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CHOONG 1
KHAI QUAT VE QUAN TR0 BAN HANG

1.QUAN TR0 BAN HANG- CACH BO
TRI THANG BAC

2.MUC TIEU : CON NGOOI VA LOI
NHUAN

3.QUAN TR0 BAN HANG- MOT CAI
NHIN TONG THE



NHAN THOC VE QUAN TR0 BAN HANG

Nonh nghta : quan tro ban
hang la hoat nong quan tro
cua nhdng ca nhan thuoic
Nnoi ngu ban hang hoac ho
trO troc tiep cho fnol ngu
ban hang

James M. Comer



NHAN THOC VE QUAN TR0 BAN HANG

Ngo66i Quan ly ban hang co the la
+Ngooil quan ly ban hang theo nganh
hang
+NgOooI quan ly ban hang theo khu vdic. |
+Troong bo phan ban hang
+Pho Giam Noc/ Giam Noc Kinh Doanh...




MUC TIEU: CON NGOOI VA LOI NHUAN

» Nh6ng muic tieu h6dng vao con ngooi

» Nh6ng muc tieu hanh hong hoong vao doanh
so va |0l nhuan




CO CAU TO CHOC TRONG DOANH NGHIEP

Chu tich HNQT

\\ Ban GN
Troong cac phan
ban,Pho GN choc
nang
Trung cap quan ly

cua tong phan ban

Quan ly cap thap
hon

Nhan vien choc
nang

Cob cau co tinh cap bac tong hop



CHIEN LOOC TONG THE!

-Nhdng chuyen vien 6 cap tong the: Chu
tich hoi nong quan tri, Giam noc fieu
hanh (CEO) nat ra nhOong muc tieu,
chien I60ic cho toan cong ty = chien 100c
tong the

-Lanh nao cap thoa hanh ke tiep se doa
vao chien l66ic tong the, fida ra nhong
muc tieu va xay dong chien |60c thoc
hien.



CHIEN LOOC TONG THE

-N6n wvi kinh doanh chien 166c (SBU): nhom
nhong hoat nong kinh doanh hay nhong san
pham fiong nhat theo mot soi tieu chi do coing
ty fionh ra, lap thanh mot bo phan.

-Khi chien 166c tong the cua coing ty fa fiddic
xac fonh, cac non vo Kinh doanh chien 160
phai phoi hop voi nhau trong viec thdc hien



CH

EN LOOC TONG THE & QTBH

Chinh sach
Muc tieu BH NhdOng chien 160¢c tho phan
Xay doing Duy tri Thu hoach Gait bo
Nhdéng muic Xay dong Duy tri doanh so Cat giam chi phi Gia‘m toi
tieu BH co6 doanh so Cung co Vi tri BH thieu chi phi
ban Quan he chat trong tho tr6dng Ch? nham vao ban hang
che vi nhdng | Quan he them voi | Nhdng KH quan | Giam hang
Aiem PP mot so fiem ban trO\ng do tro
khac noa
Nhdng nhiem | Tiep xuc KH Tiep xuc co chu Tiep xuc/ phuc Cat han dd
vu chinh yeu tiem nang/maoi | dich KH hien co vu KH quan trd
cua hoat Cung 6ng dich | Gia tang cung 6ng | trong nhat
flong BH vu cao dich vui cho KH Loai bo KH Cat han
Thu thap thong | hien co khong quan dich vu
tin phan hoi ve trong/Giam DV
SP/TT Tiep xuc KH moi
Cung cach L66ng va mot | L66ng +hoa hong | L6dng (co the L66Nng
Aai ngo fooc so khuyen va tien th6dng them tien
khich khac thodng)

ne ngho




Thoc hien chien 166c tong the

KH chien 166ic tong the

Xam nhap tho trodng moi
Muic tieu tong quat: Gia tang
LOI nhan/nam

Ke hoach chien |66ic 6 cac cap
bo phan chdc nang: xac iAnh v
tri tren tho tr6oing

Muic tieu tho trodng: mao rong
tho phan

Chien 166c ban hang:

tap trung LLBH vao KH
trong yeu, tang doanh so
Muc tieu BH: Phuic vu KH
chinh trong 1 khu voic

NVBH: tiep xuc va gioi

thieu SP

Nat trong tam phuc vu

Nat muic tieu ky fidn fat hang




THIET KE MO HINH TO CHOC
LOC LOONG BAN HANG

PHAN LOAI LLBH

_LBH cua cong ty: LLBH ben trong va
_LBH ben ngoai

Nai ly theo hdp fiong

LLBH hon hop

LOA CHON KENH PHAN PHOI
Kenh PP troc tiep
Kenh PP gian tiep
Kenh PP hon hop




L6a chon cac kenh phan phoi

chu yeu
Phan phoi Phan phoi co | Phan phoi
noc quyen chon loc rong rai
Han che so So |f)6|hg nha SX Tim cang nhieu

I60Nng trung gian
Trung gian khong
ban san pham
cua noi thu

canh tranh

Nha SX hy vong
NBH co kien thoc
va nang nong
Nang cao an t66ng

SP va co lai cao

nhieu hon nha PP

Nha SX khong
ton nhieu chi phi
fe bao quat toan
bo fida fiiem tieu
thu SP

fda fiiem tieu thu
cang tot

Nha SX mat
guyen kiem soat
ve sO sap xep,
trong bay,

doch vu, gia SP




Ou va nhoodcc Aiem cua viec soO
dung LLBH

e« LLBH CONG TY « SO DUNG NAI LY

Tap trung hoan toan So 166ng cac nai ly
vao SP cua cong ty ben ngoai nhieu hon
Nooc huan luyen chu Nai dien cho nhieu
Nao ve SP cua cong nha SX

ty Co nhieu moi quan
Lam viec nang nong he, Kien thdc ve tho
hon troong nhong khoing
Thanh Coang khi KH hieu ro chi tiet ve SP

lien he voi cong ty Cua cong ty



o o D D

NHONG MO HINH TO CHOC
LOC LOONG BAN HANG

S6 fio to chdc theo vung fila ly

CO cautoc
CO cautoc
CO cautoc

NOc dda tren san pham
noc theo KH

NOGCc hon hop



Tong the ve guan tri ban hang

Xa hoi Kinh te

Tong the doanh nghiep

Quan tro ban hang

Xay ddéing l6c \

166ng ban h
Muc tieU g 23:; ttrrlbetn < 60ng ban hang

Thoc hien

Quan tro loc
606ng ban hang

Phap
ly/ Aao Chinh tro
gle]e




CHUONG 2

BAN CHAT CUA NGHE BAN HANG



BAN CHAT NGHE BAN HANG

« Ban hang ca nhan la mot qua trinh mang tinh
ca nhan trong o ngddi ban tim hieu, kham
pha, goi tao va nap 6ng nhong nhu cau hay
66c muon cua ngddi mua fie fap 6ng quyen
|0I thoa Nang, lau dai cua hai ben
James M. Comer



NHONG NINH HOONG BAN HANG
THEO THOI GIAN

Quan iiem Quan iiem Quan iiem Quan iiem
SX-SP Ban hang Marketing Marketing-XH
Thai ky Trodc 1930 1930-1960 1960-1990 Sau 1990
Phat trien Phat trien Thoa man nhu Xay déng moi
Mulc tieu doanh so doanh so cau khach hang | quan he lau dai
Nhu cau ngan Nhu cau ngan Nhu cau ngan Nhu cau dai han
Nonh hédng han cua ngo0i han cua ngo0i han cua ngo0i cua hai ben

ban

ban

ban

Vai tro ngooi
ban

Ng6d6i cung cap

Ng060i thuyet
phuc

Ng060i giai quyet
van ne

Ng060i sang tao
gia tro




PHAN LOAI CAC NGANH NGHE
BAN HANG

Theo dia diém béan hang: ngwo’l ban hang lwu dong
( dén tan chd ngudi mua) va nguwdi ban tai diém
ban

Theo quy moé ban: ban si va ban lé

Theo hinh thtrc hang hoa: ngwo’l ban hang hoa vat
pham hiru hinh ,dich vy, giay t& cé gia
T

neo sy s@ hiru hang hoa: ngwo’l ban cac san
nham do chinh minh lam ra, nguwdi ban lai cac
hang hoa cua ngudi khac theo hinh thirc mua duet
pan doan, cac dai ly va nha maoi gioi.




PHAN LOAI CAC NGANH NGHE
BAN HANG

« Theo d6i twong mua: ban hang cho ngudi tiéu
dung, khach hang cong nghiép, khach hang
thwong nghiép, ban xuat khau

 Theo chuc danh: co cac chirc danh nhw nhan vién
ban hang, dai dién ban hang, , giam sat ban hang,
trwdng phong ban hang, giam doc ban hang, pho
giam doc phu trach kinh doanh, nhan vién tw van....

« Theo dang cap ban hang:co6 hai loai chinh do la
nguwol thu thap don hang va nguoi tao ra don hang




VAI TRO CUA HOAT BDONG BAN HANG

« Ban hang dem lai sw théa man cho con nguwoi
« Ban hang giup cho hang hoa, tién té lwu thong
mot cach hiéu qua

« Ban hang giup cho tinh chuyén mon hoa ngay
cang cao

» Ngwoi ban hang tot sé la mét nha trung gian
dac lwc



CO HOI

¥ Thu nhap cao
XLy thu

HSang tao

X¥Dé thay két qua
X¥Thang tién




THACH THUC

¥ Chi tiéu doanh so6

¥ Ap lwc th&i gian

¥ Ap lwc tie khach hang
¥ Cang thang, tram cam
X Nguy co’ vong than

X Cac quan hé ...




NHUNG VAN BE CUA NGHE BAN HANG
TRONG THE KY 21

So6 lwong ngwei gia nhap lwe lwong ban hang
ngay mét dong dao

Cudc cach mang thdng tin toan cau bung né

Luat phap bao vé quyén lei ngwdi tiéu dung va
trinh dé dan tri ngay cang nang cao

Sw canh tranh gay gat caa thi trwéng dan den sw
canh tranh gay gat cta nhirng ngwéei ban hang

Ngwoi ban hang ngay nay tuy cong viéc mang
tinh déc lap cao nhwng ho thwong la thanh vién
ctia mét té chirc kinh doanh nao dé



Cac van nei ve nao Noc
» ¢ Quan he NVBH — khach hang
- Ban hang qua nhieu cho khach
- S0 co y khong thong tin cho khach hang
- San pham khong hoan hao

« o Quan he NVBH-cong ty
— Bao cao chi tieu
— Bao cao nhdng tham vieng khach hang, cuoc goi
nien thoai
— Che giau cho NV iong nghiep




W W CHOONG 3
GIAM NOC BAN HANG CHUYEN NGHIEP

1. Khai niem
2. Nhéing pham chat va ky nang cua GNBH
3. Nhdng thuan 1ol va kho khan




GIAM NOC BAN HANG

Giam Noc ban hang co nhiem vu trong
yeu la quan ly, lam tang nang ldic & hieu
qua noi ngu NVBH




Trach nhiem cua Giam Noc Ban Hang

Quan tro foi | Huan luyen, phat trien , khuyen khich,fianh gia nhan vien
ngu chao  |chaohang |
hang Thiet lap cac tieu chuan ve ket qua hoat fong
Quan tro Quan tro hanh chinh van phong
hanh chinh | Thoc hien chinh sach va phoi hop hoat fiong
Viet bao cao, to chdc cuoc hop
Tiep tho Phat trien viec kinh doanh, dé bao
Thu thap va fanh gia thong tin ve canh tranh, Khach hang
val tho tr6ong
Ban hang Tiep xuc khach hang troc tiep hoac qua fien thoali

Tai chinh

Chuan bo ngan quy, kiem soat chi phi, phan tich chi phi




Quan he cua Giam Noc Ban Hang

Quan tro cap cao
Quan tro ban hang
Quang cao

Nghien cou tiep tho

QUAN HE BEN TRONG

Phan phoi/van chuyen
Ke toan/tin duing
Cac GN san pham

Nghien cou & phat trien

San xuat GN nha may
GNBH
NVBH
NHA KHACH Cong fiong To choc Noi thu
CUNG CAP HANG DN Chuyen mon | |Canh tranh

QUAN HE BEN NGOAI




GIAM NOC BAN HANG HIEU QUA

» Doanh soi val |01 nhuan
» Xay ddng noi ngu chaio hang
» Lanh nao va quan ly noi ngu chao hang




CHON LOA NVBH NE BO NHIEM
LAM GIAM NOC BAN HANG

» Xac fionh nhding tieu chuan chon 16a:
- Tinh cach va thai fio dng X0

- S0 duing tieu so

» Xac nonh cac dng vien

» Tham khao y kien nhéng ng6oi tham gia



NHONG KHO KHAN MA GIAM NOC
BAN HANG PHAI NOONG NAU

0 16ic doanh so

0 10ic ve nhan s6

0 |6ic thoi gian

0 10ic td Aol thu canh tranh
0 16c td phia khach hang

0 l6c gia Ainh




CHOONG 4

CAC KY NANG NOI VOI NHA QUAN
TR0 BAN HANG

1.LANH NAO: PHAT TRIEN CAC KY
NANG
.PHAN TICH & CONG CU e® ‘
.DO BAO
.HAIN NGACH
5.NGAN SACH

~ WN




LANH NAO: PHAT TRIEN CAC KY NANG

+ Giam Noc Ban Hang la nha lanh fiao
=» lanh nao lIoic I60Nng ban hang

« LANH NAO la gi?

* - La kha nang gay anh hodng thong
qua giao tiep voli hanh nong cua
ngooi khac, mot ca the hay mot
nhom, fie Aat fi6dc mot gia tr, Yy
nghta va muc tieu tien ninh tréoc (
James M Comer)



CAC HANH VI LANH NAO

@ Lanh nao troc tiep

@ Lan
@ Lan
@ Lan

N Nao bang cach ho tro
N Nao theo thanh tich co finh h6ong

N Nao co tham do

‘z




KY NANG GIAO TIEP

MUIC TIEU GIAO TIEP: ‘*,"

Thuyet phuic
Thong bao
Tinh cam
Xuyen tac

2. CAC PHOONG PHAP GIAO TIEP

Bang 01 (noi, viet)

Giao tiep bang cd ch: net mat

SOl lang nghe: chia khoa thanh cong
Tao anh h6ong-ky thuat cua nha lanh nao



KY NANG GIAI QUYET VAN PE

Cac van ne ve guan tro ban hang:

« -NVBH co van ine ca nhan

« -Khach hang khong nong y voi chinh
sach, thu tuic cong ty

» -Cong ty thay fioi chinh sach, chien
[o]o]e:

+ -Noi thu canh tranh thay fioi

« -Anh h6ong ben ngoai: thien tai, hinh
cong



CAC BOOC GIAI QUYET VAN NE

Nhan thoc va
xac ninh van ne

Thu thap va to choéc
thong tin

Phat trien cach giai quyet
co the n6o6ic I6a chon

Theo doi, danh gia




CHIEN LOOC TAO ANH HOONG

S6 hop ly So6 dung cac do kien va soi lieu fie hoi tr6l phat
trien fita phoodng

SO quyet foan | SO dung phdédng phap ep buoc vai troc tiep

Tinh than mat | S6 dung quan tri bang tinh cam, tang boc va taio
ra hy vong

SOl lien ket Huy fiong nhéing ng6di khac nhau trong toi chdc

So6 thoa thuan | Sd dung cac thoéng thao thong qua trao foi 16i

giao keo ich va cac nac an

Tham quyen Nat fiodic s hol troi cua cap cao hon trong to
cao hon chdc

Hinh thoc Khai thac s6 dung hinh thoc to chdc bang tien

thoong phat th6ong va hinh phat




NHONG NGUYEN TAC QUAN TRONG

@ Tin toong vao thuoic cap

@ Phat trien tam nhin

@ G160 sO binh tinh tro6c cac bien
co/khung hoang

@ Khuyen khich chap nhan sd rui ro

@ La mot chuyen gia

@ Yeu cau sd bat nong y kien voi minh

@ SO Non gian



Khail niem

Phan tich doanh so la nghien cou
dd kien doanh so qua kho cua cong
ty , vOI muc tieu co gang xac nhan
nhéng kieu mau va nhéng moi lien
he co ich cho viec ra quyet ninh
gquan ly




PHAN TICH DOANH SO

v" Phan tich doanh so ban theo khu voc

v" Phan tich doanh so ban theo san
oham, nganh kinh doanh

v" Phan tich doanh so ban theo loai khach
nang

v' Phan tich doanh so/ chg tieu

=> Truy tim nguyen nhan giam sut

=> Tim bien phap tang doanh so ban hang
cua khu voc, san pham, nganh hang,
noi toong khach hang...




PHAN TICH CHI PHI

Phan tich chi phi idon

Phan tich chi phi va 16i nhuan
Tiep can gia thanh

Tiep can lai gop:

_ai gop = Doanh soi — chi phi bien fioi

v
v
v
v




v v

PHAN TICH TAI CHINH

LOI nhuan tren tai san nang sO dung
ROAM = Lai gop/ DT rong * DT rong/ TS nang sO
dung
Phan tich 101 toc con lai
Rl = GM - DSE - (ARC + ICQC)
RI: LOi tdc con lai
GM: Tong lai gop
DSE: Chi tieu ban hang troc tiep
ARC: Chi phi cua tai khoan phai thu
ICC: Chi phi hang hoa ton kho



DO BAO BAN HANG

MOI QUAN HE GIOA DO BAO BAN HANG, NE RA
CHI TIEU VA LAP NGAN SACH

DO bao ban hang

Chi tiéu ban hang

Ngan sach ban hang




QUI TRINH DO BAO VE CHAT LOONG

» Tong hdép cua LLBH
» Glam khao y kien thi hanh
» Ky vong ngooi tieu dung




QUI TRINH DO BAO VE SO LOONG

1. Nhom thoi gian:
So |166ng hang ban = T*C*S*|
T: Xu hoéong, C: Chu ky, S: Mua, |I. Bat
thGong
2. Ky thuat fon so: dd bao bang so lieu
nien tai cong them ty lel %
3. Ky thuat trung binh dich chuyen

4. Chz so s6c mua BPI ( nhan khau hoc,
Kinh te-thu nhap va phan phot)



CHI TIEU

Chitiéu tren co so ket gua:
- Khoi |166ng hang ban t60ng noi
- Tren c06 sO khach hang
- Tai chinh (16i nhuan khu vdc, tong lai gop,

Kiem soat chi phi)
Chitiéu tren c6 s6 hanh vi c6 x0:
- So lan goi nien thoai chao hang
- S0 tho chao hang
- So iiem trong bay san pham
- So lan tham vieng chao hang..




MUIC NICH — YEU CAU

Muc nich lap chi tiéu
- Kiem soat

- Khuyen khich

- Nanh gia

Yeu cau

- Thich hop

- Kha thi

- Del hieu

- Nay fiu

- Co s6 tham gia cua nhan vien ban hang




LAP NGAN SACH

Ngan sach ban hang la mot ban liet
ke cac yeu to chi phi theo choc
nang co lien quan toi ban hang ca
nhan 6 mot vung lanh tho hoac
vung hoait nong

(James M.Comer)



Cac phoong phap xay ddong ngan
sach

&  Xay dong ngan sach dda vao cac
muic tieu N6OCc xac Ninh va nguon tien
Ae thdc hien cac hoat fiong nham fat

NOOC cac muic tieu

& Xem xet cac khoan chi phi cua nam
trooc, so sanh voi 160ng ban dol kien

& han ngach nam no



CHOONG 5
QUAN LY NANG SUAT KHU vVOC
BAN HANG
Tang thoi gian hdu ich
Tao ra nhong no Iéic hieu qua
Tang nang suat thong qua thiet ke khu
voC
Tang nang suat thong qua khach hang
trong khu voicc
T6 nong hoa loic 166ng ban hang




NANG SUAT CUA LOC LOONG
BAN HANG

= Lam the nao fie tang nang suat ban
hang trong khu voic?

= Tang so |66ng NVBH hay gio
nguyen so [00ng va tang hieu qua
cua ho?

= Nen gid nguyen hay thay fioi trach
nhiem NVBH?



Nhong cO hoi lam tang nang suat

Quan ly thdi gian héu hieu fie co thdi gian
tim kiem khach hang mai

Phan chia nol I6ic hieu qua hén fie tang
doanh so ban hang

Phan chia khu voic ban hang tot hon taio
thuan 101 cho vieic phan chia cac noi loc
Tang kha nang ban hang cua khach hang
trong khu voc




Tang thoi gian hou ich
STt = TWt — (ATt + TTt)

STt: thdi gian ban hang hdu ich trong thdi ky t
TWt: tong so thdi gian lam viec trong thoi ky: t
ATt: thoi gian hanh chanh trong thoi ky t

TTt: thoi gian i lai can thiet trong thoi ky t




Tang thoi gian hou ich

Giam thoi gian ca nhan fie tang tong so

thoi gian lam viec
Giam thoi gian quan ly hanh chinh
Giam thoi gian fi lai gida nhong khach

hang
e

\




3 fiiem gay lang phi thdi gian
= Quan ly thong tin kem
= Chao hang khong hieu qua

= NhOng thoi guen xau cua ca nhan



_Tao ra nhong no loic hieu qua hon
= Tao ra nhong nol loc tot nhat: doa tren
chao maoi bien te

So lan H6ONng 6ng doanh so ban hang
chao mai

KH X KH'Y KH Z
1
2 2.000 4.000
3 2.400 6.000 3.000
4 2.500 7.000 4.000
5 2.500 7.500 4.800
6 7.500 5.300
7 5.400
8 5.400

No l16c tot nhat KH X:4 lan, KH Y: 5 lan, KH Z: 7 lan




‘Tang nang suat thong gua
thiet ke khu voc

= Phan chia lai tat ca cac khu voc
= Thay fioi iddng gidi han khu voic:
+Thay foi N6dNng ranh giodi
+Thay foi 01 khu vdc thanh 02
khu voic



Tang nang suat thong gua khach
hang trong khu voic
= Khach hang hien co

= Khach hang tiem
nang

_To nong hoa loic 166ng
ban hang (SFA)
Ong duing he thong ho
trd6 may vi tinh Ae tang
nang suat cua NVBH




CHOONG 6
TO CHOC NOI NGU BAN HANG

1.QUA TRINH TO CHOC NOI NGU BAN
HANG

2. TUYEN DUNG & LOA CHON

3. HUAN LUYEN



QUA TRIN

| TO CHOC NOI NGU BAN

Moi troong v mo
(Noi hoi tho trédng/ phap ly)
Phoi hop

Cac chinh sach va ke hoach

Qua trinh to chéc LLBH
Tuyen dung
LOa chon
Huan luyen
Phan bo




MOI TROONG

v NhGng foi hoi cua tho tréong:

* Nhdng yeu cau va mong Noi cua khach
hang noi voi ngddi ban hang

= Can nhac cua ban quan tro cong ty

v Cac ninh che hien hanh
= Nhdng quy ninh phan biet
= Luat lao nong

= HOp nong lao nong



PHOI HOP

-Chinh sach chung cua cong ty

-Phoi hdip cac ke hoach
+Tieu chuan chat 166ng cua NVBH
+Phan tich cong viec
+Mo ta cong viec
+Trinh "o chuyen mon
+S0! 166ng can tuyen va théi gian cho
viec tuyen duing
+Chien 1060ic cong ty



HOP NHAT CAC HOAT NONG

Ong cd vien xin viec /

Cac loat tuyen dung

Lda chon

Huan luyen




TUYEN DUNG & LOA CHON

Lap [66c s6 nhan vien ban hang

v Trinh Aol hoic van

v Kinh nghiem

v'Cac ky nang giao tiep
v'Nong c6

v'Nhan xet/ s6 cam ket




THAO LUAN

Cac ban hay thiet lap bang tieu
chuan tuyen chon cho cong viec
Nai nien ban hang cua cac cong ty
sau:

v'Cong ty my pham ( fiai ly phan phoi
cua cong ty my pham Phap )

v'Cong ty kinh doanh hang thu cong
my nghel

v'Cong ty phan phoi vat lieu xay
dong



TUYEN DUNG

Cac nguon tuyen dung:
v" Nguon noi bo
v Troong hoc, cd s6 nao tao
v'Noi thu
v'Cac cong ty cung nganh hang
v'"Nha cung cap
v'Khach hang
v"Quang cao troic tiep
v 'Cong ty t6 van



QUA TRINH LOA CHON

Ong coO vien

Loali

v

CV va ndn xin viec

Phong van ca nhan
-Lan 1
-l_an 2
v

Loali

v

Nanh gia chinh théc

y

-Trac nghiem » Loai

-Trung tam nanh gia

-Tho vieac_:

Quyet fonh I6ia chon




THOC HIEN CHOONG TRINH HUAN LUYEN

Yeu cau huan luyen noi voi LLBH hien tai

Cac ban hang co phéong phap kinh doanh mai

Cac NVBH th6ong bo qua mot so ky thuat ban
hang

Cac phoong tien ho tré ban hang mai

Ky thuat moi giup NVBH tang hieu gqua cong
viec

Cong ty co san pham mai



THOC HIEN CHOONG TRINH HUAN LUYEN

Yeu cau huan luyen noi voi LLBH mai

| =

Thich nghi, hoa nhap voi moi
troong doanh nghiep, bo phan
Tang coong kien thdc & kKinh
nghiem




Cac kieu ch6ong trinh huan luyen

NVBH mai

Giao khu voc
& huan
luyen khong
chinh thoc

Loai ra

Tham fionh

NVBH mai

Choong
trinh huan
luyen chinh

thoc

Gi6 cong
viec A00C
giao

Tham fionh

l

Loai ra

Giao khu voc
& huan
luyen khong
chinh thoc




Tong hoép

Loai ra

NVBH mai

Giao khu voc —

Tham ionh —

loaira «———

Huan luyen
chinh thdc

|

Tham fonh

l

Huan luyen
chinh thdc




QUI TRINH THOC HIEN CHOONG TRIN
HUAN LUYEN BAN HANG

Nanhgia |—| Cacmuc | Nanhgia [—|Noidung

nhu cau tieu chodng nguon chdong
trinh trinh:
Thoc hien: o
< -Kien thoc
-Huan luyen tren cong -
viec -Ky nang
-O phong hoc

-To tham khao, nghien
cou

-SO dung may vi tinh




THOC HIEN HUAN LUYEN

NgOOI tieu dung cong nghiep: mua san
pham/ dich vu fie tao fiieu kien thuan 16i
cho viec san xuat cac san pham/ dich vu
khac hoac fie tré thanh mot bo phan cua
mot san pham cuoi cung

James M.Comer




Qua trinh mua
= Nhan thoc van fie, giai phap tong

guat

= Xac nonh va mo ta nac tinh, so
|60Ng can thiet
= Nieu tra cac nguon co the

* Thu thap vap
= Nanh gia va c
= Phan hoi, han

nan tich cac ne ngho
non l0a

N gia



NHIEM VU — NONG CO

v'Cac nhiem vu mua hang:
= Nhiem vu moai
= Mua lai co sOa fioi
= Mua lail troic tiep

v'Nong c6 mua hang
» Gla ca
= Dich vu & phu tung ho tré ky thuat
= Chat 166ng
= Cung cap noi tin cay



Ng6oi mua thodng mai: mua hang hoa to

cac nha san xuat hoac t6 nhéng nha

phan phoi khac va ban lai cho hang loat

khach hang bao gom ca ngodi tieu dung

cuoi cung, cac doanh nghiep khac.
James M.Comer




NHIEM VU — NONG CO

Nhiem vu mua hang: anh h6ong cua mot
ng06o0i, phong ban tdi quyet ninh mua hang
yeu hon ng0oadi tieu dung cong nghiep

Nong c6 mua hang
= Gia ban san pham cung loai tren thi tro6ing
= DO tré san pham
= Cach s6 dung lan hau
* Phan dng cua khach hang noi voi san
pham



QUA TRINH MUA HANG

v'"Nhan théc van e

v Xem xet

v'Nanh gia cac san pham khac nhau

v Quyet finh mua

v'Sau khi mua: tieu dung & fnanh gia
guyet ninh

* Nong ¢c6 mua hang: Thoa man nhu
cau sO dung



TIEN TRINH BAN HANG CAN BAN

. Tham do khach hang

. Lap ké hoach chao hang

. Gi@i thiéu va dan chirng san pham
. Thuong lugng véi khach hang

. Két thuc chao hang

. Dich vu sau ban hang

O WNLPE



CAC TINH HUONG NAO NOC TRONG
BAN HANG

Cac tinh huong nao noc trong quan he
vOi khach hang
v'Sd 16a doi: thong tin sai s6 that
v'"Noa hoai lo, tang qua, chieu fiai khach
hang: nham tac fong nen guyet Ainh
mua hang

v'Tiet lo thong tin bi mat: tiet lo thong
tin cua ngodoi mua khac



CAC TINH HUONG NAO NOC

TRONG CANH TRANH
v'Noi sai sol that vel san pham
cua noi thu canh tranh

ﬁ“‘*‘* ‘nm

-—?’"ELJ v'Khai thac thong tin “xau” cua

noi thu

v'Tim cach pha hoai noi l6c cua
Noi thu




CHOONG 7
QUAN TR0 NOI NGU BAN HANG

1.QUAN TR0 NOI BAN HANG

2.BU NAP LOC LOONG BAN HANG
3.NONG VIEN

4.NANH GIA




QUAN TR0 NOI NGU BAN HANG- MOT
TRIEN VONG HOP NHAT

@Ne ra mui fiich va len ke hoach

&Ho60Ng dan nhan vien: Bu fiap-Nong
vien

@ Phan phoi cac no l6c: Khoi 160ng-Chat
|60ng cua nol l10c

@& Cac anh h6ong té moi trédng: Co hoi
khu voc — Cac anh h6dng ben ngoalil

@ Thdc hien, thoong va thoa man nhu cau

&Nanh gia thdc hien



PHAM VI NE THI HANH

Quan tro thong qua viec fne ra muic tieu:

- Viec fne ra muc tieu phai fap 0ng cac yeu cau:
phu hép muc fich va chinh sach cua tap the,
phai no 100ng Ndoc, khong mau thuan nhau va
co tinh nong foi

- Len ke hoach: chinh xac, nay iu, kha thi, hieu
gua

- Nanh gia va phan hoi



THI HANH

Ne thi hanh tot, GNBH phai fiam bao cac
fieu Kien sau:

- Nhan biet ndoic sd khac biet gida cac
NVBH

- SO khac biet tinh huong, fac tinh anh
h60ng fen viecc ne ra muc Aich va thoic hien
- NVBH nhan thdc tot trach hiem va choc
nang

- Nam bao s/ bu fiap x6ng fiang cho NVBH
- Chdong trinh phai ndoc theo doi, giam sat,
hanh gia



TAM QUAN TRONG CUA KE HOACH

1.LOC LOONG BAN HANG:

- Nam bao tieu chuan song

- Thu nhap tinh than

2. CONG TY:

- Ho trdi thi hanh chien 166c va cac muic tieu
chung

Thay the giam sat troc tiep cua GNBH
Nong vien nhan vien lam tot hon noa

- Giam chu chuyen lao fiong



CAC PHOONG THOC

1.LOONG TROC TIEP

- Khi nao thi phurhop?

- Han che

2. HOA HONG TROC TIEP

3. ONG TIEN

4. LOONG CONG THOONG

5. LOONG CONG HOA HONG



CAC QUY NONH ANH HOONG TOI THIET
LAP KE HOACH

1. Trach nhiem
cho NVBH
2.Thoong theo
3.CS khuyen k

cho GNBH, t
4.CO cau ty le

fiam bao tieu chuan song

nhom- thoong ca nhan
nich cho QTBH: phui troi
n6oNg

noa hoing

5.Thay fioi chdong trinh
6.Khi nao cung cap hoa hong
7. Chi tiéu ban hang va ke hoach



CAC YEU CAU CAN THIET

1.Chien 100c hoi trG chung va cac muic tieu
2.S0/ cong bang

3.Nong vien

4.Kiem soat

5.Canh tranh — thi nua
6.S0 ro rang-gian do
7.Nung luc va chinh xac
8.Tinh linh hoat



CAC KE HOACH KHUYEN KHICH
NAC BIET

& Cac yeu cau can thiet

- Cac muc tieu nac biet

- Thai gian gioi han

- Phu hdp voi chien 160c chung
er'THI HANH:

(-Cac gial th6ong

CThi Aua quan tro

(Cac van ne voi cac cuoc thi




CAC NEN TANG CUA NONG VIEN

& Nonh nghta: fiong vien la mot léic 166ng ben trong
hoac ben ngoai, flieu khien con ngddi cé xd theo
nhdng cach nung, th6ong la hddng toi viec hoan
thanh mot so muic fiich

erCAC KHIA CANH:

(So6 khoi hau

(-S6 héong dan

CGTinh ben bg

CGTinh manh liet

(So ket thuc




NONG VIEN DOA TREN NHU CAU

G Thuyet nhu cau ca the:

- Nang 160ng

- Thanh nat

- Quyen td quan

- SO lien ket

CThuyet he thong cac nhu cau:
Hoc thuyet cua Maslow



NONG VIEN DOA TREN NHAN THOC
G Thuyet mong cho va moc fol fiong vien
- Xac nonh phan théong
- Thoa man mong cho
- Phoong tien thdc hien
G Thuyet muc nich vamoéc fo fong vien:
S6 khac biet ca the

l

Muic fich Qua trinh thiet Muic fich Hanh vi cd x0
Nhiem vu lap muic Aich nooc nong vien

SO kLaJc biet tinh huong



CO SO CUA CONG TAC NANH GIA
MUC NICH:
- Cung cap cho NVBH tieu chi fianh gia-muic tieu
thoc hien
- Nam bao s phan hoi tol NVBH
- Cung cong tac gida NVBH-GNBH fie xac fiinh
cac muic fiich va hoat fiong



CAC TIEU CHUAN NANH GIA
Cac ndon vo fo 166ng ket qua:
- Doanh so theo KH/Sp/KV

- LOi nhuan

- So KH mai-So KH mat fi
- Chi phi ban hang

- DO tr@, vong quay von

- S0 non nat hang

No 166ing s6 thoa man coing viec




Cac ion vo no 160ng hanh vi c6 x4

- Noi chuyen: so lan, theo KH, loai cau chuyen
- Chi phi ban hang

- Cac hoat nong: Trong bay, huan luyen KH, hoi
thao, giao tiep, so ngay lam viec

- Ty le: chi phi 1 cuoc noi chuyen, so cuoc noi
chuyen/ngay lam viec



NO LOONG CHAT LOONG
Nanh gia tho
Bang kiem soat hanh vi co x0
SO bat ngd quan trong
Xep bac tho to

S6 duing thang filem



THOC HIEN TIEN TRINH NANH GIA
Chuan bo cho cuoc fianh gia: xac fionh thoi Aiem,
thaoi gian, so lieu
Nieu khien cuoc gap go tréic dien

Nam bao tinh cong bang



QUAN TR0 KET QUA NANH GIA
Thoong
Thoc hien nieu chinh
- Phe binh
- Giai quyet van fie

- Sa thai



