8 BUO'C TELESALES - CHINH PHUC KHACH HANG

Han hoan chao mirng ban dén véi cuén Ebook 8 BUOC TELESALES. Py 1a mét chwong
nhé trong Cuén séch Bi MAT TELESALES- CHINH PHUC 100% ma toi dang hoan
thanh.

Ban ciing di biét, ban hang qua dién thoai ngay cang tré thanh mot hinh thac ban hang phd bién
tai Viét Nam. Da c6 khong it cac doanh nghiép lon tré nén thanh cong vang doi nho sy gop suc
cia TELESALES: dién hinh 1a Prudential, ACB, Viettel..Tuy nhién ciing c6 khong hé it nhirng
Doanh nghiép rng dung hinh thirc ban hang nay va gap phai nhitng ton that thwong hiéu nghiém
trong. TELESALES Ia hinh thiric ban hang cuc tot nhung né sé 1a con dao 2 Iudi néu nhu ban
khong c6 chién luoc BAN HANG phu hop. Néu c6 thé, tdi sé tu van sau hon cho ban. Tuy nhién
trong pham vi Ebook nay,tdi s& gilp ban xay dung 1 khung chuan caa bai BAN HANG QUA
DBIEN THOAL. T6i tin, néu thuc hién ding cac budc trén,Doanh sé cua ban va Doanh nghiép cua
ban s& dat duoc mbc Ky luc.

8 BUOC TELESALES

Buéc 1: Chao héi —tao sw lién két

Pay la phan quéa quan trong va phan 16n cac Telesales that bai ngay tir Vong Giri Xe nay.

Chay:
Xuwng hé: TUy timg d6i twong khach hang ma ching ta c6 cach xung hd phu hop.
- Néu béan san pham cho sinh vién: Xung hé Anh/Chi va em. NGHIEM CAM MINH VA

BAN, CAU VA TO.
- Néu ban san pham danh cho ddi tuong da di lam: Xung ho Em va Anh/chi.

Xuwng danh: Nghiém cam dugc ndi minh 1a nhan vién chiam séc khach hang hodc cong tac vién.
Hay néi minh 1a phu trach, 1a quan 1y, chuyén vién dé thé hién minh 1 nguoi sin sang giai quyét
va chiu trach nhiém toan bo nhitng thong tin lién quan dén san pham.
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CACH XUNG HO va XUNG DANH SE TAO CHO KHACH HANG CcO CAM GIAC BAN

CO PHAI CHUYEN GIA VE SAN PHAM BAN BDANG BAN HAY KHONG. Diéu nay cuc ky
quan trong

Tao sw lién két: C6 3 dang lién két ma ching ta cd thé su dung:

- Quen + biét thdng tin tir viéc cng nhau tham du 1 chuong trinh nao d6

- CO6 théng tin tir mot nguoi ban, anh em ho hang cua ho

- C6 thdng tin tir viéc minh thiy ho xuat hién trén béo tri hoic phuong tién truyén thong
nao do, c6 thé 1a tir website ciia ho va cong ty ho.

-

L

Trong budc 1 ndy, ban phai bang moi gia tim duoc su lién két nao d6 dé noi véi khach hang. Tao
cho ho cam giac “c6 mot méi lién quan nao d6”. Ho s& lang nghe ta noi tiép.

Buwéc 2: Tao théng béo cé siec cudn hiat khong thé cudng lai dworc.

Théng bao nay dua trén GIA TRI DAC BIET NHAT ma san pham caa ban cd thé mang lai cho
khach hang 1a gi. Hay dit cho n6 1 tua dé that soc. Toi thay cd trung tdm tiéng anh, ho dat cau
thong bao kha hay: PHUONG PHAP HQC PAC BIET GIUP BAN GIAO TIEP THANH
THAO TIENG ANH TU 3-6 THANG hoic c6 bén Bat Bong San ho néi rang: Gilp ban s& hitu
nha tri gia 2 ty ma chi can ban c6 s6 von ban dau 500 triéu. ..

&
N B
—
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Chic chan ban phai tao duoc 101 thong bao dé cudn hit khach hang — Néu khong thé tim duoc
thi ¢6 2 ly do: Hoic 1a ban chua biét cach GIAT TIT — Hoic san pham cua ban ching hé c6 ty
gié tri ndi bat ndo. HAY BO NO PI NGAY VA LUON NHE.

Bwéc 3: Kham pha van dé ciia khach hang

Cau két cua budc tao thong bao ludn theo kiéu: Xin vai phat dé néi rd hon vé San pham
cua chiing ta. Hau hét cac Sale déu tuan 1 trang dai: “Bén em c0.......... san pham cia
€M CO..evvuenne Cong ty em c6....” N6i chung 1a du 1a néi bang ngdn tir ndo thi ciing s&
khéng 6n. Boi ddy 1a tu duy chi thich ni vé& minh ma chang thém cho nguoi khéc céi
cam giac 1a ho nhan duoc gi — tham chi con khéng thém biét khach hang dang thuc su
gap Vvan nao.

Hay khéo 160 dé bit dau cau chuyén bang 1 cau hoi véi ly do: can biét thém chut it
théng tin dé tw van cho khach hang mét cach chinh xac nhat. Ldc nay khach hang sé&
ty dong tuan cho ban 1 trang nhitng van dé va viéc caa ban 1a diém huyét vao cac van dé
do

Néu khach hang khéng cai ma dé bay to ly do — Hay muon 1oi nguoi thir 3 dé goi ¥ xem
ho ¢ gap mot s6 van dé nhu cac khach hang khac cua ching ta hay khdng. Hay chon céc
van dé ma san pham cua ching ta giai quyét tt nhat.

Luu y: Khi khach hang néu van dé- hdy ling nghe dé tim ra KEYWORD va té rd su dong
cam ctiia minh véi ho - cho khéch hang biét rang van dé cia ho 1a van d& ma rat nhiéu nguoi
khac ciing gap phai va ddy 1a van dé rat nghiém trong — (V& ra vién canh rii ro néu cac van
dé nay khong dwoc giai quyét)

Budc 4: Trinh bay giai phap

Hay noi voi khach hang: Moi van d& ma ho dang gip phai s& duoc giai quyét hoan toan
nho ¢6 giai phap ma chiing ta dwa ra sau day. Khach hang chi can lam theo cac budc that
sy don gian sau day:
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Trong phan giai phép nay, phai don gian hoa van dé dén murc tuyét d6i dé khach hang dugc giam
bét rao can dé hanh dong.

Luwu y: Giong ndi tu tin va chiac chan — thé hién minh dang 1a chuyén gia trong viéc tu van san
pham nay — hoan toan chiu trach nhiém vé thong tin ma minh dua ra

Buwéc 5: Tao uy tin cho san pham:

Phuong phap tao uy tin tét nhat d6 1a Dung cam nhan caa nguoi thir 3 — tét nhat 1a khach hang
cii. Hay ké cho ho nghe cau chuyén ciia ngudi khéac truéc khi sir dung san pham ra sao — sau khi
st dung san pham ho thiy hai 10ng nhu thé nao.
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Pay 1a bude dé ching minh chat lugng san pham vai khach hang ngay khi ho chua st dung san
pham. Vi thé can c6 nhitng minh chiing thuc té, cang lién quan dén danh gia t6t cua s6 dong
hoic cua ngudi ndi tiéng cang tét.

Cao tha hon nira: Hay cho ho biét — ban sin sang cam két bang chinh uy tin ca nhan ciia minh va
néu khach hang sa hitu san pham, ban s& 1a nguoi chiu trach nhiém dé gitp ho st dung tét nhat
cac tinh nang san pham do.

Budéce 6: Dat cau hoi va can néo véi khach hang:

CAM BUGC HOI KHACH HANG MUA HAY KHONG nhé. Hay khon khéo bao ho tuong
tuwong cai cam giac khi s¢ hiru san pham nay, duoc tan huong cai cam giac A, cam giac B khi
khong phai gap nhitng van dé nhu phan dau ho chia sé¢. Ho va nguoi than hoic dong nghiép
hoac ai d6 khac nira s€ ¢6 thém cam giac D, E, G gi do...... that su tuyét voi.

Sau d6 hiy dung cau hoi can ndo: “ANH/CHI DA SAN SANG PE SO HUU SAN PHAM NAY
ROI CHU Al”

Chéc chan ho s& khdng tra 161 C6 ngay dau. Hodc 13 ho s& n6i KHONG, hoic la yéu cau ban dua
thém thong tin dé ho co thé quyét dinh

- Néu ho n6i KHONG, hdy hoi ly do nhé...khi ho néi ra Iy do thi ban s& dua vao noi
dung ho néi va thai d6 dé nhan biét ho kiém cd tir chdi thdi hay nhing Iy do ho dwa ra
la Cé that.

o Néu Iy do do6 co that thi hiy tu van thém — xody vao MAT MAT, rai ro néu
khéng nhanh chéng s& hiru san pham.

o Néu d6 1a cai cé thdi — tic Ia ho dang chwa phai 1a nguoi thuoc nhom khach
hang tiém ning nhit cua ban dau. Bé chinh thic di dén két luan nay - Hay
chac chan cac budc trén ban 1am tét nhé.

- Néu khéch hang khdng mubn nghe tiép vi bat ky 1y do gi d6, hiy lam 1 trong s cac
thao tac sau:

o Xin phép duoc dén truc tiép(Néu khach kéu chwa hiéu 1am)

o Xin phép duoc goi lai vao gio/ngay cu thé (Néu khach hang kéu ban)
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o Xin Email dé gui khach hang 1 gié tri dac biét nao do giup ich cho ho ngay ca
khi ho chwa mua hang. Diéu nay doi hoi ban va Doanh nghiép cua minh phai
ludn ¢6 san san pham CHO PI, cai nay chiing t6i goi la SAN PHAM PHEU.
Pay 1a thir gilp ban ti vu héa moi cudc dién thoai.Néu 1a KHACH HANG
TIEM NANG - LAM BU CAC BUOC TREN THi CHAC CHAN HOQ SE
MUA HOAC TOI THIEU LA NHAN QUA. D¢ 14 lac hé thong chim soc tu
d6ng: Email — Sms caa ban phat huy tac dung. PUNG BE TINH TRANG 1
CUOC GOI QUA PI MA KHONG NHAN PUQC THONG TIN GI TU
KHACH HANG NHE.

Buwéc 7: Pua thong tin vé gia va qua tang

NOGi ludn véi ho theo ciu tric sau day:
GIA BAN TREN THI TRUONG: A PONG

QUA TANG KEM THEO: TRI GIA B PONG

TONG TRI GIA (A+ B) PONG

Tuy nhién, VI LY DO ....ho s& duoc wu dai gia cuc ky lon: Khdng phai la A+ B nira, ciing
khong phai 1a A, ma la mot mac gia that sy Séc: A/2 hoac muc gia nhé hon A nao do, tiy san
pham cua ban.
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- Tiép theo, hay dua ra sy gigi han dé nhan duogc vu dii nay: C&c loai gigi han:
o Gigi han sé lwong khach hang
o Gi6i han thoi gian mua: tir ngay......dén ngay.....

Pay la phan danh cho CAO THU:

- Sau khi ndi gid va wu dai+ qua tang: Dung tu cach ca nhan ndi vai ho nhu 2 nguoi
ban — Khuyén ho nén sém s hiru san pham nay. Llc nay giong diéu cua ban cong
VGi mirc gia rat hoi 1a 2 yéu té quan trong dé khéch hang néi YES.

- Néu ho TU CHOI — hdy 1am theo Buéc 6

- Néu ho Iudng l, hodn binh — hdy nhic lai cac gigi han

- Néu ho van tiép tuc hoan binh: Hdy GIAM HQ VAO LONG AO bang céch n6i: Em
biét 1a anh chi rat quan tm va nhan ra vai trd quan trong cua san pham nay ddi voi
cdng viéc hoic cudc séng caa minh nhung con bian khodn chwa thé quyét dinh ngay.
Qua cudc nbi chuyén, em ciing cuc ky mén a/chi nén néu anh chi mudn, em s& tam
thoi dién tén anh chi vao danh sach nhan vu dai nay. Chiéu hoic mai em s& goi dién
lai x4c nhan 1 1an nira. Lac d6 quyén quyét dinh cudi cing la do anh/chi.

- Néu ho n6i YES. Hay cho ho biét rang: ban s& bao ngay véi phong ban hang dé ho
ghi tén khach hang vao danh sach khach hang dugc mua san pham véi mic gia wu
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dai. Bung vui mirng ma quén budc ndy nhé vi nhé rang: khach hang chua tra tién cho
ban dau, Ban cho khach hang biét: Quyét dinh mua hang cua ho da dugc thdng béo
VGi cac bo phan lién quan, nhu vy rdo can dé ho rat lui s& rat lon. TY LE MUA
HANG GAN NHU LA TUYET DPOI!

Buoc 9: Kién tri lap di, 1ap lai cac bwéc trén véi cac khach hang khac nhau va tim ra dwgc
KICH BAN TELESALES phu hep nhat véi ban

7
cad

D6 1a nhitng ndi dung co ban cua 9 budc Ban hang qua dién thoai. Néu ban va nhan vién cua
minh chua ap dung triét dé cac bude trén thi hiy lam ngay va ludn. Sau d6 hiy danh gia sy hiéu
qua nhé. Noi dung chuyén sau hon t6i s& cap nhat va néu ban cam thiy yéu thich nhitng chia sé
cua téi — Han Quang Dy. Ban hdy Email cho tdi va tiép tuc nhan Ebook Quy khéc do chinh tay
t6i viét nhé.

Lién hé veai toi:
HAN QUANG DU - CHUYEN GIA PAO TAO PHAT TRIEN CA NHAN
DI PONG: 0982 463 980

EMAIL: gquangdu.fmc@gmail.com

FACEBOOK: www.facebook.com/han.quangdu
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