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Gidi thiéu

Hién nay, cira hang ban 1¢ dang gilt mot vai tro trong yéu trong viéc tiéu thy san pham ctia cac thuong
hi¢u. Tuy nhién, nhan t6 quyét dinh doanh s6 tiéu thu ctia mot ctra hang ban 1¢ chinh la yéu t6 con
nguoi va hang hoa (tinh ca thuong hiéu va san pham). Trén tat ca, yéu t6 Con nguoi, cu thé 1a nhing
nhan vién ban hang, chinh 1a chia khoa ctia van dé.

Su déng gop ciia cac nhin vién ban hing ngdy cang trd nén quan trong trong qua trinh phat trién ciia
cong ty va moi doanh nghiép ciing dang nd luc khong ngirng dé hoan thién hon nita trinh d6 giao tiép
ctia nhitng nhan vién ndy dé hé thong ban 1é tré nén manh mé hon, thu hut dugc nhiéu khach hang hon.
Ban quan 4o 13 phai ban nhu thé ndy ndy 13 cubn sach kinh té chira dung nhiéu diéu khac biét so vai
cac tai liéu hudng dan thudng thay. Cudn sach kinh doanh Ban quan 4o 13 phai ban nhu thé ndy ndy mo
ta mot cach toan dién viéc kinh doanh trong linh vuc thoi trang véi cac chién lugc ban hang cu thé,
thue té, c6 tinh thuc té rat cao khi ap dung vao viéc dao tao nhan vién. Cubdn sach déng tho1 cling dua
ra nhitng huéng din, goi ¥, cdc mu cu str dung phit hop vdi ngit canh gitip viée trao doi véi khach
hang tr& nén gan giii thuyét phuc.

Puoc dic két tir nhitng trai nghiém thuc té trén thuong trudng, nhitng kinh nghiém kién thirc duoc
truyén tai trong cudn sach co thé ap dung dé xir Iy linh hoat trong rat nhiéu truong hop cu thé. Pic biét
hon nita, cudn sach ciing dé cap dén nhitng cach ing xir that bai khong nén dung dé giup nhan vién ban
hang c6 céi nhin can canh va thuc té hon dé tranh nhitng két qua khong dang c6 xay ra.

Hay doc va ap dung nhitng 161 khuyén hitu ich tr Bdn quadn do la phdi bdn nhiw thé ndy nay va tan
hudng su dot pha trong doanh thu va thanh cong trong cong viéc kinh doanh cta ban.
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Ban quan ao la phai ban nhw thé nay nay!

Hién nay, cac cira hing ban 1¢ dang gilt mot vai tro trong yéu trong viéc tiéu thu san phdm cua céac
thurong hiéu. Tuy nhién, nhan t6 quyét dinh doanh sb tiéu thu cia mét cira hang ban 1¢ chinh 13 yéu tb
Con ngudi va Hang hoa tao ra (thuong hiéu va san pham). Trén tit ca, yéu t6 Con ngudi, cu thé 1a
nhitng nhan vién ban hiang mdi 1a chia khoa ciia van dé. Nhan vién ban hang ngiy cang ¢ nhitng dong
gdp quan trong trong qua trinh phat trién ctia cong ty va doanh nghiép ciing dang nd luc khong ngirng
dé hoan thién hon nita trinh d6 giao tiép ctia nhitng nhin vién nay dé khién hé thong ban 1& tré nén
manh mé& hon, thu hit dugc nhiéu khach hang hon.

Bdn quan do la phai ban nhw thé nay nay! 1a cudn sach chira dung nhiéu diéu khac biét so v6i cac
tai liéu hudng dan thuong thiy. Cudn sach co tinh thuc t cao khi 4p dung vao qué trinh ddo tao nhan
vién. N6 duogc duc két tir nhitng trai nghiém thuc té trén thuong trudong, c6 thé ap dung dé xu 1y linh
hoat trong rat nhiéu truong hop cu thé. Pdc biét hon nita, cudn sach cling dé cap dén nhirng cach tng
xtr khong nén dung dé gitip nguodi doc cd cai nhin cin canh va chin thuc hon, tranh nhitng két qua
khong dang c6 xay ra. NO1 dung cua cudn sach bao gé)m cc van dé duogc néu ra mot cach toan dién va
tiéu biéu, cac mau cau goi v st dung phtt hop vdi ngit canh gitp viée trao d6i véi khach hang trd nén
gan giii thiét thie hon, phin phan tich van dé ciing nhu chién lugc ban hang dugc néu ra cu thé thuyét
phuc.

bé ap dung c6 hiéu qua vao thuc té, trude hét ban phai hiéu duoc cdt 16i cua van dé duge néu 1én
trong tirng tinh huong va ghi nhé cac mau cau goi y st dung, két hgp vaoi tirng tinh hudng thuce té dé co
nhirng rng bién linh hoat, c6 nhu vay md1 phat huy triét dé tdc dung ma cuon sach muon guri gam.

Alphabooks tran trong giri dén doc gia cudn sach nay!

Thang 9 nam 2013



Chwong I: Xir ly cac van dé thwong gap ¢ giai doan don khach

Tinh huéng 1

Ban nhiét tinh chao moi khéch, nhung khéch hang chi lanh lung dap: Cir dé t6i xem.
Ung d6i sai

1. Da vang, vay anh/chj cr xem thoai mai a, can gi ctr goi em nhé (va 16 khach hang d6 di).
2. Da vang a, vay anb/chi ctr ty nhién a.

3. Da vang, anh/chi ctr xem di a, néu thich c6 thé thir a.

Phan tich van dé

Péi twong khach hang nao kho tiép xtc nhit trong cac ctra hang thoi trang? Chinh 13 nhirng khach hang
khong no1 gi hodc chi no1 “Cu dé to1 xem da”. Day 1a mdt hién tugng rat pho bien.

Kicu tra 101 “Da vang, vay anh/chi ctr xem ty nhién a” hay “Da vang, anh/chi ctr xem thoai mai, c6 gi
can cur goi em 2~ déu thudc loai ngdbn nglr mang tinh chat ti€u cuc, ngdm am chi khach hang clr xem
thodi mai, xem xong ro1 di, tham chi sau do, chung ta s€ gap kho khan dé chu dong tiép can lai voi
khach.

Chién lrgc ban hang

Khéch hang khi vira budc chan vao ctra hing thuong mang tim 1y “phong thir” va ho thé hién diéu d6
bang cach im lang. Ho e ngai rang néu 1& mo miéng s& bi ngudi ban hang nim duoc diém yéu, tir d6
kho ma roi di. Nguoc lai, nguoi ban hang lai khong ndm bt duoc tim 1y nay cta khach, nén khi khach
vira budc chin vao cira hang, ho 14p tirc don da chao moi, ap sat va di chuyén theo khién khach hang
cam thay khong thoai mai va phat sinh ap luc tim 1y, thim chi c6 khach hang con o thai d6 khé chiu
v61 nhan vién ban hang.

Trén thyc té, khi khich hang noi “Ctr dé t6i xem da” thi nhin vién ban hang c6 thé 1am giam ap luc
tam 1y ctia khach bang cach bién 101 vién cé d6 thanh 1y do dé tiép can gan hon vai khach, day qua
trinh ban hang theo hudng tich cyc. Tuy nhién, néu khach hang thyc sy cdn mot khong gian tw do dé
thoai mai lya chon thi nhan vién ban hang nén ton trong diéu do, dé cho khach tu lya chon va lui vé vi
tri ctia minh, dong thoi chi ¥ dé sén sang gitip d& nhing lac ho can.



Cac mau cau nén st dung

NVBH: Mau mi chung loai va thwong hiéu quin 4o bay gio rat da dang, cira hang ching i loai nao
cling ¢, nhung c6 vai mau nay ching t6i dang ap dung chuong trinh giam gia, ban rat chay, mau sac
va kiéu dang rat phu hop véi dang nguoi ctia chi, mua hay khong khong thanh van dé, chi ctr thir xem
sa0, xin mo1i chi qua day... (1oi dung tinh hiéu ky dé huéng sy tip trung ctia khach hang).

NVBH: Chj ctr xem qua hang trude nhé, néu bay gio khong mua ciing khong sao, sau ndy mubén mua thi
mo1 chi quay lai ctira hang chiing t61. Thuong hi¢u cua chiing t61... (ho1 thoai nay dung vé1 khach hang
dé tinh).

NVBH: (hoi ngay sau khi gigi thi€u nhan hang) Binh thuong chi thich mac mau gi a?
NVBH: Chi n6i ding a, bdy gio quan 40 mau mé kiéu dang nhiéu, ciing phai xem dé so sanh sau niy
mua xong cling khong hoi han phai khong a? Chi ctr tu nhién xem d6 truéc nhé, can gi cr goi em.

(Nhuong lai khéng gian cho khach, sau d6 dé ¥ quan sat mot cach khéo 1é0).

NVBH: (khi thoi co dén, 14p tirc xuat hién) Pay 1a miu mbi cira hang ching t6i vira nhap vé, ban rat
chay day a. A, chi dinh mua dé dung trong dip nao?



Tinh huéng 2

Khdch hang rat thich mdt mén do6 nhung ngwoi di ciing lai néi: “Téi nghi ciing binh thwong, hay
chung ta qua cho khdc xem.”

Ung d6i sai

1. Khong, t6i nghi n6 rat dep ma.

2. Pay 1a miu chil dao trong miia ndy ctia chung toi déy.
3. Mau nay rat doc d4o, sao lai khong dep dugc chir?

4. Nguoi khac noi gi ké ho, quy khach thiy dep 13 dugc a.
Phén tich van dé

Cac loai mau cau trén thudc vao dang Urng ddbi gay hiém khich, thiéu tinh thuyét phuc, hon nita con dé
tao nén thé ddi dau gitta ngudi ban hang va nguoi ban di cung khach, khién khong khi mua ban tré nén
cang thang. Trén thuc té, khach hang s& luén dtng vé phia ban minh vi ho khong mudn 1am ban minh bi
mAt mét, chinh vi thé qua trinh mua ban s& cham dut tai day.

Chién lrgc ban hang

Su xudt hién cta cang nhiéu ngudi di cing sé& khién qua trinh mua ban cang dién ra khé khin hon.
Chiing ta thuong gap tinh hudng khach hang da rat ung mot mén d6 nhung chi vi mot 11 néi cia ngudi
di cuing ciing ¢ thé d& dang lam ho thay ddi ¥ kién, diéu nay khién nhitng ngudi ban hang vo cing dau
dau. Thue té, nhitng ngudi ny c6 thé 1a ké dich hodc tro thanh tro tha dic Ive cho mot cude giao dich
thanh cong, quan trong 14 cach ngudi ban hang van dung ngudn luc nay nhu thé nio. Thuc hién theo
cac budc dudi day s& giup phat huy duoc tic dung tich cuc cua ngudi di cing dong thoi giam thiéu
t6i da anh hudng ti€u cyc cua ho 1én khach hang muc tiéu.

Pau tién, kh@ng du’orc phot 10 nguot di cung. Khach hang va nguoi di cung thuong dirmg chung mot

“chién tuyén”, chi can nguoi di cing to vé khong ung mon d6 thi khach hang s& 1ap tirc hu’cng ng
theo, vi vay nguot ban hang bét buoc phal nam duoc quy tic, ngudi di cing du khong co quyén quyét
dinh, nhung ho c6 quyén phu quyét. Vi thé khi khach hang vira budc vao, ban phai ngay lap tirc phan
doan xem ai 1a ngudi di cing, néu ¢ hai ngudi di cing trd 1én, ban phai nhanh chong xac dinh ai 1a
ngudi quan trong nhit, dong thoi tiép don ca khach 13n ngudi di cung nhiét tinh nhu nhau, tuyét dbi
khong duoc phan biét ddi xur.



Thu hai, khach hang va nguoi di ciing déu tao ap luc cho nhau. Cé nhitng luc nguoi di cung chon d6
cho ban minh, khi khach hang mic bo d6 d6 cam thiy hai long va ngu’m ban hang ciing thiy 6n thi c¢6
thé n6i “Ban chj tht tinh ¥, bo ndy chi mic lén trong rat quyen rii ddy a”. CAu néi ndy c6 tac dung dat
ap luc 1én khach hang, boi1 ho s€ khong thé n6i bd dd d6 xau, chi it cling khong dé ban minh mAt mat,
hon nira ban than ho ciing rat thich, con nguoi ban di cung thi chic chin da hai long. Néu khach hang
tu chon dd, sau khi mic 1én, ca khach va ban déu théy dep thi ban co thé noi vai nguo1 di cung réng
“Ban gai anh chic 1a rat thich bo nay”. Bo1 khach hang cua ban thuc sy da ung y. Hon nita, viéc
ngudi ban di cung ché bo dd xau ciing 1a mdt cach gian tiép am chi ngudi kia khong c6 mat thim my,
khién khach hang cua ban mit mit. Pay ciing chinh 13 cach tao 4p luc cho ngudi di cing.

Tht ba, hoi ¥ kién nguoi di cing. Dé ting hiéu suit thanh cong cua giao dich, ban c6 thé dua nguoi
do vé cung “chién tuy€n” v&1 minh bang cach cung ho chon do cho khach hang.

Cac mau cau nén st dung

NVBH: (v61 khach hang) Ban cua quy khach that tinh ¥ va chu d4o. (v61 nguoi di cung) Anh/chi la
ban ctia ¢6 ay chic hin rat hiéu o ay, hay anh/chi thir xem gitip c6 miu nao hop voi co ay khong a?

NVBH: (v61 nguoi di cung) Chi that tinh y, 1ai con rat chu d4o véi ban nita, chi xem hd em ¢6 bd nao
hop v61 ban chi dugc khong a?

Nguoi di cting: Mu vay nay hoi ngin, toi thiy mau dai hon chit c6 vé hop hon.

NVBH: Chj thit c6 gu thim my, miu vay dai ndy ban chi mic 1én sé rat ton dang, lai horp mbt nira. Xin
16i Iic ndy em quén khong g161 thiéu cho cac chi. (Quay ra khach) Hay chi thir mu ban chi goi ¥
trudc xem sao a? (néu khach hang khong thir s& 1am méAt mit ban minh, tir d6 khéo 160 xoay chuyén
tinh thé tir 461 dau sang ban be).

NVBH: (véi khach hang) Ban chi that c6 khiéu thim my, lai rat chu ddo, c6 nguoi ban nhu vay that
thich!



Tinh huéng 3

Khdch hang dang do di: Pé téi cdn nhac da.
Ung d6i sai
1. Khong can phai suy nghi dau a, bo ndy rat hop voi quy khach.

2. Bo nay rat dep, quy khach con phin van diéu gi nira a? (Khong n6i khong rang, bat dau sip xép lai
dd).

3. Vay cling duogc a, khi nao quy khach suy nghi xong thi quay lai ctra hang nh¢.
Phan tich van dé

Theo ban, tinh thé bdi rbi nhat xuat hién khi nio? Cau tra 101 cua toi chinh 1 khi ban thin ban khong
biét vi sao minh “chét”. Trén thuc té, diéu nay xay ra rat nhiéu & cac cua hang thoi trang, vi du ban
thdy do ctia ctra hang minh rat on, khich hang c¢6 vé da ung, nhung van chua quyét dinh mua, sau d6
lai mua dting bo d6 d6 & cira hang bén canh, hon nita gia ca lai khong t6t bang cira hang cua ban, nhur
vay ban c6 thdy “oan trc” khong?

“Bo ndy rat dep, quy khach con phan van diéu gi nita a?” Cu ndi ndy mang lai cam giac hoi ning né,
tao cho khach hang tam 1y bai xich, ho 1a nguo1 bo tién ra mua thi viéc thuong luong 1a chuyén hién
nhién.

Khong no61 khong réng, bat dau sép xép lai d6 13 hanh dong ti€u cuc, khong thé hién nd lyc mubn cho
khach hang thay do1 y kién.

Chién lrgc ban hang

Khi khach hang n6i “dé toi cAn nhac”, “dé t6i xem xét” v.v... thi ciing 1a mot hanh dong binh thudng,
d6 c6 thé 13 mot cai ¢ dé tir chdi hodc 1a thm ly thuc sy cua ho luc do. Vi vay, nguoi ban hang can
phai nhanh chong phan tich, tim hiéu xem cau ndi d6 thude loai nao. Nhung trén thyc té, khi gap phai
tinh huéng nhu vay rat nhiéu nguo1 ban hang ngay 1ap tirc gi6i thicu lai vé bd trang phuc, hodc cuong
diéu uu diém bo d6 mot cach may moc, hay im lang. Dé xtr 1y tinh hudng ndy, ban nén thyc hién theo 3
budc sau:

Thir nhét, im nguyén nhan, tao ap luc, cuong nhu ding luc. Ping trudc nhitng v kién trai chiéu cta
khach hang, n€u to thai do tho o thi khach hang s€ khong cam nhan dugc ap luc ma dé dang bo di.



Viéc tao ap luc hop 1y 1én khach hang s& dua nguoi ban hang tir thé bi dong sang chi dong, giup ting
doanh s6 ban hang. Nhung nguo1 ban hang ciing can nam viing mirc do ap luc, ap luc khong duoc qua
16n hoac qua hoi hot.

Thtr hai, sau khi xir 1y xong nhirng thic méic ban khodn cua khach hang, ban phai dé nghi ho mua ngay
mon do do. Bo1 mot khi khach hang van con trong ctra hang, ban van c6 thé kich thich ham muon mua
hang ctia hg, nhung mot khi ho da di khoi, ban khong con cach nao dé 161 kéo ho nira.

Thu ba, ¢6 ging hét stc dé khach hang quay lai. Néu khach hang thuc sy mudn dén cac ctra hang khac
dé so sanh hodc mudn héi ¥ kién cua ngudi than thi ngudi ban hang khong nén qua nai ép. Nhung
chiing ta cling nén cb gang hét sirc dé 1am ting ti suat quay lai ctra hang ciia ho, vi nghién ctru da chi ra
rang, ty 1&6 mua hang s& 18n tdi 70% khi khach quay lai ctra hang.

Cac mau cau nén st dung

NVBH: (tiép tuc hoi sau hon) Chi o1, ngoai... ra con c6 1y do nao khién chi chua quyét dinh duoc
khong a?

NVBH: (sau khi khach hang d3 noi ra 1y do cta minh, hiy lap tic xtr 1y ting diéu mot. Néu khach
hang hai long va quyét dinh mua thi coi nhu giao dich dugc thuc hién, néu khong thi thyc hién nhu
budc 3) Néu chi mudn can nhic thém cling khong sao a, nhung em théy chi mac by nay rat dep, ma chi
con duy nhat mot bo, chi khong mua thi tiéc qua. Hay em ctr ct riéng bo nay, chi di cira hang khac ma
khong tim thiy bo ndo ung ¥ thi em moi chi quay lai diy mua nhé. (Sau d6 tién khach mot cach lich
su, tao cho khach cam giac hoi ngai ngung).

NVBH: Pung ddy chi a, biy gio kiém tién vat va, mua mot bo do ciing khong ré, chi nhit dinh phai
can nhac ki ludng, dé sau nay mua vé ciing khong hdi han. Hay 1a thé ndy, chi ctt ngdi day dé em mang
thém méy mau cho chi xem nhé, chi xem roi so sanh thém... (g1t chan khach hang luu lai trong ctra
tiém dé tim hiéu thém tinh hinh va thiét 14p su tin nhiém).



Tinh huéng 4

Khach hang rat thich bé do da mac thi, nhung mot khach hang khdc lai ché khong dep.

Ung d6i sai

1. Chd nao khong dep vay?

2. Quy khach khong mua thi dung no1 lung tung!

3. Quy khach dung nghe anh ta noi.

4. Xin quy khach dung n61 nhu vay c6 duge khong a?

Phan tich van dé

Mot nhn vién ban hang can phai biét nguoi ban hang chinh 1a “nguodi chu dong dan dat khach hang di
theo hurdng chi tién mua hang”. Vi thé nén tranh tuyét doi c6 nhirng hanh dong gay bat 1¢1 cho qua trinh
dua khach hang dén dich cudi cung la quay thu ngan.

Cau “Chd nao khong dep vay?” ciing giéng mot chiéc don bay dé nguoi khach hang kia néi ra nhirng
diém chua dugc dep cua bo do, thuoc vao dang dan dy ti€u cuec.

Hai cau “Quy khach khong mua thi ding no1 lung tung” va “Quy khach dirng nghe anh ta n6i” sé lam
nay sinh xung dot gitta khach va ngudi ban hang, anh hudng dén hinh anh chuyén nghiép ctia nhin vién
ban hang, dong thdi ciing khién cho khich hang muc tiéu nghi chic chin bo d6 niy co van dé, néu
khong tai sao nguo1 ban hang lai tirc gian nhu vay.

Chién lrgc ban hang

Céc khach hang thuong binh luan vé trang phuc mic thir ctia nhau. Theo ban, khach hang cta minh s&
nghe a1 hon? Chac chan 1a nguot khach kia ro61, vi vé ban chat hg cung dirng chung mét “chién tuyén”
nén s€ dé dong cam va giao luu hon. Chinh vi thé, mdt cau noi cua nguot khach khac s€ co thé 1a dong
luc dé khach hang cua ban quyét dinh mua hay khong mua mon do do.

Theo t61, mdt nhan vién ban hang can thuc hién theo nhirng budc nhu sau:

Binh tinh ty chi. Bat ctr 101 noi hay hanh dong thiéu ty chi nao cling s& lam giam hinh anh cua ban
trong mat khach hang va khién ho nghi by trang phuc chac chan co6 van de.



N6i 101 cam on va chuyén huéng. Dit cau hoi va chuyén huéng dé tai nham chia tach khach hang muyc
tiéu va nguoi khach kia. Pay cling chinh 1a chia khoa dé giai quyét van de.

Tap trung lai vao trong diém van dé. Ban nén nhd khich hang muc tiéu mdi 14 nguodi quan trong nhat,
hday lam ho cam thay 161 binh pham cua nguoi kia khong quan trong, quan trong 1a ban than hg cam
thay hai long v&1 bo trang phuc.

Cac mau ciu nén st dung

NVBH: (v6i ngudi khach kia) Cam on 10 gop ¥ cua chi, vy hom nay chi ¢6 mudn xem thir mau nao
khong a? (lam cho ho cut hirng ma di ra cho khac, néu ho muén xem d6 thi goi mot dong nghiép khac
ra hd trg).

NVBH: Chi Truong, chi ngudi di gidy moi biét co thoai mai hay khong phai khong a? Em dd 1am cong
viéc ndy dugc 3 nam rdi nén em nhin 1a biét ngay, doi giay nay khong nhitng mau sac ma kiéu dang
cling rat hop véi chi, chi xem... ma chi cling thich phai khong, néu khong mua e sau nay chi s€ rat tiée
day. (gi6i thiéu vu diém va din du tu duy khach hang, sau d6 dé y thay khach di ngam dong y thi 1ap
tirc dwa dén quay thu ngan).



Tinh huéng 5

Khach hang rat hai long voi bo trang phuc nhung lai ndi doi ban trai dén thir réi méi quyét dinh.
Ung d6i sai

1. Chi dumg do du, bay gio ma khong mua 1a hét déy.

2. Chi mua bay gid thi s& dugc chiét khiu a.

3. PBuoc a, vay chi dua ban trai dén day nhé¢.

Phan tich van dé

“Chi dung do du, bay gio ma khong mua 13 hét day”, cau nay khong c6 bang ching xac thuc nén s&
khién cho khach hang nghi rang nguoi ban dang tao ap luc gia cho minh. Mgt khi khach da nghi nhu
vay thi ban c6 nd1 gi ho cling khong quan tam.

“Chi mua bay gio thi s€ dugc chiét khau a”, s€ tao cam giac khach hang mua by d6 nay chi vi no ré
tién.

“Dugc a, vay chi dua ban trai dén day nhé¢”, cau nay coi nhu ban da ro1 vao bay cta khach hang, vo
tinh tao di€u kién cho ho ro1 khoi ctra hang, lam giam mong muon va kha nang mua cua khach hang,

Chién lrgc ban hang

Pa sb khach hang khi noéi ra cau nay déu dang phan van mot trong hai diém: e ngai minh chon chua
dep, nén muon nho ban trai dén dé ca hai cung thao luan ro1 mé1 quyet dinh, hoac ho vién ¢& dé hoan
binh. Vi thé trude hét, ban can phan tich xem khach hang ctia minh dang thuc sy ¢ vao trang thai nao.

Trén thue €, mua ban chinh 14 qua trinh dién bién tim 1y, ma quyét dinh mua chinh 1a két qua cua qua
trinh dan du. Ngudi ban hang can khéo 1éo dan dat dé khach hang ctia minh noi ra nguyén nhan khong
thé mua ngay.

Cic miu ciu nén st dung
NVBH: Ban trai chi that hanh phuc khi c6 dugc nguoi ban gai khong chi diu dang ma con khéo chon

dd nhu chi. Em tin ban trai chi sau khi nhan dugc mén qua vo cung tuy€t vo1 nay chic chin sé& rat bat
ngo day!



NVBH: (néu khach hang néi chura biét ban trai c6 thich hay khong) Thuc ra ddy khong han 1a mot bo
dd binh thuong dau, ban trai chi chic chin s& rat cam dong khi nhan dugc mén qua nay. Con néu co
diém ndo anh éy khong ung thi trong vong 3 ngay chi co thé quay lai dé doi bo khac, chi théy c6 duoc
khong a? (cht dong dua ra dé xuét).

NVBH: (néu khach van dang do dir) Em hoan toan hiéu tAm 1y cta chi, nhung miu ndy dang ban chay,
16 ¢6 khach hang khac mua mit thi tiéc 1am, hay chi dit coc trudc mdt khoan nho, trong vong mot tuan
chi dua ban chi dén day thir co du’cyc khong? Néu ban chi thich thi thanh toan phan con lai, con néu
khong thich thi cira hang s& hoan lai tién cho chi (d6i voi cac khach hang du doan c6 thé sé mua).



Tinh huéng 6

Ban chii déng moi khéch hang thir do, nhung ho khéng muon thi.
Ung d6i sai

1. Néu anh/chi thich thi ¢6 thé thir a.

2. Pay 1a miu méi cua cira hang chung t6i, anh/chi thir xem sao.

3. B0 nay cling rét dep, anh/chi thtr xem sao a.

Phén tich van dé

Pay 12 mdt trong nhitng tinh huéng hay gip va ludn khién nhirng nguoi ban hang dau dau khi xir 1y, boi
nhiéu nguo1, dac bi€t 1a nam gidi thuong ngai phai thir do.

“Néu anh/chj thich thi c6 thé thir a”, khong nén sir dung cau ndy vi n6 s& giy rac roi cho ban va tao ap
lyc tam ly cho khach hang, ngdm am chi “néu khong thich thi dirng bat t61 phai 1ay cho thi”, hay néu
da thir dong nghia vo1 viéc phai mua hang. Li¢u c6 khach hang nao dam thir 46 ctia ban khong?

“Pay 12 miu mbi cua ctra hang ching t6i, moi anh/chi thr xem sao”, ddy 1a miu cau kinh dién ma
chiing ta thudng dugc nghe trong cac ctra hang thoi trang. C6 nhitng ngudi ban hang khi thiy khach
vira budc chan vao hay vira cham vao mot bo dd nao dé thi lap tirc st dung cau no1 nay khién khach
hang thdy nham chan. Thyc té, cau noi nay khong mang lai tac dung vi mot khi di khong thich thi ho
chic chin khéng thir do.

“B0 nay cling rat dep, anh/chi thr xem sao a”, cau nay s€ khién khach hang cho rang ngudi ban hang
thiéu chuyén nghi¢p, vi viéc khach nhin thay b nao 1a 13p tirc n61 bo d6 dep s€ danh mat long tin cua
ho vao 101 tr van cua ngudi ban, khién 161 no1 cia ngudi ban tré nén vo nghia.

Chién lrgc ban hang

Khi nao khach hang méi quyét dinh viéc c6 mua mot bd d6 hay khong? Chinh 1a khi ho d3 mic thir va
cam thiy hop, ty 16 mua ma khong thir trude rat thap, vi vay khuyén khich khach hang mic thir @6 ciing
chinh 13 mdt trong nhitng phuong phép ning cao doanh sb. Nhung trén thyc t&, hiu hét khach hang déu
c6 phan tng kha tiéu cuc trude 101 dé nghi ndy, nguyén nhan c6 thé 1a: ho e ngai khi thir xong ma
khong mua, hay khong biét minh hop v6i kiéu nao v.v...



Vi thé khi moi khach thir d6, chiing ta can phai nam dugc tim 1y ndy dé giam bét lo lang cho ho, ban
can chi y mot s6 diém sau day:

Nam chic co hoi, khong dugc moi khach thur do qua sém, trir khi ban théy bo trang phuc do thuc su
phu hgp vo1 ho.

Loi moi thir d6 14n dau nhat dinh phai that chan thanh, vi ty 18 dong ¥ thir & 1an moi dau 1a rat cao.

Khi mo1 khach thir dé, ban phai thé hién duoc su tu tin cia minh bﬁng 161 né1 hodc ngdn ngir co thé,
d6ng thoi khéo 1éo truyén dat dén khach hang thong diép “viéc thir 46 s& giup khach hang dwa ra dugc
quyéet dinh dung dan nhat”.

Trong trudng hop bi tir chdi, ban khong nén tir bo dé dang. Hay suy nghi mot cach thiu do, sau d6 noi
cho khach hang vé i do nén thir do, thuyét phuc ho mot cach thau tinh dat ly. Nhung nén nhd, khong
nén mo1 qua 3 1an vi nhu vay khach hang s€ cam thay vo cung phan cam.

Ban nén xdy dung cho minh hinh 4nh mot nhan vién tu van chuyén nghiép dé tao dung niém tin véi
khach hang, di€u nay c6 tac dung rat tich cuc khi ban n6i chuyén véi ho.

Cac mau ciu nén st dung

NVBH: Chi that ¢6 gu thoi trang, ddy 13 miu méi cta cira hang ching toi, tudn vira roi ban rat chay,
dang chi ma mic 1én chac chan sé€ rat dep. Chi qua phong thir d6 thir xem 1én nguo1 s€ nhu thé nao,
mo1 chi qua day a (khong can doi tra 101, chi dong cam quan ao hudng khach veé phia phong thur do).

NVBH: (khach hang vin dang do dy) Tuy ciing mdt bd quan 4o nhung mdi ngudi mic 16n trong sé rat
khac nhau, du em c6 no1 n6 dep dén dau ma chi khong thir thi cling khong thé bi€t c6 hgp véi chi hay
khong.

NVBH: Chij thit c¢6 khiéu thAim my, miu mdi ndy cta chiing em rat phi hop véi nhin vién vin phong
nhu cac chi, dang chi lai chuan, méc 1€n chiac chan sé rat dep. Nhung chi nén thir 1én ngud1 maoi biét
coO dep that khong, mo1 chi qua bén phong thtr d6 (cam lay bo d6 hudng khach veé phia phong thir do).

NVBH: (khéch van khong muén thir) Em nghi tot nhat chi nén thir vi kich ¢& quan 4o ciing nhiéu khi
khong giong nhau dau, nd con tuy vao dang do ma co cai rong cai chat, nén tot nhat chi thir xem co
vua khong. Néu mac 1én khong vira thi chi khong mua ciing khong thay tiéc.

NVBH: (khach van khong thir) Hinh nhu chi van chua mubn thir phai khong a, thuc ra thi chi mua hay
khong ciing khong quan trong, em chi mudn duoc phuc vu chi that t6t thoi. BO quﬁn 40 nay co diém nao
ma chi chua thich cé thé ndi véi em duoc khong a, em cam on chi! (xuéng nude dé nhan duoc su
d6ng tinh ctia khéch, néu khach tra 161 khong thich thi quay lai giai doan tur van).



Tinh huéng 7

San phdam cia cdc anh qudng cdo nhiéu nhw thé thi gid chdc chdn phdi dwoc doi 1én nhiéu réi!
Ung d6i sai

1. Anh/chi muén mua hang hiéu thi phai chip nhan thoi.

2. Co6 dang la gi so voi anh/chi dau.

3. Cai nay thi tdi khong biét.

Phén tich van dé

“Anh/chi muén mua hang hiéu thi phai chip nhin théi” hay “Co dang 1a gi so voi anh/chi dau” s&
khién cho khach hang cam thay minh that ngo nghéch, va khién ho tirc gian.

“Cai nay thi to1 khong biét” 1a 101 giai thich vo trach nhi¢m, khong c6 191 cho viéc ban hang.
Chién lrgc ban hang

Thuyc t& cac thwong hiéu 16n chi rat nhiéu cho quang céo, gia tri san pham vi vy ciing ting 1én. Khach
hang mQt mat mudn mua dugc san phém co thuong hi¢u, mat khac cling ban khoan vé viéc liéu ho c6
phai 14 nguoi chi tra cho cac quang cao d6 khong. Nhitng thic mic ndy hoan toan binh thuong, vi thé
néu dugc hoi, nhin vién ban hang c6 thé giai thich cho khach tir gdc dd phan chia ty 1é chi phi quang
céo, thuc t& chi phi quang cdo chi chiém ty 1¢ rat nho trong gia thanh san phim ban ra, hodc c6 thé moi
cac ngdi sao 1a dai dién hinh anh ctia thuong hiéu dé ching minh chat luong san pham, tir 6 thuyét
phuc khach mua hang.

Cac mau ciu nén st dung

NVBH: Thyc té dé mé rong phat trién thwong hiéu ching t6i ciing thue hién mot s quang cao, nhung
vi thwong hiéu ctia chiing t6i ¢6 uy tin va tim anh hudng rong nén mot s cong ty truyén thong da wu ai
lay gia thanh thap hodc mién phi, chi phi ndy chia cho cac dau san pham ciing chi chiém mot khoan
tién khong dang ké. Vi vay quy khach ciing khong can phai bian khodn nhiéu dau a.

NVBH: Ching to1 co moi ngdi sao XX 1am dai dién cho thuong hiéu ctia minh, diéu nay ciing dé
quang ba cho danh tiéng cta cong ty. Nhu chi cling biét, XX 1a ngdi sao co tiéng ndi trong xa hoi, co
ay luén can than trong viéc lga chon thuong hi¢u dé lam dai dién phat ngon, viéc dong v ky hop dong



v6i cong ty ching t6 ¢o ay tin tudng vao chat lugng san pham cta chang toi. TAt nhién gia thanh san
pham ciing s€ cao hon mot chut nhung khong dang ké trong khi chi lai c6 duoc mdt san pham chat
luong tot.



Tinh huéng 8

Khdch hang lo lang viéc cdc san pham giam gid la do chat lwong c6 van dé, di gidi thich thé ndao
ho cting nghi minh dang bi lua.

Ung d6i sai

1. Anh/chi yén tAm, chat luong déu nhur nhau ca.

2. Péu cung mdt miu quan 4o nén khong c6 chuyén d6 dau a.

3. Péu cung mot nhan hi¢u, khong sao dau a.

Phan tich van dé

Chting ta déu biét cac hing thoi trang, dic biét 1a thoi trang nit, thudng c6 cac chuong trinh giam gia
cuo1 vu deé thanh ly hang ton kho, va di€u nay ciing phat sinh mot s60 van dé mang tinh ti€u cyc nhu
truong hop néu trén.

Pé lam tdt cong viéc clia minh, ngudi ban hang can phai ghi nhé “cha tim 1am dung viéc, chuyén tam
lam viéc tot”. Mgt bd phan nhan vién ban hang tra 161 khach hang chi cho tron nghia vy, ngébn ngir bicu
hién khong cam xtic, khong that tam va nhiét tinh, khong hé c6 tinh thuyét phuc.

Thue té, khi khach dit cau hoi nay vé bé ngoai la hoai nghi chét luong san ph'flm, nhung thuc chat lai
thi€u tin tuédng do61 voi nguwoi ban hang, Vi vay, diém mau chot dé giai quyet van dé 1a 1ay dugc niém
tin cua khach hang.

Chién lrgc ban hang

Nam bit tAim 1y khach hang 1a mdt viéc vO cung nan giai. Ho mic ca dugc cang nhiéu thi cang cam
thay hai long, nhung néu ban dé dang giam gia thi ho lai nghi ngo chat lugng san pham. Khi khach
hang ddt cau hoi nay, ban tra 161 thanh that. Hay giai thich cho ho nguyén nhan chinh ctua viéc giam
gia, dong tho1 nhan manh vao uu diém veé gia ca dé thuy€t phuc ho mua hang. Cac ban - nhirng nguoi
ban hang hdy ghi nhd: khi ching ta cu xtr ty nhién, chan thanh, ngdn nglr giau tinh thuyet phuc va the
hién la nguoi ban hang dam chiu trach nhiém, chac chan khach hang sé hoan toan tin trong vao ban.

Cac mau ciu nén st dung

NVBH: Em hiéu tai sao chi lai hoi nhu vay, nhung em dam bao véi chi 16 hang giam gia nay cung mot



nha san xuat, chi khong can phai bin khoan vé chit luong. Bay gio dang giam gid, chi ma mua 1a rat
sang sudt day a! (bi€u thi sy dong tinh v&1 khach dong tho1 nhan manh vao wu diém gia cd)

NVBH: Chi hoi ciing c6 1y a, nhung dy 13 miu ctra hiang em da hét size nén méi ban giam gia, chat
luong khong khac gi cac mau khac, chi yén tam nhé. (trudce tién dong tinh véi khach sau do giai thich
10 rang cho ho)

NVBH: Chi oi, du 14 hang nguyén gia hay hang giam gia cling déu cung mot nha san xudt nén chit
luong hoan toan giong nhau. Nhur mau chi dang thay thi chat lugng 1an thoi gian bao hanh khong co gi
thay d61, ma gia lai ré hon rat nhiéu. Chi ctr yén tam nhé!



Tinh huéng 9

Cdc anh/chi ban hang thi néi gi chdang hay, lam gi ¢6 ai ban dwa ma ché dwa ciia minh khéng ngot.
Ung d6i sai

1. Anh/chi n6i thé thi t6i ciing cha biét 1am thé nao.

2. Vay théi, du sao thi no1 gi anh/chi cling khong tin.

3. Imlang, tiép tuc lam viéc cua minh

Phan tich van dé

“Anh/ chi néi thé thi t6i, cling cha biét 1am thé: nao”’, cau pa‘ty thoat tién co vé jban dang cam théy thuc sy
bat lyc nhung thuc cyét 1&_1} mang ngir khi rat manh, ngdm bao v&1 khach rang to61 cha con 161 nao dé
noi, to1 khong them dé y dén cac nguoi nira.

“Vay thoi, du sao thi n61 gi anh/chi cling khong tin”, ¥ ctua cau nay 1a to1 c6 giai thich thém anh/chi
cling khong tin, vay t61 khong them dé€ y dén anh/chi nira.

Hanh dong im ling, tiép tuc 1am viéc cua minh sé& truyén dén khach hang thong diép: nhan vién ban
hang dudi 1y, dong ¥ v41 cau ndi cua minh.

Chién lrgc ban hang

Noi chung, chit tin trén thi trudng noi chung hién nay van chua duge coi trong dung mirc, tir cic doanh
nghiép san xuit thoi trang, cdc nha phin phdi, cac lién doanh dén cac nhan vién ban hang déu chua
danh gia hét dugc tAm quan trong cua van dé nay. Mot s6 nhan vién ban hang, dé hoan thanh duoc
doanh sb, d3 ban cho khach nhirng trang phuc khong thuc sy phu hgp véi1 ho, dén khi khach c6 khiéu
nai thi to ra vo trach nhiém. Piéu nay da khién khach hang khong thuc sy tin tudng vao nhing 1i gidi
thi€u cua nguoi ban.

Trong trudng hop ndy, viéc dau tién ban phai 1am 13 14y lai niém tin tir khach hang, vi mot khi khach
d3 khong tin twong thi ban néi gi ciing vo ich. Hay thé hién sy dong thudn véi khach vé mot s hanh vi
thuc t& d3 phat sinh trong nganh, xin 18i ho vé diéu d6 va ndi rd 1ap trudng, thai do cua cira hang
minh. Hay thuyét phuc ho bang nhitng 101 néi chan thanh va khach quan nhét!

Cac mau ciu nén st dung



NVBH: Van dé nay thuc té ciing dd xdy ra & mot sd cira hang khong c6 trach nhiém, ho chi c¢bt lam sao
dé ban duoc hang, nén tdi rat hiéu nhing lo lang cua chi. Tuy nhién xin chi hiy yén tdm, ctra hing ctia
chiing t6i da kinh doanh ¢ ddy hon 3 niam, ton chi ciia ching t6i 1a mang dén cho khach hang nhiing
chat luong va dich vu t6t nhat, toi tin chic chi s& hoan toan hai long khi mua dd & clra hang chung toi.

NVBH: Chj néi rat dang, khong ai ban hang ma khong n6i d6 ctia minh tt ca, nhung tot hay khong
phéi do chinh khach hing néi ra mdi c6 y nghia. Ctra hang ching t6i mé ¢ day ciing hon 5 nam roi,
ching t6i cling ¢6 hon 5, 6 chudi ban 1é nita, chi ¢t yén tAm vé uy tin ctia chiing t6i. Chi cir thr mot bo
xem sao, ban than minh phai tr cdm nhan mé1 duge.



Tinh huéng 10

Khi cira hang déng khdch, phdi lam thé nao dé khdch thay minh dwoc quan tam ma khéng bo di?
Ung d6i sai

1. Mot luc nira anh/chi quay lai nhé?

2. Anh/chi doi cho mot chut dé em phuc vu vi khach kia xong da nhe.

3. Mac k€ du khach hoi.

Phén tich van dé

Nhirng ddi dap trén sé khién cho khach hang cam théy b1 bé mac, khong dugce ton trong. Mac ké khach
hodc tham chi khong thém nhin ho lai cang bat lich sy hon. Rat nhiéu vi khach vi b1 do1 xir nhu vay da
tirc gian ma bo di.

Chién lrgc ban hang

Nhiéu khi ctra hang qua dong khach dén mtrc ngudi ban hang phuc vu khong xué. Viéc gitt chan duoc
khach hang trong lic qua dong khach cling 1a mdt bai toan kho. Ky thuc khach hang cling s€ thong cam
cho ban trong truong hgp nay, néu ban té ra khéo 1€o va khong stir dung nhiing tir ngtr khién ho phat y.
Hay danh gia lugng khach hang va nhu cau mua hang cua ho dé bo tri phuc vu hop ly, tuyét doi khong
dugc coi trong ngudi nay ma phdt 16 nguoi kia. St dung nhitng 101 that chan thanh va nhe nhang giai
thich d€ ho hiéu va thong cam.

Nguoi ban hang nhit dinh phai nidm chéc nguyén tic: phuc vu lan luot theo tht tu, ai dén trude sé
dugc phuc vu trude, néu khong s€ gay kho chiu cho khach hang. D61 véi nhirng khach dén sau, ban can
phai chao hoi lich sy va mo1 ho dgi mot chut, sau khi da phuc vu xong cho khach dén trude thi quay
ra phuc vu nguo1 dén sau, giai thich qua cho ho hiéu dong thoi lich su xin 16i ho.

Cic miu ciu nén st dung

NVBH: That v6 cung xin 16i chi, hdm nay ctra hang dong khach qua ma nhan vién lai khong du, c6 gi
khong phai mong chi thong cam. O diy c6 may mau mdi ra nim nay, chi cit xem qua trudc, néu thich

mau nao thi go1 em, em s¢& léy cho chi thir nhé.

NVBH: (khach d3 thong cam, quay lai khach hang dén trude) Xin 18i da dé chi phai doi 1au. Chi mubn



thir miu ndy phai khong a, dé em lay cho chi xem nhé?

NVBH: (do1 v6i1 khach hang cti dén dé ndi chuyén) Hom nay dong khach qua em chua ng61 noi chuyén
vo1 chi duoc, chi thong cam giap em nhe. Bay gio chi ngoi uong nuéec dgi em hay chi c6 mudn xem
mau méi ra cua cura hang khong a?



Tinh huéng 11

Hang méi boc hdp, khdach sau khi thir rdt ung ¥, nhung ho lai muén ldy mét chiéc méi khdc ma
thuc té chi con dung mot chiéc duy nhat.

Ung d6i sai

1. Chi con mdt chiéc nay thoi, anh/chi khong 14y thi em ciing chju.

2. Mau nay chi con ding mot chiéc théi, hay anh/chi chon miu khic xem sao.

3. Néu c6 chiéc khac thi em s& 1ay cho anh/chi, nhung thuc s chi con chiéc duy nhit nay thoi.

4. Pay 1a hang mé1, lai boc ngay trude mat anh/chi con gi.

Phan tich van dé

Khi b6 tién mua mot mén hang, khach hang ludn c¢6 tim 1y phai mua duoc mén mdi nhat, vi thé sau khi
da thir va ung ¥ ho hay yéu cau nguoi ban hang lay cho chiéc md1 khac dé thanh toan. Nhung trong
truong hop chi con chiéc duy nhat do, ban s€ lam gi 1ic nay?

“Chi con diing mot chiéc nay thoi, anh/chi khong 13y thi em ciing chiu”, ¥ cua cau nay 1a anh/chi c6
mua hay khong thi tuy, dong thoi tao ap lyc tam 1y rat 16n 1én khach hang,

“MAu nay chi con diing mot chiéc thoi, hay anh/chi chon mu khac xem sao”, khach kho khin 1dm méi
chon ra dugc bo do ung ¥, nd6i nhu vay khac nao phu dinh hoan toan su lwa chon cua hg. Hon nita ban
con mat cong gidi thigu thém mot bo khac.

“Néu c6 chiéc khac em s& 14y cho anh/chi, nhung thire su chi con chiée duy nhat nay thoi” hay “Pay 1a
hang ma1, lai boc ngay trude mit anh/chi con gi”, vé€ ban chat thi hai cau nay khong c6 van dé gi,
nhung lai khong c6 hiéu qua thuyét phuc.

Chién lrgc ban hang

Viéc giai quyét mot van dé rat quan trong, nhung tim ra nguyén nhan dé han ché dén mirc t6i da van dé
cO thé phat sinh mé1 chinh 1a chia khoa gitip cira hang ctua ban nang cao dugc doanh s6 va thu dugce

nhiéu loi nhuan hon.

Trong trudng hop ndy, trude hét nhan vién ban hang phai ndm duoc s liéu hang ton kho khi gi6i thiéu



cho khach, tranh dé tinh huéng nay phat sinh. Thir hai, néu thuc su nay sinh van dé thi ban cling hay
dtng & 14p trudng ngudi mua dé thong cam véi ho, bai du 1a hang béc ngay trude mit ho nhung sau
khi da thtr xong thi bd quan 4o d6 s& khong con 1a méi nita. Khi d6, ban hiy to ra ngac nhién mot chit
va sau do khéo 1éo giai thich cho ho. Ban cling c6 thé tan dung viéc “chi con mot chiéc duy nhat” nay
dé tao ap luc cho khach, khién ho phai bo tién ra mua.

Cac mau cau nén st dung

NVBH: Pé em giai thich mot chat, tir trudce tdi nay, cira hing em mdi miu quan 4o chi nhap sd lugng
rat han ché. Kiéu chi vira mic thuc sy chi con duy nhit mot bo, lai 1a hang hoan toan méi, chi yén tam
nhé. (khi thdy khach dang suy nghi hay do dy thi ngay 14p tirc dé nghi ho mua). Moi chi qua day dé em
201 cho chi nhé.

NVBH: Chj oi, dung 1a cira hang chi con duy nhat mot chiéc nay thoi, chi muén 14y chiéc khac thi
cling khong con dau a. Hay dé em noéi véi quan 1y xem c6 chiét khdu dugc cho chi theo wu dai danh
cho khich hang VIP khong, chi thay thé ndo a? (1y wu dai vé gia dé hap dan khach hang, khi khach
ngam chap nhén thi 14p tic tién hanh thanh toan)

NVBH: bung la by nay anh mic rat dep nhung tiéc 1a chi con duy nhit mot b, anh mudn léy bd mdbi1
hon cling khong con dau a, chi con cach dat thém cho anh thoi. Hay anh dé lai s6 dién thoai va dat
coc, khi nao hang méi vé chung to1 s€ lap tirc goi cho anh?



Tinh huéng 12

Khach v,c‘zo ’ngd’m mot lwot roi néi: hoi trwde téi ciing mua do cua cdc anh, nhing chat lrong
khong tot lam.

Ung d6i sai

1. O! ¢6 that khong a?

2. Sao nhu vay dugc, tir trude dén gid co ai ndi nhu vay dau.

3. Péy 1a chuyén trudc kia, con bay gid hang ctia chung tdi di dugc cai tién hon nhiéu.

Phan tich van dé

Khi khach hang da c6 an tugng khong tot vé cura hang cua ban, thi viéc dau tién khong nén chat van ho,
hay lam mot diéu gi do dé giai téa su birc xuc cua ho, qua d6 huéng khach dén viéc chon mua do6 mai.

“Q, ¢o that khong a?”, “Sao nhu vay dugc, tur trudce dén gi0 ¢0O ai no1 nhu vay dau” 1a nhirng cau biéu
thi thai do khong coi trong 101 nd1 cua khach hang, nghi ngd ho dang no1 doi.

“Pay la chuyén trudc kia, con biy gid hang cta ching t6i dd duoc cai tién hon nhiéu” c6 nghia dong
¥ v&1 nhan xét cua khach nhung khong dua ra dugce 1y do thuyét phuc.

Chién lrgc ban hang

Trudc hét ban hiy t6 rd thién chi ctia minh bang cach hoi thém khach hang vé nhitng van dé khién ho
chua hai long, sau d6 thyrc hién cong viéc dan dat khach mua nhu thudng 18. Khi d6 khach chac chan
s& dua ra mot loat nhitng van dé va ¥ kién ctia ho, hdy tu tin tra 101 ho, khién ho bi thuyét phuc boi
nhitng 101 giai thich cua ban. Lam dugc dleu ndy ban khong nhitng xtr 1y duoc moi khiic mic ctia
khach ma con hoa giai dugc tam ly kho chiu von ¢6 ctia ho.

Cic miu ciu nén st dung
NVBH: Rét cam on chi vi d4 tng ho ctra hang ching t6i trong thoi gian qua, c6 18 1an trudc da 1am
chi khong hai long, chiing t01 v6 cung xin 101. Chi ¢6 thé cho to1 biét diém nao chi chua hai long khong

a? (truoc hét phai xin 16i khach, sau d6 méi tim hiéu nguyén nhan dé hoa glai su bat mén cla ho)

NVBH: Du sao chung toi cling vo cung xin 1di chi, va ciing rat cam on chi da gop y dé ctra hang khic



phuc. Mong chi s& bo qua chuyén cil dé tiép tuc tng hd chiing t6i, ching toi nhat dinh s& mang dén cho
chi nhitng san pham va chat lugng tot nhat, vi gan day chung t61 da c6 nhirng thay doi cai tién moi, vi
du nhu...



Chwong II: Xir ly nhirng van dé thwong gap & giai doan khach
thw do

Tinh huéng 13

Khdch hang sau khi thir vai bé do, im ldng va c6 y dinh b di.
Ung d6i sai

1. Thir nhiéu nhu vay ma anh/chi khong thich b nao sao?

2. BO anh/chi vira mic rat dep déy chur!

3. Anh/chi muén tim nhitng kiéu nhu thé nao?

4. Khong biét ra 1am sao nira, cha thdy noi ning gi.

Phan tich van dé

“Thir nhiéu nhu vay ma anh/chi khong thich bd nao sao?” 1a mot cach noi hét stric vo duyén, khach
hang s€ tra 101 mot cach tiéu cuc, bd1 ho nghi ban da mat kién nhan.

“B anh/chj vira mic rat dep déy chir!” mang tinh khiéu chién, rit kho gilr dugce chan khach hang.
“Anh/chi mudn tim nhitng kiéu nhu thé nd0?”” mang ngir khi qua manh, thé hién sy mat kién nhan.

“Khong biét ra 1am sao nita, cha thiy ndi ning gi” 1a suy nghi tiéu cuc ctia ngudi ban hang, khi gip
tinh huong nay trudc hét ban can xem xét lai thai do phuc vu khach c6 cho nao chua tot thay vi van
veo do 101 cho ho.

Chién lrgc ban hang

Su thyc 14 néu thoi gian cho phép thi khi khach mudn thir nhiéu d6 chiing ta ciing phai phuc vu ho voi
thai 6 vui vé va chu dao nhat, diéu ndy s& khién khach hang cam thiy ngai ngiing néu khong mua bo
ndo. Ky thuc tim 1y cua khach hang d6i khi ciing hay thay doi, ddc biét 1a nit gidi, ho hay bi hip dan
va hay so sanh. Vi di twong khach nay, ban hiy thang thin trao d6i véi ho, hoi rd nguyén nhan va
tim hiéu nhu cau thuc su cta ho.



Cac mau cau nén sir dung

NVBH: Chi o1 hay khoan di da a, méy mau nay chi khong thich hay do em phuc vu chua duge chu dao
a? Chi cur n61 vo1 em, em cling chi mong chi hai 1ong thoi. Chi thich nhitng ki€u nhu thé nao, em s€ lua
tiép cho chi thtr nhé! (ngir diéu tu nhi€n, thang than)

NVBH: Chi o1 dung v01 di a, em théy b0 chi vira mac cling rét dep, cb diém nao chj chua ung khong
a? (tim hiéu nguyén nhan khach dinh bo di va tim hudng giai quyet)

NVBH: Em rat xin 15i, 1a do em giai thich chua dugc rd, thue ra bo do... (giai thich rd hon thic mic
cua khach hang)



Tinh huéng 14

Thuee té khach hang mac rat vira nhung ho lai ndi: Bo nay mac cam giac hoi chat.

Ung d6i sai

1. Thé méi ton dugc dang chur a.

2. Kiéu nay thiét ké nhu vay ma.

3. Kiéu ndy ma mic rong thi lai khong dep dau a.

4. B6 niy co gian tbt, chi mic miy lan s& gidn ra day.

Phan tich van dé

Hinh dang co thé ctia mdi ngudi mdi khéc, size quy dinh ctia mdi hing ciing khong giéng nhau, c6 khi
hoi chat hay hoi rong mot chut, vi thé khach khi mua hang phai mic thir, néu vira thi mé1 mua. Thém
vao d6, mdi khach hang lai c6 thoi quen mic d6 theo gu riéng, ho s& khong thé ngay 1ap tirc thich tng
dugce vo1 mot ki€u thot trang méi, luc nay nhan vién ban hang nén dung trén lap truong cua khach
hang dé dan thuyét phuc ho, khong nén phii nhan ngay 1ap tirc.

“Thé méi ton duoc dang chtr a” hay “Kiéu nay ma mac rong thi lai khong dep dau a” 1a nhiing kiéu
giai thich thiéu tinh thuyét phuc, khién khach nghi rang ngud1 ban hang dang vién ly do dé ban cho ky
duoc bo do do.

“Ki€u nay thiét ké nhu vay ma”, ngdm am chi chi ¢6 mua hay khong 1a viéc cua chi.

“B0 nay co gian tot, cht mac may lan s€ gidn ra day” s€ khién khach hang hoai nghi chat lugng cia bo
do.

Chién lrgc ban hang

Pé tré thanh mot ngudi ban hang chuyén nghiép ban nén ghi nhé: chi nhitng ngudi ban hang thong
minh méi dugc khich hang coi trong va tin tuéng. Hay khién cho khach hang cua ban thiy duogc su
chuyén nghi¢p trong cung cach phuc vy, khién ho ty nguyén dé duoc ban dan dit, dung vo1 tuan theo
yeu cau ctia khach, vi d6i khi sy lwa chon cua ho chwa chic d3 chinh xéc. Tuy nhién, ban cling khong
nén tim da moi cach dé ban cho dugc mot bd do néu nd khong phu hop voi ho, dirng thuyét phuc ho
bang nhitng 1y 18 ma ngay ban ciing khong phan biét duoc c6 dung hay khong. Diing cam nhan sai va



dan khach hang di theo mot hudng khac thay vi ¢d chap di vao ngd cut.

Trong trudng hop nay, trude hét ban hiy hoi khach vé théi quen dn mic cua ho dé dong tinh voi nhan
xét cua ho, sau do khéo 1éo chuyén dé tai thuyet phuc khach dong y thay doi thoi quen va dung quan
niém do bang nhirng hi€u biét chuyén mon cua ban.

Cac mau cau nén st dung

NVBH: Pung r6i, kiéu nay ctra hing em thlet ké dang hoi 6m, chi quen mic Tong chic 1a chu’a quen
lam, nhung dang nguoi chi dep, mac 1én s& rat goi cam. Vai dugc 1am tir chat lycra co gian tot, mac
may 1an s& thoai mai ngay th01 Khong gidu gi chi, thang trude cling 6 mot chi hay mac d6 rong giéng
n,hu chi dén mua hang, chi 4y ban dau ciing khong thich nhung sau khi mua va mic rdi thi bay gio ung
lam.

NVBH: O! vay tu trude dén g10 chi thich mic do rong phai khong a? Cha trach chi chua quen, vi mac
do rong s€ thoai mai hon mot chat, nhung mac dd bo cling c6 cai dep cua no, co thé lac dau chua quen
chi s€ cam théy hoi chat, nhung thuc ra khong phai thé dau. Chi c6 d6i chan dai va dep, mac kiéu nay
s& rat ton dang. Hay 1a chi thtr d6i phong cach mot chit xem sao? (néu thdy khach khong phan ddi thi
lap trc dé xuit mua)

NVBH: (néu khach khong dong ¥) Vay thé nay, dé em 14y cho chi size to hon, chi mic thir dé nhan xét
nhé.

NVBH: Pung 14 bo nay ¢6 hoi nhd mot chat, chi dgi dé em 14y cho chi size to hon nhé (nhu vay khach
hang s€ thong cam cho ban).



Tinh huéng 15

Théi, téi thdy mdc bo nay lén tréng hoi mdp.
Ung d6i sai

1. Em thdy dep ma.

2. Khong map ma, em lai thiy hoi gy do.

3. Kiéu nay nhu thé ma, chi cai ctc vao 1a on.
Phén tich van dé

“Em thiy dep ma” hay “Khong mip ma, em lai thay hoi giy d6”, hai cdu ndy thudc vao loai tu duy
thang, khong mang tinh thuyét phuc.

“Kiéu ndy nhu thé ma, chi cai clic vao 1a 6n” biéu thi ngdm dong ¥ véi nhan xét ctia khach.

Chién lrgc ban hang

Phu nir hién dai luén quan niém “gﬁy mo&1 dep” va ho tim dén thoi trang dé hoan thién hinh thirc cua
minh, giup ban than hap din hon trong mét ngudi khic. Vi vay, khi khach hang dua ra nhitng nhan xét
nhu thé, ban hay dung nhiing ly 1€ thuyét phuc nhat dé phan tich cho ho bang con mat chuyén nghiép.
Nguoi ban hang khong nén phi nhin hay khen 1y 18, vi nhu thé khach s& khong tin. Ban hiy st dung
nhitng ngdn tir mém mai dé nghe nhat kiéu nhu map 1a phac hau, da ngim den 1a da khde, v.v... nhitng
tr nglr nay gan nghia, li€n quan v&1 nhau s€ giap khach hang cam thay tot hon.

Cic miu ciu nén st dung

NVBH: Chi o1, dﬁy dan mot chut trong md1 phic hau. Trong chi rat co phuc, toat 1én sy ung dung,
nhan ha, nhi€éu nguo1 mong ma khong duoc. Bo do nay qua thuc rat hop véi chi, chi xem...(trudce tién
chuy€n doi1 mot chit khai niém, sau thuan theo d6 dé noi vé uu diém cta bo do)

NVBH: Truéc day chi thich mic do rong hay dd b6 a? ( khach tra lo1 “d6 rong”)

NVBH: O vay cha trach chi chua quen 1a phai roi, thue ra bo nay rét phong cach, chi ma mac méy lan
s& thay quen ngay thdi. Chan chi lai dai nita, mic hoi bo nhu thé ndy ching phai cang hap dan hon



sao!

NVBH: (néu khach van néi nhin hoi map) Chi théy diém nao 1am bo nay mac lén trong ho1 mip a, mau
sdc, kieu dang hay do chat li¢u? (sau d6 dua theo cau tra 101 cuia khach dé giai thich hoac tr van mdt
b0 khac)

NVBH: Chj thdy mic 1én trong hoi mip phai khéng a? (khach gat dau)

NVBH: Thuc ra chi miac b nay rat hop déy, trong khong map chut nao, co thé em noi chi khong tin,
nhung chi xem nhé: phan thin 4o blazer ¢ trén 14y mau chi dao 13 den, mau ndy c6 tac dung trong gay
hon rdi, con phan chin vay in hinh hoa li ti, s& gitip chi tréng gon gang hon. Em thiy rat dep, c6 thé
chi chua quen, nhung chi ctr ngém lai xem.



Tinh huéng 16

T6i khong thich kiéu nay, trong dirng din qud, mdc 1én chdc sé rat gia.
Ung d6i sai

1. Phong cach ndy rat hop voi chi day.

2. Em lai thdy chi mic 1én sé& tré hon day.

3. Khong ddu, chi ma mic bo ndy tréng sé rat ra dang thanh dat.

4. Sao lai khong hop chir, hay chi chon kiéu khac xem.

Phan tich van dé

Bét ¢t ai mua do cling déu mong mubn mua duoc loai hoan hao nhit, nhung li¢u ctra hang cua ban luc
ndo ciing dap tng duoc tiéu chi nay hay khong. La ngudi ban hang, bat budc ban phai ndm viing dugc
wu nhugce diém ctia hang hoa va ddi twong khach hiang ma minh phuc vu. Nhitng 101 giai thich chung
chung, nhip nhing khong thé giai quyét duoc van dé.

“Phong cach ndy rat hop v&i chi diy”, “Em lai thay chi mic 1én sé& tré hon ddy” hay “Khong dau, chi
ma mac bg nay trong s€ rat ra dang thanh dat”, day 1a nhirng 101 gop y thiéu thuyét phuc, khong the
hién sy dong tinh can co, khach hang vi thé s€ nghi rang ban gia do1 va khong tin ban.

“Sao lai khong hgp chur, hay chi chon kiéu khac xem”, day khong phai 1a cach ma mdt nhan vién ban
hang chuyén nghié€p nén lam, n6 thé hién sy thoa hi€p cua ban khi chua no luc tim cach gidi quyét, lam
tang kho1 lwgng cong viéc trong khi hi¢u qua chac chan s€ giam di nhiéu.

Chién lrgc ban hang

Khong c6 loai quan 40 nio khong tdt, chi c6 nguoi ban quan 4o chua tot; khong co loai quan 40 nao
khong ban dugc, chi c6 ngudi khong biét ban quan 4o ma thoi. Bat cir kiéu quan 4o nao ciing déu c6
nhitng wu diém riéng. Khi tinh hinh kinh doanh am dam, dimg voi do 16i cho hang héa, thoi tiét, doi
tht canh tranh hay thuong hiéu, hiy thing thin nhin nhan kiém diém lai cach thirc ban hang cua minh
dé tim ra hudng khic phuc. Hy trang bi cho minh nhiing kién thirc vé kiéu cach, mau sic, size va uu
diém cua tung loai trang phuc, nim dugc nhitng hoan canh co thé mic va hoach dinh nhom khach hang
muc ti€u cua ching.



Trong trudong hop nay, ban dung cd tranh luan v&i khach hang, nhu vay s€ chi khién ho thém khé chiu.
Nguoc lai, hily dimg trén 1ap trudng cta ho dé tan thanh, dong thoi gidi thiéu thém vé nhirng wu diém
ctia bo dd. Néu khach van khong thich thi ban c6 thé hoi ho k¥ hon vé s6 thich mic, vé hoan canh s&
mic v.v...dé tu van cho ho nhitng miu quan 4o khac.

Cic miu ciu nén str dung

NVBH: Duing 1a b0 nay trong c¢6 hoi chiing chac, chi dinh mac b nay di lam hay di cho1 a?

NVBH: (khach néi mic dé di 1am) Néu dé mic di 1am thi qua phd hop roi, bd ndy mau sdm s& gitp
chi trong dinh dac va rat c6 strc hiat. Chi lai c6 ny cuo1 than thién thé nay chac chan sé chiém dugc

cam tinh ctia dong nghiép va khach hang day.

NVBH: Em hiéu thyc ra bd ndy chi phit hop voi cong s théi. Chi ¢6 mubn em tur van thém vé cach
mac do khong a? (n€u khach dé noi chuyén)

NVBH: Dura theo dang ngudi, mau da va cong viée cta chi thi em thdy b ndy rat hop, vi kiéu dang,
mau sac mang lai cam giac..., binh thuong chi khong hay mac ki€u nhu vay nén chac s€ chua quen mat.
Hay chi cr mac thtr nhé, mo1 chi qua bén nay a.

NVBH: B nay mic 1én ding 13 s& c6 cam giac hoi nghiém tic, vay chi mudn chon kiéu dang nhu thé
nao a? Vo1 kinh nghiém ctia em, em tin chac chan s€ giap chi chon duge bo ung y nhat.



Tinh huéng 17

T6i rat thich bo nay nhung dong nghiép cua t6i cling c6 mot chiée y hét, lai con ciing mot vin phong
nira chir!

Ung d6i sai

1. Vay chi xem bd khac nhe.

2. Hay chi 1y mau khac vay.

2. Chj khong nhat dinh phai mac di lam ma.

3. Mdi ngudi mic 1én trong cling khdc nhau ma chi.

Phan tich van dé

“Vay chi xem bd khac nhe¢”, “Hay chi léy mau kh:élC Vé}{” déu thé hién sy dé)ng tinh V(’Yi‘ suy nghi cua
khach, n6 chirng t6 ban khong hé c¢6 y dinh thay d61 quyét dinh cta khach hang, chinh diéu nay s€ lam
giam hi¢u suat lam viéc va hinh anh chuyén nghi€p ctia ban trong mat ho.

“Chi khong nhat dinh phai mic di 1am ma”, khach c6 thé s& hoi van lai va tir chdi mua.

“Mobi nguo1 mac 1én trong cling khac nhau ma” sé khong giai quyét dugc vin dé mot cach truc dién va
khong c6 tinh thuyét phuc.

Chién lrgc ban hang

Nguoi ban hang can phai hoc cach kién dinh d6i voi su that, nhung ciing khong nén kién dinh dén mirc
¢ chép. Du biét 6 su trung 13p nhung khach hang van phan véan do du, diéu nay chung t6 ho da that
su thich. Néu ngudi ban khuyén khich thi ¢6 thé trong luc nhét thoi khach s& mua, nhung néu sau nay
khach hang va déng nghi¢p cua ho vo tinh mic trung nhau, hg s€ vo cung bdi 16i va sé& trach cir nguoi
ban.

Céch tot nhat dé xtr 1y van dé nay 1a ban hiy tu van cho khach mot bo khac co kiéu dang, chét lidu va
mau sac tuong ty.

Cac mau ciu nén st dung



NVBH: Vay sao, that 12 tring hop qua. Kiéu 4o blazer den nay c6 uu diém la... nén dugc nhiéu ngudi
ua chuong. Nhung em thay chi hgp v61 mau be hon, trong nha nhan lich sy, ca tinh ma khong khoa
truong. Chi qua day thtr nhé...

NVBH: That tring hop, nhung dong nghiép mic do gidng hét nhau ciing khéng hay 1am. Cira hang em
vira hay lai nhap dén 3 mau cung phong cach ndy, mau sic hoa vin ciing rat hop véi phong cach cta
chi. B¢ em lay cho chi thir nhé.



Tinh huéng 18

Kiéu nay nguoi ta méc nhan nhan ngodi dwong, t6i khong mua niva dau.

Ung d6i sai

1. Chirng t6 d6 ctia chiing t6i rat duoc wa chudng day chi.

2. Thuc ra mdi ngudi mic 18n trong ciing khong gidng nhau ma.

3. Quan 40 bi trung lap 1a chuyén binh thudng ma.

4. Sao c6 thé nhu thé duoc, mbi miu ching toi nhip sé lugng rat han ché.

Phan tich van dé

“Ching tg”) d6 ctia ching }6i rat dugc ua chudng day Chl,i’” hay “Thuc ra méi nguo1 mac 1én trong cling
khong giong nhau ma” déu khong c6 tac dung giai quyet truc dién van de, khong loai bo dugc nhirng
ban khodn ctia ngud1 mua, ma chi nhu ty gidi thich cho minh nghe.

“Quﬁn ao bi trung lap 1a chuyén binh thuong ma”, ban dang 1€n 16p cho khach hang ctia ban, dang bao
ho qua au tri.

“Sao c6 thé nhur thé duge, mdi miu ching toi nhap s luong rat han ché”, ban phi nhan y kién cua
khach hang mot cach hét strc don gian, nhung lai thiéu tinh thuyét phuc va dé gy ra tranh cai.

Chién lrgc ban hang

Khong ai, dic biét 1a nhitng nguoi yéu thich thoi trang, muén mic kiéu db bi “dung hang” véi qua
nhiéu nguoi. Tuy nhién doanh nghi€p khong thé chi san xuat duy nhat mot bo, nhat 1a véi1 nhitng kiéu
dugc thi truong wa chudng.

Trong truong hop nay, khi khach hang néu ra viéc kiéu dang qua pho thong thi nguoi ban hang trude
hét can to ra hiéu va déng tinh v&i khach, sau do gidi thiéu cho ho nhirng mau gia cao hon mdt chut
nhung dac sic va it bi trung 1ap hon. Ngoai ra, néu ban 13 mot nguo1 ban hang vu t4, hay tu van thém
cho khach cac phu kién, gidy hay tai xach dé két hop, gitp ho thé hién duoc gu thoi trang riéng, khi d6
ndi ban khodn cua khach s& dan tan bién.

Cac mau ciu nén st dung



NVBH: Dung roi a, gap moOt ngwo1 mac y hét minh qua ciling khong thich lém, néu anh mudn tim kiéu
nao doc dao ma khong bi trung dé em gigi thidu cho anh kiéu so-mi lya nay nhé. Kiéu nay ching em
nhap rat it, s& khéng bi dung hang nhiéu, lai hop vdi ddng ngudi va mau da ctia anh, nhung gia thi hoi
cao mot chat. Pé em ldy cho anh xem nhé, moi anh qua bén nay... (chuyén hudng tap trung ctia khach
hang, dirng cau né van dé gia ca. Khuyén khich cac ban ap dung phuong an ndy)

NVBH: Pang 1a do cdc miu quan 40 ctia cira hing em déu dé mic, chat lwong dam bao ma gia ca lai
phai ching nén dugc rat nhiéu khach hang wa chuéng. Nhung gin day chung em da c6 nhiéu thay doi,
mau ma ching loai da dang hon va s6 luong phan phdi cho cac khu vire ciing han ché hon. Vi vay anh
tuyét d6i yén tim khong phai lo ldng nhé.

NVBH: Bing r6i a, nhitng mau pho thong gia hop 1y, chat luong tot ma lai dé mic nén ciing rat hay bi
dung hang. Hay chi thir két hop v61 nhitng phu kién nhu trang stre, tii xach va giay ma chi c6 xem, nhu
vay s& khong ai c6 thé bat chudc ma lai co nét doc dao riéng, ching t6 1a chi rat c6 gu tham my. Chi
thay thé nao a?



Tinh huéng 19

Thoi dung gat toi, toi mac bo nay khong hop dau.

Ung d6i sai

1. Sao lai khong hgp chir, em théiy dep ma.

2. Kiéu nay chiing em ban chay lim.

3. Thé chj thir kiéu khic xem nhé.

Phén tich van dé

“Sao lai 1§h6ng hop chir, em théy dep ma”, ban nén biét dé giai t(’)aqnhﬁ:ng ban khoan cua khach hang
thj cach tot nhat 1a khong nén d&pg trén ’lap truong cua nguwoi ban dé‘ nhan xét, vi gi@ du,hic do khach
dong y mua thi sau nay chac chan s€ hoi han ma quay lai doi tra do, s€ vo cung rac roi. Ban chi la

nguoi tu van, thic ddy qué trinh mua ban chtr khong c6 quyén quyét dinh thay cho khach hang.

“Kiéu nay ching em ban chay 1am” thudc loai biéu dat “tyr hoi tw tra 1017, khong 6 tic dung vi quan
a0 ban chay dén may cling chua chac hgp v1 moi dang nguoi.

“Thé chi thir kiéu khac xem nhé” ¢ nghia ban dong ¥ voi nhan dinh cua khach hang, ban khong lam gi
ca dé thay doi tinh hinh, khéng nhitng vy ban s& lai mat thém cong tu van, hiéu sut cong viéc ctia ban
s€ giam di.

Chién lrgc ban hang

Vii khi dac dung dé xtr 1y trong moi tinh hudng ctia ngudi ban hang chinh 14 dat cdu hoi, van dé cang
kho xtr 1y thi vii khi nay cang tré nén 1g1 hai. Vi thong qua viéc tra 101 cau hoi, ban s€ hi€éu dugc suy
nghi cua khach hang, ban sé chuyén tur thé bi dong sang chu dong. Pay go1 1a lay bat bién trng van
bién, vira co6 thé hiéu dé thuyét phuc khach, vira khién khach thay dugc ton trong.

Cac mau ciu nén st dung

NVBH: Chi 1a khach quen sao em dam ddi chi chtr, thé c6 diém nao chi chua ung co thé ndi em biét
dugc khong a?

NVBH: (sau khi khach trd 161) Thuc ra thé nay chi a...



NVBH: Em xin 16i vi liic ndy chua biét tinh hinh nén 1am mat thoi gian cua chi, chi bo qua nhé. Thyuc
ra ctra hang cling mé1 nhap thém may mau méi chac sé hgp véi chi hon, dé€ em lay chi xem nhé...
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Théi t6i khdng thir nita ddu, kiéu ndy giong kiéu téi mua nam ngodi roi.
Ung d6i sai

1. Sao lai giéng duoc a?

2. Pay 1a miu méi nim nay ma!

3. Ciing kho tranh bi gidng chut xiu chi a.

4.Y chi bao kiéu nao ctia ndm ngoai a?

Phan tich van dé

“Sao lai giong duoc a?” hay “Pay 1a miu méi nim nay ma!” hoan toan thiéu tinh thuyét phuc, khach
s€ nghi quan 4o cua cura hang ban khong c6 gi dac sac.

“Ciing kho tranh bi giéng chut xiu chi a2, cau nay am chi khach thiéu kién thirc cin ban, 1am cho ho bi
boi roi.

“Y chi bao kiéu nao ctia nim ngoai a?” sé khién cho khach c6 nhirng lién twdng tiéu cuc, cach dat cau
ho1 nay khong mang lai hi¢u qua ma chi khién cho ban gap thém phién phirc.

Chién lrgc ban hang

Hau hét trong moi trudng hop khach hang s& khong mua lai nhitng kiéu quan 40 ma ho d co, nhung
moi con dudng déu dan tdi La M3, ban hily khuyén khich ho thay d6i théi quen an mic va thir nhitng
kiéu m&1 hon, hdy linh hoat dé kich thich nhu cau mua cua ho.

Trong trudng hop ndy, khach hang s& cam thiy nham chan vdi nhitng kiéu trang phuc twong tir voi
nhitng gi ho da mua trude do, ban hdy gitp ho thay doi thoi quen an mac, gidi thi€u nhirng mau quan
a0 co kiéu dang, mau sac, phong cach khac nhau va dé nghi ho mac thu.

Cac mau ciu nén st dung

NVBH: Hoa ra chi thich phong cach nay a. Cira hang em cling méi nhip thém miy mau cing phong
cach nay nhung ki€u dang c6 khac doi chut, dé em lay cho chi xem, chac chan chi sé rat thich day.



Moi chi qua bén nay a...

NVBH: Pé em doan nhé, chic nim ngoai chi mua miu X phai khong a, dung 12 miu d6 v6i miu nay
kha giong nhau. Hay chi xem thém may mau phong cach khac nhe, khi két hop lai trong cling hay lam.
Bén kia ¢6 may mau rat doc dao, moi chi qua xem nhé...

NVBH: Mic mii mdt phong cach ciing nham 1am, nén chi dirng xem nhitng kiéu nhu vay nita. Dé em
tu van cho chi may ki€u khac chi mdc thir xem sao, thay d61 phong cach mot chut cho mé1 mé, moi chi
di theo ema...
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Thoi toi mac mau nay khong hop dau.

Ung d6i sai

1. Thé chi hop v6i mau nao a?

2. Hay chj thay kiéu khac xem sao?

3. Thuc ra chi mac mau nay dep ma.

4. Kiéu nay thi phai mau nay moi dep a.

Phén tich van dé

“Thé chi hop vo1 mau ne‘lo’ a?”, “Hay ch1 thay kiéu khac xem §ao?” thé hién réng ban bo cudc qua dé
dang, ban khong c6 chu kién, chinh vi thé cho du khach méc rat hgp nhung vi su “nhu nhuge” cta ban
ma hang khong ban dugc. Nhitng nguoi ban hang nhu thé sé khong duoc khach hang ton trong.

“Thyc ra chi mic mau nay dep ma” hay “Kiéu nay thi phai mau ndy méi dep a”, ban dang trinh bay y
kién cua minh vo1 khach hang nhung ngit diéu hoan toan khong thuyét phuc.

Chién lrgc ban hang

Néu khong biét rd nguyén nhan thi ban s& khong bao gid thuyét phuc duoc khach hang. Ngudi ban
hang khi gip tinh hubng ndy trudc hét phai hoc cach tim hiéu va lang nghe, biét lang nghe thi méi néi
hay dugc. Chi khi da hiéu duoc ngon nguén, ban md1 tim ra dugc cach xur ly van dé. TAt nhién khong
phéi lac nao khach hang ciing ding, trong trudng hop niy ban hiy phan ddi mot cach khéo 1éo nhat va
hudng khach hang cua ban di theo 16i tu duy dung din, c6 nhu vay ban mé1 dugce khach coi trong va
tin tudng.

Chiing ta thuong thdy nhan vién ban hang hodc qua tu tin ma khong dé y dén nhu cau va hoan canh cua
khach, hoac ram rép lam theo khach, khong hé c6 chu kién. Hai cach lam nay hoan toan khong co tac
dung trong viéc léy dugc niém tin va sy ton trong cua khach. Hay ludn nhé ban chinh 1a nguoi tu van
cho hinh tugng ciia khach hang, hiy tao anh hudng 1én ho bang nhiing kién thirc chuyén mén va nhiing
11 khuyén chan thanh dé thay d6i thoi quen dn mic d6i khi 1a sai 1am ctia ho.

Cac mau ciu nén st dung



NVBH: Chij khéng thich kiéu ndy hay khong thich mau ndy a? (tim hiéu nguyén nhan khéch khong thich,
néu khach noi thich kiéu nay ma khong thich mau sac)

NVBH: Kiéu niy két hop véi mau ndy s& ton 1én duge nét doc dao cho trang phuc, néu 1a mau khéc thi
lai khong dep nira. Em thay mau da chi rat hop dé mac ki€u nay, vi...

NVBH: Chj c6 thich kiéu ndy khong a? (khach tra 101 thich kiéu dang, nhung khong thich mau sic)

NVBH: Vay bmh thuong chi hay mac nhifrng mau nao a? (néu trong nhirng mau li¢t ké c6 mau nay thi
chuyén sang tu van bd khic, néu khong c6 mau d6 thi tiép tuc tur véan)

NVBH: Em khuyén chi nén thir mdc mau nay, vi da chi thuc vao loai... rét hop v61 mau nay déy, co
thé ban dau chi s€ chua quen, nhung chac chan rat hgp vaoi chi, chi thir nhe!
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T6i khong thich kiéu nay, tréng qué qud.

Ung d6i sai

1. Khong dau a.

2. Kiéu nay rat “Tay” ma.

3. Khong dau, rat hop vé1 chi ma.

Phén tich van dé

Sw phan doi cua khich hang d6i khi ciing khong han 1a dicu toi t¢, quan trong 14 ngudi ban hang phai
biét nam lay co hdi d6 dé dua minh tir thé bi dong sang chu dong. Khi khach hang da néu y kién cu the
cua hg, c6 nghia ban da c6 co hdi giup ho x6a bo nhirng nghi ngai do.

“Khong dau a” va “Kiéu ndy rat ‘Tay’ ma” 1a cach dé ban tu néi cho minh nghe, khong c6 chut thuyét
phuc.

“Khong dau, rat hop vdi chi ma”, khich ché bo d6 qué ma ban lai bao bo d6 hop voi ho, ciing khong
dua ra dugc ly do thich hgp, ma con c6 vé nhu dang ché bai ho.

Chién lrgc ban hang
Khi khach hang noéi chuyén vai ban, diéu d6 chimg to 50% van dé da duoc giai quyét. Vi vay, véi tu
cach nguo1 ban hang, ban hay goi ¥ d€ ho no1 nhiéu hon nira, sau d6 dua theo nhirng y kién d6 dé giai

thich mot cach xac dang, hi¢u qua s€ vo cung tuyét voi.

O tinh hudng nay, khi khach hang ché bo d6 qué mua, hiy hoi ho nguyén nhin, sau d6 lang nghe cam
nhdn cua hg va thang than giai dap y kién do dé gia tang thém niém tin cua khach hang danh cho ban.

Cic miu ciu nén st dung
NVBH: Chi khong ung bo niy ¢ diém nao a? (sau khi nghe khach noi xong, tim 1i dé thuyét phuc ho)

NVBH: Co 1€ do 1a do théi quen mac dd cua chi déy, bo nay mac 1én trong khong hé qué chut nao, vi
cua hang em thiét ké by nay dé danh riéng cho doi tugng khach X, nén mau sac nhu vay. Chi mac thir



xem sao, chic chin s& khic v&i cam nhan ban dau, em moi chi qua day a!

NVBH: Chj thdy bd niy c6 vé hoi gia phai khong a? (khach gat dau)

NVBH: Chij nghi mau sic hay kiéu dang khién chi thdy bi gia a? (khich néi ra suy nghi)

NVBH: Chi o1 thyc ra b§ nay mic 1én khong hé gia mot chat nao, vi trén thiét ké da c6 phﬁn X, mau
sac lai dac biét chon mau X, mic 1€én khong nhirng khong gia ma con rat tré trung. Chi phai mac thir
mo1 bi€t em nd1 c6 dung hay khong chit. Em mo1i chi vao thir d6 nhé!

NVBH: Chi bao bd nay hoi gia, 1a mau sic hay kiéu dang khién chi cam thiy bj gia a? (khach noi ra
suy nghi xong)

NVBH: A héa ra 1a vay, thé chi thich kiéu nhu thé nao a? (gi6i thiéu sang mot kiéu khac)



Tinh huéng 23

Quan 4o chd cac anh kiéu dang ciing duoc, nhung sao toan mau t6i vay?
Ung d6i sai

1. Thyc ra chi mic mau tbi s& cang dep.

2. Co tdi dau a, thé nay chua goi 12 tHi.

3. Mbi ngudi co gu an mic khic nhau, chd em thién vé phong cach nay a.
Phan tich van dé

“Thyc ra chi mic mau t6i s& cang dep”, ban dang ap daty kién ctia minh 1én khach hang, ngir khi cling
qua nhe nhang khong thuyét phuc.

“Co thi dau a, thé nay chua goi 1a t6i” thudc loai tu duy thang s& 1am khach hang kho chju.

“M&i ngudi co gu dn mic khac nhau, chd chiing em thién vé& phong cach ndy a”, ban dang khang dinh y
ki€n chu quan cua minh ma khong dé y dén cam nhan cua khach hang, cling khong c6 hanh dong gi dé
thuc day qua trinh mua ban, cach nay thudc dang phan ting ti€u cuc.

Chién lrgc ban hang

Ban nén nhd, ton trong khach hang khong c6 nghia 1a tuan theo moi 161 n61 cua ho. Ching ta chinh la
cO van hinh anh cua khach, nén ban hiy dung kién thirc chuyén mon cua minh dé giai thich va hudng
dan cho ho thay do1 nhirng quan niém sai lam, nhu vay moi khién khach hang hoan toan ton trong va
tin tudng.

Trong trrong hgp nay trudce hét ban hdy to ra ton trong ¥ kién ctia ho, sau do két hop dac diém ngoai
hinh ctia khach dé dua ra nhirng tu van vé diém manh ctia mau séc, nhu vay s€ rat ¢c6 strc thuyét phuc.
Tuy nhién, néu khach hang thuc su khong chip nhan giai thich cta ban va ban than ban ciing thiy mau
tdi khéng pht hop v6i khach, thi hiy 14p tirc moi ho chuyén sang thir nhitng kiéu trang phyc c6 mau
sac khac.

Cac mau ciu nén st dung

NVBH: Pang 1a miu sic ¢6 hoi trdm mot chit, nhung d6 1a cha dinh cta nha thiét ké, ho mudn nhitng



nguoi tré chirng chac hon khi mic bd nay. Pic biét kiéu nay pht hop véi nhitng ngudi 1am van phong
nhur chi, mdt chit nhe nhang pha 1an chut khi khai. Chi c6 thé mic di choi hay di 1lam déu hop ca.

NVBH: Chi n61 ding, mau sic cua kiéu nay c6 hoi t61 mot chut, nhung lai rat duoc khach hang wa
chudng, vi ki€u dang... va chat li¢u... phu hop ca khi di choi va di lam. Quan trong nhat 1a ki€u nay
mac 1én ltc nao trong cling nhu ma1 vi rat dé giat sach.

NVBH: Dung 1a mau sac ki€u nay c6 hoi to1, nhung ching em cling c6 may kiéu dao phd mau sac nhe
hon rat hgp véi1 chi, dé em tu van cho chi nhé, mo1 chi qua bén nay a.

NVBH: Em da c6 kinh nghi¢ém ban hang tho1 trang 5 nam roi, chi ¢6 mudn em tu van thém cho chi mot
sO kinh nghiém chon do khong a? (khach hang dong y, thuc ra 10 nguoit thi c6 dén 8 nguoi chac chan
s€ khong phan doi)

NVBH: Thyc ra ki€u quan bo nay mau c¢6 hoi t61 mot chit nhung sé rat hop voi chi vi chi c6 nuée da
trang, khi mac 1én s€ rat no1 bat, hon nira mau to1 cling s€ dé giat hon.
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Loai vai nay mdc lén trong khong sang trong chut nao.
Ung d6i sai

1. Sao lai khong ra gi, loai nay rat duoc ua chudng déy a.
2. Bay gio nhitng ngudi ¢o tién déu mic loai vai nay.

3. Chj noi vay lan dau tién em nghe thiy dy.

Phan tich van dé

Hay nhé tuyét doi khong bao gid duoc dung nhirng tir ngit mang tinh chat xtic pham khach hang. Khach
hang c6 thé kho chiu vé1 ban ma bo di, nhung cling ¢6 thé vi ban ma ¢ lai.

“Sao lai khong ra gi, loai nay rat duoc ua chudng déy a”, nhirng cau mang tinh chat chit van khach
hang s€ luon giy su kho chiu, cau nay c6 nghia ban dang ché ho lac hau, khong nam bat dugc xu

hudng thot trang.

“Bay gio nhitng ngudi c6 tién déu mic loai vai nay”, ¥ 1a chi khong thich c6 nghia chi khéng phai 1a
nguo1 co tien, nglr khi cua cau nay qua cuc doan va mang ham y da kich manh.

“Chi n6i vy lan dau tién em nghe thiy ddy” s& khién khach hang nghi rang minh khac ngudi.
Chién lrgc ban hang

Khi khach hang néu ra nhitng ban khoan ctia minh thi viéc déng tinh v&1 ho 1uén 1a mot thoi quen tot,
day cling la mdt k¥ ndng tat yéu cua mot ngwoi ban hang xuat sac.

Khi gip tinh hudng ndy, trudc hét ban hiy to ra dong tinh va thong cam v&i khach, sau d6 tu van cho
ho cac hoan canh dé mic chat liéu ndy va tim hiéu nhu cau thuc su ctia khach hang. Cudi cing, giai
thich rd cho khach theo nhitng bian khodn ctia ho dé thay d6i nhirng suy nghi phién dién va dan dat ho
dong y thir do.

Cac mau ciu nén st dung

NVBH: Thuc ra con phai xem chi dinh mac bo dd trong hoan canh nao da a, vi chét liéu nay mac lén



tuong ddi thoai mai, khong go bo, néu chi dinh mic dé di hop thi khong on a. Vay chi dinh tim qu?m ao
dé mac trong hoan canh nao a?

NVBH: Biing 14 chit liéu nay nhiéu lac ciing khién khach hang ¢ cam giac ddy, vi thé ching t6i da c6
mot sO thay doi ve ki€u dang thi€t ke, vi du nhu... Thé nén néu chi nhin thoi thi sé khong theé thay hét
dugc bang khi mic 1én. Chi thir mac 1én xem thé nao nhe!



Tinh huéng 25

Qudn do ¢ ddy sao loe loet thé, cha c6 bo nao hop Vi téi cd.

Ung d6i sai

1. Sao lai 1oe loet duoc a?

2. Pay 1a nhirng kiéu rat dugc ua chudng nim nay day a.

3. Phong cach chu dao cua chung t61 1a vay, hay chi xem kiéu khac nhé.
Phén tich vin dé

“Sao lai 1oe loet dugc a?” hay “Pay 1a nhitng kiéu rat dugc wa chudng nim nay day a” ngu y néi
khach hang khong c6 mat tham my, khién hg cam thay khong dugc ton trong.

“Phong cach chu dao cua chung t61 1a vay, hay chi xem kiéu khac nhé”, ban khéng dinh v&1 khach dang
la quan 4o cua chung t61 rat 1oe loet, chi mac khong hgp dau, nén chi cling khong can phai xem lam gi
cho mat cong.

Chién lrgc ban hang

Pirng bao gio cho minh 14 dang, cho du quan 4o ctia ban c6 dep nhung néu khong dugce khach hang
chap nhan thi cling vo tac dung, vi vay ban nhat dinh phai luu ¥ dén cam nhan cua ho. Hay sir dung
nhirng tir nglr dé nghe nhat khi n61 chuyén vai khach hang, nhu vay mao1 ¢6 hiéu qua.

O day ta thiy rang, nhitng cach tra 101 nhu trén qua don gian, tai sao ta khong nim 14y cai goi 1a “lde
loet” ma khach dé cap dén két hop véi dang voc cua ho dé hoa giai van de? Hay chu dong dan dat va
khuyén khich mgt cach khéo 1¢o dé khach hang cua ban thay do1 cach nhin nhan cua ho.

Cic miu ciu nén st dung

NVBH: Chij oi day dang 1a mét naim nay ddy, chic tir trudc dén gid chi quen mic do cong so nén chua
dugc quen mat, em khuyén chi nén thay d61 phong cach mdt chit xem sao. Chi ¢6 nudce da trang, néu
mac do co trang tri thém mot chit hoa van trong s€ rat ndi bat. Chi mic thir xem nhé. Mo1 chi qua

phong thir 46 & bén ndy a...

NVBH: Ciing c6 nhiéu nguoi 1an dau tién nhin thiy déu nghi bo nay loe loet, nhung kiéu nay dang 1a



mbt nén ban rat chay chi a. Chi xem, hoa vin va kiéu dang déu theo trao luu nim nay, phong cach nay
chac chan rat hop voi chi day. Chi ma mac 1én thé nao ciling s€ thdy moi la, chi thir xem em néi ¢c6
ding hay khong nhé, moi chi qua bén nay...

NVBH: Chj ndi ciing c6 phan dting, hoa van thiét ké dtng 13 c6 hoi sic s&. Nhung em nhin 12 biét
chac chan bd nay s€ hgp véi chi, vi da chi... dang nguoi lai... néu mic 1én trong s€ vo cung thoi
thuong. Chi mac thir d€ xem em no1 ¢6 ding khong nhé. Moi chi di theo em...
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D6 ciia cdc anh ngay cang tré héa réi, cha c¢é bé nao hop véi téi ca.
Ung d6i sai

1. Sao lai khong co kiéu nao hop véi chi duoc?

2. Vay sao? Chic khong c6 thay ddi gi du chi a.

3. Khong phai dau, chic do chi chua quen thoi!

Phén tich van dé

“Sao lai khong co kiéu nao hop véi chi duogc?”, chét van khach hang nhu thé nay s¢€ luon khién ho cam
thay kho chiu.

“Vay sao? chéc khong co6 thay doi gi dau chi a”, cach tra 1o1 ching t6 ban chua nim duogc hang hoa
cua minh, thi€u sy tu tin can c6 & mot ngudi ban hang chuyén nghiép.

“Khong phai dau, chic do chi chua quen thoi!”, ban khong nhitng khong trire tiép giai thich dugc thac
mac ma con do trach nhiém 1én khach hang.

Chién lrgc ban hang

Trong trudng hop ndy, trudc hét ban hiy thé hién su dong tinh voi khach hang, tan duong va kéo ho vé
cung “chién tuyén” véi minh. Sau d6 nhan manh vao nhirng di€ém du c6 thay doi nhd, nhung b trang
phuc d6 van hoan toan phu hgp va mang lai nhirng hi¢u qua bat ngo.

Cac mau ciu nén st dung

NVBH: Chi dung la khich hang quen ctia ctra hang em, that 13 tinh ¥ qua. Mac du thiét ké c6 tré trung
hon mot chit nhung chi van c6 thé mic duoc, dé em ndi cho chi 3 ly do nhe¢. Thir nhét, nhitng kiéu nay
rat hop v6i xu huéng mbt nam nay; thir hai, ching em chi bién thu mot chut dua trén phong cach trudc
day nén thay doi khong qua nhiéu; thir ba, quan trong nhét 13 chi trong vin rét tré, hoan toan phu hop
vG1 phong cach va nhiing thiét ké moi nay. Pé em gi6i thiéu cho chi mau méi nay, chic chin chi sé rat
thich...

NVBH: Chi dang 1a khach hang than thiét cua cira hang, thay doi nhd nhu vay ciing nhan ra. Chi yén



tdm, bon em phuc vu chil yéu cho céc khach hang than thiét nén c6 chit thay d6i dé bat kip véi xu
hudng chung thdi, con vé co ban van gitr nguyén phong cach cti. Nhu thé khach hang vira c6 thé gitr
duoc phong cach ctiia minh lai vira tré trung va hop mot hon.

NVBH: (néu khich hang chip nhan) Moi chi qua ddy dé em gigi thiéu cho chi kiéu ndy, chic chan chi
s& rat thich...
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Sao ché cdc anh it mdu thé, téi chang biét mua cdi gi ca.
Ung d6i sai

1. Hai ngay nita 12 ¢6 hang méi vé a.

2. Ban gﬁn hét rdi chi a.

3. Sao lai it ha chi, nhiéu thé nay co ma.

4. Nhiéu quan 4o thé ndy chi c6 mua hét dugc khong?
Phén tich van dé

“Hai ngay nira 1a ¢6 hang mé1 vé a” hay “Ban gan hét ro1 chi a”, ban khang dinh vo1 khach hang dung
la rat it, chang c6 may do deé lya. Pay la mot phan irng vo cung tiéu cuc.

“Sao lai it ha chi, nhiéu thé nay co ma”, cau nay mang lai cam giac, mot 1a nguo1 ban dang ndi lung
tung, hai la nguoi1 mua khong biét gi. Du thé nao di nira thi di€u nay ciling khién khach hang kho chiu.

“Nhiéu quan 40 thé nay chi c6 mua hét duoc khong?”, phai ching ban dang khiéu chién voi khach
hang?

Chién lrgc ban hang

L mot nguoi ban hang gioi, ban phai biét van dung tri ndo, hiy sir dung cang nhiéu cang tot nhitng 101
noi uyén chuyén lot tai. Hay nhd van dé chua han di 1a tdi t&, néu ban lam ding cach, do s€ 1a co hoi
t5t dé ban dugc hang. Trong trudng hop ndy, trude hét hiy khién cho khach cam thiy ho duoc ton
trong, vi cho du ban noéi co 1y dén dau ma khach bi mAt mit thi ho s& khong bao gio mua dd cua ban
nira; thr hai, ban hiy hoc cach noi chuyén mém mong, tir tir dwa khach hang tir nguyén dén quay thu
ngan.

Cic miu ciu nén st dung
NVBH: Chi that tinh y, ding la hang cta ching em hién nay khong co nhleu, nhung mdi chiéc déu do

sép cta em ty tay lya chon nén c6 mau sic riéng. Pé em giup chi phdi mot bo nhé, nhit dinh chi s&
ung y. Binh thudng chi hay mic theo phong cach nao a? (khéo 1éo thim do, sau d6 dua ra tu van)



NVBH: Pung 1a miu mi cua ctra hang em khong nhiéu, vi sép em theo truong phai “it nhung chat
luong”. Chi xem moi ki€u ¢ day déu rat doc dao ma khong dau c6. Bé em tu van cho chi nhé, hom nay
chi muon xem 4o hay...

NVBH: Thuyc ra khich méi dén 1an dau thuong co6 cam giac nhu vy, nhung véi nhitng khach hang
quen cua cutra hang thi ho lai rat thich, vi hang cta chung em luon dat chat lugng 1én hang dau. Bé em
tim gitp chi may by mac thir xem nhé, chi muon mac trong dip nao a?



Tinh huéng 28

Quan do ciia cdc anh xdu qud, sao trong cir qudi qudi thé ndo dy!

Ung d6i sai

1. Sao lai quai quai duogc a?

2. Pep ma, xau & dau a?

3. Bay gio gi6i tré déu mic nhu vay, 1a mbt nim nay dy a.

4. Mbi ngudi ¢6 cach nhin khac nhau, cac khach hang ctia chung toi lai rét thich.
Phén tich van dé

“Sao lai quai quai dugc a?” va “DPep ma, xau & dau a?”, ban dang phu dinh khach hang va chu dong
dua van deé di theo hudng ti€u cuc khong co6 191 cho qua trinh mua ban.

“Bay gid gidi tré déu mic nhu vay, 1a mot nim nay ddy a” hay “Mdi ngudi co cach nhin khic nhau,
cac khach hang cua ching t61 lai rat thich”, hai ki€u giai thich nay qua don gian, khong thuyét phuc
dugc khach mua hang.

Chién lrgc ban hang

S& kho khan hon rat nhiéu cho ban dé giai quyét duoc van dé ma chua rd nguyén nhan. Trong moi tinh
hudng, hay tim hi€u suy nghi cua khach hang truéc, sau d6 mai tim ly 1€ dé thuyét phuc ho, hodc c6 the
tim hiéu thoi quen an mac dé khuyén khich ho thinh thoang thay doi phong cach thoi trang mai.

Cic miu ciu nén st dung

NVBH: Y chi néi 12 kiéu dang, mau sac hay hoa vin a...

NVBH: (sau khi khach noi rd) 0, 1a do em chua giai thich ro, la thé nay a...

NVBH: (khach khong thé noi rd rang nguyén nhan) Em thiy chi c6 vé hay mic trang phuc tdi mau phai
khong a, nén em doan chi thady khong ung c6 thé 1a do hoa van cua trang phuc. Thuc ra day la xu

hudng nim nay méi ra nén chi chua quen mat thoi, em thdy chi rat hop vai phong cach ndy...(dua thém
nhitng 101 tan duong)



NVBH: Hang ctia ching em twong d6i ca tinh nén dugc khach hang rat yéu thich. Thuc ra khong phai
la quai ma do chi chua quen mic dd ca tinh manh nhu vay thoi a. Nhitng kiéu nhu thé nay khong nhat
thiét ngay nao cling mac, chi ¢o thé thinh thoang mic két hop dé minh méi mé va thoi trang hon. Thé
hom nay chi muén xem 4o hay... d& em tur van cho.

NVBH: Binh thudng chi hay mic phong cach va mau sic nhu thé nao a?

NVBH: (khong can giai thich, truc tiép gidi thiu dd cho khach) O thi ra 1a vay, dé em gi6i thiéu cho
chi may ki€u rat hgp nay nhé...



Tinh huéng 29

Khdch hang thich ca hai bg nhung dang lwdng ly ma khong biét chon bé nao.
Ung d6i sai

1. Néu d4 thich thi chi 14y c4 hai di a.

2. Tuy chi thoi, chi thich bo ndo thi 1y bo day.

3. Hai bo déu dep, chi léy b0 nao cling dugc.

Phan tich van dé

Vi tu cach ngudi ¢d van hinh anh cua khach hang, lic nay ban nén dua ra nhitng ¥ kién cu thé cua
minh d€ giup ho co6 thém tu tin, nhung tuyét do1 khong duge quyét dinh thay cho ho.

“Néu da thich roi thi chi l1dy ca hai di a”, hiy can than vi khach hang c6 thé nghi rang ban dang muén
ban hang vi thanh tich, va kha nang khach khong mua nira kha cao.

“Tuy chi thoi, chi thich bd nio thi 1ay bo day” va “Hai bo déu dep, chi 1ay bo nio ciing dugc”, khach
s€ nghi rang ban vo trach nhiém, nén ho s€ cang do du phan van va co6 kha nang bo di.

Chién lrgc ban hang

B4an mot chiéc hay hai chiéc, diéu nay phu thudc vao niang luc phan doan cua ban, ndé dugc can ctr trén
kha nang mua sam va s¢ thich cua khach hang. Ban hay quan sat phong cach an mac va hanh dong cu
chi ctua khach dé dua ra nhiing phan tich ban dau, sau do tim cach xu 1y.

Péi v6i nhitng khéch hang giau 6, ban ¢ thé nhdn manh thém uu diém cua ca hai bd do, dua ra cho
ho nhitng nguyén nhan cu thé va khuyén khich ho mua ca hai. Con véi nhitng khach hang ma kha ning
mua han ché, hdy can ctr vao s¢ thich va théi quen dan mac cua hg dé chon ra mot bo, giap ho dé dang
dua ra duoc quyét dinh, tranh kha nang qua do dy ma bo di vi khong chon dugc bo nao.

Cac mau ciu nén st dung
NVBH: Chi that biét chon do, hai chiéc nay déu c6 vu diém riéng va ¢ thé mac ¢ nhi€u hoan canh.

Chiéc 40 tim nay c6 thé két hop voi rat nhiéu loai quan, trong rat sang, chi mic ¢ nha hay di choi déu
dugc. Con chi€c mau hong lai rat tré trung, mac 1€n trong vo cung nit tinh, chi c6 thé mic di choi cung



vO1 ban be. Chéng méy khi chon duoc quﬁn 40 hop v&1 minh nhu vay, hay chi mua ca hai nhé!

NVBH: Thuc ra mua quén ao cling can ¢o duyén chi a, chéng méy khi chon dugc bd ung ¥ hop voi
minh ma lai khong biét nén lay céi nao bod cai ndo. Néu chi van phan van hay 1 cr 1y ca hai, vé nha
mic cho moi ngudi tu van, khong thich cai ndo c6 thé mang tra lai cho cira hang. Con néu chi ung ca
hai thi em khuyén chi nén 14y luon dé mic thay d6i. Chi thiy thé nao a?



Chworng III: Xir ly cac van dé thwong gap & chat lwong trang
phuc

Tinh huéng 30

Khach hang rat ung mot bo do 100% cotton va héi xem liéu chdt vdi nay co bi phai mau, bi co hay
son khong.

Ung d6i sai

1. Khong dau, chit liéu nay tir trude dén gio chwa bao gio bi nhu vay.

2. Chét liéu cotton c6 tinh gitr mau kém, khé tranh lim a.

3. Lac giat chu y mot chat thi khong sao dau a.

4. Khi giat chi chu y... (g1 thi€u ti mi cac cach bao quan)

Phan tich van dé

“Khong dau, chat liéu nay tir trude dén gio chua bao gio bi nhu vay”, trir khi ban hoan toan nam virng
chat lugng cta loai vai néu khong sau nay sé rat phién ha cho ban.

“Chat liéu cotton c6 tinh gitt mau kém, kho tranh 1dm a”, noi thé s& 1am khach hang cut hing khong
mudn mua nira.

“Lic gidt cha ¥y mot chat thi khong sao du a”, ban dang thiéu ty tin vao 15i noi cua minh, 101 giai
thich mo ho nay dé dang khién khach hang nghi ngo ban.

“Khi giat chi cht y...” gi6i thiéu mot cach ti mi cho khach vé cac luu y khi giat, phoi, mic trang phuc
s€ khién ho cam thay madc do6 cotton that phién phirc, dac bi€t véi cac khach hang nam.

Chién lrgc ban hang

Céc nhin vién ban hang thoi trang thudng phai quan tim dén cach xur 1y cac kha ning bi phai mau, bi
co hay bi son, v.v... cla quﬁn 40. Thuc té, ban ludn co thé bi hoi nhu vay. Céach ban ung pho voi
nhirng cau hoi nhu thé ndy c¢6 anh hudng truc tiép dén chit luong cong viée ctia ban. Theo t6i c6 thé
xu 1y qua 4 budc nhu sau:



Pong tinh va tan duong: bt ¢t ai cling déu thich nghe nhitng 15i tan duong.

Trao niém tin thay vi dua ra cam két: dua ra nhirng chirng cr cu thé béng thai do tu tin, diéu nay sé
khién khach hang cam thay yén tam hon. Nhung tuyét do1 khong duoc khang dinh quan 4o c6 bi phai
mau hay khong dé tranh nhiing phién phirc vé sau.

Giam nhe van dé& va chuyén hudng dé tai: ngudi ban hang nén hoc cach lang tranh van dé mét cach
khéo 1éo nhat. Vi van dé ma khach hang dé cap t6i sé anh hudng khong t6t téi viéc ban hang nén ot
nhat ban hiy xir 1y viéc né that nhanh chong va chuyén qua mot dé tai khac nhu bd d6 co hop hay
khong, mic 1én sé& thé nao hay mo1 thi dd, v.v...

Chon thoi diém dé gi6i thiéu: sau khi khach da quyét dinh mua d6 va thanh toan xong thi ban c6 thé
huéng dan cho ho cach bao quan trang phuc, nhu vay s& dé 1ay long ho hon. Tuyét d6i khong dugc dé
cap dén cach thirc bao quan trudce khi khach chua dua ra quyét dinh c6 mua hay khong,

Cac mau cau nén st dung

NVBH: bung a, chét liéu cotton mic thi d& chiu nhung thinh thoang cling c6 truong hop bi phai mau.
Nhung em ban hang & day ciing 5 nim rdi, sé luong ma em ban cho khach ciing khong duéi 2.000
chiéc va chua co truong hop nao bi nhu vay néu ap dung ding cach bao quan. Vi vay chi khong can
ban khoan qua van dé nay dau a, chi ctr thir mac 1€n xem sao nhé...

NVBH: (sau khi khach mic thir va quyét dinh mua thi hudng din cho ho ngin gon cac cach bao quan)
V61 loai quan ao dat tién theé nay khi phot chi chua ..., khi méc chi cha y... nhé.

NVBH: Thuc ra quﬁn a0 su dung chét liéu cotton doi khi cling c6 mot vai truong hop bi nhu vay,
nhung quan trong phai xem ai mic, mac nhu thé nao va mac dip nao nira a, xin hoi chi... (hoi dé
chuyén hudng chu ¥ ctuia khach hang)

NVBH: Néu nhu viy em nghi chi ¢6 thé mic chit cotton vi... Trong qua trinh may, ching em ciing da
tien hanh xr ly cong nghé gitr mau, néu chi mac theo hudng dan thi khong phai lo vé viéc nay nira dau
a. Bay gio chi cur thir xem thé nao da nhé, em mo1 chi qua bén nay...



Tinh huéng 31

Khdch vira buéc vao da néi: hing cia cdc anh & ddu téi chwa nghe thdy bao gio, sao lai ban dat
nhuw vay?

Ung d6i sai

1. Ctra hang chiing t6i md ¢ day di miy nim rdi ma.

2. Chiing t6i 13 hing ndi tiéng & trong nude, chi chua nghe thiy bao gior sao?

3. Nhitng hiing ma chi chwa nghe qua nhiéu that day.

4. Pung la ching t61 la thwong hi€u md1 vao thi truong.

Phan tich van dé

“Cira hang chung t6i mo ¢ ddy da miy nam réi ma” va “Chung toi 14 hing ndi tiéng & trong nude, chi
chua nghe thay bao gio sao?” dang am chi khach hang thiéu hiéu biét, sé khién ho khé chiu.

“Nhitng hing ma chi chua nghe qua nhiéu that diy” c6 vé nhu ban dang to ra coi thudng khach hang,
ho s€ cam thay b1 mat mat.

“Pung la chung t61 1a thwong hi¢u madi vao thi truong”, ban dang thira nhan thwong hiéu cia minh méi
vao thi truong, diéu nay s€ khién khach nghi chat lugng san pham cua ban chua dugc tot.

Chién lrgc ban hang

Thyc ra day 1a hién twong kha phd bién & moi nganh khong riéng gi thoi trang, tir nhitng thwong hiéu
c6 tiéng cho dén nhitng thuong hiéu hang trung. Néu van dé khach hang néu ra 1a su that thi ban hay
diing cam thira nhan vi d6i khi no s& khién khach hang thém t6n trong ban hon. Tuy nhién viéc thira
nhan ndy ciing can phai c¢6 k¥ ning, ngudi ban hang théng minh phai biét cach bién nhirng diém yéu
ctia throng hiéu thanh diém chuyén tiép dé ban dugc hang.

Trong tinh huéng ndy, trudc hét hiy ty kiém diém lai minh, ha thip ban than mot chat dé lay duoc
thién cam cta khach hang, tiép d6 gidi thidu cho khach vé thuong hiéu ctia ban dé nhanh chong chuyén

sang giai doan tu van trang phuc.

Cac mau ciu nén st dung



NVBH: Pay 1a 1an dau tién anh dén ctra hang phai khong a? (khong tra 101 truc tiép ma dat cau hoi dé
dinh vi khach hang)

NVBH: Thyc ra cita hang em m¢ ¢ day cling dugc 2 nam roi, vay ma anh van chua biét, day ciing l1a
do 13i ctia ching em. Hom nay anh da dén rdi thi em moi anh tim hiéu thém vé hang nhé. Ctra hang
vira m6i vé rat nhiéu miu méi, moi anh xem qua. (14p tirc chuyén qua viéc chinh 13 gigi thiéu vé trang
phuc)

NVBH: Do 16i cﬁa chung em chua quang ba tot, nhung khong sao, hdm nay chi da dén thi em moi chi
tim hiéu thém vé hing nhé. Chi muén xem d6 mic di choi hay di lam a? (chuyén sang giai doan tim
hiéu dé tranh nghe phan nan cua khach va dit trong tim vao viéc tu van)

NVBH: Chj that tinh y. Thyc ra hing ctia chung em ciing da 1am mot thoi gian rdi nhung moi quyét
dinh m¢& rong sang khu vuc nay thoi, sau nay hi vong chi thuong xuyén tng ho va gioi thigu giup a.
Vay hom nay chi mudn xem... (sau khi xtr 1y xong 1ap tirc chuyén sang tim hiéu khach hang, khong
quay lai chu dé kia nira)



Tinh huéng 32

Khéch hang phat hién ra nhitng madu cia 16 hang cii dwoc mang ra béan lqi.
Ung d6i sai

1. Hang m&i 2 ngay nita s& vé a.

2. Nim nay van thinh hanh nhitng mau nay ma.

3. Pay dung 13 nhitng miu nim ngoai nhung ciing chi con miy chiéc niy thoi.
Phan tich van dé

“Hang moi 2 ngdy nita s& vé a”, “Nam nay van thinh hanh nhiing miu ndy ma” hay “Pay ding la
nhirng mau nim ngoai nhung ciing chi con may chiéc nay théi”, nhirng cach tra 161 nay chi chirng minh
ban déng quan diém v6i khach hang ma khong dua ra duoc bat cir cach giai thich thuyét phuc nao, nhu
vay s€ khong thé thu hat dugce sy cha y cua ho va thac déy qué trinh mua ban dién ra, thudc vao hanh
vi ban hang v0 cung ti€u cuc.

Chién lrgc ban hang

Khong c6 loai quﬁn a0 nao khong ban duoc, quan trong 1a ban phai tim ra dugc vu diém ctia bo d6 dé
tu van cho khach hang. Khong co bat cir loai hang hoa ndo hoan hao, nén ban dirng cd “vach 14 tim
sdu”, cai ban can lam luc nay 14 dung d6i mat lac quan dé tim ra wu diém ctia bo trang phuc ctia cong
ty ban. Chi nhu vay ban mdi c6 thém tu tin vao san phdm ctia cong ty, tir d6 ning cao doanh s cho
minh.

Moi van dé déu c6 hai mét, hang cii c6 khuyét diém nhung ciing c6 nhirng wu diém. Trong trudng hop
ndy, 1 mot ngudi ban hang, ban hiy danh gia san pham ctia cong ty minh dudi nhidu géc d6 khac nhau
dé tim ra nhitng dic diém ctia chung, dong thoi bién ching thanh nhitng diém manh dé thuyét phuc
khach mua hang. Vi du ban c6 thé nhin manh vao nhirng wu diém nhu gia ré, kiéu dang phu hop véi
ngudi mic v.v... dé kich thich khach hang.

Cic miu ciu nén st dung
NVBH: Chj that tinh mit, nhin 13 biét ngay day 1a miu ctia nim ngodi roi. Nhung vi 13 hang ton ctia

nam ngoai nén gia rat vu dai, voi lai theo em, quén 40 quan trong la hgp v61 minh chir khong quan
trong la hang cii hay mé1, phai khong chi? Chi xem, day toan la nhitng ki€u kinh dién khong bao gio s¢



bi 16i mdt, gia lai ré hon rat nhiéu so véi gia goc, chi ma mua bay gid 1a rat hop 1y. Bé em l1ay cho chi
xem may b hop vdi chi, ddm bao chi s€ rat ung y... (chuyén hudng tap trung cua khach hang sang
gi61 thi€u bo trang phuc)

NVBH: Chj thit tinh mat qua, nhung ching ta chua ban dén chuyén hang mdi hay hang ton voi, quan
trong 1a c6 hop vo1 minh hay khong chi a...(nhén manh vao vu diém cua bd dé), nhiing kiéu nay bao
nhiéu ndm van khong bi 18i mdt, nim nay ciing van dugc ua chuéng. Hién tai 16 hang nay bon em dang
giam gia, chi ma mua la tiét kiém dugc mot khoan déy.

NVBH: Chi dung 1a khach hang than thiét ciia cira hang nén nhin qua 1a biét ngay. By gio' ma chi mua
l1a hop 1y day, vi nhitng mau niy déu 1a nhitng ki€u kinh dién luc nao cling dugc wa chudng, lai rat hgp
vo1 chi, chat lugng dam bao ma gia lai ré hon nhiéu so véi gia goc. Chi khong mua thi tiec 1am day.



Tinh huéng 33

Hang méi nhung vi kiéu dang giong nhau nén bi khdch hiéu nham la hang ton tir ndm ngodi.
Ung d6i sai

1. Kiéu nay nim nao ciing ra ma chi.

2. Chi nhdm rdi, day 1a hang ching t6i mdi nhap vé.

3. Py 1a hang méi hoan toan, c6 trong catalogue ddy, dé t6i 14y cho chi xem.

Phan tich van dé

“Ki€u nay thi nim nao cling ra ma chi”, cau nay twong duong viéc ban dong tinh v4i khach hang, rang
ki€u nay dung la khong c6 gi m&1 me, cling chi twong tur nhu ki€u ndm ngoai.

“Chj nham rdi, day 1 hang chung t6i mdi nhip vé”, ban dang phan bac khach hang mot cach qua don
gian va dang c6 chirng minh ho sai, danh gia cua ho 1a vo can cu.

“Pay 1a hang moi hoan toan, cé trong catalogue ddy, dé t6i 1y cho chi xem”, néu ban ctr ¢ ging
mang bang chiing cu thé dé chirng minh khach hang sai s€ khién ho cam thay b1 mat mat va thiéu thién
cam vao1 ban. Diéu nay khong c6 o1 cho qua trinh mua ban.

Chién lrgc ban hang

La con ngudi ai ciing thich dugc tan duwong. Trong nhiéu truong hop, mic du chung ta di rat ¢6 ging
thuyét phuc khach mua hang nhung déu thit bai. Boi ching ta lac ndo ciing dimg & phia ddi 1ap véi ho,
khién ho phan béac, d6i dau véi ta mot cach hét sire tuy nhién. Hiy luén ghi nhé phai 1y duoc long ho
trude khi dinh tién xa hon, mot khi khach hang da tin tudng ban thi d6 chinh la don b'éy cho qua trinh
mua ban dién ra.

Trong truong hop ndy, trude hét hiy to ra dong tinh va tan duong khach hang, cam on trudc su quan
tam cua khach danh cho ctra hang minh. Sau khi thay ho da bat dau c6 thién cam v61 minh ro1, ban hay
khéo 1¢o tao ap luc tam ly “phai mua d6 1€n ho.

Cac mau ciu nén st dung

NVBH: Chi ding la khach hang than thiét ctia ctra hang, vira nhin c4i d& nhin ra ngay roi. Ping 1a



ki€u nay c6 hoi giong voi kiéu X ndm ngoai, nhung veé thiét ké c6 mdt s6 thay doi nhu... (nd1 ré uu
diém cua bd do, tap trung vao chi tict)

NVBH: Chi tht c6 con mat tinh twdng, diing 1a ndm ngoai ctra hang ciing c6 miu twong ty. Chinh vi
mau do ban chay qua nén chiing em da két hgp vé1 y kién khach hang dé diéu chinh mot so chi tiét, chi
xem cho nay nhé... (chi ra diém khac biét)

NVBH: (gi6i thiéu xong 1ap tirc hoi) Nam ngoai chi dd mua kiéu niy chua a?
NVBH: (khich néi mua rdi) Vdy hom nay chi muén xem quin 4o phong céch nao a?

NVBH: (khach noéi chwa mua) Nam nay kiéu ndy chiing em da dua thém vao mét s6 chi tiét rat hop thi
hiéu, trong tho1t trang va thanh lich hon ndm ngoai rat nhi€u. Em thay chi c6 nuéc da dep nhu vay néu
mac 1én trong s€ vO cung nodi1 bat. B em lay size cho chi thir nhe!

NVBH: Chi that biét nhin d6, dung 1a kiéu X nim ngoai c6 diém twong dong vé6i kiéu nay, nhung vi
day 1a kiéu kinh dién nén khong bao gior bi 16i mdt. Chiing em ciing da két hop ¥ kién ctia khach hang
dé bd sung mot sd chi tiét, nén sé... hon so v4i nim ngoai (gidi thiéu vu diém cua bd d6). Hom nay
chi mubn xem dd kiéu dang ndo a?



Tinh huéng 34

Céc anh con kiéu nao chét liéu nhu thé nay nita khong,
Ung d6i sai

1. Chic 1a phai doi day a.

2. Khéng c6 dau a, chi ¢ mdi kiéu nay thoi.

3. Kiéu nhu thé ndy con co chit liéu khac day a.

Phén tich van dé

“Chéc 1a phai doi déy a” hay “Khong c6 dau a, chi co mdi kiéu nay tho1”, ban dang truc tiép tir chdi
khach hang va lam cho ho that vong. Day la mdt cach giao ti€p vo cung ti€u cuc.

“Kiéu nhu thé ndy con c6 chit lidu khac day a” 1a cau tra 101 lac dé.

Chién lrgc ban hang

La mdt nguoi ban hang, ban phai ludn ¢ ¥ thirc va ning luc dé dan dat, tham muu, tu van cho khach
hang. Vi khach hang chi thuong dat 1ong tin vao nhirng nguoi ban c6 tu duy, co6 niang luc va co kién
thirc.

O day, khi khach hang di ung ¥ chét lidu vai ma chua hai long v6i kiéu dang va mau sic trang phuc,
thi v&i tu cach co6 van hinh anh, ban c6 thé gigi thi¢u truc ti€ép rang bd nay rat hgp vo1 ho, khuyén
khich hg thir d6; hodc cling c6 thé mo1 ho xem mdt bo cling kieu d6 nhung khac mau.

Cac mau ciu nén st dung

NVBH: Xin 16i chi, chat liéu vai nay chi c6 ding mot kiéu nay thoi. Mic du trong co vé don gian
nhung mac 1€n s€ rat thoai mai va thoi trang chi a. Chi ctr thr xem thé nao nhé...

NVBH: Xin 13i chi, chat liéu vai nay chi c6 dung mdt kiéu nay thoi, nhung c6 vai mau diy a. Binh
thuong chi hay mac mau sac nhu thé nao a?

NVBH: (néu c6 mau khach thich thi moi ho thir do, néu khong co thi chuyén sang hudng khac) That
tiéc qua, kiéu nay lai khong c6 mau d6. Nhung em nghi 1a da chi rat hgp vo1 mau X, dé em lay cho chi



xem nhé...

NVBH: (khich néi khong can) Thuc ra kiéu ndy tréng don gian vay thoi nhung mic 18n rat dep va
thoai mai. Chi mua hay khong khong quan trong, dé em 1ay mdt chiéc cho chi thtr nhé, chac mau nay sé
hop vai chi.



Tinh huéng 35

Quan do ciia cdc anh so voi cika hang bén canh tot hon ¢ diém nao?
Ung d6i sai

1. Cat nay cling kho noi, déu tot nhu nhau a.

2. Mbi bén déu c6 nét riéng, tiiy vao s& thich ctia mdi ngudi thoi a.

3. Em khong biét nhiéu 1am vé cac hang khac.

4. Chang qua do ho quang céo nhiéu thoi.

Phan tich van dé

“Cai nay ciing khé noi, déu tot nhur nhau a” hay “Mdi bén déu c6 nét riéng, tlly vao s& thich ctia mdi
nguo1 thoi a” khong dua ra duge quan di€ém ma chi khién khach hang thém boi roi.

“Em khong biét nhiéu 1dm vé cac hang khac” ching to ban thiéu chuyén nghiép, dén ddi thu canh tranh
cua minh cling khong chiu tim hiéu thi 1am sao khach hang c6 thé tin tuéng ban dugc.

“Chang qua do ho quang cao nhiéu thoi”, ban dang ha thap dbi thii nhung dong thoi ciing lai ha thip
thuong hiéu cua minh day!

Chién lrgc ban hang

Canh tranh trong nganh kinh doanh thoi trang 13 bén nao chiém dugc ngudn tai nguyén khan hiém thi
bén do chién thang, ngudn tai nguyén do chinh l1a khach hang. Thuong hi€¢u nao lay dugc ni€ém tin cua
cang nhi€u khach hang s€ cang c6 co hoi phat trién bén vitng. Ha thap doi thu dé nang minh 1én khong
phai mot cach hay dé 14y 1ong khach hang, cang khong thé thiic day qua trinh mua ban dién ra.

Trong truong hop nay ban c6 thé gidi thidu qua vé wu diém ctia dbi thi, sau do tip trung nhin manh
chi tiét vao uwu di€m cua minh. Ban cling c6 thé két hgp diéu do vo1 nhu cau cua khach hang dé thuyeét
phuc va kich thich hg mua sam.

Cac mau ciu nén st dung

NVBH: Thuc ra c4 hai hing déu c6 wu diém riéng, quan trong 1a chi thich phong cach va kiéu déng



nao théi. Uu diém cua chiing em 1a... VAy hdm nay chi muon xem quan 4o dé mic di dau a?

NVBH: My hing chi néi déu c6 nhitng nét doc ddo riéng, déu 1a nhirng thuong hiéu c6 tiéng ca, quan
trong la c6 phu hop véi1 nhu cau cua chi hay khong thoi a. Binh thuong chi hay dé y dén chat li¢u, kiéu
dang hay... cia trang phuc a? (dan dat dé khach noi ra s& thich cua minh)

NVBH: Néu vay thi em thiy ctra hang minh c6 thé dap mg nhu cdu ctia chi, vi ching em tip trung
vao..., diem doc dao cua ching em la... Nhung chi phai mac thir méi cam nhan duogc, dé em lay cho
chi hai b mac thir nhé, mo1 chi qua bén nay a.



Tinh huéng 36

T6i thuwong xuyén mua hang ¢ ddy, nhung téi thdy phong cdch ciia cdc anh hay thay déi lam.

Ung d6i sai

1. Chang t61 cting cha c6 cach nao khac.

2. Chiing i ciing dd phan 4anh véi cong ty roi.

3. Sao t6i khong thay vy nhi?

4. Toi thiy thay d6i s& hop véi chi hon.

Phan tich van dé

“(;hl'mg to1 cling cha co géch nao khac” hay “Chung t61 cling da phan anh véi cong ty 1;6i” cho thdy su
bat luc cua bap nhung dong thot lai lam giam hinh anh cta cong ty trong khi van dé van chua thuc su
dugc giai quyét. Pay thudc vao phuong thirc xir 1y vo cung tiéu cuc.

“Sao to1 khong thay vay nhi?” dién dat su viéc qua mo hod va co d6i phan chat van khach hang, viéc
nay s€ dé gy ra tranh cai cho hai bén.

“Tbi thdy thay d6i s& hop vadi chi hon”, cau giai thich ndy don gian dén mirc v6 nghia, khong co stic
thuyét phuc.

Chién lrgc ban hang

Khong phai moi san pham ctia cong ty san xudt déu hoan hao. Voi tur cach mot ngudi ban hang, khi
phat hién ra van dé, ban phai 1ap tirc thong bao cho cong ty biét dé xir 1y, tuyét ddi khéng duoc vi loi
ich ctia minh dé ha thip danh tiéng ctia cong ty. Mot nhan vién di nguoc lai 1o ich ctia cong ty minh s&
khong bao gio dugce khach hang ton trong.

Trong truong hop nay, ban hiy thuyét phuc dé khach thiy viéc thay d6i phong cach ludn c6 tic dung
tich cuc dén hinh anh cua hg. C6 nhu vay ban s€ bién minh tir thé bi dong sang chu dong, tir nhugce

diém thanh uu diém va loai bo nhitng nhan 6 tiéu cuc tic dong Ién khach hang.

Cac mau ciu nén st dung



NVBH: Chi qua 1a khach hang than thiét cua ctra hang, dung 14 gan day cong ty dang c6 mot sb diéu
chinh vé phong cach, dua thém vao mot so yéu to dé bat kip trao luu, nhung vé co ban van giir nguyén
phong cach. Thuc ra em lai thay diéu chinh nhu vay s€ hop voi chi hon day, vi...

NVBH: Rat cam on chi d luén ting ho ctra hang. Thuce ra nhitng thay d6i ndy ciing rat tich cuc, du chi
mac di lam hay di choi cling déu rat tién dung. Vi du nhu hai bo nay déu rat hgp voi chi, vi...



Tinh huéng 37

Hang méi ciia cdc anh vé hoi chdm do.

Ung d6i sai

1. Hang chuyén muiia nam nay ching t6i lam hoi cham.

2. Nhanh thdi a, hang dang trén duong vé roi.

3. Hang ma1 ching t61 thuong bay gio moi co.

4, ChAm ma chéc a, chi xem nhitng kiéu khac trude di a.

Phan tich van dé

“Hang chuyén mila nim nay ching t6i 1am hoi chidm” hay “Nhanh thoi a, hiang dang trén dudng vé
r01”, ban thira nhan quan diém cua khach hang, nhitng cau ki€u nay thi€u di su dan dat theo hudng tich
cuc.

“Hang mdi chung tdi thuong by gid méi ¢6” va “Cham ma chic a, chi xem nhitng kiéu khéac trudc di
a” deéu co tac dung khang dinh thém cho nhan xét cua khach hang, khién ho nghi cong ty cua ban c6
nhirng nhan vién khong cham chi.

Chién lrgc ban hang

Khach hang s& khong bao gid ton trong nhitng ngudi ban hang c6 chap khong nhan 15, vi thé néu da
mac 101, ban hiy ctr diing cdm nhan 101, nhu vay md1 co6 thé lay dugce thién cam cua ho. Nhung tat
nhién dé thtra nhan mot van dé ching ta cling can phai c6 ky nang, dirng chi nhin vao cai vo ngoai cua
sy viéc, bod1 myc tiéu cudi cung van la ban hang, nén haly nhanh chong tim cach dé chuyén trong tam dé
tai sang viéc tu van trang phuc cho khach.

Cic miu ciu nén st dung

NVBH: Xin 16i chi, do van chuyén ¢ chut truc tric nén lan nay hang vé hoi chdm, dén hém qua md1
vé dén day, em con chua kip bay lén. D¢t nay hang vé c6 may kiéu em thay hop v6i1 chi 1am, hom qua

em con dinh goi cho chi nita dy.

NVBH: Thanh thét xin 18i chi, 1an nay hang vé chim mat miy ngiy. Hom nay chi mudn xem kiéu gi a?



(chuyén trong tim van dé)

NVBH: Piing 1a 1an nay bi chdim mat miy ngay, em con dang st rudt thi may quéd hom qua hang vé
r01, ching em vira ma1 kip treo 1€n thoi. Lan nay hang dep 1am chi a, @€ em cho chi xem!



Tinh huéng 38

Khdch hang rat hai long vé kiéu dang va mau sdc cia trang phuc, nhung nghi rang & mét sé6 ché
chdt lieu mac khong dwoc dé chiu cho lam.

Ung d6i sai

1. Sao lai khong thoai mai dugce a?

2. Khong phai dau, loai vai ndy mic rat dé chiu day a.

3. Chung tdi ¢6 nhiéu khich hang nhung chua ai néi nhu vy ca.

Phan tich van dé

“Sao lai khong thoai mai duge a?”” va “Khong phai dau, loai vai nay mac rat d& chiu déy a” thudc vao
loai tu duy thang. Kiéu tra 101 bat lai khach nay s€ khong bao gi¢ lay dugce thién cam cua hg. beé
thuyét phuc dugc nguoi mua, trede hét ban phai hoc cach nhuong bo va tan dong, dé chinh la ké “lui
ma tien”. Pong tinh v&1 khach hang sau do tan duong s€ khién ho cam thay dé chiu, ttr 6 ban co thé

dé dang thuyét phuc ho hon.

“Chung t6i ¢6 nhiéu khach hang nhung chua ai néi nhu vay ca” s& khién khach hang nghi minh that
khac nguoi.

Chién lrgc ban hang

Khi cang c6 gang thuyét phuc mot nguoi, ban cang cam thay khé khan, vi chang ai mudn bi thuyét phuc
ba1 mot nguo1 ma ho khong thich. Co nhiéu khi khach hang tir choi khong phai do ban chat sy viéc ma
do nhiing nguoi lién quan dén sy viée do, di€u nay co nghia la néu khach hang chap nhan ban thi viéc

ban hang s& tré nén dé dang hon. Pé lam dugc diéu d6 thi viéc tan dong va tan duong khach hang tro
thanh mot k§ nang vo cung 191 hai.

Cic miu ciu nén st dung
NVBH: Chj thiy chd nao chua dugc thoai mai a?
NVBH: (sau khi khach noi xong) La do & chd nay hay van dong nhiéu nén nha thiét ké da sir dung chét

licu lycra dé nguo1 mic dugce thoai mai hon do chi, chét liéu nay co uu diém... (trao doi tur goc do
chat li¢u va thiét ke)



NVBH: Em ciing dang dinh gidi thiéu cho chi diém ndy, vi ddy 1a khu vyc ta hay vin dong nhit nén
nha thiét ké da st dung chat liéu lycra dé nguoi mic cam thdy dé& chiu hon. Nhiéu khach hang dd mua
déu rat ua thich diém nay. Nhung chi phai mic thir moi cam nhan dugc, & ddy c6 phong thay dd em
mo1 chi vao thir nhé!



Tinh huéng 39

Hang cao cdp gi chit, lam du qud van con tua chi day nay!

Ung d6i sai

1. Hang méi ma chi, nhitng 16i nho nhu vay ciing kho tranh.

2. Quan 40 by gid déu thé ca, stra mot ti 1a xong ma.

3. Cat di 1a xong, khong sao dau a.

Phén tich van dé

Bét cir chi tiét nho ndo ciing déu c6 thé anh hudng t6i doanh sb ban hang ctia chung ta. Tua chi chua
cat hét chi 1a mot chi tiét nhd nhung nd c6 kha nang gay tic dong xau dén tam 1y cua nguo1 mua, ho co
thé vi diéu nay ma hoai nghi chat lugng san pham va thuong hi¢u cua ban. Vi vay ban phai hét strc dé
tam dén nhirng &nh hudng tiéu cuc co thé tao ra do su bat can trong 101 noi.

“Hang méi ma chi, nhirng 15i nhé nhu vay ciing kho tranh” va “Quin 4o by gid déu thé ca, sira mot ti
la xong ma” s€ khién ho nghi ban lam an cau tha va vo trach nhiém, hay can than vi di€u nay co thé

lam ho ndi nong.

“Cat di 1a xong, khong sao dau a”, tua chi thi chi cAn mot nhat kéo cat 12 xong nhung sy hoai nghi cua
khach hang vao chat lugng san pham thi khong thé xua tan di dé dang.

Chién lrgc ban hang

Hay diing cam nhan 18i néu biét minh sai vi su héi 161 bao gio ciing duoc thong cam. Néu ban cb tinh
bién hg hay chdi bo trach nhiém s€ cang khién cho khach hang coi thuong ban hon ma thoi. Bi€t nhan
16 cling 1 biéu hién cta su thong minh, tuy nhién dé 1am dugc diéu nay ciing can phai c6 ki ning.
Cic miu ciu nén st dung

NVBH: Xin 15i chi do em lam viéc so suit khong phat hién ra 18i nay, day 1a 15i ctia em, mong chi bo
qua cho. Em s€ bao viéc nay 1én cong ty dé di€u chinh ngay lap tirc a. D€ em lay cho chi mot chiéc

khac dé thir nhé, moi chi qua bén nay a...

NVBH: Oi em bt can qua khong dé y dén 15i nay, cam on chi da nhic nhd. Em s& phan anh viéc nay



1én cong ty dé sira ngay, chi thong cam nhé! Vay hom nay chi mudn xem 4o khoac hay... (hoi khach dé
chuyén hudng dé tai)



Tinh huéng 40

Néu do 1éng méc mdy ngay bi rung 16ng hodc bién dang thi cac anh xi Iy thé nao?

Ung d6i sai

1. Chi dung lo, truong hop nay hiém khi xay ra lam.

2. Ao 16ng ctia chiing t6i chua bao gid bi nhu vay ca.

3. Ching t61 1a thuong hi¢u c6 uy tin, chi yén tam.

Phan tich van dé

“Chj dumng lo, truong hop nay it xay ra 1am”, néu khach hang to ra lo ling vé van dé dé ciing 1a viéc
hét strc binh thuong, nhung cach tra 161 chung chung va mo ho ki€u nay cua ban s€ chi khién ho thém
hoang mang. Ban cling khong dua ra dugc cach xur ly trong truong hgp van dé thuc su xay ra.

“Ao 16ng cua chiing tdi chua bao gid bi nhu vay ca” va “Chung t6i 1a thuong hiéu c6 uy tin, chi yén
tam”, cach khang dinh dit khoat van dé sé khong bao gio xay ra nay dong nghia véi viée ban tu dat
dau cham hét cho sy nghi€p cua minh day, bd1 cau nay vira vo nghia vira thiéu thuyet phuc.

Chién lrgc ban hang

Trudc hét ban can t6 ra thong cam vai lo lang cta khich hang, khing dinh thém tim quan trong cua
viéc chon thuwong hi€u uy tin. Hay nhan manh vao nhitng vu di€ém cua 4o long dé loai boé ban khoan

ctia ho, néu cé thé hily dua ra nhitng dan ching so6 liéu cu thé dé ting thém su tin twdng cta ngudi
mua.

Cac mau ciu nén st dung

NVBH: Chi lo ling ciing dung vi hién nay c6 mot s6 loai 40 16ng kém chat lugng dang duoc ban trén
thi truong di xuat hién nhitng tinh trang nhu vay. Nhung chi yén tim v&i chit luong 4o cua cong ty em,
str dung cong nghé... ki thuat... nén s& khong bao gid bi nhu vay, cong ty ciing da ding ky kiém tra
chirng nhan chat luong & Cuc Cong thuong nén chi hoan toan yén tim nhé. Néu khong may co xay ra
su ¢6 nhu vay thi ching em s€ chiu trach nhiém hoan toan, chi khong phai lo dau a.

NVBH: Pung r6i a, mua 40 16ng quan trong nhit 1 diéu nay, vi thé phai chon mua hing c6 chat lugng.
Em ban hang cling da 2 ndam rd1, ban ra cling khoang hon 1.000 chi€c nhung chua gap truong hgp phan



nan ndo ca. Néu anh chiang may gip phai thi ctra hang s& chiu trach nhiém xir 1y, nén anh cir yén tim.
Ao 16ng phai mac thir moi bi€t ¢d hgp vé1 minh hay khong, dé em lay size cho anh thir, anh cho em
mot chut a.



Tinh huéng 41

Tai sao chat liéu nay cua cac anh khong thé giat mdy con hang X thi duoc?

Ung d6i sai

1. Loai nay cta ching em dung 1a khéng thé giat may duoc.

2. Néu dting 1 ciing mot chat liéu thi déu khong thé gidt may dau a.

3. Chi ¢6 thé giat may, nhung lam vy hai quﬁn 40 1am.

Phén tich van dé

Khach hang khi mua do thl‘rc‘)rr}g thich mua dugc do vira dep ma le,}i tiét ki‘ém dugc thot gian va chi phi
lam sach. Nhung n,hﬁ’ng do dat tien mdt chat thi thu’ﬁmg khong thé giz},t bépg may, gi;'lt kho chi phi cao
con giat tay thi mat tho1 gian. Vay phai lam sao dé don gian hoa van dé nay, khién cho khach hang

chdp nhan mua mot mén dd khong thé giat may?

“Loai ndy cua ching em dung 13 khong thé gidt may duoc”, ban giai thich qua don gian, khach hang s&
nghi ban thi€u ban hang nhiét tinh.

“Néu ding 1a cting mot chat lidu thi déu khong thé giit may ddu a”, ban dang am chi khach hang thiéu
hiéu biét, khién ho cam thay mat mat.

“Chi c6 thé giat may, nhung lam vay hai quﬁn 40 1am”, cAu nay coi nhu khong c6 tac dung vi khach
hang s€ thay ban 1a mot nguo1 ban hang vo trach nhiém.

Chién lrgc ban hang

Hién nay mot s6 nhin vién ban hang dang c6 khuynh hudng tra 101 tap trung vao két qua, co nghia 1a
khach hang hoi gi thi chi tra 101 cai do, ho bo qua nhitng tic dong lién quan trong qua trinh trude khi
di dén két qua. Thuc ra khach hang khong chi quan tim dén két qua ma con quan tim dén qué trinh cua
sy viée, néu ban di tir qua trinh dé thuyét phuc ho bé‘mg su chan thanh, c6 thé ho s& dé dang chép nhan
két qua khong duoc tron ven hon. Vi thé khi tra 15i khach hang ban hiy dua thém nhitng nguyén nhéan
o thé gay ra két qua nhu vay, dé ho théy dugc ban la mot nguo1 ban hang ¢ trach nhiém vai cong
viéc.

O tinh hudng nay, trudc hét ban hiy to ra thong cam v6i khach hang, 1am cho ho mé rong long hon dé



chip nhan nghe 101 giai thich ctia ban. Sau d6 hay néi cho ho biét nhitng nguyén nhin cu thé khong
dung may giat dugc va cac cach xur ly. Nhu vay khach hang sé cdm nhan dugc sy chan thanh va tan
tam ¢ ban ma dong y mua mon hang do.

Cac mau cau nén st dung

NVBH: Thuc ra khéng phai bo nay khong thé giat may duoc, ma giit tay hodc gidt kho s& giup quan
a0 dugc bén hon, du sao bd nay cling khong ré. Quan 4o dugc gilt gin tot thi khi mdc 1én khong nhirng
dé chiu ma trong lic nao ciing nhu méi chi a.

NVBH: Hiang ma chi néi em dé biét vi hoi trude ciing co khach hang thic mac y nhu chi. Thuc ra néu
chat li¢u giong nhau thi cach giat cling s€ giong nhau, vi chat liéu nay dugc lam fir... nén ching em
khong khuyén khich giat may, nhu vay mo1 gitt duge lau va quan do khong b1 mat dang,



Tinh huéng 42

Hang ngoai nhdp gi chit, cdc anh chang qua chi la treo cdi mdc hang Y 1én ma théi.
Ung d6i sai

1. Cai nay thi em khong biét.

2. Hang chiing em dung 13 ctia Y that ma.

3. Rat nhiéu miu vai cta ching em duoc nhap tir Y vé ma.

Phan tich van dé

“Cai ndy thi em khong biét” thé hién su thiéu chuyén nghiép, dén ca hang minh ban ra ciing khong nam
dugc xuat xir, nhu vay chang khac nao dong tinh v&i nhan xét cua khach hang,

“Hang chung em dting 12 cta Y that ma” khong mang lai tic dung thuyét phuc.

“Rat nhiéu mau vai cua chung em dugc nhap tr Y vé ma” la thtra nhan chi c¢6 vai nhap tr Y con
thuong hiéu chi 12 an theo.

Chién lrgc ban hang

Hién nay trén thi trudng c6 rat nhiéu thwong hiéu dang st dung chiéu thirc nay nén khach hang thic
mac cling la dieu dé hiéu. Néu ngay tir dau thay vi ra sttc phi nhan va thuyét phuc, ban c6 gang lay
dugc thién cam cua khach hang thi van dé s€ dugc giai quyet nhanh chong hon.

Cac mau ciu nén st dung

NVBH: Pung 1a bay gio' c6 nhiéu cong ty nhu viy nén anh bin khoin ciing phai. Nhung cong ty em
lién doanh v&1 mot cong ty cia Y nén ve thi€t ke, ton chi thuong hi¢u, hay quan 1y déu c6 anh hudng
cua phong cach thoi trang Y. Anh s€ cam nhan dugc ngay thoi, vu diém cua san pham cong ty em la...

NVBH: Anh thic méc ciing phai nhung dtng 1 cong ty em lién doanh véi mot cong ty ctia Y nén hai
nim nay vé chit lugng san pham, dich vu va quan 1y cong ty déu da co nhitng tién bo dang ké, ngay
dén nhirng nhan vién binh thuong nhu em cling cam nhan dugc ro rét. Em tin chi can anh thir mot 1an
s dung san phém cua chiing em s€ cam nhan duogc dich vy cua cong ty ngay thoi.



Tinh huéng 43

Mua qudn do thi mua & X van tot nhcft, binh thuong toi van dén dé mua.
Ung d6i sai

1. Phong cach ctia chung t6i ciing gidng nhu vay.

2. Chi c6 thé thay ddi xem thé ndo.

3. Rat nhiéu khach hang bén d6 qua bén ching t6i mua dy.

5. Bén d6 ban dat hon ching t6i nhiéu.

6. Chung t6i ciing c6 tiéng nhu bén d6 nhung ban ré hon nhiéu.

Phén tich van dé

“Phong céch clia chiing t6i ciing giéng nhu vay”, cau giai thich nay khong di thing vao van dé, thiéu
trong tam.

“Chj c6 thé thay d6i xem thé nio” khong nhin manh dugc 1y do khich hang nén thay d6i nhin hiéu.

“Rat nhiéu khach hang bén d6 qua bén ching t6i mua ddy” mang lai cam giac thiéu trung thue khi ban
dang ha thap nguoi khac dé nang minh 1én.

Hai cau cu6i1 khién khach hang nghi nhan vién ¢ day dang co ¥ “dim hang” doi thu va dé gay ra tranh
cai ve gia ca.

Chién lrgc ban hang

Pdi tht canh tranh vira 1a d6i tuong dé ta hoc hoi vira 13 muc tiéu dé ta vyot qua. Su tdn tai clia cac
d6i thii canh tranh 14 mot diéu tat yéu ctia nén kinh té thi trudng. Kiém soat duoc cac hanh vi ctia minh
cling ¢6 thé xac dinh duoc cac budc di cua d6i thu. Mot ddi tha manh s& gitip ta trd nén manh hon,
day cling 1a mot bi quyét trong kinh doanh.

Thyc té, thai do ctia ban dbi v6i cac ddi tha canh tranh cling chinh 13 thudc do danh gia cta khach
hang khi quan sat ban. Ha thap do61 thu khong nang cao dugc vi thé cia ban ma con khién cho khach
hang thém co1 thuong ban. Vi vay khi khach hang d€ cip dén viéc so sanh san pham cua ban vé1 doi



thu canh tranh, ban hay binh tinh, tu tin trao ddi véi ho.

Trong tinh huéng nay, trudc hét, ban co thé danh mot s6 1o khen cho dbi thu, déng thoi nhdn manh
thém vu diém cua cong ty minh. Khéo 1€o thé hién cho khach hang thay minh ludn t6t hon d61 thu bang
nhirng kién thirc chuyén mon va ngoén ngir chan thanh, nhu vay mé1 co6 thé tao duge an tugng tot trong
mit ho.

Cac mau cau nén st dung

NVBH: Em théy X 1a mot thuong hi¢u kha on, do cling la dbi tuong dé bén em hoc hoi. Vay chi théy
bén do6 co6 nhitng diém gi thu hat a?

NVBH: (sau khi khach noi xong) Hoéa ra 1a vy, dang 1a diém nay bén d6 1am kha t6t nhung bén em
cling khong kém dau a, rt nhiéu khach hang déu khen bén em. That tiéc vi tir trudce t6i gid chi chua
biét dén ctra hang em, vy hom nay da dén day roi dé em gi6i thiéu thém cho chi vé san pham ctia
cong ty em nhe.

NVBH: Qua that bén do6 cling 1a mot thwong hi¢u manh, khach hang thanh dat cling thuong hay mua do
& d6. Thuc ra ddi twrong khach hang ciia bén em va bén d6 ciing gidng nhau, chi c6 phong cach 1a
khac. Phong cach bén d6 1a... con bén em 1a... Em thiy phong cach ctia chi cling ¢ thé chon d6 ¢ chd
em ddy, vi... (nhin manh chi truong cua thwong hiéu minh)



Tinh huéng 44

Kiéu nay khéng phdi cotton 100%, téi khéng mua nita ddu.

Ung d6i sai

1. Chat liéu nay con t6t hon cotton 100%.

2. Mic du khong phai cotton 100% nhung mic ciing rat thoang.

3. Cotton dé bi co va nhau, khong dé giit dau a.

4. Thé chi xem nhitng kiéu khic vai cotton nhé.

5. Nhung ciing c6 ngudi khong thich cotton, c4i ndy tity theo s& thich mdi ngudi.

Phan tich van dé

“Chat liéu nay con t6t hon cotton 100%” va “Mic du khong phai cotton 100% nhung mic cling rat
thoang 1a nhitng cach giai thich thiéu bang ching thuyét phuc, chung thé hién ban 1 con ngudi cd

chap.

“Cotton dé bi co va nhau, khong d& giat dau a” mang tinh phan Gng manh s& khién khich hang kho
chiu.

“Thé chi xem nhitng kiéu khc vai cotton nhé” hay “Nhung ciing c¢6 ngudi khong thich cotton, cai nay
tuy theo s& thich mo1 ngud1” dong nghia véi viée ban dong tinh véi khach hang, ttr bé nd luc ban hang
qua dé dang.

Chién lrgc ban hang

Trudc mot cau hoi cua khach hang néu ban t6 ra ling ting, anh mét khong tap trung hay tra 101 lap bap
s& 1am cho hiéu qua giam di dang ké. Hay tu tin va to ra chuyén nghiép, dung giong diéu vira phai
cung thai do chan thanh dé ddi dién vé6i ho, nhu vay trudce khi ban thuyét phuc ho thi van dé da giai
quyét dugc mot nira roi.

Trong truong hop ndy, trudc hét hiy tiép tuc khang dinh chat liéu cotton 13 tot nhung chét liéu niy con
tot hon, sau d6 nhanh chong mo1 ho thir d6 dé cam nhan hi¢u qua cua chat liéu va chuyén dé tai mot
cach khéo léo.



Cac mau cau nén st dung

NVBH: Dung roi a, chat cotton mic thim md hdi ma lai thoang nén mo1 nguoi déu thich. Thuc ra chit
liéu ndy ciing chira X% thanh phan cotton nén mic cling rat thoai mai. Hon nita lai chtra thanh phan Y
nita nén gidt d& hon cotton rat nhiéu. Em khuyén anh nén mac thir dé kiém chiig xem em noi cé diing
khong nhé, mo1 anh qua bén nay a!

NVBH: Chit liéu ndy cé chira X% cotton nén mic van thoang nhu cotton. Hon nita lai c¢6 thianh phan
Y nén vai khong dé bi co va phai mau nhu chat li€u cotton, mdc s€ cang thoai mai hon. Em nghi tot
nhat anh nén mac thir dé tu minh cam nhan nhé, mo1 anh theo em a.

NVBH: Ding roi a, nhat 1a mua hé mic vai cotton rat thim md hdi va thoang, thuc su dé chiu. Du
kiéu nay khong phai 100% cotton nhung wu diém thi hoan toan giéng nén ngoai cotton ra thi khach
hang ciing rat chudng chat liéu vai ndy anh a. Hon nita, chit vai ndy con c6 thém wu diém 1a... Em moi
anh thir mic xem thé nao nhé.



Tinh huéng 45

Ao ciia cdc anh c6 trang tri bang da nén tiém gidt khé bdo khéng gidt dworc.

Ung d6i sai

1. C6 mdt chat xiu khong anh huéng dau a.

2. Sao lai khong giat kho dugce, khong sao dau a.

3. La qua, moi nguoi khong ai nd1 nhu vay ca.

Phén tich van dé

“Qé mot chat xiu khong anh }m’éng dau a” va “Sao lai kh@ng giat kho dl;qc, khong sao dau a”, cach
bi€u dat theo dang tu duy thang nay khong c6 tac dung thuyéet phuc, khién nguoi nghe khong tin vao
nhirng 101 ban nd1 va s€ nghi ban thi€u trach nhiém.

“La qua, moi nguo1 khong ai ndi nhu vay ca”, ban dang bao khach hang cua ban khac nguoi day, chac
chan ho s€ khong vui vé gi roi.

Chién lrgc ban hang

Biét cach Gmg xir va o ra 18 phép dé thiét 1ap mbi quan hé t6t dep voi khach hang s& gitp cho viéc
ban hang va xir Iy nhitng phan anh sau ban hang dugc thuan 1¢gi hon rat nhiéu.

Péi v6i tinh hudng nay, trede hét ban hiy xin 161 khach hang vé diéu d6 dé 1ay dugc sy thong cam tir
ho trude, sau d6 mé1 dua ra nhitng phuong an xuir ly. Nhu vay s€ khién cho khach hang nhanh chong
chap nhan cach giai quyéet ctia ban hon.

Cac mau ciu nén st dung

NVBH: That vo cung xin 15i chi, trdi lanh thé nay bat chi phai dén tan ddy. Bén giat d6 chic 1a ciing
cO trach nhiém nén mé&1 khong dam nhan @6 cua chi. Nhung chi cr yén tam bao véi ho la chd da d6
bén em da qua khau xur 1y, s€ khong bi anh hudng gi, ho ctr giat nhu binh thuong nhé.

NVBH: Ciing tai em lan trude chua din chi 1a chd da nay giat kho khong van dé gi vi bén em da tién
hanh xtr Iy qua r61, chi ctr bao ho giat nhu binh thuong nhé. Em ay nay qua vi phién chi phai di lai nhu
thé nay.



NVBH: Ping rdi a, do da binh thuong thi khong nén giat kho vi dé bi..., nén chi c6 thé ty giat theo
khuyén cao trén mac san pham, nhu vay méi gitt dugc quan do bén lau. Em that 1a 4y ndy qua, chi tai
lan trudc chua ndi 1o cho chi nén madi phién chi phai di lai nhu thé nay.



Chwong IV. Xt ly cac tinh huong lién quan dén gia ca

Tinh huéng 46

Hang ciia cdc anh ciing twong tw nhie X, nhung gid lai cao hon ho nhiéu. Véi chdt liéu nay, bén do
chi ban 200 nghin, sao cdc anh lai ban hon 300 nghin vay.

Ung d6i sai

1. Khong cung thwong hiéu thi gia lam sao gidng nhau dugc?

2. Ciing khéng chénh nhau miy du a.

3. MAu mi ctia ching toi da dang, gia cong can than, ho sao co thé sanh voi ching toi dugc.

4. That sao? Chic khong giéng nhau dau a.

Phan tich van dé

“Khong cuing thuong hiéu thi gid 1am sao gidng nhau dugc” néi nhu thé nay vé cin ban van chua dua
ra dugc sy khac nhau v€ ban chat cua van de, s€ kho dé thuyét phuc khach hang tin ban.

“Ciing khong chénh nhau miy dau a”, khach hang ctia ban s& kho chiu khi nghe thiy cau nay, 1& nao d6
khong phai la tién hay sao?

“MAu mi cua chung t6i da dang, gia cong can than, ho sao c6 thé sanh v&i ching t6i duoc”, cach giai
thich ha bé doi thu nay sé€ chi khién khach hang mat thién cam v&i ban ma thoi.

“That sao? Chac 1a khong giong nhau dau a”, chat van khach hang nhu thé nay s& dé khién cho ca hai
bén roi vao khau chién va dieu nay khong giup ich gi cho viéc giai quyet van de.

Chién lrgc ban hang

Nghién ctru d3 chi ra rang tiém ning mua sam ctia khach hang c6 thé vuot mirc du dinh ban du cua ho
dén 150%. Diéu ndy ching to viéc khiach hang so sanh giita cac thwong hiéu khong phai vi ho ban
khodn vé su chénh 1éch khoan tién, ma cai chinh 13 ho dang can nhic viée ¢6 dang bo thém tién vao
moOt moén d6 hay khong. Thyc té, rat nhidu khach hang sin sang chi thém tién dé mua duoc mot bo quan
40 c6 chat luong va kiéu dang doc dao hon, vi vay la mot ngud1 ban hang, ban khong nén vi gia cua



bén minh cao hon cua do6i tha canh tranh ma da voi vang bo cudc b1 moi mot thuwong hi¢u déu co
diém manh riéng. Pau ti€n, hay thiét 1ap mot khong gian mua ban hoa nha, sau d6 mdi tap trung nhan
manh vao vu diém san pham cua ctra hang minh dé khach chap nhan.

Cac mau cau nén st dung

NVBH: Pung 1 cong ty em va cong ty X ciing co tiéng ngang nhau va dbi tuong khach hang ciing gan
gidng nhau, nén nhiéu khach hang ciing thic mic nhu chi. Mic du gia bén em c6 cao hon mdt chat
nhung van rat nhiéu khach hang lya chon mua dd cua bén em, vi ho quan tam dén... (liét ké nhiing wu
diém khac biét). Em moi chi qua bén ndy a, dé em gidi thiéu cho chi miy kiéu mdi vé, chi xem 1a biét
ngay thoi a.

NVBH: Chj o1, hang bén em c6 cao hon bén X mot chit 1a do... nén khi mic 1én trong sé... day ciing 1a
uu diém khién cac khach hang mua do bén em rat thich. Quan 40 minh mac phai that thoai mai dé chiu,
coO dat hon chut it cling dang tién phai khong chi?

NVBH: Pung 12 hdi trude ciing c6 nhicu khach hang thic mic vé van dé nay. Thuc ra khi mic Ién
thoat nhin kiéu dang va phong cach c6 vé gidng nhau, s¢ di gid bén em cao hon mdt chat ma van co
nhiéu khich mua 13 vi... (n6i thém wu diém va diém khac biét), ho mudn khi mic 1én c6 thé... (bd sung
cac mat ndi troi vé chat lugng)

NVBH: Chij dua ra cau hoi rat hay, hdi trudc ciing da c6 mot vai khach hang thic mic véi em nhu vay.
Pung 13 hién nay trén thi trudng, mot vai cira hang thoi trang dang ban mot sb trang phuc c6 kiéu dang
va chit liéu twong ty nhu cong ty em, em ciing d3 di xem qua va em tin 1 chi ciing c6 thé phat hién ra
duoc, thuc ra bén em c6 rat nhidu diém khac biét, khong ké chat luong, mau sac hay gia cong, tat ca
déu co6 thé thiy rd, khi mic 1én thi con thiy rd hon. Quan 4o nhit dinh phai mic thir m6i co thé cam
nhan dugc c¢6 dé chiu hay khong, & bén nay cé phong thir dd chi qua thir nhe¢, chi can mic 1én chi s&
thay khac biét ngay thoi.



Tinh huéng 47

T6i ciing muon mua nén méi dén ddy mdy lan nhw thé ndy, néu bot chit nita thi téi mua ngay.
Ung d6i sai

1. Néu duoc thi em ban cho chi ngay.

2. Chiing em ciing mudn ban 1am nhung ma gia khong ré hon duoc dau a.

3. Em biét nhung day 13 quy dinh ctia cong ty, em ciing khong lam khac dugc.

Phén tich van dé

“Néu duoc thi em ban cho chi ngay” ngam bao véi khach hang dirng ky kéo vo ich.

“Chang em cting mudn ban 1dm nhung ma gia khong ré hon duogc ddu a” 1a mdt cach tir chdi qué thang
than, khong chira mt nude di dé thay doi tinh the.

“Em biét nhung ddy 1a quy dinh ctia cong ty, em cling khong 1am khac duoc”, mang cong ty ra lam 14
chan thé hién r0 sy bat luc cua ban. Dong tho1 cling khién khach hang thay phan cam vi nghi cong ty
ban khong hé c6 su linh dong trong viéc ban hang.

Céc kiéu tra 101 nhu trén khong dan dit dugc khach hang ciing nhu khéng mang tdi cho ho co hoi dé
co thé thay do1 tinh hinh, do 1a nhitng ki€u phan trng rat ti€u cuc.

Chién lrgc ban hang

Céc nghién ctru da chi ra rang, néu xtr 1y tot nhitng truong hop khach quay lai ctra hang thi kha ning
mua rit cao. Trong truong hgp nay trudce hét, ban hay gitr thé dién cho ho, vi mot khi da quay lai, chéc
chin ho ciing c6 doi chit ngai ngan va xau ho, vi thé nén hiy ndi chuyén véi ho mot cach chan thanh
va tu nhién. Hay to ra phén khdi dé nhdn manh lai nhirng vu diém cua bd dd khién khach hang cam
thay ho nhat dinh phai mua ngay hom nay. Tat nhién d6i véi nhirng khach hang thich mic ca, ban ciing
c6 thé nhuwong bd doi chat trong pham vi cho phép. Nhung linh dong ciing can phai c6 ki ning, trude
khi 1am diéu d6 ban hiy thé hién viéc giit vitng quan diém trén co s ton trong khach hang, sau do tir
tir nhuong b dé viée giao dich dién ra thanh cong.

Ban c6 thé lyra chon vai cach xtr 1y sau: thir nht, ban c6 thé tir chdi thuong luong trén co sé van giit
thé dién cho khach hang bang cach nhan manh vao uu diém lgi ich ma by d6 mang lai; thtr hai, hay



khéo 160 dua ra cac diéu kién kém theo dé khach hang c6 thé chip nhan mua d6 cho du khéng duoc
giam gia. Tat nhién cach ching ta hay sir dung nhat la ban dau gitt viing 1ap truong, sau do tur tu
nhuong bo doi chut cho khach hang.

Cac mau cau nén st dung

NVBH: Thuc ra em biét chi da di lai méy 1an roi, em cling rat mubn ban cho chi nhung danh xin 16i
chi vi khong thé giam gia duoc chi a. Minh mua d6 quan trong nhét 13 xem n6 ¢ pht hop véi minh
hay khong, con hon chi mua dugc ré ma khong mic dugc thi sé lang phi hon nhiéu, chi thiy c6 phai
khong a? BO nay cuc ky hop véi chi, chét luong lai qua on, ¢6 thé mic duoc méy ndm, tinh ra nhu vay
c6 khi lai kinh té hon, chi théy sao a?

NVBH: Em théy tudn trude chi da dén réi, thuc ra bod nay rat hop v61 chi ma chi cling rat thich phai
khong? Em thuc 1ong mudn ban nhung giam gia thi khéng dugc chi a. Hay chi cling mat cong di lai
nhiéu lan cling coi nhu khach quen, em s€ tdng thém cho chi mot mén qua nho rat hiru dung, chi théy co
dugc khong a?



Tinh huéng 48

Toi thcfy bo nay cting dwoc nhung anh bot mot chut la toi mua lién.

Ung d6i sai

1. Xin 13i chi, ddy da 1a gi4 thip nhat r6i a.

2. Xin 13i chi, & day chiing em ban dung gia.

3. Em khong c6 cach ndo vi day 1a gia niém yét cua cong ty roi.

Phan tich van dé

“?(in 16i chi, day da 1a gié thap nhat rdi a” hay “Xin 15i chi, & day ching em béq ding gia” 4m chi
rang khach hang dung c6 ky keo bo1 ¢ day khong cho mac ca. Lam nhu vay s€ khién khach hang cam

thay kho chiu.

“Em khong c6 cach ndo vi day 1a gia niém yét cua cong ty roi” ngdm thira nhan voi khach hang dang 1a
gia c6 hot cao, nhung day la chuyén cua cong ty nén danh chiu, mua hay khong do khach tur quyét dinh.

Chién lrgc ban hang

Viéc mac ca cua khach hang doi khi chi 1a ban ndng va tho1 quen cua ho, cho du gia ban d4u co ré hon
nira thi ho cling van mic c4. Vi vay khi ban noi “& day chiing t6i ban ding gia” mang lai cho ho cam
gidc bi b& mit, chang khac nao dang dudi ho di. Trudc khi giai quyét bat ctr van dé nao khach hang
dua ra, ban can phai hiéu rd mot diéu: mot khi khach hang khong hgp tac véi ban, thi du ban noi diéu
gi ciing déu vo tac dung. Piéu trude tién ban can giai quyét khong phai ban than cua van dé ma 1a tim
cach dé khach hang chip nhan ban. C6 nhu vy nhitng diéu ban néi mdi duoc dé dang chip nhan hon.

Trong trudng hop ndy, trude hét hdy hudng ing quan diém cua khach hang khién ho ¢ thién cam véi
ban, sau d6 chan thanh giai thich cho ho hiéu gia khong thé giam hon dugc nira. Ban ciing c¢6 thé hoi
ho muc dich chinh cta viéc mua dd. Ngay khi khach hang da c61 mé hon véi ban, 1ap tirc ap dung
“phép hiép udc gia dinh” khuyén khich khich nhanh chong dua ra quyét dinh, nhung nén nhé 13 dirng
dirng lai & diém nay qua lau.

Cac mau ciu nén st dung

NVBH: Pay 1a gia di duoc cong ty théng nhit quy dinh nén em ciing khong thé giam gia dugc, mong



chi hiéu cho. Gia ca quan trong nhung c6 hgp vi minh khéng con quan trong hon chi a. Gia sur bay
210 chi mua duogc bo do6 ré nhung mua vé lai chi miac may lan, tinh ra c6 khi lai thanh dét, chi théy co
ding khong a? (néu thay khach dong v thi 1ap tirc d€ nghi ho mua hang)

NVBH: Chi 1a khach quen nén gia do 1a gia t6t nht cta ctra hang danh cho chi roi a, mong chi thong
cam. Nhung chi yén tim mic du khong thé bot thém nhung chat lugng va dich vu cia cong ty em thi
hoan toan dam bao khién chi hai 1ong. Cai ndy méi quan trong, chi thdy c6 ding khong a? (néu thay
khach c6 biéu hién thi 1ap tirc dé xuat mua hang)

NVBH: Em ciing rat muén ban bd nay cho chi vi né hop véi chi ma em ciing hoan thanh dugc doanh
s6 thang nay. Nhung xin 16i chi vi em ciing khong con cach nao khac, mong chi hiéu cho. Hon nita,
moi ngudi ¢ cau “tién ndo cta Ay”, nén chi clr yén tam vé chit lugng cua san phim bén em (néu thiy
khach biéu hién ra 1a dong ¥ thi 1ap tirc dé xuit mua hang).



Tinh huéng 49

Bo nay chi lam tu chat liéu binh thuong, sao lai dat nhu vay?

Ung d6i sai

1. PBay la hang chinh hang ma chi.

2. Vai ciing c6 miy loai, loai nay khong giéng nhu may loai kia dau a.
3. Bay gio chung em dang c6 chuong trinh giam gia, chi ctt thu di a.
4. Bay gio quan 40 toan may bang vai nay thoi a.

Phan tich van dé

“Pay 1a hang chinh hing ma chi”, n6i thé nay s& khién khach hang nghi chat liéu vai ctia hing qua binh
thuong, ban chi dang ban tén thuong hiéu ma thoi.

“Vai cling co méy loai, loai nay khong giéng nhu méy loai kia dau a”, ban khong noi1 1o dugc rot cudc
chat li€u nay c6 gi khac so v6i nhitng chat liéu kia, ban giai thich qua don gian, khong co strc thuyét
phuc.

“Bay gio chung em dang c6 chuong trinh giam gia, chi ctr thir di a”, thuc t& ban dang ngdm thira nhan
hang ctia ban dat va chua tra 101 tryc tiép cau hoi cua khach hang,

“Bay gid quan 40 todn may bang vai ndy thoi a”, chat van khach hang kiéu nay s& khién ho cam thay
minh khong c6 kién thirc, nhu vay ho s€ bi mat mat.

Chién lrgc ban hang

V61 tr cach mot nguoi ban hang, ban can hoc cach tim ra duoc vil khi phan cong tr chinh nhitng van
de tuong chung khong the gidi quyeét duge ma khach hang dua ra.

Trong trudng hop nay, hiy chi ra uvu diém cua chat liéu vai d6 dé khach hang thiy dugc nhitng loi ich
tir viéc chon mua kiéu trang phuc ndy, qua d6 hoa giai nhitng ban khoan ctia ho. Tuy nhién, néu khach
hang kién quyét cho ring gia cua chat liéu nay khong hop 1y, thi ban hiy bo qua bo d6 d6 va gisi thiéu
cho ho mt bd co chit lidu vai khac.



Cac mau ciu nén st dung

NVBH: Chi hdn 1a nguol am hiéu vé& cac chét liéu vai. Thuc ra chat liéu nay cling co vai loai. Nhu
kiéu chi dang xem day ciling khong phai hoan toan 1a chat vai d6, néu khong khi mic s& cam thay... nén
cong ty da dua thém vao mot sd thanh phan nhu... dé vira gitr dugce nhitng vu diém cta chit 1iéu vira
cO thém nhitng vu diém cua... Nhu vay nguoi mac s€ cam théy dé& chiu, thoai mai hon nhiéu a.

NVBH: Chj tinh mét that ddy, néu 13 100% chit vai nay thi gia s& khong cao thé ndy dau, so di chit
li€u nay cua bon em khac v6i cac chat liéu thong thuong 1a do... nén mic 1€n s€ c6 cam giac... Hay dé
em lay cho chi mic thir € cam nhan xem nhé, mo1 chi qua day a.



Tinh huéng 50

B nay ciing giong nhw ¢ hang bén canh déu la vdi béng gon, sao lai ddit hon nhiéu thé?

Ung d6i sai

1. That sao a, dau co giéng nhau dau.

2. Bong gon ciling co6 nhiéu loai, hang cuia bén em khac bén do a.

3. Chj mua quin 4o khong chi xem chat liéu, con phai xem kiéu dang miu mi nita chi.

Phan tich van dé

“That sao a, ddu c6 giéng nhau (;Zléu”’ va “Bong gon ciing ¢6 nhiéu loai, hang cua ]Dén em khac bén do
a” la hai cach n6i thugc dang chat van khach hang nhung lai khong dua ra dugc bang chirng cu thé nén

thiéu stre thuyét phuc.

“Chi mua quan 4o khong chi xem chat liéu, con phai xem kiéu dang miu ma nita chi”, ban dang dung
thai do 1én 16p khi no1 chuyén véi khach hang 5207 Chéc chin ho sé& chiang ua ban vi khong ai muén
duoc nghe thuyét gido, dic biét nguoi phai bo tién ra mua san pham.

Chién lrgc ban hang

Muén thue hién mot cudc mua ban thanh cong trude hét, ban can phai tim ra phwong phap truyén tai
suy nghi cua ban dén v4i khach hang, vi chi khi da chép nhan 13p luan cta ban, ho méi chiu léng nghe
ban tu van. Tuy nhién, rat nhiéu ngudi ban hang b qua bude quan trong ndy, muc dich duy nhat cua ho
1a 1am sao kiém dugc cang nhiéu tién tir khach hang cang t6t. Ban dirng quén khach hang 13 nhiing
nguoi rat tinh tio, ho khong dé dang bi du db va tin twéng vao nhitng ngudi ban hang thiéu chuyén
nghiép.

O day, ban c6 thé tan dung sy khac bi¢t vé gla ca dé phan tich mot sb yéu t6 cAu thanh nén mirc gia,
hinh thanh cho khach hang mét tu duy ding dan trong cach danh gia san phdm, sau d6 nhanh chong
thuyét phuc ho thir d6. Bdi han ché thuc sy ctia san pham 1a gia thanh, ban nén chuyén hudng tip trung
ctia khach cang nhanh cang tét.

Cac mau ciu nén st dung

NVBH: Pung 12 bd niy ¢ chd ching em c6 dat hon bén kia mot chut, nhung thuc ra ciing ¢ nhiéu



nguyén nhin anh hudng dén gia ca cia mot bo d6 nhur thiét ké, cong nghé may, ché d6 hdu mii v.v...
Ciing giong nhur cung nguyén lidu nhung vao tay hai nguoi dau bép thi s& thanh hai mén an khac nhau
do chi a. Vi vay, du cung mot chat liéu vai nhung vu diém ctia bén em la... (nhén manh wu thé khac
bi¢t cia bén minh)

NVBH: bung la bén d6 ciing co mAu chit liéu giéng bén em nhung thiét ké thi khac nhau chj a. Thuc
ra dé danh gia mot bo do thiét ké co tot hay khong, thi phai mic 1€n méi thay dugc sy khac bigt. Chi
cu thtr trrdc xem thé nao nhé!



Tinh huéng 51

Cira hang doi dién kiéu ddang mau ma ciing giong y nhw & ddy nhung gid thap hon nhiéu.
Ung d6i sai

1. Chi dirng nhin vao mdi gia ca nhu vay, con phai xem chit lidu va gia cong nita cht a.

2. Ho khong cung dang cap véi bén em chi a.

3. Bén em la hang c6 thuong hiéu, quﬁn 40 bén em rit dam bao.

4. Bay gio c6 nhiéu chd nhéi lai hang bén em lam.

Phan tich van dé

“Chj dirng nhin vao mdi gia ca nhu vay, con phai xem chat liéu va gia cong nita chir a” mang ngit khi
thuyet gido va ha thap khach hang nén s€ khién ho cam thay kho chiu.

“Ho khong cung dang cip v4i bén em chi a” hay “Bén em 1a hang c6 thuong hiéu, quan 40 bén em rat
dam bao” lai qua triru trong va don gian nén khong mang lai hi€u qua thuyét phuc. Ngon ngr str dung
phién di€n, mang tinh cong kich va xem thuong doi thu.

“Bay gio ¢6 nhiéu cho nhai lai hang bén em lam”, cach no1 nay s€ khién khach hang nghi quan ao cua
ban cho nao ciing co, khong can phai mua tai ctra hang cua ban lam gi.

Chién lrgc ban hang

Khach hang bao gio ciing thich mua dugc mén hang t6t nhat véi gia hoi nén thong thudng ho sé tra gia
khoéng 3 1an. Pau tién ho than “dat qua” ma khong c6 1y do cu thé, sau d(’) mang d6i thi canh tranh ra
dé ép g1a ho s€ khong ngdt tan du:crng d6i tht nhung thu:c sur ho chia muén roi khoi cira hang cua ban
va cudi cung 1a “vach 14 tim sdu”, ho s& ché bai mau sic, kiéu dang, duong kim miii chi cta bd quan
40 nhung van t6 ra ung b do do.

Khi khach hang dé cap dén ddi thu canh tranh ctia ban cling chinh la co hdi quan trong dé ban thé hién
su chuyén nghi€p dé lay dugc niém tin cua hg. Hay chi y hai diém sau:

Thtr nhat, tuyét doi khong dugc ha bé dbi thi. Hiy nhd rang ha bé d6i tha ciing chinh 14 ha thip hinh
anh cua chinh minh trong mat khach hang.



Tht hai, khi giai quyét nhitng van dé cua khach hang, ban phai thé hién cho ho thiy dugc ban 1a nguoi
¢ t6 chat, hiy ndi ning tir ton nhe nhing, nhd nhin. Trong ca qua trinh ban can t ra ty tin nhung
khong duoc tu cao, vi hinh anh va cach ing xir chuyén nghi€p ctia mot nguoi ban hang luén quan trong
va y nghia hon viéc xir Iy van dé do.

Trong trudng hop nay, trude hét hiy cam on khach hang di ndi ra suy nghi ctia ho dé chiém duoc thién
cam ctia ho, dong thoi gidi thiéu ngan gon vé diém khac biét gitta san phdm ctia minh v6i hang nhai,
sau d6 1ap tac khuyén khich khach thir d6 dé ho tu cam nhan, c6 nhu vay méi chuyén hudéng thanh
cong su tap trung cua khach hang,

Cac mau ciu nén st dung

NVBH: Cam on chi d3 nhic nho, dung la bay gi0o dang c6 cong ty nhai lai hang cua cong ty em.
Nhung néu dé ¥ k§ mot chut thi chi van c6 thé ty phan biét dugc, vi du nhu... (hoa vin, mau sic, gia
cong, chét liéu va do thoai mai v.v...). Chi cir mac thur s thay ngay sy khac biét, em moi chi qua day.

NVBH: Lin trudc cling c6 khach hang thic mic y nhu anh vdy nhung cudi ciing anh 4y van chon mua
O cutra hang em, vi... (n€u ra nhiing diém khac bi¢t). Thuc ra co rat nhiéu diém khéac nhau, mic 1én
cling c6 cam giac khac d6 a. Em noi chic anh chua tin, mic thir 1én thi anh s& biét ngay, em moi anh
qua day thir nhé.

NVBH: Van dé nay em ciing d€1 biét nhung van rat cam on chi dé nhic nhd. Thuc ra ngoai thiét ké, gia
cong thi chat liéu va danh tleng thuong hiéu ciing tic dong rat nhidu dén gia thanh san pham, quan
trong nhat 1a tac dong dén chat luong va do thoai mal mang lai cho ngudi mac. Mot bd quan 4o néu
mac khong thoal mai, d& chiu thi du gid c6 ré dén miy ma mua vé chi mic vai 1an roi bo dy co khi
con dat hon 4y chu, chi thdy em noi c¢6 dung khong a?



Tinh huéng 52

Kiéu dang va gia cong téi déu rat wng ¥, chi c6 diéu gia hoi dat.

Ung d6i sai

1. Xin chi day, thé niy ma van bao cao a?

2. Vay bao nhiéu thi chi mua dugc vay?

3. Néu chi ché quan 40 chd em dat thi di khip Viét Nam ndy ciing khong c6 d6 ré hon dau.
Phan tich van dé

“Xin chi ddy, thé niy ma van bao cao a?” am chi khach hang néu ché dat thi ding mua, thai do coi
thuong khach hang ro rét.

“Vay bao nhi€u thi chi mua dugce vay?”” cau hoi nay dé khién nguo1 mua nay sinh tam ly hoai nghi vao
chat luvong san pham va chu dong kho1 mao cho mot cuoc mic ca quyet liet. Biéu nay cling chirng to
yeu to gia ca ap dao yeu to chat luong va quyet dinh dén két qua giao dich.

“Néu chi ché quan 4o chd em dat thi di khip Viét Nam nay ciing khong c6 dd ré hon dau”, ban qua
khoa truong va tu cao, nhu vay chi gay kho chiu cho ngud1 mua.

Chién lrgc ban hang

Nguoi ban hang thuc chat khong don thuan ban quan 40 ma con ban ban than va suy nghi ctia minh,
nhu vay cong viéc mo1 tré nén thuan lgi va thu vi hon. Vi thé trude hét hay hoc cach dé quang ba
thuong hi¢u, khién khach hang tin tuéng ban va nhu mét 1€ tur nhién, ho sé dong ¥ mua do cua ban.

Quan 40 khong quan trong gia cd ma quan trong 1a nd c6 hop véi ngudi mic hay khong. Vi thé trong
tinh hudng nay, ban hiy nhan manh vao nhitng wu diém cua bd do dong thoi giai thich cho khach hang
biét viéc tra qua nhiéu tién cho mot bd quan 4o 1a thiéu sang subt, nhung viéc chi qué it lai tiém tang
nhiéu nguy co 16n hon.

Lic nay nhan vién ban hang c6 thé din dat khach hang va tim hiéu suy nghi ctia ho bang cach dit cac
cau hoi, néu thay khach c6 biéu hién ngdm dong ¥ thi 1ap tirc st dung “phép gia dinh hoan thanh giao
dich” dé dé nghi ho mua hang. “Phép dinh thiét hoan thanh giao dich” 1a gia str khach di quyét dinh
mua va ban tim hiéu thém mot sb chi tiét hodc giap ho dua ra quyét dinh mua. Trude khi st dung



chiéu thirc nay, ban hiy hoi ho mot hodc hai cau hoi dé chic chan khach c6 quyét dinh mua hay khong
thi hiéu qua s€ tang 1€n gap boi.

Cac mau cau nén st dung

NVBH: Thuyc ra néu chi nhin vao gia thi ciing c6 thé nghi bo dd ndy hoi dat, nhung d6 ctia em s¢ di
gia cao la vi thiet ké luon méi va hgp thoi trang, chat li¢u lai tot dugc khach hang rat va chudng va
mac thuong xuyén. Néu chi mua nhirng b ma chi mac vai lan roi cat di thi chang phai khong kinh té
sao?

NVBH: (khach hang ngdim dong ¥, 14p tirc str dung “phép gia dinh hoan thanh giao dich”) Vay chi doi
mot lat @& em lam hoa don thanh toan nhé!

NVBH: S¢ di gia bén em c6 hoi cao mdt chut vi chat lugng hoan toan dam bao, mua dd ¢ day chi
khong phai lo quan 4o bi mat dang, con hon 1a mua do ré tién mac vai lan la hong, nhu thé con lang
phi hon ay chtr, chi thay c6 dung khong a?

NVBH: (khach hang ngdm dong ¥ thi 14p tirc st dung “phép gia dinh hoan thanh giao dich”) Vay chi
doi em mot chat dé em g01 lai cho chi nhé!



Tinh huéng 53

Khdch hang thdy quan do qua ddit va néi rang khéng nhdt thiét phdi mua dé tot nhw vay.

Ung d6i sai

1. Thyc ra bd nay cling chua phai t6t dau, con bd tdt hon nita co a.

2. B0 nay so v&i cura hang ching t61 chi thude loai binh thuong thoi.

3. Vay chi qua bén kia xem a, bén d6 1a hang dang giam gia déy.

Phén tich van dé

Nhitng cdu (g xtr trén déu mang ham ¥ ché bai khach thiéu hiéu biét va khong c6 tién, s& khién ho vo
cung kho chiu khi nghi rang minh dang bi coi thuong. Nguoi1 ban hang nén ghi nhé, khong bao gio
dugc dé khach hang cua minh b1 mat mat, vi mot khi khach hang cam thay khong duoc ton trong, qua
trinh mua ban s€ trd nén kho khan, thim chi dan dén viéc tranh cai.

Chién lrgc ban hang

Thuc ra yéu cau cua khach hang khong qua khat khe, ho chi muén dugc ton trong, day ciing chinh 1a
yeu cau co ban nhat cua mot ngud1 mua hang. Vo1 tu cach 1a mdt nhan vién ban hang, ban hay hoc
cach no1 chuyén khéo 1€éo va dé chiu, dé khach hang cam nhan dugc sy ton trong va c6 cam tinh véi
ban.

Trong truong hop nay, ngudi ban cé thé thuan theo ¥ kién ciia khach hang dé gidi thiéu, nhan manh uu
diém va lg1 ich cua by do6. Neu thuc sy khach hang chua c6 dy tinh dé mua bd d6 do ban hay nhanh
chong chuyén hudng gigi thieu mot bo khac hgp véi kha nang va nhu cau ctia ho hon, khong nhat thiét
phai nai €p, tuy nhién ngdn ngir nhat dinh phai that khéo 1éo.

Cic miu ciu nén st dung

NVBH: Chi thit ¢6 mét chon do, bo nay kiéu dang va chét luong déu rat tot, ctra hang em dang ban rat
chay. Mdc du gia c6 cao mot chut nhung bén em dang c6 chuong trinh danh cho khach hang nhan dip
khai truong nén gia da rat vu dai, cht ma mua thi dang dong tién lam, chi xem nay... (b6 sung nhitng uu

diém cua bd do)

NVBH: Khong sao a, ngoai bd nay ra cira hang con rat nhiéu ki€u twong tu cling rat hop voi chi, ma



gia lai kha wu dai. Moi chi qua ddy dé em 1ay cho chi thir nhé! (chuyén hudng gidi thiéu mot cach linh
hoat)



Tinh huéng 54

Théng ndo t6i ciing dén cira hang cdc anh, ciing coi nhwr khdach quen roi, cé thé b6t thém chiit nita
khong.

Ung d6i sai

1. Xin 15i chi, chd ching t6i khach m&i hay cii cling déu mot gia nhu vay a.

2. Khéng c6 cach ndo dau a, khach quen ciing gia day thoi.

3. Néu da 1a khach quen, chic chi cling da biét quy dinh cua chung to1 rdi chur.
4. Péu la gia do cong ty quy dinh, néu giam dugc thi t6i da giam cho chi r6i.
Phén tich van dé

“Xin 13i chi, chd chung t6i khach méi hay cii cling déu mot gid nhu vay a” hay “Khong c6 cach nao
dau a, khach quen ciling gia day thoi”, hai cau no1 nay nhu dam thang vao tim khach hang, ¥ am chi
khach hang quen cling khong thé yéu cau nhitng diéu nhu vay.

“Néu da 1a khach quen chic chi ciing d3 biét quy dinh cta chung tdi réi cha” am chi: Néu da 1a khach
quen thi phai biét & day khong mac c4, vi day da 1a quy dinh ctua ching t61 roi.

“Péu 1a gia do cong ty quy dinh, néu giam dugc thi t6i di giam cho chi rdi”, néi thé niy s& khién
khach hang b1 cut hirng, ho khong nhan duogc sy quan tm va coi trong tir nguoi ban nén co thé sé
khong mua hang cua ban nira.

Chién lrgc ban hang

Kinh doanh ¢ cac ctra hang tho1 trang la cong viéc kinh doanh cho twong lai, doanh so ngay hom nay
khong phai 1a muc tiéu cudi cing, cai dich cudi cting cta ching ta vira ban dugc ca quan 4o vira gianh
dugc sy tin nhiém cua khach hang, bién ho thanh nhitng khach hang trung thanh va hinh thanh nhom
khach hang than thiét, tin dung vai tro marketing truyén miéng ciia ho dé thu hut thém nhiéu khach hang
mdi. Vi vay khach hang quen chinh 1a nhitng nguoi gitip ta trong viée tiéu thu san pham, tuyén truyén
hinh anh hay canh tranh thi treong v.v... Hiy tin dung hét mirc ngudn tai nguyén quy gia nay, boi 18 ty
1¢ khach hang than thiét trong mot cura hang co thé chirng minh dugc nang luc canh tranh trén thi
truong cua ctra hang do.



Khi khach hang dua ra nhitng yéu cau nhu vay, trude hét ban hily cam on sy ting hd ctia ho danh cho
ctra hang, sau d6 nhin manh vao nhitg wu diém ciia san phdm nhu chat lwong tot, gia ca canh tranh va
thuyét phuc ho théng cam. Ban ciling c6 thé dura ra mot s nhitng chinh sach vé dich vu ma cong ty danh
cho khach hang than thiét dé bu dap cho ho.

Cac mau cau nén st dung

NVBH: Em ciing rat cam on chi vi d3 hay ghé qua ctra hang dé tng hd san phim ctia ching em. Nhung
em rat tiéc vi khong thé giam gia cho chi duoc, day 1a gia théng nhat di duoc cong ty quy dinh. Nhung
hién tai bén em ciing dang c6 chwong trinh tich diém danh cho khach hang than thiét, khi diém cua chi
dat dén mirc quy dinh s& dugc hudng nhitng wu dai riéng. Chi da c6 thé chua a... (chuyén huéng sang
thé tich diém cta khach)

NVBH: Cam on chj di ludn ung ho cira hang chung em, 14 khach quen nén chic chi ciing biét bén em
gia ca rat canh tranh ma chat liéu vai tot, gia cong can than, dich vu chu ddo, day ciing 1a 1y do khién
nhiéu khach hang quen nhu chi wa chudng san phim cta cong ty em. Ching em ciing rat mong dugc
phuc vu nhitng khach hang quen t6t hon nita, c6 nhu vay khach hang mgi hai 1ong, chi thiy phai khong
a?

NVBH: (néu thiy khach hang cé nhitng biéu hién chip nhan nhu gt dau thi 1ap tirc d& nghi mua hang)
Day la hang mau, dé em 14y cho chi chiéc khdc mdi hon nhé, xin chi doi mot chut.



Tinh huéng 55

Sao quan do ciia cdc anh lai ddt hon ché khéc nhiéu nhw vay?
Ung d6i sai

1. Vi chat lugng khong gidng nhau a.

2. Tién nao cua néy ma.

3. Vi ching t61 1a hang c6 thuong hi¢u.

4. Chi muén loai hang ré chung tdi ciing co.

Phén tich van dé

“Vi chit lugng khong gidng nhau a” va “Tién ndo ctia ndy” 1a hai cau biéu dat truc tiép, khéng cé tinh
thuyét phuc.

“Vi chiing t6i 13 hang c6 thuong hiéu ma” lai qua mo hd va cd ¥ ha thip hang cua cac ddi tha canh
tranh.

“Chi mudn loai hang ré ching t6i ciing ¢6” mang ham y gia dinh khach chi ¢6 tién dé mua db ré, thai
do coi thuong ho nhu thé sé€ khién khach buc minh.

Chién lrgc ban hang

Lay nhu thing cuong, 14y nho thing 16n, khong danh ma thing, ddy mdi 1a thuong sach. Khi xt 1y
nhirng van dé& nguoi mua néu ra, ngudi ban ciing c6 thé van dung nhitng chiéu thirc nay mot cach khéo
1é0. Pdi voi cau hoi hoc baa nhu trén, ban c6 thé hoi lai khach hang dé 1ang nghe nhing suy nghi that
cua ho, sau do tim hudng xur 1y thich hgp. Ngoai viéc gidi thiéu cac chinh sach gia c4, phan tng cua
cac khach hang khic vé van dé ndy, hay nhitng yéu t6 can cht ¥ khi mua dd v.v... thi ban cin c6 nhirng
giai thich xac dang, tir 6 hoa giai lo ldng cua khach hang.

Cac mau ciu nén st dung
NVBH: Cau hoi cta chi ciing rat hay, ding 1a gia & ctra hang em c6 cao hon cac chd khac mot chit.

Thyc ra dbi voi mot thwong hiéu thi ciing khong thé ty tién quyét dinh duoc mirc gia cua san pham,
no con phu thudc vao nhi€u yeu t6 khac nhu chat lugng san pham, cong nghé gia cong, dich vy hau mai



V.v..., tu di€ém cta quan 4o bén em la...

NVBH: Hbi truéc ciing c6 khach hang thic mac y nhu chi, nhung sau niy, khong nhitng tro thanh
khach quen ciia ching em ma con gidi thiéu cho ctra hang rat nhiéu khiach mai nita. Nhu chi X (mo so
tim dé ching minh) ngay 1/5 nim ngoai da gidi thiéu cho em nhiéu khach méi, vi chi Ay biét hang cta
chung em gia cong cAn than, chit luong va dich vu déu dam béo, quan trong nhét 1a gia ca hop ly,
khong phai lo lang vé van dé gia dao dong.



Tinh huéng 56

Mot nam téi mua & ddy ciing khd nhiéu tién, sao ciing giong nhw khdch hang méi chang dwoc wu
ddi gi vay?

Ung d6i sai

1. Thé em tang chi théem mdt tang phém nira vay.

2. Lo hang giam gia nay déu chiét khiu cho cac khach hang nhu nhau chi a.

3. Pung thé a, vi thé nhiéu khi bon em ciing kho 1am lam.

4. Xin 151 chi, khach méi hay cii ciing déu mot mirc gia thoi a.

Phan tich van dé

“Thé em ting chi thém mot ting phdm nita vay” chi giai quyét bé n6i ma khong giai quyét dugc cot 16
cua van dé, khong hoa giai dugc thac mac truc tiép cua khach hang dong thoi con anh hudng dén chi
phi van hanh cua cong ty.

“Lo hang giam gia nay déu chiét khdu cho cac khich hang nhu nhau chi a” s& khién khach bi ton
thuong.

“Pung thé a, vi thé nhiéu khi bon em ciing khé 1am 1am”, néu khéng dong tinh v6i quy dinh ctia cong ty
thi hay truc tiép phan anh diéu doé véi cap trén, khong bao gio dugce no1 xau cong ty trudge mat khach
hang dé bicu thi sy bat kha khang ciia minh nham tranh thu sy dong tinh cua khach.

“Xin 16i chi, khach méi hay cii cling déu mot mirc gia thoi a”, sy vo tdm cua ban s€ lam khach c6 doéi
chut that vong.

Chién lrgc ban hang

Quén a0 thudc vao loai hang hdéa mua vi cam tinh, khach hang khi mua thuong dua vao cam xuc dé
quyéet dinh, dac biét 1a khach hang nir. Cam xutc tot khién ho dé dang ndy sinh tam ly muon s¢ hiru tu
do6 dua ra quyéet dinh mua nhanh chong, cam xtic khong tot thi du ban c6 n6i hay dén may cling khong

thé khién ho chi tién tham chi c6 ngudi con bo di ngay 1ap tirc.

Vay phai 1am sao dé khach hang cam thiy dé chiu? Doi hoi birc thiét nhit & mot ngudi ban hang



chuyén nghiép 1a phai nim chic cac ki ning str ngdn ngit, ban phai ndi that nhe nhang méi khién khach
hang théy minh dugc ton trong va la nguoi quan trong nhét, tir d6 ho sé tu dong hop tac véi ban thi
van dé méi duoc giai quyét dé dang. Khach hang 1a ngudi lich su, néu ho khong néi theo cach lich su
nita thi nhat dinh 13 do ching ta xtr 1y cong viéc chua tot.

Cac mau cau nén st dung

NVBH: Lan nio dén ddy anh cling mua tng h cho cira hang bao nhiéu 1a do, chiing em cam on anh
con chua hét nita 13. Thyc ra trén thé VIP cling d3 phin dinh ré khiach méi va khach quen roi d6 anh,
chi 1 bay gio dang chuyén mula chiing em thuc hién chwong trinh dé thanh 1y quin 40 nén moi thong
nhat gia chiét khiu chung cho moi ddi twong khach hang thoi. Anh yén tim, chiing em van c6 nhiing
dich vu wu dai danh riéng cho khach VIP ma. Thé hom nay anh muén xem dd gi a... (sau khi giai thich
xong 14p tirc chuyén qua gidi thiéu trang phuc)

NVBH: Chan thanh xin 15i anh vi cira hang da chua quan tim ding mirc dén van dé nay. Em nhat dinh
s& phan 4nh vi cap trén dé phan dinh rach roi gitta khach hing méi va quen. Cam on anh d noi cho
em biét, hy vong sau ndy anh s& van luén quan tim va dua ra nhitng gop ¥ quy gia nhu thé nay cho ctra
hang. Thé hom nay anh mudn xem... (sau khi giai thich xong 1ap tirc chuyén sang gidi thiéu trang phuc)

NVBH: C6 thé cong ty em c6 chinh sach dinh gia khong gidng nhu cac chd khac, cong ty hi vong moi
d6i trong khach hang déu dugc hudng mirc gia wu dai toi da, mua dugc nhirng bd quan 4o dang dong
tién, nén gia thanh hau nhu déu duoc chiét khiu trén gia ban niém yét. Nhung ¥ kién ctia anh ciing rat
hay, em nhat dinh s& phan anh 1én ban 13nh dao cong ty dé c6 phuong an chinh sach danh cho khach
hang than thiét, khi ndo c6 em s& 1ap tirc thong bao cho anh a! Vay hom nay anh ¢6 muén xem... (1ap
tirc chuyén qua gi6i thiéu trang phuc)



Tinh huéng 57

T6i quen véi quan 1y ciia anh ddy, néu anh khéng chiu giam gid thi dé téi goi cho éng dy.

Ung d6i sai

1. Cai nay khong dugc dau a, em khong c6 cach nao ca.

2. Em khong quyét dinh duogc, anh goi cho quan 1y cua em di.

3. Quan 1y cua em mua cho ban cling phai tra theo gia nay thoi.

Phén tich van dé

“Cai nay khong dugc dau a, em khong c6 cach nao khac” hay “Em khong quyét dinh duoc, aqh go1 cho
quan 1y em di”, ban khong nhirng mang lai phién phirc cho quan 1y ma con lam giam dang ké su nhiét
tinh mua cua khach hang,

“Quan 1y ctia em mua cho ban ciing phai tra theo gia nay thoi” s& khién cho khach thiy minh that vo
duyén va bi mat mat.

Chién lrgc ban hang

Bt ké khi nao d6i dién voi tinh huéng nay, nhan vién ban hang ciing can giir thé dién cho khach, khién
ho cam thay duoc ton trong, 6 nhu vay moi thoa man duoc tam 1y ham hu vinh thuong thay ctia khach
mua hang Tat nhién diéu nay cling khong co nghia ban phai dap ng nhitng yéu cau vugt ra ngoal
nguyén tic cho phép ma khach hang dua ra, khi d6 ban ciing phai tir chdi cho khéo va d& nghe nhét co
thé. Trong trudng hop ndy, ban phai vira khong duoc mang thém phién phirc cho quan 1y vira phai
danh mot chd dé khach hang c6 dudng lui.

Cic miu ciu nén st dung
NVBH: Néu di 14 ban ctia quan 1y thi anh yén tAm, ching em s& ban cho anh v&i gia wu dai nhat, diéu
nay quan ly cua em da dan rat ky roi.

NVBH: Oi thé thi anh 1am kho cho em qua, néu anh goi dien thi cép trén s€ nghi em phuc vu anh chua
dugc chu ddo. Thyc ra quan ly cua em c6 rat nhiéu ban vi vay da dan ching em phai ban véi gia uu
dai nhu thé nay, tuyét d6i khong dugce ap gia nhu ban cho khach thudng. Lat nita phién anh ky cho em
vao danh sach nay nhé (an & vé mat tim 1y cho khach hang va ciing ngdm am chi viéc goi cho quan ly



cling khong thay d6i dugc gi)

NVBH: Thyc ra quan ly cua em ciing rat quan tim dén van dé ndy, vi quan 1y so nhiéu khi ban qua
khong tiep duoc ban nén da dan chung em rat ky, chi can ai la ban cta quan ly déu dugc hudng mirc
gia wu dai nhat. Gid ma em vura bao cho anh la gia chi ap dung cho ban cua quan 1y thoi day a.



Tinh huéng 58

Khdch hang thir do rdt wng y nhwng vira nhin thdy gid la khéng mua nita.
Ung d6i sai

1. Chi mi3c 1én dung la rat dep.

2. Hay la chi mua ca 2 bg, em s€ chiét khau cho chi.

3. Cam on chi da dén, chi di can than a! (thai d6 ngan ngam lanh nhat)

4.... (khong néi gi chi lang ling thu lai dd)

Phan tich van dé

“Chi mic 1én dung la rat dep”, cau nay khong nhdn manh dén diém quan tam chinh ctia khach hang nén
khong c6 tinh thuyét phuc.

“Hay la chi mua ca 2 by, em s€ chiét khau cho chi”, ban dang ty chuéc thém rac r61 cho minh vé van
de gia ca.

“Cam on chi da dén, chi di can than a”, ban bo cudc ma khong chu dong dua ra bat cir mot nd luc ban
hang nao, hon nira khau khi cta cau nay lai gdy cam giac rat kho chiu.

Khong néi gi chi ling ling thu lai d6, bo qua moi nd luc co ging, diéu nay chirng minh ring ban qué bi
dong. Ban khong lam duogc nhitng viéc ma mot nhan vién nén lam d€ nang cao doanh so cho ctra hang.

Chién lrgc ban hang

Nhan vién ban hang can phai co trach nhiém trong cong viéc, ban hily nd luc thuc hién nhitng viéc nén
1am va nhitng viéc khach hiang mong muén ban lam cho ho dé ning cao doanh thu cho cira hang. Mac
du khach hang da rat hai 1ong v6i kiéu dang va phong cach ctia bd d6 nhung c6 thé gia tién ctia nd
vuot qua kha nang du dinh chi tra cua hg, Iic nay ban hdy chan thanh héi ho vé nguyén nhan thyc su
khién ho bo di, hodc c6 thé chuyén hudng tr van cho khach mot bo d6 khac co kiéu dang va phong
cach tuong ty nhung gia thanh ré hon.

Cac mau ciu nén st dung



NVBH: Chi khoan di a, em théy chi mdc bd nay rat dep ma, hay em phuc vu co diéu gi chua chu dao
khién chi khong hai long phai khong? Em rat mong chi n6i d€ em bié€t con khac phuc a. (day la co hdi
cuoi cung cua ban, néu khach hang no1 ra nguyén nhan hay nhanh chéng tim cach xir 1y thich hop)

NVBH: Em thiy chi mic phong cach ndy ciing hop 1am, thuc ra ¢ day em ciing con may bo kiéu dang
va phong cach twrong ty nhu bd nay nhung gia wu ddi hon mot chat, @& em 14y cho chi xem nhé. Chj
mua hay khong khong quan trong, chi ¢3 mat cong di lai roi thi dé em gi6i thiéu cho chi nhé. Em moi
chi qua day a... (tim mdt bo twong tur vé kiéu dang phong cach dé tiép tuc tu van)



Chwong V: Xir ly cac van dé thwong gap & phwong dién wu dai,
chiét khau

Tinh huéng 59

T6i cir thir truée da, vi ciing hay dén ddy nén dé khi nao cira hang giam gid thi téi mua.

Ung d6i sai

1. Em ciing chua biét khi ndo c6 dot giam gia nita.

2. Bay gio thue ra ciing dang chiét khau day chi a.

3. Khong dé gi chon duoc bo mic dep, sao lai phai doi a?

4. Khi giam gia thi thudng 1a hét size, chi sg chi mic khong vira thoi.

Phan tich van dé

“Em ciing chwa biét khi ndo c6 dot giam gia nf}'a” tuong du’ongrvé’i V@éc ban khang dinh chic chin véi
khécl} hang s& giam gid nhung tho1 gian cu thé thi chua ¢6. Néu muén mua duge ré hon mdt chut thi
do1 1an sau quay lai.

“Bay gio thuc ra cling dang chiét khau day chir a” s€ dé dang cuon ban vao cudc chién mic ca cua
khach hang.

“Khong dé gi chon duoc bd mic dep, sao lai phai doi a” va “Khi giam gia thi thuong 13 hét size, chi
s¢ chi madc khong vura tho1”, hai cau nay néu lén dugc diém bat loi cua viéc cho doi nhung lai khong
161 kéo duoc khach hang mua d ngay hom nay, khong c6 tac dung dan du dé khach dwa ra quyét dinh
chi tién va ciing khong nén str dung cau chit van trong trudng hop niy.

Chién lrgc ban hang

Trong nhitng giai doan chuyén mua, ching ta thudng thiy khach hang c6 xu hudng chd doi nhitng dot
giam gia hodc ra sirc mic ca dé co dugec mén dd ung ¥ voi gia ré. Luc ndy nhan vién ban hang nén
phan tich dé khach hang théy duoc nhitng han ché cua viée chd doi nhu' quin 4o hét size, thoi gian
mac khong dugc dai... dan dén chi phi mua bd d6 d6 con cao hon néu mua ngay luc nay. Ban hay
thang than ndi ra nhitng diéu ndy va chi ra moi loi ich khi mua ngay hém nay. Néu ngudi mua van



mudn doi dén khi hang di giam gia méi mua thi cling khong nén qua nai ép, hiy thé hién sy dong tinh
v61 ho va luu lai s6 dién thoai dé thong bao cho ho khi c6 dot giam gia.

Cac mau cau nén st dung

NVBH: Khéng sao a, chi ctr thir trude di. Thuc ra gia bay gio cling 1a dang ¢ chiét khiu rdi day, chi
khong ha bang cuoi vu thoi, bay gid chi mua thi ki€u dang, mau sac va size van day du. Em chi lo dén
cuo1 vu bo chi thich khong con thi tiéc 1am, chi thay c6 phai khong a?

NVBH: Pung 14 cudi vu hang s& ha gia nhung ciing ¢c6 miy nhuoc diém nhu: chi mua vé mic khong
duoc miy 1an thi hét mua lai phai cit di, dé sang nim sau mic thi lai bj 16i mdt vi mdi nim déu co
mot trao luu khac nhau, diéu thudng gip nhat 1 hay hét size, nhu vay thi tiéc 1am. Chi thdy em néi c6
dﬁr}g khong a? Néu bay gio chi mua thi cira hang c6... (ting pham, vu dai, thé VIP) s& kinh té hon rat
nhiéu.

NVBH: Em hiéu néu doi dén khi ha gia méi mua thi c6 vé tiét kiém that nhung luc d6 1a cubi vu roi
minh cling cha mac dugc may bira lai phai cat ti. Bay gio chi mua thi khong nhiing s€ dugc hudng uu
dai chiét khau danh cho khach hang VIP ma con c6 thé mac ca mua s€ cang kinh t€ hon phai khong
chi?

NVBH: Chi ding la ngu0'1 mua hang thong minh, rat b1et chon thoi diém dé mua d6. Ciing khong la vi
bay g10 kiém tién vt va, mua mot bo dd ciing kha dat roi. Khong sao a, bay gid chi cho em sO dién
thoai dé em luu lai khi ndo c6 chuong trinh ha gid em s& goi dién cho chi. Nhung em van khuyén chi
néu bay gio da thich b nao thi nén mua luon, vi dén lac ha gia lai hét mét size vira véi chi, chi a.



Tinh huéng 60

T6i khéng can tich diém hay qua tdng, anh cir cdng réi trir vao gid tién la dioc.

Ung d6i sai

1. Xin 15i chi, em khong duoc quyén 1am nhu vay a.

2. Chi biét tinh toan quéa day!

3. Hoi trudc con khong cé ting pham, 1am theo chi thi ching em 16 von mat.

4. Khong dugce dau! Qua tang 1 dé ting cho khach chir khong tinh thanh tién dugc.

Phan tich van dé

“Xin 15 chi, em khong duoc quyén lam nhu vay a”, ddy 1a mot kiéu noi thoai thic trach nhiém, ciing
giong nhu bao khach hang rang “c6 thé, nhung phai hoi ¥ kién quan 1y d3”, nhu vay khong nhirng lam
cho van dé thém phirc tap ma con gay phién ha cho quan ly cua ban.

“Chi biét tinh toan qua day” hay “Hoi truéc con khong cé tang pham, lam theo chi thi chung em 16 vén
mat”, hai cau no1 nay s& khién khach hang c6 cam gidc minh bi cho 1a nguo1 tham lam va khong biét
diéu. Hon nira, 161 n61 nay khong thé hién thai do lich sy can c6 ctia nhan vién do1 vai khach hang,
“Khong duoc dau! Qua ting 1a dé ting cho khach chir khong tinh thanh tién dugc”, kiéu tir chdi truc
tiép nhu thé nay khién khach hang cam thay b1 xic pham nang né€, dong thoi chua dua ra dugce cach
giai thich cu thé nao.

Chién lrgc ban hang

Ta khong thé tir chdi truc tiép nhitng yéu cau kha vo 1y ctia khach hang, vi nhu vay khién ho thiy phan
cam va kha nang giao dich mua ban thanh cong ciing rat thap, anh hudng dén doanh so6 cua ctra hang va
danh tiéng thuong hiéu.

Lic niy viéc ban can lam nhat 14 khéo 1éo tir chdi nhitng yéu cau d6. Mot mit phai gitt duoc thé dién
cho khach, mat khac dua ho di theo diing huéng mua ban té1 dich hoan thanh giao dich. Trong trueong
hop nay, ban hdy giai thich ro cho ho quan hé gitra tang pham va gia thanh, dong thd1 nhan manh gia tri

cua tang pham kem theo, hoac moi quan h¢ gitra bd quan 4o va qua tang, qua d6 lam n61 bat duge uu
diém cua bo do.



Cac mau cau nén st dung

NVBH: Xin 16i chi, qua ting va diém tich lily 1a san phim cong ty ting thém cho khach hang trén co
so khach da hoan thanh mot giao dich thong thudng nhu mot sy tri 4n. Vay nén day déu 1a nhiing san
pham bén em tuyén lwa ki ludng, rat hiru ich, cac khich hang déu yéu thich. Binh thudng chi c6 thé...
(giai thich wu diém cta qua ting dé thay d6i quan diém cua khach hang)

NVBH: Xin 15i anh, em rat hiéu ting phim va diém tich liiy néu d6i ra duoc thanh tién thi s& kinh té
hon chut xiu nhung ding 14 chi dugc dung dé ting cho khach hang thoi a. Cai cudi ciing minh quan tAm
van 1a bd quﬁn 40 minh mua, vi du nhu by comple nay... (gi61 thiu vu diém) thi qua tang cling chi la
bong hoa diém thém trén nén bong thoi, chu yéu van 1a ca bo dd d6 c6 hop véi anh hay khéng, anh
thiy c6 phai khong a?

NVBH: Xin 15i anh, qua ting 14 dé ting kém trén co s& gia thanh da c6 sin clia san pham thoi a, khong
thé quy doi thanh tién duoc, mong anh thong cam. Nhung quan trong nhat 1a bo ndy anh mic rat dep,
anh mic 1én... (bo sung uu diém va loi ich ciia bo d6), ngoai ra qua ting cua cira hang cling rat phong
pht va hiru ich nira, vi du nhu... (b6 sung vu diém)



Tinh huéng 61

Khéng giam gia sao? Cdc hang néi tiéng thé gidi ciing deu dang giam gid md, sao cdc anh lai
khong giam?

Ung d6i sai

1. ... (khong n6i gi)

2. Khéng c6 cach ndo dau a, day 1a do cong ty quy dinh roi.

3. Chj tréng nhiéu tién thé chut it chiét khiu c6 nhdm nho gi dau.

Phan tich van dé

Trong qua trinh mua béan, viéc bi khach hang tir chéi hay dem so sanh véi cac thwong hiéu khac 13 mot
viéc hét strc binh thuong. Vo1 nhirng tinh huong nhu vay ban hay t6 ra that sy chuyén nghi€p trudc mat
nguo1 mua, cho ho thay ban hét strc ty tin vao san pham, vao thuong hi€u cta minh. Co thé thoai mai,
than thai vui vé, anh mat kién dinh khién khach hang phai tin rang lya chon san pham ¢ day la su lua
chon sang suot nhat.

Lang lang khong néi gi 1a mot cach khang dinh ngudi mua da dung.

“Khong c6 cach nio dau a, day 1a do cong ty quy dinh rdéi” vé co ban khong phai 1a mot 101 giai thich
mang tinh tich cyc nén thi€u strc thuyet phuc, dugc li€t vao dang thoai thac trach nhi¢m.

“Chi trong nhiéu tién thé, chut it chiét khau c6 nhim nho gi dau” s& dé bi ngudi mua phan bac lai, vi
cuoi cung kiém tién chua bao gio 1a mdt viéc dé dang ca. Thém vao do, ngon tr mang ngtr di€u khiém
nh3, khong thé hién dugc kién thirc cling nhu cach trng xtr cia mgt nhan vién ban hang chuyén nghiép.

Chién lrgc ban hang

Trén doi khong c6 ai 1a khong thé thuyét phuc dugc. Di v6i nhitng ciu hoi kho tra 101 kiéu nhu “Tai
sao cac anh khong giam gia?” ma khach hang dua ra nhu trén, chi can thay d6i géc do nhin nhan van
dé mot chiit ban s& phat hién ra rang, ta c6 thé bién nhitng cdu hoi d6 thanh 1y do chinh dé thuyét phuc
khach 1ap trc mua hang.

Trong tinh hung ndy ban c6 thé giai thich cho khach hang 1y do cac cong ty khac giam gia ma cong ty
ban thi khong, n61 cho ho biét nhitng 1¢1 ich mang lai tr chinh sach khong chiét khau gia cua cong ty



dé khach hang hiéu va dong tinh.
Cac mau cau nén st dung

NVBH: Em rat hiéu suy nghi cta anh, thuc ra viéc giam gia c6 kha nhiéu nguyén nhan, vi du nhu dé
thanh 1y hang ton kho, ky niém cac ngay 15 16n hay thanh 1y quan 4o cudi vu v.v... cac cong ty s€ co
nhirng chwong trinh khuyén mai dé kich cau. Hién tai cong ty em chua c6 chmh sach nhu thé va mirc
gia niém yét chung da du’orc théng nhat trén toan qudc. Boi cong ty mong mudn tat ca khach hang déu
dugc hudng mot mirc gia 6n dinh tai moi cura hang, nguo1 mua s€ khong phai ban khoan vé viéc liéu
minh c6 dang bi ltra hay khong anh a.

NVBH: Thyc ra giam hay khong la do chinh sach gia cua mdi cong ty ap dung khac nhau. Bén em s¢
di khong giam vi mudn gitt mirc gia 6n dinh, dam bao moi khach hang déu mua dugc san pham véi gia
thanh cong khai, tranh trudng hop ngudi mua gia cao ngudi mua gia thip van thudng xay ra. Vi thé chi
hoan toan yén tdm khi dén mua hang tai bt ctr cira hang ndo ctia cong ty em trén toan qudc. Vay hom
nay chi muén xem kiéu dang nao a?



Tinh huéng 62

Quan do ciia cdc anh dat qud, ¢é thé gidm bao nhiéu % day? (liic nay khéach chwa thir do)
Ung d6i sai

1. Mudn giam gia chic phai doi mot thoi gian day a.

2. Xin 13i chi, & day khong mic ca a.

3. Phan tich van dé

“Mudn giam gia chic phai doi mot thoi gian day a”, cAu ndy ngdm am thi cho khach hang mot thoi
gian nita quay lai mua thi sé tiét kiém dugc mdt khodn, nhung déng tho1 khong c6 1ot cho viéc xay
dung hinh anh thuong hiéu ctia cong ty, hon nita kéo dai thoi gian dua ra quyét dinh cua ngudi mua,
anh hudng dén doanh thu chung cua cira hang.

“Xin 13i chi, & ddy khong mic ca a”, rat nhiéu nhan vién ban hang n6i cau nay hét strc tu nhién va luu
loat, nhung no lai khién khach hang thay bo1 ro1 kho xir. Cau nay am chi ¢ day chung t61 khong hoan
nghénh nhirng khach hang chi chdm cham mdc ca, dung lam lang phi thoi gian cua hai bén nita.

Chién lrgc ban hang

Nhan vién ban hang khong thé luc nao ciing dap tng dugc cac yéu cu cta khach vi nhitng yéu cau dé
nhiéu khi kha vo 1y. Hay hoc cach noi “khong” mot cach khéo 1éo khién khach hang ton trong va cam
thong v4i ban. Ban nén nhd khong bao gio dé khach hang cam théy bi chan hong, néu khong ho s€ tirc
gidn ma bo di ngay 1ap tic. Trude khi tir chdi khach hang, ban c6 thé to ra dong tinh v6i quan diém
cua ho, sau do sur dung nhirng ttr nglr nhu “xin 15i”, “rat tiéc”, “chi 1am kho cho em rdi” v.v... dé biéu
thi thai do, cudi cung thu hit sy tip trung ctia ho thong qua viée gidi thidu bo quan 4o, chinh sach gia
ca hay ché d6 wu dai dé khach hang chip nhan va thong cam. Can nhic dén viéc khach chwa thir d6 dé
chuyén trong tam cua dé tai sang viéc b0 dd d6 co hop v61 ngudi1 mac hay khong, khéo 1éo dua sy cha
¥ tr viéc yéu cau chiét khiu sang viéc thu dd, vi dich dén van 1a ban duoc bod quﬁn ao.

Cac mau ciu nén st dung

NVBH: S& di b nay dat vi thiét ké (chat 1iéu vai, gia cong, bao hanh v.v...) ti mi, can than, chat lugng
lai dam bao. Mua mdt bo quin 4o quan trong 12 nd c6 pht hop voi minh hay khong, con chuyén chiét
khau theo em nghi chi 1a chuyén phu khéng nén qua ch tim dén, chi thay c6 phai khong a? Chi mua
hay khong khong quan trong, chi cr mdc thir xem c¢6 hgp v61 minh hay khong nhé, em mo1 chi qua day



a.

NVBH: Vé diém nay thi em phai xin 13i chi r6i, vi thinh thoang cong ty mdi c6 dot giam gia thdi con
binh thuong thi ludn gilt mirc gia on dinh, nhu vay bat cir khi nio khach dén mua ciing dugc hudng
moOt mirc gia nhu nhau. Nhung vi chi 14 khach hang than thiét cia ctra hang nén ching em s& danh cho
chi... (chuyén huéng sang uu dai danh cho thé hoi vién VIP). Thé nay nhé, bay gid chi cr mic thir d6
truée di, xem mic 1én s& nhu thé ndo, co hop vo1 chi khong nhé, quan trong nhit van 1a quﬁn 40 ma
phai khong chi? Moi chi di theo em nhé!

NVBH: Xin 15i chi nhung em ciing khé nghi qua. Vi hang ctia ching em ngoai trir khi hét vu méi c6
chiét khau, chir binh thuong luon théng nhit mot mirc gia chung chi a. Nhu vay khach mé1 yén tam vi
lac nao ciing mua dugc hang chat luong v6i mirc gia chuan. Hon nita bd ndy em nhin qua rat hop voi
chi ddy, chi xem... (chuyén sang giéi thiéu wu diém ctia bo dd). TAt nhién quan 40 c6 dep hay khong
phai mic 1én mai biét duge, dé em dua chi di thir nhé!



Tinh huéng 63

Bay gio da giam 40% khong biét sau nay con giam bao nhiéu nita?

Ung d6i sai

1. Cai nay ciing khong chic 1am a, binh thuong thi khéng giam nira dau.

2. Em khong biét, phai xem chinh sach cong ty thé ndo di a.

3. Chac khong dau chi, giam thé nay 1a nhiéu rdi.

Phan tich van dé

Nhitng ngudi mua quan 4o thudng mong mudn mua duge bd quan 4o ung y véi mic gia thip nht,
nhung khi mua xong lai thay ti€c vi ngd nhd sau nay lai giam gia nira, tam ly d6 khi€n ho luc nao cling
cam thay khong yén tam vi ludn nghi minh b1 ho.

Nhitng cau ing ddi trén s& khién cho ngudi mua bi bbi réi vi nhan vién ban hang khong dua ra duoc
nhitng 1y do xac dang dé giai thich ciling nhu khong tao ra duge dong luc thic day qua trinh mua ban
dién ra thuan lgi. Tham chi, khach hang c6 thé vi cAu ndi map md ctia ban ma phat sinh tdm 1y hoai
nghi, va co6 thé khong mua do6 cua ban nita.

Chién lrgc ban hang

Khéch hang mua d6 da phan dua trén cam xtic, nhung kiéu cam xic nay lai twong dbi yéu, dé bi anh
hudng béi tac dong bén ngoai. La ngud1 ban hang, ban can hoc cach chu dong dicu khién cam xtic do
nham kich thich ham muon mua cua khach hang 1én cyc di€ém. Trong truong hgp nay, hdy khang dinh ro
rang rang hang hoa s€ khong giam gia thém nira.

Cu thé, khi khach hang dé cap dén viéc liéu c6 kha ning ha gia thip hon nita hay khong thi ngay lap
tirc tim cach x6a bo suy nghi do6 ra khoi dau ho va thay bang cam xic phai mua bang dugc mon hang
do6 ngay hom nay. Tuyét doi khong st dung nhirng ttr ngltr mang tinh chat mo ho, thi€u ty tin, néu khong
khach hang s€ b1 kho xir ma khong dua ra dugce quyet dinh mua ngay, tho1 gian mua ban kéo dai, khong
co lg1 cho doanh thu cua ctra hang.

Cac mau ciu nén st dung

NVBH: Chj yén tim, cong ty em ludn giir quy tic nhit quan vé chinh sach giam gia, khong phai tuy



tién ha gia san pham dau chi. Chang qua dang vao dip ky niém thanh 1ap cong ty nén méi giam 40%
cho cac mat hang thoi, két thiuc chuong trinh khuyén mai thi gid lai nhu cti d6 chi. Tot nhat chi nén
tranh thi mua luén hém nay di a.

NVBH: Vé diéu nay thi chi yén tim, cong ty em d& c6 quy dinh riéng r6i, ciing dé bao vé cho quyén
lo1 khach hang thoi. Néu hang ctia chiing em ctr ha gia sudt thi sau nay ai dam mua dd ctia bon em nita,
cho du chi c6 thich dén mAy mua vé xong thdy minh bi hé thi chic chan s& khong quay lai nita dau
phéi khong a? Vi vay bon em ciing khong dam danh d6i tén tudi cta minh dau, chi ctr yén tim nhé!



Tinh huéng 64

Mua mot bo hay mua ba bo ciing khong giam gia, vay toi khong mua nira.
Ung d6i sai

1. Thé chi tu can nhic nhé.

2. Gia nay thuc t& da rat ré roi.

3. Ching em ciing c6 cai kh6 ma.

Phan tich van dé

“Thé chi tu can nhic nhé”, néi nhu thé nay cd nghia ban di trao toan quyén quyét dinh mua cho khach
hang. Trén thuc té, luc ndy ngudi mua di rat ung ¥ voi ca ba bo dd, mot giao dich thanh cong dang
dén rét gén, néu nhuong ho thém mot budc hodc tao mdt chit dong luc thi rat ¢ thé ho sé léy ca ba.
Nhung néu ban hoan toan khong c6 mot dong thai nao kéo ho tién 1én, nguoc lai con dung nhiing tur
ngit lanh nhat thi chang khac gi ban dang khién khach hang ctia minh tu budc ra khoi cira, dong nghia
ban chu dong tir chdi khoan doanh thu dang I€ da co thé kiém duoc.

“ (314 nay thyc t€ 1a da rat ré ro1” va “Chung em cling c6 cai kho ma” lai hoan toan thiéu strc thuyét
phuc, mang lai cdm giac nhu dang cau xin khach hang,

Chién lrgc ban hang

“Hang khoéng ban dugc 13 do ndi khong ding cach”, viéc sir dung ngdn tir phit hop dong mot phan
quan trong trong viéc kinh doanh ctia mot ctra he‘lng Biét ing xtr dung cach cc') thé lém tang doanh s6
cua cong ty, ‘nguoc lai, v6i thai do cu xir vung vé, ban s& 1am ting ap luc vé hang ton kho, vi thé kha
ning giao tiép tmg ddi cia mot nhan vién ban hang vo cting quan trong.

Trong trudng hop nady, trude hét ban hiy to ra dong tinh v6i khich hang va khen ngoi nhitng bo db ho
dd chon. Sau d6 néu khach hang van phan nan thi ban co thé nhuong bo mdt chit nhu xin y kién cép
trén hodc ting thém ho mot mén qua v.v... dé hoan thanh giao dich. Nhat dinh phai dé khach hang thay
duoc ban dd nd luc hét minh trong viéc tim cach xir 1y giup ho, ddng thoi ciing khong quén sir dung
nhirng tir ngit chin thanh cung thai do gin giii, dé cudi cing cho du khong co chut nhuong b nhung
khach hang van cam thdy ban da cb ging hét sirc.

Nhiéu khi diéu khach hang huéng dén khong phai phan chiét khau it 6i ma 1a mot 1y do thuc su hop 1y



khién ho phai bo tién ra mua!
Cac mau cau nén st dung

NVBH: Em rét hiéu tam ly cua chi, néu 1 chij thi em cling mudn duoc chiét khdu vi mua ca ba bd ma.
Nhung n6i di cling phai no6i lai, dé 1am ra dugc mot bod quﬁn 40 chat luong t6t, mau mi dep hop véi
thi hiéu khach hang ciing khong phai dé dang. Cai quan trong nhat van 1a chi mic 1én s& nhu thé nao...
(dua thém nhirng 161 tan duong)

NVBH: Chi ma khong mic nhitng bd nay thi tiéc 1am! Hay 1a thé nay... (str dung qua ting hay thé VIP
de giai quyet van de)

NVBH: Néu 1a chi, em cling mudn duoc giam g1a vi mua ca ba by co ma, nhu:ng em ciing mong chi
hiéu cho, chi mua hang & cho em nhiéu ciing biét roi, mdi bd & day déu duoc tuyen lua rat ky ma gia
thanh tir trudc dén gid luén 6n dinh. Nhung chi cling 12 khach hang quen, hay 1a thé ndy nhé, bay gid
em tang thém cho chi mdt moén qua nho chi théy cO dugc khong a?

NVBH: Tiéc qua, ca ba bo nay chi mac déu rat dep, bo bd nao ciling tiéc 1am, hay dé em hoi y kién
quan 1y xem sao, chi doi em chit xiu...

NVBH: That 1a xin 13i chi, ctra hang khong thé giam gia duoc a, nhung cip trén mudn ting thém cho
chi mot mon qua nhod d€ cam on chi da ung ho cira hang em, mong chi nhan cho!



Tinh huéng 65

Quan do & ddy bao gio thi bat dau ha gid vdy?

Ung d6i sai

1. Thuong khi nao chuyén mua chi a.

2. Hang cong ty em thuong khong ha gia dau a.

3. Cai nay em ciing khong chic, phai xem chinh sach cta cong ty nira.

4. Chiing em chi chiét khau cho khach VIP thoi a.

Phan tich van dé

“Thuong khl né}o chuyén mua chi a”, cach tra 101 nay s¢ kéo dai thot gian mua hang, lam giém’doarrlh
thu va c6 thé dén lic chuyén mua khong con size hay hét hang, nhu vay lac do khach hang s€ thay tiéc
vi da khong mua ngay tur trude.

“Hang cong ty em thuong khong ha gia dau a” c6 y nghia khong rd rang, khién khach hang bdi rdi khi
khong nam dugc thot gian giam gia.

“Cai nay em cling khong chac, phai xem chinh sach cua cong ty nira”, khong nén str dung cau nay vi nd
hoan toan vo nghia, thuoc vao dang ngébn ngtr ti€u cuc.

“Chang em chi chiét khiu cho khach VIP thoi a”, cAu nay lai thiéu tinh dan dat, gdy bat loi cho qua
trinh mua ban. N6 chirng t6 ban khong c6 y thirc khoi day mong mudn mua d6 hay chu dong khuyén
khich ho mua ngay lap tirc.

Chién lrgc ban hang

Khéch hang c6 thé doi mua cho dugc mén hang tot nhat voi gia ré nhit con ching ta thi khéng. Cho
do1 dong nghia vo1 viée ap luc hang ton kho tang, doanh thu giam, bo 16 tho1 co mua ban, hang hoa bi
mat gia va nhu cau cua khach hang khong dugc dap trng kip thoi.

Chang ta nén hiéu quﬁn ao la san phém dugc mua dya theo cam xtic, hanh vi mua cua khach hang
thugc vao dang xung dong nhat thoi, ban khong duge dé ho tu quyet dinh bang ly tri tinh tdo. Hay su
dung nhitng tir nglr co6 tinh chat tdc dong va nhiing 1y do hop 1y nhat dé kich thich ham muon va nhiét



tinh ctia khach hang, khién ho phai dua ra quyét dinh mua ngay 14p turc.
Cic miu ciu nén str dung

NVBH: Thyc ra cling co nhiéu nguo1 hot nhung em cling chua dam tra 101 chic chin véi chi duoc a.
Théng thudng thi dén cudi vu, cira hang s& ha gid mot s6 san pham, nhung cai ndy ciing khong nhat
dinh, vi c6 thé lic d6 mot sd kiéu da ban hét rdi, nhu bo chi thich kha ning dén luc d6 ciing khong con
daua. Ma em théy bo nay chi mic 1én trong rét dep, kiéu dang rat phu hop vo1 chi, mac di lam hay di
choi déu duoc, doi dén luc giam gia lai hét hang thi tiéc 1am.

NVBH: Em cling danh phai xin 16i chi vi em khéng dam chic vé van dé nay. Nhung chd dén cuéi vu
giam gia thi hiu nhu mot s6 kiéu ban chay ciing da chay hang. Nhu bo chi vira chon dang ban rat chay,
ngay ndo ciing ban duoc khoang 3, 4 bo, trong kho ciing khéng con nhiéu, néu da ung roi thi mua ngay
di chi a, khong dén 1ac bon em ban hét thi chi lai phai do1 xem sang nam co kiéu tuong tu khong thoi.

NVBH: Chi ciing biét cach mua d6 ddy a. Pung 1a khi ha gia thi s& mua ré hon duoc chat xiu, nhung
thuong khi do da la cudi vu hodc hang hét size, nhat 1a hang ban chay. Nhu bd chi chon dudong may
véi chit vai déu rat dep, em théy rét hop véi1 chi déy. Mua quﬁn ao do1 khi cling la cai duyén, chon
duoc bd minh ung v khong d& ma em thay rat tiéc néu chi dé dén luc ha gid méi mua thi lai hét hang,
That 1ong em khuyén chi néu bay gio da ung roi thi mua ludn, dé sau nay d& héi tiée.



Tinh huéng 66

B t6i vira mua xong bdy gio ha gid nhiéu thé, thit la bwc minh, cdc anh phdi dén bu gid chénh
léch cho toi di!

Ung d6i sai

1. bay déula hang ton kho chi a.

2. Bay gio ciing sap hét mua roi.

3. Vi hang ching em ban ciing gan hét roi.

4. Péu 1a hang con ton lai, size cling khong day du.

Phén tich van dé

Ngudi nhan vién ban hang khong dwa ra dugc nhitng 1y do cu thé cho viéc ha gia san phidm nén sé
khién nguo1 mua cam thay hoai nghi. Nhitng ki€u tra 161 may moc va don gian nhu trén khong thé giai
quyéet dugce van de.

Chién lrgc ban hang

Trudc hét ban can dat minh vao vi tri cta khich hang dé thé hién sy thong cam va dong tinh véi ho,
sau do giai thich can k& cho hg hi€éu nguyén nhan thyc sy cua viéc ha gia, quan trong nhat la tim ra
dugc cach 6n dinh tam 1y cho ho.

Cic miu ciu nén st dung

NVBH: Em hiéu suy nghi ctia chi, nhung chic chi ciing biét ching em & dy chua bao gio ha gia tuy
tién ca. Tu hoi chi mua dén gi¢ cling da gan 2 thang ro1, co thé chi ban qua khong dé y, nhung chi xem
day déu la quan 4o cudi vy, size so cling khong du, bay gio ma mua thi cling chi mac dugc may 1an réi
tho1, bon em cling dang chuan bi ra hang mé1, lic ndy em con dang dinh go1 dién cho chi nita kia.
NVBH: Néu 1a chi, em ciing s& thiy bat min, nhung chi ciing dirng qua ban khodn, vi bay gio gan hét

mua ro1, day toan la nhirng ki€u con sot lai, mac du chat lugng va ki€u dang van dep nhung da so bi
thi€u size nén ctra hang em méi ha gia a.



Tinh huéng 67

Céng ty quy dinh khi dd ha gid san phdm thi khéng phdt qua ting nita, nhung khdch hang van doi
cd hai

Ung d6i sai

1. Ba giam gia thi khong tang qua nira chi a.

2. Chi ¢6 thé chon giam gia, hodac co thé chon léy qua tang.

3. Khong lam thé duoc dau a, chung em d giam gia cho chi r6i.

4. May qua ting ndy ré 1am, bén ngoai ban c6 miy dong thoi.

Phan tich van dé

Lap truong ctia ban va ngudi mua hang khong giéng nhau, béi 18 ngudi mua lac ndo cling mudn duge
hudng lo1 cang nhi€u cang tot nén doi khi thanh ra * tham qua mat khon”, vi thé hay dat minh vao vi tri
ctia ho dé hiéu va thong cam, sau d6 kién nhan giai thich ti mi cho ho dé chuyén hudng tip trung ctia
khach hang.

Nhitng kiéu tra 101 dau thudc vao dang giai thich may méc don thuin nén khong mang lai hiéu qua
thuy€t phuc nao. “May qua tang nay ré lam, bén ngoai ban c6 may dong tho1” khién khach hang cam
giac ho dang tham may mon d6 ré tién va phan nao ha thap gia tri thuong hi¢u cta ban.

Chién lrgc ban hang

Nguo1 ban hang trude hét can phai thiét lap duoc mdi quan hé tbt dep v&i1 khach hang, sau d6 moi van
dé s& dé giai quyét hon.

Trong truong hop nay, t6t nhat ban nén chu dong tu van lua chon cho khach, dung dé ho tu do chon
lwa. Ban c6 thé xir ly theo cac cach sau: nhdn manh dén gia tri cua qua tang dé khuyén khich khach lua
chon; giam gia tri cua qua tang dé tap trung vao chiét khau; cung luc khuyén khich chon qua tang, ban
tiét 10 cho khach hang khi dot ha gia két thic s& dé danh cho ho qua ting.

Cac mau ciu nén st dung

NVBH: Em théy chi c6 vé thich qua ting ctia bon em phai khong a, nhung thanh that xin 16i chi vi



trong tho1 gian 1am chuong trinh thi chi chi dugc chon chiét khiu hodc qua tang thoéi a. Thuc ra tang
pham cta bén em cling rat 6n, néu ra ngoai mua chac gia cling cao, em khuyén chi ctr chon qua tang di
a vi no cling c6 nhiéu tac dung... (nhan manh vao tac dung ctia tang pham)

NVBH: Xin 13i chi vi chwong trinh lan nay cua bén em khach hang chi dugc chon qua ting hoac chiét
khau thoi a. Nhung em nghi chi chon chiét khau thi s€ hay hon vi minh mua quan 4o dau phai chi vi
may tadng pham nho phai khong chi, quan trong nhat van 1a bo d6 minh mua ung y va dep.

NVBH: Oi chi 1am khé cho em roi, dot khuyén mai 1an nay khach hang chi dugc chon qua ting hodc
chiét khiu thoi, chi thong cam nhé.

NVBH: (thdy khach hang vin chua chip nhdn) Em thiy chi c6 vé thich qua ting ndy cta bon em a?
Hay 1a thé nay di, dé khi nio chwong trinh két thac ma con du qua em s& gitt mot chiéc r6i goi dién
cho chi dén ldy nhé? (xac dinh rd 1ap trudng dong thoi nhuong bo khach hang mot chut, dya trén tinh
hinh s6 lwong clia qua ting sau chuong trinh dé danh cho khach)



Tinh huéng 68

Liic hang m&i ra thi bdo sé khong ha gid, thé ma cang vé sau lai cang ha.
Ung d6i sai

1. Chi dung dé y lam gi, dang cip chi cao hon ma.

2. Quan 40 14 nhu thé d6 chi, chua hét vu thi khong giam gia dau.

3. Cai nay do cong ty quy dinh, em ciing khong biét lam gi hon.

Phan tich van dé

“Chj dirng dé y 1am gi, dang cdp chi cao hon ma,” ndi thé ndy hoi cudng diéu va mién cudng nén
khong mang lai hi€u qua thuyét phuc.

“Quan 40 1a nhu thé d6 chi, chua hét vu thi khéng giam gia dau”, kiéu giai thich ndy chwa néu duoc rd
rang nguyén nhan khong giam gia gid quan 4o khi chua hét vy, cling khong c6 loi1 trong viéc khuyén
khich khach mua hang ngay luc nay.

“Cai nay do cong ty quy dinh, em ciing khong biét 1am gi hon” 1a cach néi thudng thdy ctia mot nhan
vién ban hang vo trach nhiém, khong dem lai cho khach hang mdt 161 giai thich hgp ly.

Chién lrgc ban hang

Hanh vi mua ha‘lng bat nguén tir Viéc phuc vu cho lgi ich ban than cua nguol mua, nén du phai chi
nhung dong tién xwong mau ho van ludn sin sang tu nguyén. Mot s6 nghién ctru da ch1 ra, viéc mua
sam co thé gitip ngudi tiéu dung tranh dugce cam giac tlec nudi. Pong thoi chinh sy tiéc nudi cling c6
tac dong manh me 1€n hanh vi cua ngud1 mua. Do vay, néu khach hang con ban khoan, ban c6 thé go1y
cho ho nhirng 1y do mua sam phu hop, trong d6 tot nhat 14 chi ra cho ho nhitng lgi ich mang lai hodc
nhitng tiéc nudi co6 thé nay sinh néu khong mua mén hang do.

Trong tinh huéng nay, ngudi ban hang c6 thé giai thich cu thé cho khach nguyén nhan ciia viéc giam gia
va nhitng bat lo1 tr viéc mua hang giam gia. Dung lo1 ich dé kich thich nguo1 mua lap trc dua ra
quyéet dinh.

Cac mau ciu nén st dung



NVBH: Néu em & truong hop cua chi, e cling cam théy khé chiu, nhung néu do6i goc nhin mdt chuat chi
s¢ thay, mua bg nay ngay bay gio s€ mac duoc ca mua, con dé doi dén cudi vu giam gia thi cho du chi
co thich dén may cling chi mic dugc vai 1an ro1 cat di. Em nghi mua ngay bay gio s€ kinh t€ hon chi a.

NVBH: Chi noi cling c6 1y, cung mot bo quﬁn a0 ma ban hai gia khac nhau, néu la em, em cling khong
hai long dau. Nhung quan 4o lai c6 yéu tb mua vu, thoi trang va trao luu, thém nita dén luc ha gia thi
size ciling khong dy di nén mdi ban thanh 1y d6 chi. Theo em thi tot nhat 1a mua ngay tir dau mua, vira
c6 thé mic nhiéu lai hop mét, tinh theo sb 1an mic thi kinh t& hon nhiéu chi a.



Tinh huéng 69

Cdc ché khdc déu giam 40% ma qua ting ciing phong phit hon, cdc anh thiéu linh hoat quda!

Ung d6i sai

1. Chi ciing khong phai chi dén mua vi qua ting ma.

2. Thuc ra cling déu 1y tir chi phi gia thanh ctia bd quan 4o d6 thoi a.

3. Xin 16i chi, chiing em ciing khong c6 cach nao khac.

4. Qua ting thi c6 quan trong gi, quan trong 13 quin 4o c6 dep hay khong thoi.

5. Chd chung em khong khoa trrong nhu thé, gia chiét khau déu rét sat roi.

Phan tich van dé

“C‘hi cling khéng phai chi dén mua vi qua ting ma” va “Quét~ tang thi c6 quan trong gi, quan trong la
q1~1£1n a0 co dep hay kh?)ng th(:)i” cO ham y cong kich nén rat dé gay phan cam cho khach hang, khién ho
de dang tir ch61 mua do ¢ cho ban.

“Thyc ra ciing déu 14y tir chi phi gi4 thanh cia bo quan 4o do6 thoi a”, ¥ ban am chi khach hang tudng
bd vi mua dugce hang ré, chiac chan hg s€ thay mat mit.

“Xin 13i chi, chiing em ciing khong cé cach ndo khac” thé hién thdi do vo trach nhiém.

“Chd ching em khong khoa truong nhu thé, gia chiét khau déu rat sat roi” mang tinh chét ha thap d6i
thu canh tranh va dé tao ra mot cudc tranh luan vé gia véi khach hang.

Chién lrgc ban hang

Khi khach hang so sanh chiing ta v6i ddi thi canh tranh thi ta tuyét d6i khéng dugce ndi nhitng 101 mang
tinh chat ha thip ddi tha, gay bat loi cho viéc xay dung hinh anh cta ctra hang, ddng thoi ciing khién
khach hang cam thay khong duoc ton trong. Thai do d6 ciing co nghia chiing ta dang dang khach hang
cho ddi thu. Trong trudng hop nay, 1a mot nguoi ban hang, ban can phai hoc cach chi dong chuyén
hudng sy quan tdm cua khach sang phia c6 1¢1 cho ban, thuan theo hudng do dé dan dat thac déy qua
trinh mua ban. Trudc tién hily dong tinh va cam on nhitng ¥ kién ctia ho, diing cam thira nhan nhiing
thiéu st cta ctra hang, sau d6 nhe nhang chuyén qua gi6i thiéu nhitng wu diém ctia quin 4o, chuyén



hudng tap trung ctia khach sang tur van trang phuc.
Cic miu ciu nén str dung

NVBH: Cam on chj d& gop ¥, em s& phan 4nh lai van dé nay 1én cong ty dé nhanh chong bo sung nhiéu
tang pham pht hop véi nhu cau cta khich hang hon. Em thiy ngoai van dé vé qua ting thi cai quan
trong nhat van 13 d6 hai long véi trang phuc, qua ting chi 1a do di kém, khéng phai 1a nhan t6 chinh,
chi théy coO phai khong a? Vay hom nay chi mudn xem dd gia...

NVBH: Pung 13 bén em con thiéu sét ¢ diém ndy vi tit ca déu tip trung vao chit lugng san pham va
dich vy, nén chi c6 thé thay vé phuong dién nay bén em lam rat tot, dugc rat nhi¢u khach hang ung ho.
Con vé phan qua tang thi em s€ 14p tirc bao cdo 1é€n cong ty dé dieéu chinh, cam on chi da gop y.

NVBH: Em d4 phan 4nh 1én cong ty vé viéc ndy roi, cam on chi di nhic nhd. Trude gid bén em chi
tap trung vao chat luong san ph'flm va dich vy dé mang lai cho khach hang nhiing b0 quﬁn 40 vGi chat
luong tot nhit, nén mic du ting phim chua dugc da dang nhung khach hang van rat hai 1ong va con
gi6i thiéu cho nhau nita. Tuy vy ciing rat cam on sy dong gop ctia chi, khi ndo c6 ting phim méi em
s& béo cho chi ngay nhé. Hom nay chi c6 mudn xem gi khong a...



Tinh huéng 70

Tai sao ché cdac anh chira hét miia ma da bat dau gidm gid thé?

Ung d6i sai

1. Khong con cach nao khac, bay gio lam dn kho qua chi a.

2. Thé thi chi méi mua dugc hang ré chi!

3. Hang méi bén em sap vé rdi, nén by gid can thanh Iy s6 hang nay.

4. Em khong biét, ddy 1a do cong ty quy dinh ma, giam gia thi khong tot sao?
Phén tich van dé

“Khong con cach nao khac, bay gio lam an kho qua chi a” va “Thé thi chi m&i mua dugc hang ré
chu!” khong giai thich thang vao van dé, mang lai cam gidc quyét dinh ha gia twong doi tuy tién.
“Hang mo1 ben em sap vé roi, nén bay gio can thanh 1y s6 hang nay” khién ngudi mua nghi day 1a
hang khong mAy gia tri, ca hai bén s& dé roi vao mot cudc mic ca gay git.

“Em khong biét, ddy 1a do cong ty quy dinh ma, giam gia thi khong t6t sa0?”, ban o ra viéc nay khong
lién quan gi dén minh, ngoai ra sir dung cau chat van s€ khién cho khach hang kho chiu.

Chién lrgc ban hang

La mot nhan vién ban hang, khi giao tiép vO1 nguo1 mua, ban ludn can chu dong lam nhitng viéc nén
lam, nhitng viéc c¢6 101 cho cong tic ban hang. O diy ban nén tra 1oi thanh that nguyén nhan cta viéc
ha gia trude khi mua vy két thuc, quan trong nhét 14 ban c6 thé tin dung diéu nay nhu mot ly do hop ly
kich thich va thuyét phuc khach mua hang. Pay méi thuc sy 1a mot cach xur 1y di vao trong tam, mot
thai do lam viéc chuyén tim ciing 1 nhirng diéu mot nhan vién ban hang nén lam.

Cic miu ciu nén st dung
NVBH: Hoi sang ciing ¢6 khach hang phan anh v&i em rdi. Thuc ra do thoi tiét thay doi nhanh qua,

cong ty cling mudn phyc vu khach hang t6t hon nén méi linh hoat diéu chinh cho kip phu hop v6i nhu
cAu cua khach chi a.



NVBH: Pung 14 nim nay cong ty em thanh 1y hang t6n cudi vu sém hon mdt chut, chi ciing that tinh y.
La do hang dot nay ban chay qua nén bén em cling muon ban ha giad mot s6 bo con lai dé€ nhap hang
mo1, chi mua bay gid 1a nhat day. Thé hom nay chi mudén chon kiéu gi a...



Tinh huéng 71

Nam nao toi cling mua o dday bao nhiéu qudn do nhuw vay, ciing nén duwoc huong chiét khau dac biét
chir nhi?

Ung d6i sai

1. Em ciing mudn thé nhung dy 1a do cong ty quy dinh rdi a.

2. Vi 1a khach hang than thiét nén gia bao cho chi da chiét khau nhiéu nhat c6 thé roi day a.

3. C6 khach con mua nhiéu hon chi nhung cling chi dugc chiét khau nhu vay thoi.

Phén tich van dé

“Em ciing mudn thé nhung day 13 do cong ty quy dinh rdi a”, cam giac duy nhat cta khach hang sau khi
nghe cau nay la, “quy dinh cua cong ty nay that 1a vo 1y, ngay ¢4 nhan vién ban hang ciing cho rang yéu
cau cua khach 1a rat hop 1y.”

“Vi 1a khach hang than thiét nén gia bao cho chi di chiét khdu nhiéu nhit c6 thé roi ddy a” 4m chi
chung t01 wru a1 chi 1am ro1 nén khong bot dugce nira dau.

“Co khach con mua nhiéu hon chi nhung cling chi dugc chiét khau nhu vy thoi”, ban dang 4m chi
khach dung cho rang minh mua vay da la nhiéu.

Chién lrgc ban hang

Thuyc ra bat ctr khach hang nao it nhiéu ciing ¢ tinh ham hu vinh, ho luén mudn dugc tré thanh ngudi
quan trong nhat trong ctra hang cua ban. Vi thé ban can phai nam bat dugc tam ly nay dé xay dung cac
chién lugce cu the, diéu nay sé€ ho trg rat lén cho quan hé cua ban va khach hang vé sau.

Trong tinh huéng nay, trudc hét hay cam on khach hang vé sy ung hd cua ho ddi voi clra hang ban, co
gang hét minh dé thi€t 1ap mot mo1 quan h¢ tot voi ho. Sau khi xac 1ap moi quan hé da dugc xac lap,
khach hang chac chan s€ dé thong cam va don nhan giai thich cua ban hon. Sau do, ban c6 thé chuyén
trong tam sang gid1 thi¢u vé quan 4o, dé nghi tang ho thém qua dé tang tinh thuyet phuc.

Cac mau ciu nén st dung

NVBH: Em rat cam on chi da ung hd nhiét tinh cho ctra hang em 1au nay. Thyc ra chiét khdu cta mdi



ctra hang cling c6 nhiéu nguyén nhan, & bén em thi chd trong vao chat lugng san pham va dich vu hon,
gia thanh ciing chi 1a mot phan thoi chi a. Néu da khong ung bd nao thi di nd ¢ ré dén my chi ciing
khong mudn 1dy c6 phai khong a? Bd ma chi vira chon em thay chi mic rat dep day... (bat dau chuyén
trong tAm sang gigi thiéu bo do)

NVBH: Em biét chi thuong xuyén dén cira hang ctia chung em, lau lau khong gap em con nhé chi nira
kia. Thé nay di, em sé& ting thém cho chi mét mén qua rat tinh xao, chic chin chi s& rat bat ngo déy,
chi cho em chut xiu nhé... (chuyén trong tim sang qua ting)

NVBH: (d6i dép niém no) Rat cam on chi da ung hg cua hang em nhung cfing phai xin 16i chi vi cong
ty em tir trudc dén gio déu rat ton trong gia thanh niém yét, day ciing 1a nguyén nhan cac khach hang
than thiét nhu chi tin twéng dén day mua do, vi thé dung la em cling khong c6 cach nao giam gia thém
cho chi duoc a. Nhung em s& béo cao 1én cong ty vé dé nghi cta chi, khi ndo co phu:crng an uu dai
danh cho khach hang than thiét em s& goi dién ngay cho chi nhe. Thé hom nay chi c6 muén xem do gi
khong a? (bat dau chuyén trong tim sang gidi thiéu quan 40)



Tinh huéng 72

So véi cira hang doi dién thi wu ddi danh cho thé VIP ciia cdc anh it qud!
Ung d6i sai

1. Bay gio 1oi nhuan tir quan 40 ciing khong cao ddu a.

2. Xin 18i chi, vu dai cta thé VIP d 14 cao nhit roi.

3. Chiét khau cho thé VIP chd nao ma cha thé a.

Phén tich van dé

“Bay gid loi nhuan tir quin 4o ciing khéng cao dau a” va “Xin 18i chi, vu dai cua thé VIP di 1a cao
nhat ro1” thudc vao kiéu tu duy duong thang, khong mang lai hi¢u qua thuyét phuc.

“Chiét khau cho thé VIP chd nao ma ché thé a” 4m chi khach hang dang néi doi hodc dang bat bé minh.
Chién lrgc ban hang

Khéch hang khong ky vong moi yéu cau ctia minh déu dugc dap tng ngay tirc khic, quan trong nhét 1a
ho mong nhan dugc su coi trong va d6i dai tir t&. Nguoi ban hang do d6 ludn phai hiéu: thai do xu 1y
van dé quan trong hon gap nhiéu lan viéc giai quyét ban than van dé d6. Hay thoa min yéu cau tim 1y
nay trudc, sau d6 méi tim cach chuyén dé tai mot cach tu nhién, hudng khach hang dén cai dich cubi
cung ctia giao dich 12 quay thu ngan.

Cac mau ciu nén st dung

NVBH: Rat cam on chj d4 nhiét tinh ting hd ctra hang trong sudt thoi gian vira qua. Em s& bao cdo 1én
cong ty dé diéu chinh vu dii danh cho nhitng khach hang 16n nhu chi, c6 thé wu dai chiét khau nhiéu
hon hodc nhitng dich vu t6t hon & céc phuong dién khac, chi théy co dugc khong a? Thé hom nay chi
mubn xem nhitng kiéu nhu thé nio a?

NVBH: Mot khach hang 16n va quan trong cua ctra hang nhu chi, cong ty em rat tran trong. Em s& lap
tirc phan anh 1én cong ty ¥ kién ctia chi, vi cong ty ciing rat coi trong van dé nay. Nén chi yén tim nhe

khi ndo c6 thong bao cua cong ty em s& goi dién cho chi ngay. Cam on chi! Thé hém nay chi mudn
Xem...



Tinh huéng 73

Théi dwoc roi, coi nhw khéng giam gid, thé ting cho téi mon trang sicc ma no canh dang deo kia
vay?

Ung d6i sai

1. Xin 15i chi, cai d6 1a hang khong ban hay ting duoc.

2. Xin 16i chi, cai nay khong dugc phep, néu tang cho chi, em s€ bi quan ly méng.

3. Néu tang chi, em s€ phai tu dén tién déy.

Phan tich van dé

“Xin 16i chi, cai d6 1a hang khong ban hay ting duoc”, noi thé nay cé vé khong cé sai, nhung hiy xem
xét dén phan trng tam 1y cua khach hang khi nghe cau nay. Ho c6 thé khong noi gi nhung trong long sé
thay khong dugc vui, rat co thé ho s€ khong mua do cua ban.

“Xin 16i chi, cai ndy khong duoc phép, néu ting cho chi, em sé& bi quan Iy mang”, tng ddi nhu vy s&
khién van dé chuyén hudng sang “ngudi cd quyeén” lam mau thuan ngay cang lén hon, 1a ki€u thoai
thac trach nhiém.

“Néu tang chi em s€ phai ty dén ti€én day”, vé co ban khach hang s€ chang miy tin nhirng 161 n61 doi
ki€u nay.

Chién lrgc ban hang

Pirng bao gio cho rang khién khach khong thé n6i duoc gi coi nhu ta da thing, Tuy nhién, mot khi da
khién khach hang bi mAt mit coi nhu ban 12 nguo1 thua cudc. No1 ngot lot tai dé tim moi cach dé khach
hang thdy thoai mai, khién ho nghi minh 1a nguoi dang dugc phuc vu nhét trong cira hang. Thyc ra
ngudi mua 14 nhitng ngudi hiéu biét, da s ho s& khong 1am khé ban néu duoc giai thich rd rang moi
Viéc.

Trong trudng hop ndy, trén co sé khach hang da rat hai long véi bo trang phuc, thi sau khi giai quyét
xong nhitng thic mic & trén, hdy 1ap tic ap dung “phép gia dinh hoan thanh giao dich” dé cha dong dé
nghi ho mua hang.

Cac mau ciu nén st dung



NVBH: Chj that c6 khiéu thim my, nhiéu khach hang khac ciing rat thich mén trang sttc d6 nén em
dang dinh dé xuat vai cong ty mang mon do ra lam qua tang khach hang. D€ khi nao c6 quyét dinh em
s€ goi dién thong bao cho chi c6 dugc khong a?

NVBH: (khong doi khach tra 16i) Thuc ra bd nay chi mic rat dep, diy méi 1a diéu quan trong nhét
phai khong chi? Bé em goi lai cho chi nhé, chi dgi em chut xiu... (phép gia dinh hoan thanh giao dich)

NVBH: Mén d6 nay cong ty mua dé trang tri thém cho cira hang, chi 14 khach hang quen nén chéc ciing
biét r6i ddy. Nhung em s& bao viéc ndy 18én cong ty, hi vong lan sau quay lai bon em s& ting chi mon
trang strc d6. Mot 1an nita xin cam on chi d3 tng ho ching em! Bay gid dé em goi d6 lai cho chi nhé...
(phép gia dinh hoan thanh giao dich)



Tinh huéng 74

Sao cung mot hang ma ¢ ddy lai ban dat hon bén X (cira hang phdn phoi)?

Ung d6i sai

1. Ching em la ctra hang tryc thudc ctua cong ty.

2. Gi4 cura hang tryc thudc 1a nhu vay chi a.

3. Khong thé nhu vay duoc, dé em di xem xem.

4. Sao em lai khong biét viéc nay nhi?

Phén tich van dé

“Ching em la cura hang tryc thudc cua cong ty” va “Gia ctra hang truc thudce 1a nhu vay chi a” tuong
duong vo1 viée ban thira nhan viéc do nhung lai khong dua ra mot 1i giai mang tinh tich cuc nao, nén
khong théa man dugc ban khodn cua khach hang, Thuc ra khach hang khong quan tam ctra hang truc

thudc hay phan phdi, cai ho quan tAm 14 quin 4o c6 gidng nhau hay khong.

“Khong thé nhu vay dugce, dé em di xem xem” va “Sao em lai khong biét viéc nay nhi?” la cach tra
101 hét stre ti€u cuc, tuyét do1 khong duge sir dung tir “khong biét” nhu cau cira miéng.

Chién lrgc ban hang
Cura hang tryc thugc va cura hang phan phéi la hai nhanh phat trién cua mot thuong hiéu, sy khac biét
trong co cau to chure tao ra su khac bi€t trén rat nhieéu phuong dién, gia ca cling la mot trong nhitng sy

khac biét ma ta thuong xuyén gap phai.

Khach hang déu 1a nhirng nguo1 hiéu chuyén, nén ban co thé nhe nhang giai thich cho ho sy khac nhau
gitra cura hang tryc thudc va ctra hang phan phoi, chan thanh thuy€t phuc ho dong tinh.

Cic miu ciu nén st dung
NVBH: Em biét a, nhung ctra hang em la cura hang truc thuoc cong ty quan 1y nén nhan vién phuc vu,

hinh anh cira hang va dich vu hdu mii déu dugc cong ty truc tiép chiu trach nhiém, vi thé gia c6 phan
cao hon cac cura hang phan phoi mot chat, mong chi hi€u cho a.



NVBH: Bé em giai thich cho chi a, ctra hang em véi cac cira hang phin phdi khac khéng giéng nhau
vi & day 1a showroom do tong cong ty truc tiép quan 1y, nén gia ¢6 phan cao hon mdt chat, nhung dich
vu va quan 1y thi chic chin t6t hon nhiéu. Em tin 13 ngudi mua ciing khong chi quan tim dén mdi van
dé gia ca thoi phai khong chi?

NVBH: Em thiy chi c6 vé thich bd nay roi phai khong a, ma dung 1a bd nay hop véi chi lam do.
Nhung em ciing phai xin 15i chi trudc 12 & day chung em 1a showroom do céng ty truc tiép quan 1y
nén gia ¢ cao hon cac ctra hang phan phéi chat xiu. Chi chic cling biét dé c6 duoc dich vu tot thi dau
tu cling phai t6n kém hon mot chit phai khong a, nén rét mong chi hiéu cho a.



Tinh huéng 75

Néu trong vong mdt thang nita ma cdc anh giam gid thém thi t6i sé dén ddy doi boi thuwong chénh
léch.

Ung d6i sai

1. Cai ndy em khong dam chic.

2. Giam hay khong la do cong ty quy dinh.

3. Néu c6 giam nira thi em ciing khong lam khac duoc.

4. Chi no6i thé nay thi em ciing khong dam ban cho chi nita.

Phan tich van dé

“Cai nay em khong dam chic”, “Giam hay khong 1a do cong ty quy dinh” va “Néu c6 giam nita thi em
cling khong 1am khac dugc”, ban dang n61 véi khach hang rang, “gia c6 kha nang ha xuong nira, bay
g10 chi ¢6 mua hay khong thi suy nghi cho k¥, dén luc ay t61 khong co6 lién quan gi dau.”

“Chi n6i thé nay thi em ciing khong dam ban cho chi nita” ching to ban biét rd kha ning tiép tuc ha gia
la v6 cung lon.

Céc cach tra 101 nhu trén déu khong giai quyét duoc van dé chinh, d6 chi 1 nhitng cau tmg d6i don
gian khong dua ra dugce ly do hop 1y dé khach dong y mua hang. Trong khi ban hang, néu ban tiét 1o
cho khach biét hang hoa c6 kha nang tiép tuc giam gia thi ham muén mua cua khach s€ giam di rat
nhiéu.

Chién lrgc ban hang

Nén nh¢, chinh khich hang chir khong phai ngudi ban hiang méi 1a ngudi thuyét phuc duoc ban than
ho. Vi thé viéc chiing ta nén lam la tim ra dugc nhiing 1y do khién khach hang tu thay hop 1y, kich
thich ham mudn va long nhi€t tinh cua khach hang dé ho quyét dinh viéc c6 mua hay khong,

Trong trudng hop niy, ban khong nhat thiét phai xac nhin hang c6 giam gia nita hay khong, ma hy tip
trung giai thich nguyén nhan giam gia. Dong thoi cling nhan manh vao nhirng bat 1g1 cua viéc ha gia
mang lai va nhiing lg1 ich ma khach hang dugc hudng néu mua ngay tir bay gio.



Cac mau cau nén sir dung

NVBH: Oi chi that vui tinh, nhung chi yén tdm, cong ty em lic nao cling c6 trach nhiém vé1 khach
hang. Nhu chi ciing biét day, viéc ha gia d6i khi ciing khé tranh 1dm, vi du nhu hét size, chuyén mua
hay thanh 1y hang ton, lic d6 hang con lai ciing it ma mua thi sdp chuyén roi nén co thé s& c6 ha gia
chut it. Bon em kinh doanh bao nhi€u nam nhu vay, vé diéu nay thi em rat tu tin déy a... Thé chi mudn
mac ludn bd nay vé hay dé em goi lai a?

NVBH: Em hiéu tdm 1y cta chi, néu mot bo quan 4o mua vé mot thoi gian sau lai dang duoc giam gia
thi s& 4m wrc thé ndo. Nhung chic chi ciing biét quan 4o ha gia thuong vao cudi vu, lic d6 mic ciing
khong con hop mdt nita ma cling cha mac duoc méy 1an lai cAt di doi dén tin nim sau m6i dung duoc.
Chi bang mua ngay tir bay gid con kinh té hon 4y chir, chi thiy c6 dung khong a?



Chwong VI: Xir ly cac van dé thwong gap & khau Khiéu nai
dich vu

Tinh huéng 76

Lam sao dinh huéng tam 1y cho cdc khdach hang da giao dich thanh céng dé cing c¢é quan hé?

Ung d6i sai

1. Cam on d3 dén, hen gap lai lan sau a.

2. Chj di can than nhé, tam biét!

3. Pay 1a 46 em d# gbi xong, chi cAm can than nhé.

4. Chi ty xem nh¢, em dang ban mot chut.

Phan tich van dé

Mot 56 nhan vién ban hang khi gioi thigu do cho khach rat nhigt tinh, nhung khi khich da dong y mua
va thaph toan thi le_ip tirc tO ra lanh r}hat. Dicu nay co thé khiép khach he‘mg bi hut hang va tat nhién §é
nghi rang nhirng bi€u hién 1ic ban dau cua nhan vién 1a gid doi. Ho c6 thé s€ khong quay lai thém lan

nao nita, do do, nhirng hanh dong ki€u nay la hoan toan sai lam.

“Cam on da dén, hen gap lai lan sau a” va “Chi di can than nh¢, tam bi¢t”, hai cau nay co6 thé khién
khach hang nghi rang “co ta s¢ bi minh quay ray” nén maéi tién minh nhanh nhu theé.”

“bay la dd em da g01 xong, chi cAm can than nhé” va “Chi ty xem nhé, em dang ban mdt chat” rd rang
khién khach hang thay rang minh khong dugc hoan nghénh nira.

Chién lrgc ban hang
Nghién ctru tim 1y hoc di chi ra rang, thoi gian sau khi thanh toan tinh thin ctia khach hang & vao
trang thai yéu duoi nhat. Liuc nay néu ban xir 1y khong tot s€ khién ngud1 mua thay hoi han. Luc nay

ban phai giao luu thoai mai v6i ho dé ho yén tam, khong duoc qua lanh nhat hay qua vo vép.

Céch tng xtr thong minh 13 trude tién hiy chuc mirng khach hang dd mua dwgc mén dd ung ¥ va noi
chuyén phiém vé1 ho mot lac. Noi dung c6 thé xoay quanh cach giat giti bao quan, cach két hop phu



kién v.v... Sau cung tién ho ra ctra kém véi1 mot nu cudi than thién, trdnh st dung nhirng tir ngtt nhu “di

bl

can than”, “ khong tién” ma nén no6i “lan sau chi lai dén nhé”.
Cac mau cau nén st dung

NVBH: Cam on chi da ung hd ctra hang dé em c6 co hdi dugc ti€p chi. Noi chuyén véi chi rat vui va
cling hoc dugc nhiéu dieu. Hi vong lan sau chi lai dén nhe!

NVBH: Chiic mirng chi dd mua dugc mén d6 ung y, ddy ciing 1a kiéu doc dao nhit cua chung em déy,
chi mac 1én thyc su rat dep. Chi la mot trong nhitng khach hang c6 dang ngudi chuan lai rat biet mua

do dén ctra hang em day. Cam on chi va hen gap lai chi 1an sau nhé!

NVBH: Chi oi bay gid khach dang dong, chi ngdi ddy hoic xem thém d6 gi thi tiiy nhé, can gi chi ctr
go1 em, theé c6 dugc khong a? (n€u khach dong y)

NVBH: Cam on chi da thong cam a.



Tinh huéng 77

Khdch hang mudn trd lai hang khong phdi vi chdt lieong ma do kiéu dang vov... trong thoi gian cho
phép tra hang.

Ung d6i sai

1. Khong dugc dau a, chéng phai Iic mua chi rat thich d6 sao?
2. Pay la do chi tr chon nén bon em khong ddi duoc dau a.

3. Néu khong phai do chét luong thi khong tra dugc dau a.
Phan tich van dé

“Khong dugce dau a, chéng phai luc mua chi rat thich d6 sao?”, cach tra 1oi nay kha may moc, khong
co stre thuyét phuc, mang ham y trach moéc khach hang luc mua chua cin nhac ky cang.

“Pay 1a do chi ty chon nén bon em khong doi duoc dau a” hay “Néu khong phai do chét luong thi
khong tra dugc dau a”, nhitng kiéu tra 151 ndy hoan toan khong thoa dang. Véi tu cach mot ngudi ban
hang, ban khong dugc phép d6 hoan toan trach nhiém 1én khach hang, vi cho du bd quan do d6 1a
khach hang tu chon nhung ban van la nguoi tu van. Nén mot khi by trang phuc that sy khong phu hop
v6i ho thi ban van nén diing cam dimg ra nhan trach nhiém chir dirng d6 18i cho viéc do ho tu chon
hay khong phai 13 15i vé chét luong.

Chién lrgc ban hang

Rét nhiéu nhan vién ban hang khi xir 1y tinh huéng nay déu to ra liing ting, ngdn ngit mang hoi hudng
quyét liét, giai thich miy moc, gian don, khién khach hang c¢6 cam giac nguodi d6 dang tim moi céach
thoai thac trach nhiém. Mot khi khach nhan ra duoc diéu d6 thi viéc thuyét phuc s& kho khin hon gip
bdi. ba phﬁn cac cude khiéu nai & ctra hang tho1 trang chi ra ré‘mg: mot nhan vién ban hang vu ti luc
ndy s& t6 ra binh tinh, truéc hét phai 1am diu cam xtc cia khach hang, khuyén khich va ling nghe ho
ndi ra nguyén nhan that sy. Khi khach da dong y néi ra thi viéc xur 1y s& dé dang hon rat nhiéu.

Lang nghe khach hang dé tim ra nguyén nhan thuc su, néu do khach hiéu 1am thi giai thich nhe nhang
cho ho hiéu, thong thuong sy viéc s€ dugce giai quyét &m thAm; con néu van dé khach néu ra c6 that thi
chi can khong anh huong dén viéc ban lai bo do do, ban c6 thé chu dong chiu trach nhi€ém, no1 cho ho
biét tinh hudng niy khong thé tra lai nhung c6 thé doi sang bo khac. Cuy thé 1a: sau khi d& xoa diu tim
1y khach hang, hiy nhanh chong chuyén sang viéc doi do dé tmg phd, ngdn ngir biéu dat va thai do can



hét strc chan thanh, khéo 1é0. Néu khach hang van mot muc doi tra dd thi ban nén 1am theo v ho, dung
qua co chap néu khong s€ gay tranh cai cang thang.

Cac mau cau nén st dung

NVBH: Chj ctr binh tinh a, dé em gitip chi xr Iy vin dé nay. Chi chura hai long bd quan 40 nay & diém
nao a?

NVBH: (sau khi khach noi xong) Em rat xin 151 da dé chi phai di lai may 1an nhu thé nay a. Em hiéu y
chi 101, thuc ra vu diém vé kiéu dang cua bo nay la..., s¢ di thiét ké nhu vay vi... nén khi chi mac 1én
s€ cam thay... (hudng vao vu di€ém)

NVBH: Pay 1a 15i ctia em do lic d6 chua tu van k¥ cho chi. Chéc do chi chua quen mac kiéu dang
ndy nén moi thy khong thoai mai phai khong a? Trdi ndng ma bat chi di lai nhiéu 1am em ay ndy qua.
Hay 1a thé ndy chi nhé, vi chi 14 khich hang than thiét cua cira hang, em s& wu tién cho chi ddi sang
mot bo d6 mGi. Cilra hang rnéy hom nay vira vé mot dot hang mo1, dé em chon ra cho chi xem méy bo
nhé, c6 18 1a hop véi chi day. Chi dgi em mot chit... thé chi thich mau sic, kiéu dang va chat liéu nhu
thé ndo a? (chuyén hudng tip trung sang hang hoa)



Tinh huéng 78

Theo quy dinh thi truong hop nay c6 thé tra lai hang nhwng lai qud thoi gian cho phép hodn trd.
Ung d6i sai

1. Khong dugc dau a, da qua thoi gian cho phép hoan tra roi a.

2. Em ciing khéng 1am khac dugc, viée ndy do cong ty quy dinh rdi.

3. Khong tra dugc dau, chi co thé di tim Hoi Bao vé nguo1 ti€u dung ma hoi.

Phén tich van dé

Vé mit nglt nghia va hanh dong thi “Khong dugc dau a, da qua thoi gian cho phép hoan tra roi a” va
“Em ciing khong 1am khic dugc, viée ndy do cong ty quy dinh rdi” c6 vé nhu khong cd van dé gi, vi
dung 1a theo quy dinh d3 qué thoi gian cho phép thi khong thé tra lai hang. Nhung thiét nghi, cho du
khong thé dap tng hoan toan yéu cau ctia khach hang, ban ciing nén ding ¢ vi tri ctia ho dé giup ho tim
ra mot huéng giai quyét khac. Cach d6i dap cuong quyét s& khién khach hang nghi ban dang c6 thai do
bang quan nén méi mang cong ty ra dé ddi pho. Vi thé diéu ndy s& khong c6 loi cho viéce thiét 1ap mdi
quan hé t6t v6i khach hang, 1a hanh dong thiéu trach nhiém cua moét nhan vién.

“Khong tra dugc dau, chi c¢6 the di tim Ho1 nguoi tiéu dung ma hoi”, kiéu no1 “thém dau vao 1ura” nay
chi lam cho van dé thém tram trong, khién cudc doi thoai tré nén vo cung cang thang khong can thiét.

Chién lrgc ban hang

Pé ban duoc hang, trudce hét ban can dinh hudng ding trach nhiém va cac van dé ctia ban than, khi
can thiét co thé diing cam ding ra nhan trach nhiém v&i nhitng thiét hai khong quéa 16n. Vi ty 1é nhitng
khach hang kiéu nay khéng cao nhung néu ban 14y dugc thién cam cua ho thi sau niy kha ning nhirng
nguoi d6 sé trd thanh ngudn khach hang 1au dai ctia ban. Do d6, cai “156” ma ta phai chiu luc ndy ciing
chinh 12 mot su dau tu vo ciing khon ngoan. Piéu ndy hop v6i cdu ndi “kinh doanh thoi trang ludn 1a
kinh doanh cho tuong lai!” Ching ta phai biét nhin xa trong rong, biét cach dau tu cho ngdy mai dé
khong nhitng c6 thé duy tri 6n dinh cong viéc ctia minh ma con giup cong ty khong ngirng pht trién, co
suc canh tranh trén thi treong.

Qua viéc nay cling n6i 1€n mot chan 1y: viéc kinh doanh khong phai Iic nao cling hoan toan dya vao
nhirng nguyén tac bat di bat dich, néu khong ban s€ mai tut lui sau nguoi khac ma thoi. Tat nhién néu
van dé la do khach hang gay nén thi ban c6 thé ttir chdi ho mot cach kheéo 1€o hoac hai bén cung chiu



trach nhi¢ém. Tom lai phai c6 gang ki€m soat van d€, tranh dé su viéc nghiém trong hon.

Trong truong hop ndy, khi khach hang mang bo quan 4o di qué han hoan tra dén, ta co thé xuat phat tir
mot s6 diém sau day dé quy doi trach nhiém va tim hudng xir 1y: thir nhat, khi khach hang mua b d6
d6, ban ¢6 noi 16 v6i ho vé cac chi v khi bao hanh hay chua; thir hai, c6 nguyén nhan khach quan nao
1am chim tr& thoi gian mang tra doi cua khach hang hay khong, vi du di cong tac dot xuat hay vi 1y do
nio d6 ma chua mic duogc v.v... Néu 1y do ndm trong nhitng gia thuyét trén thi ban c6 thé né tinh xem
xét, chang han ctra hang chiu ton thit mot phan hodc toan phan thiét hai.

Cac mau ciu nén st dung

NVBH: bung la by quan 40 nao da qua han co thé tra lai, nhung vi chi di cOng tdc va quan 4o cling
dugc gilr gin nguyén ven nén em s€ lién h¢ v&1 quan 1y hoi y kién vé viéc nay xem sao, dé xem co the
doi cho chi sang bd khac dugce khong nhé.

NVBH: (sau khi trao ddi dién thoai véi quan ly) Cép trén déng v cho chi doi sang b khac roi a, thé
chi mudn do1 ki€u nhur...

NVBH: Em rat 1y lam tiéc d& xay ra viéc nay, néu 1a do 15i ctia bén em thi cong ty s& hoan toan chiu
trach nhiém, nhung ding la da qua tho1 gian cho phép hoan tra nén mong chi thong cam nhé. Hay chi
cr dé bo quén ao lai day, em s€ lién h¢ v4i bo phan san xuit xem c6 stra duoc cho chi khong, sau do
s€ goi dién thong bao cho chi ngay c6 dugc khong a?
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Quan o con trong thoi gian c6 thé trd lai nhung mat héa don mua hang, khdch van kién quyét doi
hoan tra.

Ung d6i sai

1. Khong c6 hoa don 1am sao em biét c6 phai 13 hang ctia cong ty hay khong.

2. Xin 13i chi, khong c6 hoa don thi khong tra dugc dau a.

3. Bay 1a quy dinh ctia cong ty, em cling khong c6 cach nao khac dau a.

Phan tich van dé

Khach hang tim dén ching ta khong phai muén chudc 1y rac rdi, ho chi muén tim kiém su giup da.
Nén cho du van dé khong xuat phat tir phia ban thi dé gitt dugc moi khach do, hay dat minh vao vi tri
cua ho dé suy xét va tim ra hudng khac phuc sy co. Pung tim cach dé thoai thac trach nhiém hay t6 ra

khong lién quan, nhu vdy chi khién ban mt di niém tin va su tng hd ctia khach hang.

“Khong c6 hoa don lam sao em biét co phai 1a hang cua cong ty hay khong” bi€u thi sy hoai nghi, sé
khién khach hang tirc gian va van dé kho xir Iy vo cung. Pay la mau cau khong nén str dung.

“Xin 1di chi, khong c6 héa don thi khong tra dugc dau a” va “Pay 1a quy dinh cua cong ty, em ciing
khong c6 cach nao khac dau a” 1a nhiing cach tra 161 may moc khong dua ra dugc hudng xir 1y phu
hop, nén khach hang s€ that vong.

Chién lrgc ban hang

Céch xir 1y tot nhat 13 phai ludng trudc cac van dé, sau khi khich hang da hoan thanh thu tuc thanh
to4n ta nén can thin din do ho cac diéu kién c6 thé bao hanh hodc din ho gitr hdéa don can than. Khi
tinh hudng twong tu nay sinh, can tim hiéu nguyén nhin thuc sy ctia viée doi tra va tim cach giai thich,
cd ging dé x6a bo ¥ nghi phai hoan tra bang dugc ctia khach hang. Néu khach vin khing khing mudn
d6i thi c6 thé tir chdi mot cach nhd nhin va giai thich 1y do cu thé, mong khach hang thong cam. Khi
thiy viéc c6 kha ning xdu di, hiy tim 1anh dao dé hd tro giai quyét.

Cac mau ciu nén st dung

NVBH: Chi hdy binh tinh, bd quan 40 nay c6 diém gi khién chi chua hai 1ong vay a? (ling nghe ¥ kién



khach hang)

NVBH: La do em khi d6 chua giai thich ki voi chi, dé chi phai mua gi6 13n 16i dén day, 1a thé nay chi
a... (giai thich cho khach hang). Chi yén tim, néu 1i 1a ctia ctra hang, bén em s& chju trach nhiém hoan
toan. BO nay khong sao dau, chi clt yén tAm mac nhé (néu van dé co6 thé giai thich béng 101 duoc thi
nhan vién ban hang co thé xir 1y ma khong can quan tim dén hoa don)

NVBH: Khong c6 hoa don thi khong chirng minh dugce quﬁn 40 chinh xac dugc mua & dia diém nao,
s& khong tién dé doi tra, dy 1a quy dinh chung trong nganh rdi, rat mong chi théng cam a. Hay chj thir
vé nha tim lai xem c6 cit & dau khong? Chi yén tam, néu do 16i cua chung em, bén em s€ chiu hoan
toan trach nhiém a. (ndi vé quy dinh ctia nganh ma khong nhic dén 16i ctia khach hang, sau d6 1ap tic
chuyén sy tip trung sang viéc di tim hoa don)

NVBH: Rét xin 15i chi, Hiép hoi nguoi tiéu ding cling da c6 quy dinh néu khong xuit trinh duoc hoa
don thi khong thé ddi tra duoc hang hda di mua, nén cai nay ciing rat kho cho em. Nhung chi 1a khach
quen nén em ciing mudn giup chi. Thé nay nhé, néu chi co thé c6 cac bang ching khic ching minh
duoc dd mua hang ¢ day thi em s& hoi ¥ kién quan 1y xem c6 linh dong dugc cho chi khong nhé?
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Khdch hang khéng chirng minh dwoc san pham ¢é van dé vé chat lwong, nhung van khang khéing
doi doi, néu khong doi sé khong di.

Ung d6i sai

1. Sao chi lai vo 1y nhu vay?

2. Lic mua lam gi ¢6 van dé gi, chi ciing d3 kiém tra k¥ roi ma.

3. Pay khong phai 14 van dé chét luong nén ching t6i khong chiu trach nhiém.
4. Chi & day ciing cha giai quyét dugc gi dau, day khong phai 16i cta ching toi.
Phan tich van dé

Nhitng cdu (g xtr trén 4m chi ngudi mua kém vin hoa, khong biét phan biét phai trai. Chung chi trich
khach hang va thoai thac trach nhiém. Pay 1a mot bi€u hién vo cung tac trach. Chiing khién khach hang
cam thay khong dugc ton trong, ho bi chi trich bang nhitng 161 n61 thi€u phép tac.

Chién lrgc ban hang

Khéch hang tro thinh ban hay thanh thit déu phu thudc vao chinh ban. Dé giai quyét khiéu nai nhanh
chong ctia khach hang, trudce hét can phai thiét 1ap dugc mbi quan hé tt dep giita hai bén; tht hai,
khong dugc tiy tién choc gian khach hang, diéu duy nhit nén 1am 14 to ¥ xin 151 va xoa diu, ban c6 thé
chon lya cach ton trong hodc léng nghe; cudi cung, néu khach thue su vo ly thi nén dya theo tinh hinh
thue t& dé c6 cach xtr 1y phu hop, ching ta tha thua thiét mot chut con hon dé khach hang thua thiét, vi
dich dén cudi cling cua ta 13 kinh doanh cho twong lai!

Trong tinh hudng ndy, truéc hét ban can nodi chuyén thang thin voi khach hang trén nguyén tic 1y 18
nhung khong lam kich dong, khuyén khich ho no1 ra nguyén nhan thyc su, tr do Xép loai trach nhiém.
Néu 161 tir phia khach hang, thi v6i tu cach 1a ngudi ban, ban van ¢6 trach nhiém tim cach giup ho giai
quyét van dé. Ngon tir str dung can mém déo, chan thanh, ¢ trach nhiém. Trong truong hop khong thé
d6i duoc, can ctr vao tinh hinh lac d6 va mirc d6 anh hudng cua khach hang dé quyét dinh. Néu 1a
khach hang 16n thudng xuyén va ho ¢d chap mubn ddi thi chiu thiét mot chut dé doi cho ho, nhung
tuyet dbi khong duoc chi trich khach hang ma chi ngém am thi cho ho biét céi sai cta ho.

Cac mau ciu nén st dung



NVBH: (sau khi d3 xac dinh 15i tir phia khach hang) Chi 1a khach quen cta cira hang nén ciing biét rdi
d6, néu 1a do 13i ciia bén em thi bén em s& hoan toan chiu trach nhiém. Nhung ltuc chi mua thi bd quéan
a0 khong phal nhu thé nay, chi cling via no1 1a do lac mac khong chil y nén mé1 bi vay, vi vay day
khong phal van dé chat luong khién em cling kho xtr 1y. Nhung viéc nay ciing khong c6 gi rac rdi lam,
chi ctr ¢ bo nay lai...(giup khach giai quyét van dé)

NVBH: (chua xac dinh dugc 15i ctia bén nao) Bo quﬁn 40 m&i mua bi nhu thé nay, néu la em, em cling
théy khé chiu. Néu ding la 16i ctia bén em thi bén em sé& chiu trach nhiém hoan toan. Lic mua chi cling
kiém tra k¥ roi, bay gio thi khong xac dinh duoc 1am sao lai bi thé nay, nhung dung 1a do 15i chat
lugng that nén em thay mat cong ty xin 16i chi! Viéc niy ciing dé xtr 1y, chi cit dé bo nay lai ddy nhé...
(gitip khach giai quyét van dé)

NVBH: (sau khi thuyét phuc, khach van nhat dinh doi d6i) Chi cir binh tinh, em da héi y kién quan 1y,
cAp trén noi chi 1a khach hang than thiét cua cira hang nén dong ¥ d6i cho chi chiéc khac, dé tri an sy
ung ho cua chi. Tro1 nong thé nay bat chi chay di chay lai that ngai qua! Thé chi ¢6 mudn d6i sang mau
sam nay khong?
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D6 ciia cdc anh dat nhe vdy, sao gidt ding nhw hiedng dan ma van bi phai mau?
Ung d6i sai

1. Bi phai chut it cling 1a binh thuong ma chi.

2. Néu giat nhu binh thudng thi khong sao, chi giit kiéu gi vay?

3. Chung toi chua bao gid gip tinh hubng ndy.

4. Phién qua, sao ctr hay gip van dé nay thé nhi!

Phan tich van dé

“Bi phai chut it ciing 1 binh thuong ma chi” 4m chi khach hang thiéu kién thirc. Cau nay vira qua don
gian lai vura thieu y, khién ngu61 mua c6 cam gidc ban dang cu6i nhao ho.

“Néu giat nhu binh thudng thi khong sao, chi giit kiéu gi vay?” cau ndy ngay tir dau da gia dinh 13i sai
O phia nguo1 mua, sau do lai dung cau nghi van, nhu thé khach hang s€ dé thic mac vé thanh y gitip 4o
cua ban.

“Chung t6i chua bao gio gip tinh hudng nay” mang ham ¥y nghi ngd cao. Khach hang hodc sé& nghi ho
den dui hodc cho rang nguo1 ban hang nghi minh n61 do.

“Phién qua, sao ctr hay gap van dé nay thé nhi”, cach n61 nay cho thay ban da qua mét moé1 véi van de
nay va kiéu trang phuc d6 dung la c6 van dé rat nghiém trong vé chat luong.

Chién lrgc ban hang

Ngudi khach hang t6t nht khong phai 1a nguoi dén mua d6 ma 13 ngudi quay lai ctra hing ctia ban dé
khiéu nai, boi hanh dong d6 ching t6 ho van chua mAt niém tin & ban. Néu khach hang nhan dugc su
giai quyét thoa dang, ho s& co nhirng dong thai tich cue nhu tao dung hinh anh dep cua cira hang ban
cho nhirng khéch hang tiém ning khac théng qua phuong phip marketing truyén miéng. Nhu vay, bang
cach xir 1y tinh huéng khéo 160, thong minh, mang lai su hai 1ong cho khach hang, ban s& khong chi
giai quyét duoc van dé véi mot khach hang, ma con thu hut dugc vo sb khach hang tiém nang dén voi
cua hang.



Vi¢c khach hang khiéu nai cling chinh 1a tho1 co dé ban giam nhe thiét hai cho ctra hang va gitt duogc
khach hang. Khi gap tinh huong nay ta can thuc hién theo 3 budc nhu sau:

1. Lang nghe. La phuong thudc hitu hiéu nhat cho su lo ling cta khich hang. Mot nguoi ban hang
chuyén nghiép khi xir Iy nhirng tinh hudng kiéu nay s& khong voi vang giai thich, vi ho biét giai thich
lac d6 khong c6 tac dung gi. Khdng chiu lang nghe s& gy tam 1y tiéu cuc cho khach hang, luc d¢6 moi
giai thich cua ban déu khong lot tai, ngugc lai ho s€ cho rﬁng ban dang thoai thac trach nhiém béng
nhitng 101 giai thich thiéu thién chi.

2. Ghi chép. Nhan vién ban hang nén hoc thoi quen ghi chép. N6 13 phuong phap t6t nhat gitp ching
ta luu lai nhitng ¥ kién khi€u nai ctia khach dong thoi 1a tu liu dé xir 1y van dé. Khi khach hang thay
dugc diéu do, ho s€ cam thay dugc ton trong.

3. Tiét tu. Trong trudng hop nay, khiéu nai vé viéc quan 4o bi phai mau ciing kha phd bién nén dé xur
ly on thoa ban c6 thé thuc hién theo trinh tu sau:

» Trudc khi ban san phim can giéi thiéu day du chi tiét vé cach thirc bao quan va giit gii bd quan 4o
do.

* Hién trang bi phai mau c6 thuoc mirc do cho phép theo ticu chuin hay khong,

« Néu bj phai mau nghiém trong thi tim hiéu nguyén nhan cu thé. Trudng hop 18i ctia nha san xuat thi
phai chiu trach nhiém, tot nhat 1a do1 sang bo khac, tranh to1 da viéc tra lai hang.

Cac mau ciu nén st dung

NVBH: Chi oi, thuc ra bo nay cta chi lam tir chat liéu str dung ki thuat nhuém mau dic biét dé ngudi
mac dugc thoai mai hon, nén bi phai chut it cling 1a binh thuong thoéi a. Chi yén tam nhé, néu la 16i ctia
bén em, bén em s€ chiu trach nhiém hoan toan a.

NVBH: Rat cam on chj d4 cho ching em biét tinh hinh a, em s& 1ap tirc bao cho cong ty biét viéc nay.
Chi yén tam, néu 1a trach nhi€ém cua bén em thi cong ty s€ chiu trach nhiém a. Em mo1 chi ngoi, dé em
di xtr 1y ngay bay gio nhe...

NVBH: (néu khach mudn tra lai hang, sau khi xac nhan dung 14 do van dé chat lugng thi hoi y kién
cap trén) Xin 18i vi dé chi doi 1au, luc ndy em c6 trao d6i voi quan 1y rdi a, that 1a phién chi qua, troi
nong thé nay van phai chay di chay lai! Thé chi thich kiéu nhu thé nao a, dé em chon giap chi méy
kiéu tham khéo nhé (khoi goi d6i hang thay cho tra lai).
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Cdch trao déi véi nhitng khdach hang méi lan mua dé déu doi rat nhiéu lan.
Ung d6i sai

1. Sao chi phién phirc thé.

2. Ban cho chi mét qua, d6i dén lan thir 3 roi day.

3. Lan nay chi kiém tra cho ki nhé, 1an sau chiing t6i khong ddi nira dau.
Phan tich van dé

“Sao chi phién phirc theé” va “Ban cho chi mét qua, doi dén lan thtr 3 r61 day” bi€u 1o tam trang ngai
phién phirc cia ngud1 ban nén rat co theé s€ khién khach hang tirc gian.
“Lan nay chi kiém tra cho k¥ nh¢, 1an sau chiung t61 khong do1 nita dau” 1a cach ndé1 may moc, nén cho
du c6 chap nhan doi cling sé khong dat dugc hi¢u qua nhu mong muon.

Chién lrgc ban hang

Mot nhan vién ban héng khéng dugc phép chi trich khach hang cua minh vi nhu thé khong nhiing
khong giai quyet dugc van dé ma con 1am khach hang tirc glan Hay cd gang thir im nguyén nhan tir
phia minh, dé tranh trudng hop vira phai dén vira chude thém ric réi.

Cac mau ciu nén st dung

NVBH: Chj ctr yén tAm, bén em di cam két thi s& co trach nhiém dén cung. Lan nay chi kiém tra k§
mot chit nhé, chir chi vi mo1 b§ quan 4o ma chi phai chay di chay lai, chung em ciing thay ngai qua a.

NVBH: Xin 15i chi nhé, 1a do 18i ctia em lan trudc chua nhic chi kiém tra ki d4 mang di roi. Chi yén
tam, em s€ do1 cho chi, nhung hai chi em minh cuing ki€m tra nh¢, tranh phién chi lai phai quay lai 1an
nita, theé thi bén em cling thay ngai lam.
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Moi khdch hang dang ky dé ldy thong tin khach VIP nhung khdch khéng hop tdc.
Ung d6i sai

1. Lam thé VIP sau ndy c¢6 thé dugc huong nhiéu vu dii do a.

2. Sao chi khong lam a? Pugc hudéng nhiéu vu d3i ma.

3. Chi can mdt s6 thong tin don gian thoi a.

4. (1ang ling dong sb)

Phén tich van dé

“Lam thé VIP sau nay c6 thé duoc hudng nhiéu wu d3i d6 a” va “Sao chi khong lam a? Pugc huong
nhi€u vu dai ma” déu co thé khién nguoi nghe kho chiu khi cam giac ho tham nhitng thir ré tién.

“Chi can mot s6 thong tin don gian thdi a”, quan trong 1a tai sao khach hang phai cung cap thong tin
cho ban, ban khong dua ra dugce 1y do phu hgp. Con hanh dong lang 1ang dong so6 cho théy ban la nhan
vién thiéu trach nhiém.

Chién lrgc ban hang

Khi thdy khach hang sap roi di, néu ban hi vong nhin duoc su hop tac tir ho thi can phai biét sang tao
mdt chat, cach tot nhét 14 tao su than thién cling mot chut ap luc cho hg. Thyc ra tao ap luc mdt cach
vira phai ciing c6 thé khién doanh sé cira hang ting 1én. Vi du nhu mdt 11 thinh gido, vira c6 thé 1am
cho khach hang thiy duogc ton trong dong thdi ciing tao cho ho mdt ap luc nho nhd khong thé khong
hop tac voi ban.

Cic miu ciu nén st dung
NVBH: Xin 13i chi, chi c6 thé cho em biét vi sao chi khong mudn 1am thé VIP khong a? Ching em
cling chi muon phuc vu khach hang than thiét dugc chu dao hon ma thoi. Cam on chi nhé. (sau khi biét

duoc li do, nam rd van dé va nhan manh vao 191 ich)

NVBH: Xin 15i chi, ciing vi chi 1a khach quy cta cira hang nén chiing em ciing muén phuc vu chi duoc
tot hon thoi a. Chi c6 thé no1 cho em biét tai sao chi chua quan tdm dén ché do danh cho VIP khong a?



(sau khi biét duoc li do, nam rd van d€ va nhan manh vao 191 ich)
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Lam thé nao dé goi dién hodc nhan tin cho khdch hang VIP dén mua hang?
Ung d6i sai

1. Chti nhat ndy X s& c6 hang Xuan Hé mdi vé, kinh moi quy khach ghé tham, rat han hanh duoc don
tiép.

2. Xin chio quy khach, chung toi s& to chirc chwong trinh khuyén méi thanh 1y hang ton vao ngiy xx,
rat mong quy khach ghé tham.

3. Nhan dip ky niém X ching to1 s¢€ t6 chirc chuong trinh xx, rat han hanh duoc don tiép.
Phan tich van dé

Ba kiéu giri thong tin dén khach hang nhu trén chi mang muc dich thuong mai khong c6 tinh sang tao.
Rét nhiéu cong ty di 4p dung phuong phap nay khién né tré nén nhiam chan va thiéu tinh doc ddo,
khong thu hut dugc khach hang dén mua do.

Chién lrgc ban hang
Pé tang ty 1¢ thanh cong khi hen mdi khach ghé tham cé thé di theo 3 budc sau:

Truoe hét, cac thong tin gu’1 t&i khach hang i ky mang tinh thwong mai, vi du cac thong tin nhu hang
mai vé, thanh 1y xa hang ton hay chuong trinh khuyén mai déu qua cti nén hi¢u qua rat thap. Néu mudn
truyén tai tGi khach hang cac hoat dong nhu trén, ta c6 thé nhin manh vao viéc chwong trinh d6 chi
danh cho khach VIP, cin chon loc tir ngir dé khach hang cam nhan dugc gia tri cua chuong trinh do, tur
do6 nang cao hi¢u qua moi hen.

Thtr hai, dé ning cao hiéu qua, cac cira hang nén gittr mdi quan hé tét véi khach hang thudong xuyén,
mang lai cho ho nhirng dich vu khién ho 4n tuong, Diéu nay rét quan trong, vi khi da tao dugc mdi
quan hé t6t dep v6i khach hang hiéu qua moi hen sé cang cao. Chung ta nén thudng xuyén giit lién hé
vo1 khach hang dé khi ¢6 161 moi hen, kha nang ho dén s& rat cao.

Cudi cung, goi dién hodc giri tin nhan cho khich hang t6t nhat khong nén sir dung cac phuong thirc
mang tinh myc dich hodc cung cap cho ho nhitng dich vu gia tang.

Cac mau ciu nén st dung



NVBH: Kinh chio quy khach xx, nhim ning cao kién thirc vé két hop trang phuc va hinh anh cho
khach hang VIP, cong ty chung t6i s& to chirc hdi thiao “Tu van hinh anh c4 nhian” cho cic khach hang
s¢ hiru thé VIP, chinh vi vay su hién dién cua quy khach sé 1a niém vinh dy to 16n cho chung t61. Tai
hoi thio 1an nay, cac nha tao mAu cua ching tdi s& tur van cho ting khach hang vé cach két hop trang
phuc, phu kién va khuynh huéng thoi trang méi. Ching 6i cling danh ting cho quy khach rat nhiéu tai
li€u thoi trang doc dao va tinh té. Do surc chira ctia hoi truong c6 han, nén hoi thao lan nay s€ chi danh
riéng cho cic ho1 vién VIP tham gia!

NVBH: Kinh chio quy khach, dé tri an su tng ho ctia quy khach danh cho cong ty ching tdi trong sudt
thdi gian vira qua, ching toi sé& t6 chirc chuong trinh uu dii dic biét danh cho khach hang VIP vao
ngdy 5 thang ndy. Tham gia véi ching t6i quy khach s& mua duoc nhiéu mén hang voi mirc gia wu dai
nhat trén thi truong. Chuong trinh 1an ndy chi danh cho cac khach hang s& hitu thé VIP. Rat han hanh
duoc don tiép!
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Cdch thé hién sw quan tam dén khdch hang VIP trong nhitng dip dac biét.
Ung d6i sai
1. Than chao anh/chi xx, ngay mai la sinh nhat cta anh/chi, chiic anh/chi sinh nhat vui vé.

2. Kinh chao quy khach, nhan dip 1& xx chung t6i s& t6 chirc chwong trinh khuyén mai cho cac khach
hang than thi€t vao ngay mai, rat mong quy khach dén tham du.

Phan tich van dé

“Than chao anh/chi xx, ngay mai la sinh nhat cua anh/chi, chic anh/chi sinh nhat vui vé¢” qua binh
thuong va lanh dam nén s€ khong dé lai an twong cho khach hang.

“Kinh chao quy khach, nhan dip 18 xx chiing t6i s& to chirc chwong trinh 1ién hoan cho cac khach hang
than thi€t vao ngay mai, rat mong quy khach dén tham dy” mang tinh thuong mai va muc dich manh,
khong thé hién dugc su quan tam chan thanh t&1 khach hang. La tin nhan quang cao don thuan.

Chién lrgc ban hang

Khach hang trung thanh chinh la nén tang cho su phat trién cla mot cira hang, thiét lap duoc mdi quan
hé t6t dep vo1 khach hang s€ tao diéu kién cho cong viéc kinh doanh sau nay. PBac bi¢t cac nhan hi¢u
danh cho nam hodc cac thwong hiéu trung cao cip cang nén chu trong diéu d6. C6 thé noi sirc mua cuia
cac khach hang trung thanh twong trung cho ning luc canh tranh ctia nhin hang d6. Dé két ndi voi
khach hang ta co thé sir dung phuong thirc giri tin nhan.

Trude hét, khuyén khich giri tin nhan thay vi goi dién thoai. Goi dién do6i khi c6 thé gay bat tién cho
khach hang va chi phi cling cao hon, lam khong khéo c6 thé giy anh hudng td1 gia dinh va cong viéc
ctia ho. Ciing khong nén giri nhiéu tin, mdi quy chi can 2 tin, tranh 1am phién khach hang.

Thu hai, ndi dung cac tin nhan chi truyén tai cac thong tin vé kién thirc khong mang nhiéu tinh thuong
mai. Nhirng thong tin b6 ich s& giup khach hang nhd 1au va khong cam thiy bi lam phién, tir d6 sé& thu
hep khoang cach giita bén ban va bén mua. Vi du nhitng thong tin vé bao quan quin 4o khi chuyén
muia, xt 1y cac van dé hay gip véi trang phuc va cic xu huéng thoi trang méi nhat v.v...

Cudi cung, cac tin nhin nén duoc giri di dong loat tir tong dai ctia cira hang, vira tiét kiém duoc chi
phi ma thong tin cling dé kiém soat hon. Cach trinh bay ro rang, mach lac, ngan gon va dé t€n cua



hang, nhan hiéu.
Cac mau cau nén st dung

NVBH: Kinh chao quy khach, nhan dip sinh nhat ctia quy khach, toan thé nhan vién cira hang chung t61
xin duge gui té1 quy khach 161 cam on chan thanh vi sy ung ho cua quy khach danh cho chung t61
trong sudt thoi gian vira qua. Chiic quy khach sinh nhat vui vé! Trong thing niy ching toi danh ting
cho quy khach vu dii giam gia dic biét xx% cho tit ca cac san pham tai ctra hang trong 1 1an mua. Rat
han hanh dugc don tiép.

NVBH: Than chao quy khach. X xin guri t&1 quy khach 101 cam on chan thanh nhit vi da tng ho ching
toi trong subt 2 nim qua. Nhan dip nim méi sap tG1, toan thé nhan vién X xin kinh chuc quy khach an
khang, cong thanh danh toai. Chung t6i c6 chuin bi mdt mon qua nho va ¥ nghia, rat mong quy khach
dén cira hang dé nhan qua.

NVBH: Than chio quy khach hang. Pong qua xuin téi, nhitng chiéc 4o len dong hanh ciing quy khach
qua mua dong lanh gia da dén luc cat di ro1. Xin quy khach luu y: khi giat 4o len can..., khi cat gitv
can cha y... Toan thé nhan vién xx kinh chic quy khach strc khoe an khang, van su nhu y.
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