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LA NOI DAU

Coé nhiéng ngudi néi rang noi t6t nhit dé hoc quan ly bin hang khéng phai la lép hoc ma la
hién trusng. Ho khiing dinh ring chi c6 kinh nghiém thuyc t& d hién trudng mdi cé thé day cho
con ngudi ta cich x& ly nhing diéu phic tap hing ngiy cda vigc quan ly lyc lugng ban hang.

Quan diém nay cé ba nhuge diém. Mot la : viéc ty hoc chua hin la cich hoc tu duy quan ly
hiéu qua nhat. Nhidng hiu qua v& mit kinh t& va phdp luit cia mét sai sét cé thé rat 16n. Hai
la, ngudi quan ly badn hang cé trach nhig¢m vdi cudc séng va sy nghiép cia con ngudi, quyét dinh
cua anh ta khéong chi dya vao ban ning va kinh nghiém gidéi han vé mit quan ly la dda. Ba la,
nhing lgi ich cia cic két qua nghién cdu vé quin trj bin hang va vé cic nginh khac cé thé luon
duge nhung nha quan trj bin hing ¥ng dung mft cdch hdu ich. Nha quan trj thuc hanh khong
c6 thi gio d€ dinh vj cic két qua nay dé quyé&t djnh cdch hoa nhap chiing vao cic cong viéc dieu
hanh hang ngay.

Viéc dio tao ¢ 1dp khong duge xem nhu mét cich thay thé cho kinh nghiém. Ding hon, dé
la mdt nha quan trj thanh cong trong linh vyc phudc tap, cé tinh chuyén moén héa, hgp phip nay
doi hoi mot sy hoa hgp gida viéc dao tgo cé hé théng vdi kinh nghiém thyc t€. Myc dich cua
quyén sdch nay la nhim cung cAp mot hé thong cic nguyén ly va diém bit dau cho qué trinh dao
tao do.

Trong tam cia quyén sich

Quyén sich dugc thiét k& chu yéu danh cho nhing khoa hoc vé quan trj bdn hang. Ngudsi hoc
can phai ¢6 kién thuc cd ban vé tiép thj, k& todn va tai chinh. Quyén sich nay cing cé thé dung
cho trinh dé Thac si vé quan trj kinh doanh (MBA) cung véi nhing bai doc bd sung va mot it
tinh hudng cé chién luge va sdich luge hon. To6i sé cung cilp danh sich cic bai dec va cdc tinh
huong nay cho nhdng ngudsi cé yéu ciu va gui vé cho t6i theo dja chi Dai hoc Cincinnati, Lindner
Hall, Mail Location # 145, Cincinnati, Ohio 45221.

Quan di€ém va bd cuc ciaa quyén sich

Quan diém cg bian cia quyén sich la ngudi quan tri bin hang hanh xd nhu mot vién chuc
quan trj trudng ¢o trich nhiém dat duge cic chi tiéu Igf nhudn cdng nhu quan ly con ngudi. Diém
khiic nhau can ban la ¢ chdé tu duy cua ngudi quan tri bin hang hep hon v& mat pham vi va ve
cd ban e6 ban chiat muu luge. Quyén sich duge thict k&€ sao cho ca niam phan déu gép phan vao
viee khai trién quan diém nay. .

' Phiin mot dugce thiét k& dé cung cip cho sinh vien noi dung khdi quidt vé nhan vien bin hang
viv nguisi quan trj bin hang. Mot chweng néi vé vi tri cia nhan vién bin hing va quian trj bin
hing trong to chie, hai chuong trinh bay vé nhan vién bin hang va mot chudng néi vé cdc hoat
déng va trich nhiém cia ngudi quian trj bin hang. Phian nay chuin bj cho sinh vién di vao cic

chudng sau.
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Phéan hai cung cAp ndi dung chi ti€t v& cdic ky nang cAn thi€t dé mét ngudi trd thanh mot
nha quan ly bin hang xuat sic. Tung chuong tdp trung vao mét nhém ky niang khdic nhau ma
nguoi quan ly cé thé vin dung d& caii tién tinh hidu qua va hi¢u lyc v& mat diéu hanh. Noi dung
cua cic chuong nay cung cAp cin cd cua qud trinh dé ra quyét djnh trong hai linh vyc quan trj
bin hang: xay dyng ddi ngd va quan trj dpi ngi bin hang.

Phiin ba tip trung vao viéc tuyén mo, chon lya va dao tao la nhing khia canh riéng ré cua
chdc niing quan trj - xay dyng mét doi ngid ban hang théng thao va cé ning sult. Theo sau chuong
khii quit la mot chuang vé nhing chi ti€t cia vigc tuydn md va chon lya, mot chuong vé sy trién
khai chuong trinh dao tao va, cudi cing la chudng vé viéc dao tao cdch bin hang cho cdc dai ly
kinh doanh.

Phan bon tdp trung vao cdch ma mét ngudi quan trj bén hang cé kién thuic cé thé s dyng
tien thudng, sy dong vién va thang chic dé quan trj thanh cong luc lugng kinh doanh.

Phan nam c6 ging nhin dién m¢t s6 xu hudng thay déi d@ d¢i trong méi trudng kinh doanh
cd thé anh hudng nhu th€ nao dén thyc t& quin ly bin hang trong thap nién sip dén.

Vi sao ¢6 gido trinh quan ly ban hang khic?

Giong nhu nhiéu tic gia khic, toi bit dau viét quyén sich nay vi téi khong hai long vdi nhing
quyén sich c6 siin vao lic d6. Sy khang hai long cia téi la & 4 didm: (1) sy riéng ré trong ban
thio vé dao duc; (2) sy khong 16 rang vé cic gidi han trdich nhigm va quyén hgn cia ngudi quan
tri bin hang trong noi dung lién hi¢p cong ty; (3) nhu ciu phai thé hién ré rang hon ban chat
da nganh cua moén quan trj bin hang; va (4) mong mudn ching minh tinh chat phu thudc 1An
nhau gida cic quyét dinh quan trj bin hang.

Do dic: Rt nhieu gido trinh vé quin trj bdn hang gidi han n¢i dung vé dao dic trong mét
chudng duy nhat, hiu nhu nhuy mét y nghi niy ra sau - "ching ta phai cé né" - va d sau chuong
cudi cung. Tuy nhién, quyén sich nay dan xen noi dung dgo duc vao tit ca nhdng chuong ma
thay la thich hgp, va hd trg né bing nheng ciau hoi én tdp va cAu hoi thio luan la nhing cau héi
sé mang lai nhdng bai thuc hanh thu vj tai 16p.

Néi dung lién hiép cong ty. Ngusi quan trj bdn hang trén hign trudng 1a cip gidm sat vien
dau tién, vi hé qua liy, nhiéu hanh ddng cia ngudi quan trj bj rang budc chit ché bdi cic chinh
sich va thu tuc cua lién hiép cong ty. Thi dy, ngudi quan trj ban hang, trén hién truong rit hiém
khi, n€u co, thiét k& hé théng chi tiéu kinh doanh; dé ra chinh sich ve tuyén m¢, chon lya va
dao tao, xdy dyng k& hoach khen thudng lyc lugng bdn hang hay chuong trinh dinh gia. Nhu vay,
trong khi pham vi hoat dong clia cdic nha quan trj trén hi¢n trudng c6 thé rong va nhiat djnh la
c6 thdt, quyén han va trich nhiém cda anh ta vé cd bin ¢ tinh muu luge. Quyén sdch nay vach
ra mot cich ti mi vai trd cia ngudi quan trj bdn hang, nhu ngudi trung gian ding gida Ban quan
trj cip cao vdi lyc lugng bin hang, di han ché nhu ths nao sy lva chon trong qud trinh dé ra
quyét dinh cia nha quan trj.

Quan diém lién quan vii nhicu nganh hoc. Quan tri ban hang la mét linh vyc nghién cudu g
ngi ba cua cic dong hoc thuit nghién cuu ve quan trj bdn hang, tam ly hoc, va itng xur vé mat
t6 chuc. Ngoai ra, d6 la mét linh vuc day hl?ng thi cia nhdng khim phéd kinh doanh hang ngay
dugc cong bd rong rai ma né hoa nhap tét vdi cdc nghién cdu hoc thuat. Két auih B, guvEe adick
nay hgp nhat cic k&t qua nghién ciu dugc bio cio trén nhing tap chi nhu tap chi ti€p thi, tap

chi nhan vién bdn hang va quin trj ban hang, a0 chf nghién citu ti€p thj va tap chi nghién cuy
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kinh doanh. Quan tr{ kinh doanh c¢Gng dugc cing 13 quén tri dng dyng va cdch dng XU vé mit
t8 chuc, do dé nhing trich dAn nghién cdu ti nhing nguén nhu tap chi tAm ly hoc ung dyng,
tam ly nhan vién, cdch dng xi vé mat t8 chuc, dao ddc con ngudi, va nghién ctu cich Ung xu
vé mit t§ chdc cing duge trich ddn trong hau hét céc chuang. Cudi cung, vi quan trj ban hang
1a mdt linh vyc ¥ng dyng cdo ngudn chuyén nghiép nhu quan tri bédn hang, quan trj marketing,
tap chf Wall Street, va ban tin cia ngudi quan trj bdn hang cing dugc khai thiac dé hiéu chuing
su sic va tim bing chung cé tinh giai thoai v& "chingta sé lam viéc d6 nhu th& nio trong céng
ty cua ching ta".

Tinh phu thuoc ldn nhau. Khi quan h¢ vdi nhing nha quan trj ban hang, t6i luén ludn bj gay
in tugng boi sy viéc la tung sy kig¢n, ting van d, ting quyét dinh ma ngudi quan trj thyc hién
deu phan anh dja hat ban hang nhu vigc nhing ngén tay vao khéi keo gelatin cyc l6n. Mt sd
mdi quan hé phlj thudc 14n nhau la ro rang - viéc tuyén md c6 dnh hudng dén su chen lua, sy
chon lya c6 anh hudng dén viéc dao tao, va khen thudng c6 anh hudng dén dong co. Nhing quan
hé khdc tinh t& hon, nhu méi quan hé gida quan diém dao dic cia ngudi quan tri véi mét s6 cdch
ung xd nhat dinh cia luc lugng ban hang, hoic gida két cAu lanh thé vdi viéc khuyén khich va
khen thudng cac dai ly bdn hang.

ThA&t bai cia nhiéu sdch gido khoa vé quan trj ban hang trong viéc lam ré6 nhing méi quan
hé nay la diéu d& hi€u. Theo cdch viét ty nhién, moi sdch gido khoa bj budc phai tich bigt_céc
hoat d¢ng chuc nang trong nhing chuong riéng biét. Nhung that khéng may, sy tach biét nay
cang khi&n ngudi ta cho ring cdc chic nang d6 dugc hanh xu tiach bigt. Dé khic phyc gido trinh
nay dp dyng mét mé hinh téng qu4t vé quan trj ban hang d€ lam kim chi nam cho viéc trinh bay
noi dung mon hoc va lién két né véi nhing khai ni¢gm va hoat dong quan trj ban hang khac. Vigc
moé ta mé hinh nay bing d6 thj va t6 dam nhdng phan thich hgp dung dé gidi thiéu tung phan
cia quyén sich. Hon nda, hai phan cia quyén sdch chi trong vao viéc khai trién chi ti€t cic hoat
dong clia nha quan trj dugc gidi thigu bang vigc thi€t k& mot chuong riéng dé lien két cdc chuc
ning va cac hoat ddng nay vdi nhau.

Viéc st dung cdc m6 hinh d6 thj trong gido trinh nay, céng vdi nhidng chuong théng nhat
véi ching, di trudc chi dé chi ti&t sé lam cho sinh vién dé dang hiéu dugc ca cdc khdi ni¢m lin
cac m8i quan hé phy thudc cia ching, va dé dang lién két ching lai véi nhau.

Loi cam ta

Mot quyén sdch gido khoa la sy lién két tu tudng cia tdc gia vdi nhdng déng gop cia rat
nhiéu ngudi khac. Cam on riéng biét tiung ngusi la diéu khéng thé lam dugc nhung c6 mot sé vj
phai dugc dac bi¢t ghi nhd. Xin cidm on rdt nhiéu nhing vi sau: Henry Reece - bién tap vien
trudng cua Allyn va Bacon, vi tao cd hdi va sin long nghe; Katherine Grubbs - trudc day thuéce
Allyn Bacon, vi sy gop y kip thdi; Sally Stickney, ma ban bién tap cua anh ta kich thich toi viét
t6t hon; Paul Tavenner - bién tip vién tién nhiém cda cong ty Business Publications; gido su Bob
Boewadt, Dai hoc DePaul - ngusi dau tién dong vién roi bit dau dy an td nhiéu nam trudc; gido
su William Cron, Dai hoc Southern Methodist, va gido su Hiram Barksdate, Dai hoc Georgia - vi
nhing 18i binh luan sau sic cho ban thdo ban dau; cdc nha quin trj bin hang ¢ Allyn va Bacon
(Bob Dillman, John Gilman, Jerry Higgins, Judy Shaw, va William Tomlinson) vi cic quan diém
thuc t& chuyén nghiép cia ho; Dean Jerry Schnee va trudng phong cia téi, gido su Fritz Russ, vi
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sy kién nhén va thpng cAm cua he vdi thdi gian cin thi&t d& soan ra mot quyén gido khoa ad chat
lugng; cdc sinh vién chua tot nghi¢p, da tham gia phat hién nhang 16i sdp chd, nhdng cho thém
nhAt quén trong ban thao [An dau va da cé nhdng 16i binh lugn sau sdc cho nhang diém manh va
yéu cia quyén sdch; cdc gido su Allen J. Wedell, Dgi hoc bang Colorado, va John Withy, Dai hoc
Indiana, Nam Bend, vi nhing nh4n xét vé mit chuyén mén cia ho trong viéc nhan dign mot sd
dién citu hu fch; Cdc gido su Allen Bush, Dai hoc Bang Memphis; David Good, Dai hoc trung tam
bang Missouri, va Kay Keck, Dai hoc Georgia, vi nhing 1¥i nh4n xét rdt c6 gid tri.

Moi tdc gia deu y thuc dugc riing th& nao cing c6 sai s6t trong in &n. Du vy, téc gia cing

lubn luén la ngudi chju trach nhiém vdi cdc sai sét. Hy vong rang nhidng sai s6t da khéng thé
tranh khoi du da dugc xem xét lai rdt ky ludng la rdt nho va khéng nghiém trong.
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CHUONY:

= .

Khdi qudt ve
quan tri ban hang

MUC bICH NGHIEN CUU

- Dé co thé djnh nghia dugc thuat ngd “quan trj bin hang”
- Hiéu dugc xu thé hudng vao lgi nhuin trong quan trj bin hang

- Nam dugc nhing chuc ning cua quan trj ban hang va ching c6 quan hé véi nhau nhu thé
nao dé tao nén ciu tric chd yéu cua chuong nay.

TOM TAT

Quiin tri bin hang la m@t phan cua hoat dong kinh doanh s6i dong va cé tinh ci nhan cao.
Vdi tri thong minh phu hgp va nhing ky niing thich hgp, bit ky ai cing c6 thé nhanh chéng dat
dugc nhdng muc tiéu ca nhan cing nhu nhing thanh dat vé tai chinh théng qua nghé nghiép
quin trj bin hang. Chuong nay néu lén khai niém vé quan trj ban hang va giai thich tai sao nguai
ta chon xu thé hudng vao lgi nhuan dé ban dén cong viéc quan tri bin hang. Chuong nay cing
thé hién ré tai sao vigc quan trj ban hang la mdt chubi lién tyc cia nhdng hoat dong phuc tap
lai c6 thé dua vao mét so d6. So do Ay tao nén mdt cAu tric ndi bat trong chuong.

SU LUOC:

Carl Harmmacker dang xem lai nhitng mau quang caéo tuyén chon nhan vién tiép thi va
nhan thay rang mau quang cio Marketing sé 484 that phit hop védi théi quen lam viéc
muon vao budi sang cua minh. Anh da nghe néi rang nhitng nhén vién ban hang co thé
kiém dirge nhiéu tién rat nhenh va viéc ban hang dem lai nhiéu nié¢m vui. Nhimg anh
chang biét ré mot vi quan ly ban hang thi pha: lam nhi?ng gi.

Anh nghi: “Cong vi¢c dy khong dén néi qua £6i, va minh lai khong phai dgy som, vay
nén minh sé dén dang ky vaoviéc nay”.

S6 héa boi Trung tam Hoc liéu — PHTN http://'www.lrc-tnu.edu.vn



Carl khong phai la sinh vién duy nhit khong biét 6 nhdng cong vi¢e cia ngudi quan ly bin
hiing viv tai sao bat ky ai cing cé thé bj nghe quan tri bin hang cuén hit. Mac da hiu nhu mol
nguiti ¢ Hoa Ky déu da tung doi lan tiép xdc véi ngudi quan ly bin hang . Quyén sich nay chu
tam dén vige giai thich cho sinh vien biét tai sao va biing cich niao viée quan ly bin hang lai dem

lai loi ich ca vé mat kinh té€ va vé mat ca nhan. Chuong nay c¢6 2 muc dich:

- Khiii ni¢m quan ly bin hang va néu ré xu hudng quan trj bin hang nao duge su dung trong

chuong nay.

- Mo ta mot sa dé cua qud trinh quian ly bin hang va giai thich ngin gon ndi dung cua chudng

duge sip xép theo ciu tric cia sd d6 Ay nhu thé nao.

+ QUAN TRI BAN HANG: CACH BO TRi THANG BAC

“Quan tri ban hang” c6 thé dugc dinh nghia la hoat dong quan trj cua nhdng ngudsi hoac
thue sy thuoe Juc lugng bin hang holc gom nhdng ngudi hd trg tryc tiép cho lyc ludng bin
himg. Tuy thuoc vio timg cong ty, cap thap nhiat ma quin ly bin hang ¢6 thé c¢é riat nhiéu danh
vi khiic nhau, bao gom ngusi quan ly bin hang theo nganh hang, nguti quin ly bin hang tung
quan, khu vue, giam sit vién hay gidm siat vién bin hang. Dac tinh chung cua cic chuc vy nay.
du cho ¢ mang danh vj gi di naa, déu la giim sit tryc tiép nhing ngusi dai dién bian hang theo
linh vue. Nhung nguasi quan ly bin hang theo linh vyc thusng phaii bio cio lai cho nhing nguisi
quian ly bin hang thudc cip cao hon trong cong ty. S6 ngudi quan ly bin hang ciAp cao nay khic
nhau gitra ¢ic cong ty, va nhiang danh vi cia ho ¢6 thé tit ngudi quan ly bin hang tirng dia phuung,
khu vye hay toan quoc cho dén chdc phd giim déc phu trich bian hang v.v...

Ca nhan dién hinh

- Nhing nic thang tang tién thuong bit dau vdi cong viéc diau tien la bin hang hodc tiép

thi viv ti€p tue xody tron 6c¢ dan lén nhang bace thang k& ticp nhau.

Nhieng nhan vién ban hang trén con dwimg thang tién

Bat dau sy nghi¢p kinh doanh bing nghé bin hang thi khong c¢6 gi dam biao thanh cong ca.
Nhung lya chon cong vi¢e bin hang dé bt diu lai la cich rit hay, bdi vi nguai dai dién ben hang
thuing co cd hoi bay to nhdang ky nang cia minh, ma néu 6 nhdng dja vj khic tong nic thang
thang tién, ho khé ¢6 thé co djp thé hién duge. Hiy can nhic mot chiit trong hai truong hgp cua
hai nhan vién bin hang sau diy:

Catherine Hogan

Sau 6 nam lam viéc tai cong ty Bell Atlantic Network Services Ihc., tai Silver Spring, Maryland, hién ta
Catherine dang la truong phong quan hé khach hang. C6 cé moét bang ci nhan quan tri kinh t& hoc cqa dél
hoc Fisk, Nashville, bang Tennessee. C6 tu nhan dinh v& minh la mot Nguoi €6 nghé thual va k.héo leo 1.9
my. Cé hién gu() 1a n@ nt\wén vién ban hang rét thanh céng. Co dung nhiéu thoi gian dé nghién cuu vé
nhung phan cing, phéﬁ mém, nhing chuong trinh cho thué leasing mai, dé co thé gitp c6 giai thich cho
khach hang cua minh 1ot hon. CO tin rang vi c6 con tré, la mét phu nu va lai la nguoi dan toc, &t ca dieu
do da la mot tnéch thuc trong su nghiép cua minh. L&i khuyén di vai cd dy la: "Nhung ngu‘oi dan toc thigy
s6 khong nén bo qua, khong quan tam dén nghé ban hang... ban ¢é thé thich nghi vai méi truong cda minh

va quyét dinh sao cho van duy tri mét cach tu nhién nhing ban sic cua minh",

10
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Jacque P.Murphy

29 tdi, Jacque Ia phé chi tich c&p cao va 1a trudng nhém tai T8 chic Gallup Organization, Lincoln, Nebraska.
Anh ta c6 bang c nhan vB Marketing cta dai hoc Colorado, Boulder, bang Colorado. Mac du phu trach ndm
chi hdl Gallup, anh ta vAn cung ung nhing dich vu nghién ctu thi trudng clia Gallup cho nhing ngén hang,
nhing t6 chuc tin dung, cho vay va quy tiét kiém. Murphy cho ring viéc ban hang “nhu mét cudc do suc
thi 13i trong thé thao mdi ngay... T6i thiét tha mong mun moi ngudi mén t4i va 18i phai thé hién cho ho
thdy réing khéng .ai dap ung cho ho t6t bing 16i ca".

Nhieng ngwnd dieu hanh cap cao vé bdn hang

Ly lich cia nhing ngudi diéu hanh cip cao vé bin hang va ti&€p thj cung cAp nhizu thong tin
chit loc vé nhing gi da cudn hit ho vao lanh vuc ban hang va ti&p thi:

Cathleen P.Black, Phé giam ddc dieéu hanh,
Marketing, cong ty Gannett Company Inc.

“Dau tién, t6i cd nhang quan tdm v& linh vuc quang cao va phat hanh va téi nhan thdy tdi thich céng viéc
ban hang cung ung dich vu trong nhing méi trudng thdng tin dai chung”

Robert A.Jackson, Phé gidm d&dc die¢u hanh.
Marketing, cong ty Coleco Industry Inc.

“Dang lic, dé A cach d& nh&t dé t6i thé hién nhang ky nang cla minh. Trong finh vuc ban hang va tip
thi, ban khéng phai badn khoan, phu thuéc vao nhing suy nghi cia nhing ngudi khadc v& ban va nhing gl
ban cé thé fam. Thay vao dé, ban cé thé thé hién dugc nhang gl ban c6 thé lam".

W.L.Bubaker, Phé giim déc,
phu triach bian hang Cong ty Pime Compates

“Thuc 1bng ma noi, chuyén tién bac cudn hat 10i trudc nh&t. HBI d6, t6i chdng co tign, lai mdi cudi vg, va
16i biét rang t6i c6 thé 1am ngh8 béan hang. Viéc ban hang la cadch nhanh nhat, ma t6i biét dugc, dé kiém
tien chan chinh bing sy can cu”.

Cuén phim lich si con ggi ra nhiéu tén tugi nhﬂng.nh:'m vién cung cdp da tung bit dau su
nghiép quan trj cia minh bang cong viéc trong linh vuc quin trj ban hang, bao gom: John. F.Akers
CEO, IBM doanh s8 hang nam: 59,7 ty do la, Robert Mercer - Chi tjch h¢i dong quan trj vi CEO
cla cong ty cao su va l6p xe Goodyear, doanh s6 9,4 ty va C.Fred Fetterhoff, giam déc cia ALCOA
doanh sé 4,7 ty do6 la. Diéu gi trong quan trj bin hang da tao nén nhiéu ngudi quan ly thanh céng
dén thé? Theo cich lap luan cia nhing phan trén day, ban sé bat dau hi€u ra ring quan trj luc
lugng ban hang cing giong nhu quan ly mét cong ty nho viy. Nhing nha quan ly nao chung to
duvge minh ¢ tung ndc thang cing la dang tu chudn bj cho nhing nic thang ké tiép trong cong

ty.
+ MUC TIEU CUA CHU DPE NAY: CON NGUOI VA LO1 NHUAN:

Nhing cong ty thanh cong déu c6 nhdng loat muc tidu duge xic dinh 16 rang véi nhing
chién luge dé dat dugc nhdng muyc tiéu dy. Cich tot nhat la nhdng ngusi dieu hanh cao cip trong
té chuc cong ty xay dung nhing muc tiéu kinh doanh sau khi danh gia cin than nhing co hoi
kinh doanh cing nhu nhing nguon lyc. cia cong ty. Thong thudng, nhing muc tiéu ray dugc cu
+hé héa thanh nhing chi tiéu tang trudng vé lgi nhuan va doanh s6, sau do duge chi tiét héa thec.)
hé thong té chuc cua cong ty dén tung dinh muc cho tung vang, djia phuung. Diém cudi cung cua

11

S6 héa boi Trung tam Hoc liéu — PHTN http://'www.lrc-tnu.edu.vn



day chuyén truyén lénh dy chinh la nhdng ngudi dai dién ban hing. Néu nguoi dai dign ban hang
khong chian thanh né lyc ban sin pham cia cong ty, thi dsi vgi hau hét doanh nghiép, sé rat kho
khan néu khong mudn néi rang hau nhu khong thé dat duge nhing muc tieu da dé ra. Ngudi co
trich nhiem cuéi cung vé viéc thi hanh nhiém vu cia ngudi dai dién ban hang la ngudi quan ly
cong viéc bin hang theo linh vue.

Vay nhing muyc tiéu cia trudng phong quan ly ban hang la gi? Mic da ho c6 thé néu ra mjt
cich khii quit ring nhing muc tiéu cia trudng phang quan ly bin hang cing chinh 1a muc tiéu
cta cong ty, nhung cu thé hon, nhing muc tiéu ay phai dugc xay dung c6 can cd hién thuc hon
nhing muc tiéu chung cda cong ty. Miac du nhdng myc tiéu thyec hién c6 thé duge dién ta theo
nhitu cich, tuy thuéc vao tung cong ty, tuy nganh, nhung noi chung ching co thé chia thanh 2

loai:
- Nhan su, hay hudng vao con nguai,

- Muc tiéu hudng vao doanh sd hay lgi nhuin.

Nhang muc tiéu thuc hién huéng vao con nguoi

Nhing nha quan ly chuyén nghiép thuong c¢6 nhdng muc tiéu co cin cd trén ngudn nhin
lye, ¢6 nghia 1a ¢o lien quan dén nhang tiéu thuc tuyén chon, qua trinh boi dudng chuyén mon
viv ciich quian ly tot nhat doi vdi luc lugng bin hang. D€ dat duge nhing muc tiéu vé bir hang
(ticu thu san pham), ¢an phai ¢ luc lugng bin hang ¢é chat lugng cao, ning dong va nhiét tinh
theo dudi myc dich cua ho. Dé ¢é duge s6 nhan vién bin hang nhu vay, ngudi quan ly phai tuyén
lya ding ngudoi, boi dudng dao tao thém cho nhan vién va cé cung cich quin ly con ngudi ding
dian. Mot trong tim cua chudng nay la mdi quan hé gida truong phong phu trdach bdn hang va
tung nhan vién bin hang. Chuing ta cé thé thay ring nhiéu nha quan ly trong linh vyc bin hang
nay thanh céong la nhd ho da biét cich xdy dung mot tinh than lam viéc tap thé, nhing nd luc

va nhing thanh cong chung trong s6 nhing nhan vién bdn hang dudi quyén diéu khién cia minh.

Mot ngudi quan ly bin hang duge danh gii trén nhdng mat nhu cung cich tuyén chon, huin
luyén diao tao nhian vién mdi cing nhu quan ly, khuyén khich s6 nhan vién hién cé trong luc lugng
bin hang: Hi¢n tai nhing bd phan quin ly cao cip cé thé khé dp dung nguyén tic nay, vi nhing
bo phin khic nhau trong cong ty c6 thé tic dyng dén qua trinh trén, hon nda, ¢6 nhdng nhin
vién duge tuyén vao da khéng thé hién sy vugt trdi cia minh hay phdt trién thanh ngudi quin
ly dugc. Vi thé, viéc danh gid thong qua hoat dong nhu vay thudng thudc vé nhing cip quan lj
cno hon cua nhing ngudi quan ly ban hang. Thong thudng, viéc dinh gia nay do mot ngudi of

nhung kinh nghiém thanh cong va that bai nhu nha quan ly bdn hang theo linh vyc.

Nhing muc tieu hanh dong huéng vao doanh s va loj nhuan

Théng thudng, muc ti¢u hinh dong cua ngusi quan ly bin hang theo linh vue dude thé hién
dudi dang doanh s0. Muc ticu thyce hién doanh s duge thé hién nhu theé nao tuy thudc vao tung

cong ty va timg nganh. €6 the bicu hitn bang trj gid titu thu, cing ¢ thé bidu hién bing so sin
: T Y Sl =

pham bin ra (tinh theo nhing don vi tinh cia san phim nhu: 16, t4, thung, tin. xe )VDL'I che
muc ti¢u thyc hién vé doanh s6 duge thé hign theo cich nao di nda, bat ky nhan ’viéx;lh.in hang
nio mudn duge thang tién 1én vao dia vi quan 1y bin hang, ho phai biét rang ho Phaj t‘h{-' hi('-;
duge tinh thian trich nhi¢m déi vdi nhing cip tven ve quan 1y bin hang, vé vite nip, duye u(,-ulli'.

s0 cua tung nhan vién bin. Cuoi cung thi NEUUi-quin 1y bin hang phii nim duge d“‘lnh -y
) sO ban
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fronz pham vi ting quan, nhu mét ngudi trudng té Hin hang nim duge doanh s6 cua tung ti?
vang,

Doanh 6 thye hién trong mot quan sé bing téng doanh s6 thyc hién cia tirng té bin hang
cong vdi doanh s& cia chinh ngusi quin ly bin hang cip quan dy. (Diéu nay ¢é nghia la ngudi
quan !y bin hiing § ¢ip quan cing cé trich nhiem bin hang vé phan minh. Ban ¢6 thé xens thém
trong chuong 5, nhung khong phii bao gig dicu trén day cing xiy ra. Tong doanh s6 cia toan
quin sé duge so sinh vdi han ngach doanh s6 cia quan, dong thoi so sinh vdi k&t qua cua nhdng
quan khic. Vi dy nhu mét quan dat. 110% han ngach trong khi nhdng quan khdc chi dat 100%,
thi ngqudi quan ly bin hang cua qudn nay phai duge néu guung sao sing. Tuy nhién, néu nhdng
quin khic thyc hign duge 120% han ngach, nhung quan nay chi dat 100% han ngach ma théi,
thi du ring da hoan thanh han ngach, ngusi quan ly bin hang cia quan dy vin phai giii thich
thoa ding nguyén nhan tai sao doanh sd clia quian minh thyc hién khong tot dugc nhu quan khidc.

Su khic bi¢t giga trudng t6 bin hang va ngudi quan ly bdan hang la, d€ thanh cong, ngudi
quan ly bin hang phai ndm chiic va phu thudc vio nhing trudng té bin hang. D6 1a mot trong
nhing ly do tai suo ngusi quan ly bin hang luén ki€m soidt va khuy&n khich nhang to trudng bin
nang thuc hién t6t han ngach dinh ra cho minh.

Ciich tiép cin bai giang

Ngusi quan ly bin hang theo linh vye, vdi lye lugng bin hang truc thudc cia minh d moi
qui mo, thusng phai ¢é trich nhi¢m dat duge nhang muc tiéu vé doanh s6 va lgi nhuan, tinh toin
dén chi phi, dén vi¢e thué mudn nhan vién, quin ly va tham chi sa thai nhan vien. Hon nuaa, ho
phai ©icn hanh nhiéu hoat dong khic nhu: 1ap nhdng k&€ hoach quang cio va caiéu thj ¢ dong,
tinh to:iin nhang chi phi, gidgi thi¢u sin phim mdi, 13+ du bio va dit ra nhdne han ngach ké hoach
ticu thy. Chinh vi thé ngudi quan ly trye tiép vige ban heng =0 co quan dién vé tricn nhiém
@iong nhu mot nha linh dao, didu hanh mét cong vy nhd, ra nhing quyét dinh anh hudng trac
tiép dén nhung ngudi dudi quyén va lgi nhuan trong pham vi quan ly cda he.

Nhing cong ty phit trién cao hon thi ludn ki€m sodt vige bin hang theo viung, quan, hudng
viio lgi nhuian va mong riing nhing nguoi quan ly bin hang ludn c¢é trdach nhiém vdi doanh s va
i nhuan. Nhing ndi dung dugce thé hién trong chuong nay phan dnh xu thé quan ly bin hang
trong quin, vang hudng vao lgi nhuin.

“i%

s QUAN TRI BAN HANG: MOT CA! NHIN TONG TH

Vice nghién cdu quan ly bin nong khéng thé chidp nhan ring ngusi quin ly bin hang theo
linh vue chi hoat dong trong diéu kién hoan toan tich roi khoi con nguei va t6 chuc. Nhu duge
minh hoa trong hinh 1-1, qua trinh quan ly bin hang gin chat vdi cong ty, nhung cong ty lai la
mot bo phan cua moi truong kinh té vi mo. Chinh vi lé d6, nang lyc va hiéu qua cda qua trinh
quian ly ban hang cudi cung lai phu thude vao nhdng thay doi cia moéi trudng bén ngoai va nhdny

phin ung cua cong ty vdi nhing thay doi ay.

Moi truong vi mo

Moi trusng kinh t&, phdp ly, chinh tri, xd h¢i dnh hudng tryc ti€p dén ca cong ty lin quo

trinh quan ly bin hang. Gan diy, nhing anh hudng cua moi truang kinh té, phip ly la nhdng
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anh hudng dé thiy nhat. Vé mat kinh té, nhing két qua vé doanh s& va Igi nhuan cua té6 trudng
v ngudi quan ly ban hang sé bj anh hudng tryc ti€p tu nhdng thay d6i cia dieu kién kinh te
quic gia, vung va dac biét la diéu kién kinh té dja phuong. Nhing ngusi quan ly bin hang co thé
nhan thiy duge anh hudng cia hé théng luit phip quéc gia. Ching han nhu trong nhdng quyét
dinh vé tuyén chon nhing dai dién bin hang (trudng té) cing nhu dao tao hay sa thai ho, ng\;di
quan ly tin hang chju anh hudng tryc ti¢p cia ca nhing luat lé tiéu bang va lién bang.

Mac du nhdng qui djnh phdp. ly da han ché hoat dong quan trj, ting cong ty va tung nganh
van ¢6 thé tao dugc nhung nén tang, nguyén téc lam viéc hang ngay cia nha quan ly bdn hang.
Tung nha quan ly sé phai xem lai nhing chuin myc dao duc cua riéng minh, so sinh ching vdi
nhing nguyén tic cua cong ty, cia doi thu canh tranh va cia khich hang. Viéc dung hoa nhing
chuian myc cd nhan dé dat dugc nhing muc tiéu bén ngoai cé thé giy ra nhdng cing thing thai
qui va khong cin thiét cho nha quan trj. Vi tim quan trgng cia nhing chuin muyc dao duc, trong
nhing chuong sau day, ndi dung thuong hodc dé cap giin ti€p dén khia canh dao duc lién quan
dén noi dung cua chuong Ay, hoiic cung cAp nhdng tinh huéng lién quan lam dé tai cho 1dp hoc

thao luan siu hon.

Hinh [-1 : Qud trinh qudn (ri hdn hang

o I MGéi truong vi mé
Xa héi 9 Kinh té

S canh 1ong thé (Ph3, man

 pan Nang (1 phin g~ -
dn
Y/

Xay dung
dd1 ngu ban hang
(phén 3)

Phat t1én
quaAn tr

Muc tiéu mmp 1
(phan 2)

Thuc hién

Quan tri
dd ngl ban hang
(phan 4)

Phap ly’ /Dao duc

Chinh trj
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PHAN MOT: Nhin thic vé ngudi qudn Iy
ban hang va nhin vién ban hang
trong noi dung lién hiép cong ty

Khong cé6 gi xay ra cho d€n khi cé ai dé bdn cdi gi do.
Arthur H.Motley.

Mic du, theo nghia don gian, ciu cham ngon trén la ding, né thudng duge dinh gia nhu thé
n6 1a chan ly duy nhiat. Nhung né chua phan danh quan diém thj trusng doi vdi viée thiét ké va
s:in xudt san pham co. du phong tinh nhu ciu cua khich hang. Va nhdng khdi niém ve vi¢e lap
ki" hoach cong ty va edch trinh bay chién luge duge can cu trén du tinh vé thi trusng, khéng
phii trén phan dng. Nhu vay viéc bdn va quan ly bin hang khong la sy khdi diau cua mot qus
trinh, nhu ngu y cua ciu chaim ngon trén, ma ding hon la mot phin quan trong cua cong ty va
chién luge tiép thj va cich trinh bay ké hoach.

Dai ly va ngusi quan tri khong cdn c6 thé nip sau 16i tuyén bo "Toi chi la ngudi bin®. Dai
ly bin hang va ngudi quin ly trong méi lién hé vdi thj trudng cua minh, thyc hi¢n mét vai tro
¢6 tinh quyét dinh ddi vdi to chie. Cho du chic nang chinh cua dai ly bein hang 1a bin san pham,
dé khong phai la trdch nhiém day nhit cia ho. Nh@ng nha quian trj cing ¢é nhiéu trich nhién:
trong mot to chuie. Ho phii quan ly con ngudi va tao ra lgi nhuan cho cong ty cua minh troag

pham vi noi dung cua ciic ké hoach va cic chinh sich cia té chue.

Trén hinh vé d trang sau, cic phan lién hiép cong ty va mai trugng vi md duge lam nai bat
dé chi r6 4 chuong trong phan mét dé cap dén nhung chd dé nim bén ngoai qua trinh quan ly
bin hang thuye té nhung vin cé-anh hudng tryc ti¢p dén qui trinh nay.

Chuong 2 gidi thiéu mot s6 khdi ni¢m co ban trong chién luge va lap k& hoach cia cong ty.
Nhimg khii niém nay sau-dé dudge hyp nhit vdi cic sich luge vé tiéu thy va ve bin hang dé mo
(i cich ma hoat dong quan ly ban hang gép phan tryc tiép vao viee thyc hign chién iuge va cic
muc tiéu cua cong ty.

Chuong 3 mo ta nghé nhin vién bin hang. Muc tiéu cua chuong nay la cung cip mot sy hiéu
bist khii quit ve diéu ma dai ly lam va nhing nguti d6 la ai. Trong tam dac bi¢t chi trong hon
viio nhing hinh thic khic nhau cua viéc bin, cic hoat dong duge thyc hién bdi cac dai 1y, va
nhing tinh chit can thiét dé la mot ngudi dai ly tot. Nhing dic diem cua qud trinh bin hang
thyc té dude dé cap dén d chuang 3.

Chuong 4 xem xét bon linh vyc bin hang va quan ly bin hang quan trong trong nhiéu doanh
nghiép va trong nhiéu nganh va thutng duge ding dé b3 sung cho luc lugng bin hang true tiép

trude day:
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Bon linh vye nay trinh bay nhing van dé dac biét vi cic co héi cho ca ngudi quan !y i
hang va dai ly bin hang.

Chuong 5 khai trién ban chat chung cda nghé quan ly bin hang. Ciic hoat dong, trich nhiém,
vit Ky nang quan ly tiéu biéu cho cich dng xd cua ngudi quan ly bin hang xudt sic duge mo ta.
Chudng niay cing chuin bj cho ban di vdo nhdng néi dung sAu sfc han vé trich nhigm cia ngudi
quan ly bin hang sé duge trinh bay & cic phan hai va ba. .

X3 hoi Moi truong vi mé Kinh 1&

o cann 18ng thé (Phip, men)

Xay dung
401 ngu ban hang
(phan 3)

Muc tiéu mp GuiEan Thuc hién

Phiat than

(Phan 2) Quan i
Jdd ngu ban hang
(phén 4)

Phag ty /Dau dic Chinh tri
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CHUONG 2

uan tri ban hang:
hién luge va co cdu to chuc
trong mdt doanh nghiép

MUC TIEU NGHIEN CUU

*

Hiéu dugc cd sd cua viec xdy dung chién luge téng thé va vai tro cia hoat dong tiép thj

trong chién luge ay.

* Hiéu dugc thé nao 1a mot don vj kinh doanh chién lugc (SBU) trong mét cdng ty va tai sao
né lai quan trong trong chién lugc marketing, 14p k& hoach va quan trj bin hang.

* N4im dugc chién lugc téng thé sé dugc truyén dat xubng va chi dao dén ngudi dai dién bdn

hang 6 tung cap.

»

Cé kha niang nhin thdc duge sy khdc nhau gida ting loai cia lyc lugng bdn hang.

Thau hiéu méi quan hé gida viéc xAy dung kénh phan phdi va t8 chic lyc lugng ban hang
* Hiéu dugc nhing cdch lya chen cic phuong dn thiét k& t6 chuc lyc lugng ban hang khac
nhau va khi nio ching la m6t phudng dn t6 chic phu hgp.

®*

*

Nhan thuc duge ring mot ngudi quan ly bin hang thudc vé mot t6 chic 16n hon, o6 méi
quan hé va trdach nhiém doi vdi ca cdp trén va cip dudi trong cong ty.

Dac biét chi y dén nhdng khdi niém va thuat ngd sau day:

Chién lugc tong thé / Pon vj kinh doanh chién luge (SBU) / Xay dung, duy tri, thu hoach va
tit bo / ba loai cia lyc lugng bin hang / dai dién bin hang cia nha sin xuft / nhdng kénh phan

phdi truc tiép, giin txep / Bén phuong 4n thi&t k& vé t6 chuic luc lugng bdn hang cé thé duge
lya chon/ ba diéu kién can can nhdc khi thay dgi cd ciu t8 chuic lyc lugng bdn hang.

TOM TAT

Muc dich cua chuong nay la cung cip nhing hiéu bi€t vé hoat dong ban hang ci nhan va
quan trj bin hang thich hgp trong chién luge va t§ chuc cua cong ty. Dau chuong thio luin so

. L’J“gj{d\,h)H TE&\{T}\D
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qua vé chign lugc tong thé va méi quan hé¢ cia né véi chién luge kinh doanh va chién lugc
marketing. Nhing noéi dung quan trong nay sé tao nén ting cho phan tigp theo vé vié. xay dung
didu hanh mot co cdu t8 chuc lyc lugng bdn hang cy thé. Phan cu6i cia chuong dua ra nhing
nguyén tic ddnh gid nhing phudng én t8 chuc lyc lugng ban hang, mé ta khai qudt tai sao hai
céAng ty ldn, cbng ty thyc phdm Campell Soup va cong ty thiét bj vin phong Xerox thay ddi cdch
té chuc lyc lugng bdn hang cia ho.
Tuy vay, chiing ta khdng thé ci theo cich cua ching ta ma thanh céng dugc. Su canh
tranh da doi hoi chiing ta phdi lién tuc phat trién va diém khdi dau la sy phuc vu hay
cung ung dich vu cho khdch hang cua ching ta. Qua bao nhiéu nam, hoat déng kinh
doanh ciia cong ty IBM dia trén nén tang giup dd khéch hang gidi quyét nhitng van dé
ho gap phdi... va ludn hudng mdi quan hé doi tic lam an vdi khdch hang dén gidi han
than thién nhét cé thé dugc. Hién nay ching ta dang lam viéc hét suc dé hoan thién
hon muc dd hd trg hoat dong kinh doanh nay.
Trén toan thé gidi, ngay cang c6 nhiéu ngudi hoat déong trong nhitng t8 chiee marketing.
Didu nay khong phéi do cluing ta chuyén nhizng nhan vién ci d nhitng chizc ning khéc vao
hoat dong marketing, ma la viéc tuyén dung nhitng nhan vién hay dai dién marketing mdi.
Chéng bao lau, trong 2 nam tdi, so dai dién marketing nay sé gia ting them 20%.

Vao gi?a nhing nam 1980, cong ty IBM dugc xem la céng ty hoat déng va quan ly gioi nhat
Hoa Ky. Nhung dén khoang cudi thip ky nay, vi¢c sut giam doanh s6 va l¢gi nhuin cing nhu sy
suy giam nghiém trong gia c6 phi€u cia IBM di dua cong ty nay tut khéi vj tri hang dau dy. Vao
lic 4y, chi tich hoi dong quan trj cia IBM, éng John Akers, két luan ring sy suy giam trén day
cua cdng ty la do da mAt nhi@ng quan hé mat thi€t sau sdt vdéi khach hang, va éng quyét dinh
ring céng ty phai nd lyc ddy manh hoat dong marketing va hoat déng bdn hang cd nhdn hon nua,
bang viéc gia tang luyc lugng ban hang cia toan cong ty lén khoang 5.000 nhan vién bdin hang.
Vao nam 1989 céng ty IBM c6 32.000 ngudi ban hang, dugc xem la mét trong s§ nhing cong ty
c6 lyc lugng bdn hang t6t nhat trong linh vuc kinh doanh mdy vi tinh va thi&t bj van phong.

Diéu gi da khi€n cho m{t trong s6 nhing cdng ty manh va néi ti€ng hang dau thé gidi nhan
manh vai tro cia bdin hang cd nhan dén vay trong chién lugc téng thé cia minh? Tai sao viée
bdn hang cd nhan dugc xem la mdt trong nhing cdch t6t nhat dé tdi thi&t 1ap va duy tri quan
hg véi khdch hang? Loi giai ddp cho nhing cAu héi trén va nhing vin dé khdc lién quan dén bdn
hang cd nhan va quan trj bin hang trong chién lugc va cd cfiu t6 chuc cla cdng ty la nhing muc
tiéu cua chuong nay:

1) Xem xét xem nhing chién luge tong thé cla cdng ty da anh hudng nhu th& nao dén vai

tro cua vigc ban hang cd nhén va quan tri bin hang trong chign lugc marketing cua ho.

2) Chen lya dugc nhdng mé hinh phudng dn té8 chic lyc lugng bén hang sao cho hé trg tot
nhét cho chién lugc marketing va chién lugc tdng hgp cia cong ty.

+ TRIEN VONG CHIEN LUOC

Dé hiéu deQC vigc quan ly bdan hang va bin hang ca nhan cé anh hudng va vj tri nhu thé
nao trong cd clu va c}mién luge cua cong ty ching ta cing phai nim dugc nhing hi€u bi€t co ban
vé viéc xdy dung chién luge va thyc hién chién luge &y cia cong ty.

Tinh tha bac trong viéc xay dung chién lugc

Nhu dugc mé ta trong hinh 2-1, cu tric t§ chic cia cong ty thudng la mang hinh kim tu
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thép. Liuu cua mum w wiap unay cuses 12 hoi dong gidm d6c va chi tich h¢i dong quan trj (CEOQ)
va mit s§ chuyén vien didu hanh khéc nda. D6i véi cong ty du 16n hay nhd thi hinh dang cua so
dé nay cing théng thudng la gi6ng nhau. Dim khéc bigt, cé ching, 1a ¢ qui mé, kich thudc cua
so d6 ma thdi. Dudi quyén cia nhing chuyén vién cao cfp nay la hang logt nhing cdn b thira
hanh c6 trach nhiém didu hanh hoat ddng cia nhing thanh t& trong cbng ty sao cho c6 nhiéu lgi
nhudn nhAt.

Hink 2.1 Cu cGu cé tinh cdp bic téng hop:

Cha tich H6i ddng quan tri CEO
Ban giam d&c

\ Trudng cac phén ban
Nhing phé giam déc chuc nang

\\\\\\ —  Trung cép quan ly cua ting phéan ban.

Quan ly cép thdp hon.

\\\ Nhéan vién chuc nang.

Trong dang t6 chdc nay, chi tich Hoi dong quan tri (CEO), cimg vdi ban gidm d6c va nhing
chuyén vién quan ly cdp cao, dat ra nhing muyc tiéu va chi€n lugc cho toan cong ty. Cdp thira
hanh k& ti€p sé [an lugt cin cd vao nhing muc tiéu da dugc cdp trén dé ra nhu da néu trén, dua
ra nhing muc tiéu & cAp d6 thira hanh cia minh. Vi vay, nhing muc tiéu va chién lugc téng thé
sé la can cd dé nhing cidp thua hanh thip hon dat ra myc tiéu va xay dyng chi&n luge & cdp cua
ho. Viéc tuan thd va thuc hién ding nhing myc tiéu chién lugc do-cdp trén dé ra trong viéc xay
dung chién luge va dat ra muc tieu cia cdc cip ti€p theo sé bao dam réing nhdng chién lugc kinh
doanh va tiép thj cda ting cAp thua hanh s& cing c8 hon nia chién luge téng thé chi khéng phai
gy can trd cho né. Do vy, myc tiéu va chi&n lugc téng thé, cubi cing s& anh hudng d&n co cu cia’
lyc lugng bén hang va tham chi dén ting hanh vi hiang ngay cia gidm ddc quan ly ban hang cing
nhu ngudi dai dién ban hang.

Xay dung chién lugc tdng thé

Nhang chuyén vién thira hanh & cdp téng thé sé danh gid xem xét vé didu kign moi truong
xung quanh, ddnh gia nhing nguén lyc clia cong ty, dit ra nhing muyc tiéu tong thé va xay dung
chién luge tong thé dé dua ra hudng phdt trién cda cong ty.

it muc tiéu:

“Cheshire Puss ¢i”, Alice (m&o) bat d4u hoi “ban c6 vui long chi gidp t6i phai chon dudng
nao tu day?”

“Piéu d6 phu thuéc rat nhiéu vao viéc ban dang mudén di dau” - Con meo néi.
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“Tdi cing chang quan tam la di diu nda ca” - Alice noi
“Thé thi vigc ban chon dudng nao dé di cing vay théi, ching quan trong gi” - Méo noi

(Theo “Nhizng cudc phiéu luu cua Alice ¢ chén than tién” cia Lenis Carroll

Cing nhu Alice, néu ban khong xdc dinh dugc minh phai di dén dau, phai dat dugc nhung
gl thi né cing ching miy quan trong ring ban bAt dau ti dau, td cdi gi va bao gig ban hoan
thanh cong viécc 4y hay c6 thé hoan thanh dugc hay khéng. Céc cong ty ciing can phai c6 nhung
myc tiéu ré6 rang dé phin dau dat dugc. Ching han: |

Giam déc cua cong ty Allied Chemical (héa chit) nhat tri theo dudi ba muc tiéu chinh yéu:
(1) Thay déi co ciAu sin pham héa chit téng hgp cé thé tdi ché duge hién nay dua trén co
sd md rong vén sang mt co cAu mdi vdi nhing sin phdm héa chit dac biét ¢ the dem lai
ta1 thi€u 25% thu nhap trudc thu&. (2) Phan dau dat dugc vj tri cao nhat trong nganh vé ca
hai mat tdc d6 gia ting lgi nhuan binh quAn va thj phan trong nam &y. (3) T6i thiéu phai
dat dugc mot diém c6 y nghia nao dé.

Nhing myc tiéu trén da tao ra nhing hudng di cy thé cho nhing cdp thua hanh trung gian.
Hon nda, nhdng muc tiéu trén day c6 lién hé truc ti€p vdéi nhing muc tiéu kinh doanh hang nam
cia tung bo phan trong Allied Chemical va cing lién hé¢ mat thiét vdi nhing khoan tién thudng
cho nhing nhan vién phan diu dat dugc muc tiéu cia cong ty dé ra. M6i quan hé truc tiép gida
nhing muc tiéu va nhing khoan tién thudng cho nhing cin bd diéu hanh nhdng bé phan cua
cong ty cho thiy ring nhing muc tiéu téng thé da dugc cdc cidp thiu hiéu va thi hanh duing din.

Chién luve tong thé

Chién lugc 1a “mét loat nhung qui dinh, quyé&t tim hudng dian hay chi dao nhing nha quan
ly cia mot xi nghiép dat dén nhing muc tiéu dai han cia ho”. Chién luge sé tao cho

- Hudng phat trién ma cong ty phai tuan theo trong mai trudng da dugc xdc djnh.

- Hudng din, chi dao viéc tinh toin phan bd cdc ngudn lyc.

- N6 cing dua ra logic dé hgp nhit nhing xu th€ phdt tri€n mang tinh cyc b6 cda tung bo
phan trong coéng ty, theo cung m¢t hudng di.

Trong viéc xdc dinh hudng phat trién cing nhu hudng din ddinh gid cdc ngudn luc, chién
luge téng thé da tao ra mdt nén tang, mét khuén thudc cho tung bd phan sin xuit kinh doanh
trong cong ty xidy dung nhing k& hoach va chién luge cia he.

Nhieng bo phén | dom vi kinh deanh chién linre (SBU)

Hinh 2-2: Dom vi kinh doanh chién lue

Chu tich HDQT (CEO)
va Hoi ddng digu hanh

Thudc bd va duoc Thusc Nhing Nguoi Khoa hoc
phdm cham soc tha y hoa pham tieu dung nghién cuu
suc khoe dac biét Nguy&n féy

Mot khi nhing muc tiéu va chién lugc téng thé cia cong ty da dugc xdc dinh, tat ca nhdng
don vi kinh doanh chién luge (SBU) trong cong ty phai phdi hgp véi nhau trong viéc thuc hizp
Mot don vj kinh doanh chién luge (SBU) la m¢t “... nhém nhizng hoat déong kinh doanh hay sgp,
pham nao dé hop thanh nhing thic thé c6 to6 chuc du ldn va tuong déi déng nht dé thuc hién
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viéc quan ly nhitng nhan t6 chién luge nhét anh huéng dén hoat dong cua ho”. Trong hinh 2-2,
mot cong ty duge phidm da t§ chuc nim by phan cia ho thanh nhidng SBU. Trong s6 nim bd
Phdn nay cé nhing bo phan cdn c6 nhing céng ty con hay nhidng chi nhdnh khdc ma mdi bo
phan nay tao ra hang tram trigu dé la thu nhip.

Chién luge téng thé va quan tri bian hang

Chién lugc téng hgp phan 4nh nhing ddnh gid cia cong ty vé didu kién, co hoi thj truong
va kha nang I¢gi dung nhing co hdi kinh doanh &y cia cong ty. Trong viéc d4nh gid Ay, méi don
vi kinh doanh chién luge (SBU) dugc xem xét nhu mo6t thanh té clia cong ty. Can cd vao két qua
dinh gia 4y, cong ty quyét dinh c6 thé md rong hoat dong hon, thu hep lai, duy tri nhu trudc
hay chuyén moén héa g r'n(pf don vj chi€n lugc nao d6. Quyét djnh dy cé thé roi vdo mét trong bdén
chién luge thi phan cé thé xay ra d6i vdi don vj kinh doanh chién luge (SBU) nhu sau: xAy dung,
duy tri, thu hoach va gat bo.

Co rat nhiéu cong ty khong thé thdng tin vé chi€n lugc téng thé dén cip ban hang. That bai
nay van xay ra mac did nhing k&t qua nghién cdu da chi ra ring c6 nhing méi lién h¢ tryc tiép
gita chién luge marketing va nhing muc tidu va chinh sich bin hang. M6i quan hé nhu th& da
dugc minh hea trong bang 2-1.

Bdng 2-1: Chién lwve thi phidn va nhimg chinh sdch veé luc lvmg bdn hdng

NHUNG CHINH NHUNG CHIEN LUTC THI PHAN
SACH VA MUC TIEU .
BAN HANG Xay dung Duy tri Thu hoach Gat bo
Nhang muc tiéu ban  Xay dung doanh s6  Duy trl doanh s§ Cé&t giam chi phi bdn  Gidm t&i thiéu chi phi
hang co ban hang ban hang
Quan hé chat ché v&i - Cang c6 vi tritrong  Chi nham vao nhang  Gidm hang dy tra
nhang diém phan thi truding khach hang quan
phai - Quan hé thém vdéi trong,mang lai lgi
mot s8 diém ban nhuan cao ma thoi.
khac n(a.
Nhang nhiém vy Dén ti€p xuc vdi Ti€p xdc c6 cha dich  Ti&p xic va phuc vu  C4t hdn du tr
chinh yéu cua hoat khach hang mgiva  mot s6 khach hang ~ mot s& khach hang
dong ban hang khach hang tiem hién cé. nao quan trong
nang nhét,mang lgi nhat
ma thoi.
Cungungdichwy & Giatang muc cung  Loai bd nhang khdch Cat hdn dich wy.
muc cao. ung dich vu d mot s8 hang khéng méy
khach hang hién cé. quan trong. Giam
dich wu.
Giam duy tru.

Thu thap théng tin Ti€p xuc khach hang
phan hoi cua san mai.
pham / thi trudng

Cung cach daingd  Luong va mét s8 Luong cdng hoa Luong (co thé cdng  Luong
duoc dé nghi khuyé&n khich khac hdng va tién thuong. thém tién thudng nao
i da))

Nguén: Trich ti “Mgi lién h¢ gita nhing chién luge thj phAn va nhing muc tidu hoat ddng va ch& dd dai ngd
cua nhan vién bian hang” trong bdo Ban hang cd nhan (Ldn le) va quan tri bdn hang s§ thdng 8/1986.
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Xay dung

Chién lugc “xay dung” la chién lugc md rong, phan anh chién lugc phat trién cua mé
vi kinh doanh chién lugc (SBU) trong mét thj trudng hosic met s& thj trudng cy thé. Can cd tré
nhing két qua diéu tra thj tr\ubng thé hi¢n ring dieu kien thj trudng la thuax; lgi va cong ¥ ¢
thé thanh cong véi mét thj p’hz‘m rzixo d6, ban quén tri méi quyét djnh danh nhing nguon 1Y€ qu
trong; cd bin cia cong ty (tién vén, thai gian, nhan lyc) vao thi trudng nay dé gia tang thi pha
va lgi nhugn. Ldy vi du nhu cong ty thyc phim Nestlé, 1a mot cAng ty quéc t& co von lén d¢
nhiéu ty dd la, hi¢n nay dang tap tl‘u?g,né lyc d€ gia ting thj phin & nhang thi trudng chin
y&u trén thé& gigi. Chién lu?c phat trién nay cing tuong ty nhy giai doan “gidi thieu” va “phi
trién” clia vong dgi san pham.
Muc tiéu cia “chi€n luge xiy dyng” la lam sao vdi s§ khdch hang hién c6 ma cong tyv
gia taing dugc doanh s8, dong thdi mé réng mang ludi trung gian dai Iy hon nda. Dai di¢n b
hang phai hoat dong rat chat ché véi nhdng trung gian dai ly vé mat gia ca, k& hoach chiéu
cd dong va gid ving muc ting trudng doanh s3. Trong giai doan cia “chién lugc xay dyng” ni
san pham méi cia cong ty doi hoi nhieu né lyc hon ti phia “ban hang, dich vy ban hang & nh
"trinh d¢ cao, ngoai ra con cin nhigu hoat dgng yém trg, quang cdo dac biét khac.

Mot méi trudng phat trién nhanh nhay thuong doi héi nhan vién ban hang phai ¢6 dugce th
tin, am hiéu thj truong, tinh hinh canh tranh cang day dd cang tot. Do nhing nd luc bén hi
bao gi¢ cing di trudc k&t qua vé doanh s6, nhing nhan vién, dai di¢n bin hang phai cé nhi
muc luong cin ban. Ngoai ra, cong ty can phai ¢6 nhdng khuyén khich dai ngd khac @€ kich th
nhin vién bdn hang ddy manh qud trinh bdn hang gidi thiéu sin phim mdi, dac biét la tm
trusng hgp nhiung nhan vién ban hang &y dugc giao ban nhadng sin phim da dugc gidi thigu
tham nhap tu trudc véi mot muic doanh s6 khodn dugc giao.

Duy tri

Trong chién luge “duy tri” nay, b6 mdy quan trj quy&t djnh khong con niAng né theo:
muc tiéu gia ting doanh s6 va lgi nhuin cia mot sin phdm nao dé hay trong mot thj trugng
d6 nuoa. Cong ty ay budc phai duy tri trong thi truong dy, c6 16 la trong mot thdi gian dail
“theo. Nhung vi¢c tan dyng cdc ngudn lyc cia cong ty cho san phim / thj tr
dugc cAn nhéc than trong dé gid cin bang véi muc gia tang cham, tham c
ta chi ding nhing nguén nhan tai vat lyc cia cong ty § nyye vira du dé d
nhuan va thi phan ma thoi. Day la chién lude thyu dong gjay ti€t nhang h
dong va ban hang.

udng ay gio day)
hi khong tang. Ch
uy tri cung c6 mi
oat dong phan phf

Giai doan “duy tri” ¢ day cé thé so sinh dugc véi giai doap mGi trudng thanh t ¢
san phim. Lyc lugng ban hang tap trung gid gin thi phan va |gj nhuan tpa ; ro'lzg V‘.’f‘g
véi nhing khdch hang hién ma cong ty da hoan toz‘n} €O uu thé& canh trapp 5 v1ec’tlép‘
hién c6 nay duge cung ding djch vu & muc do cao dé hoan toan loai bg 1, . Sibieyy ik
cdc déi thu cia cong ty. Cong ty chi con quan tam mot cich rit chit loc a nang canh t
tiem ning khi nhing khdich hang tiém nang dy bi€éu hién sé mang laj m.in r-nff)t s6 khdch
nhuan hofc nhiéu uu thé& cho céng ty. trién vong nhi

Thu hoach nhanh

Trong giai doan dp dung chién luge “thu hoach nhanh” nay, nhing Qny,
cong ty cho thdy ring mic du tinh hinh lgi nhudn cua ho trong giai doan nayg‘l’a marketin
ké, nhung theo ddnh gid dai han thi co hoi kinh doanh cua ho trong thj trng N con rit
viy, ban quan trj cia cong ty phai dan dan giam bdt viéc tdn dung nguon |y, Q\T Sp di qu

Qf)]]g ty |
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thi truong nay. Chi&n lugc marketing trong giai doan nay la phai lam sao gia ting dugc cang nhiéu
doanh s8 cang t6t trong lic cong ty ti ti rit khéi thj trudng. Ngoai ra, céng ty con phai kiém
tra quan ly chi phi that chat ché d€ dat dugc cang nhiéu lgi fch tai chinh.

Lic nay, vong doi san pham di dat dé€n cao diém (cyc dai) va bit dau suy giam. Lyc lugng
ban hang gig day chi tap trung vao nhing khiach hang 16n nh4t, cé lgi nhgt ma théi. Nhing khdch
hang nhé khdc sé dan dan it dugc quan tAm va phyc vy hon nda. Cong ty sé quan ly chi phi rat
chit ché, sé ra suc khai thac san phdm nay dén déng lgi nhuan cudi cing. Luong sé la chinh sdch
dai ngd nhan vién co ban nhit, cang vdi mdt s6 khoan tién thudng cho viéc nhan vién thyc hién
cit giam chi phi hosc dat dugc 1gi nhuin cao trong khu vyc dja ly do minh phy trich.

Gat bi

Do nhiéu nguyén nhé&n, ban quan trj cong ty nhan dinh riing & thj trudng nay, hg khéng con
cd héi kinh doanh du ngin han hay dai han. Viéc rit bo khoi thj trudng nay do6i khi la do nhing
quyét dinh chién lugc téng thé, thong thudng la do hoat ddng canh tranh, va thudng xay ra gan day
la do nhing quyét dinh cia chinh phd. Cho du do quy&t djnh nao, cong ty c6 thé budc phai rit lui
khoi hoat dong kinh doanh, canh tranh tich cyc hoic thAm chi phai bdn tai san vad ngung hoat dong
cua cdng ty tai vung, lanh thé ay.

D6 chinh la giai doan k&t thuic cia vong ddi sin phidm. Véi nhan vién bian hang phu trdch
nhiéu mat hang, trong s6 nhing mat hang 4y sé& c6 mdt mat hang cé dudng bidu dién “tit dan”
va cong ty dang muén k&t thic né mot cdch nhanh chéng. Khi ti€p xdc véi khdch hang, nhan
vién ban hang c8 ging giam lugng hang tén kho va dy tr@ xudng, va tham chi trong mét s6 trudng
hgp, ho con phai tim nguén cung cAp mdi cho nhing khach hang con cAn loai sin phim nay.
Trong giai doan nay, nhan vién ban hang gin nhu chi hudng luong ma théi, khéng c6 nhing dang
khuyén khich khic.

Chién lugc tédng thé va ngudi dai dién ban hang theo linh vuc

Nhing chién luge va ké hoach kinh doanh dugc 4p dyng va thi hanh hang ngay qua hoat
dong cia luc lugng bén hang. Hinh 2-3 thé hién ré ting cdp bac ti€p nhau cy thé héa va gidi han
nhing muc tidu va hoat dong cia he nhu thé nao. Cusdi cung, & cip gidm d6c quan ly ban hang
va nhing dai dién bdn hang, nhing myc tiéu &y dugc xdc dinh rat cy thé bao gom nhdng myc
tiéu doanh sé phai dat dugc trong vung hodc d6i vdi ting khdch hang, bén canh d6, hoat dong
~iia nhan vién bin hang cing dugc gidi han cy thé dé dat dugc nhing muyc tidu néu trén. Vi thé,
nhing k& hoach va chién lugc tdng hgp cia cong ty mdi duge thyc hién thong qua hoat dong hang
ngay cua lyc lugng bdn hang theo linh vye.

Chién lugc marketing khong phai lic nao cing hé trg, b8 sung cho hoat déng cia lyc lugng
;;:‘m hang. Trong thyc t&, doi khi chién lugc marketing con ngan trd hoat dong cua luc lugng ban
1ang nia. Ching han, cong ty Bristol - Myers quyét dinh quing cdo loai dugc phdm mdi cho tré
am tryc ti€p dén cong ching chu khong thong qua sy gidi thi¢u cia cdc bac <i nhu tir truiée dén
‘;iij. RAt nhiéu bdc si nhi khoa va nhing bénh vién gianh cho sinh vién y khoa thyc tap da ngung
chéng gidi thigu tit ca san phdm cia cong ty Bristol - Myers. Nguoi ta con k& lai ring c6 mot
yac si da moi dai dién ban hang cua hang trén ra khoi bénh vién cdia éng ngay, va yéu cau co ay
ikhong dugc lam phien éng thém tai bit ky tu gia nao cia dng.
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Hinh 2-3: Thuc hién chién lurce ting thé

K§ hoach chién lugc tdng thé: Xam nhap thi trudng mai
bang viéc tung ra san phdm mai va dat hang trong tdm vao
chat lugng ky thuat.

Muc tiéu tong quat: Phai dat dugc ty 18 gia tang Igi nhuan
thuan la 15% / nam trong 5 nam tiép dé&n.

K& hoach chién lugc, & cdp cac bd phin chic nang: Xac
dinh vi tri trong thi trudng cua hai nganh 6-td va gidy vdi
nhang céng thuc mdi.

Muc tiéu thj truong: MG réng thi phan cda céng ty ching ta
trong hai nganh nay l1én dén 5% vao nam tdi va 13% trong 2
nam tiép theo.

Chién luoc ban hang: Tap trung luc lugng ban hang vao nhang
khach hang trong yéu va phan ddu dat doanh s& 25 triéu dé la
d8i v&i nganh 8 ® va 30 triéu do la d&i vdi nganh gidy.

Muc tiéu ban hang : Ban hang phuc vu mét khach hang chinh
trong mét khu vuc trong vong 6 thang dau d&i vai mbi nganh.

Nhan vién ban hang : Tiép xGc va gidi thiéu san phdm dé&n véi
céng ty gidy Wilson va cdng ty thiét bi 6-t6 ACME trong thang
tdi. Dat trong tdm dich vu phuc vu Wilson, va giam chi phi ddi
vGi ACME. Dat muc tiéu ky dugc don dat hang vdi ACME ngay
va vai Wilson sau 60 ngay.

+ THIET KE MO HINH TO CHUC LUC LUQONG BAN HANG

Mic du chi€n lugc marketing va phan phdi cia cong ty thé hién dugc méi quan hé gita cong
ty va thj trudng, nhung viéc ap dung nhuing chién lugec 4y hoan toan la trach nhiém cida ting c
nhan dai dién bin hang. Vin dé con lai la cong ty phai xdy dyng mot mé hinh té chuc luc lugng
ban hang cia minh thé hién duge chinh sich marketing va phan phéi cla ho, dong thdi tao diéu
kien dé lyc lugng ban hang thyc hién dugc chién luge cong ty. Viéc xay dung mé hinh t8 chuc
dy doi hoi phai c6 sy thiu hiéu tirng loai lyc lugng ban hang, nhing chi tiéu cia chién luge phan
phdi, va nhing phuong an mé hinh t6 chuic khdc nhau d cip dja phuong.

Phan loai luc luong ban hang

Lyc lugng bin hing la cau néi co ban nhit gida cong ty va thj truong Lyc kugng ban hang
duge chia lam ba loai: luc lugng cua cong ty, dai ly ¢ hgp dong, va luc lugng hén hgp.

Luc luvmg hdan hang cia cing ty

Luc lugng ban hang cia mét cong ty bao gdom tit ca nhing nhan vién 6 trdach nhiém tryc tigp
dén hoat dong bin hang. Luc lugng nay lai ¢6 thé duge chia thanh hai loai: bén trong va bén ngeaj.

Luc lugng ban pimg bén trong: (tai chd). Hau hét, lic lugng ban hang bén trong thuong
tap trung 6 mot cd sd, van phong va lién hé véi khdach hang chi yéu thong qua dién thoai. Ting
ca nhan nhan vién bin hang hi€m khi ti€p xuc tryc ti€p véi khdach hang. Loai lyc lugng bin hang
nay co thé dugc dung nhu luc lugng chinh yéu cia céng ty hoac la lyc lugng hd trg cho lyc luqng
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bian hang hoat dong bén ngoai cong ty. Lyc lugng bdn hang tai ché hay bén trong nay khéng phai
la mét hién tugng mdi xuat hién. Trong lich s cing da ting ton tai lyc lugng ban hang nay,
nhltng véi trich nhigm va hoat déng chi yéu mang tinh xdc ti€n cho hoat déng bdin hang hay
theo sau hoat dong bin hang, nhu theo doi nhdng don dat hang, kim soat dy trd, ton kio, gici
thi¢u sin phdm thay thé. Gan day, trach nhiém cia khéi lyc lugng bdn hang bén trong nay da
dugc md rong xa han. Va ngay nay nhiéu cong ty phu thuéc rdt nhieu vao nhdng chuyén gia tiép
thi qua dién thoai cia ho. (Ti€p thj bing dién thoai dugc xem la cong cy ban hang truc ti€p nhu
thé niao dugc trinh bay chi tiét hon trong chuong 4).

Luc lugng bian hang hoat ddng bén ngoai cong ty (van phong). Lyc lugng bdn hang
bén ngoai céng ty thong thusng dugc trai ra theo viung dja ly. Dé luc lugng bdn hang bén ngoai
cong ty nay hoat dong dugc hiéu qua, diéu kién can c6 la trong viung lanh thé dy phai c6 mot so
lugng khich hang dG lén. Ngusi dai dién ban hang nay sé c6 trach nhiém ban hang hoic cung
ung dich vu thong qua giao djch tryc tiép vdi khdch hang, théng thudng tai dja ban kinh doanh
cua khich hang. Ngoai trid hoat dong ban lé, da s6 luc lugng bin hang hoat dong & bén ngoai.
Lyc lugng bdan hang bén ngoai dugc si dung rit rong rai trong nhiang doanh nghiép nho va lén
tid nhing céng ty san xuit hang tiéu dung va hang cong nghiép, cong ty dich vy nhu hing hang
khong, khdch san dén cong ty ban budn. Mot trong nhing trong tim chi y&u nhung khéng phai
duy nhit cia chuong nay la lam sao xay dyng va quan ly dudc lyc lugng bian hang hoat déng bén
ngoai cua cong ty.

Luc lugng ban hang hoat dong bén ngoai 4y hang ngay trinh bay sin phim cia céng ty cho
khich hang va khdch hang tiém nang. Vdi sy dao tao va quan ly ding dén, cong ty cé thé tin
tudng vao s6 nhan vién bin hang cia hg vé kha nang gigi thi¢u va bdn san pham dang tiéu thy
hoic sin phAm mdi theo ding yéu ciu cia cong ty. Ngoai ra, vi la nhian vién cia cong ty, ho co
thé dugc hudng din dé thuyc hién nhing nghiép vu khong phai la ban hang, nhu thu thap théng
tin, cung ung dich vu khach hang, dao tao nhan vién bdn hang va giai quyét nhitng vudng mic
cia khdich hang. Luc lugng bdn hang con la khéi 6¢ vé tri thic quan ly. Nhing dai dién bdn hang
véi nhing thanh tich xuit sic c6 thé dugc boi dudng, phat trién thém va thing tién lén nhdng
dja vi nhu gidam déc quan ly bin hang, giam doc sin xuat hay nhdng dja vi quan trong khic trong
cong ty. S6 lugng cua luc lugng ban hang bén ngoai cong ty va qui mo diu tu cua cong ty vao
linh virc nay duge thé hién trong bang 2-2.

Bdng 2-2: Mt s& cong ty tiéu bic¢u vd lic luymg bdn hang bén ngodi ciua ho

Coéng ty Nganh hang Qui mé lyc lugng ban hang
(ugc tinh *) (ngudi)
Alcoa Cdng nghiép 150
Merrill Lynch . Nhang dich wu tai chinh 12.000
IBM May vi tinh . 32.000
Xerox Nhang san pham phyc vu van phong 6.000
American Airlines Dich vu 250
Calgate-Palmolive San pham tiéu dung 700
E.| Du Pont Hda chét 7.000
Scott Paper Hang tiéu dung 500
Anheuser - Busch Nudc uéng g50
Avon My phdm 1,200.000

* Qui md dugc udc tinh theo théng tin nam 1988 tu nhidu nguén xuit ban khic nhau.
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Nué6i dudng mét sd lugng lyc lugng bén hang bén ngoai céng ty cé thé t&n nhidu chi phi.
Théng thudng, chi phi binh quan hang nim cia mft nhan vién c6 thd hon 50.000$, tham chi mot
qui mé lyc lugng ban hang tuong d6i nhé cing ddi héi mdt khoan djnh phi dding ké. Ngoai T3
trong cong ty con phai c6 mdt luc lugng 16n khéc, chi y&u chi hudng luong, dé lam cong téc dy
bac va hé trg cho luc lugng ban hang bén ngoai. Khi luc lugng ban hang gia tang vé qui mb, st
lugng nhan vién quan ly va hé trg ho cing gia ting theo, kéo theo sy gia tang them vé dinh ph
ma khéng lién quan tryc tiép dén hoat ddng bdn hang.

Dai ly theo hop dong

Loai dai ly theo hgp déng ph8 bi€n nhit la Dai di¢n nha san xuit. Ho 12 nhing c4 nhan, hig
hdi, hoi buén hanh déng doc lap dai dién cho hai hay nhiéu nha san xuit hoac cung ung dich wu
trong mdt vang lanh thé qui dinh, hudng hoa héng dai ly (commission) va kinh doanh nhing mjt
hang c6 lien quan véi nhau vé nganh hang nhung thudng khéng mang tinh canh tranh v6i nhau,
Nhitng dai ly déc lap nay thudng con dugc goi la dai ly hoa héong, dai ly tiéu thu hay dai ly bén
hang, hay moi gidi. Thyc ra nhing tén goi nay phan dnh nhing di€m khac nhau v2 mit nao dj,
nhung dé phan biét dude ching can ké, ching ta phai di vao rat chi tiét vé chuyén mén. Chuong
4 sé de cap dén dai ly cia nha sin xuét va bin hang cd nhan m{t cich sau sic hon.

Mot dai ly cia nha san xudt cé thé la mét by phan trong kénh phan phdi cua cong ty mit
cach lau dai hay tam thdi. Cho du s6 dai ly cua tung céng ty cé khdc nhau, nhdng dai ly déeu
mang nhing dac diém chung nhu sau:

1. Hoa hong, chi phi va doanh s8 déu lién hé tryc ti€p véi nhau. Chinh vi vay, nhdng céng
ty khéng thé trang trai dugc khoian dinh phi cia luc luong ban hang tryc ti€p ma phai
thué nhdng dai ly.

2. Nhung dai ly nay cung cidp mt lyc lugng ban hang thudng xuyén, cing nhu sy phan chia
khu vuc dja ly rat 6n djnh, dam bao phuc vy s8 khich hang trong ving mét cidch nhanh
chéng. Néu ty than cong ty xam nhap vao nhing thi trudng nhu vay, ho sé phai mat nhiéu
nam, dac biét la d6i vdi san pham mdi.

3. Théong thudng ho kinh doanh rit nhidu sin phim tudng déi gidng nhau, nhung khéng mang
tinh canh tranh. Biéu nay dic biét quan trong khi cdng ty chi kinh doanh moét nganh hang
han hep, dang né luc xam nhap vao tung vang thj trudng cé mot sé lugng 1dn khach hang
ma méi ngudi lai chi tieu thy moét s6 lugng it 6i san phdm cda cong ty d&€n ndi cong ty
khéng thé chju néi phi thué mét luc lugng bin hang cia ho.

R4t nhiéu cong ty cung cip hang héa thdy that khé long chdp nhan dugc quan diém nhing
dai ly 1a nhing t6 chdc kinh doanh déc lap, c6 muc tiéu va chién luge rieng cia ho, ma khéng
chju sy diéu khién tryc ti€p cia cong ty. Rdt nhiéu céng ty doi hoi dai ly phai luén ludn “mét
long” (chi bdan hang cho ho) vdi ho, nhu s6 nhin vién ban hang cia hg, nhung ho khéng thé tim
duge dang dai ly nay. D6i véi nhing dai ly ¢6 nhiéu hiang cung cdp, va vdi long trung thanh di

bj chia xé nay, ho sé khong va khong thé tap trung quan tim théa mian nhdng yéu ciu cdia mot
nha cung ciap nao dé.

Ngoai ra, nhidng hoat dong khong mang tinh bin hang sé it dugc uu tién hon, do nhing hoat
dong dy khong dem lai muc gia ting doanh s6 va do dé khéng gia tang khodn hoa hong dai ly cia
ho mét cdch truc ti€p nhu hoat dong bdan hang. Cudi cung, viéc quan ly mét mang ludi daj ly doc
lap trén toan quéc vira khong dé dang vira khong phai la khdang dét. Dai dién nha sin xugt dugc
st dung nhiéu nhit dé tiéu thu nhing san phim cong nghiép. Mot s6 doanh nghi¢p san xust hz"u;g
tiéu dung, nhu nhing hing nd trang nhé thusng dung dai ly dé cung cdp dén nhang mang ludi
ban lé. Hoac nhu cong ty Cosring Glass Works, ngoai luc lugng.bin hang cua cdng ty, bo ichn
dung 31 moi gidi thyc pham lam dai 1y cho ho dé dua san phdm cua ho dén nhdng hé thing s
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hang tap pham & nhing thj trudng trung tam.

Luc luymg ban hang hén hop

Cong ty c6 thé sit dung nhiéu loai lyc lugng bdin hang d& chiém linh thj trusng. Cong ty c6
thé si dung hén hgp lyc lugng ban hang cla cong ty va mang ludi dai ly d& xAm nhap nhiéu loai
thj truong khac nhau.

e Mot cong ty dugc phaAm vdi s vén cd 30 tridu dd la da dung lyc lugng bdn hang cia chinh he
dé hoat dong trong thj trudng trung tam déng dic dan cu chinh y&u & khu vyc East Coast
(Bu bién mien Dang) va West Coast (B bién mién Tay). Ho s dung dai Iy 8 nhing viung dan
cu thua thét hon thudéc Midwest (Trung Tay), South (Nam), Southwest (Tay Nam).

e Mot nha ti€p thj cho san phdm do ding lam bép loai d& ché& bién diac sdn di dung mjt sé
lugng nho nhan vién ban hang clia hing dé ti€p xuc bdn hang cho nhing trung tam cua
nhing clia hang bdn lé dung cu gia dinh, d5i véi nhing dang thi trudng con lai ho giao
cho nhing dai ly doc lap.

e Mot nha san xuit 16n vé thi€t bj nganh nang lugng st dung luc lugng bdn hang cia nhdng
cong ty khdc nhau dé tiép xic, ban hang cho nhing dai ly va nhing nha may céng nghiép
quen thudc, cung vdi mot s6 dai ly duge phan cong trén nhing thi trudng dac biét. Chinh
vi vy, chidng cé gi la la khi mot cong ty duy tri cung lic nhing loai lyc lugng ban hang
hoan toan khdc nhau dé ban nhdng san phdm tuong tu nhau. S& lugng va ching loai cia
luc lugng ban hang phu thudc vao dic tinh cua loai khdach hang va nhing mdéi quan hé
can thiét ma cong ty phai duy tri. Sy da dang va sy phdi hgp nhing ching loai luc lugng
bian hang sé do nhing yéu cau cia khdch hang quyét dinh, déng thoi cing bj gidi han bai
sy quan tam va kha ning ddp @ng nhing nhu cau iy tu phia cong ty.

Lua chon kénh phan phoi

Cong ty may méc da nang Universal Machinery Inc. c& mét mang Iudi phan phSi khdng B trong suft bao
nhiéu nam. Gan day, nhing xu huéng mua hang clda ngudi tiéu dung da khién su canh tranh di chuyén va
thay ddi cach lya chon phan ph6i cla cac cong ty. Ho gio day vira c6 th8 tuyén dung chinh luc lugng ban
hang cua ho dé d&n gap go ti€p xuc truc ti6p véi khach hang, ddng thsi ho cdn ky hop ddng ban may vai
mot s& dai ly tiéu thu doc lap. Hay mot cach khac, ho co thé st dung phé&i hgp gitra nhang nha phan phdi,
dai ly va luc lugng ban hang cua céng ty.

Coéng ty Universal Machinesy Inc. phai duong dau véi vigc quyét dinh lya chon kénh phan
phéi chién lugc, c6 anh hudng tryc ti€ép dén thanh bai cia ho trong tuong lai. Bat ky chién luge
téng hgp nao cé anh huong dén nhdng kénh phan phdi cia cong ty, cing sé anh hudng dén luc
lugng bin hang. Thyc té, lya chon kénh phéan phéi cé thé anh hudng sau sic d&n muc do trdch
nhiém va chi phi trong viéc ban hang cua nha san xuat. Luc lugng ban hang cia cong ty la bo
phan quan trong nhat trong khau phan phéi, dim bao rang san phim va djch vy cia céng ty duge
lvu chuyén nang dong va hiéu qua dén nguci tiéu thuy.

Trudc khi nhing cin by cua cong ty quyét dinh lya chon, phan nhiém cho lyc lugng ban
hang cu thé, ho phai xdc dinh dugc 16 ho sé tham dy tryc tiép hay gidn ti€p vao thj truang. Hinh
2.4 thé hién ba phuong dn phan phdi khdc nhau.

Kénh phdn phat trc tiép

Theo cdu tric cua kénh phin phéi nay, cong ty thiét lap nhing quan hé truc ti€p vdi khdch
hang hién tai cing nhu tiém nang thdng qua lyc kigng ban hang cla cdc dai ly hodc cia chinh
cong ty. Thang thudng nhing méi quan hé dy duge hinh thanh ti¥_nhdng giao djch truc ti€p (gap
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Hinh 2-4. Nlving phwwmyg dn kénh phan phai

Truc tiép Gian tiép Hb6n hop
Céng ty Céng ty Cang ty
' T
: . l
Luc lugng Luc lugng ' Luc lugng
Dai'ly ban hang Dai ly ban hang pai ly t‘>én hang
cua cong ty cua céng ty cua cong ty
] | |
] I |
I = )
| Cac trung gian Trung‘gian
) khac
|
Khach hang Khach hang Khach Khach
hang hang
loail loai Il

gd) giva nhing dai dign bin hang ngoai vian phong coéng ty (outside sales sep) véi khach hang.
Tuy vay, déi khi giao djch nay cing c6 thé dugc bd sung, hé trg tu luc lugng ban hang bén trong
van phong céng ty, chi yéu théong qua thu tin va dién thoai.

Viéc giao djch bian hang tryc ti€p vdi khich hang dac biét quan trong va phd bién khi cong
ty kinh doanh nhi@ng san pham coéng nghiép doi hoi muc d¢ tic dong, giao tiép gida ngusi ban va
ngudi mua cao. Nhing san phim nay bao gom ca nhdng mat hang ky thuat nhu céng cu mady
méc, doéng cd, va mdt s6 he¢ thong va phin cing mdy vi tinh. Méi quan hé nay diac biét quan
trong, can thiét khi cong ty nay kinh doanh djch vy. Ngoai ra, giao djch truc ti€p cing quan trong
trong trudng hgp khdch hang tuong d6i 16n doi hoi phai c6 nhing tiép xic tryc ti€p vdi cong ty.

Viéc lua chon st dung mdt luc lugng bdn hang ngoai van phong cong ty hay mang ludi dai
ly la mot van dé cdia kinh té€ hec va viéc chiém linh thj trudng. St dung va duy tri mot luc lugng
bin hang cia cong ty sé tao ra nhang khoan dinh phi to 16n cho luong béng va chi tiéu cia nhing
dai dién ban hang. N&u doanh nghiép tuong dé&i 16n, san phim c6 kha nang tao lgi nhuan tuong
ddi cao thi cong ty c6 thé quyét dinh c6 hay khong sd dung mot luc lugng bin hang bén ngoai
cong ty dé dén tiép xuc ban hang cho doanh nghiép minh. Céng ty cing van cé thé lya chon viéc
st dung nhing dai ly theo hgp déng, néu trong nganh hang dy quan hé dai ly da trd thanh mot
tap quan dudc chdp nhan rong rai, hoic mang lugi dai ly da diéu tiét thj trudng rdt manh.

Nhitng kénh phan phai gidn tiép

Kénh phan phdi gidn tiép s@ dyng mét hoic nhiéu trung gian gi?a nhdng nha san xuit va
ngudi tiéu thu. N6 cé thé duge ding nhu mot cich phan phéi chinh yéu, hodc bé sung hé trg cho
kénh phan phdai tryc ti€p. Kéenh phan phéi giin ti€p thudng duge dung khi lyc lugng ban hang
tryc tiép kho khan trong viéc tiép can, xam nhap thi truong. Ngoai viéc xdm nhap thj trudng,
hé théng phan phdi nay con cung cip nhing dich vu khdac nhu dy tr@ cho nha sin xuit, phan
phoi, nhdng hoat dong hd trg bin hang khdc ma san xuat nhu IBM, Honeywell va 3M tuyén dung
va dao tao lyc lugng ban hang ngoai cong ty dé xd ly nhing yéu cau vé phan phéi gidn tiép, thong
qua trung gian,
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UNo qu trung gian ban hang cé trach nhigm cin ban la ti&p xdc véi khdch hang, luc lugng
bin hang ngoai cong ty (outside sales force) vin chi y&u duy tri nhing gap g3 truc tiép vdi trung
ban hang. Ngoai ra, lyc lugng bdn hang trong céng ty con cé thé bé sung cho he bang vigc cung
cip thong tin cho nha phan phsi, va x{ ly nhing don hang. Mot s6 hang khiac nhu General Electric
va Lotus Deveiopment Corporation thudng si dung nhing luc lugng bin hang bén trong cong ty
va tiép thj qua dién thoai, dién bdo dé tao thém don hang.

Viéc ban hang thong quan trung gian la mot trong nhing dang kénh phan phéi phd bién nhat
d6i vdi nhing hang kinh doanh hang tiéu dung, khi ma khéch hang cda ho trai rong theo nhiéu
khu vyc dja ly. Nhing hing kinh doanh hang tiéu ding nhu luong thyc, thyc pham, xa bong,
nhing dung cu gia dinh c6 thé si dyng moi gidi, nhdng nha bdn budn, nhing nha ban 1é dé dua
san phaim dén tay ngudi tiéu thy cudi cing. Nhing hing kinh doanh nhing sin phim c6ng nghiép
nhu dung cu cam tay, thiét bj nhd, thusng si dyng mang ludi nhdng nha phan phdi cong nghiép,
dé bao dam thj phan mot cich t6t hon cho san pham cda hg. Vidc iya chon st dung hé théng
trung gian tuy thudc vao nhieu y&u td, bao gom ca leai san phin: va nhing djch vy hd trg khich
hang cuéi cung. Khi hang phai d6i dizn vdi vigc canh tranh trén thj trudng quéc té, vai tro cda
lyc lugng ban hang rat quan trong, dac biét khi nh¥ng ky ning chuyén mén va nhing méi quan
hé lam viéc la nhdng y&u t6 quan trong.

Nluing kénh phan pliai hin hop

Mot cong ty cé thé cé duge mdt sd d6 phan phéi hén hgp, vdi mot sd khich hang nay duge
phuc vy qua kénh phan phéi tryc tiép, mdt s6 khich hang khac lai qua kénh phan phdi gidn tiép
Trong thuc (&, rat hi€m cé nhing cong ty chi dung m¢t kénh phan phéi. Ho phai st dyng nhiing
kénh phian phdi hén hop Id do cong ty phai phuc vu trén nhing thi trudng khdc nhau vdi nhing
dac tinh kinh té& va marketing khdaz nhau. Viéc st dung rhdng kénh phan phdi hén hgp da tao
nén sy hoa hgp giGe nhitng !gi diai cia tiung loai kénh phan phé! véi nhing dodi hoi cua ting thij
trugng cu thé.

Nhing so do td chue co thé duge lya chon

Khi can nhic lya chon kérh phdn phoi, cong ty cing phai lya chon luén mét so dé t6 chuc
sao cho hiéu qua nhai dé dat dugc nhing muc tiéu chi€n luge téng thé. Viéc thiét ké t chuc nay
phai cung cip mot cich ¢ hiéu qua trinh dd dich vy de khdch hang yéu cau va dong thoi phai
dat duge nhdng muc tiéu vé doanh s6 va lgi nhudn da dé ra. Mac du cé rat nhiéu phuong dn t5
chic khac nhau che tung tinh hudng cy thé cda tiung cong ty, ching cé thé x&p lai thanh bén
nhém nhir sau: theo khu vuc dia ly, theo sin phdm, theo tiung loai khich hang, va mot sé so da
hoa tron gida nhing dang wén day.

S db 18 chike theo khu vue dia ly

TS5 chiic theo khu vuc dia ly 1a cdch t§ chuc theo linh thé co ban nhit. Dei dién bdn hang
c6 “toan quyén” quyét dinh viéc kinh doanh sin phim cia cong ty cho tit ca khdich hang trong
khu vuc dja ly ay. Hinh 2-5 thé hién mot cd ciu td chic theo linh thé dja ly cia mot hang kinh
doanh nhing san pham tudng ddi cing dang cho mét loat nhdng loai khiich hang khac nhau. Cé
4 vang dja ly dugc xic dinh nhy sau: Mién Tay, mién trung tdy, mién nam va mién déng. Méi
viang déu do mot cin bo quan ly diéu hanh va chju trich nhi¢m vé lgi nhuan. Méi cdn b quan
ly vang déu c6 ti 3 dén 6 cin by quan ly quan huyén dudi quyén (district manager). Tung cap
quan ly quan huyén nay lai ¢c6 4 dén 7 ciAp quan ly hat dudi quyén.

Viéc t6 chuc bin hang theo ting vung linh thé nay triét tiéu hoan toan kha ning hai hay
nhieu dai dién bin hang cia cing cong ty dén ti€p xic chao bin cho cing mt khich hang. Tinh
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Hinh 2-5: Co cdu theo vang dia ly

Phé gidm déc
phu trach tiép thi

Truong phdng
phu trach dao

tao, hudn luyén

Cép quan ly
vung Mign Tay

Truong phong
phuy trdch bdn |- —- I —
hang cé& nudc

C&p quan ly Cép quan ly

vung midn Nam

vung mién Trung
Tay (Chicago)

Cép quan ly
vung Mign Déng

Cép quan ly quan

Cép quan ly quéan

Cép quan ly

C4p quan ly

quén Minneapolis Denver Chicago quan Columbus
Quan ly hat Quan ly hat Quan ly hat Quan ly hat
Milwankee Bic Chicago Nam Chicago Nam Bend.

chat don gian cda cd cdu t8 chuc nay dam bao giam dugc chi phi quan ly, ngudi quan ly dé dang
dam nhi¢m céng viéc hon, nhan vién cing d& dang th&y r6 hon ndc thang thang ti€n cia ho, va
muc d) tin tudng gida dai dign odn hang va cic cip quan ly, va s8 cdp quan ly cia co ciu nay cing
it hon. Mot khi nhing sin phdm ban ra tuong d6i déng dang va khong c6 nhu cau, doi hdi dac biat
nao tit sin phdm hay tit khich hang thi day.qua la cd cdu t8 chiuc ban hang rit higu qua.

Cu cdu té chike dwa trén sdn phdm

Co cdu t8 chuc nay phéan chia theo tinh chat cia sin phd&m. Dai dién bdn hang gis day trd
thanh nhing chuyén gia vé mét san phdm nao d6 hoaic mét s6 nhing san phim tuong d6i giéng
nhau. Hinh 2-6 biéu dién co cdu t§ chuc bin hang cia ban kinh doanh & t6 trong mot cong ty
héa chat Idn.

Bo phan bdn hang 6 ban tdi hoan t4t la nhing dai dign bdn hang da duge dao tao vé mat ky
thuat, dé ban son trén thj truong phu tung (thj trudng sau bin xe) chi yéu théng qua mang ludi
nhing ngudi ban buén. B phin ban hang cia ban sin phim 6 td chuyén vé kinh doanh ca nhing
san phdm cua xe trudc khi xe dugc déng kién, nhu héa chit danh bong xe cdc loai. Ho khéng chi
dén giao djch vdi nhing ngudi bdn lé, ma ho con ti€p xuc zap g3 véi mot so nhing nha bian buén
nhu b phan ban hang cia ban bdn san phdm tdi hoan tit (tan trang). Nhing céng ty kinh doanh
djch vy cing c6 thé chuyén mén héa lyc lugng bin hang cda ho. Ching han, cdng ty moi gidi
ching khoan thudng c6 nhing b phian nhan vién khic nhau bdn nhing cdng cy tai chinh khic
nhau nhu: c6 phi€u, thuong phiéuy, trdi phiéu, chung phiéu dau tu..

Co ¢au t§ chuc nay dic biét phu hgp khi san phdm bén ra doi hoi mdc 46 chuygn man héa,
trinh d¢ ky thuft, ki€n thuic cao vé ban chit, tinh nang cia san phdm. Diéu nay cho Phép cie
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Hinh 2-6: Cv cdu (i chix theo sdn phdm: Cing ty héa chal

Cép quan ly kinh
doanh trén toan
quéc: Ban kinh

doanh 6 t&

Cép-quan ly kinh Cép quan ly kinh
doanh trén toan doanh trén toan
quée: BO phan quéc: BO ~phafm

son va tai hoan tat c&c san pham 6 to
3 bd phén:quan ly 7 bd phan quan ly

cép vung , ‘ cép VUng

9 bd phan quanly | 46 bd phan quan ly
cdp quan / huyén cdp quan / huyén
46 bd phan quan 228 cdp quan ly

ly cép hat hat

cong ty tan dung va phdt trién nhi@ng nhan vién ban hang rit gioi ca kién thuc lan nang khidu
vé mot s6 loai san phdm. Trong nhidu cong ty, lyc lugng bén hang vira dugc két hgp t6 chic theo
cd cidu san phdm, via dugc t8 chuc theo vang dja ly, dé dam bao chi€m linh thj trudng. Chi con
mot diém khong méy hiéu ich va cAn phai can nhéc thém, fy 1a viéc c6 thé c6 nhieu dai dign bén
hang khdc nhau dén giao dich ti€p xdc vdi cang m{t khach hang, va d46i khi hq lai canh tranh
l&n nhau. Céc céng ty nhu Xerox, Campell Soup, General Food, va Colgate - Palmolive gin day da
phai thay d6i tir co cfu t6 chic theo sin phdm sang co cfiu t6 chuc theo ving dija ly.

Cu cdu ti chike theo khdch hang

Mot dang cd cdu t6 chuc khadc cing dang ngay cang trd nén quan trong, phd bi&n hon, dya
trén nhdng dic diém cia khdch hang, nhu: quy md khich Lang, hanh vi mua sam va vigc si dung
san pham. Nhing dai di¢n bdn hang lu6n la nhing chuyén gia vé viéc dng dyng céng dyng cia.
san phdm vao hoat ddng kinh doanh cla khach hang. Hinh 2-7 thé hién tdm tit co cdu t8 chuc
luc lugng ban hang, ban nhing dung cy dong lyc, phan d4nh nhing diém khét nhau co ban nhit
gita nhing khach hang cia céng ty. Ba co sd chu y&u, nhu vira k€ trén, bao gdm: quy mé khéch
hang, phuong thic hay hanh vi mua sdm cia ho, va viéc st dung san phdm d&i vdi ting loai
khach hang, 1a nhing dic tinh cd ban cé dnh hudng 4&n cd cdu t6 chic cla cong ty.

Qui md khach hang: Nhing khach hang lén thudng doi hdi phai dugc quan tAm ti nhdng dai
dién ban hang co kinh nghi¢m. Hau hé&t nhing khach hang lén trong toan quéc gia la nhing nha
ban lé c6 doanh s6 ldn va nim rai rdc 6 khép noi trén dat nudc. Ho thudng mua véi s& lugng
hang 1dn dé hudng gia uu dai trong chi€n djch khuy&n mai theo s§ lugng. Tham chi cé mot s
khach hang trong y&u tdm cd qudc gla con dat mua céng cu ddng lyc cia cdng ty theo don dat

31

S6 héa béi Trung tam Hoc lieu — DPHTN http://www.lrc-tnu.edu.vn



32

Hinh 2-7: Co ¢in 100 . . R
$Co cdu o chire theo khdch hang tat cong (y cong cu ding lie

Pho giam doc
phu trach kinh

Ban kinh doanh
thuong mai va
cung ung cho cac
nganh san xudt

Giam ddc ban hang
phu trach nhang
khach hang trong
yéu trén ca nudc

doanh
Ban cung ung
hang cho tiéu Ban kinh T
ding cua Ql:gc ?é)anh Ban ban hang
chinh pha truc tiép
Lién bang Tiéu b ) l
ang Dia A
; Chau Au Na 7 )
Pheng | |vign Dong qudn '
vung
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8-10 dai dién ban
hang phu trach
nhang khach
hang trong yéu

cua ca nudc.




riéng cia hg, hay mang mot nhan hiéu riéng. (B4n hang 1& tryc ti€p va nhing khach hang
udc gia sé dugc nhic lai sdu hon & chuong 4).

huwong thizc mua hang cia khéch hang: MOt phan ban cia chinh phi sé& mua nhdng hang
dung trong quan d6i theo phuong thuc d&u thiu tryc ti€p gifa nhding t6 chuc chinh quyén
ng. Sau d6 phan ban chinh phd nay s& bdn lai cho nhdng tram d6ng quan trén toan the
ing nhu nhing nhu cAu tit nhing trung tdm cdi hu&n hay nhdng trudng hec bao trg cia cic
ng va toan lién bang. Phan ban chinh pht nay truéc day cdn cung ung cho cd nhing hé thdng
¢ dja phuong thdng qua mdt mang ludi ban budn, dai ly doc lap va ddu thau tryc tiép

éc s dung sdn phdm cia khdch hang: Cung mot sin phAm nhu nhau, nhung nhidng khédch
hac nhau ¢6 nhidng cich si dung khic nhau. Dic tinh nay cia thj trusng da khi€n nhiédu
* phai nghién ctu lap chién lugc d& phyc vy nhing nhu cau dic biét ciia khdch hang. Mot

ia vigc ddp dng 4y da dugc thé hién trong cd ciu t6 chuic hudng vao khich hang (customer
red design).

>ng cdng ty cung ung cdng cy nay, phan ban kinh doanh trén thj trudng quéc t& dugc tdch
1, do hAu hé&t vigc bdan hang phai thyc hign théng qua nhdng dgi ly hay nhing nha phéan

nudc tiéu thy. Ngoai ra, viéc giao hang va thanh todn cing rdt phuc tap. Hiu h&t nhdng
1 xuflt san phdm c6ng nghigp phan phdi théng qua nhdng nha phan phéi céng nghiép.
nha phin phdi nay lai ti€p tyc bdn d&€n nhdng trung gian mé6i gidi 1dn, va nhing khdch
uong mai lén. Vi s6 lugng khdch hang tuong d6i nhd, lai dat hang khéng thudng xuyén,
ang lai chi thudng chi mua hang ¢ nhing noi cung cp c6 quan hé ti trudc, nén dai dién
g rdt c6 kha nidng tao lap dugc mot mdi quan he thuong maqi lau dai v8i mdt khdch hang.
1 cung dng cho nhing nha bdn 18 d& ho ti€p tyc ban cho ngudi tidu thy cubi cing la chi
oai viéc badn hang cho nhing nha phan phéi 16n @& ho phin ph6i 48n nhdng cia hang ban
. nhé hon, nhing dai dién bdn hang con c6 thé bdn tryc ti€p tai nhing trung tAm cu ngu
> dai dién bdn hang thudng chju anh hudng rdt ning vao hoat d6ng quing cdo va chiédu
biét trong nhdng ving ho phai phuc vy, cung d@ng djch vy cho nhi@ng khach hang nho
'ng khdch hang quan trgng tAm quéc gia cia hg (national accounts).

cdu té chire haon hop

¥ng cong ty nao chuyén mén héa lyc lugng bédn hang cia minh theo huéng sdn phdm hay
dng dic thu clia khédch hang (nhu d& néu trén) thudng cé co cfu t§ chue lyc lugng bén
eo lanh thé dja ly c6 chuyén mén héa theo hal hudng nay. V& cd ban, mdt ca cfu t8 chuc
y 12 n8 lyc nhim t4n dyng ca hudng chuy&n mén héa theo khdch hang vA / hodc theo san
16t cdch hidu qua, tan dyng nhing lgi diém vé quan ly cla loai co cdu t& chuc theo linh
ly.

du vé quan tri ban hang

“Hang Pitney Bowes c6 khoang 50 nha quan ly bdn hang cho nhing khach hang tam quéc
gia véi s6 lugng phuc vu cho khoang 400 khach hang ldn nhit. Mot nhanh thy hai trong co
cilu nay gom khoang 100 dai dién bdn hang, dugc goi la nhing nha quan ly bdn hang cho
nhing khach hang chinh, phuc vu khodng 1.500 khach hang cuia cdng ty cé dat hang t':uong
d6i tap trung, nhung ndm rai rac ¢ rat nhiéu dja diém. S§ khdch hang con lai cta cong ty
(khoang 1.000.000) dugc giao cho khoang 3.500 dai di¢n ban hang phy trach th.o khu vuc”.

Mot hang qui mo vira lam d6 dung dung cu gia dinh kh4 ndi ti&€ng c6 t§ chuc luc lugng ban
hang cia ho thanh hai nhanh bao gom bdn hang c§ dong quing cdo va b phan phu trach
khdch hang bdn 1é. Bo phdn phy trdch khdch hang ban 1é lai dugc chia thanh nhing c4p
dai dién bdn hang. Ho chi dén giao djch vdi nhitng nha méi gidi trung gian vé thuc phém,
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va mét sd dai dign ban hang khac chi giao djch vdi nhing nha ban budn va ban Ié. Ca hai
bo phan bdn hang cd dong va phy trach khach hang bén 1é &y déu kinh doanh nhing nha
san phim giéng nhau, nhung c6 hdi khdc nhau trong phan viing lanh thé dja ly ban.

+ HAI Vi DU VE THAY POI CO CAU TO CHUC
LUC LUONG BAN HANG

Trong thyc té&, viéc lya chon m@t co ciu t8 chic cho lyc lugng ban hang khéng thé dugc tié:n
hanh sd sai, thi€u than trong. Khi mot cong ty quyét dinh thay d6i co cdu td chuc, ho sé phai
thay doi hoan toan cich ti€p cin thj trudng trong toan by hoat dong cia minh.

Pong luc caa sy thay déi

Tai sao mét cong ty lai muén thay d6i cung céch kinh doanh cia ho? Cau tra 13i c6 thé la
hodic cong ty muén thay déi dé thich @ng theo nhing thay ddi cia thj trudng, hofic sy thay déi
nay la nhi@ng né luc d¢€ t4n dung nhdng lgi th€ so sanh cia cong ty d8i véi nhing ddi thi canh
tranh hién tai va tuong lai. Ching ta hay xem xét hai vi du dién hinh sau:

e Cong ty IBM nh4n thdy ring rdt nhidu ngin hang va hing sin xuit si dyng nhidng phin
cing mady vi tinh cAn ban giéng nhau. Tuy vdy, viéc ung dyng nhing phAn mém & tung
cd s lai rit khdc nhau, d€n ndi ma chi nhdng dai dién ban hang rit quen thuéc vdi tung
khdch hang chuyén biét va nhing vdn dé cy thé cuia khich hang thi méi bdn hang thanh
cong dugc. Chinh nhd nhin thuic nay, céng ty da t6 chic mdt lyc lugng ban hang chuyén
bi¢t riéng cho nhing té chuc tai chinh, dac bi¢t la nhing ngin hang thuong mai.

e Nhing c6ng ty 16n nhu Sears, Xerox, General Electric, General Motors va nhiéu cOng ty
khdc da xay dung nhdng méi quan hé tryc ti€p véi nhing nha cung ung nhing loai san
phim nhu mdy vi tinh, b phian mdy mdc, va thiét bj céng nghiép. Khi chuyén mén héa
trach nhi¢m phuc vu cua ting dai dign bdn hang, cong viéc cia ho trd nén hiéu qua hon
la dung nhing dai dién bin hang téng hgp.

Nhang thay ddi vé cd cdu t8 chic nhu trén déu do nhing nhu cu cia thj trudng thic ddy,
hudng t6i kinh doanh hi¢u qua va nang déng hon. Mot khi cong ty nhan th&y co cdu t8 chuc hién
tai khong thyc hi¢n hi¢u qua nhing chuc niing cia né, ho phai bdt ddu nghién ciu mot co ciu
mdi ngay.

Nhirng y&€u t8 can phai dugc can nhic

Cong ty c6 rit nhidu phuong dn t3 chuc lyc lugng ban hang hotic ph6i hgp gila nhing phuong
dn dy dé chon dugc mét co cAu cy thé. Khi nghign ciu xAy dyng mot co cfu t6 chuc lyc lugng
ban hang mdi, ching ta phai can nhdc tung phuong 4n t6 chuc trén ba yéu t6 co ban sau day:
hig¢u qua, nang lyc va tinh kha thi.

Hiéu qua

Viéc cAn nhdc vé mat hidu qua tip trung xem xét xem cd ciu dua ra cé thyc hién dugc nhing
muyc tiéu tong thé nhu thé& nao, théa man nhing nhu cau cia khdch hang & muc nao. Ching ta
sé phai tra 13i nhing chu hoi cy thé nhu: Nhing myc tiéu vé doanh s6 va lgi nhuin cé duge thyc
hién tot khong? Khach hang sé phin w@ng nhu th& nao vdi cd cdu Ay? Cd clu &y c6 thoa man
dugc yéu cau cua khach hang hay khéng?
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Namg tuce:

Né6i chung thi y&u t8 nang lyc la méi quan hé gida nhdng muc tiéu va chi phi dé dat dugc
nhing myc tidu dy. Mot s§ vdn dé can dugce can nhic nhu: Cong ty c6 thé trang trai dugc nhing
chi phi cia cg cdu nay hay khéng? Nhing chi phi lién quan nao trong ting cd ciu td chuc gop
phan lam ting doanh thu hay thj phan khéng? Nhidng chi tidu vé tai chinh nhu gia trj bién té,
dong luu chuyén tién mat hién nay va trong tuong lai gain nhu thé nao?

Tinh khd thi

Khi nghién ciu vé y&u t8 tinh thich nghi nay, céng ty budc phai tinh todn, thim tra nhdng
gidi han so sdnh~dé lya chon phuong dn t8 chic nay hay phuong dn khac. Dong thdi phai can
nhiic xem céng ty c6 d& dang thay ddi dugc cd cdu t6 chuc cia minh hay khéng, néu cé sy thay
d6i vé dieu kién thj truong. Mot s8 van dé dugc dat ra la: N&u cé sy suy syp vé thj trudng, gidi
han chju dyng cia cong ty dén dau? N&u ching ta dang si dung nhdng nhan vién bin hang mang
tinh chuyén bigt, liéu ho cé thé dugc dao tao lai dé kinh doanh & nhing thj trudng khde, phyc vy
nhing loai khdch hang khdc hay bin nhing sin phdm khdc. Nhing chi phi quan ly c§ dinh nao
lién quan dén lyc lugng ban hang lam ching ta khé khén trong vigc thay d8i phuong dn t6 chuc
trong tuong lai?

Cén bédng giita cdc yéu td trén:

Mot cOng ty khong thé can nhiAc tiung yéu t& néu trén mdt cdch doc l4p dugc, bdi nhing yéu
té6 Ay khong doc lap vdi nhau. Vi dy nhu, sé khéng hig¢u qua néu cong ty dung mdt luyc lugng bédn
hang tryc ti€p chi phuc vy cho mét s6 nhing khdch hang ldn tim c8 quéc gia. Day c6 thé la cdch
té chuc gidu nang lyc, do né théa mian mdt nhu cAu nao d6 cia khich hang. Do 46, né ning kha
ning canh tranh cua cong ty lén, va cong ty cing phai lya chon co ciu nay.

Khi cAn nhic tinh hiéu qua va sy cAn biing gi?a cdc yéu t6 nay, di€ém néi bat 1a khi cong ty
st dung lyc lugng bin hang theo chuyén bi¢t nganh hang hodc khich hang. Nhing nghién cuu
cho thay khi cong ty si dyng lyc lugng bédn hang mang tinh chuyén biét nhu vdy, doanh s8 va lgi
nhuan tang lén rat r6. Tuy nhién, cong ty phai t8 chic nghién ciu va phé bién cho lyc lugng bén
hang cdia ho hiéu rdat ky tung phan khic rt nho hep cia thj truong. Néu ki€n thic va kinh
nghiém cia ho khong kip thdi chuyén hudng dugc theo thj trudng va khéch hang mdi, cong ty sé
gip phai nhigu sy viéc khong ludng trudc duge khi dieu kign thj trugng thay d6i manh me.

Vi du dién hinh vé sy thay ddi

Gan day, ching ta dugc bi€t d&€n nhiéu cong ty cé sy thay d6i trong co cdu t8 chic bén hang
ctia ho, trong s6 d6 cé Xerox, Campell Soup, Goodyear, General Foods, Scott Paper. Trong s8 46
Campell Soup va Xerox la hai cong ty tiéu bi€u vé qui mé va tAm quan trong cdia nhing thay d6i
ay.

Cang ty Campell Soup:

Mot trong nhdng ly do phai thay ddi co cdu t6 chic la d€ thich nghi vdi sy thay d6i cia thj
truong. Dieu nay phian dnh né lyc cda cong ty dé€ thich nghi véi dieu kién thj trudng. D6 chinh
la trusng hgp cia cong ty Campell Soup Company quyét dinh thay d6i huéng chi&n luge cia heo
tit hudng vao sin phim sang hudng vao thi trudng. Cong ty Campell Soup di ting néi ti€ng nhisu
nam vé 6n dinh chit lugng sin phim, dac bi¢t 1a loai soup nhan higu dé va tring. Lyc lugng bén
hang cda cong ty Campell Soup dugc t6 chic tip trung theo hudng ting sin phdm. (Hinh 2-8).

Dau nhdng nam 1980, cdng ty da quy&t dinh md rfng hoat dong kinh doanh cia minh béng
viéc tung ra mot s6 sin phAm mdi. Chi&n lugc méi md rfng mat hang nay da gay ép lyc manh
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Hinh 2-8: Cing ty Campell Soup lic truve khi thay ddi co cdu (8 chic bin F¥na

Phé glam déc
phy trach ti&p thi
va ban hang

Trudng phdng
kinh doanh

Phé phong Phé phd Phé phdng kinh Phé phong
kinh doanh sén kinh Zoa’,‘,ﬁ doanh sén kinh doanh sén
phém déng hép s&n phdm ph&m d&c san phém tuoi s8ng

Trudng ban Trudng ban Trudng ban Trudng ban

phy trach kinh phy tréch kinh phy trdch kinh phy trach kinh
doanh doanh doanh doanh

mé d6i vdi s8 lyc lugng ban hang d4 dugc chuyén mén héa va lam cho chi phf bdn hang gia tang
hon. Ngoai ra, cong ty con ting cudng mang ludi bdn 1& 48 ddy manh hoat ddng chiéu thj c8 déng
hon, tang cudng hon nia sy xudt hidn sdn phAm cua cong ty Campell trén thj trudng dja phuong.
Chinh vé thé&, cong ty phdi b4t dAu nghién cdu t8 chuc.lai vao khodng nam 1985.

Nhu da dugc th& hién trong hinh 2-9, quyé&t dinh téng hgp nay di dinh hudng lai cho cong
ty tf myc tidu thj trudng tip trung sdn phdm hep trén ca nudc, hudng sang myc tidu tirng vang
véi nhitu sin phdm. Quy&t dinh nay da thay d6i co ban va tryc ti&p hoat ddng quan ly cia cdng
ty. Nhing gidm d&c quin ly bén hang cia tdng ving gid day cé nhftu quydn ty chd hon trong
chién luge quéng cdo, ti€p thi trong phdn ving cia minh, ddng thsi véi nhing nhidm vy cd cia
ho. Noi dung v tAm quan trong cia sy thay d6i &y dugc thé hién trong cdng viec cy thé cia
gidm d8c phy trdch bdn hang:

[Trudc khi c6 thay d8i] Cliff J.Fox thudng cing véi mét trong 24 nhan vién ban hang dudi
cdp anh d&n ti€p xic giao dich vdi khodng 7 dén 8 diém ban 1é trén ving bic California va
Nevada. Nhung gig day, hau hét thai gian cia Fox duge dung dé ti€p xic vdi nhing dai ly
thi€t k&€ quang cdo hay nhing trung gian quing cdo thuong mai trén phuong tién thong tin
dai ching, dé thiét k& xay dyng chi€n djch quing cdo cia vung &y.

Trong so d6 t6 chuic mdi cia cdng ty Campell, ngoai tri trudng ban kinh doanh cia mat hang
Ay ra, moi ngudi déu dugc quydn theo déi toan b mét sin phd&m nao d6 cia Campell. Ngoai ra,
~ vigc t8 chuic theo viung lanh thé dja ly trudc day da cho thdy nhing chién lugc quang cdo chitu
thj toan quéc gia da khdng con higu qua nda. Chinh vi thé, trong co cfu t§ chic mdi, nhan vien
bén hang dugc tin tudng nhiéu hon, Uy nhi@m nhidu hon va ty chd hon, dic bigt trong vidc chidu
thj ¢ thj trudng dja phuong. Lic fy, cong ty Campell hy vong sé hoan tit qué trinh dua vao Ung
dyng co cfu t§ chitc mdi &y trong vong 5 nam. Mbi trudng phong kinh doanh s& dugc dao tao lai
250 gig. Cong ty cho ring véi danh myc hang héa mdi day h&p din cung véi sy gia ting thj phanp
trong mdt s6 vang s3 12 bi€u hi¢n thanh cong cia co cfu t§ chic méi.

36

S6 héa boi Trung tam Hoc liéu — PHTN http://'www.lrc-tnu.edu.vn



Hinh 2-9: Co cdu i chiic hién hanh cia céng (v Campell Soup

Giam déc: phu trach ban hang mang hiéu
Campell, Phé Giam d&c: phu trach ban hang
va marketing san pham hiéu Campell Soup

l

Phé Giam ddc thia hanh phu trach ban hang
hiéu Campell, Truong phong kinh doanh, phu
trach san phdm pham hiéu Campell Soup.

I

l

Trudng phdong phu trach
mién Tay

Trudng phong phu trach
mign Trung

I

mign Nam

Trudng phong phu trach

Cac truong phdng quan ly vung

L

.

Trudng phong phu trach
mi&n Déng

[

| 8

[

r

1

Trudng ban kinh doanh
san phdm Soup

Trudng ban kinh doanh Truong ban kinh doanh
san pham déng lanh san pham bach héa,
‘ nudc gidi khat

Truong ban kinh doanh
san pham tuoi séng va
uSp lanh

iam d&c phu trach
khach hang toan
cobng ty

Trudng ban phu trach
hoat dong bén lé
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Giam sat vién ban lé

Dai di€n ban hang

Nhan vién ban hang




Caong ty Xerox

Nam 1981, Tap doan kinh doanh cia Xerox dam trdach viéc tiép thj cdc san phim cua cong
ty Xerox vao thj trusng Hoa Ky. Ho con c6 khoang 3.500 dai dién bdn hang dam trdch bdn nhﬂ’f)g
loai mdy sao chup; ngoai ra con khoang 1.000 dai dién ban hang khdc kinh doanh nhdng san pham
chuyén dung khdc, cing vdi b phan phu trdch djch vy khiach hang. Trong hinh 2-10, phan “Trudc
thay d6i” biéu hién cg cdu-td chic cia cong ty Xerox trudc khi thay d6i. D6 thyc sy la mot co
cfiu dya vao san phidm k&t hgp véi cdach t6 chuc theo phan vung dja ly.

Hinh 2-10: Thuay dai vé té chic cia Cong Ly Xerox

Trudc thay déi: Céc loai may sao chup
luc lugng ban hangvphén theo Céc hé thdng in &n.
A g et i Céac may méc van phdng
May fax
Xa ly da liéu
Dich vu ky thuat

Sau khi thay déi: Nhing khach hang I6n tam quéc gia
luc lugng ban hang t8 chuc theo Nhang khach hang chinh y&u

RLTigy Rieats hing Nhang khach hang thuong mai qui md vura
Nhang khdach hang cé qui mé nhd

Nhang khach hang dic biét

Nhing khach hang su dung nhing hé thdng hén hgp

Cong ty Xerox nhan thdy rang trong thai gian trudc, phai c6 d&én 5 dai dign bian hang khac
nhau dén giao djch cung vdi mét khach hang cho nhing san pham khdc nhau, va nhu vay ré rang
la khong hi¢u qua. Céng ty da t6 chic nghién ciu va két luin ring mot dai dién ban hang chiju
trich nhi¢gm kinh doanh cang nhiéu sin phdm thi ho cang c6 co hji ti€p xic chao hang véi ngudi
cé quyén quyét dinh cao trong cong ty khdch hang. Can cu vao két qua nghién cuu nay, Xerox
quyét dinh chuyén déi co cdiu t§ chuc lyc lugng bin hang cia ho, chuyén sang hudng hudng vao

“khach hang. Két qua la bat ky dai di¢n bdan hang nao cia cong ty cing cé thé chao ban duge moi
san pham cia ho cho mot khdch hang nao dé. Phin thu 2, “Sau thay d8i” trong hinh 2-10 bidu
hién co cidu da duge t6 chuc lai cia cong ty Xerox, dya theo dic tinh cda cdc loai khdach hang.
Trudc tién bon loai lyc lugng bin hang theo cd cdu nay phan theo qui md khdach hang. Cic dai
di¢gn bdn hang trong nhdng loai nay kinh doanh di loai sin phim cia Xerox véi nhing khdch
hang néu trén. Nhing khdch hang dic bigt la nhém khdch hang c6 qui mé nho, mua san phim
cia Xerox thong qua mot bén thd ba lam trung gian mai gidgi hay vai trd nha phan phéi. Cudi
cung, d6i vdi mt s6 khdch hang, nhu cg quan chinh quyén lién bang, hay nhing céng ty rit Idn,
doi hoi nhing hé théng tong hgp duge thiét k& dic biet. Nhém khach hang cuéi cung nay da cho
thiy cong ty Xerox sé ludn tiép ung vdi nhing nhu cau dac biét cia mot s& thj trudng dic biét.
Hai nam sau khi t6 chuc lai co cdu lyc lugng bin hang, cong ty Xerox da nang thj phin cda hg
trong kinh doanh mdy photocopy lén thém 11,5%, va lyc lugng bin hing cia hg da dugc ddnh gis
la lyc lugng bdn hang gioi nhit nudc My.

B0 tri thoi gian va thiét ké t§ chuc

Ching ta c6 thé néi ring cong ty cang to lon, k& hoach thay déi cang siu sic bao nhicu thi
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¢Ong ty cing mdAt nhizu thdi gian hon dé dua sy thay ddi Ay vdo 6n dinh va dénh gid thanh qua
cua sy thay déi dy. Mic du cong ty Campell bit diu cong cudc déi mdi néu trén to nam 1985,
nhung tic dung cta né thi gid day mdi tu tu dugc cim nhan. Cong ty Xerox thyc sy ti€n hanh
thay déi vao nam 1981, hic bdy gis ho da giao cho bé phén kinh doanh mdy photocopy ‘'dim nhan
thém phan kinh doanh sin phim mdi chd khéng xay dyng mét lyc lugng bdn hang chuyén mon
héa nda. Qua trinh thay déi thyc sy bit dau vao nam 1985, va udc tinh phai mat dén 5 nam mdi
hoan tat duge. Vio nam 1989, lyc lugng bdin hang bao gom khoang 6.000 dai dién bin hang cua
Xerox lai duge xép loai viio mét trong nhing luc lugng bdan hang hang dau cia nudc My.

+ DAO DUC, MARKETING VA TO CHUC

Viée xay dung va thi hanh nhing chién luge téng thé va chién lugc marketing déu niim trong
moi trudng van héa va chinh trj xa hoi cia ching ta. C6 mét s6 nhing hoat dong da bj chinh
quyén, luat phip, nganh hang cong khai ngan cim hay han ché. Hinh 2-11 la mjt qui trinh ggi
v, d(‘: cic cong ty thim tra nhang ké hoach ti€p thj cia ho ¢6 tuan thu nhing chuin muyc dao
dic duge xa hoi chap nhan hay khéng.

Hinh 2-11: H¢ thong (& cluic ké hoach song hdnh d& két hop gitu nhimg trich nhi¢m dao diic, xa hoi

trong viée xay dung chién hare marketing

Nhang qui dinh thuéc
t6n gido va truyén
thdng dao duc

Hudng dan Xay dung nhang muc
tiéu marketing

B o e Bao gdm ludn Lya chon thi trudng
tuong bi tac déng " muc tiéu

| 1

Xay dung nhang gia tri Du doan trudc

dao duc chuan muc ;

duoc xem nhu nhang
diéu kién phap ly.

l l

Téng hop, chét loc o
nhing gia tri van héa, Du doan trudce Qua trinh Ung dung,
dao duc thanh tén chi tiép thi cua céng ty

hay muc dich hanh

dong va gia tri dao
duc cua cong ty.

Xay dung cac yéu 18
cua marketing hén hop

Diéu tiét va kiém soat
hiéu qua cua cong iac
marketing va viéc xay
dung méi truong dao
duc cua cdng ty.

Ciac cong ty nhdt thi€t phai xay dung va thudng xuyen cing c6 mai trudng dao dic trong
sich tu cip trén xuéng cAp dudi. Moi hoat dong dy dodn, ké hoach, qua trinh quan ly luén luén
phai phi hgp véi nhidng théng tuc mang tinh dao dic, tinh than. Nghia la luc lugng bdan hang
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phai dugc truyén dat nhing ménh lgnh ro rang, thé nao la phu hgp véi nhing-théng tue; vir-¢h& 120
la khdng phi hgp. Dieu ndy cing cé nghia la nhing ch& d¢ luong béng, dai ngp, va vigc dat giao
nhigm vy theo doanh s¢ phai dugc can nhéc, ki€ém tra ky ludng dé khong didn d6n nhing hanh vi
thi€u dao duc, hay ngin can nhing hoat dong hgp dao ly, mt cach tryc tiép hay gidn tiép.

+ TOM LAI:

Nhing chi€n lugc marketing, kinh doanh, t6ng thé cia cdng ty sé xdc dinh tAm quan trong
cia viéc ban hang tryc ti€p, qua trinh quan ly béan hang trong co cfu t8 chic cia cdng ty. Nhing
muc tiéu, chién lugc hudng ra thj trudng cia cong ty sé xdc dinh dang co cdu t6 chuc cda lyc
lugng ban hang. Cic phuong dn t8 chuc da dang ching to ring mét so do t6 chuc sé khong thé
phi hgp véi moi cong ty dugec. Ting cong ty phai xdc dinh dugc co cdu loai hinh td chuc nao la
phu hgp nhat cho viéc phuc vu khdch hang cia minh. M¢t co cdu td chuc luc lugng ban hang
cing ngic sé khong thé phu hgp véi muc tiéu canh tranh ning dong cia cong ty dugc. Hai cong
ty, Xerox va Campell la 2 vi du dién hinh thé hién su thay d8i cd cdu t§ chuic nhu th& nao dé
phu hgp véi diéu kign thj trudng hon.

Dién cwu 2-1 Cong ty Schmitt Meats

Schmitt Meats la mét hang tu nhan déng géi thjt, d mot thanh phd thugc mién Trung Tay.
Ho thu mua, pha thjt déng géi va ban lai cho nhing nha bdan lé cing nhu mdt s6 siéu thj loai
nho va vra. Hg khong di kha ning san xudt va phan ph6i cho nhing trung tAm, dudng day ban
1& 16n. Day lai la mot lgi th& cho sdn phdm clia hg vi sin phAm &y bdn ra ma khéng phai gia ting
thém chi phi danh cho nhing dudng diy phan phdi 16n &y. Dieu nay cang lam gia ting sy tin
nhiédm vao nhan hi¢u san phdm t phia khdch hang. Tuy nhién, sy tin nhiém nay &a gap phai kho
khan khi nh@ng nha phan phéi thjt 16n khip ca nuéc sdn sang chao hang vdi nhing don hang wu
tién hojc cé giam gid.

Hién nay, Schmitt ¢ hai gidm d6c quéan ly bdn hang, mbi ngudi quan ly 6 dai dién bdn hang.
Nhing dai dign bdn hang nay dugc tra luong cin ban coéng thém véi hoa hdng ban hang dya vao
doanh s6 vugt tréi so véi s§ dé ra hang thdang. Nhing dai dién bdn hang nao dat s§ vugt 10%
doanh 86 dat ra cho ca nam thi s& dugc thudng thém tuy théo lgi nhuin cda céng ty trong nim
Ady. Vi vay, nhing dai dién bdn hang dugc thic ddy r&t manh d€ xdc ti€n qud trinh kinh doanh.

T4t cd nhing san ph&m cda Schmitt deu thugc loai d& hu hdng va chi c6 thé duge bao quan
trong nhing han dinh nhat dinh. Nhing sdn phfm quéd han duge trd vé cho cong ty tuy theo
doanh s6 trung binh cia didm ban 1é. Mdi gan day, Schmitt t§ chic mét cugc 6 ddng bin hang
dic biét: ngusi bdn 1& c6 thé duge gidm gid dang k& cing véi médt chiée radio c6 déng hd digital
néu ho diat mua mot sd lugng tuong ddi Idn d&n muc nao d6. Mot trong s6 nhing nha ban lé bi
nhing diéu kién cia dgt ¢ dong thic day, da dat mua gdp hai lan doanh s& théng thudng cia
ho. Va vao cudi thing, 30% sd hang trén da khong bdn két. San phdm da bj qud han. Nha ban
lé néi trén dang c6 ging budc dai dién ban hang cia Schmitt nhan lai s6 hang chua bian dugc.
Nguti dai dién ban hang trinh bay vdi gidm déc bin hang va thém riing “D4dy la khdch hang tét
nhit cia to6i ddy!”, roi hoi xem vj gidm ddc ban hang cé thé giai quyst dude gi khong.

Cau hoi

1. Vj giam d6c bdan hang phai lam gi?

2. Ba ta (gidm doc bdn hang) phéi giai thich nhu thé nao véi ngudi dai dign bdn hang?
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3. Gidm ddc ban hang phat lam gi n&u cAp trén clia ba biét chuyen? N&u d6i thd canh tranh
cua cong ty biét dugc chuyén nay?

Di€n ciu s6 2-2: Nhitng thuong vu khing trong sing

T6i vAn cdn nhé ky lan ma t8i chao bén nhing chuong trinh méy tinh cho chinh éng chu
cua toi bay gid. Lic y tdi mdi budc vao nghé nay.

Mot sdng ng, 6ng chi goi téi vio vin phong, dua cho tdi mft danh sdch véi mot s6 dja chi.
T6i hdi d6 1a nhdng ai, 6ng &y bdo tdi ring danh sdch &y gébm nhing hiang ky thu4t tu nhan. Roi
6ng 4y bao t6i hdy dén thaim qua tit cd nhing hiang nay, dé gidi thiéu téi vdi ho vi ho sé tao cho
tdi nhing mdi quan hé¢ hdu ich sau nay.

B&i rdi, tdi hoi lai ong ta ring tai sao nhing hing ky thuat tu nhan lai quan tAm &&n viéc mua
nhing chuong trinh quan ly tu ddng bing vi tinh, r6 rang day khong phai 1a nhing thd ho can.

“Cu dén gip ho da”, éng 4y ndéi, “anh sé thay”.

Chi ngay sau d6, mdt trong s6 nhing hang &y goi dién thoai cho t6i, ydu cAu téi d&n v@ hudng
din chuyén mén mot chit cho ho. Khi téi dén, lanh dao cia hang gap t6i va gidi thich ring ho
vita c6 dugc hgp déng vdi mét cd quan chinh phi dé thiét k&, xAy dung mot hé théng may vi tinh
chuyén dung. Ky su cia hing ky thuat Ay hoi téi xem toi cé bit gi vé nhdng hé thong loai ay
chang. T6i khing djnh ring téi cé biét, va hoi xem anh ta can bi€t vé phan nao.

“Chung t6i muén cé dugc nhing chi tiéu ky thuat cia hé théng nay”. Anh 4y bao.

Téi néi véi anh Ay riing t6i c6 lam viéc nay, nhung t6i lai qud quen lam viéc v6i he¢ théng
ky thuat cia hang ching t6i, con dféu kién & day thi lai khéng duge day di nhu vay.

“A dugc”, anh ta néi “Chung tdi thay ring hé thdng clia céng ty 6ng hdu dyng cho viéc nay
ddy, dung lo lding nia”.

Ngay lic 4y thi t8i chua hifu h&t diu, nhung sau nay, t6i dd nhan thdy 46 12 mét qud trinh
bén hang da trd nén chudn myc, 16i cubn ca cdc ky su tham gia. Cho nén khoéng th&€ néi rling
nhing ngudi dei dién bdn hang chi cAn di chdo hang ma bdn duge. Cé rét nhidu nhdng cufc bdn
hang cyc ky phuc tap, 46i khi lai lién quan rdt nhitu d&n ky thuat n?a. Déi khi ban khéng cdn
bi&t dugc ai 1a ngudi thyc sy cé lgi trong thudng vy 8y, hay né c6 hgp phdp hay khéng. Diy lai
la mOt mat nla cia nghé bdn hang.

CAu hoi:

1. Ban nghi gl vé nhung sy vigc xdy trén day?
2. Sy viéc nay cé hgp phdp khong? Cé mang tinh dgo dic khéng?

3. Hay thao luan vé ca hai phia.
Dién ciu 2-3: Cong ty thi€t bi y t&

Mike Dubiksy khdi nghiép cong ty thi€t bi y t&€ cich day 5 nam. D6 1a mot hiang phan phdi
doc lap nhing san phdm y t& chi dung dugc mér [an. Nam trudc la nam dAu tién doanh nghiép
dat dén doanh s6 10 triéu do la. Doanh s6 nay do 9 dai dién ban hang thuc hién dugi su diéu
khidn truc ti€p cia Mike. Cong ty thigt bj y t&€ nay kinh doanh ba nganh hang: nhdng san phim
y khoa chi dung mét [an, nhing dung cy phau thuat, va thiét bj diéu hoa nhjp tim.

Cong ty bdn nhdng san pham y khoa chi dung dugc mét Ian &y cho nhidng bénh vién 1n (hon
100 giudng) trong nhang thanh phé ldn (chi ngoai trd dudng dusng Mayo) trong 5 vung lén
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(Minesota, Wisconsin, Illinois, Missouri, va lowa). D6i vdi nhing bénh vIgH HHo, ngudi co ‘trach
nhi¢ém tim mua nhing sin phim nay la y t4 trudng, cdon d6i véi mét benh vign 16n thi dé phai
la m¢t nhan vién cung tiéu chuyén nghiép, cing véi mét t3 cung ing. Do canh tranh dién ra rat
manh, nén cic nhan hi¢u chi hon nhau vé mat gis ca, giao hang, va djch vu ban hang. Viéc kinh
doanh san phdm nay doi héi khong nhiéu kién thic ky thuat d6i véi nguoi dai dién ban hang.
Ngudi mua thuong mua vdi s§ lugng Idn, ty 1¢ lai bién t& thap. Viéc kinh doanh san phim nay
chiém dén 70% doanh s§ cla cong ty, nhung chi chi€ém 40% lai rong hang nim cua ho.

Nghién ciu dé md rong viéc kinh doanh cia minh, hai nam trudc day Mike bit dau kinh
doanh nhing dung cu phau thuat chat lugng cao (cap, panh,...) tai nhing tiéu bang nhu: Minnesota,
Wisconsin va Illinois.

Hon na, nam ngodi, 6ng 4y con thanh céng trong viéc danh dugc quyén phan phéi doc quyén
cdc thiét bj diéu hoa nhjp tim trong cdc tiéu bang nhu Illinois, Wisconsin va Missouri. Mac du
nhing mit hang nay chi€ém 30% doanh s théi, nhung lai tao dugc 60% l¢i nhuan rong.

Nhing dyng cu phiu thuat va nhing thiét bj dieu hoa nhjp tim déu phai dugc dat mua theo
yéu ciu cua bdac si giai phiu, va doi héi ngudi dai dién ban hang phai hiéu biét chuyén sau vé ky
thuat. Cic dung cy phiu thuat thi dugc dung trong hau hét cdac bénh vién, nhung nhing dai dién
hin hang chi c6 thé dén ti€p xic giao djch vdi mot s6 bgnh vién tuong dsi 16n, thyc hién nhang
phiu thuat thuéc nhidu chuyén khoa. Nhung nhing thi€t bj dieu hoa nhip tim thi lai do nhdng
bdc si phau thuat nganh tim mua tryc ti€p, t¥ nhdng bénh vién chuyén khoa, va tap trung trong
nhdng vung dan cu dong dic. Mic du da cé ba dai dién ban hang & ba ti€u bang trén chju trdch
nhiém kinh doanh nhing san phdm chuyén dung 4y, nhung dai dién b4an hang & St Louis lai dic
bi¢t tap trung vao kinh doanh nhing thiét bj diéu hoa nhjp tim & Missouri va mién Nam bang
Illinois. Chi riéng anh ta da dam nhan va thyc hig¢n dugc 75% doanh s& thi€t bj diéu hoa nhjp
tim cuia cong ty thiét bj y té& nay.

Theo Mike, cong ty nao ding im (doanh s§ gi® nguyén) tuc la dang chét, cho nén anh ta rat
nd lyc xdy dyng quan hé tSt dep véi nhung nha cung cdp. Anh ta da di cong tdc mot chuyé&n dén
California cing vdi hai nha cung cdp thiét bj y t&€ cia minh, ho rat hai long vé céng viéc kinh
doanh cua Mike. Nhung ngugc lai, nha cung cip nhdng thi&t bj phiu thuat lai rat that vong véi
Mike vi doanh s6 dat ra cho nim dau tién da khong dat duge (thidu 10% so vdi s§ da dy kién)
va c6 nguy cd giam hon na vao nam tdi. Hang cung cdp thiét bj diéu hoa nhjp tim cing thic
ép Mike gia ting doanh sg, va hia hen danh cho céng ty anh nhi¢u dieu kién thuan lgi néu cong
ty gia ting doanh s6 ddang ké.

Trén duong di cong tdc tu Chicago trd vé, Mike rdt bin khoan khéong biét phai lam gi day.
Anh ta quyét dinh sé triéu tdp cudc hep ban kinh doanh trong hai ngay tdi véi tat ca dai dién
bdan hang dé quyét dinh van dé kip thdi. Anh ta dang can nhic khong bié€t minh c6 nén ti€p tuc
duy tri kinh doanh ca ba nganh hang hay phai td bo mét, hoac thim chi hon. C6 thé anh ay van

gia viéc kinh doanh ba nganh hang dy nhung phai thay doi cung cach kinh doanh di. Vay anh Ay
phai lam gi day?

Cau hoi:
1. Mike phai giai quyét nhang van dé nio?
2. Hay xdc dinh vai phuong dn cho Mike.

o

Nhang wu nhuge diém clia nhing phuong én ay.

NN

Hay xdy dung mot ké& hoach dé giai quy&t tinh trang cda cong ty nay. Giai phap nay co
gy anh hudng gi dén nhing viéc kinh doanh dai han cua céng ty nay khong?
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CHUONG 3

Ban chat cua
nghé ban hang

MUC DiCH NGHIEN cUU

Cé6 kha nang dinh nghia dugc: bin hang ca nhan

Nhan thic dugc nhing cdi nguon lich si cia ban hang cd nhan

NAm duge nhing trdich nhiém, van dé va nhing cd hdi cia ngudi dai dién ban hang (DDBH).
Co kha nang nhan thuc va giai thich sy khac nhau gida ciac loai nganh bin hang.

Nhing khia canh dao dic ma ngudi dai dién bin hang gap phai trong nghé nghiép.

Quan tam dic biét hon dén nhidng thuit ngd sau khi ban doc chuong nay:

Bon thai dai cia nghé bdn hang / Chiéc ning co ban cia ngudi dai dién ban hang / Nhing
trsich nhiém cia ngudsi dai dién bin hang / Bay phan loai cia nghé bin hang / Thuang vu / Cic
quan hé cua nghé bin hang/ Bin hét sach ("Selling through")/ Mo hé vé chic ning/ Sy khdc nhau

vé chuic nang.

DAN NIAP:

Vao nam hoc cuéi ciing, bét chgt Annmarie nh@n thfy chdng bao lau niza cd sé tét nghiép
va sé phai tim mot viée lam én dinh. Thai gian hoc dai hoc cé that nhiéu ky niém vui,
nhiéu hoat dong, va dé trang trai nhutng chi phi hoc tdp, co6 da nhén mot cong viéc ban
thai gian. Liic nay cé rdt thich mon marketing va mon tai chinh. Nhiueng cd chica biét
dwge ¢o sé lam gi trong thdi gian tdi. Gido s day mon marketing cua cd bao co ring
cong vige thich hgp nhat trong nghi¢p marketing d budi khdi déu la tham gia cong viée
ban hang. Co chuca nghi gi dén cong viéc @y, va cd chi biét rang lam nghé nay, vdi mét
chiée xe hoi, hang ngay dén gap gad cdc khdach hang thi hay hon la lam viéc trong van
phong, sudt ngay phai chiu dirng mét ong xép “xéu tinh”,
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Nhing sinh vién tré, khéng thau hiu nhing gi minh muén |3 Tght g minh yéu thich,
khéng phai la it trong xa hoi ngay nay. Nhu nhdng sinh vién khdc, c6 dy c6 thé chon nghé bén
hang lam diém khai dau, va sé lam cho nhidu céng ty trong subt cudc ddi minh. Annmarie thanh
cOng hay that bai lai tuy thugc vao kha nang cia co 4y, viec sdp x&p, nhing dy dinh nghé nghigp
cua c6, va cung véi mot chit y&u t& may mén. Noi dung chuong nay nhadm giip cdc ban higu séu
hon vé nghé nghiép chuyén mén bdn hang:

1. Cung cdp nhing noi dung co ban cia nghé bdn hang

2. Thé hién ring chon lua ngh# bin hang la mot quyét dinh sing suét tuyét vdi, va nghé nay
theo ting budc sé dugc thang ti€n lén nhing dja vi quan ly.

+ NAM VONG NHUNG KHAI NIEM CAN BAN

Dé nim duge nhing chuyén moén cia nghé ban hang, ching ta phai hifu dugc nhing khai
niém can ban duge dung trong linh vyc nay. D& c6 thé hiéu va chdp nhan vai tro hién tai cia
viéc ban hang cd nhan (bdn tryc ti€p) ching ta can phai biét qua vé ngudn géc va su phat trién
cua marketing va nghé bin hang.

Cac khai niém, dinh nghia

“Bdn hang ca nhan” la moét qud trinh (mang tinh ed nhan) trong d6 ngudi bdn tim hiéu,
kham ph4, ggi tao va ddp ing nhing nhu chu hay udc mudn cia ngudi mua dé ddp dng quyeén lgi
thoa dang, lau dai cda ca hai bén.

Dinh nghia trén r6 rang thé hi¢n réing ca hai bén ngudi mua va ngusi bin dau cé lgi trong
thuong vy dy. Nhing ngudi trong lyc lugng ban hang duge dat r&t nhisu chuc danh, nao la ngusi
ban hang, dai dién bdn hang, dai dién nha san xuAt, gidm déc phy trdch khdch hang, nhan vién
ky thudt phy trdch bdn hang, gidim d6c khu vyc, va bi€t bao nhidu chic danh da dang khéc nta.
tAt ca nhing s§ ngudi néu trén déu cé diém chung la ti€p xuc tryc ti€p vdi khdch hang, va c6
trach nhi¢m tryc ti€p vé viéc bén san phdm hay djch vy cia céng ty hg.

Dinh nghia vé& bén hang cd nhan nay chd y néi rhing viéc bén hang la ca mét chudi hoat dong
va cdc quan hé. Ré rang la nhing linh vyc hoat d6ng cia nh‘ﬁng nhdn vién cia cdc t6 chuc kinh
doanh dich vy nhy ngan hang, ké todn cong cfng va quang cdo cing gibng hét nhu cdng viéc cua
mot dai dién bdn hang trong khu vyc cia minh. Vi thé, chuc ni»'.ing va hoat ddng cia viéc bén
hang cd nhan khong chi bé gon trong lyc lugng bdan hang. Tuy nhién, chuong nay tap trung chi
yéu vao viéc quan ly hang triéu nhan vién bdn hang hién nay.

Nhung thoi ky lich sa

Viéc ban hang va tiép thi thudng dugc xem la moét hién tugng mdi gan day, lién quan dac
biét dén nang lyc kinh doanh tai Hoa Ky. Tuy vay, sy thuc thi lich st cia nganh nghién cyu tiép
thi va bin hang da cé hang tram nam trudc diy. Con nhing hoat dong trong dat nudc Hoa Ky
ngay nay chi la mét dan ching hing manh cia mot qud trinh phat trién lau dai. Lich sy phat
trién cua nghé thuat bian hang va nganh marketing dugc chia lam 4 thai ky: thdi ky truge khi
bat nguén, thai ky bat nguon, thai ky phdt trién nén mdng, thai ky tinh loc va hinh thanh
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Thari ky-truire khi bét nyguon (truse 1750)

Mot trong s8 nhding hoat dong ban hang cé nhan dau tien da dugc nha tho c6 Hy Lap ghi
lai vao thé ky 8 trudc Cong nguyén. Ong da ké va nhdng ngudi ban dao x¢ Phoenicy, sudt ngay
di h&t cta nha nay dén cia nha khic d€ chao bdn nhing hang héa cla minh. Hang thé ky sau
d6, khi d&€ qudc La Ma md rong quy‘én ba chi cia ho trén ving bién Dja Trung Hai, nhing dang
dai ly, nha budn hudng hoa hong da tré thanh nhdng y&u t6 phd bi&n cia d€ qudc nay. Thoi ky
Trung cé va thoi ky Phyc Hung la thoi ky phat trién cia nhing ldi buén bén hang Ién chau Au.
Dén dau thé ky thu 18, cdc té chuc kinh t& hién dai da xudt hién va phat trién & hau khdp Tay
Au va mot s¢ ving & Hoa Ky.

Thai ky bat nguon: (1750 - 1870)

Cuéc cdch mang cébng nghiép dd md dau cho giai doan nay. Thai ky nay mang nhdng dac
diém nhu sy gia tang nhanh nang lyc san xudt va van tai, mang d€n mét budc ngoit 1dn cho nén
kinh t&. Céc doanh nghiép trong giai doan nay da trang bj ky hon cdc ky nang ti€p thj, nhu trong
chidu thj, tim ki&m thj trudng, hay thiét k& nhing sdn phdm chuyén biét cho nhing khdch hang
dac biet. Cong ty do st Wedgwood la mét tieu bidu, ho da x4y dung nhing ky thuAt ti€p thj va
ban hang rdt tinh té, nhu da tung cé trong thdi dai th€ ky thd 20 ngay nay. Ho 4a dung dén
nhing nhan vién ban hang dao gip giao dich thAng véi khdch hang ciing nhu nhing gidm déc
quan ly bdn hang truc ti&p.

Thii ky phdt trién nén maong (1870 - 1929)

Su phuc tap gia tang kha nang san xuat dai tra da doi hoi sy gia tang viéc khuyé&n khich
nhing nhu cau tiéu thu dai tra. Do cdc nha san xudt phai tap trung hét nang lyc vao qud trinh
san xudt, doi hoi hinh thanh m¢t b6 phan trung gian chinh thuic dé lien h¢ giao djch tryc tiép
véi khach hang trén nhdng vung lanh thé dja ly khdc nhau. Nhing day chuyén phan phéi & 16n -
dugc thanh lap va phdt trién nhanh, lic bdy gid nhu: Sea - Robuck va Montgomery Ward. Con
nhing hang dai dién nha san xudt va nhdng kénh phan phéi trung gian khdc thyc hi¢n viéc bdn
hang & nhidng viung xa ndi sin xudt.

Vao d4u nhing nam 1900, cdc trudng cao ddng vi dai hoc méi dua vao nghién cutu va giang
day nhing bd mén nhu “nghé thuit ban hang”, va nhiéu t¥ bdo hang ngay vé nghé bdn hang lic
bay gio mdi xuit hién. Cdc nha san xudt rit tin tudng va quan tam d€n nhing thuc t& mdi me
nay, dac biét la nhing chuong trinh dao tao chinh qui, viéc chuian héa nhing tip tuc trong ban
hang, va viéc phat trién dai han danh cho lyc lugng bin hang. Hon nda, nhdng ngudi quan ly
truc tiép viéc ban hang gio day thyc sy dugc xem la nhung cap quan ly, gidm déc, lanh dao, chu
khong phai chi duge xem nhu mét dai dién ban hang cip cao ma théi. Mét s§ lyc 'ugng bén hang
con dugc té chuc theo co cau khich hang, dac tinh san phdm chyd khéng chi dua vao phan ving
lanh th6 ma thoi.

Thei ky tinh loc va hinh thanh (tx 1930 dén ngay nay)
Sy sup d6 thj trudng ching khodn nam 1929 vi theo sau la khing hoang thé& gigi nhdng nam
1930 da budc phai cé mét sy trudng thanh va trién vong t6t dep hon trong nghé thuat bdn hang.

Thai gian nay xuat hi¢n xu hudng kinh doanh san xuét hudng vao phuc vy khich hang, nhing
dai dién bén hang va céc cong ty canh tranh lin nhau khong phéi biing nhing ngudi bén hang
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khon khéo nhdt, ma bing viéc cung ung djch vy tst nhat, phuc vu tét nhit, chit lugng tot nhat
va gid ca canh tranh nhit. Nhu ciu cia nén kinh t&€ da thic diy sy phat trién cda nhadng khoa
hoc quan ly nhu phan tich kha ning sin xudt trong titng vung linh thd, quan ly chi phi chat che
hon, quan ly nhing cuéc giao djch ban hang, bdn hang cho nhing khich hang cé lgi ma thoi.

Ngay nay, nhing hang san xuit, phan phéi va djch vy tai Hoa Ky da rit chu trong dén nghi
thuat bin hang cd nhan (ban tryc ti€p). Ching ta c6 thé udc tinh ring diu nhing nam 1990, cs
khoing 7 triéu ngudi lam nghée dai dién ban hang, va udc tinh téng thu nhap cia ho c6 thé lén
dén khoiang 146 ty do6 la. Khoan tién nay cong véi khoang 10 ty dé la chi tiéu cho nhing dai dién
bin hang nay lam chi phi di lai, giai tri, va dao tao, da dua dén mét muc phi khd lén, 156 ty do
la hang nam.

Viéc cdc hing siin sang bo ra 156 ty do la ching td vai trd quan trong ma viéc bin hang cd
nhian da céng hién cho thanh cong cia cong ty trén thuong trudng. Khoan chi tiéu cho viéc ban
hang cd nhan nay vugt xa khoan tién danh cho quang cdo. Viéc tip trung ngudn lyc cia cong ty
vao viéc ban hang cA nhan phan danh chién luge vé nhan lyc bin hang va quan ly bin hang cuia
cong ty.

Tinh théng nhidt vé td chic cha viéc bin hang ci nhan

Tu lau, nguai ta nhan djnh ring ndi dung cdng viéc cua dai dién bin hang rang budc ho vao
vdi cong ty thué tuyén ho. Co nghia la khi ho con lam cho céong ty Ay, thi ho phiai danh tron thai
gian cua ho cho khich hang cia cong ty hay nhidng khdach hang tiém ning cia he. Trong thuc
t&, nhiéu dai dién bin hang, nhdng ngudi dai dign bdn 1é, vd m6t s6 khic trong lyc lugng bén
hang ngoai cong ty tu do di lai gino dich gi®a cong ty cia minh va dja diém kinh doanh cda khdch
hang. Chiing mdy xa la khi mot dai dién bin hang dung nhiéu thai gian ciia minh véi khdch hang
hon 1a tai van phong coéng ty.

Quan niém vé nghé bin hang

Nhung sinh vién dugc gidi thieu vé nghé bin hang théng qua nhdng chuong trinh trén da
truyén hinh vao lic dém khuya, trong nhing hoat canh, nhing vd kjch, nhing b6 phim nhu The
Music Man”", “Glengarry Glen Ross”, “Cii chét cia mdt ngusi chao hang”, hay chuyén tich ve mét
anh chao hang ba hoa, luén mic mét by quan do bing nhém trong bo phim “Ngudi thigc”, hay
gan day, chuyén ké vé mét anh chao hang néng nay, l¥a loc trong phim “Ngudi céng du”. Mic
dia cé6 nhing buc tranh khong dep vé nghé bin hang nhv viy nhung cdi nhin cda sinh vién déi
vdi nghé nay ngay cang sing stia hdn, vao khoing 25 nam nay.

Vao nam 1962, nghé bin hang duge cic sinh vién mo ta khong mdy khen nggi ldm, nhu la
“bj dé nén, dia vj thip, kém tinh sing tao, khéong duge khuyén khich mdy vé tai chinh”. Vao gida
nhing nam 1980, quan niém cua nhdng sinh vién vé nghé nay khong nhdng sdng sdia hon, tét
dep hon, ma con siu sic, chin chdn hon. Ho ¢6 thai do tich cuc hon vdi nghé bin hang ndi chung,
va hiéu biét duge nang cao hon vé cdc loai hoat déng bin hang. Nhiung nghién cudu cho thay,
nhidng sinh vién nay thich chon nhing dja vi dugc dai ngo t6t, biin hang theo xu hudng ning
déng, thuong xuyén cung cé duy tri khach hang, hon la thanh dat va phat trién. Mac du cac sinh
vién nd cé to ra phan nao it duge quan tam trong nhing nganh kinh doanh sin pham céng nghiép
hay bin buén (bin si) hon la nhing sinh vién nam, néi chung ho van cé6 khuynh hudng tich cyc
viio nghé nay. Cudi cung, d6i véi nhidng sinh vién chua ra trudng, dac biet 1a gidi nd, déu xem
nghé bin hang la m{t nghé tuyét vai, cé nhiéu co héi phat trién va thang ti€n.
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Phu na trong kinh doann

C6 Jane Nowell t6t nghiép tr mét trudng kinh doanh & mign Trung Tay. C6 duoc mét hang san xudt hang
tiéu dung manh tuyén dung va phan nhiém v& Cleveland, bang Ohio. Sau khi dugc tuyén dung 8 thang, co
dugc dd ci 18n thanh dai dién ban hang c&p cao. BSn thdng sau cd lai dugc thing ti€n 18n thanh trg ly
gidm déc kinh doanh va dugc chuyén 8n St. Louis. Theo ch§ db clia cdng ty, thai han luu chuc cua trg ly
giam ddc la hai nam. H&t thdi han néu trén, cd dugc d8 c thanh giam déc va chuyén d&n mét thanh phd
khac. Ngoai ra cd con dugc rdt nhidu thu mdi cdng tac tr nhang cbdng ty canh tranh.

Day khong phai 1a mot ngoai 1¢ dic biét trong viéc thué tuyén va dé bat phy nd trong nhing
chic vy quan ly kinh doanh. Nhiéu céng ty da nhan thuc ring thué tuyén phy ni va ngudi thiéu
s6 riat cé lgi vé mit tri tué, ma it ngudi da nhan thic duge day di. Nhiéu hang, nganh doi hoi
phai cé nhing wu dai ti phia chinh quyén tiéu bang cing nhu chinh quyén lién bang khi ho tuyén
dung phu nd hay ngudi thiéu s6. Ngay nay, nhing chudng ngai nhu viay da dugc phd bo, nhing
ngudi cha thugng khuyén nhid con gdi ho theo nghé ban hang vi dé la con dudng nhanh nhat dé
tién than cao trong cong ty.

Nhitng qui dinh phdp luat va nhimg di¢u kién cong béng

Luat dan sy nam 1964 cua My cé qui dijnh r6 d6i véi nhdng doanh nghiép tu nhin cé tuyén
dyng ti 15 nhan vién tro lén la ngin cAim moi sy phan bigt trong tuyén dung, dé bat, thang tién
hay chinh sich luong béng. Trong Bin “nhing didu kién cong bing” cia chuong luat s& VII qui
dinh nh@ng diéu cing cd nang lyc thi hanh cia ndi dung nay. Cu thé hon, nhidng hudng din cy
thé cua Ban nay ngin cAm viéc phan biét trong thué tuyén nhan céng dua vao ly do <ns1:XMLFault xmlns:ns1="http://cxf.apache.org/bindings/xformat"><ns1:faultstring xmlns:ns1="http://cxf.apache.org/bindings/xformat">java.lang.OutOfMemoryError: Java heap space</ns1:faultstring></ns1:XMLFault>