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BAI SO 5:
TAM LY KHACH HANG




MUC TIEU CUA BAI

Sau khi hoc xong bai nay ngwoi hoc co
kha nang:

< Nam bat dugc dic diém tdm Iy chung cua
khach hang.

*1*B,ié't duogc nhitng k¥ ning can thiét d¢ nam
bat tam ly khach hang.

<Ung dung dugc cac thu thuat ban hang dé




NOI DUNG

PAC PIEM
K

NHUNG KY NANG CAN TH
TAM LY KHACH

PAC TINH CUA MOT SO
HANG CHU
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1. PAC PIEM TAM LY CHUNG CUA

KHACH HANG

KHACH HANG LA AI ?
Khach hang : la nhitng ngwoi mua mét cai gi do cua
ta hay can ching ta phuc vu.
Khach hang : la nhitng ngwoi dem lai loi nhuan cho
ta.
Khach hang : |a nhitng ngwoi tra lwong cho ta.
Khach hang : la nhitng ngwoi luon luon ding.

Khach hang : 14 nhitng ngwoi c6 quyén lwa chon.
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Pac diem tam ly chung cta khach hang

< Khach hang muon dugc mua hang co gla tri su
dung cao, chat lwgng dam bao, co tinh tham m§¥.

< TUi tién ctia khach hang gan trai tim hon khoi 6c.
“¢*Thich mua ré hon nguoi khéac.

“*Khach hang thich dugc ton trong, thich duoc
khen.

< Thich dugc hwéng dian chu dao vé hang hoa.

“Muodn dugc thuin tién trong mua ban w
“*Chiu anh hudng cta phuong thirc ban..... ‘
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T] UONG

Ban la mét NV ban hang tai cira hang BTDD. Ban
dang tiép mot cd gai tré ma bé ngoai trong rat
thdi trang. CO ay n6i mudn mua mot chiéc BTDP
nhd, kiéu dang dep va c6 nhiéu chirc nang. Ban
da gi¢i thiéu cho cd ay mét sO mau hang nhwng
dwdng nhw ¢ ay van chwa hai long.

Pé phan héi lai thong diép cda khach hang,
ban sé noi gi ? ‘
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Cac giai doan t y cua qua trinh
mu ng

QUYET DINH

HAM MUON

J

QUAN TAM

_
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2. NHUNG KY NANG CAN THIET PE
NAM BAT TAM LY KHACH HANG
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Qua trinh giao tiep

Guwi Nhan

Giai ma

Nguwoi gii
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4 N\

Theo pan, ng,he
co dong nhat
vQi lang nghe?




Lang nghe

PHAN BIET GIPA NGHE VA LANG NGHE

d NGHE la mét qua trinh thu déng, trong do ban
dén nhan tat ca cac am thanh dén tai ban.

0 LANG NGHE la mét qué trinh cha dong. N6 bao
gbm viéc st dung cac kién thirc va kinh nghiém
hién co dé hiéu thdng tin mai.
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Cac kiéu nghe

Chung ta thwong nghe véi 4 mirc do khac nhau
«Chung ta c6 thé I nguoi khéc, thue sw la khong nghe
gi ca

«Chuing ta c6 thé gia vér nghe dé lam cho ngudi khéac
an tdm bang céach 1dp di 1ap lai mét cach méay moc.
Chuing ta c6 thé nghe ¢6 chon loc.

Chung ta co6 thé chdm chu nghe.

-Nghe thiu cam
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. Cach dé nhan phan hoi

. Giai quyét van deé va cai
thién dich vu
. Thé hién su quan tam

cham soc cua ban
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Trao d ng tin

,
- Gap mat tryc tiep — N6i chuyén —
10 "2 (=12 }| © Quan sat bang giac quan

o A Phiéu gop y -
Gian tiep ng tin qua bao,
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3. PAC TINH CUA MOT SO NHOM

KHACH HANG

*Phu nlr

<*Nam gi&i

< Ngwoi cao tuoi
“*Tré em

< Ngw&i 6m dau, bénh tat

“<*Ngwoi nwwéc ngoai
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TINH HUONG

Ong John, cha ciia Jane mua cho con gai mét con bap bé. Bé
rdt yéu quy con bap bé nay va dar tén no 1a Baby. Mgt hom,
bup bé bi gy tay. Jane rdt buén, khoc va chang chiu dn uong
gi. Ong John hira sé mua cho bé mét con bip bé khac nhung
Jane khong chiu. Ong bén dem bup bé gay tay dén cira hang
dé sira. Hai ngay sau, blp bé dwoc givi trd kém theo mét birc
thw ngin “Théan giwi Jane! Bup bé Baby da lanh bénh, khéi
gay tay, cO thé choi véi vdi bup bé dwoc réoi diay. Nhé cham
soc Baby nhe nhang, cin thdn hon.” Bac Si Semon.

Jane rdt vui va néi cha ddn bé téi dé cam on bac si.

Ban nhan Xxét gi vé nha kinh doanh nay, tir dé rut ra bai hec
kinh nghiém cho ban than?

Tam ly kinh doanh — GV Lé Xuan Thay ==



TINH HUONG

Ba Ngoc thwéong mua hang nhiéu nadm & siéu thi X va
bay gior ba khéng mua ndra vi thai dé phuc vu cua nhan
vién khong tét. Ba la mét khach hang nhdé, méi tuan chi
mua 1.000.000VND. Khi dwoc hoi cac nhan vién ban
hang ho chadng lo Iang, suy nghi gi, thAm chi ho con
khong biét viéc ba khéng con mua hang & dé ndra. X la
mét siéu thi Ién. Ho that sw khong can ba. Ho van séng
dwoc néu khdong c6 1.000.000VND/tudn cua ba.

Yéu cau:

1. Anh/chi cé nhan xét gi vé biéu hién quan hé cda nhan
vién ban hang v&i ba Ngoc (khach hang)?

2. Hay wére tinh gia tri kinh té ma siéu thi X sé mat di néu
ba Ngoc khéng mua hang tai day.

3. Dong vai tro la nhan vién ban hang cua siéu thi X, anh/
chi cé thay déi quan diém dé khéng? Thay déi nhuw thé
nao?

-)7 7.
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