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5 bi quyét trg thanh nhan vién ban hang bac thay

Tré thanh mot nguoi ban hang khong khé, nhung tré thanh mot nhan vién ban hang
bac thay lai khong hé don gian. Pé co dwoc vi tri ndy, ban can phai hoc tap, rén

luyén, thuc hanh cho dén khi thanh thao va chuyén nghiép.

Nhan vién ban hang bac thay phai 14 chuyén gia trong moi linh vuyc, tir nho dén 16n.
Trong nhitng cong ty ma nhan vién ban hang 1am viéc truc tiép véi khach hang,
nhan vién ban hang bac thay la nhitng ngudi thiét 1ap giao dich. Ho dem lai doanh
thu cao va nhitng khoan loi nhuan khong 16. Ho mang vé nhitng hgp dong va khach
hang méi. Nhan vién ban hang bac thay ban nhiing tng dung mdi, san pham méi va
loi nhuan ctr thé ting theo doanh s6. Ho chinh 1a nhitng nguoi 1am nén nhiing con
s6 ky diéu. Hon thé nita, nhan vién ban hang bac thay con ty kiém cho minh nhiing
khoan tién 16n. Ho luon duoc tra lwong hau hinh, va ching cé gi la khi nhan vién

ban hang bac thay thudc nhém nhan vién duge hudng lwong cao nhét cong ty.

Khong phai ai ciing c6 thé 12 nhan vién ban hang bac thay, nhung nhitng ngudi nay
lai c6 mit & khiap noi. Ho c6 thé 12 nhitng nhan vién ban hang siéu hang trong cac
doanh nghiép, 14 ngudi ban hang hudng hoa hdng, 14 doanh nhan, chi doanh nghiép
nho, 1a nhitng nguoi hanh nghé tu do, dai 1y, ngudi moi gigi hay thanh vién ban

quan tri ciia cac cong ty.

Gitra nhan vién ban hang bac thay va nhan vién ban hang chi c6 mot khac biét duy
nhat: nhan vién ban hang bac thay ban dwoc nhiéu hang hon, va di nhién c6 doanh
thu cao hon han. Du diéu kién kinh té thuan loi hay khé khan, d0 canh tranh khéc
liét hay gia ca c6 bién dong dén dau, tham chi nodi bé doanh nghiép dang c6 nhiéu
van dé nan giai, nhan vién ban hang bac thay van ban dugc nhiéu hang. Bi quyét

nam & chd ho ludn 1am nhitng viéc ma nhitng nhan vién ban hang khac ching may

khi hodc chang bao gid 1am.
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Ciing nhu trong bong chay, cau thi ném bong phai chay vé cac chdt khoang bdn lan
trong sudt tran dau - diéu nay déng nghia vdi viéc anh ta nhat thiét phai chay vé
chot thir nhat tir ba dén bén hodc nam lan trong tran ddu, du c6 danh tring hay
khdng. Vi chay nhu vay khong quyét dinh toan bo cuc dién tran ddu nén mot sé cau
thu khong trong mong gi vao cl danh, cho rang minh s& danh bong ra ngoai va ué
0ai chay tdi chdt. Con nhan vién ban hang bac thay khong bao gio nghi minh sé& that
bai.

Sau mdi lan danh bong, nhan vién ban hang bac thay déu chay hét toc luc, vi chi
trong khoang thoi gian rat ngan, truée khi ddi phuong vung vé bat bong hay trude
khi bong cham dat, anh ta hodc co ta dd ¢ mat & cht nha. Nhan vién ban hang bac
thay khong bao gid roi bo vong quay ban hang. Ho ludn chay nude rat va ludn nd
lyc dé thuc hién cac cudc giao dich. Pay chinh 1 ly do nhan vién ban hang bac thay

thuong dugc ton vinh 1& “nhirng tay ném bdong ctr khoi”’.

Mot chang trai sau khi tét nghiép da tim duoc cong viéc dau tién: ban hang... Anh
bat dau cong viéc vao tht hai. Chua timg dugce huin luyén ban hang, chi véi vai

cudn sach giéi thiéu san pham, mot tap danh thiép va vai 1oi chi din, chang trai tré
duoc yéu ciu ra phd, gip gd nhitng nguoi khong quen biét dé chao hang. Mdi ngay

anh thyc hién t6i 100 cudc chao hang nhu vay.

Thé nhung, sy that tan nhan trong nhitng ngay dau ban hang 1a dén 90%, tham chi
d6i 1an 100%, nhitng cudc gip mat déu bi tir chdi. Luc d6 chang trai khdng hé biét
rang chao hang cho moi d6i tuong khach hang - nhiém vu ma anh duoc giao, 1a bién
phap ban hang kém hiéu qua nhat. Tuy nhién, nhiing 11 tir chdi xem ra ciing co gia

tri.

Chang trai tré hoc duoc cach khong e ngai nhitng 101 tir chdi. Bi tir chdi 1a diéu binh
thuong khi ban hang. Tham chi, hoi ky quic, chang trai bat dau thay thich thu véi

nhitng 101 khudc tir. V&i anh, mdi 1an bi tir chéi 14 mot co hoi dé suy ngam lai, dé
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thir nghiém nhiing 16i phic dap hay dé toi luyén tinh kién tri, du cho nguoi quan 1y

khdng ngimg thac giuc “di nhiéu hon nira”, va chang trai tré bat dau suy nghi.

Kiéu chao hang bat ngd ddi voi khach hang nhu vay ciing gidng nhu mot canh bac.
Tir chéi cling ¢6 nhiéu dang: khach hang cd thé di vang, vién c¢§ dang hop, quéa ban
ron, chi gip nhitng ngudi c6 hen trude, hay khong bao gid ling nghe hodc chiu gip
nhiing nguoi ban hang. Chang thanh nién chu truong hen gap khach hang qua dién
thoai, 101 nhan hay cac chuyén viéng thim. Tuy nhién, gio day nhiing cudc gip g&
khdng con 1a nhitng cudc gip khong mong doi ddi vai khach hang. Ty 1é thanh cong

rat cao va ty 1¢ thuan véi su thiang tién cua anh.

Ngay tir khi lua chon cong viéc nay, chang trai dd quyét dinh rang nghiém tuc 1a
chua ¢ ma can phai that sy nghiém tac. Nguoi ban hang nay d4 tan dung moi co
hoi dé két giao v6i nhirng nguoi ban hang thanh cdng thudc moi linh vuc kinh
doanh. Anh con trau doi kién thirc thong qua sach vé, xem bang hinh va tham gia
cac khoa huan luyén ban hang chuyén nghiép. Tinh ¢ anh doc duoc cudn Lam thé
nao dé tré thanh mét nhan vién ban hang bdc thay - cubn sach da tro thanh bi quyét
ban hang cua anh. Va tir 46, chang trai tré nu6éi mo wdce tré thanh mot nhan vién ban

hang bac thay dich thuc.

Cong ty giao cho anh nhiém vy méi: gianh mot khach hang tiém ning tir tay mot
nha cung cap khac. Trudc d6, chua ting co ai trong cong ty dugec moi gap mat dU
chi dé chao hang. Chang trai ciing tiép can khach hang nay theo chién luoc ban
hang cua cong ty. Tuy nhién anh d4 pham sai 1am khi lap lai diéu ma nhiing nguoi
tién nhiém da 1am. Anh bi tir chdi thang thimg. Tham chi, anh d nghi d¢én viéc bo
cudc. Gibng nhu truong hop ciia nhitng chuyén chao hang khong dugc mong doi,

chang trai bat dau suy nghi va nghién ctu.

Sau khi doc lai cac dir liéu ban hang ciing nhu nhirng ghi chép vé cac cudc goi ban
hang, anh nhan thdy ca minh va nhitng nhan vién ban hang trudc day déu 1am

nhitng viéc nhu nhau. Ho cling goi cho mot loai khach hang, viét nhitng 14 thu nhu




Jeffrey J. Fox. Bi quyét tré thanh nhan vién ban hang bac thay | 2010

nhau va héi nhitng cau héi chang khac gi nhau. Nhitng viéc 1am nay déu thét bai
nhung ho van khong thay doi phuong phap. Chang trai tu hoi: "Nhéan vién ban hang
bac thay s& 1am nhirng gi?" Nhitng diéu nhan vién ban hang bac thay 1am khéac han
nhitng gi Mot nhan vién ban hang van 1am: ho khong chdp nhan that bai; ho tu thich
nghi, thay d6i va chdp nhan mao hiém sau khi d4 tinh toan k. Chang thanh nién
quyét dinh d6i méi cach thire 1am viée va chuan bi kiém that nhiéu tién. Anh dua ra
maot chién luoc ban hang hoan toan mai. Cubi cling, chinh quyét dinh nay da thay

d6i cude doi anh, ca trén phuwong dién tai chinh lan sy nghiép.

Chang trai nay biét rang minh nén bat dau ban hang cho céc nha lanh dao cao nhét
ctia khach hang. Nhirng nhan vién dudi quyén d4 tir chdi nguoi ban hang vai lan va
ai cling bao hdy hoi cap trén cua ho, d6 14 cac téng giam dbc diéu hanh (CEO),
giam ddc diéu hanh (COO), gidm dbc tai chinh (CFO), giam dbc thong tin (CIO).
Trude d6, chang trai chua tung lam viéc truc tiép vO1 cac nhan vat cao cép. Anh
quyét dinh 1am bang dugc diéu nay, du c6 thé s& khién nhitng nguoi anh tiép can
dau tién cam thay bi xac pham. Hon nita, anh chua tirng hop tac v6i cong ty nay, do

vdy anh xac dinh chang c6 gi dé mat.

Chang trai tré tu giam minh trong van phong, nghién ctru moi thong tin lién quan
dén cong ty kia, tir linh vyc kinh doanh, d6i thu canh tranh cho dén khéach hang va
website. Anh nhan thiy rang nguoi that sy dua ra quyét dinh quan trong trong cong
ty, nhung rat it xuat hién, chinh 1a cdc CFO. Anh tap suy nghi giong mot CFO. Va
anh da biét duoc nhitng gi vé viéc diéu hanh mot cong ty da qudc gia tri gia hang ty

dola?

Ban than cac CFO ciing gdp kho khan khi phai thanh toan cac héa don dung han.
Mbi quan tim hang dau cua nhirng nguoi ndy 12 cac van dé tai chinh, dic biét 1a
giai phap dé giam duoc chi phi. Dya vao nghién ctru ctia minh, anh da di dén két
luan: cong ty minh sé& giup ddi tac tiét kiém 50.000 dola mot nam bang cach giam

chi phi van hanh hang ngay.
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Anh tim sb dién thoai ctia vi CFO d6 va hen gip bang duoc. Ngay tiéng chudng dau
tién, vi CFO d4& nhac may. Sau khi tu gidi thiéu, nguoi ban hang ndi ngay rang cudc
goi ndy sé& két thiic trong vOng mot dén hai phit. Anh ciing néi minh ty tin c6 thé
gilp cong ty cua ong ta tiét kiém t6i 50.000 dbla, va hoi ong cd6 mang theo so tay
cdng tac khong. Vi giam dbc dong ¥ va ho sip xép mot cudc hen. Cude gip gd ndy
hoan toan méi mé va xa la, vi thé chang trai ¢4 1én ké hoach rat can than. Anh di t6i

cudc hen cung véi mot chuyén gia phan tich tinh hinh hoat dong cua cong ty minh.

Ngudi ta khong bao gio dé cap toi san pham ngay trong cudc gip dau tién, vi nhirng
cau hoi ctia nguoi ban hang thuong tap trung vao viéc khach hang sé nhan duoc gi
tir san pham ctia minh chir khong phai cong nghé hay dac tinh va tién ich cta san
pham. Nguoi ban hang trong cau chuyén trén dé nghi tién hanh mot cudc “kiém tra
nham tiét kiém chi phi” dé nhan dang nhiing quy trinh thira, ciing nhu nhirng yéu t6
gay lang phi khac. Mic di vé nguyén tic, khach hang phai tra tién cho nhiing cudc
Kiém tra nhu vay, nhung ngudi ban hang dd dwa ra mot dé nghi khién vi CFO khong
thé tir chi: cudc kiém tra s& hoan toan mién phi néu khong tim ra qua trinh cat

giam chi phi nao.

Vi giam ddc cr mot nhan vién cap dudi 1am viée tryc tiép véi ngudi ban hang dé
cung cap cho anh nhitng thong tin can thiét cho viéc tim ra cac van dé va bién phap
khac phuc. Trong phut chdc, nhitng ngudi trude day khong dé ¥ hodc tir chdi ngudi
ban hang nay da cong tac v4i anh. Co6 duge sy tng ho cua giam ddc 12 mot diéu
dang né, nhung chang trai mudn nguoi duoc chi dinh 1am viéc véi minh tré thanh

d6ng minh, khién ho cam thdy minh ciing 1a ngudi hing, 1a nguoi thang cudc.

Ngudi ban hang gianh dugc su tin tudng ciia “nguoi thang cudc” khi ngudi nay
nhan thidy muc tiéu duy nhat ciia ngudi ban hang 1a gilip cdng ty anh ta tiét kiém
tién va gilp anh ta lap cong. Hai nguoi tré nén than thién va cing tim ra giai phap.
Ho trinh 1én giam ddc mot ké hoach tiét kiém 5.000 d6la mot thang (cao hon so véi

gi4 cla san pham) trong giai doan dau tién cua du an giam thiéu chi phi. Két qua 1a
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mot hop dong mua hang tri gia 400.000 ddla duoc ky két. Ong giam dbc ciing tan
thanh giai doan hai va ba cia du an, trong d6 bao gom mot khoan dau tu bo sung
cho viéc phat trién cac san pham tiét kiém chi phi trén thi truong My va ca nudc
ngoai. Di nhién, vi CFO chi dong ¥ sau khi xem xét nhiing tinh toan chi tiét vé dau

tu ¢6 14i ma ngudi ban hang dé xuat.

Nhitng diéu tot dep sé& t6i khi ban ding trudc mat nguoi dua ra quyét dinh cubi
cling. Mot trong nhiing 1y do khién cong ty cua chang trai mat qua nhiéu thoi gian
dé c6 duoc mot khach hang tuyét voi nhu vay don gian 12 vi nhirg khach hang
truyén thong khong c6 1y do dé dong y. Nhitng hop dong theo kiéu truyén thng
thuong duoc duy tri dya trén cac quan hé sin c6, chiing khong thé tao ra nhitng méi
quan hé mégi. Pung bo cudc chi vi bi mot ai do tir chdi. Khong phai tat ca nhimng 1oi

n6i “khong” déu c6 nghia 1a hoan toan tir chdi.

Trong qua trinh kiém tra dé tiét kiém chi phi, ngudi cong tac tinh cd cho biét con
trai anh ta 1a mot ¢6 dong vién cudng nhiét ciia doi bong Oakland Raiders. Ludn
ludn ling nghe, nhan vién ban hang bac thay 1ap tic ghi nhd chi tiét ndy. Mot tuan
sau khi nhan dugc don dit hang dau tién tri gia 400.000 dbla, ngudi ban hang d4
ghé qua nha mot cau thi ciia Oakland, dong thoi 1a mot trong s nhitng ngudi ban
than nhat cua anh. Trén duong vé nha, anh ting cho ngudi cong tac mot qua bong
c6 chit ky ctia doi Raiders dé 1am qua cho cau con trai. Ghi nhé nhitng diéu nho
nhat va tan dung chang khong bao gid nam ngodi kha ning cia mot nhan vién ban

hang bac thay.

Nhan vién ban hang bac thay ban hang va kiém tién cho minh bang cach dem dén
cho khach hang nhitng khoan lgi nhuan khong 16. Khi nhan vién ban hang bac thay
thanh cong, khach hang cua ho ciing thanh céng va nguoc lai. Nguoi ban hang trong
cau chuyén trén da bit dau trd choi caa riéng minh tir cap d6 thap nhat, tir mot anh

linh méi trd thanh mot nhan vién ban hang bac thay.

Phuong cham cila nhan vién ban hang bac thay
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Pay 1a nhitng nguyén tac séng va lam viéc. Cac t6 chirc noi tiéng déu c6 phuong
cham riéng. Chang han, phuong cham ctua Hiép hoi Huéng dao sinh 13 "Hay sin
sang", trong khi T6 chirc Giam ho bd bién M§ chon "Semper Paratus" (Ludn sin

sang), con tap doan IBM lai chon "Suy nghi".

Nhan vién ban hang bac thay dé cao cac phuong cham vi chiing nhic ho nhiing viéc
can lam dé kiém nhitng khoan loi nhuan khong 16. Mot sé nhan vién ban hang bac
thay c6 nhiéu phuong cham, s khac chi c6 mot phwong cham duy nhét, ciing co
nhiéu phuong chdm khong rd rang. Nhung khi thim do bat ky mot nhan vién ban
hang bac thay nao, ban ciing s& tim duoc mot hodc nhiéu phuong cham. Duégi day 1a

mot vai phuong chdm pho bién ciia cic nhan vién ban hang bac thay:

1. Ngii sé'm, ddy sé'm, siéng ning ban hang va quy ddi cac gia tri thanh tién

%

mat

Nhan vién ban hang bac thdy mang lai cho khach hang su hai long hoic tién bac,
d6i khi 13 ca hai. Nhan vién ban hang bac thay khong ban hang hoéa hay dich vu,
khong ban dic tinh, loi ich ciia san pham hay cong nghé, ho ban cho khach hang
nhitng tién ich cua san pham hay céng nghé d6. Néi cach khac, ho ban gié tri quy
d6i thanh tién mit ma san pham dem lai. Khi nhan vién ban hang bac thay cung cap
cho khéach hang mot giai phap khic phuc khé khan, giai phap d6 ludén dugce quy doi
thanh tién. Nhan vién ban hang bac thay luén nhic nhé khach hang dé ho v thuc

duoc ho s& mat bao nhiéu tién néu khong cé nhiing giai phap nay.

Nhan vién ban hang bac thay rat doc 1ap. Ho 1am viéc cham chi dé ban duoc nhiéu

hang va luén trong vong quay ban hang.
2. Néu ngai khong cong tic véi tdi, chiing ta s& clng that bai

Nhan vién ban hang bac thay hoan toan tin rang minh ludn gilp cai thién tinh trang
hién tai caa khach hang. Ho biét néu khach hang khdng st dung dich vu ctia minh

thi khach hang s& bo qua thu gi d6, con minh s& mat doanh thu.
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3. T6i ban hang ngay khi tinh giac

Nhan vién ban hang bac thay ludn ludn trong cudc. Nhitng ngudi khac ban hang dé
séng, nhan vién ban hang bac thiy séng dé ban hang. Khi dong ho bao thuc db
chudng vio luc nam gio sang, thay vi mot giai diéu hay nhiing tiéng chudng, 4m
thanh duy nhat cat 1én trong dau anh ta 1a: “Nay nhan vién ban hang bac thay, hay
tinh day va bat tay ngay vao ban hang!” Vi ho, bat ky luc nao ciing co thé 1a thoi

diém ban hang.
4. Canh tranh tirng ly, tirng tic

Gibéng nhu cac van dong vién chuyén nghiép, nhan vién ban hang bac thay phai
canh tranh tung ly, tung tic. Ho sép xép nhiéu cudc hen hon, chuén bi nhiéu ké
hoach hon va lam viéc siéng nang hon nhirng nhan vién ban hang khac. Ho chu y
ti tirng chi tiét. Khong c6 ai danh may thu thay ho, va ho ciing chang bao gid
mang theo but may trong tai 4o somi. Ho lam viéc chuyén nghiép trong tung dong

tac vi ho y thtrc dugc rang chi “say mot ly” s& “di mot dam”.
5. Twong lai la ngay luc nay

P6 chinh 1a 1y do tai sao nhan vién ban hang bac thay phai luon ludn va trude hét 1a
duy tri duoc cong viéc hién tai ctia minh. Nhan vién ban hang bac thay say mé bén
hang va ho ludn kiém dugc lgi nhuan. Ho ludn ¢ hoan thanh muc tiéu chi trong
mot cude gip mit, ho goi y vé don dat hang trong moi cudc hen, va hién tai ho
khdng dya vao nhitng mdi quan hé 1au dai d¢é ban hang theo kiéu truyén thong. Hién
tai nghia 1 ngay bay gio, ngay hom nay. Ngay hom nay hay Iam diéu gi 6. Pung
chan chir. Hay goi ngay cho khach hang. Ngay bay gio.

(Trich cudn sach "Dé trg thanh nhan vién ban hang bac thay" do Cong ty Alpha
Books phat hanh)




