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SO lugc vé www.vatgia.com

Puogc thanh 14p vao gilta ndm 2007, vatgia.com da c6 nhling budc phat trién
VUGt bac trong ndm 2008 d€ nhanh chéng trd thanh mOt trong cac san thudng
mai dién t& B2C hang dau Viét Nam.

V€ s0 lugng thanh vién, hién tai Vatgia.com cé 300.000 thanh vién chinh thic
va khodng 5000 gian hang (trong do c6 trén 500 gian hang ddm bdo). Cling vdi
sU gia ting vé sO lugng thanh vién, lugng gian hang mai va sdn phdm mdi
dugc dua 1én website ciing ting theo v&i 30 gian hang mdi va 600 sdn phdm mdi
dugc dua 1én moi ngay.


http://www.vatgia.com/
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Vé s0 luot truy cap, trong ndm 2008, sO 1uot truy cap hang ngdy vao website
vatgia.com 1a 250.000 lugt. ThOng ké hang théng cho thdy so v&i ndm 2007, nim
2008, sO lugt truy cap hang thang ting trung binh tUr 15% dén 20%. Ty 1€ thudn
vGi sO lugt truy cap, sO lugng giao dich trén website ciing ting hon véi 15%
lugt truy cap 1a cé thuc hién giao dich va 85% trong sO dé 1a giao dich thanh
cong (sO liéu clla bd Cong Thuong trong Bao cdo Thuong mai dién t(f nim
2008)

Vé tang trudng doanh thu, ndim 2008 doanh thu cUa vatgia.com ting 200% so v&i
ndm 2007; V& th(r hang website, vatgia.com dUng th( 17 trong top 100 website
hang dau Viét Nam theo x€p hang cUa Alexa' va dan dau trong cac website
thuong mai dién t& Viét Nam.

! Alexa 1a mot site th&ng ké rat phS bi€n va dugc st dung bdi nhiéu doanh nghiép ciing nhu’ ngudi st
dung web thong thudng. Théng qua viéc thdng ké hoat ddng clla ngudi diing web, Alexa cé thé
dua ra danh sach x€p hang nhiing website theo mttc 46 phd bi€n va dudc nhi€u ngudi truy cp.

Chi s0 thit hang Alexa dugc két hop tir 2 yéu t0 la s6 trang web ngu®i diing xem (Page views)
va s6 ngudi truy cap (Reach). Cic s6 liéu Page Views va Reach sé& dugc théng ké theo ngiy va tinh gia
tri trong thoi gian 3 thang gan nhat, tr d6 tinh ra chi s6 Alexa, cic chi s6 nay dudc cdp nhéat tu dong dé
phan anh xu hudng thay d6i theo chu ky 3 ngay 1 1an.
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Biéu dé ting trudng luong truy cép trén mét sé website thuong mai dién tir nam 2008
theo théng ké cua Alexa ngay 15/12/2008
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Chuong I: Nhiing kién thitc quan trong trong thuong mai dién tU
Ngay nay, thuong mai dién t(r ¢ khong con 1a mOt khai niém xa la doi vdi
ngudi Viét Nam. Theo bang x€p hang clla Miniwatts Marketing Group, Viét
Nam dUng th(r 17 vé s6 lugng ngudi st dung Internet (khodng 22 triéu nguoi)
va 1a quOc gia c6 tOc dO ting truéng sO nguOi ding Internet nhanh so 1 thé gidi
(giai doan 2000 - 2008). V&i khodng 20 tri€u ngudi st dung Internet, c6 thé néi
thi trudng thuong mai dién t& Viét Nam 1a mot thi truOng day ti€m ning cho
cac doanh nghi€p thUr stc. Theo thOng ké nim 2008 da c6 45,3% doanh nghiép
c6 website va 4,1% doanh nghié€p sé xdy dung website.Trén Internet, quy mo
khong thang dugc tdc dd, doanh nghiép 16n va nhd déu cé co hdi nhu nhau.

1. Internet — M@ ra moOt thi truOng rOng 16n

Tuy nhién, khong phdi c& tao mOt website, mG mOt gian hang ban hang trén
internet 1a ching ta c6 thé thu dugc 10i nhudn ngay. Ciing nhu' mOt clfa hang,
néu ban khong nd luc quang cdo, moi ngudi s€ khong bi€t dén ban. MOt
website dit c6 dep ma khéng gidi thi€u rdng rai thi cling gidng nhu trang hoang
mOt c(fa hang trong ngd cut. Mac du s6 1ugng khach hang dén vdi cic co sG
kinh doanh truyén théng van chiém s6 déng nhung lugng ngudi st dung
Internet nhu mOt kénh thong tin quan trong nhat ngay cang tang véi mlc do
chéng mat. Pac biét, ho s dung cac cong cu tim ki€m nhu canh c6ng cUa tri
th(rc va cac trang tim ki€m hi€n nay tré thanh noi dugc nhitng ngudi s dung
Internet truy cap nhi€u nhat. BGi vay, n€u mubn website cling nhu sdn pham
cla minh dugc nhi€éu ngudi biét dén, ban khong th€ dlng ngoai san chai 1y

tudng ndy. Va www.vatgia.com s€ 1am nhi€ém vuU mang gian hang, sdn phdm

cling nhu website clla ban dén vGi canh cOng thanh cong.
2. Pac tinh cua kinh doanh trén Internet

Ban c6 th€ gidi thi€u nhiing sd@n phdm gi trén vatgia.com? Day la cau hdi ma c6

1& bat c(t ai khi c6 y dinh m& gian hang trén vatgia.com sé& thac mac.


http://www.vatgia.com/
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Cau trd 10i sé 13, tat cd cac mat hang déu c6 th€ ban dugc trén internet noi
chung va vatgia.com néi riéng. Khong chi riéng gi nh{rng mat hang nhu may tinh,
sach, dich vu, ma cd nhlimg d0 dn udng c6 th€ mua 4 siéu thi...déu c6 thé ban
duoc.

Tuy nhién c6 nhi€u clta hang ban cling mOt loai sdn pham giong nhau, ciing mot

gia giBng nhau, nhung c6 ndi ban rat chay, cé noi lai chang ban dugc gi.
Nén van dé dat ra d day la khéng phdi la bdn cdi gi, ma la bdn nhu' thé ndo ?

Nh{ng clra hang ban dugc hang déu cé nhlng nguyén nhan riéng, va nhling
nguyén nhan dé thi khong lién quan gi dén vi€éc ban mdt hang nao, ma chl yéu
tdp trung vao cach ban hang. Nhiing khach hang s dung Internet d€ mua hang
déu 1a nhiig ngudi binh thudng, bang da bang thit va ho cé nhiing suy nghi rat
binh thuGng. Tuy chiing ta giao ti€p v&i khach hang qua m6t méi truGng “do”
nhung viéc lam sao d€ c6 th€ dén ti€p khach hang t6t ciing van 1a mOt chia khéa
quan trong d€ ban hang. Thuc t€ c6 nhi€u clfa hang 1am &n rat phat dat, nhung
nhifng ngudi ch ciing phét tri€n rat thuan tiy, khong c6 gi 1a dac bi€t hay khac
thuong ca.

D€ ban dugc hang thi trudc hét ban can c6 mOt nhan thitc ding vé gian hang
trén internet va ddc tinh cUa internet d€ c6 th€ phét huy t0i da di€m manh cla

thi trOng nay:
2 Khong c6 gidi han vé khong gian va thoi gian.
2 Tinh song phuong, tinh khong dOng thoi
2 Luong théng tin 16n, viéc tra c(fu thong tin rat ti€n dung

Khéng c6 giéi han vé khéng gian va thdi gian.
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MOt c(ra hang & Ha NOi c6 thé dé dang giao dich vGi mOt khach hang & HO Chi
Minh. Viéc chuyé€n tién va hang c6 th€ thuc hién tUr xa ma hai bén khong can

bi€t mat nhau. Viéc giao dich trG nén dé dang va khéng bi gidi han.

Co hdi dugc m& rOng nhung sUc canh tranh ciing ngay cang 16n vi tat cd cac
cong ty déu c6 th€ tham gia chay dua v€ gid cd va chat lugng dich vu. Do vay
nh{ing céng ty c6 th€ manh & mot khu vuc khi 1én internet chua chac di la
manh nhat. Ban phdi ndm 16 dau 1a di€m manh ma ban c6 tu tin thang dugc

trong vi€c canh tranh.
Tinh song phurong, tinh khéng déng thoi
Pay la dac tinh quan trong ho trg thiic day viéc giao ti€p v&i khach hang.

Tinh song phuong : day 1a mOt dac tinh rat khac biét cUa Internet. Khong chi
ban ma khach hang ciing c6 th€ 1a ngudi cung cap théng tin. Ngudi tiéu ding c6
khd ning phan hoi thong tin, tuyén truyén théng tin vé san pham, dich vu cla
ban. Do vay vié€c giao dich vGi khach hang nhu thé€ nao ? Ban hang cho ho thé
nao ? Lam sao st dung thong tin tU khach hang ? Tat cd nhiing di€u nay sé anh
hudng truc ti€p téi su thanh bai cla gian hang trén Internet.

Tinh khong dOng thOi th€ hién trong giao dich : khong giGng nhu khach hang
truc ti€p dén clra hang cla ban hay goi qua di€n thoai, ban khong can phai trd
10i ngay. Ban c6 thé trd 10i don hang, thac mac cla khach hang sau 1 ti€ng, 2
tiéng tham chi 1a sau 1 ngdy hodc hon nita. Tat nhién cau trd 10i clia ban cang

nhanh thi cang lam cho khach hang thdy minh dugc chdm séc chu déo.
Luong théng tin 16mn, viéc tra clru théng tin rat tién dung

Khéng gidng nhu TV va radio, Internet 1a noi ma khach hang sé tu lua chon
quang cdo ho mubn xem, n€u ho khéng click vao, thi sdn phdm cUa ching ta sé

khéng dugc bi€t dén. Vi vy néu ban chi dua mbi anh sdn phdm 1én Internet
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va suy nghi rang c(* m4 ra mOt gian hang da 1a quang cdo trén Internet, ma khong
tac dOng gi, thi s€ khé c6 th€ ban dugc hang bdi lugng thong tin trén internet

luén gia ting khong ngung.

Ban phai coi internet 1a mOt céng cu gitip ching ta cung cap thong tin cho khach
hang & nhi€u noi khac nhau v&i chi phi thap, dé chinh 1a cach nhanh nhat dé
ti€p can khach hang.

Viéc hi€u dugc ban chat cla internet 1a diéu kién can dé€ gitp cac nha kinh
doanh thanh cong trén internet. Chiing ta sé cung phan tich ky hon viéc st dung
cac dac tinh, nguOn tai nguyén vé han nay d€ phuc vu vao viéc kinh doanh trén

internet.

3. Tai sao khach hang khong mua ? Chiing ta hiy ciing x6a bo nhiing lo 1ang
cUa khach hang.

Chting ta dang tham gia vao ban hang trén internet, th€ gidi ma ngudi tiéu ding
1am chd, nén chiing ta can dat minh vao dia vi cla khach hang va suy nghi giOng
ho. Tai sao khach hang lai cdm thdy thich thii vi€c mua hang trén mang ? Va tai

sao khach hang lai khong thich mua hang trén mang ?

Pau tién t6i s& dé cap tGi van dé 1y do khach hang khéng mua hang trén

internet.
- Khéch hang sg bi mat thong tin ( nhu thé tin dung )
- Khach hang mun truc ti€p xem hang

- Gian hang 4o nén khach hang bén tin ban nghi ( Khong biét lic nao bi€én mat,
khong bi€t ngudi ban cé tin dugc khong ? Khong bi€t mua rdi hang c6 dén
khéng ? Hang t6i nhung khong biét c6 diing nhu minh mong muOn khong ? )
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- Qua trinh dat hang c6 vé phlc tap
- Gia c6 thé bj dat ( do tinh cd phi van chuyén va chuyén tién)

Khach hang sé cdm thdy bt ti€n va bat an nén sé khéng mua hang trén internet.
Néu chiing ta c6 thé x6a b dugc blc tudng ndy, thi khd ning mua hang cla
khach sé tang cao hon.

Nh(rng cach c6 thé gidi quy€t van dé nay c6 th€ dugc suy nghi nhu sau:
3.1. Khdch hang so bi mat théng tin ( nhur thé tin dung )
Thé hién 16 trong chinh sach bdo vé thong tin ca nhan.

Thong tin cUa quy khach hang sé dugc qudn ly nghiém, khong bi ti€t 10 ra bén
ngoai dudi bat ky hinh thitc nao.

Khi mua hang tai cic gian hang trén vatgia.com, sO thé tin dung cUa khach hang
sé truyén di va dugc bdo hO bdi hé thGng SSL, nén khéach hang c6 th€ yén tdm

mua sam.
3.2. Khdch hang muén truc ti€p xem hdang
(Xem trong phan cung cap thong tin hang héa)

3.3. Gian hang &o nén khdch hang bdn tin bdn nghi (Khéng bié€t lic nao bién
mat, khong biét nguoi bdn cé tin duoc khong? Khong biét mua réi hang cé
dén khéng? Hang téi nhung khong biét c6 diing nhr minh mong muén
khong ? )

Thé€ hién su than thién, c6 khong khi clla con ngudi trong gian hang. Khong khi
cUa con ngudi c6 nghia 1a 1am cho khach hang cAm thdy khong khi mua ban,
cam thdy c6 khach hang khéc cling dang vao mua. NhG dé khach hang sé cam
thay yén tdm hon, tin tudng hon.
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Khéng khi con ngudi cla clia hang

C6 th€ dua anh cUa nhiing nhan vién, chU gian hang d€ khach hang cam thay
than thién.

Nhat ky ban hang cla cUta hang, va dugc update hang ngay.

Khéng khi con ngu'di cia khdch hang

DPua nhiing 10i binh, nhing thong tin cUa khach hang khac da mua hang

Pua ra nhiing mat hang dugc xem nhi€u nhat, ban chay nhat.

3.4. Qud trinh dat hang cé vé phikc tap

Gan moOt link gidi thich vé€ cac budc mua hang trén vatgia.com & trong gian hang
Ghi 5 quy trinh tUr dat hang cho dén khi glri hang cho khéch.

3.5. Gid c6 thé bi dat ( do tinh ca phi v@n chuyén va chuyén tién)

Phai dua ra dugc cac 10i ich 1am cho ngudi mua san sang trd tién ( SUc manh

hang héa, théng tin, mOi quan hé v&i chl gian hang )

4. "Tién dung, yén tam, vui thich" Iy do dé khach hang lua chon gian hang
claban.

Ly do:
- Tién dung:

+ Khong c6 gidi han vé khong gian va thOi gian ( ¢6 th€ mua hang 24/24, c6 thé
mua dugc nhiing hang héa ma ho khéong th€ mua dugc G nhiing noi gan ho)

+Dé tim ki€m

+ D@ so sanh
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+ Khong can néi chuyén, khéng can gdp ma van mua dugc hang
- An tam:

+ Do cUra hang d6 c6 thé tin tudng dugc

+ C6 khong khi con ngudi

+ Thanh toan, van chuy€n, trd hang dugc quy dinh o rang va thuc hién nghiém

tic
+ Dich vu sau khi ban hang phai that tot.
- Vui thich:

+ Tao ra cic event, ban hang gia ré theo gi0, ddu gid, mua nhiéu gidm gia, quay

x0 0.
+ Trao dGi vGi khach hang, tu van qua email,

+ Béan nhitng mat hang hi€m...
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Tién dung, an tdm, vui thich. Ba y€u tO ndy 1a 3 tU khéa quan trong trong viéc
kinh doanh hang héa trén internet. Néu so sanh v€& mUc dd quan trong thi c6 thé

néi viéc "vui thich" 1a quan trong nhat sau d6 dén " Yén tam", " ti€n dung"

C6 mOt cau truyén nhu sau: C6 mOt mat hang dang ban rat chay, va c6 mot
cong ty dang s& h{tu rdt nhi€u mat hang d6. Chu clra hang da 18y dnh clla mat
hang d6 va lam m&t cau quang cdo: “ching t6i dang ban mat hang thinh hanh trén
thi truOng”, va trong mOt thoi gian ngdn mat hang d6 da dugc dat qua mang
hét ngay.

Khi biét khach hang thich mOt mat hang nao do, thi phai tao cho ngudi ta cdm
gidc c6 th€ mua mat hang ma ngudi ta khong tim & dau dugc & chd cla minh,
tao ra cam giac tién 10i cho khach hang. Trong trudng hgp nay su yéu thich
hang héa sé manh hon cdm gidc bat an, khong bi€t hang héa minh mua c6 t&i

khong ? HO san sang mua hang va chdp nhan mét d6 rli ro nhéat dinh.

Né€u suy nghi ngugc lai, néu mong mu6n khéng manh dén nhu vay, thi ngudi
ta s& xem dén tinh tién dung, va yén tdm ( Iua chon t&r nhi€éu clra hang khac
nhau, hodc clfa hang c6 thé€ tin tudng dugc). Vi khach hang c6 thé mua hang
24/24, khong phai di dén cUra hang, x€p hang chd doi gi cd, ho c6 thé tim ki€m,
so sanh rat don gidn. PO tién dung & pham vi nay van chua la yéu td quyét

dinh cho su khéc biét gilta cic gian hang trén net.

Yéu td " yén tim" ciing rat quan trong, viéc loai bé dugc su bat an khi mua
hang trén net, thi can phai PR tao cdm giac an toan hon nlta cho ngudi st dung.
Vi du trd 10i mail nhanh, lich su, ti mi cho khach cfing rat quan trong. Ngoai ra
logo clla cac cong ty bdo mat da chitng nhan website c6 th€ thanh toan thé tin

dung an toan ciing rat can thiét.

Vi du: c6 mOt cong ty ho 1am luén mOt bang thong bao: “lién lac vao cla hang”
cho khéach hang nao khéng thé€ lién lac dugc do nham, hay ngai gli email, c6
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th€ vao d6 phan nan, gép ¥, hay lién lac vGi ho. Chinh su tién dung, thanh y cla

gian hang 1am cho khach hang cdm thay an tdm, than thién hon.
5. Khong khi con ngudi, va dd noi ti€ng sé kéo thém khach hang dén.

Nhiing clta hang c¢6 dugc su tién dung, tao cam giac yén tdm chi€m hon 1/2
nh(ing cUa hang trén vatgia.com. Tuy nhién, nhiing cUfa hang ban dugc hang hon
nhUng noi khéc thi ho luén tao dugc cdm giac vui thich cho khach hang. Nhiing
clra hang luén tao nhitng chuong trinh hay, dich vu hap dan thudng c6 dong
khach, va khong khi nhOn nhip, 6 hdp dan do lai ti€p tuc 16i cudn cac khach
hang khac dén.

Khong khi nhOn nhip 1a miéu td cé nhiéu ngudi dén, phdi cé gi d6 hap dan, va
trong khong khi d6 ngudi ta thuong dé mua hang hon.

Hinh th(fc mua hang dOng thoi 1a m6t hinh thiic di€n hinh khi ¢6 nhi€éu ngudi
vao mua ciing mot lic. Cang nhi€éu ngudi mua thi cang ré. " 1ai gidm ti€p rbi", "
hién tai dang c6 1000 ngudi dang dat mat hang nay", c( thé sé tao ra hiéu Ung,

rU nhau ciing mua, kéu goi nhitng ngu0i mua mdi vao cung.

Nh(mng clfa hang hap dan sé cé nhiéu ngudi mua, nhitng ngudi dé 1ai 16i kéo
ngUoi mua khac, xu hudng nay trén internet thuOng rd rét hon so vGi bén ngoai.
Khi dUng trudc hang loat cdc mat hang gidng nhau thi ngudi ta s chon noi nao
c6 cam gidc vui thich hon, tham chi ¢6 ruOng hop gid cao hon mOt chiit nhiing
nguoi ta van lua chon noi ndo vui hon. Do vay viéc tao ra thé manh trong ban
hang, su khéc biét, d6 1a tao ra cdm gidc thodi mdi, vui thich cho ngudi mua

hang.
Ban phai tu minh mua hang d€ cam nhén va riit ra kinh nghiém

D€ cdm nhan dugc khach hang can di€u gi, thay cai gi khé chiu, bat tién thi tOt
nhat ban hay tr& thanh khach hang, va mua hang, r6i cdm nhan gidng ho. Sau
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khi da bi€t dugc dich vu nao la tOt, cdm giac ndo 1a thich thii sé c6 thé tao dugc
mOt gian hang dugc nhiéu ngudi Ua thich.

6. Vong lap thanh cong " Thu hiit khach => ti€p khach => théa man => giGi
thi€u tang khach

Toi da viét m& gian hang trén internet, cling gidng nhu m& clta hang G bén ngoai.

Va nhiing diéu gi nén lam & bén ngoai thi ban ciing nén 4p dung vao internet.

Binh thuong, khi ban md clta hang, dau tién ban s& phai phat tO roi, dé hut
khéch, khi khach hang dén thi ban can ti€p khach chu ddo, nhiét tinh, va sé co
nhi€u ngudi quan tim dén c(ra hang cUa ban, sau d6 sé c6 nhi€u ngudi noi tot

v€ gian hang cUa ban va s& c6 thém nh{ing ngudi khac dén mua hang.
6.1. Thu hiit khdch hang, trung bay hang héa tét, ting nhi€u ctra vao.

Budc dau tién 1a hit khach. Hit khéch 1a thu hidt nhiéu ngudi quan tam, va cé
khd nidng s& mua hang cla cUa hang. Khi m@i m& clta hang, thi ban phdi lam
thé nao cho cang nhi€u nguoi bi€t dén clra hang ban cang tOt. Ban phai sU
dung nhi€u bién phép, ting d6 hap dan cla c(fa hang, ting dudng vao clta hang
cang nhi€u cang tOt. Hanh dOng nay sé tOt hon 1a ban tao ra mOt website dep
rOi chO doi, vi website khong th€ nao chay di hit khach vao cho ban duogc, do
vay ban can phai hanh dong.

6.2. Thu thdp théng tin khdch hang

O tén internet, ngUdi xem ho vao xem rdi b di, thi clfa hang s& mat di co hdi
khong ti€p can ho lai dugc nta. Nén khi ho vao thi nh& ghi 1ai thong tin cla ho
nhu email, dia chi, dién thoai la rat quan trong. Do vdy, ban nén chudn bi mo6t

diéu gi d6 hap dan d€ khach hang tu nguyén cung cap thong tin cho ban.
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6.3.Ti€p khdch chu ddo, website va email

Trén internet, hanh dOng ti€p khach duoc thuc hién trén website va email. D&
18p di diém y€u la ngudi ta khong nhin thdy hang héa trén internet, thi ban can
cung cap thong tin that day dU cho khach hang, cung cdp cho ho nhiing thong

tin khi€n ho phai thém mubn sdn phdm cla ban.
6.4. Phdt trién, hut khdch quay lai, gi6i thiéu cho ngudi khdc.

Pay 1a thanh qud cla 3 budc trén, va sé tao ra mOt vong lap hi€u qua, gitp

website c6 th€ phat tri€n.

7. Pau tién quan trong nhat la hit khach. Coé 11 phuong phap dé tang
duong vao gian hang.

Viéc kinh doanh gian hang trén internet, 1a mOt loai hinh kinh doanh vé&i doi
tugng 1a con ngudi, gidbng nhu' m& mot cla hang bén ngoai, nén phucng phap

ti€p can sé& giong nhau.

Vong 1ap phét tri€n khach hang 1a cach suy nghi cla ngudi ban hang, nén dé
hi€éu dugc khach hang thi phdi chuyén 1dp truOng cUa minh vao dia vi cla
khach hang.

Quy trinh mua hang cUa khach hang 1a: Nhdn thirc => Pdnh gid => quyét dinh
mua => Sau khi mua, va d0i vGi gian hang phdi 1am nh{ing hanh ddng gi d€ dap
Ung diing tdm 1y cUa khach hang.

DPau tién d€ khach hang mua thi phdi cho ho biét vé su tOn tai clla sdn pham.
7.1. Pang ky théng vao mdy tim kiém, va déi sdch

Ding ky hang héa cla ban vao mdy tim ki€m ngoai vatgia.com, tao ra mot

website c6 cdu triic tOi Uu v&i may tim ki€m.
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Trong dé muc cUa san pham phai ghi rd tén sdn phdm bang nhi€u cach khac

nhau, d€ cho mdy tim ki€m cUa vatgia.com dé nhén ra sdn phdm cla ban.

7.2. Tao ra cdc chuong trinh tang quad, hay dang ky vao cdc website tring
thudng cho khdch

C6 nhi€u ngu0di nghi chi can tao ra cdc chuong trinh tang qua thi khach sé dén,
nhung do la suy nghi khong chinh xac.

Khach hang khéng phdi tU tim dén cac thong tin tdng qua khuy€&n mai, nén sau
khi tao ra cdc chuong trinh nhu vay ban can vao céc site tap hgp thong tin tang
qua d€ quang céo chuong trinh clla ban

7.3. Tham gia vao d@u gid, tham gia vao chuong trinh mua nhiéu giam gid

MO6i mbt chuong trinh déu dem lai nhiig khach hang khac nhau, nén ban can

tham gia vao tat cd cac chuong trinh
7.4. Quang cdo

Quang cao d€ ting su chii y dén gian hang cUa ban, tuy nhién Iugng chd y ting
khéng c6 nghia la don hang cla ban sé ting. Do vay ban nén dung quang céo
dé€ 13y thong tin cUa khach hang sau d6 dung email d€ ti€p cdn dan dan sau d6

mdi hy vong ban dugc hang.
7.5. Dung email

Ban cang c6 nhi€u thong tin khach hang thi phuong phap ndy s€ phét huy hiéu

qud cao
7.6. Thu hut comment

7.7 Tham gia vao churong trinh dfiliate
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Afiliate 1a chuong trinh ma ngudi st dung gan link sdn phdm vao email,
website clla ho quang cdo hang hoa cho gian hang, khi hang héa dugc béan do su
gidi thiu cla ho thi ho sé dugc hoa hong.

7.8. Tham gia vao web mobile
7.9. Tang lwrong hang héa, da dang héa mat hang
7.10. Quang cdo théng qua offline.

7.11. Pang ky vao cdc danh muUc hang hoéa, trang vang offline
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8. Ti€p khach bang Webpage va email, tang su danh gia cla khach hang

Khi khach hang nhan biét clta hang va sdn pham, thi ho sé danh gia. D€ nhan
dudgc su danh gid tot, thi viéc ti€p khach, cham séc khach hang rat quan trong.

Nhiing di€m d€ khach hang danh gia cao d6 1a : Clra hang c6 tin tudng duoc
khong ? San phdm d6 c6 xUng dang dugc mua khong ? Cé nén mua bay gid
khéng ? Do vay d€ dugc khach hang danh gi4 tOt ban nén cung cap that day du

thong tin, va no luc d€ giao ti€p, trao dGi vGi khach hang sé rat quan trong.

DPE ting cudng su trao dOi thong tin, thi email 1a phuong tién rat hiéu qud.
Puong nhién d€ c6 dugc théng tin nhu email va tén cla khach hang ban can cac
chuong trinh, tién ich d€ khach hang cung cap théng tin cho chiing ta. O weén
vatgia.com s€& c6 nhitng chuong trinh nhu mua hang véi s6 lugng nhiéu, tang
qua, ddu gi4, xin cung cap théng tin, ding ky nhan thong tin email. Vi du, ban t§
chUrc chuong trinh tang qua, khi khach hang dang ky ban can gli ho email cdm
on da dang ky chuong trinh va gUi thong tin vé chuong trinh cho ho. Khi da tao
dudc quan hé v6i khach hang, ho sé danh gi4 cao ching ta, va ti€én t&i mua hang.

9. Giam b6t nhitng ganh nang cla thanh toan va van chuy€n dé tao kich

thich khach hang mua hang.

Khi khach hang da danh gia cao mat hang, thi ho sé quan tdm dén cac diéu kién
thanh toan, van chuyé€n, chi phi, diéu kién trd 1ai hang va thoi gian giao hang.
Péi khi vi nhitng di€u nay khach hang ho sé khong mua san phdm nlta do vay
ban can can nhac kY dua ra cac di€u kién uu dai, tién dung cho khach hang, dé
ting tOi da ty 1€ quyét dinh mua hang cUa khéch.



Ky ndng Marketing trong Thurong mai dién tir - Cau chuyén thanh céng tai Nhat Ban

V& phuong thic thanh todn, gan day ty 1€ thanh toan bang thé tin dung ngay
cang ting, do ho khéng mat phi thanh toan, khéng mat thoi gian chd doi. Cé
nh(mg khach néu ho biét khéong thanh toan dugc bang thé tin dung, ho c6 thé
tUr bd y dinh mua hang. Nén nhin tU phia c(fa hang, t6i khuyén ban nén chudn bi

san phuong thic thanh todn ndy trong gian hang cla ban.

V@& chi phi vdn chuyén, khi ban dua ra di€u kién khi mua tUr 500.000 tién hang
trd 1én ban sé dugc mi€n phi van chuyén, thi nhi€u khach hang ho sé tim cach
mua sO hang qua mUc 500.000 VND d€ ho dugc mién phi van chuyén. Va doi
khi d€ dat dugc mirc 500.000 ho c6 th€ rl thém ban bé cling mua, kéu goi

ngudi khac mua cling.

Vé diém dé dang mua hang, thi ban can phai th€ hién 16 cac budc mua hang
mOt cach ti mi d& hiéu nhét. . O vatgia.com cic budc mua hang dudc thdng
nhat, nén khach hang chi can mua hang mot 1an tU mOt c(fa hang, thi ho sé cdm
thdy tién dung va khong thay phién toai khi mua hang nhiing lan ti€p theo &
nhUng cUa hang khac.

10. Thu cAm On, va thu' chim soc khach hang d€ chi€m duoc cdm tinh cla
khach hang.

Cu0i cting khi ho quyét dinh mua hang cUa ban, ban can phdi cé nhling céch

cham séc ho sau khi mua hang.

Dau tién, d€ ti€p can khach hang da mua hang clla minh ban can g(i mail cdm
on ho. O vatgia.com khi ban vao bang qudn ly don hang, s& c6 nit gli mail
cam On khach hang, va c6 hon 30 mau thu cdm On, ban c6 thé tao mot thu
cam on cho khach hang rat don gidn chi mat khodng 30 giay.
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Khi khach hang dat hang, khodng 5,10 phiit sau ban gUi thu' dé€n ho, ho sé cam
thdy ho dugc quan tdm, gian hang cla ban luén c6 ngudi cham séc, va thdy an
tam khi mua hang tU gian hang cUa ban. Ddc biét 1a nhitng ngudi 1an dau tién
mua hang ho sé lo 1ang khong bi€t mua hang tir day c6 van dé gi khong ? Va ho
da lubng 1u, can nhac sau d6 mdi quyét dinh mua hang. Khi ho di vugt qua
cdm gi4c d6 d€ quy€t dinh mua hang cla ban, thi viéc x( ly théng tin nhanh, va
hoi dap som cho ho sé 1am ho loai bo lo lang, tin tudng c(fa hang cla ban. Va
nguoc lai ho sé mat niém tin, va doi khi tU bd don hang. Trong bang quan 1y
cac don hang ban sé nhan biét dugc khach hang nao mua hang cla ban lan th(
hai, va khi g(ti mail ban nén ghi rang "chiing t6i luén cdm on vi su' Ung ho cla
quy khach" th€ hién su bi€t on vé viéc mua hang nhi€u 1an tU khach hang, néu
ban lam dugc diéu nay khach hang ho sé cdm nhan dugc su chu déo va tin
tudng ban hon.

Sau thu' cdm on mua hang, ban sé& can gUi thu xac nhan da nhan dugc ti€n, thu
théng bdo hang da dugc gui. Thu théng béo hang di dugc gli di c6 tac dung
phong tranh viéc khach hang nghi ng0 khi c6 van dé phat sinh trong qué trinh
giao dich. C6 nhi€u khach hang ho phan nan vé viéc chuy€n hang nhu " hang
khong t&i " " hang khong dén diing gi® ho yéu cau ". Do vay khi ban gli mail
thong bao cho khach hang roi thi ho dé thong cam cho ching ta hon khi c6 van
dé phat sinh.

Thu' cdm On viét bang tay.

Khi khach hang m& hang, day la co hdi d€ ban c6 thé ting d0 tin tudng va an
tuong cla khach hang doi v6i gian hang cla ban. Khi m@ hang ra, néu trong
hOp hang c6 mdt blc thu cdm oOn khach, thi cAm gidc cla ho s€ hoan toan khéc.
Khi hang héa 1a th(tc an, thi ban nén gli mot tG gidy hudng dan cach ndu &n vé
mat hang d6, n€u mat hang 1a d6 da thi ban nén gUi kém mot t& hudéng dan bao
quan do da. Va doi khi viét thu cdm On bang tay.
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Hang nam chiing t6i c6 tG chltc chudng trinh " gian hang trong ndim", moi khach
hang déu c6 th€ tham gia binh chon cho cac gian hang, khodng hon 80% khach
hang da trd 10i 1a ho da cdm thdy dugc ton trong khi c6 blc thu tay cla clra
hang. Ho ban dau chi c6 cdm gidc dat hang Ao, khi mua hang ho nhan hang,
nhan dudgc bUc thu quan tdm cUa ngu0i chU gian hang, ho cam thdy su tOn tai
that cUa gian hang, va thy dugc quan tdm, va c6 thién cAm vdi gian hang. Ban
khéng can phai viét dai, ban chi can viét dbi ba 10i nhung di€u d6 thé hién su
quan tdm chan thanh dén khach hang, va ban sé dugc ho dap lai bang nhing

1an mua hang ti€p theo.
Téng d6 nhdn thifc, suU tin tuGng bang email chdm séc khdch hang

Khi hang da t&i noi, khach hang ding dugc mot thoi gian ban c6 thé gli mot
email hdi xem khach hang c6 thda man vGi mat hang ho mua khong ? Diéu nay
sé l1am khéach hang khong quén su ton tai gian hang cla ban, tin tudng hon vé

gian hang.

Néu ban thém mdt phi€u diéu tra, thi ban c6 thé sé c6 nhung y ki€n rat quy gia

cUa khach hang cung cap cho ban.

Do vay d€ tao dugc mot gian hang uy tin, vi€c s& dung email that su' rdt quan
trong. Trén vatgia.com da c6 hé thGng gUi mail chdm séc khach hang, gUii dong
loat dén nhitng khach hang cla ban.

Tém lai, nhiing viéc gian hang truc tuyén can lam d€ dap Ung qué trinh mua
hang " Nhan th(fc => Panh gia => Quyét dinh mua => HO trg sau khi mua" clia
khéch hang can phai thuc hién day dd va lién tuc. Chi can khéng dap Ung duogc
mOt trongb nhling quy trinh trén thi viéc ban hang sé trd nén kho khan. Nhiing
gian hang 1am &n phét dat 1a nhiing gian hang thuc hién nhiing nguyén tac rat cd

ban & mOt "mUc dd cao", dap Ung hoan hdo cac nhu cau cla khach hang.
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11. Thuc hién nhanh vong ldp " Gia thuyét => Thuc hanh => Ki€m chiing

", phat tri€n gian hang.

Chac ban da biét internet 1a mOt thé gidi bi€n dGi rat nhanh. D€ dua hoat dOng
cUa gian hang vao quy dao va phat trién kip v&i su bi€n dGi nhanh nhu vy,
nguoi chU gian hang phdi xay dung va thuc hién vong 1ap d6 nhu thé nao ?

Do vay, viéc thuc hién vong 1ap " Gia thuy€t => Thuc hanh => Ki€m chling "

v0i tdc dO cao, lién tuc cdi thién, lién tuc phat tri€én 1a khong thé thiéu.

Xay dung mOt gid thuyét, thuc hanh, phat hién va x(r Iy cac van dé, va ti€p tuc
thuc hién. K& cd quy trinh dugc thuc hién t6t, nhung van luén can phai suy
nghi 1am th€ nao d€ tOt hon. Gian hang nao lam dugc thé ndy thi sé lién tuc

phat trién.

Pau tién, luén phai nghi lam sao c6 th€ phan tich hién trang, lién tuc cdi thién,

lién tuc tién vé phia trudc.

Vi du, 1ap ra moOt gid thuyét " cham séc khach hang ding ky vao chuong trinh
thudng qua, bang email, ti€p can moi chiao d€ ho mua hang ". Sau d6 thuc thi,
ki€m chlmg két qud. Néu khach hang ding ky vao chuong trinh khong mua
hang thi phdi phéan tich nguyén nhan. Chuong trinh thu hit khach hang c6 thich
hgp khdng ? Vi€c cham s6c qua email c6 hi€u qua hay khong ?

Tié€p tuc dua ra mOt gid thuyét " n€u dua nhitng mat hang thudng cho khéach
hang vao trong cUa hang, thi khach hang sé mua hang cUa minh " va thuc hién.
Néu thdy nhling khach hang d6 mua hang cUa minh, thi ting gdp ddi lugng
khéch hang va c( 4p dung hinh thlc d6 thi lugng hang héa ban ra sé ting gap
doi.

Néu ban c6 thong tin clla mOt van khach hang, thi ban sé tinh cach 1am sao dé€

ting gdp do6i lugng thong tin khach hang 1én ? Va thuc hién ngay cach lam can
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thi€t. Sau khi ting gdp doi lugng khach hang, roi ki€m chimg lugng xem lugng
hang héa c6 tang hai 1an khong ? Néu khong ting ban khong nén nghi gid thuyét
cUa minh 1a khéng kha thi, ma nén suy nghi nén lam thé nao ? C( thé ban 1dp di
1ap lai vong 18p ndy, thi gian hang cla ban chac chan sé phat trién dugc.

Th{r hai, tao ra cdc muc tiéu bang con s, dé hiéu

Viéc xay dung cac muc tiéu bang con s6 cu thé rat quan trong. Nhung cé nhiéu
nguoi s€ khong bi€t con dua con sO nhu thé nao 1a hgp ly vi ho mdi tham gia
vao th€ gidi internet, nén khong th€ dua ra dugc. Nén tdi xin dua mOt sO con sO
vi du d€ ban tham kh3o.

- 1 ngay ducgc 1000 lugt vao xem ( page view)

Page view 1a sO lugng trang trén website dugc xem. 1 ngudi khach xem 5 trang
thi PV dugc tinh 1a 5. Nén ban dua ra muc tiéu 1000 PV/ngay, va tim cach thuc
hién muc tiéu. Muc tiéu ndy n€u khdng cé k€ hoach thuc hién thi sé khé long
dat dugc.

Ty 1€ gi(ta PV va doanh s0 sé 1a ty 1& thudn, n€u mOt ngdy ban c6 1000 PV, thi
doanh s6 mOt thang sé& c6 thé dat 10 triéu. Néu la 10.000 PV thi doanh s0 c6 thé
1a 100 triéu. Pay 1a ty 1& mang tinh tuong doi, c6 thé sé thay doi.

- MG gian hang 1 thdng c6 1000 khach hang, 6 thang la 10000 ngUOi.

V€ c0 s& di liéu cla khach hang, khi m& mOt thdng ban dat ra muc tiéu cé
1000 ngu0i, 6 thang sau c6 10.000 ngudi. Khi co s& d{r liéu cla ban chi dung
1ai & 4 con s6 thi hiéu qua cla email van chua cao. Ban nén day muc tiéu 1én 5
con sO. Liic d6 email s& phat huy hi€u qua tich cuc. Trong 12 thang néu ban c6
khodng 20.000 thanh vién thi dugc coi nhu ban da thanh cong trong viéc hut
khach hang.
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Chuong II: Bi quyét dé tao mot gian hang hdp dan, thu hit khach
hang
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1. Trang chd, bd mat cUa gian hang

Trong chuong I t6i dd dé cap dén nhimg khai niém tOng hop d€ phat trién mOt
gian hang thanh cong trén internet. Trong chuOng nay t6i s& dé cap chi tiét hon
viéc xay dung mot gian hang hi€u qua. Pau tién ching ta sé quan tdm tdi trang

chul cUa gian hang.

Pau tién, viéc quan trong nhat 1a gidi thiéu gian hang. Trong buli gdp gb vii
cac chU gian hang, t6i thuOng ngdi cung ho, nghe ho néi vé€ gian hang cla ho.
Ho thuOng y thlic dugc gian hang cla ho ban gi, va néi trinh bay. Tuy nhién ho
chi n6i dugc & mUc dO gian hang cla ho dang c6 nhiing hang hda nao ch( chua
néi dugc dén mUc ho ban gi ?

Sau khi nghe ho gidi thi€u v€ gian hang, t6i thudng hdi gian hang clla ban c
Uu di€m gi khong ? Liic d6 ho mdi néi thuc su ho ban gi. Khi d6 t6i m&i néi ban
chi can ghi ding nhiig gi ban da néi v4i su hung phan tu nhién nhu bay giG

cUa ban lén trang ch( thi ban sé c6 mOt trang chu rat hap dan.

Trang chU cUa gian hang c6 thé coi 1a b0 mat cUa gian hang. Pay c6 th€ néi la
clra ra vao cUa gian hang ngoai doi thuc. Khach hang thudng sé t0 mo khi budc
vao vGi nhitng cau hoi, khong bi€t gian hang nay th€ nao ? C6 san phdm minh
thich khong n(ra ? Liic d6 néu trong c6 vé hap dan thi ho sé budc vao, nhung
néu khong hap dan thi c6 thé ho sé di mat. Do vay viéc thé hién dugc su hap
dan cla gian hang, su’ cudn hiit cQa sdn pham, su tién nghi cla mua sam, yén
tam, va vui thich khi mua hang, ngay & trang chUl 1a mOt viéc rat quan trong. Ban
can lam dén mUc khi khach hang nhin thdy trang ch( cUa ban ho phai bi cuén
hut.
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Mat khac nhling gian hang dugc Ua thich 1a nhiing gian hang ho tao dugc khong
khi con ngudi & dé. Khong khi con ngudi c6 nghia 1a ho cdm thay c6 ngudi chl
that, va ngu0i khach that & trong gian hang d6. Va ho sé cdm thdy an tdm khi
mua hang. Trong 3 y€u t0 t6i thuOng nhac 1a " Tién 10i, yén tam, vui thich" thi
khong khi con ngudi sé dap Ung dugc y€u t0 yén tam. DAy 1a yéu t0 rat quan
trong anh hudng dén tdm ly mua hang cla khéch.

2. Ba nguyén tac co ban dé ti€p khach: "Dé hi€u, than thién, va dé mua

hang"
2.1. Cdc nguyén tac co' ban

Trang ch( cUa gian hang c6 thé dugc coi 1 nai ti€p khach. Thi & nai ti€p khach
ban can ¥ thiic dugc 3 yéu td. Tdi goi day 1a ba nguyén tac co ban.

- Dé hiéu
- Than thién

- Dé thuc hién
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Chting ta sé di€u chinh trang chU dua theo ba nguyén tac nay. Nhu t6i da ghi &
phan 1, ban c6 th€ lam cho khach hang cdm thay c6 céi gi hay trong gian hang
cUa ban khéng ? Pay c6 th€ 1a di€ém mau chOt quyét dinh hanh vi cla khach
hang. Hay néi cach khéc di trang ch( cUa ban tréng c6 dU hdp dan d€ khach
hang ti€p tuc di vao trong xem tiép hang héa hay khong ? O day ta s& thay trong
3 yéu t0 trén thi viéc "dé thuc hién" 1a y€u t0 quan trong nhat, con " dé hiéu,
than thién" 1a cac cach dé thuc hién diéu d6. C6 thé néi d6 1a diéu kién can va

d0 dé€ c6 mOt trang chU hap dan.
2.2. Thé nao la mét trang cht hap dan?

DE bi€t dugc diéu d6 ban chi can trd 10i cau hdi : Trong vong 5 gidy, khach

hang c6 bi cudn hiit hay khéng ?
- D€ hi€u vé diém manh va mat hang ban can ban.

Khach hang trudc khi ho mua hang ho thuGng so sanh mét sO gian hang canh
tranh, sau d6 mdi quy€t dinh. Y€u t0 d€ ho phan doan 1a " t6i dugc 10i gi khi
mua hang ¢ day? ". Do vay n€u "di€ém manh cUa gian hang, 1gi ich cUa khach
hang" khong dugc ghi mOt cach dé hi€u trén trang chd, thi sé€ khé d€ lai mdt &n
tuong nao v4i khach. Va gian hang cla ban sé khong 1a su' 1ua chon cla khach.

Doi khi c6 ngudi cho rang khéng can ghi & trang chU, ma chi can ghi & chd san
pham la dugc rbi. Thi t6i nghi day 1a suy nghi khong chinh xac. Viéc khach hang
vao tlng trang xem tat cd nhiing gi ban ghi & tung san pham la di€u khong
tudng.

Theo kinh nghiém cUa t6i khi khach hang nhin trang chU trong vong 5 gidy, ma
ho khéng cam thay an tugng thuong ho sé bd di.

- Trong m6t mat trang chU ( khong can thanh cudn) ban can phdi truyén tai

gian hang cUa banla gi ?
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Nhu t6i da néi @ trén viéc tao an tugng cho khach rat quan trong. Vao trang
chU, phan dau tién cUa trang khi chua can kéo thanh cudn ban phai trang tri
bang hinh dnh, ch{f viét, 1am sao d€ khéch c6 thé hi€u dugc cfa hang cla ban
bén gi, c6 gi hap dan.

- Phan loai dé hiéu.

Tiéu dé dugc chia dé hi€u, c6 hinh dnh di kém, tao cho cdm giac than thién dé
hiéu cho khach hang.

3. Gian hang c6 th€ nhin thdly mat chu gian hang, khach hang.

Trong mOt gian hang ban trlng ga cla ching toi, tU khi m& gian hang, ho ding
hinh dnh ngudi chU gian hang 6m con g méi. Pi€u nay th€ hién nhiing qua
triing do ho bén 1a trUng rat tuoi ngon. Ngoai hinh anh con c6 bai viét nhat ky
hang ngay vi€t vé su trudng thanh cla ga con rat than thién dé hi€uy, tao cam

gidc rat yén tam cho khach hang mua tring.

Bang viéc ding dnh cla nhan vién hay chl gian hang 1én trang chU sé tao dugc
"khong khi con ngudi", 1am cho khéch hang yén tam. Anh cla ch( c(fa hang thi

ban nén 1dy anh c6 nu cudi &m ap, than thién 1a tOt nhat.

Pai khi, khong can dich than chl clra hang xuat hién, ma chi can anh cla nhan
vién 1 ban c6 th€ tao cam giac an tAm cho khach hang. C6 mOt c(ra hang gan
viing ndi Phd Sy cUa Nhat Ban, ho tao ra mot goc gidi thi€u vé nii Phi SY,
ngay nao ho ciing chup mOt blic dnh rat dep vé nii Phi Sy, bat k€ ngay mua
hay nang va ding 1én trang ch(. C6 rat nhi€u khach hang thich thii, ngdy nao
cling vao xem, c6 mOt hdm 6ng chU 6m, khong chup dugc dnh ding 1én, cé
nhi€u nguoi da viét thu hdi tai sao hom dé 1ai khong 6 dnh nti Phi SY. C6 thé
n6i su nd luc hang ngdy, dem lai mot gid tri nao d6 cho khach hang, chdc chan

ho sé cdm nhan dugc va dap lai bang viéc mua hang cho ban.
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4. Loi khen cuia khach hang la yéu t6 quan trong nhat, dé duoc tin tudng

Ti€p theo cUa su than thién dé 1a yéu td 1am sao d€ khach hang dé hanh dbng.
O trang ch( mong mun nhat cla gian hang d6 1a 1am thé nao dé€ khach hang
click vao c4c trang ti€p theo xem, rOi mua hang. Hay néi cach khac 14 1am thé nao
dé€ khach hang cdm thdy to mo, hdp dan xem cac trang khac 1a diéu rat quan
trong. P€ 1am dugc di€u ndy chiing ta cling can tuan theo y€u t6 " Tién 10, yén

tam, than thién "

Pang nhlng 10i khen ngoi cla bén th(r 3 vé sdn pham va gian hang, tao su an
tdm va tin tudng cUa khach hang

Su danh gia cUa nguoi th(r 3 vé& mat hang, gian hang 1a yéu t0t rat quan trong
chi phoi quy€t dinh cla khach hang. D6 c6 th€ 1a nhimng gidi thudng, bai béo
viét vé gian hang, nhiing 10i khen, cAm tuéng cla cac khach hang khéc. Va viéc
ding nhing thong tin nhu vay khach hang sé cdm thady "khong khi con ngudi"

trong cUa hang do.

Hang nam chiing t6i t6 chlc gidi thudng ngudi ban cla ndm. Gian hang nao
dugc nhi€u ngudi binh chon nhat sé nhan dugc gidi. Khi cé gidi thudng, thi
uy tin va su tin tuéng cUa khich hang sé tang 1én rd rét. Va khi ban 1én th(r
hang cao thi gian hang clla ban dugc qudng céo trén nhi€u trang cUa chiing 64,
nhu gian hang dugc binh chon cao nhat, gian hang dugc binh chon nhiéu
nhat....

5. Nhiing y tudng thu hut khach, tao hitng thi cho ho mua hang.
5.1. Pua ra cdc dé dn, chia s&@n ph@m theo cdc muc dich str dung

Tao ra géc gidi thi€u sdn pham theo muc dich s dung. Vi du moOt clfa hang
bén do6 nOi that gia dung, ho chia hang héa theo hanh dOng "ngbi", "lam viéc", "
don dep". Hay ho ghi "chiing t6i sé& gitip ban gidi quyét nhitng Uu phién noi
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cong sG". " Ban ngdi nhi€u quéa bi mdi lung", " ban khdng truyén dat dugc
thong tin dén nguoi khac".

C6 nhiéu ngu0i khach dbi khi ho vao gian hang khong c6 muc dich gi cd, tuy
nhién n€u dugc ggdi ¥ theo cac cong dung cla sdn phdm, ho sé dé dang bi cubn
hit va hanh ddng mua hang. Khong chi bay hang héa, d€ cho khach hang tu
chon, ma ban nén ggi ¥, dan dat ho tir nhitng nhu cau rat doi thudng, lam cho
ho dé mua, ban luén can dlng vao vi tri cla khach hang, d€ tao cho ho cdm

giac thi vi, hUng thd v&i viéc mua hang cUa ban.
5.2. Lam cho khdch hang hiéu nhitng sén ph&m bdn chay nhét.

Bang vi€c ban lam ndi bat mat hang ban chay nhat, ban sé c6 thé€ thu hiit
dudc nhitng khach hang ho khong biét mua gi va di dau.

Bang viéc tao ra mOt trang dep hap dan gidi thiéu vé san phdm ban chay
nhat, khach hang s& danh gia ban 1a gian hang 1am &n chuyén nghiép. Pi€u dé
lam khach hang dé dua ra quyét dinh mua hang.
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6. Clra hang c6 di€m nhén sé duoc lua chon

Toi da gidi thiéu vé nhimg yéu td tao truyén dén khach hang duoc sy hap dan
clla gian hang. Trong d6 vi€c 1am cho khach hang dé hi€u vé diém manh, sdn
ph&m ndi trbi cla gian hang. Téi cling da dé cap dén internet 1a mot thé gidi
khong bi gidi han vé khoéng gian va thOi gian nhung cé rat nhiéu doi thi canh
tranh. Do vay gian hang ban can cé di€ém manh dé€ thang dugc cac doi thl khac
la diéu khong th€ thi€u. V& mat tOng thé€, ban c6 thé khong bang, nhung vé
mot s6 di€ém nao d6 ban nén c6 nhiimg di€u dac biét hdp dan khach hang. Hay
néi cach khéc di tat cd moi th( déu tAm tam khong c6 gi noi trdi thi sé rat khé
danh dugc chién thang trén internet. o] day toi goi d6 1a di€ém nhan.

Tbi sé dé cap tdi nhitng di€m nhan ndy G trong muc nay.
Hinh @nh cUa ban trong mat khdch nhu thé nao ?

Phuong phap d€ nam dugc su hdp dan cla gian hang minh l1a phan tich méi
truOng gian hang. Tén thi nghe c6 vé& phuc tap, nhung ndi dung thi rat don gian.
Ban nén xem gian hang cla ban tU 1ap truOng cla khach hang, d6i th( canh

tranh, c(fa hang minh.

- Bat dia vi vao vi tri cUa khach hang d€ danh gia va phét trién gian hang cla

ban. ch( khong nén chi dat dia vi vao vi tri clfa hang.

Khi khach hang dinh mua kim chi, ho sé& so sdnh cUa cUlta hang A,B,C, va sé& chon
clra hang c6 di€u kién tOt nhat , day 1a mOt hién tuong rat binh thudng. Ban
nén suy nghi trén 1ap truOng cla ngUdi mua hang. Vi néu ban dlng trén 1ap
truong cla cUa hang ban sé nghi minh d3 1am hét minh roi sao lai khéng ban
dugc nhi, va ban sé chan, bé tac. Do vay ban nén dat dia vi vao vi tri cla khach
hang, xem khéch hang nhin gian hang clla minh thé nao, ho so sanh minh v&i

nh(ing gian hang khac thé nao ?
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- Tiéu di€ém d€ phan tich méi truOng 1a khach hang, gian hang cUa minh, gian

hang canh tranh.

Bay gi0 t6i s€ tap hgp nhitng di€m manh, di€m yéu cUa gian hang ban than.
T6i s& dua ra cac chudn d€ so sénh gian hang cUa minh, va gian hang canh tranh.
Va chudn nay sé dugc dua ra dudi con mat cla khach hang. Tém lai, khi khach
hang mua thi ho quan tdm t&i nhiing di€m gi gilta nhiing gian hang. Gié cd, cach
sap x€p hang héa, chat luong hang héa, tinh thoi trang, tinh chuyén mén, d6 vui
thich, su’ nhiét tinh cla ngudi quan ly....

Ban sé chon ra 2 yé€u td 1a di€ém manh cla ban, hai y€u t0 nay c6 th€ chua
manh, nhung néu dau tu phat trién thi s& manh. C6 m6t di€m ban can luu y &
day 1a khong nén chon 2 yéu td nay la chat luong va gia cd. Vi gia cd tang thi
chat lugng ting, va ngudc lai, ddy 1a di€u duong nhién, nén viéc so sanh nay
khéng c6 y nghia 1am.

Khi da dua ra chudn r6i ban c6 thé dua ra vi tri clia ban vGi d6i thU canh tranh.
Pay dugc goi 1a phuong phap dinh vi, sau khi dinh vi, thi vi tri ban quyét dinh
sé trd thanh hinh dnh cUa gian hang nhin tU dia vi cUa khach hang. Hinh dnh nay
la di€m rat quan trong. Tém lai khong phai 1a mot su' that khach quan, ma day
13 hinh anh cUa clfa hang dugc nhin tU quan di€m cla khach hang. C6 thé ban
c6 nhiéu di€m manh nhung néu khach hang khong biét thi d6 sé khong dugc

coi 1a diém manh.

DE& chuyén cac hinh dnh vé gian hang trong con mat khach hang, sang hudng
ban suy nghi, ban can thuc hién viéc doi thoai v4i khach hang, truyén tdi
thong tin v€ hinh anh gian hang cla ban nhu thé nao ? Viéc giao ti€p doi thoai
ndy dugc goi 1a viéc ca biét hda. " Gian hang cUa ching t6i khic gian hang
khéc, ching t6i c0 ........... " ban truy€n tai thong tin d€n khach hang nhu vay,
ho sé dén nhan va s& c6 mOt an tugng 1a gian hang cla ban c6 di€ém doé hon,
tao nén su khac biét.
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Nghe c6 v€ triu tuong, nhung t6i sé cO gang thuyét minh that dé hiéu.
7. Phan tich tinh hinh cUa hang dua tU cach nhin cla khach hang.

T6i s€ 1dy mOt clta hang ban kim chi chdng béo Han Qudc 1am vi du d€ phan

tich.

Dau tién, ching ta sé suy nghi dén khach hang. Ching ta th(r tudng tugng mot
ngudi dugc coi 1a khach hang cla clta hang kim chi 1a ngu®i nhu thé nao ? Tbi
sé dung tU nhu " mOt" " xu hudng" d€ ta chac sé dé hi€u hon.

- Xu huéng thich dn d6 ban xU ( khong phai dn dO ban & siéu thi, ma mudn mua
ding d6 & Han Qudc)

- Xu huéng mu6n gilt gin stc khde ( An do tu nhién, khong cé chat phu gia)
- M6t muln &n kiéng

- MOt muln an cay

- Xu huéng thich Han Quéc

Nhitng doan vin d€ truyén tdi tdi khach hang dugc thé hién trong webpage.
khong phdi tat cd déu dugc ghi & trang chU, vi du " Kim chi cUa c(fa hang
ching t6i 1a kim chi Han Qudc, do nghé nhan lam kim chi néi tiéng 4 tinh .....
dung cdi trang dugc tinh tuyén va gia vi dac biét lam ra", " chat ..... trong 6t
cUa kim chi chinh hi€u Han Qudc c6 tac dung tiéu md, gidm béo"..... Cau quang
cdo nay hudng tdi doi tuong khach hang ho mudn gidm can. Chi can ban
hudng doi tugng khach hang mudn gidm can thi ban c6 thé sé dugc nhi€u
khach hang n{r Ung h0. Day la cach qudng céo d€ tao ra su khac biét vdi gian
hang doi thu.

Tiép theo, chiing ta s€ suy nghi v& doi thU canh tranh. Nh{ng clta hang c¢6 Kim
Chi gidm céan 1a nhiing clta hang nao ? Tdi nghi la tat cd nhlig clfa hang ban
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Kim Chi khac. Ngoai ra ban c6 th€ quay lai theo cach nhin nhan cla khach hang.
Khéch hang khi quyét dinh mua Kim Chi, thi ngoai viéc mua " Kim Chi gidm
can" tU cUfa hang, ho ciing c6 th€ mua Kim Chi tU cdc clfa hang khac, hodc siéu
thi gan nha.

Hon n(fa, n€u ho mua Kim Chi gidm can d€ bi€u trong dip nao dé thi ngoai kim
chi ra tat cd nhing mat hang c6 th€ thanh qua bi€u sé trd thanh Iya chon cla
khach hang. Do vay doi thU canh tranh sé thuOng xuyén thay dGi trong tlng
truOng hop.

Ban can chii y ¢ day 1a khong nén nghi doi thU canh tranh cla minh quéa hep,
qua it. Ban nén xem thi truGng dé ban cé th€ manh va c6 thi trudng du 16n dé
ban c6 dU 1gi nhudn bu dap chi phi. Ban nén: “Phdt trién diém manh, bién

di€m yéu thanh sd truong”

Cudi cting, ban can suy nghi vé clfa hang cUa minh. Diém manh cUla ban.
-Tinh chuyén mon cao

- C6 dU san phdm

- Chat lugng tot ( mui vi, d0 tuoi)

- C6 hang hoa ban xU"

- C6 nhan vién Han Qudc, am hiéu van héa am thuc cla Han Qubc

- C6 khd nidng nam bat, phuc vu tdt khach hang

Sau d6 1a di€ém yéu :

- Khong c6 cUa hang bén ngoai

- Chua c6 kinh nghiém béan 1é&
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DPau tién di€m y€u ban khong c6 clta hang, nén ban khong cé hang ton kho dé
dép Ung ngay nhu cau khach hang dén mua, vé di€m nay ban c6 th€ ap dung
hinh thUc ban hang dua theo don ddt hang, khong can ton kho. Péi khi ban néi
vGi khach hang tOn thGi gian mOt tuan, thi ho 1ai thich vi d6 1a Kim Chi lam
bang tay, tu nhién....

Vé diém ban chua c6 kinh nghiém ban 1&, ban khong nhat thi€t phdi nho
ngudi chuyén nghiép day ban, ma ban nén déng vai khach hang mua hang trén
internet, Ban sé cdm nhan dugc chd nao xau, chd nao tOt, sau d6 ban &p dung
vao cUa hang gian hang cUa minh 1a nhanh nhat. Va tU cach nhin nhan dudi géc
dd khach hang t6i nghi ban sé& c6 thé xay dung mOt gian hang chuyén nghiép

thda man nhu cau cla khach hang.

Céch suy nghi tich cuc bién di€m y€u thanh manh ndy rat quan trong. Ban luén
tim cach thay dGi thich nghi v&i viéc kinh doanh trén internet, tdn dung moi dac
tinh va th€ manh cla internet thi ban md&i c6 thé thanh cong dugc. Thay dGi

di€m can nhan manh ciing tity theo dOi thU canh tranh
Vi du:( t6i ti€p tuc 18y vi du v& sdn pham "kim chi gidm can")
- D€ canh tranh vdi siéu thi thi ban nén nhan manh nhiing di€m sau.

Trong truOng hgp nay toi s€ lua chon chat lugng va chlng loai hang héa. So
vGi kim chi ban trong siéu thi v& chat lugng thi nguyén liéu cla kim chi tOt hon,
dinh dudng cao hon, ngon hon.

ChUng loai hang phong pht, ban nén dua that nhi€u loai kim chi trén trang chl

dé€ tao cam gic choang nggp v€ chling loai sdn pham.

V§i 2 yéu td nay khach hang s& cdm nhan su khac biét gi(ta gian hang clla ban

v0i siéu thi.

- D€ canh tranh vdi cac gian hang cling ban kim chi trén vatgia.com
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Lic ndy su phong pht cUa hang hoa, d0 chuyén mon s€ khong con nlra; dich vu
sé trd nén quan trong hon. Ban can nhan manh chat luong dich vu cla ban tot
hon, nhu t0c d6 van chuyén nhanh hon. ..

Do vay d€ canh tranh, ban can so sanh v&i tUng doi thd, dua ra cac ddu an
khac nhau. N&u ban chi diing vé 1ap truOng cla cUa hang, thi ban sé& khong
nhan ra nhitng di€m kia, ma ban chi n6i dugc san pham cUa chiing t6i tOt nhat
ma thoi, ch( khéng néi dugc cho khach hang céi gi tot.

8. Ban can nghi ra cau khau hiéu dé€ tao cdm giac khac biét, tao an tuong
cho khach hang.

Theo nhiing gi t6i dd d€ cap chac ban ciing di hi€u nén tao sy khac biét nhu
th€ ndo. Muc tiéu cudi cing cUa ban 1a phai thé hién nhimg di€u d6 1én trang

chU cla gian hang, va truyén dat t&i khach hang.

Néu ban truyén dat dugc nhitng diéu hdp dan cla c(ra hang mOt cach dé hi€u
nhat tGi khach hang, sé tao an tuong v4i khach hang, va 1am cho ho to mo, click
ti€p vao céc trang khéc, kha nang ho mua hang cUa ban sé cao hon nhi€u. Ban

nén dua ra 3 cum tur d€ gidi thiéu vé gian hang cu thé bang con s6 .

Vi du : " Ching ti c6 lich st va truyén thOng" sé khong hay bang "cong ty
chiing t6i duQc thanh lap tUndm ...." ...

Chuong III: Tao ra mOt noi ban hang v6i kha ning lam thoa man
khach hang cao hon. ( Bi quyét tao mét trang s@n pham hap dan)

1. Khong phai la tao noi ban hang, ma tao noi lam khach hang muén mua

hang.
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Sau khi néi v€ viéc tao trang chl hap dan tdi sé néi vé cach tao trang sdn
ph&m hadp dan. Gidng nhu trang chU, trang san pham ciing 1a noi ti€p khach.
Nhung khac trang chl 1 di€m day 1a noi 1am khéach hang quyét dinh mua hang
luén ch( khong click di dau n(ta.

Gibng nhu tao trang chl, ban can quan tim dén 3 yéu t0," dé hi€u, than thién,
va dé hanh déng" , va ban dua cac thong tin can thiét 1én d6 d€ khach hang c6
cam giac nhu vay la dugc.

DE khéch hang click vao nit mua hang, thi m{c d6 truyén dat nhitng gi hdp dan
nhat cla sdn pham t&i khach hang 1a di€u rat quan trong. Pi€u nay & gian hang
trén internet, hay cUa hang thuc ciing khong ¢ gi khac nhau. Tuy nhién trén
internet c6 mOt di€m khéc biét ma ban can luu y tGi d6 1a khach hang khong
cam dugc sdn phdm trong tay d€ xem, do vdy lugng théng tin truyén tai tGi

khach hang cang nhi€u va cu thé thi cang t6t.

2. Trang web s@n pham tao &n tuong cho khach hang thudng c6 nhiing

y€u tO sau.
Tbi s€ 1ay vi du, tao mOt gian hang ban 4o khoAc.
Néu ban 1a ngudi quan 1y chac ban sé ding nhiimg thong tin nhu thé nao ?

To6i thudng thdy cic cUa hang ding nhiing thong tin nhu sau: tén sdn pham,
hang san xudt, gia, kich c§, mau sac, loai vai, ddc tinh sdn pham, dnh san

pham ( chinh dién), noi sdn xuat, nit dat hang, nit hdi vé hang hoéa.

Day 1a nhiing thong tin co ban nhat nén ding tai v&i tu cach 1a cataloge clla sdn
ph&m. Nhing thong tin nay toi thuOng thdy ding tdi G cac gian hang.

Ban s& mua hang chi bang v&i nhiing thong tin co ban nhu & trén ?
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Cau trd 10i sé 1a khong. Chi nhitng théng tin cd ban nhu vay chac chan ban sé

rat kho ban hang quan 4o trén internet.

Vay thong tin can nao sé can phdi b6 xung dé€ thuyét phuc dugc khach hang

mua hang cUa ban ?

Néu dat dia vi vao khach hang, khi quyét dinh mua mOt sdn pham vé thoi trang
chac ho sé can nhiing thong tin nhu sau :

- Ban nén mac do dé trong hoan cdnh nao ?

- Anh ngudi méc quan 4o d6 1am mau.

- Anh m&t sau cUa quén 4o.

- Anh lung 4o

- Anh phéng to khuy 4o, tay o, cO 4o

- LOi binh cUa ngu0i quan ly

- Chat liéu vai

- LOi nhan xét cUa nhiing ngudi mua

- Cach dat hang ( thanh to4n, van chuy€n, thoi han giao hang)
- Pia chi lién lac

- Piéu kién trd 1ai hang

- Thong tin cUa cUa hang d6

Tat ca d6 1a nhiing théng tin khach hang can bi€t khi mua hang.

Ban muOn bién thong tin trang sdn pham thanh mOt noi c6 thé€ giao ti€p dugc

vGi khach hang, thi viéc dang tdi nhiing thong tin nhu trén 1a rdt quan trong.
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Tuy nhién thuc t€ t6i thay rat it nhiing trang ding dugc day du nhu vay. Hau
hét do nhiing ngudi quan 1y ho khong dling dugc hoan toan v€ phia khach hang,
va ho qua hi€u vé sdn pham cla ho, nén ho cdm thdy khong can thi€t khi phai
dang tai nhling thong tin nhu vay trén web. Nhung diy 1a nhiing thong tin cUc
ky quan trong anh hudng rat 16n dén viéc quyét dinh mua sdn phdm cUla gian

hang.

T6i xin nhadn manh 1ai, chiing ta dang ban xem lam thé& nao dé€ tao ra mOt trang
san pham dé€ khéach hang ( nhitng ngudi khong biét gi v€ san pham) mua hang
cho chiing ta, ch( khéng phdi tao ra mot trang d€ ban hang ma ching ta di qua

biét 5.

Do vay, khd ning dat minh vao dia vi cla khach hang va suy nghi gidng ho 1a
mOt tO chat khong thé€ thi€u clla mOt ngudi quan tri web.

3. Trang san pham ciing déng vai tré6 m&t cOng vao cUa gian hang.

Néu ban 1a khach hang, ban sé nhan thdy trang sdn pham sé c6 thé déng vai

tro la cUra vao cUa gian hang.

Trén vatgia.com khach hang thuOng tim hang héa théng qua mdy tim ki€m, cac
danh muc hang héa, cic chuong trinh khuy€n mai, sdn pham ndi bat, sdn pham
ban chay nhdt, quang céo email... HQ sé click vao trang sdn pham cUla tUng
gian hang d€ xem hang héa. Sau d6 c6 thé sé di ti€p vao xem cac san phdm

khac.

Do vay nhi€u théng tin ding tai & trang chU, mé td nhiing di€m nbi bat cla

gian hang ban ciing nén truyén tai vao cac trang san pham.

Theo thOng ké, c6 nhi€u khach hang ho chi vao trang sdn pham roi an nit dat
hang, sau d6 ho khéng nhG nGi 1a ho da dat hang tr c(fa hang nao. Do ho khéng
c6 mOt an tugng nao tU clfa hang ho dat hang, di€éu nay sé khong tOt khi ho
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muOn quay lai mua hang trong c(fa hang ho da tUng mua, ho khéng nhd ra cch

di vao clra hang, va ban sé& mat di co hoi.

D€ tao dugc an tugng cho khach hang nhi€u gian hang trén vatgia.com da dua
toan b0 thong tin 1én banner & trang chl, va cho hién ra G tat ca cac trang san
pham. Hodc c6 clta hang ho ghi chi thich rat rd rang cho tling sdn phdm mot,
tao nén mOt su khac biét rat 16n so vGi clra hang khéc.

4. Théng tin gidi thich mang tinh chi quan, khach quan d€ khach hang hi€u

T6i xin nhac lai, trang sdn pham ciing 1a mOt cOng vao gian hang, nén ching ta

ciing nén dua theo "3 nguyén tac giao ti€p" d€ tao trang san pham.

Trong dau ban c6 thé nghi nén phai dat minh vao dia vi cla khach hang, nhung
khi thuc hién lai khong bi€t phai 1am thé nao ? Do vay ban can phai suy nghi
v€ 3 nguyén tac " D& hi€u" " than thién" " dé hanh dbng", tr suy nghi d6 ban
sé c6 nhimg y tudng d€ lam mot trang sdn pham hap dan ngudi tiéu ding.

Vé nguyén tac th(r nhat, "dé hi€u", & trén internet khach hang khong th€ cam
hang héa trong tay d€ xem, do vay vi€c truyén dat théng tin bang hinh anh cu

thé€ rd rang 1a vo cling quan trong.

Viéc truyén tdi thong tin vé sdn pham dugc chia ra thanh hai loai thong tin chl

quan va thong tin khach quan.
4.1. Giai thich khdch quan

- Pac trung cla sdn phdm

- Cach sUr dung

- Hinh th{rc bén ngoai, kich c¢&

- Hinh dnh san pham
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- Panh gid cla ngudi th( 3 ( thong tin ding trén tap chi, dugc nhan gidi
thudng....)

4.2. Giai thich chu quan

- Panh gi4 cUa bén th( 3 ( cdm tuéng cla ngudi st dung )

- LOi binh luan, 10i khuyén dung cUa ngudi quan ly gian hang
- LOi binh cUla nhan vién, ngudi san xudt

Giai thich khach quan 1a n0i dung ma ai ndi ciing s€ nhu nhau. Thong tin ndy
thudng 13 gia cd, cach sUr dung..... Con gidi thich chU quan 13 ndi dung sé khac
nhau do c4ch gidi thich moi ngudi khéc nhau. C6 nhiing phan khé truyén dat t&i
khach hang do nhlng thong tin khach quan, lic d6 sé dugc b6 sung bang thong

tin chU quan.

Vi du : vé& quan 4o thoi trang, thi nhiing théng tin gidi thich chl quan c6 thé
dugc thé hién nhu sau : " Khi s vao quan 4o c¢6 cdm gidc mém, mat" " mac
thdy nhe, dé cr ddng " "' C6 thé mac di du dam cuGi dugc"... Bang viéc thém
cdc cau nhan xét chU quan, ching ta c6 th€ 1am khach hang cdm nhdn thém

dugc cac d6 hap dan cla san pham.

C6 mOt cach nifa lam ting mc d0 dé hiu, d6 1a lam da dang héa dnh san
phdm. Vi du khi ban mat hang 1a tdi, thi ban can chup cac géc d6, chup hinh
anh ngudi cam tdi véi cac kiu thoi trang nhau, anh cho dién thoai vao trong

tdi. tao cAm gidc mém mai, dé hiu cho khach hang.

Khi ban dng vao 1ap trudng cla khéch hang, thi viéc cé nhitng anh sdn phdm
nhu vay s& anh hudéng rat 16n dén su quy€t dinh mua cla khach hang. Hon
n(ra, dua nhrng hinh anh 6 rang khong nhiing sé tranh dugc tranh chap xay ra,

ma con 1am cho khach hang yén tim hon khi mua sdn phdm cla ban.
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5. LOi néi clia chtl ctra hang tao cam giac than thién nhu dang dugc gap.

Nguyén tac th(r 2 trong 3 nguyén tac co ban d6 1a than thién. PE€ tao dugc cdm
gic than thién cho trang sdn phdm, thi vi€c st dung nhiing "thong tin gidi thich
chU quan" sé tr3 nén h{tu hiéu. Trong vi du v€ 4o khoéac, thi 10i binh ludn cla

ngudi chU cUa hang sé Ung v&i " thong tin gidi thich chU quan”

Trong d6, nhiing 10i gidi thich, mé ta v& sdn pham lam cho khach hang c6 cdm
giac dang dugc ti€p dén chu dao sé rat h{ru hi€u. Thong tin co ban nhu gid c3,
kich c@ chi 1a nh{ing théng tin khong c6 hon, khong c6 sUc thuyét phuc.
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Thuong c6 nhitng cau quang cdo nhu " sdn phdm nay dugc ban rat chay vao
mua hé", tuy nhién n€u chi c6 moi thé thi s€ tao cdm giac don diéu, khong c6
sUc thuy€t phuc. Ma ban nén ghi lai nhiing cdm tuéng nghe gan giii, am 4p
hon, nhu " t6i d8 méc va c6 cdm gidc sdn phdm nay rat nhe nhang, mat mé phu

hop véi thoi tiét oi blrc mua hé "

Doi khi c6 nhiing gian hang & c4c viing mién khac nhau thi cé thé st dung tiéng
dia phuong, tao cdm giac khac biét, tao cAm gidc c6 mau sac, hai thd cla ving

mién dé, sé 1am tdng ni€m tin cUa khach hang vGi gian hang

C6 th€ tao ra mOt vai doan hoi thoai gilfa nhan vién v4i nhan vién va khach

hang tao ra s than thién cla gian hang.

Mat khéc, ban c6 thé d€ anh cla nhan vién, ngudi quan 1y clfa hang vao trang
san pham. DOi v&i nhitng sdn phdm do clra hang tu sdn xudt ra, thi c6 thé€ dua
anh cac nhan vién dang tao ra sdn phdm mot cach can than chu ddo, tao mot
cdm gic an tam, than thién vGi khach hang. C6 th€ ban dua nhiing cau néi rat
doi thudng, nhiing cdm tudng cla ngudi sdn xudt khi tao ra sdn pham, ni€m
vui, nOi budn cla ho.... thi su’ gan giii d0 tin tudng cla khach hang doi v4i san

phdm sé& ting manh, khach hang s€ yén tam hon khi mua sdn phdm cUa ban.
6. Hinh dnh st dung s€ tao ra cAm giac mong mudn

Nguyén tac th(r 3 cUa ba nguyén tac do 1a: tao ra mét trang sdn phdm dé di
dén hanh déng cta khdch hang.

O trang sdn ph&m thi yéu t6 ndy trd nén quan trong va can thiét hon & trang
ch( vi muc dich cUa trang sdn pham la dan du khach hang ti€n t4i hanh dbng
mua hang bang cach bam nit mua hang ,hodc hoi vé san pham, hodc tham du

cudc thi triing gidi mién phi sdn pham.
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D€ tao dugc cdm gidc mong mudn mua san phdm thi c6 nhi€u cach, nhung
cach c6 th€ tao hi€u qud cao dé 1a d€ khach hang xem nhitng blrc dnh nhiing

nguoi s& dung, xem ho cam gidc thda man ra sao khi st dung sdn pham.

Trong trudng hgp ban 4o khoac thi blic dnh ngudi mau mac 4o khoac vGi nuy
cudi rang rd sé gdy dugc an tuong manh. V4i su xudt hién cla blc anh
ngudi th( 3 s dung va thOa méin v€ sdn phdm sé 1am ting thém sy mong
muOn cUa khach hang vé san phdm dé. Hodc néu ban ban do in trong gian
hang, ma ban chi ding moi anh cla sdn pham thi sé& khé long tao cdm gidc
thém muOn dugc an cho khach hang. Ban nén dua nhlig bUc hinh c6 ngudi

dang nhin do an d6 hau hau, théem mudn, va cdnh ho &n, sung sudng.
Tdi xin dua mOt vi du vé& c(fa hang ban do &n gidm can:

Trong nhitng mat hang cUfa hang ban c6 " 4o vest siéu gidm can". Pay la sdn
ph&m cUa nhitng v sy dam bOc chuyén nghiép ding d€ gidm can, dugc ban
rOng rdi cho moi ngu'di. Chi nghe tén goi ngudi ta dd c6 cdm gidc gitp ho gidm
can, tuy nhién ddy 12 mat hang hi€m, nén hau hét khach hang déu khong biét n6
c6 thuc hu hay khong ? Hon n(ta khach hang khong dugc mac th(r nén ho ban
tin ban nghi, va chi td mo ch( khéng dua ra dugc quyét dinh cudi cling.

Ngudi quan ly clra hang da quay mOt doan phim nguGi mac do do, van dOng, di
lai, va vi€t nhat ky vé cdm tudng cla ngu0i mac ding 1én trang sdn phdm. Sau
dua thong tin v€ trong luong cla ngudi trudc khi mac do do, sau d6 1a cdnh ho
ra khoi vin phong, di t6i mOt sO ndi nGi ti€ng, va sau 50 phiit sau quay lai vin
phong va do 1ai trong luong, thi thdy trong lugng gidm di 1 kg.... Tat ca nhiing
blrc dnh, nhitng thong di€p rat thuc t€, néng hGi da dugc truyén tai tGi khach
hang théng qua internet. Sau khi dua nhiing théng tin chi tiét hdp dan nhu vay
doanh sO clUia mat hang nay da ting dang k€. Pay c6 thé néi 1a mOt vi du rat

di€n hinh trong viéc PR vé& san pham.
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7. M@ rdng doi tuwong ngudi st dung bang cach dua ra nhi€u hudng dan
su dung khac nhau.

Phuong phap th( 2 d€ tao ra su mong mudn mua hang cla khach hang dé la:
cung cdp cho ho cdch st dung s&n ph&m & trang sén pham.

Ban nén cung cap cho ho rat nhi€u cach st dung san pham tan hudng nhimg
10i ich do san pham dem lai.

Tbi xin dua mOt sO vi du minh hoa cho van dé nay.
Vi du 1: CUra hang ban nh{mg d0 lién quan d€n nha tam.

Ngudi quan 1y ban dau rat lo 1ang vi anh ta khong biét dugc liéu ngudi ta cd
1én internet mua nh{fng d6 nhu vay khong ?

Sau d6 anh ta da dua ra nhitng cach st dung cUa hang héa vao trang san phdm

nhU sau:

N6i dén nha tam 1a ngudi ta thudng nghi t&i nhitng vat dung nho nhu khin
tam.... Tuy nhién c6 rat nhi€u ki€u dang va phong cach khac nhau nén anh ta da
18y nhiéu dnh ngudi mau mdc nhing d6 rat goi cdm, cam khin tam va mac
bO d6 ngU, trong rat hap dan. Bang cach bai tri trang nha, anh ta da tao dugc
nhifng cdm gidc am cing, sach sé cla nha tam, bi€n nha tam thanh mot noi
thu gidn dé chiu bang nhitng d6 trang tri dugc bay ban trong gian hang. Anh ta
con nhd nhitng nghé nhan géi hang, géi nhitng sdn pham d6 thanh nhiing bd qua
tang v4i nhi€u mau sac, nhi€u cach st dung, cho nhi€u d6i tuong ngudi khac
nhau. Di€u nay sé lam tdng su’ lua chon cla ngudi st dung, kich thich ho mua
hang nhi€u hon.

Vi du 2: CUlta hang ban do sUr.
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C6 mOt ngudi quan ly gian hang ban do s trén internet, nhung c6 mOt ngdy ban
anh ta néi t6i s& khong bao gi® mua do s( trén internet vi khong cam vao tay xem

thi mua sao dUQc, anh ta da rat buOn.

Tuy nhién néu suy nghi l1ai vé€ tam ly khi khach hang khi mua do s, ho chac sé
xem mat trén, mat dudi, xem ch{f ky cla ngudi lam ra sdn phdm, va s€ tuéng
tugng xem khi minh dat nhiing d6 an vao d6 thi sé nhu thé ndo ? Ngudi quan
ly gian hang da chup &nh san phdm ding theo nhiing dién bi€n tam 1y dugc
tudng tUong ra, va dua 1én trang sdn pham. Di€u nay da khac phuc dugc yéu

di€m cUa internet 1a khong s vao xem ngam dugc san pham.

Sau d6 ngudi quan 1y da chup anh sdn phdm rat sac nét, dudi dd sang tu
nhién, lam cho khach hang c6 th€ phan biét dudc cic loai mau sac san pham,
mau trang nga, mau trang khac nhau th€ nao ? RAi anh ta thém nh{ing 10i binh,
cdm tudng cla anh ta vao san pham tao cho khach hang cam giac dugc gidi

thich rat cdn ké ti mi, am hi€m thém v€é sdn pham.
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8. Ban can quyét dinh mdt san pham ban muén ban nhat, sau do sé tap

trung gi6i thi€u nhan manh vé san pham do.

Vé 3 nguyén 1y giao ti€p v0i khach hang trong trang sdn pham, chdc ban ciing
hi€u viéc truyén dat dugc tinh hap dan cla san phdm i khach hang 1a mbt
vi€c 1am quan trong mang tinh quyét dinh v€ su thanh cong cUa gian hang. Noi
cach khéc thi trang chU gidi thiéu vé dd hap dan cla gian hang, con trang san
phdm sé gidi thiéu vé d6 hap dan clia sdn pham.

DE truyén tadi dugc sy hap dan cla san phdm, thi ngudi ban hang can phai
bi€t dugc chinh x4c cac dac tinh cla sdn pham dé. Tuy nhién trén thuc t€ thi
nhiéu ngudi hi€u dugc dac tinh, nhiing ciing khong bi€t cach nao d€ truyén tai
thong tin sdn pham mot cach hap dan cho khach hang. Do vay t6i xin gidi thiéu
mOt sO cach d€ gidi thiéu sdn phdm mot cach hap dan nhéat cho khach hang:

Pdu tién, ban can chon mdt sdn pham ma ban cho la hap dan nhat, dé ban
nhat, sau d6 dua ra nhitng dac di€ém hap dan cla sdn pham. Viéc chon ra mbt

san pham nhat 1a phuong phap rat hiéu qua d€ quang b4, PR cho gian hang.

Khi kinh doanh mot gian hang viéc 18p day thong tin vao trang sdn pham vo
cling quan trong. Tuy nhién trong thdi gian dau viéc dién day du thong tin vao
tat cd céc trang s€ rat khé khin nén ban can tap trung thong tin vao tao ra mot
trang san pham ndi bat nhat, va xem hiéu qud, sau d6 s&é md rOng dan ra cac
san pham khac. Chi can ban lam tOt thong tin cUa trang san pham ndi bat, ban
sé 1am cho khach hang cAm thdy gian hang clla ban 1am &n nghiém tic, va thay

an tdm khi mua hang cUa ban.

Chi c&n ban chon duoc san phdm c6 diém nhdn, ban cé thé sé tao ra strc
hut khdach hang
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Ban th( tudng tuong xem trong gian hang cla ban c6 sdn phdm nao hdp dan
khong ? BPE€ chon dugc sdn pham c6 di€m nhan ban c6 thé tham khdo cac

di€ém sau :

- San phdm nao dugc ban chay nhat ? San phdm nao c6 khd ning hap dan
khéach hang nhat ?

- San phdm nao ban mubn ban nhat, sdn pham nao tOn kho nhi€u nhat?
- San phdm ban tu tin nhat vé chat lugng, va ban tin sé ban dugc?

- S&n pham c6 khd niang dnh hudng dén cac sdn phdm khac? Néu sdn pham
d6 dugc ban thi cac sdn pham khac sé ban dugc.

Nh(rng sdn phdm c6 nhiing ddc di€ém tuong Ung v4i nhitng muc trén c6 thé sé
khéc nhau, c6 th€ sé giOng nhau. Liic d6 ta c6 th€ chon san phdm c6 3 y€u td

Sau:

- PUng th( nhat, trong gian hang mat hang ndo gi4, chat lugng tOt nhat ? San
pham?

- Only one. S&n phdm cé ddc tinh riéng, d6c déo khong dau c6, chi c6 gian hang

ban mdi cé.

- Trend. Nhiing sdn pham dang thinh hanh, dang 1a xu hudng tiéu dung cUa thi
trudng. Nhiing sdn pham dang cé lugng tiéu ding ting nhanh chéng.

San phdm c6 nhitng yé€u t0 trén, c6 khad ning canh tranh, c6 mOt di€m gi d6
vuot trdi, thi ban cé thé dung d6 1am sdn pham Nol d€ qudng cdo cho gian
hang cUa ban. Khi ban 1ua chon sdn pham Nol, ban khong can phai qua suy
nghi rang gian hang cla ban khong c6 mOt sdn phdm nao c6 th€ coi 1a nhat
Viét Nam cd, ban chi cdn c6 niém tin vé mOt sdn pham, va tin ngudi khac sé
thich sdn pham d6 1a dugc.
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9. Tim di€m nhan.

Khi ban dd chon dugc sdn phdm No1 r0i, thi ban can xac dinh di€m nhan cla

sdn pham dé 1a gi.
Vi du: MOt cUra hang ban banh ngot.

Ngudi thg 1am banh chi ra mOt sdn phdm Nol cUa cUfa hang c6 duong kinh 1a
19 cm, va c6 gia la 500.000 VND.

DPau tién ho dua ra 3 dac diém cla cai banh. Cach d€ chon 3 dac tinh nay c6
th€ tham khdo cach chon nhing di€m manh cUa gian hang dugc néu & phan
trudc.

C6 rat nhi€u yéu t0 c6 thé chon tUr gid cd, chat lugng, tinh chuyén mén, do
phong phi clla sdn pham, tinh hi€m cUa sdn phdm, cho dén cac gia tri gia ting
nhu cach géi qua tang. Ban c6 th€ suy nghi Iua chon tU nhitng y€u t& dé nhimng
di€m ma ban nghi khach hang sé thich.

Banh kem thi ¢4 nhi€u ngi ban nhu siéu thi, clta hang banh bén ngoai, va cd
nhiing clra hang trén internet nén ban can suy nghi nhitng ddc tinh cla sdn

pham, nhiing di€m ndi trbi so v&i cac sdn pham canh tranh khac.

Trong truGng hgp ndy di€m can quan tdm d6 chinh 1a chat luong, so v4i cac san
phdm dugc bén tran lan trén thi trudng, thi yéu t6 chat lugng sé quan trong hon

rd

ca.

Ti€p theo 1a gia cd, gia 500.000 1a rat cao so vGi cic sdn pham clng loai. Tuy
nhién né€u biét cach quang cdo ban c6 thé tao ra mOt 10i thé tUr gia cao do6 1a tao

cam giac cao cdp cla sdn pham cho ngudi tiéu ding.

Pi€m th(r 3 ban can quan tdm dé 1a tan sudt st dung sdn pham, so vGi cac loai

banh gia ré & siéu thi thi banh cao cap sé it dugc tiéu diing hon.
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10. SU dung 3 y€u t6 " kich thich, ly do, giéi han" lam tang thém do hap

X 2 2 ~?
dan cua san pham.

Khi ban chon dugc nhiing dac trung cla sdn pham r0i, ban c6 thé nghi cach
nang nhiing dac trung d6 1én thanh di€m nhan, tao su ndi bat cho sdn pham.

Pau tién ban nén suy doan tam 1y cla khach hang khi 1an dau tién vao gian hang
cUa ban. POi v&i khach hang ho mua hang trén internet thi yéu t6 quyét dinh

cUa hanh vi mua sé€ 1a d0 can thi€t va d6 mong muon.

A zone, khong can thi€t, khong mong mu6n => khéng mua

B zone, khong mong mu®n, nhung can thiét, s& mua khi c6 co hoi
C zone, khong can thi€t, nhung rat mong mudn, s€ mua

D zone, can thi€t va mong muOn, " xin hdy ban cho t5i"

Thudng khach hang ho sé & mUlc d0 A zone, nhi€ém vu cUa ching ta 1a 1am sao
chuyén dugc ho sang zone B,C,D, lam sao dé tang do can thiét va mong mudn
cUa khach hang ? Ba nguyén tac giao ti€p vGi khach & phan trudc sé gidi quyét
dugc di€m nay, ddc biét 1a nguyén tac d€ khach hang dé hanh d0ng.

Cung cap cho khéach hang cach st dung san pham, 1a cach d€ ting d0 can thiét
cUa sdn pham. Ban can dua ra nhitng cach s dung ma khach hang chua biét,
ho sé cdm thdy sdn pham cla ban can thiét.

Bién nhiing dac tinh néi bat cla séan ph@m thanh nhiing 10i ich cho khdch

hang khi mua s@n ph@m.

Trong céc cach 1am ting d® mong mudn cla sdn phdm, thi cach co ban nhét 1a
bién nhling dac tinh nGi bat cla sdn pham thanh nhitng 10i ich thiét thuc cho
khach hang.
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Nhiing di€m c6 thé trd thanh nhan t0 quyét dinh vé€ viéc mua hang sé la:

- Kich thich

- Ly do (1y do ré, ly do dat, néi chung ban phai c6 mot Iy do d€ ho mua hang)
- Gi6i han

- ThOi gian

- SO lugng

- boi tuong

V€ di€m thir nhat: "kich thich":

MOt yé€u td thuong dugc st dung dé 1a gia. Gia siéu ré, dai ha gia, tat ca cac

mat hang déu gidm nlra gia. ..
Piém thir hai: " Iy do". Ly do & day c6 2 ¥:

Y th( nhat 1a 1y do d€ kich thich, tuy nhién néu chi c6 y th( nhat 1 gia ré, thi
khach hang s& nghi gi4 ré thi chat lugng sé khéng t6t, va ho sé lo lang. Do do,
ban nén thém 1y do tai sao ré ? 1am cho khach hang cdm thay 1y do dé hop ly, va

yén tam mua hang.

Vi du : Ban m& hang nén gidm gia, hang outlet, ban hang qua net nén khong mat

phi cUta hang nén ré....

Y th(r hai, 12 néi 1y do tai sao khach hang nén mua mat hang d6. Pi€m nay c6 thé
bi tring v&i viéc dua ra nhimg di€m hap dan cla san phdm, tuy nhién tdi mubn
chi ra tinh quan trong cUa viéc "bi€én nhimg 1y do d6 thanh di€m hap dan, 10i
ich cUa sdn phdm doi vGi khach hang. "
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N6i cach khéac di n€u ban chi dua ra moi su hdp dan cla sdn pham théi thi sé
khong 1am khach hang cdm thdy can thiét dGi v&i ho. Khach hang chi cdm thay
can thi€t vé san pham khi ho thay 10¢i ich cla sdn pham dé6 vdi ho.

Vi du: Ban quang cdo v€ mOt sdn phdm " ddy la sdn pham lam bang hgp kim
nhom " sé khong hap dan bang viéc két ndi 1y do v4i nhitng 1gi ich "sdn phdm
nay rat chac chan, c6 tuGi tho gdp 3 1an so vdi sdn pham thong thudng, va tiét
kiém dugc ...... VND."

Piém thir 3 "giéi han". Cé gibi han thoi gian, gidi han s6 lugng, gidi han
doi tugng. Hai gidi han dau s€ lam cho khach hang c6 cAm giac can phdi mua
ngay, n€u khong bi mua mat, giGi han doi tugng sé lam khach hang c6 cdm giac

minh quan trong hon, va sé dé m& hau bao hon.
11. Thém ly do thi sé lam tang kich thich

Trong phan ndy tdi s& dua ra nhiing vi du cu thé vé viéc st dung 3 yéu t0 trén
tao nén di€m nhan cla sdn pham. PE cu thé hon t6i sé ding mau " A 1a B nén
dap Ung nhu cau véi C", va sé 1ap nhiing thong tin vao vi tri A,B,C. A 1a dac
tinh cQa sdn phdm, B 1a sy danh gia dac tinh d6 cUa thi trudng, C 1a su’ két nGi
nh(ing dac tinh d6 v§i 1gi ich cla ngudi st dung kich thich ho mua hang. C 1a
y€u t0 sé dugc quyét dinh cin c( theo A va B, tdi s€ sU dung 3 yé€u t0 " kich
thich, 1y do, d€ ting thém d0 hap dan cho C.

Tdi quay 1ai vi du vé chi€c banh ngot.
- Gia => cao
- Chat lugng => cao

- Tan suat s& dung => thap
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Gia cd, chat lugng, tan suat si dung, 1a ddc tinh sdn phdm ( A ), Cao, thép la
nh({ing mUc dO cla nhiing dac tinh do6 do thi rudng danh gia (B ), va sé tao nén
su' k&t ndi tir A va B.

Vé diém 1: Trong vi du nay gia cao, thi s& st dung cach néi, " day 1a chiéc banh
dat nhat Viét Nam", cach néi nay sé kich thich khach hang.

Vé di€m 2: Chét 1ugng cao, thi ban c6 thé st dung cach néi " chi€c banh ngon
nhat Viét Nam".

Tuy nhién néu chi néi & mlc dO0 " dat nhat, ngon nhat" thi van thi€u thuyét
phuc ma van khéng c6 cdm gidc an tim. Nén ban can dua ly do d€ ting dd kich
thich khach hang mua sdn pham.

Vi du : CUta hang béanh chiing t6i c6 lich st 30 ndm. sdn pham banh ngot cla cUa
hang chiing t6i dugc chuyén gia ndu &n X cUa chuong trinh truyén hinh binh
chon 13 sdn phdm béanh ngot ngon nhat Viét Nam. Bang cich quang céo nhu
vay sé thuy&t phuc khach hang hon.

V@ diém 3: Tan suét sir dung thap, t6i da lua chon cach quang céo " ding dé
tang qua", ban chi can cung cap cach s& dung cho khach hang ho sé cdm thay
mUc d6 can thi€t cla sdn pham dé trong ngoai giao " chi can tang cho ai dé
ngudi doé sé rat thich". Pay 1a 1y do khi€n ngudi mua hang lua chon mua sdn

pham cUa ban.
Trong mOt trang hdp dan bao gid ciing c6 SW3H.

Chon ra san pham Nol => Nam dugc nhiing dac tinh cla sdn phdm => thém
yéu t0 " kich thich, 1y do, gidi han". Pay 1a nhling budc co ban d€ tao ra mot

trang san pham c6 khd ning bén cao.

Khi ban tao ra trang sdn phadm ban c6 thém tham khdo nguyén tac SW3H dé€ ¢
mOt trang day dU thong tin.
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What : Tén sdn pham?

Who : NguGi mua?

Where : O trang nao?

When : Thoi di€m, khi nao?

Why : Tai sao nén mua, nhitng 1gi ich clla sdn pham?
How: Céch sU dung thé nao ?

How to : C4ch ban thé no ?

How much : D€ mUrc gia bao nhiéu ?

Vidu:

Nhan dip ky niém 100 ngay m& gian hang ( why, when)
Ching t0i ban "Goi cd ngu™ ( what )

Gidm gid 20% ( how much, why).

DaGi tuogng 1a nhiing ngudi da tUng mua c4 tai clfa hang chiing t6i ( gidi han doi
tuong) (who )

Sau d6 ban c6 thé gUi trang tin nay cho cac khach hang bang email d€ quang

cdo, sau do s€ gidi han vé thoi gian, s6 1ugng bén ra. ( how to)

Sau d6 s€ ding cac thong tin nhu cach ché bi€én c4 nglr, cidch bdo quan....
(‘how).

IV. Rat ngan khodng cach véi khach hang. Bi quy€t thanh cong cia

viéc glri email.
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1. Ngu'®i hi€u biét sé chia 20% th®i gian vao trang web, va 80% vao email.
Chi can 1am website dep sé ban dugc hang.

C6 rat nhi€u ngudi méi mé gian hang c( tap trung sy quan tdm cUa ho vao
website. C6 nhi€u ngudi 1dy 1am that vong rang ho ngdy nao ciing thay d6i nbi
dung thong tin trén site cUa ho th& ma khach hang khong tGi. Va ho cr tiép tuc

thay d6i vi nghi 1 c6 cai gi d6 khong On trén website cla ho.

CU thé ho c(f vudng vao vong ludn quan dé ma khong hi€u mot di€u website
chi 1a noi giao ti€p ch( khong phdi cong cu marketing thu hiit khach hang t&i cho
ho. Nhitng ngudi hi€u dugc nguyén 1y ndy ho thuOng tap trung vao email.

Ding nhu cau néi "khong c6 email thi sé khong th€ thanh cong trén internet
dugc”, email déng vai trod cUc ky quan trong trong vi€c kinh doanh gian hang trén
internet. Do vay d6i v6i nhiing ngudi ban hang thanh cong trén internet, thi 80%
thdi gian cla ho tap trung vao email va 20% tap trung vao diang tdi thong tin san

ph&m, tao ra mOt trang chUl hdp dan.

2. Ré, vira nhanh, chu dao. Kinh doanh gian hang théng qua cac céng cu

giao ti€p.

Email c6 nhitng uu di€m dac biét tao ra khd ning giao ti€p rat hitu hiéu véi
khach hang. So v6i nhiing cong cu truyén tin nhu gidy va website, email c6
nh(fng di€m khac nhu sau :

2.1. Chi phi:
- Chi phi d€ tao ra, va gfi mOt email thdp hon rat nhi€u so vdi thu tay.

- Chi phi d€ tao mOt website ciing rat cao va ton nhi€u thoi gian hon tao mot

email rat nhiéu.
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- Chi phi d€ tao mOt email s& rat ré, ban c6 thé viét moi th(t ban mubn, va gli
t3i khach hang tUc thi va khong mat chi phi.

2.2. Mtrc d6 truyén dat toi khdch hang.

Website 1a mOt cong cu giao ti€p chd doi két nOi, nén n€u khach hang khong

két nGi vao, ho sé khong doc nhiing thong tin cla ching ta.

Vi thu tay ban can vao gli vao hom thu tUng nha. Va khd ning sé bi vUt bo
khi chua dugc doc sé rat cao.

Con email, thi s& tc khac tGi hom thu dién t(f trén may tinh cla khach hang.
Email 12 mOt phuong tién giao ti€p h{tu hi€u, khong thé€ thi€u dugc véi ngudi
st dung internet. Tan suat st dung email cang nhi€u thi kha ning doc thu cla

ban sé cang cao.

So v6i qudng céo banner, email c6 khad ning thu hit khach, va giao ti€p vGi

khach tuyét voi.

Email c6 chi phi thap, c6 th€ gUi vdi tan sudt cao, nén c6 thé€ ting sO l1an ti€p
xtic vGi khach hang, lugng thong tin truyén tai t&i khach hang 16n nén rat phu
hop v&i giao ti€p khach hang. Pac biét ddi vdi nhi€éu khach hang khong c6

thOi gian IuGt web, ban chi c6 thé ti€p xic véi ho qua email.

Email dugc gUi tdi nhiing khach hang da dang ky email, nén néi cach khac di
email c6 tac dung duy tri mOi lién hé doi v&i cac khach hang cii khac vGi banner

(chi ding d€ khai thac cac khach hang mdi)
Email c6 khd ning m0i gQi khach hang quay lai mua hang.

Email 1a cong cu d€ duy tri quan hé v&i cac khach hang cii nhung c6 mdt di€m

quan trong ban khong dugc quén. D6 13 trong khach hang sé ¢ cd khach hang
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cli va m&i. Do vy ban can can nhac nén tap trung vao ngudn khach nao 1a hiéu

2

qua.
Chting ta sé cuing so sdnh khdch hang cii va khdch hang mdi.

Trudc tién, v€ dO cao cUa rao can khi quyét dinh mua hang, d6i v4i khach hang
mdi do 1a su bat an khi mua hang, nhung doi vdi nhiing khach hang cii da tUng
mua hang clla ban rao cdn ndy hau nhu khéng con nita. HQ c6 thé yén tim mua

hang nén gia mua hang s€ cao hon.

Dbdi v6i khach hang m&i ban can qudng cdo banner, mat thdi gian chi phi gidi
thiéu ho mua hang tin tuéng, nhiing d6i v&i nhiing khach hang da tUng mua
hang thi ban chi can gUi email 1a kha ning ho quay 1a mua hang cUa ban sé rat

cao va tOn rat it chi phi.

Ti€p dén kha ning khach hang cii ding nhling 10i binh ludn cho gian hang sé
cao hon khach hang méi. Do vay sau khi bd nhi€u chi phi d€ c6 khach hang, thi
vi€c duy tri, gi(r lién lac v4i ho d€ ho ti€p tuc mua hang clla minh 1a viéc rat

quan trong.

Tém lai, email c6 nhiing 10i thé nhu :

- Gia ré ( c6 thé 1ap lai nhiéu 1an)

- Kha néng truyén tdi thong tin t&i khach hang cao.

- Tinh chU dOng cao ( khong phai ngbi chd bi dOng )

Do d6, email c6 thé dugc coi 1a cong cu thu hit va duy tri giao ti€p khach hang
tuy€t vOi. SO dung email d€ giao ti€p v&i khach, duy tri vGi khéach cii, 1a mOt
chién lugc cuc ky quan trong quy€t dinh van ménh cla c(ra hang. Do vay c6
th€ néi khong cé email, thi ban sé khé long thanh cong trong vi€c quang bé, phét

tri€n thanh céng gian hang cUa ban trén internet. N€u ban chi tao ra website ma
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khong dung email, thi website clla ban khong khac gi mOt quyén cataloge trutc
tuyén. Do vay viéc si dung song song email va website 1a di€u kién tién quyét

dé phat trién thuong mai dién tU.
3. GUi thu rac ma khong dugc phép clia ngudi nhan sé bi ghét.

Email c6 khd ning thu hiit khach hang rat manh. Tuy nhién n€u ngoai kha ning
thu hut khach hang khi s& dung diing céch, thi viéc st dung sai muc dich, khong
dugc su cho phép clla nguGi nhan sé tao ra nhiing phdn cdm vd cung nguy
hi€m, do vay ban can phai hét s(tc than trong khi glri email.

Péi khi ban nhan dugc email tU nhi{ing cong ty ban khong bi€t ban sé c6 cdm
giac kho chiu, khong hi€u tai sao ho lai bi€t email cUa ban, r6i sinh ra nghi ngo.
Thuc t€ 1a rat it khi nguGi nhan dugc email ndy st dung dich vu hay mua hang

clla ban.

Trong thuc t& néu ban 1dy mOt s6 lugng 16n email ma ban khéng rd ngudn goc
rOi gUi thu qudng c4o vao hom email cUa ho, thi sé c6 rat nhi€u nguoi claim,
phan nan vé viéc gl email ndy. Nén viéc xin 16i, d6i phé vGi nhling khach hang
nay s€ tOn nhiéu th0i gian va céng sUc. N€u ban cu xU khong ding muc, khong
xin 10i khach hang thi ho sé rat tlrc gidn, 1én néi xau, béu nho gian hang cla
ban, va ton that sé rat 16n.

Trén internet, thi nh{tng 10i dam ti€u, b6i nho hinh anh clia mét gian hang rat
nguy hi€m. Nén viéc tranh d€ bi ghét, loai bd ra khdi cudc choi trén internet rat

can thiét.
Permission marketting la gi ?

Permission marketting (PM) 1a viéc dugc khach hang chap thudn trudc khi tiép
can ho. Gidi thich m0t cach don gidn hon vé& PM ban cé thé€ lién tudng dén vi

du sau :
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D6 1a viéc ban hang cho ngudi qua dudng sé khé hon nhiéu 1an vGi viéc ban
hang cho nhiing khach hang vao xin ban catalogue - cung cap thong tin c6 sUc
hap dan d6i vdi nhitng ngudi cé quan tam cao.

C6 thé ban nghi d6 1a di€u rat binh thudng, tai sao l1ai can dem ra day d€ ban

bac trong viéc marketting trén internet ?

TrudGc day cong cu d€ gUi thong tin can thiét t&i khach hang ti€ém ning c6 quan
tdm chi c6 mOi thu tay, hodc in nhung viéc 1am nay sé tOn rat nhi€u chi phi, nén
vi€c thuc thi hau nhu khong thé€. Tuy nhién k€ tU khi email xuat hién bi€n kha

ndng nay thanh hién thuc.

To6i da danh mOt phan d€ gidi thich cong dung cla email trong vi€c marketing
chim séc khach hang, cho nhiing ngudi quan ly gian hang chua c6 kinh nghiém
trong viéc st dung email ti€n hanh marketing. Tuy nhién c6 m6t s6 ngudi da c6
kinh nghiém s dung bién phap nay, va c6 y ki€n cho rang viéc marketing email
da 16i thoi. T6i c6 hdi ly do tai sao ho lai nghi nhu vay thi c6 nhitng hoi dap
nhu:

- b6 phdn Ung sau khi g(ri mail tUr khach hang xudng rat thap.
- Ban than ho ciing rat it khi doc mail marketting tU ngu'di ban.

Tuy nhién, thuc t€ trong nhitng ndm gan day c6 rat nhi€u cong ty ho s dung
email marketing, do vay trong hom thu cUa khach hang luén tran ngap nhung
email marketing ( duQc goi theo nghia xdu 1a thu rac). Do vay c6 thé néi viéc
gUi email vGi nOi dung nhu ki€u t0 roi tdi khach hang c6 thé da 10i thoi. Bay
gi0 xu hudng chuyén dan ki€u khach hang sé khong xem nhan dé email roi
quy€t dinh c6 doc hay khong ma ho xem ngudi gUi 1a ai sau d6 m&i quyét dinh
c6 doc hay khong.
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C6 th€ néi nhiing th( thudt nhat thdi, nhitng cau chao madi &n tugng da khong
con hi€u qud, thay vao d6 1a khach hang quan tdm t6i dO tin tudng doi vdi
ngudi gUi, xem ho 1am an ¢4 uy tin, c6 lién tuc cung cap nhiing thong tin bG ich
cho ho khong ?

Email chi 1a c6ng cu, quan trong hon ca van la viéc giao ti€p véi khach hang.
DOi véi nhitng ngudi nhan ra diéu nay thi email marketing van 1a mot bién

phap hiéu qua trong vi€c ti€p can khach hang.

Ngudgc lai doi v&i nhitng ngudi chi coi email 1a cong cu d€ phét tan thong tin
ki€u t0 roi thi hi€u qua email sé gidm va ho sé chuy€n dan sang cic cong cu
marketing khac nhu blog, SNS.

P6i v6i phuong cham kinh doanh cUa chiing t6i, Shopping is communication,
Communication is entertainment, thi email van luén 1a mot céng cu giao ti€p

hiéu qua.

4. Néu chi gui mail magazine thi s& ling phi tai nguyén, ban nén st dung

théng tin cla khach hang theo nhi€u cach khac nhau.

Tai vatgia.com, ngu'di mua hang, thanh vién ding ky, thanh vién hoi thong tin,
ding ky nhan email, déu ding ky dia chi email, nén chiing t6i déu c6 thé gt
mail tGi nhiing thanh vién néi trén cho céc gian hang. Nhi€u gian hang ho chi
dimng lai & mUrc gl email magazine, tuy nhién c6 rat nhiéu cach khac nhau dé

st dung dia chi email cUa khach hang

- Ban c6 thé g email bao gOm thong tin sdn pham, théng tin khuy€&n mai, tri
thlc chuyén mén cUa ngudi qudn ly, kinh nghiém s dung, thong tin c6 ich véi
khach hang.

- Email cdm On, diing d€ cdm On khach hang da dat hang cla gian hang. C6

nhi€u c(fa hang ho gUi email theo ki€u nghia vu. Tuy nhién theo t6i chiing ta nén
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gl email cAm On, kém theo gidi thiéu cac théng tin vé sdn phdm mdi, sdn

pham lién quan, tao nén su chd ¥, to mo cho khach hang.

- Email thong bdo két qud dau gi4, mua s6 lugng nhiéu, két qud cho nhiing
ngUdi cung cap email cho viéc tham gia gidi thudng.

- SO dung tinh nang 10c email theo thdi gian, khong gian, s6 1an mua hang. .. roi
gUri email cho diing doi tugng can thiét

- Email chim s6c khach hang, sau khi khach hang mua hang, sau moOt thOi gian
nhat dinh gUi email hdi xem hang da t&i chua? ROi gUi mail xem ho c6 hai long
vOi mat hang ho di mua khong ? Hodc gUi email nhitng mat hang lién quan tGi
nh(ng hang ho da mua.

Giao tiép voi khdch hang & mét khodng cdch hop ly, vira phai.

Khach hang thuOng sé c6 nhiing khodng cach nhat dinh doi v&i gian hang. C6
ngudi ho chi don thuan ding ky thdi ma khéng mu6n nhan bat ky email nao gay
phién toai cho ho, nhung c6 nhiing ngu0i ho mudn nhan moi théng tin tU clra

hang va san san mua moi th(r tU clta hang dé.

DGi vGi nhiéu doi tugng khach hang nhu vay ma ban chi gli email véi ndi
dung giGng nhau thi khé c6 thé€ néi 1a ban da giao ti€p tOt véi khach hang. Poi
vGi khach hang c6 khodng cach vdi gian hang néu ban c( ti€p tuc gUi email
mOi chdo mua hang c6 th€ ho sé x6a email cla ban khéng cho nhén , hodc sé

tU chOi nhan email tU ban.

Do vay khi ban g(i email, ban can y thitc dugc cam giac " truyén béng". Ban
lam sao doan dugc y khach hang, bi€t ho can gi, va ho c6 chap nhan dugc su
ti€p can cla ban khong ? Di€u nay c6 thé néi 1a mot nghé thudt, 1am sao dén
dugc y va ti€p can ding nhip voi khach hang. O day t6i goi 1a permission
marketting ( ti€p can khach hang 3 mUc dd cho phép).
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Nén viéc lua chon thong tin d€ khach hang chap nhén rat quan trong. o] day toi
chia thanh 4 loai dOi tugng khach hang va chiing ta s€ cling soan email d€ phu
hgp véi tung loai.

Thanh vién thuGng

Khach mua mOt 1an

Khéch hang thudng xuyén

Khéch hang trung thanh, ngu0i tuyén truy€n, quang céo h0 gian hang.

Thanh vién thurdng: 1a khach hang c6 khodng cach 16n nhat doi vdi gian hang.
Ho 1a nhiing ngudi chi diang ky thong thudng, nhitng ngudi tham gia dau gia,
tham gia gidi thudng, hay néi cach khac ho 1a nhiing ngudi khach ti€ém ning.

Khdch hang mua 1 18n: 1a khach hang da tUng mua hang mOt 1an, hodc khach

hang da mét 1an tham gia dau gié.
Khdch hang quen thudc: 1a khach hang dé€n mua nhi€u lan

Khdch hang trung thanh: C6 th€ néi cac khach hang nay 1a cac fan hdm mo cUa
hang, ho luén truyén ba thong tin cla clta hang cho nhiing ngudi khac.

D0i v6i 4 nhém khach hang nay ban Iua chon cac cch ti€p cén thich hop dé
tao rit ngan khodng cach gita ho vdi gian hang, tao ra niém tin d€ ho sé quay

lai, va quay lai d€ c6 thém ni€ém tin.

DE thuc hién dugc vong 18p nay thi phuong phap h{tu hiéu nhat d6 chinh la

email

DE c6 thé tiép tuc gUi email d€n khach hang ban can c6 su cho phép clia ho, va
ban can ni€m tin cla ho d6i v&i gian hang. Va ni€m tin ndy sé dugc xéac 1ap

bdi su giao ti€p 1ap di 1ap 1ai nhi€u 1an gilta khach hang va gian hang.
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5. Cach thu hit khach hang ti€m nang.

Chting ta s€ xem xét 1am sao c6 th€ thu hit dugc khach hang ti€ém ning mua
hang cUa ching ta. T6i tam goi 1a cach "ting nhan thlc cla khach hang v€ gian
hang". BOi v4i nhiing khach hang tiém ning, thuGng ngudi ta st dung email
cong bo két qua tring thudng khi ho ding ky....

Trong email nay thi ban khong nén ghi nhling n0i dung quang cdo hang héa vi
nh(ing khach hang phan Ung tich cuc sé rat it, doi khi ho sé ghét va yéu cau
dUng gUi email.

DOi véi nhiing khach hang tiém ning ki€u nay dd nhan thlc cla ho vé gian
hang cUa ban rat thap, hau nhu ho khéng nhG ho da dau gi4, hay diang ky vao
dau dé€ tring thudng, va chua biét gi vé ban, sdn pham ban dang ban, va nhiing
gi g0i 1a hap dan tU nhiing sdn pham do.

Do vay, n0i dung email gUi cho ho nén dUng & mUc d0 mai ho dén véi gian
hang clla ban. VGi muc dich ting thém dd hi€u bi€t va quan tdm clla ho dén vdi
ban.

Tuy nhién 1am ting nhan thlc & day khong chi dUng lai 3 mUc d0 biét tén gian
hang cUa ban, ma nén tao ra cAm giac cho khach hang khi ndo can mua sdn
phdm gi d6 ho cé th€ nghi ngay dén gian hang cUa ban dang ban c4i ho can. Do
vay ban can dua thong tin c6 thé thu hiit sU quan tam cUa khach hang. Lam cho

ho ¢6 cdm giac can click vao d€ xem gian hang cla ban.

Vi du: Piang nhiing thong tin khuy€n mai, tang qua, thdng tin c6 khd ning sé
dem lai 10i ich cho khéach hang, trong nhitng théng tin d6 ban nén dua 3 yéu t0
gidi han: thoi gian, s6 lugng va dOi tuong. Nhiing di€u dé sé tao cdm giac can

phai xem ngay cho khach hang.
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DE khach hang quan tim, ban c6 gang khong d€ ho nghi ban dang c6 ban hang
cho ho, ma ban can cung cap thong tin d€ ho c6 cdm gidc email clla ban c6 ich

cho ho.
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Vi du: Viéc cong bd két qud ban khong ghi truc ti€p vao email, ma chi gui
duong link dén trang két qua trong gian hang cUa ban, sau d6 hap dan khach

vao xem.

Nhiing khach ho ding ky tham gia du' thudng, dau gia. ..thi viéc gUi email thong
bao két qua cho ho 1a viéc rat binh thudng, khong gay ra cAm giac khé chiu, va
hiéu qua sé rat cao, tUr d6 ban c6 th€ dan dat ho bang cac thong tin khuyén

mai khic, ting d0 quan tdm cUa ho v&i gian hang cla ban.
6. Ban nén két than véi nhiing ngudi di tng mua hang clia ban.

Tié€p theo t6i s€ ban tdi viéc chdm s6c khach hang da tUng mua hang mét 1an

cUa gian hang.

P& khéach hang di mua hang cla ban mOt 1an quay lai ti€p tuc mua hang, ban

can lién lac, quan tim lam cho ho hi€u hon vé gian hang cla ban.

C6 thé néi khach hang mua hang cla ban m6t 1an nhung chua chac ho dd xem
dugc hét gian hang cla ban va cdm thdy gian hang cUa ban hdp dan. béi khi
ho chi xem mOi trang sdn phdm ho can mua, do vay ban can lam cho ho biét
ngoai sdn pham do ra ban con cé nhi€u sdn pham khéac v4i nhig uu dai hap
dan khac d€ tao cdm giac td mo, mubn mua ti€p. Va bang nhiu cach khac nhau
ban nén ting ti€p di€m cla ban v&i khach hang. Lam nhu vay sé ting kha ning
khach hang quay lai va mua hang cUa ban. Va cach lam hiéu qua nhat 1a qua

email ban hang, va email magazine.
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Tbi 1ay vi du c6 mOt clfa hang ban banh ngot, banh my & trén vatgia.com. Chu
clra hang thuong xuyén gli nhiig email huéng dan lam nhimg loai banh ngot
ngon hap dan cho cac khach hang da tUng mua hang. Khach hang ho sé cam
thdy dugc quan tdm va moOi khi nghi dén mua banh, ho sé& quay lai mua cUa clra
hang. Néu ban ban dO cong nghé ban c6 th€ gli cac meo, thU thudt vé hang
héa ban ban, giGi thi€u cc sdn phdm mdi, nhiing théng tin bd ich trong d6 ¢
kém théng tin khuy€n mai hap dan khéach hang ghé vao tham gian hang cla ban.

7. Bi€n nhiing khach hang thuong xuyén thanh khach hang trung thanh cla
ban.

TU khéa d€ thuc hién dugc di€éu nay dé chinh 1a " ting thién cdm cla khach
hang doi vGi gian hang ban". Khach hang trung thanh 1a khach hang ludn tim cach
giGi thiéu quang céo gian hang cla ban cho nhi€u ngudi khac, cé th€ néi ho 1a
nhifng ngudi sé déng gop tich cuc nhat vGi su phat trién cla gian hang. Viéc
tang luong khach hang trung thanh c6 th€ néi 1a mOt muc tiéu 16n nhat ban nén
quan tdim. P& 1am dugc di€u ndy ban can lam khach hang hai long vé sdn
ph&m, dich vu, vé chinh sach phuc vu, va cd ngudi quan ly gian hang. Ban
thudng xuyén phai suy nghi 1am sao cung cap dich vu, sdn pham tOt hon nhiing
gi khach hang mong doi.

Vi du: Cach giao ti€p cu th€ c6 th€ lam ting dO hai long cla khach hang nhu
gUi cho ho nhiing thong tin khuy&n mai ( c6 gidi han) trudc tién, nhiting sdn
phdm mdi s6 lugng c6 han, tao cho ho cdm gidc dugc doi xUr quan trong hon
ngudi khac. Lam cho ho ludén cdm giadc dugc quan tim mOt cach sat sao, huéng

nh{ing dich vu dac biét ma nhiing ngu'di khach thudng khong dugc hudng.

8. Lam cho khach hang bi€t vé su ton tai, nhitng dii€m manh cua gian
hang bang cach ti€p can thudng xuyén.
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Trong qud trinh ti€p can can dat dia vi vao khach hang d€ hi€u dugc ho suy
nghi gi, ho can gi & sdn pham dich vu cla ching ta. Va néu su quan tam tinh
t€ cla ban lap di 1ap lai thudng xuyén sé tao ra mOt théi quen st dung san

ph&m cla ban mot cach trung thanh nhat.

Théi quen st dung trung thanh cUa khach hang 1a két quad cUa phép nhan nhing

yéu td sau :
- Su thGa man khi st dung sdn pham dich vu
- Tinh canh tranh so v&i cac doanh nghiép khac

- An tuong vé gian hang, kién thiic clia khach hang vé su tOn tai gian hang
ban.

Toi nhan manh "phép nhdan" & day c6 nghia 1a 1 trong 3 yéu tO trén vé 0, thi
1ong trung thanh sé 1ap tlrc bi€én mat.

Su thda man va tinh canh tranh thi ban c6 thé dé hi€u, nhung nhitng &n tugng,
hinh &nh gian hang trong dau cla khach hang vé6 cling quan trong. Ban can lam
sao d€ khi khach hang nghi t6i mua mOt sdn phdm nao d6 thi sé nghi ngay tdi
gian hang cUa ban. P& lam dugc di€u nay thi viéc ti€p can lién tuc cung cap
nh{ng thong tin hitu ich cho khach hang, tao dau &n v€ gian hang cla ban trong
ho 14 diéu rat quan trong.

Pau tién bat dau tU thu' cdm On, sau d6 1a thu ban hang, mail magazine, ban
can tim moi cach ti€p can t€ nhi, hitu ich nhat cho khach hang cho ho nhé vé
gian hang, nh& vé nhiing chinh sach Uu dai, nh& vé sdn phdm ma ban dang ban.

9. Email ti€p khach sé& th€ hién tinh cach cla ngudi quan ly gian hang.

Trong phan trudc t6i da dé cdp dén su quan trong, va cach st dung email dé€
ti€p can khach hang.
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O phan nay t6i s& dé cap dén cach vi€t email d€ tao cdm giac than thién, rit

ngan khodng cach gilta c(ra hang v6i khach.
Chiing ta sé cling suy nghi mOt email hay s€ can nhiing yéu t0 gi.

T6i sé 1ay vi du vé mdt email cUa cUra hang ban d6 an gl cho khach hang dinh
ky. Trong qué trinh phan tich ban can luu y email gidng nhu trang chu, gidng
nhu trang sdn phdm, email ciing 14 ndi giao ti€p gilta gian hang v&i khach. Do
vay ban can luu y 3 nguyén tac giao ti€p vGi khach (dé€ hiéu, than thién, dé
hanh dfng), va c6 nhiing yéu t0 tac dOng tich cuc doi vdi khach hang nhu "kich
thich, ly do, va gidi han".

10. Yéu t06 " dé hi€u" cua email.

Pau tién ban can quan tam t&i y€u t6 nay, lam sao d€ khach hang hi€u ngay lan

dau nhin vao email.
- Tao ra cac dé muc.

Pau tién ban nén goéi gon thong tin ban mudn néi trong man hinh dau tién, sao
cho khach hang khong can kéo thanh culn xudng ma cé thé€ biét email cla ban
n6i nhiig gi. Pi€u nay ciing tuong tu v&i nguyén tac xay dung trang chl cla

gian hang.

Hién xu hudng gUi email dén khach hang d€ qudng céo thong tin khuyén mai
ngay cang ting nén mot ngay khach hang s€ nhan dugc rat nhiéu email. Do vay
ban phdi lam thé nao trong rat nhi€u email d6, ho doc ludt qua thi sé bi hap
dan, hi€u nhiing ndi dung ban ding tai trong email. Ban ludn phai coi khach

hang luén ban rOn, nén thong tin luén phai ngan gon, hdp dan, dé hiéu.

- Viét dudi 18 ch{t trong mOt dong
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Néu viét hon dbi khi email cla ban sé bi xuGng dong, 1dam hdng mat hinh dang

email ban mu0n truyén tdi t&i khach hang.
- B6i dam, gach chan, viét ch(f mau khac v4i nhitng di€m ban can nhan manh.

- Khi xubng dong ban phdi di€u chinh cho ch{t cic dong bén phdi phadi déu

nhau, tao cam gidc ngay ngan, nghiém tiic trong email cUa ban.

- Viét dugc 3-5 dong ban can cach dong. Tao cdm giac dé hi€u, thoang trong

email.

- Tao ra nhiing tiéu dé an tuong, ciing mOt cach. D€ khéach hang c6 thé nhén

bié€t email cUla ban sau tiéu dé.
- SU dung nhing thudt ngt dé hiéu.

11. Pua ra tinh cach cla ngu0i cht gian hang tao cam giac than thién véi
khach hang,

DPiém th( 2 c6 th€ tao mOt email hdp dan khach hang dé chinh 1a "su than
thién". N€u ban c6 th€ dua ra tinh cach, tinh con ngudi cla ngudi chl gian
hang, ban sé c6 thé tao dugc cdm giac rat than thién vGi khach hang nhu dang
gap mat.

Ban dau ban khéng dugc quén xung tén va chao hdi khach hang. Chao rat than
thién, nhung cting khong qué than thi€n nhu ban be, va cling khoéng quéa clng
nhac, ban nén dimg & mlc d6 gilta vin vi€t va van néi. N6i thé nay c6 thé haoi
trUu tugng tuy nhién ban nén cdm nhan cdm giac véi khach hang, va viét nhiing
10i 1€ phu hop vdi khodng cach ndy, tao cam gidc than thi€n, vira van v4i ho 1a

tOt nhat.

12. Ban c6 th€ tao thém "huong vi" bang 3 yéu td "kich thich, Iy do, gi6i
han n
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Di€m th( 3 trong 3 nguyén tac ti€p khach d6 1a "dé hanh dOng". Néu dat dugc
2 yéu t6 dé hi€u, than thién ban sé tao dudc cdm gidc dé st dung hanh ddng
cho khach hang.

- Ban can suy nghi tao ra tiéu dé email hdp dan thu hit dugc su’ quan tdm cla
nguoi doc. C6 nhimg tai li€u thOng ké khodng 70% khach hang s& quyét dinh
doc email hay khong 1a do tiéu dé.

- Pua nhiing théng tin c6 101, c6 ich cho khach hang vao email d€ hdp dan ho

vao website cUa minh.

- Thém 3 yé€u t0 "kich thich, 1y do, gidi han" d€ ting d0 kich thich doi vGi khach
hang.

13. Ban can truyén dat cdm xiic, suy nghi clla nguoi chtl ctra hang t6i
nguoi doc email.

T6i xin gidi thich thém cach d€ khi€n khach hang dé dang hon trong viéc quyét

dinh mua hang cUa ban.
- Tao cdm gi4c an tam, tin tudng bang cam gidc con ngUdi trong gian hang.

Tbi da ban dén y€u t0 con ngudi khi chiing ta xay dung trang chu, va trong
email ciing ding nhu vay. Chi can tao cho khach hang cdm giac c6 ngudi quan

ly, chdm sdc, va ti€p khach hang s& 1am cho khach hang cdm thdy yén tdm hon

Mat khac ban can tao cho khach hang cam giac ngoai ho ra cfing c6 nhiéu
ngudi khac dang vao xem hang hda, tao cdm gidc nhdn nhip, nio nhiét ho sé c6
niém tin hon. Khach hang sé& suy nghi gian hang ny chac c6 gi hdp dan, hay hay
day, ho sé td mo hon. Do vay ban can tao ra nhiing tinh ning do lugng khach
hang da vao, khach da mua, doanh s, mat hang nao dugc nhi€u ngudi binh
chon, binh ludn nhat.
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- Lubn gan link cUa sdn pham trong bai vi€t gidi thich, thuy&t minh sdn phdm

d€ ngudi xem dé dang click vao mua san pham.

- Tao ra cic dudng dan trong sdn phdm vao cac dién dan, hoi dap, danh gia dé€
nguoi xem c6 th€ vao d6 tham khdo thém thong tin, y ki€n khach quan cla
nguoi khac. tao cdm giac tin tudng d€ ho dé dua ra quyét dinh hon.

- Viét thong tin PR v€ gian hang to, rd nGi bat hon trong phan chir ky

- GUi thong tin can thi€t gidi han cho tUng viing. Vi du ban cé clfa hang ¢ Ha
NOi, thi ban nén tap trung gUi thong tin vao cac khach hang & Ha NOi m&i ho
dén tham gian hang. Nhu thé sé hiéu qud va d& tdn chi phi hon trong viéc gUi
email. Khi khach hang dén truc ti€p c(fa hang ho sé tin tuGng hon, va c thé

quay tr& vé mua hang trén internet ma khong can lo 1ang gi vé€ gian hang n{fa.

Trén vatgia.com c6 nhi€u gian hang ho gl email vGi ndi dung rat hap dan,
lugng thong tin hgp 1y. tuy nhién cé nhi€u cho rang dé€ viét mOt email chinh chu
nhu vay s€ mat thoi gian. Tuy nhién m6t email hop 1y chi cdn ngan gon, sang
y, va tao cho khach hang cdm gidc dé dang mua hang sau khi doc email clla ban
la dugc.

Chuong V: Bi€n viéc mua ban trén mang thanh mot ni€m vui cho
khach hang. Pau gia, mua s luong 16n.

1. Tao khéng khi s6i n&i bang hinh thitc ban hang theo mé hinh gidi tri.
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Toi da gidi thich chiing ta can st dung email, trang web dé€ truyén tai tGi khach
hang su vui thich vé mua bén trén internet, va 1am cho gian hang cUa ban lam in
phat dat hon, vatgia.com dua ra phuong cham " shopping is entertaiment". Va
trong vatgia.com c6 hai céng cu thudng dugc s& dung d€ viéc mua sam trd nén
thd vi hon d6 1a "bén si" va "dau gia". Trong phan nay tdi xin gidi thich vé 2
cong cU nay va cac cch d€ st dung hai cong cuU ndy trong viéc phat tri€n gian

hang cUa ban.

Trong thuc t€ nhitng sdn pham "bén si" va "dau gid" thudng c6 mot slc hap
dan rat 16n vdi d6i véi s6 dong khach hang.

"Bdn si" 1a hinh th(rc cang nhi€u khach tap trung mua mOt mat hang thi gia mat

hang d6 sé cang ré cho tat cd cac thanh vién khac.

" PAu gid" 1a hinh th(fc nhi€u ngudi mu6n mua mot sdn pham va ngudi nao
trd cao nhat sé c6 quyén mua. Day 1a hinh thic rat hap dan d6i vdi nhig san
phdm hi€m.

S&n pham dem vao "béan si" va "ddu gid" thudng dugc ban chay hon nhiing sdn
ph&m cting loai ban theo hinh thifc thong thuOng. Tai sao 1ai nhu vay ? Theo toi
c6 5 ly do nhu sau:

C6 nhiéu dudng dan dén san phdm

C6 nhiéu yéu té con ngudi trong dé ( do cé nhiéu ngudi tham gia )

Gidi han (s6 luong va thoi gian)

Mua duoc hang véi gid ho mubn mua.

Tinh tro choi, tinh hdp dan.

Vé diém 1: "C6 nhiéu dudng dan dén sdn phdm ". Khi ban ding ky sdn phdm
ddu gi4, sdn pham cla ban sé dugc gidi thiéu trong muc ddu gid cla
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vatgia.com thong qua dudng link sdn pham dugc gidi thiéu trong muc nay. Do
vay dudng vao gian hang clia ban s& dugc ting 1én. O tén vatgia.com c6 rat
nhi€u ngudi chi vao muc ddu gi4 d€ mua hang, nén néu ban ding ky hang héa
vao day co hdi cé dugc khach hang mdi sé ting lén nhi€u. Khi lugng ngudi vao
tham gia ddu gia ting lén thi sdn phdm cla ban c6 thé dugc nam trong bang
x€p hang san pham dugc quan tam nhi€u nhat, sdn pham sap két thic dau gia,
va nhiéu muc khéc sé ting kha ning ban cUa san phdm va quang céo cho gian
hang cUa ban. V& ban si ciing vay, chi can ban ding ky sdn pham cla ban vao
muc ban si, thi ban s& c6 nhiéu co hdi ban hang hon.

V€ diém 2: “Tinh con ngudi”. Khi cé nhi€u ngudi tham gia vao dau gi va ban
si, thi lugng ngu0i truy cap vao gian hang cla ban sé& nhi€u hon, va cac khach
hang khac sé c6 cdm giac gian hang cUa ban nhOn nhip dé mua hang hon. Trong
gian hang sé& c6 tinh ning hién thi sO lugng ngudi dang tham gia dau gia san
phdm va ngu0i tham gia mua si hang héa cUa gian hang. Cang nhi€u ngu0i tham
gia thi s& thu hiit su' to mo clla nhi€u ngudi tao ra vong 1ap hap dan thém nhiéu
ngudi khac tham gia thém.

2. SU dung hiéu qua cla gidi han, tao ra cdm giac cao cap.

T6i sé gidi thich thém 5 1y do tai sao hang hoa tham gia vao ddu gia va ban si lai
ban chay.

Vé diém 3: Yéu t6 gidi han " thdi gian, s6 ludng, d6i tugng khach hang", tbi
da gidi thich & phan xay dung trang san phdm, day chinh 1a y€u t6 thic ddy
khach hang s&m dua ra quyét dinh.

Chinh vi 1y do d6 sé tao cho khach hang cdm giac " n€u khong tham gia bay gi0,
s& mat co hOi. C6 mét sd ngudi ban hang da nghi ddu gia 1a noi ban hang hoa
vGi gid ré. Nhung thuc t€ lai khong phai vay, c6 nhi€u mat hang tham gia dau
gia dugc ban v4i gia rat cao hon vdi gia ban dau.
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Ban si ciing tao ra cdm gidc cang mua nhiéu thi cang dugc ré trong mot khodng
thdi gian va sO lugng bi gidi han nén c6 rat nhiéu khach hang da kéu goi ban bé
ngudi quen ciing mua hang nén trong mot thdi gian ngan gian hang cé thé ban

dugc mOt luong 16n sdn pham.

Vé diém 4: " Hy vong mua dudc voi mUc gid mong mubn " s& tao ra mOt su
ha&p dan manh v&i hinh thlrc ddu gia va béan si. B6i vGi ddu gid, néu gia khong
tdng qua cao thi khad ning mua dugc hang vdi gia ré sé rat cao. Va doi vdi ban
si ngu0i mua cang nhi€u thi sé cang mua dugc ré, nén hai hinh thc nay luén

tao ra cAm giac ky vong, thap thdm cho khéch hang.

" C6 th€ mua dugc vGi gida mong mudn" hay néi cach khac di 1a " c6 thé tu
quyét dinh dugc gia cla sdn phdm", chinh cAm gidc nay da tao ra cdm giac dé

dang tham gia vao 2 hinh th&c mua ban nay.

Chung ta cung th( so sanh tdm ly cUa khach hang trudc hai hinh thlfc mua ban
théng thudng va dau gia.

DOi v4i hinh th(fc mua ban théng thudng d€ tham gia ngudi ban phdi vuot qua

hai rao can:
- Hang héa dé6 tOt hay xau ?
- Gia ban cla n6 c6 hgp ly hay khong ?

Tuy nhién dGi v&i dau gia, rao can th(r 2 sé€ khdng con, ngu0i mua chi can quan
tdm ho c6 thich mat hang dé hay khong ? Hay mat hang dé c6 tOt khong ? Va ho

c6 thé tu do dat gia muOn mua.
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Do vay vi€c tham gia vao mua sdn phdm sé rat dé dang, dan dén nhi€u nguoi
sé tham gia, tao nén su' ndo nhiét doi v&i sdn phdm dé, va lai ti€p tuc thu hit
nh(ing ngudi khac tham gia. Nén c6 th€ néi dau gia 1a hinh thirc rat dé tao danh
sach khach hang tiém ning d€ ban ti€p can trong tuong lai.

Sau khi t6 chlrc ddu gid mOt sdn pham, ban s€ c6 danh sach khach hang tiém
ning, ban c6 th€ gUi email cdm On ho da tham gia, dOng thdi gUi kém céac sdn
ph&m hap dan khac d€ ting kha ning ho sé mua hang héa cla ban.

Vé diém 5: D& hang hoéa tham gia d&u gia va ban si ban dugc d6 1a tam 1y trd
choi. Khi khach hang ho tham gia ddu gi4 ho s€ c6 cdm giac vui mUng khi chién
thang vGi gia ho bd, va cdm thay ti€c nudi khi bi ngudi khac mua mat. Khi
tham gia ban si, ho s& ludn thap thdm xem c6 nhi€u ngudi mua tham gia d€ san
phdm cUla ho c6 thé mua ré hon khéng ? Va ho sé ¢ cdm giac hung phan khi
mua dugc hang gia ré. Chinh vi vay cdm giac trd choi sé tao ra cdm gidc vui

thich khi tham gia.
3. P& khong két thiic vi€c mua ban bang viéc ban hang gia ré.

San phdm tham gia ddu gid va ban si sé& ban dé hon cic mat hang khéc. Tuy
nhién nhimg sdn pham nay thuodng dugc ban v4i mlc gid thdp hon thong
thuOng. Nén d€ khong lang phi cd hdi ban hang dem lai sau khi ban da ban sdn
ph&m gia ré ban can c6 nhimg ¥ tudng d€ khai thac ngudn khach hang c6 trong
tay. Vi vay, ban nén dua ra tat cd cac muc tiéu khi dua mOt sdn pham nao dé

ra dau gia.
3.1. Ting s6 luong nguoi vao gian hang

Nhu t6i da trinh bay & trén. Khi ban dua san pham vao dadu gia thi sdn pham
cUa ban s& dugc nhiéu ngudi thdy hon, va khd ning ho sé vao xem nhi€u hon.
Va diéu quan trong & day ban can dan dat thé nao d€ khach hang tham gia dau

gia ho c6 thé xem thém nhiing trang khac trong gian hang cla ban.
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3.2. Tao ra c@m gidc vui, yén tdm cho toan b gian hang.

O teén internet yéu t6 d€ thu hit khach hang tham gia mua hang d6 1a " yén tam"
va "vui thich", va hai y€u t0 nay déu c6 thé tao dugc tir ddu gid. Pau gia sé€ tao
ra cAm giac nhOn nhip trong trang sdn pham va toan bd gian hang, nén nhiing

ngUoi tham gia ho cdm thdy yén tdm va vui thich.
3.3. Thu thdp duoc thong tin khdch hang cé tiém ndng cao.

Néu ban chi t6 chltc chuong trinh tdng qua khuyén mai, thi c6 nhi€u ngudi
khéng c6 khd ning mua hang, hay khong muOn mua hang ho ciing tham gia ding
ky. Do vay khong th€ goi d6 1a khach hang ti€m ning, tuy nhién dau gid sé hut
dugc nhitng khach hang cé tién, c6 mong mudn mua hang that sy tai thdi di€ém
d6, va n€u ban biét khai thadc ban c6 th€ ban hang cho ho trong nhiing co hdi
khac.

3.4. Piéu tra thi truong.

Khi ban c6 mOt mat hang m&i can bén ra thi truOng ma khong biét dat gia ra
sao, hodc ban dang muOn nhap mOt mat hang nhung khong biét nhap vdi gia
bao nhiéu thi hgp 1y. Nhing lic nhu vay ban c6 thé dua sdn phdm d6 vao dau

gia xem thj truOng ho trd gia bao nhiéu cho sdn pham dé.
3.5. Xt ly hang t6n kho.

D& x(r Iy hang tOn kho, ban cé th€ dua nhiing sdn phdm nay tham gia dau gia
va bén si. SO luong nhiéu thi ban cho vao dau gia, s6 lugng 16n thi ban cho ban

2

Sl.
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4. T6 chiic dau gia 1 VND ting dan d€ thu thdp danh ba théng tin khach
hang.

D4&u gia c6 rat nhi€u hinh thlc khac nhau, moi hinh thirc déu c6 di€ém manh va
di€ém y€u. Nén ban can suy nghi lua chon hinh thitc dau gia phut hop v4i muc
dich cUa ban.

4.1. Hién thi gid ddu gid ( Open hodc closed)

Hinh th(fc dau gia m3 (open) 1a hinh thitc khi khach hang tham gia ddu gia, ho c6
th€ quan sat dugc toan bd nhimg thong tin dd dugc dau gia. Hinh thc dau gia
déng thi toan bd théng tin, lich st dau gi4 sé khong dugc cong bO, & hinh thic
ndy ngudi mua s€ c6 cam giac nhu tham gia mOt trd chdi va ludn td mo doan

xem gid dugc bo 1a bao nhiéu ?

Trong trudng hop c6 nhi€éu ngudi mudn mua hang héa thi hinh thrc ddu gid mé
sé tao ra cAm gidc canh tranh va kha ning gi4 ban ra s& dugc nang 1én cao hon
con hinh thitc ddu gia dong s€ dé dang tap trung dugc nhiéu khach hang hon.
DOi v6i hinh thlic du gid mG thi khi gia & mUc 1 tri€u thi ngudi khong trd
dugc hon 1 triéu sé khong thé tham gia nén sé bi han ché s6 ngudi tham gia.
Tuy nhién & hinh th(c ddu gid déng thi moi ngudi déu c6 thé giam gia khong
phan biét gia cd ho trd thé ndo nén lUQng ngudi tham gia sé rat déng. Hay noi
ngugc lai dau gia mé sé khong thu hiit dugc khach hang, con dau gia déng thi

gia ban s€ khong c6 su canh tranh d€ day 1én cao.
4.2. Phan loai dua theo s6 luong san ph@m dem ra ddu gid.

Khi chi ¢6 mOt sdn pham t6i tam goi la ddu gia don ( single auction ), khi c6 2

san pham trd 1én goi 1a Power auction.

DOi v&i power auction thi gid cudi cting cho nhiéu sdn phdm sé khac nhau.
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Vi du: VGi 3 sdn pham thi gia sé 1a 1 triéu VND, 900.000 VND, 800.000 VND.
Thi ngu0i trd gia cao nhat 1 triéu VND sé bi thiét so v&i ngudi trd gid 800.000
VND, do vay c6 th€ néi hinh thlc ndy sé€ gay cdm giac bi thiét thoi khong vui

cho ngudi trd gia cao nhat.

Tuy nhién doi v4i hinh thirc Single auction thi khd mat thoi gian d€ lam trang
dau gia, trang tri d0 th(, nhung sau d6 ban hét thi sé& khong dung trang d6 n{ia,
gy ra mat thOi gian lang phi.

4.3. Gida mua ngay.

Trong hinh th(fc dau gid m& viéc thang bai thudng dugc quyét dinh ngay trudc
khi két thiic. C6 thé rat thich nhung trong thdi di€m sap két thic ma khong két
noi dugc vao mang d€ trd gi4, thi c6 th€ ngudi mua sé& khéng mua dugc san
phdm ho muln. Do vay, trong ddu gia xudt hién hinh thlc gi4 mua ngay, tlc la
ngUoi ban s€ dé ra mUc gia ho mong muOn ban, néu ngudi mua dong y trd véi
mUrc gid do thi ho sé cé thé két thiic phién dau gid sGm, va mua hang theo ¥ ho.
Tuy nhién hinh thc ndy cé mOt diém yéu dé 1a gia cudi ciing sé€ khong bao gi0
cao hon gia mua ngay, gidm tinh canh tranh trd gia cao. Do vay d0i v&i nhiing
dong sdn pham cao cap thi ban khong nén d€ gid mua ngay. C6 nhi€u trudng
hop chU gian hang d€ mUc gi4 mua ngay qua thap, s€ cé khach hang ho phan
nan khong nén d€ gia thap cho mOt sdn phadm cao cdp nhu vay, ma hay ban véi

gia cao cho ngudi hi€u dugc gia tri cla no.

DE bién cac culc dau gia thanh cong cu quang ba cho gian hang ban can nhan
biét nhitng di€ém manh va y€u cla tlng hinh thitc dau gia, va st dung sao cho
phit hgp nhéat vdi ting sdn pham va hoan cdnh cu thé.

5. T6 chtic ban si d€ thu thép 16 binh tir khach hang vé san pham.

Gibng nhu dau gid, ban si 1a hinh thic kinh doanh c6 tinh tro choi cao. Pac biét
hinh th{tc ndy c6 kha ning 16i kéo ngudi mua binh chon, danh gi4 vé san pham.
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Chinh vi ¢6 dac trung ndy nén cé th€ néi ban si 1a hinh thltc rat thich hop dé

thuc hi€n trén internet.

Bén si 1a hinh th(c cang nhi€éu ngu0i mua tham gia thi gia cang ré, nén nhiing
ngudi ho da ding ky mua thi ho sé c6 dOng cd d€ 16i kéo ngudi khac vao mua

cung.

PE€ tan dung t6i da hiéu qua dac trung cla hinh thlc ndy, khi ding ky mat

hang vao muc bén si ban can quan tim dén nhiing di€m sau :

5.1. Khong phai la s6 luong ban muén bdn ma la s6 lurong chac chan ban

c6 kha ndng bdn la bao nhiéu ?

DE cho hinh thitc ban si vao quy dao, thi viéc ban hét hang rat quan trong. Ban
nén tao ra cac phién ma san phadm dugc ban hét nhan, ban dé€ lai thong tin cla
nhiing ngudi da mua trén trang, va tao ra cAm giac c6 nhi€u ngudi da x€p hang
dé mong mudn mua sdn phadm ndy, tao cdm giadc nhOn nhip trong gian hang cla

ban.
5.2. Tao ra cdc ludt giam gid

Viéc thanh bai cUa ban si phu thuOc nhi€u vao "ludt gidm gid". Luat gidm gia

bao gdm gia khéi dau va mUc gia gidm ty 1& v4i luong ngudi tham gia mua.
Vi du: khi ban mu6n ban hoa qua thi ban c6 th€ dat mUrc gid nhu sau:

1-49 qua gid 30.000 VND

50-100 qud gid 25.000 VND

Trén 100 qua gia 1a 20.000 VND

Ban nén chd y gia ban dau, n€u d€ cao qua sé& khong c6 ngudi tham gia va sé
két thic ma khong ban dugc mat hang nao.
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Bi quyét d€ tao ra nhig dot ban si thanh cong 1a gid ban ddu ban dua ra phai
hap dan d€ c6 ngudi vao trd gia, vi ngudi nao vao trd gia, ma khoéng c6 nguoi
mua ti€p theo thi ho s& 1a nguGi phai chiu rUi ro mua gi4 cao. Ngugc lai nhiing

ngUOi vao mua sau ho s& dugc mua vd&i gia ré ma khong phai chiu rui ro.

Do vay ban nén d€ ludt gidm gia sao cho ngudi ta mua mOt don vi sdn pham
gi cling phdi gidm, hon la phai dat dugc mlic dd mdy chuc, mdy trdm sdn

phdm roi m&i gidm.
5.3. Tao ra cdc wu ddi cho nhitng nguoi tham gia dau tién

Ching t6i sé€ cho 5 ngudi tham gia dau tién quyén tham gia chuong trinh ding
ky triing thudng..... dé€ hiit ngudi tham gia dau tién.

6. Khong duoc quén théng bao, cham séc cac khach hang ti€m niing

K€ cd dau gia 1an ban si, n€u ban quan tam dén dac tinh cUa hai hinh thic nay
ban sé thdy viéc dua ra mUc gid ban dau va chon hinh thic 4p dung v cling
quan trong. Tuy nhién n€u chi dUng lai & day thi khong th€ néi ban da tén dung
hét 1gi ich cUa 2 hinh thUc nay.

Muc dich cUa dau gia va ban si khong chi dUng 1ai 3 m{c d0 ban hang, ma ban
nén tan dung nguon khach hang dé lam gian hang cla ban nhOn nhip hon, lam
tdng toan bd doanh thu cUa gian hang. Do vay ban can tinh toan trudc tat cd
nh{mg budc ti€p can v4di khach hang ti€m ning sau dau gia th€ nao? Lam sao
dé€ tiép tuc giGi thiéu hang héa mdi cho ho, 1am sao d€ ho hai long hon v4i dich
vU cUa ban? Cé nhi€u chuong trinh ddu gia dugc t6 chltc ma khéng c6 thong
béo tGi khach hang nén hiéu qud khdng cao. Do vay d€ t6 chltc mdt chuong
trinh ddu gia thanh cong ban can théng bao dén khach hang trudc khi dau gia.
DPE c6 co sG dit liéu cla khach hang ban c6 thé€ tG chlic chuong trinh ding ky
tring thudng, ting qua.
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7. Pi€u tra marketting bang dau gia trudc

Ban c6 th€ s dung dau gia nhu mOt cong cu dé€ diéu tra thi trudng truGe khi
thuc hién mOt k€ hoach qudng ba hang héa.

C6 mOt clra hang ban rat nhi€u do trén vatgia.com, ho tham gia cd dau gia va
ban si, tuy nhién ho dd bat ngd chi chuyén sang ban xe may va bd toan b0 mat

hang khac.

Ban dau cUfa hang ndy di ding dau gia mOt chi€c xe may gia 1 VND, c6 rat
nhiéu ngudi da tham gia dau gi4, va trong d6 c6 hon 50 nguoi da trd muUc gia
trén gia thanh cla clfa hang mudn ban. Sau d6 ho da t6 chlc dau gia 50 sdn
phdm xe may v&i gia 1 VND va mOt diéu tuyét v0i 1a cd 50 san phdm cla ho
dem dau gia déu dugc ban v4i mUc gid trén gia thanh clla ho dua ra. Va sau khi
ding 50 xe may dau gi, 1ai c6 thém 70 khach hang ho khéng mua dugc nhung
van tra gia cao hon gia thanh cla ho, va ho lai ti€p tuc nhap thém 70 cai nita

chao ban va ban hét.

Do vay ban khéng nén dua qua nhi€u sdn pham dau gia ngay tU dau vi kha
ning bi trd gid dudi gia thanh 13 rat cao. Nén ban nén thim do diéu tra trudc
theo hinh thifc ddu gid 1 VND, r0i sau d6 mdi nén dua ra lugng sdn pham phu
hop v&i nhu cau trén thi trudng d€ ban dugc véi mUc gia thanh cla ban.

8. Xay dung mOt ké hoach két ndi v6i doanh s0.

Nhu t6i da trinh bay & trén viéc ddu gid nhu ban xe may khong chi 1a mOt hanh
dOng don 1€, ma ban phai tinh cho mOt ké hoach dai hoi. Ban phai coi dau gia
1a mOt cong cu 1a budc dau tién trong mOt k€ hoach tim ki€m, khach hang, ting

doanh sO cUa cd gian hang.

Chiing ta cting xem mOt vi du sau day:
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C6 mOt clta hang ban hoa qud ban dau ho dem dau gia 100 kg quyt ddc san,

chia thanh 100 hOp khac nhau r0i dua vao dau gia power auction.

K&t qua 1a c6 366 ngudi tham gia ddu gi4, va ho di c6 lai. Budc 2 ho da t6
chlric dau gid 1 tan quyt theo hinh thic trén, va theo da d6 ho di c6 hon 400
ngUoi tham gia dau gia. P€n day 1a hinh thlc dau gia thong thuOng, nhung thuc
su' cdi ho muOn ban 1ai khong phdi 1a quyt ma ho mubn ban sdn pham My in

lién man.

Budc th( 3 ho t6 chlc ddu gia ban 50 set quyt va my &n lién man. Va trudc khi
t0 chlc ddu gia ho da gUi mail théng bao v€ cubc ddu gia cho nhiing ngudi da
tham gia 2 phién truGc. Nhiing ngudi tham gia ddu gia ho mua quyt, nhung sau
d6 ho ciing dugc thudng thitc ludn mén My an lién man.

Budc th(r 4 ho di t6 chlc ban si sdn pham my an li€n man don ddc. Va trude
khi t& chlrc ho da gUi mail théng béo cho cac thanh vién da &n th(f mén nay, nho
ho vao vié€t 10i binh, khen ngQi sdn pham. Chinh nho di€u d6 ho da thanh cong
trong vi€c ban ra thi truGng mOt lugng 16n sdn pham my &n li€n man cla gian
hang.

DaGi véi ban si thi viéc thu thdp thong tin cUa khach hang ti€ém ning trudc khi tG
chUc bén rat quan trong. Trong vi du nay thi gian hang da c6 trong tay rat nhi€u
nguoi ho da dugc dung th(r sdn phdm va ho dd mu6n mua. Va sau khi g(ti mail

thong bdo v€ san pham ban si, khach hang di quay trd 1ai mua cUa ho rat nhi€u.

Néu chi c6 dau gia va béan si don 1€ thi sé khé dua ra hi€u qud ngay, ma ban
nén két hgp nhiéu phuong phap, nhiéu mat hang d€ tao nén hiéu qua cOng
hudéng 16n hon.

9. Email thong bao két qua la co hdi quang ba tuyét voi.
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Khach hang tham gia ddu gi4 1a khach hang c6 kha ning mua hang cUa ban rat
cao. HO da chdp nhan trd m6t mUc gia nhat dinh d€ mong mu6n c6 sdn pham

do trong tay, nén c6 th€ goi ho 1a nhém khéch hang chat lugng cao.

DOi v&i nhitng khach hang ho di mua sdn phdm thi ban c6 thé gli nhiing hang

héa lién quan dén chao moi, xem ho c6 quan tdm khong ?

DGi v6i ¢ hai d6i tuong nay ban déu c6 thé gl mail tiép can ho. O ddy ban
nén 1ay c@ d€ g mail d6 1a mail thong bao vé két qua ddu gia. Va nhiing
ngUdi tham gia ddu gid hau nhu ho s€ doc, nén day 1a co hdi tuyét voi d€ ban

thém nhiing sdn phdm lién quan, s&n pham cling loai vao trong email.
Nhifng Uu dai dac biét kich thich tdm 1y tiéu dung cUa khach hang.

9.1. Thong bdo nhing phién ddu gid dang duoc t6 chiic, nhitng san phdm

cung loai.

Nh(ing khéch hang tham gia d&u gid nhung that bai, ho thudng cé nhu cau mua
ti€p, nén gUi mail thong bao nhitng sdn phdm cung loai, thi ho sé rat quan tim

va kha ning tham gia dau gié ti€p sé rat cao.
9.2. Quang bd san ph@m bdn théng thudng trong gian hang.

C6 nhiing email gl khach hang ho viét nhu sau: Néu ban mua thém hang héa
trong cUa hang chiing tdi tdng cOng trén 500.000 thi chi phi van chuyén 50.000
sé dugc mién phi. Nén cé nhi€u khach hang ho dau gid sdn pham c6 400.000
VND, thi ho sé c6 dan thém mua thém 100.000 VND n{ta d€ ho dugc mién phi

tién van chuyén.

9.3. P6i voi bdn si thi méi 1&n gid ha xuéng ban cé thé g mail thong bdo
cho ho 1a gid da ha va hién tai dang c6 mOt sO hang héa khac tuong tu’ dang
dugc ban. Nhitng ngudi da tham gia mua, thi kha ning ho mua thém d€ dugc
hudng cac Uu dai nay kia sé rat cao.
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Chuong VI: Quan tam lam cho khach hang cdm dQng.
1. Dich vu trén ca mong dgi sé rung dOng khach hang.

Tat cd céc chl gian hang déu mudn tao ra moOt gian hang hap dan dugc khach
hang, gian hang ban chay. P& lam cho khach hang thich gian hang cUa ban, lam
cho ho mu6n mua hang tUr gian hang cUa ban thi ban can phai lam gi ?

Cau trd 10i 1a ban phai cung cdp mot dich vu tot, vay mot dich vu tOt 12 gi ?

Toi s€ quay lai vi du gUi bao thu' cdm On trong thung hang gui tGi khach hang.
O chuong 1 t6i d dé cAp dén vi du nay, khach hang d&t hang qua thuong mai
dién t& nhung khi hang dén trong d6 c6 mOt bl thu tay vi€t cdm on cUa chl
clra hang, diéu nay lam khach hang cam thay ho dugc quan tdm t6n trong. Dich
vU tOt G day c6 th€ dugc dinh nghia la dich vu vuot trén su mong doi cla khach
hang, dich vu dudi m{c mong dgi cla khach hang cé th€ goi lai dich vu t0i.

Ban chi can nghi t&i nhing dich vu gi ma ban cho 1a t6t thi hdu hét ban da
mong dgi mOt di€u gi d6 ma dich vu ban si dung da vuot qua su mong doi do.

Piéu khién mirc dé mong doi ctia khdch hang va ndang cao dé théa man.

C6 mOt di€m rat quan trong ma ban can quan tdim d6 1a diéu khi€n muc d6

mong dgi cUa khach hang.

C6 nghia 1a ban khong dugc d€ mUtc d0 mong dgi cla khach hang & mlc qua
cao, hay ban nén gidm b&t mUc d0 mong dgi cUa ho, thi khd ning ban cung cap
cho ho mOt dich vu vugt qua sU mong dgi d6 va 1am ho cdm dOng sé rat cao.

Vi du: vé su trd 10i cau hdi cUa khach hang, ddi khi ho hdi vao t0i th( sau, tuy
nhién gian hang l1ai nghi vao ngay th& 7 va chU nhat nén sang th( hai m&i trd 10i
email dugc, nhung khach hang ho khéng biét dugc di€u d6, nén ho cho rang
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clra hang nay lam &n cham chap, khéng tin tudng dugc. Do vay dé diéu nay
khong xdy ra ban can ghi rd trén trang chu 1a cfa hang ching t6i nghi ngay th(r
bay, chll nhat, d€ gidm bt su ky vong cla khach hang vé dich vu cla ban.

Khi ban ghi rd di€u ndy trén trang chU thi m{c d6 mong dgi cla khach hang liic
nay s€ 1a " th( 2 ho sé& trd 10i mail" . Tuy nhién lic nay sang th(* 7 ma ban tra
10i email dugc cho khach hang thi chdc chan ho sé danh gia rat cao dich vu cla
ban.

Mat khac ban ciing nén biét rang su ky vong cla hang khach hang vao dich vu

cUa ban ngay cang cao.

Quay trd lai vi du thu tay cAm on trong hOp hang gUi dén, 1an th( nhat ho c6
th€ cdm dOng tuy nhién di€u d6 sé trd thanh mUc d0 mong doi binh thudng cla
ho, nén 1an sau k& ca clta hang c6 gUi 1 blc thu nhu thé nita thi ho ciing khong
cam thdy dé 1a tot n{ra ma cho 1a binh thuong. Va lic d6 ban gli blc thu in dén
cho khach thi ho sé& nghi 1a dich vu cUa clra hang nay ngay cang khong tot.

Dich vu t6t c6 thé diéu khi€n mUc d6 mong dgi cla khach hang va 1am cho ho
xtic ddng bGi nhitng hanh dOng vuot trén mong dgi cUa ho. Nhung mat khéc
ban luén phdi y thic 1am sao ti€p tuc cung cap cho khach hang nhling dich vu
cao hon nhing gi hg mong dgi.

O day c6 mOt di€m ban nén d€ y d6 1a tim ra nhiing phan ho khong mong doi
va tim cach dap Ung, danh ding vao nhiing gi ho khong mong dgi. DOi tuong
ma khach hang thudng dat hy vong c6 2 loai.

San ph&m va ngoai sdn pham (dich vu ). O ddy c6 mot diém ban khong dudc
quén d6 1a khach hang ludn c6 mOt su' mong dgi nhat dinh vé san pham. Vi
khach hang ho tra tién cho san phdm d6 nén ho da c6 san mOt mong dgi vé€ san
ph&m. Mat khac gian hang thuOng gUi email quang cdo v€ nhiing di€m t0t,

di€ém hay cUa sdn pham nén trong dau khach hang luén san c6 mOt mong doi
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tru@c khi mua hang. Vi du ho trd 500.000 VND d€ mua lai mOt gia tri 1a
500.000 VND cho nén khi sdn phdm nhu' ho mong doi dén thi ho ciing khong
18y gi 1a xtic dOng gi ca.

Phan nan la co héi tuyét voi dé ting ngurdi hdm mé.

MUc d6 ky vong cUa khach hang trd thanh chudn cUa "dich vu tOt hay khong tOt
", c6 nghia 1a ban nghi minh c6 ¢ gang thé nao di nlfa thi ciing khéng c6 y
nghia gi ca.

Vi du : trong truOng hop ban da lién lac vdi khach hang nhiéu 1an d€ tra 10i
nh(ing cau phan nan cla khach hang, tuy nhién ho van khéng dong y. Thi thudng
ban sé& nghi tai sao minh da c6 dén mUc d6 nay rdi ma khach hang van khéng
chap nhén nhi? Trong trudGng hop ndy c6 thé néi rang mic d6 phuc vu clia ban
chua vugt qua dugc su ky vong v€ dich vu cla khach hang. Do vay ban can
binh tinh, xem d0i phuong ky vong di€u gi ? MUc dd d6 nhu thé nao ? Va ban
can dap Ung su ky vong d6 nhu thé nao ? N&u ban 1am dugc diéu nay thi khach
hang ho s& cam thay thda man va ho c6 thé€ yéu thich s dung dich vu cla ban.

Su phan nan 1a co hdi d€ ban tao ra ngudi ham mo. Thuc t& c6 mOt ngudi chl

cUa hang néi nhu sau:

DOi v6i gian hang cla ching t6i khi c6 nguGi ndo phan nan, thi nhan vién ching
t6i d€u rat vui vi ho c6 co hdi phuc vu t6t hon. Thudng nhling khach hang ho
phan nan, néu ching ta cu xU diing cach dap Ung tOt nhing yéu cau cUa ho thi
ho sé trd thanh "ngudi ham mo" gian hang cUa ching ta.

Khi dich vu cla ching ta khéng vugt qua dugc mic dO ky vong cUa ho thi ho
s& phan nan, va ho sé danh gia thap gian hang cla ching ta. MUc d0 ky vong
cUa ho sé gidm xuOng, thi liic nay 14 thai di€m t6t nhat d€ 1at ngugc tinh thé,
18y lai cdm tinh cUa ho bang nhiing dich vu t6t.
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2. Thong qua tra 10i blog, dién dan, ngudi ch gian hang cé thé quyét dinh
duoc sdn pham.

Vi du cu thé vé viéc doi Ung vGi nhiing 10i phan nan, ching ta c¢6 thé cling xem
mOt truOng hop dugc viét 1én dién dan cla gian hang.
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TrudGc dé6 t6i xin néi mOt chit vé€ y nghia clla dién dan trong gian hang.

Khi khach hang ho tim dugc sdn pham mong muln, nhi€u khach hang ho sé
quan tdm dén chat lugng phuc vu cUa cla hang thé nao, va thuOng noi ho vao
xem dau tién d6 1a dién dan, noi danh gia cUa nhitng ngudi da s& dung vé dich
vu gian hang. O ddy néu c6 nhiéu 10i binh, nhiéu 10i khen nggi thi khach hang
c6 th€ yén tdm khi mua hang héa tU gian hang. HO c6 thé biét dugc cdm giac
sau khi dung dich vu cla ngudi khac, nhitng sdn phdm ho di mua la gi ? Chat
lugng thé nao ? Sau khi doc nhiing cau hdi, nhing 10i binh cUa khach hang khac
ho c6 thé xem tOc dO trd 13i cla chU clfa hang t€ nao ? Ngudi chU trd 10i thé
nao ? Nhin vao dé khach hang c6 thé danh gia dugc thai d0 cla ngudi chu, tinh
cach cUa ho va xem c6 thé tin tudng dugc hay khong ? Néu dién dan c6 nhiéu
nguoi tham gia mOt cach ndo nhiét thi khach m&i vao ho sé c6 cam gidc c6 céi
gi hay hay @ day, ho s& to mo va xem nhi€u trang cUa gian hang, va co h0i mua

hang cUa ban sé ting lén nhiéu l1an.

Chi can ngudi khach khac ho ghi 1a " ti da ding sdn pham ndy tOt" chi cAn mot
cau néi do thdi cé th€ gitip khach hang khac dua ra quyét dinh mua hang rat don
gidn. Ngudgc lai chi cdn mOt 10i ché vé sdn pham ngay 1ap tlc sé 1am khach
hang phan van. Do vay viéc d6i Ung v&i nhiing 10i phan nan, ciu hdi trong dién
dan mOt cach nhanh chéng, thich hgp vd cling quan trong trong viéc thuy€t phuc
duogc khach hang sém ra quyét dinh mua hang cUa ban.

Khéng phai chi c6 dién dan ma cé thé 1a blog clla ngudi chUl gian hang ciing c6

th€ 1am tOt chlic ning nay.

O day t6i xin dua ra mOt vi du vé mOt cla hang ban d6 hai san. Trén dién dan
cUa c(ra hang c6 khach ghi ho da that vong vi sdn phdm ho mua khéng diing véi
y clla ho, tuy nhién sau khi dugc ngudi chU gian hang gidi quy€t rat tan tinh va
gUi cho ho mOt mat hang d€ xin 16i ho, lam ho hai long, va ngudi khach d6 da
tr® thanh mOt ngudi Ung hd nhiét tinh cho gian hang do.
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Trong trudng hop cla cla hang khac, khach hang sau khi mua hang ho da kéu
rang mat hang ho nhan khong ding, chat lugng khong tOt,( mat hang dé c6 gia
tri khong cao 1am) thi clra hang d6 da néi véi khach d€ ho c( s(f dung sdn phdm
d6 nhu 1a hang khuy€n mai xin 10i khach hang, va ho sé gUi hang ding theo
khach hang yéu cau dén sau. N€éu lam dugc nhu thé thi chac chan khach hang

ho sé& hai long va quay trd lai vGi gian hang.

Véan dé dat ra & day néu so sénh s6 tién van chuyén hang héa ngugc trd lai
gian hang + chi phi tim ki€ém khach hang mdi thi sé vugt qua mOt sO ti€n nhat
dinh déi khi c¢6 16n hon gié tri hang héa ban da gUi nham thi tOt nhat ban nén
tang hang héa dé cho khach hang d€ ho hai long sé tOt hon 1a 1dy lai hang roi
d€ mat ludn khach hang do.

Pdnh mat niém tin, 3 diéu t6i ky trén dién dan.

Néu ban st dung dién dan ding cach thi sé dem lai nhi€u 10i ich cho ban,
nhung n€u khong ding cach thi c6 thé sé gay dnh hudng rat 16n gian hang cla
ban. T6i xin dua ra 3 di€u tOi ky ma ban khong nén pham phai.

- X6a 10i phan nan

Khi ban x6a 10i phan nan thi ngudi khach viét 16i phan nan dé sé coi gian hang
c6 y che gidu khuyét di€m, 16i 1dm va ho sé dién lén viét nhiing 1Gi phan nan
tOi t€ hon, nhu d6 thém dau vao 10fa. Ban nén d€ nguyén 1Gi phan nan va trd 10i
ho mOt cac thanh thuc. Tuy nhién d6i v&i nhiing 10i 1€ thd tuc mang tinh bdi
nho thi ban c6 th€ x6a, vi nhitng 10i néi d6 sé& dnh hudng dén tdm ly cla ngudi
khac.

- BO mdc 101 phan nan

POi véi nhiing khach hang viét 10i phan nan, ban c6 th€ goi dién hay gl email

dé€ gidi quyét xong thi ban ciing khong nén bd mac dé ma khong trd 10i quan
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tdm. Vi c6 nhi€u khach hang ho tham gia dién dan ho sé nghi ban khéng quan
tam dén khach hang, nén ban nén trd 10i chi ti€t, hodc ghi chiing t6i da tra 10i
ban qua dién thoai rOi mong ban hai long. D& 1am ngudi khac nhin vao ho sé

cam thay gian hang ban 1am an c6 uy tin, trudc sau.
- Cong khai thong tin ca nhan.
Ban tuyét dOi khong dugc 1am 10 théng tin c nhan cla khéch hang.

DPén day chac ban ciing nhan ra su anh hudng cUa dién dan d6i v4i gian hang
rOi. Tuy nhién c6 mot van dé d6i v4i nhiing gian hang mai 1a dién dan cla ho
khéng dugc khach hang nao vao viét gi hét. Do vay dé ho viét 10i binh vao
dién dan trong gian hang thi ban nén g(i mail trong d6 c6 dudng link cUa dién
dan dé€ thu hut khach hang vao viét cdm tudng, hodc bang nhi€u no luc khac dé
khach hang ho vao viét, ch( khéng nén ng0i doi.

Ban nén nghi ra cach d€ khach hang ho viét r0i vao viét ti€p. Nhan day t6i ciing
xin chia s€ bi quyét d€ kich thich khach hang viét vao dién dan gian hang cUa
ban.

- Tra 10i nhanh.

Khi ho vira viét cau hdi ngay 1ap tUc nhan dugc cau tra 10i thi ho sé rat thich,
va c6 khd nang sé hdi tiép.

- LOi n6i than thién, dé gan

- Tra 10i g8p dobi

Viét trd 10i vGi lugng gdp ddi ndi dung cla cau hoi.
- Kiém tra lich stf mua hang

- Viét theo hinh thUc cdu hGi, d€ kich thich khdch hang viét tiép
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Ngoai ra ban c6 thé t& chlfc trao thudng cho nhitng ngudi tham gia viét dién
dan dé€ tao thém dbng luc cho ho viét.

3. Su hap dan cla gian hang la su nhan déi lwong thong tin trao d6i

Toi da dua ra cach tao mOt gian hang 1am khach hang thich thi, quan tdm d6 1a
phdi cung cdp mdt dich vu t6t. O ddy con mot diém nifa d6 1a luong thong tin
trao dGi vGi khach hang. D€ ting dugc lugng thong tin trao dGi vGi khach hang

ban can chii tdm vao viéc 1am ting théng tin.
Pau tién t6i xin dugc dinh nghia vi€c giao ti€p & trén vatgia.com c6 nghia la gi?

- Truyén dat su hdp dan cUa gian hang ( vui thich, yén tam, tién 10i) t&i khach
hang, va d€ ho cadm nhan dugc nhiing diéu dé.

- P& khach hang néi nhitng gi ho suy nghi, ho ky vong & chiing ta....
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Do vay khi chiing ta gUti d€n khach hang m6t théng tin ma ho nhan nhung khong
r& 105, khong c6 ¥ kién gi hét thi d6 khong thé goi 1a giao tiép dugc. Ddi khi ho
nhdn, ho c6 y ki€n ndy kia nhung ho khong thé€ truyén dat dugc tdi chiing ta do
ho khong thady tién 10i, thi c6 thé néi chiing ta dang thi€u di nhitng cong cu giao
tiép.

C6 thé néi internet 1a mOt phuong tién d€ 1ang nghe ¥ kién phan hoi tir khach
hang rat hiéu qud. Trudc day ching ta chi c6 thé gUi thu tay, post card, hodc
cam nhiing phi€u di€u tra dén tUng nha d€ 1ay thong tin, ¥ ki€n cla khach
hang, nhung gi0 day thong qua internet ban c6 thé 1am di€u ndy trong thoi gian
ngan vai chi phi rat thap. Vi khach hang ho luén mudn néi y ki€n cla ho, n€u
cung cap cho ho mOt cong cu va chi y lang nghe, hoi dap thong tin mot cach
chan thanh nhat d6i véi ho.

Trén vatgia.com c6 muc vatgia.com/hoidap, ddy 1a ndi khach hang c6 thé néi tim
tu, nguy€n vong, khiic mac cla ho, va clra hang va nhi€u thanh vién khac c6 thé
trd 10i quan tdm dén ho. NhO c6 hoi dép, nhd c6 ndi d€ tham khdo y kién cla
mOi ngUdi nhi€u khach hang da tham khdo va c6 thé ra quyét dinh chinh xac
hon khi tiéu dung.

Ban c6 thé ting khach hang yéu thich gian hang cUa ban bang cach ting cuOng

doi thoai, néi chuyén véi ho.

Trén vatgia.com ching t6i coi d0 hap dan cla mOt clfa hang sé bang hai 1an
lugng thong tin clfa hang dé doi thoai v&i khach hang. Tdi cé quan séat nhiing
cUfa hang 1am &n tOt trén vatgia.com thuOng 1a nhiig clfa hang ho ludn ting
cuOng giao ti€p v&i khach hang. HO cang trao d0i, giao luu v3i khach hang
nhi€u thi ho cang ban dugc hang. Puong nhién chat lugng cla nhitng cudc trao
d6i néi chuyén nhu vy can phai dugc bdo ddm, dan dat khach hang dén hanh

dOng cudi cling 1a mua hang va thda méan ho.
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Ly do "hai lan" t6i nhan manh & day, ban c6 thé hi€u dugc bang viéc so sanh
Mass marketing va internet. Mass marketing la phudng phap marketing c6 dac
di€m, 1y d6i thoai theo ki€u 1 dOi vGi sO déng, mOt hudng, gian ti€p. Ngudi
ta thuOng giao ti€p vGi khach hang théng qua nhiing phudng ti€n truyén thong
c6 dién nhu TV, béo, tap chi.

Tuy nhién Internet marketting 1ai c6 mdt ddc di€m hoan toan ngugc 1ai, ban cé
thé giao ti€p 1 d6i vdi 1, giao ti€p hai chiéu, truc ti€p. Ban c6 thé nhan ¥ kién
truc ti€p tUr khach hang, ban c6 th€ nhin thay khach hang va doi thoai v4i ho
chat ché hon.

Mat khac, cac gian hang ho c6 thuc hién giao ti€p v&i khach hang c6 chiéu sau,
thi ho thudng thu thdp dudc nhitng ¥ ki€n rat quy bau tUr khach hang d€ thuc
hién cdi thi€én viéc kinh doanh cla minh, va 1am cho gian hang cla minh ngay

cang trd nén hap dan hon.

Do vay c6 th€ néi gian hang cang cung cap dich tot thi ho cang c6 nhitng ngudi
khach yéu thich mua hang tU gian hang d6. Khi ban c6 nhiéu khéch hang trung
thanh thi ho sé& ghi rat nhi€u 10i binh t0t cho ban. Pay c6 thé€ néi 1a tai sdn quy
gia nhat trén internet vi nhiing théng tin ndy sé& tu nhién truyén tdi nhimg tin
hiéu tOt dén nhi€u khach hang khac ma ban khéng mat cong thuc hién. Y cla
cau n6i " sy hdp dan cla gian hang sé bang hai 1an lugng thong tin cla gian
hang d6 giao ti€p vGi khach hang" , dugc thé hién & chd lugng thong tin giao
ti€p ting, va sO khach hang yéu thich gian hang cang ting, thi gian hang cla ban
sé dugc gidi thi€u dén nhiéu khach hang hon.

Do vay viéc ting lugng thong tin binh chon, danh gia thong qua viéc ludn thuc
hién d6i thoai v&i khach hang c6 thé néi 1a mOt muc tiéu quan trong doi vdi cac

gian hang mu®n kinh doanh trén internet.

Tuy nhién ban khong dugc coi internet 14 mOt céng cU mass marketting gia ré,

rOi ban tu tién thu thap thong tin khach hang gli dén ho nhiing email m0i chao
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hang ma khdng dugc su dong ¥ clla ho. Lam nhu th€ ban sé khang tu dugc két
qud gi cd, ngudc l1ai ban cé thé bj ghét.

C6 th€ néi internet 12 mOt noi giao ti€p tuyét vOi cho tat cd moi ngudi, tuy
nhién ban can phai cé6 mot cach hiéu diing dan, d€ si dung internet dem lai 10i

ich 1au dai cho viéc kinh doanh cUa ban.

4. Cac budc té chuc cac chuong trinh vui choi cé6 thudng dé ting luong

khach vao mua hang
4.1. Thu hut khdch hang

GUi thong tin vé chuong trinh tring thudng tang qua vao céc site tang qua, lam
tang lugng khach vao tham gian hang

4.2. Tang lwong khdch hang méi théng qua cdc chuong trinh tang qua ai
ciing c6 thé dé dang tham gia duoc.

4.3. Tiép khdch

Tang dO nhan thic vé san phdm, ting d6 trung thanh cla khach hang bang viéc
tao cho ho nhi€u ni€m vui thich khi mua hang tU gian hang, ting lugng khéch
hang trung thanh d€ ho danh gia tOt vé gian hang, ho gidi thiéu nhiing khach

hang m&i cho gian hang
4.4. Tang khach

Ting luong khach hang trung thanh, sau d6 luén chdm séc ho bang cac email c6
thong tin hdp dan b ich tGi ho, lam ho quan tdm hon dén nhiing san phdm

m&i, ting doanh sO cUa gian hang.
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5. Tao khong khi nhén nhip trong gian hang cla ban bang cach 16i kéo

khach hang néi di€u ho muén néi.

C6 mOt gian hang kinh doanh v€ bia, nhan ngdy Valentine, ho c6 dua ra mOt
chuong trinh tim cau néi chic valentine hay nhat. Sau khi tuy€n chon sé gUi cho
5 ngu0i xuadt sac nhat 3 thung bia hang nhat. MOt di€éu ngac nhién 1a da c6 hon
500 ngudi vao dua ra nhiing cau chiic rat hdp dan tha vi.

CUa hang ban bia ndy ho rat tinh ¥, luén tao ra nhitng chuong trinh hap dan
theo mua d€ ban hang rat tot, tuy nhién 1an valentine d6 gian hang ndy da ting
dugc doanh s6 ban bia nhd mot y tudng rat nhd. Ban dau ho cho khéch hang
nh& vé chuong trinh nay, sau khi c6 dugc danh sach khach hang tham gia, thi ho
g(ri di mOt email "Bia tuy€t hdo cho 1€ tinh nhan" gUi tat ca cho thanh vién, va

duong nhién sé c6 nhiéu ngudi mua hang tir ho.
Di€ém mau chot cla chuong trinh trén c6 thé tém tat lai trong 3 diém
5.1. GOi y cho khdch hang néi chuyén.

Khach hang ho luén c6 tam su, c6 nhi€u di€u mudn néi. hdy goi y, tao ra nhiing
ch(l dé d€ moi ngudi tham gia binh ludn

5.2. Nhiing thong tin do khdch hang gui téi la nhiing tdm huyét, nhiing tinh

ca@m chan thanh cua ho.

Nh(ing chuong trinh ding ky tang qua binh thuOng khach hang thudng khéng
nhG ho da ding ky ¢ dau va bao nhiéu clra hang r6i. Nhung d6i vGi nhling
chuong trinh ggi ¥ cho ho néi tAm tu, tinh cdm, s& thich, n6i buén cla ho vao
thi ho sé rat nhé. Piéu nay khong phai ai cling tham gia, ai ciing mubn bay t0,
tuy nhién nhiing ngudi ho tham gia 1a nhiing ngudi ho c6 mOt su quan tdm dac
biét va c6 an tugng v&i gian hang-ngudi da tao ra chuong trinh dé. Do dé, c6
thé& néi khach hang tham gia 1a khach hang chat 1ugng cao.
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5.3. K€ hoach ban dqu khéong nén tao ra mét an tuong la ké hoach chi dé

bdn hang.

Ban dua ra mOt k€ hoach tu nhién, k& hoach, 1am cho moi ngudi tham gia ho
cam thay tu nhién, khéng phdi tham gia d€ mac muu gian hang va phai mua
hang. Nhu th€ khach hang sé tham gia rat vo tu, va ban sé c6 nhiing ngudi ban
chan thanh, va ban c6 th€ khai thac ban hang cho ho trong tuong lai gdn néu nhu
cau tring khdp.

Va mOt di€u quan trong n{fa, ngudi chU gian hang nén tich cuc tham gia vao cac
chuong trinh ho tao ra, d€ cdm nhan, d€ c6 nhitng di€u chinh sao cho chuong

trinh d6 hap dan nhat, tht vi nhat va dat hiéu qua cao nhat.

Thong tin lién hé

Céng ty C6 phan Vat Gia Viét Nam

Dia chi: Tang 9, 51 Lé bai Hanh Hai Ba Trung, Ha NOi
Tel & Fax : 04. 3974 3718

Email : info@vatgia.com

Website: http://www.vatgia.com

Céng ty C6 phan EasyMedia

Dia chi: P1103 Thép B, Toa nha Ha Thanh Plaza, 102 Thai Thinh, Ha N§i
Tel: +84.4 3565 1974

Fax: +84.4 6285 0545

Email: contact@easymedia.vn

Website: www.easymedia.vn
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