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Situation

Problem

Implication

Need-Payoff

Muc tiéu

Hiéu vé tinh hinh hién tai
cta khach hang

Tim ra van dé/néi dau ma
khach hang dang d6i mat

Pé khach hang hiéu tac déng tiéu
cuc clia van dé dé dén doanh
nghiép hodc td chuc

Gidi thiéu gidi phap va tao lién
két vdi lgi ich ma khach hang sé
nhan ducgc khi s&r dung gidi phap

SPIN SELLING

Nghién cuu va chi dung it thai
gian cho nhirng cau hoi nay

Nghién cuu va tap trung hoi
nhing cau hdi quan trong

Dung nhiéu thdi gian hon &
giai doan nay dé cé nhimng
thong tin gia tri vé ngudi mua

Pam bao dung thai gian hop ly
dé ho xay dung sadn pham cua
ban nhu mét giai phap

\Vile[V

Ban c6 thé ké cho téi vé cong
ty cta ban va nganh céng
nghiép ma ban hoat déng?

Ban gidp van dé cu thé nao
trong viéc quan ly dir liéu?

Cé phai ban dé mat mét sé
khach hang do su cham tré
trong qua trinh phuc vu ho?

Néu ban cé thé giai quyét van

dé quan ly dir liéu, ban sé thay
rd cai thién trong hiéu suat kinh

doanh ctia ban, dung khéng?
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Muc dich

Tim kiém gbc ré ctia ndi dau. Can
dat minh vao vi tri cta khach
hang tiém nang dé hiéu ca van
dé bén ngoai va bén trong. Béng
cam va ldng nghe nhiéu hon ndi.

Vi du:

e Quan ly tai chinh hién nay
cla ban cé nhing thach thuc
cu thé nao?

e Ban mudn dat dugc diéu gi tu
viéc sir dung mot gidi phap
quan ly tai chinh?

Muc dich
Ngusi ban sé giup khach hang
tiem nang hiéu dugc tac doéng
kinh té tu viéc s dung san
pham/giai phap.

e Viéc gidi quyét cac van de tai
chinh cé thé giup ban tiét kiém
bao nhiéu tién hodc tao ra lgi
nhuan thém bao nhiéu cho
codng ty?

e Néu tiét kiém 20% thd&i gian,

ban sé lam gi vdi thdi gian do?

Muc dich
Xac dinh xem ai trong céng ty cd
quyén quyét dinh mua san pham
hoac dich vu

e Ai 13 ngudi quyét dinh cudi
cung vé viéc dau tu vao phan
mém quan ly tai chinh?"

e "Ban cé kha nang tiép can dén
ngudi dé dé thao luan vé giai
phap cta chung t6i khéng?

Muc dich
Ngudi ban can biét vé thoi gian
ma khach hang muén thuc hién
giao dich.

Vi du:

e« Ban du dinh trién khai giai
phap quan ly tai chinh trong
thdi gian nao?

e Co6 bat ky han ché thdi gian cu
thé ndo ma ching ta can xem
xét khéng?
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+SlimCRM SOLUTION SELLING
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" Kham pha nhu cau: Nhan vién ban hang bat dau bang cach st dung cac cau hai
md& dé hiéu cac van dé ma khach hang tiém ning dang gap phai. Sau dd sé tiép
tuc dit cau hai dé hiéu ly do dang sau nhimng van dé ddé va sé tédm tat trudc khi
\ chuyén sang giai doan tiép theo.

N
__________________________________________________________________________________________________________________________________
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Kham pha tac déng: Muc dich 1& dé xac dinh muc dé anh hudng cua
van deé trong toan td chuc, tdng cudng nhan thic vé ndi dau va thic
\day su cap bach.
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Pé xuat giai phap: Dua trén nhu cau ctia khach hang, sales can dé xuat
cac gidi phap phu hgp. Cac giai phap phai gidi quyét dugc cac van de
va thach thuc ctia khach hang, dong thdi mang lai Igi ich cho ho.

”———————————-N
N ————————

’
__________________________________________________________________________________________________________________
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/
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" Trinh bay cac giai phap: Sales can trinh bay cac gidi phdp moét cach rd rang, dé
hiéu va thuyét phuc. Sir dung thém cac s liéu va dir liéu dé chiing minh hiéu qua
cua cac gidi phap.

[ T ————
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__________________________________________________________________________________________________________________________________
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Sales str dung cac céng cu

theo déi truc tuyén
(CRM) dé thu thap théng
tin vé khach hang tiém
nang. Cac tin hiéu bao
gom viéc khach hang truy
cap trang web, md& email
tiép thi, tuong tac trén
mang xa hdi va cac hoat
déng truc tuyén khac.

~
_______________________________________________

\ﬁ—————————————————————————————————————————————————————————
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SIGNAL-BASED SELLING

Sau khi xac dinh dugc cac
tin hiéu mua hang, sales
phan tich dU liéu dé hiéu
dugc khach hang dang &
giai doan nao trong hanh
trinh mua hang va ho can
gl. Cac nha ban hang cé thé
s dung cac céng cu phan
tich dr liéu dé thu thap va
phan tich d liéu tU nhiéu
ngudén khac nhau, chéng
han nhu CRM, trang web va
mang xa hoi.

~ td
_______________________________________________
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Dua trén phan tich di liéu,

nhan vién ban hang va
marketing phdi hop tao ndi
dung va trdi nghiém phu hgp
nhat v&i nhu cau clta khach
hang. NO&i dung va trai
nghiém nay can giup khach
hang hiéu rd hon vé san
pham hodc dich wvu, giai
quyét cadc mdi quan tam cua
ho va dua ra quyét dinh
mua hang.

~ ’
___________________________________________________

\~————————————————————————————-------------

Sau khi trién khai chién
dich, can tiép tuc theo
ddi cac tin hiéu va phan
hoi tur khach hang. Sales
s dung d liéu nay dé
diéu chinh chién lugc
tiép theo va tdi uu hoda
tuong tac vdi khach
hang.

~ d
_______________________________________________
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Challenger khéng chi hiéu
vé san pham hoic dich vu
minh ban, ma coén hiéu ré
khach hang, doanh nghiép
cua ho, va thach thdc ma
ho dang doi mat.

ai quyeée

CHALLENGER APPROACH

Tao thach thuc

Challenger dat ra cac cau
hoi, thach thuc va danh gia
dang gid doi vai khach hang.
Ho thudng dat cau hdéi ma

khach hang chua tung nghi

dén, dua ra géc nhin mdi veé
van dé va thé hién ré su hiéu
biét chuyén sau.

ét van de

Dung lén tam
anh huong

Challenger thuong dugc coi
la chuyén gia trong linh vuc
cta ho va co kha nang
thuyét phuc khach hang
theo hudng ma ho cho Ila
tot nhat.

Challenger khéng chi thach
thirc, ma coOn cung cap giai
phap cu thé cho cac van de
ma ho da dat ra. Ho tao ra
gia tri thuc su cho khach
hang.

M&c du Challenger cé thé
dat ra cac thach thuc va
tranh luan vai khach hang,
ho van xay dung mdi quan
hé dua trén su tin tudng va
giup dé.

\______________________________./
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¥ SlimCRM T.A.S SELLING

Target Account Selling (TAS) 14 moét hé théng ban hang chuyén sau, tap trung vao viéc xac dinh va tiép can cac
tai khodn muc tiéu quan trong nhat dé tao ra cac co héi kinh doanh dang ké

.......

Nghién cuu
va hiéu sau
vé tai khoan
muc tiéu

Tao ké hoach
ban hang
ca nhan

Tao moi
quan hé

Quan ly va
duy tri moi
quan hé

Pé xuat giai
phap
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Metrics (Chi s&); Pau tién, sales can xac
dinh cac chi s6 quan trong ma coéng ty
khach hang quan tam. Biéu nay cé thé bao
gom tang cudng lgi nhuan, gidm chi phi
hoat déng, hodc tadng hiéu suat.

_________________________________________________________________________

——

ot S S S S

Economic Buyer (Ngudi mua cd tham
quyen): xac dinh ai 13 ngudi cé tham
quyén quyét dinh tai chinh trong
cong ty khach hang, cé thé 1a Gidm
déc Tai chinh, CEO hoic Giam déc
Quan ly Du an.

___________________________________________________________________

p I

Decision Criteria (Tiéu chi quyét dinh): hiéu nhing |
tiéu chi quan trong ma coéng ty khach hang s dung |
dé danh gid cac giai phap.

_________________________________________________________________________________________

MEDDIC SELLING

Decision Process (Quy trinh quyét dinh): Xac
dinh quy trinh quyét dinh mua hang cua
cong ty khach hang, bao gdém viéc xac dinh
ngudi tham gia trong qua trinh quyét dinh va
cac budc cu thé ctia quy trinh.

_____________________________________________________________________________

——————————————————————————————————————————————————————————————————

ldentify Pain (Xac dinh ndi dau: xac
dinh van dé hoac ndi dau cu thé ma
cdng ty khach hang dang gap phai va
ma sadn pham cla ban cd thé giai
quyét. (N6i dau nay cang cu thé va
luong hda dugc thi cang tét)

__________________________________________________________________

-------------------------------------------------------------------------------

| Champion (Ngusi tng hé): tim mét ngudi ang hé
| trong céng ty khach hang. Ngudi Gng hé nay
thudng 1a ngudi hiéu rd gid tri ctia san pham va cé
thé gidi thiéu ban cho cac ngudi quyét dinh chinh.

________________________________________________________________________________

-----------------------------------------------------------------------------

N e e e
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Xac dinh Tinh
Trang Hién Tai

Bat dau bang viéc
hiéu ré tinh trang hién
tai cta khach hang,
bao gom viéc phan
tich tinh hinh kinh
doanh, cac van dé va
thach thdc ma ho
dang d6i dién, va cac
gidi phap hién tai ho
dang st dung (néu co).

Xac dinh Tinh
Trang Mong Muon

Hai khach hang vé
tinh trang ho muén
dat dugc trong tuong
lai. Bieéu nay cé thé
lién quan dén cac muc
tiéu kinh doanh, hiéu
suat toi uu hda, tiét
kiém thdi gian hoac
tién bac, hoac bat ky
muc tiéu cu thé nao

ma ho mudn dat dugc.

Xac dinh GAP

Dua trén théng tin ve
tinh trang hién tai va
tinh trang mong muodn,
xac dinh khoang cach
(GAP) gilra chung. Biéu
nay giup sales hiéu ré
vé nhimng gi khach
hang dang thiéu va
can phai cai thién dé
dat dugc muc tiéu
mong muon.

GAP SELLING

Dua trén viéc xac dinh
GAP, sales co thé de
xuat gidi phap cu thé

ma san pham hoéc dich

vu clia ban cé thé cung
cap dé giai quyét
khodng cach nay. Bbam
bado rang gidi phap lién
quan truc tiép dén cac
nhu cau va muc tiéu cu
thé ctia khach hang.

Thuyét Phuc va
Dam Phan

Sir dung théng tin vé
GAP va gidi phap dé
thuyét phuc khach
hang rang san pham
hoac dich vu la gidi
phap tét nhat cho ho.
Dam phan vé gia ca va
dieu kién giao dich dé
dat dugc thoa thuan.
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-SlimCRM CUSTOMER CENTRIC SELLING

Budc 4: Tao trai nghiém khach hang tich cuc

Buéc 1: Hieu Khach Hang s \

_____________________________________________________________________________________________________

Trudc khi tiép can khach hang, nhan vién ban hang can

{ Khi khach hang thir nghiém san phdm hodc tim kiém
| nghién ctu va hiéu ré ho. Pidu nay bao gdm viéc biét dugc

théng tin, can tao ra moét trai nghiém mua sam tich cuc

do tudi, s& thich, phong cach ca nhan va ngan sach.. . cho ho. Bieu nay bao gom viec cung cap suho trg nhanh

_____________________________________________________________________________________________________

i ———————————

chéng, giadi dap moi thic mic, va tao ra khdéng gian mua
sam thoai mai.

____________________________________________________________________________________________________

Y —————————————————————

Buoc 2: TwvanvaHoiykien Bugc 5: Trao quyen cho khdchhang
Thay vi ngay Iap tic gidi thiéu san pham, sales bat dau . Thay vi 4p dit quyét dinh, hay tao co héi cho khach
\ bang viéc tu van va hadi y kién khach hang xem mong ! . : £ 4 s C LA L o !
: h ) o . A i . | i hang tham gia quyét dinh mua sam. Sales c6 thé hdi ho |
i muon, nhu cau, s& thich, moéi quan tam, ..cta ho la g : ! S .k s . , , . x N ez |
RS s J i vé y kién vé cac lua chon, kich thudc, hoac mau ma dé
. dam bao ho cam thay hai long véi quyét dinh cudi cung.
Buéc 3: Tuy chinh goi y e /
AN ) Bl.rdc 6: H6 Trg Sau Ban Han
i Dua trén thong tin ban thu thap, ban tao ra cac ggiy tuy ! g --------------------------------------------- N
. chinh cho khach hang. Vi dy, néu ho thich mau xanh 14 cay Sau khi khach hang d& mua san pham, tiép tuc ho trg |
| va co dy dinh tham dy mét budi tiéc, ban cé thé ggi y cho | . ho théng qua dich vu khach hang xuat sac va dam bao !
. ho nhiing trang phuc phu hgp vdi s& thich va sy kién nay. | . ho hai long vdi trai nghiém mua sam cta minh.

__________________________________________________________________________________________________________________________________________________________________________________________________________

Bdn hang lay khdch hang lam trung tadm la phuong phdp bdn hang tdp trung vao viéc gidi quyét hon Ia bdn hang. N6 dua trén y tudng réng khdch hang muén duoc
Idng nghe va thdu hiéu chu khéng phdéi duoc ndi chuyén hay bdn hang. V&i viéc bdn hang Idy khdch hang lam trung tédm, sales bdt dau bdng viéc Idng nghe khdch
hang va hiéu sdu sdc vé nhu cdu cia ho. O trén Ia mét vi du vé cdch dp dung phuong phdp bdn hang ddt khdch hang lam trung tam trong nganh bdn Ié thoi trang.
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¥ SlimCRM CIRCLE OF INFLUENCE

Nhimg diéu doéi sales cé thé kiém soat dugc nam trong vong
tron anh hudng, bao gom; s6 cudc goi dién mdi ngay, thdi
gian ban hang, s6 email gti di, cadc muc tiéu ca nhan, s6 lugng
su kién két ndi cé thé tham gia...

\Viel\\(eW:\\\I g
2 => Phuong phdp nay nhan manh su “cht dong” trong qua
HUONG trinh ban hang. Ban hang..don gian la ban hang. Hay tap
trung vao nhimg gi minh cé thé kiém soat duoc!
. Cirlce Of Influence
\Yi0)\\[€ Nging dd 16i cho ngudi khac hodc cam thay rang ban khong
QUAN TAM thé kiém soadt dugc nhimg gi xay ra véi minh. Chiu trach
nhiém ca nhan trong su nghiép chuyén moén la diéu kién tién
quyét dé thanh céng.

Circle of Concern

Trong viéc ban hang, cé nhimg diéu chung ta khong thé
kiém soat dugc va roi vao Vong tron Quan tam:
1.Vé thi trudng: bién déng, suy thodi, chinh sach gia,
tinh hinh nganh, tinh hinh chinh tri-xa héi...
2.Trong céng ty: phat trién san pham, chu ky phat trién
san pham, phan bd lanh thd
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Tat ca cac chd doanh nghiép, cho du ddé 1a cha doanh Vai phuong phap ban hang nay, sales tap trung vao 3 khia
nghiép nhd hay Giam doc diéu hanh ctia Céng ty Fortune canh: tdng doanh thu, gidm chi phi, m& réng thi phan. Cach
500—sé chi quan tam dén viéc tim hiéu ba diéu vé san thuc hién:
pham hodc dich vu:

e S3n pham cula ban gilp téi tdng doanh thu nhu nao Lam ndi bat ba dén ndm tinh ndng chinh cla san

e S3n pham co gilp téi gidm chi phi khéng? pham ma ba ddi thd canh tranh hang dau thiéu.

e San pham cd gilp t6i md rong thi phan khéng?

Xem xét timg dac diém riéng lé va tu hoi: “Dieu
nay anh hudng dén doanh thu, chi phi hoac thi
Increase Revenue phan cta khach hang & dau?’

Binh lugng tac dong cua tung tinh nang, vi du:
bang cach tinh mét con s6 bang tién, thai gian,...

V,I' du: Gia st ban la mét cong ty NEVALRRYZ bap cd loai muc may in mdi cé nhiéu sic
to hon va lugng muc nhiéu hon 20% so véi doi thu canh tranh. Lap danh sach xem
hop muc mdi nay cé thé tac déng nhu thé nao dén doanh thu, chi phi, thi phan cta

khach hang.
Expand Market

Share

e Muc cd lugng muc nhiéu hon 20% chdc chan sé giam s6 lan may in phai diing va
Reduce Cost thay muc (tuc 1a thdi gian ngiing hoat déng) => Binh lugng muc tiét kiém chi phi.
e HOop muc cé sdc t& muc tot hon sé cai thién chat lugng ctia san pham cudi cung,
diéu nay cé thé cho phép ban ban dugc nhieu hon => Binh lugng mic téng doanh
VALUE OF TRINITY thu tiem nang.
e Viéc tang thoi gian xr ly cac dy an do thoi gian nguing hoat déng it hon cé thé
cho phép ban tich cuc hon trong qua trinh dat gia thau cho cac khach hang cao
cap - nhng nguci yéu cau quay vong nhanh ma trudc day 1a khéng thé => Binh
luong thi phan tiém nang tang lén.
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EMPATHY

Pong Cam

Sy dong cam trong ban hang 13 kha
nang hiéu duogc Quan diém (POV) cua
khach hang va nhin moi thd tu quan
diém cta ho. Nhung su dong cam thuc
su khéng chi dung lai & viéc dat minh
vao vj tri ctia ai dé. Bé cé dugc su dong
cam thuc su, ban phai thuc su cdm nhan
dugc nhirng gi ho dang cam thay:

Lo 1dng khi sir dung sdn pham/dich vu
clia ban, ndi sg that bai, bat an khi phai
chiju trach nhiém quyét dinh, ap luc lai
16, Lo ngai vé nhimng gi dbi thu canh
tranh dang lam va tac doéng tiém tang
lén thi phan, Ap luc 1ai 16 (P&L) khi gdp
kho khan vé tai chinh....

s
_________________________________________________________________

’
e o 5

~
~,
N

o - - - -,

EDUCATE

Giao Duc

Khach hang sé bat dau coi ban I3
chuyén gia trong linh vuc cta ban khi
ban cé thé hudng dan ho vé cac chu
dé sau: Khac biét hda san pham,
Nhirng sdc thai trén thi trudng ngoai
nhirng gi ho da biét, nhimg van dé ho
chua xem xét, cac lua chon thay thé
cd sdn (bao gdm ca uu va nhugc diém),
u phu hop nhat cho céng ty cta khach
hang dua trén quy dao tang trudng
hién tai

~
_________________________________________________________________

N o i —————————————————————

o N S S

3E MODEL

EMPOWER

Trao Quyén

Khéng ai thich bi ap luc phai mua
hang. Tim hiéu cach hudng dan khach
hang di dén két luan rang san pham
hoac dich vu cta ban la su lua chon
tot nhat. Bang cach hiéu POV cua ho
va hudng dan ho mét cach cé chién
lugc vé cach duy tri su phu hop trén
thi trudng, ban cé thé hudng dan ho
tim ra gidi phap cttia minh. Vi du:
e Tuy chinh san pham cla ban dé
phu hop véi nhu cau ctia ho
e Cung cap nhiéu lua chon
e« Cung cap ké hoach thanh toan
linh hoat

~
_________________________________________________________________

b d
LT ——
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SIimCRM 7%=-38%-55% RULE

Nguyén tac
dé “thich” = 38% Giong néi + 55% Ngoai hinh + 7% Content
ai/cai gi

PRe

Ap dung trong ban hang: Kha nang phat hién xem ai do cé
thich ban hay san pham cta ban hay khéng cho phép thuc
hién nhitng diéu chinh can thiét trong 16i chdo hans.

o
N.——————---_—

4

~
_______________________________________________________________________________________________________

Vi du: trong giai doan gidi thiéu bai demo, khach hang ndi
rang ho thich san pham ctia ban nhung ban lai thay nguoc
lai qua giong diéu cta khach hang (vi du: thiéu nhiét tinh)
hodc qua cach khach hang Ui lai khi xem sdn pham. Cac tur
(Verbiage) “léch” vdi cach khach hang noi (voice) va nhing
gl khach hang dang thé hién (Visual). TU day, ban cé thé

Voice (tone, speed, pitch)

hdi thém mot vai cau dé hiéu hon ve su do du cta ho:

“‘Qua giong ndi cla ban, téi nhan thay ban van con nghi
Visual Body language ngd vé nhimg gi san pham cla chung téi cé thé lam dugc.
T6i cd thé hdi chung 14 gl khéng?”
hoac
“Téi cdm thay ban van chua hoan toan bj thuyét phuc rang
chung té6i nén 13 nha cung cap duoc lua chon. B 13 tri
tudng tuong cla téi hay cé diéu gi dé can trd ban mua san
pham cla chung t6i?”

Verbiage or words that people use
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SIimCRM 80/20 PRINCIPLE

N&dm 1896, mot tac gid va nha kinh té hoc ngudi Y tén 13

Vilfredo Pareto da xuat ban bai bao “Cours d'économie

Politique” tai Pai hoc Lausanne. Tac gid luu y rang khoang :

80% dat dai & Y thudc s hiu clia 20% dan sé6. Ong da o nhuan dén tu dau. ,

thuc hién nhimg quan sat khac vdi su phan béd tuong tu. Vi * 80% lgi nhuan cla cong ty den tu 20% khach hang

du, éng luu y radng trong khu vudn ctia minh, 80% sé dau cua cong ty , i

Ha Lan dén tu 20% s6 vé dau. Mai dén thé ky XX, Joseph * 80% doanh thu cua cong ty den tu 20% san pham

Juran, mét nha tu van quan ly vé nang suat va hiéu qua, da * 80% doanh so ban hang cltia cong ty dugc tao ra bai

dat tén cho khai niém nay Ia Nguyén ly Pareto theo tén 20% nhan vién\bén hz‘-:fng

nha kinh té hoc ngudi Y. Theo nguyén tic chung, 6ng trich Quy tac 80/20 nham nhac nhd cac chu doanh nghiep va

dan ring 20% nguyén nhan tao ra 80% két qua. ngudi quan ly tap trung vao nguyén nhan thuc su ve ai va
diéu gl dang thuc day Igi nhuan caa ho.

Trong kinh doanh, chung ta goi ty 1€ nhan qua nay la quy
luadt 80/20 va st dung quy tac nay dé hiéu doanh thu va

e Aila khach hang thuc su ting hd doanh nghiép?

e San phdm nao thuc su gilp cong ty tdi da hoda lgi
nhuan?

e Nhan vién ban hang nao thuc su dat dugc doanh sb
ban hang?
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