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THICH NGHI HOAC TIEP TUC THAT BAI

Khi doc ban thio Poc vi khach hang ¥ nghi dau tién cua toi 1a “lai mot cuén day vé cach ban hang”
giong nhu hang tram cuén ma to61 da ting nghién ctru. Nhung khi doc hét nhiing trang dau tién t61 da
khong thé dirng lai dén khi t&1 trang cudi cung.

Milchael Wilkinson d4 cung cap nhitng trai nghiém ctia nhitng nhan vat trong sach, nhitng cong cu don
gian nhung hi¢u qua ma cac chuyén gia ban hang str dung cuing vé1i nhitng bi quyét dé ban hang hi¢u
qua hon.

Pic biét, cubn sach giup chung ta xac dinh dugc cac mau hinh tim 1y co ban ctia khach hang dé chiing
ta diéu chinh cach tiép can nham tang tinh thuyét phuc va hip dan khi chiao hang. Sau nhitng gid hoc 1y
thll cung nhirng nhan vién ban hang trong sach, cac ban sé:

« Nhan ra bén phong cach mua hang co ban: D, I, S, C;

« Hiéu rd nhitng viéc can lam va khong nén 1am) khi ban hang cho khach;

» Nhanh chéng niam bét duogc nhitng d4u hiéu cho biét ho dang stir dung sai cach tiép can;

* Gianh duoc su tin tudng cua khach hang tiém nang, va cai thién mdi quan h¢ vo1 khach hang hién tai;
« Phat trién mot chién luoc tiép can khach hang tiém ning méi...

Khong dung lai ¢ “tinh nguyén tac”, tac gid con cung cap cho ngudi1 doc nhitng cong cu ngén ngitr
chuén, nhirng cau tr nén va khong nén str dung doi véi tirng nhom khach hang.

Néu nhitng cudn sach day ban hang khac tap trung vao viée xir 1y sy tir chdi cua khach hémg hay ky
nang trinh bay thi Poc vi khach hang cung cap cho ban kha nang quan sat khi tham Vleng khach hang

tryc tiép, bi quyét thuyét phuc khach hang, v.v... Pic biét, tac gia con cung cip mot sd biéu mau co thé
str dung dé “nhém hoa” khach hang.

« Néu ban khong biét 1 do tai sao minh thit bai trong viéc chao hang, thi ddy 1a cudn sach can doc.

« Néu ban mudn trang bi cho minh k¥ ning dé c6 thé giao tiép hiéu qua hon vdi cac miu hinh tim 1y
cua khach hang, thi day la cuon sach dang doc.

« Néu ban c6 khuynh hudng “trung thanh” v6i mot kiéu chao hang dan dén két qua khong luc nao ciing
nhu y muon, thi day la cuon sach phai doc.

« Néu ban 1a chuyén gia huin luyén ban hang, thi ddy 1a cudn sach nén doc.

« Néu ban can mdt tai 1iéu huan luyén cho nhirng nhan vién ban hang ctia cong ty ban, thi day 1a cuén
sach khong thé thicu.



* Néu ban mu6n boi dudng k§ nang giao tiép dé tmg pho linh hoat v6i nhiéu khich hang khac nhau, thi
day 1a cudn sach giup ban thanh cong.

Va véi ,tét ca nhirng ai lam viéc trong linh vure ban hang tur nhan vién cho to1 chuyén gia ban hang, tir
giam doc ban hang dén cac chuyén gia huin luyén ban hang, thi day chinh la cuon sach danh cho cac
ban.

Chuc cac ban thanh cong.

TP. H6 Chi Minh, thang 3 nim 2011

FRANCIS HUNG

Dién gia/Chuyén gia huan luyén ban hang hang dau khu vyre/C6 van chién lugc kinh doanh

Fresh View Training & Consulting Co, Ltd.



1
Loi mo dau

CUON SACH NAY SE GIUP GI CHO BAN?

“To1 ghét khi nhan vién ban hang...”

Dién vao chd trong, Hay nghi to1 nhitng trai nghiém khong may tha vi cla ban voi nhan vién ban hang.
Hay nghi t61 nhitng diéu khién ban that vong vé nhan vién ban hang. Ban dién gi vao cho trong? Ban
ghét khi...

* Ho tho 16?

« Ho khéng hiéu van dé?

« Ho khong hiéu vé san pham ctia ho?

« Ho lam ban phat ngan voi nhitng ban phan tich va s6 liéu?

« Ho khong ldng nghe va danh thoi gian dé hiéu ban va nhu cau ciia ban?

Cau hoi quan trong: Ngudi dai dién ctia khach hang dién gi vao chd trong? Néu cau tra 10i 1a “Piéu do
tuy thuoc vao ho”, thi cuén sach nay ro rang la danh cho ban.

Muc tiéu cta ching toi trong cudn Poc vi khdch hang 1a cung cap mot cudn so tay tha vi gitip cac
chuyén gia ban hang tim hiéu, xac dinh, va thich tng voi timg phong cach mua. Khong may 1a c6 rat
nhiéu nhan vién ban hang chi biét mdt phong cach ban hang duy nhat — cach cua chinh ho. Nhitng nguoi
niy khong biét rang ho sé& thanh cong hon nhiéu néu ban hang theo phong cach mua ctia ngudi tiéu
dung.

Ban chi str dung mot phong cach ban v6i moi nguoti dai dién cua khach hang? Ban co biét nhitng
phong cach mua hang co ban va cac chién lugc thiét yéu dé thich tng vo1 tirng phong cach? Ban ¢6
nhan ra nhitng dau hi¢u canh bao rang c6 thé ban dang stir dung phong cach ban hang khong phu hop?

Théng diép ctia Poc vi khdch hang rat don gian:
“Hay thich nghi hoic tiép tuc thit bai”

Chung t61 xin tran trong gio1 thicu to1 doc gia cudbn Poc vi khdch hang — mot tac pham moi, day 16
cubn véi kiéu ‘hoc ma choi’. Glong nhu mot cdu chuyén ngu ngdn, cudn sach nay viét Ve mot nhan vat
gia twong tén 1a Dave, ngudi di dé 1§ mit mot thwong vu 16n ma khong tai nao hiéu noi 1y do vi sao.
Véi mong mubn tré thanh CEO, Dave thudng tham du nhitng budi hdi thao kéo dai hang nira ngiy ban
vé phong cach mua hang.

Nhung khong gidng nhu mot cdu chuyén ngu ngdn, trong tim ctia cudn sach khong bi chdn viii trong



phan két. Trong Poc vi khdch hang, 90% cau chuyén xay ra & 16p hoc. Bdi véy, cau chuyén m6i la
phan chinh ctia tac pham.

Doc vi khach hang con cung cép cho doc gia mdt cong cu hiru hi¢u dé nim bat duogc bi quyét theo ba
cach thirc sau:

« Ban naim duoc khai niém vé phong cach mua hang tryc tiép tir giang vién ctia khoa hoc trong cau
chuyén, ctr nhu thé ban dang ngoi trong 16p cing Dave vay.

« Pong thdi, ban trai nghiém thong tin qua cach nhin ctia Dave. Ban nghe thay 15i phan ddi, su quan
tam, noi s¢ hai cua Dave, cung lic cdm nhan dugc niém vui khi anh ta hiéu ra 1y do vi sao minh lai

danh mat thuong vu quan trong nay trong khi nhirng thwong vu khac lai dé dang thyc hién.

« Trong tic pham ndy, ban s& quan sat thay nhiing hoat dong twong tac ctia moi nguoi trong 16p hoc va
nhdn ra mau thuan gitta phong cach mua va béan khi chiing xuat hién ttr mot chinh thé.

Vi khén gia tham gia déu 1a nhan vién ban hang, nén ching t0i da thiét ké Poc vi khach hang thanh mot
loat nhiing chuwong ngan gon, moi chuong dong gop mot phan quan trong vao ndi dung cudn sach. Tuy
nhién, do1 vd1 nhitng doc gia khong ¢ nhi€u thoi gian, chung t61 goi ¥ ban nén doc chuong 3, 5, 7.

« Churong 3 cung cap cho ban vbn kién thirc so dang vé bén phong cach mua hang co ban.

* Chuong 5 dua ra mot s6 meo dé xac dinh phong cach mua cua nguoi dai dién.

« Chuong 7 tom tat nhitng phuong thirc ban phi hop véi tirng phong cach mua.

Sau khi doc xong cac phan trong tim, ban c6 thé mudn tiép tuc tim kiém thong tin trong cac chuong
khac dé hiéu thém vé khai niém cac phong cach mua hang.

Déi v6i nhitng doc gia mubn nam bat dugc thdng diép xuyén sudt tic pham ngay tir 1an doc dau tién,
hay cam cay but danh dau va san sang dé€ hoc cach ban hang theo phong cach mua ctia nguoi tiéu dung,



1. TIM KIEM GIAI PHAP

“Co phai céc anh cho la ching ta chao hang khong ding cach?”

Su 1m lang bao trum sau cau hoi ma CEO cua CRM First dua ra cho Dave — giam ddc kinh doanh cua
cong ty, va nguoi dai dién ban hang, sau khi ho lam 16 mét ban hop dong tri gia nira triéu do-1a vao tay
mot doi thu yéu thé hon. Nguot dai dién cua khach hang tiém nang, Web Systems and Tools — mot
trong nhitng nha phat trién website hang dau tai My, da cho rang CRM First c6 san pham t6t hon vai
nhiéu dic diém phong pht hon. Mac du san pham c6 dat hon doi chit so véi d6i tha canh tranh, nhung
dai dién ctia khach hang van tin tudng rang gia san pham cia CRM First phi hop v6i ngan sach ho
dua ra.

Ngudi dai dién ciia khach hang, Sharlene Case, van vui vé khi thong bao tin xAu. “Nhom ctia cac anh
da 1am rét tot”, ¢6 nhin manh. “Cac anh c6 mot san phém t6t v6i nhirng dac diém ndi troi nhat trong sb
cac san pham ma ching toi biét. Tuy nhién, ching toi lai cam thay thoai mai hon khi 1am viéc véi mot
nhom khac.”

Khi Dave tham do thém bang cach hoi rang nhém ciia anh ta c¢6 thé 1am gi dé cai thién tinh hinh, thi
Sharlene dung 18n. C6 ndi: “Suy that 1a cac anh khong thé 1am gi. Cac anh biét ddy, ¢ thé cac anh s&
hop tac tot hon voi mot ai d6. Chung tdi chi tin twong vao kha ning hoan thién va dép tng nhu cau cta
chiing t61 tr mgt nhom khac.”

Méi nghe thay vay, dai dién ban hang cua CRM First da liéu linh chop ngay 1ay mot tir. “Hoan thién
u? Néu o ¢ thac mac ndo vé kha ning hoan thién, thi t6i c6 thé dam bao rang nhém nghiép vu cta
chung t61 la s6 mot trong 1inh vuc hoan thién.”

Sharlene che giau sy tirc t61 ctia minh bang céach tra 161 don gian: “Céc anh c6 thé bao v¢ luan diém
cua minh. Nhung chung t61 da quyét dinh r6i1. Tuy nhién, néu c6 nhu cau b6 sung trong twong lai, chiing
to1 s€ khong ngan ngai dé nghi nhoém anh du thau. Cam on mot 1an nira vi nhirng n6 luc cua cac anh.”

Va nhu vay, cudc goi két thic.

Trong sudt qua trinh thim do, Dave da c6 ging hét sitc xac dinh xem sai 1am ctia nhém nim ¢ dau. O
khia canh qua trinh dao tao ban hang, anh tin rang ho da lam ding theo huéng dan:

« Ban dau ho lién hé va tao ra sy thich tha khi thuc thi giai phap quan Iy moi quan hé voi nguoi dai
dién cua khach hang.

* Ho lam viéc vo1 nguoi dai dién dé biét dugc nhu cau va xac dinh gia tri.
* Ho lam viéc vo1 nhom dé xay dung ké hoach hanh dong.

« Ho d4 xac dinh nhirng kiéu ngudi dai dién ctia khach hang déc trung, bao g0m ngudi gidi thiéu va
nhan vat c6 anh hudng, dong thoi thuc hién ké hoach dé quan 1y cac mdi quan hé nay.



« Sau lan gip dau tién, nhom cua Dave da tap hop tat ca vao mot email chi ra nhu ciu cua ngudi dai
dién va loi ich khi giai quyét nhu ciu nay — vi nguoi dai dién chi chinh sira mot chit ndi dung birc thu.

* Ho thuyet phuc nguoi dai dién cua khach hang d6ng y tham du mot s6 su kién chuyén nganh dé tao
thém niém tin thong qua viéc kiém ching chat lwong san pham ctia CRM First.

* Va khi nguo1 dai dién cua khach hang yéu cau hai hd so du thau bo sung, ho s& 1am viéc voi giam
d6c du an cua khach hang dé dua ra hai d6i tha canh tranh d3 biét tir trudc, mot d6i thi dua ra gia thap
hon va mot ddi thu dua ra gia cao hon — nhitng ddi thu nay s& phai chiu thua truéc goi san pham véi
nhitng giai phap giau tinh nang va gia ca phai chang cia CRM First.

Vay thi vi sao ho lai thit bai? Cau hoi cia CEO 4m anh Dave.
“Céac anh c6 cho rang ching ta chiao hang chua dung cach khong?”

“Y cua ctia 6ng 13 g1?”, Dave hoi lai sau mot hdi im lang. “Chung ta chio hang véi c6 ta theo nhirng
chién lugc di duoc str dung hang tram ]an. Chung ta da xac dinh duoc cac nhan vat c6 anh huong
quan trong. Chuing ta da xay dung mbi quan hé. Chung ta hd tro ki thuat bang cach cung cap mot ban
phan tich cu thé vé loi ich va chi phi. Chung ta dua ra ban chao hang tom tat dy mau sac v4i nhitng
diém nhan chinh di thang vao van dé. Vay thi tai sao ong lai cho 1a chung ta chio hang khong ding
cach?”

Vi CEO tht nhin: “Téi thuc su khong thé hiéu noi. Toi chi ngo rang chung ta dang bo qua thir gi d6
quan trong ¢ day. Chung ta 1a mot trong nhitng hang c6 thi phan 16n. Nhung t6i cam nhan rang c¢6 diéu
gi d6 rat khac biét giira nhitng 1an chiing ta thang thau va thua thau.”

“Phai, khi ching ta thua, t61 khong duoc tra lwong,” dai dién ban hang cham choc.

Vi CEO tiép tuc ; “Dave, mot CEO trong nhém chiu trdch nhi¢m giai trinh cta ching t61 da guri email
thong bao vé mot budi hoi thao dé cap tdi cha dé& ‘phong cach mua hang’ ma anh ta d3 tham du va danh
gia n6 kha cao. Trong cudc hop nhom lan trudce, toi dd xem qua thong bao d6 chi dé néu anh ta c6 hoi
thi it nhat t6i ciing c6 thé tra 101 1 t6i da liéc qua. Tuy nhién, slogan ctia nd di khién t6i cha ¥ va dirng
lai: ‘Nhiing bai hoc don gian gitip ban ban theo phong cach mua cua nguoi dai di¢n cho khach hang’.
Liéu co phai chiing ta da chio hang t6i ngudi dai dién khong diing cach? Toi ciing khong dam chic.
Tuy nhién, vu ndy ciing dang dé dau tu. Trong vai tudn t6i, ¢ thé s& c6 mot khoa hoc. Toi s& giri lai
cho anh thong tin vé nd. Sao anh khong thir tham dur va timra cach nao d6 hiru ich?”

Li€u c6 phai ching ta chao hang té1 nguo1 dai dién khong dang cach?

Dave nghi hodc: “Phong cach mua hang? Nghe giéng nhu miy cudn gido 4n vé van ctia nhitng vi hoc
gia ca do1 khong biét theé nao 1a mot co hoi ban hang néu n6 khong go ctra nha hg. T61 khong muon
ngoi1 ca tuan chi dé nghe nhirng bai hoc nham chan do.”

“Xem nay! Chi mét c¢6 nira ngay. Vi CEO kia néi rang khoa hoc nay mang tinh trao d6i va tap trung

vao nhitng vi du thuc tién. Hay thir di va xem qua tai liéu, con néu anh khong thé tham duy thi hiy ctr
mot ngudi khac trong nhom. Nhu thé duoc cha?”



2. XAC PINH NHUNG HANH VI CUA
NGUOI PAI DIEN CHO KHACH HANG
KHIEN CHUNG TA PHIEN LONG

“Hay nghi vé nhiing kiéu nguoi dai dién cho khach hang ma ban cam thay rat khé giao tiép. Hay nghi
v€ hanh vi ctia hg — nhirng di€u ho n61 va lam khién ban n6i cau, nhitng hanh vi choc tirc ban. Bay gio
hay thao luan véi nhom cua ban dé 1ap danh sach cac hanh vi cua nguoi dai dién khién ban phién
long.”

Mot cach thii vi dé bat dau, Dave nghi. La ngudi ting tham gia nhiéu hoi thao vé ban hang, anh khong
dat nhi€u hy vong vao khoa hoc kéo dai bon gio dong hd nay. Hau hét cac khoa hoc kiéu nay thuong
chi mang tinh thuyét gidao trudc hang tram nguoi trong hdi truong.

Dau hiéu dau tién co6 thé 1a mot trai nghiém khac biét, d6 1a mot thong bao nhan manh tim quan trong
cua vi¢c Dave tham du 16p hoc vo1 nhing cau hoi da hoan tat vé ba khach hang ma cong ty anh gianh
duoc, ba khach hang c6 nguy co bi mat vao tay cong ty d6i tha, va ba khach hang khac ma anh dang cd
gang thuyét phyc. Dau hiéu thir hai 1a khi Dave budc vao 16p hoc, chi c6 bon chiée ban, va 20 chd
ngdi, thay vi 200.
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Danh thiép ctia Dave c6 mdt dau chim cho thiy anh 12 mot thanh vién cta d6i Po. Anh nhin cac tAm
danh thi€p khac va biét dugc nhitng thanh vién khac trong do.

baoi do
* Connie — CEO cua Cassidy Accountants

e lan — Giam ddc Kinh doanh cua US Classic Cars



* Dave — Giam d6c Kinh doanh cia CRM First

« Douglas — Giam d6c Chi nhanh cta United Bank and Trust

» Sam — Pai dién ban hang cua Premiere Telecom

Trong nam phut dau, giang vién dé nghi cac thanh vién tham gia cung lam viéc theo nhom dé xac dinh
nhitng hanh vi ma ho cam thay kh6 d61 mat nhat. Nhdm nam ngudi cia Dave vao thang viéc. Douglas,
giam doc chi nhanh ciia mdt ngan hang dia phuong, cam but dau tién va héi: “Ai c¢6 y kién gi khong?”.
[an, giam doc kinh doanh cua mot hang phan phoi 6 t6 phat biéu: “To61 ghét khi ngudi dai dién lang phi

thdi gian vao viéc tdp hop thong tin vé moi loai xe khac nhau, nhung cudi ciing chang dé lam gi ca”.

“Vay la d3 c6 mot y kién. Con gi nita khong?”, Douglas hoi. Dave lién bo sung bang diéu dang nghi:
“To1 ghét khi nguoi dai dién chinh tir chdi tiép chuyén va trao chung t0i cho phong mua ban. Boi vi
ban chat san pham doi hoi chiing toi phai xay dung mot mbi quan hé mat thiét vai ho. Con phong mua
ban thi chiang cho nguoi ta c6 co hdi ndi 1ay mot 1an.”

Douglas quay sang nguoi bén ban va hoi: “Thé con anh thi sao?”. Sam, dai dién ban hang ctia mot
cong ty truyén thong tra 10i: “T6i biét 12 ngudi dai dién ludn ban ron, nhung toi hoi buc minh khi toi
danh thoi gian cho ho, nhung sau d6 nhitng ngudi ndy khéng budn goi lai.”

Douglas n€u quan diém cua anh: “To1 ghét khi nguo1 dai dién ké 1€ toan bo cau chuyén vé cudc doi
ho. Nhung lai chang c6 gi lién quan t&1 vi¢c mua hang ca.”

Sau khi cudc trao ddi két thuc, danh sach cua doi Do bao gém:

Nhitng hanh vi gy thit vong ctia khach hang

« Ho lam ton thoi gian ctia ban ma chang duoc viée gi ca.

* Nguo1i dai dién chinh giao ban cho phong mua ban.

« Ho khong néi 16 12 ho mudn gi va thudng xuyén thay doi.

* Ho khong goi lai cho ban.

« Ho ké 1é cho ban vé cudc doi ho.

Sau khi céc ddi ra soat lai danh sach ctia minh ciing ca 16p, giang vién méi bat dau 1én tiéng.

“Khi chiing ta két thiic budi sang nay, cac ban s& hiéu rang cac ban dang ké cho t6i nghe vé ban than
nhiéu hon 1a nhirng cam nghi v€ nguoi dai dién. Cac ban s& thay, nhitng hanh vi ctia nguoi dai dién
khién céc ban phién long thudng trai nguoc véi phong cach ban hang cua ban than. Khi phong cach
mua cta nguoi dai dién khac voi phong cach ban von c6 cua ban, két qua s& rat toi t&. Cho phép toi
dua ra mot vi du.”

“Vo t01 va to1 1a nhitng nguwo1 ban ron, khong c6 nhiéu thot gian ranh. Nhung ching t61 ludn coi ban



than la nhiing khach hang hiéu biét. Chiing to1 muon c6 thong tin can thiét khi doi hoi, theo cadch ma
ching t61 ky vong dé c6 thé nhanh chong quyét dinh. Cach ddy nhiéu nim, khi mot ngudi ban dé cap
v01 ching to1 ve viéc mua bao hiém nhan tho, chiing t6i d nhanh chong tim hiéu thong tin dé quyét
dinh mua no. Trong subt hai tleng d6ng ho gip gb, anh ta da dua cho chung toi mot loat cAu hoi chi tiét
va dai dong dé xac dinh nhu cau cta ching t6i. Vo to1 da bo di va lam viéc khac trong khi to1 tra 101
cac cau hoi. Tuy nhién, nguo1 ban cua ching t61 mudn sap xép mot cudc gip nira dé dua ra nhirng lua
chon sau khi phén tich thong tin. Hai vo chong t6i mudn anh ta giri cho ching t6i danh sach cau hoi
truée, dé khong can co cudc gap tiép theo, nhung chung to1 van tiép tuc 1én ké hoach cho cudc gap do
vi ban t61 d4 yéu cau.

“Khi anh ta quay trd lai, chi trong nim phut dau tién ching t61 da blet 13 minh dang gip ric r01
Giang vién noi. “Anh ta nai ni chung t01 xem mot bai thuyét trinh gom 40 slide, va giai thich rang diéu
d6 1a can thiét. Chung 61 cam thiy thuc sy phién phtrc, nhung van tiép tuc xem vi né anh ay.”

Cudi cung, khi ching t6i hoi 1y do vi sao anh ta lai goi § cho chiing t61 san pham nay, thi cdu tra 10i
lap di lap lai la: “Trong truong hop cua cac ban, day 1a san pham tot nhit. Cac ban phai tin tdi.” Anh
ta khong thé giai thich ndi mic du muon ching 61 tin bang cach danh thoi gian cho ching ti. Nguoi
ban t61 tham chi con khong hiéu noi rang niém tin cua chung t61 dya trén sy ton trong cua anh ta dbi
v6i viée tiét kiém thoi gian bang cach tra 101 nhitng cau hoi cua ching toi. Mic du ching t6i ciing co ¥
dinh mua, nhung anh ta d4 mat thwong vu nay vi ban hang cho chiing t6i theo phong céch cua anh ta.
Phong cach ban hang d6 c6 thé hiéu qua v6i mot s6 khach hang, nhung khong phai 12 chiing toi.

Giang vién hoi: “Vay ban va nhom cua ban di mat bao nhiéu thwong vu vi khong ban theo phong cach
mua ctia khach hang? Ban nghi minh c6 thé kiém dugc bao nhiéu thuong vu néu hiéu vé bdn phong
cach mua hang co ban? D6 1a chu dé ma chang toi s& dé cap trong phan tiép theo: C6 nhitng phong
cach mua hang nao? Lam thé nao dé ban nhan ra chung? Va lam thé nao dé ban thich nghi v&1 ching?”

Meic du chang t6i ciing ¢6 ¥ dinh mua, nhung anh ta ¢3 mét thwong vu nay vi ban hang cho chung toi
theo phong cach ctia anh ta.



3. XAC PINH BON PHONG CACH MUA
HANG CO BAN

“Co phai cac anh cho la ching ta chao hang khong ding cach?”

Tam tri Dave trd nén rdi bu. Cau héi ctia CEO quay trd lai 4m anh anh. Liéu c6 phai cong ty bi mét
hop dong tri gia nira triéu do-la véi Web Systems and Tools chu yéu 1 do anh va nhom ctia minh da
chiao hang khong dung cach? Anh nhin xuéng danh sach chin khach hing mang theo va tp trung vao ba
khach hang dd mat: Web Systems and Tools, Global Tech Electronics va The Candy Company. Liéu
d6 14 1y do that bai ctia ca ba thwong vu ndy hay chi mot thwong vu? Dave rat mudn tim hiéu thém.

Giang vién tiép tuc bang cach giai thich rang thong tin vé nhirng phong cach mua hang ma anh ta s&
chia s¢ 1a dua trén mdt cudc nghién ctru dugc tién hanh trén 15.000 nguoi do tién s¥ William Marston
thuc hién nam 1928. Cudc nghién ctru tap trung vao cach thic giao tiép va da dugc chinh stra dé st
dung trong phong cach mua hang.

C6 bdn phong cach mua hang co ban, viét tit 1a D-I-S-C. Mdi nguoi trong chiing ta déu str dung ca
bdn phong cach khi giao tiép nhung theo cac mirc do khac nhau. Tai bat ctr thoi diém giao dich ndo,
mot trong nhitng phong cach nay sé& chi phdi phuong thirc giao tiép ctia nguoi dai dién chinh. Hiy cung
tim hiéu tirng phong cach, bat dau v4i phong cach D.

Phong c4dch mua hang D

“Trong mo hinh D-I-S-C, D — Drive hay Dominance, c6 nghia 1 nghi luc hay kha ning chi phéi. Hay
tudng tugng c6 mot birc tuong trude mat chung ta, va muc ti€u la sang dugc phia bén kia cua birc
twdng. Nhom mua hang theo phong cach D s& nhiin vai, chuan bi chay va pha v bure tuong Nhirng
nguoi nay s€ thanh cong. Ho da sir dung mot phuong phap quyét doan va truc tiép dé giai quyét van
dé. Ho thich thir thach va hai 1ong khi vurot qua chiung. Trong khi phan 16n chiing ta thirc ddy va phan
véan khong biét hom nay 1a thir may, thi nhitng ngudi mua hang theo phong cach D da day va bat dau
suy nghi vé cac cong viéc ho sé& lam trong ngay hom do.

“Khi nghi vé nguoi dai dién c6 phong cach D, hily nghi dén nhitng doanh nhén, trudng nhom, va giam
dbc. Cai gi co gia tri d6i voi nhom ngudi nay? Ban ¢ thé dé dang nhan ra. Nguoi dai dién co phong
cach D thudng tap trung nd luc hoan thinh cong viée, truc tiép xac dinh van dé, nhanh chong dua ra
nhitng quyét dinh khé khin. Nhung khong may, ho ciing c6 diém yéu.”

“Tbi da khong biét diéu d6”, Dave voi ndi. “Nguoi dai dién co phong cach D khong phai 1a kiéu
nguo1 Dave thich lam viéc cung. Mac du ho biét diéu minh mudn va khong t6n nhiéu thoi gian dé dua
ra quyet dinh, nhung nhtrng nguoi dai dién nay thuong tho 16 va khong muo6n danh thoi gian dé xay
dung mdi quan hé. Khi Dave cd gang sap xép cudc gip, anh thudng that vong vi bi coi thudng.”

Giang vién ti€p tuc: “Céc ban can lam gi khi 61 mat véi nguoi dai dién c6 phong cach D. Ho s€ luén



thiic giuc. Ho hiéu thing va khong quan tam tdi gia ca. Ho thudng quan tam thai qua téi muyc tiéu dén
no1 khong xem xét anh hudng té1 moi ngudi. Va nhitng nguoi nay thudng nhanh chong quyét dinh trudce
khi c6 tat ca cac dir liéu.”

“Vi sao ho lai lam vay? Boi vi yéu t6 then chdt ctia ngudi dai dién co phong cach D 1a thoi gian. Khi
nghi vé ki€u ngudi nay, hay dé y t&i thoi gian. Pung lang phi thoi gian vi ho ¢é qua nhiéu viéc phai
lam. Vay lam sao d€ ban hang cho nguoi dai dién c6 phong cach D? Hay lam theo phuong phap sau.”

Yéu to then chot caa nhdm 13 Thai gian
Nén Khing nén
|. Hiy chuan bi chu dio; |. Ling phi than gian cua ho
va noi dicu do vai ho. bang cach noi
chuyén phiém.
2. Trinh bay muc dich rd 2. Noi lan man va ké nhimg
rang, ngin gon, cu the. ciu chuyén dong dai.
3, Chi néu chi tigt néu can: 3. 1 sau vao chi tigt mac du
hav dé ho kiém sodt tinh ho khong hoi.

hudme,

Sau khi ra soat thong tin trong bang, giang vién két luan: “Tom lai, cac ban ¢6 thé nhd phuong thirc
ban hang cho nhom D bang cach ghi nhd cac y chinh trong bang nay.”

D61 v&1 nhom D nén: chuén bi trude, ndi ngan gon va dé€ ho kiém soat tinh hudng

“Trudce khi chuyen sang phong cach tiép theo, hay kiém tra lai danh sach khach hang va nguoi dai dién
chinh. Ban nght rang c6 nguoi dai dién nao cua cong ty minh thugc nhom D khong? Nhirng dau hiéu
nao am chi diéu d6? Hay t1ep tuc va hoan thanh hai cot cubi mo ta cac dic diém cua nguoi dai dién
trong danh sach.”

Dave tin 1a doi luc anh cling thanh cong vo1 nguoi dai dién thugoc nhom D, nhung chi c6 hai nguoi dai
dién thuoc nhom ndy trong danh sach hién co: The Candy Company — mot khach hang da bi mét vao
tay d6i thu canh tranh, va Regent Imaging Corporation — mdt khach hang thuong xuyén ma anh dang cd
ging chio hang. Dave hoan thanh ndt hai cot cudi trong trang gidy.

Phong cach mua hang I

Sau khi tong két phong cach mua hang D, giang vién tiép tuc: “Chung ta vira dé cép toi phong cach
mua hang D, gio hily chuyén sang phong cach mua hang co ban két tiép trong md hinh D- I-S-C. I -
Influence, mang nghia la anh huong. Nhing khach hang c6 phong cach mua I thuong mubn gitp moi
ngudi ¢ cai nhin tong quan. Ho thiic ddy va c6 vil nhitng ngudi khac thanh cong. Trong khi nhom D
pha v& birc trong, thi nhom I dong vién moi ngudi leo qua twong. Ho 13 nhitng ngudi 16n tiéng kéu
goi: “Nay cac ban! Ching ta c6 mot birc tudng can phai vugt qua. S& tuyét voi néu t6i duge bén kia.
Chiing ta ¢ thé lam dugc. Hay tién 1én, cac ban! Hiy vuot qua birc tuong!”



“Khi nghi vé nhom I, hily lién tudng t&i nhan vién ban hang, gido vién va giang vién. Diéu gi co gia tri
d6i v6i nhitng nguoi c6 phong cach mua hang I? Nhém I ¢6 tim nhin bao quat. Ho rat gioi thic day va
ban hang cho nhiing ngudi khac. Ho tao ra mdt moi trudng nang dong, vui nhon va la nhitng nguoi rat
sang tao. Toi chic rang cac ban da tung nghe cau noi “‘Hay ra ngoai day giéng’. Nhom I thim chi con
chang budn nhin vao day giéng. Ho von di rat sang tao va thudng dua ra nhitng giai phap mang tinh dot
phr 29

Dave ngay tirc khic biét rang day 1a nhom ma anh thich chio hang nhat. Mic du khong phai luc nao
cling thanh cong v&i nhitng ngudi dai dién thudc nhom I, nhung anh luén cam thiy thoai mai va vui ve
khi tro chuyén vo1 ho. Nhirng nguoi dai dién co phong cach mua hang I uén y thirc dugc nhan to then
chdt dan t6i thanh cong 1a mdi quan hé. Ho mudn dam dao vai nhitng ngudi ho thich va khong ngai tén
tho1 gian tro chuyén.

Dave ngirng suy nghi lan man khi nghe thiy giang vién néi: “Tuy nhién, cling giéng nhu nhom D, nhirng
nguot thuge nhom I cling c6 mét trai. Ho noi qua nhiéu t&i murc khong them nghe ban va ton qua nhiéu
thoi gian vao tAm nhin ti mirc khong bao gid thuc hién hodc mua bét cr thir gi. Va, ciing boi chi quan
tAm to1 ¥ trdng nén nhitng ngudi ndy thudng chi xem qua loa nhitng chi tiét.”

“Vi sao ho lam vay? Boi vi yéu t6 then chét cua ho 1a: duoc lang nghe. Ho thich c¢6 khén gia dé twong
tac.”

“Vay lam thé nao ban c6 thé ban hang cho nhitng khach hang c6 phong cach mua hang 1? Hay nghién
ctru ky bang sau.”

Y ¢u to then chot cua nham I: Duoce ling nehe
Nén Khong nén

I. Trao cho ho bire tranh 1. Di sdu vao chi tiét va
tong theé trudae khi di s0 liéu; thay vao do,
vao chi tiet. hiiy cung cap cic bao

cao.

2. Cho ho co co hdrchia 2. Dé nghi ho lam diéu
Se g1 ma khong cho ho co

v tuong. ho! gop v.

3. Duy tri cuge tro 3. D¢ ho thao thao bit
chuyén ludn than thién tuyet qua lau
va
am clng.

“Tom lai”, giang vién tiép tuc, “ban c6 thé nhé phuong thirc ban hang cho nhitng khach hang c6 phong
cach mua I bang cach ghi nh¢ cum tir sau:”

Nhom I: Hay dé ho tir ban cho chinh minh

“Vay ddy, néu ban cb gang chao hang cho mot ngudi dai dién c6 phong cach mua hang I, thi dirng noi



gi ca! Néeu muon chdo hang cho kiéu nguoi nay, ban phai dé ho ndi ve giai phap cia ban. Hay hoi ve
nhu cau cua ho va dé nghi ho m6 ta hiéu qua cua giai phap do. Sau khi nhirng ngud1 thuge nhom I vach
ra giai phap, hay dé nghi ho noi to1 1g1 ich. Luén nhd rang ban phai dé ho ty ban hang cho chinh ban
than.

“Hay tim xem nhirng nguoi dai dién khach hang nao cta ban ¢ phong cach mua hang I? Dau hiéu nio
cho thay diéu do?’

Dave biét riang nhirng thuong vy hoi nhit trong danh sach téi tir nhom I, thé nén anh khong ngac nhién
khi ba nguo1 dai dién ma anh thuyét phyc thanh cong déu thuoc nhom I. Tuy nhién, khi nhin vao to gidy,
anh cam thay bat an boi khong c¢6 khach hang tiém ning nao thudc nhom L

Yéu to then chot ciaa nhdm 1: Thai gian
Nén Khing nén
|. Hiy chuan bi chu dio; |. Ling phi thal gian cua ho
v noi dicu do vai ho, bing cach ndi
chuyén phicm.
2. Trinh bay muc dich rd 2. Noi lan man va ké nhimg
rang, ngiin gon, cu the. ciu chuyén dong dai.
3. Chi néu chi tigt néu can: 3. 1 sdu vao chi tiét mac du
hav dé ho kiém sodt tinh ho khong hoi.

huomne,

Phong cach mua hang S

Trude khi dé cap t6i phong cach mua hang tiép theo giang vién kiém tra nhanh dé ¢am bao rang nhirng
nguo1 tham dy da ghi lai thong tin ma ong ta thuyet trinh vé hai phong cach dau tién. Doi ctia Dave tra
161 diing tat ca cac cau hoi va ghi duoc bay diém. Nhung diéu khién Dave chil y nhit d6 1a anh ta c6
thé dé dang nhé lai toan bo ndi dung, mic du giang vién dua ra nhiéu chi tiét.

“Chiing ta da ban bac vé phong cach mua hang D va I. Gio thi hily chuyén sang phong cach mua hang
thtr ba trong mo hinh D-I-S-C. S — Stable, mang nghia 13 tinh 6n dinh. Nhitng ngudi ¢6 phong cach mua
hang S thudng c6 kha ning duy tri t6 chirc & trang thai 6n dinh. Ho thudng 13 nhitng nhin vién trung
thanh, dang tin cdy va yéu thich mot moi truomg lam viée dam bao, on dinh. Ho thich giup d& nguoi
khac.”

“Trong khi nhém D vugt qua bire tuong bang cach ¢6 vii moi nguoi, thi nhom S lai 1ing 18 chung tay
gitip d& dé vuot qua birc tuong.  Nhirng khach hang c6 phong cach mua S khong an to no6i 16n, ho khong
phai 1a nhiing nhirng nguo1 gy 6n d0. Poi véi nhitng al can dong vién, nhom luén S san sang khuyén
khich. Péi v6i nhitng ai can ning d&, nhom S s€ cul xubng, nim tay va nang ho day. P6i voi nhirng ai
can mot bude dém, nhom S tham chi con 16i Xuong bun va cho phép ban tréo 1&€n lung ho dé leo qua
birc tuong.”

“Nhitng ngudi c6 phong cach mua hang thudc nhom S thudng 1am nghé gi? Nhan vién cung cap dich
vy, cong chirc nha nudce, dai 1y ban 1€. Biéu gi co gia tr1 d61 véi nhitng nguoi thude nhém S? Nhirng



nguot thuge nhom S thudng 1a nhén vién tan tim va dang tin cy. Ho ludn vi moi nguoi va san sang
lang nghe. Cac khach hang c6 phong cach mua hang S thuong hao hi€p va vi tha voi nhirng nguoi khac.
Néu nhitng ngudi thuoe nhoém D tu kiéu va tho 13, thi nhom S hiéu rang d6 1a ban chat ctia nhém D. Khi
nhom I ba hoa thi nhom S lang nghe, va cho rang d6i luc nhém I ndi lan man. Vi vdy, nhom S 1a nhirng
nhan vién trung thanh, vi tha va dang tin cay.”

“Nhung khong may 13 ho ciing ¢6 nhuoc diém. Nhom S thuong né tranh giai quyét van dé trir khi n6 da
qué nghiém trong. Diéu ndy xay ra vi ho khong thich sy dbi dau The nén, néu ban lam nhom S chan
nan, ho s& khong noi nang hodc lam bat ctr diéu gi dé giai quyét van dé d6. Néu ban tiép tuc 1lam nhom
S that vong, ho s& van cu xir nhu vay cho téi khi ho khong con du strc chiu dung. Khi nhom S qua that
vong to1 mirc ho tré nén tirc gian thi ban hay can than va nén tranh di mot noi khac. Nhiéu nguol trong
ching ta nghi “T6i khong hiéu, tit ca nhitng gi t6i 1am 13, v.v...” nhung ho khong nhin thdy moi viéc
trude do.”

“Nhu vay, nhugc diém cta nhom S 13 khong thich doi dau va tranh xung dot. Ngoai ra, nhirng nguoi
ndy con thiéu tim nhin va kha ning sang tao. D6 14 boi ho ¢b ging lam Vlec hi¢u qua va dam bao rang
moi ngudi cam thay thoai mai. Nhom S khong nhin ra ngoai day giéng.”

“Nhugc diém cubi cung cua ho la cham thay ddi va mién cuong. Ho mudn sy 6n dinh chi khong phai
1a su thay do1. D61 véi nhitng ngudi dién hinh thuoc nhom S, thi thay do1 dong nghia véi hon loan, 1am
giam tinh 6n dinh va pha vo moi quan he¢.”

“Mot trong nhitng 1y do khién nhom S khong thich d6i dau dé 1a vi yéu tb then chét ciia ho 1a dugc yéu
meén. Nhitng khach hang c6 phong cach mua S thich dugc yéu mén, ho mudn sy hoa thuin va mong moi
nguol hai long.

Yeéu td chu chit caa nhom S: Duoe véu meén

Neén Khing nén
I. Ban ddu hay dé cip i 1. D& cip thing vio vu mua
mot ¢hu dé mang tinh cd ban,

rhin.

2, Chu tam dwa ra y Kién rd 2. Dot hot va tho o.
rang; va cung cap sy dam

bao.

3. Hay chic chin ho dong v 3. Cho ring “im 13ng nghia li

vl ban trieae kha tigp tue. dong y".

“T6i mudn n6i mot chit vé phan tmg ctia nhom S khi ai d6 doi hoi hodc c6 hanh dong tho 15. Hay thir
so sanh. Néu mot ngudi nhom D doi hoi hodc thd 16 véi mot nguoi ciing thudc nhom D, thi ngudi nay
s€ cu xur voi thai do twong tu. Néu mot ngudi nhom D doi hoi hodc thd 16 véi mot ngudi nhom I,
ngudi nhom I s& ké cho nhitng ngudi khic (d6ng nghiép, ban be, nguoi than, thi cung, hodc bat cir ai
san sang lang nghe ho) vé& hanh dong bat lich sy. Nhung néu mot ngudi nhom D doi hoi va thd 16 véi
mot ngudi nhom S, thi nguoi nhém S chi im lang. Ngudi nhom S s& khong néi gi. Didu nay din ching



ta t&i diém mau chot cudi cung. Bung tur cho rang im ling nghia la dong y. Khi ‘nhirng nguoi nhom S
ddng ¥ vé1i ban, ho s& git dau. Khi khong dong ¥, ho s& ching 1am gi ca. Hiy can thin, c¢6 thé ban da
b6 qua diém nay!

“Tom lai, cac ban co thé nhé phuong thirc ban cho nhirng khach hang c6 phong cach mua hang S bang
cach ghi nhé rang:”

Nhém S: Hiy bat dau bang cach riéng tu, ding dua ra gia thuyét

Khong ban tim téi chuyén gio tay phat biéu, Douglas — giam doc chi nhdnh ngin hang, cat ngang: “Toi
khong hiéu lam. Chang t61 1a mot ngan hang. Khi moi nguo1 dén ngan hang, ho mudn thuc hién giao
dich. S€ c6 gi khong 6n néu nhu ching t61 dé cap thang vao cong viéc? Do 1a cach chiing to1 thuong
lam.’

Giang vién hoi lai doi Po: “Ai mudn giai quyét van dé ndy? Ai c6 thé giai thich tai sao cac ban khong
nén dé cap thang vao cong viéc voi khach hang nhdém S?”

Sam — giam dbc kinh doanh cong ty truyén thong, lién gio tay: “Co the diéu ndy sé& hitu ich cho ban.
Péi v6i khach hang c6 phong cach mua hang S, khi ban bat dau noi vé cong viéc, cling c6 nghia 1a ban
dang coi trong cong viéc hon khach hang ciia ban. Piéu d6 c6 thé 1a do tim 1y phong vé.”

Mot nguoi khac tr mot ban khac bo sung: “Do6 chinh xac la nhitng van dé vudng mac cua toi vo1 ngan
hang. Ho gtri cho t61 rat nhiéu thu moé ta vé cac dich vu moéi ‘phu hop véi nhu cau cua t61°, nhung khi
no1 chuyén véi ho, thi dudong nhu to1 chi 1a mdt con s6. Hoan toan khong phai 1a mot khach hang.”

Mot nguoi khac xen vao: “to1 cling gap phai van dé tuong tu vo1 ngan hang. Moi 1an t6i...”

Giang vién budc ti cat ngang cudc thao luan: “Hay khoan di. Ching ta & ddy khong phai 1a dé ban
luan lam thé nao dé cac ngan hang cha trong hon vao méi quan hé voi moi ngudi. S& dé dang hon néu
chiing ta tap trung vao nhitng gi ngudi khac nén 1am dé diéu chinh phong cach mua ctia khach hang.
Hay quay tro lai v6i viée hoc hoi cac phong cach mua hang dé chung ta ¢ thé hiéu khach hang ctia
minh hon.”

“Trudc khi chuyén sang phong cach tiép theo, hiy kiém tra lai danh sach céc khach hang, va ngudi dai
dién chinh. Ban nghi c6 bat ctr nguoi dai dién ndo cua cong ty minh thudc nhom S khong? Nhirng dau
hiéu ndo am chi diéu d6?”

Lac niy, Dave di chic chin rang nguoi dai dién gan day nhat ma anh thuyét phuc thanh cong 1a Jillian
to1 tr Fasteners in a Snap, co ta 1a mot khach hang dién hinh thuéc nhém S, chir khong phai nhom 1.
Dave nhin ra rang vi khach hang ndy chu trong téi mdi quan hé, nhung ddng thoi cung kha dé¢ dat.
Nhirng cau hoi cua ¢ ta ludn tap trung vao con nguoi, va co ta la nguoi duy nhat dé nghi gip mit truc
tiép sau cudc goi dau tién. Jillian t6 ra kha mién cudng khi noi chuyén truc tiép voi Dave. Tur mot bo
phan khac ctia Fasteners in a Snap, CRM First biét rang ngudi dai dién nay c6 mot mdi lo ngai 16n ddi
v6i bd phan ma c6 dang phu trach. Do d6, khi goi lai, Dave da dé cap to1 cach thire CRM First s€ thay
d6i bo phan ciia Jillian, nhung c6 ta khong hoi am. Lic d6, Dave cho rang im lang nghia la dong y.
Nhung khi biét phong cach mua hang cia nhom S, thi anh cam thiy nghi ngd vé gia thiét ciia minh.



Thuec té thi, nguoi dai dién truyén thong trong nhdm da nhiic nhd anh vé vi khach hang nay. Jillian dang
mén nhung kha de dat, va to ra trai ngugc hoan toan véi hai khach hang thugc nhom I — nhirng nguoi
hudng ngoai va thich giao du. Khi tro chuyén véi ho, Dave hiém khi chen 161 vao dugc.

Dave sura lai thong tin vé Fasteners in a Snap, nhu sau:

Khich Naurdi Tinh trang | Phon i higu
hang dai dién thurong u

chinh thuyet cich

Fastener | Jillian Thinh cong | 5 * Lty mot cugde gap
$in 4 MeFarlan 20 e liép sau
Snap d, Pho CUGe a0
Cnam dic diu tién
phuy trich # Tap trung vao con

Hinh ngtriri moi quan hé
chinh ; Sty
»am thay tin irdmg

hon khi biét réng

chung wn da thdé
lap thinh cong hé
'.I:C"-n; nay cho hai
khach hang ma co
ta bigt

o D¢ dat trong giao
tep

e Mién cuimg khi dé
cip tn mot lo nga
chinh: ching 100
biétl dugc théng tn
may e mot bo phan

khac

Phong cach mua hang C

“Chung ta d4 thao luan vé cac phong cach mua hang cia nhém D, I, S. Tiép theo sé& 1a phong cach mua
hang cudi cung trong md hinh D-1-S-C, phong cach mua hang C. C — Compliant, mang nghia 1a tinh
tuan thi. Nhitng khach hang thuéc nhom C thudng co xu hudng dua vao logic duy 1y va bang ching dé
rat ra két luan. Ho mudn dam bao rang moi thtr dugc 1am theo hudng dan cta sach.”

“Trong khi nhom D pha twong, nhom I ding Ién 0 vil moi ngudi vuot qua burc tuong, nhom S giup do
dé moi nguoi vuogt qua buc tuong, thi nhom C lai 1a lam bai tap vé nha. Trudce tién, ho do chiéu cao
ctia btrc tudng, va dién thong tin vao bang. Nhirng nguot nay su dung thiét bi do dac dé xac dinh goc
buc tuong 1 84,5 d6. Tiép theo ho kiém tra toc do gid va can nang ban than. Cudi cung, khach hang
thudc nhom C dién moi thong tin vao bang ghi chu, sau dé a an vao nat ‘tinh’. Bang ghi chi dua ra mot
bao cao dai bon trang, trong d6 chi ra rang néu ho ding cach bure twdong hon 6 met va bude lay da
khoang 7 budc (mdi bude dai 0,8 mét), ho s& nhay qua btrc trong voi mot luc twong duong khoi
luong co thé, va cach birc tudng xap xi 0,05 mét khi nhiy qua, dong thoi tiép dat & khoang cach hon
0,6 mét tai phia bén kia. Va néu ban c6 chit thoi gian, ho mudn ké cho ban nghe chi tiét vé phuong
phap tinh toan.”



“Khi nghi vé nghé nghiép dién hinh ctia nhém C, hiy lién tudng t&i nha nghién ctru, ké toan, ki su, nha
phan tich, nhirng nguoi 1am nghé lién quan téi viéc dinh luong va di sdu vao chi tiét Vay diéu gi c6
gia tri voi cac khach hang thuoc nhom C? Nhitng nguoi nay thuong c6 xu hudng t6 chirc va di séu vao
chi tiét. Ho mudn dam bao rang quyet dinh dua ra phu hop voi cac s6 liéu va dir kién thue té. Nhirng
ngudi thudc nhém C mudn chic chin rang cac tha tuc tiép theo 1a phu hop. Ho ludn tim kiém cau tra
161 cho cau hoi “tai sao né khong hiéu qua?” Nhom C gitp dam bao rang ching ta van duy tri chét
luong cao san phém va dich vu.

“Khong may 1a ciing giéng nhu cac nhom khac, ho cling ¢6 mit trai. Khach hang thudc nhom C 13
nhitng ngudi theo chil nghia hoan héo va rat kho hai long. Ho khong chi ky vong cao vao ban thin ma
con ky vong cao vao ngudi khac. N6i chung, khong may ai trong ching ta lai thich dugc ngudi khac ky
vong cao vao minh.”

“Nhém C c6 thé s& chi cha trong vao sb liéu va thuc té ma quén di nhan t6 con nguoi, boi vay, doi lac
ho bi cho la nhitng ngudi lanh lung va tinh toan.”

“Két qué 13, ho co thé qua lo ling va mic phai chimg té liét kha ning phan tich — t&i mirc khong thé
dua ra duogc quyét dinh nao ca du 1a nho nhat.”

“Vi sa0 nhom C lai nhu vAy? Boi yéu t chu chot ctia ho 1a thire hién diing cdch. Nhitng ngudi ¢6
phong cach mua hang C tha khong dua ra quyét dinh con hon la dua ra mot quyét dinh sai lam.”

“Vay lam sao dé ban hang cho nhom C? Piéu nay chua han da kho. Mau chdt 13 & chd ban phai dua ra
mot treong hop logic dé chirng minh 6 rang cho quyét dinh cua ho l1a dung.” Giang vién trinh bay
bang sau:

Yéu to chu chot: Thye hién dung eich
Nin Khing nén
. Bhra ra vy tuong mot [. V& td chire va thinh thoang lai
cich logic, xen vao mot so loi binh ludn,
2. Bam sit vao chu deé. 2. Phuy thudc vao s thich theo
cam tinh dé dat duoe thoa
thudin,
3. Dua ra 5o héu va dir Kién 3. Thue giue ra quyet dinh
thue té dé khdng dinh nhanh.
cho tuyén bé coa minh.

Néu ban 1a mot nguo1 ban hang thanh cong trong vigc thuyét phuc khach hang nho vao tinh cach, uy tin,
moi quan hé, thi hiy quén ngay ching di. Ban s€ khong thé gianh duoc sy dong thudn ctia khach hang
thuoc nhom C. Ho mudn s6 liéu va dir kién thyc té. Nhirng nguo1 nay mong ban dua ra ding cau hot,
cung cap cho ho nhiing giai phap dy phong, thuc hién diéu ma ban hira, va khong nén tuyén bo 1a ban
khong thé dua ra s6 liéu hodc dir kién thue té dé ching minh.

“T6ém lai, ban c6 thé nhé phuong thirc ban cho nhirng khach hang c6 phong cach C bang cach ghi nhé:”

Nhém C: Cho ho thoi gian dé tim hiéu chi tiét



Trude khi giang vién dé nghi ho nhin vao danh sach nguoi dai di¢n, Dave da cam thay bat an. RO rang
1a nguoi dai dién cia Web Systems and Tools 1a mot khach hang dién hinh thugoc nhom C. Bang ching
da qua rd rang;

« Sharlene khong thich xdy dung mbi quan hé. Trong khi CRM First thinh cong trong viéc thuyét phuc
nhirng khach hang khac tham gia vao thuong vy, thi ¢6 ta lai khong.

* C6 ta la ngudi duy nhit yéu cau tén cua hai d6i thil canh tranh. Dave da cho d6 1a mot budc khong
may quan trong dé dap tng yéu ciu mua cia Web Systems and Tools.

« Sharlene dudng nhur hoi buc minh néu cudc gip gd kéo dai hon so véi dy tinh vai phat, va dé 1a
diéu thuong xay ra.

« Dave nhé rang khi Web Systems and Tools dé nghi CRM First dua thém thong tin, thi d6i luc ¢6 ta
phai goi lai cho anh t&1 hai 1an b1 vi thong tin khong dling dang nhu yéu cau.

Va Dave hdi tudng lai mot diéu Sharlene d néi khi co ta goi toi dé tir chdi vy mua ban: ¢ Chung to1
chi tin twdng vao kha ning hoan thién va dap tng nhu cau ctia ching t61 tir mot nhom khac.” O, hoad ra
1a ho d3 khong chao hang dung cach. Sao anh khong nhdn ra diéu d6 trudc day nhi?

“Trudce khi ching ta tiép tuc, hily dién ndt phan con trong vé nhom C vao trong danh sach. Ching toi
da ra soat lai bon phong cach ban hang co ban. Theo ban, thi chin khach hang cua Dave s€ roi vao

nhom nao?”’

Dave d3 hoan tit danh sach.

Giang vién ndi: “Ching ta s€ tam nghi & day. Nhung trudc dé hay danh vai phut dé trao do1 vaoi cac
ban cung nhom vé ba cau hoi sau:”

1. Phong cach mua hang nao khién ban cam thdy dé chio hang nhat? Vi sao?
2. Phong cach mua hang nio khién ban cam thay kho chao hang nhat? Vi sao?

3. Hay dua ra ba truong hop trong d6 ban chu dong chao hang, ban s€ thurc hién nhirng hanh dong nao
de 1am khach hang hai long nhat?

Dave ciing can tam nghi. Budi hoc kéo dai 90 phut troi qua kha nhanh va soi noi khién anh ta cam thay
ngap dau. Nhung Dave khong hé biét rang, phat hién quan trong nhat doi véi anh ta s€ té1 ngay sau khi
hét gio nghi.



4. BAN HANG CHO SEP CUA BAN

Giang vién tiép tuc bai hoc sau gio nghi: “Chung ta da tim hiéu vé bon phong cach ban hang co ban,
va céac ban cling ¢6 co hoi dé xac dinh cac thuong vu thanh cong, thuong vu thit bai, va thuong vu
dang theo dudi tir nhitng nguoi dai dién co phong cach mua hang thudc cac nhom khac nhau (D-1-S-C).
T6i mubn ddi cha dé tir 1y thuyét téi thue hanh trong vong vai phut bang cach quan sat nhitng chién
luge ap dung cac nguyén tic ndy. Hay bat dau bang mot vi du don gian: ban giai phap cho sép cua ban.
Sau d06, chung ta s& quay trd lai chi dé ban hang cho khach.”

“Hay lang nghe that k§. T6i s& dua ra mdt thi du cho cac ban. C6 mdt van dé nay sinh trong nhom cua
cac ban. Ban s€ nghién ctru toan bo van dé nay va chuin bi mét tai liéu dai tam trang dé md ta van de,
dua ra bon giai phap khac nhau dé xtr 1y van dé, va trinh bay diém manh ciing nhu diém yéu cia mdi
giai phap. Ban thich ca bon giai phap nay. Cha y 13 ban d4 hanh dong diing nhr mong mubn cta mot
khach hang dién hinh thuéc nhém C!

“Ban s€ gap sép dé thao luan van dé va dé xuit cach giai quyét. Sép khong biét gi vé van dé va cudc
viéng tham cua ban. Ban g cira va nghe thdy: ‘Moi vao’”.

“Nhirng tir ddu tién ma ban néi con tuy thudc vao phong cach mua hang cta sép. Chang han, néu sép
ctia ban thudc nhom D, diéu dau tién ma ban ndi sé 1a gi? Vay néu sép thugoc mot trong ba nhom 1, S, C
thi diéu gi s& xay ra? Hay nho lai nhitng diéu ma ban d3 hoc duoc vé bdn phong cach mua hang co
ban, va suy nghi can thdn vé cac c nhan c6 phong cach mua hang khic nhau s& muén ban 1am gi cho
ho va mong doi diéu gi sau khi ban budc vao phong. Ban s€ c6 tam phat thao luan v&1 nhdm cua minh,
hiy thay trudng nhom méi. Téi mubn c6 bdn cau tra 101 trén bang kep gidy.”

Nhitng y kién dau tién

Trudng nhom tiép theo trong doi Do 12 Tan, giam doc kinh doanh mot hing phan phéi 6 to: “Day c6 vé
12 mot bai tap tha vi. Toi ¢6 tham du mot 16p hoc & Myers-Briggs cach day vai ndm, ciing tién hanh
twong tu nhu thé nay Hay ban vé khach hang thudc nhom D. Cach nao t6t nhat dé giao tiép voi ho? Ai
c6 v kién gi khong?” Connie — CEO cuia mdt hing ké toan tra 1i: “Theo nhu huéng dan, gia sir sau khi
budc vao phong sép, chung ta dugc phép quyét dinh thi s& ndi gi dau tién. Mot khach hang thudc nhém
D khong thich tro chuyén dong dai, t6i nghi chiing ta nén di thang vao muc tiéu bang cach giai thich
van de.”

Douglas — giam ddc ngan hang lién phan d6i: “Cach d6 chang bao gio dem lai hiu qua. T6i cho 1a
minh thudc nhém D, va t6i khong thich dé cap to1 viéc giai thich van dé. Toi mudn nghe vé giai phap.
Thé nén khi budc vao van phong cta toi, toi mubn biét cac ban nghi chiing ta nén 1am gi. T6i mudn
duoc nghe diéu gi d6 tir cac ban nhu: “Toi nghi chung ta nén lam xyz va day 13 Iy do vi sao.” D6 méi
1a diéu toi can”

“Mo1 nguoi thay On chir”, Ian hoi.

“To1 thay 6n”, Dave tra 101, va ca do1 Do nhat tri.



lan tiép tuc vai trod trudng nhom: “Thé néu sép thudc nhdom I, ching ta s& ndi gi day?”

Douglas phat biéu: “T6i cho 1a cch tiép cin twong ti s& hiéu qua. Chung ta nén di thing vao diém
chinh.”

Lan nay t6i Dave phan d6i: “T6i 1a mot ngudi dién hinh cho nhom I va t6i dam bao 1a cach d6 khong
hé hiéu qua vai to1. Cac ban can phai thuyét phuc dé toi trd nén nhiét tinh trudce khi té1 san sang giai
quyéet cong viéc. T61 mudn cac ban...”

[an xen vao gitra cau: “To1 hieu. To61 dong v voi anh vi 1y do d6. Toi cling 1a nguoi thude nhom 1.
Khong phai ltuc nao moi thir cling déu la cong viéc. Hay dé cap tdi tran bong to1 qua, hoac hdi to1 ve
ky nghi vira ro1 hay nhan vién méi 1am viée ra sao. Hay danh trong lang mot chat.”

Dave dap 101: “Chinh xac! o6 la cach bat dau cudc ndi chuyén, dong thoi gitp xay dung mdi quan hé
kinh doanh tot dep.”

“Pung vay”, lan ndi va gio ndm ngén tay dong tinh v4i ¥ kién cua Dave.
Douglas hoi: “Khi nao thi hai anh mdi két thiic man trinh dién tinh anh em cam dong va noi cho chiing

toi nén viét diéu gi 16n bang day? Nén dé cap t6i diéu gi dau tién khi sép 1a khach hang dién hinh thudc
nhom 127

Dave tra 161: “Cudi tuan cua anh thé nao? La cau hé1 ma t61 mudn nghe.”

“Cach d6 s& hiéu qua ddy. Gio thi hily chuyén sang nhém S. Chung ta c6 ai 13 khach hang dién hinh
thudc nhém S khong?”

Dave ngay 1ap trc quay sang phia Sam, dai dién mot hang truyen thong, nguo1 kha 1a im lang cho to1
thoi diém nay. “Toi doan do la to1”, Sam tra 101, nghe c6 vé giong mot cau hoi hon 1a mot 101 khang
dinh. “Tét ca cac ban déu rat gioi khl phat hién ra diéu nay. T6i thuc sy thy khong can thiét phai noi
gi. Toi ciing khong chic minh 13 mot khach hang dién hinh thudc nhom S. Nhung néu ban budc vao vin
phong t6i dé thao luan vé viéc kinh doanh, thi tot hon hét 14 hdy dé cap téi mot chiu dé mang tinh ca
nhan gidng nhu giang vién vira ndi, nhung ding di qua sau vao chi dé d6. Néu hoi tén vo t6i hodc noi
ching t6i s& di du lich, thi d6 13 mot khai dau tot. Tom lai ban dau hdy hoi mot chat vé ban than toi.

“Tai sao ching ta khong viét 1a: ‘Gia dinh anh thé nao?’”, Ian goi y.
Sam lién tra 10i: “Puoc day.”

“C6 phai tat ca nhitng ngudi thuoe nhom S déu dé xuc dong khong?”, Douglas hoi véi thai do khong
thé gidu giém sy tirc gian trong giong ndi clia minh.

“Co phai tat ca nhitng nguoi thude nhom D déu thd 1527, Dave dap tra va bat cuoi.

[an xen vao: “Théi ndo, chung ta hiy chuyén sang nhom C. Lam thé nao dé ching ta bat dau budi trd
chuyén v&1 mot nguot thuge nhom C?”



Dave tra 161 dau tién: “Thing thdn ma ndi thi day 1a nhom t6i cam thay kho cong tac nhat. Néu cac ban
co thé chi cho t61 bi quyét dé tiép xtc vdi ho, thi that tuyét. Ho luon khién to1 phat dién.”

Sam tiép 10i: “Dave, néu diéu ndy hiru dung, t6i cho 1a nhom C s& rat d& hop tac néu t6i khéng don ho
vao chan tuong. To1 nhan thay ho khong thich bi thuc ép dé dua ra quyet dinh. Nhitng ngu61 nay luon
muon c¢6 nhi€u tho1i gian dé€ kiém tra so6 li€u va dit kién thuc t€.”

“Vay chting toi nén néi gi khi budc vao phong sép?”” Douglas hoi.

Vai gidy im lang troi qua truéce khi Connie, CEO ctia mdt hang ké toan tra 1oi: “Trong bon phong cach
mua hang, t61 cho la minh dac trung cho nhém C hon ca so véi nhitng nguo1 khac trong doi. Néu toi1 la
sép, thi nhiing gi Sam noi it nhiéu cting dung. T6i khong thich bi thuc giuc dé dua ra quyét dinh. Cac
ban nén giai thich cin than van dé cho t6i va dua ra cho toi bbn 101 dé nghi. Sau do, ban can phai cho

t6i thoi gian dé kiém ching, nghién ctru vé céac giai phap thay thé khic ma to6i mudn can nhic, rdi sau
d6 m6i dua ra két luan cudi cung trong khoang thoi gian da dinh.”

“Van con hai phat”, giang vién ndi tir phia trén 16p hoc.

“Sap hét gio 161, thé cudi cung thi chiing ta phai néi gi khi budc vao phong sép?”, Douglas sot rudt vi
ap luc tho1 gian.

“Lam on cho to1 vai gidy dé nghi, dugc khong?”, Connie tra 101.

“Douglas ndy, chiing toi khong muén don mot khach hang nhém C vao chan tuong. Chung ta c¢6 thé van
can to1 co ay!”, lan cham choc. Sau do tiép tuc noi: “Cac ban thay sao néu gia st viét ‘Ching ta dang
cO mot van dé, to1 mudn anh xem xét mot s giai phap du phong dé xir Iy nd.” Li¢u do6 c6 phai 1a khot

dau tot khong?”

Dave dap lai: “Bat dau tot ddy, nhung can phai bd sung thém thoi gian vao cau do. ‘Chiing ta dang co
mot van dé, t6i mubn anh xem xét mot s6 giai phap du phong dé xir 1y nd. Anh c6 thoi gian khong?”

Tan nhan xét: “Nghe c6 vé thuyét phuc hon ddy. Connie, c6 cam thay thé nao?”

“T6i dong ¥, d6 1a mot khai dau tét. Co vé d6 1a lya chon tt nhat ctia chiing ta trong khoang thoi gian
ngan ngui nay”’, Connie tra 101.

Khi chung toi hoan tat, ndi dung trong bang kep gidy ctia d6i D6 nhu sau:
« D — T6i cho 1a ching ta can 1am xyz, 1y do 1a vi. ..

« I — Ky nghi cui tuan cta anh thé nio?

* S — Gia dinh anh thé nao?

« C — Chung ta dang c6 mot van d¢, toi mudn anh xem xét mot s6 giai phap dy phong dé xir Iy nd. Anh
c6 thoi gian ndi chuyén khong?



“T61 dang quan sat toan bd ndi dung trén nhitng bang kep g1ay trong 16p hoc. Tat ca cac doi déu sir
dung thoi gian hi€u qua dé thao luan dé tai nay va dang chuan bi dua ra két luan. Trudc khi ching ta
dé cap toi dap an, cho phép t6i hoi, cac ban c6 nhan thay bat ky hanh vi mua hang dién hinh ndo hodc
bat ky hanh vi mua hang khong dting cach nao trong nhom cua minh khong?”, giang vién nhan manh vao
“hanh vi mua hang khong dtng cach” voi mot tiéng khuc khic trong c6 hong. Dave cam thdy ro rang 1a
cac doi khac cling dang trai nghiém tuong tu nhu di Do.

“Hay tam gac lai nhitng hanh vi ma cic ban quan sét thay va bat dau di vao ndi dung chinh.”

“Hay nhé lai gia thuyét: c6 mdt van dé nay sinh trong nhom ciia ban. Ban d nghién ciru toan bo van dé
nay va chuan bi mot tai liéu dai tam trang dé mo ta Vén dé, dua ra bon giai phap thay thé dé xir 1y van
de, va trinh bay diém manh cling nhu diém yeu ctia moi giai phap. Ban thich ca bon giai phap nay. Ban
s€ gap sép dé trinh bay vé van dé va dé xuit cach giai quyet Sép khong biét gi vé van dé va chuyén
viéng thim ctia ban. Ban g6 ctra va nghe thdy, ‘“Mo1i vao’. Nhiing tir ddu tién ma ban néi tiry thudc vao
phong cach mua hang cua sép. Chéng han, néu sép ctia ban thuoc nhom D, diéu dau tién ma ban noi s&
12 gi? Poi Xanh duong phat biéu trude.

Pap an cua bon doi nhu sau:

Néu sép ban thudc nhom D

Po6i Xanh duong: Chung toi dang gip rac rdi véi... anh c6 thoi gian dé ban bac vé nd khong?

Po6i Xanh 14: Anh c6 vai phat dé ban vé cach giai quyét van dé ma chung ta dang mic phai...?

Po6i Po: Toi cho 1a ching ta can 1am xyz, 1y do 1a vi

Doi Pen: Toi can 10 phut dé xin quyét dinh cta anh vé... by gior ¢6 tién khong?

“O day c6 mot s6 dap an dung, nhung cai diing nhat 13 cai thé hién rd rang von hiéu biét ctia ching ta
vé cach thirc lam viéc hi¢u qua véi khach hang nhom D. Toi cho 1a céc ban biét 1y do vi sao. Hay nho
161 go1 y cua toi. Hay tu hoéi ban than: Khi ban budc qua canh ctra, khach hang thuoc nhdém D muon gi
¢ ban? Hay chi ¥ yéu t6 then chot cia nhdm D do6 1a thoi gian — Pung lang phi thoi gian cua ho! Thé
nén khi budc qua cénh ctra, s€p mudn ban néi véi1 ho hai diéu, cu thé 1a: Ban mudn gi? Va ban s€ su
dung bao nhi€u tho1 gian cua ho?”

“Thé nén néu ban néi: ‘Chang t6i dang gip rac rdi vdi... anh co thoi gian dé ban bac vé nd khong?,’ thi
ban da tra 101 cau hoi thir nhat — Ban muon gi? — nhung chua giai dap cau hoi vé thoi gian. Ban khong
néu ro thot gian can thiét, va sép cua ban khong thé biét dugc li€u cude thao luan nay c6 dang dé dau
tu thoi gian cua ho hay khong, Hon the, theo quy luat chung, khach hang thugc nhém D khong thich dé

cap to1 ‘van de’. Ho muon tap trung vao giai phap.”

“Néu ban noi, ‘Anh c6 thot gian dé ban bac Ve cach giai quyét ric r6i ma chung to1 dang phai...?,” thi
rd rang ban c6 mot van dé véi viée giai quyét rac roi thay vi dua ra giai phap.”

“Tuong tu, khach hang thudc nhém D ciing hiéu vai cudc ban bac sé& tiéu tén thoi gian ctia ho. Thé nén



ho s& cit ngang ban bing cach 4m chi ring ban chi cAn mot phut
“Néu ban ndi, ¢ Tdi cho 1a chung ta can lam xyz, Iy do 1a vi...”, ban da tap trung tim kiém su ung ho,
diéu nay tot, nhung ban van gip van dé vé thoi gian.”

“Tuy nhién néu ban ndi, “Toi can 10 phut dé xin quyét dinh ctia anh vé...”, ban da noi rd minh muén g,
dong thoi dién dat rd bang tir quyét dinh thay vi van dé — khach hang nhom D muén hiéu 6 vé thoi
gian. Ho s& thich va ton trong ban néu ban dé cap dung cach.”

Dave quan sat nhiing cai dau dang gat gu xung quanh phong hoc. Piéu d6 noi 1én rang day hién nhién
l1a cach tot nhat dé doi thoai véi khach hang thuoc nhom D.

Giang vién két luan: “Hay nghi vé phong cach ban hang ma khach hang mong mudn, ban nén dua ra y
kién hay nhat bang cach bat dau mét cudc doi thoai véi nhitng ngudi thuéc nhom D.”

“Gid thi hily cha y vao ba phong cdch mua hang con lai. Khach hiang nhom I muén gi tir ban sau khi
ban budc qua cura, di€u dau tién can noi la gi?”

Sau khi két thiic viéc thao luan bon phong cach mua hang, giang vién hoan tat thong tin 1én bang kep
glay.
Ho muon gi tir ban Dicu diu tién nén dé cip toi

la oi

D Ho muon biét ban mudn gi T can 10 phit dé xin anh

va that gian dé thao ludn la  quyét dinh vé..,

hao nhiéu

[ Ho mudn ¢6 ngir canh
5 Ho muon tro chuyén than
mit

C Ho mudn danh thoi gian dé

Cudi tuan cua anh theé nao?
Anh co khoe Khong?
{(Gui mat email dé cap toi

thai gian can thiet dé thao

hicu chi tict van dé lun chi tict vé van dé) Neu
biy gidr thich hap, thi t6i
mong anh ¢o the danh thi
gian cin thict dé thao luin ve
ric roi ma chiing ta dang eap

phai...

Poi thoai véi khach hang nhém D

“Chung ta da thao luan toi diéu dau tién can dé cap. Bay gio, hay tiép tuc voi phan con lai cuia cuge
d6i thoai. Hiy quan sat ndi dung trong bang biéu. T61 mu6n moi nguoi danh bén phut de dién n6t
thong tin con lai. Hay dua ra quyét dinh, d6i vdi mdi phong cach mua hang, cac ban can phai 1am gi
dau tién, thir hai, thtr ba, v.v... Chu ¥ 1a khong phai hanh dong nao ciing 4p dung v6i moi nhom. Hay
bat dau v4i cot D va dua ra thi tir wu tién cta ting hanh dong — dau tién, thir hai, thi ba, v.v... Ban c6



bon phut.”

Hianh dinge D l 5 C

A, Chao hor xi 2140

B. Giai thich vé van dé

BI. Gian thich so hroe

B2, G thich cho tét

C. Hai edch giai quyet van de

. Ehra ra giai phap

121, G thich so hroe

12, Gaas thich chi uen

E. L ich coa gidi phip
El: Yéu eau lm ich

E2. Giai thich lgnich

F. Dat duce sy dong thuan trong bude

tiep theo

Sau bon phit, giang vién tiép tuc thao luan. “Hay cling kiém tra lai bang biéu. Néu sép ctia ban 1a mot
khach hang dién hinh thuéc nhém D va ban dang d6i thoai truc tiép, ban s& bat dau tir dau? Chao hoi
xa giao? Hlen nhién 1a khong vi diéu nay khong phu hop vo1 mot nguoi thuge nhom D; Giai thich so
qua vé van dé? Khéng, khong danh cho kiéu nguoi nay. Véi khach hang nhém D, ban hay bat dau bang
giai phap. Nhom D 1a nhtrng khach hang thuong doc phan két ctia quyén sach trudc dé quyét dinh xem
liéu ho c6 mubn doc phan con lai hay khong.

“Sau khi bat dau voi giai phap, ban hdly dwa ra mt vai 1oi giai thich van tat vé van dé, mo ta loi ich
cua giai phap, va cd gang dat duoc su dong thudn trong budc tiép theo. Thuc té, cudc doi thoai nay sé
dién ra ‘t6i muén lam..., bai vi n6 giai quyét nhitng van dé ndy..., va ching ta s& co 1¢i... anh c6 nhat
tri khong?”



FI."mh ding 3] | ) C
A, Chéo hdi xd giao

B. Gidi thich vé va nLI‘.
B1. G thich sor lirore
B2. Gun thich chi tiét
C. Hoi cach giai quyét van dé
12 Pura ra @i phap
D1. Giai thich so lurgc
D2. Giai thich chi tiét
L. Lin ich eaa gian phip
El. Yéuciu lgiich
E2. Giai thich lai ich

Prat duroe suir domg thuin trong buog 4

tiep theo

“Vo1 khach hang thuoc nhom D, ban c6 nén m6 ta ca bbn giai phap? Puong nhién 1 khong, hiy dua ra
giai phap ban cho la tot nhat. Nhung nho chuan bi ca nhiing phuong an dy phong trong truong hop ho
khong thich giai phap dau tién.”

Péi thoai v&i khach hang nhom I

“Tiép theo 1a nhom I. Ban s¢ bat dau tir dau? Chao hoi xa giao? Tt nhién roi. Ngoai ra, ban con can
phai chuan bj ky cang vi sep ctia ban c6 thé muon danh thoi gian dé thao luan chi tiét. Sau khi tao ra
ngit canh, ban sin sang chuyén sang budc tiép theo, giai thich so luoc van dé, day 1a mot budce quan
trong. Tiép d6, ban s& 1am gi?

Dave biét cau tra 101, nhung mot nguoi tir d6i Xanh dwong da tra 101 trude: “Dua ra giai phap.”

“Céach do co thé hiéu qua voi vai ngudi nhom I, nhung mot khach hang nhom I dién hinh sé& thich
phuong thire tiép can khac. Co a1 trong 16p nghi minh thuoc nhom nay?”

Hon mot nira canh tay gio 1én. Tiéng ri rAm quanh 16p hoc chirng to cho Dave hiéu rang nhiéu nguoi
cling ngac nhién. Khong chi minh Dave. Puong nhién, hon mot nuwea canh tay gio lén vi day la lop
hoc ban hang Dave nghi.

“Nao nhitng nguoi gio tay, cac ban hiy ho to chir cai dau tién cta budc tiép theo,” Gan nhu tat ca déu
nhét tri “C!”

Conmnie gio tay: “Toi ¢6 y kién. Toi da danh nhiéu ngay dé nghién ciru mot van dé va chuan bi mt ban
thuyét trinh dai tdm trang, trong d6 dua ra bon giai phap va phan tich diém manh, dlem yéu cla ting
giai phap. Gio day cac ban dang ndi voi toi rang toi nén hoi sép cach giai quyét van dé sau khi co ta
chi danh nim phut dé lang nghe t6i trinh bay sao? Diéu nay nghia 1a gi?”

Giang vién tra 101: “Puong nhién ban dung. P61 vé1 mot s6 ngud1 nhdm C, hoi nhom I vé cach giai
quyé€t van dé s€ chang ¢ y nghia gi. Nhung do1 vdi nhom I diéu do 1a cuc ky quan trong. Ai c6 thé



giai thich 1y do?”

lan phat biéu ¥ kién: “Céc ban thiy day, ddi Vo1 t01 va nhiéu ngudi thudc nhom I, phan tha vi nhat 1a
suy ngam vé giai phap. Thé nén, khi dua ra van dé, hiy de chung t61 kham pha n6. Hay cho nhom I thoi
gian dé can nhic vé cach giai quyét. Ching t6i chwa mudn nghe giai phap ctia cac ban. Chung toi
khong muén suy nghi ctia ban ngin can tinh sang tao ctia nhom ching t6i!”

“Dng 1a phong cach noi cua ngudi1 nhom L. Thé néu cac ban hoi mot ngud1 nhom D vé giai phap, thi
diéu gi s€ xay ra?”

Mot thanh vién cua d6i Xanh 14 tra 10i: “Sép toi 1a mot khach hang nhom I dién hinh, ong ta s& noi thé
nay: ‘Xin 16i! Anh dang hoi tdi cach giai quyét van dé ctia anh? Anh ndi t6i phai 1am cong viéc ciia t6i
va cua anh? Néu d6 13 nhitng gi anh dang noi, thi c¢6 thé chung ta khong can ca hai, phai khong?” Tiéng
cudi vang khap 16p hoc.

Giang vién nhét tri: “Chinh x4c, néu sép cua cac ban thuoc nhom D, thi héi 6ng ta hodc ba ta vé cach
giai quyet vé dé s€ 1a mot diéu ngu ngoc — hanh dong do6 s€ khién sy nghi¢p cia ban c6 nguy co chirng
lai. Tuy nhién, hay tiép tuc.”

“Pbi vi nhom I, bude 1 — chao héi xa giao, bude 2 — giai thich so luge vé van dé, budc 3 — hoi ho
cach giai quyét, budc 4 — dua ra cach giai quyét ctia chinh ban. Nhan manh thém vé giai phap duy nhat
ma ban mong muén sir dung. Bude 5 that tha vi. Hay nh¢ nhirng luu y khi 1am viéc voi nhom I: Hay dé
ho tir ban cho chinh minh. Bu6c 5 chinh xac 1a: Pé nghi sép mo ta nhitng loi ich trong giai phap cua
ban. Ho sé& trinh bay diéu mong mudn c6 dugc tir nhirng 101 goi ¥ cua ban. Cudi cung, budc 6 — nhan
duoc sy dong thuan dé tiép tuc thyc hién. Gid thi hiy tong két lai.”

Sau khi tong két, giang vién dién tiép ndi dung vé nhoém I vao bang biéu:
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Poi thoai véi khach hang nhém S

Giang vién tiép tuc: “Thé con nhom S? Pay c6 18 1a cudc dbi thoai don gian nhat. Ban bat dau véi 10i
chao hoi xa giao. Theo nd1 dung trong bang biéu, mach dbi thoai s& gan gidng mot cau chuyén: mé ta
so lugc vé van de, giai thich vi sao ban thich giai phap nay hon, néu ra nhtng loi ich cua giai phap
d6, va yéu cau su dong thuin dé tlep tuc thyc hién. Nhom S s€ di theo mach d6i thoai ctia ban, va néu
thay giai phap hop 1y, ho s& can nhic sy lién quan dén con nguoi va cdc mbi quan hé, va thuong co xu
hudng nhét tri v6i ban.”

Hank ddiig D | 1 | S |¢C
A. Chao hot X grio | |

B. Giai thich vé vin dé 2 2 2
B1. Giai thich so Lo

32, Giiai thich chi tiéd |

C. Hod cach giai quy &t van dé 3 |

D). Bura ra giai phap 4 L
D1, Giai thich s luge

D2. Giai thich chi tiét

E. Loi ich cua gia phép 3 5

El. Yéu ciu lgi ich

E2. Giai thich lgi ich 4
F.: Pat dwoe s L.’I:u;:_.' thuin trong . il 3
burdve tiép theo

Poi thoai voi khach hang nhém C



“Gid thi chuyén sang nhom C. Hiy nhé ring cac ban da giri mdt email thong bao trudc vé noi dung
cho ho. Vay tiép theo, ban s& bat dau tir dau vdi nhdom C? Chao héi xa giao? Puong nhién 1a khong.
Cac sép thugc nhém nay khong thich sy than mat. Thé nén, trudce tién ban hay giai thich so qua van deé.
Thé 13 xong? Chura dau. Ban can phai giai thich that chi tiét. Ban can phai thuyét phuc sép rang day 1a
van dé cap bach. Van dé do6 1a gi? N6 quan trong ra sao? N6 kéo dai bao 1au r6i? Nguyén nhan 13 tir
dau? N6 anh huong dén t6 chirc nhur thé nao?...

“Mot khi ban da thuyét phuc dugc nhitng ngudi thude nhom C rang c6 mot van dé, va nd can phai giai
quyet ban can néu rd giai phap bang mot bao céo chi tiét vé cac giai phap da phan tich, bao gom ca
dlem manh 1an dlem yeéu. Sau do, hdy trinh bay loi ich va hoi xem li¢u nhom C da san sang dua ra
quyét dinh hay can thém thong tin bo sung hay khong.”

Giang vién hoan tit noi dung bang biéu:

Hinh ding §] | 5 C
AL Chioe hot xd giao I

B.{nai thich vé vin dé 2 2
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B2. Giai thich chi tiét

C. Haoi cach giai guyét vin Jé

[3. Dara ra-gian phap - - 2
1. Giai thich so e

2. Giai thich chi tié 4
E. Loi ich coa giai phdp 3 5

L. Yeéucau lonich

E2. Giai thich loi ich 4 5

F. Bat duge su dong thugn trong bardre
tiep theo

Mot canh tay gio 1én tir 461 Pen, ¢6 ngudi hoi: “Anh noi rang chiing ta phai giai thich chi tiét vé ca
bon giai phap khac nhau. Tai sao? Chang phai diéu do s€ gay lang phi tho1 gian néu nhu giai phap thu
tu 1a dap an hién nhién?”

“Mot cau hoi thi vi. Ai ¢6 thé néi cho t6i biét 1y do vi sao viéc giai thich chi tiét toan b bon giai
phap lai dong vai tro quan trong?”

Connie tra 161: “Ban phai chirng minh cho nhom C 1a minh da lam bai tap vé nha. Ban phai ching
minh rang minh d3 suy ngdm ca bon giai phap va giai thich duoc ly do vi sao lai chon giai phap thir tu

thay vi ba phuong 4n con lai. Bang cach nay, ban dam bao rang nhom C c6 thé tin tudng vao két luan
ma ban da chirng minh.”

Trong dau Dave bong vang 1én mot tiéng chuong. Khong can phai hét 1én, anh ciing thdy minh dang noi
vo1 chinh ban than, “Hoa ra 1a vay. o6 1a di€u minh bé qua.”

“Duong nhur ¢6 thanh vién nao d6 ctia doi Do da kham phé ra chan 1y, Dave anh c6 thé phat biéu dé



moi nguoi cung trao doi khong?”, giang vién hoi.

Dave bat dau: “Khi toi day vao budi sang, ¢ mot thue té dang budn 13 t6i hau nhr lic ndo ciing gianh
duoc hop dong tir cac khach hiang nhom I — nhom cua chinh t61, va bo 16 cac ban hop d6ng cua cac
khach hang nhém C. T6i té hon nita, ba khich hang tiém ning trong danh sach to1 mang theo to1 16p_
hoc, déu thudc nhom C. Ngay tir dau, toi dd ndi véi doi minh rang day 1a nhom khach hang ma toi can
hoc cach chao hang. Khi Connie két thiic cau ‘Bang cach nay, ban dam bao rang nhom C co thé tin
tudng vao két luan ciia minh.” van dé cua t6i da trd nén rat rd rang.”

“Céc ban thiy ddy, khi t6i dua ra 101 dam bao cho cac khach hang nhom I, ho tin ching vi ho tin t6i.
Véi khach hang nhém C, cach khién ho tin vao 101 dam bao cua t6i khong phai 1a nhd mdi quan hé voi
t6i ma 1a thong qua nhirng diéu toi lam — cung cap chi tiét, va thuc hién yéu cau ctia ho. Trinh bay chi
tiét chua bao gid 14 diém manh ciia t6i. Vi khau hiéu cta t6i 1a ‘Ngan gon 1a du’. Thuc té, t6i ¢6 xu
hudng bo qua chi tiét va dua ching vao cudi danh sach. Gid day, t6i ¢ thé cam nhan dugc suy nghi
ctia khach hang nhom C, t6i da xem nhe chi tiét vi khong quan tim téi nhitng diéu quan trong ddi véi
ho.”

“Tbi hy vong 1 cac ban sé& cho chiing t6i mdt s6 meo nho dé giai quyét mé ric réi ndy tét hon. Toi da
lam ngh€ ban hang hon 25 nam nay, va tu cam thay xau ho vi cho td1 gio van chua dugc trang bi day
du kién thirc va phong cach ban hang”, Dave dé ngh.

“To61 dam bao rang anh dang tham dy mot khoa hoc véi nhiéu phuong phép hiéu qua. Noi dung chinh
cta phan nay s€ doi hoi cac ban thém nira ngay nira. Dave nay, hay binh tinh d€ dan dau 16p nhé!”

Kiéu doi thoai nao?

Giang vién nhin manh: “Tdi ¢ mdt cau hdi cho tat ca moi nguoi. To1 cugce 1a it nhat 75% cac ban ddi
thoai cung mot ki€u voi sép cua minh. Ki€u doi thoai do 1a gi? Ki€u doéi thoai vé1 nhdém D, nhém 1,
nhom S, hay nhom C? Dave chac rang minh bi€t cau tra 1o1. It nhat thi anh cho la vay.

“Bao nhiéu ngudi trong s6 cac ban d6i thoai vdi sép theo kiéu ddi thoai ctia nhom D?”” Khoang 30%
gio tay.

“Khong, d6 khong phai 1a kiéu ddi thoai ctia nhom D”, giang vién phan bac: “Bao nhiéu nguoi trong
sO cac ban doi1 thoai vdi sép theo ki€u doi thoai cua nhoém 1?7 Khoang 40% gio tay.

“Khong, do khong phai 1a kiéu ddi thoai ctia nhom I. Thé bao nhiéu ngudi trong s6 cac ban dbi thoai
v6i sép theo kiéu ddi thoai cia nhom S?”” Khoang 10% gio tay.

“Khong, d6 khong phai 1a kiéu ddi thoai ctia nhom S. Bao nhiéu ngudi trong sb cac ban ddi thoai voi
sép theo kiéu d6i thoai cia nhom C? Dave nhan thdy rang c6 mot s6 ngudi khong thang than, chi vai
canh tay gio 1én. Khi giang vién néi rang d6 khong phai 1a kiéu dbi thoai ctia nhém C, thi tiéng ri ram
ndi 1én khap 16p hoc.

“Khéng phai kiéu dbi thoai ctia nhom D, 1, S, C, thi d6 13 kiéu gi?”, Douglas hoi.



Giang vién tra 101: “D6 1a kiéu ddi thoai ctia chiing ta. Chiing ta thuong ¢ xu hudng 601 thoai véi sep
theo kiéu ctia riéng minh. Néu thudc nhom D, chiing ta thudng c6 ging d6i thoai voi sep theo kiéu dbi
thoai cta nhom D. Néu thudc nhém I, ching ta thudng cd xu hudng trd chuyén theo kiéu dbi thoai cua
nhom L. Néu chung ta thudc nhom C, thi diéu twong tu cling xay ra. TAt ca ching ta déu c6 xu hudng cb
gang d6i thoai voi sép theo kiéu cua chung ta. Nhung c6 nén khong?”

“Tro chuyén theo kiéu ctia ho”, tiéng dap lai dong thanh vang 1én trong 16p hoc.

“Dung thé,  Chiing ta phai d6i thoai theo kiéu cta sép. Vi sao? Boi néu lam vay, sép s& sin sang ling
nghe va hiéu ching ta hon. Day la mot dau hiéu rd rang cho thay ban 12 mot chuyén gia giao tiép hiéu
qua, nhan thirc o tAm quan trong cua viéc giao tlep theo cach ctia ngudi d6i dién. Nhung, trong hau
hét cac cudc dbi thoai déu c6 mot chién trudng. Moi ngudi sé d4u tranh dé néi theo cach cua ho.

“Cho phép t6i dua ra mot vi du chirng minh diéu nay. Hiy tudng twong mdt nhan vién nhom C doi
thoai v&1 s€p thuoc nhom D. T61 cho 1a nd1 dung s& nhur sau:

Mot chuyén gia giao tiép hiéu qua nhan thirc o viéc giao tiép theo cach cta nguoi dbi dién.
Giang vién dong vai nhan vién thuoc nhom C ddi thoai v&i mot thanh vién nhém D:

Cudc doi thoai dién hinh



Nhin vién:

Mhan vién:

Tar dd gur cho anh mot bao cao dai tam
trang mo ta vé van dé ma chang ta dang
gap phat va bon giai phap dé xu ly no.
Anh da c6 co hoi dé...

(Sép eat ngang loi)

Toi nhé r6i d6 1a mot email dai. Toi vin
chura ¢6 thot gian dé xem qua. Sao anh
khong not luon nhi? Anh nghi ching ta
nén lam gi va vi sao?

Trude tién toi sé bat dau bang van dé
sau: Tuan trude, 16 vira lam mot vai
nghién cuu, va ra soat lai dir héu Ve y
kién cua khich hang, téi {hf‘i}-‘ s0 lugng
khach hang khéng hai long vé chat
lrong cua mot chi tiét mdy tang 1én
dang ké. Cach day hai ndm, chi ¢o chua
t.lfl}-' 1% khach hang phan nan ve van dé
nay. Thang trwde, 15% khach hang
phan nan ve chat lurgmg cua chi liét m ay
nay. Va tol quan sat thang trudce nia,
11% khach hang phan nan, thiang ke
trude la 7% khach hang...

(Sép tiép tuc ngit 1oi nhan vién)

Puge, toi hiéu ron Van dé ngay cang
nghiém trong. Vian dé cu theé la gi va
anh mudn xur ly nhur thé nao?



Nhin vién:

Nhan vién:

Téi chi muon anh hiéu la tinh chat
nghiém trong cua van d¢ nay dang
ngay cang tang va chang ta cin phai xur
Iy na mrm. khi moi chuyén tro nén 10i
t¢ hon. Va an dé la chang ta dang gap
ric roi véi chi tiét may sd K?JEE{?
Nhur anh da biét, chung ta nhap khau
nd tir mot nha san xuat Han Qufm.
Cach day vai nam, khi tim kiém nha
san xuit chi tiét may nay. ching ta da
tim 1]1ﬁx' nha cung cap nay va mot nha
cung cap khic. Va ching ta da chon
nha cung Lc’lp nay vi no co lIL‘[]U la chat
lwgng cao. Khi toi noi chuyven vai nha
san xudt Han Quf"rc. thi ngudn dar dién
1ol rﬁng...

(Toi lic nay thi sép .:Jruycff dinh la sé
khong frfi' thane tin nhanh tie r.rﬁ’}f.iu vien.
Boi vay trong kfn .frfmn vien tie p fue di
sdu vao chi tiét, thi sép tim kiém va ner
emil dé lwat qua ndi dung, Saw do uga.f
loi nhicin vién.)

Tor da Tudt qua bar phan tich cua anh w.
van de. C 0 ve anh da tach no thanh van
dé san xuat, va dua ra bon khuyén nghi,
Khuyén nghi anh thich hon ca la bat
nha san xudt phai chi tra cho qua trinh
thu hoi toan bo chi tiét may di san xuat
trong vong sau thang qua. Tai thay giai

phap do kha on mien la chang ta wr
neuyven thu hdr cho khach hang.

Sau khi chiing ta can nhic k¥ cang, 16i
tin day la giai phap tot nhat. Nhung toi
nghi chiing ta cting nén xem x¢t ba giai
phap khae bai vi ching cling ¢o nhimg
diem manh riéng.

Toi di thay cac diém manh va diém yéu
o diy. Toi khong thé nghi ra diéu gi
hon. Toi thay dong v vai anh nhimg
dicu chung ta vira thao lugn. Anh chi
nén de cap lai van dé nay néu nhu nha
san xudt tir choi thu hoi. Con gi nira
khéng? Néu khong thi toi can tro lai
cong viée.



e “Céac ban c6 thay day la tran dau khau khong?” giang vién héi. “Theo cac ban, c6 bao nhiéu cudc
d6i thoai kiéu nay dién ra hang ngay trong céc t6 chirc trén khap thé gi¢i? Gio thi hiy tudng
tuong ra cudc d6i thoai twong tu xay ra trong cac tinh huéng chio hang ma nhan vién kinh doanh
cd gang ban theo cach ciia ho va ngudi mua cd gang mua theo cach ciia ho.”

Dave nhin thdy mot canh tay gio 1én tir d6i Xanh 14, “Xin 161, anh c6 thé cho chiing t61 mot vi du vé
(101 thoai khong dung cach, 61 doan day la viéc thuong gap trong nhiéu tinh hung chao hang. Nhung
neu ca hai nguoi déu biét vé cac phong cach mua ‘hang thi liéu cudce d6i thoai c6 khac di? Néu nhom C
co gang ddi thoai theo kiéu nhoém D va nhom D ¢d gang ddi thoai theo kiéu nhom C, thi cude ddi thoai
d6 co trd nén t6t hon khong?

Giang vién tiép 10i: “Cau hoi tha vi. Chung ta hily cung thdo luan. Toi can hai tinh nguyén vién dong
kich. T6i muén chon mdt ngudi cho 12 minh thudc nhom D dé dong vai sép. Va mot nguoi cho 1 minh
thudc nhom C dé dong vai nhan vién. Muyc tiéu ctia vai dién 1a cd ging hét strc dé giao tiép v6i nguoi
d6i dién theo phong cach ctia anh ta (c6 ta). Hay gidi thiéu cho t6i hai tinh nguyén vién thuoc nhom C
va D?”

Dave khong ngac nhién khi thdy Douglas gio tay nhdn dong vai sép. Nhung anh ngac nhién khi thdy
Connie tinh nguyén dong vai nhan vién. Cudc dbi thoai bat dau, Dave cang ngac nhién khi thiy cach
giao tiép ctia hai ngudi trd nén tot hon.

Moi ngudi pha 1én cudi khi Connie bat dau cudc ddi thoai bang thir ngdn ngit ctia nhom D:

Cudc dbi thoai t6t hon



Connie:

Douglas:
fmn ]

Connie:

Anh ¢o 10 phat khong? Téi can anh dong
tinh dé tién hanh giai quyét van dé ma
ching ta dang mic phai voi chi tiét may
K75226,

Thuc té, o] dang c¢d chat wviée ban.
Nhung néu ¢6 ¢6 thé ludt nhanh van dé
trong vong tam phat, thi ching ta co thé
lén ké hoach tiép theo la liéu co can
thém thoi gian hay khong. Noi cho 161
nzhe chuven gi dang xay ra.

Hay dé toi bat dau véi luan diém cudi. Téi
mudn chung ta nén yéu cau nha cung cﬁp
Han Qudc thu hoi toan bé chi tiét may
K75226 da san xuit trong vong sau thang
qua. Ly do thu hdi vi khach hang phan nan
vé chat luong cua chi tiét may nay gia ting
dang ké, tir 1% cdch day hai nim, lan luot
lén téi 7%, 11%. va gan 15% trong vong
ba thang qua. Nha cung cap da xdc dinh rd
van dé nay, va néu ho nhat tri thu héi toan
bo s chi tiét mdy bi 16i, thi ching ta sé
thong bdo cho khach hang la cong ty dang
chu dong giai quyét van dé dé ho khong
phai lo lang. Diéu nay s& giup ching ta tiép
tue xdy dung long tin vor khach hang. Gia
str nha san xuat Han Qudc dong v. anh co
nhat tri voi giai phap nay khong?



Douglas: Nghe ¢ vé nhu ¢ da nghién clru rit ks
vé van dé nay. Toi d:'"m'k_' v v giar phap
cua c¢o. Tuy nhién, ching ta nén tyu
nguvén thu hoi cho khach hiang. Nhung
cho phép to1 hoi: Chiang ta cé con giai
phap nao khac thay thé khong?

Connie:  Toi da phin tich ba giai phdp khac va xdc
dinh cac diém manh va diém }.'C‘H cua tng
car. Téi un la gian phap ma chung ta vira
thao ludn la cdi tot nhat, nhung néu anh
muon, t6i ¢ thé ludt qua cic giai phdap
khdc, chung ta sé cing thao luan vé diém
manh va diém véu cua timg cai.

Douglas: Khéng, khong cin thiét. Nhimg sao ¢
khong guni cac giai phap do qua email cho toi
phong trudmg hop ching ta quay lai chu dé
nay? Gia s nhu nhi san xuidt Han Qubc
khong r.]-:'m-:r v thu hoi lai, chung ta can adp
nhau dé ban vé vin dé nay, co ¢o lhfl}' thoai
mai néu ching ta ton it thoi gian hon dé dua
ra giai phap thich hop?

Connie:  Khong, to1 nghi chung ta déu on. Cam on
sép. Tai s& khong lam mat thoi gian cua
anh nira.

Ca 16p vo tay tan thuong Douglas va Connie. Giang vién nhan xét: “Hai ban nhap vai that hoan hao.
Céc ban thay sao?”

Douglas tra 101: “Ho1 bat tién nhung khong kho chit nao”
“Theé con ¢d, Connie?”, gidng vién hoi.

“To1 khong thudc tuyp nguoi tinh nguyén. Nhung 01 dé ty hira vo1 ban than trudce budi hoi thao nay
rang toi s& cd gang hét sirc dé hoc hoi duoc nhiéu diéu nhat. Ban dau, t6i hoi lo lang, nhung khi moi
nguoi cudi sau cdu ndi du tién cua i, toi thiy dé dang nhap vai hon. Kho khin 16n nhat cia toi 13
ludn phai duy tri suy nghi: ‘Pi vao diém chinh. Ngin gon thoi.” Piéu d6 dudng nhu da dem lai hiéu
qua cho t61.”

Douglas xen vao: “C6 noi diing, Connie. Toi da khong nhan ra cho t&i khi ¢6 dé cap téi. Trong sudt
cudc ddi thoai, t6i ludn nghi, ‘Giai phap ndy c6 dung khong? Chung ta c6 nén di sdu vao chi tiét?’
Piéu nay that tha vi. D6 1a mot manh phai khong? Do 1a cach dé ddi thoai theo kiéu ciia ngudi khac —
luén nhé vé nhitng diéu can lwu y ma anh néi t6i?”

Giang vién tra 1oi: “Mot sd ngudi cho 13 ho phai luén nhic nhd ban than vé nhitng luu y. Nhung céac
chién lugc khac nhau s& hiéu qua ddi voi tuy ting ngudi. Y chinh ¢ day 1a hily nhé trong dau diéu ma
nguoi khac mudn. Piéu d6 sé& giup ban trd thanh mot chuyén gia giao tiép thanh cong hon va mdt nhan



vién ban hang hi¢u qua hon.”

“Chiing ta nén chuyén sang viéc thao luan vé cach xac dinh cac phong cach mua hang ctia nhirng nguoi
khac. Nhung trude khi ching ta bt dau, toi mudn cac ban danh vai phut cho bai tap nay: Hay nghi vé
sép cua cac ban va danh vai phat dé Vlet ra mot vai cam nhan vé anh ta hodc ¢ ta. ‘Theo ban, sép cua
ban thudc nhom nao? Sau do, hiy viét ra cac budc dé giao tiép hiéu qua hon voi sép trong twong lai
dua trén phong cdch mua hang gia dinh.



5. XAC PINH PHONG CACH MUA HANG
CUA NGUOI KHAC

Sau budi sang, Dave da biét trudc cac hanh vi clia tirng c4 nhan thong qua bon phong cach mua hang,
anh cam thay kha tu tin khi danh gia duoc phong cach ctia khach hang trude khi 1am viée véi ho. Doi
véi anh, nhém C va D dic biét dé xac dinh. Nhom D ludn cb géng kiém soét cudc ddi thoai. Nhéom C
thuong thu thap dir liéu. Ho luén mudn c6 thém thong tin. Nhom I va nhom S kho phan biét hon. Nhung
ho déu rat than thién. Tuy nhién, nhom I c6 xu hudng ndi nhiéu hon, con nhém S lai thich ling nghe
hon.

Mic du cam thay hai 10ng véi nhitng phong cach mua hang ctia cac khach hang ma Dave da timg lam
vi¢c, anh van muon bi€t lam thé nao dé xac dinh phong cach ctia mdt nguo1 ngay tir 1an gap dau tién.
Dave hiéu rang minh can c6 chién lugce tot hon dé thich nghi v41 hoan canh.

“Chung ta da trai qua cac ndi dung co ban trong hom nay — ban bac vé bon phong cach mua hang, str
dung vi du: ban giai phap cho sép, dé nhan thay tim quan trong khi phong cach cua ban phu hop voi
phong cach ctia sép. Tat ca thong tin dugc trang bi déu nhim muc dich xac dinh cac phong cach mua
hang cua nguo1 khac.”

Phuong hudng
Giang vién tiép tuc: “Dé xac dinh phong cach mua hing ctia moi nguoi, hiy quan sat hai tryc trén man
hinh: truc tiép — gidn tiép, thién vé nhi¢ém vy — hudng t61 con nguoi.

Pau tién, hdy xem x¢t tryc truc tiép — gian tiép. Tinh huong 1a ban dang thuyét trinh va mot ngudi nao
d6 thic mic vé diéu ban dang noi. Nguoi co xu hudng d6i dién truc tiép s& dat cdu hoi ngay khi ho
nghi ra. Nguoi ¢o xu hudng xu 1y gian tiép s& doi cho t6i khi ban két thiic, c6 thé vi ho gitr phép lich
su ma ciing c6 thé vi ho mong rang ban sé& tra 10i cau hoi cua ho trong khi trinh bay.

Truc tiep
F 3

Thién ve . Hudng toi
nhiegm vu CON NGUQ

v

Gian tiép



“Hay xem cach ma nhitng ngudi thich d6i dién truc tiép xir Iy van dé. Ho di thiang vao muc dich. Co
diém dén ro rang. Ho nhin thang vé phia trudc va budc tdi vi tri da dinh. Trai lai, nhitng ngudi ¢6 xu
hudng xir 1y gian tiép s& danh thoi gian dé quan sat toan b van dé va thudng thirc bai thuyét trinh ctia
ban. Do 14 sy khac biét vé xu hudng.

“Mot truc khac 12 thién vé nhiém vy — hudng to1 con ngudi. Nhitng cd nhan thién vé nhiém vu thudong
tap trung hoan thanh cong viéc. Ho quan tam t&1 cac hoat dong va thanh tyu. Nhitng c4 nhan hudng to1
con nguoi thich xdy dung cac moi quan hé. Ho tap trung vao nhan t6 con ngudi va quyét dinh anh
hudng t6i moi ngudi. Pay ciing 1a sy khac biét vé xu hudng.”

“Trong mot vi duy, gid st gidm doc ban hang di nghi hai tuan. Ngay dau tién tr¢ lai lam vi¢c, ¢6 ta quan
sat cach ban di xuong hanh lang. Néu hudng t¢1 con nguoi, co ta sé noi dieéu gi dau tién?”

Mot thanh vién d1 Xanh duong tra 161: “Anh c6 khoé khong? Gia dinh anh thé nao?”

Giang vién nhan manh: “Pung vay. C6 ta muon cap nhat thong tin vé di€u gi dang xdy ra voi ban va
cudc song cua ban. The néu la nguoi thién vé nhiém vy, giam doc ban hang cua ban s€ ndi diéu gi dau
tién?”

Tan tra 101 ngay: “Thuong vy ban hang 16n d6 tdi dau r6i? Tinh trang ra sao? Toi ¢6 can phai luu
diéu gi khong?”

Giang vién khang dinh: “Chinh xac. D6 13 mdt xu hudng khac biét. Gio thi hiy tré lai véi biéu do.
Nhitng ngudi thich di dién truc tiép va thién vé nhiém vu thuong giao tiép theo kiéu ctia nhém D.
Nhitng ngudi thich ddi dién truc tiép va hudng tdi con nguoi thudng giao tiép theo kiéu nhom I. Nhom
S ludn hudng to1 con nguoi va thich xur ly gian tiép. Nhom C thi thién vé nhiém vu va thuong xt 1y
gian tiép.”

“T6i doan chic diéu nay thi vi ddi véi mot sb nguoi. Nhung t6i khong biét 1am thé nao dé ap dung
n6?”, Douglas hoi.

Truc tiép

F

U g

Thién vé _ _ Huwdng téi

nhiém vu con Nguoi

C S

Y

Gian tiép

Giang vién tra 10i: “Hay dé t6i tra 101 cau hoi cta anh bang cach 14y anh 1am vi du, Douglas nhé. Doi



do, chu y! Sau khi cung Douglas trai qua ngay hom nay, cac ban cho 1a Douglas thudc tuyp thich doi
dién truc tiép hay gian tiép?”

Connie tra 101 ngay: “Anh ta vira moi dua ra mot ciu hoi ma khong doi cho t6i luc anh dé cap noi
dung tiép theo. To1 thay hanh dong nay ro rang la truc tiép.”

“Puoc rdi. Vay Douglas hudng téi con ngudi hay nhiém vu?”
“Nhiém vu. Néu chung t6i lac d¢, anh ta 1a ngudi duy nhit kéo doi Do quay lai cong viéc.”

“Tryc tiép va thién vé nhiém vy — di€u nay chiing té anh thuoc nhom D. Douglas, anh nghi sao?”,
giang vién hoi.

“Puong nhién, t6i thudc nhom D. Nhung nhitng ngudi thuoe nhom D rat dé xac dinh. Hay thir 1ay
nguol khac lam vi dy.”

“Duoc thoi. Nhung thay vi 1ay mot hoc vién chiing ta khong biét rd, hay thir 4p dung cac tryuc trén véi
nhitng ngudi ndi tiéng — tong thong My chang han.”

“Po1 Xanh 14, theo cac ban thi George H. W. Bush — Bush cha — 1a nguoi thich dbi dién truc tiép hay
gian tiép? Khi c6 mot van d€, ong ta s€ tan cong nd ngay, hay con cho doi va nghién ctru trude khi dua

ra quyét dinh?”

Mot thanh vién cta d6i Xanh 14 tra 16i: “Han nhién 1a gian tiép roi. Ong ta khong bao gid mudn hanh
dong voi vang.”

“Puoc roi. VAy dng ta hudng t6i con ngudi hay nhiém vu?”

“George H. W. Bush 1a t,(x)ng chi huy cua CIA. Chang phai anh nhan thiy ong ta 14 nguoi thién vé nhiém
vu va thich xtr ly gian tiép? Diéu d6 chirng té 6ng ta thuéc nhém C.”

“P6i Xanh duong, theo cac ban thi Bill Clinton thudc tuyp nao? Thich ddi dién truc tiép hay gian
tiep? Hudng t&1 con nguoi hay thién vé nhiém vy?

Khi cudc théo luan két thuc, cac doi da két luan nhu sau:



Tong thing Truc 1 Frue 2 Phong cach mua
M3 hang

George HW. | Gidn lI\.:'!" Thién ve nhiém MNhiom C

Bush Vil

Bill Clinton Irre tiép | Huomg é con Nhdm |

THEELFLYD

Jimmy Carter | Gian tiép | Hurdng téi con Nhom S

ey

George W, I'rye tiép | Thién vé nhiém Nham D
Bush Vil

May tra 1oi tu dong

“Chung ta da ban vé nhitng ngudi ndi tiéng. Thé con nhitng ngudi ma chung ta khong biét thi sao? C6
mot sO thir giup xac dinh phong cach cta nhirng nguoi nay. Pon gian la: moi ngud1 thuong dé1ora
mot s6 ddu hiéu vé cach ho mudn ban giao tiép. Tat ca nhitng gi ban phai 1am 1a cht y va tim kiém déu
hiéu. Hay lay hé thong tra 101 ty dong lam vi du.

“Bap gqi cho mot ai do, va nghe théy hé théng tra 101 ty dong cua anh ta vang 1€n, ‘Ban biét phai lam
gi ro1 day. Bip’. Vay do 1a phong cach nao?”

Dave va nhitng nguo1 khac bat cuoi, ké ca Douglas.

“Nguoi nay rd rang dang noi rang, t6i thudc nhom D. Hay giao tiép vai toi theo kiéu ctia nhom D: Hay
chuan bi ngan gon va nhanh chong! Ban thdm chi khong thé gip ngudi ndy qua dién thoai. Ban chi nghe
thay tiéng hé thong tra 101 tu dong cta anh ta. Thue &, anh ta chi noi bay tir. Nhung trong bay tir d6, ¢6
nhitng ddu hiéu ching t6 rang ban dang giao tiép voi mot ngudi thudc nhom D.”

“Hay xem trudng hop thir hai. Ban nghe thiy hé thong tra 101 tw dong vang 1én “Toi rat 1y lam tiéc.
Hién ching t61 khong thé nhan cudc goi cua ban. Nhung né rat quan trong voi ching to1. Lam on hay
dé lai tin nhan, chung t61 s€ goi lai cho ban sdm nhat c6 thé. Chic ban mot ngay tot 1anh!” D6 1a phong
cach nao?”

Dave chua tirng nghi rang mot thr don gian nhu 161 nhin dién thoai lai ¢6 thé nhanh chong va dé dang
noi 1én phong cach dbi thoai ctia chii nhan. Nhirng cum tur thong bao tin hi¢u nhu “Toi rat 1y lam tiéc’,

‘quan trong vo1 ching t61” duong nhu n6i 1én rang: Hay lién lac voi to1. Ban la mot con nguoi. To1 1a
mot con nguoi. Hay d6i xtr tot véi nhau.”

Mot thir don gian nhur 101 chao trong dién thoai lai c6 thé nhanh chong va dé dang néi 1én phong cach
doi1 thoai cua cht nhan

“Truong hop tiép theo. Ban goi cho ai do, va may tra 101 tw dong 1én tiéng, ‘Hién khong c6 ai & day dé
nghe cudc goi cua ban. Vui long dé lai tén, s6 dién thoai, ngdy va gid cudc goi nay, cung mot tin nhin
giai thich ngan gon sau khi nghe thiy tiéng bip, t6i s& lién lac lai voi ban sém that ¢ thé.” Phong cach



nao vay?”

Connie cudi va ndi chi du 16n dé nhitng ngudi cting ban c6 thé nghe thiy: “Nghe c6 vé gidng nhu 16i
nhadn trong hé thong tra 101 ty dong cua t61.”

Giang vién két luan: “Truong hop cudi cung, dién thoai reo, va chuyén sang tra 101 tu dong, ban nghe
thay tiéng nhac trong vai gidy, va sau d6 13 mot giong noi day hirg khai va hoat bat: ‘Hién khong c6 ai
& day. Hay dé lai tin nhan!” RS rang 1a 161 nhan néi 18n rang ‘Téi thudc nhom 1. Hay giao tiép véi toi
theo kiéu ctia nhom 1.””

Van phong

“Hay lay mdt vi dy khéc va ghi nh¢ luin diém dau tién ctia ching ta — ¢6 the xac dinh phong cach néu
ban biét minh dang tim kiém gi. Lan nay, hdy quay tr¢ lai voi doi Den. Néu budc vao phong lam viéc
clia mot ngudi ndo do, va ban nhin thay toan 1a giai thuong, bang khen, chirng chi, va cac vat dung
khac chirng minh thanh tich ctia ngudi do, thi theo ban d6 1a kiéu ngudi nio?”

“C6 thé 1a mot nguoi thude nhom D. Tdi cd mot vai khach hang chi thich 1am vay. Dudng nhu ho mudn
no1 rang: ‘Nhin nhitng gi t61 da lam nay. To61 gié1 hon cd day’”, giam doc ban hang ctia mot hang san
xuat phan ctiing tra 101.

Dave nhin sang Douglas, va nghi rang anh ta cam thiy khong thoai méai v&i 101 nhin xét d6. “Qua that
vay”, Douglas xen vao.

“Khong phai thé. Toi c6 treo mdt s6 bang khen trén tuong trong phong 1am viée. Toi di nhan dugc
cach day vai nam khi con la dai dién cham soc khach hang cua ngan hang. Toi 1a nguo1 ban hang XUAt
sac nhat nim lan lién. Toi ch1 mubn nhan vién ciia minh biét rang ho dang lam viéc cho mot ngudi
thanh cong trong cong vi¢c.”

Mot thanh vién d6i Xanh 14 — giam doc ban hang ctia mot hing duoc pham Ién tiéng: “Hang ngdy toi
g0i cho céc bac sy, tat ca ho déu c6 bang khen va chimg chi treo trén tudng. Nhung nhiéu nguoi trong
s6 ho thudc nhom C, nhém S, va vai nguo1 thugc nhom L. Vige treo béng khen trén tuong khong co
nghia la nguoi d6 thuéc nhom D, phai vay khong?

“Mot luan diém rat tot nita. Bing khen khong nghia 1a nhom D. Ching chi 1a mot du hiéu can chu ¥,
va mot mau thong tin dau vao khac, clng giong nhur 101 nhin trong hé thong tra 101 tw dong, hodc cac
thong tin khac ma lat nira ching ta s& dé cap. Quan trong la ban phai nhin ra cac dau hiéu, c6 thé thay
d6i két luan da rat ra, va diéu chinh lai néu hanh vi ctia ngudi d6 ndi 1én rang ban dang ban hang
khong dung cach.”

“Chung ta vira ban vé vin phong ctia nhitng nguoi thude nhoém D. Thé con nhém I? Cac ban mong doi
nhin thy gi? Hay hoi do1 Do cau tra 1o1. To1 mudn bat dau tir lan va 1an lugt sang trai.”

lan cudi va noi: “Chon nguoi thuge nhom I dau tién trong doi Do, phai khong? Dugc thoi, trong van
phong t6i, cac ban co thé nhin thdy nhitng tim bién v6i khau hiéu truyén cam hing nhu ‘Lam viée
nhom’ hoac ‘Thanh cong’.



Mot s6 hoc vién mim cudi va git gu tan thanh cau tra 161 cta Ian. Nhung Connie khong chu y. Co dang
quan sat giang vién. Connie két hon véi mot chuyén gia dao tao, ngudi thuong ké cho cd nghe cong
viéc va cac chiéc luge ma anh sir dung dé quan 1y 16p hoc. Connie rat thich cac phuong thic tiép can
da dang ma giang vién nay da str dung dé duy tri sy tham gia cua cac doi. Nhung c¢o nhan thiy Sam
hiém khi phat biéu trong subt cac cudc thao luin va phan van khong ro 1iéu giang vién c6 quan tam to1
toan bd 20 hoc vién trong 16p hay khong. Khi c6 nghe thiy, “bat dau tir Ian va 1an luot sang trai”,
Connie nhan ra day 13 k¥ thuat “xoay vong nho” — mot meo dé Sam tham gia thao luin ma khong dat
anh ta vao trung tam.

“Tiép tyc ti nhitng nguoi khac trong doi. Sam, dén lugt anh. Anh c6 mudn bo sung diéu gi vao vin
phong cua nhom I khong?”, giang vién hoi.

“C6 18 1a mot s6 thtr khién nguoi ta sao 1ang.” Sam tra 101.

“Sao 1ang? Toi khong chic 1a minh quen v6i cum tir d6”, giang vién thic mac.

“Nhirng thtr kiéu nhu mot qua bong cao su dé bop. Anh biét ddy, nhitng thr tha vi khién nguoi ta sao
lang — s€ lam tang tinh sang tao, giam stress, hodc sy nham chan vé&i cac nhi¢m vu doi hoi chi tiét”,
Sam giai thich.

“Tb6i hiéu roi. Nhitng thir khién nguoi ta sao lang. Con ai ¢6 ¥ kién khac khong?”

Cubi budi thao ludn, ndi dung trén bang kep gidy nhu sau:

Vin phing

)] (i thueong, bing khen, chimg chi, vi cae vit dung
khic chirng to thanh tich trén bin lam viée.

1 Nhitng tim ién. vor khau hidu truvén cam limng,
nhirng thir khién ngudi ta sao ling, ban lam vige lon

x0n v thong tn vE cae dir an.

Y Ciic bire anh ve gia dinh, ban bé, vA mot 56 vit dyng ¢4
nhin dang quy, biu khong khi giong nhu phing khach
o nhi.

C Moi thir déu duge sip xép gon ging, ngin nip (ban
lam vigc sach s&, nhitng cudn sach ngay ngin trén gid,
cdc nean dung tai licy déu d¢ 1én ré rang), hodc bira
bii nhung o trit ty (nhiéu tp gidy vung vii khip noi,
nhung déu chira thing tin va mue dich cy thé).

Ctra hang ban 1é

Giang vién tiép tuc: “Hay tuong trgng ban 1a nhan vién ban hang trong ctra hang ban 1¢ va mot khach
hang nam budc vao. Gia st nhitng hanh vi ctua khach hang d6 cho thay anh ta thuoc nhom D. Cac hanh
vi d6 la gi trong méi trudng clra hang ban 1¢?”

Giam d6c ban hang ctia mot chudi ctra hang ban 1é quan 4o dap: “Qua don gian. Ching t6i thudng
xuyén tiep xuc voi tuyp nguot nay. Ho s€ td1 thang cho ban, va néi véi ban thir ma ho dang tim ki€ém;



hodc budce di rdi ding lai, nhin quanh ctra hang ctr nhu thé d6 1a 1anh dia cua ho, cudi cung di thang
t6i chd co thtr ma ho mudn. Ho khong phai tuyp thich luon 16. Ho mubn buédc vao, 14y thir ho can, va
budc ra.”

“Puoc 16i, thé néu d6 13 khach hang thudc nhom I, thi 6 ta s& lam gi khi budc vao ctra hang ban 162”7

Trudng dai 1y bat dong san ciia doi Pen phat bleu “To61 nghi mot nguoi thude nhom I s€ mim cuoi,
nhin ban, va budc ti bit chuyén ctr nhu thé ¢6 ay biét tit ca vé cudc doi cua ban. Trong thi trudng bat
dong san, t61 da lam viéc voi nhiéu cap vo chong. Thinh thoang nguo1 chong thugc nhoém I, nhung
thuong thi do 1a ngudt vo vi ¢o ta nd1 trude.”

“P6 1a cac hanh vi ctia nhom D va nhém 1. Hay chuyén sang nhom S. Mot ngudi s& lam gi khi budce
vao cura hang néu anh ta thuoc nhom S?”

Douglas déap: “Va1i t61, ho lél,doe_m mat ma kho gi:éli nhat. Déi l~1'10 ho than thién giéng nhom I, nhung c6
khi ho 1ai thu thap dit 1i¢u giong nhom C. Ho khién t61 nham lan.”

“Ai 6 thé gitip tra 101 cau hoi nay?”, giang vién hoi. Sau vai gidy im ling, Connie phat biéu: “T6i
nghi giéng nhur anh n6i. Nhom S 1a nhitng nguoi khong thich d6i dién truc tiép va hudng téi con ngudi.
Nhung ho mudn tranh d6i dau. Nhitng ngudi ndy cam thiy khong thoai mai néu ban danh thoi gian cho
ho nhung rot cude ho lai chéng mua gi ca. Déng tho1, ho khong mudn mua thir ma ho khong thich. Thé
nén, mac du nhirng ngudi thuoc nhom S than thién, nhung khi budc vao cira hang, ho mudn tranh ban vi
khong mudn bi ap luc boi ban hay boi chinh ho ltic mua hang.”

Giang vién nhan xét: “Po6 1a mot 101 khuyén b6 ich. Va nhu Connie d3 néi, mic du nhém S than thién,
nhung khi budc vao cira hang, ho ¢6 xu huéng tranh mau thuan xdy ra. Vay nén nhitng nguoi thudc
nhom S c6 thé khong nhin vao mét ban va khong téi chd ban trir khi ho théy ban than thién va c6 cach
thirc ban hang nha nhan. Hon thé nira, nhom S con 1a mot khach hang trung thanh. Néu ban ddi xir tbt va
chiém dugc 1ong tin cta ho, thi nhdm S s& quay trd lai cira hang thuong xuyén.”

“Gio thi ching ta s& ban vé nhom C. Hiy tuong tuong rang khi budc vao cira hang ban 1€, nhitng
ngudi nhéom C ludn chuan bi tir trude. Ho biét chinh xAc minh dang tim kiém thtr gi. Néu d6 1a mot cira
hang tap ho4, ho s€ mang theo mdt danh sach da dugc liét ké can than va kiém tra hai 1an. Néu buéc
vao mot ctra hang dd dién tir, ho s& so sanh hang loat cac san phém méi nhét trén mang trudc va inra
nhiéu miu mé dé lya chon kém theo thong tin chi tiét. Nhom C khong mudn phai d6i mét v6i nhin vién
ban hang néu c6 thé. Vay nén nhirng nguoi nay sé cam thdy phién long néu cira hang cua ban khong co
céc bién chi dan dé ho c6 thé t&i noi tim théy thtr can thiét. Néu ctra hang ctia ban c6 bién chi dan, ban
s& thay ho dang doc thong s trén nhitng chiéc hop va cac to gidy ghi thong so ki thuat cta tirg mau
san phém B&i nhoém C mudn dam bao 1a ho di lwa chon chinh xac, ho s& phan loai thong tin ma cura
hang cua ban sin ¢4.”

“Bay gio thi cac ban hay ra soat nhanh mot s6 meo vat dé nhan dang nhiing tuyp ngudi budc vao ctra
hang”, giang vién noi va ca 16p 1ap ra bang sau:



Burdre vao cura hang han le
D s Tai thing cho ban va noi vai ban thi ho
dang tim kiém.

¢ Hodc nhin quanh cua hang sau do di thing
téri cho ¢6 thir ho muon.

| e Mim cudi va nhin vao mat ban.
o T n;,]m ban vi I1|l chuyén cir nhu thé ho
biet tat ca vé cude song cua ban.
S & Thuong khong nhin ban trir phi ho quen ban.
¢ Tranh gip néu thiy ban lanh nhat hodc tho
l0.
C » Luon mang theo mot danh sach hodc thong
tin ho tre giao dich.
e Khong thich ticp xac trir phi ban ¢d the noi
cho ho thong tin cin thiét.

Phong cach mua hang cta tong dan sb

Mot thanh vién cua doi Xanh duong phat biéu: “Toi c6 mdt thic mac. Toi thudng gitip cac to chire phi
loi nhuan ting vén, vi thé i ¢6 thé dé dang nhan ra 1y do vi sao minh thudng thanh cong khi giao tiép
vo1 khach hang thuoe nhom S, boi vi ho thich khuyén khich nguoi khac, va cam thay buon khi phai n61
‘Khéng’ trude nhitng ngudi can su giup d&. Nhung cau hoi cia t6i 1a: ‘Trong tong dan sd, ¢6 bao
nhiéu nguo1 thuoc nhom S, nhom D va cac nhoém con lai?’”

“Theo}huétphéi canh xa gan vé phong cach mua hang, thi anh da dat cau hoi dung luc r6i day. Trong
mot mau ngau nhién gdm hon 250.000 nguoi tham gia, thi ¢6 45% thudc nhom S, 29% thuoc nhom I,
18% thudoc nhoém D, va 8% thugc nhom C.”

“Hay nho do la mau ng?tu nhién. S6 khach hang cua ban c6 thé s& co nhitng phong cach khac so voi
mau ndy. Chang han, néu ban chio hang t&i truong phong ky thuat, ban co thé nhan thdy rang da phan
cac khach hang ndy thudc nhom C. Twong ty, néu ban chio hang t6i nhin vién ban hang, ban s& thiy
nhiéu khach hang thudc nhém I. Puong nhién, ciing ¢6 nhitng k¥ su thudc nhdm I va nhan vién ban hang
thudc nhom C. Thé nén, can tranh phong doan phong cach mua hang ciia mot nguoi qua nghé nghiép
hoac vi tri ctia anh ta.”

Phén loai nhAm?

Mot canh tay tir do1 Xanh 14 gio 1én. D6 1a giam d6c ban hang quan 1y chudi cira hang quan 4o. “Nghe
cd ve nhu chung ta thuong xuyén phan loai nham phong cach mua hang ctia moi ngudi. Anh néi rang
mdi ching ta déu c6 ca bén phong cach nhung theo mirc d6 khac nhau. Loai nguoi that phirc tap. CO
nghia gi khi phan loai mot nguoi ndo do trén thé gidi vao mot trong bén loai phong cach néu trén hay
khong?”

“Mot cau hoi tinh té khac. C6 ai mudn tra 101 khéng nio?” Connie thiy khong c6 canh tay ndo gio 1én



ngay. Nhung thay vi tra 11, gidng vién tiép tuc nhin quanh 16p hoc. Connie td mo vi hanh dong nay va
cd mim cuo1 khi Sam gio tay.

“Pung vay, mdi ching 13 mdt c4 thé va rat phirc tap. Nhung t6i c¢6 thé nhan thiy § y tuong vé cach ban
hang cho khach la mot cong cu glup ching ta ban hang hiéu qua hon. Néu c6 nhiéu nhan vién ban hang
biét phai tim kiém céi gi, thi moi chuyén c6 18 s& di theo chiéu hudng khac. Ban sang, anh c6 dua ra
mot vi du tir cudc séng thue t& — mot 1an c6 mot nguoi ban mubn ban bao hiém cho anh va nhan vién
ban hang d6 nhit quyét ban theo cach ctia anh ta. T6i cling ting trai qua mot chuyén tuong tu khi t6i va
vo di mua dén chum dé trang tri cin nha méi. Nhan vién ban hang 13 mot nguoi thuge nhom I va néi
khong ngung. To1 thi khong sao. Nhung vo t61 thuge nhom D va c6 mot s6 dac diém giéng nhom C.
Nhan vién do6 da lam co ay phat cau. Ly do duy nhat khién chiing t6i tiép tuc mua hang 13 vi cira hang
d6 c6 chiét khiu cao.”

Giang vién nhan manh thém: “Hay nhé rang muc tiéu cua ching ta khong phai 13 phan loai con ngudi
ma la tim ra cach thirc chao hang hi¢u qua hon. Chung ta sir dung cac phong cach nhu mot phuong tién
de nang cao k¥ nang giao tiép.”

Loi kéo bang méanh khoe

Mot nha tuyén dyng — thanh vién ctia doi Xanh dwong thic méc: “Nhung day khong phai la cach 16i
kéo bang manh khoe sao?”

“Manh khoe? Cau hoi hay ddy. Nhung lam on hiy giai thich k§ hon dé ching t6i hiéu rd. Manh khoe
d6 nhu thé nio?”, giang vién hoi lai.

Nha tuyén dung tra 10i: “Anh chi diéu chinh phong cach ctia minh dé khién khach mua hang. D6 chang
phai 1a manh khoe sao?”

Connie lién dap: “Né'g diéq do dung nhu dinh nghfa cua anh, thi bat ky hoat dong ban hang nao cting la
manh khoe vi ching déu nham muyc dich khién khach mua hang. Vay thi viét mot to chao hang cling 1a
manh khoe.”

Dave nghe thdy tiéng Connie vang 1én.

“Cb hiéu ¥ cua to1 ma. St dung cac meo vat tam 1y dé dat dugc muc dich chua han da hay”” nha tuyén
dung phan bac.

Giang vién xen vao: “Thong tin vé 'phong cach mua hang s& hiru dung nhat, néu ching ta cam thay thoai
mai khi stir dung no. Pbi V01 mot s6 nguoi cam thay duong nhu ho dang lira ngudi khéc, thi s& khong
mubn str dung coéng cu nay.”

“Hay nhin theo quan diém khac. B6 duong ctia vo t6i bi 1ang tai. Thé nén néu mudn 6ng nghe thiy, toi
phai hét that to. Liéu t61 hét to c6 phai 1a dé 16i kéo 6ng bang manh khoe? Khong, t6i hét to cot chi dé
ong nghe thay tiéng ctia minh. Hét 1én 1a mot cach dé dng hiéu nhitng gi toi noi. Néu co y dinh 16i kéo
ong, t01 s¢€ hét 1én.”



“Tuong ty, néu muon ban cho mot khach hang thudc loai D, ti can c6 ta lang nghe. Vay nén tdi s&
diéu chinh phong cach ban hang: chuan bi ngin gon va nhanh chong. Pay 1a phuong thirc i st dung
dé 6 ta lang nghe va chil y. Néu san pham t6i ban khong thudc s& thich ctia khach hang nay, thi toi s&
str dung manh khoe dé 16i kéo cb ta.”

Muc ti€u cua chung ta 1a tim ra cach thirc chao hang hi¢u qua hon

“T6i tap trung vao phong cach ban hang, twong ty nhu viéc hét 1én dé moi nguoi nghe thay. Licu dé co
phai 13 manh khoe hay khong — diéu d6 con tiry thude vao ¥ dinh. Diéu ndy co giup duoc gi cho anh
khong?

Nha tuyén dung tra 10i: “T6i thich cach anh dit van dé. Thong tin vé phong cach ban hang chi 13 mot
phuong tién thu hit moi ngudi lang nghe ching ta. Nhung lam thé nao dé chiing ta biét rang nguoi ban
hang luon c6 ¥ dinh trong sang va luon dat lo1 ich cua khach hang 1€n trén hét?”

Giang vién tra 101: “Mot cau hoi thu vi khac. Nhung nd khong nam trong pham vi bai hoc ctia buoi
sang nay.”

“Tbi chi dua thoi. Ching ta khong thé giai quyét van dé vé sy trong sang ctia dong co hay nan déi trén
thé gidi trong ngay hom nay. C6 thé 1a ngay mai.”

“T61 mudn cac ban xem lai ba khach hang tiém ning trong danh sach. Dya vao thong tin bo sung vira
thdo luan, hay nghi vé€ tirng nguo1 va di€u chinh lai phong cach ctia moi cd nhdn ma ban da phong
doan.”

Dave quan sat ba khach hang tiém nang trong danh sach. Thong tin bd sung gitip anh khang dinh lai
phong doan cua minh vé cac khach hang nay.
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Dave hai long vi giang vién da danh thoi gian dua ra mot minh chimg rd rang gitip hoc vién hiéu cac
phong cach mua hang va 1am thé nao dé nhan ra chung. Nhung anh hédo hirc muén tim hiéu thém vé
cach thirc ban cho timg kiéu khach hang,



6. SO SANH CAC PHONG CACH BAN
HANG VA CAC PHONG CACH MUA
HANG

“Tir dau budi sang toi gio ching ta d& ban vé bon phong cach mua hang va phuong thirc nhan dién
ching. Gio day, chiing ta s& ban vé bon phong cach ban hang. Nhung t6i mudn thie hién phan nay theo
cach thirc khac d6i chut. Trong 30 phut tiép theo, thay vi toi giang bai, t6i mudn cc ban trr giang bai.
T6i mubn cac ban mo ta vé nhirng didc trung ctia tirng phong cach ban hang. Xu hudng ban hang tu
nhién ctia nhdm D? Phuong thirc tiép can tu nhién ctia nhém D? Diém manh va diém yéu ciia nhitng
ngudi thude nhom D? VAy con phong cach ban hang ctia nhom I? Nhém S? Nhém C? Dé hoan tit phan
ndy, toi s& phan cho moi doi nghién ctru mot loai phong cach ban hang. Poi Pé — nhom S. Poi Xanh 14
—nhom D. D61 Xanh duwong — nhom C. D1 BPen — nhom 1.

“Toi da dat bang kep gidy gin ban cua tirng doi, cac ban co ba cot: phuong thire tiép can, diém manh,
diém yéu. Hay dién cau tra 101 vao timg cot.”

Cau hoi

« Phuong thtrc tiép can 1a gi?
« Piém manh 13 gi?

« Piém yéu la gi?

“To1 khong ky vong nhom C s& co nhleu dic diém. Nhung d6i v6i nhom D, t6i mubn c¢6 hon mdt cau
tra 101 & mdi cot. Hay dit muc tiéu mdi cot c6 tir hai dén boén gach dau dong. Bai tip nay kéo dai sau
phut. Cac ban nén chon ra mot trréong nhom madi. Con cau hdi nao nira khong?”

Dave phat biéu: “C6 vé nhu d3 dén luot toi lam truong nhom. Ching ta hdy ban vé phuong phap chao
hang ctia nhom S. Mot ngudi thugc nhom S mudn ban hang theo cdch nao?”

Su im lang bao trum khong khi lung ting trong vong vai phut. Dave quan sat hanh dong cua cac thanh
vién trong nhom. Douglas, nguoi thuong phat biéu, duong nhu dang co gang khong cu xtr nhu mot
nguo1 nhom D. Connie bat dau quay lai voi nhirng trang dau ctia $0 hu(mg dan, c6 18 dé kiém tim bang
chirng cho nhiing gi ¢6 sap stra phat biéu. Ian 1 rang c6 diéu mubn ndi — nhom I thudng kho co thé
kiém ché 1du — nhung anh van quan sat Sam, ngudi duy nhat trong nhom thudc nhém S, vai hy vong
rang Sam s& phat biéu. Nhung Sam dudng nhu dinh im lang.

Cudi cung, lan khong thé chiu dyng thém, anh pha vo bau khong khi im lang: “Toi ting lam viée voi
mot s0 nguo1 thuge nhom S. Lic do, t61 khong biét ho thudc nhém S. Nhung t6i cho rang toi hiéu ho.
T6i biét hai nhan vién ban hang thuoc nhom S thudng tiép can khach hang voi phuong thire than thién



va céi md. Ho sé& lang nghe mién 1a khach hang con mudn noéi. Ho khong phai 1a nhitng nhan vién xong
x40 nhit trén thé gidi, thé nén khong nhét thiét phai chay theo hiéu sut, nhung t6i dam khang dinh mot
diéu: khach hang cuia nhom S rat trung thanh. Ho thuong quay trd lai cong ty sau 2-3 nim va mudn biét
John hay Betty hién dang & dau. Khach hang chi mudn 1am viéc voi chinh nhan vién ban hang d6.”

“Nghe ¢6 vé nhu nhitng khach hang trung thanh déu thudc nhom S. Ty yéu ban than.” Douglas ndi va tu
cuoi1 vo1 chinh minh, mic du ching ai cam thay cau no6i dé thu vi.

Tan dap: “P6 1a mot ¥ kién hay day, Douglas. To1 chua tirng nght vé diéu d6 nhung co thé anh ding.
Khach hang trung thanh cua ho c6 thé chinh 1a nhitng nguo1 thudec nhom S.”

“Vay day 1a nhitng gi t6i ghi lai duoc tir ndy t6i gio.” Dave noi va dua ra mot ban tom tat thong tin
vao bang kep giay:

Phone cach ban hane cua nhom S
Phuong thie Piém manh Di¢m yvéu
tiép cin
e (i mo, e Lang nghe e Khing
Than thién khach hang nang no
e D¢ chiu
e Chiem duoc
long trung

thanh cua
khach hang

Sau d6, Sam phat biéu: “T6i nghi mot trong nhiing diém yéu khic ctia nhom S 13 doi lac ching t61 thay
kho ngit 101 cac khach hang khong my tiém nang, Mdi thang, to1 thuong phai danh 4-5 tiéng cho hai
khach hang. Ho khong dat hang ngay hom nay va c6 thé s& chang bao gi¢ nam trong s6 25 khach hang
hang dau cua toi. Nhung nhitng khach hang niy luon goi dién va muén toi tw van cho ho.”

“Tbi cho 13 minh “than thién va cdi mé’. Hon nita, con ‘wa nhin’ va 1a mot chuyén gia ‘cd van’. Vi
mudn tré nén hitu dung va tr¢ thanh mot cum tir khéa quen thude, nén ching to1 mudn cac ban mua thi
gi d6 dap g nhu cau ctia ban. Vay nén t6i 12 nhom S ¢6 xu hudng ban hang theo cach tu vén thay vi
tao 4p luc budc khach hang phai cam két mua.”

“Cam on Sam. Y d6 thuc su hitu dung.” Dave no1

Khi moi ngudi cuoi, Dave thic mic khong biét 1y do vi sao, mdi cho t6i khi anh nhdn ra rang minh d
khen mdt nguo1 nhom S theo cdch ma ho thich nhat.

“Hét gid. Cac do1 da trao cho ching ta mot diém khoi dau bang cach ghi lai nhitng suy nghi so luge
1én bang kep gidy. Téi mudn cho cac ban mot co hoi ludn phién nhau di vong quanh 16p de quan sat
thanh qua cta nhom khac, dong thoi bo sung thong tin hoic dua ra mot sO goi y thay doi neu thay bat
hop ly. Hoat dong nay s€ giup cac ban c6 co hoi hiéu sau hon vé ndi dung trén bang kep gidy ctia
nhirng d6i khac. Doi Do, vui 10ng cam but va tdi chd dit bang biéu ctia d6i Xanh 14. Poi Xanh 14, t6i



chd dit bang biéu cta do6i Xanh Duong. Pdi Xanh duong, t&i chd dit bang biéu cta d6i Pen. Poi
Pen, duong nhién t¢1 cho dat bang bi€u cua doi Do.”

“Nao, gior thi cac ban da dimg trude bang biéu cta cac doi khac, hiy doc ki tirmg gach dau dong. Néu
d6i cta ban thich y kién d6, hily ddnh ddu v . Con néu khong, hiy danh dau X va viét 1oi giai thich cho
cach stra ctia ban. Néu cho rang ¥ d6 can duoc bo sung, hiy st dung but va danh dau v . Khi hoan tat,
moi gach dau dong déu phai c6 ddu X hodc v . Va moi gach ddu dong bi danh dau X déu phai c6 mot
ghi chi bén goc phai giai thich dap an thay thé. Cac ban c6 bon phit. Sau d6, hiy chuyén sang bang
biéu tiép theo, ctr thé tiép tuc cho téi khi quay trd lai bang biéu ctia d6i minh. Con cau hdi ndo nita
khong?”

Dave hy vong c6 co hdi trinh bay bang biéu ctia minh trudc ca 16p, thé nén anh rat that vong khi giang
vién dé nghi cac dgi di vong quanh cac bang bi¢u. “T61 thic mic vi sao chiing ta phai ra soat lai theo
cach nay.” Dave n6i véi lan khi doi Do di té1 cho dat bang biéu cua doi1 Xanh 1a.

Nghe thay cudc tro chuyén, Connie lién bay t6 suy nghi: “Néu suy ngém k¥, anh s& thdy giang vién da
bat chiing ta lam nhiéu thtr trong ngay hom nay. D61 khi trang thai than kinh cuta t61 b1 kich dong nhung
t01 dam c4 1a nhitng ngud1 nhdém D thich vay.”

“Pung thé”, Douglas dong tinh.

“C6 mot sb cudc thao luan theo nhom ma nguo1 thugc nhom I nhu anh thich. La mdt trong nhitng ngudi
thugc nhodm C, t61 thich khi giang vién cho chiing to1 thoi gian viét ra nhitng suy nghi ca nhan trude khi
thao luan nhom. Va t61 ca 1a nhom S thich mdt nhém nhé vi ndé mang tinh ca nhan cao hon.”

“Vay muc dich cta tro xoay vong 1a gi?””, Dave hoi.

“Gi4o vién da noi 1a cho chiing ta co hoi dé tim hiéu sau hon. Sao anh khong thir hoi anh ta sau khi két
thuc bai tap nay?”, Connie tra 101.

Douglas xen vao: “Néu cac ban di két thiic cudc phéan tich tim 1y ca 16p — hay du c6 chua ket thuc di
ching nita — thi ching ta ciing nén trg lai 1am viéc duoc chir? Ching ta di mat vai phat roi.”

Trong khi Dave va céc thanh vién cua d6i Po di vong quanh cac bang biéu khac, roi trd lai bang biéu
clia d6i minh, anh d4 tu tim ra cau tra 10i. Mbi khi d6i D6 tdi mot bang biéu mai, Dave c6 thé nhin
thay cach tu duy cua d6i ban dau va phuong thirc bd sung mot sb dé muc va stra d6i nhitng gach dau
dong cua cac doi khac (bang cac mau myc khac nhau). Va khi quay trd lai bang biéu cua d6i minh,
Dave nhan ra réng, ho ¢6 thé stra lai y kién cta d6i Do dua trén thong tin tir cac doi khac. Sau khi tat
ca cac doi chinh stra 1ai, ndi dung trong bdn bang biéu hién ra nhu sau:



Phong ¢ach ban hang cua nhom D

Phwong thire
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Diém manh

@
~

Di¢m yéu

o Truc tiép dé
ciip thang vao
van dé

e XOng xdo
theo dum co
hoi

o Som ket thue

e (0 kha nang
canh tranh,
ludn tim co hoi
dé chién lhﬁng

o Khéng t6n thoi
gian vao nhimg
thuong vu
bat thanh

e Khong neai
chao hang
lan dau

® Phong cach
Ei{:‘*p can true
tiép c6 thé
khién mot s6
NELUOL Cam
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tan cong

o Thiéu sir ¢
ma va thian
thién

o it danh thoi
gian deé phat
trién dan toi
nhimg moi
quan hé co
tiém ning
liu dai

Phong cach ban hang cua nhom |

Phuong thire
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Diém manh

Piém véu

e Tim cach xay
dung moi
quan hé

o CO ging tim
hiéu cac van
d¢ ma khich
hang quan
tam,
va sau do
ban hang
bing cach
thuyét phuc

o Thich lam viéc
nhom va
than thién

e Thé hi¢n y
trong rd rang
va thuyét phuc

e (6 thé noi
qua nhicu

e Khong giol
lrong vige
thue hién cac
yéu cau kém
theo cua
khach hang

o (6 thé ton
nhiéu thoi
gian vao cac
hoat dong
vo ich



Phong cach ban hing cia nhom S
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Sau khi ra soat cac bang biéu, Dave c6 thé dé dang nhan ra céc thanh vién trong doi D6 c6 nhiing nét
twong dong dic trung cho cac loai phong cach ban hang khac nhau. Ban mé ta vé nhom I da 1am ndi
bat phong cach ban ctia Dave, mic du d6i khac chuan bj thong tin nay. Nhung con nhiéu thit can phai
hoc hon khi giang vién kéo ho tr¢ lai bai giang.

“Gid thi chiing ta da biét rd vé phuong thirc tiép can, diém manh, diém yéu ciia tirng phong cach ban
hang va san sang d¢ phan tich chiing sau hon mot chut.”

“Hay xem xét tirng phong cach ban hang, va xac dinh cach phan ting cia moi ¢4 nhan véi cac phong



cach mua hang khac nhau trudc tirng phong cach ban hang. DP6i véi mdi phong cach ban hang, ching ta
hiy tim ra phong cdch mua hang nio 13 phi hop va nguoc lai. Hay bat dau voi nhom D. Doi Xanh la,
cac ban c6 bang bleu mo ta phong cach ban hang cua nhom D, sau cudc ra soat xoay vong vira roi,
bang bleu da chi ra rang nhom D 1a nhiing nguo1 thich d6i dién truc tiép, x6ng xdo, va mudn két thic
sém van dé. Hay suy ngam vé cac phong cach mua hang khac nhau s€ phan trng nhu thé nao voi
phuong thire tiép can ndy. Co thé mot 80 ngud1 thich n6 con s6 khac thi khong. Trudc tién, phong cach
mua hang nao thich hop véi cach tiép can nay?”

“Hién nhién, nhom D s& thich phuong thirc tiép can nay vi d6 1a cdch ma ho giao tiép.” Mot thanh vién
doi Xanh 14 tra 101.

“Pung vay. Liéu ¢ con phong cach mua hang nao phi hop véi phuong thirc tiép can ctia nhom D
khong? Khi khong ai tra 101, gidng vién tiép tuc hoi: “Puogc rdi. Vay c6 phong cach mua hang nao
khong phu hop vai phuong thirc tiép can nay?”

Mot thanh vién khac cua d6i Xanh 14 phat biéu: “Toi cho rang minh thudc nhém C. Toi cam thiy nhom
D thuong la nhirng ké kiéu cang va doc doan. Ho thuong thuc giuc toi ra quyét dinh trude khi trao cho
to1 day du thong tin.”

“Hay tam xép trudng hop ctia nhom C sang mot bén. Con phong cach mua hang nao khong phi hop véi

phuong thire tiép can ctia nhom D?”

“Tbi c4 1a nhitng ngudi thudc nhom S ciing khong thich phong cach ban hang nay vi cho rang né mang
tinh tan cong, khong than thién, va qua thuc t€.” [an dap va quay sang nhin Sam gat gu tan thanh y kién
cua anh.

“Tém lai, ching ta tin rang nhom D s& nhé‘g tri v61 phong cach ban hang ctia nhom D, nhung nhom S va
nhom C thi khong thich phong cach nay. Ti€p theo, chiing ta hay chuyén sang phong cach ban hang cta

nhom I, gidng vién két luan.

Sau khi gitip bon doi phan tich phong cach ban hang cua tirng nhom, giang vién tao ra bang biéu sau:

Thich (T) hay Khiang thich (K)
Phong ¢ach ban hang ) | b C

Nhém Trre figp, xong xdo, vi l K K
D nhanh chéng két thic vin

dé
Mhom 1 Fhich lam wviee nhom va k.

thin thén
Nhiom Duyén dang, va co khd 8

b nang tr van
Nhom LA sdc, co von hica biat Kk K
C rone,

diang tin



“Hay nhé rang & day ching ta dang thao lun vé cac phong cach ban hang noi troi. Cac ban sé thay khi
nhin vao bao cdo v€ phong cach ban hang cta mdi c4 nhan, hiu hét ching ta déu co hon mot phong
cach. Tuy nhién, ¢ ting thoi diém cu thé, mot trong nhitng phong cach d6 s& trd nén ndi troi. Nhung
néu ai d6 c¢6 phong cach ban hang ctia nhém D, ho hoan toan ¢6 thé diéu chinh dé ban hang cho nhitng
khach hang c6 phong cach mua khac, chang han nhu nhém S hodc nhém C. Piéu quan trong 13 nhan ra
xu hudng ban hang ty nhién ctia chinh minh, va diéu chinh nd cho pht hop”, giang vién nhic nhd.

“Vay thoi diém ndo 1a phu hop dé diéu chinh phong cach ban hang?”, Douglas hoi.

“Mot cau hoi hay. Hay danh gia dua vao bang biéu ma ching ta vira tao ra, né dung voi hau hét cac
truong hop, khi ban chio hang cho nhitng nguoi c6 phong cach khac — nhung khong phai 1a tat ca. Poi
v6i nhom D, khi chio hang cho nhém S hoic nhom C, bang biéu dd goi ¥ rang ho nén diéu chinh sao
cho phu hop. Khi nhém I chao hang cho nhém C, khi nhom S chao hang cho nhom D, khi nhém C chao
hang cho nhém D hodc nhom I, viéc diéu chinh phong cach ban hang s& trd nén hiru dung.”

“Truéc khi tim hiéu thém, t6i mudn cic ban kiém tra lai bang biéu vira lap. Toi mubn hoi: Liéu c6
phai ching ta s& thanh cong hon néu chao hang cho nhém c6 phong cach mua hang pht hop véi phong
cach ban hang cua ching ta va ngugc lai? Theo truc giac, ban mong cau tra 161 1a ‘dang’. Nhung hay
thir kiém tra, str dung danh sach khach hing ma ban mang theo va hoan tit bang biéu trong sach, toi s&
trinh chiéu nd 1én man hinh.

So sanh cac thuong vu thanh cong va that bai khi sir dung phong cach ban hang ty nhién

[huomg vu thinh Ihuomg vu thin
cing braai
Phong cich bian hang ty | K | |4

nhién

Trude tién, hiy xac dinh phong cach ban hang tu nhién ctia ban 13 gi? Sau d6, hiy viét vao bang biéu.
Tiép theo, hily ra soat lai cac thuong vu thanh cong va phong cach chao hang ma ban da st dung véi
khach hang. Dya trén co s& bang phong cach ban hang vira tao ra, hay tra 161 cau hdi ‘phong cach mua
hang cta khach hang ¢6 phu hop vo1 phong cach ban hang ctia ban khong? Hay n6 ¢ trong tinh trang
trung 1ap?” Hay dém s thwong vu thanh céng — trong do, khach hang thich phong cach ban hang cua
ban theo bang biéu va nguoc lai. Néu ban thudc nhém D, va da thuc hién thanh «cong hai thuong vu voi
cac khach hang cling thuéc nhom D va mét khach hang thuoc nhom S, thi hay dién s6 2 vao cot “thanh
cong nhd phut hop voi phong cach ban hang’ va s6 1 vao nhom S — “thanh cong mic du khong phu hop
v6i phong cach ban hang’. Twong ty, hiy ap dung cach 1am nay vao cac thwong vu that bai. Trudc
tién, mdi c4 nhan hiy ty sap xép theo danh sach khach hang cta minh, r6i truéng nhom sé 14y cac sb
liéu tir cac thanh vién trong d6i va dém lai. Sau khi hoan thanh, cac ban hdy mang s6 liéu tong hop cua
tung ban 1én trude 16p.”

Dave nhanh chong ra soat lai danh sach ctia minh va tong hop két qua
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Nam pht troi qua, két qua cua bén doi da duge tinh toan va tong hop lai trén bang biéu dit trudce 16p.
Gia su ca 16p c6 20 hoc vién tham gia, moi nguoi ¢o ba thuong vu thanh cong va ba thuong vu that
bai, két qua 1a 60/60.

Dave mong doi két qua s& ré:c kha quan khi phong cach ban hang trung vé1 phong cach mua hang, nén
anh khong chuan bi cho sy bat ngd nay:
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Giang vién khong dua ra bat ctr két luan nao, va yéu cau cdc nhom nhan xét vé dir li¢u trén bang biéu.
Lan nay, Connie 1a nguo1 phat biéu dau tién.

“Thong tin nay thyc sy tha vi. Néu t6i h1eu dung bang dir 1i¢u — phai thtra nhén la ching ta khong
nghiéng vé gia thuyét nao, thi cac con s6 phan trim chi ra rang nhd phong cach ban hang phu hop voi
phong cach mua hang ma ty 1¢ khach hang hai long gip gin nim lan so v&i khi phong cach ban hang
khéng phi hop voi phong cach mua hang (73%/15%). Trong sb cac thwong vu that bai, s6 khach hang
hai 1ong chi chiém khoang 2,5 1an so véi s khong hai 10ng (23%/58%).

“Anh c6 thudng thiy két qua bat ngd nhu thé nay & cac 16p hoc khac khong?” Dave hoi giang vién.
“Tbi chi c6 thé néi rang két qua nay khong phai 13 trudng hop dién hinh.”

“Vay diéu d6 phai ching c6 nghia 1a chiing ta — nhitng giam d6c ban hang, nén 1am t6t hon dé nhan
vién ban hang c6 phong cach ban hang trung khdp vai1 phong cdch mua hang ctia khach?” Dave tiép tuc
hoi.

“Chd chut. Toi khong mudn cam thay lo lang vi luc nao ctng phai dam bao rang sb lugng nhan vién c6
phong cach ban hang D, 1, S, C s€ tang 1én. Phai ching s¢& tot hon néu chiing ta hudng dan nhan vién
cua minh st dung phong cach ban hang phu hop v61 phong cach mua hang cua khach?”, giam dbc ban

hang ctia mot chudi ctra hang ban 1é quan 4o phét biéu.

“Han nhién, giai phap d6 t6t hon.” Dave khang dinh, va nhin thay nhiéu ngudi gat gu tan thanh.



7. PIEU CHINH PHUONG THUC TIEP
CAN PE PHU HQP VOI PHONG CACH
MUA HANG CUA KHACH

“Duong nhu tit ca chiing ta déu nhat tri rang tot hon hét 1a hudng dan cho nhan vién ban hang cach
thich nghi v&i phong cach mua cua khach hang. Vay thi biy gio chinh 14 lac thich hop dé ban vé cach
diéu chinh phurong thirc tiép can téi tirmg phong cach mua hang. Muc tiéu cta ching ta 13 tim hiéu
phuong thirc ban cho tirng khach hang theo cach ma ho mong mudn.”

Piéu chinh phuwong thirc tiép cin ciia nhém D

“Hay bat dau voi nhom D. Gia sir ban dang ban bao hiém va gip mot khach hang c6 cac hanh vi thé
hién rang anh ta 1a mdt nguo1 thudec nhom D. Cac hanh vi do 1a gi?”

“Nhom D 1a kiéu khach hang t6i ua thich. Ho quyét doan va biét minh mudn gi, nhitng ngudi nay luon
mong la ban da chuan bi trude va dé cap thang vao van d&”, giam ddc ban hang ctia mot hing san xuat
phén cing tra 10i.

“Néu d6 1a thai d6 ctia ho, hiy noi cho toi biét thém vé hanh vi. Hay nghi vé diéu ndo d6 cho ban biét
1a ho quyét doan va muon ban dé cap thang vao van dé. Hanh vi nao ban ky vong nhan thay & nhom D
khi mo1 ho mua bao hiém — thir s€ cho ban biét phong cach mua hang ctia nhirng ngud1 nay?

“T6i hiéu cau hoi ciia anh. Mot trong nhitng hanh vi ma ho lam d6 1a nhin thang vao mat anh. Nhém D
luon mudn kiém soat cudc ddi thoai va mudn anh vao théng van dé ngay lap tirc. Ho s€ n61 mot sb
diéu, chang han nhu ‘Hay noi anh c6 thé 1am gi cho t6i’. Va néu anh di siu vao chi tiét, ho s& ngat 10i
vao kéo anh tr¢ lai chi dé chinh.”

“Ttr nhitng hanh vi d6, néu ban két luan rang khach hang nay thuéc nhom D, thi hdy nhd rang co ta
muon ban dé cap thang vao van dé, chi ra diém mau chot, va dé co ta kiém soat cudc hoi thoai. Nhom
D s€ khong thich néu ban trinh bay qua l1au.”

Giang vién dua ra mot bang bi€u va noi: “Pay 1a mot s6 me¢o nhd dé di€u chinh phuong thic tiép can
v6i nhom D.”



Meo diéu chinh phwong thire tiép cin véi nhom
D

Nén... e D¢ ho kiem soat cuoe doi thoal.
e D¢ cip thing vao van dé mot cach
chinh xac.
e Tép trung vao lgi ich ma nhom D s@
dat duge.
¢ K&t thue bang cach dé nghi ky
hop dong.
Tranh... e Lang phi thoi gian cua ho bang
thong tin, chi tiét, hay nhimg hanh
dong khong can thict.

Bat dau... o Truc tiép va hay dé nhom D kiém
soat (“Toi ¢o theé lam gi cho anh?7).

Khi giao e D& nhom D kiém soat mach hoi



tiép... thoai.

e Dua ra cac cau hoi ro rang va chinh
xac. Pong thot tra lin true tiep vao

van de.
Khi trinh o Trurdre tien, hay dua ra mot s6
bay... Khuyeén nghi dé giai quyét van dé va

giai thich vé nhimg lgi ich ma no

mang lai.
& 51 dung dung cu true quan va bién
do deé lam rd cac v chinh,
Khi viét... e Cang ngdn gon cang tot.
e Sur dung gach dau dong.

e Tom tit toan bo noi dung trong
mot trang.

Khi hor e Pung dua ra nhiéu lya chon: nhom
quvet dinh... DD mudn ban dé eap téi khuyén nghi

tot nhat va chi can biét rang ban da
¢in nhac nhiéu su lira chon cho ho.

e Nhan manh vao tac dong cua
khuyeén nghi va nhimg lon ich vo
hinh ma nd mang lai.

Ho sé chan o Ban mat nhicu thot gian de di vao
nan néu... chu dé chinh.

Dé thu hut e “Cho phép té1 dé cap thang vao
sitrchaycua  vandé.”
f] -]| G £ 2 . s i 5
nhom L e “T01 co the luot qua chi uét va chi
nhan manh vao nhimg diém
chinh khong?”

Tom lai... e Hiy chuan bi, trinh bay ngin gon
va nhanh chong két thue.

Piéu chinh phuong thire tiép can ctia nhom I

“Tiép theo 1a nhom I. Hay 14y mot vi du khac. Gia st ban dang c¢6 ging ban cac khoa hoc dao tao va
gap trudng bo phan phu trach dao tao cia mot doanh nghiép qua dién thoai — ngudi ma ban da cd ging
thuyét phuc trong vong vai thang. Trong phut dau tién ctia cudc doi thoai, ban nhan ra rang c6 ta thudc
nhém I. Dau hiéu nao chi ra rang nguoi d6 thudc nhom 1?2



Nha tuyén dung — thanh vién cua ddi Xanh duong — tra 15i trudce tién: “Toi kha quen véi tinh huong
d6. Toi lam viéc véi nhidu Phé Giam dbc phu trach Nhan su, va ho thudng thude nhém I. T6i cho rang

dau hiéu dau tién dé nhan biét nhitng nguoi ndy 1a ho hoat dong tich cuc va c6 kha ning phan (g
nhanh.”

“Y anh 1a gi?”, giang vién hoi.

“T6i hiéu y anh. Nhom I luon c6 vé tuoi tinh — ho tro chuyén qua dién thoai ctr nhu thé anh 13 mot
nguo1 ban 1au ngay khong gdp. Khi t61 chao hang mot doan xe, t01 luén goi cho trudng doan. Toi rat dé
tro chuyén vo1 nhitng nguo1 nhom I, Ian xen vao cat ngang cudc doi thoai.

“Po chinh xac 1a nhirng gi t61 dinh n61. Nhom I dudong nhu dang cho doi a1 do tinh co di qua va noi
chuyén v6i1 ho. Chao cau, ho thuong no1 vay day! Mot 1an khac t61 ¢ mot cudc dién thoai vé1 mot

ngudi nhom I va anh ta ké cho t6i gin nhu ca cudc doi. Anh ta dén tir...”, nha tuyén dung dap.

“O. Cho phep 61 d61 hudng cudc d6i thoai nay trd lai chu dé diéu chinh phong cach ban hang”, giang
vién cdt ngang.

“Dugc thoi. Xin 161 vi diéu d6. Toi doan 1 anh phai gitt chung t6i — nhom I, di dang hudng”, Tan dap.

“Vira r@i ching ta di ban vé cach nhan biét nhanh chong nhom I qua dién thoai. Gio thi hay chuyén qua
vi¢c diéu chinh phong cach ban hang cua ban dé phu hop vé1 phong cach mua hang ctia nhém 1.

Giang vién dua ra mot bang biéu trinh bay thong tin nhu sau:

Meo diéu chinh phwong thirc tiép cin véi nhom I



Nén... o Cur xur than thién, am ap va
nhe nhang.
¢ Bat dau vai nhimeg v chinh trude.
¢ Cho ho nhiéu thoi gian dé
tro chuyen.
Tranh... ¢ Di thing vio cong viéce.
e Tdp trung vao chi tiét.
e NGi roi lai ho.
Bat dau.., o Trd chuyén than thién, coi ma,
nhe nhang.

¢ (Chao ban! Tai la... Chao mung
ban 101 cura hang cua chang toi).

Khi e P& nhom | co that gian di to1 diém
giao tiép... méu chot.

e KK hi néu ra mot ludn diem, hay yéu
ciu ho nhian xét; trao cho nhom 1
co hoi chia sé ¥ kién cua ho.

e Nhin manh vio tinh duy nhit;
nhom I thich nhan xét vé nhimg v
tuong mai me va la lung,

K hi e Cho ho thoi gian dé tao dung moi
trinh bav. .. quan he¢ bﬁng cich thiét ldp than
‘ gian cung lam viéc trong chuong
trinh

lam viéc.



e Pua ra cac y chinh trude khi di siu
vao chi tiét.

e Cho nhom I co hoi chia sé v kién
trude khi ban trinh bay ¥ kicn.

o Khi ban dua ra ¥ kién, hiy trinh
bay birc tranh tong thé vé trong
lan.

e Buoc nhom | tap trung vao v tuong
cua ban hﬁnf__{ cach dé nghi ho nhan

x€ét vé nhimg loi ich cua no.

Khi viét... e Bit dau cude hoi thoai mdt cach
than thién va coi mo (“T61 hy vong
anh co mot ky nghi cudi tuan tuvet
Vo).

e Néu ro muc dich chinh trong thu
chao hang.
o M1 ho dua ra yvéu cau.

o D)é nghi sap xép mot cude hen.

Khi hoi s Hav cung nhom 1 tuong tuong
quyet dinh... bang cach mo ta vé mot vien canh

bao gom cac kha nang ¢6 thé xay
ra va két qua do quyét dinh cua ho
tao nén.

e [Dya trén cac khai niém: va lién hé
to1 cac khai mém va y tuong lon
hon.

» Dua ra thong tin chung; khong di

sau vao chi tiét.
Ho sé chan e Ban chi tdp trung vao cac dir kién
nan nét... /a0 ligu ma khong chu y tai viée
tuwong tac khi doi thoai.
bé thu hit * “To1 muon anh cha y téi...”
strchuy cua e “Hay cung toi nghi cach...”
nhém L.. e “Chung ta hay danh cac chi tiét de
ban luan ¢ phan sau.”

Tom lai... e Hay dé ho trr ban cho chinh minh.

Piéu chinh phuong thirc tiép can ctia nhom S

“Chung ta vira ban vé& nhom D va nhom I. Gio hily chuyén sang nhom S. Gia str ban ban phin mém cho



mdy vi tinh d€ bao dam ring tat ca cdc may vi tinh trong mot to chirc déu dugc cap nhat phién ban méi
nhat. DA ba tudn troi qua, ban lién tuc goi dién cho Giam doc Thong tin (CIO) clia mdt cong ty dé sap
xép mot cude hen nhung khong thanh cong. Sau do, trong tam trang budn ba, ban nhan duoc mdt cude
goi tur tro 1y ctua CIO thong bao rang ba ta muon gip ban. Chi hai phat dau sau khi giap mit vi CIO nay
trong phong 1am viéc, ban rit ra két luan rang ngudi niy thudc nhém S.”

“T6i mudn tirng doi thao luan riéng dé xac dinh ra cac déu hiéu déc trung cua nhom S. Mbi d6i hiy
chon ra mot doi truong, sau do danh ba phut dé suy ngdm vé cac hanh dong va 1oi néi cho thay ngu’0’1
d6 thudc nhom S. Nhitng dau hiéu d6 c6 thé 1a gi? Ghi lai cac dau hiéu 1én mot trang gidy riéng.”

Sau khi céc d6i hoan thanh cong viée, giang vién tiép tuc noi: “Gid thi chung ta hiy 14p ra mot danh
sach bao gom cac dap an doc nhat. Bat dau vo1 doi1 Pen, cac ban hay chi cho t61 cach tot nhat dé nhan
ra vi CIO 1a nguoi thuoc nhém S chi trong vong hai phit.”

“Mot trong nhitng ddu hiéu rd rang d6 13 su xuat hién ctia cac birc anh gia dinh trong phong lam viéc”,
dai ly ban hang thé thao ctia do1 Pen dap.

“Rét tot. Poi Do, dap an tot nhit ctia cac ban 13 g1?”, giang vién hoi.

Sam phat biéu: “C6 ta thudc tuyp ngudi cdi mé nhung hoi dé chirng luc ban dau.”

“Cé1 mo nhung hot de chirng. Con do1 Xanh 14?7

“C0 ta s€ to ra hirng thu trong viée tim hiéu ban”, chuyén gia van dong hanh lang tra 10o1.
“Lam on giai thich rd hon néu c6 thé. C6 ta s& xtr su ra sao?” giang vién thic mic.

“Chang han nhu khi t6i gip cic nghi sy dé ban vé mot dao ludt quan trong c6 thé anh hudng t6i cac
khach hang cua to1. Mot vai nguoi trong 56 d6 thyc sy mudn tim hiéu vé t6i, dia vi xd hdi va niém yéu
thich cong viéc cua t61. Nhom S biét toi 1a mot chuyén gia van dong hanh lang, 6 d6 dé tng ho cho mot
y kién, nhung van d6i xtr v6i toi nhu mot con nguo1. Trong khi nhém C chi muon tip trung toan bd thoi
gian vao van dé. Nhéom D duong nhu mudn ti bién di ngay khi c6 thé. 'Connhom I thi lién tyc noi,
khién toi cam thay kho c6 thé ngit 101 dé ho lang nghe nhiing gi t61 mudn trinh bay. Téi ludn cd gang
1am hai 1ong d6i phuong. Chinh vi vay, gid day khi hleu 10 vE phong cach mua hang, t6i cam thay dé
dang hon khi xac dinh cac phong céch va biét minh can phai lam gi.”

“Cam on vi 101 giai thich. Vay con do1 Xanh duong?”, gidng vién hoi.

“Chung t61 gap ric r6i voi cha dé nay. Poi Xanh duong ciing cho rang cac birc anh gia dinh va su coi
md 14 nhirng dau hiéu dic trung ctia nhom S ma doi Do va doi Xanh la dé néu. Tuy nhién, ching t61 da
can y tuong va khong thé nghi ra diéu gi khac. Thu’c té thi chung to1 sir dung phan 16n thoi gian dé ban
bac vé cac dau hiéu ma chiing toi khong nhan ra”, mdt nha cung cip cac giai phap kiém soat 6 nhiém
moi truong dap.

“Luan diém ma cac ban dua ra c6 ve kha mo hd. Nhém S thudng linh hoat va thich gitip d& nguoi
khac. Do vay, d€ bi nhdn ra bdi cdc hanh dong ma ho khong thuc hién. D1 Xanh duong hay dua ra



mdt vi du vé nhitng hanh dong khong dic trung cho nhom S.”

“Nhu chiing ta da n61, nhom S khong phai la nhirng nguoi luén doi hoi hay tho 16. Ho khong cd ging
kiém soat cudc hdi thoai. Khong noi quéa nhleu Khong ¢6 xu hudng di sau vao chi tiét. V& co ban, ho
dé ban lam cong viéc ctia minh”, nha cung cap cac giai phap kiém soat 6 nhiém moi trudng tra 101.

Dave hiéu vi sao Sam lai mim cu¢1 khi nghe cau cudi cung.

“Vira roi chiing ta da cung ban luin vé cach nhin ra mot ngudi thuoe nhom S. Bay gio hiy chuyén sang
cach di€u chinh phuong phap tiép can nhoém S. Hay nhé di€ém mau chdt 1a duy tri khong khi than thién
va c¢61 mo.” Gidng vién cung nhitng nguo1 tham gia ra soat lai bang biéu.

Meo di¢u chinh phwong thive tiép can voi nhom S
Nén... e Duy tri khong khi than thién va
COT M.

e Bam bao rang giai phap cua ban
sé& mang la1 hiéu qua.

¢ Nhan manh anh huong tich cuce
L1 Mot ngroi.
I'ranh... * Pi thiang vao cong viee.

o Cur xur tho 16 hodc bat lich sur.



Bat diu...

Khi giao tiép...

Khi trinh
bay...

& Pua ra cac cau hor dat nhom 5
vao tam diém,

e Cho rang ho dong v vl ban.

e Hiy to ra dé mén; cho ho biét
ban chi muon giap dé.

o (“Chao anh! T6i la... Toi co thé
giup gi anh?™).

e To ra thich ho va quan tam tGi
nhu cdu cua nhom S (“Diéu i
quan trong n hit vai ban khi thue
hi¢n giao dich nay? Licu téi co
thé gitip ban bang cach...?).

o Tao diéu kién dé ho dé dang tra
I “cO” hodc “khong™ (“To réat
muon biét ban thich diém nao
trong giai phap nay, hodc hat ky
moi quan tam nao vé hiéu qua
cua no.”)

e Cho nhom S thot gian dé lién lac
vl nhimg ngudi khac.

e Pua ra v twong mot cach co chon
loc va rd rang.

e Nhin manh nhimg anh huong
tich cure tai moi ngudi.



e Chimg minh rang giar phap nay

da hi¢u qua ra sao trong qua khir,

Khi viét... e Bit dau cude héin thoar mot cach
rieng tu (“To1 hy vong ban ¢o
mot kv nghi cudi tuan tuyét
vor').

¢ Trinh bay v tuwong nhu mot 1o
oo v dem lai nhicu lgi ich khae
(“Ban ¢o thé thay no hitu dung
khi thue hién giai phap gidng
nhur khach hang XYZ. Ho da...")

e (vl v :afm _'-;C‘r.l mot cude hen hodc
tro chuyen qua dién thoai.

o Tranh trinh bay bang van ban néu
cO thé, Nhom S thich gip trye
[i-:ip hodc tro chuyén qua dién
thoai.

Khi hoi quyét e Nhan manh vio tam anh huong

dinh... tich cuc cua qu}'él dinh tén moi
L t“Hfmg cach nay, nhan
vién s¢ cho la ho co thé...”).

Ho s& chan e Ban tror nén tho 1o, doi hoi hay

nan néu... thiic giuce.

B)é thu hit s e “thiéu quan trong la ban phai cam
chu v cua thay hodan toan thoai mai va dam

nhom 5... bao |'fi|1g qL:}'GL dinh dura ra 13 10t
nhat cho moi ngudi”,

e “Licu day co phai la thot diém
thich hop dé tom tit nhimg dicu
ban thich va khong thich vé giai
phap nay?”

Tom lai... e Hay bat dau mat cach riéng tu va
ding ty huvén hodc ban than.

Piéu chinh phuwong thirc tiép cin ciia nhém C

“Ching ta da cung ban luan vé nhom D, I, S. Gid chi con lai nhém C. Hay cung doi Pen bat dau véi
cau hoi nay. Gia st ban 1a mdt nhan vién kinh doanh, 1am viéc tai phong kinh doanh ctia mot nha phan
phdi 6 6. Ban dang ¢ trong phong trung bay, trong thdy mot nguoi 14i xe dén, budc ra tir chiée xe cua
anh ta va rat chu ¥ t6i cac mau xe da dang. Hanh vi ndo nhic nhé ban rang khach hang d6 rat c6 thé



thudc nhém C?”, giang vién hoi.

Dai 1y bt dong san tra 101 dau tién: “Chuang t0i it gdp tuyp nguoi nay trén thi truong bat dong san,
nhung khi ho thé hién thi ban s& nhin thdy ngay. Ho luén mang theo bén minh hing déng gidy to.
Thuong thi d6 1a cac nghién ctru ma ho da tim thay trén Internet hodc cac to ro1 quang cdo tai nha,
ching déu duoc dung dé so sanh cac loai san pham. Doi khi ho con dong lai thanh mt tap tai lidu. SH
khac thi thich dung bang kep glay T61 ting gap mot phy nir dung loai s6 dong giy x0an voi cac tép
gidy mau phan loai tén viing dat ma co ta quan tim. Thuc sy rat 4n tuong.”

“Theo anh thi vi sao c6 ta lam vay?”, giang vién hoi

“Tbi cho 1a ¢ ta mudn moi thir déu dugc sap san dé ¢ thé ty tin rang minh c6 day du thong tin khi
phai dua ra quyét dinh”, dai 1y bat dong san tra 1o1.

“Vay 1a nhém C thudng t6 ra sin sang béi vi ho thé hién cac dau hiéu cho thiy mot thong diép ‘Hay
giup to1 tu tin va dua ra cac quyét dinh chuan xac’. C6 cach nao khac d€ nhan ra nhom C khong?”

Mot nha gy quy tir d6i Xanh duong dap: “Co mot diéu ho thudng 1am d6 14 dua ra nhiéu cau hoi va
ghi lai cac chu thich. P61 khi ho hoi di hoi lai mot cau héi cung nd1 dung nhung theo cac cach khac
nhau, di€u nay tirng khién t61 rat buc minh.”

“Tbi cho 13 con nhiéu ngudi khéc trong phong ndy cam thiy buc minh véi cach hoi d6 ctia nhom C.
Anh c6 thé giai thich thém mot chat dugc khong? Vi sao diéu do khién anh buc minh ro1 sau do lai
khong?”

“T6i doan cach hoi d6 khién t6i buc minh 14 vi t6i cho rang ho dung mot cdu hoi nhiéu 1an dé kiém tra
xem li¢u to1 ¢ tra 101 giong nhau hay khong — giong nhu mot phuong thirc tham van cua canh sat vay.

Nhung sau khi biét rd mot khach hang thudc nhom C thi t6i hiéu rang d6 chi 1a cach dé ho cam thay rd
rang va dam bao cau trd 101 ctia ban dung trong moi trudng hgp ma thoi.”

“V§i nhitng diéu ké trén, ching ta hiy ciing diéu chinh phwong phap tiép cdn nhém C.”
lan quay sang Dave thi thAm: “T6i doan day 1a phan anh chd doi ndly gid, phai khong?”

Dave chiam cht lang nghe khi giang vién luét qua phin bang biéu:

Meo diéu chinh phuwong thire tiép can véi nhom C

Neén... e The hien y tuong theo tung buoce maot
ciach logic.
e Pra ra cac chi tiét can thiét va cho ho
thot gian dé thich nghi vor chung.
e Trinh bay ca nhimg giai phap thay
thé; vach ra cac luan diém cho moi
giai phap.



Tranh...

Bat dau...

Khi giao
Liep...

Khi trinh
bay...

e Pura ra bang chimg chimg minh cho
L&t noi.

e Thyc hi¢n nhirng dicu ban di haa la
se lam.

o Tranh vo 16 chire va binh ludn
lung tung.

o Dua ra cdc tuyén bo khong thé
chimg minh.

o Co ging diing tinh cam dé thuyét
phue.

e Thic giue nhom C ra quveét dinh
nhanh.

e Ciuri trudre thong tin néu ¢o the.

e “TO1 co mot var gial phap dé anh cén
nhac. Hay xem qua timg bude.”

e Bam chat vao chu de.

e Hay cho doi va thé hién rang ban
khong voi va.

e Moi nhom C xem qua dir ligu
quan trong.

o Tudn theo thoi gian biéu da dinh,
hodc mot mach co cau tric ro rang
bao gom van dé, két luan, khuyén
nghi, lgi ich.



e Hay to ra chinh xdc; néu khong ¢o cac
thong tin chinh xde th hday dua ra mot
khoang bién thién va cdc kha nang ¢o
theé xay ra.

Khi viet. *Dé cip thing vao chu de.

e Trinh bay rd rang. logic.

o Pua ra mot S0 lira chon khac.

o K&t thie bang mot théi han ra
qu}l:‘[ dinh.

Khi hon o Pua ra mot 50 lua chon di kem vin
quyet ca diém manh 1an diém véu.

dinh...

Ho sé e Ban tuvén hé nhung thiéu minh

chan nan chimg rd rang hodc ¢o ging thic giuc
nétl... nhom C dua ra quvét dinh.

B¢ thu hat e “Bimg dua ra nhimg quvét dinh

sir ¢hil ¥ khdong can thiét.”

cua nhom 4 «| ldy xac dinh ching ta mudn biét gi

Co.. va can thém thong tin o daw.”

Tom lat...  ® Cho nhom C that gian deé tim hiéu
chi tiét.

Giang vién két thuc bai thuyét trinh. Douglas lién gio tay phat biéu: “Cac luan diém ctia anh to ra rat
hi¢u qua doi véi toi. Gio day to1 da nhan thiy mdt nhan vién ban hang c6 thé thanh cong ra sao néu anh
ta st dung phuong thirc ti€p can nay té1 nhém C.”

Khi Douglas ngirng lai lya 151 dé tiép tuc thi giang vién noi: “Toi cho 12 minh nghe thay tir ‘nhung’”.

“Chinh xac. Nhung tdi chi khong chic 1a minh c6 thé thyc hién phuong thic tiép can nay. Toi thim chi
khong chic 1a minh muén 1am nd. Ching ta déu ban hang mot cach ty nhién. Toi e 14 néu phai danh qua
nhiéu thoi gian dé suy nghi xem khach hang d6 thudc nhém nao, va tim cach diéu chinh phong cach ban
hang ctia minh pht hop v6i phong cach mua hang cua ho, thi tdi s& di lac dé, lac d6 t6i s& khong con 1a
minh, khong ty tin, va danh mat thwong vu d6 chi boi vi 6m dém qua nhiéu thi.”

“Douglas da dua ra mot thic méic rat hay. Ching ta c6 thé bo 1§ cac thwong vu chi vi suy ngdm qua
nhiéu vé mot tinh hudng. C6 ai mudn ly gidi diéu nay khong?”

“Hay thich nghi hodc tiép tuc that bai!”

Cau tra 101 xuat phat tir mot nguon tin bat ngd. “S& that tuyét néu moi khach hang tiém ning cta ching
ta déu thudc nhom D. Riéng doi véi toi, thi s& that tuyét néu moi khach hang ciia t6i déu thudc nhom 1.
Do dic thu ctia nganh ké toan, ¢6 1& Connie luén mong muén rang moi khach hang cta o ay déu thude
nhom C. Nhung tiéc rang moi thir lai khong xdy ra dting nhu vay. Thé nén thong diép rat don gian. Hay
thich nghi hozc tiép tuc thit bai. Khi nghi vé cac thuong vu sap tdi c6 kha ning khong thanh cong (do



phong cach ban hang khong twong thich vo1 phong cach mua hang) ma ca 16p da 1iét k&, t61 khong con
cam thay so hdi nhu trude. Tat nhién, ching ta co thé t6 ra thd o véi didu ndy néu mudn. Nhur dlen gia
noi tiéng Les Brown tirng néi: ‘Ban mudn tiép tuc gilt nguyén thanh qua hién tai? Vay thi hay tiép tuc
thuc hién nhu:ng diéu ban dang lam.” Toi s€ thtr cac phuong phap tién can nay boi vi t61 mudn thanh
cong hon nira”, Dave phét biéu.

Tan bd sung: “T6i c6 quan diém hoi khic mot chut. Tai tirng choi tennis don trude khi bat dau danh
d6i. Khi danh d6i, ban phai hoc mot loat k§ ning mdi bao gdm cach di chuyén trén san, thoi diém tién
lai gﬁn ludi, khi nao danh tra lai, khi nao bod ngd, khi nao tan cong bat ngo. Ban dau, t6i cam théy
khong tu nhién, va ty nhic nhé ban than ghi nhé céac diém miu chdt. Sau d6 mot thoi gian, moi thir
dudng nhu trd thanh ban nang. Toi ty biét can phai ¢ dau va nén lam gi. Thuc &, danh do6i di nang
trinh d6 danh don cua t6i 1én. Ban dau, viéc ap dung thong tin nay co thé khién ban cam thay kho chiu.
DT nhién, t01 cting khong thoai mai khi ap dung phu’ong phap tiép can nhom C. Nhung dan dan, no s&
tr¢ thanh ban nang. Hy vong rang no s& gitip toi cai thién ty 1& thanh cong khi tiép xic véi cac phong
cach mua hang kho ciing nhur dé.”



8. NHAN DIEN CAC PHONG CACH POI
LAP

Gio thi hiy cung chuyén sang chu dé khac. Chung ta vira cling ban bac vé cach diéu chinh cac phuong
thirc tiép can cac phong cach mua hang khac nhau. Tiép theo, hily cuing ban vé cac phong cach ddi 1ap:
Chung 14 gi? Vi sao ching lai xay ra? C6 thé 1am gi v&i chiing? Hiy bat dau bang cach xem lai so d6
dinh hudng hdi sang.

“T6i ¢6 mdt cau hoi va mudn doi Xanh 14 tra 1oi. Theo nhu bang biéu, thi nhom I 13 nhitng nguoi thich
doi dién tryc tiép va hudng té1 con nguoi. Nhitng phong cach ban hang nao s€ gap rac roi 1én nhat khi

tiép xiac voi nhom [?”

“C6 thé 1a nhom C vi ho thich sy gian tiép va thién vé nhiém vy”, nha van dong hanh lang tra 10i.

Truc tiép
F 1
NGH| LUC TAM ANH HUONG
D I
Thién ve , Huéng tai
nhiém vu con nguoi
TINH TUAN THU TINH ON DINH
C S
Gian tiép

“Chinh xac. Gio thi hy ban sau hon. Nhém C thudng nhin xét gi vé nhom I? Loi phan nan pho bién
nhat 13 gi?”

Giam ddc ban hang ctia mot chudi ctra hang ban 1& ngat 101: “Toi thudng xuyén nghe thiy cac nha diéu
hanh phan nan rang ching t61 chi hira sudng chir khong bao gi¢d thuc hién, chiang c6 viéc gi hoan tat
dang hen, nhdm I ¢6 thoi quen xau 1a thuong bd qua chi tiét. Va ho dang!”

“Nghe ¢6 vé nhu cac nha diéu hanh c6 mit trong d6i ctia anh. Ching ta hdy thir ddo ngugc cac cau hoi.
Nhom I thuong nhan xét gi vé nhdom C? Lo1 phan nan pho bién nhat 1a gi?”

“Ho thuong phan nan rang nhom C di qua sau vao tiéu tiét chang han nhu mot 161 nho — d6 1a nhiing ké
chuyén pha dam khi ban bac y kién. Nhom I khong thé ban theo cach cua ho da sap san”, mot nhan vién

ban dugc pham tra 10i.

Connie khong dé 1& co hoi tra diia khi chdm choc: “Thay mdt nhoém C, Xin cdm on anh vé 101 khen



do”

“Theo ban thi nhom I can gi? Ho can ai d6 lién tuc kiém tra va bién y tudng trd thanh thyc t&, didu ma
nhom C rat gioi thuce hién. Nhom C can gi? Ho can ai d6 ¢6 nhiéu y tudng, tri sang tao, va khiéu hai
hude. Ban mo ta cong viée ddi v6i nhém 1. Thue chit, mbi quan hé¢ ddi tac gitra nhom I va nhém C 1a
mot ban hoa ca trén thi€n dudng, hodc & mot noi khac, diéu do6 con tuy thudc vao viéc liéu moi bén cé
biét cach danh gia phong cach cua d6i tac hay khong.”

“D0o1 Xanh duong, twong ty, cac ban hdy so sanh hai phong cach nam chéo nhau con lai trong so do.
Nhom S thich sy gian tlep va huong t61 con nguo1. Chinh vi Vay ma nhom D — nhitng nguoi thich d6i
dién tryc tiép va thién vé nhiém vu — cam thay khong thoai mai nhat vai phong cach ban hang cua
nhom S. Nhom S thudng nhan xét gi vé nhém D? Loi phan nan pho bién nhat 13 gi?”

“Nhém S thudng nhan xét rang nhom D 13 nhitng ngudi thich gy hin — thudng to ra tho 16, doi hoi, va
chi tap trung vao lo1 nhuan thay vi con nguo1”, nha gay quy nhan dinh.

“To1 doan to1 lugt to1 nd1 cam on”, Douglas tra 101.
“P6i Xanh duong, nhom D thudng nhan xét gi vé nhdém S? Loi phan nan pho bién nhét 1a gi?’

Nha cung cép céc giai phap kiém soat 6 nhiém moi truong dap: “T61 ca 1a nhom D luén cho 1a nhom
S qua nuong nhe vo1 moi ngudi. Ho co the phan nan rang nhom S khong nhin manh vé thoi han, khong
san sang tién 1én, va mudn né tranh cac van dé kho khin.”

Ian xen vao: “Co thé ho khong muon tram trong hoa van d€ néu khong co6 1y do xac dang.”

“Tat ca y kién déu rat dung. Tuy nhién, hily nhd rang, ciing giong nhu mdi quan hé ddi tac gitra nhom C
va nhom I, moi quan h¢ dbi tac gitra nhom S va nhom D Ia mét ban hoa ca trén thién duong, hodc o
mot noi khac, diéu do con tuy thudc vao viéc licu mdi bén c6 biét cach danh gia phong cach cta d6i
tac hay khong. Nhém D can gi? Nhirng nguoi di theo ho. Nhom S mong mudn diéu gi? Mot vi vua anh
minh hodic mot 1y do xac dang dé ho c6 thé tin twong va tng hd.”

“M0i phong cach déu c6 nhitng diém khac biét. Nhung bang cach danh gia cao cac dlem manh ctia
tirng phong cach va lién h¢ chiing vo1 nhau, ching ta co thé tang tinh hiéu qua cua mbi 1ién hé va ning
cao ning suit ban hang. Khach hang mua hang ctia chiing ta vi chiing ta hiéu ho, néi theo ngdn ngir cia
hog, va ban hang theo cach ho muén mua.’

“Vay 1a chiing ta vira ban vé cac phong cach ddi 1ap. Cho phép t6i két thiic chi dé nay bang cach quay
tré lai cudc thao ludn ban dau. Hay nhé cac ban da 1ap ra mot danh sach cac hanh vi kho xir 1y nhét.
C6 1& cac ban ciing van con nhé diéu t6i d ndi, qua danh sach ndy cic ban néi vai t6i vé chinh céc
ban nhiéu hon 13 vé khach hang. Cho phép t6i duoc giai thich. Hay bat dau v4i danh sach hanh vi cua
do1 bo.”

Giang vién ti€p tuc: “Muc dau tién co6 tya d€ ‘Ho lam ton thoi gian cuia ban ma chang dugc viée gi
ca’. bo1 b, phong cach mua hang nao thé hién hanh vi nay?”



Nhitng hanh vi dang that vong ctia khach hang

« Ho lam ton thoi gian ctia ban ma chang duoc viée gi ca.

* Nguoi dai dién chinh giao ban cho phong mua ban.

« Ho khéng néi 16 rang 1a ho mubn gi va thay doi thuong xuyén.

* Ho khong goi lai cho ban.

« Ho mudn ké cho ban toan bo cude doi ho.

Ian nhan xét:’ “Duong nhién la‘} nhom C Ho ti~éu ton thoi gian cua ban vao viéc chay thu nhiéu mau xe.
Nhoém C mudn ban thu thap s6 liéu vé moi mau xe ma ho quan tam. H9 phan tich thong tin tir cac tap
chi danh cho nguo1 ti€u dung. Ho gap ban 4-5 1an. Ro6i cudi cung, chang lam gi ca!”

“Ian ndy, néu hanh vi khién anh cam thdy kho chiu nhat bat ngudn tir nhom C, vy thi phong cach chi
dao cua anh 1a gi?”

Dave co thé trong thay cac biéu hién trén khuén mat Ian khi kham pha ra: “T61 hiéu ro1. Néu toi gap
rac ro1 véi hanh vi cua nhdém C nhi€u hon cac nhoém khac, dé 1a béi vi t61 thuge nhém doi lap — 1.

“Khong phai lc nao so do trén ciing hiéu qua, nhung thudng 13 nhu vay, va trong trudng hop nay thi
dung. RS rang 14 ¢6 ¥ nghia, phai khong? Nhitng hanh vi ddng that vong tir phia khach hang thudng trai
nguoc voi phong cach ban hang cua ban. Hay nhin vao cac hanh vi khac va chi ra chung dac trung cho
phong cach mua hang ndo, déng thoi nén 1én phong cach ban hang dua ra nhan xét d6 — mic du khong
can néu tén!”

Khi dg1 D6 hoan tat cong viéc, giang vién da tao ra bang biu sau:

Cie hanh vi ding that vong tir phia Phong Phong ciach

khach himg — theo danh sach coa dgi | edch muoa Iin hiine

o hiing e ciia nhin
khich vien

Fig Lim ton thin gian coa ban ma ching L |

I.|I.'I._I'l.' Viée

iri ¢a

Mewdn dai dién chinh giao ban cho C

phine mua bian

Hg khong noi 16 cing 1 he mudn gi va | {

thay déi thudmg xuvén.

Ho khong goi lai cho ban [ S

Hy mudn Ké cho ban todn b cuge din 5 ]

[N

Nhitng hanh vi déng that vong tir phia khach hang thudng trai nguoc véi phong cach ban hang ciia ban

“Trén co s& thong tin ndy, cac ban ¢ thé tim ra mot phwong phap khac dé xac dinh phong cach mua



hang ctia nhitng ngudi khic d6 1a hoi tryc tiép: “Khi tiép xtc véi mot nhan vién ban hang, hanh vi nao
khién ban cam thdy phién phirc?” Sau khi ldng nghe can than cau tra 10 va xac dinh phong cach ban
hang thé hién qua hanh vi ciia nhin vién. Ban s& nhan thiy phong cach ddi 1ap chinh 1a phong cach mua
hang ctia khach.”

Douglas van khong chiu di dau vdi cac thach thirc ctia anh. “T6i khong hiéu vi sao anh phai lam moi
chuyén phirc tap 1én dén vay. Tai sao khong hdi thang khach hang xem ho mudn ching ta ban theo cach
nao?”’

“Hién nhién r6i Douglas, phuong phap d6 hiéu qua ddi véi anh theo moi nghia. N6 cang truc tiép bao
nhiéu, anh cang nhanh chdng tiép can bay nhiéu. Tuy vay, diéu chiing t6i nhan thay khi hoi moi nguoi
vé phong cach ban hang ho muén 1a gi, thi nhiéu nguoi khong thé dua ra cdu tra 101 chinh xac. Thuc té,
nhiéu ngudi khong biét minh mudn gi. Nhung moi nguoi déu biét nhitng diéu ho khong mudn. Bang
cach dua ra mot cau hoi phu dinh, ban s€ nhanh chéng c6 dugc cau tra 101.”

Connie nhan thiy minh dang mim cuo1. Douglas bat dau to ra kho chiu voi co. Nhung, ké ca khi ding
trudce thir thach, giang Vlen van khang dinh vi thé cua Douglas va trao cho anh ta 1y do dé thyuc hién
nhiém vy khac. “Xuét sic”, ¢o tu nhi.

“Pa deén luc quay trd lai voi cau hoi ban dau cua Dave. Diu gi s€ xay ra néu ban dodn sai? Diéu gi s€
xdy ra néu chung ta biét cach nhan di¢n cac phong cach mua hang nhung van hi€u sai va roi ban hang
sai phong cach? Lam thé nao chung ta biét dugc diéu d6? Va ching ta s€ giai quyét van dé nay ra
sao?”

“Hay thao luan vé van dé nay thong qua viéc phan anh tirng phong cach mua hang. Hiy ban vé nhom D,
bat dau tir Dave, tiép theo la nhiing thanh vién ngdi quanh ban. Dave, hay cho t61 biét nhan t6 then chot
doi véi nhom D 1a gi?”

“Thot gian”, Dave tra 10i1.

“Puing vay. Thé néu lam dung nhan t6 then chdt ctia ho, thi c6 nghia 1a chung ta dang 1am gi, lan?”,
giang vién hoi.

“Lam ton thoi gian cua ho”, Tan tra 101.

“Tét. Tiép theo, Sam hiy thir cAn nhic treong hop sau. Néu chung ta lam dung nhan t6 then chdt cua

nhom D — tire 14 tiéu t6n thoi gian ciia ho, thi nhitng ngudi ndy s& phan (mg ra sao? Ho s& 1am gi khi
chiing ta ban hang sai phong cach?”

“Ho mat kién nhan va lién tuc nhin déng hd. Pong thdi nhém D sé& lién tuc dit cau hoi dé khong bi ton
thoi gian”, Sam dap.

“P6 1a mot ban mo ta chinh xac vé nhém D khi chiing ta chao hang sai phong cach. Nhw Sam néi, ho
s& mat kién nhan, va bat dau lam nhirng vi¢c khac. Co thé do 1am tudng ho thuoc nhom C, nén cac ban
dua ra mot bang ra soat chi tiét. Nhung néu chiu khd quan sat cac hanh vi, chiing chinh 13 nhitng ddu
hiéu chi ra ring ban dang giao tiép sai phong cach.”



“Lam thé ndo dé stra sai? Ban c6 thé n6i mot vai diéu ching han nhu: ‘Hay xem liéu toi c6 thé tong
hop thong tin cho anh dé chung ta cing tiét kiém thdi gian’ hodc ‘Cho phép t6i cat ngang va néu ra
diém mau chét’, Khi thdy ban dang cd gang thich nghi véi phong cach cua ho, nhom D s& danh gia cao
diéu d6 va ban d& dang thu hut sy chi y cta ho hon.”

Douglas dua ra 161 khen duy nhat trong ngay: “T61 thich the Nhitng 101 goi ¥ vira roi that tuyét, vi
chiing rat hiéu qua d6i vai t6i. Thuc té, toi mudn quay vé va ndi voi nhirng nhan vién truc tiép bao cao
v6i minh rang 6 chinh xac 13 nhitng diéu ho nén 1am bat ctr khi nao nhin thiy t6i dang kiém tra.”

“Cam on Douglas, gio thi chiing ta s& lang nghe cau tra 1i cua d6i Xanh duong vé phan tng ctia nhom
I khi chiing ta chao hang sai phong cach.”

Sau khi ca 16p ra soat toan bd bon phong cach. Dave nhin vao bang tong két:

Nhin ti Hinh vi cua Hianh vi Phan ing cua
then chit han cua khdch ban
hne
D hii gian | Lam ton thin | Mit kién "Cho phép toi el
gian cia nhén, nhin nmgang va néu ta
khach hing dong ha, dicm miu chot’

lam viéc

khie
Puire lang | Khing cho Cit ngane, “Ton hy vong anh
nghe ho cohpidé | wkiém tra | 58 nghiton... Hiy
ndi: di qud cling toi vach ra
siu viao ch cach... Ching 1a
Lict hiy bin ki chi tiét
sau’
5 Ehrgie véu 6 ra tho 16 [ir choi va ‘Cé nhien [v dio
men Vi huenh 0 ra thiv o chinh dang dé
hoang khing lam nhar
viyv: hily xic
dinh nhimg dig¢m
manh va diem
véu hién dang
ton tar’
C Quyit Thie guc Fhan don., “Prrng lam
dinh chinh | khach hing tranh cii, nhirng viéc
xic nhanh chong | tim cich khéng cin
dira ra quy ¢ cheé bai thiét... | ldv cung
dinh tim xem ching

ta hiet aiy

Dave ty nhan thdy minh dang git dau. Anh nghi vé hop dong bi 15 gan ddy véi Web Systems and



Tools. Bao nhiéu 1an anh d3 hiéu sai phong cach ctia ngudi dai dién, Sharlene Case? Trong sudt qua
trinh chao hang, anh di d6i xir vdi Sharlene nhu mot ngudi thude nhém I, trao cho co ta thong tin so
luge, ¢b tinh chao gia cao. Nhung Sharlene 1a nguoi ludn doi hoi cang nhiéu chi tiét cang tot. Dave
cho réng Sharlene thudc nhém S bai vi khi tir chdi hodc tim cach ché bai, ¢b ta ludn t6 ra lich su khién
anh cam thiy khong c6 gi nghiém trong cho t6i khi bi mat hop déng. Dave ciing rut ra rang sai 1am vé
viéc nhan dién phong cach ban hang ctia minh déng vai trd khong dang ké so vai sai 1am cua giang
vién sap miéu ta.

Sai lam cua giang vién

“That dang xau ho khi mic phai mot sai 1am ma ban khuyén nhitng ngudi khac khong nén pham phai.
To1 s€ lay dan ching tir kinh nghiém cua chinh ban than va hy vong rang cac ban c6 thé tranh dugc
nhitng tinh huéng twong ty.”

“Mot cong ty cong ngh¢ 1on yéu cau ching t6i ddu thau cung cap khoa dao tao tu van cho cac ki su hé
théng phan mém 2000+ trén toan thé gigi. Cudc dam thoai dau tién cua ching t61 1a vo1 truong nhom
phu trach vé viéc dé ctir mot t6 chirc ddo tao dé quan Iy. Chung t6i két luan rang phong cach mua hang
clia trudng phong dao tao nay co thé 1a S hodc C. Sau khi tién hanh xac dinh nhu cau va doi thu canh
tranh, ching t61 nhan thay hai diém khac biét chu yéu. Thr nhat nd1 dung khoa hoc cua chiing to61 dugc
thiét ké dé gitip cac ki su hé théng ty coi minh 14 nhitng ¢b van dang tin cay doi voi khach hang, trai
nguoc v6i hinh anh nha thau ki thuat thudng thiy. Thir hai, phuong phap giang day s& duy tri mot 16p
hoc mang tinh thyc té (Practical), ning dong (Dynamic), c¢6 kha ning twrong tac voi nhau (Interactive).
(Chang t6i goi day 1a diém khac biét PDI).

“Sau khi nhan dién phong cach ban hang ctia truong phong dao tao, ching t61 du dinh thuyét trinh di
sau vao ndi dung va kha nang twong tac. Vi nhiéu ly do, bai thuyét trinh kéo dai hai tiéng vé 101 dé
xuAt v&i khach hang tiém ning cua ching t61 da bién thanh mot hoi thao chuyén dé qua Web. Chung toi
khong c6 mit ciing phong véi doi ra quyét dinh.”

“Khi bat dau budi hoi thao, chung toi da twong tac voi khach hang bang cach thu thap cac cau hoi phan
bac va ghep ching vao chuong trinh thuyét trinh. Trudng phong dao tao to ra hoi mat kién nhin trong
subt thoi gian thuyet trinh, nén t6i da ludt qua nd. Trong sudt budi hoi thao, truong phong dao tao
du’ong nhu mudn chuyén bai thuyét trinh theo hudng ‘1am thé nao dé dam bao rang ching t61 hiéu vé
moi trudng ctia ho”. Khi tra 101 cac cau hoi, toi cam thdy minh khong két ndi dugce v6i anh ta.”

“Khi chiing t6i chuyén sang mé ta cic phuwong thirc, trudng phong dao tao 1ién cit ngang. Trong khi
mot déng nghi€p cua anh ta chi ra gia tri cuia nd1 dung va cac phuong thire, thi truong phong dao tao
lai cho rang ching qua cham va khong phu hop voi trinh d6 cua cac ky su he théng ky cyu. Chung t61
nhat tri rang néu nhu chung qua chim va khéng phi hop véi trinh d¢ thi qua la khong 6n. Vay nén, toi
dé nghi ciing nhom hop v&i ddi ngil cac chuyén giaam hiéu Ve y tedng cua ho, nhiing nguoi s€ trg
giup qua trinh danh gia day du va toan dién, nham dam bao rang chiing t6i truyén tai dung thong tin,
dung toc do, va dap tng nhu cau cta ho.”

“Tbi cho 1a chiing toi s& ghi dugc nhiéu diém véi nhan xét d6. Tuy nhién, truéng phong ddo tao lai
cam thay di€u nay co6 nghia 1a chiing t61 thi€éu hi€u biét vé van hoa ctia cong ty cong nghé, dong thoi
khién ho phai ti€u ton nhiéu tho1 gian d€ giup ching t61 thanh cong.”



“Sau khi hoan tat bai thuyét trinh, doi ctia ching t6i d tham van va nhat tri vé cach tiép can dé tiép tuc
duy tri 1o lyc ‘chao hang. Giam déc phu trach vé quan h¢ khach hang cua chung o1 da guiri mot email
khang dinh moi quan tam cua truong phong dao tao ve vbn hiéu biét cua ching to1, nhan manh vao
cach tiép can de giai quyét moi quan ngai d6, va goi cho anh ta nhd t6i gia tri cot 16i cua chung toi,
dong thdi yéu cau ho phan hoi lai.”

“Truong phong dao tao giai thich trong la thu phac dap rang anh ta cam thy khoa dao tao cua chung
toi khong thuc té, khong ning dong, thiéu kha ning twrong tac, va chang thi vi chit ndo.’

“Puong nhién chung t6i cam thay rat soc. Niém ty hao cua chiing toi nim trong diém khac biét PDI —
hang tram khach hang da phan hoi rang cach tiép can cua ching toi rat thi vi. Toi viét email dai mot
trang cho anh ta va hoi lai rang: ‘Trudng phong cong nghé cuia cong ty anh s& tra 101 ra sao néu mot
khach hang tiém ning két luan rang cong nghé cua cong ty khong twong thich, khong cap nhat va kho
g dung?’ Sau d6, t6i mo ta nhitng diéu ma t6i cho 13 trudng phong cong nghé s& 1am va ndi rang
chung t6i dang & trong tinh hudng twong tr.”

“Truong phong dao tao tra 1o1: “T61 danh gia cao tinh than hop tac niy, nhung dé to chirc ctia anh
thanh cong thi anh can phai néu ra diém mau chbt. Email ctia anh qua dai, t6i da khong doc hét n6. Toi
khong c6 thoi gian dé tim hiéu nhitng ludn diém ma anh dua ra... Cac nha thau khac di ching t6 gia tri
va giai phap dé xuét tét hon ctia céc anh.”

“Chi khi d6 t6i méi y thire duge rang, trong sudt qua trinh twong tac, toi da giao tiép theo kiéu ciia
nhom S hoac C vi cho 1a phong cach mua hang anh ta thugc mot trong hai nhém do, chir khong phat
hién ra cac ddu hiéu cua nhom D! Téi hdi tudng lai va nhan ra diéu d6. Trude day, do nhim tudng vé
phong cach ban hang cua treong phong dao tao, khi thuyét trinh toi da khong dé ¥ t6i cac dau hiéu ndi
bat ciia nhom D: sur thiéu kién nhan khi anh ta cb ging day nhanh chuong trinh thuyet trinh, 101 nhan xét
vé the do cua khoa dao tao qua cham, mbi quan tim dén viéc chung toi 1am tiéu ton thoi gian vi thiéu
hiéu biét vé cong ty ctia anh ta — nhitng diéu ma t6i dang day cac ban.”

“Lam thé nao t6i c6 thé bo qua cac dau hiéu d6? Vi sao t6i khong thdy can phai thich tng? Toi nghi
ngo ve vi tri va vai tro cua trudng phong dao tao trong cong ty ngay tur lan trong tac dau tién, va két
luan ban dau vé phong cach cua anh ta c6 thé da ngan can to1 phat hién ra dau hi¢u khién trach rd rang
nay.”

“Néu t6i phan hoi dung cach, lidu két qua c6 khac hay khong? Toi khong dam dam bao. Nhung t6i c6
thé chac chan rang viéc phan hoi sai phong cach ban hang s€ khép lai co hodi ky ban hgp dong tri gia
hang triéu do-la trong nhi€u nam.”

“Pieu duy nhat khién cau chuyén nay tré nén c6 ich do 1a t61 chia s€ n6 vi cac ban. Pung dé tinh
hudng trong ty xay ra vd1 ban. Hay chu tam vao phong cach ban hang. N6 ¢6 thé 1am nén su khac
biét.”

“Chung ta s& nghi mot chat. Nhung trude d6, toi mudn trao cho céc ban ban bao cao vé phong cach ca
nhan dya trén ban khao sat da dugc hoan thanh trudc khi gio hoc budi chiéu bat dau. Ban bao cdo nay
s& mo ta chi tiét vé phong cach ban hang cua timg ca nhan va dua ra mot s6 bi quyét giup ban thich

ung v&1 phong cach cua nhitng nguoi khac. Trong gio nghi, cac ban hdy xem lai ban bao cao, 1ap danh



sach cau hdi, va chung ta sé c6 phan Hé1 — Pap vao cudi budi hoc. Gid thi hay nghi giai lao.”



9. LEN KE HOACH CHO BUOC TIEP
THEO

Dave ngac nhién vé d¢ chinh xc cta ban béo cdo. Thyc t¢ anh thién vé nhom I/S hon 1a nhém C/D.
Anh thich cac meo vit dé do1i pho voi cac phong cach da dang va... lam thé nao dé€ nhirng nguo1 khac
c6 thé nhan biét dugc Dave khi anh ta dang phai chiu ap luc 16n hay vura.

Nhung, thay vi danh thém thoi gian dé xem lai bao cao ca nhan, trong sudt gio nghi, Dave chi tap trung
vao viéc 18n ké hoach dan dat doi Do giai quyét ba khach hang tiém ning ma anh mang t6i 16p hoc.

“Phan cudi cta khoa hoc niy s& dé cap dén viéc 1én ké hoach cho budc tiép theo. Cac ban thudng 1am
gi voi dong thong tin nay? To6i mudn cac ban danh muoi phut tiép theo sir dung bang ra soat ba khach
hang tiém ning va tra 101 cac cau hoi sau. Thir nhat, phong cach cua nguo1 dai dién la gi? Ban co bang
chirng ndo chimg t6 diéu d6? Thir hai, ban da sir dung cac cach tiép can nao phu hop véi phong cach
mua hang ctia khach? Thir ba, ban nén bit dau lam gi dé thich nghi hon v&i phong cach mua hang cua
khach? Thtr tu, ban nén ngirng 1am gi dé thich nghi hon v&i phong cach mua hang cua khach? Va cubi
cung trong s cac cau tra 101 d6, d6i vai ban cau ndo 14 quan trong nhit, nhi, ba khi thuc hién trong 30
ngiy sip t¢i? Con cau hoi nao khac khong?”

Dave rat hing thi voi cac bai hoc rat ra tir budi hoc va ap dung ngay voi ba khach hang tiém ning ctia
anh ta:

Khach Fimancial Compliance Advisers
hing

Newii dai | Geoffrey Wilson, CEO

ditn

chinh

Phong Nhom (€

cich mu e Drimg nhie Kho oo the tro chuyvén néw thiew chu dinh.
BT 2 & 5 i ke e
mang: » Phra ra ba wéu cau dé nehi chiang 11 duvét lan eac van
Liam sao dE trong
han biet? cude hop.
« (0 ve Khong hat long khi thay bira dnoma anh 1@ vew
cau khong giong vor nhimg g g3 4t tredce do.
«Phong lam vige chit day giay 1o nhung khdng phai

e nio cing liy dirge thong tin can thigt



Thich trng vii phong edch mua hang

B thye Sdp xép mot cude gip.
hi¢n

Bit ddu | *Ddm baoe ddi cua ching 16 gir mt ban liét ké nhimg

thire hién véu ciu cia anh ta va luén bam sat ching.

o Hiv nhd rding niém tin cia nhom C dua trén bing
chimg Ve vige di sau di sdt. cung n:frp chi tiét, thire
hién ¢ic yéu ciin dé chirng minh cho hg thay rﬁng ci
thé tin twémg vao 1oi dam bao cia toi.

Nedng o (i giing 16i kéo anh ta vao cie hoat dong xa hi
thye hign nhim xiy dung moi quan hé.

o Dura ra nhimg tuyén bo thiéu bing chimg,

Khach Regent Imaging Corporation

hang

Ngurdvi Ross Studebaker, COO

dai dién

chinh

Phong Mhom 1D

cach s Tit ¢a cic cude adp déu ngin gon, va di teye ticp vao
mua chi dé.

hang? s (iiao chiing thi cho nhén vién eap dudi.

Lam sa0 | « Nira chimg bing nhién dé xudt npedi phu trich dy
ban an, nhirng khang . sodt trudre bt ky 13 lidu nao.

&
biet? » Trumyg bay cic gidi thadimg,

Thich drmg vii phong cieh mua hang

Pa thwe | Giri cde tin nhin ngan gon qua hip thogi.

hién

Bat diu . t{]m}'én nghi trude ticn hfmg cmail va thu thoai,
thue » )i sdu vaoe gid tri; chita lon ich/chi phi

hién « )& anh ta kiém sodt cade hot thoa,

Nglrng Ci giing 16i kéo anh ta vao cie hoat djng %3 hi nhim
thyc xiy dymg moi quan hé,

hién



Khich Premier Granite and Tile
hiinge
Nouriri John Eric, Phé Gidm die phy trach mang Vin hinh
dai dién
chinh
Fhono Mhom O
cach mua | o Mong muon ching 161 o thdéng tin cho anh ta, vi
hiing? sau do _\i'li '._':.Ili thém ||'-.::1;'_ tin b sung trrog khi k||:||1g-_
Lam san ¥ Edp Nl
ban hiét? | =D doc titea cic gy W v chuin b mot danh sach
cic ciu hoi chi tigt ngay trong lin edp ddu tidn,
e Phang [am viée ludn sach s€ gon gang, khong o gi
trén bén.

[hich irng viri phong cach mua hing

i ung cap mot cuon so tay chuven nganh chi tiet,
b Cung cap mot cuon 50 tay chuyeén nganh chi nét
thire hién
Bit diu * Eim bao déi cua ching 161 gitr mdt ban liet ké nhimg
thire hién yéu cau cua anh ta va ludn bam sat ching,

« Hai: “Ching t6i co the lam gidé cung cap thém chi
tiél anh ean dé dua ra quyét dinh chinh xae?”

o Hiy nhdr rang neém tin cua nhom C dya rén bing
chirng vé vige di sau di sit, cung cip chi tiét, thye
hién cac véu cau dé chime minh cho ho thiy ring co
thé tin tud g Vao I ddm bao cia toi.

Noirng & U ging 101 kéo anh ta vao cie hoat dong xa hi
ihre hién :1I..|1.|. xiy dung moi quan hé.

& Pura ra nhirmg tuvén b thicu bang chimg,

Sau khi quan sat cac ké hoach, Dave nhin ra rang minh va phan 16n dong nghiép da tao ra mot thoi
quen Xau co gang ban theo ciing mdt cach cho moi khach hang. V6i Dave, do la kiéu ban hang dua
trén m01 quan hé. Piéu quan trong 14 cach tiép can nay khong mang lai hiéu qua doi voi ca ba khach
hang tiém ning béi vi ho thudc nhém D va C.

“Pong ho da réo vang. Téi ltc ching ta chuyén sang budc hai ctia phan 1ap ké hoach. Cac ban da 1ap
ké hoach cho tirng khach hang tiém ning. Gid t6i mudn cac ban cung nhau suy nghi. Ching ta s& lam
viéc theo nhom. Hay chon ra mdt trudng nhom mai. Cac trudng nhom hiy sir dung bt danh dau cing
nhitng tip gidy, mdi muc dugc trinh bay trong mot trang. Cau hoi 1a:

“Hay thir tudng tuong rang cach day hai nam khai niém Poc vi khach hang tré thanh mot phan khong
thé thiéu trong van hda ban hang. Hay suy ngdm vé nhitng viéc can phai xay ra dé giy ra thién huéng
nay. Xem xét tinh hinh thue € trong hai nim vira qua khién cho phong cach mua hang tr¢ thanh mot
phan cudc sdng hang ngay cua cc ban. Gid thi hiy danh bdn phut cting thanh vién trong doi ban vach
ra cac y tudng c6 thé thue hién dé bién phong cach mua hang tré thanh vin hoa ban hang ctia ban.”

“Nao cac cong su, nhom C s& chap but. Cac ban da nghe thay cau hoi. Ching ta can lam gi dé bién



phong cach mua hang tr& thanh mot phan ctia vin hoa ban hang?”

Tan dap: “Thong tin ndy qua 1a hiru ich. T6i can phai chia sé nd véi cac dai dién ban hang trong cong
ty. Toi cho 13 c6 mot cach dé thong tin nay luén duoc goi nhé lai 14 nhd nhirng nguoi dai dién. Khi
ngudi dai dién dén gip t6i dé ra soat mot ban chao hang, ho s& chi ra phong cach ban hang ma ho cho
1a cua khach hang tiém nang va cach diéu chinh dé thich ing v6i phong cach d6. Chinh vi thé thong tin
s& luon duoc nhéc lai.”

“T6i mudn tiép tuc sir dung bang ké hoach khi 1am viéc voi cac khach hang hang dau cho t6i khi nao
thong tin tro thanh mot 16i suy nghi thong thudng. Tdi cling can ra soat lai s tay cong viéc dé duy tri
tinh cap nhat”, Sam giai thich.

Tiép theo 13 Dave: “Cong ty cua tdi chic chin s& ddo tao toan b nhan vién vé van dé nay. Nura ngay
1a khoang thot gian thich hop, nhung to1 cho 1a ching t61 can phai rt ngan nd, c6 thé 1a mdi quy mot
gior dé goi nhd lai va hinh dung ra trudc mat.”

“Tot day, Dave. Con ai muon phat biéu nira khong?”

Douglas tra 1oi: “T6i thich nhitng diéu moi ngudi phat biéu ndy gio, c6 mot diéu nita ma t6i mudn lam
cho ngan hang ciia chiing toi d6 13 str dung thong tin nay trong ndi bo. Toi ting dé cap tdi viec mudn
nhan vién hiéu 1am thé ndo dé giao tiép tot nhit vi minh. Toi cho 13 s& hiru ich néu chiing ta c6 tat ca
cac phong cach mua hang trong mot ddi, va rut ra cach giao tiép tot hon sau khi thir ban hang cho cac
thanh vién trong doi. Bang cach tu thuc hanh, ching t6i s& thanh céng hon v6i khach hang.”

Nhiéu cai dau gat gu tan thanh goi ¥ ctia Douglas.

“Du sao, t0i ciing dang c6 ging thich nghi bang cach khong phat biéu dau tién. Toi biét d6i khi nhom D
c6 the hoi qua khich. To6i1 s€ lam quen v&i cdm giac nay. Pay 1a mot thir thach méi1 o1 véi t61!”. Nhicu
ngud1 mim cudi va gat gu dong tinh véi 101 nhan xét cua Douglas.

“T6i doan chi con lai minh chwa néu y kién. C6 hai diéu toi rat ra tir hoi thao chuyén dé nay. L& di

nhién, diéu thir nhat 13 thong tin vé cac phong cich mua hang rat dang quy. T6i cho 1a minh s& 4p dung

mdt sd diéu cac ban vira phat biéu. Nhu Sam di néi, viéc sur dung bang ké hoach s& dem lai hiéu qua

dbi vé6i o1, ngoai ra dé cac nhan vién cua ching toi cam két str dung thong tin nay khi tiép xtac véi

khach hang, t61 s€ lam theo 161 khuyén cta Dave va lan, va chao hang trong ndi b nhu Douglas go1 y.

Ngoai cong viéc kinh doanh, t6i ¢6 thé nhan thiy nhitng cach thirc dé cai thién mdi giao tiép va cach
‘tuong tdc’ vai ban doi cua minh. T61 dang trong cho chia sé thong tin nay véi anh.”

“T6i da ndi co hai diéu toi rut ra tir hoi thao chuyén dé nay. Piéu thir hai ma t6i dang thue hién d6 1a
tap trung vao céac chién lugc dugc giang vién st dung khi day chiing ta. Pay 1a khoa hoc mang tinh
twong tac nhat ma toi tirng tham gia. Chong t6i 13 mdt chuyén gia dao tao, anh di chi cho t6i rat nhiéu
vé cach thirc giang vién giup moi nguoi khong chi hoc ma con tin tudng vao nhitng diéu ma ho duoc
day. T6i mong mudn chia sé voi anh mot sd ki ndng ma giang vién ctia ching ta da sir dung ngay hom
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nay.

“C0 c0 thé cho chiang t61 mot vi du vé diéu ma cd dang n61 dugc khong Connie?”, Dave hoi.



“T6i c6 thé néu ra cho cac ban nhiéu vi du, nhung céc ban ciing c6 thé tur tim thiy. Chiing ta c6 mot 16p
hoc gdm nhém D, 1, S, C. Hay suy ngam nhirng vi du ve tirng loai phong cach ma gidng vién da dua ra.
Moi phong cach déu co sy khac biét. Chang han nhu...”

Khi Connie bat dau di sau vao chi tiét, giang vién néi véi ca doi: “Chi y. Chi con mot phat nira. Pong
ho s€ reo 1én sau 60 gidy.”

“Co ngay mdt vi du & day. Ai 1a chiéc ddng hd? Puong nhién 1a nhém D”, Connie mim cudi.

“Tat ca nhirng bai tdp mang tinh dong doi 1a danh cho nhom I, thé nén moi nguoi déu c6 co hoi dé
no1”, Sam phat biéu. Connie gat dau tan thanh.

“Thé con nhém S thi sao? Giang vién di 1am gi cho ho?”, Douglas hoi.
“Tbi cho 1a diéu nay khong d& phat hién. Trudc tién, anh ta duy tri cudc thao ludn cdi mé va thin thién
— thir rat quan trong vo1 nhom S. Ké ca khi cac phong cach nay sinh mau thuan, giang vién van khuyén

khich chiing ta noi vé ching va trong mot s6 trudng hop con cudi vao chiang.”

“Cac ban c6 chi y toi hanh dong ctia giang vién mdi khi anh ta mudn ai d6 két ndi véi nguoi khong
tham gia?”

“T6i c6 dé ¥ t6i diéu d6. Trong nhom t6i 12 ngudi thuong xuyén im lang, va toi rat ghét mdi khi tro
thanh trung tam tra 161 cau hoéi. Nhung thay vi goi truc ti€p, giang vién thong bdo 1a anh ta s€ hoi theo
vong, va bat dau voi ngudi ngdi cach to1 mdt hoac hai ghé dé to1 c¢6 thoi gian suy nghi.”

“Chinh xac. Phuong phap do6 c¢6 hi¢u qua voi anh khong?”’, Connie hoi.

“To1 doan 1a ¢d. No kha 1a... than trong”, Sam nodi va to ra hoi ngac nhién.

“Cam on vi chi ra diéu d6, Connie. Chiing ta nén bo sung vao danh sach, mot trong nhitng diéu can
thuc hién 1a dam bao rang moi bai thuyét trinh khi chao hang cho mt nhom ngudi can phai ¢é diém
chung cho tat ca moi phong cach”, Dave noi.

Kham pha, thich nghi, than trong, goi nhé lai

Sau khi cac do1 cung cap cac chién luge cua hg dé€ bién phong cach mua hang thanh van hoa ban hang,
giang vién dua ra mgt sO nhan xét cudi cung,

“Khi roi khoi hoi thao chuyén dé nay va trd lai voi cong viée hang ngdy, t6i mudn cac ban chi ¥ t6i
bon tir khoa: kham pha, thich nghi, than trong, goi nho lai. To61 co v gi?”
« “Hay 1a mot tham tr. Chi dong tim kiém nhitng manh mdi chi ra rang ngudi ndo mudn mua. Sau vai

nam kinh nghiém, ban chac han s€ nhanra rang khach hang ludn chi ban nhitng manh mdi nay. Gid thi
ban da biét cach doc cac manh moi dé dé kham pha ra phong cach mua hang.”

« “Sau khi d3 biét phong cach mua hang cta ho, hiy tim phong cach ban hang thich hop. Néu phong
cach mua cua khach hang 1a C, ban hay ban nhu mét ngudi nhom C. Néu ho thich mua theo ki€u nhém



D, hay }iéi xtr v&i ho nhu mot ngudi nhom D. Khi ban diéu chinh phong cach ban hang, khach hang s&
cam thay hai long hon, chinh vi vay ho s€ mua hang ctia ban. Nhu Dave noi: ‘Hay thich nghi hodc ti€p
tuc that bai.””

« “Hiy can than vo1 nhing dau hi¢u chi ra rang ban dang ban sai phong cach. Néu khach hang tora mat
kién nhdn, néu ho ngit 161 ban, néu khach hang chi dong phan béac, néu ho tir chdi — d6 1a mot s6 dau
hiéu cho thay ban dang ban hang sai phong céch.”

« “Cudi cung, hiy goi nhé lai thong tin. Ban s& quén moi thir ban hoc hom nay vao tuan toi néu khong
c6 chién luoc str dung thong tin nay thudng xuyén. Ra soat no hang ngay, hang tuan dé ludn ghi nhd.
Thao luén cac phong cach cta khach hang va cac khach hang tlem nang voi dong nghiép cua ban. Chu
dong trién khai cac dé xut va chién lugc ban hang dya trén von hiéu biét ctia ban vé phong cach mua
hang.”

“Khém pha, thich nghi, than trong, goi nh¢ lai. Pay 1a mot sb tir khoa giap ban thanh cong lau dai. To1
khang dinh ban s& thanh cong khi str dung hi¢u qua cac phong cach mua hang.”



10. MOT NAM SAU

CEO cua CRM first mé dau cudc hop: “Hom nay, t6i da dé nghi Dave, Ph6é Giam dbc Kinh doanh,
cung tham du dé chia sé v&i cac ban thong tin vé chuong trinh thuc thi phong cach ban hang.”

Do 1a ngay thir ba ctia tuan thir hai trong thang. 16 CEO, thanh vién cua Vistage (mét t6 chirc voi hon
10.000 thanh vién hoat dong nham cai thién chat luong cudc séng va cong viéc cho cac CEO, da tham
du cudc hop hang thang. Nhom nguoi nay da nhom hop thudng xuyén trong sudt gan mot thap ky, hau
hét cac cong ty va tap doan do ho dai dién deu ¢ quy mo tang truong gap ba dén nam 1an so v4i ban
dau. Hai cong ty dat mirc ting trudng theo cap sd mil va van dang tiép tuc phat trién.

Nam ngoai, cac CEO nay tinh cd duoc biét vé hiéu qua thuc thi phong cach mua hang cia CRM First.
Mic du mot thanh vién khac cua Vistage da gidi thiéu vé phong cach mua hang cho ca nhom, song
CRM First 1a noi duy nhit dat dugc nhiéu thanh qua. Tai cudc hop lan trude, CEO cla cong ty 1én
nhat trong nhom d3 dé nghi CRM First thuyét trinh trong vong 45 phut vé khai niém phong cach mua
hang va phuong thirc 4p dung tai CRM First.

“Trudce khi nhuong 101 cho Dave, t6i mudn so sanh thanh qua ma chiing toi dat duoc trong 12 thang
vira qua véi nim ngoai. Tat nhién, khong phai moi diéu khac biét déu xuat phét tir qua trinh ap dung
vin hoa phong cach mua hang. Nhung chiing t6i tin 1a nd xting dang chiém mot phan quan trong trong
téng s6 1oi nhuan ma CRM First gianh duge.”

“Tbi ¢6 thé néu ra mdt vai con s6 théng ké, chang han nhu doanh thu ting 25% trong nim nay, trong
khi nim ngodi chi ting 11%; ty 1¢ khach hang nim nay cam thay hai 1ong 1a 91% thay vi 87% nhu nim
ngoai; ty 18 khach hang trung thanh 12 96% thay vi 91%; ty 1& nhan vién kinh doanh chuyén viéc 1a
18% thay vi 28%.”

Nhung chi s6 quan trong nhat d6 1a ty 1¢ trang thai dong tang thém 1/3

“Nhung chi s6 quan trong nhat d6 1a ty 18 trang thai dong ting thém 1/3, tir 18% 1én 24%. Vi sao n6 lai
quan trong? Cho phép t61 gidi thich. Nam ngoai, tri gia cac ban chao hang cua ching t61 1a 200 triéu
do-la. Theo thong 1€, ty 1€ trang thai dong cuia ching t61 1a 18%, twrong duong voi 36 triéu do-la.
Nhung nim nay, chiing toi thu vé 48 triéu do-la. Cho dui chi mot nira trong phan tang thém nay 13 nho
ap dung vin hoa phong cach mua hang, thi diéu d6 ciing c6 nghia 1a ching t6i c6 thém 6 triéu do-la.
Pong thoi, chi phi chao hang ciia ching t6i ciing giam xuéng nhd nd luc ban hang hiéu qua.”

“Chung ta t6i day lam gi? Téi xin phép nhudng 151 cho Dave, nguoi sé ké cho cac ban vé hanh trinh
cua ching t61.”

Dave cuoi rang rd. D6 13 mot nim day hing khai. Cac nhan vién ban hang ctia anh d3 ap dung cach
tiép can theo phong cach mua hang. Ciing giéng nhu Connie, Dave quyét dinh dung tat ca nhirng goi ¥
ma doi Do dua ra vao ngdy hom dé. Tiép theo, anh gip CEO dé xin phép to chirc hai budi hop kéo dai
nira ngdy tai CRM First danh cho tit ca cic nhan vién ctia bd phan ban hang. Nira ngay dau tién dé cap
tdi théng tin ma anh rat ra tir 16p hoc. Ba tuan sau, trong budi hop thir hai, cdc nhin vién ban hang s&



lam bai tip va dong vai khach hang dé timra cach thich ing v&i nhiéu phong cach mua hang da dang.

Sau khi dao tao nhan vién, Dave c6 mot Poi phu trach vé Phong cach Mua hang (DPM) do cac tinh
nguyén vién 1ap nén. DPM phéi hop v6i Dave trong viéc thuc thi cac chién lugc nham bién doi van
hoa ban hang.

* DPM nay sinh y tuong thanh 1ap cac nhom déc trach cung nhom hop trong 15 phut dé vach ra chién
luge vé cach tiép can tot nhat d01 v6i phong cach ban hang bét cir khi ndo c6 ngudi gip khé khin khi
chao hang cho mot khach hang tiém ning.

* DPM ciing thuyét phuc va nhan duogc su dé)ng tinh vé& viéc md mot budi hoi thao vé phong cach mua
hang cho ban do1 dé ho co6 thé hoc ngén ngir s€ tré thanh mot phan khong thé thiéu dugc trong bai phat
biéu hang ngay cua nguoi minh yéu.

« Bé hd trg giao tiép ni bo, DPM da tao ra mdt noi chira cac bai trich dan tu bach ctia moi nguoi rut
ra tir bio c4o ca nhin vé phong cach mua hang, “Lam thé ndo dé giao tlep vO1 t61” trong ndi bd. Sau
thang dau tién thuc hién, website 13 noi dugc nhiéu nguo1 ghé tham nhét trong mang ndi bd cua cong

ty.

« DPM d4 tao ra céc tinh nguyén vién hang thing sin sang goi nhé lai cac phong cach mua hang trong
bitra trura. DPM s€ mang bira trua tdi cho tat ca nhitng ai tham du.

Toém lai, d6 1a mot thuong vu thanh cong. Nhung tir hdi thao chuyén dé nay, Dave rat ra mot vai diéu
khéac tir nhirng ngudi tham du.

“Co 18 to1 nén bat d¢au bang cach gidi thidu v6i cac ban khai niém cua phong cach mua hang, hiy nghi
vé nhiing lan ban dong vai tro 1a khach hang va dién vao cau sau: Toi ghét khi nhan vién ban hang...
Hay nghi vé mot s trai nghiém t0i t& nhat khi ban 14 khach hang, Hay nghi vé nhitng hanh dong ctia
nhan vién ban hang da khién ban that vong. Ban s& dlen gi vao chd trong? Mbi do6i hay 14p ra mot danh
sach cac hanh vi ciia nhdn vién ban hang khién ban ndi nong. Toi hen gid trong vong ba pht...”



TONG KET VE CAC PHONG CACH

Sau day la cac bang tong két vé bon phong cach mua hang, bao gom thong tin dé nhan dién phong cach,
nhirng di€u nén va khong nén lam khi ban hang, cach gay chu y, cac dau hiéu cho thay ban dang ban
hang sai phong cach, va mdt s6 phan hoi dugc khuyén nghi.

Téng két vé nhom D

Cach thirc nhdn dién nhém D

Nhan to then chot... Thot gian.
Ho sé hoi ban... P1em mau chot la gi?

Néu co mot cau Ho s€& xen ngang va hoi.
muon hoi...

Ho s€ thit vong néu... Ban ton qua nhicu tho
gian d¢ néu ra y chinh.

Cach chao hang t¢i nhom D

Ho mudn ban:

« Dé ho kiém soat.

« bi thang vao van dé.

« Trao cho ho diém mAu chét.

Nén:

* Hay chuén bi; va néi nhirng diéu d6 vai ho.

* Trinh bay muc dich rd rang, ngén gon, cu thé.

« Chi néu chi tiét néu can; hiy dé ho kiém soat tinh hudng.
Khong nén:

« Lang phi thoi gian ctia ho bang cach ndi chuyén phiém.
« N6i lan man va ké nhitng cau chuyén dong dai.

« i sau vao chi tiét mic du ho khong hoi.



Thu hat sy cha y:

« “T6i ¢o thé ludt qua chi tiét va chi nhin manh vao nhirng diém chinh?”
Piéu chinh phuong thire tiép can ciia ban:

« Khi thuyét trinh, dau tién hiy néu kién nghi.

« Viét ngin gon; tom tat ndi dung trong mdt trang; chi ra khuyén nghi; cach giai quyét; va loi ich dat
duoc.

* Bung dua ra nhiéu lya chon; nhdém D muon ban dé cap t&1 khuyén nghi tot nhat va chi can biét rang
ban da can nhac nhiéu su lwra chon cho ho.

« Nhan manh vao tic dong ctia khuyén nghi va nhiing loi ich v6 hinh ma n6 mang lai.
« Str dung cac cong cu truc quan, biéu dd, tranh anh.

Céc dau hiéu cho thay ban dang ban hang sai phong cach:

« Thiéu kién nhin, lién tyc nhin dong hd, 1am nhiéu viéc cung luc.

Céach xtr 1y cac dau hiéu:

« “Cho phép toi tam dirng & day va néu ra diém mau chét.”

Tom lai:

Hay chudn bi, trinh bay ngin gon va nhanh chong két thic.

Tong két vé nhém I

Cach thirc nhan dién nhom I

Nhan té then chdt... Prugc |fltlli,1 nghe.

Ho s€ hoi ban... [iém ning la gi?

Néu co mot ciu Ho s€ xen ngang va
muon hoi... giai thich.

Ho sé& thit vong néu... Ban tdp trung vao so liéu

va dir kién hodc khong
tuong tac.

Cach chao hang t¢i nhom I

Ho muon ban:

« Cho ho co hoi phat biéu.



« Hoi y kién cua ho.

* T4 ra hai hudc.

Nén:

« Trao cho ho birc tranh tong quan trudc khi di vao chi tiét.

« Cho ho ¢6 co hoi dé chia sé ¥ tudng.

« Duy tri cudc tro chuyén ludn than thién va 4m ciing.

Khong nén:

« i sau vao chi tiét va sb liéu; thay vao do, hay cung cép bao cao.

« Bé nghi ho lam diéu gi ma khong cho nhém I co hdi gop .

« Bé ho ndi chuyén qua 14u.

Thu hat sy cha y:

« “Cho phép toi bat dau vai burc tranh tong quan.”

« “Anh s& n6i gi néu c6 thé hoc cach...?”

* “T61 c6 mot cach tiép can doc nhat danh cho anh.”

* “Gia1 phap nay mang tinh dot pha — chua ting co6 trude day.”

* “Cho phép t61 hudng su chu y cua anh vao phuong thirc nay.”

Piéu chinh phuong thirc tiép can cua ban:

« Cho nhém I nhiéu thoi gian, ho thich thé hién, tudng tuong va thao luan.
« Hay dua ra van dé dya trén khai niém; lién hé v6i cac khai kiém hodc ¥ tudng rong hon.
« Nhan manh vao tinh duy nhat; nhom I thich nhin xét vé nhitng ¥ tudng méi mé va la lung.
« Nhin manh vao gia tri trong lai.

« Bit dau tir tong thé rdi toi chi tiét.

Céc dau hiéu cho thay ban dang ban hang sai phong cach:

« Ngit 101, ty kiém tra.



Cach xtr 1y cac dau hiéu:

« “T6i muén anh chi ¥ t6i.”

* “Hay cung t61 nghi cach.”

« “Chuing ta hiy danh céc chi tiét dé ban ludn & phan sau.”
Tom lai:

Hay dé ho ty ban cho chinh minh.

Tong két vé nhom S

Cach thirc nhan dién nhom S

Nhan td then chit... Purge véu mén,

Ho sé& hot ban... Al thich no?

Néu ¢o Mol cau Ho sé do cho tan khi ban
muon hoi... két thuc.

Ho s& thit vong néu... Ban thuc giuc va doi hoi.

Cach chao hang t¢i nhom S

Ho mubn ban:

* Tro chuyén riéng tu va than thién.

* T6 ra thich thu.

« Dé dang ndi c6 hodc khong.

Nén:

« Ban dau hiy dé cap t6i mot chi d& mang tinh c nhan.
« Chu tim dua ra y kién rd rang; va cung cp su dam bao.
« Hay chic chian ho dong ¥ v6i ban trudc khi tiép tuc.
Khong nén:

« Pé cap thang vao vu mua ban.

« Poi hdi hoic thd 10.



« Cho ring “im liing nghia 1a dong y.”

Thu hat sy cha y:

* “Chung ta hay lam quen lai trudc khi bat dau vao viéc.”
* “Vi sao khong ban vé van dé nay trong bira trua?”

« “Diéu nay s& gitip ngudi cua anh c6 thé...”

« “Nhan vién cta anh s& danh gia rang Bill Smith, cong ty..., cling cho rang d6 1a mot cach tiép can
hay.”

Piéu chinh phuong thirc tiép can cta ban:

« Cho nhom S thoi gian dé lién hé v6i nhitng nguoi khac.

* (Giai thich anh hudng cua ban chao hang cta ban td1 nhitng nguoi khac.

« Chtrng minh rang trudc day ¥ tudng ndy mang lai hiéu qua ra sao.

« Chi ra rang nhirng nguoi khac phan Gmg ra sao véi ¥ tudng ndy va cach dap trng nhu cau cua ho.
« Duy tri giao tiép bang mit va di thoai ca nhan.

Céc dau hiéu cho thay ban dang ban hang sai phong céch:

» T choi, va tré nén thd o.

Cach xtr 1y cac déu hiéu:

« “C mot s6 1y do chinh dang dé khong 1am vay; hiy xac dinh diém manh, diém yéu.”
Tom lai:

Hay bat dau bang cach riéng tu, dimg dua ra gia thuyét.



Tong kEt vé nhom C
Cach thiac nhian diénnhom C

Nhan 1o then chot... Hicu ding

Ho s& hoi ban... Lam thé nao anh biet no
hiéu qua?

Néu ¢o mot cdu Ho sé doi cho td khi ban
muon hoi... de cap toi no
Ho sé that vong néu... Ban dua ra nhimg tuyén

bo thicu bang chimng

Cach chao hang t¢i nhom C

Ho mudn ban:

« Cung cap thong tin chi tiét.

« Cho thoi gian dé kiém chimg.

« Cung cip cac bang chimg rd rang.

Nén:

* Pua ra y tudng mot cach logic.

« Bam chit vao chu dé.

« Pua ra s6 liéu va dir kién thue t& dé khang dinh cho tuyén bd ctia minh.
Khong nén:

* V6 to chirc va thinh thodng lai xen vao mdt sb 101 binh luan.
« Phu thudc vao s& thich theo cam tinh dé dat dugc thoa thuan.
« Thic giuc ra quyét dinh nhanh.

Thu hut sy cha y:

* “Cho phép t01 giai thich tirng budce.”

« “T6i c6 mot sd phuong thirc dé anh cin nhic.”

« “Trudc khi chiing ta bat dau, cho phép t6i cap nhat mot sd thong tin.”



« “Hay quan sat van dé mot cach logic va hé thong.”
* “Sao anh khong nghién ctru n6, va to1 s€ trd lai voi anh.”
Pi€u chinh phwong thirc tiép can cta ban:

« Hay 6 ra chinh xac; néu khong co céc thong tin chinh xac thi hiy dua ra mot khoang bién thién va
cac kha nang co thé xay ra.

« Sap xép bai thuyét trinh ctia ban theo khung thoi gian hodc phac thio nd tirng budc.
« Trinh bay ca nhitng giai phap thay thé; vach ra cac luan diém cho mdi giai phap.

« Chuan bj dit 1iéu b6 sung dé chirng minh cho nhirng tuyén bd.

Céc dau hiéu cho thay ban dang ban hang sai phong céch:

« Phan bac, tranh cdi, va timra diém yéu.

Céch xur Iy ddu hiéu

« “Pirng dua ra nhitng quyét dinh khong can thiét.”

« “Hiy xac dinh ching ta mudn biét gi va can thém thong tin ¢ dau.”

Tom lai:

Cho ho thoi gian dé di sau vao chi tiét.
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