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DANH CHO ME

Me da che ché con, dd cong hién cd cuc doi minh
dé con dwoc di hoc tai nhitng trieomg t6t nhét va
di khdp thé gidi. Mg luén bén canh con; khi con goi
di¢n me lién bit mdy, bat k& ngay hay dém. Hau hét
nhieng cufc goi do la vao ban dém, bao cho me biél
rang con dang gdp kho khin, va kém theo dé la loi

thinh ciu vé tién bac.

Do6i khi con can 1o khuyén tie me vé nhieng vin
dé ma me khong biét. Nhueng me van cho con 10i
khuyén, luén la me¢ cho di. R6i sau do, voi sw kién
nhan tuyét voi, me da cho tdn 30 ndm dé'nhin dwgc

lot cam on.

Vi thé, quyén sdch nay la danh cho me. Con biét
quyén sdch nay khong thé so sanh dwgc véi nhing
gi me da cho con, nhwng du sao thi no ciing khong
hoan toan noi vé me.
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LOI GIOI THIEU

Ngan gon lai thi thé nay:

T6i khong thich bi thuc ép dé mua hang. Va t6i
khong phai la nguroi duy nhat khong thich diéu nay.
Sau nhiéu thap ky duogc tiép thi, gidi thiéu, chao
ban va nghe nhimng 10i quang cao sai léch, ching
ta tré nén ac cam voi nhimg 10i thuyét phuc mua
hang. Khi cam thdy bj thiic ép mua hang, chiing ta
s€ phot 10 di. Va néu duoc bao nén lam gi hay nghi
g, chung ta sé phan khéng lai. N6i cach khac, nguoi
mua khong c6 nhiéu niém tin vao ngudi ban hang
hay y kién ho dwa ra. Tuy nhién, ai ciing tin vao y
kién cua chinh minh.



¥ Thuat doc tadm ly khach hang

Chinh vi thé&, ngay nay, sain pham khong phai dé

ban, ma la dé mua.

Khong c6 gi kho hon viéc c6 gang dat dugc mot
théa thuén trong thoi dai nay. Khach hang nghi ngd
vé san pham va dich vu mdi, va néu ban la ngudi
phai ban hang thi ho cling sé nghi ngo ludn ca ban.
Doi khi ho sé kiém tra nhimg gi ban néi. Va nguoi
mua luén muén m¢t théa thuan tét hon, bai ho tin
rang cho du 1oi dé nghi ctia ban ¢6 hap dan dén muic
nao, thi hg van c6 thé, bang cach nao dé, dat dugc
nhiéu l¢i ich hon.

Thay vi p dat y kién ctia ban 1én ngudi mua,
ban c6 thé chi dan cho ho ty kham pha, tir d6 hinh
thanh sy tin tudng, tin nhiém va hung tha d6i véi y
kién d6. Sau d6, ho s& mudn mua san pham va cam
thay that tot khi ¢4 co hdi lam viéc véi ban.

Quyén sach nay sé chi cho ban cdch gieo y tudng
cia minh vao tim tr{ nguoi khac mét cach chuyén
nghiép dé ho tw kham pha, hiéu duoc gia tri va
himg thi véi y twong d6. Tuy nhién, ban sé khong
lam dugc digy nay voi nhimg phuong phap ban
hang théng thuong. Thay vao do, ban can phai lat
nguoc kich ban, hoan ds; Vi thé trong dam phan.
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TOI LA OREN KLAFF. Nhiéu ndm trudc, toi
cd viét mdt quyén sach véi tya dé Pitch Anything
(tam dich: Gidi thi¢u mei san pham), trong d6 toi
huéng dan ngudi doc mdt phuong phap ddc nhat
d€ chuan bj 10i gidi thiéu cho mt san pham va cach
trinh bay d¢€ gay an tuong vdi khach hang va nha
dau tu. Ban dau, phuong phip nay dugc tdi xdy
dung va ap dung cho linh vire cdng ngh¢, tuy nhién
6 thé img dung hiéu qua va rng rai trong nhidu
Iinh vyre khac nhau. Khong lau sau d6, hi¢u qua cia
Pitch Anything dwoc khing dinh va phuong phap
nay duoc lan truyen, hang triéu ngudi da ap dung
né trong cdng viée hang ngay. Trudc khi bist duge
diéu nay, t3i da nhan dugc cude goi tix cac cong ty
nhu Google, Amazon, va Bank of America, nghe ho
ke vé sy hiéu qua cua Pitch Anything d6i vai ho.

Sau d9, cic cdng ty tir P, Y, va Nga ciing goi
d\otﬁi.Ké‘tquél&téiduvcméidé'giﬁphod’amphén
nh&xxgtlmmgvulénénhﬁngvﬁngdé'tkhécnhau
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Thuat doc tam ly khach hang

vi thé toi cling thay doi theo ho bing cich nghi
ra nhimg phuong phap chot don hang méi. D6 13
nhitng phuong phap ma t6i sé dé cap dén trong
quyeén sach nay.

Chiing ta ciing thdng thin thira nhan mét thyc
trang chung: Nhitng nguoi ban hang hang say
thuong dua ra 10i moi chao cd chut strc ép 1én nguoi
mua, sau d6 chuyén sang “ché &6 chdt don” bang
cach tao nén moét loai ap lyc khong mong mudn va
hau qua la thdi bay don hang nhanh hon ca khi ban
néi “Hay ky vao day”. Trong khi d6, nhitng nguoi
ban hang nhiét tinh sé dua ra 16i moi chao hay nht
trén thé gidi, sau d6 dimg lai, khong chic chan phai
lam gi tiép theo va hy vong ring don hang sé ty
dong dugc chot thanh cong.

Ca hai cich chao hang nay déu la phuong phap
tiéu chuan, nhung khach hang sé khé chju khi trai
nghiém chung. Chinh vi th€, toi da phat trién mot
phuong phap méi mang tinh cach mang, giup gianh
duwoc moi don hang ma khéng can phai ton thoi
gian chao hang hay nd luc cht don - ban hang ma
khong hé giao ban. Noi cach khac, cach nay sé lam
cho nguoi mua 6 cam giac rang ho mudn chi dong
lam viéc véi ban va ty chot giao dich. Ban khong
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can gay ap luc, khong can no lyc vuot qua nhimg
phén khang hay theo du6i khach hang.

Vi vy, day 1a nhimg gi t6i mudn ban hiéu ngay
tir phan dau cia quyén sach nay. Chot mot don
hang ma khong can gay ap luc khdng phai la mot
bi quyét than ky. D6 cling khong phai sitc manh
phi thuong ma chi mét s6 nguoi nhat dinh méi co.
Hoan tat mot thoa thuan hay giao dich la mét qua
trinh dugc thyc hién theo timg budc; bat ky ai hiéu
rd va tudn theo mot s& nguyén tic co ban déu cé
thé 1am dugc. Boi mot khi ban biét dugc nhitng quy
luat nay, ban sé khong bao gio phai thuc ép khach
hang. Thay vao d6, ban cé thé khién ho ty nguyén
lam theo y kién cua ban, tir 46 ho sé tyr dong chot
thoa thuan mét cach ty nhién, ct nhu von di nd
phai nhu vay. Ky nang dao ngugc vi tri nay sé hiru
ich cho ban trong moi tinh hudng va gitap ban chét
don hang, gianh dugc giao dich hay 16i kéo dugc
nha dau tu.

Trong quyén sach nay, tdi sé hudng dan ban
nhitng quy tic trén cling nhu cac budc d€ chinh
phuc muc tiéu ciia ban ma khong can gay ap luc 1én
ho. Dau tién, t6i sé gidi thiéu budc dau tién Tiem
thirc - gieo mét y twong vao tam tri ngudi khac. T
d6, t6i sé chi dan ban cach sit dung Hé thdng phan
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Z Thuat doc tam Ly khach hang

cp va nhing quy luat cta Sy chic chin do dio
nguoc tinh thé va mang loi thé v cho ban thay vi d¢
tat ca quan bai nim trong tay nguoi mua. Ké dén
t6i s€ minh hoa sitc manh ctia Y tuong san ¢6 tir
tredc va lam thé nao dé ban keét thic bai giéi thiéy
mot cach T6i don gian nhu d6 la diéu binh thung
va hién nhién nhéat trén doi. N6i cach khéc, do I3
diéu ma tam tri ctia d6i twong khach hang ma ban
hudng tdi c6 thé don nhan mét cach dé dang. Sau

do6 ban sé dwgc kham pha cach tan dung Sy bi quan

von ¢6 ctia ngudi mua dé bién né thanh lgi thé cho

ban, va cidch d€ Thu hat khach hang khi Sy bi quan

d6 déng vai trd quan trong nhat. Cudi ciing, ban se

th&y chi tiét 1am thé nao dé phdi hop cac budc nay
vOi nhau.

D& dam bao tinh bao mat cho khach hang cta to
va minh hoa mét cach hiéu qua hon lam thé nao baf
c6 thé ap dung nhiing y tudng nay, toi da thay dO’l
dic diém nhan dang ctia khach hang va cong ty €0
lién quan, dong thoi hu cdu mét vai khia c‘anh o
nhimg cau chuyén ma toi sé k& Nhung du fao, 0
nhan vt trong mdi ciu chuyén déu duoc >fay d‘xmf
dua trén nhitng thoa thuén va giao dich co’tha;?‘u
t6i da diing nhitg phurong phép trén mdt cAchTi¢
qua dé dat duoc.
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