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LOI CIOT THIRY

Trong moi truomg canh tranh ngay cdng gay gdt, nhdt la
trong link vyc kinh doanh dich vu Buu chinh - Vién thong, ai
ndm dugc khdch hang thi nguoi dé sé chién thdng. Vi su phat
trién manh mé ciia khoa hoc k¥ thudt, su khdc biét giita chat
heong sdn phdm ngay cang it, vi vdy yéu 16 chinh dé thu hit
khdch hang 13 tinh thin, théi dé phuc vi ciia nhitng ngudi lom
dich vu khdch hang.

e dap ung dugc rihu cdu tim hidu va ndm bdt 16m Iy
khich hang, Nha xust bdn Buu dién xin gidi thidu cudn sdch
"Hubng vé khdch hang" ciia TS. Nguyén Thuong Thdi.

Cudn sdch ndy cung cdp cho doc gid cdc khdi niém co bdn
vé nghé thugt va ks ndng giao iép véi khdch hang néi chung,
ndm bdt tim Iy khdch hang, tao thién cam va dap img cdc nhu
cdu cda ho, nhim giit lai dupe nhitng dn tupng dep vé phong
cdch phuc vu cita nguoi ban hang va giao dich vién Buu dién.

Cudn sdch da dé cap chi tiét dén cdc tinh hudng giao tiép
thuomg xdy ra tai cdc Buu cuc giita giao dich vién va khdch
hang, cdc phuong phap ung xu voi khdch hang trong nhiing tinh
hudng doi hdi nguoi ban hang noi chung va giao dich vién Buy
dién ndi riéng cdn c6 tri thic, su khéo léo dé gidi quyét vin dé



mét cdch 161 nhdt, ddm bdo dem lgi cho khdch hang sy hai long
d€ nguoi bdn hang khong chi 1a ngudi bdn hang ma con la
nguot tu vdn tin cdy cho khdch hang méi khi ho cdn dén.

Ddy la mpt cudén sdch rdt b6 ich cho nhiing nguoi truc
tiép phuc vu khdch hang, c-ia'c biét la cdc giao dich vién Buu
dién ciing nhu nhitng nguoi lam céng téc qudn ly dé d:ch v
chdm séc khdch hang buu dién ngdy cang 16t hom.

Trong ldn xudt bdn ddu tién, mdc du dd cé c6 gdng nhidu
nhung chdc chdn khong trdnh khoi thiéu sot, ching 1ot rdt
mong nhdn dwoc nhdn xét, gép ¥ cia dgc gid d€ cudn sach
dugc hoan thién hon trong ldn tdi bdn sau.

Ha Ngi, thang 9 ndm 2001
NHA XUAT BAN BUU DIEN



LOI NOI DAU

Trong nhimg nam qua Téng Cong ty Buu chinh - Vién
thong Viet Nam di thare hién thang lgi chién luoc tang e
phét trién Nganh. Mang lu6i buu chinh, vidn thong duoc hién
dai hod. Khdch hang duoce sir dung nhidu dich vu da dang, chat
lugng cao vé6i gia cude dang ha dén. Bude vao giai doan hoi
nhdp va phdt tri€n hién nay, ching ta s& ¢6 nhidu co hoi méi,
nhung ciing c6 khong it nhimg thich thic phdi viot qua.
Théch thitc i6n nhét 13 xu hwéng wr do hoa thi tnromg, canh
tranh s& ngdy cang gia tang, khich hang ngay cang ré nén
quan trong, ho doi hdi ngdy cang cao hon.

D& vuot qua nhiimg thich thic méi, ching ta phai thay
ddi tr duy kinh doanh, huéng t6i khach hang, chim séc khéch
hang nhiéu hon. Muén vay cdn phai chi trong t6i doi ngi
nhimg cdn b buu dién tryc tiép giao ti€p véi khach hang. Ho
1a nhimg ngudi thay mat Téng Cong ty phuc vu khach hang.
Ho cén dugc trang bi nhitng kién thic vé& tam 1y, giao ti€p va
kinh doanh. Cuén séch ndy duge bién soan nham:

- Cung cap cho doc gia cdc kién thifc, k§ ndng cdn thiét vé
tm 1y, giao ti€p va bdn hang buu dién, gitip cho ho gy dugc
thién cam véi khich hang, bin.duoc hang va giir duge khach
hang trong moi trudmg canh tranh.



- Sau khi nghién ctu taj licu két hop vé6i thuc hanh qua
cong viec, doc gid s& nhan thire dugc tdm. quan trong ciia
khach hang trong moi trudmg canh tranh; nim dwoc tr duy
kinh doanh méi; van dung duoc cdc ki ning giab ti€p, thuyét

phuc khéch hang.

Cuén sich nay phuc vl cho giao dich vién buu dién va
nhitmg ngusi thudng xuyen tép xiic voi khach hang. Cic cén
b6 quan 1¢ ciing c6 thé tham khao taj lieu nay gidp ich cho
cong tic quan 1y giao tiép véi khich hang.

Bé cudn sich ngay cang dugc hoan thi¢n, dip tng nhu
cdu ddi hdi ngay cang cao cla déc gia, rit mong nhin duogc
cdc y kién déng gép quy bdu cha ban doc xa gdn ci vé noi
dung va hinh thic. Céc ¥ kign déng gép xin gii tryc ti€p cho
tic gia tai Khoa Quan tri Kinh doanh I, Hoc vién Cong nghe
BCVT, hoic Nha xuat ban Buu di¢n - 18 Nguyén Du - Ha Néi.

TS. NGUYEN THUONG THAI
KHOA QUAN TR} KINH DOANH 1,
HOC VIEN CONG NGHE BCVT



Phan |

TU DUY KINH DOANH MOI



Chuong I: Mbi trsoing kinh doanh.., cd héi va thach thirc 11

Chuong |
MOI TRUONG KINH DOANH BUU CHINH

VIEN THONG MOI - €O HOI VA THACH THUC

11 MOl TRUONG KINH DOANH BUU CHINH, VIEN

THONG MO
Xu hudng toan cau hod, hoi nhap kinh t& khu vire va quéc té

Toan cdu hod 1a su dich chuyén cdc yéu t6 sin xuat nhu
von, cong nghé, lao dong... cling nhir sy m& rong nhimg quan
h¢ kinh ¢ quéc t€ nhr thuvong mai, ddu tu, vay ng... ra pham
vi toan ciu,

Tu do hod thuong mai va ddu tr [a qua trinh giam thiéu
va di 16i xod bo nhing hang rio thu€ quan va phi thug€ quan
d6i v6i hang hod, dich vu va ddu tr gitra cdc nude. Tu do hod
throng mai thiic ddy xu th€ toan cdu ho4 phat trién manh ca vé
chiéu rong va chiéu sau.

Toan céu hod din dén tv do hod thuong mai. Tw do hod
thwong mai lai thic ddy qud trinh toan c4u hoi phét trién
nhanh chéng. '

Khong mot nude nao 6 thé ding ngodi qud trinh hoi
nhap néu khong mudn tv tach minh khéi trao hru phat trién
chung va bi fac hau. Khuon khé hoi nhap toan cdu hién nay 13
Té chic Thuong mai Thé giéi (WTO) véi 135 thanh vien
(trong s6 hon 180 nuGc thanh vién Lién hop quéc) didu chinh
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dén 95 - 98%. gia tri thuong mai thé gi6i va dang m& rong noi
dung hoat dong sang cac linh vire khdc. Viét Nam cing dang
tich cuc tién hanh cdc vong dam phan dé gia nhap WTO.

Trong cédc vong dam phédn vé tr do ho4 thuong mai ciia
WTO da dat duge céc két qué quan trong d6i véi lirth Virc vién
thong. Thang 2 ndm 1997, Nhém vé vién thong co ban dit
du6i su gidm sdt cla WTO dd hoan thanh vong dam phén da
phuong ddu tién trong viée tw do hod cdc dich vu vién thong
co ban. 69 qudc gia chiém 94% thi trudng dich vu vién thong
toan cdu da dat duoc thoa thugn khung v& mé cira thi trudmg
vién thong. Thoa thuan niy 13 yéu t& tich cyc thic ddy manh
su phdt trién cda thi trudng Vién thong thé giGi, déng thoi
cling tao ra sic ép cho viée phai cai t6 co cdu nganh Vién
thong & cdc nude. Thuong mai Vién thong khong con 1 céc
Hiép dinh song phwong nita ma dé tr& thanh cdc quan hé da
phuong. Do vay, viéc cdi 16 co cdu Vién thong ciia mbi nudc
cén phi hop véi cdc quy chudn ciia WTO.

D¢ thich nghi v6i xu huéng d6, hiu hét cic nudc déu
phdi diéu chinh chién luge phat trién cfia minh theo huéng mé
clra, gidm thiéu va tién t6i xod bd hang rio thué quan vi phi
thu¢ quan, 1am cho viéc trao déi hang ho4, luan chuyén cic
yéu 18 san xudt nhu vén, lao dong va k¥ thust trén pham vi thé
gi6i ngay cang thong thodng hon. D& khéi bi gat ra ngoai 16
cha sy phdt trién cdc nude nhdt 1a cdc nuée dang phét trién,
déu phai nd Iuc hoi nhap vao xu thé chung dé va tang cudng
sitc canh tranh kinh t€&...

Ngay nay toan cau hod va hoi nhép kinh t& quéc 1€ dang
1a Xu the chung trén th€ giéi. Day 1a xu huéng cda nén kinh t&
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md, chuyén mon ho4, phian cong lac dong trén pham vi toan
ciu. Qué trinh todn cdu ho4, hoi nhap kinh t&€ khu vic va quic
t& 8 tao didu kién cho cic qubc gia c6 thé tan dung duoc loi
th® so sénh cda minh, thuc hién chuyén giao cong nghé, tang
them kha ning thu hit vén ddu tr nuée ngoai, thic ddy va duy
tri tang trudng bén vimg, nang cao phic loi X3 hoi trén cog 5§
cic ngudn lyc dugc phan b mot cdch hiéu qua hon. Day
chinh 1 1§ do ma phén 16n cdc nude, cac t8 chite kinh t€ khu
vire, the gi6i cam két thiic ddy qu4 trinh cai cdch kinh & va hoi
nhap ciing nhu toan cdu hod. Tuy nhién day ciing 1 thich thic
i6n lao d6i v6i cdc nuéc dang phdt trién ma & dé sifc canh
tranh clia nén kinh 1€ kém.

" Chinh sédch cta Ddng va Nha nude ta

Dang va Nha nuéc ta-xem viec hoi nhap la d€ phat trién
ddt nude, ddy manh thuc hién chi€n lwge cong nghiép ho4, hién
dai hoa d4i nuéc theo dinh huéng xi hoi chit nghia, thyc hién
dan gidu, nuGe mani, X hoi cong bang, dan chi, vén minh.

Dé nhanh chéng hoa nhap va tao didu kien thic ddy nén
kinh t& trong nuéc phit trién, Dang va Nha nuiede ta chii trrong
thare hién nén kinh t€ thi trudng cé su diéu ti€t cua Nha nudc,
chil truong mé cilra nén kinh t&€ va kéu goi dau tr nudc ngoai,
tham gia vao cdc t6 chifc qudc t& va thi trudmg qudc t€. Vice
Viét Nam gia nhap ASEAN (Hiép hoi cac qudc gia Dong Nam
A) nam 1995, chinh thic 14 thanh vien cha APEC (Dién dan
Hop tac kinh t&€ chau A - Thai Binh dwong) thang 11 nam 1998,
ky két Hiép dinh Thirong mai véi M§ thang 7 nam 2000, dang
tham gia cic vong dam phan dé gia nhap WTO la nhitng bude
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di quan trong ddu tien Lrong ti€n trinh hoj nhap véi nén kinh 1
khu vuc va quac & pg hot nhap quéc t& thang cong thi trirge

chinh sich ding dén ciig Ding va Nha nuec. Hang ho4, dich vu
trén thi trudmg ngay cang da dang, chat lugng ngay cang cao,
dich vy cang phong phi, gig ¢4 ngay cang rd.

Nha nuse di giao vén cho nganh Buwu dien bao toan va
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Xt hutdng héi ty gida Tin hoc - Vin thing - Truyén théng
bay la xu huang ket hop, xam nhap vao nhau cdia ba [inh
vuc cong nghé quan trong ndy. Xu huéng nay xudt phat ir
nhifng tiéh bo vurgt bac v& khoa hoc cdng nghe trong cdc linh
- Ve Tin hoc, Vién thong va Truyén thong nhim thod man nhy
cdu bang nd vé thong tin trong xa hei.

Su két hop gifra céc linh VUC nay mang lai sy lién loi cho
khdch hang khi duge st dung nhiéy dich vu khéc nhau thong
qua mat thiét bi ddu cusi duy nhat, tao ra cic dich vu lai ghép
thod min 6i da nhu cdu 1 da dang cta khich hang. Péng
thdi nang cao hiéu qua kinh & nhiy tan dung khai thic duoc co
s0 ha tdng cia nhau.

Xu huéng nay cling thé hién su mong mudn vé mot the
8iGi thdng nhat trong twong lai (toan ciu hod) vé mat cong
nghé. Chiing ta tim hiéu mot s6 ket qua buée ddu da dat duge
do sy hoi tu ca ba linh vuc nay.

Qud trinh héi tu giita Vién théng va Tin hoc va Truyén
thong da lam bién déi hoin toan bo mit the gisi ngay nay. N6
¢ho ra doi mang Intemet toan cdu c6 khi ning cung c4p nhiéy
dich vy phong phi véi gid ré nhu dien thoai, fax qua Internet,
thr dién tit, buu anh dién 1, truyén hinh tuong tic, dio tao tir
Xa, y t€'tir xa, dién dan dién tlr, ngan hang tai nha, bo chi dien
1w, the vién 40, cOng ty &0, mua ban qua mang, lam quen, cudj
hoi qua mang, trdy choi qua mang, chinh phi di¢n 1, qudc hoi
dién tr... va con xugi hién nhiéu dich vu méi nira my ching ta
chua thé hinh dung hét, Mang Internet 13 phuong tién thong
tin toan cdu da nang trong tuong laj khong xa, trén thue 18 da
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tr6 thanh hign thre & mot s6 qudc gia. Internet 13 phwshng i¢n
thong tin quan trong thic ddy qué trinh toan céy hod. Véi
mang Internet thé giGi qua 1a gan nhay,  khong..con- khodng
céch dia ly. Viéc trao d6i thong fin kinh doanh; thopg tin quin
Iy gitra céc cong ty, cdc t§ chic cing. nhy viec giao Iwu tinh
cam giffa céc ¢4 nhan trén pham vi toan thé gii tr& nén nhanh
chong, tién loi va véi chi phi ngay cang reé. |

Mit khéc ching ta dang buéc vao ky nguyén thong tin, ky
nguyén cua Kinh t€ tri thitc. Tri thic sé tham gia va déng gép
tich cuc vado moi Iinh vire doi song x hoi tir do tao gido duc,
kinh doanh, quan 1y nha nudc dén céc linh vyc gidi tri. Thong
tin s& 1& mot tai sdn quan trong. Do vay linh virc cong nghé
thong tin va vién thong dwoc Nha nu6e chi trong wu tién phat
tri€n 1am tién dé cho cdc nganh kinh € khic phit trién.

Xu huttng thiromg mai dign t phat trién |

Cong ngh¢ Vién thong va Tin hoc ngay cang xdm nhap
vao Iinh vuc thuong mai tao ra mot Iinh vire kinh doanh méi I
thuong mai dién tir (e-commerce) - thuong mai v6i su hé trg
dac lue cia céc cong nghe vién thong va tin hoc hién dai. Hién
nay thuwong mai dién tir dang phét trién nhanh chéng trén thée
gi6i. Theo dir bdo dén nam 2004 téng doanh thu cfa thuong
mai dién tir toan thé gi¢i uée tinh lén (6i 200 ty d6 la. Nam bt
co hoi nay, Buu chinh nhiéu nude di sir dung cic trang Web
dé cung cdp cic dich vu méi cho khich hiang nhv dién hoa,
mua tem qua mang, mua hang qua buu dién, thanh todn qua
mang. Tai Viet Nam thuong mai dien ur dang tr§ thanh hién
thuc nho ¢6 mang Internet, Qua Internet, mot doanh nghiép
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Viét Nam c6 thé chao ban san phdm cta mink cho bat ky ai
trén hanh tinh ndy ma khong cdn ra khoi van phong cong ty.
Cac ba ndi tro ¢6 thé ngdi trude man hinh mdy tinh, hay tham
chi man hinh vo tuyén th¢ hé méi trong nha minh, nhimg vin
dao quanh duge cdc quiy hang sicu thi, ngém nghia vo s6 loai
hang hoad va mua duoe loat ma minh wa thich. Khach hang
Buu chinh & Uc c6 thé tim hiéu cdc dich vu buu chinh, mua
lem qua mang, thanh todn qua mang, theo doi vi dinh vi buu
phidm EMS qua mang. Buu chinh nhiéu mude di dung mang
Internet d¢ quang cdo va cung cdp cdc dich vu ciia ho cho
khich hang.

Nhir vay thuong mai dién o s 1a mot phuong tién quan
trong gilp céc doanh nghi¢p Viét Nam nang cao sic canh
tranh nhd vuon ra thi trudng the 8161 vGi mic chi phi thap.
Déng thoi thuong mai dién tr ciing tao ra nhido co hoi kinh
doanh méi cho Buu dién, nhiéu loai hinh dich vu buru dién mai
cho xa hoi.

Tuy nhi¢n thuong mai dién ti & Viét Nam con & mie
thdp so v6i (h€ gidi va gip rat nhidu khé khin. Mot trong
ohimg nguyén nhan cia su cham tré, kém phdt trién cia
thuong mai di¢n tir & Viet Nam 1a do ta chua 6 du co 56 luat
phdp cho linh vyc kinh doanh méi nay. Mat khic, mang
Intemet & Viet Nam chwa di nang lyc phuc vu trén pham vi
rOng-va‘l oc dé cao, gid cube con chua phi hop tii tién cia
nhiéu ngudi. DE thic ddy thuong mai di¢n wr Chinh phti yey
cdu nganh Buu dién phii phdt trién hon nita mang Internet &
Viét Nam.
2-HVKH
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1.2 NHUNG THACH THUC LON D61 VOl VNPT

Canh tranh ngay cang manh, quy mé canh tranh ngdy cang
rong trén thi truong Buy chinh - Vién théng

Toan cdu hod, hoi nhap kinh (€ quéc & din dén canh
tranh khong chi & trong nwéc, ma con ci trong khu viee va

quéc 1€ nita. Hang rao thué quan va phi thu€ quan khong con
" 12 rao can d6i v6i cdc doanh nghiep khu wvirc va quéc t& cung
cdp hang ho4, dich vu tai Viet Nam. Va céc doanh nghiép Viét
Nam ciing ¢6 nhi€u co héi viron ra thi tredmg khu vire va thé
gidi néu chiing ta gianh dugc 1ong tin clia khéch hang,.

Hoi nhap giira Vién thong - Tin hoc - Truyén thong s& dén
dén nhiéu d6i thi canh tranh méi, nhidu linh vuc kinh doanh
méi trén thi trudng buu chinh, vién thong. C6 thé cdc khdch
hang cit cia VNPT lai tr§ thanh d6i thii canh tranh nhu Dién
lee, Ngan hang, Phit thanh truyén hinh, céc cong ty tin ho...

Trén thi tradng buru chinh, vién thong da xuét hién canh
tranh giita cic doanh nghiép buu chinh, vién thong trong nudc.
Hién nay trén thi trudmg buu chinh, viéy thong Viét Nam di
¢6 7 doanh nghiép quéc doanh tham gia canh tranh cung cap
nhi€u loai dich vu buu chinh, vién thong nhu dién thoai cd
dinh, di dong, Internet, phdt hanh bdo chi, chuyén tién, buu
pham, buu kién, tiét kiem buu dién, dicn hoa, cung cap théng
tin kinh (&, van hod, xi hoi... Theo “L0 trinh hoi nhap kinh 1&
quéc t&” clia nganh Buu dién trinh Chinh phi phé duyet thi
tién tGi s& 6 cde cong ty lien doanh véi nude ngoar cung cip
dich vu buu chinh, vién théng tai Viet Nam. Canh tranh s&
ngay cang gay gat
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Trén the gidi cling dién ra xu huéng mé cira thi trudmg
buu chinh, vién théng cho canh tranh, dé 13 xu huéng phi diée
ti€t thi trudng, xu huéng ty do hoa thi truomg. & Uc hien nay
¢6 khodng trén 40 cong ty vién thong canh tranh. O Nhat, Buu
chinh quéc gia chi chi€m khodng trén 20% thi phan. & Anh ¢6
hang trim cong ty Vién thong canh tranh.

Tircanh tranh trén thi trwdng buu chinh, vién théng sé dan
dén canh tranh trén thi trudng cic ngudn lyc (vén, lao dong,
thiét bi, cong nghé...) cho cic doanh nghiép buwu chinh, vién
thong. Nhur vay chiing ta khong chi doi mat véi canh tranh & thi
trudng ddu ra, ma cdn phai d6i mit v6i canh tranh & thi trudmg
cdc yé&u t6 ddu vao cho san xuét. Hon nita mitc do canh tranh
ngdy cang cao, quy mo ngay cang rong. Tix chd chi canh tranh
v6i cic doanh nghi¢p trong nuéc, tién 16i ching ta phéi canh
tranh v6i cdc doanh nghiép lién doanh va véi cdc doanh nghiép
nuGe ngoai. Tir ché chiing ta chi bi canh tranh & mot s6 dich vu
t6i chd bi canh tranh nhiéu loai dich vu bwu chinh, vién thong.

C6 thé chia canh tranh 1am b6n muc nhy sau: canh tranh
ndi bo, canh tranh v6i céc doanh nghiép trong nuée, canh
tranh gilta cdc nhu cdu tieu ding khdc nhan cfia con ngm’n va
canh tranh qudc té.

Giira cdc dich vu buu chinh, vién théng ciing canh tranh
v6i nhau vi ching ¢6 thé thay thé nhau trong mot chimg muc
nao d6 dap dng nhu cdu thong tin lien lac cia khich hang.
bac biét cac dich vu vién thong hién dai dang canh tranh
manh véi cdc dich vy truyén théng. Thy dién tir, buu anh dién
b thu hit khdch hang béi sy nhanh chéng va gid cudc thap.
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Di¢n thoai, fax qua Internet dang chiém dén thi phén cta dién
thoai va fax truyén théng. Bio dien tir ciing 13 d6i thi l6n caa
bao chi truyén thong. _

Cédc buu cyc gan nhau, cac dia ban gidp ranh ciing canh
tranh véi nhau dé thu it khach hang. Thong thudng céc dia
ban gén thanh phd, thi xa c6 stc hit khéch hang manh hon so
véi céc dia ban nong thon gidp ranh thanh thi. Ma khéch hing
thi ¢6 quyén lua chon va chon bwu cuc nio tién 1oi, niém né
dén chao ho. _

Thi nrdng dién thoai dudmg dai trong nuéc vira qua tré nén
sot dong khi Cong ty Dién nr Vién thong Quan doi (Vietel)
duge phép cung cép thit nghiém dich vu dién thoai qua Intemet -
VoIP (Voice over Internet Protocol) véi mitc cude ré bing mira
0 v6i cude truyén théng. Va ur 01/7/2001 ci 3 cong ty Vietel,
Cong ty C6 phdan Dich vy Buu chinh - Vién' thong Sai Gon
(Saigon Postel), Cong ty dién todn va truyén s6 licu (VDC) déu
dugc cdp phép chinh thic cung cdp dich vu VoIP dudng dai. Tir
ngay 05/9/2001, cdc thué bao c6 dinh c6 dang ky sit dung dich
vu dién thoai quoc 1€, cdc b cyc, dai 1y, diém Buu dién --Van
hod xa c6 thé sir dung dich vu goi 171 ciia Téng Cong ty Buu
chinh - Vién thong Viét Nam dén 50 nuée va ving lanh thé trén
the giéi véi mot mic gid cude 1,3 USD/phdt, bang 40 - 50%
cudc dién thoai truyén thong... Cong ty Saigon Postel ciing
chudn bi xay dung mang di¢n thoai di dong cong ngh¢ CDMA -
la mang di dong thi 4 tai Viet Nam. Téng cuc Buu dign dang
xem x€t v c6 khd nang s& cho phép Cong ty Vién thong Dien
lyc trgs thanh nha cung cdp dich vu vién theng thit nam. Cong ty
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Vién thong bién Ivc di cé cic dé dn xin cung cip cic dich vu
cho thué kénh, tudng, dién thoai ¢6 dinh, dién thoai di dong, vién
~ thong quéc t€, Intemet va VoIP. Nganh Phat thanh truyén hinh
ciing dang xay dung mang cap quang dén cdc hé gia dinh tai Hai
Phong, Ha Dong d€ cung cép cdc dich vu truyén thong, Intemet
va la tién dé cho ho md theém cdc dich vu vién thong khic.

Theo du thao "Lo trinh hoi nhap kinh t€ quic € cia
nganh Biry dién trinh Chinh phi phé duyét, trong nhitng nam
t6i mitc d9 canh tranh nay cdn gia tang dé cic doanh nghiep
Buu dién trong nuéc co xdt, tap dugt chudn bi cho canh tranh
qudc t€ trong twong lai khong xa.

Mbt loai hinh canh tranh thudng khé thdy 13 canh tranh
gilta cdc nhu cau tiéu dl‘mg khdc nhau cia x4 hoi trong diéu
kién ngan sdch tiéu ding ctia mdi ca nhan va tap thé 1 ¢6 han.
- Do vay bat ky doanh nghiép nao ciing phai nang dong huéng
t6i khach hang dé nhan duoc cdi gat ddu déng ¢ chi titu mua
hang ctia minh thi méi c6 thé tn tai va phat trién duwoc.

Trong diéu kién xu th& canh tranh va hoi nhap & trong
nudc ciing nhu trén th€ gidi, ching ta phai ch&p nhan canh
tranh, viron 1én dé thang loi trong canh tranh bing sitc manh.
D6 [a con dudng duy nhalt dé t6n tai va phét trién.

Trong thap ky méi nay kinh doanh trén thi trudmg dich vu
buu chinh, vién théng s& ngiy cang khé khan hon nhiéu so véi
hién nay. Do vay, yéu cdu cao hon d6i véi moi CBCNV néi
chung, va néi riéng doi v6i nguoi ban hang vé ngoai ngt, tin
hoc va kién thitc kinh doanh, ban hang.
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Khach hang ngdy céng doi hdi cao hon

Cing vé6i xu huéng canh tranh ngay cang gia tang, khich
hang ctia chiing ta ngay cang ¢6 nhiéu quyén lya chon. Do vay
ho ddi hdi ngay cang cao khong chi vé chat luong, gis ca, su
tien Igi ma con ca vé thdi do, phong cach phuc vu.

Mit khic, sifc ép tir du luan x3 hoi ciing rat 16n, vi c& xa
hoi ciing phdi canh tranh trong moi trwdng kinh t& thi trudng
va hoi nhdp qudc t& Céc khich hang lén (cdc doanh nghiép)
clia ching ta ciing chiu sitc ép giam chi phi - trong do c6 chi
phi cho thong tin lién lac dé tang kha nang canh tranh. Cic
nha ddu tr nudc ngoai ciing yéu cdu Chinh phit giam chi phi
vién thong d& chinh sdch ddu tr ctia Viet Nam hép din hon,
thu hiit nhiéu v6n ddu tu hon.

Lugt phdp ngay cang chit ché

Lut I¢, co ch€ quén 1y cha nha nuéc ngdy cang chit ché.
Céc b luat ngay cang day thém.

Nha nudc ciing dang thio luan Luat chéng doc quyén
nhim tao ra mot moéi trudng canh tranh cong bang cho moi
doanh nghiép, nhv viy s& nang cao kha ning canh tranh clia
cac doanh nghiép Vi¢t Nam trén thi trudng quéc t& dé hoi
nhép thanh cong.

1.3 NHUNG €O HOI KINH DOANH MBI
Nhu cdu théng tin lién lac cda nhén dén

Chiing ta dé dang nhin thiy ring nhu cdu sir dung cdc
dich vu thong tin lién lac ciia nhan dan ngay cang cao, cang da



Chuong I: Méi truding kinh doanh... co hoi va thach thuc 23

dang, pham vi lién lac ngay cang rong va kha nang thanh todn
ngay cang cao.

Xu hutng nay thé hién khd 16 rang & Viet Nam va trén
thé gidi. Xa hoi ngay cang-phat wién, ddi séng vat chét cta
nhan dan cang duge nang cao thi nhu cau g1ao luu tinh cam
cang cao, pham vi giao ép ngiy cang mé rong. Mait khéc,
ngay nay con ngudi di lai nhiéu hon do ¢6 nhiéu thoi gian hon,
¢6 kha nang tai chinh hon. Diéu ndy ciing lam cho nhu cdu
thong tin lién lac ting cao.

Nhu céu théng tin lién lac cda Chink phi

Do qui trinh todn cdu hod v hoi nhap quéc (&, Chinh
phu, Qudc hoi ngay cang c6 nhu ciu thong tin lién lac d€ ma
rong mdi quan hé giao lvu trong nuGe va QUOL t&€. Do vay
Chinh phu, Qudc hoi ciing phai ddn dan dién tir hod, s& hod dé
nang cao kha nang trao ddi thong tin. Viét Nam ciing dang
tham gia xdy dung khong gian dién tk ASEAN dé giao tru voi
cac niude trong khoi ASEAN va véi quéc té.

Pa xuit hién cic “Chinh phii dien 1, “Qudc hoi dién tr”
dé dan ching c6 thé giao ti€p véi cc co quan cobng quyén
nhanh chéng, tién loi. Mat khdc “Chinh phu dién i ciing 13
mot phwong tién hitu hi¢u dé nang cao khi ning canh tranh, thu
hat v6n ddu tu trong ngoai nuée, vi né g1lip cho cic nha ddu w
trong, ngoai nirde 1i€p can mot cdch thuan tién, nhanh chéng
dén cdc dich vu cta Chinh phu. K¥ hop Quéc hoi clia nuée (a
vira qua, Téng Cong ty Buu chinh - Vidn thong Viét Nam -
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Vietnam Posts and Telecommunications (VNPT) dia mo
nhiéu diém truy cap Internet mién phi tai cdc Diém Buu dién
- Van hoa xd ¢ cdc ving sau, viing xa dé nhan dan theo d5i
nhanh chdng cac thong tin vé qud trinh hop Quéc hoi qua
trang Web riéng.

Céc Vién nghién ctu, cac Trudmg dai hoc ciing c6 nhu céu
lén vé thong tin lién lac. Céc trang Web ciia céc trrdng, céc
vién 12 noi cung cdp thong tin nhanh chéng, tién loi cho nhitng
ai quan tAm. Sinh vién c6 thé truy nhap vao trang Web cita Hoc
vién Cong nghé Buu chinh Vién thong dé tim hiéu chuong trinh
dao tao, d€ hoc tir xa theo hinh thire qua trang Web (Web-based
Training).

Nhu cdu thong tin lién fac cda céc doanh nghiép

Do chinh sdch khuyén khich ddu ar nuéce ngodi, s§ cdc
doanh nghiép nuée ngoai dén lam an tai Viét Nam ngay cang
dong. Cic doanh nghiép trong nudc ciing duge khuyén khich
phdt trién. DSi v6i cdc doanh nghiep thi thong tin lién lac 1a
khong thé thiéu duge, vi d6 12 vii khi quan trong gitp ho canh
tranh thang lgi. V4 lai, khong chi doanh nghiép 16n ma ¢4 vo
s§ cdc doanh nghiép nho cfing cdn thong tin lién lac. Do vay,
nhu cau thong tin lieén lac ctia cdc doanh nghiép trong nudc va
lién doanh ngay cang cao, cang da dang, pham vi lién lac ngay
cang rong. _

Tir khi ¢6 Internet, nhiéu doanh nghi¢p Viét Nam da mé
trang Web d€ quing cdo, gi6i thiéu cho khich hang, ban hang
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trong nude va quéc t€ vé san pham, dich vu ctia minh. D6 ciing
la thi trudng noi khdch hang ¢6 thé dat hang, mua hang. Mot s6
khu ché xuat Viet Nam da nhan dugc cic hop dong thug mat
bang cia cdc cong ty nudc ngoai qua trang Web clia minh.

Nha Internet da va dang xudt hien cdc Cong ty o,
Trudng hoc 4o, Sieu thi 4o, Cau lac bo 4o trén cdc trang Web
cho phép moi ngudi truy cap trao déi thong tin tir bat ky noi
nao trén trai dat.

Thong tin I hing hod quan trong bac nhst

Th€ ky 21 1a thé ky cha truyén thong va vi tinh (thé ky
C+C: Communication - Computer) va kinh (& the gi6i chuyén
dan sang kinh € tri thitc, & d6 thong tin la hang hod ¢6 gid tri
dac biét. Dang va Nha nuée di ra chi thi vé phat trién cong
nghe thong tin. Nganh Buu dien dang tham gia tich cuc dé
thue hién Chi thi nay. Day Ia co ho1 16n cho cdc doanh nghi¢p
Buru dién tham gia thi trromg,

Co héi la cia chung!

Cén phai nhan thdy ring cdc co hoi méi trén day khong
chi danh riéng cho chiing 1a. Céc co hoi nay ciing chinh 13 céc
¢ hoi cho cdce d6i thi canh tranh cung cdp dich vu buu chinh,
vién thong.

Néu ching ta khong nhanh chéng ném bat dugc nhu cdu
va phuc vu xa hoi 16t thi chinh ching ta da kich thich cac d6i
thd nhdy vio thi treimg buu chinh, vién thong kinh doanh, va
do vy thiic day su canh tranh véi ching ta tré nén gay git hon. .
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1.4 NHUNG PIEM MANH VA YEU CUA VNPT
Nhitng diém manh

Tdng Coéng ty Buu chinh - Vién théng Viet Nam (VNPT)

a doanh nghigp chil dao trén thi trutmg b chinh, vién thong,
do vy cé nhiéu diém manh nhv sau:

VNPT ¢6 mang lu6i twong déi hién dai, rong 16n, cung
¢ap nhiéu dich vu da dang cho x3 hoi.

VNPT ¢6 doi ngii CBCNV giau kinh nghiém, c6 truyén
thGng t6t dep, nhidu nguvi dwoc dao tao co ban.

VNPT c6 thi phin rong I6n, ¢é nhidu déi tgc lam an c6
tin nhiém.

VNPT 1a doanh nghiép buu chinh, vién thong cha dao,
dim nhan nhiéu dich vu cong ich cho xi hoi, duge Nha
nudce chd trong.

VNPT d4 ¢6 uy tin nhat dinh trén thi truong Viét Nam.

Nhimg diém yéu

Mang luéi thi€u dong bo, gay khé khin cho cOng tdc
quan 1y, khai thic, bio dudng.

Ning suit lao dong con qud thap, b6 mdy quan ly cOng
kénh, kém hiéu qua. Doi nglt CBCNV vira thira lai vira
thiéu. Thira nhimg ngui khong lam dugc viec, va thisu
nhimg ngudi ¢6 nang luc, dac biét nhimg chuyén gia ky
thuat, cdn bo kinh doanh ddu dan,

Nhan thiic cia CBCNV ¢dn chura chuyén bién kip so véi
yeu cdu do tam 1y bao cdp da an siu nhidu nam. Chua
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thue su coi trong khdch hang. Théi quen y lai, dwa dim
con nhiéu.

Co ché, chinh sich, thé 1¢ con nhidu ché lac hau. bic
biét ching ta chira ¢6-co ch€ thu hiit nhan tai. Phan phdi
thu nh&p vin mang tinh binh quan. Co ché nay thu hiit,
hip dén lao dong trinh do thap nhung khong khuyén
khich, thu hit lao dong trinh do cao,
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Chudng Il
D61 MSI TU DUY KINH DOANH

2.1 TU DUY CU: HUGNG VE SAN XUAT, KHACH HANG
CHUA BUGC COI TRONG ,

- Diéu nay xay ra trong diéy kién cung nhd hon cdu, hang
hod, dich vy thiéu thén, chat lwong ciing kém. Thi truomg 1
doc quyén, chi ¢6 mot ngudi bin loai san phim d6. Nguti ta
£0i day la thi truong cia nguoi ban.

Trong diéu kién nhw vay thi ngudi ban quyst dinh moi
thit: gid cd, s6 luong, chat luong, thoi gian, thai do... Nguoi
ban khong cin khich hahg ma khich hang c¢dn ho. Do vay
ngudi bin ching cdn tim hiéu nhu cdu, tht hi€u clia khdch
hang. Ho chi san xuat va ban cdi minh sdn c6 chit khong ban
cdi khdch hang can.

Ngudi mua bi dp dat moi th. Ho khéng c6 quyén lra
chon ma chi biét chdp nhan thy dong cdc diéu kien dp dat cia
nguot bin véi mong mudn cao nhat 14 mua duge nhimg thit
thi€t y&u cho cudc sdng.

Nbiéu nguoi wong so chiing ta da trdi qua nhifng ngay
gian khé cla co ché bao c4p thidu thén di moi thi va chic
chang ai mudn quay lai cude song d6. Chinh sdch déi méi d3
mang lat cude sdng mdi cho moi ngudi. Véi tr cdch 1 khdch
hang, chiing ta duge mua nhiéy loai hang hod, dich vu da dang
véi chat lrong ngay cang cao, gid cd ngly cang ha, dich vu
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chdm s6c khdch hang ngay cang 6t hon. Nhung khi déng vai
ngudi sdn xudt, ching ta phai vat va hon vi chung ta thyc su
phai quan tam, cham séc khach hang nhiéu hon.

2.2 TU DUY MOI: HUONG VE KHACH HANG, COI TRONG
KHACH HANG
Thi trutong cda nguor mua. Khdch hing quyét dinh tit c3

Do canh tranh nén cung ngay cang 16n hon cdu. Do vay
ngudi mua c6 theé' manh. Ho la ngudi quyst dinh mua gi, & dau,
gid cd ra sao? Va ho quyét dinh luén ci su thanh bai cia
ching ta. Day la thi trudmg clia ngudi mua. Ngudi mua cé
quyén Ira chon. Ngui ban phai chi dong tim ngudi mua.

Bén ditge hang va giif dugc khach hang

Khi thi trrdng chuyén sang canh tranh thi khdch hang tré
nén quan trong, sdng con ddi v6i doanh nghiép. Do vay, doanh
nghiép cd gang gianh va giit khich hang lau dai nhes viéc lam
cho khach hang hai long. _

Trong dicu kién nhir vy thi muc tiéu cia doanh nghiép
khong chi 1a ban duoc hang, ma diéu quan trong hon cd 1a giir
dugc khich hang lau dai. C6 nhir vay doanh nghiép mdi tén tai
va phat trién duoc. Doanh nghiép phi hwéng vé khich hang.

2.3NHUNG TUTU&NG LON CUA TU DUY KINH DOANH MG
Khach hang 1d nguor trd lvong cho chiing ta/
Chiing (a ai ciing thdy ring quy lwong ciia ching ta phy
thude vao doanh thu cia don vi. N&u don vi ¢é nhiéu khdch

T .
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hang thi doanh thu & cao. Nguwoc lai néu it khach hang thi
dong luong chinig ta cting it theo, :

Dé moi ngudi trong don vt thdm nhudn tdm quan trong
cla khdch hang, cong ty dién thoai Bell Canada da ghi nhiing
10i nhic nhé sau day (ai nhitng chd {am viéc trong cong ty:

No customer, no salary! (Khong c6 khich hang thi
khong c6 lvong!)

No customer, no future! (Khong c6 khdch hang thi
khong ¢6 tuong lait) .

No customer, nothing! (Khong c6 khdch hang thi khong
co gi cal)

Quad that khi khong c6 khéch hang thi khéng nhimg
khong ¢6 lwong ma ching c6 twong lai vi cong ty khong mo
rong phdt trién, khong ¢6 chd 1am vice méi, khong c6 chic vu
moi dé dé bat ai ca.

Mot cong ty khdc lai nhdc nhé nhan vien nhr sau:

Néu khong 6 khach hang chiing ta khong c6 Iy do dé¢
ton tai!

Chiing ta thir hinh dung xem néu mot tuén lién ching ta
khong c¢6 mét khich hang ndo dén buu cuc thi sao? Hai tudn
va nhiéu tudn nhu vay thi sao? Qua d6 ching ta c6 thé
khdng dinh 13 khich hang ¢6 thue sir quan trong déi véi chting
ta hay khong?

Khdch hang luén luén ding!
Ho ding ngay cd khi ho sai theo nghia thong thuong!
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N6i nhur vy ¢6 ngudi trong chiing ta ¢6 thé am e vi da
sai thi lam sao c6 thé diing duoc? Do vay ngudi ta c6 thé dién
dat tr tuéng nay mot cdch khdc dé chdp nhan hon nhu sau:

Ho ¢6 thé sai, nhung chiing 1a khong dioc vach ra cdi sai
cua ho! Hav tim ra mot cdi c& dé cho ho ciing ¢6 13!

Mé& rong quan diém ndy ra ching ta dé cap d&€n mot vin
dé tam 1y rong hon. D6 13 quan hé gira tinh va 1y trong cuoc
song. Néu mot khiach hang bi b& mit vi thua chiing ta vé 1y,
liéu ho ¢ mudn dén vdi chiing ta nira khong, hay ho s¢ dén
v6i cdc d6i thl canh tranh cda ching ta ldc nao ciing md rong
clza chao d6n ho? Muc dich cia ching ta 1a thing ho vé 1y hay
giit duge khach hang trong mot thi truong canh tranh manh
mé&? Chiing ta thir ngdm nghi hai 1&i khuyén sau day:

Khong bao gio duoc thing khdch hang bdng 13!

C'dl vi caa khach hang ¢ gdn trdi tim hon!

Vay thi kht giao ti€p véi khdch hang ching ta dung tinh
hay ding 1y dé thuyél phuc ho? Beén tinh bén 1 bén nio ning
hon? Da bao gio khdch hang sai nhung ching ta xir su theo
phuong cham khach hang luon ludn ding khong?

Chi béan nhimg thi ma khich hang can

Khi chiing ta thuc hién duge phuong cham chi ban nhitng
thit ma khach hang can thi khach hang ¢ hai 1dng, ho khong
chi mua nhiéu ma con gidi thiéu cho ta thém khach hang maéi.
Ciing ¢an phai nhdn manh rang {oi gidi thiéu cia khich hang
¢ hi¢u qua hon nhiéu so vdi cdc loai quang cdo (rén cac
phuong tién thong un dai ching ma ching ta phai mét rat
nhiéu tién d¢ thue hicn.
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Mu6n biét khdch hang cdn gi thi ching ta phai nghién
ciu thi trudng dé ndm bat nhu cdu, thi hi€u, mong muén cha -
ho. Tifc ta phai hi€u ré khdch hang! :

Hon nira, nhimg thit ma ho c4n & day khong chi 12 vé loai
sdn pham, dich vu gi mi cdn gid ca ra sao thi ho mua? lic nao
ho mua? & dau? ho cin xung hé nhu thé nio? ic nio thi ho
khong mudn tra no? lic nio thi dé doi?...

Ban thir Xem tai don vi minh khi quyét dinh gidy mé cira
buu cuc thi ching ta quét dinh nhu the nao? "s&p” ching ta
hay ching ia quyét dinh?

Khi ching ta du dinh dit thing thu & dau thi ai quyét
dinh? ban hay "s&p" quyé&t dinh? ban ¢6 cdn héi § kién khich
hang khéng?

Tu tuong nay c6 thé khai quét [én nhur sau:

Ditng tudng tuong thay khach hang! Hay dé chinh ho
tra loi!

Mot quyét dinh kinh doanh déu phdi xudi phdt tir thi truomg!

Khdch hang la thdy day ching ta trong kinh doanh!

Khéch hang bén trong va khach hang bén ngoai

Khich hang bén ngoai 1a nhig ai & ngoai cong ty dén
mua hang hod, dich vu ctia chiing ta.

Con khach hang bén trong 1a ai? Bat ky mot ngudi nao
trong coOng ty ching ta ciing phéi cung cdp mot loai dich vu
nao dé cho mot s6 ngudi khdc trong cong ty, tic la ho cé
khach hang. Do vay ta ¢6 thé khing dinh riing:

Al trong cong ty ciing ¢6 khdch hang!
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Vay thi tai sao lai goi ho 13 khach hang? Sao ta khéng goi
ho bing mot cai tén khac than mat hon? Ly do chinh 13 & ché
mbi vi tri cong tic bén trong cong ty cling quan trong trong
viéc tham gia vao qu4 trinh lam cho khéach hang bén ngoai hai
long va ho ciing cdn dugc t6n trong, hai ong thi méi hoan
thanh dugc nhiém vu cta minh. Nhu viy, mudn phuc vu 15t
khich hang béen ngoai thi khach hang bén trong phai duye
phuc vu 15t! _

Chiing ta ¢6 thé ding khaj niém “day chuyén khdch
hang” nhu sau dé mo ta didu ta vira xem xét:

Khach hang bén frong A -> Khach hang bén trong B ..

= Khach hang bén trong C ~» Khach hang bén ngoai

Hinh I: Day chuyén khdch hdng

Néu trong day chuyén nay ¢6 mot khau nio dé br gidn
doan, ching han khach hang ben trong C khéng duge phuc vu
(1, anh ta khong di didu kien vat chat va tinh than dé phuc vu
- khich hang beén ngoai 6t, do vay don vi ching ta mat khéch

hang do nguyén nhan ben trong.

C6 thé khai quat tw tuéng nay nhu sau:

Muon thuc hién tr duy kinh doanh méi thi mot thanh
vién trong cong ty phai quan triet v ddng long nhét tri thue
hién. Do vy vin dé ddu den 1a phdi thay déi nhan thire cha
moi CBCNV trong don vi thdng qua cic chwong trinh béj
-dudng, hoc tap.

3 -HVKH
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Céc ban ¢6 hai 1dng véi diéu kién fam viéc, v6i mitc thu
nhap hién nay khong? Céc ban c6 cam thiy ring minh da diéu
kién dé phuc vu t6t khdch hang bén ngoai khong?

L3y sur hai long cda khich héng lam muc tiéu kinh doanh liu
dai ctia ching fa

Trudc hét hdy phung sw khdch hang dd, roi qua dé mai
¢ 1ot nhudn ldau dai! '

N&u chiing ta chi chi ¥ t6i loi nhuan trude tién ma khong
quan tam t6i s hai 1ong ciia khdch hang thi réi cling ching con
khich hang. Va két qua hién nhién 12 l¢i nhuan ciing ra di cing
v@i khach hang! Nganh ta ciing da dua ra phuong cham sau:

Ldy phuc vu lam muc tiéu, Idy kinh doanh lam phuong tién!

Khi ching ta phuc vu khich hang t6t, chiing ta chi€ém
durge 1ong tin va thién cam cba ho thi chiing ta khong con lo
vé canh tranh nita. Va do vay doanh thu, 1¢i nhudn lau dai cila
chiing ta s& tang 1én nhur mot hé qua tat yéu.

Hién nay trén th€ gi6i quan diém kinh doanh hai bén
cling ¢6 loi (Win - Win approach) dang tr nén phd bién. Ta
¢6 thé thdy b6n kha ning khi ta két hop hai yéu t6 thua thiét
(Loss) va c6 lgi (Win) trong bdn 6 vuong sau, trong d6 chi ¢é
kha nang duy nhitl Loi - Loi 1a ¢6 thé duy tri dugc 1au dai
(xem hinh 2).

Nhung nén dé cho khdch hang c6 lgi hon! Céi lgi nho nho
s& 1am cho khdch hang phan chan, hoan hy. Va trong thuc tién
ciling cé vo van cach dé khdch hang ¢6 loi hon. Nhan dip ngay
ky niém thanh lap UPU ngay 09 thdng 10 hang nam chiing ta
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mién phi cho khich hang giri thu thuong trong nudc dudi 20
gram. Thé ia ai ciing h6 héi khdo nhau gui thu. Va thy di thi
phai c6 thu vé& (thr vé thi khong mién cwéc). Va the 1a kich
thich mot phong trao giri thr. -

Khach hang
Thiét Loi
; 2 Thiét - Thidt Thiét - L
Tong - _
Cong ty
BCVT
s Loi - Thiét Loi - Loi
—

Hinh 2: B6n khd ndng trong kinh doanh

Tém quan trong cda nhiing nguer & tuyén diu
1. Ho la ai?

D6 1a nhimg ngusi thudng xuyeén ti€p xdc véi khdch
hang. D6 1a cdc giao dich vién, thy day mdy, buu t4, cdn bo
thu ng, dién thoai vien, 13 nhilmg ngudi 1am cong tiac chim séc
khéch hang...

2. Vai tro cda ho nhu thé nao?

Ho thay mat toan cong ty ti€p xic v6i khich hang, 1a by
mat cua cong ty. Khdch hang khen hay che, hai long hay
khong, lam mat khach hang hay giir duoc khich hang phdn lén-
1a do ho, nhdy ho.
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3. Tai sao ho quan trong?

Vi khdch hang }a quan trong, ma ho thay mdt Nganh
phuc vu khédch hang, lam cho khdch hang hai long. '

Con nhitng ngudi khéc thi sao? Nhimg ngudi khic 1a
hau phuong dé hé try cho nhimg ngudi & tuyén dau phuc vu
khich hang. ' '
4. Dot xit véi ho nhut thé nao?

Coi ho 1a ngudi & tuyén ddu, khé khan, vat va. Do vay
cdn phai tuyén chon nhimg ngudi cé ning lyc, wr chat cén
thiét; d2o tao ho ddy dd, bai ban; st dung ho ding kha ning,
danh gi4 va ddi ngo ho thich dang! Day 12 ba khau lién hoan
i néu thidu ft nhit mot trong ba khau thi chiing ta khong thé
thyc hién duge muc tiéu lam cho khich hang hai long. Mot
ngudi giao dich vien dwoc tuyén chon ky ludng, ding tiéu
chudn, duge dao tao bai ban, cdn than nhung don vi khong biét
sir dung va dii ngo theo diing ning lyc va k&t qua cong tac thi
ho ciing khong thé phdt huy duoc kha nang ctia minh. Nguoi
giao dich vién ndy ciing dé dang lot vao mét xanh clia cac d6i
thi canh tranh va bi ho 10i kéo mét.

. R4t ti€c 1a trong thuc t&€ & nhiéu don vi trong ca ba khau
néu trén déu cé vin dé, dic biet 1a khong tuyén ngudi theo
dtng tiéu chudn cin thiét ma theo co ché ngoai giao hodc qua
“Uu tién con chdu trong nha”. Két qua 1a doi ngil “nhimg
ngudi & tuyén ddu” khong du kha nang lam viéc. Chung ta thir
lien he xem trong ba khau tuyén chon, dao tao va sit dung ddi
v6i nhimg ngudi tuyén ddu tai don vi minh xem ¢é diéu gi
chua 6n khong?
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Chuong Il
HIEU RO SAN PHAM BUU DIEN

3.1 CAC DAC THU CUA SAN PHAM BUU PIEN
Tinh vé hinh cia sdn pham buy dién

San phdm buu dién 1a hi¢u qua clia qud trinh truyén dira
tin tic tir ngudi giri dén ngudi nhan. Do vay n6 khdng phai 12
mot vat phdm cu thé. Khdch hang khong nhin thdy, khong
nghe thay, khong s& thdy, khong ngiri thay! C6 nghia i san
phdm buu dien khong hap dan trye ti€p dén céc gidc quan clia
khdch hang!

bay chinh la mét nhuoc di€m 16n cha san phim buu
dién, vi khich hang khé nhan thic dugc vé chit luong, cong
dung, loi ich, va khéch hang khé bi hdp din bdi chinh sin
phdm buru dién.

Chuing ta hdy hinh dung khi ta vio hang phé, vao siéu thi,
vao bach hod hay vio qudn biin cha. Trong cdc trudng hgp nay
ngudi bin hang chura moi chao gi ca thi chiing ta da bi loi
cudn bai hinh anh, maw sic hdp din va dic biet 1a mai thom
quyén ril ctia thitc an. Doi 14p vdi tr duy kinh doanh tarée day
theo kiu “Hang mdu c&m &, thi nay khdch hang duge
khuyén khich tha hé tiép xiic truc ti€p véi hang hod dé nhanh
chong di t6i quyét dinh mua. Sin phdm vo hinh khong c6 wu
didm 4y, do vay bdn cdc dich vu bwu chinh, vién thong khé
hon, ddi héi nghé thuat ban hang cao hon.
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Sau day Ia cdc phuong hudng khic phuc nhuge diém nay:

- Cho khdch hang thdy duoc céc thiét bi buu chinh, vién
thong hién dai tai noi giao dich, qua quing cdo dé gay dn
tuong tich cyc, tao long tin vé chat luong dich vu.

- T6 chitc noi giao dich khang trang, hdp dén, tien loi.

- Bén than ngudi ban hang phai niém nd, an cin gidi thich,
hudng ddn, tr van cho khich hang ddy dii vé lgi ich.
cong dung ctia cdc dich vu dé ho Iya chon dich vu phi
hop v6i nhu cdu cta ho. Tir van cho khich hang lra chon
san phdm, dich vu phit hop v6i nhu cdu 1a mot nhiém vu
quan trong céia ngudi ban hang bwru dien, Gay thién cam
v3i khdch hang cling 12 diéu cdn thist!

Qué trinh tiéu ding vé cung cap dich vu xdy ra dong the¥ vor
su'tham gia cia cd khach hing va giao dich vién

Khi khdch hang dén qudy giao dich thi qud trinh mua bin
va tieu dung bit ddu xdy ra déng thdi. Do vy, ngudi giao dich
vién dong hai vai: khai thic vién va nguoi bidn hang. Do vay
ho phai duoc dao tao ci hai linh wc 1a nghiép vu khai thic va
tam 1y giao ti€p, k¥ thuat ban hang.

Chat lugng dich vu ciing phu thugc vio tam trang clia
giao dich vién. Do vay, khich hang thich gip ngudi bén hang
quen, tin cdy dé mua thi méi yén tam vé chat lrong.

M&i quan hé giao ti€p giita khach hang va giao dich vién
c6 dnh hudng 16n dén tam 1y, sy cam nhén cta khich hang vé
chét luong dich vu. Theo thong ké khoang 70% cac ¥ kién phan
nan cda khach hang 12 vé thai dd giao tiép cia giao djch vién.
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Nhiéu don vj tham gia véo qué trinh cung cap djch vu

Dich vu buu chinh, vién thong phai trdi qua nhiéu cong
doan & cdc dom vi khdc nhau, cdc dia phuong khdc nhau. D6 1a
cdc cong doan di, dén va qud giang.

Nhu vay, mdt noi lam mat khich hang thi cdc noi khic
cling mat thco. Cho nén moi don vi trong Téng Cong ty déu
phai nd lyc 1am cho khéch hang hai long, bat ké d6i véi ngudi
nhin hay nguoi g, 14 d6i twong phuc vu hay kinh doanh.
Giao dich vién & bat ky ddu trén mang Iudi phai ¢6 trich
nhi¢ém thay mat cho cdc don vi khic trong Tdng Cong ty dé
giip d hay nhan 16i v6i khdch hang.

Ngoai ra c4n phdi tuan thi chinh xdc cdc thé l¢, quy trinh
khai thdc thong nhdt trén mang ludi trong cd nudc.

Cdc djch vy but chinb, vién théng khéng thé du triy dive

Ching ta khong thé san xudt truée hang loat cic dich vu
buu chinh, vién thong dé dy trir va khi thi truomg c6 nhu c4u
cao thi mang ra ban. Trong khi d6 thi nhu c4u cta khich hang
lai khong dong déu giita cdc gid trong ngay, gilta cdc ngdy
trong tudn.

Do vay chiing ta phai nim bét duge quy Juat sir dung cha
khdch hang d¢ c6 k€ hoach vé phuong tién, nhan luc phuc vu
cho phu hop. Dong thdi cdn ¢6 chinh sdch gi4 cuée linh hoat
theo thoi gian d€ diéu chinh nhu cdu clia khich hang, dan déu
tai trong, nham gidm b nhu cdu sir dung vao gidy cao diém va
tang nhu cau vao lic mang lugi nhan rdi. Lam duoc nhur vay
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chiing ta s& ddp tng duge nhu cau cia khiach hang, dong thdi
tiét kiém duoc chi phi khai thic.

Gid tri moi lan giao dich nhé

_ Mﬁl ldn bin mot chch vu buu dien chﬁng thu dtroc 1a
bao Do vﬁy ngu'én ban hing buru dién phai kién tri, “nang nhit
chat bi". Ho‘n nifa chﬁng ta phm c6 nhléu khach hang quen gin
bo, trung thanh th1 méi rnong c6 doanh thu cao. 'Néu nhiéu
khach hang chi dén mua sin phdm cta chiing ta méi mot 14n

16i khong bao gits mudn dén nifa thi chédc chan [ thu nhap cha
chiing ta khong thé nao khd duoc!

Khong phii tit cd cdc dich vu but chinh, vién théng déu cin
thiét, cap bach doi voi khéch hang

Nhu cau cip bdch 1a nhu cdu can duge ddp tmg ngay. Do
vay khéch hang ¢ thé vuot qua cdce can tré &€ mua ngay.

Nhu cdu chua cdp bich 1a nhu cdn c6 thé hoan lai tiéu
ding sau, néu ré, tién loi, vui vé thi mua, khong thi thoi. Do
vay, d6i v6i nhimg loai san phim, dich vu chua cdp bach thi
cdn c6 cdc chinh sich kich thich, khuyén khich khich hang
mua. Chinh sach khuyén mii ca ddu nhon Castrol “Mua hom
nay, ngady mai trd thanh triéu phd” 12 mot vi du. Khi nhimg
khich hang c6 tién, ¢6 nhu cdu diing dién thoai cao thi ho sin
sang trd gid cao d¢ c¢6 duge dién thoai. Nhung nhimg ngudi
con lai thudce vao nhém khidch hang ¢6 nhu cdu thdp, 6 kha
nang thanh todn thép thi ching ta lai c¢dn phai ¢6 chinh sich
khuyén khich, kich thich ho mua nhu giam gid, khuyén mai. ..
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3.2 CHU KY SONG COA SAN PHAM
Khéi niém, dé thi

Chu k¥ s6ng ctia san pham 1a khai niém mo ta sy bién
ddi clia doanh 6 tiéu thu ké tir khi san phdm duoc tung ra thi
truong cho dén khi né phai rdt tui khéi thi tredmg.

Nhu vay mbi san phdm ciing ¢6-mot vong ddi nhu mot
sinh vat song. Ching (a c6 thé dung do thi dé mo ta chu ky
sOng cda san phdm. D6 1a d6 thi doanh thu cta san pham bién
dong theo thai gian.

Céc giai doan cia chu Ky séng vé chinh séch titong ting
D61 v6i timg san phdm, nhém ching loai hodc nhan hiéu
hing hod c6 thé c6 s6 lugng vi do dai timg giai doan khac
nhau, Nhung khdi quédt v& mat 1y thuyét thi chu ky s6ng cia
san pham dién hinh ¢6 bdn giai doan:

& . . .
Giaidoan © Giaidoan : Giaidoan '  Giai doan
tiénkhai  © tangtrudng chinmudi  ©  suy thoai

Doanh
thu
Thai gian

Hinh 3: D6 thi chu ky sdng ciiu sdn phdam
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- Giai doan trién khai san phim mdi.

- Giai doan tang trudng.

- Giai doan chin muéi.

- Giat doan suy thodi.

Chiing ta s& tim hidu dic diém clia mbi giai doan nay.
1. Giai doan trién khai sdn phdm moi
Cdc dgc diém:

- Do sn phdm méi dua ra thi truong nén khich hang con
chua quen, chua tin, chura chdp nhén vi con nhidu e ngat,
can nhic.

- Doanh thu ting cham chap. Loi nhuan thap va tham chi
6 thé id v6n.

- Canh tranh ciing chia xuat hién.

Chinh sdch tiép thi.
- Ting cudng cong tic quing cdo, £iGi thi¢u san pham.
- Tao moi thuan lai cho khéch hang mua.
- Dat muyc tidu quang bd sén phdm len hang ddu, chva chy
trong dén 1ot nhean.
- Nham vao nhimg khich hang quen truée day, nhitng
khéch hang ¢6 uy tin, nhimg khach hang wa d6i méi, 6
trién vong mua, réi ho sé gitfp ta quang cdo.
2. Giai doan tding truong

Trong giai doan nay mue tieu thu bit ddu tang manh,
nhung trén thi trwdng cling bit ddu xuat hién nhiéu déi tha
canh tranh méi. Loi nhuan ciing bit ddu tang. D€ khai thic va
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kéo dai t6i da co hoi nay, cong ty ¢6 thé thue hién cée chinh
sach kinh doanh sau day:
- Gilf nguyén mifc gid hodic gidm gid chit it dé thu hut
khach hang. _
- Gift nguyen hodc tang chi phi kich thich tiéu thu.
- Ti€p tuc thong tin v& hang hod, dich vu cho cong ching.
- Nang cao chét iwong hang hod, tao cho né tinh chit méi,
san xual nhitng mau ma méi.
- Xam nhép vae nhitng phén thi trudng méi.
- Sir dung cdc kenh phan phéi khdc nhau.
- Thay déi doi chiit vé thong diép quang cdo dé kich thich
khach hang.
3. Giai doan chin muoi
bén thai diém nao d6 nhip d6 ting mic tiéu thu bit dau
chiing lai, viéc tiéu thu sén phadm bu6c vao giai doan chin muéi.
Hang hod tiéu thu cham, do nguyén nhan canh tranh gay
gal. D€ canh tranh, cdc d6i thit ding nhiéu th thuat khdc nhay
nhu: bdn ha gid, bin theo gid thap hon niém yét chinh thic,
tang quang cdo, kich thich cic trung gian thuong mai, ting
cuomg chi phi ddu wr cho viéc nghién citu, thidt k€, thir nghiem
nhim tao ra cdc mau ma hang méi... tinh hinh d6 din dén sy
gidm st ctia loi nhuan. Ciing c6 thé do cdc nguyén nhan khéc
nhu gid cd, chdt lwong khong con phd hop véi khich hang.
Toc do phdt trién dién thoai thué bao & Viét Nam trong mot s6
nam gén day chimg lai chinh [d do nguyén nhan gid ca khong
phi hop, nhung khi ching ta giam cude thi nhu cdu lai (ang.
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Pé tiép tuc'tén tai trén thi trudng c6 thé c6 cdc phuong 4n
lra chon sau: ' -
~ Cai bién thi trudng, tic 1 tim thi trudng méi cho hing hod.
- C4i bién hang hod, thay ddi mot s§ yéu 6, dic tinh cha
hang hod. '
- Cai bién cdc chinh sdch tiép thi nhr gid ca, chéit lugng,
phan phoi, khuyé&n mai...
4. Giai doan suy thodi

Gial doan suy thodi xudt hién khi mifc tiéu thu sin pham
gidm sit. Viec giam sit c6 thé dién ra nhanh chéng, cham
chap, tham chi dén s6 khong. Ciing ¢6 hang hod muc tiéu thu
ching giam xu@ng thip rdi dimg lai & d6 trong nhiéu nim.

Mite tiéu thu giam do nhiéu nguyén nhan khic nhau nhur:
thanh tru vé€ cong nghé 1lam xudt hién hang hod mdéi thay thé,
thi hi€u clia ngudi tiéu ding thay d6i, canh tranh gay git tir
-cdc d6i thi trong va ngoai nudce.

Khi mic tiéu thu giam sdt dan dén lgi nhudn giam sit,
mot s6 cong ty c6 thé it khoi thi trudmg, s& con lai ¢6 thé thu
hep chiing loai hang hod chao bén, tr bd phan thi trudng nho,
cdt giam phan chi phi khuyén khich va ha gid nhiéu hon.
Nhung viéc giit lai nhimg hang hod da suy thodi c6 thé gay
nhiéu khé khan cho cong ty, tham chi tam gidm uy tin cho
toan cong ty vi nhitng hang hod d6. Vi viy, dé han ché bét dnh
hudng xdu cua hién tugng nay, cong ty can quan tdm dén cic
khia canh sau: |

- Phai luon theo doi dé phdt hién nhimg hang ho4 budc vao
giai doan suy thodi.
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- D0i v6i timg mat hang phii nhanh chéng thong qua quyét
dinh tiép tuc luu giir hay théi loai chiing ra khoi danh muc
hang hod ctia cong ty. Viec hny £ir mat hang dé doi khi
ciing dem lai m&i loi I6n cho cong ty néu nhu cdc doi thi
canh tranh rit khoi viée kinh doanh mdt hang dé nhiéy,

- Néu uép tuc khai thic san phdm thi nen ha gid bdin ¢é
duy tri khdch hang - ban nhanh thy héi von.

- Chuén bi dua san phdm khdc ra thay thé.

Chu kY sng cda mot s dich vy bus chinh, vién théng

Khi bdn mot loai san phdm, ngudi ban hang phai biét n6
dang & giai doan nao clia chu ky song dé€ 4p dung chinh sich
phi hop.

Dich vu Dién bédo dang & giai doan suy thodi do b dién
thoai canh tranh manh. Do vay nen giam gid cude dé gin
khédch hang va khai thic hét cOng sudt cha thiét bi.

Dich vu dién thoai dang con tang trudng, tuy nhién c6
nhimg giai doan chitmg lai tam thoi. Sau khi chiing ta giam
cude thi nhu cdu lai tang len.

Dich vu di¢n thoai di dong dang con tang truéng nhiéu.

Dich vy nhan tin thai ky gén day c6 xu th€ chin muéi do
bi dién thoai di dong canh tranh manh. Gidm cude la bién
phdp d€ giir vitng thi phan. ' '

Dich vu thu thudng dang & xu the bio hoa do bi cdc dich
vu vién thong hién dai canh tranh manh.

Mai doc gia hay ther nhan xét xem céc dich vu buu chfnh,
vién thong khdc ma chiing ta dang kinh doanh tai co s& dang &



46

Huéng vé khéch hang

giai doan nio ciia chu ky s6ng? Chiing ta nén dp dung chinh
sdch trong ng nao cho phi hgp? '

3.3 NHUNG LiNH VUC KINH. DOANH CUA BUU DIEN

Céc dich vy truyén dita théng tin
| O " LS )
"Céc dich vu truyén dua thong tin duoc phan loai thanh 2

nhém 16n nhir sau-

1. Thong tin vién thong

bien thoai ¢6 dinh.

Dién thoai di dong (cong nghe GSM, cong nghé CDMA).
bién thoai vé tinh toin cdu.

Dién bdo.

Nhin tin.

Fax.

Truyén s6 liéu.

Dién thoai hoi nghi

Cau truyén hinh.

1080, 1088, 116 va cdc dich vu kh4c.

Ddc bigt Ia cdc dich Ve mdi qua Interner rat phong phii

va cé tinh canh trank cao. Pg ld cdce dich vu:

Dien thoai di dong ket nai qua Internet - WAP (Wireless
Application Protocol).

Fax qua Intemet.

Dién thoai ¢4 dinh qua Intemet.

Thuong mai dien ur qua Internet (¢-commerce).
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- Thu, biru dsh dién tr qua Internet.

Y t€ tir xa qua Internet.

t

Pao tao tir xa qua I[nternet.

t

Ngéan hang tai nha qua Intemnet.
Cdc dich vy dién thoai con phdt trién khi mitc thu nhap
clia ngudi dan ting ién theo xu thé chung cha the gidi.
Céc dich vu qua Intemnet con ¢6 nhu ciu phat trién 16n vi
phi hop v6i xu thé phét trién chung trén toan ciu.
2. Thong tin buu chinh
- Cidc dich vu phd thong: thu thudng, buu anh, dn phim,
. g6i nho.
- Céc dich vu wu tién: phdt nhanh, 4n phim quéing céo.
- Cdc dich vu chuyén phat nhanh: EMS, PCN, CPN.
- Dich vu buu phim lai ghép DataPost (12 dich vu lai ghép
gilra buu chinh truyén thong va tin hoc, vién thong).
Céc dich vu truyén dua tin tic buu chinh truyén théng bi
canh tranh boi dién thoai, Internet do vay ¢6 xu huéng suy giam.
Céc dich vu chuyén ph4t nhanh tin tdc ¢dn ¢6 nhidu co
hoi phdt trién vd mang lai ngudn thu quan trong cho Buu
chinh. Tuy nhién van dé dat ra la phdi dim bao diing thai gian
quy dinh ciing nhu tinh an toan tuyét ddi cua loai dich vu cao
cdp nay.
Buu chinh ciing phai tng dung chinh nhimg cong nghe
hién dai dang canh tranh nhu tin hoc, vién thong, dic biet {3
Internet d€ tao ra cdc dich vu méi ¢6 kha nang ddp img nhu
cdu clia khdch hang.
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Céc djch vu phan phoy

Buu kién: ¢6 xu huéng suy gidm. Do vay d€ gitr dirge thi
phan ching ta cdn phéi ting t6c do chuyén phét dé dap
ng nhu cdu ngay cang cao clia khach hang. ,
Chuyén hang hod: ¢6 xu huéng phét triép cdng véi
thwong mai di¢n tr nhung bi canh tranh manh béi nganh
dubmg sit, dudng bo, dudng thuy, hang khong. Khi
thuong mai dién tir phat trién thi Buu chinh c¢6 nhiéu co
héi tham gia vao thi trudng dich vu van chuyén hang
hod. Py ciing 12 mot dich vu ¢6 thé phat trién trong diéu
ki¢n toan ciu hod, buon ban quéc t& phit trién manh.
Chuyén qua tét cho khédch hang.

Chuyén phdt nhanh hang hod dip éng nhu cdu cao hon
vé thoi gian. '

Dién hoa k&m theo vat phdm, tién.

Ching ta c6 thé tham khdo mét s& céc dich vu thuoc loai

nay ctia Buu chinh cic nuée:

Dich vu Buu phdm qué huong (Buu chinh Nhat mua hang
dic san qué huong giiip cho khach hing),

Chuyén phét nhanh ¢6 dau, dua dén tré em dj hoc (Buu
chinh Trung Qudc).

Dich vu bod phigu bau cir tai nha (Btru chinh Phin Lan).
Dich vu kho van (Buu chinh New Zealand) gidp van
chuyén va huru kho, bdo quin cho cdc nha phan phdi hang
hod trong nudc va quéc t&.
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Cdce djch vu tai chinh, dai Iy, bén 1é
Cde dich vy tai chinh:

- Chuyén tién: thudng, nhanh, siéu nhanh.

- Tiét kiem buu dien: gtni m&f)t noi, rit nhiéu noi.

- Dich vu béo hiém buu dién.
Cac dich vu dai Iy:

- 'Thu déi ngoai té.

- Thutién h céc loai: hod don di¢n, nude, dién thoai, Tivi...

- Thanh todn ho cdc loai: trd tién hwu tri, tro cap xa hoi...

Céc dich vu thuéc nhém nay cdn cé nhidu co hoi phat

trién, mang lai ngudn thu I6n cho Buu chinh. Trong mot nén
kinh t& thi trudng canh tranh khdch hang mudn cé dich vu (5t
vGi gid cude phit hop. N&u chiing (a cung cap cic dich vu nay
v6i chat lwgng cao hon va gid cuse phi hop hon so véi khach
hang tr cung c4p nhur hién nay thi chiing ta s& gianh duoe su
tin nhi¢ém cua khach hang dé lam thay cho he.
Cdc dich vu bdn I¢ bao gém cdc loai sau:

- Van phong pham.

- Ban d6 giao thong.

- Thé dién thoai.

- Vé 016 buyt.

- Phong bi, tem thu, buu anh, hop b kién.

- Vat pham lwu niém, bdo chi...

Céc dich vu tai chinh, ban 1é con ¢6 nhiéu co hoi phat

trién va mang lai nguon thu quan trong cho Buu chinh.
4 - HYKH
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Khi cung cap cdc dich vu nay ching ta ¢c6 mot wu th&
canh tranh lén 12 mang ludi cic buu cuc, cic diém phuc vu ¢6
mat dé 16n, tiép can vé6i gdn dan nhat.

Cung cdp tem cufde vé tem chor

- Tem thu.

- Tem suu tap.

- Cdc vat pham lién quan tGi tem nhy céc d6 leu niém lién
guan, FDC (First Day Cover - Phong bi ngay phdt hanh
dau tién).

Tem choi 12 ngudn thu 16n ciia Buu chinh nhiéu nudc,
dac biét 12 thu vé ngoai t& nhd xuat khdu. Tuy nhién ciing cdn
phai dau tr ban diu nhiéu cho cong tic tuyén truyén, hudng
dén swu tap va choi tem nhdm nhen nhém, kich thich, khuyén
khich phong trdo choi tem cua nhan dian. Hon nita, khi doi
song vat chat cia xa hoi dugc nang cao thi doi séng tinh thin
ciing duge nang 1én, dan t6i nhu cdu choi tem nang cao. Buu
chinh Trung Quéc 13 mot dién hinh vé kinh doanh tem choi
trong diéu kién mot nuGe dang phat trién.

Buru chinh céc nuGce trén the gidi da cung cdp nhiéu dich
vu da dang, khdc véi cdc dich vu truyén théng, mang lai thém
doanh thu ddng ké. Trong nhitg nam t6i khi Buu chinh dwoc
tach riéng doc lap thi mot trong cac hudng phdt trién la phai
md thém cdc loai hinh dich vu da dang, ddp g nhu cdu cioa
xa hoi, déng thai ting thu nhap cho Buu chinh. Tim hiéu noi
dung cac linh vue kinh doanh trén day gidp cho doc gia ¢o
nhimg dinh hudéng mo thém cédc dich vu buru chinh méi khic



Chuang lI: Higu 1o sén pham buu dién 51

nhau. Ngoai ra trong Phu luc “Buu chinh dién i (e-Post)” goi
¥ cho chiing ta mot hudéng phat tri€n méi ciia buu chinh theo
xu the lai ghép giita 3 loai cong nghé: Buu chinh truyén théng
- Vién thong - Tin hoc dé (a0 ra cic dich vu méi, ¢6 kha ning
canh tranh cao. )

Vidu: Buu chinh Han Quéc cung ¢&p mot s§ cdc dich vu
sau day:

- Dich vu cung cdp 4n phdm hanh chinh ciia Chinh pha
cho dan ching. Thay cho viéc phai dén cic co quan
Chinh phii d¢ 1ay cdc &n phdm hanh chinh khac nhau, gic
day khdch hang Han Quéc c6 thé dén cdc Buu cuc diang
ky nhan cdc dn phdm d6. Nam 1992 cdc buru cuc c6 thé
cung cdp 20 loai gidy t&. Pén nam 1998 cic buu cuc da
c6 thé cung cdp cho khéch hang 601 loai 4n phdm hanh
chinh thudc 39 co quan khic nhau cita Chinh phi. Dich
vu nay c6 & tat ca cdc buu cuc. Néu khich hang tra thém
phi phat nhanh thi chi c4n thdi gian 3 ngay.

- Dich vu mua hang qua Bwu dién: Duge dua vao nim
1986. C6 1dt cd 584 loai hang hod (hang nong nghiép, hai
san, hiang cong nghiép...). Doanh thu nam 1998 13 3.9ty
Won. Khdch hang c6 thé dat hang qua mang. Thanh todn
c6 thé thyc hién truc tuyén qua thé tin dung..

- Bdn vé: Vé x6 8, vé tau, vé mdy bay, vé hoa nhac, phim
kich. Doanh thu nam 1998 dat 133,6 triéu Won,

- Dich vu thy mdy tinh (Computer Mail Service): day la
loai thar lai ghép hay DataPost. Nam 1998 di nhan duoc
7.4 triéu nhu cdu g, v6i doanh s6 692 triéuw Won.
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Chuong IV
HIEU RO KHACH HANG BUU DIEN

4.1 KHACH HANG BUU DIEN LA AI?
D67 vdi but dién ndi chung

Bit k¥ ai ciling 12 khdch hang cGa buu dién, tir em bé maéi
cdp sdch dén treong dén cu gia vé huu; tr ngudi nobng dan
chan chit quanb nam véi rudng déng dén nhi ngoai giao timg
di nhiéu nuéc trén thé giGi. Day 1a d6i trong rat rong 16n vai
nhiéu tam 1y, tinh cdch da dang. Giao ti€p phuc vu cic doi
trong da dang nhu vay dé cho ho hai long qud 14 chuyén
khong don gidn. o

Dé7 vdi timg dich vu but chinh, vién thong

Do 10i ich, gid cudc clia méi loai hinh dich vu khédc nhau
cho nén khach hang d6i v6i timg loai san phdm c6 nhimg dic
diém khdc nhau. Nhimg dich vu cao cdp nhv dién thoai di
dong hién nay & Viét Nam thudng phd hop véi nhimg khach
hang c6 kha nang thanh todn cao, di lai nhiéu. Ho thudng la
" ¢dc nha kinh doanh, cdc ¢dn b6 nha nude c6 chic vi. Dich vu
di dong truy c4p Internet con c¢6 d6i tugng khdch hang han hep
hon. Dich vu chuyén phat nhanh hay dich vu phét trong ngay
ciing viy, do t6c do nhanh, an toan nhung gid cude cao nén
nong dan ching ai dim ding vi he ciing ching c6 nhu cau va

kha nang thanh todn. '
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Tuy nhién cdn lvu ¥ ring trong s6 nhitmg khich hang
cung st dung mot loai dich vu nhung tam 1y, s& thich clia ho
ciing khong hoan toan giong nhau, Cing Ia thué bao dién thoai
¢6 dinh nhung nhém khach hang 1 cdc nha buon lai rat kiéng
ky xuit tién vao ngady méng mof am lich. Cho nén céc nhan
vién Buu dién ché nén di thu tién ho vao ngay dé!

Nhu vay nguoi bin hang buu dién qua qua trinh giao tiép
v6i khdch hang sir dung timg {oai dich vu hiy c6 ging nim bit
nhimg dic tinh 1am 1y, s& thich, thi hifu cla cdc nhém khiach
hang khac nhau dé giao tiép véi ho, phuc vu ho t6t hon.

Quan diém phan doan thi truong
Do khich hang buu dién da dang nhu vay nén d€ hiéu 16

khach hang ching ta phai theo quan diém phan doan thi
truong, chia khach hang thanh cdc nhém twong d6i déng nhat
khdc nhau d€ tim ra quy ludt tam 1y chung d6i véi khich hing
trong timg nhém. Pay chinh 13 quan diém phan doan thi
trudmg trong Marketing. C6 nhiéu tiéu chuin d€ phan chia
khéch hang thanh cic nhém, cic doan thi trudng. Sau day 1a
mot s6 tieu chuén phan doan thuodng ding:

- Phan doan theo tudi tic.

- Phén doan theo giéi tinh.

- Phan doan theo nghé nghiép.

- Phén doan theo dan toc.

- Phén doan theo qudc tich.

- Phan doan theo dia du.

- Phan doan theo mac do st dung.
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- Phan doan theo tinh cach.
- Phan doan theo loai dich vu khich hang sit dung.

Vi du: D61 v6i ngudi Viet Nam tinh cdch ctia ngudi & ba
mién c6 nhitng nét khac biét nhau ma chiing ta cdn biét dé ing -
Xir trong qué trinh bin hang.

Poc gia thir nhan xét vé tam 1¥, tinh cdch cha cdc nhdém
khéach hang khic nhau tai dia ban minh phuc vu.

Trong cic nhém khdch hang chiing ta ¢in quan tam dic
biét dén “Nhom khdch hang Ién” (phdn doan theo mirc do si
dung). Day la nhom gém mot sé khong nhi€u khdch hang ninmg
doanh thu ho mang lai cho ta chi€ém maot ty trong Ién (trén 80%)
trong t8ng doanh thu ctia don vi (theo quy tac 80/20).

Tdm quan trong cia ho déi véi céng tv nhu thé ndo?

Nhom khach hang 16n cé tam quan trong déc biét doi vai
don vi, cong ty boi miy 1¥ do sau day:

- Thir nhdi: Ho mang lai cho cong ty mot nguén thu 6n
dinh néu ho van la khich hang cda chiing ta. Néu ching
ta dé mat ho chiing ta s& dé mat hdu hét doanh thu ciia
cong ty. '

- Thit hai: Trong mot thi trudng canh tranh thi cdc doi tha
canh tranh ca ching ta thudng hay nhim vao cdc khdch
hang 16n dé 16i kéo, nhu vay, néu ho 1am duge ho s& dé

- déanh guc ching ta.

- Thir ba: Nhitng khich hang Ién ciing thudng dé “kiéu
cang”, 1am cao vi trong thong 1¢ thi truomg cdc khach hang
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tom thudng duce cham sde chu ddo, duoe nhiéu wu tién.
Chinh sdch doi véi nhém khach hang 1ém

Do tdm quan trong ddc bi¢t caa ho nhr da phan tch,
chiing ta phai hiéu ho mot cdch k¥ ludng, phai cé chinh séch
rieng, ddic biét d6i véi nhém khiach hang 16n, dé lam cho ho
tr& thanh khdch hang trung thanh, gin bé lau dai véi ching ta.
Sau day la mot s& chinh sdch co ban:

- Lap danh sich, hé so khdch hang lén d¢ quin 1y mot
cdch khoa hoc, hé thong.

- Phai phan cong mot nhém nhan vién chuyén chdam séc
cdc khdch hang l6n.

- Phaéi ¢6 chinh sach wu tién vé san pham, gid cu6e, phan
phdi, quang cdo, tuyén truyén.

- Phai thudng xuyén tham hoi, duy tri méi quan hé than

~ thién, lau dai.

Chi tiét hon, ngudi ta c6 thé chia “Nhém khdch hang
I6n” clia cong ty thanh mot s6 nhém nhd khic, nhu “Nhém
khiach hang chién luge”, “Nhom khdch hang dac biét” can ci
vao doanh s0 ma ho mang lai cho cong ty. Cac chinh sdch
cham séc¢ khdch hang do vay cling duge thiét k& ty theo mifc
do quan trong cta ho doi véi cong ty.

4.2 DAC TiNH CUA MOT SO NHOM KHACH HANG
Nguri cao tudi
C6 thé n6i nhém khdch hang nay la nhém khich hang rat
ky tinh. Chiing ta thir tim hiéu dé biét duye rd hon vé ho, d¢ tir
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d6 ¢6 thé thong cam véi ho va biét cach 1am cho ho hai long,
tranh duoce nhimg va cham khéng diang ¢6.

- Thit nhdt: Ho khong con lam viéc. Do vay ho thudng c6
1am trang hing hut ca vé yat chét va tinh thn. Ho cting
¢6 don. Do vy ho cdn hon ai hét nhu céu giao ti€p va su
ton trong. Néu ho thay khong duge 16n trong thi ho sin
sang viét phan 4nh 1én bdo, lén di. Dai voi ho thye sy la
"o chao cao hon mam ¢§".

_ Thir hai: Ho gia ca, sitc y&u, chan cham, méit md, nghe
khé, nhin khoé.

- Thit ba: Ho theo "chii nghia" kinh nghiém, sg mao hi€m,
do vay thuong hay than trong, bao thi, khé chip nhan
¢4i méi, quyét dinh sin phdm maéi cham chap.

- Thi te: Khi mua hang ho thudng cin cit vio cic yéu 16
Iy tri nhw bén chic, tiét kiém, ré, nhung lai dé& bi chinh
phuc b&i cdc yéu t6 tinh cam nhu sy ton trong, gitip da,
hiu va thong cam. Ho mu6n moi thit déu phdi o rang,
ranh mach., '

- Thiz ndm: Ho muén dugc tran trong, duge hdi ¥ kién tu
vin dé ching to ring minh vin minh mén, sdng sudt, van
¢é ich cho xa hoi.

Nhr vay d@i v6i ho chiing ta nén ton trong, thong cam,
gidp d5, quan tam, trd chuyén, lang nghe. Lam dwoc nhu vay
chiing ta sC gy duge thién cam v6i ho, lam cho ho hai long,
han ché dugc cdc bai dang phé binh tinh than thdi do phuc vy
cla Buu dién trén bdo, di, tivi, '
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6 ¢6 1h& thong cam v6i ho va bigt cdch am cho ho hai long,
(rénh duoc nhimg va cham khong dang co.

- Thit nhdt: Ho khong con lam viéc. Do vay ho thudng co
(am trang hing hut ca vé vat chét va tinh thin. Ho ciing
¢6 don. Do vay ho cdn hon ai hét nhu cu giao ti€p va su
16n trong. N&éu ho thay khong duoc 10n trong thi ho sén
sang viét phan 4nh 1&n béo, 1en dai. Déi véi ho thue sy la
“[di chao cao hon mam cb”.

. Thit hai: Ho gia ca, stc yéu, chan cham, mit md, nghe
kh§, nhin kho.

- Thir ba: Ho theo "cht nghia" kinh nghiém, s¢ mao hiém,
do vay thudng hay than trong, bdo thi, khé chap nhan
c4i mdi, quyét dinh san phdm méi cham chap.

_ Tt tw: Khi mua hiang ho thudmg cin cit vao cdc yéu 10
ly tri nhu bén chic, ti&l ki¢m, ré, nhung iai d& bi chinh
phuc bdi cdc y&u 16 tinh cam nhu sy ton trong, gitip d0,
hi€u va théng cam. Ho muén moi thit déu phai 16 rang,
ranh mach. '

- Thit ndm: Bo muén duoc tran trong, duge hoi ¥ kién tu
vin dé chimg 16 ring minh van minh man, sing sudt, van
c6 ich cho xa hot.

Nhir vay d6i véi ho chiing ta nén ton trong, thong cam,
gitip 5, quan tam, trd chuyén, lang nghe. Lam dwgc phu vay
ching ta s& gy duoc thi¢n cam vdéi hy, 1am c¢ho ho hai long,
han ché dugc cdc bai dang phé binh tinh thdn thdi do phuc vu
cua Buu dién trén bdo, dai, tivi.
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Cac doanh nhin

Cac doanh nhan, dic biét 1a chl cdc doanh nghiép e

nhén la nhimg ngudi Ldo bao, ¢6 gan 1am gidu, chap nhan mao

hi¢m. Ho sir dung cdc dich vy chi.yéu nham phuc vu cho cong

viéc 1am an, kinh doanh. Do vay ho dé dang chdp nhén cdc san
pham méi, dich vu méi. Vi vay khi ¢é san pham, dich vu méi
nén gid thiéu vé ho.

Ho tu duy nhanh nhay, linh hoat.

Ho quyét dinh mua nhanh va chi trong t6i hiéu qua si
dung ctia san pham, dich vu.

Ho ¢6 kha niing thanh todn cao va thanh toin nhanh.
Nhiéu ngudi ciing ty hdo vé sur thanh dat cta ho va thich
n6i vé thanh tuu ctia minh.

Tri thie

La nhimg nguti wra thich néi nang lich s, ton trong.

Ho hiéu biét rong.

Khi mua ho muén giai thich 1gi fch, cong dung rd rang,
¢ chitng cit, ¢d co s6 khoa hoc.

Khidch hang 13 nguoi dan téc thiéu sé

Ngudi dan toc Ihufmg chan that, thang than, don gian, 16t
bung, mOc-mz_lc‘

Ho ciing mudn duoce ton trong, than thién.

N6i nang véi ho nén dang tir don gidn, ngan gon, cham.
rdi va dac biét 1a ¢6 hinh tuong,
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Hung vé khach hang

Nen kién tri dé ho hidu din, Bimg vi'ho chua hidu ma
nong voi, khd chiu.
Can ndm duge phong e, tap quan cia méi dan toc dé

tranh pham huy.

Noi ¢ nhidu khich hang dan toc, cic £1a0 dich vién nen
bi€t duge ngon ngit ctia ho dé g1ao tiép. Do vay biél tiéng
dan toc lai con quan trong hon ca tiéng Anh!

Khach hang I3 nam 10§

Loai khdch hang nay da phan 13 thien vé tinh hon 13 ly
khi quyét dinh mua.

D6i véi cde hang ho4 dich vu ¢6 lién quan dén yéu 1§ ky
thuat ho thudng hidu bisi nhiéu. Vi vay khi mua ho
khong chi quan tam dap Yéu 16 gid ca ma ho ¢on quan
tam dén ci cde yéu 1§ thuge vé tinh nang ky thuit va cha
luong sir dung.

Ho thwdmg mua nhanh chong, it lya chon, ngai mic ca, it
thich muga hang ha gi4, hay nghe theo 15i khuyén cia
nguoi bian, nhat 13 néy nguoi bdn 1A nir, |

Khdch hang 13 niy gioF

Noi chung, s6 khdch hang nay thudmg chieém sg dong .
Ho ky udng trong viéc lua chon mua bdn hon so cac loai
khich hang khic, hay mic c4, tinh lodn gid tri kinh 1€,
hay so sanh khen che. Hon nita, ho dé bi cudn hidt hgi
cac quay hang mau, quang cio vi hang mot mai, song lai
thudng mudn mug hang ¢6 pis e,
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Phu nit thudtmg c6 gidc quan tinh tuémg hon nam gidi,
thich moi thi trong clra hang ngén ndp, gon gang.

Ho hay chi ¥ ti hinh thic, bao gd1.

Ho ciing thich dugc khen vé hinh thiec, ddu téc, trang
phuc v.v... ctia ho.

Khich hang I3 nguoi tén tit

Pac diém ciia nhing ngudi niy la ho s€ gap kho khin

nhat dinh khi di mua hang, v ho thuong rt nhay cam, dé tyai
vi mic cam, hay buc boi hon ngudi khoé manh,

Nhimg ngudi ndy rdt mong mudn duge phuc vu nhanh
chong, chu dao.

Ho mudn duge thong cam, nhuong nhin, ton trong,
nhtmg khong phai theo kiéu thuong hai.

Vi vay khi ban hang, ngudi bin cdn cO thdi do nhe
nhang, t& nhi va ton trong, sdn sang gitip dd ho.

Khéch hang i nguoi nude ngoai (tir cac nide khéc nhau)

Nhiing khdch hang nay thuong gap khé khin vé ngon
ngir trong qué trinh sit dung dich vu.

Do phong tuc, tap qudn khic nhau nén ban diu ho ciing
s by ngd, 10 md mudn dugc giai thich, cung cép thong
tin day di. Mau thudn hay xay ra khi thi¢u thong tin, khi
ngon ngit bat dong.

Ho thuimg song phing, rd rang vé gid cd, tién nong,
(ham chi tién 1&, nhd ciing can thanh todn day du.

Ho rat vui khi ching ta hiét vé dat nuée cua ho. Néu ta
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néi duge maot i nEoN ngir cia ho, néi vé da UG clia ho
thi ta dé gay duoc thien cim vai ho, hai ben cim thay
£an gii hon.

Céch goi theo ton riéng hay goi theo ho ciing ¢c¢ su khdc
nhau gitta cic nuge,

- Nen than thién £ilp d& ho nhr 13 ngudi chii nha 6t bung
dén khich dén thim

nuGe ngodi, doc gis 6 (hd tham khdo cuén sich “Tiéng Anh

danh cho gigo dich vien Buy dién” do Nha xust ban Buy dién
Xudl ban nam 1998,

- Nhitng khich hang nay thudng khong dé (i Va0 ngudi

V0D ¢6 tinh da nghi,
- Khi can nhic mua, nhitmg khich hang nay hay yéu cau
gidi thich kg ludng vé nhitmg dich vy ma ho dinh mug vy -
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N&u ching ta da 1am cho ho tin twong thi nhimg 14n mua

sau sé dé dang hon.

-

4.3 LAM THE NAO BE HIEU R KHACH HANG BUU DIEN?
Nguyén tic chung: Tang cuong giao tiép voi khdch hang,
l4ng nghe khach hang

Muén hidu ro khach hang cdn phéi thong qua giao uep,
ling nghe, trao ddi thong tin tryc tiép hoge gidn 1i&p.

Tao diéu kién, co hoi dé khich hang cung cdp thong tin
vé mong mudn cia ho cho ching ta.

Cin lwu ¥ riing giao tuép voi khach hang khong chi bo

gon trong ndi dung mua, bédn ma con la trao ddi, hoi han vé
céc vin dé cude sOng dodi thudng dé hifu biét, gin ghi, than
mat hon véi khiach hang.

D6l vdi nhiing ngudl thuong xuyén tiép xic vdi khach hang

Ho ¢6 co hoi thuan loi 13 giao ti€p tryc tiép thudng xuyén
v6i khich hang, do vay khong nén bo 16 cac co hdi nay
dé& nim bat tam 1y, thi hi€u ciia khich hang.

N6i chuyén véi khich hang 1a edch dé dang dé hiéu ho.
Quan sdt khach hang béng tat c& cic gide quan {ai noi
giao dich, tai nha, tai co quan cua ho.

Ding dién thoai & hoi ¥ kién ho.

Qua sé g6p ¥, phi€u gop ¥, s6 thue bao dé thu nhan
thong tin tir Khdch hang.



62 . Huing v khach héng

D61 vdi céc chuyén visn tiép thi
- C6 thé tién hanh cic cudc diéu tra khich hing d€ thu
nhan thong tin.
- T6 chitc hoi nghj khdch hang dinh ky dé gap g5, trao ddj
va lang nghe ¥ kién caa ho. ' :
- Thu thap thong tin qua bdo, dai, tivi. .,
D6i vdi cdc nhé quén 1/ .
Céc nha quan 1y c6 thé sir dung cdc thong tin sau. dé hiéy
16 khdch hang:
- Qua bdo, dai, tivi.
. Qua cdc hoi nghi tai dia phuong.
- Qua s6 liéu nghién citu thi truong,
- Qua cdc nguén thong tin noi bo khic. _
Cdc nha quan iy thuong hay vien Iy do 1a cong viec rat
ban biu, hop hanh tu bi nep khong ¢4 thoi gian tim hiéu khach
hang. Nhung khong ¢6 cuoc hop nac quan trong hon Ia hop
vO1 khdch hang! o
Tém lai, cdc chuyén vien tigp thy, nhiing ngirﬁ_i @ tuyén dau
va cdc cdn bd quan 19 cn sir dung tdng hop céc nguén thong tin
khdc nhau dé thuc hien phuong cham hiéu rd khich hang.



Phan Il

NGH€E THUAT VA
K9 NANG GIAO TIEP
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Chudng V
NGHE THUAT GIAO TIEP

5.1 THE NAO LA GIAO TIEP?
Khai niém giao tiép

Giao 1i€p la mot qud trinh trao d6i thong tin giita cdc cd
nhéan thong qua mot hé thdng ngén ngit nhim dat duge muc
tiéu nhat dinh. -

Hé thong ngon ngir dwoc sir dung trong giao tiép bao
g0m ngon ngir néi va ngodn-ngit khong 104,

Ciing ¢6 thé néi cach khdc: giao tiép 1a qué trinh trao di
thong tin, ¥ tudng, cam xic thong qua cdc phuong tién giao
ti€p khdc nhau.

Tém quan trong cda giao tiép ndi chung

Qud trinh giao ti€p xay ra & moi lic moi noi trong cude
song hang ngay cling nhu trong kinh doanh va trong xa hoi.

Trong giao Gi€p hang ngay gilta con ngudi véi con ngudi
thi mot 16i ndi, mot dong thu, mot cir chi... dit 1a vo tinh hay
hiru ¥, c6 thé gay thitn cam, m& dudng cho s hop téc kinh
doanh hay gitip d& nhau dan 16i sy thanh cong trong cuoce
s6ng, nhung nguoc lai cling ¢6 thé gay ra sy bat hoa, nghi ky,
cam ghét nhau dua (61 sy that bai tham hai.

Do vay, ky nang giao 1i€p cén thiét cho bat ky ai: cho
thay gido trong giao ti€p véi hoc sinh, véi dong nghiép: cho
5. HVYKH
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nha kinh doanh trong giao Gi€p véi khach hang, véi cong
ching: cho nha quan ly trong giao ti€p véi cdp dudi, c4p trén
va vdi khéch hang...

Giao tiép trong ban hang but dién

Déi v6i nganh Buu dién, do sin phdm ¢4 tinh v6 hinh,
cho nén giao tép giita khach hang véi buu t4, véi giao dich
vién, dién thoai vién... c6 vai trd rat quan trong trong viéc lam
cho khdch hang hai long. Thuc tién giao tiép véi khach hang
buu di¢n cho thay nhiéu 16i trong giao ti€p din dén xung do,
mau thudn gilta hai bén 1am anh hudng t6i vy tin ctia ca nganh
Buu dién. _

56 ligu thong ké cho thdy gdn 70% nhing ¥ kién phan
nan cia khédch hang la vé thdi d¢ giao tiép ciia ngudi ban hang.

Do vay chiing ta cin chd trong dén hoat dong giao ti€p véi
khach hang.

5.2 BAN CHAT cUA GIAO TIEP
Giao tiép khéng chii dink

Rat nhiéu trudng hop trong giao ti€p ching ta cung cap
thong tin khong chi dinh truée (do vo tinh) nhung din 16i sy
hiu 14m dang tiéc cia ngudi tiép nhan. C6 nhimg cau néi,
nhiing hanh vi vo tinh ciia giao dich vién nhung gay cho khdch
hang su kho chiu va nhan duge si phan tng gay gat.

Chéing han mot 161 chao khéch hiang bing “bac” véi suy
nghi 12 0n trong khdch hang nhung lai gay sy khé chiu va
tham chi sur phan @ng gay gt ra mat cta ngudi khich hing
dimg (i nhung dang muén tré lai.
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Chir “xin” trong an phdm TH 27 ("Phicu xin ding ky dam
thoai”) 1am cho khdch hang hiéu 1dm, khé chiu vi cho ring day
la hidu hién cia thdi d6 cira quyén d6i véi khach hang, mic du
n6 don gian chi 1a th6i quen trong viin ban tir thefi bag cip.

Ngudi Viet Nam c6 théi quen hay héi wdi tic, con cii,
gia dinh... trong giao 1i€p dé thé hién sy quan tam 1in nhau,
nhung nguti phuong Tay lai cho ring d6 i bidu hien sy to
mo, bit lich s khi chira than quen. Do vay su khic bigt vé
phong tuc tap qudn ciing dé din i nhig hiéu 14m déng tice,

Cang mot tir ngi¥ nhumg dirge hiéu khac nhau

Y nghia clia méi tir ngif trong giao ti€p phu thudc nhan
thikc, kinh nghi¢m, ngén ngff clia ngudi nghe.

Vi dy, cing fa tr “Apple”” c6 ngudi hidu 13 qua téo do,
ngudi khdc lai nghi dén qua tdo vang, con ngudi khong bist
ngoai ngit thi ching hiéu gi c! Cling I3 tir “6m” ngudi mién
Nam hiéu 12 gdy com, con ngudi mién Bic chwa c6 kinh
nghi¢m lai hiéu thanh khdi niém 6m dau!

Giao tiép khéng chi bang 167 néi

Giao ti€p c6 thé thye hién théng qua nhidu phwong tien
nh I0i n6i, chit viét, cdc hinh twong va ci biing ngén ngit
khong 16, trong d6 n6i dung 16i néi chi chuyén tai mot luong
thong tin nho. Cdc chuyen gia giao tiép cho ring khoang 90%
luong thong tin nhan duge trong giao ticp la qua ngdn ngit
khong 1di (khong phai bing n6i dung 16 néi).
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Ngudi nghe dé tin vao ngon ngit khong toi. Ngon ngl
khong 19i c6 thé duge Tinh hoi qua cd nim gidc quan: nhin,
nghe, s3, nglfi, ném. Ching ta s¢ tim hiéu k¥ ngon ngir khong
101 & phan sau.

Giao tiép I3 hoat déng hai chiéu

Trong giao ti€p bao giv ciing g6ém hai qua trinh ngugc
chiéu 1a cung cép thong tin va ti€p nhan thong tin phan héi.
Thong tin phan héi gidp cho ngudi truyén tin ddnh gid viéc
thuc hién muc tidu giao ti€p ban ddu nhu th€ nao d& 1am co s&
diéu chinh noi dung cung cdp thong tin tiép theo cho phit hop.

N6i mot dinyg hiéu mét néo _

Ngudi n6i dinh chuyén thong tin nay, nhung ngudi nghe
lai hiéu thanh thong tin khic, diéu nay ciing dé& dan 16i hidu
14m dang ti€c. Ly do cta tinh trang hiéu sai léch nay la do
nhan thirc, kinh nghiém, kién thic, ngon ngit, phong tuc, tap
qudn cla hai bén giao ti€p khong giong nhau. Khi ngudi Nhat
néi “vang” thi ciing c6 thé hidu 1a “c6” hodc 1a “khong”. Khi
ngudi Bungari gat du thi c6 nghia la khong dong ¥! Khi hai
ngudi hen nhau [a “chd minh © céng cong vién Théng nhat
nhé! thi ngudi nay dén céng trude, ngudi Kia lai chy & cong
sau, cudi cling khong gap nhau.

5.3 MO HINH GIAO TIEP
Mé hinh
Dé dé hinh dung, chdng ta ding mo hinh giao U¢p nhu
trong hinh 4 va 5 sau day:
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Thang tin Théng tin
di nQUac

Hinh 4: M6 hinh giao tiép khdi qudt.
Céc yéu t8 trong mé hinh, lién hé thurc tién
Ching ta tim hiéu cdc y&u t8 trong md hinh giao ti€p
chi tiét: ' _

.= - Nguoi gii: 1a ngudi cung cip thong tin dau tién. Thuc ra
trong qud trinh giao Gép, do tinh hai chiéu thi nguoi gl
tin ban dédu sau d6 ciing lai 14 ngudi nhan thong tin phan
héi. Khi ching ta gidi thi¢u mot dich vu cho khédch hang,
chiing ta d6ng thdi quan sdt khich hang dé biét dugc ho
phin tng nhy thé no: hiu hay khong hi€u, quan tam
hay tho o. Tit d6 ma diéu chinh noi dung hay cdch giai
thich dé khdch hang hiéu.

- Nguoi nhan: 12 ngudi ban diu tiép nhan thong tin, nhung
sau d6 ciing giri thong tin phan hoi tro lai. Thong tin nay
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thé hién thdi do, phan tmg cha ngudi nhan tin khi t&p
nhan thong tin tr ngudi gii. Ngudi gl cdn nam bt
thong tin phan hoi nay.

Théng tin

!

Ma hoa

l

Truyén di

Hidu thong tin
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Giai ma
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Nhan
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Hinh 5: Mé hinh giao tiép chi tiét
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. Md hod: 1a viee chuyén thong tin can gifi thanh 18i ndi,
_chit viét, ngon ngit khong 18i. Chang thanh ni¢n mudn
“thong tin cho co gdi la minh yéu 0 1a, nhung néi hing

1oi thi khé, nén chang (a ma hod thong di¢p tinh ycu nay
qua mot bo hoa hong do thim nhan ngay sinh nhat cua
o6 géi. Trong giao tiép néu mi hod sai thi dan 161 sy hiéu
lam théng tin.

. Gidi md: 1A qua trinh hiu nhimg tin hiéu nhan dwogc tr
ngudi g tin. Nhan duge mot bo héng 46 tham tir tay anh
ban trai vao dip sinh nhat clia minh, ¢6 gdi phai giai dap
dugc 13 né ham chira théng tin gi, ¢6 phai d6 1a thong digp
finh yéu hay khong? Néu gidi md sai thi cing & dan 6
hidu nhim thong tin. Doan tho sau cho thdy chang trai
qué that tha ma hiéu nhdm tinh cdm cla cb gdi:

Em bdo anh di di
Sao anh khéng ditng lai?
Em bdo anh ditmg lai
Sao anh lai ra di?
Loi néi gié thodng bay
Doi mdt huyén dam 1é!...
Sao ma anh ngoc thé!
Khéng nhin vao mat em?
Khi chiing ta n6i gid cha mot chi€c mdy dién thoai di
dong, khach hang co thé khong ché dit ré gi. Nhung chi qua

c4i nhiu long may ching ta cing ¢é thé giai ma dé nhan duge
thong tin 13 khach hang che dat.
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- Nhiéu (cdn tré): 1a cac y&u 16 bén ngoai moi truong cling

nhu trong ban than mdi bén tham gia giao ti€p lam cho
thong tin bi méo mo, sai lech. D6 1a tigng 6n, nhiet do
clia moi trudng giao tiép, 13 su khdc biét vé nhan thie,
ngon ngit, phong tuc, tap quéan cia hai bén. Do vay, can
phai hiéu ban chdt cba nhiéu, phdi diéu chinh lam cho
giao tiép dugc thue hién thudn lon Khi giao 1i€p vo1
khéch hang ¢6 ngon ngh, phong tuc tap quin khac véi
chiting ta thi cdn hét sttc cdn than dé tranh hi€u nham.

5.4 CAC LOAI HINH GIAO TIEP

Theo phitong thifc trao doi thong tin

Theo phuong thite trao d6i thong tin chiing ta c6 thé chia

ra ba loai hinh giao ti€p:

- Giao tiép viét: 1a giao tiép thong qua thw tir, cong van,

chi thi, bdo cdo..., titc 1a ding van ban dé chuyén i

thong tin. Nhiéu loa1 giao ti€p phai ding t6i viin bin Vi

né doi hdi tinh phdp 1y cua thong tin nhu hop dong,
quyét dinh, nght quyét dai hoi. ..
Giao tiép néi: 1a giao ti€p dung 1di n6i dé chuyén tai
thong tin nhu toa dam, hoi nghi, dam phdn, giao luu,
chuyén trd... loai hinh giao ti€p nay c6 loi thé 13 ¢6 thé
bidu dat céc sic thdi tinh cAm khic nhau cha giong ndi,
ddng thoi c6 thé nhan ngay duoc thong tin phin hoi.
Giao 1iép bdng ngon ngit khong loi: 1ai ding ngbn ngir
khong 14 d& trao d6i thong tin. Loai hinh giao ti€p nay
chuyén tai duge nhiéu noi dung thong tin.
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- Theo phitong thire tiép can

- Gigo tiép tryc tigp: 12 loai giao 1€p thong dung nhil trong

d6 cdc bén giao tép gip nhau mat déi mat va trao dai

~ thong tin bang 11 n6i kél hop véi ngodn ngit Khong 1oi.

Giuo tiép gidn tiép: 14 loai hinh giao ti€p ma hai bén phai
thong qua mat phuong tiép trung gian khic nhu thu ur,
dién thoai, fax, cau truyén hinh, Intemet... Giao ti€p gidn
ti€p givip cho chiing ta giam duge chi phi, md rong duac
tdm giao ti&p va 1a budce chudn bi dé giao Gép truc tiép.

Theo tinh chét giao tiép
- Giao tiép chinh thirc: 12 giao té€p c6 sy an dinh theo phip

luat, thé ch& hay theo mot quy trinh dwoc thé ché nhu:
hoi hop, dam phdn, hoc tap... Do tinh phdp 1y nén giao
1i€p chinh thitc 1a can thiét trong mot s trudong hop.

Giao tiép khong chinh thitc: 12 loai hinh giao Liép khong
theo quy dinh nao ¢4, mang tinh ¢4 nhan. Tuy nhién giao
ti€p nay cling phai tudn theo cde chudn mue vin hod, xa

~ hoi, phong tuc, tdp quin nhat dinh. Bi tham hoi nhau, di

tham quan, di xem phim, di an ¢é... thudc loai nay. Loai
hinh giao Uép nay it mang tinh & nghi, do vay né tao
phin khong khi than mat, c&i md, vui twoi vA hiéu biél
lan nhau. Thudng thi truée khi thye higén cdc cudc gap
chinh thitc, ngudi ta phai ti€n hanh cdc cudc gap khong
chinh thitc d& chudn bi. Cic cudc gip gd khong chinh
thitc v&i d6i tde kinh doanh, v6i khdch hang, dong
nghicp, v6i cong ching néi chung dé tao bau khong khi
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than mat va do vay dé di dén thoa thuin gidi quyél cic
van € khic nhau.
Theo loai hinh hoat déng

D6 1a cdc loai hinh giao ti€p chuyén biét nhu giao tiép su
pham, giao tiép kinh doanh, giao ti€p ngoai giao...

5.5 NGHE THUAT GIAO TIEP
Thé nao Ia nghé thudt giao tiép?

Ta c6 thé xem nghé thuat giao tiép 12 nghé thuat nhan
biét mau le nhitng biéu hién bén ngoai va dodn biét nhimg
dién bién tam 1y bén trong cta d6i tuong giao tiép, dong thii
biét sit dung linh hoat, nhudn nhuyén cdc phuong tién giao tiép
khédc nhau, biét dinh huéng dé diéu khién qué trinh giao tiép
nhém dat dugc muc dich di dinh.

Qua day ching ta thdy ro 12 mudn giao ti€p thanh cong:_

thi phéi ndm bdt nhanh chong tam Iy cia doi tugng giao tiép
dé diéu chinh qud trinh giao tiép. Dong thoi ngdn ngit 161 néi
va ngon ngit khong 10i 12 cdc phirong tién giao ti€p quan trong
dé truyén va thu nhan thong tin. Hon nita cdn phai dinh hudng
d¢ diéu khién qua trinh giao tiép theo muc tiéu da dat ra.

Nhitng ky néng can thiét dé thuc hién nghé thuét giao tiép
Pé dat dugc nghé thudt giao ti€p, chiing ta c¢in phai tich

luy va rén luyén dé ndm bat duoc va st dung linh hoat céc k¥
nang giao tép.

1. K¥ ndng ndm bdt tam Iy

f
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‘Pay 1a k§ ning phdn dodn, nim bt dugc tam 1y cia d6i
twong giao ti€p thong qua quan sat cdc bidu hi¢n bén ngodi
nhur (i thé, ¢l chi, hanh vi, nét mat, ngon ngir ciia ho.
| Trén co s& thong tin nhin duge thong qua quan sit ngudi
giao ti€p v6i minh, dong thdi két hop véi kién thic tam 1y va
kinh nghiém cudc sGng cia bin than, chiing ta ¢6 thé ndm bét
wrong d6i chinh xdc cdc dién bién tam 1§ cha d6i twong giao
ti€p dé diéu chinh thong diép ctia chiing ta cho phu hop véi d6i
twong, v6i muc tiéu giao ti€p chia ching ta.

Vi du khi ta quan sat nét mat khach hang, chiing ta c6 thé
dodn biét duge tam 1y ban khodn, do dy, chua that tin vao chal
lrong dich vu ma ta gidi thiéu cho ho. Do vdy, chiing ta cin
thuyé't phuc thém dé€ ho tin tudng, ché nén voi ép ho sir dung.
Khi mot khach hang sau khi giri thy chuyén tién vin con chén
chix chua vé ngay vé6i nét mit bin khoan, chidng ta c6 thé dodn
bi€t 13 ho con lo Lang vé viéc khi nao thi con ho nhan dugc tién
gli. Do vy ta c6 thé gidi thich, dong vién cho ho yén tam
hoic giéi thiéu cho ho sir dung dich vu béo tra.

Dé ren luyén k¥ niang nay, ching ta trudc hét cdn ndm
dvoc ¢ nghia cha ngon ngit khong 1oi vé mat 1y thuyél, sau d6
can thudng xuyén thuc hanh quan sdt con ngudi xung quanh
ching ta tir trong gia dinh dén ngoai x4 hoi dé kiém chimg va
cing ¢6 1y luin. Viéc ti€p thu kinh nghiém trong dan gian,
trong xa hoi cing khong thé thi€u duge. Phim 4nh, vin hoc
ciing gitp chiing ta khdm ph4 va hiéu duge mdi lién he giita
ngon nglr khong 1o va trang thdi tam Ly, tinh cam cua con
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ngudi. Tudng mao hoc cling ta nhitng goi ¥ 16t dé ching 1a
tham khao.

2. K¥ ndng thé hién

La k¥ nang biéu hi¢n, boc 10, dién dat tinh cam, ¥ tudng
ctia minh cho nguei khdc hicu. .

Trong giao ti€p v6i khdch hang néi riéng ciing nhw giao
li€p v4i con ngudi trong xa hoi n6i chung, ching (a khong chi
cén ¢6 hidu biét, ¢6 thdi do ding din, ma con cdn phai ¢6 ky
nang thé hién, dién dat noi dung tu tudng, tinh cam dé ngudi
d6i thoai véi chiing ta linh hoi duge. Chang han, néu chiing ta
cé thai do ding dén 12 rat 10n trong khdch hang, nhung khong
bit cich thé hién cho ho hiéu thi ho ¢6 thé cho ring ching ta
khéng t6n trong ho.

Pé thé hien tinh cim cling nhu cdc noi dung thong diép
khdc cho ngudi doi thoai biét, ching ta ¢6 thé sir dung cic
phuong tién giao tiép sau day:

- Loi n6i hay la ngon ngit, bao gébm ngén ngit néi, ngdn
ngir viét. Bay la phuong tién giao i€p dé sir dung.

- Ngon ngir khong 16i nhu 14 tr thé, cir chi, nét mat, giong
néi... Pay 12 mot phuong tién thé hién tinh cam hiru hiéu
trong giao (i¢p. Ching ta & tim hiéu k¥ trong phin sau.

3. K ndng kiém ché’

La k¥ nang biét kim su nfc-gian céa minh lai d¢ xir su
khon khéo trong nhimg tinh huong gay can. D6 1a céc trudong
hop khi sur viec xay ra trdi nguge véi diéu md minh mong
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mudn, khi ngudi d6i thoai to ticng, tr phy, doi hoi qud ding.
Trong mot moi trudng giao 1iép ma khdch hang ngiy cang kho
tinh thi bi€t kiém ché& [a k¥ ndng ral quan trong. Néu chiing ta
‘khong tr kiém ch& duge khi khdch hang to tiéng doi hoi thi dé
din dén xung dot, gay hau qua lon.
~~ Dé hiéu rd hon ky ning nay ching ta tim hifu ba trang
thai ban nga (hanh vi) trong giao tiép:
Trang thdi ban ngd phu mdu

La trang thdi hanh vi ma ngudi giao tiép nhan biét duge
‘quyén han, vi the hon hén clia minh va thé hién ra trong giao
ti€p qua loi ndi, hanh vi.

Do 1a thai d6, hanh vi trich thugng cua cip trén d6i véi
cp dubi, 12 thi do ké ci cia ké 16n tudi hon, 13 thii do hom
hinh cGa ké nhiéu tién va ¢6 thé lue, 1a thdi dé cira quyén ban
phat clia cdc ¢6 mau dich vién thoi bao cép...

Trang thai ban ngd thanh nién

Day 1a dac trung phong cdch binh tinh, biét kiém ché, wr
tin trong giao ti€p. Ngudi ¢é phong cdch nay biét kiém ché,
bigt phan tich khach quan tinh thé va biél gidi quyét van dé ¢6
tinh, ¢ 1y.

Trang thai ban ngd nhi dong

D6 1a dic irumg cho phong cdch giao tiép bi tinh cam chi
phdi. Nguoi co phong cdch nay hay budn bue, titc gian hodc vui
cudi bot phat, ty nhién. Ho khong biét kiém ché tinh cam cua
minh, do vay dé bi kich déng trong cdc tinh hudng gay can.
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Trong ba trang thai nay thi trang thdi ban nga thanh nién
[2 (6t nhat vi c6 thé giao ti€p duge v6i bat ky trang théi nao.
Tuy nhién trong mbi con ngudi ta thudng (6n tai dan xen ci ba
foai trang thdi. Nhung tuy theo tinh cdch bam sinh ma [\
ngudi troi hon vé mot foaj trang thdi, vi du ¢o nguodt rat dé noi
cdu chi vi mot viéc nhd xay ra khong theo nhu ¥ minh muén.
Tuy nhién qud trinh hoc hoéi, ren luyén ciing glip chiing ta sira
ddi, didu chinh minh.

Khich hang va ca dong nghiép cua ching ta khong ai ua
thich trang thdi ban nga phu miu va nhi déng. Do vay cdn phai
biét kiém ché xdc cam, kidm ché c4i toi trong méi chiing ta,
biét khoan dung trude 16i 14m cta ngudi khdc.

K¥ nang tr kiém ché & gitip ta c¢6 duge phong cdch giao
ti€p ph hop véi d6i trong, véi hoan canh, véi moi trudng giao
ti€p cu thé, vd do vay giao tiép thanh cong trong moi tinh
hudng khéc nhau.

4. K¥ ndang quyén rii
La ky nang gay an tuong 1, gay thién cam va hap dan dsi

wong trong giao ti€p, gip cho viéc giao 1iép thinh cong. Ching
ta ¢6 thé quyén rii ngudi khéc bing cdch nao trong giao ti&p?

a. Quyén rii bang ditc hanh, thé hién ¢ cho:
- €6 long tin. Ngudi ¢6 long tin khong hay nghi ng& ngudi
khdc va dé [am cho ngudi khic ty tin.
- Tinh lac quan, ¢6 chi i&n thy, ¢6 nhiét tinh. Tinh cich
nay dé lan truyén sang ngudi doi thoai, giao 1i€p.
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- Tinh khong tr kieu, khong wr ti. T kicu lam cho nguoi
ta ghét. Ty ti 1am cho ngudi 1a coi thudmg.

- Tinh chan thanh véi moi nguot. Chan thanh {3 con duong
ngan nhat dé di dén trdi tim cia khich hang.

- Biét phét hien va ca ngoi nhimg wu diém ctia ngwdi khéc.

Ai ciing ¢6 nhimg wu diém ma ta ¢ the hoc duoc. Khéng

"Tir néi trong ba ngwosi di cang ta thi thé ndo cling 6 mot

ngudi 12 thdy ta. Lam duge nhu vay ching ta chang may

ma gidi giang, lai lam cho moi ngudi mén ta.
- Théng cam, rong llr(_)'ng; quan tam i ngudi khdc 13 cdch
dé ti€p can dén tréi tim con ngudi.
- Lich sy, nhe nhang, khoi hai dé lam cho bau khong khi
giao ti€p am 4p, vui tuoi, gan gili.
b. Quyén rii bang hoc thix

Ngudi c6 hoc thitc va khiem 0n thi duge moi ngudi
ngudng mo, do viay dé chinh phuc nhan tam. Do d6i nrong
khéch hang ctia buu dien rat da dang, nén ching ta c4n c6 hidu
biét khoa hoc thuong thite, hidu bit van hod, xa hoi rong. Co
thé hoc qua truomg (6p, nhimg cing co thé tu hoc sudt doi.

. Quyén rii bdng ti the’

Tur thé¢ dang hoang, chimg chac, twoi cudi, niém né: néi
nang lich thiép, nhe nhang; in mic lich su, ¢6 tham my. Biat
chon chd dé pha hop trong méi tinh huong d€ néi chuyen. Rist
st dung ngon neir khong 16i dé thé hién sinh dong. Tat ca didu
d6 gitip cho ching ta chicm duge thién cam ctia khdch hang.
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5.6 CAC PHUONG TIEN GIAO TIEP

Qu4 trinh giao tiép thudmg xay ra thong qua cic hé thong
tin hicu 12 ngon ngir néi va ngon ngir khong 101, Giao ti€p qua
hai loai ngon ngir nay thudng khong tach roi nhau ma di song
hanh véi nhau, b8 sung cho nhau. Ciing ¢6 khi ngon ngir
khong 16i thay thé hoan 1odn cho ngon ngit néi. Trong cac méi
quan he gén gii, than thién thi giao ti€p qua ngoén ngir khong
11 chiém wu thé hon. Con trong cdc giao ti€p ¢ tinh xa giao
thi ngon nglr ndi quan trong hon, va ngéon ngit kKhong 104 thi
1am nén cho né.

Giao tiép qua ngén ngi noi

Ngon ngit noi 1a phuong tién giao ti€p chi y&u cua con
ngudi. Str dung ngon ngit néi, con ngudi ¢6 thé truyén dat, bay
16 (4t ca cic loai thong tin khdc nhau, ké ca ndi dung thong tin
va (inh cém, thdi do 4n chita trong d6. D& hidu rd céch sir dung
ngon ngif ndi trong giao ti€p, ching ta xem xét né vé cic khia
canh sau:
1. Noi dung ngén ngit

Day la y nghia cta tir ngir, 101 néi. N6 vira mang tinh chi
quan, vira mang tinh khdch quan. S& di n6i dung ngén ngir ¢6
tinh khéch quan vi né khong phu thudc vao s& thich, § mudn
cd nhan do ¥ nghia cua tir ngit duge thira nhan chung. N6 lai
mang tinh chd quan vi ¢é nhiéu tir nglt mang lai nhimg ¥
nghia, tinh cam, an tugng khdc nhau déi v6i cdc cd nhan khac
nhau. D6 12 cdc thuat ngir chuyén mon, ching han: ndi 61
EMS chiing ta dé hinh dung & né 1a buu phdm chuyén phat



Chuong V: Nghé thudt giao tiép 81

nhanh, nhung d6i véi nhiéu khach hang thi ur nglr nay ching
ggi.cho ho didu gi ca. Mot cdi ten ngudi. n dia danh ¢6 thé
gdy ra dn twgng manh d6i v6i ngudi nay, nhung lai hoan toan
1a binh thudmyg ddi véi nguti khac.

M&i cd nhan, méi nhom neudi thude cac cong dong dan
cu dia phyong dén cdc 16n gido. cdc giai cap, cdc dan ¢ déu
¢6 nhimg séc thdi riéng trong sir dung ngoégn ngit. Hiéu duoc
tinh chl quan, tinh cd nhan cua ngon ngir 13 tién dé dé dat
duge sy ddng cam trong g1ao tiép.

2. Tinh chdt cua ngon ngiv

Ciing mot ndi dung ngon nglr, nhung véi cic cach dién
dat khdc nhau thong qua nhip di¢u, am di¢u, ngit dicu (to nho,
nharh cham, cao thap) ngudi ndi s& mang lai nhimg an trong
khic nhau cho ngudi nghe. Giong néi dm dp, diu dang cua
dién thoai vién c¢6 sitc hap dan lén ddi vdi khach hang.

Do vay ching ta cin phai chii ¥ diéu khién giong diéu,
ngit diéu khi néi. Loi néi c6 duoc rd rang, khdc chiét hay
khong phu thuoc nhiéu vio céch nhan giong. Bing cdch uén
giong va thay d6i ngit dicu 191 noi ching ta cé thé thay d6i ¥
nghia cta né. Cich néi déu déu, don di¢u va vo cam dé lam
cho ngudi nghe bubn ngu. Do vay khi noi can phai bict 1¢én
giong, xudng giong, lic nhal, lgc khoan, lic nhe, hic dan
giong, ldc tam ngimg dé ngudi nghe suy ngam. Trong ca doan
noi phai bict md, biél gidi quyét van dé va biét goi lai. Vice su
dung cac cau ca dao. uc ngir, vi von, so sdnh ciing nhu cac
hinh tuong., cdc con sO cu thd s¢ tam cho nhimg diéu ching ta
néi ¢o hdn. ¢o sie thuyét phuc cao.

6 - HYKH
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Bi¢t cich diéu khifn truomg do, cuomg dé va cao do
giong néi, chiing ta c6 thé 1am ndi bat nhing ndi dung quan
rong, thu hut su chii ¥ cia ngudi nghe, lam cho cude néi
chuyeén cuta chiing ta khong chi hap dan, ma con dat duoc muc
liéu dé ra. Ciing nhiy vio thay déi 3 bign s§ nay ma véi 7 ndt
nhac do, ré, mi, fa, son, la, xi cde rih:_ic s1d4 sdng tdc duoce vo
van nhac phdm khdc nhau [am rung dong hang triéu trdi tim.

3. Biéu bo khi noi

bi¢u bo & day dwoc hidu 13 v& mat, 4nh mét ciling nhr et
chi chin tay, tur thé ciia co thé, hay néi cdch khac 1 ngon nga
ca thé (body language). Dieu b0 phu hoa theo 131 néi dé ting
thém y nghia cho 131 néi, gy an tuong cho ngudi nghe. Tuy
nhién, diéu bo can tr nhien, khong gd ép, va phai phi hop véi
phong tuc tap qudn, van hod. Khi chio hdi khich hang, déng
thoi phéi nhin vao ho va mim cudi. Khi chia buén véi ai, ngoai
cc tr ngt phit hop, cdn ket hop thé hi¢n giong néi cham lai,
ching xudng, déng thoi ket hop nét mat budn.

Giao tiép qua ngon ngi? khéng 167 (non-verbal language)

1. Khdi ni¢m |

Trong giao tiép, ngoai ndi dung 15i néi con ngudi con
chuyén (ai hay thu nhan thong tin thong qua cdch néi, cit chi,
1 thé, nét mat, ding diéu, {rang phyc... B6 1a ngon ngiy khong
10, khong bing noi dung 1&i néi ma chuyén tai dugc thong tin

cho ngui déi thoai.

2. Ngon ngit khong 1oi ¢¢ quan trong khong?
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Ngon ngir khong 16i déng vai trd quan trong trong giao
tiép vi may 1y do sau day:

- Thi nhdt, ngon ngir khong 1di bo sung thong tin cho 101

© néi, cung cdp mot lugng thong tin 16n. Cdc nha nghien

- ciru 33 dua ra k&t ludn sau day:

+ Noi dung 15i n6i cung cdp 10% luong thong tin giao ti€p.

« Cich né6i cung cap 45% luong thong tin.

« Ng6n ngit co thé cung cdp 45% lugng thong tin.

Nhu vdy, trong giao ti€p ngon ngit khong 10i chuyén tai
mét lrong thong tin t6i 90%.

- Thit hai, nhiéu trudng hop ndi dung cua 1di néi doi 1ap
véi ¥ nghia thuc ding sau né. Khi d6 chi c6 ngon ngir
khong 10i méi cho ta biét § nghia thyc chit khong phii a
noi dung 15i néi. Ngon ngit khong 181 thuong cung cip
thong tin chan thuc. Do nhimg diéu € nhi nhiéu khi
ngudi ta gigu khong noi su that. Song ngodn nglt khong
14 thi khé gifu. Néu ta doc duge né thi ta hidu duge dich
thuc tam trang ciia ngudi d6i thoai.

- Thit ba, ngon ngir khong 10i khong cé ranh gi6i qudc gia.
Nhiéu khi né thay th€ duge hoan toan cho 16i ndi.

_ Thik tu, trong khi giao ti€p ban biu ngudi ta khé ding 18i
néi dé truyén tin. Liic d6 si dung ngon ngir khong 101 rat
tién lon.

3. Sir dung ngon ngit khong 1oi nhu thé nao?
Mot mat, ngon ngit khong 16i duge ding dé chuyén tai
thong tin dén ngudi giao ti€p, 1am cho ho hidu duge tinh cdm
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cla ching ta véi ho: niém nd, ton trong, lang nghe, quan tam,
¢O1 ma, nhiét tinh...

Mat khdc, néu chiing ta doc duge ngdn ngilt khong i ¢
khéch hang, & ngudi d6i theai thi chiing ta ¢6 thé hiéu duoc
tam trang, mong muén clia khdch hang. Tir d6 ching ta ¢6 (hé
diéu chinh hanh vi ctia chdng ta cho phit hop ddi trong.

Khi quan sdt thdy hai ngudi khdch, mot nam, mot nor
budc vao phong giao dich buu dién, ban c6 thay can thiét va
¢6 thé doan biét dugc m6i quan hé gitra ho nhu thé nao khong?
Va viéc dodn biét 46 c6 gifip cho ban di€u gi rong giao 1i€p
vGi 461 khdch hang nay khong?

4. Cdc biéu hién cu thé ciia ngon ngit khong loi

a. Tiép xiic

C4i bét tay chait hay long, 1au hay voi, tw the cla tay
ciing thé hién cédc séc thdi tinh cam khic nhau.

Om hon: hon m4, hon tran, hon méi, cham mii...
Om ngang €o.

- V6 vai, xoa ddu.

b. Khodng cdch hai bén giao tiép

Nhin chung 13 xa thi khong than thién, xa giao; gan thi
than mét. D6 16n ciia khodng cdch xa gan con tuy thude vao
phong cdch cta timg dan toc. Trong giao ti€p nguwoi My la tinh
wa gdn, con ngudi chau Au lai giit mot khodng céch xa hon khi
madi 1am quen.

Trong bira tiéc cc-tay ngudi ta ¢6 thé di chuyén dé udp
xtic gdn véi d6i trgng giao 1i€p dé tao ra mot khodng cich
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g. Nét mdat

Nét mit [2 noi biéu hién sinh dong nhét tat ci cac sic
théi tinh cAm khéc nhau ctia con ngudi nhurvui buén, gian di,
lo lang, thd o, cham chd, ngac nhién...

Nét mat, ngoai thé hién xifc cam bén trong thi con cho ta
bi€t it nhidu vé ca tinh con ngudi. Ngudi c6 nét mat cang
théng thudng 13 ngudi c6 tinh cdch dift khodt, ngudi ¢6 nét mat
mém mai thi hoa nha, than mat.

Dic biét doi mét 1a clra s§ ctia tam hén. Do6i mat cé kha
nang hiéu cam rét 16n. Do6i mit md to trong séng thé hién su
hén nhién, chan thuc. Mt md rét to thé hién sy ngac nhién.
Mt lim dim 12 dang suy nghi. Mét nhin xuéng déi Ia boi roi.
Nhiu long may thé hién su khé chiu.

Anh mét nhin vio ngudi d6i thoai thé hién sy quan tam,
chi y ling nghe. Anh mét con thé hién c4 tinh. Céi nhin lanh
lung 12 ctia ngudi c6 6¢ thue dung. Céi nhin thing 12 cGa ngudi
trung thyc. :

Nu cudi trén mat 11 phuong tién hitu hiéu dé thé hién tinh
cam, thdi do. Nhimg nu cudi khic nhau thé hién nhimg tinh
cam, thai d6 khéc nhau. C6 cdi cudi tuoi tén, hén nhién, don
hau. C6 cai cudi doc dc, nham hiém. C6 céi cudi chua chat ra
nude mit. Coé cai. cudi mién cudng, guong gao. C6 cédi cuoi
thong cam, déng tinh. C6 cai cudi ché giéu, khinh bi...

Mim cudi thé hién s than thién, chio dén. Mim cudi thé
hién su hao ¥ trong kinh doanh, thay cho 18i chao khi gap mat
va loi chao tam biét lic chia tay.



Chuang V: Nghé thuét giao tiép 87

h. Gipng diéu

Giong di¢u to nho, cao thdp, nhanh cham khdc nhau thé

hién cdc sac théi tinh cdm khdc nhau. Thuomg thi khi vui nguis
ta n6i to va nhanh, khi budn thi giong tram xuéng, cham lai.

cai

Coéng thirc SOFTEN bao ham y nghia cla viéc s dung
ngdén nglr khong 13i trong giao ti€ép. SOFTEN gém cac chit

d4u cla cac tir tiéng Anh cb ndi dung cu thé nhu sau:
Smile: mim cudi, nghfa bong 12 niém nd, than thién,
Open: md, nghia béng |a cdi md, hap tac.
Forward: cdi vé phia trudc, cé nghia la cham chd,
tén trong. .
Touch: ti€p xiic qua cai bat tay, v vai, 6m hén...
Eye-contact: nhin vao mt ngudi ddi thoai khi giao tiép.
Nod: gat dau tan thudng.

L Ve

phén.

bén ngoai
Pau téc, qudn do, day giép, d6 trang sitc, nudc hoa, son
.. déu cho ta nhiimg thong tin ndo dé vé tinh cich ngudi

ddi thoai nhv cdn than hay xuénh xoang, k§ tinh hay gian di...

Di¢n mao gém cdc dac diém bén ngoai it thay ddi. D6 1a

tang ngudi cao hay thip, béo hay gdy; mat trdi xoan hay vuong
chit dién, mong hay day dan...

V¢ bén ngoeal thudmg gay 4n twony I6n trong 14n tidp xdc
g g gay mg g p

dau tién.
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k. Not lam viéc

Vao mdt noi lam vige va quan sat trang tri noi that, tranh
anh, cay canh... chiing ta ciing c6 thé dodn biét duge thi hicu,
thadm my, tinh cdch cia chi nhan.

5.7 DAC PIEM TRONG GIAO TIEP VOI KHACH HANG
BUU BIEN
Thor gian giao tiép ngdn, méi truong déng dic, chét choi

Giao ti€p voi khdch hang tai ghi sé thudng xdy ra trong
mot khodng thdi gian ngan, chimg 5 - 15 phit. Trong diéu
kién nay that khé ndm bat tam 1y khdch hang. Do vay doi hoi
giao dich vién phai quan sét nhanh, déng thoi két hop véi kinh
nghi¢m cta ban than va déng nghiép dé phan dodn nhanh tam
1y cta khach hang.

Khach hang ngay cang kho tinh

Ho doi hoi ngay cang cao. Ho ddi hoi khong chi vé chat
lvong sdn pham, gid ca ma con vé (hdi o giao tiép, vé thil tuc
mua bén, giao hang, vé khuyén maii.

Do canh tranh gia tang nén khich hang ngay cing ¢6
nhiéu co hoi lya chon, din dén sy bat binh ding trong giao
ti€p gilfa hai bén. Mot bén (A khdch hing, 12 vua, 1 thuong d¢
¢6 quyén doi hoi, ché bai khong cén giit k&, Mot bén a giao
dich vién, dién thoai vién... ¢6 nhiém vu phai phuc vu ho,
chiéu theo ¥ ho. Diéu nay dé gay cho giao dich vién tam ly am
trc, kho chiu, dé sinh cdu ban.

Giao dich vién nhi€u khi ciing buc uic, khé chiu vi bi
khach hang ché traich ma nguyén nhan cha sir viec lai do cdc
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khau khai thic khidc trén mang lu6i (do san phdm buu dién
mang tinh day chuyén).

Tu dac diém nay ta thdy ring d¢ cho khach hang hai long
thi tinh cich mém mong, biét kiérn ch& trong moi tinh hudng
clia ngudi giao dich 13 tr chét khong thé thidu duoc.

Tam Iy nham chan trong giao tiép

Cong viéc giao 1i€p duoe tién hanh thuwong xuyén, 1ap di
lap lai dé gay ra s nham chdn cho giao dich vién, dién thoat
vién, buru td... Didu nay 1am gidm hing thu trong cong viéc, dé
dén t6i thai do tho o d0i véi khdch hang.

Pham vi giao tiép rong

Bét k¥ ai ciing c6 thé la khich hang cia buu dién. Nhu
vay tam ¢, thi hidu ciia khich hang ciing rat da dang. D€ lam
cho nhitng d6i twrong khach hang da dang nhu vay hai long qua
12 mot cong viéc khong phai don gian!

Ngoai ra, trong thoi dai hoi nhap quoc t€, rﬁt nhiéu khach
hang tr ndm chau b&n bién dé&n Viet Nam du lich, 1am in.
Tam 1y, phong tuc, tap quan cia ho ciing ral khdc nhau. Dé
phuc vu ho hai 1dng, giao dich vién can phai c6 von kién thic
vé van hod xa hoi khong chi cda Viét Nam ma cOn cila cic
dan toc khic nhau trén thé gidi.

St dung nhiéu an pham nghiép vu
Hién nay quy trinh khai thdc cua phan 16n cic dich vu

biru dién rat chit ché nhumg cling rdt phirc tap, doi hoi s
dung hiang tram cdc loai &n pham khéc nhau. Day [a mot
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cong viee don dicu va dé nham 1an. Biéu nay lam cho giao
dich vien phai mat nhiéu thdi gian danh cho cong viéc ghi
chép cdc an phdm, sd sach nghiép vu. Do vay ¢6 it thoi
gian quan sdt, trd chuyén, tim hiéu nhu cédu, thi hicu cha
khdch hang. Méi khi d&n buu cuc chiing ta thudng thdy
canh giao dich vién cdm cii ghi ghi chép chép, sé sich
gidy to dé day ban.

Vi vay, mot miar cin phai cai tién cdc quy trinh khai
thic rudm ra trong giao dich, td chic lao dong khoa hoe noi
giao dich, giam b6t cdc thao téc khong cén thidt. Mit khac,
vé lau dai cdn phdi chuyén sang giao dich khong ding but,
tgc 1a tin hoc hod khiu giao dich, chuyén ahimg cong viéc
nham chdn cho méy tinh. Nhu vay s€ ci thién duoc cong
viéc cua giao dich vién, dé ho danh thdi gian va tam trf vao doi
twong quan trong nhat 1a khdch hang.

Dai bo phan giao dich vién I3 nif gidy

Diéu nay rdt thuan lgi, vi nhimg khé nang, tr chal thién
bdm cha phai dep rdt phit hop véi cong viee giao dich véi
khdch hang. Phu n& thudng c6 t6 chét tam 1y diu dang, nhay
cam, phan dng nhanh véi cdc tdc dong bén ngoai, cén than, ti
mi, kh& nang ngén ngit 161, uyén chuyén, linh hoat trong 1o
noi, cir chi, hanh dong. Phy nif ¢6 kha nang quan sat t6t, c6
thien huéng phan tich, tim hiéu, xem xét sy vat, hién twong.

Tuy nhi¢n, phu nir cling dé nhay cdm v6i sit vo tam, 1oi
n6i khiém nha, thdi do thi€u ton trong ciia nhitg khach hang
khong ¢é van hoa.
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5.8 LAM THE NAO BE GAY THIEN CAM VOI KHACH HANG?

Sau day la mot sd 1oi khuyén vé cdch dng xir 1am cho

khéch hang hai long:

N oA W~

%o

10.
11.
12.
13.
14.
15.
16.

T6n trong nqudi déi thoai, dimg bao gid ché ho lam, sail
Dimg tiét kiém 16i khen chéan thanh!
Thanh thuc quan tam toi khach hang!
L&y ldi ich dé thuyét phuc ho!
Giit nu cudi trén méi!
Nha tén, s0 thich cta khach hang!
Nghe nhimg diéu ma ho mubn noi, n6i nhimg diéu ma ho
muén nghe!
Khong thang khach hang béng ly!
Thanh thue xin 16i.
On t8n, nhe nhang, kiém chél
Dé& cho khach hang tin I& ho lam theo sang kién cda ho!
Khong tra 1o “khong” thdng tuot!
Bimg ra iénh. Hay d€ cho khach hang tu do lua chon!
Lii mét budc!
Ggi tinh cam cao thuong!
- Xung hé nhu khach hang mong mudn!
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Chuang Vi
MOT SO KY NANG GIAO TIEP

6.1 GIONG NOI VA PHONG CACH NG A BAN

Giong néi vd phong cach néi cia ban ¢6 ¥ nghia quan
trong trong giao tiép, gay thién cam va thuy& phuc nguoi nghe
hodc 1am ngudi nghe khé chiu. Sau day 1a 10 cich dé nang cao
phong cdch néi chia ban:

Hay nghi vé nhu cu cia nguw doi thoai

- T6c do néi nhu the nao thi phl hop véi ngirdvi dsi thoai?

-~ Cudng d6 giong néi to nhd nhir the nao thi vira?

- Daing tir ngir nhir the nao thi ho dé hiéu?

- Nhimg diéu ta sé néi ¢ lam cho khdch hang quan
tam khong?

Nhitng van d¢ khong thong thudng thi cang can trinh bay
ro rang, mach lac. Cén hidu 1 khich hang d¢ chon cich néi,
10i dung néi cho phi hop.

Hay suy nghi trude khi néi
- Muc dich ctia ban mudn dat duge diéu gi khi ngi?
- Nhiing ¥ chinh cdn phai néi dé dat dugc muc dich dg?

- Daing dan chiing gi dé cung ¢6 didu ban néi?

Ding tir ngiz cén than
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- Trianh ding cdc thuat ngit chuyén mon doi voi da s6
khach hang.
- Lua chon céc tir ngir phd thong moi ngudi déu dé hiéu.

_-.-Ding cdch vi von, so sdnh trong dan gian s€ ¢6 tdc

. dung 161

Noird rang
- Phdt am 16, day du, khong néi ludt cau.
Ndi hép dan

- Ban than ngudi néi phai thdy thd vi, say sua véi dicu
minh ndi thi 161 néi méi hap dan.

- Lam cho giong néi vui twoi (Put a smile in your voice!).

Noi cé y nghia

- Nhin manh nhimg chd quan trong dé khach hang nim
bit n6i dung.

Trénh ndi kiéu cach, ndi 13p, ndi thira

Trdnh kiéu ndi sdo rong, khoa truong

Kiém tra xem nguoi nghe cé hiéu khong

- Tao co hoi cho khiach hang dat ciu hoi.

- L6i cudn ho vio cudc trao déi thao luan.

- Quan sit nét mat, v thé cha ho dé thu nhan duge nhiéu
thong tin.

Co tam trang thu vi khi noi
Néu tao duoge tam trang nhu vay, ban tr nhién s& nd mot

cdch hao himg va hap dan hon.
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6.2 GIAI THICH RO RANG

Viéc giai thich 16 rang cho khach hang s€ tranh duogc
hiéu 1dm. Trén thuc (€ nhiéu mau thudn xay ra [a do hiéu 1dm,
do khong duoc cung cap thong tin, khong duge giai thich rd
rang. Cdn luu ¥ ring ta thi hiéu van d¢, nhung khach hang thi
khong hidu. Ban néu khong 1am giao dich thi chic khong hidu
duoc 13 néu cude goi Collect call khong thue hién duoc do
phia nguoi nghe khong déng ¥ tra tién thi ngudi goi van phai
tra ¢ phi 1USD.

Do vay khi gidi quyét van dé ta nén:

Xem xét vén dé theo cdch nhin cda khdch hang

- Cai gi ho dd biét?

- Cai gi ho cdn bigt?

- Dung tir ngi nhur th& nao thi phit hop véi ho?

- Dung phwong tién tro gitp gi thi t6t cho viéc trinh bay:
1 liéu, biéu d6, vat mau...?

Vi du: Dua ra mot bai bdo clia mot khach hang hay mot
phéng vién viét khen ngoi buu dién thi ¢6 stre thuyét phuc hon
la minh tr khen.

Pua ra bifu dé tdc d6 ting truémg clha mot dich vu méi
s& ¢d tinh thuyél phuc, din du khdch hang cao hon khi chi
no1 sudng. '

S4dp xép céc y can trinh by moét cach [6gic, chit ché va co
hé thong
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N6i ngdn gon, don gian, va ¢é he thong. Cong thifc
KISSS (Keep It Short, Simple and Systematic) gitip ta dé nho
quy tic ndy.

S dung ngén ngit chinh xéc

- Trianh dimg cdc tir map mo, tir 16ng, tr chuyén mon
khé hiéu.

- Dang con s8, hinh anh d¢ minh hoa.

Vi dy: Ta ndi “95% cdc cua hang trong huyvén ia déu
dung dién thoar” sé c6 dn twgng manh hon 12 néi “Rdt nhiéu
“cua hang trong huyén ta dung dién thoai”.

6.3 KY NANG LANG NGHE
Tam quan trong cda ky nang ling nghe

K¥ nang lang nghe déng vai trd quan trong trong giao
ti€p vi nghé thuit giao ti€p 1a nghé thuat biét ling nghe ngudt
dai thoai.

Ling nghe d& hiéu 15 thong (in, hiu ngudi ddi thoai,
dong thoi thé hicn s (6n trong ngudi doi thoai. Do vay ling
nghe lai kich thich nguoi d6i thoai cung cdp thém thong tin dé
ta hiéu 1d ho hon.

Ngudi ta 6 hai mdt, hat tai nhing chi 6 mét cdi miéng.

Ly

Vidy thi nén nghe nhiéu hon noi!

Nghe bang ca 5 gidc quan!

Ling nghe khong chi don thudn 12 im lang!
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Nghe khong chi bing tai mé biing tat ¢a cédce gide quan'

Nghe khong chi dé ti¢p nhan duge ndi dung 19i ndi, ma
con phai ndm bt duge tinh cam an gidu ding sau moi cau.
méi chir! _

Nam gidc quan tham gia nghe nhu the nao? Tai dé nghe
noi dung théng tin va cach ndi; méat dé quan sdt ndm bit ngon
ngit khong 16i: mii dé (€p nhan thong tin vé nude hoa va cdc
mii vi khdc; tay dé ti€p xudc nhan biét cdi bat tay than hay so?

Nhu vay, muén nghe t6t phii tap trung dé hidu toan bho
thong tin, cam tudng ciing nhw su kién. Khi tiép xiic véi khdach
hang néu ta khong hiéu dugc tam trang cta ho (vui budn, lo
lang, gian dit, nghi ngd...) thi khong thé hiéu duge thue sy nhu
cau, mong mudn cua ho.

Khuyén khich khdch hang néi thong qua viéc thé hién
rang ban quan tam dén diéu khach hang néi va sin long danh
thoi gian dé nghe ho noi.

Cién phai thé hién (thong tin phan hdéi lai) cho ngudi d6i
thoai bi¢t 1a minh dang ling nghe ho va hifu, déng cam véi
ho. MudGn vay ta phai dung ngon ngir khong 101 va ca ngon ngir
161 néi:

- Haoi lai khi chua ro.

- Nhin vao mét ngudi doi thoai bang dnh mét thi¢n cam.
cham chu.

- Ngéi cui vé phia trudce.

- Tu thé ¢di md.

- Mim cui thé hién sy hai long.
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- (Gat ddu khuyén khich, tin thuéng, thira nhan.

- Nhdc lai ¥ chinh: “Vay § cidu bdc 1a..”.

- Thé hien sy déng cim véi khich hang: “T'6i hiéy tam trang
ciia anh?”, “0 vdo Vi trf cita anh thi 161 ciing rdt buc!”.

Dit céu hoi con gidp ban kiédm tra xem minh ¢6 hidu
ding y clia khdch hang khong?

Dé hidu ban chat thong tin thi ngudi nghe cén gid thi do
trung 13p khi nghe, trinh thanh kién, tranh bi 16i kéo vio con
buc ufc clia khich hang, déng thai phdi ghi chép nhing y
chinh. Sau khi ngudi d6i thoai n6i hét thi chiing ta cdn hoi lai
nhitng ¥ chinh dé khing dinh 2 minh da hiéu ddng diéu nguoi
noi mudn trinh bay.

Tranh ngat 13i, lo ddng, li€c dong ho, nhai keo cao su,
lam viéc khéc... khi nghe.

6.4 KY NANG DAT CAU HOI

K¥ néng dit cau hoi rat cdn thiét trong giao 1iép. Dit cau
hoi phd hop s& gitp ching ta nhan dugc thém thong tin tr
khich hang dé hiéu 16 nhu cdu ciia ho hon, khéch hang ciing
cé cam tuo‘ng [a ho dugc ta quan tam. Mat khdc trong mot s&
truomg hop néu chiing ta ding cau khing dinh dé néu quan
diém cita minh vé hang hod, dich vu thi s€ dé din 161 d6i lap
vdi y ki€n cua khach hang. Do vay vice dat cau hdi s@ gilp
chiing ta trdnh dugc cde ¥ kién d6i 1ap v6i khich hang va nhu
vy trénh d6i ddu v6i khach hang.

Sau day 12 mot s6 loai cau hoi:

7 -HVKH
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Cau hof mo
Cau hdi m& 1a loai cau hoi sit dung cic dai tir nghi van

dé héi:

- Nhu thé' nao?

- Tai sao?

- Nguyén nhan tir diu?

- Cho 161 biét...

Cau hoi mé gidp ching ta ¢6 thém nhidu thong tin vé
khéch hang, vi khi trd 15i khdch hang phai gidi thich chi tiét
vin dé duge hoi. Loai cau hdi ndy 1am cho khdch hang cé cam
nhén 1a ban quan tam, chi y t6i ho, do vay khuyén khich ho
noi. Khi dét cau hdi nay cén lwu ¥ két hop v6i ngon ngir khong
10i dé thé hién ban dang cham chi ling nghe khach hang.
Vidu;

- Xin bdc cho biét y kién vé chat lupng cdc dich vu buy
chinh, vién thong ciia Téng Cong ty Buu chinh - Vién thong
bac dang sit dung? '

- Theo bdc gi;:i cuoc dién thogi nhie vdy c6 ddt khong so vor
hidu qud ciia nd, va so voi gid cd cdc thir thuomg dung khdc?

Céu hdi dong
Cau héi dong 1a cau héi bdt ddu bing cdc dai tir nghi

van nhur:

- A, cdi g, khi nao, ¢ diu?

- Anh ¢ thé cho biét ré thém vé..
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Khi tra 11 cdc cau hoi nﬁy nguoi tra 101 chi cdn ding mot
tr la di. T4t nhién ho cling c6 thé giai thich thém. Cau héi
d6ng c6 ich khi:

- Ban mudn nhim vao mot sy kién cu thé truée khi hdi chi
1iét them.

- Ban muén héi mot thong tin cu thé.

- Ban mudn ¢6 mot cau trd 151 khdng dinh ngin gon.

- Ban muoén biét xem khéch hang lya chon gi trong mot s&
lwa chon c6 thé.

Vidu;

- Bdc muon khiéu ngi vé cuic phdi khong a?

- Bdc sw dung thur chuyén tién hay dién chuyén tién?

Tuy nhién cau hoi déng 1am cho khach hang cim thdy nhu
dang bi ban chit van hay hoi cung. Do vay nén tranh ding qua
nhiéu cau hoi déng, déng thdi lwu ¥ giong n6i cdn nhe nhing.

Céu hdj tham do

Céu héi tham do 1a loai cau hoi thudng bit ddu bing céc
tir d€ héi nhu:

- Y bdc néi khong ddm bdo chdh lugng 1a nhu thé nao?
- Diéu gi lam cho bac khong hai long vé dich vy nay?

Cau hoi tham do gitip ban khdm phd thém thong tin vé
mot van dé cu thé di dé cap dé&n trong cau tra 19i cla khich
hang sau khi ban dat cau hoi mé hodc déng.

Vidu:
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- Mady dién thoai ciia bdc 6 van dé gi ddy a? (cau hdi mo)
- N6 hay bi nghet tiéng phdi khéng a? (cau hoi thim dd)
Céu hdi din dit |
Khi khéch hang chua tin chac, ngap ngling vé mot van dé
gi do, thi ban ¢6 thé diing cau hoi dan dit. N6 dan dit, hudng
khdch hang tra 16i vao diéu ma ban mong doi. Ngudi ta goi
day la viéc dira sao cho khiach hang nim 14y di theo.
Vi du: |
- Diéu anh muén néi la...
~ C6 phdi chi chua mang di tién theo khong a?
- Téi cho rdng anh dang ban khodn vé chdt luong phdi khong?
Cau hoéi dan déIl ¢6 thé tao cam gidc ép budc khdch hang
tra 101 theo ¥ cia ta. Loai cdu hoi nay thudng duge ding khi
ban mudn kiém tra lai nhitng diéu minh da hiéu xem c6 diing
khong (sau khi nghe khdch hiang néi). Dong thoi né ciing cé
tdc dung goi ¥ cho khach hing lua chon, quyét dinh khi ho
cdn ludng hy chua quyét.

- Bdc muén ding logi mdy chdt Iugng cao hon phai khong?

Sép xép thir tur cdc ciu hdi
Khi ban mudn xdc dinh mot van dé thi thit twe ddt cde cdu
hot nhir sau: _
- Bit ddu bing cau hdi déng cho t6i khi ban da thu hep
pham vi clia van dé.

- M& rong bing cau hdi mé dé thu thap thém thong tin.
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Ki€u sdp xép cau hoi nhu th€ nay rat ¢6 ich khi ban lam
cong viéc tr vin cho khidch hang hoac ban giai quyét cdc ric
t6i cuia khdch hang.

D¢ gidi quyét mot vin dé bun nén:

- Bt ddu bing cau hoi mé dé kham phé ra cde ¥ kién, cdc
¥y tudng.

- Chi chuyén sang cau hdi déng khi ban kiém tra kha nang
thue hién ciia céc gidi phép khéc nhau ma ban dur kin.

‘Kiéu sdp x&p cau hoi nhur th€ nay giiip ban nhiéu trong
trudmg hop giai quyét cic van dé chia khach hang.

- 6.5 KY NANG GIAO TIEP QUA DIEN THOAI
 Ddc diém cila giao tiép qua dién thoai
Dién thoai 1a mot phuong tién giao tiép khong thé thicu
dugc trong cuge s6ng hang ngdy ciing nhu trong kinh doanh.
Dién thoai 1a mdt phwong tien giao ti€p hai chiéu nhanh
chéng va tién loi khong gi thay thé dwoc, givp ta tiép can véi
khéch hang, ciing nhu giiip khach hang ti€p can véi chiing ta
bat ké khoang cdch, thoi gian, thoi tiét.
Giao ti€p qua dién thoai c6 wu diém 1a gitip ching ta tr
cht hon vi khong phai trie dién néi chuyén véi ngudi doi thoai.
Nhung do khong gap mit truc ti€p, hai bén giao 1i&p
khong thdy mil nhau nén ching ta khong sir dung ducgc
phuong ticn giao i€p bing ngon ngir khong 1di. Luong thong
tin nhén dugce ciing nhu chuyén di it hon nhiéu.
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Tuy vay ciing dimg quén ring nu cudi cling duge chuyén

qua dién thoai. Giong noéi cé vai trdo diac biét quan trong trong
giao tiép qua dién thoai.

Ky nang tiép nhén dién thoai gof dén

Nhéc mdy sau héi chudng thi ba. Nhu vay cining ta ¢
40 thoi gian dé chinh trang lai tr the, tinh thdn dé sin
sang noi chuyén dién thoai dii trude d6 chiing ta lam gi.

Trong th&si gian chuong reo dén 14n thir ba: ngdi lai ngay
ngén, thang théin, 1ap trung tr twong, dimg cdc cong viéc
dang lam lai, di1 d6 1a viéc cong hay viéc tir.

Trong khi noi dién thoai khong nén hat thude, nhai keo,
u6ng nudc, khong ndi chuyén v6i ngudi bén canh.

Nén ding mot s6 tir ngif thé hién (2 minh dang lang nghe
ho n6i. Khong nén im 1ing hoan toan.

Mim cudi khi néi. Nén nhd ring nu cuoi ciing dugc
chuyén qua dién thoai t6i nguoi nghe day!

Cau ddu tién khi ti€p cudc dién thoai goi dén la chao hoi,
va tr xung danh cd nhan, co quan (d& ngudi goi dén
khong mat thoi gian khing dinh 14 ddng noi cin goi):

Da, Buu cuc Bach Khoa xin nghe!

Da, s6 5 - Pai 108 11a Noi xin nghe!

Da, Trung tam chuyén tién Buu dién xin nghe'
Nén néi ngén gon, 6 rang, nhe nhang. N6i mot cach tich
cye, thé hién su sdn sang gidp 40 khich hang.
Khi khdch hang mudn nhan lai cho ai dé thi cin ghi
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chép ddy di thong tin: n6i dung nhin, ngudi nhin. thoi
\ .glan nhin. _
- Khi - madn khéch hang ch® doi thi cdn c6 11 dé nghi véi
- kivicty hang. Néu cam thdy phai doi lau thi xin s6 may
clia khdch hang dé goi lai khi c6 thé tra 15i ho.

K 1 néng goi Men thoaf di
D& cudc néi chuyén c6 hiéu qua, ta nén chon thii diém
goi cho thich hop. D6 1a thoi diém ma khach hang khong ban
biu, tam trang dé chiu. Mu6n vay ta phai nim duoc lich trinh
hoat dong thudng ngay clGa khdch hang. Hon nita cdn tim hiéu
tam 1y, thi hi€u cta khéach hang trweée khi goi dén dé néi nhu
th€ niao cho phit hop. Cdn chuédn bi trude théng tin, noi dung
cdn trao déi véi khdch hang.
Khong nén goi vao nhimg thoi diém sau:
- Gid n com, gid nghi trua.
- Trrde gior di lam, ngay sau gid di 1lam vé.
- Gio c6 phim hay, cé d4 béng hay.
- Sau ngay c6 cong viéc cang thing cta khdch hang.
_ Cau ddu ti¢n 1a chao hoi, tr xung danh va xin 16i néu
khong hen trude,
- Nén di ngay vao van dé cin not. NG6i ngin gon, 10 rang,
nhe nhang.
Khi két thdc cau chuyén nén dé cho khdch hang gic
may trudc.
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Khi ndo ding dién thoai dé giao tiép voi khich hang?

Rét nhicu truong hop chiing ta ¢6 thé ding dién thoai dé

chil dong giao ti€p v6i khdch hang, tao ra mot méi day lién he
thuong xuyén v6i khich hang. Sau day 1a mot s6 trudmg hop
nhu vay:

Goi di¢n tham hoi khdch hang nhan ngay 1&, 181, ngay ky
ni¢gm chung cta x4 hoi hay riéng cia ho.

Goi dién thong bdo véi khdch hang vé buu kién giri dén
dang chd ho.

Goi di¢n thong bdo véi khéch hang vé nhimg thay ddi
trong chinh séch san phdm cia ta (thay déi gid ca, miu
md, chit luong...).

Goi dién hoi tham khach hang néu lau khong thay ho dén.
Ggi dién chia vui, chia buén ciing khéch hang.

Goi dién thong bdo véi khach hang vé tién trinh giai
quyét khiéu nai ciia ho.

Goi dién cho nguoi gii buu kién dé hoi lai dia chi
ngudi nhén. '

Goi di¢n xin § kiéh cia khdch hang vé chit luong, gid ¢4
dich vu. -

Goi dién hoi thim khéch hang sau khi khédch hang Iip
may dién thoai thué bao. ..

N6i chung, chiing ta dong dién thoai Lién lac v6i khach

hang trong cic truong hop:

Thue hién cong 14¢ cham s6c khdch hang.

DiCu tra thi trudng qua phong van.
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- Ding trong hoat dong telemarketing (U&p th tir xa - uép
thi nh&* cdc phwong tién vién thong).

e 6 KY NANG NOI PHU DINH
' Khi ndo phé: 1Gi 10F ter chéi?

., Trong cugc s6ng hang ngay ciing nhu trong kinh doanh
‘nhiéu khi ta phai néi 01 tir ch6i véi ban be, ngudi than va véi
khéch hang vi chiing ta khong thé thuc hién dwoe diéu ho
mong mudn. Diéu d6 khong phdi dé dang vi ching ta né ho
hoic khong mubn 1am cho ho buén, ho that vong.

Tém trang cia khich hing khi tiép nhén 10§ tr choi
Thong thudmg khi ti€p nhan 13i tir ch6i thi nguoi ta dé
that vong. Dic biet trong trudng hop thi trudng canh tranh,
khach hang thudng khé chiu va chuyén sang cdc d6i thi canh
tranh. Vay ta nén tir chéi ho nhu th¢ nao d€ ho khoi thit vong?

Diing Ky thust 3 butdc - kyf thust bénh Sandwich

K§ thuat tir ch6i ba budc hay con goi 1a ky thuat banh
Sandwich s& gitip chiing ta thuc hién i tir chSi nhe nhang va
khong lam cho khdch hang .that vong. Theo k§ thuat nay ta
khong tir chéi thing thimg ma qua ba giai doan nhu sau:

Budc 1 Hoi han k§ vé nhu cdu ctia khach hang. Thé hién
ring ching ta hidu (am trang, mong mudn cua ho.

Bugc 2: Tir ch6i khdch hang mot cach nhe nhang, xin 15
1a khong dip iing dugc mong mudn cia ho.

Bise 3: Tim cdc gidi phap thay the gidp do khdch hang
giai quyct van dé.
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.- Cdc tinh hudng khiach hang tir chéi, moi déc gid thie hanh

d& luyén ky néng tir chéi

- Khi khdch hang dén nhén tién nhung chiing ta hét tién quy.

- Khi khdch hang dén ding ky ldp dién thoai nhimg chiing
ta hét cap, hét sg.

- Khi khich hang dén mua bdo “An ninh tha d6” nhung
quiy ching ta hét bao do. _

- Khi khdch hang dén hoi mua thé dien thoai ménh gid
100.000 dong nhung ching ta khong con loai doé.

- Khi khach hang muén chon mét s6 may “dep” nhung
chiing ta khong con 6 d6 nira.

6.7 KY NANG KHEN NG| KHACH HANG
Khdch hang ai cdng muén duoc khen chan thanh

Chiing ta ai cfing mu6n duoe khen, khich hang ciing vay.
. Loi khen mang lai cho con ngudi mot ¢cam xiic hung phan tich
cuc, vui vé. Khich hang vui thi chiing ta cfing vui lay, va do
vdy lam cho bdu khong khi giao tiép dé chiu d6i véi ca doi
bén. Do d6 ta nén tim co hoi dé mang lai niém vui nho nho
cho ca hai phia.

Khen chén thanh khéng phai dé thue hién
Diéu quan trong 13 10i khen phai chan thanh thi méi thue

sy ¢6 tdc dung. Nhumg khen chan thanh cting khong phéi 1a
dé, tuy cling chang phéi khé qué khéng lam dugc.

Lam thé nao dé khen chan thanh?
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Mudn khen chan thanh ching 1a phai phdt hién duge &
khach hang diéu dang khen. May thay 14 ai ciing c6 diéu dang
khen. Khéng Tir con khing dinh manh hon ring trong ba
ngwdi di véita thi thé ndo ciing c6 mot ngudi la thdy cua ta,
Vi, d4 12 chiing ta phai quan s4t, tim hiéu d€ phat hién ra diéu
ding khen & ho. VOn sdng xa hoi phong phu ciing gitip ich
phiéu trong trudng hop nay.

Chiing ta c6 thé khen gi & khdch hang?

- Khen hinh thitc cha ho: tré, khoé manh, nhanh nhen,
xinh dep, tuoi vui..

- Khen trang phuc clia ho (dic biet d6i véi phu nif): mot,
hop da, hop khudn mat...

- Khen tinh cdch: vui tuoi, t6t bung, rong luong, hao hoa,
phong nha..

- Khen kha nang: nhay bén, tinh tuong, tai hoa, blé’t thoi
- thé, di truSe thoi dai. ..

Trong cdc tinh hudng sau ddy chiing ta c6 thé phat hién
ra diéu gi ddng khen ¢ khdach hang?
- MOt cu gia thudng xuyén dén nhan tién con trai g bidu.
- Mot cu ong thudmg xuyén dén buu cuc mua, doc bdo Déng.
- Mot chi phu ni¥ c6 kiéu ddu méi.
- Mot ngudi khach tr Trung Qudc dén.
6.8 KY NANG PAM PHAN
Chiing ta dam phan d moi noi

Di muén hay khong chiing ta hang ngay phai dam phan
trong gia dinh, ¢ trudng hoc, & co quan va dac biét véi khdch
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hang, ho 1a ngudi trd luong cho chiing ta. Ngay tir nhd ching
ta. d3 phdi dAm phian dé thuyét phuc b6 me cho ching ta di
chot. Viy thi cén gi phai hoc dam phén?

Néu chiing ta ndm duge nhimg nguyén tic co ban vé dam
phén thi chic chin két qua thu duoc s 16t hon. Do vay chiing
ta cling cdn tim hiu nhimg nguyén lic co ban trong dam
phan. Cdc nguyén tic ndy la su téng két, hé théng ho4, khdi
quét hod kinh nghiém thuc tién ma c6 thé chiing ta da ding i
trong cic tinh hudng dim phdn hang ngay. -

Khich hang ngay cang trd nén quan trong, ca khiach hang
bén trong va khiach hang bén ngoai. Ngay cang ¢4 it ngudi chip
nhin cdc quyét dinh doc dodn clia ngudi khdc trong xu hudng
dan chil hod, chuyén tir dfc thoai sang d6i thoai. Chiing ta kho
c6 thé giai quyét mot van dé nao dé theo cich dp dit d6i voi
khéch hang, dGi véi dong nghiép va ngay ca déi véi cap dudi.
Do vay ching ta can thiét phai tim hiéu k¥ thuat dam phén.

Ngudi ta chia cdc phuong phdap dam phén ra lam ba loai
nhtr sau:

Dam phan cing
La loai dam phdn trong d6 mbdi bén tham gia khing
khing giit quan diém, 1ap trudng clla minh, ¢6 gianh 14y phan
¢6 loi vé minh. _
Sau day la cdc dac trimg ctla phuong phdp dadm phén cimg:
I. Hai bén tham gia dam phan 1a déi thi cGa nhau.
2. Muc tiéu cia mdi bén 1a chién thang bén kia. Doi d6i
phuong nhugng bo.
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3. Cung rén véi ¢4 con ngudi va van dé.

4. Bam chat 14y lap trudng, quan diém ciia minh. cho dé I
duy nhit 'dt’mg.

5. Khong tin d6i phuong.

- 6. Chi di tim mot cau trd 15i ma minh chdp nh4n.

7. Gay 4p Ive.

8. Doi loi ich don phuong.,

Do khang khing bim vao 14p trudng nén khé dat duoc
thoa thuan hop 1y. Cang bam vao 1ap trudng riéng cta minh thi
cang khé thay déi n6 dé tim cac gidi phap méi mi c hai ¢6 thé
chdp nhén. Va tr d6 d& déng nhat lap trudng voi con ngudi.

" Pam phiin cing thudmg din dén két qua 1a mot bén thing
va bén kia thua. Nhu vay khé ma vira long ca hai bén. Di bén
nao d6 théng thi s& 1am tén hai dén mdi quan hé lau dai cha
hai ben. |

- Hién nay chiing ta hay dimg phwong phip dam phdn nay
v6i khéch hang, vi chiing ta thudng cing nhic yéu céu khdch
hang tuan theo nhimg diéu kien do ching ta dat ra (thuomg la
dé bao vé cho ta hon 1a dé thuan loi cho khich hang), 1am cho
khich hang khé chiu. Dién ndy dé din dén mat khdch hing
trong moi trudong canh tranh,

Cau thong bio "Hang mua réi mién doi la” ddn tai quay
bédn mdy dién thoai cua mot don vi by dién no chinh 1a thé
hién tr duy theo kiéu dam phén cing! Khi doc dong thong bio
nay khdch hang s& lo so nhd mdy mua vé ¢6 van dé gi thi khé
ma thay déi (nhu cd dd méic cau). Trong truomg hop d6 licu
khéch hang c6 dé dang quy¢t dinh mua khong?
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Dam phan mém
Dam phdn mém lai ¢6 nhimg dic didm trii NEUoC so vii
dam phdn cimg nhur sau:

b

- Hai bén dam phdn {3 ban ciia nhau.
2. Muc tiéu 12 thoa thuan, nhuwong by dé duy tri méi quan he.
3. Mém médng v6i con ngudi vi ci vin dé.

4. D& thay d6i 1ap truomg, quan diém.

5. Tin d6i phuong, - |
6. Chi di tim mot cau tré i ma ben kia chip nhan.
- Lui buée truée dp e, :
8. Chép nhan thiét hai don phuong dé dat dugc thoé thuan
Trong dam phan mém, thay vi coi bén kia ta dich thi ta coj

ho 1a ban. Thay vi muc tien gianh thang loi ta nhim muc tiéy
mudn dat duge sur thod thuan. Trong dam phan mém hai bén dé
nghi va nhuong bo. Ho sin sang chap ahan thua thiét dé giir mai
quan hé t6t dep. Dam phdn kiéu nay thuong xdy ra giita nhimg
nguoi than. D6i v6i khach hang c6 thé ding quan diém nay khi
glai quyét nhimg vin da khong quan trong, ta c6 thé i buge
nhudng khdch hang dé gitt m6i quan hé 16t dep giita hai ben. Tuy
nhién nhimg van dé ¢6 tinh nguyén tic thi khong nen ding
phuong phdp dam phin mém, vi @ phii tuan theo nhitng thi tuc
nhat dinh trong khai thic dé dam bao chat lwomg san phdm.

Dam phan theo nguyén tic

Phuong phip dam phén nay s& khic phuc nhuge diém
cla ca hai phuong phdp trén day. Dam phdn theo nguyén (ac
¢6 céc déc diém sau day:
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1. Nhitg ngudi dam phén cing nhau gidi quyét van dé.

OO_*-JO\U\-D-

. Muc tiéu 1a mot thoa thudn sdng sudt, hiéu qua va

than thién.

. Tach con ngudi ra khoi van dé. Cung nhau tan cong vao

vin dé chit khéng phai vao con nguoi,

. Mém mdng vGi con ngudi, cimg véi van de.

. Tap trung vao loi ich cia hai bén, khong vao lap truong.

. Sdng tao ra cic phuong dn ciing ¢ loi cho ca hai bén.

. Xem xét cdc phuong 4n dwa vao cdc tiéu chudn khdch quan.
. Lap luan va ling nghe dd6i tic.

Mau ch6t ctia phwrong phdp 12 hai bén cang nhau gidi quyét

vdn dé, cing nhau dua ra cdc phuong dn trude khi quyét dinh
chon phutong dn ndo. Va két qud lua chon phdi dya trén cdc tiéu
chudn khich quan. Dam phin theo nguyén tic dung hoa giira
dam phdn ciing va ddm phdn mém, viza dat dugc két qud hop Iy
cho cd hai, vira gift dugc quan hé ldu dai gitia hai bén.

Céc tinh hudng dém phén thuc té thuong gap

Khéch hang dén nhan buu kién nhung khong du gidy o
tuy than, nha thi & xa.

Khich hang dén nhan tién thay cho bé 6m ninmg khong
cé pidy Uy quyén, nha xa.

Khich hang mua mdy dién thoai rdi sau d6 mang dén
déi lai.

Ban hay ciing cdc déng nghiép théo ludn, gidi quyét cic

tinh hudng nay.



Phan Il

NGHE THUAT BAN HANG
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| Chu‘dng Vil
'GAC KHAI N||,=.M co BAN

or -

7. 1 THE NAO LABAN HANG?
me nghia

" Bén ‘hang c4 nhan 12 mot qué trinh giao ti&p giu'a ‘ngudi
ban hang v ngudi mua trong d6 ngudi bén fim Iué’u, khém phd
va dap ing nhu cdu, mong mudn cha ngu‘tn mua trén CU s& hai
bén cung c6 !'m

Gt .

Nhanxet s
1: Pdy 1a qud trinh ban‘hiing chit dong

Trong d6 ngudi ban c6 nhiém vu tim kiém va phat hien,
kich thich nhu cfu cia khéch hang. Cin lwu ¥ ring bin hang
chii dong vt va hon nhidu so v6i bdn hang thu dong (1a kidu
bin hang twong d6i phd bi€n hién nay tai cde qudy giao dich
buu dién).

Viy tai sao chiing ta lai chon cdch ban hang mét nhiéu
cong sifc hon? Thuc t&€ 12 nhiéu khdch hang khong biét dwoc
minh ¢é nhu cdu cu thé gi, khdch hang khong biél sir dung
dich vu gi d8 trao d6i thong tin. Khdch hang c6 vo khéi cong
viéc hang ngiy ma ho can quan 1am, ho chiang c6 nhiéu thdi
gian dé& tim hidu k¥ vé cdc dich vu cila chiing ta. Hon nita,
chiing ta ban cdc dich vu buu chinh, vién thong mang tinh vo
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hinh. Do vay tir ban than khach hang kho cam nhan vé chal
lugng, loi ich cha timg loai dich vu. Cho nén chinh ngudi bdn
hang phai gitip cho khich hang hra chon dich vu phu hop vGi
nhu céu caa ho. Thue t& chimg 16 ring nhiéu khéch hang su
~ dung may di¢n thoaJ da lau, nhlmg khong biét stt dung dich vu
quay s6 nhanh, quay s¢ tit. Tic gia da ching kién diéu nay
ngay tai mdy phong béo vé cha mdt co quan buu dién L6n.
Nbung ching ta thir nghi xem day la 15i coa khdch hang hay
cia tho day mdy? Thudng thi nhimg thg ddy mdy lip may
xong, kiém tra thong thoai 1a hét nhi¢m vu ra vé, ciing ching
gidi thich, huéng dén khdch hang, ciing ching d¢ lai mot 1i
lien huéng dan nio ca.

Mit khdc, khach hang ai ciing c6 nhimg nhu cau chung
nhat (xem thang bac nhu cdu ctia Maslow & phin 8.1 Chi bdn
nhiing thit ma khdch hang cdn). Vin d& 1a doi v6i mot khéch
hang cu thé thi ho cdn gi nhat? L2 ngudi ban hang hiéu 1d san
phdm minh bén, ching ta phai nhan 14y trdch nhiém gitp do
ho lwa chon. |

Ban hang chii dong hoan toan déi lap voi kiéu bdn hang
thu dong, chi ngdi chd khdch hang dén hoi, tham chi hoi cling
khoéng mudn tra 1oi.

Bdn hang chii dong s& ddp tng dugc cd phig nhu cdu
tiém 4n cha khdch hang, 1am cho khéch hang hai long va ta
bdn duoc nhiéu hon. Bin hang chu dong gidp cho ta nang cao
sitc canh tranh. Néu chiing ta khong giip khéch hang thi cic
d6i tht canh tranh cua chiing ta s&€ gianh lﬁfy cong viéc vit va
nhung tha vi nay.
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2. Ban hang theo quan diém hai bén cung cé loi

Trong mot thi trudng canh tranh, mudn dn tai va phat
tri€n thi ban hang phai ddm bio quyén loi lau dai thoa ddng
ctia ca hai bén, nhumg khéch hang ai cling muén c6 lgi hon.
Do vay ban hang sao cho ddm bdo hai bén déu ¢6 lgi, nhung
dimg quén dé cho khach hang c6 loi hon mot it.

Quan diém ban hang ndy ddi 1ap véi kiéu bén hang bing
moi gid, bén &p. Cich ban hang ép bude chi ddp tng duoc
.quyén loi trudc mét ma thoi. Vi loi ich lau dai ching ta phai
thyc hi¢n theo phirong cham: o :

- Bédn-dugc mét mon har;g khéng quy bdng giit du‘ac khdch
hang ldu dail .. . :

Do vay, viéc chiing ta nén gidp khdch hang tiét kiem chi
phi, ning cao hiéu qua clia viée sir dung cic dich vu buu
chinh, vién thong 1a diéu dé hidu! D6 1a phwong cham: “Hdy
tim cdch lam Igi cho khdch hang!”. Diéu nay thoat nghe c6 vé
thdy phi 1y. Nhung khi ching ta da ch&p nhin quan diém:
“Ldy phuc vu lam muc tiéu, Idy kinh doanh lam phuong tién”
thi 1am lgi cho khdch hang 14 diéu can thiét. Khdch hang sé tin
twdng va gan bd vai chiing ta khi ho duge chiing ta tr vén lua
chon sir dung dich vu, sin phdm ddp ing nhu cdu ctia ho song
lai tiét kiem dwge chi phi.

3. Ban hang la phung su khdch hang

Gitip ho thoa ma3n mot nhu cdu, bdn cho ho diing nhitmg
thit ma ho can. Ciing cdn nhé ring, thd ma ho can khong chi 13
mot sin phdm hay dich vu ma cdn ca thai do6 giao tiép. Chi ¢
hiéu rd khdch hang ching ta méi thue hién duoe didu nay.
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1. Bdn hang khong chi la giao hang va thu tién

Ban hang khong thé thiu duge dich vu khach hang,
cham s6¢ khdch hang. Cin nhé ring dich vu khéch hang ot 1a
vii khi canh tranh quan trong ctia ching ta.
5. Tai sao phdi giit khdch hang?

C6 hai 1y do: Thi nhat 1a gi mot khéch hang cii thi do
&n kém hon nhiéu so véi viéc tim mot khéch hang moi. Thit
hai 12 mat mot khdch hang khong chi 1a mot khédch hang dé
ma ¢6 nguy co mil them nhiéu khdch hang nira. C6 thé hién
nay chiing ta van chua phéi bo ra nhidu cong sic, tién cha dé
fim mot khach hang, vi thyc ra ching ta chua phai di tim
khéch hang ma mdi chi ng6i chd ho mang tién t61. Nhung thi
trudng cang canh tranh thi chi phi tim khdch hang sé cang
ngay cang cao,

Ban thir tinh xem, m&t mot khdch hang VinaPhone thi
cong ty mét bao nhiéu doanh thu.

7.2 CAC LOAI HINH BAN HANG BUU BIEN
Bin hang tai ghi sé buu dién

Day 12 loai hinh ban hang chi y&u hién nay cla ching ta.
Mang luéi buru cuc trén 3.000 diém cho phép mang dich vu buu
chinh, vién thong dén véi quang dai dan ching. Ngodi ra con
¢6 695 dai 1y buru dién da dich vu tai cdc thanh ph6. ¥ céc khu
vire nong thon mang W6 4.200 diém Buu di¢n - Van hod xa
dang hoat dong dd md rong dién phuc vu cta buu dién. Voi
mang ludi buu dién rong 16n do, ban kinh phuc vu binh guan
ctia mot diém phuc vu tren ¢ nude 12 3,65 km, vt 0 dan binh
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quan mot diém (2 9.750 ngudi. Day ciing 12 mot thé manh cia
mang luGi phan ph6i cda VNPT (tuy nhién cdn ddnh gid vé mat
hi¢u qua).

Piac diém co ban d6i véi loai hinh bin hang nay {3 thei
gian giao ti€p ngdn va twong doi bi dong, gay kho khan cho vice
tim hiéu tam 1y, thi hi€u cda khich hang. Tuy nhién, néu khéch
hang hai iong thi ho s& mua thudng xuyén. Cung cdp dich vu
buu chinh, vién thong tai cic buu cuc tao nhiéu diéu kien thuan
loi cho khdch hang. Néu ching ta cung cdp duoe nhiéu dich vu
da dang tai céc ghi sé thi s& thu hit duoc nhiéu khach hang. Khi
dén cic buu cuc, khach hang ¢6 co hoi ti€p can v6i nhiéu thist
bi thong tin lien lac hién dai, ho lai duge cung cap thong tin ddy
d vé cdc san phdm, dich vu buu chinh, vién thong dé lua chon.

S6 Tuong khich hang dén giao dich tai cdc ghi sé thudng
chiém ty trong 16n trong tdng s6 khdch hang clia buu dién.
Tuy nhién, doanh thu mang lai chi€m ty trong nho, vi phén lén
khach hang mua 1&, s6 luong ft.

Bén hang tai nha, tai ca quan cda khich hang

D61 v6i nhimg khach hang 1én, mua thudng xuyén thi
ching ta nén ban hang tai nha, tai co quan clia ho.

Loai ban hang nay ¢6 uu diém i ngudi bin cé thdi gian
chudn bi, tim hi¢u ky luéing khach hang truée khi dén gip ho,
do vay ¢6 thé ¢ nhiéu thong tin vé khach hang hon, hiéu o
hon vé nhu cdu, thi hi€u, mong mudn cha ho.

Tuy nhién, vé phia khdch hang thudng ¢é nhidu ngudi
tham gia vao qua trinh mua hang va ho thudng 14 cac chuyén
gia mua hang cho nén thuy&t phue duge ho khong phai la dé.
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Trong trumg hop nay doi hai nguoi bdn hang phai ¢é
chuyén mon cao, ¢6 kinh nghi¢m. Xu hudng 14 doanh 6 do
nhimg ngudi khich mang lai thuoe loat ny s chi¢m 1y trong
Ién trong (5ng doanh thu cia cong ty.

7.3 BAN HANG LA MOT NGHE THUAT
Bin hang khong chi 1a mot nghiép vu, mot nghé ma con
la mo6t nghé thuat.

Tai sao bdn hang I3 mét nghé thuat?

Bin hang a mot nghé thuat vi ban hang khong phai la
mOt cong viee mdy méc, cing nhic. Nguoe lai, d6 la mot
cong viéc ddi héi phai linh hoat, ning dong va sdng tao dé
chinh phyc trdi tim céa d& cdc loai khich hang khidc nhau.
DE 1i€p can duye v6i ho, ngudi ban hang phai nhay cam dé
nam bit dugc tam 1y ctia ho, phi bi€t tr didu chinh hanh vi
cia minh cho phi hop, phai biét gay thién cim, quyén rii
khich hang.

Taf sao lai can phéi cd aghé thust bin hang?

Ngh¢ thuat ban hang huéng i muc tieu khong nhimg
lam cho khach hang hai long ma con iam cho ho vui sudng,
khong nhimg bén duoc hang ma cdn giit duoe khich hang lau
dat trong mGL thi trudng canh tranh manh mé.

Ngudi ban hing Buu dién trong co ché bao cap chi thue
hién phan su cia mot cong nhan khai thac: ai hoi gi thi cung
¢dp thit d6 va thu tién, ngoai ra ho lutn cam cii ghi chép cde
sé sdch nghi¢p vu. Ho khong cdn thuy¢t phuc, gay thién cam.
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“kham pha nhu cdu va khuyén khich khich hang mua. Ho lam
viec nhr mot cai mdy khong hon khong kém. Nguyen do la
khich hang khong ¢ quyén lua chon, con ngudi ban thi thicu
ca kién thitc ban hang va dong co lam vice L. Cach ban hang
thdi bao cap van cdn ton tai dén ngay nay. Nhiéu giao dich
vién van chi thue hién cong viée clia mdt cong nhin khai thac
va it ch trong t6i phén vigc clia ngudi ban hang.

" Tinh hinh thi tnrong ngay nay da khic xua, Canh tranh
trén thi tradng bwu chinh, vién thong da xuit hién va ngay
cang tr& nén manh mé& Khach hang ¢6 nhiéu quyén lva chon
va ngiy cang khé tinh. Ho doi hoi ngay cang cao. Ho doi ho
khong chi vé chét lwong ma cdn ca vé thai do giao ti€p, 101 an
tigng ni6i clia ngudi ban hang.

7.4 YEU CAU DOI VOI NGUGI BAN HANG BUU DIEN
Ai I3 nguor ban hang but dién?

Giao dich vién 13 ngudi bin hang tai ghi s¢ vira phai ban
c4c dich vu buu chinh, vién thong, vira ban cic san pharn cu
thé nhu: bio chi, tem thy, buu anh, buru (hip, phong bi, gidy
viél thy, ban dé du lich, thé di¢n thoai, hop dung bwu pham,
buu kién... S6 lugng nhimg ngudi ban hang buu dién nay
chiém ti trong lon.

Giao dich vién tai ¢dc trung tam dich vu khdch hang cua
cic co s¢ buu dieén chap nhan lap dat, chuyén nhuong cho céc
thué bao dién thoai, tax, Internet, ky ké&t hop déng cung cap
cic dich vu buu chioh, vién thong khéc, thanh todn cudce phi,
giai ddp thic mic, khidu nai cda khdch hang...
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.. Dién thoai vién tai cac dai 108, 116, 107, 142, 143...
cung cdp cho khich hang thong tin kinh &, van hod, xa hoi,
giat ddp s6 dién thoai, hudng dan st dung cic dich vu buu
chinh, vién thong...

Buu ta vira lam nhiém vu- phdt thu bdo, vira ban tem,
phong bi, chdp nhan yéu ciu dat bdo...

Tho day mdy vira bao dudng, 1dp dat céc thiét bi dau cudt,
day mdy, vira huéng dan, tuyén truyén cho khach hang sir dung
cdc dich vu mdi, vira chap nhan yéu cau lip dat thué bao.

Con mdt loal ban hang khiac. D6 1a nhitng ngudi ban
hang tai nha, tai co quan cua khac hang. Ho bdn céc dich vu
EMS, quang cdo qua buu dién, dich vu ¥an chuyén hang hod,
ky hop dong bdn thiét bi chuyén mach, truyén dan, he thong
mdy tinh... D6i twong khich hang cita ho thudng 1a cac doanh
nghiép, co quan sit dung nhiéu. Hién nay, s6 lwong nhimg
ngudi ban hang nay chua nhiéu. Nhumg khi thi trudng cang
canh tranh thi nhiing ngudi ban hing loai nay cang nhiéu vi
néu chiing ta khong [am thi cdc d6i thi canh tranh s& lam dé
gianh khdch hang.

Vai tro va nhiém vu cda nguor ban hang
{.Vaitro

Ho 1a philmg ngudi & tuyEn dau, thay mat cho don vi, cho
nganh ddp ng nhu cau, mong mudn cta khéch hang.

Khdch hang khen ho Ia khen buu di¢n, ché ho 1a che byu
dién. Khiach hang gdn gGi v6i ho hon la gdn gdi véi cic
tredng, phd phong, chdnh, phé gidm déc cde cong ty, chanh,
phé gidm doc cac Buu dién.
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Lam mat khich hang hay giit dwoc khich hang phan
nhiéu 1a do ho quyét dinh. Nhiém vu ctia ho rat ning né, do
vy hg can duoc sy hd trg clia toan don vi 1a nhimg ngudi &
hau phuong.

2. Nhiém vy cha ngudi bdn hang
Ngudi bdn hang ¢6 cdc nhiém vu sau day:
a. Phyng sy khdch hang
- Diép iing nhu cdu mong mudn ctia khich hang.
- Lam cho khich hang hai long.
- Lam cho khéach hang vui suéng.
b. Phung su cong ty
- Tim khdch hang va gix khdch hang cho cong ty.
- Cung cap théng tin thudng xuyén vé thi trudmg cho
cong ty.
- Hoc tap thudng xuyén dé€ nang cao trinh do.
c. Phung su cho bdn than.

Né&u ngudi ban hang lam 6t hai nhiém vu trén thi sé dam

bao cuéc song cho ban than, ¢6 co hoi thang tién.
Yéy céu voi nguti ban hang
1. Yéu cdu vé thé chat

Nguti ban hang buu dién cdn cé sitc khoé déo dai, thin
kinh vimg ving dé c6 thé giao ti€p v6i dong ddo khich hang
rong moi trudng 6n Ao, cing thing mi khoéng mél moi, ma
van gitr duge nu cudi trén moi.
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Ngudi ban hang buu dicn cling can phai cé mét tinh, (aj
linh d¢ nhanh chong ndm bit duoe ca ngon npir khong 1& va
ngon ngir loi néi cia khach hang,

Glao 1iep qua ngon ngir néi 1a phuong tién khéong thé thicy
duge doi v6i ngudi bin hang, dic biét d6i véi di¢n thoai vien.
Do vay ngudi bin hang phai c6 gtong ndi dé nghe, am dp ¢6 tinh
thuyét phuc.

Ngoai hinh ¢6 vai tro quan trong. Tuy nhién, ngudi bén
hang khong cdn xinh dep nhir hoa hau, nhung phéi can déi, ua
nhin. Hinh thifc k&1 hgp hai hoa véi tinh cich tao ra cdi duyen
bdn hang, chiém duge thién cam ctia khdch hang.

2. Yéu cdu vé tinh cdch

Tinh cdch, khi chat clia con nguot chiu dnh hudng iGn
ca yéu 16 bam sinh. Do vay, khi tuyén chon nhimg ngudi bin
hang cdn phai ché trong dén cde pham chat sau:

- Nhanh nhen, théo vit, nidm né dé gidi quyét cong viec
nhanh chéng, dé sin sang ti€p xdc véi moi ngudi, hiat
lang nghe khich hang, poi chuyén ho d¢ ¢6 nhidy théng
tin nham hiéu r& khach hang.

- Nhiét tinh dé truyén cam, dé chinh phuc khich hang.

- Kién tri dé vuot qua khé khan, dé thuyét phuc khdch hang.

- Tu chi, wr tin dé vimg vang, binh finh trong giao tiép véi
khich hang. Nhung ciing khéng nén qué tv tin [am cho
khdch hang ngai uép xuc.

- Mém déo dé tng xir linh hoat frong vo van tinh huéng
£iao uep thue tidn khic nhau,



Chufong Vil: Cac khai niém co ban 125

- Chan that, déﬁg tin cay dé.-chinh phuc trdi tim khach hang.
- - Nhay cdm.dé nim bi1 nhitng bi€u hi¢n khic nhau qua 1t
néi va ngdrt' nglr khong oi clia khdch hang. Tri nhé té
dé nhé tén khach hang, nhd s& (hich, théi guen, hoan
- canh... ctia ho.

- Lich sy, nha nhan dé gay thién cAm vai khdch hang.
- Biét hai huéc nhe nhang gitip tao dugc biu khong khi vui
© 'vé, than mat, gidi tod nhing cang thing, nang né trong
- giao tiép.
3. Yéu cdu vé tri thic
Hiéu ré nhitng san phdm, dich vu ma minh bdn dé-
- Péam bao chat luong khai thdc (thyc hign ddng quy trinh
khai thic).
- Biét giGi thi¢u, tr vin, thuyét phuc khich hang mua, ddp
g uhu cdu cta khdch hang.
Hiéuré khach hang ciia minh dé thuc hién phwang cham:
- Ban nhu‘ng thit ma khiach hang céan!
- Déc nhan tam, gay thién cam vdi khach hang qua trd
chuyén, giao tiép.
Hiéu 16 cde dot thii canh tranh, cdc sén pham, dich vu
ctia ho nhdim so sdnh, thuyét phuc khich hang.
[1iéu biél vé ky thudt bdn hang: day 1a kim chi nam cho
ngudi ban, dé ngudi ban van dung linh hoat vao cdc tinh
hudng cu thé, da dang.
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Hiéu biél vé cong 1y ciia minh: céc phong, ban chite
nang, nhitng ngudi phu trich cdc mang cong viée cu thé, s6
di¢n thoai ca ho. Muc dich: dé yéu cau hé trg trong viéc cung
cdp dich vu khiach hang khi cin thiét.

[1iéu biét vé tam 1y xd héi néi chung dé d6i nhan xir the
linh hoat.

l1iu biét vé phong tuc, tgp qudn cia cde dan toc khéc
nhau trén th€ gidi dé ti€p dén khdch qudc (€. Trong xu thé hi
nhap khu vyc va qudc t¢ thi hidu biét nay rdt cdn thist d6i véi
giao dich vién.

Iiéu biét vé tin hoc, ngoai ngit. Ngoai ngir dé giao 1iép
véi khach mrdc ngoai. Tin hoc dé khai thdc céc phan mém
quan 1y nghié¢p vu trong cdc don vi. Tuong lai ngdy cing nhidu
may tinh dugc sir dung trong quén Ly giao dich buu chinh. vién
thong va phat hanh bdo chi.

7.5 NHUNG KHACH HANG NAO BEN GIAO DICH BUU DIEN.
Khéch hang dén giao dich buu di¢n rat da dang. Do vay
ching ta ciling c¢6 thé ¢6 nhiu cich phan loai dé hidu biét tam
ty, tinh cich caa mdi loai d6i twong, dé ddi xit cho phit hop.
Sau day la cdc cach phan nhém theo cde tiéu thire khic nhau.
Phén loai theo tudy tic
NEu 1y toi tdc 1am tiéu chudn, ta ¢6 thé chia khach
hang thanh cdc nhém sau:
- Nhoém khdch hang cao tudi.

- Nhom khdch hang trung nién.
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- - - Nhém khidch hang thanh nién.
- Nhom khdch hang thiéu nién.

""Phan loai theo gidy tinh
Néu ldy gidi tinh 1am tiéu chudn phan chia, ta ¢o thé chia
thanh hai nhom:
- Khiéch hang 1a nam giGi.
- Khéich hang la nit gi6i.

Phén loai theo nghé nghiép
Néu 14y tiéu chun nghé nghi¢p dé phan chia, ta ¢é:
- Khich hang 14 doanh nghiép tur nhan.
- Khich hang 1a cong chitc nha nudc.
- Khich hang la nong dan. ,
- Khiéch hang 13 hoc sinh, sinh vién.
- Khach hang la quan nhan...

Phén loai theo s6 litong mua, tin suat mua
Néu 14y s§ twong mua, tdn sudt mua 1am tiéu chuén phan
loai, ta cé:
- Khdch hang mua nhiéu, thudng xuyén.

- Khéch hang mua &, mua it.

Phén loai theo muc dg hiél biét vé sén pham
Né&u 14y mite do hidu biét vé sén pham (€ phan loai, ta ¢6:
- Khich hang ¢6 nhu cau thong tin lién lac nhung ho chua
hidt dich xdc 1a cdn phai st dung dich vu buu chinh, vién
thong nao?
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_ Khéch hang ¢6 nhu cdu thong tin lién lac va da bict la
can phai st dung dich vu buu chinh, vién thong cu thé.

_ Khdch hang chua ¢6 nhu cdu gi, chi ghé tham buu dicn
vi tb mo. '

Phan Ioa: theo d:ch v s:!dung
Néu 14y foai dich vu sit dung dé phan loai, ta ¢
- Khach hang ding dich vy chuyén tién.
_ Khiéch hang dang dich vu truyén s6 lieu.
- Khéch hang dong dich vu chuyén phdt nhanh.

- Khdch hang dung dich vu Intemet...

Phan loai theo thang bic khach hang

Né&u lay thang bac tién trién cha khdch hang lam tiéu
chudn phan loai, ta c6:

- Khéch hang twong lai.

- Khéch hang.

Khéach hang quen.
Khich hang trung thanh.

Phan loai theo tinh cdch
Né&u tay tinh cach 1am ti¢u chudn phan chia, ta c6:
- Khiéch hang khong ciuyé’t dodn.
- Khich hang quyét dodn.
- Khéch hang da nghi.

- Khdch hang kho tinh, gian di.
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- Khaéch hang tr cao. ..

Phaén loai theo quéc tich
Néu 1dy tiéu chudn quéc tich dé phan loai, ta c6:

-"*Khach hang trong nudc.

- Khdch hang chau Au.

- Khiéch hang chau A.

- Khiéch hang Trung Qudc...

- Mdi nhém khdch hang nay c6 nhimg dic didm tam ly,
nhu cau, thi hi€u khdc nhau. Ching ta da tim hidu dac tinh ciia
mot s6 nhém khdch hang & cic phan truée. Céc ban cling ¢6
thé van dung céc phuong phip duoc trinh bay & phén truéc dé
ndm bét va hiéu 16 cic nhom khich hang khéc & tai dia
phuong minh. Biét duoc tinh cdch, tam 1y ctia méi nhém
khdch hang, chiing ta s& c6 cdch ddi xir phd hop, 1am cho ho
hai long va vui suéng.

9 - HVKH
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Chudng Vil
MOT SO NGUYEN TAC BAN HANG CO BAN

8.1 NGUGI BAN HANG BAN Gi?
Khong ban mot sén pham ma ban mot  tuténg, mot Ioi ich

Ngudi bin hang khong ban chinh sin pham, dich vu ma
no bdn mot ¥ twong, ban mot loi ich, cong dung, mét sy hai
long, mot gidi phdp gitp khach hang gidi quyét khé khan.

Mot hiing nude hoa tuyen be rang & xudng cta ho san xudt
nude hoa, nhimg & cic cira hang cua hg thi ban niém hy vong.

Khédch hang ciing vay. Ho khong mua chi€c déng hé ma
ho mua mot phuong tién bio 810, mua vé dep, sy sang trong,
mua mot mon hang liru niém, mua mot sir hanh dién. ..

Quan ni¢m bén hing nay nhén manh vao viéc ngudi ban
hang phai biét gisi thicu nhimg loi ich, cong dung ma méi san
pham, dich vu mang lai cho khich hang dé tw van, thuyét phuc
khdch hang mua.

Ding sau mbi san phdm, mai dich vy ¢6 thé ¢6 nhidu
twdng ban, dip img nhimg nhu cdu khéc nhau cha khich hang
khdc nhau. Do vay ngudi bin hang phai biét chon lua cdc y
twong khdc nhau phi hop véi cde déi twrong khich hang khéc
nhau. Chiing ta lai cdn nhan manh mét Ian nita ring muén lm
duoc diéu nay, ngudi bin hang phai hiu 5 san phim minh
béan, hiéu ré khdch hang mink phuc vu.

Sau day 1a mot s& vi du minh hoa:
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' Cacy tudng ban

Hang ho4, dich vu cu thé

Ban xe may la ban:

Mot phuong tién giao théng ca nhan.
M0Gt phudng tién 1am an.

Mét phuong tién lam sang.

Mot phuong tién cat gilf tai san.

Ban hoa fuoi 14 ban:

Mét phuong tién thé hién tinh cam.

“Hay dung hoa d& thay Il |a 10i nhic
nhd khach hang tai cac quiy ban hoa.

Béan quan 4o la ban:

M6t phuang tién bao vé siic khoé.
MGt phuong tién thé hién sy lich s,
tré trung, hap dan.

Ban phang bi la ban:

Mot phuong tién bao vé 1a thu.
Mét phudng tién thé hign tinh cam.

Ban bao chila ban:

M6t phudng tién cung cap théng tin.
Mot phuong tién hoc tap, nang cao
hidu bist.

Mot phudng tién giai tri.

Ban dién thoai la ban:

M6t phudng tién giao luu tinh cam
hai chigu tién idi.

. M&t phuang tién canh tranh higu qua.

M6t phuang tién lam sang.

MGt phuang tién bac vé an ninh tai
san, tinh mang.

Mét phudng tién dam bao cho cude
s6ng v&n minh, lich str.

Mot phuong tién tiét kiém thai gian,
tién bac, cong s(c. N
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D6i vii m@i sﬁn phdm, dich vu buru chinh, vién thong,
- ngudi bdn hang ¢ cdn tim hidu 15 t4t ca cdc lgi ich khdc nhau ma
né mang lai cho khdch hang. Cén hru y 1a chinh khach hang
nhiéu khi khong biét dlI(_:fL loi ich ma san phdm mang lai cho
ngudi mua. Nhiém vu cla nguoi ban hang 14 phai gidi thiéu
cho ho biét. Nghé thuat ban hang & day 1 ching ta nén giGi
thiéu loi ich nao cta san phdm cho ai?

Chi bdn nhiing thif ma khich hang cén

Theo phuong cham “chi bdn nhiing thit ma khdch hang
cdn” thi ngudi bdn cdn xdc dinh dich thyc nhu cdu ciia Khich
hang dé thuyét phuc ho.

Theo nha tam 1y Maslow, con nguoi ta noi chung cé
nhimg nhu ciu co ban sau:

- Nhu cdu sinh 1y: an, uéng, &, trd 4n va tinh duc. .

- Nhu ciu an todn, an ninh tinh mang (dugc che chd, trat
tu, 8n dinh).

- Nhu cdu xi hoi: duge chap nhan, duoc yéu mén, duge
giao hru, ¢6 ban be.

- Nhu cdu durge ton trong, duge ca ngoi, ¢ uy tin.

- Nhu cdu nr khang dinh, tu thé hién ning luc, mudn thanh
dat, c6 thanh tich cao.

Céc nhu cdu nay sdp xép theo thit ty tang dén tir nhu cdu
sinh 1¥ dén nhu cdu tr khing dinh minh. Khi cdc nhu cdu cép
thap duge thod man thi xuat hién cdc nhu c4u cao hon. Va mot
nhu cdu di duge thod min thi khong con la dong lue thic ddy
thoa mian nira. Xd hoi Viét Nam ngay nay do doi song duge
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nang cao, cho nén mot s6 bo phan khach hang dang vuon dén
c4c thang bac nhu cdu cao hon. Ho mong muén duge giao luu,
thira nhén, duwge ton trong va duge tr khing dinh minh. Do vay
nhu cdu dwge ton trong ngady nay 1 phd bién d6i v6i nhidu
khich hang. '

Nhu cdu tuif khiing dinh

Nhu cau duge ton trong

Nhu c8u xa hoi

Nhu cdu an tean

Nhu cdu sinh ly

Hinh 6: Thang bdc nhu cdu ctia Maslow

DGi v6i mot khéch hang cy.thé, ngudi bin hang phii xdc
dinh duge ho dang & bac thang nao clia thang nhu ciu Maslow
dé dap tng.

Khi sir dung cdc dich vy buu chinh, vién thong khach
hang ¢6 nhimg mong muén lién quan t6i dich vu chinh va
nhilng mong mudn lién quan (6i giao ti€p, quan he,

1. Nhitng mong muon lién quan dén dich vu buw chinh, vién théng
- Muén duge nhanh chéng.
- Mudn duoc chinh xac.
- Mudn duge an toan.
- Mudn duoc tién loi.
- Mudn dugc gid ca phi hgp.
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2. Nhifng mong much lién quan (61 giao tiép, quan hé
- Muén duge chao dén niém nd.
- Mué6n duge ton trong.
- Mudn duoge dé cao.
- Muén duge thong cam, duoc hidu.
- Mudn duge chia sé niém vui, ndi budn.
- Muén duge giip dé, hd tro.
- Mudn duge khen ngoi.
- Muén duge quan tam.
- Mubn duge d6i xir rieng biét.
- Muén duge than thién.
- Mu6n duge xung ho nhv ¥ ho mong doi.

Ngudi bian hang ciing cdn nim duge mong mubn & mot
khéch hang cu thé va ddp ing cac mong mudn dé. Muén vay
phii quan sit, ling nghe, phai nhay cam. Mot khach hang nam
gidi ¢6 mdi téc diém strong budc vao buu cuc, ta thir doan xem
ho mong mudn duge xung ho nhir the nao?

8.2 TINH VA LY KHI KHACH HANG QUYET DINH MUA
Tinh cdm hay ly tri quyét dinh?
C6 mot thoi gian dai ngudi ta idm tudng khich hang
quyét dinh mua mot thit gi d6 chi trén co s& cdc yéu t§ vé ly
nhir la 1€, t6t, bén, dé sit dung. ..

Nhung thuc 1€ thi nguge lai, cdc y&u 6 tinh cam nhidu
khi ¢6 vai tro quyét dinh nhu da duoc khing dinh: “Céi vi cia
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khdch hang 0 gdn trdi tim hon khoi 6c”. Cac yéu t8 vé 1y
dudng nhu & bé mat, ¢ tinh chal minh hoa, huéng din, che
‘day nhimg y&u t6 tinh cam la dong lyc cia quyél dinh mua.
Do vay nhiing y&u t8 vé tinh thudmg bi che day, an dudi nhimg
yéu td vé Iy.

Chang han khi thdy hang x6m c6é dién thoai thi khich
hang cling mu6n mua dién thoai dé khoi kém ngudi ta, nhung
lai néu 1y do 1a rdt cin cho cong viéc. Cing chdt lugng hang
hod nhir nhau nhimg ngudi ta van thich hang ngoai, tuy ring
hang ngoai dit tién hon rat nhiéu. Ong bi thu huyén Gy ding
dién thoai VinaPhone thi cdp dudi ciing noi gwong theo. Do
vay ngudi ta_hay muon cdc ngobi sao dién anh, ngoi sao thé
thao, cdc nha chinh khich, nhimg ngudt gidu c6, quyén uy dé
quing cdo cho san phdm cla minh. Mot clra hang quin 4o &
Trung Quéc duge Nit hoang Anh ghé tham ngdu nhién. Chi
clra hang da khong bo 1o co hoi ting Nt hoang mot bo quan
do truyén théng Trung Qude va chi xin chup anh chung 1am
ky niém vdi Nit hoang. Sau dé, bitc dnh duge trung bay trang
trong tai cira hang da 12 mot ching tich thu hit nhiéu khich du
lich Anh dén mua quan 4o ctda cira hang.

Mua hang vi tinh ¢am, con goi mua vi dong co xic cam.

Yéu té ¢4 nhin

Céa nhan ngudi ban hang ciing la yé&u t6 tinh cAm dan téi
quy€t dinh mua cda khich hang. Khach hang cé thé quyét
dinh mua vi c6 bdn hang ¢6 duyen, cé chiéc ring khénh, tir t&,
chu ddo, nhiét tinh.
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Mit khdc, cdn quan tam 6i nhimg ytu t& ¢4 nhan cua
khdch hang nhu s¢ thich, thanh bai trong cudc doi... Pay Ia
nhitg chii dé trd chuyen dé gay thien cam, dé dic nhan tam
v6i khdch hang. Phuong cham & day la: “Néi nhimg chuvén
ma khdach hang muocn nghe. .Nghe nhitng chuyén ma khach
hang mudn néi. Xung hé nhu khéch hang mong muon..."

Dé gay thién cam véi khich hang, ngudi bdn hang con
¢6 thé gitip khich hang nhirng viéc doi thuong, nho nho,
chan thanh.

T6m lai, dd mam cb ddy ntumg chii nha thiu niém ng,
1on trong thi khdch hang ciing khong thdy hao hing... Khach
hang khéng chi mua mot loi ich do san phdm mang lai ma con
rua ca sw hai long trong giao tiép.

Khéch hang mua theo déng co xiic cam thuong dua trén
cic y8u (6 sau:

- Mot

- Sang.

- Khic ngwdi.

- Lich su.

- Nhitg ngudi néi tieng ciing thich ding tha dé.

- Ngudi bdn hang ¢6 duyen, dé mén, nhiét tinh.

- Khdch hang dvge quan tam, ton trong, duoc sin sdc
chu ddo...

8.3 LAM THE NAO DE TRANH BAN HANG AP PAT?
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Khai niém

Ban hang dp dat1a cdch ban hang cla quéd khit, khi khdch
hang khong ¢ quyén lua chon. Thi trudng khi d6 1a thi trudng
cla ngudi ban. Ngudi ban khong quan taim dén nhu cdu thuc
sU clla ngudi mua. Ngudi mua bi 4p diat moi thit: vé chat
lugng, vé gid ca, vé 8 luong hang, vé thdi gian mua.

Ngay nay, moi trudng kinh doanh di khdc truée. Tu
teong “bdn dupc hang va giit duoc khdch hang” hoan toan doi
lap vé6i cach bdn hang 4p dat, ép bude. Tuy nhién van con kiéu
bin hang €ép budc do ngudi bian hang chay theo doanh thu
tredc mét ma quén mat doanh thu laun dai.

Lo khuyén: Mot mén hang khéng c6 loi cho nguoi mua
thi ciing khong co loi cho nguot bdn!

Lam thé ndo dé tranh bén hang dp dit?
Sau day la mot 8 16i khuyén nham tranh ban hang dp dit:

1. Tim hiéu trung thuc v& nhu cdu c@a khdch hang. Dimg
bét ho mua cdc san phdm, dich vu dét tién hon néu ho
chara thye st cén.

2. Hay chén that, hita it hon nhitng diéu ¢6 thé 1am.

3. Tao co hoi lua chon tr do cho khiach hang.

4. Bao vé khach hang, gidp ho trdnh 16i [4m khi lwa chon
san pham.

5. Tao diéu kién cho khdch hang kiém tra nhimg diéu ban
cong b vé sdn pham.

6. Chap nhan nhuge diém cta san phim néu c6.
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7. Nhan trich nhiém ctia minh. Pimg d6 18i cho khdch hang.

8. Bi€t kiém ch€&. Dimg qué wr tin, qua sic sdo.

9. Ban chi tr vin cho khédch hang lva chon. Quyét dinh cu6i
cing ta do khdch hang.

8.4 CHAT LUONG CUA SAN PHAM PONG VAI TRO Gi?
Khai niém

Chat luong 13 yéu t8 ma khich hang can nhic khi quyét
dinh mua, nhung chal luong khong phai 1a tdt ca d6i véi khich
hang, nhiéu khi ngudi ta mua loai hang hod chat lugng kém
hon (hang Trung Qudc) 13 mot vi du.

Khi mua hang, khdch hang mua mdt loi ich, mét cong
dung. Vay giira lgi ich va chat luong thi cii gi quan trong voi
khach hang? Nén gidi thiéu cai gi trudce, cdi gi sau?

Chét Iong va cong dung

Diéu dau tién ma khach hang nght t6i khi mua 1& cong
dung, loi ich ma san phdm mang lai, titc 1a sin pham déap ung
mot nhu ciu cu thé nio d6 clia khdch hang.

Con chat twong 1a y&u to gia tri bén trong, lam ting gia
tri san phdm so v6i san phidm c6 cing cong dung.

Cong dung mang linh ché quan. Mot sin phdm ¢6 cong
dung, mang lai lgi ich cho ngudi nay nhung lai vo dung véi
ngudi kia. Nguoc lai chit lugng mang tinh khdch quan, ¢6 thé
do dém duge. Tuy vay, mong mudn vé chat luong lai ¢6 tinh
chil quan tuy thudce vao khach hang, ngudi thi mu6n chat lugng
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cao, nguoi thi mudn chit lwgng vira. Do vay ching ta nén theo
quan diém “Chdt lugng nhu khdch hang mong muén!

Trinh i gici thiéu san pham nhirthé nao?

Khi gi6i thiéu sén phdm néu theo trinh oy sau day:

Gioi thiéu ¥ twong trudc, sau dé dén cong dung va cudi
cang la chdt lugng dé ciing c6.

Chat lwgng & day phai phit hop véi nhu cau cia khdch hang.

Khi néi vé chat luogng trdnh n6i chung chung: “chat
Iugng tuyét hdo”, “chat lwong nhu vang”, “chat lrong s& 17.
Nén di vao nhimg tiéu thic cu thé clia chat lugng nhu: bén, lau
hét pin, (mdy dién thoai), nhanh, an toan, khong lo that lac
(dich vu chuyén phdt nhanh), khong s¢ ai 1y nhdm (dich vu
hop thu lwu), khong ban khoan vé viéc ngudi than di nhan
dugc tién chua (dich vu bdo tri)...

8.5 GIA CA DONG VAI TRO NHU THE NAO?
D3t vé ré mang tinh chi quan

Gid ca la mot 116 ngai quan trong khi khich hang mu6n
mua mot thi gi do.

Tuy nhién gid dat hay ré lai mang ddu 4n chd quan. Cling
mdt gid nhumg d6i v6i ngudi nay thi dét, d6i véi ngudi kia lai ré.

Nhu cu d6i véi san pham cang cAp bach thi gid ca cang
khoéng quan trong.

Hang hod hiém hoi thi gid ca khong quan trong. Hé gitp
khdch hang vuot qua tré ngai vé gid ching ta hiy lam theo
nhimg [6i khuyén sau day:
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Noi gid nhiur thé nao?

1.

Phirong thiic thanh todn thuan loi thi gid ca khong quan
trong. Phuong thitc thanh todn nao ti¢n lgi 1a do khdch
hang quyét dinh.

- Cung ¢ap mién phi cho khdch hang céc dich vu khich

hang nho nh6 lam cho ho cam thay khong dt. Nguoc lai
tinh tién cdc dich vu dé thi ta ching thu duoe 13 bao nhung
khich hang s& phan tmg manh mé vi cam thay gid cao.

- Sdn phdm phic tap va san phidm dac thiy thi gid khong

phéi yéu t8 quan trong.

- Khi yéu céu cta khich hang vé sin phdm cing cdp bdch,

thi gid cd cang khong quan trong.

- Néu gid i, loi ich, sau d6 néu gid, réi lai néu gid tri.

- Chia nhé gid theo don vi nho, theo thai gian sir dung lam

cho khdch hang thay gid thap.

- 50 sdnh v6i cdc sdn phdm gid cao hon 1am cho ¢6 cim gidc

gid hién tai khong cao. So sdnh véi cic sin phdm ma khach
hang mua thudng ngdy nhu thudc 14, diem, vé xe buyt.

- Phan tich vé& cdi gid phai tra (n€u khéng mua sin phdm)

con cao hon gid mua san phim.

8.6 NHUNG Y KIEN TRAI NGUOC CUA KHACH HANG
Khai niém

Trong qué trinh bin hang hay xiy ra tinh hudng y kién

ctia khdch hang trdi nguge v6i ¥ kién cta ngudi ban hang. Néu
ngudii ban hang khong bigt cdch gidi quyct thi didu niy c6 thé
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dén dén xung dot, cai co hodc chi @ thi ciing khong gay thicn

cam cho khich hang, dan t6i vice ban hang that bai. Khach

hang lu6n lu,On ding, ho khong thich nhitng ngudi bén hang

ludn luon ding, luon luon thing ho (suy rong ra, ai ciing

vayl). Vay am thé ndo dé thay d8i § ki¢n ctia khach hang?
Lam thé ndo d€ thay doi y kién ciia khdch hang?

DE thay déi ¥ kién clia khich hang, trude hét phii lam
$20 cho ho sin long thay ddi chit khong phéi bit ép ho. Phii
lam sao cho khdch hang thdy ring sdng kién 13 xuat phat tir
ho, méc dit ¥ tudng 12 ctia ngudi ban hang.

Ngay tir ban d4u tiép xiic khdch hang nén trianh dé cap (6i
vén 48 ma khich hang khé chdp nhan, va trong qud trinh tiép
xiic cling vdy. Nen n6i t6i nhimg di€u ma ca hai beén déu
chung quan diém, chia sé sy d6ng ciam cua ban véi khach
" hang. Day 1a diém tya d€ dam phén 1i€p theo.

Ding bao gior c6 ¥ dinh gido duc, udn ndn fw tudng cia
khdch hang!

C6 ging tim ra nhimg diéu ma ban déng tinh trong quan
diém chia khich hang, dé tir d6 dén dét khach hang dén quan
diém cia ta.

Ky thudt ciu hoi.

Thudng khi thdy ngudi bin hang néu ra mot khing dinh
nio dé vé san pham ban thi khdch hang néu ra y ki¢n d6i 1ap:
ban bdn bao 161, bén mua bdo xiu; bén ban bao ré, bén mua
bao dit... Vi 1t qua tiéng lai, k¢t cuc 1a khong ban dugce hang.
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Lam th¢ nao dé tranh mau thuin nay? Trong trudmg hop n‘z‘iy ta
¢ thé dung “phuong phip cau héi” dé khdch hang tra i chi
khong nén tr khding dinh. Thay cho vice khing dinh, ngudi
ban hang dat cau i dé hoi ¥ kién cilia khich hang vé van dé
d6. Ngay ca khi cau tra 1oi cia khdch hang khong nhu mong
mudn thi ciing khéng $40.

Chiing ta cé thé xem lai k§ thuat dat cau hdi & phan
trudic, muc 0.4 Ky ndng ddt cdu hdi.

8.7 DAN CHUNG SAN PHAM NHU THE NAO?

Tai sao lai cén dan chimg sdn phim?

Trong qua trinh thuyét phuc khdch hang, néu chi ding 1o

I€ thi chua dd hiéu qua, khach hang chua tin. Céch t6t nhat dé
chitng té loi ich, wu diém cta sdn phdm ia din chimg cu thé.
Khi ta cang tadc dong vao nhiéu gidc quan ctia khdch hang thi
cang d¢ thuyét phuc ho. Vao thdm nha thd chiing ta c6 thé
thdy tir hang trdm nam trudc Thién chida gido da biét ding am
nhac, h6i hoa, ki€n tric, van hoc... d¢ gay cam gidc, long tin
c,ho cac con chién vao nhiing gi linh thiéng, huyén bi.
Tram nghe khong bang mot thay! "

Sau day 12 mot s 1o khuyén:
Mot sG 167 khuyén
1. D ban thie gi ciing cdn phdi ddn chiing
To6t nhél 1a dan chimg bang hing hoa cu thé. Tai cira
hang, trinh bay hang hod sao cho khdch hang ¢6 thé 1i6p xiic

v hang hod cang nhiéu cang t61. Co thé cho kha(.h hang thy
hang hod.



Chuong VIl MOt s6 nguyén thc bén hang cd ban 143

' Né&u khong din chimg duce bing hiang hod thi diing hinh
anh, d6 thi, bai bdo, thu coa khdach hang cii, bang hinh, bang
ghi am... Luu ¥ ring cdc con s6 cu the ¢é tinh thuy€t phuc cao
hon 1&i n6i.
2. Loi cuon khdach hang tham gia

Cam gidc manh hon, thich thd cao hon, hip dan hon,
thuyét phuc hon néu chinh khach hang cam xem, ngam nghia
sdn pham, sit dung tha san pham. Chinh vay ma ngay nay cich
ban hang & cde siéu thi, ¢ cira hang ty chon vira hap dan khiach
hang, vira tiét kiém luc lwong ban hang. Tai cdc nude nhur Uc,
New Zealand... cdc b cuc truyén théng duge chuyén thanh
cira hang buu dién (Post shop) duge ba tri twong (o nhu siéu thi
dé khéch hang tiép can truc iié’p véi cdc vat pham buu dién.

8.8 TU CHOI KHACH HANG NHU THE NAO?

- Datvén dé -

~ Nhiéu khi chting ta phai tré 10i “khong” @8 tir ch6i khach
hang vé mot diéu gi d6 ma ching ta hi¢n tai khong ddp ing
dugc mong mudn cha ho. Vi du khi hét bio ban, hél 6 dién
thoai, khi khach hang khong da thi tuc nhan tién, buu kién...

Tam trang ctia ngudi nhan 10 tir chéi chéc chén 1a khong

vui vi hing hut. Vay nén tra 18i nhy thé ndo nham giam bét
tam trang khong vui clia khach hang? Chiing ta ¢6 thé xem lai
k§ nang ndi phi dinh & muc 6.6 KV ndng noi phu dinh.

Cédch trd I6i
I. Khong nén
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Khong nén tra 1oi “khong™ true dién, kho khde ma ching
quan am g1 téi tam trang cia khdch hang.
2. Nén

Tra 1ot theo guy tac ba budc:

Buoe 1: Thé hién su théng cam, hiéu tam trang, mong
mudn cua khidch hang.

Budce 2: Nhung tiée thay...

Buoe 3: Sit dung ngon nglt khong 101 thé hicn su quan
tam, hi€u mong muén cla khich hang, déng thdi k&t hop vdi
k¥ thuét dat cau hoi.

8.9 TG CHUC NOI GIAO DICH
Nguyén tic t6 chiic noi giao dich buu dicn 1a phai ddm
bao su tién loi cho khdch hang, D6 la:
1. Tién loi di lai
Noi giao dich nén duge b6 tri tai nhimg vi tri dong dan
cu, tién duding giao thong, c6 chd gi xe an toan, cé béng mat.
2. Tién lgi ra vao
Béc 1én xudng, cira ra vao ti¢én loi. C6 161 lén xudng cho
ngudi di xe lan. '
3. Tim hié¢u thong tin
Cung cdp ddy di thong tin cho khdch hang gém: thong
tin vé gia cude, vé chat lugng, vé loi ich céc loai dich vu, vé
cac ghi sé khac nhau.
Str dung cdc phuong tién cung cdp théng tin khic nhau:
bdng, bi€u, & rvi, sdch huéng dan, man hinh, ban huéng din
"(Help Desk).
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Dé thong tin & nhitng noi dé thay, dé tleprcan

4 ?ten Im khi cho doi
~ C6 chd (.h() khach hang ngn LhU <6.ban viét, nude u6ng

5. Tien'loi khi giao dich

- Chi€u cao, chiéu rong hop 1y clia qudy giao dich.

- Ddy da an phdm, biit viét.

- Khong gian giao tiép tién loi: khong cé kinh chin, c6
déng hé tinh cwée, mdy tinh quan ly dam thoai, khich
hang dé quan sét cdc chi s cude.

6. Tién lgi khi thao tdc (cho giao dich vién).

- 8§ séch, gidy 10, 4n phdm d& gon ngang, ngan nép vira
1ao ra 4n tugng t6t dep cho khdch hang, vira tién loi khi
thao tac nghiép vu.

- D& tim, dé thay, dé lay.

7. Tién loi khi im kiém
Noi giao dich phai treo bién hiéu ¢6 miu sic riéng, bidu
twong riéng dé khach hang dé nhan thay tir xa.
8. Hdp ddan khdch hang
- Khéch hang dé tiép can véi san pham.
- Str dung cdc (hiet bi thong tin lién lac hién dai.
- Trinh bay dcp.

- Thodng mal, sach s€, sdng sia, ngan niap va mang diang

dap hi¢n dat nhu chinh nganh thong tin lién lac.
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Ban thir hinh dung 1am 1y khdch hang khi ho bude vao mot
noi giao dich chat choi, ndng biie, ludm thudm, may maéc ci k.
Licu noi giao dich &y ¢é gay cho khach hang mot tim 1y tin
wrdng, yén tam vao chat lugng cua dich vu khong? Néu ban bude
vao mot clra hang vang cii k¥, nguoi ban hang ding chiéc can
han gi dé can vang thi chiing ta ¢6 thé tin duoc khong?
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Chuong IX
THUONG LUGNG VA XU LY KHI

KHACH HANG TU CHOI, PHAN NAN

9.1 CAC UNG XU KHI KHACH HANG TU CHOI

Viée khach hang tr ch6i 161 moi chio mua la viec tr
nhién thudng xay ra.

Khi khich hang tir chéi, ching ta nén quan niém ring
day 1a mot kha nang dé tim hiéu them vé mong mudn, nguyén
vong cta khdch hang. Tir d6 méi c6 thé diéu chinh phuong
phép, chinh sdch dé thuong luong véi khich hang.

Do viy, ching ta nén ¢6 thai do nhir sau khi khich hang
tir chdi:

Dimg qué tip trung lo ling véo didu tiy chéi cia khich hang

C6 ging gilr diém (inh, tinh tdo ¢& tim hiéu khich hang
ciing nhu nhitmg |y do cla sy tr ch6i. D& cho khich hang bay
16 ¥ kién ctia ho va nhiém vy cta ban la ling nghe.

Dimg xem thifong bt ké 161 tur chéi nao
Néu ta xem thuong 10i tir ch6i ctia khdch hing thi ching
bao gitr thuyét phyc duge ho.
Do vay can quan tam thanh that dén 1ot tir chéi ciia khich
hang. Co thé ndi nhy sau:
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Toi 6 thé cdm nhdn duge diéu anh (chi) noi.
Anh (chi} dua ra mot $ kién hay ma 161 phdi suy nght.
C6 nhidu didu anh (chi) noi ':m‘ thdy rdt co Iy.
Ngudi ban hang két hop gifrﬁ 154 néi va ngon nglt khong
Ioi dé& chitng 1& ring minh dang ding vé phia khich hang,
quan tam thyc su 16i diéu ho trinh bay.

CG géng tim ra nhitg diém chung dé thod thugn
Cang tim ra nhitng diém chung gifta ¥ kién khdch hang

va clia ta thi cang gitp cho hai bén xich lai gdn nhau hon.
Xudt phat i nhimg diém chung dé di t6i gidi quyét nhimg
diém con bit dong. Do vay phai ¢§ ging tim ra cdc diém
chung, hodc tao ra cic diém chung. C6 thé dimg céc cau
nhwr sau:

Toi ciing cdm thdy thé!

Néu 16i & dia vi ctia anh (chi) 10i ciing rdt bdn khodn!

Tam 1y chung la nhi vay!

Phong bénh hon chida bénh

Dua vao kinh nghi¢m cta ban than ciing nhu cua dong
nghiép ma ngudi bén hang ¢6 thé du dodn trude duge mot ]
diéu tir chéi cha khich hang thudong néu ra trong cac tinh
huong ban hang buu dién khic nhau. Tird6 ngudi ban hang ¢
sir chudn bi trudc dé vmg xir khi khich hang tir ch6i, hoac
ngudi ban gidi thich trude dé khdch hang hiéu ma khong tir
chéi nira.
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9.2 CAC LOAI TU CHOI THUONG GAP VA CACH UNG XU
Cdc loai tir choi mua
I. Tr ch&i bing cach im lang, khong ndi ra.
2. Tir chdi vi Ly do nay nhung Tai trd 16 mot 1y do khac.
3. Tir chdi va néu rd 1y do thue su.

Trwomg hop thit nhdt ching ta khong thé biét tai sao
khach hang tir chGi khong mua néu chi cin cir vao thong tin
161 néi. Tuy nhién, ching ta ¢d thé quan sat d€ “doc” ngon ngir
khong 10i clia khach hang nhim tim hiéu thém nguyén nhan.

Trudmg hop thit ba rdt thuan Igi cho ching ta vi ta hiéu o
nguyén nhan. '

~ Trudng hop thit hai gy khé khan cho ta vi ta khong hiéu
nguyén nhan dich thuc tai sao ho tir chéi. Tuy vay bing quan
sdt, bang cdch dat cic cau hdi m&, cau héi tham do chiing ta
¢6 thé hiu thém mong mudn, t4m 1§ chia ho.

Mot diéu cén hru ¥ 12 dé xdc dinh dau 14 15i tir chéi thue
su, dau la ly do khong xic dang chiing ta cdn quan sdt tinh t&
thé hién cilia khdch hang qua cic ngon ngit giao tiép.

Sau day la cic vi du vé céc 101 tir ch6i mua cha khach hang:

- Bac mua bdo maoi di!

- Vang, cdm on! _

- To1 khdng thich logi mdy dién thoat nay!
- Loai phong bi nay mong qud!

- Loai phong bi nay nho qud!

- Loai nay cutée gud cao!
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- Loai nay khéng an toan!

- Toi khong mang du tién!

- Téi chua c6 tién!

- Toi chuwa cdn ldm!

- T6i c6 loai nay roi!

- Téi ddt bdo nay roi!

- Téi khong tim duoce logi buu dnh ndo ung y!
- T6i chi xem thoi, chua dinh mua!

- Loai nay khong ra gi, hay hong ldm!

Céc Iy do tir chéi mua thic sy

1. Do gié cao (dét).

2. Do chua ¢6 nhu cau (chura can thiét).

3. Do chua hiéu rd loi fch san pham.

4. Do con nghi ngo, ludng v, chua tin.

5. Do san phdm phifc tap, khé sir dung.

6. Do s¢ bi phan tic dung (vo s¢ chong c6 dién thoai di
dong bi ban goi di nhau t6i ngay).

7. Do so t6n tién (ché & chung, nhiéu ngudi sir dung dién thoai).

8. Do c6 thanh kién trude véi loai san pham niy.

9. Do ngudi ban hang chua nhiét tinh (rong khi khdch hang
chura thiét tha).

10. Do chua do tién.

11. Do mudn chitng td minh ciing hiu biét.
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Cdch ung xa khi khdch hang tir chéi mua
I. Phi nhan true (iép

Anh néi thé'khong phdi diu!

Phuong phdp nay dé gay su phan tmg cia khdch hang, vi
khong ai thich bi ché la sai, [a dm... Do vay, nén han ché (6
da cdch tra {oi nay.

2. Thira nhéan khéch hang ding mot phéan, sau d6 1am 16 phén
con lai

Khi khdch hang ché cuée EMS la dic hon cuée PCN, ta
c6 thé tra 16i:

Vang, anh néi ding ddy. Cuce EMS ¢6 cao hon cude
PCN, nhung chi ¢ ndc ddu thoi, con & cdc ndc sau thi ré hon.
Nhu vay, khi anh cang gii khot lwong lon thi cude cang ré.

Cich nay khich hing da chp nhan.

3. Thira nhan khdch hang ding. Sau d6 chitng minh loi ich
cao hon

Khi khdch hang ché cuwdc cta DHL cao, ta c6 thé tré 15i:

Cude cia dich vi nay c6 cao hon mot #t nhung ddy la
CUOC tron gol, buo gom cd bdo hiém, phdt tén nha, bdo phdt.
4. Ky thuat 3F (feel, felt, found)

Khi khdch hang néi la chua thdy can thiét 1ap mdy dién
thoai thué bao, ta ¢é thé tra 1oi:

161 hiéu cam nght bun ddu nhue vdy ciia anh (feel). Mot
86 khdch hang cia chiing 161 thout ddu ciing 6 cdm nght nhu
anh {felt). Nhung sau khi ho ldp dién thoat ding mot thoi giun
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thi m&i nhan thdy (found) rdng.c6'dién, thoai-qud la tién Ioi,
dén tham ai, di cong chuyén gi goi dién thogi trude 1a chde
chdn duoc viée. |

K¢ thuat nay rat hiru hiéu, trinh duge viée d6i 1ap ¥ kién
v6i khdch hang, déng thdi 18y guong cdc khdch hang khdc dé
dan du khich hang noi theo.
5. Pt cau hoi tir 161 khueée tir

Cich nay chuyén 181 tir ¢hdi, khude tir mua cia khéch
hang thanh mot van dé va danh thdi gian cho khach hang suy
nghi, tu giai dadp. Cau hoi nén dit ra nhe nhang, thanh that
(khong t6 ra khiéu khich).

Khi khich hang ché cudc mét loai dich vu cao, ta ¢ thé
tra 1oi:

Anlt cho rdng cuoe 5 USD 1d cao. Nhung anh da dé' v
161 cdc dich vu bo sung kém theo chiu?

6. Moi khach hang ding thu

Khi khiach hang con bin khoin vé chat lugng, 1ot ich cua
san pham, dich vu, ta ¢6 thé mdi khdch hang ding thir khong
tinh tién hodc c6 thé déi lai dé dang.

Xin moi bdce g thu chuyén tién nhanh mot lan khong
phai trd cwde! Bac sé thdy rdt nhanh chéng va an toan! (khi
¢é canh tranh manh thi ciing phai cho khdch hang dung thur).

Anh oo mang mdy nay vé ding thir. Trong vong 5 ngay
néu khéng wng anh 6 thé mung dén doi loai mdy khdc!

Anh nghe thir tiéhg chudng do nhé!

Anl bdm may thit xem!
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7. Gidi thiéu san pham, dich vu khdc cho khdch hang lua chon
Khi khdch hang khong ung ¥ loai san phdm nay, dich vu
nay la ¢6 thé gisi thicu loai khdc dé ho lua chon.
Hay anh ding loai mdy nay, lrong sang hon, chuong
kéu nhu tiéng chim hot, gid cd ciing chdng cao hon la bao!
Em ¢6 loai phong bi khdc, to hon, lich s hon cho anh
ddy, lam bang gidy ngout ddy!
8. D& nghi phuong thite thanh todn tién loi
Khi khach hang cé khé khin vé tai chinh, ta ¢6 thé dé
nghi phrong thic thanh todn tién lgi nhu tra cham, tra gop...
9. Gidp khach hang thao g& khé khan
Khi khach hang néu 1y do khé quan 1y cudc, ta cé thé goi ¥
Béc ¢6 thé sit dung dich vu han ('hé’(ﬁu()c‘. goi duong dai
dé han ché nguoi khdch lam dung mdy goi dwong dai!
10. Ch#p nhan va khen khach hang
Khi khdch hang ché dé ma ché vi mudn chiing 10 ta day
séc sao, thi ngudi ban hang ¢6 thé néi:
Ving, bdc ﬁhén xét tinh twong ldm. Ké ra thi sdn phdm
nay ciing chuwa hoan hdo. Moi bace mua givp cho em di! Hay la
bdc doi khi c6 loai t61 hon thi 1dy?

9.3 KHi KHACH HANG TU cHOI KHONG MUON HOP TAC
Khai niém
Nhiéu khi khdch hang khéng mu6n hop tadc voi nguth ban
hang. 16 1a cdce trudng hop nhu:
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- Khong mudn ghi day du dia chi khit hoi,

- Khong mudn xual trinh ddy dd gidy W thco quy dinh dé
nhan thu chuyén tién. '

- Khong muon tra tién cude dam thoai mac di da goi dién
voi 1y do khong dugc viéc...

Trong nhitng trudng hop nay, ngudi ban hang khéo iéo
thuyét phuc khdch hang, thong cam véi tam trang, véi khé khin
cta ho, dung tinh trude, 1y sau. C6 thé tim cho ho mot ¢di cé dé
cho ho ding (khéch hang tudn luon ding!). Luu ¥ ring: Khich
hang rat khé chiu khi ta chi vin vao thé 1¢, thi tuc dé ép buoe
ho. Do vay, can nhan manh v6i ho la thé 1€, thi tuc buu chinh,
vién thong chi 14 dé bao v¢ quyén 1gi cho khich hang.

Cdc tinh huéng thiong gap vé céch tng xi:

1. Khich hang goi dién xong khong chiu tra tién véi 1y do 1a
khong gap duge ngudi cén gip.

Cdch ting xit:

Tru6e hét nén thong cam véi khdch hang vi ho khong
duoe viéc. Sau d6 xin 161 khdch hang vi voi chua kip gidi thich
cho ho cach tinh cude cude goi 6.

R6i dé nghi khdch hang thanh todn gitp.

Néu khdch hang chén chir thi kich dong vao long trac an
cha ho: “Néu anh khong thanh todn giip em thi em sé bi trix
Iuong thang nay!” '

C6 thé gidi thich chi tigt cho khdch hang biét cdch tinh
cudc (v démg, hira cho khdch hang xem bién lai tinh cude i
may tinh.
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~So sénh v6i viéc di 610 dén tham ai d6 ma khong gap,
song. vin phai mét vé di vé. Con cude dién thoai thi it hon, lai
A% 16n thai gian,cong sdc.

2. Khach hang thi¢u thi tuc nhan buu kién, thu chuyén tién...
nhung khong chiu vé 1ay.

Trong trudng hop nay, ngudi ban hang nay khong nén
dom thudn trd 10 13 khong dugce, phai ¢6 gidy nay, gidy no theo
thé 1¢ ctia nganh quy dinh... nhi thudng xay trong thuc 1€ 8]
day c6 thé van dung c6 bd sung ky thuat trd 16 "khong" theo 3
bude nhu sau:

Budc 1 Hidu, thong cam véi tam trang, voi kho khan clia
khach hang.

Buge 2: Nhmg...

Buge 3: Dé xudl giai phdp thay thé€ gigp khach hang
duoc viéc.

Ap dung vio trudng hop ndy, nén them mot bude dau
tien dé& tim hi€u 1§ do thuc chal tai sao khdch hang khong
muén hop thc. N&u ching ta hidu duge nguyén nhan thi mdi
6 cdch giai quyét phit hop. :

Sau day 1a 4 buéc dé gidi quyé&t tinh hudng nay:

Buoe 1:

Léng nghe khdch hang trinh bay d& hiéu o 1y do tai sao

khach hang khong hop téc. Chd y dat cau hoi dé thu nhap

thong tin. St dung cav hoi din dat khi khdch hang ngap
ngimg. cau hoi déng dé thu hep van deé.
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Nén ling nghe bang ca hai tai, mét, miii. Phat hi¢n céc an
¥ dang sau mbi cau néi. Ly do khong hop tde & day c6 thé la:

- Do khong biét: “Tién gui cho bd thi con cling nhdn

dugc cha " .

hay: “Ai & cdi thi trdn nay ma chd biét 10i!”

- Do khong c6 gidy t&: “T'0i bi mdt chimg minh thu rot!”.
- Do voi ldy tién ngay ma chua kip xin xdc nhan cua xa...
Bue 2:

Thé hién 12 ta hidu (Am trang ctia khdch hang, thong cam
véit khoé khin cuia ho néu phéi quay vé ldy gidy to.

Du bat ky 1¥ do nao cua khdch hang, chiing ta cling nén
thong cam véi tinh trang'cta ho, dimg pht nhan thang thimg
quan ni¢m sai cta ho (vi khach hang luén luon ding!)

Busc nay néu thuc hién (6t s& gilp ching ta gay duge
thien cam véi khdch hang, chuan bi tam 1y cho khdch hang
chip nhan ndi dung budc 3.

Buoc 3: Nhung...

Trong budc ndy trinh bay quy dinh ctia thé 1 nhim bdo
dam quyén loi cho khich hang, gitip ho nhan ding buu
phdm, buu kién glti cho ho. Néu 1am sai thé 1¢ thi giao dich
vién s€ bi phat.

Budc 4

D¢ xudt cac giai phap thay thé dé gidp khdch hang, gidm
hét khé khan cho ho (néu ho thue su kho khin).
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Ph4t buu pham, buu kié¢n, tién tai nha néu b6 6m khong
di nhan dwge (con (rai di nhan thay nhung thi€u gidy ay
quyén ¢6 chinh quyén xdc nhén).

Nhé bwru (8 dua khdch hang vé nha dé xin gidy xdc
nhan (trudng hop khach hang 1a cu gia di lai kho khan).

3. Khéch hang khong mudn ghi ddy du ca ho tén va dia chi
ngudi glri vi cho riing khong can thiét va phién phirc.
Cadch img xit:
Thong cam véi khach hang vb vé, an i “céi Ly cla ho”.
Ké ra thi anh (chi) ciing kot mdt thoi gian dé ghi dia
chi nguoi gifi... nhung quy dinh ndy chinh la dé ddm bdo trong
truomg hop bitu phdm, buu kién buu dién khong phdt dugc thi
sé dugc hoan trd lai cho diing chit nhan.

4. Khdch hang khong muén md bwu kién dé kidm tra.
Cdch iing xit:

Thong cim véi tam trang cha khich bang 12 & nha da
g6i budc cin than, k¥ ludng, hang hoa ciing chang ¢6 gi
déng nghi ngd kiém tra.

Sau d6 gidi thich cho khdch hang hidu 1a nén kiém tra
nhim bdao dam an toian cho buu kién dén tay nguoi nhan.
Né&u ¢6 gi xdy ra trong qud trinh van chuyén: v@, rich nat,
phong thu€ kiém tra thi s& gay cham ch¢ va ngudi chip nhén
biru kién phai ganh chiu traich nhigm.
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9.4 KHI KHACH HANG PHAN NAN
Quan niém cd va moi

1. Quun niém cit

Quan ni¢m ¢@ cho rang phan nan cda khach hang chi gay
phién phitc, kho chiu cho ching ta, do vay khong mudn nghe
nhimg loi phan nan. tham chi khé chiu doi v6i khich hang
phan nan. Tir d6 dan dén cach tng xir d6i phd, chdng ché, phi
nhan nhitng ¥ kién phan nan.

2. Quan niém moi
Khi khdch hang phan ndn ld ho ¢on ¢ thién chi vi ho con
cho chiing ta mot co hoi dé chiing 1a sita chita, dé giit ho lai.

S6 liéu nghién ciru cho thay két qua sau day:

Khi khach hang phéan nan, néu ching ta gidi quyél 161, 1am
cho ho hii long, thi khoang tir 50%. - 70% khéch hang phan nan
lai quay lai v6i chung ta. Néu ching ita gidi quyét rdt t6t, vuot
qua sur mong doi cla ho thi 95% khach hang s&€ quay [ai.

Mot khich hang Ha Noi giri tién cho ngudi than & Tuyén
Quang phan nan véi Buu dién Tuyén Quang vé sir cham ué
ciia thir chuyén tién. Nhan duge ¢ kién phan 4nh, dich than
Gidm doc Buu dién chi dao giai quyét su cham tré va thong tin
cho khach hang ngay. Ngudi khdch hang rdt cam dong, giri thu
khen ngot len bao Buu dién Viét Nam.,

DE nhan thic rd hon vé quan niém ndy chiing ta thir tim
hiéu xem khi khach hang khong hai long thi ho g xir nhu
theé nao?
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Khdch hiang thg xi nhir thé ndo khi ho khong hai long?
- C6 thé xdy ra 5 tinh hudng sau day:

Tinh hudng 1: Khach hang im ling chiu dung, nhung khi
¢é dicu kicn thi b chung ta dén véi noi khdc. Trong trudong
hop nay chiing ta khong biét 1y do, va do vay ching ta khong
¢6 cu hoi dé khac phuc.

Tinh huong 2: Khdch hang im ling va ra di, khong bao
£i®y mua cia ching ta nira. Ching ta cling khong bi€t nguyén
nhéan vé su ra di cta ho dé khic phuc.

Tinh hucng 3: Ho than phién véi ban be, dong nghiép
(trung binh mot khach hang khong hai long sé& k& 1€ cho 12
nguoi khac). Nhu vay nhiéu khich hang bict va ching ta ¢6
nguy co mat them nhidu khich hang.

Tinh hudng 4: Ho néi truc 1i€p véi ching (a.

- Pay 1a truomg hop 6t nhét, vi néu ching (a tiép nhén ¥
kién phan nan, khi€u nai chan thanh, giai quy&t nhanh chéng
thi chiing ta s& giir ho lai duoc va it ¢6 kha ning dé xay ra 4
tinh hudng kia. Nhu vay, qua thue khi ho phan nin 1a ho con
thién chi v6i ching ta. Giai quyé&t phan nan t3t thi s€ gidr duge
khach hang.

Tinh huong 5: Ho néi véi bao, dai, truyén hinh, v6i luat
sur (theo luat bao vé nguoi ticu dung). Pay (& trudng hop xau
nhét cho ca ban than giao dich vién (vi ¢o thé bi dinh chi cong
tac) va cho ca don vi (Vi ca muGe biét tiéng xau).

Két luan:
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- Phai bi¢t quy trong nhimg Iii phan nan cua khdch hang.

- Cén 1ao nhidu co hoi, phuong ticn vi cdc bi¢n phdp
khuyén khich khdch hang boe 1o nhitng diéu ma ho chua
hai long truc tiép véi chiing ta.

Cdc budc ihg xir cu thé

Buce 1. Ldng nghe
a. Muc dich:

- Thé hien sy cdu thi, sin sang sira chifa.

- Thé hién su ton trong khédch hang.

- Nhim ¢6 di thong tin dé hidu 15 thue chat cha van dé.

C6 nhy vay méi tim ra cich gidi quy&t phis hop.

b. Thé hién nhw theé nao?

Dung ca ngon ngir 1o néi va ngon nglr khong 1on. Néu
chi ¢6 1 néi thi chua bi€u cam dugc mot cdch ddy di 1am
trang, tinh cém cita minh d6i véi khdch hang. Khdch hang c6
thé cam nhén qua céc biéu hieén ngon ngit khong 1o sau day
cda ban:

- T the ngdi, nét mat, anh mét, giong néi. Héi lai khi
chua ro.

- Ghi chép vio s6 sdch nhimg ¥ chinh.

c. Nén tranh.:

Ngat Ii dot ngot, néi chen vao, voi két thic. Trang thi
lo dang, 1am vice khic, nhai keo, hit thude. . Cusi cot khdch
hang, mat gudm puom. .. Lige dong ho, nhap nhém. .
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Buce 2: Nhde lai ¥ chinh

Nham kiém tra xem minh ¢6 hicu dung ¥ khdch hang khong.
Buoe 3: Thé hién su thong cdm vai khdeh hang, xin 161 vi su
viéc ddng tiée xdy ra.

Thé hién ca bing 1oi ndi va ngon ngit khong 1.

Lwu ¥ ring chinh chiing ta phai la ngudi thong cam trude
véi khdch hing rdi méi c6 thé kéu goi ho thong cam véi chung ta.
Buce 4: Pé xudi cde phuong dn gidi quyét khde nhau

N€u ta ¢6 nhiéu phuong an gidi quyét va dé cho khich
hang lva chon thi ho dé& dang hai 1ong. C6 thé nhe nhang gidi
thiéu san phdm, dich vu khdc dé gitp khdch hang gidi quyét
khé khin vé sau.

Bude 5: Nhdn ldy trach nhiém gidi quyét vdn dé

Ban than dimg ra gidi quyét, c6 thé phéi hop véi céc bo
phan khdc nhw: tinh cudc, slra chita, nhimg minh phai 12 dau
moi duy nhat dé khdch hang 1i€p xdc.

Hen thai gian tra 101 khiach hang.

Buoe 6: Cam on, ta 161 véi khdch hang

Cam on khich hang da mat cong sie, thoi gian cho
chiing ta biét sy vi¢e. Cam on thién chi cia ho.

Ta 16i khiach hang bing mot mén qua nhd: mot (& bédo,

mot bo buu dnh, mat bira com than mat... (luy timg hoan cénh)

Buie 7: Theo doi qud trinh thie hién
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Kiém tra qud trinh thuc hién dé khoi cham tré, thét hia
vGi khdch hang.

Thong bdo véi khéc.h hang vé qua trinh thuc hi¢n, néu
khong lam duogc ngay dé khach hang khoi st ruot, dé ho thdy
chiing ta rit nghiém tic, chu ddo.

Hoi cdm tudng cha khich hang vé két qua thuc hién dé
biét ho cé hai long khong?
Luy y: Khi van dung khong nhat thiél gdm ca 7 buGe, ma ¢6
thé rit gon hon tuy tinh hudng cu thé.

Khuyén khich khéach hang phan nan
D¢ khuyén khich khdch hang phan nan, boc 16 ¥ kién
true ti€p vdi chiing ta, cdn phai tao diéu kién, tao co hoi thuan
loi cho khdch hang phan nan truc tiép v6i ta. C6 thé sir dung
cac phuong ti¢n giao tiép tién loi cho khich hang nhu:
- Ding s6 gép ¥ BV 17 1ai noi giao dich.
- Dung phi€u gép ¥ tai noi giao dich.
- Diing s6 thué bao (dién thoai, fax, [nternet).
- Duing thu gép y kién, thu xin ¥ kién.
- Dung dién thoai mién phi: 145 (MobiFone), 151
{(VinaPhone). '
~ D1 thim cdc khich hang lin.
- Tb chite hoi nghi khach hang.
= N6i chuy¢n trye tiép véi khich hang tai noi giao dich.
Théi do cti mé, niém nd cia ching ta s€ khuy@n khich ho néi
tric 1i€p. C6 (h¢ chiing ta ciing khong 14y gl lam thodi m4i khi
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nghe nhimg 101 phin nan cta khdch hang. Nhung ta hiy thir
hinh dung hiu qua s& ra sao néu nhimg Idi phan nan iy lai
dugc khdch hang néi véi "s&p” ta, néi v6i dai bao? Cic thy day
mdy & mot s6 noi sau khi chita mdy hong thuong din nha thue
bag rang néu cé vin dé gi thi e goi tryc ti€p v6i ho qua mot
s§ mdy khic 1a ho dén ngay, chi dimg goi vé s6 119. Ho
mudn nghe phan nan trye tiép tir khich hang!

9.5 KH! KHACH HANG TUC GIAN
Céng tde gign, Iy tri cang kém

Day 1a mot quy luat tam 1y phé bién nhi dan glan miéu ta:

Cd gidn mat khon!

Nhu viy khi khich hang tfc gian, thi ho khéng c6 kha
nang phan biet phai trdi, dling sai. Néu ta o ding 1y nay ly
kia, thé 1¢ n2y no thi ciing chi vo ich. Do vay khach hang tic
gian thi dimg nén néi 1y do véi ho, ma trwée hét phai lam cho
ho b6t gian, rdi sau méi trinh bay phai trii.

Céc budc iing xircu thé

So vdi cdc bude trong muc Cde budc img xi cu thé thudc
phin 9.4 Khi khdch hang phan nan & day thi ta cdn them vio
mot burdc ddu tién sau day:

Bugc 0: Buoc chudn bi lam cho khdch hang bt gian.

Bu’c’rc.nay chii y&u ditng cdc bién phap tinh cim nhu:

- MUdi vao phong riéng gip “s€p” gidi quyét. . |
- Mdi ngdi, mdi udng nudc, hiit thudce.
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- - Hoi chuyén x4 giao
- Hodn binh dé cho khdch hang nguoi gian.
Con cidc budc khdc cling twong tu nhu trén, chi huu y 12
chiing ta thuc hi¢n mot cdchthan trong hon.

9.6 MOT SO TINH HUONG THUONG XAY RA
Khdch hang phan nan vi chua nhan diroc tién

Mot khach hang dén buu cuc dé nhan tién theo gidy moi,
nhung vi buu cuc chua c6 tién trd cho khich hang. Do vay,
khéch hang phan nan vi rat cdn tién. Ban tng x{ nhu thé nao?

Truéc hét ling nghe dé hiu khé khan ctia khich hang.
Sau d6 thong cadm véi khé khin, v6i tam trang khong vui cua
khdch hang. Xin 16i vi chira c6 tién phét cho khdch hang. Réi
dé xudt mot s6 phuong én lhdy thé€ giai quyét khé khan cho
khach hang.

‘Né&u khéch hang thuc sy cin tién ngay, c6 thé bd tién ti
ra tam tng cho khdch hang (mot phdn hay toan bo s6 tién gin).

Né&u khéch hang c6 thé chd doi dugc thi s& mang tién dén
tan nha phat cho khdch hang (ta 161) ngay khi c¢6 tién.

Khéch hang bue tire vi hod don tinh cudc nham
Mot khdch hang mang hod don tinh cuée dén véi thii do
buc titc vi trong hoa don c6 ghi mot cudc dién thoai quoc 1€
ma khédch hang néi 1a khéng phéi ho goi. Ban s€& g x{r nhu
th& nao? Van dung 3 budc ing xir nhir thé nio?
Buee 1: Moi khdch vao phong riéng gap “sép” giai quyét.
Pé nghi “sép” ra ti€p khach. Mdi khdch hang udng nude, hat
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thudic. N6i chuyén xa giao dé hodn binh. Khi khich hang binh
{inh trérlai thi chuyén sang budc hai.

- Buge 2: Lang nghe khdch hang trinh bay. Xem bién lai
tinh cwde. Xem va so sénh sd dién thoai quéc t& véi céc sO
trong nudc khdc. Hoi vé€ viéc quan |y mdy dién thoai & nha
khach hang. - -

Budc 3: Cdch gidi quyét

C6 thé ¢6 3 kha nang nhu sau:

1. Khich hang quay mot s6 ngoai tinh, nhimg do quay
khong diri khodt nén s6 O ddu tién cfia ma viing bi quay hai 14n
thanit'hai s6 0. Va nhu vay khdch hang da vo tinh quay nhdm
mé qudc t&. Diu hiéu d€ phat hién 13 s6 qudc t& nay trir s6 0 ddu
thi gi6ng nhw mot s6 lien tinh ma khach hang nay thudng goi.

" Trong trudng hop nay néu ta trinh biy nhe nhang thi
khdch hang dé thira nhan. Loai mdy dién thoai Randix ciia
Trung Qudc chat luong kérm, nén khi quay s§ 0-n&u khong dit
khodt thi dé bi dinh thanh ta 2 s6 0. C6 thé giéi thieu khach
hang mua cic loai méy t6t dé trdnh p lai tinh hu6ng twong .

2. Mot ngudi quen nao d6 lam dung mdy ciia khich hang
@& goi di qudc t&. Cén nhe nhang, binh tinh goi chuyén khich
hang & cé thong tin. Thong cam véi khéch hang vi trudmg
hop nay hay xay ra. Xin 16i khdch hang vi chira gi6i thigu cho
he biét dich vu khod ma quéc t&.

3. Puong ddy thué bao ctia khdch hang bi méc rom dé
goi qudc t&€. Truong hop ndy cdn hen khich hang dé kiém tra
cu thé them. |
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Khach hang phan nan la khong co tién trong but kién
Mot khdch hang dén buu cuc to tiéng phan nan 1a nhan duge
buu cuc con gdi gt nhung trong dé khong thay ¢6 1.000.000
dong nhur trong thu dé viét. Ban s& img xir nhir thé nao?
Budc 1: Lam cho khdch hang b6t gian bing cdc bién
.phép tinh cdm nhur mdi vao phodng riéng, mdi udng nusc,
Buoc 2: Lang nghe khdch hang trinh bay dé hiéu sy viéc.
Xem x€t k¥ buu kién. Hoi vé tinh trang khi nhan.
Ngay nay viéc moi gan mé6c ru6t buu kién ciing khong
XAy ra. Cho nén nguyén nhén thudng 14 khi viét thu thi ¢6 ghi
tién giri, nhung khi gt thi khong duoc giri kem vao trong buu
kién, do thé 1¢ khong cho gii. |
Budc 3: Thong cdm v6i tam trang ban khoan, nghi ngd,
lo au v& viéc mdl tién clia khich hang. Xin 16i thay déng
nghi¢p noi buu cuc chdp nhan khong gidi thich cho khéch
hang biét dich vu gl tién nhanh va an toan (cho nén thé 1& biru
phdm, buu kién c4m gii tién & trong buu phdm, buu kién).
- Budc 4: D€ xuit phuong 4n gidi quyét
Neéu ngudi giri ¢6 dién thoai: goi mot cude dién thoai s vu
dé hoi vé s6 tién c6 gl trong buu kien khong? Néu ngudi giri
khong ¢6 s6 dién thoai thi nh& buu cuc gde tiép con véi ngudi
gt dé biét thuc chat réi hen thoi gian tra 19i cho khich hang.

Khdch hang dén nhin tién nfumg gidy té khdng hop 1é
Khdch hang 1a mot sinh vien dén dé nhan tidn bd giri,
ammg chimg minh thy cdp tai noi dia phuong &, con truong
hoc thi & dia phwrong khac. Ban tmg x& nhur the nao?
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Trong truomg hop nay ta phai tra 1oi “khong” uic 1a ir
chdi khich hang, nhung dimg d& ho that vong. .

Truge hét théng cam véi tam trang mong mudn cla
khéch hang muén nhan ngay tién.

Sau d6 gidi thich cho khdch hang 1a d& dam bao quyén
lgi cho khach hang nhan diing tién ctia minh thi thé lé buu
dién quy dinh chimg minh thu va gidy moi nhan tién phai
khép dia chi.

Do vay nhe nhang dé nghi khdch hang vé xin gi&y chimg
nhan cta nha trudng. Lam nhu vay khdch hang s8 gidp nguoi
giao dich vien khoi bi don vi phat vi 1am sai thii tue. Cé thé tao
thém co hoi cho khidch hang:

- Hom nay em s¢ déng cita muon hon dé anh kip guay lai
nhdn tién! '



168 Hudng vé khach hang

Chuong X
QUA TRINH BAN HANG TAI CAC BUU CUC

10.1 DAC DIEM QUA TRINH BAN HANG TAI CAC BUU CUC

Bdn hang tai ghi s¢, tai kiot 1a loai bdn hang phé bién véi
buu dién hién nay.

Ddc diém thit nhdl coa loai ban hing ny la thoi gian
giao tiép ngdn. Déng thdi nguol bn hang khong co diéu kién
dé tim hiéu thong tin vé khach hang. Tuy nhién, ddi véi nhimg
khach hang quen, mua thuong xuyén thi ngudi bin hang ¢o
didu kicn tich luy dén dan dé hiéu biét v& mong mudn, $0
thich ciing nhu dac diém ciia khich hang.

- Ngudi bén hang cling c¢6 thé hoc hoi & déng nghicp cling
phu & cdp quan 1§ vé nhimg dac diém chung cua céc nhém
khich hang trén dia ban.

Ddc diém thit hai 1a tinh chl dong cha khich hang. Khi
khdch hang d&n ghi sé buu dién thi néi chung ho dd ¢6 nhu
cdu thong tin lién lac nao d6. Ngudi ban hang chi chap nhan
nhu cdu cia khiach hang. Tuy nhién, nhiéu khdch hang cling
chua bidt hél cdc dich vu buu di¢n. Do viy van cén c6 su
huéng dn, tr vin cho khdch hang lya chon san pham phi hop.

10.2 NHUNG KHACH HANG NAO TOI GHI SE?
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Tuy thude vao viéc khach hang ¢6 nhu cau nhar thé nao,
c6 hiéu biét vé cic dich vu buu chinh, vién thong hay khong,
mua nhiéu hay it ma ndi dung bdn hang ciing s€ khdc nhau.

Do vay ching ta chia khdch hang thanh 5 nhom nhu sau:

Nhom 1

Nhém nay gém nhitng khich hang chua ¢6 nhu cau gi,
chi ghé tham buru dién vi t0 md, hodc ngiu nhién ghé tham
trong hic chd doi.

Dé&i véi nhimg khich hang nay, ta nén dé cho ho mot
khoang tir do dé ho ty tim hiéu thong tin, xem xét, ngdm nghi.
Tuy nhién, cling phii quan tam, niém nd&, sin sang cung cip
thong tin cho ho khi cén.

Trong qua trinh trd chuyén Xd giao v6i ho, ta c6 thé giGi
thiéu cho ho biét cdc dich- vu buu chinh, vién thong, bdo chi,
buru anh; dé khl cén ho s8 quay trdy lai.

Nham? _

Pay 12 nhém khédch hang d&n buu dién khi da ¢6 mot nhu
cdu thong tin lién lac nao d6, nhung chua biél sir dung loai
dich vu nao dé dap ing nhu cdu.

P6i véi nhém khach hang niy, ching ta phai tim hiéu dé
phdt hién nhu cau thue sw cia khidch hang va gi6i thiéu cho ho
loai dich vu pht hop dé cho ho lua chon va sir dung.

Nhom 3

Nhém nay gém nhimg khdch hang dén buu dién v6i mot
nhu cau thong tin lién lac ndo dé va da du dinh sir dung mot
loai dich vu buu chinh, vién thong cu thé nao do.
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D61 vii nhém khach hang nay, ching ta khong can giai
thich va gidi thiéu nhiéu. Tuy nhién, cling ¢6 thé khach
hang chua biét cac dich vu méi, phit hop hon, cdc dich vu bd
sung lién quan. Do vay ching ta cling ¢6 thé gidi thiéu cho
ho biél. )

Vi du kbach hang gui the chuyén tién bin khoin vé
thdi gian phét thi chiing ta giGi thiéu v6i ho dich vu chuyén
tién nhanh, dich vu bdo tra.

Nhom 4

" Nhém nay bao gém nhimg khdch hang quen, thuong
dén buu dién st dung cédc dich vu buu chihh, vién thong
{cho baa than).

Péi twong nhom khidch hang nay, vi qua trinh mua lap
di lap lai nén khdch hang ciling da hi€u biét vé mot s6 dich
vu buu chinh, vién thong. Do viay, ngudi bdn hang ciling
khong can thuyét phuc hay gi6i-thi¢u nhiéu.

Tuy nhién, nhém khich hang ndy ¢é mot nhu cau
rieng. P4 12 nhu cdu duge giao tiép, trd chuyén nhir véi ban
be, ngudi than. Ngodi ra chiing ta phéi tim hiéu mic d6 hai
long cha ho dé khdc phuc thidu s6t, 1am cho ho hai long va
cao hon nira 12 1am cho ho vui sudng.

Nhitng khdch hang quen ndy ciing 12 d6i wgng dé gidi
thiéu, bdn thém cho ho cdc san pham, dich vi md&i ma ho
chura bict.

Nhom 5
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rg

Thudc vao nhém nay 1a nhimg khich hang mua thuong
Xuyeén véi s6 luong 1dn. Ho (3 cdc doanh nghiép tr nhan hose
nhimg ngudi dai dién cla céc vin phong, cong ty, xi nghicp...

Nhom khach hiang nay mang lar mot kh6i lwong doanh
thu, san luong dn dinh. Do vay cén quan tam nhiéu dén ho.
TGt nhat 1a mdi ho dén dam phin, trao déi dé tim ra mol giai
phdp gidp ho théng tin lien lac tién ioi, phuc vu ho tai nha.

Céc dich vy ma ta c6 thé cung cap: |

- Nhan/phit tai nha.

- Gid chié kh4u, gis v dai.

- Dich vu tron géi: chia nhd 16 hang, déng géi, ghi dia chi,
glri theo danh sdch ma khach hang yéu cdu, ghi ng.

- Thim héi, chic mimg nhan cdc dip ky niem. ..

10.3 QUA TRINH BAN HANG TAI GHI SE

Qué trinh ban 1¢ tuy thuoe vio doi lwong khich hang
thuéc nhém nao trong 5 nhém trinh bay trong muc 10.2 Nhiing
khdch hang nao 161 ghi sé?

Khéch hang thuée nhom 1

Buoe 1

Chao dén khich hang, quan s&t dé hidu so bo vé khéch hang.

Khi thily ho khong yéu c4u cu thé ma chi quan sit td mo,
hoi chung chung... thi ¢6 thé khing dinh 12 ho vio choi vi 1o
mo, hodc tim hiéu thong tin. '

Buoc 2: |
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bé ho tr do tim hiéu thong tin. Quan tam 161 ho khi ho
cdn hoi han chi tiét. Chon thoi diém phi hop d€ gi6i thieu
tdng quan vé& cic dich vu buu chinh, vién thong c6 & buuy
cyc. C6 thé giri cho ho cc 4n phim quang cdo vé cdc dich
vu tai biru cuc dé€ ho mang vé xem them. Tuy thdi do céi mé
khich hang ¢6 thé trd chuyeén xa gido.

Nhimg khich hang thuge nh6ém nay ¢6 thé 1 sinh vién, hoc
vién & cdc trudng hoc trong ving, ¢6 thé 1a cén bo di cong tic
nghi tai khéch san gn day, c6 thé 1a khich du lich di dao chai...
Buoe 3:

Chao tam bi¢t khi khdch hang ra vé.

Hen gép lai. Mui quay lai.

Chii y: Viec chao dén khich hang dugc thuc hien & mot
tdm khodng cdch nhat dinh, vi ching ta méi quen biét ho lan
ddu. Thoi diém chio khich hing c6 thé 1a:

- Khi ho budc vao bun cuc (buu cue nhd)
- Khi ho t6i gén ghi se.

Viéc chao dén khich hang ¢6 thé dugc thé hien bing loi
hoac n'gﬁn ngit khong 16i. Chi mot nu cudi than thién va dnh
mal huéng vé khach hang c6 thé thay cho mot 16i chao dén.

Khdch hang thuéc nhom 2
Buoe ]:
Chao don khich hang (xa hodc gdn).

Quan sit dé hiéu so bo vé khich hang.
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- Khi thiy ho c6 vé ludng Iy chura dinh dén mot ghi sé nao
ma nhin khép luot cdc ghi sé va budc (i mot ghi sé nio d6. Didu
ndy c6 thé cho ta khing dinh day 1 khéch hing con b ngd.
Bude 2:

Lang nghe khdch hang dé Hiéu rd nhu cdu cia ho. Ding
cau héi khi mudn hiéu r5 thém vé van dé. Sau bude nay, ching
ta xdc dinh dwoc nhu cdu khéch hang.

Buoc 3:

Gidi thiéu hang hod, dich vu ddp tng nhu cdu clia
khach hang.

Can cit vao nhu cdu thuc sy ciia khdch hang dwge xéc
dinh & budc 2 déng thdi cin cif vao nhimg hang ho4, dich vu
sdn c6 cha cong ty thi ngudi ban hiy gi6i thiéu, wr vin nhitng
loai phit hgp vdi nhu cdu cha khdch hang.

L y: Nén dud ra mQt vai phirong 4n dé cho khach hang
lwa chon, quyét dinh. Vai trd clia ngudi ban la tr vin, gidi
thi¢u, thuyét phuc. Quyét dinh cudi ciing 1a do khdch hang.

Buoc 4.

Vuot qua nhimg tré ngai.

TruGe khi quyét dinh mua, khdch hang c6 thé phéi din
do, suy nghi, can nhic. Ho ¢6 thé c6 nhimg ¥ kién trdi nguoc
v6i ngudi bén, ¢6 thé tir chéi 10i dé nghi. Ngudi ban hang cin
ting dung cic k¥ thudt bin hang dugc trinh biy trong céc phéan
trude dé ing xir.

Budec 5:
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Khich hang chdp nhan. Ngudi ban hang cung cdp dich
vu cho khdch hang va thu tién cuge
Buoe 0.

Tam bi¢t khdch hang va hen gap lai.

Khéch hang thuéc nhém 3,
Buoe | :
Chao dén khéch hang.
Quan sét ban dau.

Bude 2: |

Lang nghe khéch hang trinh bay dé hiéu nhu cdu ciia ho.
Nam duogce loai dich vu ma khdch hang mong muén.
Buoe 3.

Gidi thiéu dich vu b sung lien quan dén dich vu chinh
nhu béo tré, bdo phét, chuyén phdt nhanh. ..

Gidi thiéu dich vu chinh cao cdp hon.

Thuyét phuc vé 1o ich cao hon.
Bucce 4.

Khédch hang chdp nhan. Ngudi bén hang cung cdp dich
vu cho khédch hang va thu tién cude.
Budge 5:

Tam biét khdch hang.

Hen gap lai.
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Khach hang thuée nhom 4

Buée 1.

Chao dén.

Quan st ban dau.

Nhan ra khdch hang quen. Chao ho bang tén.

Hoi tham xa giao (vita phai néu ¢6 khdch hang khéc
dang chiy).
Buoc 2:

Lihg nghe dé hléu 15 nhu cdu, mong muén caa khich
hing (nhu cfu truée day va c6 thé 12 nhu cdu mé6i).

* Ném bit duoc dé nghi clia khdch hang.
Buoc 3:
Cung ca'p dich vu nhu khach hang yéu cau

‘Néu chung ta c6 cic dlCh vu méi chat lucmg cao hon thi
nén gi6i thiéu, tu vin cho khdch hang ding thir.

C6 thé hoi xen vao vé cong viéc, cude song, gia dinh, hoi
vé ¥ kién déng gép cua khdch hang.

Thu cude.
Bude 4:

Tam hét khach hang.

Hen gép lal.

Liry y: Trd truyén than mét trong qué trinh giao lié’p, Tim
hiu mitc do hai long cta khdch hang. Lam cho khdch hang
vui suéng.
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Khdch hang thude nhém 5

Day la nhém khéch hang déc bict. Do vay can ¢6 phuong
thic phuc vu riéng chir khong phai tai buu cuc. Khi nhan ra
nhimg khidch hang nay téi buu cuc, ta nén moi dai di¢n cua ho
(6i dam phan riéng dé cung cap cho ho nhimg phuong thic
phuc vu riéng tai nha.

Chiing ta nén lwu ¥ ring giao 1iép véi khach hang khong
chi la mua bdn, ma con ca trao d6i cic van dé hang ngay. Véi
khich hang ngudi nuéc ngodi ta ¢ thé hoi ho vé chuyén di
cia ho, v& dat nuse cla ho... Su hiéu biét cha ban vé dat nudc,
con ngudi ciia khich s¢ gitp ban réat nhidu trong viéc hidu bidl
nhu cdu cilia ho va gay thién cdm véi ho.

10.4 KHI KHACH HANG DONG

S6 lwong khiach hang dén buu dién hic nhiéu, lic it
nhung thudng theo mot quy luat nhat dinh. Do vay, ching ta
¢6 thé dy dodn trudc duoc nhimg gir cao diém trong ngdy,
hodc nhimg ngay cao diém dong khich hang (vi du: ngdy thi,
ngdy tyu trudng, ngdy thi ddu thé thao, ngay nhap ngi...). Tir
d6 buru cuc 6 k€ hoach cu thé b6 tri lwe lugng giao dich vien
bd sung vao nhimg thoi diém, ngay dong khéch dé giam di sy
¢hd doi cha khdch hang (theo phuomg cham: “Gior nhiéu viée
nhiéu nguoi, gior it viéc it nguor).

Tuy nhién, trong trudng hop dong khach hang ché, ch ing
ta ¢6 thé van dung quan diém van tri hoe. Tée 1a dé cho khich
hing chuan bi trude nhitng 4n pham cdn thiét trude, nhw vay
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phan cong viéc con lai khi phuc vu mbi khich hang sé it di.
Do vay gidm dugc thai gian chd doi cda méi khach hang.

Mat khdc khi c6 khach hang chd, giao dich vién vira lam
viéc vita 4 mit dén khdch hadg v néi nhimg cau thé hién
minh da dé ¥ i viéc ho dang chiy doi va minh ciing dang 1am
viéc khdn truong dé nhanh chéng phuc vu ho.

Viéc ban tem, bdo chi cling ¢6 (hé duge thue hién bing
mdy bdn tem, bin bdo ty d6ng dé gidm bét cong viée cua giao
dich vién.
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Chuong Xi
LAM THE NAO PE GIU KHACH HANG?

11.1 TAI SAO PHAI GIU KHACH HANG?

Trong thi trudng canh tranh, vin dé quan trong doi vdi
doanh nghiép khong chi 12 ban duge hang, ma phai giit duoc
khich hang lau dai. Lam dwoc di€u nay, ching ta ¢6 duge
nhimg lgi ich sau day:

Tiét kiém duoe chi phi

Thuc t€ chning td ring trong mot thi trudng canh tranh,
viéc tim mot khach hang mdi thi chi phi t6n kém gip 5-6 lan
50 v&i chi phi dé giir mot khdch hang cii. Chiing ta ¢6 th¢ chua
cAm thdy rd diéu nay boi vi chiing ta méi chi ngdi chd khich
hang d&n v6i chiing ta chir chua phai Ian 161 di tim khach hang.
Tham chi khi khdch hang tu chuyén tir mot mang di dong cua
d6i thi sang mang di dong cua ching ta thi khong nhing
ching ta khong hoan nghénh ho, ma con yéu céu ho chay mot
16 gidy 1 1am ho phat khicp muén quay lai dung mang cii!

Mang lai nhiéu khach hang mdi! |
Diéu quan trong hon ca 12 khi khéch hang gan b6 lau dai
véi ching ta thi ho [ ngudi tuyén truyén, gidi thiéu cho ching
ta thém nhiéu khach hang mai.
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11.2 THANG BAC KHACH HANG ' .

Khi chiing ta két ban vdi ai-d6, mic do than thien duoc
nang dén AU ghn' thach cia thoi gian. Khich hang dén véi
chiing ta ciing gidéng nhv vay, ho cling phai trdi qua cédc giai
doan khic nhau d€ cudi cdng tin trdng gén b6 véi chiing ta.

Khéch hang tuong lai > Khéach hang >
Khach hang quen = Khach hang trung thanh.

Khach hang twong lai 12 phimg ai s& mua dich vu cia
ching ta trong tuong lai. Khi ho mua ctia chiing ta mot 14n thi
ho 1 khach hang clia ta. Néu ho hai long ho s& mua thuéng
xuyén vi tr¢ thanh khdch hing quen. Khi ho gin b6 lau dai
véi ching ta thi ho tré thanh khdch hang trung thanh.

Vui sudng { Khéch hang trung thanh
o b lbgg_:. | ! . —) Khach haﬁg quen
— 1 [—> Khdch hang
Quang cao
Khach quen i
—> Khach hang tuong lai

Hinh 7: Thang bdc khdch hang
Dé mo th su khé khin cta qud trinh d6, ngudi ta ding
hinh dnh céi thang dé mo ta cdc bude tién trién cia méi quan
h¢ giira chiing 1a v6i khdch hang.
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11.3 KHACH HANG HAI LONG
Thé nao lé khéch hang hi long?

Khich hang hai long khi ching ta ddp img duoe nhimng
diéu ma ho mong dui. ) ,

Mong dyi ciia khdch hang d6i véi sin phim, dich vu buu
chinh, vién thong cia ching ta thudng xual phdt tir kinh
nghi¢ém cd nhan, tr ¥ kién cia ban be, déng nghiép hoac tir
quing cdo cta chiing ta cling nhv cla cdc d6i tht canh tranh.

Mat khdc mong doi clia khich hang thudng thay déi theo
thoi gian cho nén chiing ta phai thuong xuyen theo doi dé nim
bit kip cdc bién déi d6. Can nhan manh ring meng doi cla
nhom khach hang ndy c6 thé khic véi mong doi ctia nhém
khéch hang kia, tham chi ciia cd nhin nay khéc v6i ¢4 nhan kia

Khi khich hang hai tong thi ho s€ mua nhiéu va con gidi
thiéu cho ta thém nhi€u khdch hing méi. Nguoe lai néu ho
khong hai 1ong thi ho con tuyén truyén cho nhidu khdch hang
khéc, gay nguy co cho chiing ta m#t them nhjéy khich hang.

Tai sao khdch hang khéng hai fong?

Khdch hang khong hai long khi chiing ta khong dap mg
nhimg diéu ma ho mong doi. Trong thi trudng canh tranh diéy
nay dé dan t6i mat khach hang.

Neéu chiing ta biét duge cic nguyén nhan cu thé 1am cho
khdch hang khong hai long va khic phuc cdc nguyén nhan gy
thi ching ta s& git dwoc khich hang. Sau day 1a mor s6
nguyen nhan nhu vay: '
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Khong bén ding tht ma khich hang cén.

Chat luong khong diding nhir da hnfa.

Thii tuc phién ha, phic tap. _

Chéam giai quyét khi€u nai hodc giai quyét khong thoa dang.
Khich hang phai chd doi lau.

Thes o, thiéu quan tam i khach hang.

Khong niém nd vdi khdch hang.

Gié cudc cao.

Phuong thic thanh todn cting nhic.

Buu cuc néng bife, chat cho.

Khong cung cip ddy di théng tin cho khdch hang.

Beu xdu khdch hang khi ho chura kip thanh todn tién...
Theo kinh nghiém cta minh doc gid ¢6 thé néu ra céc

nguyén nhan khic nira.

Theo s6 liew diéu tra thi 14% bd di do khong hai ldng vé

chat litong siti phdm, 68% do khong hai long vé thai do iing
xit cia chéing ta.-Hién nay do mang lu6i buu chinh, vién thong
‘clia chiing ta duoc nang c4p, chat lugng dwge dam bao. Nhumg
phong céch giao ti&p tng xi chua theo kip. :

Lam thé néo dé khach hing héi long?

Thi: tuc don gian, gon nhe, tién loi, dich v mot clra.
Noi giao dich khang trang, lich su.
Cung cap day du thong tin.

Chao don khdch hang niém nd.
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- Nhan biét khich hang quen.
_ N6 nang lich su, 18 d0.
- Gidca tuo‘hg tng v6i chat luong.
- Giai quy&t nhanh chéng cic khiCu nai.
- Gitip d& khich hang.
- Hidu phong tuc, tap quan clia khdch hang.
- Biét khen chan thanh... ‘
Mi doc gid déng g6p ¥ kién ctia minh vao danh séch nay?

11.4 KHACH HANG VUI SUONG
Khai niém

Khich hang vui suéng khi ta lam duge nhimg diéu wirgt
qué sy mong doi cia ho -

Vi du: Khi khdch hang bdo cho ching ia dén chira mdy
hong. Néu ching ta thong bio véi ho s& dén chita sau 10 gid.
Trong trudng hop nay ho s& mong doi 1a sau 10 gi¢ ching ta
s& dén chita. Do vay tam trang hai 1dng hay vui sudng cla

khéch hang s& tuy thutc vio két qua thyc hién 10i haa cia
chting ta. Ta c6 thé thay céc trudng hop xay ra nhu sau:

e R ek
Sau 10 gid Sau 10 gid Sau 12 gid Khéng hai long
Sau 10 gio Sau 10 gio Sau 10 gld Hai Iong

_. Sau ;lg_g_ud L__ Sau“‘l_O_Qld Sau 8 glo - Vun sudng -
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“Frong:trudng hop’ thd nhét k&t qua thye hién cia ching
ta thdp hon so vé6i diéw ho mong dgi, do vy ho s& khong hai
long. Truomg hop thi hai khach hang hai long. Trudng hop
tht ba khach hang vui suéng. Tam trang cha ho 12 ngac
nhién, vui sudng.

Nhir vay trén thue € ching ta khong nén quang cdo qud
{5t vé sin phdm cia ching ta. Khi khich hang st dung, néu
chiing ta khong thyc hién duoc nhr 13i quang cdo thi hau quasé
ta mat khich hang, khong chi mat mot khdch hang ma con mat
shidu khich hang do tiéng x&u dén xa. Dimg dé cho khach
hang mot dn twong “Gid moi thir déu bén nhit qudng cdol”

Vay phuong cham cia ching ta nén 1a “Hda it lam
nhiéu” néu ching ta mu6n mang lai cho kbdch hang nhimg
didu ngac nhién, vui suéng khi ho dén véi ching ta.

Trong vi du trén néu khi_thq sft_a; chira d€n nhung do may
héng ning khong lhé'"'chtjxa duge ngay thi chﬁng_la nén piai
quyét nhw thénao? o |

Tai sao phdi lam cho khach hang vui suong?

Muc tiéu cua chiing ta 13 phai giff dugc khach hang fau
dai. Do vay néu khdch hang thudng xuyén vui suéng khi ho
dén v6i ching ta, ho sé trung thanh gin bo véi chung ta tau
dai. Ho € 12 ngudi quang cdo tich cuc va hiéu qua cho ching
ta, [3 ngudi bao vé mot cach khich quan cho ching ta trude du
luan xa hot.

Mait khac, trong 6 nhimg khédch hang hai long van c6
nhimg khdch hang bo ching ta ma dén véi cac doi tha canh
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tranh dé hy vong dwge cdi gi d6 16t hon, hap dan hon, loi hon.
Do vay ching ta khong nén dimg lai & néc thang khéch hang
hai long.

Khi ching ta ¢6 nhi¢u khich hang trung thanh thi ching
ta yén tam khong con lo canh tranh nira. Dac hict 13 doi vot
nhom khach hang 16n 1a d6i twong rat dé hi gianh giat trong
thj trudmg canh tranh manh.

Khi néo thi khch hang vui suong?

D& 1am cho khach hang vui suéng ching ta phai vat va
hon nhidu so voi nac thang khach hang hai long. Mudn vy
mbi chiing la phai vuot qua khé khan vé thoi gian, v& thi tuc,
phai mét cong sdc hidu hon dé gitp khéch hang duge vice.
Vit va nhung b lai la sy trung thanh ctia khdch hang, 1a su
10n tai va phat trién trong-thi truong canh tranh. Thi truong
khong nuong chiéu nhimg ké ludi biéng, himg ho khong gianh
thosi gian, sic luc gidp d& khdch hang.

Sau day 1a mot s6 truong hop thue tién ma chiing ta c6 thé
thye hién dé mang lai am trang ngac nhién vui sudng cho khich:

- Lap mdy, sura chira sy ¢6 sém hom quy dinh.

. Sira chita ca ngay nghi, ngay 1&.

_ Cho khéch hang muon may sit dung trong tic ¢ho stra chira,

- Cho khéch hang ng khoan tién nho.

- Tra lai vi tién, hang hod bd quén.

- Gitp khdch hang nhimg diéu ma d6i thi canh tranh
khong lam dugc.
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- Gitp khdch hang nhan duge hang sém hon quy dinh.
- Giiip khich hang gidi quy&t nhimg viéc gay cin.

Mot khdch hang dén cudi doi lam vite méi c6 mot co hoi
xudt ngoai. D6 1a khi c6 mét d6i tic nude ngoal mai di tham
quan co s& san xudt clia ho. Phia nude ngoai da thong bdo pui
vé mdy bay khit hoi qua dudong DHL. Nhung that ddng tice la
Il gid ngay mai bay nhung mai dén chiéu hom nay cudi i
van chira thay vé giri 16i. Vi khdch ding ngdi khong yeén, dén
bue dién hoi cho ra nhé, CO giao dich vién buu dién méc db
khong c¢6 vé ngay cho khdch hang nhung rét chim chi lang
nghe tinh hudng clia khach ké. Co quyét tam vurot khé dé givip
khdch hang. Co dé nghi khdch hang sdng ngdy mai ci chuan
bi hanh 1§ 1én san bay va don ¢6 di cung.

Trén dudng di san bay ong khdch thutmg thd dai vi cdi so
minh vt va va dinh ninh nghi ring khé ma di duoc chuycn nay.
Dén san bay c6 giao dich vién nhanh nhen tim dén noi giao
nhan buu phim. Bing méi quen biét ¢6 nhd cdc déng nghiép
tim duge bi the DHL c6 vé m4y bay ciia khich hang va giao
luon cho ong d€ kip vao lam tha tuc hii quan. Thai gian vira sit
dé€ ong khong 15 chuyén xuét ngoai cudi doi. Néu cif chés sdng
mai ngudi ta méi dua vé dén cho 6ng. néu c6 giao dich vien
khong virot qua khé khan vé thoi gian, thi tuc, khong bd cong
stc thi ong qua a “khong ¢ dudng xual ngoai!™.

Sau chuy&n di nudc ngoai suyt 16, co giao dich vién trg
thanh ngudi than thiét véi ong. Con ong thi tro thanh khich
hang trung thanh coa buu di¢n, ké ca sau khi ong nghi huu.
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Chuong XII
DICH VU KHACH HANG BUU BIEN

12.1 THE NAO LA DICH VU KHACH HANG?
Khai niém

Dich vu khidch hang - Customer Service (hay con goi la
cham s6c khdch hang - Customer Care), 13 tit ca nhimg diéu
ma ching ta ¢6 thé va cdn phai 1am dé ddp ing nhu cdu va
mong mudn clia khdch hang. .

C6 khdch hang dén véi ching ta chi don thuén 13 cdn mot
san pham buu chinh, vién thong: ho muén mua mot 1 béo,
mot con tem hay goi m()i cudc ién thoai. Nhung nhiéu khich

hang khdc con ¢6 nhimg nhu cdu, mong muén khdc khong
kém phdn quan trong. D6 1a:

- Duge cung cap thong tin vé san phdm, dich vu.
- Duge tu vin, huéng dén lya chon dich vy, sin phim
phi hop.

- Puge gitp d&: goéi boc hé buu phdm, vigt hd céc an
phdm, hoi ho sd dién thoai...

- Duoe thong cam, chia sé niém vui, ndi budn.
- buge chao don than thi¢n, duge nhé tén.
- Duoc 16n trong, dé cao.

- Buge khen ngoi.
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- Duoc xung hd chotré lai.

2«5 Duge gitip 46 nhifng diéu nho nhd, chan thanh...

'_ Nhlem vu ctia ching ta, nhitng ngudi thuong xuyen Liép
Xdc trre ué’p véi khidch hang 12 plidt hién va thod man cdc nhu
cdu va mong mudn &y. Mot khdch hang dén hdi mua ¥ bio
Phip ludt, nhung s6 bdo nay khéng con nira, Tuy nhién co
giao dich vién khong tri 15i mot cach don gian 1a hét bdo roi.
Co quan st va nhan thay hinh nhir khach hang rat bin khoin.
Co lién hoi them va dugc biét khach hang rat can doc mot bai
quan trong trong $6 bdo Phdp luat do. Thé 1a ¢6 hifa s& pho 16
giip khdch hang bai bdo d6. Vi ¢ thue hi¢n ding nhu 1&1 hita.
Vi khich hang I6n tudi 4y rat cam dong di viet thir khen co
giao dich vién tan tuy gidp khéch hang.

Dimg nghi thay khach hang
Dich vu khdch hang t6t hay xdu 13 do khdch hang nhin
xét. Ban 6 th€ cho ring minh cung cdp dich vu khéch hang
t6t. Nhung néu chinh khich hang khong thady nhu cdu cla

minh dwoc thod min, thi cé nghia la dich vy khich hang ctia
ban chua t6t.

Do vay dich vu khdch hang khong phai 1a mot loat cac
quy 14c cing nhéc ma ban thuoc Long. Cdn nhé rang cdc khich
hang khdc nhau thi ¢6 nhu cdu, mong muén khic nhau. Nhu
vay dé thuc hien 16t dich vu khdch hang ban can phai kham
phd, tim hiéu nhu cau cha méi khdch hang va thuc hién nhimg
g1 ¢6 thé dé thod mian khdch hang.
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Al lé nguti cung cap dich vy khdch héng?

Dich vu khdch hang khong chi 12 cong viée cia nhitng
NEUOL & tuyén ddu. Ai trong cong ty ciing ¢6 khach hang, hoic
la khdch hang beén trong, hodc la khich hang bén ngoai. Do
vay moi nguoi déu ¢6 trich nhiém cung cap dich vu khich
hang, tao ra mot day chuyén dich vu khich hang. Néu day
chuyén nay bi phd vo & mot khau nao d6 thi khich hang bén
ngoat khé ¢6 thé dugce cung edp dich vu khdch hang 16t.

12.2 TAI SAO DICH VU KHACH HANG LAI QUAN TRONG?
Gilt khdch héng bing céch lim t6t dich vu khach hang

Khich hang hai long khi chiing ta luén lu6n dap tmg
dugc nhing mong doi cha ho. Khdch hang vui suéng néu
ching ta luon Iam dugc nhimg diéu vuot quéd sy mong doi cha
ho. Do vay dich vu khdch hang 16t s€ gitp ta ¢6 thém nhidu
khdch hang trung thanh.

Mot khdch hang hai long s& néi v6i trung binh 5 ngudi
khdc. Mot khdch hang khong hai Iong s& phan nan véi trung
binh 10 ngudi, lam cho li€ng xAu tan xa gay nguy co mat thém
nhi¢u khdch hang.

Khi ching ta cung cap dich vu khdch hang 16t chung ta
s€ gilt duge khach hang l1au dai. Lic nay chiing ta ¢6 nhiéu co
hoi dé cung cap cho ho thém cdc sin phim méi khac va khdch
hang ciing dé chap nhan hon. .

Xu huéng ngay nay la dich VU ngay cang chiém ty trong
€ao trong thu nhap qudc dan, dic biet la xu thé cung cap dich
vu tron goi. Khi khdch hang giri buu kien, ho mudn duge cung
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cap hop dung, day bute, gidy boc chong va dap, nhin hicu
dep, muén nhan tai nha, phat tai nha (door Lo door service,
desk to desk service)... Cung cdp thém cac dich vu nay khéch
hang thi hai long hon, cdn chiing ta thi ¢6 thém cong viée, s
dung lao df)ng hiéu qué hon.

Kh1 Lhung ta cung c¢dp dich vu khéch hang 16t thi uy tin
ciia cong ty tang thém, thu nhap tang thém, khdch hang it
phan nan, moi ngudi s lam viéc vui vé va ban ¢6 co hoi lam
viéc, phét trién.

Djch vu khdch hang la vi khi canh tranh

- Ngay nay dich vy khdch hang cang tr¢ nén quan trong vi
céc ly do sau day: '

-Canh tranh ngay cang manh me trén thi trudng buu chinh,
. vién thong. Cic d6i thi canh tranh thudng sir dung dich

.-, »m khdch hang 13t hon chiing ta dé 16i kéo khéch hang.
< - Chét lwong sin phdm chinh-cta cdc nha cung'cdp canh
tranh gdn twong ty nhau. Ho hon nhau chinh 12 & chd
dich vu khéch hang. Day chinh 1a vii khi canh tranh cia
cac d6i thu.

Do vay dirng nén nghi rang cung c&p dich vu khiach hang
13 ban on cho khiach hang, ma 12 mot sy cdn thi€t séng con
trong thi trudng canh tranh.

12.3 HE THONG DICH VU KHACH HANG
Trong phidn nay ching ta tim hi¢u ky vé dich vu khich
hang d6i v6i khdch hang buu dién (khdch hang bén ngoai)
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Cdc phuong thie cung cap dich vu khéch héng
1. Cung cdp dich vu khach hang tap trung, trie 1iép tai cdc
trung tam dich vu khdch hang (Customer Service Centre )

Tar day duogc trang bi cdc phuong ti¢n hién dai gip
khdch hang gidi quy¢t khi&u nai. sta chita. bio hanh, cung cap
(hiCt bi, gidi dép thic méic vé sir dung dich vu va thiét bi, chap
nhan yeu cdu lap dat thué bao, chuyén déi thué bao.

2. Cung cdp dich vu khdch hang phan tan, truc Hép tai cde ghi
$€, kiot buu dién, tai bat ky noi nao nhan vién by dién tiép
xtic vo1 khdch hang

Tai day khdch hang c6 thé ti€p xic true iép v6i nhan
vién buu dién d¢ dang ky sir dung cdc dich vu buu chinh, vién
thong, dé hoi thong tin, hodc qua cdc 4n phim quang cdo nhur
W o1, qua “So tuy hudng din khdch hang” (Customer Guide),
hodc qua quang cdo trén man hinh. Cic buu 4, thg diy mdy
cing ¢6 trich nhiém gidi ddp nhimg thic mic trong pham vi
minh phuc vu cho khich hang.

3. Cung cdp dich vy khdch hang gidn tiép qua dién thoai tai
cde dai dién thogi

- Bai 101 dang ky dam thoai trong nudc.

- Dai 142/143 héd g va giai dip dam thoai quéc &,

- Dai 116 giai ddp sd dién thoai.

- Dai 117 béo gio.

- bai 119 bdo stta chita su ¢o mdy dién thoai.

- Cdc s6 mdy giai ddp di¢n thoai di dong 24/24 gi& cia 2
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"~ mang VinaPhone qua s6 mdy 151 va MobiFone qua sd
may - 145.
Cic s6 mdy nay déu mién phi dé khuyén khich khdch
hang hoi ddp. Khich hang ¢6 thé tiép can 24/24 giv 1ai bat ky
noi nao c¢6 dién thoai.

4. Cung cdp dich vu khdch hang gian tiép thong qua cde trang
webr ciia Tong Cong ty, cdc Cong ty thanh vién, cdc Buu dién
tinh, thanh

'Péy 12 loai hinh giao ti€p mdi d6i v6i da s khiach hang
Viét. Nam, nlwumg cat tién Ioi cho khdch hang biét sir dung
Internet, vi né cung cdp thong tin bang ca hinh anh va am
thanh trén pham vi qudc t&. Khach hang ¢6 thé tim hiéu vé cdc
loai hinh dich vu buu chinh, vién théng va bing gid cudc, tra
citu hanh trinh cGa cdc buu phdm chuyén phat nhanh qua hé
théng dinh vi EMS, biét.duoc nhimg tinh hinh khé khan & noi
guni dén nhw. thign tai, dinh cong... My dugc cic méiu gidy 1o
cdn thiét cho viéc sir dung cédc dich vu buu chinh, vién thong.
Thong thutmg trén cic trang Web cia cdc cong ty thudng c6
muc FAQ - Frequently Asked Questions (cic van dé khach
hang thutmg hoéi). Muc nay duoe thit k€ nham tra 101 cho
khdch hang nhimg vdn dé ma nhiéu ngudi quan tam. Khich
hang chi can mot dong e kich chudt 12 nhin duge cau tra 1o
Né&u khdch hang cén hoi nhimg van dé khdc nita thi ¢ thé hoi
thém Cong Ly thong qua thu dién tr. Hién nay Téng Cong ty
Buu chinh - Vién thong v mot s6 céac cong ty thanh vién, cdc
buu di¢n tinh, thanh di ¢é trang Web coa minh cho khich
hang truy nhap tim hiéu tin titc. Khdch hang cing cé thé (im
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hidu vé lich sir phat trién clia Cong ty, vé két qua hoat dong
san xudt kinh doanh clia cong ty qua cdc “Annual Report -
Bao cdo két qua kinh doanh hang nam” i trang Web cia
Cong ty xudng. Vao trang Web ctia Buu chinh Uc, khach hang
c6 thd dé nghi ho giri mién phi cho ca ban in Bdo cdo ket qua
kinh doanh hang nam.

5. Dich vu khdch hang c6 thé thue hién truce ban hang, trong
qud trinh bdn va sau khi bdn hang

Cac dich vu khéch hang trude ban hang chi yéu nhim
cung cdp thong tin vé san phdm, dich vu cho khéch hang lua
chon. D6 1a thong tin quing cdo qua cdc phuong tién khic
nhau, 1 sy gidi thidu, tr van cda ngudi ban hang vé loi ich,
cong dung cla san phdm, dich vu dé khich hang can nhac
quyét dinh mua. '

Céc dich vu thue hién trong qud trinh bdn 1a céc phuong
thitc thanh todn tién loi, cdc hinh thac bdn hang khdc nhau, 1
dich vu moét cira, 1a thai do 4n cdn, niém nd.

Céc dich vu sau ban hang (dich vu hau mii) bao g6m bao
hanh, sira chita, nang c4p thiét bi, gidi quyét khi€u nai, thay
d6i dia chi, hoi nghi khach hang, tham héi, chic mimg...

Ca'sd vt chat cho viéc cung cép dich vy khdch héng
Dé cung cép dich vu khich hang tét cdn phai ¢6 cdc co s&
vat chdt duogc trang bi ddy du cdc tién nghi. D6 1 cdc Trung
tam dich vu khdch hang, cdc diém cung cap dich vu buu chinh,
vién thong, cdc phirong 1ién giao tiép véi khach hang nhu an
phdm, dién thoai, Internet, he thdng co s dif lieu quan 1y cong
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téc cham s6c khdch hang. Do s6 uong khdch hang ngay cang
nhiéu, néu khong c6 co s& dit lieu quéan Iy khach hang thi rat
kho thyc hién 161 dugc cong tac dich vu khach hang,

Nguoi cung cép dich vu khdch héng
Ngoai nhitng cdn bd chuyén mén true tiép lam cong tic
dich vu khach hang tai cdc Trung tam dich vu khich hang, cdc
Dai dién thoai giai dap thong tin, tdt ca nhimg ai tiép xtic truc
tiép v6i khach hang bén ngoai déu ¢é nhiém vu cung cédp dich
vu khach hang trong pham vi cong viéc ctia minh hoidic chdp
than ¥ kién coa khich hang dé ph6i hop véi cic bo phan
chuyén moén gidi ddp, cung cdp thong tin cho khdch hang. Tat
ca cic nhan vién giao ti€p truc ti€p véi khich hang déu phai
duoc Iua chon, dio tao cdn than vé kién thic nghiép vu buu
chinh, vién thong va kién thic chim séc khdch hang.
- Cong thic tém tit sau day néu ra ba yéu cdu d6i véi
nhitng ngudi giao ti&p véi khdch hing:

Attitude: thai dd, tic 1a cén cb thai d6 dang din vé
dich vu khach hang.
ASK: Skill: ky n_éng, e 1a c&n ¢b k§ nang thé hién thai d9,
tinh cam clia minh cho khach hang nhan biét.
Knowledge: kién thic vé nghiép vu, vé& chim soc
khach hang.

Hé théng co ché, chinh sach dich vu khach hang.
Dé ¢o thé thue hién cong tdc cham séc khach hang day

dd, chu dong va thong nhat trén mang ludi, can phai c6 hé

13 - HVKH
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(h6ng co ch&, chinh sdch, quy dinh thong nhét vé cic dich vu
cham s6¢ khich hang duge quédn tri¢t ¢ moi cap, moi don vi
trong Nganh. Mt khdc, cong tac chiam séc khach hang doi hoi
phai sdng tao, linh hoat. Do vay cin phai phan cép cho cic cdp
dudi d€ ho linh hoat, chi dong thuc hi¢n kip thoi cong tac
cham séc khach hang. Hién tai Téng Cong ty Buu chinh -
Vién thong dang chudn bi ban hanh quy dinh vé cham s6c
khach hang.

12.4 BAY YEU CAU POl VOI MOT HE THONG DICH VU

KHACH HANG

Cam két cda cdc can bo quan ly

Cén bo quan 1y cic ¢ap déu phdi nhan thic S vé tam
quan trong cia dich vu khich hang va quyét tam thyc hién.
K&t qua clia sur cam két nay 1a Cong ty dé ra duge muc tiéu
dich vu khdch hang v phd bi¢n, tuyén truyén cho moi ngudi
trong Cong ty biét, tham nhudn va thuc hién.

Cong ty Buu chinh Uc cam két véi khich hang cung cip
cic dich vu buu chinh chat lugng cao cho tat ca cdc khdch
hang. V6i mot doi ngil nhan vién chuyén nghiép, ddy nhiét
tinh, Buru chinh Uc ciing cam két cung cap céc dich vu khich
hang hoan hao.

Cong ty Vién thong Bell Canada dat cho minh s& ménh
tr& thanh cong ty hang ddu thé gidi givp cho khdch hang thong
tin va quan 1y thong tin. Muc ticu cia Cong ty 1a dat duge tiéu
chudn chat lwong san phdm, dich vu cao nhat the gidi véi gid
161 nhat thé gidi.
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Dé ra cdc tiéu chuin cu thé cho viéc thic hién chat lvong
dich vu

Nhiing loai dich vu khdch hang nao c6 thé dat ra duoe
tiéu chudn cu thé thi nén lwong hod cdc chi tieu dé dé ddnh
gid, phan tich, khen thudng.

Vi dy: Buu chinh Anh dat tiéu chudn tr 16i khiéu nai sau
mot tudn, phuc vu 95% khéach hang tai cdc ghi sé trong thoi
gian khong qu4 5 phuit.

_ Térig__C_Ong 'ty Bwu chinh - Vién théng Viét Nam c6
nhimg tiéu chudn gi vé gidi quyét khifu nai, vé sira chita mdy
dién thoai, vé thdi gian chd doi duoc phuc vu?

Hié ré khéch hang
Dich vu khdch hang mang tinh ci phan d6i v6i méi

khich hang. Do vay chiing ta phai hiéu o khdch hang dé dép
ting nhu cdu clia ho qua cdc hinh thitc diéu tra sau day:

- NG6i chuyén tryc ti€p v6i khéch hang tai noi giao dich.

- Quan st d& ndm bt ng6n ngit khong 1di clia ho.

- Vi€t the hdi ¥ kién khdch hing. '

- - Moi khéch hang viét ¢ ki€n qua phifu gép ¥.

- Goi dién thoai hi ¥ kién khach hang.

- Moi khach hang viét ¥ kién vao s BV17.

- Dat ban chi dan khach hang tai cdc buu cuc 16n.

- Khuyén khich khich hang goi di¢n cho ching ta qua s6
dién thoai mién phi: 151, 141 (cta cong ty VinaPhone,
MobiFone)...
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- Dén tham khéch hang.

- Md hoi nghi khach hang.

- T8 chifc cdc cude diéu tra, nghién citu thi trudng.

- Theo ddi ¥ kién khdch hang qua cdc phuong tién thong
tin dai chiing. ‘

Tuyén chon, husn luyén, sit dung, déi ngo cén bo
Nhan sy déng vai trd diic biét quan trong trong dich vu
- khich hang. Do vy can phai thuc hién 6t c4 ba khau trong quén
tri nhan sir 12 tuyén chon ngudi phit hop v6i timg loai cong viec,
dao tao tot, sir dyng, ddnh gia ding va trd lvong theo két qua
cong viéc. Dé cho cdp dudi chi dong, sdng tao trong viéc cung
cép dich vu khdch hang nén thie hién phan cdp, tfc a giao cho
ho trich nhi¢ém va quyén han ré rang, diéu kién thye hién ddy dd.

Thudng cong kip thoy

Céan b0 quén iy cin ghi nhan va thudng cong (vat chal va
tinh thén) kip thdi cdc k&t qua t6t cha cdp dudi. Ciing cén

 thudng ca cic khéch hang mua nhiéu, khich hang trung thanh,
khdch hang chon chiing ta bing qua tang, thu cam on...
Gén gii vdi khdch hang
Chiing ta cén thudmg xuyén 1i€p xic v6i khich hang,
thudng xuyén hdi y kién ho, tao diéu kién, co hoi cho ho hoc
bach v6i chiing ta cang nhiéu cang t6t. Nén nhé phuong cham 1a:
- "Khi khdch hang con mudn phan nan truc tiép voi chiing
ta la ho con ¢é thién chi”.

-~ "Khdch hang la thay day chiing ta trong kinh doanh”.
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~\Hodn thiGnkhdng ngéhg -

Trong thi trudmg céc d6i thi luon udn mudn vuot ta. Do
vy néu ching ta hai long v6i két qua dat dugc ma dimg lai
khong nang cao chdt luong dich vu khach hang thi chang may
chdc cdc doi thi s€ vuot chiing ta.

12.5 QUAN DIEM VE DICH VU KHACH HANG
So sanh gidta ngudi va mdy cung cdp dich vu

Ngay cang ¢6 nhi€u loai mdy tr dong cung cép cdc loai
dich vu: mdy rit tién tr dong ATM, may dién thoai theé, may
bdn tem tw ddng, mdy bin bio tr dong, mdy bin nuwde giai
khat tu dong... V& wu diém, mdy phuc vu nhanh chéng, chinh
xdc subt ngay dém. Nhung mdy vo tri, vo gidc khong co tinh
cam, khong phan biét ai budn, ai vui, ai voi va. Thé nhung
trong x4 hoi hién dat con ngudi ta ral can duge giao tiép. Néu
Xung quanh ta tat ca cdc ngudi phuc vu déu 1a mdy vo tri, vo
gi4c thi that khiing khi&p. Ban s& chon mot c6 giao dich vién
biru dién twoi cudi, duyén ddng bdn bdo cho ban hay chon
chigc mdy bén bdo, mot khéi sit vo thire?

Su trung thanh cla khich hang cling xudt phdt (¥ tép
xtic c4 nhan. Khich hang c6 thé d& dang, ching chut may
may din do khi tir bi¢t mot chi€c mdy bdn tem v dong.
Nhung ho s€ kho khan khi phdi tir biét mot ngusi giao dich
vién da phuc vu ho tan tinh nhr ngudi than. Do vay giao dich
vién nén phuc vu khdch hang nhu véi mot ngudi than cu thé
v6i ddy di cic dic diém cd nhan riéng,l thi hi€u, s& thich
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rieng, diéu ma mdy phuc vu khong thé lam duge. Lam dugc
nhu vay s& gilf duoc khiach hang.

Théi do doi vdi dich vu khach hang

Dé cung cp dich vu khdch hang (6t cdn ¢6 thai do ding
d4n. Dimg cho ring dich vy khich hang la cong viéc buén té,
thap kém. Nhung dich vu khach hang lai 12 mot cong viéc
thach thifc nhat, dong thoi 1am cho khédch hang hai long nhat.
N6 doi hoi & ban moi kién thite, k§ nang, kinh nghi¢m dé gidi
quyét vin dé cha khach hang. N&u ban 1am 16t cong tac nay thi
ban ciing di ren luyén cho minh dwge nhiéu tr chdt cin thiét
A4 ban 1i€n buéc xa hon trén con duong su nghiép cla minh.
D6 14 tinh kién tri, mém mong, linh hoat, biét kiém ché, biét
ling nghe, bi€t quan s&t, ndm bit tam 1y ngudi d6i thoai, bi€t
thuyé&t phuc... '

Do vay, dé thuc hién dich vy khich hang i6t, ban cdn c6
thi do tich cuc vé khdch hang cua ban, vé cong viéc cia ban:

_ Xem khach hang clia ban nhyr 1 ban clia minh dé c6 thé

" gitip 6 ho, chit khong phii ho 1am phién ban.

_ Xem viéc gidi quy&t céc van dé cta khéch hang nhu la
cdc co hoi dé th€ hién minh, dé ren luyén va phdt trién
cdc k§ nang chia ban, 12 co hoi dé c6 thém cdc khach
hang trung thanh cho cong ty.

Thai do clia ban vé dich vu khdch hang cé tac dong manh
t6i ca 1am trang cia khich hang va dong nghiép. Mot ngudi
ban hang vui vé, nhiét tinh va hay gidp d% moi ngudi s€ lam
cho ca khich hang bén trong va bén ngoai cam thay dé chiu,
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ruén cong tic khi cing [am viec. Nguoc lai, mot ngudi ban
hang the o, lanh nhat $& lam cho khich hang va déng nghiép
cam thdy mat thién ¢am, khong muén hop téc.
Do vay cdn phai xay dung mot thdi do tich cuc vé dich vu
khdch hang. Sau day [a mét sd.goi ¥: |
- Hay nghi v& nhimg mat tich cuc trong cong viéc cta ban
nhu: nhitng ngudi ma ban thich £4ap g0, nhimg cong viéc
ma ban thich lam, phdn thuéng ma ban nhan dugc la sy
ton trong, tinh ban, sy hii ldng vé kél qui cla nhitng
cdng viéc thich thitc...
- Hay nghi vé nhimg mit tich cue cla nhimg ngudi ma ban
~ thudng lam viéc clng: nhing linh vyc kinh nghiém ciia
ho, nhiing mat manh cha ho, su giip d& cua ho d6i véi
ban, déng g6p clia ho cho Cong ty. ..
- Hay nghi vé cdc mat tich cuc cda chinh ban: k¥ nang 1am
viéc, thanh cong clia ban, uy tin ciia ban. ..
- Hoc bai hoc qua sai 14m trong qu4d khit cla chinh minh
" vacia cic dong nghiep trong giao 1i&p v6i khdch hang.
Khi tiép xiic vo¥ khdch hing
1. Thé hién thai do tich cuc véi khach hang
Can c6 k¥ nang thé hi¢n thai do tich cuc cda ban d6i véi
khich hang thong qua ngon ngir khong 1&i nhur dién mao, ar the,
cir chi, nét mit, giong néi, cdi bit tay, khung canh noi lam vice...
- Dién mao clia ban & gay &n nrong ddu tien Yt quan
trong d61 véi khdch hang. Muén tao 4n tuong tich cue, ban nén
an mac gon gang, ¢6 thim my. Pdu 16¢ gon gang, sach sé.
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Tu trang, gidy dép chinh t&, phiy hgp v6i moi trudng dia phuong.
V¢ sinh ¢4 nhan sach s&. Trdnh a@n mic qud cdu ky ciling nhu

qué xoang xinh. Nhu vay ban dai thé hien sy lich thigp, thim

m¥, doan trang. Gap ban 1an ddu khdch hang da cam nhéan duge

thai do tich cyc cla ban ddi véi cong viée, doi vdi ho.

- Ngon ngit ¢ thé cia ban ciing cdn phai todt lén su nhiét
(inh, c&i ma, niém nd, ling nghe khach hang. Do vay hay chd
¥ 161 tr thé, ctr chi, nél mat, nu cudi, ding di, ddng ding, ddng
ngdi, cdi bit tay v6i khach hang. C6 thé ban ton trong khich
hang, nhung néu ban khong cé k¥ nang thé hién thi khich
hang ciing khong nhan thdy, tham chi con nghi ring ban coi
thudmg ho (xem muc Giao tiép qua ngén ngit khong 1oi thude
phén 5.6 Cdc phuong tién giao iép).

- Ban edn 1am chii duge giong néi cla minh qua viée diéu
chinh trudng do, cudng do, cao do¢ khi ndi. Giong noéi ¢6 sire
bicu cam Lén, dac biét khi ban chi tiép xdc gidn tiép vdi khdch
hang qua dién thoal.

- X#p x€p ché 1dm viéc ngan ndp, gon gang, khoa hoc va
¢6 thim m¥y. Quan sdt noi lam viéc cda ban, khach hang s€ cq,
nhitng 4n tuong 16t dep ddu tién vé ban va Cong ty cla ban.

2. Kham phd nhu cdu cia khdch hang

Pé cung cdp dich vu khdch hang 6t ban cdn ndm bat
duge nhu cdu khich hang. Muén vay doi hdi & ban sy cham
chi, su nhay cam, déng cam véi khdch hang va quan sat tinh
twong dé nim bit duge ngon ngir khong 0i cla hg. K¥ thuat
ling nghe rdt can thi€t trong qua trinh trd chuyén, (rao doi véi
khach hang.
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12.6 THUC TRANG CONG TAC DICH VU KHACH HANG

CUOA VNPT

Trong giai doan vira qua ‘cdc don vi thanh vién clia Tong
Cong ty Buu chinh - Vién thong \;’iel Nam da thue hién mot s8
hoat dong cung c#p dich vu khdch hang. Nhung c4c hoat dong
nay con mang tinh tr phdt, chua théng nhdt trén toan mang
luéi, chira ddy di, do vay chua c6 hiéu qué thyc sy nhim nang
cao kha nang canh tranh ca don vi. D& dén lic cdn phai c6 su
quén 1y thong nhét cha Téng Cong ty. Sau diy 12 mot s6 nhan
xét cu thé vé céc ndi dung clia dich vu khdch hang.

Nhan thie cda cdn bé qudn Iy doi vi dich vu khdch hing
C6 thé néi phdn L6n cdn bo quan 1y chua thuc su coi
trong dich vu khdch hang vi chwa thdy nguy co canh (ranh
manh hon nita dang dén gdn ma ching ta chi con rdt it thoi
gian d€ chuén bi. Do vy cong tdc chi dao dich vu khdch hang
chua duge chi trong.

D6 ngii nhimg ngudi cung cap dich vu khich hang

C6 thé noi ching ta chwa 6 mot doi ngli cdn bo du ticu
chudn trong cong tic dich vy khdch hang. Ca ba khau 1a cong
tdc tuyén chon ngudi phi hop, cong téc dao tao, hudn luyen,
cong t4c 16 chire, dinh gid, dai ngd déu chura duoc thuee hién
diing theo yéu cdu. Nhan vién giao dich véi khdch hang déu
thi€u ca kién thirc, k§ nang va thdi do duing din. Két qua 1a
khach hang con kéu ca vé thdi d6 lanh nhat, thy o, cha quyén
cua giao dich vién buu dién.
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Co'sd vt chat can thiét cho viéc cung cdp djch vu khich hang

Do nhan thife vé dich vu khdch hing chira duge quan triét
nén ¢o sO vat chat, trang thiét bi déu chua dat yéu cau. Bo mat
cdc noi giao dich véi khiach hang wy da khang trang hon,
nhung con nhiéu nhuge diém. Cic trung tam dich vu khich
hang con it va chua hoan thién. Cic phuong tién hién dai dé
khich hang giao ti€p v6i Cong ty con thi€u. Cdc an phdm
quang cdo con it va so sai. Co s& dif lieu khdch hang con chua
duoc ddu tr xay dung. Dic biét chura ¢6 co s& dit liéu vé nhém
khéich hang 16n.

Co ché chinh sach

- Cho t6i nay ching ta chura ¢6 ¢o ché, chinh sich nhat
qudn vé dich vu khich hang. Do nhu cdu c4p thiét, mot s6 don
vi tir t8 chite cong tdc dich vu khéch hang. K&t qua 12 méi don
vi thue hién mot kiéu, thi€n théng nhat, bai ban, trong khi cédc
dich vu buu chinh, vién théng mang tinh day chuyén todn
mang. Do chua c6 quy dinh cu thé nén nhidu céng viéc dich
vu khich hang khong ré thude chite trach clia bo phan nao.

Cdc phitong thic ban hang
Cac phuong thic ban hang thi ral da dang, nhung trén
thuc 1€ chiing ta méi chi tap trung vao viée ban hang tai buu
cuc, kiot, diém Buu dien - Van hod xa. Chiing ta chua chu
trong dén hinh thic bdn hang tai nha cho cdc khach hang
quan trong - cdc co quan, doanh nghiép. Bay [a cdc nhém
khdch hang dé bi canh tranh nhat. Ngay tai cic buu cuc,
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kiot... thi cich bdn hang ciing chi y&u mang tinh thu dong,
chua khuyén khich, goi mé& nhu cdu ctia ho. C6 thé néi chiing
ta méi chi ngdi chiy khdch hang dén véi ching ta ma chua di
tim khdch hang,.chura vt va dé giit khich hang. Hinh thic
ban hang tron géi ciing chua dwge quan tam. Day la két qua
clia thoi ky kinh doanh twong ddi dé dang. Nhung thi truong
buu chinh, vién thong di bit ddu bude sang mot giai doan
mdéi ddy thach thirc.

Cung cap thong tin cho khich hang
Trong thoi gian qua ching ta da dua ra nhi€u dich va buu
chinh, vién théng mdi cung cdp cho xa héi. Tuy nhién do trinh
d6 dan tri con thap, dich vu thi mang tinh v6 hinh cho nén su
hiéu biét ciia ho cdn han ché Ngay cd ching ta lam trong
nganh Buu dién nhung khong phai ai ciing hiéu hét cong dung,
loi ich ctia cac dich vu buu chinh, vién thong. Thé nhumg cdc
giao dich vién ciia ching ta lai rat i chd § t6i viéc cung cédp
théng tin v& cong dung, loi ich ctia cic dich vu cho khich
hang biét, cdc hinh thic thong tin khic cling han ché. Két qua
12 mitc d6 st dung cta khich hang cdn han ch&€. Tham chi
nhiéu xung dot giita khich hang va nhén vién giao dich buu
dién ciling chi 13 do khich hang thi€u hiéu biét vé& céc dich vu
ctia chiing ta.
Nhiing diéu khach hang thuong phan nan
Qua theo ddi nhimg ¥ kién phan nan cta khach hang tai
mot s§ dia phuong, ¢6 thé thdy n6i lén mot 6 loai ¥ kién
.chung nhur sau:
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1. Cdc y kién vé chdt luong phuc vu nhy thdi dg, tdc phong
giao Hép cua giao dich vién d61 voi khdch hang.

C6 thé néi phin 16n cdc ¥ kién phan nan cua khéch hang
thudc vé loai nay, tnic 1a thude loai dich vu khach hang (chim
sdc khach hang). D6 12 viec khong chi trong cung cap thong
tin cho khdch hang, thi€u quan tam, niém no d6i véi khich
hang, 1a thdi d6 cira quyén, ban on. Trong qué trinh giao ti€p
véi khdch hang con hay ndi chuyén véi cdc dong nghiép.
Khéch hang chd 1au nhung khong duge dé y. Khong tan tinh
giai ddp cdc thic méc cha khdch hang. Giao 1iép bing ti¢ng
Anh cdn han ch&. Khong ¢6 ¢hd dé xe an toan tai buru cuc.
Thi¢u thong tin cho khich hang. Khach hang bi dua ddy long
vong khi ¢én gidi quy&t mot van dé gi. Hod don cudce bi tinh
nhdm. Cude dien thoai, cu6e Internet cao. ..

2. Cdc ¥ kién vé chdt lugng sdn phdam, dich vu buu chinh,
vién thong

Céc vy kién loai nay néi chung it hen, cht y&u phan nan
vé hién tuong rét mach khi dang goi, vé& hién tuong xuyén am
qua dudmg day dién thoai, hién twong toc do truy nhap Internet
qu4d cham, vé viéc thong tin 1080 chura ddp Gmg duoc nhu céu
da dang ctia khach hang.../.



"~ DHU LUC

BUU CHINH DIEN TU (E-POST)
Gidi thiéu chung

"Trong nhitng nam gdn day Internet dang phat trién rat
manh mé trén th€ giéi néi chung va & Viét Nam ndéj ricng. Buu
chinh cdc nude da va dang nhanh chong ndm 18y cong cu nay
dé sit dung vao muc dich hd tro déc lye cho quan 1y sdn xuat
kinh doanh va cung cip cdc dich vu Buu chinh hién dai.

Internet va thuong mai dién tir da tac dong manh mé dén
cdc qué trinh san xudt, phan phdi va thanh todn gita doanh
nghiép vA khach hang, rit ngdn quy trinh sdn xud, tiét kiém
chi phi, tao thuan lgi cho khich hang va cho c4 doanh nghiép
trong mua ban vi thanh todn. Intemnet tr¢ thanh mot phuong
tién déc luc cho Buu chinh cdc nude.

Viée img dung Internet va thuong mai dién tir trong kinh
doanh Buu chiph dén t6i mot loai hinh kinh doanh Buu chinh
hién dai, d6 12 Buu chinh di¢n tir: ¢-Post. Trong tuong lai hru
lwgng va co ciu ty trong cdc loai buu gl s& c6 nhimg thay déi
16n. Internet sé tic dong dén Buu chinh dudi hai géc do. Mot
mat, d6 1a thich thic d&i v6i Buu chinh truyén théng do
Internet tao ra cdc loai hinh dich vu canh tranh manh véi buu
chinh truyén thdng nhu e-mail, thanh todn dién ti, quan 1y
dién . buu thiép dien tir, 108 dién ... M khac Internet



mang lai cho Buu chinh cic co hoi méi do nhu cdy bao quan,
van chuyén, phan phéi hang hod. buu kién, cdc 1ai lieu giao
dich tai chinh tang len. Du kién, san Iuong buu Ki¢n trén todn
the gidi dén nam 2003 dat khoang 6,53 tri¢u chiée/ngay, nre [
lang lén gap doi so vdi luu lrong hi¢n nay. Déng thoi Buu
chinh ¢6 thé chuyén Internet thanh phuang tien cung cdp thém
cdc dich vu méi dip tng nhu cdu thj trurding,

Do vay Buu chinh cdc nuge phdi nhanh chéng sir dung
Internet nhu 12 mot co hoi kinh doanh méi dé me rong thi
phdn, nang cao hieu qua sdn xudt kinh doanh. D6 chinh La
ngudn géc xuat hién Buu chinh dién .

Mot s6 g dung Internet & Bur chink céc mrde

Nhiéu nha khai thdc Bwu chinh trong khu virc di (g
dung thanh céng Internet trong kinh doanh Bwu chinh, hinh
thanh nén linh vuc Bwu chinh dién tir. Cdc dién hinh [3 Buu
chinh Nhat Ban, Singapore, Han Qubc, Malaysia, Indonesia. ..
Céac nha khai thdc buu chinh d6 di lap nén cic Website kinh
doanh Buu chinh trén mang cung cfp cic dich vy, sin phim
buu chinh nhu: Buu phdm, buru kien, EMS, dien hoa, tem chot,
buu thi€p va ca cic hang hod khic nhu mdy tinh, nong phim,
dac san dia phuong (qua que huong- Biru chinh Nhat). .. Ngoai
ra, khich hang c6 thé truy nhap dé fim hiéu thong tin v& cdc
dich vu buu chinh khdc nhau, vé gid cude, vé cic quy dinh hai
quan, vé cic linh hinh ddc biét tai cdc nude dén nhu bio lut,
chién tranh, dinh cong... Ho ciing ¢6 thé lay cdc mau & khai
giti hing hod nhw van don, t& khai haj quan... hodc kiém tra
hanh trinh buu pham cia minh di g truede do.



Mot trong ¢dc qubc gia di tien phong trong img dung
Inlcmpl:Va‘iq" kmh doanh Buu chinh 13 Nhat Ban. Thirong mai
dién 6F & nudc ndy da c6 nhimg buée phat trién manh mée. S6
thué bao Internet nam 1999 13 27 triéu thué bao. Dy bdo con
s6 ndy s& dat mic ky luc 1a 77 triéu thué¢ bao nam 2005.
Thuong mai dién tir ndm 1999 dat doanh s& 350 ty Yén, dén
nim 2005 du bdo s¢ dat 7100 ty Yén. Buu chinh Nhét Ban img
dung Internet trong 3 linh vuc: thong tin, thanh todn va phan
phoi hang hod. Website http://fwww.postal.mpt.go.jp cung cap
cho khach hang ddy di cdc thong tin vé cude buu chinh, gidy
ma cira, hanh trinh buu gid, cdc loai hinh dich vu. Khédch hang
ciing c6 thé vao “Cira hang 40” cla Buu chinh dé mua tem
choi, buu thi€p, cdc dédc sdn & cdc dia phuong - qua qué huong.
Khéch hang ciing ¢6 thé truy nhap qua dién thoai di dong.

Han Quéc cling ¢6 8¢ d¢ phdt trién Internet rat manh.
Buu chinh Han Qudc da thanh 1ap mé hinh Buw cuc do qua
Internet tai dia chi http://www.epost.go kr. Khdch hang c6 thé
truy nhap dé sir dung cic dich vu Buu chinh, ciing nhu mua
cdc hang hod khiac nhau. Viéc thanh todn duoc thuc hién qua
thé tin dung hodc qua dich vu chuyén tién. C4c san phidm dugc
chao bdn qua Buu cuc o rat phong phd, da dang nhu: néng
phdm, sdn phidm tha c6ng m¥ nghe, mdy tinh, rrou, dic san
dia phuong, hang cong nghiép... Buu chinh Han Quéce con
cung cdp dich vu ngan hang Buu chinh qua mang Internct.

Buu chinh cac nwoc khac trong khu vue nhur Singapore,
Malaysia, Fiji, An Po... cing dng dung manh mé Internet vao
kinh doanh v6i céc mic dd khdc nhau. Buu chinh Malaysia



chi trong nhiéu dén phat trién dich vu Datapost, dich vu lién
quan (G chir ky dién wr. Hau nhr 14t ci cic Nha khaj thdc Buu
chinh déu ¢6 Website rieng cung cdp cdc thong lin can thiet
cho khdch hang va (i¢p nhan cdc yéu cdu cia hy.

Buu chinh Indonesia da Xay dung mot mang ricng dé
phuc vu cong tdc quan 1y va kinh doanh. Indoncesia 13 mot
qudc gia ¢6 lanh thé rong 16n véi 27.000 didm phuc vu buu
chinh. B¢ dam bao nhu cdu thong tin quén 1y ctia mang luéi
buu chinh nay, déng thai mé rong céc dich vu thwong mai
di¢n ti buu chinh ra pham vi toan qude, Buu chinh Indonesia
di xay dung mang luGi “Wasantara network”™. Mang nay c6
vai tro nhu mang Intranet phuc vu cho muc dich quan 1y cia
buu chinh, déng thoi 14 mang cung cdp cde dich vy gia tang
cha buu chinh cho cong chiing. Cdc buu cuc chinh d3 duoc két
ndi véi “ Wasantara Network™.

“Wasantara Network” hé try cic linh vue thong tin quéin
1y va kinh doanh sau day:

* Ké&todn tai chinh

® Marketing va ban hang
* Quan 1Y ngudn nhan lyc
* Thu lai ghép

® Giao dich tai chinh

e Thuong mai dién tir

Qua “Wasantara Network” khach hang ¢6 thé str dung
cde dich vu Intemet nhu e-mail, chuyen file, Telnet, Web-
browser, Web-hosting, Server-hosting .



Ky nguyén thong tin dang dén gan, “Wasantara
Network” [2 mot phuong tién quan trong dé quan 1y mang buu
chinh, dong thei 12 mot co s& ha téng thong tin vimg chic cho
qudc gia phét trién,

- Mot s6'nhan xét

C6 thé thdy viée u'ng dung Intemet vao kinh doanh Buu
chmh la mot xu th€ 4l yé’u l1a xu huéng hoi tu gidta 3 loai
cong nghé: Buu chinh truyén thong - Vién thong — Tin hoc.
Khu vire Chéau A Théi Binh Duong tuy chua dn ddu v€ cong
ngné thOng tin nhlmg cling da c6 céc két qua buée dau ding
khlc.h & theo huéng e-Post. Hiép hfn Buu chinh chau A - Thi
Binh Dl.rcmg (AFP) dang xtc ti€n xay dung mang thong tin cod

~ chat lugng giita cic co quan Buu chinh qubc gia trong khu
e, tién t6i cd. thé cung u’fp d;ch vu e-Post quéc €.

Phutong m/bhg phit trién e-Post cho Butu chinh Viét Nam

© Viet Nam dang trong giai doan phét trién co s& ha tdng
théng tin. SG hrong thué bao Internet chira nhléu '140.000-dat
ty 1¢ 0,18 thué bao/100 dan, chi bing 1/10 cic nude trong khu
vire. He théng thanh todn qua ngin hang cting dang hinh
thanh. Co s& phap 1y cho Thuong mai dién ti cling dang & giai
doan s¢ khai (giai doan 1)..Do vay viéc phét trién e-Post &
Viét Nam ciing con gap nhiéu kh6 khan. Cic trang Web coa
VNPT méi chi cung cap thong tin cho khach hang ia chinh.
Nghi dinh 55 clia Chinh phu mdi dugc ban hanh cudi
aam 2000 s& thic ddy Internet Viét Nam phdt trién. Chinh phu
Viet Nam dat muc tiéu phan diu dén nam 2005 dat mic 1,5%

a4 - HYWH



dan s st dung dich vu thue bao Intemet, tang g4p 8 l4n so véi
hi¢n nay. Néu muc tigy nay dat dugce thi s& [a tidn dé quan
trong cho viée phdt trién thuong mai dien wr. Dong thdi véi sy
phat trién cia cdc hinh thac thagh todn hién dai qua ngan
hang, thé tin dung, chir ky di¢n tir duoe thira nhan, sy da dang
hod cic loai thiét bj ddu cudi truy nhap Internet (PC, Mobile
Phone, TV..), 1a cic yéu t6 thic ddy thuong mai dién ti phdt
trién nhanh. Day vira 1a nguy co, thach thite, vira ia co hoi dai
v6i Buu chinh truyén théng.

DE ¢6 thé tdn tai va phit tridn doc 1ap sau khi tich khéi
vién théng, Buu chinh Viét Nam can xay dung ngay mot chign
luge phét trién e-Post. Truéc mat, trong quéd trinh chudn bi
chia téch, cdn xay dung dir 4n mang buru chinh dien tir d€ tfanh
thd ngudn v6n diu tr ban diu. Hién tai Buu chinh c¢6 thé thuc
hién mé céc trang Web danh rieng cho buu chinh nhim gidi
thi¢u, quing cdo cdc dich vu Buu chinh khéc nhau cho khich
hang 1am quen, déng thoi cung cap mot s6 dich vu ban d4u
nhu bin tem choi qua mang, di¢n hoa, tiép nhan dang ky lap
d3t thue bao céc loai, i€p nhén thu khigu nai cua khdch hang,
danh ba dién thoai dien ti, dich vu theo ddi va truy tim buu
phdm chuyén pha nhanh, dich vu bio tra, bao phit... /.
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