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‘ CHUONGII
NHU CAU, PONG CO, KHi CHAT CUA CON NGUOI

BAI SO 5: TAM LY KHACH HANG

MUC TIEU CUA BAI:

Sau khi hoc xong bai nay, ngudi hoc c6 kha nang:
e Hiéu dugc dic diém tam 1y chung ctia khach hang.
e Biét dugc nhiing k¥ ning can thiét dé nim bat tam 1y khach hang.
e Ung dung dugc cac thu thuat ban hang dé kich thich khach hang hoan tat thuong vu.

1. PAC PIEM TAM LY CHUNG CUA KHACH HANG

1.1. Khach hang la ai?

- Khéach hang : 1a nhitng ngudi mua mot cai gi d6 cia ta hay can chung ta phuc vu.

- Khach hang : 1a nhiing nguoi dem lai 1gi nhuan cho ta.

- Khach hang : 1a nhitng nguoi tra luong cho ta.

- Khach hang : 1a nhitng nguo1 ludn luén dung.

- Khéach hang : 1a nhitng ngudi c¢6 quyén lya chon.

1.2. Pic diém tAm ly chung ciia khach hang

- Khach hang mudn dugc mua hang co6 gia tri st dung cao, chat lugng dam bao, c6 tinh
tham my.

- Thich mua ré hon nguoi khac, noi nao ban ré hon s€ dong nguoi mua hon.

- Khach hang thich dugc ton trong khi mua hang, thich dugc khen.

- Thich dugc huéng dan chu dao vé hang hoa.

- Mubn duoc thuan tién trong viéc mua ban.

- Chiu anh hudng cia phuong thirc ban (ban tra cham, tra gop, mua hang dy thuong...)

- Mua hang theo thoéi quen va theo mdi quan hé tot v6i ngudi ban.

1.3. Cac giai doan tam ly cia qua trinh mua hang

Khi mua hang, khach hang thuong trai qua 4 giai doan phat trién tam 1y sau diy: CHU
Y —HUNG THU - HAM MUON - QUYET PINH.

Trong thuc té vé& mat thoi gian cta cac giai doan c6 sy khac nhau, cling 6 thé ngan vai
phut hodc vai gidy, nhung cling c6 nhimg truong hop kéo dai hang tuan, hang thang, thdm chi
hang nam. C6 nhiéu yéu t6 chu quan va khach quan, vat chat va tinh than kinh té va tam 1y
tac dong dong thoi 1én qua trinh trén. Ngh¢ thuét cua nguoi ban hang 1a nim virng tam 1y cta
khéch hang trong tung giai doan va biét tic dong mot cach ding dan nham dua khach hang
dén budc cudi cing — quyét dinh mua hang.

2. NHUNG KY NANG CAN THIET PE NAM BAT TAM LY KHACH HANG

2.1. Ky nang giao tlep

Giao tiép c6 thé duoc hiéu 1a mot qua trinh, trong dé con nguoi chia s¢ voi nhau cac y
tudong, thong tin va cam xac nham xéac 1ap va van hanh cac méi quan hé giita ngudi véi nguoi
trong doi séng xa hoi vi nhig muc dich khac nhau.



Trong céc linh viuc mua ban va xuc tién thurong mai — dau tu thi trao ddi thong tin bang
miéng (giao tiép nhd k¥ ning noi) dugc xép vi tri cao nhat trong sd nhitng k¥ ning quan
trong, can thiét phai co.

Ky nang giao tlep co tam quan trong dac bi¢t trong cudc song hang ngay, ¢ moi noi,
moi t6 chirc, ngudi ta ludn tién hanh giao tiép dudi cac hinh thic: hudng dan, théng bao,
thuyet phuc, dong vién, dé nghi, tu van, dam phan,.. .nhim muc dich:

- Chia sé thong tin;
- Dan t6i hanh dong;
- Dua nhiing suy nghi va hanh dong cua con nguoi lai gan nhau hon.

Qua trinh trao d6i thong tin gdm nhiéu thanh to nguoi gui,nguoi nhan, thong diép, cac
kénh trao dbi thong tin, thong tin phan hoi va nhitng yéu té can tré qua trinh trao doi.

2.2. K¥ niing nghe hiéu c6 hi¢u qua

Qua4 trinh truyén thong ludn 1a qua trinh twong hd hai chidu va tuan hoan. Giao tiép
bang ngon ngit (n6i) chi co thé thuc hién khi ngudi néi phai o6 nguoi nghe. Trong giao tiép,
tlly vao hoan canh cu thé, nguoi giri va ngudi nhan thong tin cu thé, s& co nhitng muic d6 nghe
khac nhau nhu:

- Khéng nghe: Ching ta co thé 1o ngudi khéc, thuc sy 1a khong nghe gi ca.

- Gid vo nghe: Chiing ta c6 thé gia vo nghe dé 1am cho ngudi khac an tim bang cach lap
di 1ap lai mét cach may moc.

- Nghe co chon loc: Ching ta co thé nghe c6 chon loc mat phﬁn thong tin ddi thoai, nhitng
lac thay thich, thay can thiét thi nghe, nhitng luc khong thich thi khéng nghe ma tip trung
suy nghi vé chuyén khac.

- Nghe chdm chii: Chung ta c6 thé tap trung sy cha ¥ va sire luc vao viéc nghe. Tuy nhién
hinh thirc ndy van 1a nghe thu dong, khong tap trung vira nghe vira tu duy nén van chua
dat duoc hiéu qua cao.

- Nghe hiéu c6 hiéu qud/ nghe thiu cam: Nghe thau cam 13 ty dat minh vao vi tri, tinh
cam ciia ngudi khac dé hiéu duoc ho co cam nghi nhu thé nao. Khi nghe thau cam ngudi
nghe s& di sdu vao ¥ kién cta nguoi khac, qua d6 ho s& phat hién, nhin cudc doi theo céch
nhin cua ngu:(‘yi khac va hiéu dugc tAm tu tinh cam cta d6i twong giao tiép.

Nghe thau cam 1a cach nghe chu dong, tich cuc, gop phan nang cao hiéu qua cua qua trinh
giao tiép. Nghe thau cam ciing giup ngudi nghe tao dung dugc tinh cam tot dep voi ngudi
dbi thoai.

Tam quan trong ciia viéc ling nghe khdch hang:

- Théa man nhu ciu cua ddi tuong dang noi.

- Thu thap dugc nhiéu thong tin hon

- Tao ra mbi quan hé t6t dep v&i ngudi khac

- Tim hiéu dugc ngudi khac mot cach tot hon.

- Giup nguoi khac c6 dugc mot sy lang nghe c6 hiu qua.

- Lang nghe giup ching ta giai quyét duge nhiéu van dé.

2.3. Trao doi (thu thap) thong tin

Do khach hang rat da dang, ngoai nhitng khach hang than quen, khach hang muc tiéu
con phai tim hiéu thong tin cta cac khach hang tiém ning. Mubn hiéu rd hon vé tam ly khach
hang, vé nhitng nhu cau, mong mudn cua khach hang can phai thu thap thong tin qua hinh
thire truc tiép va gian tiép.

- Thu thap thong tin truc tiép: thong qua gip mit truc tiép, noi chuyén, quan sat khach
hang bang cac gidc quan tai noi giao dich, tai nha, tai co quan ctia khach hang. Héi xin



¥ kién gop ¥ cua khach hang vé san pham dé thu nhan duoc thém nhiéu thong tin. Tién
hanh cac cudc diéu tra khach hang, to chtrc hdi nghi khach hang dé gip g, trao ddi
tryc tiép voi khach hang.

- Thu thap thong tin gian tiép: thong qua dién thoai, email dé thu thap thong tin, y kién
cua khach hang. Hodc co thé thong qua bao, dai, tivi, qua sb liéu nghién ctu thi
truong, hay cac ngudn thong tin ndi bo khac.

3. PAC TINH CUA MQT SO NHOM KHACH HANG CHU YEU

3.1. Phu nir

Nhin chung, phu nit hiéu biét vé hang hoa tot hon nam gidi, ngoai trir nhitng hang héa
nhu hang dién, kim khi, may moc. Khach hang nay thuong chiém da sd. Ho ky ludng trong
viéc Iya chon mua ban hon so voi cac loai khach khac, hay méc ca, tinh toan gia tri kinh té,
hay so sanh khen ché. Ho thuong dé bi cudn hut boi cac quiy hang mau, quang cao hay hang
mdt moi nhung lai thuong mua hang c6 gia ré. Phy ntr thuong c6 giac quan tinh tuong hon
nam gidi, ho thich moi thir phai ngin nap, gon gang, hay cha y dén hinh thirc, bao géi,.

3.2. Nam gidi

Loai khach hang nay da phan thién vé tinh hon vé 1y khi quyét dinh mua. P6i v6i hang
hoa lién quan dén k¥ thuat ho thuong hiéu biét hon. Vi vay khi mua ho khong chi quan tim
dén gia ca ma con quan tdm dén yéu t6 tinh nang k¥ thuat va chat lugng sir dung.

Ho thuong mua nhanh chong, it lya chon, ngai mac c4, it thich mua hang ha gia hay
nghe 101 khuyén cua nguoi ban.

3.3. Nguoi cao tudi

Nguoi gia thuong dua vao kinh nghiém da co trudec day nén ho thuong thich mua
nhirg hang héa ma ho biét ngay xua. Ho it c6 kha ning so sanh mot cach khach quan nhitng
hang hoa d6 voi hang hoa va gia ca hién nay. Déi voi nhitng hang hoa hién dai, ho khé nhd
mot cach cy thé va chéng quén nhiing chi dan cua nguoi ban hang. Nguoi gia thuong danh
gia vu thé coa mon hang nghiéng vé gia tri thuc té nhu tinh tién dung, bén, mau sic, hinh
dang. Ngudi cao tudi danh gia rat cao sy tién loi, thuc dung cua hang héa va su phuc vu tan
tinh cua ngudi ban.

3.4.Tré em

Tré em cha ¥ va c6 4n tuong Ve nguoi ban hang manh m& hon so voi nguoi 1on, vi vay
trong cu xur voi khach hang tré em can giir dung chuan muyc dao dirc ma tré em van coi trong
& ngudi 16n. Tré em thich dugc ngudi ban quan tim, niém nd ddi xir véi ching nhu 14 nguoi
16n. Nguoi ban hang nén kién tri trong viéc ban hang ddi voi tré em. Ching rat thich dugc
khen 13 biét mua hang, biét chon hang.

3.5. Nguoi 6m dau, bénh tat

Dic diém cta nhitng khach hang nay 13 ho s& gip kho khin nhat dinh khi mua hang va
ho thuong rat nhay cam, hay buc bdi hon nguoi khée manh. Nhitng khach hang nay rat mong
mudn duoc phuc vu chu ddo, nhanh chong. Ho muén dugc thong cam, nhuong nhin, ton trong
nhung hay mic cam vi vay ngudi ban hang can giup d& ho mot cach khéo 1éo, té nhi, nhe
nhang trong cong viéc mua ban, bao goi, van chuyén hang hoa.

3.6. Nguwoi nwée ngoai

Nhitng khich hang nay thuong khé khin vé ngdn ngit trong qua trinh mua ban. Do
phong tuc tap quan khac nhau nén luc dau ho ciing s& bd ngd, td mo, mudn dugc giai thich,
cung cap thong tin day du. Mau thuan hay xay ra khi thiéu thong tin, khi ngén ngir bat dong
Ho thudng song phang, rd rang vé gia ca, tién nong. Do d6, néu nguoi ban néi duge mot it vé



ngdn nglr cua ho hodc st dung ngdén ngir quoc té, hiéu dugc chut it vé dat nudce cua ho s€ de
gay duoc thién cam va hai bén cam thay gan giii hon.

TP.H6 Chi Minh, ngay 05 thang 04 nam 2016
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