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GIOI THIEU MON HOC

Sau khi Viét Nam gia nhdap T6 chirc Thuong mai Thé gidi —
WTO, nhiéu nha dau tu, trong d6 co6 cac tap doan l6n hang dau trén
thé gio1 nhu: Intel, Wall Mart, Ford Motors, General Electric... da
quan tdm hon dén thi truong nay. Thi truong séi dong, hang hoa da
dang, ngudi tiéu dung c6 nhiéu lya chon vé san pham hon dé dép ung
cho nhu cu ctia minh. Piéu nay ciing c6 nghia canh tranh tré nén gay
git hon giira cic nha cung cdp trong viéc tim kiém thi truong cho
thwong hiéu ctia minh. Cac doanh nghiép nd luc tbi da dé gia ting tinh
canh tranh thong qua viéc dinh huéng, phat trién chién lugc kinh
doanh dai han, cai tién t6 chtrc san xut, kinh doanh chuyén nghiép
hon va duong nhién con ngudi dugc xem 1a yéu to then chét tao nén

su thanh cong.

Vai trd ctia cac nha quan tri duge dé cao hon bao gio hét. Giam
dbc ban hang thudc hang ngii cic nha quan tri cap cao, dugc nhiéu nha
tuyén dung sin ling. Cac tip doan da qudc gia tim kiém nhiing Gidam
ddc ban hang l1a ngudi trong nudc dé hoach dinh chién lugc, thuc hién
cac cong viéc kinh doanh, cac doanh nghiép trong nuéc can nhing
Giam ddc kinh doanh gi6i ¢6 kha ning to chirc bo may ban hang hiéu
qua, cb thé canh tranh tot trén thi truong, tdi wu hoa chi phi, loi
nhuén... Ho c6 ché do dai ngd thich dang nhung hién nhién yéu cau
vé ning luc, sy chuyén nghiép trong quan tri ban hang va ca nhiing 4p
luc rat 16n dbi véi cac Giam dbc ban hang. Kinh nghiém, kién thirc
chuyén mén vé cac cong viéc quan tri ban hang 1a nén tang cho sy
thanh cong ciia Giam doc ban hang va day ciing 1a Iy do nguoi viét

mong muon gid1 thi€u quyen sach nay dén nguoi doc.



Quyén sach nay la tai liu tham khao phu hop véi sinh vién
nganh Quan tri kinh doanh, nhan vién ban hang c6 mong mudn phat

trién su nghi€p, Gidam doc ban hang.

Quyén sach nay duoc thiét ké nham cung cip cac kién thic co
ban, tu duy trong viéc thuc hién cong viéc quan tri ban hang: gidi
thiéu vé cong viéc ban hang va quan tri ban hang, nhimng k¥ ning can
thiét d6i véi Giam dbc ban hang nhu 1anh dao, phéan tich, du bao ban
hang, 14p han ngach, t6 chtrc d6i ngii ban hang, quan 1y va lam ting
ning suit cta lyc lugng ban hang, quan tri doi ngii ban hang... Cac

kién thirc nay duogc sap xép thanh 8 chuong theo trinh ty nhu sau:
Chuwong 1: Khai quat vé quan tri ban hang

Phan nay gi6i thiéu tong quan vé quan tri ban hang, cac cong
viéc lién quan dén quan tri ban hang, muc tiéu huéng vao con ngudi
va hudng vao lgi nhuan, céc yéu td moi truong va ndi by anh huong
dén hoat dong ban hang, chién luoc va co ciu td chirc trong mat
doanh nghiép. Chuong nay ciing trinh bay mot cach cu thé cac wu va

nhuoc diém ciia cdc mo hinh t6 chic luc luong ban hang.
Chuwong 2: Bén chit ciia nghé ban hang

Chuong nay sé gitp sinh vién lam quen voi khéai niém veé nghé
ban hang, lich st ciia nghé ban hang, nhitng chirc ndng va nhiém vu
cua dai dién ban hang, nhitng pham chat va ky nang can c6 cia mot

dai dién ban hang.

Chuwong 3: Giam doc ban hang chuyén nghiép



Phan nay cung cap nhitng kién thirc dé hi€u vé cong viéc cua
Gidm doc ban hang, cdc pham chat can cd, nhiing thuan loi, kho khan,

nhitng van dé dao dtrc can quan tdm ctia Giam doc ban hang.

Chuwong 4: Lanh dao, phat trién cac ky ning, du bao ban hang, dé

ra han ngach va ngan sach

Giam dbc ban hang 1a nha lanh dao, can thiét phat trién nhiing

k¥ nang lanh dao nhu giao tiép, chién luoc tao anh huong. ..

Cac k¥ ning vé phan tich, du bao ban hang tir d6 dé ra han
ngach, 1ap ngén sach chi tiéu ciing 13 nhitng k¥ niang khong thé thiéu

ctia Giam ddc ban hang.
Chwong 5: Quan Iy ning suat ciia khu vure ban hang

Phan nay dé cap dén nhiing y€u t6 lam tdng ndng suat cua luc

luong ban hang.
Chuwong 6: Xay dung ddi ngii ban hang: tuyén dung va lua chon

Phan nay giéi thiéu cac budc xdy dung doi ngii ban hang, cac
budc trong tuyén dung nhan vién ban hang, cach thirc tim nhén lyc,

lua chon va bd tri nhan su cho luc luong ban hang.
Chuwong 7: Thye hién mét chwong trinh huén luyén

Phan nay gidi thiéu cach thirc thiét ké chuong trinh huan luyén,
quy trinh huén luyén cho nhan vién ban hang, thuc hién huén luyén

cac k¥ thuat ban hang, cac budc ban hang.

Chuwong 8: Quan tri ddi ngii ban hang: bu dip, dong vién va danh

gia



Chuong nay cung cép kién thirc trong viéc phat trién ké hoach
lwong thuong, cac nén tang dong vién, cac thuyét dong vién trong

quan tri ban hang, quy trinh va cac tiéu chuan danh gia thyc hién.

Ngoai ra, quyén sach nay ciling gioi thi¢u cac bi€u mau, cong cu

ho trg cong vi¢c quan tri ban hang.

Ngoai cac 1y thuyét, kién thic can ban, nguoi doc con c6 thé
tham khao céc tinh hudng thao luan dugc cac tac gia thu thap tir kinh

nghiém thyc té trong cong viéc kinh doanh.

Pé hoc t6t mén hoc nay, ngudi hoc can nam ving 1y thuyét
duoc trinh bay trong toan b tai liéu, bén canh d6, ngudi hoc cé thé

tham khao thém mot sb tai liéu sau day:

0 James M. Comer, Quatin tro baun haong, NXB Tp. Hoa Chi
Minh, 2002.

1 Robert J. Calvin, Nghed thuadt quatin tro baun haong, NXB
Thoang kea 2004.

2 Philip Kotler, Nhoong nguyedn lyu tieap tho, NXB Thoang kea
2000.

3 Douglas J.Dalrymple — William L.Cron — Thomas E. Decarlo,
Sales Management, Seventh Edition, John Willey & Sons 2001.

5888 Fundamentals of Selling, Sixth Edition, [rwin Mc Graw Hill
1999.



Nguoi hoc ciing nén danh thoi gian dé tim hiéu thém céac thong
tin trén mang va cac bao nhu Thoi bao kinh té Sai Gon, Doanh nhan

Sai gon, Sai gon Tiép thi cling nhu céc tap chi chuyén nganh khac.

Trong qué trinh thuc hién cac bai tip, nguoi hoc cd thé tim ngay
nhitng vi du tai noi minh lam vi¢c hay dua vao kinh nghi¢m thuc té

cong tac dé c6 thé lam bai tap tot hon.

Quyén sach Quan tri ban hang nay duoc thuc hién véi nhitng nd
luc cao nhét tir viéc nghién ctru, tham khao va kinh nghiém cta ngudi
viét v6i hy vong 14 tai liéu tham khao hitu ich cho nguoi doc quan

tdm, yéu thich linh vuc nay.

Tuy nhién, ngudi viét cling nhan thic rang nhiing thiéu sét
trong qua trinh bién soan, in an 1a kho tranh khoi va xin ghi nhan moi
phan hoi, dong gop xdy dung tir ngudi doc dé hoan thién quyén sach
nay trong nhitng lan xuat ban sau. Moi ¥ kién phan héi xin vui long

gutri ve dia chi mail:

thuyduong75@yahoo.com



Chuong 1:

KHAI QUAT VE
QUAN TRI BAN HANG

Cac ban than mén,

Day 1a bai dau tién cta moén hoc Quan tri ban hang - mot mon
hoc mang tinh (mg dung cao va rat 1y thi. Véi sy thong minh, ning
dong va yéu thich cong viéc kinh doanh, bat ky ai cling ¢ thé nhanh
chong dat dugc nhirng muc ti€u ca nhan cling nhu nhitng thanh dat vé

su nghiép, tai chinh thong qua cong tac quan tri ban hang.

Chuong 1 s€ gitp cac ban ti€p can voi nhitng khai niém co ban
ve€ quan tri ban hang, tam quan trong cua hoat dong nay va cé céi nhin

téng thé vé toan bo moén hoc Quan tri ban hang.

0 MUCTIEU:
Sau khi nghién ctru xong chuong nay, nguoi hoc cé thé:

0 Xac dinh chinh xdc y nghia cuia thudt ngi qudn tri ban
hang.

1 Hiéu dwoc muc tiéu chinh ciia hoat déng quan tri bdn
hang.

2 C6 mét cach nhin toan dién vé mén hoc dé tiv d6 xdc

dinh phwong phdp hoc tip va vrng dung higu qud nhit.



0 Hiéu dwoc vai tro ciia cdc don vi kinh doanh chién luoc
trong chién lwoc tong thé ciia cong ty.

1 Xdc dinh dwoc néi dung ciia chién luoc thi phan va
chinh sdach vé lyc lwong bdn hang.

2 Nim viing dwoc cdc cach thirc thiét ké mé hinh té chirc
lwc lwong bdn hang va iing dung vao thue té mét cdch

phit hop.

1 NOI DUNG CHINH:
0  KHAINIEM VE QUAN TRI BAN HANG:

Quan tr1 ban hang 1a hoat dong quan tri ciia nhitng nguoi thude
lre luong ban hang cta cong ty bao gém nhirng hoat dong chinh nhur
phan tich, 1ap ké hoach, thuc hién va kiém tra hoat dong ban hang.
Nhu vay, quan tri ban hang 1a mdt tién trinh két hop chat ché tir viéc
thiét 1ap muc tiéu cho nhan vién ban hang, thiét ké chién lugc cho
nhan vién ban hang dén viéc tuyén dung, huin luyén, giam sat va danh

gia két qua cong viéc cia nhan vién ban hang.

Tuy thudc vao mdi cong ty, cap do thap nhit ctia ngach quan 1y
ban hang c6 thé bao gdm nhiéu chirc vu khac nhau nhu quan 1y theo
nganh hang, quan ly theo khu vuc hay gidm sat mai vu... va du co
mang tén gi di ching nita thi ho ciing 1a nguoi truc tiép giam sat cong
vi€c cia nhan vién ban hang va c6 trach nhiém bdo cédo cong viéc cho
cap quan ly ban hang cao hon trong cong ty nhu giam déc kinh doanh
hay truéng phong mai vu... Nhitng nguoi thudc doi ngli quan 1y luc
luong ban hang c6 thé co nhiéu cip d6 chic vu khac nhau hay sb

luong khéac nhau tuy thudce vao quy moé va chién luge cua moi cong ty;



tuy nhién, ho déu co chung nhiém vu la xay dung va phat trién luc
luong ban hang cho céng ty mot cach tich cuc va hiéu qua nhat nham

dat muc ti€u chung cua t6 chire.

0  MUC TIEU CUA HOAT PONG QUAN TRI BAN HANG:

Hoat dong cua luc lugng ban hang mang y nghia quan trong va
12 mili nhon tan coéng chu yéu ctia doanh nghiép ra thi truong nham
tiép can va thuyét phuc khach hang mua va sir dung san pham dich vu
ctia doanh nghiép. Cac cong ty thanh céng déu c6 nhitng muc tiéu rd
rang trong cong tac quan tri ban hang va nhing chién luoc cu thé dé
dat muc tiéu. Mdc du nhitng muc ti€u trong tung giai doan hay tung

nganh hang co6 thé khac nhau song vé co ban sé gdm hai loai:

23 Nhan sw hay hwong vao con ngwoi;

24 Muc tiéu hwéng vao doanh sé, loi nhugn.
24  Muc tiéu vé nhan su:

Muc tiéu nay lién quan dén qua trinh tuyén chon nhén sy véi
nhimg tiéu chuin dugc xdy dung kha k§ ludng va rd rang, qué trinh
bdi dudng va dao tao vé chuyén mén, ky nang va cach thirc quan 1y tét
nhat d6i voi luc lugng ban hang. Pé dat dugc muc tiéu chung cua
cong ty va muc tiéu riéng cta bd phan ban hang thi can phai c6 luc
luong ban hang hét st nang dong, nhiét tinh, c6 nang luc va trach
nhiém véi céng viéc ciing nhu sy dong gdp gin bo tich cuc vao to
chtrc va hoat dong chung cua toan to chirc. Nhu vay, cong viéc cua doi
ngili quan 1y 1a bé‘mg moi cach phai tuyén dung va dao tao dugc mdt

luc luong ban hang chuyén nghiép cling nhu c¢é chinh sach thuong



phat hop 1y v&i mot phong cach lanh dao va quan tri day tinh thuyét
phuc. Pé 1am duogc diéu nay thi trong tAm van 1a mdi quan hé gitta con
ngudi v6i con ngudi ma cu thé 13 gitra nguoi quan 1y va nhan vién cta
minh véi sy nd luc cua ca hai phia. Su phdi hop nhip nhang va tinh
than lam viéc tap thé véi hiéu sudt cao s& dem lai sy thanh cong cho

hoat dong kinh doanh ctia b phan ban hang.

Nhu vay, mot nguoi quan ly ban hang s€ dugc danh gid dua trén
cach thirc tuyén chon, dao tao, bo tri phan cong diing nguoi ding viéc
cling nhu cung cach quan 1y giam sat va dong vién khuyén khich tinh
than chung ctia nhan vién trong luc lwong ban hang. Thong qua nhiing
hoat dong nhu trén, muc ti€u thur nhét - huong vé nhan su - da duoc

phat huy theo mot phuwong thirc pht hop nhit.
23 Muc tiéu vé doanh sd, loi nhuén:

Pé dat dugc muc tiéu vé doanh sb thi ngay tir ngudi gidm sat
ban hang & cAp thip nhét ciing phai biét dén déc nhan vién va c6 chién
lugc hanh dong that cu thé; bén canh do, ngudi quan 1y ban hang &
cip cao hon cin c6 nhitng cach thirc kiém soat va kich thich nguoi
giam sat ban hang. Nhu vay, muc tiéu chung cta cong ty vé doanh sé

va loi nhuan mai thyc sy phat huy va tién trién tot qua tung thoi ky.

Thong qua doanh s6 va lgi nhun, Ban giam dbc c6 thé xac dinh
mot cach rd nét nhat thanh qua 1am viéc cta bo phan ban hang va co
dugc nhiing chinh sach dong vién hay diéu chinh kip thoi. Day 1a muc
tiéu khong thé thiéu va mang ¥y nghia quan trong ddi véi hoat dong

quan tri ban hang.



CHIEN LUQC TONG THE VA QUAN TRI BAN HANG:

Giita chién luoc tong thé va quan tri ban hang c¢6 mbi tuong
quan chit ché. Pé xdy dung va phat trién lyc luong ban hang thi cp
quan 1y phai ndm 1 chién lugc tong thé va cach thuc tham gia vao
chién lugce chung cua cong ty. Nhu vy, dé hiéu rd quan hé gifta hoat
dong quan tri ban hang va chién lugc tong thé thi chung ta phai lan

luot xem xét cac van dé sau:
0 Cau truc cia cong ty:

Trong chién lugc tong thé chung cia cong ty, bd phan ban hang
c6 mot vi tri kha quan trong. B phan nay thuong di theo cAu tric hinh
thap va cling nam trong cau truc t6 chirc chung cia cong ty. Tuy cc
cong ty c6 thé c6 quy mo 16n nho khac nhau nhung nhin chung thi déu
c6 chung mot loai md hinh tuwong tu nhu hinh dang cua kim tu thap.
Dinh cta hinh thap nay théng thudng 13 Ban giam ddc hodc Hoi dong
quan tri - day 1 nhitng nguoi dit muc tiéu va chién luoc chung cho
toan cong ty. Cap tiép theo d6 la cac trudng phong hoic phéd gidm doc
chtrc nang c6 nhiém vu chinh Ia can ctr vao chién luoc chung s¢€ dé ra
cac hoat dong va muc tiéu cho cap thira hanh cta minh. Cap tiép theo
ctia kim ty thap sé& 1a cip quan 1y theo tirng nhom hay con goi 1a quan

1y trung gian va cudi cung la cac nhan vién kinh doanh.

Vi du: Cong ty Lién doanh Bdo Minh — CMG hoat dong trong linh
vuc Bao hiém nhén tho dang t6 chiic luc lugng ban hang nhu
sau: Dudi Ban Giam ddc 1a cac giam dbc chuc nang, trong do
cO giam dbc kinh doanh phu trach toan bd hoat dong kinh
doanh cua cong ty. Giam dbc kinh doanh s& quan 1y truc tiép
cac phong nhu phong dich vu khach hang va cac déi kinh

doanh (unit). M&i d6i kinh doanh nay déu c¢6 nhom trudng
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(Unit manager) phu trach khodng 10 nhéan vién kinh doanh

(duoc goi 1 tu van tai chinh - Financial consultant).

Hinh 1.1 : So' @6 co cau to chirc clia cong ty theo ngach ban hang

/\ Chud toch HRQT - Ban GN

/ \ Trédang cauc phaan ban - Phou GN chéuc naéng

/ \— Trung caap quadn lyl cula té@ng phaan ban
Quadn lyu caap thaap hén
Nhaan viedn chduc naéng

/' C6 caau cou tinh caap baac toang hoéi

0 Chién lwgc tong thé va quan tri ban hang:

Chién luoc téng thé phan anh nhitng dénh gia cua cong ty vé
diéu kién va nhiing co hoi cua thi truong dé tir d6 dua ra nhiing chinh
sach dap ung thi truong mot cach hidu qua. Chién lugc tong thé sé tao
ra hudng phat trién ma cong ty phai di theo trong méi truong kinh
doanh cu thé; déng thoi hudng din cho viéc phan bd cac ngudn luc
mot cach hop 1y va dua ra cach thire phdi hop giira cac bo phan trong

mot cong ty dé cung di dén muc tiéu.

Nhu céc ban ciing da biét bat ky san pham ctia doanh nghiép
nao ra doi cling trai qua mot s6 giai doan nhat dinh khi xay dung va
phat trién thi phan. Nhu vay, trong nhiing giai doan nay, chinh sach vé
lyc luong ban hang s€ dugc thuc hién nhu thé nao? Dé hiéu rd diéu
nay, ching ta lan luot xem xét nhitng muc tiéu va chinh sach ban hang

trong tung giai doan nhu sau:



Giai doan xdy dung thi phdn: Giai doan nay cling giong nhu

giai doan gidi thiéu trong chu ky séng cia san pham. Muc tiéu ban
hang co ban trong giai doan nay 1a c¢b ging gia ting duoc doanh sb va
thiét 1ap quan hé chit ch& véi cac diém phéan phdi; nhu vy trong giai
doan nay, nhiém vu trong yéu cua luc luong ban hang la tiép xuc
khach hang tiém ning, khach hang mdi, quan hé chit ché va kiém soat
t6t cac diém phan phdi dai Iy vé gia ca va doanh sd, cung tmg dich vu
hd trg mot cach kip thoi nhat dong thoi thu thap cac thong tin va su
phan hoi tir thi truong cang diy du cang tét... Nha quan tri trong giai
doan nay phai c6 chinh sich cu thé vé luong theo hiéu qua va céc
khuyén khich khac dac biét danh cho nhitng nhan vién vuot chi tiéu va

day manh vi€c ti€u thu cac sdn pham mai.

Vi du: Tap doan UNIF d3 dit muc tiéu xdy dung thi phan khi xam
nhap vao thi truong Viét Nam bang cac san pham nhu : mi
g01, stra va cac loai nudc hoa qua dong hdp. Tap doan nay da
gia tang vé doanh s6 ciing nhu thi phan kha nhanh chéng nho
vao chinh sach tong thé rat hiéu qua va trién khai t6t dén ting
bd phéan. Luc lugng nhan vién ban hang cua cong ty da dat
dugc doanh sb cao khi thiét 1ap thanh cong mang ludi phan
phdi dén ting dai 1y, siéu thi va kiém soat tot cac chinh sach

vé gia, khuyén mai va thong tin phan hoi tir khach hang.

Giai doan duy tri: Giai doan nay ciing gidng nhu giai doan ting

truong trong chu ky séng san pham. Muyc tiéu ban hang co ban trong
giai doan nay 13 duy tri doanh sb va cang cb vi tri trong thi trudng,
quan hé thém v&i mot s6 diém ban méi. Luc lugng ban hang can phai
tap trung giit duoc thi phan va loi nhuin thong qua nhitng khach hang
hién tai, do vy can cung ng cho loai khach hang chiém uu thé nay

dich vu véi chét lugng tdi wu. Riéng ddi vai khach hang tiém nang thi
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lyc luong ban hang can xéac dinh loai khach trién vong nhét dé tiép can
va theo dudi. Giai doan nay chinh sach cho luc luong ban hang sé 1a
luong cong hoa hong va tién thuong dua trén kha ning gitr viing thi

phan va gia ting khach hang.

Vi du: Nhan hiéu G7 cua Trung Nguyén hién dang & giai doan nay.
Muc tiéu chinh cua G7 1a gir viing thi phan va khach hang
hién co, gia tang chét luong dich vu va cac chuong trinh ho

tro diém ban 1€.

Giai doan thu hoach: Tuong tu nhu giai doan bao hoa cua chu

ky séng san pham. Lac nay mic du loi nhuan van con cao nhung theo
danh gia chung thi co hdi kinh doanh s€ suy giam va thi truong canh
tranh gay gat; do vay muc tiéu ctia doanh nghiép 14 1am sao thu hoach
cang nhiéu cang tét trude khi rat lui khoi thi truong. Muc tiéu ban
hang chi yéu trong giai doan nay 1a cat giam chi phi ban hang va tap
trung vao nhiing khach hang 16n nhét, mang lai lgi nhuan cao nhat.
Nhén vién ban hang can xem xét khach hang nao 13 quan trong nhat dé
tiép xtc va phuc vu cho hop 1y, loai bo nhitng khach hang kém quan
trong va kiém soat tot vé chi phi. Nhu vdy, vé phia cong ty liic nay nén
khai thac t6i da san pham, chit ché trong cac chi tiéu, luong sé 1a
khoan chinh dugc tra cho nhéan vién va s€ c¢6 thuéng cho nhiing nhan
vién dat dugc lgi nhuan cao trong khu vuc hodc nhom khach hang ma

minh phu trach.

Giai doan gat bé: Pay 1a giai doan ma co hoi kinh doanh hau

nhu khong con du trong muc tiéu ngan han hay dai han. Giai doan nay
cong ty phai quyét dinh rat lui nhu thé nao cho it bat loi nhat — day
cling chinh 1a giai doan két thuc cua vong doi san pham. Nhu viy muc

tiéu ban hang trong giai doan nay chinh 1a giam tdi thiéu chi phi ban



hang, giam hang du trir. Khi tiép xac v6i khach hang nhan vién can ¢
gang giam luong hang t6n kho va du trit xudng va tham chi trong mot
sd truong hop ho can phai tim ngudn cung cAp méi cho nhimg khach
hang con can san pham nay. O giai doan nay luong 1 chinh sach co

ban cua nhan vién ban hang.

IV. THIET KE MO HINH LUC LUQNG BAN HANG:

0 Phan loai lyc lwgng ban hang:

Luc luong ban hang 1a cau ndi quan trong giita cong ty va thi
truong. Luc lugng ban hang cia cac cong ty kinh doanh cdc mét hang
khac nhau hay c6 quy mé khac nhau c6 thé duogc to chie dudi mot sb
hinh thirc. Luc Iuong ban hang dugc chia Iam ba loai: luc luong cua

cong ty, dai 1y va luc lugng hon hop.
0 Lvc luong ban hang cua cong ty:

Bao gom tat ca nhitng nhan vién c6 trach nhiém tryc tiép dén
hoat dong ban hang. Luc lugng nay gom hai loai: bén trong va bén

ngoai.

0 Luc lwong bin hang bén trong: Hau hét luc lwong nay

thwong tdp trung tai vin phong va it khi tiép xiic truc
dién véi khdach hang. Phén lon ho lién lac véi khdch
hang qua di¢n thoai véi trach nhiém chii yéu la xiic
tién cho hoat dpng ban hang hay cung cdp cdc dich vu
hé tro sau bdan hang, theo déi cdc don hang, kiém sodt
hang dw trit, ton kho... Lwc lwong nay cé thé dwec

ding nhw la lye lwong chinh yéu tai cong ty hoiic la luc
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lwong hé tro manh mé cho lwc lrong bdan hang bén
ngoai.

Luc lwong ban hang bén ngoadi: Luc lwong nay thuwong

dwoc 16 chive theo viing dia Iy. Nhén vién ban hang cé
trdch nhiém tiép xiic triwe tiép véi khdach hang thong
thwong la tai dia ban kinh doanh cua khach hang. Ddy
la lwe lwong dwoc ding khd phé bién trong cdc nganh
hang tiéu dung, dich vu va hang cong nghiép. Luc
lugng nay thwong kha dong ddo tuy nhién, ho thwong
dwoc dao tgo khd bai ban, am hiéu tét vé san phim va
thwong cé tinh thin cau tién, mong muén cé thu nhgp
10t va co' hoi thing tién; do viy can thiét Igp chinh sach
va cdch thirc qudn ly sao cho hidu qud nhdt la céng

vigc rit cdin thiét ciia nhiing nha quén tri.
0 Pai Iy theo hop dong:

C6 nhiéu dang dai 1y nhung nhin chung ho déu 1 nhimg nha
kinh doanh hoat dong tuong ddi doc 1ap v6i1 cong viée 1a dai dién cho
nha san xuit va thuong hudng hoa hong dai 1y. Cac dai 1y cla cac
cong ty co thé co tén goi, quy md khac nhau song déu co nhitng dic
diém chung nhu: hoa hong, chi phi va doanh s ¢6 lién hé truc tiép véi
nhau; do vay, cac cong ty c6 thé s& s dung dai Iy dé giam bdt khoan
chi phi cho luc lugng ban hang. Nhiing dai 1y thuong da dugc phan
chia khu vuc dai Iy rd rang, ¢6 luc lugng ban hang tai chd kha thuong
xuyén nén s& dam bao sd lugng khach hang trong ving kha nhanh
chong; néu ty than cong ty xdm nhap vao nhitng khu vuc dja 1y nay thi
kho khin va mat céng hon nhiéu dic biét 1a ddi v6i nhitng san pham

moi. Nhu viy, viée sir dung dai Iy thuong sé gitup cho cong ty tiét



ki€ém chi phi, xdm nhép thi truong thuan lgi hon va quan ly hi€u qua

hon d6i voi cac mang ludi phan phoi.

Vi du: Hién nay, cong ty may Viét Tién chl yéu st dung mang ludi
phan phéi 1a cac dai 1y dugc phan bo tai cac khu vuc dia 1y —
hé théng nay phan chia kha rd rang cu thé trén cac tuyén
duong dé thuc hién viée ban hang va tiép xuc voi khach hang

mua san pham quan 4o.
0 Luec lrong ban hang hén hop:

Kha nhiéu cong ty sir dung loai hinh lyc luong ban hang hon
hop dé nhanh chong chiém linh bao phu thi truong. Cong ty sir dung
ca luc lvong ban hang cua cong ty va ca mang ludi dai Iy dé xam nhap
nhiéu loai thi truong khac nhau. Chang han mot cong ty cung (mg céc
san phém vat liéu xay dung va trang tri nd1 that c6 thé st dung luc
lugng ban hang cua cong ty dé tiép can va cung tng hang hoa cho céc
nha thau chi chét tai dia ban thanh phd con dbi véi nhitng khu vuc dia
1y con lai nhu vung ven va cac tinh thi cong ty st dung cac dai ly tai
chd. M6 hinh nay dugc duy tri khd hiéu qua khi céng ty huin luyén tdt
nhan vién ctia minh va cung cap chinh sach tot cho hé thoéng cac dai
ly.

ADAfAﬂéfﬁlﬂATAfAHAF DAAATATATACACACADAD Nhirng
so’ do to chirc luc lwgng ban hang:

Céac cong ty co thé to chuc luc luong ban hang theo cac cach
thire khac nhau tiy vao muc tiéu va chinh sach cu thé ciia cong ty,

nhung nhin chung c6 bon m6 hinh nhu sau:

23 Té chirc luc lwong ban hang theo khu vuc dia ly:
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Pay 1a cach thirc phan bd theo ving ldnh thd ching han nhu
mién Nam, mién Trung va mién Béc, mdi mién s& c6 mot nguoi chiu
trach nhi€ém chung vé loi nhuan, quan ly va diéu hanh hoat dong tai
khu vyc ciia minh cho thong subt. Dudi ngudi quan 1y theo ving hay
khu vyc nay luon c6 céc nhan vién ban hang dugc phan cong phu
trach va tién hanh hoat dong tai nhiing khu vuc truc thudéc nhd hon.
Mo hinh nay s& triét tiéu hoan toan kha ning hai hay nhiéu nhan vién
clia ciing mot cong ty dén tiép xtic chdo ban cho cung mot khach hang.
Uu diém cua m6 hinh nay d6 1a tiét kiém duogc chi phi quan 1y, cp
quan 1y dé kiém soat va dam nhiém cong viéc hon, nhan vién ciing xac
dinh rd trach nhiém ciing nhu nhiing nac thang thing tién mot cach rd
rang. M6 hinh nay phu hop khi san pham 1a tvong d6i dong dang va
khong c6 nhiéu doi héi vé dich vu phu tir phia khach hang. Chang han,
cac cong ty kinh doanh cac san pham vé nudc khoang, nude giai khat

thuong chon mo hinh nay.
23 T6 chirc lrc lwong ban hang theo sian pham:

Co céu cua luc luong ban hang duogc t6 churc theo san phém hay
nganh hang cta cong ty. Piéu nay c6 nghia l1a nhan vién ban hang s&
dugc huan luyén chu déo vé nganh hang hay san phim ma minh phu
trach. Nhitng cong ty c6 san phim phirc tap hay nhiéu tinh ning k¥
thuat s& rat phu hop véi co cu to chirc dang nay. Trong mot sd cong
ty dé tranh tinh trang nhiéu nhan vién di gap cung mot khach hang dé
chao hang thi co cau t6 chic theo san pham s& dugc phdi hop phan
cong theo ving dia 1y, nhu vay tinh hiéu qua s& cao hon. Chang han
nhu hién nay céc cong ty kinh doanh mat hang hoa chat hay may vin

phong thuong thiét ké luc lwong ban hang theo dang nay.

5888 T6 chirc theo khdch hang:



bay la co cu t0 chirc dya trén cac dic diém cta khach hang
nhu quy mé, hanh vi mua sim va yéu ciu vé sir dung san pham. Co
ciu to chtrc nay ngay mot tré nén phd bién va dé thich tng véi thi
truong mot cach t6t nhét thi luc luong ban hang phai nam ro dac diém
ctia khach hang, nhitng yéu cau dic biét va su doi hoi khac nhau cia
tung loai khach hang. Nhin chung, nhitng khach hang 16n thuong doi
hoi kha nhiéu vé dich vu, chinh sich gia va sy chdm soc tan tinh tu
phia cadc nhan vién ban hang tham chi ho con chinh 1a ngudi c6 danh
huéng manh mé dén tinh chit cia hang héa cung cip va co thé co
nhitng doi hoi cao hon vé mau ma nhu thiét ké riéng theo don hang
chang han. Bén canh d6, viéc sir dung san pham ctia khach hang ciing
12 mot yéu t6 co anh hudng quan trong. Ciing mét san pham nhu nhau
nhung nhitng khach hang khic nhau sé c6 cach sir dung khac nhau.
Diéu nay da khién cho cong ty phai co chién luoc riéng ddi voi ting
loai khach hang. Hang IBM di co cach thirc thiét ké luc luong ban
hang nhu sau: mot nhom s& phu trach khach hang 1a cac to chuc tai
chinh, nhom khac phy trach khach hang 1a nhitng hing san xuat va
nhom tht ba phu trach khach hang 13 nhiing t6 chirc cong. Ly do cua
cach thirc t6 chtrc nay 1a IBM di nhan thy rang vé co ban thi phan
cirng may tinh c6 thé st dung nhu nhau tuy nhién mdi mot loai hinh
kinh doanh hay to chirc thi cach thirc ing dung phdn mém may tinh
vao cong viéc lai kha khac nhau do vay khach hang rat can duoc tu
van va hd tro vé dich vu. Viéc to chire theo dang nay da giip IBM tiét
ki€ém duogc chi phi, chu ddo hon trong dich vu va duoc khach hang

ngay mat tin tuéng hon.
5888 Co cdu té chirc hon hop:

Pay 1a co cdu két hop giira viéc chuyén mon héa luc lugng ban

hang theo nganh hang va khu vuc dia 1y hodc két hop gitta viéc phan
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bd nhan vién dya trén dic diém cua khach hang va ving dia 1y. Mo
hinh nay s& t6i vu hoa dugc nhitng dich vu va chat lugng phuc vu

khach hang.

23  QUAN TRI BAN HANG — MOT CAI NHIN TONG THE:

Hoat dong quan tri ban hang ludn khong thé tach roi giira con
nguoi voi to chire, doanh nghiép véi méi trudng kinh doanh. Nhin
chung, khi doanh nghiép hoat dong tai cc thi trudng cu thé, no s&
chiu su tic dong tir cac yéu td ctia méi truong nhu chinh sach phap 1y
chang han, do vay cac hoat dong quan 1y ban hang phai dugc thiét 1ap

va tién hanh theo hudng pht hop va hiéu qua nhat.

Moi truong vi mo: bao gdbm cac yéu td nhu chinh tri, luat phap,

kinh té, van hoa... ¢6 anh hudng manh mé dén viéc hoach dinh chinh
sach ban hang. Viéc thay d6i trong chinh sich phép luat diéu chinh
hoat dong kinh doanh va nganh hang sé Iam cho doanh nghiép ciing
phai thay doi theo va tir d6 tic dong dén chinh sach quan tri ban hang.
Céac yéu to nhu kinh té, van hoéa... tac dong dén chinh sach phuc vu
khach hang va co cdu nganh hang cua doanh nghiép. Nhu vdy, day la
cac yéu t6 ma doanh nghiép phai diéu nghién k¥ khi tham gia thi

truong dé co nhimg hoat dong dau tu hidu qua hon.

Moi truong vi mo: Bao gdbm cac phong ban trong cong ty va

mbi quan hé ngay trong ndi by doanh nghi¢p ma cu thé & day 1a bo
phan kinh doanh. Su phdi hop nhip nhang giita cac phong nhu phong
nhan su, phong ké toan, bd phan san xuét... voi phong kinh doanh s&
lam tdng kha ndng cung tmg hang hoa dich vu cua doanh nghiép. Bén

canh do, ngay trong ndi bo phong kinh doanh, viéc thiét 1ap muc tiéu,



hoach dinh chinh sach, xay dung va quan ly, gidm sat luc luong nhan
vién ban hang phai dugc trién khai dong bo véi sy hop tac nhuin
nhuyén gitta cip quan 1y va nhan vién 1 yéu cau vo cing quan trong
d6i voi doanh nghiép. Hién nay Viét Nam di tham gia vao T6 chiic
thuong mai thé gioi (WTO),do vay cac doanh nghiép phai nim 1 cac
quy dinh phéap 1y c6 lién quan, cai tién ning luyc cta doi ngii ban hang

va co cau to chure dé tang suc canh tranh trén thi truong.

Hinh 1.2 : So @6 tong thé vé quan tri ban hang

Xao hoai Kinh tea

Toang thea doanh nghieg

Ruadn tro bau

Xaay déing I? iC
Phat trieéz 166ing baun hagn®  Thgic hieén
quadn tro

Quadn tro 161
[6ing batin hagn

[¢)

Phaup lyu/
naio nouc Chinh trd

21



TOM TAT

Nhu viy ching ta vira di xong mot ching dudng mé dau day

mai la va c6 kha nhi€u thong tin can nam bat. Noi dung chuong dau

tién cua mon hoc duoc ghi nhan nhu sau:

0

Qudn tri ban hang la hoat dong qudn tri ciia nhirng
nguwoi thugc luc lwong ban hang. Hoat dong nay bao
gom cdc cong viéc nhw xdc dinh muc tiéu, hoach dinh
chinh sdch, thiét ké va trién khai chién lwoc kinh
doanh, xdy dung va qudn ly dpi ngii ban hang.

Muc tiéu chinh cua quan tri ban hang la con ngwoi va
lgi nhudn.

Chién lwgc thi phan ciia doanh nghiép bao gom bén
giai dogn: xdy dwng, thu hoach, duy tri va gat bo.
Twong irng véi bon giai doan nay doanh nghiép cé
nhitng muc tiéu va chinh sach ban hang cu thé va khdc
bi¢t nam phdt huy toi da kha ning ciia luwc lwong bdn
hang, cé loi nhudn cao va ddp ing tot déi véi thi
truong.

Can cwr vao chiwrc nang, lyuc lwong ban hang ciia cong ty
gom: lwc lwong bén trong va luc lwong bén ngodi, dai
Iy theo hop déong va lwc lwong hén hop.

Cic céng ty cin civ vao tinh chét nganh hang, quy mé
va chién lwgc phat trién sé lwa chon mé hinh té chirc
lwe lwong bdn hang phit hop. Cic mé hinh cu thé bao

gom: to chirc theo dia Iy, theo nganh hang sin phdm,



theo diic diém khdch hang va cudi cing la cdch thirc t6
chirc hon hop.

Mot cong ty hoat dong tai thi truong noi chung va trong
viéc qudn ly ban hang noi riéng luon chiu sw tac dong
ciia cdc yéu thudc moi trwong vi mé. Bén canh dé, méi
truwong vi mé cia céng ty ciing can phdi dwoc t6 chirc
va qudn ly sao cho hiéu qua va thich wng nhay bén
nhit véi cdc thay doi tiv bén ngoai. Pay chinh la hoat

dong quan tri ban hang trong cdi nhin tong thé nhit.
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CAU HOI ON TAP

Cho biét wu va nhuge diém cua viée to chirc luc lugng ban hang
theo dia 1y, theo san pham, theo khach hang? Cho vi du minh

hoa cho tung trudng hop.

Hay v& va phan tich m6 hinh quan tri ban hang tai doanh nghi¢p

ma cac anh chi dang lam viéc?
Khi nao thi viéc sir dung dai 1y theo hop dong 1a can thiét?

Tim mdt vi du thue té dé minh ching cho su thay ddi cua chinh
sach phap 1y tac dong dén chinh sach ban hang cua doanh
nghiép.



Chuong 2:

BAN CHAT CUA NGHE BAN HANG

Chuong thtr hai nay s& dé cap dén mot van dé cy thé hon — d6 1a
ban chat ciia nghé ban hang. Cac ban s& duoc lam quen voi mot sb
khai niém va quan diém vé nghé ban hang; dong thoi chung ta s& co
mot sO bai tap tinh hudng trong bai nay dé cic ban phan tich va rat ra

nhirng bai hoc cho chinh minh khi tham gia kinh doanh.

Chuc céac ban hoc va thuc hanh tt.

0 MUCTIEU:
Sau khi nghién ctru xong chuwong nay, ngudi hoc cé thé:

Hiéu dwoc thé nao la nghé bdn hang va lich sir ciia nghé
nay.

Nim vitng dwoc trach nhiém, céong viéc va nhitng phiam
chit cin c6 ciia ngwoi bdn hang.

Co kha néing nhén biét va gidi thich sw khdc biét co ban
gira cdc logi nganh ban hang.

Hiéu dwoc nhitng khia canh dgo dirc ma ngwoi bdn hang

2dp phdi trong nghé nghigp.
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0  NOIDUNG CHINH:
0 KHAINIEM:

Theo James.M.Comer thi: “Ban hang 1a mt qua trinh mang
tinh c& nhan trong d6é nguoi ban tim hiéu, kham pha, goi tao va dap
mg nhitng nhu cau hay uéc mudn ciia nguoi mua nhim thyc hién

quyén loi thoa dang, 1au dai cta hai bén”.

Ban hang lam cho hang héa luu thong tir nguoi san xuét dén
nguoi tiéu dung, tr noi du thira dén noi c6 nhu cau. Hoat dong ban
hang s€ dem lai lgi nhuan cho ngudi ban hang khi ho nam bt tdt co
hoi tir thi truong va diéu chinh chinh sach phuc vu quyén loi nguoi

tiéu dung.

Nhitng nguoi trong luc lvgng ban hang c6 thé ¢o rat nhiéu chirc
danh nhu nguoi ban hang, dai dién ban hang, dai di¢n nha san Xuét,
giam dbc phu trach khach hang, giam dbc kinh doanh khu vuec... va
con nhiéu chuc danh da dang khéc nhung tuu trung lai thi ho déu tiép
xtc v6i khach hang va thuyét phuc khach hang vé chat luong san

pham va dich vu ctia cong ty ho.

Trong thoi dai canh tranh gay gat hién nay thi tai nghé kinh
doanh ban hang s& dem lai loi nhuan cho doanh nghiép va quyét dinh
van ménh thang thua trén thuong truong cho doanh nghiép. Chinh vi
vay, hoc, hiéu va ap dung ngh¢ thuat ban hang la rat can thiét néu

mudn thanh cong khi budc vao con dudng kinh doanh.

0  VAITRO CUA HOAT PONG BAN HANG:



Hoat dong ban hang c6 nhiing vai tro co ban nhu sau:

0 Ban hang dem lai sw thoa man cho con ngwoi nho vao
chikc ning ddap ieng nhu cau va kich hoat nhu céu.

1 Bdn hang giiup cho hang héa, tién té lwu théng mot
cdch hiéu qud trong nén kinh té tiv dé kich thich dau tw
va mé réng sin xudt.

2 Ban hang giup cho tinh chuyén mon hoa ngay cang
cao, ngwoi sin xudt sé cé nhiéu lgi ich hon khi cé
ngwoi bdan hang chuyén nghiép lo vé ddu ra cho sin
pham.

3 Ngwoi bdan hang tét sé la mét nha trung gian dic luc
cho vigc fim hiéu, cung cip thong tin phin hoi tiv thi
truwong, tw vin va thuyét phuc ngwoi mua, vin chuyén,
lwu kho, truyén tii thong tin hai chiéu giia nha sin
xudt va ngwoi tiéu ding; nhw vdy ngwoi bin hang
chinh la cdu néi giita ngwoi sdn xudt va ngwoi tiéu
dung.

Nhu vay, nhin chung ban hang 1a mot chudi cac hoat dong mang
tinh doc 1ap nham thiét 1ap cac quan hé va truyén thong tin, dich vu,
san pham mot cach hiéu qua tir nha san xuit dén nguoi tiéu dung voi
muc tiéu chinh 13 théa man va dap ung t6t nhat nhu cau cua ca hai

bén.

0  LICH SU CUA NGHE BAN HANG:
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Lich st cia nghé thuat ban hang gdm bon thoi ky: thoi ky trude
khi bat ngudn, thoi ky bat ngudn, thoi ky phét trién nén moéng, thoi ky

tinh loc va hinh thanh.

5888 Thoi ky trudc khi bit nguon (truwée 1750): dwoc

ghi nhdn qua hinh anh ngwoi ban dao sir Phoenicy do
nha tho c6 Hy Lap ghi lgi vao thé ky thir 8 truwéce cong
nguyén. Nguwoi ban dao nay cham chi go cwa tw nha
nay sang nha khdc ciia cic khu phé dé chao bdn cdc
san phdm ciia minh. Hang thé ky sau khi La Ma mé
rong linh dia ra dén Pia Trung Hdi thi cdic nha buén,
cdc dai Iy hwéng hoa hong da tré nén vé cing pho
bién. Thoi Trung c6 va Phuc Hung ¢ Chiu Au nhitng
nha buén phit lén nhanh chéng va dén dau thé ky 18
thi nghé bdan hang thé so trwdc kia da tré thanh nhiing
10 chirc kinh té hi¢n dai phdt trién manh mé nhit la 6
Chiu Au va Hoa Ky. Chiu A véi hinh dnh nhitng
nguwoi ban hang nhw bdn thuéc, bdn hang thii cong di
xudt hién tw rit ldu trong lich sw va nhitng nha buon o
Trung Quéc vao cudi thé ky 18 di tré thanh mét luc
lwong khd quan trong trong nén kinh té.

5889 Thoi ky bt nguon (1750 — 1870): Cugc cdch

mang céng nghiép di mé diu cho giai dogn nay. Sw
phit trién ciia khoa hoc ky thugt, sw gia ting ciia ning
lwe sdn xudt, cdc phwong tién vin tii di tao mot budc
ngodt lon cho nén kinh té. Cic doanh nghiép trong giai
doan nay dd trang bi cho minh nhiéu hon cdc kién thirc
vé kinh doanh tiép thi, phdt trién hon nita cdic ky ning

tiép cdn phuc vu khdch hang va mé rong thi truong.



Trong thoi ky nay mét sé cong ty di cé mé hinh kinh
doanh rit hiéu qud thong qua viéc thiét lgp mét lwc
lwong bdn hang gdp va giao dich truc tiép véi khdch
hang.

5888 Thoi ky phdt trién nén méng (1870 — 1929):

Thoi ky nay sin xudt da phdt trién khd manh mé doi
hoi phai dwoc tiéu thu dai tra. Ddy la thoi ky cac nha
sdn xudt cé tinh chuyén mén héa cao, tip trung canh
tranh vé ning lwe sdn xudt va san phim, do vy ho rit
can nhitng nha trung gian phén phoi sin phim cing
nhiéu noi cang tot. Thoi ky nay di dwa dén viéc cdc
nha ban lé co quy mé mang tinh chuyén nghiép cao
hinh thanh khdp noi cing véi lwc lwong déng dio
nhitng nha dgi dién cho nha sin xudt, cic dai Iy... cing
véi sw phdt trién manh mé nay la cdc quan diém, kinh
nghiém bdan hang dwoc diic két va tré thanh mét mén
hoc khéng thé thiéu trong cdc trwong hoc vé kinh
doanh. Ngay cd céng viéc bin hang ciing dwoc phin bo
lai theo cdp bdc, xdc dinh tinh chét va vai tro, dwoc
chuin héa qua cic khéa dao tao va dwoc ddnh gid
diing trong hoat déng ciia mot t6 chirc. Mot sé noi luc
lwong bin hang con dwoc bé tri khong chi theo ving
dia Iy ma con dwoc sip dit theo co cdu nganh hang hay
khach hang.

5889 Thoi ky tinh loc va hinh thanh (tiv 1930 dén
nay): Cudc khiing hodng kinh té thé gici nam 1930 da

dwa dén viéc rit nhiéu cong ty phdi thuc sw tim ra
nhitng 16i di riéng canh tranh hon va hiéu qud hon,
ddy ciing chinh ld mét trong nhitng déng lwe thic ddy
sw tién trién tot dep hon trong nghé thudt bin hang.

Thoi gian nay xudt hién xu
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Theo

hwéng hoat déng sin xudt kinh doanh phdi hudéng vio
phuc vu va thoa man khdach hang. Nhiing dai dién ban
hang khong chi canh tranh bang sw khon khéo ma ho
phdi cung teng dich vu tot nhat, phuc vu tét nhit véi
chit lwong tét va gid cd canh tranh. Chinh sw phat
trién ciia nén kinh té thé gigi dic biét la tiv ndm 1950
tré di di thic ddy cdc céng ty phdt trién hon nita luc
luwgng ban hang, hoan thién chinh sach quan ly, danh
gid, xdc dinh tot hon cdc chi phi va tinh hidu qud ciia
cong vigc nhw qudn Iy tot nhitng cudc giao dich bdn
héang va cdch thive phin bé thoi gian, chi phi, cong sirc
dé phuc vu nhitng khdch hang hang dau. C6 thé ndi
giai doan nay ngwoi bin hang di chuyén vai tro tiv
ngwoi cung cdp hang héa thanh ngwoi thuyét phuc
hiéu qud hon va cao hon nita la ngwoi gidi quyét vin

dé va sdng tao nhitng gid tri cho khdch hang.

mot quandiém khéc thi nghé ban hang trong thoi dai ngay

nay da trai qua nhiing thdi ky nhu sau can ¢t vao quan diém cua ting

giai doan:

Hinh 2.1: Cac thoi ky phat trién ciia hoat déng ban hang

Quan fiieam [ Quan fiieam [Quan Aieam| Quan Aieam
SX-SP Baun hagng | Marketing |Marketing-XH
Thégi kys | Troduc 1930 | 1930-1960 | 1960-1990 | Sau 1990
Phaut triean | Phaut triean | Thola madn | Xady dding moai
Muic tieau doanhsod | doanhsod | nhucaau quan hea ladu
khauch hagng dagi




Nhu caau Nhucaau | Nhucaau | Nhucaau dagi
Nonh ngaén hain | ngaén hain | ngaénhain | hain cula hai
héding cula ngodgi | culia ngodei | culia ngodei beén
baun baun baun
Vaitrog | Ngoodw@icung | Ngodei | Ngodei giali [NgoO@i saung taio
ngod@i baun caap thuyeat phuic| quyeat vaan giau tro
nea

IV. PHAN LOAI CAC NGANH NGHE BAN HANG CHU YEU

Vi day 1a mdét linh vuc kha rong nén cling c6 nhi€u cach thirc

phan loai. Sau day 1a mot s6 chic danh ban hang theo mot s6 cach

phan loai:

0

Theo dia diém bdn hang: C6 hai logi gom ngwoi bin

hang lwu déng (dén tin ché ngwoi mua) va ngwoi bin
tai diém bdn. Ngwoi bdn hang lwu dong khéng cé civa
hang va thuong di chao hang tdn noi ngwoi co nhu
cdu, ching han nhw nhitng ngwoi bdin hang rong,
nhitng ngwoi chao hang my phim, dau tim, mdy lpc
nwdc... Ngwoi bdn tai diém bdn va ngwoi mua sé dén
giao dich tai diém bdn chéing han nhw ngwoi ban hang
tap hoa, hay cdc siéu thi ban si nhw Metro...

Theo quy mo ban: co hai logi la ban si va ban Ié.

Theo hinh thwrc hang hoa: co ngwoi ban hang héa (vit

phéam hitu hinh) nhw hang tiéu diing nhanh, hing mua
sam, hang dic sin cao cdp...; ngwoi bdn dich vu (bdc
si, nha si, ludt sw, ca si..) va cudi cung la nguwoi bdan
cdc gidy to cé gid tri nhw chitng khodn, gidy no...

Theo sw s¢ hiru hang hoa: co ngwoi ban cdac san phiam

do chinh minh lam ra, nguwoi ban lai cac hang hoa ciia
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0

nguwoi khdc theo hinh thirc mua diet ban doan va cudi
cung la cac dai ly va nha moi gioi.

0.0Theo déi twong mua: cé nhitng ngwoi bin hang cho

nguwoi tiéu dung, ban cho khdach hang cong nghiép, ban
cho khdch hang thwong nghiép, bdn xudt khdu.

0.1Theo chwc danh: co cac chirc danh nhw nhan vién ban

hang, dai dién ban hang, giam sdt ban hang, truong
phong bdn hang, giam déc ban hang, phé gidm déc phu
trach kinh doanh, nhén vién tw vén, ...

0.2Theo ding cdp bin hang: cé hai loai chinh la nguwoi

thu thdp don hang va ngwoi tao ra don dat hang.
Nguwoi thu thdp don hang mang tinh thu dong cho doi
khdch hang yéu cdu va cung cdp cho khich hang
chéing han nhw nhan vién nha sich. Ngwoi tao ra don
dit hang la ngwoi biét cach kich thich, khoi goi nhu
cdu ciia khdach hang, tw vin, gidi quyét cho khdch hang
trong tieng tinh huéng cu thé. Cé thé néi, ngwoi tao ra
don hang cin phdi c¢é kj nang bdn hang cao hon so véi
nguwoi thu thip don dit hang va di é ding cdp nao thi
nhitng nguwoi nay ciing luén cin dwoc dao tao dé cé thé

hoan thanh tot cong viéc cua minh.

CHUC NANG, NHIEM VU CUA NGUOI BAN HANG:
Ngudi ban hang ¢é nhirng chirc nang nhiém vu co ban nhu sau:

Ban hang:



Trach nhi€ém chinh ctia nguoi ban hang dé chinh 1a ban nhiing
san pham dich vu cta cong ty minh mot cach thanh cong théng qua
cac cudc giao dich, tiép xuc truc tiép, giao dich qua di¢n thoai hay
nhirng dich vu khach hang nhu thu tir, tu van, gip g& ca nhan...

Nhitng ngudi ban hang céng hién su thanh céng cho cong ty va thé

hién minh qua doanh s6 ban hang.
0 Nhirng nhiém vu vé quan 1y va diéu hanh:

Day la nhiing cong viéc ma nguoi ban hang tham gia voi nhiing
cong viéc cu thé nhu giai quyét nhitng van dé cta khach hang, 1ap ké
hoach, du bao ban hang, danh gid va tham chi ca dao tao. Dé lam duoc
nhiém vu quan trong nay, nguoi ban hang phai c6 nhiing k¥ nang cu

thé nhu:

0 Ky nang giai quyét van dé: Day la trach nhiém cua

nguwoi ban hang trong viéc gidi quyét nhitng vin dé ma
khdch hang gdp phdi khi mua sim va si dung sin
pham. Nhitng tw vin va giip dé ciia ngwoi ban hang
nhiéu khi sé giip ho bin dwoc hang trong nhiing
thwong vu khac.

1 Kj néng ldp ké hoach: Ngwoi bdn hang phdi tw lén ké
hoach bdn hang cho chinh minh nhw thoi gian tiép
xiic, dia diém tiép xiic, cdch thirc tiép xiic... Viéc lén ké
hoach sé cho thiy ngwoi ban hang cé biét qudan Iy hi¢u
qua thoi gian cua minh hay khong. Ngwoi ban hang
biét lgp ké hoach sé tw vin tot cho khdich hang ciia
minh dac biét la cac dai ly trong viéc thwc hién cac

chwong trinh kinh doanh, xiic tién bdn hang...
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0 Ky nang ldp duw bdo: Khi ngwoi ban hang co nhiém vu
Igp dw bdo vé nganh hang, vé thi truwong... ho phdi cé
ky nding nay va phdi ndm viing cdc thay doi cing nhw
trién vong ciia thi trwong dwa vao thuc té, kinh nghi¢m
va linh cam cua ban than.

1 Ky ning huéng din, dao tao: Théng thuwong mot nguwoi
ban hang giau kinh nghiém sé dam trach viéc huong
din dao tao cho nhitng nhén vién mdi vao. Nji dung
dao tao c6 thé la nhitng kj ning bdn hang chuyén bigt,
nhitng kinh nghiém... va dé thwc hién tot diéu nay thi
vige huin luyén thwong dwoc thwe hién ngay khi lam
vigc va trién khai hoat dong tai khu vwe hay dia diém
nao do...

2 Ky nang ddnh gid: Mgt ngwoi bdn hang ciing phdi biét
va c¢é khi ning ddnh gid cdc vin dé nhw thi truong,
khdch hang, sin phim... nhitng dinh gid nay sé gitp
ich cho chinh céng vigc ciia ho va la théng tin can thiét

cho hoat dpng kinh doanh tiép thi ciia doanh nghiép.
1 Nhiing trach nhiém vé tai chinh:

Trong mot s6 linh vic nganh nghé nhu kinh doanh hang cong
nghiép chang han thi ngudi ban hang can c6 kha ning xay dung nhiing
ké hoach tai chinh téng hop nhu thué tai san, mua lai, hang tdn kho...
Péi voi nhitng nguoi kinh doanh chimg khoan thi trach nhiém nay cao
hon, doi hoi c6 k§ ning va trinh d6 nhat dinh. Ngay ca véi nhiing
nguoi ban hang tiéu dung thong thuong cling doi hdi ho phai c6 kha
nang quan 1y céng no, hang ton kho... vi day 1a nhitng van dé can thiét

khi thiét 1ap va thyc hién mot thuong vu.



23 Nhirng nhiém vu vé marketing:

Bao gom hai cong viéc chinh d6 1a thu thap thong tin va thi

hanh nhiing chuong trinh tiép thi.

5888 Hoat dong thu thdp thong tin: Vi nguwoi bdan

hang thwong xuyén tiép xiic véi khdch hang nén ho la
kénh truyén din thong tin vé cing quan trong tir doanh
nghiép dén khdch hang va ngwoc lgi. Nhitng dai dién
bdn hang thwong dwec yéu cdu tién hanh viéc thu thip
khdo sdt y kién khdach hang, bdo cdo tinh hinh thi
truwong va doi thii canh tranh nhdt la khi doanh nghiép
sdp tung ra sin phim mdi. Tuy nhién trong thuwc té,
hoat dpng nay ciia ngwoi bdn hang chwa dwoc tién
hanh ding cdch va hiéu qud, phan Ién ho lam khong
mdy hiéu qud; do viy doanh nghiép cin khuyén khich
va hwdng dén ho chi tiét hon niva. Bén canh dé, nguwoi
ban hang ciing chinh la ngwoi thu thdp thong tin phdn
hoi tiv thi trwong doi véi san phdm va chinh sdch ciia
cong ty kha chinh xdc do ho hay lam viéc va tro chuyén
véi khdch hang, do viy cong ty can hé tro va luwu triv tot
nhitng théng tin quan trong nay dé lam tw ligu khi can
chinh sita cdi tién hay diéu chinh chinh sach cho phi
hop véi tinh hinh thwc té. Mt khdc, ngwoi bdn hdang
ciing dong thoi la ngwoi dwa théng tin va chinh sdch
mot cach chinh xdc ddy dii tiv cong ty dén khdch hang;
do viy théong qua hoat dpng nay céng ty cé thé thiét lgp
moi quan hé tot dep vdi khdch hang.

5889 Thi hanh nhitng chwong trinh tiép thi: Cong ty

thwong yéu ciu ngwoi ban hang cing phéi hop trong
cdc chién
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dich tiép thi dé dam bdo sw thanh cong tron ven. Nguwoi
ban hang phdi dim bdo cho cdc chinh sdch vé khuyén
mii, trung bay, quing cdo... ciia bé phin tiép thi dwec
thwe hién diy du doi véi tieng khdach hang. Trong
truwong hop giao dich voi nhitng trung gian thwong mai
nhw ngwoi ban buon va ban 1é thi ngwoi ban hang con
can phdi hé tro tich cwe cho cdc hoat dpng tiép thi ciia
nhitng nha trung gian nay dé ho cé thé bin dwoc nhiéu
hang hon va phuc vu khdch hang tot hon. Nhw vy,
nhitng ngwoi lam céng tic bdn hang ciing cin c6 kha
néng vé tiép thi va nim viing cdch thirc phoi hop giiva
hoat djng bin hang va hoat déng tiép thi dé hodan

thanh tét chire néing ciia minh.

VI. NHUNG PIEU KIEN VE THE CHAT, TAM LY,
KIEN THUC VA PHAM CHAT CUA NGUOI BAN
HANG:

23 Vé thé chit: Ngwoi ban hang can c6 sirc khée, khong bi
nhitng bénh truyén nhiém hay mdc di tit vé hinh thé.
Ngwoi bin hang ciing khéng nhdt thiét phdi dep nhung
phii c¢6 duyén, cé vé sinh théin thé tot va tao dwoc én
twong tot qua cdch di lai, dn mic.

24 Vé kién thirc: Ngwoi ban hang cdn c6 kién thirc tot vé
nganh hang, vé san pham, vé céng ty va nhitng dich vu
ma cong ty cung cdp. Bén canh dé, ngwoi ban hang can
phdi c¢é kj ning bdan hang, kj ning giao tiép va hiéu

biét vé tam Iy khdch hang.



5888 Vé tam ly: Ngwoi bdn hang cdin luén tich cuwc
trong cong viéc, khéng bi quan. Ho phdi luén mém
méng, kién tri khi tiép xic véi khdch hang. Khong
nhitng thé, ngwoi ban hang phdi luén ieng xiv tot trong
moi hoan canh, giiv binh tinh, khong on ao phé truwong,
khéong bji lung lac va hét sirc tir tin. C6 mot diém khdc
biét voi ngwoi lam hanh chanh thong thwong, nguoi
bdn hang luén trong tw thé sin sang, khong né ha thoi
gian, khéng lam vigc theo kiéu dén kéng la ra vé.

5889 Phém chdt: Ngwoi bdn hang cin tw trong, c6 uy
tin, quyét dodn, phdn ieng nhanh nhay. Déy la nhitng
pham chit ma khéong phdi ai ciing cé sin, nhiéu khi
phdi rén luyén va hoan thién minh. Bén canh do, tinh
hwéng ngoai va mong muon cé thu nhgp cao, lam chii

sw thay déi sé givip ngwoi ban hang thanh céng.

VII. NHUNG CO HOI, KHO KHAN VA CAC VAN PE VE
PAO PUC:

23 Nhirng co hoi:

Mot trong nhitng viéc lam dugc wa thich va nhiéu nguoi lua
chon sau khi t6t nghiép nganh quan tri kinh doanh d6 chinh 1a cong
viéc lién quan dén ban hang. Pay 1a cong viéc khoi dau kha 1y tuong
cho nhitng nguoi tré tudi, ning dong, thich thir thach, mong mudn cé
co hoi thang tién va thu nhap cao. Ngudi 1am cong tac kinh doanh ban
hang ngay nay c6 rat nhiéu co hoi vé tai chinh, sy da dang trong cong

viéc, chung t6 hinh dnh ban than, sy doc 1ap va co hdi thanh cong.

23 Co hoi vé tai chinh: ngwoi ban hang cé co hdi cé thu

nhdp rit tot tiv chinh céng viéc ciia minh khi ho biét
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thiét Igp ké hoach, tw chii trong hoat dong va biét tinh
todn. Ngwoi nhéan vién ban diu cé thé cé mirc lwong
chwa cao nhung ho c6 tién hoa héng va tién thuwéng
theo doanh sé. Do viy, tich cwe va cé ging hon niva dé
c6 nhiéu don hang thi co héi cé thém thu nhdp la diéu
tit nhién.

23 Sw da dang: Ddy la co hgi danh riéng cho cong viéc
bdn hang khi tiép xiic trwe tiép. Nhitng nhén vién kinh
doanh c6 nhiéu co héi tiép xiic véi nhiéu logi khdch
hang khdc nhau trong nhitng tinh huéng hoan cinh
hét sivc phong phii. Chinh vi vy, ngwoi ban hang phii
luon sdang tao va phdan wng linh hoat trong cdc tinh
huéng da dang nay. Ngay cd tai céng ty, chinh sich bin
hang va sdn pham ciing luén cé sw thay déi theo thoi
gian, do vdy, ngwoi nhan vién kinh doanh hodc tham
chi cd nhitng ngwoi cé lien quan dén hoat dong nay
ciing phdi luén cdp nhat, luén hoc héi dé dap irng vii
nhitng thay doi nay. Nhw vy, ngwoi ban hang la nguoi
luon tu lam moi minh, linh hoat va sang tao trong moi
hoan canh — ddy chinh la sw da dang ma khong phdi
nganh nghé nao ciing cé dwoc.

24 Co hoi chirng to kha nang ca nhdn: Ngwoi ban hang

ngay sau khi dwoc tung vao lam vigc thwe té la ho di cé
thé chirng té dwoc bdan thin thong qua doanh sob, so
lwong khdch hang, sé don hang, chi tiéu dat dwoc... Co
héi chirng t6 bin than nay thwong ré rang, nhin thdy
mot cach khd dé dang so vdi cdc cong vigce khdc.

25 Tinh doc lap: Ngwoi lam cong viéc ban hang noi chung

thwong phdi chiu trach nhi¢m chinh vé khu viwe ma



minh phu trach; do vdy tinh doc ldp cua cong viéc nay
khd cao. Ho thwong tw trién khai cong viéc, bdo cdo két
qua cho ngwoi quan ly va tw van hanh cong viéc, tw
qudn Iy thoi gian va cdc méi quan hé sao cho cé hi¢u
qud nhdt. Sw chii dpng vé cong viéc, thoi gian chinh la
nhitng yéu to6 quan trong dem lgi sw djc lgp cho nguwoi
ban hang. Tuy nhién, sw doc ldp nay phdai luon trong
trang thai tich cwc — nguwoi ban hang vwa dat dwoc
thanh tich tét trong céng viéc, di ditng chién lwoc muc
tiéu cua cong ty va vira lam hai long khdach hang ¢ mirc
tot nhit.

5888 Co hoi thing tién trong nghé nghiép: Ngay nay

rit nhiéu ngwoi 6 vi tri quén tri cdp cao xudt théan tir
nhén vién bdn hang. Cong viéc nay dem lai trién vong
cao cho nhitng ngwoi c¢é muc tiéu thing tién trong
nghé nghiép. Vi sao viy? Pon giin la vi ho dwoc huin
luyén rit bai bdan vé giao tiép va thiét lip quan hé, ho cé
co hdi chirng té6 minh qua doanh sé va lpi nhuin dat
dwoc, c6 nhiéu cdach thirc dé hwéng tdi nhitng néc
thang cao hon tiv nhin vién dén cip qudn Iy trung

gian, phu trach kinh doanh va diéu hanh chung.

Vi du: Hién nay trong cic cong ty cd von dau tu nude ngoai tai Viét
Nam nhu Pepsi Cola, Coca Cola, P&G hay Unilever, rat nhiéu
quan tri vién cép trung va cao xuit than tir cong viéc kinh
doanh va ho da chung to dugc hinh anh ctua minh, khéng dinh
dugc ban than la nhitng nguoi: “lam thué s6 mot” tai Viét
Nam v61 mtc luong cao va cac phuong tién, phuc loi di kém

ctia doanh nghiép nhim giir chan ho mét cach t6t nhat.
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23 Nhirng kho khan:

Nguoi ban hang vi phai thuong xuyén tiép xtic véi khach hang,

lam vi¢c vai ap lyc cao nén ho thuong gap nhitng kho khan nhu:

23 Sw cdng thdng, tram cim do gdp phdi nhitng khdch
hang khé tinh, khé chiéu, khéong biét diéu, doi héi qud
nhiéu.

24 Ap lwc doanh sé sé luén ting din theo thoi gian lam
ngwoi ban hang mdt dn mdt ngii nhit la khi can bdo
cdo theo dinh ky.

25 Ap lwc vé thoi gian vi can phdi di chuyén thwong
xuyén, di xa nha, gip khdch khi yéu cdu bit ké gio
gidc. Doi véi nhitng ngwoi bdn hang xudt khau, viéc di
chuyén qua cdc viing, cic nwéc khdic nhau sé lam dong
hé sinh hoc ciia ho bi truc tric ning né.

26 Nhitng nguy co sa ngd, ha thdp minh, ddnh mdt bin
thin do rit dé bi cam dé béi khdch hang, béi dong tién.

27 Phdi luén hé héi, luén vui vé dé giao tiép mdc di trong

long chan ghét hay kho chiu.

Trén day 1a mot sé kho khidn ma nguoi ban hang hay gip phai,
trong thuc té khi chung ta ra lam viéc s& con nhitng khé khin phat
sinh ma chung ta phai ty minh vuot qua — day qua l1a diéu khong dé

dang.
23  Cac van dé ve dao dirc:

Mot sb tinh hubng vé dao dirc ma ngudi ban hang thuong gip
phai khi tién hanh hoat dong kinh doanh thudng lién quan dén quan hé

gilra con ngud1 voi con nguoi, cac chinh sach vé gia ca, cac van dé



lién quan dén ting qua hay thyc hién chuong trinh khuyén mai. Sau

day 1a mdt s6 hoan canh cu thé:

23 Quan h¢é giira nhdn vién ban hang — khdach hang: Mgt

s6 ngwoi ban hang vi dp lue doanh sé thuwong mic phii
I6i ban hang qud nhiéu cho khdch gdy dnh hwéng
nghiém trong khi khach hang khong tiéu thu hodc sw
dung hét. Mt viin dé niva d6 la déi khi ngwoi bdn hang
cd tinh khong cung cdp ddy dii théng tin cho khdch
hang, thong tin nay cé thé anh hwéng dén quyén lpi
ciia ngwoi khdach hang va xau di cdc méi quan hé.

5888 Quan hé giira nhdn vién ban hang — cong ty:

Déi khi c6 nhitng nhdn vién bdo cdo sai léch vé vin dé
chi phi. Ho cé thé loi dung sw kiém sodt thiéu higu qud
ciia cong ty dé dwa thém nhitng chi phi cd nhin khéng
lién quan vao chi phi céng tic hay tiép khdch. Day la
diéu ma cdc nha quan tri can lwu tdm va cé nhing bién
phdp ngan chin xiv ly kip thoi. Mat khdc, vige co tinh
bdo cdo cdc thong tin vé khdch hang, thi truong mang
tinh déi phé sé gdy anh hwong dén hoat dong bdn hang
va cdc cong viéc co lién quan. Mt ngwoi ban hang co
thé dwa thong tin sai léch vé sé lwong cudc goi, so lan
tiép xiic véi khdch hang nham dat dwoc yéu cdu ciia
céng ty, v6i nhitng théng tin kiéu nay ho sé dé ding
qua mdt cdp quén tri néu cdp qudn tri la nhitng nguoi
con it kinh nghiém. Diéu ma ngay nay ching ta ciing
thwong thdy trong cdc doanh nghiép la viéc che gidu
cho déng nghiép, san sé doanh thu hay don hang dé
moi nguwoi déu cé thanh tich va chuyén nay sé dwoc

thuc hién theo
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kiéu : “cé qua cé lai” theo tirng ky bdo cdo. Ngodi ra,
nguwoi bdn hang trong cing dpi sé cé tinh thin twong
tro theo kiéu che diu nhitng vi pham ciia dong nghiép,
cung nhau vi pham chinh sdach cua cong ty va qua mat
cdp trén.

0 Cudi ciing la hién nay chiing ta con thidy mét kiéu lam
viéc phi dao dirc ciia ngwoi ban hang nhw trong linh
viee bdo hiém nhin tho ching han, ho sé cé tinh thu
phi khd nhiéu khich hang dé chiém doat tién ciia
khdch hang hay chiém dung tién céng ng ciia céng ty
(thwong roi vao nhirng nguwoi co vi tri dwoc giao khu

vue quan ly).

Trén day 1a mot sd tinh hudng vé dao dirc dang suy ngam khi
mot nguoi quyét dinh lga chon cong viéc la nguoi ban hang. Céc tinh
hudng nay trong thuc té di timg xay ra va anh huéng dén loi nhuan
ciia cong ty ciing nhu lam x4u di hinh anh cua ngudi ban hang noi
chung. Tuy nhién, v&i nhitng canh bao rd rang va sy tu chu ban than,
nhitng nguoi 1am céng viée ban hang s& cb tranh cac tinh hudng nay

deé c6 thé c6 dugc con dudng su nghiép viing vang va vinh quang.

VIII. NHUNG VAN DE CUA NGHE BAN HANG TRONG THE
KY 21:

Cong viéc ban hang 1a mot nghé nghiép tha vi, nhiéu trién vong
va 1am nguy nan. Trong sy thay ddi cua thé ky méi v6i nhitng thanh
tuu vé khoa hoc ky thuat, su giao luu hoi nhap vé kinh té quéc té,

cong viéc ban hang c6 nhiing van dé nhu sau:



So lwong nguwoi gia nhdp luc lwong bin hang ngay mét
dong ddo: khong nhiing lyc lwong dong ma cdc chirc
danh, cac vi tri cong viéc ngay cang tro nén phong phu
hon. Luc lwong bdn hang gia ting cd vé sé lwong va
chit lwong, ngay cd nhitng ngwoi lam cong tic chuyén
mon nhw ky sw, bdc si... cing tham gia vao luc lwong
bdn hang gidn tiép hay trwc tiép va lam cho lwc lwong
ndy tré nén hiing hiu hon bao gio hét.

Cudc cdch mang théng tin toan cdu bung noé din dén
nguwoi ban hang phdi chuyén nghiép hon trong cong
viéc, dac biét la sw dung cdc phwong tién thong tin lién
lac hién dgi. Vigc ban hang truyén théng qua gip gé
trwe tidp da cé chiéu hwéng giam dan thay vao dé la
viéc kinh doanh qua mang — do chinh la thwong mai
dién tir. Ngwoi bdn hang nao biét ikng dung tot cong
nghé théng tin, ddp ng vé mat toc dp xir Iy va cung
ieng thi sé chiém lpi thé hon. Bén canh dé, nhiing
nguwoi ban hang ciing cin cé ky ning phdn tich va tong
hop théng tin, cé hiéu biét sdu rong vé sin pham, tim
Iy xd hi vi ho cdn tiép xiic véi khdch hang trén cd thé
gidi va phdi phuc vu chu ddo tit ca.

Ludt phdp bdo vé quyén lpi ngwoi tiéu ding va trinh dé
ddn tri ngay cang néing cao din dén ngwoi bdn hang
phi irng xir theo diing chudn mwe vé dao divc va phdp
Iy.

Sw canh tranh gay git ciia thi trwong din dén sw canh
tranh gay git ciia nhitng nguwoi ban hang. Ngwoi bdn
hang ngay nay can phdi khéo léo hon, chuyén nghiép

hon, c6 trinh d phan tich va irng dung kién thicc kinh
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16, cong nghé thong tin tot hon dé phuc vu cho vigc
phén tich dinh gid tinh hinh thi trwong, tim hiéu déi
thii, cham séc khdach hang, lip bdo cdo theo yéu cau
clia cong viéc.

Nguwoi ban hang ngay nay tuy cong viéc mang tinh djc lap
cao nhung ho thwong la thanh vién cia mét té chirc
kinh doanh nao do do vdy ho phdi lam viéc mang tinh
chuyén moén héa cao d¢ va phdi nim vimg cdc quy
dinh, chinh sach ciing nhw tham gia vao cdac hiép hgi

dé dwoc hé trg va ning cao khd ning canh tranh.



TOM TAT

Chuong hai da di vao mdt néi dung cu thé — do la phan tich vé
nhiing van dé quan trong lién quan dén cong viéc ban hang. Noi dung

chinh cua chuong nay bao gom nhirng van d€ nhu sau:

Bdn hang la mgt qua trinh mang tinh ca nhdn trong do
ngwoi bdan tim hiéu, khdm phd, goi tao va ddp irng
nhitng nhu ciu hay wéc muon cia ngwoi mua nham
thuwe hién quyén loi théa déing, ldu dai ciia hai bén. Bdn
hang lam cho hang héa lwu thong tiv ngwoi sin xudt
dén ngwoi tiéu ding, tiv noi dw thiva dén noi cé nhu
cdu.

Vai tro ciia viéc ban hang: dé la mét chudi cdc hoat dpng
mang tinh déc ldp nhiam thiét ldp cdc quan hé va truyén
théng tin, dich vu, san phdm mét cich higu qud tiv nha
sdn xudt dén ngwoi tibu ding véi muc tiéu chinh la
théa mén va ddp irng tét nhit nhu cau ciia cd hai bén.

Lich sir ciia nghé thugt bdn hang gom bon thoi ky: thoi ky
trwéc khi bdt nguon, thoi ky bdt nguon, thoi ky phat
trién nén mong, thoi ky tinh loc va hinh thanh.

C6 nhiéu cich phén logi vé nghé bin hang dwa trén cic
tiéu chi tiéu biéu nhuw: theo dia diém, theo quy mé bdn
hang; theo hinh thirc va cdach thirc sé hitu hang hoa;
theo chivc danh va theo ding cdp.

Cac chirc nang va nhiém vu chinh ciua ngwoi ban hang

bao gom cac cong viéc sau: ban hang, quan ly diéu
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hanh, trach nhigm vé tai chinh va nhitng nhiém vu vé
marketing.

Ngwoi ban hang can phdi ddp teng nhitng diéu kién quan
trong vé tam Iy, vé thé chit, vé tam Iy va phdm chit dé
thwe hign tot cong viéc ciia minh cing nhw thanh céng
hon niia trong sw nghiép.

Nhitng thudn lgi va kho khdan ma ngwoi ban hang thwong
gdp phii trong nghé nghigp dé la trién vong vé thing
tién, co hoi kiém tién, sw da dang va djc lap trong cong
vige; bén canh dé ho gdp phdi nhitng khé khan vé dp
lwe doanh sé, dp liwc thoi gian, dp lwe tiv phia khdch
hang va viéc phdi thay déi qud nhiéu cho yéu ciu ciia
cong viéc.

Mt sé vin dé vé dgo divc ma ngwoi bin hang hay gap
phdi do la cac quan hé voi khach hang, quan hé giita
dong nghiép véi nhau va véi cdp trén, cdc gian lin vé
chi phi, tién bac...

Thé ky 21 véi sw phat trién vwot bic ciia kinh té xa héi,
cong nghé thong tin doi hoi ngwoi ban hang phdadi
chuyén nghiép hon trong viéc tiép cin khdach hang va
ing dung tot cdc phwong tién théong tin lién lgc, phdi
Iluén cGp nhat kién thirc va higu qud trong hanh dpng

dé dat dwoc muc tiéu cua ban thdn va to chuc.



CAU HOI ON TAP

Dé tro thanh mot ngudi ban hang gioi can phai c6 nhitng pham chat va

ky nang gi?

Cho biét su khac biét co ban gifta ngudi nhan don hang va nguoi tao

ra don hang? Cho vi du minh hoa.

Cho biét nhiing ap luc ma ngudi ban hang thuong gip phai trong cong

viéc va trong cudc song?
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Chuong 3:

GIAM DOC BAN HANG

CHUYEN NGHIEP

Cac ban than mén,

Chuong 3 gidi thi€u vé vai tro, trach nhiém cta Gidm doc ban
hang, cac k¥ ndng ma Gidm doc ban hang can c6 cling nhu quy trinh
dé bat nhan vién vao vi tri nay. Nhitng kho khan va quyén loi cua

Giam ddc ban hang ciing duoc trinh bay trong chuong nay.

MUC TIEU:
Sau khi hoc xong chuong nay, sinh vién s& biét dugc

0 Vai tro, trdach nhiém ciia Gidm doc bdn hang.

1 Cdc kj néng, tinh cich cdn cé ciia Gidm doc ban hang.

2 Quy trinh dé bat nhdn vién chao hang lén vi tri Gidm
déc ban hang.

3 Nhiing khé khan, cdc diém cin quan tam dé thanh
céng trong giai doan chuyén tiép.

4 Thu nhdp va cdc quyén lgi khdc danh cho Gidm déc

ban hang.



NOI DUNG CHINH:
KHAI NIEM:

“Giam ddc ban hang 1a nguoi chiu trach nhiém lép ké hoach
kinh doanh, t6 chirc, tuyén dung, dao tao, lanh dao va danh gia cac

hoat dong cua luc luong ban hang, cac chién lwgc va bién phap dé

thuc hién viéc ban hang, dat muc ti€u doanh nghiép”.1

NHIEM VU CUA GIAM POC BAN HANG:

Gidm doc ban hang c6 nhiém vu trong yéu la quan 1y, lam tang
nang lyc va hi€u qua doi ngli nhan vién ban hang. Ngoai ra, Giam doc

ban hang con l1a nguoi dai dién cong ty trudc khach hang.

Nhiém vu cua Giam doc ban hang khong chi bao gobm cac cong
viéc lién quan dén chic danh, ma con phai tap trung vao nhiéu cong

viéc khac tai doanh nghi¢p nhu:

0 Quan tri lyc luwong ban hang.
1 Qudn tri hanh chinh.

2 Tiép thi.

3 Bdn hang truc tiép.

4

Tai chinh.
Quan tri lwe lwgng ban hang:

Giam ddc ban hang phai thuc hién viéc hoach dinh, t6 chirc,

lanh dao va danh gia. Gidm doc ban hang va nhan vién ban hang c6

Fundamentals of Selling, Sixth Edition, Irwin Mc Graw Hill 1999
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quan hé hd tuong. Su thanh cong ctia Giam ddc ban hang tuy thudc
vao sy thanh cong cua luc lugng nhan vién ban hang va nhan vién ban
hang can c6 sy hd trg cia Giam dbc ban hang dé thuc hién cong vi¢c
ban hang thanh cong. Nhitng hoat dong nhom giira Giam dbc ban
hang va doi ngil nhan vién ban hang s& quyét dinh su thanh cong cta

ca nhom.
Quan tri hanh chinh:

Bao gom cac nhiém vu quan 1y phong/khu vuc ban hang. Cac
cong viéc quan 1y hanh chinh c6 thé 1a luu trir ho so, bdo cdo, quan 1y

nhan vién van phong...
Tiép thi:

C6 nhitng cong ty, Giam doc ban hang cung v6i nhan vién ban

hang phat trién, thyc hién nhitng chién dich tiép thi cho khach hang.
Ban hang truec tiép:

Nhiéu truong hop Giam ddc ban hang thyc hién ca viéc ban
hang truc tiép v6i khach hang, gop phan vao doanh s toan bo phan.
Giam dbc ban hang thuong nam giir cac khach hang quan trong véi
doanh s6 mua hang 16n (key accounts). Giam ddc ban hang c6 thé

thuc hién béng viéc ban truc tiép hodac qua dién thoai.
Tai chinh:
Giam d6c ban hang c6 trach nhiém quan tdm dén chi phi coa

nhan vién ban hang (dao tao, giao dich, di lai...), tdn kho, cong no cua

khach hang. .. Giam d6c ban hang con phai thuc hién viéc phan tich,



du bao doanh sb toan bd cong ty, doanh sd phat trién cua ting khach

hang.
Quan hé:

Giam dbc ban hang thiét 1ap, duy tri cac mdi quan hé bén trong
va bén ngoai doanh nghiép. Giam dbc ban hang can c6 su phdi hop,
hd tro tir cac phong ban khac nhu: ké toan, tiép thi, san xuat... dé c6
thé diéu hanh cong viéc kinh doanh, ban hang hiéu qua. Su hop tac tir
phia tir cac nhan vién ban hang ciing rat can thiét. Bén canh d6, moi
quan hé bén ngoai doanh nghiép (nha cung cép, dai 1y...) s& giup
Giam dbc ban hang co6 thong tin vé thi truong, 13 co s& dé dua ra cac

chinh sach kinh doanh hi¢u qua.
Quan hé bén trong:

Gidm doc ban hang c6 nhitng moi lién hé voi cac phong ban

khac trong doanh nghiép nhu:

Phong ké todn tai chinh: cung cdp thong tin vé khdch
héng: thanh todn, céng no, hay cdc chieng tiv hé tro
viéc ban hang: hoa don, phdn tich doanh thu, lgi
nhudn, tri gid ton kho...

Phong nhén sw: hé tro trong viéc tuyén dung nhén vién

bdn hang, phoi hop véi Gidm doc ban hang dwa ra mé
td céng viéc, cdc chinh sach lwong, thuéng, hoa hong
cho nhdn vién bin hang. Trong nhiéu trwong hop,
phong nhin sw dim nhiém viéc té chirc dao tao cho
nhdn vién mdi.

Gidm déc marketing: Gidm déc bdn hang cé sw hop tdc

chat ché voi Giam doc marketing dé co thong tin vé san
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phim, cic chwong trinh marketing vi phong marketing
dwa ra chinh sdach, chwong trinh con phong ban hang
sé dam nhiém viéc thuc thi.

0 Phong nghién citu va phdt trién: dé tim hiéu vé khuynh
hwéng khdch hang, thi trwong, sin pham...

1 Phong sin xudt: hop tdc trong viéc lgp ké hoach dw bdo

tiéu thu, san xudt dé dap ieng nhu cdu thi trwong, tranh
tinh trang thiéu hay thira hang. Ngodi ra, Gidm déc
bdn hang con phdi diéu hanh kénh thong tin phin héi
tiv thi trwong véi bé phin sin xudt dé cdi thién chit

lwong sin pham.
Quan hé bén ngoai:

Giam doc ban hang thiét 1ap va duy tri cdc moi quan hé bén
ngoai doanh nghi¢p. Pay duoc xem 1a mdt trong nhirng cong viéc can
duoc Gidm doc ban hang quan tam. Cac moi quan hé bén ngoai vé co

ban ¢6 thé phan thanh nhu sau:

Cic nha cung cip.

Nha phdn phoi, dai ly tiéu thu sdn phdam, khéch héang.

Déi thii canh tranh: cé théng tin vé thi truwong, khdch
hang... Tuy nhién, Gidm doc bdn hang can thin trong
trong nhitng méi quan hé nay.

Cdc t6 chivc doanh nghiép, hiép héi: mang dén co hoi gidi
thi¢u coéng ty, sin phim, cdc co hdi hop tic kinh
doanh...

Cic té chivc chuyén mén: cdc té chive dao tao hudn luyén,

cung cép dich vu...



TU NHAN VIEN CHAO HANG DEN GIAM DOC BAN HANG:

Nhiing khéc biét gitta nhan vién ban hang va Giam dbc ban

hang?

Piéu gi s& xay ra khi mot nhan vién ban hang dwoc dé bat 1am
Giam dbc ban hang? Thong thudng, cac duc tinh can co dé 1a mot
Giam dbc ban hang giodi khac xa so v6i nhitng diéu d6 ctia mot nhan
vién ban hang, dac biét 1a vé cong viéc va trach nhiém. Nhiéu thay doi
s& dén v4i mot Giam doc ban hang vira duge dé bat. Mot sb thay doi
duoc nhan ra ngay tirc thoi: phong lam viéc riéng, tang lwong, chuc vu
moi, quyén diéu hanh d6i v6i nhan vién ban hang... va ca “sép” mai.

Giam ddc ban hang phai thich nghi v6i nhimng thay d6i méi nay.

Céc khac biét gitra nhan vién ban hang va Gidm doc ban hang

dugc phan loai theo nhitng tiéu chi sau:

Muc tiéu: muc tiéu cua nhdan vién ban hang la muc tiéu
ban hang cua bdn thdn trong khi muc tiéu cua Giam
déc ban hang la muc tiéu bdn hang (doanh thu, lgi
nhudn...) cua toan by phdn, cong ty.

Trach nhiém: trach nhiém chu yéu cua nhdn vién bdan

hang la fim kiém khdch hang, ting doanh thu trong
khu vwe, sin phdm minh dwoc phan coéng phu trdch.
Gidm déc ban hang chiu trdach nhi¢m phdt trién lwc
lwong bdan hang, phdt trién nhitng co héi, quan hé kinh
doanh trong dai han.

Quan hé: nhan vién ban hang thwong lam viéc doc ldp va
thwong chi quan tam dén diém manh, diém yéu ciia ban

than. Gidm doc ban hang ngoai bin thén, phdi
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hiéu ré vé cdc nhén vién bin hang dé dwa ra cdc
chwong trinh phdt trién phi hop. Gidm déc bin héing
con phdi thiét Igp cdc moi quan hé tot véi cic Gidm déc
phong ban khac.

Vai tro: Gidm déc bdn hang phdi théng qua cdc nhan vién
bdn hang dé dat dwoc muc tiéu. Piéu nay doi héi Gidm
doc ban hang phdi thiét lgp muc tiéu cho cdc nhan vién
bdn hang, tao ra dwec sw hop tic ciia ho, hé tro dé ho
dat dwoc muc tiéu dé ra.

Qudn Iy hanh chinh: Gidm déc bin hang la mét thanh

vién qudn tri cua cong ty va dwong nhién phdi thuc
hién cdc cong viéc vé quén ly hanh chinh doi véi bo
phdn ban hang.

K7 ndng yéu cau cho cong viéc: nhin vién bdn hang cin
kién thirc chuyén moén dé hoan thanh cong viéc. Gidm
doc ban hang, ngoai kién thirc chuyén mén, can phii
dwoc bo sung nhiéu kj nding khdc nhw truyén dat,

hoach dinh, linh dao, khuyén khich, hudn luyén.

IV. LUA CHON NHAN VIEN BAN HANG PE BO NHIEM
GIAM POC BAN HANG:

Hau hét cac nhan vién ban hang déu c¢6 udc mo sé dugc thing
tién 1én Giam dbc ban hang sau thoi gian lam viéc. Lya chon nhan
vién ban hang dé bd nhiém Giam dbc ban hang 1a mot chinh sach uu
viét, mang tinh khuyén khich, dong vién cao vé su céng hién, gén bo

lau dai cua lyc lugng ban hang, dac bi€t trong tinh hinh thi truong lao



d6ng hién nay, nghé ban hang dwoc danh gia 1a c6 ty 16 nhan vién dich

chuyén, thay d6i noi 1am viéc nhanh nht.

Qua trinh lya chon nhan vién ban hang dé€ bé nhiém Gidm doc

ban hang gdm 3 budc chinh:

0 Xdc dinh nhitng tiéu chudn lwa chon thich hop.
1 Xac dinh cdc wrng ciwr vién co khd nang.

2 Tham khdo y kién véi cdp quan tri.
a. Xac dinh nhitng tiéu chudn lya chon:

Mot Gidm doc Ban hang can c6 cac pham chat va kha nang sau:

Hodi béo tré thanh Gidm déc bdn hang.
Thién chi mong muén chia sé thong tin.
Kha ning giao tiép, tao moéi quan hé.

Tinh thin té chirc va ky ludt trong cong viéc.
Kha nang lam viéc nhom hiéu qua.

Kha néng trinh bay y kién, thuyét phuc.

bé c6 thé chon dugc Giam doc ban hang, trudc hét phai xac
dinh duoc céc ti€u chuan chon lua, co ban ¢6 thé st dung mot trong

hai cach:

Duwa ra cdc tinh cdch va thdi dp ieng xi: cdc diém sau cé
thé dwoc xem xét dé dwa ra tiéu chudin chon lwa Gidm
doc ban hang:

K&t qua bdn hang: doanh so, loi nhudn, 1y 1é dat muc tiéu
dé ra.

Tinh cach: sang tao, khd nang suy xét, phan dodn, sy

thuyét phuc, kién tri.
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0 Tinh cich qudn Iy: tinh nhéit qudn, sw phu thuéc, théng
minh.
Nhan thdn: tinh trang hon nhdn, dién mao...

2 Sikc manh trong t6 chirc: da lam viéc véi mét Gidm déc
ban hang thanh cong, thoi gian lam viéc, kinh nghiém.

3 Dinh hwong qudadn tri: khd nang qudn ly thoi gian, thadi
d¢ doi véi chinh sdch céng ty, mong muon thing tién.

4 Trinh 6 chuyén mén : bang cdp.

5 Si dung tiéu sie: chia cdc nhén vién bdn hang thanh
cic nhom dwa trén tinh cach ca nhdn va chon ra
nhitng nhém wu tién, phit hop véi yéu ciu ciia doanh

nghiép dé lwa chon wrng vién.
Xac dinh cdc ung vién:

Céc ti€u chuan doi véi Giam doc ban hang can dugc phd bién
rong rai trong luc lugng ban hang. Pi€u nay s€ kich thich, dong vién
cho cac nhan vién ban hang phan dau va khi vi tri trong thi doanh

nghiép dé dang x4c dinh duoc cac tng vién.

Sau khi xac dinh dugc cac ting vién, doanh nghié¢p sé thyc hién

phong van nodi bd dé chon ra ing vién phut hop nhét cho vi tri ndy.
Tham khdo y kién:

Pé ra quyét dinh, cip lanh dao thuong tham khéo v kién tir

nhi¢u nguon:

Trong rit nhiéu trwong hop, y kién ciia ngwoi tién nhiém
dwoc xem xeét.

Tuwr chinh lwc lwgng ban hang hién tai.



0 Phong nhdn su.
1 Gidm déc cdc phong ban.

2 Khadch hang cua doanh nghiép.

QUA TRINH CHUYEN TIEP TU NHAN VIEN BAN HANG
TRO THANH GIAM POC BAN HANG:
Nhirng kho khan thwong gap:

Mot trong nhitng khé khin 16n nhat ddi véi Giam ddc ban hang
moi 13 thiéu cac k§ ning, ning luc quan 1y. Diéu nay doi héi Giam
dbc ban hang mai can hoc héi, trang bi cac nang luc, thai do va k¥

nang quan 1y lyc lugng ban hang.

Ngoai ra, cong ty thuong mong mudn Giam ddc ban hang mai
thich nghi va lam coéng viéc méi hiéu qua ngay. Tham chi, nhiéu
trudng hop ho nhan dugce qua it su hd trg tir phia cong ty. Cac khoa
dao tao cung cip cac k¥ ning mdi can thiét cho cong viéc co thé dén
sau vai thang. Nhimg diéu ndy dua cic nha quan 1y méi vao tinh

hubng “boi hay chim”, tao ra cc cing thang dang ké.

Mot s6 cong ty dé tranh tinh hudng nay thuong bo nhiém Giam
dbc ban hang méi vao nhitng khu vuc nhé rdi sau chuyén dan sang
khu vuc 16n hon sau mot thoi gian ho thuc hién tdt cong viéc. Mot $6
cong ty khac to chtrc nhitng khoa huan luyén ky ning quan 1y cho
nhan vién ban hang tiém nang, dua ra quy trinh phét trién, véi viéc bd
nhiém & vi tri trg ly cho cadc Gidm ddc ban hang trudc khi trg thanh

Giam d6c ban hang hoat dong doc lap.

Pé thanh cong trong qua trinh chuyén tiép:
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Pé thanh cong trong qué trinh chuyén tiép thudng dugc xem 1a
kho khin nhat, Giam ddc ban hang mdi can c6 thai d6 hoc héi: san

sang hoc hoi, thay doi, thich nghi, tim kiém sy hd tro khi can.

Céac Giam ddc ban hang c6 nhitng nhin nhan vé cong viéc quan
Iy & vi tri méi trude do thuong s€ thich nghi véi vi tri mé1 nhanh hon.
Ho sén sang cho céc tinh hudng khac véi nhimng gi ho da lam trudce do.
Céc k¥ ning, chuyén mon c6 ich trong nhiéu tinh hudng, nhung khong
phai 1a tat ca. Ho chip nhan céc 18i co thé xay ra, vi ddy 1a diéu khong

thé tranh khoi trong qua trinh hoc cong viéc mai.

Céc Gidm doc ban hang mdéi can tim hi€u trach nhi¢m, cong

viéc moi thay vi tiép tuc nhitng cong viéc trudce day.

Tranh thay d6i qua nhiéu d6i v6i moi truong céng viéc moi.
Piéu ndy c6 thé giy ra su chdng lai tir cdc nhan vién dudi quyén va
cac thay doi d6 co thé khong phu hop khi nha quan tri chua hiéu rd
hoat dong.

VI. THU NHAP CUA GIAM POC BAN HANG:

Ngoai ly do dat dugc vi tri cao hon, gia nhap doi ngii cdc nha
quan tri, thi thu nhdp cao 1a Iy do tht hai dé nhan vién ban hang nd luc

tré thanh Giam déc ban hang.

Thuong thi Gidm doc ban hang c6 thu nhép cao hon so véi cung
vi tri cia cac bg phan san xuat, nhan sy, dich vu... Hon thé, Giam doc
ban hang con dugc nhi€u vu dai khac: xe hoi, dién thoai di dong, thé

thanh vién céc cau lac bo, ho tro hoc tap...



Thu nhap cta Giam dbc ban hang thudng bao gém: luong, hd
trg, thuong doanh thu, hoa héng, phén tram loi nhuan tr hoat dong

kinh doanh ctia cong ty, co phiéu wu dai. ..

VII. NHUNG VAN BE PAO PUC:

Trong nhiéu tinh huéng, Giam dbc ban hang dung trudc viéc
lwa chon nhitng kha ning ma trong d6 ding hay sai khong thé xac
dinh rd rang tai thoi diém ra quyét dinh. Nhitng tinh hudng khé khin

nay co nhiing luc lién quan dén cac van dé dao dtrc.
C6 thé phan loai cac van dé dao dac theo 3 nhém chinh:

0 Gidm déc ban hang va cong ty.
1 Gidm déc ban hang va dpi ngii nhin vién chao hang.
2 Gidm déc bdn hang véi déi thii canh tranh va khdch

hang.
Giam ddc ban hang va cong ty:

Giam ddc ban hang dbi dién voi nhitng ap luc ciia viéc hoan
thanh cac muc tiéu ban hang, c6 thé vi pham mét cach vo tinh hay ¢
nhimng quy dinh cta coéng ty, anh hudong dén quyén loi cia doanh

nghiép, c6 dong.
Giam ddc ban hang va lyc lwong ban ha ng:

Mot nhiém vu quan trong cua Giam ddc ban hang 1a dong vién,
khuyén khich, tao co hoi thang tién cho nhan vién ban hang. Tuy
nhién, trong nhiéu tinh hudng, Giam ddc ban hang vi quyén loi cong

ty c6 thé dua dén nhitng bat lgi cho mot nhan vién ban hang nao do.
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Giam ddc ban hang véi dbi thii canh tranh va khach hang:

Trong nhiéu truong hop, cac quyét dinh cua Giam doc ban hang
co thé dan dén cac van dé dao duc trong kinh doanh. Khac véi cac van
de dao duc voi cong ty, nhan vién ban hang, cac van de lién quan dén

d6i thu canh tranh, khach hang c6 thé gan véi ranh gidi phép lut.



TOM TAT

Ngoai nhiém vu trong yéu 1a quan 1y, 1am ting ning luc va hiéu
qua doi ngli nhan vién ban hang, Giam déc ban hang con phai danh
thot gian cho nhiing cong viéc khac: quan tri hanh chinh, tiép thi, ban

hang truc tiép, tai chinh. ..

Nhiing khac biét giita mot nhan vién ban hang va mot Giam doc
ban hang, quy trinh chon lya — d& bat Giam ddc ban hang doi ngi
nhan vién ban hang, nhiing tiéu chuan pham chat can thiét 1 nhiing
diéu Giam dbc ban hang can biét. Mot nhan vién ban hang duoc dé bat
1én vi tri Giam ddc ban hang s& khong tranh khoi nhitng khé khin
trong thoi gian chuyén tiép va trang bi mot sd k¥ ning, mot sé luu

trong giai doan nay 1a rat can thiét dé thanh cong.

Nhitng van dé dao dirc c6 thé phat sinh trong cong viéc cua
Gidm doc ban hang véi cong ty, voi doi ngli ban hang va ca doi thu

canh tranh.
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BAI TAP TINH HUONG

Ban 1a Gidm doc ban hang cua cong ty Kién Hang cung cap san

pham ndi that: ban ghé, vach ngan... cho cac van phong lam viéc.

Hién tai Phong kinh doanh ctia ban dang chao hang cho mot du
an cao Oc van phong 16n sap hoan thanh phan xay dung va chuan bi

cho viéc lép dat noi tht.

Véi dy an nay, cong ty ban va mot cong ty dbi thu khac cung
chao hang. Theo danh gi4 ctia ban, san pham cua Kién Hang c6 loi thé
vé chat luong, gia ca so véi ddi thi canh tranh. Ban c6 thong tin rang
dbi thu canh tranh danh cho nhan vién phu trdch mua hang mot ty 1¢

phan trim trén tong gia tri hop dong, dé co co hoi thang ban.

Gia tri cung cip hang cho du an nay chiém mot phan quan trong
gitip ban hoan thanh chi tiéu doanh s6 nam 2007. Ngoai ra, dbi véi cac
khach hang dy an, Phong kinh doanh cua ban con dugc nhan tién

thuong 1a 5% trén lgi nhuén mang lai.

Ban s& giai quyét nhu thé nao?



Chuong 4:

LANH PAO - PHAN TICH -
DU BAO - HAN NGACH - LAP

NGAN SACH BAN HANG

Noi dung chuong 3 da néu nhiing nhiém vu cia Giam doc ban
hang, nhiing pham chat ma nguoi Gidm doc ban hang can c6. Chuong
nay s€ tiép tuc gidi thiéu rdo hon nhitng k§ ndng ma nguoi Giam doc

ban hang can c6 dé co6 thé lam tot cong viéc cua minh.

MUC TIEU:
Chuong nay nham cung cap cho sinh vién nhing kién thuc vé:

0 Vai tro lanh dao, cdc kj ning can thiét ciia Gidm doc
ban hang.

1 Cidc cong cu trong phén tich doanh sé, chi phi, tii
chinh.

2 Cdc céng viéc chinh ciia Gidm doc ban hang: dw bdo,

han ngach, ldp ngdn sach ban hang.

NOI DUNG CHINH:
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PHAT TRIEN CAC KY NANG LANH PAO:

Giam ddc ban hang 1a mot nha lanh dao vi phai chiu trach
nhi€m va c6 su anh hudng dén céc hoat dong cua luc luong ban hang
trong viéc dat dugc muc tiéu vé doanh s, chi phi, loi nhuan... Phat
trién cac k¥ nang 1anh dao hiéu qua 1a mot trong nhirg muc tiéu quan

trong cua cdc Gidm doc ban hang.

“Lanh dao 13 kha ning gdy anh huong thong qua giao tiép voi

hanh dong cua nguoi khac, mot ca thé hay mot nhom, dé dat duge mot
e . A A 4 s 2
gia tri, y nghia va muyc ti€u tién dinh trudc”.

Lanh dao 13 mot phan cua quan tri nhung khong bao gdm tat ca
qua trinh quan tri: 1ap ké hoach, t6 chtc, diéu hanh va kiém soat. Lanh
dao 1a kha nang thuyét phuc, kich thich nguo1 khac Iam viéc theo muc

tiéu d3 dé ra mot cach tu nguyeén.
Cac hanh vi lanh dao:

C6 4 loai hanh vi lanh dao ma Giam ddc ban hang c6 thé ap
dung dé tao anh huong, kich thich nhan vién ban hang dat muc tiéu la:
lanh dao truc tiép, 1anh dao bang cach hd tro, lanh dao theo thanh tich

c6 dinh hudng, 1anh dao c6 su tham gia.

Lanh dao truc tiép: chii trong vio cdc quy tic, cdc budc
tién hanh. Nha qudn tri xdc dinh cdc tiéu chuin két
qud ré rang, cdc nhiém vu cé dinh hwéng, én dinh sén.
Vi cdch nay, Gidm déc ban hang dinh ra céng viéc cu
thé cho nhdn vién bdan hang, cich dé dat dwoc muc

tieu.

Jamers M.Comer, Quan tri ban hang, NXB Tp. HO Chi Minh, 2002



Nhdn vién ban hang thwc hién chinh xdc cdc cong viéc

ma Giam doc ban hang dé ra.

Hanh vi 1anh dao truc tiép pht hop véi giai doan ban hang kho
khan va khong thuan loi, luc lugng ban hang can sy lanh dao cao dé
xac dinh rd muc ti€u, cac cong viéc, cach thirc phai thuc hién dé dat

muc tiéu de ra.

0 Lanh dao bang cdch hé tro: din chii, cé sw tham gia
dong gdp y kién giita nhdn vién va nha lanh dao. Hanh
vi linh dao nay chi trong dén viéc lam hai long cdc
nhén vién dwéi quyén, kich thich nhén vién hop tic va
hé tro lin nhau hoan tit cong vigc. Nha linh dao thién
vé tinh cdm va cé ging xdy dung moi quan hé.

1 Ldnh dao theo thanh tich co dinh hwong: nha linh dao
dwa ra cdc muc tiéu cao va tao ra niém tin cao cho cdc
nhan vién rang ho sé dat dwoc cdc muc tiéu dé. Cu thé
la Gidm déc bdn hang dé ra muc tiéu cao, thio lugn véi
nhén vién bdan hang cu thé va thuyét phuc ho tin ring
ho sé dat duoc.

2 Lanh dgo cé tham dw: Gidm déc ban hang va nhén
vién bdan hang tham gia thdo ludn, dwa ra quyét dinh
muc tiéu. Hanh vi lanh dao nay tao dwoc sw lién doi,

cam két cao cuia ca nhom dé dat dwoc muc tiéu dé ra.
K§¥ néng giao tiep:

Giam doc ban hang c6 nhiéu moéi lién h¢ vo1 nguot khac, trong ndi
bo cong ty (lanh dao cac phong ban, Tong Giam doc, cdc nhan vién

ban hang) cling nhu bén ngoai cong ty (khach hang, dai 1y...). K§
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ning giao tiép 1a rat can thiét dé Giam ddc ban hang thyc hién hiéu

qua cong viéc.
Cdc muc tiéu giao tiép cua nha lanh dao:

0 Thuyét phuc: nham thuyét phuc ngwoi nhan thong bdo.
1 Théng bdo: cung cdp thong tin cho ngwoi nhén.
2 Tinh cim: nha linh dao thé hi¢n cam xiic véi thong tin

dwa ra.
Cdc phwong phdp giao tiép:

Nha lanh dao can hoan thién cac k¥ ning néi va viét hiéu qua
trong cac tinh hudng khac nhau. Piéu nay doi hoi kinh nghiém lam

viéc, su tap luyén, su chuan bi cho nhiéu tinh huéng khac nhau.

Bang 1oi: chit lwong ciia van néi va viét xdc dinh tinh
hiéu qud ciia giao tiép. Véi thoi gian, kinh nghi¢m
trong thoi ky la nhan vién bin hang, Gidm déc bdn
hang quen thudc véi viéc giao tiép néi, viét véi cdc tinh
huong khdc nhau. Mjt diéu can ghi nhé la sw dién dat
nén ré rang, ngdn gon va chinh xdc.

Giao tiép khéng bang 1oi: bao gom cdc civ chi didu bj, sw
biéu 1§ nét mdt... nhitng hanh vi nay ciing chiva dung
théng tin. Nha qudn tri can biét dé hiéu dwoc tim
trang, sw dong y ciia ngwoi khdc trong qud trinh giao
tiép.

Sw ling nghe: ling nghe la mét ky ning nha qudn tri cin
hoan thién dé ning cao hiéu qud trong giao tiép véi luc

lwong ban hang, khdach hang.



Tao dnh hwéng: trong giao tiép, nha lanh dgo cé thé dp

dung cdc chién lwoc sau dé gy anh hwéng:
Su hop 1y: dua ra so liéu, dit kién hd trg.

Su quyét doan: nha quan trj can c6 thai 46 quyét doan va nhimg

quyét dinh kip thoi, hop 1y thong qua hanh vi, 10i néi.
Than mat: thé hién béng tinh cdm, dong vién, tan thuong.
Lién két: huy dong ngudi khéac trong cong ty.

Thoéa thuan giao kéo: dua ra cac quyén lgi néu nhan vién dat

muc tiéu.

Tham quyén cao hon: str dung su ho trg cap cao hon trong cong

ty.

Thudng phat: nha quan tri can dé ra va thuc hién chinh sach

thudéng phat cu thé, hiéu qua.
Nhirng nguyén tic quan trong trong linh dao:

0 Tin twéng vao nhén vién: Pdy la yéu cau quan trong
ddc bigt la trong viéc trao quyén quyét dinh cho cip
duoi

1 Phdt trién tam nhin: Gidm déc ban hang cho thdy vién
anh ciia sw thanh céng c6 y nghia nhw thé nao doi véi
cd nhdn, su nghiép nhdn vién ban hang. Don gidan hon,
ho sé dat dwoc nhitng diéu gi khi ho hoan thanh muc
tiéu dé ra.

2 Binh tinh truwoc cdac kho khan, khuing hoang.
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3 Khuyén khich chdp nhdn riii ro: khuyén khich nhin
vién ban hang sang tao, dwa ra y twong mai.

4 La mét chuyén gia: Gidm doc bdn hang cé kién thirc
chuyén sdu, la ngwoi cung cdp gidi phdp trong cdc tinh
huong khé, khong tiéu chudn, ngodi khi ning gidi
quyét ciia nhan vién bdn hang.

5 Swdon gidn: nguyén tic “KISS” — keep it short and
simple: lam cho sw viéc, vin dé dwoc nhin nhén, gidi

quyét theo cdch don gidn.
PHAN TiCH VA CAC CONG CU PHAN TiCH:

Viéc phan tich c4c dir liéu vé doanh s, chi phi ban hang ctua
cac khu vuc, san pham giip cho Giam doc ban hang danh gia chinh
xac tinh hinh kinh doanh tai nhitng thoi diém khac nhau, xac dinh
dugc cac van dé can quan tam, giai quyét va dua ra dugc cac giai phap
to1 uu.
Phéan tich doanh so:

“Phan tich doanh s6 1a nghién ctu cac dir kién doanh s6 qua
khtr ctia cong ty, véi muc tiéu co ging xac nhan nhitng kiéu mau va

nhitng mbi lién hé c6 ich cho viéc ra quyét dinh quan 1}'/”.3
Doanh s6 dugc chia ra thanh nhitng bd phan cdu thanh nhu sau:

Doanh sé bin hang theo khu viec.
Doanh sé bdn hang theo sin phdm, nganh kinh doanh.
Doanh 56 bin hang theo loai khdch hang.

Doanh sé bdn hang theo nhdn vién bdn hang.

3Jamers M.Comer, Quan tri ban hang, NXB Tp. Hb Chi Minh, 2002



Muc dich cua viéc phan nho la dé nhan ra duoc cac yéu td anh
huéng dén tinh hinh kinh doanh mot cach rd rang, cac van dé anh
hudéng dén viéc ting hay giam doanh s6 thudc khu vuc nao. Dya trén
co s phan tich ndy, Giam ddc ban hang tim bién phéap ting doanh s
ban hang cta khu vuc, san pham, dbi twong khach hang dé gop phan

ting doanh s6 ban hang toan cong ty.
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Bing 4.1: Phan tich doanh s6 ban hang theo khu vue

Cauc tiedu chi c6 badn Khu voic 1 Khu voic 2
Cha | Thoic Cha | Thoic
Tiedu| hiean| % Tieau| hiean| %

I. Bao phuii laénh thoa baun hagng

- Soa coda hiedu hiean cou

- Soé cdla hieéu vieang thaém

- Soa céla hiedu baun nébéic

ll. Hiedn dieédn saiin phaam

Thoong hieau A, SKU 1

Thodng hieau A, SKU 2

Thoodng hieau A, SKU 3

Thééng hieau A

Thoodng hieau B, SKU 4

Thobéng hieau B, SKU 5

Thédéng hiedu B

Thé6ng hieau C, SKU 6

lll. Bagy biedn sain phaam

- Trong bagy 2 s.p moui

- Tham gia C.trinh Trong bagy

IV. Doanh soa/ Doanh thu

- Soa fivsp (thueng, keut, ..)

- Doanh thu (VND)




Phan tich chi phi:

Phén tich cac khoan chi phi gitp Gidm déc ban hang phat hién
ra cac khoan chi phi ting cao, cic khoan chi tiéu khong hiéu qua, cat
giam nhiing chi phi ma khong lam anh hudéng xdu dén doanh sé ban

hang va lgi nhuan.

Phdn tich chi phi don: so sanh cdc logi chi phi ciia nhan

vién ban hang giita cdac khu vwc, thong thuong tinh
theo ty 1¢ % giiva chi phi va doanh sé.

Phdn tich chi phi va lgi nhudn: phan tich sau hon, phurc

tap hon dé cé birc tranh vé lgi nhugn, bao gom:

Chi phi c6 dinh: nhitng khodn chi phi khong déi khi
doanh sé thay doi trong thoi gian ngin.

Chi phi bién doi: nhitng khodn chi phi thay doi theo mirc
d¢ hoat djng, doanh soé thay déi.

Chi phi kiém sodt dwoc: nhitng khodn chi phi dwdi sw diéu
khién truc tiép ciia Gidm doc ban hang, nhan vién bdn
hang, c6 thé dw trit dworc.

Chi phi khéng kiém sodt dwgc: nhitng chi phi Gidm déc
bdn hang khéng diéu khién truc tiép, khong thé duw trix
dwoc.

Chi phi trwc tiép: nhivng khodn chi phi dnh hwéng truc
tiép lén gid thanh mot don vi san pham.

Chi phi gidn tiép: nhitng chi phi lién quan dén qudn Iy, hé

tro kinh doanh sin phim.
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Bdng 4.2: Phan tich chi phi don

Naém 2004 Naém 2005
Khu chiphi | Doanhsd | capw | Doanhss
voic ; (tiedu | 2% | (triedu Laiphe %
fioang o fioang)
KV 1 |Doanh soa 144,000 152,000
Chi phi
Giao tea 1,150 0,8 1,219 0,8
K.madi-Q.cauo 2,780 1,9 2,560 1,7
Ni laii 1,306 0,9 1,368 0,9
Khauc 0,150, 0,1 0,185 0,1
Toang coang 5,38 3,7 5328 3,5
KV 2 |Doanh soa 141,000 153,000
Chi phi
Giao tea 1,690 1,2 2,280 1,5
K.madi-Q.cauo 3,810 2,6 4,560 3,0
Ni laii 1,580 1,1 1,640 1,1
Khauc 0,2200 0,2 0,210 0,1
Toang coang 7,3000 5,2 8,690 5,7




Tiép cdn gid thanh: gid thanh cia sin phim khdc nhau

gira cac khu vuc khdac nhau do chi phi ban hang khac

nhau, phin bé chi phi cé dinh khdc nhau.

Tiép can lai gop: trong cdch tiép can nay, chi tinh dén chi

phi bién doi:

Lai gop = doanh s6 — chi phi bién ddi

Bdng 4.3: Phan tich chi phi — l¢gi nhuan

Pon vi tinh: triéu dong

KHU vOIC TOANG
KV1 KV2 KV3 KV4

Doanh soa 700 759 6460 822 2.929
Giau voan hagng baun 500 495 431 544 1.970
Chi phi baun hagng 59 67| 51 97 274
Ladi goap 147 193 164 181 685
Chi phi coa fidonh 59 60/ 52 66 234
LG&ii nhuaan tréduc thuea 91 133 112 115 451
L&ii nhuaan/ Doanh soa | 13%| 18% 17% 14% 15%
L6ii nhuadn khu véic/loi
nhuan toang 20%| 29%| 25% 25% 100%

Phan tich tai chinh:

Lo1 nhuén trén tai san dang st dung (Return on assets managed

— ROAM):
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Lai gdp Doanh thu rong

ROAM = X —
Doanh thu rong  Tai san sir dung

ROAM phan anh murc 191 nhuan tao ra tir gia tri tai san su

dung.

ROAM khéng khuyén khich viéc ting doanh s6. Néu ting

doanh s6 ma dan dén ting vén qua mirc s& lam giam chi tiéu ROAM.
Bdng 4.4: Phan tich ROAM

Pon vi tinh: triéu dong

KHU vOIC TOANG
KV1 KV2 KV3 KV4

Doanh soa 706 755 6460 822 2.929
Chi phi biean foai 559 562 482 641 2.244
Ladi goap 147 193 164 181 685
Tagi salin fiang sol duing 528 6200 497 705 2,350
Toan kho 223 246 211 270 950
Tagi khoaln phadi thu 900 136 83 175 484
Thieat bo - mauy mouc 215 238 203 260 916
Ladi goap/ Doanh soa 21% | 26% | 25% | 22% | 23%
Vogng quay voan
(Doanhsoa/Tagi sain) 1,34 1122 1130|117 | 1,25
ROAM 28% | 31% | 33% | 26% | 29%




Loi tirc con lai (Residual income — RI)

RI =GM - DSE - (ARC + ICC)
GM: Gross margin (1ai gop)
DSE: Direct selling expense (chi phi ban hang truc tiép)
ARC: Accounts receivable carrying cost (chi phi tai khoan phai thu).
ICC: Inventory carrying cost (chi phi hang héa ton kho)
Bdng 4.5: Phan tich RI

Don vi tinh: triéu déng

KHU VOicC TOANG
KV1 KV2 KV3 KV4
Doanh soa 706 755 640 822 2.929
Giau voan hagng baun 500 495 431 544 1.970
Toang ladi goap 206 260 219 278 959
Chi tiedu baun hagng trdic tieap 59 67 51 97| 274
Ladi goap 147 193 164 181 685

Chi phi tagi saiin fiang so0 duing 420 51 40 59 192

Chi phi hagng toan kho

(ICC = 15%) 33 37 32 41 143
TK phadi thu (ARC = 10%) d 14 ¢ 18 49
L6i tuc cogn laii - RI 108 143 124 122 493
Tyd led RI khu véic 21%| 29%| 25% 25% 100%
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DU BAO BAN HANG:

Dy bao ban hang 1a hoat dong udc tinh doanh thu trong tuong
lai khi 1ap ké hoach chuong trinh ban hang, tiép thi cho doanh nghiép.
Dy béo ban hang 1a mot phan quan trong trong viéc 1ap ké hoach va
dong gbp cho hoat dong hi¢u qua cua toan cong ty. Khi thuc hién du
bao ban hang, cac nha quan tri can phai can nhic dén cac yéu td, su
kién c6 anh huong dén nhu cau, sic mua cua khach hang ddi véi san
pham, dich vu cua cong ty. Nang luc thi truong, ning luc ban hang

ctia cong ty 1a hai yéu t6 quan trong trong du bao ban hang.

0 Ning luc thi trwong la doanh sé, khéi liwong hang bdn
wdc tinh cilia mét san pham, dich vu trén thi truong ciia
tit ci déi thii canh tranh trong mét giai doan nhit
dinh.

1 Ndng lwe ban hang ciia cong ty la doanh sé, khéi lwong
cao nhit ma céng ty cé thé dat dwoc trong mot giai
doan nhét dinh. Néing lic ban hang ciia cong ty c6 thé
bi han ché béi ning lwe sin xudt, quy mé kinh
doanh...

2 Duw bao ban hang la hoat dong cong ty danh gia doanh
so, khéi lwong bdn ra thi trwong trong mét giai doan
nhit dinh trong twong lai cho tirng logi sdn phim ciia
céng ty. Dw bdo bdn hang la co sé dé phdt trién han

ngach, ngan sdch bdn hang, lip ké hoach nhan su.
Qua trinh du bao:

Tinh chinh x4c cua viéc du bao ban hang anh hudng 16n dén
viéc hoach dinh, tién hanh va két qua kinh doanh cua cong ty trong

tuong lai. C6 hai qua trinh du bao:
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0 Tir trén xuéng: dw bdo bdn hang dwec thwe hi¢n & mirc
d¢ kinh doanh chung hodc chién lwoc. Sau dé, doanh
sé bdan hang dwoc dw bdo sé dwoc phén chia ra cho
tung khu vuec.

1 Tw dwoilén: nhdn vién ban hang guwi lén duw bdo ban

hang cho tieng sin pham, khu vwe khdc nhau.
Cac phuong phap du bao:

C6 nhiéu phuong phap du bao ban hang ma Giam ddc ban hang

c6 thé ap dung nhu:

Téng hop tir lic lwong bdan hang: gom tip hop cdc dinh
gid, dw bdo cua luc lwong ban hang. Phwong phap nay
phén chia viéc dw bdo ra cho tirng khu vwe dé dé ra
han ngach va kiém sodt. Lwc lwong bdn hang thé hién
cam két véi dw bdo nay vi la dinh gid ciia ho. Tuy
nhién, viéc thiéu kj néing dinh gid ciia luc lwong bdn
hang cé thé anh hwéng dén tinh chinh xdc ciia dw bdo.

Tham khdo ¥ kién ciia chuyén gia: dai di¢n ciia cdc phong
ban (marketing, ban hang, sin xudt...) lgp thanh mt
nhom dé thuwe hign vige thio ludn, ldp ra dw bdo bdn
hang.

Ky vong nguwoi tiéu ding: dat ciu héi truc tiép voi nguwoi
tiéu diing vé ké hoach mua ciia ho trong thoi
gian  sdp tdi.

Theo nguyén nhan: dwa vao phdn tich héi quy huwéng dén
xdc dinh méi quan hé giiva doanh thu va cdc yéu to anh

hwéng dén mirc doanh thu do.

Vidu: S =10.000 X; +2.000 X»...
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S: khéi lugng ban

X1: s6 luong nhan vién ban hang san pham A

Xs: s6 lwong nhan vién ban hang san phim B
Theo thoi gian

Quan tam dén mdi lién hé gilta ban hang va thoi gian. Voi
phuong phap nay, nha quan tri quan tim dén 4 yéu t6 chinh anh hudng

dén doanh s 13: xu hudéng, chu ky san pham, theo mua va bat thuong.
Co 2 k¥ thuat thuong dugc st dung la:

K¥ thuat don so: nha quan tri du dodn muc tang trudng ban hang

(%) cho thoi gian trong tuong lai.
Sn+1 = Sn x d (%)
Sn, Sn+1: Doanh s6 ban hang nam n, n+1
0 % du bao tang trudng

K¥ thuat trung binh dich chuyén:

LSi)

du bao ban hang
0 s6 nam tinh binh quan

Si: ban hang thuc té trong cac nam i, i=1...n



Chi s6 strc mua (BPI): cac chi s6 vé sirc mua cua nguoi ti€u
dung (nhan khau hoc, dac tinh khu vuc, thu nhap cé nhan, khéi lugng

ban 1€ tai cac ctra hang...).

IV. PE RA HAN NGACH VA LAP NGAN SACH:

Han ngach:

Han ngach duogc thé hién nhu mét phﬁn hoac ty 1¢ trong téng $6
chi tiéu ban hang cua cong ty, dugc phan bd cho mot khu vuc, nhom
ban hang, mdt nhan vién ban hang... phai thuc hién trong mét giai

doan.

Han ngach duoc chia thanh 2 nhém: han ngach trén co s& két

qué va han ngach trén co s¢ hanh vi.
Han ngach trén co so ket qua:

0 Luwong bin hang twong déi: mét phan trong tong luwong
bdn hang ciia céng ty dwoc phéin bo cho mot khu vue,
c6 thé dwdi hinh thirc sin lwong hodc doanh sé bdn
hang.

1 Han ngach trén co sé khdch hang: mét phin trong
tong lwong bdan hang ciia cong ty phdi thuwe hién doi voi
modt nhom khdach hang hay mot khdach hang. Nhirng
han ngach nay thwong thé hién muc tiéu ciia doanh
nghiép, ching han ting sé lwong khdch hang véi muc
tiéu tham nhdp thi truwong hay tang lwong ban cho mgt

khach hang voi muc tiéu tang sw tham nhdp thi truong.
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Han ngach vé tai chinh: han ngach dwoc xdc lgp dwa trén

cdc chi tiéu tai chinh.

Loi nhuén: han ngach lap ra cho lgi nhuan sau thué, loi nhuan

trén tai san st dung (ROAM)...

Lai gop: han ngach xac dinh cho téng 1ai gop, nham dam bao
muc do loi nhuan phai dat dugc. Loai han ngach nay giip doanh
nghi¢p tranh tinh trang nhan vién ban hang chi tdp trung ban cac san
pham dé ban ma khong quan tdm dén nhimng san pham tao ra loi nhuan

Cao.

Kiém sodt chi phi: xac dinh cac gioi han vé chi phi cho nhan

vién ban hang (tiép khach, di lai, giai tri...)
Han ngach trén co so hoat dong ban hang:

Han ngach duoc 1ap trén co s& cac hoat dong can thiét dé tao ra
két qua ban hang thudng 13 trong twong lai. Loai han ngach ndy nham

do ludng cong strc, nd luc ciia nhan vién ban hang thuc hién.
Céc han ngach trén co sé hoat dong ban hang thong thuong la:

So lan goi dién thogi, thim viéng khdich hang chao hang.
S0 lwgng thuw chao hang.
So6 lwong cira hang trung bay.

Ty I¢ thanh cong chao hang dwgc tinh nhw sau:
S6 luong ban hang thanh cong/sd luong khach hang tiép can

S6 lugng ban hang thanh cong/sb luong thu chio hang



Luong hang ban dugc/khach hang
Muc dich 12p han ngach:
Giam ddc ban hang 1ap han ngach v6i 3 muc dich chinh:

0 Kiém sodt: Gidm déc bdn hang khong thé sir dung thoi
gian dé quan sadt, kiém sodt cdc hoat dpng hang ngay
ciia nhdn vién bdn hang. Cic han ngach dwoc thiét lgp
16t sé la cdc cong cu kiém sodt, huwéng din lam viéc, tao
cdm hirng cho nhan vién ciia Gidm déc Bdn hang.

1 Khuyén khich: Giim déc Bin hang két hop han ngach
vao cdac chwong trinh thuwong cho nhdn vién ban hang
Ddy la mot cach dong vién tai chinh hiéu qua.

2 Ddnh gid: han ngach dwoc siv dung dé dinh gid thuc

hién cua nhdn vién ban hang.
Pé tao nén chwong trinh han ngach tét:

Céc yéu t6 chinh ma Giam ddc ban hang can luu ¥ khi thiét 1ap

chuong trinh han ngach la:

Thich hop: Gidm déc bdn hang cdn cé sw phén tich, ddnh
gid cdc so liéu két qud kinh doanh khoa hoc, han ngach
can phit hop véi trach nhiém ciia nhén vién bdn hang.

Kha néng thuee thi: han ngach cao véi phin thuéng twong
irng co tac dung khuyén khich manh déi véi nhén vién
bdan hang. Nhung néu han ngach qud xa khd néing cé

thé thuwe hién dwoc, khéng khd thi sé dwa dén
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viéc nhdn vién ban hang khong quan tam hodc gian ldn
trong viéc thuc hién.

0 Dé hiéu: nguyén tic KISS (“giit cho don giin”) la cin
thiét cho vigc thiét lgp han ngach. Cdc han ngach qud
phikc tap khéng cé kha nang 16i cuon déi véi nhén vién
ban hang.

1 Pay di: cdc tiéu chuin hwéng din, kiém sodt, ddnh
gid. Yéu to nay phdin dnh tinh quan trong ciia cdc tiéu
chudn dé ra.

2 C6 sw tham gia ciia nhdn vién bdn hang: cin cé sw
tham gia y kién ciia nhdn vién bdn hang trong viéc thiét
lgp cdc han ngach, diéu nay sé ting mirc dp cam két
ciua ho trong viéc thwc hién, dat dwoc muc tiéu han

ngach.

LAP NGAN SACH:

“Ngan sach ban hang 1a mot ban liét ké cac yéu td chi phi theo

chirc nang co6 lién quan dén ban hang cd nhan & mdt vung lanh tho

hodc vung hoat déng”4

Ngan sach thudng xac dinh han mirc bang tién ma Giam dbc
ban hang, nhan vién ban hang ¢ thé chi phi theo cac muc: tién luong
nhan vién ban hang, tuyén dung, giao té, di lai, khuyén maii va quang

J4

cao...

Jame M.Comer, Quan tri ban hang, NXB Tp. Hb Chi Minh, 2002



Céc phuong phap xay dung ngan sach: hai phuong phap co ban

xay dung ngan sach dugc ap dung la:

Gidm déc bdn hang xdy dung ngén sich dwa vio cdc muc
tiéu dwoc xdc dinh va nguén tién dwoc siv dung dé thuc
hién cdc hoat dpng nham dat dwoc cdc muc tiéu.

Gidm doc ban hang xem xét cdc khodn chi phi ciia nim
trwde, lwong ban dw kién nam sau dé xdy dung ngin

sach.
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Bdng 4.6: Chi phi ban hang

KHOAUN CHI SOATIEAN| _ chipni
(triedu Aoang) Doanh soa
A. LOONG, CHI PHi PKD (" 568 4%
L66ng NVBH 360
Niedn thoaii, fax 96
VPP, khatic 12
Coang tauc phi 60
Khauc 40
B. QUAUNG CAUO & KHUYEAN MAOI @
B1. QUAUNG CAUO 680 5%
QUAUNG CAUO TAIl COUA HAGNG
Baling hieau taii colGa hagng 80
Kea maau trong bagy 100
Poster qualng cauo taii coda hagng 40
QUAUNG CAUO
QUAUNG CAUO - BAUO 150
TVC 100
Game shows 50
PANO NGOA@I TRO®I
CATALOGUE 40
QUAU TAENG KHUYEAN MAOI 40
THAM GIA HOAI CHOI 40
HOAI NGHO KHAUCH HA@NG 40
B2. KHUYEAN MAOI BAUN HA@NG © 800 5%
TOANG CHI PHi = (1) + (2) + (3) 2.048 14%
C. DOANH THU 15.000f 100%




TOM TAT

Mot Giam dbc ban hang chuyén nghiép can phat trién cac ky
nang: lanh dao, phan tich, du bao, dé ra han ngach va lap ngan sach

ban hang.

Lanh dao 1a mdt phan cong viéc ciia Giam ddc ban hang va
Giam déc ban hang can tim hiéu mét s6 hanh vi lanh dao: 1anh dao
truc tiép, lanh dao béng cach hd tro, 1anh dao theo thanh tich c¢6 dinh
hudng, 1anh dao c6 sy tham gia. Mgt k§ nang khac khong kém phén
quan trong ctia ngudi lanh dao 13 k¥ ning giao tiép, s& giup Giam ddc

ban hang thuc hién cong viéc hi€u qua.

D¢ danh gid hi¢u quda, ndng suat ban hang cua cac khu vuc,
nhan vién ban hang khac nhau, Gidm doc ban hang can trang bi ky
nang phan tich: doanh s0, chi phi, tai chinh v61 hai chi s6 quan trong

(ROAM, RI).

Giam dbc ban hang cling thuong xuyén phai thue hién viée du
bao ban hang, tir 46 1ap han ngach va ngan sach ban hang phan b6 cho

tng khu vuc, nhom hay nhan vién ban hang.
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BAI TAP TINH HUONG

Bai tap 1:

B4o c4o ban hang trong 3 thang cho thiy: doanh s6 cac khu vuc
déu tdng ngoai trr 1 khu vuc doanh ) gidm manh. Ban hay thao luan

néu ra nhitng nguyén nhan/ van dé cé thé.
Bai tap 2:

Ban 1a Giam ddc ban hang cho 1 cong ty va ban cé cac dit liéu

sau day:
Pvt: triéu dong/thang
KHU VOIC

KV1 KV2 KV3

Doanh soa 510 525 720

Chi phi biean foai| 388 397 590

Ton kho 300 430 700

No khauch hagng| 650 480 850

Biét rang:

Chi phi ton kho (bdo quan, giam gia...): 3%/ thang
Chi phi tai chinh cho khoan no khach hang (13i suat): 2%/
thang.

Ban hay phan tich, danh gid, dua ra nhan xét vé tinh hinh kinh

doanh gitra cac khu vuc.



Chuong 5:

QUAN LY NANG SUAT

CUA LUC LUONG BAN HANG

Lam thé ndo dé hd tro luc luong ban hang ting hiéu qua ban
hang, ting doanh s v&i ngan sach chi phi hop 1y ludn 1a su quan tdm
cia Giam dbc ban hang. Chuong nay giéi thiéu nhitng cach thirc ting

nang suat ban hang.

MUC TIEU:
Chuong nay nham cung cép cho sinh vién kién thirc vé:

0 Ning sudt bdan hang ciia lwc lwong bdn hang.
1 Cdc phwong phdp néng cao néing suit bdn hang.

2 Thiét ké cdc khu vwe ban hang higu qua.

NHUNG NQI DUNG CHINH:
NANG SUAT CUA LUC LUQNG BAN HANG:

Nang suét cua luc luong ban hang 1a két qua lam viéc cua luc

lwong ban hang ¢ xét dén yéu t6 chi phi cua mot khu vuce nao do.
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Hién nhién 13 Giam dbc ban hang ludn quan tim dén viéc lam
thé ndo dé ting nang suat ban hang trong mot khu vuc ndo d6 ma
khong lam tang chi phi mot cach tuong Gng. Dé lam duoc diéu dé
Giam ddc ban hang thuong phai tim cach dé tra 11 nhiing cau héi sau

day:

Cé nén ting thém sé lwong nhén vién bdin hang dé bao
phii toan khu vwe hay giiv nguyén sé lwong nhéin vién
ban hang va tang hiéu qua cia ho?

Néu giiv nguyén lyc lwong bdn hang dé thi nén phin cong
nhw hién tai hay thay déi trach nhiém ciia ho (thay doi
khdch hang, san phdam phu trdch, cdch tiép cgn khdch
hang...)?

Néu thay déi so lwong nhdn vién trong khu vwe thi phin
cong lai nhw thé nao dé dat dwoc ning sudt bdn hang
cao nhat?

C6 nhiéu cdch dé ting néng suét, ching han nhu:

Qudn Iy thoi gian higu quad dé ting thoi gian tim kiém
khach hang mai.

Phén chia hiéu qud hon né luc danh cho khdch hang dé
ting doanh sé.

Phén chia lai khu vwe bdn hang dé tao thudn lgi cho vigc
phén chia cdc né luc.

H0 tro khdch hang trong khu viee (khdch hang la nha sin
xudt) cdi thign ning lwc kinh doanh, ting lwong bdn ra

thi truong tir do tang lwong mua hang tir cong ty.

Giam dbc ban hang duya trén viéc danh gia, phan tich tinh hinh

khu vuc dé ra quyét dinh 4p dung cach nao trong nhimng cach néu trén



va c6 thé sir dung nhiéu hon mot cach dé tang nang suat ban hang tai

mot thoi diém nhét dinh.
Tang thoi gian hiru ich:

Trong cong viéc hang ngay, nhan vién ban hang ngoai thoi gian
giao tiép tryc tiép v6i khach hang, ho con phai thyc hién nhiéu cong
vi€c khac nhu hop hanh, bao cdo, di lai, cho doi... Néu nhan vién ban
hang quan 1y thdi gian hiéu qua s& c6 thé ting duoc thoi gian giao tiép
tryc tiép véi khach hang. Giam déc Ban hang can nhan ra duoc
nguyén nhan gy lang phi thoi gian, dua ra giai phap dé ting thoi gian
ban hang hitu ich va tang doanh s6 ban hang. Thong thuong thoi gian

bi lang phi 1a do:
Quan ly thong tin, dit liéu kéem:

Nhén vién ban hang st dung qué nhiéu thoi gian trong viéc xtr
Iy cac thong tin vé khach hang, sb liéu bao cao ban hang, quan 1y gidy
td..., nén lam giam thoi gian tiép xuc ban hang truc tiép. Viéc tmg
dung tién bd k¥ thuat v6i cic phan mém ban hang giup cai thién dang

ké trong cac cong viéc quan 1y hanh chinh.

Chao hang khong hiéu qua: thuong viéc chao hang khong hi¢u

qua la do:

0 Sip xép khu vwc tham viéng, chao hang khong higu
qud lam cho nhdn vién bdan hang mdt nhiéu thoi gian di
lgi. Mjt trong nhitng gidi phdp thwong dwoc Gidm déc
ban hang dap dung (cho hang tiéu dung) la phdn chia
khu vie bdn hang theo viing/ mién dia ly cho nhén vién

bdn hang trong tirng ngay trong tudn. Nhin vién bdn
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héang phu trdch sé tham viéng, chao hang cho tit cd cdc
khach hang trong khu vuc vao ngay do.

1 Thoi gian cho doi: viéc cho doi khdch hang cho méi
lin chao, bdn hang la viéc khéng thé tranh khéi ciia
nhdn vién ban hang. Tuy nhién, nhan vién ban hang co
thé giam dwoc thoi gian cho doi, mét trong nhitng cdch
hiéu qua la nén goi dién hen gap va xdc nhdn thoi gian
truwdc cudc hen.

2 Sai khdch hang: mot trong nhiing ling phi la viéc dau
tw thoi gian, cong sicc vao mét khdch hang khéng hé
quan tim, khong cé nhu ciu, khong cé khda ning mua
san pham ciia cong ty. Tuy nhién, day la diéu khé trdnh
d6i véi nhdn vién bdn hang. Dé giam thiéu rii ro, nhéan
vién bdn hang can tim hiéu mét sé théng tin co bin vé

khach hang truwoc khi hen chao hang.

Nhitng théi quen xdu ciia nhdn vién ban hang: thiéu t6 chire, ky
luat trong cong viéc, nhiéu hoat dong du thira... Dé cai

thién, ¢ thé str dung cac bién phap nhu:

Xdc dinh muc tiéu ro rang cho cdc hoat dong.
Duwa ra nhirng cong viéc, hanh dong wu tién.

Tim ra nhitng hanh dpng khong can thiét.

W NN

Dinh ra mot sé bi¢n phdp chudn cho mét sé truwong
hop, vin de.
4 Hoan thién nhitng bién phap do.

Thoi gian hitu ich ctia nhan vién ban hang dugc xac dinh theo

phuong trinh:

ST¢=TW;— (AT + TTy)



Vou:

ST thoi gian ban hang hiru ich trong thoi ky t (bao gdm thoi gian

1ap ké hoach va thoi gian giao tiép truc tiép voi khach hang).
TW: tong sb thoi gian lam viéc trong thoi ky t.

AT  thot gian quan 1y hanh chanh (hop hanh, bao céo...) trong thoi
ky t.

TTe thoi gian di lai can thiét trong thoi ky t.
Thoi gian ban hang hitu ich c6 thé ting 1én theo 3 cach:

Tang thoi gian lam viée, giam thot gian danh cho cé nhan.
Giam thoi gian quan 1y hanh chinh.
Giam thoi gian di lai gitta nhitng khach hang.

Céch thir nhat tang thoi gian lam viéc, giam thoi gian danh cho
c4 nhan thudng dan dén sy mat thing bang trong cudc séng, tao ra cac
véan dé vé tinh than, anh hudng tam 1y va lam giam hiéu qua cong viéc
ctia nhan vién ban hang. Do d6, bién phéap nay it duoc Giam déc ban

hang ap dung.

Céch (2) va (3) thuong 1a nhitng giai phap hi¢u qua thong qua
viéc str dung cac cong cu phan mém ban hang, giam thoi gian cho viéc
quan 1y hanh chanh va viéc 1ap ké hoach tham viéng khach hang t6t
(thong qua phan chia khu vuc ban hang) s& t6i wu hoa thoi gian di lai

cho nhan vién ban hang.

Tao ra nhirng nd luc hi¢u qua hon:
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Ngoai viéc cdi thién thot gian hitu ich, Gidm doc ban hang can
lam viéc v4i nhan vién ban hang dé giap ho phan chia no6 luc ban hang
gitra cac nhém khéch hang, c4 nhan khéach hang dé to61 da hoa doanh s6

ban hang.

Tao ra nhitng no luc tot nhat: st dung cach tiép can bién té cho
cac cudc chao hang, vuot qua s6 nay, no luc khong tao

thém gia tri ban hang.

Xem bang 5.1 ta thay: N& luc tot nhat ddi voi khach hang X: 4
lan chao hang; NGO luc tdt nhat véi khach hang Y: 5 1an chéao hang;

NGO lyc tét nhét véi khach hang Z: 7 1an chao hang.

Trong thuc té, bién phap nay thuong dugc 4p dung cho ting
nhom d6i twong khach hang. Tuy nhién, viéc xac dinh chinh xac nd

luc tot nhat 1a khong don gian va thudng mang tinh cha quan.

Bing 5.1: S6 1an chao hang va Doanh s6 ban hang

S6 14n chao Doanh sb ban hang dat duogc
hang

KH X KHY KHZ
1
2 2.000 4.000
3 2.400 6.000 3.000
4 2.500 7.000 4.000
5 2.500 7.500 4.800
6 2.500 7.500 5.300
7 5.400
8 5.400




Phwong phap phan loai khdch hang theo ABC:

“Tao nhiéu thoi gian va nd luc hon cho nhimg khach hang tét

A, o 5
nhat cua ban”.

Phan nhoém khéch hang theo thtr hang A, B, C dya trén mutc do

dong gop doanh sb ban hang cua khach hang, vi du nhu sau:
15% lugng khach hang tao ra 55% doanh s6 (khach hang A).

20% luong khach hang tiép theo tao ra 30% doanh sb ban hang
(khach hang B).

65% lugng khach hang con lai chi tao ra 15% doanh s6 ban
hang (khach hang C).

Véi viéc phan nhém nay, nhan vién ban hang s& phan bo nhiing
nd luc, thoi gian, cic chuong trinh khuyén mai ban hang, tiép thi. ..
theo mirc d6 wu tién cho cac nhom khach hang véi s6 luong it nhung

tao ra doanh so 1on.

Piém yéu cta bién phap nay 1a xac dinh mac do wu tién, phan
b6 nd luc ban hang dua trén két qua kinh doanh hién tai ma khong

quan tdm dén phat trién nhitng co hoi tiém nang trong tuong lai.
Phwong phdp dau tu:

Céc khach hang duoc phan loai theo doanh s tiém ning va vi

thé ban hang cua cong ty dbi voi khach hang do.

Jamers M.Comer, Quan tri ban hang, NXB Tp. H6 Chi Minh, 2002
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Bing 5.2: Vi thé ban hang ciia cong ty doi véi khach hang

Manh

Yeéu

Tinh hap dan:

Cao: doanh s6 tiém nang

Tinh hap dan:

Cao: doanh s6 tiém nang

Cao |cao, vi thé ban hang ctia | cao, vi thé ban hang yéu
cong ty me;mh Phan b nd lyuc:
Phan b6 no lye: Lén, 1am manh vi thé
Lon ban hang
Doanh Khach hang I&n Khach hang trién vong
sO
tiem , L o . A %
nang Tinh hap dan: ’ Tm’h hap dan: o
Vura: do vi thé ban hang | Thap: doanh s6 tiém
manh. nang thap, vi thé ban
Phan bb nd luc: hang yeu.
Théap | Trung binh: duy tri vi Phan b6 nd lyc :

thé ban hang.

|Khéch hang virng chac |

Thap: giam dan nd lyc.

| Khéach hang yéu |

TANG NANG SUAT THONG QUA PHAN CHIA KHU

VUC:

Phan chia khu vye:

Phan chia khu vuc ban hang 1a phan nhom cac khach hang theo

lanh thd dia 1y, san pham, loai khach hang nhim phan céng nhém

nhan vién ban hang phuc vu mét cach hop 1y, dua ra cadc chuong trinh

ban hang hi¢u qua.




Giam dbc ban hang phan chia khu vyc ban hang nham muc tiéu:

Ddm bdo rang khdch hang nhin dwoc sw quan tém, phuc
vu tot, cdc nhén vién bdn hang thwe hién dii sé lin
thdm viéng bdn hang.

Ddnh gid tiém ning bdn hang ¢ mét khu vwe va nhén vién
bdn hang khai théc co héi phdt trién téi da doanh so 6
khu vwece do.

Kiém sodt chi phi, danh gid, diéu chinh hoat dong ciia
nhdn vién ban hang.

Nhom nhan vién phu trach khu vwc thuce hién cac chwong

trinh, chinh sach ban hang hiéu qua.
Khu vire ban hang s& duoc thay d6i khi:

0 Tdi ciu triic cong ty: khi cé viéc hop nhit, tich cong ty,
dwa ra sin pham, nganh kinh doanh mdi, cit bé sin
phém, thay déi chién lwoc, khich hang thay déi cdch
thive kinh doanh, cdic hoat dpng ciia doi thii canh
tranh...

1 Tiang, giam I6n véi sé lwong khdch hang, khoi lwong
cong viéc trong mot hodc vai khu vwc ban hang.

2 Khi dinh gid cé sw thay déi tiém néng bdn hang trong

cac khu vuc.
Phén chia lai tat ca khu vue:

Phan chia céc khu vyc ban hang dugc thuc hién thong qua 6

budc can ban:

Lwa chon don vi hoach dinh co ban.

95



Ddnh gid lwong bdn hién tai va tiém ndng ciia cong ty.
Phén chia khu vwc theo liwong bdn tiém ning.

Diéu chinh thiét ké.

Ddnh gid nhitng vin dé nhén sw bdn hang.

Hoan tit viéc phéin chia khu vwe bdn hang.
Buwoc 1: Lua chon don vi hoach dinh co ban

Pon vi hoach dinh co ban 13 don vi nho nhat dugc danh gia vé
luong ban hang trong mdt khu vuc: khach hang/loai khach hang, quan,
khu vuc kinh doanh...

Budc 2: Danh gia lugng ban hang hién tai va tiém ning cia cong ty.

Xdc dinh lwong ban hang hién tai thwc hién voi don vi
hoach dinh co bdn.

Xdc dinh lwong bdan hang tiém nding véi don vi hoach dinh
co ban.

Xdac dinh cong viéc thwce hién voi tung don vi hoach dinh

co ban.

Vi du: Bon vi hoach dinh co ban 1a 12 quéan.

Bing 5.3: S6 lwong ban va sb 1an viéng thim

Quan Luong ban Luong ban Sé lan
tiém ning hi¢n tai viéng tham
(1.000 USD) | (1.000 USD) | chao hang
1 430 100 65
2 210 35 45
3 140 35 25
4 310 48 55




Buwéc 3: Phan chia khu vyc ban hang theo luong ban tiém nang.

5 510 125 105
6 330 87 60
7 190 40 30
8 140 25 25
9 270 58 50
10 370 65 50
11 380 82 55
12 460 92 80
Tong 3,740 792 645

khu vire véi tiém niang ban hang tuong dbi ngang nhau.

Bing 5.4: Phan chia theo lwgng ban hang tiém ning

Giam ddc ban hang phan chia cac khu vuc ban hang thanh cac

Don vi tinh: 1.000 USD

KHU VUC A KHU VUC B KHU VUC C
Quan | TIém | Chao [Quéan | TIém | Chao | Quan | TIém | Chao
nang | hang nang | hang nang | hang
1 430 | 65 3 140 | 25 4 | 310 | 55
2 | 210 | 45 5 510 | 105 7 190 | 30
6 330 | 60 8 140 | 25 10 | 370 | 50
9 | 270 | 50 12 | 460 | 80 11 | 380 | 55
Tong | 1240 | 220 | Téng | 1250 | 235 | Tong | 1250 | 190
Tiém niing
/khu vire 33.2% 33.4% 33.4%
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Buéc 4: Diéu chinh thiét ké

Giam ddc ban hang xem xét diéu chinh viéc phan chia khu vuc
theo cac yéu td khac ngoai lwong ban tiém ning nhu: chi phi, khdi

lugng cong viéc...(xem bang 5.5)
Buwdéc 5: Danh gid nhitng van dé nhan su ban hang.
Xem xét dén cac y€u to cia nhan vién ban hang: moi quan hé

san cO voi khach hang, kién thirc cua nhan vién ban hang dép img yéu

cau khach hang, di chuyén.
Budc 6: Hoan tét thiét ké.

Thao ludn véi luc lugng ban hang, xem xét céc yéu td hanh
chinh cudi cung, d¢ trinh lén cép cao hon va trién khai thuc hién.
Thay d6i dwong giéi han khu vure:

Thay d6i dudng phan ranh gidi giita cac khu vuc dé lam thay
d6i luong ban tiém ning, sd lugng khach hang, khdi luong cong viée
giita cac khu vuc. Hodc ciling c6 thé thay d6i mot khu vuc thanh hai,
m¢ thém chi nhanh, dai Iy mdi dé phat trién lugng ban hang cua cong

ty.

Vi du: Giam khu vuc 1, 2 tang khu vuc 3




TANG NANG SUAT THONG QUA KHACH HANG TRONG
KHU VUC:

Giam doc ban hang co thé tang lugng ban hang trong khu vuc
bang cac chuong trinh ting lwong ban hang cho khach hang hién c6 va

tim kiém co hdi ban hang cho cac khach hang trién vong.

Tiang lwong bdn hang cho khdch hang hién cé: hé tro
khdch hang la cdc cong ty sin xudt, cdc dai Iy phan
phoi san phdim cia cong ty trong khu vuwe, cdi thién
nang luc kinh doanh, tang lwgng bdan ra thi truong tir
do tang luwong mua hang tir cong ty.

Khdch hang trién vong: nhitng khdch hang nay sé cé nhu
cdu mua sin phdm trong twong lai hay hi¢n tai, dang
fim kiém thong tin vé san pham, mua tiv doi thi... Luc
lwong bdn hang cé nhiém vu chuyén nhitng khdch

hang trién vong thanh khdch hang.

IV. TUPONG HOA LUC LUQONG BAN HANG:

Doanh nghiép sir dung hé théng may tinh, cdc phan mém quéan
1y ban hang hd tro luc lugng ban hang trong cac hoat dong kinh doanh
nhu: tim kiém, theo ddi khach hang tiém ning, chdm séc khach hang,
xt 1y don hang... Phan mém quan 1y ban hang con 1a coéng cu hd trg
Giam dbc ban hang trong viéc phan tich ban hang, dua ra han ngach,

danh gia luc luong ban hang chuan x4c.
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Lam thé nao dé hd tro lyc luong ban hang ting tinh hiéu qua
ban hang, tang doanh sb véi ngan sach chi phi hop 1y ludn 1a sy quan
tdm cta Giam ddc ban hang. Pé thuc hién diéu nay, Giam dbc ban
hang can tim hiéu nhiing yéu t6 anh huéng dén ning suét cua luc

lwong ban hang va tir 6 tim kiém nhitng co hoi dé gia ting hiéu qua.
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TOM TAT

Tang thot gian hitu ich: tdng thoi gian lam viée, giam thot gian
quan ly hanh chinh hay giam thoi gian di lai gitta nhiing
khach hang.

Tao ra nhitng nd lyc hiéu qua hon: tao ra nhitng nd huc tdt nhat,
phan loai khach hang theo ABC, phuong phap
dau tu.

Tang ning suat théng qua viéc phan chia khu vuc ban hang,
tang ning suat thong qua khach hang trong khu vuc.

Tu dong hoa ban hang véi sy hd tro cla cac chuong trinh, phﬁn

mém quan 1y ban hang.
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BAI TAP

Ban 1a Giam déc ban hang cua cong ty phan phdi xe 6 t6 nhap

khau Sao Mai. S6 liéu ban hang nam 2006 nhu sau:

So lwong | So lwong

STT Nhom khach hang khéch hang | bén (chiéc)

; Gia dinh < 4 nguoi, thu nhap 150 15
500 - 800USD/th

5 Gia dinh < 4 nguoi, thu nhap 100 20
800 - 1000USD/th

3 Gia dinh <4 nguot, 20 20
thu nhap >1000USD/th
Gia dinh > 4 nguoi,

4 Al 7 80 22
thu nhap 600 - 1000USD/th
Gia dinh > 4 nguoi,

5 AT 60 20
thu nhap 1000-1500USD/th
Gia dinh > 4 nguoi,

6 A 40 15
thu nhap >1500USD/th
Doanh nghi€p nho va vira Viét

7 70 20
Nam

8 | Doanh nghiép 16n - Viét Nam 20 8
Doanh nghiép nho va vura -

9 . - 40 10
nudc ngoai
Doanh nghiép 16n - nuée

10 - 5 7
ngoai

11 | Co quan Nha nudc Chinh phu 40 50

http://www.ebook.edu.vn



- Doanh nghiép kinh doanh van 50 190
chuyén hanh khach

13 | Doanh nghiép du lich 30 60

Tong 765 397

Ban hiy 4p dung phuong phap phan nhom khach hang ABC dé ting
ning suét cua lyc luong ban hang.

Ban hiy xdy dung chuong trinh nham ting manh doanh s ban hang
thong qua viéc tdp trung vao nhom khach hang A (doanh sb

cao).
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Chuong 6:
XAY DUNG POI NGU BAN HANG -
TUYEN DUNG VA LUA CHON

Cac ban than mén,

Trong thoi dai ngay nay, con nguoi la chia khoa thanh cong cua
doanh nghiép; tuy nhién dé xdy dung dugc mot doi ngii ban hang
manh vé chat va ca vé luong qua 1a mot van dé vo cung kho khan.
Chuong niy sé& dé cap dén nhitng van dé co ban nhu tuyén dung nhan
su tir nguon nao, cach thirc phong van dé tim dugc nguoi phu hop...
cac ban s& c6 thém mdt sd kinh nghiém cho chinh minh khi xay dung
d6i ngii ban hang tir khau dau tién: tuyén dung va lya chon. Tuy nhién,
cac ban ciing can luu ¥ ndi dung chuong nay s& co lién quan mat thiét
v61 mon hoc quan tri nhan su - do vay, néu c6 diéu kién, cac ban can

tham khao thém dé bai hoc tré nén dé hiéu hon.

MUC TIEU:
Bai ndy s& gitp cho sinh vién nam viing nhiing van dé nhu sau:

0 Cdc nguén tuyén dung.
1 Cdc yéu cau khi tuyén dung.
2 Cdc phwong phdp tuyén dung.

3 Quada trinh lwa chon.
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4 Cic tiéu chuan, phwong phdp dwoc sir dung trong qud

trinh tuyén chon.

NOI DUNG CHINH:
CAC NGUON TUYEN DUNG:

Pé ¢6 duoc lyc luong ban hang dap ung tot nhu ciu cong viée
vé s6 luong va chét lugng thi ngay tir khau tuyén dung ching ta phai
xéac dinh duoc thi truong lao dong noi doanh nghiép can nhén luc co
nhitng ngudn cung cap lao dong nhu thé nao. Sau ddy 13 nhitng noi

cung cép nhan luc cho lyc lugng ban hang:
Cong ty:

Pay 1a ngudn nhan lyc kha dic biét vi ho dang lam tai cong ty
vo1 mot vi tri cong viée khac nhu thu ky, ky su, tha kho... va duoc
chuyén qua b phan ban hang. Ngudn nay c6 loi thé 1a di 1am viéc tai
cong ty nén rat vimg vé chinh sach va san phim cua cong ty; mit
khac, ho cling da dugc danh gia qua cong vi¢c va chung té6 minh kha

phu hop v6i vi tri cong viéc kinh doanh.

Tuy nhién, viéc tuyén dung nhimg ngudi nay cé thé vudng phai
mot s6 kho khin nhu phai tuyén nguoi khac thay thé vi tri ctia ho hay
ngay ban than ho khong ddng tinh véi quyét dinh chuyén sang bo
phan khac; va d6i khi ho ciing c6 thé khong thanh cong ¢ cuong vi
moi1 -nhu vay thi coi nhu sy nghi€p cuia nhitng nguot nay s€ kho khan
hon. Cong ty khi tim nhiing nguon tuyén dung thi can cin nhic k¥

nguodn nay.
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Cic to chire trudong hoc:

Pay ciing 1a mot ngudn kha phong phti néu cong ty cé sy dau tu
va ¢6 chinh sach tuyén dung phu hop. Ngudn nay duoge thiét 1ap dua
trén moi quan hé giira cong ty va cac trudng hoc tai dia phuong. Rat
nhiéu cong ty da tuyén dung sinh vién nim cudi hay cac sinh vién 1am
ngodi gio dé tré thanh nhimg ngudi ban hang thuc thu. Cac cong ty
thudng chon ra nhitng truong hoc ¢6 danh tiéng va mdi quan hé tot dé

1én chuong trinh tuyén dung cu thé.

Hang nam, cic cong ty nhu P&G hay Unilever ciing tuyén cac
Quan tri vién tap su 13 sinh vién dé huan luyén ho trd thanh nhiing dai
dién ban hang trong tuong lai. Tham chi mot s6 cong ty con manh dan
dau tu vao mdt sb sinh vién c6 thanh tich tot trong hoc tap va tu chét

t6t dé tuyén vao luc lwong ban hang cua ho.
Cac nguon tir nén cong nghiép:

Pay 1a dang tuyén dung nhéan su ngay tir nhitng cong ty doi thu,
cong ty kinh doanh c6 tinh chat twong tu hay tir nha cung cép, tir
khéch hang.

Cac cong ty canh tranh va cac cong tv kinh doanh co tinh chat

twong tw (vé cdch thirc phdn phéi hay linh vuc hang héa — dich vu :
Ngudn nay kha dic trung véi tinh chat luan chuyén nhan su tir chinh
nhirng cong ty canh tranh nhau. Diéu nay qua la phirc tap vi nhan sy bi
hap dan bai luong bong hay chinh sach dii ngd cta cong ty d6i thu da
vé dau quan cho ho. Nhitng nguoi ndy s& dem ca kién thuc, kinh
nghiém va khach hang vé dé lam viéc cho cong ty d6i thu —diéu nay
c6 18 s& gdy ra mot s6 van dé khong hay. Nguon tir cac cong ty co hoat

dong twong ty chang han nhu cung linh vire hang tiéu dung nhanh
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(ngudi dai dién kinh doanh cho cong ty sita c6 thé chuyén qua cong ty
nuéc giai khat) hay cung phuong thirc phan phdi (thué nhan vién c6
kinh nghiém trong viéc phat trién hé thong dai 1y) s& giup cong ty tan
dung duoc ning luc s truong cia ho dé gia ting thi phan va loi
nhuan. Tuy nhién, c6 thé gip nhitng khé khin nhu ho ¢ nhitng thoi
quen va céach thic 1am viéc khong that sy phu hgp véi moi truong maéi
va ciing 13 nhiing nguoi it trung thanh. Pay 14 nhiing van dé thuong
gip phai khi tuyén dung nhén sy tir nhitng ngudn ndy nén cong ty can

than trong can nhéc va lya chon cho phu hop.

Nha cung cdp/ khdch hang: Nhitng ngudi nay thuong cé kinh

nghiém nhat dinh va ciing 12 mot ngudn nhan sy khi tuyén dung. Tuy
nhién, can xem xét k§ nhirng cai loi khi tuyén dung nhirg nguoi nay

va nhiing khé khan ma doanh nghiép s€ gap phai.
Cac nguon khac:

Qudng cdo truc tiép: Pay 1a cach thirc kha thong dung dé tim

nhan su. Piéu quan trong 1a cAn xac dinh rd cac yéu ciu tuyén chon
khi dang tai trén cac phuong tién thong tin chi yéu la bao chi. Cach
xay dung nodi dung mot ban dang tuyén trén bao ching ta s& dugc thuc

hanh ngay trong bai nay ¢ phan bai tap.

Cac Trung tam tw van va gioi thiéu viéc lam: Khi can nhan luc

chung ta ciing nén gd ctra nhitng noi ndy. Trung tim thudng c6 ngudn
nhan lyc kha doi dao va co thé giup chung ta nhitng budc so tuyén dé
dd mat cong trong qua trinh im nguoi. Mit khac, Trung tdm ciing c6
thé 16i kéo gitip ta nhitng ngudi giau kinh nghiém (ma ngay nay ngudi

ta thuong quen goi la “san dau ngudi”).
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LUA CHON:

Lua chon nhan su cho luc lvgng ban hang thuong tuan thua quy

trinh nhu sau:

Hinh 6.1: Quy trinh tuyén dung va lwa chon
OUng viean

'

CV vag idn xin vieac |
|

Loaii

v

|
Photing \)gén cau nhaan
Loari
- Laan 1
- Laan 2

I
~ Y
Naunh giau chinh thouc
- Traéc nghieam

v

v

Loaii

- Trung tadm fAaunh giau
- Thoéd vieac

Y

Quyeat fidnh 16ia choin

Ban tom tat va hinh thire xin viéc:

Ban tom tit chtra dung nhiing thong tin nhu muc tiéu lam viéce,
trinh do vin héa va kinh nghiém. Pay 1a budc sang loc dau tién cua
nguoi quan 1y nham chon ra nhitng ngudi c6 kha niang duoc dy phong

van.

Don xin vi¢c cua nguoi du tuyén thuong cung cap nhitng thong
tin co6 lién quan va qua do cling phan nao phan dnh nang lyc cua nguoi

du tuyén.
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Hinh anh ciing kha quan trong, dic biét khi can tuyén nhiing vi

tri cong viéc ¢6 chu trong hinh thic.

Kiém tra sy gi6i thiéu: diéu nay 1a can thiét khi c6 thu gi6i thiéu
cua cong ty trudc do hay thu xac nhan thoi gian lam viéc va nang luc
lam viéc. Cac thu nay mang tinh c& nhan va la thong tin tham khao
quan trong cho nha tuyén dung; tuy nhién ban than nha tuyén dung
cling can kiém tra lai xem cac thong tin c¢6 chinh x4c hay khong dé co

quyét dinh dung dan.
Phéng van:

Piéu ma ching ta nén biét 13 néu lya chon tng vién khong phu
hop sé& gay ra khong it kho khin cho cong ty tir chi phi tuyén dung cho
dén nhimg anh huong khac vé tdm 1y, tinh cam... Do vay, phong van
s& giup chung ta danh gia dung hon nhimmg ngudi dugc lwa chon dé bd
nhiém vao lyc luong ban hang. Phong van thudng cé cic budc nhu so

tuyén va chuyén sau dé tim ra nhan sy tot nhat.
Muc ti€u cua phong van la:

- Danh gia tiéu su, gido duc va kinh nghiém ciia rng
vién.
Tim ra dong co lam viéc va y chi cdu tién trong cong viéc.

Sw cin bang vé tam Iy.

Céc cudc phong van so tuyén va di vao chiéu sau ¢ lan ke tiép

vong hai hay ba déu nham kham pha nim diém quan trong nhu sau:
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0 Su can bang: S6 lan chuyén chd 1am, viéc thay ddi chd &
hay noi hoc hanh, sy quan tdm va s thich duoc duy tri bao lau, su dé

thich nghi va hoa nhap vé van hoa xa hoi.

1 Su can cu: Sy tién bd déu dan trong cong viéc va mirc
lvong; 1am viéc theo 1€ thoi ¢6 san hay thich su sang tao; su cham chut

trong cong viéc va sy chuyén can.

2 Dbong co: Nguoi trng vién c6 dong co ki€m tién, thang tién
nhu thé nao; quan ni¢m vé nghé ban hang, dong co thay do6i noi lam

viéc hay vi tri cong vigc.

3 Tinh kién tri: Cach thirc vuot thir thach trong cong viéc va
cudc séng; viéc duy tri cong tac va hoc tap nhu thé nao; kha nang chiu

dung va giai quyét kho khan.

Kha ning hoa nhap: Ung vién c6 ting tham gia nhiing hoat dong
mang tinh tap thé hay xa hoi hay khong, su than thiét voi dong nghiép

cii, sy thanh cong trong giao tiép, quan hé gia dinh — ban be...
Phéng van cd nhan lan dau (so tuyén):

Qua trinh phong van ca nhan 1a qué trinh giao tiép hai chiéu ma
d6 ngudi tmg vién tim hiéu vé cong ty ciing nhu nhitng doi hoi cua
cong viéc; mat khac nha tuyén dung ciing s& tim hiéu va danh gia vé
ning luc cua Gmg vién. Tai 1an phong van dau tién ndy, nha tuyén dung
s& chu trong vé hinh thire, k§ ning giao tiép va tmg xir ctia ing vién.
Thém vao d6, nha tuyén dung s& co nhiing cach thirc phong van dé
danh gia ning luc, chuyén mon, kinh nghiém dé xem xét nhiing tng

vién phu hop véi vi tri tuyén dung.
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Céc cong ty thuong dwa ra mot sd tiéu chuan dé loai bo tng

vién nhu:

Ung vién it chii y dén cong ty hay cong viéc (khong dit
cdu hoi vé cong ty, khong héi vé cong viéc).

Ung vién dén tré, it chii y dén dn mdc, ding diéu, tic
phong.

Quan hé va g xiv chwa tét thé hi¢n qua ky ning giao
tiép.

Co sw gidu diém hay noi sai sw thdt.

Viéc phong van ca nhan rat quan trong khi lya chon nhan vién
ban hang vi qua lan phong vén so tuyén nady, chung ta s& chon loc
duoc nhirg ¢4 nhan c6 kha ning giao tiép tt, ngoai hinh phu hop va

chirng té dugc su yéu thich cong viéc.
Mot s6 cau hoi thuong gip khi phong van cé nhan 1an dau 1a:

Diéu gi lam ban tin tuéng ring ban cé thé ban hang? Ciu
héi nay dwoc dia ra nham xem xét mivc d yéu thich va
kha nang thuc hién cong viéc ban hang.

Tai sao ban muoén lam viéc cho cong ty nay? Ciu héi nay
nhiam ddinh gid sw quan tim ciia ng vién va xdc dinh
sw nhiét tinh cua wng vién.

Ban co kinh nghiém gi trong viéc ban hang? Cau hoi nay
nham kiém tra khd nang kinh doanh va kinh nghi¢m
thuwe té cé phu hop thét sw hay khéng.

Ban thich lam gi trong 5 nim t6i? Cau héi nay nham xdc
dinh wng vién da hinh thanh nhitng muc dich gi trong

cudc song va cong viéc.
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Ban c6 ké hoach nhw thé nao dé dat muc dich? Véi ciu
héi ké tiép nay chiing ta sé biét cich hoach dinh chién
lwoc, lén ké hoach va sw teng phé ciia iing vién.

Ban co kho khan gi khi lam viéc ¢ noi cii?

Ngoai ra con c6 mot sd cau hoi mang tinh chat c4 nhan nhu hoi
vé viéc hoc tap, cac thanh tich trong qua khir va nhiing diéu quan tdm
hién tai. TAt ca nhiing diéu nay dugc thuc hién trong lan phong van
dau tién nham chon ra nhitng nguoi tiém niang nhat cho dot phong van

ké tiép.

Mot sb cong ty khong dung cach phong vén truc tiép qua giao
tiép, ho ap dung cach phong van theo kiéu thi cir. Cac tng vién duoc
moi du so tuyén sé cung lam bai tric nghiém kién thtc tong quat (theo
kiéu kiém tra 1Q) trong mot khoang thoi gian nhat dinh. Nha tuyén
dung s& cin cur trén két qua dé Iya chon nhimng ngudi vao vong ké tiép.
Tuy nhién, cach phong van ndy s& triét tiéu sy sang tao va kha ning

ching t6 ban than ctia nhitng ngudi ban hang c6 kinh nghiém.
Phong van di vao chiéu sdau:

Cudc phong van nay thuong dugc thyc hién tai cong ty hodc noi
lam viéc chinh thirc. Nguoi phong van 1an nay thudng 1a nguoi quan
Iy truc tiép trong twong lai ctia tng vién. Mirc do phong van sé& chuyén
sau hon, tng vién can chung to vé ning luc ca nhan, cac cam két va
muc dich, kha ning hoi nhap, thich tmg va k¥ ning giao tiép, xu ly

tinh hudng.

Trong cudc phong van nay, ing vién ludon dugc tao su thodi mai

dé thé hién minh. Nha tuyén dung s& khuyén khich tmg vién tim hiéu
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vé cong ty, san pham va giup cho Gng vién tap trung tra 10i ciing nhu

dat cau hoi.

Mot sb cong ty str dung tinh hubng dé kiém tra Gng vién (tinh
hudng ban san pham thuc t&) hay dé cho cac tmg vién cung tham gia
dong gop ¥ kién cho mot van dé nao dé lién quan dén hoat dong kinh
doanh... qua cach mg xir va dua ra giai phap cta Gng vién, nha tuyén

dung s& chon ngudi phu hop nhét.
Mot s6 cau hoi thudng gip nhu sau:

Ban c6 nhitng diém manh va diém yéu nao?

Theo ban, dé kinh doanh mdt hang nay ciia cong ty mot
cdch higu qud nhdt ban chudn bi nhiing gi?

Nhiing kinh nghiém lién quan dén cong vigc sip t6i?

Tai sao ban lai roi bo cong ty cii?

Ban muén biét diéu gi vé cong ty chiing t6i?

Cho biét nhiing lin ban hang thanh céng hay nhiing thit
bai cua ban trong qua khu?

Ban thwong xw ly phan nan cua khdach hang theo cach
nao?

Mo woc thdt sw ciia ban trong cudc song va cong viéc?

Ngoai ra con nhitng cau hoi doi khi nghe c6 vé khong lién quan
nhung ky thuc nha tuyén dung mudn hiéu rd thém vé pham chat, nang

luc ca nhan va cach thirc tng xur cua rng vién.
Mot s6 cdch thurc phong van:
0 Tao ra mgt chut cang thang: nguwoi phong vin co y tao

ra nhitng bét dong hay phdn bdc dé xem xét phdn iing
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cua wng vién. Viéc nay giup chung ta danh gia kha
nang wng xw va xw ly kho khan ciing nhw thdi do cua
ung vién khi bi phé binh, choc gian.

T6 ra hitng ho, thidu nhiét tinh: ngwoi phong vin cé
finh c6 thdi dé nay dé tham do phdn teng ciia ting vién
ciing nhw xem xét thién chi ciia teng vién doi véi cong
viéc va cong ty.

Tao ra nhitng khodng ngirng hay khodng trong im
ling: diéu nay sé gay cho ieng vién sw béi réi néu ho la
nhitng nguwoi thiéu kinh nghigm khi giao tiép. Nhitng
dot chuong dién thoai hay nhirng cong viéc khong lién
quan lam gidn doan cudc phéng vin nham xem xét thdi
do cua wng vién va mirc do tdp trung cua nguwoi nay khi
tiép tuc néi chuyén.

St dung nhitng ciu héi: ngwoi phéng vin cé thé ding
nhitng cdu héi mé nham xem xét quan diém va nhitng
diéu dwoc ikng vién coi trong. Nhitng cdu héi dao siu
giup wng vién chung to dwgc nang luc. Nhitng cdau hoi
c6 vin dé nham kiém tra thdi dé, kinh nghiém va khd
nang wng xu.

Chuyén qua nhitng ngi dung khdc: nhiéu nha tuyén
dung khong di vao trong tdim hay cé tinh di xa vin dé
dé irng vién khong thé chudn bi trudc; qua do, ho hiéu
ieng vién nhiéu hon vé tinh cdch, khd néing déi phé véi

tinh huéng hay mirc d¢ hoa nhip.

Panh gia sau khi phong van:



Sau khi dit nhitng cau hoi phong van, nha tuyén dung thudng

ghi chi lai nhitng thong tin quan trong. Sau day 1a nhiing thong tin can

ghi lai dé tién cho viéc lya chon:

N S v AW NN

8
9

Cir chi va thai dj cua wng vién.

An twong ban diu.

Sw tw tin, sw doc lap.

Khda nang lanh dao, kha nang lam viéc nhom.

Kinh nghiém phu hop 6 mirc dp nao.

Thanh tich noi bt.

C6 mdt manh va mdt yéu nao.

C6 kha ning Ién ké hoach va dé ra chién lwoc hay
khong.

C6 kha ning phat trién trong nghé nghiép nhw thé nao.

Co hoai bao va y chi vwon lén ra sao.

10 Sw viing vang, chin chdn.

11 Su trung thwc va mrc do tin cqdy.

12 Cam két véi cong viéc va cong ty.

Quyét dinh lwa chon:

Giai doan nay cong ty thudng c6 cac cach thire cu thé nhu: lwa

chon nhitng irng vién no61 bat nhat voi s6 luong theo ding du kién;

hodc Iya chon nhi€éu hon mét chit va dua di dao tao ngan han va gan

loc lai 1an nita. Trong truong hop nhitng nguodi duoc lua chon lugt dau

tién c6 mot soO khong phu hop véi yéu cau cia cong vige thi khong

nhat thiét t6 chuc tuyén dung nira ma s€ moi nhiing img vién c6 kha

nang trong cac dot phong van lan trude dé thay thé.
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Quyét dinh lya chon rat quan trong do d6 cong ty can dé ra
nhiing tiéu chuan lya chon cu thé va chinh sach hop 1y nhét cho nhiing

nguoi duogc tuyén dyng.

TOM TAT

Xay dyung d6i ngii ban hang 1a yéu ciu quan trong cta cong ty
khi tién hanh hoat dong kinh doanh. Viéc xac dinh cach thirc tuyén
dung va lya chon, céc tién trinh co ban di duoc trinh bay cu thé trong

bai nay. Cac van dé co ban ma sinh vién can ghi nhé do la:

Nhan su cho lyc luong ban hang duoc tuyén dung tir nhiéu
nguén nhu: cong ty, nén cong nghiép, trudng hoc, thong
qua quang cdo, trung tdm gidi thiéu viéc lam...

Phong van thudng bao gdm cac budc 1a phong van so tuyén va
phong van chuyén sdu. Muc dich chung 13 tim ra tng
vién phu hop vé nang luc, gido duc, kha nang lam viéc,
dong co va muc do hoa nhap.

Mot s6 nghé thuat phong van co ban thuong duoc ap dung nhu
tao ra mot chut cang théng, td ra hitng ho, thiéu nhiét
tinh, tao nhiing khoang tréng, dat nhitng cau hoi...
dé nham tim ra Gmg vién co thai do va kha nang phu hop
nhit.

Panh gia sau khi phong van thuong duoc ghi chép lai kha day
du dé viéc lya chon chinh thtrc duoc hiéu qua hon.

Lua chon chinh thire 18 mot khau quan trong can cur vao céc tiéu

chuan va muc tiéu da dugc xac dinh.
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BAI TAP

Thiét 1ap bang tiéu chuan va cac thong tin mo ta dinh kém cho nhimng
cong viéc sau day:
—bai dién kinh doanh phat trién dai 1y cia mdt cong ty vat liéu

xay dung.

—Nhan vién kinh doanh m§ pham.

Phong van chuyén sau giup nha tuyén dung tim hiéu dugc diéu gi noi
ung vién?

Mo ta mot cudc phong van ma ban da ting tham gia (v6i tu cach nha

tuyén dung hay ung vién).
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Chuong 7:

THU'C HIEN

CHUONG TRINH HUAN LUYEN

Cac ban than mén,

Trong qué trinh xay dung doi ngii ban hang, huan luyén 13 cong
tac hét sirc can thiét. Tuy nhién, dé huan luyén sao cho hiéu qua nhat
la diéu khong don gian. Chuong nay gidi thidu nhimng van dé quan
trong clia cong tac huan luyén nham giup cho nha quan tri ¢6 cai nhin

ding dan nhat vé cong tac nay.

MUC TIEU:

Sau khi nghién ctru xong bai nay, nguoi hoc s€ nam virng nhiing

van dé co ban nhu sau:

0 Yéu cdu ciia hudn luyén bdn hang.
1 Cdc buéc co bin trong tién trinh hudn luyén bdn hang.
2 Thuec hign va trién khai mét chwong trinh huén luyén

bdn hang cu thé.

NOI DUNG CHINH:
YEU CAU HUAN LUYEN:
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Yéu cau huan luyén s€ tuy thudc vao muc ti€u cia cong ty nhung
nhin chung thi yéu cdu cta cong tac huan luyén thuong hudng dén luc

lwong ban hang hién c6 va doi ngli mdi tuyén dung.
Poi voi lwe lwong ban hang hién tai:
Nhu cau huin luyén dugc xac dinh khi c6 nhiing van dé sau:

0 Cdc doi thii ¢6 phwong phdp kinh doanh mdéi doi héi
phdi huén luyén kj néing ikng phé.

1 Cac nhan vién lam dwgc mot thoi gian co kha nang tri
tré va hinh thanh nhiing théi quen khéng tot.

2 Sw canh tranh gay gt vé thi truwong, sin phiam va
khach hang.

3 Cac ky thudt moi giup nhan vién lam viéc hiéu qud
hon.

4 Cong ty c6 chinh sich hodc sdn phim mdi doi héi nhin
vién phdi ndim bt kip thoi.

P6i v6i nhan vién ban hang méi:

Nhitng nhan vién ban hang méi duoc tuyén dung néu duoc huin
luyén dﬁy du thi hi¢u qua lam viéc s€ cao hon. Muc tiéu chinh cua
viéc dao tao nhan vién ban hang méi 13: ting cuong kién thirc va kinh
nghiém vé kinh doanh, vé cong ty va san pham; gitip nhan vién hoi

nhap va phat trién kha ning trong méi trudng mai.

Nhan vién ban hang méi thuong dugce yéu cau huan luyén theo

cac cach thtrc nhu sau:

Cdach chim hodc noi: Nhdn vién dwogc giao khu vuc bdn

héang va nha quan tri ban hang hay ngwoi hudn luyén
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thiee té sé chiu trdach nhiém hudn luyén nhan vién nay.
Sau mét khodng thoi gian ngdn, nhiing ngwoi viva mdi
dwoc tuyén dung va hudn luyén nay sé truc tiép giao
dich voi khdach hang, nha quadn tri sé giam sat qud trinh

nay va dwa ra nhitng danh gid cuoi cing.
Hinh 7.1: Cac kiéu chwong trinh

Chim hay noai

Loaii ra
A
Nhaan viean Giao khu voic Gi6d
baln hagng vag huaan luyean —— coang vieac
< ] » Thaam fAonh|— ... .
moul khoang chinh thouc AOOIC giao
Choéng trinh thieat kea
Nhaan viean Chddng trinh Giao khu vdic vag
baun hagng > huaan luyean > Thadm fAionh =>{huaan luyeén khoang
moui chinh théuc ~lr chinh théuc
Loaii ra
Toang hoéip
Loaii ra
Nhaén vieén T U lovo
. uaan luyeén
bau;gsiﬁng > Giao khu véic[~>| Thaam fAonh[=>| chinh thouc

¥
Loaiira |Thaén1ﬁbnh

Huaan luyean
chinh théuc
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0 Cdc chwong trinh thiét ké: Nhin vién ban hang mdi sé
dwoc hudn luyén theo mot chwong trinh thiét ké kha ky
cang mang tinh tiéu chuin. Chwong trinh nay sé cung
cdp nhitng ky niang bdn hang can thiét, thong tin vé
cong ty, khdach hang va sin pham.

1 Chwong trinh tong hop: Puwec thuwe hién theo cdch thirc
cho nhdn vién mdi thuc tdp lam viéc trong khodng thoi
gian ngin cé sw gidm sdt va hudn luyén ciia ngwoi phu
trdch truc tidp, sau khi dwoc ddnh gid vé nang lwc va
thdi dp, néu dat ngwoi nhin vién méi nay sé dwoc giri
di dao tgo theo chwong trinh dwoc thiét ké theo tiéu

chudn va thoi gian phit hop.

THU'C HIEN MOT CHUONG TRINH PAO TAO BAN HANG:

Tién trinh huan luyén cho nhan vién ban hang bao gom cac

budc sau:
Danh gia nhu cau:

Panh gia nhu cau 1a mot qué trinh trong d6 cong ty tim hiéu nhu
cau cta khach hang dé tir 46 danh gia diém manh diém yéu cua doi
ngil va dé ra muc tiéu chuong trinh huin luyén mét cach thich hop.

Thong thuong nhu cau ddo tao s& phat sinh do cac van dé sau:

Sw thay déi trong chién lwoc phéi hop, sw ra doi ciia sin

phdam moi, chinh sach moi.
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Cic vin dé vé luc lwong bin hang: khd néing ddp iing
khdch hang, diém manh, diém yéu ciia lic lwong bdin
hang, sw thiéu hiéu qud trong kinh doanh, cdic vin dé
cdn cdi to vé tinh thin va cdach thirc lam viéc...

Huén luyén cho luc lwong méi dwoc tuyén dung vé ky

nang, vé san pham...

Vi du: Vao nam 2003 Cong ty S — Telecom (Nhan hiéu S — Fone) da
tuyén dung rat nhiéu nhan vién ban hang mdi khi tung hang
loat san pham dich vu mdi ra thi truong, va do d6 cong ty da
thue hién mot chuong trinh dao tao vé ky ning ban hang vo

cung chat ché€ cho lyc lugng ban hang mai.
Cac muc tiéu cia chuwong trinh:

Chuong trinh huan luyén thudong c6 nhitng muc tiéu chinh nhur

sau:

Tang cwong kién thire: diéu nay sé gitip cho nhan vién ddp
ieng nhu cdu ciia khdch hang tét hon.

Naéng cao ning sudt: nhén vién sé dwoc cung cdp cdc cdch
thikc lam viéc hiéu qud hon nhw ky néing lip ké hoach,
qudan ly thoi gian....

Niéng cao tinh than lam vigc: Thé hi¢n qua sw hai long véi
cong vige, moi trwong va y chi ciu tién. Viéc huin
luyén giup cho nhén vién hiéu dwoc mirc dé quan tim
ciia cong ty doi véi ho va gitip nhdn vién tin twong gin
bo voi cong ty hon.

Cai thién quan hé voi khdach hang: Cdc chwong trinh

hudn luyén luén nhiam dén vigc dap irng khdch hang
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ngdy mét tot hon va khai théc tét nhitng moi quan hé

nay dé phuc vu cho lgi ich cua ca hai bén.

Vi du: Nam 2007, cong ty c6 phan Son Kim di t6 chirc khod hoc k§y
ning giao tiép, k¥ ning chim soéc khach hang cho toan bo

nhan vién ban hang tai cac cira hang WOW, Joocky.
Danh gia nguon:
Danh gia ngudn bao gom cac cong viéc cu thé nhu sau:

Xéc dinh nguoi tién hanh huan luyén: Chuong trinh huan luyén
s€ do nguoi trong cong ty ddm trach hay thué bén ngoai? hay sur dung

cach thirc két hop?

Nha huin luyén trong cong ty: 1a nhitng nha quan tri ban hang
hay nhiing nhan vién giau kinh nghiém va nhiing nguoi thude bd phan
dao tao. Tuy nhién can luu ¥ 14 khong phai ai cling c6 kha ning truyén

dat.

Vi du: Cong ty my pham Avon tai thi truong Viét Nam hay céc cong
ty bao hiém nhu AIA thuong sit dung nha huan luyén trong
cong ty thuoc bo phan dao tao hoac nha quan tri ban hang cé

ky nang giang day.

Nha huin luyén bén ngoai: thuong 13 cac cong ty chuyén vé dao
tao s& cung cip cac chuong trinh theo yéu cau tir phia cong ty, ngudi
huan luyén thuong 14 nhitng nguoi gidu kinh nghiém va c6 kha niang
truyén dat tot; tuy nhién can luu ¥ 1a d6i khi chung ta s& moi nhitng

nha huén luyén c6 chat lugng khong phu hop véi yéu cau.
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Vi du: Training House Vietnam la mot cong ty dao tao chuyén nghiép
chuyén cung cip dich vu dao tao cho cic nhan vién thudc luc
luong kinh doanh cua cic cong ty nhu Pong Tam, Vinagem,
Sacombank... va da thiét lap trang web
www.traininghousevn.com tu van vé dao tao cho cic doanh

nghiép c6 nhu cau.
—Xéc dinh dia diém huan luyén

Huén luyén tai dia diém nao 1a phu hop? Ngay tai try s cong ty
hodc tai noi khac. Viéc chon dia diém cling phﬁn nao anh hudéng dén
tinh than hoc tp cua nhan vién. Ngdy nay cac cong ty thuong chon
dia diém huén luyén 13 nhitng khach san 16n ngay khu vuc trung tdm
c6 phong hoc dugc trang bi kha hién dai va dich vu rat chuyén nghiép
hodc tham chi viéc huin luyén co thé dién ra mot cach sinh dong tai

cac khu du lich.

Huin luyén mang tinh tip trung: chi dugc thyuc hién khi kién thirc

vé k¥ thuat 1a yéu cau quan trong, nhan vién cé trinh do kha tuong
dong. Cach huan luyén nay doi hoi khoan chi phi kha cao va sy tinh

toan hop 1y vé thoi gian cling nhu bé tri cong viéc.

Huin luyén phan tan: 4p dung ngay trén cong viéc c6 ngudi
hudng dan hay cir nhan vién di hoc cac chuong trinh phu hop. Cach

huén luyén nay tiét kiém duoc chi phi nhung lai khé do luong két qua.
—Xéc dinh thoi gian huan luyén:

0 Nha quén tri phdi xdc dinh nhu cau dao tgo & cdc vi tri
khdc nhau va cdc khu vwe khdc nhau d@é lya chon thoi

gian huén luyén cho phit hop, ching han Triump
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Vietnam thwong té chivc huin luyén hang nam cho cdc
nhén vién bdn hang truc tiép vé kj ning bdn hang va
cdac mat hang maoi, chinh sach maoi voi thoi gian khodng

4 budi.
—Xac dinh chi phi:

Khoan chi phi dao tao 1 khd dang ké do vy cong ty phai can

nhéic va c6 ké hoach cu thé hang nam cho hoat dong nay.
Noi dung chwong trinh:

Noi dung ctia chuong trinh hudn luyén thuong cé hai mang

chinh: cung cap kién thirc va k¥ ning.

0 — Vé kién thirc: Bao gom kién thirc vé cong ty (lich sie
céng ty, cdc chinh sdach, co céu to chirc, chinh sdch bdn
hang...); kién thirc san phiam (cdc ddic trung, tinh chit,
wu nhwoc diém...); kién thivc vé khdach hang (khdch
hang c6 théi quen, nhu cau nhw thé nao? dic trung vé
vin héa...) va kién thivc vé thi truong (thong tin vé doi
thii canh tranh, cic xu hwéng kinh té, chinh tri tai thi
truong).

1 —Vé ky ning: ky ning bdn hang, ky ning qudn Iy thoi
gian va khu vwe, kj ning giao tiép hiéu qud (nghe, ndi,
doc, viét), ky ning lgp va trién khai ké hoach hanh

dong nham dat muc tiéu vé doanh sé.
Thue hién chwong trinh:

Céc chuong trinh huén luyén thuong dugc 1én ké hoach kha ky

cang : trudc khi bat dau hoc vién thuong dugc phat tai liéu, lich trinh,

126



cac chi dan dé chuan bi. Trong qua trinh huin luyén luén ¢ cic cong
cu hd tro di kém va cac hoat dong du phong dé viéc huan luyén duoc
trién khai that chu déo. Viéc thuc hién chuong trinh doi héi cac cach
thirc nhu huén luyén tai cho, huén luyén tai hién truong, huén luyén
bang vi tinh va tu nghién ctru, huin luyén tai 16p hoc (co bai giang,
thao ludn tinh hudng, dong kich va céc tro choi tng dung) duoc ap

dung cho ca nhéan vién ban hang cli va mai.
Danh gia chwong trinh:
Cé ba y€u t6 co ban:

Thiét ldp méi quan hé giva muc tiéu chwong trinh va cdc
tiéu chuan danh gia.
Xdc dinh ro cdc tiéu chudn dwoc dap dung.

Té chive xir Iy két qua ddnh gid.

Qua viéc dao tao, cong ty phai ching minh duogc hi¢u qua lam
viéc ctia nhan vién duoc cai thién cu thé nhu sb luong don hang tang
1én, quan hé khach hang mé rong, s ngudi biét dén san pham méi cua
cong ty gia tang, khong khi 1am viéc duoc cai thién, tinh than nhan

vién tot hon, cach thirc Iam viéc chuyén nghiép hon...
Cac ti€u chuan cu thé nhu:

Mikrc dp hoan thanh cong viéc cua hoc vién.
Cac danh gia cua hoc vién doi voi chwong trinh hudn
luyén.

Cac chi phi.
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Xt 1y két qua danh gia dé tim ra cach thirc huan luyén hiéu qua
nhat va két qua thuc sy ctia chuwong trinh ddo tao ciing nhu du kién ké

hoach dao tao trong tuong lai.

CHUONG TRINH HUAN LUYEN KY NANG BAN HANG:

Dé thiét ké ndi dung chuong trinh ky ndng ban hang can nam
viing nhitng van dé€ co ban vé hanh vi mua hang cua khach hang cong

nghi¢p, khach hang thuong mai va ti€u dung.

Khdch hang céng nghi¢p: mua san pham/ dich vu dé tao diéu
kién thuan loi cho viéc san xudt cac san phém/ dich vu khac hoic dé

trg thanh mgt bd phan ctia mot sdn pham cuoi cung (James M.Comer)
Cdc nhiém vu mua hang:

0 Nhiém vu mai.
1 Mua lai co sira doi.

2 Mua lgi trec tiép.
Qua trinh mua:

Nhin thirc vin dé, gidi phdp tong quit.

Xdc dinh va mé ta dic tinh, so lwong cdn thiét.
Diéu tra cdc nguon cé thé.

Thu thip va phén tich cdc dé nghi.

Danh gia va chon lya.

Phén héi, ddnh gid.

B N W NN

Dong co mua hang
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Gida cd.

Dich vu va phu ting hé tro ky thudt.
Chit lirong.

Cung cdp do tin cay.

Nguwoi mua thwong mai: mua hang héa tir cac nha san xuét hoic
tir nhitng nha phan phdi khac va ban lai cho hang loat khach hang bao

gom ca nguoi tiéu dung cudi cung, cac doanh nghi¢p khac.

Nhiém vu mua hang: anh hudéng cia mot nguodi, phong ban to1
quyét dinh mua hang yéu hon nguoi tiéu dung cong
nghiép.

Qua trinh mua hang:

0 Nhin thirc vin dé.

1 Xem xeét.

2 Ddnh gid cdc san pham khdc nhau.

3 Quyét dinh mua.

4 Sau khi mua: tiéu diing va dinh gid quyét dinh.

Dong co mua hang:

0 Gid bdn sdn pham cing loai trén thi truwong.
1 Du trit sdn pham.
2 Cdch sir dung lin dau.

3 Phdn irng ciia khdch hang déi véi san phim.

IV. TIEN TRINH BAN HANG CAN BAN:

Bao gom séau budc:
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1. Tham do khdch hang.

2. Lp ké hoach chao hang.

3. Gidi thiéu va dan chirng sin phim.
4. Thuong luong voi khach hang.

5. Két thiic chao hang.

6. Dich vu sau ban hang.

Buwdc 1: Tham do khach hang

Ti€u chuan khach hang trién vong la:

C6 nhu cdu, mong muén vé sin phim, cé khd ning thanh
todn, cé quyén quyét dinh.
Thudc déi twong khdch hang tim kiém: khu vwc phin

phoi, loai hinh kinh doanh (si, Ié...)

Nhirng ngudn cung cap thong tin vé khach hang trién vong 1a:

Danh muc hwong dén.

Do gioi thiéu boi ngwoi quen, khdach hang.
Trién lam, héi thdo gidi thiéu sin phim.
Ngwoi moi gioi.

Nhitng ngwoi cé anh hwéng trong cong dong.
Cdc co quan xiic tién thwong mai.

Thuw chao hang.

Telemarketing: qua dién thoai.

Nguoi ban hang can c6 k¥ nang xtr 1y thong tin, sap xép thong

tin, danh gia khach hang trién vong va lap danh sach khach hang trién

vong dé tham do, chao hang.

Buéc 2: Lap ké hoach chao hang
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Ké hoach chao hang rit quan trong vi nd gitip cho ngudi ban

hang ting cudng ty tin, quan ly thoi gian tiép xtic hop 1y, ting hiéu

qua cong vi¢c chao hang.

Bing 7.1: Cac thong tin cin thiét dé 1ap ké hoach chao hang

Khach hang la ca nhan

Khach hang 1a té chirc

Tén, tudi

Kién thirc chuyén
mon vé san pham
Nguyén vong, thai do
quyét dinh mua

Céc nhom quan hé
v6i khach hang

Kha nang tai chinh
Nhitng s¢ thich riéng:

dé tao mdi than thién

Loai khach hang: san Xuét, thuong mai,
mua cho t6 chirc

nha nudc. ..

Can cung cip san pham nao?

Khéch hang cua ngudi mua I ai?

Tinh huéng mua hang: méi, 1ap lai thuong
xuyén hay thay di)

Mua tir mot hay nhiéu nha cung cap?

Péi thii cia nguoi ban 13 ai?

Nhitng nguoi lién quan dén quyét dinh
mua hang

Khach hang quan tim dén chinh sich mua
hang nao

Tinh trang tai chinh cua khach hang

Xéc dinh muc ti€u chao hang: Muc ti€u phai cu thé, c6 thé dat

dugc, do luong duogc.
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Bing 7.2: Ké hoach chao hang

Théwei gian Thoéwi gian| Keéat qual fiait
Muic tiedu
doi kiean thoic hiean AOGIC
Nén hagng fiaau N6n hagng cho
15/10 tiedn cho mad | 15/10 100 caui NS100,
NS100 20 caui NS50
17110

Noi dung tiép xtic khach hang: nhiing diém chinh lién quan dén

viéc gi6i thiu, dan chimg, thuong lugng. .. trong tién trinh chao hang:

— Hang méu, cic phwong tién hé tro bdn hang.
— Gid ca.

— Loi ich cho khdch hang khi mua sin phim.
— Tinh ndng, thong sé ky thudt...

— Ké hoach hé tro, hiu mii...

— Gidy chitng nhgn sin pham...

Khi thuc hién cac cudc hen can tuan thu nguyén tac hen ding

nguoi, hen dung gio, hen ding noi.
Co6 mdt s6 cach dé vuot qua trd ngai khi tim ki€ém cudc hen do 1a:

— Vot trén rao chan (over the screen): vo tinh dé cdp dén

mét ngwoi cdp cao trong to chirc.

132



— Ldch qua rao chén (under the screen): lién lac véi khdch
hang muon hen khi khong cé ngwoi cin tré.
— Xuyén qua rdao chdn (through the screen): xem nguwoi

cdn tro nhw la thanh vién trong qua trinh mua hang.
Trong trudng hop thuc hién cudc hen qua dién thoai can chu ¥:

— Ldp ngi dung cudc thoai truoc khi goi.
— Khéng nén qud von vd, cin lich sw nhi nhén trong 16i

re

noi.
— Danh thoi gian can thiét dé khdch hang suy nghi va dit

cdu hoi.
Budéc 3: Gi6i thidu va din chirng san pham
D¢ thuc hién to6t budc nay can :

Taio 4n t6ing toat laan fiaau tieadn: Trang phuic thich hdip, thati fiod toi
tin, gady aan to6ing toat baéng nhédng phong cauch xadé giao trong kinh
doanh moat cauch Id6ch s6i nho cach baét tay hay choin choé ngoai.

Xaay doing moai quan hea tich coic théng qua viéc gidui
thiedu: tedan minh, coadng ty (danh thieap), muic fAich cuoac
vieang thaém, taio baau khoang khi thaan thiean, c6di moéa.

Gibui thiedu saln phaam: Trinh bagy 16ii ich dagnh cho khauch hagng,
chéung minh, nedu cauc cadu holi fied khauch hagng tham gia tich cdic vago
cuoac dam thoai, dap 6ung nhu caau vag mong muoan cua khauch hagng.

L&ii ich cua vieac dadn choéung: Giod AG6Ic sOi chuu yu cula khauch
haeng, taéng soi hiedu bieat cula khauch hagng vea saln phaam, thoang tin

AddiIc 16u gidd ladu hén, taio calim giauc vea quyean sé0 hddu.

133



Noai dung daan choung: Naém nodic khauch hagng quan taam
Aean yeau toa nago: tugy vago muic tiedu mua hagng, cauc fiaéc
trong tiedu biedu Aiem fiean I6ii ich gi cho khauch hagng, traunh fida ra
quau nhieau chi tieat lagm khauch haegng khou taap trung.

Phoong tiean ho tréi baun hagng.

0 — Saiin phaam.

1 — Haong madau, mod hinh.
2 — Calalogues, brochures.
3 — Hinh aiinh minh hoia.
4 — Giady choung nhadn.

5

— Phoong tiedn fiiedin tou: slides, VCD, notebook...
Budc 4: Thweong lwgng véi khach hang
Khi chao hang co thé bi khach hang phan dbi vi:

— Khauch haong choa cou nhu caau.

— Khauch haong chéa hiedu roé 16ii ich saiin phadam.

— Khauch haong iiao cou nhae cung cadp.

— Khauich haong khodng thich saiin phadam.

— Khauch haong caan théei gian suy ngho vea quyedt
fionh mua haong.

— Khauch haong muodn cou theam thodng tin.

— Khauch haong so saunh giau caii voui loii ich cuiia saiin
phadam.

— Khauch haong khodng thich codng ty.

— Khauch haong khodng thich ngooei baun haong.
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Khi gap su phan dbi caa khach hang nguoi ban phai lya chon
chiean 166ic thodng 166ing phu hop. Nhodng giadi phaup
ngd6gi baun co thé thdic hiean fied x60 lyu caluc phaln fioai
cuda khauch hagng trong tiean trinh chago hagng la:

— Xady dding thaui foé tich cdic: tiedp nhadn phaln fioai moat cauch thagnh thaat,

nhieat tinh, khoang tranh cai phud nhaan yu kiean phadn fodi; déung tredn quan Aieam

cuda khauch hagng, doi fioaun nhédng phaln fiodi cou thea.

— Hieau rod badn chaat cula phadn Aoai: laéng nghe ky 16dng toagn

boa phaln fioai cuGa khauch hagng, daunh giau I6@i phadn foai, tim moat

soa fiiedm fied tholia thuaan va cb ging khoang thea hieén séi giaan dé6.
C6 mét s6 phwong phéap thuong luong hiéu qua nhu:

0 — Phii nhén truc tiép mét cich khéo léo: khi khdch
hang dwa ra thong tin sai va ngwoi ban khong co cach
nao khdc. Ngwoi ban can cung cdp thong tin chinh xdc,
ddy dii, va cé chitng cé.

1 — Phii nhin gidn tiép: cong nhin diém ding ciia khdch
hang truwoc, sau do dwa ra chung co chwng minh
nhitng diém chwa hop ly.

2 — Bi trir: thiva nhdn phdn doi vé diém yéu va trinh bay
nhitng diém manh dé bu lai.

3 — Chitng minh loi ich san phdam cao hon: tiv cdc dic

trung, loi thé ciia san pham.
— 3 F (feel-felt-found):

Vi du: Ngudi mua: to1 s¢ san pham anh ban rat cham.
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Nguoi ban: t6i hiéu sy lo ling ctia ba (feel). Nhiéu khach hang
khu vuc... trudc day ciing lo lang nhu vay (felt). Nhung sau khi trung
bay thir tai cira hang, ho nhan thiy (found) nhiéu ngudi mua rat thich

san pham nay.

0 — Moi khach sw dung thu.

1 — Tri hodin: ngwoi ban dé nghj lam ré vin dé sau khi
Zidi thiéu xong.

2 — Phwong phdp bé qua: ngwoi ban dé khdch hang ndi,
thira nhgn y kién ciia ho va khéo léo chuyén sang vin

dé khac.
Buéc 5 : Két thiic chio hang
Nhitng nguyén tic co ban dé két thuc thanh cong 1a:

— Lam néi bdt lgi ich 16n nhdt khi két thiic.
— Xir Iy higu qud cdc vin dé con ton tai.

— Trdanh nhitng bit ngo khi két thiic.

S “»n N W

Vi du: khi két thiic ngwoi bdn bdo thém chi phi lip dit,

gi6i han sdn phim.
— Thé hién sy tu tin khi dé nghi don hang.
C6 mot s6 phuong phéap két thiic c6 thé st dung nhu:
— Két thiic thir: tham do xem khach hang quyét dinh mua chua.
Vi du: khi nao thi t61 nhan dugc don dat hang tir cong ty anh?

— Toém tat cac loi ich.
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— Nhuong bd: dya vao chinh sach ban hang cua cong ty, két thic

kém theo cac khoan ¢ 191 cho khach hang-.

— Loai bd cac yéu sach: ngudi ban kién nhan giai thich 1y do
khéng thé chip nhan yéu sach, to rd thién chi, nhin manh cac loi ich.
Nguoi ban can tim cach dé khach hang t6i da hoa lua chon bang cach
dua ra cac mit hang cung ching loai dé khach hang lua chon, tap

trung cac mat hang khach hang quan tam.

— Moi truc tiép: 1a cach dé nghi don hang truc tiép, tranh cac cau
Cé6/ khong nhu : Anh (Chi) ¢6 mua khong? Khach hang s€ tra 101 la
khong? Nén dat cau hoi lya chon nhu : Anh (Chi) chon mau gi? Mau
A hay B?

Khi két thiic, ngudi ban hang can c6 thai do phu hop tiy theo timg
truong hop. Khi khach hang dong ¥ mua thi:

— Khong ngac nhién.

— Khéng thé hién niém hén hoan.

— Khang dinh sw lwa chon khdch hang la diing.

— Xdy dwng moi quan hé lau dai: xir Iy nhitng rdc réi, thic

miic ciia khdch hang sau bdn hang.
Khi khach hang khong mua thi:

— Khong nan chi nhanh chong.

— Phan tich nguyén nhén thit bai.

— Dé nghi gidi phdp tao co hji ban hang lan khdc.
— Cam on khdch hang.

Budc 6: Dich vu sau ban hang
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Tam quan trong cua viéc thuc hién tét dich vu sau ban hang:

Khach hang lap lai vi¢c mua hang, gi61 thi¢u vdi cac khach hang khac,
thoa man toi da nhu cau khach hang, xay dung méi quan hé lau dai,

tao thé canh tranh.
Céc loai dich vu sau ban hang la:

— Bdn sdn phdm phu dé hé tro san pham chinh.

— Cho ng, tra cham.

— Giao hang tdn noi.

— Ldp ddt sdn pham.

— Huwéng din sir dung san pham.

— Bdo hanh bdo tri san phim.

— Chdm séc khdch hang: tham héi, xiv Iy nhiing réic réi

cua khach hang.
Phuong phép thuc hién dich vu sau ban hang:

— Goi ¥ nhitng san phdm phu hé tro, ting cuong tinh
néng... cho sin phim mdi.
— Thuc hién cac chinh sach tra chdm co hiéu qua.
— Theo doi viéc giao hang tdn noi.
— Phoi hop véi bd phin ky thudt thuc hién ldp dit, bio
hanh, bdo tri.
— Gidi quyét hiéu qud cdc phan nan.
— Lién lac thwong xuyén mang tinh chién lwoc.
Vi du: Cong ty Triump thudng gui cac catalogue mai cho khach hang,
thiép chuc mumg sinh nhat cho khach hang dé ho cam thay

duoc quan tAm. Hay siéu thi Nguyén Kim thudng giao hang,

lap dit tan nha khong tinh phi.
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TOM TAT

Bai nay tap trung vao nhitng van dé sau:

Viéc huan luyén dong vai trd quan trong khi xdy dung doi ngii ban
hang. Yéu cau huin luyén s& tuy thudc vao muc tiéu cua cong ty
nhung nhin chung thi yéu cu cua coéng tac huan luyén thuong hudng
dén luc luong ban hang hién c6 va do1 ngli moi tuyén dung.

Tién trinh huin luyén cho nhan vién ban hang bao gom cac budc:
danh gia nhu ciu, xac dinh cidc muc tiéu cia chuong trinh, danh gia
ngudn, xay dung ndi dung chuong trinh, thuc hién chwong trinh va
cudi cung 1 danh gia chuong trinh.

Noi dung cu thé ciia mot chwong trinh huan luyén k¥ ning ban
hang bao gdm sau budc: thaim do khach hang, 1ap ké hoach chao hang,
gidi thidu va din chimg san pham, thuong luong véi khach hang, két

thtic chao hang, dich vu sau ban hang.
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BAI TAP

Hay xay dung mot ké hoach dao tao cu thé cho doanh nghi¢p ma céc

ban dang lam viéc.
Hay lap biéu mau danh gia chuong trinh dao tao cho doanh nghiép.

Cho biét cach thirc xac dinh khach hang tiém niang va lap ké hoach
tiép can khach hang d6i voi nhan vién kinh doanh (san pham

dich vu: xe Ford, nha chung cu cao cép. ..)
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Chuong 8:

QUAN LY POI NGU BAN HANG

Cac ban than mén,

Chuong nay 1a chuong cudi ciing trong ndi dung mén hoc Quan
trj ban hang. Cac ban hiy cha y doc that k§ dé c6 thé ap dung nhiing

kién thirc vé& Quan trji ban hang vao thyc té hiéu qua hon.

MUC TIEU:
Chuong nay nham cung cap cho sinh vién nhiing kién thirc vé:

0.0Cdc hoat dong qudan tri luc lwgng ban hang.

0.1Chuwong trinh tinh luwong, thuong cho nhdn vién ban
hang.

0.2Cdc ly thuyét dpng vién luc lwong bdn hang.

0.3Quy trinh danh gid thwc hién ciia nhdn vién ban hang

C. NOI DUNG CHINH
I. QUAN TRI PQI NGU BAN HANG:

Quan tri luc lvgng ban hang 1a mgt qua trinh hop nhét viéc danh
gia thyc hién cta nhan vién két hop véi khen thudng tai chinh va phi

tai chinh.
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Giam dbc ban hang co trach nhiém dam bao lyc luong ban hang
phéi hop thuc hién cac myc tiéu kinh doanh dugc thiét 1ap, viéc thuc
hién dugc danh gia, do luong chinh xdc va cic chuong trinh khen

thuong phu hop, co6 gia tri kich thich cao nhan vién ban hang.

Quan tri d6i ngili ban hang duogc thé hién rd qua so do dudi day:

Hinh 8.1: So d6 qudn tri dpi ngii bdn hang

pé Cac anh hwéng
éra , £ C
chwong trinh K bén ngoai
,}
Ky ra ,,
e T Thuéng | / Két qua
muc tiéu , i
va lén K thur hign
k€ hoach Do ng ”ING Iuc > < -
vién Thwéng
Thda man
Y
banhgia |
thwc hién [

Thiét ldp muc tiéu va lén ké hoach

Muc tiéu ma Giam ddc ban hang nham téi thuong la chi tiéu
doanh sb va chi tiéu loi nhuan. Tir ddy, Giam d6c Ban hang thiét 1ap ra
muc tiéu cho ting nhan vién ban hang theo doanh s6, chi phi ban

hang.
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Giam doc ban hang can trinh bay ro rang, thao luan véi nhan vién
ban hang v€ cac muc ti€éu dé dam bao dugc sy cam két ctia ho dat muc

tiéu dé ra.

Gidm doc ban hang can dua ra cac chuong trinh hanh dong, cac
cong viéc ma nhan vién ban hang can thuc hién dé dat dugc cac muc

tiéu.

Giam dbc ban hang trao ddi véi nhan vién ban hang dé 1én ké
hoach cho cac hanh dong can phai thuc hién. Ké hoach dua ra can
phai hop 1y va dam bao c6 da ngudn luc dé thuc hién. Giam ddc ban

hang ciing can thiét co ké hoach bat ngd dé hoan thanh muc tiéu.
Chwong trinh thuong dong vién

Chuong trinh thudéng can dugc thiét ké hudng té1 viee dat cac muc

ti€éu cad nhan cia nhan vién ban hang va muc tiéu chung.

Mot chuong trinh thudng tot s€ 1a cong cu hudng dan cac nod luc
cua nhan vién ban hang nham hoan thanh muc ti€u c4 nhan va muc

ti€u chung.

Ngoai phan thuong tai chinh, phan thuong con thé hién muc do
hoan thanh cong viéc, 1a thudc do gia tri, su tu hao ctia nhan vién ban

hang.

Bén canh chuong trinh thuong tai chinh, Giam déc ban hang nén
c6 cac khuyén khich phi tai chinh nhu su ghi nhan, khen ngoi dé
huéng cac hoat dong, nd luc cuia nhan vién ban hang dén viéc dat muc

ti€u.

Nhirng dnh huong bén ngoai
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Nhitng yéu td bén ngoai kiém soat tryc tiép ctia nhan vién, Giam
dbc ban hang anh hudng dén cac nd luc, két qué thyc hién va sy dong
vién d6i voi nhan vién ban hang. Cac yéu t6 d6 co thé 1a: tinh hinh
kinh té trong khu vuc thay ddi, cac hoat dong cua dbi thi canh tranh,

nhu cdu khach hang thay d6i. ..

Giam dbc ban hang can c6 sy hd tro, bién phap kip thoi trong cac
tinh huéng nay dé gilp nhan vién ban hang dat dugc muc ti€u va duy

tri su tich cuec.
Thuc hién

Kha ndng cia nhan vién ban hang anh hudng truc ti€p dén kha
nang dat muc tiéu. Giam doc ban hang can c6 sy danh gia vé kha nang
cua nhan vién ngay tu dau dé cé sy phan cong cong viéc, huan luyén

dao tao hop 1y, can thiét dé thuc hién cong viéc hiéu qua.

Giam doc ban hang can thyuc hién viéc giam sat, don doc, khich 1€
do1 voi nhan vién ban hang trong qua trinh thyc hién.
Ddnh gia

Péanh gia viéc thuc hién lién quan truc tiép toi phan thuong ma
nhan vién ban hang nhan dugc. Do do, viéc danh gia can phai duoc

thuc hién chinh x4c, cong bang va nhat quan.

Giam doc ban hang can dua ra céc chi ti€u rd rang dé danh gia két

qua thyc hién cua nhan vién ban hang.

Ngoai ra, vi¢c danh gid con thé hién su quan tam, ghi nhan cho
cac no lyc cua nhan vién ban hang va c6 gid tri khuyén khich, dong

vién cao.
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CHUONG TRINH LUONG THUONG:
TAm quan trong ciia ké hoach lwong thuéng:
Déi v6i nhan vién bdn hang:

bam bdo ti€u chuin song: thong thuong nhan vién ban hang co

thé dat dugc muc thu nhap tdt so v4i cac nganh nghé khac. Ho c6 hy
vong c6 co hoi kiém thém thu nhap dé dam bao mot tiéu chuin séng
xtrng v&i kha nang.

Thu nhap tinh than: 14 sy so sanh, “phd bay” vdi ban be, dong

nghiép trong, ngoai cong ty.

0 Déi véi cong ty: chuong trinh lwong thuéng 13 cong cu

hi€u qua trong viéc thuc hién bon muc tiéu:

0.0 H5 tro, thi hanh chién luoc va cac myc tiéu chung.
0.1 Thay thé giam sat truc tiép ctia Giam d6c ban hang.
0.2 DPong vién nhan vién ban hang hoat dong hi¢u qua.
0.3 Giam chu chuyén lao dong (tinh trang nhan vién ban

hang chuyén noi lam viéc trong thoi gian ngan).

Ciac ké hoach lwong thuéng:

Luong thuan (lwong truc tiép):

SO tién gidi han tra cho nhan vién ban hang trén co s thuong

xuyén dé thuc hién cac hoat dong da dinh lién quan té1 ban hang.

Uu diém:
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- Cong ty co thé tinh toan, xac dinh trude duoc cac chi phi.

Pon gian trong viéc thiét ké ké hoach lwong thuong.

Khuyén khich lam viéc theo nhom.

Han ché: thiéu su khuyén khich manh dbi vé&i luc lugng ban

hang.

Hinh thirc nay phu hop trong trudng hop ciac mdi quan hé thi
truong, khach hang thuong xuyén, 6n dinh; viéc kinh doanh da duoc

thiét 1ap 6n dinh; qu4 trinh ban hang kéo dai va khong thudng xuyén.

Mot cudc ban hang thanh cong doi hoi co su két hop, bao gém luc
lugng ban hang bén ngoai va lyc lugng ban hang bén trong (hanh

chinh).
Hoa hong thuan:

Ty 1& phan tram trén mot don vi ban ra (phan trim trén mot san
pham ban duoc, phan tram trén doanh sb thuc hién) ma cong ty tra cho
nhan vién ban hang trong mdt khoang thoi gian. Thu nhap ctia nhan

vién ban hang phu thudc vao luong san phim ban ra thi trudng.

Uu diém: tao duoc sy khuyén khich manh d6i véi nhan vién ban

hang nang ning suat ban hang.
Han ché:

Su kiém soat thi trudng, khach hang phu thudc hoan toan
vao nhan vién ban hang.

Cong ty kho khan trong viéc quan ly nhan vién ban hang.
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Hinh thtrc nay phu hop khi cac cong ty méi tham nhép vao thi
truong moi, st dung nhan vién huong hoa hdéng dé tiép can khach
hang hodc cong ty khong du tai chinh dé bu dap cho luc luong ban
hang vé&i luong ¢ dinh, hay khi nhan vién ban hang c6 anh huong

manh dén quyét dinh mua hang cua khach hang.

Luong céng thuong: ngodi khoan luwong tra binh thuong, cb
dinh, con c6 mot khoan tién tra thém cho ca nhan, nhom
ban hang khi hoan thanh céc chi tiéu.

Luwong céng hoa hong: két hop luong co ban véi viée khuyén
khich truc tiép bﬁng mot ty 1€ phﬁn tram trén mot don vi

ban hang.

PONG VIEN LUC LUQONG BAN HANG:

Giam dbc Ban hang luon phai quan tdm dén viéc dong vién toan
thé luc lwong ban hang ciing nhu mdi ca nhan. Khong kho khin dé
lam viéc v&i nhan vién ban hang luén dat doanh thu cao. Nhung lam
cach nao dé dong vién nhitng nhan vién co két qua ban hang trung
binh hodc thap? Lam thé nao dé giup cac nhan vién c6 thanh tich cao
gilt dugc su nhiét tinh, cAn man trong cong viéc thang ndy qua thang

no, nam nay qua nam khac?

Su dong vién & nhan vién ban hang thé hién qua mic d no luc

cua anh ta trong moi hoat dong li€n quan dén cong vi¢c.

Céc thuyét dong vién trong quan tri ban hang: Pé thuc hién viéc

dong vién cac nhan vién ban hang Gidm doc ban hang co6 thé ap dung
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cac 1y thuyét dong vién nhu: thuyét nhu cdu Masglow, thuyét yéu t6

kép Hertzberg, va thuyét mong doi.

Thuyét nhu ciu Maslow:

Nhu ciu: phat
trién ban than,
thir thach
Hanh dong: dao tao
nang cao, dugc giao
cac nhiém vu dac biét,
¢6 nhidu quyén hanh,
trach nhiém

Nhu ciu tu
khang dinh

Nhu ciu: duge cong nhan
Hanh dong: cac thanh cong trong
cong viéc dugc nhin nbén, tuyén
dirong, co hoi thiang tién

Nhu cau duoc
ton trong

Nhu ciu Nhu cau: quan hé trong céng viée
~ 1 Ac Hanh dong: cac cudc hop ban hang, lam
X3 h()l 4ianh dong: OC Nop g

viéc nhom, ban tin nhin vién...

Nhu cau: an toan cong viéc

Nhu cau /' yanh gong: di &u ki én lam viee an toan, céc tiéu chuin
an toan danh gia dugc thao luan, trao dbi két qua nvbh cAn dat
Nhu cau . .
, Nhu cau: mure song tot
co ban

Hanh dong: Luong, thuéng co ban du cho cude séng

Thuyét yéu to kép Hertzberg

Cac yéu t6 binh thudng Céc yéu t6 dong vién
Luong thudng co ban Sucong nhdn

Diéu kién lam viéc an toan Trach nhiém, quyén hanh
Céc diéu kién giam sat Thir thach

Quan hé Co hoi thang tién
Khong tao ra sy dong vién, Tao ra su tich cuc,
nhung thiéu s& ta o su chan dong vién manh mé

nan d6i voi nhan vién
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Thuyét mong doi:

Thuyét mong doi dua trén cac danh gia: thuong/ nd lyc, thuéng/
thanh tich, nd luc/ thanh tich. Nhan vién ban hang thudng xuyén sé co

nhitng danh gia vé cac yéu t6 nay.
— Thuéng/ nd luc:
Thuodng c6 xtmg dang véi nhitng nd luc bo ra?
Thudng c6 cong bang?
— Thuong/ thanh tich:
Két qua tot hon c6 mang lai phan thudng?

Néu phan thuéng 12 nhu nhau khong phan biét két qua cao hay

thap s€ khong tao nén sy dong vién do1 véi nhan vién ban hang.

MBO (Management by objectives): Giam ddc ban hang va nhan
vién ban hang ddng ¥ voi cac chi tiéu hoan thanh cong viéc (lién hé

v6i phan thuong).
— N0 luc/ thanh tich:
Nhitng nd lyc cao hon c6 mang lai thanh tich cao hon?

Giam doc ban hang phai lam cho nhan vién tin tuéng rang nd luc
cao s€ cho két qua tot hon, di€u nay s€ lam cho nhan vién lam viéc

hang say, tich cuc hon.

Giam ddc ban hang phai 1am gi dé ting cuong mbi quan hé nd luc/

thanh tich?
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IV. PONG VIEN VA CAC GIAI POAN SU NGHIEP CUA
NHAN VIEN BAN HANG:

Céc nhu cau, mong doi cua nhan vién la khac nhau ¢ cac giai doan
khac nhau trong su nghiép. Pi€u nay doi héi Giam doc ban hang can
phai hiéu rd cac nhan vién ban hang dé c6 cac bién phap dong vién

thich hgp va hiéu qua.
Giai doan tham do:

0 Quan tAm dau tién 1a tim duoc cong viéc thich hop.

I Thiéu k¥ nang, kién thirc cong viéc.

2 Rét nhiéu nhan vién thoi viéc trong thoi gian ngin, cam
két ca nhan thap.

3 It huong tng d6i véi phan thudng dira trén han ngach.

giai doan nay Giam d6c ban hang can c6 nhitng hanh dong dong

vién dé:

0 Tao niém tin cho nhan vién ban hang c6 kha ning thuc
hién va co hoi dat thudng.

I Pong vién, khuyén khich nhan vién ban hang cam két véi
cong viée, phat trién cac ky ning va kién thirc chuyén

mon.
Giai doan thiét lgp:

Quan tam hang dau 1a hoan thién cac k¥ ndng va hoan thanh
cong viéc.
Mong muon sy nghi¢p virng chac.

Cam két vo1 cong viéc.
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0 Mong mudn dat duoc su thang tién, dé bat (thiéu co hoi1

thang tién, nhan vién c6 nhiéu kha ning chuyén cong ty).

giai doan nay Giam déc ban hang can c6 nhitng hanh dong dong

vién nhu:

0 Tao sy tin tudng cho nhan vién ban hang ring ho c6 du
kha nang va co hoi dugc dé bat.

1 Giao cho nhan vién ban hang céc trach nhi€ém dac biét, co
co hoi dé thang tién: loi ich bang tién, khen ngoi cong

khai, tham gia vao viéc ra quyét dinh.
Giai doan giiwr gin:

Quan tam 16n nhét 1a gilt virng vi tri da dat, duy tri mac do
thuc hién, két qua cong viéc hién tai

Giam mong mudn thang tién

Tang su cam két trong cong viéc

Mong mudn duoc ghi nhan, ton trong, thu nhap cao.
Giam ddc ban hang can c6 nhimng hanh dong dong vién nhu:

Pong vién lam viéc trén co s& hiéu qua hon, chtr khong phai
tich cuc hon.

Cac chuong trinh luong thudng 6n dinh, da dang vé hinh
thitc hon: doanh s6 két hop ROI, quan tri nhan vién...
Chinh sach hoa hdéng ban hang s& khong phu hop véi

nhan vién ban hang giai doan nay.

Giai doan tach ra:
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Quan tdm nhiéu vao vi¢c chuan bi cho giai doan vé huu hay
phat trién cong viéc, s& thich riéng bén ngoai.
Khong quan tam nhiéu dén vi tri, thuong tai chinh.

Giam thyc hién cong viéc va két qua thap.

Rét it hanh dong quan tri, dong vién cod thé thuc hién & giai doan

nay.

CAC BIEN PHAP PONG VIEN:

Giam ddc ban hang c6 nhiéu bién phap dé thyc hién viéc kich

thich, dong vién doi véi nhan vién ban hang:

Pong vién tai chinh: bang cic ké hoach lwong thudng co ban
nhu lwong, hoa hong, thuong, phu cap hd tro, thi dua ban
hang.

Dong vién phi tai chinh : thong qua céc hinh thirc nhu: ghi nhan
cong lao véi bang khen, ky niém chuong; khen ngoi,
khuyén khich; cong viéc da dang, phong pht; co hoi

thang tién; tham dy cac cudc hop, hoi nghi ban hang...

VI. PANH GIA THUC HIEN:

Pat duge chi tiéu kinh doanh dé ra la co s& dam bao cho hoat
dong hiéu qua, sy ton tai lau dai cia doanh nghiép va su thing tién
trong su nghi¢p cua nhan vién ban hang. Nhiém vu quan trong cua

Gidm doc ban hang 1a dong vién, ho trg, tao diéu ki¢n cho nhan vién
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ban hang dat duogc cac chi ti€u ban hang. Sau thoi gian thuc hién,
Giam ddc ban hang can danh gia nhiing nd luc, két qua thuc hién cua
nhan vién ban hang. Qua trinh danh gia thuc hién duoc tao nén mot hé
théng kiém soat quan tri bao g@)m thiét 1ap cac muc ti€u thuc hién, so
sanh két qua nhan vién ban hang dat dugc vdi cac muyc ti€u da dé ra,

thudng hay dua ra cac bién phap cai thién dbi v6i nhan vién ban hang.

Viéc thuc hién danh gid doi voi nhan vién ban hang nham muc

dich:

Panh gia két qua trong thoi gian da qua.
Pua ra cac hoat dong dé ting doanh s6 ban hang cho nhan
vién trong thoi gian sau.

DPong vién nhan vién ban hang nang cao hi¢u qua thyc hi¢n.

Panh gia thuc hién 14 co sé cho Giam dbc ban hang trong cic
quyét dinh nhu tinh Ivong/ thuong, tang luong, dé bat, cach chuc, sa

thai. ..

Viéc danh gia ddi v&i nhan vién ban hang duoc thuc hi¢n chinh
boi ngudi quan 1y ban hang truc tiép: Giam sat ban hang, Truong
phong ban hang khu vuc, Giam ddc ban hang. ..

Nhiéu cong ty, ngudi quan 1y truc tiép tham khao y kién voi mot

vai ngudi quan 1y cing cip hay tham chi v6i quan 1y cip cao hon:
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Giam ddc ban hang

i
i
v

Truong phong Trudng phong Trudng phong
ban hang khu vuc ban hang khu vuc | [ban hang khu vuc

l

Nhan vién ban hang

Viéc danh gia dbi v6i nhan vién ban hang thuong duogc thuc hién

vao cuoi nam. Quy trinh danh gia bao gom:

Pua ra céc tiéu chuan danh gia.
Tién hanh danh gia.
Céc hoat dong tiép theo sau danh gia.

Cadc tiéu chuan danh gia:

Dua trén céc yéu t0 quan trong trong cac hoat dong cua nhan vién
ban hang, Giam doc ban hang dua ra céac ti€u chuan danh gia. Hai
nhom ti€u chuan thuong dugc &4p dung la: cac ti€u chuan do luong két

qua va cac tiéu chuan do luong hoat dong ban hang.
Céc tiéu chuan do luong két qua gdm co:
Luong ban hang:
0 Doanh sb, san luong ban hang.

I Doanh s, san luong ban hang theo san pham.
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2 Doanh s, san lugng ban hang theo loai khach hang.

Ty 1€ ban hang:

0 Luong ban hang thuc hi¢n so véi han ngach ban hang.

I Thi phan dat dugc.

Lo1 nhuan theo san phém, loai khach hang.

Don dat hang:

0

S6 lugng don dit hang.

1 Gia tri trung binh don dét hang.

2

S6 lugng don dit hang bi huay.

Khach hang:

0
1
2
3

S6 luong khach hang méi.

S6 lugng khach hang mat di.

S6 luong khach hang chdm thanh toan.

Ty 1¢ khach hang mua hang (sé lwong khach hang mua
hang/ tong s6 khach hang).

Céc tiéu chuan do luong hoat dong ban hang gom co:

S6 cude goi, tham Viéng khach hang.

So6 ngay lam viéc.

S6 bang bao gia giri di.

S6 luong khach hang phan nan.

Kién thirc vé san pham, chinh sach ban hang, khach hang,

cac chuong trinh ban hang ctia d6i thu.

K¥ nang ban hang.

Quan hé vé1 khach hang.
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Tinh than hop tac trong cong viéc.
Céc sang kién.
Kha nang phan tich, danh gia dit liéu ban hang.
Kha ning xir 1y cac tinh huéng.
Tién hanh dinh gid
Tién hanh danh gia 13 trach nhiém rat quan trong trong cong viéc
quan tri cia Giam dbc ban hang va ca ddi v6i nhan vién ban hang.
Piéu nay doi hoi can thiét co sy chuan bi tdt tir ca hai phia.
Chuéan bi cho cudc danh gia, Giam ddc ban hang can thu thap day
du cac thong tin vé két qua thuc hién cta nhan vién ban hang, thong

bao thoi gian, dia diém thyuc hién danh gia va soan thdo mau danh gia

gui cho nhén vién ban hang dién vao.
Trao doi truc tiép giita Giam doc ban hang va nhdn vién:

Giam dbc ban hang nén thao luan chan thanh, tich cuc dua trén
ting tiéu chuan danh gia, va can khuyén khich nhan vién ban hang
thao luan két qua dat dugc véi tung chi ti€u, ty danh gia két qua thuc
hién va dua ra cac quan diém, ¥ kién danh gia.

Nhan vién ban hang can hiéu ré két qua danh gia. Néu co sy bat

ddng, Giam ddc ban hang can giai thich cin k& ngay tai cudc danh gia.
Cic hoat ding tiép theo sau dinh gid

Ngay sau cudc danh gia truc tiép, Giam doc ban hang cin thong
bao chinh thirc cho nhén vién ban hang vé két qua danh gia va dua ra

cac hoat dong nhu :
- Thudng, cac hinh thirc khen ngoi cong khai.
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Dé bat.
Céc hoat dong khic phuc, cai thién két qua cho thoi gian
sau.

Céc bién phap ti€u cuc: giang chirc, sa thai...
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TOM TAT

Giam dbc ban hang c6 trach nhiém quéan tri doi ngii ban hang dé
dat dugc muc ti€éu kinh doanh do cong ty dé ra. Céac diém can quan

tam cuia Giam doc ban hang do6i voi trach nhi€ém nay la:

Thiét 1ap muc ti€u va ké hoach thyc hién.
Phat trién chuong trinh lwong thuong cho luc lugng ban hang.
Cac hoat dong nham dong vién luc luong ban hang.

Panh gia két qua thyuc hién cua nhan vién ban hang.

Khi thiét lap cac muyc tiéu, Giam ddc ban hang can dua ra chuong
trinh hanh dong, dinh ra chuong trinh thuéng dong vién ddi voi luc
luong ban hang. Bén canh d6, Giam dbc ban hang cling nén can nhac
dén cac yéu t6 anh hudng bén ngoai nham cé cac bién phap dy tru, hd

trg kip thoi cho luc lugng ban hang trong qua trinh thuc hién.

Chuong trinh lvong thudéng dong vai trdo quan trong trong vi¢c
dong vién doi ngii ban hang nd luc dat dugc cac muc tiéu dé ra. Cac
ké hoach luong thudng c6 thé ap dung nhu: lwong thuan, hoa hong

thuan, luong cong thudng, luong cong hoa hong.

Céac bién phap dong vién luc lugng ban hang thong thuong la

dong vién tai chinh va dong vién phi tai chinh.

Cuoi cung, Giam doc ban hang can danh gia nhirng no luc, két qua
thuc hién cua nhan vién ban hang. Viéc danh gia phai dua trén cac tiéu

chuén danh gia do luong két qua va do ludng hoat dong ban hang.
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BAI TAP

Ban 1a Giam d6c ban hang cua cong ty TNHH Lé Phan, san

xuét va kinh doanh san phém dién gia dung: TV, tu lanh, may giat...

Ban hiy dé ra chuong trinh dong vién cho lyc lugng ban hang.
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HUONG DAN TRA LOI

CAU HOI VA BAI TAP

Chuong 1

Uu va nhuge diém cua viée to chie luc lugng ban hang theo dia 1y,

theo san pham va theo khach hang:

0 Theo dia ly: Uu diém cta md hinh nay d6 1a tiét kiém duoc chi phi quan
Iy, cap quan ly d& kiém soat va dam nhiém cong viéc hon, nhan vién ciing xac
dinh 5 trach nhiém ciing nhu nhitng nic thang thing tién mot cach rd rang.
Nhuoc diém : M6 hinh nay khong phu hop khi san pham c6 tinh ky thuét cao va
kha phire tap, doi hoi nhiéu vé dich vu phu tir phia khach hang

1 Theo san pham: Uu diém : Nhiing cong ty c6 san pham phtrc tap hay nhiéu
tinh nang ky thuat s& rat phi hop vdi co cau t6 chirc dang nay. Nhan vién ban
hang s& dugc huin luyén hét sic chu ddo vé nganh hang hay san pham ma minh
phu trach... Nhugc diém: Tén kém chi phi quan ly, d6i lac bi 1€ thude vao chinh
hé thdng ban hang

2 Theo khach hang: Co cdu t6 chirc ndy thich img mot cach tét
nhat véi thi truong khi lyc lwong ban hang phai nam rd dic diém cua
khach hang, nhitng yéu cau dic biét va sy doi hoi khac nhau cua timg
loai khach hang. Nhin chung, nhitng khach hang 16n thuong doi hoi
kha nhiéu vé dich vu, chinh sach gid va su cham séc tan tinh do vay

co cau nay la kha hiéu qua.
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Sinh vién tu thuc hién cau nay dua vao kién thirc thuc té tai doanh
nghiép.
Viéc st dung dai ly phu hop véi nhiing trudng hop nhu sau:

0 Thi truong, khach hang phan tan.
1 Cong ty méi thanh lap chua du kinh phi dé trang trai cho viéc
t6 chuc luc lugng ban hang.

2 Mat hang can co sy trién khai nhanh va manh ra thi truong.
Su thay ddi cua chinh sach phap 1y tic dong dén doanh nghiép:

Sinh vién c6 thé tim nhiing thay dbi vé chinh sach thué, chinh
sach dau tu, cac quy dinh méi hay ngay ca viéc gia nhap WTO... dé
minh chimg cho su thay ddi cua chinh sach phép 1y t6i hoat dong ban
hang cia doanh nghiép.

Chuong 2
Dé tro thanh moét ngudi ban hang giodi can phai ¢6 nhitng pham chat va
k¥ nang:

0 Vé pham chat: Nang dong, sang tao, kién nhan, trung thuc, gitr
uy tin.
1Vé k§ nang: k¥ niang ban hang, k¥ ning giao tiép, k¥ nang giai quyét van

de.

Su khac biét co ban gitra ngudi nhan don hang va nguoi tao ra don

hang:
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O Ngudi nhan don hang: mang tinh thu dong hon, phu hgp véi nhitng mat
hang kinh doanh trong siéu thi.
I Ngudi tao ra don hang: chi dong hon, doi hoi tich cuc hon, phu hop véi

nhing ngudi ¢6 kha nang thuyét phuc, thich c6 thu nhép cao, thich sang tao.

Nhitng ap luc ma nguoi ban hang thuong gip phai trong cong viéc va

trong cudc song;:

0Ap luc cong viéc: ap luc doanh $0, ap luc trong quan hé trong ndi bo va
bén ngoai, ap luc tir ddi thu canh tranh.

1 Ap lyc trong cudc sdng: ap lyc tir gia dinh, ap luc thoi gian.

Chuong 3

Vaan fiea: Giaum Aoac baun hagng vag khauch haegng
Cauch giadi quyeat:

Trao fioai vag nhoéa soi ho troi tdg ladnh faio Kiean Haéng.

Giali phaup “v66éit rago chaén”: tieap caan vOui caap tredn cula ngodgi
mua hagng fea giéui thiedu saln phaam (cou thea nhég quan hea t6@
ladnh Aaio Kiean Haéng). Lagm baat leadn cauc tiedu chuaan chaat 166ing,

giau thagnh san pham cuQa bain (cou thed sé0 duing badng so saunh).

Gaay alnh h660ng, taio s6i ulng hoa tdée coang ty ngddei mua: taéng cdéeng

viedc gioui thiedu salin phaam tdui cauc nhaan viean, phogng ban ® cung caap
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thoang tin cho nhieau ngddwai trong coang ty, ngdoéai mua (gaay

alnh hoddng).

Chwong 4
Cauc nguyean nhaan cou thea :
0.0 Nhaan viean baun hagng culia cong ty lagm viedc keum hiedu qua.d
1 Nhag phaan phoai giadm kinh doanh san pham cu(a céng ty:
phadn phoai salin phaam moui
tadp trung nd 16ic vago ngagnh kinh doanh khauc...
2 Noéi thull tadp trung fiady mainh kinh doanh taii khu véic.
3 Xuaat hiedn fioai thud moui véui san pham cainh tranh
mainh, troic tieap voui salin phaam coang ty.

4 Chinh sauch céng ty keum hieau quad trong khu vaic.

1.Tinh ROAM (déanh gia 1g1 nhuan gop/ tai san str dung)

KHU vOic TOANG

KV1: KV2: KV3!

Doanh so4 | 510] 525, 720,  1.755
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Chiphi biean fioai | 388 397

Ladi goap 122 128
Tagi salin fiang soU
duing 950 910;
Toan kho 300? 4305
TK phadi thu 650i 480i
Ladi goap/ D.soa 23,9%§ 24,4%5
Vogng quay voan

(D.soa/T.saln) 0,54 0,58
ROAM 12,8%2 14,1%@

590
130

1,550
700

850
18,1%

0.46
8,4%

1.375
380

3.41 0
1 .430.
1.980

22%

0,51
11%

Nhan xét: (danh gia trén loi nhuan gdp)

Khu vuc 2:

+Ty I¢ 1g1 nhuan gop/ doanh s6 cao nhat ® kinh doanh hiéu qua.

+Vong quay von 13 nhanh nhat ® st dung von hiéu qua.

+Lo1 nhuan trén tai sdn xr dung kinh doanh dat murc cao nhat ®

dau tu hiéu qua nhat.

Tinh hinh kinh doanh ctia khu vuc 2 1a t5t nhat.

2.2 Tinh loi tirc con lai — RI
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KHU VOIC TOANG
KV1 KV2 KV3

Doanh soa 510 525 7200 1,755
Giau voan hagng baun 388 3971 590 1,375
Toang ladi goap 1220 128 130 380

Chi tiedu baun hagng troic tieap 59 67| 51 177
Ladi goap 63 61 79 203
Chi phi tagi salin fiang s60 duing 22 23 38 83

Chi phi hagng toan kho
(1ICC=3%) 9 13 21 43
TK phadi thu (ARC=2%) 13 10 17 40

L6i touc cogn laii-RI 41 39 41 121
RI/Doanh sb 8,0% 7.3% 5,7%
Nhén xét

- Khu vuc 1 ¢6 ty 1€ 1gi nhuan con lai la cao nhat.

Chuong 5

Phan nhom khéach hang ABC: (xem bang trang 150)

—Nhom khéach hang A: kinh doanh van chuyén — du lich.
—Khach hang B: sit dung van phong.
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—khéch hang C: gia dinh
Chuong trinh ting doanh sé ban hang nhém A
Yéu cau, mong doi khach hang:

~Gia ca tot.

—Chi phi thip trong thoi gian sir dung kinh doanh dé c6 loi
nhuan.

—Chét luong cao, khong qua tén kém chi phi stra chira

trong qua trinh van hanh.

Chuong trinh:
— Giam gia ban truc tiép.
— Tang bao dudng mién phi 3 nim.

— Téng thoi gian bao hanh...

Chuwong 6
Bang tiéu chuan cho céc cong vi¢c cu thé :

DPai di¢n kinh doanh phat trién dai 1y cia mdt cong ty vat li¢u
xay dung:
V& chuyén mon, hoc van: Tét nghiép cao dang, dai hoc chuyén
nganh kinh té hodc xay dung.
Vé phém chét: Ty tin, chiu kho.
V& hinh thé: Nam gidi, hinh thirc dé nhin, khée manh.
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Vé kinh nghiém: c6 kinh nghiém tdi thiéu 1 nim trong linh vuc
kinh doanh, uu tién ngudi c6 kinh nghiém trong nganh
hang xay dung

Cac k¥ ning khac: Ky ning giao tiép, k¥ nang giai quyét van dé

Céc uu tién: Co thé sir dung ngoai ngit trong giao tiép, vi tinh

thanh thao

D61 véi nhan vién kinh doanh my pham ti€u chuan s€ khac so
v6i tiéu chuan cua dai dién kinh doanh phat trién dai 1y cua mdt cong

ty vat ligu xay dung

Phong van chuyén sau giup nha tuyén dung danh gia ding nang luc va
pham chat cta tng vién dé lua chon nguoi cho phu hop.

Mo ta cudc phong van: Noi dung ndy sinh vién tu lam dua trén kinh
nghiém thue t& nhung phai gdm cac ndi dung cu thé nhu: thoi gian,
dia diém, vi tri ung tuyén, céc cau hoi dién hinh, qué trinh phong van,

danh gia va két qua.

Chuong 7

Xay dung ké hoach dao tao: Can luu ¥ phai bao gdm day du cac noi

dung nhu sau:

—Muc dich dao tao.
—Pbi tuong dao tao.
—Thoi gian dao tao.
—Ngudn huan luyén: Noi b hay bén ngoai.

—Ngan sach du kién.
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—Panh gia hiéu qua chuong trinh bang cach thic nao.

Biéu mau danh gia chuong trinh dao tao cta doanh nghiép: Xem mau
cu thé.
Cach thuc xéac dinh khach hang tiém nang: Dua trén tiéu chi: nhu cau,

nang lyc tai chinh, quyén mua.

Can trinh bay ké hoach tiép can cu thé nhu: Str dung cac thong tin
khach hang tir dau, tham gia hoat dong gi dé tiép can, dung phuong

thtrc nao dé dat hiéu qua....

Can nh¢ rang khach hang tiém ning va cach tiép can khach hang
cua hai loai san phém nay co su khac bi€t nén khi thuc hién bai tap

can trinh bay hét strc cu thé, néu co kinh nghi¢m thyc té thi cang tt.

Chuong 8
Céc bién phap tai chinh:

—Chuong trinh luong, thuéng, hoa hong.
~Tro cép: di lai, dién thoai,...

—Thi dua ban hang.
Céc bién phap phi tai chinh

—Khen ngoi, ghi nhan. Vi du: Bang khen cho nhén vién ban
hang tot nhat cua thang, nim
—Hoi thao ban hang. Vi du: hoi thao ban hang toan qudc, chia sé

kinh nghiém gitta cac nhan vién ban hang.
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