CHUONG IX

THIET KE CHIEN LUQC
TRUYEN THONG VA CO PONG

I. QUA TRINH TRUYEN THONG
1. Khai niém truyén thong

Ngoai viéc trién khai mot san pham tot, dinh gia hdp dan va dua dwoc dén
khach hang muc tiéu, cac doanh nghiép con phai truyen thong cho khach hang muc
tiéu cua ho. Tuy nhién, théng tin can dugce truyén dat dén Kkhach hang muyc tiéu phai
trdi qua nhiéu giai doan bang nhiing phuong tién truyén théng khac nhau dudi
nhitng hinh thirc théng dat khac nhau boi nhimg ngudi truyén théng khac nhau.

Heé théng truyén thong marketing ctia mot doanh nghiép dugc mé ta trén hinh 12.1.
Doanh nghiép thong tin t&i nhitng nguoi trung gian, nguoi ti€u dungd, va cac nhém
cong chung khac nhau ciia minh. Nhimng ngudi trung gian d6 lai thong tin dén cac
khéach hang va cdc nhom cong ching khac nhau cia ho. Nguoi tiéu dung thong tin
truyén miéng v6i nhau va cong chiung. DPong thoi, mdi nhom lai cung cip thong tin
phan hdi cho cac nhém khac.
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Hinh 12.1. H¢ thong truyén thong marketing

H¢ thong truyen thong marketing (marketing communication mix), con dugc
goi 12 hé thong c6 dong (promotion mix) , bao gdm nam cong cu chu yéu :

Quang cao (advertising) 1a bat ky mot hinh thirc gidi thiéu gian tiép va khuéch
truong cac y tuong, san pham hoic dich vy, do mot ngudi (t6 chirc) nao d6 mudn
quéang céo chi tién ra de thuc hién.

Marketing truc tiép (direct marketing) 1a hinh thirc str dung thu tin, dién thoai
va nhing cong cu lién lac gian tiép khac dé thong tin cho nhimng khach hang hién c6
va khach hang tiém ning hay yéu cau ho c6 phan tng dap lai.

Khuyé'n mdi (sales promotion) la nhtmg khich 1¢ ngan han duéi hinh thirc
thudng dé khuyén khich dung thtr hodc mua mdt san pham hay dich vu.


Toan Cao Minh
Typewriter
1

Toan Cao Minh
Text Box
IX

http://www.pdfxviewer.com/
http://www.pdfxviewer.com/

doanh nghiép td chirc nhting cudc hodi thao chuyén dé, hop bao vé tai trg cac hoat
dong dén on dap nghia,... Mdi sy kién 1 mot co hoi dé phat trién thanh rat nhiéu
cdu chuyén nham vao nhimg nhom cong chung khac nhau. Viéc sang tao ra sy kién
1a mot ky ning didc biét quan trong trong viéc tuyén truyén vé doanh nghiép va thu
hat sy quan tam cua cong chung dén san phém va dich vu cuia no. Chéng han, hang
Fuji ctia Nhat da tha mot qua khi cau ciia minh & phia trén twong Nir than ty do vira
dugc tu stra xong trong sudt thoi gian to chirc 18 hoi quan ching, nho vay di vuot
duogc dbi thi Kodak, vi hing nay chi t6 chic trién 1dm anh thudng xuyén tai chd do.

¢.Té chive thue hi¢n va dinh gid két qua ciia MPR

Trong viéc trién khai marketing quan hé véi cong ching khong phai bao gio
cac thong diép (tu li¢u, bai bdo,...) cling dugc nhitng ngudi bién tap cua cac phuong
tién truyén thong chap nhan. Vi thé, dé chuyén tai duoc thong diép dén cong ching
muyc tiéu, nhirg nguoi lam MPR phai xem nhiing nguoi bién tap cua cac phuong
tién truyén thong nhu mét thi truong can thoa méan. Cong tac tuyén truyén can phai
rat than trong khi né lién quan dén viéc td chire nhitng su kién dac biét, nhu hoi
nghi bao chi, tiéc chiéu dii, cic cudc thi tranh giai toan quéc. Nhitng ngudi lam
MPR ciing phai thao vat, c6 kha nang xir Iy khéo 1éo cac tinh hudng tryc tric nham
nang cao hi¢u nang hoat dong cua MPR.

Do MPR duoc thyc hién cing véi cac cong cu c6 dong khac, nén viéc do
luong hiéu qua cua n6 khong dé dang.S6 do hiéu qua cia MPR d@ thuc hién nhat 1a
s0 lan tiép xiic V01 cac thong tin ma cac phuong tién truyén thong dam bao. Nhung
s6 do mirc d6 tiép xtic khong cho biét c6 bao nhidu nguoi da thuc sy doc, nghe hay
nh¢d dugc thong di€p doé va sau do ho nghi gi. Mt khéc cac an pham c6 thé co 50
doc gia trung lap, ma chi tiéu cua cong tac tuyén truyén 1a mirc d bao quat, nén can
biét s6 lan tlep xuc khong trung lap. Mot s6 do c6 gia tri hon 1a su thay doi mire dé
biét dén, hiéu biét day dii hay thdi d¢ cua cong ching sau chién dich MPR. Phalg
dong gop vao muec tiéu thu va loi nhudn, néu do dugc sé€ 1a so0 do théa man nhat dé
danh gia hi¢u qua MPR.

VI. QUAN TRI LUC LUQNG BAN HANG

1. Khai niém

Tir khi con nguoi biét song bang phuong thirc trao doi, ban hang 1a mot trong

nhitng nghé 1au doi nhat thé gidi. Piing nhu Robert Stevenson da noi, “moi ngudi
song bang cach ban mat cai gi do”.

Cong viéc ban hang bao gém rat nhiéu chirc niang do nhitng nguoi khac nhau
thuc hién. Theo McMurry, gém co:

- Nguoi giao hang. V61 cuong vi nay, nhan vién ban hang cé nhién vu chu
yéu 1a di giao san pham cho khach hang.

- Nguoi tiép nhdn don dat hang. O vi tri ndy nhan vién ban hang chi yéu l1a
nguoi tiép nhan don hang tai chd (nhan vién ban hang & cira hang, (dung sau quay)
hay nguoi tiép nhan don hang di ngoai (nhan vién ban dau goi dau di chao hang
giam dbc siéu thi).
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- Ngwoi giao hang. O chirc vu ndy, nhan vién ban hang khong c6 nhiém vu
tiép nhan don hang, ma chi c6 nhiém vu tao dung uy tin hay giéi thiéu, huéng dan
ngudi str dung (vi du, trinh duoc vién ciia mot cong ty duge pham gidi thiéu mot
loai thudc dic chung chita bénh xo cling dong mach) .

- Ky thugt vién. Chic vy nay yéu cau nhan vién ban hang phai c6 kién thirc ky
thuat dé co thé cb van cho cac khach hang t6 churc.

- Nguoi tao nhu cau. Churc vu nay doi hoi phai ¢6 sy sang tao trong viéc ban
cac san pham vat chét c6 sy khac biét (cac san pham phan mém vi tinh, may hut bui
chéan khong,...) hay cac dich vu (céc loai hinh bao hiém, quang cdo,...).

Trong cac chirc vu néu trén, nhimg chire vu dau doi hoi phuc vu khach hang
va tiép nhéan don dat hang mai, nhitng chirc vu sau doi hoéi phai tim kiém céac khach
hang tiém nang va tac dong dén ho dé ho mua hang.

Noi dung cha yéu cua quan trj lyc lwong ban hang 13: Thiét ké luc luong ban
hang va quan tri hoat dong cua luc lugng ban hang.

2. Thiét ké lwc hrgng ban hang

Nhan vién ban hang 14 cau ndi giita doanh nghiép va khach hang. Pai dién ban
hang 1a nguo1 thay mdt doanh nghi€p quan hé vdi cac khach hang va thu thap cac
thong tin can thiét vé khach hang. Hiéu qua kinh doanh tiiy thudc rat nhiéu vao viéc
doanh nghiép t6 chirc lyc lugng ban hang ciia minh nhu thé nao. Thiét ké lyc lugng
ban hang bao gém: Xay dung muyc ti€u, chién luge, ciu truc, qui mo va cac chinh
sach khuyén khich luc luong ban hang.

a. Muc tiéu cua luc lwong ban hang

Can ctr vao dic diém cua thi trudng muyc tiéu va vi tri mong mudn cua doanh
nghiép trén thi truong do ma xac dinh muc tiéu cua luc lugng ban hang. Co thé noi
phuong thirc ban hang truc tiép cho khach hang 1a mot cong cu tiép xuc va giao tiép
dat tién nhat ma mot doanh nghiép co thé sir dung. Tuy nhién, ban hang truc tiép co
thé 1a mot cong cu co hiéu qua cao trong nhiing giai doan nhit dinh cla qua trinh
mua hang, nhu giai doan huan luyén ngudi mua, thuong lugng va hoan tat giao dich
kinh doanh.

Cac dai dién ban hang thuc hi¢én mdt trong cadc nhiém vu sau day:

- Tham do, tiac 1a tim kiém va gay dung quan hé dé c6 nhitng khach hang
moi.

- Cung cdp théng tin cho khach hang vé cac san pham va dich vu.

- Bdn hang, 14 tiép xuc, gi6i thiéu, giai dap thac méc, hoan tit vy giao dich.

- Thye hién dich vu cho khach hang nhu tu van, hd trg ky thuat, thoa thudn vé
viée tai trg, ddm bdo giao hang nhanh chong.

- Thu thdp théng tin vé khach hang.

- Phén bé san pham cho khach hang trong nhing ltuc khan hiém.

Céc doanh nghiép thuong dua ra nhitng muc tiéu khéac nhau cho lyc lugng ban
hang ctia minh. Cac muc ti€u phai that cu thé, nhu danh 75% thoi gian cho nhiing
khach hang hién c6 va 25% cho nhitng khach hang tiém nang, 80% cho nhiing san
pham d3 6n dinh va 20% cho nhiing san phim méi. Ngay nay cac doanh nghiép chi
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truong phat trién he¢ thdng marketing dinh hudng theo thi trudng, vi thé cac luc
lugng ban hang can tap trung Vao thi truong va hudng dén khach hang nhiéu hon.
Quan diém truyén théng cho rang cong viéc clia nhan vién ban hang phai ban dugc
that nhiéu hang, con by phan marketing chiu trach nhi¢m vé chién luoc marketing
va kha nang sinh 16i. Quan diém hién dai thi cho rang nhan vién ban hang can phai
biét phan tich s6 liéu tiéu thu, wdc lugng tiém ning cua thi truong, thu thap thong
tin, xdy dung cac chién lugc va chuong trinh marketing.

b. Chién lwoc ciia luc lwong bin hang

Céc doanh nghi¢p phai canh tranh véi nhau dé danh duoc don dat hang cua
khach hang. Ho phai bd tri luc lugng ban hang cia minh theo mét ¥ dd chién luge
sao cho c6 thé tiép xtc ding khach hang, dung luc va dung cach. Cac dai dién ban
hang c6 thé lam viéc véi timg khach hang, nhom khach hang, hay qua hoi thao va
hoi nghi khach hang dé giao tiép voi cac khach hang to chirc (ngudi cung ung,
nguoi mua). Nhu vay nguoi dai dién ban hang hanh dong nhu mot nguoi quan tri
khach hang™”, thu xép nhimng cudc tiép xuc véi nhitng ngudi trong cac to chirc mua
hang va ban hang. Viéc ban hang cang doi hoi sy hop tac va ung hd cua nhiing
nguoi khac, nhu ban lanh dao, khach hang qui md 16n, cac nhan vién ky thuat,
nhitng ngudi cung cip thong tin va dich vu cho khach hang trong va sau khi mua
hang.

Sau khi di quyét dinh mot phuong thire ban hang, doanh nghiép c6 thé sir
dung lyc luong ban hang truc tiép ctia doanh nghiép (nhan vién ban hang tai chd va
nhan vién ban hang da ngoai) hay luc luong ban hang theo hop dong (dai dién cua
nguoi san xuat, dai 1y tiéu thu hay nhitng ngudi moi gidi, huong hoa hong theo
doanh thu ban hang).

c. Céu triic lwe lwong bdn hang

Chién luge cua luc lugng ban hang da ham y vé su hinh thanh céu tric cta né.
Néu mot doanh nghiép ban mot loai san pham cho nhimg ngudi sir dung cubi cling
nam phan tan & nhiéu dia diém thi né phai ciu trac lyc luong ban hang theo lanh
thd. Néu doanh nghiép ban nhiéu loai san phdm cho nhiéu loai khach hang khac
nhau thi n can cau tric lyc lugng ban hang theo san pham hay thi truong.

Luwec lwong bdn hang theo ciu tri linh tho

Trong mdt td chirc ban hang don gian nhat, mbi dai dién ban hang dugc phan
cong phu trach mot dia ban riéng biét, 0 d6 ho dugc toan quyen gioi thiéu chung
loai san pham ctia doanh nghiép. Cau tric t6 chtrc ban hang kiéu nay c6 mot sb uu
diém. Thir nhat, trach nhiém cta nguoi ban hang dugc xac dinh 10 rang. Néu c¢6 su
khach biét trong k¥ thuat ban hang ctia mdi c4 nhan, thi ngudi ban hang d6 sé dugc
tin nhiém hay bi khién trach vé doanh thu bén hang trén dia ban d6. Thir hai la trach
nhiém theo lanh thd thiic ddy ngudi ban chim lo vun dap nhimng quan hé kinh
doanh va quan hé ca nhan tai dia phuwong. Nhitng méi quan hé nay s& gop phan vao
hiéu qua ban hang cta nguoi dai dién ban hang va anh hudng téi thu nhap ca nhan
ctia ngudi d6. Thi ba, chi phi di lai s& thdp vi mdi dai dién ban hang chi di chuyén
trong mot dia ban nho.
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Luc lwong bdn hang theo cdu triic sin phim

Do su can thiét phai am hiéu vé san pham cta cac dai dién ban hang cliing véi
su phét trién cta cac loai san pham va hé thong quan tri san pham, nhiéu doanh
nghi¢p da lya chon cu trac luc lugng ban hang cua minh theo loai san phém
(product lines). Sy chuyén mon hoa theo san pham c6 thé 13 can thiét khi doanh
nghlep kinh doanh nhiéu loai san pham c6 k¥ thuat phuce tap, hay nhing loai san
pham nay qua khac biét, it ¢6 lién hé v6i nhau. Han ché cua kiéu cau trac nay 1a co
thé x4y ra truong hop c6 nhiéu dai dién ban hang cua cung mot doanh nghiép dén
chao hang ciing mot khach hang trong cing mot thoi diém. Diéu niy c6 nghia la chi
phi tdng Ién va gay nén sy buc minh cho khach hang.

Luc lwong bdn hang theo cdu triic khdach hing

Cac doanh nghi¢p thuong chuyén mon hod lyc lugng ban hang cia minh theo
nganh hay theo loai khach hang. Ho c6 thé té chirc nhitng lyc lugng ban hang riéng
€ cho cac nganh khéc nhau, tham chi cho cidc khach hang khac nhau. Lgi ich rd
nhit cta su chuyén hoa theo khach hang 1a mdi nhan vién ban hang c6 thé hiéu biét
can k& vé nhitng nhu cau dic biét cua khach hang. Nhuoc diém chu yéu cua luc
luong ban hang ciu tric theo khach hang 1a khi doanh nghiép c6 nhiéu loai khach
khac nhau phan tan khap nudc, doi hoi nhan vién ban hang phai di lai nhiéu hon.

Luc lwong ban hang co cdu triic hon hop

Khi mot doanh nghiép ban nhiéu loai san pham khac biét nhau cho nhiéu loai
khéach hang trén mdt dia ban rong 16m, n6 thuong két hop nhiéu kiéu ciu trac khéc
nhau cho luc lugng ban hang cua minh. Nguoi dai dién ban hang cé thé duoc
chuyén hoa theo lanh thd -san phém, 13nh thd -thi truong , san phém -thi truong...
Khi d6 céac dai dién ban hang co thé truc thuoc mot hay nhiéu nguoi quan tri chung
loai san pham va quan tri nhan vién.

d. Qui mo lyc lwgng bdan hang

Mot s6 doanh nghiép ap dung phuong phéap khéi luong cong viée dé xac dinh
quy md cho luc luong ban hang. Phuong phap nay bao gom nhirng budc sau:

- Phén nhém khach hang theo quy moé dua trén khoi luong tiéu thy hang nam.

- Xac dinh tan suat tiép xac (sd lan tiép xtc truc tlep khach hang trong mdt
nam) cho tung nhom khach hang. N6 phan anh cuong d6 tiép xtic ma doanh nghiép
can c6 so voi cac 601 thu canh tranh.

- Xac dinh tong khbi luong cong viéce trong mot nam bang cach nhan s6 khach
hang trong mdi nhdém qui mé voi tan suét tiép xuc twong tng.

- Xac dinh sb lan tlep xuc trung binh ma mot dai di¢n ban hang co thé thuc
hién dugc trong mot nam.

- X4c dinh sb dai dién ban hang can co béng cach chia téng s6 lan tiép XUc can
thiét trong mot ndm cho s 1an tiép xuc trung binh hang nim ma mot dai dién ban
hang c6 thé thyc hién.

Gia str doanh nghiép udc tinh ring c6 1000 khach hang thudc nhém qui mo6 A
va 2000 khach hang thudc nhom qui moé B; va cac khach hang nhém A can 36 lan
tiép xUc trong mot ndm va nhom B can 12 lan tiép xic trong mot nam. Nhu vay,
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doanh nghiép can mét luc lugng ban hang du dé thuc hién 60.000 lan tiép xuc trong
nam. Néu mot dai dién ban hang trung binh thyc hién duge 1000 lan ti€p xtc trong
mot nam thi doanh nghiép s€ can 60 dai dién ban hang lam vi€c tron thoi gian.

e. Ché d¢ thii lao ciia lyc lwong bin hing

Dé thu hat cac dai dién ban hang, doanh nghi¢p phai c6 mot ché do thu lao
hép dan. Cac dai dién ban hang mudn cé thu nhap 6n dinh, duoc thuong néu hoan
thanh nhiém vu trén muc trung binh, va dugc tra luong cao hon khi ¢6 kinh nghiém
va tham nién trong nghé. Mit khac, ban lanh dao mubn dam bao quyén kiém soat,
tiét kiém va don gian. Nhiing muc tiéu cua ban lanh dao, nhu tiét kiém chéng han,
s& mau thuan voéi muc tiéu cua dai dién ban hang von mubn duogc bao dam vé mat
tai chinh. Vi vay c6 su khac biét rat 16n trong mirc thu lao giita cac nganh khéac
nhau va gitra cdc doanh nghiép trong cung mot nganh.

Doanh nghi€p phai xac dlnh mirc d va thanh phan ciia ché do thu lao c6 hiéu
qua. Mirc thu lao phai gan vdi “gia thi truong hién hanh™ d6i v6i loai hinh cong viée
ban hang va ning luc can thiét. Tuy nhién, gia thi truong cua nhan vién ban hang
kho c6 thé xac dinh duoc 16 rang. Vi cac ché d6 thu lao ban hang khac nhau vé tam
quan trong cua cac phan luong cb dinh, phan luong thay d6i, phuc loi phu thém va
cong tac phi. Ngoai ra nd con chiu anh hudng cua thim nién trong nghé va trinh do
nang luc cua nhan vién ban hang.

Phéan luvong ¢ dinh c6 thé 1a tién lwong thoa man nhu cau thu nhdp on dinh
ctia dai dién ban hang. Phan luong thay d6i ¢ thé 1a tién hoa hong, tién thudng,
phan chia tién 13i, dung dé kich thich va tuéng thuéng nhitng nd luc ciia ngudi ban.
Cong tac phi dé dam bao cho cac dai dién ban hang trang trai nhiing chi phi lién
quan den viéc di lai, an ¢ trong khi thyc hién cong viéc ban hang. Phuc loi phu
thém gom nghi phep c6 hudng luong, tro cap om dau hay tai nan, trg cap huu tri,
béo hiém nhan tho,... nhim bao dam cho cudc séng va su thoa min nghé nghiép.
Ban lanh dao can quyét dinh tim quan trong twong ddi clia cac thanh phéan trong thu
nhap tlr viéc ban hang clia nhan vién. Thong thuong phan luong cb dinh chiém ti
trong 16n nhét, r6i méi dén céc thanh phﬁn con lai.

2. Quan tri lwe lwgng ban hang

Quan tri lyc luong ban hang bao gém cac cong vigc: tuyén mo va lya chon,
huan luyén, hudéng dan, kich thich va danh gi4 cac dai dién ban hang.

a. T uyén mo va lwa chon nguwoi dai dién ban hang

Vian dé cot 16i cia mot hoat dong ban hang thanh cong la viéc tuyén chon
nguoi ban hang co hi¢u qua. Sy chénh I¢ch thanh tich gitta nhitng nguoi ban hang
c6 thé rat 1on, va viéc tuyén chon ky ludng c6 thé gia tang dang ké kha ndng hoan
thanh nhi€ém vu cua luc lugng ban hang.

Nhiing dic diém co ban ciia mét dgi dién bdan hang giéi

Viéc tuyén chon dai dién ban hang s& rat don gian néu ngudi ta biét phai tim
kiém nhiing kha nang nao. Can ctr dau tién 1a ¥ kién cua khach hang. Hau hét cac
khéach hang déu ndi rdng ho muon cac dai dién ban hang phai la nguoi trung thyc,
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dang tin cy, hiéu biét nhleu va c6 thai d an can. Doanh nghiép can phai tim kiém
nhitng dic diém nay khi tuyén chon cac ting vién.

Mot phuong phap khac 1a tim kiém nhitng dic diém chung ctia nhitng nhan
vién ban hang thanh cong nhit trong cic doanh nghiép. Theo Charles Garfield,
nhirng dai dién ban hang xuét sic déu co nhirng dac diém nhu dam chép nhan rui ro,
manh dan trong cong viéc, biét cach giai quyét van dé va quan tim dén khach hang.
Pai dién ban hang c6 thé 1a nam hay ni¥, cao hay thip, hoat bat hay khong, an mic
chai chudt hay xénh xoang... va déu c6 thé 1a mot dai dién ban hang thanh cong.

Robert Mc Murry viét: "T6i tin chic nguoi co kha ning ban hang tuyét voi la
ngudi co tai thuyét phuc bam sinh, ngudi ludn c6 nhu cau phai gianh dugc va chiém
gilt cam tinh cta ngudi khac". Mc Murry liét ké nam dtc tinh bd sung cho mot
nguoi ban hang siéu hang: "mét sinh lyc tran tré, thira thai long tu tin, thém khat
tién bac kinh nién, mot théi quen can ci va mot thoi quen tinh than nhin nhimng tro
ngai, chong d6i hay cy tuyét nhu 13 nhiing thir thach". Con Mayer va Groenberg thi
cho rang mot nhan vién ban hang giéi c6 hai pham chat co ban la kha nang dong
cam v6i khach hang va 1ong tir 4i cao vi mot nhu cau cd nhdn manh mé cin phai
hoan thanh duogc chi tiéu ban hang.

Thii tuc tuyén mg

Sau khi da c6 nhiing ti€u chuan dé tuyén chon, viéc tiép theo la tuyén mo.
Phong nhan vién ¢ thé tim kiém nhitng nguoi c6 nguyén vong xin viéc bang nhiéu
cach khac nhau, nhu dé nghi nhiing dai dién ban hang cua minh gidi thi€u, str dung
cac to chirc gi01 thiéu viéc lam, dang quang cao, tiép xtic voi sinh vién dai hoc. C6
nguoi cho rang ban hang 1a mot cong viée chir khong phai la mot nghe Pé thu hit
nhiéu nguoi tham gia tuyén mé,ii can dua ra mot murc luong khoi diém thoa dang,
nhitng co hoi tang thu nhap, va nhan manh mot thue té c6 tinh thuyet phuc la 6 My
c¢6 dén mot phan tu cac chu tich cong ty da truong thanh tir marketing va ban hang,

Cach dang gia wrng vién

Thu tuc tuyén mo, néu thanh cong s€ thu hut nhiéu nguoi mudn duoc 1am
viéc. Doanh nghiép s& can chon nhiing ngudi tét nhat. Cach tuyén Iya co thé thay
d6i tir mot cude phong van khong chinh thirc dén nhitng thir thach kéo dai va khong
chi & nguoi xin viéc ma con voi gia dinh ho nira.

Nhiéu doanh nghiép da lam nhiing cudc kiém tra chinh thtrc cho cc nhan vién
ban hang. Tuy diém kiém tra chi 1a mot phan thong tin trong rat nhiéu thong tin nhu
dac diém ca nhan, sy gidi thi¢u, qua trinh 1lam viéc hay phan ung khi dugc phong
van, nhung no ciing rat duoc coi trong.

b. Huén luyén cdc dai dién bdn hang

Mot s6 doanh nghiép dé cu nhiing dai dién ban hang mdi cua minh di chao
hang ngay sau khi vira tuyén dung. Ho duoc cung cap nhitng mau hang, sach huong
dan, s6 dat hang va nhing chi dan can thiét vé dia ban hoat dong cta ho. Phan 16n
trong s6 d6 ban hang khong hiéu qua vi chua dwoc hudn luyén k¥ ludng. Tuy nhién
1a cac chwong trinh huin luyén rat ton kém. Huén luyén nghia 13 phai chi phi cho
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nguoi day, tai liu, mat béng, tra lvong cho nhirng nguoi hoc ma ban than ho chua
tao ra thu nhap cho cong ty.

Chuong trinh huan luyén dai dién ban hang c6 nhiéu myc tiéu:

- Lam cho cac dai dién ban hang hiéu 16 va hoa dong véi doanh nghiép. Hau
hét cac doanh nghiép déu danh phan dau tién cua chuong trinh huin luyén de gidi
thiéu qua trinh hinh thanh va phat trlen ctia doanh nghiép, muc tiéu, co ciu to chirc
va nhitng nguoi lanh dao chu chdt, cAu tric tai chinh va co s& vat chit, nhitng san
pham chu yéu va khéi lugng tiéu thy.

- Tao su hiéu biét vé nhitng san phcfm cua doanh nghiép. Cac hoc vién s¢€
dugc gidi thidu vé qua trinh san xuat san pham va tinh niang hoat dong cia ching
theo nhiing cach su dung khac nhau.

- Cung cdp nhitng théng tin can thiét vé ddac diém ciia khdch va doi thi canh
tranh. Pai dién ban hang dugc tim hiéu vé céc loai khach hang khac nhau va nhu
cau, dong co va tdp quan mua sim cta ho. Ho cling duoc trang bi nhiing hiéu biét
vé chién luoc va chinh sach cua doanh nghiép va cua ddi thu canh tranh.

- Huén luyén cach chao hang hiéu qua. Cac dai dién ban hang dugc hoc
nhitng nguyén tic co ban ctia ngh¢ thudt ban hang. Ngoai ra, doanh nghiép con gioi
thi¢u nhu:ng luan ctr cht yéu khi chao ban mdi san pham cu thé va d6i khi cung cip
c4 mau huéng dan chao hang.

- Huéng dan nhitng thii tuc qui dinh va trdch nhiém cta ngudi chao hang da
ngoai. Cac dai dién ban hang dugc hoc phuong cach phan chia thoi gian lam viée
v6i khach hang, cach st dung cong tac phi, Iam bao cdo va hoach dinh 1 trinh co
hiéu qua nhat.

¢. Huéng dén cdc dai di¢n bdn hang

Ngoai viéc dugc huén luyén va dugc giao mdt dia ban hoat dong, cac dai dién
ban hang con phai chiu sy gidm sat. Thong qua viéc gidm sat, nha quan tri hy vong
s€ hudng dan va dong vién luc lugng ban hang 1am viée tot hon.

Cac doanh nghiép gidm sat luc luong ban hang cia ho véi mic do chat ché
khac nhau. Vi nhimng dai dién ban hang c¢6 thu nhap cha yéu 1a tién hoa hong va
phai ty tim kiém khach hang thi it chiu sy giam sat hon. Vi nhitng ngudi duoc tra
lvong va c6 trach nhi¢m phuc vu mat s6 khach hang nhét dinh thi can duoc giam
sat chat ché hon.

Viéc huéng din cac dai dién ban hang gdm cac cong viée chil yéu la:i xdy
dung dinh mikc tiép xiic tryc tiép v6i khach hang hién c6 va khach hang tiém ning
trén co s& phan loai khach hang theo kha ning tiéu thy, tiém ning sinh 15i va trién
vong phat trién cta ho; sir dung c¢é hiéu qud thoi gian ban hang bang cach 1ap lich
trinh tiép xuc v&i khach hang mot cach hop 1y, phan tich thoi gian danh cho cac
nhiém vu khac nhau (di lai, an uéng, nghi ngoi, cho dgi, ban hang, hdi hop, lam bao
cdo,...).

d. Kich thich cac dai dién ban hang

Mot s6 dai dién ban hang s& lam tt cong viéc ctia minh ma khong can nha
quan tri don doc Dbi vé6i ho, ban hang la mot nghé thuc sy quyén 1d, ho ¢o nhiéu
tham vong va rat ning dong. Nhung phan 16n cac dai dién ban hang can su khuyén
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khich va dong vién dic biét thi méi 1am viéc hét stc minh. Diéu nay 1a can thiét do
ban tinh cua con nguoi la muén duoc dong vién , khich 1¢& béng vat chét va tinh
than cho nhimng nd luc cng hién ctia minh, hon nita con do bdn chdt ciia céng viéc
ban hang 1a tiép xuc nhidu nguoi, khong cha dong vé thoi gian va hay gip chuyén
buc minh.

Ban lanh dao c6 thé dong vién tinh than va mirc hoan thanh cong viéc cua dai
dién ban hang thong qua bau khong khi cta doanh nghiép, xay dung dinh mirc ban
hang hop 1y va nhimg khich 1& tich cuc khac nhu khoan tién thuong do ban vuot
dinh murc doan sb, cac khoan phuc loi.

e. Danh gida cdac nhdn vién ban hang
Nguén thong tin

Ban lanh dao thu nhan thong tin vé cac dai dién ban hang béng nhiéu céch.
Ngudn quan trong nhat 1a nhitng bao céo ban hang. Thong tin bo sung c¢é thé qua su
quan sat truc tiép, thu tir va don khiéu nai cta khach, thim do du luan khach hang,
va noi chuyén véi cac dai dién ban hang khac.

Danh gia chinh thvrc thanh tich

Ngoai bao cao cua lyc lwong ban hang cing véi nhimg két qua quan sat khac
cung céap chinh thirc tu liéu dé danh gia cac thanh vién cia luyc lugng ban hang, co
thé str dung cac phuong phap danh gia khac nira.

So sdnh cac nhdn vién ban hang voinhau. Thuc chat ctia phuwong phap danh
gi4 nay 1a so sanh va xép hang mic hoan thanh cong viéc (thanh tich) gitra nhirng
nhan vién ban hang v6i nhau. Tuy nhién, nhiing so sanh nhu vay co thé dan ta dén
sai 1am. Mirc do hoan thanh twong d6i thi chi ¢6 y nghia néu khong ¢ nhimng nhéan
td bién thién khac nhu tiém ning thi trudng ciia moi dia ban, khdi luong cong viéc,
mirc d§ canh tranh va nd lyc quang céo ciia doanh nghiép nira.

So sanh doanh s6 hién tai véi qud khir. Phuong phap danh gia nay so sanh
muc d§ hoan thanh cong viéc hién nay vdi qué kha. N6 cung cép mot tin hiéu truc
tiép vé sy phat trién.

Danh gia murc do hai long cua khdach hang. Ngoai viéc danh gia mtrc do hai
1ong cia khach hang vé san pham va cac dich vu hd tro, cic doanh nghiép can danh
gia murc d6 hai long cua khach hang vé cac nhan vién ban hang nira.

Pdnh gid phdm chdt ciia nhan vién ban hang. Sy danh gia thudng bao gdm
kién thirc ciia nguoi ban hang vé doanh nghiép, san pham, khach hang, ddi thu
canh tranh, dia ban va trach nhiém. Nhitng ddc tinh ca nhéan ciing c6 thé duogc xép
hang, nhu thai do téng quat, bé ngoai, 101 néi, tinh khi. Nguoi quan 1y tiéu thy ciing
c6 thé xem xét thém mot vai van dé vé dong co hay mirc do hai long ciia nhan vién
ban hang. Nguoi quan 1y tiéu thu phai kiém tra dé chic ring nhan vién ban hang am
hiéu luat phap. Mdi doanh nghiép phai quyét dinh xem nhan vién ban hang can biét
nhitng gi dé ho hiéu phwong thirc ddnh gia muc hoan thanh cong viéc cliia minh va
hiéu phai 1am sao dé nang cao thanh tich do.
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TOM TAT

H¢ thong truyén thong marketing c6 ndam cong cu chu yéu 1a quang cio (gidi
thi¢u gian tlep va khuéch truong cac y tuong, san pham hodc dich vu do mot nguoi
bao tro chi tlen), marketing truc tlep (str dung thu tin, dién thoai va cac cong cu lién
lac gian tiép khac dé thong tin cho khach hang hay yéu cau ho c¢6 phan tng dap lai),
khuyén méi (nhing khich 1& ngan han dudi hinh thtrc thuong dé khuyén khich ding
thir hodc mua mot san pham hay dich vu), quan hé céng chung (cac chuong trinh dé
cao va bao v€ hinh anh mdt doanh nghi¢p hay nhiing san phém va dich vu), ban
hang truc tiép (giao tiép truc tiép voi khach hang tuong lai nham muyc dich ban
hang).

Viéc thiét ké hé théng truyén thong nham lua chon ai, noi gi, trong kénh nao,
cho ai, hiéu qua nhu thé nao. Hé thong truyén thong gdm c6 ngudi giri va nguoi
nhan, thong diép va phuong tién truyén thong, ma héa, giai ma, phan tmg dap lai va
thong tin phan hoi.

Dé phat trién mot chién lugc truyén thong hiéu qua, doanh nghiép phai can
phai dinh dang cong chung muc ti€u (khach hang hi¢n c6 va t1em nang), xac dinh
muc tiéu truyen thong, thlet ké thong diép, Iya chon kénh truyen thong, xac dinh
ngan sach c6 dong, quyét dinh vé hé théng cd dong, danh gia két qua truyén thong,

Ngudi 1am marketing tim hiéu phan tng déap lai cia cong chung muc tiéu vé
nhén thtrc, cdm thu hay hanh vi theo bdn mo hinh “AIDA” (cht y, quan tdm, mong
mubn), “ Mirc d6 cua hiéu qua” (biét, hiéu, thich, chudng, tin, mua), “Chép nhan
d6i méi” (biét dén, quan tim, danh gia), va “Truyén thong” (tiép xuc, tiép nhan,
phan tmg dép lai vé& nhén thirc, thai do, ¥ dinh).

Viéc thiét ké thong diép doi hoi giai quyét ba van dé : noi cai gi (ndi dung
thong diép - cac chii dé 1y tinh, tinh cam va dao dtrc), ndi thé nao cho hop 1y (ciu
trac thong diép - dua ra két luan 1d rang hay dé cong ching tu két luan, dua nhirng
luan chirng danh thép vao dau hay cudi théng diép), noi thé nao cho dién cam (hinh
thue thong diép - thé hién tinh la thuong va twong phan, hinh anh va tiéu d& 16i
cuon mau sac, hinh thure khéac thuong, kich ¢d va vi tri gdy dugc su chtl y, hinh anh
song dong; tir ngtr, cach phat am va chat luong giong doc; ngdn ngit ctia hinh thé va
phong cach), ai ndi cho cé tinh thuyét phuc (ngudn thong diép - nhitng ngudi co
trinh d§ chuyén mon, tin cay va kha a1).

Phuong ti¢n truyen thong gdm kénh tryc tiép (cac nhan vién ban hang, chuyén
vién, nguoi lang giéng, ban be, thanh vién trong gia dinh va nguoi dong su),va kénh
gian tiép (cac phuong tién truyén thong dai chung, bau khong khi va cac su kién).

Dé xac dinh ngan sach c6 dong co thé sir dung bdn phuong phap phd bién la:
can ctr vao kha ning doanh nghiép, ty 18 phan trim theo doanh thu ban hang, can
bﬁng canh tranh, can clr vao muc ti€u va nhiém vu.

Mdi cong cu cd dong lai c6 nhimg diém dic thu riéng va chi phi cua noé.
Nguoi lam marketing phai nam dugc nhiing dac diém d6 dé Iya chon cac cong cu
co dong phu hop. Ngoai ra, ho clng can tim hleu 0 nhu’ng dic diém cua cac yéu
thuc hé thdng cd dong va nhiing yéu té quyét dinh co cau cua hé théng cb dong
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(kiéu thi truong san pham, chién luoc day va kéo, cac giai doan sin sang ciia ngudi
mua, hang bac trén thi truong cua doanh nghiép).

bénh gia két qua cd dong 1a mot cong viéce rt can thiét dé biét dugc muc do
tac dong cua cac yeu to truyén thong, thai d§ va hanh vi phan g déap lai cta cong
chung muc tiéu.

Quang c4o 1a mot trong nim cong cu chu yéu dé hudng thong tin thuyét phuc
vao nguoi mua va cong chung muyc ti€u. Quang cao c¢o6 dugc thyc hién bdi b phan
marketing cua doanh nghiép hay thué cdc hang quang cdo. Viéc xdy dung cac
chuong trinh quang cao phai phu hop véi thi truong muc ti€u va dong co cua nguoi
mua. Doanh nghiép phai dua ra cac quyét dinh vé muc tiéu quang cdo (théng tin,
thuyét phuc hay nhic nhd), ngan sach quang cao, thong diép quang cdo, phuong
tién truyen thong va danh gia két qua. Nguoi quang cdo phai xac dinh nhimg myc
tiéu cu thé cia quang cao rdi va udc tinh ch1 phi cua nhu:ng hoat dong can thiét dé
dat dugc nhiing muyc tiéu do. Mot ) yeu td cu thé can xem xét khi xac dinh ngan
sach quang cdo 1a: cac giai doan cua chu ky sdng san pham, thi phan va diéu kién sir
dung, canh tranh, tin suit quang cdo, kha nang thay thé ciia san pham. Viéc quyét
dinh thong di¢p quang cdo doi hoi phai cé sy sang tao. Nguoi lam quang céo phai
trai qua ba budc: Thiét ké thong diép, tuyén chon va danh gia thong diép, thuc hién
thong diép. C6 thé tao ra cac y tuong hp dan cho noi dung thong diép bang phuong
phap quy nap hay phwong phéap suy dién. Danh gid va lya chon thong diép thuong
dua trén tinh phu hop v6i mong mudn, tinh ddc ddo va tinh trung thuc. Viéc thuc
hién thong di€p co thé nham xéc dinh vi tri 1y tri hay tinh cam, tuy theo dac diém
ctia d6i twong nhan thong diép va loai san phim. Ngudi quang céo can chuan bi mot
dé cuong trinh by rd muc tiéu, ndi dung, luan c& va van phong cia quang cao
mong mudn. Loi 1& phai d& nhé va thu hut dugce sy chu ¥, tiéu dé quang cao phai co
sy sang tao, cac yéu t6 hinh thirc nhu kich ¢, mau séc, hinh minh hoa phai ndi bat
tao nén sy quan tam. Ngoai ra, cac quang cdo “’sang tao” phai phu hop véi cac
chuan muc dao duc xa hoi va luat phap. Tlep theo can phai lya chon phuong ti¢n
quang cao (quyet dinh vé pham vi, tin suat va cuong do tac dong; lya chon nhu’ng
phuong tién truyen thong chu yeéu; quyet dinh lich trinh st dung phuong tién truyén
thong; va phan bd phuong tién truyén théng theo dia 1y) va danh gia hiéu qua quang
céo (do lwong hidu qua truyén thong va doanh s do tic dong ctia quang c4o).

Marketing truc tiép 1a mot hé thong tuong tac marketing c¢6 str dung mot hay
nhiéu phuong tién quang céo dé tac dong dén phan tng dap lai hay viéc giao dich
tai bat ky dia diém nao véi khach hang. Marketing tryc tlep st dung cac phuong
tién quang cdo tra 10i truc tiép dé ban hang va tim hiéu vé cac khach hang va cac
dic diém chii yéu di dugc nhap vao co so dit liéu khach hang nham thiét 1ap mébi
quan h¢ thuong xuyén. Cac hinh thirc phd bién ciia marketing truc tiép la:
marketing bang catalog, marketing bang thu tryc tiép, marketing dap mg truc tlep
trén truyén hinh, truyén thanh, bio va tap chi, mua hang dién tu, mua hang bang
may dat hang tai cac cira hang, san bay...Nguoi lam marketing truc tiép phai dua ra
cac quyét dinh Ve muyc ti€u va khach hang muyc tiéu, chién lugc chao hang, tric
nghiém cac yéu t6 marketing truc tiép va do ludng miic do thanh cong cua nd.
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Muyc tiéu cua marketing truc tiép 1a 1am cho khach hang tiém ning mua ngay
san pham, tao ra su biét den va y dinh mua sau nay. Khach hang muc tiéu tot nhat 1a
nhiing nguoi moi mua gan day nhét, mua thuong xuyén va mua nhiéu. Chién lugc
chao hang gébm ndm yéu t6 1a san pham, chao hang (bang thu hay 10i néi), phuong
tién truyén thong, phuong phap phan phdi va ung xur sang tao. Mac du muc do dap
u'ng cua marketing truc tlep chi & mot con s0, viéc trac nghlem cac yeu t6 nay cé
thé 1am ting dang ké sé ngudi biét dén san pham va sé nguoi hinh thanh ¥ dinh
mua trong tuong lai.

Khuyén mai gdm nhirng cong cu kich thich khach hang (ting hang mau, phiéu
thuong, tra lai tién, ban dai ha gia, phﬁn thuong, td chtrc cudc thi, phiéu tang hang,
trinh dién) kich thich thwong mai (trg cdp mua, qua mién phi, tro cip bang hang,
quang cdo hop tac, thi dua doanh s cac dai Iy) va kich thich nhan vién ban hang
(tién thudng, thi dua, so sanh doanh sd). Nhitng quyét dinh chil yéu vé khuyén mai
1a xac dinh muyc ti€u, lya chon cong cy, xay dung chuong trinh, thir nghiém trudc,
tién hanh, kiém tra hoat dong va danh gia két qua.

Quan h¢ véi cong chung c6 ndm hoat dong co ban 1a: quan hé vdi bao chi,
tuyén truyén san pham, truyén thong, van dong hanh lang, tham muu. cho ban lanh
dao vé cac van dé co lién quan dén cong chung va vé vi tri va hinh anh coa doanh
nghiép. B6 phan marketing quan hé cong ching (MPR) ngoai viéc tuyén truyén,
con ¢6 nhiém vy hd tro viéc gidi thiu san pham maoi va xac dinh lai vi tri cua mot
san pham sung man, tao nén sy quan tam dén san pham, va tao dung hinh anh cua
doanh nghiép.

Ban hang 1a mot trong nhitng nghé 1au doi nhét thé gidi. Noi dung chi yéu cia
quan tri lyc lugng ban hang la: thiét ké luc luong ban hang (xay dung muc tiéu,
chién Iuoc, cdu trac, qui md va cac chinh sach khuyén khich lyc lugng ban hang)
va quan tri hoat dong cua lyc lugng ban hang. Ban hang tryc tiép la mdt cong cu cod
hiéu qua cao trong nhiing giai doan huan luyén ngudi mua, thuong luong va hoan
tat giao dich kinh doanh. Theo quan diém truyén thong, cong viéc cua nhan vién
béan hang pha1 ban duoc that nhiéu hang, con theo quan diém hién dai thi nhan vién
ban hang can phai biét ca phan tich s liéu tiéu thy, wéc luong tiém ning cua thi
truong, thu thip thong tin, xay dung cac chién lugce va chuong trinh marketing. Lirc
luong ban hang ciing phai dugc b tri theo mot ¥ do chién luge sao cho c6 thé tiép
xtc dung khach hang, ding lic va ding cach. C6 thé cau trac luc lugng ban hang
theo lanh thd, san pham, khach hang, va cau trac hdn hop. Doanh nghiép ¢ thé xac
dinh xac dinh quy mo luc luong ban hang theo phuwong phap khdi luong cong viée.
Pé thu hit cac dai dién ban hang, doanh nghi¢p phai x4c dinh muc do va thanh
phan cua ché @6 thu lao c6 hiéu qua (phan luong cb dinh, phan lwong thay d6i, phiic
loi phu thém va cong tac phi). Mirc thu lao phai gin véi “gia thi truong hién hanh”
tham nién trong nghé va trinh do nang lyc ctia nhan vién ban hang. Hiéu qua cia
quan tri ban hang tuy thudc rat nhiéu vao cac cong viéc tuyén mo va lua chon, huin
luyén, hudng dan, kich thich va danh gia cac dai dién ban hang. Theo y kién cia
khach hang, cac dai dién ban hang phai 1a nguoi trung thuce, dang tin cay, hiéu biét
nhiéu va ¢ thai do 4n can.
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CAU HOI
1. Hay lay vi du minh hoa vé& nhiing cong cu truyén thong phd bién ?

2. Bé nghién ctru phan tng dap lai cua nguoi tiéu dung vé nhan thirc, cam thu
va hanh vi, ¢6 thé st dung bon mo6 hinh khéc nhau : “AIDA”, “ mtrc d cua hi¢u
299 (13 199 cC

qua”, “chap nhan d6i moi”, “truyén thong”. Hay chi ra nhitng dic diém chung va
nhirng khéc biét chu yéu cia cac md hinh nay ?

3. Nhitng yéu cau dat ra khi thiét ké mot thong diép quang cdo (ndi dung, cau
trac, hinh thuc ,nguon thong diép) ?

4. C6 gi khac nhau trong viéc lya chon phuong tién truyén thong trong kénh
truyén thong tryc tiép va kénh truyén thong gian tiép ?

5. Phén tich cac phuong phap xac dinh ngan sach c6 dong va truong hop ap
dung chung ?

6. Phan tich cac dic diém cuia quang cdo, khuyén mai, marketing truc tiép,
quan hé cong ching va tuyén truyén, ban hang truc tiép ?

7. Quang céo 1a gi ? Phan biét quang céo va tuyén truyén. Trinh bay cac muc
tiéu cua quang céo ?

8. Nhitng cach thirc thé hién mot thong diép quang cdo. Hiy mo ta mot thong
diép quang cdo ma ban biét rd va trinh bay tinh phu hop cua dac diém san pham vai
cach the hién thong diép quang céo do ?

9. Céc chi tiéu va phuong phap danh gid, lya chon moét thong di€p quang céo ?

10. Hiy lay nhiing vi du thuc t& ma ban biét dé trinh bay nhiing phong cach
thé hién thong di¢p quang cao ?

11. Trinh bay nhiing uu thé va han ché cta cac phuong tién truyén thong chu
yéu dugc st dung dé quang cao ?

12. Marketing tryc tiép 1a gi ? Vai tro cua marketing truc tiép trong kinh
doanh hi¢n dai ? Nhiing hinh thirc pho bién cua marketing truc tiép ? Nhitng quyét
dinh trong marketing truc tiép ?

13. Pinh nghia khuyén mai. Nhirng cin ctr dé quyét dinh quy mo khich 18 cua
mdt chuong trinh khuyén mai ?

14. Quan hé cong chiing 1a gi ? C6 thé sir dung nhitng phuong phap nao dé tao
su kién trong quan h¢ cong ching ?

15. Nhiing myc tiéu chu yéu cia mot chuong trinh huin luyén nhan vién ban
hang ? Theo ban, thé nao dugc coi 1a mot nhan vién ban hang gioi ?
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