéc ding muyc
Noi dung chinh:

GIOI THIEU:

Trong nhitng nim qua nganh du lich nudc ta dd c6 budc phat trién kha
manh mé vé co s& vat chat k¥ thuat phuc vu du khach rong kha‘ip trén cac vung
mién dit nude. Theo d6 mdt loat cac co s& luu tri du lich gém cac khach san
duogc xay dung theo cac ti€u chuin sao, biét thu, cin ho, lang du lich va cac nha
nghi, nha khach da moc 1én vo1 day du cac loai tién nghi, dich vu khac nhau ¢
thé dap tng dugc moi nhu cau da dang, phong phu cua khach trong va ngoai
nuoc. He thong khach san va co so luu tri Viét Nam trong nhiing nam gan day
phat trién nhanh ca vé s lugng, quy md, hinh thirc s& hitu va chat luong dich
vu. Viét Nam hién c6 khoang 6.000 khach san, co s¢ luu tra du lich, tong s6 gan
123 nghin buéng, phong, trong d6 c6 2575 khach san dugc Xép hang sao, 80%
s6 khach san hién tap trung tai mot ) trung tam du lich 16n nhu: Ha Noi, TP Hb
Chi Minh, Hai Phong, Quang Ninh, Thira Thién Hué.... Gia nhap WTO s¢ tao
cho doanh nghi¢p khach san Viét a2
Nam co hg1t mé rong quan hé hop
tac dau tu, chuyén giao cong nghé
quan 1y v&i d6i tic nudc ngoai;
cung cép cho doanh nghiép ngudn dnde -

V/IAPEARL

. . o 8.
khach, trang thi€t bi, san pham dich
A & A A . P n: e -ﬁ NAog«vn ot o _.—r&w

vy, cong nghé¢, thong tin, mang ludi
thi truong khach; hoc héi kinh
nghiém dau tu, k§ ning quan ly
kinh doanh.v.v.. Hinh 01: Khu dl Vinpearl — Nha trang
Trong bo1 canh canh tranh gay git dé thu hit dau tu nudc ngoai, day la co
hoi dé cung cb va ting cudng vi thé canh tranh cua du lich Viét Nam. T1en trinh
hdi nhap con tao co hdi cho cac doanh nghiép khach san trong nudc tlep can cac
thanh tyu khoa hoc cong nghé, khoa hoc quan 1y tién tién cta thé gid1 va mo ra
kha ning dé cac doanh nghiép dau tu kinh doanh khach san, nha hang & thi
truong cac nudc mot cach binh déng Néu doanh nghiép khach san khong tu
minh nhin nhan, danh gia day du dé cd gang vuon Ién vé nang lyc quan ly, chién
lugc dau tu va kinh doanh, cai thién chat lugng san pham dich vu quan hé di
tac va cong tac tlep thi thi khong thé canh tranh dugc. Mdi khach san phai tu
nang cao nang luc canh tranh ddp tng yéu cau hoi nhap. No luc tap trung vao
cac linh vuc: dau tu tao san phﬁm canh tranh, nang cao chat luong dich vu phu

’-b-

'
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hop timg thi truong muc tiéu, tim gian phap md rong thi truong, tiét kiém chi
phi, xdy dung d6i ngii lao dong, quan 1y chuyén nghiép. Cac doanh nghiép can
cO chinh sach thu hat cac by quan ly nghi€p vu gidi va co chién lugc dao tao,
phat trién ngudn nhan luc ké can 1au dai. Trong d6 dic biét 13 hinh thanh nén cac
k¥ ning cho ban than cac nhan vién ban hang, vi day 14 yéu t6 sdng con cua
doanh nghiép, 1a do1 ngli mang lai doanh thu va lgi nhudn cho doanh nghi¢p cua
minh. Pay chinh 1 co s¢ dé ching toi tién hanh bién soan nén gido trinh nay
nham muc dich hinh thanh nén ky nang cho cac sinh vién chuyén nganh quan tri
nha hang nhiing ky nang cing nhu nhirng hiéu biét vé linh vuc ban hang. Tur d6
¥ thirc hon vé nganh nghé diy tiém ning nay.
1. Khai niém, vai tro cua ban hang trong kinh doanh nha hang

Ngay nay ban hang 1a mot nghé c6 sd lugng nguoi tham gia dong dao va
vo cung da dang. Tai My c6 hon 8 triéu ngudi lam nghé ban hang va nhiing
nghé c6 lién quan. Pé tré thanh mot nguoi ban hang chuyén nghiép va thanh
cong, ching ta can phai trang bi t6t cho minh ky nang, kién thirc va thai d6 dung
dan vé nghe ban hang. Trudc tién chung ta can phai hiéu rd khai niém ban hang
la gi dé c6 thé ndm bat xu thé phat trién cla cong viéc ban hang hi¢n dai.
1.1. Khai niém
1.1.1 Ban hang

C6 1€ khong linh vuc nao cua hoat dong kinh doanh lai tao ra nhiéu tranh
ludn bo di va lién quan truc tiép t6i nhiéu nhém nhu hoat dong ban hang. Piéu
nay khong 1am cho chiing ta ngac nhién khi chiing ta nghi dén vai tro ctia hoat
dong ban hang trong viéc cung cip nhiing tién ich cho khach hang. Ngay
canhiing ai khong li€n quan
tryc tiép dén viéc ban hang
van dinh liu d&n né véi vai
tro 1a nguoi tiéu dung. Co
1€ vi dac tinh quen thudc
nay ma khong it nguoi da
c6 nhitng quan diém sai
léch vé viéc ban hang va vé
nhirng nguo1 ban hang. Hinh _02: Nhdn vién phuc vu nha hang

Pang ngac nhién hon nita 14 mot s6 ngudi da bo ra mot phan cudc doi cho
viéc ban hang ciing c6 quan niém sai 1am nhu thé; c6 1& nhu ngan ngit néi “quen
quéa héa nham”

Bdn hang lién quan dén néing lwc giao tiép ciia nhan vién - ngwoi dai dién
cho bén ban (doanh nghiép) véi khdch hang nham lam cho khéach hang nhdn
thirc dwoc san phdam va dich vu cia doanh nghiép, qua dé khdch hang quyét
dinh mua hang hoéa va dich vu de mang lai loi ich cho khach hang va loi ich cua
doanh nghiép
Theo quan diém c¢6 diém, ban hang duoc dinh nghia nhu sau:
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“Ban hang la hoat dong thyc hién sy trao d6i san pham hay dich vu cua
nguoi ban chuyén cho nguoi mua dé duoc nhan lai tir nguoi mua tién hay vat
pham hoic gia tri trao d6i da thoa thuan”.

Khai ni€ém nay cho thay hoat dong ban hang gém c6 2 hanh dong chinh,
d6 1a trao doi va thoa thun.

Trao doi trong ban hang gdm c¢6 hanh dong mua va hanh dong ban. Hanh
dong ban, d6 13 hanh dong trao di hang hod hay dich vu dé nhan vé tién hay vat
phém cO gia tri trao ddi theo thoa thuan ban ddu. Con hanh dong mua la hanh
dong nhan vé hang hoa va dich vu tur phia bén kia va trao tién hay vat phém cod
gia tri trao ddi duoc bén kia chép nhan.

Hanh dong ban hang chi dugc thuc hién khi hanh dong thda thuan
thanh cong. Hanh dong thoa thuin chii yéu 1a vé gia ca, cac diéu kién mua ban,
giao hang, thanh toan...

Qua khéi niém trén ta thiy hai d6i tugng chu yéu dugc dé cap: ngudi
mua (khach hang) va nguoi ban (nhan vién ban hang, doanh nghiép).

Ngay nay sy canh tranh trong thé gii kinh doanh ngdy cang gay gat
nén cong viéc ban hang ngay cang phirc tap. Ban hang ngay nay khong don
thuan 14 sy trao d6i hang hoa hay dich vu ma 1a qua trinh giup d& 13n nhau gitta
nguoi mua va nguoi ban. Nguoi ban gip do ngudi mua co duge nhimng tha ho
can, nguoc lai ngudi mua ctng gitp cho ngudi ban dat duge muc tiéu, thu vé loi
nhuan, giai quyet dau ra cho noi san xuat, ddy manh sy sing tao trong kinh
doanh va san xudt. Do d6 cong viéc ban hang ngay nay kho khan hon. Sau day
14 mot s6 khai niém ban hang dugc pho bién trén thé gii hién nay:

e Bén hang 1a nén tang trong kinh doanh, d6 1a su gip g& giita nguoi
mua va nguoi ban ¢ nhirng noi khac nhau giap doanh nghiép dat dugc muc tiéu
néu cudc gip gd thanh cong trong dam phan vé viéc trao d6i san pham.

e Ban hang 1a mot phan cua tién trinh ma doanh nghiép thuyét phuc
khach hang mua hang hoa hay dich vu cua ho.

e Bén hang 13 qua trinh lién hé v&i khach hang tiém ning, tim hiéu
nhu cau cta khach hang, trinh bay va chimg minh san pham, dam phan mua ban,
giao hang va thanh toan.

e Ban hang 13 su phuc vu, gitp d& khach hang nhiam cung cip cho
khach hang nhiing thir ma ho mong mudn.

1.1.2 Pic diém cia nghe nghiép ban hang

* Ban hang lién quan dén k¥ ning giao tiép, trong d6 can chua ¥ cac k¥ ning giao
tiép khong bang 1oi

« Bén hang lién quan dén kha ning phai 1am viéc bén ngoai doanh nghiép

« Pbi voi khach hang, ngudi ban hang la nguoi dai dién cho doanh nghiép.
Ngudi ban hang truyén dat cac loi ich ciia san pham, tién hanh cac dich vu ho
trg cho khach hang...trong hau hét cac cong ty nhan vién ban hang chinh 1a cau
ndi duy nhét, quan trong v&i khach hang

« Ngudi ban c6 kha ning giao tiép v4i nhiéu nguoi va co diéu kién biét duoc
thu nhap cua ho

Gido trinh Ky néng ban hang trong nha hang
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Céach don gian nhat 1a nghi dén ban chat va vai tro cta viéc ban hang (hay
doi luc con dugce goi la nghé thuat ban hang)

Vai tro cta viéc ban hang 14 ban duogc hang. Cau ndi ¢ vé hién nhién nay
che 1ap mot quy trinh rit phic tap lién quan dén viéc st dung mot loat cac
nguyén tic, k¥ thuat va nhiéu k§ ning ca nhdn, va nd bao gdm rat nhiéu loai
cong viéc ban hang.

C6 rat nhiéu sach va tai liéu ndi vé ban hang va ban vé nhitng phuong cach
“lam sao dé ban hang”. Cac cong ty ciing bo ra nhirng khoan tién 16n dé dao tao
nhan vién cua minh vé nghé thuat ban hang. Ly do cho sy quan tdm vé viéc ban
hang ca nhan nay rat don gian: trong hau het moi cong ty, nhan vién ban hang la
cau ndi duy nhat va quan trong nhat Vo1 mo1 khach hang. Nhing nd lyc thiét ké
va ké hoach héa cho hoat dong tlep thi van co thé that bai chi vi luc lugng ban
hang 1am viéc khong hiru hiéu. D6i voi nhiéu khach hang thi nguoi ban hang
thudc vécong ty. Vi thé, nhiéu hing dd co nhitng dau tu rat 16n cho hoat dong
ban hang, ciing véi nhitng chi phi rit cao khic dung cho viée tuyén chon, huin
luyén va duy tri lyc luong ban hang. Piéu nay cho thdy tim quan trong cua hoat
dong ban hang va dé bién giai cho nhiing c¢b ging nham nang cao hiéu ning
trong linh vuc nay.

Béan hang luon chtra dung mot loat tinh hudng, vi du, ¢ nhiing vi tri ban
hang ma nguoi ban hang chi yéu chi c6 nhiém vu 1a dem giao san pham cho
khach hang mét cach déu din. Ngoai ra, mot sé nguoi ban hang chi chuyén lo vé
thi truong xuat khau, con mot sd ngudi khac thi ban hang truc tiép cho khach
hang. Nhu vdy, mdt trong nhitng khia canh dang Iuu y nhét cua tir ngit ban hang
14 tinh da dang ctia nghé nghiép ban hang
Mic du vdy, khuynh huéng chung cho tat ca cac cong viéc ban hang 1a su dé cao
ngay cang tang tinh chuyén nghiép cua luc lugng ban
1.1.3. Khach hang

C6 quéa nhiéu khai niém vé khach hang, va day la mot trong nhung khai
ni¢m da, dang duoc ap dung va mang lai nhiéu
thanh coéng: “Theo quan diém trong tiép thi”.
Khach hang 1a mt trong nhitng nhan vat mai
méi quan trong nhét trong coéng ty ching ta.
Khach hang khong phu thudc vao chiing ta ma
chinh chung ta phu thudc vao nguoi d6. Khach
hang khong phai 1a ngudi khién cong viéc cua
ching ta phai ngit quang, ma chinh ho 1a cai R .
dich khién chung ta phai ngung cong viéc lai. Hinh 03: Khach hang dang

thuong thure tiéc buffer

Khong phai ching ta ban on cho ho bﬁng viéc ching ta phuc vu ho ma
chinh hg ban on cho chiing ta bo1 cho chung ta co hoi duge phuc vu hg. Khach
hang chang phai & nguoi dé chung ta tranh luan hay tranh khon — khong bao gio
c6 ai dugc thang trong tranh luan v&i khach hang ca
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Khach hang 1a ngudi mang dén cho ching ta nhu cau cua ho - nhiém vu cia
chung ta 1a xir 1y cac nhu cau d6 co loi cho khach hang va cho chinh ching ta

- Khach hang bén ngoai: Khach hang bén ngoai bao gdm tit ca nhitng ngudi bén
ngoai doanh nghi¢p ma ching ta phuc vy du ho co tra tién cho dich vu cua
chung ta hay khong

- Khach hang noi bo: TAt ca céc phong ban, by phan va nhan vién ...phuc vu
trong cong ty

e Nhu cau khach hang
Nhu cau 13 mot cam giac thiéu hut cta con nguoi can dugc théa man . Nhan
vién ban hang khong tao ra nhu cau nhung ho c6 thé lam thoa mén nhu cau

e Sy hai long ctuia khiach hang
Theo Philip Kotler: Sy thoa mén chinh 1a su hai 1ong hay su that vong ctia khach
hang khi ho so sanh nhiing gi nhan dugc tir san pham vé&i nhiing gi ho mong doi

Su hai long = Sy cdm nhén / sy mong dg1i

- Su cam nhan: Gia tri hitu hinh (san pham) va gia trj tim 1y
Nhan vién ban hang c6 thé lam tang su cam nhan cua khach hang trén nhiéu goc
do:
+ Thai do giao tiép, c61 md, quan tam
+ Ché d6 cham soc khach hang. ..
+ Su cam thong chia sé
* Khach hang c6 y nghia nhu thé nao d6i véi ban ?

- Khach hang 1a nguoi cho ching ta co hdi phuc vu va kiém tién
- Khach hang la ngudi nudi song, nguoi tra luong cho ching ta
- Khach hang 14 1y do kién chung ta ton tai

- Khéch hang cho ta viéc lam

- Khéch hang 1a nguén tao ra doanh thu va loi nhuan

- Chung ta can khach hang nhu c4 can nudc

- Khach hang 1a thuong dé

Khéch hang la nguoi than

* Pé thoa man khach, theo triét Iy cia MACDONALD

- Nhanh nhu tén bin

- Tuoi nhu hoa

- An can nhu bao mau

- Sach nhu lau
1.2. Vai tro caa ban hang
Ban hang c6 vai tro vo cung quan trong trong kinh doanh va xa hoi.

Thir nhat, ban hang gitp cho hang hoa duoc luu chuyén tir noi san
xuit dén tay nguoi tiéu dung. X3 hoi khong co ban hang thi nén san xuat sé bi
dinh tré, doanh nghip san Xuit ra khong thé nao tiéu thy, nguoi tiéu dung co
nhu cau vé san pham thi khong biét lay tir dau. Do do néu khong co ban hang thi
nén san xuat chic chan s& gap nhidu khé khan, nén kinh té s& bi suy thodi vi
khung hoang cung cau, x4 hoi vi thé khong thé phat trién.
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Thtr hai, ban hang con dong vai tro luu thong tién té trong gudng may
kinh té. Doanh nghi€p san Xuit ra hang hoa hay dich vy, ban cho nhirng nguoi
c¢6 nhu cau dé thu vé loi nhuan. Tién thu vé tir hoat dong ban hang s¢ tlep tuc
dua vao san xuét dé tlep tuc sinh lo1 sau dot ban hang tlep theo, ctr nhu thé viée
ban hang s& gitp cho ludng tién s& quay vong tir tay ngudi mua sang tay nguoi
ban roi lai vé tay nguo1 mua mot cach lién tyc.

Thit ba, ban hang giup cho luin chuyén hang héa tir noi du thira sang noi
c¢6 nhu cau. Theo quy ludt cung ciu, nhitng noi du thira hang hoa thi gia sé& thap,
nguoc lai nhitng noi khan hiém hang hoa thi gia s& cao, do d6 viéc ban hang ¢
nhiing noi thiéu hang hoa sé& thu vé loi nhuan cao hon nhiing noi hang héa du
thira. Pay chinh la dong lyc dé doanh nghiép di chuyen hang hoa tir nhitng not
du thira, gia thdp dén ban & nhiing
noi hang hoa khan hiém, gid cao
mong kiém duoc loi nhuan cao hon.
Do d6 tinh trang khan hiém hang héa
s& giam dan cho dén khi khong con
canh noi thi khan hiém, noi thi du
thira hang hoa nita. Do d6 ban hang
dong vai trd vO cung quan trong
trong viéc can bang nhu cau xa
hoi. Hinh_04: Nhdn vién Ié tin khach san

Thir tu, ban hang mang vé loi ich cho ca nguoi mua 1an ngudi ban. Di
vO1 ngudi1 mua, o1 ich cua ho 1a ¢6 duoc san phﬁm. Con ddi vai nguoi ban, do 1a
loi nhun tr kinh doanh. Nho hoat dong ban hang ma ludng tién — hang luin
chuyén thuong xuyén giita nguoi mua va ngudi ban. Mdi vong luan chuyén déu
phat sinh lo1 ich cho ¢4 hai bén.

Tt viéc phan tich trén ta théiy da théy duoc tim quan trong cua hoat dong
ban hang d6i véi nén kinh té- xa hoi trén toan thé gii. Hoat dong ban hang ciing
mang lai loi ich cho nhiéu thanh phan. Do d6 thuc day va phat trién cac hoat
dong ban hang s kich thich cho x& ho1 phat trién, mang lai su phon thinh cho
qudc gia, nang cao mirc sdng con ngudi, théa man moi nhu cau cho tat ca moi
nguoi trong xa hoi.

2. Cac yéu t6 anh hwéng dén hoat dong ban hang trong nha hang
2.1. Cac yéu t6 vi md
* Yéu t6 kinh té

Yéu t6 kinh té bao gdm tang truong kinh té, phat trién kinh té, chinh sach
kinh té ctia qudc gia, chu ky kinh doanh va khuynh hudng toan ciu hoéa hién
nay.

Tang truong kinh té chi co ¥ nghia khi no thuc day phét trién kinh té. Va
diéu nay s€ tac dong tich cuc dén viéc kinh doanh cua nha hang khi moi truong
kinh doanh ¢é su phat trién tbt.

Gido trinh Ky néng ban hang trong nha hang
Truong Cao Bang Ky Ngh¢ 11



13

Chinh sach kinh té thé hién sy wu dii, khuyén khich d6i véi mot s linh
vuc, nganh kinh té nao d6, chang han du lich 1a mot trong nhitng nganh kinh té
duoc wu tién phat trién, trong d6 ¢6 nganh kinh doanh nha hang,

Chu ky kinh doanh c6 thé kéo dai hay ngin tiy thudc vao nhiéu yéu t6,
diéu nay anh huéng rat manh dén céc quyét dinh quan tri, nhat 13 cac don vi vira
va nho.

Toan cau hoéa dem lai co hoi cting nhu thach thire cho cac don vi, nhit 13
nhing kinh doanh trong linh vuc am thuc. Va dé thanh cong, phai khong ngimng
d6i moi cong nghé, ning cao chat luong san phdm va ting ning suat, hiéu qua
lao dong.

* Yéu to chinh tri

Su 6n dinh vé chinh tri s€ tao on dinh vé moi truong dau tu, kinh doanh,
lam giam sy e ngai vé nhitng van dé lién quan nhu an toan vé tinh mang, tai
san...H¢ théng chinh sach phap luat dﬁy du chat ché tao ra moi truong thuan lgi
va co hdi binh ddng cho moi ngudi tham gia vao hoat dong kinh doanh.

* Yéu t6 xa hoi

X4 hoi cung cdp ngudn lyc ma nha hang can va tiéu thu nhing san pharn
dich vu nha hang lam ra. Cac gia tri chung cua xa hoi, cac tap tuc truyén thong,
16i séng clia nguoi dan, cac hé tu tudng ton gido va co cau dan s6, thu nhap cia
nguoi dan déu tac dong nhiéu mat dén hoat dong kinh doanh cua nha hang.

* Yéu t6 tu nhién

Ngudn tai nguyén ludn hiru han nhung nhu ciu thi vo han nén phai biét
cach khai thac va st dung hop 1y cac ngudn tai nguyén dé co sy phat trién bén
vitng nhét.

Yéu t6 mua vu cling can duoc can nhic dé dam bao hoat dong kinh doanh dugc
hi¢u qua.
* Ky thuit, cong nghé

Cong nghé 1a yéu té ¢6 su ning dong rat 16n, su thay d6i nay dem lai co hoi
va thach thirc cho nganh kinh doanh, trong d6 c6 nha hang. Chu ky (101 ma&i cong
nghé ngay cang ngan hon, vong don san pham cling ngay cang ngan hon va
cudc cach mang cong ngh¢ mai luoén dién ra, dleu nay doi hoi phai nim bat dé
thich nghi kip thoi néu mudn ton tai va phat trién
2.2. Cac yéu té bén vi mé ( mdi trwong nganh)

- Péi thit canh tranh

Su hiéu biét vé ddi thi canh tranh c¢6 ¥ nghia rat quan trong ddi voi hoat
dong kinh doanh. Can phan tich tung dbi thu canh tranh & cac nodi dung: muc
tiéu twong lai, nhan dinh cua ho vé ban than va vé ching ta, chién luge ho dang
thuc hién, tiém ning ctia ho dé ndm bat va hiéu biét cac bién phap phan tng va
hanh dong ma ho c6 thé co.

- Khach hang

Su tin nhiém cua khach hang la tai san c6 gia tri 16n lao. Su tin nhiém nay
c6 dugc la do dép ung dugc nhu cau, thi hiéu cua khach hang so véi ddi thu
canh tranh.
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Khach hang 1a muyc ti€u, 1a 1y do ma ta tdn tai, hudng té1. Khach hang dem
doanh thu cho ta nhung ddng thoi cling c6 thé dem kho khin cho ta néu nhu dé
khach hang khong hai long hay gay ra nhiing su ¢6 cho khach hang.

- Nha cung cap

Can lia chon nhitng nha cung cip uy tin, dm bao vé chat lugng san phadm
cung cép, su On dinh, su chuyén moén hoa va gia ca phu hop.

Cung vo1 viéc lga chon nha cung cép cép chinh, cin lya chon thém nhitng nha
cung cap phu dé giam bat rui ro, ap luc tir phia nha cung cdp chinh, dé dam bao
su hoat dong on dinh trong kinh doanh

- Do6i thi tiém an méi

Khong phai lac nao ciing gip d6i thi canh tranh tiém an méi song nguy co
d6i thi méi hoi nhap vao nganh vira chiu anh huéng ddng thoi cling c6 anh
hudng dén chién lugc cta doanh nghiép.

- San pham thay thé

Strc ép do co san phém thay thé 1am han ché tiém nang, lgi nhuan cua
nganh do mirc giad cao nhat bi khdng ché. Néu khong chi y tdi cac san pham
thay thé tiém 4n, ta c6 thé bi tut lai véi nhitng thi trudng nho bé.

* Nhirng yéu to bén trong nha hang
- Tiém lwe tai chinh: m{t nha hang c6 tiém luc tai chinh manh thi s& tao ra mot
loi thé canh tranh nhét dinh trén thi truong hang hoa.
- Tinh da dang ciia cdc sdn phim

Tinh da dang ctia cac san phim thé hién & sb lugng cac san pham in udng.
Khach hang luén c¢6 xu hudéng chon nhitng dia diém c6 mic do da dang vé san
phim cao dé mua sim nhu cic siéu thi. O trong nha hang, ngoai viéc co nhiéu
mon an c¢6 san thi chu nha hang phai luon biét tao ra cac mon mdi, cac dich vu
moéi dé thoa min nhu cau, thi hiéu cua nguoi tiéu dung. Ngoai ra c6 thé thém céc
dich vu nhu karaoke, massage. .. trong hé théng nha hang ciia minh
- Co 56 vit chit ky thudt dich vu

Co s& vat chét k¥ thuat cua cac dich vu luon dam bao dﬁy du, hoat dong
t6t. Cac trang thiét bi, tién nghi phai chat lugng phu véi timg hang muc. Khi co
su c6 xay ra thi phai duoc stra chita ngay. C6 hé thong thong gid hoat dong tdt,
hé¢ théng phuong tién lién lac diy du va
hoat dong tét cac trang thiét bi phong
chong chay no theo quy dinh cua co quan
c6 tham quyen He¢ théng chiéu sang dam
bao yéu cau timg khu vuce, duge cung cip
dién 24/24h, c6 hé théng dién du phong.
Hé théng cung cép nudc di nudc sach va
nudc cho chita chdy, co hé théng du trir
nude sach, hé thoat nudce tét, dam bao vé
sinh moi truong. Hinh_05: Hé thong nha hang
- Vi tri kién tric
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Ngoai mui vi thire an, phong cach phuc vu thi moi truong, cdnh quan xung
quanh nha hang cling dong mQt vai tro quan trong dbi voi chét lugng dich vu. Vi
tri kién trac phai & noi thudn ti€n cho viéc kinh doanh cac dich vy, it bi canh
tranh boi cac d6i thu trén dia ban, khach hang co thé d& dang tiép can duogc véi
dich vu. M61 truong canh quan xung quanh dam bao v¢ sinh, dep mat, cach xa
cac khu vyc nha may, xi nghi€p, khu bénh vién, bai rac. Pam bao an toan vé
chinh tri, khéng xay ra bao loan, khiing bd...Thiét ké kién triic phu hop véi moi
truong kinh doanh, cac khu vuc dich vu dugc b tri hop 1y, thuan tién. Noi ngoai
that thiét ké, bai tri, trang tri hop 1y. Cong trinh xay dung chat lugng tot, dam
bao an toan trong qua trinh st dung

Nha hang c6 vi tri thuan tién thi s& ting kha ning tiép can san phim cua
khach hang
- Ngwoi quan ly va nhan vién ban hang.

Phai c¢o trinh d phu hop véi cong viéc, duoc dao tao mot cach bai ban, co
tay nghé cao, phuc vu dung cac quy trinh k¥ thuat, thai do than thién, nhanh
nhen, nhiét tinh, chu dao, co su phéi hop chédt ché voi cac bo phan khac trong
khach san. Nhan vién phai thuong xuyén
duoc ddo tao cac 16p boi dudng vé nghiép
vu cling nhu k¥ ning mém.

Nhan vién phai mdc trang phuc
ding quy dinh, gon gang, v¢ sinh ca nhan
t6t, c6 phu hiéu tén trén do. Kiéu dang
phu hop véi chic danh va vi tri cong viéc.
Mau sdc hai hoa, thuan tién. Chat ligu tot,
kiéu dang dep, pht hop v6i moi trudng va
tao phong cach riéng cua tung khach san. Hinh_ 06: Nhén vién phuc vu nha hang
- Bdo vé méi trwong, an ninh, an toan, phong chéng chdy né va vé sinh an
toan thwe phim

Céc dich vu phdi dam bao tinh an toan cho khach khi st dung. Pam bao
chét lugng v¢ sinh an toan thuc phém, v€ sinh moi truong bén trong, v¢ sinh moi
truong xung quanh, v¢ sinh trang thiét bi. C6 ké hoach bao vé méi truong, co
can b0 ki€ém nhiém quan ly moi1 truong. Thyc hién cac bién phap phan loai va
quan 1y chét thai, co can bo chuyén trach quan 1y moi truong, thuc hién kiém
toan xanh.
3.To chirc hoat dong ban hang trong nha hang

T6 chirc hoat dong ban hang trong nha hang khong theo mot quy tac nhat
dinh nao nhung né van phai dua trén nhitng nguyén tic co ban ciia nganh kinh
doanh dich vu. Kinh doanh nha hang néi riéng va kinh doanh du lich n6i chung
ludn ludn phai liy yéu t6 khach hang lam trong tdm cho moi hoat dong va phat
trién. Mén an khong chi ngon ma nguoi phuc vu ciing phai chuyén ngiép, khong
gian nha hang dep va co6 chut gi d6 dé khi mdi khach hang t6i, ho déu cam thay
thoai mai.
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Hoat dong san xuét kinh doanh céac dich vu phuc vu an uéng cua bd phan
nha hang 1a phong pht va da dang, khdi nay bao gdm nhimg bd phan san xuit
kinh doanh sau: - ——— ' 6

e B phan bép “san xuit” ra cac mén B . BE
an phuc vu khach - \

e B0 phan phuc vu ban: phuc vu cac
mon in do bd phan bép “san xuit” va ché
bién.

e B0 phan bar: Ché bién va phuc vu
cac d6 udng cho khach, dong thoi ban
mot sd hang hoa khac nhu: thudc 14, banh
ngot,... Hinh 07: Nhan vién phuc vu nha hang

o Mot sdbod phan giai tri khac.

Nha hang d3 vach rd ké hoach t6 chtrc dén tiép khach trong timg bd phan
va moi bo phan phai 1am tot cong viéc cua bo phan minh. MObi bd phan déu co
ngudi lanh dao va chi dao rd rang phan coéng dung cong viéc, ndi ca déu co
nguoi giam sat do 1a ca trudng (Captian) chiu trach nhiém gidm sat cong viéc,
chi dao, nhic nho timg ca nhan.

CAU HOI ON TAP CHUONG I:

1. Khai ni€ém, vai tro cua ban hang trong kinh doanh nha hang ?
2. Céc yéu tb anh huong dén hoat dong ban hang trong nha hang ?
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BAI 2: CAC YEU TO CO BAN CUA HOAT PONG TIEU THU HANG
HOA, DICH VU TRONG NHA HANG
Ma mo6 dun: MD12 02

Muc tieu:
- Trinh bay dugc cac dic diém cia thi trudng trong kinh doanh nha hang
- Phan tich duoc cac yéu t6 anh hudng dén thi trudng, cac san pham cua
nha hang, chinh sach gia, cac hoat dong xuc tién ban hang ciia nha hang.
- Ton trong quy ludt cung cau trong kinh doanh nha hang.
Noi dung chinh:
1. Thi trwong trong kinh doanh nha hang

Thi truong trong kinh doanh nha hang rat da dang va phong phii boi thi
hiéu cta ngudi tiéu dung trong vin dé an udng ngay cang phuc tap va cao cap
hon. Cac nha hang duoc xay dung 1én vo1 nhiéu kiéu cach khac nhau, cac mat
hang kinh doanh ciing rat phong phd, tir nhitng mon an truyén thong dén mén an
phuong tiy, tir mén dn dit tién dén mon an binh dan. .

Nhung khong phai nha hang nao m¢ ra ciing kmh doanh co loi boi thi
truong dn uong la mot thi truong c¢6 sy canh tranh rat gay gat khach hang thi
ngdy cang kho tinh vi vay doi hoi mdi nha hang ludn phai d6i méi va tao ra sy
khac biét cho riéng minh.

Theo quan diém Marketing, thi truong bao gdm con ngudi hay t6 chirc co
nhu cau hay mong muén cu the san sang mua va c6 kha nang mua hang hoa
dich vu dé thoa min céc nhu cau mong muon do.

Theo dinh nghia nay, chiung ta can quan
tam dén con ngudi va to chitc ¢6 nhu cau,
mong mudn, kha niang mua ctia ho va hanh vi
mua cua ho.

Can phan biét khai niém thi truong theo
quan diém Marketing, véi1 khai ni€ém thi
truong truyén thdng, 13 noi xay ra qua trinh
mua ban, va khai niém thi truong theo quan
diém kinh té hoc, 1a hé thong gém nhiing
ngudi mua va nguodi ban, va moéi quan hé
cung cau gitra ho. Hinh 08: Nha hang cao ccfp
Thi truong la noi chuyen giao quyén so htru san pham, dich vu hodc tién té,
nhim thoa méin nhu cdu cta hai bén cung va ciu Ve mot loai san pham nhit dinh
theo cac thong 1¢ hién hanh, tir d6 x4c dinh 1o ) lugng va gia ca can thiét cua
san pham, dich vu. Thuc chét, Thi truong 1a tong thé cac khach hang tiém ning
cung c6 mot yéu cau cy thé nhung chua dugc dap ung va c6 kha ning tham gia
trao doi dé thoa man nhu cau do.
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1.1. Dac diém cua thi tru’(‘)’ng trong kinh doanh nha hang

Trong nén kinh té quoc dan , thi truong vira 1a d6i tugng vira la can ctr ké
hoach hod, n6 con la tAm guong gitp cac xi nghiép nhan biét vé minh va nhu
cau ciia xa hoi. Cac cong ty kinh doanh noi chung va khach san nha hang néi
riéng can phai xac dinh nhu cau tiéu dung vé hang ho4 trén thi trudng. Hon nita
nd con 1a noi dé cac khach san nha hang kiém nghiém céac chi phi san xuét, thi
hiéu nguoi tiéu dung dé c6 chinh sach phu hop.

Theo quan diém Marketing, Philip Kotler c6 néu:

"Thi truong bao gém tat ca nhitng khach hang tiém 4n cting c6 mot nhu cau
hay mong muon cy the sdn sang va c6 kha niang tham gia trao d6i dé thoa méin
nhu cau hay mong muén do".

Dinh nghia trén mé ra cho cac cong ty cach nhin thi truong rong hon,
khong chi dién ra trong mot dia diém cb dinh ma co thé mé ra & nhitng noi1 nao
c6 khach hang.

Chinh vi vy ma nguoi ta da vi khach hang 13 "thuong dé". Bé ban dugc
hang hoa, dich vu ngudi ban phai 101 keo khach hang, luén khoi day va thoa man
nhu cau ngudi mua. Tir do ta thdy rang thi trudng an udng trong gia dinh va cho
ca nganh cong nghiép 1a rit rong 16n, diéu do tao diéu kién cho cac cong ty kinh
doanh linh vyc nay c6 mot cai nhin dung dan vé thi truong nay. Trén thuc té véi
gidc d6 chu hang, can xac dinh thi truong chi cé thé ton tai va phat trién c6 du 3
yéu t6:

- Mot 1a, phai c6 khach hang.

- Hai 1a, khach hang c6 nhu ciu mua hang va dich vy nao do.

- Ba Ia, khach hang c6 tién dé muc hang hoa, dich vu.

* Chirc nang thij trudong.

Thi truong la linh vye kinh té phuc tap, day huyen bi ddi véi cac nha kinh
doanh. Néu ho khong nghién ctru ky vé no, hiéu biét day du thi ho khong thé
hinh dung dugc hudng phat trién. Tir viéc nghién ctru thi trudng Cong ty Tap
pham va Bao ho lao dong di xac ding duoc cac chirc ning nhu sau:

- Chtrc ndng thtra nhan: Tuc 1a thi truong chép nhan san phﬁm hang hoa va
dich vu cua nguoi ban. Noi cach khac va dich vy cua ngudi ban voi gia tri va gia
tri ssd co thé duoc ngudi mua chap nhan. Nguo1 mua nhin hang, ngudi ban
nhan tién, két thuc qua trinh trao d6i.

- Chirc ning diéu tiét, khich thich: Pay 1a chirc ning tu nhién vbn c6 cla
kinh té thi truong. Thong qua canh tranh gitra cac nganh, thi truong diéu tiét di
chuyén tr nganh sinh lgi thip sang nganh sinh lgi cao. Thong qua canh tranh
trong ndi bo nganh, thi truong s& khuyén khich cac xi nghiép tan dung lgi thé va
co hoi canh tranh.

- Chirc nang thong tin: Thi trudng 14 noi chira nhidu thogn tin nhat vé cung,
cau, gid ca va kha ning thanh todn va tir nhidu ngudn tin tic khac nhau giup
Cong ty c¢6 dbi sach va ra quyét dinh dung luc.
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* Pic diém hanh vi mua ciia nguéi tiéu dung.

- Pic diém nhu ciu ciia nguoi tiéu dung.

Khi cac doanh nghiép d3 tim hiéu vé thi trudng, cung - cau, gia ca va dbi
thu canh tranh cac doanh nghiép tiép tuc nghién ctru nhu cau thi truong, dac biét
1a nhu cau doi hang ti€éu dung, phuc vu san xuét va sinh hoat.

Theo Abraham Maslow thi 6ng di giai thich tai sao nhitng thoi diém khac
nhau, nguoi ta lai bi thoi thiic boi nhu cau khac nhau. Tai sao ¢6 nguoi da danh
nhiéu thoi gian sirc luc dé dam bao an toan ca nhan va cd ngu’0’1 lai glanh dugc
su kinh trong cua nguoi xung quanh? Ong T
cho ring nhu cau cua con nguoi dugc xép -
theo thtr bac, ty cap thiét nhat dén it cip
thiét nhat.

Tha bac nhu ciu do Maslou dua ra
1a: Theo thir tu tAm quan trong.

- Nhu ciu sinh ly.

- Nhu cau an toan.

- Nhu céu duoc ton trong.

- Nhu cau ti khang dinh minh. Hinh 09: Khach hang dang

thuong thirc mon an

Ly thuyét ctia Maslou da giip cho nguoi lam Marketing hiéu dugc cac san
pham khac nhau ~phu hop nhu thé nao voi yéu td, muc dich va doi song cua
ngudi tiéu ding an. Con ngudi ta s& cb gang trudce het thoa mén nhu cau quan
trong nhat, khi n6 d3 dugc thoa méan thi nhu cau tlep theo s& lai xuét hién tlep
theo.

- Pic diém hanh vi mua ciia ngudi tiéu dung.

Bdc diém chii yéu anh hwéng hanh vi mua ciia nguwoi tiéu dimg.

Pic diém hanh vi cta ngudi tiéu dung duoc thé hién qua cac yéu té nhur:

- Yéu t6 van hoa: C6 anh hudng sau rong nhat dén hanh vi ciia ngudi tiéu
dung. Nén vin hoa 13 yéu t6 quyét dinh co ban nhét nhitng mong muén va hanh
vi cua mot nguoi.

M3di nén vin hoa déu c6 nhanh vin hoa nho bao gém cac dan tQc, ton gido,
cac nhom chung toc va cac vung dia ly. Cac nhanh van hod tao nén nhirng khuc
thi trudng quan trong va nhimg ngudi lam Marketing thuong thiét ké san pham
va chuong trinh Marketing theo nhu cau ctia ching,

Cung viéc phan tich nhanh van hoa la sy phan tich tang 16p xa hoi, moi
tang 16p deu c¢6 khuynh huéng hanh dong gidng nhau hon so véi ting 16p khac.

- Yéu tb xa hoi:

Hanh vi nguoi tiéu dung ciing chiu 4nh huong cua nhing yéu té xa hoi nhu
cac nhom tham khdo, gia dinh, vai tro va dia vi.

Nhom tham khao ciia mot nguoi gdm nhitng nhém c6 anh hudng truc tiép
hay gian tiép dén hanh vi nguoi tiéu dung. Nguoi lam Marketing can nhan dién
nhitrng nhdm tham khéo cua khach hang muc tiéu.
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Gia dinh 1 mot nhom tham khao quan trong c6 anh hudng 16n nhit. Su anh
hudng cua bd me, con cai ¢6 ¥ nghia quan trong. Cung v&i sy tac dong cua
nhom tham khédo 1a vai tro va dia vu cua nguoi ti€u dung. Nhitng nguoi lam
Marketing déu biét r5 kha ning thé hién dia vi xd hoi ciia san phiam va nhin
hi¢u.

- Yéu td ca nhan: Nguoi ta mua
hang hoa va dich vu trong sut cudc doi
minh. Thj hiéu vé quan 4o, &n udng, do
go va cach giai tri cting khac nhau teo
tudi tac. Cung tu01 tac l1a nghe nghiép,
hoan canh kinh t& va 16i song da anh
huong dén hanh vi mua.

Te do6 nguoi lam Marketing
thudng chon nhom cé chu ky séng phu
hop 1am thi truong muc ti€u ctia minh.

- Yéu té tam Iy: Hinh_11: Khdch hang dang lia chon oto

Tai bat ky thoi diém nao con nguoi déu c6 nhu cau, cac nhu cau vé sinh
hoc, tam 1y. Viéc lya chon mua sim cua mot nguoi chiu anh hudng cua dong co,
tri thirc, niém tin va thai do. Nhu cau c6 ngudn gdc tam Iy déu khong du manh
dé c6 hanh vi ngay lap tirc. Do vAy can phai ¢ tac dong kich thich nhu ciu tam
1y nay cua nguoi ti€u dung.

Qud trinh théng qua quyét dinh mua sdm.

Cung viéc tim hiéu yéu té anh huong hanh vi mua thi cong ty kinh doanh
can phai tim hiéu qua trinh thong qua quyet dinh mua sam san pham cta cac loai
hang hod phuc vu doi séng va san Xuat Céc quyét dinh mua hang hoa thay d6i
tuy theo timg loai hang, mit hang can thiét hay khong can thiét thi ching déu
phai thong qua cac budc nhu sau:

+Y thirc nhu ciu: Qua trinh mua sdm bét dau khi y thirc duge van dé&. Nhu
cau duoc tac dong bang cac tic nhan kich thich bén trong hay bén ngoai. Khi d6
ngudi lam Marketing can phat hién nhiing hoan canh goi nén nhu ciu cuy thé,
phai x&c nhirng tdc nhan kich thich thuong gap goi nén su quan tam clia nguoi
tiéu dung.

+ Tim hiéu thong tin: Khi ¢6 nhu cau, nguoi tiéu dung bat dau tim kiém
thong tin. Viéc tim kiém thong tin vé san pham s& cho ngudi tiéu ding quyét
dinh chinh x4c hon san pham va nhin hiéu ma ho quan tim. Cac thong tin nay
thay doi tuy theo cac loai san pham khac nhau.

+ Pénh gid cac phuong an:

Khi thong tin vé san pham di day du nhu: gia ca, nhin hiéu, sin pham canh
tranh nguoi tiéu dung s€ cd nhiing phuong an mua hang hod khac nhau, xem
hang hoa v&1 nhitng lgi ich cia n6 dem lai nhitng ich lgi va sy thod man nhu cau
khac nhau nhu thé nao. Tir d6 ho s& chon nhiing hang hoa c6 ich loi nhat cho
minh.
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+ Quyét dinh mua hang: & giai doan danh gia, nguoi tiéu dung di hinh
thanh s& thich d6i nhin hiéu trrong lwa chon va khi dé hinh thanh nhan hiéu vu
thich nhat. O giai doan nay vai tro ¢4 nhom tham khao cang co yeu t6 quan trong
su anh huong ngudi khac sé c6 su thay doi trong quyét dinh mua sam.

+ Hanh vi hau mai:

Sau khi mua hang hoa nguoi tiéu dung s€ cam thdy hai long hay khong hai
long, & day s& quyét dinh dén mua hang hoa tiép theo cta nguoi tiéu dung va sé
c6 sy chia sé nhan hiéu tot vowi nhitng ngudi xung quang. O trong qua trinh nay,
nguoi lam Marketing phai xac dinh dugc giai doan dé c6 nhitng quyét dinh dén
hanh vi mua va tir d6 s& c6 cac quyét dinh khac nhau trong timg giai doan.

1.2. Phan loai thi trwomg trong kinh doanh nha hang

Trong hoat dong kinh doanh nha hang hién nay hoat dong nghién ciru nhu
cau an udng cia cac doi tugng khac nhau trong xd hoi dong vai tro quan trong
d6i voi cac hoat dong kinh doanh nha hang dé nham muc dich:

- Nghién ctru thi truong kinh doanh nha
hang giup ching ta thu thap dwoc nhicu
thong tin quan trong vé thi trudng nhu:

+ Xu hudng st dung dich vy an uéng hién &' " 4.0

nay, cac dac trung vé cac doi tugng khac 'm s g
nhau. w Ql.)) R , ///
+ Nhitng trng xr ctia khach hang. A, \> G /1/ e
+ Cac d6i thu canh tranh. \ \“\ / //
+ Muc do tac dong cua hang hoa, dich vu ) )

dén khach hang.

Hinh 12: Phdn logi thi truong
+ Tac dong cua quang cao dén cac d6i tuong khach hang.
- Tao lap duoc su hiéu biét vé thi truong nang cao chat luong cia viéc dua ra
cac quyét dinh quan 1y.
- Xay dung duoc hé thong thuc don phu hop, trén co sé d6 dé xay dung duoc
md hinh kinh doanh nha hang hiéu qua dap tmg nhu ciu ngay cang da dang cua
d6i twong khach.
- Phan tich nhu cau hién tai:

Pé phan tich duoc nhu cu an udng, trudc tién can phai nghién ciru thanh
phan cua thi truong, su phat trién ctia hang hoa duoc tiéu thu (thé hién bang sb
lugng suit an, doanh thu thuc duogc, sd lugng khach hang), sau do tién hanh
nghién ciru ciu tric tiéu dung cac mén an tai cac noi khach hang thuong dén st
dung.

* Thé nao la phdn doan thi truwong

Phan doan thi truong (Market sergmentation) 1a qua trinh phan chia nguoi
tiéu dung thanh cac nhém dya trén cac khac bi¢t vé nhu cAu, tinh cach, hanh vi.

Poan thi truong (Sergment) 13 mot nhdm nguoi tiéu dung cé yéu ciu tuong
tu nhau vé cac thanh t trong Marketing hon hop.
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Nhu vdy, trong cing mot doan thi trudng, khach hang co tinh ddng nhét vé
nhu ciu, sé thich, kha ning thanh toan...Va doanh nghiép co thé dap tmg bang
ciing mot chuong trinh Marketing hon hop 4P.

* Cdc yéu cdu doi véi phan doan thi truwong

Nhu ciu cua con ngudi rat da dang. Dé thuc hién phuong chim “Chi ban
nhirng thir ma khach hang can” thi ching ta phai thyc hién phan doan thi truong
de ¢ duoc nhitng nhém khach hang dong nhat vé nhu cau. Vé mit Iy thuyet thi
mdi khach hang c6 thé duoc xem nhu mot doan thi truong. Tuy nhién, néu cang
chia nho thi truong dé dam bao tinh dong nhit tuyét d6i vé nhu cu trong mdi
doan thi trudng thi chi phi san xuat cho mdi doan d6 s& cang cao va khach hang
kho chéip nhan. Do vay, dé dam bao tinh hiéu qua, viéc phan doan thi truong
phai dam bao cac diéu kién sau déy:

- C6 sy khac nhau vé nhu ciu giita cic nhom khach hang khac nhau.

- Phai do ludng duge vé quy mo va hiéu qua
kinh doanh cua doan thi truong

- Doanh nghi€p c6 thé nhan biét dugc doan
thi truong do dé phuc vu

- Nhu cau cia khach hang trong doan thi
truong phai dong nhat, quy mé du 1én, co
kha ning sinh 16i khi cung cdp san phim
riéng cho doan thi truong do

- Doanh nghiép phai di ngudn luc dé thyuc
hién chuong trinh Marketing riéng cho tung
doan thi truong. Hinh 13: Muc tiéu cua thi truong
Vi du 1: Cac nha hang com hop da gianh duge mot phan miéng banh thi trudng
1a cac thyc khach luoi hay ban biu khong mudn ra khoi co quan dé an com trua.
Vi du 2: Céac cira hang rau sach di gianh duoc doan thi truong gém da phan
nguoi nudc ngoai, cadc khach san va khach hangViét Nam c6 thu nhap cao.

Vi duy 3: Cung la ban ca phé, nhung cac chu quan khac nhau da dua vao cac dich
vu b sung khac nhau dé nham thu hat cac doan thi truong khac nhau. Do la: Ca
phé bong da, Ca phé vuon, Ca phé sinh vién, Ca phé nghé si, Ca phé dién anh,
Ca phé Trung nguyén, ca phé Internet, ca phé Thanh Hoa... Cic quéan ca phe
bong d4 da thu hit duge nhoém khach hang nghién ca phé va nghién ca bong da!

Trong thoi ky kinh té bao cép, hau hét cac doanh nghiép Viét Nam déu
thyc hién kiéu Marketing dai tra: san pham cung loai, gia ca dong hang cho moi
khach hang.

Khi chuyén sang kinh té thi truong, nhu cau thi truong trd nén phan hoa rd
rét. Néu cac doanh nghiép cii khong thay doi tu duy dé thuc thi phan doan thi
truomg thi chic chin s& bi cac nha canh tranh méi gianh mat cac phan doan thi
truong khac nhau.

* Ly do va loi ich ciia phdn doan thi truong

C6 nhiéu 1y do va loi ich budc cac doanh nghiép phai thuc hién phan doan

thi trudng. C6 thé néu ra mot s6 1y do va loi ich co ban sau day:

Gido trinh Ky néng ban hang trong nha hang
Truong Cao Bang Ky Ngh¢ 11



23

- Do khach hang da dang, trong khi doanh nghiép khong thé dap tmg tat ca cac
nhu cau. M&i doanh nghiép chi c6 mot sé thé manh nhat dinh ma thoi.

- Phan doan thi truong gitp cho doanh nghi¢p phan bb ¢ hiéu qua cic ngudn
luc, tap trung nd luc vao dung chd.

- Phan doan thi trudong gitp cho doanh nghiép dap tng cao nhat nhu ciu cua
khéach hang, do vay tdng kha nang canh tranh cho doanh nghi€p, ngay ca v&i cac
doanh nghiép nho.

C6 thé noi, nguyén nhan co ban cta viéc phai phan doan thi truong 13 do
canh tranh. Vi canh tranh ma doanh nghi¢p budc phai thyc hién phan doan thi
truong dé nang cao kha ning canh tranh cua minh.

* Co 56 dé phin doan thi truwong

- Phan doan theo cac tiéu thtc dia ly

Céc tiéu thuc dia 1y thuong duoc dung két hop vi cac tiéu thirc nhan khau
hoc dé phan doan thi truong tiéu dung. Ly do 13 nhu cdu ciia ngudi tiéu dung
thuong co lién quan chit ché vai cac tiéu thic dia Iy hay dan sé. Hon nita, phan
doan theo cac tiéu thirc nay thod man cidc doi hdi cia phan doan c6 hi¢u qua: do
luong dugc, tiép can duoc, va du lon.

Céc tiéu thirc dia 1y thudong dung 13: khu vuc, qubc gia, qudc té, ndng thon
— thanh phd. Thi truong thanh phd c6 nhu ciu va kha nang thanh toan khac véi
thi truong ndng thon. Thi truong trong nude khac véi thi truong nude ngoai.
Gitlra cac thanh phé, cac khu vuc, quéc gia khac nhau thi nhu cAu va s thich
cling khac nhau.

- Phin doan theo céc tiéu thirc nhan khau hoc

Cac tiéu thirc nhan khau hoc duoc dung phd bién dé phan doan thi truzong,
Iy do 1a nhu cau, sé thich ciing nhu
cuong do tieu dung cua dan chiung
cO lién quan chat ché vdi1 cac dac
diém nhan khau hoc. Mat khac, céc
dic diém vé nhan khau hoc ciing
dé do ludng. Cac sd liéu thong ké
vé nhan khiu hoc cin thiét cho
viéc phan doan thi truong la cac so
liu thtr cap sdn co tir cac ngudn 3
thong tin chinh théng ctia Nha nudc. Hznh ] 3 Nha hang An P

Theo cac tiéu thire nhan khau hoc nguoi ta chia thi truong thanh cdc nhom
cdn ¢t vao cac bién sé nhu: Tudi tac, gidi tinh, quy mo gia dinh, giai doan cua
chu ky gia dinh, thu nhap, nghé nghiép, hoc van, hon nhan, giai ting xa hoi, tin
ngudng, ching toc ... Tuy vao loai sain pham ma doanh nghiép chon cac bién sd
dé phan doan.

+ Phan khic theo tudi: tré em, thiéu nién, thanh nién, trung ni€n, cao nién. Mbi
dd tudi c6 mot tim 1y khac nhau nén nhu cau vé quﬁn ao, thuc phém, am nhac,
du lich... cling khac nhau.
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+ Phan khuc theo giéi tinh: nam, nit. Nhu cau hai gioi nay Ve cung mot san
pham c6 sy khéac biét ( vd: ddng hd, trang stic, quan 4o, kinh mat, nudc hoa...)
+ Phan khac theo quy mo gia dinh: nhé(1-2), trung binh (3-4), l6n (>=5)
Ngoai ra con phin khuc theo thu nhap, nganh nghé, trinh do, ton gido, qudc
tich...
- Phan doan theo nguyén tac tdm 1y hoc
Khi phan doan theo tdm 1y hoc, dan chiing dugc chia thanh cic nhom theo

cac dac tinh nhu: Thai d9, nhan cach, dong co, 161 séng... Céac bién sb nay anh
hudng dén nhu cau, hanh vi mua sam tiéu ding ctia dan ching,

+ Tang 16p xa hoi: Binh dan, trung luu, thuong luu

+ Theo 161 song : an phan, ciu tién,

thanh dat o Sl Sy
+ Theo ca tinh: boc dong, hudng ndi, ‘%w
hudng ngoai s v

- Phan doan theo hanh vi ti€éu dung
Nhom cac ti€u thie theo hanh vi tiéu dung
bao gom: lgi ich theo dudi, muc do ti€u

thy, tinh trang st dung, muc dd trung e v oW o
thanh.. fh‘ e ’4“ )
. , \ \ A 'k‘%

+ Dip mua: khach hang mua thuong xuyén
hay vao nhiitng dip dac biét, cac thang,
trong quy, trong nim dé dap tng nhu ciu
mang tinh tho1 vu. Hinh 15: Phdn khuc thi truong

+ Lot ich khi mua hang: khach hang Iya chon moén hang xem c6 1g1 gi cho ban
than ho nhu vé kinh té, kiéu dang, mau sic, kich thudc, mui vi. ..

+ Mirc sir dung: ngudi khong mua, ngudi it mua, mua it, mua vira, mua nhiéu.

+ Miic trung thanh véi nhin hiéu: khong trung thanh, it trung thanh, rat trung
thanh va trung thanh tuyét doi.

+ Thai do ddi v&i mon hang: néng nhiét, tich cuc, tho o, tiéu cuc, thu ghét
Tham khao bai viét phan loai thj trwong trong nha hang:

Ngay nay, su thay d6i vé moi truong van hoa da 1am thay d6i nhu cau an
ubng cua khach hang, do d6 doi hoi phai ning am thyc lén tam nghé thuat.
Khach hang dang doi hoi ngay cang cao sy sang tao cua dau bép, cung cip nhiéu
moén dn moi la nhu mén an két hop nét van hoa am thuc gitta phuong Dong va
phuong Tay. Cac nha hang s& dugc xay dung co tinh chii dé 16 nét nhu nha hang
Viét Nam, Y, Phap, Trung Hoa,...
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Hinh_16: Mot goc trén tang 2 cia nha hang Sw tie - Ha NGi

Khéch hang ctia ban xudt than tir nhiéu tang 16p xa hoi v6i trinh d§ van hoa
khac nhau. La ngudi cung cap dich vy, ban la nguoi “lam dau tram ho” , can phai
dap tmg ¢ murc t6t nhat moi yéu cau cta khach hang. Hon nita, su canh tranh
khéc liét trén thuong trudng budc ban phai tim cach dé chién thing trong cudc
dua voi cac dbi thu. Phan thuong sé chi danh cho ngudi ndo dép Gmg dugc tot
nhat, tham chi trén ca mong dogi, cac nhu cau cta khach hang. Khong c6 mot nha
hang nao du strc h:flp dan tat ca moi nguoi, do 1a mot thuc té ma nhiéu nguol moi
budc vao kinh doanh khé chip nhan. Hay chi nhdm vao 5% hay 10% thi truong
va phuc vu tdt, thé 1a ban da thanh cong.

Ban c6 thé phan doan thi truong theo do tudi, theo thu nhap, so thich hay
nha hang ddc thu (nha hang dinh dudng, nha hang an chay...). Tuy tung cach
phan doan, ban tim hiéu dic diém cua tung d6i twong dé c6 cach thic kinh
doanh phu hop. Vi du phan doan theo d6 tudi:

- Thé hé sinh tir nim 1980 tré vé sau: thé hé nay rat nang dong, thich cai mai, dé
cubn vao trao luu, mudn khang dinh minh va kha doc lap.

- Thé hé sinh trong khoang 1965-1977: 13 nhitng ngudi da truong thanh, bat dau
tram hon, khong thich bi chu ¥, chin chin va quan tam to1 thuc chét.

- Thé hé sinh tir naim 1946-1964: & lta tudi nay ho da c6 mot sy nghiép on dinh,
ua thich su sang trong,...

Can phan tich dic diém cua ting khach hang dé lya chon khach hang muyc
tiéu nham phuc vu moét cach hiéu qua nhat.

1.3. Cung va ciu trén thi trudng san phim in udng

Cau (ctia ngudi mua) dbi voi mot loai hang hoa nao do 1a s6 luong cua loai
hang hoa do ma nguoi mua mudn mua tai mdi mic gia chdp nhan duogc trong
mdt thoi gian nhat dinh nao do6 tai mot dia diém nhat dinh.

Khai niém néu trén cho thay cau khong phai 1a mot sd luong cu thé ma 1a
mot su mo ta toan dién vé sd luong hang hoa ma ngudi mua mudn mua & m01
muc gid cu thé. Sb lugng cua mot loai hang héa nao d6 ma nguoi mua mubn
mua Ung voi mot muc gia nhét dinh duoc goi la lugng cau cua hang hoa do6 tai
mirc gia d6. Nhu thé, luong cau chi co y nghia khi gin véi mot murc gia cu thé.
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Cung ctia mot loai hang hoa nao dé chinh 1a s6 luong cua loai hang hoa do
ma ngudi mudn béan ra thi truong trong mot khoang thoi gian nhat dinh tng vai
mdi mirc gia tai mot dia diém nhat dinh nao do.

1.4. Cac yéu t6 anh huong den thi trudong san pham in udng
Cic yéu té anh hwéng dén ciu:

- Thu nhip cta nguoi ti€u dung

Khi thu nhap ting, cau dbi v4i hau hét cac hang héa déu gia ting vi voi thu
nhap cao hon nguoi tiéu dung thudng c6 xu hudng mua hang héa nhiéu hon.
Tuy nhién, cling c6 nhing ngoai I¢, tuy thudc vao tinh chat ciia hang hoa.

Noi chung, khi thu nhap thay d6i, nguoi tiéu dung s€ thay do6i nhu cau d6i
v6i cac loai hang hoa. Pidu nay sé& tao nén su dich chuyén ctia dudng cau.

- Gi4 c4 cua hang hoa c6 lién quan

C6 hai loai hang héa c6 lién quan ma cac nha kinh té thuong dé cap dén la: hang
hoa thay thé va hang hoa b sung.
Hang hoa thay thé. Hang hoa thay thé 1a nhiing loai hang héa cung thoa méin
mdt nhu cau (nhung c6 thé mirc do thoa min 1a khac nhau). Thong thudng, hang
hoa thay thé 1a nhiing loai hang hoéa cung cong dung va clng chic ning nén
ngudi tiéu dung co thé chuyén tor mat hang nay sang mat hang khac khi gia cua
cac mat hang nay thay d6i.

Hang héa b sung. Hang hoa bd sung la nhirng hang hoa dugc sur dung
song hanh v&i nhau dé bd sung cho nhau nhim thoa man mot nhu cau nhat dinh
nao d6. Trong thuc té co rat nhidu hang hoa bd sung.

- (14 ca cua chinh loai hang hoa do6 trong twong lai

Cau d6i v6i mot hang hoa, dich vu con c6 thé phu thudc vao su du doan cua
ngudi tiéu dung vé gia clia hang hoa, dich vu d6 trong tuong lai. Thong thudng,
ngudi tidu dung s& mua nhiéu hang hoéa,
dich vu hon khi ho du doan gia trong
tuong lai cia hang hoa, dich vy d6 tang va
ngugc lai.

- Thi hiéu ctia ngudi tiéu ding

S& thich ctia ngudi tiéu dung c6 thé
chiu anh hudéng cua phong tuc, tdp quan,
moi truong van hoa - xa hgi, thoi quen
tiéu dung, v.v. cua nguoi tiéu dung. Khi
nhimng yéu t6 nay thay doi, nhu cau ddi y
v6i mot s6 loai hang hoa ciing doi theo. Hznh ] 7: Gza cd hang tiéu dung

- Quy mo thi truong

Sb nguoi tieéu dung trén thi trudong ddi v6i mot hang hoa, dich vu cu thé nao
d6 c¢6 anh huong quan trong dén cau dbi voi hang hoa, dich vu d6. C6 nhimng
mit hang duogc tiéu dung boi hau hét nguoi dan nhu nude giai khat, bot gidt, laa
gao, v.v. Vivay, s6 luong ngudi mua trén thi truong nhirng mat hang nay rat 16n
nén cau doi voi nhimg mat hang nay rat 1on. Nguoc lai, ¢6 nhiing mdt hang chi
phuc vu cho mét s6 it khach hang nhu ruou ngoai, nit trang cao cap, kinh can
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thi, v.v. Do sO luong nguoi tiéu dung ddi véi nhiing mat hang nay tuong doi it
nén cau (101 voi nhirg mat hang nay cting thap. Déan sb noi ton tai cua thi truong
la yeu t6 quan trong quyét dinh quy mo thi truong. Cung voi sy gia tang dan so,
cau dbi voi hau het cac loai hang hoa déu co thé gia tang.

- Cac yéu t6 khac

Su thay ddi cta cau dbi voi hang hoa, dich vu con phu thudc vao mdt $6 yéu
t6 khéc. D6 co thé 1a cac yéu to thude vé tu nhién nhu thoi tiét, khi hau hay
nhirng yeu t6 ma ching ta khong thé du doan trudc dugc.

S6 cau clia ngudi tiéu dung tai mdi muc gia s& thay do6i khi cac yéu té nay
thay doi.

Cic yéu to anh hwéng dén cung:

- Trinh d6 cong ngh¢ dugc su dung

- Gia ca clia cac yéu té dau vao

- Gia ca cua mat hang do trong tuong lai (dy bao)

- Chinh sach thué va cac quy dinh cua chinh pha

- Piéu kién tu nhién va cac yéu td khach quan khac
2. Hiéu biét vé hoat dong kinh doanh ciia nha hang
2.1. Céc sian pham ciia nha hang

San pham (product) 1a bat cir cai gico thé dua vao thi truong dé tao su chu
¥, mua sam, st dung hay tiéu dung nham thoa mian mot nhu cau hay uoc mudn.
N6 ¢6 thé 1a nhitng vat thé, dich vu, con nguoi, dia diém, t6 chirc va ¥ tudng.

Cdu triic ciia san pham

Phan 16n céc san pham duge ciu trire & nam muic do: lgi ich cbt 161, san
pham chung, san pham mong doi, san phdm hoan thién va san pham tiém an.

Mtc co ban 1a loi ich cbt 16i, chinh 1a dich vu hay lo1 ich co ban ma khach
hang mua. Chang han dbi vdi mot chuyén du lich thién nhién, khach hang mua
“su thu gidn va bau khong khi trong lanh”; ddi vai mot bita dn tai nha hang,
khach hang can su thoai mai, phuc vu an can, niém nd;... Nha kinh doanh phai
xem minh la nguo1 cung ing lo1 ich.

Nha kinh doanh phai bién lgi ich cbt 15i thanh san phdm chung, chinh I3
dang co ban cua san phém d6. Vi thé mot khach san phai la mdt tdoa nha cé céc
phong dé cho thué.

Tiép theo, nha kinh doanh phai chuin bi mét san phﬁm mong doi, tic 1a tap
hop nhitng thudc tinh va diéu kién ma ngudi mua thuong mong doi va chip
thuan khi ho mua san phérn d6. Vi dy, khach dén khach san mong c6 dugc mot
cai givong sach s&, xa phong va khin tam, dién thoai, ta dé quin 4o va mot mirc
d6 yén tinh tuong ddi. Vi da sb cac khach san déu c6 thé dap ung duoc mong
mudn t6i thiéu nay, nén khach du lich khong thién vi dbi v6i khach san nao ma
s& vao bat ky khach san nao thuan tién nhat.

Murc do thtr tu, nha kinh doanh chuin bi mdt san pham hoan thién thém,
tirc 1a mot san phém bao gém ca nhiing dich vu va lgi ich phy thém lam cho san
pham cua doanh nghiép khac véi san pham cua dbi thu canh tranh. Vi du khach
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san c6 thé hoan thién thém san pham ctia minh bang cach trang bi may thu hinh,
b6 sung dau goi dau va hoa tuoi, dich vu dang ky va tra phong nhanh chong,...

O cac nudc phat trién ngay nay canh tranh chi yéu dién ra ¢ mic d6 hoan
thién san pham. Theo Lewitt, cudc canh tranh moi khong phai la gitta nhiing gi
cac cong ty san xuit ra, ma 1a gitra nhimg thi ho bo sung cho san pham cua
minh dudi hinh thirc bao bi, dich vy, quang céo, tu van cho khach hang, tai tro,
thoa thudn giao hang, luu kho va nhitng thr khac ma moi nguoi coi trong.

Tuy nhién, viéc hoan thién san pham kéo theo viéc tiéu tén thém chi phi
ctia nha kinh doanh. Cho nén nha kinh doanh cin phai can nhac liéu khach hang
co chﬁp nhén tra thém tién dé nhan duge san phém hoan thién va doanh nghi¢p
trang trai dugc chi phi phy thém khong. Hon nita, nhitng lgi ich hoan thién thém
s€ nhanh chong tr¢ thanh lgi ich mong dgi. Cac khach nghi tai khach san déu
mong doi ¢6 may thu hinh, diu gdi dau va cac tién nghi khac. Vi thé, doanh
nghiép phai tim kiém thém nhirng tinh chat va lgi ich moi dé bod sung cho san
phim cua minh. Ngoai ra, trong khi cac cong ty ndng gia san pham da hoan
thién cua minh thi cac d6i thu canh tranh c6 thé tré lai ban san phdm & muc co
ban.

San pham tiém an

San piim hoan thién

Hinh 18: Cdu tao ctia mot san phcfm

O mirc d6 tha nim 1a san phém tiém an, tac 1a nhitng sy hoan thi¢n va bién
d6i ma san pham d6 co6 thé c6 dugc trong twong lai. Trong khi san phiam hoan
thién thé hién nhiing gi da dugc dua vao san phﬁm hién nay, thi san phﬁm tiém
an chi néu ra huéng phat trién c6 thé ciia né. Vi thé cac doanh nghiép tich cuc
tim kiém nhitng cach thirc méi dé thoa man khach hang va tao ra su khac biét
cho san phdm ctia minh.

San pham theo quan diém marketing gan lién v&i sy théa min nhu cau
mong mudn ctia khach hang, vi vay nd can dugc xem xét trén ca 2 goc do vat
chat va phi vat chat. San pham cta hang héa bao gdm 2 thanh phan, d6 1a: dich
vu co ban va dich vu bd sung. San phém cua hang hoa dé bi hu hoéng, thoi gian
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bao quan ngan, viéc cung cip cic san pham an uong con thay d6i tuy theo timg
dang khach hang. Viéc phuc vy cac san pham an udng nham muc dich thoa man
nhu ciu cua khach hang, thoa man muc tiéu kinh té ctia nha hang. Dé phan tich
dugc cac san pham cua cac don vi kinh doanh an udng trudc tién can phai phan
tich vi tri ciia khach hang, kién tric cua phong an, trang thiét bi ctia nha hang,
cach trang tri phong 4n, hé thong 4m thanh, 4nh sang,...Sau d6 tién hanh phan
tich chat lugng cua doi ngt nhan vién, phuc vu tai nha hang (trinh do van hoa,
ngoai ngtr, trinh d¢ chuyén mon, ky thuat,...) dé danh gia kha nang phuc vu
khach hang ciia doi ngii nhan vién. Cudi cung 1a viéc phéan tich chat lugng cua
cac san phém dich vu hién c6 ban tai nha hang. Pic biét can phan tich moi quan
hé gita chat luong, gia ca san pham nham hoan thién hodc bd sung mot sé diém
trong chinh sach marketing.

San pham ctia nha hang c6 rat nhiéu, chu yéu phai tinh dén cc mit sau:

- Bién hiéu mang tén nha hang: Cé nhitng nha hang chi mang tén don thuan
cua chu nhan hoac tén con cai cuia chu nhan do61i lic kém theo ca bi€t hi¢u nhu
Hung xodn, Diing béo, Ha Long...; ¢6 nhitng nha hang mang tén ctia mot diém
mdc ndo d6 c6 dic diém d& nhan ra noi toa lac cua nha hang nhu cay dura, cay
mit, Goc da, Lo gach...; co nhiing quan mang dam dau 4n vé y tudng phong cach
clia quan nhu Pong Dm Dong Qué, quan Bic...; c6 nhiing nha hiang mang tén
moén an dic chung chu chdt duogc phuc vu tai nha hang nhu Cﬁy to Hung, Dling
Tiéu ho, Hang Luon...

- Tong thé phong canh phu hop vdi ¥ tudng phong cach ma chi nhdn muén
thé hién cho khac v6i nhirng nha hang khac tao khong gian riéng biét cho nha
hang nhu vuon thugng uyén, nha gach xay tho, nha tranh, nha san, cdy canh...,
d6ng thoi vai nd 1a phai kém theo trang phuc cua nhan vién sao cho phu hop lam
noi bat phong cach ctia nha hang.

- Trang tri ndi that ciing phai dic biét di 461 voi phong canh tao phong cach
chung cho nha hang gy 4n tuong nhé méi cho khach hang.

- Ngoai cac mon an dai tra(ciing 1a san pham cta nha hang) mdi nha hang
con ¢6 nhiing moén an déc biét chi 6 6 d6 mai c6 phyc vu duge ché bién theo bi
quyet riéng, phuong phap ri€ng(doi khi la bi truyén). Nhitng mén ndy cé thé noi
1a niém tu hao cta nha hang dé khi nhic den moén an d6 nguoi ta phai nghi ngay
dén nha hang do thuong né dugc dat tén rat kéu..

- P6 ubng: PO udng thong dung co trong nha hang khong phai la san pham
ctia nha hang. Chi c¢6 nhitng d6 udng dugc pha ché theo bi quyét riéng cta nha
hang méi 14 san phim cta nha hang.

- Phong céach phuc vu cua nhan vién dugc dao tao theo chu y cua chu nha
hang ciing 14 san pham ctia nha hang.

Tom lai, san phim ctia nha hang 1 tong thé tir bang hiéu, co s vat chat,
bay tri phong canh, trang tri no1 that, trang phuc cho nhan vién nha hang, cac d6
an thic ubng dugce ché bién tai nha hang va phong cach thai do phuc vu cua
nhan vién nha hang.

* Mt s6 diic tinh ciia san phim in udéng trong nha hang
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San pham an udng ton tai & dang vo hinh va hitu hinh. Nhung tinh vo hinh
thuong chiém ty 18 16n

Tinh v6 hinh

Khong co tinh lvu trir

Qud trinh san xudt va tiéu dung thuong dién ra cing mot liic

Khé 6 thé xdc dinh dwoc chat luwong san phcfm truoc khi sw dung

Tinh dé dao djng

Tinh khéng dong nhat.

Tinh mua vu
2.2. Chinh sach gia

Trong kinh té, gia ca la gia tri dudi dang bang tlen cua hang hoa, dich vu.
Theo y nghia thuc té, gia ca 1a s6 tién tra cho mot sd lugng hang hoa, dich vu
nao do.

Gia ca cua san phém, dac biét gia dich vu duoc goi bﬁng rat nhiéu céi tén
khac nhau tuy thudc vao loai san phﬁm, dich vu. Tuy cach goi khac nhau ddi vai
cac san pham /dich vu khac nhau, nhung ban chét cua gia 1 thong nhat. Tuy vao
d6i twong ma gia ca c6 ¥ nghia khac nhau.

V61 nguot mua: Gia ca cia mot san phém/dich vu la khoan tién ma nguoi
mua phai tra cho ngudi ban dé duoc quyén so hitu, sir dung san pham/dich vu d6
va nguoi mua phai bo tién ra dé co duge nhiing loi ich ma ho tim kiém & hang
héa/dich vu va gid thuong 1a chi $6 quan trong dugc st dung trong qua trinh lya
chon, mua sdm san phim do KH khong mua san pham ma 13 mua loi ich/gia tri
ctia san pham, tham chi gia 1a yéu t6 dau tién khién KH quyét dinh c6 mua san
pham hay khong khi ho chua ¢ kinh nghiém, thong tin gi vé san pham.

Ngudi mua thudng ¢6 xu hudng thich mua gia cang ré cang tot

DPdi véi nguoi ban, gid cé 1a khoan thu nhap ma ho nhan dugc nho viéc dap
g nhu cau ciia khach hang.

Pbi voi ngudi lam Marketing, gia ca co cac ¥ nghia sau day:

« Thir nhét, gia ca 1 bién sé6 Marketing duy nhat mang lai doanh thu cho

doanh nghiép. Cac bién sé Marketing khac khi dugc thyc thi déu phai chiu chi
phi bo ra.
Thir hai, quyét dinh vé gid ca c6 tac dong nhanh chong dén thi truong, tic dong
dén doanh thu, chi phi, lo1 nhuén, thi phﬁn va tinh canh tranh ctia san phﬁm. Do
vay, quyét dinh vé gia 1a mot quyét dinh c6 tim quan trong nhat trong cac quyét
dinh kinh doanh

2.2.1. Xac dinh muc tiéu cuia chinh sach gia

Muc tiéu dinh gia phai Xuét phat tor muc tiéu chung cua doanh nghiép va
chién lugc dinh vi san pham cua no, dong thoi phai phdi hop véi cac chién luge
Marketing mix khac (chién lugc san pham chién lugc phan phéi, chién luoc xuc
tién). Muc tiéu cang rd rang thi cang dé xac dinh gia ctia pham.

~ Cac muc tiéu chu yéu ma doanh nghiép co thé lwa chon khi dinh gia san
pham:
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a. Muc tiéu dinh huwdéng lgi nhuin
Véi muc tiéu ndy, cong ty co thé quan tim dén cac muc tiéu sau:
* bPat dugc muc loi nhuan mong mudn
« T6i da hoa lgi nhudn
Gi4 ban cua san pham s& anh hudng dén lgi nhuan cua cong ty. Cong ty du
doan nhu cau va chi phi tmg véi cac muc gid khac nhau va chon muc gia sao
cho ¢6 thé dat duogc ty suét loi nhuan 6n dinh nao d6 trén doanh sb hodc trén von
dau tu. Cac nha san xuat, cdc nha ban budn ban 1& c6 thé dinh gia theo muc tiéu
nay. Pinh gia nhim muc tiéu tdi da hoa loi nhuan cling 1a muc tiéu rat phé bién.
Tuy nhién, trong co ché thi trudng chang ai co6 thé thu dugc loi nhudn cao trong
mot thoi gian dai. Gia cao s& kich cung, két qua la gia lai giam xudng va kéo
theo 1g1 nhuan giam. Doi voi cac mat hang thiét yéu, Nha nuéc ciing can thiép
dé binh 6n gia. Nhin chung, t6i da hoa lgi nhuan thuong 1a muc ti€u chung cho
nhiéu san phém chtr khong chi cho mét loai san pham. Nhung khi nhu cau vé
mdt san pham mdi cao, cong ty co thé dung kiéu dinh gia hét vang de thu dugc
loi nhuan cao trong thoi gian ngan khi cac d6i thu canh tranh chua xuat hién.
b. M uc tiéu dinh hwéng ban hang
V6i myc ti€u nay, cong ty quan tam dén cac muc tiéu sau:
« Tang s6 luong hang ban t6i da
« Duy tri hodc ting thi phan
Cac cong ty ciing co thé dat gia voi myc dich tang s6 luong hang ban t6i da
trong mot giai doan ngan Ho tin rang sO lwong san pham ban tang s& dan toi chi
phi trén don vi san pham gidm xuodng, va 191 nhuin dai han tang 1€n. V&1 muc
tiéu do, cong ty dat gia thip dé kich thich stitc mua khi san pham budc vao giai
doan suy thoai, khi mdi trién khai san phdm méi, hay vao thoi ky é am. Tang sd
lugng hang ban cling giup cho cong ty dat duge hi€u qua theo quy mo, va giam
dugc gia thanh, va do vay tdng dugc 191 nhudn trén mot don vi san phém. Diéu
kién dé thyc hién duge myc tiéu nay 1a: (1) th
truong nhay cam vé gia; (2) chi phi san XUt
va phan phdi trén don vi san phim giam khi
quy md ting; (3) gia thdp 1am nan long cic
d6i thu hién tai va tuong lai. Vi éc giam gia
ban cling giup cong ty duy tri hodc tang duoc
thi phan so voi cac ddi thu, va dan dan giup
cho cong ty vuon dén vi tri chu dao trén thi
truong. Tuy nhién, giam gia co thé dan t6i
chién tranh vé gia ca. Hinh 20: Sy hai long cua nhan vién
c. Muc tiéu ton tai
Cong ty chon muc tiéu nay khi gap phai tinh trang canh tranh gay git,
khach hang thay doi nhu ciu nhanh qua, cong ty khong xoay chuyén kip. Trong
truong hop do, cong ty phai giam gia thip nhat c6 thé dé cam cu trén thi truong.
Cong ty chi can dat gid ban 16n hon chi phi bién d6i 1a dugc. Py chi 1a muc tiéu
ngan han.
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d. Muc tiéu din diu vé chit luong

Dan dau vé chat luong ddng hanh vai gia ban cao. Gia cao vira trong xung
v6i hinh anh chat lugng cao, vira gitp cho cong ty trang trai dugc chi phi dau tu
cho chét lugng va c6 duogc ty suit loi nhuan cao.

e. Muc tiéu 6n dinh

Véi muc tiéu ndy, cong ty quan tim dén cic muc tiéu sau:
«On dinh gi4
*Dap ung tinh hinh canh tranh

Muc tiéu 6n dinh gia 1a myc tiéu dinh gia “hoa binh nhat” trong tat ca cac
muc tiéu dinh gia. Muyc ti€u nay c6 2 muc ti€u nhd co li€n quan chat ché véi
nhau. Thuc hién muc ti€u nay, cong ty tranh dugc sy canh tranh vé gia, voi
mong mubn “minh séng va dé cho nguoi khac song”. On dinh gia thuong 1a muc
tiéu trong cac nganh ma san phﬁm tiéu chuéin hoa cao (sa‘it thép, déng, nhom, hoa
chat...), dong thoi dd c6 mdt doanh nghiép chu dao quy dinh gid. Cac doanh
nghi¢p nhé khac phai thuc hién phuong phép dinh gid theo gia ciia doanh nghiép
chu dao (dap Ung canh tranh). Pinh gia nhu vay s€ giup doanh nghi¢p tranh
dugc canh tranh. Trong thi truong doc quyén nhom, muc ti€u on dinh gia cling
thudng duoc chon dé tranh xay ra chién tranh gia ca.
2.2.2. Cac phuwong phap xac dinh gla

Doanh nghiép giai quyét van dé gia ca thong qua viéc lya chon cac phuong
phap hinh thanh gia ca khac nhau. Néu mirc gia qua cao s¢ lam giam nhu cau vé
50 luong, cho phép cac d6i thu canh tranh gianh lay khach hang; trong khi d6 gia
qué thap s& khuyén khich mua hang nhung lai giam bién d6 loi nhuan trén mdi
giao dich. Nhung gia nhu thé nao thi duoc xem la
"qua cao", "qua thap" hay "hop 1y"? Cau tra 1oi
nay chu yéu duoc xac dinh qua muc ti€u cua
nhitng nguoi dinh gia va nhitng gi ma thi truong
6 thé chﬁp nhan duoc.
a. Pinh gia dya vao chi phi (Cost — based pricing)

G=Z+M
Trong do: G: gia
Z: chi phi

M: mirc 16i du kién

Uu diém ctia phuong phap dinh gia theo chi
phi la: Hinh 20: Xdc dinh gia ca

« Pon gian, dé tinh toan do ngudi ban biét & chi phi hon 13 cau thi truong.
Nguoi ban ciing khong phai thay d6i gia khi nhu cu thay d6i. Cac nha ban
budn, ban 1é thuong st dung kiéu dinh gia nay.

« Phuong phap ndy cong bang hon dbi v4i ca nguoi mua va ngudi ban.
Ngudi ban c6 duoc mot mirc lgi nhuan hop 1y. Nguoi mua dé chap nhan khi biét
murc lgi nhudn hop 1y cia nguoi ban.
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« Gi4 ca thi 6n dinh, khong 1én xudng that thudng. Néu cac doi thu cling ap
dung phuong phap nay thi canh tranh vé gia s& giam b6t dang ké.

= Nhuoc diém cua phuong phap:

« Dan dén sy cimg nhic trong dinh gia. Khi nhu ciu xuéng thip thi gia s&
khong hop 1y néu khong diéu chinh.
b. Dinh gia dya theo nguoi mua.( Buyer - based pricing)

Pinh gid ndy dugc dya trén nhitng cam nhan vé san pham cia doanh
nghi¢p. Ho xem sy cdm nhdn gid tri cua nguoi mua, chir khong phai 1a chi phi
cua nguoi ban.

VD: café via he 8000d/ly, café tron cua hang binh thuong 15000/1y, café trong
ctia hang cao cap 13 50.000d/ly. Gia ca nay dwa vao su cam nhan khach hang vé
khong gian, khung canh, cung cach phuc vu..

Piéu nay vira giup doanh nghiép xay dung thuong hiéu , vira khang dinh gia tri
cia ngudi mua.

c. DPinh gid dua vao canh tranh. (Competition - based pricing)

Dinh gia theo thoi gia: Phuong phap nay, doanh nghiép chu yéu dua vao
gia dbi thu canh tranh ma it dya vao chi phi hodc s6 cu cua riéng minh. Doanh
nghiép co6 thé dinh gia thap hon, bang hodc cao hon gia cua dbi thu.

Dinh gia dau théu kin: Pinh gia dya vao canh tranh. Phuong phap nay, doanh
nghi¢p chu yéu dua vio gia d6i thii canh tranh hon 1a dua vao chi phi hodc 5O
cau cua riéng minh. Mudn danh dugc hgp dong doanh nghiép chi cé thé dinh gia
thdp hon gia cua d6i thu.

d. Pinh gia dé ban hang nhanh, du chiu 15

bay la cach doanh nghiép dinh gia ban thip dudi muc chi phi dé thu hat
nhiéu khach hang va mo rong thi phan Trong truong hop nay, khach hang
khong chi mua mot san pham co6 gia thap, ma s& mua thém nhiing san pham
khac, dem lai doanh sb cao cho doanh nghiép. Cach lam nay thudng chi dugc ap
dung trong mot thoi gian ngan.

e. Pinh gia dé giai phong hang tén kho

DPuoc ap dung khi doanh nghiép dang c6 mot luong hang ton kho qua
murc, can phai giam bot lugng hang trong kho. Trong truong hop nay, muc tiéu
cua doanh nghiép la giam thiéu 10.

f. Pinh gi4 dé nhim dén nhiing khach hang sinh loi cao

Bang cach danh cho cac nhom khach hang ndy nhitng mutrc gia vu dai dic
biét, hodc cap thé hoi vién cho ho dé ho co co hoi mua hang giam gia hay tham
gia cac dot khuyén mdi. Thong thuong, doanh nghiép co thé giam gia khi khach
hang mua hang v6i s6 lugng 16n, mua nhidu mit hang ciing mot lic hoic mua
hang theo goi. Chang han, c6 thé tao ra mot goi hang ¢ gia ban dic biét bang
cach két hop mot mit hang dang ton kho nhiéu véi mot mat hang dang thinh
hanh hodc tao ra mot san phém mai dé déy manh viéc gidi thi¢u san phém moi
ra thi truong.
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* Cac chién hroe gia trong ban hang
- Chién lwoc gid hot ving

Hét vang, hay con goi 1a hét phan ngon. Theo chién luge nay, cong ty dit
gid cao nhat co thé cho cac doan thi trudng sin sang chip nhan san pham méi.
Khi muc tiéu thy giam xudng thi cong ty lai giam gia dé thu hit thém khach
hang & doan thi truong thﬁp hon.

Piéu kién dé dinh gia hét vang 1a:

« Mtrc cdu vé san phdm méi cao

« Gi4 cao lic du tao nén hinh anh vé san pham cao cip

« Gi4 cao ban dau khong thu hut cac dbi thi canh tranh
- Chién lwoc banh truéng thi trweong

Muc tiéu cta cong ty 1a gianh cang nhiéu thi phin cang t6t dé chiém thé ap
déo ddi phuong nho dat dugc loi thé “hiéu qua theo quy mo”. Do do, cong ty dit
gi4 thap dé thu hut khach hang.

Diéu kién dé doanh nghiép thuc hién chién lugc nay 1a:

* Thi truong nhay cam vé gia

« Linh vyc san xut ciia cong ty co tinh chat “hiéu quéa theo quy mo6”. Nhu
vay, khi cong ty dit gia thip thi san luong ban duogc ting 1én, din dén tiét kiém
chi phi, loi nhudn tang. Do vay s¢€ bu lai cho viéc giam gia.

* Cong ty co tiém ning tai chinh dé dat gia thap ban dau
- Chién lwoc gid cho danh muc sian phdm ciia cong ty

Gia dugc xdy dyng cho toan bd san phdm trong danh muc san pham, lgi
nhuan tinh chung cho toan by danh muc chtr khong phai cho riéng tung loai san
phiam. Bang cach niy, cong ty khuyén khich khach hang mua toan b danh muc
san pham.
- Chién lwoc dinh gid hai phan

Gi4 dugc tinh gdm 2 phan: Phan tra cho muc tiéu dung t6i thiéu va phan tra
cho murc tiéu dung vuot troi. Thong thudng, muc gia cho dich vu tdi thiéu nén
dat thap dé thu hut khach hang.
- Chién lwoc gid chiét khdu

Nham khuyén khich khach hang,
cong ty giam gid cho khach hang mua
nhiéu dudi dang chiét khau:
+ Chiét khau khi mua s6 lwong Iém
nham khuyén khich khach hang mua
nhiéu trong mot lan hodc trong mot
thot ky (thdng, quy, nam).
+ Chiét khdu t{zeo tf,lo"i vu, vi du nhu Clea rance Sa'e
vao cac thoi diém vang khach (khach
san, hang khong, buu dién...). Hinh_21: Chiét khdu trong bdn hang
+ Chiét khdu khuyén khich thanh todn nhanh, bang tién mdt. Nhu vay, doanh
nghiép s& khuyén khich khach hang thanh toan ngay, tranh tinh trang chiém
dung von lau, khé doi.
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- Chién lwoc gid khuvén mai

+ Pinh gia thap ban dau dé 161 kéo khach hang mua san pham moi.

+ Pinh gia thap vao cac dip dic biét nhu ngay 18, tét dé 161 kéo khach hang.

+ Gia ban tra gop (cho khach hang vay véi 1ai suat thip). Diéu ndy co thé

gitip cho doanh nghiép vuot qua rao can vé quy dinh gia san.

+ Giam gié theo phiéu mua hang (d6i véi khach hang dd mua cac lan trudc)

dé khuyén khich khach hang mua thudng xuyén.
- Chién lwoc dinh gid phdn biét

Chién luoc dinh gid phan biét 1a chién lugc ma cong ty ban cing mot loai
san pham véi cac muc gia khac nhau tuy vao cac diéu kién khac nhau. D6 la:
+ Theo nhom khach hang. Vi du: cac ddi tugng sinh vién, cac cu gia, thuong
binh, ngudi tan tat... dugc giam gid. Muc dich gia phan biét & day 1a thuc hién
cac chinh sach xa hoi.
+ Theo dia diém: gia tuy thudc vao chd ngdi tot hay kém trong nha hat, trén may
bay, thuy thudc tang khac nhau trong khach san... Muc dich dinh gi4 phan biét &
day 1a khai thac d6 co dan ciia cac nhu cu khac nhau cua thi truong,
+ Theo dia du: don gia lap dat may dién thoai ¢ cac tinh khac nhau thi khac
nhau. Muc dich dinh gia phan biét & day la khai thac do co dan ctia cac nhu cau
khac nhau cua thi truong.
+ Theo hinh anh, bao bi: By tem c6 bia cirng ban tai san bay, khach san sang c6
gia cao hon ban & cac noi khac. Muc dich dinh gia phan biét & day 1a khai thac
d6 co dan ciia cac nhu cau khac nhau cua thi truong.
+ Pinh gia theo gid cao diém, thap diém: (dién ning, dién thoai, Internet...)
nham khuyén khich khach hang sir dung tai cac thoi diém d6 dé dan déu tai
trong, han ché qua tai ¢ cac gio cao diém va khai thac cong suit phuc vu tai céac
thoi diém, thoi ky vang khach.
- Chién lwoc thay doi gid

+ Chu dong giam gia
Cong ty chu dong giam gia trong cac tinh huong nhu sau: Du thtra nang luc san
Xuét; ty phan thi truong giam sut; khong ché thi trudng bang viée ban ha gia.

+ Chu dong tang gia
Nhiéu khi cong ty phai cha dong ting gid. D6 1a khi: Do nan lam phat; do cau
tang qua mirc so voi cung.

+ Doi phé voi vie cac doi thii thay doi gid
Trén thé gioi da chuyén tir canh tranh bang gia sang canh tranh bang chit luong.
Nhung « d6i voi Viét Nam canh tranh bang gia ca van con ton tai.

Pé d6i phéd voi viéc thay d6i gia cua ddi phuong, truéc hét cong ty can
phan tich k¥ ludng cac van dé sau day:

« Nguyén nhan din dén su thay doi gia ciia cac ddi thii?

* Loai thi truong ma cong ty dang tham gia?

* Day la sy thay do6i gia tam thot hay lau dai?

« Néu cong ty khong dbi pho thi hau qua ra sao dbi voi lgi nhuan, thi phan
cua cong ty?
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* Cac phuong phap d6i pho khac nhau co thé va phan tng cua d6i thu? Sau
khi phan tich k¥ cac vin dé trén ddy, cong ty c6 thé phan tng lai bing céc
phuong an sau day:

« Giam gia ban thap hon gia ban ctia cac d6i thu canh tranh khi cong ty c6
du tiém lyc tai chinh va khong vi pham “Luat chdng ban pha gia”.

« Giit nguyén gia nhung can thuc dy cac hoat dong xuc tién dé giir khach
hang nhu khuyén mai, quang cao.

« Nang gi4 cung voi cai tién chat luong, miu mi san pham (dinh vi lai san
pham). Phuong an nay c6 hiéu qua trong truong hop khach hang it nhay cam vé
gi4 va ua thich nhitng san phdm chét luong cao.

2.2.3. Céch tinh gia sian phim nha hang

"

O trong nha hang, c6 nhiéu cach tinh gia:

- Céch tinh doanh s trong nim

- Cac tinh hoéa don thuc khach trung

binh

- An dinh gi4 cac mén an trén thuc don

- Vong quay chd ngdi
a. Cach tinh doanh s trong nim
Theo cach tinh nay thi nguoi ta udc tinh mot
khoan tién 161 trude, tinh chi phi ¢ dinh, chi
phi kha bién, tir d6 tinh dugc doanh sd. Hinh_22: Tinh gid san pham
VD: Mot nha hang c¢6 100 chd ngdi. Phi ¢b dinh va 1di 13 165.000 usd. Cac chi
phi kha bién bang 80% doanh s, nhu vay chi phi ¢cé dinh bang 20% doanh sb.
Ta thdy chi phi ¢6 dinh 1a 165.000usd tuong duong 20% doanh sd.
Vay chi phi kha bién cua 80% doanh sb 1a:

(165.000 x 80%) /20% = 660.000 usd
Doanh s6 sang nim = chi phi kha bién + chi phi ¢ dinh(c6 13i)
= 660.000 + 165.000 = 825.000 usd
b. Céac tinh hoa don thuc khach trung binh
Vi doanh s6 sang ndm 1a 825.000 usd. Mubn biét sang ndm mdi thyc khach
trung binh phai chi trd bao nhi€u
Vd: Trong mdt ndm, mdi chd ngdi co 2 vong quay(luot khach), mdi ngay ta co
Tong doanh thu trong nam

Hoéa don trung binh = —F————— - - — —
Cho ngot X Vong quay trén ngay X SO ngay mo cua
825.000
= =11,33USD
100 x 2 x 365

Néu phuc vu nhanh hon, tic 14 nang 5O vong quay chd ngdi tir 2 1an 1én 2,5
lan thi hdo don trung binh s& giam xudng 9, 4 lan

Cach tinh nay khong noi 1én y nghia mdi moén in gia bao nhiéu, né chi cho
thdy sd tién trung binh mdi thyc phéach phai tra
c. An dinh gia cac mon an trén thuc don
Khi biét gia mua thuc phim. Ta c6 thé tinh phi chuan dinh cho mon in
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Vi du: Phi trung binh cia mot nha hang 1a 40% thi

100/40 = 2,5. Vay 2,5 1a boi sb
Va mdt moén an trén thue don ton 4 usd cho thue phém thi gid cua no s¢ la:

4 x 2,5 =10usd.

Thong thudng trong nha hang c¢6 nhitng moén in can nang gi4, c¢6 nhitng mén an
can ha gia
c. Vong quay chd ngdi
Chd ngdi c6 vong quay cang 16n (luot khach) trong mdi bita an thi nha hang co
thé giam hoa don trung binh ma van c6 10i
* Cach tinh gia d6 udng
Budc 1:
- X4c dinh dung tich cua chai rugu
- Xéc dinh loai do udng
- Xéc dinh s6 luong ly
VD: Ruou manh : 30ml

Chai ruou 750ml
750 :30=251y
Buéce 2:

Xac dinh gia gdc cta 1 chai ruou

Vd: Chai rugu 750ml gid 750.000d

Gia 1 lyla 750 :25 =30.000/11y

Buoc 3:

X4c dinh gia ban

Chi phi(gia gdc)/ % chi phi mudn 1oi
=30/25% =120.000/1y

Vidu I: Tinh gia ban cua loai cocktail sau:
Vodka : 30ml ( chai 750ml ; 24,75%)

Nudc cam: 120ml ( 1000ml; 2,59%)

Galliano: 10ml ( 700ml ; 428)

Khéc : 5%

Cost : 25%

Giai:

Gia ban Vodka 1a (24,75 x 30) : 750 = 0.99%
Nudc cam: (2,5 x 120) : 1000 = 0,3$
Galliano: ( 42 x 10) : 700 = 0,63

Chi phi khac(5%) 1a: (0,99 +0,3 + 0,6) x 5% = 0,0945$
Gia gbc ly cocktail 1a

0,99 + 0,3 +0,6 +0,0945 = 1,9845%

Gia ban (161 25% gia gbc) : (1,9845 x 100) : 25 = 7,938$
Tién 16i: 7,938 - 1,98458% = 5,9535

(Tién 101 ndy chua bao gdm céc chi phi)
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Vi du 2: M6t quay bar mua 3 chai rugu vang dung tich 3 lit, gia, 52 $. Mdi ly
ruou vang phuc vu 1a khoang 60ml. Ban quan 1y cho phép hao hyt mdi chai 1a
40ml
Hoi:
- Tbi da nha hang phuc vu dc bao nhiéu ly ?
- Gia gbc mdi ly, tong sb tién ban duoc thuc té?
- Ban quan ly dinh phuc vu 100 khach, mdi khach 1 ly. Hoi can bao nhiéu
chai rugu vang ?
- Néu gia 1a 25%. Tinh gid ban 1 ly, tién 16i thu duge khi phuc vu 100
khach ?
- Néu phi phuc vu 1a 25%, phi quan 1y 1a 15%. Tinh lg1 nhuan?

* M6 Hinh 7P trong marketing nha hang

PLACE

* Retail

e« Whosale

e Local- Export

PRODUCT . Internet

* Design, technology

*  Useability

* Usefulness PRICE

» Solves pain « Penetration strategy
e Value * Cost-Plus

*  Quality * Loss leader

e Brand * more

« Warranty

Target
PHYSICAL EVIDENCE Market

User stories
Recommendations
Office premises
Buzz

PEOPLE

Founders
PROCESS . Employees
Service delivery e Culture
e Complaints e Customer service
Response time

Hinh 23: Mo Hinh 7P trong marketing
- Product ( San phdm) :

Pugc hiéu 13 tt ca moi hang hoa va dich vu co thé dem chao ban, c6 kha
ning théa min mot nhu cau hay mong mudn cia con ngudi, gy sy cha ¥, kich
thich sy mua sdm va tiéu dung cua ho.

- Price (Gia ca)

Gi4 ban 1a chi phi khach hang phai bo ra dé doi lay san phim hay dich vu
cua nha cung cép. N6 duge xac dinh bdi mot sd yéu td trong do co6 thi phﬁn,
canh tranh, chi phi nguyén li€u, nhan dang san phﬁm va gid tri cam nhin cua
khach hang v&i san pham. Viéc dinh gia trong mot méi trudng canh tranh khong
nhirg v6 cung quan trong ma con mang tinh thach thiec. Néu dat gia qua thﬁp,
nha cung cép s€ phai tang sO luong ban trén don vi san pham theo chi phi dé c6
loi nhudn. Néu dit gia qua cao, khach hang s& dan chuyén sang ddi thu canh
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tranh. Quyét dinh vé gia bao gom diém gia, gia niém yét, chiét khau, thoi ky
thanh toan,...
- Place (Phdn phéi):

Phan phdi 13 cac hoat dong nham chuyén san phim dén tay khach hang
muc tiéu. Néu doanh nghiép t6 chtrc kénh phan phdi tét s& ting kha ning tiéu
thy, dong thoi tiét kiém dugc chi phi, va nhu vdy tang dugc kha nang canh tranh.
- Promotion (Xuc tién thwong mai hodc hé tro ban hang):

Xuce t1en hay truyén thong Marketing, lai 12 mot hdn hop bao gdm cac
thanh t6 cdu thanh 1a quang cao, quan h¢ voi cong ching, tuyén truyén, khuyén
mai va ban hang tryc tiép. Xuc tién c6 vai trd cung cap thong tin, khuyén khich
va thuyet phuc cong ching tin tudng vao cong ty, vao san pham va tiéu dung san
pham clia cong ty. Néu cong ty nghién ctiru ky nhu ciu cua thi truong, sau d6 san
Xudt ra cac san pham phu hop vo1i nhu cau thi truong va xac dinh gia ca phu hop
vGi gia tri san pham, t0 chic hé thong phan phéi tot va truyén thong Marketing
¢6 hiéu qua thi chic chin s& dé dang tiéu thu san phém cua minh. Khi cong ty
thuc hién nghlen ctru thi tru:ong ky dé thiét ké san pham, thi ban than san pham
da c6 kha ning “ty ban nd” rat tot. Do vdy, mot chuyén gia vé Marketing, ong
Peter Drukker két luan nhu sau: “Muc dich ctia Marketing 14 nhdn biét va hiéu
rd khach hang ky dén murc hang hod hay dich vu dem ra ban s& dap ung t6t nhu
cau cta khach hang dén murc tu né da ban no!”.

- People (Con nguoi):

La phan mau chét trong viéc thyc hién dich vu. Néu nha hang c6 nhiing
mon dn ngon ma nguoi phuc vu qua kém thi cling khong tao dugce sy hai long
ctia khach hang. Su 4n can va tuoi cuoi ludn duoc danh gia cao boi khach hang.
- Process (Quy trinh):

La mot phﬁn quan trong khac cua chét lugng dich vu. Vi dic tinh cua dich
vu 1a triru tugng vi vay quy trinh s& gitp dam bao chat lugng va ndi két giita cac
cong doan trong quy trinh cung ung dich vu. Ngoai ra, quy trinh dich vu con
gitp doanh nghiép tiét kiém khoang thoi gian cho doi ciia khach hang va diéu
nay tao ra gia tri 16n, chang han mot khach hang khong thé doi hang chuc phut
dé mua dugc phan thie dn nhanh. ..

- Physical evidence ( Moi truong dich vu):

La mot yéu t6 khac anh huong dén su hai long cua khach hang. Pic diém
cua dich vu la sy triru twong nén khach hang thuong phai tim cac yéu t6 “hiru
hinh” khac dé quy chuyen trong viéc danh gia. Vi dy, khi mot bénh nhan tim dén
mot nha si thi yéu t6 phong kham sach sg, trang nha, yén tinh hay trén tuong
treo nhiéu gidy chung nhan, bang khen, bang cap, bai bao viét vé& vi nha si niy
s& tao ra mot niém tin rt 1on tir bénh nhan.

Marketing dich vu 1a mot mé hinh hoan toan khac v6i san phim vi vay voi
loai hinh dich vy thi ban can thdu hiéu 7P dé mang dén chat luong dich vy nhu
mong dg1 cua khach hang.

2.3. Cac hoat ddng xiic tién ban hang clia nha hang
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2.3.1 Ban hang truc tiép

Ban hang truc tiép 1a qua trinh
giao tiép truc tiép gilta nguoi ban
hang va khach hang, qua d6 nguoi
ban tim hiéu nhu cau, tu van, gidi
thiéu, thuyét phuc khach hang lua
chon va mua san pham.

Trong ban hang truc tiép, ngudi
ban thuc hién cac chirc ndng sau day:

* G161 thi€u loi ich, cong dung
ctia san pham cho khach hang Hinh 24: Badn hang truec tiép

« Trinh dién san phdm

« Gioi thiéu, gidi thiéu khach hang vé san phim méi

« Tra 101 cac cau hoi, thic méc, nhitng 16i tir chdi mua ctia khach hang

« T6 chitc va thuc hién céac hoat dong xtc tién tai cac diém ban hang

« Dam phan, ky két hop dong véi khach hang

« Theo ddi sau ban hang dé chim soc khach hang

« Duy tri, phat trién mdi quan hé 1au dai v6i khach hang

* Thu thap thong tin Marketing

Nho c6 su giao tlep truc tlep gifta bén ban va bén mua, nguoi ban hang cé
nhiéu co hdi dé nidm bét nhu cau cua khach hang, phan ing linh hoat v&i1 céc loai
khach hang khac nhau, xay dung moi quan h¢ than thién gitra hai bén. Do vay,
ban hang tryc tiép c6 kha ning thanh cong cao.

Ban hang truc tiép phai tuan theo mot quy trinh bao gém cac budc. Vé
phiabén ban ciing nhu bén mua c6 thé c6 mot hodc nhiéu ngudi tham gia tuy vao
loai san pham.

Bén hang c4 nhan gom céc budc sau:

1.Thiam do va danh gia cac khach hang tiém niang

2. Tién tiép xtic: cac tiép xuc tim hiéu khach hang tiém ning truéc khi ban

3. Tiép xuc v6i khach hang tiém ning

4. Gi6i thiéu san pham, loi ich khi dung san pham cho khach hang

5. Thuong lugng céc tinh hudng khi khach hang tir chdi

6. Két thuc ban khi c6 cac ddu hiéu mua nhan thay & khach hang

7. Theo do1, danh gia muc do hai long cuia khach hang.

Pé qua trinh ban hang duoc thyc hién tét, cdn co chic ning quan tri ban
hang. B¢ 1a qua trinh phan tich, lap ké hoach, td chirc, 13nh dao va kiém soat céc
hoat dong ban hang. Cu thé hon, quan tri ban hang bao gdm xay dung muc tiéu
cho nhan vién ban hang, thiét ké chién lugc cho luc lugng ban hang, tuyén dung,
huin luyén, phan cong, giam sat, danh gia va tra luong, thuéng cho luc lugng
ban hang.
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2.3.2 Quan hé cong chung

Quan h¢ voi cong chung la cac hoat dong truyén thong gian tiép ctia doanh
nghiép nham gy thién cam ciia cong chiing véi doanh nghiép va san pham ciia
no.

Quan hé v6i cong ching gitip cho cong ty xay dung mdi quan hé tét dep
v6i cong chung, anh tich cyc dén thai do ctia cic nhém cong chung khac nhau
d6i v6i cong ty.

Cac nhém cong chung khac nhau c6 thé 1a: Khach hang hién tai, khach
hang tuong lai, cac c¢6 dong, can bd cong nhan vién, to chic cong doan, cong
dong dia phuong, chinh quyén, cac nha cung cip (ngan hang, cac nha dau tu...),
cac phuong tién thong tin dai ching bao chi, dai phat thanh, truyén hinh...),
nhiing nguoi huong dan du luan (cac nhom 4p luc, cac chinh khach...)

Tuyén truyen la cac hoat dong su dung cac phuong tién truyen thong dai
chung dé truyén tin khong mét tién vé cong ty va san pham nham muc dich giy
thién cam va&i khach hang, thuyet phuc ho mua. Tuyén truyen la mot dang dic
biét cua quan h¢ cong ching.

Uu diém ndi bat ctia quan hé véi cong chung va tuyén truyén la:

« Mang tinh khach quan hon quang c4o nén dé di vao 1ong ngudi.

« Lugng thong tin cao hon, chi tiét hon

« Chi phi cho tuyén truyén ciing thip hon quang céo va khuyén mai.

Tuy nhién, nhuoc diém cta tuyén truyén 1a cong ty kho kiém soat.

Cdc hoat dong quan hé véi cong ching va tuyén truyén

* Cac hoat dong tai tr¢g cho cac su kién van hoa, thé thao, nghé thuat quan
trong nhu cac cudc thi “Duong 1én dinh Olimpia”, “Chiéc nén ky diéu”, tai tro
cho Seagame, cuQc thi hoa hau..

* Cac hoat dong tur thién nhu xay
nha tinh nghia, truong hoc, hd tro cac ba
me Viét Nam anh hung, xoa doéi giam
ngheo, chira bénh nhan dao..

« Ngay mé ctra cho cong chung dén
thim cong ty, trudng hoc dé ting cuong
su hiéu biét, dé gay thién cam.

« Cong bd bao cdo tai chinh hang
niam cho cong chiing biét vé két qua hoat . & ;
dong cua cong ty. Hinh 25: Quan hé cong chung

* Tham gia vao cac hoat dong cong cong cua dia phuong

* Quan h¢ than thién véi gidi bao chi

« Moi cac phong vién bao chi, truyén hinh vé cong ty tim hiéu va viét bai vé
cong ty ciing nhu cac san phdm cua cong ty nhin cac sy kién quan trong
cuacOng ty nhu ngay khai truong, ngay ky niém .

« T6 chirc cac hoat dong vin nghé, thé thao va dua tin 1én béo chi. T6 chirc
cac su kién
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« Gioi thiéu cac san phdm méi trén TV dudi dang phd bién kién thic khoa
hoc, kién thirc thudng thirc cho cudc sdng.

* Lam cac bai hat, cac bang hinh, cac b phim trong do co 10ng cac y tuong
tuyén truyén cho san pham va ban than cong ty. Vi du Buu chinh Trung Quéc
cho phat hanh bo phim tuyén truyén vé viéc choi tem dudi mot ¢t truyén phim
nhe nhang, dé gy 4n tuong cho khan gia.

* Hop bédo cong bd vé mét su kién quan trong nao do6 cua cong ty nhu dat
dugc 2 triéu thué bao sau 2 nam hoat dong; trién khai mot dich vu méi; khanh
thanh 1 co s& san xuét moi; trién khai hé théng nhin dién thuong hi¢u mai. ..

« Thudng xuyén dua tin 1én cic bio vé hoat dong cua cong ty (News
release)

« Van dong hanh lang (lobbying) cac chinh khach dé nhan duogc su tng ho
c6 loi ddi v6i cong ty.

Xtr Iy cac su cd khong mong mudn xay ra, giy du luan x4u cho cong ty

2.3.3 Xiic tién ban hang
Khuyén mai (hay xtc tién ban) 1a cac hoat dong kich thich, khuyén khich
khach hang mua trong mot giai doan ngan bang cach cung cap cho ho cac lgi ich
tang thém nham tang doanh thu (Chién lugc kéo). Khuyén mai ciing nhdm vao
cac trung gian trong kénh phan phdi nham kich thich ho ban nhiéu hang hoa cho
doanh nghiép (Chién luoc day).
Tac dung cta khuyén mai chi duy

tri trong mot thoi gian ngan. Neéu qua ﬂ FOOY SOTHLY~ ©.
lam dung khuyén mai thi dan t&1 cho

ot
phan tac dung. g o et c’ho b‘fa on /"ﬁ'

- Khuy&n mai tr 01/10 dén 07/10/2103

Muc tieu:

Khuyén mai nhim vao hai d6i
tugng. D6 14 nguoi tiéu dung cudi cing
va céc trung gian trong kénh phan phéi.

Péi voi ngudi tidu dung cudi cung
thi khuyén mai khuyén khich ho mua
nhiéu. P6i véi cac trung gian trong
kénh phan phdi thi khuyén mai kich
thich ho tich cuc m& rong kénh phan
phdi, ban nhiéu san pham.

Cdc phwong tién khuyén mai

- P6i voi ngudi tiéu ding

C6 thé sir dung cac phuong tién
mang lai lgi ich kinh té truc tiép dbi voi
ngudi tiéu dung. D6 1a: hang mau,
phiéu thuong, g6i hang chung, qua
ting, quay sotrang thuong khi mua... Hinh_26: Khuyén mdi trong bdan hang

- Poi véi cac trung gian trong kénh phan phéi
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C6 thé dung cac k¥ thuat khuyén mai mang lai loi ich kinh té dbi véi cac
thanh vién trong kénh phan phdi: Tai tro vé tai chinh (thuc chat 13 giam gia ban);
Tai trg cho cac nha quang cédo dé khuyén khich ho ting cudng gidi thiéu san
pham ctia cong ty.

2.3.4 Quang cdo trong kinh doanh in udng

Khdai niém

Quang cao 1a cac hinh thire truyén thong gian tlep, phi ca nhan, dugc thuc
hién qua cac phuong tién truyen tin phai tra tién dé gioi thiéu vé san pham,
thuyét phuc khach hang. Chu thé quang cdo phai chiu chi phi.

Quang cao la mot vii khi canh tranh, vi khach hang c6 biét, co tin tudng
vao san pham thi m&i mua. Hién nay, doi song vat chat ctia nhan dan Viét Nam
con thip, trinh d6 dan tri con han ché. Mat khac, trong nhung nam qua nganh
Buu dién noi riéng, va nhiéu nganh kinh té khac da phat trién nhiéu san pham
moéi. Do d6, quang cdo co vai tro rit quan trong gitip cho khach hang biét dén
cac san phém, dich vu va lya chon mua.

Can quan tim dén nhiing dic trung sau day khi dé cap dén khdi niém vé quang
cao:

- Quéang c4o 14 hinh thirc truyén thong phai tra tién cho viéc mua khong gian va
thoi gian dé dang cac thong diép quang cio.

- Quang co 14 hinh thirc truyén thong phi
ca nhan: thong di¢p quang cao phai su
dung cac phuong tién thong tin dai ching
(tivi, radio, bao chi, tap chi) dé chuyén tai
thong diép dén sd dong khach hang trong
cung thoi diém.

- Quang cdo dugc xem la hinh thuc su
dung nhiéu nhit cia truyén thong, co 18
vi mang tinh lan rong cua no, no dugc
cac cong ty san xuit hang tiéu ding su
dung pho bién hon cac cong ty san xuat
hang cong. Hinh 27: Quadng cdo trong ban hang
Tai sao quang cdo lai co vai tro quan trong nhu vay:

Thir nhat: quang céo c6 thé 1a mot phuong phap hiéu qua vé mit chi phi dé
truyén thong trén dién rong. Mot chuong trinh quang cdo phét ra nhiéu ho gia
dinh m& xem. Néu xét chi phi cho mét 1an thong tin dén khach hang s& thip hon
hinh thure khac.

Tha hai: Quang céo co thé tao 4n tuong, thu hit bﬁng biéu tuong cho nhan hi¢u
hay cong ty, kha ning ndy giup cho cong ty ban nhiing san phdm ma né rat kho
néu ra sy khac biét vé thudc tinh cta san phém

Thir ba: Uu diém khéc ciia quang céo 1a kha ning tic dong vao phan mg khach
hang khi céac yéu t6 khac cua marketing khé thuc hién dugc. Mot chuong trinh
quang cao hap din c6 thé giup doanh nghiép tang doanh 5O, tao luc day gop
phan vio thanh cong chung cua mot ké hoach truyén thong marketing.
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Muc tiéu cua quang cdo

Quang cao thuong nham cac muc tiéu sau day:

 Tang lugng ti€u thy trén thi trudong hién tai

* Xam nhap thi trudng moi

* G161 thi¢u san pham maoi1

* Xay dyng va cung cd uy tin ctia cong ty cling nhu cac nhin hiéu san pham
Ciing c6 thé phan loai quang cdo nhu sau:

* Quang cao thong tin, dugc thuc hién trong giai doan dau cua chu ky song,
khimoi tung san pham ra thi trudng. Muc tiéu 1a cung cap thong tin cho khach
hang tiém ning.

« Quang cdo thuyét phuc phu hop trong giai doan phat trién cta san pham.
Muc tiéu 1a thuyét phuc khach hang mua.

« Quang c4o nhic nhd can thiét trong giai doan chin mudi ctia san pham.
Muc tiéu 1 nhic nhd khach hang nhd t6i san pham.

Loai Nhi€m vu cua quang cao
quing cao

« Thong bo cho thi trudng vé san pham moi
« Thong bao vé thay doi gia

Thong tin * M6 ta dich vu

« Giai thich nguyén tic hoat dong

« Hinh thanh hinh anh vé cong ty

. Thuyét phuc khach hang mua san phﬁm mo1

Thﬁzz:t . Thuyet phuc khach hang thay dbi nhan thuc cii
PAL vé san pham
Nhéc nhé « Nhic nh¢ khach hang vé san pham

M6 hinh quang cao

Hién nay, c6 hai truong phai quang cdo chinh :

- Trudong phai quang cido cua M¥, dua ra mo hinh AIDA

- Truong phai quang cao cua Phap, dua ra hai mo hinh : 3S va 3R

1,M0 hinh quang cdo AIDA cua My.

Mo hinh nay thuong dugc cac cong ty quang cdo trén thé gidi ap dung dé sang
tao cac dich vu quang cao.

Mo hinh AIDA 14 nhiing chir viét tat ciia cac chir :
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Attention Interest

(1) ()

Hinh_29: Mo hinh AIDA
- Attention (get attention): L6i cubn su chi y

Trong quang cdo, mubn dé cho nguoi ta nghe, nhin, hodc doc, trudc hét ban
phai tao mot “sy di biét” va mot “hép lgc” du manh lén to quang céo dé 16i
cubn sy chu y cua nguoi khac. Hing ngay, do cong viéc ban ron, ngudi ta dau
con thi gio de danh cho nhirng chuyén khong dau!. Trén nhing to bao, tap chi,
Tivi... day ray nhirng mau quang cao nham chan. Co 18 chang may khi ban doc
dén nd, chang dé y trong d6 viét gi, ndi gi va co 1& ban so nhitng ngudi noi
nhiéu, doc nhing thir gi nhiéu chit.

Trude hét phai gy sy cha y. Piéu nay gidng nhu ban ¢ giita ddm dong, bé
ngoai cua ban phai khac nhitng nguoi khac va néu ban mudn ngudi khac chu y,
quan tdm dén ban hon nita, ban phai chiing to ban ndi bat hon hin nhitng ngudi
khéc vé nhirng dac diém ctia ban

- Interest (hold interest): Tao s quan tam.

Lo6i cudn sy cha 14 chi 1a bude dau,la didu thiét yéu dé dat duoc muc tiéu tiép
theo cua quang cdo, vi muc dich cuia quang cdo khong chi durng lai hay dat dugc
su chil ¥ cua khach hang. Mudn dat dugc nhitng muc dich tiép theo thi ngoai su
cht y, quang cdo phai lam cho nguoi ta quan tam. (quan tdm dén nhimg gi
quang cdo truyén tai, quan tim dén san pham)

- Desire (create desire): Tao sy ham mudn vé san pham.

+ Muyc dich cua quang céo néu dung lai & chd tao su quan tadm thoi thi chua du.
L6i cubn sy chu ¥, tao sy quan tam, tiép theo 14 tao sy ham mubn — udce chi no 1a
cua minh.

+ Vi du, SAIGON PEARL khi quang c4o nhiing cin ho cao cép & nhiing vi tri
ly twong, nim canh sat trung tdm Sai gon, vi n6 nhu nhing vién ngoc quy
“Saphire” la “ sdc ngoc méi”, “rang ngodi 1ong 13y, 13 mot “Sapphire tuyét tac”
dé roi két luan :” Hay dé Tuyét Tac Sapphire nay la cia Ban!”.

- Action (lead to action): Hudng dan chdp nhan san pham (mua).

Muc dich cudi cing ciia mod hinh quang cdo AIDA 1a hudng dan khach hang
chép nhin mua san phém. Chi dan cach mua, dia chi lién hé mua san ph:flm. ..
Muc dich ctia quang c4o theo mé hinh AIDA 1a nhdm ban duoc san pham.
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Do d6, chi 16i cudn sy chu ¥, tao sy quan tam, hodc tao thém sy ham mudn ma
khong hudng dan cach thic hanh dong mua hang thi that 1a thiéu sot, chua dat
muc dich cua quang cdo.

2.M0 hinh : 3S

Simplicité

" Hé thdng, chit ché giita ( N6 that, khong xao )
LO’l noi va hanh dong e 4

G

Hznh 30: M6 hinh quang cao 3S
M6 hinh 3S 1a m6 hinh quang c4o theo trudng phai ¢d dién Phap.
Theo mo hinh 3S, khi quang cao phai that don gian; phai that, dung gia tao va
chdt ché gitra 161 n61 va viéc lam (phdi di d61 vé1 nhau gitta quang cao va san
pham)
MO hinh 3S 1a su két hop ctia cac chit viét tit :

- Yéu t6 Simplicité : Pon gian
+ Khi quang cdo khong dugce rudm ra, khong ké 1& dai dong ma phai that don
gian.

+ Yéu t6 don gian trong quang céo ciing 1a diéu can thiét nham c6 dong, xuc
tich, tap trung va tranh lang phi tién bac.
+ Tuy nhién, don gian & m6 hinh 3S’s khong chi trong 161 n61 ma ca trong hinh
thire 1an noi dung. Loi ndi don gidn, hinh thire trinh bay gian di, khong rudm ra,
mau sic don gian, khong danh trong, thoi kén.. .

- Substance : Noi that, khong noi xao
Theo mo6 hinh quang cdo 3S’s, khi quang cao phai noi that, c6 sao noi vay,
khong dugc noi xao. Quang cao vé san pham, san pham t6t thi noi 1a tt; san
phim x4u thi ctr noi 1a xdu, dimg quang cdo sai su that.
Systéme : Chdt ché gifta 161 ndi va viéc lam

- Yéu td Systéme mang tinh hé thong, chit ché gitra 161 n6i va hanh dong.
Gitra 101 no1 trong quang cao phai di do1 voi viéc lam, dirng quang cdo mot
dang, lam mot néo.

Ngoai ra, yéu to Systéme con mang ¥ nghia khac 1& khi quang céo phai két
hop chat ché gitta y nghia, 161 n61 va hinh anh phai minh hga phu hgp véi1 nhau,
phai mang tinh hé thong chit ché. Pung quang cdo mot loai san phim nay lai
dua nhimg hinh anh cta 1én man hinh, bio khéng phu hoa cho san phim minh
mudn gidi thidu
M6 hinh : 3R
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- Trong thuc té, néu quang cdo ma qua don gian thi khong hip din, khong thu
hat sy chll y va nhung quang cao ma ai ciling noi that thi qua phu phang!

Hai hudc

Rire

Chie

Nghé thuat . N6i xa0

Hinh _31: M6 hinh quang cdo 3R

M6 hinh quang cdo 3R 1a m6 hinh theo truong phai hién dai cua Phap. M6 hinh
nay trai nguoc voi moé hinh 3S. M6 hinh quang céo 3R cho rang quang cdo ma
quéa don gian, qué that thi khong c6 hiéu qua. Do d6, dé dat duge myc dich trong
quang cao thi trudc hét n6 phai mang tinh hai hudc dé 16i cudn su cha ¥. Tiép
dén, quang cao phai noi xao nhung dung hai ai. Sau hét, quang cdo phai mang
tinh nghé thuat cao mdi hip dan, cudn hit ngudi xem.
Mo hinh quang c4o 3R 1a sy két hop ciia cac chir :

- Rire: Hai hudce

- Risque: Mang tinh rui ro, noi xao

- Reve: Ngh¢ thuat
+ Rire: Hai huéce
Pé lam tang tinh hai hudc, che lap bot khuyét diém ciia san pham, ngay nay, khi
quang cao ngudi ta thudng dua vao yéu td noi xao, mang tinh rui ro. Noi xao ma
khong hai ai ca.
Vidu:
“Udng mdt lon nudc ting lyc, ban s& c6 sirc manh dé chién thing khing long!”
“Mot ngay & Ha Tién bang mot nam & thanh phd, bang mudi chai thude bo...”
+ Risque: Mang tinh rui ro, no1 xao
Tinh chat ndi xao & day khong nham muc dich hai khach hing, hodc danh lira
ngudi khac dé truc lgi. Nguoi ta mua san pham khong vi nhitng 101 quang céo
d6, nhung né cho biét mot phan nao d6 ciia san pham co6 dic tinh do.
VD: Quang cio vé phich cim dién cua cong ty Pién Quang ciing mang tinh hai
hudc khi mudn noéi dic tinh bén ciia phich dién bang hinh anh c¢im nhiéu phich
va trén mdi phich mot ngudi leo 1én ma phich van ving chic, khong gdy. Hodc
quang cao cua cong ty nudc ngot, vé1 mot ngudi bang bong bong to, tron, tay
cam kéo tia cay kiéng. Mét 1a vi khat, bong bong xiu, xudi lo. Udng vao mot
chai nudc ngot, 1ap tic bong bong phinh to, khoe manh hon trudc va cat cay lia
lia!
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Nhin vio nhiing quang cdo trén ai ciing biét 1a xao ca! Nhung né vui nhon, lam
cho nguo1 xem phai chu y.

Cac phuwong tien quang cdo

« Bao chi: C6 vu diém 1a pham vi tlep can rong, chi phi thap, thoi gian tlep
can nhanh. Nhuogc diém ctia bao chi 1a tudi tho ngan, chat lugng in 4n khong tot.

« Tap chi: C6 vu diém 1a chuyén méon hod cao. Do vy do chon loc doc gia
cao, tudi tho dai hon bao; chat luong in 4n tét hon, co trang danh riéng cho
quang cdo. Nhuoc diém 1a lugng phat hanh it, thoi gian dén tay doc gia lau.

. Truyén hinh: C6 wu diém la két hop ¢4 hinh dnh, 4&m thanh, mau séc,
ngdn ngir; ddi twong khan gia rong rdi, pham vi phu song ngdy cang rong.
Nhugc diém 14 thoi gian luu hinh ngin, chi phi cao, it chon loc khan gia.

« Radio: C6 uvu diém 1a pham vi phu song rong, thinh gia rong 1on va tiép
nhan dugc thong tin bat ky luc nio, chi phi thip. Han ché & chd chi tac dong
bang 4m thanh dén khach hang nén it hap dan, it gdy chu y, thoi gian luu tin rat
ngan.

« Internet: C6 vu diém 1a pham vi tiép c4n toan cau, tudi tho cao (c6 thé
xem di xem lai), chi phi thip, két hop ca hinh anh, 4m thanh, ngdn ngit. Nhuoc
diém cua Internet & Viét Nam la sO nguoi st dung con it, chi phi sir dung con
cao. Do vay pham vi tiép nhan thong tin con han ché.

« Bién quang cao: Chi phi thp, tudi tho cao, str dung duoc mau sic, tiép
candugc nhiéu khach hang. Nhung do khach hang vira xem vira di chuyén, cho
nén bién quang co chi phu hop voi cac quang cao ngan va muyc ti€u quang cao
nhic nhd va cac san pham phd thong. Quang cao bang bién quang cao thuong
chiu sy chi phi manh ctia Luat vé quang cdo trén phuong dién thim my xa hoi,
moi truong.

« Thw quang cdo: (Direct mail) c6 vu diém 13 tinh chon loc dbi tugng cao,
tinh thuyét phuc cao, tinh cdc nhan hoa cao, chi phi thip (tinh theo hiéu qua).
Nhuoce diém cta né la ty 1€ hdi Am thép.

« Bao bi quang cdo...rat can thiét dé nang gia tri ctia san pham.

MGdi loai ¢6 wu diém va nhugc diém riéng. Thong thuong cong ty nén két
hop cac hinh thirc quang céo khac nhau dé ting hiéu qua.

T6 chirc quang cdo

Dbi v6i mot cong ty, viée quang cio cd thé duoc thuc hién bang 3 phuong
thirc: T6 chirc phong quang cao bén trong riéng cua cong ty; St dung céc to
chtrc quang cao bén ngoai; Két hop ca hai phuong thirc trén.

Khi quang céo 1a phan quan trong trong chién lugc Marketing mix thi cong
ty thudng to chiic Phong quang céo riéng cua ho. Cac nha ban 1¢ 16n thuong co
Phong quang cdo ri€éng va ty thuc hién cac hoat dong quang céo.

Nhiéu cong ty, thudng 1a cong ty san xuat sir dung cac To chuc quang cao
doc lap dé thyc hién cac hoat dong quang cao cua cong ty (trén co so hop dong)

Mot s6 cac cong ty co Phong quang céo riéng, co chirc nang két ndi gitra
cong ty va cac nha quang cdo bén ngoai.

* Khi tién hanh xiy dung chién lwgc ban hang cin chi ¥ dén nhirng yéu té
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sau:
- Sw quan tém cia khdch hang: S lugng ngudi quan tdm dén nhitng quang
céo cua ta, biét dén san pham, dich vu cta nha hang thong qua nhiing phuong
tién truyén thong nhu tivi, bao dai, internet... ciing nhu sb lugng khach hang goi
dén dé tim hiéu thong tin vé nhiing san pham, dich vu ma nha hang dang quang
ba...
- Ty lI¢ khach mua hang thuc sw
- Mirc chi tiéu trung binh cua khdach hang khi mua sdan phém, dich vu cua
nha hang
- Tan sudt mua hang ciia khdch: s6 lan khiach mua hang ciia nha hang trong
mot nam
Doanh s6 sé bi dnh hwéng néu cé sw thay doi bat ky ciia mét trong bon yéu té
trén, sw phu thuoc nay duwoc biéu hién qua biéu thirc:
Doanh sé6 = Sur quan tam X Ty l¢ khach mua hang thuc sy X Muc chi tiéu
trung binh cia khach X Tan sudt mua hang cia khdch
a. Muén gia ting sw quan tim ciia khdch hang doi véi nhitng sin pham, dich
yu cta nha hang, can ¢ chién lugc quang ba phu hop voi moi d6i tugng khach
cling nhu voi timg dbi tugng khach riéng biét. Khong phai quang cdo that nhiéu,
lam chuong trinh quang ba that hoanh trang thi s& dem lai thanh cong, ma la
cach chung ta quang ba nhu thé nao, c6 dem lai hiéu qua hay khong. Mot yéu tb
can dugc quan tam d6 1a hiéu qua tir viéc quang ba, xtc tién nhiéu khi khong
dem lai hi€u qua tirc tho1 ma c6 hi¢u qua trong tuong lai nhung chi phi bé ra cho
hoat dong nay lai chiém mot khoan dang ké trong hoat dong kinh doanh cuia nha
hang.
b. Gia ting 1y Ié khdch mua hang thuc sw rit quan trong, diéu nay s¢ lam tang
doanh thu mét cach thiét thyuc, dac biét 1a khi ta c6 ngudn lyc han ché. Tuy nhién
day 1a ciing 1a cong viéc hét sirc kho khin, doi hoi phai bo ra nhiéu thoi gian, chi
phi, ngudn luc dé dat dugc diéu nay, trong d6 cong tac quang ba, xuc tién dong
vai tro rit quan trong.
Khong phai lic nao khach hang tiép xtic véi ta 1a mua hang ngay ma nhiéu khi
phai qua nhiéu lan tiép xtc thi khach hang mdi di dén quyét dinh mua hang. Két
qua khao sat sau ddy s& 1am rd hon van dé nay:

2% doanh sé dwoc tao ra tir lan tié}) xtic dau tién.

3% doanh s6 dwoc tao ra tir lan tié}) xuc thir hai

5% doanh s6 dwoc tao ra tir lan tié}) xuc thir ba

10% doanh sé duwoc tao ra tir lan tié}) xuc thir tw

Va khoang 80% doanh s6 dwoc tao ra tir lan tié}) xtic thir 5 dén thir 12.
Vi vay, can phai c6 mot chién lugc quang ba, xic tién 1au dai, bén virng va nhat
quan thi moi c6 dugc hiéu qua cao
nhit nhung dong thoi cling doi hoi
nhiéu cong stc, thdi gian va ngudn
luc.
c. Gia ting tin sudt mua hang ciia
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khdch. Pay 1la mot thach thuc thuc su ddi véi cong tdc marketing. Lam sao dé
khach hang quay tré lai va trung thanh véi ta. Viéc gia ting tin suat mua hang
ctia khach dem lai rat nhiéu lgi ich, hiéu qua hon so véi viéc tim kiém khach
hang méi. Can lam cho khach hang trung thanh vdi ta va trd thanh nhitng dai st
ban hang cho ta thong qua viéc gidi thiéu cho nguoi than, ban be, ddng nghiép...
Vi thé, can chil trong dén cong tac nay dé giit chan khach hang thong qua viéc
théa man dugc nhu cau ciia khach hang va lam cho khach hai long voi nhing
chinh sach uvu dai, chdm so6c khach hang, dich vu hau mai, chuong trinh khuyén
méi... cha khong don thudn chi 1 thu hat khich méi dén véi ta.
Hinh 31: Cham soc khach hang

d. Gia ting mirc chi tiéu ciia khdach hang ciing gép phdn lam gia ting doanh
sé cho nha hang. Thong thuong, viéc ndy duoc thuc hién théng qua phuong
phap up-selling va cross-selling. Cross-selling 1a ban cho khach hang mot san
pham khac nhung gan gidng v&i san pham ma khach hang muén mua.

* Thiét ké xay dwng thue don dé ting hiéu qua ban hang trong nha :
a. Khéng giao tat ca viéc xdy dung, thiét ké cho don vi bén ngodi lam vi déy la thuc
don ctia nha hang. Vi thé, nhiing y tuong cha dao, chu dé va quyét dinh cudi cing
phai do quan 1y nha hang quyét dinh, lua chon
b. Khong sw dung nhirng kiéu chir giong nhau o tdt ca cdc muc, cdc trang cia thuc
don. Can lam ndi bat nhitng mén in chi dao, an tugng ctia nha hang dé thu hat su ca y
cua khach hang.
c. Phai dam bdo thwe don c¢é di so trang dé dién ta tén mén an va nhitng chii thich
kém theo. Néu nhu trén ciing mdt trang ma c6 qua nhiéu chit, nhiéu dién dat vé mén an
thi s€ gay kho khan cho khach hang trong viéc doc va lua chon mén an.
d. Sy dung kiéu chit va c& chiv viva dii 16n cho viéc doc ciia khdch hang dwoc dé dang
va ro rang.
e. Khong té6 dam hay lam néi bt gid cd trong thwc don. Diéu nay s& lam cho khach
hang chi quan tdm nhiéu dén gia ca ma khong chi y dén tén mon an hay cha tim dén
viéc lya chon moén an.
f. Can sir dung nhitng dién gidi cho tirng muc trong thwce don. Vi khong phai khach
hang nao doc tén mon an ciling biét dugce d6 1a mon gi.
g. Khong sir dung gidy sam mau dé lam thwc don. Diéu ndy s& gy su khé khin cho
khach hang khi doc thuc don, nhat 1a trong diéu kién thiéu anh sang
h. Mt truée va sau cia thue don nén cé nhitng théng tin can thiét vé nha hang nhu
tén nha hang, dia chi, sb dién thoai, thoi gian phuc vu... dé khach hang nim bat dugc.
i. Can tao cho thwc don ciia nha hang tré nén déc ddo, dn twong noi khdch hang :
Hinh 4nh, mau sac, hinh dang
J. Xem viéc thiét ké va xdy dung thwc don nhw 1a mét sie dau tw chiv khéng phdi la chi
phi. Nhu thé ta méi quan tdm dén nhing loi ich, hiéu qua ma thyc don dem lai cho
khong don thuan quan tim dén nhiing chi phi phai bo ra dé lam thyc don.
3. Hiéu biét vé hoat dong kinh doanh ciia ciac nha hang khac

Nganh cong nghiép nha hang 13 canh tranh cao ddi v6i gia ca, gia tri va
chuong trinh khuyén mai, dich vu, dia diém, va chit luong thuc pham. C6 mét
s6 luong déng ké cia hoat dong nha hang canh tranh v&i nhau dé khach hang
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giao thong, mot sb trong d6 ¢ ngudn luc 16n hon dang ké dé thi truong tich cuc
cho ngudi tiéu dung, c6 thé din dén khai niém s& mat di thi phan. Ngudi tiéu
dung dang rat tap trung vao gia tri va néu cac nha hang khic c6 thé quang ba va
cung cap mot mirc do cao hon cia gia tri, mic d6 giao thong hon thi chinh nha
hang minh s& bj anh hudng, tic dong dén doanh thu. Ngoai ra, véi viée cai thién
san pham dich vu tai cac nha hang phuc vu nhanh va ctra hang tap hoa, két hop
voi tinh trang hién tai cua nén kinh té, nguoi tiéu dung co thé chon giao dich
xudng cac lya chon thay thé, ma ciing c6 thé anh hudng x4u dén doanh thu.

CAU HOI ON TAP CHUONG 1II:

1. Phan loai thi truong trong kinh doanh nha hang ?

2. Cung va ciu trén thi trudng san phim an udng ?

3. Céc yéu t6 anh hudng dén thi trudng san pham an udng ?
4. Chinh sach gia trong nha hang ?

5. Cac hoat dong xuc tién ban hang ctia nha hang ?
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BAI 3: CAC KIEN THUC VA KY NANG BAN HANG CO BAN TRONG
NHA HANG
Ma mo6 dun: MD12_ 03

Muc tiéu:
- X4c dinh dugc vai trd ctia nguoi ban hang trong nha hang va cac yéu cau
dé tré thanh nguoi ban hang tét.
- Nhén biét duoc cac biéu hién khac nhau trong tdm 1i khach hang
- Giao tiép, tro chuyén tu tin va cd1 m¢ trong ban hang
- Tich cuc ren luyén k§ ndng ban hang trong méi truong nha hang.
Noi dung chinh:
1. Nguwoi ban hang
1.1. Khai niém, vai tro nhiém vu cua ngwoi ban hang

Ban hang 1a mét qua trinh giao tiép hai chiéu gitra nguoi ban hang va nguoi
mua, trong d6 nguoi ban tim hiéu, khdm pha, goi tao va dap Gmg nhu cdu mong
mudn clia ngudi mua trén co sé hai bén cung c6 1gi.

Dinh nghia rat gon: Ban hang la P,
giai quyét cac van dé ctia khach hang
va dap mg nhu cau cua ho.

-Pay 1a qua trinh giao tiép 2
chiéu gitta nguoi ban va ngudi mua

Nguoi ban hang khong chi
truyén thong tin di, ma con nhan
thong tin vé dé hiéu rd khach hang, dé
thyc hién phuong cham “ ban nhiing
thr ma khach hang can”. Trong qua
trinh giao tiép can sir dung ca ngodn
ngir 161 nd1 va ngdn ngit khong 1o1. Hinh 32: Nhan vién ban hang KFC

- bBay la qua trinh ban hang chu dong

Trong qua trinh ban hang ngudi ban c¢6 nhiém vu tim kiém va phat hién,
kich thich, goi mé nhu cau cua khach hang. Ban hang chu dong vat va hon nhiéu
so v&1 ban hang bi dong.

- Tai sao chung ta lai chon cach ban hang chu dong?

Thuc té 14 nhiéu khach hang khéng biét dwoc minh c6 nhu ciu cu thé gi,
khong biét str dung dich vu gi dé trao ddi thong tin. Khach hang khong thé tim
hiéu k¥ vé cac dich vu cta ching ta. Ban hang chu dong hoan toan d6i lap véi
kiéu ban hang bi dong, chi ngdi chd khach hang dén hoi. Ban hang chii dong s&
dap tng dugc ca nhitng nhu cau tiém 4n cua khach hang, gitip cho khach hang
hai long, con chung ta ban duoc nhidu hon. Ban hang chu dong gitp cho ta nang
cao stic canh tranh. Néu ching ta khong gitip khach hang thi cac ddi thi canh
tranh s& gianh lay cong viéc nay.
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Ban thém, ban hang néng cao - 1a 1 cach ban hang chu dong, gitip cho ta
dap tng dugc cac nhu cu tiém 4n cua khach hang.

- Ban hang theo quan diém win-win ( hai bén cung c6 lgi ) :

Trong mdt thi trudng canh tranh, mudn ton tai va phat trién thi ban hang
phai dam bao quyén loi 1au dai, thoa ding cua ca hai bén. Quan diém ban hang
nay d6i 1ap voi kiéu ban hang biang moi gia, ban ép. Cach ban hang ép budc chi
dap tng duge quyén loi truée mat. Vi loi ich 1au dai, chung ta phai thuc hién
theo phuong cham : “ Ban dugc 1 moén hang khong quy bang gitr duoc khach
hang lau dar”.

* Vai tro nhi€ém vu cia nhan vién ban hang:

Chung ta hoan toan c6 thé hinh dung cong viéc thuong ngay cia mot nhan vién

ban hang dung ban tai cira hang (hodc gian hang, quay hang):

- Lay hang, sap xép, ‘trung bay cac san pham that bat mat va khoa hoc, sao cho

dé gy an tuong va dé tim nhat.

- Gi6i thiéu san phim véi khach hang, tra 101 cac cau hoi vé san pham, tu van

cho khach hang, lya chon san pham phu hop, ldy hang, tinh tién hang, trao hang

cho khach, go1 hang va nhan tién...

- Luu hoa don, s6 liéu vé& ban hang, bao cio thudng xuyén vé doanh thu, cong

tac ban hang...

- Thuc hién cac diéu tra cta cong ty khi c6 yéu cau, theo ddi phan tng, do don

nhan ciia khach hang voi san pham, kip thoi phan anh thong tin vé khach hang,

san phém 1én bd phan quan ly.

- Ngoai ra, nguoi ban hang kiém lu6n vién trong nom, gitt gin v¢ sinh va an
toan cho cira hang (hodc quiy hang) ma minh dung ban...

Cong viée trén khong chi 1a nhiing phan viéc cu thé ma bao gdm rat nhiéu
yéu t6 vé thai do, k¥ nang tmg xir:

- Ludn tan tinh v6i khach hang: moi chao, bt chuyén, trung bay san pham giap

khach chon hang... f

- Giap khach hang kha‘ic phuc nhiing nghi

van, ban khoan khi lya chon san phﬁm.

- Tranh thu tinh cdm cua khach hang, luon
tranh va cham véi1 khach hang. ..

- Néang cao ning suét lao dong cua cira
hang: phuc vu nhanh gon, khong
nham l4n.

Tuy nhién, cong viéc cuia nguoi ban hang
khong chi c6 vay. Chirc nang cia  Hinh_33: Khach hang duwoc thoa man

ngudi ban hang ¢ thé khac nhau, tity theo loai hinh kinh doanh.

Péi véi cac doanh nghiép cong nghiép d6i tugng khach hang 1a cac doanh

nghiép, (cac nha may van chuyén container, cic nha may in, khu cong nghiép...)

Céc nhan vién kinh doanh c6 nhiém vy truc tiép dén tiép xtc véi khach hang,

bam sat cac nhan vat quan trong trong doanh nghiép khach hang dé xay dung va

duy tri mbi quan hé lau dai.
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Con d6i v6i doanh nghiép san xuit hang tiéu dung (bot giat, dau goi dau, thuc
pham, nudc giai khat, quan 4o thoi trang.), ho thuong sir dung mang ludi phan
phdi dé dua san pham dén voi nguoi tiéu dung.
Ngudi tiéu ding hiu nhu khong thdy miat nhan vién ban hang ciia nha san xuat.
Tuy nhién, vai tro cta luc lugng ban hang “nim trong hau trudng” ndy vo
cung quan trong, ho phai két ndi déu din v6i nha phan phdi, cic trung tim ban
1, siéu thi d& huéng din cac nhan vién ban vién ban hang tryc tiép lam thé nao
dé ban dugc nhiéu nhit san pham ciia cong ty minh.
Tuy vao timg diéu kién cy thé, cong viéc ban hang cé thé bao gdm nhiing nhiém
vu sau:
- Chuan bi ban hang: chon san pham, giéi thiéu, canh tranh v&i ddi tha, tim kiém
khach hang méi.
- Theo ddi don hang: nhan va xt Iy don hang, theo dbi su thay doi nhirng van dé
phat sinh. ..
- Thyc hién dich vu ban hang: trude, trong va sau khi ban hang...
- Quan ly thong tin, thu thap, xir Iy va cung cap nhiing thong tin thi trudng can
thiét kip thoi, chinh xéc...
- T6 chirc sy kién, to chic cac hoi nghi khach hang, hoi thao ban hang, trién
lam, hoi cho, ....
- Tham gian tuyén va dao tao nhan vién madi, nguoi tr bd phan khac, dao tao
nhan vién ban hang cho thi truong khac, cho san pham khac. ..
- Pi cong tac xa dé khao sat thi truong, tim hiéu kinh nghiém hay van dé ma thi
truomg khac can giai quyét.
- Xay dung mdi quan hé 1au dai voi cac nha phan phdi.
* Pja diém 1am viéc ctia nhan vién ban hang
Trén thuc té Iya chon nghé ban hang 13 ban da chon mot trong nhing nghé
nghiép c6 co hoi viéc lam lon nhét, da .dang va phong phu nhit. Pic biét, khi
nén kinh té thi truong phat trién, nhu cau vé ngudn nhin lyc manh trong nghé
ban hang cang cao. Khi ban budc ra phé, vao cho, téi siéu thi, trung tim thuong
mai, ghé qua hiéu sach...ban déu gip ngudi ban hang. Tham chi ban dang nam
dai trén givong nghe nhac lai c6 ngudi ban bao hiém téi gd ctra nha ban. Bat ky
noi dau diém ra hoat dong thuong mai déu can dén nhan vién ban hang.
Tuy vao nang lyc, sé thich, nguyén vong va diéu kién cta ban than, ban c6 thé
lam viéc tai:
- Céc ctra hang, ctra hi¢u ban 1¢.
- Céc ctra hang, trung tAm gi6i thiéu san pham cta cac doanh nghiép.
- Si€u thi, trung tdm thuong mai.
- BO phan ban hang cua cac doanh nghi¢p san xuat, kinh doanh, cac dai 1y phan
phdi. Va rat nhiéu noi khac.
Tt nhién, tily vao noi lam viéc ma cong viéc cuia nguoi ban hang co nhiing
diém khac biét va yéu cau ciing rat khac nhau. Chang han, néu ban mudn tham
gia vao bd phan ban hang trong cac doanh nghiép san xuét, kinh doanh... yéu
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cau dbi voi ban se cao hon. Ban phai co kién thirc vé thuong mai, thi truong,
hiéu biét vé cac san pham ctia cac doanh nghiép, c6 do nhay bén, sic sao. .
Va voi nhiing nghi€p vu ban hang, ban hoan toan cé thé“lam viéc cho
chinh minh”. Ttc 1a ban m¢ va quan ly, ty diing ban & cira hang cia chinh minh.
Trong nén kinh té phat trién khach hang khong mua san phiam ma mua giai
phap cho phep dap tng nhu cdu ca nhan. Vi thé, viéc ban hang khong phai 1a
ban san phim ma 1a ban “lgi ich” san pham ¢ thé dem lai cho khach hang
Nhan vién ban hang khong chi don thuan la nhirng nguoi “ban nu cuoi”, ma
phai thuc sy la chuyén gia am hiéu vé san pham ctia hing minh cung cdp cho
khach hang nhiing giai phap t6i wu cho van dé cta ho
* Phwong cham cia nguwoi ban hang
- Lam thé nao dé khach hang ra di véi mot (hodc nhiéu goi hang) va quay lai tay
khong
- Lam thé nao dé“Vui 1ong khach dén, vira 10ng khach di”
- Thuyét phuc dé khach thoi thic muén mua mén hang va vui long mé hau bao
- Dep tu 4i va tan tinh ho tro khi khach hang than phién vé san phﬁm
- Tuoi cudi khi khach hang phan nan hoic to tiéng, ndlyc lam tron nghia vu
“lam dau tram ho”
Elmer Wheeler - mét trong bén “ngudi khong 16” trong linh vuc ban hang trén
thé gioi da ting noi rat hom hinh vé cach thirc thanh cong: “Pimg ban miéng
thit nuong, ma hay ban tiéng xéo xéo hap -~ .
dan*

1.2. Cac yéu cau cin c6 ciia nguwdi ban
hang
Hinh thirc bén ngoai:
- Piéu kién vé ngoai hinh
- Dicu kién vé strc khoe
- Dang di€u, ctr chi
- Pau téc
- Diéu kién than thé
- Trang phuc
- Gigng noi1
Nhitng kién thirc nhéan vién ban hang can
trang bi
- Hiéu biét vé san pham Hinh 33: Ngoai hinh nhan vién
+ Céach str dung san pham
+ Céc chi tiéu kinh té k¥ thuat ciia san pham
+ Gié ca va viéc giao hang
+ Van dé bao hanh, sta chira..
* Céc kién thire do lay tur dau7
+ Tai liéu vé san pham
+ Cac dot tap huén vé san phém
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+ Khach hang, nha phan phdi

+ Ban than san pham. ..

- Hiéu biét vé khach hang

+ Ban than khach hang: tinh tinh, s& thich, tudi tac, vu diém, nhuoc diém. ..
+ V& cong ty, cira hang...cua khach hang, vi tri chirc vy, vai trd cia ngudi minh
dinh gap va anh hudng cia nguoi xung quanh khach hang

+ Quy trinh 1am viéc ctia by phan, Cong ty ma minh dinh tiép can...
- Hiéu biét vé d6i thu canh tranh

P1: Product (San pham)

+ Cac cong ty nao dang ban san pham tuong tu

+ Pic diém san pham ctia ho khéc san pham ctia cong ty nhu thé nio?
+ Chung loai san pham cua cong ty ho ra sao?

+ Bao bi, mdu mé, mau séc, kiéu dang, bao hanh...thé nao?

P2: Price (Gia cd)

+ G1a ban cua ho ra sao?

+ Mtc chiét khau thé nao?

+ Mirc giam toi da cho phép 1a bao nhiéu?

P3: Place (Phan phdi)

+ Ho d4 sir dung chii yéu kénh phan phdi nao?

+ Chinh sach d6i voi cac trung gian phan phéi ra sao?

+ Ho dung céac chiéu thirc gi dé 16i kéo cac khach hang trung gian?
+ Hé thong van chuyén, giao hang cua ho ra sao?

P4: Promotion (Xtc tién)

+ Ho thuong st dung phuong ti€n quang cdo nao?

+ Mtrc d§ quang céo cua ho ra sao?

+ Céc hinh thtrc khuyén mai chii yéu ctia ho?

+ Céac hoat dong khuyén mai khac?

- Hiéu biét vé Cong ty

+ Lich str cua Cong ty

+ Co cu to chirc ctia cong ty

+ Nhan sy ctia cOng ty

+ Céc chinh sach hd trg ban hang, cac dich vu hd tro san phﬁm. ..

+ Chuong trinh tiép thi, xtc tién ban hang ctia Cong ty

+ Kénh phan ph01 cua cong ty

Nhitng pham chdt cdn thiét ciia mét nhén vién bdan hang

Chi can dung trong O quiy hang, tinh tién hang khach mua, giao hang, ghi
hoa don (néu can), bo tién vao ta khoa lai. Nhiéu nguoi nghi rang nhu vay da la
mdt nhan vién ban hang. Va nhu vdy, hiu nhu ban chiang cin chit ning khiéu
nao cd . Nhung ngudi ban hang thyc thu hoan toan khong phai vay. Pay 1a mot
nghé bat dau tudng rat d&, nhung lai cAn nhiéu pham chat dé thanh cong, dat dén
vi tri cao trong nghe Khong it pham chat trong do thude vé yéu t6 bam sinh, vé
cai ma chiing ta van thuong goi 13 ning khiéu. Tuy nhién, chung ta déu biét rang
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yéu td hoc tap, trau ddi, chim chi va nd luc van luon la chia khoéa vang dan dén
thanh cong cta nghé nghiép.

Ban co6 phai 1a ngwoi huwdng ngoai?

- D& dang b1en mot nguoi khong quen thanh ban be, thich thi voi viée gap va
xay dung mdi quan hé t6t véi nhimng nguoi ban moi. Khong ngai dung dién thoai
dé hen vé6i nhitng nguoi khong quen | biét

- C6 thé thu hut sy cha y va 161 cudn nhitng ngudi khong quen khi échd dong
nguoi

- Thich thuyét trinh bao véy kién ctia minh

- Tutin khi mic dep vao cac dip 1¢, tét. Ludn tuoi cudi va lac quan ngay cakhi
gap nhirng chuyén toi ténhat

Ban co6 yéu thich kinh doanh, thich thir thach va hoan canh méi?

Nguoi ban hang 13 mot mét xich quan trong trong thuong mai. Boi vay,
nghénghiép nay chi danh cho nhiing ban tré yéu thich kinh doanh, thich thir
thach va nhirng hoan canh moi. Néu can cu trén quan ni¢m vénguoi ban hang
truyén thong trong thap nién 1980 hay nhimg nam dau 1990, ban mudn mot
cong viée chi phai dimg an nhan trong cac quay hang va lya chon nghé ban hang
thi ban hoan toan sai lam. Ban hang ngay nay khong phai 1a chd doi khach dén
ma 14 chu dong tim kiém, thuyét phuc khach hang, nghién ciru thi truong, dbi
thii canh tranh...Ban thudng nghe “thuong trudng 1a chién truong”. Cudc canh
tranh cam go giita cac doanh nghiép ngiy nay thé hién rd rét nhat trén phuong
dién ban hang. Ban than chang duong cua nguoi ban hang da 1a mot duong dua
khoc liét.

Ban c6 phai 1 nguoi nhiét tinh, biét ling nghe, biét thuyét phuc, binh tinh
va tu tin?

S& rat tuyét voi néu mot ngudi ban hang co khiéu an noi, biét noi “dén con
kién trong 16 ciing phai bo ra”, biét khién khach hang thiy “ngot tai”. Nhung
quan trong hon, dé giit khach &lau hon v6i ban 1a thai d6 chan thanh, biét ling
nghe va chia sé dé tim ra nhiig san
phém dap tng t6t nhat nhu cau, mong
mudn ctia khach hang,

M01 ngay, nguoi ban hang tiép xuc
v6i rat nhiéu nguoi khach khac nhau va
khong it trong s6 do 1a nhitng vi khach
kho tinh, tham chi khé chiu. Néu mét
ngudi ban hang khong co “cai dau that
lanh” dé van binh tinh nd nu cudi tu tin
ma lai “ndi déa” 1én, d6 s& la tham hoa
d6i voi cira hang, doanh nghiép va cong
viéc cta chinh ngudi ban hang 4y Hinh_34: Giao tiép trong bdn hang
Va cudi ciing ban c6 strc khoe t6t?

Doc nhimg muyc thong tin tuyén dung nhan vién ban hang, ban s¢ thuong xuyén
gap nhitng dong yéu cau dai loai nhu: Strc khoe t6t, co kha ning chiu ap luc
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cong viée. Cong viéc ban hang vat va, phai dung nhiéu hodc di nhiéu, néi
nhiéu... Budc chan vao nghé nghiép nay ciing c6 nghia 13 ban chap nhan cong
viéc cang thang, khong lam theo gio hanh chinh, thuong xuyén bi“vi pham” céac
ngay 18 tét, ngdy nghi...Du dam mé dén dau, khong c6 strc khoe déo dai, ban sé&
rat kho tru lai véi nghé

Vi nhiing t6 chat phi hgp va dam mé nghé nghiép, ban hiy chi dong xay dung
cho minh hinh 4nh m{t ngud1 ban hang chuyén nghi€p tir bay gio:

- Yéu thich cong viéc, sin long lam viéc hét minh, lam thém gio dé dat doanh
thu cao nhét

- Ludn niém nd, lich thiép va chu ddo v4i moi khach hang. Quan tdm va c6 thién
chi v&i moi gop ¥ ctia khach hang, biét nhan 161 véminh

- Thao tac ban hang nhanh gon va dep mt.

C6 hiéu biét rong va kién thirc sdu vé san pham ma minh ban. C6 udc mudn va
nd luc dé thanh cong

- Lam viéc nhiét tinh, vui twoi va gidu cam himg. C6 ci nhin lac quan vé& moi
van dé trong cudc song ciing nhucdng viée

- Str dung thoi gian mot cach khoa hoc theo ké hoach di dinh trudc

- Co kha nang trinh bay gay gon, thuyet phuc, biét dit cau hoi va ling nghe

- C6 du strc khoe thé chat va tinh than cho cong viéc ban hiang nang nhoc

- Kién nhan, chiu khé. Nguoi ban hang cang nhan thic dung dan vé vai tro va
nhiémh vu cua ho bao nhiéu thi cach xir sy cua ho cang chuyén nghiép bay
nhiéu. Hiéu rd san pham va tu tin vao kién thirc cua ban than s& khién cong viéc
ban hang tr6 nén ly thu, dang cho doi, nhat 14 khi khach hang mim cudi, khen
ngoi va quay lai nhiéu lan

2. Tam li hgc trong ban hang

Nghé ban hang khong chi can tao ra doanh sd, bdi myc dich siu xa cua
cong viée nay 1a phuc vu cude sdng. Vi thé, ngudi ban hang can co nghé...tam
ly.

Mot cura hang Pizza 6 nudc ngoai, ngay dé ap dung mot hinh thire khuyen
mai ky la: Tang banh cho bat ky ai mang dén cira hang cac trang quang cao veé
nhing ctra hang banh pizza khac, dugc x¢ ra tir quyén nién giam dién thoai. Két
thuc dot khuyen mai, doanh s6 ban hang cta ctra hang tang lén thay 15, vi phan
16n cac quyén nién giam dién thoai ¢ day chi con quang céo vé banh pizza cua
cira hang trén.

Trong cugc thi tuyén nhan vién ban hang, cac Gmg vién dugc yéu ciu trinh
bay vé€ cach ban mdt doi glay dang di. Cac cach chao hang nhu: “giay da qua sur
dung nén dugc ban gia ré” san pham bén tbt v6i thoi gian”;...dé bi loai. Thay
vao do, nhitng ¥ tu:0’ng nhu “ngudi st dung tirng gap nh1eu may man hanh
phtc trong cudc sdng”; « Doi gidy da hién dién trong nhiéu cudc tiép xuc cac
khach hang tén tudi”...dé duoc danh gia cao.

Hai vi du trén cho thdy, nghé ban hang ngay nay doi hoi nhiéu hon tinh
sang tao va linh hoat, bén canh sy kién tri va nhan nai. Moi san phém déu co gia
trj hiru hinh nhu nhau nén gia tri vo hinh tac dong vao tinh cam, sy yéu mén cua
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khach hang méi1 1am nén sy khac biét. Vi thé, mot san phﬁm tra tai loc da thém
Va0 cac gia tri “tai tao niang luong co thé, lam hung phan tinh thin” cho nguoi
lam viéc van phong, bén canh tinh ning giai khat thong thudng; san pham banh
khong chi dn dé khodi khau ma con giup két ndi ban bé trong nhitng chuyén di
xa, ting thém trf tué véi nhirng dudng chat bd sung nao do,..

Noi Iwe 1am nghé

Nhiing sang tao trong nghé ban hang khong phai dung thu thuat dé qua mat
khach hang. Ban hang khong nén la nghé bay muu tinh ké, ma phai huong dén
muc tiéu dai han: mong mudn phuc vu cudc sdng. Chinh ¥ thirc xuyén suot nay
s& tao nén mot ngudi ban hang gioi. Ho chan thanh mong lam cho cudc sdng clia
khach hang ca nhén tét dep hon, cong ty ctia khach hang doanh nghiép 1am an
hi€u qua hon,...

Hién nay, nghé ban hang & Viét Nam van chua duoc xem trong. Nhiéu
cong ty dé dang sa thai nhan vién ban hang vi cho rang ngudn lyc nay khong
kho tuyen dung, khong can dao tao nhiéu... Piéu nay da lam cho luc luong hanh
nghé ban hang & Viét Nam thiéu noi lyc. Tic 1a ho khong tin vao gia tri ban
thin minh, khong tin san pham, dich vu cua cong ty cung cdp c6 thé mang lai
gia tri cho khach hang; ho cling nghi ngd van hoa va chinh sach cua cong ty, tu
d6 chi can ban dugc hang chtr khong can tao dung, duy tri uy tin ctia c4 nhan va
cong ty.

Pé bodi diap ndi luc ndy, nguoi ban hang can hiéu dugc ca nhan ho, cong ty
ho lam viéc, san phém/ dich vu ho dua ra

thi truong c6 thé mang dén gia tri gi cho
khach hang. Diéu nay c6 nghia, trong qué
trinh tiép can khach hang, nguoi ban
hang khong nén khiang dinh san pham/
dich vu hay cong ty nao 1a hang dau.
Thay vao d6, ho nén biét minh dang la
dai dién cho diém manh va diém yéu nao.
Néi cach khac, thi truong khong thé co
san pham tuyét ddi, chi c6 san pham phu
hop véi timg d6i tuong khach hang. Hinh_35: Sw niém no trong ban hang
Cho va nhan

Mot vi khach ghé quan ca phé (c6 phuc vu com trua vin phong) vao budi
chiéu mwa. Anh ta hoi chu quan con do an khong. Liic nay trong quan khong co
nhan vién 1am bép, nhan vién phuc vu quan ciing chua dén gio vao ca nhung chu
quan van nha nhin moi khach ngéi lai, rdi do6i mua di goi thuc an cho khach.
Cau chuyén nay cho thiy ngudi ban hang phai c¢6 tinh than phuc vu khach hang.
Pay chinh 14 tinh than “cho”, truéc khi “nhan” trong nghe ban hang.

Néu chi ban tam dén két qua dat duoc, chang han tién nhan duogc tir khach
hang, nguoi ban hang s€ khong chu tam vao chuyén cham séc, phuc vu cac gia
trj xtimg dang cho khach hang. Ho chi nghi dén nhitng manh khoe khai thac,
chinh phyc khach hang. Ho khong biét rang khach hang rat dé nhan biét diéu
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nay, boi chiing thuong dugc biéu hién bang nhiing thai do nhu cb giai dap (du
khong thuyét phuc) moi thic méic cta khiach hang, thich hira hen cho xong
chuyén...

Vi vay, nguoi ban hang gioi trudc hét phai c¢6 y thic giip do nguoi khac
trong cudc song Mudn vay, ho can c¢6 kha nang quan sat va tiép can tot, dé thau
hiéu tdm 1y d6i twong can hd tro. Kha ning nay s& dén tir thai d6 biét lang nghe
va dat cau hoi. Nén hoi nhidu hon néi va phai héi trudc khi néi dé ¢ thong tin
cho nhirng ciu hoi tiép theo, dé c6 thé trinh bay van dé tot hon

Nhung ciing tranh hoi nhiing cdu khong can thiét, ching han “anh/chi
mudn mua san phim X [méc tién] hay san pham Y [ré tién hon]”, vi s& d& khién
khach hang bdi rdi do phai chon lira, thay vi tw quyét dinh viéc mua hang theo
kha ning va nhu cau riéng clia minh

Quy luit vang

Quy ludt ndy ndi rang, nguoi ban hang co dang cap s& kh1en khach hang
quén di cam giac dang bi thuyét phuc mua hang. Piéu nay that can thiét khi tiép
xuc v&1 nhitng khach hang c6 vi thé xa hoi, boi ho thich tu quyet dinh hon Ia bi
dan dy mua sam. Vi thé, ngudi ban khong nén tiép can khach hang bang cau hoi:
“Anh/chi can mua gi?”. Thay vao d6, hiy dung xa khach hang mot khoang cach
nhit dinh, vira du dé kip c6 mat hd tro khi phat hién khach c6 ¥ dinh mua hang,

Luu ¥ rang can chon dung thoi diém khach can mua hang dé tiép can. Tiép
can sém qua co thé khién khach hang c6 cam giac bi lam phién. Ho ciing s& mat
“phiét tinh” mua sdm néu ngudi ban chon khong dung thoi diém tiép can. Cac
ddu hiéu sau day giup nhan biét khach hang d3 vao dung... khoanh khic cin
mua sidm: ddo mit tim phuc vy; man me, sdm soi mai mgt moén hang; chan chir
khi chon lwa cac san pham; trao d6i v&i ngudi di cung. ..

Hoac nguoi ban ciling co thé tiép can khach hang bang cac chon lua:
“Anh/chi 13 khach hang cii hay mai?”. Néu l1a khach hang cil, “Chﬁng to1 co
chuong trinh vu dai danh cho khach hang trung thanh...”. Ngugc lai, “Cura hang
dang c6 chuong trinh khuyén mai danh cho khach hang lan dau dén mua
sam...” O day, nguoi ban khong hé d& cap dén chuyén mua hang cua khach,
nhung van dang tim cach thuyét phuc khach mua hang.

Bén canh d6, mot ngudi ban hang gioi s& ludn biét nim bét, doc hiéu cac
tin hiéu ctia ngdn ngir co thé khong ngung phat ra tir khach hang. Nhiéu nghién
ctru khoa hoc d& ching minh: con nguoi c6 thé didu khién 15i n6i boi nd thé
hién y thirc, nhung ngdn ngit co thé thi khong bao gid noi dbi vi nd xuét phat tir
tiém thtrc. Vi thé, kha ning doc ngdn ngit co thé ciia khach hang c6 thé giup
ngudi ban hang do dugc nang luc hanh nghé caa minh.

Chang han, néu khach hang khong mubén mua san pham vi 1y do nao dé, ho
s& dua tay cham vio co thé; néi nho, ngap ngung; diéu b 16ng ngong; anh mat
tranh nhin vao ngudi ban hang. ..
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2.1. Cach phan doan, tim hiéu tim li khach hang

Hinh_36: Dé hiéu tim Iy, ban phai hoc cach “ling nghe bing mci't”

Khach hang 13 mot nhan td rat quan trong trong sy canh tranh gay git gitra
cac doanh nghiép nham ting cudng anh huéng va tang thi phan clia minh trén
thi truong. Bén canh mdt loat céac chién luge phat trién cta cac doanh nghi¢p
huéng téi khach hang nhu da dang vé san pham, ting cudng chat lugng dich
vu,... thi k¥ ning giao tiép khach hang ciing dugc nhiéu doanh nghiép rat coi
trong. Sau day 1a ca k§ ning phan doan, tim hiéu tim 1y khach hang:

Khi lan dau tién giap mot ngudi, chung ta déu c6 mot cam nhan riéng dbi
v61 nguot do6 cho du do 1a cdm nhdn mo nhat hay sdc nét. Do vay, viéc xac dinh
dung tdm 1y cua khach hang khong phai qua kho. Chung ta c6 thé gip bén mau
khach hang pho bién sau:

- Nhom khach hang thong thai;

- Nhém khach hang hiéu biét;

- Nhom khach hang hiéu thang;

- Nhom khach hang thu dong.

Trong bén nhém khach hang ké trén, khi 1am viéc v&i nhém khach hang
hiéu biét ban s& cam thdy dé chiu vi ho 1a nhimg ngudi hiéu 15 céng viéc ban
can phai lam, thoi gian can thiét dé hoan thanh giao dich. Ban khong mét thoi
gian dé huéng dan, gidi thiéu cho ho, vi ho tur 1am rat tot. Trong truong hop ban
phat hién ra ban da sai sét, thi viéc dau tién ban nén lam 1a xin 16i khach hang
mot cach théng thin va nhanh chong thuc hién giao dich.

Ban s& khong gip dé dang néu khach hang ctia ban thudc loai théng thai
hodc hiéu thing. Pay 1a nhitng nguoi ludn cho rang ho biét tit ca moi th trén
doi va ho c¢6 quyén doi hoi nhiing gi ho cho 1a dung, mic cho ban tén cong giai
thich thi ban khong thé dap ung dugc yéu cau cua ho. Ho rat dé & trang thai bi
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kich dong va sin sang ndi xung khi bi nhan vién tir chdi yéu cau. Véi hai miu
ngudi ndy, ban hiy danh gia cao su hiéu biét cta ho, 6n ton va binh tinh, tranh
dé thai do tuc gian cua ho cling nhu nhirng tr ngtt tho thién, tham chi tuc tiu cta
ho anh hudng td1 thai do va ngdn tir cia ban. Sy lich thi€p, nghiém tlic cua ban
s& khién cho con gian cua ho khong dugce tiép thém nhién liéu; thim chi, co thé
cach ly ho khoi nhitng khach hang xung quanh (néu c6 diéu kién) dé khong anh
hudng to1 cong viéc. Sy khac bigt gitta nhdém khach hang thong thai va nhom
hiéu théng do 1a su chép nhén cudi cung.

Péi v6i khach hang thudc nhom thy dong thi khi tiép xtic véi ho ban nén
danh nhiéu thoi gian dé ling nghe xem yéu cau cua ho 13 gi, ban cling nén hoi lai
dé dam bao ban da hiéu chinh xac ¥ mudn cua khach hang. Ban phai hudng din
ho that cu thé va trong subt qua trinh ho tim. Khong nén st dung cac thuat ngir
chuyén nganh vi ho s¢ hoan toan khong hiéu ma sy uyén bac cta ban chi khién
ho thém roi tri. Nhirng nguoi nam trong danh sach khach hang thu dong thuong
la nhiing nguoi co hiéu biét rat han ché vé linh vuc nha hang. Sy quan tam cua
ban d6i v&i ho khién ho cam thay an toan va néu ban can lay danh sach nhitng
khach hang trung thanh thi ho la nhiing tmg vién dau tién déy

Ban sé& phai hoc cach nghe bang viéc sir dung doi mét, chir khong chi doi
tai. Nam vitng cach quan sat nhing biéu hién nho nhat & ddi phuong. Pay 1a
nhitng phan tng cam xuc do tiém thirc hé 16. Ching chi keo dai trong gidy lat va
cam xtc thuc cia mot nguoi thuong biéu 16 trong giao tiép co thé. Vi tiém thuc
kiém soat cac hoat dong bén trong, bao gdm nhip dap tim, hoi thd va nét mat,
nhu mot hé théng diéu khién ty dong. Sy diéu khién ndi b nay khong thé noi
déi, tir d6 giai thich tai sao trong giao tiép, cac phan ung cir chi tiém thtc ludn
dang tin cay hon 16i n6i von duoc xay dung mot cach co ¥ thirc.

Xem xét cac ddu hiéu hoai nghi, xac dinh mirc d6 khang cu cao hay thip va
kha ning nhuong bo cta dbi phuong s& nhu thé nao. “Ung pho linh hoat, ban
linh hon nguoi”. Thanh cong ciia ban s& phu thudc vao kha ningthiu hiéu
nhitng moi quan tdm, dong y hay khudc tir cia d6i phuwong. Phan doan tam 1y dé
hiéu ngudi khic s& giup ban c6 cach tng xtr tot hon, thuyét phuc hon, c6 hiéu
qua hon trong cudc sdng va trong cong viéc.

Tom lai, phan doan tam 1y dé hiéu con ngudi 1a mot quy tic don gian dé
thanh cong. Nhung d6 khong phai 1a sy xét doan v01 vang can ctr qua hinh thtrc
bén ngoai, quyét khong dé cho “thanh kién” 14n at 1am sai léch kha ning phan
doan ciia minh. Béi vi, d6i khi mot nong dan nhin vé ngoai tam thuong lai 1a ti
pha chan dat. Va lai, ndo c6 ai deo bang “x4u-tét” trén nguoi dé tu gidi thicu
minh? Vi vy, kha ning quan sat ddi tuong dé phan doan va hiéu dugc tam 1y
khong thé dwa vao hinh thirc, quan 4o, khudn mit dang nguoi... Ma kha nang
nay hoan toan “phan doan” mot cach tu dong, khong can phai suy nghi.

Kha nang phan doan tdm ly giup ta cac canh bao vé y d6 ctia ngudi khac,
dat ra nhirng myc tiéu va khoi phat nhirg hanh dong quyet doan mot cach hiru
hi¢u. Van dé cudi cung la lam thé nao dé hoc tap va trao ddi n6? Viéc dau tién
va cudi cing ban can phai lam 13 tin vao no, tin vao kha ning phan doan tam ly
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dé “hiéu nguoi” cua chinh ban. D61 khi vi n6 ma ban c6 thé méc sai 1am, nhung
khong tin va khong sir dung né thi ban c6 chac 1a minh ciing sé tranh duoc sai
Jdm khong? Do d6, ban hdy tin ring minh c6 kha ning phan doan tim 1y dé hiéu
ngudi khac va hoan toan c6 thé tiép tuc rén luyén né.

Kha nang phan doan thé giéi chung quanh, kha ning dap tng tinh thé, kha
ning giai quyét van dé déi khi khong phu thudc vao thoi gian hodc nd luc suy
nghi cua ching ta. Nang lyc nay chinh 1a ky nang phan doan ma ai ciing c6 thé
trau doi. P6 14 mot nang lyc rat manh, mic du noé ciing c¢6 thé mac sai lam (ky
ndng phan doan kém!).

Kha ning nhan biét thoang nhanh va c6 ngay két luan 1a k§y ning phan
doan. Tuy vao truong hop va tiy vao két qua 1 tét, chip nhan dugc hay sai lam
ma ta s€ goi nd véi nhiéu tén nhu: Phan xa, linh cam, truc giac hoac phat kién,
sang tao, giac quan thu sau....

Thong thuong ching ta sit dung va tin vao tu duy phan tich, tin theo nhirng
quy tac logic chit ché& hon 1a tin vao ning lyc nhan biét thoang nhanh nay. Vi
“k¥ nang phan doan” doi khi phan boi lai ching ta dwa dén sai lam.

Tuy nhién, mdi khi can phai hiéu nhanh mot van dé, danh gia mot nguoi
mo1 gap hoac cham tran mot tinh thé, mot truong hop ta chua hé gip phai nhung
can som giai quyét thi k¥ ning phan doan s& nhan lanh trach nhiém.

Phan doan cling la mdt qua trinh tu duy. Tu duy phdn dodn xét trong mot
s6 gidi han hay trudmg hop cu thé, né ciing biéu hién day du tinh chat cua tu duy
logic. Do @0, ta kho khan khi phan biét tu duy phan doan véi tu duy 16gic. Binh
thuong khi giai quyét van dé chung ta thuong tun theo nhirng quy tic logic chat
ché, thong qua su suy ludn dé rat ra nhitng két ludn. Nhung khi can phai nhanh
chong gidi quyét van dé nhu: Phai tim ra mdi lién hé logic giita cac diy sb dai
ding dic chi trong vong vai gidy, khi giao tiép v6i nguoi la, khi ddu tri, choi co,
khi thuong luong, dam phan trong kinh doanh, diu tu ching khoan... va ca
trong khoa hoc. Néu thoi gian khong cho phép ta suy luan va tim kiém thém
thong tin, lac ndy, k¥ ning phan doan s& gitp tatim ra cac phuong an giai quyét
nhanh gon va chinh x4c hon nhiing
ngudi khac rat nhiéu.

K¥ nang phdn doan la qua trinh tu
duy “nhay tat”, n6é bé qua nhitng budc
trung gian dé truc tiép rat ra két
ludn.Mic du mdi lién hé giira cac thong
tin chua dugce xem xét ti mi, ky cang vi
khong du thoi gian hodac thong tin do
khong thé tim kiém thi phan doan s& 1a
mot k¥ nang cuc ky quan trong trong
phat kién va phat minh, n6 déng vai trd quan trong vé mat du kién, néu gia thiét
va tim to1 phuong phap... Lic nay, thanh cong hay khong 1a tuy thudc vao ky
nang phan doan.
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Va mic do muén hay khong, c6 1& sy phan doan phd bién nhit d6 1a su
danh gia va an tuong ctia ching ta d6i v6i nguoi khac. Cr mdi khi c6 mit nguoi
khac 13 chung ta lai khong nging tién doan va két ludn hoic suy dién vé nhiing
gi nguoi do dang nghi va dang thy cam.

Chung ta ai ciing c6 nhitng kinh nghiém song. Néu suy nghi thdu ddo vé
nhitng kinh nghiém 4y, khong dinh kién, van dung céi biét ta s& c6 duoc mot 1y
thuyét. D6 1a cach chiing ta hoc hoi.

Thé giéi nay, nhu ching ta vin dugc hoc va ludn tuan theo: Nhirng quyét
dinh cua ching ta phai c6 ly do hop 1y va r6 rang. Minh da quyét dinh nhu thé
nao va tai sao quyét dinh nhu thé? Nhung nhu vay, néu nhu hoan toan chi dya
vao 1y I€ thi c6 thuc 1a dung khong? Hay do6i khi ta nén 1am theo nhirng mach
bao cua phdn doan ban nang? Do tri thic va kinh nghiém con nguoi tich liy
duoc ngay cang nhiéu, phan doan voi tu cach ciing 13 mot k§ ning tu duy, nd s&
hinh thanh va dan dan phat trién. Néu biét ghi nhan cac tin hiéu mot cach than
trong, khong nong voi, khong thanh kién thi du khong thé c6 day du nhirng can
cu vé mat 1y luan, k¥ nang phan doan va tinh than lac quan tin tudng van co thé
gitip chiing ta hoan thanh nhiém vu mot cach xuét sic khi can thiét.

2.2. Van dung cac quy luat tam li vao ban hang

Quy luit 1: Lang nghe. Biét ngudi biét ta trim tran khong nguy.

Gitr cho miéng cua ban dong kin trong khi doi tai mo to. Diéu nay 1a rat quan
trong trong mot vai phut dau tién cta bat ctr giao dich ban hang nao. Ban can
nhé rang:

1. Ping n6i vé ban than.

2. Bung ndi vé cac san pham/dich vu cua ban.

4. Va hon tat ca, dimg rao giang ban hang thai qua!

Hién nhién, ban mudn gidi thiéu vé ban than. Ban mudn cho khach hang
tiém niang biét tén minh va muc dich cua cudc giao tiép ban hang (truc tiép hay
qua dién thoai), nhung nhing diéu d6 déu khong thich hop. Rét cudc, tai diém
nay, ban c6 thé noi vé cai gi voi khach hang? Trudc tién, hay ling nghe ho, lang
nghe nhitng nhu ciu va mong mudn cua ho. Roi trén co 50 d6 ban mo1 bat dau
cudc hdi thoai sao cho thich hop nhat voi nhitng mong mubn do.

Quy luat 2: Héi va hoi.

Ban hang v61 nhitng cau hoi, khong phai cac ciu tra 101. Ban hdy nhé ky
diéu nay: “Khong ai quan tdm téi1 viéc ban tuyét voi nhu thé nao, néu ban chua
cho ho thay rang ho 1a nhitng ngudi tuyét voi”.

Hay quén di viéc “ban” san phém/dich vu cua ban ma thay vao do dat
trong tdm vao viéc tim hiéu 1y do tai sao khach hang mudn mua hang. Pé lam
duogc nay, ban can hoa déng thuc sy v&i cac khach hang, ban can dit ra cac cu
hoi (nhiéu va that nhiéu), nhung khong nén ¢6 bét cir an  hay dong co nao.

Thur hinh dung ban thué mét quay hang ban dia CD trong 1 hoi Am nhac
thuong nién ¢ dia phuong. S€ khong mét quéa nhiéu thoi gian dé ban nhan ra
rang cong viéc ciia ban khong phai 1a ban nhimng chiéc dia CD ma 14 dt tai nghe
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vao bt cr ai ghé qua ctra hang dé ho thuong thirc Am nhac mién phi! Ban ciing
s& nhanh chong thay rang bat ctr khi nio moi nguoi nhan ra rang ban dang cd
gang “ban” dia CD, ngay lap tirc ho s& c6 phan trng va tim moi cach dé tranh xa
cutra hang cua ban.

Vi vdy, ban hiy bién cong viéc ban hang ctia minh thanh viéc gidi thiéu
am nhac cho bit ctr ai c6 mong mudén. Mot khi da nghe, ho ¢ thé thich hay
khong thich. Nhung chic chin, ban s& kiém dugc nhiéu tién hon cac cira hang
ban dia CD khac trong hdi cho.

Trong hoat dong ban hang, c6 mot diéu ban nén biét vé ban chét tu nhién
cua con nguoi la tdm 1y “khang cu ban hang”. C6 nghia hanh dong ban hang
ludn tao ra mot sy khang cu nhat dinh! Va diéu nay dan ching ta té1 quy luét
tiép theo.

Quy luét 3: Nhin ra van dé.

Hay t6 ra to mo va hiéu ky vé ‘nhing khach hang tiém nang. Ban hiy hoi
xem ho dang str dyng nhitng san pham/dich vu nao. Nhitng gi ho dang sur dung
c6 qua dit do, hay khong du do tin cay? Nhiém vu cua ban la tim hiéu Xem cac
khach hang thyc sy mong mudn gi. Hay dua ra nhiing céu hoi s¢ cung cap cho
ban nhiéu thong tin vé nhiing nhu cau va mong muon cua khach hang.

Khi ban biét rd nhitng nhu cau cua cac khach hang, tiép theo ban dung
thuyét phuc ho mua hang, nhu thé ho s& tin tudng va coi ban nhu mot nha tu van
c6 gia tri va mudn giao dich mua sim nhiéu hon trong tuong lai.

Quy luat 4: Ban be .

N6i chuyén voi khach hang nhu thé ban néi chuyén véi gia dinh hay ban
bé cua ban. Trong cac giao tiép véi khach hang, ban khong nén noi véi giong
“kiéu mau ban hang”. Do 1a nhitng 101 thuyét phuc sdo rong va mang tinh khau
hiéu. Mot 16i phat 4m khéach séo, giong diéu phong dai va nhiing 101 gi6i thiéu
rap khuon s& khong dugce chap nhan trong méi trudng ban hang chuyén nghiép
ngdy nay. Thay vao d6, hiy néi chuyén mot cach binh thudng nhu thé xung
quanh ban 1a ban be va nguoi than.

Quy luat 5: Khai thac bac thang nhu cau
Maslow.

Chu y t61 tam trang cua khach hang.
Liéu khach hang dang c6 diéu gi buc boi?
Ho dang xtc dong hay bdi r6i? Néu ding
nhu vay, ban hdy hoi: “Co 1€ ching ta nén
gdp g0 vao mot dip khac chang?”. Phan
l6n cac nhan vién ban hang thuong qua
quan tdm t&i nhitng diéu minh dinh noéi,
dén ndi ho quén mat rang nguoi ddi thoai
vo1 ho 1a mot nguoil binh thudong véi
nhiing tam tu riéng . Hinh 37: Thai do trong ban hang
Quy luét 6: Giai quyét 1an lugt cac van dé.
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Néu khach hang dat cdu hoi, hdy tra 16i ngin gon va sau d6 tiép tuc cau
chuyén dang b do. Hay nhd rang: nhitng cdu hoi d6 khong phai 1a vé ban, ma
dé ho xac dinh xem ban ¢6 ding la nguot ho can hay khong.

Quy luat 7. Ké toa diing bénh.

Chi sau khi ban x4c dinh moét cach chinh xac nhitng nhu cau cla cac
khach hang, ban méi bat dau dé cap dén nhimg gi ban cung cip. Phai biét rd vé
nguoi ban dang no1 chuyén, sau d6 madi xac dinh xem minh phai néi gi vai ho.
Quy luat 8: Ban cai ho can.

Ping bién cudc ndi chuyén thanh mot seminar gidi thidu vé san pham/dich
vu. Ban dimg qua lan man vé nhitng gi ma cac khach hang khong dé cap t6i
cling nhu khong mudn ling nghe. Thay vao dé, chi néi nhitng diéu ma ban cam
thdy s& hiru ich voi khach hang trong hoan canh cu thé ctia ho. Va néu co thé,
hdy gidi thi€u nhitng 1o1 ich theo dung ngdn tur cua khach hang, chir khong phai
cua ban.

Quy luét 9: Giai quyét van dé.

Tré thanh cau ndi gifra khach hang va san phém/dich vu. Sau khi thuc hién
tat ca 8 quy luat trén, ban da biét duoc nhu cau va doi hoi cta khach hang dbi
v6i loai hinh san pham/dich vu cta ban. Cong véi viéc xdy dung mot tinh cam
tin cay, giup d& doi bén, tirc 1a ban dé thanh cong trong viéc bac cau ndi giira
nhu cau cta khach hang véi san phdm/dich vu ma ban cung cép.

Quy luat 10: La nguoi khai sang.

Ban khong phai 1a mot nhan vién ban hang. Dung két thuc bang mot 1i dé
nghi ban hang thong thuong de tranh
nhic nho cic khach hang tiém ning
rang ho dang giao dich v&i mot “nhan
vién ban hang”. Ban khong phai la mot
nhan vién ban hang, ma la mdt nguoi
ban dang cung cip va gi6i thiéu mot san
phém/dich vu cu thé nao d6. Va néu ban
lam cho cac khach hang cam nhan dugc
didu nay, tirc 13 ban di trd thanh mot \
nhan vién ban hang xuit sic. Hinh_38: Sw tw tin trong giao tiép

Cho du trén cuong vi mot chu doanh nghi€p hay mdt nhan vién ban hang,
chic han ban déu mong mudn doanh s6 ban hang cua cong ty c6 nhitng budc
tién nhay vot, nhung dé 1am duoc diéu nay doi hoi & ban k¥ ning gy dung thién
cam ciling nhu ndm viing nghé thuat ban hang.

Hay tim ra nhiing thiéu sot trong hoat dong ban hang ciia minh tir 10 “siéu”
quy ludt trén dé stra d6i, ciing v6i thoi gian, chic chin ban sé& tré thanh mot nhan
vién ban hang siéu dang.

3. Nghé thuit giao tiép va néi chuyén trong ban hang

Nghe, néi, truyén dat nhirng ¥ nghi cta minh dé co thé hiéu 1an nhau, dé c6
thé thuyét phuc ngudi khac 1a muc tiéu cua viée giao tiép, d6i thoai. Nguoi ban
hang gioi chinh 14 nguoi hiéu rd van dé nay. Cho du c6 nhiing diém con thiéu
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sot nhung néu biét phuong phap dap ng va truyén dat nhiing ¥ nghi cua minh
dé khach hang c6 thé tin va co an tugng t6t dep thi d6 chinh 1a diém thanh cong
trong nghé thuat giao tiép ciia nhan vién ban hang. Ta khong thé thiét lap 1 cong
thire 6 cach d6i thoai, nhung nhan vién ban hang can phai nam bat duoc cac cau
tiép khach thong dung va nhiing diém co ban trong giao tiép.

3.1. Ngh¢ thuat giao tiép trong ban hang
Khong co giao tiép nao bat blen ma phai tuy vao tung truong hop. Trong
phan duéi diy 1a mot sb nguyén tic* Pic nhin tim thuong dung dé giao tlep
trong kinh doanh™ dé thu hut khach hang va ban duoc hang. Nghé thuat giao tiép
quyét dinh hon mot nira thanh cong trong ban hang
1,LK¥ nang nhin
Nhin la mét budce trong qua trinh giao tiép voi khach hang, mot nghién ctru cho
thiy, trong qua trinh tién hanh giao tiép gilta nhanvién phuc vu va khach hang,
c6 7% thong tin do ngdn ngi truyén dat, 38% thong tin do ngir diéu truyén dat,
55% thong tin do ngdn ngit ctr chi truyén dat. Ma trong nhitng bo phan hinh
thanh nén ngdn ngi, cir chi thi thong qua “Nhin” ciing c6 thé dua ra nhirng phan
doan co ban nhét vé tinh cach, nhu cau, so thich dé kip thoi ma tiép xuac véi
khach hang hay nhit. Khi giao tiép v6i khach hang diéu quan trong nhat khi
nhin khach hang 14 phai hiéu ngdn ngi ctr chi cta khach hang:
« Biéu hién trén net mat thuong gap cua khach hang.
? Mat mang sac do hong Biéu thi sy x4u ho, kich dong hoic tirc gian.
? Mit mang sic xanh, trang: Biéu thi tirc gian, kinh ngac.
? Nhin may: Biéu thi khong dong v, s6t rudt khong hiéu, nghi hoic.
? Hat may: Biéu thi vira y, htng thu, rat vui vé, dong ¥, hay yéu thich
2. Ling nghe
K¥ nang nghe khong chi dung lai & mic d¢ “Nghe” thong thuong ma la
“Lang nghe” — nghe mot cach chdm chu, tron ven va hiéu thau nhitng thong tin
duoc tiép nhan. La phu:()’ng phap giup hiéu 16 nhu cau va kinh nghiém cua khach
hang, cling 1a mot biéu hién tén trong
khach hang. Mot ngudi khong biét
“Lang nghe”’khach hang thi khong thé

trd thanh mdt nhan vién phuc vu xuat ) ;/ i/ \

sac. , h

Mot s6 Iuu ¥ khi nang nghe: .
- Lang nghe mot cach chu dong: Nén
nhd riang ban dang ling nghe. Hay

hudng sy chil y vao ngudi ndi va lam )
cho ho thay rang duong nhu luc nay £ %

chi c6 mot diéu khién ban quan tam:

nhiing gi ho dang noi. Hinh_39: Ky nang nang nghe

- Tap trung: Bay to su ton trong v6i nguoi noi 14 viée 1am can thiét. Xem xét
nhiing y kién ciia ho that ki ludng. Khong nén danh gia thap hay to ra coi thuong
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nhing gi ban dang nghe, v¢ mat cting khong duoc 10 su thiéu ton trong. D nhién
ban khong nhét thiét phai dong ¥ v&i moi viéc ho néi, nhung hiy doi cho dén
khi ho trinh bay hét quan diém cua minh.
- Pit cau hoi: Ban s& c6 thic mic vé nhiing gi da nghe. Va khi gip thoi diém
thich hop, hday dua ra nhitng cau hoi dé xac nhan lai thong tin, cling 1a mdt cach
dé ban bay t6 su quan tam. Khoéng nén 1o lai dé tai cau chuyén theo y minh. Khi
nguoi noi bong dung dé cap dén Van dé nao do6 khién ban dic biét quan tam, ban
s& rat d& bi 16i cudn vao, roi s& cit ngang ngudi ndi dé thao thao bat tuyét voi
cha dé d6. Va thuong dan dén két qua 1a 1am cho ngudi néi chuyén dé tai sang
cau chuyén ciia ban. Nhitng ngudi biét laing nghe ludn dé nguoi kia lam chu tinh
hinh. Céch tét nhét 14 ghi nhd cau hoi d6 va sau khi nguoi ndi di néi hét nhimng
diéu ho mudn thi ban hiy dit cau hoi. Trong lic lang nghe, ban ciing khong nén
suy nghi xem dén phién minh ban s& néi gi. Vi néu nhu vay thi ban s& khong tap
trung vao nhiing gi nguoi kia dang noi.
- Huong mg nguoi noi: Bo1 lac khi ban mudn khuyén khich ngudi noi tlep tuc,
hay to ra rang ban van dang rat chi tim t6i cdu chuyén ciia ho chi bang cach
“Vay ¥ ctia ban 13...” hay “Dé xem toi c¢6 hiéu dung ¥ ban khéng...” Va lip
lai nhimg gi ban nghi la minh da nghe. Pay cung la mét cach hudng nguoi noi
sang chu d& m&i ma ngay chinh ho ciing khong dinh néi dén.
- Su dung ngon nglr co thé: Hay c6i mé v6i nguoi ndi. Mat ddi mat va nhin ho.
Ping dé vat gi tao ra khoang cach gitra ban va nguoi noi. Néu c6 thé, hiy budc
ra khoi ban va ngdi bén canh ho. Ciing khéng nén khoanh tay truéc nguc, hudng
ra Xxa ngudi noi, quay mit di chd khac, nhin vao nhitng thir xung quanh trong
phong, hodc liéc nhin man hinh may tinh hay doc sach bdo. Hay thuc sy cha tam
vao nguoi noi.
- Dién giai noi dung ban muén trinh bay: Thuong thi khi ban khong nim viing
mot vin dé, ban sé chi chi tAm vao
ndi, ndi va noi, thay vi phai dién N
giai. Giai thich mot cach chinh xac
c6 thé lam cho ca ngudi ndi va '
ngudi nghe déu hiéu rd van dé. That ;
khong dé dang khi phai suy doan y
nghia a an sau nhimg tur ngt, lic nay :

dién giai 13 rat can thiét. Ky thuat _
nay co thé gitp moi ngudi mo rong 1 '
cudc nodi chuyén, c6 thé kham pha

nhitng gi ma ban thuc sy mudn dién dat. Hinh_40: K3 ndng ning nghe

-Im ling: Im ling l1am cho ngudi ta cam thiy khong thoai mai. No tao mot
khong khi ning triu suy nghi va do6i khi 13 ndi dau. Mot ngudi biét lang nghe
phai that sy thoai mai khi ¢ trong moi truong do. Thinh thoang, cho doi vai phit
trong im ling s& giup ngudi nodi co thé khai thac hét nhitng cam xuc thim kin
trong long. Lam chil dugce sy im ling, diéu d6 c6 nghia 1a ban di thanh cong.
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Thuc hién duoc nhitng yéu cau trén, co thé ndi rang ban 1a mot nguoi biét lang
nghe thue sy. Tuy nhién, cudc séng khong phai Itic nao ciing chi toan mau hong.
C6 d6i lc, ban than chung ta gap that bai trong viéc lang nghe, mdt viéc tuong
ching nhu don gian nhung lai vo cung phirc tap. Vdy, nguyén nhan nao khién
dai da s6 ching ta déu timg gip kho khin trong kha ning tiép thu ¥ kién, nhan
xet cua nguoi khac?

- Thai d6 ling nghe chua tét: Diéc hon nguoi diée 1a ngudi khéng mudn nghe.
Ta thuong hay ngd nhan 1a ta biét rdi nén khong mubn nghe hodc chi nghe mot
phan, nhung dén khi can nhéc lai thi ta lai khong nhé. T¢€ hai hon nita 1a ta chi
nghe xem d6i tac co gi sai, xau dé phan tg lai.

- Khéng chuan bi: De n6i mot diéu gi ta chuan bi rat ky tat ca cac phuong an.
viy ma trong giao tiép ta chua bao gio chuan bi ling nghe ca. Khong chuan bi 1a
chuan bi cho that bai. D6 chinh & nguyén nhan lam ta nghe kém hiéu qua.

Vi sao chiing ta phai chi y ning nghe:

« Lang nghe ¥ kién cta nguoi khac, diéu nay gitp ching ta cai thién dich
vu... cua ching ta trong tuong lai.

« Moi ngudi thuong cé 4n tuong khong t6t v4i nhitng ai chi biét giai quyét
cac 101 phan nan ma khong thuc sy lang nghe nhitng gi ho néi.

o Khi ban thuc su la‘ing nghe khach hang, mot cam giac thoai mai, dé chiu s&
xuat hién trong 1ong mdi khach hang- béi vi su ling nghe chan thanh 1a
kha hiém hoi, tham chi ngay ca khi ban ¢ nha va & giira nhitng nguoi than.

« Lang nghe tao cho khach thiy ban ton trong, danh gia cao ho va quan tim
dén ho.

« Xin nhéc lai tén ctia ong/ba va d& nghi cho biét van dé. Cau néi nay cho
thdy, ban khong ling nghe, dong thoi choc tirc thém nguoi von da co
chuyén khong hai long.

* Hai hinh thirc thuong xay ra trong giao tiép

A A 05 e 2 pas Ngat loi e Lam viéc
NGi dung | [ Tap trung Ct chi Phan hoi Cubp I6i Gia vor i
TICH CUC KHONG TOT
Liplai || D&uhiéu| | Hueéng Nh¢ Ch e Xao lang b

Hinh_41: Hai hinh thirc thuwong xdy ra trong giao tiép
3. Nh¢ tén khach hang
« Xung tén c4 nhan 1 mot trong nhitng 4m thanh ngot ngio nhat ma khach
hang muén duge nghe tur ban.
« Viéc xung ho bang tén riéng trong cudc ndi chuyén véi khach hang s& cho
théy ban nhin nhan ho v&i1 tu cdch mot ca nhan noéi riéng chir khong phai
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d6i tugng khach hang chung chung, qua d6 thé hién s ton trong ctia ban
v61 khach hang.

Hay dung tén riéng cua ho khi ban noi 16i chao hoi, cam on, tam biét.. dé
lam cho bau khong khi tré nén nhe nhang, than thi¢n hon.

Tuy nhién, ban dung st dung tén riéng cua khach hang mot cach qua
thuong xuyén béi vi nd c6 thé khién khach hang khé chiu, hiy sir dung
vao ltic dau va ltic két thiic cudc hoi thoai.

4. Nu cwoi tir trai tim caa ban.
Nha hang cua ban c6 thé mon an khong duge ngon lam, khong gian cling khong
dugc tot nhung néu c6 nu cuoi than thi€n ciia nhan vién thi khach hang s€ san

sang bo qua tat ca nhimg yéu t& d6 dé
quay lai nha hang cua ban.

Duy tri dich vu khach hang véi ny
cuoi trén khuén mat duong nhu la
cai gi do hoi rap khuon. Tuy nhién
néu ban muén khiach hang yéu
thich dich vu cua ban, hdy thuc
hién n6 vo1 mot nu cud1 chan that.
Mot nu cudi chan that sé khién
khach hang cam théy ho duoc chao
d6n, an tim hon va dé lai trong
long khach hang mdt cam giac :
nong am. Hinh 22: Nu cwoi trong bdan hang
Nu cuoi ¢6 tac dung to 16n nhu vay, nhung cuoi phai dang lic.

5. Hiy cho khach hang biét, ho 13 nguwoi quan trong

Ho biét rang cong ty ban co rat nhiéu khach hang khac nhau nhung ho chi
thuc su yéu qui no néu ban khién ho cam thﬁy minh thyc su quan trong
vO1 ban.

Hoi khach hang vé nhiing 16i khuyén Khach hang nao ciing c¢6 sin nhiing
y kién c4 nhan vé cung cach lam vi€c cua ban va cong ty ban, va néu ho
dugc hoi vao thoi diém thich hop theo nhiing cach thich hop, ddng thoi ho
cam théy rr:ing ban thuc sy quan tam dén cau tra 101, khach hang s¢€ dua
cho ban 101 khuyén do.

Khong nén t6 ra sin sang tranh luin, cudp 10i, khiang dinh hon thiét véi
khach hang khi xay ra nhiing diéu phan nan cua khach. Viéc can thiét, va
la nhi€ém vu cta ban la phai léng nghe, cam on va tim céach khic phuc
thiéu s6t ngay sau d6 néu co thé.

Coi trong ¥ kién ctia khach hang, dimg bao gid néi ho lam 1an.

Hay dé cho ho noi thoa thich nhitng c4i ma ho mudn néi.

6. Ton trong khach hang

"T6i c6 thé gitip gi cho 6ng?" chir khong phai "ong mubn gi".
Ludn cuoi noi that tam chir khong don khach bang thai do lanh nhat.
Giai dap day du thac mac, khi€u nai ciia ho chir khong phai lam lo.
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« Hay luon ludn phai giit thé dién cho khach hang,
« Khong phan biét di xtr véi khach hang.
7. Quan tadm thye sy dén khach hang.

« Em/chau...co thé gitp gi cho anh/chd...? Ban mubén mang lai niém vui
cho khach hang, chir khong phai ban cho khach hang mot cai gi do*

« Viéc nay di ngugec lai chinh sach cua chiung t61”. Khach hang khong muon
giao dich voi nhiing nguoi quan li€u, cing nhic, nén ngudi phuc vu cn
nhi nhin tim hudng giai quyét linh hoat trong chimg muc c6 thé. Hay
nhé: “dimg dé khach hang that vong”.

« Do khong phai 1a cong viée cua toi. Trong truong hop nay, nén noi: “To6i
biét nguoi c6 thé giup ong/ba giai quyét vin dé nay. Toi s& gidi thiéu
ong/ba v&1 nguoi do”.

o "TO1 chi lam viéc ¢ day thoi" Cau noi rap khuon nay téi thuong dugce
nghe & hau hét cic nhan vién phuc vu ban sau khi mén an dem ra khong
dung yéu cau. Bang vai tir toi t& nay, mot nhan vién da cho biét ndi d6
khong c6 long nhiét tinh, hang hai, quan tdm t61 khach va nhan vién
khong san 1ong dap (mg nhu cau cua khach hang.

«  81% khach hang tir bé néu ho cam thiy rang ddi phuong khong c6 thién
chi giup d6 hodc khong chi y dén nhu cau cua khach hang. Vi du: Khach
hang mudn mua mot ch1ec xe tiéu tén it nhién liéu va co kich c& nho dé
tién di trong thanh phd vén da rat chat choi, nhung sudt budi ho toan dugc
nghe nguoi ban hang "thao thao bat tuyét" vé nhitng thé manh cua chiéc
xe cong kénh.

8. Giup d& khach hang nhiét tinh.

« Hay dé t6i gitp ban mot tay. Du chi 1a giup d& khach mang hang ra xe
hay don gian 1a mo6 cua giip nguoi dang mang hang nang trén tay thi mot
thong di€p ro rang do la ban san sang gitp do ho va an tugng nay sé han
sdu vao tam tri khach hang. Va tat nhién, né s& khién ho quay trd lai véi
ban vao lan sau.

o Thong tin cho khach cac dich vu khac ma khach quan tam néu ban co thé.

9. Kién dinh quan diém

« Khong nén gi6 chidu nao che chiéu &y ma can phai hoc cach néi 1oi ctia
chinh minh.

« Nhung ciing khong dugc phan bac quan diém ciia ngudi khac ma dé xuat
cac phuong an giai quyét hop 1y.

10. Dung thich tranh bién
« Can binh tinh noi, tranh bién cudc nodi chuyén thanh cudc thi hung bién.
11. Hiéu rd thong di€p caa nguoi néi

« Hay nh rang nhiing gi nguoi khac néi va nhitng gi chung ta nghe co thé
hoan toan khac nhau! moi su chét loc, gid dinh, phé phan cling nhu tin
trdng mang mau sic cd nhan ctia chung ta c6 thé s& bop méo nhiing gi
chung ta nghe duoc.
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o Ban nén goi lai hodc tong hop lai nhirng gi nguoi khac noi de chac chan
minh dang hiéu dugc van dé. Hay nhic lai nhitng gi ban cho rang minh
dang nghe duoc va hoi “Téi ¢6 hiéu ding ban khong nhi?” Néu ban thay
minh bi dong cham bé1 nhitng gi ngu:(‘)’i khac vura noi thi hay noi nhu vay,
sau d6 hiy hoi thém dé hiéu rd van dé: ” C6 thé t6i khong hleu ding y ban
va di cam thdy bi xtc pham bdi diéu ban vira néi. Téi cho rang nhiing gi
ban vtra no1 c6 nghia la XXX; c¢6 ding y ban la nhu vay khong?”

11. Khuyén nguoi khac

« Dung dua ra 16i khuyén trir phi ngudi ta hoi ban. Didu nay co thé sé rat
kho thyc hién, nhat 1a khi ching ta thiy rd rang ¥ tudng cia minh s& cd
lo1 cho ngudi do.

o Thay vi n6i ”Ban nén lam thé nay”, ban nén sir dung mot sb cach noi khac
thé hién rd sy ton trong cua minh, vi du nhu "mot cach kha kha thi 1a..”
hodc ” c6 mdt cach di giup t6i trong trudng hop twong ty nhu thé nay 1a
X. Néu ban nghi no sé& giup ich dugc cho ban thi t6i rat vui long chia sé
v6i ban diéu do".

13. Hiy c6 hiéu nguoi khac

« Ban hiy tim ra mot diém tuong dong thay vi chi chim chiam vao sy khac
biét gitra ban va nguoi khac.

« Diéu gi co thé khién ca hai nguoi cung thich thu (vi du nhu viéc g& réi
mot van dé nao d6)? Mot cach dé bat dau kham phé ra diém tuong dong
chinh 14 viéc chia sé cac dy dinh tham kin cia minh- vi du nhu ban c6 thé
no6i: "Dy dinh cua toi khi chia sé voi ban vé diéu nay chinh 1a dé giup ban
thanh cong trong du an nay"

3.2. Ngh¢ thuat tro chuyén trong ban hang
“N6i” chinh 1a mot k§ nang rat quan trong ma nhan vién phuc vu phai nim bat.
Néi ciing can ¢ nhirng k¥ xdo riéng.
Yéu cau khi noi:
- Khi néi phai nhiét tinh, chan thanh va kién nhan.
- Khéng ché ngir khi, ngit 4m, ngit diéu: Nghia 1a khi noéi 4m thanh vira du
nghe, khong 16n qua cling khong nhoé qua, tao cam giac thodi mai cho KH.
- Tur ngit chon loc phai ngan gon, trong sang, chuyén nghiép, trang nha.
- Téc d6 noi phai vira phai, khong qua nhanh, khéng qué cham.
CAC CAU NOI THONG DUNG TRONG BAN HANG
1. CAC CAU NOI THONG DUNG:

Pé c6 thé truyén dat diing tAm trang ctia minh v&i ngudi khac thi viée dap
g chinh x4c va st dung nhitng ciu néi thich hop 1a rat quan trong.

Doi thoai nhu thé nao?

Pé c6 thé truyén dat va hiéu dugc nhiing ¥ nghi ciia nhau, ta chi nén dung
nhitng cau no1 thong dung, tranh dung tir dia phuong, nhitng thuat ngt chuyén
mon va dac bi€t 1a phai phat &m chinh xac. Luu y phai gilr rang miéng sach s¢,
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khi néi khong duoc vang nude miéng. Tu thé, thai d6 nghe phai can trong, ding
din nhu tu thé, thai d6 noi.
a. Cac cdu noi thong dung trong ban hang:

- Xin 16i

= Xin cdm on

= Xin chdo mot chut

= Xin mo1 vao

- Thé nao a?
b. Déi thogi phit hop véi tinh hudng:

- Khi dén tiép khach hang:

“ Xin mo1 vao”

- Khi d¢ khach cho:

“ Xin 16i da d¢ doi 1au”

- Khi khach goi nhung khong thé dap ting dugc ngay:

“ Xin 161, chd em mot ti”

- Khi mudn cho xem san pham:

“ Pay rdi, em sé& ldy ngay”

“ Tu tr thtr xem nhé”

- Khi nhan tién:

“Xincamon. Emdanhan ......... dong

- Khi ky tén vao phiéu mua hang:

“ Xin anh chi vui 1ong cho em biét tén, dia chi, sé dién thoai vao day a”

“ Xin anh chi vui long ky tén vao day a!”

- Khi phai stra lai:

“ Xin anh chi vui 1ong cho em biét tén”

“Ngay stra lai 1a ... gio, ngay ... thang...”

“Xin cdam on. Em da nhandu ...... dong”

- Khi tién khach:

“ Xin cam on. Anh chi mic 4o nay dep lam!”

“ Nh¢ ghé lai gian hang cta em nita nhé!”

- Trudng hop khong c6 san pham ma khach hai long:

“ Xin 16i da dé anh chj tim lau”

“ Khoang ngay ... s& c¢6 san phdm moi, anh chi nhé quay lai nhé!”

- Trudng hop hét hang:

“ Em that su xin 16i”

“ Xin dgi em mot chut dé em hoi xem gian hang khac ¢6 con khong?”

“ Anh chi hay dé lai dia chi, néu c6 em s& lién lac ngay”.
2. DOI THOAL:

a.Dang hoi:

St dung nhiing cau hoi nhu: “Em nghi rang ... nhung...”, “Em biét rang ...
nhung...”, “Khong phai nhu vay chir 7

Hi¢u qué cua phuong phép nay la cho nguoi khac co hdi chon Iya va cho
khoang thoi gian dé nguoi khac ¢ thé suy nghi.
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b. Dang hwéng din, 201 chuyén voi khdch hang:

Tao dé tai ndi chuyén, bang cach tao nhitng cau hoi va nhiing 101 khen ngoi
vé van dé do.

c. Dang gia dinh:

St dung ménh dé “Néu”. Hiéu qua cua phuong phip nay 1a tao sy lién
tuong, chuyén doi tinh hudng va co thé thay doi dé tai d6i thoai theo ndi dung da
gia dinh.

d. Dang “ dung .. nhwng_

St dung nhitng ciu : “ Vang. Nhung ma 13 ...”; Vang c6 nhitng diém nhu
vay that nhung ta hiy xem nhirng vu diém cta chung ta 1a ...”

e. Dang * Boomerang”

Bién nhing diém khach hang phé binh thanh vu diém cta san pham.

Vi du: Khach hang néi:* cai nay cting qua — hoic mém qua”. Ta sé& tra
101" nhung d6 chinh 1a vu diém”

f- Dang phu dinh:

C6 nhitng truong hop phai dung nhitng cau phu dinh 101 n6i cua khach
hang.

Vi du nhu: “Cai nay khong phai nhu vay”

8- Dang sw dung cdc vi du cu thé:

Dang ndy gan giéng voi dang gia dinh. Pua ra cac vi du cu thé dé khach
hang x4c nhan, phai giai thich cu thé tinh ning, cong dung ctia san pham.

h. Dang s dung cdc tw liéu:

Str dung céc tu liéu nhu Style Book, Catology ... tao dé tai giao tiép.

i. Cacdang khdc:

- Dang 1,2,3: Noi1 1, Nghe 2, Lap lai 3.

- Dang trich dan:

Dang nay xac nhan mot cach khach quan rang suy nghi cua khach 1a khong
sai. S& rat thich hop néu sir dung dang nay két hop véi dang d6i thoai Yes — But
( Vang — Nhung).

Vi du nhu: “ Céac khach hang khac cling n61 nhu vay”.

3. CHUY:

1. Khi dbi thoai phai nhin vao miat khach hang, nhung khong duogc
nhin cham cham.

2. Pé tranh mét moi, thinh thoai c6 thé chuyén tim nhin xudng san
pham hodc phan trén nguc khach hang.

3. Hudng tAm mét cta khach vao nhitng diém can luu ¥ nhu bang gia.

* Pic nhan tim trong giao tiép voi khich hang

Vay v6i vai tro ciia mot nhan vién ludn phai tiép xac véi khach hang, ban
nén lam thé nao? 7 10i khuyén dudi day diic két tir nhitng nhan xét, danh gia tir
goc d6 khach hang s& gitip ban d& dang hon trong nhirng cudc giao dich, trao ddi
v6i tu cach ca nhan, khién khach hang cua ban cdm thﬁy minh dugc ton trong,
dugc “1a ngudi quan trong”, ma khong phu thudc vao chinh sach hay hé thong
cua cong ty noi ban lam viéc.
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1. Hay swr dung tén riéng cua khach hang
Ban biét rang khach hang luon co oy
mot so dang ky hay ma khach hang va (
khi can ho c6 thé thong bao cho ban N
biét mi s6 do. Khi ban nhap con s6 do
vao hé théng, ban da biét rd tén khach
hang. Hay néu khach hang dua cho
ban mot tAm thé tin dung, ban ciing
biét 16 tén cia ho. Ban dung bo qua
diéu nay. Hay dung tén riéng cta ho
khi ban no61 161 chao héi, cam on, tam
biét.. dé lam cho bau khong khi tro
nén nhe nhang, than thi¢én hon. Hinh 42: Nho tén khdch
hang trong giao tiép

2. Khach hang mudn dwoe moi tham gia nhirng cudc gip g&, hop mit

Thong thuong, ai cling thich dugc quan tam dac biét, co thé chi don gian la
nhirng 16i thdm hoi, chiic mirng, hay thu moi nhan dip 1€ hoi. D6 1a 1y do tai sao
cac khach hang thuong thich dugc moi tham dy nhimg budi 2ap g0, giao luu ma
cong ty ban to chirc, nhitng Cau lac bo khach hang than thiét hay bét ctr diéu gi
dem lai cho khach hang cac lan giam gia, dich vu dac biét, dao tao, nhiing wu dai
nao d6 hay sy ngac nhién thu vi. Néu cong ty ban da c6 nhirng cau lac bo kiéu
nay, hay moi cang nhiéu khach hang tham dy cang tét, con néu ban chua c6, hiy
nghi dén viéc t6 chirc _mot cau lac bo nhu thé.
3. Ho6i khach hang ve nhirng 10'1 khuyén

Khach hang nao ciing c6 san nhitng ¥ kién c4 nhan vé cung cach lam viéc
cua ban va cong ty ban, va néu ho duoc hoi vao thoi diém thich hop theo nhiing
cach thich hop, dong tho1 ho cam thay rang ban thuc su quan tam dén cau tra
101, khach hang s& dua cho ban 101 khuyén d6. Nhitng tim phiéu 13y y kién duoc
in san dé khach hang tu dién vao c6 thé rat hitu ich, tuy nhién da s6 khach hang
thudng thich dugc tiép xuc ca nhan hon. Hiy tao ra co hdi cho khach hang co
thé noi 1én tat ca nhiing gi ho suy nghi, va phan thuéng ma khach hang danh cho
ban sé& 14 tin sudt nhitng 1an mua san pham dich vy cua ban ngay mot nhiéu hon.
Ban hdy thuong xuyén de nghi khach hang cung cap ban nhimg lo1 gop y hoac
101 khuyén, ho s€ luon san long. Va ai ma biét dugc, rat co thé mot ¥ tuong “bac
ty” nao d6 vé nhimg san pham, dich vu méi s& dén v6i cong ty ban chi bang
cach 1am tudng chimg nhu rat don gian nay.
4. Tran trong khach hang

Dung 1a doi1 luc ban rat ban ron, hé théng dich vu ctia ban c6 thé qua tai hay
ban dang c6 dén 5 khach hang cho dién thoai. Tuy nhién, khi khach hang goi
dién hay gh¢ tham, ban hay don t1ep ho mot cach nong 4m chén tinh va lam sao
dé khach hang cam thdy rang ban rat vui khi gip ho, lam cho ho khdng phai buc
bdi vi phai xép hang chd doi dén luot minh. Mot nu cudi, mot 101 chao, hay cau
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noi “Chung t6i s& phuc vu quy vi ngay bay gio” s& c6 tac dung rat 1on. Khach
hang luon danh gia cao su tran trong ma ban danh
cho ho. Néu ban “phét 16” khach hang, ban s€ cam
thdy thé nio néu khach hang sau do ciing s& “phét
16 ban?
5. Tao ra sw ngac nhién cho khach hang

Mot chat gi d6 phu thém vao don dat hang hay
nhiing 101 chi thich ghi bang tay s& cé tac dung tim
Iy rat 16n va rat hiru ich trong dich vu khach hang,
Tuong tu nhu vay la mdt lan giam gia dac biét, hay
101 mo1 dung tho mot mon an... Nhimng diéu bat ngd
nhu vay khong can phai that 16n lao, dit tién, v cling
khong can thyc hién vao moi thoi diém. Néu ban
nhan dugc mdt sy ngac nhién tha vi, ban co mudn
chia s¢ n6 v61 nhitng nguoi khac khong? Vay thi
khach hang cua ban chin han ciing s& lam nhu vay.  Hinh 43: Tao ra sw ngac

nhién cho khach hang

6. Xin 16i khach hang

Khach hang thuong rat kho chiu khi phai nghe nhimg 161 bao chira rang
nhitng viéc ban lam chang co gi 1a sai so voi nguyén tic cua cong ty, hay viéc
ban khong quan tdm dén thuc té rang don dit hang da dén cham 3 ngay, hodc
phan phi phu thém khong thé giam bét, ciing nhu san pham ma khach dat hang
d3 hét... Khach hang ludn biét nhitng gi da xay ra, cho du ban c6 bién ho cach
nao di nira. T6t nhat 13 khi c6 sai sot, ban hiy giri toi khach hang mot 11 xin 16i.
Xin tiét 16 v&i ban mot diéu kha thi vi: Néu ban mic 151 v6i khach hang va xin
18i ngay sau d6, khach hang sé& rat hai l1ong va con yéu quy ban nhiéu hon trudc
day. Hanh dong xin 161 va cam két dwa lai mot dich vu t6t hon ludn hitu ich dén
murc ban c6 thé xoa di su bat min ctia khach hang va chuyén no thanh 1ong trung
thanh, néu sau d6 ban thuc hién dugc nhiing gi di hua.
7. Ling nghe khach hang

Mot trong nhiing viéc rat can thiét néu ban mudn khach hang cam thﬁy ho
dugc coi trong- do 1a la‘ing nghe. Khi ban thuc su la‘ing nghe khach hang, mot
cam giac thoai mai, dé chiu s& xuat hién trong long mdi khach hang- boi vi sy
ling nghe chan thanh 14 kha hiém hoi, thim chi ngay ca khi ban & nha va ¢ gitta
nhimg nguoi than. Hay ling nghe nhing ban khoan, thic méc tir phia khach
hang, ling nghe y kién cta ho, lang nghe yéu cau cta ho. Nho d6, mot chiée cau
ndi cua sy hiéu biét s& duoc thiét 1ap gitra ban va khach hang. Khi ban thuc su
ling nghe, ban co6 thé khong tin dugc rang ban di dem lai cho khach hang cam
giac tot dep nhu thé nao.

MGdi ching ta déu c6 thé lam duoc phan 16n nhiing cong viée trén khong
mﬁy khé khan, bo1 vi do 1a cudc séng, l1a nhirng diéu nhé nhat nhung dem lai
niém vui 1én cho khach hang va cho chinh ban. Co thé, dich vu khach hang cua
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cong ty ban s& trd nén hap dan hon, d& dang thuc hién hon va nhanh chong tao
dung dugc long trung thanh tir phia khach hang.

CAU HOI ON TAP CHUONG III:
1. Khai ni¢m, vai tro ciia nguoi ban hang ?

2. Céc yéu cau can co6 cua nguoi ban hang ?
3. Tam li hoc trong ban hang ?
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BAI 4: QUY TRINH BAN HANG TRONG KINH DOANH, PHUC VU
NHA HANG
Ma mo6 dun: MD12 04

Muc tieu:

- Néu dugc quy trinh co ban vé hoat dong ban hang truc tiép va ban hang
gian tiép trong kinh doanh, phuc vu nha hang.

- Thyc hién chinh xac quy trinh ban hang.

- Chép hanh quy dinh vé quy trinh ban hang trong nha hang.
Noi dung chinh:

1. Ban hang truc tiép
1.1. Chao héi, dén tiép khach

Pon tiép va moi khach dinh vi tai nha hang. Cong viéc niy c6 thé duoc
thyc hién theo cach chuyén mén héa. Tirc 1a co thé phan cong cho nhiing nhan
vién c6 kha ning giao tiép tét, co kha ning nim bét tim 1y tot 1am viéc ¢ cung
doan phuc vu, tiép khach truc tiép nhu: don tiép khach méi dén cua hang, moi
thuc don, nhan dit dn cua khach, bung dua, gip rot thirc dn do udng phuc vu
khach trong bita an,... Nhu vdy s& lam ting sy cam nhan tot ctia khach vé chat
lugng dich vu ctia nha hang.

Ngoai ra nhan vién don tiép khach phai la nguoi hiéu biét siu sa‘ic vé céc
moén dn d6 udng cua nha hang, tham chi ca Ve cach ché bién mon in, vé phong
tuc tap quan trong an uong ctia cac ving mién dan toc khic nhau nham cé k¥
niang ban hang tot nhat va tdi da hoa doanh thu cho nha hang,

Nhiéu khach san hay nha hang c6 quy dinh riéng trong viéc chao hoi khach,
thong thuong c6 mdt loat cong viéc can dugc thyc hién khi mdt nguoi khach
budc vao nha hang. Chudi cong viée nay 1a “ tiép don- chao hoi va moi ngdi”,
c6 nghia 1a trudc tién ban phai don khach; sau d6 chiao hoi ho va cudi cing dua
ho téi chd ngdi ctia minh.

Mot vi du cho quy trinh chuan bj chao don khach khi nguoi do budce vao
nha hang nhu sau:

Nhan vién don khach trong trang phuc ngay ngan sach s&, givong mit tuoi
cuoi, dung trude cira nha hang dé chao hoi khach, tao khach cam giac thoai mai,
tao 4n tuong tot dep vé nha hang d6i véi khach hang.

1. Khi khach t61, chu dong bude téi chao khach véi vé mat tuoi cuoi. Noi “

Chao budi sang/ budi téi, thua 6ng/ ba Thiém” hodc thua 6ng/ thua ba néu

chua biét tén khach.

2. Tim hiéu xem khach d3 dit chd trudc chua va sb lugng khach.

3. Dan khach vao chd ngdi, nhan vién don khach di bén trai phia trudc

khach, gitt khoang cach khoang 1 mét, di theo nhip di cua khach.
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4. Tuy theo thanh phan khach, sé lugng khach va yéu cau cua khach ma

linh dong, dan khach t6i chd thich hop nhat.

5. Hoi y kién khach vé hudng ngdi, khach dong ¥ thi moi khach ngdi.

6. Gitp khach nhe nhang kéo ghé ra, vu tién cho phu nit va ngudi 1on tudi.

7. Pay ghé 1én trudc khi khach ngdi xudng.

8. Rot nudec moi khach

9. Cat 4o khoéc cho khach khi can thiét.

10. Ty gi61 thi€éu minh 1a nhan vién phuc vu s€ cham lo bira an cho khach.
N6i mot cach khac, néu ban 1a nhan vién tiép tan hiy tu giéi thiéu tén. Hanh
dong dan khach t&i ban an duoc goi la “ moi khach ngéi”, d6 1a mdt hanh dong
quan trong nham lam cho khach cam thdy dugc tiép don 4n can va khong phai
cho doi, d6 1a su phyc vu tot d6i voi khach hang.

Ban can tim hiéu cac quy dinh riéng cua khach san va tuan thu dung cac
quy dinh d3 dé ra. _Hay nho tAm quan trong cua nu cuoi, anh mat, dang di€u va

cai bat tay (neu can thlet). Viéc thuc hién don tlep khach nhét thiét phai duogc

thyc hién theo nhitng nguyén tic giao té thich hop.

1.2. Gi6i thiéu hang hoa véi khach

Thuc don: 14 danh myc cdc mon an, rugu vang va dd udng ma khach c6 thé
chon cho minh. Yéu ciu co ban 13 nhan vién phuc vu nhan thuc don ctia khach
phai c6 nang luc va sy hiéu biét thong subt vé thuc don.

Loai thuc don:

e Thyc don dit truge: 1a loai thuc don ¢ dinh s6 lugng cac moén an ma
khach da chon vo1 mdt mire gia ¢ dinh, cic moén dn s& dugc phuc vu theo thoi
gian da quy dinh.

e Thuc don goi theo mén: 1a loai thuc don liét ké dﬁy dt cac mon an san co,
mdi moén cd ghi r0 gia tach bi¢t, va phai doi dé moén duogc nau theo yéu cau.

oMot s6 loai thuc don khac: Thue don dn sang; Thuc don cac mdn an nhe;
Thuc don cdc mon dn trdng miéng; Thuc don phyc vu tai buéng.

Mot loai thuc don cho bita trua va bita t6i chuin thuong dugc sa‘ip Xép theo
trinh ty sau: M6n khai vi - Cac mén dn chinh — Trang miéng — D6 udng

Yéu ciu va nguyén tic

Khi khach di ngdi xong xudi co thé ho s& mudn goi d6 udng va vi thé rat
quan trong 13 ban phai biét nhitng cau hoi thuong dung trong viéc tiép nhan yéu
cau cua khach.

e Khong dé khach cho doi thuc don 1au qua mot phit

e Bit dau tao cho khach cam giac dugc phuyc vu an can.

e Khong héi thiic khach, dé cho khach c6 thoi gian chon lwa thoai mai.

* Sén sang cung cap moi thong tin mot cach chinh xac.
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¢Bio dam co du thuc don cho mdi khach trong ban.

Dung bén phai cua khach dé trinh thuc don theo tht tu: Khach nir trude —
khach nam sau — cudi cung 14 chu tiéc (néu c6).

Co 3 céch trinh:

o Xép kin thuc don, khach chi thay trang dau tién.

e Mo dung phan ndi dung khach yéu cau.

o Giit canh trén thuc don, chira canh dudi cho khach cam

Ghi nhan yéu ciu ciia khach Truong nhoém nha hang hodc nhan vién phuc
vu c6 kinh nghiém lam cOng viéc nay:

e Trong giao tép phai str dung ngdn tir chinh xac dé hiéu, ngan gon, lich su.

e Khong dung tiéng 16ng hodc cach ndi qua than mat.

o Chir viét trén order phai rd rang, chinh xac.

e Giai thich moi thiac mic cta khach vé thirc an — udng: thanh phan nguyén
liéu, phuong phap ché bién,v.v. tu van vé thirc udng.

eLudn dép Ung nhitng yéu ciu dic biét ngoai chuwong trinh cta khach,
trong pham vi cho phép. Piéu gi khong chic, phai kiém tra tai bd phan cé lién
quan trudce khi nhan 161 voi khach.

ePhai cam nhan nhu cau ctia khach dé khach dua ra phwong cach phuc vu
thich hop nhat nhu: khich muén an nhanh, khdch muén dung bira thong tha,
khach dang bi bénh v.v.

e Phan biét rd phﬁn an uéng cua tung khach trong ban dé tién viéc phuc vu
va lap hoa don.

e Thir ty nhan yéu cdu ctia khach: Néu c6 chu tiéc thi ghi yéu cau dau tién
cua:

e Vi khach nit ngdi bén trai chu tiéc.

e Nhiing khach nit con lai theo chiéu kim dong hé.

e Toan bo khach nam theo chiéu kim ddng hd tinh tir chu tiéc.

e Cubi cung 1a chi tiéc.

Néu khong c6 chil tiéc thi nhan vién ty phong doan chu tiéc theo cam nhan
va phuc vu nhu trén. Néu c6 tré em thi wu tién phuc vu trude.
1.3. Thuyét phuc khach mua hang

Nhleu cong ty da xay dung va truyén tai cac thong diép O muc do cong ty,
bao gdm nhitng phat kién ngodn tir don nhit hay nhitng tir viét tit c6 lién quan.
Duéi ddy 1a 5 CachThuyét Phuc Khach Hang
1). Tranh sir dung ngon tir cong ty

That dang tiéc, diéu nay co thé khién cac nhan vién ban hang danh nhing
quang thoi gian quy bau cta ho vao viéc nd luc xac dinh va gidi thich ban than
noi dung thong diép ma khong dién ta dugce gia tri kinh doanh t&i cac khach
hang.

Thay vao dé, ban can phai ké mot cdu chuyén khai pha cac thach thic kinh
doanh va phuong phap cta cong ty ban dé giai quyét nhirng van dé d6. Khi no
bit dau trd nén thich hop trong cudc thdo luadn, ban s€ phac hoa nd trong cac
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cum tir viét tét va két ndi no giita nhitng buc tranh va cac giai phap. Tiép theo,
hiy biéu 19 rang “Tai cong ty XYZ, ching t61 goi do 1a....”.

Ban can nhd rang cac khach hang mudn biét rd ban giai quyét cac khic
méc nhu thé ndo, con chi cac nha phan tich méi mong biét ban goi né 1a gi
2). Stk dung giong néi ciia kinh nghiém va suw hiéu biét

Ban s& kho co thé tao dung dugc nhitng cudc hoi thoai y nghia vo1 khach
hang néu khong ndm rd nhiéu thong tin vé ho. That tuyét voi néu ban chia sé
duogc v6i cac khach hang cac thong tin riéng tu than can.

Bén canh do, ban can an khép 10 rang voi
nhitng gi ma CEO cua cong ty mong doi ¢ ban.
Pé duge nhu vay, vai tro cua ban s€ nhu mot
nha chién luoc va khich 18 trong hoi thoai véi
khach hang. Hon tat c4, ban can lam chu cudc
tro chuyén, ra dugc nhiing quyét dinh thich
hop nhat va dam bao rang cac khach hang luon
cam thiy thich thGi véi nhiing thong tin, két
luan cua ban.

3). Bam bdo no co y nghia voi cdc khach hang

C6 hai d& xuat ¢ day. Thtr nhét, ban hay
giit cac ludn diém dugc ngan gon va co6 muc tiéu rd rang — vi du, “Chuing t6i nd
luc dé giai quyét ba thach thirc kinh doanh then chdt” — nham gitp d& cac khach
hang ctia ban hinh dung dugc mot birc tranh tong thé nhat.

Ban can nhd rang rat c¢6 thé cac khach hang s& phai mang cau truyén cia
ban t¢i ddng nghiép hay ngudi than cua ho trude khi ra quyét dinh mua sam. Vi
vay, viéc gitt nhirg luan diém duoc don gian dé cac khach hang sau d6 c6 thé
thuat lai voi nhitng nguoi khic xung quanh ludn that tuyét voi dé thuc day
doanh sb ban hang,

Thu hai, ban hay st dung cac vi du minh hoa. Ho1 thoai voi khach hang 1a
co hoi tuyét voi dé thic day va boc 16 nhimg dir liéu nghién ctru vé cac ciu
truyén kinh doanh thanh cong ctia cong ty ban theo cach thirc mang tinh ca nhan
nhiéu hon. Tham chi néu ban khong thé sir dung cac tén cong ty riéng biét, ban
hiy trich dan cac tinh hudng noi ma cong ty ban c6 thé minh hoa nén mot buc
tranh thanh cong nhat.

4). Bam bao tinh dang nho

K¥ thuat ban hang co thé rat phuc tap. Tat ca chung ta phai biét cach tao
dung 4n tuong théng qua 101 4n tiéng nodi ctia minh. Va dé xdy dung mot cudc
ndi chuyén thu vi vo1 khach hang, trude ti€én ban phai xac dinh rd nhiing gi
tuong thich nhét.

S& rat quan trong vo1 viéc nam viing cac quy tic dién thuyet co ban. Hay
dam bao cau vin ngin gon va cac k¥ thuat khich 18 hop 1y, chang han nhu nghé
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thuat lap lai 4m dau va luyén 4m dé xay dung ¥ nghia 1i n6i. Tranh nhiing thuat
ngit, cdu ndi hay cac viét tat dai dong ma cac khach hang can hoi thém dé co thé
hiéu 5.

5). Co sy khoi man hop Iy

Hay xay dung nhiing cudc hoi thoai gidi thiéu ddy y nghia v6i khach hang
nhu mot bude di dau tén trong chudi cac hanh dong ban hang theo mot cach thir
logic va co trong diém. Mdi sy trao doi nén c6 diém khoi dau va két thuc rd
rang. Va ban can hiéu rd muc tiéu cua tung cudc nodi chuyén voi khach hang
cung nhirng hanh dong thich hgp sau do.

Bang viéc xdy duyng mot con duong di dung hudng, trén cuong vi nhin
vién ban hang, ban dang dam bao ring cac chuong trinh va chién luoc tiép thi
kinh doanh cua cong ty ludn thich hop nhit v6i phuong phap ban hang.

C6 thé thay, mot nhan vién ban hang gioi la mot nhan vién luon biét cach
xay dung dugc nhimg cudc hoi thao day y nghia va c6 muc tiéu voi cac khach
hang. Nhung dé thuc su thanh cong, ban can phai quan tim thau déo to1 tat ca
cac nhu ciu cua cong ty ciing nhu ctia khach hang, 1am sao dé hai nhu cu nay
hai hoa v&1 nhau

e Nhiing ghi nhé khi thuyét phuc khach hang

NHUNG
Ngin gon Trony
Kién quyét Khéo léo
Nhan manh Mém méng
Chac chan Lich thiép
Kién dinh Hoa nha

Ludén cam két
Hinh_ 44: Nhitng ghi nhé khi thuyét phuc khdch hang

1.4. Tiép nhan cac yéu cau cia khach vé hang hoa

eDua danh muc ruoy vang va d6 uong sau khi goi thirc an. Menu ruou nén
dua cung v61 menu d6 an (vi ho mudn chon rugu va dé an cho phu hop véi
nhau-dac biét 1a khach Phap).

Gido trinh Ky néng ban hang trong nha hang
Truong Cao Bang Ky Ngh¢ 11



83

ePua menu ruou cho Chu tiéc ngay sau khi dwa menu d6 an cho phu nit,
hoidc ¢6 thé dua menu ruou ludn cho chu tiéc vi ong nay 1a ngudi sé quyét dinh
loai rugu cho ca ban. Khach c6 thé ubng Champange hay rugu khai vi truéc khi
bt dau.

eDua danh muc rugu vang cho nguoi chu ti€c, hdy noi: "Xin moi ngai xem
danh muc rugu" hay “ thua ong, 6ng c6 muén xem danh muc rugu vang
khong?”.

e Hiy dé cho khach hang c6 thoi gian xem xét thyc don. Hiy cht quan sat,
nhitng khong duoc té thai do thiic giuc: suy doan xem khach di sin sang goi
mon chua.

e Tién lai gﬁn ban lan nira va dé nghi dugc tiép nhan yéu cau, chuin bi sin
but hodc quyén bién lai hai hodc ba lién. (Phiéu ghi yéu cau ctia khach phai c6
thong tin sau: S6 ban, SO khach, Ngay, Tén nguoi phyc vy, chir ky, Thoi gian
yéu cau,... Thong tin nay rt quan trong vé phuong dién quan Iy nham dam bao
cong viée ¢ to chirc).

eCac khach hang c6 thé khong biét mén trong thyc don, ban nén gitip
khach: Giai thich mot sé mon chinh trong thuc don, Giai thich cach nau mon do,
Chi din céc thirc an di kém nudc sbt va cac gia vi, Pua ra cic mon goi ¥,... Gioi
thiéu cic mon dic san trong ngdy, tu van cho khach chon lya khi khach yéu cau,
khong quén thong bao nhitng mén an — dd udng da ban hét. 7. khéo 1éo dé nghi
mon an, thirc uéng dé ban duoc nhiéu san phﬁm.

e Mo tad cac mon an trong thyc don va dua ra céac dé xuét néu can thiét hoac
dugc yéu cau. Phai mo ta rat ching xac cac mon an. Dé 1am duoc diéu nay, ban
phai biét vé san pham ctia nha hang.

e D¢ co thé kiém soat duoc trude khi nhan yéu ciu hiy viét ra bon thong tin
quan trong sau trén s6 bién lai: SO ban, SO lugng bo dd an (covers), Ngay thang,
Chtr ky nhan vién phuc vu,...

eDién vao sb bién lai ghi lai sb cac moén an da duoc go1, nhom lai v&i nhau:
tt ca cac mon khai Vi, TAt ca cac mon sup, TAt ca cac mon chinh, TAt ca cac
mon rau,...

eNhan ddt cic mon chinh, sau d6 ban méi nhan dit cac mon trang mi¢ng
va ca phé. Viét that o rang va dé doc.

e Hoi khach xem ho muén mén an dugc ndu nhu thé nao “ Ong mubn dung
moén bit tét tai vira hay chin k§?”.

e Nhiéc lai v&i khach vé cac mén da dit dé dam bao chinh xac.

eNhan yéu cau rugu vang (néu khach yéu cu). Phai dam bao ruou vang s&
dugc phuc vu vao th(‘)’i diém va nhiét d6 thich hop. Sir dung mot phiéu ghi riéng

eNhin yéu ciu cac mon trang mi¢ng ngot va ca phé ghi vao mot phiéu méi
va dung quen ghi day du 5 thong tin can thiét trén phiéu.

eKiém tra xem s6 lugng mon goi da diing so v&i ngudi trong nhom chura.

e Cam on va mang thuc don di.
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®Sao phiéu ghi va dua yéu cau vao nha bép. Ban gitr lai mot lién dé 1am
phiéu thanh toan sau nay. Mot lién chuyén cho ngudi thu tién (néu can).

eKhi khach di dung xong cic mon chinh, mang thyc don lai lan nira cho
khach (néu cén)

Luu y: Tiép nhan yéu cau cua khach 1a mot nhiém vu quan trong va thong
thudng bita dn c6 dat yéu cau hay khong 1a phu thudc vao sy chinh xac cua
nhirng chi dan hay yéu cau cua khach khi truyén dat lai cho bd phan bép va quﬁy
bar.

Nghé thuat ban hang: Trong cong viéc cua minh, ban sé la nguo1 ban hang
cho nha hang. Trach nhiém cua ban 1a giao tiép voi khach hang va ban hang cho
nha hang.

Ban c6 thé thyc hién diéu nay thong qua viéc gisi thidu hay goi y, gioi
thiéu cdc mon an dic san, dua ra cac dd an phu thém nhu rugu vang hay trang
miéng... Cung cép dich vu cho khach hang dat tiéu chuin cao cling 1a mdt phﬁn
vai tro ctia nguoi ban hang. Tiéu chuin ngoai hinh, cac k¥ ning chuyén mon s&
gop phén tao nén su hai long cua khach vé phong cach phuc vu cua ban - day
cling 1a mot kiéu nghé thuat ban hang,

Chuyén phiéu yéu cau dung lic cho nha bép hay quiy bar 13 vin dé cuc ky
quan trong vi n6 ¢ anh hudng dén chét lugng va thoi gian phuc vu tinh tir khi
dua yéu cau dén nha bép va quiy bar tré di. Cac mén an trong thuc don goi mén
ludn duoc 1am va nau theo yéu cdu nén cic dau bép can cd nhiéu chi dan dé
chuan bi mén dn. Nhan vién phuc vu trong quay bar ciing can c6 nhiéu chi dan
dé chuan bj tai quay.

Nhin chung néu ta str dung cach ghi mang tinh truyén thong la: khi go1 yéu
cau an, thi ta lJdy mot ban sao va chuyen yéu cau d6 3 an cho nha bep Khi goi yéu
cau do udng, thi ta lay ban sao va chuyen yéu cau d6 udng cho quay bar.

Thoi gian chd doi: Mot trong van dé hay bi khach hang phan nan nhét tai
nha hang la thoi gian va ho phai cho doi dé duogc ‘phuc vu ca vé an ciing nhu
ubng. Thoi gian cho doi phai 1a khoang thoi gian tdi thiéu hop ly gitta cic mon
an. Tdc do, nhip do va thoi gian phyc vu 14 quan trong ddi véi:

e Khach hang: Do ho do1 hodc mét nén khong du kién nhan dé doi moén dn
hay d6 udng minh di goi.

eNhan vién phuc vu d0, dn udng: Tranh cing thang vé thoi gian phuc vu
dac bi€t trong thoi gian co nhiéu ban phai phuc vu.

eNhan vién ché bién moén dn: Cho phép ho co6 da thoi gian dé niu dic biét
do la thuc don goi theo mon.

Pé lam tot cong viée va duy tri chat lugng cao, cin phai co syu phéi hop
chit ch& va tuong trg gitta nha bép va bo phin phuc vu dn udng.

1.5. Phuc vu khach
T6 chirc phuc vu truc tiép trong thoi gian khach in udng tai nha hang:
Trong giai doan nay nhan vién phuc vu phai tiép xuc truc ti€p vé1 khach mdt
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khoang thoi gian twong ddi dai va phai thuc hién nhiéu dong tac k¥ thuat. Yeéu
cau dit ra trong giai doan nay ddi v&i nhan vién phuc vu ban la:

e Ludn t6 thai do t6t voi moi khach hang trong sudt qué trinh phuc vu

e Téc d6 phuc vu phai nhanh va dic biét chl y dén dam béo thoi diém phuc
vu mon an phai kip thoi.

e Phyc vu phai du, phai ding mon theo yéu ciu cta khach

ePhai thuan thyc trong cic thao tac k¥ thuat phuc vu truc tiép dé ching
minh tinh chuyén nghi€p cua nhan vién nha hang — didu do gitp phan biét thu
hang cua cac nha hang sang trong hay khong. Piéu d6 s& co quyét dinh d6i véi
murc phi phuc vu nha hang.

Trai qua nhiéu nim, s phuong phap phuc vu da phat trién tir don gian cho
dén ngay cang phtr tap hon, doi hoi mot mirc d6 ky ning cao hon. Gido trinh nay
tap trung vao 3 cach phuc vu: phuc vu theo mon, phuc vu theo suit va phuc vu
kiéu gia dinh.

e Phuc vu theo mon: Nhan vién phuc vy dung doi dé bay va phuc vu thuc
an cho khach Ién cac dia cua ho, dia det hodc sau, str dung thia va dia.

e Phuc vu kiéu gia dinh: Thuc an dugc ddt trén ban trong nhiéu dia khéc
nhau dé khach hang ty phuc vu. Vi dy: trong cic nha hang truyén théng.

ePhuc vu theo suit: Mon an chinh dugc dau bép dat va bay bién vao dia.
Nhan vién phuc vu dat dia thirc an trudc mat khach.

1.6. Thanh toan

Day la giai doan cudi cung trong qua trinh phuc vu mot lugt khach cua
nha hang. Piéu quan trong nhét 13 doi hoi nhan vién phuc vu ban phai biét kién
tri, nhan nai va lich su trong thoi gian doi khach an xong va thanh toan tién.
Tinh chinh x4c cao ciing 1 yéu cau khong thé thiéu cua giai doan phuc vu nay.
Cong viéc tién khach doi hoi nhimng kién thirc giao tiép ciia nhan vién phuc vu
ban. Quyén chu dong chao truéc khi chia tay thudc vé khach. Ngay sau khi
khach da roi khoi nha hang, nhin vién phuc vy phai khin truong thu don ban an
dé tiép tuc phuc vu luot khach tiép theo. Nguoi phuc vu phai c6 kha nang tinh
nhanh hé sb sir dung chd ngdi hang bita ctia nha hang dé chi dong tim cach tan
kha ning quay vong ché ngdi cho nha hang.
Céc cong viéc khi khach tinh tién

* Khi khach yéu ciu tinh tién thi nhan vién phuc vu kiém tra xem nhiing

dd uéng ma khach chua dung dé thuan tién cho viéc tinh tién.

e Trinh héa don tinh tién

e Khong dugc trinh héa don cho khach khi chua c6 yéu cau.

e Khong dé khach cho doi hoa don hodc tién thdi. Nhén vién phuc vu bang
sy nhay cdm, kinh nghiém nghe nghiép biét ban khach nao sip yéu cau tinh tién
dé bao trudc cho thu ngan nham han ché thoi gian khach choi doi hoa don.

eHoba don phai dugc trinh bay rd rang, tinh toan chinh xac.

¢ Nhan vién phuc tuin ti thao tac:

e Bio cho ngudi thu ngan l4p hoa don khi khach yéu cau tinh tién.
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eDén bén phai khach, hoa don kep trong tap gip.

eSau d6, roi ban mot khoang cach ngan dé khach kiém tra hoa don, dém
tién.

eKhach tra bﬁng tién mit thi kiém tra tai chd. Néu khach tra thiéu thi néi
cho khach biét ngay dé bd sung. Giao tién cho ngudi thu ngan sau dé tra tién
thira cho khach (néu c6). Néu khach yéu cau hoa don thi dua héa don phu.

1.7. Tién khach

eTao cho khach 4n tugng cudi cung that tét dep bang anh mét than thién,
nu cudi va cau chao 1& phép.

e Tranh thi hoi ¥ kién khach vé nhing diéu hai 1ong va chua hai long & nha
hang dé co nhiing bién phap khic phuc va cai tién chét lugng phuc vu.

e Sau d6: kéo ghé ra dé khach thoai mai roi ban. Tranh gy tiéng on khi kéo
ghé.

o Gilip khach 1y tai xach, hanh 1y, v.v.

Kiém tra nhanh xem khach c6 bo quén vat gi khong.

e Cam on va chao tam biét, tién khach.

THAM KHAO QUY TRINH BAN HANG TRUC TIEP TAI NHA
HANG

eBudc 1: Chuan bi

Nhan vién phuc vu & bd phan ban chuan bi trude gi0 an hodc sau khi
khach ra vé tién hanh thu don va chudn bi lai @& don khach méi. Thong thuong
thi vao lic 6h30 nhan vién phai c6 mat ding gio, day du dé tap trung hoan tat
viéc chuan bi. Cac cong viéc bao gom:

- Quét don phong an.

- Lau chui va ké ban ghé.

- Gép khin an.

- Trat gia vi vao lo dung gia vi.

- Xem ki thyc don trong ngay.

- Trai khan an 1€n ban an.

- Bay dung cu an 1én ban.

- Kiém tra.

eBudc 2: Bon khach

M cong cho khach vao. Khach dé xe vao khu vuc bai dd xe sau d6 co
nhan vién bao vé s€ Xép xe lai cho khach. Sau d6 nhan vién phuc vu ban chao
don va sip xép chd ngdi cho khach (chao khach va hoi khach da dit ban trude
hay chua,di bao nhiéu ngudi dé bd tri chd ngdi cho khach. Dan khach vao ban
an)

e Budc 3: Ghi nhan nhu ciu vé thuc don cua khach.

Trinh thyc don Ghi nhin yéu cau cta khach

Lip lai toan bd yéu cau cia khach

Thu lai thuc don
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e Budc 4: Chuyén yéu cau ciia khach dén cac bo phéan c6 lién quan.

Khau nay nhan vién ban phai chuyén phiéu order cho 2 bo phan. Mot lién
giao cho bo phan bép dé ché bién mén dn con mot lién s& giao cho nhan vién thu
ngan dé thyc hién viéc tinh toan.

eBudc 5: Chuyen moén an, dd uong tr bo phan bep dén khach.

Sau khi nha bép dua trén phiéu order ché bién xong mon an s& bao cho
nhan vién ban mang thitc an cho khach.

eBudc 6: Phuc vu khach an uéng.

- Nhan vién phuc vu ban dung khay dé chuyén mon an hodc khi thu don
dung cu an uéng.

- Trong ltc khach an udng nhan vién phuc vu ding gan khu vuc ban in
quan sat nhitng biéu hién trong ban cua khach khi khach can gitp d.

eBudc 7: Thanh toan

Khi ¢6 yéu cau thanh toan tir khach . Nhan vién ban s& vao va bao s6 ban
cho nhan vién thu ngan dé nhan vién thu ngan tinh toan chinh xac. Sau d6 nhan
vién ban trinh hoa don cho khach, nhan tién va giri tién thira cho khach.

eBudc 8: Thu don

Nhan vién phuc vu ban tién hanh thu don ban ghé, chén bat ban xubng khu
vuc bép dé nhan vién tap vu rua.
2. Tiép nhén yéu ciu va ban hang gian tiép (qua cic phwong tién thong tin,
lién lac)
2.1. Chao héi, cung cip théng tin
- Nhu quy trinh ban hang truc tiép nhung qua
dién thoai, lic nay nguoi mua va ngudi ban
khong nhin thiy nhau nén nguoi ban phai cha
y dén giong noi, ngdn tir nhiéu hon dé chiém
cam tinh cua khach hang.

Cung cép tit ca nhiing thong tin khach
hoi va tra 101 tat ca nhitng cau hoi ctia khach
hang

2.2. Gi¢i thiéu hang hoa véi khach
Hoi nhu cau cua khach
VD: Khach dit bao nhiéu chd Hinh 45: Ban hang qua dién thoai
Luc may gid khach t6i
Khach thich khong gian nhu thé nio
2.3. Thuyét phuc khach mua hang

C6 thé nha hang ctia ban c6 nhiing thr khong dép ting duoc nhiing yéu cau
ctia khach. Vi vy ban phai biét cach thuyét phuc khach hang, lac ndy ban phai
biét cach néu nhiing loi ich khi an tai nha hang ciia ban, hodc hudng khach sang
mot nhu cau khac ma van dam bao su hai long cho khach hang
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2.4. Tiép nhén cic yéu ciu ciia khach vé hang hoa
Sau khi khach da dong y an tai nha hang cua ban. Ban phai ghi nhan tat ca

nhimg tin cua khach nhu ngoai sO luong nguoi an, thoi gian den an, thi phai
quan tdm té1 mon an, cac yéu cau dac biét khac. Sau d6 bao 1én cap trén va bd
phan ban, bép, phuc vu dé chuan bi sin sang don khach.
2.5. Kiém tra viéc ban hang

Sau khi tiép nhan yéu cau ciia khach vé hang hoa, cong viéc can lam tiép theo
ctia ngudi ban hang 13 kiém tra viéc ban hang dé sin sang cho cong tic chuin bi
phuc vu. Khi kiém tra viéc ban hang, nguoi ban hang can kiém tra dﬁy du, chinh
xac cac cong viéc nhu sau:

- Kiém tra cac thong tin trong phiéu ghi yéu cau cua khach vé tén mon an,
d6 udng, s6 luong, cac yéu cau dic biét, thoi gian phuc vu,...dé dam bao ring da
ghi dung, du.

- Théng qua bd phan ché bién, kiém tra cac loai nguyén liéu thyc pham.

- Kiém tra dé chéc chin rﬁng da bd tri nhan luc phuc vu cho cac khau.

- Kiém tra céc trang thiét bi va dung cu phuc vu khach.

Cong viéc kiém tra dugc nguoi ban hang tién hanh nhanh chong, can than
va bao cdo 1én cap trén nhimg van dé con thiéu xot.

2.6. Chuén bi phuc vu

Trudc thoi gian khach hen dén it nhét 1a 30 phut thi phai kiém tra tat ca
nhiing gi ma dé phuc vu khach: ban an, thirc in, nhan vién....
Khi khach dén thi phuc vu khach hang nhu quy trinh phuc vu truc tiép
3. Quy trinh ban hang cho khach mang di (khong tiéu dung tai nha hang)

Khéch dén nha hang mua hang c6 thé an tai chd, nhung cling c6 thé ma vé.
Khi khach mua mang vé thi can cha y nhirng diém sau:

Xem yéu cau ctia khach vé s6 lugng va chat luong va chung loai hang hoa
ma khach yéu cau.

Thong bao cho bd phan ché bién dé chuan bi

Goi can than dd an cho khach, néu 13 loai thtr dn doi hoi dn ndng thi phai boc
ky dé giir nhiét, dam bao mui vi mén in

4. Mot so diém chu y trong hoat ddng ban hang
* Nhirng 16i thworng giip khi ban hang

Pé d6i mat voi canh tranh quyét liét tir nhitng nha ban 1¢ 16n thi viéc nhan
thirc nhirng diéu sau day 1a rat quan trong vdi cac chii doanh nghiép.

Ky ndng ban hang chuyén nghiép cua nhan vién la nhan t6 quan trong anh
huong to1 su thanh cong hay that bai cua doanh nghiép. Nhirg ky nang cua ho
bao gdm cung cip cac dich vu va xtc tién ban hang - s& 1a mot loi thé khién ban
vugt trd1 hon so voi cac hang ban 1€ 16n.
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Pbi voi khach hang, nhan vién ban hang chinh 13 cira hang cta ban. Piéu
d6 ciing c6 nghia 13, trong suy nghi ctia ho, néu nhan vién ban hang tt thi ctra
hang d6 1a tot, con nhan vién ban hang toi, thi ctra hang do6 1 tdi.

Mot chuong trinh quang cdo thanh cong s& 16i kéo duoc rat nhiéu khach
hang dén véi cira hang ctia ban. Diéu d6 that tuyét! Nhung dé 1am cho ho mudn
mua hang thi trudc tién ban phai tap trung vao viéc dao tao mot doi ngli nhan
vién ban hang nang dong. Boi ban phai biét rang cac doanh nghiép kinh doanh
thua 16 déu c6 chung van dé vé nhan vién

Mot nghién ctru gan day cho thiy
62% khach hang roi khoi cira hang ma
khong mua gi, chi boi nguyén nhan rat
don gian — nhan vién khong c6 mat &
do.

Sau day 1a nim 1y do khién nhan
vién ctia ban c6 thé 1am mét doanh thu:
1. Su tho o.

Mot budi sang thi bay, Mariee Jackson budc vao mot hiéu sach ving vé dé
tim mua cuén sach ma cb can. C6 khong tim no trén cac gia sach ma tién vé
phia nhitng nhan vién ban hang dang tdn gau mot cach vui vé & qudy tinh tién.
C6 kién nhan chd doi cho dén khi mot trong s6 ho nhin ra sy c6 mit cla cd va
dé nghi dugc gitp dd. Marie hoi vé cuén sich ma c6 mudn tim, anh ta dap
”Xin 161, chiing t6i khéng con cudn d6”, va khong hé hoi co c6 mudn dit sach
hay goi dién t61 cac hiéu sach khac trong cung chudi cira hang cua cong ty dé
tim cudn sach d6 cho ¢b. Va rdi, v4i su nhiét tinh hon khi tra 161 yéu cau cua
Marie, anh ta quay lai v&i hai dong nghiép dé tiép tuc cau chuyén dang bo do.
Tinh hudng trén d6i v6i Marie that 13 t&, nhung dbi v6i hiéu sach thi con tdi té
hon nhiéu. Ma thuc té thi cudn sach c6 & trén gia, nod nam do6 tir 1au, khi Marie
b6 di, n6 s& con nam mai d6 vi chang ban duoc .

Liéu diéu nay co xay ra voi ctra hang ban khong?
2. Panh gia sai y dinh mua cua khach hang.
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Van mic nguyen bo quan 4o cong s, Julie Sampson budc vao cua hang xe
may cung v4i chong va hai dira con cua c6. Ho muon dudinh mua mot chiéc xe
mdy trong vai tudn nira. Nam nhan vién ban hang dung sau quay tinh tién khong
cha y gi toi nhirg nguoi khach vira budce vao cura hang. Julie va b6 c¢6 cham chi
xem tung ch1ec xe kiéu moi trong cira hang v6i day vé kho hiéu va do du. Thoi
gian nang né troi qua ma nhan vién ban hang thi chang hé quan tdm dén ho.
Chot ho nghe thay tiéng dong co xe may ndé am am roi tit lim dung lai trude ctra
hang . Sau d6 canh ctra bat mé, mdt nguoi dan 6ng va mot nguoi phu nir khoac
tay nhau budc vao, ca hai déu mic bd dd da mau den cua ngudi di xe may. Cac
nhan vién l4p ttrc lao t&i chd ho va niém nd moi chao. Phin nd vé cach cu xir
thién vi nhu vay, Julie va gia dinh minh roi khoi cira hang ma chang mua gi. Co
con ké va khuyén ban bé nén mua xe may & bat cir cira hang nao trir cira hang
cO da tdi. Trong truong hop nay, cdc nhan vién da danh gia sai kha nang mua
ctia Julie va dé mat khong chi doanh thu trong ngay, ma con mét ludn ca co hoi
ban hang cho nhirng nguo1 than cta Julie trong tuong lai.

Céch cu x1r nay c6 ¢ ctra hang cuia ban khong?
3.Thiéu hiéu biét vé& san pham.

Andy va Amy Georffrey vao mot cua hang chuyén ban dung cu lam bép dé
tim mua nhitng tht ho can cho bita tiéc t6 chirc vao toi thir bay. Khi khong tim
thdy, ho hoi nguoi ban hang, va co ta 1ap tirc tra 101 1a khong biét ho dang hoi vé
thir gi. Thuc ra, dung cu 1am bép khong phai 14 mat hang qua dic biét ddi véi
mot ctra hang kinh doanh loai nay. Amy ciling la mo6t chii doanh nghi€p, c6 da
phan nan v&i nguoi quan 1y rang that ngac nhién khi ngudiban hang khong biét
do 1a thu gi.

Ngudi quan 1y giai thich rang. “ C6 4y 1a mot trong nhitng nhan vién méi
ctia chung toi. Co 4y méi chi 1am viée & day duogc ba thang”. Pay khong phai 1a
Iy do. Theo chiing toi thi 90 ngay 1a qua du dé thong thao cdc mit hang dang
kinh doanh.

Liéu ban c6 nhiing nhan vién nhu thé khong?
4.Su tho 10.

Sau mgt ngay lam viéc mét nhoai, Michelson chay v0i vao mdt ctra hang
bach héa con mo cira dé mua sam vai thir cho cdu con trai Richard. Co tim thiy
kiéu 40 so-mi minh cdn nhung chua tim duoc ¢& thich hop. Hai nhan vién ban
hang dang ban biu voi cong viée kiém ke hang hoa va tinh toan sO sach khong
hé ngude 1én xem vi khach vira téi c6 can gitp do gi khong. Gan mot t1eng dong
hé troi qua, Sharon bo ¥ dinh tim kiém chiéc 4o va tién dén quay tinh tién véi
chi mot trong bdn tht ¢6 dinh mua. Khi c6 dom giong dinh hoi thi ngudi ban
hang nhin 1én, cuc can ném chiéc but chi 1én mat quay, mat liéc dong hd, cb ta
nhin Sharon va lanh lung hoi:” C6 khong dinh mua gi nita phai khong?”

Liéu diéu nay co xdy ra & cira hang ctia ban khong?
5.B6 qua su tu van cho khach hang,
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Chuan bi cho viéc tu stra nha ctra, Ryan Benson di dén ctra hang vat liéu
xay dung dé tim mua mot vai tim d4 phién. Trudc d6, anh chua ding nd bao gio
nén hiéu biét rat mo ho ve tha vat liéu nay. Trong ctra hang, khong ai co goi ¥ gi
vé cac san pham cung nhu vé chuyén méon dé gitp Ryan thyc hién y dinh cua
minh. Sau khi tr¢ v€ nha, anh nhan thay minh that sy can dung dén nhitng tim
da phién d6 va quay lai ctra hang. Lan nay, mot nhan vién ban hang c6 kinh
nghiém da giai dap dugc nhimng khuc méc cua Ryan, dong thoi con tu van thém
vé cac dung cu, thiét bi can thiét cho cong viéc tu stra. Ryan mua hét nhiing
dung cu ma nguoi nhan vié khuyén rdi nhanh chong tré vé nha bit tay thuc hién
ké hoach ctia minh.

Néu ngay tir dau ai d6 trong s6 nhan vién quan tim dén nhu ciu cua Ryan
thi han da c6 thé tiét kiém thoi gian cho anh ciing nhu cho ho, va két qua 13 hai
bén cung co loi. Lidu diéu nay co xay ra & cira hang cua ban khong?

* Cong thire 6 C - Cong thirc ban hang chuyén nghiép:

Ngay nay, cling c6 nhitng ctra hang, nguoi ban hang chuyén nghi¢p, phuc
vu nhiét tinh, nhung sé nay khong nhiéu va chua phd bién. Khi di mua hang hau
hét khach hang déu than phién thai do va phong cach ban hang, phuc vu khach
hang quéa chan, khong chuyén nghiép, thiéu ton trong khach hang,

Viét Nam dugc danh gia 1a qudc gia co hé théng ban 1¢ s6i dong va hap
dan dung hang thtr 4 trén toan thé gidi. Nhung hién nay, luc lwong nhan su dap
ung trong linh vyc ban hang, trung bay, phuc vu khach hang va quan ly ban
hang, quan 1y cira hang dang rat khan hiém va cang khan hiém hon khi nguoi
ban hang chwa qua truong l6p chuyén nghiép va xem viéc ban hang chwa phai
la nghé chuyén nghiép.

1. Cuoi ty nhién — mot cach thu hiut khach hang chuyén nghiép

Cuoi la cu chi dep nhat cua con nguoi. Hay cuoi that tuoi dé tao ra su thong
thuong cam xtc voi1 khach hang khi ho vira ghé vao ctra hang cua ban. Mot ny
cudi ctia ngudi ban hang s& dem dén ca mot bau trdi hanh phiic va niém hung
phan cho bat ky ai ghé vao ctra hang. Khi khach hang bat gip duoc nu cudi cua
nguoi ban hang tai ctra hang, 1ic do ho s€ c6 cam xtc that dac biét va c6 cam
tinh ngay voi nguoi ban, san pham va cira hang ctia ban.

Tuy nhién cudi ciing chiang dé dang gi, mét nu cuoi c6 duyén va thit long phdi
that twoi va tu nhién, ban hdy tudng tugng khach hang 1a mot nguoi dang ton
trong, ngudi dén dé tra luong cho minh va tao ra cong viéc cho minh ban s& cudi
tuoi. Nhung khong lam dung cuoi, chua noi da cudi ho hé sé& bién thanh nguoi
khong co duyén, cudi dé cau hoa, cdu may ban tré nén guong gao va mat ty tin,
khach hang s& bi r6i va khong thoai méi khi tiép can vai ban.

2. Chao — tao cho khach hang su thoai mai

Chao dén, chao hoi hay chao mdi khi khach hang dén cira hing? Nhiing 101 n6i
dau tién ciia nguoi ban hang tai ctra hang s& 1am cho khach hang that sy thoai
mai hay khong khi di mua hang.

Cau chao dau tién, vi du: Moi chi/anh vao xem hang, moi chi/ anh ctr tu nhién.
Cau chao moi nay sé& tao cam gic rat thoai mai va dé chiu, khach hang c6 quyén
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dén cira hang dé dugc xem va dugce lya chon, duoc thur. Qua trinh lya chon, thir,
xem s& phat sinh ra nhu cdu mua hang. Néu cau chao moi dau tién: Moi chi vao
mua hang. Cau chao mo1 nay s€ tao ra ap luc cho nguot di mua hang, khong moi
khach hang vao mua hang, vi khach hang khong phai dén ctra hang 1a ¢ trach
nhi¢m phai mua hang cua ban.

Chao moi 1a thich hop nhit. Nhung chao nhu thé nio?

Ctr chi chao dau tién 1a bang anh mat. Tang cudng chao hoi bang mat, hiy nhin
thang vao ngudi d6i dién khi tiép can mot cach ton trong dé phat sinh tinh bang
htru. Khong nhin qua vao khach hang qua lau s& khién ho c6 cam giac bi to mo
va soi moi, khong nhin xét nét tir trén xudng s& tao cam giac khé chiu va béi rdi
cho khach hang.

Néu khach hang quen, ban hay chao ho va goi ho bﬁng tén. Vi du: Chao chi
Lan. Nguoi mua hang dén cira hang lan thtr 2 nghe nguoi ban hang goi diing tén
minh ho s€ that sy hanh phuc va cdm giac that than thién, khach hang khong con
cam giac dén dé mua va ban nira, ho tin ngay vao hang hoa va gia ca cia cira
hang ban.

"Hay bién khach hang thanh ban hang". Ciing luu ¥ rang, 101 chio dau tién dugc
bat dau tir ngudi bao vé cua cira hang va 1oi tam biét cudi cing ciing 1a cha bao
Ve.

3. Cham soc khach hang — yéu t6 quyét dinh khach hang c6 quay trd lai mua
hang

Thai d6 phuc vu quan trong hon san pham va dich vu tot ding hay sai? C6
nhiéu ngudi ban hang kinh nghiém cho rang thai do phuc vu quan trong hon la
hoan toan dung. Vi hién nay, san phﬁm, hang hoa va dich vu rat nhiéu va da
dang, c6 hang trim cong ty san xuat cung chung loai, c6 hang ngan ctra hang
ban san phém, dich vu cung loai nhu ban ban. Ngudi mua hang co quyén lua
chon noi ban hang thoai mai nhat, lich sy nhat va tén trong khach hang. Viéc
chdm so6c khach hang la thuc hi€én cong doan mot cudc ban hang, nhung chi
hanh dong nhu mot cadi may ban hang thi ban khong thé hién duoc thai do phuc
vy, hanh vi cia ngudi ban hang s€ noéi lén thai d§.Viéc cham séc va phuc vu
duoc chia thanh 5 budc nhu sau:

Buoc 1: Chao moi

Hay chao moi khach hang véi mot nu cuoi that tuoi va khong tao su cang
thang hodc 1am khach hang bdi rdi, sy nhiét tinh qué muc s& lam khach hang bi
ap luc hodc kho chiu khi xem hang.

Vi du: Chao chi, mo1 chi vao xem a! Hoac Chao chi, mo1 chi mua a!, Chao chi,
chi mua gi? Khach hang s& thich cdu moi ndo nhat? chic chan la cau dau tién.
Ho co6 quyén duoc dén xem, duoc lua chon va khong nhat thiét ho phai c6 trach
nhiém mua. Tuy nhién cach phuc vu cua nguoi ban s€ lam cho khach hang bi
thuyét phuc va dugc goi 1én nhu cau dé mua.

Bu6c 2: Tim hiéu xem nhu cdu cia khdch hang la gi?

Thong thuong, nguoi ban hang s€ ra stre gioi thiéu tinh nang san pham cua
minh cho khach hang, nhung thuc sy chua hiéu khach hang can gi va mudn gi,
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néu ban giéi thiéu mot san pham khong dap ing mong doi ciia khach hang ban
s& 1am ho chan va that vong,

Hay quan sat, hoi va thim do xem khach hang quan tdm diéu gi? Ho di xem
hay ho mua? Ho mua dé ting hay dé dung? Ho mua loai thudng hay loai t6t? Ho
thudc tip nguodi nao? Ky tinh hay dé chiu? ...

Sau khi tim hiéu nhu cau cua khach hang ban chi can dé nghi mdt vai san phﬁm
ding mong doi cua hg, ho s€ thit su quan tdm va chinh ban than ho cling xac
dinh dung nhu cdu mua hang ctia minh.

Bu6c 3: Trinh bay loi ich ciia san pham va béo gid

Ban khong nén ban tam voi cau hoi gia ca cua khach hang, vi ho cling chua
thdy loi ich cua san phdm ctia ban ban. Tuy nhién, viéc dau tién khi xem la
khach hang thudng hoi gia bao nhiéu. Ban cir thong bao gia cho khach hang,
nhung ban ndi v&i ho rang co rat nhidu muc gid khac nhau. Va cé nhiéu mat
hang khac nhau. Va c6 cung cong dung nhu vay.

Hay moi khach hang thtr hodc cAm ndm, ngiri... va khach hang s& quan tam,
lac do6 ban s& c6 co hoi dé ca ngoi san phém ctia minh, mdi mét san phém la
mot bai hat, mdi ngudi ban hang 1a mot ca si, bai hat do s& hép dan hay khong,
di vao 10ng nguoi hay khong phu thude rat nhiéu vao dang cip cia ca si. Nguoi
ban hang phai hiéu biét rat k§ vé san pham ctia minh.

Ban no1 cho khach hang mdt vai dic tinh vuot trdi cua san phﬁm va nho
nhirng dic tinh d6 ban s& dién ta thanh loi ich va gi4 tri clia mén hang. Thong
thuong, hién nay co té1 80% nhitng nguot ban hang chi ban ddc tinh cua mon
hang ma thdi,nhung c6 100% ngudi mua hang chi mudn mua loi ich va gia tri st
dung cta moén hang. Loi ich ctia mon hang cé thé 1a v6 hinh c6 thé hiru hinh, loi
ich vo hinh 13 san pham d6 noi 1én dang cip cua st dung, vi du: Mot chiée xe
hoi Mercedes-Benz ban khong thé néi né bén hay no tiet kiém nhién liéu hodc
gid ca hop Iy, vi nguoi mua chiéc xe dang cdp ndy thé hién sw thanh dat va ddng
cdp ciia nguoi s6 hiru no.

BuGc 4: Két thiic cude ban hang

Trude khi két thuc cudc mua ban, ban s& phai trai qua viée xir Iy cac phan
bac cta khach hang. Nhung ban dung lo ling khi khach hang phan bién, vi chi
c6 phan bién mdi co tin hi€u mua hang. Khach hang thuong phan bién nhiing
gi? Tra gi4, giam gia, lo lang chat luong san pham, so sanh gia ca voi noi khac,
cach thirc thanh toan, giao hang, khuyén mii.. D6 13 nhitng phan bac rat binh
thuong va chimg t6 khach hang dang rat quan tim dén san phiam cua ban.

Vi du khach hang néi: Gid cao qua vay?

Ban s& tra 1oi nhu thé nao? Thong thudng ngudi ban hang s& phan ung
nguoc lai: Da Khong. Ban cang bdo vé ¥ kién cua minh ban cang lam cho khach
hang cam thay ho sai va ho phong thii cling nhu nghi ngd vé tinh trung tryc ciia
nguoi ban. Khi nghe khach hang phan bac nhu vay, ban ctr than nhién va tra 161
khach hang: Chi néi gid cao la ding, va nhiéu nguoi ciing néi mon hang gid cao
nhw chi vay, boi vi chi dang xem xét mot mon hang cao ccfp va gia tri cao. Rat
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nhiéu ngwoi muon mua mén hang nay, nhwng toan la nhitng nguwoi siv dung hang
cao ccfp va cé diéu kién nhw chi vay.

Lic nay, ban hidy khen khach hang qua cach mua hang cua ho, ban s€
chiém dugc tinh cam ctia khach hang. No6i tom lai khi khach hang phéan bac, ban
thuc hién cong thie 3 B: Pong cam, dong tinh va dong y. Ban dong cam véi su
lo ling cua ho, ho sé& ddng tinh véi cach giai thich ciia ban va khach hang sé&
déng y mua.

Sau khi ban xur Iy phan bac xong, con chan chd gi nita, ban hiy két thuc
cudc mua ban mot cach nhanh chong va hi¢u qua. Ban phat hién ra cac tin hi¢u
két thiic cua khach hang nhu: Quan tam dén gia ca, chat lugng, vui vé thu, dén
do suy nghi, ngiri mui, woém thir.. Khi phat hién ra tin hiéu hay két thic. Pung
bao gid hoi khach hang: Chi c6 mua khong? Khach hang s& dé dang tra 1oi 13
khong. Hay két thuc truc tiép: Em 1ay cai nay cho chi nhé! Chj 1y 3 hay 4 céi a!
Ban gitp khach hang mot quyét dinh mua hang khi ho con chan chur.

Sau khi két thiic cudc ban hang, phan con lai 1a phan nhay cam nhat va can thiét
nhit dé gitr duoc khach hang lan sau quay lai.

Thu tién va trao hang: Khi nhan tién ctia khach hang ban hay néi 1én s6 tién
minh nhan to khach hang, vi du: Em nhdn cua chi 100.000 déng, khi thoi tién
ciing noi cho ho s6 tien ma ban tra lai, vi du: Tién théi lai cho chi la 30.000
dong.

Trao hang cho khach hang mot cach nang niu, tran trong vi d6 1a mon hang
ma khach hang vira so hiru va vira tra tién cho ban.

Tu van huéng dan str dung: Khi trao mén hang cho khach hang, ban nén tu
van hudng dan cach sir dung dé khach hang yén tdm va st dung dung s& bao
dam chat luong ctia mén hang ma ban di tirng nodi véi ho.

Buwoc 5: Cam on va chao tam biét

Pay chua phai 1a bude két thuc, vi két thuc cudc ban hang hom nay 1 ban dang
chuan bj va chao don cho mot cudc ban hang méi lan sau cho khach hang do.

4. Cam on

Cam on ciling 1a budc th 5
trong cudc ban hang cua ban va ciling
la chir C thir tu trong cong thirc ban
hang. Cam on, xin 161, rat léy lam
tiéc, vui 10ng 13 nhirng tir ngit hay
nhat va van minh, lich sy nhat trong
xa hoi. O cac nudc tién tién nhu gan
chung ta nhét 1a Singapore, nguoi
budn ban hay xa giao hang ngay ho
ludn dung nhitng tor nglt nay nhu
mot théi quen co6 van hdéa va van
minh. Hinh 46: Hay ndi loi cam on
Hay cam on mot cach chan thanh tuy day 1ong minh, ban s& thay thanh than va
tao dugc cam tinh vai khach hang.
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5. Cam két

Cam két trong ban hang 1 mot yéu cau can thiét, nguoi ban hang tao niém
tin va uy tin cta san phadm, dich vu cia minh bang nhirng diéu cam két vé chat
luong, dich vy bao hanh, bao tri nham khang dinh niém tin tuyét ddi cua khach
hang vao noi ban hang. Cam két 13 tinh than trach nhiém cao ciia ngudi ban
hang d6i voi khach hang ctia minh, cam két voi chinh minh va xa hoi.

6. Chuyén nghi¢p
Thé nao 1a chuyén nghiép?

Khai niém chuyén nghiép tuy theo tinh chat cong viéc, nghe nghi€p va
quan diém ctia mdi ngudi. Tuy nhién chung ta dang hudng dén tinh chuyén
nghiép trong ban hang thong qua hinh anh cta nguoi ban hang.

Bén Hang - Nghé Chuyén Nghiép

Mot ngudi ban hang gidi va chuyén nghiép can co rat nhi¢u yéu td lién
quan. Nhung tom lai can bao dam 4 didu co ban d6 la: Kién thirc chuyén mon
(Knowledge), Thai do tich cuc vé nghé nghiép (Attitude) va Ky nang tng
dung (Skills) duoc thyc hanh thuong xuyén dé bién thanh Théi quen
tt (Habbit), nguoi ta goi do 1a cong thirc chuyén nghiép K.A.S.

Trudc hét, nhin vién phai c6 mét KIEN THUC chuan vé san pham, vin
hoa dia phuong, d6i thu canh tranh, khach hang, tim 1y nguoi tiéu dung.

Tiép theo, nguoi ban hang phai nhan thirc dugc minh dang lam gi, thai do
ctia minh nhu thé nao dbi voi nghe nghiép, cong ty, cura hang va voi khach hang.
Thai d6 phuc vu! Day la yéu t6 ma hau hét cac nhan vién ban hang hién nay
chua quan tam. Piéu nay tao cho nguoi ti€u dung 4 an tuong khong tot vé doanh
nghiép cling nhu thuong hiéu san pham.

Mot yéu t6 khong thé thiéu d6i v6i nhan vién ban hang 1a k¥ ning. Nhan
vién ban hang can phai giao tiép t6t, ddm phan, trinh bay loi ich san pham, hoa
giai cac phan bac, két thuc cudc ban hang thuyét phuc, biét khach hang can gi va
lam hai long khach nhu thé nao, trung bay hang hoa, lap ké hoach cho cong viéc
mdi ngay. Pay ciing 13 tiéu chuan danh gid hiéu qua cong viée ctia ngudi ban
hang ciing nhu tinh cam két va tinh than trach nhiém cta ho.

Hay thiee hanh thieong xuyén phong cdch ban hang theo cong thire 6 C dé bién
thanh théi quen tot trong nghé nghiép.

6C = Cuoi, Chio, Chim séc, Cam on, Cam két va Chuyén nghiép

* Cham soc khach hang

Hoat dong cham séc khach hang ( Customers care) ban dau chi don gian 1a
hoat dong chao don cac khach hang mot cach than thi€n va nhi¢t tinh ctia cac
nhan vién trong doanh nghiép. Nhung nhu cau ctia khach hang luén ludn bién
d6i theo hudng ngay cang cao nén doi hoi hoat dong chim soc khach hang ciing
phai thay doi dé thich ing véi tinh hinh méi. Duéi day xin trinh bay khai niém
vé hoat dong cham soc khach hang hién nay:
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Hoat dong cham soc khach hang — hay con dugc goi la dich vu khach hang
1a tit ca cac hoat dong lam thod mén cac nhu cau va ky vong ctia khach hang
nham duy tri va phat trién mdi quan hé gitra khach hang va doanh nghiép.

Theo khai niém trén, hoat dong cham soc khach hang rat linh dong va
mang tinh tong hop cao. Hoat dong chdm soc khach hang tai cac doanh nghiép
khong hoan toan giéng nhau, né phu thudc vao dic tinh san pham, dic diém
khach hang va quy mo cua doanh nghiép. Doanh nghi¢p kinh doanh san pham
vat chat co cach cham soc khach hang khac v&i doanh nghiép cung cip cac san
pham dich vu. Mdi khach hang lai doi héi c6 mot cach chiam soc riéng vi ho co
s& thich, nhu cau vé cac san phém va vé cach ma ho mudn duge phuc vu rat
khac nhau. Do d6 khong thé ap dung cing mot cach chim séc cho nhiéu khach
hang, cdc nhan vién cham soc khach hang can van dung mdt cach sang tao va
tong hop nhiéu bién phéap, k¥ niang nghé nghiép trong qué trinh lam hai long cac
khach hang, dic biét 1a ddi voi nhiing
khach hang kho tinh.Hoat dong cham
soc khach hang dugc xem nhu mot hoat
dong “bao dudng” mdi quan hé giira
khach hang va doanh nghiép. Khach
hang c6 hai long vé cac dich vu cua
doanh nghiép va co tiép tuc str dung cac
san phﬁm, dich vu cua doanh nghiép

hay khong, diéu d6 phu thudc vao cach 114 L BF’
ma doanh nghiép chim séc ho cé tot, co6 L
ding hay khong? Hinh 47: Cham soc khach hang

Hoat dong chiam soc khach hang ra doi dd gép phan quan trong trong viéc
tao ra su khac biét san phém gifta cac doanh nghi€p. Cac khach hang sé khong
thé mua dugc hai dich vu gidng y hét nhau trén thi trudng vi dich vu 13 loai san
pham vo hinh, viéc thuc hién va danh gia chat luong dich vu chiu anh hudng 16n
boi cac trang thai tam ly cua con nguoi nhu: vui, budn, chan nan, mét méi...O
mdi trang thai tim 1y, cdm nhan vé chét lugng dich vu cia con ngudi c6 mot
mirc 6 twong Gng va do d6 viéc danh gia chat luong dich vu mang nhiéu mau
sdc cha quan.

Doanh nghiép nao ciing c¢b gang duy tri mbi quan hé vdi khach hang cang
lau cang tt. Vi chi phi dé tim va tao quan hé voi mot khach hang moi thuong
cao gip 6 lan chi phi dé gitr chan khach hang cii. Hon nira néu mit di mot khach
hang vé 1au dai doanh nghiép s& mat di mot khoan thu nhap dang ké. Duy tri mdi
quan hé tdt v&i khach hang khong nhiing duy tri dugc doanh thu, tiét kiém chi
phi cho doanh nghi€p ma con c6 co hoi mé rong hon nira mang ludi khach hang
thong qua mdi quan hé khac cta cac khach hang. Hoat dong chim séc khach
hang dang ngay cang gilt mot vai tro quan trong trong qua trinh kinh doanh cua
cac doanh nghi¢p.Vai tro cua hoat dong cham so6c khach hang dugc thé hién rd
qua céac churc nang cua no.

Mt s6 nguyén tic vé chim séc khach hang.
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Pé dam bao hoat dong chim soc khach hang trong doanh nghiép duoc thuc
hién mot cach nhit quan va chuyén nghiép thi budc cac doanh nghiép phai dé ra
cac nguyén tic cu thé vé cham séc khach hang. Duoi day la mot s6 nguyén tac
chim soc khach hang hiéu qua, khong thé thiéu cho cac doanh nghiép:

DPam bao lgi ich cho khach hang:

Dam bdo mang lai 191 ich 16n nhat cho khach hang 1a viéc can lam cia mot
nhan vién cham soc khach hang c6 trach nhiém. Cac khach hang khi mua san
phém déu ky vong s€ thu vé duge nhiing lgi ich nhu ho mong muén. Do do, viée
thyc hién cac cam két, 101 hira d6i voi khach hang 1a rat quan trong. Cac nhan
vién cham soc khach hang phai ludn luén to ra thong cam va tim cach thao go
nhirng kho khan vudng mac cho khach hang. Trong truong hop c6 yéu cau khiéu
nai va boi thudng tir phia khach hang, cac nhan vién can c6 thai do tiép thu tich
cuc, giai quyét boi thudng cho khach hang nhanh chéng voi thai do vui vé va
khong quén cam on khach hang vi ho da cé nhitng nhitng y kién dong gop quy
bau cho doanh nghiép.

Dam bao lo1 ich cho khach hang cling c6 nghia 1a cac nhan vién cham soc
khach hang can “ling nghe” cic nhu cu ctia khach hang dé tir 6 phdi hop cung
cac bd phan khac trong doanh nghiép tao ra nhitng san pham thoa man ngay
cang cao cac nhu cau cua khach hang,

Lu6n luon chu dong:

Céc nhan vién chdm séc khach hang cin nim rd va thudng xuyén cap nhat
thong tin vé khach hang: Tén, tudi, dia chi, $6 dién thoai, so thich ca nhan, thoi
quen tiéu dung du lich...dé co thé tro chuyén, ciing nhu cung cip thong tin quan
trong, hitu ich cho khach hang theo cac dic diém vé phong cach sdng va nghé
nghiép cua ho.

Ném 6 thong tin vé san pham gia ca, lich trinh, thong tin vé dlem dén, thu
tuc 1am cac dich vu nhu: ho chiéu, visa, chimg minh thu...dé c6 thé sin sang tra
10 cac cau hoi cia khach hang mot cach nhanh nhat, chinh x4c nhat va khong dé
khach hang kho chiu vi phai doi 1au.

Hiéu biét vé chinh sach phap luat, chinh sach san phdm cua doanh nghiép
va nhitng thong tin vé san phdm cua cic ddi thii canh tranh dé dua ra nhiing
khuyén céo cho khach hang, gitp d& khach hang tim kiém cac giai phap ciing
nhu dé phan Gng nhanh va giai quyét kip thoi nhitng phan nan, khiéu nai cia
khach hang.

Hay 1a nguwoi trung thwe:

Mot nhan vién chim soc khach hang trung thyc ludn cung cap nhitng thong
tin chinh xac s€ tao dugc sy tin nhi€m, tin tuéng cua khach hang va doanh
nghiép s& trd thanh mot dia chi dang tin cay dé khach hang tim dén. Cac nhan
vién cham soc khach hang trung thuc s& khong noi quéa tot vé san pham khi n6
khong thyuc sy nhu vdy ma hiy dé khach hang ty danh gia, cic nhan vién cham
soc khach hang chi c6 nhiém vu tu van cho khach hang loai san phém nao va
cach thac st dung nhu thé nao dé dat duoc sy thoa min cao nhat ma thoi.
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Céc nhan vién khong nhitng phai trung thuc vai khach hang ma con phai
trung thyc vo1 doanh nghiép cua
minh, d6 1& mot trong nhitng t6 chat
cua mQt nhan vién trung thanh, mot
nét vin hoa dao dtrc kinh doanh tot
dep can duoc tao dung cho céc nhan
vién trong doanh nghiép.

Nén tang dao duc tot 1a co so
dé giit uy tin cua doanh nghiép dbi

V(')’i, kl‘léch hémg va cac dbi tac trong B \
qua trinh kinh doanh.
Ton trong khach hang: Hinh_48: Hay luon trung

thu’c trong giao tzep

Pay 1a nguyén tic rat quan trong trong giao tiép cua nhan vién cham soc
khach hang véi cac khach hang cua doanh nghiép, quyét dinh t6i sy thanh cong
cua doanh nghiép.

Céc khach hang luén c6 mong mudn duogc ton trong vi ton trong 1a mot nhu
cau co thu bac cao (theo ly thuyet nhu cau cua con nguoi cua Abraham
Maslow), co tAm quan trong ddi v&i cudc song cua con nguoi, anh hudéng 16n
dén cac quyét dinh cua con ngudi. Néu nhu cau d6 khong duge thoa min s& giy
ra tim 1y bat min va cac khach hang s& sin sang roi bo doanh nghiép khong mot
chat do du. Cac khach hang khong bao gio tir bo dich vy ma chi ro1 bo nha cung
cap nay dé dén v6i nha cung cép dich vu khac ma théi. Khach hang chinh 1a
ngudi tra luong cho doanh nghiép, mat khach hang ciing dong nghia véi viéc
doanh nghiép bi mat di mot phan thu nhap. Vi vdy, du khach hang 1 ai, c6 dia vi
xa hoi cao hay thip, du ho c6 t6 ra ndng nay,co nhitng phan tng tiéu cyc thi cac
nhan vién luén ludn phai to ra khiém tn, chi ¥ ling nghe khach hang, dbi xir
v6i khach hang mot cach lich su, nha nhin va tuyét d6i khong néi nhimng gi xuc
pham dén chinh tri, t6n gido, doi tu cua khach hang.

Khach hang cam thdy minh dugc t6n trong khi tiéng noi ctia ho that sy co
gia tri, nhitng 101 gop y cua hg dugc doanh nghi€p dugc danh gia cao, nhan dugc
101 cam on tur phia doanh nghi¢p vi nhiing gi ho da mang lai cho doanh nghiép
va quan trong hon ca 13 tiéng néi cua ho di duoc ling nghe va tiép thu mot cach
tich cuc.

* Lgi ich cia hoat dong cham séc khach hang.

Lgi ich cho cong ty lir hanh:

- Thong qua hoat dong cham soc khach hang, cong ty lir hanh c6 thé hiéu
rd hon vé tinh hinh khach hang ctia minh. Ho 14 nhitng ai? Ho ¢6 mong mudn
gi? Ho c6 hai long vé cach phuc vu cta cong ty hay khéng? Theo ddi duoc
nhitng thay d6i trong nhu cau cua khach hang. Tur d6, cong ty c6 nhitng diéu
chinh thich hop trong céng tac phuc vu khach hang, dé ngdy cang ning cao duoc
chat lugng phuc vy, thoda min ngdy cang nhiéu nhu cau cua khach hang, ting
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cuong dugc kha ndng canh tranh ctua cong ty trén thi truong. Hoat dong cham
soc khachhang gitip cong ty duy tri mdi quan hé v6i khach hang, duy tri ngudn
khach ciing nhu doanh thu 6n dinh cho cong ty.

- M6 rong thi truong khach cho cong ty thong qua mang khach hang Lan.
Hoat dong cham soc khach hang c6 hiéu qué s€ xay dung cho cong ty mot doi
ngti khach hang than thiét va khach hang trung thanh dong dao. Hon thé nira,
Cong ty c6 thé 'mo rong thi truong khach thong qua kénh truyén thong khach
hang t6i cac mbi quan hé riéng cua ho nhu: ban bé, dong nghiép, ho hang va
hang xom..

Loi ich cho khach hang:

- Céc khach hang s& duoc cung cap day du cac thong tin du lich, duoc giai
dap cac thic méc khi st dung dich vy, nhan dugc sy phuc vu nhiét tinh, chu dao
clia cac nhan vién chim soc khach hang. Ngoai ra, khach hang con ¢ thé nhan
duoc sy wu dai vé gia cd, su uu tién trong st dung dich vu cia cong ty 1ir hanh,
nhan dugc cac mon qua bat ngo,
tha vi...

- Tiét kiém thoi gian va chi
phi: Cac khach hang s€ khong
phai mat nhiéu thoi gian va tiét
kiém duogc rat nhiéu chi phi khi
tim hiéu thong tin, giam bat
dugc cac chi phi co hoi khi
dugc san sé nhitng diéu bin
khoan lo la‘ing, duoc truyén dat
cac kinh nghi¢m du lich... Hinh 49: Cham soc khach hang

tao lyc hit hap dan khdch hang

ttract
custo

With Professiona| copywriting

CAU HOI ON TAP CHUONG IV:

1. Quy trinh ban hang tryc tiép ?

2. Tiép nhan yéu cau va ban hang gian tiép (qua cic phuong tién thong tin, lién
lac) ?

3. Quy trinh ban hang cho khach mang di (khong ti€u dung tai nha hang) ?
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