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» Tot nghiép Thac s Quan tri Truyén thong Qudc té tai Pai hoc Stirling,
Anh Qudc; Thac sy Quan tri Kinh doanh Hoc Vién AITMI, Hoa ky; Ct
nhan Khoa hoc May tinh, Pai hoc Qudc gia TP.HCM; Cl nhan Thwong
mai Pai hoc RMIT, Uc.

e C6 hon 15 nadm kinh nghiém trong nganh CNTT va bat ddng san. Trng
nam gilr mét sé vi tri Giam doc toan quoc; Pho Tong Giam Doc trong
cac Tap doan kinh té I&n tai Viét Nam va cac nwdc khac; nguyén Tong
Giam Dbc Sacomreal-S va hién tai la Phoé Téng Giam Pbc Kinh Doanh
cta Cong ty Sacomreal. Ong tirng 1am viéc tai My, Canada, Uc, Anh,
Singapore, Malaysia, Trung Qudc, Thai Lan, Han Qudc, Cam-pu-chia va
khap tinh, thanh & Viét Nam.

« Gidng day cac chwong trinh nhw: Truyén thdng marketing ky thuat so;
PR; Sales; Marketing; Social Media Branding; Brand Management;
Corporate Communications; Corporate Social Responsibility (CSR);
Public Affairs; Mdi gi¢i bat dong sén (BDS); Quan ly san giao dich BDS,
Xay dwng chién Iwoc kinh doanh BDS; Truyén thong thwong hiéu dw an
BDS; Phat trién hé thong dai ly BDS; Xuc tién dau tw BDS.
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CHAN DUNG NGHE MOI GIOTI (1/2)
1. Quy tac cua nghé moi gi&i

Cot 16i ciia nghé méi gioi : Thong tin. 7 nguyén tic chii dao :
= Ludn nhé dén quy dinh

: Phai linh hoat

. Mang g1 ich méi cho khach hang

. Chat ché trong 161 n61 va hanh dong
- Can than trong tinh toan
- Chu d4o trong tiép xtic

- Ludn c6 tu twdng phat trién khach hang.



CHAN DUNG NGHE MOI GIOT (2/2)
2. Pao dirc nghé nghiép

= N6 lyc lam viée 1ap nén thanh tich

* Phai suy nghi t61 1ot ich ctuia cong ty

" Trong quy trinh ban hang khong c¢6 hanh vi gian tra , ké gia ...
= Phai c6 con mat nhin xa trong rong

= Muc dich ban nha — dat 1a vi loi ich ctiia cht nha — dat va chii doanh nghiép

3. Tinh than yéu nghé
= Tan dung thoi gian cho cong viéc
= Khong s¢ tir choi, quyét khong nan long
= Xem can nha cua minh ban nhu can nha cua minh
= Hiéu hiét thém cac linh vuc sau:
+ Tinh toan dién tich
+ Ban v¢ thi cong xay dung
+ K¥ thuat, quy chuan
+ Luat phéap, ngan hang...



_ PHAN 2: ,
NGHIEP VU KHAI THAC
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NHA NUOC

Chu dau tu

NHA PAU TU
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Ca nhan moi gidi San giao dich



NGHIEP VU KHAI THAC (1/3)

1. Quy trinh khai thac ban hang

Cap nhat théng tin cau

T

Khai thac khach hang ban

Nghiép vu khai thac

% Khai thac khach hang mua

!

Cap nhat théng tin cung{




NGHIEP VU KHAI THAC

1.1 Quy trinh khai thac cau

Thu nhap

Gia ca

Dan soé

Thi hiéu

Ky vong

Thi trwwong tai
chinh

HTXH

Ky thuat

Khach hang cé gia tang nhu cau khi :

. Cong viéc co thu nhap cao hon?

. Gia ca nha dang giam, va Nguyén vat liéu tang?

o Tbéc dd di chuyén dan sb vao thanh phé tang?

o Tbc do di chuyén vao dw an tang?

o Khach hang dang quan tdm dén diéu gi?

. Mong mai cua ho la gi?

o Thi trwéng tai chinh vira c6 théng tin gi m@i? Tot hay xau
o Ha tang khu vwc nay co gi thay dbi?

. bién, nudec, céng, dwdng, vién thong ra sao?

o Céch tiép can khach hang nhw thé nao?



NGHIEP VU KHAI THAC

1.2 Quy trinh khai thac cung

Cong nghé Kha nang cung cta thj trwo'ng sé ra sao ?
Gia yéu t6 SX . Cong nghé san xuéat thay déi?
TS thud o Gia ca clia yéu t6 san xuat tang hay giam? anh hwéng
ué , ,
tot hay xau.
Ctyvas ,
Ca¥1h tragh . Chinh sach thué co gi méi?
Quang ba . Cty va cac san pham khac ra sao?
Khuyén mai . Cac quang cao trén thj trwong dang noi gi?
o Khuyén mai gi dé gia tang?
Lwc lwong bh
. Lwc lwvong ban hang cua ho ra sao?
Luat va c/s L
TC . Luat yéu cau gi?




PHAN 3:
QUY TRINH MOI GIOT BAT
PONG SAN



QUY TRINH MOI GIOT BAT PONG SAN

1. Khdm pha nhu ciu

- 2. Panh gia tiem

nang

- 3. Chuan bi tiép xac

7. Cham soc

6. Két thuc ban hang

4. Tiép xuc - chao hang

H 5. Thwong lwong — Thuyét phuc
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BUOC 1. KHAM PHA NHU CAU BAT PONG SAN

2. Nguon cung bat déng san
O Céc dang cung bat ddng san
+ Khach hang chao Ban
+ Chao thué, cho thué lai
+ Dau tw lién doanh va lién két
+ Khai hoang, khai pha : ban dat chwa s dung thanh st dung dwoc
+ Tw Van phong maéi gidi
+ TUr phwong tién truyén théng dai ching
+ Cac cong ty dau tw kinh doanh BDS
+ C4c co quan dau gia dat, ngudn hang phat mai
+T thwe té : Nha bé tréng, khu dat trong. ..
2. Théng tin vé bat dong san
+ Kinh té ky thuat
+ Phap Iy
+ Xa hdi lich st
+ Ngudn théng tin va phwong phap thu thap



2. Thong tin Can thiét vé BDS
QKinh té ky thuat
e Vitri : MGi try&ng xung quanh
Loai, kich thwéc, hinh thé, khéng gian, hwéng..
Trang thiét bi: co' s& vat chat ky thuat
Tinh trang ky thuat : xem téng thé, chi tiét, chat liéu, thdi gian st dung, kién truc...
Ha tang ky thuat: dién, nwéc, dwong. ..
« Gia ca toan bd va tirng phan cta BBS
QPhap Iy
« Gidy t& xac nhan quyén sé hiru: S6 dd, sé hdng, quyét dinh giao dat,gidy phép xay
dwng
* Quy hoach: Sir dung dét, khdéng gian, cac cdng trinh lién quan khac
- Giay to lién quan tranh chép...
« Han ché quyén s dung: do cao tang...

aXa hoi va lich st
* Thoi gian s&r dung, nguwdi st dung
« M@i trwdrng xa hoi, dan cw: co6 bi 6 nhiém...
« Phong thay va céc yéu td khac

23



» 3. Nguén thong tin va phuong phap thu thap

» Tim hiéu ttr chu s6 hiru

e Co quan quan 1y nha nude :Phong quan 1y nha dat, s quy hoach nha dat ...
Vi du : xem hién trang va xu hudng tuong lai

* T6 dan phd , phuong va hang xém, ban do

* Ty di€u tra va thim do

* Co so dir iéu ca nhan va kinh nghiém

e Cac hoi1 thao va cong trinh nghién ctru

« Trao d6i kinh nghiém tir gitta cc nha moi gidi
4. Thong tin vé cau bat dong san

* Nguo1 mua:

+ Dé tiéu dung: Nha ¢,san xuat nha xuong, kinh doanh dich vu

+ Pé Pau tu: Nhitng nguoi kinh doanh bat dong san, dau tu tién nhan rdi
+ Pé bao toan von

—Xac dinh muc tiéu khach hang => dap tmg nhu cau t6t hon

* Nguoi thué

+ Thué van phong.
+ Pé kinh doanh dich vu

+ Pé san xuat kinh doanh thué mit bang

+ Nha 6: doi véi sinh vién, nguoi ngoai tinh, nudc ngoai. .. “



5. Bay dau mdi dé khai thac cu
= Ho hang va ban be
* Ho hang cua ban

* Nhitng nguoi cdng tac trude kia hoac hién nay

Quan hé trong trudng hoc

Céc ban chung s¢ thich
« Nguoi quen khu tap thé
* Nhirng nguoi kinh doanh ¢6 quan h¢ mua ban véi ban
* Nhitng nguoi quen hoat dong doan thé, ton gido

= Ba x4, ong xa cua ban

= Khéch hang cii

Nguoi dan moi ( Cong tac vién)

Bao, tap chi, sach, ) tay...

Trung bay

Truc tiép



6. Phuong phap khai thac khach hang

= Phuwong phdp 1: Tiéu thy truc tiép
+Xem tat ca nhitng ngudi quen biét truc tiép 1a khach hang tiém ning va c¢b ging mé rong pham vi tiép xuc.
+ Pay 1a phuong phéap co ban nhat

= Phuwong phdp 2: Gi6i thiéu day chuyén
+Tranh thua sy tin nhiém cua ban be, nguoi than, nhd nguoi gi61 thi¢u khach hang, cung cép danh sach...
+Lap lai nhiéu lan dé c6 nhiéu khach hang

+Phuong phap nay hay nhat trong kinh doanh BDS

* Phuong phdp 3: St dung khach hang :
+ Khac hang 12 ngudi tao niém tin tot nhat
+ Mot 101 n61 cua KH bang van 161 néi cia nhan vién moi gioi

= Phirong phdp 4 : Sir dung nguoi tét trong quan hé xi hoi
+ Nhitng nguoi c6 anh hudng véi nguot xung quanh
+ Phai st dung moi quan h¢ bac cau

* Phwong phap 5: Thanh 13p ctra hang dai ly
+ Franchise nhiéu dai Iy dé mé rong hé thong va khach hang

+ M¢ dai 1y néu phu hop

Phwong phap 6: Tiéu thu 1ap lai

+ Thudng xuyén cung cap thong tin va xem xét dong co mua hang cta khach hang



= Phwong phdp 7: Quan sat true tiép
+ Lwu y dén cac budi tu hop
+ Xuat hién cang nhiéu, cang tot
* Phwong phdp 8: Thong tin nhw gui thw, goi dién thoai, email...
= Phuong phap 9: Dot kich mang tinh ca nhan
+ Vao cac khu vire tiém ning phat thw ngé va phai cé ké hoach trudée
= Phuwong phdp 10: Dot kich mang tinh tip thé, Sir dung ddi ngii dong dé tiép thi
* Phwong phdp 11: Dot kich phan loai theo nganh
+ Chii y nam cac nganh tiém ning
+ Lwa chon phwong phap tiép cin
* Phwong phap 12 : Sw dung s6 tay
* Phwong phap 13 : Tham gia hgi vién

= Phwong phdp 14 : Théng qua céng ty, doan thé



Cong cu khai thac khach hang
cua nhan vién kinh doanh




BUOC 2. bANH GIA TIEM NANG (1/2)

OMuc dich: xac dinh d6i tugng c6 that su 1a khach hang tiém nang hay khong? Khong lang phi thoi

gian cho viéc tiép thi

QCac yéu té dé danh gia:

>

>

PONG CO MUA HANG BAT DONG SAN: Mua d¢ &, dau tu, Mua 1am tai san,

Murc d6 quan tdm dén san pham : dién tich to nho, kién trac, thiét bi cong cong, hudng ...
Murc d6 quan tdm mua : Xem xét ty my hop dong mua nha, yéu cau b6t diéu khoan, thay
d6i chinh stra trong khong gian nha hay khéng

Céac hang muc yéu cau c6 phu hop hay khong : Nhu tré di hoc, nguoi 16n di 1am, siéu thi ...
Do tin cdy doi voi san pham : C6 hai long v6i nhan hiéu va cin nha khong? Nén moéng, chi
dau tu 13 ai?...

C6 an tugng t6t v6i doanh nghiép kinh doanh hay khong?



BUOC 2. DPANH GIA TIEM NANG (2/2)
Phan doan kha nang mua cua khach hang

**Tinh hinh tin dung : Thu nhap, lam viéc ...

K¢ hoach thanh toan : Phan doan nang lyc chi tra ctia khach hang qua biéu hién cta khach
hang tra mot 1an bang tién hay tra theo timg ky, khoan tién tra 1an dau 1 bao nhiéu...

=> T day c6 thé thoi gian khach s& mua san pham, dong thoi s& thao ra timg budc trong ké

hoach ban hang...



BUOC 3. CHUAN BI MOI GIO1

« N3m r6 lai san pham:; gia, phdp Iy, lich thanh toan, diém manh va diém véu...
 Chuan bj tai liéu : thu ngd, brochure, bang gid, hop dong mau....
* Thong tin nguwoi ban va ngudi mua

* Phan tich cu thé ngudi mua : dong co

 Tan dung nhitng thdng tin phan hoi cla ngudi mua

« Xem nhi*ng théng tin khac: phap ly, thué, phi



BUOC 4. TIEP XUC VA CHAO SAN PHAM (1/3)

O Nhan vién méi gidi phai tao 4n tuong tot ngay tir ban dau:

. Bit tay nhiét tinh va 18 do

. Trang phuc: gon gang phu hop

. Phong cach than thién , chuyén nghi¢p
. Anh mit thé hién su tu tin

. Mdt nu cudi khi nhic tén dbi tuong.

QD Gidi thiéu ngan gon vé Cong ty va nhimng loi ich ma déi tuong c6 duge sau budi néi chuyén.
O Ban c6 thé tao 4n tuong than thudc néu nhic duoc tén ciia ngudi gidi thiu c6 anh huong dén dbi tuong.
O Sau khi xay dwng quan hé, NVKD can dat nhirng cau hdi ma déi twgng quan tam.

> Trinh bay nhitng lgi ich cla san pham. Can trinh bay rd nhirng thudc tinh ndi trdi cia sdn pham va tir nhirng

thudc tinh d6 chi cho déi twong thay dwoc nhivng lgi ich khi s&r dung sdn pham.



BUO'C 4. TIEP XUC VA CHAO SAN PHAM (2/3)

« Phuong phap dé xay dung long tin va ¥ chi mua bat dong san ctia khach hang
1. Nang gia tri bat dong san

Tiém ning khu vuc va gia tri ting rat lon

Gan duong 1on. ..

Chat luong nha, vat licu, thoang, sang sua, ctra rong

Thuan loi giao thong

So sanh gia ban 1an can, gia trudc day

v VvV Y VvV VY 'V

Gan day da co nguoi tra gia



BUO'C 4. TIEP XUC VA CHAO SAN PHAM (3/3)

2. Nhan manh vu diém cuia bat dong san
+ Ngay canh c6 nguoi noi tiéng 0. ..
+ Trinh d6 dan tri khu vuc rat cao
+ Co duoc nhiéu tién ich khac : tiy theo dong co mua hang ma nhan vién
moi gidi phai ¢ cach tu van khac nhau

=> Sdn sang dua khach di tham quan nha mau va vi tri bat dong san.



5.

BUOC 5. THUONG LUQONG — THUYET PHUC

Thuong luong gia 2 bén mua va ban

Vai trd nguoi trong tai trong viée thuong luong dé git san pham
Thé hién tinh chuyén nghiép, dé khach hang an tam.

Dung k¥ niang dé dat duoc thoa thuin gia

Truong hop khong thanh cong???



TfM L.\T KHACH HANG WUA BAT DF)NG S%.N

Ban quyét dinh mua can hd dau tién cta khach hang
nhuw thé nao?

e RUi ro tai chinh: cao

* Tham do thong tin: rat ky

* SO ngudi tham gia quyét dinh: nhiéu nguoi




BUOC 6. KET THUC THUONG VU

« HO tro cac bén trong viéc hoan chinh ho so
« Tham gia ky hop dong thoa thuin

* Tham gia vao qua trinh thanh toan chi tra

» Theo ddi tién do thyc hién ho so

e Giao nhén bat dong san

« Nhan tién hoa hong

e Guri thu cam on dén khach hang



LUU Y: & GIAI DOAN KET THUC

* 1. Xem tinh hgp phap cua nguo1 nhan coc va nguot dat coc

e 2. Céc diéu khoan vé vi pham hop dong, ghi cu thé ca so va chir.
« 3. Thoi gian giao nhén tién va ky hop dong, giao nha ...

« 4, Cac giay to con dang thiéu

e 5. Cac khoan phi phat sinh néu c6 : ghi that rd rang















BUOC 7. CHAM SOC KHACH HANG

xady dwng quan hé doi tac lau dai
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* Tai sao ban ct phai cham séc khach hang dé nhi?
e Chung ta co6 lgi gi trong viéc nay?
* Thai do ctia ban déi vdi khach hang la gi?

* Khi nao thi ching ta bat dau can Khach Hang qua mai quan hé cii ?
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4. o Ve duy NN

>Duy tri dugc tir 2% dén 5% khach hang c6 tic dung twong duwong nhu cat
giam chi phi 10%

>Phai mat 7 lan viéng thim dé chot duge 1 thuong vu trén 1 khach hang méi
(theo ti I¢ trung binh), nhung chi co6 tir 3-4 1an cho 1 khach hang cii

»Trung binh 65% doanh s6 ctia cong ty c¢d dugc tir khach hang hién tai

> Chi phi trung binh dé danh dugc mot khach hang méi bang 5 1an chi phi lam
hai long mot khach hang hién tai, chu y€u la chi phi gidi thi¢u, hang mau,
dung thur




(g Viec can lam cia nhan vien mo G101 Sad fian Hiang
. Duy tri mot cach thurc lam viéc de khach hang luon cam thay
ngudn hing tha vo tan: bang nhiéu hinh thirc
« Hiy nh6 toi khach hang giita cac lan viéng tham
* Tao cam giac tin tuong
» Theo ddi viéc xtr Iy hop dong va tién do néu co
* Bao dam st dung dung san pham/dich vu ngay tir dau
« HO tro phuc vu san phém
* Cho hudng dan va goi y chuyén moén
» Ho trg dic biét khi can

* Xur Iy phan nan thoa dang va hi€u qua




22007470 dam Khach Ny NN

Tai sao ngwoi
moéi géi khéng












o PHAN 4:
KY NANG MOI GIOT BAT PONG
SAN



ﬁ(y nang giao tiép

2.Ky nang thuyét phuc
3.Ky nang x ly phan doi
4.Ky nang trinh bay

<

5.Ky nang lam viéc theo nhom ....




KY NANG GIAO TIEP (1/8)

1. Khdi niém giao tiép

Giao tiép la mét qua trinh, trong dé con ngwdi twong tac
v&i nhau vé cac y twdng, thdng tin va cdm xuc nham van
hanh, phat trién va duy tri cdc moi quan hé gitba nguoi
vOi nguoi vi nhirng muc dich khac nhau.

2. Cdc phuong tién giao tiép
* Ngon ngir: Nghe va noi.
= Phwong tién giao tiep phi ngén ngir: Clr chi (ngdn

nglr co thé), chi viét, hinh anh, da phwong tién truyén
thdng



”»

Quy luat giao tiép: “ Tuy hai ma... sau

- Ngoai hinh
Nhing yéu to tic dong dén . ..
hinh anh ca nhan va xac dinh Cua cai
vi thé tam ly: - Tén tudi
- Giao tiep

- Vén vian hoa ca nhan



KY NANG GIAO TIEP (2/8)
3. Ngbn ngi¥ béng i — giong ndi:

- Giong nGi rd rang  : Thé hién sy binh tinh, can than, chac chan.

- Giong ndi vang doi  : Bay quyén uy.

- Giong ndi nho, nhanh : Hoa diéu.

- Giong ndi nhé khan : Bay mwu meo.

- Giong ndi nho, nhe : Kin dao

- Giong nai li nhi - Mat tw tin, yéu dudi
Déc tinh giong néi nhw cao dg, cuong do, nhip dé, tiéng cudi, tiéng
ho ciing bé sung cho y nghia théng diép bang loi. Nho giong noi

ctia minh, ban cé thé truyén cho ngudi khéc long nhiét thanh, niém
tin, nbi khac khoai, tinh khan trirong, sw thanh than.



KY NANG GIAO TIEP (3/8)

4. Ngon ngt khong loi - dang di:

- Nguwoi di ngira mat 18n: thdng minh, sang subt

- Nguoi di ung dung, bé vé: coi mo, vo tw, nhan ha
- Nguwoi di 1at dat ( hai tay nho boi): vat va, 1an dan
- Ngwoi di lao dau vé phia trwée: hap tap voi vang
- Nguwoi di ndng né: vung veé, toi tri

- Nguwoi di nhw chim chich: thao vat, nang no

- Ngwoi di nhanh ma virng: tw tin

- Ngwoi di nhanh ma lap cap, hay thay long dbi da
- Ngwoi di bwéc cham, dai rat qua quyét

- Ngwoi di bwde chap, ngan: ty mi, dan do, than trong.



KY NANG GIAO TIEP (4/8)

5. Ngén ngi¥ khéng Ioi - tu thé ngbi:

- Ngw&i ngoi twa Iwng 1én thanh ghé, tay nam chat dau goi: thé hién ci
chi hoai nghi, canh gi¢i nguwdi doi dién.

- Ngwe&i ngoi nga vé phia trwédc, hai tay dé trén dau goi: 1a clr chi nguoi
c6 kinh nghiém thwc té va dé dong tinh v&i nguwdi doi dién.

- Ngwéi ngoi hay ngé 1én: tw twéng lac quan, hy vong.

- Ngwé&i ngoi hay ngé xuong: hay lo lang, that vong

- Ngwéi ngoi khoanh tay trwdc nguwe: 1a ngudi co tinh than dau tranh.

- Ngwei ngoi ma thich nghiéng dau ngé di ché khac : hoai nghi I&i noi
nguwdi doi dién

- Ngwéi ngoi néi chuyén wa tay may doi tay: la ngwdi nhiét huyét, it ly

luan



KY NANG GIAO TIEP (5/8)

6. Ngén ngit khéng 107 - bat tay:

- Nhirng cai bat tay xiét chat: Biéu 16 mdi tinh cdm virng chac.

- Nhirng céi bat tay mau le: nguwdi wa thich tw Ioi, cd y loi dung ké
khac

- Ngwé®i vira nam tay, vira néi chuyén khi gap nhau: 1a nguoi that
long, tl té, day nhiét tinh

- Nhirng ngwei vira bat tay, dwa tay nam canh tay cia ngwoi doi
dién: dé la ngudi chat phéac, thanh that, biét ton trong tinh bang hivu.

- Khi bat tay am ap: dé la ngudi co strc khoé, strc lam viéc, nguoc lai
ban tay lanh 1&o chirng té strc khoé kém, strc lam viéc khéng lau bén.

- Khi bat tay — ban tay wét: Nguwdi bé bdi, khédng gon gang, sach sé...



KY NANG GIAO TIEP (6/8)
7. Khéng gian giao tiép:

< Khong gian cong cong - trén 4m: dién hinh cho mét
cudc van doéng, thuyét trinh, hdi thao, hdi nghi, hop hanh...

< Khéng gian xa giao — tir 1- 4m : Dién hinh cho khdng
gian tro chuyén v&i nguoi la

< Khéng gian ca nhan — nira mét t&i 1mét: dién hinh cho
s tro chuyén ban be.

< Khéng gian than mat - tir khdng t&i niva mét: dién hinh
cho viéc an ui



KY NANG GIAO TIEP (7/8)

8. Sdp xép chd ngbi trong giao tiép:

Chuyén tro, hop tac,
ban bé, chia sé...

Doi dau, xa la, khong
gan gui

Khéng théng cam.




KY NANG GIAO TIEP (8/8)

9. Nghé thuét giao tiép hiéu qud - tao su déng cdm:
< Phai biét lang nghe
< That ldbng quan tam dén nguwdi doi dién
% Hay mim cw&i

< Tén modt ngwdi la Am thanh em dém, yéu thwong va quan
trong nhat

< Khuyén khich nguwdi khac noi vé van dé cta ho va néi vé diéu
ma ho quan tam

< That ldng cho thay ngwdi dang giao tiép véi minh 1a quan trong



KY NANG THUONG LUONG (1/)

? N ~N /’ \ . ~N
Ty Ié thuyét phuc ban hang dia oc :
v’ 80% cudc ban thanh cong la do cé sy thuyét phuc cdia nhan vién mai gidi
v 20% la do s cap thiét can phai thda man nhu cdu cta khach hang va ciing cé

thé 13 do tinh chat doc quyén cta san pham.

Mot s6 yéu cau khi thuyét phuc:
v' Phai dua trén co s& su that: loi ich THAT cla san pham dap &ng nhu cau THAT
clia ngudi mua.
v Thuyét phuc phai nhiét tinh, tap trung,hop Iy va ngan gon.

v' Pat khach hang |a trong tdm trong qua trinh thuyét phuc



Thuong lugng, thuyét phuc gia

1- Céac truong hgp phai thuong lugng thé m gitta ngudi mua va
nguoi ban:

a- Mot cdn nha rao bdan 205 lwong. Két qud sau vai lan thuong
luong, chii nha muédn bdan 192 lwong. Nguoi mua mudén mua 190
lwong. Ban lam sao?

b- Gid rao bdn 205 lwong. Sau vai lan thuong luong nguoi bdn
nhdt dinh bdn 192 lwong (mot xu khong chiu giam), nguoi mua chi
chiu gia 190 lwong. Ban phdi lam sao?

c- Gid rao bdn 205 lwong. Sau vai lan thuong lugng. Nguoi bdn
muén ban 192 lwong, nguoi nhdt dinh chi mua gid 190 lwong
(khong lén mot xu). Ban lam sao?

d- Gid rao bdn 205 lwong. Sau vai lan thuong luong ngudi bdn
nhdt dinh bdn 192 lwong (mot xu khong chiu gidm) nguoi nhdt
dinh chi mua gia 190 lwong (khong lén mot xu). Ban lam sao?



Thuong lugng gia

- Tim nhitng khi€m khuyét ctia cin nha nhu vi tri, dién tich nhd,
nha can sua chira...

- Thi trudng nha d4t ldc nay gidm, gid nha c6 chiéu hudng gidm
- Cho ho di coi nhitng cdn nha da giao dich d€ ho so sdnh.

- Xem xét trén ddng cod, nhu cau bdn nha/dat clia khdch hang.



Thuong luong gia

e Tim nhitng vu di€ém clia cin nha nhu mdi xay, son mdi, gan
trudng, sG lam dia di€ém tot.

* Gi4 c4 nha c6 chiéu hudng ting vi nghi dinh 181 1am gidm
cung.

N\

* Cin nha nay c6 Nhi€u ..o VA oo, NN @14 €4
tang nhanh chong.

* Cho ho di coi nhitng cin hd da giao dich thanh cong dé ho so
sanh.
Phan tich tinh bén vitng, su tién 1di va gi4 tri st dung thuc t&
cho khach hang



Thuong luong gia

* Ban noi vdi khach hang nhu sau

* “Quyét dinh mua nha la cia anh chi nhung em chi
nhdc cho anh/chi suy nghi lai. Anh da thdy ddy
chiing ta da di coi hon 10 can nhung chua thdy cdn
nao em de nghi anh mua vi em nghi mua nha cho
anh chi ciing nhu chinh cho em. Ddy la mgt can
nha tot , gid ciing phdi chang nhdt ma chiing ta tim
thdy trong hon thdng vita qua. Em mong anh hady
suy nghi diing bo 1o co hji nay”.



KY NANG XU LY SU PHAN POI (1/5)

="Pe doa:
v' Phan d6i la diéu thudng x3y ra trong ban hang.
v" Hoat ddng ban hang la mét qua trinh giai quyét phan déi
va thoa hiép gilra loi ich cia ngudi mua va nguoi ban.
=> Dé that bai trong moi gidi
=" Co hoi:
v Nam bat théng tin ngwdi mua va hiéu rd cdm xuc khach
hang
v" Nhéan thém thong tin va nhan dinh dwoc cach giao tiép

hiéu qua hon



YEU CAU

v Poan trudc va loai ngay tir dau khi phan doi bat dau xuat
hién.

v' Hiéu rd déi tuwong

v' Nam virng cac thong tin vé sdn pham, thj phan, khach hang,
thi trwdng, chwong trinh Marketing ho tro.

v' Chixt ly phan déi hop Ié [a nhitng phan doi dung dong thoi

cau tra loi phan doi phai logic, khéo Iéo va chinh xac.



KY NANG XU LY SU PHAN POI (2/5)

Phwong phap APAP
v" Thira nhan phan déi (Accepting)
v Thdm do dé hiéu rd (Probing)
v' Tra loi phan doi (Answerring)

v' Tham do dé xac nhan su chap thudn ciu tra 1&i (Probing)



KY NANG XU LY SU PHAN POI (3/5)

X Iy phan ddi bang phwong phap APAP
a. Thtra nhdn phan doi
v' DPoéngy vdi ndi dung phan déi va tim hiéu nd

v Pat ciu hoi: tai sao? thé nao? ...

b. Thim do dé hiéu rd
v' Tim hiéu th& ty vé mrc 6 anh hudng cta nhirng ly do
phan doi

v" Dat ciu hdéi: vi sao? Dya vao dau? ...



KY NANG XU LY SU PHAN POI (4/5)

c. Tra l&i phan doi:
v Pua pha ddi vao tinh huéng dé dang phl dinh bang
cac ciu trd 1&i dua vao dan chirng xac thuec.
v" Trinh bay nhitng lgi ich ma khach hang cé duoc quan

~ n e . ?
trong hon nhirng méi lo ngai cua ho.
v' Giai thich — d6i v&i phan d6i do hiéu [Am
v' Ch&rng minh — déi v&i phan d6i do nghi ngo

v' Pua ra chuong rinh &rng phé — d6i véi phan déi than phién



KY NANG XU LY SU PHAN POI (5/5)

d. Tham doé dé xac nhan sw chap thun
v Khang dinh rang nhitng gidi thich dan chirng hay giai
phap da lam cho khach hang bét lo ngai.
v" Khach hang chap nhén ciu tra loi la hop ly va khdng
quan tdm dén phan déi nira
v Trong trwdng hop khach hang van chua chap thuan, phai
tim hiéu thém ly do phan d8i hodc duwa thém dan chirng

dé& minh hoa cho cau tra |&i



NHAN VIEN KINH DOANH CAN NAM VNG

1. Sw ky vong cia khach hang = tw van + L&i hira céng ty + Nhu cau

khach hang

2. Dich vu thwc té€ ma cong ty cung cap cho khach hang = San pham chét

lwong tot + thai dé phuc vu + nghiép vu quy pham héa



NHAN VIEN KINH DOANH CAN NAM VNG

—San pham va dich vu cdng ty cung cap > Ky vong cta khach hang

= khéch sé rat hai long

—San pham va dich vu cdng ty cung cap = Ky vong cdia khach hang

- khach hang co ban hai long

—San pham va dich vu cdng ty cung cap < Ky vong cdia khach hang

- khach sé khong hai long












KY NANG TRINH BAY (1/2)

AKhai niém: trinh bay |a mdt hoat ddng giao tiép, trong d6 nhan manh dén van

dé truyén dat thong tin.
dCac dang trinh bay: Trinh bay va thuyét trinh

Céc yéu t6 anh hudng dén trinh bay:
v" N&i dung can trinh bay

Muc dich trinh bay

Ky thuat trinh bay

Phong cach nguoi trinh bay

B&i canh x3y ra

D N N N N N

Tam ly, diéu kién va kha ndng nhan thirc cha ngudi nghe.



NGUYEN TAC THUYET TRINH (1/2)

Nguyén tic 1

Thuyét trinh |13 mot qua trinh giao tiép, do dé bén canh kha nang ndi
nguwoi thuyét trinh con phai cé kha nang viét, kha ndng truyén dat va

thuyét phuc.

Nguyén tac 2

Phai chuan bi tdt nhat cho budi thuyét trinh bang cach 1ap ké hoach
thuyét trinh va bam sat theo ké hoach dé

1. Muc dich thuyét trinh

2. DOi twong mudn thuyét trinh

3. Nhirng diéu mudn truyén dat

4. Céac cong cu ho tro
5

Pia di€ém va th&i gian thwe hién



NGUYEN TAC THUYET TRINH (2/2)

= Nguyén tac 3

Viét ra nhirng van dé can truyén dat va xac dinh van dé cot 16i dé hudng cac
hoat dong cla thinh gia nham dat muc dich thuyét trinh

v Nguyén tac 4
Thuyét trinh la néi chir khéng doc ndi dung

v' Nguyéntac5s

Phai biét ngirng khi d3 néi hét ndi dung



TINH CHAT THUYET TRINH

Tinh logic: thé hién qua céu ndi, tir nglt, thé hién noi
dung cét 18i va su chuyén tiép

Tinh dé hiéu: rd rang, trung thuec, st dung hinh vé, so
dd minh hoa

Tinh thuyét phuc: cdm xuc khi thuyét trinh, s& dung dan
chirng xac thuc

Tinh duw ddan: doan truwdc cac phan doi va dy phong cau

tra loi



NGUYEN TAC TIEP NHAN THONG TIN

Phudng tién ti€p nhan

MUrc do ti€p nhan (%)

Thi giac 83
Thinh giac 11
Khiu giac 3.5

XUc giac 1.5

Vi giac 1

Nguon: Thuat déi nhan xdr thé - Les Giblin




CACH THU'C TRUYEN DAT THONG TIN HIEU QUA

Phuong thuc truyén dat Ghi nhd sau Ghi nhd sau
03 gid 03 ngay
Chi trinh bay bang IGi noi 70% 10%
Chi trinh bay bang hién vat 72% 20%
Phoi hgp ca I0i ndi va hién vat 85% 65%




KY NANG TRINH BAY (2/2)

Chuan bj chu dao
v" Holaai?
Ho can biét cai gi?
Hanh déng nao ctia ho ma tdéi muén?
Lam thé nao dé tdi ndi cho ho biét?
T6i ¢c6 bao lau thoi gian?
Toi s& trinh bay nhu thé nao?
Muc dich trinh bay?

No&i dung trinh bay?

N N N N U N NN

Vat pham ho trg?












KY NANG LAM VIEC THEO NHOM
( )



TAI SAO PHAI HOP TAC

- Khoang 90% giao dich bat dong
san mo1 g161 thanh cong dén tu su
hop tac giao dich

- Hop tac dé chia se nguodn luc trong
hoat dong nhu nguodn luc khach
hang, nguodn lu’c san pham, k¥ ning,
kién thirc, moi quan h¢.

- Tao mang luo61 1i€n két .




NGUYEN TAC HOP TAC
1. Binh dang vé quyeén loi

2. Chia sé thong tin trén co so hop tac

3. Ton trong lan nhau ' "

)




7 KY NANG CO BAN PE LAM VIEC NHOM MQT CACH HIEU
QUA

1. Lang nghe: Cac thanh vién trong nhém phai biét lang nghe y kién clia nhau. Ky
nang nay phan anh sw tén trong (hay xay dwng) y kién gitra cac thanh vién.

2. Chat van: Qua cach thirc moi ngudi dét cau héi, ching ta cé thé nhan biét mirc
dé tac dong lan nhau, kha nang thao luan, dwa ra van dé cho cac thanh vién khac
cua ho.

3.‘Thuyét phuc: Cac thanh vién phai trao ddi, suy xét nhirng y twdng da dua ra.
Bong thoi ho can biét tw bao vé va thuyét phuc nguwdi khac dong tinh véi y kién
cla minh.

4. Tén trong: M6i thanh vién trong nhém phai ton trong y kién cta nhirng nguoi
khac thé hién qua viéc dong vién, hé tro nhau, né Iwc bién ching thanh hién thwe.

5. Tror giap: Cac thanh vién phai biét giup d& nhau.

6. Sé chia: Cac thanh vién dwa ra y kién va twdng thuat cach ho nghi ra né cho
nhau.

7. Chung S}]’c: M®&i thanh vién phai déng gop tri lwc cung nhau thwe hién ké
hoach da dé ra.



CHIA SE BI QUYET NGHE MOI GIOI
1. Hé thdng truyén théng — quang céo
2. Hé théng ngudn cung
3. Hé thdng ban hang



Q&A



Thank-you



