SO TAY THUC CHIEN

99..

CHOT PON
CHU SHOP ONLINE

XU ly tir choi & chot don tir té

Tdng nhitng chii shop online dang ngay ngdy chét don bdng cd
cdi tam.

99 CAU CHOT 17 TINH HUONG

— Bui Khang Di

HYPO GROUP



MUC LUC

L&i ngd — Vi sao toi viét cuén nay
LSi mé dau — Dém ban ngdi trudc 12 inbox chua chét
Ba luat vang chét don — khdc trudc khi vaio 99 cau

Cdch doc cuén sach nay

PHAN 1 - CHAO PHA BANG

Cau 1 — "Chi di, em thdy chij inbox tif méu do hoodie xdm size
M — chi mua cho minh hay tdng ai a?”

Cdu 2 — "Chao chi, em Tradm bén shop né. Chi ludt qua page
em rdi hay ddy & lan déau a?”

Cdu 3 — "Chao chi, em phu trdch khdch méi bén shop. Chi
dang tim gi &€ em vu tién glfi thi chi hgp nhat a?”

Cdu 4 — "Chij gi, em thdy chi hay tim mdy bdi do croptop tuén
ndy. Cé mdau chi dang tinh Idy khéng, em check kho luén cho
a.”

Céu 5 — "Hi chi, em vira nhan don clia 1 chi y hét chi (bé 3 tudi,
hay ho vé dém). Chi cé gdp gidng vay khéng a?"

Céu 6 — "Chao chi, em thdy chi comment 'gid’ bai do trdng.
Em gl bdng gid + combo thdng nay chi coi gitip em nhé?"
Cdu 7 — "Chiinbox em nhé, em online t&i 22h — em phan héi
trong 3 phut. Chi cén gi em chudn bi sén cho a?”

Céu 8 — "Chi chao em, em Linh — em x{ don ca téi. Chi cé 30
gidly em hoi 2 cau dé gtri ding thi chi cdn dudc khong a?”

12
15
18
21

24

27

30

33

36



PHAN 2 — KHAI THAC NHU CA‘U
Céu 9 — "Chi dang dung bén ndo réi a? Chi thdy diém nao
chua ung dé€ em khéng I&p lai 16i d6."

Cau 10 — "Chi mb t& k¥ hon gitip em phan chi chua hai long
dudc khong a?”

Céu 11 — "Chi da thir cdch gi dé gidi quyét vu ndy chua? Cdach
do6 work khéng a?"

Cau 12 — "Néu tinh trang nay kéo dai thém 3-6 thang, chi nghi
hdu qua sé thé nao?"

Cau 13 — "Néu gidi quyét dudc vu ndy ngay thang nay, chi sé
dung thdgi gian dé cho viéc gi a?”

Cadu 14 — "Trén thang 1-10, viéc gidi quyét cdindy uvu tién &
muc nao va@i chi luc nay?”

Cau 15 — "Ngodi chi ra, ai con tham gia quyét dinh vu nay a?"

Cdau 16 — "Chi dang dung brand riéng hay dang bdn khéng cé
brand a?"

PHAN 3 - TAO LY DO MUA

Cau 17 — "Chi chdt hém nay di vi em con 3 sudt gid cii trong
thdng, mai 16 mai vé gid tdng 15% do ty gid."

Cdu 18 — "Combo 3 hop hém nay em uu tién chi vi chi da theo
shop tir tudn trudc — em thdy chi tim nhiéu bai."

Cé&u 19 — "Em dé gid nay cho chij vi em thdy hoan cénh chiy
mdy chi bén em d& mua va cé két qud — em muén chi ciing
vay.”

Caéu 20 — "Chi mua bay gid di vi thdng sau em vé mua Tét
khéng kip tu van ky nhu bay gis dau a.”

50

53

56

59

62

65

68
71

76

79

82

85



Cau 21 — "Chi lay combo 2 hdp di vi tinh ra ré hon 40k/hdp,
ma dua dung 3 thang khéng can ddt lai — d chi phi ship + phi
goi."

Céu 22 — "Em khuyén chi chon size L vi hoodie nay em thay
oversize sdn 5¢cm — chi thich ém thi ldy M."

PHAN 4 — SOCIAL PROOF

Céu 23 — "Chi Hdng & Q7 tudn trudc ciing dén do y chi — bé
cling 3 tudi, ciing ho vé dém. Chi Hang ldy 2 hdp, tudn nay
inbox em xin thém."

Cdu 24 — "Bén em dd l1én dan cho 68 chi me bim khu chi trong
3 thdng qua — em xin phép gt chi link Zalo group dé chi chat
v@i 1 chi da dung nhé?”

Cdu 25 — "98% me mua bén em chon combo 2 hdp thay vi1vi
tinh ra ré hon 40k. Chi theo combo hay ldy 1thir déa a?”

Caéu 26 — "Néu chi vao link nay, chi sé thdy 200+ review chi
me d& dung — em khong néi suéng, dé khdch kia néi.”

Céu 27 — "Sdng nay cé 4 chi da inbox mau nay. Con 2 cdi size
M. Em vu tién ai chét truéc a.”

Céu 28 — "Bén em dugc [tén bdo/KOL] ddng bai gidi thiéu
thdng trudc — chi google [tén shop] + [tén bdo] xem truc
tiép néu chi chua yén tam q."

PHAN 5 — SCARCITY + URGENCY THAT
Cau 29 — "Codn 3 do size M cudi cung. Mai 16 méi vé nhung gid
tdng 15% vi xudng vira bdo tdng vai."

Cau 30 — "Uu dai nay em giir dén 22h t6i nay vi mai em phdi
bdo lai kho sdng sém. Sau 22h em khéng tu quyét dudc nira.”

88

91

96

929

102

105

108

m

116

119



Céu 31— "Em dé& pack s@n tén chi vao hop giao chiéu nay.
Néu chi chét bay gi&, ship 2h chinhén trong hém nay luén.”
Céu 32 — "Em con giif gid cii cho 5 chi nhdn 'CHOT' trong 30
phat t&i. Sau d6 em phdi cadp nhat gid mdi lén hé théng.”

Céu 33 — "Anh chi c6 24 gi& nita d€ Idy gid nay vi em vao
chuang trinh sédn phdm mdi ngay mai.”

Cau 34 — "Em ddéng don trong 1tiéng nita vi shipper em dang
chg. Chi chét em cho Ién xe luén.”

Céu 35 — "Uu dai gidm 20% cudi thang con 2 ngay. Chi dgi
thdng sau la mét luén — em khéng ciru dudc dau.”

Céu 36 — "Bén em bdan mdau ndy gidi han 50 chiéc/thdng vi
xudng dét handmade. Con 8 chiéc trong thang nay."

Cau 37 — "Chi chua cén gép thi ding. Nhung gid thang nay
chi cé thdng nay. Em khong mudn thdng sau chi mua dét hon
15% cung 1 hop."

Cau 38 — "Chi chét hém nay em kém freeship 63 tinh. Chét
sau mai em khéng tu dua freeship dugc, phdi theo gid cong
ty."

PHAN 6 — CAM KET NHO

Céu 39 — "Chi chup gitp em 1tém hinh viing da bé dé em tu
van chinh xéc dugc khéng a?”

Caéu 40 — "Chi doc qua béng chat liéu nay 30 gidy gitup em roi
minh ban ti€p nhé?"

Cdu 41 — "Chi déng y l& uu tién hang déau Ia an toan cho bé
ding khdng a? Vay san phdm phai dat chudn X — em giri chi
bdn kiém nghiém."

122

125

128

131

134

137

140

143

148

151

154



Céu 42 — "Chi gifi em size + dia chi dé€ em giir gitip 1tiéng a.
Chi khéng chét em vén khéng tinh phi — chi dé em ddm béo
hang cho chi.”

Céu 43 — "Em gUi chi 2 méu — chi chon gitip em mau ndo chi
thdy hgp hon a.”

Cdu 44 — "Néu em gidi quyét dugc X, chi cho em ca hdi phuc
vu chi chi g?”

PHAN 7 - XU LY "DAT QUA"

Céu 45 — "Dt so vdi cdi gi a chi?”

Cdu 46 — "Hop nay chi dung 60 ngay, tinh ra 8.000d/ngay —
chua bdng nita ly tra dd via he.”

Cadu 47 — "Em hdi that, néu em gidm 100k nita thi chi chét luén
khéng a? Néu khéng thi minh khéng dang ban vé gid.”

Cdu 48 — "Ddt so vdi cdi khdng dung thi cdi ndo ciing ddt.
Nhung dung cé két qua thi cdindo ciing ré."

Cdau 49 — "Em c6 ngudng gid thép nhat em ship dugc. Thap
han nita em phdi cdt chdt, cdt hop, cdt bdo hanh. Chi mudn
phdn ndo cdt dé em bdo?"

Céu 50 — "Chi mét bao nhiéu tién trong 6 thdng qua dé xi
van dé nay chua xong a?"

PHAN 8 — XU LY "PE TOI SUY NGHi"

Céu 51 — "Em hiéu, quyét mua gi cho con cén can nhdc. Chi
chia sé cu thé chi dang can nhdc diém gi dé em gilp chi da
thong tin g?”

Cdu 52 — "Ngodi viéc can suy nghira, con gi khac chua yén
tam khong a?”

157

160

163

168
171

174

177

180

183

188

191



Céu 53 — "Chi minh rdt hiéu. Trong ltic chi suy nghi, em giif
giup chi mic gid nay 24h nhé — mai 16 mgi vé la téng do."
Cdu 54 — "Chi suy nghi vé gid, vé chét, hay vé viéc bé cé hgp
khéng a?"

Céu 55 — "Chi can bao 1au dé quyét? Em ddnh dédu lai va
nhdc chi ding ngay d6 — em khdng phién chi giita ching.”
Céu 56 — "Néu em g& dudc cdi khién chi dang chéan chis, chi
c6 s@n sang chét hém nay khéng a?”

PHAN 9 — XU LY "SHOP KHAC RE HON"

Cdau 57 — "Chi cho em xin link shop kia em check gitup — cling
tén do ma cotton 100% v@i cotton pha polyester gid cdch
nhau xa 1dm."

Céu 58 — "Ré hon that a. Nhung shop d6 c6 ddi tra 15 ngay ké
cd dd mé tem nhu bén em khéng a?"

Céu 59 — "Cé 2 loai ré: ré vi cdt bét, va ré vi ho méi ra bdn
chua ldly dudc vén. Bén em khong thudc kiéu ndo — em cdn
dai han véi chi."

Cdau 60 — "Bén em khong dua gid. Bén em dua gid tri. Chiso 3
shop cung chat liéu nay em cam két em khéng cao hon.”

Céu 61 — "Chi mua ré hon 30k ma 3 thdng sau do bung chi,
chi mét luén 300k don dé. So thé ndo g?”

Céu 62 — "Em khéng bdn ré nhéat. Em bén dé chi mua 11an rdi
quay lai — khéng phdi mua 3 lén vi lan trudc héng."
PHAN 10 — XU LY "HOI CHONG/VGQ"

Céu 63 — "Em hiéu. Em hdi that, gid sif anh nha néi 'em thdy
dudc thi ldy’, chi chét ludn hay con diém ndo chua yén tam?”

194

197

200

203

208

2n

214

217

220

223

228



Cdu 64 — "Ai la ngudi quyét cliing chi vu ndy a? Em mudn tu
vdn ding ngudi dé chi khéng phai gidi thich lai.”

Céu 65 — "Hay em chat véi anh nhd chj 1 cu cho anh yén
tam dudc khdng a? Nhiéu anh chi can thdy em la xudng that
la ok."

Céu 66 — "Chi hdi anh xong nhdn em nhé — nhung em xin gir
mdc ndy dén hét hém nay thdi vi mai diéu chinh.”

PHAN 11 — XU LY "KHONG TIN / SG B] LUA"

Céu 67 — "Chi c6 thé nghi em la shop &o, hang dém, thu tién
xong bién mat. Em xin gt chi: MST céng ty, dia chi xudng,
video xudng, COD 100% — chi chi trd khi nhan va kiém.”

Céu 68 — "Bén em cho chi 15 ngay dung thi. Khéng hgp em
hoan 100% khéng héi ly do — chi khéng phdi chiu riiro gi."

Céu 69 — "Chi Hang & Q Binh Thanh, sn 1990, mua 3 hdp tuén
trudc — em xin phép gt chi s Zalo chi Hang dé chi héi truc
tiép?”

Cdau 70 — "Chij khéng tin em ciling dudc. Nhung chi tin cdi nay
cha?”

PHAN 12 — CHOT GIA PINH + LUA CHON

Cdéu 71 — "Em déng géi cho chi ludn nhé, ship COD chiéu nay
a.’

Cdu 72 — "Chij lady méau be hay xdm, em ghi véio don?”

Céu 73 — "Chi ldy combo 2 hay combo 3 tiét kiém han a?”
Céu 74 — "Em x&t don cho chinhé?”

Céu 75 — "Chi chuyén khoan hay COD qa?"

231

234

237

242

245

248

251

256

258

261
264
266



Cdu 76 — "Vay minh d& déng y: bé can loai ndy, chét phu
hgp, c6 bdo hanh. Em xi&t dan cho chi nhé?”

Cau 77 — "C6 3 ly do chinén chét hém nay: (1) gid cuéi
thdng, (2) hang con 3, (3) qua téng con. Em xi don a?”

Céu 78 — "Cé ly do ndio dé chi khdng chdt hdm nay khéng a?”

PHAN 13 - CHOT VOSS

Céu 79 — "Pdt so véi du tinh a?” — nhai lai 2-3 tif cudi clia
khdch, giong di lén, réi im

Céu 80 — "Nghe giéng nhu chi dang phan véan giita 2 méu vi sg
mua rdi lai khéng hop da.”

Cdu 81 — "C6 phi ly khédng néu chi thir 1 hép trudc xem sao?”

Céu 82 — "Chi déa bd y dinh gidi quyét vén dé nay chua?”

PHAN 14 — UPSELL / CROSS-SELL / COMBO

Céu 83 — "Childy combo 3 hop em tdng thém hop qua boc
riéng — chi hodc tding ludn ai d6 cing dung. Ré hon 25% so
véimualé."

Cau 84 — "Bén em c6 thém serum vitamin C tudn ndy sale
50% chi danh cho khdch mua kem — c6 3 chd, em uu tién chi
ldy khéng a?”

Cdu 85 — "Chij dat thém 1 hop gilr dung dai khong — 3 thdng
sau van gid nay bén em khéng hita dudc.”

Cdu 86 — "Combo 2 do tee + 1short déng bd — em dp gid ddc
biét 490k thay vi mua 1é 620k. Ré hon 130k. Chi ldy hay chi
tee?”

Caéu 87 — "Chi lay y hét 16 trudc cho Ian nay nhé — em khéng
can chi chon lai, em pack ludn.”

268

270

273

278

281

284
287

292

295

298

301

304



PHAN 15 - cUU PON G160 BO

Cadu 88 — "Chi Vy di, hdp kem chi chon con 1 phan trong gid —
em giif gid dén 22h. Nhan: [link]"

Céu 89 — "Chi quén gi trong gi6é khong? Em giir hang thém 12
tiéng cho chi. Nhan hoan tat: [link]"

Cé&u 90 — "Cé thé chi cdn thém théng tin trudc khi quyét. Day
l& 3 céu chi Hang (mua tudn trudc) hdi em — chi doc thir: [link
video 90s]. Néu OK, hoan tdt tai day: [link]."

Cau 91 — "Chi Vy, gié chi hét han giit trong 6 gi& nira. Em kém
thém freeship 63 tinh — chét tai ddy: [link]. Sau 6 gid em
phdi m3 hang cho khdch khac."

PHAN 16 — CHOT LIVESTREAM

Céu 92 — "Con 3 do size L cudi cuing. Chi nao nhdn sé '1' vao
comment em uu tién chdt trudc a.”

Cau 93 — "Ai chét trong 30 gidy tSi em téing thém tui tote —
mai lén gian la khéng c6 deal nay.”

Céu 94 — "Chj Trang vira chét 3 do size M — con 5 chi dang
nhdn tin. Em con 2 do size M théi, ai nhanh tay?”

Céu 95 — "Em khéng chd thém nha, mé 'LIVE20' hét han khi
em déng live — chi chua gé ma dgi mai la mat ludn.”

Cdau 96 — "Chi ndo comment 'CHOT + mau + size' la em pack

4

luén. Livestream hém nay em giao ship COD cho 20 chi dau."

PHAN 17 - RAVING FAN / REFERRAL

Céu 97 — "Chi dung &n thi tag em 1story chi nhé — em téding
chi mé&15% cho lén sau. Cam on chj dé tin em.”

309

312

315

318

323

326

328

331

334

339



Céu 98 — "Chi thdy san phdm ok 1& em vui réi. Néu chi cé ban
cdén tuong tu, chi glii Zalo em nhé — ban chi mua gidm 20%,
chi nhan 100k vé tha."

Céu 99 — "Chi d& dung 2 thdng ma van nhé ghé em — em
cém on chi. Em tding chi sudt VIP hang mdi vé truéc 24h so
v@i khdach khac.”

L&i k&t — CAu chét thir 100
Né&u ban muén thir ban ban mang tén chinh minh
Vé tdc gid

Phu luc — 99 cdu tra nhanh

342

345

348
350
352
353



»nT

LJi ngé — Vi sao tdi viét cudn nay

T6i lam nghé sén xudt thdi trang. Tdm ndm trong nghé, ba nédm
ding & phia cdi xudng — cdi phia khach cla ban khéng bao gid
nhin thdy.

Ngdn dy th&i gian, tdi gdp hang trém chid shop online. Nhiéu ban
gidi. Anh dep. Content cham. Fanpage 20 nghin follow. Ads chay
ra ngudi xem. Livestream mdy trédm mdt.

Vay ma donrait.

Khéng phdi vi hang xau. Khéng phai vi gid cao. Vi luc khdch inbox,
chét hut.

T6i ngdi bé&n mdt ban founder brand thdi trang mot budi téi, xem
ban &y chét inbox. B6n mugi bay tin trong ba gid. Ban @y gé nhanh,
g6 dut khodt. "Da con q.”" "Da gid 490k a." "Da em check kho q."
Tung cau déu dung. Tung céu déu lich su.

Va tiing cdu déu mat khdach.

Vi d6 1& nhitng céu MOI shop déu gé. Khong cé gi dé khdch nhé.
Khéng cé gi dé khdach phdi chdt HOM NAY thay vi thdng sau.
Khéng cé gi dé khi khdch ché "hai cao”, ban dy cé cau dé ddp lai
ngodi "da hang em vay dé a".

Sau ba gig, ban @y chét dugc 3 don. Trong tay ban @y c6 44 khéch
dd cé nhu cdu, da inbox, d& sdn séing nghe — va 44 khdch dé bién
mat trong dém.



Do 1a cdi dau ma khéng khod hoc chay ads ndo day ban. Cdi dau
clia ngudi bdn ding cudi phéu — noi tdt ca tién dé vao dé dua
khdch tdi ding clra, va cdnh clra d6 khong cé tay nédm.

Cudn sdch nay la 99 tay ndm ctra.

Khéng phdi ly thuyét chét sale. Khédng phai khod hoc tédm Iy hoc.
La 99 cdu — gb vao inbox dugc ngay, doc trong livestream dudc
ngay, ddn véio email cliu don dudc ngay. Méi cdu cé tén nha tam ly
hoc ngéi phia sau né (Robert Cialdini, Chris Voss, Daniel
Kahneman, Alex Hormozi, Pham Thanh Long...). Nhung ban khéng
cdn nhd tén ho. Ban chi can nhé CAU.

Cuén nday viét cho ngudi dd inbox 12 tin dém nay va mai van phdi
inbox 12 tin nita. Khéng viét cho hoc vién MBA.

Doc xong, ban cé thé khong thanh ngudi bdn gidi nhét Viét Nam.
Nhung ngdy mai, khi khdch gé "hai cao shop 6i", ban sé cé céu dé
ddp — cAu ma nhiéu ngudi da thi, dé kiém ching, dé chét dudc
don that.

D4 1& diéu tdi hira. Khdng hira gi hon.



BAI HOC PUC KET

Chét hut khdéng phai do khach khéng muén mua —
do ban khéng c6 cau dé néi khi khach gé tin tuéng
chirng vé hai nhaét.

* C6 nhu cau inbox ma khéng chét I ddu hiéu ban thiéu 1 céu
chét, khéng phai thiéu khach.

 Cau chét ding cé tén nha tédm ly hoc ngdi sau né (Cialdini,
Voss, Kahneman...), nhung ban khéng cén nhé tén ho — nhé
cdu la da.

* 99 cau trong cudn nay gdé dudc ngay vao inbox, khéng phdi ly
thuyét dé déng lai doc sau.

Nhung trudc khi véo 99 céu, tdi can ban nhin tédn mat cdi gid cla
viéc chéot hut — bdt ddu tir mdt dém. Dém ban ngdi trudc inbox
con 12 tin chua trd.



L3i mé dau — Pém ban ngai trudc
12 inbox chua chét

MuGi mot giG dém.

Clra hang véat ly (néu ban cd) dé déng. Chéong con dd ngud. Ban
ngdi trudc cdi laptop, mdt cay, ngdn tay treo trén ban phim.

Zalo hién 5 tin chua trd. Messenger hién 4 tin. TikTok Shop hién 3
comment "gid?". Instagram DM hién 1 tin tUr moét chi da doc
catalogue tudn trudc.

Mudi hai tin. T8i nay.

Ban m4 tin déu. Chi Zalo:
"shop Ji mau do hoodie den bao nhiéu?”

Ban gé: "Da chi ¢i hoodie den bén em 490k a. Chi ldy size gi d& em
check kho?"

GUi. Chg. Chidoc. Chikhong trd [Gi.

Tin thd hai. Messenger:
"Cho minh xem thém mau tuong tu dudc khéng?”

Ban gii album 8 anh, thém dong "Chi xem giup em, méu ndo chi
thich em check chi tiét a.” Chi m@, doc, thodt.
Tin thd ba. Comment TikTok Shop: "gid?”

Ban reply "Da 490k a". Chi bdm tim reply clia ban. Khédng nhdn nira.



Tin thi tu. Chi IG:

"Ao nay em thdy shop kia ré hon 50k. Bén chi cé gidm dudc
khong a?”

Ban khung lai. Tay hgi run. Ban khéng biét gé gi. Ban thi "Da hang
em chét lugng cao hon a chi’, xod di. Thir "Da em xin sép gidm cho
chi nhé", xod di. Cuéi cung gd "Da chi inbox riéng em em tu vén ky
a". Gli. Chi doc. Chi khéng inbox riéng.

Ban nhin ¢4 12 tin. Toan "dd xem". Toan im Idng.

Ban déng laptop. Ndm xudng. Trong ddu quay lai tirng cdu ban vira
g0. Cdu ndo cling dung ngir phdp. Céu nao cling lich su. Cau ndo
cling chudn "vén hod shop”. Nhung cdu nao ciing KHONG khién
khdch gé tin tiép theo.

Ban m& lai dién thoai. Vao fanpage mét shop ban than tugng —
shop m& mdi post déu 300 comment, mdi livestream déu chdt
trdm don. Ban scroll thay ho reply comment khdch. Ban doc ting
cAu.

Va ban thdy mét diéu: ho khéng lich su hon ban. Ho khéng ré hon
ban. Ho khéng dep hon ban.
Ho chi néi cau KHAC ban.

Cau ho gb khién khdch gb tin ti€p theo. Céu ban gé khién khéch
doc réi thodt.

Su khdc biét gitta moét shop chét 30 don/ngdy va mot shop chét 3
dan/ngdy — khéng phdi san phdm, khéng phéi ads, khéng phai gid.
La 99 cdu — hodc chi vai cau dudc 1&p lai vé hon.



To6i khdng tin cé chuyén "bdn hang la ndng khiéu". Tai tin cé chuyén:
c6 ngudi cé cong cu, co ngudi khéng co.

Cudn sdch nay dua ban 99 céng cu.

Khéng phdi "bi kip thao tung khach”. Khéng phdi "10 cdch ép khdch
phdi mua". La 99 céu, mdi cdu cé mot co ché tédm ly hoc rd rang
diing sau — co ché md nhitng ngudi bdn gidi nhat trén thé gidi
(Robert Cialdini, cuu diéu tra vién FBI Chris Voss, nha kinh té doat
Nobel Daniel Kahneman) dé kiém chiing qua hang thap ky nghién
cuu.

Ban dung ding cdu, dung lic, ding cdnh — khdch chét. Khéng
phai vi ban ép. Vi cudi cling cé ai NOI DUNG cdi chj dang cdn
nghe.

Trudc khi vaio 99 cdau, t6i mudn khéc vao déu ban 3 lugt. Ba ludt

ndy dp dung cho MOI céu trong sdch. Ban quén ludt, cu chét bién
thanh cau ép. Ban nhé ludt, cau chét bién thanh hanh déng tir té.



Ba luat vang chot don — khac
trudc khi vao 99 céau

LUAT 1: CHOT DPON LA HANH PONG CUA TU TE

Né&u ban nghi chét don = ép khdch mua thi ho khéng cén, cudn
sdch nay khéng danh cho ban.

Cubn ndy viét trén tinh than cta Pham Thanh Long — ngudi dé day
hang nghin hoc vién bdn hang & Viét Nam:

"Chét don la mét hanh déng cla tir té. Ban giup khdach quyét
cdi tét cho ho — cdi mé néu ban khéng giup, khédch sé chan
chir mai vé mat co hdi.”

Khdch cta ban khéng phdi nan nhan. Khdch cia ban la ngugi dang
kh& vi phdi tu quyét mdt minh, thi€u théng tin, sg sai. Viéc clia ban
l& dua ho di théng tin — bding cdch hdi ding céu, dua ding bdng
chiing, d8 ho tu quyét TOT.

N&u san phdm cla ban khong that su gitp khdch, déng cudn nay
lai. Khéng c6 cdu chdt ndo cliu duge san phdm déi.

Né&u s&n phdm clia ban that su gitip khdach, thi mdi ldn ban KHONG
chot duge khdch d6 — 1 ban dé khdch di ra ngodi mua thir té hon.
D6 khéng phai tirté. D6 1 bd mac.

LUAT 2: SAU CAU CHOT THi IM LANG

Pay & ludt s6 1 trong sdch cla Cao Cao (chdt ti khod Sales
Success System clia Pham Thanh Long):



"Sau cdu chét thiim I&ing. Ai mé miéng trudc, ngudi dé thua.”

Ban g& cdu chdt cho khdch. Ban muén gé thém. Pung.

NG6i thém sau cau chét 1a ban ty g& don cla minh. Néi thém =
khdch hiéu ban khéng tu tin vé cau vira néi. Néi thém = mé clra cho
khdch suy nghi lqi.

Cau chét xong — dgi. Ba muai gidly. Ba phut. Ba tiéng. Ban di lam
viéc khdc. Blung nhin man hinh. Khi khdch tré 18i, cdu trd 18i cla
khdch quyét dinh céu tiép theo cla ban.

Ap dung cho MOI céu trong cudn nay. Ddc biét la cdu chdt cudi
(Phdan 12 "chét gid dinh” vé Phdn 13 "chét Voss”).

LUAT 3: MOI TU CHOI CHi LA V& 6¢C - PUNG CAI CAI
VO, KHEU CON OC RA

Day la lugt ctia Cao Cao / Zig Ziglar:

"Moi I8i tir chdi chila vé 6¢. Cdi ¢ néi ngodi miéng ('dé suy
nght', 'ddt qud’, 'héi chéng’) khong phai ly do that. Con &c that
— sd, chua tin, chua thdy gid tri — nam bén trong. Dirng cdi
cdi cd, hay khéu cho ra con éc.”

Khdch néi "dét qud” — ho khdng ndi gid cao ddau. Ho néi: "téi chua
thdy du gid tri". Ban gidm gid — ban céi cdi vé. Khdch vén khéng
mua vi con 6¢ that chua l6 ra.

Khdch néi "dé em suy nghi" — ho khéng néi cdn thdi gian. Ho ndi:
"t6i chua cé di thong tin dé quyét, va toi ludi gidi thich”. Ban dé ho
di — ban dé con 6¢ lang thang mai trong vd, khéng bao gid chét.



Viéc clia ban — nhu mét ngusi tho khéu 8¢ — 1a dung cau HOI dé
cdi vd tu bung, con &c that chui ra. Phan x{ ly tir chéi trong sdch
nay (Phan 7 dén Phdn 11) chi ban cdch khéu — ting vé &c phd bién
nhdt, kém céu khéu cu thé.

Ba ludt trén 1& ba thanh xa nha d& ca cudn sdch. Ban quén ching,
99 cdu tr thanh 99 céu réng. Ban nhé ching, 99 céu trd thanh 99
lan ban giup mdt khdch quyét ding.

Gig ta bdt dau.



Cach doc cudén sach nay

Pling doc tir ddu téi cudi nhu tiéu thuyét. Cudn ndy la sé tay — mé
ra dung.

Cadch 1 — doc theo phéu. B4t dau Phén 1 (chdo phd béng) — Phén
2 (khai thdc nhu céu) — ... = Phan 17 (giit khdch trung thanh). Hiéu
toan bd vong chét trudc khi Idp riéng ting cau.

Cach 2 — doc theo canh. Bém nay ban dang dau & dau? Khach
ché d&t qud? Nhdy thdng Phdn 7. Khdch "dé em suy nghi"? Phan 8.
Khdch bd gid? Phén 15. Doc 6 cau trong phén dé, chon 2 cau ban
ddn ngay tuéin nay. Tudn sau doc phan khdc.

Meo diing thuc chién:

* In riéng phu luc cudi sdch (99 céu tra nhanh) — ddn 1&én canh
laptop.

e Mdi tudn chon 3 céu mai — luyén dung thay cau "auto” ban hay
go.

* Ghi vao 1file: cdu ndo work véi nganh/khdch clia ban, cdu ndo
khong. Sau 1thdng, ban cé bé 20 cdu "vang” cla riéng ban —
quy hon ca cudn sdch nay.

Pung doc lust. Gach chan. Cai toi trén trang gidy. Ghi ra Ié cau
ban thay sai ho&c cén chinh cho nganh minh.

Cudn ndy chi ddng tién khi ban mang né vao viéc that: vao inbox
tdi nay, vao livestream téi mai, véio email clru don sdng thi Hai.

Gid thi lat trang. Phén 1 dang chd — chdo phd béng.



1

CHAO PHA BANG



Cudc bdn hang ndo ciling cé 3 gidy déu tién quyét dinh 80% két
cuc.

Trong bdn offline, ba gidy dé & cdi nhin ddu tién khdch thdy ban —
trang phuc, dnh mét, nu cudi.

Trong bdn online, ba gidy d6 1& cu CHAO déu tién ban gé vao
inbox. V& day la bi mat déng: 99% shop online gé cung mét cau.
"Da shop chdo chi a. Chi cén tu vén gi?" Hodc: "Da con hang a. Chi
lay size gi?"

Céau d6 khong sai. Cau d6 chi tdm thudng. Va trong bién 20 shop
bdn cling logi hoodie, tdm thudng = vé hinh.

Tdm céu dudi day khdc. Mbi cau cé mdt co ché tadm ly hoc nhé
ding sau — nhéc lai chi tiét khdch vira xem (Pre-suasion cia
Cialdini), xung danh cu thé (Liking), show em cé dé y hanh vi chi
(Consistency), hodic up-front contract kiéu Sandler.

Chi chua kip thdy gid bén em dd thdy bén em KHAC.
D6 & ba gidy di dé khdch gé tin ti€p theo — thay vi doc réi thodt.

B4t dau.



Cau1 - "Chigi, em thuy chi inbox
tir mau do hoodle xam size M — chi
mua cho minh hay tang ai a?”

Mudi mot gis dém. Pién thoai rung. M6t tin nhdn Zalo:
"con hang ko sh”

B&n chir. Khong déu. Khong "chao”. Khéng hdi gid cu thé. Ban dé
gdp tin nhdn kiéu nay hai chuc 1dn trong ngdy. Ban dinh gé: "Da con
a, chi mua size gi?" — cdi cGu moi shop déu gd, va cdi cau khién
khdch g6 lgi "dé em suy nghi" xong bién mat.

Dlng gob vay.

Trudc khi ban tré 18i khdch, héy nhin ngudc. Khéch vira dén tir dau?
Post ndo? Mdau ndo? Ban cé scroll ngudc 30 gidy dugc khéng?
Pugc. Thiban cé 30 gidy dé€ chudn bi mdt cau hon hdn:

"Chi di, em thdy chi inbox tif mau do hoodie xam size M — chi
mua cho minh hay tdng ai a?”

Vi SAO WORK

Robert Cialdini goi khodnh khéc nay 1& pre-suasion — chudn bi dét
trudc khi gieo hat. Trong cuén Pre-Suasion (2016), éng chi ra: cdi
gi ban gieo vaio ddu khdch ngay TRUGC khi chét sé khuéch dai
chot gdp bdi. Khi ban nhdc lai chi tiét chi vira xem (hoodie xdm
size M), chi nhan dudc tin hiéu: shop nay KHONG bdam auto-reply,
shop nay doc tiing inbox, shop ndy dé y minh.



Con cdu héi "cho minh hay tding ai" — dé khéng phdi cdu héi vé hai.
D6 16 cau mé khai thdc nhu cau (SPIN Selling, Neil Rackham 1988):
khéng déng, khéng "c6/khéng”, budc chi phéi néi ra béi cdnh mua.
"Cho minh" — ban biét chi chon theo gu chi. "Téng ban trai" — ban
biét size cdn I8n hon, cau chuyén bdn thay d6i hodn toan.

Hai cdu, mot tin nhdn. Chi chua kip cdm cdc tra dé bén canh dé
thdy dugc nhin théy.

KHI DUNG — KICH BAN CHAT MAU

Ap dung bét ct khi ndo khdch inbox tir mét post/san phdm cu thé
(fanpage, Shopee comment, TikTok Shop, IG DM).

Khdch: con hang ko sh Ban: Chi gi, em thdy chi inbox tir mau
do hoodie xam size M — chi mua cho minh hay tdng ai a?
Khdach: cho minh Ban:** Da em ghi nhan. Chi cao khodng bao
nhiéu d€ em tu vén size chudn a? Hoodie nay em thdy oversize
sdn 5cm, nén chi Im55-1m60 Idy M la vira 6m.

Chi vira dugc hdi lgi ding cdi chi dang phan van (size), lai dugc
cho I8i khuyén cé can cif (5cm oversize). Chi chua thay gid, ma dé
thdy ban cé nghé.

Do lamé dau tir té.



BAI HOC PUC KET

Khach khéng héi “con hang ko" — khach héi “shop
nay cé that sw doc minh khéng". Tra I8i cau dn
trudc, trd Igi cdu hién sau.

* Nhdc lai chi tiét khdch vira xem trong cau chao la cdch ré nhét
dé chi biét ban khong auto-reply — Cialdini goi ddy la pre-
suasion (2016).

* Pling hdi "chi mua size gi" dau tién — hdi "chi mua cho minh hay
téing ai” (SPIN — Rackham 1988) dé md& bdi canh, moi cdu sau
ban tu vén cé géc.

* Ban c6 30 gidy scroll ngugc xem khdch dén tir post/mdu ndo
trudce khi tra 16i — diing bd qua 30 gidy do.

Céu sau: khi ban CHUA cé mdu cu thé dé nhdc (khdch inbox truc
ti€p khéng qua post ndo), céu chdo ndo vén tao dudc cdm gidc

"shop nay khac"?



Céau 2 — "Chao chi, em Tram bén
shop né. Chi luét qua page em roi
hay déy la ldn ddu a?”

Bdy gid sdng thd Bdy. Chi me bim vira dua con di I6p vé, md
Facebook trong luc pha ly céa phé. Chi luét dén bdi do hoodie xdm
ban d&ng t6i qua, chi bdm inbox: "cho minh xem thém méu tuong
tu dc kh". Tin khéng ddau, viét vdi trong lic chi dang pha cd phé.
Ban dinh copy paste cdi template "Da chi chd shop gdi album a" —
cdi template ban gti 30 1an trong tuan.

blng.

"Chdo chi, em Tram bén shop né. Chi luét qua page em réi hay
ddy la lan dau a?”

Vi SAO WORK

C6 hai don nhd trong cdu ndy. Don ddu: xung danh cu thé — "em
Trdm". Robert Cialdini goi ddy Ia nguyén ly Liking trong Influence
(1984): ngudi ta thich va tin ngugi cé tén cé mat hon la "shop”
chung chung. Trong bién 20 shop bdn hoodie xdm, cdi tén "Tram" &
manh nhd dau tién gitp chi phan biét ban vdi ai.

Pon hai: cdu hdi "lan dau hay ludt réi" — day ld pre-suasion
(Cialdini 2016). N6 ép chi diing lai phén logi chinh minh. Néu chi noi
"ludt ré6i" — chi d&@ ngéim thira nhan cé quan tdm shop. Néu chi néi
"lan dau” — ban ma clra cho cdu chdo ming riéng cho khdch mdi.
Ca hai dudng déu mé tiép cau chuyén, khéng ddng.



KHI DUNG — KICH BAN CHAT MAU

Ap dung chat 16n ddu, chua biét khdch dé tuong tdc vdi shop
trudc do chua. Nganh ndo ciling dung dugc.

Khdch: cho minh xem thém méau tudng tu dc kh Ban: Chao chi,
em Tram bén shop né. Chi luét qua page em réi hay ddy la lan
déu a? Khdch: minh luét rdi tudn trc Ban:** Da em c6 nhé —
tudn trudc chi bdm tim mdy bai crop-top nita ding khéng a.
Bén em vira nhdp thém hoodie size S-M-L dgt tudn nay, em
gt chi 3 mau top hom nay dé chi xem trudc nhé.

Chi vira dugc xdc nhdn la khdch "dd theo shop”, vira dugc em nhéc
lai hanh vi cu thé. Cém gidc "shop nay that su dé y minh” xudt hién
trudce cd khi ban bdo gid.

BAI HOC PUC KET

Tén clia ban la tay ndm cita ddu tién khach cham —
dirng dé cdi tay ndm dé ghi chii "shop”.

* Xung danh cu thé ("em Tréim bén shop né") kich hoat Liking
(Cialdini 1984) — khdch thich va tin ngugi c6 tén han la "shop”
chung chung.

* Cau hdi "lan dau hay ludt réi" 1& pre-suasion (Cialdini 2016) —
ban budc chi phan logi chinh minh trudc khi ban ban bét ci gi.

* Cé hai lua chon clia chi déu ma tiép cau chuyén — khéng cé
cdu trd 18i ndo déng inbox.




Céu sau: khi ban tham chi khéng cé post cu thé dé nhéc, céu chao
ndo van tao dugc cdm gidc "shop ndy khac"?



Cau 3 — "Chao chi, em phu trach
khach méi bén shop Chi dang tim
gi dé em vu tién gii thi chl hdp
nhat a?”

Chin gi& t6i. Tin Zalo mai. Chi glri mdi chir "shop a6i". Khéng hdi gi cu
thé. Khéng kém &nh. Khéng néi mua gi. Kiéu tin ban khéng biét gé
gi trd 18i vi chua biét chi muén héi gi. Ban dinh g "Da chi cén gi a?”
— cdi cau v6 hai nhung ddy hét trdch nhiém cau chuyén cho chi.

blng.

"Chdo chi, em phu trach khach méi bén shop. Chi dang tim gi dé
em uu tién gt thi chi hgp nhéat a?”

Vi SAO WORK

Céu nay cé mot chut Authority — nguyén ly thi tu cla Robert
Cialdini trong Influence (1984). Khi ban ndi "em phu trach khdch
mdi bén shop”, chi khédng nghe thdy "'mot auto-reply bot". Chi nghe
thdy: shop nay cé phan céng cu thé, cé ngudi chuyén ti€p khdch
mdi, cé quy trinh. Chi mot cum ngdn nhung néing cdm gidc "shop
chuyén nghiép" I&n mét ndc, khédng cén ban phai khoe "shop em 5
ndm kinh nghiém...".

Cum "uu tién gl thir chi hop nhat" — dé 1a18i hita cd nhén hod. Chi
chua néi cdn gi, ma ban d& hita sé tu vén RIENG cho chi, khéng
copy paste. Trong bién shop reply dai tra, mot I8i hira "hdp nhat" 1&
diém phan biét ban ngay tur tin thir nhat.



KHI DUNG — KICH BAN CHAT MAU

Ap dung khi khdch inbox 1dn ddu ma khéng ré nhu cdu — chi “shop
ai", "hi", "chi gi cho héi", "con hang ko"...

Khach: shop ci Ban: Chao chi, em phu trach khach méi bén
shop. Chi dang tim gi dé€ em vu tién gti thir chi hdp nhdt a?
Khdch: minh muén mua bd dé ngi cotton, mdc thodang Ban:**
Da chi mdc size ndo va da chi cé nhay cam véi chét liéu nao
khong a? Bén em c6 2 dong cotton — dong 40s méng mat mua
hé, dong 60s day hon ngli mua mua — em ggi y chi cdinao hgp
hon.

Cau tiép cla ban phai xiing ddng véi 18i hira "hgp nhat” — nén hoi
thém 2 chi tiét (size + da nhay cdm), khédng hdi chung "chi thich
mau gi". Chi cang thay ban hdi k¥, chi cang tin ban tu véin cé nghé.

BAI HOC PUC KET

Khach vao inbox khéng héi gia — ho héi ban cé
that su tu van dugc cho ho khéng. Tra I18i cau dé
trudc.

* Cum "em phu trdch khach méi” kich hoat Authority (Cialdini
1984) — khdch nghe thay shop cé phén céng, cé quy trinh,
khéng phdi auto-reply.

* L&i hita "gUri thir chi hdp nhét” [a cam két cé nhéan hod — diém
phan biét ban véi shop copy paste ngay ti tin thir nhét.

e Cau tiép phdi xiing ddng vdi I8i hira — hoi 2 chi tiét cu thé,
khéng hdi chung "chi thich gi”.




Cau sau: khi khdch dé& tuong tdc nhiéu tuén trudc (like, tim, share)
ma chua inbox chii déng, cdu chdo ndo bién hanh vi thdm ldng dé
thanh cudc chat mua that?



Cdau 4 — "Chi di, em thay chi huy

tim may bai ao croptop tudn nay.
C6 mau chi dang tinh lay khong,

em check kho luén cho a.”

Chi theo shop ban ba tuén réi. Bam tim bai nay, share bai kia. Bam
3 1an vao album crop-top. Khéng comment. Khéng inbox. Ban nhin
danh sdch ngusdi react ma buc — biét cé nhu céu ma khéng ddm
nhdn trudc vi sé khé chiu. RSi ban thdy chi hém nay lai vira tim
thém 1 bai do hoodie. Day la luc chd dong.

"Chi di, em thdy chi hay tim mdy bai do croptop tuéan nay. Cé
mau chi dang tinh Idy khéng, em check kho luén cho a.”

Vi SAO WORK

Céau nday lay hai don clung lic. Don dau: Liking + Unity. Khi ban
show em "dé y" hanh vi chi, chi nhan dugc tin hiéu "shop ndy biét
minh” — mdt mdanh nhd cla su than thudc. Robert Cialdini trong
Pre-Suasion (2016) chi ra: cdm gidc "dugc chu y riéng” gidm
phong thd nhanh hon bat ky uu dé&i gidm gid ndo.

Don th hai — ddt hon — | Consistency (Cialdini, Influence 1984).
Hanh vi tim cGa chi dé& 1&d mdt cam két ngdm véi chinh chi: "tdi thich
cdindy". Khi ban nhdc lai hanh vi dé, chi bi budc phdi nhét qudn véi
chinh minh — tic I& dich tim thanh hanh déng cu thé haon. Cdi "chi
tim thdi ma" trong ddu chij vira ndng 18n thanh "d minh ¢é quan tém
that".



KHI DUNG — KICH BAN CHAT MAU

Ap dung khi khdch dé tuong tdc nhiéu 1an véi shop qua like/tim/
share nhung chua inbox chd déng. Xem lich sl tuong tdc trong tab
thong bdo fanpage, hodc dung cong cu nhu Zalo OA/Manychat.

Ban (chi déng): Chi 6i, em thdy chi hay tim mdy bai do
croptop tudn nay. Cé mau chi dang tinh ldy khéng, em check
kho luén cho a. Khdch: hi dang phan van giita méu croptop
trdng va cdi do hoodie xam bén e Ban:** Da hai mdu nay khdc
ki€u 1dm chi. Croptop trdng danh di ca phé chiéu, hoodie xdm
danh & nha lanh. Chi dinh méc dip ndo dé em tu vén?

DPlng ép chi chét ngay. Sau khi chi bung dugc ra "dang phén van”,
chi d& ndi "yes" ngdm — cdng viéc con lai chi la gitp chi chon.

BAI HOC PUC KET

Moi ldn khach bam tim la mét 18i néi "quan tam”
thdm — nhdc lai 16i d6, ban bién né thanh cudc
chat mua.

* Nhdc lai hanh vi chi dé lam (tim, share) kich hoat Consistency
(Cialdini 1984) — chi bi budc nhét qudn v8i cam két ngdm ban
dau.

 Ca&m gidc "shop ndy d€ y minh" gidm phong thé manh hon uu
ddi gidm gid (Pre-Suasion, Cialdini 2016).

* Sau khi chi néi ra su phan van, chi dd ngém "yes" — diing ép
chét, hay giup chon.




Cau sau: khi ban mudn chi me bim bung ngay ra véin dé clia bé ma
khéng phadi qua vong "tu véin dai” — cé mot cdu bdc cdu cu thé
bdng persona.



Cau 5 — "Hi chi, em vira nhan don
cua1chiy hét chl (be 3 tu0| hay
ho vé dem) Chl c6 gdp gidng vay
khong a?”

T6i thir Ba. Zalo bdo tin tir 1 chi me tré. Chij inbox moi 1 cau: "bén e
siro ho con ko". Khong kém tén bé, khong kém tudi, khong kém triéu
chiing. Ban cé thé trd I18i "Da con a chi. 320k/lo." — va chi sé "dé
em nghi” di luén. Hodc ban d&i cau.

"Hi chi, em vira nhan don cita 1 chi y hét chi (bé 3 tudi, hay ho vé
dém). Chi c6 gdp giéng vay khong a?”

Vi SAO WORK

Cdu ndy dn hai don. Bon mét 1a Availability heuristic — Daniel
Kahneman trong Thinking, Fast and Slow (2011). Ndo ngugi tin cdi
gi dé hinh dung la phé bién. Khi ban ké& "1 chi y hét chi, bé 3 tudi,
hay ho vé dém", chi me doc thay hinh dnh ré nhu thay chi bén canh
minh. Cam gidc "4, khéng phai minh dang lo h&o" nhe di trong dau
chingay Iap tuc.

Don hai la Unity — Cialdini bé sung vao 7 nguyén ly anh hudng nédm
2016. "Y hét chi" khéng chi la social proof; dé la cdm gidc "clung
phe". Trong ngdinh me&bé, my phdm, stic khoé, cédm gidc nay quan
trong hon gid bdn. Chi me khéng mua siro ré nhdt — chi mua siro
clia shop hiéu chij nhét.



K&t qua: chi chua chét don ngay, nhung chj bét ddu KE. Tinh trang
bé. Da thir gi. SS gi. Mdi cau chij ké Id mot manh théng tin cho ban
tu véin chinh xdc — va chét dung goi, dung liéu.

KHI DUNG — KICH BAN CHAT MAU

Ap dung cho nganh cé persona khdch ré: me&bé, siic khoé, my
phdm. Piéu kién bét budc: ban that su cé 1khdch vira mua gidng —
khéng bia. Chi tiét chon phdi ding that (tudi bé, triéu ching, sé lo
mua), vi chi c6 thé hdi sdu "chi Hang dé cé mua thém khong?”.

Khdach: bén e siro ho con ko Ban: Hi chi, em vira nhén don clia
1chiy hét chi (bé 3 tudi, hay ho vé dém). Chi cé gdp gidng
vdy khéng a? Khdch: y luén chi. bé nha em 2t ruai ho tir tuan
trudc, dém nao ciing khéc. Ban:** Chj Hang bén em ké y chi
ludn. Chi Hang ldy 2 lo diing 5 ngay la bé d& hén. Em ggiy chi
ldy combo 2 lg, hodic chi ldy 1lo thir 3 ngdy réi bdo em a. Chi

chon cdach nao?

Chi vlra dugc thdy chinh minh trong 1 khdch khéc, dugc cho gidi
phdp cu thé, va dugc cho 2 lua chon — khéng cé chd cho "dé em
suy nghi" vi chi dé& ngdm "téi giéng chi Hang" tir phat thit hai.



BAI HOC PUC KET

K& mot khach cu thé (khong phai "nhiéu khach”)
bién gid cta ban thanh hién nhién trong ddu chi —
trudc khi ban bao gia.

* Availability heuristic (Kahneman 2011): ndo khdch tin cdi DE
hinh dung I& phé bién — 1 chj Haing cu thé thuyét phuc hon
"nhiéu me bim".

* Pling bia. Chi tiét chi ké phai khdp khdch that, vi chi cé thé hoi
lgi sGu va ban phdi tré 16i dugc.

* Cau nay chi dp dung nganh cé persona ré (me&bé, my phdm,

stic khoé) — khong dp dung nganh persona rong (hoodie
unisex, dé &n vat).

Cau sau: khi ban muén kéo ti€p moét khdch chi méi comment "gid”
dudi post — thay vi trd I18i con s& v6 hén, cé mot cach chuyén
comment thanh inbox.



Céiu 6 — "Chao chi, em thay chi
comment 'gia@’ bai do trang Em gui
bang gia + combo thdang nay chi
coi giup em nhé?”

Bdy gid tdi. Post do trdng ban d&ng chiéu nay dé cé 30 comment.
Da sé la "gid?”, "ib e", "bao nhiéu shop?". Dot trudc ban reply hét
bdng "Da 490k a" — 30 cédu reply, chét dugc 4 khdch. Con 26
ngudi doc con s& xong bam tim reply réi thodt. Con s6 khéng du.
Con s6 can céu chao dikém.

"Chao chi, em thdy chi comment 'gid’ bai do trdng. Em giti bang
gia + combo thang nay chi coi gitip em nhé?”

Vi SAO WORK

Don déu la Consistency (Cialdini, Influence 1984). Chi d& bam tay
comment "gid" — dé la mot cam két ngdm, du nhd. Khi ban nhéc lai
hanh vi dé ("em thdy chi comment 'gid™), chi bi buéc phai nhat
qudn v3&i hanh vi ban déu clia minh — tic 1a tiép tuc cudc chat,
khong thé Idng 1& thodt ra.

Don hai 1& Reciprocity nhe — ban dé nghi GUI cho chi hai thua
(ba&ng gid + combo), chi chua can cam két gi. Day l& "cho trudc,
xin sau” — Robert Cialdini xép Reciprocity 8 dau 7 nguyén ly vi né
manh nhét. Cdi combo thdng ndy I& mén "qud nhd" ddu tién, bam
clfa nhe dé chi ma inbox.



Khéng trd I8i gid céng khai. Bdng cdch chuyén chi tif comment
sang inbox riéng, ban ciing trdnh dudc vu shop déi thi quét
comment va chét trudc.

KHI DUNG — KICH BAN CHAT MAU

Ap dung follow-up comment &n gid dudi post FB / Shopee / TikTok
Shop. Nén nhdn Messenger riéng, khéng trd I8i cdng khai.

Khdach (comment dudi post): gia? Ban (inbox riéng): Chao
chi, em thdy chi comment "gia” bai do trdng. Em giti bang gia
+ combo thang nay chi coi giup em nhé? Khach: ok chi Ban:**
Da do trdng chi hdi gid 18 490k, combo 2 do 890k tiét kiém
90k, combo 3 do 1.2 triéu tiét kiém 270k. Chi cao khodng bao
nhiéu d€ em check size chudn a?

Chi d& déng y xem — d& ngdm "yes" mot budc. Ban bdo gid kém
combo va ludn kéo tiép cau chuyén bdng cau hdi size. Khdng dirng
lai & con sé.



BAI HOC PUC KET

"w__e s

Comment "gia?” cia khach la canh cira hé mé -
reply con s cdng khai la ban déng cita hd shop
déi tha.

* Nhdc lai hanh vi comment kich hoat Consistency (Cialdini
1984) — chi bi budéc nhét qudn v8i cam két ngdm ban dau.

* Pé nghj glri bang gid + combo (khéng dai chi xin) 1&
Reciprocity — Cialdini xép ddu 7 nguyén ly vi manh nhét.

* Chuyén tir comment sang inbox riéng chdin shop ddi thi quét
comment v& chdt trude ban.

Céu sau: khi ban muén khdch biét minh cé thé phan héi trong bao
ldu — trudc ca khi ho inbox — cé mot céu bio ngdn gilp trust cao
ngay tu dau.



Cau 7 — "Chi inbox em nhé, em
online tGi 22h — em phan h0| trong
3 phiit. Chi can gi em chudan bi san
cho a?”

Chi me bim quyét dinh déu tu 500k mua kem tri rébm cho con. Chi
Ién Messenger tim 3 shop dugc ban gidi thiéu. Shop A: chua reply
gi trong danh sdch chat, chi cé anh cover. Shop B: dd reply chi Vy
4 tiéng trudc, chua reply chi Héing 20 phut trudc. Shop C: bio ghi
rd "Online t&i 22h, phan héi trong 3 phdt”. Chi bdm shop ndo trudc?

Ban can shop C 1& ban.

"Chi inbox em nhé, em online t8i 22h — em phdn héi trong 3 phiit.
Chi cdn gi em chudn bi san cho a?”

Vi SAO WORK

Cau nay khéng dung khi chat — né dung & BIO Zalo, dnh cover
fanpage, status Messenger, dong ddu trang shop. Né bdn "khé
ndng phdan héi" trudc cé khi khdch hdi bat ci diéu gi.

Meta Foresight SEA Commerce Report 2024 cho mét con sé ddéng:
90% khdch online ky vong shop phan héi trong dudi 10 phut; ngodi
1tiéng, ty I& chuyén ddi gidm qud nita. Trong ddu chi me dang chon
shop, "khd ndng phdn héi nhanh” xép thir hang gan bdng "gid" va
trén "review". Nhung 99% shop khong ndi con s6 cu thé — ho ghi
"phén héi nhanh” (chi ndo tin), hodc khéng ghi gi.



Cum "chudn bi sdn cho a" ciing d&t: dé 1& pre-suasion (Cialdini
2016) — ban ngdm htta véi chi réing khi chi inbox, chi sé dudc dén
chdg, khéng phai chd. Chi chua gd tin d& cdm thdy cé ngudi ngbi
bén kia sdn sang.

KHI DUNG — KICH BAN CHAT MAU

Ddt cau nay &: bio Zalo OA, dong mé td Messenger, dong "Gidi
thiéu" fanpage, hodc dong dau bai pin trén tudng.

Khi chi inbox that, cau tiép ban gé phai giii 18i hira "3 phat”:

Khach (inbox 21h45): shop di bén e con kem tri rém ko Ban
(21h47 — 2 phat sau):** Chao chi, em Tram né. Vira doc tin
chi. Kem tri rém bén em con cd 3 loai — logi diu cho bé dudi 6
thdng, loai thudng cho bé 1-3 tudi, loqi cé sdp ong cho bé da
nirt né. Bé nha chi bao nhiéu thang va da bé dang bi déau a?

Cdi déng: néu ban ghi bio "phan héi 3 phat” ma reply sau 15 pht,
ban phd v& 18i hita v& mat trust vinh vién. Chi ghi néu ban cé nhan
su truc that.



BAI HOC PUC KET
Trudc khi ban go cau chét ddu tién, khach da doc
cdi bio cia ban — cai bio ghi dugc con sé thang
cai bio ghi "phén hai nhanh”.
* 90% khdch ky vong phan héi <10 phut; ngodi 1tiéng ty 1& chot
gidm hon nlta (Meta Foresight SEA 2024).
* Con s6 cu thé ("3 phit") thdng 16i hita ma hé (“phan héi nhanh”)
vi khdch do dugc.
» Cum "chudn bj sé&n cho a" I& pre-suasion (Cialdini 2016) — chi
chua gé tin d& thdy c6 ngudi ngdi chd.
e Chi ghi con s6 néu ban c6 nhan su truc that — phd v& 18i hia la
maét trust vinh vién.

Céu sau: khi khdch dang ban va ban cdn rat ngdn thdi gian tu vén
— c6 mdt cdu mad dau "hdp dong thai gian” ngdn gon.



Céau 8 — "Chi chao em, em Linh —
em xi don ca t0| Chi co 30 giay

em héi 2 cau dé giii ding thi chi

can dugc khdéng a?"

Chi céng s8, 9 gi& t6i, viia cho con ngu. Pién thoai [én 12%. Chi m&
Zalo, nhdn 4 shop cung lic dé gom option mua bé hoa sinh nhat
me. Chi khéng cé thgi gian doc ddi. Khédng cé thdi gian bam gui
anh. Khéng cé thsi gian cho mét cudc chat 15 phit. Néu ban khéng
k&t thic nhanh, chi s& chét shop ndo trd I18i gon nhét — khéng phai
shop ndo c6 boé hoa dep nhat.

"Chi chéo em, em Linh — em x{r don ca téi. Chi c6 30 gidy em hdi
2 cau dé giri ding thit chi cdn dudc khéng a?”

Vi SAO WORK

Day la bién thé clia Up-front Contract — David Sandler trong You
Can't Teach a Kid to Ride a Bike at a Seminar (1995). Sandler day
cdc sales chuyén nghiép: trudc khi bét dau bdn, hdy chét ky vong
cla cudc gdp. "Em xin phép 15 phit — cudi cudc chi quyét mua
ho&c quyét khéng mua, khédng cé ‘em suy nghi”. Nghe hoi hiéu
chién vdi offline, nhung adapt sang inbox online 1& céu chinh ban
can: "30 gidy, 2 céu, gli ding thi chi can.”

Ba mdnh trong 1 cdu. Xung danh cu thé ("em Linh") — Liking
(Cialdini). Cam két th&i gian nhé ("30 gidy, 2 céu”) — foot-in-the-
door (Freedman & Fraser 1966): xin cam két nhd, cam két I6n dé
theo. Nghién cttu goc cho thdy 76% ngudi déng v ddn bang 16n &



s@n nha sau khi dd déng y ddn bién nhd truéc dé — so véi 17%
khéng dong y gi trudc. L&i hira outcome ("gli ding thi chi can”) —
chi thay dudc két qud cu thé, khong phdi "chi chd shop tu van g

KHI DUNG — KICH BAN CHAT MAU

Ap dung khi khdch cé ddu hiéu ban: nhdn ngén, nhén cudi ngay,
nhdn gid nghi trua, nhdn thdi d6 "cho hdi nhanh”.

Khach: hi shop bén e c6 bé hoa sinh nhat gia 500k ko Ban:
Chi chdo em, em Linh — em xit don ca t8i. Chi c6 30 gidy em
héi 2 cau dé gii dung thit chi can dudc khong a? Khdach: ok
em Ban:** Da 2 cdu nay: (1) chi tdng me hay tdng ban a? (2)
chi muén hoa tone héng phdn nhe hay tone ruc rd a? Xong em
gti chi 3 mau 500k phu hdp nhdt trong 2 phat.

Ding nhu em dé hia. Ding 2 céu. Ding 2 phut. Chi chét tai chd
hodc di shop khdc — nhung chi khéng di vi ban 1é thé.



BAI HOC PUC KET

Véi khach ban, thai gian dat hon tién — hira xong
30 gidy, giif ding 30 gidy, la cach ban théng shop
co6 hoa dep hon.

* Up-front Contract (Sandler 1995) — chét ky vong cudc chat
trudce khi bdn la ky thudt cla sales chuyén nghiép.

* Foot-in-the-door (Freedman & Fraser 1966): "30 gidy, 2 cau”
l& cam két nhd, gitip m3 dudng t&i cam két I6n (mua) vdi ty 1é
76% vs 17%.

* Gilr dung I6i hira 30 gidy quan trong han cdi gi ban bdn — vi
pham la mat niém tin, khéng gianh lai dugc.

Nhém 1 khép & dday. Tur chao phd bdng, ban dua khdch vao clra.
Nhung vdo clra xong thi [dm gi? Chuong sau: khai thdc nhu cau —
cdch moi ra cdi chi THAT SU dang tim, khong phai cdi chi nghi
minh dang tim.
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KHAI THAC NHU CAU



C6é mdt sai ldm phd bién cla chd shop mdéi. Khdch vira néi "chi
dang tim kem tri mun’, shop bay ngay vdo ché dé tu van. Gui 5
hinh. Ghi 3 thanh phan. Bdo 2 mrc gid. Rat nhiét tinh.

Va chi doc xong, thodt.

Vi ban da trd I8i mot cdu chi chua hdi that. "Chi dang tim kem tri
mun" khéng phdi nhu cau — d6 I& mat nudc. Bén dudi con ca tdng
bdng: chi bi mun ti khi ndo, chi da thir gi, sq gi, ddn do gi, cé seo
cli chua, cé da nhay cdm khéng. Néu ban tu van kem trudc khi biét
tang bdéng, kem cla ban nghe giéng hét 10 shop khdc. Chi khéng
phdn biét dugc, nén chi so gid. Va ban thua vi ly do sai — ban
tudng chi ché gid, that ra chi ché ban chua hiéu chi.

Tdm cdu dudi day la bd khoan tdng bdng. C6 céu cla Neil
Rackham (SPIN Selling 1988), cé céu cla David Sandler (Pain
Funnel 1995), cé cau tbi thdy chd shop gidi Viét Nam dung suét.
Mbi cau budc chi néi ra mét manh — va dén cau thir tu, chi dé
ngam chét trong ddu ld mua bén ban. Ban chua cén bdo gid.

B4t dau.



Cau 9 — "Chi danq dung bén nao
r0| a? Chi thdy diém nao chua ung
dé em khéng IGp lai loi d6.”

Chi inbox lan ddu t8i thir SAu: "bén e cé sita rira mdt cho da nhay
cdm ko". Chi d& dung it nhdt mot sdn phdm da nhay cdm trudc day
— khéng ai béng dung di tim sira rira m&t da nhay cdm mé chua
ting bi. C6 sé&n phdm cii. Cé ndi dau cii. Cé ly do chi dang tim cdi
mai. Néu ban gé ludén "Da cé a, bén em cé sdn phdm X 450k" — ban
dé bd qua tat cd cdi dé.

"Chi dang diing bén néo réi a? Chi thdy diém nao chua ung dé
em khéng lap lai 16i d6.”

Vi SAO WORK

Pay & budc dau cta SPIN Selling — Neil Rackham nghién ctu
35.000 cudc bdn hang va xudt ban 1988. Rackham chiing minh:
cdc cudéc bdan hang thanh céng cao cé ty 1é cdu hoi Situation +
Problem cao hon hdn cudc bdn hang théat bai. Cau "chi dang ding
bén ndo" l& cau Situation — thu thap béi canh. Cau "diém ndo chua
ung dé em khong 1dp 1ai 16i" 1 céu Problem — moi ra vdn dé cu thé.

Nhung ddng nhdt l&d cum "dé em khéng Idp lai 16i d6". D6 khong
phdi cGu bdn. La céu VE PHIA chi. Chi vlra dugc cho tin hiéu: shop
ndy quan tadm viéc minh khéng bi dau lan nita, khéng quan tam bdn
cho xong. Trong nganh ndo ciing vy — chdm séc da, thuc phdm
chiic néng, quan do — cum nay gidm phong thd chi manh hon cé uu
dai gidm gid.



KHI DUNG — KICH BAN CHAT MAU

Ap dung khi khdch héi s@n phdm thay thé — my phdm, sifa, quan
do mdc thudng xuyén, dé ding cd nhan. Khéng dung khi khdch
mua moén mdi lan dau (VD tdng quad).

Khdach: bén e c6 sita rira mét cho da nhay cdm ko Ban: Da cé
chi. Truéc em tu véin — chi dang dung bén ndo réi a? Chi thay
diém ndo chua ung dé em khong Iéip lai 16i dé. Khdch: minh
dung sita rida mat bén A, mua & drugstore, ding 3 thang van
khé da va cham chich khi tdy trang. Ban:** Da em hiéu vdn dé
chi. Sita rira mdt drugstore hay dung surfactant SLS/SLES ré,
lam sach manh nhung kéo da khd. Bén em c6 2 dong thay thé
— dong khéng SLS cho da khé-nhay cdm, dong cream
cleanser cho da khé néing. Em gti chi info 2 dong dé chi so
nhé.

Chi vlra dugc tu véin nhu mét ngudi cé nghé — khéng phdi mét shop
bdn hang. T cu ndy trd di, ban d& cé déc quyén tu véin — chj sé
héi shop khdc nhung luén quay lagi so vai ban.



BAI HOC PUC KET

Cadu tu van thir nhét ciia ban quyét dinh vi thé claa
ban suét cudéc chat — ban hang hay cé nghé.

* SPIN Selling (Rackham 1988) chirng minh: cuéc bdn thanh

cOng co ty |é cau Situation + Problem cao han. Héi trudc, bdn
sau.

» Cum "dé em khong Idp lai 16i" [& cau VE PHIA chi — gidm phong
thd manh hon uu d@i gidm gid.

e Sau khi chi ké s&n phdm cii va diém khéng ung, ban cé déc
quyén tu van — chi ludn quay lai so véi ban.

Cau sau: khi chi trd I8i "chua hai long” ma khéng rd vi sao — c6 mot
cau duy nhat budc chi mé ra chi tiét dén tiing gidc quan.



Cau 10 — "Chi mé ta ky hon gitp
em phéan chi chua hai long dudc
khong a?”

Chi comment dudi post do len cla ban: "do len dgt trudc em mua
bén khdc dung 1 1an da xu, khéng biét bén chi cé bi vay khéng'.
Cau chij viét ngdn — chi cé "xu" va "11an" 1 chi tiét. Ban cé thé tré
IGi "Da bén em len 100% cotton khéng xu @" — nhung cdu dé chua
moi dudc gi. Can thém 1 cau dé chi mé td séu hon — vi "xU" cla chi
c6 thé la peeling nhe hodc pilling toan than. Hai loai xu khéc nhau,
cdn 2 logi s&n phdm khdc nhau.

"Chi md ta ky hon giup em phén chi chua hai long duge khéng a?”

Vi SAO WORK

Day la cau s6 1trong Sandler Pain Funnel — 8 céu ddo sau ndi dau
khdch cta David Sandler (You Can't Teach a Kid to Ride a Bike at a
Seminar, 1995). Sandler day: khi khdch néi "chua hai long”, "hoi lo”,
"sg", "khong chéc" — dé la mic bé mdt. N&o ngudi cé xu hudng ndi
téng qudt dé khong phdi gidi thich dai. Cau "md td ki hon" budc
chi chuyén tir System 1(nhanh, cdm xtc) sang System 2 (cham, chi
tiét) — Kahneman Thinking, Fast and Slow (2011). System 2 kich
hoat ciing cé nghia ndi dau dugc kich Iai trong dau chi — chj nhé
lgi rd cdi do cii bi xU ra sao, s& vai cdm gidc thé ndo, cdi ngdy chi
dinh mdc ma khéng mdc dudgc.



Khi néi dau d& song lai dd chi tiét, chi sdn sang ddu tu tién dé
khéng bi lai. Ban bdo gid cao hon shop khdc 15% — chi khong so,
chi chi hoi "do bén chi c6 bdo hanh khong".

KHI DUNG — KICH BAN CHAT MAU

Ap dung bat ctt khi ndo khdch néi van dé béing tir téng qudt: "chua
hai long", "hai lo”, "khéng chdc”, "sg", "chua ung"”, "khéng hop".

Khéch: do len dgt truéc em mua bén khéc dung 11éan da xu,
khéng biét bén chi cé bi vély khéng Ban: Chi mé té ky hon giup
em phan chi chua hai long duge khéng a? Khdch: irm, dgt dé
@o minh mdc 11an réi gidit mdy. Ldy ra thdy ndi ca nhifng cuc
len bé bé xung quanh vai va ndch. S& vao ngira, phdi cét bdng
kéo. Ao méi toanh ma nhin nhu do cii 2 ném. Ban:** Da em
hiéu réi. Chi vira md ta ding cdi pilling nding do len chét pha
polyester ré. Bén em len merino Uc pha 20% cashmere, khéng
c6 polyester — em c6 3 mau chi coi, kém bdo hanh 6 thang
khéng pilling, khéng hdp em déi.

Céu chi mo td cang dai, chi cang bdn cho chinh minh. Ban khong
cdan thuyét phuc. Chi can héi ding cau dé chj tu noéi.



BAI HOC PUC KET

Khi khach néi "chua hai long”, ditng vdi gidi quyét

i
— héy hdi thém dé chi mé ta dén tirng chi tiét cu
thé.

« Sandler Pain Funnel céu 1 (Sandler 1995): "Tell me more" —
budc khdch chuyén tir téng qudt sang chi tiét.

e Chi tiét kich hoat System 2 (Kahneman 2011) — nbi dau séng
lgi trong ddu chi, chi s&n sang trd gid cao dé khang bi lai.

e Chi cang mo6 td dai, chi cang bdn cho chinh chi — ban khéng
can thuyét phuc thém.

Céu sau: khi ban muén biét chi déa cé gdng gidi quyét nhung that
bai bao 16u — c6 mot cau bude chi nhé lai chudi that bai cii, va
dinh gid lai ky vong v&io sadn phdm mdi.



Cau 11 — "Chi da thir cach gi dé
gidi quyét vu nay chua? Cach dé
work khéng a?”

Chi inbox: "cho hdi bén em cé kem chéng ran da bung sau sinh
khoéng". Chi d& cé bé — cé thé vai tuan, cé thé 2 ndm. Chi dang tim
kem cé nghia cdi chi dang dung chua work, hodc chi dd dung
nhiéu thi ma déu that bai. Cén biét chi d& 3 ndc ndo cla hanh
trinh. Nac "mdi sinh, chua biét mua gi" khdc hodn todn néc "dé thi
4 loqi, that bai hét". Cau tu van cho 2 ndc phai khdc nhau.

"Chi da thir cach gi dé giai quyét vu nay chua? Cach dé work
khéng a?”

Vi SAO WORK

Pay & cdu sé 4-5 cla Sandler Pain Funnel (Sandler 1995) — sau
khi khdch néi van dé vaimé td, céu tiép theo la "dé thir gi réi” va "céd
work khong". Céau nay lam 3 viéc cung luc.

Mo6t: dinh vi chi trong hanh trinh. Chi méi bét ddu tim hay d& thir 10
shop — ban cdn biét d€ tu van khdc nhau.

Hai: kich hoat loss aversion (Kahneman & Tversky 1979). Chi nhé
lgi tirng 1éin dé& trd tién ma khéng cé két qud — cdi dau mat tién +
dau da khéng cdi thién. N6i dau kép ndy lam chi s@n sang tréd cao
hon cho sdn phdm cé bdo hanh, khéng phdi sén phdm ré nhdt.

Ba: xdy trust bdng cau hdi "thdt bai". Cau "cdch dé work khéng"
cho chi cam gidc dudc Idng nghe khong phdn xét. Chi khéng can



bdo chifa vi sao trudc do thdt bai — chij chi ké. Cang ké cang than
v@i shop.

KHI DUNG — KICH BAN CHAT MAU

Ap dung cho vén dé mén tinh: chdm séc da, téc, cdn nding, stc
kho&, tén kho (chtd shop), quén ly thai gian, & don.

Khdch: cho héi bén em c6 kem chéng ran da bung sau sinh
khéng Ban: Da c6 chi. Trudc em tu vdn — chi déa thircach gi
dé gidi quyét vu nay chua? Cach dé work khéng a? Khach: ir
minh thir 3 loqi réi. Loai déu bdi 2 thang khéng thdy gi. Loai 2
nghe review tdt mua vé nhung hgi rat. Loai 3 mua & TikTok
Shop 200k nghe ré, dung 1 tuén da bé vi mui ky. Ban:** Chi da
thdt bai 3 1dn, tdng von khodng 600k phéi khéng a. Em khéng
muén chi bi lan 4. Bén em cé 1dong vitamin E + collagen thuy
phan, gid 380k/hép — kém cam két: diing 1thdng khdéng thdy
da cdng hon, em hoan 100% khéng héi ly do. 3 shop truéc béo
hanh thé nao chi?

Chi vlra dugc ban tinh hé 600k dd mat + hdi bdo hanh 3 shop trudc
(khéng shop ndio c6). Chi hiéu: bén ban I& shop ddu tién chinén thi
v3i bdo hanh that. Chi chét 380k khéng do du.



BAI HOC PUC KET

Chi da thét bai cang nhiéu lan truéc ban, chi cang
sdn sang tra gid cao dé khong bi lan nita — héi cho
ra con s dé.

e Sandler Pain Funnel cGu 4-5 (Sandler 1995): "dé thi gi? work
khong?" — 3 viéc clung luc: dinh vi hanh trinh, kich hoat loss
aversion, xdy trust khéong phdn xét.

* Nhéc lai s& tién chi da mat (600k qua 3 shop) lam chi dinh gid
lai — s&n phdm 380k clia ban nhin ré hon, va c6 bdo hanh that.

* Cau "3 shop trudc bdo hanh thé ndo” & céu chét ngdm — chi
nhdn ra bén ban 1 shop ddu tién cé bdo hanh that.

Cau sau: khi chi d& dau di nhung chua gdp — c6 mét cdu budc chi
tinh cdi gid cla viéc chan chirthém 3-6 thang nira.



Cdau 12 — "Néu tinh trang nay kéo
dai thém 3-6 thang, chi nghi hau
qua sé thé nao?”

Chi vira ké chi tiét tinh trang da mun cta minh. Chi dé& thir nhiéu
thd. Chi mét. Nhung chi van nhdn "dé em nghi tiép mdy hém a".
Trong dau chi, viéc mua kem ndly giéng viéc mua do maéi — cé thi
t6t, khong thi ciing chua cdp. Chi chua thdy hdu qud néu KHONG
mua. Ddy 1& chd ban cdn cdm 1 cau hdi dé chi thdy dugc cdi mét.

"Néu tinh trang nay kéo dai thém 3-6 thang, chi nghi héu qua sé
thé ndo?”

Vi SAO WORK

Dady la budc Implication trong SPIN Selling (Rackham 1988) —
budc quan trong nhat va it shop biét dung. Rackham chirng minh:
cudc bdn hang I16n thdng khi ty 1& cdu Implication cao — khéng
phai khi salesman néi nhiéu vé sdn phdm. B3i vi cdu Implication
budc khdch tu tinh cdi mat — khéng phdi ban ké cho ho nghe.

K&t hgp v8i Loss Aversion (Kahneman & Tversky Prospect Theory
1979): ndi dau mdat manh gdp ~2 lan niém vui dugc. Chi nghe "3-6
thdng nifa” — chij bdt ddu vé ra: mun con 3 dé, cé thé dé lai seo,
ddm cudi em ho thdng 3, dnh cudi cla minh day filter... Cdi mat
trong ddau chj I8n hon cdi sung sudng "sach da” nhiéu. Chij chét.

Con s6 "3-6 thdng" quan trong. Khéng "vai thdng nita” mao hé,
khéng "1 n&m nita" qud xa. Trung han — dG gén dé chi hinh dung
dugc sukién cu thé sé dén trong khodng dé.



KHI DUNG — KICH BAN CHAT MAU

Ap dung khi khdch dé ké van dé chi tiét nhung chan chir chét —
van dé man tinh khéng de doa tirc thi (da, téc, can ndng, téon kho,
& don).

Khdch: irm bén chi nghe dugc ddy, dé em nghi tiép mdy hom a
Ban: Da em khéng ép chi. Em chi héi that cdu nay — néu tinh
trang mun hién tai kéo dai thém 3-6 thang, chi nghi hdu qua
sé thé nao? Khach: ir chdc d€ lai seo... véi sdp c6 cdi dam
cudi em ho thdng 3 nira, ky IGm. Ban:** Vay chi con 4 thang
dé lam da d& di. Dung dong vitamin C bén em, dong phu hgp
cho da mun nhe + dang cai thién — két qua ré trong 6-8 tuan.
Chi chét hom nay dé bat ddu tudn nay, hay dgi thém 2 tudn
cho gén sat ngay a?

Cau ban chét cudi I cau alternative close (Zaid) — cho chi 2 lua
chon déu 1 "mua’, khéng cho lua chon "dé suy nghi” nira.



BAI HOC PUC KET

Khdach chua chét khéng phai vi khéng dau — ho
chua thdy cdi méat néu KHONG chét. Cau
Implication budc ho tu tinh.

* SPIN Implication (Rackham 1988): cudc bdn 18n théng nhd ty &
céu Implication cao — budc khdch tu vé ra cdi mét, khéng phai
ban ké.

* Loss aversion (Kahneman & Tversky 1979): ndi dau méat manh
gdp 2 lan niém vui duge — chinghe "3-6 thang nita" 1& chi dau
ngay.

* Con s6 "3-6 thang" quan trong — dt gan dé chi hinh dung su
kién cu thé (ddm cudi, tét, sinh nhat, mua he).

Cau sau: sau khi chi da tinh dugc cdi mat, budc tiép Ia budc chi tu
néi ra cdi dugc — dé chi chdt cho chinh chi, khéng phai cho ban.



Cdau 13 — "Néu giai quyét dudc vu
nay ngay thang nay, chi sé dung
thai gian do cho viéc gi a?”

Chi me bim inbox t&i muén: "cho hdi bén e c6 combo sita va té cho
bé khong". Chi bén, chi mét, chi dang 6m bé ngl. Chi mua sita va
t& online vi khéng di shop dugc. Néu ban tu van nhanh + géi combo
cho chi, chi chét lién. Nhung néu ban mudn chi chét combo 18n (dU
2-3 thdng) thay vi combo nhd (1 thdng), ban can budc chi tu ndira
Igi ich cta viéc khéng phai dat lai méi thang.

"Néu gidi quyét dugc vu ndy ngay thdang nay, chi sé ding thgi
gian dé cho viéc gi a?”

Vi SAO WORK

Pay |& budc Need-Payoff — budc cudi ctia SPIN Selling (Rackham
1988). Sau Situation, Problem, Implication — Need-Payoff budc
khdch tu néi ra Igi ich cu thé ho nhan dudc. Ban khéng néi "combo
3 thdng giup chi d& ddt lai". Ban dé chi tu néi.

Vi sao lagi quan trong chi tu nodi? Robert Cialdini nguyén ly
Commitment & Consistency (Influence 1984): khi ngugi ta tu ndira
mot cam k&t — du nhd, du chi la "néu cé thdi gian, minh sé..." — ho
c6 xu hudng nhat qudn véi cam két d6. Cam két ban ndi hd khéch
khéng dinh. Cam két khdch tu néi dinh vinh vién.

Cdu "dung thdgi gian do6 cho viéc gi" thay vi "chi dudc Igi gi" — quan
trong. N6 chuyén tir mé té trifu tugng (I6i) sang tudng tugng cu thé



(thsi gian dung cho gi). System 2 kich hoat, chi vé ra cu thé — ngl
thém 30 phut, di ca phé véi ban, danh cho bé.

KHI DUNG — KICH BAN CHAT MAU

Ap dung khi ban muén upsell combo I8n, géi dich vu dai han, hodc
g6i premium. Sau khi khdch dd ok chot sdn phdm co ban.

Khach: da bén em c6 combo td cho bé 3-6 thang khong Ban:
Da cé6 chi. Em héi truéc — néu chi khong phai ddt lai ta moi
thdng (mua combo 3 thang 11dn), chi sé dung thai gian dé
cho viéc gi a? Khdch: irm chdc danh cho bé nhiéu han ti. Vai
dd phai nhé dat ta cudi thang vi hay quén. Ban:** Vdy em ggi
y chi ldy combo 3 thang — 12 géi téa + 8 hép sita, tinh ra ré hon
15% mua 18, ship 11an free. Chi 3 thadng d& 3 lan nhé dat, dé 3
Ién tra phi ship. Em cé size S va M — chi ldy size ndo?

Chi vlra néi ra chinh chi dugc gi — danh cho bé, dd nhé dat. Combo
I6n khéng con la "shop bdn d&t hon”. La "chi dudc ding cdi chi vira
noéi minh muén”.



BAI HOC PUC KET

Cam két ban néi hdé khach khéng dinh — cam két
khach tu néi ra thi dinh vinh vién.

* SPIN Need-Payoff (Rackham 1988): budc khdch tu néira lgi
ich — ban khéng ké Igi ich cho ho.

* Commitment & Consistency (Cialdini 1984): khi chi tu n6i "minh
sé dung thdi gian cho bé", chi bi budc nhét qudn véi cam két
ngam doé.

e Céu "dung thgi gian cho viéc gi" tudng tugng cu thé hon "chi
dudc Igi gi" — System 2 kich hoat, chi vé ra ro rang.

Cau sau: khi ban can biét chi dang ding 8 déu trén thang uu tién —
c6 mdt cau ngdn budc chi chdm diém chinh minh.



Cdu 14 — "Trén thang 1-10, viéc
glal quyet cai nay uu tién é muc
nao v@i chi lic nay?”

Chi chi shop online inbox ban tu vén dich vu chay ads: "bén e cé
gdi ads facebook cho shop m§ phdm khong". Chi hai rat chi tiét
trong 20 phuat. Ban tu vén hét. Réi chi im. Khéng rep. Ban khéng
biét chi dang: (a) chét trong ddu, chudn bi nhdn "ok em”, (b) so
sdnh v3&i 2 agency khdc, ho&c (c) mdi hdi cho biét, chua cé tién
chay. Ba trang thdi ndy ban cén 3 cdch xr khdc nhau.

"Trén thang 1-10, viéc gidi quyét cdi nay uvu tién 8 mirc nao véi
chi lic nay?”

Vi SAO WORK

Day la cau isolate priority — thudéc phuong phdp Sandler Selling
(1995), dugc sales professional dung thudng xuyén. Cau nay lam 2
viéc.

M6t: dinh lugng nhiét khdch. Chi chdm 3-4 — chua gép, cén khoét
dau thém. Chéim 5-7 — dang cdan nhdc, cdn social proof + urgency.
Chdm 8-10 — sén sang, chi cdn I&i m&i chdt cudi cling.

Hai: budc chi tu ddnh gid. Chi khéng thé cham 10 réi bdo "dé em
suy nghi tiép" — mau thudn. Chi khéng thé chdm 3 réi bdo "mudn
chét ngay” — mau thudn. Cdi chi chdm sé dinh hinh budc tiép theo
cla cudc chat, va chi s& nhat qudn vdi cdi cham dé (Cialdini
Commitment 1984).



Céu nay ddt vi don gidn. Chi khéng can suy nghi dai dé trd 18i mot
s6. Nhung con s& d6 tiét 16 cho ban tdt cd nhitng gi ban can biét.

KHI DUNG — KICH BAN CHAT MAU

Ap dung khi ban da tu van xong, chi chdn chir chua chét, khéng ré
ly do — ddc biét v8i sén phdm/dich vu gid cao (>1tr) hodic dich vu
B2B.

Ban (sau khi tu véin 20 phut): Chi i, em héi cau nay dé em tu
vdn ding cho chi — trén thang 1 dén 10, viéc gidi quyét vu
chay ads nay uvu tién 8 mirc nao véi chi luc nay? Khach: irm
chdc 6-7. Ban:** Da vdy chi chua cén gdp. Em giri chi bang
ROI ctia 3 shop my phdm bén em d& chay — chi coi khi cé thsi
gian. Néu thdng tgi chi dinh push tdng doanh thu 2x, em c6 goéi
starter 5tr, chay 3 tudn thdy két qud réi mé rong. Chi nhdn em
khi sdn nhé.

Chi chéim 6-7 — chua gdp. Ban khéng ép. Ban gli tai liéu dé chi
doc + ndi khi ndo can thi nhdn. Chi khéng cém gidc bi nhéi. Chi
chét sau 2 tuan khi cé budget — thay vi chét shop khdc vi ban ép
qua.



BAI HOC PUC KET

Cau héi "trén thang 1-10" la céu hdi ré nhat dé dinh
lugng nhiét khach — chi khdong thé chdm bira ma
khong nhat quan.

* Isolate priority (Sandler 1995): chédm 3-4 chua gép, 5-7 dang
cdn nhéc, 8-10 sdn sang — 3 nhiét can 3 cdch xd.

» Cam k&t ngém vai con sé chi cham (Cialdini 1984) — chi khéng
thé cham 10 rdi bdo "dé suy nghi”, khong thé cham 3 réi béo
"chét ngay”.

 CAu nay ddc biét hiéu qud véi san phdm/dich vu gid cao (>1tr)
va dich vu B2B.

Cau sau: khi ban dé biét nhiét chi di cao — nhung lo chi chua phdi
ngudi quyét mdt minh — cé mot cdu kiém tra ai con clng quyét
trudc khi ban dau tu thém thai gian tu van.



Céau 15 — "Ngoadi chi ra, ai con
tham gia quyét dmh vu hay a?”

Chi inbox hdi ban &n 4 chd ngdi cho gia dinh md&i vé nha mdi. San
phdm 4.5 triéu, khong ré. Chi hédi k§ chdt liéu, kich thudc, thsi gian
giao. Ban tu vdn 30 phdt. Chi néi "ok dé em ndi chuyén véi chéng
a". Chéng chi chua tirng vao cudc chat ndy. Ban dé tu van 30 phit
cho ngudi khéng phai quyét dinh cudi cling. Ban can biét diéu nay
tir dau — khéng phai cudi chat.

"Ngodi chi ra, ai con tham gia quyét dinh vu nay a?”

Vi SAO WORK

Dady la Decision Maker Mapping — ky thudt cta Sandler Selling
System (1995), bdt budc ddi véi sdn phdm/dich vu gid cao.
Sandler day: ding tu véin séu cho ai khéng cé quyén quyét. Néu chi
noéi "minh quyét théi" — ban tu van tiép. Néu chindi "cé chéng clng
quyét” — ban cé 2 lua chon.

Lua chon 1: dgi chéng vao chat. "Chi hdi anh nha xem cé tién chat
cling em khoéng, dé em tu vén 11an, khdi chi phdi dién gidi lai." Chi
s& mdi chéng vao — hodc chi s& ndi "thdi minh tu thdo luén réi bdo
em". Trong cd 2 trudng hdp, ban dé pre-empt vu "dé em hoi chdng"
tUr dau.

Lua chon 2: chudn bi chi ldm advocate bdn hé. Ban tu vdn ki vai
chi + gti PDF/&nh dé share cho chéng doc + kich bén 3 cau chj noi
vGi chéng. Chibdn hd ban tai nhd — ban khéng phai tu van 2 lén.



Céu ndy déc biét quan trong vi trdnh 116i kinh dién clia chi shop
mdi: tu van 1 tiéng cho ngudi khdng phdi ngusi quyét, réi mat
khdch vi "dé em hdi X". Sandler udc tinh 30-40% deal that bai vi |5i
nay.

KHI DUNG — KICH BAN CHAT MAU

Ap dung ngay ddu cudc chat véi san phdm/dich vu gid >1 triéu: noi
thdt, dién tr18n, ddu tu, dich vu B2B, san phdm stic khoé dai han.

Khdach: bén e cé ban én 4 chdé mat gé ash gia tdm 4-5tr
khéng Ban: Da cé chi. Em cé 3 mdu tam gia dé. Truéc em tu
vdn ky — ngoai chi ra, ai con tham gia quyét dinh vu nay a?
Em hdi dé tu védn phu hdp, khong mdt thdi gian chi. Khdch: ir
c6 chong minh nira. Anh hay quan tam vu d6 bén va béo hanh.
Ban: Da em hiéu. Vdy em sé tu vén ky vu chdt gé + bdo hanh 5
ném dé chi cé info giti anh nha. Hay tién chi m&i anh vao chat
cung em, em tu van 11an, d& chi phdi dién gidi lai? Khdach: théi
dé minh gtti dnh cho &nh xem trudc, tdi dnh vé minh chat
cung. Ban:** Da tdi chi nhé inbox lai em kém anh nhé nhé. Em
giir 2 mau chi dang thich, khéng bdn cho ai dén hét ngay mai.

Ban vira xin cam két chéng vaio — vira giif chd 24h — vira trdnh vu
chi di chd chéng réi quén. Cau chét 3 dau chat, khédng phai cudi.



BAI HOC PUC KET

V@i sé@n pham >1 triéu, hdi "ai con quyét cuing”
TRUGC khi tu vdn — sau tu van héi la mudn
30-40% deal.

* Decision Maker Mapping (Sandler 1995): 30-40% deal gid cao
that bai vi tu véin nhdm ngudi khéng cé quyén quyét.

* Hdi ai con tham gia ngay déu chat ¢é 2 lua chon: (1) mdi ho
vdio chat cuing, (2) chudn bi khdch lam advocate bdn h tai
nha.

* CAu "em hdi dé tu vdn phu hgp, khdng mdt thdi gian chi” la ly
do t6t — chi khéng cdm thdy bi soi.

Cau sau: cau cudi trong bd khai thdc nhu cau — danh riéng cho chii
shop online. Cé mét cau duy nhat phén biét dugc chi dang bdn
khong cé brand hay dang xdy brand riéng — va cGu dé mé ding
clfa cho ban bdn dich vu hodc sén phdm cdp cao hon.



Cau 16 — "Chi dang dung brand
riéng hay dang ban khong co
brand a?”

Chi chli shop online inbox ban hdi mua si do thun. "Bén em bdn si do
thun cotton 100% khéng, s6 lugng 200 cdi dé lgi." Chi dang bdn
online — c6 thé 1& dropship (bdn khéng kho, khéng brand), cé thé
l& budn lai (mua si chg vé bdn 18), cé thé la brand méi (dang xdy
thuong hiéu riéng, cdn xudng may ding chudn). Ba trang thdi nay
ban cén 3 cdch bdn khdc nhau. Néu ban bdo gid si ngay — ban ¢cé
thé bdn dugc 16 nay, nhung bd 18 cd hdi bdn ding cdi chi can dai
han.

"Chi dang dung brand riéng hay dang ban khong cé brand a?”

Vi SAO WORK

Cau ndy & pre-suasion (Cialdini 2016) tinh t& — budc chij tu phan
loqi chinh chi trudc khi ban bdo gid. Ba trang thai:

Nhém A — dropship/budn lai: chi can gid ré nhét, hang cé sén,
khéng cdn tag riéng, MOQ nhd. Ban bdo bdng gid si chudn, chét
nhanh.

Nhom B — mdi ban online, chua nghi téi brand: chi dang thdm do.
Ban tu véin nhe vu gid + ndi thém "bén em cé gdi tag riéng néu chi
dinh lam brand". Khéng ép, gieo hat.

Nhém C — dang xdy brand riéng: chi can chat tét, may dung form,
tag riéng, cé thé ddt in riéng. Chi sén sang trd cao 15-25% cho



chét lugng thay vi gid ré. Day la khdch ban nén dau tu tu van ky —
ddi han.

Céu héi nay ciing l& bédc cdu ngdm cho ai mudn cross-sell dich vu
xuéng may (nhu HYPO): chi nhém C la target khdch tucng lai cla
dich vu sén xuét riéng. Khéng bdn ngay — chi ghi nhan cho dgt tu
van sau.

KHI DUNG — KICH BAN CHAT MAU

Ap dung khi khdch hdi mua si, hodc chi shop online hdi sé lugng
I&n.

Khdch: bén em bdn si do thun cotton 100% khéng, sé lugng
200 cdi d6 lai Ban: Da bén em c6 si do thun. Truéc em bdo gia
— chi dang dung brand riéng hay dang bdan khéng cé brand
a? Em héi dé tu van ding — brand riéng can chat va tag
riéng, khdc don buén I1é. Khdch: ir minh dang mdi xdy brand
riéng, tén "MinhLan Shop”. Mudn tag riéng, cé thé in logo.
Ban:** Da vy em tu van khdc don buén Ié. Ao cotton 100%
form basic bén em gia si 85k/cai (don 200 cdi). Néu chi muén
tag riéng (in logo c6 + treo tag brand), em kém 15k/cai. Néu
chi muén thém in nguc, em tinh thém 25k. Téng combo brand
ddy da khodng 125k/cdi — em glri bang chi tiét dugc khéng a?

Chi nhédm C nghe gid cao hon shop dropship 40% — nhung chi OK
vi hiéu minh dang tré cho ding cdi minh cdn. Ban vira théng deal +
build dudc relationship v&i brand méi cé thé I16n.



BAI HOC PUC KET

Cung cau héi "mua si”, 3 nhém khach cén 3 cach
ban — héi 1 cau dé chi tu phan loai trudc khi ban
bao gia.
* Pre-suasion (Cialdini 2016): budc chi phdn logi chinh chi
(dropship / mé&i ban / brand riéng) trudc khi ban tu véin — mbi
nhém cén cdch bdn khéc.

e Chi nhém brand riéng sén sang trd cao 15-25% cho chét va
tag riéng — diing bdo gid dropship ré nhat, mat co hoi.

* Céu nay ciing la bdc cdu ngdm cho cross-sell dich vu cdp cao
(xudng may riéng, packaging premium, tu vén brand).

Nhém 2 khép & ddy. Ban da cé bd khoan tdng bdng — ti céu
Situation nhe dén céu Decision Maker Mapping. Nhung biét nhu
cAu chua di dé chét. Chi hiéu chi cdn cdi ndy, nhung chij vén cé
thé chdn chir vi thiéu ly do PHAI mua hém nay. Chucng sau: nghé
thuét dua ly do — ky thudt "vi" cta Ellen Langer (Harvard 1978),
clng 5 cau Reason Why khdc bién "chi dang can nhdc" thanh "chi
chét bay gis".



3

TAO LY DO MUA



Co mdt cdi bdy moi chii shop roi vaio it nhat mét lan. Khdch ché hoi
cao, ban gidm 50k. Khdch vén "dé em nghi". Ban gidm thém 30k.
Khdch doc rdi thodt. Ban vira cho di 80k Igi nhuén ma khéng ddi
dudc gi — vi ban tudng khdch cén gid thdp hon.

Khdch khéng cdn gid thdp hon. Khdch cdn mét LY DO.

Ndm 1978, nha tdm ly hoc Ellen Langer (Harvard) lam mot thi
nghiém nhd & mdy photocopy thu vién. Ngudi xép hang xin chen
|én copy trudc. Khi ho chi ndéi "cho t6i copy trudc dugc khong’,
60% ngudi déng y. Khi ho thém ba chit "vi t6i dang véi’, con s6
nhdy Ién 94%. Bdng hon: ké cd khi ly do rdng tuéch — "vi téi cdn
copy” (ai xép hang ma chdng cén copy) — ty 1& déng y van gdn nhu
vay. N&o ngudi nghe chit "vi" 1 gan nhu tu déng gat.

Nhung ban khéong bdn hang cho cdi mdy photocopy. Ban bdn cho
mdt chi & ma ba tab so gid. Véi chi, "vi" réng khéng di — chi can
mot ly do THAT: vi ty gid tdng, vi hang con ba cdi, vi thdng sau ban
vao mua khdng tu vén ky dugc. Chir "vi" mé cla, ly do théat gilr
khdch & lgi sau khi clra mé.

Sdu cdu dudi day 1a sdu chir "vi' — mdi cau gén mét ly do that dé
khdch chét HOM NAY thay vi thdng sau. Khdng cdu ndo ép. Mai
cau chi trd I8i cdi cau hdi tham I&ing trong déu chi: "tai sao 1& bay
gig?”

B4t ddu.



Céau 17 — "Chi chét hém nay di vi
emcon3 suat gla cii trong thang
mai Io mdéi vé gida tang 15% do ty
gia.”

B&n gi& chiéu. Chiinbox Zalo hdi cdi ndi chién khéng dau ban ddng
hém qua. Chi hdi dung tich, hdi cdng sudt, hdi bdo hanh — héi ky
nhu ngudi sép mua that. Ri téi khic quyét dinh, chi gé: "dé em coi
lai xiu @". Ban biét "coi lai xiu" I& gi — chi m& ba tab shop khdc, réi
quén ban t&i cudi tuan. Chi khong thiéu théng tin. Chi thiéu mét ly
do dé chét CHIEU NAY.

"Chi chét hém nay di vi em con 3 sudt gia cii trong thang, mai 16
mdi vé gia tdng 15% do ty gia.”

Vi SAO WORK

Cd& cdu nay xoay quanh mét chir: "vi". Ellen Langer (Harvard, nghién
cliu mdy photocopy 1978) chiling minh chi "vi" ddy ty 1& déng y tu
60% lén 94%. Nhung & ddy ban khong xai "vi” réng — ban cdm vao
hai ly do that mé& chi shop hang nhap ndo ciing biét: hang con it (3
sudt) va gid sdp tdng theo ty gid.

Hai ly do dd kich hoat loss aversion — Kahneman & Tversky
(Prospect Theory 1979): ndi dau "mai mua ddt hon 15%" manh gdp
khodng hai lan niém vui "dugc gid cii". Chi khéng tinh "minh tiét
kiém dugc”, chi tinh "minh s&p mét". V&i hang gia dung nhép & Viét
Nam, ty gid 1én I& chuyén that, xdy ra suét — nén ly do nay khéng
bia, va khdch hdi lai dugc: "tang that hd shop”, ban trd 16i dugc.



KHI DUNG — KICH BAN CHAT MAU

Dung cudi chat, khi khdch d& ung chat va gid nhung chén chir — va
ban cé ly do tdng gid / hét sudt THAT.

Khdch: dé em coi lai xiu a Ban: Da em khéng giuc. Nhung em
néi that dé chi khai tiéc: chi chat hom nay di vi em con 3 sudt
gia cii trong thdng, mai 16 méi vé gia téng 15% do ty gid.
Khdch: tang that hé shop, hay néi cho em mua Ban:** Da em
gui chi dnh bdo gid nha nhdp giri em sdng nay né. L6 ciiem
nhdap gid 890k nén dé chi 990k. L6 mai 1t1. Chi ldy gid em giao
trong hom nay luén a.

Chi doi bdng chiing — ban dua. Ly do that chiu dudc céu hdi "that
khong". Ly do bia thi khéng.

BAI HOC PUC KET

Khach chén chirkhéng phadi vi gid cao — vi chi
chua cé ly do dé chét HOM NAY thay vi thang sau.
Pua chily do do.

* Chir"vi" ddy ty 1& ddng y tir 60% Ién 94% (Langer, Harvard
1978) — nhung véi khdch dang so gid, "vi" phdi gén ly do THAT.

* "Mai tdng 15%" ddnh vao loss aversion (Kahneman & Tversky
1979) — chi sg mét manh han ham dugc.

* Ly do that chiu dugc cau hdi "that khéng a” — néu ban khéng
dua dudc bding chiing, ditng néi céu ndy.




Cau vira réi la "vi" ctia khan hiém. Cau sau: chir "vi” cla sy uu di —

khi khdch d& édm thdm theo ban may tuan.



Cau 18 — "Combo 3 hop hom nay
em uu tién chi vi chi da theo shop
tir tudin truéc — em thay chi tim
nhiéu bai.”

Chin gi& sdng. Chi nhdn Facebook hdi hdp serum ban bdn. Ban ludt
lai thay tudn trudc chi dad tim bén bai, share mét bai cho ban chi.
Chi khéng phai khdch la — chi la ngusi da@ ngdm ban cé tudn ma
chua ddm nhdn. Néu ban chi bdo "Da serum 350k/hdp a", ban bd
phi cdi vén quy nhat: chi da thich ban tir trudc.

"Combo 3 hép hém nay em uu tién chi vi chi da theo shop tir tuén
truéc — em thdy chi tim nhiéu bai.”

Vi SAO WORK

Lai l& chit "vi" (Langer 1978), nhung lan nay ly do & su uu di. Cau
ndy dn hai don cung luc.

Mot: Reciprocity — Cialdini xép ddu bdy nguyén ly trong Influence
(1984) vi né manh nhét. Ban "uu tién" chi — cho trudc mét déc an —
chi thdy ng nhe, mudn ddp lai bdng cdch chét.

Hai: Consistency (Cialdini 1984). Ban nhdc Igi hanh vi tim cla chi.
Mdi lugt tim Id mdt cam két ngdm chi dd tu dua ra: "téi thich cai
nay". Khi ban goi tén hanh vi dé, chi bi buéc phdi nhat qudn — cai
"tim cho vui" trong dau chi ndng |1&n thanh "&d minh quan tam that".
Combo 3 hép khdng con la shop chéo kéo mua nhiéu; né |& phan
thudng cho ngudi dé theo doi trung thanh.



KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch dé tuang tdc nhiéu lan (tim, share, xem) trudc khi
inbox — kiém tab théng bdo fanpage hodc Zalo OA.

Khdach: hép serum nay bao nhiéu shop Ban: Da 350k /hép chi.
Ma combo 3 hop hom nay em uu tién chi vi chi da theo shop
tlr tudn trudc — em thdy chi tim nhiéu bai. Khach: ¢ shop nhé
a haha. combo 3 nhiéu Ban:** Da em nhé chir. Combo 3 hop
900k, ré han 150k so mua lé, di chi dung ding mét liéu trinh 3
thdng. Chi ldy combo hay ldy 1hép thir truéc a?

Chi béat cusi "shop nhé &" — phong thi tut xuéng ngay. Ban dudc
nhdc tén trong déu chi I "shop dé y minh", trudc cé khi chét.

BAI HOC PUC KET
Khach da theo ban ca tuén la vén quy nhéat ban
dang cé — dirng ddi x{r véi chi nhu mét ngusi la vira
go clra.
* "Uu tién chi" kich hoat Reciprocity (Cialdini 1984) — cho ddc
an trudc, khach thay ng nhe v muén ddp lai.
* Goi tén hanh vi tim cta chi kich hoat Consistency (Cialdini
1984) — chi phai nhat qudn véi cdi minh dé thich.

* Chit "vi" bién combo tif "shop bdn nhiéu" thanh "phén thudng
cho ngudi trung thanh” (Langer 1978).

Nhung uu di vi khdch theo shop 1d mét chuyén. Cau sau: uu di vi
ban that su thdy khdch gidng ngusi dé thanh céng.



CAU 18 — "COMBO 3 HOP HOM NAY EM UU TIEN CHI Vi CHI DA THEO SHOP TU TUAN
TRUGBC — EM THAY CHI| TIM NHIEU BAL."
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Céau 19 — "Em dé gia nay cho chi vi
em théy hoan canh chi y may chl
bén em dad mua va co két qua — em
muén chi ciing vay.’

Gilra trua. Mot chi chli shop phu kién nhd nhdn Zalo hdi ban Idy si
day chuyén vé bdn Igi. Chj ké shop chi méi mé bén thang, don lai
rai, s nhé&p nhiéu dm hang. Chi héi gid si, réi ngép ngling: "nhung
em nhdp it théi, s bdn khéng hét". Chi khéng mdc cé gid — chi
dang sg. Sg gidng nhiéu chi chi shop méi khdc ban ting gdp.

"Em dé gid nay cho chi vi em thdy hoan cdanh chi y mdy chi bén
em dé mua va c6 két qud — em muén chi ciing vay."

Vi SAO WORK

Chir "vi" (Langer 1978) Ian nay gdn véi mdt ly do cdm xtc: ban thay
chi giéng nhitng ngudi d& thanh céng. Cau ndly pha hai nguyén ly.

Unity — Cialdini bé sung vaio bady nguyén ly dnh hudng ném 2016:
cdm gidc "cung phe", "cling cdnh". Chi chli shop md&i nghe "hoan
cénh chi y mdy chi b&n em" & thdy minh khéng don déc, cé ngudi
di trudc dé qua ndi sq ndy.

Reciprocity (Cialdini 1984): "em dé gid ndy cho chi" I|& mét nhugng
bd c6 chl dich — khong phdi gidm gid dai tra, ma gid riéng vi chi.
Quan trong 1& cau k&t "em muén chi ciing vay" — né dich ban tur
ngudi bdn sang ngusi ding cling phia chi, mong chi thdng. V&i
khdch B2B nhd dang s¢ dm hang, cdm gidc "shop ndy mudn minh
bdn dugc” ddng gid hon mady phan tréim chiét khau.



KHI DUNG — KICH BAN CHAT MAU

Dung khi ban da hiéu hodan cénh khdch va chét bdng mét muc gid
uu dai cé ly do — hgp véi khdach si nhd, ngudi mdi, ngudi dang
ludng lu vi sg.

Khéch: gia si ok dé, nhung em nhép it théi, s¢ ban khéng hét
Ban: Da em hiéu cdi sg d6. Em dé gia nay cho chi vi em thdy
hodan cénh chi y méy chi bén em dé mua va cé két qua — em
mudn chi ciing valy. Khach: mdy chi dé nhéap bao nhiéu lic
ddu Ban:** Da da sé bdt ddu 30 mdu, ban hét dgt ddu trong 3
tudn réi quay lai ldy 100. Em ggi y chi ciing ldy 30 mau ban
chay nhdt trudc, em kém chi bdng méau ndo dé bdn. Chi thay

sao a?

Chi chua chét lién — chi hdi thém "mdy chi d6 nhap bao nhiéu". 6
l& ddu hiéu tét: chi dang tu d&t minh vao chd ho. Ban khéng ép;
ban ha rdo cdn xuéng 30 méu.



BAI HOC PUC KET

Khach sg chét khdng phai vi gia — vi chi chua thay
ai gidng minh déa di qua noi s¢ dé. Cho chi thdy
ngudi dé.

* "Hodin canh chi y mdy chi bén em" kich hoat Unity (Cialdini
2016) — cdm gidc cling phe manh hon vai phén trédm chiét
khéu.

* "Em mudn chi ciing vay" dich ban tir ngudi ban sang ngusi diing
cung phia — Reciprocity théat, khéng phdi chiéu (Cialdini
1984).

* V&i khdch dang sd, ha réo cdn déu vao (30 mdu thay vi 100)
chét t6t hon ha gid.

Céu sau: chir "vi" clia thdi gian — khi ly do chdt hdm nay ndm & cdi
ban sdp mat khé néing cho di.



Céau 20 — "Chi mua bay gid di vi
thang sau em vé6 mua Tét khong kip
tu van ky nhu bay gic dau a.”

Tdm gid t8i, ddu thdng Chap. Chi nhdn Messenger hdi chiéc do dai
cdch tan cho Tét. Chi phén van mau, phén van ddng, héi rét nhiéu
— kiéu khdch cén dudc cam tay chon. Réi chi néi "dé qua tudn em
tinh, con sdm ma shop”. Chi nghi minh con nhiéu thai gian. Chi
khéng biét rdng ba tudn nira, khi chi quyét, ban dang chét chim
trong hai trdm don Tét va khdéng con ngdi tu van ting ly cho chi
dugc nira.

"Chi mua béy gi& di vi thang sau em vé mla Tét khéng kip tu vén
ky nhu bay gié dau a.”

Vi SAO WORK

Chir "vi" (Langer 1978) & ddy gdn véi mot ly do that ma nganh thsi
trang Viét ai ciling biét: cén Tét, xudng va shop qud tdi, chat lugng
tu vén tut. Ban khéng doa hét hang — ban néi that rdng thi chi sdp
mdt 1a SU CHAM SOC, khéng phdi mén dé.

Do la loss aversion (Kahneman & Tversky 1979) ddnh vao mot cdi
mdt tinh vi hon gid: méat dugc tu van ky. V&i mot chiéc do dai mdc
ding mét dip quan trong, chon sai ddng l& hdng cd bd &nh Tét —
nén "dugc tu van k¥ khi con rdnh” 1a gid tri that. Cau nay chi work
khi ban ndi bdng giong thdng ciia ngusi trong nghé, khong phai
giong chéo kéo. Ban dang khuyén chi nhu mét ngusi biét mua cao
diém khdng khiép thé ndo.



KHI DUNG — KICH BAN CHAT MAU

Dung vao ddu mua cao diém (Tét, 8/3, mua cudi, Black Friday) —
khi khdch nghi "con s6m" ma thét ra clra sé tu van k¥ sdp déng.

Khach: d€ qua tudn em tinh, con sém ma shop Ban: Da em néi
that long né chi: chi mua bay gid di vi thang sau em v6 mua
Tét khéng kip tu vén kj nhu bdy gid déu a. Khéch: ir ciing
ding, nhung em van chua chdt dugc mau Ban:** Vay dé em
giup chi phan khé nhdt luén. Chi da hai ngam thi tranh dé tuci,
Idy dé d6 hodic héong ddt tén da hon. Em gti chi hai mau dé,
chi ngdm t6i nay, mai chét van kip form dep. Pugc khéng a?

Chi chua chét — nhung chi dé U véi ly do. Ban khéng ép chét ngay;
ban dung chinh cdi "chua chon dugc mau” dé chiing minh vi sao
can tu vén khi con rénh.

BAI HOC PUC KET
Thit khach sdp mét khéng phai liic nao ciing la mén
hang — d6i khi la chinh su cham séc ctia ban khi
ban con ranh dé cho.
* Chir"vi" gdn ly do mua cao diém THAT (Langer 1978) — khong
doa hét hang, néi that vé chat lugng tu van.
* Loss aversion (Kahneman & Tversky 1979) ddnh vao cdi mét
tinh vi: mat dugc tu van k¥, khéng phai mat gid ré.
* Cau nay chi work bdng giong thdng clia ngudi trong nghé —
giong chéo kéo la hdng.




Céu sau: chir "vi" ctia phép tinh — khi ly do khéng ndm & ban, ma
ndm trong cdi vi cia khdch.



Cau 21 - "Chl ldy combo 2 hop di
vi tinh ra ré hon 40k/ hép, ma du
dung 3 thang khong can dat lai -
da chi phi ship + phi géi.”

Chin gi& sdng Chl nhat. Chi nhdn trong khung chat Shopee, vira
chét xong mét hdp nudc gidt hitu co cho bé. Chi gé "ok chi lay 1
hép nha". Ngén tay ban dinh gé "da em chét don cho chi”. Khoan.
Chi vira néi "yes" — ddy dung la khodnh khéc vang dé mé combo,
khéng phdi dé déng don voi.

"Chi ldy combo 2 hdp di vi tinh ra ré hon 40k/hép, ma di dung 3
thang khéng cén dat lai — d6 chi phi ship + phi géi.”

Vi SAO WORK

Chir "vi" (Langer 1978) lan ndy gdn mot ly do bdng con s6 ndm
trong vi khdch. Day la value equation cla Alex Hormozi ($100M
Offers 2021): gid tri cdm nhdn tdng khi ban gidm hai th& khdch
ghét — cong stc va sy cham tré. Combo 2 hop Idm cé ba viéc: ré
han that (40k/hop), bd dude cong ddt lai sau ba thang, bé duge
phi ship va phi géi lan hai.

Diém tinh té&: ban khong néi "mua nhiéu di cho shop I8i". Ban tinh hd
khdch bdng tién va bdng phién phic clia chinh chi. "D chi phi ship
+ phi géi" 1& ngén ngir clia ngudi ding vé phia cdi vi khdch. Véi
hang tiéu dung dung déu ddn — nudc gidt, sita tdm, dd refill — ly
do "khdi phdinhd dét lai” d6i khi ndng hon cd sé tién tiét kiém.



KHI DUNG — KICH BAN CHAT MAU

Dung ngay sau khi khdch chét mot sén phdm dung déu ddn — thgi
diém vaing dé nang 1én combo.

Khdch: ok childy 1hép nha Ban: Da dugc chi. Ma em ggi y
that: chi ldy combo 2 hép di vi tinh ra ré hon 40k/hép, ma di
ding 3 thang khéng cén ddt lai — dd chi phi ship + phi géi.
Khdch: ir dé em ldy 2 hop ludn cho khée, d& nhé Ban:** Da
chudn chi. Combo 2 hop 560k, freeship ludn. Em géi riéng
chéng dé, giao chi trong 2 ngay a.

Chi chét combo — nhung dé y chi chét vi "d& nhd", khong vi tiét
kiém 40k. Con s6 mé clia, su tién Igi déng daon.

BAI HOC PUC KET

Combo khéng chét dudc vi ban muén ban nhiéu —
chét dugc khi ban tinh hé khdch bdng tién VA bang
phién phirc chiné dugc.

* Value equation (Hormozi 2021): gid tri t&ng khi ban gidm céng
stc (dat lai) va cham tré (chd ship lan hai) — khéng chi gidm
gid.

* Chir"vi" gdn con s6 cu thé ré hon 40k/hop” (Langer 1978) — s6
cu thé thdng "mua nhiéu tiét kiém hon".

* Vi haing tiéu dung déu ddn, ly do "khéi nhé ddt lai” d6i khi
ndng hon sé tién tiét kiém.




Cau sau: chit "vi" clia ngudi cé nghé — khi khdch phan van va ban
ddm dua I8i khuyén cé con sé.



Cau 22 — "Em khuyén chi chon size
L vi hoodie nay em thay oversize
san 5cm — chi thich 6m thilay M."

Bén gid chiéu. Chi nhdn Instagram, d& ung chiéc hoodie, d& hoi
gid, da gat. Chi con ket mot chd: "em phan vén M véi L qud, shop
tu véin gilm em”. DAy la chd nhiéu shop tu bdn vao chdn minh — tré
I8i an toan "da chi thich 6m thi M, thich réng thi L a", ddy qud bdng
phan van vé lai cho khdch. Chj dang xin ban quyét gitm, ma ban lai
davé.

"Em khuyén chi chon size L vi hoodie nay em thdy oversize sdn
5cm — chi thich 6m thi ldy M.”

Vi SAO WORK

Céu nay thdng nhd Authority — nguyén ly th tu cta Cialdini
(Influence 1984). Khi ban ddm khuyén dit khodt "em khuyén chi
chon L", chi nghe thdy tiéng clia mét ngudi ranh sadn phdm, khéng
phdi mdt nhdn vién sg trdch nhiém. Cdi "vi” theo sau (Langer 1978)
mai 1 diém ddt: "oversize sdn 5cm” — mdt con s6, khéng phdi mé
t& chung "do ndy réng rong". Con s lam I8i khuyén cé gbc, cé thé
tin.

Va ban khéng tudc quyén chon cla chi: "chi thich 6m thi lay M".
Day la choice architecture kiéu Dan Ariely (Predictably Irrational
2008) — ban dung khung dé mét lua chon ndi lén Ia méc dinh hap
ly, nhung chi van dugc cdm quyén quyét. Chi vira dudc quyét gium



phén kho, vira gilt dugec cdm gidc tu do. D6 & ly do céu ndy chét
nhanh mé khéng thdy bi ép.

KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch dé ung, chi phén vén size/mau/ddng — ding né,
hdy khuyén cé con s6 kém 16i thodt.

Khdch: em phan vén M véi L qud, shop tu véin gium em Ban: Da
em khuyén chi chon size L vi hoodie nay em thdy oversize sén
5cm — chi thich 6m thi ldy M. Khdch: em cao 1m58 néing 50kg
thi L c6 bi thung thinh khéng Ban:** Da Im58 50kg mdc L la
ddng oversize budng ding trend, tay hgi dai xdn Ién cuc xinh.
Con mudn gon ngudi thi M vira 6m. Em nghiéng vé L cho chi.
Chi chét L em1én don nha?

Chi hdi thém s& do — ddu hiéu chi tin 18i khuyén va dang tu dat
minh vao. Ban nhéc lai quan diém rd rang ("em nghiéng vé L") roi
mdi chot. Khéng ldp Iing.



BAI HOC PUC KET

Khi khdach xin ban quyét giim méa ban da quéa béng
vé, chi méat niém tin — dam khuyén dirt khoat, cé
con sd, la ban dang ban nghé.
e Khuyén dirt khodt kich hoat Authority (Cialdini 1984) — chi tin
tiéng clia ngudi ranh hang hon nhén vién sg sai.
* Con s "oversize 5cm” [am I18i khuyén cé goc (Langer 1978) —
sG cu thé thdng mé té "do nay réng réng”.

* Chura I6i thodt "thich &m thi lay M" (Ariely 2008) — chi dudc
quyét gitim phan khé mé van giir quyén chon.

Nhom 3 khép & ddy. Ban dd cé sdu chif "vi" d€ trd I6i cau hdi tham
"tai sao 1& bay gid". Nhung moi ly do ban tu dua ra déu dinh mét
vét: ban l& ngudi bdn, ban cé Igi khi chi mua. Chuong sau: social
proof — cdch dé nhitng ngudi dé tra tién that néi thay ban, vi mot
I8i khen tirkhdch la ndng géip béi I8i ban tu khoe.



4

SOCIAL PROOF



Thir mot phép so sdnh nhé.

Ban ndi véi khdch: "Ao bén em bén 1dm chi, gidit ca ndm khéng xu.”
Trong ddau chi bat 1én mot déu trir tu déng — tét nhién ban khen
hang ban, ai bdn ma ché hang minh.

Bday gid d6i ngudi néi. Mot chi la dé trd tién that comment dudi bai:
"Mua do shop ndy sdu thdng réi, giGit mdy hodi vén y méi." Cung
mdt ndi dung, nhung céu sau ndng gdp nhiéu lan. Vi ngudi ndi
khong c6 Igi gi khi khen — nén chi tin.

Do la social proof, nguyén ly th ba cta Cialdini trong Influence
(1984): khi chua chéc nén lam gi, ngudi ta nhin xem ngudi khéc —
nhat I& ngudi gibng minh — dang Iadm gi. Va Cialdini néi ré: social
proof manh nhdt khi dén tir ngudi tusng déng. Mdt chi me bim nghe
|Gi m&t chi me bim khdc, khong nghe 18i mot chuyén gia mdc vest.

Cdi dau cla chl shop la: ban cé bdng chiing that — don that,
khdch that, review that — md ci gidu trong dién thoai. Ban danh
cd budi tu khen hang, trong khi cdi &dnh chj Hang nhén "bé d6 ho roi
cdm an shop” ndm im trong Zalo, khéng dudc ai thdy.

Sdu cau dudi ddy la sdu cdch 16i bding chiing d6 ra ding ltc. Khdéng
phdi d€ khoe. D& mot khdch dang phén van thdly mot khdch khdc
— giéng hét minh — da quyét, d& dling, d& quay lai. Viéc cla ban
chi I bdc cdu gitta hai ngudi dé.

B4t dau.



Cau 23 - "Chi Hdng 8 Q7 tudn
trudc cung dén do y chi — bé ciing
3 tudi, ciing ho vé dém. Chl Hang
lay 2 hop, tuan nay inbox em xin
thém.”

Tdm giS t6i. Chi me tré nhdn Zalo hdi siro ho cho bé, nhung nhén
kiéu ngudi chua tin: "cdi ndy c6 that su d& khong shop, hay mua vé
dé dé". Chi dé bi hd vai lan véi hang online. Ban cé thé liét ké thanh
phan, trich quédng cdo nha san xudt — chi nghe xong véin ngd. Hodic
ban ké cho chi nghe vé moét ngudi y hét chi.

"Chi Hang & Q7 tudn trudc ciing ddn do y chi — bé ciing 3 tudi,
ciing ho vé dém. Chi Hang ldy 2 hop, tudn nay inbox em xin
thém."”

Vi SAO WORK

Social proof cta Cialdini (Influence 1984) manh nhat khi dén tur
ngudi tuong déng — va ban khod d6 tudng déng bding ba chi tiét
trung khdp: Q7, bé 3 tudi, ho vé dém. Chi me doc thdy nhu soi
guong.

Céng thém availability heuristic — Kahneman (Thinking, Fast and
Slow 2011): ndo tin cdi gi DE hinh dung 1a cé that, 1& phé bién. "Chi
Hdng 3 Q7" cu thé t&i muc hién ra ngay trong ddu; né thuyét phuc
hon nhiéu lan cau "nhiéu me bim d& mua”. V& chi tiét ddt nhat l&
"tudn ndy inbox em xin thém" — bdng ching két qud gidn tiép:



ngudi ta chi mua lai khi d& hai long. Chi khéng can ban hira siro dé
ho; chi thdy mét ngudi gidng minh d& mua lai.

Diéu kién bdt budc: chi Hang phdi cé that. Chi me cé thé hoi sau,
va mot bding chiing bia sé sup ngay & cdu hdi thit hai.

KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch phén van va ban cé mét khdch cii cung persona —
that, ding chi tiét.

Khdch: cdi nay cé that s dé khong shop, hay mua vé dé dé
Ban: Da em hiéu chi lo. Chi Hing & Q7 tudn trudc ciing dan do
y chi — bé ciing 3 tudi, ciing ho vé dém. Chi Hang Idy 2 hop,
tudn nay inbox em xin thém. Khdch: Gia bé chi Hang udng méay
ngay d& vay Ban:** Da chi Hang ké tdm ngay thi 4 bé bét ho
dém, ngu lién gidc. Em khéng dam hira bé ndo ciing y vay vi co
dia khdc nhau, nhung em c6 bdo hanh: dung khéng hgp trong
7 ngay em thu lai. Chi ldy 2 hop nhu chi Hang thir nha?

Chi hdi "mdy ngdy d&" — chi d& budc vaio cau chuyén, coi chj Hang
nhu tham chiéu clia minh. Ban ké that, khéng hira qud, va chét
mém.



BAI HOC PUC KET

Mot chi Hang cu thé thuyét phuc hon mét trém
"nhiéu khach da mua” — vi khach tin cdi minh hinh
dung dugc, khéng tin con sé chung chung.
* Social proof manh nhat tir ngusi tuaeng déng (Cialdini 1984) —
khod d6 gidng bdng chi tiét trung (quan, tudi bé, triéu ching).
* Availability heuristic (Kahneman 2011): “chi Hang Q7" hién ra
trong ddu, nén ddng tin hon "nhiéu me bim".
« Chi tiét "tudn nay xin thém" la bang chiing két qua — nhung chi
Hdng phdi cé that, vi khdch sé hoi sdu.

Céu sau: khi mét chi Hang chua di — khdch can thdy con s6, va
can dudc tu tay kiém ching.



Cau 24 - "Bénemdaléndoncho
68 chi me bim khu chi trong 3
thang qua — em xin phép gui chi
link Zalo group dé chi chat véi 1
chi da dung nhé?”

Chin gi& sdng. Mot khdch mdi toanh nhdn Messenger. Chua mua
bao gid, giong déy canh gidc: "shop mdi thdy lan dau, khéng biét
c6 uy tin khéng, doc thdy nhiéu shop Ilra qud”. Chi khéng ché gid,
khéng ché hang — chi sd ban 1 shop do. M6t chi Hang don 1é chua
dt dép néi s¢ dé. Chi can thdy quy mo, va cdn dudc tu kiém.

"Bén em dd Ién don cho 68 chi me bim khu chi trong 3 thang qua
— em xin phép gt chi link Zalo group dé chi chat véi 1 chi da
dung nhé?”

Vi SAO WORK

Hai 18p bdng chiing chéng l1&én nhau. LEp mot: con sé cu thé — 68,
khéng phdi "rat nhiéu khdch". Con sé 18, cé6 méc thdi gian (3
thdang), c6 dia ban (khu chi) nghe nhu sé that Idy tir s8, khong phai
s6 lam mau.

Lép hai — d&t hon — I third-party validation, thi Chris Voss goi
tén trong Never Split the Difference (2016). Ban khong tu bdo "em
uy tin"; ban chd déng dua chi dudng di hdi ngudi khdac. Chinh cdi
hanh déng MOI khéch di kiém chiing da la bdng chimng: shop éo
khéng bao gid ddm ndi mdy khdch véi khdch. Su tu tin ddm cho



kiém tra néi to han moi I6i cam két. Véi khdch "sd bi [ra”, ban khéng
cdindi sg — ban trao chia khod cho chij tu ma cira kho.

KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch mgi, ngai shop lg, sg hang do — chd déng ma
dudng kiém ching.

Khdch: shop mdéi thay lan déau, khong biét cé uy tin khong,
doc thdy nhiéu shop lirfa quda Ban: Da chi cén than vay la
dung. Bén em da Ién don cho 68 chi me bim khu chij trong 3
thdang qua — em xin phép gt chi link Zalo group dé chi chat
véi 1 chi dé dung nhé? Khdch: ir cho chi xin, dé chi hdi thir
Ban:** Da dday q, chi vao héi chi Ngén hay chi Thdo trong
group déu dudc, hai chi d6 mua 2-3 lan réi. Chi cut héi thoai
mai, xong yén tam thi quay lai em tu vén tiép a.

Chi chua mua — chi di kiém tra. Ddng nhu ban muén. Khdch "sg lira”
ma chiu di hdi group 1& khdch sdp thanh khdch that; ép chét lic
ndy mdaila hdng.



BAI HOC PUC KET

Véi khach sd bi lira, dirng céi "em uy tin ldm" — hay
tu tay mé dudng cho chi di héi ngusi khac vé ban.
* Con s6 cu thé (68, trong 3 thdng, khu chi) nghe nhu s& that tur
s6, khéng phai "rdt nhiéu khach'.
* Chd ddng mdi kiém chiing l& third-party validation (Voss
2016) — shop o khéng ddm ndi khdch véi khdach.
* Khdch "sg lira" chiu di hoi la khdch sép that — dimng ép chét luc
chi dang di kiém.

Céu sau: khi ban mudn dung ddm déng dé ndng don — khéng phdi
dé trdn an, ma dé chon combo.



Cau 25 - "98% me mua bén em
chon combo 2 hop thay vi 1vi tinh
ra ré hon 40k. Chi theo combo hay
lay 1thirdé a?”

Chin gi& t8i, khung chat TikTok Shop. Chi d& ung hdp collagen bot
ban bdn, da hdi cdch pha, dé tinh uéng thir. Chj gé "chdc em ldy 1
hdp uéng thir coi sao”. Mét hdp thi dugc, nhung ban biét collagen
phai di liéu trinh mai thdy da, mua mét hdp uéng nira v&i roi ché
"khéng &n thua” 1& chi mat tién oan ma ban mat khdch. Day 1 chd
dé ddm dong lén tiéng.

"98% me mua bén em chon combo 2 hép thay vi 1vi tinh raré hon
40k. Chi theo combo hay ldy 1thir dé a?”

Vi SAO WORK

Con s6 phan trdm la social proof & dang nén: "98% me chon combo
2" néi véi chi rdng lua chon mdc dinh, chudn muc, cla nhitng ngudi
giéng chi ld combo — chif khéng phai moét hdp. Néo chi tu hdi: "sao
minh lai lam khdc s6 déng?” Cialdini (Influence 1984): khi phan vén,
ngudi ta coi hanh vi sé déng & chi dan cho hanh vi ding.

Céu chét phia sau la alternative close — k¥ thudt déng bdng hai
lua chon ma Zaid trinh bay trong Nghé Thudt Ban Hang Cla Ngudi
Do Thdi: "chi theo combo hay ldy 1 thi". Ban khéng hdi "mua hay
khong mua” — chi da qua budc doé. Ban héi "combo hay 1&", va ca
hai dudng déu I& mua. Cdi "98% chon combo” nghiéng ban can vé



phia combo trudc khi chi chon. Quan trong: ban van chira dudng
"ldy 1thr d&" — khong ép, dé chi gilf quyén.

KHI DUNG — KICH BAN CHAT MAU

Dung dé nang Ién combo mot cdch tu nhién khi ban cé ty 1é that —
dirng bia phan tram.

Khach: chdc em ldy 1hdp udng thi coi sao Ban: Da dudc chi.
Ma noi that: 98% me mua bén em chon combo 2 hop thay vi1
vi tinh ra ré hon 40k. Chi theo combo hay ldy 1thit dé a?
Khéch: Ga sao da sé ldy 2 vély Ban: Da vi collagen phai di 2
thdng da mdéi ré, uéng 1 hdp thudng chua kip thay da hét. May
chi uéng réi biét nén ldy luén 2 cho di liéu trinh, d3 dirt
qudng. Chi ldy combo 2 hay dé em gtti 1hdp trudc, hét chi bs
sung sau a? Khach:** théi ldy 2 cho da, khéi dirt

Chi hdi "sao da sé lay 2" — déu hiéu con s& d& cham. Ban gidi thich
ly do that (dd liéu trinh), réi van dé ngd cd hai dudng. Chi tu chon
combo.



BAI HOC PUC KET

Khi khach dinh "mua thir 1 cdi”, cho chi thay sé
doéng giong minh dé chon gi — rdi dé chi chon giita
hai dudng déu la mua.
* "98% me chon combo” la social proof nén (Cialdini 1984) — chi
tu hdi sao minh lam khdc sé déng.
e Alternative close (Zaid): hdi "combo hay 1&", khéng hdi "mua
hay khéng" — ca hai ddp dn déu la chét.
* Van chira dudng "ldy 1th d&" — nghiéng ban can ma khéng ép,
chi gilf quyén quyét.

Céu sau: khi khdch nghi ban khoe hang — cdch dé 200 ngudi la néi
thay ban.



Cdau 26 — "Néu chi vao link nay, chi
sé thaly 200+ review chi me dé
dung — em khong néi suong, dé
khach kia néi.”

Giira trua, khung chat Shopee. Chi hdi cdi dadm ban bdn, ban ké
chét vai mat, form tdn ddng, dudng may ky. Chi ddp lai mét céu
lanh: "shop ndo ciing ndéi hang minh dep ma". Chi ndi ddng. Ban
cdang khen, chi cang trir diém, vi ban & ngudi ¢ Igi. Lic ndy moi I5i
tu khen thém déu phan tdc dung. Cén mét giong khdc — giong cla
ngudi dé trd tién.

"Néu chi vao link nay, chi sé thdy 200+ review chi me da dung —
em khdng néi suéng, dé khdach kia néi.”

Vi SAO WORK

Day la social proof theo khdi lugng: khdng phdi mét chi Haing, ma
200+ tiéng ndi. V3i mén quyét dinh nhanh nhu quan do, khéi lugng
review tao cdm gidc an todan — "déng ngudi mua vdy chdc khong
sai dugc”. Cialdini (Influence 1984) goi ddy la bdng ching xa hoi &
dang s6 déng.

Nhung don that ndm & cau "em khdng néi sudng, dé khdch kia néi".
Ban tu nguyén budc xuéng, nhudng san khdu cho bén thi ba.
Cialdini chi ré: I6i ching thuc tir nguGi ngodi — ngudi khéng hudng
Igi khi khen — manh han hén 13i ngusi ban. Bang cdch cong khai tir
chdi tu khen thém va ddy chi téi review, ban It ngugc thé ¢d: chi



dang phong thd véi ngudi bdn, gid chi déi dién véi hai trdm ngudi
mua. Khoéng con ai dé chi nghi ngd déng co.

KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch nghi ban khoe hang — ngung tu khen, ddy sang
review that.

Khach: shop ndao ciing néi hang minh dep ma Ban: Da chi néi
diing luén, em khen thi chi trir diém la phdi. Néu chi vao link
ndy, chi sé thdy 200+ review chi me dé diing — em khéng néi
sudng, dé khdch kia néi. Khdch: (xem mét lic) ok review
nhiéu that, ma cé mdy cadi ché form réng Ban:** Da chi tinh
ghé, diing la vai chi ddu mua bi rdng vi em chua ghi ky bang
size. Gid em tu vdn size trudc khi chét nén hét vu dé. Chi cao
ndng bao nhiéu em canh size chudn cho a?

Chi doc review, thdy c& 18i ché — va ban khéng gidu. Ban thira
nhan, gidi thich d& sira. Cdi review ché Igi thanh bdng chiing ban
that. Trust tdng dung ldc.



BAI HOC PUC KET

Ban cang tu khen, khach cang trir diém — viban cé
Igi khi khen. Budc xudng, dé hai tram ngugi da tra
tién néi thay ban.

* Review khdi lugng 18n tao cdm gidc an todn sé déng (Cialdini
1984) — nhat l& v&i mén quyét dinh nhanh nhu quén do.

* Lgi tr ngudi ngodi khéng hudng Igi manh han 16i ngudi ban —
chi ddng nhudng sdn cho review.

* Pling gidu review ché — thira nhan va gidi thich dé stra lam
ban ddng tin han moét bang toan 5 sao.

Cau sau: khi social proof gdp khan hiém — cling ltic, trong mét céu.



Cau 27 - "Sang nay co 4 chi da
inbox mau nay Con2cai S|ze M.
Em vu tién ai chét truéc a.”

Ba gid chiéu. Chi nhdn hdi chiéc do khodc da ban vira ddng sdng
nay — mau hot, ai cling ngdm. Chij thich, nhung ¢ nhdn nha "dé em
ngdm thém vai mau nira rdi quyét”. Chi nghi do lic ndo ciing con dé
chd chi. Chi khéng biét sdng nay da cé bén ngudi khdc héi ding
chiéc nay, va size M chi con hai. Néu chi biét, cdi 'ngdm thém" sé
thanh "chét ludn”.

"Sang nay cé 4 chi da inbox mau nay. Con 2 cdi size M. Em uu
tién ai chét truéc a.”

Vi SAO WORK

Cau nay la don kép ma Cialdini mé td: social proof cdng scarcity,
ddnh cung mét nhip. "4 chi da inbox" cho chi tin hiéu ngudi khdac
cling mudn — mén ndy ddng mudn (social proof). "Con 2 cdi size M"
cho chj tin hiéu sdp hét — néu chdm la mét (scarcity, Influence
1984). Ngudi bdn goi don nday la Standing Room Only: vira cho thay
déng ngudi tranh, vira cho thdy ghé sdp hét.

Con s6 cu thé 1 chia khod. "4 chi" va "2 cdi” nghe nhu dém that;
"nhiéu ngudi hdi Idm, sdp hét réi” thi nghe nhu chiéu. Cau "em uu
tién ai chot trude” ddy chi vo mdt cudc dua ngdm — chi khdng
con can nhdc mua hay khéng, chi can nhéc minh cé nhanh tay hon
ba ngudi kia khéng.



Canh bdo nd&ng: chi néi khi bén chi va hai cdi la THAT. Bia s6 dé tao
dua & con dao tu dadm — khdch phdt hién mét [an 1& mét vinh vién.

KHI DUNG — KICH BAN CHAT MAU

Dung v8i mdu dang hot, tén that su con it — con s6 phdi ding s6
kho.

Khdch: d&€ em ngdm thém vai mdu nira réi quyét Ban: Da chi
cif ngdm. Em chi bdo dé chi khdi 18: sang nay cé 4 chi dd
inbox mdu néay. Con 2 cdi size M. Em uu tién ai chét trudc a.
Khdach: ¢ vay giir gium em 1 cdi M dugc khéng, em héi y ban
em rdi chét trong téi Ban:** Da em giif cho chi1cdi M téi 21h
t8i nay nha. Sau gi& dé néu chi chua chét em phdi nhd cho chi
dang chd. Chi quyét xong nhdn em mét tiéng la dudc a.

Chi khéng chét lién — chi xin gili chd. Ban giii cé deadline, khéng
ép cling. Pua ngdm dé khai déng: gid chi cé ly do quay lai trudc
21h.



BAI HOC PUC KET

Khach nhdn nha vi tuéng hang dirng chd minh —
cho chi thdy ba ngusi khac dang tranh va ghé sap
hét, cai "ngam thém" thanh "giir gitm em".
* Social proof céng scarcity cung nhip Id don Standing Room
Only (Cialdini 1984) — vita ddng mudn, vira sép mat.
* Con s6 cu thé "4 chi, 2 cdi" nghe nhu dém that; "nhiéu ngugi hoi
Idm" nghe nhu chiéu.
* Chi noi khi s6 la THAT — bia d€ tao dua la mét khdch vinh vién
khi bj phdt hién.

Cau sau: khi khdch van sg shop m&i — mot cdi tén bén thd ba di
stiic bdo lanh.



Cau 28 — "Bén em dudc [tén bdao/
KOL ] déng bai gidi thiéu than
truéc — chi google [ten shop
[ténbdo] xem truc tiép néu chi
chua yén tama.”

Tdm gid t8i. Chi nhdn Facebook hdi hdp bdnh ddc san ban bdn lam
qud biéu. Qud biéu nén chi k¥ tinh — biéu sép mda hang dédm thi mét
mat. Chi do xét: "shop lam lau chua, cé ddm bdo vé sinh khong, tai
em mua di biéu nén haoi ngai”. Chi khéng nghi gid, chi nghi tu cdach.
L&i ban tu néi khdng g& dugc nghi dé. Can mét cdi tén diing ngodi
bdo lanh.

"Bén em dudc [tén bdo/KOL] déng bai gidi thiéu thang trudc —
chi google '[tén shop] + [tén bdo] xem truc tiép néu chi chua
yén tama.”

Vi SAO WORK

Day la Authority mugn — nguyén ly thi tu cta Cialdini (Influence
1984). Khi mot bén thit ba cé uy tin (moét trang bdo, mét ngudi
review dugc biét dén) dd ndi vé ban, moét phdn uy tin dé chuyén
sang ban. Chi khéng cén tin ban nira; chi tin cdi tén kia, va cdi tén
kia d& géit dau véi ban.

Cdng thém third-party validation kiéu Voss (2016): ban chi dong
mdi chi tu google. Khong duing & "bén em c6 duge bdo ddng” — ban
dua ludn tir khod dé chi tu kiém. Cdi su ddm mgi kiém tra dy tu né
ld bang chiing; k& néi ddi khéng dua ban dudng di soi minh. Vi



moén di biéu — nai thé dién cta chij bi ddt cuge — mdt ddu bdo lanh
bén ngodi ddng gid hon moi I6i cam doan clia ngudi bdn.

Nhd: thay ngodic vudéng bdng ding bai bdo/KOL d& ddng vé ban.
Khéng cé that thi bd cau ndy — bia mot bai bdo ld tu sdt vé trust.

KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch ngai shop méi, ddic biét véi mén di biéu / d&t cuge
thé dién — va ban CO dudc truyén thdng nhdc that.

Khdach: shop lam lau chua, c6 ddm béo vé sinh khéng, tai em
mua di biéu nén hgi ngai Ban: Da chi lo la dung, di biéu ma.
Bén em dudc trang "An Sdp Sai Gon" déng bai gidi thiéu
thang truéc — chi google "banh Cé Ba + An Sap Sai Gon” xem
truc tiép néu chi chua yén tam a. Khdch: dé chi search coi... i
c6 bai that ne, ok vay chi yén tam han Ban:** Da chi. Em con
cé6 gidy VSATTP, em glti kém luén. Don biéu em géi hdp sang,
kém thiép dé tén ngudi nhan cho chi. Chi biéu mdy phén dé em
chudn bi g?

Chi tu search, tu thdy, tu yén tdm — manh hon nhiéu lan ban néi.
Ban chdng thém gidy vé sinh an todn thuc phdm réi méi budc sang
chét.



BAI HOC PUC KET
Khi khach nghi tu cach shop, I6i ban tu noi khong
g8 dugc — mot cadi tén bén ngoai da bdo lanh ban
thi g& dudgc.
* Budc bdo/KOL uy tin nhéc téila Authority mugn (Cialdini
1984) — uy tin cGa ho chuyén mot phdn sang ban.
 Chli dong dua tirkhod dé khdach tu google I third-party
validation (Voss 2016) — ké déi khéng msi ngudi khdc soi minh.
* Chi dung khi bai bdo/KOL c6 THAT — bia truyén thong la tu sat
vé niém tin.

Nhom 4 khép & day. Ban dd cé sdu cdch dé ngudi khdc néi thay
minh. Nhung bdng chiing lam khdach TIN, chua chdc lam khdch
chdt HOM NAY — chi tin réi van cé thé dé mai. Chuong sau: khan
hiém va gdp, nhung THAT — vi mdt cdi ddng hd gid tao giét shop
nhanh han cé é don.



S

SCARCITY + URGENCY THAT



Phai néi thdng chuong nay bdng mot 18i canh bdo trudce khi ndi bat
cu diéu gi khdc.

Khan hiém la con dao séc nhdt trong cudn sdch ndy. Va dao sdc thi
clia cd hai chiéu.

Ban d& thdy né khdp noi: "chi con 2 sudt cudi’, "sale sép gid 3
tiéng”, "nhanh tay kéo 18" — ndi ngdly ndy qua ngdy khdc, thang nay
qua thdng khdc. Khdch Viét mua online bay gid doc mdy dong dé
bdng dnh mdt clia ngudi dé bi lra mudi 1an. "Con 2 sudt cudi” md
tudn ndo ciing con 2 sudt cudi. "Sap gid hém nay" mda hédm ndo
cling sdp. Khan hiém bia dung riét thanh tiéng é6n — khdch luét
qua, khéng thdy gi.

Té hon tiéng 6n: né dn mon niém tin. Khdch bét duge ban néi déi vé
s6 lugng mot lan, ho nghi moi thir khdc ban néi — cé chat, ca gid,
cd bdo hanh. Ban di moét dan ldy cd mot mai ngd vinh vién.

Nhung khan hiém THAT thi khdc hén. Kahneman va Tversky chiing
minh trong Prospect Theory (1979): néi dau mat mét thi manh gép
khodng hai lan niém vui dugc thi dé. Khi hang théat su con ba cdi,
khi gid that su tdng mai, khi vu dé&i that sy déng luc hét live — ndira
l& ban dang gilp khdch khai tiéc, khéng phai llra chi.

Ranh gidgi gitta hai thi chi cé mot chir: THAT. Musi cau dudi day déu
l& khan hiém va gdp — va mdi cau chi dugc phép dung khi cdi khan
hiém dé cé that. Doc kém ludn diéu kién dé.

B4t ddu.



Cau 29 - "Con 3 do size M cudi
cung. Mai 16 méi vé nhung gia tang
15% vi xudng vira bao tang vai.”

Chin gi& t8i, Messenger. Chi dad ung chiéc do so mi linen, dd uém
size, d& hdi mau. T8i khuc trd tién chi chung lgi: "dé mai em chét
cho chdc nha shop”. "Mai" I k& thu clia ban — qua dém nay chi
ngudi, chi ban, chi quén, hodc chi thdy méu khdc. Nhung téi nay
ban ¢ hai su that trong tay: size M chi con ba, va mai 16 méi vé gid
cao hon vi xudng vira bdo tdng vai.

"Con 3 do size M cudi cling. Mai 16 méi vé nhung gida tang 15% vi
xudéng vira bdo tdng vai."

Vi SAO WORK

Céau ndy chéng ba 18p 1én nhau, cd ba déu that. Scarcity sé lugng
— "con 3 do size M" (Cialdini, Influence 1984): hang it thi dugc coi
|& ddng gid hon. Reason why — "vi xudng vira bdo tdng vai" (Langer
1978): chit "vi" kém ly do thdt lam cdi tdng gid thanh hgp ly, khéng
phdi chiéu ép. Loss aversion — "mai tdng 15%" (Kahneman &
Tversky 1979): chi khéng can "mua do dep”, chi can "mat gid tét".

Ba I8p cong lai xod ding cdi ¢8 "dé mai". Vi 'mai’ gid mang hai cdi
mat cu thé: cé thé hét size M, va chdc chdn ddt hon 15%. Cai "dé
mai cho chdc” tuné sup — mai khéng chéc hon, mai rii ro hon.

Diéu kién: ba do |4 that, tang gid |d that. Nganh thgi trang Viét lay
hang theo 16, gid vai I&n xuéng theo mlia — nén ly do ndy cé that



thudng xuyén. Nhung néu t&i mai chi quay lai thdly véin con chuc do
M gid cii, ban mat chi méi mai.

KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch dinh "dé mai” ma tén that su con it va gid 16 sau

thét su tdng.

Khach: d&€ mai em chat cho chdc nha shop Ban: Da em khéng
giuc, nhung néi that dé chi khai tiéc: con 3 do size M cudi
cung. Mai 16 mdi vé nhung gia tang 15% vi xudng vira bdo
tdang vai. Khdch: ta 16 méi khac gi 16 nay khéng Ban: Da y hét
mau ndy, chi khdc gia vai ddu vao thdi chi. Nén néu chi ung
ding mau nay thi ldy gid hém nay Igi hon. Em giir1 do M chét
trong téi nay cho chi nha? Khdach:** ir vy chét luén, khéi mai
dat

Chi hdi "l6 méi khdc gi" — ban trd I6i that (y hét, chi khdc gid vai).
Trung thuc vé sdn phdm lam cdi urgency ddng tin. Chi chét vi
khéng muén mat gid.



BAI HOC PUC KET

"D& mai” chi sup khi ban cho chi thdy mai mang hai
cdi mdt cu thé — co thé hét size, va chdc chdn ddt
hon.

* Ba I&p that chéng 1én: scarcity sé lugng (Cialdini 1984) +
reason why c6 ly do (Langer 1978) + loss aversion (Kahneman
& Tversky 1979).

* Chit "vi xudng bdo téng vai" bién tang gid thanh hop ly, khéng
phdi chiéu ép.

* Diéu kién séng con: ba do va tdng gid phdi THAT — mai chi
thdy con chuc do gid cii la mat chi mai.

Cau sau: khan hiém khéng nédm & sé ludng hang — ma & cdi déng
ho trén tay ban.



Céu 30 — "Uu ddi nay em gii dén
22h toi nay vi mai em phai bao lai
kho sang sém. Sau 22h em khéng
tu quyét dudc nira.”

Chin gi& t6i, Zalo. Chi hdi bd néi inox ban dang cé uu ddi. Chi thich
mic gid, nhung dung ding chién thudt clia ngudi mua sanh: "dé em
suy nghi tdi cudi tudn réi bdo shop”. Chi nghi uu ddi s& ndm dé chd
chi t8i cudi tudn. V4&i hang con nhiéu trong kho, ban khéng cé
scarcity s6 lugng dé dung. Nhung ban cé mét thir khdc: cdi déng
hé. Uu déindy cé han that — 22h téi nay.

"Uu ddi ndy em giir dén 22h téi nay vi mai em phai bdo lai kho
sdng sém. Sau 22h em khéng tu quyét dudc nira.”

Vi SAO WORK

Khi hang khong hiém, ban tao khan hiém bdng thdi gian thay vi s6
lugng — dday & ki€éu cht now-or-never cé méc gid cu thé. "Pén
22h t8i nay" déng cla sé lai, v clta s déng kich hoat loss
aversion (Kahneman & Tversky 1979): sau 22h chi mat muc gid
nay.

Hai chi tiét Iam cau ddng tin thay vi sdo. Méot: reason why that — "vi
mai em phdi bdo lai kho sdng sém" (Langer 1978), mot ly do vdn
hanh d&i thudng, khéng phdi "wu ddi cé han" tréng réng. Hai: "em
khéng tu quyét dudc nita” ggi mét quyén luc cao han — ¢é kho, cé
hé théng, c6 sép phia trén (Authority, Cialdini 1984). N6 khién chi
hiéu day khéng phai ban lam gid, ma ld mét cdi khung ban ciing



phdi theo. Ngugi ta it mdc cd véi mot cdi khung hon [a véi mét con
Ngudai.

KHI DUNG — KICH BAN CHAT MAU

Dlng cuéi ngdy, khi hang con nhung uu dai that su cé méc déng —
val cdi méc dé cé ly do véin hanh thét.

Khdch: d& em suy nghi t&i cudi tudn réi bao shop Ban: Da chi
¢l suy nghi vé bd ndi. Em chi néi ré vé gia: uu dai nay em giir
dén 22h t8i nay vi mai em phai bdo lai kho sang sém. Sau 22h
em khéng tu quyét dudc nita. Khdch: vély mai gid 1én nhiéu
Ban: Da mai vé gid niém yét 1t35 thay vi 1t09 hém nay chi.
Chénh 260k. Chi chua chdc méau thi em tu vén thém, con chéc
réi thi chat truéc 22h cho dugc gid nha? Khach:** ir dé em hoi
choéng cdi da, trong tdi nay em bdo

Chi chua chét — chi can hdi chéng, va ban tén trong diéu dé nhung
gilr nguyén méc gid. Cdi déng hd van chay, khéng ép, khéng géy.



BAI HOC PUC KET
Khi hang khéng hiém, ban van con mét thir dé tao
cai gap that: cai déong hé — mién la cai méc gis dé
co ly do van hanh that.
» Now-or-never bdng mdc gid cu thé kich hoat loss aversion
(Kahneman & Tversky 1979) — sau 22h chi mat gid ndy.
* "Vimai em bdo lai kho" la reason why d¢&i thuéng (Langer 1978)
— that hon "wu ddi cé han” tréng réng.
* "Em khéng tu quyét dudc nita” ggi mot cdi khung cao hon
(Authority, Cialdini 1984) — ngudi ta it m&c cé vaéi khung han
v3i nguai.

Cau sau: khi ban khién mén hang thanh CUA khdch trudc ca khi

khdch trd tién.



Cau31-"Emda Qack sdn tén chi
vao hop glao chiéu nay. Néu chi
chét bay gid, ship 2h chi nhén
trong hom nay luén.”

Mugi mét gid trua, Zalo. Chi ddt hép chd gid vdi set nudc chadm
nhd lam cho bira t6i nay c¢é khdch. Chi da héi ky, d& ung, nhung
van ldn cdn: "dé em coi con thiéu gi trong bép rdi gop don ludn'.
Chi chan chur trong khi bita t6i dang t&i gén. Ban cé sdn hang, cé
ship 2h. Pay & ldc bién mén hang thanh CUA chi trude khi chi kip
rat.

"Em dé& pack sdn tén chi vao hép giao chiéu nay. Néu chi chét
bay gig, ship 2h chi nhan trong hom nay luén.”

Vi SAO WORK

"D& pack sén tén chi vaio hop" kich hoat endowment effect — Dan
Ariely md td trong Predictably Irrational (2008): ngudi ta dinh gid
cao hon th&r minh dé coi la ctia minh. Khi ban néi hdp dé dé tén chi,
trong dau chi mén dé d& thanh sé hiru — va rat lui bay gid nghe nhu
dang b di cdi d& thudc vé minh, dau hon 1& chua tiing cé.

Chéng 1&n d6 la su tién Igi kéo cdi dudc vé ngay hdm nay: "ship 2h
chi nhan trong hédm nay luén”. V&i mén c¢é nhu cau gép — dé &n cho
bita t6i, qud can kip — khodng cdch giita 'muén” v "cé trong tay”
cdang ngdn thi cang khé tir chdi. Ban vira khién hang thanh cia chi,
vlra xod ludn cdi cé "dé gop don sau” bdng cdch cho chi nhan lién
trong ngay.



KHI DUNG — KICH BAN CHAT MAU

Dung cudi budi v8i hang cé sdn, ship nhanh, nhu cdu gdp — bién
mon thanh "cta khdch” va cho nhén ngay.

Khdach: dé em coi con thiéu gi trong bép réi gép don luén Ban:
Da chi c6 khdach téi nay diing khéng, vély em néi luén: em da
pack sdn tén chi vao hép giao chiéu nay. Néu chi chét bay
gi&, ship 2h chi nhén trong hém nay luén. Khdach: ir téi nay cé
khdch that, ma em sg 2h ship khéng kip Ban: Da chi chét
trudc 2h chiéu la 4-5h chi cé hang, kip bita téi thodi mdi. Em
ghim shipper khu chi luén. Chi chét em ddy don lién nha?
Khdach:** ok chét, géi ky gium em

Chi lo "2h khéng kip" — méi lo that, khéng phdi cdi cé. Ban gidi
quyét dung méi lo d6 (chét trude 2h la kip bira t8i). Chi chét vi cdi
dudc ndm ngay trong tdm tay chiéu nay.

BAI HOC PUC KET

Khi ban dé tén khach 1én hdp, trong déu chi mén
da thanh cta minh — rut lui bay gié dau hon la
chua tirng co.
* "Pack sén tén chi" kich hoat endowment effect (Ariely 2008) —
ngudi ta gilr chdt cdi dé coi la cla minh.
* Ship nhanh trong ngdy rdt ngén khodng céch "mudn” dén "cé”
— vé&i nhu cdu gdp, khodng cdch ngdn khé tir chai.

* Gidi quyét ding méi lo that cta chi ("2h c6 kip khéng") manh
hon thuc chi chét cho nhanh.




Cau sau: khi ban cén khan hiém chay trén post déng ngusi — vdi
mot hanh déng nho xiu.



Cau 32 — "Em,con giirgiaciicho 5
chi nhan 'CHOT" trong 30 phut tai.
Sau d6 em phul cap nhat gia mai
Ién hé thaéng."

Tdm gid t6i. Ban vira ddng mdt post do thun mdi 1én fanpage,
tuong tdc dang Ién — mady chuc ngudi thé tim, vai ngudi comment
"gid?". Dam doéng dang néng, nhung néng sé ngudi trong mudi |[am
phat nita néu ban khéng lam gi. V&i mot post déng ngudi, ban
khéng chat tay déi dugc véi tiing chi — ban can mét cau bién ddm
déng dang ngdm thanh mét hang ngudi cling hanh dong.

"Em con giif gid cii cho 5 chi nhdn 'CHOT' trong 30 phut téi. Sau
d6 em phai cép nhat gid méi lén hé théng.”

Vi SAO WORK

Cau ndy ghép hai ca ché. Scarcity cé deadline kép — vira gidi han
s6 ngudi (5 chi), vira gidi han thgi gian (30 phat): hai cdi vach
cung ltic 1am cdi gép ré va cu thé, khdac hdn "nhanh tay nha cé nha”
ma ho.

Co ché thi hai tinh t& hon: hanh déng dugc yéu cau nhd téi mic
gan nhu khéng ¢é luc cdn — chi gé mot chir "CHOT". Day la foot-
in-the-door (Freedman & Fraser 1966): xin mdt cam két bé xiu
trudc, cam két 18n theo sau dé han. Nghién ctiu géc cho thdy 76%
ngudi déng y viéc 18n sau khi dd déng y mot viéc nhd, so véi 17%
khi bi xin viéc 18n théng. Chi gé "CHOT" gan nhu phdn xa — nhung



g6 xong chi d& budc mot chan qua cla, va budc tiép (chon size,
cho dia chi) nhe hon nhiéu.

KHI DUNG — KICH BAN CHAT MAU

Dung dudi post/livestream déng tuang tdc, khi ban khéng chat tay
doi kip — can mot hanh dong mot-cham dé khai ddng chét.

Ban (comment ghim dugi post): Mau nay dang nhiéu chi héi.
Em con giif gid cii cho 5 chi nhdn "CHOT" trong 30 phiit tGi.
Sau d6 em phai cép nhat gia méi l1én hé théng. Khdach (inbox):
CHOT Ban: Da em nhan CHOT ciia chi, giir gia cii nha. Gié em
cdn size + mau + dia chi dé1én don a. Chi cao néng bao nhiéu
em canh size lu6n? Khach: size M mau den, 1m6 52kg Ban:**
Da M den chudn ddng chi. Em chét dan, ship COD 2 ngay tdi a.

Chi g mé&i chit "CHOT" — rao cén gén nhu béng khéng. Nhung gé
xong chi dd vao ludng, va cdc budc sau chdy tu nhién. Cam két
nhé md dudng cho cam két 4n.



BAI HOC PUC KET

Trén post dong ngugi, dirng xin khach mua ngay —
xin chi g6 mét chit. Buéc nhé d6 mé cira cho moi
budc sau.

* Deadline kép (5 chi + 30 phut) lam cdi géip cu thé (Cialdini
1984) — khdc "nhanh tay nha cé nhd" mao hé.

* G& "CHOT" la foot-in-the-door (Freedman & Fraser 1966: 76%
vs 17%) — cam két bé ma dudng cam két I4n.

* Sau khi chi gé mét chil, chi da véio luéng — chon size, cho dia
chi chdy nhe hon nhiéu.

Cau sau: khi cdi gap khéng phdi hdm nay, ma [& 24 gid c6 that.



Cau 33 — "Anh chi cé 24 gid niia
dé lay gia nay vi em vao chudng
trinh san pham méi ngay mai.”

Chin gi& sdng, Zalo. Mdt anh chd shop gidy nhdn hdi ldy si 16 dép
mua hé ban dang thanh ly dé dén kho mé&u mdi. Anh tinh todn ky
nhu dan budn: hdi gid theo bdc s lugng, hdi déi trd, roéi budng "dé
anh tinh lai don hang vai hdm réi quyét”. "Vai hém” véi dén budn I
v6 han — mai anh ban nhdp méu khdc, tuan sau anh quén. Nhung
ban cé méc thét: mai ban m3 bdn dong mdi, 16 cii ndy phai don
gid.

"Anh chi c6 24 gi& nira d€ ldy gid nay vi em vao chuong trinh sén
phdm méi ngay mai.”

Vi SAO WORK

"24 gi& nita" la urgency cé khung thdi gian déng goi cu thé — khong
phdi "sdp hét uu dé&i" co gidin. Mdt con s6 gid ré rang cho ndo mot
cdi méc dé bam; loss aversion (Kahneman & Tversky 1979) neo
vao dé: qud 24 gid, anh mat gid don kho ndy.

Stic ndng ndm & chi "vi' gén ly do van hanh that — "em vao chuong
trinh sdn phdm mdi ngdy mai” (Langer 1978). V&i khdach B2B nhu
anh chd shop, ly do ndy con hgp ly gdp bdi vi anh ciing ladm nghé,
anh HIEU chuyén don kho Idy chd cho méu méi — dé I viéc anh
cling 1dm mbi mua. Ban khéng bia cdi géip; ban néi mét logic van
hanh mé ngudi cling nghé gat ddu ngay. Khdch buén khé lira béng
chiéu, nhung dé thuyét bdng logic that clia nghé.



KHI DUNG — KICH BAN CHAT MAU

Dung v&i khdch si / B2B khi ban cé méc chuyén dong that — ly do
van hanh ma ngudi cling nghé céng nhan.

Khdch: dé anh tinh lai don hang vai hém rai quyét Ban: Da em
hi€u anh cén can sé ludng. Nhung néi thédng dé anh chi déng:
anh chi c6 24 gid& nita d€ ldy gid nay vi em vao chudng trinh
s@n phdm mdéi ngay mai. Khdch: gid don kho nay ldy 100 d6i
con xudéng nita khéng Ban: Da 100 ddi em xuéng thém 5k/dbi,
chét trong hém nay. Qua mai 16 nay vé gid thudng, em khong
gilr mirc don kho dugc nira. Anh can dugc 100 d6i thi em giir
hang cho anh lién. Khdach:** ok dé anh chdt 80 d6i trudc, max
kho anh nhiéu do

Anh khéng léy 100 nhu ban ggi — anh chét 80, ding stic kho anh.
Khdch budn quyét theo tdi minh. Nhung anh chét TRONG hém nay,
vi cdiméc 24 gid va ly do nghé la that.



BAI HOC PUC KET

Khach budn khé lita béang chiéu, nhung dé thuyét
bdng logic that ctia nghé — cho anh cdi méc va ly
do ma ngudi cing nghé gat dau.

* "24 gi& nita" & khung th&i gian déng géi cu thé (Kahneman &
Tversky 1979) — cho ndo mot mac rd dé bam, khdc "sdp hét”
co gidan.

e Chir"viem vao dong méi ngay mai”ld ly do van hanh that
(Langer 1978) — khdch cling nghé céng nhén ngay.

* Khdch buén quyét theo stic kho minh (80 thay vi 100 ban ggi)
— chét dudc trong window dé 1a thdng.

Cau sau: khi deadline khéng phdi ban ddt ra — ma la mét anh
shipper bding xuang bdng thit dang chs.



Céau 34 — "Em déng don trong 1
tiéng nira vi shipper em dang cho.
Chi chét em cho Ién xe luén.”

Bén giSd chiéu. Chi nhdn Zalo d&t bé hoa hudng duong tding sinh
nhat ban t8i nay. Chi ung madu, hdi gid, réi phan van "dé em hdi
thém mdy shop nita coi sao". V&i hoa tugi, phén vén 1a ké thu cla
chinh chi — tré chuyén giao chiéu l& t6i nay khéng cé hoa. May cho
chi, ban cé chuyén shipper gom hang di trong mét tiéng nita. Cdi
deadline nay khéng phdi ban nghira dé ép — né la that, va né phuc
vu chinh chi.

"Em déng don trong 1 tiéng nifa vi shipper em dang chd. Chi chét
em cho Ién xe luén.”

Vi SAO WORK

Pay 1& urgency manh nhdt trong nhém, vi cdi deadline cé bdng
ching vat ly — mét anh shipper that dang ché gom hang. Khong
phdi cdi déng hd triru tugng ban tu ddit; & mot con ngudi cu thé,
mot chuyén xe cu thé, s& di trong mot tiéng. Loss aversion
(Kahneman & Tversky 1979) neo vao d6 rdt chéc: I8 chuyén nay la
td&i nay khéng kip hoa.

Cdng thém su thod mén tlc thi — "cho 1&n xe ludn” kéo cdi dudc vé
gan: chdt bay gid 1& tdi nay cé hoa ding hen. V&i hoa tuai, d6 &n
néng, qud can kip gid, cdi deadline giao véin khéng phai dp luc bdn
hang — né 1& I18i nhdc gilp chi khdi 18 dip cta chinh chi. Ban ding



vé phia cdi hen t6i nay cla chi, khéng phdi vé phia cdi don cla
minh. D4 1a ly do cdu ndy gép ma khdng thdy bi ép.

KHI DUNG — KICH BAN CHAT MAU

Dlng véi hang cén kip gis (hoa, dé &n, qud) khi ban cé chuyén
giao that sép di — deadline la bdng chiing vat ly, khong phdi chiéu.

Khdch: d&€ em héi thém mdy shop nita coi sao Ban: Da chi so
gid la ding. Nhung hoa tdi nay thi em néi that: em déng don
trong 1tiéng nira vi shipper em dang chd. Chi chét em cho lén
xe ludn. Khdch: ir ding téi nay cdn réi, ma bé nay dé dudc lau
khong Ban: Da hudng dudng em cdt sdng nay, cdm nudc dé
4-5 ngay. Chi chét gis, em kém géi dudng hoa, 6h chi cé hoa
tén nai kip tiéc. Em Ién don nha? Khach:** ok chét, ghi thiép
gium em "Happy birthday Trang”

Chi hdi "dé dugc lau khéng” — méi quan tam that cla ngudi mua
hoa. Ban trd I8i réi chét bdng cdi hen 6h. Chi quyét vi cdi deadline
phuc vu dung dip cla chi.



BAI HOC PUC KET

Cadi gdp manh nhéat khéng phai dong hé ban tu dat
— ma la mot anh shipper that dang chg, phuc vu
ding cai hen cia chinh khach.

* Deadline ¢é bdng ching vét ly (shipper, chuyén xe) neo loss
aversion chdc hon déng hé tritu tugng (Kahneman & Tversky
1979).

* "Cho I&n xe ludn" kéo cdi dudc vé gan — véi hang kip gid, thod
man tdrc thila ly do chét.

* Pling vé phia cdi hen clia khdch, khéng vé phia don ctia minh
— gdp ma khoéng thay ép.

Cau sau: khi ban khéng doa khdch bdng cdi dudec — ma bdng cdi
sép MAT.



Cau 35 — "Uu dai giam 20% cudi
thang con 2 ngay. Chi dgi thung
sau la mét luén — em khéng citu

dugc dau.”

Chin gi& t6i, hai ngdly cudi thdng, Messenger. Chi dd theo déi chiéc
dam suét dot sale, dé@ bd vao gid, dé ldy ra, da hdi ban hai lan. Chi
ung, chi chi chua chiu bdm nat cudi. Chi gé céu quen thudc: "chdc
dé thdng sau l@nh luong em mua”. Chj ndi nhu thé thdng sau chiéc
ddm van gidm 20% chd chi. Né khéng chd — chucng trinh déng
sau hai ngdy, va ban khéng cé quyén kéo dai.

"Uu dai gidm 20% cudi thang cén 2 ngay. Chi dgi thang sau la
mat luén — em khéng ciru duge déu.”

Vi SAO WORK

Ca cau xoay quanh cdch déng khung cdi mat thay vi cdi dugc. So
sdnh hai cdu cing mét sy that: "mua thang nay dugc gidm 20%" va
"dgi thdng sau mat ludn 20%". Noi dung y hét, nhung cau sau ddnh
manh hon nhiéu — vi loss aversion (Kahneman & Tversky 1979):
mdt mot thir dau gép khodng hai lan dugc thi dé vui. "Mat luén”
khién chi thdy 20% nhu mdt cdi d& gan thudc vé minh dang bi tudt
di.

Chi tiét "em khong cttu dugc déu” lam hai viéc. N6 gai réing ban
cling ndm dudi médt cdi khung (chuong trinh cong ty, khéng tu kéo
dai dugc) — nén chi khdng mdc cd vai ban, chi chay dua véi cai
khung. V& né thanh that mdt cdch dé thuong: ban diing cung phia



chi, tiéc gium chi, ch&r khéng phai bén ra diéu kién. Giong "em
khéng ctiu duge” dm hon hén giong "nhanh khéng hét deal”.

KHI DUNG — KICH BAN CHAT MAU

Dlng cudi chugng trinh khuyén mai thét, khi khach dinh dgi qua
dgt — déng khung bdng cdi mét, khéng béing cdi dudc.

Khdch: chdc dé thang sau lanh luong em mua Ban: Da em hiéu
chi dgi lugng. Nhung néi that dé chi can: uu déi giam 20%
cudi thdng con 2 ngdy. Chi dgi thang sau la mat luén — em
khéng citu dugc dau. Khdch: trai, thang sau khéng con ha,
tiéc vay Ban: Da qua ddt la vé gia géc, em ciing tiéc cho chi.
Néu chi ngai luong thi bén em c6 COD — chi nh@n hang cuéi
thdang, lueng vé chi tra shipper ciing dugc. Vay chi van kip gid
gidm ma khéng ket tién. Em giir dam size chi nha? Khach:** ¢
COD dudc ha, valy chét ludn cho kip

Cdi mét "20% madt luén” lam chi ti€c. Nhung ban khéng diing & dé
— ban g8 ludn rdo cén that (chua cé luong) bdng COD. Loss
aversion m@ long chi, gidi phdp thdt dong don.



BAI HOC PUC KET
"Mua nay dugc giam 20%" va "dgi la mét luén 20%"
cung mét su that — nhung céu néi vé cai MAT lam
khach quyét, céu néi vé cai dugc thi khéng.
* Déng khung bding cdi mét manh géip doi cdi dudc (Kahneman
& Tversky 1979) — "mat ludn" nghe nhu dang tudt khéi tay.
* "Em khong clu dugc dau” ggi ban ciing dudi mot cdi khung —
chi dua véi khung, khéng mdc cd vdi ban.

* Loss aversion mé& long, nhung g& rao cén that (COD cho ngudi
chua cé luang) méi déng dugc don.

Céu sau: khan hiém manh nhét khéng phai do ban tao — ma do
chinh cdch ban lam ra hang.



Cau 36 — "Bén em ban mau nay
gidi han 50 chiéc/thang vi xudng
dét handmade. Con 8 chiéc trong
thang nay."

Mugi gid sdng, Instagram DM. Chj hdi chiéc khan len dét tay ban
déng — mdu hoa vén thd cdm hiém thdy. Chi ung 1&dm nhung lam bd
thong thd: "dep d6, d& em ngdm thém bd suu tdp cla shop réi lua
mdt lan". Chi tudng khdn ndo ciing s&n kho, muén ldc ndo ldy luc
dé. Chi khéng biét méi chiéc khé&n ndy mat ba ngay dét tay, va
thdng ndio xudng ciing chi ra dugc ndm chuc chiéc — thdng nay
con tdm.

"Bén em bdan mau nay gidi han 50 chiéc/thang vi xudng dét
handmade. Con 8 chiéc trong thang nay.”

Vi SAO WORK

Day la khan hiém dep nhat, vi né khéng do ban dung ra dé ép — né
l& ban chat clia cdch lam hang. "Gidi han 50 chiéc/thdng vi xudng
dét handmade” cho mét ly do sdn xudt that (Langer 1978): khéng
phdi "hang hot sdp chdy”, ma "lam tay nén chi ra dudc tiing dé”. Ly
do nday ndng gid tri mén hang 1én thay vi ha uy tin shop.

Cé moét nghién clu kinh dién ding sau ddy. Worchel, Lee va
Adewole (1975) dua ngudi ta ném bdnh quy: bdnh trong lo chi con
hai cdi dugc chdm ngon hon hdn bdnh y hét trong lo ddy musi cdi.
it, tu nd, lam thir d6 cé vé ddng gid hon. "Con 8 chiéc” vdi con sé cu
thé vlra tao khan hiém vira téing cdm nhan gid tri — chij thdy chiéc



khdn quy hon chinh vi né hiém. Va vi cdi hiém nay cé thét (dét tay
ra cham), chi kiém kiéu gi ciing thdy duing.

KHI DUNG — KICH BAN CHAT MAU

Dlng v&i hang gidi han that do cdch sdn xudt — handmade, lam
theo mé nhd, phién ban gidi han.

Khach: dep d6, d& em ngdm thém bd suu tap clia shop réi lua
mét Ian Ban: Da chi cif ngdm cé bd. Riéng mau nay em néi
trudc kéo chi tiéc: bén em ban mau nay gidi han 50 chiéc/
thdang vi xudng dét handmade. Con 8 chiéc trong thang nay.
Khdch: sao it valy, dét lau ldm a Ban: Da méi chiéc dét tay
mdt 3 ngdy chi, nén thang ra dugc 50 la hét sirc. Hét 8 chiéc
nay chi phdi dgi qua thang sau. Mau nay mau cham véi mau
ndu ddt dang con, chi thich mau ndo em giit cho a? Khéch:**
giif gitm em mau cham, dé em ngdm nét mdy mdu kia réi chot
trong hom nay

Chi hdi "sao it vay" — cdi hiém khgi td mo, va cau trd I8i (3 ngay/
chiéc) lam chi trong mén hang hon. Chi xin giif mau cham, van
ngdm tiép nhung dé mot chan trong daon.



BAI HOC PUC KET

Khan hiém khéng cén bia khi cach ban lam ra hang
von da hiém — néi that rang moi chiéc mat ba
ngay, khach trong né haon.
* Ly do san xudt "dét tay nén gidi han" (Langer 1978) nang gid tri
mon hang, khéng ha uy tin shop.
* it lam t&ng cdm nhdn gid tri — bdanh trong lo vai dugc chdm
ngon hon bdnh trong lo dély (Worchel-Lee-Adewole 1975).
* Cdi hi€ém c6 that thi chiu dugc moi céu hdi "sao it vay" — va
cdu trd I6i cang lam khdch trong hang.

Céu sau: khi khdch néi "chua gdp" — cdch cédng nhén ma van cédm
dugc mdt cdi déng hé.



Céu 37 — "Chi chua can gap thi
dung. Nhu'ng gia thang nay chicé
thang nay. Em khong muén thang
sau chi mua dat hon 15% ciing 1
hop.”

Gilra trua, Zalo. Mét chi chd shop my phdm nhé nhdn 18y si mdy
hép mdt na ban phan phdi dé bdn lai. Chi dé ldy vai lan, quen gid,
quen hang. Lan ndy chi thong tha: "haing con nén chi chua gdp, dé
cubi thdng chi gom don ldy ludn". Chi néi ding — chi chua gép
that, kho chi con. Cai lai "gép di chi" 1& ban néi déi va chi biét.
Nhung ban cé mét su that khdc chi chua dé y: gid thdng nay sép
déi.

"Chi chua cén gdp thi ding. Nhung gid thang nay chi c¢é thang
nay. Em khéng mudn thdang sau chi mua dat hon 15% cung 1 hop.”

Vi SAO WORK

Nudc di dau tién 1&d cong nhdn — "chj chua cén gép thi ding". Chris
Voss (Never Split the Difference 2016) day: khi khdch dua ra mét
diém ding, dlng cdi, hdy goi tén né ra trudc. Cong nhdn cdi ding
cla chi lam chi ha phong thd va chiu nghe vé sau, vi ban khéng
chéi thuc tai cta chi.

R6i ban Idi tir "gdép hay khéng" sang "gid thdng ndo” — mdt reframe.
Cdi gdp that khong ndm & chi cdn hang lién; né ndm & clra sé gid.
"D&t hon 15% cung 1 hop" [a loss aversion déng géi bdng con s6 cu
thé (Kahneman & Tversky 1979): khéng phdi "gid sdp Ién" mo ho,



ma cung dung mét hop dd chi sé trd thém 15%. V&i chi chl shop
bdn lgi, 15% gid vén dn thdng vao 18i mdi hdp chi bdn ra — chi hiéu
ngay bdng ngdn ngif 16i 1di. Ban khdéng ép chi gdp; ban chi cho chi
thdy cdi vi chi thdng sau.

KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch néi "chua gdp / chua can” ma cé that — céng nhén

cdi dung réi ldi sang ctfa s6 gid.

Khdch: hang con nén chi chua gdp, dé cudi thdng chi gom
don ldy luén Ban: Da chi chua céan gép thi ding. Nhung gid
thdng nay chi c6 thang nay. Em khéng muén thdng sau chi
mua ddt han 15% cling 1hdp. Khdch: Ga thang sau lén gia that
d, sao 1én Ban: Da nhéa nhép diéu chinh tirming 1, em vira
nhén bdo. Chi bdn lai thi 15% vén la &n vao 18i méi hop dé chi.
Chi gom ddn cudi thang ciing dugc, nhung ldy gid thang nay
thi em khod gid cho chi truéc miing 1. Chi tinh ldy tam bao
nhiéu hop dé em giir gia? Khdch:** vay dé chi chét sé lugng
sém hon, mai chi gt don

Chi khéng gom cuéi thdng nita — chi dgi lich 1&én dé gilr gid. Ban
khéng cdi cdi "chua gdp” cta chi; ban thém mot su that (gid déi)
va dé chi tu tinh lai.



BAI HOC PUC KET

Khi khach néi "chua g&p dl’lng, dirng cai —
cdng nhan cai dung, rai ldi tir "gap hay khéng”
sang "gia thang nao”.
» Cong nhan diém ding cla khdch trude (Voss 2016) lam chi ha
phong thi va chiu nghe vé sau.
* "D&t han 15% cuing 1hdp” la loss aversion déng géi bdng con s&
(Kahneman & Tversky 1979) — cu thé hon "gid sdp lén".
* Véi khdch ban lai, néi béing ngdn ngir 15i 16i (15% vén &n vao I6i)
cham nhanh han moi I8i thuc.

Cau sau: khi con s6 gidm khéng lay dugc khdch — nhung chir "free”
thi co.



Céau 38 — "Chi chdt hém nay em
keém freeship 63 tinh. Chét sau mai
em khong tu dua freeshlp dudgc,
phai theo gia cong ty.”

B&n gid chiéu, khung chat TikTok Shop. Chi d& ung bo dé bd mdc
nhd, d& chon size, d& tinh chét. Ket ding mét chd: phi ship 30k
hién 1én & budc cudi lam chi khung. Chi gd "dé em gom thém cdi
nitra cho ddng ship”. "Gom thém" nghia la chi rgi gid di tim, va bdy
phan mudi khdch r&i gid kiéu dé khéng quay lai. Cdi lam chij khung
khéng phdi gid dé — & 30k ship. V& ban cé quyén xod ding 30k dé
hom nay.

"Chi chét hém nay em kém freeship 63 tinh. Chét sau mai em
khéng tu dua freeship dudc, phdi theo gid céng ty.”

Vi SAO WORK

Chuyén la vé s6 khéng: bd phi ship 30k tdc déng manh hon gidm
gid d6 30k, du tién y hét. Dan Ariely (Predictably Irrational 2008)
goi day la hiéu Ung gid-bdng-khdng: chif "free” cham vao ndo
khdc hdn mét con sé nhé. Trong thi nghiém ciia 6ng, ngudi ta bd
mén ngon han dé Idy mén dé han chi vi mén dé dugc cho MIEN PHi.
"Freeship” vi thé g& dudc ding cdi khung cta chi manh hon "gidm
30k".

Cdng thém reason why v& mdt cdi khung quyén luc: "chét sau mai
em khong tu dua freeship dugc, phdi theo gid céng ty" (Langer
1978 + Authority, Cialdini 1984). N6 vira ddt deadline cé ly do, vura



cho chi hiéu freeship 1& d&c an ban dang tu tay tdng trong khé
ndng cla minh — qud mai ban ciing bi cdi khung coéng ty tréi. Chi
khéng mdc cd véi cdi khung; chi chi cén quyét trudc khi clra s6
dong.

KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch khung & phi ship budc cudi, va ban cé thé téing
freeship hém nay c6 deadline thdt.

Khdach: dé em gom thém cdi nita cho ddng ship Ban: Da khdi
gom cho mét chi gi. Chi chét hém nay em kém freeship 63
tinh. Chat sau mai em khéng tu dua freeship dudc, phai theo
gid céng ty. Khdch: Ga freeship that ha, véy bé nay em lay
luén khéi gom Ban: Da théat chi, em trir ship ngay trong don
cho chi thdy. Vdy chi ldy bé nay size M méau xam, ship COD
nha? Em chét don giao 2 ngay a. Khdch:** ok chét

Cdi khung bién mét ngay khi 30k ship vé khéng. Chi khéng gom
nira — chi I8y ludn. Chit "free” g& dung chd dang ket, deadline gitr
chi quyé&t hém nay.



BAI HOC PUC KET

Khi khach khung & phi ship, bé luén phi ship manh
hon giam gia dé cuing sé tién — chit "free” cham
n&o khdac hédn mét con sé nhd.

* Hiéu ting gid-bdng-khdng (Ariely 2008): “freeship” hdp ddn
hon "gidm 30k" du tién y hét.

* "Qud mai phdi theo gid céng ty" la reason why (Langer 1978)
cong cdi khung quyén luc (Cialdini 1984) — chi quyét trudc khi
clra déng.

* G& ding cdi dang ket (30k ship) chét nhanh han gidm gid
chung chung ma chi khdng xin.

Nhém 5 khép & ddy. Ban d& cé mudi cdch tao cdi gdp — mdi cdch
kém mét chit THAT diing gdc. Nhung cé nhitng khdch chua sdn
sdng cho mét cl chét 18n; ddy manh 1& chi 1Ui. V8i ho céin mot 18i
khdc: xin mdt cdi gat that nhé trude. Chuong sau: cam két nhd — vi
mdt khdch dé bé ra 30 gidly cho ban khé quay dau hon khdch chua
bd gi.
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CAM KET NHO



Co mdt quy ludt la vé con ngudi: ching ta khéng hanh déng theo
diéu minh nghi, ching ta nghi theo diéu minh d& hanh déng.

Nghe ngugc dai, nhung mét thi nghiém ndm 1966 ching minh né ré
mon mdt. Hai nha tdm ly hoc Freedman va Fraser tdi tirng nha xin
cdm mdt tdm bién "Ldi Xe Cén Than" to dung, xdu xi ngodi san. Xin
thdng, chi 17% ngudi déng y — dé hiéu, ai mudn cdi bién bu chéng
trudc nhd. Nhung v8i nhdm khdc, trudc dé hai tuan ho dugc xin
mot viéc bé xiu: ddn mdt manh gidy nhd "Ldi Xe An Todn" I&n clia
s6. Ai cling gdt, viéc cdn con ma. Hai tudn sau, khi dudgc xin cdm
cdi bién to, 76% nhém nay déng y.

Cung mét 18i xin 18n. Khdc nhau 8 chd nhédm sau d& budc mdt budc
nhd trudc dé. Budc nhd dy ddi cdch ho nhin chinh minh — "t6i la
ngudi quan tdm an todn giao théng” — va réi ho hanh déng cho
khdp véi con nguGi méi dé.

Cialdini goi déy la Commitment & Consistency (Influence 1984):
mdt khi ta budc médt bude nhd, ta chiu dp luc trong ldng phai nhéat
qudn véi budc ti€p theo. V&i khdach cla ban, diéu nay nghia la:
dirng xin cu 18n khi chi con lanh. Xin chi chup mét téim hinh. Xin chi
doc gitp 30 gidy. Xin chi chon mét trong hai. Méi cdi gat nhd khién
chi dau tu thém mdt chit vao ban — va ngudi ta rat khé bd di thir
minh d& bé céng vao.

Sdu cdu dudi day la sdu cdi gt nhd. Khdong cdu ndo doi chi mua.
Nhung méi cau kéo chi budc thém mot budc vé phia don hang —
béng chén cla chinh chi.

B4t dau.



Cau 39 — "Chi chup gitip em 1tdm
hinh vung da bé dé em tu van chinh
xac dudc khong a?"”

Tdm gid t8i, Zalo. Chi me nhdn hdi kem tri hdm cho bé, giong vira lo
vira dé chiing: "bé nhd em hém dé may hém nay, mé mua online em
s khéng hgp da bé". Chj ding giita hai ndi s¢ — sg dé con hdm, va
s@ mua nham. Néu ban bdo gid va cam két chung chung "kem em
diu 1&m chi yén tam", chi van treo d6. Diéu chi cdn khong phai mot
I8i hita; chi cén cdm gidc ban dang that su nhin vao da con chi.

"Chi chup gitip em 1 tdm hinh viing da bé dé em tu van chinh xdc
dugc khong a?”

Vi SAO WORK

Day |& foot-in-the-door 8 dang thudn nhat — Freedman & Fraser
(1966): mot yéu céu nhd md dudng cho quyét dinh 18n. Chup mdt
tém hinh 1& viéc con con, chi lam dugc ngay. Nhung khi chi bd céng
chup va gUri, chi da dau tu vaio cudc chat ndy — vé ngudi ta khé rat
khdi th minh d& bd cong vao. Nghién clru géc cho con s6 76% so
V3i17%: cdi gat nhd trude d6i hdn xdc sudt cdi gat 16n sau.

Codn mot I18p nita: tdm hinh bién ban tir shop bdn kem dai trd thanh
ngudi tu van cho riéng da con chi. Sau khi chi gti hinh, I8i khuyén
clia ban khéng con 1 copy-paste — né gén véi ding ving da chi
vlira chup. Chi cdm thdy dudc nhin thdy, dudc chdm ding ca cla
minh. V&i hang cho bé, cho da, cho siic khoé — ngi chi sg nhat



chuyén "khéng hgp” — hanh déng chup hinh vira 1&d cam k&t nhd,
vlra 1& bdng chiing ban tu vén cé trdch nhiém.

KHI DUNG — KICH BAN CHAT MAU

Dung v3i sdn phdm cdn cd nhan hod — da, téc, size, tinh trang cu
thé. Xin mdt hanh déng nhé dé chi ddu tu va dé ban tu vén tring.

Khdch: bé nha em héam dé mdy hém nay, mé mua online em sg
khéng hdp da bé Ban: Da em hiéu, da bé nhay nén chi cén
than la ding. Chi chup gitip em 1tdm hinh viing da bé dé em
tu van chinh xdc dugc khéng a? Khach: (gl hinh) day shop,
dé & nép gdp dui Ban: Da em xem réi. Pdy la hdm do dm & nép
gdp, chua loét — ding kem kém oxit diu cia bén em la hgp,
ngay boi 2 1an sau khi lau khé. Em cé tuyp nhé 120k dung th,
khéng hdp trong 7 ngay em thu lai. Bé mdy thdng dé em dén
chi liéu ding a? Khdach:** bé 5 thdng. ok chi ldy tuyp nhé thir

Chi glii hinh xong & d& budc vaio cudc tu vén that, khdng con diing
ngodi. Ban xem dung ca cta con chi, khuyén cé cdn cl, chét mém
bdng tuyp thir. Cdi gat "chup hinh” ddn théng tdi cdi gat “ldy thi".



BAI HOC PUC KET

Puring xin khach mua khi chi con sg — xin chi chup
mot tdm hinh. Bé céng chup rdi, chi da mét chéan
budéc vao don.

* Chup hinh la foot-in-the-door (Freedman & Fraser 1966: 76%
vs 17%) — cdi gat nhd ddi hdn xdc sudt cdi gat 16n.

 Tam hinh bién ban tir shop bdn dai tra thanh ngudi tu van cho
riéng ca clia chi — chij thdy dugc nhin thay.

* V8i hang cho bé/da/stic khoé, hanh déng chup vira I&d cam két
nhd, vira la bdng chiing ban tu vdn cé trach nhiém.

Cau sau: cam k&t nhd khéng phdi lic ndo ciing la chup hinh — déi
khi chila doc giup ban 30 gidy.



Cau 40 - "Chi doc qua bang chat
liu nay 30 giay giup em roi minh
ban tiép nhé?"

Ba gi& chiéu, Messenger. Chi hdi chiéc do phdéng ban bdn, va céu
ddu tién chi gé da 16 chi so gid: "sao do phéng bén chi 250k mé&
chd khdc c6 99k shop ai". Chi dang d&t ban canh cdi do 99k va
chd ban phan bua. Néu ban lao vao gidi thich mét trang vé cotton,
vé GSM, vé muc in — chj doc Iuét, thdy shop ndo ciing néi hay. Chi
cdn TU thdy khdc biét, khong phdi nghe ban ké khdc biét.

"Chi doc qua bang chdt liéu nay 30 gidy giup em réi minh ban
tiép nhé?”

Vi SAO WORK

Pday |&d cam két nhd theo nguyén ly Consistency cla Cialdini
(Influence 1984). "Poc gilp em 30 gidy" l& viéc bé, chi dé gat.
Nhung khi chi bd ra 30 gidy doc that, chi d& dau tu — va ngusi ta
khé phii nhdn thi minh vira tu doc bdng chinh mét minh. Khéc biét
chi TU doc dinh hon nhiéu lén khdc biét ban ké.

Con s6 "30 gidy" | chia khod. N6 nhd t&i miic khdng cé cé tir chéi
— khdc "chi doc k¥ thong tin sdn phdm gitp em" nghe nhu bai tap
vé nhda. Va cum "r6i minh ban tiép” ngdm hen mét cudc trao déi hai
chiéu, khéng phai ban thuyét gido mét chiéu. Chi cdm thdy dudc
mdi cling phan tich, khong bi ban. V8i mén ma khdc biét ndm &
chat — vai, thanh phén, théng sé — cho khdch tu doc béng so sanh



bién chi tir ngudi nghi ngd thanh ngudi tu két ludn. Va két luén cta
chinh chi thi ban khéng cén béo vé.

KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch so gid v8i hang ré hon, va khdc biét clia ban nam &
théng sé doc dugc — chat liéu, thanh phan, chirng nhan.

Khdch: sao do phéng bén chi 250k ma ché khac c6 99k shop
di Ban: Da céu nay hay, dé em khéng néi suéng: chi doc qua
bang chat liéu nay 30 gidy gitip em réi minh ban tiép nhé?
Khach: (doc) ir thdy ghi cotton 100% 220gsm, cdi kia chdc
méng hon Ban: Da ding chi. Ao 99k thudng cotton pha 60%
polyester, 150gsm, gidt vai ldn la gidn cd véi xii. Ao bén em
220gsm day, form giit dudc ca ndm. Chi mdc lau hay mdc vai
I6n bd dé em tu vén dung nhu cau a? Khdch:** mdc lau chu,
théi hiéu réi, do bén hon thi ldy

Chi tu doc ra "cdi kia chdc mdng hon" — chinh chi két ludn, khéng
phai ban. Tir d6 ban chi can xdc nhan va lam rd. Chi chét vi chi tu
thdy, khéng vi ban céi thdng.



BAI HOC PUC KET

Khac biét ban ké thi khach nghi; khac biét chi tu
doc bdang mat minh thi chi tin — va két luan caa chi
ban khéng cén béo vé.

* "Doc gilip em 30 gidy" 1d cam két nhé kich hoat Consistency
(Cialdini 1984) — chi bd céng doc réi khé ph nhén diéu minh
vla thdy.

* Con s8 "30 gidy" nhd t8i muc khéng cé cé tir chdi — khdc "doc
ky thong tin gitp em" nghe nhu bai tép.

e "R6i minh ban tiép” ngdm hen trao déi hai chiéu — chj thdy
dugc mdi cling phén tich, khéng bi thuyét gido.

Cau sau: cam k&t nhd manh nhat 1& khi khdch tu néi ra mét nguyén
tdc — rdi phdi séng vai né.



Cau 41 - "Chi dong y la uu tién
hang dau la an toan cho bé dung
khéng a? Vay san pham phal dat
chudn X — em gti chi ban kiém
nghiém.”

Chin gi& sdng, Zalo. Chi me hdi binh sita cho bé sd sinh, nhung lan
cdn & gid: "sao binh bén chi 320k ma ngodi chg c6 80k, ciing nhua
cling num ti vay thdi ma". Vi chi lic ndy, moi binh déu giéng nhau
— chi khdc con s6. Ban khéng kéo chi ra khoi cudc so gid bdng
cdch bdo "hang em t6t hon'. Ban kéo chi ra bdng cdch dé chi tu néi
ra cdi chi coi trong nhat.

"Chij déng y la uu tién hang déu la an toan cho bé diing khéng a?
Vdy sén phdm phdi dat chudn X — em gti chi ban kiém nghiém.”

Vi SAO WORK

Céu ndy dung mdt chudi cam két theo Cialdini (Influence 1984).
Trudc hét ban xin chi gat mot nguyén tdc gdn nhu khéng thé chai:
an todn cho bé la uu tién s6 mot. Chi gat — va cdi gat dy la mét
cam két chi tu dua ra. TU gidy dé, chi chiu dp luc trong ldng phai
nhdt qudn véi chinh minh: néu an todn & trén hét, thi chi khong thé
|8y cdi binh 80k khéng rd nguén nhua chi vi né ré. Chi ty déng clia
16i "mua dai cho ré" — khéng phéi ban déng.

Ri ban chong Authority 1én: "sén phdm phai dat chudn X — em gui
chi ban kiém nghiém" (Cialdini 1984). T kiém nghiém I& bdng
chiing khdch quan, khéng phai I18i shop tu khen. Né bién nguyén



t&c chi vira gat thanh mot tiéu chi cu thé ma chi hang ctia ban ddp
ing. Cudc trd chuyén rdi khoi truc "gid" va chuyén sang truc "dat
chudn hay khéng" — truc ma cdi binh 80k thua trding.

KHI DUNG — KICH BAN CHAT MAU

Dung khi bdn hang cho bé, ngudi gia, stic khoé — ngi an toan la
truc manh hon gid. Xin chi gat nguyén tdc trude, dua bdng chiing
sau.

Khach: sao binh bén chi 320k ma ngodi chg cé 80k, ciing
nhua ciling nim ti valy théi ma Ban: Da em héi that chi: chi
déng y la vu tién hang déau la an toan cho bé ding khéng a?
Vdy sén phdm phdi dat chudn nhua PPSU khéng BPA — em gtri
chi ban kiém nghiém. Khach: ir an toan la chinh. mé lam sao
biét binh 80k khéng dat Ban: Da dé chinh la vén dé chi — binh
80k khéng cé gidy kiém nghiém dé chi kiém. Binh bén em cé
ma tra dudc trén web vién kiém nghiém, em gi chi link tu tra.
Chi chon loaqi cho bé mdy thdng dé em tu véin nim ti ding a?
Khdch:** bé 2 thang. théi hiéu réi, cdi nay lién quan bé nén chi
Idy logi c6 kiém nghiém

Chi tu gét "an toan & chinh” — réi chinh cdi gat d6 khién chi khéng
thé quay lai binh 80k. Ban chi dua bdng chiing cho khdp nguyén
téc chj vira néu.



BAI HOC PUC KET

Pirng kéo khach khéi cudc so gia béng 18i khen
hang — dé chi tu néi ra cdi chi coi trong, rdi cdi dé
tu déng cira 16i "mua cho ré".

* Xin chi gat mot nguyén tdc trudc 1a chudi Commitment &
Consistency (Cialdini 1984) — chi phdi nhat qudn v8i diéu minh
vla gat.

* Ban kiém nghiém la Authority khdach quan (Cialdini 1984) —
bdng chiing ngodi, khéng phdi shop tu khen.

* CAu nay chuyén truc tif "gid" sang "dat chudn hay khéng" —
truc md hang tréi ni ré tién thua tréng.

Cau sau: khi cam két nhd I&d mét chd dudc gitt — cé thé rut lai, nén
khdach dé gat.



Cau 42 — "Chi gu'l em size + dia chi
dé em gluglup 1tiéng a. Chi khong
chot em van khong tinh phi — chi
dé em dam béo hang cho chi.”

Tdm gid tdi, Messenger. Chj ung déi gidy thé thao ban bdn, méu
dang hot, size cta chi (38) chi con hai déi. Chi thich thdt, nhung
con mdét chan do du: "dé em cdan nhdc xiu, ma sg lat quay lai hét
size". Chj ket gitta muén giit hang va ngai cam két mua. Pay I& chd
ban tdch hai thi dé ra — cho chi gilr chd mé chua phdi mua.

"Chi glti em size + dia chi d&€ em giir gitip 1tiéng a. Chi khong chét
em van khéng tinh phi — chi dé em dédm béo hang cho chi.”

Vi SAO WORK

Hai co ché 16ng vao nhau. Thit nhat, endowment effect — Ariely
(Predictably Irrational 2008): khi d6i giay dé dugc "gilt cho chi” véi
tén va dia chi chi, trong déu chi né da hgi thanh cta minh. Mét
tiéng sau, buéng né ra nghe nhu mat cdi dé thudc vé minh, dau hon
la chua tung gilr.

Thi hai — va déay 1 chd tinh — cam két nay rat lai dugce. "Chi khéng
chét em van khong tinh phi” g8 bd rdi ro, nén rdio cén dé gat gdn
nhu bdng khdng: chi chdng mét gi khi ddng y giir. Nhung cdi hanh
déng gUi size va dia chi tu né d& la mot budc dau tu (foot-in-the-
door, Freedman & Fraser 1966) — chi da bd céng, d& hinh dung
mén hang vé t&i nha minh. Nghich ly dep: chinh vi dé rat lui ma chi



dé budc vao; v mdt khi da budc vao, phdn 16n khéng riut. Ban ha
rdo dé chi qua clra, réi endowment gitf chi lai bén trong.

KHI DUNG — KICH BAN CHAT MAU

Dung khi hang con it va khdch phan van — cho chi giif chd cé thé
rat lai dé ha rdo cam két.

Khdch: d€ em cén nhdc xiu, ma sg lat quay lgi hét size Ban:
Da véy minh tach ra cho chinhe déu: chi giti em size + dia chi
dé em giif giup 1tiéng a. Chi khéng chét em vén khéng tinh
phi — chi dé€ em dam bdo hang cho chi. Khdch: i valy size 38,
dia chi em nhdn nha. dé€ em héi y ng xé cdi Ban: Da em ghim
doi 38 tén chi téi 9h téi. Chi cirhéi anh nha thodi mai, quyét
xong nhdn em mét tiéng. Khéng chét ciing khdng sao chi nhé,
hang em giir dung gié dé thdi a. Khdch:** ok cdm on shop, lat
embdo

Chi chua mua — chi gili chd va di hdi chéng. Ding nhu thiét ké: rao
cdn gdn bdng khong nén chi gat ngay, ma gt size dia chi xong thi
déi gidy dé "cla chi” trong ddu. Mot tiéng sau, phan 18n khéch kiéu
ndy quay lai chét.



BAI HOC PUC KET
Khach vira mudn giir hang vira ngai cam két mua —
tach hai thit d6 ra: cho chi giir cho cé thé rat lai,
rdo can gét gan bang khéng.
* "Giir gitip 1tiéng" kich hoat endowment effect (Ariely 2008) —
hang dé& dé tén chi thi buéng ra nghe nhu mat cia minh.
¢ "Khéng chét van khdng tinh phi” gé rdi ro — chinh vi dé rut lui
ma chi dé budc vao (Freedman & Fraser 1966).

* Gli size + dia chila budc dau tu nhd — ban ha réo cho chi qua
clra, endowment gitr chi Igi bén trong.

Cau sau: khi ban bién cau hdi "mua hay khéng" thanh "'méu ndy hay
méu kia".



Cau43 - "Em gu'l chi 2 mau — chi
chon gilip em mau nao chi thay hdp
hona.”

Mudi mot gid trua, Instagram DM. Chi hdi tui xdch, nhung kiéu hoi
cho thdy chi chua véio cudc that: "shop cé mau ndo dep dep khong
cho em xem". Ma hé, dao chai, chua cam két gi. Néu ban déi cho
chi album hai chuc méu, chi luét qua trong mudi gidy réi "dé em
xem thém d&" — qud nhiéu lua chon lam té liét quyét dinh. Viéc cla
ban 1& thu cd cdi bién mdu &6 lai thanh mot cau hai chi tré 18i dudc
ngay.

"Em giti chi 2 mau — chi chon gitip em mau nao chi thdy hgp hon

a.

Vi SAO WORK

Bi mat ndm & chd cdu hdi ban ddt. Ban khong hdi "chi c6 mua
khong” — cdu do chi coé hai ddp dn, va mét nira 1a "khong”. Ban hdi
"méu n&io hop hon" — vé cé hai ddp &n déu gia dinh chi sé ldy mot
méu. Pay la lva chon nhu mdt cam két ngdm (Cialdini, Influence
1984): khi chi bd céng can hai méu va chi ra méu A dep hon, chi dé
am tham budc qua cau hdi "cé mua khdng” ma khéng nhén ra.
Trong ddu chi, cudc chgi da ddi tir "mua hay théi" sang "cdi ndo”.

Gidi han ding hai mdu ciing quan trong. Ariely (Predictably
Irrational 2008) cho thdly qud nhiéu lua chon lam ngudi ta té liét va
hodn quyét dinh; hai lua chon thi vira di dé chi thdy minh dudc
chon ma khéng bi ngdp. V& "chon gilip em” ha giong xuéng thanh



mdt I8i nhd théan tinh, khédng phdi mét cli chdt — chi gilip ban, chir
khong phdi chi dang bi bdn. Nhe nhang, nhung chi dd@ mét chén
trong don.

KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch con mo hé "cho xem méu dep”, chua khoanh ving
— thu vé dung hai méu va héi cdindo hdp hon.

Khdch: shop ¢6 mau nao dep dep khéng cho em xem Ban: Da
dé em khéi lam chij réi mat: em giri chi 2 méu — chi chon gitip
em mau ndo chi thdy hdp hon a. (gii 2 anh) Mau tote da bo di
lam, méu deo chéo nhé di chai. Khach: ir cdi tote hgp em hon,
em hay xdch di lam Ban: Da mdt chi chon chudn gu céng sé.
Tote nay ngdn laptop 14 inch vira khit, mau nau véi den chi
thich mau nao a? Khach: mau nau. ma dé em nghi thém xiu vé
mau Ban:** Da chi ci ngdm, mau nau em giif cho chi. Nau nay
di dudc ca d6 coéng sé 1an cudi tudn, khé 16i mét han den q.

Chi chon tote — v& ngay khi chon, chi dd ngdm quyét mua, chi con
l&n cdn mau. Chi van "nghi thém vé mau", that, khéng ép. Nhung
cudc chai trong dau chj da rdi khdi "cé mua khéng" tir luc chi noi
"cdi tote hgp hon".



BAI HOC PUC KET

Dirng héi "chi ¢6 mua khéng" — nita sé dap an la
khong. Hdi "méau nao hdp hon", va cé hai dap dan
déu la chi sé ldy mét mau.

¢ "Chon méu ndo hop hon' 1a lya chon nhu cam két ngdm
(Cialdini 1984) — chi budc qua cdu "cé mua khdong” ma khéng
nhdnra.

* GiGi han ding hai méu — qud nhiéu lua chon lam khdch té liét
va hodn (Ariely 2008); hai thi vira dd.

* "Chon giup em" ha giong thanh I8i nhS thén tinh — chi gidp ban,
khéng thay minh dang bi ban.

Céu sau: cam két nhd cudi cling — xin khdch hita TRUGC khi ban ra
tay g& vudng.



Cdau 44 — "Néu em gidi quyét dudc
X, chi cho em cd hdi phuc vu chi
chira?”

B&n gid chiéu, Zalo. Chij chi shop online hdi ban vé nguén tui zip
déng hang, nhung vudng ding mot chd khién chi chua chét: "tui
bén chi ok dé, m& em can giao dung thi Nadm hang tuén, mdy chd
trudc todn tré nén em ngai”. Chi dua ra mot rdo cdn cu thé — giao
ding hen. Néu ban vdi hira "da bén em giao ding lién", chi van nira
tin nlfa ngd vi ai chd hira. Khén hon: xin chi cam két trudc, rdi mdi
gd.

"Né&u em gidi quyét dudc X, chi cho em c6 hdi phuc vu chi chira?”

Vi SAO WORK

Day ld cam két cé diéu kién — mdt k¥ thudt x ly phdn d6i ma Jeb
Blount trinh bay trong Objections (2018) va Zig Ziglar day trong
Secrets of Closing the Sale (1984): trudc khi ra tay g& vudng, hdy
xin khéch hita sé chét NEU vuéng dugc gd. Ban 1at thé ¢&. Thay vi
ban gidi quyé&t xong rdi chi nghi ra mdt cdi cé mdi, chi da hia trudc
— va& mét khi chi gét "néu anh giao ding thi téi lay", chi chiu dp luc
nhat qudn vdi I8i htta dé (Consistency, Cialdini 1984).

Stic manh that cla cau la nd 16i con 6¢ that ra khéi vé. Néu chi gét
ngay "U giao dung thi chi ldy", ban biét chdc "giao ding hen” & rdo
cdn DUY NHAT — g8 xong |& chét. N&u chi ngdp ngiing " thi... con
tuy gid nira”, chi vira 16 ra rao cdn th hai chi chua néi. Cdch nao



ban ciing thdng: hodic khod dudc mdt cdi chét chdc, hodc moi ra
dudc cdi cdn that dang gidu. Ban khéng con dodn mo.

KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch néu mét vudng méc cu thé trudc khi chdt — xin
cam két cé diéu kién dé vira khod chét, vira kiém con cdn ndo gidu
khéng.

Khéch: tii bén chi ok d6, mé em cén giao ding thi Nam hang
tudn, mdy ché trudc todan tré nén em ngai Ban: Da em hiéu, tré
giao la gay ca k& hoach déng hang ctia chi. Em héi théng: néu
em cam két giao dung thir NGm héang tudan, cé phiéu phat néu
tré, chi cho em ca héi phuc vu chi chir a? Khdch: irnéu giao
ding déu thi chi lam lau dai ludn, chi cdn én dinh chit khéng
céan ré Ban: Da vdy minh chét cach lam nha chi: em giao cé
dinh sdng thir NGm, tré qua trua em trir 10% don d6. Em set
lich giao ddau tién thir NaGm nay, chi chay thir 2 tuén thay déu
thi minh ky céng tdc thang. Chi giti em sé lugng tudn dé em
1én lich a. Khdch:** ok, tuén dau chi lay 500 tui

Chi gat "giao dung thi lam lau dai" — va 16 ludn cdi chi coi trong
that (8n dinh, khéng phai ré). Ban khod cam két trudc khi gidi
quyét, nén khi ban dua gidi phdp, chi khéng con dudng Ui vaio mot
cdi cé mai.



BAI HOC PUC KET

Pirng voi g vudng cho khach réi dé chinghira cé
md&i — xin chi hita sé chét NEU ban g6 dudc, trudc
khi ban ra tay.

» Cam két cé diéu kién (Blount 2018; Ziglar 1984): xin 1&i hira
trudc khi gidi quyé&t — chi chiu dp luc nhét qudn véi né (Cialdini
1984).

 Cau nay 16i con 6c¢ that ra: gat ngay nghia I chi con mbt rdio
cdn; ngdp ngliing nghia la con cén thi hai chi gidu.

* Cdch ndo ban ciing thdng — khod dugc cdi chét chdc, hodic
moi ra cdi cdn that dé g dung chd.

Nhém 6 khép & ddy. Ban d& cé sdu cdi gat nhd dan chi budc dén
vdo don bdng chan chi. Nhung du chi dé budc bao nhiéu budc, van
c6 mot cul va gan nhu chdc chdn dang chd & cudi dudng — cdi cdu
ba chir khién tay chd shop ndo ciing run: "dét qud shop 6i". Chuong
sau: cl va ddu tién va dau nhdt — khi khdch ché dét, va ban can
cAu dé ddp lai thay vi cup mdt gidm gid.



7

XU LY "DAT QUA"



Day & chd hau hét chi shop online thua.

Khéng phdi & chao phd béng. Khéng phdi & khai thdc nhu cdu. 8
day — khi khdch gé hai chir "ddt qud”, va tay ban khung lai trén ban
phim.

Ban con nhé ludt vang thi ba déu sdch chir. Moi I8i tir chdi chila vé
dc. Khdach ché dét, khdch "dé em suy nghi”, khdch "shop kia ré hon”,
khdch "dé hoi chdéng” — bon cdi vé 6¢ phé bién nhét trong nghé.
Con &8¢ that — sg mua nham, chua thdy da gid tri, chua dd tin ban
— ndm im bén trong. Ndm phdn tiép theo la bd khéu vd. M&i phan
mot cdi vé. Mbi cdu mdt cach khéu.

B&t ddu bdng cdi vé cliing nhat: "ddt qud”.

Khi khdch néi "dat”, chin trén mudi chl shop lam mot trong hai viéc
— v& ¢ hai déu sai. Mbt: gidm gid ngay ("da em bt chi 30k™). Ban
vlra day khdch réing cdi gid ban bdo lic ddu & gid néi théch. Hai:
bao chita ("da hang em chat lugng cao nén vay dé chi”). Khdch
nghe cd trdm shop ndi y hét cau dé roi.

Ca hai déu la cdi cdi vé. Con 8¢ that — "tdi chua thdy vi sao ddng
ngdn nay tién" — van ndm trong.

Sdu cdu dudi day khdng gidm gid, khéng béo chira. Ching khéu.
Cé cdu clia Chris Voss (ngudi titng dam phdn véi bon bét céc cho
FBI), c6 céu cla Jeb Blount, cé céu cla David Sandler. Mbi cdau
budc khdch budc ra khdi phdn xa "dét” va nhin vao cdi ho that su
dang can.

B4t ddu.



Cédu 45 - "Pat so véi cdi gi a chi?”

Tdm gid téi. Mot chi inbox Messenger héi chiéc dam du tiéc ban
ddng chiéu nay. Chij héi chat liéu, hdi con size S khéng, hdi giao
bao 1au. Chi hdi k§ — ddu hiéu chi thich that. R6i ban bdo gid:
650k. Chi nhdn lgi ding hai chir:

"dat qud”

Tay ban dua ra dinh gé "da em bdét chi 50k nhé". Dung lgi. Bung
bdét. Héi ngugc.

"Dat so vdi cdi gi a chi?”

Vi SAO WORK

Chris Voss goi day Ia cau "compared to what" trong Never Split the
Difference (2016). Chir "d&t" khéng cé nghia gi néu khéng cé méc
so sdnh. Khi khdch budt miéng "dét qud”, trong ddu chi dang so véi
mdt cdi gi dé — chiéc dam shop khdc 400k, cdi vdy chi mua ndm
ngodi, hay con sé chi tu ddt sdn trong ddu trudc khi hdi. Ban khéng
biét cdi méc dé. Chi ciing chua néira.

Céu hdi nay budc chi 16i cdi méc én ra dnh sdng. Khi chi néi ("so véi
cdi shop kia 400k"), ban cé cdi dé lam viéc — chdt khdc, form
khdc, bdo hanh khdc. Con néu chi ngéip ngling khéng so dugc vdi
cdi gi cu thé, thi "ddt” chi la phdn xa, khong phai rdo cdn that. Du
chi trd I8i cdch nao, ban ciing vira ddi dudc cudc chat tir "dét hay
khéng dét” sang "so cdi gi véi cdi gi'.



KHI DUNG — KICH BAN CHAT MAU

Dung ngay khi khdch thé chir "dét" — trudc khi ban kip gidi thich
hay gidm gid.

Khach: dat qua Ban: Dat so véi cdi gi a chi? Khdch: ir minh
thdy bén kia mau na na c6 420k & Ban: Da em hiéu réi. Chi
cho em xin link mau dé em coi giup — néu cling chdt, cling
form thi em khong d€ chi mua ddt han dau. Con khdc chét em
néi chirdé dé chi chon diing. Khach:** d& minh gri

Chi chua chét. Nhung chi vira dua ban cdi méc that (420k) va

déng y gli link. Cudc chat rdi khdi chir
ban cé cla.

ddt" tréng rong — dé la chd

BAI HOC PUC KET

"Ddt” la moét phép so sanh chua néi hét vé sau —
viéc ciia ban la héi cho ra cai vé dé, dirng vai lap
bdng chiét khau.
e Cau "ddt so vai cdi gi" (Voss 2016) budc khdch 16i raméc so
sanh &n — khéng cé mac thi "dét” chila phén xa.
* Gidm gid ngay khi nghe "d&t" la ban tu thi gid dau la gid noi
thdch — khdch sé ép tiép.
* Khi chi néi ra méc (shop kia 420k), ban méi cé cdi cu thé dé
ladm viéc — chdt, form, bdo hanh.

Céu sau: khi méc so sdnh cla chi ld mdt con s téng 16n — cé mot
cdch bé né thanh con s6 nhd xiu mdi ngdy.



CAU 45 — "DAT SO VGI CAI GI A CHI?"
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Cau 46 — "Hop nay chi dung 60
ngay, tinhra 8. OOOG/n ay chua
bdng nita ly tra da via he.”

Chin gid sdng. Chi nhdn trong khung chat Shopee, hdi hop vién
udng trdng da ban bdn. Chj doc hét mé td, xem hét dnh review. Chi
quan tam that. RAi tSi gid — 480k mdt hdp — va chi chiing lai:

"hop nhé valy ma 480k 1an ha shop, dét ha”

Chi dang nhin cdi hdp nhd d&t canh con s6 480k. Trong ddau chi,
hép nho thi phairé. Ban cén déi cdi chi dang so.

"Hop nay chi dung 60 ngay, tinh ra 8.000d/ngay — chua bdng
ntta ly tra da via he.”

Vi SAO WORK

Day la break-down cost — Chris Voss v Brian Tracy déu day: mét
con s6 I8n trd mdt lan thi dau, cling con s& dé chia nhd theo ngdy
thi tan bién. 480k nghe nhu mét khodn. 8.000d/ngdy nghe nhu
khéng co gi.

Nhung don thdt ndm & vé "nla ly trd dd". Dan Ariely trong
Predictably Irrational (2008) chirng minh: néo ngudi khéng cé cdm
gidc vé gid tuyét doi, chi cé gid tuong déi — moi con s6 déu dugc
do bding cdi d&t canh nd. Khi ban ddt 8.000d canh ly tra dd via he
(th chi tiéu mdi ngay khéng nghi ngai), cdi gid cta hop vién uéng
rét tif nhdm "khodn phdi cén nhdc" xuéng nhém "chi tiéu vat". Chi



khong so hop nho vaéi 480k nira. Chi so lan da 60 ngay véi mét ly
tra da.

KHI DUNG — KICH BAN CHAT MAU

Dung cho sédn phdm dung dai ngdy, chia dugc theo liéu: kem, sita,
vién uéng, thuc phdm chic néng.

Khdch: hdp nhé valy ma 480k lan ha shop, ddt ha Ban: Da hop
nay chi dung 60 ngay, tinh ra 8.000d/ngay — chua béng nita
ly tra dd via heé chi a. Khdch: ir nghe ciing cé ly... ma dé minh
tinh lai, thang nay hdi ket Ban:** Da em hiéu. Vay childy 1hdp
dung thir 2 thdng trudc ciing dudc, khéng cén 6m combo. Em
giir gid nay cho chi tdi cudi tudn, chi sdp x&ép xong nhdn em.

Chi chua rat vi ngay — "thang nay hai ket Ia that. Nhung cdi vé
"d&t" da rét: chi khéng con cai gid, chi cdi thdi diém. Ban ha

ngudng xuéng 1hdp va gili clra ma&, khéng ép.



BAI HOC PUC KET
Cung mét cdi gia, trd mot lan thi ddt, chia theo
ngay thi ré — ban déi dudc cam gidc clia khdch ma
khéng gidm mét déong.
* Break-down cost (Voss, Tracy): 480k mét lan thi dau,
8.000d/ngdy thi tan — cling s6 tién, khdc cam gidc.
* Relativity (Ariely 2008): néio khéng cé gid tuyét déi, chicé gid
canh nhau — ddt 8.000d canh ly tra dd, gid tu nhd lai.

* Khi khdch chuyén tir "ddt” sang "thdng nay ket”, cdi vé dd rét —
ha xuéng 1hép, gilr gid, dirng ép.

Cau sau: khi khdch ché ddt tdi 1an thd ba ma gidm gid van khéng
chdt — c6 mdt cdu kiém tra thdng xem gid cé phdi rdo cdn that
khéng.



Cau 47 — "Em héi thét, néu em
giam 100k nira thi chl chot luon
khdéng a? Néu khong thi mmh
khéng dang ban vé gia.”

Budi trua. Chi hdi mua néi chién khéng déu qua Zalo. Ban bdo 1,4
triéu. Chj ché d&t. Ban gidm con 1,3. Chj van "d&t". Ban kém thém
qud — chi van "dé em xem". Ba vong réi. Ban bdt ddu nghi: hinh nhu
van dé khdng phai gid. Day la ldc kiém tra théng.

"Em héi that, néu em gidm 100k nita thi chi chdt luén khéng a?
Néu khéng thi minh khéng dang ban vé gia.”

Vi SAO WORK

Jeb Blount trong Objections (2018) goi ddy la cdch co6 Iap IGi tU
choi: d&t mot gid dinh gidm gid 1én ban dé xem gid cé that 1 thi
dang chd&n khdch khéng. Céu trd I8i clia chi 16t trdn con éc¢.

N&u chi néi "Ir gidm 100k thi chdt" — vy gid ding la réo cdn, va gid
ban biét chinh xdc khodng cdch (100k) dé thuong lugng, thay vi
gidm mo.

Né&u chi néi "r d& em suy nghi thém" ngay ca khi ban vira treo 100k
trudc mat — thi gid khéng phdi con 6¢c. Cé cdi khdc: chi chua tin
ndi bén, chi sa chdng cdn nhdn mua d6 khong dung, chi chua chdc
minh cén. Ban vlra tiét kiém 100k ddng & gidm oan, va biét phai
khéu tiép chd khdc. Day dung tinh thdn vé 6¢c — dung céi cdi vo
"d&t", hdly thir xem con 6¢ cé ndm & gid that khong.



KHI DUNG — KICH BAN CHAT MAU

Dung khi khdach ché dét Idp lai, gidm gid rdi van chua chét — dé
kiém tra gid cé phai rdo cdn that.

Khdch: van hgi dat a shop Ban: Em héi that, néu em gigm
100k nifa thi chi chét luén khéng a? Néu khéng thi minh khéng
dang ban vé gid. Khdch: ir that ra em ciing phan véan khéng
biét cai nay chién khd ga cé gion khéng, nha em an khé ga
nhiéu Ban:** Da vay hod ra chi lo céng néng chir khéng phai
gid. No6i nay em test khé ga 8 phiit 180 d6 ra gidon rum, em
quay clip gt chi coi. Cdi nay quan trong hon 100k dung khéng
a.

Chi ché ddt sudt ba vong, nhung con 6¢ that 1 'ndi cé lam dudc
mon nha tdi hay an khéng”. Néu ban ¢l gidm gid, ban gidm t&i ddy
van mat khdch. Cau hdi nay 16i con 6¢ ra dé ban khéu ding ché.



BAI HOC PUC KET

Trudc khi gidm thém déng nao, héi "gidm thi chi
chét chir” — chi van lac, tiic ban dang céi nham cai
Vo.

* C6 lap tir chéi (Blount 2018): treo mét gid dinh gidm gid dé
test — cdu trd I8i cla khdch 16t tran gid cé phai rdo cén that
khéng.

* Chi déng y chét néu gidm thi gid I& that; chi van chdn chir thi
con 6¢ ndm chd khdc.

* CAu nay clru ban khai gidm t&i ddy ma van mét khdach — vi ban
dang khéu nhém cdi vé.

Cau sau: khi khdch van dinh & con sé ké cé sau khi ban dé chia nhd
ra tirng ngdy — c6 mét cdu bé khung, kéo cudc chuyén tir gid sang
két qud.



Céu 48 - "Pat so véi cai khong
dung thi cdi nao ciing dat. Nhung

dung cé két qua thi cadi nao ciing
re.”

(8

B&n gid chiéu, dgt lanh dau mua. Chi inbox Facebook hadi chiéc do
khodc da ban vira I1én. Ban dd chia gid theo mua ("chi mdc cd mua
déng, mbi ngdy chua td&i 10k"), chi gt gu. Nhung chi vén chua
chét:

"lr tinh vay thi ré that, ma 890k mot cdi do van thay xét tay 4"

Chi van ket & con s6. Chia nhé khéng du. Gid phdi bé cé cdi khung
chi dang nghi.

"Pdt so véi cdi khong ding thi cdi ndo ciing dét. Nhung ding cé
két qua thi cdi ndo ciing ré.”

Vi SAO WORK

Day |&d mot cl reframe — ki thudt 16i trong xi ly tir chdi cla Chris
Voss va Jeb Blount: khi khdng cdi dugc trong khung ctia khdch, déi
ludn cdi khung. Khung cii ctia chi: "890k cho mét cdi do — nhiéu
tién". Khung mdi ban dua: "ddt hay ré khéng ndm & con sé, ndm &
ché cé dung hay khéng".

Céu nay déi lap hai vé theo ding nhip cdn khdc: cdi khéng ding —
cdi ndo cling dét (chiéc do 200k treo tl cd ndm ciing la tién vit
di); cdi dung c6 két qud — cdindo ciing ré (chiéc do 890k méc mbi



sdng déng, gilr dm, I1&n ddng, dudc khen — ré). Ban khéng ha gid
chiéc do. Ban ndng cdi thudc chi dung dé do né. Khi thudc déi, con
s6 890k thdi Idm nhan vat chinh — "chi cé mdc né khéng” mdi la.

KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch vén dinh & con sé sau khi ban dé& chia nhd hodc gidi
thich — can bé khung tur gid sang gid tri sir dung.

Khdch: ir tinh vay thi ré that, ma 890k mét cdi do van thdy xét
tay d Ban: Em hiéu cam gidc dé chi. Nhung ddt so véi cdi
khéng diing thi cdi nao ciing ddt. Con ding cé két qua thi cdi
ndo ciing ré. Chi thit nghi — cdi do 300k mdc hai lan thay
chan treo td, véi cdi do ndy mdc suét mua, cdi ndo phi hon a?
Khdch: if ciing diing ha... théi dé em coi lqi tl c6 cdi nao gidng
chua réi chét véi em nha Ban:** Da chi cut coi ky. Em giil size
M cho chi téi téi nay, chi quyét xong nhdn em mét tiéng la
dugc.

Chi chua chét lién — chi di "coi lai td", cdi c& dé thuong clia ngudi
dang tu thuyét phuc nét. Ban khéng dudi theo. Ban cdm cdi khung
mdi vao dau chi réi gitr chd. Phdn con lai dé chi tu lam.



BAI HOC PUC KET
Khi ban khéng thdng trong cdi khung ctia khach,
dirng cdi to han — ddi ludn cdi khung: tir "bao nhiéu
tién” sang "c6 dung khong".
* Reframe (Voss, Blount): cdi khéng thdng trong khung ctia
khdch thi d6i khung — tif con s6 sang gid tri st dung.
* Cdi khdng dung thi gid ndo ciing ddt, cdi dung c6 két qud thi
gid ndio ciing ré — thudc déi, con s hét 1 nhan vat chinh.
* Khi chi néi "d€ coilai td", chi dang tu thuyét phuc not — giilr
chd, ditng dudi theo.

Céu sau: khi khach khéng ché dét chung chung ma quyét doi ban
gidm bdng dudc — cé mdt cdu cho chi thdy gidm gid nghia 1 cdt

cdigi.



Céau 49 — "Em c6 ngudng gia thap
nhét em ship dudgc. Thép hon nira
em phai cat chat cat hop, cat buo
hanh. Chi muén phcm nao cat dé
em bao?”

Bdy gid t&i. Chi hdi mua mdy ép chdm, 2,2 triéu. Chj khéng ché dét
bang qud — chj vao thdng: "bdt 400k di shop, chd khdc em xem cé
1,8 &". R6i 1,9 di, chat lién". Chi mdc ca rdn, ki€éu ngudi quen mua ld
phai trd gid. Ban khdng thé ci 1bi. Nhung ndi théng "khéng gidm” thi
mét khdach. C6 cdch thi ba.

"Em cé ngudng gid thdp nhdt em ship dugc. Thdp hon nita em
phai cat chdt, cat hép, cat bao hanh. Chi muén phdn nao cat dé
embdo?”

Vi SAO WORK

Céau ndy ghép hai thi. Thi nhét la mét ly do that — Ellen Langer
(nghién clu Harvard 1978) chiing minh chi cén dua ra mét ly do
dirng sau chit "vi’, mic d6 ngudi ta chdp nhdn tang vot. G day ly do
khong bia: gid cé san that, dudi san 1a phdi bt xén that. Ban
khéng noi "khéng gidm dugc” cut IGn — ban cho chi thay gidm thi
mdt gi.

Th{ hai la kién tric lua chon — Dan Ariely (Predictably Irrational
2008): khi ban ddt lua chon vao tay khdch, chi chuyén tir thé déi
ddu ("gidm di") sang thé can nhdc ("minh chiu cdt cdi gi duge”). Va
khi nhin vaio ba thif ¢é thé cdt — chét, hdp, bdo hanh — chi nhan ra



chdng mudn cédt cdi ndo. Cdi chi muén la gid thdp ma van dG moi
tht, va diéu d6 khong ton tai. Ban khdng tir chdi chi. Ban dé chi tu
tir chéi cdi gid ré.

KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch mdc cd quyét liét, doi gidm séu — khdng phdi ché
ddt mo ho.

Khdch: 1,9 di chét lién, ché khdac c6 1,8 ma Ban: Em cé
ngudng gid thdp nhéat em ship dudc réi chi. Thap hon nita em
phai cdt chdt, cdt hop, cdt bao hanh. Chi mudn phdn nao cdt
dé em bdo a? Khdch: 6 thé cdi 1,8 kia né cat gi ha Ban: Da em
khdéng néi xdu bén nao, nhung cling dong mdy ép chdm ma
chénh 400k thi thuéng khdc & ddi motor va théi gian béo
hanh. Chi héi bén dé bdo hanh motor mdy ndm — réi so véi
bén em 2 ndm d6i méi. So xong quyét ciing chua muén.
Khdch:** ir @& minh hai lai bén kia dd

Chi di hai lai d3i thi — nghe nhu ban hut. Nhung ban vira cdm vao
déu chi dung céu dé chi di soi shop kia, va phdn I8n shop gid 1,8 sé
16 ra chd cdt. Chij quay lai khong phdi vi ban ré, ma vi ban la ngugi
dua chi cdi thudce.



BAI HOC PUC KET

DPirng néi "khéng giam dugc” — cho khach théy
gidm nghia la cat cai gi, réi dé chinh chi tir chéi cai
giaré giup ban.

* Reason Why that (Langer 1978): gid c6 san, dudi san [a bét xén
that — cho khdch thay cdi mét, dirng chi néi "khéng".

* Choice architecture (Ariely 2008): dua lua chon cdt-gi vao
tay chi, chi chuyén tir doi gidm sang cdn nhéc, va nhan ra
chdng mudn cét gi.

« Khi chi di soi bdo hanh shop ré hon, ban dé thédng nifa cuéc —
vi ban cho chi cdi thudc nhin ra chd ho cét.

Cau sau: khi khach kéu d&t nhung that ra dé dét tién cho vdn dé
nay nhiéu thdng réi — cé mdt cau bdt chi cong lai con s6 dé mat.



~N

Cau 50 — "Chi mat bao nhleu tién

~N

trong 6 thang qua dé xif véin dé
nay chua xong a?”

Hai gi& chiéu. Mét chi chli shop my phdm inbox Zalo hdi géi dich vu
t6i uu qudng cdo clia ban. Chi ké qua: chay ads nlra ndm nay,
thdng ndio cling dé tién, don vé nhd giot. RAi t&i gid gdi clia ban —
6 triéu/thdng — chi lui:

"6 triéu Ian hd em, hgi cao so véi budget shop chi”

Chi nhin 6 triéu nhu mdt khodn chi mdi. Chi quén mat chi déa chi roi
— chi rat nhiéu — ma chua ra két qud. Ban nhdc chi nhé.

"Chi mat bao nhiéu tién trong 6 thdng qua dé x{ vén dé nay chua
xong a?”

Vi SAO WORK

David Sandler (Sandler Selling System, 1995) goi ddy Ia cdu chi phi
cla viéc khéng hanh déng — cost of inaction. Khdch ludn thay cdi
gid phdi trd cho mén hang mai, nhung mu trudce cdi gid ho dang tré
mai ngay vi véin dé chua dugc gidi quyét. Viéc cla ban la bét con
s6 an dé hién lén.

Khi chi tu céng: 6 thdng, méi thdng 8 triéu tién ads, don khéng du
hoan vén — chi dang 16 vai chuc triéu. Dt canh con s do, 6 triéu
goi dich vu clia ban thdi lam “chi phi mdéi”. N6 thanh cdi van khod
moét khodn dang chdy. Kahneman va Tversky (Prospect Theory
1979) da chi: ndi dau mat tién nding gdp khodng hai lén niém vui



dudc tusng dusng — ma chi dang mat that, mdi thdng. Ban khéng
bdn mot khodn chi. Ban bdn cdch chdn mét khodn dang ro.

KHI DUNG — KICH BAN CHAT MAU

Dlng cho khdch da tiéu tién thir-sai léu ngdy cho mét van dé chua
xong: mun, rdm bé, tén kho, ads d6t tién, téc rung.

Khdch: 6 triéu 1an hd em, hdi cao so véi budget shop chi Ban:
Em héi that chi cdu nay — chi mdt bao nhiéu tién trong 6
thang qua dé xir vdn dé nay chua xong a? Khdch: ir... tinh
sudng suang moi thang 8-9 triéu ads, sdu thang ciing gan 50
triéu, ma don chéa bao nhiéu Ban: Da vdy chi dang mét géan 50
triéu cho dung cdi vdn dé ma géi 6 triéu nay sinh ra dé chan.
Em khéng xin chi chi thém — em xin chi dirng ci 16 8 triéu/
thdng lai. Chi cho em 1thdng, khéng cai thién em khéng nhén
thang thir hai. Khdach:** ir dé chi suy nghi, cudi tudn chi phan
héi em

Chij van "dé suy nghi" — 6 triéu ld quyét dinh that, chi cén can.
Nhung chi budc ra vSi mdt con s6 mdi trong dau: 50 triéu d& mat.
Lan t&i ma vi, chi khdng so 6 triéu véi 0. Chj so 6 triéu vdi cdi 16
dang chdy.



BAI HOC PUC KET
Khdach thdy cadig
cai gia ho tra mo
do hiénra.

iad mon ban ban, nhung mu truéc

i ngay vi chua mua — bat con sé

* Cost of inaction (Sandler 1995): khdch mu trudce cdi gid dang
trd vi van dé chua xong — hdi cho ra con sé dd mat.

* Loss aversion (Kahneman & Tversky 1979): chi mét 50 triéu
that dau hon nhiéu so véi chi 6 triéu mai — d&t hai con sé canh
nhau.

* Ban khong ban mét khodn chi, ban bdan cdi van khod mét
khodn dang ro — déng khung lai cho dung.

Nhém 7 khép & day. Sdu cau vira réi khéng cé cau ndo gidm gid —
vi "d&t" gan nhu chua bao gis 1a con 6¢ that. Nhung cé mot cdi vo
con tron hon "dét”, vi né nghe lich su, hap ly, khong cai dudc: "dé

em suy nghi d&@". Chuong sau ld bd khéu danh riéng cho né.
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XULY "DE TOI SUY NGHi"



Trong tdt cd cdc cdi vd 6c¢, "dé em suy nghi da" I cdi khé khéu
nhat. Vi né khéng gidng tir chdi. N6 lich su. N6 hdp ly. Ai chdng cé
quyén suy nghi trudc khi tiéu tién? Ban nghe cau dé, ban gat, ban
nhdn "da chi ¢ suy nghi nhé em chd" — va chi di. Chin trén mugi chi
khéng quay lai. Khédng phai vi chi nghi ra chi khédng can. Ma vi chira
khdi cudc chat, cudc séng cuén di, inbox ctia ban chim xuéng dudi
hai chuc inbox khdc, va cdi "suy nghi” d6 khdong bao gis that su xdy
ra.

Day la su that ddng ban cdn nuét: "dé em suy nghi” gan nhu khéng
bao gid cé nghia la suy nghi. N6 cé nghia mét trong ba diéu — chi
con mot khic méc chua ndi ra, chi ngai tir chéi thdng nén néi vong,
hodic chi that su mudn nhung thiéu mot cu hich nhe dé quyét bay
gid thay vi mai. Ba con 8¢ khdc nhau, ndm sau cing mét cdi vo.

Cadi cdi voé — "chi suy nghi gi nita, mua di chi” — Ia hédng. Ban thanh
ngudi chéo kéo. Khéu cdi vé — hdi dung cau dé chi néi ra con é¢c —
l& nghé.

Sdu cau dudi day la sdu cdch khéu. Cé cau budc chi néi cu thé
dang can nhdc gi (Blount, Sandler), cé cdu c6 1ap xem con khic
mdc ndo khdc khong (Voss), cé cdu cho chj thdi gian that ma vén
cdm mét cdi méc dé chi khong tréi mét. Khéng cdu ndo ép. Moi
cAu déu tén trong quyén suy nghi clia chi — nhung khéng dé cdi
quyén dé thanh cdi hé chén don hang.

B4t ddu.



Céiu 51 — "Em hiéu, quyét mua gi
cho con cén can nhac Chi chia sé
cu thé chi dang cén nhéc diém gi
dé em giup chi da thong tin a?”

Chin gi& t8i, con vira ngd. Chi me tré inbox Zalo hdi chiéc ghé ngbi
6 t6 cho bé — mdn 1,8 triéu. Chi hai rdt ky tiéu chudn an todn, hoi
Idp c6 khoé khéng. Ban tu vén tan tinh. Rdi chi nhdn:

"da théi dé em suy nghi thém réi quyét a”

Ban biét néu dé chi di gid, mai chi chim trong viéc con, cdi ghé nay
thanh chuyén thdng sau. Nhung ban khong dugc ddy. Chi dang
mua cho con — chi cé quyén cdn than. Ban diing vé phia su cdn
than d4, réi khéu.

"Em hiéu, quyét mua gi cho con cén cdan nhdc. Chi chia sé cu thé
chi dang can nhdc diém gi dé em gitp chi di thong tin a?”

Vi SAO WORK

Cau ndy cé hai tang. Tang dau la céng nhan — ban khéng céi cdi
"suy nghi”, ban gdt véino trudce. Jeb Blount trong Objections (2018)
day: moi I8i tir chéi phdi dugc céng nhén trudc khi dudc xi, vi
ngudi ta khéng nghe ban chirng ndo chua thdy minh dugc nghe. Khi
ban ding cung phe su cdn thén cla chi, chi ha phong tha.

Tang hai la khéu: "cu thé chi dang can nhdc diém gi". Day ding tinh
thdn vé 8¢ clia Cao Cao — "dé suy nghi” & cdi vd, viéc clia ban 14



hdi cho con &c chui ra. Chif "cu thé" quan trong: né chdin dudng chi
trén ti€p vao tif chung chung. V& ménh dé "dé em gitp chi ¢t théng
tin" déng khung ban 1& ngusi hé trg chi quyét dung, khdng phdi
ngudi ép chi quyét nhanh. Chin trén mudi 1an, khi dugc hdi thdng va
am nhu thé, chi néi ra diéu that su dang chdn.

KHI DUNG — KICH BAN CHAT MAU

Dung ngay khi khdch "dé suy nghi" mé& ban chua biét chi vudng &
ddu — nhdt la sdn phdm cho con, cho ngudi thén, san phdm cdn
cdn nhdc.

Khdch: da thoi d€ em suy nghi thém réi quyét a Ban: Em hiéu,
quyét mua gi cho con cdn can nhdc. Chi chia sé cu thé chi
dang can nhdc diém gi dé em gitip chi di thong tin a? Khach:
that ra em sJ mua vé 1ap khdng vira xe, xe nha em dgi cii Ban:
Da hod ra chi lo cdi d6 — dé gidi quyét chi di. Chi cho em xin
d&i xe, em check ngay ghé nay cé ngam ISOFIX hgp xe chi
khong. Khéng hdp em cé méu dai 3 diém ldp dudc moi xe.
Khach:** xe em la Vios 2015

"Suy nghi” ctia chi khong phdi suy nghi. La "sd Idp khong vira” — mot
ndi lo ban gé trong hai phut. Néu ban dé chi di "suy nghi”, chi mang
ndilo dé di v khéng ai g& cho chi cd.



BAI HOC PUC KET

"P& em suy nghi” gan nhu khéng bao gis la suy nghi
— né la mdt khiic mdc chua néi ra, va viéc ctia ban
la héi cho n6 16.

e Cong nhan trudc, khéu sau (Blount 2018): khdch khéng nghe
ban chiing ndo chua thdy minh dugc nghe — gét véi cdi "cén
can nhéc" trude.

e Chir"cu thé" chdin khdch trén tiép vao tir chung chung — vé ¢
(Cao Cao) chi bung khi ban hdi thdng ma am.

e Chin trén mugi lan, chij "suy nghi” vi mot néi lo ban g& dudc
trong hai phit — d€ chi di thi khéng ai g8.

Cau sau: khi chi cé vé da ung gid, ung chat, ma vén chéan chir — cé
mot cau kiém tra xem con khiic méc ndo chi dang gidu khéng.



Cdau 52 — "Ngoai viéc can suy nghi
ra, con gi khac chua yén tam
khong a?”

Gid nghi trua. Chi cong sé inbox Messenger hoi doéi gidy cao got 7
phén di lam. Chi d& ung méu, ung mau, gat véi gid 550k, hdi ca
size 36 con khéng. Moi tin hiéu déu xanh. Réi tu nhién:

"d€ em suy nghi thém chut réi bdo shop nha”

Chi d& qua hét ctra gid va chat. "Suy nghi” lic ndy che mét cdi gi
dé khdc — va ban can biét dé & gi trudc khi chi déng mdy di an
trua.

"Ngodi viéc can suy nghi ra, con gi khdc chua yén tam khéng a?”

Vi SAO WORK

Cau ndy lam hai viéc. Viéc déu I thd neo — Jeb Blount (Objections
2018) goi & anchoring 18i tir chéi: ban ghim cdi "suy nghi” xuéng
mot chd ("'ngodi viéc d6 ra”) dé moi xem con cdi gi nita ndp phia
sau. Ngusi ta hiém khi cé ding mét ly do; "suy nghi" thudng la cdi
néi ra, con cdi that thi ndm dudi.

Viéc th hai la goi tén — Chris Voss (Never Split the Difference
2016) goi la labeling: cum “chua yén tdm" ddt tén cho cdm gidc
that cta chi, va khi mot cdm gidc dudc goi ding tén, ngudi ta thay
dugc hiéu nén ma long. Néu chi ddp "a khéng, 6n hét réi" — thi day
chi l& stall, chi dang chén chir theo théi quen chir khéng cé rdo cdn



that, v ban cé quyén nhe nhang chét tiép. Néu chi néi ra mét ndi
lo — ban vira moi dudc con 6¢ mé khéng can cay.

KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch cé vé da én vé gid va chdt nhung van néi "dé suy
nghi" — dé tdch stall (chan chir) khdi objection (réio cdn that).

Khdach: dé em suy nghi thém chit réi bao shop nha Ban: Da
dudc chi. Em hdi thém cho chdc — ngodi viéc cdn suy nghira,
con gi khac chua yén tam khong a? Khach: ir that ra em di
giay cao hay dau miii chan, sg d6i nay ciing vy Ban: Da dting
ndi lo hay g&ip. Mau nay miii vudng nhe, dém cao su & irc ban
chd@n nén d& dén luc miii. Chi ding nhiéu thi em khuyén chon
nhon nira size. Chi mang size 36 hay 37 ngay thuéng a?
Khdch:** em 36... € em nghi thém ti

Chi van "nghi thém ti" — nhung gi& nghi vé size chi khéng con vé
viéc mua hay khéng. Ban dé 16i dugc ndi lo that (dau mii chan) ra
khoi cdi v "suy nghi”, va tré 18i nd. D6 & tién d6, du chua chét.



BAI HOC PUC KET

Khi khach dé ung gia va chat ma van "suy nghi”,
ban héi "con gi chua yén tam" dé tach chan chir
khéi rao can that.

* Anchoring (Blount 2018): ghim cdi "suy nghi" xuéng dé moi cdi
ndp phia sau — ngudi ta hiém khi chi cé mét ly do.

* Labeling (Voss 2016): goi tén cdm gidc "chua yén tam" khién
chi thdy dugc hiéu va mé long.

* Chi ddp "8n hét réi" thi d6 la stall — ban dugc phép chét tiép;
chi néi ra néi lo thi ban vira moi dudc con 6¢.

Cau sau: khi chi théat su cé nhiét nhung chua quyét ngay — c6 mét
cdu cho chi thai gian ma van cdm mot cdi moc dé chi khong troi
mat.



Céu 53 — "Chi minh rat hiéu. Trong
lic chi suy nghi, em giir giup chi
muc gia nay 24h nhé — mai 16 méi
vé la tang do.”

N&m gi& chiéu. Chij inbox Facebook hdi chiéc do khodc phao dot
lanh. Chi thich r& — hdi mau, hdi cé mii thdo r&i khéng, khen méu
dep. Nhung chi chua chét: "dé t6i em ban véi ngéin sdch chit”. Chi
khéng gidu khiic mdc gi — chi chi chua sén sang bdm nut t&i nay.
Vi khdch kiéu nay, ép 1a hdng, md thd tréi cling mat. Ban cho chi
thdi gian, k&ém mdt cdi méc.

"Chi minh rét hiéu. Trong ltic chi suy nghi, em giit gitip chi mirc gid
nay 24h nhé — mai 16 mai vé la tang dé.”

Vi SAO WORK

Céu nay ghép ba manh khdp nhau. Mdnh déau la cédng nhén (“chi
minh rat hiéu”) — ban khéng kéo ngugc su chdn chir clia chi, ban di
cung nd, nén chi khéng phdi phong tha.

Mdnh hai |a hiéu ing s3 hitu — Dan Ariely (Predictably Irrational
2008) goi la endowment: khi ban "gilr giip chi mic gid nay”, cdi
gid dé ngdm trd thanh cla chi, va ngudi ta ghét mat cdi dé thudc
vé minh. Chi budc ra khdi chat mé mang theo mét thir chi khéng
muén ddnh roi.

Manh ba I& mét ly do that dé cé mac thsi gian ("mai 16 mdi vé 1
t&ing"). Khéng phdi deadline bia dé hi — néu 16 mdi that su vé va
gid thdat su nhich, ban néi ding su thadt. Ba ménh nay cho chi dung



cdi chi cén (thsi gian) ma khéng cho cdi giét don cla ban (su troi
vo thai han).

KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch cé nhiét that, khong vudng khic méc ndo, chi cdn
thém chut thai gian — va ban ¢é ly do that vé gid/hang sdp déi.

Khdch: ung Idm ma dé t8i em ban ngan sach chut dé Ban: Chi
minh rét hiéu. Trong lic chi suy nghi, em giif gitip chi mirc gia
ndy 24h nhé — mai 16 méi vé la tang d6. Khach: ira vay chi giir
gilip em mau réu nha Ban: Da em ghim mau réu size M cho chi
téi 5h chiéu mai. Chi ban xong nhdn em mét tiéng "ok” la em
Ién dan lién, khéi bdo lai tir ddu. Khdch:** ok em cdm on nha

Chi chua chuyén khodn, nhung chi d& nhan cdi gid dugc giit va néi
ra mau minh muén — hai cam két nhd. Ngay mai khi ban nhéc nhe,
chi khéng quay lai con s6 0, chi quay lai ding chd dé ding.



BAI HOC PUC KET
Cho khdch thai gian la tir té, nhung thdi gian khéng
méc la cai hé chon don — ban giir gia 24h dé chi di
ma van cé dudng vé.
* Endowment (Ariely 2008): "gii giup chi mirc gid nay" bién cdi
gid thanh cta chi — ngudi ta ghét mat cdi dé thudc vé minh.
 Méc thai gian phdi cé ly do that (16 mdi vé, gid nhich) —
deadline bia dé hu s& mat trust khi chi phat hién.

* Xin chi mdt cam két nhé (chon mau, hen gid nhdn lai) d€ mai
chi quay lai ding ché dé ditng, khéng vé sé 0.

Cau sau: khi chi "suy nghi” mé& ban chua biét chi can cdi gi — cé

mdt cau dua sén ba ddp an dé chi chi viéc chon.



Céau 54 — "Chi  suy nghi vé gia, vé

chat, hay vé viéc bé c6 hop khdng
a?”

Sdu rudi sdng. Chi me bim inbox Zalo hdi hép kem chéng hdm cho
bé sa sinh. Chi hdi thanh phén, hdi cé mui khéng, hdi bé 2 thdng
dung dudc chua. Ban tu vdn xong, chi nhdn:

"da dé em suy nghia”

Chi viét voi — chdc dang bé bé, dang pha sifa. Chi khéng c6 thdi
gian gé dai dé gidi thich chi vudng gi. Néu ban hdi mé "chi suy nghi
gi a", chi lugi g&, chi im luén. Ban phai dua sén ddp dan cho chi chi
viéc chon.

"Chi suy nghi vé giq, vé chat, hay vé viéc bé c6 hgp khéng a?”

Vi SAO WORK

Day & ¢cb 1ap I8i ti chéi — Jeb Blount (Objections 2018): thay vi dé
khdch trén trong tlr "suy nghi" m& mit, ban ché né thanh ba kha
ndng cu thé dé chi chi vaio diing mét cdi. Ba lua chon dé tré 18i hon
nhiéu so v8i mét cau hdi ma, nhat ld véi ngudi dang ban tay ban
con.

Cdi hay la ba ddp dén ban dua ciing chinh 1& ba con ¢ phd bién
nhat — gid (mdc qud), chét (thanh phan c¢é an todan khéng), hgp
(da bé nhay cdm liéu c6 phdn Ung). Khi chi chi vao mét cdi, ban
biét ngay phadi khéu chd ndo: lo gid thi chia liéu hod&ic cho hop nhé;
lo chdt thi glfi bdng thanh phdn, gidy kiém nghiém; lo hgp thi dé



xudt mua it thif trudc, cam két déi. Mot cdu tdch dudce ba hudng x{r
ly ho&in todn khdc nhau — vé tiét kiém cho chi céng gé.

KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch "dé suy nghi” cut Itn, khéng rd can nhdc gi, va cé
vé dang ban (nhdn ngdn, nhdn gid tréng con).

Khach: da dé em suy nghi a Ban: Da chi suy nghi vé gia, vé
chdt, hay vé viéc bé cé hdp khong a? Chi chi em diing ché dé
em g& cho nhanh. Khéch: chii yéu s¢ bé nha em da nhay cém,
bi v6 ndi mdn Ban: Da diing cdi nhiéu me lo. Kem nay lanh
tinh, khong cén khéng paraben, nhung da bé thi phai thir mdi
chdc. Chi ldy tuyp mini 15g thif viing nhé 2 ngay trudc, hap roi
hdéng diing tuyp I6n. Em giti chi tuyp mini nhé? Khdch:** ir dé
em tinh, mai em nhan lai

Chi chua chét lién — me bim quyét dé cho con sd sinh luén chém,
va ding ra & nén cham. Nhung con 6c da 16 (sg da bé phén (ing),
va ban d& ha rdi ro xudng mot tuyp mini. Lan nhdn lgi cta chi sé dé
hon nhiéu.



BAI HOC PUC KET
V@i khach dang bén, dirng héi mé "chi suy nghi gi”
— duva san ba dap an dé chi chi mét cadi, ban biét
ngay phai khéu dau.
* C6 lap tir chéi (Blount 2018): ché "suy nghi” thanh ba khé néng
cu thé — dé trd I8i han cau hdi ma, nhét [a v8i ngudi ban tay.
* Ba ddp dn (gid / chdt / hop) chinh la ba con ¢ phé bién, mbi
cdi can mét cdch gé khdc nhau.

* Lo "hgp" thi ha rii ro bdng géi nhé diung thir — dimng ép chat
hép 16n cho mén boi lén da con.

Cau sau: khi chj that su cén thai gian va ban tén trong diéu dé —
cé mot cau chét lich dé chi khong bién mdt ma ban ciing khéng
phadi nhdn nhdc phién.



Céu 55 — "Chi cdn bao lau dé
quyét? Em danh déu lai va nhac
chi dung ngay do — em khong
phién chi giira chirng.”

Mugi giG sdng, giG hanh chinh. Mét chi chd shop thgi trang inbox
hdi phdn mém quan ly bdn hang da kénh cla ban — géi ndm 4,8
triéu. Chi hdi ki, xem demo, thaly hgp. Rbi chi néi thét: "cdi nay chi
phdi ban véi ban hop tdc véi xem ky dong tién quy ndy, khéng
quyét trong hém nay dugc”. Bday la "suy nghi” that — khéng phdi cdi
cé. Ep chi la mdt. Nhung tha tréi thi hai tudn sau chi quén. Ban cdn
mdt cdch gili lién lac ma khéng thanh phién.

"Chi cén bao lau dé quyét? Em ddnh ddu lai va nhdc chi ding
ngdy dé — em khdng phién chi giita chirng.”

Vi SAO WORK

Day |&d mét dang hop déng thdi gian — David Sandler (1995) day:
chét trudc ky vong cla budc tiép theo thi cd hai bé&n d& map md.
Thay vi dé cdi "suy nghi” tréi vo dinh, ban clung chi déng mét cdi
méc cu thé ("bao 1au dé quyét”) — va mdt khi chi tu ndi ra mot
ngdy, chi cé xu hudng giit I8i v&i chinh con s6 minh dua ra.

V& "em khong phién chj gilta chiing” 1 chd dét nhét. N&i s¢ ngdm
clia khdch khi hen lgi & bi nhdn dén méi ngay ("chi quyét chua a”,
"chi 6i con suy nghi khéng™). Khi ban hira khéng 1am phién va dé chi
tu chon ngdly, chi thdy an todn nén dé cho ban mét cdi hen that.
Ban déi cdm gidc "bi bdm theo bdn hang" thanh cdm gidc "dugc



tén trong nhip clia minh". V& ding ngdy d6, cti nhdc ctia ban khéng
phadi qudy ray — né la cdi chi d& déng y.

KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch that su can thsi gian vi ly do chinh ddng (ban véi
ngudi khdc, chd dong tién, chd dip) — ddc biét sdn phdm/dich vu
gid cao, B2B.

Khéch: cdi nay chi phai ban véi ban hgp tac dé, khéng quyét
hém nay dudc Ban: Da em hiéu, quyét phdn mém cé ném thi
cdn ban ky. Chi can bao lau dé quyét? Em danh ddu lai va
nhdc chi dung ngay dé — em khang phién chi giita chirng.
Khdch: ir chdc khodng thir Sau tudn sau, hop xong tai chinh
quy Ban: Da em ghim thir Sdu tudn sau. Tir gis téi d6 em dé chi
yén. Em gtri kém chi 1 file so sanh géi + bang tinh chi dua vao
cudc hop cho tién. Thit SGu em nhdn ding mét cau thoi.

Khdch:** vay tién qud, cdm on em

Chi chua chét — nhung chi khéng con ld mét inbox tréi mat. Chj l&
mot cdi hen cé ngdy, cé tai liéu dé chi bdn hé ban trong cudc hop.
Ban quén dugc don nay thay vi phd mdc né cho tri nhg cua chi.



BAI HOC PUC KET
Khach can thgi gian that thi cho, nhung phai chét
mét cdi ngay — va ban hita khéng lam phién giira
chirng dé chi dam cho ban cdi hen that.
* Hop déng thai gian (Sandler 1995): chét trudc cdi méc "bao
ldu &€ quyét” khién chi giir15i véi con s& chinh minh dua ra.
* V& "khdng phién chi giita chiing” g& ndi s bi nhdn don — d3i "bi
bdm theo bdn hang" thanh "dugc tén trong nhip”.

* GUi kém tai liéu d€ chi bdn ho ban cho ngudi ra quyét dinh
cuing — chi véio hop cé dan, ban khéng phdi tu vén hai lan.

Cau sau: khi ban ngd réing ddng sau "suy nghi” I& mét khic mdc cu
thé chi chua chiu néi — cé mét cau budc chi cam két trude, néu
ban g& dugc thi chét.



Cau 56 — "Néuem g6 dudc cai
khién chi dang chén chur, chi co
sén sang chét hém nay khéng a?”

TAam gid tdi. Mt chi chl qudn cé phé nhd inbox hdi géi chup menu
+ thiét ké lgi béng gid ctia ban. Chi trao déi cé budi, ré rang can,
nhung ct 1éin céin "dé em xem lai d&". Ban cdm dudc cé mdt cdi gi
dé chi chua néi — khéng phai gid, khéng phai chét lugng, mot cdi
khdc. Thay vi dodn mo, ban ddt 1én ban mét 18i m&i cam két.

"Néu em g& dudc cdi khién chi dang chdn chir, chi cé san sang
chét hém nay khéng a?”

Vi SAO WORK

Céau nay budc chi ddt cuge trude. Jeb Blount (Objections 2018)
day cé lap va budc cam két: ban xin moét cdi "cé” cé diéu kién —
néu tdi g8 dudc X thi chi chét chir — trudce khi ban bd céng g&. N6
chdn cdi vong ludn quén quen thudc: ban gidi quyét xong mét lo
ngai, chilqi [6i ra mot lo ngai mai, mai khong ddy.

Khi chi trd I8i, hai dudng déu 16 ra théng tin. Néu chi néi " g& dugc
thi em chét” — chi vira hia, va theo nguyén ly nhat qudn cla
Cialdini (Influence 1984), ngusi ta cé xu hudng lam ding diéu minh
vlira cam két ra miéng; gid ban chi can g& ding cdi dé. Néu chj néi
"& cling chua chdc, tai vi con..." — thi chi vira tu khai ra con 8¢ that
ma ndly gid gidu. DU dudng ndo, ban ciing thodt khdi viéc dodn, va
chi thodt khai viéc trén.



KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch chdn chir 1au, ban ngd cé mot khic mdc cu thé
chua dugc néira — dé moi né va budc cam két cling luc.

Khdch: ir ¢€ em xem lai dé em Ban: Da chi. Em héi thédng — néu
em g& dudc cai khién chi dang chan chir, chi cé sdn sang
chét hém nay khéng a? Khéch: ir that ra em ngai la chup xong
khéng gidng phong cdch quan, quan em tédng méc ma Ban: Da
d6 la cai gé dudc chi. Em gtri chi 2 bé em tirng chup cho quan
tong moc tudng tu, chi coi hdp gu khong da. Hgp thi minh
chét, khéng hap em khéng nhan don chi. Vay cong bang chir
a? Khdach:** ir gliti em coi thir

Chi chua gb chir "chét” — nhung chi dé ra diéu kién cla minh (ding
téng mdc) va ddng y xem bdng chiing. Cudc chat tir "dé em xem Iqi
da" méng lung chuyén thanh mét phép thir rd rang: hdp gu thi chét.
D6 I chd don hang séng lai.



BAI HOC PUC KET

Trudc khi ban bé céng g6 khiic mdc cho khach, xin
mét cadi "gd dudc thi chét” — néu khéng, chi gé
xong lai 16i ra khuc mac maéi.

* C6 lap va budc cam két (Blount 2018): xin cdi "cé" cé diéu kién
trudc khi g8, chdn vong ludn qudn hét lo ngai nay tdéi lo ngai
khac.

* Nhat qudn (Cialdini 1984): chi hira "g8 dugc thi chét” ra miéng
thi c6 xu hudng lam dung vay khi ban gé xong.

* Chi né I8i hia tic 1a chi dang gi@iu con 6¢ that — cdu nay moi
né ra du chi chon dudng ndo.

Nhém 8 khép & dday. Ban dé cé sdu cdch dé "dé em suy nghi” khong
con l& ddu chdm hét. Nhung cé mét cdi vé 6¢ ma khdch hay chia
ra kém bdng chiing hdn hoi — mot cdi link, mot tdm &nh chup man
hinh: "shop kia bdn ré hon". Nghe nhu hét dudng céi. Chuong sau
chiban cdch cdi ma khéng ha gia.
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XU LY "SHOP KHAC RE HON"



Cdi vd 8¢ nay khdc ba cdi kia. Vi né dén kém bdng chiing. Khach
khéng ndi suéng "ddt" — chi ddn vao inbox clia ban mét cdi link,
mdt anh chup man hinh shop khdc, mét con sé ré rang thdp hon
con s6 clia ban. Va trong mdt gidy, ban thdy minh nhu bi bét qué
tang. Tay ban theo phdn xa dinh gé "da em gidm bdng bén d6 cho
chi".

Ding. Ngdy ban gidm bdng shop ré nhat I ngay ban tham gia mét
cudc dua chi cé6 moét ngudi vé dich — ngudi bdn ré hon ban mét
nghin déng nita. Cudc dua dé khong cé ddy, va ban khéng thdng
ndi.

Nh& lai con 6c. Khi chi néi "shop kia ré hon”, chi khéng that su néi
"tdi muén trd it hon". Chi dang néi mdt trong hai diéu: "téi chua
thdy vi sao hai cdi gid ndy khdc nhau” — hodic — "tdi muén mua bén
anh, cho t6i mét ly do dé khédng mua bén ré kia". Ca hai déu 14 I5i
mai ban gidi thich gid tri, khong phdi IGi ra 1énh ban gidm gid.

Sdu cau dudi day khéng dua gid moét cau ndo. Co céu bét hai sén
phdm ding canh nhau soi cho ra khdc biét that (Voss), cé cau dét
b&o hanh va rdiro 1&n ban canh con s6 (Hormozi), c6 céu bé khung
tUr "'ré han hdm nay” sang "ddt hon ba thdng sau” (Kahneman). Va
cé cdu chi don gian néi théng ban 1 ai — bdng giong clia mot
ngudi lam nghé tir t&, chdc chdn vé mé hinh minh chon.

B4t dau.



Cau 57 — "Chi cho em xin link shop
kia em check gitip — cuing tén Go
ma cotton 100% v@éi cotton pha
polyester gia cach nhau xa lam.”

Chin gi& t8i, sau phién live. Mt chi nhdn qua Shopee, kém &nh
chup man hinh mot shop khdc: cuing kiéu do thun trdng basic, gid
150k, trong khi do ban 250k. Chi go:

"do y chang ma bén kia cé 150k &, sao bén shop mdc vay”

Cam gidc dau tién Ia mudn thanh minh cho cdi gid clia minh. Ping
thanh minh. Hay tu tin mgi chi soi.

"Chi cho em xin link shop kia em check gitup — cing tén do ma
cotton 100% vdi cotton pha polyester gid cach nhau xa Idm."

Vi SAO WORK

Chris Voss (Never Split the Difference 2016) day nguyén tdc so cho
ngang hang — apples-to-apples: khdch so hai con s6 vi ho tudng
hai s&dn phdm giéng nhau. Viéc clia ban khéng phdi céi con s6, ma
l& chi ra hai th&r dang so vén khdng cung loai. "Clng tén do" khéng
c6 nghia "cung cdi do".

Cdi ddt thd hai 16 thdi d6. Khi ban chl déng xin link déi tha dé
check — thay vi né trdnh — ban phat tin hiéu clia ngusGi khéng co gi
phdi gidu. D4 la Authority theo Cialdini (Influence 1984): ban noi
bdng ngdn ngir clia ngudi biét nghé (cotton 100% so vdi cotton



pha polyester), va su thanh thao dé tu nd tao long tin. Ngudgi bdan
hang ddm sg khdach so sdnh. Ngugi bdn hang that mai khdch so
sdnh. Chi riéng viéc ban ddm mgi da trd I6i dugc nlra cdu héi cla
chi: néu gid em cao ma em van khéng so chi di so, hdn em cé cdi
dé so.

KHI DUNG — KICH BAN CHAT MAU

Dung ngay khi khach ddn link/dnh shop ré han — chd ddng mdi so,
khong thanh minh, khéng gidm.

Khdch: do y chang ma bén kia cé 150k &, sao bén shop mdc
vay Ban: Chi cho em xin link shop kia em check gitip — cluing
tén do ma cotton 100% va@i cotton pha polyester gid cach
nhau xa 1dm a. Khdch: day né [giri link] Ban: Da em coi réi. Ao
bén d6 ghi "cotton” nhung phéan chdt liéu la cotton 65% pha
polyester 35% — loai nay giat vai lan dé xu va bi mé hai. Ao
bén em cotton 100% chdi ky, day han, mdc mat. Chi khéng
cdn tin em — chi coi kj dong "thanh phan” bén d6 la thay. Roi
chi chon cdi hdp tii minh a. Khdch:** ir dé€ em coi lai phdn d6

Chi chua chét — chi di doc Iai thanh phén shop kia. Nhung ban vira
day chi cdch nhin, va lan sau chi mua do & déu chi ciing sé soi
dong chat liéu. Ngusi dua cho chi con mdt dé thudng 1a ngudi chi
quay lai mua.



BAI HOC PUC KET

Khdach so hai con s6 vi tuéng hai mén giong nhau —
ban dirng céi con sd, hay chi ra chiing vén khéng
cung loai.

* Apples-to-apples (Voss 2016): "cling tén do" khéng phdi "cung
cdi do" — kéo hai s&n phdm vé ding mdt bdng rdi gid tu khdc
nhau co nghia.

e ChlG dong mdi khdch so la Authority (Cialdini 1984): ngudi ban
ddm sg so sdnh, ngudi ban thdt mai so sdnh.

* Day khdch cdch nhin (doc dong thanh phéan) — ngugi cho chi
con mdt dé thudng la ngudi chi quay lai mua.

Cau sau: khi hai sén phdm ding 1& giéng nhau that va bén kia ré
hon thét — c6 mét cdu dat cdi sau-khi-mua Ién ban canh con sé.



Cau 58 — "Ré hon that a. Nhu’ng
shop dé6 cé6 déi tra15 ngay ké ca
dd maé tem nhu bén em khong a?”

Chin gi& t6i. Chi inbox hdi lo serum HA ban bdn 390k. Chj ndi
thdng, kém danh: "shop kia ding thuong hiéu nay cé 320k 4, chinh
hdng luén". Lan ndy chi ding — cung héng, cling mé, bén kia ré hon
70k that. Ban khéng thé néi "hang em khdc chdt". Ban phdi chuyén
s@n: tu luc mua sang sau khi mua.

"Ré han that a. Nhung shop dé cé dai trd 15 ngay ké ca da mé
tem nhu bén em khéng a?”

Vi SAO WORK

Chii "ré hon that a" & déu cau ld mdt ct céng nhén — ban khéng cai
cdi khéng céi dugc, nén chi khéng dung hang rdo. Réi ban mdi
chuyén san.

Pay la ddo rai ro — Alex Hormozi ($100M Offers 2021) chi ra: cdi
quyét dinh mua thudng khéng phai gid, ma & rii ro khdch gdnh néu
mua nham. V&i my phdm, ndi s¢ 18n nhdt 1& "mua vé khéng hgp da,
bo thi phi”. Bén kia ré 70k nhung m3 tem la khéng trd dugec — chi
dm tron rdi ro. Bé&n ban ddt 70k nhung ddi trd ké ca d& ma tem —
ban gdnh rdi ro gium chi. Ddt canh nhau, 70k khong con la "ddt
hon”. N6 1& phi bdo hiém cho ndi sg mua nhdm. V& véi thi boi 1én
mdt, ndi sg d6 18n hon 70k nhiéu.



KHI DUNG — KICH BAN CHAT MAU

Dung khi sdn phdm ding 1& giéng nhau that (cling héing, cling mé)
va d&i thl ré hon that — chuyén tir so gid sang so rdi ro/bdo hanh.

Khach: shop kia ding hdng nay c6 320k a, chinh hdang luén
Ban: Ré hon that a. Nhung shop d6 cé ddi tra 15 ngay ké ca
dé@ mé tem nhu bén em khong a? Khdch: cai d6 thi chac
khéng, mé tem la thoi Ban: Da d6 la chd khdc nhau. Serum bai
Ién da mdi biét hgp khéng — em cho chi 15 ngay, mé ra diing
thir, khong hdp em thu lai hoan tién. 70k chénh la dé chi
khong mdt trdng 320k néu da chi khong ua. Chi thdy dang déi
khéng a? Khdch:** ir ciing cé ly... d€ em can nhdc chut

Chi chua chét — 70k van I 70k, chi cdn mot nhip dé tu thuyét
phuc. Nhung ban dé& ddi cdi chi dang cén: khéng con 1 "70k dét
hon”, ma & "70k d8i ldy quyén trd hang". V&i d6 dudng da, phan 16n
ngudi sé thay nhip dé ddng.



BAI HOC PUC KET

Khi bén kia ré hon that, dirng cdi gia — héi ai ganh
rdi ro néu khdach mua nham, réi cho chi thay ban
ganh con ho thi khong.

e Céng nhan trudc ("ré hon that a”) gé hang rao — ban khéng cai
cdi khéng cai dugc, chi mdi nghe tiép.

* Ddo rdiro (Hormozi 2021): cdi chdn mua thudng |a rdi ro mua
nhdm, khéng phdi gid — d&i tré ké cd ma3 tem bién 70k chénh
thanh phi bdo hiém.

* VVGi th(r boi Ién da, ndi sd "khéng hdp, bd thi phi” I6n hon con s6
chénh — ddt hai thi d6 canh nhau.

Cau sau: khi khdch chi thdy "ré" ma chua hiéu vi sao ré — cé moét

n_2n

cAu ché d6i khdiniém "ré" cho chi thdy cé loqi ré nén trdnh.



Cau 59 — "Cé 2 loai ré: ré vi cat
bét, varé viho mdi ra ban chua lay
du’dc von. Bén em khong thuéc
kiéu ndo — em cdn dai han véi chi.”

Ba gid chiéu, can Tét. Chi inbox hdi hdp hat dinh dudng va mit ban
bdn ldm qud biéu, 320k/hdp. Chi so: "trén san cé hdp nhin y vay
199k & shop”. Chi chua mua bao gid, chi chi thdly con sé va cdi anh
giéng. Chi chua biét vi sao hai cdi gid cdch nhau. Ban cho chi cdi
khung dé tu hiéu.

"Cé 2 loqi ré: ré vi cdt bét, va ré vi ho méi ra ban chua ldy dugc
von. Bén em khéng thudc kiéu ndo — em cén dai han véi chi.”

Vi SAO WORK

Dady lad mot cu reframe — Jeb Blount (Objections 2018): thay vi cdi
"bé&n em khéng dét", ban dinh nghia lai chinh chif "ré" ma chi dang
cam. Chi dang coi "ré" la mot thir tét don thuén. Ban ché né lam hai
dé chij thdy cé loai ré dn cdi gid phdi tra sau (cdt chdt, cdt ludng,
hat cii) va loai ré khéng bén (bdn 16 1ay khdch, mai hét khuyén mai
l& t&ing hodic bién mat).

V& cudi — "em cdn dai han véi chi” — 1& Unity theo Cialdini (b6 sung
ndm 2016): ban khéng ddt minh d6i dién chi qua cdi ban mac c4,
ban ddt minh cung phia, néi vé mét méi quan hé nhiéu mua Tét chir
khéng phdi mét hdp mut. Vi d6 &n biéu — thér mang tén chi dén
nhd ngudi khdc — "shop ndy con & ddy ndm sau dé tdi mua tiép”
ddng gid han 120k. Ban bdn su cé mdat 1au dai, khéng bdn mot hép.



KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch bi hit bdi gid ré ctia ddi tht ma chua hiéu vi sao ré
— nhét 1& hang d&n, hang biéu, hang can mua lgi nhiéu lan.

Khach: trén san c6 hop nhin y vay 199k a shop Ban: Da c6 2
loai ré chi di: ré vi cdt bét, va ré vi ho méi ra ban chua ldy
dudc von. Bén em khong thuéc kiéu nao — em céan dai han véi
chi. Khdch: Ga cdt bét la cdt gi Ban: Da hop hat ré thudng
tron hat vu cii hodic bét lugng hat diéu (dat nhét) doén hat ré.
Hop em céng khai ti Ié trén bao, hat vu méi, c6 han ding ré6.
Chi biéu méa ngudi ta an thay ngon thi ndm sau chi lai tim em.
Em bdn dudc nhiéu Tét chit khéng phdi mét hép. Khdch:** ir
nghe ciing phai, dé em coi lai

Chi chua chét — chi cdn ngdm. Nhung ban vira gieo mét hat nghi
ngdS ding chd vao hdp 199k (né cét gi?), va mot ly do dé chon ban
khéng dinh t&i gid. Ngudi biéu qud s¢ mét mat hon sg tén thém
120k.



BAI HOC PUC KET

Khach coi "ré” Ia tét don thuén — ban ché né lam
hai dé chi thdy c6 loai ré gidu cadi gia phai tra sau
lung.

* Reframe (Blount 2018): dirng cdi "em khéng dét”, hdy dinh

nghia lqi chir "ré" — ré vi cét bét va ré vi chua ldy vén déu cé
cdi bay.

* Unity (Cialdini 2016): "em cén dai han véi chi” d&t ban cung
phia chi, ban mét méi quan hé nhiéu mua chi khéng mot mén.

* V&i hang biéu/hang an, "shop con 3 day nédm sau” va "ngudi
nhdan thdy ngon” ddng gid hon con sé chénh.

Cau sau: khi khdch so gid lién tuc va ban cén chét 1ap trudng mot
lén cho dit khodt — cé mdt cdu néi thdng ban chai 3 san ndo.



Cau 60 — "Bén em khong dua gia.
Bén em dua gia tri. Chi so 3 shop
cung chat liéu nuy em cam két em
khéng cao hon.”

Chin gi& sdng. Mét chi chl shop online inbox hdi si do thun tron dé
vé bdn lai, Idy 300 cdi. Chi d& hdi bén xudng, v chi mé ddu bdng
ding cau clia ngudi di sé&n gid: "bdo gid tét nhat di em, chd ndo ré
chi lay". Néu ban nhdy véo cudc dua dé, ban chi con cdch bdn 16
dé thdng. Ban khong dua. Ban tuyén bé minh chgi & san khéc.

"Bén em khong dua gia. Bén em dua gia tri. Chi so 3 shop cluing
chdt liéu nay em cam két em khéng cao hon.”

Vi SAO WORK

Céau nay 1& mét cl chuyén su chéc chén — Jordan Belfort (Way of
the Wolf 2017) goi l& certainty: khdch vay muadn su chdc chdn ti
ngudi bdn. Khi ban ndi "bén em khéng dua gid” béng giong phding,
khéng xin 16i, khéng rdo dén, chi nhéin dugc tin hiéu ctia mot ngudi
biét r& minh 1& ai va bdn cdi gi. Ngusi 1ap trudng viing lam khdch
yé&n tdm hon ngudi sdn sang ha gid theo moi cau hai.

Vé "so 3 shop cling chdt liéu em khéng cao hon" 1 mot I8i mai kiém
chiing cé diéu kién — hai chir "cung chat liéu" khod lai ding cudc so
ban muén. Ban khéng sa chi di so; ban hudng dén chi so cho ding
mdt bdng. V&i mot chl shop Idy si, ngudi sé gdn bé lau dai va mua
di mua lqi, cdi chi that su cén khéng phdi gid thdp nhat mot 16 —



ma mot ngudn n dinh, chdt déu, giao dung hen. Ban bdn ding cdi
do.

KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch (nhat & khdch si, B2B) so gid lién tuc va ban can
chét 1&p trudng dirt khodt, thay vi bi kéo véio cudc dua xudng ddy.

Khach: bdo gid tét nhét di em, chd ndo ré childy Ban: Da em
néi théng dé chi d& mdt thai gian: bén em khéng dua gid, bén
em dua gid tri. Chi so 3 shop cuing chdt liéu nay em cam két
em khéng cao hon. Khdch: i nhung chi van cdn gia tot, ldy si
ma Ban: Da chdc chdn réi. Vay em giti chi mau vdi that + bang
gid theo sé lugng. Chi cdm mau bén em di so 2 xudng kia
diing cling loqi cotton 2 chiéu 220gsm. Chi ban lai lau dai thi
cai chi cén la chdt déu moi 16, khéng phdai ré 16 déu réi 16 sau
xU. Em lam dudc cadi dé. Khdch:** ir glti méu chi coi dé

Chi chua d&t coc — ngudi ldy si ludn so vai nai trude khi chon, vé
nén thé. Nhung ban dé ra khdi cudc dua gid va dua chi sang cudc
so ban thdng: chét déu, ngudn én dinh. D6 1 sén clia ngudi bdn dé
gilr khdch nhiéu nam.



BAI HOC PUC KET

Ngay ban giam béng shop ré nhdt la ngay ban vao
cudc dua khdng ddy — héy tuyén bd ban chgi  san
gia tri, ro6i mai khach so cho diing.

* Certainty transfer (Belfort 2017): khdch vay su chdc chén tir
ban — [Gp trudng viing, khong rdo doén, lam chi yén tGm hon
ngudi ha gid theo moi cau.

* "So 3 shop cuing chat liéu" khod ding cudc so ban muén — ban
khéng sg khdch so, ban hudng ddn khdch so ding mdt bdng.

* Khdch si mua di mua lgi can ngudn én dinh va chat déu, khéng
can ré nhat moét 16 — bdn dung cai dé.

Cau sau: khi khdch van nghiéng vé cdi ré hon — cé mdt cau tinh
giup chi cdi gid that ciia moén ré ba thdng sau.



Céu 61— "Chi muaré hon 30kma 3
thang sau Go bung chi, chi méat
luon 300k don dé. So the nao a?”

Tdm gi& téi. Chi ch shop nhd hdi Idy vai chuc do sc mi vé bdn,
dang phan véan gitta ban v mét méi ré hon 30k/do. Chi nghiéng vé
m&i ré: "chénh 30k nhan may chuc cdi la bdn d6 em". Chij dang tinh
dung — nhung chi mdi tinh mét nlra phép tinh. Nira con Iqi la cadi chi
mat khi do 16i t&i tay khdch cla chi.

"Chi mua ré han 30k méa 3 thdng sau do bung chi, chi mét luén
300k don d6. So thé nao a?”

Vi SAO WORK

Day la loss aversion — Kahneman va Tversky (Prospect Theory
1979): ndi dau méat manh gdp khodng hai lan niém vui dugc. Chi
dang nhin cdi dudc (tiét kiém 30k/do) vi né & ngay trudc mét. Cdi
mat (mdt khdch clia chi nhan do bung chi, d6i hoan 300k, bd di, ké
cho ngusi khdc) thi & tuong lai nén md. Ban kéo cdi mét dé vé hién
tai, gén con sé cu thé vao.

Con s6 1dm nén sdic ndng. "Ré hon 30k” ddt canh "'mat luén 300k
don dé" — mudi lan chénh l&ch, va cdi mat con kém thi khéng do
dudgc: uy tin shop cla chi v&i khdch cta chi. V&i mét ngudi badn lai,
mdt cdi do 16i khéng chi mét mot cdi do — né mat cé ngudi khdch
dé tin chi. Ban khong hii bdng con sé bia; ban chi bdt chi lam nét
phép tinh chi dang bé d3& nlra ching.



KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch nghiéng vé d6i thi ré hon thudn vi con sé trude mét
— nhdt la khdch mua dé bdn Igi, noi hang 16i kéo theo mdt khdch
cta ho.

Khéch: chénh 30k nhén mdy chuc cdi la bén dé6 em Ban: Da
dung chi, tinh vay khéng sai. Nhung em héi thém nira con lai:
chi mua ré hon 30k ma 3 thdng sau do bung chi, chi mét luén
300k don d6 — chua ké khdach d6 nghi luén. So thé nao a?
Khadch: ir thi cdi d6 ciing lo, ma chua chédc dé bung Ban: Da
nén em khéng bao chi tin suéng. Chi ldy méi bén 5 do vé giat
mady 3 Idn thir coi bén nao bung chi, xui ¢8. Chi ban bang uy tin
shop minh ma, cdi nay dang test. Test xong chi chon ai em
ciing phuc. Khach:** ir d& chi ldy it vé thi da

Chi chua chdt hdin véi ban — chi di test, va d6 |a diéu ding ddn nén
lam. Nhung ban dé& cdm vao dau chi nlra phép tinh bi bd quén, va
bién cudc so tir "30k mdi do" thanh "do ndo chju ndi ba ldn gidt".
Bén bén hon sé tu 6.



BAI HOC PUC KET

Khach chi tinh nira phép tinh ré — ban tinh nét nira
kia: cdi mdt ba thang sau khi hang 16i téi tay khach
cuia chi.

* Loss aversion (Kahneman & Tversky 1979): cdi mat nding gap
dbi cdi duge — kéo "'mat 300k don” tir tuong lai m& vé hién tai
ro.

* Con s6 lam nén stic ndng: "ré hon 30k" canh "mat ludn 300k" &
chénh musi 1an, chua ké uy tin shop cta chi.

* Piing hui subng — mai khdch tu test (gidt 3 1an) dé cdi bén tu
16, chi chon ai ban cling diing viing.

Cau sau: cdu cudi ctia phan nay — khi ban mudn chét lap trudng
bdng mdt cau dinh nghia minh 1& ai, khéng phdi ré nhat ma la ddng
quay lai.



Cau 62 — "Em khong banré nhat.
Em ban dé chi mua 1lan roi quay
lai - khong phcll mua 3 lan vi lan
trudc héng.”

Gilra trua. Chi hdi mua déi giay da di lam, 850k. Chi so vSi mot méi
online 450k "nhin giéng hét". Chi chua quyét, chi chd ban néi mét
cAu dé chi chon dugc. Pay la lic ban khéng gidi thich thém vé
dudng chi hay I8p da nifa — ban néi thdng ban 1a logi ngudi bdn
ndo.

"Em khéng ban ré nhdt. Em ban dé chi mua 1 lan réi quay lai —
khéng phdi mua 3 1an vi lan trudc héng.”

Vi SAO WORK

Céu ndy chét lap trudng bdng su chéc chdn — Jordan Belfort (Way
of the Wolf 2017): mot ngudi bdn biét rd mé hinh clia minh vé ndi ra
khéng ngéip ngiing thi truyén su yén tam sang khéch. Ban khéng xin
16i vi ddt. Ban tuyén bé dét I cé cha dich, va chi dich d6 phuc vu
chi.

Stic manh ndm & phép déi lap theo ding nhip cdn khdc: "mua 11an
réi quay lai" d&t canh "mua 3 1an vi 1dn trude hdng". Ban dé chij tu
lam phép nhan: déi 450k di bén thdng bong d&, mua lai déi nita, réi
déi nita — cdng lai vuat xa 850k, ma chan chi chju tréin sudt. Ngudi
mua ré ba 1an tra nhiéu hon ngudi mua ddt mot lan. Day la cdi nhin
dai han ma ngusi bdn tlr té€ ndo ciing muén khdch minh hiéu —



khéng phdi dé€ méc thém tién, ma dé chi thdi rai vao cdi vong
mua-hdéng-mua-lai.

KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch phan van giira ban va mdt mén ré hon "nhin giéng”
— dé chét 1ap trudng mot 1an, dit khodt, bdng gdéc nhin téng chi
phi.

Khdch: mdau nay bén kia 450k nhin giéng hét a em Ban: Da
nhin thi giéng. Em néi that Iong: em khdong ban ré nhat. Em
ban dé chi mua 11dn réi quay lai — khong phai mua 3 Idn vi lan
truéc héng. Khdch: y em la d6i kia mau hu hd Ban: Da em
khéng dam néi chdc vé d6i em chua cdm. Nhung giay da
450k thudng la simili ép, di miia mua 3-4 thang bong dé. Chi
tinh gium em: 2-3 d6i nhu vy mot nam, véi 1 d6i da that di 2
ném, ddng nao ré hon a? Chi ctt can, em khdng giuc. Khdch:**

r d&€ em suy nghi, cdm 6n em néi that

Chi chua rut vi — 850k & khodn cdn ngdm, va "dé em suy nghi" &
day la that. Nhung ban dé déi cdi thudc trong ddu chi tir "gid mot
déi" sang “chi phi mot ndm”, va ghi diém bdng su thdng thdn ("em
khéng ddm néi chéc vé déi em chua cdm”). Khdch nhd ngusi bdn
khéng ndi xdu ai mé véan cho minh cdi nhin ding.



BAI HOC PUC KET

Pirng xin 18i vi dét — néi thédng ban ban dé€ khach
mua mdt lan réi quay lai, khéng phai mua ba lan vi
lan trudc héng.

* Certainty (Belfort 2017): ngudi ban biét rd mé hinh clia minh va
ndéi khéng ngdp ngiing thi truyén su yén tédm sang khdch.

* Phép d6i lap "mua 11an” canh "mua 3 1dn vi hdng" &€ chi tu nhan
ra: ngudi mua ré nhiéu 1an trd nhiéu hon ngudi mua ddt mét lan.

* Khéng néi xdu déi tha ("em chua cadm déi dé") ma van cho
khdch cdi nhin téng chi phi — su thdng thdn d6 la diém cong
chinhg.

Nhém 9 khép & day. Ban dé cé sdu cdch dé "shop kia ré hon" khong
ddy ban vao cudc dua xudng ddy. Nhung cé mot cdi vé 8¢ ma ban
khéng cdi dude bdng ly 18 vé gid hay chdt, vi né dén tir moét ngudi
th&r ba khong cé mdt trong cudc chat: "dé em hdi chéng dd".
Chuaong sau chi ban cdch x ly mét ngudi ban khéng ndi chuyén
dugc.
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Cdi vé 8¢ nay cé mdt chd hiém: ngusi ra quyét dinh that khong
ngdi trong cudc chat véi ban. Chi ndi "dé em hdi chdng dd", va tu
nhién c6 moét ngudi thi ba xudt hién — mét ngudi ban chua ting
nhdn, chua tirng nghe, chua tiing tu vén — va ngudi dé cém quyén
phl quyét don hang cla ban.

Phén xa sai & ¢ bdn vugt qua ddu ngudi chéng: "chi ci quyét di,
chi mdc ma, lién quan gi anh”. Ban vira ddy chi vaio thé phdi chon
gilta ban va chéng chi. Chi chon chéng. Ludn luén.

Nhd con &c. "Dé& em hdi chéng" d6i khi la that — quyét dinh 18n, hai
ngudi cling chi tién, chi can ban that. Nhung rat nhiéu lan, ngudi
chéng chi & cdi vd lich su cho mét con 6¢ khdc: chi chua dd tu tin
vé quyét dinh, chi con mét ndi lo chua néi, hodc chi ngai tir chéi
thdng nén mudn chdng lam 1d chdn. Viéc cla ban 1& phén biét
dugc hai trudng hgp — va co cdch xt cho tling cdi.

B&n cau dudi day lam ding viéc dé. Cé cau kiém tra xem "hoi
chéng" la that hay 1& binh phong (Sandler), c6 céu hdi ai cung
quyét ngay tir déu dé khéng bi ddi nguge & cudi (Sandler), cé cdau
chl ddng budc t48i tréin an ngudi chéng thay vi né, va cé céu cho
chi di hdi that ma van gilir mdt cdi méc dé chi cé dudng vé. Khong
cdu ndo bdt chi chéng lai chdng. Moi cau déu diing cling phia gia
dinh chi.

B4t dau.



Cau 63 — "Em hiéu. Em héi that,
gia st anh nha néi ‘em thay du’dc
thi lay’, chi chét luén hay cén diém
nao chu'u yén tam?”

Tdm gi& t8i. Chi inbox hdi bd sofa phong khdch, 12 triéu, nha mai.
Chi xem k§ mau vdi, hdi boc cé thdo gidt khéng, do cé kich thudc
phong. Réi t&i luc quyét: "cdi ndy em phai hdi chéng em da". Sofa
12 triéu, cé chéng cling chi — "hdi chéng” nghe rét hgp ly. Nhung
ban cdn biét dé la rao cén that hay la chi dang mugn chéng dé ui.
Mot cdu tdch dugc.

"Em hiéu. Em héi that, gia s&r anh nha néi 'em thdy dudc thi ldy’,
chi chét ludn hay con diém nao chua yén tam?”

Vi SAO WORK

Day l& ¢6 1&p ngudi quyét dinh — David Sandler (1995): ban tam
thdi g8 ngudi chdng ra khdi phuong trinh bdng mét gia dinh ("gid
st anh néi dugc thi ldy") dé xem cdi gi con lgi. Cau trd I8i cla chi
16t tréin con éc¢.

N&u chi néi "ir néu &nh ok thi em ldy lién" — vay ngudi chéng ding la
rdo cdn that va 1a rdo cdn duy nhat; gis viéc cla ban & gilp chi
bdn cho chéng (gii dnh dé khoe, théng tin bdo hanh, ly do ddng
tién). Néu chi ngdip ngling "a thi... em ciing con phén vén cdi mau
c6 hgp san khéng" — thi ngudi chéng chi l& binh phong, con 6¢ that
l& ndi phan van cla chinh chi, va gid né dé 16 ra dé ban khéu. Du



dudng ndo, ban ciing biét minh dang x cdi gi that, thay vi ddnh
nhau véi mét ngudi véng mdt.

KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch vién "héi chéng/va” vé ban cén tdch xem dé 1a rdo
cdn that hay binh phong che mét ndi phan van khdc.

Khdch: cdi nay em phai hdi chéng em dé Ban: Em hiéu chi. Em

'

héi that — gia sir anh nhéa néi "em thdy dudc thi ldy”, chi chét
luén hay con diém nao chua yén tam a? Khdach: that ra em van
hai lo cdi ghé nhat méau valy nha cé con nhé mau do Ban: Da
hod ra chi lo vét ban chir khéng chi chuyén héi anh. B nay vai
bé chong tham, d6 nudc lau la sach, ma boc thdo gidt may
dudc. Nha c6 bé em con khuyén chon tong nay vi gidt dugc.
Cai nay em nhdn cho anh nha doc ciing luén nha? Khach:** ir
em glti dnh véi thong tin d6 cho anh coi

Ngusi chéng chua duyét, chi chua chét — nhung cdi con 6c¢ that
(sg bdn vi cé con nhd) dé 16 va duge g&. "Hoéi chdng” hod ra chi che
mot ndi lo vé vét bdn. Gid chi di hdi chéng véi mdt cau tré 15i dé
s&n, khdng phai v8i mdt ndi phan van.



BAI HOC PUC KET

Pirng danh nhau véi ngudi chdng véng méat — héi
"gi@ si anh dong y thi chi chét chir” dé biét anh la
rao cdan that hay chila binh phong.

* C6 lap ngudi quyét dinh (Sandler 1995): gid dinh "anh déng y"
g8 ngudi chdng khdi phuong trinh d€ xem con &c that con lai la
gi.

e Chi ddp "anh ok & em ldly" thi chdng I rdo cdn that — chuyén
sang gitp chi bdn cho chéng.

e Chi ngdp ngling néi ra ndi lo khdc thi chéng chi la binh phong —
con 6¢ vira 16, khéu ludn.

Cau sau: khi ban muén chdn "hdi chéng” trudce khi nd xudt hién — cé
mdt cau hdi ngay ddu chat dé khdng bi déi nguagc lic cudi.



Cau 64 - "Aila ngu’dl quyet cung
chi vu nay a? Em muén tu van dung
ngu’dl dée chl khong phai giai thich
lai.”

Ba gi& chiéu. Chi inbox hdi mdy loc nudc 1&p cho cd nhd, 6,5 triéu.
Chi vira m& 18i hdi gid, chua di sdu. Ban tiing dinh cud ndy: tu vén cé
tiéng, t&i cudi chi mai thd "dé em hdi chdng’, thé la cong céc. Lan
ndy ban hdi ngay tir ddu — trudc khi d6 céng tu van.

"Ai la ngudi quyét cung chi vu ndy a? Em muén tu vén ding ngugi
dé chi khang phai gidi thich lqgi.”

Vi SAO WORK

Day la 1&p ban d6 ngudi quyét dinh — David Sandler (1995): vdi
mon cé hai ngudi cung chi, biét ai déng quyét ngay tir dau gitp
ban trdnh cdi 16i kinh dién l& tu van sdu cho ngudi khéng cdm nat
bdm cudi cling, réi mdt don vi "dé em hdi X". Sandler udc tinh mét
ti 18 18n deal gid cao chét vi 16i nay.

Vé "dé chi khong phai gidi thich lai" 1d chd khéo. N6 bién mét céu
c6 thé nghe nhu soi ("chi ¢é quyén quyét khong™) thanh mét céu vi
Igi ich cta chi (d& chi céng truyén dat cho chong). Chi khéng thay
bi do xét, chi thdly dugc chém. V& cdu trd 18i cho ban hudng di: néu
"minh em quyét” — ban tu vdn thdng va chdn ludn dudng IUi "hai
chéng” sau nay; néu "cé chéng em nira” — ban md&i anh vao chat
cung, hodc trang bi cho chi bd théng tin dé chi ban ho tai nha. Hoi
s8m mot céu, d& mét mot gid va mot don.



KHI DUNG — KICH BAN CHAT MAU

Dlng ngay dau chat v8i mén gid cao, ca nha dung chung (mdy loc
nudc, diéu hod, ndi that, dé dién 18n) — trudc khi tu van sau.

Khdach: bén em mdy loc nudc Idp cé nha gia tdm 6-7tr cé loai
néo Ban: Da em c6 2 dong tdm dé. Trudc khi em tu vén ky — ai
l& ngudi quyét cung chi vu nay a? Em muén tu vén diing ngudi
dé& chi khong phai giai thich lai. Khach: ir cé chéng em, édnh
quan tam vu 16i loc vai chi phi thay 16i hdng nédm Ban: Da vay
em tu vdn ky ding phédn dé cho chi cam vé néi véi anh: chi phi
thay 16i nam déu, nédm sau, so véi dong khac. Hay tién chi cho
em Zalo anh, em gtri anh béng chi phi 3 ndm luén, d& chi thuat
lai? Khdach:** théi em chuyén cho énh ciing dugc, em gilri dnh
coi

Chi chua chét — nhung ban dé biét chéng la ngudi déng quyét va
biét ludn anh quan tém cdi gi (chi phi thay 18i). Ban khéng tu van
nham ngudi suét mdt tiéng réi maéi ngd nglra. Ban tu vén dung cdi
ngudi quyét can, ngay tir phit dau.



BAI HOC PUC KET

Héi "ai quyét cung chi” ngay ddu chat, khéng phai
cudi — ban tranh tu védn ca tiéng cho ngudi khéng
cam nut bam cudi cling.

* L&p ban d6 ngudi quyét dinh (Sandler 1995): biét ai déng
quyét tir ddu chdin 16i kinh dién mdt don vi "dé€ em hdi X" & phut
chot.

« "Dé& chi khong phai gidi thich lai" bién cau do quyén thanh céu
ch&m khdch — chi théy dugc lo, khéng thdy bi soi.

* Biét ngudi quyét quan tam gi (chi phi thay 16i) dé tu van tring
dich va trang bi cho chi bdn hd tqi nha.

Cau sau: khi ngudi chéng nghi ngd shop chit khéng nghi sdn phdm
— ¢6 mdt cdu ban chl dong budc téi thay vi dé chi gdnh.



Cau 65 — "Hay em chat véi anh nha
chi 1 céu cho anh yén tam dugc
khéng a? Nhiéu anh chi can thdy
em la xudng thatla ok.”

Chin gi& t6i. Chi ddt déng mot chiéc ké tivi gé theo kich thudc
riéng, 4,5 triéu, coc trudc 50%. Chi ung mau, ung gid, nhung khung
& khéu coc: "chéng em bdo dat déng coc trudc rdi ro, I8 shop 6m
tién thi sao". Van dé khong ndm & chi — chi tin ban. Van dé ndm &
anh chéng chua thdy ban bao gid, va anh lo ding cdi ddng lo. Ban
khéng dé chi ding gitta di thuyét phuc chéng. Ban budc t4i.

"Hay em chat v@i anh nha chi 1 cau cho anh yén tam dudc khong
a? Nhiéu anh chi can thdy em la xuéng that la ok.”

Vi SAO WORK

Day la dé bén thi ba Ién tiéng cong véi thdm quyén — Cialdini
(Influence 1984) x&p Authority v&io nhém nguyén ly anh hudng
manh: khi ban chd déng déi thoai truc tiép véi ngudi nghi ngd va
cho anh thdy bdng chiing ban 1& xudng that (hinh xudng, mu dé
lam, dia chi, gidy t&), su lo ngai réi nhanh han nhiéu so véi viéc chi
vé nha thuét lai 18i ban.

Nhung cdi ddt hon la & chd ban ddm budc téi. Ngusi bdn do tron
ngudi chéng. Ngudi bdn that xin dugc néi chuyén véi anh. Chinh
hanh ddng chl déng d6 dd la moét bdng chitng — né ndi "tdi khéng
c6 gi phdi gidu ngudi khé tinh nhat trong nha chi’. Ban ciing g&
gdnh ndng khai vai chi: chi khéng con phdi lam luét su bién hé cho



mdt shop chi mdi quen trudc 6ng chéng da nghi. Ban tu bién hd
cho minh, truc ti€p, bdng bdng ching.

KHI DUNG — KICH BAN CHAT MAU

Dung khi rdo cén la ngusdi chéng/vg nghi ngd shop (sg Iira, sg mat
coc) chit khéng nghi sén phdm — nhét la hang dét lam, coc trudc,
gid tri cao.

Khéch: chéng em bdo dét déng coc trudc rii ro, 16 shop 6m
tién thi sao Ban: Da lo vdy la ding chi, ddt déng ma. Hay em
chat vé&i anh nha chi 1 cau cho anh yén tam dudc khong a?
Nhiéu anh chi cén thdy em la xudng that la ok. Khdach: ir dé em
dua sé Zalo anh Ban: Da em nhdn anh: giti anh video xudng
dang lam, 3 ké em vira giao tuén nay, dia chi xudng anh ghé
coi dudc, va hdp dong ghi ré coc — tré hen em hoan coc. Anh
cén em quay truc tiép cai ké cla chi liic déng ciing dugc a.
Khdch:** vay d& em néi mdy cho anh véi em

Chua coc, chua chét — nhung ban dé chuyén tir thé bi nghi sang
thé& chl déng chiing minh, va g& chi khdi vai trd trung gian bién hé.
Khi anh chéng nhin thdy xudng that bdng mat, cdilo "shop 6m tién"
thudng tan. Ngudi ddm mdai anh vao xem chinh 1d ngudi anh sé gat
ddu cho vg ddt coc.



BAI HOC PUC KET
Khi ngudi chéng nghi shop chit khéng nghi hang,
dirng dé chi di bién ho gium ban — budc t&i néi
chuyén véi anh, dé bang chirng tu lén tiéng.
e Authority + bén thi ba (Cialdini 1984): cho ngudi nghi ngd thay
bdng chiing ban la xudng that g& lo nhanh hon chi vé thudt lai.
* DAm xin néi chuyén vai ngudi khé tinh nhét trong nha tuné 1
bdng chiing — ngudi bdn &o trén, ngudi bdn that mai.

* GG chi khoi vai luat su bién hé cho shop méi quen — ban tu
chiing minh minh, truc tiép, bdng video va hgp ddng.

Céu sau: khi chi that su can vé ban véi chéng — cé mdt céu cho chi
di md& van dé lai mét cdi méc dé chi cé dudng quay lai.



Céu 66 — "Chi héi anh xong nhéan
em nhé — nhu'ng em xin glu’ mirc
nay dén hét hém nay thadi vi mai
diéu chinh.”

Chin gid sdng. Chi nhdn hai chiéc tui da that ban dang cé uu déi,
1,9 triéu con 1,55 triéu dip nay. Chi thich ré, nhung ddy 1d moén chi
mudn ban v8i chéng that — khéng phai cdi ¢d, chi ndi "téi chéng
em vé em hdi réi chét, gid anh dang hop”. Rao cdn that, ngudi that,
ly do that. Ban tén trong. Nhung ban khong dé cdi gid uu déi troi
vO thdi han clng vdi chi.

"Chi hdi anh xong nhdn em nhé — nhung em xin giir mifc nay dén
hét hém nay théi vi mai diéu chinh.”

Vi SAO WORK

Cau nay ghép hai thir khdp nhau. V& dau I& cho phép chi di — ban
khéng niu, khéng ép chi quyét vugt mdt chéng, nén chi khéng phai
phong tha va khéng thdy ban chéo kéo.

V& sau I& moét cdi méc cé ly do that. Robert Cialdini (Influence
1984) xép Scarcity v&io nhém nguyén ly dnh hudng: cdi gi cé han
thi dudc coi trong hon, va ngudi ta hanh déng nhanh hon khi thay
co hdi sdp khép. Nhung cdi then chét 1& chif "vi mai diéu chinh” —
Ellen Langer (Harvard 1978) chi ra mét ly do dirng sau khién ngudi
ta chdp nhén cao hon hdn. & day Iy do phai that: néu vu d&i that su
hét hém nay, ban néi dung. Ngay ban "gilf gid cudi clng" réi mai
van gid dé, chi bdt dugc mot 1an 1 chi khdng tin ban Idn ndo nira.



Deadline that cho chi mét ly do dé t8i nay ban véi chong thay vi dé
man ndy chim vdo tudn sau.

KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch that su can ban véi va/chéng (ly do chinh ddng,
ngudi that) va ban cé mdt uu ddi/méc gid that sdp déi — cho chi
di ma van cdm méc.

Khéch: téi chdng em vé em héi réi chét, gié anh dang hop
Ban: Da chi cit ban véi anh cho thodi mai. Chi hdi anh xong
nhdn em nhé — nhung em xin giir mirc nay dén hét hém nay
théi vi mai diéu chinh a. Khdch: Ga mai lén gid lai hd Ban: Da
dgt uu dai nay hét hém nay, mai tai vé gia géc 1,9. Em ghim
cho chi mirc 1,55 téi 22h t3i nay, chi ban véi anh xong nhdn
em mot cau la em Ién don. Qua 22h em khong tu giir dudc nira
vi hé thang cap nhat. Khach:** ok dé t6i anh vé em héi lién

Chi chua chét — chi vé hdi chéng that, ding nhu chi néi. Nhung gis
chi di v8i mot cdi déng hé trong ddu (22h) va mot con s6 cu thé
(1,55 so v38i 1,9 mai). Cdi méc that dé thudng da dé téi nay chi that
su'ma I8i v&i chdng, thay vi &€ mén nay trdi vao "khi ndo rénh tinh".



BAI HOC PUC KET

Cho khdch vé héi chéng la tir té, nhung dé gid troi
theo chi la mét don — ban giit mirc dén hét hém
nay, véi mot ly do that.

* Scarcity (Cialdini 1984): ¢ hdi sdp khép khién ngudi ta hanh
ddéng nhanh hon — cédm moét mac thai gian dé chi khong troi vo
dinh.

¢ Ly do that dirng sau (Langer 1978): "vi mai diéu chinh” phai
ding su that — bia deadline mét |én 1d mét tin vinh vién.

* Cho chicon s6 cu thé (1,55 so v&i 1,9 mai) va gis ré (22h) dé
tdi nay chi that sumé I8i vSi chéng.

Nhém 10 khép & dday. Ban dé& biét cdch xir mot ngudi khéng cé mat
trong cudc chat. Nhung con médt con éc¢ séu hon tét cd — con é¢
ma khi né chua 16 thi moi cdu chét déu vé nghia: khdch chua tin
ban, sg bi Ita. Chuang sau la bdn cédu danh cho khodnh khéc khé
nhat: khi khdch muén mua nhung khéng ddm tin.
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XU LY "KHONG TIN / SG BI LUA"



DPay & con 6¢ ndm sdu nhdt trong tét cé cdc voé dc. Vi nd khéng
ndi ra. Khéng ai gé vao inbox "tdi nghi shop ban la lira ddo”. Ho néi
"d€ em suy nghi”, ho néi "hai ddt", ho doc réi im — nhung bén dudi,
cdi that su chdn tay ho 1d mot cau hdi ho khong ddm hdi théng:

shop nay cé that khéng, hay minh chuyén tién xong réi mét trdng?

NGi s nay c6 gdc ré that. Khach online Viét Nam dé nghe, dé dinh,
hodc biét ai dé dinh cdnh ddt hang mot ddng nhdn mét néo,
chuyén khodn xong bi ch&in. V8i mét shop mai, chua c¢é nghin daon,
chua c6 trdm review, khach mdc dinh phong thd. D6 khéng phdi ho
kho tinh. D6 1a ho tu bdo vé minh.

Céi con &c¢ ndy bdng I8i hita suéng & vé ich. "Shop em uy tin Idm
chi ci, em khong Ira dau” — chinh xdc 1d cu moi shop IUra cling noi.
L&i néi khdng g& dugc ndi sd bi lira; chi cé bdng chiing kiém chiing
dugc mai gé.

B&n cdu cudi phan x{ ly tir chdi nay di thdng vao ndi sg dé. Cé cau
ndi toac ra moi diéu té khdch dang thém nghi, trudce khi ho kip nghi
(Voss). C6 cau ddo todn bd rii ro vé phia ban (Hormozi). Cé céu
dua mét khdch that dé chi goi kiém ching. V& c¢é cdu chuyén cdi
chi can tin tif con ngudi ban sang thi chi s& dugc. Bon cau ndy
khéng xin khdch tin ban. Chung cho khdch mét ly do dé khéng can
phdi tin — vi d& c¢é bdng chiing thay chd.

B4t dau.



Cau 67 — "Chi c6 thé nghl em la
shop ao, hang dém, thu tién xong
bién mat. Em xin gtri chi: MST céng
ty, dia chi xudng, video xuéng,
COD 100% — chi chi tra khi nhén va
kiém."

Tdm gid t6i. Mot chi inbox hdi hdp bdanh nhd ladm ban bdn — bdnh
handmade, dé&t trude, chuyén khodn coc. Chi hdi k¥, réi chitng lai
rat lau khéng rep. Ban doc dudgc su im I&ng d6: chi muén mua,
nhung shop mdi, nha lam, lqi doi coc — chi sgd. Chi sé khéng ndi "em
sg chi Ilra". Chi sé& chi l&ing di réi thodt. Ban néi gium chi cdi chi
khong ddm noi.

"Chi c6 thé nghi em la shop do, hang ddm, thu tién xong bién
mat. Em xin glti chi: MST céng ty, dia chi xuéng, video xudng,
COD 100% — chi chi tra khi nhan va kiém.”

Vi SAO WORK

Pay la kiém todn I18i budc tdi — Chris Voss (Never Split the
Difference 2016) goi ld accusation audit: ban néi ra trudc, thanh
I8i, moi diéu té nhat khach dang thédm nghi vé ban. Nghe ngugc
d&i, nhung né hiéu nghiém vi hai 1&. Mét, khi ban tu ndi "chi cé thé
nghi em l& shop 0", ndi nghi trong dau chi mat di stic ndng bi mat
cla né — cdi gi dudc goi tén thi bét dang sg. Hai, chi ké lira ddo
mai khong bao gid nhdc t8i chir "lira”; mot ngudi ddm néi toac ndi
sG cla khdch ra la ngudi tu tin minh sach.



R&i ban khong diing & 16i — ban chdng 1én bdng chiing kiém ching
dugc va mot cu ddo rai ro (Hormozi, $100M Offers 2021): MST tra
dugc, dia chi téi dugc, video xem dudc, va COD nghia la chi khéng
mét déng ndo cho t8i khi cdm hang trén tay kiém xong. Nbi so
"chuyén tién xong mdt trédng" bi thdo ngdi tan gdc, vi khéng con
tién ndo chuyén di trudce cad.

KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch e ngai shop mdi, im Idng phong thd, chua mua bao
gid — nhdt 1& khi cé khau coc/chuyén khodn trudc lam chi sg.

Khdch: (hdi k¥ réi im 1au khéng rep) Ban: Chi 6i, em néi théng
cho chi d& ngai: chi cé thé nghi em la shop do, hang dém, thu
tién xong bién mat. Em xin giti chi MST céng ty, dia chi
xuéng, video xudng, va minh COD 100% — chi chi tra khi nhén
va kiém a. Khdch: ir that ra em hgi ngai vi shop méi véi lai ddt
banh phai coc Ban: Da em hiéu mad, ngai la ding. Vay daén dau
ctia chi em mién coc luén, ship COD — chi m& hép kiém banh
réi mai tra tién shipper. Chi khéng ung chi khéng ldy, em chiu
phi ship. Em mudn chi thir em bdng rii ro clia em, khéng phai

ctia chi. Khach:** ir vay dé em ddt thir 1 hop coi sao

Chi chét thir mét hép — chua phdi don 18n, nhung chi dé budc qua
dudc ndi sg, va d6 la budc khé nhat. Ban khéng xin chi tin. Ban ddi
todn bd rdi ro sang minh dé chi khéng cdn phdi tin méi ddm mua.
Hop dau ngon, don thit hai chi khéng hdi lai mét cdu ndio vé chuyén
IUa.



BAI HOC PUC KET

Khach sd bi lira sé khong néi ra — ban néi gium ho,
trudc ho, rdi chdng Ién bang chirng va COD dé ho
khong cén tin ciing ddm mua.

* Accusation audit (Voss 2016): tu néi ra diéu té nhéat khdch
thdm nghi khién néi nghi mét stic ndng — ké Ilra khong bao gis
ddm nhéc chir"lra”.

* L&i hira sudng vé dung ("em uy tin Idm" 1& cdu shop Ilra cling
néi) — chi bdng chiing kiém chiing dugc (MST, video, dia chi)
mai ga.

* Ddo rii ro bdng COD/mién coc (Hormozi 2021): khi khéng cé
tién ndo chuyén di trudc, ndi sé "mat trdng"” hét chd bam.

Cau sau: khi khdch sg khéng phai ban lira, ma s mua vé khéng hgp
ro6i mat tién oan — cé mét cau ddo sach riiro dé vé phia ban.



Cau 68 — "Bén em cho chi 15 ngay
dung thir. Khong hdp em hoan

100% khong héi Iy clo chi khong
phai chiuriiro gi.”

Ba gi& chiéu. Chi inbox hdi con robot hat bui 5,9 triéu. Chi khéng
nghi ban Ilra — dia chiré, review cd. Chi sg mét cdi khdc: bd gén 6
triéu, mua vé nha nhiéu thdm, nhiéu ngéc ngdch, I8 né hat khéng
sach thi &m cuc tlic va maét tién. N6i sg clia chi khédng phai "shop
gid", ma la "mua nham thi sao”. Ban thdo ding cdi sg dé.

"Bén em cho chi 15 ngay dung thi. Khéng hgp em hoan 100%
khéng héi ly do — chi khéng phai chiu riiro gi.”

Vi SAO WORK

Pay la bdo hanh déo rdi ro — Alex Hormozi ($100M Offers 2021):
phan 18n khdch khéng mua vi s¢ mua nhéim, va ngudi bdan g& dugc
ndi s¢ dé bdng cdch gdnh tron rii ro thi g& luén dudc cdi chét chdin
cudi cling. Hormozi dién dat tinh than ndy 1& ldm mot I5i dé nghi tét
t&i mic tir chéi maila chuyén vo ly.

Cdi then chét ndm & "khéng hdi ly do”. Mot bdo hanh cé diéu kién
("hodn tién néu 16i ky thudt”, "trd trong 3 ngdy néu con nguyén
seal") that ra van dé rdi ro trén vai khdch — chi phai chiing minh,
phai cdi, phdi dung diéu kién. Bado hanh "khéng hgp 1 hodn, khéng
hdi ly do” mai chuyén sach rdi ro sang ban: chi chi can thdy khéng
ung 1& dugc trd, khdi gidi trinh. V&i mén gén 6 triéu, chinh cai
quyén trd lai v diéu kién dé — chir khéng phai thém tinh néng — I&



thir khién chi ddm bé&m nut. Va nghich ly quen thudc clia ngudi ban:
cang cho trd dé, ti & tr& thuc t& cang thdp, vi chi mua trong tdm
thé& yén tadm chir khéng phai nghi ngs.

KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch sg mua nhdm/khéng hap (khéng phaéi sg shop lira)
véi mén gid tri cao — chét cudi bding cdch gdnh tron rii ro.

Khéch: nha em nhiéu tham véi ngéc ngdch, s¢ mua vé né hiit
khéng sach thi phi gén 6 triéu Ban: Da lo vay hgp ly chi. Vay
minh lam thé nay: bén em cho chi 15 ngay dung thir. Khéng
hgp em hoan 100% khdng héi ly do — chi khéng phai chiu rii
ro gi. Khdch: thiét hd, 16 em dung réi tré c6 sao khéng Ban: Da
chi ctt chay thir nha chi da 15 ngay, thadm véi ngéc ngdach ludn.
Khong sach nhu chi muén, chi nhdn em, em cho ngudi qua
nhan lai va hoan dua tién, chi khéng mdt gi ngoai mdy ngay
diing thit. Em tu tin né lam dudc nén em méi dam vay.
Khdch:** if vay chdc &n hon, dé em chét thir

Chi chét — nhung dé y chi chét "thi", trong tam thé con moét chén
ngodi clra. DS 1d chuyén binh thudng va tét: chi mua dugc vi biét
minh cé dudng lui. Cdi quyén trd lai vd diéu kién chinh 1& thd dua
chi qua vach. Con lai l& d& sadn phdm chiing minh né xting — va néu
nd xung that, chi khéng dung téi dudng lui dé.



BAI HOC PUC KET
VG&i mén dat, cai dua khach qua vach thudng
khéng phdi thém tinh ndng — ma la quyén tra lai vo
diéu kién dé ban ganh rii ro thay chi.
* B&o hanh ddo rii ro (Hormozi 2021): khdch khéng mua vi sg
mua nham — gdnh tron riiro l& g& cdi chdt chdn cudi cung.
* "Khong hdi ly do" mai chuyén sach rdi ro sang ban — béo hanh
c6 diéu kién van bdt chi phai chiing minh, phai cai.

* Nghich ly: caing cho tra dé, tilé tra thuc té cang thap — vi chi
mua trong tam thé yén tadm, khéng phdi nghi ngs.

Cau sau: khi khdch khong tin I8i ban néi ma ciing chua tin cd bdo
hanh — c6 moét cau dua mdt ngusi that, khdch that, dé chi goi hoi
truc tiép.



Cau 69 — "Chi Hang é Q Binh
Thanh, sn 1990, mua 3 hop tuan
trudc — em xin phep gu’l chisé
Zalo chi Héang dé chi héi tru'c
tiep?”

Chin gi& téi. Chi me bim inbox hdi hép men vi sinh cho bé biéng &n.
Chi d& bi mdt shop khdc qudng cdo qud I8i réi that vong, nén lan
ndy chi canh gidc: "shop ndo ciing bdo tét, em nghe nhiéu réi". Chi
khéng tin I8i ban, va chi cé ly do chinh ddng dé khéng tin. Li ban
ndi thém ldc nay chi I& thém mot shop nira "béo tét". Ban cdn mot
ngudi khdng phai ban 1én tiéng.

"Chi Hang & Q Binh Thanh, sn 1990, mua 3 hép tudn truéc — em
xin phép giri chi sé Zalo chi Hang d& chi héi truc tiép?”

Vi SAO WORK

Pay l&d bdng ching x& hoi tir ngudi ngang hang — Cialdini
(Influence 1984) chi ra social proof manh nhét khi dén tir ngudi
giéng minh, va manh gdp boi khi khdch kiém chiing dudc thay vi
nghe ké. Ban tu khen s&n phdm thi chj trir diém ngay, vi ban cé Igi
ich. Mét chi me khdc dé& bé tién that, khéng lién quan Igi ich, néi
cung cau d6 thi nding hén.

Stic nding ndm & chi tiét cu thé — Kahneman (Thinking, Fast and
Slow 2011) goi I& availability: "Q Binh Thanh, sn 1990, 3 hép, tuan
trudc” hién 1én trong dau chi rd nhu moét ngudi that ding canh,
khdc hdn "nhiéu me dd mua”. Va cid chét 1a ban ddm dua sé dé chi



goi truc tiép. Mot shop bia testimonial sé& khéng bao gid ddm dua
s6 that cho khdch kiém. Chinh 18i dé nghi "goi ma hdi" dé & bdng
chiing — thudng chi con chdng cén goi, vi viéc ban dam dua sé da
dd ndilén chi Hdng cé that. (Tat nhién: chi lam khi chi Héing cé that
va d& dong y cho chia s& — bia mét lan & mat sach.)

KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch nghi ng& I8i ban/nghi testimonial gid, da tiing that
vong Vvéi shop khdc — va& ban cé khdach that déng y cho kiém
ching.

Khdch: shop ndo ciing béo tét, em nghe nhiéu réi Ban: Da em
hiéu, chi bi néi qua mét Ian la canh gidc ding. Vay em khéng
tu khen nita. Chi Hang & Q Binh Thanh, sn 1990, mua 3 hop
tudn trudc — em xin phép giri chi sé Zalo chi Hang dé chi hdi
truc tiép bé nha chi dy dd biéng an chua nhé? Khdch: Gia cho
s6 khach thiét luén hd, théi khéi ky, méa nghe vy ciing dé lo
han Ban: Da chi Hang déng y cho em chia sé ma, chi cdn em
gtri lién. Khéng thi chi coi méy doan chi Hang nhdn em tudn
réi day a [gii anh chup tin nhdn]. Chi thdy d6 lo hon la em
mifng rdi, khdng gdp dau chi. Khdch:** ir dé€ em coi mdy tin

dd, cdm on shop

Chi thudng khong goi that — nhung viéc ban ddm dua dd lam xong
viéc clia né: ndi nghi "chéc lai chém gid" diu xudéng. Chi chua chét
lién, me bim chon dé cho con vén cdn than, nhung ban dé ra khoi
nhédm "shop ndo ciing bdo tét" va budc vao nhédm "shop ddm cho
kiém ching". D6 1d mét hang khdc trong ddu chi.



BAI HOC PUC KET

Khi khach khong tin I6i ban, dirng néi thém — dua
mét khach that dé chi héi, vi ngugi da tra tién that
néi nding hon ban gép bai.

* Social proof tir ngugi ngang hang (Cialdini 1984): ban tu khen
thi bi trir diém vi c6 Igi ich — khdch khdc khen thi ndng, va kiém
chiing dugc thi ndng gdp déi.

* Chi tiét cu thé (Kahneman 2011): "Q Binh Thanh, sn 1990, 3
hop" hién rd nhu ngusi that, khdc hdn “nhiéu me dé mua’.

 DAm dua s6 cho khdch goi tuné 1 bdng chitng — nhung chi
lam khi khdch d6 c6 that va dé déng y, bia mot lan la mat
sach.

Cau sau: cau cudi clia cd phan xt ly tir chéi — khi khdach vén khéng
tin ban, ban thoi xin 1dng tin va chuyén né sang mét thi chi s
dugc.



Cau 70 — "Chi khong tin em ciing
dudc. Nhung chi tin cai nay chia?”

Giira trua. Chj hdi lo vién uéng hd trg xusng khdp ban bdn, mua cho
me gid. Chi d& doc, dd nghe ban tu vén, nhung vén treo Io Iing mét
su dé dat: "em ndi thi hay, ma biét cé ding khéng". Chi khéng néi
ban Itra, chi chi khéng ddt tron niém tin vao 18i mdt ngudi bdn chi
mdi quen — diéu hodn todn hgp ly. Ban thdi c6 lay long tin dé. Ban
chuyén cdi chi cdn tin sang chd khdc.

"Chi khong tin em ciing dugc. Nhung chi tin cdi nay chi?" — roi
glri keém gidy kiém nghiém, gidly phép, hinh anh chiing nhan thanh
phan.

Vi SAO WORK

Cau nay lam mét viéc gidi phong: né thoi doi hdi chi phdi tin con
ngudi ban. Doi mét ngudi la ddt niém tin vao ban & doi hdi Ién, va
cang c6 thuyét phuc "chi tin em di" ban cang giéng moi ngudi bdn
khdc. Nén ban buéng cdi dé ra — "chi khong tin em cling dugc” —
va 1ap tuc chi hét phdi phong tha, vi ban vira g& ding cdi dp luc
khién chi dung rdo.

R6i ban chuyén truc long tin. Cialdini (Influence 1984) xép
Authority — thdm quyén qua bdng chiing, chiing nhan, gidy t& cla
bén tht ba — v&io nhém nguyén ly dnh hudng manh: chi khéng cén
tin ban, chi chi can tin cdi gidly kiém nghiém cla mdt phong lab
doc lap, cdi gidy phép c6 dau moc. Pay ciing chinh I& tinh than
ddo rdi ro clia Hormozi & dang long tin: ban lam cho viéc tin ban
trd nén khéng can thiét, vi d& cé moét thi khdch quan ding thay



chd. Véi thir cho me gid udng, chi cdn mét chd dua ciing hon 15i
mdt ngudi ban — vé ban dua ding chd dua dé vao tay chi.

KHI DUNG — KICH BAN CHAT MAU

Dung khi khdch con dé ddt I8i ban nhung nhin bdng chiing dugc —
s&n phdm sutc khoé, thuc phdm, my phdm, thir cé gidy t& kiém
nghiém/ching nhan.

Khéch: em néi thi hay, méa biét cé ding khéng Ban: Da chi
nghi la ding, mua cho me ma. Em néi théng — chi khong tin
em ciing dudc. Nhung chi tin cdi nay chir a? [gii gidy kiém
nghiém + gidy phép + bdng thanh phéan cé ddu méc] Khach: ir
c6 gidy t3 nay thi dd, ma em ciing chua ranh doc mdy cai nay
Idm Ban: Da em chi chi nhanh: dong nay la két qua kiém dinh
hoat chdt dat cong b, dong nay la sé gidy phép chi tra trén
céng cua Bd dugc. Chi khéng cén tin I6i em — tin cai ddu méc
nay la da. Chi tra thir s gidy phép cho chdc réi héng quyét
ciing dudc a. Khach:** ir dé em tra thir coi

Chi di tra gidy phép — nghe nhu chi van chua tin, nhung that ra déay
l& chi dang tu thuyét phuc minh béing mét ngudn chi tin hon I8i ban.
Ban khong méit gi; ban chi d&i cdi diém tua tir miéng ban sang mot
déu mdc kiém chiing dugc. Khi chi tra ra ding, cdi tin dé vitng hon
bat ky I8i hita ndo ban cé thé néi — vi chi tu tim ra, khéng phdi ban
dua.



BAI HOC PUC KET

Khi khach khéng tin ban, ditng ¢ xin long tin —
buéng ra "chi khéng tin em ciing dudc”, rdi chuyén
cdi chi cdn tin sang mét bang chiing chi sé dudc.

* Authority qua bdng chiing (Cialdini 1984): khach khéng cdn tin
ban, chi can tin gidy kiém nghiém, ddu moc, gidy phép ctia bén
thirba déc lap.

* Budng doi hdi "tin em di" g& dung dp luc khién khach dung réo
— cang c6 thuyét phuc cang giéng moi ngudi bdn khdc.

* Cho khdch tu tra, tu kiém — cdi tin chi tu tim ra vitng hon bdt
ky I8i htta ndo ban noi.

Nhém 11 khép & day — va cling vdi nd, cd chdng x{ ly tir chéi ciing
khép. N&m phén vira qua, ban dé& di khéu di ndm cdi vé 6¢ clng
nhdt: d&t qud, dé suy nghi, shop kia ré hon, hdi chdng, va khdng
tin. Con 6c¢ dd 16, ndi sg d& dugc g8, khdch dé hét cS dé Iui. Gis chi
con mot viéc — cdi viec ma mdt nlra s6 dan thua chi vi ngudi bdn
khéng dam lam: md 18i chét. Chuong sau la nghé thuét chét gia
dinh va chét lua chon, nai ban thoéi hdi "chi cé mua khong” va bat
ddu héi "chi lay mau ndo".
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CHOT GIA BINH + LUA CHON



C6 mot khodnh khéc trong moi cudc chat ma chi shop méi hay bd
18 nhat.

Khdch hét héi. Chi d& gat véi gid, gat véi chat, gat vdi size. Pén
xanh hét. V& ban — thay vi m&i chét — lgi gé thém: "Da chi xem
thém mdau ndy nita né", "Da bén em con mau kia dep Idm". Ban sg
im 1dng. Nén ban néi. V& mdi cau ban ndi thém Ia mot ly do méi dé
chi nghi lqi.

Brian Tracy (The Psychology of Selling, 1985) dua mdt con s6 lam
cht shop gi@t minh: mét nlra s6 don thua khéng phai vi khdch ché,
ma vi ngudi bdn khéng ddm mdi chét. Trinh bay xong, ngdi chd
khdch tu ndi "chi ldy nhé" — va khdch khéng bao gid néi.

Tdm cdu trong phén ndy khéng hdi "chi mua hay khéng". Ching gié
dinh chi d& mua (chét gid dinh), hodic cho chi hai dudng ma dudng
ndo ciing 1& "mua” (chét lua chon). Néo chi chuyén tir "cé nén mua
khéng" sang "mau be hay xdm" — budc quyét dinh mua bi nhay qua
[ic ndo khéng hay.

Nhung nhé Ludt 2 trong Ba ludt vaing: sau céu chét thi im lang — ai
mé miéng trudc, ngudi dé thua. Day I& phan ban phai ky luét nhét
cuén sdch. Gé cau chdt xong, buéng dién thoai. Dirng thém mét
chit. Chi m& miéng trudc, chi chét. Ban m3 miéng trudc, ban tu g&
daon cta minh.

V& vi thé, kich bén trong phdn naly ngén nhét — 2, 3 lugt la xong. &
day, chir cang it cang manh.

B4t dau.



Céau 71 — "Em déng géi cho chl ludn
nhé, ship COD chiéunay a.”

Hai gi& chiéu. Chi hdi do khodc da mau camel tir néy gid. Hoi size —
ban tu van M. Hdi chadt — da len pha, khéng xu. Hdi gid — 650k, "U
ok em". R6i chi im. Ban nhin tin "Ur ok em” ma tay lai dinh g& "Da chi
thdy mdu 6n khéng a?" — cdi reflex sg im I&ing, s6 mdt khdéch.

Pimg gd cdu dé. "U ok em” nghia 1& chi hét phan van réi. Chi khéng
can ban hailai. Chj can ban chét.

"Em déng géi cho chi ludn nhé, ship COD chiéu nay a.”

Vi SAO WORK

Dady la assumptive close — Grant Cardone (Sell or Be Sold). Ban
khong hai "chi cé mua khong”. Ban gid dinh chi d@ mua, gic chi con
x ly hdu can: déng goi, ship. Cardone néi ly do duy nhat ngusi ta
khéng mua la ho chua tin sdn phdm lam dudc diéu ban hita — ma
khi chi dé& "I ok”, chi hét nghi réi. Luc dé héi lai "chi mua khéng a" I
md& toang mot cdnh cla Ui chi chua hé dinh budc vao.

Cum "ship COD chiéu nay" gdnh thém hai viéc. COD — chi tr& khi
nhan, rdi ro bang khéng, khéng cé gi dé chi sg. "Chiéu nay” — phdn
thudng tlc thi, khdng phdi "3-5 ngdy". Chi hinh dung téi nay dé
cam do trén tay.

Xong cdu nay, lam ddng Ludt 2: im. Bung gé gi nita. D& chi gé "U
em"hodc go dia chi.



KHI DUNG — KICH BAN CHAT MAU

Ap dung khi khdch d&@ hét cau hdi va co tin hiéu gat (“ok”, "U",
"dugc”, "hap ly"). Tuyét déi khéng dung khi khdch con dang phéan
van.

Khach: ir ok em Ban: Em déng goi cho chi luon nhé, ship COD
chiéu nay a. Khdach: ir em, ship vé [dia chi] gitip chi Ban:** Da
em ghi réi. Chiéu nay shipper goi chi nhé. Cédm on chi!

Ba lugt. Khéng mot chir thira. Chi "Ur ok” xong, ban khong héi lai —
ban chét ludn va xin dia chi.

BAI HOC PUC KET

Khi khach déa gat, cau "chi mua khéng a” ctia ban
khong lich su — né mé cho khach mét cira lii ho
chua dinh buéc vao.
* Assumptive close (Cardone): gid dinh d@ mua, chi xtly héu
can (déng goi, ship) — ding hdi lai "mua khéng".
* "COD chiéu nay" g8 rdi ro (tr& khi nhan) + thudng tic thi (nhan
trong ngay) — hai luc ddy trong mét cum.

* G& xong thi im (Ludt 2) — dé khdch gé dia chi, ban diing gé
thém IGi ndo.

Cau sau: khi chi da s&n sang nhung con ket 8 mot lua chon nhd —
cé cdch chét bién phan van thanh don.



Céau 72 — "Chi lay méau be hay xam,
em ghi vao don?”

Tdm gid t6i. Chi nhdn Messenger hdi tui tote da. Chi thich, chi dé
hdi gid, hdi ngdn, hdi quai. Ri chi viét: 'mau nay xinh ma minh chua
biét I8y mau ndo". Poc ki cau dé di. Chi khéng néi "chua biét cé
mua khéng". Chi néi "chua biét mau ndo" — chi d& & trong don réi,
chi chua chon mau.

Vay diing kéo chi lui lai béng cau "chi ldy khong a". Chét ngay &
ding ché chi dang phén van.

"Chi ldy mau be hay xam, em ghi vao don?”

Vi SAO WORK

Dady la Alternative Choice Close — Yossi Zaid (Nghé Thudt Bdn
Hang Cla Ngud&i Do Thdi). Ban cho hai lua chon ma c& hai déu la
"mua”. Ndo chi ban chon gilta be va xdm, nhdy luén qua cdu héi lén
"cé mua khéng". Cum "em ghi véio don” & chét gid dinh — don dé
tén tai trong dau ban, gis chi dién nét mau.

Vi sao lqi hiéu qud? Dan Ariely (Predictably Irrational, 2008) chira:
con ngudi ngai quyét dinh m& (mua hay khéng mua) vi né ndng,
nhung thdy nhe véi quyét dinh déng khung (A hay B). Ban déng
khung gitm chi — chi chi viéc chon cdi dé.

Mot diéu kién: chi hai mau. Dung liét ké ndm mau. Nhiéu lua chon
lam chi té liét, va ngudi té liét thi quay vé "dé em nghi dé".



KHI DUNG — KICH BAN CHAT MAU

Ap dung khi khdch dé thich s@n phdm, chi con ket 8 mot bién thé
nhé (mdau, mau, kich ¢8). Pua ding hai lua chon, khéng han.

Khdch: méu nay xinh ma minh chua biét Idy mau nao Ban: Chi
Idy mau be hay xam, em ghi véio don? Khach: théi ldy be di,
dé phai Ban:** Da be nha chi. Em ghi don, COD 2-3 ngay t4i.
Chi cho em xin dia chi a.

Chi vira chon "be" — tlc chi vira chét ma khéng cdm gidc minh
dang chét. Ban khéng héi "mua khéng”, chi khéng cé co hdi noi
"khéng".

BAI HOC PUC KET

Khi khach héi "mau nao”, dirng nghe thanh "cé nén
mua khéng” — chi da é trong don, ban chi cén
dong khung luva chon cho chi.

e Alternative Choice Close (Zaid): cho hai dudng ma dudng ndo
cling 1& "mua” — chon mau tuc 1& dd chét.

e Ariely (2008): ngusi ta ngai quyét dinh m& (mua/khéng)
nhung thay nhe vé&i quyét dinh déng khung (A/B) — ban déng
khung gitm.

e Chi dua hai lua chon, khéng ndm — nhiéu qud Idm ban té liét va
quay vé "dé em nghi".

Cau sau: khi lva chon khéng phdi mau ma 1a sé lugng — c6 mdt
cdch chét vira 1én don to hon.



CAU 72 — "CH| LAY MAU BE HAY XAM, EM GHI VAO DON?"
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Cau 73 — "Chi ldy combo 2 hay
combo 3 tiét klem hon a?”

Chi inbox Shopee hdi serum vitamin C. Chi d& doc thanh phén, dé
ok véi gid 18 320k mot chai, dd nhdn "chéc ldy 1 chai thi". Chi
chudn bi chét nhd. Ban biét serum dung déu méi Ién da, mét chai
chua dd liéu trinh — chi dung nlra v3i réi ché khéng hiéu qua. Bdn
cho chi mét chai khéng phdi la tét cho chi.

Durng hdi "chi laly thém chai nita khéng” — céu dé dé bi "thdi 1 chai
da".

"Chi ldy combo 2 hay combo 3 tiét kiém hon a?”

Vi SAO WORK

Alternative choice + Decoy effect — Dan Ariely (Predictably
Irrational, 2008). Ariely néi tiéng vdéi thi nghiém tap chi The
Economist: chi can thém mét lua chon "méi’, lua chon cao hon
bdéng tréng nhu mén hai. 3 day combo 3 lam combo 2 tréng vua
phdi, hap ly — chi neo vaio combo 3 réi IUi vé combo 2 thdy nhe
nhom, it khi quay lai mét chai.

Céu hdi dong khung "2 hay 3" xod luén phuang dn "1 chai” khdi ban
— chi khoéng con nghi téi né nira. Va tir "tiét kiém hon” gdn sén ly do
(mua nhiéu ré hon), nén chi khéng thdy minh bi bdn ddt, chi thay
minh mua khon.



KHI DUNG — KICH BAN CHAT MAU

Ap dung khi khdach sép chét sé ludng nhd ma sén phdm cdn ding
theo liéu trinh/sé lugng 16n hon dé cé hiéu qud (my phdm, thuc
phdm chiric ndng, dé tiéu dung dinh ky).

Khdch: chdc ldy 1 chai thir Ban: Serum vitamin C phai diing
déu 2-3 thdng méi ré da chi a. Chi ldy combo 2 hay combo 3
tiét kiém hon a? Khdch: combo 2 di, 3 nhiéu quéa Ban:** Da
combo 2 chudn cho 2 thdang, ré hon mua I8 90k. Em ghi dan
nha chi.

Chi IUi tf combo 3 vé combo 2 — nhung vén cao hon hdn "1 chai
thi" ban déu. Ban khéng ép, chi tu chon, va chi chon cdi di liéu
trinh dé that su cé két qua.

BAI HOC PUC KET

Pua combo 3 khong phai dé chi mua 3 — ma dé
combo 2 tréng vira phai, va "1 chai thit” bién khoi
ddu ban.
* Decoy effect (Ariely 2008): thém lua chon cao lam lua chon
gilra thanh h&i — chi neo vaio 3 roi vé 2 thdy nhe.
* CAu hdi "2 hay 3" xod phuong dn "1" khéi ban — chi khéng con
can nhdc né nira.

o T "tiét kiém hon” gén sdn ly do — chi thdy minh mua khén,
khong thdy bi bdn dét.




Cau sau: khi khdch im hdn, khéng phan vén mau ciing chdng phan
van sé lugng — chi can mot I8i m&i gon nhat.



Cau 74 — "Em xiur don cho chi nhé?”

Chin gi& t6i, Zalo. Chj hdi combo hat dinh dudng dn kiéng. Ban tu
van logi ndio it dudng, &n gid ndo, bdo qudn sao. Chj thd tim, nhén
"nghe ngon & em". RAi im. Khéng hdi thém gi. Ban ngbi chd chi tu
ndi "chét cho chi di” — va chi khdng ndi. Cd hai cling chd nhau. Day
ding 1& ché mot nlra s6 don chét léng.

Chi "nghe ngon &" |a dén xanh. Dlng chd nita. Mdi.

"Em xt& don cho chi nhé?”

Vi SAO WORK

Invitation close — Brian Tracy (The Psychology of Selling, 1985).
Ngdn, mém, khéng ép. Tracy ndi thdng: "Mdt nlra deal thua vi ngusi
bdn khéng ddm mdi chdt. Hay hoi dé 1dy don.” Cau nay chinh la
"ask for the order” & phién ban diu nhdt tiéng Viét — khéng "chi mua
di", chi "em x{ don nhé", nhu thé ban dang xin phép lam gitim chi
mot viéc.

"X{ don" nghe nhu ban gdnh phan viéc, khéng phai chi phdi méc vi.
Vi mém nén né khéng kich phong thd. Vi la céu hdi nén né budc chi
phdi trd 18i — v& & trang thdi d& dm (“‘nghe ngon &"), cau trd |&i
mdc dinh la "i".

Nhiéu chid shop tudng phadi cé cdu chét cao siéu. Khéng. Déi khi
thi gitra ban va cdi don chila bén chir ban ngai gé.



KHI DUNG — KICH BAN CHAT MAU

Ap dung sau khi tu vén xong, khdch phdt tin hiéu thich ("nghe 6n”,
"dugc dd”, thé tim) nhung khéng tu chét. Bing chd — g ludn.

Khdach: nghe ngon @ em Ban: Em xtr don cho chi nhé? Khach: ir
chét cho chi 1 combo Ban:** Da em ghi réi. Chi cho em xin tén
+ dia chi + sé dién thoai nha.

B&n chir "em x{r don nhé" [am cdi viéc ma mudi phat tu véan khéng
lam dugc: bién "nghe ngon” thanh "chét cho chi".

BAI HOC PUC KET

Dirng chd khach tu néi "chét di” — chi sé khdng néi.
Ban phadi la ngudi mai, du chi bang bén chit.
* Invitation close (Tracy 1985): mdt nira deal thua vi ngudi ban
khéng ddm hdi lay don — "ask for the order”.
* "Em x{ don nhé" mém han "chi mua di" — khéng kich phong thd,
nhung van budc chi trd 15i.
* & trang thdi khdch d& dm, cdu trd 18i mdc dinh cho 18i mai 1a
"U" — im ldng chi vi ban chua mai.

Cau sau: sau khi chi gat "U", cdn mdt budc cudi can chét gon —
phuong thic trd tién, cling béing mét cau lua chon.



Céu 75 — "Chi chuyén khoén hay
COD a?"

Chi chét néi chién khéng dau 5 lit, 1 triéu 2. "ok chi I8y cdi nay".
Day & lic nhiéu shop 16 ngs gd "da chi cho em xin théng tin a" —
chung chung, cham, va cdi khodng chadm dé da dé chi bi con goi,
bi chéng hai, bi phan tam réi "thoi dé mai dé&t". Piing dé cé khodng
tréng ndo gilia "chi ldy” va don hodn tat.

Chét not bdng mot cau déng khung.

"Chi chuyén khoan hay COD a?"

Vi SAO WORK

Lai la alternative choice, nhung ddt & khau thanh todn. Cé hai ddp
an — "chuyén khodn" hay "COD" — déu la "d& mua”. Khdng cé ddép
dn nao la "théi". Khi chi chon mét trong hai, chi vira tu xdc nhén
don lan thi hai.

Robert Cialdini (Influence, 1984) goi dday 1& chudi Commitment &
Consistency: mdi lan khdch hanh déng thém mét budc theo hudng
mua (chon mau, chon combo, chon cdéch trd tién), cam két mua
cdaing chdt, cang khé rat. Cau ndy ciing ddy nhip — tif "chi ldy” sang
"tré kiéu gi" trong ba gidy, khédng chira khodng Iéng cho chi déi y.

V@i haing gid cao nhu d6 gia dung, "COD" con & ludi an todn tam ly:
chi biét minh tra khi nhdn, nén gét nhanh hon.



KHI DUNG — KICH BAN CHAT MAU

Ap dung ngay sau khi khdch néi "ldy" — chét phucng thic tic thi,
dirng dé khodng tréng.

Khdch: ok chi ldy cdi nay Ban: Da chi chuyén khodn hay COD
a? Khdch: COD di em, nhén réi trd Ban:** Da COD nha chi. Em
xin dia chi, mai shipper giao, chi kiém hang xong mai tra tién
a.

Tu "chi lay" dén "COD nha chi" chi hai lugt. Khéng cé gidy ndo tréng
cho chi nghi lai — v& "COD, nhan réi trd" g& nét chit lo cudi clng

cla mén hang tién triéu.

BAI HOC PUC KET
Khoang léng giita "chi lay” vé luc chi tra tién la noi
don cia ban chét — chét phudng thirc ngay, dirng
dé trong.
* Alternative choice 3 khau thanh todn: “chuyén khodn hay COD"
— cd hai déu la "dé mua”, khéng ddp dn ndo la "thoi".
* Cialdini Consistency (1984): méi budc khdch chon thém (cdch
trd tién) siét chat cam két mua, khé rat hon.
* V&i hang gid cao, "COD" la ludi an toan — chi gt nhanh hon vi
trd khi nhan.

Cau sau: khi khach gat nhiéu diém nhd rdi rédc sudt modt cude chat
ddi — cé cdch gom hét Iai thanh mot cu chét.



Cau76 — "Vay minh da déng y bé
can loai nay, chat phu hdp, cé bao
hanh. Em xirdon cho chi nhé?”

Cudc chat da kéo 25 phut. Chi me bim hdi men vi sinh cho bé biéng
an. Chi gat rdirdc doc dudng: "r bé nha em ciing biéng any vay", "
chdt ndy lanh thi em yén tam®, " ¢é bdo hanh déi trd thi dugce”. Ba
tiéng "U" nhd ndm r&i rac, chua cdi ndo bién thanh don. Chi van
chua néi"chot”.

Gom ba tiéng "U" d6 lai.

"Vay minh dé& déng y: bé cdan loai nay, chédt phu hgp, cé bdo
hanh. Em x&r don cho chi nhé?”

Vi SAO WORK

Day 1&d summary close ghép v&i chét gid dinh. Ban gom ba cdi
"yes" nhé chi d& noi thanh mot chudi, réi chét cdi "yes” 18n. Robert
Cialdini (Influence, 1984) — Commitment & Consistency: khi ngugi
ta dd déngy A, B, C, ho chiu mdt dp luc ndi tdm phdi nhat qudn ma
ddng y luén D. Ban khéng thém ly 1& mdi ndo — ban chi nhdc laqi
chinh IGi chi vira néi. Chi khé cdilai chinh minh.

Viéc diém lai ding ba diém "bé can / chdt phu hgp / bdo hanh"
cling dap trudc ba ndi lo hay gdp nhat trong ngainh me&bé (khéng
that can, s¢ chat, s¢ mua nhém). Chi d& déng y ca ba réi thi khéng
con ¢ dé bdi lai.

Ba diém — khéng hai, khéng bén. Ndo ngudi nhé va tin bd ba dé
nhdt; hai thi mdng, bén thi bdt dau nghe nhu liét ké.



KHI DUNG — KICH BAN CHAT MAU

Ap dung cudi mét cudc chat dai, sau khi khdch da gat nhiéu diém
nhé nhung chua chat. Nhdc lgi ding nhitng gi chi dé déngy.

Khdch: ir c6 béo hanh d3&i tra thi em yén tam Ban: Vay minh dd
déng y: bé can loai nay, chét phu hgp, cé6 bdo hanh. Em xi
don cho chinhé? Khdch: ir em, chét 1hép cho chi Ban:** Da
em ghi réi chi. COD 2-3 ngdy, c6 gi bé dung khéng hgp chi
nhdn em déi ngay a.

Chi vlra nghe lai ba lan chi da "u" — gi& néi "khéng" véi don la mau
thudn véi chinh chi. Nén chi néi "u".

BAI HOC PUC KET

Khdach gat ba diém nhé ma chua chét — ban gom
ba tiéng "ir" d6 lai, chi sé thdy khé néi "khéng” véi
chinh minh.
» Summary close + Cialdini Consistency (1984): nhéc lai A, B, C
khdch déa déng y — dp luc nhat qudn budc gat luén D (chét).
* Diém lai ding ba ndilo I6n (can that / chdt / riiro) — chi da
déng y cé ba thi khéng con cé bdilai.
* Ba diém, khéng hai khéng bén — ndo tin bd ba dé nhat (rule of
three).

Cau sau: khi ban cé cé deal that dé chét cudi thdng — cé cdch xép
ly do thanh bd ba ddy khdch quyét ngay hém nay.



Cau77 —"Cé 3 ly do chinén chét
hém nay: (1) gia cudi thang, (2)
hang con 3, (3) qua téng con. Em
xu don a?”

Cudi thang, tdm gid t6i. Chi thich chiéc vdy midi ban ddng chiéu
nay, hdi k¥ chdt, k¥ ddng. Rai chi nhdn "d€ mai em quyét nha". "Mai"
trong bdn online nghia Ia khéng bao giG — mai chi bdn, mai chi
quén, mai chi thdy méu khdc. Nhung hdm nay ban dang cé ba thi
that trong tay: gid cudi thang sdp hét, kho con ding 3 cdi, qud
t&ing con. Pung d€ ba thir d6 ndm rdi rac.

Gom lai, dénh s6, dat [én ban.

"Cé 3 ly do chi nén chét hém nay: (1) gid cudi thang, (2) hang
con 3, (3) qua tdng con. Em xir don a?”

Vi SAO WORK

Day 1& 1-2-3 close — gdp summary, urgency va chét gid dinh,
déng goi theo bd ba. Ndo ngudi thich con sé ba: ba ly do nghe "d
ddy" hoan mét ly do (méng, dé bdc) v d& nghi hon ném Iy do (nghe
nhu dang chéng ché). Méi ly do & mét luc riéng: gid cudi thang Id
deadline, con 3 cdi l& khan hiém (Cialdini — Scarcity), qud con &
phdn thudng. Ba luc cing ddy vé mot diém: hém nay.

Ddnh s (1)(2)(3) lam céu gon, rd, doc ludt van thdy — quan trong
khi chi dang ban, mét chi diing vai gidy.



Mot diéu kién séng con: cd ba phdi THAT. Bia "hang con 3" khi kho
ddy la tu sdt vé uy tin. Chi mua réi phdt hién lic ndo shop ciing
"cdn 3", 1an sau chi khéng tin moét chirndo cta ban nira.

KHI DUNG — KICH BAN CHAT MAU

Ap dung cudi thdng hodc cudi mdt chuong trinh, khi ban that su cé
nhiéu ly do "vi sao hém nay". Géi ding ba, ddnh sé rd.

Khdch: d&€ mai em quyét nha Ban: Da em khong ép chi. Nhung
c6 3 ly do chi nén chat hém nay: (1) gid cudi thang, mai lén
gid maéi, (2) hang con 3 cdi, (3) qua tdng tui vai con. Em xir
don a? Khdch: ir théi chét luén, mai lai quén Ban:** Da chudn
ludn chi. Em ghi don, géi kém tui vai, COD nha chi.

Ba ly do ddnh s6 lam cdi "dé mai" clia chi béng thanh lua chon té
nhdt — mai chi mat cd ba. Chi chét hém nay.

BAI HOC PUC KET
"Pé& mai” ctia khdch nghia la khéng bao gid — néu
ban cé baly do that cho hém nay, héy ddanh sé va
dat cabalénban.
* 1-2-3 close: gép summary + urgency + chét gid dinh theo bo
ba — baly do vira da tin, da day (rule of three).
* Ba luc khdc nhau trong mét cau: deadline (gid cudi thdng) +
scarcity (con 3 — Cialdini) + bonus (qua con).
* C& ba phdi THAT — bia "con 3" khi kho ddy Ia mdt uy tin vinh
vién, 1an sau khdch khéng tin gi nira.




Cau sau: khi ban dé& trinh bay hét ma khdch vén Iéng thinh — cé
mdt cau hdi chdt vira mdi, vira moi ra thi dang can.



Cau78 — "Cé ly do nao dé chi
khdng chét hém nay khdng a”"

Chi chli shop my phdm hdi géi thiét k& bd nhan dién + in tem nhén
cho shop cla chi. Ban bdo gid, gli portfolio, tu van 20 phut. Chi
nhdn "Ur dé em xem lgi nha". Ban chiing lai. Ban khéng biét chi
vudng gi — gid cao? sd lam xong khéng ung? chua gép? Néu ban
dé chi "xem lai", chi tréi mat, va ban khong bao gis biét ly do that.

Diing dé chi di véi cdi cd ma hé. Hoi thdng.

"Cé ly do nao dé chi khéng chét hém nay khéng a?”

Vi SAO WORK

Question close — Brian Tracy (The Psychology of Selling, 1985),
nguyén van: "Would there be any reason not to go ahead?". Cau
nay thdng & chd né chét duge bdng cd hai ddp dn.

Chi trd I8i "khdng cé ly do gi" — vy thi chdt théi, chi vira tu khding
dinh khong con rdo cdén. Chi trd IGi "a taqi vi..." — chi vira tu moi ra
objection that dang gidu, va gid ban cé cdi cu thé dé g8, thay vi
ddm véio suong mu "dé em xem lai". Dy ding tinh than vé 6¢ trong
Ba ludt vaing: moét cau hdi dung lam cdi vé tu bung, con &c that
chuira.

Noi xong, im (Ludt 2). Cau nay chi manh khi ban chiu dugc khodng
ldng sau né — ngudi ban m3 miéng lép khodng ldng | ngudi thua.



KHI DUNG — KICH BAN CHAT MAU

Ap dung khi d@ trinh bay xong, khdch chdn chir, ban khéng ré ly do
— ddc biét véi sén phdm/dich vu gid cao va khach B2B.

Khdch: ir &€ em xem lai nha Ban: Da dudc chi. Em héi théng
c@u nay théi — cé ly do nao dé chi khong chat hom nay khong
a? Khdch: ir that ra em sg lam xong khéng dung y, stra téi stra
lui mét. Ban:** Da diing ndi lo clia nhiéu chi. Bén em c6 2 vong
chinh stra mién phi trong hap déng, chdt concept roéi méilam
chi tiét. Chi khéng ung vong 1, em lam lai khéng tinh phi. Vay
minh bdt ddu chinhé?

Chi "xem lai" hod ra 1& "sg slra t&i lui”. Néu ban dé chi di, ban mat
khdch vi mét ndi lo ban thira stic g&. Mot cau hdi lam con ¢ 16 ra.

BAI HOC PUC KET

"D& em xem lai” la cai vé — ban héi "cé ly do nao dé
chi khong chét hém nay khong” dé con &c that chui
ra.

* Question close (Tracy 1985): "any reason not to go ahead?" —
chdt dudc béng ca hai ddp dn (khéng ly do — chét; cé ly do —
98).

e Céu ndy bién suong mu "dé€ em xem lgi” thanh mét objection cu
thé ban x{r dugc.

¢ Hai xong thi im (Luét 2) — chiu dugc khodng léing, diing ldp né
bdng 18i ctia ban.




Nhém 12 khép & day. Ban cé tdm cdch m&i chét ma khéng phai hdi
"mua hay khéng”. Nhung tdm céu ndy déu la ban NOI. Cé mét
trudng phdi ngugc lai: chét bdng cdch dé KHACH néi — ban chi
nhai vai ti, hod&c goi tén cdm xuc cla ho, réi im. Pé 1 vii khi cla
mdt ngudi titng dam phdn véi bon bdt céc. Phdn sau: chét kiéu
Chris Voss.
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CHOT VOSS



Chris Voss tirng 1 trudng nhém dam phdn con tin quéc té cta FBI.
Coéng viéc cla dng: ndi chuyén véi ké bdt céc qua dién thodi,
khéng c6 tién chudc, khéng cé sing, chi cé I8i — va phdi dua con
tin vé séng. Sau khi r&i FBI, dng viét Never Split the Difference
(2016), day lai nhitng k¥ thudt dé cho gidi kinh doanh.

Diéu la: ky thudt cliu ngusi trong khiing hodng lai chét don online
cuc tot. Vi géc clia cd hai la mdt — lam ngudi bén kia thay dugc
hiéu, réi dé chinh ho néira thi ban cén.

BSn cdu trong phdn ndy khdc hdn moi cdu trudc. Ching khéng
thuyét phuc. Ching khéng dua ly do. Ching gan nhu khéng néi gi —
chi nhai lai I8i khdch, goi tén ndi lo cta khdch, ho&c hdi mét céu
md&i khdach néi "khéng". Réi im.

V@i chl shop Viét, day 1a phan la tay nhat. Ban quen gidi thich,
quen thuyét phuc, quen "da tai vi hang em...". Voss bdo ban lam
ngudc lai: néi it di, dé khdach lép khodng trong. Ngusi ldp khodng
tréng la ngusi tu thuyét phuc chinh minh.

Vi la, t6i gidi thich k¥ tiing céu — co ché, cdch gd, va ca nhip im
ldng sau dé. Ban doc chém phdn ndy. Bon cau day, méi céu la mot
liéu manh, diing dung lic thi hon c& mudi cau ndn ni.

B4t ddu.



Cau79 - "Pat so vdl du’ tinh a?" —
nhailai 2-3 tir cu0| cua khclch
giong ‘dilén, réiim

Chi xem do len merino 590k. Chj nhén: "do dep ma hai dét so véi
du tinh clia em”. Reflex cla ban bat Ién ngay: nhdy vao gidi thich
"da len merino Uc nén gid vay dé chi...". Ding. Ban gidi thich tic 1&
ban cdi — va cdi cdi gid la ban thua trudc khi bét ddu.

Thr cdi khdc. Nhat ding vai tir cuéi chi vira néi, 1dp lai, giong nhe
dilén nhu mét cau hdi. Réi im.

"Dat so véi du tinh g?”

Vi SAO WORK

Mirroring — Chris Voss (Never Split the Difference, 2016). Voss
day: 18p lai 1-3 tir cudi ngudi kia vira ndi, ngil diéu di l1én nhu héi, roi
im Idng 3-5 gidy. Mét diéu gan nhu ludn xdy ra: ngudi ta tu gidi
thich thém &€ Iap khodng l&ing.

Nhai "ddt so véi du tinh a?" khéng phai dé hai lai gid. La dé chi tu
bung ra con sé trong dau chi: du tinh cla chi & bao nhiéu, vi sao
chi dat mic dé, chi dang so véi cdi gi. Chi tu khai ra con 6c¢ that
ma& ban khéng phai khéu. V&i khdch Viét, mirror phdi nhe, thém "a"
cho mém, diing nhai nhu tréu choc. Va bét budc im sau dé —
khodng I&ing chinh 1& luc ddy. Ban gé thém la ban phd hdng.



KHI DUNG — KICH BAN CHAT MAU

Ap dung ngay khi khdch buéng mét 18i phan nan/phan van mo hé
("hai ddt”, "chua chdc’, "s¢ khong hop”) — trudc khi ban kip gidi
thich. Nhai vai tir cudi, thém "a”, roi im.

Khdch: do dep ma hai dat so véi du tinh clia em Ban: Pdt so
véi du tinh a? Khdch: ir tai em dinh tdm 400 théi, ma cadi nay
590. Nhung méa em ciing dang cén ding 1 do len méc Tét di
chgi... Ban:** Da em hiéu, chi dinh 400 ma cdn do méc Tét. Ao
len 400 v@i len 590 khdc nhau ché méc mét muia hay méc ba
ndm khéng xu. Chi méc Tét roi cat, hay méc sudt mua lanh a?

Chi vlra tu khai hai thd: ngéin séch 400, va nhu céu that ("dang can
do mdc Tét"). Ban khéng cdi gid 1y mot chir. Ban nhai, im, dé chi
tu bdn cho minh.

BAI HOC PUC KET

Khdach ché "ddt”, ban dirng giai thich — nhai lai vai
tir cta chi rdi im, chi sé tu khai con sé that trong
ddu.

* Mirroring (Voss 2016): I1&p 1-3 tif cudi, giong di l&n, im 3-5 gidy
— khdch tu gidi thich thém dé 1dp khodng léing.

* Nhai "ddt so véi du tinh g?" lam chi tu bung con &c: ngén séch
bao nhiéu, so véi cdi gi — ban khéi khéu.

* B4t budc im sau khi nhai — ban gé thém & phd; khoang Idng
chinh l& luc ddy.




Cau sau: khi khach phan van ma khéng néi ra vi sao — ¢é cdch goi
théng tén ndilo dang ném trong ddu ho.



Cau 80 - Nghe glong nhu chi
dang phcm van giira 2 mau vi sd
mua roi lai khong hop da.”

Chi hdi hai loai kem dudng, héi t&i hdi lui — thanh phan, két céu,
dung ngay hay dém. Réi "dé em coi lai nha". Nhung chi khéng néi
chi vuéng gi. Ban cdm dugc cé mét cdi gi chi chua chiu néi ra.
Trong ngdnh my phdm, cdi dé gdn nhu ludn la: s¢ mua vé khéng
hgp da, ndi mun, phi tién.

Dung hdi "chi dang lo gi a" — chi sé ddp "khéng c6 gi” theo phdn xa.
Goi thdng tén ndi lo gitm chi.

"Nghe giong nhu chi dang phan van giita 2 mau vi s¢ mua réi lai
khéng hgp da.”

Vi SAO WORK

Labeling — Chris Voss (Never Split the Difference, 2016). DAdn nhdn
cdm xtc/ndi lo ctia ngudi kia bdng cdu md ddu "nghe gidng nhu...",
"cé vé& nhu...". Voss nhén manh phadi dung "nghe giéng nhu" (it
seems / it sounds), KHONG dung “chi dang thdy..." (you feel). Vi
"nghe giéng nhu" Id mot quan sat — chi cé thé gat hodic sira lai; con
"chi dang thay" 1& dp d&t — chi phdn (ing phong tha.

Khi ban goi tring ndi lo, chi thdy "dudc hiéu" — hang rdo ha xudng,
va chi thudng bung thém: "I ding, tai da em nhay cém 1&dm, 1an
trudc dung logi kia ndi mdn...". Gid ban mdi cé cdi that dé xi (méu
dung thlr, cam két déi néu kich tng). Voss goi dday la "déng cdm



chién lugc" — goi tén ndi sg lam né diu di, y nhu bdc si goi ding
bénh lam bénh nhdn bét hodng.

KHI DUNG — KICH BAN CHAT MAU

Ap dung khi khdch phan van, hdi nhiéu ma khéng néi ré vudng gi.
DPodn dung ndi lo phd bién clia nganh, ddn nhdn bdng "nghe gidng
nhu...".

Khdch: ir € em coi lai hai loai nay dé Ban: Nghe giong nhu chi
dang phan van giira 2 mau vi s¢ mua réi lai khéng hgp da.
Khdch: ir ding luén @, da em dé kich ting, 1an truéc mua loqi
kia bbi 2 ngay ndi mdn dé nén gié ngai. Ban:** Da vay em
khong dé chi mua liéu dau. Bén em cé géi dung thir 7 ngay size
mini — chi test Ién viing cdm trudc, hdp mdi ldy full. Khéng hdp
trong 7 ngay em hodn tién. Chi thay vdy nhe nhang hon khéng
a?

Ban goi tring "sd khong hdp da”, chi ma 1ong ké chuyén néi mén ci
— va gid ban bdn dudc bdng gdi duing thlr, ding cdi chi can dé hét
Sg.



BAI HOC PUC KET

2e gy

Khach gidu ly do, ban dirng héi "chi lo gi” — goi
thang tén noi lo bang "nghe giéng nhu...", chi sé
gat roi ké hét.

* Labeling (Voss 2016): ddn nhén ndi lo bdng "nghe gidng nhu /
c6 vé nhu" — KHONG dung “chi dang thdy" (dp ddt, gdy phong
thi).

* Goi trung ndi sg lam khdch thdy "dugc hiéu”, hang rdo ha
xudng, chi tu bung ra chi tiét that.

* Pay la "déng c&m chién lugc" — goi ding bénh lam bénh nhén
bét hodng, rdi ban mdi ké thusce (géi dung thlr, cam két d6i).

Cau sau: khi ban mudn chét ma khéng mudn ép — cé médt kiéu cau
hdi m&i khdach néi "khédng" ma vén ra don.



Céu 81 — "C6 phi ly khéng néu chi
thir 1 hop truéc xem sao?”

Chi hoi granola dn sdng healthy. Chi thich y tudng an sach, nhung
ngai: "khdng biét an cé hdp miéng khéng, s¢ mua nhiéu réi ngdn”.
Chi ngai cam két mua combo I8n ngay. Néu ban héi "chi ldy combo
nhé?" — dé 1& cau mdi chi ndi "cd”, md ndi "cd” nghia l& chi bi ddy
vao mot cam két chi chua sdn sang.

Voss |Gt ngugc cd hudng cdu hai.

"C6 phi ly khéng néu chi thit1hdp truéc xem sao?”

Vi SAO WORK

No-oriented question — Chris Voss (Never Split the Difference,
2016). Voss phdt hién: ngusi ta thay AN TOAN khi dugc ndi "khéng".
"Khéng" cho ho cdm gidc kiém sodt, cdm gidc khdng bi lua. Cau
hdi déng khung "cé phi ly khéng néu..." khién chi tré 18i "khéng,
khéng phi ly" — va cdi "khéng" dé thuc chat I mét I18i déng y thar.
Ban chét dudc bding chinh chit "khéng" clia chi.

Né&u chi ddp "I hai phi ly vi...", thi chi lgi tu khai ly do that dé ban xUr
tiép. Cé hai dudng déu mé.

"Thir 1 hdp" Id cam két nhd nhét cé thé — ha rao t6i da. Va moét khi

chi thir thay hop, chi quay lai ldy combo. Pay |4 foot-in-the-door:
mdt cam két nhéd mé dudng cho cam két 18n.



KHI DUNG — KICH BAN CHAT MAU

Ap dung khi khdch thich nhung ngai cam két 16n, hodc ban muén
chét mém ma khéng ddy. Péng khung cau hdi dé "khéng” ciing |
déngy.

Khéch: nghe hay dé ma khéng biét én cé hgp miéng khéng, sg
mua nhiéu réi ngdn Ban: Cé phi ly khéng néu chi thir 1 hép
truéc xem sao? Khdch: ir1 hép thi dugc, thir coi sao Ban:** Da
chudn luén chi. 1 hép &@n dugce 10 budi sang. Hop miéng chi
nhdn em, combo thdng em dé gid tdt hon. Em ghi don 1 hop
nha.

Chi néi "dugc” v8i 1 hdp — clra d&d md bdng cam két nhd nhét.
Khoéng ép, khéng ddy, ma van thanh daon.

BAI HOC PUC KET
Khi ban khong muén ép, hay héi kiéu dé khach néi
"khéng" ma vén ra don — "cé phi ly khéng néu chi
thir mét chut?”
* No-oriented question (Voss 2016): ngudi ta thdy an todn khi
dudc noi "khéng" — "khéng phi ly" thuc chat la déng y thir.
 Cd& hai ddp dn déu ma: "khéng phily" — chét; "Ur phily vi..." =
chi tu khai ly do ban xUr tiép.
* "Thir1hop" & cam k&t nhé nhét — hop réi chi quay lai combo
(foot-in-the-door).




Cau sau: khi khdch chan chir dé lau, tudng nhu budng réi — cé mét
cdu no-oriented ddnh théng vaio cdm xtc kéo ho quay lai.



Céu 82 — "Chi da bo y dinh giai
quyét van dé nay chua?”

Chi chli shop tudn trudc hai rét nhiét vé goéi chup &nh sén phdm +
viét content dé cltu shop dang & don. Chi hdi bang gid, héi lich, hdi
méu. R6i im bat sudt mdt tudn. Ban tudng mat khdch. Trudc khi
budng hdn, thir mdt cdu cudi — khong phdi “chi con quan tam géi
dé khéng a" (nhat, dé bi I ludén), m& moét cau cham véio chd khdc.

"Chi d& bé y dinh gidi quyét vén dé nay chua?”

Vi SAO WORK

No-oriented question bdn dau long — Chris Voss (Never Split the
Difference, 2016), nguyén vdn "Have you given up on solving this
problem?". Voss dung céu nay chinh xdc véo lic con méi im Idng,
khéng hoi am.

N6 Igi hai 8 ché: khach gan nhu ludn muén tra 18i "chua” — vi thira
nhan "réi, t6i bd cudc” nghe nhu dau hang, nhu chép nhén shop cur é
mdi mai. Khi chi gé "chua’, chi vira tu tdi khdng dinh rdng chi VAN
mudn gidi quyét van dé — va clra ma lai cho ban dé xudt budc tiép.
Cdu nay ddanh vao long tu trong lanh manh, khéng ndn ni, khéng
gidm giad.

Dung dé. Bday la cau manh, hgp luc khdch da ngudi lGu — khong
phdi cdu chao hdng ngay. G nhiéu thanh sén.



KHI DUNG — KICH BAN CHAT MAU

Ap dung khi khéch ting rdt quan tadm réi im bgit mét thai gian, ban
dinh buéng. Mot céu cudi trudc khi bd.

Ban: Chi i, em hdi théng mét cau — chi da bd y dinh gidi
quyét vu shop & don nay chua a? Khdch: chua em, tai tuén roi
em rdi quda chua quyét dudc, chir van muén lam. Ban:** Dg em
hiéu, chay shop mot minh ban xoay khéng kip. Vay minh lam
nhe trudc: em quay 1budi 10 sédn phdm bdn chay nhdt + viét 5
content, goi starter 2tr. Thdy don nhich 1&én réi mé réng. Em
gilt lich thd Nam nay cho chi nhé?

Chi "chua bd" — tirc chi van cdn muén. Clra m4 lai, va ban dé xudt
budc nhé dé chi dé& gat. Mot cau kéo vé cd mdt khéch tudng da

mat.

BAI HOC PUC KET

Trudc khi ban buéng moét khach da ngudi, hay héi
"chi da bé y dinh gidi quyét vain dé nay chua” — ai
ciing mudn néi "chua".

* No-oriented dau long (Voss 2016): "have you given up?" —
thira nhén "réi" nghe nhu ddu hang, nén khéch gé "chua” va tu
tdi khdng dinh vdn mudn gidi quyét.

e Cdu nay ddanh vao tu trong lanh manh — khéng ndn ni, khéng
gidm gid, ma ma lai clra.

e Dung dé, chi khi khdch dé& ngudi lau — gé héing ngdy thanh sén,
mdt tdc dung.




Nhém 13 khép & ddy. Bédn céu FBI ndy danh cho khdch khé — ngudi
im, ngudi gidu, ngudi tudng da di. Nhung phan 18n khdach khéng khé
dén vay. Nhiéu khdch vira gat "chét” xong — va dé chinh & khodnh
khéc vang bi bd 18 nhiéu nhat, khodnh khdc mét don cé thé thanh
hai. Phan sau: upsell, cross-sell, combo.
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UPSELL / CROSS-SELL / COMBO



Co6 mot su that vé tién ma chl shop mdi hay quén: khdch khé nhét
dé bdn l& khdch LA. Khi mét ngudi la chiu tin ban, chiu méc vi lan
ddu — ho vira vugt qua rdo can I8n nhat ddi mot cudc mua. Ngay
sau cu "chét” dé, hang rdo phong thi cta ho dang thdp nhét trong
cd cudc chat.

Va dé dung Ia lic 90% shop... diing lai. "Da em chét don cho chi
nhé, cdm on chi." Dong don. B4 18.

Grant Cardone day mét nguyén téc: thdi diém tét nhét dé bdn
thém la ngay sau khi khdch vira mua. Khéng phdi vi tham — vi luc
dé khéch dang & trang thdi "ddng y", va mét sén phdm bé trg ding
lGc that su lam ho hai ldong hon, chir khédng phién hon. Chi mua kem
dudng ma khéng ai nhdc Idy kem chéng ndng di kém — ba thdng
sau da chj van sam, va dé 1&16i tu vén cla ban.

Ndm cdu trong phdn ndy bdt ding khoanh khdc vang dé. Combo
dé chi mua nhiéu ré hon. Cross-sell dé chi cé di bo. P&t thém dé
chi khdi hét hang gilia chiing. Mbi céu nédi tiép ngay sau tiéng
"chét” — khéng phdi mdt cudc chat maéi, mé mot cu ndi thém tu
nhién nhu mét nguaGi bdn cé tam.

Nguyén tdc xuyén sudt: chi upsell thir that su bé trg. Ban thém cdi
vd dung la phdn béi long tin chi vira trao. Bdn thém cdi ding la
hodn thién don hang cho chi.

B4t ddu.



Céau 83 — "Chi lay combo 3 hgp em

tang thém hop qua boc riéng — chi

hodc tang luon ai doé cung diing. Ré
hon 25% so véi mua 18.”

Chi vira chét 1 hop collagen 450k. "ok em chét 1hdp cho chi”. Pon
dda xong, con tré cla ban dang dinh gbé "da em cdm on chi”. Khoan.
Day & gidy vang — chi vira néi "yes”, rdo phong thi dang thép
nhat. Ding déng don voi.

"Chi ldy combo 3 hdép em tdng thém hdp quda boc riéng — chi
hodc tding luén ai dé cung dung. Ré hon 25% so véi mua lé.”

Vi SAO WORK

Decoy effect — Dan Ariely (Predictably Irrational, 2008) — ghép
v48i value stack va quda tdng. Ariely thi nghiém tap chi The
Economist: khi thém mét luva chon cé vé "méi”, lua chon cao hon
béng tréong nhu hgi. Combo 3 (ré hon 25% + kém hdp qud) lam 1
hép 1é tréong thiét thoi. Chineo vao combo 3.

"HOp qua boc riéng” |a bonus phi gid — Ariely chi ra qua tdng kem
hé&p dan hon khodn gidm tién tuosng ducng, vi cdm gidc "dudc cho”
khdc hdn cam gidc "dudc bét”. "Tang ludn ai dé cung dung” mé mot
ly do dé mua 3 mda khong thdy thira (collagen dung dai, hodic ri
me/chi em dung chung).

Ca cdu la mét value stack: gdp tiét kiém (25%) + qud + du liéu

trinh v&io moét chd — chi thay chéng gid tri, khédng thdy chéng chi
phi. D6 la cong thic cla Alex Hormozi ($100M Offers, 2021).



KHI DUNG — KICH BAN CHAT MAU

Ap dung NGAY sau khi khdch chdt mét san phdm dung theo liéu
trinh (thuc phdm chic ndng, my phdm, dé tiéu dung). N&i lién,
dirng ma& cudc chat mdéi.

Khéch: ok em chét 1hdp cho chi Ban: Da chi. Ma em ggi y nhé
— chi ldy combo 3 hép em téng thém hdp qua boc riéng, chi
dung hodc tdng me/chi em cung dung. Ré han 25% so mual lé,
ma collagen dung di 3 thang méi ré da. Khach: ir ha, d€ ldy 3
luén cho d liéu trinh, tién téng me 1hdp Ban:** Da chudn ludn
chi. Em géi 3 hép + hdp qua riéng cho phan tdng me, COD nha
chi.

M6t cAu ndi sau tiéng "chét” bién 450k thanh combo hon triéu —
ma chi vui han, vi chi dugc du liéu trinh va cé qua tdng me.

BAI HOC PUC KET

Giay khach vira néi "chét” la giay rao phong tha
thap nhdt — ban ditng déng don, hdy mé combo
ngay luc dé.

* Decoy effect (Ariely 2008): combo 3 lam 1hdp 1é trong thiét —
chineo 1én combo cao, khéng vé hop 18.

* Qud téng phi gid hdp dén hon gidm tién tucsng duong (Ariely)
— "dugc cho" khdc "dugc bdét".

* Value stack (Hormozi 2021): gép tiét kiém + qua + dd liéu trinh
v&io mot cau — chi thdy chéng gid tri, khéng thay chéng chi
phi.




Cau sau: khi thit bdn thém khéng phdi nhiéu hon cling logi, ma &
s&n phdm di kém hodn thién bd — cross-sell.



Céau 84 — "Bén em c6 thém serum
vitamin C tuan nay sale 50% chi
danh cho khach muakem — c6 3
cho, em uu tién chi lay khong a?”

Chi vira chot kem dudng dm 380k. Lic néy chi ké da chi vira khd
vlia xin mau. Kem dudng édm gidi quyét cdi khé — nhung cdi xin can
serum vitamin C, mdt budc chi chua cé. Chi khéng biét minh dang
thiéu budc dé. Ban biét. Ggi y serum lic nay I& tu van ding, khéng
phdi moi tién.

"Bén em c6 thém serum vitamin C tudn nay sale 50% chi danh
cho khach mua kem — cé 3 chd, em uu tién childy khong a?”

Vi SAO WORK

Reciprocity + Scarcity — Robert Cialdini — ghép véi cross-sell tu
nhién. Cum "chi danh cho khdch mua kem" bién uu déi thanh déc
quyén cla ngudi trong nhém (Cialdini goi l& Unity): chi vira mua
kem nén chi di tu cdch nhdn, khéong phdi ai ciling c6. "Sale 50%" la
deal that; "cé 3 chd" la khan hiém that — dliing bia con s6. "Em uu
tién chi’ 1& reciprocity: ban dang danh cho chi mét suét, chi thay
dugc uvu dinén co xu hudng dap lai.

Quan trong nhat: serum ghép vdi kem 1a hgp ly vé chuyén mén (da
quy trinh dudng da), nén chi khéng thdy bi bdn kém &6 rdc. Cross-
sell chi work khi mén thém that su hoan thién mén chinh.



KHI DUNG — KICH BAN CHAT MAU

Ap dung ngay sau khi khdch chét sén phdm chinh, véi mét mén bé
trg gidi quyét ding nhu céu chi dé ké.

Khdch: ok chi ldy hép kem dudng Ban: Da chi. Néy chi néi da
vira khé vira xin ding khéng — kem lo phén khé réi, phan xin
cén thém serum vitamin C. Bén em serum dé tudn nay sale
50% chi danh cho khach mua kem, con 3 ché. Em vu tién chi
Idy khéng a? Khdch: it valy ldy luén cho da bd, chir mua riéng
chdc mdc Ban:** Da ding, mua kém gid ré hon mét nira. Em
gé6i kem + serum, huéng dan chi boi serum truéc kem nha.

Chi mua thém serum vi chi hiéu minh dang thi€u budc dé — ban
vlra upsell vira lam chi hai long hon, vi lan ndy da chi sé& d& cé khoé
l&n xin.

BAI HOC PUC KET

Cross-sell diing la tu van, khong phai moi tién —
ban ban cho chi diing cai chi dang thiéu ma chi
chua biét minh thiéu.
e Reciprocity + Scarcity (Cialdini): "uu tién chi” + "con 3 chd" +
"chi danh cho khdch mua kem” (Unity) — deal that, sé that.
* Moén thém phdi hodn thién mon chinh (serum + kem = dd quy
trinh) — ban kém d6 rdc la phan bdi long tin.
* Nhéc lai nhu cdu chi dé ké (da kho + xin) dé chi thdy ggi y 1& vi
chi, khéng vi ban.




Céu sau: khi san phdm la thir dung hét réi mua lai — ¢ cdch khién
khdch trir thém ngay tir l1an ddu.



Cau 85 — "Chi dat thém 1 hop gilr
dung dai khong — 3 thang sau van

gia nay bén em khong hira dugc.”

Chi vira chét 1 hdp sita cdng thiic cho bé, 520k. Sira & thr thdng
ndo chi cling mua. Bé dang dung én loai nay, khong di (ing, chiu vi.
V& ban vira nhan théng bdo tir nhd phan phéi: gid sita nhép ruc rich
tang dot téi. Pay la thdng tin théat, cé Igi cho chi néu chi biét sém.

Noi thdng cho chi.

"Chi ddt thém 1 hop giir dung dai khéng — 3 thdng sau van gia
nay bén em khong hira dugc.”

Vi SAO WORK

Loss aversion — Kahneman & Tversky (Prospect Theory, 1979) —
ghép v3i su tién Igi. N&i sg MAT gid t6t manh hon nidm vui mua ré;
cau "3 thang sau khéng hita dugc gid nay” ddnh trung chd dé. Vai
hang tiéu dung dinh ky (stfa, td, thuc phdm), trif thém & quyét dinh
hop Iy chi khéng phéi bi du: bé van ding déu, gid cé kha néng
t&ng that, va chi & mot 1an ddt hang.

Giong thdng "bén em khéng hita dudc” nghe ngudc ddi ma lqi tao
tin: ban khong ddm chdc diéu ban khéng kiém sodt (gid nhap cta
hé&ng), nén I8i ban ddng tin hon kiéu shop ndo ciing "gid tét nhat thi
trudng”. Ngudi bdn thanh that vé gidi han cla minh 1a ngudi khdch
tin.

Chi dung khi gid tang la that. Doa téng gid gid véi me bim lad mét
khdch vinh vién — ho mua déu mdi thdng, ho nhé ré gid tiing dot.



KHI DUNG — KICH BAN CHAT MAU

Ap dung ngay sau khi khdch chét mot san phdm tiéu dung dinh ky,
khi cé tin hiéu téing gid that hodic rii ro hét hang that.

Khdach: ok em chét 1 hdp sita cho bé Ban: Da chi. Ma em néi
that — hang vira bdo dgt tgi tdng gia nhap. Chi dat thém 1
hop giir diing dai khong? 3 thang sau vén gid nay bén em
khéng hita dugc dau a. Khdach: ir bé diing déu ma, ldy 2 hép
luén cho chdc Ban:** Da chudn, 2 hop bé dung gdn 2 thang,
khéi lo hét giira chitng. Em géi 2 hdp gid cii nha chi.

Chilay 2 hdp vi dé la quyét dinh khén cho chinh chi — bé dung déu,
gid sdp tdng. Ban khéng du, ban bdo tin that, va chi cdm on ban vi
diéu dé.

BAI HOC PUC KET

V@i hang khdach mua déu moi thang, trit thém la
quyét dinh khén ciia chi — ban chi cén néi that
rang gid cé thé tang.

* Loss aversion (Kahneman & Tversky 1979): s¢ mét gid tot
manh han vui mua ré — "3 thdng sau khéng hira duge” cham
dung.

* Giong thdng "bén em khong hita dugc” tao tin — thanh that vé
gidi han ddng tin hon "gid tot nhét thi trusng'.

* Chi dung khi tdng gid la THAT — doa gid v8i khdch mua dinh ky
l& mét ho vinh vién, vi ho nhé gid tiing dgt.




Céu sau: khi hai s&n phdm khdc loai ghép thanh mét bd dep hon
téng clia chung — combo chéo.



Cau 86 — "Combo 2 ao tee + 1
short dong bé — em ap gic'l dac
biét 490k thay vi mua Ié 620k. Ré
hon 130k. Chi léy hay chi tee?”

Chi vira chét 1 do tee 190k. Nhung chi mdc do d6 véi quén gi &
nh&? Chi chua nghi t8i. Ban cé sdn set tee + short déng bd — thur
ma mot minh chi diing chon s& khéng nghi ra, nhung nhin thay I
thich. Ghép sén cho chi.

"Combo 2 do tee + 1 short dong bdé — em dp gid dac biét 490k
thay vi mua |é 620k. Ré hon 130k. Chi ldy hay chi tee?”

Vi SAO WORK

Alternative close ghép vdi break-down gid va value equation —
Alex Hormozi ($100M Offers, 2021). Céu héi "chj lay hay chi tee” I&
chét lua chon: cé hai déu & mua, khéng cé phuong dn "théi khéng
l&y". Con s6 "ré hon 130k" 1& break-down cu thé — s6 neo chdc hon
I5i khen chung chung (“combo 15i Idm chj").

Hormozi day céng thic gid tri: tdng cdi khach nhdn (2 do + 1 short
mdc dudc nguyén set, khdi nghi phéi d6) trong khi gidm cdi khdch
trd (490 thay vi 620). Chi thdy minh khén khi 16y combo, khéng
thay minh bi bdn thém. Chit "déng bd" thém mét gid tri mém: chi d&
phadi dau dau chuyén phéi mau.

Luén néu con s6 ré hon (130k) rd rang — dirng ndi "ré hon nhiéu”. Chi
s6 cu thé mai neo dudc trong dédu chi.



KHI DUNG — KICH BAN CHAT MAU

Ap dung ngay sau khi khdch chét mét mén trong bd, véi combo
chéo hgp ly (thdi trang bd ddi, my phdm quy trinh, d6 dung theo
set).

Khdch: ok chi ldy cdi do tee trédng Ban: Da chi. Ao nay em cé
short déong bé médc & nha xinh Idm — combo 2 do tee + 1short
em dp gia ddc biét 490k thay vi mua l1é 620k, ré hon 130k.
Chi lay combo hay chi tee a? Khach: irldy combo di, méc &
nha déng bé ciing thich Ban:** Da chudn gu chi. Em goéi 2 tee
+ 1short cung tong, COD nha chi.

Chi 1&én combo vi con s6 130k rd rang va vi "déng bd" ding thi chi
thich. Ban vira nadng don 190k thanh 490k ma chi thdy minh dugc
[Gi.

BAI HOC PUC KET

Khdch mua mét mén, ban ghép sén cé bé — chi mét
minh sé khéng nghi ra, nhung nhin thdy combo
déng bb la chi thich.

* Value equation (Hormozi 2021): téng cdi nhdn (nguyén set,
khoi phéi d6) + gidm cdi trd (490 thay 620) = chi thdy minh
khon.

* Alternative close "combo hay chi tee” — cd hai déu la mua,
khong co6 phuong dn "thoi".

* Ludn néu con sé ré han cu thé (130k) — s6 neo chéc hon "ré han

nhiéu".




Cau sau: khi khach 1& méi cii dat lai — cé cdch chét nhanh nhét
trong cé cuén sdch nay.



Cdau 87 — "Chi lay y hét 16 truéc
cho 1é@n nay nhé — em khong cén
chi chon lai, em pack luén.”

Chi cht shop qudn do tré em. Thdng trudc ldy si bén ban 100 bd
body cotton, bdn hét veo. Ho6m nay chi nhdn: "shop 6i con mdu
body cotton thdng trudc ko". Doc ky: chi hdi "con khéng” — tdc chi
d& mudn ldy lqi rdi, chi chua néi sé lugng. Biing bét chi ngdi chon
lai tir ddu size, mau, ti & — mbi 1an chon Igi I&d mot Ian chi cé thé
phén van, so do, roéi hodin.

"Chi ldy y hét 16 truéc cho ldn nay nhé — em khéng cén chi chon
lai, em pack luon.”

Vi SAO WORK

Duplicate Order Close — Grant Cardone. V3&i khdch cii dd hai long,
thr t&t nhdt ban tang ho 1 KHOI phai quyét lai. Cardone day: ding
bdt mét khach dang hai long lam lai todn bd quyét dinh — héy
nhan bén don cii, ho chi can gat mot tiéng.

Robert Cialdini (Influence, 1984) — Consistency: chi d& chon 16 do,
d& bdn tot, d& hai long — nhéc lgi lam chi nhdt qudn véi chinh
minh, va "y hét 16 trudc” nghe an todn hon moi lua chon mdi. "Em
pack ludn” la chét gid dinh cdng tién Igi: ban Iam hét phén viéc, chi
chi xdc nhan.

V&i khdch B2B, téc d6 ddat lai la tat cd. Chi ban chay shop, khéng
c6 thdi gian ngdi chon lai tiing size. Shop né&io chét Iai nhanh nhaét,



gon nhdt, chi gén bé véi shop dé — su tién Igi gilt khdch si chdt hon
cd gid.

KHI DUNG — KICH BAN CHAT MAU

Ap dung khi khdch cii (ddc biét B2B/si) nhdn hdi lgi sén phdm dé
mua. D& nghi nhan bdn don cii, ditng bét chon lai.

Khdch: shop i con mau body cotton thdang truéc ko Ban: Da
con chi. L6 d6 chi ban hét ding khéng — chi ldy y hét 16 truéc
cho ldn nay nhé, em khéng céan chi chon lgi size méau, em pack
ludn theo ti lé cii. Khach: Ur tién qua, ldy y vdy di, ma thém 20
cai size to nhét Ban:** Da em nhan ban 16 cii + thém 20 cai
size L. Tong 120 cdi, em giii ch6ét don xdc nhan réi pack lién
cho kip chi ban cudi tuan.

Chi dat lgi trong ba lugt chat, khéng phdi chon Iqgi 100 dong size.
Ban vira gilr dudc mai si bding ding thi chi can: nhanh va khoi nghi.



BAI HOC PUC KET

V@i méi cii, mén qua I16n nhét ban téng chi la khéi
phai quyét lai — "lIdy y hét 16 truéc nhé, em pack
luén”.
* Duplicate Order Close (Cardone): dirng bét khdch hai long lam
lai toain bé quyét dinh — nhén bén daon cil, chi chi gat.
* Cialdini Consistency (1984): "y hét |16 trudc” nghe an todn hon
moi lua chon mdi — chi nhat qudn véi cdi da bdn tét.
* V8i khdch si B2B, tdc d6 dat lai gilf khdch chdt hon gid — chi
béan, shop ndo gon nhat chi theo shop dé.

Nhém 14 khép & day. Ndm céu ndy bién mét don thanh don 18n
hon, hodc thanh hai. Nhung c6 mot loqi khdch con dau hon khdch
tUr chéi: khdch da bd hang vao gid, dé dién dia chi, réi bién mét
ngay trudc nat thanh todn. Bdy trén mudi gid hang online chét nhu
vay. Phan sau: céch goi ho quay lai.
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cUU PON GIO BO



Ban m3 dashboard shop lic sdng. Muc "gid hang chua hodn tat”
hién mot ddy tén: chi Vy — 1hdp kem, chua thanh todn. Chi Hang —
2 do, chua thanh todn. Musi bén cdi gid day hang, da dia chi, da
size. Khéng don ndo chét.

Ddy khong phdi chuyén riéng cla shop ban. Baymard Institute
(2024) do trén hang trdm nghin phién mua online: 70,19% gié
hang bi bé. Ci mudi ngudi bd hang vao gid, bAdy ngudi rai di trude
khi tré tién. Va ly do s& mdt khéng phdi "hét mudn mua” — ma l& chi
phi phat sinh luc cuéi (ship, phu phi) [dm ho khung lai (48%); ly do
s6 hai l&1 bi bt tao tai khodn (24%).

Nghia 1& phdn 16n gid bd KHONG phdi vi khdch ché hang. Ho dé
thich dt dé bd vao gid. Ho chi khung & phut cudi — va khéng ai
nhdc lai mét 15i.

B&n "cau” trong phén nay khdc moi phén khdc: ching khéng phai
cdu chat, md 1 mau email va tin nhdn ban dén vao cong cu guri tu
déng (hodic gé tay). Nhip theo playbook clru don D2C 3-3-3: nhdc
sau 30 phut, cho thém ly do sau 3 gid, chét cudi sau 3 ngdy. Piém
mau chét: ditng gidm gid ngay tir tin déu — vily do bd gid s6 mét
ddau phai gid, ma I&d mét cu khung cén dugc g8, khéng phai mét
moén hai dé qudng ra.

B&n méu dudi day ddn dudc ngay. Thay tén, thay link, thay sdn
phdm — réi hen gis gui.

B4t dau.



Céau 88 — "Chi Vy ai, hop kem chi

choncon1 phdn trong gié — em giir
gia dén 22h. Nhéan: [link]"

Tdam gid t6i. Dashboard bdo chi Vy vira bd 1 hdp kem trong gid 30
phut trudc. Chi d& chon xong, dd bdm vao gid, rdi cé gi dé cdt
ngang — con khéc, chdng goi, hét pin. Chi vira r&i di, con néng héi.
SMS hodc Zalo la kénh cham nhanh nhét, chi doc trong vai phut.

"Chi Vy di, hép kem chi chon cén 1 phén trong gié — em giit gid
dén 22h. Nhdn: [link]"

Vi SAO WORK

Reminder ngén + Endowment effect — Dan Ariely (Predictably
Irrational, 2008) — cdng urgency. Endowment: khi ban goi "gid
CUA chi”, "hdp kem chi chon”, chi thdy mén hang dé thudc vé minh
réi — va bd di gid & MAT cai dang c9, khéng con la bd qua cdi
chua cé. Noi dau mét dé kéo chi quay lai. "Gilr gid dén 22h" dét
mot deadline cu thé, gan, dé hanh déng ngay.

SMS/Zalo mdt dong cé ty 1é mé gan nhu tuyét déi va ty I& nhdp
cao nhét trong cdc kénh cliu don — vi né ngdn, cd nhan, va dén
ddng ldc chi con nhé minh vira dinh mua.

Mot dong théi. Bliing viét doan van trong SMS — dai la chi luét qua.



KHI DUNG — MAU SMS/ZALO DAN NGAY (GUI 30 PHUT
SAU KHI BO GIO)

Chi Vy oi, hép kem chi chon cén 1 phén trong gié — em giit gid
dén 22h. Nhén: [link]

Bién thé ngdn han cho SMS gidi han ky tu:

[Shop] Chi Vy ai, gid con 1hdp kem — em giir téi 22h nha:
[link]

Dién tén that (chi Vy), tén sdn phdm that (hop kem), gid that
(22h). Cang cd nhan, chi cang thdy day la ngudi nhdn, khéng phai
may.

BAI HOC PUC KET
Khach bé gié 30 phut truéc van con néng — mot
dong SMS ban goi "gié CUA chi” kéo chi vé nhanh
hon email dai.
* Endowment effect (Ariely 2008): goi "hép kem chi chon”, "gid
clia chi” — chi thaly d& sé hitu, bé dila MAT, khéng phdi bd qua.
* SMS/Zalo mét dong cé ty 1&é ma va nhdp cao nhat trong ctliu
don — ngdn, cd nhan, ding lic.
» Mot dong thoi, dién tén + sén phdm + gid that — dai la chi ludt,
chung chung & chi biét mdy gui.

Céu sau: khi khach dé lai email chi khéng cé sé dién thoai — cé
méau email dau tién g& cu khung ma chua can gidm gid.



CAU 88 — "CHI VY OI, HOP KEM CHI CHON CON 1 PHAN TRONG GIO — EM GIU GIA
DEN 22H. NHAN: [LINK]"
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Cau 89 - "Chi quén gi trong glo
khong? Em glu hang thém 12 tiéng
cho chi. Nhan hoan tat: [link]"

Dashboard hién chi bd 2 mén trong gid — mot set do, mét chan
vdy — va chi d€ lai email chi khéng cé s6. Ba muai phut tréi. Email
l& kénh cham khi khéng cé SMS. Nhung email dé bi luét hon, nén
chirdau tién phdi nhe va ding.

"Chi quén gi trong gié khéng? Em giit hang thém 12 tiéng cho chi.
Nhdn hoan tat: [link]"

Vi SAO WORK

Framing cdu hdi than thién + endowment + reason why — va diém
mau chot: CHUA gidm gid. Baymard (2024) chird ly do bd gid sé
mdt |& chi phi phdt sinh, khéng phdi "chua mudn mua’. Nén email
ddu chi can gé cu khung nhe (nhdc, gilr hang), ditng voi qudng mé
giam.

Gidm gid ngay tir email 11& day khdch mét bai hoc nguy hiém: cur
bd gid la cé mé gidm. Chi hoc nhanh 1&m — 1an sau chj ¢é tinh bd
gid d€ chd md, va ban tu bdo mon 16 1&i clia chinh minh.

Cau hdi "chi quén gi khdng" nhe han hdn "chi chua thanh todn” — né
khong két toi, nghe nhu mét ngudi nhéc gium. "Gilr hang 12 tiéng" &
reason why (cé ly do dé quay lai ngay) cong endowment (hang
dang dugc gilt cho chi).



KHI DUNG — MAU EMAIL 1 DAN NGAY (GU1 30 PHUT SAU
BO GI10)

Tiéu dé:** Chi quén gi trong gié khéng? “ Chao chi, Em thay
chi d& Igi vai mén xinh trong gié ma chua hoan téat. Em giir
hang thém 12 tiéng cho chi nhé — van con ding size chi chon.
Chi bdm vao dday dé hoan tdt, mdt chua téi 1 phat: [link] Cén
em tu van thém size hay chdt liéu, chi nhdn Zalo [s6] em phén
héilién a. [Tén] — [Shop]

Khéng mét chif gidm gid. Chi nhdc nhe, gilr hang, v mé sén clia
hdi thém — vi c6 khi chi khung chi vi phan vén size.

BAI HOC PUC KET

Email citu gié ddu tién ctia ban dirng giam gia — vi
khach khung & phi ship, khong phai ché hang, va
gidm sém chi day chi ché maé.

e Baymard (2024): ly do bd gid s& mét I& chi phi phdt sinh
(48%), khéng phdi "chua muén mua” — email 1 g8 cl khung,
khéng qudng ma.

* "Chi quén gi khdng" nhe han "chi chua thanh todn” — khéng két
t6i, nghe nhu nhéc gitm.

* Gidm gid tir email 1 day khdch ¢6 tinh bé giéd chd mé — ban tu
bdao mon IGi lai.

Cau sau: khi khdch dé mé email ma van chua chdt — email thi hai
khéng gidm gid, ma cho niém tin.



CAU 89 — "CHI QUEN GI TRONG GI® KHONG? EM GIU HANG THEM 12 TIENG CHO CHI.
NHAN HOAN TAT: [LINK]"
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Céu 90 — "C6 thé chi can thém
thong tin trudc khi quyet Payla3
céu chi Héang (mua tuan trudc) hoi
em — chi doc thir: [Imk video 90s].
Néu OK, hoan tét tai day: [link].”

Ba gi& tréi. Chi van chua chét cdi mdy loc nudc 2 triéu trong gid.
Mén gid cao, duing nhiéu ndm — chi can chdc chdn, khéng phai cdn
ré. Day khéng phdi luc quéng mad gidm; ddy la luc gé nghi.

"C6 thé chi can thém théng tin trudc khi quyét. Day la 3 cau chi
Hdng (mua tudn truéc) héi em — chi doc thir: [link video 90s].
Néu OK, hoan tat tai day: [link].”

Vi SAO WORK

Reciprocity + social proof + gidm ma sdt — nén tang Cialdini. V3i
hang gid cao, rdo cdn khéng phdi gid ma la "chua di tin, chua du
hiéu". Cho truéc mot video ngdn trd ISi ding nghi véin thudng géip
la reciprocity (ban cho gid tri truéc khi xin gi) va la gido duc,
khong phdi ép.

"3 cau chj Hang hdi" lam hai viéc cung lic: vira la social proof (cé
ngudi that d& mua tudn trudce), vira nhdm tring nghi vén (vi chi
Hdng ciing tirng phdn vén y nhu chi bdy gid). Video 90 gidy la gidm
ma sat — ngdn, dé& xem hét, khong bét chi doc mot trang dai. Va
van CHUA gidm gid — vi van dé la niém tin, khéng phdi con sé.



KHI DUNG — MAU EMAIL 2 DAN NGAY (GU1 3 GIG SAU
BO GI10)

Tiéu dé:** 3 cau chi nén biét trudc khi chon mdy loc nuéc
Chao chi, Em dodn chi dang cén nhdc — binh thudng théi, mdy
loc nudc la mén dliing nhiéu nédm nén ai ciing nén héi ky. Tuan
trudc chi Hang (Q7) ciing héi em ding 3 cau nay trudc khi
quyét: 16i thay bao 1du mdt lan, c6 tén dién khdng, bao hanh
thé ndo. Em quay mét video 90 gidy tré I18i gon cé ba: [link
video] Xem xong thdy hdp, chi hodn tat gié & day nhé: [link]
[Tén] — [Shop]

Chi xem video, ba nghi van 16n dudc g8, va chi chét vi chi dé hiéu
— khéng phai vi bi du bdng mad gidm.

BAI HOC PUC KET

V@i mén gia cao, khach khung vi chua di tin,
khdng vi gia — email thir hai cia ban cho niém tin,
dirng cho giam gia.
* Reciprocity (Cialdini): cho truéc mét video 90s trd 18i ding
nghi vén = gido duc, khéng ép; chi thdy dugc cho gid tri.
* "3 cau chi Hang hoi" vira la social proof (ngudi that mua) vira
nhdm tring nghi van (chi Haing tiing phén van y vay).
* Video ngdn gidm ma sat — dé xem hét han mot trang chir dai;
van chua can gidm gid.




Cau sau: khi hai email dau chua clu dugec — mdi téi lc rat 18 bai
cudi: uu déi cong han chét.



Céu 91 — "Chi Vy, gié chi hét han
giirtrong 6 giB nira. Em kem thém
freeship 63 tinh — chét tai day

[link]. Sau 6 gi& em phai mé hang
cho khach khac.”

Ba ngdy tréi. Chi Vy van chua chét hép ddc san trong gid. Hai
email nhe chua kéo chi vé. Gis mdi téi luc dung 14 bai cudi — nhung
khéng phdi gidm gid sdn phdm, ma g& ding cu khung s6 mét: phi
ship.

"Chi Vy, gié chi hét han giir trong 6 gid nita. Em kém thém
freeship 63 tinh — chét tai ddy: [link]. Sau 6 gi& em phai mé
hang cho khach khac.”

Vi SAO WORK

Now-or-Never + Zero price effect — Dan Ariely (Predictably
Irrational, 2008) — cdng loss aversion. Ariely thi nghiém Hershey
Kiss va Lindt: khi mét thir vé 0 déng, stic hit ctia né tang phi tuyén
— "freeship” kéo manh hon "gidm 30k" du tri gid tuong duong, vi
con s& 0 cham mot ddy c&m xuc khdc hén.

Quan trong hon: freeship g& DUNG ly do bd gid sé mdt (Baymard:
chi phi phdt sinh 48%). Ban khong ha gid tri sén phdm, khéng day
khdach chd mé gidm — ban chi xod cu khung ding chd né xdy ra.
"Hét han gill trong 6 gid" cdng "phdi m3 hang cho khdch khac" |4
deadline that cong loss aversion. Day & email cudi, nén dung 14
b&i manh nhat.



KHI DUNG — MAU EMAIL 3 DAN NGAY (GUI 3 NGAY SAU
BO GIO, CHANG cuOI)

Tiéu dé:** Chi Vy ci — gié clia chi con 6 gi& + em taing freeship
Chao chi Vy, Em van giit gié clia chi mdy hém nay, nhung em
chi giif thém dudc 6 gi& nita thoi a. D& chi da phan van, lan
ndy em kém luén freeship 63 tinh — chi khéng mét déng ship
ndo. Chét tai ddy trudc khi hét gid: [link] Sau 6 gié em phai
md phan hang nay cho khach dang chd, mong chi théng cam
a.[Tén] — [Shop]

Freeship g6 dung cdi lam chi khung ba ngay trudc, cong deadline
6 gid ddy chi quyét ngay. Ld bdi cudi, va né ddnh ding ché.

BAI HOC PUC KET

La bai cudi cifu gié cia ban nén la freeship, khong
phéi gidm gia — vi né gé dung cu khung (phi ship)
ma khong ha gia tri hang.

* Zero price effect (Ariely 2008): "freeship” kéo manh hon "giam
30k" cling tri gid — s6 0 cham cam xuc khéc hdn.

* Freeship g& dung ly do bé gié s mot (Baymard: chi phi phat
sinh 48%) — khéng day khdch chd mé gidm gid sén phdm.

e Chi dung 8 email cudi (sau 3 ngay) + deadline thét ("con 6
gig") — day la 14 bai manh nhat, dirng xdi sém.

Nhém 15 khép & dday. B&n mdu ndy goi vé nhitng khdch d& ding
ddy rGi di. Nhung c6 mot mdat trdn ngudgc lai: nci hang trdm khdch



dé vao cung mét lic, cung mot khodnh khéc, va ban chi cé vai
gidy dé chét tat cd — khdng kip gd tiing inbox. D6 & livestream.
Phén sau.



16

CHOT LIVESTREAM



Chin gi& t6i. Dén ring light bat. Tai nghe headphone chup mét bén.
Dién thoai ké trudc mat, géc hién sé ngudi xem: 47... 63... 112. Binh
luéin chay 1én nhu thdc: "size M con ko sh”, "gid bao nhiéu”, "méu do
lGc ndy dau réi". Géc man hinh, théng bdo chét don kéu tit — hodic
im Idng ddng sg.

Livestream la chét don & ché d6 khé nhat. Khédng phdi mét khdch
— hang trdm. Khéng phdi chat riéng dé nghi 30 gidy roi tré 18i —
ma ndi truc tiép, thai gian thuc, sai mdt nhip 1& cé trdm ngudi lust
qua. Nhiéu cha shop live bén tiéng, khan giong, chét dugc ba don
— khéng phdi vi haing xdu, ma vi sudt bén tiéng dé ho chi MO TA
sé&n phdm, khéng mot 1édn RA LENH chét.

Livestream chét bdng ngdn ngif khdc chat. TikTok Shop for
Business (2024) do dugc: cdu "con 3 cdi” trong live c6 ty 1é chuyén
d8i gdp 3-4 1an cdu "con hang”; v mdi khdch gd mét con sé vao
binh ludn (pinned comment) té&ng chuyén déi 30-60%. Vi live séng
bdng FOMO thdi gian thuc — thdy ngudi khdc chét, s¢ hét phan,
quyét trong ba gidy.

Ndm "cau” phdn nay khong phdi tin nhdn. Ching la 18i streamer
NOI ra miéng gilia live — nhip, néng lugng, cau ra lénh. Tbi viét dudi
dang kich bdn doan thoai dé ban doc thanh tiéng, tdp trudc
guong, réi bat live dung that.

B4t dau.



Cdau 92 - "Con 3 do size L cudi
cuing. Chi néo nhén sé '1' véio
comment em vu tién chat trudc a."

Gilta live, ban dang I&n méu blazer. Binh luan héi size L t&i tép: "L
con ko", "cho e L", "size L bao nhiéu". Kho con dung 3 cdi L. Bay la
lic chuyén tir gidi thiéu sang chét — va néu ban c mé td tiép "do
nay chdt dep 1dm nha", ba cdi L d6 sé troi qua trong tiéng on.

"Con 3 do size L cudi ciing. Chi ndo nhdn sé '’ vao comment em
vu tién chdt trudc a.”

Vi SAO WORK

Scarcity thgi gian thuc (Cialdini) + cam két siéu nhé (foot-in-the-
door — Freedman & Fraser 1966) + FOMO. Con sé cu thé "con 3"
manh gdp may lan "con it" — TikTok Shop (2024): "con 3 cai”
chuyén d8i géip 3-4 1an "con hang".

B&o khdch gé "1"1& ha rdo t6i da: gd mot ky tu dé hon nhiéu so véi
bdm mua, nhung mot khi chi d& gé "1" céng khai, chi d& cam két
trudc cd trém ngudi — kho rat lai (Freedman & Fraser: cam két nhé
m& dudng cam két 18n). V& cd trédm ngudi thdy comment "1" chay
lén dén ddp — bdng chiing x& hoi ddy FOMO: hét phdn ngay bay
gi& néu khéng nhanh tay.



KHI DUNG — KICH BAN POAN LIVE (STREAMER NOI,
BINH LUAN CHAY)

Ban (néi): Réi, cdi blazer nay em néi that nha — kho cén diing
3 cadi size L thoi. Khong néi qua dau, ba cai. Binh luan chay:
"1"-"1 g" - "dé em1cdiL" Ban (néi): ChiLan "1" dau tién nha,
em giii. Chi thit hai... chi Ngén né. Con ding 1 cdi L cudi ciing
thoi, chi nao nhanh tay nao! Binh luan: "1" - "1 em Gi" Ban
(néi):** H&t L nha cé nha. Ba chi vita nhdn "1" em nhdn tin riéng
chétlién.

Con s6 "3" that, I6i mdi gd "1" gon — cd trédm ngudi cung thdy hang
can trudc mdt, va ba cdi L bdn trong 30 gidy.

BAI HOC PUC KET

Trong live, ban dirng noi "con hang” — néi "con 3
cdi” va m&i chi g6 moét sé, con sé cuthé m o
don.

e Scarcity + FOMO thdi gian thuc (Cialdini): "con 3" chuyén d6i
gdp 3-41an "con hang” (TikTok Shop 2024).

* G6 "1"1a cam két siéu nhé (foot-in-the-door — Freedman &
Fraser 1966) — dé hon bdm mua, nhung dé gé céng khai thi
kho rut.

e C& trdm ngugi thdy comment "1" chay lén | bdng chiing xa hoi
ddy FOMO — hét phan ngay néu khéng nhanh.




Céu sau: khi can ddy nhip gdp hon nita — ¢cé mdt cdu dém ngudc
tdng qud thudng ngudi quyét nhanh.



Cau 93 — "Ai chét trong 30 gidy tdi

em tang thém tui tote — mai lén
gian la khong cé deal nay.”

DPang chét combo bdnh handmade trong live. Nhip chling xuéng,
binh luéin thua dan, vai ngudi ruc rich luét di. Ban can mét ci béc
nhip — mot ly do dé nhitng ngusi dang 1ép 16 quyét ngay trong 30
gidy t4i, thay vi "dé€ nghi dd".

"Ai chét trong 30 gidy tSi em tding thém tui tote — mai lén gian la
khong cé deal nay.”

Vi SAO WORK

Countdown thgi gian thuc + bonus + reason why. Péng hé dém
ngugc tao dp luc quyét ngay — ndo rdi ché d6 can nhdc, nhdy vao
ché d6 phan xa. "Téng tui tote" 1& bonus phi gid (qud kém hdp dan
hon gidm tién tuong duong). "Mai 1én gian 1& khéng cé deal nay” |&
reason why thdt — dday chinh la ky thudt "cart drop / flash sale”
trong live (TikTok Shop Playbook 2024): tha mot uu ddi ngdn han
chi ton tai trong live dé thudng ngudi quyét nhanh.

Khéng phdi lic ndo ciing dung. Day 1& cdu béc nhip — dung & ding
phase chot cudi mét sén phdm, khi nhip dang chiing. V& streamer
phdi dém THAT: "30 gidy b&t ddu... con 20 gidy..." — dém la gilr IS
hira vér tao kich tinh, khong dém thi cau nay thanh I8i hira sudng.



KHI DUNG — KICH BAN DPOAN LIVE (CO PEM NGUGC)

Ban (néi): Combo banh nay em chét nét nha cé nha. Ai chét
trong 30 gidy téi em tang thém mot tui tote canvas xinh —
mai Ién gian khdng c6 deal nay dau. 30 gidy bdt ddu! Binh
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luén: "chdt” - "1 combo” - "e lay"” Ban (néi): Chi Mai chét roéi —
tui tote nha chi. Con 15 gidy... ai nita khéng? Binh luén: "chét
e di" - "cho e 1" Ban (néi):** Thém chi Ha, chi Linh — ba chicé

tui tote. Hét 30 gidy, deal déng nha. Cdm on ca nha!

Déng hé chay, qud treo s&n — ngudi dang ldp 16 quyét ngay, vi chd
thém |& mat tui tote va mat deal.

BAI HOC PUC KET

Nhip live chung, ban dirng mé ta thém — tha mét
deadline 30 gidy kém qud, dém that, dé chi quyét
bang phan xa.

* Cart drop / flash sale (TikTok Shop 2024): uu d&i ngdn han chi
c6 trong live thudng ngusi quyét nhanh — déng hd ddy néo
vao ché doé phan xa.

* Qud phi gid (tui tote) hdp ddn hon gidm tién tusng ducng —
"dugc tdng” khdc "dudc bat”,

* Streamer phdi dém that ("con 15 gidy") — dém la gitr I8i hdra va
tao kich tinh; khéng dém thi thanh hia suéng.

Céu sau: khi cé ngusi vira chét that — c6 cdch bién cu chét dé
thanh don bdy cho ca trém ngudi con lai.



Céiu 94 — "Chi Trang vira chét 3 do
sizeM — con 5 chi dang nhan tin.
Em con 2 do size M thoi, ai nhanh
tay?”

Peak live, 200 mdt. DBon kéu tit — chi Trang vifa chét that 3 do size
M. Nhiéu chli shop dé ct chét dé tréi qua Idng 1&, chi tham ming.
DPlng. Phdt né 1&8n loa. Mot cu chét that, ndi ding cdch, kéo theo
mugi ct chét nira.

"Chi Trang vira chét 3 do size M — con 5 chi dang nhdn tin. Em
con 2 do size M thoi, ai nhanh tay?”

Vi SAO WORK

Social proof thdgi gian thuc + Standing Room Only close — Cialdini
k&t hgp scarcity véi social proof cling mét lic, combo manh nhat
trong live. "Chij Trang vira chét 3" 1o bdng chiing ngusi that dang
mua thét, gidm rdi ro cdm nhdn cho ngudi con do du. "5 chi dang
nhdn tin" cho thdy cdu dang vugt cung. "Con 2 cdi" cho thdy cung
sdp can.

Ba luc dén véio mot cdu: ngudi khdc dang mua, nhiéu ngudi muén,
s&p hét — chi khong quyét bay gid | chi mdt. Cdc con sé cu thé
(3, 5, 2) lam cdnh khan hiém séng déng va tin dugc. Nhung bdt
budc phai THAT — dang live, néi déi bi bdt tai trén, va mot 1an bi
b&t la mat uy tin cé kénh.



KHI DUNG — KICH BAN POAN LIVE (GIS CAO PIEM, CO
PON THAT VUA CHOT)

Ban (néi, don vira kéu tit): Oi chi Trang vira chét 3 do size M
luén nha céa nha, cdm on chi Trang! Ma em nhin tin nhan thdy
con 5 chi dang héi size M nita né... Binh luén chay: "M con ko” -
"e M" - "cho e 1M" Ban (n6i): Em con diing 2 do M théi dé. 5 chi
héi ma con 2 cdi — ai nhanh tay em uu tién nha! Binh ludn: "
M" - "chét M e 6i" Ban (néi):** Chi Yén, chi Thu — hai chi chat
dugc 2 cdi M cuéi. H&t M réi nha cd nha, chindo 13 thi canh

live sau.

Cu chét cla chi Trang khong tréi qua ldng 18 — né thanh ngdi né
cho cd trédm ngudi: ngudi khdc mua réi, sép hét, minh phai nhanh.

BAI HOC PUC KET

Maéi don chét that trong live la mét ngoi né — ban
dirng dé né tréi laing, doc tén chi vira chét cho ca
tram ngudi nghe.

* Standing Room Only (Cialdini): ghép social proof (“chi Trang
chét 3") + scarcity ("con 2") cung lic — combo manh nhat
trong live.

* Ba con s6 cu thé (3 dé mua, 5 dang hdi, 2 con lai) lam canh
khan hiém séng déng va tin dugc.

* B4t budc THAT — live néi dai bi bdt tai tran, mot 1an [a mat uy
tin c& kénh.




Céu sau: khi live sép tan — cé mdt céu chdt cudi bding giong khong
dam phan.



Céau 95 — "Em khéng ché thém nha,
ma 'LIVE20' hét han khi em dong
live — chi chua g6 ma ddimaila
mat luén.”

Musi gis tdi, live d& 90 phut, gén tan. Ma LIVE20 gidm 20% chi
séng trong live. Nhiéu chi ldp 16 "dé mai mua cho rdnh", "mai chuyén
khodn". "Mai" & mat — mai chi quén, mai hét ma, mai chi thdy mau
khdc. Pay la lic d6i giong: khdng con diu dang mai, ma chdc nich,
dut khodt.

"Em khéng ch& thém nha, mé 'LIVE20’ hét han khi em déng live —
chi chua gé ma dgi mai lad mét luén.”

Vi SAO WORK

Loss aversion (Kahneman) + tonality. "Mét luén” ddnh manh hon
"dugc gidm 20%" — ndi s¢ mat gdp doéi niém vui dugc. Jordan
Belfort (Way of the Wolf, 2017) day vé tonality: v&io phase chét,
giong phadi chuyén sang “chdc chdén tuyét ddi" — khdéng xin xd,
khéng I&n giong cudi céu nhu dang hdi xin phép.

"Em khong chd thém nha" I giong clia ngudi ndm thé, khong phdi
ngudi nén ni mua gitm. Khdch cdm duge su chéc chdn dé va tin
theo — do du trong giong ngudi bdn lay sang do du trong dau
ngudi mua, va ngudc lai, chdc chdn lay sang chdc chén.

Chi dung khi that. Ma hét han khi déng live thi phéi hét that — néu
mai vén dung dudc, lan sau chi khéng tin mdt chir "hét han" ndo
cla ban nira.



KHI DUNG — KICH BAN POAN LIVE (LIVE SAP KET
THUC)

Ban (néi, giong chdc): Ca nha nghe em néi céu nay nha. Em
khéng ché thém déu — méa LIVE20 giam 20% hét han ngay khi
em tat live. Chi nao chua gé ma dgi mai mua, la mét luén cai
20% d6, em khéong mé lai dudc. Binh ludn: "gd LIVE20 & dau e”
-"chét LIVE20" - "e lay do kem mé LIVE20" Ban (néi):** Gé ma
LIVE20 vao 6 gidm gid khi dat nha. Em con md live 5 phut nira
théi. Chi Ngoc, chi Han gd réi — dugc 20% nha hai chi. Ai céon
phan van thi quyét di, 5 phut nira ma tu chét.

Giong chdc nich lam chi hiéu day khong phdi chiéu — mé chét that
khi live tdt. Ngusi 1dp 16 quyét ngay, vi "dé mai” gid déng nghia vdi
mat tién.

BAI HOC PUC KET

Vao phut chat cudi live, ditng nén ni — néi bang
giong chdc nich "dgi mai la mét luén”, vi chdc chan
ctia ban lay sang quyét dinh cia chi.

* Loss aversion (Kahneman): "mat luén 20%" manh hon "dugc
gidm 20%" — noéi s¢ mat gdp ddi niém vui dudc.

* Tonality (Belfort 2017): phase chét cdn giong chéc chdn tuyét
déi, khéng Ién giong cudi céu nhu xin phép — do du clia ban lay
sang chi.

e Chi dung khi that — mé hét han khi tdt live thi phdi hét that,
mai con dung dudc 1& mat niém tin cé kénh.




Cau sau: khi muén set sdn luat choi chét don ngay tir ddu live — cé
mot cdu ra Iénh gon gang giao dugc cd trdm don.



Cau 96 — "Chi nao comment 'CHOT
+ mau + size' la em pack luon.
Livestream hom nay em giao ship
COD cho 20 chi dau.”

Ddu live, vira chdo xong, 50 mdt va dang 1én nhanh. Trudce khi 1én
mau dau tién, ban can set ludt choi chét don — moét cu phdp ré
rang dé sudt budi khdch tu chét theo khudn, ban khong phdi gidi
thich lai ting lugt "chét kiéu gi em oi".

"Chi nao comment 'CHOT + mau + size' la em pack luon.
Livestream hém nay em giao ship COD cho 20 chi déu.”

Vi SAO WORK

Hanh déng don gidn + thudng ngudi nhanh + endowment. Cho
khach mét cl phdp rd ("CHOT + mau + size") bién y dinh mo hé
thanh mét thao tdc mot dong — ddy Id pinned comment
psychology (TikTok Shop 2024): hudng ddn gé ding cu phdp véo
binh ludn tdng chuyén déi 30-60%, vi né xod di su béi réi "chét
ki€u gi, nhén & dau’".

"COD cho 20 chi dau" gdp hai luc: first-mover advantage (nhanh
tay dugc thudng) + endowment (giao COD nghia I& haing gén nhu
dé& cta chi, chi chd ship vé). Set cdu nay ngay ddu live gitp ca budi
chay tron — khdch mdi vaio thdy ludt I lam theo, ban rdnh tay 1én
mau thay vi di gidi thich.

Nhd& ghim (pin) cau nday I&n ddu binh ludn suét budi, dé ai vao giira
chimng ciing biét luat ngay.



KHI DUNG — KICH BAN DOAN LIVE (PAU LIVE, SET
LUAT CHOI)

Ban (néi): Chao cé nha, bat ddu live nha! Ludt chét don hém
nay don gidn théi: chi ndo ung méu ndo, comment "CHOT +
mau + size” & em pack lién cho chi. Vi du "CHOT trdng M". Em
ghim luét nay 1én déu nha. Binh luén: "CHOT kem L" - "CHOT
den M" - "chét tréing S" Ban (néi):** Thdy chua, chi Vy "CHOT
kem L" — em pack nha chi Vy. Ma nhdc luén: 20 chi chét dau
tién hém nay em giao ship COD tén nhda, nhdn hang mdi tra
tién. Nén chi ndo ung thi gé lién kéo 16 20 sudt dau!

Set ludt ngay phat déu, cd budi khdch tu chét theo ci phdp, ban
giao dugc cd trdm don ma khdng réi.

BAI HOC PUC KET

Pdu live, hay day chi ding mét ci phap chét va
ghim né Ién — cé budi khach tulén don theo khuon,
ban ranh tay ban tiép.

* Pinned comment psychology (TikTok Shop 2024): ct phdp ré
("CHOT + mau + size") tdng chuyén déi 30-60% vi xod béi réi
"chot kiéu gi'.

* "COD cho 20 chi dau" gop first-mover (nhanh dugc thudng) +
endowment (COD = hang gan nhu dé cta chi).

* Ghim cdu lugt [én ddu binh ludn sudt budi — ngudi vao gitta
chirng biét luat ngay, khéng phai héi lai.




Nhom 16 khép & ddy. Ban cé ndm céu dé ding trudc éng kinh ma
chét cé trém don mot budi live. Nhung moi céu trong cé cudn séch
ndy — tU céu chdo ddu tién dén cau chét livestream — mdi chi lo
dugc MOT 1an bdn. Con mot viéc khé hon, va ddng hon tdt ca: lam
sao dé ngudi vira mua quay lai ldn hai, lan ba, va kéo theo ban bé
ho. Phan cuéi cling.
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Ca cuén sdch nay, dén gi&, day ban mét viéc: khéu vé 6¢. Khdch
gid ra cdi c8, ban khéu nhe cho con 6c¢ that 16 ra, réi chdt. Chin
mugi sdu cdu vira qua déu |& bién thé cla viéc khéu dé.

Phdn cudi nay d&i hdn giong.

Vi c6 mdt loai gid tri ma khéu khéng ra dudc — nd phdi nudi. Ken
Blanchard, trong Raving Fans, phan biét: khdch hai long chi & Iqi
dén khi cé shop khdc ré hon; con "raving fan" — fan cuéng — thi
lai, mua lai, va tu di ké cho ngudi khdc nghe vé ban ma ban khong
phdi trd mot ddng qudng cdo. Khdc biét khong ndm & sén phdm.
Nd&m & chd ban cé lam khdch thdy minh dugc nhg, dugc tran trong,
sau khi tién dé trao tay hay khéng.

Day & chd 99% shop budng. Giao haing xong 1& hét chuyén. Trong
khi ding luc d6 — khi khdch vira nhén hang, dang hai long — mdi la
lic ré nhdt va that nhdt dé gieo mét mai quan hé dai.

Cialdini c6 hai nguyén ly cho phan ndy. Reciprocity: ban cho trudc
(mbt vu dé&i, mdt su quan tdm, mdt sudt VIP), khdch thdy ng mét
cdch dé chiu v ddp lai. Unity: khi khdch thdy minh thudc "ngudi
nha" clia shop, ho trung thanh theo cdch ly tri khéng gidi thich néi.

Ba cau cudi cling khéng chét mot don. Ching mé mot vong: khdch
hai Iong — khdch ké — khdch méi dén — lai hai long. Vong dé, néu
chay, ddng hon moi ngdn sdch ads.

B4t dau.



Céu 97 — "Chi diing 6n thi tag em 1
story chi nhé — em tang chi ma
15% cho 1én sau. Cam dn chl da tin
em.”

N&m ngay sau khi chi nhdn bo skincare. Bl dé chi dung thdy hiéu
qué budc dau — da bét khd, d& xin — nhung chua 16u dén mic chi
quén ban la ai. Ban nhdn chi. Khéng phai dé bdn thém. D& cdm on,
va gieo mot hat.

"Chi dling 6n thi tag em 1 story chi nhé — em téing chi mé 15% cho
Ién sau. Cédm on chi da tin em.”

Vi SAO WORK

Reciprocity (Cialdini) + referral + Consistency. Ban cho ma 15% dé
d&i mét story — reciprocity hai chiéu, chi dugc Igi that, khéng phdi
lam khéng céng. Nhung don sdu hon la Consistency (Cialdini,
Influence, 1984): khi chi céng khai khen s&n phdm trén story cla
chinh chi, chi tu ddt mdt cam két céng khai — 1an sau chi mua lqi
chdc hon nhiéu, vi rat lui khdi th minh dé khen trude mdt ban bé 14
méu thuén v&i chinh minh.

Va story cla chi la social proof that, cham téi dung vong ban bé
cling gu vdi chi — loqi qudng cdo ddng tin nhat, thi ban khéng mua
dudc bdng tién ads. Cau "cdm on chij dé& tin em" d&t ding tinh than
Blanchard: chdm mai quan hé trudce, khong vdt thém don.

Diéu kién: chi phai that su hai long dé. Xin story khi chi chua ung I
phdn tdc dung — va té hon, lam chi nhé lai diém chua ung.



KHI DUNG — KICH BAN CHAT MAU

Ap dung 5-7 ngdy sau giao hang, khi khach dé dung va cé ddu
hiéu hai ldong. Cadm an trudc, xin story sau, kém phdn thudng that.

Ban (chd déng nhdn): Chi gi, bd skincare chi dung mdy hom
nay n khéng a? Da d& khé han chua chi? Khach: 6n @ em, da
min hon thdy ré, d& xin nita Ban: Da em mirng ghé. Chi dung
on thi tag em 1story chi nhé — em téing chi mé 15% cho ldn
sau. Cam on chi dd tin em tir ddu! Khdch: ok em, dé chi quay
story lat tag shop Ban:** Da chi dé thuong qud. Em glti ma
15% véo Zalo chi luén nha, giir diing lan sau a.

Mot story cta chi cham t&i vai chuc ban cung gu — qudng cdo théat
hon moi ads. V& chi vira khen céng khai thi l1an sau chi quay lai
chdc hon.

BAI HOC PUC KET

Khach hai long sé khong tu tag ban — ban phai
m&i, va ddi lai bdng uvu ddi that, sau khi dé cam on
chi trudc.

* Consistency (Cialdini 1984): chi khen céng khai trén story tu
d&t cam két — 1an sau mua lai chdc han, vi rat lui ld mau thudn
v@i chinh minh.

* Story cham ding vong ban bé cung gu — social proof that,
khéng mua dudc bdng tién ads.

* Chi xin khi chi that su hai long (Blanchard: chdm quan hé
trudc) — xin lic chua ung la phén tac dung.




Céu sau: khi mot khdch hai 1ong ¢é thé mang vé nhiéu khdch — cé
cdch mdi gidi thiéu ma cd ba bén déu lgi.



Céau 98 — "Chi thdy san pham ok la
em vui roi. Néu chi cé ban can
tudng tu, chi gu'l Zalo em nhé -
ban chg‘mua giam 20%, chi nhan
100k vé thé.”

Chi me bim mua lan thi hai bén ban — dot trudc sita, dot nay bim.
Chi dd tin ban. Va me bim c¢é mét tai sdn quy ma ban khéng mua
dudc: hdi nhdm me bim cung khu, cling tudi con, hdi nhau mua gi
mdi ngdy. Mot I8i chi gidi thiéu trong nhdm dé nding hon trédm cai
qudng cdo.

"Chi thdy san phdm ok I& em vui réi. Néu chi cé ban cén tuong tu,
chi glri Zalo em nhé — ban chi mua gidm 20%, chi nhan 100k vé
thé.”

Vi SAO WORK

Referral hai chiéu + Unity + win-win. Zig Ziglar vd Pham Thanh
Long déu day cung mét diéu: khdch hai ldng 1a kénh bdn ré nhat,
nhung ban phdi M3l ho gidi thiéu — ho khéng tu lam ddu, khong
phdi vi ho ngai ban, ma vi ho bdn va khéng nghi tai.

Thiét ké phan thudng hai ddu (ban chi gidm 20%, chi nhan 100k)
xo0d di cdm gidc "di ban hang hé shop™ chi gidi thiéu vi giup dugc
ban minh (ban cé vu déi that) chi khédng phai vi &n hoa héng [én
lut. Khéng cé ai thua — ban chi Igi, chi Igi, shop cé don mdi.
Cialdini goi déy la Unity: chi va ban chi cung thanh "ngudi nha" cta
shop, v&i mang lugi dy day 1én sau mdi lén gidi thiéu.



Cau "chi thdy san phdm ok l& em vui rdi" déit trude — cho di su chan
thanh trudc khi xin gidi thiéu, dung thir tu cla reciprocity.

KHI DUNG — KICH BAN CHAT MAU

Ap dung sau khi khdch mua 18n 2 va hai 1ong. Cdm on/ghi nhan
trudc, roi mdi gidi thiéu véi phan thudng hai chiéu ré rang.

Ban: Chi gi, dgt bim lan nay bé diing 8n khéng a? Khdch: én
em, bé khéng ham, chi ung loai néay réi Ban: Da chi thay sén
phdm ok la em vui réi. A néu chi cé ban nao ciing dang tim
bim cho bé, chi giti Zalo em nhé — ban chi mua gidm 20%, chi
nhdn lai 100k vé thé. Chi giup ban ma ciing cé chut cho chi a.
Khdch: ir dudc, dé chi gidi thiéu mdy chi trong nhém bim
chung khu Ban:** Da em cédm on chi nhiéu. Chi glti em tén ban
vGi sén phdm ban cén, em lo phdn con lai a.

Chi gidi thiéu vi chi giup dudc ban — khéng phdi vi hoa héng. V&
mét chi trong nhédm bim mé ra cé chuc khdach cung gu.



BAI HOC PUC KET

Khach hai long la kénh ban ré nhét, nhung chi sé
khéng tu gidi thiéu — ban phdi mai, va thiét ké dé
ca chi lan ban chi déulgi.

* Referral hai chiéu (Ziglar / PTL): thudng cé hai dédu (ban chi
gidm 20% + chi nhéin 100k) xod cdm gidc "bdn hang hé" — chi
gidi thiéu vi giup ban.

e Unity (Cialdini): chi va ban chi cung thanh "ngudi nha” shop —
mang lugi day 1én sau méi gidi thiéu.

* Cho su chan thanh trudc ("chi ok I& em vui réi") réi méi xin —
dung thi tu reciprocity.

Cau sau: cdu cudi cung — danh cho khéch da & lai 1au nhét, va né
ma ra mdt cdu chét khdng ndm trong cudn sdch ndy.



Cau 99 - "Chi da dung 2 thang ma
van nhé ghé em — em cam dn chi.
Em téng chi suat VIP hang méi vé
truéc 24h so véi khach khac.”

Chi quay lai l&n thi ba, th tu. Hai thdng trudc, chi ld mét khach la
g6 "con hang ko sh” luc mudi mét gid dém — ding cdi dém mé dau
cudn sdch nay. Gid chi nhdn "shop 6i cé madu mdi chua em”. Chj dé
thanh ngudi nha. Pay I& khdch quy nhéat ban cé — va ciing 1a khdch
hay bi d6i x{ry hét mét ngudi la vira ghé qua.

Ding dé chi chim vaio ddm doéng. Kéo chilén.

"Chi dé dung 2 thdng ma van nhé ghé em — em cdm on chi. Em
tdng chi suat VIP hang mdi vé trudc 24h so véi khach khac.”

Vi SAO WORK

Reciprocity + Unity + Exclusivity — va & déy, Ken Blanchard
(Raving Fans) 1& nén. Blanchard: trdi nghiém vugt ky vong I& thir
khién khdch tu di ké chuyén cho ngudi khdc. Cho chi xem hang mdi
trudc 24h 1a mot trdi nghiém nhdé ma vudgt ky vong — chi dudc uu
tién hon cd ddm déng, mot diéu chi khdng ddi mda dugc tdng.

Cialdini (2016) bd sung Unity: cdm gidc thuéc mot nhém nhd
"trong nha" (khdch VIP) tao long trung thanh vugt xa moi uu ddi gid
— ngudi ta & lgi v8i nai coi minh 1& ngudi nhd, ké ca khi chd khéc ré
hon. "Trudc 24h so véi khdch khdc" la exclusivity that: chi co tha
ngudi khdc khéng cé.



Cau nay khong xin gi cd — chi cho. Va chinh vi chi cho, n6 budc chi
ch&t hon moi cdu chét trong cd cuén sdch. Pay Ia dinh: tir "con
hang ko sh” dém dau tién, dén mdt khach goi tén ban, chd hang
clia ban, ké vé ban véi ngusi khdc.

KHI DUNG — KICH BAN CHAT MAU

Ap dung v&i khdch quay lqi ldn 3 tré 1&n. Ghi nhan su gdn bo, roi
trao mot ddc quyén that (xem trudc, gilr hang sém, gid riéng) —
cho, khéng xin.

Khdch: shop i cé6 méu méi chua em, thang nay chi dinh sdm
thém vai bd Ban: Chi i, chi dé theo em 2 thdng, mua téi lan
thif tu ma van nhé ghé em — em cém an chi that long. Em xin
phép dé chi vao danh sdch VIP ctia shop: hang méi vé chi
dudc xem va giif truéc 24h so vGi khach thudng a. Khach: ui
vay ha, thich ghé, vay cé gi méi nhdn chi dau tién nha Ban:**
Da chdc chdn réi chi. L6 mdi vé thir Sau nay, t6i thi Nam em
gti anh chi chon trudc. Cam on chi déa déng hanh véi em tir
nhitng ngay déau a.

Chi khéng con la khdch. Chi la nguGi nha. Va ngudi nha thi & lai,
mua lai, va ké vé ban — thi ma khdng ngén séch ads ndo mua néi.



BAI HOC PUC KET

Khdach quy nhét cia ban la ngusi quay lai lén tha
ba — dirng déi x{r véi chi y nhu ngudi la vira gé "con
hang ko".

* Blanchard (Raving Fans): trdi nghiém vugt ky vong (xem hang
trudc 24h) la thirkhién chi tu ké vé ban — khéng mua dugc
bdng ads.

* Unity (Cialdini 2016): cdm gidc "ngudi nha VIP" giit chi chdt hon
moi Ian gidm gid — & lai ké cé khi chd khdc ré hon.

 Cau chét cudi cung khéng xin gi — chi cho. Cho ding ngusi dé
& lai lau nhat.

Ba cdu vira réi khép lai 99 céu chét don. Nhung cé mot céu chét
cudi cling, va né khong ndm trong sdch nay. Lat trang.



L3i két — Cau chot thir100

Ban vlra doc xong 99 cau.

Gig t6i ndi va8i ban cdi ma cd 99 cau kia gop lai cling khong thay
thé dudc. Cau chot thi 100. Cau duy nhdt khéng ndm trong sdch
nay.

Cau chét thir 100 I& cdi do ban giao ngdy mai.

L& cdi do dung nhu hinh. La géi hang boc cdn than. La tin nhdn "chi
nhdn hang chua @" sau ba ngay. La cdch ban x{ ly khi khdch nhén
hang 16i — ban d8i ngay khéng cdn nhan, hay ban Idn mét.

Chin mugi chin céu trong sdch nay dua khdch dén nat "chuyén
khodn". Cau th(r 100 quyét dinh khdch cé quay lai lan hai khéng, cé
ké cho ban bé khéng, cé trd thanh ngudi bdan hd ban khéng.

Va day & su that ddng ma t6i phadi néi, du né lam cd cudn sdch nay
nghe bét quan trong di: néu san phdm ctia ban déi, 99 céu nay chi
gilip ban Ilra dudc khdch nhanh hon — mét Ian. Réi ho di. Rdi ho ké.
R6i cdi tén shop cla ban thanh cdi tén ngudi ta dén nhau trdnh.

Khéng céu chét ndo cliu duge mdt sdn phdm khong xiing. Toi viét
cudn ndy trén mot niém tin: ban cé thi tét dé bdn, chi la ban chua
biét cdch noéi cho khdch hiéu né tét. Néu niém tin dé ding véi ban
— 99 cau nay la ctia ban, dung di, ding méi téi.

Nhung néu ban dang bdn th minh ciing khéng ddm mua cho me
minh — déng cudn nay lai. Sia sén phdm trudc. Réi hdng quay lai
chét.



Vi chét don, ndi cho clng, I& mét hanh déng cla t t&. Ban gilp
mot ngudi quyét cdi tét cho ho — cdi ma néu ban khéng gilp, ho sé
chén chir maéi réi mua thir té hon & shop khdc. Chi khi cdi ban bdn
that su tét cho ho, thi mbi 1an ban chdt dugc mdt don mai la mot
l&dn ban t t€. Con khdng, né chi lad mdt 1an ban thdng va ho thua.

T6i mong ban thudéc nhém déu.



Néu ban muén thir ban ban mang
tén chinh minh

Codn mdt chuyén, trudc khi ban gép sdch.

Suét 99 cdu, téi gid dinh ban dang bdn thi gi dé — hang nhép,
hang si, hang dropship, héing ctia ngudi khdc. Va véi phan 16n chi
shop, thé 1& di. Chét gidi hang dang cd, séng khoé&. Tdi miing cho
ban.

Nhung cé mdt nhém — doc t8i dday, trong dau dé can mot cau hoi
khdc. Khéng phdi "lam sao chdt gidi hon". Ma la: "bdn méi hang
chung v&i mét trdm shop khdc, thi cé chét gidi ¢ ndo ciing chi dd
&n tiing ngdy. Bao gid minh mdi cé thir mang tén MINH?"

Né&u céu dé céin trong ddu ban — téi hiéu, vi t6i da dirng ding chd
dé.

T6i & Bui Khang Di, ngudi viét cuén ndy. Nghé chinh cla téi khéng
phadi day chét sale. Nghé cla t6i 1& [am xudng — HYPO GROUP,
xudng may tai TP.HCM, chuyén san xudt cho cdc local brand thsi
trang Viét. Tdm ndm trong nghé thdi trang, ba ndm ding & phia cdi
xuéng.

T6i d@ nhin hang trdm chd shop online budc qua ranh gidi d6 — tu
bdn hang ngudi khdc, sang xdy thuang hiéu riéng. Ngugi lam dudc,
déi d&i. Ngudi lam sai mdt budc — chon sai xudng, dm hang 16i,
mat cd von 1&n tén tudi — guc ngay 16 dau.

Néu ban dang nghi téi budc dd, t6i cé mdt cudn khdc cho ban:
"Chon Sai Xudng, Mét Cd Thuang Hiéu" — cdm nang chon xudng



cho local brand méi, dé ban khéng trd cdi hoc phi ma téi dd thay
qud nhiéu ngudi trd. Nhdn t6i, tdi gli ban. Mién phi, nhu cudn nay.

Khéng rang budc. Khéng ép. Néu chua téi lic, ci dé dé. 99 cau
chét trong tay ban réi — dung cho t6t cdi da.

Con khi ndo ban sé&n sang lam thi mang tén minh — ban biét tim t6i
3 dau.

- Di



Ve tac gia

Bui Khang Di — founder HYPO GROUP.

Tdm n&m trong nghé thai trang Viét Nam, ba ndm truc tiép ding
xudng sén xudt. Di qua dd vai: ngudi bdn hang online chét ting
don trong dém, ngudi xdy thuong hiéu riéng, va cudi cling I& ngudi
diing & phia cdi xudng — ndi nhin thay hang trém local brand di
qua, séng va chét.

Viét vi moét ly do don gidn: nhitng gi trong cdc cuén sdch nay, toi
udc cé aindi cho tdi nghe khi mdi véio nghé. Khéng ai néi cd. Téi tu
vép, tu dau, tu hoc. Gid t6i ndi lai — thdng, khong gir.

HYPO GROUP — CONG TY CO PHAN HYPO GROUP Xudng may

B2B cho local brand thgi trang. Zalo/Hotline: 0888 599 919 -
Website: hypogroup.vn Xudng: F10/37 Lgi Hung Cudng, TP.HCM



Phu luc — 99 céau tra nhanh

In riéng trang ndy. Ddn canh laptop. Khi khdch gé tin, do xuéng
ding nhédm, mé& sdch tra cau day da.
Nhom 1- Chao pha bdng
 Cau 1. "Chj ai, em thdy chj inbox tir méu do hoodie xdm size M —
chi mua cho minh hay tding ai a?"
* Cdau 2. "Chao chi, em Trdm bén shop ne. Chi ludt qua page em
réi hay day & 1an dau g?”
* Cau 3. "Chado chi, em phu trach khdch mai bén shop. Chi dang
tim gi d& em uu tién gl thi chi hap nhdt g?”
 Cau 4. "Chi 6i, em thdy chi hay tim may bai do croptop tudn
ndy. Cé méu chi dang tinh Iay khéng, em check kho luén cho a."
e Cau 5. "Hi chi, em vira nhén don cta 1 chiy hét chi (bé 3 tudi,
hay ho vé dém). Chi cé gdp giéng vay khéng a?”
* Cdu 6. "Chdao chi, em thdy chi comment 'gid’ bai do trdng. Em
gli bdng gid + combo thdang nay chi coi gitp em nhé?"
 Cau 7. "Chi inbox em nhé, em online t3i 22h — em phdn héi trong
3 phut. Chi can gi em chudn bi sé&n cho a?"
 Cau 8. "Chj chdio em, em Linh — em x{ don ca téi. Chi cé 30
gidly em hdi 2 cau dé glii ding thit chi cdn dugc khéng a?”

Nhém 2 - Khai thdac nhu cau

e Cdu 9. "Chi dang dung bén ndo réi g? Chi thdy diém ndo chua
ung dé em khoéng 1dp lai 16i d6."



 Cau 10. "Chi mb t& k¥ hon giup em phan chi chua hai long dugc
khéng a?”

e Cau 11. "Chj d& thir cdch gi dé gidi quyét vu ndy chua? Cdch dé
work khéng a?”

 Cau 12. "Néu tinh trang ndly kéo ddi thém 3-6 thdng, chi nghi
héu qua sé thé nao?”

 Cau 13. "Néu gidi quyét dugc vu ndy ngay thdng ndy, chi sé
dung thdgi gian d6 cho viéc gi a?”

e Cau 14. "Trén thang 1-10, viéc gidi quyét cdi nay uu tién é muc
ndo vai chilic nay?”

 Cau 15. "Ngodi chj ra, ai con tham gia quyét dinh vu nay g?"

* Cau 16. "Chi dang dung brand riéng hay dang bdn khong cé
brand a?"

Nhém 3 - Tao ly do mua (Reason Why)

 Cau 17. "Chi chét hdm nay di vi em con 3 sudt gid cii trong
thdng, mai 16 mai vé gid téing 15% do ty gid."

* Cau 18. "Combo 3 hop hém nay em uu tién chi vi chi da theo
shop tir tudn trudc — em thdy chi tim nhiéu bai."

* Cau19. "Em dé gid ndy cho chij vi em thdy hodin cénh chiy mdy
chi bé&n em d& mua va c6 két quad — em muén chi ciing vay."

 Cau 20. "Chi mua bay gid di vi thdng sau em vd mua Tét khéng
kip tu van ky nhu bay gis déau a.”

 Cau 21. "Chjldy combo 2 hdp di vi tinh ra ré han 40k/hép, ma
da duing 3 thdng khéng can dét lai — d8 chi phi ship + phi géi."

 Cau 22. "Em khuyén chi chon size L vi hoodie ndly em thdy
oversize s&n 5cm — chi thich é6m thi lay M."



Nhom 4 - Social proof

e Cdu 23. "ChjHdng 3 Q7 tudn trudc cling ddn do y chi — bé ciing
3 tudi, cling ho vé dém. Chi Hdng Idy 2 hdp, tudn ndy inbox em
xin thém."

* Cau 24. "Bén em dd Ién don cho 68 chi me bim khu chi trong 3
thdng qua — em xin phép gt chi link Zalo group dé chi chat vai 1
chi dd dung nhé?"

* Cdu 25. "98% me mua bén em chon combo 2 hop thay vi1vi
tinh ra ré hon 40k. Chi theo combo hay lay 1thr d& a?”

e Cau 26. "Néu chi vao link nay, chi sé thay 200+ review chi me
da dung — em khéng néi sudng, dé khach kia néi."

e Cau 27."SAng nay cé 4 chj d& inbox méu ndy. Con 2 cdi size M.
Em uu tién ai chét trudc a.”

* Céu 28. "Bén em dudc [tén bdo/KOL] ddng bai gidi thiéu thdng
trudc — chi google [tén shop] + [t&n bdo] xem truc ti€p néu chi
chua yén tdm a."

Nhém 5 - Scarcity + Urgency that

e Cau 29. "Con 3 do size M cudi cling. Mai |6 mai vé nhung gid
tdng 15% vi xudng vira bdo tdng vai."

 Cau 30. "Uu dé&i ndy em gilr dén 22h téi nay vi mai em phdi bdo
lai kho sdng s8m. Sau 22h em khéng tu quyét dugc nita.”

 Cau 31. "Em dd& pack sén tén chj véio hdp giao chiéu nay. Néu
chi chét béay gid, ship 2h chi nhdn trong hém nay luén.”

e Cau 32. "Em con giir gid cii cho 5 chj nhdn 'CHOT' trong 30 phut
t&i. Sau dé em phdi cap nhat gid mailén hé théng.”



 Cdu 33. "Anh chi cé 24 gid nita d€ Idy gid nay vi em vao chucng
trinh s&n phdm mdi ngdy mai."

e Cau 34."Em déng dan trong 1tiéng nita vi shipper em dang chd.
Chi chét em cho 1&n xe luén.”

 Cau 35. "Uu dai gidm 20% cudi thdng con 2 ngdy. Chi dgi thdng
sau lad mat luén — em khéng clu dugc dau.”

* Cau 36. "B&n em bdn méu ndy gidi han 50 chiéc/thdng vi xudng
dét handmade. Con 8 chiéc trong thdng nay."

 Cau 37. "Chi chua cén gép thi ding. Nhung gid thdng ndy chicé
thdng ndy. Em khéng muén thdng sau chi mua dét han 15% cling
1hop."

* Cdau 38. "Chi chét hém nay em kém freeship 63 tinh. Chéot sau
mai em khéng tu dua freeship dugc, phdi theo gid céng ty."
Nhém 6 - Cam két nhé

* Cau 39. "Chi chup gitp em 1tdm hinh viing da bé dé em tu vén
chinh xdc dugc khong a?”

* Cau 40. "Chj doc qua bang chét liéu nay 30 gidy gilp em roi
minh ban ti€p nhé?"

e Cau 41. "Chi déng y la uu tién hang ddu I& an todn cho bé ding
khéng a? Vay sdn phdm phadi dat chudén X — em gti chi bén kiém
nghiém."

* Cdu 42. "Chij glfi em size + dia chi dé em giif gip 1tiéng a. Chi
khéng chét em véin khdng tinh phi — chi dé em ddm béo hang
cho chi.”

* Cau 43. "Em gUi chi 2 méu — chi chon gitp em mdau ndo chj thay
hgp hon a.”



* Cau 44. "Néu em gidi quyét dudc X, chi cho em co hdi phuc vu
chichua?”

Nhom 7 - Xirly "dét qua”

 Cdu 45. "Ddt so vdi cdi gi a chi?”

* Cau 46. "Hop nay chi dung 60 ngay, tinh ra 8.000d/ngay —
chua bdng nlra ly tra dd via he."

 Cau 47. "Em héi that, néu em gidm 100k nira thi chi chét ludn
khéng a? Néu khéng thi minh khédng dang bén vé gid.”

* Cdu 48. "Dét so véi cdi khong dung thi cdi ndo ciing dét. Nhung
dung cé két qué thi cdindo ciing ré."

* Cau 49. "Em c6 ngudng gid thép nhat em ship dugc. Thap hon
nira em phdi cdt chdt, cdt hop, cdt bdo hanh. Chi mudn phdn
ndo cét dé em bdo?"

 Cau 50. "Chi mdt bao nhiéu tién trong 6 thdng qua dé xi véin dé
ndy chua xong a?"

Nhom 8 - Xir ly "dé t6i suy nghi”

e Cdu 51. "Em hiéu, quyé&t mua gi cho con cdn can nhdc. Chi chia
sé cu thé chi dang can nhdc diém gi dé em gilp chi dd théng tin
a?”

 Cau 52. "Ngodi viéc cén suy nghira, con gi khdc chua yén tdm
khéng a?”

 Cau 53. "Chi minh rét hiéu. Trong ltic chij suy nghi, em giir gitp
chi mic gid ndy 24h nhé — mai 16 mdi vé & tadng do."

 Cau 54. "Chij suy nghi vé gid, vé chat, hay vé viéc bé cé hop
khong g?”



e Cau 55. "Chi cdn bao lau dé quyét? Em ddnh ddu lai v nhdc chi
ding ngdly dé — em khéng phién chij gitra chiing.”

* Cau 56. "Néu em g8 dudc cdi khién chi dang chan ch, chicé
s&n sang chét hém nay khéng a?”

Nhém 9 - Xirly "shop khac ré hon”

* Cau 57. "Chi cho em xin link shop kia em check giup — cung tén
do ma cotton 100% va@i cotton pha polyester gid cdch nhau xa
1&dm."

* Cdu 58. "Ré hon that a. Nhung shop d6 cé ddi trd 15 ngay ké cé
dd@ md tem nhu bén em khéong a?”

e Cau 59."C6 2 loqi ré: ré vi cét bét, vairé vi ho mdira ban chua
ldy dugc von. Bén em khong thudc kiéu ndo — em cdn dai han
véi chi.”

* Cau 60. "Bén em khong dua gid. Bén em dua gid tri. Chiso 3
shop clng chat liéu nay em cam k&t em khéng cao hon.”

* Cau 61. "Chi mua ré han 30k ma 3 thdng sau do bung chi, chi
mat luén 300k dan d4. So thé ndio a?”

* Cdu 62. "Em khong bdn ré nhét. Em bdn dé chi mua 11an roi
quay lai — khédng phai mua 3 lén vi lan trudc hdng."

Nhém 10 - Xir ly "héi chéng/vg”
e Cau 63. "Em hiéu. Em hdi that, gié si anh nha néi 'em thdy dudc
thi ldy’, chi ch&t ludn hay con diém ndo chua yén tam?"
* Cau 64. "Aild ngudi quyét cling chi vu ndy a? Em muén tu van
ding ngudi dé chi khéng phdi gidi thich lqi."
* Cau 65. "Hay em chat v&i anh nha chi1cdu cho anh yén tam
dudc khéng a? Nhiéu anh chi can thdly em 1& xudng that Ia ok."



e Cdu 66. "Chj hdi anh xong nhdn em nhé — nhung em xin gilr murc
ndy dén hét hém nay théi vi mai diéu chinh.”

Nhém 11 - Xir 1y "khéng tin / s bi lira”

 Cau 67. "Chi cé thé nghi em la shop &o, haing dém, thu tién xong
bién mat. Em xin gli chi: MST céng ty, dia chi xudng, video
xudng, COD 100% — chi chi trd khi nhén va kiém."

* Cau 68. "Bén em cho chi 15 ngay dung thi. Khdng hgp em hoan
100% khéng héi ly do — chi khéng phdi chiu rdiro gi.”

* Cdu 69. "Chij Hang & Q Binh Thanh, sn 1990, mua 3 hop tudn
trudc — em xin phép gt chi s& Zalo chj Hang dé chi hdi truc
tiép?”

* Cau 70. "Chi khéng tin em cling dugc. Nhung chi tin cdi nay
chu?"

Nhém 12 - Chét gia dinh + lva chon

* Cau 71. "Em déng goéi cho chi luén nhé, ship COD chiéu nay a."
* Cau 72. "Chi lay mau be hay xdm, em ghi vao don?"

* Cau 73. "Chilay combo 2 hay combo 3 tiét kiém hon g?"

* Cau 74. "Em xr don cho chinhé?”

e Cdu 75. "Chi chuyén khodan hay COD a?"

e Cau 76. "Vay minh d& déng y: bé can loai ndy, chét phu hop, cé
bdo hanh. Em x don cho chinhé?"

e Cau 77."C6 3 ly do chinén chét hém nay: (1) gid cudi thang, (2)
hang con 3, (3) qua tdng con. Em x& don g?”

* Cau 78."Cé ly do ndo dé chi khéng chdt hém nay khong a?”



Nhém 13 - Chét Voss (mirror, label, no-oriented)

* Cau 79. "Ddt so véi du tinh g?" — nhai lai 2-3 tir cudi ctia khdch,
giong dilén, réiim

* Cau 80. "Nghe giéng nhu chi dang phan van giita 2 méu vi s
mua réi lgi khéng hop da.”

* Cau 81. "C¢ phi ly khéng néu chi thir 1 hdp trudc xem sao?”

e Cau 82. "Chj da bd y dinh gidi quyét van dé nay chua?”

Nhém 14 - Upsell / combo

 Cau 83. "Chi ldy combo 3 hdp em t&ng thém hdp quéd boc riéng
— chi hodc tdng luén ai d6 clng dung. Ré hon 25% so v&i mua
1é."

* Cau 84. "Bén em c6 thém serum vitamin C tuéin ndy sale 50%
chi danh cho khdch mua kem — cé 3 chd, em uu tién chi lay
khéng a?”

* Cau 85. "Chi ddt thém 1 hop gilt dung dai khéng — 3 thdng sau
van gid nay bén em khéng hira duge.”

* Céu 86. "Combo 2 do tee + 1short déng bd — em dp gid ddc
biét 490k thay vi mua 18 620k. R& hon 130k. Chi ldy hay chi
tee?"

* Cau 87."Chilay y hét 16 trudc cho lan ndy nhé — em khéng cén
chichonlaqi, em pack luén.”

Nhém 15 - Ciru don gié bé

 Cau 88. "Chij Vy ai, hdp kem chi chon con 1 phan trong gid — em
gill gid dén 22h. Nhan: [link]"

* Cau 89. "Chi quén gi trong gié khong? Em giir hang thém 12
tiéng cho chi. Nhan hoan tat: [link]"



* Cdu 90. "C6 thé chij cdn thém thong tin trudc khi quyét. Day la 3
cdau chi Hang (mua tudn trudc) hdi em — chi doc thir: [link video
90s]. Néu OK, hodin tat tai day: [link]."

e Cau 91. "Chi Vy, gié chi hét han giir trong 6 gi& nira. Em kém
thém freeship 63 tinh — chét tai day: [link]. Sau 6 gid em phai
md& hang cho khdch khac.”

Nhém 16 - Chét livestream

* Cdu 92. "Con 3 do size L cudi cling. Chi ndo nhén sé 1" vao
comment em uu tién chét trudc a.”

e Cau 93. "Ai chét trong 30 gidy t&i em tdng thém tui tote — mai
Ién gian la khong c6 deal nay.”

e Cau 94. "Chj Trang vlra chét 3 do size M — con 5 chi dang nhdn
tin. Em con 2 do size M théi, ai nhanh tay?”

e Cau 95. "Em khong chd thém nha, méa 'LIVE20' hét han khiem
déng live — chi chua gé mda dgi mai l&d mat luén.”

* Cau 96. "Chindo comment 'CHOT + mau + size' la em pack ludén.
Livestream hém nay em giao ship COD cho 20 chi déu."

Nhém 17 - Raving Fan / referral

* Cdu 97. "Chj dung 8n thi tag em 1story chi nhé — em t&ing chi
ma 15% cho lan sau. Cdm on chj d& tin em."

e Cau 98. "Chi thdy san phdm ok & em vui réi. N&u chi cé ban cén
tuong tu, chi glti Zalo em nhé — ban chi mua gidm 20%, chi nhén
100k vé thd."

e Cau 99. "Chj d& dung 2 thdng ma van nhd ghé em — em cdm on
chi. Em tding chi sudat VIP hang mdi vé trudc 24h so vaSi khach
khac."
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