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LOI GIOI THIEU -

T rong nhimg ndm d4u thién nién ky mdi, Internet
phat trxen manh mé da lam thay d01 hoan toan bd
mat cia nganh marketmg n01 chung va cac loal hmh
quang cio n01 neng

. Hoat dong quang céo dax chung van c6 stic manh
dang, ké nhung khéng con quan trong tuyét d6i nhu
truGe. Cac kénh truyén théng méi nhu Internet va dién
thoai di dong xudt hién va phat trlen vo‘1 toc do chong
mat da pha v& thé doc quyen cua quang cao t1ep thi
truyén thong, Pidu nay dang tac dong manh mé den hoat
ddéng marketing cua ca cac cong ty khong Io vcn stic
manh tai chinh vd han.

Cudn séch ndy dua ra khai niém Matketing Dong
tinh. Piy 1 midt trong nhitng ky thuat marketing mdi
nham ting hiéu qua cta tiép thi 1én nhiéu [an. Phuong
phap nay ciing gitip cic cong ty nho hon véi tiém lyc tai
chinh han ché tao. ra cho minh chd trG marketing
(marketing niche) du 16n va an toan.

Xay dyng niém tin vao thuong hiéu va 16i kéo dugc sy
d6ng tinh ctia khach hang 1 c5t 16i cua phuong phap tiép
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thj nay. Hi€u va nim r6 dugc gi4 trj cua sy “dong tinh” tir
khéch hang, nhitng ngudi 1am marketing sé& cé dugc trong
tay mét vii khi lgi hai d€ tao uy tin va niém tin cia khach
hang vao thuong hiéu, ciing nhu d€ thuong hiéu va cac
san pham, dich vy dugc chap nhén rong rii va bén vimg.

Nhung siic manh ciia marketing va quang cdo dai
chiing van con nén nhitng ngudi lam marketing khong
thé bo qua cdc hoat dong marketing truyén théng nhim
tao n tugng t6t dep ban d4u cho khich hang myc tidu.

Hoat ddng marketing va quang cio ludn 1a yéu t6
thuyét phyc va tao ra nhén thic t5t trong tdm tri ngudi
tiéu dung, d& chuyén ngudi xa la thanh khich hang.
Marketing Dong tinh sé gitip chiing ta gianh dugc.cam
tinh cua khach hang, bién ho tr¢ thanh nhirg ngudi ban
va nhitng khach hang trung thanh cua thuong hiéu.

Gianh dugc sy dong tinh cia ngudi tiéu ding qua céc
buéc thuyét phuc khéo 1éo chinh 1a sy khac biét va s1rc
manh cia Marketing Dong tinh. Do ciing chinh 1A c4c gia
tri an chia trong cudn sich nho nay.

Tran trong gidi thiéu cling ban doc.

‘NGUYEN NAM TRUNG

Chu tich HDQT Céng ty Quéang Cao Storineye,

Chu tich HDQT Céng ty Thiét k& Truyén théng DAS
va Trudng Truyén théng Phuong Pong (ESC)
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LOI NOI DAU

arketing ngdy nay da trd thanh mét mén khoa

hoc véi nhitng nguyén tac, gido diéu. Sy phat
trién cia truyén théng, sic manh khéng ngd cua
Internet va cic cdng nghé tuong tic da 1am cho cong viéc
marketing ngay ca‘lng dé dang hon. Nhung moi thi béng
trd nén roi ren, hon don. _

Gan nhu moi cong ty déu thyc hién cic hoat dong
marketing. Ho quang cdo, ¢§ dong ban hang, phat hang
mﬁu, 'khuyé'n mai, t6 chic cdc sy kién, cic cude thi, v.v... va
hdi hop chd doi. Khéng cb gi bao dam chéc chén 1A sitc
mua hang héa sé ting va néu cb thi ciing khong chéc lgi
nhuén du &€ bu d4p nhing chi phi bé ra. Cac cong ty khong
[6 v&i hang trim nim lich sir hay cong ty méi xuét hién déu
1dm nhu nhiing gi da duge hoc tip, da trai nghiém va réi
ch¢ dgi... xem xem ho sé ¢6 lgi nhuén hay thua 16.

Nhitng ngudi 1am marketing ké ca cia cic cong ty
khéng 16 ciing bat ddu cam thdy ap lyc cia sy han ché.
Ho khéng thé lam dén hang trim chién dich marketing
thir nghiém. Nhung mét hay mudi chién dich thi khong
da d& dam bao thanh cong. Quang cio trén mot vai dai
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truyén hinh, mdt vai [in trong ngdy ciing chua chic da
du. Hang chyc, hang trdm cong ty 16n khéc ciing dang
lam nhu ho, hang ngan va thim chf hang trim ngan cong
ty canh tranh cling dang lam nhw hg. Moi ngudi déu bj
tiac dong bai thanh cong cia ngudi khéc, nhitng thanh
cdng dugc lan truyén, ban luin & khip noi. Thanh cong
bdng nhién trg thanh mét thit hi€ém hoi, hang triéu ngudi
lam nhung chi m¢t s nho trong d6 thanh céng.

Cai thoi ma marketing con dugc xem nhu 1a mét nghé
thudt da qua, sing tao dudng nhu khong con ché ding
trong marketing ngay nay. Néu chi c6 sing tao thi chua
du ¢ vugt qua ddm may mu marketing hén d6n cia thoi
dai truyén théng bing nd ngay nay; ban can phai c6
nhiéu tién € tao sy chi y. Va khi chi phi ting 1én qu4
16n thi 1¢i nhuén khdng con duge dam bao nita.

Nhimg nim dau thién nién ky méi, ngudi lam
‘marketing va quang cdo déu bj sa [y trong mot viing
bun, khéng ai du sitc nhay vot 1én cao va du lau d8 hon
hén ngudi khéc. Ai ciing coi minh dang séng tao, dang
xay dyng va thanh co6ng nhung ho biét chi thyc t&€ méi
chimg minh cho nhitng gi h¢ mong muén.

Moi ngudi lam marketing déu tréng dgi mot diéu méi
mé c6 thé gitp cho ho vugt qua ddm miy mu marketing.
Cudn sich nay sé dem d&n cic ban mot didu méi:
Marketing Dong tinh. P6 1a mét quan diém marketing
mo&i trong thdi dai Internet duge Seth Godin, Phé Tong
Gidm d6c phy trich marketing cua Yahoo!, nghién ctru
va phat trién.
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Cac cong ty trén toan thé gii s€é nhanh choéng quen
v&i nhimg khai niém marketing dugc Seth Godin trinh
bay trong cudn Permission Marketing (Marketing Dong
tinh). Nhitng ngudi 1am marketing & khép ngi rdi s€ ndi
v&i nhau vé cac nguyén tic d3 trd thanh théng dung cua
Marketing P6ng tinh va cich iing dung t6t nhat cc khai
niém nay.

Ban hdy nhin lai cudc séng hang ngay va ro6i ban sé
hiéu nhitng diéu nay 1a hoan toan cé co s6. Hai trd ngai
chinh trong cudc séng hién dai 1a thdi gian va ning lyc.
Cudc s6ng cia chiing ta hém nay dé dang hon nhiéu so
v&i cha 6ng trude kia, hdu nhu moi cong viée kit vat hang
ngiy d3 dugc cic loai miy moéc du ki€u dam nhén.
Nhung tai sao cudc sOng cua chiing ta ngay cang trd nén
ban ron?

Don gian thdi, bdi ngly nay ching ta ¢ qua nhiéu thi
can luu tAm. V6 s& nhitng sy viéc nay sinh da chiém hét
thai gian cta chtng ta. Thdi gian cua chiing ta bi cong
viée, hoc tip va vui chaoi chiém hé&t. Méi ngay, sy viéc moi
phét sinh ngay cang nhiéu thém. Néu ban mudn thinh
thoang 1én mang, ban 14y thoi gian ¢ dau?

Chiing ta s& phai lya chon, néu mudn c6 thdi gian 1én
mang, ban phai tir bo viéc xem truyén hinh, tra 15i thy, di
d4u d6 hay choi védi cac con.

Hiy d6i mit voi sy that: thoi gian ngay cang khan
hiém. Va nhiing gi khan hiém sé ludn dat do.

Piéu nay 1a mot nguyén tic kinh t&. Nhung v&i Seth
Godin, diéu ny lai chinh 14 mét co hgi € kinh doanh.
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Y tudng cin ban ctia Marketing Dong tinh rdt don
gian: cugc doi méi ngudi chi c6 mt quy thdi gian nhat
dinh, viéc sir dung quy thdi gian d6 sao cho hiéu qua la
viéc lam chi yéu cua con ngudi hién dai. Viec “quan tam”
dén mét diéu gi cin dén 1y tri. B&i vay dé gianh duge sy
quan tdm va bén dugc hang héa cho ngudi tiéu dung,
ban cin phai dat dugc sy dong tinh d€ ngudi tiéu ding
quan tam trudc da. Ban thyc hién viéc nay bang mot 15i
hita qua cugc doi thoai tryc ti€p thay vi sit dung chuong
trinh quang céo truyén hinh, dién thoai hay thw bén
hang. Ngugi tiéu dung sé dong tinh véi ban vi ho muén
tim hiéu thém vé dong san phdm chuyén biét ma ban
dang chao ban hay ¢ thé vi ban cam két s& mang lai mét
tién ich nao d6.

Trong mét thé giéi khong két néi, diéu trén 13 mot sy
mé cudng, phi thyc t&€ cia m6t ngudi lam marketing khong
tudng. Nhung thdi dai cia cong nghé thong tin, Marketing
Doéng tinh xuat hién hoan toan bét ngd va sé 1am thay ddi
hoan toan nhitng quy tic marketing truyén thdng.

Ngay nay, vi ngudi tiéu duing ti€p cin ngudn théng tin
da dang rat dé dang nén nhitng ngudi lam marketing cé
cam tudng 1a nhitng san phdm tuong ty nhu cua ho dang
tran ngép thj trudng. Khach hang c6 thé mua qua mang
mdt mén hang tuong ty ré hon so véi & cac dai ly. Trong
khi ho phin khéi vi diéu ndy thi ngudi kinh doanh sé
m4t déan l¢i nhudn va long trung thanh ctia khach hang.

Nhung stc manh ctia c6ng nghé truyén thong hién
dai cling ti€p stc d€ cong ty gén két v4i khach hang qua
déi thoai c4 nhén va nhd d6 phat trién mdi quan hé
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khach hang - doanh nghiép ngiy cing viing chéc. Chién
lugre nay khong chi bao vé cho san phim khéng trd thanh
hing héa phd thong, n6 con 1a mot dich vu gia ting dé6i
véi ngudi tiéu dung. Dxch vy ndy con ding gia hon
nhiing san pham tién tién voi gia hgp 1y nhat trong dong
san pham phd thong. ~ ,
Giao luu tryc tiép v6i ngudi tiéu ding 1a viée xua cii
khi san xuat diy chuyén, phan phéi dai tra va quang céo
truyén thong dai ching chua bing né. Thi d6, ban hang
12 m6t qua trinh 4n c¢in va dya trén sy dong long hgp tac
cia ngudi tiéu ding, Va rdi, nén kinh t& san xuét dai tra
‘ra 361, n6 da 1am thay d6i phuong cich ban hang xua cii
6. Nén kinh t& méi danh déu sy xudt hién cia day
chuyén san xuat 16n, sén*phﬁm dugc tiéu chuin héa, viéc
phan phéi trén pham vi rng 16n va cic phuong tién
truyén théng truyén di rong rai nhiing thong diép quang
‘c4o. Trong diéu kién d6, hiéu qua kinh t&€ cta truyén
théng dai ching cé sitc hap din ma khé cd ngu‘o’l lam
marketing cudng lai dugc.

Ngay nay, cong nghé truyén thong da ching minh
tinh hiéu qua trong viéc thyc hién d6i thoai c4 nhan véi
timg ngudi mét trong hang triéu ngudi tiéu ding & khép
moi noi trén thé gidi.

Cong nghé truyén thong cho phép ngudi lam
marketing giao luu tryc ti€p véi tiing ngudi tiéu diing ma
khéng t&n kém nhiéu théng qua thao tac kich chudt hay
g6 phim. Quan trong hon, ngudi tiéu ding da tham gia
vio qui trinh marketing — trong d6 ngudi ban hang ho
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tr¢ ngudi tiéu ding mua hang va ngudi tiéu ding lai.
gitp ngudi ban tiéu thy hang héa.

Néu mét cong ty giao ti€p 8t véi khach hang, thi
khach hang sé tin tudng vao nhiing lgi ich ma cong ty
mang lai cho ho, tir 6 ho s€ gin bé hon véi cong ty.
Khéch hang cang hoa nhip vao qua trinh giao tiép bao
nhiéu thi ho cing gén b6 v&i cong ty bay nhiéu. Khich
hang sé trung thanh v&i san pham cua cong ty thay vi tim
dén v4i nhitng nha cung cap khéc.

Giao ti€p vdi khach hang 1a mét né lyc nhim ting
thém gi4 trj cho hang héa. Sé khong con cach nao khac,
bdi nén kinh t& san xuit dai tra khéng con vai trd lon
nhu trudce nita. Thai ky nhing cong ty chi ban nhitmg thir
minh c6 d3 qua. Bay gi¢ ho phai ban nhimg tht khach
hang cin. ,

La mét ngudi tiéu ding, ban khong ngimg tim kiém
nhitng san phdm m&i, nhitng 16i quang céo hip dan,
nhitng chuong trinh khuyén mii va bao hanh. Vi moi
cong ty déu nd lyc dé ban dugce cic san phim, dich vy
mdi va chuyén biét cua ho. D€ lam dugc diéu d6, ngudi
lam marketing tdn dung ting gidy d€ gui di cic théng
diép marketing t&i moi x6 xinh, ngéc ngich véi hy vong
1a cac khich hang tiém ning sé doc duge. Vi vy, 1a mot
ngudi tiéu dung, ban sé bj chim ngip trong nhiing théng
di€p quing cio. Moi gidy phit ranh réi cia ban déu duge
ngudi lam marketing coi 1a co h$i d€ quang cio va thu
hit sy quan tim.

Ngudi lam marketing mudn céc thong diép quang céo
cia ho hién ngay trudc mit ban. Cé nhu vay, ho méi
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thanh céng. Nhung ngudi tiéu ding ¢6 muén bj “hanh
xit” nhu vay khéng? '

V6i cac cong nghé truyén thong hién dai, cic cong ty
ngdy nay c6 thé gianh dugc sy dong tinh ciia khéach hang
dé ho chi ¥ dén thong diép ciia minh. Mt cong ty ¢ thé
tryc ti€p hoi mot khach hang xem ho can cung cap thém
thong tin gi khong. Hay ting qua cho khach hang vi da
tiép nhan thong diép cua minh.

C6 rit nhiéu cach dé ting qua cho khich hang: mét
phi€u mua hang giam gi4, mét khoan tién tugng trung,
‘tham gia mét trd chai, hay thu thip diém thudng... Va
mdt khi ban gidnh dugc sy dong tinh cta khach hang,
ban &3 c6 mot tai san cyc ky gia tri ma khé c6 mot dai
thu canh tranh ndo c6 thé 18y mat cta ban. Ban va khach
hang d3 trd thanh ddi tic bén vitng cia nhau.

Moi cong ty réi sé sit dung Marketing Dong tinh nhu
mot vii khi 1gi hai d€ canh tranh thanh cong. Marketing
béng tinh ciing 14 mét thuée do d€ dinh lugng hiéu qua
cuia cdng ty trong thdi dai cua thuong mai dién tir.

Pay chinh 1a cuén sich danh cho nhiing ai mudn biét
cach canh tranh trong mét “th€ gi6i phang”. Con néu ban
chi mudn tim hiéu vé cic loai hinh marketing trong thoi dai
Net, cudn sach chéc chan sé thay d8i nhin thitc cia ban.
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N am 1983, Spinnaker, phin mém dugc dau tu 16n
nhit trong lich str, chinh thitc ra mat. Puge dau tu
hon 17 triéu d6 la, n6 hita hen s&@ m¢ dau cho mot thé
loai phin mém mdi: tro choi gido duyc tré em.

Seth Godin, khi d6 13 Gidm d6c Thuong hiéu cua
Spinnaker. Ong dugc danh mot khoan ngén sich cyc 16n
dé quang céo Spinnaker. Godin d3 bo nhiéu tién dé
quang céo trén tap chi People va hiang chyc tap chi noi
tiéng khac. Nhung Godin khéng thu dugc bang chimg
xac thyc nao vé hiéu qua cia cic quang cio do.

Mot thdi gian sau, Seth Godin quyét dinh ra di va
chuyén sang nganh xuit ban. Lai mét [an nita, 6ng cd
thé vung tay khong tiéc tién vao cic quang co truyén
thong. Nhung nhu Iin trudc, cic quang cdo khong
mang lai hiéu qua.

CAc cong ty 16n da tung ra hang triéu d6 la quang clo.
Cac nha xuit ban 16n, c6 tén tudi ciing khong hé biét
~ duge ai sé 1a khach hang ciia minh, vi thé cic chién dich
tiép thj sich cua ho khéng ro rang. Hang nim, mgt nha
xuit ban 16n xuit ban hiang trim d4u sich hay nhung
ciing khong gianh dugce sy trung thanh cia khach hang,
khéng tao dyng dugc thuong hiéu.
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Nhiing nghi ng¢ ctia Godin khi con 13m quang c4o &
Spinnaker dugc chitng minh 1a ding. Quang c4o thyc sy
khong hiéu qua.

Nam 1990, khi thyc hién chién dich quang b4 cho
nhitng dich vu méi trén mang cho cong ty Prodigy,
Godin chi ra hai sai [dm ciia cong ty. Thit nhat, Prodigy
mét chi phi qua 16n d€ c6 duge mét khach hiang méi,
nhung khach hang d6 chi sit dung dich vy cua ho trong
mot vai thdng. Thit hai, Podigy giam phi djch vy thap
nhu nhau véi moi khich hang nén doanh thu dich vy tir
nhiing khéch hang thudng xuyén bj giam.

Trudce tinh hinh 46, Seth Godin tung ra dich vu quang
ba d4u tién trén mang goi 1a Guts. D6 13 bude khai dau
quan trong cho nhitng thanh céng tiép theo: Prodigy
thyc hién quang b4 cho nhing thuong hiéu 16n nhu
AOL, eWorld (Apple), Microsoft vd CompuServe. Trugc
d6, Godin ciing thanh 14p mét cong ty thiét k& cong nghé
nhdm chudn bj nhitng k¥ thuit c¢an thiét dé thye hién céc
chuong trinh quang b4 méi. Godin va cic dong nghiép
da phat trién va hoan thién mét ¥ twdng marketing méi
~ Marketing Dong tinh - hiéu qua hon nhiéu so véi
Marketing truyén thong.

V@i y tudng méi, Godin muén dua quang cdo trs lai
ding vj th€ cua né trong thdi dai kinh doanh mang héa
ngay nay. Cong nghé hién dai dang lam thay d6i nganh
quang c4o. Chiing ta khong thé 1am ngo trudc sy phat
trién manh mé cua Internet. Thu dién tit tré thanh mot
phéin caa cudc sdng. Ngay ca mét gidm muyc Thién chiia
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gido & New York ciing phai thira nhin: “N&u Chia séng
trong thé gidi ngay nay, chic ngai ciing sé c6 mét dia
chi email!”.

Néu ban di biét va tin vao sitfc manh cta Internet,
ban s€ hiing tha v6i cudn sach nay. Internet sé 1am thay
d6i y thitc marketing xua cii ¢€ hinh thanh mét phuong
thic marketing méi hiéu qua hon. Nhitng vi dy duge dé
cap trong cudn sach nay sé chitng minh diéu do.






1

Nhirng tré ngai khéng thé
giai quyét bang tién

B an khong d€ y dén nhitng tht ma ngudi lam

marketing giti dén cho minh hang ngay: san phdm
dung thtt, nhiing tin quang c4o... Va ban khéng c6 16i vi
diéu nay.

Ngudi tiéu ding cam thdy thé giéi chung quanh ho
dang cang liic cang “phang” hon: Truyén hinh, quang cdo
c6 mét khap moi noi, tir sAn bay t&i tin cic nha vé sinh,
thong béo vé moi chu dé. Dién thoai di ddng trd thanh
vat bat ly than ctia moi ngudi.

po. & 4 szch‘néy sg. 6i vé khé khén ctia nganh quang
c'ﬁ"’ v l}' cac};‘l thirc dé nhitng ngudi lam marketing
t&&mnﬁ na01 trudng ngay cang khac nghiét.
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Nhitng ngudi lam marketing s6ém nh2n ra 13 phuong
thitc quang c4do va ban hang truyén thong khong con
hiéu qua nhu trugc. Ho nd lyc tim kiém nhitng phuong
thitc marketing méi d€ ting thj phan va lgi nhuin.
Marketing Dong tinh 13 mot cach suy nghi khic biét dya
trén thay ddi vé quang cao va dich vy ngay nay.

NGUOI TIEU DUNG KHONG €O THOI GIAN XEM HET
MOQI QUANG CAO

Ba muoi ndm trude, do chi c6 mét vai kénh truyén
hinh nén chiing ta lya chon va ghi nhé cac chuong trinh
ua thich kh4 dé dang. Thoi d6, quang céo ciling nhu
chuong trinh giai tri. Moi ngudi cling xem cic chuong
trinh quang c4o va mua cic san pham gidng nhau. Lam
marketing lic d6 rat dé. Néu ban c6 mét san pham va du
tién quang cao, chac chin ngudi tiéu dung sé mua san
phiam cua ban. Va néu quang céo cia ban hip dan, san
phim cua ban s€ ban rat chay. Ban hoan toan tinh dugec
lgi nhuin cta minh.

Véi sy phat trién cia nganh truyén théng, ching ta
khong con nhé hét cac chuong trinh truyén hinh, khéng
con doc hét cac bao, tap chi nita. Do d6, cic quang cio
khong con sitc hdp dan nhu truée. Moi ngudi hiu nhu
khong muén lya chon, ho chap nhan mét sin phdm, mét
nha hang nio tam dugc, ting bi€t dén, hon 1a mat cong
tim kiém san pham tot hon trong hang déng nhitng san
phidm hay nha hang xa la.

'Hang ngay, chiing ta budc phai ghi nhén khéng biét
bao nhiéu la théng di€ép quang cdo, marketing. Ching &
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| khap noi: dudng phd, nha ga, sin bay cho d&n tin nhitng
chdn riéng tu nhat nhu phong ngu cua ban.

Gan m¢t thé ky qua, nhitng ngudi 1am marketing chi
dya vao mét hinh thitc quang cdo va marketing duy nhat.
Ching ta goi hinh thiic truyén thdng nay la Marketing
Qudy rdi, boi moi quang cdo ngiy nay déu cit ngang
hanh déng cua khich hang, budc h¢ phai cht y dén
thong di€p quang cio.

Con nh¢ nhitng ngay d4u khi dat nu6c mé cia va d6i
mdi, chiing ta rat byc khi quang cio cit ngang chuong
trinh ua thich. Tham chi, mét gidm déc dai truyén hinh da
1én ti€ng: Dai truyén hinh khéng thé cit bo quang céo
nhung s& phat né vao dau hay cuéi chuong trinh. Nhung
16t cuc, thj trudng da thing: moi viéc van nhw cfi, dai
truyén hinh cin quang cdo d€ ton tai.

Dai truyén hinh khong thé gom cic chuong trinh quang
céo lai vao dau hay cudi mét by phim hay game show bai
nhu thé sé& khong thu hat duge sy chii § cia ngudi tiéu
ding, va hiéu qua cua quang cio khong con nita. Ban than
chiing ta cling dd quen v&i quang céo giita chuong trinh.
Ching ta chuyén sang kénh khac khi ¢6 quang céo hoic
khéng nghe, khong xem, khong chti y d&n. D6 13 cach
ngudi tiéu ding phan (g lai Marketing Quay rdi.

MARKETING QUAY ROl - PHUONG PHAP TRUYEN

THONG BE LOI KEO SIF CHU Y CUA KHACH HANG

Mdc di khong con nhiéu ngudi chi y tdi cac quang céo
trén tap chi va truyén hinh nhung quing c4o vin 1a mét
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cong cy khong thé thi¢u cua marketing. Nhitng ngudi lam
marketing van tim cich d€ quang céo cua ho thu hit sy
quan tim cua khich hang tiém ning. Néu ho khéng cat
dit dong suy nghi cta ching ta va gieo vao d6 mot vai hat
giong thi quang c4o cua hg sé that bai.

Ban c6 thé dinh nghia quang cdo 14 mot khoa hoc
quay rdi doi sdng cia ngudi tiu ding va 16i kéo ho mua
hang héa dich vy. Nhu vy, mét quang céo 30 gidy trén
truyén hinh hay trén tap chi ¢in phai quiy réi “t6i da”
khach hang, néu khéng né sé that bai.

Ngay nay, tuy quang cio ngdy cang phat trién nhung
viéc quay réi ngudi tiéu dung lai tré nén khé khin hon.
biéu nay tuong ty nhu ciu chuyén sau: gia sir ban dén
mot san bay ving vé vao lic sing sém. Ban thoai mai vi
khong ai can tré hay lam phién ban. Béng c6 ai ¢6 hai
ban: “Lam on chi giim t6i dudng t&i cong s6 7!” Puong
nhién, ban khéng hé mong dgi hay dy kién digu do.
Nhung ngudi d6 ciing lich sy va ban ciing dang thoai mai
nen sin sang, vui vé huéng dan.

Béy gid ciling van tai sn bay 36, nhung v4i mot khong
gian khac han: sin bay chét kin ngudi, ban phai chen 14n
d€ kip 1én mdy bay. Ban khong thay thoai mai. VA ciing
ngudi d6 v4i cing mot ciu hoi d&n bén ban, thai d cua
ban lic ndy hoan toan khic. Ban thodng nhin ngudi d6
r6i di tiép voi mot 101 xin 16i. Néu gip 10 ngudi nita
ngudi nhu vy, thii d6 cua ban sé thé nao?

Cudc song cua chiing ta phin nio ciing giéng cau
chuyén trén. Ban c6 qué nhiéu viéc ¢in 1am nhung khéng
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du thdi gian. Ban lién tuc bj nhitng ngudi la mit quay
r6i. Hang ngay, ban phai mit thdi gian vi cic théng diép
quang cio.

Xu huéng quang c4o qudy rdi nhu vy ngiy cang ting.
Diéu d4ng ndi la nhiing ngudi lam marketing dang &ay
xu huéng nay phat trién manh mé hon. D€ ton tai va
phét trién, ngudi lam marketing budc phai sdng tao ra
nhiéu cach dé qudy rot hon nira!

Thét vay, trong hon ba muoi nim qua, ngudi lam
marketing da khong ngiing ting chi phi quang cdo va tim
kiém phuong thitc méi d€ quiy réi cude sdng cta chiing
ta. Khong ai trong s6 ho thyc sy nam duge vAn dé nén
chéng ai nd lyc tim kiém giai phap d&€ khéng phai quay
roi ngudi tiéu ding nita.

NGUOI TIEU DUNG KHONG MUON MAT THOI GIAN
TiM SAN PHAM THAY THE

Ngay nay, ngudi tiéu dung khong con quan tdm dén
chat lugng san pham nhu truée nita. Boéi hang héa ngay
cang t6t va dam bao khién cho ngudi tifu dung khong
bén tdm vao viéc lya chon nita. Mot chiéc xe may Nhat
hay Thaéi chac chén sé t6t hon mét chiéc ctia Trung Quéc.
Nhung “tién nao ctia ndy”, ngudi tiéu ding biét digu dé
nén ho gan nhu khéng lya chon cic xe trong dong xe
Trung Qudc.

Hau nhu ai trong chiing ta ciing c6 nhiing thuong hiéu
ua chudng riéng. Néu ching ta da hai long véi chat lugng
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cua nhitng sin pham hay dich vy mang thuong hiéu 49,
thi viéc gi phai tim nhitng san phim thay th&?

Chang ta déu khéng con mong chd sian phim méi
nita, chiing ta gdn nhu da 6 du nhitng gi cin thiét cho
ban than.

Trong khi d6, € ban dugc san phdm va thu lgi nhuén,
cic cong ty khong ngai tung ra hang trim thong diép
quang c4o du ngudi tiéu dung c6 thich hay khéng. Viéc
nay it nhiéu ciing dem lai hiéu qua nén nhitng ngudi lam
marketing van tim moi cich d€ sin xuit cang nhiéu
chuong trinh quang c4o cang t6t. Trung binh ngudi tidu
ding phai tiép xdc v&i hang ngan théng diép méi ngay,
hang triéu thong diép moi nam.

Nghe thi cé vé 1a qua nhiéu, nhung d6 chi vi ban
khong d€ ¥ ma théi. Mot bubi di siéu thj, ban da phai
cham mit v6i hang ngan thoéng diép quang cio ¢ khap
noi. Mot tiéng ngdi trudc ti vi, ban phai xem hang chyc
dén hang trim quang c4o. D6 14 chua ké dén bao chi, méi
mét t& bdo phai c6 dén nam, bay chyc quang cio. Céng
nghé m&i da tao ra hang ngan cich quang céo.

Khoang ba nam truc, chiing ta chi ¢6 mot vai kénh
truyén hinh. Ngay nay ching ta c6 th€ xem hang chyc va
dén hang tram kénh ¢ khép noi trén thé€ gisi. Quang céo
ngay cang phét trién khi cong nghé World Wide Web ra
doi. Ngay nay, trén mang luén c6 khoang vai triéu
website thuong mai khac nhau. Nhiing trang tim kiém
nhu Yahoo, Google san sang cung cip cho ngudi sit dung
m@t danh myc gobm hang trim triéu website du loai. Néu
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mudn, ban cb thé truy cip hang tram triéu website nay
nhung cling véi d6 1 hang trim triéu thong diép quang
cao kém theo.

BON PHUONG PHAP BPE MARKETING PAl CHUNG
TON TAl

Véi sy phat trién cua cong nghé truyén théng, ngudi
lam marketing nhédn thiy minh sé khong thu dugc két
qua kha quan nao néu chi st dung mét hay vai phuong
tién truyén théng. Ho wu tién st dung kénh truyén théng
thu hit dugc nhiéu ngudi quan tim nhit.

bay 1a bon cach ngudi ldam marketing st dung d& d6i
pho véi viée quang cdo truyén théng ngay cing mit dan
anh hudng.

Mot la, ho bé tién quang céo trén nhiing phuong tién
khéng truyén thong, la thuéng nhung hip din nhu tram
cho xe bus, thang miy & cic cao 6c va thim chi cac
phong vé sinh c6ng cdng.

Cac cong ty déu nhin thiy khach hang c6 thu nhép
cao khong con danh nhiéu théi gian cho cic chuong
trinh truyén hinh nita. Vi vdy, nhitng ngudi lam
marketing tim ra nhitng hinh thitc quang céo khic it phd
bién nhung hiéu qua hon.

Ngudi lam marketing d3t quang céo ciia ho vao nhiing
noi chua dugc st dung triét € nhu cac phuong tién van
chuyén c6ng cfng, vao mit sau hbéa don tinh tién cta cac
cta hang, trén san hanh lang cac siéu thj v.v...
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Hai ld, tao ra nhiing quang cio giy séc hoic gidu tinh
gidi tri. Vi du nhu Coca-Cola sir dung dao dién hing du
¢ Hollywood cho cic quang cdo truyén hinh hay moét
cong ty st dyng hinh anh mét phy ni ngéi trén bon vé
sinh d€ quang cio san phiam gidy m&i cua ho.

MGt céng ty mudn vugt 1én trude d6i thu cia minh
khong con cich nao khic 1a quang cdo nhiéu hon dsi
thu. Diéu nay dan t6i quang cdo cia ho chi nhim ha bé
doi thu chit khéng nhim khic siu vao tim tri khach
hang tiém ning thuong hiéu ciia minh.

Viéc tap trung vao muyc tidu giai tri khién quang céo
khéng thé nhidn manh nhiing 1¢i ich cia san phim cin
quang ba. Trong mét quang cio truyén hinh 15-30 gidy
thi thdi gian gy chd § chi€ém hét ba phan tu, ngudi lam
marketing chi c6 may gidy d¢€ mai goi khan gia sir dung
hang héa hay djch vu.

Ba la, thay d6i quang cédo lién tyc d€ giit dugc tinh
tuoi mé6i va hap dan. Marlboro di chi nhiéu ty d6 la
trong nhiéu nim lién dé€ hinh anh chang cao béi luén
tuoi méi va trd nén quen thudc véi ngudi tidu ding.
Apple Computer ciing thay d6i slogan hang nim cho phu
hgp... T4t ca déu nham 18i kéo sy chi ¥ ciia khach hang
tiém ning. Khong c6 sy chi y s& khéng cé quang cio,
khong c6 marketing.

Bon la, sit dyng cic bién phap marketing tryc tigp
nhu mé chién dicﬁ thu tin tryc tiép va t6 chirc cac hoat
ddng c6 dong. Tuy nhién, nhiéu céng ty phi pham hang
ty nhiing 14 thu, nhitng td roi cac loai ma khéng c6 ngudi
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doc. Cac hoat dong quang b4 c6 dong ban hang bit dau
bdc 1§ nhitng mit han ché.

MARKETING TRUC TIEP - GIAl PHAP TAM THO!I

Méc du hi¢u qua hon quang céo, nhung Marketing
Trye ti€p ciing gy ra sy lang phi tii chinh dang ké.
Chang han nhu nguoi lam marketing thudng hai long véi
ty 1€ tra 16i 2% cho mot chién djch thu tin tryc tiép. 2%
tra 11 ¢6 nghia 1a 98% s& thu bj 1am ngo hay 98% khach
hang tiém ning bo qua ching. Va sin phadm danh cho
2% s0 ngudi tra 19i d6 phai ganh chju mét phin chi phi
marketing danh cho 98% ngudi thd o con lai kia.

D€ d6i phé véi tinh hudng trén, mot s§ ngudi lam
marketing sit dung mdy tinh d€ luu tri¥ va phan loai
khach hang cho nhiing chién dich thu tin truc tiép cua
ho. Tét nhién, cach lam hiéu qua nay mau chéng duge 4p
dung rong rai va né khdng con 1 vii khi 1gi hai cua riéng
mat ai nita.

Chién dich c8 d9ng cho bo phim Titanic 13 mét vi dy
thanh céng cua Marketing Tryc tiép. Tuy nhién, chi phi
cho chién dich nay vugt xa khoi sy tudng tugng cua
nhiéu ngudi. Sau d6, Hollywood tiép tuc thyc hién chién
dich marketing tuong ty vdi cic b phim khac ctia minh.

Mot khi chi phi cao chitng t6 dugc tinh hiéu qua cua
nd, né sé hap din, 16i cuén moi ngudi 1am theo. Va ngudi
thye sy hudng l¢i tir viéc ndy chinh 13 nhiing cong ty
truyén thong,
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TAl SAO CAC CONG TY QUANG CAO KHONG TiM
CACH PE QUANG CAO KHONG CON “QUAY ROI”
KHACH HANG?

Tai sao cic cong ty quang cio, noi tip trung nhiing
con ngudi sing tao day tai nidng, lai khong né lyc tim
céch giai quyét d€ quang cao hap dan va khong con lam
phién khéich hang? Pon gian boi chinh hg - nhitng cong
ty quang c4o 16n - ciing dang d6i mat v4i hai thach thie:

Thir nhdt, khich hang khong con & lai lau dai véi
cong ty quang cio nita. Ngay nay, cic cong ty thudng
thay ddi ddi tac lam quang cio cho minh vai nim mét [an
d€ bao dam sy tugi maéi cho cac chuong trinh quang céo.

Thit hai, cich 1am ra tién nhanh nhit trong nganh
quang cdo 1a mua cic céng ty quing cido va xdy dyng
thuong hiéu cho chiing. Vi vy hiu hét nhiing bd 6c siéu
viét trong nganh déu don tim tri vao viéc xdy dyng
thuong hiéu cho cong ty quang cdo cua ho thay vi xay
dyng thuong hiéu cho cong ty khac.

MARKETING QUAY RO!I AN CH(UPA NHIEU MAU THUAN

Nhitng ngudi lam Marketing Qudy r6i ngay nay
thudng phai d6i mit vi nhilmg van dé sau:

1. Su chil y ctia con ngu'd'i c6 gi6i han

Ngudi ta khéng thé 1am duge moi thit, xem moi thi
hay ghi nh¢ moi thi. Cang c6 nhiéu théng tin, ngudi ta
cang chit loc va lya chon d€ ghi nhé.
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2. Con nguroi c6 gi¢i han vé tién bac

Vi nguén tai chinh ciia méi ngudi déu c6 giéi han nén
ho phai lya chon. Ho sé chon mua nhitng san phim ma
ho quan tim.

3. Cang nhiéu san phdm cing logi dirgc cung ting,
cang {t co hdi cho nhitng san phdm cu thé

Khi ngudi ta mua mot chai Coca thi ho khong mua
Pepsi nita. Cang c6 nhiéu san phdm, cang c6 nhidu ke
thua hon 14 ngudi thing.

4. D€ gianh dugc thém sy quan t@m cua khéch hang,
nhitng nguoi lam Marketing Qudy réi bude phdi ddu tw
vdo marketing va qudng cdo nhidu hon

Trong cudc choi cia nhing ngudi lam Marketing
truyén théng, ddu tu it hon d6i thu cua minh chin chin
s€ nhan lay that bai.

5. Nhung chi phi cang I6n, hidu qud marketing
cang giam _

Phai ching Marketing Dai chiing hay Marketihg Quiy
r8i da dén hoi két thic? Khong hén vay, nhung chac chan

can cb sy thay d6i. Cin c6 mét phuong thic marketlng
mdi d€ thay d6i hoan toan méi trudng marketing.






2

Marketing
Dong tinh phat huy
hiéu qua lam quadng cdo

T rong chuong niy chiing ta sé xét qua tdng thé cic y
tudng cot 16i clia Marketing Pong tinh. Moi hoat
dong marketing sé t6t hon khi ¢6 y&u t6 dong tinh. Trong
mot vai trudng hop, khai niém Marketing Déng tinh c6
thé thay d6i cin ban mé hinh kinh doanh ciing nhu ciu
triic ciia mét cdng ty. N6 sé hé trg ban trién khai nhitng
chién djch marketing thyc t&€ hon va thanh céng 16n hon.

Marketing Qudy r6i thét bai vi n6 khéng thu hit da sy
quan tim can thiét cia khich hang. Marketing Péng tinh
hoat dong dya trén sy quan tim ciia khach hing va né sé
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tan dung co héi ma Marketing Quéy r6i tao ra. Bgi vi, khi
c6 sy dong tinh, khach hang tir ché khéng quan tdm dén
san pham s& quan tam trd lai va vgi midc 49 cao hon.

TAT CA BEU DA LOI THO!

Hai trim nim trudc day, cic ngudn tai nguyén thién
nhién va nguyén vét liéu khong phai dé dang ma cé
dugc. Con ngudi cin dén dat, sat va nhiing nguyén vat
liéu can thiét khac cho san xuit. Vao ldc d6, néu ban
nam giit nguén nguyén liéu doi dao nay thi d6 1a ca mot
gia tai to 16n.

Vi r6i cudc cich mang c6ng nghiép nd ra, tinh khan
hiém tir nguyén liéu chuyén sang hang héa thanh pham.
Cac nha may déu hoat dong hét cong suat. Nhitng ngudi
ldim marketing c6 thé lam dugc moi diéu bgi khong
nhiéu hang héa thay thé.

Nhung trong thj truong canh tranh ngay nay, véi vo
s0 san phdm va thuong hiéu g€ lya chon, ching ta khong
¢an ton nhiéu sic lyc d€ c6 duge thit minh mudn. Moi
ngudi déu c6 d6 dung nhu nhau va ho thudng wiit bo
nhitng gi hu hong thay vi dem di stta nhu truge.

Khi mét san phim hay djch vy dugc san xuit hay
cung cip nhiéu qua mic thi gia trj ciia né phai ha xudng.
D6 1a tinh trang cua cic thong tin trén mang ngay nay.
Chang qua thita va ré tién. Ban c6 thé truy cép thong tin
nay ma hau nhu khéng cén phai tra tién.

Nhung c6 mdt thit tuy khdng khan hiém nhung ciing
khong thira thai. M6t thit ai cling chi ¢6 nhu nhau, cho
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du d6 1a Bill Gates hay Warren Buffet di nita, d6 1a thai
gian. Trong cudc s6ng tran ngip thong tin ngay nay, thdi
gian 1am han ché sy chi ¥ ctia moi ngudi.

Thoi gian dang ngdy cing tré nén khan hiém, ban
khong du thdi gian cho moi thit ban mudn. Ban sé@n sang
chi nhiéu tién dé c6 thém thoi gian, trong khi nhitng
ngudi lam marketing lai cd gianh gigt ldy nhitng
khoan thdt gian quy bau dé.

Marketing Quay r6i l1a ké thu cua bit ctr ai dang mudn
danh dym thdi gian. N6 khong ngimg quiy réi chiing ta
khi chiing ta dang d€ tAm vao chuyén khac. Nhitng ngudi
lam Marketing Quay r6i khong chi thit bai trong viéc thu
hit sy cht ¥ ca chiing ta t6i san phdm va dich vy cia ho
ma con lam hao phi thdi gian — ngu6n tai nguyén qui gia
cia chting ta. Vé 1au dai, Marketing Qudy r6i khong con
c6 thé dugc coi 1a mot cong cu Marketing Pai chling nira.

Marketing Déng tinh sé 1a sy thay thé xing dang.
Bing cach chi tiép thi cho nhiing ai san sang, Marketing
Pong tinh bao dam dugc 14 ngudi tiéu ding sé quan tam
hon dén thong diép marketing. N6 cho phép ngudi lam
marketing néi vé minh mét cich diém tinh va dang tin va
khong lo bi quéy r6i boi thong diép quang céo cta cac
d6i thu. Marketing Pong tinh 1am hai 1ong ca ngudi lam
marketing 1an ngudi tiéu dung,.

Marketing Pong tinh khuyén khich ngudi tiéu ding
tuong tic trong mot chién dich marketing, lau dai.
Ngusi tiéu ding duge huéng 1gi nhd quan tdm dén
nhitng thong diép ti€p thj lién quan. Hay thi tudng
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tugng, thong di€p marketing ctia ban duge 70% khach
hang tiém ning quan tdm chit khéng chi 5% (hay thim
chi 1%) nhu thong thudng nita. Va réi hon 35% s6 ngudi
d6 dap lai thong diép cua ban. D6 1a diéu s& xay ra khi
ban tuong tic véi timg khach hang tiém ning qua
nhitng théng diép mang tinh c4 nhan, dugc ho dong
tinh va chip nhén.

Marketing Déng tinh phai mang tinh dy kién, riéng tu
va thich Gng.

+ Tinh dy kién dam bao mei ngudi sin sing nghe
nhiing gi ban ndi;

+ Tinh riéng tu tic 12 nhiing théng diép d6 danh riéng
cho tling ca nhén;

+ Tinh thich tng dam bao viéc ti€p thi huéng téi
nhitng thit ma khach hang tiém ning quan tam.

Ban biét ring giao ti€p v6i ting khach hang tiém ning
mt céch ridng tu nhu véy 13 khéng thé, nhung véi trinh
dd cong nghé hién nay, diéu nay ndm trong tim tay ban.
Va d€ 1am dugc diéu nay, ban phai loai bé cich suy nghi
theo Marketing Truyén thSng. Giéng nhu Marketing
Quéy rdi, Marketing dong tinh ciing t6n nhiéu chi phi d&
mot [an gii di khong chi mdt ma hang chyc théng diép
dén nhimg nhém d6i tugng khac nhau. Nhung két qua
thu lai hoan toan khac. Pé chinh 1a lgi thé canh tranh
cia Marketing Dong tinh. Chién djch Marketing Dong
tinh s€ bién nhitng ngudi xa la thanh ban hiu va réi tir
ban hitu thanh khach hang cua ban.
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HAI PHONG CACH CAU HON

Théng thudng, khi mot cong ty mudn thyc hién cac
chuong trinh marketing, ho tim dén mét cong ty quang
cio, xay dyng nhitng quang cio hﬁ'p dan. Ho “nghién
cttu” cic phuong tién ly tudng @€ tung cic quang céo cia
ho ra. Bang cich d6 ho xdm nhip vao ddi sdng riéng tu
cia ngudi tiéu ding v4i hy vong nhitng ngudi nay sé
quan tim dén nhiing gi ma ho trinh bay. Khi thit bai, ho
thudng 46 16i cho cong ty quang céo.

Nhung c6 cich khic € viéc cong ty két than v4i ngudi
tiéu diing va khach hang hgp Iy va thanh cong hon, d6 la:
“hen ho” trude da.

Mot ngudi lam Marketing Dong tinh truGc tién sé hen
ho véi khach hang tiém nidng. Néu mei viéc c6 chiéu
huéng tot dep, ho ti€p tuc hen ho cho dén khi ca hai céd
thé trao ddi thyc sy thoai mai vé nhu ciu va mong mudn
cta nhau, réi dén thim gia dinh cia nhau. Cudi cing, 10i
cdu hén dugce dua ra véi ty 1€ thanh cong gan nhu 100%.

NAM BU'O'C BE HEN HO VO'I KHACH HANG

Thong thudng, d€ hen ho ban ¢in ¢6 1y do chinh dang.
Trong budi hen dau tién thi cang cin ddu tu nhiéu tién
bac, thoi gian, long kién dinh hon va nhat 1a phai c6 du
1y do dé ngudi xa la sén long giao ti€p vdi ban.
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N&m budc dé hen hé véi khach hang

4+ Cung cdp cho khach hang tiém nang cta minh mét loi
ich dé khoi dong;

4+ Cung cdp cho ngudi tieu dung mét chuong trinh kéo
dai dé co thoi gian trinh bay vé san pham va dich vu
minh cung ung;

Cung c6 loi ich dé duy tri méi quan tam cta khach hang;
Tang cuong muc dé déng tinh ctia khach hang tiém nang;

Thay ddi thoi quen tiéu dung cta khach hang va
chuyén viéc nay thanh loi nhuan.

Néu khéng c6 du ly do d€ tiép tuc hen ho, khach hing
tiém ning madi cia ban sé tit chéi cac cude hen tiép theo.
Néu ban khong cung cap duge mét tién ich du hip dan
dé 16i kéo ho tiép tyc dén véi cac cufc hen sau tiép theo,
san pham, dich vy m&i cua ban sé bj lam ngo.

O budc mét, sy khuyén khich hay lgi ich ma ban cung
cap can phai dugc cong khai ré rang va minh bach.

D4 1a sy khac biét r6 nhit gitta Marketing Dong tinh
va Marketing Quidy rdi. Marketing Quiy rdi danh hét
thoi gian va tién bac vao viéc lam phién nhiing ngudi xa
la, nhdm thu hit sy cha § cta ho.

O buéec hai, khi d3 chi®m duge cam tinh ban du cia
nguoi tiéu dung, ngudi lam Marketing Dong tinh s& ¢6 co
hoi thdng tin cho ho vé nhiing lg1i ich cta san phdm va dich
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vu cia minh. Nhitng ngudi lam Marketing D6ng tinh hiéu
rang cudc hen ho dau la co héi d€ dat dén nhitg cudc hen
ti€p theo. Méi budc trong hanh trinh nay déu phai hap dan,
hitu ich va lién quan véi nhau.

Mot khi ngudi tiéu dung d3 quan tdm d&n nhitng cudc
hen ho véi ban, viée trinh bay lgi ich cta san phdm hay
dich vy sé d& dang hon nhiéu. Do @4, ban chi cin tdp
trung vao san phdm hay dich vu ciia minh nhim huéng
ho t6i d6i tugng cy thé. Ban dugce trinh bay thoai mai
nhitng lgi ich nay véi khach hang tiém ning. D6 1a vii khi
1gi hai nhat cua phuong phap Marketing Pong tinh.

BuGc thit ba 1a cing c6'lgi ich da trao cho khach hang
tiém nang nay. Gi6ng nhu mét sinh vat séng, 1¢i ich ciing
bi bdo mon theo thdi gian. Ban sé chan nhiing gi thuong
xuyén 13p lai. Khach hang tiém ning ciing sé cam thiy
moi mét véi lgi ich ¢t lip di ldp lai. Ngudi lam
Marketing Dong tinh phai né lyc lam tuoi méi nhitng 1gi
ich cung cap cho khach hang tiém ning € ho ludn quan
tdm t4i san phdm va dich vuy. Viéc nay rat don gian béi
ban da c6 dugc mot méi quan hé hai chiéu véi khach
hang. Ngudi lam Marketing Déng tinh s& thay d6i cac lgi
ich d6 theo ting doi tugng.

Budc thit tw 14 tdng cuwdng mite d6 déng tinh 43 nhan
dugc tir khich hang tiém ning. Chiing ta khong ban dén
timg chi tiét ctia qua trinh ho hen nay, myc tiéu cao nhat
cua ching ta 1a khuyén khich khach hang tiém ning d6
dong tinh hon nita. Ho sé cung c4p cho ban théng tin c4
nhén hay s& thich riéng tu ciing nhu nhitng mong muén
vé ching loai san phdm méi. Mitc d6 dong tinh ban nhin
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dugec hét sitc to 16n, gin nhu bao gbm tat ca hoat ddng
lién quan t4i khich tiém néng.

Khi thdi gian ho hen kéo dai, ngudi lam Marketing
DPong tinh sé 1am thay déi théi quen tiéu dung ctia khach
hang tiém ning. Ho s€ dong ¥ mua hang hay dich vy. b6
ciing 14 lic ban bién sy Déng tinh thanh lgi nhuin. Bugc
cudi cing nay la d€ nang sy D6ng tinh lén thanh lgi ich
cho ca d6i bén. Ban da dat dugc mét thir gia trj nhat ti
ngudi tiéu dung: sy quan tam.

PONG TiNH CAN CO Sy PAU TU

Khong c6 gi t6t ma lai cho khong. Sy déng tinh 1a
mot gia trj t6t khong thé pha nhin. Do 6, d€ gianh
duge sy dong tinh cia khach hang muyc tiéu, ban cin
dau tu thich dang.

Sy d6ng tinh dang gia bao nhiéu? Theo American On
Line (AOL), trung binh mét cong ty mat khoang 300 d6
la @€ c6 thém m¢t khach hang mdi. American Express bo
ra gan 150 40 la dé c6 thém mét ngudi “d6ng tinh” ding
theé tin dyng méi. Liéu l¢gi nhuan tir khiach hang méi @6
du bu dap chi phi 150 36 la nay khong? Khong chiac 1a
di. Nhung nhitng 1gi ich khac lién quan t&i sy dong tinh
sé can d0i khoan chi d6. American Express khong chi
ban thé tin dyng ma con ban nhiéu san pham khac nita.
Ho sit dung cong cu quan 1y dit liéu tién tién d€ theo déi
hanh vi tiéu ding va cung Gng nhitng san pham thich
hop cho ngudi ding thé.
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Mot cong ty chitng kho4n hang dau & Phd Wall tra 15
d6 la d€ két néi dién thoai véi mét khach hang tiém
nang. Nhan thiy hiéu quéa ctia mot cude dién thoai ci
nhan trong viéc gianh dugc sy dong tinh cua khich hang
rit 16n nén ho sin sing va hao phéng bo ra 15 d6 la @&
dat dugc sy két ndi nay.

Marketing Dong tinh cho phép ngudi 1am marketing néi
chuyén v&i khich hang ti€m ning nhr mét ngudi ban.
Céch giao tiép nay chic chan hiéu qua hon so véi viée dua
ra mot thong diép ngiu nhién & mét nai ngau nhién va vao
mot thoi diém ngau nhién clia quang c4o truyén théng.

Marketing Pong tinh mang tinh du kién,
riéng tu va thich &ng

Du kién: moi ngudi cho dgi dé nghe nhing gi ban néi;
Riéng tu: nhimg thong diép danh riéng cho timg ca nhan;
Thich tung: tim kiém mét tha gi 46 ma khach hang tiém
nang quan tam.

Hay nghi dén viéc chon ché dn trua. N&u ban biét noi
d6 chi qua quang cdo, dién thoai hay tit mét 14 thu quang
cao tryc ti€p, ban thu’c‘rng quén chiing. Nhung néu cb
ngudi ban gidi thiéu vé nha hang nao d6 véi ban ban sé
ghi nhé va mudn thir xem sao.

- Mot nguoi lam Marketing Qudy réi khi tim viéc lam
mdi s€ gui di vO sO nhitng ban so yé&u 1y lich dén vé s6
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nhitng cong ty xa la. Trong khi d6, mét ngudi lam
Marketing Déng tinh tim dugc viéc 1am méi bing cich
tip trung vao mot cong ty va hgp tac véi cong ty d6 cho
dén khi dugce tin nhiém va duge giao vi tri cng viéce
mong mudn.

Mot nha xuit ban dp dung Marketing Quay roi s€ ban
sach thiéu nhi bang cich gui sich dén cita hang véi hy
vong cic khich hang myc tiéu khi di ngang qua s€ bi
nhitng cuén sich d6 hip dan. Nhung ngusi lam
Marketing Dong tinh sé thanh 1ap cic ciu lac bd doc sich
@ cac trudng hoc trén ca nude d€ gidi thiéu sach.

Ngudi lam Marketing Quay réi tim cich bin san
phidm méi bing cich quang cio trén truyén hinh.
Ngudi lam Marketing Dong tinh sé ban san phim méi
bang cich ting khach hang hién tai nhitng mau san
phim méi.

MARKETING DONG TiNH LA SU THICH NG M&1 CUA
MOT KHAI NIEM CcO

Marketing D6ng tinh khong hé hao nhoing nhu ki€u
mdt cdng ty thué dao dién ndi tiéng Steven Spielberg lam
phim quang cao v4i nhitng siéu méau hang dau. Nhung
Marketing Dong tinh cling khong dé dang va khong ré
tién. D6 1a cong viéc rat ning nhoc.

Marketing Dong tinh d6i hoi ban phai kién nhan.
Trong khi mét chién dich Marketing Quiy réi té nhat
cling thu dugc ngay mét vai két qua nao @6, thi
Marketing Dong tinh yéu ciu xay dyng mét nén tang cin
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ban d¢ hinh thanh niém tin ctia khach hang, thu dugc sy
Péng tinh cua ho roi sau 36 mdi git hai két qua.

Khéng thu duge két qua ngay nhung Marketing Déng
tinh hoan toan dy bio va tinh toan dugc. N6 phét trién
theo thdi gian va gop phin ting lgi nhuin cia cong ty 4p
dung né. Ban cang gin b véi Marketing Pong tinh bao
nhiéu thi né cang hoat dong tot bay nhiéu. Marketing
Dong tinh chinh 14 chia khéa d€ thanh cong trong thoi
dai Net hién nay. Nhu Jay Conrad Levinson; tac gia cudn
Guerilla Marketing (Marketing Du kich) néi, mot ngudi
1am marketing thanh cdng chi cin sy sang tao, thdi gian
va tiém lye.

Marketing Dong tinh tin dung nhitng lgi thé tir cong
nghé truyén théng mdi, nhat 1a Internet, t6t hon cic
hinh thitc marketing khac. Nhitng ngudi lam Marketing
Quay rdi cling quan tAm t64i Internet. Ho chi ra nhiéu ty
d6 la quang cdo 6 at trén Internet d€ roi nhén 13y that
bai. Marketing Déng tinh chinh 1a ¢éng cu cdi tréi cho
sttc manh tiém tang cia Internet. Chinh diéu nay khién
Marketing Dong tinh tré thanh mét trong nhitng huéng
phat trién manh mé nhit cua marketing trong nhiing
thap nién diu cua thién nién ky mai.






3

Su’ phat trién
cua quadng cdo dai chiing

M ot tram nam trudc ddy, nhitng doanh nghiép nho
chi phdi hoan toan nén kinh t€ thé giéi. Moi lgi
nhudn gian nhu déu roi vao tay nhitng 6ng chu tu nhin
nho. Nha mdy, céng ty cia ho hoin toin dip (ing mei
khach hang khi d6 chua hé c6 dién thoai, thé tin dung
hay tai khoan ngén hang.

Khong c6 cong nghé truyén théng méi, moi cudce kinh
doanh s& mii nhé bé va dimg & tim dja phuong khong
thé vuon ra pham vi qudc gia hay thé gii. Ho chi thu hit
dugc nhitng khach hang méi qua quing cido truyén
miéng tr ngudi nay dén ngudi khac.

Cac chu doanh nghiép nho thudng biét r6 gia trj cua
nhiing khich hang ma ho gip g& va c6 nhiing cich img
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xtt phu hgp vé6i titng ngudi. Ho mat nhiu thdi gian véi
khach hang ciia minh nhung biét x5 1¢i ich cua viéc nay.
Vi thé, m{t ngudi ban sach ¢ dia phuong thudng doc cic
cudn sach trude khi giéi thiéu chiing véi khach hang,
Mot ngudi ban hang tap hda sn sang giéi thiéu vé mui
vi cia mén banh méi t&i khach hing méi.

CAC THUONG HIEU LON TAO THANH TRUYEN
THONG QUAY RO!

Céc thuong hiéu khong I6 va cic cong ty da qudc gia
hinh thanh cing v&i nhiing thay ddi céng nghé mang
tdm cG qudc té.

Thay d6i dau tién la cudc cach mang coéng nghiép. Sy
xuét hién clia cac nha may 16n 14 Iy do d€ c4c cong ty can
phai phat trién hon. Khi mei thit §&u dugc 1am thu cong,
viéc c6 thém nhiéu thg thu cong khéng lam viéc kinh
doanh hiéu qua hon bao nhiéu.

Khi kinh t& dat nudc phat trién, cic cha doanh nghiép
déu nhén thay co hdi clia viée ting trudng nén &3 dau tu
16n vao hoat @dng san xuit kinh doanh ctia minh.

Sy phét trién clia cic phuong tién vén tai da gidp cong
viéc giao nhan hang héa don gian hon. Cé4c cong ty mua
nguyén ligu theo gia budn, sin xuat nhiéu mjit hang va
dé dang védn chuyén khip noi trong va ngoai nuéc.

biéu nay tat yéu dan t4i viéc cic cdng ty bat dau cin
dén quang cdo dai chiing. S€ 1a tham hoa khi mot nha
may 16n khdng thé tiéu thy san phdm. Céc céng ty khong
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cb dugc co hdi phét trién néu khoéng khuyén khich duge
nhiu ngudi tiéu diing mua va sit dung san pham cta ho.
Céac cong ty 16n khong c6 cich nao khéac 13 tim ra chuong
trinh quang céo.

Khéng c6 gi ngac nhién khi két luin quang cio chinh la
yéu t6 1am tiing lgi nhuén to 16n ciia cAc cong ty. Cac chién
dich Marketing nhanh chéng tr¢ thanh mét hoat dong
quan trong trong méi c6ng ty. Kha ning thu hit duge cong
chiing dén v6i san pham qua quang cdo 1a mgt phat hién vi
dai vao thoi d6. T thich thd, cic cong ty dan dé toan b
hoat dong kinh doanh I thubc vao cic hoat ddng quang
c4o va cac phuong tién truyén thong dai ching.

Nhitng ngudi lam quang céo trong thap nién 20 cua
thé ky XX dugc xem 1a nhitng ngudi ctu rdi xa hdi cong
nghiép héa. Vai tré ctia ho rat 16n. Ho biét cach gianh
cam tinh cia c6éng ching, binh 6n gia ca va nang cao
trach nhiém ctia nha san xuit ddi véi san pham chi bang
viéc cung cap cac chuong trinh quang cao.

Céc nha san xuit nhin ra mot sy thit tuyét voi: ho
cang quang c4o, hang hoa dich vy ciia ho dugc ban cang
manh. Gia tri ban ra vugt xa sd tién chi cho quang cao.
Sy phét trién cua cic phuong tién truyén thong dudng
nhu chi d€ d4p ng cho nhu ciu quang cdo cua cac nha
cong nghiép. Nhitng ngudi lam marketing cAn cé nhiéu
phuong tién d€ quang cdo. Thé 1a cic loai b4o va tap chi
dua nhau xuit hién. Marketing Qudy r8i dugc hinh
thanh ngay tir budi binh minh cua truyén théng dai
ching nhu chiing ta da biét.
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Sy phat trién nay dugc minh hoa qua ciu chuyén cia
Crisco du6i day.

Crisco: sy phét trién cua marketing dinh
huéng theo san pham

Ndm 1990, nhitng ngudi sing lap ra Procter & Gamble
(P&G) di khai dau sy nghiép kinh doanh thianh cong vii
san phdm xa bong Ivory, loai xa béng déng gbi c6 thuang
hi¢u déu tién. Ivory nhanh chéng chiém linh thj trudng,
mang lai thanh c¢ng va lgi nhuin cho céng ty non tré
ndy. Nhung ngay sau dé, P&G gip phai tré ngai: ngudn
cung cdp diu bdng vai, nguyén lidu chinh trong san xuit
xa béng Ivory sut giam nghiém trong.

Nguyén nhén la do ngudn dau béng vai chi duge san
xuét va kiém soat chit ché bgi ba thuong gia 16n. Thém
nita, P&G dang phét trién moét san phdm méi ciing sir
dung nguyén liéu 14 d4u béng vai. Véi hai san phdm cin
ding t4i diu bong vai, P&G budc phai tim cach tic dong
dén céc thuong gia d6.

Trong bén nidm, ho né lyc phat trién mot san phim méi
¢6 str dyng nhiéu dau béng. Va réi ho tao ra diu &n Crisco,
moét san phim dugc thiét k& dé thay thé bo dong vat.

Ndm 1908, P&G tung Crisco ra thj trudng. Lic d6,
Tap chi Time chua ¢4, cAc phuong tién truyén thong dai
ching khac chua xuét hién rong rai, P&G da 4p dung
phuong phép Marketing Dong tinh.

Ho tra tién cho cic hang xe lita 4& nhitng hing nay
dung Crisco thay vi bo dong vét niu in trén tau, kém
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theo 161 gi6i thiéu v61 hanh khéch khi ho dung bita. P&G
ciing md nhitng budi tiéc tra tai hau hét cic thanh phd
16n d€ moi nhitng ngudi c¢é uy tin, tiéng tdm & dia
phuong cing vdi gia dinh ho. T4t nhién, ngoai tra ra moi
thitc An trong budi tide d6 déu dugc n&u nuéng véi dau
in Crisco.

Sau hét, P&G phat hanh moét loat sich day ndu an. V6i
mot ki thuit Marketing Dong tinh ¢6 dién, P&G khong
tap trung giGi thiéu san phim cua minh, thay vao d6 ho
pho bién sach day niu dn kém theo 1gi ich cua Crisco.
Cudn sach nay nhanh chéng tré nén thong dung va
khong thé thisu d6i véi cc ba ndi trg.

Chién dich nay thanh céng ruc rg. Crisco khong chi
trd thanh san phim mang lai lgi nhuan chinh cho P&G
ma con lam thay d6i cung cach niu dn cua cac ba ndi trg.

P&G nhén ra chi Marketing Dong tinh la chua du dé
gia ting s& ngudi sir dung san phadm. Ho thyc hién thém
chién djch Marketing Quay rdi. Ho mudn ting kha ning
tiéu thu nhiéu hon vad nhanh hon nita. Do d6, P&G
khéng tiéc tién d&€ quang céo ¢ bit ci dau. Thai dd, co
rat it chuong trinh quang c40, nén chién dich Marketing
QuAy r6i cia P&G nhanh chéng dat hiéu qua cao.

MARKETING QUAY ROl TAO CO HOlI CHO
MARKETING BONG TiNH '

Cic cong ty nhanh chéng nhén ra lgi thé cia quang
co d6i vai viée xy dung thuong hiéu. Nhiing ngudi lam
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marketing dua nhau sit dung chién lugc Marketing Quéy
r6i vi nhiing 1y do v6 cling don gian:

+ Thyc hién Marketing Qudy réi rat dé dang. Tao
thanh quang cdo va phat tin & moi noi c6 thé;

+ Marketing Quay rdi c6 tinh ty Ié thuin. Laim quang
céo nhiéu hon thi tiéu thy nhiéu hing hon;

+ Marketing Quéy r6i ¢6 tinh dy kién hidu qua. Véi
ngudi lam marketing giau kinh nghiém, ho c6 thé uge
lugng dugc ty 1€ doanh thu so véi tién quéng céo;

+ Marketing Quay réi phit hgp véi cac cong ty I6n. Ho
c6 thé ki€m soat dugc cic quang cio va khong dé
nhiing tic dng xau xay ra;

+ Marketing Quaéy rdi mang lai 1gi nhuin.

Nhitng ngudi 1am marketing mang lai lgi ich cho t6
chtic cua ho véi cach ti€p cin quay rdi nay. Ho 1a cic
giam d6c thuong hiéu, cic hing quing cio, céng ty
nghién citu khao sat thj truong... Ho dua Marketing
Quay réi 1én ngobi.

Viéc tap trung vao Marketing Quay rdi lam cho cic
thuong hi¢u ngay cang 16n manh nhung ciing cang dé bj
phu thude vao cic cong ty quang cio. Pidu nay tao thanh
hai xu huéng quan trong.

Thit nhit, thai do cua cic cdng ty quang cio tac dong
dén toan bg thj truong. Thir hai, quan trong hon, cic
cong ty khong con thyc sy cin dé&n nhitng ngudi lam
marketing sing tao nita.
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N6i céch khic, cic cong ty khong cin dén ngudi xay
dung va phat trién cic chuong trinh marketing nita. Ho
chi ¢An ngudi 1am déing nhiing gi ma ho d4 thye hién va
thanh cdng truge ddy. P&G vin tiép thj Crisco nhw &4 lam
cach diy tAim muoi nim. Ford vin ti€p tuc hoat déng véi
phuong phép marketing 4p dung tir nhiing nim 1920.

Nhitng ngudi 1am marketing ngay nay nhan thiy ky
thuit marketing trugc kia khong con hiéu qua nhu truée
nita. Nhung ho dugc tuyén dung d¢ thyc hlen chtt khong
phai d&t ra cau hoi hay phan déi.

‘Marketing P6ng tinh xu4t hién 14 m6t méi de doa 1én
v3i ngudi lam Marketing theo 161 xua cii nhung ciing tao
ra co hdi cho ngudi ua séng tao. B&i Marketing Dong tinh
s€ thay d6i cach thitc tiép thj san pham ciia c4c cong ty.

Hau hét cac cong ty 16n déu kién tri cich 1am
marketing da dua ho dén dinh cao. Pay chinh 14 co hoi
16n cho céc cong ty méi thanh l4p trong thé ky XXI,
nhiing céng ty ddm dén than va chip nhan thach thitc
khi 4p dung phuong phap méi dé gianh khach hang.
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Tap trung vao
- khdch hang hién c6
thay vi tdng thi phdn

4m 1996, Don Peppers va Martha Rogers da xuit

ban cudn sich lam thay d6i toan bd nganh
marketing. Cudn sach c6 tén 1a The One to One Future
(Tuong lai Mot d6i Mot), khuyén nhimg ngudi lam
marketing nén suy nghi lai vé cach xit sy véi khach hang.
Peppers va Rogers chi ra cich thitc d€ cic cong ty gia
ting lgi nhuin qua viéc ban nhiéu hang hon cho mot s
it khach hang. Néi cach khac, ho tin ring chi tam vao
viéc ting siic mua ctia nhitng khach hang hién c6 s€ hi¢u
qua hon viéce ting thém khach hang.
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- Y tudng nay ctia ho 8 cap trye tiép d&n mot van da bf
mét clia Marketing Déng tinh: tim kigm khach hing méi
ton nhiéu chi phi. D& ¢6 duge khach hang méi, ban can
phai bé tién ra d€ ho chii ¥ va roi ti€p tuc dinh huéng cho
ho. Va chinh khach hing ciing phai tra gi4 cho diéu nay,
ho mét nhiéu thdi gian && tim hiéu, d4nh gia chit lugng
va nhiing tién ich cua san pham.

Hai tic gia nay lap luén, thay vi tim cich tdng thém
khach hang méi, hdy tip trung vao viée gilt chan khach
hang hién c6 va ban thém hang héa cho ho.

Tro lai thai ky san xuét nho, doanh nghiép chi c6 it
kbach hang nén ho phai né lyc hét minh d& ¢ dugc
doanh thu t6i da tir s& khach hang d3 cé. Ngay nay, vgi
cong ngh¢ méi, cic cong ty c6 thé két hep ting doanh thu -
tir mot khéch hang véi viée ting s8 lugng khach hang.

Nhu AT&T, ho phai chi phi hang trim 6 la d& ¢
thém mét khach hang méi. Nhung khich hang méi nay
hang théng chi tra khoang 30 d6 la tién cho dich vy ctia
AT&T. AT&T nén cé nhiing phuong thitc khac d& ting
thém doanh thu tir khich hang nay thay vi tim thém
khach hang méi twong ty. Vi viy, ho da cung cip thém
dich vy vién thong di @ong va cac djch vy di ddng khéc
huéng vio nhitng khich hang hién tai. Vi AT&T di
thanh céng.

Levi’s di tao nén nhitng thuong hiéu quin jean phu
n# ndi ti€ng trén khip nudec M§. Quin jean duge may
san nhung lai khéng hé c6 sin tai céc cira hang. Khach
hing dén mua quin sé dugc ldy s6 do, sau d6 cic s6 do
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dugc chuyén vé tru s ctia Levi’s, rdi chuyén tiép dén cac
xudng san xudt. Mot chiéc quin jean theo s6 do riéng
cua khach hang dugc hoin thanh nhanh chéng va
chuyén dén cita hang noi ho dit mua.

Bang cich d6 cira hang dugc hugng hoa hdng con
Levi’s tiét kiém duge chi phi quang c4o va tranh dugc rii
ro do hang t6n kho. Va trén hét, mét khi khach hang
dugc tryc ti€p may do thi that khé cé 1y do d@é ho phai
tim dén mdt thuong hiéu ndo khéc chi vi gia ré hon.

D€ hoan thién cach tiép cin Marketing Mot d6i Mét,
cac tac gia khuyén ban khi ban hang cin quan tam t&i
bdn diéu sau:

+ Ban thém hang héa, dich vy khac. Xac dinh rd cac
nhu cdu cua khach hang ma ban cé thé théa man va
st dyng nhiing hi€u biét va niém tin di tao dyng
dugc d€ ban thém cac san pham khic nita;

+ Tang cudng quan hé gan bd véi khach hang. Pau tu
vao viéc git chin khach hang 4 ton chi phi hon
tim thém khéch hang méi;

+ Nén tap trung vao khach hang thay vi tap trung vao
ban hang hay san xuét;

+ Xay dyng mdi quan hé 1au dai sé gitap ban hiéu nhu
ciu cua khach hang chinh xac hon. Ho s& cung cap
cic théng tin cA nhin va ban, mét ngudi lam
marketing, s€ théa min dugc nhu ciu cua khéach
hang nhiéu hon.
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Thuyc hién hiéu qua cac diéu nay khong dé dang va rat
ton kém, néu khéng moi ngusi déu da ap dyung né.
Phuong thitc nay doi hoi ngudi 1am marketing c6 sy kién
tri. N6 ciing tao ra nhitng ap lyc déi v6i doanh nghiép
bdi mat di mot khach hang khong chi 1a giam di mét
nguoi mua hang ma con 1a mat di mdt ngudi quen.

CAN TAO S DPONG TiNH NGAY TU AU

Nh& Don Peppers va Martha Rogers, nhiéu ngudi lam
marketing bat dau nhin lai c6ng viéc cia minh. Ho hiéu
chi phi d&€ c6 mot khach hang méi rat 16n va gia trj caa
viéc gilt chan khach hang hién tai.

Marketing D6ng tinh con yéu cidu nhiéu hon thé.
Ngudi lam marketing can phai nhin xa hon nita. Ho cén
phai xic dinh lai qué trinh nhén thitc cha khach hang.
Qua trinh phat trién cia khach hang 1a mét chu ky nim
buédc duge minh hoa nhu sau:

Ngudi la
v

Ban hitu
v
Khach hang
v
Khéch hang trung thanh

v
Quay tré lai khach hang ban dau

Hau hét nhitng ngudi lam marketing ngay nay déu
chua chi y d&n chu ky nay. Ho khong biét khi nao ngusi
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la tr& thanh ban hitu hay khi nio khach hang tr thanh
khéch hang trung thanh. Tham chi, nhiéu ngudi con
khéng biét ho mat khach hang trung thanh, ho quay lai
m&c tr¢ thanh khéch hang ban dau.

Khi chdp nhén chi phi cao d& néi chuyén v&i nhimg
ngudi xa la, nguoi lam Marketing Pdng tinh c6 san thong
tin cén thiét d€ trao d6i vé&i nhitng ngudi xa la ngay khi
ho méi bay to sy quan tam.

bing lic khach hang quan tAm, mét loat théng diép
marketing dugc sir dung. Muyc tiéu caa cac thong diép d6
12 huéng dan, c6 vii ngudi xa la nay tro thanh ban hitu.
Va khi ho da thén thién, ngudi 1am marketing lai 4p
dung nhiing cach thitc marketing tip trung d& chuyén
ddi ho thanh mét khach hang.

Marketing P6ng tinh cing véi cong nghé may tinh
mdi cé thé lam thay d6i cich lam marketing xua cil.
Ngay nay, khi ban lya chon nhitng khach hang tiém ning
ban s& gui di nhitng théng diép, nhitng tién ich t6i ho.
Ban c6 hang chyc, thim chi hang tram cach lam d¢ ho
1am theo didu ban muén ngay tix Iin gip g& d4u tién cho
dén khi dat duge sy d6ng tinh. Mién 1a nhiing thong diép
ma ban gui di c6 tinh dy kién, riéng tu va thich g,
chiing sé ting cudng hi€u biét cua khach hiang tiém ning
Vé céc tién ich ma ban cung cap. M6t doanh nghiép tap
trung vao y tudng nay ngay tir ddu qué trinh marketing
s&luén vugt trdi hon cac d6i thu.
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SU CONG HUONG TU NHIEN CUA MARKETING DONG
TiNH VA MARKETING MOT BOI MOT

RO rang, Marketing Dong tinh ¢6 méi quan hé gin giii
v8i Marketing Mgt d6i Mot. Quéa trinh M6t d61 Mot bat
ddu v6i [An mua dau tién thi qua trinh DP6ng tinh bat dau
ngay khi thiét 14p quan hé dau tién.

Marketing Dong tinh hoat dong dé chuyén mét ngudi
xa la thanh ban hitu va réi tit ban hitu thanh khach hang.
Marketing Mgt d6i Mot ciing 4p dung nhiing ki thuit
tuong ty: trao d6i kién thitc, tinh tn suit va lién hé dé€
chuyén khich hang thanh siéu khach hang. Marketing
Mot d6i MGt khong canh tranh véi Marketing Pong tinh,
chiing gan gfii va bo sung cho nhau. Ngudi lam Marketing
Mot d6i Mot nhan duge sy dong tinh sau khi mét ai d6 tra
thanh khach hang va ding sy d6ng tinh d6 d€ chuyén ho
thanh siéu khach hang. Khach hang cang d6ng tinh bao
nhiéu thi lgi nhuan cua cong ty cang 16n bay nhiéu.

Ngudi 1am Marketing Mot déi Mot khong quan tam toi
viéc tim thém that nhiéu khach hang moi ma tim cach tang
loi nhuan t6i da tir mét khach hang;

Nguoi lam Marketing Péng tinh cang khéng quan tam téi
viéc tim ra that nhiéu khach hang tiém nang ma tim cach
chuyén that nhiéu khach hang tiém nang thanh khach
hang that su.

Ban khong thé x3y dung mdi quan hé gin bé véi
khach hang néu khong dat dugc sy d6ng tinh caa ho.
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Béng cach do ludng cap 9 Pong tinh cua khach hang,
Frank Britt va Tim DeMello, chu s& hitu cong ty
Streamline, dugc xem nhu nhitng ngudi tién phong trong
viéc 4p dung Marketing Déng tinh va Mot d6i Mot.
Streamline nhiam vao cic chuyén bién xa hdi cong nghé
va xay dyng cach thitc kinh doanh d¢c dao dang hoc tap.
Ho gitp khach hang tiét kiém thdi gian bang cach thay
khach hang lam nhitng viée lit vat thudng ngay.

Néu ban déng ¥, ho sé lap dit ta lanh & mét vi tri nao
d6 trong nha ban khi ban ving nha. Ho thu thip thong
tin vé san phdm wa chudng va nhiing viéc phai lam & nha
cua ban. Sau &6, ban chi cin lién hé v6i hg qua Internet
dé€ 1én mot danh sich cac viée can lam va cic th{ cin
mua trong tuin. Ho s€ chu toan moi cong viée lit vit 6
trong khi ban dang & cong sé.

Va sau d6, khi c6 sy déng tinh nhiéu hon, ho cung cip
thém cho khich hang nhiing dich vu khac nita nhu: dua
d6n con céi, chdm s6c vé sinh nha ctra, vudn tuge... theo
nhu ciu ctia khach hang.

Mot vi dy thanh c6ng nita cia Marketing Dong tinh 1a
Amazon.com, nha sich va thugng hiéu 16n dau tién trén
mang. M6 hinh kinh doanh cua ho khéng phai 1a khéng
thé bat chudc, gii cua ho ciing khong phai 1a tot nhat.
Vay diéu gi gitp ho vugt qua nhitng d6i thu canh tranh
trong hién tai va tuong lai? Dé chinh 1a nh¢ nhitng moi
quan hé tuong tac va sy déng tinh cua khach hang. Vi
hang triéu khach hang hién tai, tuong lai thyuc sy ctua
Amazon nim & hoat d9ng xuat ban. Néu mét cudn sach
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ra doi va dugc gidi thiéu dén hang triéu dgc gia va phu
hgp véi § thich cia ho, diéu gi s€ xay ra? Khéng cin phai
suy nghi, ban khang dinh sy thanh cong cua nhitng cuén
sach nay. * '

Khi mét cudn sach nao d6 dugce ban ra t6i hang triéu
ban qua Amazon, ho sé gtii dén ting ngudi mua qua thu
dién tir thong béo nhitng tdc phdm maéi nhit ciing tac gia
cudn sach ban chay trén. Cudn sich méi sé sém duge
phat hinh dbc quyén trén Amazon.com. Lic ndy,
Amazon c6 thé lién hé va &€ nghi véi tic gia cudn sach
mot khoan tién vi hang trim ngan ban cia cudn sich
m&i sé ban hét ngay khi phat hanh.

Cach thic trén khong chi 4p dung v8i mét vai cudn
sach hay mot vai tac gia ma 14 v6i hang trim, hang ngan
tdc phdm, tic gia trén toan th€ gi4i. Stc manh cta
Marketing Dong tinh rat rd rang va thyc t€. Amazon sé
lam thay d6i hoan toan bd mét cua nganh xuit ban trong
tuong lai.

b6 la sttc manh cua Marketing Pong tinh. Céng nghé
dem lai cho nhitng ngudi lam marketing kha 'néng ghi
nhé hoan hao vé khach hang va mgt méi quan hé qua lai
v(i ting khéach hang qua Internet.

Béng cich huéng din nhitng ngudi xa la qua timg
néc thang dong tinh, tir xa la lic dau cho dén déng tinh
khi mua hang héa, dich vy, nhitng ngudi lam marketing
hoan toan lac quan vé hiu qua cua qui trinh
marketing: cac két qua thu dugc rat ro rang va tuyét
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voi. Bang kha nang dinh lugng cic hé thong marketing,
cong ty ban hoan toan c¢é thé ting lgi nhuin 1én gip
nhiéu [an.

Marketing Truyén théng tim du cach dé tang thi phan, ¢
nghia 1a ban san phdm cho nhiéu nguéi nhdt c6 thé.
Marketing Mét déi Mot lai nd luc dé tang muc tiéu thu
trén ting khach hang, nghia 1a khuyén khich nhing khach
hang sdn ¢6 mua nhiéu san phdm cta ho hon. Trén thuc té,
moi nhu cau ctia khach hang hién tai chinh la co hoi ting
murc tiéu thu cha cong ty trong tuong lai.

CHi CAN DUY TRi 30% KHACH HANG DONG TiNH LA U

Khi ban van c6 nhiéu khach hang méi tim dén nho
nhiing nd lyc Marketing Quiy réi, ban sé quan tim
nhiéu dén viéc git chin nhitng khach hang hién tai. Mic
du viéc gilt chan nay mang lai nhiéu lgi ich hon, nhung
nhiimg ngudi lam Marketing Quiy roi lai khong hé cam
thay thoai mai v4i sy d6i huéng nay.

Cau chuyén sau day sé€ lam sang to hiéu qua cua né.
Mot khach hang dit mua mot dia CD tir mét website.
Anh ta da thanh toin bing thé tin dung nhung ba tuin
sau khi thanh todn ma van chua nhan duge dia CD.

Anh ta bén giri m6t thu dién tr (email) nhic nhd @én
by phan dich vu khéch hang ctia website nay. Khong
nhan duge ciu tra 15i tir website nén mot tudn sau, anh
ta giti email t6i Giam d6c¢ Cong ty.
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Ngay hém sau anh ta nhin dugc thu tra 161 véi von
ven cd ba tir: “Nhén lai tién”.

Cong ty quyét dinh s& khong can ngudi khich hang
ndy nita. Nhu vy, ho da khéng chi danh mit gi4 trj cua
mot vy mua bén v&i ngudi tiéu dung d6 ma con danh
mat sy dong tinh cua ngudi ndy.

Hay suy nghi! Cong ty ndy da c6 méi quan hé véi
ngudi tieu dung dé va biét duge s thich ciia ho. Viy néu
cong ty tran trong sy dong tinh nay, ho sé bin cho anh ta
mot s6 dia CD tri gid dén 20, 30 tridu dong nita trong
su6t phan doi con lai ciia ngudi nay chir khong chi 13 mot
vai trdm ngan doéng cua thuong vu noéi trén.

Hay thwr so sanh! Van ngudi khach hang va website
d6, nhung khi giti email nhic nhd, khach hang nay lap
tic nhin duge thu tra 16i tt bd phan dich vy khach
hang. Birc thu xin 16i vi giao hang chim va giai thich
nguyén nhén 1a do ghi sai dia chi. Vai ngy sau, khich
hang nay nhian duge dia CD minh dit mua cOng thém
mot dia CD khic cta ciung ca si, kém theo 151 xin 16i
chan thanh. Chic chin, anh ta sé dit mua thém nhidu
Ian nita. Tong gia trj &4t hang hoan toan cé thé dat téi
hang chyc triéu dong chir khéng chi ding lai & con s6
vai trdm ngan dong. V&i Marketing Péng tinh, dich vy
khach hang c6 tim quan trong dic biét.

Thuyec té€, ching ta khong biét sttc mua cia mot khach
hang trong twong lai nhu thé nao. Nhung qua tiép xic,
ngudi lam Marketing Pong tinh s& nam duge mai lye cua
khéch hang. Tir @6, ho biét can phai tip trung hon vao
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nhitng khach hang nio c¢6 mtc ) déng tinh cao véi cong
ty va san phim ctia minh.

biéu nay ciing c6 nghia 13, c6 nhiing ldc ngudi Jam
marketing ciing phai loai bo nhitng khach hang khéng
con dong tinh véi cong ty va san pham ctia minh.

BAT DAU BANG SU'DONG Y

Cau hoi dau tién duge nhitmg ngudi lam Marketing
Quay rdi dat ra khi nghe d&n y tudng Marketing Pong tinh
1a: “Ban lam gi d€ ¢6 dugce sy dong ¥ ctia khach hang?”.

Marketing  Pong tinh chinh phuc khich hang véi
nhiing budc ban dau don gian tuong ty nhur Marketing
Quady rdi. Ban van budc phai quay réi dé dat dugce sy dong
¥ dau tién cua khach hang tiém ning. Sau d6, ban bat dau
trao ddi thong tin v&i ho. VA khi hiéu biét vé khach hang
nhiéu hon, ban sé ning 1én thainh mdt méi quan hé mua
béan. Du sao, trong budc d4u tién ban van phai quay réi
ddi song riéng tu ca khach hang tiém ning.

Ciing c6 nhitng khach hang ty tim dén cong ty cta
ban, nhung sd d6 rit han ché&. Con lai, ban budc phai tmg
dung nhitng ky thuit Marketing Quiy roi dé c6 dugc
nhiéu khich hang tiém ning. Ban ding truyén hinh,
phét thanh, bio chi, thr dién tir hay cdc phuong tién
truyén thong khéc... d€ thu hiat sy cha ¥ cia ho. Néu
thiéu nhitng ky thuit quéy r6i d6, Marketing Pong tinh
khoéng thé thanh c6ng.

Joan Kates la chu ddi th& ba cua trai hé Camp
Arowhon, mét khu cim trai danh cho hoc sinh lau ddi
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nhit viing Bac My. Lich sit ndi tiéng cua trai khién viée
c6 thém khach hang méi khong phai 1a van dé uvu tién,
nhung khong thé€ néi Arowhon khdng can thu nap thanh
vién méi.

Kates da 4p dung Marketing Déng tinh ¢ thyc hién
muyc tiéu nay. Budc ddu tién, c6 quang cdo vé khu trai tai
cac hoi chg heé va trén céc tap chi. Nhung khong giéng
nhu céc d8i thu, cic quang cdo nay khong co cong gibi
thiéu vé Arowhon vi Kates hi€u 1a it cha me nao chon trai
hé cho con minh dya trén quang cdo.

Muc tiéu cua cb 1a, thong qua cic chugng trinh quang
céo, gii dén khach hang tiém niang mot cudén bang video
hay sé gi6i thiéu vé trai ma khach hang s€ nhén dugc khi
goi dén so dién thoai mién phi cua trai.

Cuén biang video khong giéi thiéu vé trai hé ma chi
nhim dat dugc sy dong tinh d€ c6 mot cufc gip tryc
tiép. Sau khi d3 xem qua cudn béng v§i nhiing trai vién
vui vé, cha me hoc sinh gan nhu da déng ¥ cho con céi ho
gia nhap trai hé. Pén lic nay, ho thoa thuin gia nhip
qua cudc gip trl.,rc tiép v4i nhan vién cia trai.

Va khi trai qua mét ky nghi hé tuyét voi, nhitng trai
vién ndy sé€ mudn tham dy vao nhiing ky nghi hé sau nita
cling ngudi than hay ban cling 16p. Vi Marketing Dong
tinh, Arowhon da béan djch vy ciia minh timg buédc mot
v0i hiéu qua ro rang.

Muyc tiéu cia méi bude déu 1a gianh duge sy dong
tinh. Bt ddu bing mot quang cdo yéu ciu sy déng tinh
dé gui di mét cudn bing video, réi tit cudén bang video
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gianh dugc sy déng tinh d€ c6 mot cude gip. Cude gip
mdt théa thuan khach hang tham gia mét ky nghi hé tha
vi. Chinh tir mua hé thi vi niy hai bén s& dat duge sy
doéng tinh cho nhiéu mia hé sau nita.

Thyc t&€ chitng minh ring ty 1& khach hiang tim dén
cong ty khi nhan dugec mét mau hang mién phi, phiéu
mdi tham gia mét cdu lac bd hay mot chuong trinh hap
dan thudng cao hon gip mudi [An so véi khi khach hang
xem td rdi quang cdo ban hang. Diy la mot sy khéc biét
dang ké.

Budec ti€p theo sau khi dd quay r6i tAm tri ctia khach
hang tiém ning la cung cip mét lgi ich mién phi va
khdng ép budc. Dic biét, n6 phai khéng gy phién ha cho
khach hang tiém ning.

Mot ngudi khi bj quiy r&i sé khéng hta danh thoi
gian cho ban. Do @6, 1gi ich ma ban cung cip cang don
gian thi sitc dan duy caa né cang 16n va khach hang tiém
ning cang dé dong tinh véi ban hon. Ban d4u, ban khong
can sy dong tinh qua 16n nhung ban phai dam bao cung
cap nhitng l¢i ich 16n dan theo thdi gian.

Hooked on Phonics d4 xdy dyng mot chuong trinh
quang céo trén dai gidp ho dat doanh thu hing trim
trieu @6 la. Ho khéng quang cdo ban bat cit san pham
nao. Ho cung cap cho khach hang djch vu tu van vé tim
sinh 1y tré em théng qua s& dién thoai mién phi. Dich vu
nay thu hat hang triéu bic phy huynh dang lo ling vé
con cai va can dén 16i khuyén ctia cic chuyén gia tim ly.
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Hooked on Phonics thu hiit lugng thinh gia cyc 16n nho
cich lam nay. Ban sé thiy dat dugc diéu tuong ty véi
nhitng thong di€p quang cio ban hang la hét stic khé khin.

Nhitng ngudi lam Marketing Dong tinh cin ¢6 myc
tiéu rd rang. Do d6, ho phai thu thip théng tin diy du dé
cung cip nhiing ti¢n ich thich hgp véi timg khéch hang
tiém néng. '

Tién ich d6 phai r6 rang va don gian nhung quan
trong giéng nhu moi ciu ci: ban c¢in loai méi hip dan,
phit hgp va hiéu qua nhit cho loai ¢4 ban dinh cau.

Sau sy quay roi ban dau, ban c6 duge cudc d6i thoai
v0i khach hang tiém ning. Khi d6, ban cin ning cao miic
d% Dong tinh ctia khach hang hon nita.

Néu ban dang sir Hung Internet, hay tin dyung nhiing
lgi thé cua n6 de€ ting budc xy dyng niém tin cua khich
hang bang viéc giao ti€p thudng xuyén trén mang.

Ban ciing khong nén ngimg d6i méi nhitng phan
thudng hay nhiing lgi ich cung cip cho khéach hang tiém
ning dé ho khong chén va gilt sy quan tim. Néu ban duy
tri mé6i quan hé giao ti€p v4i khach hang tiém ning da
lau, ban c6 thé bién ho tré thanh khich hing thye sy.

Puong nhién, qua trinh gianh sy déng tinh cua khach
hang khéng dimg lai khi ho mua hing. N6 chuyén sang
qua trinh Marketing M4t 6i Mét. Diéu nay cé nghia la
ban tiép tyc tao dyng sy Péng tinh manh mé hon dé ting
sitc mua cua hg thay vi tim kiém khach hang méi.




TAP TRUNG VAO KHACH HANG HIEN CO... + 67

DE KHACH HANG QUYET BINH CHI PHi

Quéy r6i ngudi xa la dé€ ho chd y 1a mét phan trong
qué trinh marketing, Nhitng ngudi lam marketing va cac
cong ty quang cio dau tu hang nii tién vao quang cio chi
dé thu hit sy chid ¥ ctia ngudi tiéu dung.

Déng tiéc, ngudi lam Marketing Dong tinh khong thé
bo qua dugec giai doan quiy roi ban dau. Ho phai bé chi
phi cho giai doan quiy r&i d€ c6 dugc sy chip nhén tir
nhiing ngudi xa la nay. Nhung sau d6, ho hoan toan tinh
todn va can d6i dugc chi phi v4i nhitng hoat dong giao
tiép tiép theo.

Vinh quang thyc sy danh cho hg chinh la & giai doan
ti€p theo nay. Bing cich ning cidp sy quiy rdi Ién thanh
nhiéu cudc giao ti€p sau d6, ngudi lam Marketing Dong
tinh ¢6 dugc mot lgi thé 16n.

Ngudi lam Marketing Quay réi bugc phai ¢6 doanh
thu @€ bt dap cho céc chi phi quang cio. Vi dy, ho chira
50% ngan sich marketing d€ quang cdo (ngan sach
marketing bang 10% doanh thu dy kién), ho khong thé
quang cdo nhiéu I4n dugc bai ho sé vugt qui miec chi
cho phép. Néu mudn quang cio thém, ho budc phai ting
gi4 ban d€ ting doanh thu dy kién (sé lam ting ngan
sich marketing) hodc giam bét cic cong cu marketing
khac @€ danh chi phi cho quang cdo. Trong khi d6, ngudi
lam Marketing Déng tinh, sau quang cio quiy rdi lic
ban d4u, sé giao ti€p tryc ti€p vbi tiing khach hang. Va
chi phi giao ti€p qua mang khdng dang bao nhiéu so véi
quang cio truyén thong.






5

Tdn sudt tao thanh
niém tin cho Thuwong hiéu

S v tin tudng cia khich hang dén tir dau?

Day la mét bi mit ma moi ngudi 1am marketing déu

mudn biét. Ai ciing biét ring khéng c6 1ong tin thi
khéng thé tao thanh sitc mua. Tin tudng khéng chi cb
nghia khich hang tin vao sian phdm ma con viao danh
tiéng cila cong ty cung cip san phamniia.

Chiing ta sin sing tra tién nhiéu hon d€ mua cic san
phdm & mdt cita hing sang trong hon 13 mua tir mét
ngudi ban rong trén dudng phé. Tai sao? Bdi chiing ta tin
12 mua dugc san phim that, c6 chat lugng tir cita hang
sang trong kia.
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Tai sao c4c cOng ty va t8 chitc sin sang tra hang nti
tién cho cic nha tw vin d€ c6 dugc nhitng thoéng tin ma
ho vin c6 thé cé duge tir nhitng nguén khac ré hon
nhiéu, nhur tir cic trudng dai hoc. Ho sin sang bo ra
nhiéu tién chi vi niém tin vao mét tén tubi dang gia. Cai
tén ciia mot cong ty c6 thé dang gia hang triéu 4o la.

Tai sao c6 nhitng cong ty tao dyng dugc danh tiéng
trong khi nhiing céng ty khic lai dau dau vi mai van c6
mot tén tubi ddng ngd?

Tin tugng khong phai 1a mét khai niém nhit thai. Ban
khong thé tao dyng mét thuong hiéu uy tin chi trong
thdi gian ngédn. D6 1a mét qué trinh ting bude mét va
can dén thai gian, tién bac cling nhu sy kién tri.

Trudce khi tao dung dugc sy tin tudng, ban phai trg
thanh mét céi gi quen thudc truée da. BE tré nén quen
thudc, ban cian c6 nhan thdc tir ngudi tiéu dung, tic la
lam cho cdng ching biét dén san phim va hiéu duge
thong diép cia ban. Ban khéng thé tao nén nhan thitc ma
khong c6 quang céo.

DE TRO' NEN QUEN THUQC

~ Ban xuit hién ngoai dudng v6i chi mgt doi tat trén
ngudi cling c6 thé tao thanh nhén thic (tic 1a 1am cho
cbng chiing biét d&n san phim va hiéu dugc thong diép
ctia ban). Nhung chic chin d6 khéng phai 1a thi nhén
thitc ma ban muén dat dugc d€ tao dyng long tin tudng.
Ban cin quang cio @€ truyén dat thong diép marketing
ctia ban dén tirng ngudi.
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Vay liéu c6 chién thuit hay ky thuit ndo d€ quang céo
cua ban hiéu qua hon nita khéng? Phai ching moi chién
dich quang cao déu duge tao thinh nhu nhau?

Theo quan diém cua ngudi lam quang co, tan suit 1a
chién thudt quan trong nhat trong quang cio. T4n suit
c6 thé hiéu 1a s6 [an quang cdo ciia ban xuat hién trude
mét cac khach hang tiém ning.

Khi cong ty quang céo tinh todn két qua ctia cic chién
dich 'quéng c40, ho nham dén tan suit xuit hién va so
lugng muc tiéu. S§ lugng khich hang muc tiéu 1a s&
ngudi nhin thiy quang cio d6. Tén suit bao gobm nhitng
yéu td dinh lugng chiing ta sé xét dén sau day.

Mot ngudi c6 thé khong ghi nhé mét mau quang cdo
nao 46 cho du quang cio d6 xuit hién rat nhiéu [in truée
miét ho. Kha ning ghi nhé mét quang cio cia méi ngudi
rt khac nhau. Théng thudng chi c6 t5i da 10% nguoi
nhin thiy quang cdo la ghi nhé chiing. Con s8 10% da 1a
mot thanh c6ng dang ké.

Trong s6 10% ngudi ghi nhé duge quang céo chi cb
mdt s6 it quan tAm. Méc di ban da hét long trau chuét
ngoén tw, hinh anh, giéi thiéu nhiing tién ich cua san
pham hay dich vy, nhung thdi gian eo hep va sy tran
ngap cua cic quang cio khic khién khich hang tiém
ndng khé nhan thiic duge diy dua nhitng gi ban muén
quang cio. Mit khac, do phan 16n thdi gian quang co
dugc danh cho viéc giy cht ¥ nén thong diép ma ban gui
di khong con duge day du nhue mong mudn.
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Cudi ciling 1a khach hang tiém ning c6 thé hiéu [am y
tudng cla théng diép quang cdo va réi mau chéng quén
né di. Viéc phi hoai 90% tién bac ciing nhu cong stic va
thdi gian quang cao da thanh théng 1€ va hoan toan
binh thudng.

Mot quang cio di hap dan dén mic nao ciing khong
thé tao thanh sttc mua néu chi xuit hién mét [an. Nhiing
ngudi lam quang cio déu biét, cach duy nhit d€ quang
higu qua 1a phai xuat hién that nhiéu An. Quang cio t4i
nhiéu khach hang tiém ning 13 muyc tiéu quan trong
nhung viéc quiy réi tam tri cia nhitng khach hang tiém
ning nhiéu [an con quan trong hon.

Tén suit quang cdo c6 hai tic dung 16n. Thit nhat, n6é
giip ban vugt qua dugce sy tran ngip cua hoat dong
quang cio truyén thong. Chi c6 10% s6 ngudi xem ghi
nhé dugc quang cdo, nhung khi quang cio duge phat
30 ngay lién tiép thi moi ngudi ciing sé biét vé né. Thi
hai, tdn suit s€ khién khach hang tiém ning chia y dén
thong diép quang céo sé dan trd nén ré nét khi xuit
hién nhiéu [an.

Néu ban chi thoing thiy quing cdo cia Sfone vai [an,
ban c6 thé khong dé tim, nhung khi da xem chiing ca
chuc I4n, ¢ thé ban sé chi ¥ va biét ro cong ty ndy cung
cip nhing gi. Ban sé€ c6 nhitng lgi ich gi néu chuyén sang
st dung‘ dich vu di dong cua ho. Chi mét théng diép don
gian 14 tinh tién theo block 10 hay 6 gidy sit dung ciing
can dén tin suit quang cio 16n d€ khach hang tiém ning
¢4 thé hiéu dugc 6 rang.
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TAN SUAT QUAN TRONG HON SO KHACH HANG BIET
DEN QUANG CAO

Néu tan suit 13 quan trong, viy tai sao nhitng ngudi
lam marketing lai e ngai nhic dén?

Rat nhiéu ngudi lam marketing thudng sai Iam khi lya
chon gitta tan sudt xuat hién va s khach hang biét dén
quang cio. Ho quan niém c6 100 khach hing tiém ning
trong mét [an quang cio t&t hon 1a bén [An quang céo va
mdi [an ¢b 25 ngudi biét dén.

Lya chon nay nhin qua c¢6 vé ding, nhung khong
phai nhu vay. Ban tin néu minh ¢6 mot sin pham tuyét
v0Oi va minh 43 trinh bay nhitng wu diém va lgi ich cua
san pham va dich vu kém theo trong mét quang céo
truyén hinh 30 gidy thi ngudi xem sé& nhanh chéng tim
dén ban. Nhung thyc t& khéng nhw ban nghi. Theo cac
tham do, chi c6 t0i da 1a 10% ngudi xem chuong trinh
truyén hinh d€ y dén quang céo cua ban. Va chi cé t6i
da l1a 10% trong s6 nhitng ngudi d6 quan tAm téi san
phdm ma ban quang cdo. Va ciing chi c6 t6i da 1a 10%
nhitng d6i tugng nay tim dén ban d€ tim hiéu thém.
Cubi ciing ciing chi c6 t3i da 1a 10% nhitng ngudi tim
dén nay c6 thé trg thanh khach hang cua ban. Nghia
13, gia st ban phai chi ra 20 triéu dong dé dau tu vao
san xudt va phat mt Iin quang cdo trén truyén hinh
va gia st ¢c6 khoang 2 triéu khan gia xem truyén hinh,
thi ban ciing chi ¢6 thé c6 duge tdi da 1a 200 khach
hang mdi. Trung binh ban b6 ra khoang 100 ngan
dong d€ c6 mot nguosi.
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Hay thi tudng tugng, ban c6 100 hat gidng va hugng
nude chi du d€ tudi cho 100 hat gidng nay trong vai
ngay. Ban uom tat ca 100 hat giong d6 va tuéi cho ching
trong vai ngay réi hét nuéc. May man 1am ciing chi cé vai
hat 13 ¢4 thé€ ndy mam. Nhung néu ban chi chon lay hai
muoi hat gidng t6t nhit dé gieo trong réi tuéi nude day
du trong vai chyc ngay thi chac chan 1a ban c6 thé c6
dugc it nhat cling c6 16, 17 cdy con khoe manh, sin sing
dom hoa két trii.

Nhitng ngudi lam marketing khong thich phai bo bét
hat giong, khach hang tiém nang. Ho cin phai c6 hang
chuyc I4n gieo trong dé c6 thé dat dugc s6 ciy con mong
mudn. D6 13 1y do tai sao ho nén chon tin s xuat hién
thay vi so lugng biét dén.

Nhung quang cdo nhiéu [an tén chi phi kha 16n. Hai
[an quang cao c6 nghia 1a phai chi phi gin nhw gap d6i va
néu quang céo 20 [an thi phai cAn dén mot s6 tién gap 15
[an s6 tién cho mot [An quang cho. Vi ngan sach c6 han,
ngudi lam marketing budc phai lya chon. Ho thuéng
chon s6 Iugng khach hang biét @&n thay vi tin suit.

Nhung v6i cac cong ty 16n ¢ ngudn tai chinh déi dao,
ho s@n sang chi ra nhiéu tién d€ xay dung va bao vé
thuong hiéu. Ho hiéu r6 rang, khong duge biét dén va
khong c6 tan suat xuit hién cao thi ho khong thé ¢ duge
thuong hiéu manh.

Nhu Jay Conrad Levinson, bac thdy vé Marketing Du
kich da phéat bi€u, ban cin phai quang cio dén 27 Iin dé




TAN SUAT TAO THANH... + 75

c6 thé tic dong d&n mot khach hing tiém ning. Ban cin
phai quang cao dén chin [in d€ d6i tugng d6 c6 thé nhin
biét dugc quang cido mét [An, va d6i tugng nay cin dén
ba [4n nhan biét thi méi bit dau c6 nhin thic vé san
phim dugc quang céo.

Jay cling ludn nhéc nhé quang cdo 1 d€ ban duge san
phdm ch@ khong € gianh giai thuong cua Hiép hoi
Quang cdo. Nhung phin 16n ngudi lam marketing van
l1am ra nhiing quang c4o hap dan chi d& nghe moi ngudi
khen quang cdo d6 sing tao. Vi chay theo sy hdp dan nay
nén quang cao cua ho khong con lai nhiéu thoi gian dé€
ndi vé san pham, nhan vat chinh cia quang cio.

Céc cong ty quang cdo thudng dé nghi khach hang ctua
ho thay quang céo sau khi da phét nhiéu thing ma khéng
thdy r6 dugc phan ng cua cic khach hang tiém ning.
Sang tao trong quang cio 1l niém vui, dat dé€n mét s6
lugng ngudi biét d&n hay duge tin thudng trén ca nude
ciing 1a niém vui 16n lao. Nhung d6 khong phai 1a myc
tiéu chinh cta quang co.

Nhan t6 duy nhit quyét dinh lic nido ban nén thay
quang cao chinh 1a cuén s6 ké toan. Khi quang cio khong
con hiéu qua nita hay khong tao ra lgi nhuén nita, hay
thay d6i.
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Nhitng vdn dé marketing li€én quan dén
tan suat

Hau hét moi nguoi déu khong quan tam dén quang cao
nén quang cao vdi tan sudt thdp sé khéng duoc nhiéu
ngudi ghi nhan.

B&i nhimg nguoi lam marketing phai tap trung thu hut su
chd y nén quang cdo khéng con nhiéu théi gian dé noi vé
san pham hay dich vy - nhing diéu that su can truyén dat.
B&i hau hét ngudi tieu dung déu da bi phu lap voi da loai
théng tin nén ho thuong khong thu nap hay hiéu ré duoc
nhang khai niem méi.

Dat duoc tan sudt quang cao lon tén nhiéu chi phi.

Mot van dé khéc nita ma nhitng ngudi 1am marketing
thudng phai d6i mit khi nhim d&n tan suit 13 hau hét
cac phuong tién truyén théng déu chi dinh huéng vio
mot sd d6i tugng nhat dinh. Va trong s6 nhimg ngudi
nay c6 mot so khdng bao gid nghe, xem nhitng quang cio
khéng lién quan dén minh.

Mot s6 ngudi lam marketing lai nghi, néu nhimng
khach hang tiém nang t6t nhat da thay va hi€u quang cdo
cua ho nhung sau d6 lai quén di thi nén chim dit quang
cdo d6. Thyc t& chiing minh ngugce lai, viée lip di lip lai
s€ gy sy chil y va gianh dugc nhiing khach hang tiém
ning nhat.
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Hay thir tudng tugng, mot ngudi ban rong diu phdng
rang trong mét san vin dong c6 di rao qua hét mei khu
vigc trong san vin déng d€ ban dugc cho nhiéu ngudi dn
ddu phdng nhit. Anh ta tin nhitng ngudi hay dn diu
phong s& goi anh ta. Nhitng ngudi &n diu phong sé
khong &n keo hay kem va anh ta s& ban hét hang nhanh
chéng. Nén tang 1¢i nhuén cua anh ta 13 nhitng ngudi dn
dau phong chr khong phai ¢ ché chuyén nhitng ngudi
khéng adn dau phdng thanh nhitng ngudi 4n dau phéng.

Nhung néu khéng chi c6 minh anh ta bin rong ma cé
mot doi ngli hon 50 ngudi lam viée nhu vay? Anh ta cé
thé phat mién phi cho nhimg ngudi khong &n diu
phong an thit. N&éu anh ta lam nhu vay vdi tan suit cao,
anh ta sé chuyén nhitng ngudi khéng thich dn dau
phong thanh nhitng ngudi thich &n d4u phdng va sé ban
cho nhitng ngudi nay trong méi tran dau tir d6 cho dén
cudi mua béng.

Nhung khong may 1a ban hiém khi c6 dugc vi thé déc
quyén nhu ngudi ban rong d4u phong d6. Thi trudng da
dang va phuc tap hon nhiéu. Ban phai hinh dung ra mét
cach dé viéc ap dung tin suat dat duge hiéu qua cao hon.
Va chinh Marketing Déng tinh sé gitip ban lam dugc
diéu nay.

SU’ DONG TiNH TAO DIEU KIEN CHO TAN SUAT

Marketing Dong tinh chinh la céng cy lam ting hiéu
lyc cho tan suat. Truc khi xét d&n nguyén nhén, ching
ta hay ban d6i chdt vé ban chit ctua sy tin tudng vao
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thuong hiéu. Ban nhin biét dugc mét s6 thuong hiéu &
tAm qudc gia nhu Binh Minbh, Bitis, Kinh D3, v.v...

b6 khong phai 1a nhiing thuong hiéu méi xuat hién.
Ching da c6 mit trén thj trudng tit miy chyc nim qua va
dén hém nay da gianh dugc long tin cia phan 16n ngudi
tiéu diing. Con nhiing thuong hiéu qudc t€ nhit Omo, Clear,
Tide, Clipsal..., ching ta dugc nghe néi nhiéu vé chiing va
tin vao sin pham va cong ty san xuit ra ching. Ching ta
thudng chon nhiing thuong hiéu nay vi sy tin tudng.

Tai sao ban lai tin tuéng vao nhitng thuong hiéu nay?
Bdi ban da nghe di nghe lai vé ching, chinh tin suit nay
da tao thanh niém tin cho ban. Trong nhiéu nim qua,
ban lién tyc nghe, xem, thiy quang co vé nhiing thuong
hi¢u nay. Ban thiy ching & khip noi, tir nha hang, phé
x4 dén nha riéng cua minh ciing nhu tit nhitng ngudi
than quen. Chinh tin suat da tao nén niém tin trong ban.

T sy tin tudng, thuong hiéu nay ludn sinh ra lgi
nhuan. Nhirng thuong hiéu du'gc tin twdng nhdt ciing
luén la nhirng thuong hiéu thu duge nhiéu lgi nhudn
nhdt. b6 1a mot thyc t€ khong thé chéi bo. Tan suat sé dan
dén nhén thic, nhin thitc dan dén tinh quen thude va réi
hinh thanh sy tin tudng. Khong ¢6 mét ngoai 1€ nao & day.
Niém tin thuong hiéu din dén lgi nhuin.

Vay néu san pham cia ban chua tao dugc sy tin tudng
thi sao?

Ban cin dén tan suit d€ xay dyng thj trudng cho mét
sdn phdm. D6 1a mot qua trinh tuong tic lau dai, mét
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phuong sich cin c6 thdi gian, 1ong kién tri cling nhu sy
diéu chinh khéng ngiing. Didu nay 4n chita mot huéng
suy nghi méi mé vé marketing. Va 16i tu duy nay ngugc -
vdi nhitng diéu ta duge hoc vé cong viée va cach thiic
hoan thanh né.

D& hiéu dugc didu ndy, ta hay nhé lai 200 nim trude, '
ching ta chi 14 nhiing ngudi thg thu cong, khong c6 cong
cu Ky thuat hé trg nhung van lam ra nhiing san pham
d6c nhit véi chat lugng rat cao.

Trudng hoc khi d6 chi c6 mot phong hoc duy nhat.
Thay gido thuong chi day mét vai hoc trd. Cudi cing,
nhiing hoc tré nay ra trudng véi mot lugng kién thitc
nhat dinh tuong ty nhu thay gido minh.

Va réi cuge cich mang cdng nghiép né ra lam thay d6i
cach thitc lam viée. Ching ta lam viéc trong cic nha may.
Cudc cach mang niy cling lam thay ddi khai niém
trudng, 16p. Chlng ta c6 nhitng ngdi trudng v4i nhidu
hoc sinh ¢ céc trinh d9 khac nhau, tir thap dén cao.

Moi 16p hoc ciling tuong ty nhu mot bs phan trong
day chuyén cta nha may. Hoc sinh hoc hét 16p nay roi
chuyén 1én 16p khac ¢ trinh d6 cao hon giéng nhu chi
tiét trong day chuyén san xuat. Hoc sinh nao khéng dat
dén trinh d¢ yéu cau s& phai hoc lai.

Khong gidng nhu gido dyc, marketing khéng con hoat
dong nhu mét chuéi nhiing sy kién lién mach, trong dé
quang céo nay ké tiép quang cdo trudc @€ tao thanh st
mua 16n. Ma thay vao 46, ngudi lam marketing phai bién
quéang cdo thanh mét qua trinh tuong téc giita cong ty va
ngudi tiéu dung. Ung dung m&i quan hé, tin sudt va'sy
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doéng tinh, ngudi lam marketing lién tuc diéu chinh &€ sy
tuong tic ngay cang gan bo va thich Gng véi ca d6i bén.

Khéng con viéc tung ra mét quang cio vao thit ba va
roi chd dgi mai lyc bung nd vao thit tu. Nhiing ngudi lam
quang cio khong con du lyc @€ quiy rdi ngudi tiéu ding
nhu trude kia nita.

D3 qua r6i cai thai cia hang loat nhitng san phim
giong nhau tran ngdp thi trudng. Ngudi tiéu ding ngay
nay doi hoi nhitng san phim chuyén biét danh riéng cho
minh. Ho hdu nhu chi quan tdm téi nhimg quang cao
xudt hién thuong xuyén, tap trung va c6 tinh c4 nhan.

Puang nhién la viéc san xuit hang loat van con gia tri.
D3 qua r6i cai thdi nhu ciu thi cao ma ngudn cung Gng
thi giéi han. Ching ta khéng canh tranh & khia canh ai la
ngudi cd thé cung ng san pham cho toin thé giéi.

Viéc tao ra gia tri qua mdi quan hé tuong tic quan
trong hon viéc giai quyét nhanh chéng nhu ciu cho
ngudi tiéu dung. Bai vay, khi ban giao tiép tryc tiép véi
khéch hang ciing 14 l4c ban c6 quyén st dung yéu to tin
suat trong marketing.

Marketing Dong tinh vé cin ban d3 d6i nghich véi
cich suy nghi truyén thong vé quang cido. Cac nha tiép
thij 16n trong nhimng thip nién trudc day biét cach dé
qudy réi. Ho biét cich got gitia mét chién dich dé gianh
dugc sy quan tdm tir ngudi tiéu ding va trao di ¥ tudng
cin ban trong m§t khoanh khic nhé nhoi. Ho t6n nhiéu
thdi gian tac dyng sy quay rdi va lam cho ¥ tudng cua ho
don gian dén mac du d€ gay sy chi ¥ trong khoang thoi
gian rit ngan.
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Va quan trong khong kém, nhitng ngudi lam
marketing Truyén thdng c6 sy hé trg cin thiét d€ quang
cdo nhiéu [an va tao thanh hiéu qua. Nhitng quang cio
dang nhé d6 duge st dung v6i tan sudt cao. Hau nhu tat
ca chiing ta déu nhé dén nhiing chién dich quang cio co
dién da tao thanh nhitmg thuong hiéu nédi tiéng bai vi
chting dugc phét di véi tan suit rat 16n.

Marketing Dong tinh ciing dem lai hiéu qua tuong ty.
Marketing Dong tinh ciling tung hé vai trd cua tan suit
giong nhu Marketing Dai chiing da lam nhung sau &6,
thay vi ti€p tuc qudy rdi, n6 chuyén sang tuong tac. Véi
Marketing D6ng tinh, sifc manh dat dugc tir tAn suit rat
ro rang va manh mé.

Hau nhu moi ngudi 1am Marketing Tryc tiép déu c6
danh sich nhiing khich hang wu tién, nhimg ngudi van
luén mua nhiéu hon ngudi khac. Nhitng khach hang d6
da c6 san niém tin vao cong ty nén ludén déng tinh dé
nhén duge thu gi6i thiéu va sin sang dit mua san phim
qua thu. Nhitng ngudi lam Marketing Tryc tiép da tao
dung dugc moi giao ti€p dya trén sy dong tinh cua ho.
Khéng c6 gi ding ngac nhién khi ho van tiép tuc mua tir
cac cong ty do.

Marketing Pong tinh 12 mét qué trinh nghiém tic cho
phép bat cr ngudi 1am marketing nao ciing c6 duge sy
quan tAm cta khach hang tiém ning. Bing cAch céng khai
cac lgi ich d€ ddi 1ay sy dong tinh va thé hién nhimg diéu
da hira hen, ngudi 1am marketing c6 thé lam gia ting t1nh
hiéu qua cta tan suit vdi chi phi thap.
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Vé nguyén tic, Marketing Dong tinh khai thic th&
manh & sy quan tim cta khach hang tiém ning va ting
tin sudt v6i chi phi thap. Khi phan 16n cic déi tugng
muc tiéu déu sian sang nghe nhitng gi ban néi, thi tin
suit sé la cich thitc marketing hiéu qua, nhat 13 khi ban
c6 thé diing phuong tién giao ti€p méi @& thé hién tan
sudt ma khong qua ton kém.

Thyc t€, Internet chinh 13 phuong tién Marketing
Tryc tiép vi dai nhat cua moi thoi dai.

Thu dién t 1d mét trong nhiing 1y do quan trong
khién moi ngudi thich dung Internet. N6 c6 thé tao
thanh tan sut cao v6i chi phi thip. Marketing Pong tinh
s€ cho phép ban thu hoach tin suit mién phi nay.

Nhiéu thdm do marketing cho thdy, ngudi ta thuong
bénh wirc nhitng céng ty ma ho tin tudng. Ngudi tiéu
dung c6 cam gidc manh mé vé nhiéu thuong hiéu va dich
vu trong ddi ho va néi chung, sy tin tudng 13 mét didu
kién tién quyét quan trong.

Vay sy tin tudng dén tir ddu? Sy tin tudng dén tir tan
suat. Nhung trudc khi chuyén thianh mii lyc, tin suat
phai dat dugc sy dong tinh. Dong tinh d& giao tiép, dong
tinh d€ lam theo khach hang, d6ng tinh dé c6 théng tin.
Va dong tinh chi cich sy tin tudng c6 mot budec.




6

Ndam cdp db dong tinh

v d6ng tinh c6 nhiéu cap 46 khac nhau. Hay nh¢ lai
S nhitng budi hen ho v4i ban gai, sau vai lan gdp g0,
ban dugc phép nam tay nhung chi thinh thoang va chi
nhiing lic khéng c6 ngudi xung quanh. Cdp 49 tiép theo
14 hai ban cling sinh vai dén truong.

Muyc tiéu ctia ngudi 1am Marketing Dong tinh 12 nang
ngudi tiéu ding 1én timg ndc trén bic thang dong tinh,
ti ndc xa la thanh ban hitu, réi t ban hitu lén thanh
khach hang roi khach hang trung thanh. Cung voi sy
ning dan cap d6 Déng tinh, trach nhi¢m va lgi nhuan
ciing tang dan.

C6 nim cip d6 Pong tinh, dugc sip xép theo mirc
quan trong giam dan nhu sau:



84 + MARKETING TRONG THOI DAI NET

+ H¢ thong (va md hinh “mua c6 thé hoan tra”);

4+ Ghi nhin (m6 hinh “bao dam” vA mé hinh “co
may”);

4+ Quan hé ca nhén;
+ Niém tin thuong hiéu;

+ Trudng hop.

N6

Ngoai ra,’con cip d9 nita dugc goi 1a “rac”, nhung cip
d% nay qua thap, sé dugc néi qua & sau.

CAP DO DONG TiNH HE THONG

O cfp d6 ndy, ngudi lam marketing gt &i cdc san
pham ho cho la phit hgp véi khach hang ma khéng thoa
thuén truc. Nhung mét khi ngusi Iam marketing diyr kién
sai hay lam dung sy dong tinh nay ¢ gui di nhitng san
phdm khéng phii hop va ding nhu cau cta khach hang,
ho s& c6 nguy co mit ngudi khach hang nay vinh vién.

Vi du nhu khi ban mua gao & mét dai ly, dai Iy nay 43
tao dyng dugc niém tin ddi véi ban va ban chap thuin
cho ho dua gao dén nha hing tuan. Cha dai Iy nay bist
ban thudng an loai gao ndo. Pidu nay ciing 4n chtia nguy
co tiém tang. Néu mét dai 1y gao khic gii thiéu véi ban
cung loai gao d6 nhung véi gi4 ré hon, dai ly ci s& c6
nguy cd mit ban vi gia ban dt hon. Hojc ciing c6 thé
ban khong quan tim dé&n gi ca va tin tudng vao dich vy
t6t cia dai ly cii. Nhung néu ngudi ban gao méi gigi
thieu v6i ban mét loai gao khic ngon hon hén loai ban
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thudng dn, kém theo d6 1a nhiing dich vy khéc biét khién
ban thyc sy hai 1ong thi dai Iy cii van c6 thé mat khach
hang trung thanh.

D& dat dén va duy tri cip 46 Pdng tinh ndy, ngudi lam
marketing can khong ngling gi6i thiéu san pham va dich vu
m&i dya trén nhitng thong tin thu nhin duge tirkhach hang,
Va do d6, ngudi 1am marketing cin khéng nging trao déi
théng tin tuong tic véi tAn suit cao v4i khach hang.

Hai muoi ndm truée, mot cong ty phat hanh sich &
M§¥ 1a Book of the Month Club (Ciu lac b sich hay trong
thang) rat ky thanh cong véi con sd hang triéu khach
hang. Cong ty nay thanh c6ng ryc rd 14 nho t6 chie t6t
mot ciu lac bo gidi thiéu sich thang trong thai gian dai.
Ho gianh dugc sy d6ng tinh ctia ngudi doc va duge phép
gui sach dén hang triéu ddc gia than thiét.

V6i ké hoach Marketing Dong tinh khén ngoan, ban
quan ly ciu lac by nay c6 duge mét quyén lyc dang mo
ugc trong tay. Thong qua gidi thiéu sach, ho da giap cho
tac gia trd nén ndi ti€ng. Ho s dung quyén lyc nay dé
dat dugc ty 1 phan trim giam gi4 cao nhit, nhung déng
thdi ho khéng giam gid nhiéu cho nhiing khach hang
than quen.

M@t vi du nita vé mic d¢ Dong tinh nay la viéc &4t mua
béo, tap chi. Ban tra tién truéc cho méi t& bao hay tap chi
va tin tudng d€ cac nha phat hanh hang thang gii cho
minh cie loai bio, tap chi, vit phAm quang cio khac.
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Tai sao ngudi ta lai chadp nhin trao cho ngudi khac
viéc lam mang lai nhiéu lgi nhuin nay?

Ly do d4u tién va quan trong nhat la dé tié€t kiém thoi
gian. Streamline, cong ty dich vu dugc nhac dén trong
chuong IV, s€ khong thé thanh c6ng v4i mo hinh dich vy
ctia ho néu mei ngudi c¢6 du thdi gian d€ chim sdc viéc
nha. Kinh t€ phat trién da tao ra nhitng ngudi sin sang
tra tién dé c6 thém dugc chat thdi gian ranh réi. Chinh vi
viy ma Streamline da thanh cong.

Ly do thit hai 1a d€ tiét kiém tién. Chi phi marketing
chiém ty trong l6n nhat trong téng chi phi ctia nhiéu
nganh kinh doanh. Céc nha phat hanh giam dugc chi phi
marketing d0i v&i ngudi dit bao hay tap chi dai han nén
ho giam gia d€ thu hit thém ngudi dat bao.

Ly do th{ ba khién ngudi tiéu dung chap nhén cdp d6
bong tinh nay 1a vi ho khéng mudn lya chon. Ching
han, ban khdng cin phai ban tdm dén viéc chon sach vi
Book of the Month Club bao dam ban ¢6 dugc nhitng
cudn sach dang thinh hanh nhat. Amazon.com ciing
viy, website nay gigi thiéu cho ban nhitng cuén sich
hay c6 cung dé tai vdi loai sich ban tirmg mua cua ho.
Con néu ban mudn doc mot deé tai mdi, ban chi cin gob
tén dé tai hay tac gia, nha sach ao nay sé thay ban chon
nhiing cudn sach c6 ciing dé tai, cliing tic gia hay cua tac
gia noi tiéng. Vi quy thdi gian c6 han nén ngudi ta
khéng mudn phai ty lya chon nira.

Ly do thi tu 1a khich hang kh6ng mudn bi thiéu hyt.
Do dai ly ban gao luén bao dam giao hang dang hen nén
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ban khong con phai lo nghi vé vin dé thiéu gao nita.
Chinh mong muén khong bi thi€u hyt 1a co hi cho nha
kinh doanh. Hay thir tudng tugng néu nhitng dé ban dang
dung c6 kha ning ty thay thé hay bé sung ma khong cin
ban phai lo nghi. Chang han, chiéc xe cta ban cé thé ty
phéat hién ché hong, ty lién hé véi cic trung tim dich vy
dé€ sita chita trong lic ban va gia dinh dang ngu ngon giic.
bay ciing chinh 13 ¥ tudng kinh doanh cta cic trung tdm
sta chifa, ho ty tim nha ban va mang d6 dung cin sia
chita di khi da c6 dugc sy déng tinh ctia khich hang. Y
tudng ty bd sung nay con c6 kha ning phét trién rong rai
hon nhiéu khi khoa hoc ki thuét ngay cang phét trién.

Mo hinh “Mua c6 thé hoan tra”

Mic d6 thir hai cia cdp 49 Dong tinh hé théng la
“mua c6 thé hoan tra”, titc khach hang c¢é quyén tra lai
hang héa truéc khi tra tién. O mic @6 nay, ngudi ban
trudc khi gui san phdm dén cho khich hang van cin phai
xac nhan lai nhitng théng tin dit hang hda dich vy t
phia ngudi mua.

V6i Amazon.com, ké ca khi ban da nhan dugc nhitng
cudn sich da dit mua, ban van ¢6 quyén tra lai va duge
hoan tién trong mét thdi han nao do.

Amazon.com da 4p dung mé hinh mua cé thé hoan
trd. V4i hi€u biét vé nhu cau va y thich cia khach hang,
Amazon dy doan dugc nhiing gi ma khach hang sé thich
dya trén nhitng cuén sach ho da mua &€ gi6i thiéu sach
m&i. Va bang nhitng hi€u biét su sic vé khach hang,
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Amazon.com c6 kha ndng thu hit khach hang vao dong
san phdm khac.

Vé6i nhiéu hinh thic khac nhau, mua c6 thé hoan tra
1a m6 hinh d6ng tinh day sitc manh ma nhitng ngudi lam
marketing dat dugc, cung cip mét kénh giao ti€p ma
rong cho ngudi tiéu ding bén ron.

O cap 40 Dong tinh nay, quyén lgi cia ngudi tiéu
ding van c6 thé bi xdm pham. Ngudi lam marketing néu
lam dung sy dong tinh, ching han nhu ¢ tinh gi6i thiéu
cho khach hang nhitng san phdm khong dap (ng ding
yéu cdu cua ho thi cong ty sé bj thua 16 vi s6 lugng khach
hang tra lai qua nhiéu...

Ban thudng xuyén in anh cta minh va gia dinh tai
hiéu anh gan nha va nghi ring minh ludn dugc ctira hiang
uu dai. Nhung tinh cd, ban biét m¢t khich hang khong
thudng xuyén in anh & cita hiang nay nhu ban ma lai
dugc giam gid nhiéu hon ban, bdi vi cita hang d6 mudn
1ay long khich hang nay. Ban khong néi gi va cam thay bj
phan bgi. Diéu nay anh hudng dén niém tin va sy gén bé
cta ban véi cita hang. T d6, ban so do gi4 ca va chat
lugng in anh nhu héi ban méi dén day.

Khéch hang khong chi muén dugc giam gid. Ho muén
nhin dugc khuyén mai tron géi tir gia ca, dich vy, sy an
toan dén sy tién lgi cung mot ldc. Néu ban c6 kha ning
cung cip nhitng yéu to nay tot hon d6i thu canh tranh,
ban sé duy tri sy déng tinh cua khich hang dai lau.
Nhung ban phai luén canh giac dé duy tri sy déng tinh
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da dat dugc bsi ddi thu cua ban cfing s& khéng ngimg
gianh lay sy dong tinh ti khich hang ban dang c6. Du
dat dén cip d6 béng tinh hé théng, ban van cin phai tiép
tuc cung Gng nhitng san phim tot va pha hgp dé chic
chén khéach hang ludn gén bé véi ban.

CAP DO BONG TiNH GHI NHAN

Cap d dong tinh thit hai 13 cAp @9 Ghi nhan. Mot khi
dat dén mic 46 nay, ban c6 thé thu hit va luu giit sy
quan tAm cua khéch hang tiém ning.

Mot ¥ tudng tuyét vdi nhim duy tri va ning mitc d6
Déng tinh cta khich hang dugc chuéi cita hang S&H &
My trién khai v6 cing hiéu qua, d6 1a: méi khi mua hang
¢ nhitng cira hang ctia S&H, ban duge cAp mét cudn sd
va mot s6 tem ghi nhin tuong ng véi sé tién ban mua.
Khi cu6n s ddy tem, ban sé nhan dugc mot mén qua cb
gia tri. Cudn s6 nay ciing lam nhiém vu quang céo cho
chubi cira hang S&H nay. ‘

Chudi cia hang nay ding hinh thicc tem d€ thudng
cho khich hang trung thanh. RG rang, mét con tem
khong dang gia, nhung néu khach hang thu thip day s6
tem thi chling béng c6 gia tri 14n.

Ban s€ sang tao ra nhiéu cach thu hut nita vi hinh
thitc ghi nhan nay. Vi dy, ban théng b4o thdi gian ban
mét loai hang dic biét kém theo nhitng tem thudng d3c
biét. Nguoi tiéu dung c6 thé chua can dén loai san
phiam khuyé&n mai d6 nhung vi cé tem thudng dic biét
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nén ho sé mua. Viéc ting mét phan thuéng dé dai lay sy
hgp tic tao ra sitc manh riéng ciia cadp ¢ Ghi nhén.
Cach thitc marketing ndy ciing gianh dugc sy quan tdm
ctia khach hang.

Nhiing con tem c6 tac dung nhiéu hon viéc ban giam
gia. Cho nén thay vi giam gi, ban hay sit dyng nhiing
con tem ghi nhin @& thu hdt sy quan tim cua khich
hang trudc mat cling nhu 1au dai.

Nhitng chuong trinh marketing nhu vay s€ ngay cang
phét huy hiéu qua. Théng qua nhitng chuong trinh nay,
ban cung cip nhitng lgi ich 1au dai cho khach hang. That
vay, nhitng con tem ghi nhan ctia S&H duy tri hiéu qua
trong nhiéu nim.

Khi khach hang quan tam t&i viéc giit nhitng con tem,
ho sé tich cyc mua hang d€ suu tip thém nhiéu tem niia.
Do d6, cac chuong trinh Marketing Déng tinh theo mic d
Ghi nhin cin xiy dyng theo huéng mua cing nhiéu hang
héa thi dugc thudng cang nhiéu tem, khach hang sé cang bj
16i cudn vao viéc thu thap thém tem. Pay chinh la yéu t6
thanh cong cia mét chuong trinh Marketing Ghi nhén.

Cac con tem ghi nhan phai dugc chuyén doi thanh
mét loai hinh gia tri nhu tién t€ chiang han. Gia trj cua
cic con tem ghi nhan chinh 1a cic phan thuéng danh cho
khach hang. Ngudi lam marketing sé€ quyét dinh gi4 tri
cua sy ghi nhan la bao nhiéu d€ gianh dugc sy quan tim
cua khach hang, khi d6 ho dé dang ban dugc hang héa.

Phan thudng chinh 1a yéu t6 lam cho cip d6 Dong tinh
Ghi nhan ludén tao dugc hung phan cho khich hang.
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Trong khi viéc tinh toan chi phi va hiéu qua cho cac chién
dich quang céo truyén hinh la diéu gin nhu khong thé thi
ngugec lai, chi phi danh cho cic phan thuéng va hiéu qua
cua hinh thie @6 hoan toan c¢6 thé dinh lugng duge.

Ngudi lam marketing theo mac @6 Ghi nhén can chi
¥: mudn ti€p thi c6 hiéu qua, phan thuéng phai phi hgp
véi ting khich hang tiém ning. Chang han nhu khach
hang tiém ning cua ban 14 mot nha triéu phd ma phan
thudng lai 14 mét ché d6 rac mién phi thi khong thich
hgp. Viéc lam nay sé khong lam khéach- hang tiém néng
quan tam ro6i doéng tinh véi ban duge.

Nhitng ngudi khic nhau s& quan tim dén van dé khac
nhau. Do d6, viéc giam gi4 khong phai lic nao ciing hiéu
qua, nhu trudng hgp: chuong trinh gidm gia danh cho
nhiing ngudi khéng quan tAm dén gia ca, hodc mirc giam
gia khong du hdp dan @€ thu hat khich hang tiém nang.

Marketing Ghi nhin hoan toan c¢6 kha nang khac phuc
ciac han ch€ cia m{t chuong trinh gidm gia hay mot
chién dich quang cdo truyén hinh. O Viét Nam khong it
céc siéu thj dang 4p dung ¥ tudng Marketing Dong tinh &
cap d6 Ghi nhén, trong d6 siéu thi dau tién ap dung la
Maximart Cong hoa.

Phin thudng cho ngudi tiéu dung khi quan tam hay
mua san pham 1a cich thyc hién cdp d¢ Marketing Ghi
nhan. Dic biét, ban hoan toan cé thé dai theo timg bude
phét trién va ugc tinh duge hiéu qua cua cac chuong
trinh Marketing Ghi nhan.

Nhung viéc thuéng cho khich hang tiém néng ciing c6
nhiing khé khin. D6 1a phai xac dinh dugc, ai da va chua
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quan tim, nhat ]a khi ban c6 s6 lugng khach hang tiém
nang tuong doi 16n.

DE céc chuong trinh Marketing Ghi nhan dat hiéu qua
cao, ban nén tao ra thit nhiéu cich d€ khach hang tiém
nang nhén dugc phéan thudng 16n. Ngay khi khach hang
muyc tiéu nhan dugc con tem hay cai gi d6 tuong ty, ban
nén gui thu dién ti hudng dan khach hang cich nhanh
nhét d€ dat phin thudng 16n nhu mua thém hang, hay
mua véi trén mdc tién ndo d6... Néu khéng sir dyng
Internet, ban c6 thé ding dién thoai d&€ huéng dan khach
hang quan tam hon dén ban va cdng ty cua ban.

Nhiéu ngudi cho ring nhitng khiach hang myc tiéu chi
quan tim dén phan thudng 16n sé khong thé trg thanh
khach hang trung thanh hay khach hang lau dai. Thye t&
ching t6 diéu ngugc lai. Khach hang myc tiéu ban dau chi
quan tam dén phan thudng 1én, nhung sau 6 ho dan dan
chju sy chi phéi ctta c4c thong diép marketing véi tin suit
cao. Cudi cuing, qué trinh khach hing tiém ning phan dau
d€ gianh dugc phin thudng sé bién ho thanh khach hang
that sy, r6i thanh khach hang trung thanh.

Trd ngai 16n nhit cia Marketing Pong tinh 1a “ké co
hdi”. D6 la nhiing ngudi chi rinh rip co h$i mua hang véi
giad uu dai ma khoéng quan tAm hay déng tinh véi bat cit
loai san pham nao. Khong may, s6 lugng nhimg ngudi
nhu viy khéng nho chit nao.

Nhitng ngudi co héi thudng cé thu nhap thip va
nhiéu tudi hon cac nhém khach hang 1y tuong caa cac
chuong trinh marketing. Ho thudng 13 ngusi dau tién
tham gia nhitng chuong trinh mua hang cé thuéng cua
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chién dich Marketing D6ng tinh. Ho t0 ra néng v§i dé
dat dugc phan thudng cé gia tri 16n. Ho ton tai nhu mét
phin tit yéu cua cudc choi. Chuong trinh Marketing Ghi
nhan cb thé loai trir nhitng ngudi co héi ra khoi nhém
khéich hang tiém ndng. Nhitng ngudi co hdi thudng néng
v0i nén dé nan long va béc 16 ban chat that khi chuong
trinh marketing gobm nhiéu bugc ghi nhén tir thap dén
cao. Nhung ban ciing phai cin thian khi thiét ké cac
chuong trinh Marketing Ghi nhén. Cac bugc cuia chuong
trinh nay khong dugc qua phtc tap thi méi thu hit va
khuyén khich dugc khach hang muyc tiéu.

- Nhiéu lic, ngay ca nhitng ngudi lam marketing c6
kinh nghiém ciing vdp phai sai [dm trén. Do d6, cac
muc &6 ghi nhéan phai tuong d6ng véi cac nhém khach
hang muyc tiéu. Khich hang tiém ning phai cam thay
thoai mai véi chuong trinh Marketing Ghi nhéan, thiy
minh rat sing suét khi tham gia chuong trinh va c6 thé
ki€m soat dugc dién bién cua cac budce ghi nhin. Quan
trong hon, khach hang tiém ning cin cam thdy dugc
an toan va than thién nhu khi giao thiép ngudi quen.
Do d6, mei thong diép déu phai c6 tinh dy kién, ca
nhan va thich @ng.

Chuong trinh Marketing Ghi nhin dugc chia thanh
hai mé hinh: Ghi nhin Bao dam va Ghi nhin Co may.
Mo hinh Ghi nhin Bao dam

Trong cac chuong trinh Ghi nhian Bao dam, mei ghi
nhin déu bao dam ¢ gia tri thyc. Nhu trudng hgp con
tem ghi nhén cta S&H ching han, méi con tem déu bao
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dam s@ c6 mét phan thudng trong tuong lai khi da s6
lugng yéu cau. ‘

Sy bao dam sé& khién ngudi tiéu dung khong con nghi
ngd hay lo ling ma cam thiy thich thd va bj 16i cudn. Ho
c6 thé cam nhin dugc qui trinh dén gin véi phan
thudng khi tham gia chuong trinh marketing.

Nhung chuong trinh Ghi nhan Bao dam rat ton chi phi.
Tat nhién, chi phi d6 s& dugc tinh khi dinh gia san pham.

Mo hinh Ghi nhin Co may

MO6 hinh Ghi nhin Cg may trai ngugc v&i md hinh trén.
Ngudi tiéu diang khéng chic chan sé nhin duge phan
thudng trong tuong lai, thay vao d6, ho nhin duge mét t&
x0 s& hay mét co hi dat dugce giai thudng nao do.

Chi phi thyc hién mé hinh Ghi nhin Co may thudng cd
dinh. Vi dy, néu phian thudéng cho chuong trinh nay la
mot chiéc xe hoi ddi méi hay mét chuyén du lich, thi do sé
14 chi phi cia chuong trinh. Diéu nay ciing gy ra khé
khin cho ngudi thyc hién né. Boi néu ngudi tiéu dung
cam thay khdng c6 nhiéu co hdi gianh duge phan thudng,
ho sé nan 1ong va tir bo viéc mua thém hang hda, dich vy.

Vi vdy, ngudi 1am marketing Ghi nhan Co may cin phai
thiét k&€ nhitng chudi sy kién hay cac hoat dong c6 dong
nhim khéng ngimg thu hit khich hang. Béng cich ting co
héi gianh dugc phan thudng 1on, ngudi 1am Marketing Ghi
nhin Co may sé luén giit dugc thai d¢ quan tam dén san
phim cua ngudi tiéu dung.
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Cac chuong trinh Marketing Ghi nhan Co may luén
hiéu qua hon hang ngin théng diép quang co truyén
théng trong viéc gianh dugc sy quan tAm va duy tri viée
mua hang lau dai cua nguoi tiéu dung. Ngudi lam
marketing cdn quan tdm dén mitc chi phi va duy tri strc
hép dan cua phan thudng.

Tém lai, mdt chuong trinh Marketing theo mé hinh
Ghi nhan Co may cin dat dugc hai diéu co ban:

+ Khong khach hang tiém ning nio tham gia chuong
trinh lai ¢6 ¥ nghi bi thiét thoi hay mat mat thir gi;
+ Khong mét ai tir bo chuong trinh khi da tham gia.

Khi ban thyc hién mo hinh chugng trinh nay, trugc
tién ban can xdy dyng mét co ciu giai thudng c6 tinh
thyc t€ va trung thuye.

Thit hai va 14 di€m then chét, chuong trinh phai dugc
cong khai ngay tir dau. Ngudi lam marketing phai theo
sat tung phan @ng cta khich hang d€ xiy dung dir liéu vé
khach hang, tir d6 dua ra nhiing thong diép cé tinh dy
kién, riéng biét va thich img.

Néu thi€u sy dong tinh thi phin thugng sé khéng con
dang gid trj vOn c6. Bdi sy dong tinh lam cho phin
thudng c6 tinh dy kién, néi cach khac phan thudng phai
phtt hgp v6i mong muén, nhu ciu cua ngudi tiéu ding.

Vi sitc manh ctia Internet, ban hoan toan c6 thé ghi lai

moi trao d6i v6i khach hang. T nhitng dit liéu nay, ban ¢6
can ctt ¢ quyét dinh mic thudng hay ting mitc d6 Ghi
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nhan & cac budc ké tiép cho phu hgp hodc danh sy quan
tam dic biét t6i timg khach hang riéng lé... Néu ban 1a
mot khach hang thi con gi thich thd va hai long hon khi
nhén dugc khuyén mai pha hgp véi ¥ mudn ciia minh?
Ban thit nhé lai da c6 bao nhiéu [An nhan qua khuyén mai
ma ban khong thich réi bo x6 hay cho ngudi khac?

Khéng c6 diéu gi tao sy dong tinh 16n hon viée ban
tdng cho khach hang nhiing mén qua h¢ dang nghi dén
va thyc sy hao himg khi nhan dugc. Khéng c6 didu gi
chiing t6 sy quan tdm cta ban dén khach hang hiéu qua
hon viée ting nhitng mén qua mang tinh c4 nhin nhu
vay. Nhung ban cting khong nén lam dung hiéu biét nay
d€ qua mét khach hang, ching han nhu viéc ting mét vai
cai ta gidy cho khach hang da mua may b6 quin 4o cho
tré so sinh. Viéc lam thiéu suy nghi nay cé thé khién ban
phai tra gi4 rit dat. Qua d6, ban thiy ring vai tré cua
 m&i quan hé than thiét s€ dan dan t6i sy dong tinh va tir
d6 tao dugc 1ong trung thanh bén vitng & khéich hang.

CAP BQ QUAN HE CA NHAN

Cap d6 thir ba ciia Marketing Dong tinh 14 Quan hé Ca
nhan. Ban c6 thiy bat ngd khi Quan hé C4 nhén lai ¢ muc
thap trong thang bic ctia Marketing D6ng tinh? Pon gian
14 boi & cap d6 nay, ngudi lam marketing khéng hoan toan
dinh lugng dugc mé6i quan hé tuong tic giita d6i bén.

Sir dung quan hé ban c6 dugc véi ngudi khac 1a viée
1am hét sitc hiéu qua dé cing cd sy quan tAm hay dinh
huéng thai 8¢ cia ngudi d6 46i v6i ban. Nhung cach Iém
nay phu thudc vao méi cd nhan. M6t nhin vién dang
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thing ti€n chua hin di c6 méi quan hé t6t véi cong ty.
M4t ngudi thg sita xe tim ra phuong phap sita chita méi
nhung khong thé tinh tién nhiéu hon bai khich hang
chua chéc hai long véi phuong phap méi nay.

Céc méi quan hé c4 nhan la thit cham phét trién va
khé m6 rong. D€ x4y dyng mdi quan hé ca nhin gin bé,
ban phai mit nhiu n3m san xudt va phin phdi nhiing
san phdm hoan hao cho khach hang.

Khéng dinh lugng duge sy dong tinh & cdp d6 Quan
h¢ C4 nhén khéng c6 nghia 1a cip d6 nay khong hitu
dung. Vi viéc xac dinh ddng mong mudn cua timg
khach hang tiém ning r6i né lyc &€ gianh 14y sy déng
tinh tU ho, ngudi lam marketing c¢6 thé thu duge lgi
nhuén 16n cho cong ty.

Ban c6 thé chia cAc Quan hé C4 nhén nay thanh ba
nhém: nhém quan hé dong tinh cao gébm nhing nguoi
ban c6 thé goi dién @€ gisi thidu va ban hang; nhém
quan h¢ mdi bat ddu ddng tinh 1a nhitng ngudi ban c6
thé tiép thj san phdm hay dich vy; nhém quan hé xa la,
nhitng ngudi ban bit dau quan hé.

Gia sit ban mat cudn sb tay c6 ghi tén tubi, dja chi cia
hang ngan khach hang, Liéu mét ai d6 nhit duge s& ding
nhitng théng tin nay d€ tao méi quan hé cho ho duge
khong? RO rang, ho khéng thé gianh duge sy dbng tinh
cua khéch hang tiém ning cua ban vi khach hang da tin
tudng ban sau qua trinh giao tiép lau dai v6i ban. Nhiing
théng tin trong cudn s6 khong mang lai ich lgi cho bt ky
ai khéc ngoai ngudi chu thye sy cia né.
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Cambridge Technology Partners, m{t cong ty tu van
va lap trinh, da ¢6 buée phat trién vugt bac. Cong ty nay
tip trung vao cic phong cong nghé thong tin cta 1.000
cong ty 16n nhat nuGc My. Cu thé, cong ty nay chi quan
tim dén 1.000 Chu tich H6i dong Quan tri cia 1.000
cOng ty dau tién trong danh sach cia tap chi Fortune.

Ngay tit khi thanh 14p, cong ty nay d3 4p dung chién
lugc Marketing Dong tinh. Ho 43 mdi lanh dao cac cong
ty néi trén tham dy céc hi thao. Tai hoi thao, cac nha
lanh dao sé phat biéu y kién vé co hdi va thach thic cua
nganh cong nghé thong tin. Van dé ban hang khéng dugc
thao ludn ¢ day va duong nhién hi thao cling khong
hinh thanh mai lye. Thornton May, Giam déc Piéu hanh
Cambridge Technology Partners khong mudn ban hang
vao lic d6 ma chi quan tim dén nhitng van dé 1.000
cong ty tiém ning dang gip phai. Myc tiéu cia dng don
gian 1a gianh dugc sy dong tinh réi sé noéi chuyén ban
hang véi cac cong ty nay vao mot dip khac.

R6i cling dén lic Cambridge Technology Partners ban
hang cho cong ty X. Lic nay, sy d6ng tinh ho dat dugc va
luén ning 1én theo thdi gian m&i boc 1§ lgi ich. Chi phi
500 ngan d6 la d€ gianh dugc sy dong tinh cua 1.000
cbng ty 16n nhat nudc My khong phai la ré, nhung ciing
khong dat so véi gia tri tuyét voi ma né dem lai.

Dich vy kém chat lugng sé pha hong vinh vién kiéu
Do6ng tinh theo Quan hé C4 nhan nay. Mot ngudi thg
d4dm bép sit dung phuong phap méi nhung lai gay kho
chiu cho khach hang quen d€ r6i nhin ra minh d3 mat
khach hang d6 mai mai.
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Bén canh d6, ngudi lam marketing thudng khong thé
cung cip cac dich vu & nhiéu mtc d6 khac nhau cho
khach hang. C6 khich hang chi mudn ghé qua mua gi d6
r6i nhanh chéng ra di; c6 khach hang lai muén nhin
ngim va trd chuyén roi méi quyét dinh mua. Néu sy
ddng tinh duge xay dyng trén 10ng tin ctia ngudi mua, sy
mén déo ciia ngudi ban va sy tuong tic thi mau thuan la
diéu sé xay ra.

DPbéng tinh & mitc ) Quan hé C4 nhan 13 hinh thitc hitu
hiéu nh4t dé thay d6i thai d§ cua khach hang. D6 ciing la
cich dé dang nhit d€ ning sy dong tinh cua khach hang
1én dén cAp d6 cao nhat 1a Dong tinh Hé thong.

Néu ban 1a moét ngudi 1am marketing chuyén nghiép
da c6 sy dong tinh cao tif khach hang, thi cich t6t nhat
dé nang cao hiéu qua kinh doanh la cung ¢6 mdi quan h¢
vGi khach hang hién tai. '

CAP DO NIEM TIN THUONG HIEU

Niém tin Thuong hiéu c6 duge khi ngudi tiéu ding tin
tudng vao san pham; tuy niém tin d6 nhe va khong that
sy rd rang nhung né gitp ho cam thay an toan khi mua
san phim mang thuong hiéu doé.

Thuong hiéu luén duge d4nh gia cao, phai can nhiéu
thdi gian va chi phi &€ xdy dung va phat trién. Thuong-
hiéu ciing khé dinh lugng va vin dyng. Phan 16n khoan
chi cta cic chuong trinh marketing déu danh cho quang
c4o va hau nhu céc quang cdo déu chi trong vao viée xay
dung thuong hiéu. Ching ta déu biét nhitng vi du vé



100 + MARKETING TRONG THOI DAI NET

chién dich marketing xiy dung thuong hiéu cua ICC,
Sfone, Laser Beer, hay chién dich xay dyng 5.000 diém
truy cap Internet khong day (wireless) cua FPT... T4t ca
déu chd trong xay dung Niém tin Thuong hiéu.

Niém tin Thuong hi¢u dan t6i viéc m& rong thuong
hi¢u. Néu ngudi ta tin dung nudc ting lyc Number One,
ho ciing s& tin dung nuéc d4u nanh cing tén. Néu mét
chiéc Yamaha Jupiter da tao dung dugc niém tin véi
khach hang thi mét chiéc Nouvo ciing ctia hang Yamaha
sé dugc tin tuong.

Vige gi cling déu c6 mdt trdi cua nd. Viéc md rong
thuong hi¢u that bai sé gy hiu qua dang buon. Mot khi
ngudi lam marketing lam dung sy déng tinh cua nguci
tiéu dung, ho s& canh giac d€ khong bj lam dung nita.

Sttc manh cua Niém tin Thuong hiéu 1a rat 16n. Mot
thuong hiéu m&i khé canh tranh v4i moét thuong hiéu da
dugc khang dinh. Khi nghe néi vé mét dong xe Honda
hay Suzuki méi, chting ta d& quan tdm hon 1a khi nghe
ndi vé mot chiéc Lifan chang han. Théng diép quang cio
san pham cla thuong hiéu méi khé vugt 1én trén sy tran
ngap cua cac chuong trinh quang co truyén théng.

Niém tin Thuong hiéu khéng chi 4p dyng cho hang
ti€u ding ma con sit dyng cho hang héa ban 1, nha hiang
va ca con ngudi nita. Cudn sich méi cia mét tic gia cé
tén tudi nhanh chéng dugc d6n nhin rong rii. Nhung
néu cuén sich méi nay khéng dat dugc chit lugng nhu
cudn di tao nén tén tudi cho tic gia, niém tin noi ngudi
doc s€ nhanh chéng Iyi tan.
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Trudng hop cua Cong ty Héa pham Quéc t& (ICC)
nam 2003 1a vi dy dién hinh vé viéc xay dyng Niém tin
Thuong hiéu r6i mat di chi vi ho chay theo nhimg lgi ich
ngéan han. ICC bat dau tung tién quang cdo vdi tin suit
cao dé tao dyng Niém tin Thuong hiéu. Ho d3 dat dugc
diéu nay nh¢ phéi hgp nhiéu chién thuit marketing, tir
gi4 ca cho dén t6 chiic cic sy kién. Mai tip trung xiy
dyng thuong hiéu, ho xem nhe phin san xuit. Chat
lugng san phidm khéng hoan hiao cdng thém sy canh
tranh gay git cta cic d6i thu khién ICC mat di Niém tin
Thuong hiéu d3 c6. Khéng ty lugng stic minh, ICC chon
phan khic thj trudng qua cao va dang thudc vé cac d6i
thu canh tranh ¢6 tiém lyc tai chinh 16n hon.

Mot di€ém quan trong cin duge nhic dén 1a nhén thic
thuong hiéu méi chi 1a buge dau dé dat d&n Niém tin
Thuong hiéu. Niém tin Thuong hiéu c6é duge tir nhan
thitc thuong hiéu qua quang co véi tan suit cao chi la
niém tin so khai, mong manh va dé thuong tén. Niém tin
Thuong hiéu that sy chi ¢6 duge cling thdi gian va chat
lugng san pham.

Chiing ta rat dé sai Jdm khi lam dyung va 1am mat di
Niém tin Thuong hiéu ma ching ta phai mat rat nhiéu
cong stic va nudc mat méi dat duge. AOL d3 pham phai
sai [Am d6. Ban d4u, AOL 13 mét phuong tién truyén
thong khong c6 nhiéu thong diép quang co va tiép thi.
Quang cio trén AOL dugc kiém soat chit ché vé nodi
dung, so lugng va thdi gian. Do d6, ngudi tiéu ding da
tin va bat dau quan tdm d&n cic thong diép quang cdo
cua ho. ‘
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AOL muén khai thac t8i da niém tin nay dé€ ban bat cir
san phim ndo dugc quang cio trén phuong ti€n truyén
thong nay. Hau qua 1a AOL ngiy cang giéng véi cac
phuong tién truyén thong khéc: ngdp trin nhitng thong
diép quang cdo. Thét sy, ho ban dugc nhiéu san phim,
dich vu nhung cfing mat di sy dong tinh cta ngudi tiéu
diing va cudi cling, nhin ra minh da mat di nhitlng mén
tién khong.

Niém tin Thuong hiéu ciing tao ra ap lyc cho ngudi
1Am marketing va cdng ty cht thuong hidu. Theo thdi
gian, ban ngay-cing gip kho khin hon d€ ning cip Niém
tin Thuong hiéu nay.

Miit khac, khi mot Niém tin Thuong hiéu bj lung lay
hay bj ké x&u tin cong, thi that kh6é ma gianh lai dugc
niém tin nhu ban d4u bdi ban sé khéng bao gid c¢6 du
nhitng cong cy cin thiét cho viéc tai tao nay. Hon nifa,
phai mat chi phi rat 16n d€ vyc lai Niém tin Thuong
hiéu dang bj x6i mon s6 lugng 16n ngudi tiéu dung.
Cudi nim 2004, cong ty Nutifood dd bj roi vao tinh
canh nay. Khi thuong hiéu sita va thic dn cho tré em
cua cong ty dang dugc tin dung rong rai thi sy kién
hang gia (c6 thé do mot ddi tha nao d6 tung ra) da gay
anh hudng xau dén uy tin ctia Nutifood. Ngay sau do,
Nutifood d3 tién hanh chién dich quang cio d€ gianh lai
niém tin. Chién dich da thanh cdng nhung du sao Niém
tin Thuong hiéu ciing 43 14m bun va khéng con duge
col trong nhu trudc nita.

Niém tin Thuong hiéu chi 1a mét cip 3 nhat thgi cia
sy dong tinh, cin phai duge dau tu va bao vé. Ngudi lam
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marketing gioi déu biét viéc ning cip Niém tin Thuong
hiéu can c6 thdi gian chit khéng thé néng voi duge.

CAP PO TRUONG HOP

Cip d6 dong tinh cudi cing la Trudng hgp. Cap 4o
nay gan giéng sy tinh ¢ nhung v cing hitu dung.

CAp a6 Trudng hgp bat dau véi ciu hoi: “Ban cin gi?”
khi mét ngudi tiéu dung goi dién thoai yéu ciu ban cung
cap thong tin ndo d6. Lam nhu thé, nguoi tiéu dung da
trao cho ban sy déng tinh & cip d§ Truong hgp. Diéu nay
tuong ty nhu khi ban hoi dudng, nhd ai d6 huéng dan...

Cip 40 Dong tinh Trudng hgp la mot cdng cu
marketing manh mé it ai ngg dén. Tinh ¢& ngudi tiéu
ding va ngudi lam marketing tré nén hét sic gin gii.
Chinh ngudi tiéu dung di budc dau tién trong moi quan
hé gin b6 nay. Ngudi lam marketing khéng cin quan
tAm lam thé& nao @€ thu hit hay tiép cin khach hang nita.

So v&i quang cio truyén hinh hay thu tin trye tiép thi
sy dong tinh theo trudng hgp 14 co hdi ngan vang cho
ngudi lam marketing. Vi viy, ho phai d4p tng chinh x4c
sy dong tinh d6 n€u mudn dat dugc lgi ich 46i bén.

B4t cit ai dit 12 m6t ngudi phyuc vy ¢6 mét ngay lac
ngudi tiéu dung yéu ciu thong tin hay mua hang déu c6
thé 1a ngudi lam marketing hiéu qua nhat. Vi vay, trong
trudng hgp ndy, d6i ngii tiép thi cAn duge hudn luyén bai
ban va c¢6 dinh huéng marketing rd rang. Diéu nay thé
hién chit lugng d6ng déu cuia viéc kinh doanh.
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Céc cong ty can dau tu nhiéu thoi gian va tién bac dé
tap huan ki thuit, nang cip sy dong tinh cho nhén vién
khi tiép xic tryc tiép v4i khach hang. Ching han nhu ciu
héi ma nhan vién phuc vu & cic ctra hang McDonald
thudng héi: “Ong can thém khoai tay chién cho mén nay
ch@?”, dugc xem 12 ki thuit € ning sy dong tinh 1én cap
dd Trudng hgp. Cau hoi cita miéng cua nhéan vién phuc
vu d3 dem lai cho chuéi ctra hang thitc &n nhanh nay
hang ty d6 la lgi nhuan méi nadm.

Piéu d4ng quan tim nia 1a cap 4 nay dién ra qua
nhanh vi néu ngudi lam marketing khong xir 1y kip thai
va hiéu qua thi co hdi sé trdi qua. Va sau khi nhén vién
ban hang tiép xdc tryc ti€p voi khach hang va gianh dugc
sy dong tinh, diéu nén lam ti&p theo 1a tim c4ch nang cip
sy dong tinh nay 1én cidp d9 cao hon. Pay 1a phén viéc
cua ngudi lam marketing that su.

CAP PO RAC

Cip d6 cudi cung va thdp nhat cia sy dong tinh la
“Rac”. Khdng c6 chit dong tinh nao & cip d6 nay. Néu
ban cho 13 cic quang céo thich hgp khong c6 cap d¢ Rac
thi hay xem xét lai.

HAu hét cic chién thuit marketing c6 dién, cic quang
c4o truyén hinh, cic thu quang céo gii cho nhitng ngudi

xa la, cAc quang cdo truyén thanh déu la réc, va “vua” rac
1a thr quang c4o dién tir (spam).

Spam hau nhu khoéng t6n chi phi. Ngudi lam
marketing trén mang gui di hang triéu spam véi chi phi
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khoang vai trim ngan dong. Bat cit ngudi nao ¢ du can
dam chiu dyng sy chin ghét cua hang triéu ngudi nhan
spam déu dat nhiing l¢i ich tir viéc nay.

Néu hang ngay ban budc phai nhin d&n hang triéu
thu dién tir (cha y&u 13 spam) thi ban cam thay thé nao?
Su bing n6 thu quang co sé 1am t& liét mang Internet.
Khong mot hop thu cd nhan nao cé du dung lugng dé
chita hét cac thu quang céo trén. Khong kiém soit duge
spam d6ng nghia v4i viée Internet khéng con nita. May
man thay, cac chuyén gia Internet di sang tao ra nhiing
cong cu chéng spam hiéu qua.

V6i sy phat trién cta cong nghé truyén théng, chi phi
quang cao trén mang sé cang ngady cang ré. S6 lugng cac
website, dai truyén hinh cap ting lén chéng mit, ciing
vGi d6 1a sy bung né cua cic théng diép quang cio.
Ngudi lam Marketing Dong tinh s& tan dung co hoi dé
vugt lén trén quang cio va Marketing Truyén thong.

Tinh chat quan trong nhit cia Marketing Pong tinh
(gom tinh dy kién, tinh riéng tu va tinh thich tng) r5
rang la tinh dy kién. Vi néu c6 tinh dy kién thi ngudi lam
marketing mé&i thu hat va ti€p cin dugce v4i khach hang
tiém ndng. Spam, mét dién hinh clia cip d6 Rac, khong
hé c6 tinh dy kién, thim chi con rat dang ghét nita.






/

Bon quy ludt cua
suw dong tinh

hi ban d3 gianh dugc sy déng tinh, ban cin nd lyc
dé cing ¢4 va mé& rong né. C6 bdn quy luat dé
ngudi lam marketing hiéu r6 sy déng tinh.

+ Dong tinh khong thé chuyén giao;
+ Dong tinh c6 tinh vj ky;

+ Dong tinh khong chi 13 m{t giai doan ma con 1a ca
mét qua trinh;

+ Dong tinh c6 thé mit di bat et lac nao.
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DONG TiNH KHONG THE CHUYEN GIAO

Du ban da ho hen véi ban trai hay ban gai cia minh
dugc bao lau ching nita ban van khéng thé nhd ngudi
khéac hen thay minh.

Déi véi Marketing Truyén théng, viéc mua ban, cho
thué hay trao d6i dit liéu 1 hoan toan binh thudng. Diéu
ndy dugc thyc hién bi mat, nhung van dién ra hang ngay.
Thyc t€, day 14 mot nganh kinh doanh trj gi4 nhiéu ty d6 la.

That vy, ban hoan toan cé thé c6 ban danh sich
nhilg ngudi s¢ hitu chiéc Lexus & thanh phd H6 Chi
Minh hay nhitng ngudi c6 mitc thu nhap trén 10 tridu
dong mot thing v.v... D6 1a dit liéu can thiét cho mét
chién dich marketing nao d6. P& c6 dit ligu quy gia nay
d6i lac ban phai tra tién.

Trong méi trudng canh tranh, nhitng dit liéu nhu trén
sé cang lic cang dat gid boi ching gitp ngudi lam
Marketing Quay r6i cé nhimg dy doan va quyét dinh
chinh xéc.

Dé vugt 1én trén d6i thu canh tranh, ngudi lam
Marketing Tryc tiép khong tiéc tién &€ mua duge mét
danh séch dija chi lién lac cua khach hang. Tiép d6, ho tién
hanh cic giai doan ti€p thj, tir giri san pham thir d&n phat
phi€u diéu tra véi myc dich dap tng t6t nhat nhu cau
khach hang.

Phuong phép nay khong bao gié hitu dung d5i véi
nhitng ngudi lam Marketing Pdng tinh, bai né sé gy bat



BON QUY LUAT CUA SU BONG TINH + 109

ngd cho ngudi tiéu dung. Lam thé&, ban khong chi ngin
can sy dong tinh ma con tao nén sy e ngai nita. Ai ciing
bat ngd va sau d6 1a e ngai vi nhiing théng tin c4 nhin
cia minh bj ngudi khac biét. Té hai hon, chinh sy e ngai
nay sé khién khach hang khong muén mua hang va tra
tién qua Internet.

Thoat nhin, viéc chuyén giao sy dong tinh dudng nhu
khéng ton hai gi. Nhung ngay sau khi sy chuyén giao
dién ra, tinh déng tinh khong ton tai nita. Vi dy, mot
cdng ty xa la nao d6 gui cho ban email ma ban khong
mong mudn, chic chin ban s& khdng quan tim, thim chi
con khong ddm nhén chut d€ xem. N6 ciling giong nhu
moi thu rdc ban nhin duge hang ngdy trén Internet.

biéu chtng ta dang muén ban dén & day 1a tinh hidu
qua cua sy dong tinh trong marketing chit khong xét dén
khia canh dao diic cia n6. Mét quang cdo nhim dén d6i
tugng chua dong tinh sé khong hiéu qua béng viéc ciing
quang cao d6 nhung duge gui dén d6i tugng da dong
tinh du & cap 4% thap.

Vi dy, mét cong ty 43 mua dia chi email caa ban tir
nhiing website ma ban thudng truy cip va &ing ky hom
thu. Tt nhitng dit liéu trén, cong ty niy s& giri dén ban
mdt bang quang cdo rt nho bén canh nhiing bic thu cta
ban. Ban s& budc phai cht tim dén bang ron quang cio
nho bé boi chiing xuét hién trong hom thu cua ban.
Quang cio nhu vy liéu cé thanh cdng khong? RS rang 1a
thanh cong vi hdu hét moi ngudi déu phai quan tim dén
chiing. Nhung ching c6 hiéu qua khéng? Hau nhu la
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khong. Sau khi budc phai chd ¥, ban sé xem chiing nhu
thu rac! Thiam chi, néu ban nhin thiy cii tén da dugc
quang cio nay ¢ dau 46, ban nhanh chéng loai bo ching
ra khoi tim tri. Ngay tir dau, ban da khong dong tinh véi
chiing thi sau nay, chiing cang khé c6 thé khién ban quan
tam. Vi vay sy dong tinh dugc chuyén giao sé khong con
1a sy déng tinh nita.

Thé con cic website da ban dija chi email cta ban thi
sao? Ban c6 thé khong biét thong tin vé minh bj rod ri tir
dau. Pon gian, ban sé cin trong hon. Ban ciing mat di
niém tin véi cic website khong c¢6 duge sy bao mit tot,
trong do sé c6 website da ban di thong tin email cua ban.

Ngudi lam Marketing Pong tinh hiéu r6 hon ai hét vé
gia trj cua sy dong tinh ho nhan dugce tir cac khach hang
tiém ning. Khi hi€u r6 gia trj cua nhitng gi minh dat dugc,
ho cang trin trong va khong dé dang trao lai cho bt ky ai.
Nhu vy, sy déng tinh da chuyén giao sé€ khong con 1a sy
dong tinh nita ngay ca d6i vi nhilng ngudi chuyén giao.

DONG TiNH LA V| KY

M4t trong nhiing 1y do khi€n ngudi lam marketing
thudng trao d6i, mua ban dit liéu vé khach hang la ho
mudn kiém soit moéi trudng marketing. Danh sich ngudi
timg mua hang dugc coi 1a noi nhan quang cao cho du
nhifng ngudi ndy ¢6 mudn va san sang d6n nhin hay
khong. Theo quy ludt, khi s6 lugng thu quang cao du 16n
sé tao ra mai lyc. Do d6, néu chi phi mua ban danh sich
thdp hon lgi nhuan dem lai tir viéc mua hang ctia nhitng
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ngudi trong ban danh sich thi ngudi lam Marketing
Quay réi sé khong ngin ngai mua ban danh sich d6.

Ngudi lam Marketing Dong tinh lai c6 cich lam trai
ngugc. Bdi vi ho biét minh khéng phai 1a ngudi kiém
soat mdi trudng marketing, chinh ngusi tiéu ding méi
lam diéu d6. Thyc t&, ai ciing c6 tinh vi ky, ngudi tiéu
dung cling vdy. Ngudi tiéu ding khong quan tim nhiéu
dén ban, cong ty, san phdm, nghé nghiép hay gia dinh
cua ban. Diéu ngudi tiéu ding quan tim nhat chi la
chinh ho ma théi.

Nhitng ngu¢i lam Marketing Quay réi thudng khong
mudn nhung bude phai ding quang céo cé tinh giai tri
dé€ c6 thé dua thong diép marketing in siu vao tim tri
ngudi tiéu diung. Ho khéng quan tim dén viéc nhimg
khich hang tiém ning c6 mudn va sin sang tiép nhin
hay khéng.

Chtng ta thudng khdng miy quan tAm d&n quang cio
kiéu d6. Nhung ngudi 1am Marketing Qudy r6i hiéu ring
quang céo v4i tan suit cao dén mot lic ndo cb thé thic
ddy chting ta mua khi ta nhin thiy san phdm cua ho trén
k¢ hang. Ngudi lam Marketing Dong tinh hianh d¢ng
ngugc lai. Ho sé dua ra mét Iy do d€ ngudi tidu ding
quan tdm. Ban c6 thé ding mét phan thudng cong khai
nhu: hoc bdng, vé xem ca nhac hay ngay ca tién mit... d&
ngudi tiéu dung chid y dén thong diép marketing ciia ban.

Trong thdi dai Internet, ngudi tiéu dung lai cang vi ky
han bao gi¢ hét. Ho danh it thai gian va sy quan tdm cho
nhiing gi ngoai ban than. N&éu khong ¢6 mot 1y do that sy
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chinh d4ng, ban sé khong thé gianh dugc mot chit thai
gian hay sy quan tim nao cua ho.

Ngudi lam Marketing Qudy rdi thudng khéng quan
tdm dén tinh vi ky cta ngudi tiéu dung. D6 1a mét sai
[Am. Quang cio cua ho chi hip dan d6i véi gia dinh va
ngudi quen cua ho chit khong 16i cudn khach hang néi
chung. Puong nhién, néu duy tri tdn suét cao thi mét
quang c4o té nhit ciing s€ dat dugc két qua.

Méi viéc 1am cua ngudi lam Marketing Dong tinh déu
nhim dén tinh vi ky. “Khach hang sé thu dugc gi?” 1a cau
hoi xuat hién trong tit ca cac bubc cua qua trinh
Marketing Pong tinh.

Pay chinh 14 1y do khién cho moi hoat dong khuyén
mii déu hiéu qua. Ching ta thdy rd hiéu qua tir cac
chuong trinh khuy&n mdi cua Tiger Beer. Mdi lan
khuyén mai, doanh s& ban hang cua hang déu ting lén.
Ban thir nghi xem, néu Tiger Beer lién tuc khuyén mai
thi diéu gi sé xay ra? Hang s€ khong thé bu dap dugc chi
phi, va hoat dong khuyén mai cit 1ap di lap lai s€ khién
ngudi tiéu dung nham chan. Néu ban c6 cong cu ting
thuong ty dong cho ngudi tiéu dung khi ho quan tam
dén san pham hay céng ty ban, ban sé& lam cho nhiing
thong diép marketing phat trién timg budc tuy chim
nhung cang lic cang hiéu qua.

Khéng chi phan thudng 16n mdi hap dan. Phan
thusng nhé nhung chic chan vin c6é sic hut riéng.
Quan trong hon, cic phin thudng phai du hdp dan dé
thu hiat nhiéu khach hang muc tiéu. Hoc béng, vé xem
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ca nhac, tién mit... déu c6 stic hap dan riéng. Van dé 1a
ban dwa ra phan thudng d6 va cich ngudi tiéu ding
gianh dugc phéan thudng d6 nhu thé ndo. Nén nhé muyc
dich cua ban 1 trao phan thuong @€ doi ldy sy dong
tinh cua khéach hang tiém ning. Moi thtt khéc bao gém
ca mai lyc s€ c¢6 sau khi ban gianh dugc sy dong tinh
cua khéch hang.

Chiing ta hiy xem qua qué trinh thyc hién chuong
trinh Marketing Dong tinh cia Cong ty Tu van va Gi6i
thiu viéc 1am Robert Half & M§. Ban d4u, ho ding trén
bao dia phuong va bdo khu virc danh sach nhimng viéc
lam dang quan tdm & mét s8 linh vire v&i cac thong tin
vé: vi tri tuyén dyng, trach nhiém, yéu ciu va mitc luong.
Khéch hang muc tiéu chi ¢an gii cho Robert Half mot b
ho so thong tin lién quan d&n luong béng va vi tri cong
viéc hién tai clia minh qua thu tay hay email. Robert Half
€ so sanh va thong bao cho khach hang bang so sinh
mic luong cia nhitng céng viée cing vi tri. Ngudi lao
ddng nao ciing mudn biét minh dang dugc tra Iuong cao,
trung binh hay thip.

Khi mét khich hang tiém ning goi dién thoai hay gui
email yéu cau cung cdp ban so sanh luong bong mién
phi, ho da d6ng tinh dé thiét 1ap sy trao d6i thong tin hai
chiéu ¢4 1gi cho d6i bén.

Dé nang cap d6 dong tinh, Half thiét k& mot cong cu
trén website cho phép ngudi sit dung d& dang tim kiém
cdng viéc phi hgp véi yéu c¢au ciia minh. Vi dy, thong tin
viéc lam dugc hé théng theo nganh nghé hay khu vire.
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Ho chi phai cung cap thong tin ci nhan nhu dja chi thw
dién tr, nha riéng, s6 dién thoai va cong viéc ua thich.
Cong cu tim kiém cua Half sé tong hgp thdéng tin d6 va
dua ra danh sach chi tiét nhitng ché lam phu hgp véi ho.

Néu ding ky mdt dia chi email trén Half, ban sé nhan
dugc nhiing thoéng tin cip nhit vé ché lam cling nhu
nganh nghé ban wa thich. Tt viéc cung cdp thong tin
mién phi trén bao, qua thu dién tir, Half da khong ngung
ning cidp d6 déng tinh cua khach hang tiém ning. Sy
dong tinh sau ludn cao hon sy déng tinh truge. Gia trj
cua sy dong tinh Half nhian dugc 1a sy phéat trién cac
bing quang céo vé nhitng dich vu méi.

Tém lai, ngudi lam Marketing Dong tinh trudc hét
cung cap tién ich cho nhitng khich hang muyc tiéu. Sau
d6, ho phat trién mé6i quan hé méi tao lap nay bang
nhitng dich vy méi d€ nang dan sy déng tinh. Cung véi
viéc niang cip d¢ dong tinh, ngudi lam Marketing Dong
tinh c6 thé gidi thiéu san pham va dich vy lién quan cho
khach hang déng tinh.

Ciing cén cha ¥, khi da dat dugc sy dong tinh, ngudi
lam marketing thudng chu quan va lo 1a. Ho s€ nghi dén
lgi ich cia minh nhiéu hon va quén di viéc phai cing c6
sy déng tinh cua khich hang. Chinh diéu nay lam cho
Marketing Dong tinh xudng cip.

DONG TiNH LA MOT QUA TRINH

Marketing Dong tinh 13 m¢t qua trinh. Cling bat dau
béng sy qudy rdi nhung réi Marketing Déng tinh nhanh
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chéng chuyén thanh d6i thoai. Cudc ddi thoai nay tuong
t nhu cude hen ho. Néu dai thoai sudn sé, méi quan hé
s& dom hoa két trai. Trai lai, s6 tién dau tu dé quéy roi
ban dau sé bj bo phi néu khong c6 ddi thoai.

VGi sy phét trién ciia cong nghé, chi phi cho phuong
tién giao tiép & fin sudt cao nhu thu dién tir tuong doi
thap. biéu nay cho phép ngudi lam marketing toin tAm
toan y vao qué trinh xiy dyng va nang cip sy dong tinh.
Ban cén c6 niém tin va kién nhin bai Marketing Dong
tinh khong thé c6 hiéu qua nhanh chéng va can thdi gian
d€ boc 16 sitc manh.

Vén phong gi6i thiéu viée lam Robert Half ing dung
Marketing P6ng tinh nhw mét qua trinh. Ho ting dan sy
dong tinh cta khach hang myc tiéu timg nic mot. Half
cung cip cho cic khich hang co hoi viéc 1am & vi tri tot
hon véi mitc luong cao hon chi dé déi lai nhitng théng
tin cd nhan dudi hinh thic cic ban so y&u 1y lich ma
khach hang ty nguyén gii. Cudc trao d6i ndy ro rang la
ca mot qua trinh.

DONG TiNH €O THE MAT BI BAT cl¥ LUC NAO

V&1 Marketing Truyén théng, hé thong khach hang cé
dugc 1a tiy thudc tin sudt thuc hién cic chién dich
marketing. Cac cOng ty quang cio bao nhiéu Iin va
quang cao ¢ dau, khi nao déu tuy thudc vao tiém lyc tai
chinh cua hg. Vi Marketing Déng tinh, viéc c6 duge
khéch hang va duy tri dugc sy déng tinh cta ho tiy
thugc vao chinh nhitng ngudi ldm marketing.
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Nhan thic duge sy dong tinh c6 thé mat di bat e lae
nao, ngudi lam marketing s€ lam tot cong viéc cua minh.
Moi cudc trao d6i déu phai c6 myc tiéu va ggi ma cho Iin
trao doi tGi.

Nang Scheherazade trong “Ngdn lé mgt dém” nim rat
vitng ky thudt ggi md nay nén khong phai nhan két cuc bi
tham nhu vi hon thé truge d6 cua vi vua tan bao. Chién
lugc cia Scheherazade that 6 rang. Méi dém nang déu ké
mat cau chuyén c6 tinh dy kién, riéng tu va thich hgp cho
DPirc vua nghe, cau chuyén kéo dai wvira du dé két thic vao
t0i hom trudc, réi ti€p tuc bang mdt ciu chuyén khac t6i
hom sau. Scheherazade ké chuyén qua hip dan nén Pitc
vua cho nang séng thém mét ngay va mot ngay nita, ngay
nita d€ c6 thé nghe doan két cia ciu chuyén dang d¢ dém
hom trugc. Cudi cing, sau 1001 dém, nha vua d3 hoan
toan quén di viéc giét nang. Nang Scheherazade c6 duge
“khéach hang” ctia ca dgi cia minh.
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Nhirng hiéu biét sai ldm
vé Marketing trén mang

D oc qua mot lugt cic cudn sich viét v& marketing
trén mang sé khién cho nhitng ngudi méi tap ténh
lam marketing c6 nhan thic sai [Am vé hiéu qua tiép thi
trén mang. Céc tac gia tin ring, khi ho tung cic quang
cdo lén Internet va quéy rdi dugc ngudi ding mang, ho
c6 thé ban dugce hang, xay dung thuong hiéu...

Viéc chi ra sai [Am khi lam marketing trén mang rat
cén thiét va quan trong. B&i né s& canh tinh nhimg ngudi
1am marketing b nhiéu tién tiép thj ma khong thu dugec
két qua. Nhung diéu ny lai din dén nhig y nghi bi
Quan Vé siic manh cia Internet.
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C6 ngudi cho ring Internet cing tuong ty nhu truyén
hinh nén c¢6 kha ning thyc hién t6t chuong trinh
Marketing Dai chiing. Thyc t& khéng phai vdy, Internet
va truyén hinh hoat déng khic nhau hoan toan.

Internet khéng phai 13 mét thé gigi truyén thong da
kénh tran ngip cic chuong trinh giai tri, thong tin nhu
moi ngudi van nghi. Ly do x4c dang nhat khién moi
ngudi thich suy nghi nhu vy la ai cling muén cho ngudi
khac xem mot diéu gi d6 cua riéng minh, ddc biét khi
hanh d6ng nay lai c6 thu nhép.

C6 mot dai truyén hinh riéng 14 mo udc cua khong it
ngudi. Ai cling nhin thay lgi nhuén khéng [6 ma né mang
lai, khi cho moi ngudi xem nhiing gi minh yéu thich va réi
thu nhitng mén tién quang céo 16n. Nhung né ndm ngoai
tAm tay ctia vO sO ngudi trong khi rit nhiéu ngudi cé thé
]Jam dugc website. Ngudi lam marketing cling vao cugc
chai véi ¥ nghi minh 13 nhiing ngudi chuyén nghiép nén sé
thanh c6ng nhanh chéng va vugt trdi so vai nguoi thudng.

Con gi tuyét vai hon khi dua théng diép quang cao tdi
hang triéu triéu ngudi, 24/24 gid, v4i s6 lugng tly thich
va chi phi it hon nhiéu so v6i 30 gidy quang cio truyén
hinh hay trén tap chi.

Thyc t€ khong phai vdy. Viét Nam hién c6 sau dai
truyén hinh cip trung wong (VIV) va vai chyc dai dia
phuong. Theo udc tinh, trung binh khoang hon mét triéu
ngudi xem cic dai dia phuong va mét chyc triéu ngudi
xem céc dai trung wong. Nhung so lugng website khong
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bi gii han nhu vy ma c6 hang trim triéu. Diéu nay c6
nghia 14 di website ctia ban rat tot, né ciing chi c6 trung
binh vai trdm nguoi xem.

Cong ty ban 1a Coca-Cola hay Microsoft thi ciing
khéng nhiéu co hdi dat dugc con sd hang triu ngudi
ghé tham website. Con s6 vai chye, vai trim hay vai
ngan ngudi ghé thim sé khong thé hién stc manh
truyén théng cua Internet nhu moi ngudi ao uge. Vi
mot 1y do gi va c6 ngudi la ghé thidm website cua ban, ca
ban va ho déu thich thd. Dy chinh la d¢i€m dong tinh,
né cin duge ning cap theo thdi gian d€ thu hiéu qua
16n hon.

Vi viy, nhitng ngudi lam marketing khi ldp mot
website ¢in tra 161 cic cdu hoi sau:

+ Chuing ta né lyc d€ hoan thanh diéu gi?
+ Diéu d6 c6 thé do luong dugce khong?

+ Chi phi @€ ¢6 dugc mot ngudi ghé tham website
mot [an 1a bao nhiéu?

+ Phai mit thém bao nhiéu chi phi d€ ngudi nay tiép
tuc ghé thim?

+ Ching ta c6 do ludng dugce hiéu qua cia viéc lam
nay khong?
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NHPNG NHAN THU'C SAlI LAM VE MARKETING
TREN MANG

Néu hai long, khach hang sé tré lai

Website cua ban khong phai 1a mét dai truyén hinh
hay chuong trinh giai tri. T4t nhién, ban mong muén
khich hang ghé thim website trd lai nhiéu lin d&€ xem
nhitng ndi dung hap dan vé riéng ban. Nhung chi nhiing
ai mudn tim hiéu vé ban hay vé nhitng gi ban dang gi6i
thiéu mé&i quay trg lai. Con s§ nay 1a bao nhiéu? Ting
stic hap dan cta website hang ngay nhu thé nao?

Ban s€ ban dugc hang trén mang néu dau
tu vao m{t website

Ban hoan toan c6 kha ning xiy dyng mot cira hang
trén mang v&i chi phi dich vy thap. Nhung néu chi cha
tdm vao ciu triic ca hang ma bo qua chuong trinh
marketing, ban sé c6 mét ctra hang trén mang tuyét vai
nhung khoéng c6 ngudi mua. Chd tdm vao viée hoan
chinh website v4i nhiing phan mém vugt tréi chi 1a né
tranh sy thi€u hiéu biét vé chuyén mén ban hang. Thich
thitc that sy cua viéc ban hang trén mang nam & chién
dich marketing chir khong phai & cdng nghé.

Cac trang tim kiém la con duwdong chinh d¢
dan tGi website cua ban

Tuy nhién, moi tir khéa d€ do tim trong c4c trang tim
ki€m néi tiéng nhu Yahoo! hay Google déu cho hang ngan
(thdm chi hang chuc ngan) két qua. Bit c ai 1én mang
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cling déu bat dau tir cic trang tim kiém nhu vay. Website
cta ban chi 1a mét hat c4t trén bai bién ménh méng cac két
qua tim duge.

Website tuong ty nhu chuong trinh
truyén hinh

Khong, ching con té hon nhiéu so véi cic chuong
trinh truyén hinh. Nhitng ngudi 1én mang véi muc dich
giai tri s€ nhanh chéng quay lai v4i truyén hinh. Bill Gate
da dau tu hon nita ty d6 la dé 1ap trinh cho website cua
minh hoat dong nhu kénh truyén hinh va da that bai. Ban
cang muodn va lam cho website gidng véi truyén hinh bao
nhiéu thi cang that bai ning né bay nhiéu.

Hién nay, dudng truyén Internet da dén tan noi & cua
chiing ta, chua k& dén Internet khong day, truyén hinh va
website c6 vé tuong tu nhau, nhung véi hang triéu triéu
kénh khac nhau, vdn dé van khong thay d6i. Sy ngap tran
cac thong diép quang cdo va marketing van tiép dién.

Khong thir nghiém lie nay ban sé thua cude

Khong, néu ban khéng thu nghiém tdt ngay lac nay,
ban sé thua cudc trong tuong lai. Con thir nghiém sai sé
khong c6 két qua ma con t6n chi phi. Diéu dang noéi la
thyc t&€ sé tao ra mot thé hé cac nha 1ap trinh mudn kinh
doanh trén mang va xa rdi thyc tién.

Hoat dgng nac danh trén mang rit hiéu qua

Internet la mot phuong tién nic danh. Véi tai khoan
néc danh, ban c6 thé 1a bat ky mot ai trén mang,



122 + MARKETING TRONG THOI DAI NET

biéu niy giong nhu moét khich hang tiém ning bude
vao cira hang v4i tim khin che mit. Mot ngudi bit mit
sé dang ngd va ro rang 1a khéng mudn mua hang. Thu
rac ciing 1 thi nic danh ching ta loai di hiang ngay.
Ngudi lam marketing 16n luén muén c6 nhitng khach
hang ¢6 tén tudi ro rang.

Trong khi Marketing Dong tinh huéng dén nhiing
ngudi 6 tén tudi ro rang, Marketing Truyén théng nhim
dén cong dong khach hang rong l6n khong tén tudi va
chéc chén s that bai vi cach nhin thién cin nay.

Ban thu dugc l¢gi nhuin tir quang cao

Khong, ban khong thé c6 lgi nhuin dugc bai trén
mang, cung luén 16n hon ciu. Cic quang cdo trén mang
dugc hinh thanh bgi sy thudn tién cua cac trang tim
kiém chi& khong badi ching. Cac website ca4 nhian ngay
cang nhiéu nén hiéu qua cia quang cio trén mang ngay
cang giam.
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Marketing Péng tinh
trén Internet

I nternet da va dang thay d6i moi thit trén trai dat nay.

Jeff Bezos trd thanh ty pha d6 la nhé Amazon.com,
mot nha sich a0 nhung c6 tim ¢ tuong duogng mdt nha
sach thdt, 16n nhat va noi tiéng nhit thé giéi.

Nhung Internet khong giéng nhw cic chuyén gia nhan
dinh. N6 la phuong tién marketing vi dai nhdt nhung
khong phdi la dai truyén hinh.

Dudi day 1a ndm tién ich 16n nhat ma Internet dem lai
cho nhitng rigudi 1am Marketing Tryc tiép:

+ Gin nhu mién phi;
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+ Téc @) nhanh;

+ Ty 1¢ phan hoi cao;

+ Tan suit cao vdi chi phi thap;
+ Chi phi in an rat nho;

Va bay gic¢ ta hay danh gia Internet du6i ling kinh cia
Marketing Pong tinh dé hi€u dugc tai sao né hiéu qua.

Du6i day la ndm buée khoi dong don gian dau tién
cho chién dich Marketing Dong tinh trén Internet.

1. Tiép can khach hang tiém néng bdng nhirng loi ich
cu thé

Trén Internet, ngudi lam marketing s€ diung quang
cdo d€ quiy roi khach hang tiém ning mét cach nhe
nhang va khuyén khich ho tham gia vao chuong trinh
marketing v6i mot so 11 ich cu thé. D6 la chi phi truyén
thdng duy nhét cia toan b chién dich marketing.

Nhing ngudi lam Marketing Dong tinh st dung
quang cdo trén mang vi né c6 thé thu hat mot sé lugng
ngudi dung Internet nhat dinh vai chi phi rit thap.

Sau khi ¢6 dugc sy chi y cia nhitng ngudi nay, ngudi
lam Marketing Déng tinh sé ti€p tuc cung cip cho ho
mot chuong trinh dai han d€ tim hiéu k¥ hon vé san
pham va dich vy da gii thiéu.

Khi khach hang tiém nang da quan tim va tham gia
vao chuong trinh marketing, ngudi lam marketing gui
thu dién tir nhac nhé ho quay lai véi website, vi thue dién
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tir 1a dja chi thudng xuyén truy cip cua hon 80% ngudi
st dung mang.

Do duge wa chudéng nhu vy nén cic thong diép gui
qua thu dién tir s& dugce khach hang tiém ning quan tAm.
Ngu6i lam marketing dung thu dién tir d€ gi6i thidu véi
khéch hing tiém ning v& tién ich cua san phim. Thu
dién tit duge cid nhan ho4 con thu hit SU quan tam cua
khéch hang tiém ning nhiéu hon nita.

2. Cung cdp théng tin vé sén phdm hay dich vu khi
khach hang tiém ndng da chit

Véi Internet, ngudi lam marketing dé& dang d6i thoai
v61 khich hang tiém ning khi ho to ¥ quan tam. Béng
cach khuyén khich khach hang tiém ning phan ing lai
nhiing théng diép minh dua ra, ngudi lam marketing sé
bi€t dugc khach hang nao chap nhan tham gia vao chién
dich marketing va tir 6 cung cip théng tin vé san pham
hay dich vu minh bén ra, biét cé can tdng phan thudng
cho khich hiang quan tdm hay khong d& cung c6 méi
quan hé véi ho.

3. Cung cdp thém lgi ich @& duy tri suw dong tinh

Céc chién dich nhdm dén thj trudng rong 16n thudng 1a
tuong ty nhu nhau d6i véi moi ngudi va khong tao duge sy
khéc bigt. B4i vy, ngudi 1am Marketing Dong tinh luén
san sang cung cap them phan thudng tryc tiép dé cung cd
va nang cap sy dong tinh cua khach hang tiém ning.

1. Theo thai gian, nguot lam marketing nang ddn su

déng tinh dé thay déi thai dp cua khach hang tiém ndng
va bién né thanh lgi nhudn
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Ban danh sach nhifng ngudi dong tinh liéu c6 gia trj hon
danh sach khach hang khéng? Ciu tra 11 1a ¢6. Khach hang
c6 thé mat nhung nhitng ngudi dong tinh thi ludn can duge
cling c3. Béng trao doi thudng xuyén, ngudi lam marketing
c6 thé cung ¢ va ning cap ¢ Pong tinh cla khach hang
1én @€ ho quyét dinh mua hang héa va dich vy ctia minh.

5. Yéu té'tén sudt chinh la cong cu ddc biét cua nguoi
lam marketing.

Hay tudng tugng, Tiger Beer c6 danh sach dja chi thw
dién tir cua vai triéu khéich hang. Tiger Beer thong bao
voi mot triéu ngudi ddu danh sich vé chuong trinh
khuy&n mii danh riéng cho ho vao chiéu thit bay tai cac
nhd hing ma nhitng ngudi ndy thudng t&i voi giai
thudng 14 mét chi€c xe Vios tri gid mét ty dong. Chéac
chén, chiéu thit bay sé khéng c6 da mot tri¢u nguoi tham
dy nhung 500 nghin ngudi thi hoan toan c6 thé. Tat
nhién, nhitng ngudi nay sé khong di mot minh. Tiger
Beer gin nhu khéng tdn chi phi quang cio truyén hinh,
béo hay tap chi va ho c6 thé lip lai chuong trinh khuyén
mai nay nhiéu [4n trong mét ndm vé&i nhiéu triéu khach
hang khac nhau. Ban c6 thé hinh dung dugc thanh cong
va tiéng vang tit chuong trinh khuyén mai dong tinh kiéu
nay. Loi nhuén la diéu khong can ban tdi.

Tiger Beer sé thanh céng hon nifa néu cac bic thu
dién tr mang tinh c4 nhan cao hon, nhu ting thém mat
moén An mién phi hgp khau vi cia ting ngudi. Loi ich cua
Marketing P6ng tinh rat 16n.

Tuyét hon nita, néu méi quan hé dong tinh nay dugc

c6ng ty chi trong cuing ¢d va nang cap theo thdi gian, né
sé mang lai lgi ich vinh ctu.
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Nhung nén nhé ring ban ¢in phai dau tw d& khach
hang tiém nidng dong tinh va tham gia vao qué trinh
marketing khach hang tiém ning. Ban bit dau bing
nhiing théng diép quang c4o quéy rdi nhe nhang trudc khi
chuyén sang méi quan hé trao d6i gan bé. Quay r&i mot s6
lugng 16n khéch hang cé chi phi khong thap chit nao.

Nén nhé, buGc dau tién d& c6 duge sy déng tinh
thudng dién ra rat chim va t&n kha nhiéu chi phi. Do d4,
nhiéu nguoi lam marketing nghi dén viéc thué hay mua
mot danh sach dia chi thu dién tir. Pay 1a § tuong toi
trong bt ct trudng hgp ndo. Piéu x4u nhit 6 thé xay ra
12 tit ca thu dién tir ban giii di theo danh sach nay déu bj
coi la thu rac. Viée lam ndy c6 thé sé chén viii danh tiéng
va thuong hiéu céng ty cua ban.

Thu rac - ké dn cip vit

Véi mot s6 tién nho, ban sé mua duoc mot danh sach hang
chuc, tham chi hang tram ngan dia chi email. Can < vao
danh sach nay, ban gt di 161 gioi thiéu vé bat ky san phdm
gi. Nhung ngudi lam marketing can trong khong bao gio
gui nhing email nhu thé téi nguoi la. Thuc t€, nhimg coéng
ty dung cach lam nay déu that bai.

Madc du nguéi nhan chi mat vai giay dé mé thu rac ra xem
réi x6a di nhung thuc t& 1a ho da mat di mdy gidy quy gia
do. Do d6, thu rac giéng nhu nhimg ké an cép vat. Tén
cdng ty ctia ban néu duoc khach hang ghi nhe thi do cang
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chi 1a viéc nho tén ké cdp. Mot ngudi an cdp vat sé khong
lam ban pha san, nhung néu ¢6 t6i hang ngan tén an cap
vat nhu vay thi ban sé ra sao?

Nhing nguoi sir dung thu rac khéng hinh dung duoc hau
qud. Thuong nhing ké an cap vat ngoai doi hiém khi bi
b4t qua tang, nhung ban thi ghi ré tén tudi, dia chi trén
thu rac. Thur héi, ban ¢6 gir dugc danh tiéng, thuong hiéu
hay khéng?

Ngudi tiéu dung sé tay chay san pham hay tén tudi cua
ban, liét ban vao s8 den, chin thu ciia ban giti dén hom
thu cua ho, thim chi ¢6 161 1€ khéng t6t vé ban. Ton that
cho thuong hiéu céng ty cia ban la khong thé do ludng
duge. Ban nén nhé rang mét danh sach dia chi khong
phai 1 cia minh chi khién khach hang h6 nghi va de
chimg. Khi quay trd lai v&i cach 1am dting thi d3 mudn,
tén ban da bj loai khoi tAm tri khich hang tiém nang va
that khé d€ xay dyng mdi quan hé dong tinh duge.

CHI PHi CAN THIET DE WEBSITE CO SU’ BONG TiNH

Mot website thuong mai dugce 14p nén chi d€ hoan
thinh mo6t muyc tiéu. Website cua ban nén tap trung
100% nd lyc vao viéc khuyén khich nhitng ngudgi xa la
déng tinh va nghe ban gidi thiéu.

Website ciia ban khong cin phai hao nhodng, hip
dan, phic tap hay dat tién. Muyc tiéu chinh cua né la giap
ban git hai dugc sy dong tinh cua khach hang tiém néng.
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V&1 quan di€ém trén, ban sé dé dang do ludng chinh
xac muc chi phi d€ dat dugc mot sy dong tinh. Coéng thic
do ludng nhu sau:

Chi phi dat dén 1.000 nguodi

S6 ngudi ghé vao website

D6 1a chi phi d€ c6 mdt ngudi ghé thim website ctia ban.
Nhan con s6 nay v4i s6 ngudi dong tinh cung cip thong tin
cé nhan cho ban sé tinh dugec chi phi cia mét sy déng tinh.
Béy gi%, ban can phai so sanh chi phi d6 véi gia tri thu lai
dugc cua sy déng tinh vinh ctu ndy, tir d6 ban biét viée dau
tur cia minh 6 dang gia hay khong.

Vi du ban phai chi cho quéang c4o 14 600.000 ddng va
dat ty 1€ 2% trong 1.000 ngudi nhap chudt vao quang cio
va 30% s ngudi da nhap chudt vao nay chip nhan cung
cap tén tudi va dia chi cho ban. Ban sé c6 két qua 1a:

600.000 /20 = 30.000
30.000 x (30 x 20/100) = 180.000

Ban da bo chi phi 180.000 dong d€ dat dugc méot sy
dong tinh. Theo thdi gian, mét nita s6 ngudi dong tinh
tr¢ thanh khach hang that sy cua ban, ¢6 nghia 1a ban
phai chi 360.000 d6ng dé€ c6 mot khach hang. Néu gia tri
mai Iyc ca doi cia mot khach hang 1 2 triéu dong thi
ban hoan toan dang di dting huéng.
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BON BUG'C DE WEBSITE DAT BUQ'C SIf DONG TiNH
Thu nghiém va cai tién
bé xiy dyng mét chién dich Marketing Ddng tinh,
trude tién, ban can phai udc tinh chi phi truyén thdng

qudy r6i ban dau. Piéu nay dlng véi ca truong hgp xiy
dyng website.

Vi ban khong yéu cau khich hang tiém ning phai mua
hang, nén ban hy vong ho sé ¢6 phan ng v4i thong diép
ban dau. Khach hang tiém ning sé dong tinh va sén sang
tham gia vao chuong trinh marketing ctia ban néu quang
cio dugc thir nghiém va cai tién thudng xuyén.

Truée day, it ngudi ldam marketing nghi dén viée
thong bao rong rai mot s6 dién thoai mién phi. Bay gid
cling vay, nhung vi tinh hinh da khac: ban thong bao dja
chi email thay cho s6 dién thoai s€ t6t hon. Thur dién tir
¢ chi phi rit it ma két qua thu duge khéng hé giam so
v4i dién thoai.

Su dong tinh ¢an phai cong khai va ro rang

Dé c6 dugc quan hé gin bé véi khach hang, cic théng
diép trong thu dién tir va trén website cia ban cin c6
tinh dy kién. Hinh thic hip dan cua website 13 y&u t6
cin thiét nhung khong quyét dinh sy dong tinh. Nhu
Amazon.com chi diung email d€ nhic nhé ban mua thém
nhimg cudn sich méi cung chu dé yéu thich. P6 ciing
chinh 13 myc dich cua khach hang khi ddng nhip vao
website nay.
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Ban khdng th€ m{t minh ning cap d6 dong tinh va
ciing khong thé cho thué hay ban sy déng tinh. Ban s&
nhan lay that bai néu kién quyét hanh dong nhur vdy.

Ban cin c6 bién phap d€ bao mat théng tin ca nhan
cua khéch hang va nén céng khai bién phap nay dé khach
hang an tdm khi giao ti€p v4i ban trén Internet.

Ban nén nhé chinh viée khich hang lo s¢ théng tin c4
nhén bi ti€t 1§ 14 rao can 16n cna thuong mai dién tit. Pua
ra mét 161 hita bao mit nhiing théng tin c4 nhin chinh l1a
mot 11 thé cta Marketing Dong tinh.

Trong Marketing Mot d6i M6t, Don Peppers va
Martha Rogers dé cao sy riéng tw. Ngudi lam Marketing
Mot doi M6t mudn ting trusng doanh sé ban hang va lgi
nhuin cin ap dung nhiing bién phap bao mét sy riéng
tu. Bang cich ndy, ngudi 1am marketing ciing ting cap
d¢ dong tinh ctia khach hang 1én.

May tinh ch& khdong phai con ngudéi nhan
va guri thong tin

Néu cong ty ban c6 khoang 1.000 ngudi dong tinh,
trong d6 c6 khoang 1% trao d6i v4i cong ty hang ngay,
ban cin mét ngudi d€ dam nhiém viéc ndy. Néu s ngudi
dong tinh 13 10.000, ban d&n 10 phy trach khach hang.
Néu c6 vai triéu ngudi déng tinh, ban sé cin bao nhiéu
nhén vién giao dich?

Ngay tir d4u, néu cé thé, ban nén xiy dung mot hé
thong tiép nhin va trao déi thong tin ty ddng bang may
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tinh d€ tinh gian by may nhan sy. Duong nhién, ban vin
cin c6 by phan chim séc khach hang d€ giao dich tryc
ti€p véi khach hang trong nhitng trudng hgp budc phai
¢in con ngudi that sy.

Khach hang trén mang cidn c6 cam giac
minh khoén ngoan

Cac khach hang tiém ning trén mang thuong cé trinh
dd trén trung binh. Ho thich dugc d4nh gia dang vé
minh, thich hinh dung sy viéc hoat dong ra sao va luén
mudn moi viée duge hoan thanh sém.

Ho cin cam nhan minh khén ngoan khi giao tiép véi
ban. Nhu thé ho sé dén rdi ¢ lai véi ban. Ngugc lai, néu
website ciia ban hoat dong chap chdn, phic tap vi khong
hiéu qua, khach hang tiém ning sé cam thay bj x6 miii va
sé bo di.

Ly do d€ thu dién tir dugce ua thich va sir dung rong rai
chinh 14 vi n6 don gian va hiéu qua. Vi thé, chién dich
Marketing Pong tinh ctia ban ciling nén hoat d9ng theo
cach d6.



10

Nhirng vi du dién hinh
ap dung |
‘Marketing Dong tinh

T rong chuong nay, chling ta s&€ xem xét nhiing vi du
vé cic chuong trinh marketing sit dung yéu t6 déng
tinh nhu moét vl khi lgi hai. Mot s6 cong ty khong nhan
thitc dtng vai tro cia sy dong tinh nén da nén that bai.

MARKETING DONG TINH KHONG DUNG INTERNET

Vi du 1: Tao sy dong tinh bang cach cho
dung thir san phdm mau gitip doanh s& ban
hang tang vot
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Nim 1995, ¢ Viét Nam, sau m¢t thdi gian thim nhép
vao thj trudng va dat dugc thanh cdng véi cic thuong
hiéu néi tiéng nhu Tide, Camay... cong ty Héa phim
P&G cua My quyét dinh dua vao thém méot thuong hiéu
bot gidt nita. Ariel, loai bot giit dam dic, thuong hiéu da
ndi tiéng trén thj trudng My, chau Au va nhigu quéc gia
khéc. P&G nham t6i hai myc tiéu: gigi thiéu thuong hiéu
mdi voi thj trudng Viét Nam va di tru§c nhim chiém
linh thi trudng gidt tdy. Lac d6 ngudi khdng 16 chiu Au,
Cong ty Unilever cling vira m4i xuit hién béng viéc lién
doanh v&i Cong ty Viso. Pi trude d5i thu canh tranh s6 1
méi 1a myc tiéu thyc sy cua P&G. Hoan toan ty tin véi
chit lugng cao va danh tiéng cta san phim, P&G tung ra
mét chién dich quang cdo ¢d dong 14n chua timg cé trén
todn qudc va ngoai ra, ho con phat mién phi bot giit
Arie] dung thir dén timg nha dan mét. Méi nha mét gbi
Ariel nho, 8 gr., v4i tén goi "Ariel ti hon". Do lo s¢g mat
mét va ciing d€ quan 1y, ki€ém tra, P&G yéu cdu nhan vién
phéat hang dung thiwr ghi lai tén, dia chi va chit ky cua gia
dinh nhan. Tuy mién phi va c6 tén goi 4n tugng nhung
dil sao hang dung thir chi 1a géi bot gidt nho xiu. Vi vay
viéc ky tén lam cho nhiéu gia dinh khé chiju, khéng hai
long véi viéc lam nay. P&G da dianh mat sy dong tinh
trong long khéng it ngudi tiéu dung Viét Nam.

Cung lac d6, ga khong 16 Unilever ciing chudn bj tung
ra thj trudng nhén hiéu bt giadt OMO truyén théng cua
ho. Chuong trinh c6 dong cho Ariel cua P&G thit sy da
ldam cho Ban Gidm d6c cliia LeverViso phai e ngai.
LeverViso cling chuan bi mét chién dich quang cio c6



NHUNG Vi DU DIEN HINH... + 135

ddng tuong tyr véi hang triéu gbi bot gidt OMO, 20 gr. sén
sang phat mién phi cho ngudi dan. Pierre de la Palm,
Tong Gidm ddc Marketing ctia LeverViso, thyc sy chodng
vang vi don phu dau cta P&G. Ong da phai quyét dinh
giao lai viéc lip k&€ hoach marketing cho 6ng Doan Sy
Hién, Gidm d6c Tiép thj clia LeverViso - ngudi am hiéu
sau sic tdm Iy ngudi tiéu dung va dién bién thj trudng
Viét Nam. Viéc di sau d8i thu canh tranh 1dm cho moi k&
hoach dinh truéc budc phai thay d6i. Ong Poan S§ Hién
va nhém nghién cu thj trudng da phat hién dugc 16 hong
chét ngudi cia P&G. Sy khong dong tinh ciia ngudi tiéu
ding v&i Ariel dugec nhém nghién ctru do éng Hién phu
trach khai théc t6i da d€ xy dyng nhin thitc thuong hiéu
OMO. Dé viéc phat hang ding thir mién phi cé sitc ning
vé gia trj ciing nhu d€ gianh 14y sy dong tinh cao hon cua
nguoi tiéu dung Viét Nam, LeverViso da bé sung hai goi
dau goi dau Sunsilk phat kém mién phi véi géi OMO 20
gr. Cham chan hon chit it so véi P&G, nhung LeverViso
cling d6c toan lyc trong thoi gian ngin (mot tuin 18) tai
ting thanh phd 16n. Cung lic, ¢ khip noi trong mot
thanh phé nhiing chiéc 40 d6 cia OMO len 16i dén tan
nhiing hang cing ngdé hém d& phat hang dung thir va
khéng yéu ciu tén tudi hay ky nhén gi ca. Ho chi yéu cau
nguoi tiéu dung dong tinh ding thir. Ngay ca khi ngudi
tiéu dung khéng c6 mit & nha, mét géi OMO va hai géi
dau ggi Sunsilk cling duge cic nhan vién phat hang diing
thir ctia LeverViso bo vao khe cura. Ngudi tiéu diung Viét
Nam bj 4n tugng trude chién dich ram rd d6. Sy thuin
tién va thoai mai khién cho hau hét ngudi tiéu ding déu
doéng tinh ding thit. Sau mét thdi gian rat ngan, doanh s6
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ban hang cua OMO ting 1én nhanh chéng. Ariel, dita con
cung cuia hing héa pham P&G, budc long phai rat lui réi
bién mat khoi thj truong Viét Nam.

Chién dich phin phéi hang diing thit ciia Unilever giy
tiéng vang v§i ngudi lam marketing trén toan thé€ gidi.
Béo chi ¢ nhiéu qudc gia da tudng thuat lai chién dich
ndy. Ong Poan Sy Hién duge gidi thidu trang trong trén
Tap chi Unilever World qua bai phong vin dic biét vé
viéc xay dung k& hoach c6 d9ng thanh cong nay.

Vi du 2: Panh mait yéu t6 dong tinh vi du
kién sai

Nam 2002, SFone Telecom la cong ty truyén thong di
dong nudc ngoai dau tién dugc thanh lap ¢ Viét Nam.
Thj trudng vién théng di dong Viét Nam khi d6 chua
mang nhiéu tinh canh tranh. SFone nhap cudc kinh
doanh ngay khi vita dugc cap gidy phép hoat dong.

Ho xiy dung chién dich quang cio thuong hiéu manh
mé trén cic phuong tién truyén thong, trong d6 nhin
manh dén gia cude thap. Vi danh tring tam Iy bite xic vé
gia cude ctia ngudi sit dung dién thoai di dong nén Sfone
nhanh chéng gianh dugc sy déng tinh cua ho. Nhung khi
md&i chi€ém duge chi mot thi phian nho nhoi, Sfone d3 vip
phai nhitng khé khin do ¢6 tAm phu song hep va khong
cung cip dich vy nhéan tin, hinh thic giao tiép phd bién
dd6i v6i nhitng nguoi st dung dién thoai di dong. Vi qua
vOi, SFone d lao vao kinh doanh trong ltic co s& ha ting
con chua dugce trang bi hoan thién. Hinh anh tuoi méi
cua SFone bj anh hudng vi nhitng diéu &ang 1€ c6 thé dy
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kién dugc. Khong nhitng thé, ho con d4nh miat di sy
dong tinh ciia ngudi sit dung dién thoai di dong.

Vi du 3: Ung dung sy dong tinh d€ gianh
lai niém tin

Cudi thang 8-2004, ¢ thanh phé H6 Chi Minh, bio
chi lién tyc déng tai tin Nutifood, mét cong ty héa thyc
phim non tré dang d4n khing dinh vi thé trén thj trudng
thyc phdm danh cho tré em, sir dyng nguyén liéu kém
phdm chat d¢€ san xuit sita bdt. Doanh s& ban hang cua
Nutifood gidm stt. Lanh dao cdng ty khéng c6 phan tmg
gi. Dén gifta thang Chin, Nutifood ding nguyén mot
trang quang c4o v&i mot tuyén bd ngén gon cho biét vi
stic khoe cua ngudi tiéu diing 14 quan trong nén ho
khéng giai thich gi va chd phan quyét ti¥ cic co quan cb
thdm quyén. Qua la mdt chién luge khén ngoan dé tim
ki€m sy dong tinh. “T4t ca nhiing gi chiing t6i quan tim
1a sttc khoe ctia ngudi tiéu dung”. Diéu nay da tao thanh
mot kénh giao tiép gilta céng ty va ngudi tiéu dung dya
trén nguyén tic cia Marketing Pong tinh.

Giita thdng Mudi, Nutifood ddng hai quang cdo khéc
trich nguyén ngi dung hai céng vin ctia co quan cé tham
quyén x&c nhan nguyén liéu Nutifood st dung cé ngudn
gdc tir Uc. Quang cdo nay khing dinh ngudi tidu dung méi
c6 quyén phan xét. Diéu nay tao ra sy dong tinh that sy
cua nguoi tiéu dung voi san phim cua Nutifood. Cudi
cung, ngay 2-11- 2004, S Y t& thanh phd Ha Noi théng
bao: cac mau sita bot cia Nutifood sau khi kiém tra déu
dat tiéu chuén chit lugng an toan thye phdm.
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Nhd sy dong tinh, Nutifood da gianh lai niém tin mét
ciach hoan hao. Tuy vdy ho cling khong thé 14y lai dugc
hét nhitng gi da c6 trude do.

Vi du 4: Nha cung cap thye pham chay Do
Thai da dot tién ra sao

Mot quang cio thyc phim chay Do Thai dugce ding
lién tiép nhiéu ky trén New York Times v&i hang tit “Thyc
pham chay cho 1& Qua hai”. b6 1a quang cdo cia mot cira
hang thyc pham ché bién sdn. Ho nham vao ngudi Do
Thai trong ky nghi tét tring v4i mua 1& Qua hai.

Quang céo nay nhim dtng ddi tugng, vao ding thdi
diém, New York Times la phuong tién ding va c6 uy tin,
nhung & goc 4o Marketing Pong tinh, diy lai 1a mot vi dy
vé sy lang phi tién dau tu.

Thit nhat, 95% nguoi doc t& bao nay khong phai la
khach hang muc tiéu cua loai thyc phdm chay nay. Thit
hai, trong nhém khéch hang muc tiéu, khéng ¢6 nhiéu
ngudi do dén trang c¢6 dang quang cdo nay. Thit ba, trong
s0 khach hang muyc tiéu doc duge dén trang bio nay,
khong cé nhiéu ngudi nhdn biét dugc quang cdo nay gitra
hang t4 quang cido khic xung quanh. Thi tu va quan
trong hon hét, dau la yéu 16 tién ich d€ thu hit ngudi
xem quan tam t&i v8i quang ciao nay?

Quang cio nay chi gi6éi thiéu mdt danh sach dai
nhitng mén in trong thyc don cua cira hang nay. N6 can
phai thu hit dugc ngudi doc trudce khi gidi thiéu mén cy
thé, roi méi gidi thiéu dija chi va s6 dién thoai cua cira
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hing. D6 1a mét qua trinh khong don gian € c6 duge sy
quan tdm va doanh s ban haing mong muén.

Ban thir nghi xem, liéu ¢6 t6t hon néu quang céo chi
don gian gigi thiéu mét s& dién thoai mién phi cung cap
thyc don chay va nhitng thong tin lién quan? Théng tin
ngin gon va don gian nay sé dé thu hit sy chi ¥ clia nguoi
tiéu ding va quan trong hon 1a tao co hoi ban duge thye
pham chay. D& dat duge sy dong tinh, ban cén giao tiép
truge da. Tir d6, viée tidu thy san phdm méi dé dang hon.

Néu ing dung Marketing Déng tinh ngay tir dau, ctra
hang nay sé suu tip danh sich nhiing khach hang myc
tiéu @€ gidi thiéu san phdm chay tryc tiép va ca nhan -
hon biang dién thoai, thu tin hay thu dién tir. Ho hoan
toan dat c6 thé dugc ty 1é khach hang quan tam cao hon
nhiéu so v&i cach quang co trén béo. Ty 1€ nay c6 thé 1én
dén 50-60% va khong chi cho ky nghl nim d6 ma con
cho nhitng mua chay sau nifa.

Vi du 5: Quang cao truyén hinh va nganh-
cong nghiép xe

Ban d3 timg xem v6 sd quang co xe hoi, xe gan may
trén truyén hinh. Tat ca déu tuong ty nhu nhau, hio
nhoang v6i nhitng hinh anh dep va nhitng dic tinh
nhanh, bén v.v... Cic cong ty déu bo chi phi 16n € san
xuit va quang cdo v§i tin suit cao. Hiém khi quang cédo
nay dua ra cho ngudi tiéu dung mot tién ich d€ quan tam
téi chiing chang han nhu s6 dién thoai mién phi cung
cap thém thong tin. Pon thuin, quang cio chi nham muc
tiéu nang cao nhin thic vé thuong hiéu.
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Va r6i céc cong ty san xudt xe ludén phai 1am lai quang
céo tir ddu mdi khi cho ra d&i mét ki€u xe mdi roi tung ra
dé quay rdi moi ngudi. Ho khéng xac dinh dugc muyc tiéu
cho cac quang cdo nay. Trong khi d6, chi phi quang cio
rat 16n va duong nhién sé dugc tinh vao gi4 thanh san
phdm. Do 46, nhitng chiéc xe c¢6 gia cao thi sitc canh
tranh sé giam di. Sau diy 1a ciu chuyén vé& ngudi kinh
. doanh xe hoi thanh c6ng nh¢ viée 4p dung Marketing
Pong tinh. ‘

Joe Girard dugc dua vao sach ky luc Guiness véi tu
cach 1a ngudi ban xe vi dai nhat thé giéi. Nhilng nim
hoang kim, Girard ban dugc sd lugng xe gdp mudi [in s6
lugng binh quén cua bat ky mét ngudi ban xe nio.

Girard da lam gi d€ ban dugc nhiéu xe nhu vay? Ong
hoan toan duya vao tu tudng ciia Marketing Dong tinh dé
phat trién hinh thitc quang cio truyén miéng va dat duge
két qua tuyét voi nhu vay.

Néu gip Girard mét Ian, ban sé& duge éng gii ting
hang chuyc loai thiép chiic mitng méi nim: tir thiép gidng
sinh dén nhitng thi riéng tu nhw thiép mimg thanh hén.
Ban lu6n dugc nhac nha khi sap t6i nhitg ngay dic biét
nhu sinh nhat cia ban hay cua Girard. Ong & 4p dyung
bugc dau tién ctia Marketing Dong tinh: chuyén ngudi xa
la thanh ban hitu.

Girard biét cach tim ra nhiéu ngay d%c biét dé gii lién
lac véi ban. Girard 1én ké hoach dé méi thang éng cé it
nhit mét phit lién lac va giao tiép véi khach hang tiém
néng, tir d6 6ng sé cing cd va nang cip mic do déng tinh
ctia ho. Khong lau sau, nhitng ngudi nay sé trd thanh
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khéch hang thét sy boi ho quyét dinh mua chiéc xe méi.
Khéng ai t6t hon Girard sé gitp ho lya chon xe méi.
Khoéng chi khich hang ma ca nhitng ngudi quen cia
khéch hang déu sé hai long mua xe Girard giéi thiéu. Ho
con hai long hon vi néu chiéc xe nay cé gip truc tric,
chéc chan né duge sira chita va bao hanh rat tét.

Cong viéc cua Girard that don gian. Mdi ngay, 6ng
dung vai gi¢ d€ cliing ¢6 cdc mdi quan hé. Chinh diéu nay
da tao nén thanh cong ky diéu cua Girard. Mét ngay kia,
khi Girard ding viéc gui bic thiép, chéc ring sé ¢ vo s6
ngudi nudi ti€c. Cac théng diép cua Girard ludn ¢ tinh
dy kién, riéng tu va thich tng nén hiéu qua cua chiing
that 16n.

Vi du 6: “Chiing ta khong kinh doanh hang
khéng ma kinh doanh long trung thanh”

Chuong trinh A Advantage clia American Airlines 1a vi
du thanh cong nhit vé Marketing Pong tinh. American
Airlines da thu thip nhiing thong tin vé khach hang nhu
tén, tudi, dja chi... tir khi bat dau kinh doanh. Do thutng
xuyén di lai bang may bay nén khach hang sin sang cung
cdp thong tin c4 nhan va méi I4An nhu viy ho duge ghi
nhén bang m¢t s§ diém A Advantage.

Khi khach hang dong tinh véi cach ghi nhan nay, ho sé
bét d4u d€ y d€ dén tuyén bay c6 thudng ma American
Airlines danh riéng cho ho. Khi d3 tr¢ thanh thanh vién cta
chuong trinh bay thudng xuyén A Advantage, ho sin sing
cung cip thém théng tin c4 nhin cho American Airlines.
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Muyc tiéu chinh cua chuong trinh bay thudng xuyén
la 1ong trung thanh cua khach hang bing phan thudng.
Nhitng ngudi bay thudng xuyén sé c6 dic quyén nhu
dugc hudng thém dich vy va tién ich... Long trung
thanh dugc xdy dyng trén sy hai long ctia khach hang.
Qua méi chuyén bay, khach hang lai cang tin tuéng vao
American Airlines. Hang tham chi con gidi thiéu cho ho
nhitng san pham djch vy bd trg nhu cic khich san giam
gia dic biét va the tin dyng Citibank danh cho ngudi
bay thuong xuyén...

Ngay nay, hiu nhu ngudi My nao thudng xuyén di
may bay cia American Airlines déu hai long vé hang va
hang c6 vi thé déc biét trong tdm thic cua khach hang.
Néu nhitng khach hang nay khong nhan dugc thu thong
bao cic chuyén bay hang thang ciia American Airlines,
ho s€ goi dién d€ khiéu nai va yéu cau gui thur thong bio.
That bt ngd, ngudi tiéu dung lai khiéu nai vé viéc khéng
nhan dugec thur quang cio.

MARKETING PONG TiNH SUP DUNG INTERNET

Vi du 7: American Online (AOL) muén
thay ban mua hang

Bop Pittman va Steve Case, hai nhan vién marketing
cua AOL, 43 dy doan Marketing Dong tinh s€ lam thay
d6i hoan toan phuong cach ban hang cia cong ty.

Trudc d6, AOL phai dau tw khoang 300 46 la @€ thu
hit thém duge mét khach hang méi. Khoan diu tunay 1a
khong thé bu dip, bdi gia trj sit dung dich vy cia méi
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khéch hang méi trong mdt ndm chua téi 240 @6 la (mitc
binh quén).

Vay diéu gi khién AOL chdp nhén bo ra 300 d6 la cho
m6i khach hang m4i? AOL cho ring cich t6t nhit d€ c6
dugc mot khach hing trung thanh 1a cho ho dung thu
mién phi dich vu ctia minh. Qua dung thiw, khach hang
biét dugc nhitng tién ich AOL dem lai cho ho. Sau thdi
gian ding thtr, phan 16n khich hang tiém niing sé dong
tinh sit dung tiép dich vy d6. AOL c6 co hdi nang cap sy
dong tinh nay d€ cung cip thém dich vu cho khich hiang.
Khéach hang sé:

4+ Mua thé thanh toan ctia AOL;
+ Nhan email tir AOL;
+ Nhén quang céo tir AOL.

AOL quang cido cho Cong ty Vién thong TeleSave
chuyén cung cap dién thoai néi hat cudc thip va TeleSave
da ky dugc 400.000 hgp dong véi khach hang cia AOL.
Chi phi ky hgp dong rat thap vi TeleSave khai thac niém
tin va sy d6ng tinh ma khéich hang danh cho AOL.

AOL ciing nén thén trong béi sy déng tinh ¢6 thé mat
di bat ky luc nao.

Vi du 8: BonusMail cuia Intellipost

BonusMail 1a dich vy mién phi chuyén théng diép
quang cio t6i ngudi tiéu ding qua email rat hiéu qua.
Ngudi tieu dung chi can dién vao mau ding ky d€ nhan
tin titc mién phi (miu nay ¢6 yéu cau cung cip théng tin
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ca nhan). C6 rit nhiéu chu deé tin titc d€ ngudi tiéu dung
chon lya:

+ Sach;

4+ Tin kinh té&;

+ Méy tinh/Truyén thong;

+ Sy kién & D&i song;

4+ Tai chinh & Pau tu;

+ Stic khoe;

+ Giai tri tai nha;

+ Am nhac;

+ Khoa hoc & Cong nghé;

4+ Thé thao;

+ Dulich.

Ngoadi tin tic, khach hang tiém ning dugc khuyén
khich d& nhin email quang cdo c¢6 di€m thudng -
Rew@rds Credit. Va méi [in tra 16i email quang céo,
khéch hang nhan dugc mét s6 diém thudng nhat dinh c6
thé chuyén d6i thanh vat dung cd gia tri. V&i cich hoat
dong cong khai, BonusMail cho thay néu dugc sir dung tét
thu dién tir s€ tr¢ thanh cong cu quang cdo hiu hiéu.

Vi du 9: CyberGold

Tuong ty nhu Intellipost, CyberGold la dich vu nhan
gui email quang cdo cua cic cong ty t6i ngudi tiéu ding.
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Cong ty quang cdo sé tra tién cho ngudi tiéu dung doc
email quang cio cua hg. V&i CyberGold, sy quan tdm cua
nguoi tiéu dung sé dugc tra tién. :

D& ding ky, ngudi tiéu dung chi cin cung cap dia chi
email vd mit mi d€ bao mit. Sau khi hoan tit ding ky,
ngudi tiéu ding sé nhin dugc email quang cdo va khoan
tién tit CyberGold.

P& nhin tién, ngudi tiéu dung chi cin cung cip thong
tin c4 nhan. S& tién thudng cua CyberGold sé chuyén
sang tai khoan theo ding yéu ciu ctia ngudi tiéu diing.

Vi dy 10: Value America

Value America 1a cita hang ban 1é trén Internet v&i
danh muc hang tiéu dung du mei chung loai tur voi nuée
dén tivi LCD. Ho khing dinh hang héa & Value America
c6 gia thap nhat nhd mua tryc tiép tit nhi san xuit véi s6
lugng 16n. Nhung diéu khac biét cua Value America so
véi céc cira hang trén mang khéic 1a mét loat nhing 1gi
ich ma Value America danh cho khéch hang.

D€ nhén céc théng tin vé€ san phim va mua hang &
Value America, ban khong cin 1a thanh vién cua cong ty
ndy. Nhung néu la thanh vién, ban dugc hudng ché do
wu dai dic biét. Thanh vién cua Value America con dugce
ctta hang online nay thiét lap cho ban danh sich céc

- hang hbéa d3 mua va cic san phim lién quan. Value
America di thay khich hiang chon san phidm cén thiét
lién quan d&n hang héa khach hang d3 mua. Tat nhién,
ban mua cing nhiéu, cic wu dai va tién ich sé cang 16n.
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bE tr¢ thanh thanh vién, ban chi cin cung cap thong
tin ca nhin nhu tén tudi, dia chi, email... Khi chap nhén
1a thanh vién, ban bat dadu d6ng tinh v4i hoat dong va
san pham cua cia hang online nay. V&i thong tin ban
cung cip, Value America khong chi giao hang tryc tiép
t6i ban ma con gidi thiéu thém nhitng san phiam thich
hgp khéc véi ban.

Bing viéc (ng dung tu tudng va ky thuit cia
Marketing Déng tinh, Value America d3 vugt 1én trén cic
361 tha canh tranh.

Vi du 11: Amazon.com

Ngay khi ra ddi, Amazon.com lidp tc tao nén cudc
cich mang trong nganh xuit ban. Thay vi thu hit ngudi
doc dén cac nha sach d€ tim mua cic tic pham ban chay,
Amazon.com tap trung giéi thiéu va ban cic sach khong
thudc hang ban chay nhat nhung lai phu hgp véi nhu cau
that cia ngudi doc. Diéu d6 giai thich tai sao danh myc
sach ban chay ctia website nay khong giong danh muc &
cac nha sich khac.

Amazon.com khong hé yéu cau khich hang tiém ning
bat ¢ diéu gi tru§c don @it hang dau tién cua ho. Va khi
ban vita gii don dit hang ddu tién (qua mang),
Amazon.com ldp titc thu thap thong tin vé ban. Dya vao
thong tin cA nhan va cic sich dit mua, Amazon.com
chon loc va gidi thiéu nhitng sach phu hgp véi so thich
ctia ban. Amazon.com giGi thiéu nhiéu sach va ngay cang
hgp véi s& thich cua ban hon. Ban khéng cin lang thang
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hé&t nha sich d&n nha sich khac d& tim cic cudn sach
minh thich nita, Amazon.com d3 lam c6ng viéc d6.

Ban ddu, Amazon.com ciing st dung quang cio quiy
r6i nhe nhang. Nhung ngay khi ban gii don dit hang
déu tién, Amazon.com di chuyén sang ap dung chién
luge Marketing Mot d6i Mét. Diém néi bat trong chién
lugc marketing cia Amazon.com 14 con c¢é tu tudng cia
Marketing Pong tinh. D6 14 viéc gianh 14y, duy tri va
cting c¢b sy d6ng tinh cua khach hang ngay sau I4n d:it
hang dau tién. V§i sy déng tinh dat duge, Amazon.com
hoan toan c6 thé ma rdng thém va phin phdi nhitng san
phidm méi nhu dia CD, DVD....

Vi du 12: My Yahoo!

Néu timg it nhit mo6t Idn 1én mang, ban phai biét
Yahoo! Trang Yahoo.com chita hon 50 lién két téi vo s6
cac website hdp dan tur giai tri, thoi ti€t dén chimg
khoan... Mgt trong nhiing lién két nay sé dan dén phuy
trang cua Yahoo! — My Yahoo!.

My Yahoo! chi yéu cdu ban cung cdp théng tin ca
nhan nhw tén, ngay sinh, cdng viéc hién tai, ma viing buu
dién... Tir website ndy, ban c6 thé chon xem nhiing
chuyén myc wa thich nhu thé thao, giai tri, kinh doanh...

Bit cit ai cling khong ngan ngai cung cp nhitng thong
tin c4 nhan nhu vdy. Déi lai, ban c6 dugc nhiéu tién ich
tr trang My Yahoo! Ban c6 thé chinh stta website nay
theo ¥y riéng ctia minh (khi d3 ding ky) nhw &t slogan
cua website 1a “T6i dd 1am ra né”... Ban sit dung website
mGi dugc chinh sita nhu website riéng,
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Pinh lvgng chuong trinh
Marketing Péng tinh

an c6 mudi vin dé can xem xét khi muén dinh
' lugng chuong trinh Marketing Dong tinh.

+ Yéu td khuyén khich 1a gi?

+ Chi phi cho sy dong tinh la bao nhiéu?

+ Sy d6ng tinh dang ¢ miac do nao?

+ Chi phi @€ giri thém théng diép t6i khach hang méi
13 bao nhiéu?

+ Ty 1¢ nguoi tra 15i cac thong diép marketing 1a
bao nhiéu?

+ C6 can duy tri sy d6ng tinh?
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+ Sy dong tinh ¢6 dang gia khong?
+ Sy dong tinh thic day nhimng gi?
+ Nang cip sy dong tinh nhu thé nao?

+ Sy dong tinh kéo dai bao 1au?

YEU TO KHUYEN KHiCH LA Gi?

Ngudi lam marketing nao dua ra nhiing yéu td khuyén
khich manh mé, sinh ddng, r6 rang va minh bach hon sé
thu hit nhidu ngusi tiéu ding quan tim hon. Ngoai ra,
yéu t6 khuyén khich ciing can thuan lgi d€ dé dang trao
tang cho khach hang tiém nang.

biém méiu chot 1a ban cin lya chon yéu t6 khuyén
khich dang va pht hgp v6i san phim hay dich vy
dang cung cidp. Néu thong di€ép va yéu t6 khuyén
khich mau thuan, ban sé khong thu hat dang khach
hang mong mudn.

Vi dy, Yoyodine thyc hién chuong trinh quang céo
cho AT&T nhiam vio d5i tugng sinh vién. Yéu t6 khuyén
khich 1a mot ky nghi cho nim ngudi & resort noi ti€éng.
Giai thudng nay thich hgp v&i chuong trinh quang céo
cua AT&T vi:

4+ N6 phu hgp va hap dan véi sinh vién;

+ N6 phu hgp véi y tudng quang cdo cho dich vy dién
thoai AT&T;

+ Giai thuéng khong qua dat nhung du hap dan véi
sinh vién; '
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+ Giai thudng sinh ddng va dé miéu ta.
DPuong nhién, y&u t6 khuyén khich ¢6 thé 1a mot phiéu

thudng, vé tham dy chuong trinh giai tri hay quyén lam
thanh vién ctia mét t6 chic nao dé v.v...

CHI PHi CHO SI’ DPONG TiNH LA BAO NHIEU?

bé dat dugc sy déng tinh ban cin phai dau tu. Phai
chi phi bao nhiéu d€ c6 thém mét ngudi déng tinh? Néu
ban khéng sit dung Internet cho chién dich marketing,
chi phi ndy bing tdng chi phi quang cdo chia cho s6
khéch hang dy kién dat duge. Con néu cé sir dung
Internet, chi phi nay bing t6ng chi phi truyén théng chia
cho s6 ngudi dong tinh dat duge, (xem thém chuong IX).

SU DONG TiNH BANG & MmU'C PO NAO?

Mot khach hang cho phép ban gtii cho ho mot cudn sd
quang co, tic 1a sy dong tinh cua ho chi dimg lai & miic
d6. Ban cin cong khai nhiing gi ma khich hang tiém
nang mong dgi d€ khong lam mat di sy dong tinh va
tranh hiéu [im.

CHI PHi BE GUI THEM THONG BIEP TOI KHACH
HANG MOI LA BAO NHIEU?

Ban phai mit bao nhiéu tién dé gui théng di¢p
marketing cho thém mét ngudi nita? Véi cach gii thu
tryc tiép, chi phi d6 1a 800 hay 10.000 ddng, tiy thude
khoi lugng va phuong thtc chuyén thu (bao dam,
nhanh...). Véi thu dién t, chi phi 12 khong dang ké.
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S6 lugng thu giri thém quyét dinh tin sudt thong di¢ép
marketing. Vi tin suit cao, ban sé thu hit sy quan tdm
va dong tinh cua khich hang nhiéu hon.

TY LE NGUdl TRA LO1 CAC THONG DIEP
MARKETING LA BAO NHIEU?

Sau khi 43 gianh dugc sy dong tinh ban dau cua
khach hang tiém ning, ban giii thong diép marketing. C6
bao nhiéu ngudi tra 141 théng diép nay? Bao nhiéu ngudi
lam theo nhiing gi théng diép yéu cau? Ban diung nhing
thong tin phan hoi ra sao d€ nang cap sy dong tinh cua
khach hang?

CO CAN DUY TRi SI DPONG TiNH?

Ban nhin dugc b4o céo: khach hang khong mua hang
héa cia ban nita va chuyén sang mua cta d6i tha canh
tranh. Ban phai nghi cich d€ ting sy 16i cudn, hap dan
cia cic yéu t6 khuyén khich hién tai nham gianh lai
niém cua tin khach hang. Thyc t&€ ching minh day la
cach 1am khén ngoan vi chi phi d€ c6 khach hang méi
cao hon chi phi gianh lai khich hang d3 hay sip mat.

SI¥ DONG TINH CO DANG GIA KHONG?

Céc cong ty thudng thdng ké hing tén kho hay tinh
lugng tién mit hién c6. Nhung ho ¢ lam diéu tuong ty
v&i sy dong tinh khong? Ngudi lam marketing nén biét
chinh xic vé méc d6 dong tinh cong ty minh dat duge.
Pé gia ting va nang cip sy dong tinh, cong ty can phai
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dAu tu thdi gian va tién bac. Néu d4u tu thich d4ng thi sy
déng tinh dem lai hiéu qua tuyét vgi va hoan toan do
ludng duge.

SU DONG TiNH THUC DAY NHIPNG Gi?

Khi ban c6 sy dong tinh cia khach hang tiém ning,
ban c6 thé bién ho tir ngudi xa la thanh ban hitu réi
thanh khach hang. Do d6, sy déng tinh lam tdng mic do
tiéu thy hang héa 1én d4ang ké va lau dai.

Ngudi lam marketing con sit dung sy dong tinh dé
tiéu thy nhitng san pham phuy hay lién quan, nhu trudng
hgp mét hing hang khong lién két kinh doanh thém dich
vy khach san cho hanh khach di may bay.

NANG CAP SU’ PONG TiNH NHU THE NAO?

Khi d3 gianh duge sy ddng tinh, ngudi lam marketing
cb trach nhiém nang cip né lén. Thiéu quan tdm dung
din, sy déng tinh s& mat dan. Vi vy, ngudi lam
marketing cin chi tim dé ting cudng niém tin va ning
cdp sy dong tinh theo thai gian.

Nhu Amazon.com ching han, lic khach hang gui don
dat hang d4u tién, ho c6 sy déng tinh nhung rit nhé. Khach
hang thich tha khi Amazon.com nhic dén sach ho quan
tam nhung khong hoan toan hai long trao d6i qua email.

Bing giai thudng nho nhung hip dan, Amazon.com
- dan that chit méi quan hé, tao nén sy gén bé va giao tiép
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cdi m& hon, dong nghia véi viée ho ¢6 nhiéu théng tin vé
ban hon.

Céc email cia Amazon.com ngiy cing mang tinh ca
nhan hon. Chang han, ho biét dugc cudn sich ban thich
va s& khuyén khich ban viét nhin dinh vé cudn sach nay
hodc giam gia cho sach dé.

Cu6i cung, ho khuyén khich ban gia nhap cu lac b
ngudi doc sdch cia Amazon.com.

S’ BONG TINH KEO DAI BAO LAU?

Néu sy dong tinh chi thoidng qua nhu mét chuyén du
lich ngén ngay, ngudi lam marketing s& khéng t6n nhiéu
chi phi néng cip nhu trong nhing trudng hgp sy dong
tinh kéo dai trong nhiéu nim.

Ngudi lam marketing can chuyén sy dong tinh ngén
han sang sy dong tinh dai han. Véi viéc xay dyng 1ong tin
dai han, cac cong ty nho hoan toan cé thé dimg viing va
vugt qua nhiing ddi thu c6 tiém lyc tai chinh 16n hon ho.
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Marketing Péng tinh-
nhitng diéu chwa sang to

hi tim hiéu vé Marketing Dong tinh, ngudi lam
marketing thudng thic mic vé mot s6 van dé. Day
1a nhitng thic mac thudng gip nhat.

NEN DUNG WEBSITE BE THYC HANH MARKETING
DONG TiNH?

Marketing Pong tinh hoat ddng véi bat ky phuong
tién ndo, mién 13 né cho phép giao ti€p hai chidu.
Marketing Dong tinh hoat déng & sin bay, nh¢ thu tin,
dién thoai va ca Internet. Moi quang c4o nén giéi thiéu
s0 dién thoai hay dija chi email d€ khach hang tiém ning
lién hé néu cin thém théng tin.
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Né&u mét cong ty vién thong di dong méi thanh 13p bat
d4u chuong trinh quang cio bing cach ting mién phi
20.000 may dién thoai di ddng va mot thang gui, nhin
tin nhan mién phi, chi phi cho viéc 1dm nay méat khoang
6 ty dong, tuong duong véi chi phi mét ndm quéang cio.
D& nhan dugc dién thoai mién phi, khach hang tiém
ning chi ¢in ding ky tén tudi va dia chi cia minh. Khi
chp nhin ding thir, khach hing da bat dau quan tam va
dong tinh v&i san phdm cong ty. Sau mot thang ding
thir, diéu gi s& xay ra? Nho gianh dugc sy dong tinh,
doanh thu djch vy vién théng ting 1én ro rét. Viéc can
lam tiép theo ciia cong ty ndy la cung c8 va nang cap sy
dong tinh dat dugc. Sy phat trién manh 1én hay phé san
cuia ho tily thude véo sitc séng cua sy dong tinh.

MARKETING PONG TIiNH CHI HIEU QUA DOl VoI
NGUO1 TIEU DUNG?

Puong nhién, cic cong ty ciing ¢ sy dong tinh. Trong
kinh doanh, t6n tai quan hé mua bén giita cong ty véi
cdng ty. Vi viy, Marketing D6ng tinh ciing s€ hig¢u qua
v6i cac cOng ty (thudng 1a cong ty cung (mg nhu vt tu,
thiét bi, nguyén vat liéu...).

Néu thyc hién chuong trinh Marketing DPai ching,
ban chi ¢in mat mo6t khoan tién cho quang céo la quiy
r6i duge hang triéu khich hing. Con khi thyc hién
chuong trinh Marketing cho cic cong ty (Marketing
B2B), ban can khoan tién 16n hon rat nhiéu, vi khich
hang cua ban bay gid 14 nhitng 6ng chu 16n.
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Ngudi lam Marketing B2B thudng khong biét cich s
dung cong cy Marketing Dong tinh. Khong c6 gi diéu gi
md&i ca, vin nhitng ky thuit quen thudc nhu tin suit,
phan thudng... nhung viéc sit dung lai hoan toan khéc.
T4n suit cic théng diép marketing rat quan trong trong
viéc thu hit sy chi ¥ cia khach hang tiém nang (lac nay
14 c4c cong ty). Thdi gian d€ gianh dugc sy dong tinh ban
d4u cua khach hiang kha dai. D€ ning cip sy dong tinh
ctia nhitng 6ng chi 16n, y&u t& khuyén khich déng vai tro
quan trong. T4t nhién, phin thudng d6i v6i cic 6ng chu
16n sé& khéc phéan thuéng danh cho ngudi tiéu ding.

Buéc quan trong trong chién dich Marketing B2B la

chuyén ngudi xa la thanh ban hitu. T ddy, viéc chuyén
ban hitu thanh khach hang tuong d6i dé dang.

NEN DUNG DEN WEBSITE NHU THE SAO?

Nhiéu cong ty xiy dyng trang web riéng vi nhiing ly
do khong lién quan gi dén viéc tiép thi. Ho diing website
dé lién lac v&i nhan vién 1am viéc bén ngoai hay vdi doi
tac hodc cic khach hang hién cé. Ho khdng coi website 14
phuong tién marketing hitu hiéu @€ thu hat khach hang
tiém ning.

Véi ky thuit Matketing Péng tinh, ban sé xﬁybdl,mg
website thanh phuong tién marketing hi¢u qua.

D4u tién, ching ta nén c6 hai website: mét cho khach
hang hién c6, mét cho khich hang tiém ning. Website
danh cho khéich hang hién c6 nham nang cip d) dong
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tinh bang caic hinh thic nhu khuyén mai, giam gia, qua
tang, phan thudng.

Website danh cho khach hang tiém ning nham gianh
13y sy quan tdm hay d6ng tinh ban dau. Muyc tiéu chinh
cua website nay la khuyén khich khich hang tiém ning
cho biét ho mudn gi, cin nhitng giai phap gi, va duy tri
quan hé véi cong ty qua email.

Néu khach hang dong ¥ duy tri méi quan hé qua email,
ban sé ¢6 co hdi cho khich hang tiém ning biét r6 hon vé
minh va nhiing gi minh cung cip. Ban sir dung email cling
dé biét thém vé khach hang tiém ning. T d6 ban sé ¢
thong diép mang tinh dy kién, riéng tu va thich @ng nhiéu
hon. Ban cin phai thu hit khach hang tiém nang dén véi
website ndy. Ban budc phai st dung quang cio truyén
thong dé thu hit s6 lugng 16n khach hang tiém ning.

cO THE DUNG MARKETING PONG TiNH PE XAY
DUNG THUONG HIEU?

Thuong hiéu ciing 1a tai san.

Khi ban da tin tudng vio xa béng Lux, ban sé ding
thir dau gdi Lux hon la dau g6i mang mét thuong hiéu xa
la khéc.

Néu ban d3 c6 dugc sy déng tinh lau dai ctia nhiing
khach hang tiém ning, thi thuong hiéu chi ding th hai
trong qua trinh ra quyét dinh.

MGt cong ty bao hiém 16n xdy dyng mdi quan hé ci
nhén v§i hang triéu khich hang. Khéng phu nhan rang
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thuong hiéu gép phin xiy dung niém tin ctua khach
hang. Va ho ludn ¥ thic can lam t6t cong vide d& thuong
hiéu ngay cang 16n manh.

D6i v&i san phdm phuy thudc vao nhigu thuong hiéu,
¢6 thé khong cin d&n hojc khdéng nén 4p dung
Marketing Dong tinh. Vi dy nhv d6i v&i san phdm nuée
tinh khiét, né lyc d€ théng tin cho ngudi tidu dung vé
nhimg lgi ich cia san phdm 1 diéu khéng cin thiét.
Nhiing san phdm théng thuong ciing khéng can dén ky
thuat marketing tryc ti€p, website hay chuong trinh xay
dung niém tin thuong hiéu. Thay vdo d6, ban nén chi
‘tam dén phuong phap Marketing Quiy rdi.

Nhung cling can suy nghi thdu dao vé vin dé nay. R&
rang, Marketing Dai ching thudng giy lang phi. Ching
ta thirlam bai todn véi mét quang cao trén bao.

Chi phi quang cdo nguyén trang: 20.000.000 dong

S6 lugng phat hanh: 200.000 ban

Thdi gian trung binh d& doc 4n pham: 20 phat

56 lugng quang c4o trong mot 4n ban: 80 quang cdo

Vay, néu chi ¢6 quang cdo khéng thi ban chi c6
khoang 15 gidy ciia ngudi doc. Nhung chiing ta déu biét,
ngudi ta thudng doc ndi dung chit it xem quang céo.

Ty 1€ ngudi doc mét quang cdo t5i da 1a 2%. Trong s6
ngudi da doc, ty 1& ngudi nhé dugce thong diép quang céo
khoang 25%. Do d6, nhitng ngudi chiju tac doéng cua
quang céo s& la khoang 1.000 ngudi. Vay chi phi dé
gianh dugc mét sy quan tam 13 20.000 dbng.
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Marketing Dong tinh khong thé tiép cin khach hang
tiém ning [4n dau tién véi chi phi ré. Nhung sau do,
Marketing Dong tinh c6 thé trao d6i voi khéch hang tiém
ning d6 v&i tan suit cao ma chi phi khong déng ke.

DIEM KHAC BIET CHINH GIFA MARKETING DONG
TiNH VA MARKETING QUAY ROI?

P& dé so sanh ban hdy hinh dung: ngudi lam
Marketing Quay \,‘r(‘)'i l]a mot thg sin con ngudi lam
Marketing Pong tinh la nong dan.

Sin bat khich hang tiém ning bao gom hai céng
doan: nap dan va roi ban. Ban bén trong mét ngdy, mjt
tuin hay mot thang tiy theo sd dan cia ban. D sao, ban
ciing ban tring mot sd ngudi nao do.

Nudi trong khach hing tiém ning la qui trinh phir
tap hon: tir lam dat, gieo trong, tudi nuc roi thu hoach.
Viéc nay doi hoi sy quan tdm va né lyc thudng xuyén
hon. Néu chi tip trung trong mdt thdng, ban s& mat ca
mdt mia. Nhung viéc nudi trong c6 kha ning phét trién
khi ban hodn thién kj ning gieo trong, ban c6 thé gieo
nhiéu hat giéng hon va thu hoach lai nhiéu hon.

TAI SAO KHONG NEN BAN DU LIEU KHACH HANG
MINH THU THAP? CHUNG TOI VAN LAM NHU VAY VA
THU BUQC LQI NHUAN DANG KE.

Ban hodn toan c6 quyén ban di sy ddng tinh ban co.
Nhung khi ban di, sy dong tinh khong con gia tri nita.



MARKETING DONG TINH... + 161

M4t khi nhiing dit liéu c4 nhan nay dugc chia sé cho
bén thit ba, sé c6 hai van d& xay ra:

+ Bén thit ba nay s€ ph4 hoai mdi quan hé ban né lyc
xay dung;

+ Bén thit ba sé lam dyng qua miic sy tin tudng khién
ngudi tiéu ding théat vong va khong con dong tinh
v&i ban nita.

Ban s€ 1am gi néu gép tinh hudng sau:

+ Ludt su ciia ban ban théng tin ké to4n cua cong ty ban
cho mét cong ty tai chinh. Cong ty niy diing thong tin
mua dugc d€ tiép cin va gidi thiéu cho ban mét khoan
vay tin dung. Cong ty nay hiéu rd vé quy luong, thu
nhap va cic vin dé tai chinh ban gip phai;

+ Mot tap chi khiéu d4m mua lai nhitng thong tin c4
nhén cta ban tir nha sich ban hay mua. Ti nhiing
thdng tin nay, ho cho 14 ban thich tap chi cua ho. Do
dd, ho lién tyc gui thu khuyén khich ban mua tap chi;

+ Ban tham dy mét cudc thi trén mang véi dia chi
email cia minh. Céng ty t6 chitc cudc thi da ban dia
chi email cia ban cho nhiéu cong ty khac. Hop thu
dién tir cha ban s& tran ngip vi hang trim, hang
ngan spam, ban bugc phai thay déi dija chi email v
phai thong bio d&n ngudi quen va d6i tc cua ban.

Trong céac trudng hgp trén, ban déu cam thdy hut
hang, that vong. Ngudi lam marketing d3 ban ré ban -
ngudi c6 thé trd thanh khach hang 14u dai cua ho.
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Ciing c6 nhitng trudng hgp ngoai 1é. D6 1a khi ban
ding phan thudng d€ c6 nhimg thong tin vé khach hang
tiém ning céng khai va chia sé nhitng théng tin nay vai
cac cong ty khéc vi lgi ich cua cic khich hang tiém nédng.
Trong trudng hgp nay, khach hang co hai lgi ich:

+ C6 kha ning gianh thém phan thudng;

+ C6 thong tin vé nhiing san pham thich hgp véi minh.

Chia sé thong tin c4 nhin vé khach hang tiém ning
trong trudng hgp nay la viée 1am khéic han vé ban chit,
day 1a viéc 1am vi 1¢i ich cua d6i bén.

KHI MARKETING DONG TiNH TRO' NEN PHO BIEN
HON, QUYEN LU'C CUA CAC CONG TY THAY DOl NHY
THE NAO?

“Thay d6i hinh thirc” 14 cau néi cira miéng tai cic cude
hop ban vé mod hinh kinh doanh méi trong hon mét thap
nién truéc. Nhung v4i moi hinh thic kinh doanh, ba
diéu sau ludn dang;

+ Sy dong tinh rit dang gia va c6 nhiéu cap do;

4+ CAc chuong trinh quang céo truyén thong tran ngap
khép noi. Sy déng tinh ngay cang gia tri hon;

+ Modi phéan doan thj trudng chi c6 mot vai cong ty
duy tri sy d6ng tinh va tié€p tyc hoat dong.

Hién nay, c6 hai nha sich trén mang ndi tiéng la
Amazon.com va Barnes&Noble. Ho luén chién ddu dé
gianh thém sy d6ng tinh. Ca hai déu sin sang bo tién ra
dé dat dugc sy dong tinh 16n hon. '
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+ Trong nganh kinh doanh sach, nha sach nao tao dyng
dugc sy déng tinh vitng chic hon sé ban dugc nhiéu
sach hon va c6 duge quyén lyc manh hon d6i thi;

+ Nhimng ngudi yéu sich déu cé sian danh sach cac dja
chi mua sach trén mang. Vi vy chi phi d¢ gianh dugc
-mot khach hang mé sach sé cang lic cing cao hon;

+ Mot khi khéch hang ¢4 mua sich & nha séach trén
mang nao d6, ho khéng cin tim dén nha sach khac
vi nhu ciu vé sach cua ho duge théa min & noi
gianh dugc sy déng tinh cua ho.

Nhu vy, mét cude chién 16n dang 4m i. Trong tat ca
cc nganh tir tién té cho dén vin héa pham, cudi cing chi
con lai mot vai 6ng lén tranh gidnh nhau sy dong tinh.
Khi diéu nay xay ra, cic cdng ty khéng 16 nay (nhiing
ngudi gic cong thién dang) sé sit dung sttc manh sy dong
tinh nhu 1gi thé riéng. Chang han nhu ho ¢6 quyén chon
nhiing nha cung cap théa man diéu kién cua ho.

Ban can xac dinh ré minh ngudi gac cong thién dang
hay nha cung cap? Néu ban vira gc cong vira cung cip,
ban c6 lam t6t dugce ca hai vi tri nay khong hay 13 ltng
ting dé ca hai vai tro déu khéng ven toan?

Khong thé cé chuyén tit ca cic cong ty déu trd thanh
ngudi gac cong. Mot hodc mot vai cong ty khong 16 c6 thé
dtmg viing ma khéng cin nha cung cip hay cic dai iy
trung gian, nhung khong phai moi dng 16n déu c6 kha
ndng nay. Vi vdy, moi t6 chitc déu phai quyét dinh s& trg
thanh nha cung cip cho cdng ty khdng 16 hay tré thanh
mot ngudi gac cong trong phin doan thj trudng ciia minh.
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NEU MARKETING DONG TiNH HIEU QUA NHU VAY
THi TAI SAO QUANG CAO TRUYEN HINH VAN CHI PHO!
MOI TRUONG MARKETING?

Ly do chinh 13 théi quen st dung quang céo truyén
hinh vin con ning né. Hon nita, Marketing Déng tinh
ciing ¢in quang cdo cho giai doan qudy réi dau tién.
Nhung nén nhé, khéng phai 1a tit ca quang céo truyén
hinh déu hiéu qua hay bu dap duge chi phi bo ra. Khong
it quang c4o truyén hinh thét bai ning né, thdm chi 1am
hong mét thuong hiéu.

VIEC THU’ NGHIEM CO NGHIA NHU THE NAO VOI
MARKETING DONG TiNH?

Marketing Pai ching c6 thé dinh huéng vao mot sd
lugng cyc 16n cac khich hang tiém néng véi chi phi binh
quin dau ngudi thdp. Marketing Dong tinh khong lam
duge didu d6, nhung cho phép ban thir nghiém bat cit diéu
gi trong bt cir khoang thdi gian nao. Ban c6 thé tién hanh
hang trim cudc thir nghiém va cén phai kién tri.

Thir nghiém ddi véi moi yéu t6 cia mét chién dich
Marketing Pong tinh c6 thé gitip ban nhan d6i, nhan ba két
qué thu duge. Vi sy giao tiép c6 tinh ca nhan va riéng tu
nén ngudi lam marketing c6 thé cung lic thyc hién hang
trim cudc thir nghiém. Ngudi lam Marketing DPai ching
khong thé thyc hién viéc ndy vi s¢g ngudi tiéu dung 1an 1on.

Thir nghiém la viéc lam nghiém téc. Ban khdng cin
thiét phai hoi hop trién mién d€ tim cach thir nghiém
dang. Pan gian, ban chi cin quyét dinh va thyc hién.
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Ban nén thir nghiém nhiéu th& nhu gia, hé thong phan
thudng, nhém khach hang dap ing v.v... N6i chung, ban
nén tht nghiém tit ca nhitng gi c6 thé tudng tugng ra.
Néu phuong tién tao thanh tan suit nhiéu ton chi phi,
ban ciing nén thir nghiém ca nhitng diéu nay nita. Ban
cling c6 thé thir nghiém ngay ca khi nhiing théng diép
hai hudc nhu: “Ching t6i giam gid 80%... Mua san pham
hay nay sé chét!”. Marketing Déng tinh 1a phuong tién
thir nghiém hiéu qua, nhat 1a khi ban khong c6 gi d€ mat.

NEN LAM Gi vO'I WEBSITE CO SAN?

Duong nhién, ban khéng can tir bo website ndy. Ban
nén thay d6i n6 bing cach dau tu thdi gian va tién bac @€
website hap dan hon.

Website danh cho khich hang tiém ning cua ban nén
nho, gon, don gian va nhanh. N6 can thiét ké lai d€ thu
thap dia chi email bang cich cung cip mét 1gi ich nao d4.

Khi ¢6 dir liéu vé khach hang, hay gin giit can than. Ban
can nghi ra Iy do, cung cap tién ich d€ khuyén khich khéch
hang ghé thim website [an nita. Chang han nhu dich vy
giai dap thic méc kiéu: “Ban cho biét tén va nhimg diéu
thiac mac, chiing t6i s€ giai dap va tra ldi ban trong vong
nim phat”... Khi ho ghé thim thudng xuyén, sy déng tinh
dén hinh thanh. Nhu vy, tru¢c khi gi6i thiéu vé minh ban
phai gianh dugc sy dong tinh cua khéch hang.

KHO KHAN LON NHAT CAC CONG TY GAP PHAI?

Khé khian dau tién la vé td chic. Chic chan, ban
khong dugc huan luyén vé Marketing Dong tinh. Cong ty
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cia ban chic chidn chua bao gi¢ thyc hién Marketing
boéng tinh. Do d6, ban can c6 théi gian hoc tip, t6 chite
dao tao by may hoat dong theo ding tu tu’dng cua
Marketing Dong tinh.

Chuéng ngai th hai 1a sy tham lam. Ban mudn
nhanh chéng thdy dugc két qua cia Marketing Déong
tinh. Nhung ban cang vdi va bao nhiéu thi cang lam
hiéu qua chuong trinh giam di b4y nhiéu. Kién nhan l1a
cot 16i khi xdy dung nhitng chu’o’ng trinh Marketing
béng tinh.

Chuéng ngai thir ba 1a dy kién. Mot chuong trinh
Marketing Dong tinh doi héi ban phai hoach dinh va tao
dyng trude dugc yéu cau. Didu niy c6 nghia ban phai t6
chitc d€ dy kién truée hanh dfng chit khong thyc hién
mot cach bj dong.

Nhﬁ'ng diéu trén chua phai 1a tat ca khé khin ban giip
phai khi thyc hién chuong trinh Marketing Déng tinh.
Ban sé ty tra 1di cho nhitng khé khin khac nay sinh trong
qué trinh thyc hién. '

Nhing buoc ddu tién dé thuc hién Marketing Déng tinh:

+ Xac dinh gia tri cd doi cua khach hang méi. Thiéu 6
Iléu nay, ban khong biét muc gioi han Chl phi can c6 dé
gianh |8y mot sy déng tinh;

4+ Tao thanh va xay dung méi quan hé véi khach hang
tiém nang dé chuyén nguoi xa la thanh ban hiu. Ban
c6 thé sir dung email, thu tin, dién thoai, website....
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‘M6| quan hé cén dat duoc b6n yéu t6:
- Phau kéo da|
- Phdi cung c5p Io1 ich dé thu hut khach hang tiém nang,

- Mic d6 gén bo tang dén (ban ngay cang hiéu khach
hang tiém nang hon va nguoc lai);

- Phai yéu c3u hanh déng dé ban do luong hiéu qua
cia méi quan hé.

Thém vao quang cao da co, ban yéu cau khach hang
hanh dong. D6 1a su khéi ddu cho méi quan hé gén bo.

Do luong k&t qua cia méi quan hé. Khong ngimg tha
nghiém nhimg phuong phap ti€p can khach hang méi.

Xac dinh duogc s6 bluong' ngudi déng tinh. Su dong tinh
da thay déi hanh vi tiéu dung nhu thé nao? Tang
thudng cho khach hang dé nang muc do dong tinh voi
ban lén cao hon.

Chon mét nguoi chuyén trach dé duy tri, cung <6 va
nang cap sur déng tinh dat duoc.

Giam ¢hi phi bdng cach chuyén.sang ding phuohg tién
tu dong, thu dlen tu hay Internet

Chuyén nhlem vy cua webSIte tur gidi thiéu sang thu
thap sy dong tinh,

Thudng xuyén danh gia dé xac dinh chinh xac muc do
ddéng tinh hién tai cia khach hang.

Cung cap thém cac san pham, dich vu phu dé néng cap
su déng tinh.
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