Phién ban rat gon danh cho
chi shop, chu quan, chi xuéng
va ngudi lam dich vu
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MINI BOOK MIEN PHi

vi SAO KHACH HOI GIA ROI IM?

7 tin hiéu khién khdch chwa du tin dé mua - va cdch stta trong 7 ngay

L&i ndi trudc

Tai liéu nay dwoc tinh loc tir hé phwong phdp Signal Before Scale - Tie khdch xem dén khdch tin ctia
Re:Des. N6 khong phdi ban qudng cdo trd hinh. N6 la mgt ban mini book doc lap: doc xong, ban c6 thé
tw ma lai tin nhdn, tw kiém tra profile, tw do phdn ttng va stta dwoc mot vai diém ddu tién.

Tac gia: Re:Des

Danh cho chi shop, chd quan, chti xudng, nguwdi lam dich vu va founder nhé.
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Muc luc mini book

e Lgi m& dau - bay khéng phai tai liéu cau khach

®  Phan 1 - Khach khéng chi mua san pham, khach doc tin hiéu
®  Phan 2 - Khach hai gia roi bién mat dang noi gi?

®  Phan 3 - Dulng voi trach gia: ki€m tra cdm giac dang tién

®  Phan 4 - Vi sao hang tét van bj nhin ré?

e Phan 5 - Thij trudng néi bang hanh vi

®  Phan 6 - 7 ngay rai tin hiéu

® Phan 7 - Thirthach 7 ngay

®  L&ikét- N&u ban lam that va van ket
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Loi mo dau - Pay khong phai tai lieu cau khach
T6i khéong mudn ban PDF nay chi lam nhiém vu kéo ban vao mdt cai phéu ban hang. Néu doc
xong ma ban khong stra dugc bat ky diéu gi trong viéc kinh doanh ctia minh, tai liéu nay that bai.

Vi vy, bdn mini book nay chi tip trung vao mot ndi dau rat cu thé: vi sao khach hoi gia roi im. N6
khong c6 day hét branding, content, offer, gateway hay hé théng héa doanh nghiép. Nhitng phan
d6 nam trong ban sach day dd. O day, toi chi mudn gitip ban nhin lai nhitng tin hiéu dau tién
dang l1am khach chwa da tin d€ mua.

Cac tinh huéng trong tai liéu dya trén kinh nghiém tu van va quan sat thyc té. Tén nhan vat da
dugc thay doi, s6 liéu dugce 1am tron, mot so case dugc tong hop tir nhiéu tinh huéng twong tw dé
minh hoa rd hon cho ludn diém. Két qua cu thé con phu thudc vao nganh hang, sdn pham, mua
vy, kénh ban, cdch ban lam va cd d6 that cta gid tri bén trong.

No6i ngan gon: day khong phai phép mau. Pay la mot cach nhin.
Cach dung

birng doc tai liéu nay nhw ngwoi di tim meo. Hay doc nhw nguoi dang cam lai 20 tin nhan khdch héi gid
roi im - va muén biét minh dang sai ¢ dau.

Phan 1 - Khach khéng chi mua san pham, khach
doc tin hiéu

0.1. Vi sao cudn sach nay duogc viét

Cach day khong lau, té6i nhan audit cho mdt chi ban 4o khodc & khu Sadovod, Moskva. Hang nhap
tr Quang Chau, chat vai 6n, gia ban khoang 3.000-5.000 RUB moi chiéc — khong ré, khong dat,
ding tam trung.

Chi ké: "Em ding méi ngay. Anh ciing chup dang hoang. Khach vao xem déu. Nhung c héi gia
xong 1a im."

T6i mé trang ca nhan cta chi ra. Anh san pham chup trén nén chin nhan. Bio ghi "Shop thoi trang
nit" — giéng y hét 200 shop khac trong khu. Caption viét: "Ao khoac méi vé, inbox gia." Feedback
khach cti? Khong cé. Bang gia? Khong c6. Quy trinh dat hang? Khong ro.

Noi that thi hang ctia chi khong té. Nhung nhin tir mat khdach, tat ca tin hiéu déu n6i mot cau: "Cho
nay binh thuong."

Va khi moi th trong binh thuwong, khach chi con mdt cach so sdnh duy nhat. Gia.

Chi khong phai truong hop céd biét. Toi gap rat nhiéu anh chi kinh doanh ¢ dung tinh trang nay —
c6 hang, cé dich vy, c6 kinh nghiém, c6 c6 gang. Lam that, ban that, cham khach that. Nhuwng
khéch van im.

C6 nguoi hoéi gia roi bién mat. Co6 ngudi xem bai déu nhung khong mua. Cé nguoi khen dep roi dé
d6. C6 nguoi mac cd dén mirc minh khong con muédn ban. C6 ngudi chon déi thi, du minh biét san
pham ctia minh khong hé kém hon.
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Luc do, ngudi chd thwong bat dau tw hdéi: gia cao qua? Hang chwa du tot? Phai chay quang céo
manh hon? Thi truong dang cham?

Nhitng cdu hoi d6 khong sai. Nhung chiing chua cham dén goc.

Cau hoi goc la: khach dang nhin thay gi, hiéu gi, s gi, tin gi — trwdc khi ho quyét dinh mua hoéc
khéng mua?

Cudn sach nay duoc viét cho nhitng ngudi dang ¢ dung doan ddé: c6 gia tri that bén trong, nhung
tin hiéu bén ngoai chwa dud rd. Cé khach xem, nhung chwa c6 dd khach tin. C6 y twdng, nhung
chua biét bién né thanh 161 dé nghi ban dugc. C6 mot vai két qua, nhung chua biét hé thong hoa
dé di xa hon.

0.2. Cudn sach nay khdong bat dau tir logo

Nguoi kinh doanh that khong thitc day va héi: "H6m nay minh nén xay thuong hiéu thé nao?"

Ho héi nhitng cau doi hon nhiéu: sao khach khong héi? Sao hoéi gia réi im? Sao khach c& méc ca?
Sao ddi thu ban dat hon van c6 khach? Sao quing cdo kéo nguoi vao xem nhung khong ra don?
Sao minh muén tang gid ma c& thay ngai?

Toi tirng nghi rang chi can thiét ké dep hon la khach sé mua. Sai. Cé shop t6i lam lai toan bd hinh
anh, dep han — nhung don khong tang. Vi van dé khong nam & hinh dnh. Van dé ndm & cho:
khéch nhin vao va van chua du ly do dé tin.

Vi vay, cuén sach nay khong bat dau tlr logo, mau sac, font chit hay thuat ngit chuyén nganh. N6
bat dau tir viéc doc lai nhitng tinh huong kinh doanh rat that ma ban giap hang ngay.

Néu khach khong hiéu, ho sé so sdnh bang gia.

Néu khach chua tin, ho sé tri hoan.

Néu khach chua thay dang tién, ho s& méc ca.

Néu khéch chwa thdy minh trong cau chuyén cta ban, ho sé chi xem roi di.

Néu khach khoéng biét budc tiép theo la gi, ho s€ im ldng.

Vay trudc khi héi nén lam logo thé nao, chay quang cdo & dau, dang bai bao nhiéu lan — nguoi
cht can héi mot cdu co ban hon: khach dang nhan dugc tin hiéu gi tit minh?

0.3. Khach khéng chi mua san pham — khach doc tin hiéu

C6 mot chuyén toi hay gap khi lam viéc véi cac shop: ngudi chi nghi minh dang ban san pham.
Nhung trong dau khéach, qud trinh mua khong don gidn nhu vay.

Trudc khi mua, kKhach ty héi rat nhiéu cdu ma ho khong ndéi ra: chd nay cé dang tin khong? Hang
6 giong anh khong? Gia cé bi dat khong? Ngudi ban cé hiéu van dé ctia minh khong? Néu c6 16i
thi ai chiu? Mua xong c6 bi h¢ khong? Cho nay khéc gi nhitng cho con lai?

Khach hiém khi viét nhitng cadu dé ra. Ho chi phdn &ng: hoéi gia roi im, mac cd, lwu bai, share, hoac
roi di.

Vay nhiém vu that cia nguoi chd khong chi la dang san pham 1én. Nhiém vu that 1a lam cho tirng
tin hiéu khach nhin thay déu gidm bt mot phan nghi ngo trong dau ho.

To6i 1ay vi du cu thé:

e Anh sadn pham tét khong chi dé dep. N6 gitip khach tudng tugng san pham trong ddi séng that.
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e Bang gia rd khéng chi d€ bdo tién. N6 giup khach bét sg bi phat sinh hoac mua nham géi.

* Feedback that khéng chi d€ khoe. Né gitp khach méi b6t sg minh la ngudi dau tién thdr.

®  Quy trinh r& khéng chi d& nhin chuyén nghiép. N6 gitp khach cam thay ban biét minh dang lam gi.

*  Founder xuét hién that khdng chi dé€ xay thuong hiéu ca nhan. N6 gitip khach cdm thdy c6 ngudi chiu trach
nhiém phia sau.

Khi nhin theo cach dé, marketing khong con la chuyén lam 6n. Content khéng con la chuyén dang

cho déu. T4t cd tré thanh mot viéc thyce té hon: phat ra tin hiéu dung dé khach cé da 1y do tin.

Khach khong mua diéu ban tin vé minh. Khach mua diéu ho cé thé nhin thay, hiéu dugc, tin dugc

— va cam thdy du an toan dé xudng tién.

Luan diém I5i
Khdch khong mua diéu ban tin vé minh. Khdch mua diéu ho cé thé nhin thdy, hiéu dwoc, tin dugc - va
cdm thdy di an toan dé xudng tién.
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Phan 2 - Khach hoi gia r6i bién mat dang noi gi?
Poc hanh vi héi gid roi im nhu dit liéu — khong chi nhuw mot lan mat khach.

1. MO — Mot canh t6i gap & gan nhu moi shop

Khodng hai nam trudc, t6i lam viéc véi mot chi ban quan do tré em & khu Lyublino. Chi nhan cho
t6i: "Em 01, em xem gitup chi. Ngay nao cling c6 nguoi hoi gia. Chi trd 161 dang hoang. Nhung 10
ngudi hoéi thi 8 ngudi im."

T6i xin chi gti 15 doan chat gan nhat. Poc xong, t6i thady mot pattern rat ro:

e Khach héi: "B nay bao nhiéu chi?"
e  Chitrd|oi:"1.200 RUB em."
* Khach: seen.

Hét. Mudi lam cudc tro chuyén, muoi hai cudc két thuc giong hét nhau.

Chi nghi khach thay dat. Nhung khi t6i nhin k§ hon, van dé khong nam & con so6 1.200. Van dé la
trudc khi nhan con s6 do, khach chwa biét bd quan 4o nay may bang vai gi, ¢ co rut sau giat
khoéng, size nao phtt hgp bé miy tudi, chi cé doi trda khong, cé ship ndi thanh khong.

Con s6 1.200 RUB dirng mot minh. Khong cé boi cdnh. Khong c6 1y do dé tin.

Noi that thi 16i nay toi gap ¢ gan nhu moi shop tdi titng audit — tir thoi trang ntt, m§ pham, do gia
dung, cho dén dich vu thiét ké. Khach héi gia roi bién mat khong phai vi gid cao. Ma vi gid dén qua
som, trudc khi khach cé du 1y do dé thay gia d6 hop ly.

Ban c6 bao gio d8m xem trong 20 khach héi gid gan nhat, bao nhiéu nguoi that sy tra 1oi tiép?
2. LOI — Cai bay "chéc khach thay dat"

Lo6i phd bién nhét t6i thdy: moi khi khéch hoi gia roi im, nguwoi ban két ludn ngay "chac dat.” Roi
gidm gia. Roi khuyén mai. Roi gidm tiép.

Céi vong lap nay nguy hiém vi n6é khong stra goc. Gia khong phai luc nao ciing 1a 1y do. C6 6 1y do
khac — va da s6 déu khong lién quan dén gia:
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1. Gia dén trudc gia tri — khach chua hiéu vi sao dang mirc dé

2. Khach chua r6 minh nhan dugc gi — géi dich vu mo ho, khong cé
pham viro

3. Thiéu bang chirng — khong feedback, khéng anh that, khéng case

4. Cau tra loi lam cudc tro chuyén dirng lai — gtri bang gia dai, khéng
héi thém, khéng dan buéc tiép

5. Khach khong ding tép — néi dung kéo sai nguai dén

6. Khdng c6 ly do hanh déng ngay — khach "dé sau" rdi quén

Toi tirng audit mot shop ma 20 khach héi gia, 15 nguwoi thudc nhém "gia dén trudce gia tri." Chi cha
shop da gidm gid 3 1an trong 2 thang. Tinh trang khong déi. Vi van dé khong phai gia — ma la
khach chwa thay dang gia.

3. Y CHINH
Khéach hoi gia roi bién mat khong phai la khach khé. b6 1a thi trwong dang néi cho ban biét tin
hiéu nao dang thiéu.

4. CACH LAM — DPoc lai 20 cudc trdo chuyén gan nhat
blrng doan trong dau. Mé tin nhan ra. Lay 20 trwong hgp khach héi nhung khong mua.

Budc 1: Chon ddng mau (15 phtit)

e  Childy khach c6 hanh ddng that: hai gia, hoi size, hdi goi, hdi lich, hai chi tiét
e Khéng lay ngudi chi like hodc xem story ma chua nhan
®  Né&u chua du 20, 1dy 10. ft con han khéng c6 di liéu

Budc 2: Ghi lai theo 3 16p (30 phut)

Mobi khéch, ghi 3 thi:

L6p 1 — Trudc khi haéi:

e  Khach dén tir dau? (bai dang, quang céo, gidi thiéu, story, chg?)

®  Bai d6 noivé gi? (san phdm, ndi dau, case, offer?)

LGp 2 — Luc hoi:

e Khach hdingan ("bao nhiéu?") hay c6 boi canh ("gdi nao phu hgp cho shop nhé?")?
®  Cau hdi c6 chra ndi dau khéng? (vi du: "khach cr mac cd" - ¢ ndi dau)

LGp 3 — Sau khi ban tra 1oi:

® Ban gl gi? (gid thang, bang gid, héi thém?)
e  Khach im sau théng tin nao?
®  Ban c6 dua budc tiép theo khong?

Buéce 3: Gan nhan ly do (15 pht)
Mo6i khach, gan 1 trong 6 nhan:

* GTTG: Gia dén trudc gia tri
®  CHH: Chua hi€éu minh nhan gi
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e  TBC: Thi€éu bang ching

® CHC: Cau tra i lam hoi thoai dung lai

e ST:Saitép

®  KHD: Khdng c6 ly do hanh déng ngay

Budc 4: Pém nhan nao nhiéu nhat (5 phut)

®  Néu GTTG chiém da s6 — Chuong 2 sé gitp ban stra
e Néu TBC chiém da s& — Chuang 6 (bang ching) la vu tién
®  NEu ST chiém da s6 — Xem lai kénh va néi dung dang kéo ai dén (Chuong 37)

5. MAU PIEN — Bang doc 20 khach gan nhat

Copy bang nay vao Google Sheet, Notion, Excel hodc so tay:

Khach dén tir dau Héi gi Ban tra 1oi gi Khach im sau gi Nhan ly do
1 Bai dang 4o m&i "Bao nhiéu chi?" "1.200 RUB" Sau gia GTTG
2 Story chia sé set d6 "Set nay con size M "Con em, 2.500 RUB" | Sau gia GTTG
khéng?"
3 Quang cdo Facebook | "Bén chij cé giao "C6, phi ship 300 Sau bang gia CHC
ngoai thanh khong?" | RUB" + gui bang gia
dai
4 Gidi thiéu tir ban "Chj oi em mudn may | "D& em bdo gia chi Sau PDF CHH
50 4o cho c6ng ty" tiét" — glri PDF 3
trang
5 Bai show case trudc- "Anh lam logo bao "TUy g6i, anh can cho | Khach k& thém — v Chét
sau nhiéu?" shop hay cong ty?" chot tu van
Ghi chu viét tat:

® GTTG = Gia dén trudc gia tri

®  CHH = Chua hi€u minh nhan gi

e TBC = Thiéu bang chirng

® CHC=Cautrd lgilam héi thoai dung lai
e ST=Saitép

® KHD =Khéng ly do hanh ddng ngay

6. CASE THAT — Cung mdt gia, hai cach tra 1i

C6 mot shop 4o khodc nit tdi lam viéc cung. Gid ban: 3.000 RUB/chiéc. Hang nhap tr Quang Chéau,
chat vai 6n, dwong may tot.

Trudc khi stra:

e Anh: 4o treo trén moc, nén hoi toi

e Caption: "Ao mdi v&, du size, inbox gi"

e Khach hdi "bao nhiéu?" — Chj trad |&i "3.000 RUB" — Khéach seen, im

e K&t qud 2 tuan: 35 ngudi hoi gia, 28 ngudi im, 4 ngudi mac ca, 3 ngudi mua

Sau khi stra:

¢ Anh: 40 mac trén ngudi that, 3 bsi cdnh (di 1am, cafe, siéu thi cudi tuan)

e  Caption: "Mau nay danh cho ngudi muén do khoac nhe nhung gon dang, miac dugc ca di lam 1an di choi. Chat
vai dirng form, khéng qua day, hgp nhitng ngay chuyén lanh. Gia 3.000 RUB. Muén em tu van size theo chiéu
cao/can nang, nhan em sé do nhé."

®  Khach hdi — chj héi lai: "Chi cao bao nhiéu, ndng bao nhiéu, thudng mac size gi?" — Khach trd 16i — Chi tu van
size + gtri anh khach cti mac — Khach chét

e K&t qua 2 tuan: 30 ngudi hoi, 12 ngudi tra |i ti€p, 8 ngudi mua

Gia khéng doi. San pham khong doéi. Thay doi duy nhdt: cach gia dwoc dit trong béi canh.
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Tinh nhanh: tr 3 don/2 tuan — 8 don/2 tuan = tang ~167%. Doanh thu tang thém 15.000 RUB/2
tuan = 30.000 RUB/thang — chi nh¢ stra cach trd 16i va cach dua gia.

7. CHI S6 PO — Theo dbi trong 14 ngay

Sau khi stra cach tra 101, do 6 chi s6 nho:

Chi s6 Truéc Sau 14 ngay
S6 khach héi gia roi tra 10i ti€p _ /20 _ /20

S6 khach hdi thém (size, chat liéu, quy . .

trinh)

S6 khach ké van dé that sau khi ban héi
lai

S6 khach dugc phan loai rd (t6 mo /
quan tam / c6 tién / phu hop)

S6 cudc chuyén sang budc ti€p (tu van,
dat coc, mua thir)

S6 lan khach im ngay sau gia

Chi can 1 chi s6 thay d6i cling dang chu y. Vi du: trudce 10 khach héi thi 8 im. Sau khi stra, 10 khach
héi c6 4 tra 1oi tiép. Chua can két luan doanh thu tang ngay — nhung cudc tro chuyén da séng lai.

8. KEY TAKEAWAYS

e Khach héi gia rdi im =/ gid dat. C 6 ly do khac, da s6 khéng lién quan gid.

e  Gia dirng mot minh = gid bj so sdnh bang tién. Gia c béi canh = gid dugc danh gia bang gia tri.
e DPung doan ly do khach im. M@ 20 tin nhan gan nhat, ghi lai, gan nhan, d&m — dir liéu sé tu ndi.
®  Stra cach trd I&i inbox cé thé tang ty 1& chét ma khong can gidm gia.

® Do bang hanh vi (tra 1&i tiép, k& van dé, dat coc), khéng do bang cam giac.

9. NEU BI KET

Ban c6 thé dang ket néu:

e Khach héi gid nhiéu nhung rat it nguai tra 16i tiép
e Khéng biét khach im vi dat, vi chua hi€u, hay vi khéng ddng tép
® D3 gidm gia nhiéu [an nhung tinh trang khéng giam

GUi cho t6i 5 cudc hoi thoai gan nhat (chup man hinh hodc chép lai, che thong tin cd nhan khach).
Ghi thém: khach dén tir dau, ho héi gi dau tién, ban tra 161 gi, ho dirng & dau.

Toi sé gbp y: khach dang dirng & budc nao, tin hiéu nao dang thiéu, va nén sta tin nhan/bai
dang/offer & dau truéec.

10. CAM KET 7 NGAY

Tuan nay, lam mot viéc: mé lai 20 tin nhan gan nhat tir khach héi gia. bién vao bang & muc 5. Gan
nhan. Pém nhan nao nhiéu nhat. Khéng can stta gi ngay — chi can nhin ra pattern.

Khi ban biét khach thuong dirng & dau, ban sé biét stra ¢ dau.

Cau chot chuong:

Khach héi gia roi bién mat khong phai la khach khé. P4 1a thi trwong dang néi cho ban biét —
bang sy im lang — rang tin hiéu nao d6 dang thiéu.
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Phan 3 - brng voi trach gia: kiém tra cam giac
dang tién
Khach khong chi héi "bao nhiéu tién?". Trong dau ho con héi: "N6 c6 dang khong?"

1. MO — Hai chiéc 4o giéng nhau, hai phan &rng khac nhau

T6i 6 mot thi nghiém nho6 ma t6i hay lam khi tw vin cho cac shop: 14y cing mdt sdn pham, dang
hai bai khac nhau, r6i xem phan @ng.

Lan d6 t6i 1am v6i mot chi ban do len ¢ khu Lyublino. Chi ¢c6 mdt mau &o len c6 lo, gia 2.800 RUB.

Chat vai t6t, mac am, form dep.

Bai 1 — chi dang kiéu cii: &nh &o treo trén madc, nén trang, caption "Ao len ¢6 lo mdi vé. Inbox gid."
Két qua: 6 nguoi hoi gid, 5 ngwoi im sau khi nghe 2.800.

Bai 2 — t6i giup chi sta: &nh mdc trén ngudi, phoi véi quan jean va boots, chup ngoai troi ldc troi
se lanh. Caption: "Mau nay tdi chon cho nhitng ngay Moskva 5-10 d0 — di &m ma khong cin 4o
khodc ngoai. Chat len mém, khong nga, giat may dugc. 2.800 RUB. Chi nao mudn em tu van size,
nhan chiéu cao va cadn nang nhé." Két qua: 11 nguoi héi, 7 nguoi nhan tiép, 4 ngwoi mua.

Gid y hét. Ao y hét. Khac duy nhdt: bai 2 cho khach thdy chiéc 4o d6 dang 2.800 RUB.

b6 chinh 1a cdm gidc dang tién. Va d6 la thit chwong nay sé gidp ban kiém tra.

2. LOI — "Khéach ché dit" #gia cao

Loi t6i gip nhiéu nhéat: chi/anh chd shop nghe khach noi "dat" — giam gia ngay. Lan sau khéch lai
noi dat — gidm tiép. Sau 3-4 1an, gia da thap hon vén cong ship nhung khach van méc ca. Tai sao?

Vi "gid cao" va "chua thay dang tién" la hai chuyén khac nhau:

Gia cao that Chuwa thay dang tién

Ban chat Mrc tién vurgt kha nang chi tréd clia Khach c6 thé cé tién nhung tin hiéu
nhém khach nay chua thuyét phuc

Dau hiéu Khach néi rd "vugt ngan sach", so sanh Khach mac cd, "dé em suy nghi", im
vGi mat bang chung I&ng, hodc mua chd dat hon

Cach stra Tao goi gateway ré hon, hodc nhdm Stra tin hiéu: anh, b&i cdnh, bang ching,
nhém khach khac cach dua gia

Toi trng audit mot shop ma chi gidm gid 4 1an trong 3 thang. T 4.500 — 4.000 — 3.500 — 3.000
RUB. Ty 1é mac ca khong gidm. Vi van dé khong phai gia — ma 1a tin hiéu "dang tién" chwa du.
3.Y CHINH

blng voi trach gid. Pung voi trach khéach. Trudce khi gidm gia, hay kiém tra: khach dang thiéu Iy
do gi dé thiy dang tién?

4. CACH LAM — So sanh ban véi 3 d6i tht ban dat hon

birng nhin déi thd ban ré hon. Nhin nhitng ngudi ban dat hon ma van cé khach. Khong phai dé
bat chudc — ma dé hiéu: ho tao tin hiéu nao khién khach chap nhan gia cao hon?

Buwéce 1: Chon 3 d6i tha (10 phut)
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e Cung nganh, cuing san pham/dich vu tuong tw
®  Ban giad cao hon ban it nhat 20-30%
e (6 khach that (khong phai shop o, c6 feedback, cé tuang tac)

Budc 2: Chup 5 diém cham dau tién cta ho (20 phut)
Mobi d6i thd, chup man hinh 5 thit khach nhin thay dau tién:

1. Avatar / Bio / Tén trang

2. Anh san pham chinh

3. Caption / Bai ban hang gan nhat
4. Feedback / Bang chirng

5. Bang gia / Cach bao gia

Budc 3: Chup 5 diém cham cta chinh minh (10 phut)
Cung 5 diém, chup lai ctia ban. Pt canh nhau.

Budc 4: So sanh theo 7 tiéu chi (20 phut)

Dung bang & muc 5 bén dudi.

Budc 5: Chon 1 diém yéu nhat, sita trong 7 ngay

blng stra tat cd cung ldc. Chon diém yéu nhat — thwong 1a anh hodc cach dwa gia — sita 1 thi, do
phan &ng, roi sira tiép.

5. MAU PIEN — Bang so sanh 3 déi tha ban dit hon

Copy bang nay vao Google Sheet hoac so tay:

Tiéu chi Déi thu A DPéi thu B D6i tha C
Gia sadn pham/dich vu __RUB __RUB __RUB __RUB
tuong duong

Anh: c6 ngudi that/béi Cé / Khdng

canh st dung?

M®& ta: c6 noi ré cho ai, C6/Khéng

dung khi nao, két qua gi?

Bang ching: feedback, _ cai __cai __ Cai cai

case, anh that?
Bang gia: ré pham vi, gdm | C6/Khéng
gi, khéng gém gi?
Founder xuat hién: c6 Cé/ Khéng
ngudi that dirng sau?
Budc tiép theo: khach biét | C6/Khéng
phai lam gi sau khi xem?

Sau khi dién xong, khoanh 3 6 ban yéu nhat so véi d6i tha. P 1a 3 tin hiéu dang kéo cam giac
dang tién ctia ban xudng.

6. CASE THAT — "Dat" bién thanh "dang" chi nh& slra cach trinh bay
Mot anh lam dich vu chup anh san pham cho cac shop thoi trang & Moskva. Gia: 15.000 RUB cho
30 &nh. Anh chup dep, edit k§, giao ding hen. Nhung khach ct néi "dat qua, bén kia chi 8.000."

Khi t6i nhin vao trang cia anh: bio ghi "Photographer | Product | Fashion." Khéng cé dnh
before/after. Khong cé case nao cho thay: shop A truwée khi chyup ban 5 don/ngay, sau khi dung dnh
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ma&i ban 12 don/ngay. Khong cé quy trinh (anh chyp bao 1au, bao nhiéu set, cé concept khong, co
chinh stta may vong).

T6i bado anh: "Anh khong ban dnh. Anh ban kha nang giup shop tdng don nho anh t6t hon. Nhung
khach chwa thay diéu dé."

Anh stta 3 thu:

1. Thém 5 case before/after v@i so liéu (du chi wéc tinh tir phan hoi
khach cii)

2. Viét rd quy trinh: "Budi chup 3 tiéng — 30 anh — 3 concept — 2 vong
chinh sira - giao trong 5 ngay"

3. Poi caption tir "Nhan chup anh san pham" sang "Anh san pham
gitp shop giam mac ca — trudc va sau"

Két qua sau 1 thang: so6 khach héi gia roi im gidm tlr ~70% xuéng ~40%. SO khach chap nhén gia
15.000 tdng. Anh bat dau dugc gidi thiéu tir khach cti — vi khach cii cé case cu thé dé ké cho ban
be.

7. CHI SO PO — Theo dai trong 14 ngay

Sau khi sita tin hiéu "dang tién," do 5 hanh vi:

Chi s6 Truéc Sau 14 ngay
S6 khach mac ca /10 __/10

S6 khach héi "sao dat?" hoac "cé giam - -

khéng?"

S6 khach héi sau hon (chat liéu, quy
trinh, size, th&i gian)

S6 khach chadp nhan giad khdng mac c

S6 khach mua ché d&t hon ban (néu
biét)

Muc tiéu khong phai loai bé hoan toan mdc ca. Muc tiéu la: sau khi sta tin hiéu, ty 1é khach chap
nhén gia tang 1én, va ty 1é khach héi sau hon (thay vi chi héi gid) tang 1én.

8. KEY TAKEAWAYS

e "Pat"va "chua thdy dang tién" 1a hai van dé khac nhau. Gidm gia chi stra dugc van dé dau.

e  (Cam gidc dang tién = tdng hgp 5 nhém tin hiéu: rd rang, bdi canh, bang ching, trdi nghiém, nhat quan.
®  Mudn biét minh thiéu gi, nhin d6i tht ban dat hon — khéng phai ban ré hon.

® Stra 1 diém cham yéu nhit trong 7 ngay, do phan trng, rdi stra ti€p — dirng slra tat ca cung ldc.

e Trudc khi gidm gia, héi: khach dang thiéu ly do gi dé thdy dang?

9. NEU BI KET

Ban c6 thé dang ket néu:

e Khong biét khach ché dat vi gia cao that hay vi chua thay dang tién
¢ Nhin d&i thd ban dat hon nhung khong hi€u ho hon minh & tin hiéu nao
e  Muén tdng gid nhung sg khach bo di

Gt cho toi:
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1. San pham/dich vu ban dang ban va mirc gia hién tai

1. 3d8itha ban dat hon (link hodc screenshot)
2. 53anh/screenshot diém cham d3u tién cda ban

3. 3 cudc hdi thoai khach ché dat hodc mac ca

TOi sé gop y: tin hiéu nao dang lam gia tri that bi gidm trong mat khach, va nén sttra dau trudc.

10. CAM KET 7 NGAY

Tuan nay, lam mot viéc: chon 3 d6i thd ban dat hon, chup 5 diém cham dau tién ctia ho va cia
ban, dién bang so sanh & muc 5. Khoanh 3 diém ban yéu nhat. Chon 1 diém — chi 1 — sa trong
tuan.

blrng sira tat cd. Sra 1 thir. Do phdn &ng. Roi sta tiép.

Cau chot chuong:

blrng voi trach gia ctia minh qua cao. Cling dirng voi trach khach khong biét gia tri. Trudc khi
gidm gia, hay kiém tra: khach dang nhin thiy gi — va th\ ho nhin thay cé du ly do dé d& dugc gia
d6 khong?
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Phan 4 - Vi sao hang toét van bi nhin ré?

Khach danh gia chit lwgng bang mét, trwdc khi ho cé co hoi danh gia bang trai nghiém. Pirng dé
gia tri that bi trir diém béi nhirng tin hiéu lam gidm cam giac gia tri.

1. MO — Nghich ly cta su tir té

N&am ngodi, toi c6 tu van cho mot chi lam dich vu nail va mi tai Moskva. Gid mdt b nail cta chi la
2.500 RUB. Chi lam rat k¥, dung cu tiét trung 100%, son xin nhap tr Han, khach lam xong gitt duoc
4 tuan khong bong.

Nhung chi rat mét. Tuan nao chi cing than: "Em o1, sao khach toan so sanh chi véi may tiém 1.500
RUB? R0 rang do chi xai tot hon, chi lam k§ hon gap déi co ma!"

To6i xin link Instagram cda chi. Khi m& ra, t6i 1ap tttc hiéu vi sao khach so sanh.

Avatar la hinh mot béng hoa tai trén mang. Bio ghi vén ven: "Nail & Lashes Moskva. Booking via
DM." Anh trén feed toan 1a &nh chup ban tay khach sat rat, &nh sang vang vot tir béng dén tran,
nén phia sau 1on x6n nhirng chai lo dang dung dé. Khong cé mot video nao quay canh chi tiét
trung dung cu. Khéng c6 bang gid ré rang. Khong thay khong gian tiém.

Chi lam rat ti té. Chat lugng that sy dang gia 3.000 RUB ch khéng phai 2.500. Nhung nhiing tin
hiéu chi phat ra cho khach — tlr avatar, bio dén hinh &nh — déu dang "hét 1én" mdt thong diép:
"Pay la mot tiém binh thuong."

Khéach chwa lam moéng nén khong biét son cta chi xin. Khach chi nhin thay anh t6i va nén 1on
x0n. Khi tin hiéu bén ngoai nhin ré, ndo khach ty dong két ludn chat lwgng bén trong cling ré.

2. LOI — "Hiru xa tuw nhién huong"

Lo6i 16n nhat cia nguoi ban hang cé tam 1a tin vao cau "hitu xa ty nhién hwong". Ho nghi ring:
minh ¢ nhap hang tét, minh ct lam dich vu k¥, r6i khach sé nhén ra, réi khach sé gigi thiéu cho
nhau.

biéu nay dung & thap nién truwdc. Nhung bay gio thi sai.

Khach hang hién dai lu6t qua hang chuc shop méi ngay. Ho khong c6 thoi gian, cling khong ¢
nghia vu phai "dung thi" dé kham pha xem ban c6 t6t that khong. Ho danh gia ban trong 3 giay
dau tién dyua trén nhitng gi ho nhin thay.

Cé mdt nguyén ly tam 1y hoc goi 1a "Hiéu wng Hao quang" (Halo Effect): néu thi gi d6 trong dep,
chin chu va chuyén nghiép & bé ngoai, nguoi ta cé xu hwdng tin rang chat lwgng cét 16i cia né
cling t6t. Ngugc lai, néu bao bi xau, anh toi, caption sai chinh t, thi du hang bén trong la d6 nhap
kh&u cao cdp, khach van c6 cdm gidc lon con.

Hang t6t 1a diéu kién can. Nhung néu ban déng géi thit hang tét d6 trong mot b tin hiéu lam gidm
cam giac gia tri — ban dang ty lam mat gid chinh minh.

3. Y CHINH

Gia tri cot 161 quyét dinh viéc khach cé quay lai khong. Nhung tin hiéu bén ngoai quyét dinh viéc
khach c6 ddm mua lan dau tién khong.
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4. CACH LAM — Audit 5 diém cham d3au tién

Khi khach mdi biét dén ban (qua Facebook, Instagram, Zalo hay website), c6 5 diém cham dau tién
ho lu6t qua dé quyét dinh ban 1a "hang phé théng" hay "hang cé gia tri cao". Hay tu kiém tra ca 5
diém nay.

Budc 1: Avatar / Tén / Bio (Tiéu s)

® Téncdé rdrang khdng, hay la mdt cai tén teen code khé nhg?

e Avatar cé sac nét khong? (Néu la cd nhan: mat phai sang. Néu la logo: khong bi cat lem).

*  Bio c6 tra 1&i dugc 3 cau: Ban 1 ai? Ban gi? O dau?

Buéc 2: Hinh anh / Video

¢ Anh séng c6 d0 sang khéng, hay t6i tam va sai mau?

® BGi canh xung quanh ¢6 gon gang khéng?

®  Hinh &nh c6 su ddng nhat khdng, hay méi tdm mét filter, chén chir 16n xén?

Buéce 3: Caption / Mo ta

e Com6 tard rang, ciu truc dé doc khéng?

® (6 bisaichinh td nglr phap co ban khéng?

® Chibao "hang méivé", hay c6 béi canh st dung rd rang?

Budc 4: Bang chirng / Feedback

® Cé highlight (hoac album) luu lai feedback khach cl khéng?

® (6 hinh &nh nguoi that viéc that khong?

Budc 5: Bang gia / Cach bdo gia

e BAang gia ¢ dugc thiét ké gon gang, ré chit khdng? Hay ban chup man hinh mét file Excel nhdng nhit?

e Khi khach hoi, ban c6 kich ban tra 1i chin chu, hay nhan tin céc 16¢, khéng viét hoa dau cau?

Néu ban dau tu 10 dong cho chat lwgng sdn pham, hdy danh it nhat 3 déng dé 1am cho 5 diém
cham nay nhin twom tat.

5. MAU PIEN — Bang tu cham diém (Audit 5 diém cham)

Hay dung bang nay dé tu cham diém cac kénh cia ban (Facebook ca nhan, Fanpage, Instagram,
Zalo). Piém: 1 (Kém), 2 (Tam), 3 (T6t).

DPi€ém cham Tiéu chi Piém tu cham (1-3)

1. Avatar/Bio Anh r5 nét. C6 thong tin nganh _
nghé/dich vu r6 rang, chuyén nghiép.

2. Anh/Video Sach sg&, dd sang, khéng 16n xon nén, c6 | ___
tinh thdm my co ban.

3. Caption C4u tric dé doc, c6 dau cau, khong sai _
chinh ta, ndi dung c6 gia tri.

4. Bang ching Khach mai dé dang tim thay _
feedback/hinh anh khach ci
(album/highlight).

5. Bao gia Kich ban tra 16i lich sy, rd rang, bang gida | __
thiét k& gon gang dé xem.

Tong diém:

* 12-15 diém: Tin hiéu tét, d& dugc gia cao.
e 8-11 diém: Tam 6n, nhung dang tu trir di€m gia tri that.
®  Dudi 8 diém: Pang tu phat ra tin hiéu "ré hoa" san pham. Khach mac ca 1a duong nhién.
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6. CASE THAT — Thoat kié€p bi so sanh gia nh& don dep tin hiéu
Quay lai cau chuyén chi lam nail & myc 1. Thay vi khuyén chi gidm gia xuéng 2.000 RUB, t6i
hudng dan chi mét dung 3 ngay dé "don dep" lai cac diém cham.

Trudc day:

e Bio tr6ng, anh t6i, nén 16n xdn, khéng nhac gi dén chat lugng son hay dé vé sinh. Khach so sanh vai tiém 1.500
RUB.

Cach chi sta:

1. Do6i Bio: "Nail & Mi Moskva | Dung cu tiét trung y t& 100% | Pd bén
4-5 tuan | Zalo/WhatsApp: [S6 DT]"

2. Mua 1 chiéc dén Ring Light: Toan b6 anh méng sau lam dwuoc chup
dd sang, nén dat trén mét chiéc khan trang sach sé.

3. Tao 2 Highlight Story: Mot cai tén "Tiét trung" (quay ngan canh may
hap dung cu), mot cai tén "Feedback" (chup man hinh khach khen
bén).

4. Stra cach tra 1oi: Thay vi nhan "2.500 rap em", chi soan mot doan:
"Gia bén chi la 2.500 RUB (da bao gom nhat da ky, son Han Quéc va
bao hanh 1 tuadn néu bong tréc). Em g&ri mau chi xem nhé."

Két qua: Gia van 2.500 RUB. Nhung chi trong vong 1 thang, s6 khach ché dat gidm han. Ty 1é khach
book lich qua Instagram tang 40% vi ho luwét thay "trong sach s&, chuyén nghiép". C6 khach méi

dén con bao: "Em tim mai mdi thdy mot tiém cé quay canh tiét trung dung cy, may cho kia em s¢
khoéng dam lam."

Chi khong nang cap k§ ndng lam méng. K§ nang cta chi vén da tot. Chi chi lam cho tin hiéu phat
ra bén ngoai khdp véi gia tri that bén trong.

7. CHI S6 PO — Po luwang sau khi "don dep"

Sau khi ban stra lai avatar, bio, va cdch dang anh trong 7 ngay, hay theo doi cac chi s sau:

e Tylé khach méi cht dong nhan tin ma khéng bat dau bang tir "Cé gidm gid khong?"

e S6 khach danh 16i khen cho hinh dnh hodc su chuyén nghiép (vi du: "Nhin feed clia ban xin qua", "Shop lam
bang gia ré rang ghé").

e Thdaigian ch6t don ¢ nhanh hon khéng (vi khach da ty tim thay bang chidng trén tudng nha ban va tu tin
tudng trudce khi héi).

8. KEY TAKEAWAYS

® Hang tot la diéu kién can. Nhung tin hiéu lam gidm cdm gidc gia tri sé giét chét an tugng vé hang tét.

*  Khach danh gia ban qua 5 diém cham d3u tién (Avatar/Bio, Anh, Caption, Bing chirng, Cach bao gia) trudc khi
ho dung thir sdn pham.

®  "H{ru xa tu nhién huong" khéng con ding. Ban phai biét cach "dong goéi mui huong" dé lai d€ khach nglri thay
ngay trén online.

e "Don dep" hinh anh, bio, bang gia khong phaila lam mau. D6 la sy tén trong san pham cla chinh ban.
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9. NEU BI KET

Ban c6 thé dang ket néu:

e Padién bang chdm di€ém nhung thay cai nao ciing... tam 6n, khong biét slra tir dau.

e San pham cla ban rat kho dé€ chup anh dep (vi du: ban phu ting may, hoac dich vu tu van tam ly).

e Khong biét thiét ké bang gia sao cho chuyén nghiép.

blng lo. Hay chup &nh man hinh 5 diém cham dau tién cia ban (Trang ca nhan/Fanpage, 1 bai
dang gan nhat, va doan chat bao gia gan nhat). Gi cho t6i. T6i sé gitp ban chi ra diém nao dang
lam gidm gi4 tri va cach sita nhanh nhat.

10. CAM KET 7 NGAY

Tuan nay, lam mot viéc duy nhat: Ly badng & muc 5, mé& Facebook/Instagram ctia minh ra va ty
cham diém that khéit khe. Tim ra 1 tiéu chi cé diém thap nhat (vi du: Anh t8i, hodc Bio 16n xon).
Hay danh ra 2 tiéng dé don dep va sa lai duy nhit diém dé.

Cau chot chuong:

Su t té€ trong chat lugng khong thé chudc 16i cho sw ciu tha trong hinh dnh. Hay dé sy chin chu
bén ngoai xing dang vaoi gia tri that ma ban dat vao bén trong.
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Phan 5 - Thi trrong néi bang hanh vi

Khéach hang thuong néi doi dé gitr phép lich su. Nhung ho cye ky thanh that bang vi tién va hanh
vi cla minh.

1. MO — L@&i néi d6i ngot ngao cua khach

Cé mdt anh cht xuwdng may & khu Lyublino goi cho t6i, giong rat ndn: "Dao nay khach si bo di
nhiéu qué em a. Ai cting ché bén anh may si dat, toan mang mau di xudng khac."

Toi héi: "Khach ché dat, thé ho c6 cat dit lién lac véi anh luon khong?"

Anh d@ap: "Khéng. May cai mau cuc kho, nhiéu chi tiét, ho vAn mang qua xuéng anh nho may mau
(sample). May miu xong ho khen nitc nd. Nhung dén luc dat may si s6 lwgng 16n thi ho lai mang
di xwdng khéac ré hon."

Néu chi nghe 101 n6i, van dé nam & gid. Anh dang dinh ha gia may si xuéng dé gitt khach.

Nhung khi t6i nhin vao hanh vi, bitc tranh hoan toan khac. Néu ché dat va ché dd, tai sao mau kho
nhat lai mang dén anh? Diéu dé chirng té ho cong nhan tay nghé ctia xudng.

T6i hoi thém: "Anh may si ¢ hay bi tré hen khong?"

Anh khyng lai mot gidy: "A... thi d6i khi ciing tré 2-3 ngay, xuéng nao cha vay."

D6 mai 1a sy that. Vi ngudi ban si thoi trang, tré 3 ngay 1a 16 moét nhip trend, hang tén kho sé&
dong lai, thiét hai 16n hon rat nhiéu so véi tién chénh léch may gia cong. Khach hang khong muén
cdi nhau véGi anh vé chuyén tré hen, nén ho dung tir "gia dit" lam mat cai ¢ lich sy dé roi di.

Néu anh tin vao 10i noi, anh sé giam gia. Gidm gia ma van giao hang tré, khach van sé bo di, con
xudng thild ning.

Khi hiéu dugc hanh vi, anh khong giam gia. Anh t6 chirc lai thg, cam két: "Giao tré 1 ngay dén 5%
gid tri don hang". Khach silén 1ap tic quay lai.

2. LOI — Chay theo 1&i khach néi

Lo6i phd bién nhét cia nguoi kinh doanh 1a: héi khach "tai sao khong mua?", nghe khach tra 1oi,

roi voi vang mang cau tra 10i do veé stta san pham.

Su that la: thi trwong rat it khi néi that bang 1oi.

®  Khach néi: "Bé chi xem d&" — Thuc té: Ho khéng thdy dang tién, hodc ho dang di so sanh chd khac.

e Khach néi: "Dao nay kinh t&€ kho khan" - Thuyc té: Ho van tiéu tién, chi 1a ho chon uu tién mua thir khac can thiét
hon san pham cda ban.

e Khach néi: "San pham clia em tuyét vai lam" - Thuc té: Néu ho khéng gidi thiéu ai cho ban, cling khéng mua
lai, thi chir "tuyét vai" dé chi la 16i khen giao tiép.

Nguoi ban chay theo 101 néi sé lién tuc bi xoay mong mong. Hom nay khach ché dat thi gidm gia.

Ngay mai khach bado thich mau xanh thi nhdp mau xanh. Nhap vé khéng ai mua lai than thi

truong khoé doan.

Thi truong khong khé doan. Chi la ban dang nghe nham kénh. Pirng nghe nhitng gi khach noi.
Hay nhin nhitng gi khach lam.
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3.Y CHINH

Khach hang lich sy bang 101 n6i, nhung thanh that bang vi tién. Pirng lam cho t6t hon doanh
nghiép dva trén 16i khen hay cau tir ch6i. Hay lam cho tét hon dya trén hanh vi.

4. CACH LAM — Dich ma 6 nhém hanh vi

DEé ngirng doan mo, ban can phan loai dwgc hanh vi ciia khach hang. Trong kinh doanh, moi phan

ng cda thi treong déu co thé xép vao 6 nhom hanh vi sau. Moi hanh vi la mot tin hiéu cho biét

ban can stta cai gi.

Budc 1: Nhém "Xem nhung khong héi"

® Hanh vi: Bai dang reach cao, nhiéu ngudi xem, view story cao, nhung khong ai inbox.

e Tin hiéu: Ban dang kéo ddng sy chu y, nhung théat bai trong viéc tao ra nhu cau. Lbi & offer (chua dd hdp dan)
hoac khéng c6 16i kéu goi hanh dbng (Call to Action) ré rang.

Buéc 2: Nhém "Hoéi nhung khong mua”

e Hanh vi: Inbox lién tuc, héi gia, héi size, nhung bao giad xong thi lan.

®  Tin hiéu: Gia dén trudc gia tri. Hodc ndi dung cla ban dang thu hut sai tép khach (hdp dan ngudi td mo chir
khong phai ngudi cé tién). (Ban da hoc cach xtr ly & Chuong 1).

Budc 3: Nhém "Nghi ngo' / Mac cd”

e Hanh vi: Khach ché dat, doi gidam gid, hodc hoi van veo rat nhiéu vé chat lugng.

®  Tin hiéu: Tin hiéu "dang tién" cla ban dang qué yéu. Khach thiéu bang chirng dé tin (Chuong 2 va 3).

Buédc 4: Nhém "Mua tht mot 1an roéi lan”

® Hanh vi: Chét don rat mugt, nhung khéng bao gio quay lai mua lan hai.

®  Tin hiéu: Trai nghiém thuc t€ kém hon ky vong ban tao ra trén mang. Hoac ban thi€u chién lugc cham séc dé
goi ho quay lai.

Buéc 5: Nhom "Mua lai lién tuc”

®  Hanh vi: C6 mén mdi la mua, it khi héi gia, tin tudng tuyét déi.

®  Tin hiéu: Py |a "Lgi thé that" clia ban. Ban can phan tich xem nhém nay thich ban & diém nao nhat, va nhan
ban tép khach nay Ién.

Budc 6: Nhom "Gidi thiéu khach méi"

®  Hanh vi: Ty hao tag tén ban, dan ban bé dén quan, share bai cho ngudi than.

e Tin hiéu: Ban khdng chi cung cdp san pham tét, ban con cung cap "si dién" va "niém ty hao" cho ho. P4y la dinh
cao cla tin hiéu.

5. MAU PIEN — Bang do ludng hanh vi 14 ngay

burng nhé trong dau. Trong 14 ngay tdi, hay ghi chép lai moi phdn &ng ciia khach vao bang nay.
Ban sé thay ngay doanh nghiép ctia minh dang "tac" & tang hanh vi nao.

Nhém Hanh Vi S6 luwong (nguai/lan) Tin hiéu thj trwong dang Hanh dong can stra
gtri cho ban
1. Xem nhung khéng hoi _ L6i & Offer / Thi€u Call to Stra lai |68 moi mua cudi bai
Action
2. Héi nhung khéng mua _ LGi dinh gi& / Hut sai tép Stra cach béo gia (Chuong 1)
khach
3. Nghi ngd / Mac ca - Thi€u cdm gidc dang tién, Audit 1ai 5 diém cham
thiéu bang chirng (Chuong 3)
4, Mua 1 lan roi lan - Trai nghiém kém hon ky vong | Goi dién hoi tham 5 khach cii
5. Mua lai _ Ban dang lam rat tot phan Gilr phong d6
Core
6. Gidi thiéu khach - DPiém cham cdm xic xudt sidc | Xin feedback dé |1am Case
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| | | Study

6. CASE THAT — Chi ban yén sao va 1&i néi ddi "kinh t& buén"
Mot chi ban yén sao cao cdp nhan t6i: "Em oi dao nay kinh té budn, khach cii cia chi bao phai that
chét chi tiéu nén it mua yén dn nhu trudc. Chi tinh nhap yén vun vé béan gia ré cho dé ra don."

To6i bao: "Pirng nhap voi. Chi m& danh sach khach cii ra, xem lai hanh vi that cia ho trén
Facebook xem ho c6 'that chat chi tiéu' that khong."

Chi theo ddi 1 tudn va bat ngo: khach bao "that chat chi tiéu" vira check-in di du lich Dubai. M6t
khéach khac vira sam tui hiéu.

Sy that la: Khach khong thiéu tién. Ho chi nglrng wu tién viéc mua yén vé ty chung an hang ngay
(do ban rén hodac chan).

Nhung chi phat hién ra mot hanh vi khac: thinh thoang, khéch cii vAn nhan tin hdi mua gip 1-2
hop yén *that dep* d€ di biéu sép hodc ting déi tac.

LoOi noi: "Kinh té khé khan, chi it an yén."
Hanh vi: "Chi van can mua qua biéu cao cap."

Thay vi nhap yén vun gia ré, chi chuyén huwéng. Chi giit nguyén loai yén tinh ché cao cdp, nhung
dau tu thém vao hop gb son mai, thiép viét tay, tui gidy xin. D6i thong diép tir "yén boi bo st
khoe" sang "Qua tdang stcc khde thuwong hang cho déi tac".

Két qua: Chi véi tép khach cii dd, doanh thu thang 1€ Tét ctia chi ting 200%. Chi ban dugc gia cao
hon, 13i day hon, va khdch mua khong can suy nghi vi ho dang mua "si dién di biéu" chit khong
chi mua yén.

Néu chi tin vao 10i than van "kinh té buon", chi dd bién mot thwong hiéu cao cap thanh tiém ban
yén vun gia ré.

7. CHI SO PO — Tat am thanh, bat dir liéu

Hay nglrng dém s6 1an khach khen "D6 ctia em dep qua". Loi khen khong quy ra tién.

Trong thang nay, hay do 3 chi s6 hanh vi:

1. Ty I&é chuyén dai tir "Héi" sang "Mua": (Chi sé nay cho biét kich ban
inbox ctiia ban c6 dang giét chét cudc tro chuyén khong).

2. Ty Ié mua lai (Retention rate): C6 bao nhiéu % khach thang nay la
khach cii? (Chi s6 nay do lwrong chat lwgng 16i ctia ban).

3. S6 lrgng khach dén tir gigi thiéu: (Chi s6 nay do lwéng su hai long
vuot ky vong).

8. KEY TAKEAWAYS

e Khach hang dung 1i noi d€ gitr lich su, nhung dung vi tién d€ bo phiéu cho gia tri that.
®  Dirng bao gid slra sdn pham hay gidm gia chi vi mot ciu ché cha khach. Hay nhin xem ho c6 ti€p tuc hanh vi
mua & noi khac khéng.
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e  Lgikhen "sdn pham tuyét vai" 1a v nghia néu khach khéng mua lai va khéng gidi thiéu.
e Phan loai khach thanh 6 nhém hanh vi gidp ban biét chinh xac hé théng ban hang cdia minh dang "tac" & dau.

9. NEU BI KET

Ban c6 thé dang ket néu:

® Khach tuong tac trén bai rat nhiét tinh, com-men khen lién tuc nhung chét don let det.

e Khach mua mot lan, khen ngon/khen dep, nhung khéng bao gio thdy quay lai va ban khéng biét vi sao.

® Ban dang nghe khach than van qua nhiéu va bat dau nghi ngd san pham cda minh.

Hay xudt danh sadch phan &ng ctia khach trong 14 ngay gan nhat (s6 nguoi héi gia, s6 nguwoi mac
cd, s6 nguoi mua). Gii cho toi dit liéu thé dé cung véi 161 ma khach thuwong xuyén tir chéi ban. Toi
sé giup ban "dich ma" xem thi truéng dang thuc sy nai gi.

10. CAM KET 7 NGAY

Tuan nay, lam mot viéc duy nhat: Lay danh sadch 10 khach hang vira tir ch6i ban gan nhat (hodc
"dé chi xem d&"). Th vao xem trang ca nhin cta ho, hodc dé y hanh vi cia ho. Xem ho cé dang di
mua san pham twong ty cda déi tht khéng? Néu co, 1y do thuc sy ho tir chéi ban khong phai la
"hét tién" — ma la tin hiéu cda ban yéu hon déi tha. Ghi nhén lai bai hoc dé.

Cau chot chuong:

bung nghe nhitng gi khach hang néi. Hay nhin cach ho tiéu tién. Thi truong khong bao gio biét
noi déi bang hanh vi.

A b D e V4 [N
Phan 6 - 7 ngay rai tin hiéu
Sau khi doc lai tin nhan, kiém tra cdm gidc dang tién, audit 5 diém cham va nhin hanh vi that, ban

can dua tin hiéu mdi ra thi treong. Khong phai dang bira. bang c6 chu dich dé xem ai tién lai gan.

Rai tin hiéu khong phai la dang cho dud s6 lwgng. Rai tin hiéu la dat 7 cau héi nhé ra ngoai thi
truong trong 7 ngay, roi xem cau héi nao lam khach phén tng that.

Ngay Loai bai Muc dich

Ngay 1 Bai goi nbi dau Xem ai thdy minh trong van dé

Ngay 2 Bai chi sai lam Xem ai dang lam sai nhung chua biét

Ngay 3 Bai show quy trinh Lam khach tin minh biét cach lam

Ngay 4 Bai hau truong Cho khach thay ngudi that viéc that

Ngay 5 Bai logic tién N&i mot quyét dinh nhé véi doanh
thu/rdi ro

Ngay 6 Bai case that Cho thay hanh trinh tir r6i dén rd

Ngay 7 Bai offer nhe M&i khach guri van dé dé kiém tra

7 mau viét ngan dé ban dung ngay

1. Bai goi néi dau

Té6i thdy nhiéu [nhom khdch] khong bi ket vi [ly do ho twdng]. Ho bi ket vi [goc vdn dé]. Ddu hiéu la
[3 biéu hién]. Buwéc dau tién khong phdi [hanh dong sai], ma la [hanh dong dung].

2. Bai chi sai lam
Nhiéu nguoi nghi [niém tin sai]. Toi cling tieng nghi v@y. Nhung khi nhin vao [case/hanh vi], toi nhdn
ra vdn dé that nam & [goc].
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3. Bai show quy trinh

Trudc khi lam [két quad], téi ludn kiém tra [budc 1], [budc 2], [budc 3]. Khong phdi dé lam cho cdu ky.
Ma dé trdnh [rii ro khdch sg nhat].

4. Bai hau truong

Dbay la phan khdch thwong khéng thdy: [cong doan]. NG tén [thoi gian/cong stec], nhung toi van lam
Vi [ly do bdo vé chdt luong/niém tin].

5. Bai logic tién

Mot 16i nhé & [diém cham] c6 thé lam khdch cdm thdy san phdm ctia ban chi ddng [mitc thdp hon].
Khi doé ban khong chi mdt tién trén mot don, ma mdt cd quyén tdng gid.

6. Bai case that

Trudc doé khdch bi [vdn dé]. Toi phdt hién [goc]. To6i sita [3 diém]. Sau d6 phdn ting thay doi & [hanh
vi do dugc].

7. Bai offer nhe

Tudn nay t6i nhan [s6 luwong nhé] truong hop dang gdp [van dé cu thé]. Toi sé kiém tra [pham vi
nhd]. Phit hop néu ban [diéu kién]. Khong phut hop néu ban chi muén [diéu khéng phtt hop].

Do phan irng

bang xong, ditng nhin like trudc. Hay nhin inbox, cau héi, nguwoi ké vdn de, nguoi luu bai, nguoi share
va nguoi hoi budc tiép theo.

Phan 7 - Thir thach 7 ngay

Ban mini book nay sé vé nghia néu ban chi doc va gat gu. Trong 7 ngay téi, hdy lam 3 bang duéi
day. Khong can hoan hdo. Chi can c6 dit liéu that.

Bang 1 - 20 khach héi gia gan nhat

Khach dén tir dau Héi gi Ban tra loi gi Dirng & dau

Bang 2 - 5 diém cham dau tién

Di€m cham Piém 1-3 Viéc stra trong tuan
Avatar/Bio

Anh/Video

Caption/Mb6 ta

Bang chirng/Feedback

Bao gia
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Loai bai Phan &rng dang cha y

Ngay 1 Bai goi noi dau

Ngay 2 Bai chi sai lam

Ngay 3 Bai show quy trinh

Ngay 4 Bai hau trudng

Ngay 5 Bai logic tién

Ngay 6 Bai case that

Ngay 7 Bai offer nhe

Cam két 7 ngay

e Ngay 1-2: mé& lai tin nhan, dién bang 20 khéach.

® Ngay 3: tu chdm 5 di€ém cham dau tién.

® Ngay 4-6: viét va dang 3 bai rai tin hiéu dau tién.

e Ngay 7: nhin phan &ng, ghi lai pattern, chon 1 diém s(ra tiép theo.

L&i két - Néu ban lam that va van ket

Néu ban da lam du 3 bang trong PDF nay, ban da cé dit liéu that dau tién vé cach khach dang
phan @ng véi minh. Dit liéu d6 c6 thé chua dep. C6 thé hoi dau. Nhung no that.

Néu sau d6 ban van thdy roi, ban c6 thé giti cho Re:Des. Pirng gti cAm gidc chung chung. Hay gii
dit liéu that: &nh chuyp profile, 5 doan chat, 3 bai dang gan nhat, bdng ban da dién, va diéu ban
dang muén sa.

T6i khong hira lam thay ban. T6i cling khong hiva cau trad 16i nao cling hoan hdo ngay. Nhung néu
ban dang lam that va ket tht, toi sé gop y trong kha nang cé thé.

Ban day du cta Signal Before Scale - Tit khach xem dén khach tin gom 46 chuong. N6 di tiép tu tin
hiéu ban dau dén offer, gateway, ban tht, thang gia tri, tai sdn mém va hé thong héa doanh
nghiép.

Nhung trwde khi di xa nhw vay, hay bat dau tr viéc nhé nhat: mé lai nhitng tin nhan khach héi gia
roi im. O d6, thi trudmg dd néi véi ban rat nhigu. Chi 1a trudc day, ban chua cé bang dé nghe.

Cau chot
Hanh trinh tie khdch xem dén khdch tin khéng bat dau bang mot chién dich lon. N6 bat ddu bang mot
viéc nho: nhin lai cach khdch dang phdn ttng vdi ban.
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