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Co' S& Ly Thuyét V& Quan Tri Lwrc Lwong Ban Hang
1. Mt S6 Van Dé Co Ban Vé Lwc Lwong Ban Hang
1.1. Khai niém lyc lwgng ban hang

Luc luong ban hang dugc hiéu 1a tap hop céu tric trong t6 chirc luc luong hop dong
thuong mai ctia cong ty. Luc lugng ban khong chi 1 nhiing phuong tién dé tiéu thu san
pham ma con 1 yéu t§ quan trong thuc hién cac chinh sach thuong mai cta cong ty. Do
d6 sy ton tai va phat trién ciia lyc lugng ban hang gan lién v6i qua trinh t6 chirc va thyc

thi hoat dong thuong mai ctia doanh nghiép. (Pham Quéc Luyén, 2016).

Luc lugng ban hang c6 mat & tat ca cac to chuc tur phi 1¢gi nhudn ciing nhu céac t6
chtrc 1g1 nhuén tuy theo chung loai san phém, dac tinh k¥ thuat san phém, nhirng dich vy
cung cip cho khach hang ma thuat ngit ban hang bao tram rat nhiéu chtrc vy khac nhau

trong nén kinh té cta nudc ta.

1.2. Vai tro ciaa lyc lwong ban hang

Theo quan diém hién dai hudng dén khach hang, lyc luong ban hang c6 vai tro rat
quan trong ddi voi hoat dong kinh doanh ctia doanh nghiép. LLBH 14 cau ndi giira doanh
nghiép va khach hang, ngudi ban hang 1a nguoi quan hé truc tiép voi khach hang, thu
thap va trao ddi thong tin can thiét vé khach hang va doanh nghiép, giup khach hang hiéu
rd vé cong ty. LLBH 1a bo phén tiép can thudng xuyén nhat véi thi trudng va khach hang,
dai dién cho doanh nghiép dé thoa man cic nhu cau cta khach hang, gop phan tao dung
hinh anh cta doanh nghiép véi thi truong. LLBH 1a b phan truc tiép kinh doanh ciing

nhu thue hién cic muc tiéu kinh doanh, céc chi tiéu kinh té, tai chinh ctia doanh nghiép

Luc luong ban hang 13 luc luong cdt 161 gitip doanh nghiép thich nghi, sang tao
trong qué trinh ton tai va phat trién cta doanh nghiép. Thu thap thong tin tir thi truong vé
moi truong kinh doanh, d6i thu canh tranh gitp doanh nghiép tim hiéu, thim do nhiing
khiéu nai cta khach hang. Dong thoi xay dung mbi quan hé lau dai voi khach hang quan

trong. (Pham Qudc Luyén, 2016)
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1.3. M6 hinh t6 chirc lwc lwong ban hang.

Lyc luong ban hang 1a cdu ndi quan trong giita cong ty va thi truong. Luc lugng
ban hang cua cac cong ty kinh doanh cdc mat hang khac nhau hay c6 quy mo khéac nhau
c¢6 thé duge to chirc dudi mot sb hinh thirc. Luc lwong ban hang duoc chia 1am ba loai:
Luc luong ban hang cta cong ty, dai Iy va luc luong hdn hop. (Ton That Hai va Ha Thi
Thuy Duong, 2009).

1.3.1. Lyc lwgng bdan hang ciia cong ty

Luc luong ban hang cia céng ty gom tat ca nhitng nhan vién c6 trach nhiém truc

tiép dén hoat dong ban hang. Luc lwong nay chia thanh 2 loai: bén trong va bén ngoai.

Luc lwong bdn hang bén trong (tai ché): Luc luong nay thuong tap trung & mot co
s&, van phong va lién hé véi khach hang chu yéu thong qua dién thoai. Ting ca nhan
nhan vién ban hang hiém khi tiép xuc truc tiép véi khach hang. Loai luc lugng ban hang
nay c6 thé duoc dung nhu lyc luong chinh yéu cua cong ty hoidc 1a lyc lwgng hd trg cho

luc lugng ban hang hoat dong bén ngoai cong ty.

Luc lwong ban hang hoat dong bén ngoai: Luc luong nay dugc trai ra theo vung
dia 1y. Pé luc luong ban hang nay dat hiéu qua cao thi diéu kién can co 1a trong ving
lanh tho 4y phai c6 mot lugng khach hang d 16n. Ngudi dai dién ban hang nay phai c6
trach nhiém ban hang hoac cung g dich vu thdong qua giao dich truc tiép vo1 khach
hang, thong thuong tai dia ban kinh doanh cua khach hang. Ngoai trr hoat dong ban 1¢,
da s6 luc luong ban hang hoat dong & bén ngoai. (Tén That Hai va Ha Thi Thuy Duong,
2009).

1.3.2. Pgi ly theo hop dong

C6 nhiéu dang dai 1y nhung nhin chung ho déu 14 nhitng nha kinh doanh hoat dong
tuong ddi doc 1ap v&i1 cong viée 1a dai dién cho nha san XUt va thuong hudng hoa héng
dai ly. Cac dai ly ciia cac cong ty c6 thé co tén goi, quy md khac nhau song déu c6 nhiing

dic diém chung nhu: Hoa héng, chi phi va doanh s6 ¢o lién hé truc tiép v61 nhau; Do vay

Tham khao mién phi céc tai liéu khac tai luanvantot.com



DICH VU VIET LUAN VAN TRON GOI WEBSITE: LUANVANTOT.COM

ZALO/TELE 0934573149

cac cong ty co thé sir dung dai 1y dé giam bét khoan chi phi cho LLBH. Nhiing dai 1y
thuong da duoc phan chia khu vuc dai Iy rd rang, c6 LLBH tai chd kha thuong xuyén nén
s& dam bao s6 lugng khach hang trong viing kha nhanh chéng; Néu tu than cong ty xam
nhap vao nhitng khu vuc dja Iy nay thi kho khin va mét cong hon nhiéu dic biét 1a ddi

v6i nhitng san pham mai. (Ton That Hai va Ha Thi Thuy Duong, 2009).
1.3.3. Lwc lwong bdn hang hén hop.

Kha nhiéu cong ty st dung loai hinh LLBH hdn hop dé nhanh chéng chiém linh,
bao phu thi truong. Cong ty st dung LLBH ctia cong ty va ca mang ludi dai Iy dé xam
nhap nhiéu loai thi truong khac nhau. Ching han mét céng ty cung tmg cac san pham vat
liéu xay dung va trang tri ndi that c¢6 thé str dung LLBH cia cong ty dé tiép can va cung
mg hang héa cho cac nha thau cha chét tai thanh phd con ddi véi nhimg khu vuc dia Iy
con lai nhu viing ven va céc tinh thi cong ty sir dung céc dai 1y tai chd. M6 hinh nay duoc
duy tri kha hiéu qua khi cong ty huin luyén tot nhan vién ctia minh va cung cap chinh

sach tot cho hé théng cac dai Iy. (Tén That Hai va Ha Thi Thuy Duong, 2009).

2. KHAI NIEM, VAI TRO QUAN TRI LU'C LUQNG BAN HANG
2.1. Khai niém quan trj lwc lwong ban hang

Quan tri1 luc lugng ban hang 1a viéc phan tich, 1ap ké hoach, thuc thi va kiém tra céac
hoat dong cua lyc luong ban hang. Bao gdm xdy dung va to chiic luc lugng ban hang,
giam sat va danh gia luc lugng ban hang, dong vién va khuyén khich luc luong ban hang.
(Pham Qudc Luyén, 2016).

2.2. Vai tro cia quan tri luc lwrong ban hang

Luc luong ban hang 13 yéu t6 quan trong dam bao muc tiéu kinh doanh cta doanh
nghiép. Gitp doanh nghiép sur dung hi¢u qua LLBH.

Gop phan ting ning suit, giam chi phi cho hoat dong ban hang. Gitip doanh nghiép

tao dung dugc mot LLBH chuyén nghiép, co trinh d¢ cao.
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Quan tri lyc lugng ban hang dé nidm bét duogc sb lugng nhan vién thudc doanh sb

ctia cong ty va luc lugng cong tac vién. (Pham Quédc Luyén, 2016).

3. Noi Dung Co Ban Quan Tri Lwc Lwong Ban Hang
3.1. T6 chirc lwc lwong ban hang

3.1.1. Lwa chon kénh phéin phoi

Kénh phan phdi truc tiép: Cong ty thiét lap nhitng quan hé tryc tiép v6i khach
hang hién tai ciing nhu tiém ning thong qua luc lwong ban hang cua cac dai 1y hodc cua
chinh cong ty. Thong thudng nhitng mdi quan hé iy dugc hinh thanh tir nhitng giao dich
truc tiép (gip gd) gitra nhimg dai dién ban hang ngoai van phong cong ty véi khach hang.
Tuy vay d6i khi giao dich nay ciing c6 thé dugc bd sung, hd tro tir luc lrong ban hang

bén trong vin phong cong ty, chu yéu thong qua thu tin va dién thoai.

Truc tiép Gian tiép Hén Hop
Cong Ty Cong Ty Cong Ty
pai || ¥ Pai | | Luc Dai Luc
Ly ]m%'ng Ly Im_rng Ly qu::*ng
bin ban ban
hang hang hang
ctia cua cua
Cong CF?ng Cfl}_ng
b Y
Ty . |
Cac trung gian Céac trung gian
! ! !
Khach K.hach
Khach Hang Khach hang . .
hang hang

Hinh 1.1. Nhitng phwong an kénh phéan phoi

(Ngudn: NXB tong hop TP.HCM, 2008)
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Kénh phian phoi gian tiép: Kénh phan phdi gian tiép thuong dugce dung khi luc
lwong ban hang truc tiép gip kho khin trong viée tiép cin, xAm nhap thi trudng. Ngoai
viéc xam nhap thi trudng, hé théng phan phdi ndy con cung cap nhiing dich vu khac nhu
du trit cho nha san xuét, phan phéi, nhitg hoat dong hd trg ban hang khac.

Kénh phan phoi hén hep: Kénh phan phdi nay la sy két hop giira kénh phan phoi
tryc tiép va kénh phan phdi gian tiép. Doanh nghiép vira t6 chirc ban truc tiép hang hoa,
dich vy t6i tan tay ngudi st dung, vira khai thac loi thé trong hé thong phan phdi cua
ngudi mua trung gian. Trong thuc té, rat hiém co nhitng cong ty chi ding mét kénh phan
phéi. Ho phai st dung nhitng kénh phan phédi hén hop 1a do cong ty phai phuc vu trén
nhiing thi trudng khac nhau véi nhitng dic tinh kinh té va marketing khac nhau.

3.1.2. Lua chon co ciu to chiic.

Co céu t6 chirc ban hang 1a sy phan bo, sap xép nhan sy ban hang mot cach hop 1y
can cu vao kha nang, kinh nghi¢m, tinh cach nhéan vién dé thuc hién chién luoc ban hang
hiéu qua nham mang lai loi ich ti da cho cong ty. Mot sb dang co ciu td chirc ban hang

thuong dung:

Giam doc ban hang

Gidm ddc bin hang

Giam doc ban hang

khu vuc mién Bac va -
" i khu vuc mién Nam
I'rung bo

| | | |
Truong phong Trwong phong Truong phong Truong phong

ban hang dia ban hang dia ban hang dia ban hang dia
phuong A phuong B phuong C phuong D
i | | | I |
NVban |[[NVban | [NV ban NV ban NV ban NV ban
hang hiang dia hiang hing hang dia hang dija
dia ban ban dia ban dai ban ban ban
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Hinh 1.2. Céu tric luc lwgng ban hang theo dia ban
(Nguén: Ths. Pham Qubc Luyén, 2017)

Ciu tric lue lwong ban hang theo dia ban: Theo kiéu cau trac nay mdi nhan vién
ban hang chiu trach nhiém thyuc hién tat ca cac hoat dong can thiét dé ban tat ca san phém
trong dong san pham cua cong ty cho nhimng khach hang tiém ning trong dia ban. Nhan
vién ban hang hoat dong trén mot dja ban hep, di chuyén it, danh phan 16n thoi gian dé
tiép xuc truc tiép voi khach hang. M6 hinh nay thich hop nhét trong trudng hop chudi san

pham/dich vu c6 lién quan véi nhau va phuc vu mot nhom khach hang dong nhat.
Céu tric luc lwgng ban theo san phim:

Theo cau triic nay, mdi nhan vién ban hang chi tap trung ban mot vai san pham
trong danh muc san phim cta doanh nghiép va bao cdo truc tiép cho quan 1y ban hang
phu trach nhém san pham d6. M&i nhan vién ban hang chi phy trach mot sé san pham, tap
trung vao mat s6 nhom khéach hang, dat ra myc tiéu riéng, danh gia thanh tich kinh doanh
riéng. Su hop tac trong qué trinh ban hang chi din ra & cip cao nhat trong so dd t6 chirc
luc lwong ban hang. Bao cdo tai chinh cia cong ty c6 thé phan anh két qua kinh doanh
clia timg nhom dé dam bao mdi nhom cé thé kiém soat tt hoat dong cua minh. (Pham

Quéc Luyén, 2017).

(iiam doc ban hang

Giam doc ban Giam doc ban
hang sp A hang sp B
| |
| | |
NV ban NV ban NV ban NV bdn
hang hang hang hang
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Hinh 1.3. M6 hinh t chirc Iwc lrgng ban hang theo san pham

Ciu tric lye lwong ban theo khach hang: Trong mé hinh t6 chirc Iuc lugng ban
hang theo khach hang, mdi nhan vién ban hang hay nhém ban hang ban nguyén mot dong
san phém cho mét s6 khach hang cu thé. Thay vi tap trung vao mot dia ban, mgt vai san
phém nhu cac mo hinh trudc, nhan vién ban hang duoc sép xép phuc vu mot doi tuong
khach hang xac dinh. M6 hinh nay dang tré nén phd bién véi cac cong ty co xu huong tip
trung hon vao thi trudng (Market Focused) vi cdu tric nay di theo nhan thirc marketing
va phan anh chién lugce phan khuc thi truong. Mot khi nhan vién ban hang tip trung vao
mot s6 loai khach hang riéng biét ho sé hiéu rd nhitng yéu cau va nhu cau cta khach hang

hon. Ho cling dugc huan luyén vé€ cong tac ban hang doi vdi nhitng thi trudong maoi va

(Ngudn: Ths. Pham Québc Luyén, 2017)

thyc thi nhirng chuong trinh marketing va khuyén mai chuyén biét.

Giam doc ban hang

GD phu irach

GD phu trach BH

GD phu trach ban

nganh ngan hang DN san xuat le
| S
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Tham kh

Hinh 1.4. Céu tric luc lwgng ban hang theo khach hang

(Ngudn: Ths. Pham Quéc Luyén, 2017)

Céu tric luc lwgng ban hang theo chire ning:
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Hinh 1.5. Céu tric luc lwgng ban hang theo chirc niing.
(Nguon: Ths. Pham Qubc Luyén, 2017)

CAu trac luc luong ban hang theo chirc ning phai c¢6 luc lwong ban hang chuyén biét
hoa dé phat trién nhitng khach hang tiém niang va mot lyc luong ban hang khac dé duy tri
va phuc vu khach hang cii. Ciu triic ndy nhin manh vio céc cong viéc hay chirc ning cia
nhimg ngudi tiép xuc voi khach hang va co thé doi hoi nhidu kién thirc va ki ning khac
nhau.

Mo hinh t6 chire luc lwong ban hang nay thudng gip ¢ cac cong ty toan cau c& 16n:
luc lugng ban hang dugc chuyén biét hoa theo mot sb chuc nang hay hoat dong.

3.2. Tuyén dung va dao tao luc lwong ban hang
3.2.1. Tuyén dung luc lwong ban hang

a. Vai tro ciia tuyén dung luc lwong bdn hang

Qua trinh tuyén chon 1a khau quan trong nhim giup cho nha quan tri ban hang dua
ra dugc cac quyét dinh tuyén dung mot cach dung dan nhat. Quyét dinh tuyén chon cé
nghia rat quan trong ddi voi chién luge kinh doanh cua t6 chirc. Tuyén chon tét s& gitp
cho to chirc giam duoc céc chi phi do phai tuyén chon lai, dao tao lai ciing nhu tranh
dugc cac thiét hai rai ro trong qué trinh thyc hién cac cong viéc. (Pham Quéc Luyén,
2017).

b. Yéu cdu ciia tuyén dung luc lwong bdn hang

Tuyén dugc cac ung vién c6 day du té chat dé trd thanh nhan vién ban hang.

Tuyén dung LLBH dép dimg duoc yéu cau cong viéc.
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Tuyén dung LLBH dap mg nhu cau cua doanh nghiép: Tuyén dung lyc lwong ban

hang nong cbt va luc luong ban hang thoi vu.

Viéc tuyén dung nhan vién ban hang cé nhitng diém khac biét so v4i tuyén nhan
vién & vi tri khac. Tuy thudc vao tinh chat céng viéc ma nhan vién ban hang can cé
nhiing dic diém cho phu hop. Nha quan tri can phan tich cong viéc, xay dung ban mo ta
cong viéc va bang tiéu chun cong viéc nham giup cho nha quan tri ldy d6 lam cin c@r

tuyén dung ding nguoi dung viée.

Tuy thudc vao timg doanh nghiép, luc luong ban hang ¢ thé bao gdm luc luong
ban hang nong cdt — chiu trach nhiém chinh trong cong tac ban hang, 13 doi ngii dugc dao
tao chuyén nghiép, gin bé voi doanh nghiép, xay dung va cung hudng téi muc tiéu lau
dai cua bd phan trong doanh nghiép hay muc tiéu chung cua doanh nghiép; va luc luong
ban hang thoi vu 1a nhitng ca nhan duoc doanh nghiép tuyén dung nham dap Gmg nhu cau
ban hang cua doanh nghiép trong thdi gian cao diém. Do viy, doanh nghiép can c6 ké
hoach tuyén dung 6 rang nhu lap ké hoach thay thé nhan sy ngin han va dai han hay lap

ké hoach ké nhiém dé tao co hdi cho cac c4 nhan phat trién trong doanh nghiép.

c. Quy trinh tuyén dung luc lwong bdn hang.

A

Xac nhan
ua trinh
Lwa chon q
L A (rng vién
Tuyén mo &
- 2 cac in
Lap ké i Ung
2 vién

hoach tuyen

mo va lua

chon

Hinh 1.6. Qua trinh tuyén dung nhén vién ban hang

(Nguén: Ths. Pham Qubc Luyén, 2017)
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Buwéc 1: Lap ké hoach tuyén dung nhén vién ban hang: Tién trinh lap ké hoach
tuyén mo bao gdm phan tich cong viéc, xem xét lai hodc 14p ban mo ta cong viée, va lap
ban yéu ciu cta cong viéc. Dya trén két qua phan tich nay dé 1ap ké hoach vé ngudn

tuyén mo va quy trinh tuyén chon nhan vién ban hang.

Budéc 2: Tuyén md nhan vién ban hang: Muyc tiéu cta tuyén mo 1a tim kiém va thu
hut cac tmg vién hoi di pham chét cho cac vi tri trong LLBH. S6 luong céc ung vién dap
mg duoc yéu ciu phai 16n hon s lugng nhén vién can tuyén dung. Khong phai ing vién
nao ciing dap tng duoc tidu chuan cong viée, va cling khong phai ai duoc moi goi 1am
viéc déu chdp nhén vi tri dugce chao moi. Cac ngudn tuyén mé tmg vién kha phong phu,
tiy thudc vao vi tri cong viéc can tuyén dung va kinh nghiém tuyén dung trong qua khu.
Cac nha tuyén dung cho rang dat dugc thanh cong cao nhat khi ho ¢ thong tin tir ngudn
dang tin cdy vé cac tmg vién. Ngudn tng vién c6 thé tir quang cdo, ngudn lao dong hién
tai, gi6i thiu/ quan hé, thong qua cac trung gian tuyén dung, tir cac truong hoc, khach

hang, nha cung cép, ddi thi canh tranh.
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Bwéc 3: Lwa chon ing vién: Sau khi xem xét tiéu chuan cua tng vién va mot sb
mg vién duoc chon dé phong van, nhiém vu cudi cing 13 quyét dinh nhitng Gng vién nao
t6t nhat co du tiéu chuan va nang luc dé dap tmg cong viéc. Pé co nhiing thong tin day du
hon nhdm danh gia mdi ing vién tiém niang. Nhiéu cong ty thudng str dung mot sd cong
cu nhu: Pon xin viéc (Application Blanks); Cac cudc phong van ca nhan (Personal
Interviews); Kiém tra cac tham chiéu (Reference checks); Kiém tra sitc khoe (Physical

Examination); Kiém tra vé tim 1y — bai kiém tra vé& kién thtrc chuyén mon (Psychologycal

Tests): Tri thong minh, nhan cach, ky nang.

Tuyén mo truc tiép

Cac ticu chi tuyén | —

dung NVBH dugc

=

ding dé hudng din

qua trinh tuyén chon

Higu chinh cac tieu chi
tuyeén dung, cac bar kiem
tra, thu tyc phong vin

— L ¥ 2
BPién day du vao phiéu thong tin
ung vién >
b4
Thue hign cac dot phong van
. . ﬂ
sang loc (vong 1)
1r
Xac minh lai thong tin va ning | — 5,
Iuc
TToan Tat cac bal rF:nén'l Tra tam Ty :
L] 5 I i
va thanh tich
1z
Phong vén vong 2 —
Be xuat vi lri?zﬁn viec cho ung
" >
vién
=
Kiém tra strc khoe —>
Po ludme miTrc. E thanh cong vl Y
cong vigc —
VIS I'r choi

Hinh 1.7. M0t mo hinh lya chon nhén vién ban hang.
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(Nguén: Ths. Pham Qudc Luyén, 2017)
Bwéc 4: Xac nhin qua trinh tuyén dung: Xac nhan cé vai trd quan trong trong
truong hop s6 luong tmg vién 16n, c¢6 nhing hiéu chinh trong qué trinh lya chon tng
vién. X4c nhan doi héi nha quan 1y xac dinh rd nhitng khac bi¢t gitta nhiing ngudi dugce
chon va nhiing ngudi khong duogc chon. Xac nhan gitip xdy dung mot bo tiéu chi tuyén

dung dé co thé loai bé dugc nhiing ing vién yéu kém, chon dugc nhitng nguoi tai nang.

3.2.2. Dao tgo luc lwgng bdan hang.

Lén ké hoach dao Panh gia Thiét 1ap céc Thiét 1ap
tao nhan vién ban nhu cau muc tiéu ngin quy [T
hang dao tao

|

Trién khai chuong Cacchu | Daotaoo | Phuong Al dao
trinh déo tao dé gi? dau? phap dao tao?
taon?

<

Pianh gia cong tac dao tao

Evaluating Training

U

Do tao tiép theo

Follow-Up Training

Hinh 1.8. Quy trinh dao tao nhan vién ban hang.
(Ngudn: Ths. Pham Qudc Luyén, 2017)

Pao tao va phat trién déu c6 cac phuong phap twong tu dugc sir dung nham tac

dong 1én qua tinh hoc tip dé nang cao kién thirc va k¥ ning. Pao tao dinh hudng vao
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hién tai, cht trong vao cong vi¢c hién tai cua cé nhan, giup ca nhan cé ngay cac ky nang

can thiét dé thuc hién tdt cong viéc dang dam trach.

Phét trién nhdm chl trong vao cac cong viée trong twong lai trong mét sb to chirc
hay mot doanh nghi¢p. Khi mot nhan vién dugc thang tién 1én nhitng chirc vu méi, ho
can c6 nhimg k¥ ning, nhitng kién thirc méi theo yéu cau cong viée. Cong tac phat trién

gilip cac c4 nhan chuan bi sin sang cac kién thirc, ki ning can thiét do.
a. Muc tiéu cta dao tao luc lwgng ban hang

Muc tiéu cu thé cua chuong trinh dao tao ban hang cé thé thay doi tuy theo timg
cong ty tuy nhién cac cong ty van co nhitng muc tiéu chung can hudng ti. Cac chuong
trinh dao tao luc lugng ban hang déu nham muc tiéu phat trién tri luc, thé luc, nhan cach
va cac moi quan h¢ cong déng. Duéi goc do quan tri luc lugng ban hang, muc ti€u dao
tao hudng t6i viéc ting ning sut, nang cao tinh than, giam toc do thay thé nhan vién, cai
thién moi quan hé khach hang, nang cao kha ning quan 1y thoi gian va quan Iy khu vuc

ban hang.
b. Lap ké hoach dio tao nhén vién ban hang

Ké hoach dao tao duoc dinh nghia la mdt quy trinh udc doan nhitng nhu cau dao tao
LLBH cho t6 chirc trong mdi quan hé véi nhitng muc tiéu cia to chirc va nhitng sy thay
ddi tir moi truong va viéc 1ap ké hoach phai bdo dam mdt lyc lugng lao dong on dinh, co
du nang luc dé dap ung nhu cau cong viéc ban hang cho t6 chirc. Viéc 1ap ké hoach dao
tao nhan vién ban hang gdm ba tién trinh c6 lién quan voi nhau: Panh gia nhu cau dao
tao; Thiét 1ap cac muc tiéu cho chuong trinh dao tao; Thiét 1ap ngan quy cho chuong

trinh.
c. Trién khai chwong trinh dao tao

Mot quyét dinh dugc 1am lién quan dén sy phét trién ctia chuong trinh dao tao hoic
thué mudn tir t6 chirc bén ngoai dé tién hanh thyc hién nd. Khi xem xét cac to chirc bén

ngoai, diéu can thiét l1a phai tién hanh nghién ctru vé nang lyc cua ho mot cach can than.
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Mot sé quyét dinh c6 vai tro quan trong dén thanh cong cua chuong trinh dao tao cin
phai x4c dinh d6 1a: Dao tao cai gi? Pao tao & ddu? Pao tao bang phuong phap nao? Ai

dao tao?

Cdc hinh thirc dao tao luc lwong bdn hang: Chu dé& dao tao; Pao tao nhin vién
méi; Dao tao nhan vién hién hitu; Do tao theo chu dé; Kién thirc san phém; Dinh hudng
thi truong/nghanh; Pinh hudng cong ty; Quan ly thoi gian va khu vuc kinh doanh; Céc
chu dé déc biét.

Cidc phwong phdp dao tao LLBH: Nhiing phuong phap chung nhat duoc sir dung
trong chuong trinh dao tao ban hang 1a phuong phép dao tao dua vao cong viéc, phuong
phap chi dn ca nhan, phuong phap dio tao trén 16p va tham gia nhitng budi hoi thao bén
ngoai, nhiéu coéng ty sir dung nhiéu k¥ thuat khac nhau nhan ra ring mdi chu dé dao tao

khéc nhau doi hoéi c6 phuong phép dao tao khac nhau.

Noi dao tao: Dao tao tap trung (tai 16p hoc) cho mot sb lugng 16n ngudi tai mot noi
gitip dam bao tinh nhat quan, dé str dung cac phuong tién hién dai vao giang day nén chit
lugng truyén dat dam bao; Pao tao khong tap trung dugc thuc hién tai hién truong, tai
van phong ban hang nhim dwa qué trinh hoc tdp dén gan khach hang va thuc té. Trong
dao tao khong tap trung, c6 hai hinh thuc phé bién 1a dao tao tai hién truong va dao tao

truc tuyén.

Phuong ti¢n dao tgo: Hién nay, cic cong ty c6 nhiéu phuong tién phuc vu giang
day, dic biét 1a viéc tng dung cong nghé media do chi phi ngay cang thap. Cac phuong
thirc dao tao chu yéu: Role-Playing; CD-ROM; Bing cat-xét; Internet; Tai liéu hudng
dan/sach bai tap; Hoc trén 16p voi giang vién.

Nguwoi tham gia gidng day: Co 3 d6i twong phd bién nhit:

Chuyén gia trong cong ty: Su pham tot, thiéu thuc té, chi phi cao.

Chuyén gia tir bén ngoai cong ty: M&i mé, thu vi, chuyén nghiép, thiéu thuc té,

khong am hiém cong ty, khong chii dong. Cac nha quan 1y thyc té: K§ ning cao, am hiéu
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thuc té va cong viéc, su pham kém, bi chi phéi boi cong viée hién tai nén khong toan tam
cho viéc hudng dan nhan vién moi.
d. Panh gia chwong trinh dao tao

Danh gid hi¢u qua hoat dong ban hang ching t6 dugc gia tri cia cong tac dao tao vi
trong thyc té sy thay doi trong thanh tich cong viéc nhu doanh s6 ban hang ting khong
han d3 1 két qua ciia dao tao. Cac cong ty 16n phai xac dinh rd nhitng nhan vién ban hang
nao can duoc dao tao vi khong phai lac ndo toan bd nhan vién ciia cong ty cling bit bude
tham gia vao tit ca cac chuwong trinh dao tao. Nhu vay vira giup tiét kiém thoi gian, chi

phi dao tao vira mang lai hiéu qua t6t nhat cho cong tac dao tao cua cong ty.

3.3. Kiém tra, giam sat va danh gia thanh tich lyc lwong ban hang

Pat dugc chi tiéu kinh doanh dé ra 1 co sé dam béo cho hoat dong hiéu qua, su ton
tai 1au dai ctia doanh nghiép va sy thing tién trong sw nghiép ciia nhan vién ban hang.
Nhi¢m vu quan trong ctia Giam ddc ban hang l1a dong vién, hd trg, tao diéu kién cho nhan
vién ban hang dat dugc cac chi ti€u ban hang. Sau thoi gian thyc hién, Giam dbc ban
hang can danh gia nhimg nd luc, két qua thuc hién cta nhan vién ban hang. Qua trinh
danh gia thyc hién dugc tao nén mdt hé théng kiém soat quan tri bao gém thiét 1ap céc
muc tiéu thyc hién, so sanh két qua nhan vién ban hang dat duoc voi cac muc tidu di dé
ra, thuong hay dua ra cic bién phap cai thién d6i v6i nhan vién ban hang. (Ton That Hai

va Ha Thi Thuy Duong, 2009)
3.3.1. Muc dich cua viéc danh gia lyc lwong ban hang
Viéc thuc hién danh gia dbi v6i nhan vién ban hang nham muc dich:
Panh gia két qua trong thoi gian di qua.
Dua ra cac hoat dong dé ting doanh sb ban hang cho nhan vién trong thoi gian sau.
Dong vién nhan vién ban hang nang cao hiéu qua thuc hi¢n.
Panh gia thuc hién 1 co so cho giam dbc ban hang trong cac quyét dinh nhu tinh

lwong/ thudng, ting luong, dé bat, cach chic, sa thai. ..
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3.3.2. Ngwoi danh gia
Viéc danh gia d6i v6i nhan vién ban hang duogc thyc hién chinh bsi ngudi quan 1y
ban hang truc tiép: Giam sat ban hang, Truéng phong ban hang khu vuc, Gidm ddc ban

hang...

Nhiéu cong ty, ngudi quan 1y truc tiép tham khao y kién ctia mot vai ngudi quan ly
cung cip hay tham chi véi quan 1y cip cao hon. Viéc danh gia d6i v6i nhan vién ban hang
duogc thuc hién vao cudi nam. Quy trinh danh gia bao gdbm: Pua ra cac tiéu chuan danh
gia, tién hanh danh gia, cdc hoat dong tiép theo sau danh gia. (Ton That Hai va Ha Thi
Thuy Duong, 2009).

3.3.3. Cdc tiéu chudn ddnh gid thanh tich.

Dua trén céac y€u to quan trong trong cac hoat dong cua nhan vién ban hang, Giam
doc ban hang dua ra cac tiéu chuan danh gid. Hai nhoém tiéu chuan thuong dugce ap dung

1a: Céc tiéu chuan do ludong két qua va cac tiéu chudn do ludong hoat dong ban hang.
Cic tiéu chudn do lwong két qud gom coé:

(1) Luong ban hang: Doanh sb, san luong ban hang; Doanh s, san luong ban hang
theo san pham; Doanh sd, san luong ban hang theo loai khach hang (2) Ty 1¢ ban hang:
Luong ban hang thyc hi¢n so véi han nghach ban hang; Thi phﬁn dat duoc (3) Loi nhuan
theo san pham, loai khach hang (4) Pon dit hang: S6 luong don dit hang; Gia tri trung
binh don dat hang; S6 lugng don dat hang bi hiy (5) Khach hang: S6 luong khach hang
moi; S6 lwong khach hang mat di; S6 luong khach hang chdm thanh toan; Ty 1é khach
hang mua hang (s6 luong khach hang mua hang/ tong s6 khach hang).

Cdc tiéu chudn do lwong hoat dpng bdn hang gom cé:
Sb cudc goi, thim viéng khach hang; S6 ngay 1am viéc; S6 bang bé gia gui di; S6
luong khach hang phan nan; Kién thirc vé san pham, chinh sach ban hang, khach hang,

cac chuong trinh ban hang cua dbi thu; K§ ning ban hang; Quan hé véi khach hang; Tinh
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than hop tac trong cong viéc; Cac sang kién; Kha ning phén tich, danh gia dir liéu ban

hang; Kha ning xir 1y cac tinh hudng. (Tén That Hai va Ha Thi Thuy Duong, 2009).
3.3.4. Tién hanh danh gia:

Tién hanh danh gia 1a trach nhiém rat quan trong trong cong viéc quan trj cua Giam déc
ban hang va ca d6i v6i nhan vién ban hang. Piéu nay doi hoi can thiét co su chuan bi tot
tur ca hai phia.

Chuan bj cho cudc danh gia, Giam ddc ban hang can thu thap ddy du cac thong tin
vé két qua thuc hién cua nhan vién ban hang, thong béo thoi gian, dia diém thuc hién
danh gia va soan thao mau danh gia giri cho nhan vién ban hang dién vao.

Trao doi truec tiép giira giam ddc ban hang va nhan vién

Giam dbc ban hang nén thao luin chan thanh, tich cuc dua trén ting tiéu chuan
danh gia va can khuyén khich nhan vién ban hang thao luan két qua dat dugc véi timg chi
tiéu, tu danh gia két qua thuc hién va dua ra cac quan diém, y kién danh gia.

Nhan vién ban hang can hiéu rd két qua danh gia. Néu co sy bat dong, giam dbc ban
hang can giai thich cin k& ngay tai cudc danh gia.

3.3.5. Xir ly két qud ddnh gid

Ngay sau cudc danh gia truc tiép, gidm déc ban hang can thong bao chinh thic cho
nhan vién ban hang vé két qua danh gia va dua ra cic hoat dong nhu: Thudng, cac hinh
thirc khen ngoi cong khai; Dé bat; Cac hoat dong khéc phuc, cai thi¢n két qué cho thoi
gian sau; Cac bién phap tiéu cuc: gidng chtc, sa thai... (Ton That Hai va Ha Thi Thuy
Duong, 2009).

3.4. Pong vién khuyén khich luc lwong ban hang
3.4.1. Khdi niém dpng vién khuyén khich luc lwong bdn hang.
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Hiéu mot cach chung nhat déng vién 1a qua trinh nha quan tri sit dung nhiing tc
dong t61 con nguoi, lam cho ho phat huy cao nhat moi nd luc ca nhan dé dat duoc cac
muc tiéu chung cua t6 chtrc. (Nguon: Ths. Pham Qudc Luyén, 2017)

3.4.2. Vai tro ciia ddng vién khuyén khich doi véi luc lwong bdn hang.

Pong vién 1a khoi goi, kich thich, huéng dan va duy tri nd lyc ctia nhan vién dé ho
hoan thanh cong viéc trong thdi diém nao d6. Pong vién 14 cong cu 1am ting ning sut
lao dong. Mot nguyén tic quan 1y cha chdt: Thanh cong lam viéc ctia mot nhan vién ban
hang dya trén co hdi, nang luc, va dong luc lam viéc cia nhan vién do.

Thanh tich = Co hd1 x Nang luc x Pong co

Do d6 nhiém vu cta nha quan 1y 1a khoi goi ngudn dong luc va xay dung mot hé
thdng dong vién c6 hiéu qua. (Ngudn: Ths. Pham Quéc Luyén, 2017).

3.4.3. Cdc bién phdp déng vién khuyén khich cho lwc lwong bdn héng.

Dong vién tai chinh: Bang cac ké hoach lwong thudng co ban nhu luong cing, hoa

hong, thudng, phu cap hd trg, thi dua ban hang.

Pong vién phi tai chinh: thong qua céc hinh thirc nhu ghi nhan céng lao véi bang
khen, ki niém chuong, khen ngoi, khuyén khich, co hdi thang tién, tham du cac hoi nghi

ban hang.
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Cac quyét dinh vé dong vién luc lugng ban hang dugc thuc hién theo nhitng nguyén
tic co ban cua hoat dong quan tri nhan sy noi chung. Ri€ng vai viée xay dung ché d6 tién

lwong cho ngudi ban hang, doanh nghiép co thé can nhac va lya chon mot trong cac hinh

thure sau:
Bang 1.1: Ché a9 lwrong bong va dii ngd
Lwong bong va dai
ngo
Tiai chinh Phi tai chinh
- Bao hiém - Nhiém vu thich - Chinh séich hop li
. , thi - Kiém tra khéo léo
- Tién luong - Trgr cap . s .
- Phan dau - Diéu kién lam viéc linh
- Hoa hdng - Phue lgi - Hoc hoi hoat
i _ - Trach nhiém - Chia sé cong vige
- Tién thuong || - An ninh, o .z e
o - Puge ghi nhin - Biéu trong coa dia vi
x4 hoi )
- Thang tién

(Quan tri ngudn nhan lyc — NXB Thong Ké — 2003)
a. Pong vién tai chinh: Bao gom dong vién tai chinh tryuc tiép va gian tiép.

Pong vién tai chinh trwe tiép: Day 1a khoan tién lién quan truc tiép dén ning suit
lao dong ciling nhu hiéu quéa lao dong ctia nhan vién va chiém ty trong 16n trong thu nhap

cua ho.

Tién lwong: Tién luong 13 sb tién nguoi sir dung lao dong tra cho nguoi lao dong
tuong tng véi sé lugng, chit lugng lao dong ma ngudi lao dong di hao phi trong qua

trinh thyc hién nhitng cong viéc do nguoi sir dung lao dong giao.
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Hinh thue tra lwong: Hinh thac tra luong theo thoi gian: La hinh thie luwong dugc
xac dinh phuc thudc vao murc luong theo cip bic (theo chic danh cong viéc) va phu

thudc vao lugng thoi gian 1am viéc thyc té cia nguoi lao dong.

Hinh thirc tra luong theo san pham: Tra luong theo san pham 1 hinh thtc tra luong
cin ¢t vao chat luong, sé lwong san phim san xuit ra ciia mdi ngudi va don gia luong

theo san pham.

Hinh thuc tra luong theo lvong khoan: Pay 1a cach tra lwong cho ngudi lao dong
khi hoan thanh mot khéi luong cong viéc theo dung chét luong dugc giao dya trén ty 1€

phan ti 18 hoan thanh cong viéc.

Hinh thuce tra lvong theo doanh thu: La hinh thic tra lwong/ thuong ma thu nhap
nguoi lao dong phu thudc vao doanh s6 dat duoc theo muc tiéu doanh sd va chinh sach

lwong thuéng doanh sé cia cong ty.

Tién thwéng: Tién thuong 1a khoan tién ma doanh nghiép tra cho nguoi lao dong do
ho c6 nhiing thanh tich dong gop vuot trén mirc do ma chuc trach quy dinh. Cac hinh
thirc thuong chii yéu 1a: Thuong theo két qua hoat dong kinh doanh (theo quy hoic theo
nim); Thudng theo doanh thu ban hang (theo thang); Thuéng do sang kién cai tién ki
thuat; Thuong vé 10ong trung thanh, tdn tim véi doanh nghiép; Thudng do tim duge noi

cung tng, tiéu thu, ky hop déng méi.

Cé phan: C6 phan 1a hinh thtrc doanh nghiép cho ngudi lao dong nim gitr mot sd ¢o
phan trong doanh nghiép. Hinh thtrc ndy ap dung chu yéu trong cc cong ty cb phan dudi

dang quyén uu tién mua c6 phan va chia c6 phan cho nguoi lao dong.

Pong vién tai chinh gian tiép: Day 1 khoan tién ma nguoi lao dong thuong dugc
nhin mot cach gian tiép va khong lién quan tryc tiép dén ning suit lao dong ciing nhu

hi¢u qua lam vi¢c ctia nhan vién.
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Tro cdp: Tro cap 1a khoan tién ma ngudi lao dong duoc nhan dé khic phuc nhing
khé khan phat sinh trong hoan canh cu thé. Muc tiéu cua trg cép la bao v¢ tinh trang vé
thé chat clia ngudi lao dong, dam bao viéc nghi huu nham hd trg va dam bao an toan vé
tai chinh cho nguoi lao dong. Trong doanh nghiép thudng ap dung cac loai tro cAp: Bao

hiém y té, bao hiém x4 hoi, kinh phi cong doan, trg cip tu nguyén, trg cap gido duc...

Phu cip: Phy cap 1a khoan tién doanh nghiép tra thém cho nguoi lao dong do ho
dam nhan thém trach nhiém hodc lam viéc trong diéu kién khong binh thuong. Phu cap
c6 tac dung tao ra su cong bﬁng vé dai ngo thuc té. Mot sb loai phu cép chu yéu: Phu cép
trach nhi€ém cong viéc, phu cép doc hai, phu cép tham nién, phu cép lam dém, phu cép

com, xang xe, dién thoai...

Phiic lpi: Phic loi 13 khoan tién ma doanh nghiép danh cho ngudi lao dong dé ho
c6 thém diéu kién nang cao chét lugng cudce séng. Phuc loi ¢6 hai phén: Phuc loi theo
quy dinh cta phap luat va phuc loi do doanh nghiép ty nguyén ap dung. Bao gém céc

khoan: Tién huu tri, qua hay tién nhan ngay 18, tét, cac ngay nghi duoc tra luong....
b) Dong vién phi tai chinh
Dong vién thong qua cong viéc

M&i nganh nghé déu c6 nhitng dic thu riéng ctia nd. Cting mét cong viéc nhung doi
v6i nguoi nay thi tha vi, d6i véi nguoi khac lai nham chan. Doanh nghiép khong thé cho
phép nguoi lao dong tu do 1am viéc theo s& thich va théi quen cua ho. Nhung tao nén mat
cong viéc mang nhimg dic diém ma nguoi lao dong can s& giup ho c6 thém dong luc
hoan thanh tét nhiém vu. M6t s hinh thirc dii ngd qua cong viéc nhu: Cong viée thu vi,
doi hoi muc phin dau cao va khi hoan thanh tét trach nhiém d6i vé6i cong viée s& giup
nhan vién c6 co hoi duoc cép trén nhan biét thanh tich, c6 cam giac hoan thanh céng viéc
va bén canh d6 ciing c6 co hdi duoc thing tién 1én cip cao hon. Tir d6 ngudi lao dong s&
cb gang nhiéu hon trong viéc hoan thanh tét cong viéc va trach nhiém ctia minh dé nhan

dugc mot su dai ngd thong qua cong viéc xung dang.
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Dong vién thong qua moi truong lam viéc

Dai ngd thong qua moi truong lam viéc dugce thue hién dudi cac hinh thirc nhu: Tao
dung khong khi 1am viéc, quy dinh va tao dung cac mbi quan hé tmg xtr giita cac thanh
vién trong nhém lam vi¢c; Pam bao diéu kién vé sinh an toan lao dong; ho tro cac hoat
dong doan thé; quy dinh gid gidc lam viée linh hoat. Mot moi trudng lam viée thoai mai
s& kich thich toi da su sadng tao va nang lyc lam viéc cua nhan vién, tor d6 khong nhirng
mang lai 1g1 ich cho ban than nhan vién ma con dem dén su thanh cong hon cho doanh

nghiép.
4. CAc yéu t6 anh huéng dén hoat dong quan tri lwc lwong ban hang tai cong ty.

4.1. Cac nhan t6 anh hwéng thudc méi truong vi mé

Méi triwong kinh té

Tac nhan thuoc moéi truong kinh té co anh huong 16n dén hoat dong quan tri luc
luong ban hang ctia doanh nghiép. Khi moi truong kinh té xay ra bién dong nhur lam phat,
that nghiép hay suy thoai kinh té s& anh hudng dén cong tac ban hang ctia doanh nghiép,
vi vy doanh nghiép phai c6 chién lugc dé phu hop vé6i nhitng bién dong d6. Do do,
doanh nghiép s& phai t6 chtrc lai LLBH ctia minh dé phu hop véi chién lugc do.

Moi truwong van hoa, xa hoi

Mot cach don gidn co thé hiéu: Thi truong = Hang hoéa, dich vu + Tui tién cua ho.
Nhu viy, ta phai nghién ctru khach hang va tai tién cta ho dé dwa ra mot cach chinh xac
vé san pham, dich vu va cach thirc phuc vy khach hang. O ddy né bao gom cac nhan t6
nhu vé& dan sb, xu hudng van dong cua dan sd, thu nhip va phan bd thu nhap... Tir d6

xem xét n6 anh hudng téi hoat dong quan tri lyc lugng ban hang nhu thé no.
Moi trwong chinh tri va phdp ludt

Su 6on dinh vé chinh tri, dudng 161 ngoai giao, su can bang cac chinh sach cua nha

nudc, vai tro va chién lugce phat trién kinh t€ ciia Pang va Chinh phu, sy di€u tiét va
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khuynh huéng can thiép ctua Chinh pht vao doi song kinh té x4 hoi, hé thong phap luat,
su hoan thién va hién thuc thi hanh chung...C6 anh hudng rit 16n dén hoat dong quan tri

luc lugng ban hang ctia doanh nghiép.

4.2. Cac nhan t6 anh hwéng thugc moi treong vi mé

Tiém luc tai chinh ciia doanh nghiép

Ngudn vén 14 sttc manh cta doanh nghiép. Do vy, viéc doanh nghiép huy dong cac
ngudn von vao kinh doanh, kha ning phéan phéi, kha ning quan 1y c6 hiéu qua cac ngudn
von trong kinh doanh déu anh hudng téi hoat dong quan tri luc lwong ban hang. Mot
doanh nghiép mudn mé rong kinh doanh, ting kha ning ban hang thi phai c6 tién dé dau
tu vao cac khau, cac cong viéc ma doanh nghiép lga chon cho chién luoc phat trién cla
minh.

Doi thii canh tranh

Do 1a ddi tha canh tranh c6 mat hang, dich vu giéng nhu mat hang, dich vu cua
doanh nghiép hodc mat hang, dich vu co thé thay thé nhau, nguoi ta phan chia cac dbi thu
canh tranh nhu sau:

Céac doanh nghiép dua ra san pham, dich vu cho cing mét khach hang & cting mot
mirc gia twong tu (ddi thu san pham). Cac doanh nghiép cung hoat dong kinh doanh trén
mot linh vyc nao d6. Cac doanh nghi€p cung canh tranh dé kiém 161 cua mot nhoém hang,
dich vu nhat dinh.

Khach hang

La nhan t6 quyét dinh sy thanh cong hay that bai ciia doanh nghiép, doanh nghiép
mudn ding viing trén thi trudng thi phai tao duoc uy tin va 10ng tin cta khach hang. Vi
vay, khach hang c6 anh hudng 16n dén hoat dong quan tri luc lugng ban hang cta doanh
nghiép.

Nhén t6 con nguwoi
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Chinh con ngudi véi nang lyc that cua ho moi lya chon dung co hoi va st dung céc
stc manh khac ma ho da va s€ c6: Von, tai san, ky thuat cong nghé...mot cach co hiéu

qua dé khai thac va vuot qua co hoi kinh doanh.

Trong hoat dong ban hang, mot yéu t6 khong thé thiéu 1a nha quan tri ban hang va
luc lugng ban hang. Hiéu qua cua ban hang cé tot hay khong phy thudc rat 16n vao kha

nang cua nha quan tri ban hang va trinh d9, k§ nang ban hang cia nhan vién.
Anh hwong cua san pham, dich vu

Mbi loai san phém, dich vu c6 dic diém riéng vé mau ma, cong dung, chét luong,..
phu hop véi nguoi tiéu dung, ting mac thu nhap, tung vung. Do vay, viéc tung ra thi
truong cac loai san pham ,dich vu khic nhau ¢ ¥ nghia twong ddi quan trong trong viéc
nang cao kha nang ban hang, kha ndng quan tri lyc luong ban hang cua doanh nghiép.
Néu cung chat lugng ma gia va dich vu cung cép ciia doanh nghiép cho khach hang
khong hon ddi thii thi khach hang ho s& dén v6i ddi thi canh tranh.

Ngoai ra con mdt sd nhan té khéc ciing anh huong dén hoat dong quan tri luc lugng
ban hang cua doanh nghiép nhu vi tri dia ly, co so vat chat — ky thuat cua doanh nghiép,
muc tiéu, kha nang dinh theo dudi muc tiéu caa lanh dao va nguoi tham gia kiém soat,

quan ly doanh nghiép.
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