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Ndam cdp dg dong tinh

M oi sy dong tinh déu khong dwgc hinh thanh véi
cung mot mitc do nhw nhau. Hay nho lai nhiing
budi hen ho véi ban géi, sau vai lan gdp g, ban duoc
phép nam tay nhung chi d6i ltc va chi vao nhiing ltc
khong c6 nguoi xung quanh. Cap d¢ ti€p theo 1a hai ban
cung sanh vai dén truong.

Muc tiéu ctia nguoi lam Marketing Dong tinh la nang
nguoi tiéu dung 1én tirng nédc trong bac thang dong tinh,
tir ndc xa la thanh ban httu, r6i ttt ban hitu 1én thanh
khach hang, r6i thanh khach hang trung thanh. Clung
véi su nang dan cap d¢ Dong tinh, trach nhiém va loi
nhuén clng tang dan theo tung cap do.

C6 nam cdp d9 cua su Dong tinh dugc sap xép theo
miutc quan trong nhu sau.



80 + MARKETING TRONG THOI DAI NET

1. Hé thdng (va m6 hinh “mua c6 thé hoan tra”)

2. Ghi nhan (m6 hinh “bdo dam” va mo6 hinh “co
mayli)

3. Quan hé ca nhan
4. Niém tin thwong hiéu
5. Truong hop

Ngoai ra, con cdp dd nita dwoc goi la “rac”, nhung
cap do nay qua thap, sé duoc noi qua ¢ sau.

1. CAP PO DONG TINH HE THONG

O cap d¢ nay, nguoi lam marketing guii di bat ct san
pham nao ma ho cho la phut hgp vdi khach hang ma
khong théa thuan trudc. Nhung moét khi nguwoi lam
marketing du kién sai hay lam dung su dong tinh nay
dé€ gui di nhitng san phdm khong phu hop va dang nhu
cau cua khach hang, ho sé& cé nguy co mat vinh vién
nguroi khach hang nay.

Vi du nhu khi ching ta mua gao ¢ moét dai ly , dai ly
nay da tao dung duwgc niém tin d6i véi ching ta va
ching ta chap thuan cho ho dwa gao dén nha hang tuan.
Chu dai ly nay biét ching ta thuwong an loai gao nao.
Diéu nay cling dn chita nguy co tiém tang. Néu mot dai
ly gao khac gidi thiéu voi ban cung loai gao d6 nhung
v6i gia ré hon. Cac dai ly cii sé c6 nguy co mat ban vi gia
bén dat hon. Hogc ciing c6 thé ching ta khong quan tam



NAM CAP bO DONG TINH + 81

dén gia ca va tin tudng vao dich vu tt cua nguoi dai ly
cti. Nhung néu nguoi ban gao mdéi gidi thiéu véi chiung
ta mot loai gao khac ngon hon han loai chiing ta thuong
an, kem theo d6 1a nhitng dich vu khac biét khién ching
ta thuwe s hai long thi dai ly ct van cé thé mat khach
hang trung thanh.

D¢ dat dén va duy tri cdp d6 Dong tinh nay, nguoi
lam marketing can khong ngting gidi thiéu san pham va
dich vu méi dua trén sy nhitng thong tin thu nhan dwoc
ttr khach hang. Va do d6, nguoi lam marketing can
khong ngung trao do6i thong tin twong tac voi tan sudt
cao vdi khach hang.

Hai muwoi nam triedc, mot cong ty phat hanh sach o
My la Book of the Month Club cuc ky thanh cong véi
con s6 hang triéu khach hang. Cong ty nay thanh cong
ruc rd la nho td chire tt mot cau lac bo gidi thiéu sach
thang trong thoi gian dai. Ho gianh dwoc sy dong tinh
cua nguoi doc va duogc phép gui sach dén hang triéu doc
gia than thiét.

Vi k& hoach Marketing Dong tinh khon ngoan, ban
quan ly cau lac by nay c6 duoc mot quyén luc dang mo
wdc trong tay. Thong qua gidi thiéu sach, ho da gitp cho
tac gia tro nén ndi tiéng. Ho st dung quyeén luc nay dé
dat duoc ty 1€ phan tram giam gid cao nhat dong thoi ho
khong giam gia nhiéu cho nhitng khach hang than quen.

Mot vi du nita vé mirc d6 Dong tinh nay la viéc dat
mua bdo, tap chi. Ban tra tién trude cho modi to bdo hay
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tap chi va tin tudng d€ cac nha phat hanh gui cho minh
cac loai bao, tap chi, vat phdm quang cao khac hang
thang.

Tai sao nguoi ta lai chap nhéan trao cho nguoi khac
viéc lam mang lai nhiéu lgi nhuan nay?

Ly do dau tién va quan trong nhat la d€ tiét kiém thoi
gian. Streamline, cong ty dich vu duoc nhéc dén trong
chuong IV, sé khong thé thanh cong véi mo hinh dich
vu néu moi nguoi ¢ thira thoi gian ranh dé€ cham séc
viéc nha. Kinh t& phat trién da tao ra nhitng ngudi san
sang tra tién d€ cé thém dwoc chit thoi gian ranh roi.
Chinh vi vdy ma Streamline da thanh cong. Moi nguoi
s&n sang tra tién cho Streamline dé khong phai lam viéc
nha, do dd c6 thém chat thoi gian ranh quy bau.

Ly do th hai la d€ tiét kiém tién. Chi phi marketing
chiém ty trong lén nhét trong tong chi phi ctanhiéu
nganh kinh doanh. Cac nha phat hanh gidam dwoc chi
phi marketing d6i véi nguoi dat bao hay tap chi dai han
nén ho giam gia dé thu hat thém nguoi dat bao.

Ly do tht ba khién nguoi tiéu dung chdp nhan cap
d6 Pong tinh nay la vi ho khong mudn lua chon. Chéng
han, ban khong can phai ban tam dén viéc chon sach vi
Book of the Month Club bdo dam ban c6 dwoc nhitng
cudn sach dang thinh hanh nhat. Amazon.com ciing
vdy, website nay gidi thiéu cho ban nhiing cuén sach
hay c6 cung dé tai vdi loai sach ban tiing mua cua ho.
Con néu ban mudn chon doc mot dé tai madi, ban chi can
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g0 tén dé tai hay tac gia, nha sach ao nay sé thay ban
chon nhiing cudn sach c6 cung dé tai, tac gia noi tiéng.
Vi quy thoi gian ¢6 han nén nguoi ta khong mudn phai
tw Iira chon nira.

Ly do tht tw 1a khach hang khong mudn bi thiéu hut.
Do dai ly ban gao luén bao dam giao hang dung hen nén
ban khong con phai lo nghi vé van dé thi€u gao nita.
Chinh mong mudn khong bi thiéu hut 1a co hoi cho nha
kinh doanh. Hay thtt tuwong néu nhiing d6 ban dang
dung c6 kha nang tu thay thé hay b6 sung ma khong can
ban phai lo nghi. Chéng han, chiéc xe cua ban co thé tu
phat hién chd hong, tw lién hé véi cac trung tam dich vu
d€ stra chta trong lic ban va gia dinh dang ngu ngon
giac. Day ciing chinh 1a y twong kinh doanh ctia cac
trung tam stta chita, ho tw tim nha ban va lady d6 dung
can stra chira di stta khi da c6 duoc sy dong tinh cta
khéach hang. Y twéng tw bd sung nay con c6 kha ning
phat trién rong rai hon nhiéu nhat la khi khoa hoc ky
thuat tién tién ngay cang phat trién.

MO HINH MUA CO THE HOAN TRA

Mtc d6 thi hai ctia cap d6 Dong tinh goi 1a mua co
thé hoan tra. Trong hinh thitc mua nay, khach hang c6
quyén tra lai hang héa trudc khi tra tién. O mtic d6 nay,
nguoi ban truede khi giri san phdm dén cho khach hang
van can phai xac nhan lai nhitng thong tin dat hang héa
dich vu tt phia nguoi mua.
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Vi Amazon.com, ké ca khi ban da nhan duoc nhitng
cudn sach da dat mua, ban van c6 quyén tra lai va dugc
hoan tién trong mot thoi han nao do.

Amazon.com da ap dung cap do Dong tinh mua c6
thé hoan tra. Véi hiéu biét vé nhu cau va y thich cta
khach hang, Amazon dy doan duoc nhitng gi ma khach
hang sé thich thu dya trén nhitng cudn sach ho da mua
va gidi thiéu sach méi. Va bang nhitng hiéu biét sau sac
khach hang, Amazon.com c6 kha nang thu hat khach
hang vao dong san pham khac.

Véi nhiéu hinh thitc khac nhau, Mua cé thé Hoan tra
la cdp d6 Dong tinh day sttc manh ma nhiing nguoi lam
marketing dat duoc. Tuy khong hap dan bang cip do
Dbng tinh Hé théng, mitc do Dong tinh nay van cung
cap mot kénh giao tiép hoan toan mé rong cho nguoi
tiéu dung ban ron ma nhitng nguoi lam marketing
mudn mang dén cho ho.

O cdp dd Dong tinh nay, quyén loi ctia nguoi tiéu
dung van cé thé bj xam pham. Nguoi lam marketing
néu lam dung su dong tinh, chéng han nhu ¢§ tinh gidi
thiéu cho khach hang nhiing san pham khong dap tng
ding yéu cau cua ho thi cong ty sé bi thua 16 vi s6 luong
khach hang tra lai qua nhiéu.

Ban thwong xuyén in anh ctia minh va gia dinh tai
hiéu anh gan nha va nghi rang minh luén dugc ctra
hang wu dai. Nhung tinh c0, ban biét mot khach hang
khong thwong xuyén in anh ¢ ctta hang nhu ban ma lai
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duoc giam gia nhiéu hon ban, boi vi cta hang d6 mudén
1ay long khach hang nay. Ban khong néi gi va cam thay
bi phan bdi. Diéu nay anh hudng dén niém tin va sy gan
b ctia ban v6i cira hang. Tt d6, ban so do gia ca va chat
luong btrc anh nhw hoi ban maéi dén day.

Khach hang khong chi mudn dwoc giam gia. Ho
mudn nhan dugc khuyén mai tron goi tir gia ca, dich vy,
su an toan dén sy tién loi cung mot ltc. Néu ban ¢d kha
nang cung cdp nhing yéu td nay tot hon ddi thu canh
tranh, ban sé duy tri su dong tinh ctia khach hang dai
lau. Nhung ban phai luén canh giac d€ duy tri sy dong
tinh da dat duoc boi d6i thu cua ban ciing sé khong
ngung gianh 1dy su dong tinh khach hang ban dang co.
Du ban dat dén cap d6 Dong tinh Hé thong nhung ban
van can phai ti€p tuc cung tng nhitng san pham t&t va
pht hop d€ chéc chan khach hang ludn gan bé véi ban.

2. CAP DO DONG TINH GHI NHAN

Cdp d0 cao nhat ctia sy Pong tinh la cdp d6 Ghi
nhan. Mot khi dat dén mtc d6 nay, ban c6 thé thu hat
va luu gitt sy quan tam ctia khach hang tiém nang.

Mot y teong tuyét voi nham duy tri va nang mitc d6
Dbng tinh ctia khach hang duwoc chudi ctrta hang S&H &
M trién khai vo cling hiéu qua, d6 1a: Mbi khi ban mua
hang & nhitng ctra hang ctia S&H, ban duoc cdp mot
cudn s6 va mot s6 tem ghi nhan tuong tng vaéi s6 tién
ban mua. Khi cuén s6 day tem, ban sé nhan dwgc mot
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moén qua c6 gia tri. Cudn sd nay cling lam nhiém vu
quang cao cho chuoi ctta hang S&H nay.

Chudi ctra hang nay dung hinh thtec tem dé thuong
cho khach hang trung thanh. R0 rang, s6 tem nay khong
dang gia, nhung néu ban thu thap day so tem thi ching
bdng nhién tré nén c6 gid trj 16n.

Ban sé€ sang tao ra nhiéu cach thu hut nita véi hinh
thitc Ghi nhan nay. Vi dy, ban thong bao thoi gian ban
mot loai hang dac biét kem véi nhitng tem thuong dac
biét. Nguoi tiéu dung co thé chwa can dén loai san pham
khuyén mai d6 nhung vi tem thuong ddc biét ho sé mua.
Viéc tdng mot phan thuwong dé€ doi 18y su hop tac tao ra
sic manh riéng ctia cdp do Ghi nhan. Cach thuc
marketing nay cting gianh dwoc sy quan tam ctia khach
hang.

Nhitng con tem c6 tac dung nhiéu hon viéc ban giam
gid. Cho nén thay vi giam gia, ban hay st dung nhitng
con tem ghi nhan d¢€ thu hut su quan tam ctaa khach
hang trudc mat ciing nhu 1au dai.

Nhitng chuwong trinh marketing nhw vay sé ngay
cang phat huy hiéu qua. Thong qua nhitng chuwong trinh
nay, ban cung cdp nhitng loi ich 1au dai cho khach hang.
That vay, nhitng con tem ghi nhan cua S&H duy tri hiéu
qua trong nhiéu nam.

Khi khach hang quan tam tdi viéc gitt nhitng con tem,
ho sé tich cc mua hang d€ suu tap thém nhiéu tem nia.
Do d6, cac chuong trinh Marketing Dong tinh theo mtuc
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d6 Ghi nhan can xay dung theo huéng mua cang nhiéu
hang hoa thi dugc thuong cang nhiéu tem, khach hang
sé cang bi 16i cudn vao viéc thu thap thém tem. Day
chinh 1a yéu t6 thanh céng cua mot chuong trinh
Marketing Ghi nhan.

Céc con tem ghi nhan phai duoc chuyén do6i thanh
mot loai hinh gid tri nhw tién té ch;fmg han. Gia tri cta
cac con tem ghi nhan chinh 1a cac phan thuwong danh cho
khach hang. Nguoi lam marketing sé quyét dinh gid tri
cua sy ghi nhan 1a bao nhiéu d€ gianh dwgc sy quan tam
ctia khach hang, khi d6 ho dé dang ban dugc hang héa
cho khach hang.

Phan thuong chinh la yéu t6 lam cho muc d6 Pong
tinh Ghi nhéan luén tao dugc hung phan cho khach hang.
Trong khi viéc tinh toan chi phi va hiéu qua cho cac
chién dich quang cao truyén hinh la diéu gan nhu khong
thé thi chién dich Marketing Ghi nhan hoan toan nguoc
lai. Chi phi danh cho cac phan thwong va hiéu qua cta
viéc lam d6 hoan toan c6 thé dinh lwgng duoc.

Nguoi lam marketing theo mttc d¢ Ghi nhan can cha
y tiép thi c6 hiéu qua, phan thuong phai phu hop véi
ting khach hang tiém nang. R rang, néu khach hang
tiém nang cta ban 1a mot nha triéu pha thi phan thudng
12 mot chd d6 rdc mién phi s& khong thich hop mot chut
nao. Viéc lam nay sé khong lam khach hang tiém nang
quan tam ro6i dong tinh véi ban duoc.
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Nhitng nguoi khac nhau sé quan tam dén van dé
khac nhau. Do d¢, viéc giam gid khong phai lic nao
cting hiéu qua, nhu treong hop: chwong trinh giam gia
lai danh cho nhiing ngwoi khong quan tam gia ca hodc
mtic giam gid khong dt hap dan dé thu huat khach hang
tiém nang.

Marketing Ghi nhan hoan toan cé kha nang khac
phuc cac han ché ctia mét chuong trinh giam gia hay
mot chién dich quang cao truyén hinh. O Viét Nam
khong it cac siéu thi dang ap dung y tuwong Marketing
Pong tinh ¢ cdp do Ghi nhén, trong dé siéu thi dau tién
ap dung la Maximart Cong Hoa.

Phan thudng cho nguoi tiéu dung khi quan tam hay
mua san pham la phuong phép ctia cap do Marketing
Ghi nhéan. Déc biét, ban hoan toan c6 thé doi theo ting
budc phat trién va udc tinh dwoc hiéu qua cta cac
chwong trinh Marketing Ghi nhan.

Nhung viéc thudng cho cac khach hang tiém nang
cting c6 nhitng khé khan. P6 la phai xac dinh dwoc
khach hang tiém ndng nao da quan tam, ai chwa quan
tam, nhat la khi ban c6 s6 lwong khach hang tiém néng
tuong doi lon.

bé cac chwong trinh Marketing Ghi nhan dat hiéu
qua cao, ban nén tao ra that nhiéu cach dé€ khach hang
tiém nang nhan dugc phan thuong 16n. Ngay khi khach
hang muc tiéu nhan duoc con tem hay cai gi do twong
tw, ban nén gtii thu dién t hudng dan khach hang cach



NAM CAP bO DONG TINH + 89

nhanh nhédt dé€ dat phan thwong 16n nhu mua thém
hang, hay mua vo6i trén mtic tién nao d6... Néu khong sw
dung Internet, ban c6 thé dung dién thoai d& huéng dan
khach hang quan tam hon dén ban va cong ty ctia ban.

Nhiéu nguoi cho rang khach hang muc tiéu ctia ban
chi quan tam dén phan thudng 16n sé khong thé tro
thanh khach hang trung thanh hay khach hang lau dai.
Thuec t€ thi nguoc lai. Khach hang muc tiéu ban dau chi
quan tam dén phan thudng 16n, nhung sau dé ho dan
dan bi chi phdi boi cac thong diép marketing véi tan
sudt cao cua ban. Cudi cung, qua trinh khach hang tiém
nang phan dau dé€ gianh dwoc phan thuong sé bién ho
thanh nhitng khach hang that sw, roi thanh khach hang
trung thanh.

LOAI BO NHIPNG KE CO HOI

Tré ngai 16n nhat cua ky thuat Marketing Dong tinh
la “ké co hoi”. b6 1a nhitng nguoi chi rinh rap co hoi
mua hang véi gia wu dai ma khong quan tdm hay dong
tinh véi bat c loai san phdm nao. Khéng may, s6 luong
nhitng nguwoi nhu vay khong nho chut nao.

Nhing nguoi co hdi thuwong c6 thu nhap thidp va
nhiéu tudi hon cac nhém khach hang ly tudng cua cac
chuong trinh marketing. Ho thuong la nguoi dau tién
tham gia nhitng chwong trinh mua hang c6 thwong cua
chién dich Marketing Dong tinh. Ho to ra nong voi dé
dat dwgc phan thudng co gia tri 16n. Ho ton tai nhu mét
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phan tat yéu ctia cudc choi. Chuong trinh Marketing Ghi
nhan c6 thé loai trir nhiing ngwoi co hoi ra khoi nhoém
khach hang tiém nang. Nhitng nguoi co hdi thuong
nong voi nén dé nan long va boc 160 ban chat that khi
chuong trinh marketing gom nhiéu budc ghi nhan t
thap dén cao. Nhung ban ciing phai can than khi thiét k&
cac chuong trinh Marketing Ghi nhan. Cac budc cta
chuong trinh nay khong dugc qué phtc tap dé thu hut
va khuyeén khich khach hang muc tiéu.

Nhiéu luc, ngay ca nhitng nguoi lam marketing kinh
nghiém ciing vap phai sai lam trén. Do d6, cac mutc d¢
ghi nhan phai twong dong vo6i cac nhém khach hang
muc tiéu. Khach hang tiém nang phai cam thay thoai
mai voi chuong trinh Marketing Ghi nhan. Ho phai cam
thdy minh rat sang sudt khi tham gia chuong trinh va c6
thé kiém soat duwoc dién bién ctia cdc budc ghi nhan.
Quan trong hon, khach hang tiém ning can cam thay
dwgc an toan va than thién nhw khi giao thiép nguoi
quen vay. Do d6, moi thong diép déu phai co tinh du
kién, ca nhan va thich tng.

Chuong trinh Marketing Ghi nhan dwgc chia thanh
hai mo hinh: Ghi nhan Bao ddm va Ghi nhan Co may.

MO HiINH GHI NHAN BAO BDAM

Trong cac chuwong trinh Ghi nhan Bao dam, moi sy
ghi nhan déu dam bao c6 gia tri thuc. Nhu truong hop
con tem ghi nhan cta S&H chéng han, mdi con tem déu
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bao dam sé cé mot phan thuong trong twong lai khi du
s0 luwgng yéu cau.

Viéc bao dam danh tan moi nghi ngo hay lo lang sé&
hap dan va tao thich tht cho nguoi tiéu diing. Ho c6 thé
cam nhan duoc qua trinh dén gan voi phan thuong khi
tham gia chwong trinh Marketing Ghi nhan.

Nhung chuong trinh Ghi nhan Bao dam that sw ton
chi phi. Tat nhién, chi phi d6 sé duoc tinh khi dinh gia
san pham.

MO HINH GHI NHAN CO' MAY

Mo hinh Ghi nhan Co may trai nguoc véi mo hinh
Ghi nhan Bao dam. Nguoi tiéu dung khong chac chan sé
nhan phan thudng trong twong lai, thay vao dd, ho nhan
duoc mot to x6 s6 hay mot co hoi dat duoc giai thudng
nao do.

Chi phi thiec hién m6 hinh Ghi nhan Co may thuong
c6 dinh. Vi du, néu phan thuong cho chuong trinh nay
la mot chiéc xe hoi doi méi hay mot chuyén du lich, thi
dé la tat ca nhitng gi ma nguoi lam marketing bo ra.

biéu nay ciing gay ra kho khan cho nguoi thuc hién
chwong trinh Marketing Ghi nhan theo m6 hinh Co
may. Boi néu nguoi tiéu dung cam thay khong c6 nhiéu
co hoi gianh dwoc phan thudng, ho sé nan long va tir bo
viéc mua thém hang hoa, dich vu.
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Vi vay, nguoi lam marketing Ghi nhan Co may can
phai thiét k& nhiing chudi su kién hay cac hoat dong cd
dong nham khong ngling thu hut khach hang. Bang
cach lam ting co hoi gianh dwoc phan thuong 16n,
nguoi lam Marketing Ghi nhan theo mo6 hinh Co may sé
luén gitt duoc thai dd quan tam dén san phdm cta
nguoi tieu dung.

Céc chuong trinh Marketing Ghi nhan theo mo hinh
Co may hoan toan vugt trén hang ngan thong diép
quang cdo truyén thdng trong viéc gianh duoc su quan
tam va duy tri viéc mua hang lau dai cta nguoi tiéu
dung. Nguoi lam marketing can quan tam dén muec chi
phi va duy tri stic hdp dan cta phan thuong.

Tom lai, mot chuong trinh Marketing Ghi nhan theo
mo hinh Co may can dat dugc hai diéu co ban:

1. Khong khach hang tiém ndng nao tham gia chuong
trinh lai c6 y nghi bi thiét thoi hay mat mat thi gi.

2. Khong mot ai tir béd chuwong trinh khi da tham gia.

Khi ban thurc hién chwong trinh Marketing Ghi nhéan
theo m6 hinh Co may, trudc tién, ban can xay dung
duoc mot co cau giai thuong cd tinh thuce t€ va trung
thuec.

Th hai, diém then chdt, chuwong trinh phai duoc
cong khai ngay tit ddu. Nguoi lam marketing phai theo
sat ting phan ting ctua khach hang dé xay dung dir liéu
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vé khach hang, tiv d6 dwa ra nhing thong diép cé tinh
du kién, riéng biét va thich ting.

Néu thiéu sy dong tinh thi phan thudng sé khong con
dtng gia tri von cd. Boi sy dong tinh lam cho phan
thudng co tinh dw kién, ndi cach khac phan thuwong phai
phu hop v6i mong mudn, nhu cau ctia nguoi tiéu dung.

V6i stic manh ctia Internet, ban hoan toan c6 thé ghi
lai moi sy trao doi v6i khach hang. Tt nhiing dit liéu
nay, ban c6 can c d€ quyét dinh mic thudng hay tang
muc do Ghi nhéan ¢ cac budce ké tiép cho phu hop hodc
dua ra sy quan tam ddc biét vdi voi tiing khach hang
riéng lé... Néu ban la m¢t khach hang thi con gi thich tha
va hai long hon khi nhan duoc khuyén mai phu hop véi
y thich ctia minh? Ban th® nhé lai da c6 bao nhiéu lan
nhan qua khuyén mai ma ban khong thich réi bo x6 hay
cho ngwoi khac?

Khong c6 diéu gi tao sy dong tinh hon viéc ban ting
cho khach hang nhiing mén qua ho dang nghi dén va
thuc sy hao hing khi nhan duoc. Sé khong c6 diéu gi
chitng to su quan tam ctia ban véi khach hang hon viéc
tang nhitng mon qua mang tinh cd nhan nhu vay.
Nhung ban cling khong nén lam dung hiéu biét nay dé
qua mat khach hang, chéng han nhu viéc tang mot vai
cai ta gidy khi biét dwgc ho da mua méy bo quan ao cho
tré so sinh. Viéc lam thiéu suy nghi nay c6 thé khién ban
phai tra gia rat d4t. Qua d6, ban thay rf?mg vai tro cua
méi quan hé thuc dan t6i su dong tinh, tir d6 tao duoc
long trung thanh bén viing & khach hang.
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3. CAP DO QUAN HE CA NHAN

Céap do6 tht ba cua Marketing Dong tinh la Quan hé
Ca nhan. Ban c¢6 thay bat ngo khi Quan hé Ca nhan lai ¢
muc thdp trong thang bac cuia Marketing Dong tinh?
Pon gian la chi boi ¢ cdp do nay, nguoi lam marketing
khong hoan toan dinh lwong dwgc méi quan hé tuong
tac gitra doi bén.

St dung quan hé ban cé dwoc vdi ngroi khac 1a viéc
lam hét stic hiéu qua d€ cung cd sw quan tdm hay dinh
hudng thai do cta nguoi d6 ddi véi ban. Nhung cach
lam nay phu thudc vao mdi cd nhan. Mot nhan vién
dang thang tién nhung moi quan hé gitta nhan vién nay
v4i cong ty chua han da t6t. Mot nguoi tho stra xe tim ra
phuwong phép stta chita méi nhung khong thé€ tinh tién
nhiéu hon boi khach hang chwa chac hai long véi
phuong phap mdi nay.

Cac mdi quan hé ca nhan la tht cham phat trién va
khé mé rong. D& xay dung mdi quan hé cd nhan géan bd,
ban phai mat nhiéu ndm san xudt va phan phdi nhing
san pham hoan hao cho khach hang.

Khong dinh luong duoc su dong tinh ¢ cap d¢ Quan
hé C4 nhan khong c6 nghia la cdp d6 nay khong hitu
dung. Véi viéc xac dinh dung mong mudn cta ting
khéch hang tiém ning roi nd luc d€ gianh 13y sy dong
tinh t&r ho, nhitng nguoi lam marketing cé thé thu duoc
lgi nhuan 16n cho cong ty.
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Ban c¢6 thé chia cac Quan hé C4 nhéan nay thanh ba
nhom: nhém quan hé dong tinh cao, nhitng nguoi ban
6 thé goi dién d€ gidi thiéu va ban hang; nhém quan hé
méi bat dau dong tinh, nhitng nguoi ban 6 thé tiép thi
san pham hay dich vy; nhom quan hé xa la, nhiing
nguoi ban bat dau quan hé.

Gia st ban mat cudn s6 tay c6 ghi tén tudi, dia chi cuia
hang ngan khach hang. Liéu mot ai d6 nhat dugc sé
dung nhitng thong tin nay dé€ tao moi quan hé cho ho
duoc khong? Ro rang, ho khong thé gianh duoc sy dong
tinh ctia khach hang tiém nédng ctia ban vi khach hang
da tin tudng ban sau qua trinh giao tiép lau dai voi ban.
Nhitng thong tin trong cudn s6 khong mang lai ich loi
cho bat ky ai khac ngoai nguoi chu thuce sy ctia no.

Cambridge Technology Partners, mot cong ty tu van
va lap trinh, da c6 budc phat trién vuot bac. Cong ty nay
tap trung vao cac phong cong nghé thong tin cua 1.000
cong ty 1on nhat nudc My. Cu thé, cdng ty nay chi quan
tam dén 1.000 Chu tich Hoi dong Quan tri cta 1.000
cong ty dau tién trong danh sach cua tap chi Fortune.

Ngay tur khi thanh 1ap, cong ty nay da ap dung chién
luoc Marketing Dong tinh. Ho da moi lanh dao cac cong
ty noi trén tham du cac hoi thao. Tai hdi thao, cac nha
lanh dao sé phat biéu y kién vé co hoi va thach thic ctia
nganh cong nghé thong tin. Van dé ban hang khong
duoc thao luan 6 day va duong nhién cting khong hinh
thanh mai lgc. Thornton May, Giam d6c diéu hanh
Cambridge Technology Partners khong mudn ban hang
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vao luc dé ma chi quan tam dén nhiing van dé cac 1.000
cong ty tiém nang dang gap phai. Muc tiéu cua 6ng don
gian la gianh dwoc sy dong tinh rdi sé noéi chuyén ban
hang vdi cac cong ty nay vao mot dip khac.

Va r6i cting dén luc Cambridge Technology Partners
ban hang cho cong ty X. Luc nay, s¢ Dong tinh ho dat
dwoc va ludn nang 1én theo thoi gian méi boc 16 1oi ich.
Chi phi 500 ngan do6 la d€ gianh dwgc sy dong tinh cta
1.000 cong ty 16n nhat nudéc My khong phai la ré, nhung
cling khong dat so véi gi tri tuyét voi ma né dem lai.

Dich vu kém chét lwong sé& pha hong vinh vién kiéu
bong tinh theo Quan hé Ca nhan nay. Mot nguoi tho
ddm bop st dung phuong phap moi nhung lai gay kho
chiu cho khach hang quen d€ r6i nhan ra minh da mat
khach hang d6 mai mai.

Hon nita, nguoi lam marketing thuong khong thé
cung cap cac dich vu 6 nhiéu mic do khac nhau cho
khach hang. C6 khach hang chi mudn ghé qua mua gi
d6 r6i nhanh chéng ra di, c6 khach hang lai mudn nhin
ngém va tro chuyén r6i méi quyét dinh mua. Néu sy
dong tinh duoc xay dung dua trén long tin va su tuong
tdc ciia ngudi ban hang véi khach hang thi mau thuan la
diéu khong thé tranh khoi.

Pong tinh ¢ mc d6 Quan hé C4 nhan la hinh thic
httu hiéu nhét d€ thay doi thai do cua khach hang. D6
cling 1a cach dé dang nhat dé nang sy dong tinh cua
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khach hang 1én dén cap dd cao nhat la Dong tinh Hé
thong.

Néu ban la mét nguroi lam marketing chuyén nghiép
c6 su dong tinh cao tir khach hang, thi cach tot nhat dé
nang cao hiéu qua kinh doanh la cing ¢ mdi quan hé
v6i khach hang hién tai dé€ ban duoc nhiéu san pham,
dich vu.

4. CAP DO NIEM TIN THUONG HIEU

Niém tin Thwong hiéu la hinh thtc nguoi tiéu dung
tin twong vao san pham tuy khong dwoc rd rang nhung
nhe nhang va an toan.

Thuong hiéu ludn duoc danh gia cao, phai can nhiéu
thoi gian va chi phi dé xay dung va phat trién. Thuong
hiéu cling kho dinh lwgng va van dung. Phéan 16n khoan
chi cua cac chwong trinh marketing déu danh cho quang
cao va hau nhu cac quang cao déu chu trong vao viéc
xay dung thwong hiéu. Chung ta déu biét nhitng vi du
vé chién dich marketing xay dung thwong hiéu cua ICC,
Sfone, Laser Beer, hay chién dich xay dung 5.000 diém
truy cdp Internet wireless cua FPT... Tat ca déu cha
trong xay dung Niém tin Thuong hiéu.

Niém tin Thuong hiéu dan téi viéc mé rong thwong
hiéu. Néu nguoi ta tin dung nuwdc tang lwc Number One,
ho ciing sé tin dung nudc dau nanh Number One. Néu
mot chiéc Yamaha Jupiter da tao dung duoc niém tin voi
khach hang thi mét chiéc Nouvo ciing sé dwgc tin twong.
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Viéc gi ciing déu c6 mat trai cua nd. Viéc mo rong
thuong hiéu that bai sé gay hau qua dang buon. Mot khi
nguoi lam marketing lam dung sw Pong tinh cua nguoi
tiéu dung, nguoi tiéu dung sé canh giac dé khong bi lam
dung ntta.

Stric manh cta Niém tin Thuong hiéu la rat 1on. Mot
theong hiéu mdi khé canh tranh duwoc véi mot thuong
hiéu da dwoc khéng dinh. Khi nghe vé mot dong xe
Honda hay Suzuki mdi, chuing ta dé quan tam hon la khi
nghe noi vé mot chiéc Lifan mdéi. Thong diép quang cao
san phdm caa thuong hiéu maéi kho vuot 1én trén duoc
sw ngap tran cua chuong trinh quang cao truyén thong.

Niém tin Thuong hiéu khong chi ap dung cho hang
tiéu dung ma con st dung cho hang hoa ban lé, nha
hang va ca con nguoi nita. Cudn sach mdi ctia mot tac
gia co tén tudi nhanh chéng duoc dén nhan rong rai.
Nhung cudn sach mdi nay lai khong dat duwoc chat
luong nhw cudn da tao nén tén tudi cho tac gia, niém tin
noi nguwoi doc nhanh chéng lui tan.

Truong hgp cua Cong ty Hoa pham Qudc t&€ ICC nam
2003 1a vi du dién hinh vé viéc xay dung thuwong hiéu roi
tw lam mat di Niém tin Thwong hiéu chi vi chay theo
nhitng loi ich ngé'm han. ICC bt dau tung tién quang
cao vdi tan sudt cao dé€ xay dung Niém tin Thuong hiéu.
Ho da dat duoc diéu nay nho phdi hop nhiéu chién
thuat marketing ttr gia ca cho dén t6 chirc cac su kién.
Mai tap trung xay dung thuong hiéu, ho xem nhe phan
san xudt. Chat luong khong hoan hao cong thém su





