BAN VE NHUNG SAI LAM CcUA
NGUOI BAN HANG

Vi ban hang 12 cd mOt nghé thudt ma khong phai ai ciing ndm bat dugc, nén né
c6 nhling di€m rat khé ki€m soat. DUGi day 12 10 sai 1am phd bi€n nhat trong hoat
dOng ban hang dugc phan hudng nghiép cUa tuoitre.com.vn dua 1én cho dbc gid tham
khdo, xin trich dan lai. Nhimg dic két duGi diy ngdm ra thi rat cé ich. Con viéc thuc
hién dugc khong thi chdc ciing con do ban ning va su rén luyén-trdi nghiém.

Bat k€ “cyu binh” nio trén thuong truOng ciing déu c6 thé k€ mdt cau chuyén
v€ nhitng sai 1am khi€n ho phdi trd gid dat. Va ho khong bao gi® 1dp 1ai nhing sai
1am d6 1an th( hai. Dudi day 1a 10 sai Iam phd bi€n nhat trong hoat ddng ban hang va
hudng khac phuc:

Sai 1am 1: Thi€u mOt hinh dnh chuyén nghiép. N€u ban mudn moi ngudi 1ang
nghe ban va chi y t&i nhiing gi ban néi vé€ sdn phdm hay dich vu, ban phai th€ hién
dugc moOt hinh anh chuyén nghi€p thuc thu - tU hinh thUc dén thii d6, nghia 13 ban
can in mac chinh té, dang dng thang, néi ning ty tin. MOi ngudi s& mua sdm san
pham/dich vu tai cong ty ban nhO 1ong nhiét tinh va kha niing thuyét phuc cla ban doi
v&i ho hon 12 ki€n thlc clla ban v€ san pham.

Sai 1am 2: Né6i qué nhi€u. Khi ban néi nhi€u, ban cho rang minh dang trinh bay
nhiing thong tin can thiét, trong khi khach hang 1ai chi cdm thdy rang ban dang 13i
nhadi v€ nhiing gi ho khong quan tim. Vay thi ban hiy hdi khach hang vé nhu cau cla
ho, tlic 1a ban dang ban hang; ban dang tim ki€m nhiing gi khich hang thuc su mudn
6. Sau d6, ban mdi bat dau dan dat ho tGi mOt sdn phdm hay dich vu thich hop.

Sai 1am 3: TU vung cla ban. TU ng(f tao ra hinh dnh trong tam tri con ngudi. C6
mOt sO tU ng( ludn khi€n cho khach hang bd di. Vi du, can tranh s dung tU “hop
d6ng” trong ban hang. Tat ca chiing ta déu biét rang cdc hgp ddng 1a vin ban phap 1y
rang budc va s& can dén moOt sO trinh tu theo ludt dinh d€ chdm d(t mOi quan hé hop
dong. C6 thé thay bang mot sO tir khac thich hop hon - vi du “thod thudn ghi nhG”,
“don dat hang” hay “bién ban”... Hay lUu y céc tU nglt s& dung va thay thé bat cr tUr
ng(F ndo khong phit hgp bang mot ti ng(r mdi lich thiép va tich cuc hon.

Sai 1am 4: Khong xay dung mOi quan hé. MOt mOi quan hé tOt s€ tao nén su tin
tuéng. Khong ai mudn giao dich mua sam v&i ngu0i ma ho khong Ua thich va tin cdy.
Bén canh viéc giGi thiéu vé sdn phdm hay dich vu, danh chiit thoi gian tim hi€u va trd



chuyén than tinh v&i khich hang.

Sai 1am 5: Thi€u mOt hé théng phan loai. C6 mOt ty 1é phan trim nhat dinh
nh{ing nguGi ma ban ti€p xiic s& khong mua SP/DV cla ban. Néu ho khdng c6 nhu
cau hay tién bac d€ mua sdm SP/DV, thi s& khong c6 giao dich mua ban nio cd. Piéu
quan trong 13 nhanh chéng xdc dinh nhitng ngu0i nhu th€ trong cuOc tro chuyén. Hay
hOi ho it nhat 12 3-4 cAu hdi va cic cu trd 10i s€ néi 1én 1i€u ho phdi 12 cic khich hang
ti€m niing hay khong.

Sai 1am 6: Khong bi€t khi nio phdi ngling gidi thiéu. Nhi€u ngudi nghi rang
phdi néi v&i cic khich hang tiém ning tat cd moi thdng tin ma ho bi€t vé SP/DV.
Thém chi ca sau khi khach hang 4m chi rang sdn ph&m nay hoan toan thich hgp vdi ho,
nhan vién ban hang van ti€p tuc trinh bay. Lam nhu vay rat dé dang khi€n khach hang
cdm thdy buc bdi va quay di ngay.

Sai 1am 7: C4i tdi c4 nhan. Ban hang thuc chat 1a mOt hoat dOng dich vu. Phai
dat sang bén canh nhitng mong muén va nhu cau cla minh d€ phuc vu nhitng mong
mu®n va nhu cau cla ngUdi khic. Hay loai bd khoi tdm tri hinh béng cUa dOng ti€n 1Qi
nhudn khi giao ti€p v&i khich hang.

Sai 1am 8: Khong bi€t phdi két thiic nhu thé nao. Trong nhiu trudng hop, chi
can dat mOt cAu hdi truc ti€p dé€ két thic giao dich ban hang:

- Né€u t6i ¢6 sdn phdm mau do nhu theo ¥ cla quy vi, quy vi c6 muOGn mua ngay bay gi0



hay t6i s€ gUi t&i sau?
- Quy vi s& thanh toin bang tién mat, thé tin dung hay chuyén khodn?

Sai 1am 9: Khong chii y tGi cic chi ti€t. MOi mOt 1Gi gidi thiéu vé SP/DV déu
hoan toan m@i d6i v&i khach hang. Vi vy can th€ hi€n su nhiét tinh, chu ddo va khong
nén bo qua bat c( thong tin nao, trl khi cac khach hang néi 16 rang moOt chi tiét nao d6
s& khong can thiét doi vGi ho. Viéc chi y tGi céc chi ti€t cling can th€ hién trong cong
viéc gidy t0. Bat ky thong tin bi bd sét nao ciing d€u c6 th€ khi€n khach hang xem xét
lai quy€t dinh mua sam.

Sai 1am 10: Khong ddp (ng cdc mong ddi cUa khach hang. O day doi hdi su tap
trung va chi y vio cdc chi ti€t. N€u khong c6 céc chinh sdch, quy trinh ban hang phii hop
dap Ung sU mong doi cUa khach hang, sé rat khé khin d€ thu hit mOt khach hang mdi.
Hiy dau tu thdi gian va cong sUc vao cdc quy trinh, th( tuc kinh doanh m&i chudn muc
hon, va ddm bdo thuc hién ding nhu vay. Khong nén h(a bat c di€u gi ngoai chudn
muc quy dinh cUa cong ty. MOi yéu cau cla khach hang can dugc dip Ung day du
hodc vugt nhitng mong dgi cla ho.



