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TANG TOC cO MAY
BAN HANG BANG SPIN!

rong linh vyc quén tri kinh doanh, ban hang
luén dugc coi 1a mot nghé ddy siic hdp dan va
tha vi. Mét chuyén gia ban hang da néi, hdu
nhu chung ta déu phéi ban mét cdi gi d6. Nhung thanh
cong trong linh vyc nay lai 1a viéc khong hé don gidn.
Da c6 rt nhi€u cuén sich viét vé€ ban hang. Méi
cudn lai tiép cin bian hang theo nhiing khia canh va
céch thic khac nhau. Nhung khong giéng nhu cic cuén
sach khac, Ting toc ban hang bang SPIN cta tac gia Neil
Rackham khong noi vé€ ngh¢ thuic ban hang thong
qua céc bi kip ma dwa ra mé hinh chudi cau hoi SPIN
(viét tdt clia Situation questions, Problem questions,
Implication questions, Need-payoff questions hay con
goi 1a cac cau héi Tinh hinh, ciu héi Vin dé, cau hoi
Goi y va cau hoi Chi phi nhu cdu). Cuén sach khong
phai la ly thuyét sio rong vé cach ban hang ma la nhiing
nghién ciu hét sic khoa hoc va cy thé cia Huthwaite —
cong ty chuyén nghién ciu vé€ phuong phap ban hang

hiéu qué ctia Neil Rackham.
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Doc Ting toc bian hang bang SPIN, ban c6 thé thiy
dugc sy khic nhau giita ban hang quy mo 16n va ban
hang quy mo6 nho. Ban ciing s¢ hi€u dugc tai sao co
nhtng tht thuit ban hang c6 thé thanh cong véi cac
cudc ban hang quy mé nhé nhung lai kém hi¢u qua
trong cdc thuong vu 16n, va rdt nhiéu diéu thu vi khic
chi c6 thé tim thdy trong Zing tdc ban hang bing SPIN.

Quan trong hon, cuén sich con giap ban bién ly
thuyét thanh nhiing chién lugc ban hang hi¢u qud hon.
Tiing téc bdn hang bang SPIN cta Neil Rackham la cuén
sach gdy dugc rdt nhi€u sy cha y cta giéi ban hang
chuyén nghiép va ctia nhitng ai thit sy coi ban hang la
moét nghe thuat.

Cung v6i mot s6 cudn sach khac trong bd sach ban
hang do Alphabooks xudt ban nhv Kinh Thinh vé nghé
thudt bdan hang, D¢ tré thanh nhin vién bdn hang bic
thdy, Ky ndng bdn hang, ... Ting toc ban hang bing SPIN
that sy [a mot tai liéu gia tri va bé ich, cdn thiét cho bat
ctt ai mudn thanh cong trong nghé ban hang.

Tran trong gisi thiéu cung doc gia!

NGUYEN THI VIET THANH
CEO caravat. Com
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LO1 GIGI THIEU

4y la mot cudn sich vé cach d€ ban hang thanh
cong. Viy di€u gi tao nén sy khac biét gita
cudn sach nay voi hon 1.000 cudn sach vé ban

hang khéc? Co hai diém:

1. CUON SACH VIET VE VIEC BANHANG QUY MO LON

H4u hét cac cudn sach vé€ ban hang hién nay sit dung
nhiing khuoén miu va phuong thic dya theo tiéu chi
gid ré va viéc mua ban dién ra mét 14n. Vao nhing nim
1920, E. K. Strong da ti¢n hanh nhiing nghién ciu vé
cdc cudc ban hang quy moé nhé dé€ phat trién nhing y
twdng ban hang méi nhu: cac tinh ning va loi ich, ky
thudt két thuc, phuong phép xi ly 1oi tit chéi va cic cau
hoi mé va déng. Hon 60 nim qua, nhing khdi ni¢m
nay vin dugc sao chép, phong theo va cai tién d€ 4p
dung cho #t cd cac cudc mua ban. Tham chi, mot vai
6 vén ban hang cho cic thuong vu quy moé lon van dua
ra nhing 16i khuyén theo mo hinh ci. Diéu nay thét sai
l4m, bsi nhing chién luge ban hang truyén théng da
trd nén l6i thoi trong moi trudng kinh doanh ngay cang

ning dong va phic tap hién nay.
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Toi tin, diy 1a cuén sich ddu tién dua ra moée cai
nhin hoan toan méi mé vé ban hang & quy mo lon va
nhing ky ning cin thi¢t d€ thanh cong. Ban sé thiy,
c6 nhiing di€u hiu ich trong ban hang quy mé nhé
nhung lai khong c6 anh huéng tich cyc dén thanh cong
ctia ban khi quy mé ban hang ngay cang lén. Nhiing
thuong vu 16n doi héi nhing ky ning méi. Va cuén
sach nay sé& cung c4p cho ban nhing ky ning do.

2.DUA TREN NGHIEN CUU

Day la 4n phdm ddu tién vé€ két qua ctia dy 4n nghién
cttu 16n nhit trong linh vyc ky ning ban hang. Déi
nghién ctu ctia toi tai Huthwaite da phan tich hon
35.000 mua ban trong hon 12 nim nhim cung cdp
ky ning ban hang thanh cong. Cé rt nhiéu y kién vé
phuong phédp ban hang, nhung lai thi€u cac nghién ciu
thyc t€. Toi da tien hanh cudc nghién ctu duge moé ta
trong cudn sich nay vi to6i khong hai long v6i nhiing y
kién do. Toi mudn c6 bing ching. Va sau cudc nghién
ctiu, t0i c6 thé dua ra bing ching vé€ cach dat dugc
thanh cong trong ban hang quy mo lén.

Cudn sach nay danh cho nhing ngusi coi trong
cong viéc ban hang — nhiing ngusi coi viéc ban hang
nhu mét nghé cao cdp doi hoi moi ky ning, su tip
trung va sy chuyén nghiép. Toi ciing viét vé cach tao
nén nhiing thuong vu 16n — nhing vu mua bdn quan

trong chia dyng loi nhudn va tién thuéng hdp din voi
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nhiing chuyén gia ban hang hang ddu. Trong nhing
nghién cdu nay, ching t6i da hgp tic v6i nhiing chuyén
gia ban hang hang dau dén tit hon 20 t6 chiic ban hang
l6n nhét the gioi. Nho viéc quan sat hanh dong ctia ho
trong nhitng thuong vu 16n, chung t6i ¢6 thé kham pha
ra bi quyét thanh coéng ctia ho. D¢ chinh la cht dé cta
cudn sach nay.

Toi tin nhing phuong phip trong cuén sich sé
giup ban ban hang hiéu qud hon. B&i vi di€u do da
dugc kiém nghiém qua cic nghién ctu cta chung toi.
Khi méi kham phd ra nhing phuong phép nay, chung
t0i khong chic chung c6 lam ting hiéu qua ban hang
khong. Thtt nhat 1a, vi phat hién ctia chung t6i c6 thé
gdy tranh cdi va mau thudn tryc tiép voi hdu hét cac
khéa dao tao ban hang hi¢n c6. Ngoai ra, chung t6i
ciing khong chic liéu cac phuong phéap dugc cic chuyén
gia ban hang thanh cong st dung c6 qud kho dé ap dung
rong rdi hay khong.

Vi vdy, ching t6i da danh bay nim dé kiém nghi¢m
trude khi cong bd nhiing y tudng ctia minh. Trong thei
gian do, chung t6i da dao tao vai nghin nhan vién ban
hang theo cic phuong phip dugec mo ta & day d€ giup
moi nguoi thanh céng hon trong nhiing thuong vu lon.
Khi so sanh hiéu sudt lam viéc thi 1.000 ngusi dugc
chang t6i dao tao dat miic doanh thu trung binh cao
hon 17% so v6i nhitng nhom déi ching tir cac cong ty

cung linh vyc. Do d6, téi tin ring cuén sach nay sé dem
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dén cho ban nhiing phuong phap ban hang hi¢u qua.
Chung da hé trg hang nghin ngusi thanh cong trong
cdc cudc ban hang quy moé l6n — va chang ciing c6 thé

héu ich véi chinh ban.



01

HANH VI BAN HANG
VA BAN HANG THANH CONG

hiéu nim truéc, mot cong ty thudc danh sich
Fortune 100 chuyén vé tuyén dung va dao tao

nhén sy nho chiang t6i tim hiéu nguyén nhéan

s6 lugng cic cudc ban hang ctia cong ty ho thip hon
30% so v6i k& hoach. D€ tim hiéu di€u nay, chung t6i
st dung phuong phdp phén tich hanh vi — m¢t phuong
phép méi dya trén viéc quan st cic nhan vién bén hang
lam viéc nhdm tim ra cach thic ban hang hi¢u qua nhat.
Chung t6i d4 tién hanh quan sat 93 cudc mua ban,
xem xét tit nhitng nhan vién lam viéc t6t nhit dén nhiing
ngudi lam viée chua 6t bing. Va sau hai thang, chang
t0i bdo cdo két qud véi pho téng gidm d6c cong ty. Két

qua chung tdi dua ra khién ong vo cung tic gidn vi né
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di ngugc lai kinh nghi¢m ban hang truyén théng. Theo
kinh nghi¢m bdn hang truyén théng, viéc két thuc, xt
ly 1oi tit ch6i va thim do dugc xem la ba yéu 6 quan
trong nhit cta nghé thuit ban hang. D6 la nhiing ky
ning co ban quyét dinh thanh cong cta viéc ban hang.

T4t cd cac cong ty déu dao tao, trang bi cho nhan
vién ctia ho nhiing kj ning nay bao gém cd nhiing tap
doan l6n nhu IBM, GTA, Xerox, AT&T, Kodak,...
Nhung két qua cudc nghién ciu cha chang t6i lai cho
thdy vin dé khong ndm & ba yéu 8 do.

Vi khi do, t6i vAn 1a mot nha nghién citu tré tudi,
it tiéng tim, khong da khé ning thich thic nhing bo
oc ting trdi trong dao tao ban hang & nhing cong ty
hang ddu th¢ gisi, nén vi phé t6ng gidm déc cho ring
cdc két ludn cta chung t6i 1a sai [Am. Toi gdm nh&m thit
bai trén sudt chuyén bay quay vé€ va phai thita nhan la
nhiing din chung toi dua ra chua du thuyét phuc. Néu
& vi tri ctia vi pho téng gidam déc kia, t6i ciing s& khong
tin nhing di¢u do.

Ké tu thét bai do, t6i cung cic d6ng nghiép da thu
thap rdt nhi€¢u bing ching thuyét phyc. Trong 10 nim,
ching t6i da ti€n hanh nghién ctu 35.000 vy mua ban
& 27 qudc gia va tim ra hon 166 yéu 6 dnh hudng dén
viéc ban hang. Nhing nghién ciu do giup t6i o6 thé
dua ra nhiing loi giai ddp thuyét phuc hon cho vi phé
t6ng giam ddc kia nhu:
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* Nhiing phuong phdp ban hang truyén théng chi
hitu ich cho cic cudc ban hang quy mé nho cha
khong con hitu ich khi quy mé6 ban hang ngay
cang l6n. Do ciang la ly do cac chuyén gia ban
hang hang d4u ctia cong ty 6ng khong tin tudng
vao cic ky thuat nhu két thac ban hang hay xt
ly loi tit chéi.

* Hién nay, c6 rdt nhi€u ky thuit hiu ich ma
nhiing chuyén gia ban hang thanh cong st dung
trong cic cudc ban hang quy mo lén. Tai thoi
diém do, chung toi chua hiéu biét ddy du vé
chung d€ dién gidi mot cich thuyét phuc nhung
bay gi, ching t6i da c6 thé thuyét phuc vi pho
giam déc do ring nhiing nhin vién bdn hang
hang d4u cta 6ng da st dung mot chién luge
ban hang hiéu qua c6 tén la SPIN va rdt nhiéu
ky ning khac d€ ban hang thanh cong.

Ngoai ra, nhiing cong ty dao tao theo mo hinh
truyén théng véi cic ciu hoi dong/ma, gidi quyét loi ar
chéi va két thuc ban hang cling cdm thdy khong hai long
v6i cac k§ ning ban hang truyén théng. Hai phin ba
cac cdng ty duge nhic dén trong cudc hop cing da phii
dén Huthwaite d€ yéu cdu chung toi thiét ké lai nhing
khoéa dao tao ban hang quy mo lon. Dya trén nghién
cttu vé€ cic yéu t6 thanh cong trong ban hang quy mo
l6n, chang t6i da giup ho chuyén tit ban hang theo cich

truyén théng sang cich ban hang mdi, hiéu qua hon.
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BAN HANG THANH CONG & QUY MO LON

Khi bt ddu nghién ctu, muc tiéu cta chung toi la chi
ra cac phuong phdp dao tao ban hang truyén théng rit
hitu hiéu va c¢6 anh hudng tich cyc t6i thanh cong cua
viéc ban hang. Nhung chung t6i di gip thit bai khi
st dung nhiing phuong phip doé nhim ning cao két
qua bdn hang. Vi vy, chung toi bit ddu nghién ctu
cic phuong phap dugc trinh bay trong cuén sich nay.
Toi théy rdt tha vi khi nghi ring nhiing két qué nghién
cttu nay dang thach thac nhing phuong phap ban hang
truyén théng. Toi dugc day — va co lé ban ciing dugc
day ring mot cudc ban hang gém nhiing budc sau:

1. Mé diu cugc bdn hang. Nhiing hoc thuyét ¢
dién vé€ ban hang day ring phuong phdp hiu
hi¢u nhit d€ bit ddu mot cudc ban hang la xac
dinh s¢ thich va méi quan tAim ctia nguoi mua
va d€ ho thdy nhiing lgi ich ban d4u.

2. Diéu tra nhu cdu. Hiu hét nhiing nguoi da dugc
dao tao vé ban hang trong 60 nim qua déu dugc
day vé cau héi dong va mé.

3. Dua ra lpi ich. Khi dia xac dinh dugc nhu ciu
ctia khich hang, hay cho khich hang thiy lgi
ich cta viéc st dung sin phdm hodc dich vu ban
cung cap.

4. Xat ly loi ti chéi. Ban ting dugc day ring xt ly
nhiing loi tif chéi 1a mot ky ning thiét yéu cha
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ban hang thanh cong va ban s¢ biét nhiing ky
thudt xt ly 1oi tit chéi co ban nhu phén loai loi
tit chéi va st dung chung mét cach phu hgp.
Tuy nhién, nhing chuyén gia ban hang thanh
cong thudng tip trung vao viéc ngin chin cac
161 tir chdi chi khong xt ly chang.

5. Kj thugr két thiic. Nhiing ky thuat két thuc ban
hang c6 hi¢u qua & quy moé nho s& khién ban
that bai khi quy mo6 ban hang ngay cang lon.

Tom lai, nhitng m6 hinh, phuong phap va ky thuat

ban hang truyén théng dat hiéu qué lén nhit trong ban
hang quy mé nhé chua chic da thanh cong véi ban
hang quy mé l6n. Ban hang quy m6 nhé nghia la cudc
mua bén thuong chi dién ra mét l4n va co gia tri thép.
Nhiing ky thuit ban hang véi gid tri thdp nay (ra doi
vao nhing nim 1920) khéng con phu hgp va co hi¢u
qua véi nhiing cudc ban hang phiic tap va c6 gia tri lon.
Vin dé cta nhing ky thuat ban hang nay khong phai
vi chung qua lac hdu; moi ngusi vin c6 thé tiép tuc
st dung chung sau 60 nim nhung chi v6i nhitng cudc
mua ban gidn don va gia tri thip. Hiu hét cic tac gid va
ngudi thiét k& chuong trinh dao tao di gid dinh khong
chinh x4c ring di€u gi c6 hi¢u qud voi ban hang quy mo
nhé thi duong nhién c6 hi¢u qua & quy mo 16n hon,
nén moi ngudi déu cho ring nhing ky thuit ban hang
truyén thdng cling c6 hiéu quéd twong duong trong ban
hang quy mé 16n. Nhung t6i sé cho ban thdy nhing tha
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thudt c6 hiéu qud & ban hang quy mé nhé tham chi ¢6
thé gy #0n hai dén thanh cong cta ban khi cong viéc
ban hang phat trién voi quy moé lon hon — ciing nhu
chia s¢ nhiing két qué nghién ctu vé nhitng mé hinh
mdi, hiéu qua hon d€ giup ban thanh cong trong ban

hang quy mé loén & cic phén sau.

BAN HANG QUY MO LON

Cuén sich nay danh cho nhiing nguoi ban hang & quy
mo 16n, nhing ngusi chua théa min voi hiéu qué do
mo6 hinh ban hang truyén th6ng mang lai. Nhiéu nguoi
ban hang & quy mé 16n phan nan ring nhing khoa dao
tao ban hang truyén théng khién ho cim thdy minh
nhu nguosi ban xe hoi cii vdy. Diéu t6i t¢ nhdt la khach
hang cdm thdy bi coi nhu nhing t¢n khe, bi lgi dung,
161 kéo, lira loc bing nhiing ménh khoe. That déng tiéc,
nhing chuong trinh dao tao kiéu nay lai rdt phé bién
va chinh nhiing 161 khuyén tit nhiing chwong trinh nay
da tré thanh thim hoa cho ban hang quy mé lén. Muc
titu chinh cta chuang t6i 1a thay th¢ nhing moé hinh
qua gidn don bing nhiing mé hinh dugc thiét k& dic
bi¢t danh cho nhiing doi héi ctia ban hang quy mé lon.

Co6 nhiéu cach goi khac nhau vé ban hang quy moé
160, vi du nhu: ban hang voi hgp dong lon, ban hang
gia tri cao, ban hang h¢ théng hoic ban si. Du sit dung
thudt ngit nao thi chung ciing déu co nhing dic diém

giéng nhau.
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Dic diém quan trong nhét la dic di€ém vé linh vyc
tAm ly khich hang ctia ban hang quy mo lon. Chinh
nhiing thay d6i trong nhin thac va hanh vi cta khich
hang sé tao nén sy khac biét & ban hang quy mo lon.
Hay xem nhiing khéc biét do la gi va c6 tic dong th¢

nao dén ngh¢ thuit ban hang cta ban.
Chiéu dai cta chu trinh ban hang

Trong khi mét cudc ban hang don gién, gid tri thp
thuong chi dién ra trong mot 14n giao dich thi mét cudc
ban hang quy mo lon lai doi hoi rdt nhiéu cudc giao
dich va dién ra hang thang. M6t ngusi ban hoc cii ctia
t6i ban hang trong linh vyc hang khong tiing c6 giai
doan trong sudt ba nim khong ban dugc bat ky mon
hang nao. Mot cudc ban hang quy mé lon c6 thoi gian
giao dich kéo dai. Nhung khong chi c6 thé. Diéu quan
trong la trong nhiing cudc ban hang véi nhiéu 14n giao
dich, ngusi ban co tdm ly khac hin nhiing cudc bin
hang mot 14n. Yéu t6 then chét 6 déy la trong ban hang
mot lan, quyét dinh mua hang thuong xudt hién khi c6
sy xudt hién ctia nguoi ban, trong khi & ban hang nhiéu
lan giao dich thi nhiing ban bac quan trong va thin
trong nhét ti€p dién khi ngusi ban hang khdng hién
di¢n trong khodng thoi gian gitta nhiing 14n giao dich.

Néu la moét nha hung bién thong minh, ngusi co
thé dua ra nhing 161 n6i ddy thuyét phuc, t6i chic chin

s& thyc hién cudc ban hang mot ldn rét su6n sé. Khich
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hang c6 thé 4n tugng bdi 16i chao hang tuyét voi cta t6i
nén doéng y dit hang ngay. Nhung diéu gi sé xay ra néu
do la mot chu trinh ban hang dai hoi hon, liéu t6i c6 thé
nhédn dugc don dit hang ngay sau loi moi chao khong?
Trong nhiing diéu t6i vita néi, con dugc méy phan dong
lai trong khach hang sau khi t6i roi di? Liéu ho c6 thé
thudc lai 161 chao hang troi chéy, trau chuét cta t6i véi
ong chi cta ho khong?

Nhiing ciu héi nhu th¢ thac ddy chung t6i tién
hanh moét nghién ciu nhé tai moét cong ty cung cdp
thiét bi vin phong, noi ching t6i thdy ring sau khi chao
hang mot tudn, khich hang chi nhé chua dugec mét nira
nhing ndi dung then ch6t ma nhan vién ban hang gisi
thiéu v€ sin phdm. Di€¢u ¢ nhit la sau khi nghe gisi
thiéu vé€ sin phdm, khéch hang da hita hen mua loai sin
ph&m nay nhung nhi¢t tinh ban ddu d6 da mit di chi
trong magt tudn.

Loi chao moi 6t ¢6 thé tac dong ram thoi dén khach
hang trong vong vai ngay. Cho nén, néu ban c6 thé
quyét dinh ngay tai ché - gi6ng nhu ban thuong lam
trong ban hang mot lan, thi khong c6 ly do gi khong
tan dyng téc dong tam thoi ctia loi gisi thiéu sin phdm
dé gia ting nhi¢t tinh ctia khach hang va giap ban dat
dugc hiéu qué tdc thoi. Nhung ban s¢ gip ric r8i néu
khong quyét dinh ngay lap tirc. Tudn sau, khach hang sé
quén gin hét nhiing di€u ban da noi va khong con min

ma voi sin phdm nita.



