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Quan tri kinh doanh la

» Lam kinh té: Tao ra khach hang

* Phoi hop moi hoat dOng d€ tao ra
sU hai long cho khach hang

 Nhan su tudng thudng vOi gia tri
16n hon cong sUc
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Qua trinh phat trién

Production Era

Sales Era

Marketing Era

Relationship
Marketing Era




Chung ta se hoc.....

1. Cach tao ra khach hang
2. Céch trinh bay an tugng
3. Nghé thuat dam phan

4. Cach lam khach hang hai long
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Cachtao ra khach hang
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4.

D.

5 Cau hoi thiét yéu
San pham cUa ban 1a gi?
Gia trl tang thém mang 1ai?
TOt hon céi hién tai KH dang c4?
Muc tiéu ban muOn dat duoc?

PO khé, thoi gian d€ thanh cong?
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Buyer’s Steps

Decide
Rationalize Close
Transfer Ownership Justify
Education Validate

Initial Interest Educate

7Initiate
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Needs Before Wants

Maslow’s Hierarchy of Needs s

Hoffman et al 2003, Marketing: Best Practices, 2e, Thomson, South-Western, Ohio, USA )
Self Actu a!Eetl on

Esteem

Social/ ,
Belongingness

Safety

Physiological
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The Marketing Environment

T

Sopoliticalilegal e
Considerations

Competitive
Forces

Economic
_q_p?;mit“ll&nhs

Objectives
& .
Eesuurces-

Source: Hoffman et al 2003, Marketing: Best
Practices, 2e, Thomson, South-Western, Ohio,
USA

© THE INTERNATIONAL PRACTICAL BUSINESS MANAGEMENT www.ipm.edu.vn 9




4.

D.

5 Budc tao ra khach hang

Chudn bi

Mé dau
Trinh bay

K&t thuc

Pénh gia
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Chudn bi

1. Thai do

2. Kién thUrc sdn phdm

3. Ky nang ban hang

 Kich ban noéi chuyén

*  Dung cu ho trg

* Bao cao ghi cheép
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Vidu
Chon 1 trong 3 san pham sau day:

* Anh van luyén nghe noi
*  Hoc dau tu chUng khoéan
* MOt sdn phdm ma ban yéu thich

Hay tao ra khach hang!

© THE INTERNATIONAL PRACTICAL BUSINESS MANAGEMENT www.ipm.edu.vn

12



Vidu
MG dau:

Em 13 ..., nhan vién tu van cla Trung
Tam THE BEST, mOt Trung Tam
chuyén day AV theo phuong phap hién
dai cua Hoa Ky, gitp cac ban:

1

2

3
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Vidu
Chuyén y va trinh bay:

Trudc khi gidi thich vé cac khéa hoc,
anh vui 1ong cho biét ...

Nhu vay, em gidi thiéu vOi anh
chuong trinh nay, no giup anh

1

2

3
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Vidu
Két thuc:

Sau khi phan tich, em d€ nghj ...

Néu dang ky trudc ngdy ... anh sé
duogc ...

© THE INTERNATIONAL PRACTICAL BUSINESS MANAGEMENT www.ipm.edu.vn

15



Thuc tap
Chon 1 trong 3 san pham sau day:

* Anh van luyén nghe noi
*  Hoc dau tu chUng khoéan
* MOt sdn phdm ma ban yéu thich

Hay tao ra khach hang!

© THE INTERNATIONAL PRACTICAL BUSINESS MANAGEMENT www.ipm.edu.vn
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4.

D.

10 Bai hoc

Provide solutions to people’s problems
Build your business on referrals

[.ook at a business with consistent
demand

Qualifications build credibility.

Come up with a unique brand
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10 Lessons

6. Provide the client with three options
7. Back your options up with examples
8. What’s the pain or gain?

9. Provide written details

10. Review, evaluate and follow-up
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KY nang trinh bay
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Ly do & 101 ich mang lai
Ban c6 thay kho khin khi mé dau?

Ky nadng nay gitp ban:
*  MGA dau an tuong
* Chuyén tai y tudng ro rang

+  Kiém soat cudc néi chuyén
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6 cach m@ dau
» Neéura mOt ai d6 ma khach hang biét

+ K& moOt kinh nghiém c4 nhan
+ K& cau chuyén gan day

* Cau hoi tu tu

+ K& moOt giai thoai
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Chuyén tdi y tuong
* SO 3 kydiéu

Thong ké cho thay, ngudi ta chi nhé
duQc 7 y +/- 2

TOt nhat, ban chi nén néi 3y

© THE INTERNATIONAL PRACTICAL BUSINESS MANAGEMENT www.ipm.edu.vn 22



MOt sO dan y

* Sales:
— Tinh hinh
— Céacvan dé

—  Dé nghij 3 Gidi phap
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NOi dung cau chuyén

Nguoi ta thuong thich nghe nhing cau
chuyén c6 nOi dung nhu:

» Lan dau tién
 Thanh c6ng / That bai / Thanh cong
e Mau “ngudi hung” thOi nay

* NOi tiéng — im 1ang — xuat hién
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Nhitng cau chuyén y
» TU X, ching ta c6 thé thay Y

© THE INTERNATIONAL PRACTICAL BUSINESS MANAGEMENT www.ipm.edu.vn

25



Sales Tools Kit

Advertising

Personel
Selling Publicity

Integrated
Marketing
Communications

Sales

Promotion

Sponsorship ~ Source: Hoffman et al 2003, Marketing:

Best Practices, 2e, Thomson, South-

b

Western, Ohio, USA



Cac Cong Cu Ban hang
*  PoOng phuc

* Name Card

* Brochure

* T& gap mod td sdn pham
« Thé khéch hang
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&

How To Win New Business . B
1. Strong Self-Belief

2. Certainty in an age of Uncertainty
3. Visual Imagery

4. The Personal Brand

5. Relentless Discipline
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How To Win New Business

6. Emotional connection — family values
7. Shared set of values — Integrity Marketing
8. Consistent message

9. Read, relate, reflect issues of concern or
trends

10. A great call to action
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Dich vu khach hang

© THE INTERNATIONAL PRACTICAL BUSINESS MANAGEMENT www.ipm.edu.vn
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5 Nguyén tac chinh
1. Thai d0 dbng cdm
2. DO tin cay
3. TOc db

4. Bé ngoai

5. Bdo ddm “ché d0 hau mai”
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Vidu
1. Ap dung trong liic ban hang
2. Ap dung & nha hang

3. Ap dung trong tiém Beauty salon
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Thuc tap

1. Chia nhém, quan sat va phan tich dich
vU khach hang hién nay.

2. Dé nghi cai tién
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Nghé thuat dam phan
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Ly do & 10i ich

1. Biét cach can bang gilra nghia vu &
quyén 10i cUa 2 bén

2. Dung khi: ban hang, soan thdao hop
dong, mua hang, ...

3. Ty phua Donald Trump chi st dung 1 ky
nang nay!
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Cach thuc hién
1. Xé&c dinh diéu ban muOn
2. Du doan diéu bén kia muOn
3. Khong bao gio néi NO!
4. DOilai, anh sé 1am gi cho t6i?

5. Cho it, k€ nhiéu va nguadc lai!
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Vidu
Chia lam 2 nhém

MOi nhém chudn bi 1 sO diéu kién khi
hoc Anh Van

Bat dau dam phan

Nhan xét? Pé nghi cdi tién?
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Marketing la ...

1. Poc dudc Need & Want cla NTD
2. Sang tao sdn pham & dich vu
3. Tuyeén truy€n sdn pham

4. TO chlc moi hoat dOng d€ thu 10i
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Ban se hoc duoc ...

1. Cach khdm pha nhu cau NTD
2. Céch truyén thong

3. Céach lam viéc nhém
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Kham pha nhu cau ...

1. Thé nao 14 insight
2. Bai tap d€ phat hién insight

3. Checklists
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Market Research

Phan loai theo phuOng phap:
*  Quali

* Quanti

© THE INTERNATIONAL PRACTICAL BUSINESS MANAGEMENT www.ipm.edu.vn
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Market Research

Phan loai theo muc dich:
*  XA&c dinh chién lugc
«  Kham pha y tudng
* DPanh gid sdn pham

* Theo dbi thi truOng
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Vi du vé Market Research

* Habit & Attitude: MT Shopper
*  Focus Group Truong ly tudng
* Innocheck Salon Products

* Brand Health Check
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Thuc tap: Giao ti€p vOi Agency

*  Viét brief
» Thiét ké bang cau hoi

* TO chic thuc hién
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Pinh vi sdn pham

* 8yéuto cin ban
. Hé théng thuong hiéu

 Tai san thuong hiéu
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8 yéu tO cian ban

1. MG6i truong canh tranh
2. Khach hang nham dén

3. Nhu cau thuc su
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8.

8 yéu tO cian ban
[.O1 ich
Su khac biét
Ly do dé tin
Gia tr] & tinh cach

Su can thiét cla thuong hiéu
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Vidu

Dove

ICBINB
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Brand Communication

Chia cap
Gi6i thiéu ban v6i ngudi doi dién

Nhan xét
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Brand Communication

Media
Medium

=
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Cac Phuong tién truyén thong

Brand A

wareness

Long Term Objectives
* Create Brand Awareness
* Richness of Information

@ Newsletters
@ Trade Journals

@ Magazines
TV
_ ® O Press @ Direct Mail _
Emotional Rational
@ Outdoor / Bjllboards
Consumer
Response Email *
@ Point of Purchase
O Telemarketing
O Personal Presentations
Seminars & Workshops Short Term Objectives
* Precipitating Action
i . Involvmg audience 54
© THE INTERNATIONAL PRACTICAL BUSINESS MANAGEMENT Www.ipm.edu.vn 4



Vi du thuc té

Lipton Communication Planning
* (Chia nhom
* Thado luan

* Nhan xét

© THE INTERNATIONAL PRACTICAL BUSINESS MANAGEMENT www.ipm.edu.vn

55



Khuyén mai
Céac loai khuyén mai: Push & Pull
* Viét bdn dé nghi khuy€n mai
* Thado luan

* Nhan xét

© THE INTERNATIONAL PRACTICAL BUSINESS MANAGEMENT www.ipm.edu.vn
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Quan tri Nhan su

*  Tuyén dung

«  Pao tao & Phat trién

*  DP3ing0

*  Thong tin & Quan hé nhan vién
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Cac yéu t0 cla con nguoi

Thai d6
Tinh cach
Nhan thuc
Ky nang
Kién thic

Kinh nghi€ém
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Su thich hop v@i cong viéc
* Lanh dao
* Giam sat

* Nhan vien
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Bi quyét dé thanh cong
biéu kién can:

Lam viéc cham chi

Luén phan dau chi€én hang ban than

Ludn phan dau la nguoi tot nhat

Hoa d6ng v8i moi nguoi

Pbiéu kién du: Co hOi dén!
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Cach lam viéc nhom

Hi€u & cam két cung thuc hién 1 nhiém
vu

Biét di€ém manh cUa tUng nguoi
Cé ngudi lanh dao

4 Giai doan: Norm, Form, Storm, Perform,
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XU ly cac van dé trong nhém
Mau thudn vi communication
Nhan dién tinh cach
Nghé thuat 1anh dao

Cach xU 1y trong tung giai doan
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Cach viét don xin viéc
Xem mau

SU dung ky nang trinh bay
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Tra 10i phong van
SU dung ky nang trinh bay

Thuc tap
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DPao tao & Phat trié€n

Soft Skills
Professional Skills

Competencies

English
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Cap bac cua Céng ty Pa Quoc
Gia

Job Description

Job Level

K& hoach phat trién nghé nghiép
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Thiét ké luong

Luong can ban
Phuc 101
Phu cap

Thudng theo thanh tich
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Quan hé nhan vién

Employee Handbook
Operation Manual
Intranet

Signboard

Events
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Ban se hoc duoc ...

1. PR chuyen sau
2. Céach lam tac phdm qudng céo
3. TO6 chlc chuong trinh khuy€n mai

4. Nang cao k¥ ning giao ti€p
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PRla.........

1. Dung mOt bén th( 3 d€ chuyén tai
thong diép cUa marketing

2. Tuy cham, nhung dang tin hon

3. Vidu

© THE INTERNATIONAL PRACTICAL BUSINESS MANAGEMENT www.ipm.edu.vn
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6 vai tro cUa PR

1. Tao awareness
2. Tao credibility
3. Tao Image

4.

© THE INTERNATIONAL PRACTICAL BUSINESS MANAGEMENT www.ipm.edu.vn



Cach lam PR

1. Viét Brief
2. Séang tao va chon y tudng
3. TO chirc thuc hién

4. Panh gia

© THE INTERNATIONAL PRACTICAL BUSINESS MANAGEMENT www.ipm.edu.vn
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T chirc su kién

1. Viét ban dé nghj
2. Trinh bay
3. TO chirc thuc hién

4. Panh gia
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Viét bai
1. Xéac dinh muc tiéu
* Lgiich cho ngudi doc
1. Cau trtc bai viét
2. Duyét 10i
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Press Release

Muc dich: D& Ban Bién tap vié€t bai

CAu tric: Xem bai mau
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Cac ky thuat Advertising
Cau tric cUa moOt Print Ad, Poster
Céach viét Headline
Cach viét than bai
Pua dOng luc vao bai viét

Pé taora ty 1€ trd 10i cao hon
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Cac ky thuat Advertising
Két ndi y tudng
Pac diém
Hinh dang
Am thanh
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Giao tiép

Viét thu chao hang
Viét thu xin 106i
Viét thu mOi

Lam bai present
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Ban se hoc duoc ........
Quan tri tai chinh cin ban
Quan tri du’ dn
TO chlc bO may lam viéc
Quan tri Cung Ung
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Ké toan dai cuong
Nguyén tac ng cé
Hé thong tai khodn
Pinh khodn 1 s hoat dOng tiéu bi€u
Céc loai chUng tu

Qui trinh ghi chép ké toan
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Quan tri tai chinh
Phan tich tinh hiéu qud trong dong vOn
Cac dinh nghia
Bang tinh
Phan tich cac chi s6
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Quan tri du an
3 yéu tO quan trong: Cost, Quality, Time
S dung phan mém Microsoft project

Nguyén tac ra quy€t dinh
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T6 chitc bO may ning dOng
Qui trinh tO chlc
Cac dang nhom

Cac so dob td chlrc
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Quan tri Chudi Cung Ung
Céac yéu t0 trong sdn xuat — phan phoi
Quan ly thu mua
Qudn 1y kho va hang tOn kho
Quan 1y San xuat: Nang suat lao dOng

Gia thanh k& hoach vs thuc té
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Demand Planning

Lén ké hoach sdn xuat
Sales Forecast
Purchase order
Production order

Maintenance plan
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Hé thong phan phoi
Kénh phan phoi: Truc ti€p vs Gian ti€p
Nhiéu cap
Pinh gi4 chiét khau
Hop dOng phan phoi
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Logistic

Delivery plan
Lead time

Case fill rate

Order fill rate
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Kétthlic
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