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LOI GIOI THIEU

Marketing tai Sao Kim la dau sach, cong trinh nghién c u chuyén sau nhat
vé khai thac tinh nit trong moi khach hang tiém nang ctia chiing ta. Nhitng
hiéu biét, duc két cia tac gia giip doc gid c6 duwgc tam nhin ctia mot chiéc
may bay truc thang, dé nam dugc nhitng gia tri tong thé vé khach hang caa
minh trén hanh tinh sao Kim. Dé sy khén khéo ctia cac nha tiép thi ngay
cang rong 16n va sau sac hon.

Cac nghién cttu, cau chuyén vé chinh phuc thi tredng ngoan muc & nhiéu
nganh hang trong dau sach cho thay, hay chinh phuc trai tim caa khach hang
thudc ca hai gidi bang kha nang thdu cdm nhitng thang bac cam xic va
mong muon cda khach hang. Bang nhitng hiéu biét vé tam ly hoc, xa hoi
hoc, nhan chiing hoc va rat nhiéu khoa hoc khac dé lam giau kién thitc cling
nhw cach nhin ctia ban vé cong nghé tiép thi bang cam xuc !

Vé ban chat Tinh cam c6 sttc lan tdéa, vi vay cac nha tiép thi hay budc di mot
cach than trong ! nhung hay lang nghe, hady tin vao ban nang, giac quan thw
6 vé su tirng trai ctia minh dé sang tao ra nhitng giai phap tiép thi dot pha
trong khong gian va thé gidi cdm xtc, tinh cdm cta khach hang!

Nhitng ngwdi mang tinh nit luoén cha y t6i chi tiét! Khach hang dang tré nén
ngay cang phitc tap va danh gia moi th¢ rat ti mi. Vi vay, néu khong mudn
lam khach hang that vong, tac gia khuyén cao ching ta dirng bao gid bo qua
thit gi bat ké né nhé bé dén dau. Bat dau ti* chinh sach ctia cong ty cho t6i
cac san pham cta ban! Nhw vay la ban da cung cap cho khach hang ca
nhitng lgi ich cdm xutc tich cyc, hdy ddm bao chac chan rang ban va ca tat ca
cac nhan vién cta ban cling cdm thay thodi mai dé thwc hién chién lwgc
nay...lay lgi ich cAm xic lam vii khi méi dé chién thang, chinh phuc thi
treong va thuwgng dé cta ban.
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Trong so6 nhitng phwong thitc va giai phap dé cap, tinh Mau T, tinh cam,
gia tri gia dinh, tinh yéu, tinh nhan ban, y thic trach nhiém cong dong xa hoi
la nhitng su6i nguén y twdng, co hoi 16n dé tao suw khac biét dot pha trong
muc tiéu chinh phuc thi trvong va khach hang cua cac thwong hiéu. Tac gia
cling gigi thiéu dem dén cho doc gid nhitng cau chuyén, cong cu dé phat huy
cao nhat kha nang quang ba nho st dung cong nghé thong tin dé truyén tai
cac thong diép cam xuc tdi khach hang ctia ban. Bang cach nay, ho sé cé
mot moi lién hé cling nhu sy gan két, strc hut vé tinh cdm vGi cong ty va
thwong hiéu cua ban. Hay tiép can tinh cdm cua khach hang bang nhitng
thau cam va gidi phap ca thé hod, thong diép ca nhan, moi chuyén sé tré nén
dé dang hon.

Hermawan Kartajaya, chu tich Hiép hoi Tiép thi Thé gigi 1a mot trong “50
chuyén gia hinh thanh nén twong lai ctia tiép thi” do Vién Hién Chuong Tiép
thi - Vuong quéc Anh (CIM-UK) bau chon. Ong 1a sy két hop doc dao giita
mot nha nghién citu chién lwgc kinh doanh, tw van cao cap dac biét trong
linh vy tiép thi. Bau sach Marketing tai sao Kim cia 6ng khai quat va dut
két 18 nguyén tac gitp cac nha tiép thi dinh hwéng va tam nhin dé xay dung
cac chuong trinh ké hoach tiép thi mot cach hiéu qua nhét trong khéng gian
cam xuc tinh té va nhiéu cung bac nay.

Chtic cac Ban sé tiép tuc kham pha thém nhiéu diéu thda vi dang cho dgi
trong nhitng trang sach ti€p sau, chac chan rang nhitng hiéu biét mdéi nay
khong chi gitip cac nha tiép thi hoan thién cong viéc ma con gitip moi nguai
ching ta thém niém wvui, sy lang man va thang hoa trong cudc song, tinh yéu
va sy nghiép cua minh.

TRAN HOANG

Chu tich Hoi Marketing TP.HCM

Chu tich ViethamMarcom
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LOI NOI bAU
Marketing theo phong cach “Sao Kim”:

Loai hinh marketing tiép theo trong bdi canh kinh doanh

Ban c6 nh¢ cach thitc ma vai nam truéc day Nokia da vugt qua Ericsson dé
gio day gianh 14y vi tri dan dau trong nganh céng nghiép san xuat dién thoai
di dong ctia thé giGi? Pay la cau chuyén vé “céng nghé mang tinh nhan ban”
(human technology) do mét cong ty san xuat bot gidy da pha san tao ra danh
bai “cong nghé bluetooth” (bluetooth technology) do mot cong ty vién thong
c6 lich st hoat dong hon mot thé ky phat minh ra. Pay ciing la cau chuyén
vé cach ma cac thiét bi ca nhan “két n6i moi ngudi” (connecting people)
danh bai mday dién thoai cam tay “dé chinh ban dwgc lang nghe” (make
yourself heard)! Va day thuc s la cau chuyén vé cach ma m6t cong ty manh
vé tiép thi da chién thang mot cong ty manh vé ky thuat trong nganh cong
nghiép dién thoai di dong.

Chac chan rang cudc chién giita hai cong ty ctia ban ddo Scandinavia nay
van chwa két thac! Khi Ericsson quyét dinh dong ctra bo phan dién thoai di
dong cia minh dé thanh 1ap mot céng ty méi vdi Sony véi ty 1€ 50:50 goi
tén la SonyEricsson, moi nguwdoi déu thay rang cudc chién da chuyén sang
mot vong dau mdi. Viéc phan tich cudc chién nay rat hitu ich va y nghia,
don gian la bai chinh dién thoai di dong, chi khong phai may tinh ca nhan,
méi la biéu twgng cho ky nguyén cong nghé thong tin. Dién thoai di dong sé
tré thanh cong cu ho trg ca nhan manh nhat trong thap ky t6i. Vi sao vay? Vi
vat dung chi ndam gon trong long ban tay nay sé la thiét bi ho trg di dong cho
chiéc may tinh cd nhan va viéc théng tin lién lac cta ban. Nhitng nguoi sé
hitu vat dung nay sé tao nén mot thi truong madi, mot thi truong noi ma
khong gian hoan toan chi la 4o, mot thi treong vdi béi canh méi can nhitng
chién lwgc va chién thuat mai.
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Nhu Nokia da chi ra, cong nghé gianh dwoc chién thang la cong nghé c6 thé
phuc vu con ngwdi. Khong mét cong nghé tién tién nao lai chi dugc tao ra dé
phuc vu cong nghé. Do do, cong nghé thong tin thanh cong, khong chi rieng
cong nghé dién thoai di dong, can c6 kha nang truyén tai nhitng thong diép
chita nhiéu cam xtc hon. Vi sao nhu vay? Vé ban chat, hau hét cac giao tiép
cia con nguoi déu lién quan dén cam xidc chit khong phai la nhitng thong
diép mang tinh ly tri, “lién két moi ngwdi” mang tinh cdm xtc, so vGi “dé
chinh ban dugc lang nghe” rat ly tri.

Nho dién thoai cam tay, (mot s6) duwgc Internet va may tinh ca nhan ho trg,
cta nhitng nguwoi dung hay di chuyén c6 thém nhiéu kha nang twong tac
hon! Hay thit doan xem xu huwéng nay lam ai tré nén hanh phtc nhat trén thé
gigi? Nit gigi! Vé ban chat, ni¥ gigi c6 nhu cau no6i khoang 20 nghin ttr mot
ngay, trong khi nhu cau d6 ctia nam gidi chi la 7 nghin. Vé ban chat, nit giGi
can lién lac véi nhau nhiéu hon nam gigi. Vi vay, hau hét cac khach hang
cta dién thoai cam tay c6 nhu cau két noi la nit gigi. Tuy nhién, chac chan
rang nam gidi cling st dung dién thoai cam tay dé két noi tot hon vGi nguoi
khac, bao gom ca nhitng ngwoi cung va khac gigi. Nhe vay la ngay nay nam
gigi dang c6 xu hudéng x sy gidong nit gidi hon. Ho dang trd nén quan tam
dén hinh thitc hon, hay theo ti* cta riéng t6i la trd thanh nhitng ngudoi c6
thién hwéng nit hay tinh nit. Cw dan cda hanh tinh trdi dat nay dang ngay
cang giau cam xuc, giong nhw nhitng nhan vat than thoai trén Sao Kim.

Khi John Gray viét cudén Pdan Ong Sao Héa, Pdan Ba Sao Kim, dng ké cau
chuyén khi dan 6ng di tir sao Hoa dén sao Kim dé gdap dan ba. Sau do, ho
cung nhau vé Trai Dat. Pay la hanh tinh ma dan 6ng va dan ba

luén xung dot. Gio day trong thé gidi twong tac nay, ho lai cung quay tré vé
sao Kim, séng trong mot thé gigi giau cam xtc va nhiéu twong tac hon, noi
ma nam gidi hoc cach lam theo nhitng quy tac cda nit gidi, noi tri tué cam
xtc danh bai chi s6 th6ng minh, noi “cam xtc” quan trong hon “suy nghi”,
va noi moi 1gi thé canh tranh déu c6 duoc tir 1gi ich “cam xuc.”
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Sao Kim cling la hanh tinh noi ma cac nghién cttu dinh tinh c6 gia tri hon
nghién ctu dinh lwgng. Vi sao vay? Vi cu dan cua sao Kim it khi dwa ra cac
cau trd 10i chinh xac, dac biét trong cac van dé nhay cam. Do do, nhitng
nguoi lam Marketing theo phong cach “Sao Kim” phai khong chi c6 kha
ndng giai thich ma con phai cé thé dung tryc giac dé nhan biét. Dt liéu mém
sé thay thé dit liéu cttng. Néu chd dgi mdt phan tng nao tir cac cw dan sao
Kim, ban sé luén bi muon. Ban khong thé chi héi ho, ban phai mang lai cho
ho cai gi d6 trudc khi ho hoi vé thi ay.

Trong khi viéc xay dung nhan hiéu luon la yéu t6 tao khac biét cua tiép thi,
cong viéc nay tai Sao Kim déng nghia vGi viéc xay dung uy tin. Khong cé
cam hing, tinh cam va tinh hoa cho nhan hiéu, cac cv dan Sao Kim sé
khong nhan ra uy tin, ma thiéu diéu nay ho sé khong cé long trung thanh vai
nhan hiéu do.

O Trai P4t, noi nam gidi thong tri, do tin cay ludn 1a yéu t6 quan trong nhat
trong Chat Lwong Dich Vu dwoc Leonard Barry, Parasuraman va Valerie
Zeithalm nhac t6i trong Cung Cdp Dich Vu Co6 Chdat Lwgng: Cdn Bdng
Nhan Thic va Ky Vong cua Khdach Hang (Delivering Quality Service:
Balancing Customer Perceptions and Expectations). Ngugc lai, tai sao Kim
su thau cam la diéu quan trong nhat. Cac cw dan sao Kim thich c6 cam giac
dwgc tham gia vao bat ky mot quy trinh ti€ép thi nao, dac biét khi phat trién
mot san pham mai.

Cho du nit gi6i thong tri sao Kim, khong thyc sy ¢6 mot nguwdi phu nit hay
nam gidi thuan nhat. Cé sw pha tron cac nhiém sac thé nam va nir. Béi thé,
ban sé that bai hoan toan néu c6 phan doan thi trtong cho nam va nit gidi.
Ban phdi suy nghi vugt ra ngoai nhan khau hoc. St dung cac bién sé vé 16i
song va hanh vi la phwong phap hitu hiéu hon rat nhiéu dé phan doan cac
khach hang sao Kim.

Bat ké vé mat sinh hoc ho la nam hay nit, déu phai ti€p can ho tir con tim.
Tai sao vay? Khoi 6c ctia ho da qua tdi véi qua nhiéu thong tin. Thong tin
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ding, thong tin sai, thong tin tot, thong tin xadu, tat ca khién khach hang sao
Kim lan 16n. “Khuyén khich trai tim” nhw James Kouzes va Barry Posner,
nhitng nguwoi di dau trong nghién cttu vé lanh dao, da dé xuat khong chi
ding vdi cac khach hang trén thé giéi ma ca khach hang bén ngoai tir sao
Kim. Bé&i thé, gilt 101 hita la rat quan trong. Phu nit sé ghét ban cad doi, mot
khi ho bi ban ltra doi.

bé thang trong cudc canh tranh tai sao Kim, ban phai chai tro choi b6i canh
- lam sao c6 thé mang nhitng gia tri cia ban dén cho khach hang. N6i dung
tot, tirc nhitng gi ban mang lai cho khach hang, la diéu bat budc, nhung chi
la yéu cau co ban. Bay chi la chiéc vé vao ctra dé bat dau cudc choi. Bay
chwa phai 1a chiéc vé dé gianh chién thang. Moi san pham va dich vu ban
muon tung ra thi treong phai dem lai mét tinh cdAm dang nhé dé tao trai
nghiém cho cac khach hang sao Kim. Khong lam duwgc diéu nay, san pham
hay dich vu cua ban sé bi coi nhv mot loai hang hoa, cho du ban da c6 gia tri
thuwong hiéu cao. Viéc dinh gia phai dé hiéu do6i voi khach hang sao Kim.
binh gia khong duwgc dé ré, nhung cling khong duwgc phic tap. P6i khi
khong c6 gia lai tot hon. Bdi cudc chién vé gia tri thuc khong dién ra doi véi
“lgi ich chitc nang” va “gid cd” ma da chuyén sang “lgi ich cAm xuc” va
“cac chi phi khac.”

Kénh truyén thong hitu hiéu nhét tai sao Kim la cong déng. Phu nit thich
duwgc gan bé vdi it nhat mot cong dong. Va cong nghé thong tin tham chi da
bién hanh tinh thanh mot cong déng rong l6n. Khach hang c6 thé néi
chuyén, ngudng mo, chi trich nhan hiéu cua ban & khap noi trén hanh tinh
nay sudt 24 tiéng mot ngay, 7 ngay mdt tuan va 365 ngay mot nam. Vi vay,
chinh giao tiép ca nhan chi khong phai quang cdo dai ching la kénh truyén
thong tiép thi hitu hiéu nhat tai sao Kim. P2P c6 thé mang nghia Nguoi véi
Nguoi (People to People) hay May ndi May (Peer to Peer). Thanh phan quan
trong nhat ¢ day la sy twong tac & cung mot mitc do.

b6 1a 1y do vi sao nguyén tac cudi cung nhung khong kém phan quan trong
trong Marketing theo phong cach “Sao Kim” la quan ly quan hé khach hang
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dé ban hang hiéu qua. Khach hang sao Kim ghét bi 1a doi twgng dé ban
hang. Ho thich cac m6i quan hé.

Cu6i cung,
Chao mtng ban dén véi sao Kim!

Hay st dung nhitng nguyén tac nay mot cach khon khéo va ban sé gianh
chién thang trwdc cac doi thu trong mot thé gidi dang ngay cang tré nén da
cam, thé gidi cua sao Kim!!!
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PHAN I

Boi canh kinh doanh va thach thirc
NGUYEN TAC #1: THAY DOI

Cong nghé thong tin truyén tai nhiéu théng diép cam xic hon

CONNECTING POEPLE

Lién twéng nao xudt hién trong tam tri ban khi ban nghe dén tir “cong nghé
thong tin”? T6i chac chan rang cau tra 10i ctia ban sé khong léch nhiéu ra
khoi nhitng tir nhu: phite tap, khé khan, rac réi, 1y tri va hién dai.

T6i doan sé rat it ngwoi lién hé cong nghé théng tin véi tinh cam, chit chwa
néi dén cam xuc. Trong thuye t€, cong nghé nay anh hwdng rat nhiéu téi tam
trang va tinh cam cua chung ta.

Ban hoi bang chitng?

Hay dirng twdng twong rang cong nghé théng tin chi 1a mot chiéc siéu may
tinh v6 cung phic tap cta hang IBM véi kich thwdc 16n bang ngdi nha, hay
phong diéu khién cia NASA dan duong cho cac con tau vii tru Columbia
hay Discovery dang bay ngoai khong gian. Ban can nhé rang dién thoai cam
tay, may tinh xach tay, may nhan tin, mdy tinh ca nhan cling 1a mo6t phan cta
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nganh céng nghé thong tin phitc tap dang gilt mot vi tri trong doi s6ng hang
ngay cua ching ta. Ching ta thwong nhac tdi nhitng thiét bi trong tay nguoi
stt dung san pham sau cting nhw nhitng tai san cia khach hang.

Hién nay, moi loai may moéc nay déu c6 chitc nang cda riéng né va khong
dwgc tich hgp, cho du xu thé phat trién cong nghé dang hudng téi viéc nhap
cac loai may moéc phic tap nay lai vGi nhau, ddc biét khi mang Internet da
co dugce quy mo quan trong nhu hién nay.

Chang kho dé nhin ra két qua!

Nguoi tiéu dung sé ngay cang trd nén thodi mai va cam thay ty nhién khi st
dung cac loai tién ich khac nhau ma cong nghé mang lai. Cling can nhé rang
khach hang ngay cang dwgc nudng chiéu tredc nhitng nhu cau vé chitc nang
cta cac loai mady mdc nay, ciing nhuw, va dac biét trong, cac nhu cau vé tinh
cam. Sy hgp nhat trong cong nghé thong tin sé ngay cang théa man cac khia
canh tinh cam cta ngudi tiéu dung.

LAy tin nhan lam m6t vi du. Ngay nay, rat binh thwong néu ta thay mot ai do
mim cwoi hay cuwoi sang khoai, khoc 16c hay tham chi gao thét truéc may
tinh cta ho. Cong nghé ngay cang hién dai cua thoi dai ngay nay cho phép
con nguwoi thé hién bat ky diéu gi ho cam thdy duwgc qua Internet. Con nguoi
nhan thay viéc lam nay trd nén rat dé dang va Internet tham chi con giup ho
rat nhiéu trong viéc thé hién hay boc 16 cam xtic. Gia st qua qua dich vu
chuyén tin nhan titc thi Yahoo! Messenger do Yahoo! hay MSN Messenger
do Microsoft phat trién, nguwdi dung c6 thé dung thém cac phwong tién biéu
16 cdm x1c (qua cac biéu twgng cam xic) nhw méat cwdi, mat buon, hay mat
gian dit, v.v... khién viéc thé hién nhiéu trang thai cam xuc tré nén rat don
gian.

Cong nghé ho trg con ngudi mot cach hitu hiéu dé biéu 16 sy titc gian, dé noi
“toi yéu em”, dé noi “to6i ghét ban”, dé noi chia tay nguwdi ban trai hay ban
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gai, hodac tham chi dé ngo 10i cau hon qua mang. That tuyét voi, ding vay,
nhung cong nghé ciing khién con ngudi trd nén giau tinh cam hon.

Ngoai dich vu chuyén tin nhan ti&c thi, nhu cau biéu 1o tinh cam ciling dwgc
théa man nho cong nghé dién thoai di dong. Gig day ching ta c6 thé giti cho
ban bé va nhitng ngwoi gan giii than thwong nhitng tin nhan c6 minh hoa
bang dién thoai di dong. Mot vai loai tham chi con dugc trang bi may anh dé
ban cé thé gwri di nhitng bitc hinh ctia minh cho ban bé hodc dong nghiép.

Con c6 rat nhiéu diéu thu vi khac vé dién thoai di dong. Thang 12 nam 2002,
cong ty dién thoai di dong Siemens da thyc hién mot cuéc tham do y kién
trong sO nhitng nguwoi st dung dién thoai di dong trong pham vi sau nuwéc
Pong Nam A. Két qua cho thdy 40% nguoi duge hoéi néi tim ho dap nhanh
hon khi nghe tiéng chudng bao cé tin nhan. Thu vi hon, khi thdy mot nguoi
nhan dwgc mot tin nhan qua di dong, 79% sb6 nguoi duge héi noéi ho cling
kiém tra dién thoai cua minh.

Tin nhan SMS mang lai it co hdi thé hién cam xuc, va ciing khong it 1an gay
ra hiéu nham. Thong thwong, dé la do ngwdi nhan tin nhan hiéu sai y dinh
ctia nguwoi gwi do ngudi gri doi khi thay doi cac quy tac ngon ngit. Khoang
40% nguoi dugc hai thira nhan ho da noi nhitng chuyén rieng tv voi nguoi
minh yéu qua tin nhan SMS.

Cho du phuong tién nay c6 nhiéu han ché trong viéc thé hién nhitng boc
phat tinh cdm cta nguoi gii, 41% thira nhan sau khi s& httu mot chiéc di
dong, ho thay viéc thé hién tinh yéu thong qua tin nhan SMS dé dang hon.

Cong nghé mang tinh nhan ban

Trong tiép thi, ngwoi tiéu dung hién nhién sé hanh phic hon véi nhitng may
moéc cong nghé tap trung vao phuong dién tinh cdm hon la thé hién sy phitc
tap vé cong nghé.

Ban c6 can bang chitng cho diéu nay?
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Thé gidi da trd thanh sao Kim va thi treong cling da thay doi. Thé gidi cong
nghé, von truedc day bi nhin nhan la qua xa roi nhitng yéu t6 nhan ban va
tinh cdm, ngay nay da 1y ca hai yéu td nay lam chia khoa dé di vao trai tim
khach hang. Trong khi tredc day, chi cé sy phitc tap vé cong nghé mai co
thé dwa mot cong ty di lén trong nac thang thanh cong, ngay nay diéu nay la
chwa du. Sy phitc tap vé cong nghé chi 1a mot trong nhitng khia canh co ban.
bé gianh chién thang trong thé gidi ngay cang giau cdm xic nay, mot nha
san xuat phai c6 kha nang tao ra dwgc mot san pham c6 “tam hén.”

Hay nhin vao “cudc chién” gitta cadc nha san xuat dién thoai di dong luén
canh tranh dé tao ra nhitng chiéc dién thoai khién khach hang phai yéu quy,
tham chi phat dién. Ban c6 thé dang nghi ho chac chan sé tao ra nhitng chiéc
dién thoai thé hién cong nghé siéu phitc tap. Ban da ding, nhung khong
hoan toan, bdi cac nha san xudt quan tam rat nhiéu dén yéu t6 tham my va
nhan ban trong cac san pham cua minh, ma van khong bé qua yéu t6 cong
nghé ching ta da dé cap dén. Thi trwong dang ngay cang bi phan chia. So
v&i cac san pham chi thuan tuy chic nang, sdn pham gianh chién thang trén
thi trwong la nhitng san pham c6 can nhac téi yéu té phong cach va thoi
trang.

Trong khi tredc day tat ca nhitng gi ma moi nha san xuat dién thoai di dong
nghi tGi la cong nghé... cong nghé va cong nghé, thi ngay nay cac van dé vé
phong cach, thdi trang va mau ma da chiém linh suy nghi cia ho. Qua hang
loat cai tién lién tuc, ho luén c6 gang tao ra nhitng mau ma thi treong sé wa
chudng, hay thdm chi tét hon nita la yéu thich. Hay thit nhin lai nhitng sdn
pham ma ho da tao ra.
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Thong qua san pham 7280 cia minh, NOKIA da lam rung chuyén thi trudng
bang thiét ké c6 mdt khong hai. VGi khau hiéu “Hay kham pha bi mat cta
t6i” (Uncover My Secrets) NOKIA dad n6 lyc lam cho san phdm mdi nhat
cta minh thue sy song dong va co thé tac dong tdi tinh cam ctia khach hang.
Chiéc dién thoai c6 mot giao dién vGi ngudi st dung duwgc kich hoat bang
giong ndi khién n6é mang tinh nhan ban va riéng tw hon. Khong chi c¢6 thé,
kiéu dang ctia NOKIA 7280 thuc sy doc dao, khi né chira day vé bi hiém rat
phu hgp véi khau hiéu cua san pham. Khong can hoéi ciing biét cong nghé
cda chiéc dién thoai nay rat phirc tap. NOKIA 7280 c6 cong nghé Bluetooth,
két noi dir liéu téc d6 cao va cong hong ngoai cung vdi hé thong duyét
GPRS. NOKIA da lu6n cho ra nhitng cai tién mang tinh dot pha va néu chu
y ban sé nhan ra yéu t6 nhan ban rat manh mé biéu hién trong tirng mau ma
dién thoai ma NOKIA san xuat. Con rat nhiéu vi du khac, nhi NOKIA 9500
va NOKIA 6630 véi chirc nang chup hinh va quay phim.
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Motorola cling gidi thiéu chiéc Motorola Razr V3 da hoa tron dwgc cong
nghé phic tap vé6i kiéu dang méng bat mat. Chiéc dién thoai nay cé nhac
chuong da am do c6 MP3. Moto Razr V3 con c6 tinh nang xem video
MPEG4. M4t lan nita, Motorola da khong chi dwa vao do phitc tap ctia cong
nghé ma con vao kiéu dang vat ly cta chiéc dién thoai dé tac dong t6i tinh
cam cta khach hang. Céng nghé khién khach hang da cdm hon!

Khoéng chi c6 Nokia va Motorola dang c6 gang that nhiéu dé tao ra cong
nghé cé thé thuc sy ti€p can khia canh nhan ban cta khach hang. Nhitng
nguoi choi khac trong nganh cong nghiép dién thoai di dong cling dang day
manh cai tién dé két hgp dugc yéu té nhan ban vao tirng khia canh ctia cong
nghé phtrc tap hién co.

Mot chiéc dién thoai di dong can cé kha nang cho phép khach hang lam bat
ky diéu gi ho muon, bai giao ti€p khong chi han ché ¢ “néi chuyén”, ma con
dung t6i ca van ban viét, hinh dnh, va tham chi video quay truc tiép. Cong
nghé khong chi don gian la van dé 1y tri bi tach roi khoi yéu t6 con nguoi,
bé&i lic nay day né da mang dam tinh nhan ban - diéu cho phép khach hang
thé hién bat ky diéu gi xuat hién trong tam tri ho.

Quan ly tam trang

Sy phitc tap ctia cong nghé thong tin da khién sy bung né va vui buon cta
tinh cdm khach hang tré nén khé nam bat hon, nhu thé ta dang ngoi trén mot
chiéc tau lwgn vay. Dong chdy thong tin c6 thé khién trang thai tinh cdm ctua
cac khach hang sao Kim thay d6i nhanh chong. Vao ldc nay, ching ta cé thé
thay hanh phtc vo bd, nhung chi mot gidy sau, ching ta da cé thé rat buon
nan hay gian dt.

Hay xem xét tinh huong sau!

Ban vo tinh bi ket xe gitta mot dong giao thong mét méi ctia thanh pho
Jakarta va diéu do6 khién tam trang cta ban rat t6i té. Nhung dot nhién ban
nhan dwgc mot tin nhan hay mot thw dién t& ti nhitng dita con ctia ban hay
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vo/chong ban & nha, théng bdo cho ban mot tin rat vui. Ngay khi dé, tam
trang cta ban sé thay doi 1800 tir t6i té chuyén sang thoai mai, tit chd cam
thay kho chiu, ban sé cam thay dé chiu.

Vay két qua cua viéc nay la gi?
Rét don gian.
Bat ké san pham cua ban tot dén dau;

Cho du dich vu cta ban tuyét voi dén mitc mang lai cho khach hang mot ky
niém dang nha;

Cho du nhan hiéu ctia ban c6 gap kho khan dén dau khi thay do6i khach hang;

Tat ca sé la vo nghia néu khach hang ctia ban thuwdng roi vao tam trang toi
té!

Ban phai xuat hién ding thoi diém khi ho dang & trong mot tam trang phu
hop dé san pham va nhan hiéu cta ban c6 thé thyc sy tré thanh mot ky niém
dang nhd véi ho.

Dbiéu nay ham chita nhiéu kho khan.

Trong khi tinh cdAm khach hang 1én xu6ng that thwong, ban can quan ly tam
trang mot cach hgp ly va ding cach. Vi sao vay? Vi day la chia khoa thanh
cong cho nhan hiéu cua ban. Triwéc day ¢ sao Héa, chiing ta khéng can quan
ly tam trang, nhung gio day tai sao Kim, cong viéc nay da trd thanh mot
trong nhitng yéu t6 quyét dinh sy thanh bai trong cudc canh tranh.

Cac khach hang sao Kim can nhitng thit c6 thé gitip ho kiém soat tinh cam
cta minh. Chi can nhin vao nhitng cv dan sao Kim & Nhat Ban. Hién nay,
trong gidi tré Nhat Ban c6 xu huwéng két hon mudn hay tham chi mét sé con
quyét dinh khong lap gia dinh. Chi phi sinh hoat cao & dat nwéc nay dang
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khién thé hé tré Nhat Ban, dac biét 1a & cac thanh phé 16n, quyét dinh song
doc than.

Puong nhién diéu nay tao ra sy mat can bang trong tinh cam cta ho, do dé
ho can mot kénh nao do dé giai téoa nhu cau cho minh. Trong qué khit, dé
chuyén hwéng sy chi y, ngudi Nhat c6 thé cham séc vat nudi hay lam vuon.
Tuy nhién, do han ché vé thoi gian va khong gian, gio day ho can mot thi gi
do khac.

Céac khach hang giau cam xtc tai sao Kim can mot ngwoi ban dong hanh
cling giau tinh cdm. Mot nguwoi ban nhw vay khong nhat thiét phdi la con
nguoi - ban be, gia dinh, cong dong, v.v... ma con c6 thé 1a mot ro-bot co
tinh cdm. Nghe c6 vé la phai khong ban? Pung vay, chung ta thuong nhin
nhan r6-bot 1a nhitng vat thé 1y tri dwgc tao ra tit may tinh. Nhw vay thi lam
sao chung c6 thé cé tinh cam?
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Sony da bién wdc mo ctia con nguwdi thanh hién thuc véi ro-bot co tinh dot
pha AIBO - mot r6-bot bon chan “cé cam xuc” véi nhitng hanh vi ty cha.
Vé mat chitc nang, né cé thé thyc hién rat nhiéu céng viéc ma nguoi s
dung yéu cau, nhu truyén mot thong diép 16i noi tir gia dinh hoac ban be dé
danh thitc ngwoi cha, v.v... V& mdt tinh cdm, s@ hitu mét AIBO ciing nhw
cling nhuw s& hitu mot vat nudi. Tam trang ctia AIBO thay doi tuy theo moi
treong va dnh hudng dén hanh vi ctia AIBO.
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biéu tuyét voi cuia AIBO la & cho né c¢6 thé biéu hién sau loai cam xtc: hanh
phtic, buén b3, sg hai, ghét, ngac nhién va gian dit. Nhan cach doc dao caa
AIBO dugc phat trién thong qua mot lién két nhitng ban nang va cdm xuc
duy nhat nay. Con ro-bot nay khong con la mot vat thé 1y tri nita ma da cé
tinh cam, va diéu nay la nhd cong nghé hién dai.

AIBO da tré thanh mot trong nhitng san pham thanh c6ng nhat SONY tung
cho ra mat, ti€p bwdc nhitng san pham tredc d6 nhw may nghe nhac
Walkman, Discman, PlayStation, v.v... Nhiéu nam trwéc, ngudi Nhat cling
titng xoOn xao v@i tro nuoi ga ao Tamagochi, mot con vat cling co tinh cam
béi né phai trdi qua niém vui, n6i buén, 6m dau, hay tham chi cai chét néu
khong dugc nguoi chu sd hitu cham soc.

Ham lwgng cam xtc cao di kém cac tién bd ngay nay trong nganh cong nghé
thong tin da dnh hwéng tdi ngudi tiéu dung, khién ho nhay cdm hon. Va c6
18 ban van con nhé John Gray da néi gi trong cudn sach dé doi Pan Ong
bén tir Sao Hoa, ban Ba Pén ttr Sao Kim cia minh, rang Sao Hoéa la hanh

tinh 1y tri dién hinh, con sao Kim la hanh tinh cia cam xtc.

Ham lwgng cdm xuc cao trong cong nghé hién dai da khién Trai Dat thay
doi, ngay cang giong sao Kim nhiéu hon sao Héa.

Cau chuyén cua Friendster

Friendster hién nay la mot trang web dugc yeu thich khong chi trong gidi tré
ma con trong ca nhitng ngwoi da ¢ Iiva tudi 30 va tham chi 40. Diéu dac biét
cta Friendster la trang web nay mang lai mot cong cu don gidn dé tao dugc
mot mang lwdi ban bé rong khap. Gid st ban c6 mot tai khoan trong
Friendster va cé thé moi ban bé ctia minh gia nhap trén mang. Khi ban beé
dong y, ban sé c6 thé nhanh chéng xem hinh ban bé ctia ho hay tham chi lién
lac vGi nhitng nguwdi ban méi nay. Ban bé cua ho cling vay, ho cé thé xem
hinh va lién lac v&i ban. Bang cach nay Friendster giip ban dé dang m&
dwgc mot mang lwdi rong 16n chi bang viéc kich chuot.
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biéu thu vi la khi t6i héi mot vai ngudi ban da gia nhap Friendster rang ho
thue sy thich diéu gi khi dung mang nay, ho n6i do la khi ho thdy da c6 thém
nhiéu ban méi hay nhitng 10i gidi thiéu méi. Hay dé toi giai thich ré hon cho
ban, ngoai viéc c6 thé lién lac v&i ban mdéi hay nhan dugc lién lac, ban ciing
c6 thé gri mot 10i gidi thiéu tdi ban bé cia minh va ho cling c6 thé lam nhw
vay. Cong nghé gitup moi thi trd nén dé dang hon va giau cam xtc hon!

Hen ho trén mang

Trong qua khit, con nguoi chwa bao gio twdng twgng sé tim duwgc mot nguoi
dong diéu vé tam hon qua Internet. Tim dwgc mot ngwdi nhw vay nhuw mot
dang phép mau gti xudng tr chén thién dwong, vi vay ban chi cé cach trong
cho vao s6 phan. Ngay nay, vdi su trg gitip cia cong nghé tién tién, ban co
thé tim thdy ngwdi yéu twong lai ciia minh nhd Internet qua dich vu hen ho
trén mang. Viéc nay rat don gian, ban chi can cung cap théng tin ca nhan cta
minh va dir liéu vé ngudi ban trai/ban gai ma ban kiém tim (bao gom cho &,
tudi tac, v.v...) va chang may choc ban sé nhan dugc mét danh sach tir nha
cung cap dich vu. Néu ai do6 trong danh sach nay quan tdm dén ban, ho chi
can lién lac v&i nha cung cap hay tham chi lién lac v6i ca nhan ban. Dich vu
nay co rat nhiéu dang khac nhau, dang mién phi, dang yéu cau ban phai dang
ky thanh vién ngay tir dau, hay dang phai tra tién.

Ban hoi ti 1é thanh cong? Rat cao! Nhitng trang web nay cé 1oi chitng thyc
t* nhitng ngwoi da tim dwgc ban doi cho minh qua Internet va dang song rat
hanh phtic bén nhau. Do thiéu thdi gian, ngay cang cé nhiéu nguwdi quan tam
dén cach st dung nhitng dich vu hen ho trén mang kiéu nay. Cong nghé
khién moi thi¢ trd thanh c6 thé.

Hiéu &ng dac biét ¢ Hollywood

Ban di xem Chua Té Chiéc Nhan hay Ngay Kinh Hodng chuwa? To6i chac
chan rang nhiéu nguwoi trong so6 cac ban da cam thdy minh la mét phan cua
b6 phim. Chang han nhu trong phim Ngdy Kinh Hodang, mot cau chuyén ké
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vé su quay lai thoi ky bang ha, ban c6 thé sé cam thay “lanh 1é0” hay “dong
bang” khi xem phim. Trong Chua Té Chiéc Nhan, ban sé thdy minh nhw
dang tham gia vao cac cudc chién.

Co6 1é Hollywood dang c6 choi dua véi cam xtc cta khan gia bang cach sw
dung nhitng cong nghé tién tién hién c6. Cong nghé nay, bao gom hiéu tng,
am thanh va trang phuc ddc biét, dong vai tro chinh trong nganh cong nghiép
dién danh ngay nay. Khong cé nhitng thit nay, mét bd phim sé thiéu di cai
“hon” va, bat ké n6 hoanh trang dén dau, no sé tréd nén vo nghia néu khong
c6 sy trg giup cia cong nghé hién dai. Trong béi canh nay, cong nghé kich
thich va choi dua v6i cam xtc cta nguoi xem.

bay la ky nguyén cong nghé thong tin. Bang cach nao c6 thé st dung cac lgi
ich ctia cong nghé nay dé tiép can khach hang? Pon gian bang cach nhé
rang c6 thé sir dung cong nghé thong tin dé tac dong t6i tinh cdm cta khach
hang.

Cau chuyén cta Optus

Optus, nha cung cap dich vu vién thong 1én thtt hai & Uc, dé xuét rat nhiéu
phwong thitc nham tao thuan 1gi cho cac thué bao di dong tra tredc ctia minh
gitt lién lac v6i nhau. Chwong trinh Nhan tin + N6i chuyén ctia hang nay cho
phép cac thué bao dwgc gui tin nhan vGi gia chi 18 cent cho moi tin chuan
va goi cho bat ky di dong nao vao bat ky thoi diém nao véi gia 18 cent cho
moi block 30 giay.

San pham nay c6 thé trao dbi vdi cac chuwong trinh khéac, véi tén goi “Free
Calls Any Time” (goi mién phi vao thoi diém bat ky) va “30 for 10 nights”
(30 cent cho 10 dém). Chwong trinh thi nhat cho phép thué bao thyc hién
cac cudc goi mién phi t&i cac khach hang tra trude khac ctia Optus ¢ Uc st
dung thoi gian cta Free Calls Any Time (300 phiit cho mo6i lan nap thém 30
do la va 500 phut cho moi lan nap thém 50 d6 la). Trong khi d6, chuwong
trinh thi hai cho phép thué bao thuc hién cac cudc goi c6 do dai 10 phut vai
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gia chi 30 cent t6i bat ky di dong hay mdy dién thoai gia dinh nao trong
pham vi nwéc Uc tir 8 gid t6i dén 7 gid saing mdi ngay trong vong 10 dém.

Optus cling cung cap Optus Zoo, mot chwong trinh cho phép thué bao kham
pha thé gigi thong tin va gidi tri cling nhuw gidp ho thé hién tinh cdm cta
minh. Chwong trinh gom cac yéu t6 truyén thong, théng tin, va giai tri.
Truyén thong ¢ day khong chi gidi han & dich vu chuyén tin nhan va thuc
hién cudc goi, ma con m@ réng t6i cac dich vu chuyén tin da phwong tién,
thu dién t¥ va in an phim Fuji. Ngoai ra con c6 cac dich vu cung cap tin tic
thoi sw, ban tin thoi tiét va ban tin thé thao. Dich vu giai tri cia chwong trinh
mang lai cho thué bao nhitng chwong trinh truyén hinh tryc ti€p, phim va ca
nhac. Vi dién phu séng rong ctia nhitng dich vu nay, Optus Zoo da mang
lai nhiéu niém vui cho viéc sit dung mét chiéc dién thoai di dong va kha
nang thé hién tinh cam.

Loi khuyén dé thanh cong tai sao Kim

1. Phat trién cac san pham va cong nghé cé thé théa man nhu cau tinh cam
cua khach hang.

2. St dung cong nghé théng tin dé truyén tai cac thong diép cam xuc tGi
khach hang ctia ban. Bang cach nay, ho sé c6 mot moi lién hé cling nhw sy
gan két veé tinh cdm véi cong ty va nhan hang cta ban.

3. Tiép can tinh cdm cta khach hang bang nhitng thong diép c4 nhan. Xem
xét lai ké hoach truyén thong cua ban. Khi & trong thoi dai sao Hoa, dwa vao
“truyén phat” dé chuyén di cung mot tin nhan tdi tat cd cac khach hang la
hop ly. Nhung khi & trong thoi dai ctia sao Kim hién nay, diéu nay ro rang la
chwa du, vi vay can st dung phuwong tién “thé hién quan diém” nhw thw dién
tir va tin nhan SMS dé truyén tai cac thong diép ca nhan.
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NGUYEN TAC #2: KHACH HANG

Hau hét khach hang trong thé gidi twong tac nay la nhitng ngudi cé thién
huwdng hay tinh niv

ONLYINA

Co phéi nam giéi thye sy giong nit gigi?
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Khéc biét sé ludn ton tai gitta nam va nit cho dén khi thdi gian ngirng troi...
bai thai do cua chung ta dwgc hinh thanh bai cac héoc-mon chir khong phai
nho liéu phap xa hoi hay diéu kién nubi dwdng cu thé. Diéu kién sinh hoc
cta chung ta khién nam va nit gigi x 1y thong tin, nghi vé, tin twdng vao va
dat dwgc cung mot thi bang nhitng cach khac nhau.

Moi ngudi déu cé 46 nhiém sac thé tao nén ban do gien cta ho, 23 trong s6
do tir me va s6 con lai tir cha. Nam gigi c6 nhiém sac thé XY, con nit gidi c6
nhiém sac thé XX. Nhung dirng nham lan, “mau” géc cho moi chung nguai
trén trai dat la phu nit!

Mtc héoc-mon trong qua trinh thu thai anh hwong kha nang mot nguoi sé co
thai do nam tinh hay nit tinh. Vi vay hay ding nhin vao mot nguwoi dan ong
hay mot ngwdi phu nit chi trén co s@ “gidi tinh” ctia ho... béi nhitng chat hoa
hoc bén trong co thé moi nguwdi con quan trong hon nhiéu.

Phu nit = da nhiém vu
Khi ban nghe néi dén tir ti mi hay bdt bé, diéu gi xuat hién trong tam tri ban?

Néu ban dinh tra 16i bang tit phu ni?... thi cau tra 10i cua ban sé khong han
sai... vi nhin chung phu ni cé nhiéu sgi than kinh hon & lién két hai bén nao
trai va phai. Nho vay, ho c6 thién hwdng giao tiép dé dang hon va thuong
gidi quyét dugc nhiéu viéc cung lic.

Ngugc lai, nam gigi, phia dong vai nhitng nguoi di san, c6 xu huwéng khoe
hon vé thé chat. Nhin chung, ho c6 kha nang tap trung vao mot thi cao hon
phu nit. Tuy nhién, nam gigi thwong gap kho khan trong viéc dong thai chia
sé moi quan tdm va chu y t6i nhiéu van dé cung mot Itc.

Kha nang chid y vao mot s6 cac van dé cung lic khién ban nang caa phu nit
c6 vé manh hon cia dan 6ng, bdi phu nit c6 thé phan tich va danh gia mot
vai thi cung lic, nén doi khi nhitng gi ho lam khong dwa trén suy tinh; trong
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thue t€, nhitng hanh dong c6 vé cam tinh cda phu nit thwong dya trén nhitng
quan sat dugc thuc hién dong thai cuaa ho.

Ngay nay phu nit dong mot vai tro quan trong hon trong cong viéc kinh
doanh. Ho tham gia vao rat nhiéu linh vire kinh doanh. Chi can nhin vao cac
nhan hiéu 6t6 sang trong khac nhau. Ban da bao gio nghi rang c6 rat nhiéu
cac nha thiét ké cho chuing la nit chwa? Moi ngudi van thuong nhin nhan ho
nhw 1a mot nita giau cdm xudc va nhay cdm hon cta thé gigi. Dya vao diéu
nay, moi nguwdi cho rang nhitng nha thiét ké ni rdt phu hgp cho cac san
pham “giau cdm xuc”. Hién nhién cach 1ap ludn nay khong ding 100%.
Ngay nay nam gi6i cling trd thanh nhithg nguwdi giau cam xtc - hay lay
nhitng nguoi thich an dién lam vi du.

Do thoi dai va nhu cau da thay doi, vai tro ctia nam gigi va ni¥ giéi ngay
cang dugc chia sé. Nit gidi cling da gac lai nhitng c6ng viéc noi trg va bat
dau tham gia vao viéc “san ban”. Vi vay, rat nhiéu thay doi da dién ra.

Nhitng nguoi dan ong c6 thién hudng nit

MGt chiéc 6 t6 dwgc nhin nhan nhw mot vat thé dam chat nam tinh, cho du
thong ké cho thdy ngay nay 45% quyét dinh mua xe la do phu nit dwa ra, va
40% quyét dinh trong mua sam thyc pham thudc vé nam gidi. Trong thyc té,
thic pham da tirng 1a cong viéc cta phu ni.

Ai la ngudi mua tat chan nhiéu nhat trén mang Internet?

Dung ngac nhiéen khi nhin vao kham pha thu vi dwdi day. 85% khach hang
mua tdt qua trang web shaping.com - mot trang web ban do 16t - lai 1a nam
gigi! Nhiéu ngudi trong s6 dé6 mua hai c¢ tat cung lic, mot déi cd 16n cho
ho va mot doi cd nho hon cho vg/ngudi yéu ctia minh.

RO rang nam gi6i da khong con ngai chuyén thé hién minh va an dién. S6
hiéu u6n téc phuc vu cad nam va nit nhiéu hon so6 hiéu cat téc chi danh riéng
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cho nam gidi. Nhiéu nam gi6i hién da c6 cac dich vu cham séc tay va chan.
Nhu cau doi véi cac sén pham chi danh cho nam giéi cling dang tang nhanh.

Néu trwdc day toi noi rang thai dé chua yéu dwoc quyét dinh bdi héoc-mon,
thi sé rat ti nhién néu ta dat cau hdi: “liéu c6 kha nang da xdy ra mot dang
bién do6i nao d6 ctia h6oc-mon nam va nir?”

Hay dé cau hoi do lai cho cac nha sinh hoc, béi diéu chac chan la cac thay
do6i vé cong nghé da anh hwdéng rat 16n dén thai dé cta cac cw dan sao Kim
ma@i mé nay.

Trong thoi tién sit, dé la nhitng “thg san” thanh cong, m6t nguwoi phai that
khoe manh va co bap. That khong cé gi dang ngac nhién khi phu nit bi gat
sang moOt bén trong cudc canh tranh nay, nhung cong nghé mdi ngay nay da
khién nhitng ngudi chién thang khong phai 1a nhitng ngudi c6 co bap khoe
manh nhat, ma la nhitng ngudi cé chién lwge théng minh nhat va nang lyc tri
tué tot nhat.

Hay nhin vao con s6 nhitng phu ni* manh mé, quyén lyc va uy tin da tré
thanh giam déc diéu hanh hay tham chi la nhitng ngwoi sang 1ap mot cong
ty. Ho khong phdi l1a nhitng nguwdi co bap, nhung ho la nhitng ngwoi ding
dau va rat dugce ton trong. Lay Mary Kay Ash, sang 1ap vién ctia hang My
Pham Mary Kay, mét trong nhitng hang kinh doanh cac san pham lam dep
16n nhat nwéc My lam vi du. Khéi nghiép véi chin phu nit ban m§ pham dén
tan nha, cong viéc kinh doanh da tang tredng nhanh chéng. My Pham Mary
Kay gi¢ day da chiém linh thi truong, véi hon 300 nghin nhan vién ban hang
va hon 1 ty do la doanh thu tir 19 qudc gia.
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Hay mot vi du khac la Meg Whitman, Cha tich va la Giam déc diéu hanh
eBay Technologies. eBay la m6t nha dau gia trén mang ty mo td minh nhw
mot “cong ty cung cap giao dich c4 nhan qua mang lén nhat toan thé gidi”.
Co6 1é Whitman la nit giam doc diéu hanh giau c6 nhat & My. Ba ditng thi ba
trong danh sach Nhitng Ngwdi Phu N Quyén Lyc Nhét cua tap chi Fortune.
Whitman da phat trién thanh cong mét eBay dan dau thi truong véi budc
khai dau ti Internet.

Nam gidi cling thu dugc nhiéu tir cac tién bé céng nghé, béi ho von noi
tiéng hay gdap khé khan trong viéc bay té6 cam xtc cia minh, khong phai vi
ho khong c6 cam xtc, ma vi doi khi ho khong biét phai thé hién nhw thé nao.
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Dbo6i v6i nam gidi, két noi ngon tir véi nhau va thé hién cam xtc cta minh la
mot nhiém vu khong hé dé dang, bdi né can nhitng kj nang dac biét. Ho
thdy viéc thé hién cdm xuc sé dé dang hon nhd cé cac biéu twgng. Va véi
cong nghé nhuw MMS cho phép gtti hinh anh chi nho tiép xtic v6i mot cai
phim, viéc thé hién cam xdc va tinh cAm ngay nay da tré nén dé dang hon
cho nam gidi.

Béi ho rat tap trung, ho thay that khé cé thé chia sé suy nghi va néi chuyén
v6i nhiéu ngudi cung ldc béi ho can dwgce tap trung hoan toan. Tién b cong
nghé trong dich vu tan gau (chat) cho phép ho dwgc néi chuyén véi nhiéu
nguwoi cung lic bang cach chi phai tap trung vao mot man hinh may tinh
hién nhién da tdc dong rat nhiéu dén ho trong van dé nay. Ho c6 thé chia sé
cac cau chuyén véi ngudi khac tot hon. Khong chi c6 thé, cong nghé nay
con giup ho chu y vao chi tiét cudc néi chuyén, nhat la khi ho xem lai nhitng
gi ho da viét trudc do.

Tém lai, nam gidi ngay cang trd nén giong nit gidi hon.
V1 sao nhu vay?

Bd&i nam gidi phu thuéc nhiéu hon vao con mat ciia minh. Vi viéc tham gia
vao cac cudc chuyén tro trong mot thé gigi dién tir do bang doi mat cta
minh, nhu cau tim kiém nhiéu thong tin hon ctia ho nho vay dugc thda man.

Mot vai tré ngai cia nam gidi khi giao tiép va boc 10 cam xtic ngay nay da
duwgc g& bo nhd cong nghé va ho khong con phai doi mat vai chiing khi thé
hién minh. Cac tién b6 vé cong nghé ciling tao diéu kién thuan lgi cho nam
gi6i thyc hién nhiéu nhiém vu cung lic ma khéng mat tap trung. Va cling
khong nén quén rang tat ca diéu nay giip ban nang cta ho tré nén sac bén
hon.

Do 1a 1y do vi sao trong twa dé ctia nguyén tac thit hai trong s6 18 nguyén tdac
dan duong cho Marketing theo phong cdch “Sao Kim” nay, t6i noéi rang
khach hang tai sao Kim la nhitng nguwoi cé thién hwdng nit, to6i mudn noéi
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rang khong chi cé nit gidi ma cd nam gidi. Nhung ciing can nhé rang nhitng
nguoi dan ong nay khong phadi la nhitng nguoi ching ta da quen thudc trén
Trai Dat, ma la nhitng “ngwdi cé thién hwdng nir.” “Nam gidi c6 nhiéu tinh
nit.” Diéu nay khong cé nghia nhitng nguwoi dan ong nay da thay doi gidi
tinh ctia minh hay ho da mat di nam tinh, ma ho la nhitng nguwdi da tré nén
giau cdm xdc hon. Nhitng ngudi cé kha nang bay t6 tinh cdm va cdm xtc tot
hon.

Ban can nhan ra rang khach hang ctia ban gio day da thay doi!

Quan diém cua ho da thay doi!

Nhu cau cta ho da thay doi!

Hanh vi cta ho da thay doi!

Sé& thich ctia ho da thay doi!

To6i dé nghi:

Xac dinh lai chién lwgc cua ban!

Thay doi chién thuat cua ban!

Pha huy mo hinh kinh doanh ctia ban mot cach sang tao!

Nhung can nhé!

Trudc khi ban lam diéu nay...

Nhin nhén that k§ cang bang mot 6c phé phan nhitng thay déi cua khach
hang.

Cau chuyén vé nhitng ngwoi dan ong thich lam dep & Autralia
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Gi6i kinh doanh ¢ Uc da phén itng thé nao trwéc nhitng thay déi nay? Vao
thang 8 nam 2000, David Jones da tung ra mot loat cac san pham cham so6c
sac dep danh cho nam gi6i, va hanh dong nay gio day da mang lai thanh
cong ryc rd. 7 san pham dau tién dwgc tung ra, 3 trong sO nay la san pham
cao rau t6t nhat tai m¥c gia do - Ultra Rich Shave Cream, Ultra Gentle
Shave Qil, va Ultra Glide Shave Gel ciing nhu dau dung sau khi cao va kem
duwong am bdo vé hang ngay Post-Shave Smoothing Balm va Daily
Protection Moisture Cream.

Myer, mot ctta hang doc quyen khac ctia Uc, dd m& The Male Depot, diém
dén dau tién tai Uc danh cho nam giéi muén lam dep toan than & Grace Bros
Sydney, Myer Melbourne, Myer Brisbane, va Myer Perth. Tuwong tu, Coles
Myer’s Target gio day cling c6 mot khu vire ban cac san pham cham séc da,
do cao rau va lam dep danh cho nam gigi.

Nam 2003 (BRW, thang 9 nam 2003), tap chi Men’s Style (Phong Cach Pan
Ong) dwogc ra mit, nhdm vao ddi twgng doc gia 1a nam gidi va tap trung vao
cac chua dé nhw thoi trang va lam dep. Men’s Style ty miéu ta vé minh nhw
mot tap chi van héa quan chuing va thai trang dwong thoi va 1a mot “chi dan
quan trong” cho nhitng nam thanh nién déc lap tam 30 tudi & cac thanh pho
16n (Australian Financial Review, thang 9 nam 2003). Chu dé cua tap chi la
“Danh cho nguwdi dan 6ng muén c6 tat cd.” SO dau tién gom nhiéu bai bao
lay nhan vat hoat hinh Asterix va Tintin, hwéng dan cach that ca vat va gigi
thiéu nhitng nguwdi quyén lwc nhat trong nganh cong nghiép nwdc hoa danh
cho nam gi6i & Uc. Tap chi da thu hit rat nhidu quang cao ngay trong cac an
pham dau tién caa minh.

Thay déi cua nhitng nguwoi dan 6ng thich lam dep: Tt David Beckham t&i xe
Jeep

Hinh anh “dang dai trugng phu” dan dan bi thay thé b&i mot hinh anh khac
tuy cling c6 nét citng coi bén trong nhwng lai c6 nét mém mai bén ngoai.
Peo vong c6 va st dung chat lam bong mong ngay nay khéng chi la dac
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quyén cda phu nit. Nam gidi cling thich quan tam td&i khia canh ni tinh cda
ho. Hay nhin David Beckham!!!

"David Beckham

Co6 thé ndi anh la vi du tuyét voi nhat cho nhitng nguwdi dan 6ng thich lam
dep. Anh mdc vdy quan va son mong tay hong. Anh thuong thay doi kiéu
toc va ¢ tran hay boi dau bong trong nhitng bitc anh trang bia cua tap chi
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Esquire. Anh ta co tw hao vi minh la mot nguoi thich lam dep khong? Cau
tra 10i 1a co.

Co6 rat nhiéu David Beckham khac ngoai doi, nhiéu nguwdi dan ong da bat
dau kham pha khia canh ni tinh va nghiém tic vé van dé nay. Gan day, xu
hwéng nam gidi mac vay dang gia tang. Hay nhin vao mot s6 bo phim cé
tinh anh hung ca mé&i nhat nhw Troy va Chtia Té Chiéc Nhan, rat nhiéu nam
dién vién mac vay.

Vay ai néi chi nhitng ngudi c6 thién hwdng nit thie sy m@i quan tam dén vé
bé ngoai cuia ho va cu x dya trén tinh cdm? Ban c6 can thém bang chirng?

Hay nghi t&i Russell Crowe, nam dién vién tai nang cia Hollywood da gianh
twong vang Oscar nam 2000 cho dién xuat trong bo phim V6 Si Gidc Pdu
(Gladiator). Anh ciing la nam dién vién da tham gia b phim M¢t Tw duy
Tuyét dep (A Beautiful Mind), bo phim da mang vé cho anh mot dé ctt Oscar
nam 2001. Nguoi dan ong da titng dwoc phong danh hiéu nam dién vién
lanh lung nhat & Hollywood nay da tré nén rat dé xic dong khi gap cac van
dé lién quan dén maéi téc ctia minh. Trong lic san xuét bd phim Ong Chii va
Chi Huy (Master and Commander) nha san xuat da phai chi tGi it nhat
150.000 d6 la My dé c6 duge ding kiéu téc ma dién vién nay mudn.
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Kiéu téc dep nhat gio khong con la doc quyén ctia cac nhan vat noi tiéng;
ching ta hdy cting vao mot tiém uon téc dé kiém chirng diéu nay. Ngay nay,
nam gidi khong con ngwong ngung khi phdi di dén mét noi da tirng c6 ham
y ha minh 1a “céng xwdng” ctia phu nit. Hay dé y, s6 hiéu cat toc nam ngay
cang giam trong khi cac tiém udn toc thi moc 1én nhw ndm sau mua.

Nhuw t6i da néi & trén, nhu cau danh cho cac san pham cham so6c than thé caa
nam gigi dang tang rat nhanh. Pong thaoi, rat nhiéu nha san xuat da bat dau
cho ra cac san pham dwgc thiét ké riéng cho gigi may rau. Trong qua kh,
nam gidi khong tap trung qua nhiéu vao viéc cham soc than thé, nhung hay
nhin ho ngay nay! Ho khong con chi st dung xa phong dé cham séc than thé
ma thay thé n6 bang mot san pham cham séc tron ven tr dau tGi chan.
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Hay nhin vao cac céng ty dang san xuat rat nhiéu ching loai sdan pham cho
nam gidi. Menaji tuyén bo rang vGi san pham cham so6c toan than danh cho
nam gidi cia minh, canh may rau sé dep, cdm thay thoai mai va sau dé sé c6
tw tin dé di tdi thanh c6ng. Trong khi hwéng sy chu y tdi cac nhan vat noi
tiéng c6 st dung san pham, Menaji cho biét cac san pham ctia hang bao gom
ca cham s6c da mat, chong nang, phuc hoi da sau khi cao rau va héa trang,
v.v... Male Species ciling tham gia linh vyrc kinh doanh nay, vGi cac san pham
khong mui gom do trang diém va tao kiéu toc cho nam gi6i.

Nam gidi ngay nay doi héi phai cé ngay cang nhiéu cac san pham cham séc
than thé. Ho da tré thanh nhitng nguwdi c6 thién hwdng nit. Mot vai cong ty
hang dau thé gidi da dap tng rat nhiéu nhitng didc diém doc ddo cta cac
khach hang nay, nhu ching ta c6 thé thiy trong danh sach sau day:

» Tham quan cac trung tdm mua sam, noi ma tredc day khu viue ban trang
phuc nam khéng 16n 1dm va khu trung bay rat nhé. O thdi diém hién tai, khu
vuc nay da dwoc bai tri gon gang va bat mat hon. Trang phuc nam da da
dang hon, mau sac ciing vay. Hay lwu y cac hoa tiét trén chiéc ca vat cda
nam gigi cling da trd nén phong cach hon rat nhiéu.

* Nuéc hoa cho cac Adam cua thé gidi han nhién da xuat hién ttr rat 1au. Tuy
nhién, trong qua khit chiung duogc déng goi trong cac lo don gian khong co
gia tri tham my. Ngay nay, tinh tham m¥ cho bao bi dong go6i nwéc hoa nam
gidi phai khong thua kém cho ni¥ giGi.

* Quan ao va nudc hoa tac dong t6i tinh cam co6 1€ da tré thanh mot quy tac,
hoan toan trai nguwgc treong hop cta nhitng chiéc xe c6 thé di trén moi dia
hinh. Nhitng san pham nay déu lay nam gigi lam hinh mau. Trwdc day thiét
ké cua ching rat thé citng va hau nhu khéng tinh téi yéu tdé cam xuc; Tuy
nhién, chi can nhin vao thiét ké méi nhat cho chiéc xe Jeep, ta sé thay ngay
yéu td nay trong cac duong cong cua chiéc xe. Hay dé y tinh thim my cta
bang diéu khién cling da dugc chd y thé nao. Cé thé thay rang trong khi
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tredc day nhitng phwong tién nay chu trong nhiéu hon dén khia canh chitc
nang, thi ngay nay khia canh cam xtc dang ngay cang dugc chu y.

Cau chuyén ctia David Beckham

Tén day da cta chang cau thu nay la David Robert Joseph Beckham va anh
sinh ngay 2 thang nam nam 1975 tai Leytonstone. Ngoai viéc rat noi tiéng
nho tai nang dac biét, anh con noi tiéng véi tinh dong béng ctia minh.

Tai nang choi béng dang kinh ngac cta anh da thé hién rat rd ngay ti hoi
tiéu hoc. Nam 11 tu6i, anh gianh gidi Ky nang Ba bong Bobby Charlton.
Ngay 8 thang bay nam 1991, David Beckham dwgc tuyén vao doi hinh do
Bobby Charlton huan luyén. Tran dau dau tién cua anh vGi doi tré dién ra
vao ngay 23 thang chin nam 1992, khi doi tré Manchester United gdp
Brighton trong gidi vo dich Coca Cola. Sau do, sy nghiép ctia anh bat dau
thang tién khi anh gia nhap Lién doan Bong Da Chuyén Nghiép Anh (1993).
Ngay trong nam dau tién tham gia, cau thu khi d6 mdi 18 tudi nay tham chi
da ghi mot ban thang trong tran chung két gidi lién doan Anh. Sy nghiép cau
thi chwa chdm ditt & day, béi anh da tién 1én tré thanh mot trong nhitng tru
c6t chinh cua doi tuyén Anh trén dau treong thé gidi.

Tai nang dén vay, nhung David Beckham ciling khong thé thoat ra khéi sy
can thiép cta cac phwong tién truyén thong dai chiing & Anh, von noi tiéng
cay nghiét va lubn muén tim hiéu doi tw cta nhitng nguwdi noi tiéng. Ho
tham chi c6 lan con goi anh la anh chang sg vg.

Trong khi cac phuong tién truyén thong dai ching thwong nham vao cau tha
nay vi thai do lau ca cua anh, gigi hoc thitrc Anh lai ngwéng mo anh nhu mot
biéu twgng mabi cia nam tinh. Mot vai ngudi trong sé ho cho rang anh da tao
dwgc mot khai niém phitc tap mdi vé nam tinh. Va anh dugc xem nhw mot
nhan vat quan trong trong van héa quan ching cia Anh va dwgc coi nhw
ngwoi dan 6ng c6 anh huwong nhat & Anh quoc. Cac fan ham md bat chuwéc
trang phuc va phong cach séng ctia anh.
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Ngudi ta hy vong rang vi thé cia mot “ngudi dan 6ng ma6i”, nguwoi da két
hop dugc hinh anh truyén thong ctia mot cau tha nhiét tinh trén san cé véi
tinh cach déi mdi ctia mot nguwdi chéng yéu vg, mot nguwdi cha quan tam dén
con cai, mot nguoi thich bale, va mot nguwoi dan ong c6 phong cach va chu
trong vé bé ngoai, sé tao ra mot thé gidi tot dep hon va bao dung hon.

Cac két qua nghién cttu ctia Gido su Parker thudc treong dai hoc Warwick
va Gido su Cashmore thudc dai hoc Staffordshire cho thdy David Beckham
la biéu twgng cho nguwdi dan 6ng hién dai dwgc khac hoa nhw sau:

”Anh ay la “nguwdi dan 6ng méi” (mot nguwdi nudi dwdng, mot nguwdi chong
biét théng cdm, mot ngwdi bo tdt) va mot thanh nién kiéu mgi/mot 6ng bo
tré kiéu mai (ngwoi hung san co, ngudi cha thoi trang, ngwdi tiéu dung noi
bat), trong khi van thé hién nhitng dau vét cia mot “ngwoi dan 6ng cong
nghiép kiéu cii” (trung thanh, céng hién, chiu dung, va la tru c6t trong gia
dinh).”

L&i khuyén dé thanh cong tai sao Kim

Quan diém tw ky nguyén sao Hoa, cho rang nam gidi thi ly tri con phu ni thi
da cam, da 16i thoi. Trong thuc té, cd nam va nit gidi déu c6 nhu cau vé tinh
cam va thich dwgc nhin nhan nhw nhitng con ngwdi hoan chinh. Hay chiém
trai tim cua khach hang thudc ca hai giéi bang cach tac dong vao tinh cam
cua ho.

Nhi*tng ngudi mang tinh nit luén chu y tGi chi tiét! Khach hang dang tré nén
ngay cang phic tap va danh gia moi thi¢ rat ti mi. Vi vay, néu khong muodn
lam khach hang that vong, ditng bao gio bé qua thit gi bat ké né nhé bé dén
dau. Bat dau tir chinh sach cua cong ty cho tGi cac san pham cua ban! Can
phai quan tdm dén do nhay cam cua khach hang déi véi hang loat van de.

Khoéng danh gia thdp tam quan trong cua thiét ké cho san pham cua ban.
Thiét ké cta san pham va do phu trg dang ngay cang déong mot vai tro quan
trong. Ban khong bao gid muén san pham cé chat lwgng ctia minh bi danh
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bat khoi thi tredng chi bdi vi hinh thitc cia san pham dé khong hap dan nhw
ctia san pham khac.
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NGUYEN TAC #3: POI THU CANH
TRANH

Hau hét 1gi thé canh tranh déu xuat phat tir ich 1gi cam xtic

“Cam xuc, khong gi hon ngoai cam xuc...”
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Cau hat trong ca khic do Cliff Richard biéu dién nay la cong cu tinh than
md&i cho nhitng cong ty mudén chién thang trong ky nguyén sao Kim.

Liéu diéu nay c6é ding khong?

Co, bdi cong nghé da xoa di nhitng yéu t6 vé co bap, may moc hay tri tué,
thay vao dé la tinh cam!!!

Va day la cai gi?
Twr co bap, may moc, tri tué dén tinh cam

Chac chan rang cong nghé luon la lyc day chinh cho moi hinh thitc thay doi.
Alvin Toffler chia nhitng lyc ddy thanh ba loai. Ong néi vé ky nguyén cua
nong nghiép, cong nghiép va thong tin.

DPé la ngudi chién thang trong ky nguyén cua néng nghiép, von co ban ma
ban can c6 la Co bap.

Khéi niém dau tién nay da trd nén 16i thoi khi dau may hoi nwéc dwge phat
minh, va cong nghé nay da duwa ching ta vao ky nguyén cong nghiép, voi
von dé gianh chién thang trong cudc choi la May maéc.

Nhung lai mot 1an nita mot cong nghé co tinh dot pha ra doi va thay déi quy
tac cta cudc choi, d6 la may tinh, gitp chiing ta dé dang tao co s@ dit liéu va
truy hoi thong tin, méd ra mot chan trdi mdi - ky nguyén thong tin. Va chia
khoa cho thanh cong trong ky nguyén nay con hon ca Co bap hay May mac,
do la Tri tue.

Alvin Toffler cho rang trong ky nguyén thong tin, nhitng nguwoi nam dugc
khoa hoc va thong tin sé 1a nguwdi chién thang.

Hon thé nita, c6ng nghé thong tin, va dac biét la mang Internet, da khién
thong tin va tri thitc khong con la mot linh vie doc quyén. Hau nhuw tat ca
moi nguwoi déu co thé truy cap vao nhitng thit giong nhau. Nang luc tw duy la
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khong du, trong diéu kién nhw da néi & nguyeén tac thit nhat rang cong nghé
thong tin truyén tai vo van théng diép cua cam xic, vi vay von quan trong
can chua y la: Tinh cam

Nhu vay, da c6 mot buéc chuyén nita trong 1gi thé canh tranh tai sao Kim,
va Tri tué gio da bi Tinh cdm thay thé.

Va khi n6i vé Tinh cam, ching ta khong thé tach roi khoi Cam xic.

Cam xuc la goc ré anh hwdng rat 16n moi hanh vi trén moi phwong dién, bai
né6 lién két v6i tinh cam. Tinh cdm tadc dong rat nhiéu dén suy nghi cia mot
nguoi, dang thirc tinh cam va tac dong ca hanh vi danh gia, tinh cam cling
xac dinh hanh vi. D6 1a ly do vi sao ban can thyc sy quan tdm xem xét tinh
cam cua khach hang, va nén c6 gang tac dong dén khach hang dé ho cé
nhitng tinh cam tich cwc. Bang cach nay, suy nghi va hanh vi caa ho doi véi
cong ty, san pham va dich vu ma ban mang lai cling sé trd nén tich cyc.

Lgi ich chic nang hay lgi ich cam xuc?

Khach hang khong chi can nhac mot sdn pham hay dich vu, ma con can nhac
gia tri cua nhitng thit ma ho sé c6 dugc tir sdn pham va dich vu ma ban cung
cap.

Gia trj la gi?
To6i dinh nghia khai niém nay bang céng thitc don gian sau:

Gia tri = [Tong nhan/Tong cho di] = [(Lgi ich chitc nang + Lgi ich cam
x0c)/(Gia ca + Chi phi khac)]

Loi ich chitc nang lién quan tGi chat lwgng san pham hay dich vu, tGi viéc
san pham do hoat dong tot dén dau, va khia canh 1y tri lién quan t&i suy nghi
cua khach hang.
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Nhiéu nha tam 1y hoc hién dai da bi thuyét phuc rang may tinh la mGt mo
hinh t6t dé ho xem xét. Nhiéu nha tdm ly hoc tham chi con tuyén bo rang tri
thitc vé may tinh c6 thé két hgp véi khoa hoc vé tri thong minh, doi khi bo
qua khia canh va yéu to tinh cam.

Mot s cac nha tam ly hoc ¢6 uy tin mo6 ta tinh cdm chi nhw mot qua trinh
suy nghi 16-gic ctia con ngwoi ching ta khi déi mat vai bat ky diéu gi xay ra
bén trong ching ta. Ho thwong cho rang khach hang danh gia moi thi bang
ly tri, trong khi thyc t€ lai khong phai vay.

Chang han nhw hanh vi ctia nhitng ngudi swu tap xe 6 t6 lau doi. Ban ding
bao gid nghi rang nhitng chiéc xe “ci” - hay mdt tir khac 1a “c6” - nay ré
hon nhitng chiéc hoan toan mdi. C6 1é nhitng nguwoi khéng swu tap hay
khong thwe sy dam mé xe c6 sé cho rang ching don gian chi la nhitng chiéc
xe O dugc trién 1am hay trung bay tai mot bao tang. Nhung nhitng nguoi
thure su yéu xe co lai san sang trd mot cai gia cao dén bat ngo dé mua duwgc
mot chiéc. Vi sao vay?

Vi ho khéng chi nhin nhan chiéc xe trén phwong dién lgi ich chitc nang, &
day la dudi dang chuyén chd. Ho cdm thdy minh sé nhan dwgc mot 1gi ich
cam xuc ti viéc s& hitu mot chiéc xe co dat tién, nhw cam giac tw hao hay
thich thu.

Co thé ngay lap tic ban sé nghi rang trong cau chuyén trén, rat cé thé diéu
nay la do san pham dwgc dwa ra c6 lién quan dén mot thoi quen gan lién véi
mot s@ thich von bi anh huwéng rat nhiéu béi phia chu quan ctia khach hang.

Vay con viéc mua nhitng san pham cong nghé phic tap thi sao, khi khach
hang duong nhu hoan toan khong chiu anh hwdng cua tinh cdm? Tuy nhién
thuee té lai khong nhu vay.

Hay nhin vao may tinh iMac ctaa Apple.
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Ban can nhéc diéu gi khi mua mot chiéc mdy tinh? Kha nang cia chiéc may
d6? Nhan hiéu? Vay con kiéu dang?

© _A® _
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Ban c6 thé tin rang kiéu dang cling déng vai tro quyét dinh!!!

May tinh thuong cé kiéu dang chuan va “té nhat”. Khi héi mot s6 nguoi
diéu gi xuat hién trong tam tri ho khi nghe thay t*r “may tinh” hay “man hinh
nén”, toi gan nhuw chac chan rang ho sé tra 10i rang ngay lap titc ho muong
twgng ra mot c6 mdy “théng minh” 16n vdi kiéu dang chuan. Hang Apple da
thay do6i quan niém nay bang viéc gidi thiéu iMac. San pham iMac méi nay
mang lai ba sy la chon cho man hinh phang, bao gom mot man hinh rong
20 inch mdi c6 thé hién thi hoan chinh hon hai trang van ban va d6 hoa canh
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nhau. C6 thé diéu chinh ca chiéu cao va géc man hinh bang cach cham vao
man hinh. Tuy nhién, diéu thuc sy dac biét vé Apple iMac la kiéu dang dep
va “vui nhon”.

Ngay nay, khach hang khéng chi mua do6 dwa trén bat ky lgi ich chitc nang
nao ho nhan dugc. Piéu nay khong chi ding khi ho mua cac d6 vat nhw do
trang strc hay do lwu niém, ma con ding doi véi nhitng do vat von dugc coi
la “rat ly tri” nhw may tinh. Xét vé mat chitc nang, may tinh phai cé kha
nang thwe hién “bat ky” diéu gi khach hang can, ching phai nhanh, v.v...
nhung... nhitng chitc nang nay thoéi chwa da. Khach hang can nhiéu hon
thé... mot chiéc may tinh “c6 tinh cdAm” vdi kiéu dang vui nhon mang lai
cho ho nhitng cam xtc dic biét, c6 thé néi thanh 10i nhu: “O, chiéc may nay
that tuyét!” hay “To6i thye sy hanh dién cé dugc mot chi€c may cua hang
nay.”

Nhiéu nguwdi nghi ngo rang mot khi cong nghé ngay cang tré nén phitc tap
va thong tin ngay cang san c6, khach hang sé trd nén ly tri hon. Vi sao vay?
Co6 thé 1a do ho doan rang véi nhitng tién bo trong cong nghé vién thdong,
khach hang c6 thé dé dang truy cap thong tin va so sanh san pham nay véi
san pham khac.

biéu nay cé thé ding néu khach hang chi nhin vao sdn pham va gia c4,
nhitng yéu t6 dé so sanh nhat, nhwng ho lai khong chi danh gia san pham
dya trén cac yéu to trén.

Vi thuc té thong tin dang ngay cang da dang, ding la c6 nhitng lic khach
hang tré nén boi réi va mét moi hon, lwa chon thay vi phéi lang nghe nhitng
gl trai tim ho mach bado vé viéc san pham d6 c6 phu hgp hay khong; mat
khéc, khach hang cling phai d6i mat vdi sy han ché vé thoi gian dé ho co thé
so sanh san pham dua theo ly tri.

Hay kiém tra diéu nay bang cach nhin vao nhitng gi chinh ban lam!
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Ban c6 thuwong kiém tra ky cang thanh phan nguyén liéu dugc liét ké trén
bao bi ctia mot loai do an lién?

Co 1é nhitng nguoi xem xét danh sach nay can than khong phai la nhitng
khach hang, ma lai 1a nha san xudt ctia cac san pham canh tranh khéc.

Nhin chung khong phai khach hang ma la nhitng doi thu sé hiéu lgi thé canh
tranh r6 hon. B&i nhin chung doi tha canh tranh la nhitng nguwdi danh nhiéu
thoi gian nghién citu thé manh va diém yéu trong khia canh chitc nang cta
mot san pham. Gid st ban c6 nang lwc va c6 dd ngudn tai chinh, hay bat
chwéce nhitng 1gi ich chitc nang ma san pham mang lai, hay néu ban con c6
thé c6 dwgc mot s6 1gi thé khac, thi xét vé mat chitc nang san pham sao chép
cua ban sé tot hon.

Ngugc lai voi lgi ich chirc nang, 1gi ich cam xtc thuwong mang tinh ca nhan
nhiéu hon. Cac doéi tha c6 thé dé dang nghién citu 1gi ich nay, nhung khong
dé sao chép. Hon nita, nhin chung khach hang sé kh6 quén duwgc nhitng trai
nghiém tinh cdm da c6 vdi san pham caa ban. Nhw vay khong cé gi dang
ngac nhién khi Janelle Barlow n6i rang yéu cau tuyét doi dé tao ra mot lién
két chat ché vgi khach hang cia ban khong gi khac ngoai viéc mang lai cho
ho nhitng gia tri tinh cam.

Hay nhd!

Trén Trai bat...

Loi ich chitc nang la da dé danh bai doi tha canh tranh ctia ban...
O sao Kim...

Loi ich chic nang la khong du...

Dé danh bai do6i tha canh tranh cua ban,

Hay mang lai cho khach hang nhitng Logi fch Cam Xiic!
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Van hoa cong ty
“Tinh cam co6 sitc lan toa,”
Vi vay, hay budc di mot cach than trong!

Trudc khi c6 thé mang lai nhitng gia tri tinh cdm cho khach hang, truéc tién
mot cong ty can chd y tGi trang thai bén trong chinh cong ty minh. Lam sao
dé mot nhan vién c6 thé cung cap nhitng lgi ich cdm xtic, néu anh ta khong
thodi mai v6i diéu kién cua chinh minh?

Nghién cttu cia Hay Group cho thay tat cd cac cong ty thanh cong déu co
mot dac diém khac biét 1a chu trong dén khia canh tinh cam trong van héa
cong ty cua ho.

Hay that cha tdm dén van dé nay!

Dac biét néu ban hoat dong trong linh vyc dich vu... bdi trdi nghiém ban
mang lai cho khach hang phu thudc vao nguon nhan lwc ma ban st dung.

C6 vé nhu moi nguwoi déu biét dén Hard Rock Café. Nha hang nay ciing c6
mot 1gi thé canh tranh rit vitng vang khi mang lai cho khach hang nhitng trai
nghiém dang nhd. D6 uéng ma nha hang phuc vu c6 thé cling chi giéng nhw
¢ cac nha hang khac, nhung néu ban xem xét ky cang hon ban sé thdy mot
s0 khach hang san sang tra nhiéu tién hon chi vi ng6i trong quan nay tw than
no6 da la mot trai nghiém. Mot vai khach hang trung thanh cua Hard Rock
Café tham chi con san sang thuc hién nhitng chuyén di vong quanh thé gigi
chi dé thu lvgm dwgc cac trai nghiém thu vi khac nhau khi ngoi trong cac
nha hang khac nhau cua Hard Rock Café trén thé gidi.

Va nha hang nay thuc sy nghiém tic trong viéc bién cac 1gi ich cam xuc
thanh 1gi thé canh tranh cho sdn pham ctia minh. D6 la 1y do vi sao nhitng
ngwoi quan ly nha hang nhan manh diéu nay véi nhan vién cua minh. Ho da
chi tdm dén diéu nay ngay tir khau tuyén dung. Hard Rock Café chi tuyén
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nhitng nguwdi nhay cdm va cé kha nang dap trd tinh cdm. Diéu doc dao la
trong qua trinh tuyén dung, ho ludn kiém tra mic “dién loan” cia @ng vién.

Viéc tao ra diéu kién lam viéc c6 tinh ho trg va thu vi cling giit mét vai tro
quan trong. Néu bau khong khi lam viéc khong con hitng khdi nita, thi ban
dirng hy vong nhan vién cta ban c6 thé mang lai cho khach hang bat ky mot
lgi thé vé tinh cam nao.

Cac khach san Banyan Tree va cau chuyén vé cac khu nghi

La mot day chuyén gém 10 khach san, 13 trung tam spa va 2 san golf sang
trong, Banyan Tree luén dwgc bau khong chi la chuéi khu nghi t6t nhat chau
A ma con 1a mét trong nhitng sang tao tuyét voi nhat & tam thé gi6i. Banyan
Tree khong phai la mot khach san nghi mat hay mot trung tam spa thong
thwong; toi c6 thé noi rat khach quan rang day chuyén nay thuc sy khac
thwong. Bang viéc khuyén khich chinh nhan vién cta minh ngu dém lai
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trong mot villa dé cac nhan vién nay ciing cé thé c6 mot trdi nghiém &
Banyan Tree, ho c6 mang lai cho khach hang ctia minh mot khodng thoi gian
khong thé nao quén. Moi ngudi nghi lai Banyan Tree khong chi dé thuw gian
hay thudng thitc phong canh dep, ma con dé cé duwgc mot trai nghiém & day,

lgi ich vé “cam xuc.”

Ban da bao gio dung bita t6i trén mot bo bién cat trang, xung quanh ban
dwgc thap sang béi nhitng ngon dudc va nén... va hon thé nita, vai dong hay
mot doan tho duwge nguwoi phuc vu viét trén cat? Nhung dé chwa phai la tat
ca. Mot nguoi danh ca san sang bat ca cho bita t6i ctia ban, 6ng thé sé duwgc
cung cap trong treong hgp ban quyét dinh sé di boi triwdc hay trong khi dung
bita t6i. Banyan Tree cé tit cd nhitng thi nay trong chwong trinh Sandbank
Affairs (Cau Chuyén Trén B Cat) cua minh. Chac chan ho da mang lai cho
khach hang nhitng 1gi ich cam xuc thyc sy. Nghi lai khach san khong chi la
ngu dém & dé (lgi ich chitc nang), ma con la c6 mot trai nghiém dang nho
(Igi ich cam xuc).
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Cau chuyén cia Amazon.com

L.a mot cong ty trie tuyén khéng phai Iic nao cling cé nghia la ban khéng c6
kha nang mang lai nhitng 1gi ich cAm xtc. Amazon.com, hién dang phuc vu
hon 38 triéu khach hang trén 220 quoc gia, da bat dau mé rong nhan hang
sang ban dia CD, dau video, dau DVD, do6 choi va tro choi, va gan day la ca
dau gia. Co rat nhiéu cong ty hoat dong truc tuyén, vay diém dac biét cta
Amazon.com la gi?

D6 1a cong ty mang lai cho moi nguwdi mot sy hoa tron kho dat dugc gitta
nhitng lwa chon tuyét voi, gia tri cao, va mot trong nhitng trdi nghiém mua
sam truyc tuyén tot nhat tirng c6. Nguwoi mua hang khong chi mua dugce sach
v0, dia CD, DVD, hay bat ci¥ thi gi ho mudn trén Amazon.com, ma con cé
duge “cam giac dé chiu”, “cam giac an toan” khi st dung trang web. Hon
thé nita, Amazon.com da gidi thiéu “Delight-O-Meter” dé theo sat doanh so,
ghi lai 2,5 triéu dat hang trong nhitng tuan hoat dong dau tién. Toan bd
nhitng gi Amazon.com lam la mang lai cho khach hang mot trdi nghiém mua
sam tuyét voi trén mang.

Cau chuyén cta Vertu

Loi ich chitc nang ctia mot chiéc dién thoai di dong la thyc hién cudc goi
hodc gtti mot tin ngan. Sau nay, cac chitc nang trén duwgc bo sung véi nhitng
chitc nang wu viét hon nhw kha nang chup anh, g tin nhan da phwong tién
(MMS) hay tham chi nghe dai. Tat ca tinh nang nay dwgc cong nghé phirc
tap ho trg va dwgc goi gon trong mat thiét ké phong cach va quyén rdi.
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biéu gay t0 mo la moi nguwoi thwong xép cac tinh nang cia mot chiéc dién
thoai di dong & hang thi hai va lay kiéu dang lam nhéan t6 chinh khi chon
mot chiéc dién thoai. Ho tham chi con san long tra rat nhiéu tién cho nhan to

nay. Chi can nhin vao Vertu, chiéc dién thoai di dong duwgc lam bang tay véi
nhitng thanh phan dat tién. Chi dwgc ban qua mot sé6 nha phan phoi doc
quyén nhat dinh, Vertu ngay lap titc mang lai cho khach hang ctia minh lgi
ich cAm xtdc. Nhan hiéu nay la biéu twgng cua sy xa hoa va tham my tuyét
voi. Hon nita, nang lwc quan ly quan hé khach hang hoan hao tham chi con
tang thém gia tri cho san pham. Hét nhw viéc ban c6 mot trg ly riéng. Khi
khach hang c6 thé cam thdy mét “lgi ich cdm xuc” nhu vay, ho sé khong
thue tam dé y dén gia ca nira.

Cau chuyén vé khach san Hard Rock & Bali
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Ban mu6n hoc dé tré thanh mot DJ? Hay ban muén ghi am giong hat cta
minh giong nhw mot ca si nhac rock khi dang nghi tai m6t khach san? Vai
nam tredc day nhitng hoat dong nay chi giéng nhw mot gidc mo, nhung gio
day Khach san Hard Rock Bali c6 thé bién nhitng wéc nguyén nay trd thanh
hién thyc. Thong thuong, ban nghi trong mot khach san chi dé thw gian, an
thitc an ngon, chiém ngudng canh dep hay choi mét mon thé thao. Nhung
khach san Hard Rock Bali da tré thanh doc nhat vo nhi. V&i cac chuyén tron
goi ddc biét danh cho gia dinh, tudn trang mat, cac quy ba, va “Hold on to
the Night” (O lai v&i béng dém), hay véi phong thu cia minh, cac chuong
trinh “hoc lam DJ” va “hoc lwét song”, khach san Hard Rock Bali c6 gang
mang lai cho khach hang ctia minh nhitng trai nghiém doc nhat vo6 nhi.

Tat ca diéu nay chac chan mang lai 1gi ich cdm xtic cho khach hang. Khi roi
khach san, ho khong chi mang vé cam giac thw gian, ma con ca cam giac dac
biét, cdm giac hanh phtic. Thit twdng twong ban mang vé mot chiéc dia CD
ghi am giong hat cua chinh minh khi roi khach san!!! Ngay nay khach hang
khong mudn nhitng trai nghiém thong thudng — nhitng trai nghiém chi mang
lai cho ho nhitng cdm xtuc thong thwong, ho muén nhitng trdi nghiém mdai
lal!!

Cau chuyén ctia Medibank
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Nhitng 1gi ich c6 thé mang lai cho khach hang khéng nén chi la nhitng lgi
ich chitc nang, béi khach hang ngay nay ngay cang quan tam dén cac lgi ich
cam xuc. D6 1a ly do vi sao nhiéu cong ty phéi cung cap cac lgi ich cam xtc.

Medibank Private, quy y t& 1én nhat cia Uc va 1a quy quéc gia duy nhét caa
nuwdc nay, mang lai nhiéu hon thé. Ping vay, cong ty nay vai xap xi 30% thi
phan bao hiém y t& tw nhan cia Uc cung cdp dich vu téi gan 3 triéu nguoi,
da mang lai nhitng 1gi ich chitc nang tuyét voi. Cong ty dam bao dich vu c6
chat lwgng va dé tiép can cho cac thanh vién thong qua 104 trung tam ban 1é,
89 diém thanh todn bang tién mat, hon 250 nhan vién trong cac trung tam
dién thoai va qua trang web dugc yeu thich www.medibank.com.au cua
minh.
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Medibank hién gio c6 hgp dong v&i hon 90% cac bénh vién tw va phong
kham hoat dong ban ngay & Uc, va véi hon 3.150 nha cung cdp dich vu
cham sdc sitc khde ho trg. Medibank ciing da cong bo rang cit moi do la cac
thanh vién dong goép sé c6 91,5 cent dugce dung dé chi tra cac chi phi cham
soc sttc khoe cho ho. Trong nam 2003, Medibank da chi tra cho hon 550.000
ca nhap vién ca nhan, 5,1 triéu lwgt kham y té va 13,6 triéu dich vu ho trg.
Hon thé nita, chi phi quan 1y cta cong ty thap hon mic trung binh cta ca
nganh 22%. Xét trung binh, tat cd nhitng con s6 nay cé nghia la cong ty
mang lai 1gi nhuan 16n hon cua toan bg cac cong ty khac trong ca nganh gop
lai (Bao cao thwong nién nam 2004 ctia Medibank).

Nhung nhitng 1gi ich ma cong ty mang lai khong chi dirng ¢ mdt chitc nang.
MediBank con cé nhitng lgi ich cdm xtuc lién quan dén mat chu quan cda
cac hoi vién caa minh théng qua chién dich “I feel better now” (Gio toi da
thdy kha hon) cia minh. Chwong trinh giai thwéng méi “cam thay kha hon”
ctia MediBank Private la mot sang kién nham cting c6 nhitng gia tri cia dich
vu sttc khde ma cong ty cung cap. Chwong trinh da trao thwdng cho gan 1,5
trieu hoi vién nhan cac dich vu bénh vién ctia cong ty, mang lai cho ho
nhitng khoan tiét kiém khi di xem phim, dén phong tap thé duc, khach san
va cac khu nghi trén toan nuwdc Uc. Cac hoat dong nay dwoc chi trda ma
khong bao gom thém bat ky khoan chi nao khac tir phan déng gép cua cac
hoi vién, hay ha 30% gia bao hiém y té tw nhan. Cac hoi vién chi can trinh
Thé Ho6i Vién dé dwoc tiép can cac lgi ich nay. Cac doi tac cia MediBank
trong chwong trinh nay la:

* Greater Union, Rap Village va Rap Birch Carroll & Coyle
* Rap Hoyts

* Cau lac bo sttc khoe cho phu nit Fernwood

* Cau lac bo sttc khoe InShape (LeisureCo)

* Trang web wishlist.com.au
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* Tap chi Sttc khée Nam Gidi va Tap chi Marie Claire
» Tap chi Better Health

* AMF Bowling

* Accor Asia Pacific

Loi khuyén dé thanh cong tai sao Kim

1. Moi cong ty ngay nay déu phdi cung cap nhitng 1gi ich chitc nang, vi vay
sé rat kho dé phan biét cac cong ty néu chi dwa vao diém nay. D6 1a 1y do vi
sao du mudn hay khong, ban phai 1y lgi ich cam xic lam vii khi mé6i dé
chién thang doi thu cia minh.

2. Trong nhitng diéu kién thong thwong, khach hang thwong hanh dong theo
ly tri. Tuy nhién, trong nhitng treong hop rat tich cyc hay tiéu cyc, ho sé
nhay cdm va giau cam xuic hon. Vi vay, hdy c6 dé lam cho khach hang cam
thay dé chiu. Khi ho nhw vay, moi chuyén sé trd nén dé dang hon.

3. Nhu vay la ban da cung cdp cho khach hang ca nhitng 1gi ich cam xtc tich
cuc, hady ddm bdo chac chan rang ban va cd tat ca cac nhan vién cua ban
cling cdm thay thoai mai.
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NGUYEN TAC #4: CAI GI

Hiéu biét sau sac vé khach hang la céng cu tot nhat dé tim ra nhitng nhu cau

ONY.

Nhitng lang kinh mau hong,

an gidu cda ho

Toi dang nhin qua do,

Chi cai dep hien ra,

Con sy that an giau

JOHN CONLEE,

Nhitng Lang Kinh Mau Hong

Poan 16i trong ca khic dong qué da tirng rat an khach ¢ My nay goi ching
ta nhd rang, néu ching ta nhin vao mét vat nao do theo cach thong thuong,
c6 1€ tat ca nhitng gi chiing ta dat duwgc la chi nhin thdy nhitng khia canh ma
ai d6 muon cho ching ta thay, hay chi thady nhitng mat t6t nhat, trong khi s
that bi an gidu dang sau.
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biéu nay ciing giong nhw khach hang, néu hoi ho mot cach thang than veé
diéu gi do, doi khi ho chi san long cho chiing ta thady mat t6t cia nd, hay doi
khi lai ngwong ngung khi phai tiét 16 nhitng cdm xtc tan sau bén trong minh.

Va két qua cta viéc nay la gi?

Tat ca nhitng gi thu dwgc sau nhitng n6 Iic khé khan va mét méi nham tim
ra loai thong tin nay cé thé chi la n6i vo6 vong. T4t ca nhitng gi ban thu dwgc
c6 thé chi la nhitng cai mat na va thong tin sai 1éch.

Trong khi d6, dé la ngwoi chién thang, ban phéi hiéu khach hang ctia minh
ca bén trong lan bén ngoai. Ban phai c6 kha nang nghién citu that su nhitng
nhu cau sau kin cua ho.

Mot cau chuyén dan gian My ké rang

Mot c6 gai khong noéi ra nhitng gi minh muon

Nhwng co6 dy lai mudn ban bang cach nao dé phai biét
Rang liéu c6 &y muon lam cai nay hay cai kia

Muobn ngoi cho nay, ngoi cho kia hay la di noi nao do!

Ban c6 con nhé rang khach hang trong hanh tinh nay giong phu nit? Vi vay,
niém tin da dwoc thiét 1ap trén day gio duwgc thé hién trong hanh vi cia céac
khach hang sao Kim ngay nay. Ho khéng mudn ndéi ra ho muon gi. May man
thay, c6 mot phwong phap dac biét dé c6 thé biét duwgc nhu cau an sau bén
trong cua cac khach hang. Bay khong chi la mot nghién cttu thong thuong
vé khach hang, ma la mot nghién citu vé nhitng diéu sau xa cta ho!

Giau mat va khong giau mat

Khong mot phwong phap nghién citu nao c6 thé bao quat tat ca; moi phuong
phap déu c6 diém manh va diém yéu. Phwong phap sau day rat cu thé, va
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duwgc diéu chinh cho phu hgp v6i van dé phai doi mat. Moi thit déu c6 tinh
twong doi.

Tuy nhién, dé c6 dugc két qua tot nhat, khi tién hanh nghién citu khéng bao
gio cho phép nguoi tra 10i doan duge muc tiéu va muc dich cua nghién ctru.
Do 1a ly do vi sao cac phuwong phap nghién citu gidu mat dong mot vai tro
quan trong. Mot phwong phap nghién citu nhue vay an di muc tiéu va muc
dich cua nghien cttu trvdc nguoi duege hoi. Phuwong phap nay da dugc sw
dung trong mot vai cong ty, trong dé c6 Guinness.

Dé c6 dwge nhitng hiéu biét sdu sac hon vé khach hang, véi sw ho trg cia
Malcolm Evans va Added Value, Guinness da phat trién mdt cong cu tiép
thi than thién v6i ngudi st dung c6 thé ap dung trén toan thé gigi dé thu vé
nhitng hiéu biét sau sac vé moi treong canh tranh cia minh. Khi thu thap
thong tin vé khach hang, Guinness khong hoi khach hang ho thich loai bia
nao, v.v... Thay vao dé, cong ty c6 gang hiéu xem bia c6 y nghia gi d6i véi
khach hang cua minh trong tirng khu vyec thi treong.

C6 dugc loai thong tin nay tao diéu kién cho ho phan tich va thé hién cac
quang cao sao cho di ding hudng vaGi chién lwge quang cao. Khi da giai ma
dugc thi truong, nhitng nguwdi diéu hanh Guinness c6 thé dinh vi lai nhan
hiéu cua ho.

Cong ty cling t6i da hoa viéc st dung cong nghé thong tin san cd, gom dich
vu tan gau va gui the qua mang, dé thu dugc mat birc tranh chi tiét hon vé
khach hang. Vi nhitng phuong tién cta thé gidi do nay, khi ban cé thé xoa
nhoa hay bé qua nhan dang, moi ngudi cé thé boc 10 y kién cling nhuw nhitng
nguyén vong sau kin mot cach thodi mai hon. Khach hang sé cam thay
nguong ngung néu, trong mot cudc phong van mat doéi mat, ho phai thira
nhan rang yéu to chinh khién ho Iwa chon mot sdn pham la nhan hiéu caa
san pham do. Ho lo lang rang minh sé bi cho 1a ngé ngan.

Hiéu biét sau sac vé khach hang = Pa linh vuc
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Thong thuwong, rat kho cé thé tién hanh mot cudc nghién citu sau vé khach
hang.

Trong qua khit khi Trai D4t van con giong Sao Hoa,

tat ca nhitng gi ban can lam dé thyc hién mo6t cuéc nghién citu la cung cap
cho cac nha nghién cttu thuc dia caa ban mot danh sach nhitng cau hoi cu
thé.

Ngay nay, khi Trai Pat da chuyén sang giong Sao Kim, diéu nay la khong
du!

Dbé thanh cong, cac nha nghién citu thwe dia ctia ban can biét ngén ngit co
thé, tam 1y hoc, xa hdi hoc, va tham chi nhan chung hoc.

Tai sao lai nhu vay?

Bé&i nhitng nguwdi nghién citu khach hang nay can mét von hiéu biét rong va
sau. Co rat nhiéu diéu khach hang khong thé boc 10 mot cach thoai mai ma
chi c6 thé am chi.

Khi chiing ta n6i dén phan sau xa bén trong ctia khach hang khéng phai la
ching ta dang no6i tGi chi mot linh viee khoa hoc cu thé nao do, bai diéu nay
doi héi mot cai nhin xét trén nhiéu linh vuc!

Do6i vGi sao Hoa, dé thiét ké hinh dang hay bao bi mot san pham, ban chi can
c6 cac chuyén gia thiét ké, nhitng nguwdi c6 von hiéu biét vé nghé thuat va
thiét keé.

Dbai véi sao Kim, diéu nay la khong du. Ban da bao gid nghe no6i dén IDEO
chwa? IDEO, mot cong ty tuyét voi da sang ché ra rat nhiéu san pham luén
bat dau quy trinh sang tao ctia minh bang cach nhin sau vao cac khach hang
tiéem ndng. Piéu nay cé nghia la doi ngli nhanh nhay cia IDEO phai hoa
nhap vao thé gidi ctia khach hang. Ho quan sat, ho nhin ngam, ho di theo
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nhitng khach hang nay dé cé thé thiét 1ap nhitng hiéu biét sdu sac vé ho.
Bang cach nay, IDEO cé mot y niém hét sitc 10 rang vé diéu ma khach hang

cua ho thuc sy muon.

-

P
g.

Ban sé lam gi trwdc tién néu dugc yéu cau sang ché mot kiéu dang méi cho
loai xe diay dung khi mua hang? Liéu ban c6 t6 chitc ngay mot cudc hop
nhom dé tim ra loai ma khach hang dang mong wéc? Hay ban c6 tim hiéu
thong qua ban cau hoi diéu tra? Ca hai bién phap nay nghe c6 vé t6t. Bang
viéc t6 chitc mot cudc hop nhém hay tién hanh mot nghién citu dinh tinh, it
nhat ban sé c6 mot chuat hiéu biét vé diéu ma khach hang muén. Nhung co
mot gidi phap hiéu qua hon; dé la tim hiéu sau hon vé khach hang bang cach
that sy gan giii véi ho.
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Mot vi du la khi ta c6 gang phat minh kiéu dang méi cho chiéc xe dady mua
hang. B0i ctia IDEO da dén cac siéu thi, xem khach hang & dé (hay hanh
dong nhuw mot khach hang) dé cé dugce cam giac day chiéc xe hién c6 la thé
nao va van dée vdi chiéc xe do la gi. Doi tiép tuc hoan thién kiéu dang cho
chiéc xe ctia minh sau khi da c6 hiéu biét sau sac vé khach hang. Két qua la
ho da rat thanh c6ng trong viéc sang ché ra mét chiéc xe day vira thuan tién
cho khach hang vira hgp 1y cho viéc mua sam ma cac khach hang di siéu thi
thue sy mo wéc!!

Mot vi du nita cho thdy hiéu biét vé van héa dia phwong ciing tac dong rat
16n dén thanh cong cia mot san pham.

Unilever da dung nhitng phan tich vé dan toc hoc dé hiéu dugc nhitng co hoi
nay sinh to sy tang treong doanh thu cac dung cu 16n trong nha (nhv may
giat, may rira bat, ti lanh...) & cac nwdc dang phat trién nham tim ra dwoc
nhitng nhu cau va mong wdc an gidu chwa duwgc thoa man. Nghién cttu trong
nhiéu nam caa Unilever cho phép ho xac dinh dwgc nhiéu linh viee rong 16n
c6 tiém nang, nhu loai quan do dwgc mua va mac, cach dung va gii quan 4o,
va ky vong ctia khach hang vé lgi ich ctia cac sdn pham bdo quan quan 4o.
Toan bd nghién citu nay dugc dat trong boi canh van hoa.

Bang viéc tién hanh nghién citu chuyén sau nay vé khach hang, Unilever c6
thé tim ra nhitng linh viec ma tredc day ho chwa nhan thidy. Bong thdi, ho
cling biét dugc cach thic x ly véi thai do va hanh vi cta khach hang trong
viéc gitt gin quan ao.

T4t nhién tién hanh nghién ciu st dung phwong phap tim hiéu khach hang
rat ton kém, nhung c6 rat nhiéu cach lam khac nhau. Vi du nhv treong hop
cta Procter & Gambler. D6i vdi cac san pham gidt tdy cta minh, nhu Tide,
cong ty da tai trg rat nhiéu tran ddu bong da cho tré em. Ban than mén thé
thao khong quan trong, nhung diéu xay ra trong tran dau lai rat quan trong.
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“Quan 4o 1 tré rat ban...” Brian McNamara, Giam doc thwong hiéu Tide
noi. Va trong tran dau, c6 thé dé dang quan sat mé6i quan hé giira 1d tré va bo
me ching. Ngoai viéc tién hanh nhitng quan sat tryc tiép nhw vay, bé phan
Hiéu Biét Khach Hang va Thi Trwong cua cong ty cling st dung trang
Internet cia minh dé thu vé nhitng phan hoi va thong tin tiv khach hang vé
mot s6 sdn pham cong ty da tung ra.

Thoi gian gan day, nhitng ngudi yéu nhac dwgc thoa man véi rat nhiéu thiét
bi c6 thé choi nhac ¢ bat ky dau va vao bat ky thoi diém nao, tv Walkmans,
Discmans, t6i MP3 va nhiéu loai khac nita. Pay la diéu khong twéng trong
nhitng nam 80 ctia thé ky trwdc. Qua cac quan sat sac sdo, Sony da kham
pha ra nhu cau thwéng thitc am nhac moi noi moi lic cta con nguwdi. Cudi
cung, diéu nay da dan dén sy ra doi cua loai may choi nhac cam tay.

Y twdng ndy co 1& sé khong bao gid xudt hién néu chi qua cic cudc tro
chuyén thong thwong, bai khach hang lai khong c6 tam nhin cho twong lai!

Cau chuyén cia MTV

Khi dwa ra cau hdi nhanh sau day tai bat ky noi nao trén thé gidi, “kénh
truyén hinh nao dugc gidi tré yéu thich nhat?”, gan nhu chac chan phan 16n
cau tra 1oi sé la: MTV. Kénh truyén hinh nay da tré thanh mot loai biéu
twong trong gidi tré ¢ nhiéu noi trén thé gidi. Thanh cong cia MTV khi tr&
thanh biéu twgng cda thanh nién it nhat c6 mét phan la nho thanh cong trong
viéc tim hiéu sau sac vé khach hang tré tuoi.

Gio ta hdy xem xét nhitng no lwc cia Nickelodeon, mot chi nhanh cia MTV,
trong viéc tién hanh nghién citu khach hang tai vieong quéc Anh.

Mot trong nhitng c6 gang ctia kénh truyén hinh danh cho gidi tré nay la tién
hanh nghién cttu st dung anh. Nghién citu dwgc thywe hién bang cach Iwa
chon 60 em ttr 7 dén 8 tudi va 60 em khac ttr 11 dén 12 tubi. Mo6i em duoc
phat mot chiéc may anh (da c6 da phim cho 27 kiéu anh); ngoai ra, moi em
phdi lam dugc mot album chita toan anh do minh chup.
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Phu huynh cac em cling nhan dugc mot bitc thw nho ho cung lam viéc va
gitp con cai minh hiéu dwgc nhitng hwéng dan da cho, cong ty nhan manh
rang phu huynh khong nén tac dong vao hoat dong sang tao cta lii tré. D€ ho
trg nhitng nguwdi tham gia, Nickelodeon da thiét 1ap mot dwong day tro giup
dac biét dé ho c6 thé lién lac khi gap kho khan.

L tré phai chup cac bic anh lién quan dén cac cht dé sau: vai tro cua gia
dinh, céi nhin ctda tré em véi thé gidi, va khat vong cta tré em. Lii tré cling
phdi mo ta hoan canh va dong co cua ting bitc anh.

Céac btrc anh da mang lai cho nhan vién cua Nickelodeon mdt cai nhin sau
sdc ro rang. Chiing nhi mot c6 may thai gian gitip cac nhan vién hoa nhap

vao cudc séng hang ngay cua li tré, khi chiing mat ty tin chi vi dau toc
khong duwoc gon gang, sg hai trdc bong t6i, cd quai nhan dudi gam givong,
cung vé6i do la dong phuc di hoc va gau Teddy.

https://thuviensach.vn



biéu nay gitip ho hiéu rdo hon nhitng 4m &nh ctda li tré, nhw nhém Spice
Girls, hay cudc séng trong mdt thé gidi da phwong tién véi chi bo hodac me
trong gia dinh. Tap dnh nay cung cap cho nha san xuét chwong trinh nhitng
yéu t0 quan trong dé to chirc sy kién, tao san pham va trai nghiém cho tré
em, va nguoi ta hy vong n6 c6 thé tré thanh cadm hitng dé tao ra cac san
pham va dich vu phu hgp véi tré em.

Mot chuong trinh truyén hinh da thyc sy bung né cia MTV la The
Osbournes, néi vé cudc song thuc ngoai doi ctia ngbi sao nhac rock Ozzy
Osbourne. MTV Network da chon cudc séng cua gia dinh nay va dua né dén
vOi cac gia dinh khac qua man anh. Pay khong phai la mot gia dinh hoan
hdo, ho ciing bi anh hwdng bdi cac van dé nhw ruwou, hay ciing la mot gia
dinh ma cac thanh vién luén dung nhitng 16i 1€ lich sy. Chwong trinh nay
tham chi con xuat hién day nhitng cau chtti thé va nguyeén raa. Biéu thu vi la
& cho cho du bau khong khi tran ngdp moi thé loai ngén ngit va nhitng tran
cdi va cang thang, day van la mot gia dinh hoa thuan va gan két.

Mot chvong trinh khong c6 chut kich va dao dirc gia nao la thit ma cac khan
gia truyén hinh My hao hitc trong dgi. Khodng 3 triéu ngudi thudong xuyén
xem chuong trinh nay.

MTYV da chon Ozzy Osbourne lam ngudi dai dién cho thé gigi nhac rock.
Néu ho st dung cach nghién citu thong thwong, sé rat kho dé tim ra rang
khan gia rat muon xem mot chwong trinh vé gia dinh nhw vay.

Cau chuyén cua Teletubbies
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Khi t6i hoi mot vai tré em do dau ching biét m6t s6 mau sac va hinh khai,
that ngac nhién khi cau tra 10i cta chung khong phai tr nha truong hay phu
huynh ma la tr Teletubbies! Sau dé ching tiép tuc néi cho t6i nghe chi tiét
hon vé chwong trinh nay. Teletubbies, v4i 4 nhan vat noi tiéng Tinky, Winky,
Dipsy, Lala va Poo, do Anne Wood va Andrew Davenport phat trién cho
hang Ragdoll Ltd.

Khi xay dwng chwong trinh nay, Wood va Davenport da tién hanh nghién
cttu chuyén sau veé tré em. Ho quan sat ngon ngit tré em si¥ dung, quan sat
cach thiec truyén tranh va nhitng do vat danh cho tré em anh hwéng tdi
ching. No6i tom lai, ho hoan toan hoa minh vao thé gidi tré tho. Két qua la
nhitng nhan vat v4i sdc mau twoi sang da nhanh chéng tao duwgc vi thé cta
nhitng nhan vat rat dugc yéu thich cta tré em & do tudi tredc khi dén truong
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cling nhuv phu huynh cta cac em. Tinky, Winky, Dipsy, Lala va Poo gio da
tré thanh nhitng nhan vat dugc tré em va ca giao vién ctia cac em wa chuong.

Cau chuyén cta Barokes

Nghién cttu dinh tinh va dinh Iwgng khong con hitu hiéu dé hiéu dwgc nhitng
nhu cau an gidu bén trong ctia khach hang. Hiéu biét vé khach hang la giai
phap.

i T, e— = g e

Ruou trong lon v? Ban khong dua day chi?
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Barokes, rugu trong lon, dwgc thanh lap tir nam 1996 véi tu cach mot doi
tac (sau nay trd thanh mot cong ty c6 dang ky vao nam 1997) vGi Greg
Stokes va Steve Barics. Y tuéng rugu trong lon bao gom dung rugu trong
mot loai d6 chita dé van chuyén, an toan va thuan tién, tao co hoi thudng
thitc dé dang trén bd bién, trong budi cam trai & cong vién, tai mot quan bar
ngoai troi, tai mot bita tiéc nwéng va trong tat ca cac hoat dong khac, noi ma
cac lon nwéc cam tay vira thuan tién vira la tht do6 udng tuyét voi. Nghién
cltu vé nguwoi tiéu dung cua Barokes trong nam 1999 da nhan ra rang rugu
trong lon dugc coi la tién di chuyén va manh hon regu trong chai hay thuing,
trong khi kich thugc 250ml ctia san pham dugc coi la da nho dé nguwdi uéng
tiéu thu trong mot lan (B&T, thang 5 2004).

Barokes, “RTDW” (Ready to Drink Wine - San Sang Udng Rwgu) hién dugc
bay ban theo bon loai, cabernet shiraz, chardonnay, cabernet shiraz
cacbonat, va chardonnay cacbonat. Cac san pham méi duwgc gidi thiéu &
Hong Kong sau khi da xuat hién & Nhat Ban, Pai Loan va Singapore tir nam
2003.

Loi khuyén dé thanh c6ng tai sao Kim

1. D€ c6 thé nghién cttu chuyén sau vé khach hang mot cach hiéu qua, ban
can nghién cttu ngon ngit co thé, tam 1y hoc, xa hdi hoc, nhan chiing hoc va
rat nhiéu khoa hoc khac dé lam giau kién thitc cling nhw cach nhin cta ban!

2. Ngoai viéc thyc hién cac khdo sat dinh lwgng, ban cling can tién hanh
quan sat va nghién citu gian tiép nhw dong gia nguwdi mua hang, v.v...

3. C6 ba qua trinh co ban trong kinh doanh: phét trién san pham méi, lam
viéc vGi khach hang va giao hang theo yéu cau thuwong xuyén. Nghién cttu
dé c6 duwgce cai nhin sau sac vé khach hang nhu trén la phwong tién hiéu qua
nhat trong khau phat trién sdn pham mai.
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NGUYEN TAC #5: TAI SAO

Hay dung trye giac, dirng chi dan giai

bé la nguoi thang cudc tai sao Kim, ban can ren luyén va mai sac tryc giac
cua minh.

Trong s6 60 doanh nhan thanh dat v&i doanh thu tir 2-400 triéu do la My,
héa ra chi c6 mét nguwoi st dung phwong phap toan hoc cdy quyét dinh,

https://thuviensach.vn



nhiwng van néi thém rang c6 st dung trire giac khi phai dwa ra cac quyét dinh
cudi cung.

Truc giac dong mot vai tro hét sitc quan trong trong lic quyét dinh cling nhw
khi tuyén dung. Bjorn Johahnson, mot nha tuyén dung quén ly cap cao cho
rdt nhiéu cong ty da quéc gia thira nhan tim quan trong ctia tric gidc. Ong
cho rang trong 30 gidy dau tién ong sé biét dugc liéu moi quan hé gitra
khach hang cta 6ng va tng vién 6ng dang tim kiém dé nhan vi tri dé c6 phu
hop hay khong. Bay gio chung ta hdy xem xét trwong hgp cua Starbucks
Coffee.

Néu Howard Schultz khong thdy dwgc co hdi mé rong viéc kinh doanh 6ng
theo duoi thong qua viéc gigi thiéu mot khai niém doc dao cho viéc uong ca
phé, Starbuck Coffee c6 1& da that bai tir rat 1au réi. Nam 1982, Schultz tGi
Italy. Ong bi an twong béi sy tran ngdp cla cac bar ca phé espresso (ca phé
nhanh) & Milan. Ngay lap tttc 6ng nhan ra tiém nang phat trién mot van hoa
ca phé tuwong ty & Seattle. Ké tir d6, Starbuck Coffee da phat trién nhanh
chéng. Qua trinh nay con dwgc ho tr¢ manh mé nhd nhitng cai tién to 16n
ctia cong ty, nhw khi cong ty bat dau ban dia CD, bat dau pha trén ca phé
theo cac cach khac nhau, hay lién tuc thay déi cach trang tri va bao bi.

Nhitng cai tién lién tuc va sw khac biét la chia khoa dan dén thanh cong cta
Starbuck Coffee. Tryc gidc tuyét voi cta Schultz da dwgc thé hién rat ro
trong qua trinh phat trién va lich st ctia Starbuck Coffee. Khai nghiép tir civa
hang dau tién vao nam 1971 dat tai chg Pike Place & Seattle, Starbuck
Coffee gio da c6 7.569 tiém ca phé trdi rong trén khap thé gidi. Schultz da
bién Starbuck Coffee thanh diém uong ca phé dwgc yéu thich thit ba, chi sau
ubng tai nha va tai van phong.

Khéng c6 tryc giac cua Schultz, Starbuck Coffee khong thé 16n manh nhw
ngay hom nay.
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Cau chuyén nay khong c6 nghia la ban khéng can phai tién hanh cac nghién
cttu kha thi hay nghién cttu tim théng tin bo trg cho qua trinh dwa ra quyét
dinh. Tuy nhién, cdu chuyén trén day nhac nhd ching ta rang chung ta
khong nén chi dya vao thong tin tir nghién cttu, ma ching ta con can khong
ngrng mai sac true giac cua minh.

Cac murc kién thic

Toi thich mo hinh ma Joseph Pine va James Gilmore da gigi thiéu trong
cubn sach Kinh Té Kinh Nghiém cua ho, gio dugc coi nhw nén tang cho
nghién ctu tiép thi thuwc nghiém. Hai tdc gid nay cho rang dwa trén chat
lwgng va chung loai, tri thitc c6 thé duge nhin nhan theo dang kim tw thap
v(Gi nam muc;:

1. Tin nhiéu (noise), c6 trong moi loai thong tin va bao cao, bao gom ca
hitu ich va vo bo.

2. Dt liéu (data), co trong cac ban bao cdo da dugc chat loc, hitu ich nhung
van & dang tho.

3. Thong tin (information), la nhitng di* liéu da dugc lién két lai, thuwong
dwgc thu thap cho mot muc tiéu cu thé.

4. Kién thitc (knowledge), la su két hgp cua nhiéu loai thong tin dé mang
lai von hiéu biét sau rong hon.

5. Tri tué (wisdom), mitc cao nhat, c6 tiv von kién thic rong két hop vdi
viéc hoc hoi tir nhiéu kinh nghiém da trdi qua hay nhitng sy kién da xay ra
khi x 1y hay diéu hanh mét cong ty.

Cac két qua cua nghién citu kha thi va nghién cttu néi chung chi dat t6i mitc
thong tin, dac biéet la khi nhitng nghién cttu nay dugc thyc hién bdi nhitng
nguwoi khong c6 chut hiéu biét nao, hay kha nang cdm nhan nao, doi véi thi
treong ban dang hoat dong. Moi ngudi déu cé thé tiép can va thu vé cung
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mot thong tin, mién la ho dung ciing mot phwong phap. Vi vay, sé khong c6
gi dang ngac nhién néu dé6i thu canh tranh cta ban cling c6 cung dir liéu va
thong tin nhw ban.

Ngay ca nhitng ngudi diéu hanh cac cong ty 16n nhu Ford ciling cho rang két
qua cua cac nghién cttu c6 thé khong chinh xac!

Bting chi nhin vao két qua ctia cac nghién citu mot cach mu quang!

Do6i véi sao Héa, dé thang cac doi thud, diéu quan trong la ban c6 khéa nang
dan giai.

Do6i vdi sao Kim, diéu nay khong con ding nita!

Do 1a 1y do vi sao khi dwa ra quyét dinh, ban can lang nghe truc giac caa
minh!

Hay dung trye giac, dirng chi dan giai!
Ngay lap tc... Ngay lap téc va Ngay lap ttrc...

Chung ta déu dang s6ng trong mot thé gidi noi ma moi thit déu cé ngay lap
tirc. Chi can nhin xung quanh, ban sé thdy rang rat nhiéu thit ching ta tiép
xtc trong cudc song hang ngay dugc lam theo cach nay, bat dau tir do an
lién tGi viéc dwa ra quyét dinh, thdi diém ching ta budc phai quyét dinh
nhanh chéng, stt dung tryc giac cua chung ta.

Nao cua chung ta c6 thé so sanh v&i mot chiéc may tinh. Khi x@ 1y cac
trvong hgp xung quanh, thong thuong ndo ap dung hai chién lwgc phan tich.

Thi nhat, d6 la chién lwgc c6 y thitc, dwa trén nhitng gi ching ta da dugc
hoc. Chién lwgc nay rat 16-gic va xac dinh vé ban chat, nhung nhin chung
thwong cham va can nhiéu thong tin. Thit hai, d6 1a chién lwgc truc giac,
day la chién lwgc hoat dong nhanh hon chién lwge thit nhat. Chién lwge nay
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la mot hé thong trong dé ndo cta ching ta dwa ra mot quyét dinh cu thé ma
khong thue sw thong bao cho ching ta biét vé qua trinh nay.

Vay, chét lvgng cua cac quyét dinh nhanh chéng sé nhw thé nao so véGi cac
quyét dinh dwoc dwa ra sau khi da can nhac ky cang?

Thuyc ra, cd hai loai quyét dinh du dugc dwa ra theo cac cach khac nhau déu
c6 cung chat lwgng. Cau hoi dang hién 1én trong dau ban lic nay co 1€ la: khi
nao chung ta c6 thé tin twdng vao try'c gidc cia minh, va khi nao nén bé qua
n6é? Diéu rat dang chu y la kha nang xét doan tic thoi cta ching ta thyc ra
c6 thé dugce rén luyén va diéu khién.

Khi chiing ta nhin cai gi bang tryc giac, ching ta phai c6 kha nang tach
ching ra thanh nhiéu phan, thanh mot cai gi do chi tiét hon. Diéu nay rat
quan trong, béi cé rat nhiéu khia canh bi an gidu ma chiing ta chi c6 thé nhin
thay dwoc néu ta chia dugc mot van dé 16n thanh nhiéu phan nho. Piéu nay
cling lién quan dén nang lwc vo thitc cta ching ta trong viéc tim ra m6t mo
hinh cac tinh huéng va hanh vi, dva trén nhitng lat cat rat hep cua kinh
nghiém.

Mot diéu ma ban phai lvu y la sau khi da chia cat mot nhém 16n nao do
thanh cac nhom nhé hon, ban can cé kha nang lwa chon cac yéu td6 quan
trong hon so v@i tat ca cac yéu t6 khac.

Tai nang hay K¥ nang?

Trong cudc sdéng hang ngay, trwc gidc ciia mét nguwoi me thwong manh hon
ctia nguwoi bo, nhuwng tai sao lai nhu vay?

C6 phai Chua da ban cho ngwdi phu nit mot triee giac sac bén hon nam gigi?
Cau tra 10i la khong!

Tryc gidc cua phu nit sac bén hon nam gidi, béi khi nghi vé diéu gi dé, phu
nit thwong cé xu hwdng xem xét mot cach tong thé va toan dién.
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Phu nit, nguwdi noi tro hay nguwoi dam nhiém cac cong viéc nha, dugc trang
bi mot géc nhin va tam nhin rong hon va c6 xu huwéng chi y t6i moi chuyén
xay ra cung luc.

Nam gidi, nhitng nguwdi thwong hanh dong nhw nha di san, c6 mot tam nhin
tap trung hon. N gigi khong thé nhin xa dén thé, cho du tam nhin cua ho
md& rong gan nhuw dén 3600 va c6 thé chu y tdi rat nhiéu thi cung mot luc,
day la 1y do vi sao ho tinh tao hon trudc nhitng tin hiéu nho va c6 truc giac
sac bén hon nam gidi.

Mot vai nha khoa hoc cling cho rang tryc giac 1a mét k§ nang nhiéu hon la
mot tai nang. Do la 1y do giai thich viéc ban thue su 6 thé lam cho ban nang
ctia minh tré nén sac bén!

Qua trinh hinh thanh truc giac

Trong gidi kinh doanh, ban can hiéu rang tric giac dwa trén tuw duy 16-gic.
Hay xem xét can than nhan xét vé truc gidc sau day ctia mot doanh nhan
hang dau: “Mot quyét dinh dya trén trie giac khong phai 1a mot quyét dinh
duwgc dua ra mot cach don thuan, ma thwe ra la mot phan tich 16-gic dugc
tién hanh trong vo6 thitc... Tam tri thwc hién phép toan cta riéng minh va
cubi cung mang lai cho ching ta mét quyét dinh da dwgc can nhac, khién
ching ta cdm thay day chinh la cach thitc dé lam viéc nay chit khong phai
mot cach nao khac nita.”

Nao lwu tri nhiéu khia canh khéac nhau cua cac kinh nghiém ttr nhiéu linh
vure, trong d6 moi kinh nghiém da xay ra va da két noi véi cam xuic dugce luu
trit trong hach. Khi thoi gian tréi di, tat ca cac kinh nghiém do sé lang xuéng
va luu lai khong doéi trong d6. Néu chiu mot loat cac tac nhan kich thich nao
d6 theo mot mo hinh triwdc day, nhitng tinh cdm nhat dinh sé troi day, va
hach khi d6 sé tw dong phat ra tin hiéu. Nhitng tin hiéu nay dwgc phat di moi
khi ching ta chuan bi dwa ra quyét dinh, cho du d6 1a mot quyét dinh don
gian hay phtrc tap.
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Cach ma hach gtii di cac tin hiéu nay rat khac nhau, théng thwdong qua cau
tric than kinh tuy séng va co da day. Trong mot s6 diéu kién nhat dinh, co
thé ban sé cam thay co da day minh dot nhién that lai. D6 1a tin hiéu ma hé
thong co thé ban truyén di.

D0 nhay cua tryc gidc nhw vay cé thé dugce rén luyén va phat trién khi ching
ta tich luy kinh nghiém. Mot nghién cttu do truong Pai hoc Southern
College tién hanh da cho thay rang day la cam giac van dong mdt vai nguoi
c6. Nghién cttu nay cling tim ra rang s6 nguoi tré c6 tryc gidc tot it hon
nguoi gia, do nguwdi cao tudi co sy tich luy kinh nghiém tir cudc song.

Truc giac doi khi cling duwgc biét dén nhw “10i thi tham” vé mot diéu gi dé va
trong mot phan ng héa hoc cu thé trong co thé ban, do suy nghi ctia ban
mang lai, khién co da day cang 1én va khién ban nhan ra rang “cai nay c6 vé
khong tot.” Hau hét viéc dwa ra cac quyét dinh diéu hanh khong trai qua mot
qua trinh phan tich 16-gic lanh lung. Tinh cam va cam xuc dong mot vai tro
rat quan trong trong viéc loc 1dy mot Iwa chon trong s6 nhiéu kha nang dé
dwa ra quyét dinh.

Day la st’c manh dang kinh ngac cua sy vo thitc cta chung ta. Khi chung ta
quyét dinh hay c6 mot “cam xuc” nhat dinh, tdm tri vo thitc ctia ching ta
thwong tinh loc treong hop ching ta phai doi mat va c6 gang loai di moi thi
khong lién quan. May man thay, sy vo thitc ctia ching ta rat giéi lam diéu
nay.

Bob Lutz, nguoi da nghi ra Dodge Viper, loai xe 6t0 thanh cong sau nay da
trd thanh yéu t6 quyét dinh gitp khéi phuc thang lgi hang Chrysler trong
nhitng nam 1990, cam thay rat kho giai thich khi duwgc hoi vé cac buéc ong
stt dung dé cé dugc y twdng cho chiéc 6td. “Pé la cdm giac thudc vé tiém
thitc, vé cai bén trong. Va don gian la né c6 vé hgp ly,” 6ng noi.

Khong chi ¢6 minh Lutz, ma hau hét cac nha diéu hanh da tao ra mot san
pham cé tinh dét pha nao dé6 nhv Walkman, Polaroid, hay VW Beetle, déu

https://thuviensach.vn



khong thé giai thich trinh tw cho ra doi nhitng y twdng tuyét voi ma ho da
nghi ra. Thong thudng ho néi rang y twdng chi ty duwng xuat hién, ¢ nhw thé
ching 1a “tiéng néi ctia Chua troi.”

D0 nhay veé truc gidc cia mot ngudi sé gia tang dé khon ngoan ngudi do co
thé dat duwgc. Do khon ngoan cta ban sé tiép tuc dwgc nang cao néu né duwgc
mai gitia bang kinh nghiém.

Do 1a ly do tai sao ban nén khong bao gio ngung hoc!
Hoc!!! Hoc!!! va Hoc!!!
Hay ludén nghién cttu thi trudng, va bat tric gidc ctia ban phai lam viéc.

Trong qua khit khi Trai Dat van giong sao Hoa, c6 thé ban c6 da kha nang
diéu khién thi trwong tv phia sau ban gidy ctia ban. Danh thoi gian trong
phong hop va cho cac bao cao thyc dia.

Gio day, sau khi Trai Bat da chuyén sang dang ctia sao Kim, ban khong thé
diéu khién thi treong tir xa dwgc nita. Ban phai tham nhap vao thi treong va
do ra tdt ca cac tin hiéu rat nho tir thue dia.

O sao Kim ban khong thé tranh khoi viéc “xuéng ndi,” tir phong hop ra thi
trrong dé mai sac tryc gidc cia minh trong kha nang doc thi treong.

Ban phdi tré thanh md6t phan cua thi truong.
Ban phdi gan giii hoa minh vao khach hang.
Ban phai lién tuc tham do moi dong thai cta déi tha canh tranh.

Béi chi bang cach nay truc gidc cia ban mdéi trd nén sac nhon nhw lwdi kiém
cua mot Samurai.
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Néu ban qua lo lang rang ban phdai chuan bi danh vat véi thi treong trong
nhiéu nam, t6i c6 hai dé xuat sau day:

Hay lang nghe ban nang ctia minh!
Hay tin vao ban nang cta minh!

Hay hinh dung-ba da Iwu lai moi dang tin hiéu va mo6 hinh hanh vi twr khi
dta con mdi chi la mot phai thai!

Vi vay, hdy 4p dung cach thitc m6t nguwdi me nhin nhan moi viéc bang cach
nhin nhan trong téng thé! Hay st dung tam nhin 3600 giong nhuw tam nhin
ctia mot nguwoi phu nit!

Cau chuyén cuaa Virgin
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Quan diém tiép thi truyén thong (va c6 1é ca hién dai) cho rang ching ta nén
tap trung vao cong viéc kinh doanh cta minh; c6 nghia la mot khi ban da
nhdy vao mét linh vire kinh doanh nhat dinh, ban nén & lai d6 va lam cho né
tang trwdng. Virgin lam moi chuyén theo mot cach khac. Kinh doanh nhiéu
linh vuce, tr hang khong tGi tai chinh, vién théng va am nhac, Richard
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Branson thyc sy da dung tric gidc cua minh khi quyét dinh mé réng cong
viéc kinh doanh. Xét theo ly tri, Virgin da khong thé thanh cong trong viéc
quan ly nhiéu nhan hang dén vay, nhung thyc té la ho da thu dwoc nhitng
thanh cong vang doi. Virgin tw hao da dam thach thitc nhitng quy chuan
trong nganh cong nghiép va mang lai cho khach hang nhitng trdi nghiém va
gia tri tot hon.

Nho vay, diem mau chot dé hién thyc héa nhitng gi chiing ta c6 duwoc hoac
1én ké hoach nho truc giac la hiéu dwoc rang “chi vi diéu nay tredc day chwa
tirng duwgc lam, khong c6 nghia la ching ta khong thé lam duwgce.” Sy khac
biét va viéc duy tri danh tiéng lanh manh cho nhan hiéu la nhitng yéu to
chinh dong gép cho sy thanh cong cta Virgin. Cé 1é néu Richard Branson
khong st dung tryc gidc ctia minh, Virgin da khong thé phat trién nhanh
chong nhv ngay hom nay.

Cau chuyén cua Google

- {%)8

Khda nang cam nhan nhu cau thi truong ctia ho da dwa nhitng nha dong sang
lap Google Lawrence Page va Sergey Brin tién vé phia trwdc, tao dung

Google thanh mot phuwong tién tim kiém sinh 161 trén mang Internet. Ban
than cai tén ctia céng ty gio da la mot phan trong kho tir vieng cia mang
Internet, v&i “googling” cé nghia la tim kiém qua mang thong tin vé bat ky
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nguwoi nao, dia diém nao, hay bat ky diéu gi ma ta khong rd. Google vira
tung ra mot dich vu giti thw méGi c6 tén Gmail. Néu thanh cong, budc di nay
c6 thé 1am boi r6i nganh kinh doanh mang. Gmail dugc thiét ké rat don gian
dé nguoi st dung c6 thé td6 chic va tim kiém thw dién tit. Google con cung
cap cho moi khach hang cia minh tGi 1 gigabyte khong gian Iwu trir.

Su két hop gitra trire giac va sttc manh cong nghé da mang lai cho Google ca
danh tiéng va lgi nhuan.

Cau chuyén ctaa Carb Option

Uc 1a dat nuéc phai doi mét véi nan béo phi, cho dit méi ngudi dan déu nhan
thitc duwgc yéu cau phai dung cac thwe pham c6 1gi cho sitc khoe. Nham gitp
nguwoi dan duy tri dwoc trong lwong ly twdng va mot nép song lanh manh,
ngay cang cé nhiéu chuyén gia nhan ra rang giam bdt lwgng chat béo va
khong an qua nhiéu san pham c6 chita carbohydrate (so v6i mitc hoat dong
va nhu cau ctia mot ca nhan) la gidi phap cho van dé nay. Ban than chat
carbohydrate dwgc cong nhan la nguén nang lwgng chinh tr thye pham nhw
banh my, khoai tay, ngii coc, gao, my, hoa qua, mét vai loai rau, sita, dau va
duong. Hién nguoi Uc tiéu thu trung binh tir 200 dén 300g carbohydrate mdi
ngay. Biét dugc dieu ndy, ta sé thdy truc giac da giip Unilever Uc gidi thiéu
nhitng san phdm mdi trén thi trudng Uc nhu thé nao.

Thang 9 nam 2004, Unilever tung ra mot loat méi gom 23 san pham thuc
pham c6é ham lwgng carbohydrate thap dwdi nhan hiéu Carb Option, cu thé
gom 5 loai Cup-a-Soup, 5 loai my ong tron nwdc sot, 5 loai nuwdc sét danh
cho ndu nwéng cé tén Tonight, 3 loai nwdc so6t danh cho nau nwéng co tén
Raguletto, 3 loai my, va 2 loai ngii c6c danh cho an sang. Tat ca déu dugc
ché bién dac biét danh cho nhitng ngwdi muén gidm lwgng carbohydrate di
vao co thé.

Cac san pham giup giam it nhat 30% lwgng carbohydrate, dong thoi c6 ham
lwgng chat béo va nang lwgng thap hon so vGi cac san pham théng thwong
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khac.

Day la dot gidi thiéu san pham 16n nhat trong linh vic nay & Uc, véi 161 hita
sé mang lai cac san pham c6 lwgng carbohydrate thdp ma van giip ngon
miéng, dé tim thay tai cac siéu thi dia phwong, va c6 gia ré hon hau hét cac
san pham khac hién c6.

L&i khuyén dé thanh cong tai sao Kim

1. Bé c6 tryc giac t6t, ban phai cé tam nhin ctia mét chiéc mdy bay truc
thdng, dé ban nam dwgc nhitng gia tri tong thé vé khach hang cta minh trén
hanh tinh sao Kim. Vi sao vay? Vi cac cu dan ctua sao Kim luén nghi mot
cach toan dién, giong nhw cach phu ni* van lam. Nhitng ngudoi lam tiép thi
phai can bang diéu nay véi tam nhin tryc thang ctia minh, dé sy khon khéo
ctua ho ngay cang rong 16n va sau xa hon.

2. Bung chi st dung cac két qua nghién cttu lam co sé& cho cac quyét dinh
cta ban. Piéu nay rat nguy hiém, bdi cac két qua dé6 méi chi & mirc do dan
giai, trong d6 thong tin cta cac dir liéu dwoc t6 chirc phai dwgc két hop vai
cac théng tin khac. Nho qua trinh két hgp nay, cac thong tin tr¢ thanh tri
thitc, va tri thitc nay cling can phai dugc ti€p tuc bo sung thém nira bang
cach nghién citu chuyén sau dé dat dugc sy hiéu biét day du va toan dién,
cling nhw can b6 sung bat ky diéu gi ban c6 tir kinh nghiém cta chinh minh,
dé ban c6 thé dat téi mic thau hiéu va khon khéo.

3. Dé c6 truc giac t6t hon ban phai “xudng nuti”. Ban khong thé mai gitia
tric giac néu chi ngobi trong thap nga hay trong phong hop; ban can xudng
ndi tham nhap vao thi treong, ban can thao luan nhiéu hon. Lam dwgc viéc
nay, ban sé khon khéo hon, va nhu vay la ban khong chi ditng ¢ dan giai ma
da st dung dugc tryc giac cua minh.
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NGUYEN TAC #6: NHU THE NAO

Hay chua dong di trwdc, dirng chi phan tng v4i tinh thé

e

Stelios is still at it!

“Néu ban doi khach hang néi cho ban biét ho mudn gi thi hdy chudn bi tinh
than bi thi trwong quén lang!”

Dbay la loi khuyén caa Faith Popcorn, mot chuyén gia vé tiép thi véi phu ni,
tac gia cudn sach noi tiéng, Tién Hoa.

Trong qua kh, khi Trai Pat van giong sao Hoda, 16i phat biéu ctia Popcorn
c6 1€ 1a hoi thai qua. Khi cudc canh tranh van chwa quyét liét nhw ngay nay,
khi Trai Bat van chwa giau cam xuc va nhiéu twong tac nhw ngay nay, khach
hang van san long cho dgi dé c6 mot san pham phu hgp véi nhitng tiéu chi
ma ho da nghi tdi.
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Nhung gio day, khi Trai Dat da chuyén sang giong sao Kim, khi cac doi tha
canh tranh lu6n theo doi va san sang kéo vé tirng khach hang cua ban, va khi
cam xuc cta khach hang lén xuong nhw séng dai dwong, ban ludn phai di
tredc khach hang cia minh mot buwéc. Ban phai c6 kha nang nhin thay twong
lai tredc khach hang. Ban phai luén cung cdp dwgc nhitng gia tri ma khach
hang tham chi c6 thé chwa can dén.

C6 thé lam dugc diéu nay bang cach luon cung cap nhitng san pham va dich
vu mGi ma cé 1é chwa tirng bao gid xuat hién trong tam tri khach hang. Hay
tham chi bang cach cung cap mét cai gi dé6 ma ho thyc ra ho rat can ma
tredc d6 van chwa bao gio muong twgng ra duwgc.

O sao Kim, ban thyc sy phai 1am dugc diéu nay, b&i néu khong sé 1a sw nguy
hiém chét nguwoi. Két qua cé thé la diéu ma Faith Popcorn da noi sé thanh sy
that - ban sé bi chinh khach hang ctia minh bo roi!

Nhung ban khong can phai lo sg tredc “l6i nguyén” cta Faith Popcorn, néu
ban lam theo 161 khuyén sau day cta John Miller: “Cudc séng ctua ban duoc
dinh doat bdi thdi dé cua ban truéc cuéc song nhiéu hon la nho nhitng gi
cudc séng mang lai cho ban; bdi cdch ban nhin nhdn nhitng diéu da xdy ra
nhiéu hon la boi nhitng gi xdy dén vdi ban.”

bung xem nhe cach ban nhin nhan nhitng gi da xay ra véi minh, bai cai nhin
d6 anh hwdng rat 16n dén twong lai ban. Nhitng ngwdoi chi biét phan (ng sé
chi nhin vao nhitng gi da xay ra, trong khi nhitng nguwdi biét don dau luon
can nhac mot cach than trong twong lai va lam viéc cham chi dé tim thay
twong lai ho mong mudn. Va mot khi ban da quen véi viéc can nhac can
than vé tuwong lai, hay dirng lo lang bdi chac chan ban da dugc chuan bi tot
hon dé d6i mat véi bat ky sw viéc nao c6 thé xay ra. D6 la ly do vi sao ban
nén lay quan diém don dau lam mot trong nhitng gia tri va hanh vi cia minh.

Tré Ngai vdi Thach Thac
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Moi nguwoi déu c6 hai lra chon khi phai d6i mat véi bat ky van dé nao, do la
bi n6 tadc dong hay tac dong lai n6. Biéu nay ciing ding do6i v4i nhitng ngudi
lam tiép thi, bdi moi ngwdi lam cong viéc nay déu phai lia chon gitta bi thi
treong tac dong hay tac dong vao thi truong.

Theo Steven Covey, thai do0 cua moi nguoi khi gap kho khan bi anh huéng
bai kich thwéc cta “vong tron quan tam” va “vong tron tac dong” cua ho.

Vay hai vong tron quan tam va tac dong nay la gi?

Vong tron quan tam la “vong tron cho thdy pham vi van dé ma ai d6 dang
xem xét hay suy nghi”. Vong tron tac dong la “vong tron cho thay linh vuc
ctia mot van dé ma ai do co thé tac dong.”

Lay vi du khi chiing ta chiu tdc dong ctia mot cudc khing hoang kinh té.
Trong truong hop cu thé nay, vong tron quan tam sé ma rong tdi su 1én
xuong rat 16n cta ti gia hoi doai, mirc tang vé nhu cau hang héa, chi phi san
xuat cta cac cong ty, cling nhw rat nhiéu thi c6 thé phan tich va nghién citu
dwgc. Trong tat ca cac yéu t6 nay, cé thé gop mot so6 vao vong tron tac dong,
béi chiing ta c6 kha nang tac dong dén ching, nhw yéu to vé cac nha cung
cap nguyén liéu, gia ban cac san pham ra thi treong, hay cé thé la luwgng
hang hoa chung ta sé ban.

Vay ai la ngudi quyét dinh do 16n cta vong tron tac dong nay?
Cau trd 1oi la chinh ching ta.

Nhitng ngwoi chi phan tng c6 xu hwéng dé hoan canh diéu khién minh. Ho
luén cho rang minh khong thé tac dong 1én hoan canh, va cho rang minh la
nan nhan cda nhitng diéu kién hién c6. Khi bi danh va nga, ho luon nap dang
sau mOt ngwoi khac cé thé chiu toi thay ho. Vi du nhw nhitng lan sut giam
gia, hay thoi diém kinh té suy thodi c6 thé dwgc dung nhuw “ngudi bao vé”
cho nhitng nguoi nay.
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Nhitng suy nghi tiéu ciec ma ho khong nhan ra vé kha nang cta chinh minh
va hoan canh sé thu hep vong tron tac dong ctia nguwoi dé. Va tat ca nhitng gi
ho nhin thdy tredc mat minh chi la tré ngai, trd ngai va tré ngai ma khong
co duong ra.

Mot cai nhin qua tdp trung vao tréd ngai ma khong nhin thay thach thic
khién nhitng nha tiép thi quen phan ttng bi hoan canh diéu khién!

Trong khi do, nhitng ngudi biét don dau khong dé hoan canh chi phoi minh.
Ho tap trung thdi gian va cong sitc cua minh vao viéc nghi vé nhitng thit ho
c6 thé tdc dong. Thay vi than van vé thuc trang kho khan ctia nén kinh té,
mot ngwoi lam tiép thi cé tw twdng don dau sé luén cd gang kiém tim nhitng
san pham thay thé can thiét ma khach hang c6 thé mua duogc.

Hay bd sung cho suy nghi tich cyc vé méi truong va diéu kién xung quanh
nay. Diéu nay, cling nht phan bd nguon tai nguyén cho nhitng thit c6 thé
thay doi, s€ m& rong pham vi ctia vong tron tac dong! Nhitng ngudi co tuw
twong don dau ludn suy nghi ngwgce lai: dang sau moi tré ngai chac chan sé
c6 mot thach thivc va han nhién mot duwong thoat ra!

W. Chan Kim va Renee Mauborgne, hai tac gid cuén Chién Luoc Dai
Duvong Xanh, néi rang mot cong ty phai loai bé cac doi thu canh tranh cta
minh bang cach tao ra mot thi trwedng mabi trong dé canh tranh khong con
phu hgp nita. So vai khi phdi chia sé dinh mirc hay thi truong hién c6 véi
mot doi thd, mot cong ty sé trd nén nang dong hon néu ho c6 thé tang nhu
cau va thoat ra khéi cudc canh tranh hién tai.

Mot cong ty quen phan &ng chi canh tranh trong nhitng thi treong hién co...
Thay vao do, mot cong ty biét don dau sé tao ra mot linh virc mdi.

Mot cong ty quen phan ng c6 quan diém danh bai do6i tha
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Thay vao do, mot cong ty biét don dau sé mudn lam cho canh tranh khong
con phu hop.

Mot cong ty quen phan tng chi tham do nhitng nhu cau hién co.

Thay vao dd, mot cong ty biét don dau sé tao ra nhitng nhu cau méi.

Mot cong ty quen phén 1tng sé tao can bang gia tri-gia thanh...

Thay vao d6, mot cong ty biét don dau sé pha v& can bang gia tri-gia thanh.

Mot cong ty quen phan (ng sé sap xép toan bo hé thong cac hoat dong cua
hang bang cac lwa chon chién lwgc, hodc chon sw khac biét hodc chon gia
thanh thap.

Mot cong ty biét don dau sé sap x€p toan bo hé thong cac hoat dong cuia
hang bang cac lya chon chién lwgce (ca khac biét va chi phi thap).4

bé c6 thé don dau, mot cong ty phadi c6 kha nang tai thiét ranh gidi thi
trrong cda minh bang cach xem xét cac co hoi san c6 trong thi truong.
Ngoai ra, cong ty ciing phdi c6 mot bitc tranh toan canh vé vi thé trong
twong lai va khong chi tap trung don thuan vao cac hoat dong van hanh cta
minh. Ciling can tim hiéu thém vé nhitng nhu cau hién c6 sao cho cong ty
khong chi tap trung vao nhitng nhu cau nay, ma con thdy dugc bat ky kha
nang sang tao ra mot san pham mai nao. Mot cong ty can tap trung vao cac
khach hang hién cé hodc can c6 kha nang mé rong luwgng khach hang. Cudi
cung, cong ty do phai dam bao chac chan rang minh da vach ra mét chién
lwge ding dan.

Mot thai d6 dén dau nhu vay cudi cung sé cung cd vi tri cia cong ty, qua dé
tac dong vao hoan canh. Co hoi tac dong thi truong cling dwgc rong mo.
Hon nita, v4i mot thai do don dau, viéc kinh doanh cta ban chac chan sé ton
tai va phat trién tot. Chi mét thai do nhw thé thoi da gitp Microsoft cé duoc
nhitng thanh cong nhw ngay hom nay.
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C6 thé thay rat ro rang rang quyét tam cai tién chinh la chia khoa thanh cong
cua Microsoft. Cong ty c6 mic tang trwong nhanh nay dang di 1én twr cac
linh vire kinh doanh trwéc d6 ctia minh (Phan mém hé diéu hanh Windows-
PC, ting dung Office, phan mém may chu) téi cac linh viec méi hon (tro choi
nhu Xbox, Internet, phan mém doanh nghiép va cac chuong trinh cho dién
thoai va thiét bi cam tay.) MGi day cong ty da c6 mot san pham dot pha co
tén Longhorn, day la phién ban tiép theo ctia Windows.

San pham dang dwoc phat trién nay gio la mot trong nhitng no luc cua
Microsoft dé doi mat vdi thi treong c6 tinh canh tranh cao. Cong ty nay
cling nhw nhitng céng ty thanh cong khac da quyét dinh khong bao gio “cho
dgi” do6i thu cia minh, ho luén di truedc trong viéc tao ra thi treong hay cac
san pham hién dai va sang tao. Longhorn, dwgc xem nhw san pham phan
meém nhiéu tham vong nhat cho t6i thoi diém nay cua Microsoft, chac chan
sé ra mat vao cudi nam 2005 dau nam 2006. Khong ai biét liéu n6 c6 mang
vé thanh c6ng hay khong. Pwong nhién Microsoft rat lac quan. Diéu ching
ta c6 thé hoc dwoc tv thanh cong ctia Microsoft don gian la ban can cha
dong di trwdc don dau, cht dirng chi phan tng véi tinh thé.

Qua Kht v6i Twong Lai
Hay so sanh hai cau sau:
Phan tng noi vé canh tranh cho qua khit!
Pon dau noi vé canh tranh cho twong lai!

Néu ban mu6n diéu khién thi tredng ctia minh, viéc ban phdi canh tranh cho
twong lai 1a diéu khong can ban cai. “Hay canh tranh cho twong lai,” Hamel
& Prahalad da néi nhw vay. S€é la khong dd néu ban chi nghi vé nhitng diéu
kién hién tai va bo qua qua khit. Hién nhién sé khong ai ngan cam thai do
phan &ng ctia ban. Tuy nhién, ban can nhé rang, c6 mot thai do nhw vay
dong nghia v6i viéc ban dang dau tranh cho qua khi.
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Thyc hién nhitng dinh mitc va san xuat cac san pham hién cé tat nhién la
diéu quan trong; khéng ai pht nhan diéu nay. Tuy nhién, chi hanh dong sau
khi doi tht cia ban da lam cé nghia la ban da dé minh phai dau tranh cho
qua khr. Ban can nh¢ rang nhitng gi ban lam ngay hém qua sé khong dam
bdo, cho du & mic thidp nhat, s6 phan cia ban vao sang ngay hém sau, mot
tuan sau, mot thang sau, hay hai ba nam nita trong twong lai. Ngay hom qua
ban c6 thé van la ngwoi dan dau thi treong véi mot vi thé day quyén luc,
nhuwng c6 thé sang ngay mai, cong ty ctia ban sé bi nhitng thay doi nghién
nat va nuot chirng.

Khi mét nha tiép thi biét déon dau, anh ta sé khong ty tr6i buéc minh vao
nhitng diéu kién da xay ra; anh ta phai c6 thé nhin xa vao twong lai. Nho
quan diém don dau, ban sé cé co hdi thoat ra khoi mét hé thong da phat trién
hoan chinh va vitng chac. Hién nhién diéu nay ciling tiém tang rudi ro, nhung
cling khong phai la khong co 1gi.

Lai la nhitng gi Hamel & Prahalad da phat biéu:

“Pha v& 161 mon dang lam hon chi di theo nhitng c6t moc.
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Mot nguoi sé khéng dén dugc twong lai truede tién néu dé mot ai khac chay
truede soi duwong,”

Dé c6 thé don dau, nang lwc can thiét la nhin va hiéu dugc tinh trang thi
treong va cudc canh tranh trong twong lai. Hay lay chién lwgc phat trién san
pham cua Nokia lam vi du.

Ciing nhu v6i Microsoft, nhan t6 chinh tao nén thanh cong cia Nokia la toc
do cai tién nhanh chéng. Viéc phat trién san pham cta hdang dwong nhw dién
ra v6i toc do anh sang. Rat nhiéu bo phan khach hang tiép tuc duwgc hwdng
nhitng lgi ich ma céc cdi tién ctia Nokia mang lai. Liéu cong ty cé chd khach
hang cia minh xac dinh loai dién thoai di dong nao ho muén khong? Khong.
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Cong ty c6 cho doi thu ctia minh san xuat ra mot loai dién thoai di dong nao
d6 r6i mGi lam theo khong? Chac chan la khong. Nokia lam viéc theo
phuong thirc don dau.

V6i khd nang cdm nhén nhitng nhu cau sap téi cua thi truong, Nokia gidi
thiéu cac sdn pham méi va ching loai méi. Bon gian la céng ty da tao ra thi
treong. That dang kinh ngac khi khach hang cua ho luon hao hitc chao don
va mua cac san pham ctia cong ty. Nhitng khach hang trung thanh nay thanh
ra “nghién Nokia,” khién nhitng nguwdi khong phai khach hang ctia hang
nhin vao va cling muén mua Nokia. Pay la sitc manh cua viéc di trwedc don
dau.

Quan diém dén dau cling gitip mot cong ty tao ra nhitng thoi quen... méi dé
tao ra nhitng luat mdi cho cudc choi, nhw dieu ma NTT DoCoMo da lam.

NTT DoCoMo ttr lau da thong tri thi treong di dong Nhat Ban. Gan day
cong ty rat tw hao vi da c6 dwgc mot thi phan tGi 56% va van tiép tuc phat
trién ca trong lan ngoai Nhat Ban. Vi du, trong khi cac hang khac con dang
vat va dé c6 thé cung cap bat ky loai dich vu dit liéu khong day nao, nam
nam trieéc d6 DoCoMo da cho ra loai i-mode cia minh véi két noi Internet
lien tuc, day la mot thanh cong nhanh chéng cho phép nguoi st dung thue
hién tit cd cac céng viéc gui thu dién t¥, mua sam va st dung ngan hang
trie tuyén chi théng qua thiét bi cam tay ctia minh. Gio day truwdc sy canh
tranh cda cac doi thd, cong ty dang chuan bi mét don phéan cong.

C6 vé nhu khach hang nén chuan bi san sang dé dén nhan bat ky ltic nao
mot ngac nhién ntta tt DoCoMo. Cong ty hién dang hgp tac vai Sony Corp.
dé cho ra nhitng chiéc dién thoai c6 “thé thong minh” gan trong thiét bi cam
tay. Diéu nay sé cho phép cac thué bao ctia ho st dung dién thoai dé mua cac
mat hang nhu vé tau va vé xem phim, hay cac bita an tai nha hang bang cach
dwa chiéc dién thoai c6 gan thé thong minh qua mot bo cam bién dién tu.
DoCoMo dang di dung huong.

https://thuviensach.vn



L A A B |
l' "l

NTT .

Do CO) Mo

Cau chuyén cta easyGroup

Khéi dau bang mot khoan vay tri gia 5 bang tir cha minh, Stelios Haji
Ioannou thanh 13p easyJet va sau nay da phat trién cong ty thanh mét trong
nhitng hang hang khong dugc ngudng md nhat chau Au. Khong chi cé thé,
easyJet con la hang hoat dong thanh cong chi véi chi phi thap. Cong viéc
dwgc mé réng, va nho vay hién gio cong ty da phat trién thém mot vai linh
vuc vGi cac nhan hiéu gom easyRentacar (cho thué xe 6 t6), easyEverything
(ca pheé Internet), easyMoney, easyValue va easy.com.

Chia khoa cho thanh céng ctia easyGroup nam & nhitng hanh déng dén dau
clia nguwoi sang 1ap cong ty. Toi chac chan rang néu Ioannou khong di tién
phong, easyGroup sé khong c6 dugc thanh cong nhw ngay hom nay. Ngoai
viéc c6 thai do don dau trwéce boi canh kinh doanh nhiéu bién dong, Ioannou
cling c6 mot thai do twong tw trdéc khach hang. Ong danh gid chét lwgng
phuc vu chi bing céch trd chuyén véi ho. Vi du nhw déi véi easyJet. Ong 1én
mot chuyén bay, di t6i di lui va héi hanh khach cdc cau héi. O
easyEverything, 6ng ng6i vao mot trong cac quan ca phé Internet ctia minh,
néi chuyén vaGi khach hang, cling dat cho ho cac cau hoi va lang nghe.
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Ioannou khéng chd dé nhan dugc nhan xét hay phan nan twr phia khach hang,
ma di treéc bang cach tw minh héi ho.

Cau chuyén ctia Microsoft

Van chwa c6 cong ty nao da kha nang lay chuyén vi thé thong tri cta
Microsoft trong thi truong phan mém toan cau. Cong ty duy tri mot cach
chac chan vi tri dan dau cta minh trong thi tredng kinh doanh hé diéu hanh
va gio lai di trw6c nham ma rong ra cac linh vyc khac, tir phan mém cho
doanh nghiép, tro choi, dich vu mang, t6i cac thiét bi thong tin.

Hay quén di kha nang cong ty bi danh bai, béi tham chi con chwa c6 déi tha
nao c6 thé dén gan Microsoft!

Mot trong nhitng yéu t6 then choét cho thanh céng cia Microsoft 1a quan
diém dén dau. Ké tr khi dugc Bill Gates thanh 13p vao nam 1975, nguoi
khong 16 vé phan mém nay da ludn cho ra doi nhitng san pham day sang tao.
Thanh c6éng 16n da dén khi ho gigi thiéu hé diéu hanh cho mdy tinh cd nhan
IBM vao nam 1981. Sau dd, cong ty dinh ky cho ra doi cac phan mém phu
hop véi nhu cau ctia khach hang, nhw phan mém Windows da rat noi tiéng
nho tinh dé st dung.

Sy tang trudng cta cong nghé mang da mang lai cho ho rat nhiéu y twéng;
nhan thitc dugce xu thé nay, ngay 22 thang sau nam 2000, Bill Gates va Steve
Ballmer thong bao vé Microsoft.Net. Day la no lywc dé Microsoft cé dugc
mot vi tri trong thé gidi mang. Trong budc khéi dau nham diéu khién thé
gigi do, cong ty da gidi thiéu Hotmail, mot dich vu thw dién t¥ mién phi vi
mot cong dong ngudi st dung manh trén toan thé gidi.

Hon nita, dé san sang cho cac diéu kién twong lai, Microsoft da 1én ké hoach
gidi thiéu Longhorn, mot hé diéu hanh hoan toan mdi, rat khac hé Windows
hién dang dugc st dung pho bién. Mot vai chuyén gia cho rang hé diéu hanh
dang dugc phat trién nay dugce thiét ké v6i quan diém danh cho nam nam
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nita, dva trén dv doan vé nhitng thay doi trong twong tac gitta khach hang va
may tinh ca nhan cuta ho.

Hé diéu hanh dang dugc phat trién nay cho phép ngudi dung chia sé va st
dung thong tin theo ban nang véi mot giao dién khong con la hai chiéu nhw
ching ta da quen thudc ngay nay ma la mot giao dién ba chiéu. Ngoai
Longhorn, Microsoft cling dang phat trién Palladium, m6t hé bdo mat mang.

Cau chuyén cta Dairy Farmers
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Moi ngudi thue sw nghi gi vé sita, m6t trong nhitng san pham ndi tiéng nhat
trong loat san pham bo sita?

Theo nghién cttu & Sydney va Melbourne nhitng nam 1990, ngudi tieu dung
coi stta nhw mot loai hang héa, m6t mat hang té ngat, chita chat béo, mau
trang va khong c6 gi tha vi, do d6 ho chang c6 1y do gi phai tang lvgng tiéu
thu (Téng cong ty Bo Sita Uc, 1998).
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Do6i mat véi khong chi mot nganh céng nghiép c6 tinh canh tranh cao ma ca
quan niém “té ngat” nay veé sita, Dairy Farmers, 100% thudc s& hitu cta
nhitng nguwdi néng dan tai cac trang trai cung cap bo stta, da phat trién mot
khai niém mdi va thi vi vé cac san pham lam ti bo sita, dac biét la sita. Nam
1998, cong ty tung ra loat san pham sita c6 hwong vi mang tén OAK vGi mot
chién lwgc m@i, dat minh vao vi thé déi dau véi loai nwéc uong khéng con
c6 gaz thong qua khau hiéu néi ré san pham cua cong ty khéng phai 1a mot
loai nwéc udng khéng con. Sau dé vao cudi nam 2002, OAK cé méot khau

N

hiéu méi “Hoan Toan théa Man” (Totally Satisfying) mo ta dic diém mau
chot cho sén pham cda minh la rat thom ngon, tao cdm gidc thda man va no
du. Ngay nay, OAK da c6 dugc 30% thi phan & New South Wales, 12% thi
phan trén toan Uc, va 1a nhan hiéu sita duge yéu thich thi nhi tai quéc gia

nay.
Loi khuyén dé thanh c6ng tai sao Kim

1. Chu y tdi tat ca cac dau hiéu du la nho nhat, ditng doi cho t6i khi ching
hién hién ro rang! Néu chiing ta so sanh v4i mot cudc thi ban cung, nguoi
quen phdan ng sé dgi cho dén khi nhin rd dich ngam, nhung t&i khi do rat
nhiéu miii tén khac da cam vao dich r6i. Mot ngwoi c6 tu twdng don dau sé
du can dam ban cho du khi d6 dich ngam c6 thé van chwa thyc sy hién r6.
Nhu vay, can ludn ludn chui y téi cac dau hiéu nhé, va tinh toan can than dya
trén nhitng dau hiéu nay.

2. Bing lo sg¢ sé pha v& nhitng quy tac hién cé. Thay vao do, hay tv minh
tao ra quy tac mé&i cho cudc choi. Nhitng nguwoi c6 sang kién thwong dugc
hwéng 1gi vai tu cach nguoi di tien phong. Tu cach nguwoi di tien phong.

3. Hay dé suy nghi virgt ra ngoai tam san pham cta ban va linh vuc ban
dang tham gia! Néu ban chi danh gia va quyét dinh bang cach so sanh véi
cac san pham cung loai trong linh vi'c minh kinh doanh, ban sé mai chi c6
dwgc nhitng kiéu dang cii giong nhau. Hay nghién cttu nhitng thi khac, dé
ban c6 thé tim ra mot thit mai.
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PHAN II

Chién lwgc tao dung gia tri
NGUYEN TAC #7: NHAN HIEU

Nhan hiéu phai cé sitc thu hut
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Trong qué khit, nhan thitc vé, cac maoi lién két véi va mot tinh cach cho nhan
hiéu la da dé thanh cong trén Trai Dat. Tuy nhién, tai sao Kim ngay nay,
nhitng yéu t6 nay la khong da. Pé chién thang trong cudc canh tranh tai sao
Kim, nhan hiéu cta ban phai co6 sttc thu hut.

Chuyén gia dong thoi la nha tién phong trong linh virc nhan hiéu David
Aaker da noi rang dé chién thang ban phdi c6 gia tri thwong hiéu manh.
Chinh xac y ong la gi khi néi nhv vay? C6 mot gia tri thwong hiéu manh la
nhan hiéu cda ban duwgc khach hang biét dén, c6 lién két chat ché véi khach
hang, cung cdp dich vu chat lwgng tot cling nhw c6 mitc trung thanh véi
nhan hiéu cao. N6i mot cach khac:

Nhan thitc vé nhan hiéu la quan trong!

Lién két vdi nhan hiéu la quan trong!

Chat Iwgng ctia nhan hiéu la quan trong!

D0 trung thanh v&i nhan hiéu la quan trong!

Nhung, dau c6 ai néi nhitng thit nay khong quan trong!
Nhuwng, chi thé thoi thi chwa da!

Ngay nay, khi Trai Dat da chuyén sang giong sao Kim, chiing ta can b6 sung
mot yéu t6 nita dé thuc sy bién ban thanh ngudi chién thang. Yéu t6 do la
strc thu hit cua nhan hiéu.

Khi bat ky ngudi choi nao ciing c6 thé dat dwgc nhan thirc va moi lién két
tot v&i nhan hiéu qua mot chién dich quang cdo trén truyén hinh va trén bao
chi.

Khi moi nhan hiéu cing nganh dwgc khach hang cong nhan nhd cé chat
lwgng tot va san pham cao cap.
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Khi do trung thanh v6i nhan hiéu cua moi nhan hiéu trong linh vie kinh
doanh do6 déu cao, c6 1€ 1a nho ho da quan ly tot khau quan hé khach hang.

D6 chinh xéc 1a khi tat ca cac 1gi thé nay déu trd nén vo nghia bdi moi nguoi
choi déu da c6 chiing. Mot khi tat cd nhitng ngwdi tham gia vao cudc choi
déu dang & mot vi thé can bang, thit ma moi nguwdi sé ban chi la mét loai
“hang hoa.” La mot loai hang hda, san pham ctia ban sé chi dwgc coi nhw
san pham cia nhitng nguwdi choi khéac trong con mat khach hang.

Khong c6 cach nao tranh dwgce cai bay “hang hoa” nay ngoai viéc ban phai
tao ra mot khac biét dé gianh chién thang.

Ban phai luén té6t hon mitc trung binh néu ban muén thanh cong.

Ban phai nang tam gia tri thwong hiéu ctia minh 1én mo6t mitc cao hon dé ban
c6 thé gianh dugc vi tri cao nhat.

Lam sao ban c6 thé tao dyng sy khac biét nay khi tat ca cac doi tha cia ban
da lam tat ca nhitng gi ban lam?

Cau trd 16i nam trong: sitc thu hit ctia nhan hiéu!

Sttc thu hut cta nhan hiéu khong don thuan cung cap nhitng gia tri tinh cam
hay chitc nang. Nhan hiéu d6 cung cap gia tri tinh than von da tré thanh nén
tang dé tao nén mot “moi lién hé tinh than” gitta nhan hiéu va khach hang.

Vi vay ban khong con mua mot san pham hay mot nhan hiéu, ma ban da gia
nhap vao mot “ton giao” hay mot “gido phai”, noi ban san sang lam bat ky
diéu gi can thiét dé dam bao rang sitc thu hiit cia nhan hiéu sé mai toa sang.

Mot khi ban da cé kha nang hinh thanh mét lién hé tinh than v&i khach hang
ctia minh, thanh qua ban thu vé sé rd rang:

Do la nhitng khach hang hét sitc trung thanh!
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b6 1a nhitng khach hang dam mé san pham cua ban!
D6 1a nhitng khach hang c6 niém tin khac thuong!

Va chitc nang cta khach hang trong mdét méi quan hé nhv vay khong con
don thuan la nguoi tieu dung von chi 1a doi twgng thuan tuy ctia nhan hiéu,
ma da tré thanh nhitng “nguwoi truyén gido” muodn dwgc thye hién “nhiém vu
than thanh” ctia minh la truyén ba sy vi dai, sttc thu hit, va tinh hoa cta
nhan hiéu caa ban dén nhitng nguwoi khac.

Nhitng nguwoi co stre thu hut

Mot vai nhan vat - ngdi sao dién anh, nha lanh dao chinh tri, hoc gia, va
nhitng ngudi ditng dau tén gido - thwong dugce cho la s¢ hitu mot stte thu hat
khac thwong. Hay lay Pat Lai Lat Ma lam vi du.

Tw néi vé minh nhw “mot nha sw binh thwong tir Tay Tang”, Pat Lai Lat Ma
thwe chat 1a mét nha lanh dao tinh than va chinh tri cta sau triéu ngwoi dan
Tay Tang. Ho tin ring 6ng 1a gidng thé thi 14 ctia Quan Thé Am- vi Bb tat
day long trac an va tir bi. Khong chi nguwdi dan Tay Tang va nhitng tin do
Phat gido trén khap thé gigi biét t6i Dat Lai Lat Ma, nhiéu ngwdi khac cling
yéu kinh 6ng nhw mot nguwdi cé tri hué nhw bién ca. Pat Lai Lat Ma ro rang
la mo6t con nguwdi c6 stre thu hut 16n. Giéng 13 ngwdoi tién nhiém cia minh,
bitrc Pat Lai Lat Ma lam viéc vi sy tai sinh va ké tuc cua treong phai Cach
L6 thudc Phat gido Tay Tang.
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Lam thé nao dé mot nguwdi dugce cho la c6 sie thu hut?
T6i tin rang cau trd 16i nam & mot vai yéu to:

Thit nhat, nguwdi do phdi dat duoc sy khac thwong khong ai cé thé nghi ngo.
Nhitng thanh tyru vugt troi cia ngudi do sé tiép tuc tdéa sang qua thoi gian
ma khong bi lam hu hai.
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Thi¢ hai, ngwdi dé s& hitu mot kha nang thu hat va sy tinh té bao trum moi
buéc di va hanh dong cuaa ho.

Thit ba, ho noi tiéng la khong thé bi tir choi, rat dang tin, va dwgc nhitng
nguoi ung ho ho hét sirc tén kinh.

Thit tw, ho c6é kha nang truyén cam hitng va gay anh huwdng 1én nhitng nguoi
ung ho ho.

Mahatma Gandhi tré nén thu hat nho sy chiu deng ngoan cudong cta ong khi
lanh dao cudc ddu tranh ctia nhan dan An Do doi quyén doc 1ap tir giai cap
thwe dan Anh, mot cudc dau tranh 6ng dwa trén nhitng gia tri nhan dao. Diéu
c6 anh hwéng nhat tir nhitng 16i day ctia Gandhi la Ahimsa, hay dau tranh
khong bao luwc; Swadeshi, tin twong vao kha nang cua chinh minh; va
Satyagraha, kién dinh véi nguyén tac va niém tin cia minh. Gandhi khéng
chi truyén day nhitng diéu nay vGi ngudi dan, ma con thuc hién ching ngay
trong cudc song cia minh. Nhitng 16i day cta 6ng da anh hwdng rat 16n t6i
quan diém trén thé gidi vé van dé thudc dia, phan biét chung téc va bao lyc.
La mot nwdc di xam chiém thudc dia, vitong quéc Anh van bat lwc khong
vuot qua duge nhitng gido 1y sau nay da tham nhap sau sac vao ngudoi dan
An P6 cta Gandhi. Gandhi ciing day nguoi dan phai suy nghi rong hon,
khong bi gi¢i han & gia dinh hay bién gidi qudc gia, ma phai suy nghi dé cai
thién thé gigi. Ong ciing dé xudt moi chinh phu trén toan thé gidi can cong
nhan quyén ty do va quyén binh dang ctia cac quoc gia khac.
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Albert Einstein trd nén c6 strc thu hut khi ong thanh cong trong viéc giai dap
nhitng hién twgng ty nhién ma cac nha vat ly trudc do, nhw Isaac Newton va
cac dong sy cua 6ng, chra bao gio gidi thich dugc. Thuyét twong doi cta
ong da bac bo gia thuyét da dugc chap nhan tir thoi Newton rang thoi gian
c6 tinh tuyét d6i. Einstein da chi ra rang tat ca thoi gian chi cé tinh twong
doi. Trong thuyét twong do6i cia minh, 6ng cho thay trong lwgng, khong gian
va thoi gian c6 lién quan lan nhau trong vii tru. Ly thuyét digc thé hién bang
phwong trinh E=MC2 nay dugc st dung lam co s& cho viéc phat trién nang
lwgng nguyen tt. Nho kham pha ctia minh, Einstein da gianh giai Nobel Vat
Ly nam 1921. Ong phan d6i chién tranh, nhung tré tréu thay, ly thuyét ma
ong tim ra da dugc dung dé ché tao bom nguyén t, thi vii khi da huy diét
sinh mang ctia biét bao con ngwdi. Nam 2000, tap chi Time da binh chon 6ng
1a “Nguoi Ban Ong ctia Thé Ky.”

Nhitng nhan hiéu c6 sic thu hut

Vay con nhan hiéu thi sao? Loai nhan hiéu nao c6 thé dugc goi la c6 stic thu
hat?

To6i c6 ba tiéu chuan co ban cho loai nhan hiéu nay.

Thi¥ nhat, m6t nhan hiéu chi c6 thé c6 sitc thu hit néu né hoat dong 6n dinh
ma khéng mac mot thiéu s6t nao. James Collins va Jerry Porras cung nhac
t6i nhitng nhan hiéu nay nhu “nhitng cong ty chi co trong twong twong.” Tuy
nhién, Arie de Geus goi day la nhitng “cong ty song.” Coca Cola, Disney,
General Electric, va McDonald la mot vai nhan hiéu cé kha nang théa man
tiéu chuan thit nhat nay.

Rét c6 thé mot nhan hiéu vao thoi diém nay sé suy gidm xudng mic thap
nhat, hay tham chi roi vao nhitng thoi diém khé khan, nhung khi dé sé
nhanh chéng hoc héi, nhanh chéng thich nghi va cudi cung troi day. Pay la
diéu da xay ra vdi IBM khodng 10 nam trudc khi nén cong nghiép may tinh
toan cau bat dau trd nén bao hoa. Intel trdi qua diéu nay khi nhitng con chip
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lwu trit gia ré tir Nhat Ban tran ngap thi truong va pha vo 1gi thé canh tranh
cua nhan hiéu trong nhitng nam 1980. Harley-Davidson trai qua tinh trang
nay vao cudi nhitng nam 1970 khi Honda bat dau tham nhdp thi treong xe
gan may rong 16n & My, nho cé dugc san pham chat lwgng tét hon.

Thi hai, nhan hiéu phai dwgc kinh trong, ca nggi va thé hién duwgc tinh hoa
trong moi khia canh. General Electric (GE) la mot trong so rat it cong ty
dwgc khong chi khach hang ma ca nhan vién né phuc va nggi ca. Ching ta
hay cting xem lai mot cach van tat nhitng thanh twu ctia nhan hiéu hang dau
thé gidi nay:

* GE la cong ty da thanh 1ap dwgc hon mot trdam nam, véi hoat dong 6n dinh
va bén virng.

* GE la m6t hinh thitc lién hiép hiém hoi tir nhiéu cong ty do hoat dong
trong nhiéu linh virc kinh doanh da dang, tir san xuat tu6c-bin may bay, dén
thiét bi y té, do nhwa, va dich vu tai chinh, nhung dong thoi van duy tri sy
tap trung, hiéu qua va thich &ng khi quan ly nhitng thay doi.

* GE thwong xuyén la mot trong nhitng “Cong Ty DPuwgc Ngudng Mo Nhat
Thé Gidi” do tap chi Fortune binh chon, tham chi da & vi tri dan dau trong
lién bon nam gan day.

* Nho khd nang lanh dao c6 uy tin va khong mac thiéu sot, Jack Welch,
nguoi da ditng dau GE trong gan 20 nam, dugc Fortune binh tang danh hiéu
“Nha Quan Ly caa Thé Ky.”

* GE noi tiéng véi mot treong dao tao giam doc diéu hanh va nha quan ly da
san sinh ra nhitng gidm doc diéu hanh va nha quan ly tai nang, n6i bat nhat
c6 Jack Welch, Larry Bossidy, Jeffrey Imelt, va Gary Wendt.

» GE da tao ra va phat trién cac céng cu quan ly, bao gom Ma tran GE, Six

Sigma, Nguyén tac “Be #1, #2, or Fix, Close, or Sell”, T6 Chitc Gidng Day,
nhitng Gia tri GE, T6 Chitc Thit Bac cia Coéng Ty, va To Chirc Khong Bién
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Gidi, da tré thanh mo hinh cho quén ly t6 chitc va dugc cac doanh nghiép
khac st dung trén toan thé gidi.

Nh& nhitng thanh twu an twgng nay, khong c6 gi dang ngac nhién khi GE
dwgc dé cao va kinh trong dén nhw vay, khong chi v&i nhitng nguwoi lam
trong GE ma ca nhitng ngudi ngoai cong ty, va nhan hiéu nay dugc tirng
khach hang ctia cong ty ca nggi. V&i danh tiéng khong thé lay chuyén nay,
toi hinh dung 16 go c6 dién ctia cong ty (co dién vi cong ty chwa bao gio thay
doi 16 g6 nay tir nam 1896) dwoc bao boc bdi nhitng tinh hoa da khién moi
khach hang déu phai kinh trong va nguong mo nhan hiéu nay.

Thit ba, nhan hiéu nay phai cé lyc hut nhw nam cham va nang luc dé truyén
cam hitng, dé trd thanh m6 hinh mau, va dé thanh “niém tin” cho khach
hang ctia minh.

Toi thich thuat ngi Jesper Kunde da st dung khi 6ng n6i dén “ton gido nhan
hiéu.” Kunde cho rang day la vi tri cu6i cing mot nhan hiéu can dat dugc.
Mot khi da & vi tri cao nhat nay, m6t nhan hiéu phai tré thanh mot dang “ton
gid0” ma tat ca khach hang ctia n6 déu hoan toan tin twéng. O vi tri cao quy
nhat nay, Kunde ndéi, “nhan hiéu bat budc phai la - niém tin - cho khach
hang. Khi da c6 ton gido nhan hiéu, ho thé thot trén nhan hiéu nay, va rat
lwdng 1y khi c6 cac nhan hiéu khac cung loai.”

Nhitng nhan hiéu sau day ciling da thanh cong khi hinh thanh dugc sy yéu
thich ctia khach hang bang cach dwa vao nang lyc ctia ho dé truyén cam
hirng cho khach hang:

 Virgin dudi sy lanh dao cta vi gidm doéc diéu hanh uy tin Richard
Branson, da truyén cdm hitng cho khach hang bang mot tinh than va nhitng
gia tri chong lai nhitng gi da duwoc thiét 1ap, tam hon ctia mot con ngwoi
muo6n pha bé moi rao can, doi 1ap vaéi nhitng gi thudc 1é thuwong, va mot tinh
than mudn khac biét khéi s6 dong.
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» Harley-Davidson goi cam hitng cho tat cad nhitng ngwoi trung thanh yéu
thich loai xe nay véi tinh than “tv do” va “ai qudéc” ctia My. Harley-
Davidson khong chi don thuan la mét chi€c xe may 16n, ma n6 con twgng
trung cho sy tw do thoat khéi nhitng céng viéc vat va ctia cudc song hang
ngay, cling nhw thoat khoi nhitng gia tri nghiém ngat va hé thong xa héi gan
lién v&i cac gia tri nay.

» The Body Shop da truyén cam hitng cho tat ca nhitng ngwoi yéu thich san
pham ctia cong ty vai triét Iy “Profit with Principle” (Lgi nhudn c6 Nguyén
tac): nhiém vu va gia tri cia The Body Shop cé tam quan trong ngang nhau
doi vdi san pham va 1gi nhuan. Nhitng nhiém vu va gia tri nay la gi? Quan
tam dén mot loat van dé, nhw van dé phat trién xa hoi toan cau va moi
treong. Diéu nay dugce thé hién qua nhiéu hoat dong tir thién: phan doi thw
nghiém trén dong vat song trong nganh céng nghiép my pham; méi quan
tam dén phat trién cong dong & cac nuwdc thé gidi thit ba; gitip phat trién
nguon nang lugng thay thé nhw mot phan né lyc dé citu ldy hanh tinh ctia
chung ta.

Cau chuyén cta The Body Shop

La nhan hiéu ding hang 28 trén thé gigi, va th hai trong khu vyc ban 1é
trong cudc khao sat Interbrand thwc hién nam 1997; dwoc hiép hoi khach
hang bau chon la nhan hiéu dugc tin cay thit hai & Vwong qudc Anh va dugc
The Financial Times (Thoi bao Tai Chinh) cong nhan la cong ty dugc kinh
trong thit 27 trén toan thé gigi, The Body Shop tiép tuc truyén thong nhitng
gia tri cuia minh. Phan doi thir nghiém trén dong vat, ung ho thwong mai
cong dong, tao dung long tu trong, bao vé nhan quyén, bao vé hanh tinh cia
ching ta chi la mot vai trong s6 rat nhiéu phat biéu noi tiéng veé gia tri cta
The Body Shop. Sttc manh cta cong ty nam & nhitng chwong trinh thwong
mai cong dong v6i muc tiéu ho trg hang nghin nguwdi bang cach tao viéc lam
cho cac gia dinh trén toan thé gidi va ung ho gido duc cling nhw cung cap
cac loi ich ve sttc khoe.
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Nhitng ngwdi mua san pham ctia The Body Shop khong chi don thuan lam
vay vi nhitng san pham tir nguyén liéu thién nhién cta cong ty, ma con vi ho
kinh trong nhitng gia tri cong ty tin twdng. Bang viéc mua san pham cta The
Body Shop, khach hang cam giac ho c6 cung nhitng gia tri vGi cong ty; ho
cling la ngwoi phan doi thir nghiém trén dong vat, bao vé nhan quyeén, v.v...
Ho ty hao st dung san pham cta The Body Shop va cé thé néi véi thé gidi
rang: “Nhin nay, t6i mua & The Body Shop, t6i c6 cung gia tri vdi ho.” Do
chinh Ia sttc thu huat cia nhan hiéu.

Cau chuyén cta Disney

Moi nguwoi déu biét dén Disney. D6 la gidc mo cia moi tré em va ca nguoi
16n nita. Da 1a mot nhan hiéu vitng manh dwoc thiét 1ap tr 1au, Disney tré
thanh mot nhan hiéu c6 sttc hit nho nhitng cong vien giai tri cho gia dinh.
Sttc hit nay sau dé da chuyén nhan hiéu nay thanh mot nhan hiéu truong tén
va c6 tinh lich stt. Cong ty han nhién da ho trg qua trinh nay thong qua
nhitng cdi tién dang kinh ngac khi tiép tuc xay dung cdc khu mua sam
Disney, khach san Disney, v.v...
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Mot khi ban da thanh cong trong viéc xay dung nhan hiéu ctia minh thanh
mot nhan hiéu c6 sirc thu hiat, moi chuyén sé dé dang hon vdéi ban khi thay
doi n6 hoac cong viéc kinh doanh cta ban. Thyc hién mé rong bang cach
dwa vao nhitng cdi tién sé khong con la mot van dé qua khé khan nira.
Disney la vi du tuyét voi cho diéu nay.

Cau chuyén ctua Fender

Puoc thanh lap nam 1946, su6t hon 50 nam qua Cong ty dung cu am nhac
Fender da tré thanh mot biéu twong cta nwéc My. Fender da dé lai dau an
cho céac loai nhac cu cua thé loai jazz, blue, dong qué, rock va rat nhiéu
phong cach am nhac pho thong khac. Cong ty da cho ra mat chiéc ghi-ta
dién than dac va kha thi vé mat thwong mai dau tién, trong bass dién dau tién
cling nhw vo van nhitng bd ampli gio da thanh kinh dién. Pan ghi-ta do
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Fender san xuat da tré thanh huyén thoai, dwgc cac nghé si va nhac cong
chuyén nghiép st dung rong rai.

Chia khoa cho thanh cong ctua Fender trong viéc duy tri dugc sttc hut cta
nhan hiéu nam & cho déi x véi khach hang trén tw cach ca nhan. Khi cac
nghé si bat dau dwa ra cac yéu cau vé dac diém cu thé cho chiéc dan ghi-ta
cua ho, ho sé dugc dap ng theo tirng nguwoi mot. Hon niva, cong ty cé Cira
hang Khach Hang Fender & Corona, California cho phép nhitng nghé si biéu
dién tao ra nhitng nhac cu trong mo cua minh. Chat lwgng san pham cua ho
chac chan rat tot, bai dan ghi-ta ctia ho c6 am thanh “thwc” doc dao. Duy tri
sttc hit nhan hiéu 16n nhw vay khong phai la nhiém vu dé dang, nhung mot
khi ban c6 thé thyc hién thanh cong, nhan hiéu cia ban sé la mai mai.

Cau chuyén cta Qantas
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Xay dung strc hit nhan hiéu can nhitng gié tri tinh than c6 thé lién két nhan
hiéu v&i khach hang. Lubn hoat dong tét, c6 danh tiéng, va cé nang lyc
truyén cam hitng cho khach hang la nhitng cach thitc dé xay dung sirc hat
nhan hiéu.

bé dat dugc nhitng muc tiéu cho twong lai, gom duy tri hoat dong an toan va
tiéu chuan san pham & tam cd thé gidi trong khi van xdy dyng mot vi tri
thudn 1gi va c6 tinh canh tranh dai han cho nganh hang khong, Qantas da rat
nghiém tuc khi xay dwng sttc hut cho nhan hiéu. Qantas, hang hang khong
dwong dai hang dau thé gi6i, nhan hiéu manh nhat ¢ Uc néi tiéng vé tinh an
toan khi khong dé xdy ra tai nan trong cac chuyén bay quoc té, tiép tuc mang
dén cho khach hang nhitng dich vu ngoai hang va dang & vi tri tién phong
trong nganh céng nghiép hang khong dan dung quoc té. Thém vao dé, trong
nam 2000 Qantas da cho ra mat chwong trinh truyén hinh thwong mai goi 1én
mo6i lién hé tinh than gitta ngwoi dan Uc va Qantas.

Chién dich truyén hinh nay 1ay nhan vat la nhitng tré em trong dan dong ca
nam ni¥ cia quoc gia (The National Boys Choir va The Australian Girls
Choir) hat bai hat I Still Call Australia Home cua Peter Allen (T6i van goi
nude Uc 1a nha) trén nén mot s& canh dep ky thd nhat cta thé gidi. Bai hat
nay cung véi bai Waltzing Matilda n6i tiéng vdi tw cach la bai quoc ca
khong chinh thic cia Uc, con bai quéc ca chinh thitc ctia dit nwdc nay 1a
Advanced Australia Fair. Sau d6 vao thang tam nam 2004 Qantas lai tung ra
mot chién dich truyén hinh méi, la phan tiép theo cho chién dich nam 2000.

Nhu trwée day, chién dich nay dugc quay & nhiéu dia diém, tir tirng bang cua
Uc t6i mot s6 diém dén tuyét dep trén thé gigi nhu Queenstown & New
Zealand, Dén Poseidon & Hy Lap, Shoro & ngoi dén Ninnaji & Kyoto, Nhat
Ban va Tuong Lincoln ¢ thu d6 Washington, My.

L&i khuyén dé thanh cong tai sao Kim
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1. Tao tinh hoa cho nhan hiéu ctia ban, gitp nhan hiéu cta ban ty toa ra sitc
thu hat! Thyc hién viéc xay dung nhan hiéu tinh cam! Thyc hién lién tuc,
bé&i sirc thu hit khong phai 1a thit c6 dugce trong choc lat; can sy kién nhan
va tinh kién dinh.

2. Bé tao dugc sitc thu hit vitng chac, ban phai ddm bao hiéu day da va nam
duwgc ban chat viéc xay dung nhan hiéu cho cong ty.

3. Bé dugc coi la cu thé va c6 mat & moi noi, hdy san xuat nhitng dé lwu
niém va hang héa hap dan c6 16 g6 nhan hiéu cua ban trén dé. D6 Iwu niém
va hang hoa la phuong tién dé lan téa tinh hoa dén khach hang cuia ban.
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NGUYEN TAC #8: DICH VU

Sy thau cdm c6 vai tro dang ké trong dich vu

SINGAPORE
AIRLINES

San c6 con nhd SERVQUAL? Hay Zeithaml, Parasuraman, va Berry?
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SERVQUAL (Service Quality) hay chat lwgng dich vu, 1a mot mo hinh day
quyeén lyc vao dau nhitng nam 1990, da dnh hwdng tdi tiép thi trong pham vi
toan cau trén khia canh danh gia chat lwgng dich vu.

Vé co ban, Zeithaml, Parasuraman, va Berry, nhitng ngudi sang tao ra mo
hinh nay, cho rang chat lwgng dich vu dugc quyét dinh bdi nam yéu t6 cta
dich vy, bao gom: Tinh h{tu hinh, P9 tin cdy, Kha nang phan &ng, Do dam
bao, va Su thau cam.

Ho néi rang:

 Tinh hitu hinh la co s@ vat chat, thiét bi, nhan vién, va cac phuong tién
truyen thong ma dich vu dé st dung. Vi du, c6 thé danh gia tinh Hitu Hinh
ctia mot san pham dich vu ngan hang tir viéc xem xét liéu dich vu do6 c6 co
s@ vat chat hap dan hay khong; nhan vién phuc vu khach hang c6 trang phuc
gon gang va chinh té khong; thong tin cung cap trong héa don thanh toan thé
tin dung c6 dé hiéu khong; v.v.

* D0 tin cdy la kha nang cung cap thong tin chinh xac va thuc hién nhitng 10i
htta dich vu d6 dwa ra. Yéu té nay c6 thé dugce danh gia qua viéc mot nhan
vién ngan hang ndi rang yéu cau xin vay cta ban dang dwoc xi 1y va sé goi
lai cho ban sau ntta gio nita, va liéu anh ta c6 goi lai cho ban nhuw da hira
khong; Hay liéu héa don thanh toan thé tin dung ctia ban c6 16i hay khong.
Chung t6i danh gia Do Tin Cay ctia mot doanh nghiép dwa trén viéc liéu ho
c6 thye hién nhitng gi da hira.

« Kha nang phan &ng la kha nang va sy san long giup d& khach hang va
cung cap cho ho dich vu phu hgp. Néu mét khach hang c6 van dé véi thé tin
dung hay tai khoan tiét kiém, liéu ngan hang c6 gidi quyét van dé nay nhanh
chong khong?

* D6 dam bao la kién thitc va nang lwc ctia nhan vién trong viéc khoi day
niém tin ctia khach hang ciling nhw su ty tin ctia chinh ho. Liéu ngan hang do
c6 uy tin khong? Liéu cach tinh phi thé tin dung ma ngan hang do ap dung

https://thuviensach.vn



co phu hop vaéi cac dich vu va lgi ich ma khach hang nhan dugc khong?
Liéu ngan hang c6 dam bao cho cac dich vu tin dung ctia minh khong?

Sy thau cdm la sy quan tam va dich vu mot cong ty mang lai cho khach
hang.

Dbiéu quan trong nhat
5 yéu t6 nay cda dich vu xuat hién tir nam 1990:
Khi Trai Pat van chua trd thanh sao Kim.

Khi cong nghé thong tin van chwa cé téc do cao va chwa nhiéu twong tac nhw
ngay nay.

Khi cac loai thiét bi va may méc nhé gon nhu thiét bi ho trg ca nhan PDA,
thiét bi cam tay, iPod, may tinh cd nhan cam tay, va iMac, néu da c6 vao thoi
diém do6, van chwa hién dai nhw ngay nay.

Khi cac khach hang van dva vao ly tri, va chwa da cdm nhw ngay nay.

Khi vai tro ctia ndo trai van ap dao ndo phai trong cac quyét dinh ctia khach
hang.

Trai Bat da trd nén giong sao Kim. Trai Bat da trd nén giau cdm xuic hon,
khong con chi cé ly tri nita. “Tréi tim” ché ngy “cai dau.” Tuy nhién, ngay
ca khi da c6 nhirng thay doi nay, liéu diéu dé c6 nghia la nam yéu t6 nay cia
dich vu da khong con quan trong nita? Khong hoan toan. Chiing van con
quan trong, nhiwng tim quan trong twong doi ctia moi yéu td so véi cac yéu
to con lai da thay déi.
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Khi tao ra SERVQUAL, Zeithaml, Parasuraman va Berry da tién hanh cac
nghién cttu dé kiém tra yéu to nao trong so 5 yéu t6 vé dich vu néu trén dugc
khach hang cho la quan trong nhat.

Két qua la: do tin cay dwgc coi la quan trong nhat (32%), sau d6 dén kha
nang phan tng (22%), do ddm bao (19%), su thau cdm (16%) va cudi cung
la tinh hitu hinh (11%).

Tam quan trong cao nhat cia do tin cdy phan anh dac diém cua cac cw dan
trén Trai Dat, ldc d6 van nhiéu ly tri, va viéc dwa ra quyét dinh cha yéu phu
thudc vao ndo trai. Nhw toi da trinh bay ban dau, nho cac tién bo cia cong
nghé thong tin, cac cw dan Trai Dat ngay cang trd nén giau cam xuc, giong
nhv nhitng cuw dan cta sao Kim vay. B&i ho ngay cang tré nén nhu vay, nhan
thitc ctia ho vé cac yéu td ctia dich vu cling bat dau thay doi.
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To6i rat dong y vdi y kién rang trén Trai Dat gio da chuyén sang giong sao
Kim ctia chung ta, sy thau cam dang déng vai tro ngay cang quan trong, hay
tham chi la vai tro quan trong nhat trong so tat ca cac yéu to cta dich vu.

O sao Kim, sy thau cam 1a s6 mot!!!!
St Thiu Cam va Tri Tué Cam Xuc

Trong cudn sach tuyét voi Tri Tué Cdm Xiic ctia minh, Daniel Goleman viét
rang s thau cam la mot trong nhitng nhan t6 quan trong nhat ciu thanh tri
tué cam xuc cia mot ai d6. Ong cho ring sé 1a khong da néu chi nhan ra tinh
cam cua chinh ban va hiéu ching bang sy ty nhan thic, hay quéan ly tinh
cam va tao dong lwc cho chinh ban, bdi ban con can c6 kha nang nhan ra va
cam nhan tinh cdm va cam xuc cua nguwoi khac nita. Nang lyc va kha nang
nay chinh la diéu ma nguwoi khai sinh ra tri thong minh ctia tinh cdm mudn
noi toi: sw thau cam.

Tai sao kha nang hiéu va cdm nhan cam xtuc cta ngudi khac lai quan trong
nhu vay?

Bé&i vi, mot khi ching ta c6 thé biét dwgc cdm xtc ctia ngwdi khac, khi do
ching ta sé da nhay cam dé doc dwgc nhitng khat khao, mong wéc va nhu
cau cua ho dé c6 thé nhanh chéng dap ting dwva trén nhitng cdm nhan nay.
Kha nang nay rat can cho nhiéu linh vic trong cudc séng, nhw mot s6 nganh
ngheé tir tiép thi t6i quan ly, moi quan hé giita cap trén va cap dudi, tinh yéu
va tinh ban, va ca trong su gido duc cta cac bac phu huynh doi véi con cai.

Diéu gi sé xay ra néu ai d6 hoan toan khéng c6 sy thiu cam?

Trong treong hop cuwc doan nhat, ho sé trd thanh nhitng con quy nhu Hitler
va Polpot, hay nhitng ké giét nguwdi bénh hoan, nhitng ké cuwong dam hoac
lam dung tinh duc tré em nhuw trong cac bo phim cta Hollywood nhw
Hanibal Lecter va Jack the Ripper. Ho khong c6 chtt thau cdam nao béi ho
khong thé cam nhan no6i dau dén (ca tinh than va thé xac) sé khiang khiép
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dén mitc nao néu bi cudng hiép, bi tén thwong hay tham chi bi giét hai. Vi ly
do d6 ma mot vai nha tdm 1y hoc cho rang sy thdu cam la co s& cho moi thai
do va hanh vi dao dic cta ching ta.

Su thau cam khong phai la mot kha nang c6 thé dé dang dat dwoc. Vi sao
vay? Vi khong phai tat ca tinh cam va cam xtic ctia mot ai d6 déu dugc boc
16 qua ngon tw. Trong rat nhiéu trwong hgp, tinh cdm va cdm xtc hoan toan
khong dugc thé hién qua 10i n6i, ma béc 16 mot cach phi ngén ngit qua cac
ct chi, biéu hién trén mat, hay giong diéu 16i noi.

Nhwng can nhé rang, doc cac ¢ chi, cac biéu hién trén mat hay giong diéu
10i n6i cna ai do luc ho dang buon ba, gian dit, that vong, hay phat y khong
phai la mot cong viéc dé dang. Diéu nay doi hoi st nhay cam va nhiéu nam
“luyén tap.”

Mot ai d6 c6 su thau cam co6 thé dé dang bi “lay nhiém” trang thai cam xtc
va tinh cam cua nguoi khac, mot qua trinh Daniel Goleman goi la “lay
nhiém tinh cam.”

Lay vi du khi ban n6i chuyén véi ai d6 dang buon, néu ban da thau cam, ban
sé nhanh chéng nhan 14y no6i buon cta ho va cling sé cam thay nhw ho. D6 la
1y do vi sao nhitng ngwoi thdu cam luon c6 mot moi lién hé tinh cam véi
nguwoi ma ho dang noi chuyén.

O muic thap, nhitng ngwdi cé kha ning thdu cam c6 thé cam nhan va dap tra
moi cam xuc cua ngwoi khac. Trong khi d6 & mitc cao hon, ho c6 thé hiéu
diéu gi dugc an giau dang sau cam xuc cua nguoi kia. Vi vay, nhitng nguoi
nay sé rat nhay véi cac ct chi hay biéu hién trén mat ctia mot ai do va co thé
hiéu dwgc diéu gi an sau moi biéu hién phi ngon ngir nay.

St Thau Cam va Dich Vu
Vay khi t6i ban luan vé sy thau cam theo quan diém lay tt cac nghién cttu

tam 1y hoc, dau la méi twong quan véi thé gigi kinh doanh, cu thé la vdi linh
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vue dich vu?

Puwong nhién c6 moi twong quan rat 16n. Trong bdi canh nay, chac han sy
thau cdm dwgc nhin nhan trong maéi lién két véi cadc quan hé gitra ngudi lam
tiép thi va khach hang. T6i c6 thé néi rat khach quan rang mot nha tiép thi
c6 kha nang thau cam sé nhin nhan moi tinh huéng mua ban tir quan diém
cua khach hang, vGi muc tiéu giup khach hang dat dugc thanh cong.

Mot nha tiép thi nhw vay sé c6 hiéu biét sau sac vé nhu cau va muc tiéu cta
khach hang, va sé luon gitp khach hang nhan ra nhitng mong wéc cling nhw
dat dwgc nhitng muc tiéu. Anh ta sé ludn lang nghe, tim kiém bat cit diéu gi
hitu ich dé giup khach hang thanh cong. Anh ta la mét chuyén gia trong viéc
nam bat cac phan ng, du la tiéu cuc hay tich cyc, ctia khach hang, cho du
khach hang c6 thé van chwa néi ra mot 16i nao.

Vé co béan anh ta sé luén “cam nhan va déap trd,” hay nhay cam va nhanh
chéng hanh dong vi sy thodi mai va thanh cong cua khach hang. Thong qua
cac ct chi, 16i noi, va biéu hién trén mat, mot nha ti€p thi nhw vay co6 thé
nam bat dwgc phan tng ctia khach hang doéi véi dich vu ma ho nhan dugc:
liéu khach hang cam thay hai long, hay ho thay kho6 chiu, that vong hoac
gian dir.

“Phu nit can sy thau cam chit khong can giai phap,” John Gray da no6i nhw
vay. Cac cu dan sao Kim coi sy thdu cdm quan trong hon giadi phap. Ho coi
su quan tam cua ban véi tw cach la m6t ngwdi lam tiép thi cé gia tri cao hon
giai phap ma ban than san pham ctia ban mang lai. Ho dé cao “boi canh”
hon “ndi dung” cia san pham. Diéu nay cé vé khéng hop 16-gic, nhung do la
tinh cdm. O sao Kim, tinh cam thudng “lam lu m&” phan 1y tri ctia ching ta
khi ching ta dwa ra quyét dinh trong mua sam.

O sao Kim, mot hanh tinh gidu cdm xtic, vai trd cta thdu cdm tham chi con
quan trong hon trong viéc mang lai trai nghiém cho mot khach hang. Bernd
Schmitt, mot trong nhitng ngwoi di tién phong trong tiép thi thuc nghiém,
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néi rang cac khach hang ngay nay khong con nhin nhan mét san pham ma
ching ta mang lai nhu chinh ban than san pham, chi danh gia cac tinh nang
va lgi ich ctia nd, bdi ho con xem xét mot cach tong thé ca tinh huéng mua
san pham do.

Vi du nhw, nhitng nguwdi dén cac ctra hang cua Starbucks Coffee khong chi
vao do dé nhin ca phé, ma con dé c6 dugc mot trai nghiém tong thé khi ghé
tham ctta hang. Nhitng ngwdi dén cac ctta hang cia McDonalds khong don
thudn bai ho muon loai BigMac cua ctta hang, ma con vi khong khi gia dinh
0 day nita.

Sy thdu cam déng mat vai tro to 16n trong viéc hinh thanh cac trdi nghiém
cho khach hang. Tai sao vay? Bai cac dich vu “khong dugc trong cho” ma
ching ta c6 thé mang lai nhd nang lyc cdm nhan nhitng gi khach hang dang
cam thay khong hiém khi da goi mé nhitng trai nghiém khé quén cho khach
hang doé.

Hay lay vi du ctia Hang Hang Khong Singapore. Néu ban st dung dich vu
cta hang nay, ban sé lién tuc duwgc cac ti€p vién “quan sat”. Néu ban chi can
thé hién mot chit khong thoai mai, ho sé tdi dé héi xem ban gdp van dé gi
va giup d& ban néu can. Moi tiép vién hang khong cia hang déu dugc dao
tao dé doc cac cwr chi, giong diéu 10i noéi, va biéu hién sac mat cua khach
hang, dé hiéu tinh cdm va cam xuc cua ho, va cudi cung la dap trd nhitng
biéu hién d6 bang nhitng dich vu cham s6c va hitu ich. Chinh nhitng dich vu
nhw vay da khién cac khach hang trung thanh cta Hang khong Singapore
cam thdy day la mot trai nghiém khé quén.

Baén than t6i da dugc trai nghiém diéu nay trén chuyén bay ctia Hang khong
Singapore khi t6i bay mdt chuyén dai tir Changi t6i Chicago khodng hai nam
trdc. Badi t6i da hoan toan kiét sitc sau mot budi hdi thao kéo dai mot ngay,
toi da ngu thiép di ngay khi may bay cat canh. Nira dém t6i tinh giac v&i co
hong khat chay. Nhung t6i c6 cam gidc minh nhuw dang trén mot 6c dao ngay
khi vtra tinh gidc, b&i mot phu nit tré xinh dep vGi nu cwdi quan tam - mot co
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gai Singapore - da mang cho t6i mot coc nwdc va moi toi uong. Coc nuwée
dwgc mang dén dat tredc mat téi ngay ca tredce khi toi cé co hdi yéu cau. Co
thé diéu nay khong quan trong, nhwng doi véi t6i cdm xuc nay that dac biét.
Toi cdm thdy day la mot ky niém kho quén badi cd gai Singapore nay to ra
thuee si hiéu nhu cau cua toi.

Ngoai ra, toi con c6 mot ky niém khac v6i hang Hang Khong Singapore ma
cho dén gio t6i van khong thé quén. Mot 1an, khi t6i dang trén mdy bay cda
hang, mot nit tiép vién vo6 tinh lam do sita vao quan t6i. T6i khong ban tam
lam dén chuyén nay vi thyc ra chi bi ban mot chdt va ¢6 thé lau sach dé
dang. Tuy nhién, ban than nit tiép vién nay va ca doi cling nhw nguwoi giam
sat cta c6 da xin 16i t6i rat nhiéu lan. Khi roi may bay, ho tham chi con dwa
t6i mot hda don mién phi dé t6i gidt 1a cho ban.

D6 la sy thau cam; cdAm nhan nhitng gi khach hang cia ban cam nhan. Ké tw
do, toi da luon s dung dich vu ctia hang Hang Khong Singapore cho cac
chuyén bay cta minh, chi can ho cé dich vu téi cac diém ma t6i can dén. Su
thdu cam tao ra nhitng khach hang trung thanh. Khong chi cé thé, ma con
gitip nhitng khach hang nay kéo theo ca cac khach hang khac dung san pham
va dich vu cta hang minh.

https://thuviensach.vn



Trudc day t6i da néi rang mot ngwdi khong co sy thau cdm sé giong mot dao
pht hoan toan khong c6 kha nang cam nhdn néi dau va nhitng diéu ma
ngwoi khac dang phai chiu dung, vay mét cong ty khong c6 sy thau cam sé
thé nao?

Cong ty do6 sé c6 mot tam nhin han ché, hoan toan khong quan tam va thiéu
s cham soc v&i khach hang. Cong ty dé sé hoan toan khong nhan thitc duogc
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bat ky kho khan hay van dé nao khach hang gap phai.

Ban mu6n mot vi du?

D6 1a van héa quan liéu da an sdu & mot vai cong ty. Do moi nhan vién déu
bi kim ham b&i m6ét Quy Pham Thuc Hanh theo Tiéu Chuan nghiém ngat, ho

tr@ nén kém linh hoat va vi vay dich vu cho khach hang cting bi anh huvéng.

Céac nhan vién sé noi rang “Néu c6 thé bién mot cai gi d6 thanh khé khan, tai
sao phai bién n6 thanh dé dang.”

Cau chuyén cuaa Ritz-Carlton
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“Chung ta la nhitng quy ong quy ba, phuc vu nhitng quy 6ng quy ba.”

https://thuviensach.vn



Ritz-Carlton la mét day truyén gom 57 khach san va khu nghi mat hoat dong
trén toan thé gidi (35 khach san trong thanh pho va 23 khu nghi mat). Bugc
thanh 1ap nam 1983, day truyén nay ndi tiéng véi chat lwgng phuc vu tuyét
hdo. Chia khoé cho diéu nay la sy thau cam véi khach dén nghi. Day truyén
nay c6 “Co S& cua Ritz-Carlton” gom 20 diém chi dan co ban cho nhan
vién. Néu xem qua tirng diém, chi dan nay sé cho thady rat ro rang Ritz-
Carlton dat dich vu va s thodi mai ctia khach 1én hang dau, va ho lam diéu
nay nho su thau cam vdéi khach hang.

Chung ta hay cung xem xét diém s6 10 lam vi du. Diém nay noéi rang “khi
mot vi khach gap van dé hoac can mot cai gi dé that dac biét, ban phai thoat
ra khéi cac nhiém vu thong thwong cia minh dé tim ra va giai quyét van de”.
Ton chi caa Ritz-Carlton ndéi raing moi don vi cia cong ty sé la: “mot noi
trong d6 su cham séc va thoai mai thuc su cho khach hang la nhiém vu hang
dau.” Ritz-Carlton van dang tiép tuc thyc hién muc tiéu 100% nhan vién
cam thay tv hao va yéu thich cong viéc, khng khach hang nao gap kho
khan va 100% khach hang trung thanh.

Cau chuyén cta Johnson&Johnson

No6i tiéng vdi ton chi ctia minh, Johnson&Johnson, nha san xuat cac doé
cham séc strc khoe 16n nhat va toan dién nhat trén thé gigi, da tiép tuc phat
trién cong viéc kinh doanh bang cach toan tdm tan tuy v@i khach hang.
Johnson&Johnson da nhan ra rang hoat dong trong linh virc cham séc stic
khoe cé nghia la minh tham chi phaéi cé trach nhiém 16n hon vdi cong dong
va vGi khach hang ctia minh. Chia khoa quan trong nhét dan t6i thanh cong
dén tr sy thau cam va6i khach hang, tir viéc cdm nhan nhitng gi ho cdm nhan.

T6i nhan thdy rang Johnson&Johnson thwc hién diéu nay theo nhiéu con
dwong. Con dwong thi nhat thong qua cac céi tién. Hiéu dwoc thi trueong,
biét dwgc va cdm nhan dwoc diéu khach hang thue sy can, la diém mau chot
khi thyc hién cai tién. Con dwong thit hai la cach thitc cong ty lam tron céac
trach nhiém xa hoi ctia minh, nhw tao diéu kién tiép can cac dich vu cham
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soc suc khoe, cac dich vu cham séc sitc khoe cho tré em, mang lai sy phat
trién va gido duc chuyén nghiép, va thyc hién cac trach nhiém véi cong
dong. T4t ca diéu nay da giip Johnson&Johnson duy tri dugc vi tri s6 mot
trong diéu tra hang nam vé Danh ti€éng cua cac cong ty.

Cau chuyén ctia Newcastle Permanent

Trudc day toi da noi rang sy thau cdm dugce miéu td nhw nén tang hinh thanh
thai do va hanh vi dao ditrc. Ttr cho do, cac nha tiép thi biét thau cam da hoc
cach hiéu khach hang cia minh t6t hon.

Newcastle Permanent la vi du dién hinh vé mot to6 chic biét thau cam. To6
chitc xay dung xa hoi (cung cap cac khoan vay va tiét kiém chung) nay dugc
thanh 1ap vao dau thé ky 20, phuc vu cho viung Hunter cia New South
Wales, Uc véi chat lwgng dich vu khéng mot d6i tht canh tranh ndo c6 thé
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sanh kip. Nhitng nhan vien & Newcastle Permanent danh thoi gian noi
chuyén véi cac khach hang cia minh nham cung cap dwgc nhitng dich vu
tuyét hdo cho khach hang. Hon thé nita, Newcastle Permanent con cung cap
nhitng dich vu hoach dinh tai chinh khong thu phi. Bat ké khach hang
nghiém tic vé ké hoach bao hiém tai chinh trong twong lai ctia ho, hay chi
can néi chuyén véi ai dé vé cac lwa chon dau tw, ban Hoach dinh tai chinh
ctia Newcastle Permanent c6 thé gitp ho.

Khoéng chi c6 thé, do khong phdi khach hang nao cling hiéu dwgc nhitng
thuat ng tai chinh phtc tap, Newcastle Permanent cung cdp nhitng 1oi
khuyén pho cap bang mot ngon ngit dé hiéu vai tat ca moi nguoi.

Vi vay, that dé hiéu khi chin san pham cta don vi tai chinh it tiéng tam da
tham gia cam két sé duy tri dia vi chung nay duwgc xép hang nam sao. Ciing
khong co gi bat ngo khi bdo cdo Cannex da cong nhan Newcastle Permanent
cung cdp dich vu cho vay tot hon nhiéu doi tha 16n nhw St George, ANZ,
v.v... (Australia Financial Review, thang 10 2004).

Loi khuyén dé thanh cong tai sao Kim

1. Quy Pham Thuc Hanh theo Tiéu Chuan (SOP) cho dich vu khong nén
cttng nhac, quy pham nay can linh hoat, cu thé diéu nay c6 nghia la SOP
phai vach ro nhitng ranh gi6i véi cac co hoi dé thau cam va dé sau do phat
trién hon nita sy thiu cdm véi khach hang.

2. O sao Kim, khong thé chuan héa mot loai dich vu ndo, cac dich vu phai
mang tinh ca nhan va dén vdi khach hang trén co s¢ “mot-mot”, nho vay sé
khong cé dich vu nao giong nhau. Néu tat ca moi thit dwgc chuan hoa hoan
toan, sy thau cam sé khong con nita.

3. Bo6i v6i mot nha cung cap dich vy, dich vu phai tré thanh mot “tiéng goi”
tr sdu tham tam hon chit khong chi 1a mot céng viéc. Mot khi dich vu tré
thanh tiéng goi nhu vay, sy thau cam sé dén rat tu nhién, lan téa ma khong
can guong ép.
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NGUYEN TAC #9: QUY TRINH

Gan két khach hang cia ban vao quy trinh kinh doanh

Sé khong ai pht nhan rang c6 khach hang trung thanh la c6 moi thit. Mot
chuyén gia vé tiép thi tham chi con cho rang, “Sv trung thanh cta khach
hang la ADN cda tiép thi,” va t6i dong y v&i két luan do dén 150%.

Duéi day la danh sach cac luan diém t6i da tong hgp dwgc tir nhitng suy
nghi vé sy trung thanh ctia khach hang cia chuyén gia Frederick Reichheld
tir hai cudn sach noi tiéng cua éng The Loyalty Effect va Loyalty Rules! (tam
dich la “Tac Dung ctia Long Trung Thanh” va “Quy Tac cida Long Trung
Thanh”) Ong giai thich vi sao su trung thanh ctia khach hang van gift vai trd
quan trong, va tham chi con quan trong hon trwdc, trong mot moi treong
kinh doanh ngay cang nhiéu bién dong, dac biét sau sy phat trién nhanh
chong caa cong nghe thong tin.

» Thit nhat, sy trung thanh cta khach hang dam bao lgi thé canh tranh, sy
tang trwdng, 1gi nhudn, va tat nhién sy bén vitng dai 1au cho mét cong ty. Bo
la ly do vi sao 6ng cho rang kha nang gitt chan khach hang la mot chi so6
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phan anh sy két hop tat ca cac yéu t6 cia cong viéc kinh doanh trong cong
ty d6 nham tao ra gia tri. Va, Reichheld néi thém, doé ciling la ly do vi sao sy
trung thanh cda khach hang la bai kiém tra vé hoat dong tong thé cta ca
cong ty.

» Dé do dac kha nang tao dung gia tri cia m6t cong ty, sy trung thanh cta
khach hang la mét chi s6 dang tin cay hon ca lgi nhuan. Ban can mot vi du?
Gia st rang nam nay lgi nhuan ctaa ban rit 4n twgng, nhung lgi nhuan do bat
nguon tir viéc ban tai san, hay cat giam lwong bong lam that vong nhan vién
- nhitng khach hang bén trong ctia ban, hay lgi nhuan la két qua cua viéc
tang gia tuy tién khién khach hang cia ban gidn dit. Chac chan lgi nhuan
nam nay cua ban sé rat tot, nhung liéu c6 dam bao nao rang lgi nhuan trong
nam sau cling sé dugc nhw vay néu ban c6 dat dugc diéu nay bang nhitng
bién phap twong tu.

 Nghién citu da chi ra rang chi can tang 5% kha nang Iwu gitr khach hang sé
kéo theo 25% dén 95% gia tang lgi nhuan.

» Nhung van dé khong phai ¢ viéc su trung thanh cé vai tro quan trong trong
cong ty. Van dé nam & cho lam cach nao dé dat dwgc sy trung thanh t6t nhat
va cao nhat noi khach hang.

Trong nguyén tac thi 9 nay, t6i tin twdng rang minh c6 thé trinh bay thanh
cong rang 16i kéo khach hang vao quy trinh kinh doanh ctia cong ty la trung
tam cho mot no lwe tong thé nham xay dung s trung thanh cua khach hang.

“Gan két khach hang ctia ban vao, va long trung thanh nhw ctia mot gido
phai sé xuat hién.”

Tai sao vay? Bdi gan két khach hang vao quy trinh kinh doanh ctia céng ty
ban c6 nghia la ban dang mdi ho “sd hitu” cong ty va nhan hiéu cua ban.
Ban cang dé khach hang tham gia, cam gidc ctia ho vé sy s& hitu doi véi
cong ty va nhan hiéu ctia ban cang 16n. Va mot khi cam giac dé da hinh
thanh, nhitng khach hang nay sé tr& thanh nhitng nguwdi bao vé chinh cho
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nhan hiéu cta ban. Ho sé bao vé no6 tdi chét, nhw mot ngwdi me bao vé dira
con cua minh.

Long trung thanh cta mot ngwoi me

Hay danh thoi gian xem xét ban nang cuia mot nguwoi me. Nhitng nguwdi me
cua ching ta la nhitng ngwoi c6 cong sinh thanh, nudi dudng, cham séc va
bdo vé chiing ta khi chiing ta con nho, va nudi ndng ching ta treéng thanh
nhu ngay nay.

Chuing ta c6 thé hoc dugc diéu gi tir nguwoi me da sinh ra va tham gia vao
toan bd qua trinh nuéi nang cham s6c chung ta?

Bat ké dira con c6 té dén dau, ngudi me cua dita con do sé bdo vé nd téi luc
chét. Ban c6 thé chac chan rang nguwdi me sé hét sitc gian dit néu gia st ban
noi diéu gi khong hay vé ngudi con cta ba. Ba khéng quan tdm liéu con ba
c6 phai ké giét nguoi, tén cudp giat, ké pha phach, hay thdm chi mot tén
khung bo, la ké chi mwu cho mot vu danh bom, béi ba sé diu tranh khong
mét moi vi 1oi ich ctia con minh.

Dbay it nhiéu ciling la ban nang cua bat ky khach hang nao c6 ho trg qua trinh
hinh thanh mot san pham hay nhan hiéu.

Mot khi khach hang ho trg viéc dwa ra y twdng, thiét ké, hay tham chi lam ra
san pham va nhan hiéu cta ban, ho sé bao vé ching khong biét mét mai,
khong quan tam liéu sdn pham hay nhan hiéu do6 c6 tot that hay khong. Ho
tham chi con n6i gian néu nhan hiéu caa ban bi xem thwong. Ho sé trd thanh
nhitng nguoi chan thanh thyc sy va la nguwdi bao vé chinh cho nhan hiéu cua
ban.

Thong diép ¢ day la gi? Chi 13, la mot nha chién lwge cho nhan hiéu, ban can
mang khach hang cia minh dén mot diém khién ho c6 long trung thanh
giong nhu cia ngwodi me d6i v4i con cdi cia minh. Ban lam diéu nay nhuw thé
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nao? Bang cach tim ra nhitng cach thitc dé maoi khach hang ctia ban tham gia
(bat ky khi nao c6 thé) vao viéc “sinh ra” san pham hay nhan hiéu cta ban.

« BMW d3 tao ra Virtual Innovation Agency (VIA - B phan Sang tao Ao)
cho phép cong ty lang nghe true tiép tir khach hang. Khach hang tir khap noi
trén thé gidi cé thé truy cap vao VIA va tham chi cé thé ban luan tryc tuyén
v6i nhitng nguwdi quan tam khac tir cac noi trén thé gidi, va vdi ban than
BMW. Thong qua VIA, khach hang ciling c6 thé tiét 16 y twéng cta ho, va
néu nhitng y twdng nay qua that tuyét voi va chap nhan duwgc, BMW sé theo
sat chung. Ké tr khi ra mat, BMW da thu vé 4 nghin y twéng.

* Linux 1a mot phép mau nhé bé da chitng té dugc rang minh cé thé lam
rung chuyén nhitng vi thé va dia vi thong tri da dwogc thiét 1ap rat vitng chac
ctia phan mém Windows ctia Microsoft. Ban c6 mudn biét chia khoa cho
thanh cong cua ho? B¢ la hang tram, hay tham chi hang nghin 1ap trinh vién
tir khap noi trén thé gigi ho trg Linux, trd thanh nhitng ngudi ung ho trung
thanh ctia Linux, va dong thoi khong thich sy thong tri cia Microsoft. Vi sao
ho san 10 ng bao vé Linux dén chét? Bdi ho c6 cam giac chinh ho da sinh ra
Linux va lién tuc cai tién hé diéu hanh may tinh nay.

* Dell c6 mot dia vi rat dac biét trong nganh céng nghiép mady tinh toan cau.
Toi tin day la “cong ty mdy tinh tap trung vao khach hang nhat thé gi6i.” Vi
tri cia Dell 1a duy nhat, b&i mo6 hinh kinh doanh cta céng ty rat vitng chac
va khac véi ctia cac doi thu canh tranh. Ké tir khi dugc thanh 1ap vao nam
1984, Dell da trai qua giai doan siéu tang truéng va ching té dugc rang
minh c6 thé duy tri 6n dinh. Ban c6 muon biét chia khoa cho diéu nay? D6
la vi cong ty da moi khach hang ctia minh tham gia vao viéc “dp 4” nhitng
san pham ho mong muon. Ban than khach hang c6 thé thiét ké chiéc may
tinh ma ho muodn: vdi bat ky loai man hinh, dung lwgng 6 cting hay bo xt 1y
nao phu hop véi ho.

Trong thuwce té, ké tir khi gitip hinh thanh san pham va nhan hiéu cua ban,
khach hang da sé hitu nhitng san pham va nhan hiéu nay ro6i. Cudi cung, toi
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chac chan téi 125% rang dé c6 dugc long trung thanh cua khach hang, ban
phai lam cho ho s& hitu sdn pham va nhan hiéu ctia ban sém nhat & mic cé
thé.

Néu dwgc, vao thoi diém mot san pham hay nhan hiéu xuat hién, hay tham
chi khi ching van chi dang dwgc thai nghén.

Tt nhitng ké khing b6 dén nhitng nguwdi bién ho trung thanh

T6i phan chia khach hang thanh nam cdp. Cap thit nhat va la cap thap nhat
c6 tén nhitng khach hang khung bo. D6 1a gi vay? Noi van tat, dé la nguoi
nao do thich ché nhao nhan hiéu cua ban, cé thé vi anh ta khéng thich nhan
hiéu nay, hay bdi anh ta chwa bao gio hai long véi dich vu ctia ban. Mot
khach hang nhuw vay giong nhue mot tén khing bé chi muon gy khé khan
cho ban.

Cap tht hai 1a khach hang giao dich, hay nhitng ngwdi c6 quan hé vdi nhan
hiéu ctia ban chi dirng lai & giao dich thuan tuy. Khach hang nay cé thé chi
mua mot san pham, va sau dé khong bao gio mua lai nita. Hay néu anh ta c6
mua sé chi la thinh thoang. Cap khach hang nay dé dén nhuwng ciling dé di,
b&i ho khong c6 quan hé t6t vGi san pham va nhan hiéu cta ban; co s duy
nhat chi l1a giao dich.

Cap tht ba l1a khach hang quan hé, nhitng ngudi gia tri chat lwong han nhién
cao hon hai cap truwdc. Cap khach hang nay da mua nhiéu lan va quan hé cua
ho v&i san pham va nhan hiéu cua ban la quan hé than thuoc.

Cap thit tv la khach hang trung thanh. Cap khach hang nay khong chi mua
nhiéu lan, ma xa hon con rat trung thanh véi san pham va nhan hiéu cta ban.
Gia st c6 ai dé néi vé nhitng thiéu so6t nhan hiéu ctia ban mac phai, khach
hang nay sé khéng ngoi yén. Anh ta sé tiép tuc di cung ban, bat ké nguoi
khac néi san pham va nhan hiéu cta ban té dén mitc nao.
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Cap cubi cung dong thoi la cdp cao nhat. Khach hang & cap nay rat dac biét
va thue sy tuyét voi. Néu ban cé dugce ho, ho sé la tai san 16n nhat cua ban.
Toi goi ho la nhitng khach hang bién ho, nhitng nguwdi luon bdo vé san pham
va nhan hiéu ctia ban mét cach quyét liét. Ho la nhitng khach hang luon lam
nhitng phat ngon vién tuyét voi véi nguwdi khac. Ho phat dién néu nghe ai dé
coi thwong nhan hiéu cua ban.

Vay mdi quan hé cta nam cap khach hang trén day déi vai viéc 16i kéo
khach hang vao quy trinh kinh doanh cua ban la gi?

Moi quan hé do that don gian!!

Hay tiép tuc suy nghi mot cach sang tao, va lam viéc cham chi dé bién
nhitng khach hang khung b6 thanh khach hang giao dich. Sau dé, bién
nhitng khach hang giao dich nay thanh khach hang quan hé. Tiép theo, nang
cap cho nhitng khach hang van dang & mitc quan hé 1én cap khach hang
trung thanh. Sau khi da lam duwgc diéu nay r6i, bién nhitng khach hang trung
thanh nay thanh nhitng khach hang bién ho.

Lam sao ban lam dugc diéu nay?

Pon gidn bang cach tim duwong dé khach hang dugc tham gia vao quy trinh
kinh doanh ctia ban.

Co6 thé thyc hién diéu nay bang viéc moi tat cd khach hang cung tham gia
v6i ban thiét ké san pham ho mong mu6n, nhw BMW hay Dell da lam. Hoac
c6 thé 16i kéo khach hang vao dich vu cung cap, nhv FedEx da lam véi
“track and trace,” (theo sat titng khau) cho phép khach hang tw minh kiém
tra xem go6i hang ctia minh da duwgc gtri chwa va dia diém chinh xac cua goi
hang dé. Hay c6 thé cung cdp phuong tién cho khach hang dé ty ho giai
quyét van dé cia minh, hodc tham chi tw ho diéu hanh cong viéc kinh doanh
cua minh, nhv eBay hay MP3/Napster da lam.
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Vé céach thitc sau cung nay, chuyén gia quan ly quan hé khach hang Patricia
Seybold da néi nd lyc giap khach hang giadi quyét khé khan la nhan t6 thanh
cong toi quan trong trong ky nguyén ba goi la ky nguyén caa “kinh té khach
hang”. Theo ba Seybold, “hdy xdy dung m¢t hiéu biét sGu sdc vé cdch thirc
khach hang cua ban lam cong viéc cua ho va giup ho lam cong viéc do.”

L6i kéo khach hang vao ba quy trinh c6t 16i

Néu tredc day t6i noi rang ban phai kéo duwgc khach hang vao cac quy trinh
kinh doanh, thi cau hoi tiép theo la nhitng quy trinh nao ho nén tham gia?

Toi chia cac quy trinh kinh doanh ctia mot cong ty thanh ba quy trinh cét 16i:
phan phoi san pham déu dan theo don dat hang, phat trién san pham, va lam
viéc véi khach hang. Quy trinh thit nhat 1a quy trinh hang ngay déu dan cua
cong ty phan phoéi san pham va dich vu ctia minh tGi cho khach hang. Trong
quy trinh nay, thwéc do chat lwgng la chi phi thap va giao hang dung thoi
han la chia khoad quan trong dan t6i thanh cong. Quy trinh thit hai bao gém
quy trinh tao ra nhitng sdn pham mdi, hay phat trién nhitng sdn pham da co6.
Con quy trinh th ba la quy trinh lam viéc véi va phuc vu khach hang ngay
tredc, trong va sau khi ho mua san pham.

Néu cé ba quy trinh c6t 16i trong mot céng ty, khach hang cia cong ty do
can phai dugc tham gia vao ca ba quy trinh. Ly twdng nhat ban nén gan két
khach hang vao toan bd cac quy trinh nay. Tuy nhién, néu diéu do la khong
thé, chi mot hay hai quy trinh da 1a du.

bong thoi 16i kéo khach hang vao cd ba quy trinh qua la rat khé khan.
Nhung vé co ban, néu ban c6 thé lam duwgc, diéu nay sé trd thanh diém khac
biét doc dao ma cac doi tha canh tranh ctia ban kho cé thé bat chudc dugc.
Bé&i n6 kho sao chép, day sé la mot thanh phan manh mé trong 1gi thé canh
tranh cua ban.

Hay nhin vao nhitng cong ty da 16i kéo dugc khach hang vao ting quy trinh,
nhu:
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Phat trién san pham

Adidas hoi nhitng huan luyén vién va ngudi choi cdc mon thé thao khac
nhau vé loai giay ma ho can. Thong tin nay sé trd thanh tai liéu tham khao
dé tao ra nhitng loai giay md&i va tiép tuc phat trién nhitng loai hién c6. Bang
viéc stt dung nhitng co ché nhu vay, Adidas da mdi khach hang cta minh
tham gia vao quy trinh thiét ké va ché tao giay. BMW ciling lam mét viéc
twong ty thong qua trang web cong ty da 1ap nén nhw da dwgc miéu ta van
tat ¢ phan trén.

Lam viéc vgi khach hang

Dell 16i kéo khach hang vao viéc x ly cac yéu cau doi vdi san pham tuy
bién cho ca cac khach hang la doanh nghiép va ca nhan. Trén trang web ctia
cong ty, khach hang cta Dell c6 thé dién vao mot ban yéu cau doi vdéi loai
may tinh ho néi téi. S dung trang web nay, khach hang c6 thé lya chon
nhitng tinh nang tuy bién ma ho mong muén. Va ngay khi ho hoan tat viéc
dién vao to don, chi mot gidy sau ho sé nhan dwgc bao gia cho san pham
dugc tuy bién. Viéc xtr ly yéu cau cta khach hang dwgc mot phan mém thyc
hién ty dong, vi vay hoat dong nay dién ra rat nhanh va hiéu qua. Viéc 16i
kéo khach hang tham gia vao khau xt ly yéu cau ctia ho cling duwgc hang
Levi’s va P&G st dung trén trang web Reflect.com.

Phan phoi san pham déu dan theo don dat hang

eBay la m6t trang dau gia trire tuyén noi moi ngwoi cé thé ddu gia nhiéu loai
mat hang, tir dia CD t6i thé, tir thé combo dén may tinh. Quy trinh dau gia la
mot hé thong tw quan ly va tw phuc vy, vi vay khi hai bén tham gia vao mot
phién dau gia, ho phai tv thu xép moi viéc, bao gom phan phoi, thanh toan,
v.v... Buong nhién, vGi tu cach la nguoi tao lap cudc choi, eBay sé xac lap
quy tac. Loai quy trinh kinh doanh nay dwgc goi la C2C, hay kinh doanh
khach hang véi khach hang (customer-to-customer). Nhung eBay con hon

https://thuviensach.vn



thé, bdi day la mot doanh nghiép da 16i kéo dugc khach hang tham gia hoan
toan vao quy trinh kinh doanh.

Cau chuyén vé Than twgng nuwéc My

Rét nhiéu nguwdi da mo sé tré thanh nhitng ngdi sao. Nhung that khong may
doi khi tré thanh mot ngwoi nhw vay doi hoéi phai trai qua mot hanh trinh dai
va st hy sinh gian kho. Nhan thitc cta cong ching vé diéu nay van bi khoa
lap vd&i sw xuat hién cua rat nhiéu chwong trinh, mot trong s6 dé la chuong
trinh American Idol (Than twgng nwéc MY). Tat ca nhitng chwong trinh nay
déu c6 gang tim ra tr moi nhém maot nguwdi c6 kha nang biéu dién thuc sy va
“danh bong” ho dé bién ho nhanh chéng tré thanh ngoi sao.
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American Idol la chwong trinh mang lai mot san choi canh tranh cho nhitng
ngwoi c6 nang khiéu ca hat. Tai nang cta ho thwong dwgc danh bong va ban
than ho duwgc cung cap thém kién thitc dé boi dwdng cho kha nang ctia minh.
Sau d6, ho thwong xuyén xuat hién dé biéu dién trwdc cong chiing.
Va...nguoi thang cudc? Pay la phan doc ddo. Ho duwgc khan thinh gia binh
chon thong qua tin nhan SMS hoac dwong day dién thoai ctia chwong trinh.
Nhitng nguwdi 6 so phiéu cao nhat sé la ngwoi thang cudc.
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L6i kéo khach hang theo cach nay sé khién khan thinh giad c6 dwgc mot lién
hé tinh cdm vé&i chwong trinh. Viéc cac khan gid cling nhw thinh gia tryc tiép
cta chwong trinh roi nwéc mat khi thay nhan vat ho thuwc sy ham mo thua
cudc hay run 1én vi sung swéng khi than twong cua minh chién thang da
khong con la diéu hiém thay.

Cau chuyén veé toa nha Queen Victoria

Toa nha Queen Victoria & Sydney, dugc biét dén dudi cai tén QVB, khong
phai la mot trung tdm mua sam théng thuwong. Vé co ban, toa nha dugc xay
dung theo 16i kién tric phwong Tay tinh xdo nhw mot dai twédng niém cho
triéu dai Victoria, triéu dai c6 thdoi gian tri vi 1au dai. Sau nhiéu lan thay doi
vai tro ti*t mot phong hoa nhac, dén thw vién thanh phé va van phong, QVB
da trd vé hinh dnh ban dau va hién dang la noi trung bay nhitng sdn pham
tuyét ki ctia cac thg thu cong.
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QVB da 16i kéo khach hang mua 1é vao quy trinh kinh doanh ctia minh nhw
thé nao? Hay xem cach cw x* ctia ho vdi nguwdi mua hang khac nhau thé
nao? Ho cung cap nhitng dich vu tién ich va chan thyc tv ban thong tin,
cung cdp cac hwéng di trong trung tam, thong tin chung va mét ban do thanh
pho dé ho trg khach hang tim dwong trong thi tran. Hoat dong thu vi nhat
cia QVB la cung cap nhitng chuyén di c6 hwéng dan quanh toa nha cung
mot trong nhitng nhan vién than thién ctia phong Thong Tin, nhitng nguoi
déu c6 chitng chi IATG vé huwéng dan du lich. Trong chuyén di, khach hang
duwgc cung cap nhitng sw kién va con so lich st vé toa nha dwgc yéu thich
nay cua thanh pho Sydney.

QVB c6 phuc vu khach hang ctia minh t6t hon khong? Cé! Ho tham chi con
c6 nhitng nguwdi quan ly giup cac nha ban 1é ho trg ngwoi mua xt 1y cac yéu
cau ddc biét mang tinh ca nhan va ho trg viéc mua qua.

Loi khuyén dé thanh cong tai sao Kim

1. Bwdc chuyén twr thoi ki tiép thi tdp trung vao san pham sang tiép thi tap
trung vao khach hang dat ra yéu cau ban phai 16i kéo duwgc khach hang vao
quy trinh kinh doanh ctia minh du ban c6 muén hay khong.

2. Loi kéo khach hang vao bat ki quy trinh nao hay ca ba quy trinh da dwoc
mo td & trén ban can lya chon liéu minh muon 16i kéo khach hang vao khau
phat trién san pham, phan phoi theo don dat hang hay khau lam viéc vai
khach hang. Lwa chon mot, hai hodc ba khau dong thdi va nhé rang ban
cang 10i kéo dugc khach hang tham gia vao cac quy trinh, mitc do s& hitu
cua ho cang cao.

3. Néu ban khéng muon c6 sy tham gia ctia khach hang ciing khong nén gia
vO 16i kéo ho hay lam mot cach ntra voi; hay thuc sy 16i kéo sy tham gia ctia
khach hang dé ho dwgc chia sé va dong gop vao san pham cua ban.
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NGUYEN TAC #10: PHAN POAN
THI TRUONG

Nhin nhan thj trvong cua ban mot cach nang dong, stt dung phan doan vo

han
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T6i c6 nguoi ban than, gido sw Warren Keegan, song & Fort Lauderdale,
New York.
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Ong 1a mot chuyén gia vé tiép thi da t6t nghiép trwvong Wharton, hién 6ng
dang giang day va la nguoi ding dau Vién Chién Luwgc Kinh Doanh Toan
Cau, trwong Lubin, dai hoc Pace.

Mot vai ngudi trong so cac ban c6 thé da biét ong, bdi hién 6ng la mot trong
nhitng nguwoi day quyen luc trong giGi tiép thi, dac biét 1a tiép thi toan cau.
Ong 1a ngudi dau tién viét gido trinh cho linh virc nay. Trong khi chiing ta
biét t6i Philip Kotler trong linh v tiép thi hay Micheal Porter trong chién
lwge canh tranh, gido sw Keegan lai noi tiéng bdi nhitng cong trinh ctia 6ng
vé tiép thi toan cau. Hai cudn sach cta 6ng Nguyén Tdc Tiép thi Toan Cdu
va Qudn Ly Tiép thi Toan Cau hién dugc st dung trong cac khoa giang day
kinh doanh trén khap thé gidi.

C6 mot cau chuyén thu vi khién t6i nhé tdi ngwoi ban dac biét nay. Ngoai
viéc la mot gido vién va mot nguwoi nghién cttu tiép thi, héa ra 6ng ciing la
mot ngwdi hAm mo cudng nhiét loai xe Harley-Davidson. Ong danh thdi
gian roi cia minh cho s@ thich lai nhitng chiéc xe may phan khoi 16n nay.
Tham chi 6ng con gia nhap cau lac bo nhitng nguoi s& hitu xe Harley-
Davidson (HOG), mot cong dong cia nhitng ngwoi ham mo loai xe Harley.
Qua HOG, o6ng c6 nhitng chuyén di dinh ky khap dat nwéc cung nhitng
nguwoi yéu xe Harley khac, va at han cling c6 tat ca nhitng do6 dung ca nhan
phu hgp v6i chiéc Harley-Davidson: do da, giay bot, hinh xam, day lung,
V.V...

Toi sé khong no6i qua nhiéu dén nhitng hoat dong hoc thuat cia Warren, hay
s@ thich 1ai nhitng chiéc xe 16n ctia 6ng. Diéu t6i muon néi vé Warren la 6ng
la mot nguwdi sao Kim dién hinh. Nhw nhitng nguwdi khac giong minh, Warren
c6 “nhan cach doi”, hoac tham chi la “da nhan cach”.

Toi goi day la “nhan cach do6i” - vé ban chat khong ding v6i nghia cta tw
nay - béi trong mot s6 diéu kién va hoan canh, 6ng déng vai mot gido vién
va mot ngudoi hoc thite biét cuw x, c6 ky luat, c6 hoc thirc, 16-gic va rat 1y tri,
rat c6 hé thong, chuyén can va c6 thé danh hang gio doc sach trong thw vién.
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Tuy nhién, trong mot hoan canh khac, ong déng vai thi hai cia minh lam
mot nguwoi dam mé xe Harley-Davidson. Ching ta déu biét nhitng gia tri ma
nguwoi dam mé loai xe Harley-Davidson tan thuwéng va gan bé chat ché: “Ty
do kiéu M¥”, dai trwgng phu, tho rap, pha bo nhitng gi da thiét lap, doi lap
v6i hé thong xa hoi kho citng va nghiém ngat. Harley-Davidson twgng trung
cho sy “hoang da” ctia mot thé hé gan lién vGi khau hiéu “flower power”
nhitng nam 1970.

Nhitng nguwdi “nhiéu vai” va “da nhan cach” nhw vay la nhitng cw dan sao
Kim dién hinh.

Lac huéng!!!

Néu cuw dan sao Kim la nhitng ngwdi dong nhiéu vai véi nhiéu nhan cach
nhu vay, ching ta c6 nhitng goi y gi cho viéc phan doan thi truong?

Cach phan doan truyén thong cho t6i nay ching ta van st dung chu trong
viéc phan nhom nguoi tiéu dung vao cac mang thi trwong, trong d6 nhitng
khach hang thudc cuing m6t mang cé nhitng dac diém giong nhau. Co thé
kiém tra nhitng dac diém nay dva trén cac twong dong vé dia ly, nhan khau,
16i s6ng, nghé thuat, do tudi, va hanh vi.

Khi xem xét s0 lwgng ngay cang tang cac bién s6 cta san pham va dich vu,
bat ky phurong phap nao chi tap trung vao san pham va dich vu ma ching ta
cung cap sé khong con hiéu qua trong viéc thu hat khach hang. Chi hiéu
duwgc khach hang 1a chwa da béi viéc nay chuwa thé hién mot cach sau sac ban
hiéu ho dén dau.

Trai Pat da tr& thanh sao Kim. Khach hang ctia ban c6 do tudi, noi &, thu
nhap va tinh trang hén nhau khac nhau. Nhitng ngwoi lam tiép thi thuwong
chia khach hang cia minh bang viéc st dung cach phan doan truyén thong,
nhv phuong phap dua trén do tudi, thu nhap, hay gi6i tinh. O sao Kim, bat
ky phwong phap nao dé cap dén cac yéu t6 nay déu khong con hiéu qua.
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Ban phai c6 kha nang nhin nhan khach hang ctia minh sau sac hon; ban phai
c6 khd nang hiéu dugc nhan cach cua ho, vi du bang cach st dung phuong
phap phan doan qua 16i song.

Da c6 rat nhiéu nghién cttu dugc thuwe hién vé van dé nay. Thuat ngit “16i
song” lan dau dwoc st dung vao thang 11 nam 1965 trong mat bai bao do
hang quang cao Grey dang. Russell Haley, tredng nhom nghién cttu tai Grey
cho biét cach phan doan truyén thong thwong that bai bai thwong duwgce thyc
hién dya trén hanh vi khach hang, chit khong dwa trén nhitng yéu t6 tao nén
hanh vi do.

Cung vdi nhitng thoi ky nhiéu bién dong, nhitng cai tién cong nghé va ngay
cd nhitng thay doéi chéng mdt vé van hoa, khach hang ciing c6 nhitng dich
chuyén nhanh hon, cé 1& con nhanh hon bat ky diéu gi khac. Bé doi mat véi
diéu nay, ban thuc sw can theo sat noi khach hang ctia ban dang di chuyén
t6i dé sau do phan chia mot cach sang tao va nham vao do.

Néu ban chi don thuan phan chia khach hang ctia minh dya trén phuong
phap phan doan truyén thong ma khong nhin vao nhan cach cta ho, chac han
ban sé khong thanh cong trong viéc nam bat duwgc nhitng nguyén vong dugc
an gidu cua ho... hay nhitng mong wéc sau xa nhat ctia khac hang khi ho
mua mot san pham hay st dung mét dich vu cu thé nao dé.

Thém vao thyc té nay, cung dong chdy cua thoi gian nhw da noéi & trén,
khach hang ctia ban sé dong nhiéu vai, va tham chi cé nhiéu nhan cach. Vi
vay, néu chi st dung bién phap nhan khau hoc duwgc dé cap & trén, ban sé
khong thé nam bat dugc bat ky diéu gi.

Néu ban that bai trong viéc xem xét khach hang mot cach sau sac va chi tiét
hon, ban sé khong thé cé dugc nhitng thong tin that chinh xac vé ho.

Gia st ban phan chia khach hang cia minh dya trén thu nhap. No6i mot cach
16-gic, nhitng khach hang c6 thu nhdp cao at han sé khong thuéc nhém
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nhitng ngwdi nhay cam vé gia cad hay qua coi trong yéu t6 gia cd khi mua
sam. Tuy nhién, r0 rang diéu nay chwa chac da chinh x4c.

Hoan toan c6 thé xdy ra truong hgp nhitng khach hang cé thu nhap trung
binh lai thyc sy khong may nhay cam véi gia ca, ma con la nhitng nguwoi tiéu
dung nhiéu hon so véi nhitng khach hang cé thu nhap cao hon.

Vi duy, khi nhin tir géc do nhan cach, mot nha tw van cé thé 1a mot ngudi da
nhan cach. Trudc khach hang, anh ta sé la mot ngwoi truyén thong, hinh thirc
va nghiém tic. Vay nhuvng mdt khi da hét gio lam viéc, anh ta c6 thé thay
doi thanh mot ai d6é so6i no6i va thich nhitng thit c6 mui vi phiéu Iwu mao
hiém. Giong nhu trong cau chuyén bén trén cda td6i vé anh ban Warren
Keegan.

Néu ban st dung phwong phap phan doan dva trén nghé nghiép, chac han
ban sé khong thé biét duwgc khia canh khac ctia khach hang cling nhw nhan
cach thye cia ho. Hau hét moi ngwoi déu da nhan cach va déng nhiéu vai.
Ngay nay, hau nhw moi ngwoi déu nhw vay.

Vay néu khach hang c6 nhiéu vai, nhiéu nhan cach, nhiéu dinh hwéng, va
nhiéu cach nghi, hién nhién ho c6 thé cung lic roi vao 2, 3, hay tham chi 5
hay 10 mang thi truong.

Lay vi du caa Warren Keegan. Gia st ching ta st dung phwong phap phan
doan dva trén 16i s6ng va chia nhitng khach hang cia ching ta ra nam hay
sau mang. Khi do, bang viéc st dung quan diém phan doan truyén thong,
ching ta sé c6 xu hudng dat 6ng vao chi mot mang, gia st mang do thé hién
vai cia mot gidng vién va ngudi nghién citu tiép thi von hinh thitc va dé dat.
Tuy nhién trong thuc t€, cling c6 thé dat 6ng vao mot mang khac, thé hién
vai cia mot ngwoi dam mé xe Harley dé cao ti do va c6 thé bi nhin nhan
nhu mot nguwoi cuc doan.

bay la diém yéu 16n nhat cia phwong phap phan doan truyén thong, thudng
phan chia mét cach cting nhac khach hang vao mot mang, va tham chi
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khong chtra lai kha nang xép ho vao nhiéu méang ctung lic.
Ban c6 muon biét ngu y cua diéu nay la gi?

Trudc khi tiét 16 diéu nay, t6i mudn hdéi muc tiéu ctia ban la gi khi ban tién
hanh phan doan khach hang? Nhuw t6i da dé cap dén & trén, t6i tin rang do la
nham chia nhém khach hang dwa trén nhitng diéu kién va hanh vi tuwong
dong vé nhan khau va 16i séng. Mot khi da chia dwgc ho thanh nhém, ching
ta c6 thé dé dang phuc vu tirng khach hang trong moi nhém theo cach thitc
da dwoc tuy bién.

Gia st sau khi tién hanh phan doan thi trwong, ching ta c6 dwgc cac nhom
A, B, C. Khi d6 ching ta c6 thé gan nhom A v&i nhan “4P” hay Product -
Price - Place - Promotion (san pham, dinh gia, phan phoi, xtc tién) phu hop
v&i nhu cau, hanh vi va thi hiéu cia nhém dé. Chung ta lam twong tw vdi cac
nhém B va C, gan cho mo6i nhém mot “4P” phu hgp va khac véi “4P” da gan
cho nhém A.

Tuy nhién, néu phrong phap phan chia cia chiing ta c6 16i, két qua sé la gi?
Dich vu tuy bién ma chiing ta cung cap sé khong phu hop véi thi trudng muc
tiéu. Mot khi ching ta mac 16i trong viéc can nhac diéu kién ctia khach hang,
dich vu ma chuing ta cung cdp, do dugc dwa ra dya trén két qua ctia viéc can
nhac nay, cling sé di sai muc tiéu.

Moi thit sé di sai hudng!!!
Phan doan vo han

Khodng mudi nam trwdc, & mo hinh dau tién cta téi trong Marketing Plus
2000, t6i da noi rang phan doan thi trwong thuc ra 1a cach nhin nhan thi
trrong theo hwdéng sang tao. Dinh nghia nay van con c6 gia tri, va tham chi
tinh gia tri cang tang khi cac khach hang sao Kim cua chung ta ngay cang
trd thanh nhitng “muc tiéu di dong” - luén luén di chuyén khién ching ta
khé nam bat.
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Nhitng vai va nhan céch tai sao Kim da tao ra cai ma t6i goi la “suw di chuyén
cta khach hang” - buéc chuyén tir mot vai, mot hanh vi, va mot nhan cach
nay sang mot vai, mot hanh vi, va mot nhan cach khéac - diéu dang ngay
cang nhanh chéng trd nén pho bién. Dé cé thé theo sat va xem xét nhitng di
chuyén nay ctia khach hang can sy sang tao 16n khi nghién cttu khach hang.
Can mot tdm nhin nang dong va téng thé hon vé cach nghi, hanh vi va thi
hiéu cta cac khach hang sao Kim sao cho moi khia canh ctia ho déu hién ra
trén man hinh ra-da cta chung ta.

Truwdc day to6i no6i rang ban phéi nhin nhan thi truong mot cach sang tao,
nhan dinh co ban dé dén gid van con nguyén gia tri. Nhung trong thoi dai
cta nhitng khach hang da vai va da nhan cach nhw ngay nay, toi phai bo
sung thém mot vai diém quan trong cho nhan dinh nay.

biéu dau tién la ban phai nhin nhan khach hang mot cach dong, chit khong
tinh nhv ban da trng nhin nhan nhitng khach hang sao Hoa truée day. Khi
toi n6i dong, diéu d6 don gian c6 nghia la khi phan loai khach hang ban phai
nhin va chu y t6i cac budc chuyén ctia ho tir vai nay sang vai khac. Cé dugc
cai nhin dong nhu vay, ban sé c6 thé dé ho ti do “dao chagi” va nhap vao mét
vai nhom khac nhau ma ban da chuan bi. T6i goi phwong phap phan doan
nang dong hon nay la phan doan vo han.

Vi phan doan vo han, ban sé c6 kha nang xem xét cac dac diém caa khach
hang mot cach tong thé, va két qua la ban sé sang sudt hon trong viéc hiéu
dwge hanh vi, thi hiéu va mong wéc cta khach hang. Biéu nay khién cac
chién lwge va chién thuat ban phat trién tré nén hiéu qua hon.

Nhitng khach hang sao Kim da vai sé dan ban téi mét ngan thdm chi mot
trieu cach phan doan thi truong. Vi vay, sy sang tao ctua ban trong viéc xem
xét va phan loai khach hang sé tré thanh yéu t6 quan trong mang tinh quyét
dinh, gitip ban gianh thang 1gi tai sao Kim.
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bé xuat cua t6i rat don gian: st dung phan doan vo han dé chién thang doi
tht canh tranh tai sao Kim.

Phan doan dya trén 16i séng rat quan trong!

Khi t6i dé xuat viéc sit dung phwong phap phan doan vo han dé chién thang
doi thu canh tranh tai sao Kim, thong diép nén tdng ma ban can rtt ra tir dé
xuat nay la gi?

b6 la phwong phap phan doan dwua trén 16i song va hanh vi la yéu t6 cha
chot dé canh tranh thanh cong tai sao Kim - ching la nhitng yéu t6 khong
thé thay thé.

Thuyc ra, khi tao ra mé hinh dau tién trong Marketing Plus 2000 ttt khoang 8
nam tredc day, toi da néi rang ban khong nén chi dwa vao phwong phap phan
doan theo yéu t6 dia ly va nhan khau, bdi ching sé khién ban khong thé
nhan thitc 10 rang cac hanh vi ctia khach hang. Va diéu t6i dang noi day
khong thuc sy la m6i mé. Nam 1958, Ernest Dichter, nguoi dugc coi la di
tién phong trong phuwong phap phan doan dwa trén 16i song nay, da phat biéu
didu gan nhuv twong tw. Ong giai thich: ... ching ta khong thé miéu td mot
ngwoi chi don thuan trén co s@ tudi tac, thu nhap, va tinh trang hon nhan, ma
ching ta con phai miéu ta nguwoi do thong qua loai nguwoi ma anh ta thudc

N

ve.

Thong tin ban thu vé sé dugc tinh loc dén dau néu ban st dung phuong phap
phan doan dya trén nghé nghiép hay mic thu nhap gia st cho thi treong
gom gido vién, nha tw van, bac si, hay nguoi giau va nguwoi nghéo? Thong
tin sé khong tinh loc, béi ban khéng thé kham pha bat ky diéu gi vé hanh vi
mua sam dién hinh va cu thé dai dién cho m6t mang thi trudng nhw cta gido
vién hay nha tw van. Mot gido vién hay nha tw van déu c6 thé bi gia ca tac
dong, hay bi nhan hiéu tdc dong, nhung ciing cé thé bi ca chat lwong tac
dong khi dwa ra mot quyét dinh mua sam. Piéu twong tw cling ding vaGi
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nhitng nguoi giau nhung co 16i song tiét kiém, hay diung v6i ngudi ngheo
nhung cé 16i song phung phi nhw mot s6 nguwdi giau.

Mudi nam trede téi néi rang can bat dau st dung phwong phap phan doan
dya trén 16i song va hanh vi béi bang cach nay ban c6 thé nhin nhan va xac
dinh tryc tiép va, nho do, ro rang hon nhitng gia tri lam co s& cho hanh vi
mua sam mot hang hoa nhat dinh cia khach hang, 1y do, kiéu hanh vi va
cach st dung hang hoa cda ho, can ctt ho chon mua, s& thich va thi hiéu cua
ho d6i véi cac thudc tinh nhat dinh cta san pham, can nhac khi lIia chon mot
nhan hiéu, hay rong hon hé thong gia tri cta ho.

Trong khi truéc day t6i thira nhan tam quan trong ctia phwong phap phan
doan dva trén 16i s6ng va hanh vi, gio day t6i phai néi rang hai phwong phap
nay da khong thé thay thé, ban phai sit dung ching dé chién thang trong mat
thé gidi ngay cang chiu nhiéu tdc dong cta tinh cam, thé gidi ctia sao Kim.
Khong chi c6 thé, nhw t6i da ndi & trén khi st dung hai phwong phap nay,
ban phai nhin nhan thi trvtong mot cach dong chw khong tinh nhu trong qua
khtr.

biéu nay c6 nghia gi? Viéc st dung hai phwong phap dya trén 16i séng va
hanh vi nay ngay cang tré nén phtic tap va gap nhiéu khé khan. Tai sao ngay
cang kho khan? Nhuw toi da trinh bay, vi khach hang ngay cang tré thanh
nhitng muc tiéu di dong. Ho khong con bi gidi han mot cach citng nhac &
mot mang thi trudng nao nita, ma c6 thé cung ltic hoa vao nhiéu mang khac
nhau.

Bét ky sai s6t nao ban mac phai khi xem xét hanh vi rat dong va luén thay
do6i ctia khach hang sé déu mang lai nhitng hau qua chét ngudi. C6 1é ban
van con nhé rang phan doan thi trwong la diém quyét dinh trong toan bo
chién lwgc tiép thi. DAy la diém bat dau cho toan chién lwgc tiép thi ban sé
thue hién. Dya trén khau phan doan thi treong nay, ban sé xac dinh dugc thi
treong dich, dinh vi dwgc san pham, tao ra khac biét, chuan bi cac khai niém
tiép thi hon hgp, v.v... Néu ban lac hwdng khi xem xét thi treong thong qua
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buwéc phan doan, hién nhién bude dinh vi, tao khac biét va tiép thi hon hop
cling sé lac hwdng. Ké tiw do, toan bd qua trinh xay dung chién luwgc sé lac
hudng.

Thém vao dd, ban ciing phai chd trong va can nhac cac yéu t6 bao ham tinh
cam trong dé6 khi ban n6 lyc phan doan thi treong. M6t khi lam dwge nhw
vay, nhan hiéu ctia ban cé thé dugc sit dung nhu sgi day tinh cam két noi san
pham hay dich vu ctia ban v6i tinh cdm khach hang. Biéu nay c6 thé thiy ro
qua cong cu truyén thong ctia mot nguwoi lam tiép thi.

Trong qua khit, cong cu truyén thong mot nha tiép thi st dung nham cung
cap cho khach hang nhitng thong tin vé sdn pham hay dich vu ctia minh cha
yéu chu trong cac yéu td hitu hinh nhw thong so6 ky thuat ctia sdn pham, ciing
nhv chitc nang va hoat dong ctia né, nhitng diéu c6 thé phan biét san pham
do6 vai cac san pham khac.

Khi d6, quang cdo c6 nhiém vu cung cap mot cong cu truyén thong rd rang
hon t6i mot mang nhat dinh nhitng khach hang bi hap dan bagi nhitng thong
sO ky thuat cia mot san pham tir mot cong ty cu thé va nhitng 1gi thé khac
nhau cta san pham nay.

Ngay nay, su khac biét gitta san pham nay véi san pham khac ngay cang it
bat nguon ttr s phat trién nhanh chéng trong cong nghé. Bat ky cong ty nao
déu c6 thé dé dang hoc dwgc mét cong nghé ma minh lya chon, cling nhw
hoc dugc chién lvgc truyén thong ctia d6i thu. Cudi cung, thach thitc nhiéu
cong ty phai doi mat ngay nay nam & nhitng yéu t6 vo hinh, trong dé co
truyén thong. PBiéu nay bao gom cach thitc ho dap ng nhitng nhu cau tinh
cam va kham phé nhitng mong wdc an giau cua khach hang.

Gia st néu ban thyc hién phan doan dua trén nhan khau, ban sé khong thé di
sau vao suy nghi khach hang ctia minh, va vi vay khéng thé nam duwgc tinh
cam cua ho, béi nhitng han ché cia phwong phap phan doan nay da rat ro
rang.
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That khong may, qua mot phwong phap phan doan nhv vay, khach hang
dwgc nhin nhan giong nhau - la nhitng nguwdi c6 cung tinh cach, cung 16i
song, va cung nhu cau. Trong thuc té, ho rat khac nhau va ho la nhitng nguoi
v6i diem doc dao cling nhu tinh cach khac biét cta riéng minh.

Bdi day la thuc té, hdy dirng dua cot véi phan doan.

Va mot 1an nita, to6i dé xudt ban hay bat dau st dung phuwong phép phan doan
dya trén 16i song.

Cu thé hon, hay st dung phuwong phap phan doan vo han.

Chuc ban thanh cong tai sao Kim!

Cau chuyén vé nhitng ngwoi dan ong thich lam dep

Nhu ban da doc & Nguyén tac thit 2, khach hang ngay nay la nhitng nguoi bi
tinh cAm chi phdi, ké ca nam gidi.

Hay xem xét mGt nhom nam gigi cé cung cong viéc. Néu ban phan chia ho
dya trén nghé nghiép, to6i chac chan rang ban sé cung cap cho bat ky nguoi
nao trong s6 ho nhitng san pham giéng nhau. Nhung néu ban can nhac yéu
t0 “cam xuc”, 16i song, v.v... khi phan doan ho, cé thé ban sé tim ra nhitng
diéu mdi mé vé ho.

Trong nghién cttu t6i da tién hanh cung cac dong nghiép & MarkPlus&Co
do6i véi 400 nam gidi tudi tir 25 dén 45 thuodc tang 16p thugng lwu ¢ Jakarta,
toi da phat hién ra nhitng mang thi treong sau:

Nhitng ngudi bao tha van giit quan diém bao thu va tin rang nhiém vu cta
mot phu nit chi goi gon trong cong viéc gia dinh, lam viéc trong bép va
cham séc con cai, trong khi nhiém vu cia nam gidi la & bén ngoai kiém tién.

Nguoc lai, nhitng ngudi quan tam dén dia vi tuy cling ton trong khac biét vé
gidi nhung cho rang dia vi dong mot vai tro rat quan trong trong viéc xac
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dinh s hién dién va vi thé cia ho trong xa hoi.

Nhitng nguwdi quan tdm dén hinh thic cling rat ton trong khac biét vé gidi;
ho tin rang cac cong viéc trong gia dinh khong chi la trach nhiém cta phu ni
ma cua chung hai gidi; ho rat quan tam dén vé bé ngoai ciia minh va thich
chai chuot.

Cau chuyén ctia Voodoo

Nguyén tac phan doan v6 han vé co ban hiéu duwgc rang khach hang la
nhitng nguoi da vai va da nhan cach.

Voodoo, nhan hiéu tat chan doc quyeén, biét rang phu ni* cé nhitng tinh cach
va vai tro khac nhau, doi hoi hgo mdc nhitng trang phuc khac nhau. Vi vay,
Voodoo da thiét ké mot vai loai tat danh riéng cho phu nit. Voodoo mate
trong goi cdm, Voodoo shine trong quyén rii, Voodoo stay up trong tao nha,
phong cach nhung say dam, va Voodoo opaques trong thoi thwong nhung da
dung trong mua dong. Moi loai tat nay c6 bé ngoai va cam giac khi dung
khac nhau, phu hgp cho nhitng doi chan tinh té.

Loi khuyén dé thanh cong tai sao Kim

1. Burng st dung nhitng bién sé dé phan chia thi trtong mét cach citng nhac.
Yéu to dia ly va nhan khau la vi du cho nhitng bién s6 kho citng khi phan
doan thi treong. Nhitng bién s6 nay bo qua mot loat cac yéu t6 dong caa
hanh vi khach hang. Nguwgc lai, cac bién s6 vé 16i song va hanh vi ma buéc
phan doan st dung sé linh hoat hon va la phuwong thitc t6i wu dé minh hoa
trang thai cta thi truong.

2. Hay nhin nhan khach hang trong téng thé, bdi ngay nay ho phai dam
nhiém nhiéu vai, nhiéu nhiém vy, va tham chi c6 nhiéu tinh cach.

3. Nhin nhan khach hang theo cach nay sé md ra nhiéu co hoi. Hay xem
ngay nay nam gidi s hitu nhitng doi giay khac nhau thé nao, tr giay cong

https://thuviensach.vn



s@, giay di du tiéc, téi giay choi thé thao. Phu nit cling khong con di ting vai
viéc chu tam dén 6to nita.
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NGUYEN TAC #11: XAC PINH THI
TRUONG MUC TIEU

bung quén huéng vao trai tim

Khoang 30 nam trudc, Al Ries va Jack Trout néi rang cudc chién tiép thi
khong dién ra trén thi trieong, ma trong tam tri ngwoi tiéu dung.

Tai sao nhu vay?

Béi viéc dinh vi, thi vii khi tifm nang trong linh vyc tiép thi ma ho dé xuat,
dién ra trong tam tri ngwdi tiéu dung va khong nham vao san pham. “DPinh vi
khong phai la ban sé lam gi v6i san pham. Dinh vi la ban sé lam gi v6i tam
tri cia cac khach hang trién vong. Diéu nay c6 nghia la ban dinh vi cho san
pham cta minh trong tam tri cia nhitng khach hang trién vong,” do la nhitng
10i phat biéu day uy luc rat néi tiéng thoi bay gio, va tham chi ca hién nay.
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Tuy nhién do la truge day...
khi mdy tinh c4 nhan van dang con dugc thai nghén va chwa xuat hién ...

khi y niém vé cac thiét bi thong tin nhw dién thoai di dong va thiét bi ho trg
ca nhan PDA chuwa tirng xudt hién trong tam tri...

khi mang internet van chwa dwgce nghi dén, va van chi la mot gidc mong
nhan roi lic ban ngay ...

D6 1a khi cac cw dan Trai Bat van chwa bi tinh cdm chi phoi nhiéu nhw cac
cu dan sao Kim ngay nay.

D6 la khi cac cw dan Trai Bat van con giong nhitng cw dan sao Hoa.
Nhung gio day ...
Trai Dat da tré thanh sao Kim.

Trai Pat ngay cang nhiéu cdm xudc va nhiéu twong tac, két qua cia nhitng
tién bo trong cong nghé thong tin. Gid day c6 nhiéu thiét bi va may méc nhé
gon, tr PDA dén iMod, tr iPod dén PC Tablet, dén mitc ma ching da tré
thanh mé&t phan cta doi song thwong nhat.

Tat ca nhitng gi Al Ries va Jack Trout da tirng mac nhan gio da tré nén 16i
thoi.

Trong qua khit, khi Trai Bat van giéng sao Hda, cudc chién tiép thi xay ra
trong tam tri khach hang. Nhung ngay nay, khi Trai Dat da giong sao Kim,
cudc chién tiép thi khong con trong tam tri khach hang nita, ma da chuyén
sang trong trai tim ho.

Thoi diém khi d6 Al Ries va Jack Trout c6 thé néi: “cudc chién tiép thi la
cudc chién hwdng vao tam tri ban.” Nhung ngay nay, toi c6 thé n6i mot cach
thuyét phuc rang: “cudc chién tiép thi la cudc chién hwdng vao trai tim ban.”
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Vao thoi diém do ching ta thuwong néi:

“San pham dwgc tao ra trong nha mady; nhan hiéu dwoc tao ra trong dau

»

ban”.
Cau noi dé gio phai doi thanh:

“San pham dugc tao ra trong nha mday; nhan hiéu duwgc tao ra trong tim ban”.
Tw “cai dau” da chuyén sang “trai tim.” Tt “cai dau” dén “trai tim.”

Cudc chién tiép thi khong con la cudc chién vi tam tri ma gio la cudc chién
nham gianh dwoc trai tim khach hang. Do d6, tam quan trong cua thi phan
da chuyén tir “thi phan tam tri” sang “thi phan trai tim.” D€ gianh duwoc thi
phan, sé la khéng da néu ban chi chiém duwgc tdm tri khach hang. Biéu nay
quan trong, va khong ai phu nhan, nhung quan trong hon rat nhiéu la ban
phadi chinh phuc dugc trai tim khach hang!

O sao Héa, dé chiém dugc tam tri khach hang, ban can chinh phuc dwoc mit
ly tri ctia ho. O sao Kim, dé chiém dwoc trai tim khach hang, ban can chinh
phuc duvgc madt tinh cam cua ho.

Hay nho t6i John Gray!!!

Ngudi sao Hoéa dé cao strc manh, trinh do, tinh hiéu qua va thanh tuu - day
chi la mat ly tri cua chung ta.

Ngudi sao Kim dé cao tinh yéu, giao tiép, cai dep va cac mé6i quan hé - day
la mat tinh cam cua chung ta.

Bdi ban can chinh phuc dwgc trai tim khach hang, khi ngam dich (hay nhé! -
dau tién ban can phan doan, sau d6 ngam dich, va cudi cung dinh vi), dirng
ngam vao tam tri khach hang nita, ma hay ngam vao trai tim ho. Ban can tim
dugc “dwong vao” nhitng khach hang trung thanh tiém nang cho minh, con
dwong nay nam & trai tim, khong con & tam tri nita.
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“Cai dau” va “Trai tim”

Daniel Goleman da gidi thich rat hay vé nhitng gi nam bén trong tam tri con
ngwoi. Chuyén gia vé tri thong minh ctia tinh cdm nay n6i rang nao ching ta
c6 hai phan: mot phan cho suy nghi, mét phan cho cam xtc. Phan thi¢ nhat
duwgc goi la vé ndo mébi (Neocortex), trung tam than kinh vé 1y tri, phan th
hai la Amygdala, trung tam than kinh vé cam xuc.

Neocortex c6 nang lyc van dung tri thitc: suy luan, dat chién lwgc, va ké
hoach héa. Con Amygdala la c6i nguén cho nang lyc tinh cdm cta con
nguwoi, va vi thé thwong duge nhac dén nhu “noi lvu tri nhitng ky niém cam
xuc.”

Phan thit nhat 1a nhan thitc, phan thit hai la cdm xtc.
Phan thit nhat 1a 1y tri, phan thit hai 1a dam mé.

Phan thi¢ nhat rat 16-gic, phan thit hai doi khi phi 16-gic.
Phan thit nhat 1a “cai dau”, phan thit hai la “trai tim”

Dé c6 thé “ngam” tring trai tim khach hang, dau tién ban can hoan toan hiéu
dwgc ho. Va khi néi ve trai tim khach hang, at han ban phai hiéu dwgc nhitng
tinh cam va cam xuc cda ho déi véi san pham va nhan hiéu cta ban. Hiéu
biét nay vé tinh cam va cam xtc khach hang la yéu t6 can thiét trong quan
niém hién dai vé tiép thi von da trd thanh kiéu mét thoi thwgong trong tiép
thi, bat ké doi véi “tiép thi trdi nghiém”, “ti€p thi cam xuc”, “quan ly quan
hé khach hang”, “tiép thi mot-ma6t”, hay tham chi “xay dwng nhan hiéu cam

»

xuc.
Vay ban than cam xuc la gi?

C6 hang tram loai cdm xtc, néu ban tinh ca cac thay doi, lién két, va gia vi
lién quan t&i ching. Nha tam ly hoc P. Shaver da ghi nhan hon 210 loai cam
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xtc khac nhau. Tuy nhién, sau nay nhiéu chuyén gia tam ly da c6 “ép” cac
loai nay xuéng mdt con s6 nhd hon, dugc ho goi la nhitng loai co ban. Ho
cho rang tat ca tinh cAm cda con ngudi, von cé rat nhiéu loai, thwe ra déu bat
nguon tir va la bién thé cta nhitng loai co ban nay.

Vi du nhv Paul Ekman da néi rang chi c6 nam loai cdm xtic co ban: tic
gian, sg hai, ngac nhién, ghé tdm, hanh phiic, va doi lap ctia né la noi buon.
Mac khac, nha tdm ly hoc Robert Plutchik da xac dinh tdm loai co ban, bo
sung hai loai so v@i dé xuat cia Ekman, bao gom mong cho va chap nhan.
Két hop suy nghi ctia cac chuyén gia tdm ly, Daniel Goleman da téng hop
thanh mot danh sach tiéu biéu nhu sau:

* Titc gian: sy cuong nhiét, xic pham, phat y, uat han, khich dong, phan ng,
lo au, chua cay, han thu, quay ray, choc tic, thu dich, cho tdi trang thai cao
nhat la hung bao.

 Noi budn: dau dén, bubn ba, u rii, u sau, phién mudn, thwong than, co don,
chan nan, tuyét vong, cho tdi trang thai cao nhat la suy sup.

 Sg hai: lo au, e sg, hoi hop, quan tam, kinh hoang, nghi ngai, than trong,
day dit, cau kinh, kinh hai, hodng loan, khiép sg, cho tGi trang thai cao nhat
la noi sg &m anh va hoang mang.

* Thich tha: hanh phuc, vui vé, an tam, hai long, vui swéng, ham thich, giai
tri, tw hao, nhitng thoa man xac thit, ron rang, dé me, vira y, thoa man, hén
hé, dong bong, ngdy ngat, cho tGi trang thai cao nhat 1a hung cam.

* Yéu thich: chidp nhan, than thién, tin twéng, t6t bung, dong cam, tan tuy,
quy mén, dam dudi, yéu vo diéu kién.

» Ngac nhién: soc, kinh ngac, sttng s6t, phan van.

* Ghé tém: coi ré, coi thwong, khinh miét, ghét bo, ac cam, chan ghét, cam
phan.
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 Xau ho: an nan, ho then, tdi nhuc, an han, bé bang, tiéc nudi, tai nhuc, hoi

han.

Cu thé hon, Marsha Richin da phan chia nhitng cdm xtic ma ching ta trai

qua khi mua sam dé dac va dich vu thanh 16 loai, bao gém:

* Lac quan: lac quan, manh dan, hy vong

* So hai: sg sét, lo au, hoang mang

 Buo6n rau: suy sup, buén ba, u uat

» Co don: c6 don, nhé nha

» Titc gian: tic gian, that vong, cau ban

* Lo lang: hoi hop, lo lang, cang thang

» Khong hai long: khong théa man, khong vira y
 X4du ho: ho then, xdu ho, bé bang

* Binh yén: diém tinh, binh ldng

* Vui vé: hanh phtc, hai long, vui vé

* Yéu thich: yéu quy, da cam, nhiét tinh

* Ghen ti: do ki, ganh ghét

* Hai long: hai long, thoa man

« Lang man: hap dan, lang man, dam mé

* Hitng khai: hitng khai, ron rang, hang hai

 Nhitng tinh cam khac: cam giac t6i 16i, tw hao, hao hic
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Tinh cdm con nguoi, dac biét 1a tinh cam ctia ngwdi sao Kim, ludn thay doéi
nhw séng dai dwong. Luc nay, ai dé c6 thé dang & trang thai tét, nhung chi
vai gidy hay vai phut sau, ngwdi do c6 thé nhanh chéng chuyén sang trang
thai buon ba. Liic nay, ai d6 c6 thé thdy moi chuyén déu t6t dep, nhung chi
vai gidy sau, nguwoi do da cam thdy moi chuyén déu that t6i té. Tuwong tu,
vao mot thoi diém nhat dinh, ai dé c6 thé c6 tdm trang tot, nhung chi sau
mot khodng thoi gian ngan, tam trang d6 c6 thé xoay 1800 theo huwéng tiéu
cuc.

Nhu t6i da néi & trén, hiéu dwgc tinh cdm va cdm xtc cia moi nguwdi danh
cho sdn pham, dich vu hay thdm chi nhan hiéu cua ban la diéu rat quan
trong, c6 thé la diéu quan trong nhat khi ban hang trén hanh tinh sao Kim
nay cua chuing ta. Thach thitc sau do rat r6 rang, dé la nhitng san pham, dich
vu va nhan hiéu nay phai khién khach hang “cam thay t6t”, va néu co the,
“cam thdy cuc t6t”, qua d6 mang lai cho khach hang mot trai nghiém dang
nhd.

Nganh cong nghiép dién anh ciing lam nhv vay!!

Toi chac chan rang khi ban xem mdt bo phim, ban khong chi tim kiém sy
gidi tri. Chac chan ban phai chon mot bo phim phu hgp véi tinh cdm cta ban
lic dé. Do co thé 1a mbt bo phim buon, mbt cau chuyén tinh, hay mét bo
phim khac hoa doi séng thuong nhat.

Cac nha san xudt phim ludn c6 tao ra nhitng b6 phim phu hgp vdi cdm xtc,
nhitng bo phim khién khan gia khong thé dit ra dwgc va lién quan chat ché
dén doi song thuong ngay cia ho. Hay xem bo phim Sex and the City (Tinh
duc va Thanh phd) - mot bo phim truyén hinh nhiéu tap vé bén ngudi phu
nit New York xinh dep tan gau v&i nhau vé doi séng tinh duc (hay sy thiéu
hut trong van dé nay) cia minh va tim ra nhitng cach thitc méi dé cé thé lam
mot nguwdi phu nit trong nhitng nam 90. Dién bién phim han nhién khong
may phirc tap, néu khong muodn néi la rat don gian, tai hién nhitng diéu
thuong thay trong cudc song hang ngay. Hay ldy bo phim Friends (Nhitng
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Ngudi Ban) lam vi du. Thiéu nién trén toan thé gigi say mé loat phim c6 su
hién dién ctia cac dién vién Courteney Cox, Jennifer Aniston, Matthew
Perry, va Matt LeBlanc nay.

Ngam vao trai tim khong phdi ltic nao cling dong nghia vgi viéc lam diéu gi
dé phttc tap; bang viéc lam cai gi dé don gian tiép can tryc tiép trai tim
khach hang, ban c6 thé “s@ hitu” ho. Xem nhitng loat phim nhw Sex and the
City hay Friends gitip khan gia néi chuyén véi chinh minh: “O, cudc séng
thue 1a nhw vay d6”, va ho cling hoc dugc diéu gi do khi xem phim.

bung xem nhe tinh cam!

Rét ding! Ban khong bao gio duwgc coi nhe tinh cam va cam xuc khach
hang. Tinh cdm va cdm xtc c6 sttc manh v6 cung, vo cung 1én va quyét dinh
rat nhiéu sy thanh hay bai cho nhan hiéu cua ban, dac biét trong thé gi6i da
giong sao Kim 14y tinh cdm lam nén tdng ctia chung ta.

Nhu toi da n6i @ trén, mot cai gi do don gian, nhv mot bo phim tai hién
nhitng dién bién thuyc trong cudc song hang ngay, c6 thé tac dong tGi tinh
cam con nguoi. Ban c6 thé tdc dong mot cach hitu hiéu t6i tinh cam khach
hang ma khong phai lam gi to tat hay qua an tuwgng, béi nhitng thit gidn di
thwong hiéu qua hon.

Trudc day khi ban luan nguyén tac thit chin, chiing ta déu thong nhat rang s
trung thanh ctia khach hang la ADN cta tiép thi, trong thic t€ ... ban than sy
trung thanh do chinh la mot loai tinh cam.

Trung thanh, bat ké doi vGi gia dinh, ban bé hay cong ty, thuc ra déu la sy
biéu thi nhu cau co ban cua con ngusi duwge sé hitu, dwgc ho trg, duwoc co
cam giac an toan, va dugc gan két. Sy trung thanh thyc ra la no lyc cda
chinh chiing ta nham tao ra mot moi lién hé tinh cam.

Tw dién Oxford English Dictionary da dinh nghia:
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“Sur trung thanh la cam xtic manh mé vé sy ho trg va bon phan; mot ngudai
thé hién s ho trg vitng vang va kién dinh.”

Ban c6 thé thu dugc gi tir dinh nghia nay?
Hién nhién la cum ttr “cam xtc manh mé.”

Nhu vay, sy trung thanh khong la gi khac ngoai mot xic cdm sau sac cda
ching ta vé mot cai gi d6, mot nguwdi nao do, dé co thé 1a gia dinh, bé ban, t6
chic ... hay, tat nhién, mot nhan hiéu.

C6 thé ban van chwa nhén ra ...rang hon 60% khach hang da chuyén tir mot
nhan hiéu nay sang mot nhan hiéu khac néi rang ho lam nhw vay khong phai
vi chat lwgng cua san pham trwdc kém hon cta sdan pham sau nay. Khach
hang thuwong chuyén san pham vi nguwdi s@ hitu nhan hiéu sau nay cu xi tot
hon v6i ho, hay néi mot cach khac, viéc chuyén nhan hiéu duwgc quyét dinh
b&i viéc khach hang cam nhan thé nao vé dich vu cta nguwdi sé hitu nhan
hiéu.

Tinh cadm la lyc quyét dinh quyén nang va manh mé béi moi quyét dinh ma
ching ta dwa ra, bao gom céa nhitng quyét dinh trong viéc lyva chon mét nhan
hiéu, thyc chat déu do tinh cdm ctia ching ta diéu khién. Tinh cam la dong
lvc co ban dang sau moi hanh dong cua ching ta.

Nghién cttu gan day nhat vé tam 1y cho thay khi mat hay tai chiing ta nhan
duwgc tin hiéu cdm giac vé mot vat thé, tin hiéu nay sau dé dugc chuyén dén
doi ndo (thalamus) roi qua trung tam than kinh vé cam xtic (amygdala). Mot
tin hiéu th hai tir d6i ndo dugc gwi tdi vo ndo mai (neocortex), trung tam
than kinh vé ly tri. Viéc phan nhanh nay trong qua trinh gi thong tin tdi
amygdala va neocortex cho phép amygdala phan hoi tin hiéu thong tin tw
giac quan cua chung ta trGc neocortex.

Tai sao lai nhu vay?
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Bé&i con duong tr thalamus téi amygdala ngan hon va trygc tiép hon con
duong tdi neocortex. Bo la ly do vi sao chinh tinh cam cta chung ta ch@
khong phai 1y tri hay 16-gic c6 kha nang diéu khién phan tng cta ching ta
trwde tien. “Ly tri khong cam xuc la mu loa,” mot chuyén gia tam ly da noi
nhu vay.

Hay nhg that ky 161 khuyén sau day cua Daniel Goleman:

“Trwdc tién hdy cam nhan, thit dén mdi suy nghi. Thach thitc nam & cach
chung ta tac dong t6i tinh cam va cam xuc - con duong di vao trai tim khach
hang.”

Cudi cung, tinh cam ciing la yéu t6 quyét dinh v6 ciing manh mé va to 16n
bdi trang thai tinh cdm ctia ching ta anh hwéng rat nhiéu nhan thitc vé chat
lvong mot dich vu ching ta duwgce hwdng co tot hay khong.

Ban c6 can bang chitng cho nhan dinh nay?

Gia st chuyén bay hay chuyén tau cia ban khéi hanh muon khoang hai gio,
thwong ban sé cam thay khé chiu, tic gian hay that vong, nhung cé 1€ diéu
nay sé khong ding néu ban vira bat dau budc vao mot tam trang to6t. Néu ban
chi vira bat dau cam thay dé chiu béi hang hang khong da phat mot doan
nhac ém diu, hay béi ban tim dwgc ai d6 dé no6i chuyén, mot phu nit dep
chang han, diéu nay sé gitp ban thdy thoai mai hon véi sy tri hoan va khi dé
diéu nay sé khong con la van dé nghiém trong vdi ban.

Dbiéu nguwgc lai van ding; néu ban vira di tir Jakarta dén Singapore va nghi
mot dém tai khach san tot nhat thanh pho. Dich vu tot nhat tr tredc tdi nay
tai khach san sé khong con y nghia néu khoang mét gio trudce khi roi khach
san ban c6 cudc tranh cai ndy la véi vg minh, va do do ban dang bi mot
tam trang toi té day vo. Sy 1én xudng ctia cdm xuc (ching ta hay goi do la
“tau lvgn cam x1c!”) quyét dinh phan xét tinh cam ctia ching ta vé chat
lvgng ctia mot san pham hay nhan hiéu.

https://thuviensach.vn



Hay tac dong vao trai tim khach hang, hdy khién ho thay dé chju!!!

Néu nhitng phéan xét tinh cam thyc hién vai tro cia minh trwdc nhitng phan
xét ly tri, budc dau tién dé ban chiém duwgc trai tim khach hang la cham tGi
phan sau xa nhat trong tinh cdm va cdm xtc cta ho.

Mot khi ban da thuc sy cham tdi trai tim ho theo cach nay, ho sé trung thanh
v6i ca sdan pham va cong ty ban. Hon thé, ho sé rat trung thanh néu ban thiét
1ap dugc moi lién hé tinh cam tot dep nay véi ho.

Co rat nhiéu cach dé cham tdi tinh cdm va cam xtc cia khach hang:

Baskin Robbins da cham téi trai tim khach hang bang cach mang lai cho ho
cam giac vui nhon qua nhitng san pham va dich vu ma cong ty cung cap.
Sau hon 55 nam phuc vu khach hang, hién cong ty la mot chudi cac ctra
hang kem dac san 16n nhat trén toan cau. Cong ty c6 4.500 ctra hang ban 1é
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khap thé gidi va c6 gan 1.000 loai hwong vi. Bén canh nhitng cai tién lién
tuc, chia khoa di tdi thanh cong ctia cong ty nam & viéc ngam vao trai tim
khach hang. Diéu nay dwoc thé hién rat rd qua nhitng san pham ma cong ty
cung cdp, qua cach cong ty phuc vu khach hang, va qua viéc truyén thong
cua cong ty. Baskin Robbins dugc danh gia la noi vui nhon cho moi lra
tuoi.

Cong ty ludn cho ra nhitng loai kem c6 hwong vi mdi véi nhitng tén goi doc
nhat vo nhi, tat cd déu phu hgp vGi nhitng xu hwéng mdéi nhat. Kem Shrek,
cau chuyén co6 tich cua Fiona, va Shrek’s Swirl la nhitng loai 14y chu dé tw
bo phim hoat hinh Shrek. Baskin Robbins khong chi ban kem ma con mang
lai cho khach hang sy tha vi doc dao.

Loai New Beetle cuia VW da cham tGi trai tim nhitng nguoi yéu thich loai xe
nho qua thiét ké dep mat, sdng tao va cam gidc manh mé vé sy s@ hitu. Moi
ngwoi da thuc sy hao hitng véi chiéc xe khi Volkswagen tung né ra thi
treong. Vé mat k¥ thuat, chiéc xe New Beetle c6 hop s6 diéu khién bang tay
6 toc do v6i mot dong co tubd 1,8 lit. Chiéc xe con c6 mui di dong, do ndi
that phu da va ghé truedc duge swdi am, v.v.

Tuy nhién, chiéc New Beetle thue sy da tdc dong tdi trai tim. Kiéu dang bén
ngoai tao sy thich thd, dang yéu va uyén chuyén. Khach hang tham chi co
thé ti minh thyc hién nhitng thay doi mang tinh cd nhan. Khi ban duyét
trang web cua loai xe nay, ban c6 thé thir thay d6i mau xe, tham chi ty thiét
ké mot chiéc VW trong mo cho minh. Khi da dinh hinh dwgc chiéc xe, ban
c6 thé Iwu vao trang “VW cua t6i” cho minh va néu ban thich, mét doanh
nhan sé lién hé vdi ban ban vé chiéc xe VW trong mao cua riéng ban. Day la
diéu ngac nhién thu vi, va hoan toan nham ngam vao trai tim.
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Vi vai tro mot cong cu lwu tri nhitng biéu twgng va ca tinh mdi, tap chi
Cosmopolitan da cham tdi trai tim nhitng phu nit thanh thi doc 1ap, nhitng
nguoi tw coi minh thudc tip nguwoi hién dai, cé nhitng khai niém va sy ty tin
cta riéng minh. Tap chi da tém tat va géi gon nhitng diéu nay trong cau néi
mang tinh dinh vi rat chinh xac: “phu ni* qudc té, nhitng ngwdi vui tinh va
khong s¢ hai.” Chang han nhu trong rat nhiéu an pham ctia minh, Cosmo
kéu goi phu nit hay “diing cam, tw tin, va doc 1ap” dé tao ra mot tinh cach cé
thé dap tng nhu cau ty thé hién cua ngwdi phu nit Indonesia hién dai doc lap
trong cudc song, tai chinh va sy nghiép. Cosmo la binh chita cho nhitng tinh
cach cta 16p phu nit méi & Indonesia, nhitng nguwdi khong muon bi tr6i bude
trong nhitng gi ma nam gidi xac dinh thay ho. Diéu nay cling gan twong tyw
v6i viéc nhém Spice Girls ¢6 vii cho “sitc manh nit gigi” vdi cac fan cuong
nhiét ctia ho. Ban than diéu nay la chwa dd, bdi Cosmo ciing thé hién tat ca
ndi dung sao cho ching hwéng truc tiép dén viéc nubi dwong qua trinh hinh
thanh nhitng tinh cach mai nay.

Bé&i ban can ngam vao trai tim khach hang, phuwong phap phan doan cii dya
trén yéu t6 dia ly va nhan khau khong con phu hgp nita, va ta khong nén st
dung. Du thich hay khong, ban phai dung t¢i phuong phap phan doan dwa
trén hanh vi - 16i song néu ban muén kham pha duwgc diéu gi thwe sy nam
trong trai tim khach hang cua minh.

Phuong phap phan doan dva trén yéu t6 dia ly va nhan khau da dugc ching
minh la khong thé cho thay diéu gi c6 thé tac dong tdi trai tim khach hang.

Loi khuyén dé thanh cong tai sao Kim

1. Hay lam cho khach hang yéu ban! Khi ban lam ai d6 yéu ban, ty ban sé
lam viéc cham chi dé thyc hién moi mong wéc ctia ho. Piéu nay cling dung
khi khién khach hang yéu ban - hay chiéu chuéng khach hang bang cach dap
*’ng moi mo wéc va nhu cau cta ho!
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2. Hay dam béo rang thiét ké cho sdn pham ctda ban va vat liéu giao tiép tac
dong vao nao phai cta khach hang. C6 gang dam bao rang vat liéu nay sé tac
dong va khoi day phan wng tw khia canh tinh cam caa khach hang.

3. Dé khién khach hang yéu ban, can ddm bao rang nhan vién cta ban cling
hanh dong hop ly. D6 1a 1y do vi sao khi tuyén dung, ban can khong chi cha
y dén chi s6 théng minh IQ ma ca chi s6 cam xic EQ.
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NGUYEN TAC #12: PINH VI

Hay giit 161 hita

/THE

BODY
SHOP

®

Khoéng bao gio dugce néi doi cac khach hang sao Kim!!!

Trudc day toi da noi rang khach hang tai sao Kim la nhitng ngwdi cé thién
huwéng nit hay mang tinh ni, nghia la khach hang tai sao Kim bao gom nit
gidi va nam gigi c6 thién hwdng nit hay nhitng nguwoi dan ong da cam. Tiép
xtc nhitng khach hang c6 hanh vi mang thién hwéng nit khong dé dang, dac
biét khi ching ta phai d6i mat vGi cac van de vé tinh trung thuye, sy tin twéng
va niém tin.

Nha tho noi tiéng Anh Shakespeare da mot 1an canh bao rang ban khéng bao
gio nén no6i doi phu nit.

Tai sao vay?

B&i mot khi ban lam nhuw vay, ho sé khong bao gio tin ban nita. Nhung
khong chi c6 thé, nhiéu kha nang ho sé rat gian ban va coi ban la ké thu
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khong bao gid c6 thé tha thit. “Pia nguc ciing khong c6 con gian di¥ nao
bang sy khinh bi ctia ngwdi phu nit,” Shakespeare da néi nhw vay. Néu ban
ting bi bat gap dang néi d6i mot khach hang sao Kim, ho sé tir bo ban mai
mai. Va nhé rang! Ho ciling sé ghét bo ban mai mai.

Chi !

Khéch hang sao Kim c6 giac quan thi¢ sdu, mot loai nang luc siéu nhién dé
biét rang c6 phai ban dang néi doéi hay khong. Khong chi don gian qua 16i
néi, ma chu yéu qua giong diéu, sac mat, va ngon ngit co thé.

Ban c6 thé khong biét rang trong giao tiép truc dién, ngon tir va 10i néi cta
ching ta chi tao nén 7-10% lwong thong tin ching ta truyén tdi dén nguwoi
khac. Khoang 20-30% dwgc truyén tdi qua giong diéu. Phan con lai, khodng
60-80% dwgc truyén tai qua nhitng tin hiéu phi ngon ngit, nhw vé mat, trang
thai tinh cdm, chuyén dong ctia mat, hay nhitng ngén ngit co thé khac cta
ban. Nho nang Iiwc cam nhan phirc tap trong nao, cac khach hang sao Kim c6
thé nam bat va phan tich rat tot thong tin ca ngon ngit va phi ngon ngi¥ nay.

Tat ca diéu nay cé nghia gi?

Rang khach hang sao Kim sé biét ban dang néi do6i khi ban néi A trong khi
thiwe ra phai la B. Ho biét nhw vay khong phai nhd ngon tir cia ban, ma nho
nhitng tin hiéu phi ngon ngit, cé thé la sac mat, tinh cam hay chuyén dong
ctia mat.

Dbiéu nay ciing c6 nghia la...

Ban tham chi khong nén c6 ltra d6i khach hang sao Kim. Bat ké ban nguy
trang cho 10i n6i doi cia minh khéo 1éo dén thé nao, cudi cung ho cling sé
phat hién ra.

Dinh vi la mot 10i hiva
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Trong hon 10 nam, tir khi t6i bat dau mo6 hinh dau tién ctia minh, t6i da noi
rang dinh vi la mét 161 hita:

Trong khi hang Dell néi rang céng ty dinh vi minh la “céng ty may tinh chu
trong vao khach hang nhat thé gigi,” thuc té lai cho thay cong ty da phét 1o
10i hita cia minh vGi khach hang rang ho sé la cong ty may tinh quan tam
nhiéu nhat dén khach hang.

Khi ban dwa ra mot 10i hira ban phai thue hién 16i hira do.
Ban khong thé khong lam nhw vay!

Khi hang Dell néi rang minh la cong ty may tinh chd trong nhiéu nhat dén
khach hang, hang nén quan tdm dén khach hang ctia minh nhiéu hon nhitng
nguwoi khong 10 vé may tinh khac. Viéc dinh vi caa ban la nhitng gi khach
hang tin twdng ban sé dat tdi. Néu ban khong thé lam dugc nhw vay, véi ban
tat ca da két thiic. Ngay khi khach hang phat hién ban di ngwoc lai nhitng gi
ban da hita, n6i mot cach thuc té€, nhan hiéu ctia ban chi con 5% kha nang
ton tai.

Viéc dinh vi dugc so sanh véi mot 161 hira, va mot 161 hira 1a mot mén ng
phai trd; néu khong no6 sé mang lai nhitng hau qua khong mong muon.

Trong vo kich Vua Lear cua Shakespeare, Mumford da noi véi Nha Vua:
“T6i xin Ngai mot 10i hita, va Ngai khong nén choi tw

Béi 10i hita la mot mon ng, va Ngai da hiva v6i toi

Béi thé Ngai ng toi 161 hita nay, va Ngai phai tra

Hay t0i sé kién Ngai vi hanh dong khong t6t dep.”

Nhu vay khong co gi 1a qua khi néi rang dinh vi 1a mot moén ng véi khach
hang va nhat thiét phai thwc hién, néu ban con mu6n tiép tuc kinh doanh!
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Trudc khi truyén thong dinh vi cia mot san pham t6éi khach hang, diéu rat
quan trong la ban phai can nhac ndi lyc va thé manh cia cong ty.

Bén than dinh vi phan anh sitc manh va 1gi thé canh tranh cta cong ty. Day
la bugc dau tién trong cd qua trinh c6 tén goi ty kham pha!

Trong qua trinh ty kham pha nay, ban phai nhin vao guwong va tra 10i cau hoi
“Chung ta la ai?”, “Chang ta c6 thé lam dwgc gi?”, “Vi sao ching ta lam
nhw vay?” Tat cd cac cau hoi nay la mot dang cta tw phan anh vé nang luc
cta chinh ban, tréc khi ban dinh vi sdn pham minh sé cung cap.

“T6i biét to6i da la ai, toi dang la ai, va t6i sé la ai,” Dan Kaplan, Chu tich
hang Cho Thué Thiét Bi Hertz da noi. “Nhw vay n6i mét cach khac, toi biét
mutc d6 tan tuy ma minh chuan bi c6 va vi sao t0i dwgc chuan bi dé c6 mic
do tan tuy do. Toi biét thanh cong doi héi ¢ toi diéu gi. Thanh cong cta t6i
dén tir viéc trd mot gia cao, va dang sau dé la no lyc lam viéc va su hy sinh
16n.”

Nhitng 16i cia Dan Kaplan cho thay nhitng viéc ban phai lam truéc khi cung
cap bat ct thit gi cho khach hang - Ai, Cai gi, va Tai sao.

Bang viéc trd 161 ba cau héi nay, ban sé hiéu duwgc nang Iyc va thé manh cta
chinh minh, ban c6 thé cung cap céi gi (san pham hay dich vu, thudc loai
nao) va ban c6 thé cung cap nhw thé nao, v4i mét dinh vi cu thé.

Vé ban chat, day 1a mot qua trinh can duwgc nghién cttu lién tuc. Ban khong
nén tao ra mot dinh vi ma trong thyc t€ ban khong thé cung cap. Diéu nay sé
mang lai hdu qua chét nguoi, bdi day la trwong hop “hita qua nhiéu, lam qua
it” dan tdi viéc ban xday dung mét nhan hiéu ltra déi trwdc khach hang. Mot
khi diéu nay xday ra, do tin cay cta ban trong mat khach hang sé bi huy hoai.

Trong qua kht, trén Trai Dat khi khach hang rat 1y tri, ban c6 thé van con lai
20 dén 30% kha nang ton tai. Tuy nhién, gio day tai sao Kim, khach hang rat
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giau tinh cam, chi con 5% co hoi nhan hiéu cia ban van ton tai, néu khong
tham chi no6 c6 thé bi xoa sach hoan toan.

Tai sao vay?

Bd&i nhu Shakespeare da noi trede day, cac khach hang sao Kim khong chi
tt* bé nhan hiéu ctia ban mai mai, ma té hon thé rat nhiéu, ho con thay ghét
nhan hiéu d6 mai mai.

Va hay nhg!

Khéach hang sao Kim thich nhét tdm s, chuyén tro, va chia sé vgi nhau.
Ngay khi mot khach hang sao Kim thong bao nhan hiéu ctia ban da tré thanh
ké thu ctia o6 ta, khach hang dé sé ké cho moi nguwoi biét chuyén gi da xay
ra. Khach hang dé sé trg thanh luat su caa ban - khong phai mot luat sw bién
hd, ma la ngudi sé mang nhan hiéu ctia ban dén bén bd vire pha huy.

Do 1a ly do vi sao toi dé nghi ban: khong bao gio hita hen bat ky diéu gi véi
khach hang, néu ban khong thé chac chan rang minh sé thuc hién dugc 16i
hita d6. Sé t6t hon néu lic dau ban kién nhan va thuce hién moi 16i minh da
hita. Ngay khi ban da tin twéng t6i 125% rang ban c6 thé thyc hién mot 16i
hita, dé chinh la thoi diém thich hop dé dwa ra 16i hita d6 véi khach hang.
That ro rang, van dé khi nao ban nén hay khong nén hita hen vGi khach hang
sao Kim khong phdi la van dé nhé nhat hay khong quan trong. Day la mot
van dé hét strc quan trong, bdi no thyc sy co6 thé quyét dinh sy song con cho
nhan hiéu cua ban.

Xay dung long tin
Vay bay gio, ban sé bat dau xay dung long tin nay nhw thé nao?

Long tin nay c6 thé duwgc phat trién qua 3 nguyén tac va theo cac budc.
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Nguyén tac thit nhat: ban phai ti khdm pha kha nang va nang lyc ctia minh
tredc khi bat dau bwdc dinh vi cho sdn pham hay céng ty cua ban. Day la
bwdc quan trong nhat. Sau do, st dung nguyén tac thit hai: 1ay sy thanh that
/ trung thye 1am chia khoa dan t6i thanh cong co sé trong viéc truyén thong
viéc dinh vi ban da thyc hién & budc dau tién. Cudi cung, nguyén tac thi ba:
ban phdi c6 do tan tuy cao (tham chi rat cao néu can thiét) dé thuc hién dinh
Vi.

bting quén rang ban phai minh bach va trung thyc khi truyén théng viéc
dinh vi béi ngay ca dinh vi tot nhat cling sé khong c6 tac dung néu bi khach
hang hiéu sai. Do d6 mot khi ban da thwe hién dinh vi, nguyén tac thi hai sé
la viéc truyén dat sao cho rd rang va chinh xac.

Trong buéc trede dé - tw kham pha - ban phéi xac dinh duwgc tin diéu cho
riéng minh. Diéu nay t6i quan trong bdi tin diéu dé sau nay sé tré thanh co
s@ cho nhitng gi ban truyén dat mot cach chinh xac téi khach hang ctia minh.
Néu khong lam nhw vay, ban sé bi gan nhan 1a khong cé do tin cay!!!

Trong khédo sat hang nam vé do tin cdy cta nhitng ngudi lanh dao do James
Kouzes va Barry Posner thuc hién ¢ My tir nam 1981, sy trung thue luon noi
1én nhu dac diém can thiét s6 mot dé dugc coi la dang tin cay.

Két qua ctia nghién cttu nay dugc cing c6 bdi nhitng khao sat do Korn/Ferry
International dong thuc hién tai 20 qudc gia (M§, Nhat, cac nuéc Dong Au,
va M¥ Latinh) trong nam 2000.

No6i cach khac, co thé lién hé tryc tiép chit tin vdi su trung thyc. Trong thé
gidi sao Kim, ngudi sao Kim danh gia cao su trung thuc. Phu nit c6 thé qua
ban nang cdm nhan mot 10i néi doi rat nhanh. Tai sao khé c6 thé lira déi phu
nit khi mat doi mat véi ho dén vay?

Theo cac két qua cua viéc quét ndo bo MRI, khi tiép xtic mot nguwdi nao do,
phu ni¥ 6 trung binh 14 dén 16 khu vic chinh hoat dong trén ca hai phia cta
ndo. Nhitng khu vyc nay c6 nhiém vu dich ngon tw va giong diéu t nhitng
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thay do6i cta giong no6i va ngén ngit co thé, va thwong dugc goi la truc giac
cua nit giGi.

Ngoai ra, ndo bo cta phu nit dugc cdu tric dé hoat dong dong thoi. Diéu nay
cho phép ho doc dugc céc tin hiéu co thé, lang nghe, va néi cung lic. D6 la
1y do tai sao rat khé c6 thé néi déi ngwoi sao Kim khi ban tiép xtc trie dién
v6i ho.

Nguoi sao Kim con c6 tri nh@ t6t. Ho nhé nhitng 16i néi doi ho da dung va
nhd minh da dung né vai ai.

Do 1a vi vung hai ma (hippocampus) - phan ky tc va ngén ngit ctia nao -
chita day cac bo thu cam cda estrogen va phat trién ¢ nit gidi nhanh hon &
nam gigi, nhd vay phu nit c6 kha nang khai lai nhitng ky tc lién quan dén
cac van dé vé tinh cam t6t hon nam gidi.

Do vay ban dirng bao gio n6i doi mot nguwdi sao Kim bdi ho sé nhd mai vé
no. Nhitng 10i cua Shakespeare, “Dia nguc cling khong c6 con gian di¥ nao
bang su khinh bi ctia phu ni{¥” rat ding vé diém nay. Hay nh@ phai trung thuc
cling nhu truyén dat mot cach ro rang minh bach dinh vi ban da thuc hién
(ma khong dung mot manh 16i nao).

Bat dau tir co sé trung thuc do, ban can sang sudt khi hiéu biét vé nhitng
khan gid muc tiéu cho sdn pham ctia minh. Nhitng khan gia d6 cé thé la
khach hang, nhan vién, c6 dong, hay tham chi nhitng nguwoi hun von khac
nhw cac t6 chitc phi chinh pht, chinh phu, nha cung cép, v.v... Mt diéu quan
trong khac ban can nh@ la dinh vi khong chi dwgc truyén thong qua cac hoat
dong quang ba.

Con c6 thé thye hién viéc nay thong qua nhitng dé nghi dinh gia ban dwa ra,
thong qua san pham cling nhw cach dong géi san pham do6 cua ban, thong
qua dich vu ban cung cap, thong qua viéc khac biét hoa ban thyc hién tai
mot thoi diém nao do, hay c6 thé thong qua quy trinh ban tién hanh khi cung
cap gia tri téi cho khach hang.
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Cau chuyén cua to The Washington Post

Thanh c6ng mau chot cia doanh nghiép truyén thong nay nam & cho dwgc
cong nhan la dang tin cay, kién dinh, trung thyc va khach quan. Danh tiéng
cta ban phu thudc vao nhan thitc ctia ngwdi ngoai vé gia tri ban cé va danh
gia cia ho vé cach ban cung cép gia tri d6. To The Washington Post cam két
chat ché diéu nay. VGi muc tiéu tang trudng bang cach tao ra viéc kinh
doanh mdi, thu hit nhiéu khach hang hon va hoat dong hiéu qua hon, to bao
nay noi tiéng khach quan khi trinh bay va dang tai thong tin. D6i vdi The
Washington Post, tin titc 1a hién thuc, 1a thit khéng thé bi dia vi chinh tri,
tinh trang kinh té hay nhitng nhan vat quyén luc, v.v... tac dong.

Nhitng gia tri nay da bién The Washington Post thanh mot cong ty bén vitng.
Hon thé ntta, ho sé dat duwgc moi muc tiéu dé ra nho viéc dinh vi cua minh.

Cau chuyén cta Body Shop

Khoéng giong cac san pham cham séc sac dep nhin chung thuwdng chu trong
khau déng géi va lién tuc quang cdo, Body Shop xuat hién rdt méc mac.
Anita Roddick kh&i nghiép khi cam thay kho chiu vGi nhitng bién phap tiép
thi cac céng ty my pham dang st dung, chiing khién ba cam thay ho chi
dang rao ban nhitng 16i hita thwong khong thé trd thanh hién thyec.

Ba tao ra m§ pham twr thién nhién, dong trong nhitng hop nhwa don gian.
Body Shop ciing khong bao gid hita hen vé céi dep. Bai ba tin rang moi
nguwoi phai ty xay dung sy tu tin ctia minh tr nhitng gi ho dwgc ban tdng. Ho
khong phai cam thdy thua kém néu c6 lan da sam, mai toc xodn, hay chiéu
cao han ché.

Body Shop da dinh vi rang sdn pham cta minh phdi than thién v&i moi
treong, khong thue hién thi nghiém trén dong vat, va quan tam dén cac van
dé xa hoi va phuc lgi. Cac san pham cta hang c6 mot ngan quy quang cao
han ché, cho du hang da chi dang ké cho viéc tai trg cac hoat dong phu hop
v&i gia tri cot 10i da tao nén danh tiéng cia Body Shop. Nhitng gia tri cot 16i
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dé 1a gi? Nhan thitc va quan tam dén cac van dé xa hoi va moi truong toan
cau.

Nhitng gia tri da tré thanh mot loai tin diéu cua Body Shop dugc thé hién
trong cac chuwong trinh cta hang: phan doi viéc st dung dong vat song cho
thtt nghiém (chuwong trinh “Phan D4i Thit Nghiém trén Bong Vat”); ing ho
throng mai trong cac cong dong nhé tai cac nwdc dang phat trién (chwong
trinh “H6 Trg Thwong Mai Cong Dong”); dau tranh cho nhan quyén
(chwong trinh “Bdo Vé Nhan Quyén”); danh thitc sy tw tin (chwong trinh
“Xay Dung Long Tuw Trong”), va cudi cung la kéu goi bao vé Trai Dat
(chwong trinh “Bao Vé Hanh Tinh cua Chung Ta”).

V@i nhitng gia tri nay, cong ty khdi nghiép tai Brighton (Vwong quéc Anh)
nay da sat lai cung nhiéu t6 chitc dau tranh manh mé bado vé moi trudng va
nhan quyén, nhuw hoa Binh Xanh (Green Peace), Nhitng Nguwoi Ban Trai Dat
(Friends of the Earth) va t6 chitc An X4 Quéc Té (International Amnesty).
Nho nhitng hoat dong ctia minh, cong ty thuc ra da dwgc quang cao mién phi
rat nhiéu trén cac phuong tién truyén thong dai ching.

Body Shop khong chi tuyén truyén cho nhitng gia tri ho tin twdng, ma con
thyc hién chung ngay trong hoat dong hang ngay ctia minh. Cong ty dam
bdo rang my pham cda ho khéng thir nghiém trén dong vat. Cong ty con yéu
cau tat cd cac nha cung cap ctia minh ky két mot thoa hiép vé viéc nay.

Cong ty con ho trg thwong mai trong nhiéu cong dong bang viéc phat trién
hop tac vdi cac cong dong dia phwong tir nhiéu nuwdc thé gidi thit ba c6 cung
cap nguyén liéu cho sdn pham ctia minh.

Bang cach nay cong ty da gop phan phat trién kinh té€ cho nguwoi dan dia
phuwong thong qua thwong mai binh dang.

Nhitng gia tri nay da tao nén mot dang 10i hita cia Body Shop v6i khach
hang ctia minh rang cac san pham ctia cong ty khong thir nghiém trén dong
vat cling nhw khong st dung nhitng nguyén liéu c6 thé gay hai cho moéi
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treong. Cong ty cling danh mot phan 1gi nhuan cia minh cho cac chién dich
bdo vé méi tredng va nhan quyeén.

Cung v6i nhitng khoa dao tao hoan chinh vé my pham va sy quan tam déi
v6i khach hang, Body Shop con dao tao nhan vién ctia minh vé nhan thitc
v6éi moi treong, moi nguy hiém cda dai dich AIDS, d6 uéng c6 con va ma
tuy.

Thi treong muc tiéu cho nhitng sdn pham nay vé co ban la nhitng nguoi
cung chia sé nhitng gia tri cia Body Shop, la nhitng nguwdi quan tam dén moi
treong va cé trach nhiém xa hoi. Cong ty c6 gang chitng té vdi khach hang
ctia minh rang cac san pham cong ty cung cap phu hgp vdi nhitng gia tri ho
da hita hen. Cong ty khong chi c6 dong cho nhitng gia tri a4y, ma qua cac quy
trinh kinh doanh ciling nhu trong nhitng hoat dong thvong 1€ cua minh con
thyc hién nhitng gia tri ma ho tin twong.

Chuing ta c6 thé hoc dugce diéu gi tir treong hgp cia Body Shop?
Mot diéu!

Rang cong ty lam moi diéu c6 thé dé thuc hién nhitng gi da hita v6i khach
hang.

biéu nay han nhién khong dé dang, nhung Body Shop phai lam.

Bé&i cong ty tin twéng tuyét doi rang minh dang mao hiém twong lai cda
minh.

Cau chuyén cta General Electric
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Giong nhuw The Washington Post, General Electric (GE) ciing xép nhitng gia
tri cia cong ty vao yéu t6 hang dau dé dat dugc thanh cong. Qua sdu cam két
cta cong ty vé tinh trung thwe, quan ly, hoat dong xa hdi, moi truwong, sirc
khoe va su an toan, chat lwgng va cdi tién, GE da duy tri dwgc nhitng gia tri
vitng manh ctia minh nham tao m&t nhan hiéu manh bén vitng. Qua cam két
vé tinh trung thwc, GE da tao dung dwoc danh ti€éng 1a mot doanh nghiép
trung thuc va dang tin cdy do rat nhiéu con ngwoi xay dap nén trong rat
nhiéu nam. Qua cam két vé quan ly, hé thong ctia GE chi dan cho cac hoat
dong quan ly then chét ctia céng ty, nham gitt cadc hoat dong nay lubn di
ding hwdng. Qua cam két vé hoat dong xa hoi, GE hoat dong theo huéng co6
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trach nhiém véi xa hoi trong linh virc méi treong va xa hoi. Qua cam két vé
moi treong, sitc khoe va sy an toan, GE bao vé moi treong va ung ho viéc
san xudt tiét kiém nang lugng. Qua cam két vé chat lvgng, GE dam béo sé
lam ra cac san pham c6 chat lwgng t6t nham khong ngirng dap @ng yéu cau
va ky vong cua khach hang. Qua cam két vé cai tién, GE lién tuc thay doi,
gidi thiéu va sit dung cong nghé tién tién.

Nhitng gia tri nay khéng chi dugc viét trén gidy t0. GE da thuc sy lam
nhitng gi minh tin twéng va dwgc nhan vién ctia minh, nhitng nguoi ciing rat
quan tam dén cac gia tri nay, ung ho. Pay la chia khoa cho thanh céng cua
GE - cong ty luon gitt chit tin treeéce 101 hita cia minh.

Cau chuyén ctia Woolworths

Mot cong ty thuong dwa ra 10i hita hen trong phat biéu dinh vi cia minh.
Vay con viéc thyc hién nhitng 10i hita d6? Dé c6 dugce long tin cia khach
hang, khong bao gig duwgc hita qua nhiéu va thue hién qua it.

N VVa b A

Woolworths (Safeway & Victoria), nha ban 1é thyc phdm hang dau caa Uc,
dua ra 10i hita “The Fresh Food People.” Biéu nay c6 nghia 1a Woolworths
phai gan chat véi 16i hita d6 bang cach cung cap nhitng thuwc pham twoi ngon
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cling nhu nhitng dich vu than thién. Cong ty da gitt 10i hita nhu thé nao?
Woolworths da mang lai rat nhiéu cach thitc khac nhau dé c6 thé khién
nhitng bita an va cudc song tré nén tha vi hon. Woolworths khong chi cung
cap thyc pham twoi ngon va dich vu t6t, ma con gitp khach hang ctia minh
chuan bi nhitng bita an ngon hon bang cach gigi thiéu cong thitc danh cho
mot s6 thwc phdm twoi song nhat dinh ma van dam bao ham lwgng dinh
dudng.

Dé cting c6 cam két “Fresh Food People” ctia minh, cong ty da tao ra siéu
thi tric tuyén Woolworths Online Supermarket Safari. Pay la chwong trinh
vé an udng lanh manh va sic khoe cho hoc sinh tiéu hoc. Mdéi day,
Woolworths da co cau lai khong gian gia hang nham tao ra nhitng 1gi ich dai
han thong qua viéc st dung khong gian tot hon va cai thién lwgng san pham,
qua do tang lwa chon cho khach hang (Australian Financial Review, thang
muoi 2004).

L&i khuyén dé thanh cong tai sao Kim

1. Pinh vi néi dén yéu t6 doc dao. Mot 1y do dé ton tai. Tuy nhién, dirng
quén kiém tra lai nang lyc ctia chinh ban! Khi ban chuan bi cho phat ngén
dinh vi ctia minh, can chac chan rang ban cé nang lwc thye hién dinh vi do!

2. “Mot 1oi hita la mot mon ng”, va dinh vi la mot 10i hira. Vi vay, mot khi
ban da dwa ra phat ngon dinh vi cia minh, can theo sat né bang hanh dong.

3. Truyén thong déng mot vai tro quan trong trong viéc hinh thanh nhan
thitc cua khach hang. Vi vay, giai thich can ké cho nhitng nhan vién lam
truyén théng cua ban, tir quan hé céng ching t&i b6 phan quang céo, dé dam
bdo rang truyén thong cia ban t¢i khach hang dat hiéu qua. Cha y tGi viéc
thue hién; ban can tranh tuyén b6 diéu gi d6 nam ngoai kha nang ctia minh
va thuc hién cho tot, dé khong trugt nga ngay trén nhitng quang cdo va
truyén thong qua 16i ctia chinh minh!
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PHAN III

Chién thuat
NGUYEN TAC #13: KHAC BIET HOA

N@i dung chi la co sé, boi canh mdi la cong thivc tao nén chién thang

orange
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Ban da bao gio dugce thay doan ho tong ctia Harley-Davidson chwa? Néu ban
da thdy, diéu gi khién ban chu y?

T6i dam chac la ban sé chi y dén nhitng nguwoi diéu khién dang tw hao ngoi
trén yén xe, d6 la mot nhom nhitng ngwoi da than twgng hoa chiéc xe nhw
thé do6 la mot loai tin ngwong hay gido phai nao d6. Vay dau la diém khac
nhau gitta Harley va mét chiéc xe may thong thuwong? Liéu c6 phai rang néu
ban mudén dén mot noi nao do, thi viéc du cé di bang chiéc Harley hay chiéc
xe thong thwong nao khac cling déu nhw nhau?

Ban chac khéng bao gio nghi rang Harley c6 thé di nhanh nhw tén Itra hoac
c6 dong co khée nhw Van Ly Trwong Thanh cua Trung Quoc. Moi ngudi di
Harley-Davidson khong chi vi ho mu6n dén dich nhanh. “Vdn dé khong nam
¢ dich dén, ma & hanh trinh dén do”. B6i vGi nhitng ngwoi yéu thich Harley
thi diém dén khong quan trong vi muc dich chinh ctia ho 1a dugc ngoi 1én
chiéc yén da cta nhitng chiéc xe Harley.

Harley la loai xe to va nha san xuat loai xe nay ciing khéng c6 thuyét phuc
moi ngwoi rang n6 c6 dong co chay rat ém - diéu ma nhitng nguoi di xe
thudng mong mudn. Tiéng dong co xe thwong rat to va c6 thé nghe thdy tw
rat xa.

Harley da c6 du n6i dung. Cai n6 can la boi canh khac biét va that doc dao,
mot béi canh sé khién nhitng nguwdi hdm mo loai xe to 16n nay thich tha va
nhin nhan tich cuec.

Vay Harley da tao dung boi canh ay nhw thé nao?

N6 mang lai nhitng 1gi ich cdm xtc va sy tw thé hién. Harley con hon ca
chiéc xe may c@ 16n rat nhiéu. Harley 1a mot “trai nghiém”, la “thai do va
hanh vi” va la “16i s6ng”; n6 la phwong tién cho thay ban thuc sy la ai. Doi
v6i nhitng nguwoi yéu Harley thi viéc 1ai mot chiéc xe Harley kéu am 1, mac
chiéc 4o khoac den day bang da, di ing cao boi va dwong nhién trinh dién
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cac hinh xam la mot trdi nghiém khong gi sanh dwgc, nhw thé ho dang lac
vao thién duong vay.

Ban than ngi dung la “c4di ma ban cung cap” hay “cai ban c6 thé mang lai
cho khach hang cta minh.”1

Harley khong dat dwgc thanh cong vi c6 mot dong co rat khée!!!

Hau hét nhitng nhan hiéu hang dau thé gi¢i thanh cong la nho cai ma toi goi
1a boi canh, titc 1a “cung cap nhw thé nao” hay “ban mang san pham va dich
vu cua minh téi cho khach hang bang cach nao.”

Nhw t6i da noéi tv dau, gio day Trai Pat da trd thanh Sao Kim. Trong qua
khtt, tride khi diéu nay xdy ra, chi noi dung da la da. Tai sao vay? Bai noi
chung khach hang trén Trai Bat khi d6 suy nghi va quyét dinh mua hang dwa
trén ly tri va nhitng khach hang ly tri nay chi dugc thoa man véi ngi dung
phu hop.

Gio khi Trai Bat da tré thanh Sao Kim, ngwoi dan Trai Bat song theo cam
tinh thi chi ndi dung la chwa da. Noi dung da tré thanh diéu hién nhién phai
c6. Bé danh bai d6i tha canh tranh ctia minh, ban khong thé chi dwa vao strc
manh ctia noi dung. Ban phai bat dau tan dung sttc manh ndi dung mot cach
sang tao dé co6 thé cung cap duwoc nhitng gia tri doc dao, khac biét v6i cac
do6i tht ciia minh.

bong vat giau tinh cam

S€é la sai lam néu ban cho rang con ngudi luon dwa ra quyét dinh bang 1y tri
khi ho quyét dinh mua hang. Pwong nhién ho 1y tri nhung khong phai ltc
nao cting vay, va trong nhiéu treong hgp tham chi ho bi anh hwéng rat nhiéu
bé&i tinh cdm. Gitta nhitng tién bd nhw vii bdo cia cong nghé thong tin ngay
nay, vai tro cta tinh cdm trong qua trinh ra quyét dinh ngay cang tré nén
quan trong hon.
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Tai sao vay?

Nhuw t6i da trinh bay & nguyén tac thit nhat trong s6 18 Nguyén Tdac Dan
Puong dé Lam Tiép thi theo phong cdch “Sao Kim”, nhitng tién b0 nay
trong cong nghé thong tin hoa ra khong nhitng khong lam con nguwoi tré nén
ly tri hon ma ngugc lai con lam cho hg ngay cang giau tinh cam hon.

S€ la sai lam néu ban cho rang qua trinh ra quyét dinh mua hang xay ra nhw
cac chuyén gia tiép thi c6 dién da mo6 ta. Ching ta van thwong doc nhitng
quyén sach gido khoa vé tiép thi co6 dién rang qua trinh ra quyét dinh cta
khach hang bat dau tir viéc nhan ra nhu cau, r6i tim hiéu thong tin, danh gia
nhitng lwa chon va cu6i cung la mua hang va st dung.

Thuc tha ma néi,

Liéu do6 cé phai la cai ching ta thyc sy trdi qua khi dén trung tam thwong
mai Senayan hay Mangga Dua (khu mua sam néi tiéng & Jakarta) dé mua
mot chi€c quan jean, chiéc dién thoai di dong hay lo nwéc hoa? Qua trinh
mua hang khéng xdy ra mdt cach ctrng nhac va don gian nhw vay. Thong
thwong, khi con ¢ nha ban da c6 dy tinh mua cac san pham A, B, C. Nhung
khi roi khoi khu mua sam hay siéu thi, thay vi nhitng hang héa da dv tinh
ban lai dem vé nha nhitng th D, E, F nao d6. Khi & nha ban dy dinh mua 1
chiéc TV nhung khi dén ctra hang ban bat gap mot chiéc dién thoai di dong
Nokia doi méi nhat cé thé chup anh, gwi tin nhan hay file dnh. Rat c6 thé
ban sé mang vé nha chiéc dién thoai di dong dé chit khong phai la cai TV.

B6i canh va tinh cam
No6i dung thwong lién quan dén mat 1y tri ctia ching ta.

Quay trd lai vi du trén, vi du khi ching ta mua giay, mat ly tri muén mot doi
giay phai that bén, dung duwgc 1au, chat lwgng t6t, khong tham nuwéc, v.v...
Néu chiing ta hut thudc thi cai ma chiing ta tim kiém la sw thich thu c6 dugc
tr viéc hut thu6c, bat ké qua hwong vi cua thuoc 14 da dugc pha tron, hay
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qua mui thom cta khoi thuéc. Hay néu ching ta dén mét nha hang an nhanh
thi diéu ma ly tri mu6n chiing ta biét chac la liéu do an cé ngon hay khong,
c6 ding loai khong hodc cé thé la thitc an trong thwc don c6 bé dudng hay
khong.

Tuy nhién boi canh c6 xu hwéng lién quan dén mat tinh cam.

Nhw moi nguwoi van biét, nhitng gi dwa trén tinh cam thwong khong hop 1y.
Hay xem céac vi du sau day. Maéi lién quan gitta viéc hut thudc va 16i séng
cao boi cia My, “the Marlboro Man” dwgc mé ta trong cac bo phim cua
Hollywood la gi? Trong truong hgp cia Body Shop, méi quan hé gitta nhu
cau lam dep khuén mat vdi viéc “phan do6i thit nghiém trén dong vat” la gi?

Puwong nhién & céi nhin dau tién thi khong cé m6i quan hé nao ca.
Do la béi canh. D6 1a tinh cam.

Hay tin nhitng diéu t6i ndi, trong Trai Pat ngay cang giau tinh cam nay, boi
canh ngay cang trd nén quan trong. Trong Trai dat da chuyén sang Sao Kim,
boi canh, yéu t6 thwong khong phan anh duwgc gia tri cot 16i trwdc day
thwong bi lang quén ctia sdn pham (gia tri nay c6 vé khong lién quan dén boi
canh) gio trd nén quan trong hon rat nhiéu va duwgc coi la cong thirc dé gianh
chién thang trong cudc canh tranh ctia ban.

Ban c6 thé st dung boi canh theo nhiéu cach khac nhau.

Cach thir nhat la tdc dong dén 5 giac quan cia khach hang. Hay xem cach
cac trung tam spa to chitc tron géi cac chuwong trinh thw gian va cham séc
toan than khac nhau tha vi nhuw thé nao.

To6i chac rang mot vai nguwoi trong so cac ban da tirng di spa. Pay la cong
viéc thu vi vi né gitp ban cam thay dwoc thoai mai thu gian.
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Nhuwng ban da bao gio nghi xem diéu gi méi thue sy lam ban cam thdy thoai
mai, thanh thoi & d6?

Do c6 phai la nho lieu phap hwong thom cua spa?
Hay dé6 la nhd massage gitp gan c6t dugc thu gian?

Ban cam thay thw gian & spa bdi & d6 ca 5 gidc quan cta ban déu thuc s
dugc tac dong...

Nho khic nhac nhe v6i am thanh ty nhién...
... liéu phap huwong thom,

... loai tra tot cho stc khoe,

... hoa twoi hay cay xanh,

... co thé ban dugc xoa bop nhe nhang,

Do la 1y do vi sao moi ngwaoi thich di spa, dac biét khi ho cam thay thuc sy
mét moi.

O sao Kim, néu ban muén tré nén doc dao hay néi bat so véi cac déi tha
canh tranh, ban can tadc dong dén ca 5 giac quan cua khach hang- ban phai
cham dwoc t6i trai tim cua ho. C6 1€ ban can tu hai:

* Minh nén bat loai nhac nao tai ctta hang hay trén trang web ctia minh?
Minh mong mudn tao ra mui hwong nhw thé nao?

* Minh nén chon mau sac nhw thé nao cho sén pham ctia minh?
* Minh mong muon tao nén hinh dnh nhw thé nao qua bao bi san pham?

Cach thir hai, ban c6 thé sit dung cac yéu t6 tham my dé tao nén sy khac
biét cho minh. Trong cudc song hang ngay, xung quanh ching ta c6 rat
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nhiéu d6 vat c6 gia tri thim my, tir cdc sdn pham chung ta st dung dén thiét
ké bat mat ciia mot ctra hiéu. Nhung that khong may, rat nhiéu cong ty van
con tap trung qua nhiéu dén nhitng yéu t6 can cé xét vé mat 16-gic ctia san
pham hay dich vu ma minh cung cap, vi du nhu chat lwgng. Chat luwgng
dwong nhién rat quan trong, nhung n6 da tré thanh yéu td6 co ban, mot dac
tinh sdn phdm ma nhén vién tiép thi nao cling n6i dén. Gia tri tham my sé
tao cho khach hang an twgng tich cyc vé dac diém riéng cua nhan hiéu san
pham. Bang cach dap &ng nhu cau tham my cta khach hang, ban da lam gia
tang mot cach hiéu qua gia tri ctia sdn pham trong mat khach hang.

Cach thit ba la ban can lam cho sén pham ctia minh tré nén gan giii vdi con
nguwoi. Co thé vé mat noi dung, san pham cua ban cé tinh cong nghé cao, vi
du nhw mot chiéc may vi tinh; nhwng ban cling c6 thé bién no tré thanh mot
san pham mang tinh chat “ngwoi” hon.

Hay cung xét mot san pham ra doi trén co sé la cong nghé mang tinh 1y tri
cao nhw may tinh. Tdi tin chac la chi can c6 von va du kién thitc cong nghé
can thiét, bat cit cong ty nao ciing c6 thé san xuat ra mot chiéc may tinh cuc
ky phttc tap. Cudi cung, sdn pham do cac cong ty nay san xudt ra cling sé
twong tu nhau, chi c6 tén nhan hiéu va gia ca la co khac.

Vay thi, trong truong hop nay gia tri gia tang ctia san pham la dau? RO rang
chia khoa chinh la béi canh ctia san pham.

Ban phai c6 kha tao dn tuwgng cho khach hang bang chiéc may tinh do ban
san xudt ra - can nhan manh rang né c6 kha nang khong hon gi nhitng hang
may tinh khac.

Hay tao ra yéu td “nguoi” cho chiéc may tinh ctia ban. Khach hang sé c6 an
twgng vGi chiéc may tinh thue sy 6 tinh chat “ngudi”, chit khéng chi 1a mot
do vat kho ciing cho du la san pham ctia mot nganh cong nghé tinh vi.

Vi du nhw ban c6 thé thiét ké mot vé ngoai hdp dan hon, thd vi hon cho
chiéc may vi tinh cua ban...
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Mot chiéc mdy tinh khong nhat thiét phai 1a mot c6 may do s6 hay mot thiét
bi phitc tap khién ngudi ta kinh hai, ma cé thé géi gon trong mét vo boc hap
dan vdi chuot va ban phim tién 1gi, hodc vdi thiét ké c6 nhiéu mau sac bat
mat.

Nhung dé chwa phai la tat ca nhitng gi ban c6 thé lam...

Ban ciing c6 thé cung cap mot dich vu khach hang that tot, ngay tr khi ho
dén tim hiéu théng tin vé san pham, xem xét tryc ti€p san pham, dwa ra
quyét dinh mua hang cho dén khi ban cung cdp cho ho cac dich vu sau ban
hang.

Dbay chinh la nhitng gi sé tao ra sy khac biét ctia ban so v6i doi tha canh
tranh va gay an twgng cho khach hang.

bé lam dugc diéu nay, mét lan nita can nhac lai rang ban phai hiéu chi tiét
vé quy trinh kinh doanh va phai can nhac vé boéi canh va trai nghiém ma ban
muon dem lai cho khach hang.

Mot khi ban lam duwgc diéu dé, khach hang chac chan sé trung thanh véi
ban!!!

Hay nh@, dirng chi quan tdm tdéi Tinh nang & Lgi ich cia sdn pham, ma hay
tao ra s doc dao, hay tan dung boi canh!!!

Chung ta hdy cung hoc hoi kinh nghiém tw cau chuyén thanh cong ctia mot
sO cong ty tai sao Kim da phat huy dugc tac dung cia thé manh bdi canh.

Cau chuyén cua hang Victoria’s Secret

bo 16t thwong chi dwgc mac dé bao vé co thé. Trong nhiéu khu phé budn
ban 1én hay cac khu chg, ctra hang ban do 16t thwong bi khuat sau cac cira
hang khac hodc nam & cac goc khuat. Victoria’s Secret da thay doi diéu nay.
V6i mot website va hon 900 cira hang lam an phat dat, hang da thay doi
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dwgc quan niém thong thuwong vé do 16t. Cai ma Victoria’s Secret ban khong
chi don thuan la quan 4o 16t ma con la sy quyén rii va tinh té cta thgi trang.

Victoria’s Secret khong chu trong vao chat lvgng hay do bén cta san pham
ao nguc do cong ty san xuat. Thay vi thé, hang nhan manh 16i s6ng ma&i ma
cac san pham nay dem lai. Vi du nhw do nguwc ma Victoria’s Secret san xuat
khong chi goi cam, cé chat lwgng tot, gia cad phdi chang ma con la biéu
twgng cua sy quyén rii ma nhiéu nguwdi ao wdc. Victoria’s Secret da dap tng
dwgc wéc muon ctia moi phu nit 1a tré nén quyén rii hon, muon tré thanh
mot nguwoi “khac han”.

Dbé dat duwoc diéu nay, Victoria’s Secret da c6 rat nhiéu hoat dong, vi du to
chitc cac budi trinh dién thoi trang, m& mot cita hang trung bay tai Quang
trwong Herald, New York vao thang 11 nam 2002. Ban than ctta hang nay
cling da tao ra cho khach hang mét khong gian mua sam khac biét. Bugc
thiét ké mot cach sang trong va trang nha, ctra hang da dem dén cho khach
hang mdt khai niém mua sam hoan toan khac.

Nhu vay, cai ma Victoria’s Secret dem lai cho khach hang chinh la “dam
mé” chit khong chi la nhitng san pham d6 16t c6 chat lwong.

“Nghi tdi Victoria la nghi t6i tang 16p thuwgng lwu; mot chit choi boi; cé thé
kiéu Anh; tham chi mot chit thanh tan - it nhat & vé bén ngoai, va dé la khéi
nguon cua bi mat. Pam mé la nhitng khat vong tham kin. Pam mé la san
pham ctia Victoria, va hang mudn chia sé v4i ban, chit khong phai ai khac.
Sy than mat vira cé tinh bao ddm vira 16i cuén, va tat nhién day ao twéng.”

Hay nhd rang ban than bdi canh la “cach thitc cung cdp,” hay cach mot cong
ty dong géi nhitng gi ho mu6n mang lai cho khach hang.

Cau chuyén ctia Hard Rock Café

S€ la sai lam néu ban nghi rang Hard Rock Café (HRC) chi ban d6 an thic
uong.
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HRC con ban cd khai niém vé van hoa toan cau c6 tén goi la Rock’n’Roll!

Y twéng ndy dugc Peter Morton va Isaac Tigritt dwa ra 1an dau tién vao nim
1971, khi thé hé Flower Power dang & thoi ky dinh cao. Nha hang HCR dau
tien duogc dat tai London. Quan café nay tirng dugc coi la “Thanh dia Mecca
cho cac Nhac ST Rock” vi day la noi tu tap cua cac nghé si nhac Rock hang
dau. Noi do Eric Clapton da treo tang trén bitc twong cia quan chiéc dan
ghi-ta ctia minh.

Mudi hai nam sau d6, HRC bat dau mé rong sang nwéc My bang viéc thanh
1ap quan Hard Rock Café thit 2 & NewYork. Ké tr d6 HRC da phat trién
manh mé trén toan thé gigi. Hién nay, hé thong nha hang nay da c6 1 bd suu
tap gom hon 25 nghin phan thwdng va vat lvu niém nhac Rock tir cac nghé
si trén toan thé gidi. Hién nay véi mang lwdi 70 nha hang, HRC da mé rong
kinh doanh sang cac Iinh vic khach san, song bac va tham chi ca dai phat
thanh.

Moi ngudi dén véi HRC khong chi dé thwdng thitc do an thirc uéng ma con
vi ho muon tim kiém bau khong khi Rock’n’Roll ctia nha hang. Ho mudn
tan huwong bau khong khi nay trong thoi ki dinh cao cua thé hé flower, mot
thé hé da lam gdy chan dong xa hoi. Bau khong khi nay duwgc bo sung hoan
chinh hon v6i bo swu tap nhac cu cta cac nghé si nhac Rock ti Eric Clapton
dén Jimy Page treo trén cac bitc twong ciua nha hang. Nhitng nguwdi dén day
tu hop lai trong bau khong khi ciia mot van hoa rock, van héa toan cau.

Dé phat huy ban sac ctia cong dong Rock nay moi nha hang HRC déu phai
lu6n tam niém rang “love all, serve all” (yéu tat ca, phuc vu tat ca), va moi
vi khach déu cam thay ho dugc chao dén cho du ho c6 ching toc, dia vi xa
hoi hay niém tin khac nhau. Ké tr khi nha hang dau tién & London dugc
thanh 1ap, cong ty luén thyc hién ding diéu ma minh tam niém “save the
planet” (gitt 1ay hanh tinh).
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Do cong doéng va ban sac rock dwgc thiét 1ap tét hon thi viéc kinh doanh
cling dwgc mé rong khi nha hang bat dau cung cap cac san pham lién quan.
Gio day nha hang con ban ao khoac, tui deo ngang hong, kinh ram, cap lvu
niém, mil va gau teddy. Tat cd cac san pham nay déu in tén cua thanh phd
noi ching dwoc ban. Ching duwgc ban & cac quay hang ddc biét trong cac
nha hang nay va hién chiém khodng 1 nita doanh thu ctia nha hang. Céc sdn
pham nay gio day da tré thanh chiéc may sinh 16i cho HRC vi ching mang
vé hon mot nita doanh thu va 1gi nhuan ctia céng ty trén toan thé gidi.

Sau nay rat nhiéu nha hang khac ciing sao chép quan niém lam nén tang cho
thanh cong cia HRC. Nhitng nha hang nay hién dang phét trién nhanh
chong, nhu Planet Hollywood, Harley-Davidson Café, Fashion Café,...

Cau chuyén caa OXO

Tat ca chi bat dau vGi 1 cau hoi don gidn: “Tai sao nhitng dung cu lam bép
thong thuwong lai lam dau tay ban? Tai sao khong c6 nhitng dung cu tién ich
ma ban c6 thé sir dung dé dang? Khi d6 Sam Farber di bat dau kinh doanh
do gia dung dé tao ra nhitng dung cu lam bép tién dung hon cho moi ngudi.
Sau 1 hanh trinh dai, cu6i cing OXO da dwgc thanh 1ap vao nam 1990. Tw
d6 cong ty da phat trién manh mé va dén nay da c6 t6i hon 500 mat hang.

OXO da c6 mot cach tiép can khac doi véi cac san pham dé bép. V§i nhiéu
nguoi, dé bép chi 1a nhitng vat dung cé hinh dang chuan va dugc st dung
theo nhitng cach thitc nhat dinh. Nhung véi OXO, doé bép co gia tri dac biét
va phai dé st dung véi nhiéu ngudi. Bén canh tao ra cac san pham cé lgi ich
chirc nang, cac san pham cia OXO ciing c6 nhitng hinh dang thad vi va thuan
tién cho nguwoi st dung.

Cau chuyén cta Orange

Vao nam 1994 thi treong dién thoai di dong & Anh gay nhiéu béi rdi cho
nhiéu khé khan cho khach hang. Khi nhitng mang ky thuat s6 dwgc gi6i
thiéu, chi mot so it ngwdi hiéu duoc 1gi ich cia cdc mang nay. Hang rao thué
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quan phic tap, gia ca cao va hgp dong kéo dai 3-5 nam tham chi cang khién
cho khach hang thém béi r6i. Duwong nhu thoi diém do thi treong dién thoai
di dong khong hé hap dan chut nao. Khi xam nhap vao 1 thi treong nhw vay
Orange da nhan thay rang minh can phdi tao dugc sy ra sy riéng biét. Véi
muc tiéu day tham vong trd thanh sy lwa chon hang dau trong cong nghé
truyén thong khong day, Orange da khdi xwéng 1 cudoc cach mang. Cong ty
nay bat dau xay duwng mot ban sac riéng, dé nhan biét, twoi mdi va ro rang,
giup cong ty ditng tach biét vai thi truong hon don Iic bay gio. Khau dinh
gia don gian. Két qua la Orange da tang tredng mot cach nhanh chong va cé
mdt ¢ nhiéu quoc gia trén thé gidi.

Orange da git* vitng hinh anh la 1 nha cung cap dich vu dién thoai di dong
doc nhat. N6 da tan dung dwoc boi canh. Ho da tao ra mot nhan hiéu gan bo
v6i khach hang trén co s tinh cam trong khi van mang lai cho khach hang
nhitng gia tri hitu hinh. Ngoai ra Orange luén nhan manh rang moi hoat
dong trong noi bo cong ty va cho khach hang la tich cuc, lac quan va tao sy
khac biét trong cudc séng ctia con nguwdi. Tat ca nhitng diéu nay da dwoc thé
hién ngay trong gia tri thwong hiéu ctia Orange: trung thic, thang than, than
thién, mdi la nhung cling day nang dong.

Cau chuyén ctua Oakley

Truwdc day, kinh mat don thuan dung dé ho trg cho nhitng ngwoi cé van dé vé
thi Iyvc. Nhung khi thoi gian troéi qua va nén cong nghiép phuc vu doi song
xuat hién, kinh mat da phat trién thanh mot mat hang. Gi¢ day cho du ban c6
van dé veé thi luc hay khong thi viéc deo kinh van rat “thu vi”. Hon nita cac
kiéu dang cfling ngay tr@ nén da dang. Oakley la nhan hiéu c6 cac san pham
kinh hop thdi danh cho ca loai kinh thoi trang va dong kinh thudc. Cong ty
tham chi con néi rang dong kinh thudc ctia minh “half science, half art” (vira
khoa hoc vira nghé thuat). Néu ban hoi 1 ngudi rang tai sao ho lai chon
Oakley t6i chac rang ho sé tra 10i 1a “Béi vi ching rat hop thoi trang”, hoac
“B@i vi toi mudn trong banh hon”. Ngoai cac san pham kinh, Oakley con
san xudt giay va dong ho cho cd nam va nit giéi (cong ty noi tiéng vGi cac
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loai may thoi gian twong ty cia minh) va cac do phu kién. Oakley da tan
dung t6i da boi canh khong chi ndi dung.

Cau chuyén cua Crayola Works

Crayola Works thuc sy tr¢ thanh thién dwong cho nhitng dita tré & liva tuoi
yéu thich vé voi. Cac san pham Crayola tao ra la nhitng dung cu my thuat
nhu sap va chi mau, cling giong nhu san pham ctia cac nha san xudt khac.

Vay diéu gi tao nén sy khac biét gitta sdn pham ctia Crayola Works véi cac
san pham khac?

Nhitng ctta hang ctia cong ty dugc thiét ké rat hap dan... D6 chinh la sy
khac biét!!!
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Ngay tir bén ngoai mot cita hang Crayola Works ciing khién ngudi di qua
phai mong wéc dugc vao trong ngam nhin. Ctta hang dwgc thiét ké vdi nhiéu
mau sac bat mat khac nhau.

Mot khi da vao bén trong, ban sé c6 cam giac nhu minh vira buéc vao mot
hop sdp mau. Nhitng cdy c6t trong subt chita day but sap da mau. Crayola
con cung cap nhitng bic tranh den trang cia loai xe Volkswagen Beetles dé
tré em to mau.

Ngoai viéc giup cho khach hang dé dang phan biét ctta hang cta Crayola
Works véi cac doi tha canh tranh, muc dich cuia viéc tao nhitng ctra hang hap
dan la dé phat trién moi quan hé sau sac hon véi khach hang. Da6i ngii tiép
thi ciia cong ty lubén la ban cda tré nhé, lang nghe moi 16i n6i ctia nhitng
khach hang nhé tudi nay va san sang gitp ching.

Nhuwng dé khong chwa phai 1a tat ca bai Crayola con lam duwgc hon thé niva
v&i sdn pham ctia minh. Cong ty dong goi nhitng cay sap thong thwong trong
bao bi hdp dan, tham chi con c6 ca hwong thom dé chiu ma theo nghién cttu
thi nhitng mui hvong nay dugc nhan biét nhanh nhét chi sau mui café va bo
dau phong.

Cau chuyén cuta ctta hang Virgin Music
Ban cam thay gi khi buéc vao 1 ctra hiéu ban cassette ?

Ngoai viéc nhin thdy mot bo swu tap bang cassette trén gia, chac chan ban
con nghe thay am thanh t* mo6t chiéc bang khac dang dwgc bat. Néu ban
mua 1 bang va muon nghe tht, ban c6 thé dén mot gian dac biét cta cira
hang noi ban c6 thé cho bang cassette hay dia CD ctia minh vao mét dau
may da duoc dat & do.

Richard Branson, nguoi sang lap ra Virgin - cong ty co linh vyc kinh doanh
da dang tir hang khong dén du lich, da bién nhitng ctra hang bang dia nhac
thanh 1 cai gi do thuc sy khac biét.
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Virgin Music Store cung cdp mot khong gian dac biét c6 tén goi “ headset
station” nai bat ki ai ciing c6 thé nghe loai nhac wa thich theo cach ho muon.
Hon thé nita, Virgin con cung cdp mot khéng gian dugce trang bi rat nhiéu
ghé tya tién lgi. Nhiéu nguoi tredng thanh da danh hang gio thoi gian roi
cta minh ¢ d6. Ngoai gh€é twa, Virgin con trang bi thém 1 quay bar.

Ngbi trong mot ctra hang bang dia nhac da tré thanh mot tha vui lac ranh
roi, mot cai gi do thye sy khién khach hang cam thay thoai mai !!!

Cau chuyén cta David Jones
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Chia khoa tao su khac biét nam & boi canh va noi dung. Tuy nhién, b6i canh
la diéu lam nén s thanh cong.

David Jones, ctta hang bach héa 1au doi nhét khong chi ¢ Uc ma ca trén thé
gidi van kinh doanh dwéi cai tén ban dau ctia minh, tao sw khac biét v&i cac
ctra hang bach héa khac & Uc bing béi canh cia minh. V@ co ban, san pham
ctra hang bay ban khong khac nhiéu so véi nhitng san pham & cac noi khac.
Nhung, dé tao su khac biét, David Jones da cam két cung cap dich vu mang
tam c@ quoc té. Vi thé, ctra hang da thué nhitng “nhan vién don ti€p khach
hang” dé chao don ngwdi mua hang va dwa ra nhitng 10i khuyén la nén tim
nhitng mat hang can mua & dau. Ngoai ra, cong ty con dao tao nhitng chuyén
gia trang tri ndi that dé gitp khach hang giai quyét cac van dé lién quan dén
bai tri do dac trong nha. David Jones con c6 nhitng chuyén gia gitip khach
hang lwa chon nhitng loai hoa tot nhat dé chuyén tai thong diép ctia ho. B0
phan dich vu ctia céng ty cling dap ng nhitng yéu cau dac biét ctia cac cong
ty khéac va cac khach hang la doanh nhan bang viéc phat nhitng phiéu tang
qua mién phi cta David Jones cho cac khach hang, nha cung cip va nhan
vién. Ngoai ra cong ty con c6 dich vu mién phi dac biét danh cho phu nit
mang tén Rose Clinic cung cdp dich vu kham sitc khée c6 mot khong hai
ngay tai ctra hang. Trung tam nay cung cap rat nhiéu loai hinh dich vu cham
soc sttc khoe cho phu nit nhu: chup X quang ngwe, do huyét ap, thir mau va
dich vu siéu am chan doéan bénh lodng xwong.

Do 1a ly do vi sao khi néi dén kinh doanh dich vu thi khéng ctra hang nao
nhu cuia David Jones!

Loi khuyén dé thanh c6ng tai sao Kim

1. “Khac biét hon 1 chit” bao gig cling quan trong hon “t6t hon 1 chut”.
Néu sur khac biét nam & mat ndi dung, san pham sé dé bi sao chép hon néu
s khac biét nam & cach thitc cung cdp, bdi khac biét vé cach thirc cung cap
sé gay nhiéu kho khan hon cho viéc sao chép. Hay quan sat cic hang hang
khong khac nhau st dung cac may bay twong tw nhw ctia Singapore Airlines
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nhing ho van khong thé bat chwdc duwge nhitng nu cuwdi than thién trén
khudn mat cia cac nit tiép vién hang khéng ctia hang nay.

2. Co thé tao khac biét trong boi canh thong qua nhitng khac biét vé mat ha
tang. Hay nhin vao vi du ctia Amazon! Nhitng cudn sach cong ty nay ban co
thé khong khac may so véi sach cia cac cira hang khac, nhung dugce sy ho
trg ctia cong nghé, Amazon cho phép ngwdi mua c6 thé so sanh bat ky
quyén sach nao ma ho mudn mua vdi sach cia cac hang khac va cho phép
ho mua ban mot cach dé dang. Hay nhv hang hang khong Singapore
Airlines lai dya vao nguon nhan lyc ctia minh dé tao nén su khac biét so véi
cac hang hang khong khac.

3. Hay chu y dén tiép thi ngoai bién! Dac biét néu ban kinh doanh trong mot
nganh cong nghiép dich vu. Khi khach hang thwdng thitc mén an tai mot nha
hang nao do, doi lic cai ho muon thuwéng thitc khong chi la thic an dwgc
phuc vu ma con la khong khi tai do.
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NGUYEN TAC #14: SAN PHAM

San pham va dich vu can la mét trai nghiém

Ky tc, thap sang nhitng goc t6i tam hon ta.
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Lan nwéc mo swong, nhitng ky *c mu6n mau.
Vé mot thoi ta da qua...

Ca khic buon The Way We Are ctia Barbara Streissand lam song day nhitng
hoai niém vé mot thoi da xa. Noi khac khodi vé mét qua khir da tac dong rat
nhiéu dén chiing ta. Vai ngudi trong so ching ta cé thé sé nhd thoi thanh
nién ctia minh da tr6i qua thé nao - nhitng hoat dong, nang lwong, sw vo tw
ly, va nhitng tinh cam hanh phuc.

Qua kht that tvoi dep...

Hoai niém la mot xic cam sdu nang dang ngay cang dwgc cac nha tiép thi
khai thac trong b6i canh dan s6 ngay cang cé tudi tho cao hon. Tuy nhién,
chi c6 thé khoi day su hoai niém bang cach st dung ding van héa va biéu
twgng tinh cam trong mot thé hé nhat dinh.

Hay xem loai xe The New Beetle

Phién ban mdi cia VW Bug da st dung mot cach khon khéo khau hiéu
“Less flower. More power” (Giam hoa 1a. Tang c6ng suat) khi gidi thiéu
chiéc The New Beetle. D6i v6i nhiéu nguoi trong s6 cac ban, viéc xem
quang cao nay ciing giéng nhw mot chuyén nguge thdi gian: thé hé Flower
Power sang choi cta nhitng nam 1960, sy hoang da cua festival Woodstock,
cung nhitng biéu twgng ctia qua khit nhw Jimmy Hendrick, Miles Davis, the
Beatles, the Rolling Stones, va ngay vang son cua nhitng nguwdoi hippy noi
loan. Thoi ky do cling danh dau ky nguyén ryc r& cia Volkswagen. Nam
1968, trén dinh cao ctia thanh cong, VW da ban dugc 423.000 chiéc Beetles
chi tinh riéng ¢ My!

The New Beetles mu6én nhd nhitng nguwdi dam mé Beetle “khéi phuc lai”
nhitng ngay huy hoang cuia thé hé Flower Power, thoi ky cta sy thang than
va cGi m@. Vi vay quang cao viét rang, “Néu ban ban tam hon cta minh
trong nhitng nam tam muoi, day la co héi dé ban mua lai.”
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Vi The New Beetle, Volkswagen noé luc 1ap lai thanh cong da c6 tir nhitng
nam 1990. Phién ban md&i cuia Beetle dugc trang bi moi tinh nang hién dai
nhitng ngwdi mua xe yéu cau, nhw 4 tdi khi, 6 cam cho dién thoai di dong,
banh l4i diéu chinh dwgc, hé thong am thanh hang dau, cling nhw hé thong
khod trung tam diéu khién tir xa. Tém lai, d6 la chiéc Beetle cho mot thién

nién ky mai.

T #mr Bestin by code-gatohis @

Tuy nhién, day khong phai ly do chinh VW hy vong khach hang sé mua xe.
Vi dang tron va ba vong cung khac thwong von da qua quen thudc va co
thé khién moi nguwdi bat cuoi, The New Beetle c6 mot sitc quyén ri hoan
toan mang tinh cdm xdc. VW muoén mang trdi nghiém cta thé hé flower
power trong nhitng ngay huy hoang tdi thoi diém hién tai. Ho c6 gang “bay
t6 long ngwong mo” trwdc tinh than noi loan cua nhitng ngwdi hippi nhitng
nam 1960.
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The New Beetle c6 gang “bdo vé” va bay to long nguwéng mo trudc nhitng
trai nghiém khong thé quén trong qua khit ctia khach hang.

Vuot len trén tinh nang va 1gi ich!!!

O Venus, dé chién thdng trong cudc canh tranh, dii muén hay khong san
pham hay dich vu cta ban phdi tao ra mot cam xic dang nhé mang lai cho
khach hang mot trdi nghiém. Ban phai mang lai cho khach hang cta minh
nhiéu hon ca tinh nang va lgi ich. Khong lam dugc diéu nay, san pham hay
dich vu cta ban sé van chi dwgc coi nhv mét loai hang héa - ngay ca khi
thwong hiéu ctia ban cé gia tri rat cao.

Hay suy nghi vugt lén trén tinh nang va lgi ich!!!

T6i nhé lai hai nhém “tiép thi ci” va “tiép thi méi” ma Bernd Schmitt da
gi6i thiéu trong cudn sach da trd thanh kinh dién cta ong, Tiép thi Trdi
Nghiém. Toi coi “tiép thi ci” ma 6ng no6i dén khong gi khac chinh la “tiép
thi & sao Hoa” - hay chinh xac hon la tiép thi trén Trai Dat khi van con ly tri
nhw sao Héa. Mat khac, “tiép thi méi” cling giong nhw Tiép thi theo phong
cach “Sao Kim” - hay tiép thi trén Trai Dat khi da chuyén sang giau tinh
cam nhv sao Kim.

Theo Schmitt:

O sao Hoa, khach hang chd trong cac tinh ning va 1gi ich.

Trong khi do tai sao Kim, ho chu trong vao trai nghiém cho minh.
O sao Hoa, khach hang dugc coi nhw nhitng dong vat giau 1y tri.

Trong khi do tai sao Kim, ho dugc coi nhw nhitng dong vat c6 ca ly tri va
tinh cam.

O sao Héa, cic loai san pham va canh tranh thuong dwgc nhin nhan theo
nghia hep.
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Trong khi do tai sao Kim, ching thuwong dwgc nhin nhan trong boi canh tiéu
dung tong thé.

O sao Hda, cac bién phap va cong cu tiép thi thudng citng nhéc, gidu tinh
phan tich, dinh tinh, va dung ngon ng.

Trong khi dé tai sao Kim, chiing thwong dinh tinh va chiét trung.

Moi cong ty tai sao Kim phai tao ra nhitng san pham va dich vu c6 thé mang
lai trdi nghiém khé quén, vé mat vat chat, tinh cam, tri thitc, hay tham chi
néu co6 thé mat tinh than.

Mat vat chat: danh cd dém dai tai m6t nha hang Hard Rock Café, moi giac
quan cua ban sé dwgc ap u trong mot bau khong khi day say mé cia nhac
rock tir nhitng nam 1970; nhitng birc anh va nhac cu cua cac ngbi sao nhac
rock huyén thoai tir The Beatles dén Eric Clapton; nhitng chwong trinh nhac
song vdi nhip diéu ron ra, va dich vu than thién doc dao cua Hard Rock.

Mat tinh cam: doi vdi mot so ban nit, doc Cosmopolitan 1a m6t phan tinh
cach caa ban, va la cach thé hién ban la nguwoi phu nit hién dai, doc lap,
khong bi gidi han trong nhitng gi nam gidi xac dinh cho ban, ty tin va la
chinh minh, diing cdm, mét phu nit “chinh phuc thé gi¢i” va khong bi “thé
gidi chinh phuc,” v6i mdt tam nhin ¢ tdm voc thé gidi. Vé co ban, ban la
mot phu nit vui tinh va khong sg hai.

Mat tri thitc: tham gia vao mot héi thao vé gido duc trong hai tuan tai khoa
Kinh doanh cia dai hoc Havard la mét trai nghiém vé tri thitc khong thé
quén bagi ban phai kham pha nhitng kién thitc quan ly méi nhat va hay nhat
trén hanh tinh; dugc nhitng gido sw sang gia nhat trén hanh tinh gidng day,
stt dung nhitng modun va phwong phéap gidng day tot nhat trén hanh tinh.

Mat tinh than: doi theo cac budi néi chuyén va cau kinh Koran cta nha
thuyét gidang dao H6i nguwdi Indonesia ndi tiéng Aa Gym, ban sé kham pha
s binh yén cua trdi tim & thé gigi nay va ca thé gidi sau nay. Ban sé tim
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thay binh yén nh¢ lang nghe va cam thu nhitng quan diém trong 10i day cta
ong, ban sé tim thay sw chan thanh thyc sy va sy phuc tung ti* tdm can nho
cau nguyén cung 6ng, ban sé tim thdy sy diu mat tdm hon nhd cham chu
lang nghe nhitng 10i khuyén hitu dung ctia 6ng vé cach thitrc t6 chirc doi
song vat chat cia minh: 16i khuyén vé doi song gia dinh, vé viéc vugt qua
nhitng cam xic ganh ghét va thu oan, vé cach giit cho trai tim ban khong bi
hoen 0, va nhiéu diéu khac nira.

Vuot len trén Sy théa Man ctia Khach Hang!!!

Trong qua khit khi Trai Dat van giong sao Hoa, khach hang van c6 thé cam
thay hai long v&i san pham chat lwgng va dich vu t6t. Nhwng ngay nay, khi
Trai Dat da tré thanh sao Kim, san pham t6t va dich vu hoan hao van chwa
da. Trong khi trede day, sy hai long ctua khach hang la thuée do cho thanh
cong cua san pham tot va dich vu hoan hdo, thi ngay nay thuwéc do d6 khong
con phu hgp ntta.

Hay nghi vuot 1én trén sy hai long caa khach hang!!!

Toi thuc sy thich mo hinh Joseph Pine II va James Gilmore, hai chuyén
gia di tién phong trong kinh té trai nghiém, da tao ra. Hai 6ng da kham pha
ra rang nhitng gi cac cong ty mang lai cho khach hang cé thé ¢ dang hang
héa, san pham, dich vu, hay trdi nghiém. La nha san xuat, ban c6 thé Iya
chon minh mudn ban mot hang hoéa véi gia thi treong, diéu nay han nhién dé
dang, hay muon ban maot trai nghiém véi gia cao hon, cho du diéu nay qua
c6 kho hon rat nhiéu. D€ bién mot hang héa thanh mot trai nghiém, ban phai
tién hanh viéc diéu chinh lién tuc va thuwong xuyén cho phu hgp véi khach
hang.

Dai véi toi, diéu thu vi cia m6 hinh nay la trwdc day, khi Trai Dat van giong
sao Hoa, Trai Dat da trai qua thoi ky Kinh Té Dich Vu véi chi riéng san
pham va dich vu chat lvgng cao da du dé thoa man khach hang. Va khi do,
su’ thoa man cua khach hang la thwéc do cho thanh cong ctia nhan hiéu.
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Gio day, khi Trai Bat da chuyén sang giong sao Kim va di vao thoi ky Kinh
Té Trai Nghiém, viéc ban chi c6 nhitng san pham va dich vu “dwgc” 1a chwa
da. Chung phai mang lai dugc nhitng cam giac va tradi nghiém sé tré thanh
co s@ cho sy trung thanh cia khach hang. Do c6 thay doi nay, khai niém veé
su hai long caa khach hang gio da khong con phu hgp. T6i khéng noi rang
su hai long cua khach hang la khong can thiét. Biéu nay rat quan trong va
can thiét, (m6t lan nita hay dé toi néi rang: rat quan trong va can thiét!!!)
nhung sy hai long ctia khach hang van chwa du.

San pham va dich vu da tré thanh mot thi dugc trao tang - san pham va dich
vu von da la mot hang hoa!!!

Dé chién thang tai sao Kim, sdn pham va dich vu cia ban phai cé kha nang
kich thich giac quan cua khach hang; cham t&i trai tim khach hang; kich
thich mat tri thitc ctia khach hang; va néu cé thé dwa tinh than ctia khach
hang t6i sy tinh ldang, binh yén va diu mat trong tam hon. Diém cudi cung
nay quan trong, tai sao vay? Bd&i, ding nhw cac chuyén gia vé tiép thi trai
nghiém Diana Lasalle va Terry Britton da néi, “néu nhan hiéu cia ban mang
lai cdm giac yén binh, dé la diéu vo gia.”

Chung ta thwong thay nhitng nhan hiéu c6 phan héi tot hon nhitng nhan hiéu
khac va c6 nhitng khach hang rat trung thanh ngay ca khi san pham cta ho
khong c6 chat lwgng tot hon hay khi ho khong mang lai sy hai long cho
khach hang. Chuyén gia vé sy trung thanh ctia khach hang Fred Reichheld
noéi rang doi véi nhitng cong ty hang dau thé gigi cé long trung thanh virng
chac caa khach hang, nhan vién va khach hang caa ho thyc ra lai thwong
xuyén cam thidy khong hai long.

Sao c6 thé nhw vay?

Rét don gian. Nhitng sdn pham nay c6 kha nang xay dung moéi quan hé tinh
cam vGi khach hang t6t hon cta nhitng déi thu canh tranh. Ching c6 kha
nang tao trai nghiém t6t hon qua nhiéu dang thitc khac nhau:
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« Xay dung nhitng twong tac vé cam gidc cta san pham va dich vu dugc
cung cap, nhu Absolute Vodka da lam véi bao bi don gidn nhung tao nha
cua minh.

« Han ché su san c6 cta san pham dé tao “trdi nghiém chi c6 mot” nhw
Starry Night (Pém day sao) va Sunflowers (Hoa huéng dwong), hai kiét tac
cua Vincent Van Gogh, da dugc mua vdi gia hang triéu do la.

» Tao ra tinh d6c quyén cho san pham thong qua viéc thanh lap cac cau lac
bd va cong dong khach hang nhw Harley-Davidson da lam vé&i nhom nhitng
nguoi s@ hitu xe Harley-Davidson (HOG).

 “Cho san pham Ién san dién” bang cach tao ra sy kién, véi muc dich 16i
kéo khach hang vao cac quy trinh kinh doanh ctia cong ty, bat ké trong khau
thiét ké, san xuat, dong goi, hay phan phdi san pham, nhu Disney da lam véi
cong vién cta minh, hay thanh dia ctip bong da thé gi¢i luén thu hit sy quan
tam ctia moi ngwdi dan trén Trai Dat, bat ké nam hay nit, gia hay tré, tit vién
chitc cao cap dén ngudi don ban.

 “Cho san pham Ién san dién” bang cach tao ra sy kién, v6i muc dich 16i
kéo khach hang vao cac quy trinh kinh doanh ctia cong ty, bat ké trong khau
thiét ké, san xuat, dong goi, hay phan phdi san pham, nhw Disney da lam véi
cong vién cta minh, hay thanh dia cip bong da thé gigi luén thu hit sy quan
tam ctia moi ngwdi dan trén Trai Dat, bat ké nam hay nit, gia hay tré, tt vién
chitc cao cap dén ngudi don ban.

Mot khi ban da tao ra trai nghiém cho san pham hay dich vu ctia minh, moi
nguoi sé luon nhd téi ban. Dya trén trai nghiém do, khach hang sé lién tuc
ghé tham va chia sé cau chuyén cua ho vé trdi nghiém d6 véi ban bé minh.
Ho sé trd thanh nhitng tdm bién quang cao di dong cho san pham va dich vu
cua ban.
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Hay nhin Carnegie Hall. T6i chac chan rang nhitng ai trong s6 cac ban da
tirng ghé tham sé dé xudt cho ban be, cong sy va gia dinh minh thinh thoang
t6i dé dé trai nghiém cadm giac duwgc ngoi do, lang nghe nhac c6 dién. Mot
chwong trinh biéu dién nhac c6 dién hay doc tdu sé trd nén that khac thwong
khi dugc thue hién ¢ Carnegie Hall. Noi day c6 ba phong 16n: Thinh phong
Isaac Stern cho trinh dién nhac ¢6 dién, phong doc tau Joan va Sanford I.
Weill danh cho doc tau hay hoa nhac thinh phong, va phong Judy va Arthur
Zankel cho cac su kién vé gido duc.

Ngai Isaac Stern qua c6 da tirng néi, “noi day nhan lay nhitng diéu ban lam
va bién n6 thanh khac thwong.” Carnegie Hall qua la mdét noi tao trai
nghiém.

Bat ky diéu gi cling c6 thé thanh mot trai nghiém

Bat ké sdn pham cuda ban la gi, ban dang & trong linh vic kinh doanh nao,
ban déu cé thé Iwa chon liéu minh mu6n ban mot hang hoa, san pham, dich
vu hay ban mot trai nghiém. Két qua rat roé rang: nhitng gi ban cung cap cho
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khach hang cang nghiéng vé phia hang hoéa, khoan lgi nhuan ban thu vé cang
nho. Mat khac, nhitng gi ban cung cdp cho khach hang cang nghiéng vé phia
trai nghiém, ban cang c6 thé dat ra mot gia cao hon. Ban sé chon phia nao?

Nhung ciling can nhé mdot vai két qua khac. Nhitng gi ban cung cap cang
nghiéng vé phia hang hoa, moi viéc cang don gidn cho ban, bdi ban chi can
trich it ra. Ban khong can mot nhan hiéu, ban khong can dich vu cho khach
hang, ban khong can tao sw khac biét; bdi moi hang héa déu giong nhau trén
thi trong, nén ban cling khong can dinh vi. Ban khong can huéng t6i khach
hang.

Mat khac, nhitng gi ban cung cap cang nghiéng vé phia trdi nghiém, moi
viéc cang kho6 khan cho ban. Sé 1a khong dd néu ban chi xay dung nhan
hiéu, dinh vi, hay tao khac biét. Ban phai lam hon thé nhiéu bang viéc kéo
duwgc khach hang ctia minh vao quy trinh kinh doanh; ban phai c6 kha nang
tuy bién sdn pham cta minh theo cac khach hang, va néu can theo tirng
khach hang. Ban phai c6 kha nang bién san pham ctia minh thanh mot
“chwong trinh” thu hut duge tam tri va trai tim khach hang cua ban trong
suot thai gian chwong trinh d6 dién ra. Tat ca diéu nay khong hé dé dang.
Mot lan nita, ban sé chon phia nao: hang héa hay trai nghiém?

T6i mudn noi rang bat ké ban mang gi dén cho khach hang, va bat ké linh
vure nao ban dang kinh doanh, nhitng gi ban mang lai cho khach hang déu c6
thé 1ay tir hang hoéa, sdn pham va dich vu ro6i bién thanh trai nghiém. Hay
nhin vao vi du sau vé ca phé.

* Ca phe tho, hay thvong dugc goi la ca phé xanh, la mot hang hoa c6 gia ca
hoan toan do thi trtong quyét dinh. Do khi d6 gia ctia ca phé giong nhau,
hang héa nay dugc ban theo s6 lwgng dwdi cac don vi mét kilogram, mot
tram kilégram, hay mot tan.

» Khi ca phé nay da dugc ché bién, c6 mot hwong vi riéng, dwgc dong goi va
dan nhan, gia st nhan Steamship hay Nescafe, ca phé nay da dwgc nang cap
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1én thanh san pham, khong con la hang héa nita.

» Néu ca phé nay sau dé dugc dung dé phuc vu trong mét khach san bon hay
nam sao, né da lai dugc nang cdp 1én thanh dich vu. Mot khi ca phé da tré
thanh dich vy, la mot khach hang, ban sé khong con quan tam day la ca phé
nhan hiéu Steamship hay Nescafe nita, b&i diéu quan trong la do la loai ca
phé dugc st dung trong khach san Hilton hay Hyatt.

Néu sau nay ca phé d6 dugc dung trong cac ctra hang cta Starbucks Coffee
hay Coffee Bean, né lai m6t lan nita dwgc nang cap tré thanh mot trai
nghiém. Tai sao vay? Bai vi, ca phé ¢ do khong chi dwgc phuc vu v6i dich
vu t6t ma con dugc thiét ké dé tao ra cho ban mét trai nghiém khé quén. Ban
uong ca phé ¢ Starbuck Coffee khéng chi dé thwédng thitc hwong vi, ma diéu
quan trong hon rat nhiéu la cé dugc trdi nghiém vé viéc udng ca phé cung
nguoi than va ban beé - c6 dugc trai nghiém uodng loai Starbucks Coffee dac
biét do.

Thong diép rat don gian...

Néu bat ky diéu gi ban mang lai cho khach hang déu c6 thé chuyén thanh
mot trai nghiém, tai sao ban van khang khang sé kinh doanh hang héa, san
pham hay dich vu?

T6i mudn nhan manh rang tai sao Kim, ban khong con cé thé dwa vao hang
héa, san pham hay dich vu nita. Trong khi treéc day & sao Héa, ban c6 thé
Iva chon ban hang héa, san pham hay dich vy, ngay nay tai sao Kim, ban
khong con cé thé lam nhw vay nita. Ban chi c6 mét lwa chon, do6 la tham gia
vao kinh doanh trdi nghiém. Du mu6n hay khong, thich hay khong, ban phai
lién tuc nang cap nhirng gi ban cung cap cho khach hang tir hang hoa 1én san
pham, 1én dich vu va 1én trai nghiém.

https://thuviensach.vn



Chuwa du, bai viéc tao mot trai nghiém doc dao cho khach hang ban than n6
la mot trai nghiém, doi hoi sy sang tao, va chi c6 thé xay ra néu bau khong
khi trong cong ty cling mang tinh trai nghiém cho nhan vien. Mot nguoi lam
viéc trong moi treong va bau khong khi té ngat sé khong thé tao ra cai gi do
co tinh trai nghiém cho ngudi khac.

Tom Kelly, Tong Giam Doc va cling la ngudi sang 1ap cia IDEO - mot cong
ty thiét ké noi tiéng & My, da noéi trong cudn sach Nghé Thudt Sdng Tan
(The Art of Innovation) cia minh rang méi treong lam viéc phdi la noi c6
nhitng yéu t6 thich hgp dé nubi dudng sy phat trién cta nhitng y twdng chat
lwgng. Chi tuyén mo nhitng nguon lyc sang tao la chwa da, bdi néu duoc dat
trong mot moi trvong kho cirng va quan liéu, tai nang cta ho sé khong phat
trién va cudi cung cling kho héo, khién ho cadm thay that vong.
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Chi khi mot cong ty c6 thé tao ra bau khéng khi thudn 1gi cho th6i quen phé
binh va nhitng y twdng sang tao phat trién, cong ty dé mai c6 thé thuc sy
huéng lgi tir nhan vién cua minh.

Hé thong thit bac la ké thu cia mot moi treong tuyét voi. Pé cé tang trudng,
van héa trong cong ty ctia ban phéi khuyén khich va nudéi dudng nhitng y
twong hon la giét chét ching.
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Néu nhan vién cta ban cé nhitng y twéng doc dao gay stng sot nhung lai
ludn bi cap trén dit khoat bac bd, ho sé khong trinh bay nhitng y twéng do
nita bdi sy bac bo lam ho bi ton thwong, ho cam thay xau hd ghé gdm.

Khuyén khich nhan vién ctia ban Sang Tan!

Néu ban luén lam nhitng thit ban da luon lam, ban sé luén nhan dwgc nhitng
g1 ban da luon nhan dwoc!

Nghi di! Tina Catling va Mark Davies

Ty ban hay bat dau suy nghi sang tao, doc dao va khac la. Nhitng y twéng
sang tao c6 thé xuat hién bat ky noi dau, vao bat ky thoi diém nao, khong chi
vao gio lam; c6 thé khi ban dang ¢ nha, dang an trwa, hay ca khi ban dang di
chuyén.

Trong gid lam viéc, ching ta thwdng bi cac cong viéc hanh chinh chiém hét
thoi gian, vi vay duong nhu sé rat khé khan dé nhitng bo 6c da mét moi cta
ching ta c6 dugc cac y twdng sang tao.

Cudi cung chung ta cho rang chi nhitng don vi quang cdo hay nhitng nguoi
1ap di lam viéc trong linh vurc thiét ké sang tao mai co6 thé sang tao.

Dbiéu nay that sai lam!

Hay tranh xa quan diém hoai nghi d6 bdi né sé chi can tré qua trinh sang tao
cta ban va kéo ban lai v6i nhitng cong viéc hang ngay cta ban.

Cudi cung san pham hay dich vu ban cung cap sé khong khac may so véi
nhitng gi da c6 trén thi treong, hay néi cach khac, ban sé van chi tao ra hang
hoa!!

Co6 mot y twéng tot va gan chat véi y twdng do. Theo dudi nd, lam viéc vGi
n6 cho dén khi y twédng dé6 mang lai hiéu qua.
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WALT DISNEY

Co gang ban luan y tuwéng cua ban vgi dong nghiép va hoéi y kién ho. Hay
cung nhau suy nghi that hiéu qua! Cudi cung mot van hda sang tao sé tw nd
dwoc hinh thanh...

Ban dang kinh doanh trai nghiém, néu khong biét diéu do ban sé khong thé
ton tai!!!

Cau chuyén cua Apple

Cai tén Apple chac han khong xa la vGi cac ban. Ngay nay, cai tén nay dong
nhat véi mot cong ty rat sang tao da san sinh ra cac san pham trai nghiém.
iMac, iPod, iTunes, iPhoto va iMovie chi la mot vai trong s6 d6. Cho du
cong ty hoat dong trong mot linh vire lién quan mat thiét dén cong nghé cao,
Apple chuwa bao gid quén quyét tdm sé tao ra nhitng san pham tuyét voi cho
khach hang...

Mady tinh man hinh phang iMac qud 1a mot trdi nghiém... iLife la b suwu tap
cac chuong trinh dwoc cung cap trong moi loai Mac mdi va cling c6 thé mua
dugc riéng 1é. 5 ng dung da bién mdy tinh cia ban thanh mot studio tai nha:
iMovie, iDVD, iPhoto, GarageBand dé ban c6 thé tao va phoi nhac cuda
chinh minh, cung véi iTunes (mot loai hdp nhac so)...

Khoéng ai cé thé pht nhan thay d6i ma Apple da tao ra that khac thuwong va
c6 moi lién hé khong thé tach roi véi tai nang ctia Steve Jobs - 6ng hoang
ctia may tinh Apple. Khong chi tao ra nhitng san pham c6 tinh trai nghiém,
Apple con tao ra nhitng phong trung bay va cta hang c6 tinh trai nghiém,
nhitng gi Jobs thich goi v6i cai tén “trai nghiém cho nguoi st dung Apple.”

Apple da cho thay rang hoat dong trong mot nganh cong nghiép lién quan
mat thiét dén cong nghé khong phdi 1a mot rao can dé tao ra nhitng san
pham c6 tinh trdi nghiém, cung cap cho khach hang mot cam giac doc dao
c6 mot khong hai. D6i véi nhitng nhan vién cta Apple, day khong chi la mot
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cong ty tao ra may tinh hay cac thiét bi phttc tap khac, bdi Apple la mot
cong ty hoa tron dwgc cong nghé, thoi trang va phong cach séng. Hay xem
xét sau hon mot trong nhitng san pham ctia Apple, chiéc iPod.

Nghe va thwdng thitc nhac hay khong phai ltic nao ciing c6 nghia ban phai
s@ hittu mot hé thong sub woofer hoan chinh hay c6 mot bo swu tap day du
cac dia CD. Chiéc may nghe nhac ky thuat s6 iPod cua Apple rat méng. Nhe
hon 2 dia CD, c6 thé lvu dugce téi 10 nghin bai hat hay hang nghin bitc anh
k¥ thuat s6, va cling c6 thé hoat dong nhw mot chi€c may ghi am ca nhan.
Chét Iwgng am thanh thé nao? Co thé con tot hon tiv gian woofer ctia ban.
V@i am thanh bass tuyét voi, ban sé cam thdy nhu thé minh dang trong rap
hat hay xem mot budi hoa nhac trye tiép khi ban nghe chiéc iPod nay.

iPod hoan toan la mot san pham co6 tinh trdi nghiém. Phan quang c4o ctia san
pham nay cho thay iPod c6 thé thay d6i mot ngwoi hay nguwgng ngung,
nghiém tdac thanh mot ngwdi s6i ndi. Hién t6i dang s& hitu mot chiéc va
hiém khi khéng mang san pham trai nghiém nay theo minh ma dé né & nha.
Vé mat chitc nang, chiéc iPod thuc sy la chiéc may choi nhac s6 than thién
v6i con nguwoi. Vé mat tinh cam, n6 c6 thé cai thién tam trang cho ban. To6i
chac chan rang diéu khién khach hang mua chiéc iPod la lgi ich chitc nang
cta no6 ciing nhu trai nghiém né c6 thé mang lai.

Cau chuyén cta Las Vegas

biéu gi dp ngay vao tam tri ban khi t6i nhac tGi “song bac” hay “cudc séng
vé dém ky diéu”? Las Vegas. Ban néi ding!! Las Vegas ndi tiéng la thanh
pho cua nhitng song bac, v6i cudc song vé dém tuyét voi. Nhitng nguoi tGi
d6 noi rang Las Vegas la thién duong giai tri. Bat ké ban muon lam gi, ban
déu c6 thé lam & Las Vegas. Bat ctt khi nao ban mu6n xem mét chwong trinh
biéu dién, ban déu c6 rat nhiéu lwa chon, t* La Femme, Mamma Mia!
Zumanity, the Blue Man Group dén Legends in Concert va Rita Rudner.
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Las Vegas la mot 101 moi chao nhan hiéu c6 mot khong hai. Loi moi do la ca
thanh phé la mot trai nghiém. Nhitng nguwoi da dén dé6 mang vé theo ho mét
cam xuc ddc biét, ho cdm thdy minh da c6 mdt trdi nghiém khéng thé quén
ma khong noi nao khac c6 dwge. Choi bai trong song bac khong bao gio
tuyét voi nhu khi choi & Las Vegas.

Cau chuyén vé Ctra hang trai nghiém ctia NBC

Nhan hiéu truyén hinh NBC la mot hién twgng cé tinh lich si. Khi quyét
dinh xay dung mot khong gian ban 1é kinh doanh chwong trinh truyén hinh &
New York, cong ty da biét khan gid ctia minh la ai. NBC muon tao ra mot
ctra hang sé dwa khach hang hoan toan chim dam vao trdi nghiém cta nhan
hiéu va sau d6 bién sy gan bé cta khan gia véi minh thanh viéc mua nhitng
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hang hoa gia cao cua cong ty. Khong gian nay duwgc goi la “Cira hang Trai
nghiém cua NBC.”

Rockefel lcr“ﬁ]ﬁ Za"

»

bung vai tén goi cda cita hang, NBC da xay dung dugc mot thit ma cé thé
n6i mot cach cong bang rang di mang lai mot cudc trinh dién an twgng
khong bao gio chdm dit. Ctra hang c6 thiét ké ndi that da cap tuyét voi voi
thép gan gwong, hang tram man hinh tivi dat khap noi cho ban thuéng thic,
gidi thiéu nhitng gi n6i bat cua cac chuwong trinh hién c6, va mot san nha trai
vai son in nhitng bitc anh lau nam den trang vé nhitng chwong trinh ti truée
day ctia NBC. biéu thyc sy thu vi 1a du khach cé thé nhdy vao mot chwong
trinh va tré thanh mot phan ctia nhan hiéu NBC. Két qua ctia khéng gian trai
nghiém nay la NBC da tao dwgc mot lwgng 16n nhitng ngudi thich mua hang
va dong thoi cing c6 dugc moi lién hé tinh cdm giita khach hang va nhan
hiéu.
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Cau chuyén cia TONI & GUY

Guisseppe va Gaetano Mascolo khdi nghiép tit nam 1950 cung bo cuta
minh la Fransesco Mascolo ¢ London.

biéu gi da gitp ho song sét va tham chi giang rong doi canh tdi nhiéu quoc
gia trén thé gigi?

Ho vuot 1én trén nhitng dich vu théng thwong! Ho bién mét tiém udn téc
thanh mat trdi nghiém vé kiéu téc hoan toan mdi mé.

Dbiéu gi sé xdy ra khi ban muén dén mot tiém udn téc dé thay doi kiéu téc
cua minh?

Ban c6é cam thay béi réi khi chon kiéu nao phai phu hgp v6i khuén mat va
phong cach cua ban?

Ban c6 lo so két qua sé khong nhw y dén mitc lam ban ngai khong dam ra
khéi nha?

Nhitng cau hoi don gian nay hau nhw luon xuat hién trong tam tri moi nguoi
troedc khi ho dén tiém udn toc, dac biét la nit gidi, hay nhitng ngwdi dan 6ng
quan tam dén vé bé ngoai von ciing rat lo lang cho phong cach cta ho.

Rét khé c6 thé tim duwgc mot tiém udn téc thyc sy quan tdm dén viéc phai
phu hop véi khuén mat, kiéu toc, phong cach an mac ctia khach hang truéc
khi cat téc cta ho. Do vay két qua thwong khong nhw y béi kiéu téc cua cac
ngoi sao trén tap chi co6 thé lai hoan toan khéng phu hgp véi ban.

Chuoi tiém udn téc ¢ virong quéc Anh Toni & Guy c6 1é da kha nang tra 10i
moi lo lang ctia ban vé van dé nay...
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Céac chuyeén gia phong cach cia ctra hang phai tw van mién phi cho khach
hang treedc khi cat toc. Khudn mat, kiéu téc va gu an mac cta khach hang sé
dwgc phan tich trwde tién sao cho kiéu téc danh cho ho sé thyc sy mang tinh
ca nhan.

Ngoai viéc cam thay hai long véi két qua, khach hang con dugc trai nghiém
dich vu tuyét voi mang dam dau an ca nhan va doc dao, nhw thé ho la mot
ngoi sao hay mot triéu phu.

Cau chuyén cta Sovereign Hill

Can hiéu rang dich vu gio la chwa da dé théa man khach hang. Trai nghiém
la yéu t6 bat budc.

Sovereign Hill ¢ Ballarat, Victoria, Uc 1a noi thic sy mang lai trai nghiém
vé lich st nhitng ngay thang ctia cudc tim vang va co hoi dugc trai nghiém
cudc song cua nhitng nam 1850.

Vé co ban, Sovereign Hill la m6t bao tang. Tuy nhién, cau chuyén cua bao
tang nay khong chi dugc ké bang 16i va tin hiéu, va khach tham quan khong
bi tap hgp thanh nhém theo nhitng chwong trinh thuyét minh tron goi.

Bang viéc tham gia va tiép xtc truc tiép vdi nhitng nguwoi thuyét minh cda
Sovereign Hill, khach tham quan ty hinh thanh cai nhin ctda riéng ho vé qua
khit. D€ du khach ty do lya chon tuyén dwdong ctia minh quanh Sovereign
Hill va tham gia vao mot loat cac hoat dong la cot 16i cua y twdng vé mot
trdi nghiém lich st séng. Vi du, & khu Diggings, du khach c6 thé dung gau
dai vang THAT duéi cac lach nwéc hay kham pha thé gi¢i dwdi long dat cia
nhitng nguwdi thg mo & khu Red Hill va Quartz Mines. Thém vao do, &
Sovereign Hill du khach sé tim thdy & nhitng khu dao vang c6 ngudi sinh
song, day la nhitng tinh nguyén vién c6 trang phuc phu hgp va sé rat hanh
phiic dugc néi chuyén vGi du khach vé cudc séng ¢ khu dao vang hay tao
dang cho ho chup nhitng birc hinh.
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Hau hét cac cira hang trén pho Main & Sovereign Hill déu m& cita ban cac
loai sdn pham c6 trong nhitng nam 1850. Du khach c6 thé mua do6 sat, do
thiéc, do dong, do go, hay do sit, keo, nhitng ban in, cling nhw rat nhiéu loai
thyc pham va my pham khac nhau. Thg tht cong & Sovereign Hill ban mot
loat nhitng d6 d6c nhat vé nhi lam theo thiét ké ctia nhitng nam 1850.

Loi khuyén dé thanh c6ng tai sao Kim

1. S dung khai niém Giac quan - Cam nhan - Suy nghi - Hanh dong - Lien
hé cua Bernd Schmitt mot cach hiéu qua. Pau tién, kich thich 5 gidc quan
cta khach hang - “Giac quan”: cho ho quang canh dep, mui thom dé chiu,
ti€p xuc thu vi, loai nhac phu hgp, v.v... Sau d6 lam ho “cam thay” tot, hay
tot hon, lam ho cam thdy tuyét voi vé san pham cta ban. Sau d6 khién ho
“suy nghi” tich cuc. R6i c6 gang khién khach hang “hanh dong,” muon thw
va nang dong hon trwdc san pham cua ban. Cudi cung, khuyén khich ho
“lién hé,” thng qua cac moi quan hé v6i ban be, két n6i va mang luwéi cta
ho.
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2. Khong ngtrng no lyc nham nang cap cho san pham hay dich vu cta ban,

tir chi la mot loai hang héa téi sdn pham, dich vy, va cudi cung lén trai
nghiém. Hay nhé! Bat ké ban ban mot san pham hay dich vu, khéng bao gio
chi dirng & sy hai long cia khach hang bang viéc ap dung ISO hay quan ly
chat lwgng toan bo (TQM), béi ban can tién xa hon nita dé dat dwoc cap trai
nghiém.

3. Mot khi sdn pham va dich vu cta ban da tao dwgc an twgng trong trai tim
va tam tri khach hang, rat ty nhién ban sé dugc huwdng lgi tr mot kénh
truyén thong khong hé ton kém la kénh truyén miéng. Thong thuong, khi
khach hang da c6 mot trai nghiém dang nhé véi san pham hodc dich vu nao
do, ho sé ké lai v6i nguoi khac. Bay chinh la kénh truyén thong tiép thi it
ton kém ma lai rat hiéu qua.
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NGUYEN TAC #15: PINH GIA

Cach thitc dinh gia phai don gian, dé hiéu

Hay xem xét tinh hudng sau:

Gia stt ban mu6én mua san pham X tai mot trung tam mua sam. Trwdc hét,
ban sé so sanh gia ca tai cac quay hang trudc khi quyét dinh mua san pham
ban can & dau. Vi dy, tai quay A, gia san pham la 10 d6 la My. Tai quay B,
cling chinh san pham dé lai c6 gia ré hon la 9 d6 la My, nhung tai quay C,
gia san pham lai chi c6 8 do la My.
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Nhu vay ban cé ba mirc gia khac nhau tai ba noi trong cung mot trung tam
mua sam.

Chac chan ban sé chon mua san pham X tai noi c6 gia ré nhat la tai quay C.
Tuy nhién, cling chac chan ban sé nhiu may suy nghi xem gia ca thuc chat la
cai gi. Ban cam thay bdi r6i vi khong thé hiéu tai sao cuing mot san pham lai
c6 gia ban rat khac nhau tai cac ctta hang khac nhau. Thit twéng twgng néu
ban khong chi mua mot hai san pham, hodc néu ban thwong xuyén di mua
sam, thi viéc nay sé khién ban khong thé kiém soat dugc cac chi tiéu danh
cho mua sam ctia minh.

Mot s6 nha san xudt khéng quan tam nghiém tic dén van dé nay. Ho xem
dinh gia don gian la 1ay chi phi cong véi mot phan tram nhat dinh (1ai rong)
dé tao ra lgi nhuan. Cach dinh gia nay duwgc goi la dinh gia dwa trén chi phi.

Gia ca phan anh vi thé
Giad ctia mot san pham hay dich vu khong chi don gian la chi phi san xuat

cong véi 1ai rong ma nha san xuit muén thu.

Néu ban cho rang dinh gia nghia la 1am phép cong nhu trén thi ban da suy
nghi qua don gidn! Cach thic dinh gia phai c6 tac dung quyét dinh va thé
hién vi thé ctia san pham.

Trong cuén Full Price (Pung gia), Winninger néi thanh cong ctia mot hang
san xudt dugc quyét dinh bang kha nang tap trung vao “mot tiéu chi” - hang
Volvo tap trung vao “su an toan”, hang Domino Pizza tap trung vao “thoi
gian phuc vu dwdi 30 phit”, hang Disney tap trung vao “suw than ky” - va
cach dinh gia san pham cua ho phai ho trg cho tiéu chi duy nhat do.

No6i cach khac, dieu Winninger muon néi la cach dinh gia phai thé hién va
cting 6 vi thé ctia sén pham.

Mat khéc, gia cling phai phan anh gia tri sdn pham.
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Raymond Corey, chuyén gia tiép thi thudc treong dai hoc Harvard, tac gia
quyén sach rat dwgc wa chudong co tiéu dé Pi chg, cho rang gia ca la cach
thitc thé hién gia tri san pham bao gom tinh hitu dung va chat lwgng ctia san
pham nhw hinh anh da dwgc tao dung thong qua cac chién dich quang cao,
tiép thi; sw pho bién ctia sdn pham thong qua mang lwgi phan phéi va dich
vu dugc cung cap kém san pham.

Nhw vay, ching ta khong thé tuy tién dinh gia. Mitc gia dat ra cho san pham
phai c6 tinh thong nhat. Néu gia ¢ tang r6i lai gidm, hoac néu sy chénh léch
mirc gid chia cung mot san pham gitta cac ctta hang khac nhau qua 16n,
khach hang sé cam thay boi réi. Sau do, ho sé bat dau nghi ngd vé chat
lwgng ctia san pham hay dich vu dwgc chao ban.

Carrefour < (9

Hay cuing xét truong hgp cia Carrefour - hé thong siéu thi cia Phap. Siéu thi
nay ciing ap dung hé thong “Gia thap Moi ngay” twong tw nhu hé thong siéu
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thi Wal-Mart tai My. Siéu thi nay ddm bédo véi khach hang rang mic gia ho
dwa ra luon la gia thap nhat trong ngay so vai tat ca cac ctra hang khac.
Carrefour khong c6 chuwong trinh ban ha gia mot hai ngay, sau do quay lai
gia cfi. O day ban khong thé trong chd mot chuong trinh ban ha gia 16n.

Do cach lam nay dam béo gia ca théng nhat, khach hang cam thdy thoai mai
va an tam khi mua sam tai Carrefour. Tai hé thong siéu thi nay ciing khong
c6 chuyén gia hang hoa tai cac co s& khac nhau lai chénh 1éch nhau nhiéu.
Thay vi thé, gid ca dugc c6 dinh cho tat ca cac co sé. Nho tao dwgc uy tin
do6i vai khach hang, Carrefour dugce xem la mot noi mua sam c6 thé tin cay
va la noi khach hang thuwong tham khdo khi ho muén mua mot mén hang
nao dé.

Nhw vay, can nhan manh lai mot lan nita, gia ca phai thuc sy phan anh gia
tri.

Cach dinh gia nay dugc goi la dinh gia dya trén gia tri.

Viéc dinh gia san pham phai dya trén gia tri ma khach hang nhan thay & san
pham. Gia dwa ra phai vira ding, khong duwgc qua cao ma ciing khong dwgc
qua thap. Gia ré khéng chac chan dam bdo sdn pham sé thanh cong trén thi
treong.

Cu dan sao Hoa c6 thé cho rang khach hang sé mua san pham ré nhat, nhung
khong nén ap dung suy doan nay déi véi cu dan sao Kim. Tai ddy, cac san
pham ré tién sé khong con tiép tuc ban chay nita.

C6 thoi ky hang Mercedez-Benz tung ra thi treong loai xe hoi “c6 gia thanh
hop ly”. Ngay lap tic hang nay gap phai s phan déi cua nhitng khach hang
trung thanh. Ho khong chap nhan dé thwong hiéu “Merc” tré thanh mét loai
xe “san xuat hang loat”, cang khong thé chap nhan loai xe nay dwgc lai béi
nhitng ngwdi ma theo ho con khéng du tiéu chuan dé dugc s hitu mot chiéc
xe Merc. Sy viéc nay chitng t6 rang néu cach dinh gia khong chinh xac, n6
sé hiy hoai vi thé va gia tri thwong hiéu ctia san pham.
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Dé hiéu va nhat quan

Cach dinh gia phai dé hiéu doi vdi cu dan sao Kim! Gia khong duwgc qua ré,
nhung cach tinh gia cling phai don gian. Gia khong dugc phép thay doi lién
tuc, vi khi d6 cw dan sao Kim sé bdéi réi khong hiéu gia that la bao nhiéu.
Mot khi diéu nay xay ra, ngudi dan sao Kim sé cé cdm giac rang ho dang bi
nha san xuat “ltra do6i” thong qua viéc 4p dung mot chinh sach gia ca khong
nhat quan, nhat l1a khi gia dwa ra lai khong phu hgp véi gia tri ctia sdn pham
theo danh gia cia cu dan sao Kim.

Néu ching ta chon mua mét mén hang nao do6 tai mét dia diém du lich,
ching ta sé budc phai trda mét gia cao hon - doi khi gia nay cao hon nhiéu
lan so v&i gia ban trong mot ctra hiéu hodc mét noi mua sam nao dé. Khong
chi c6 gia ca hang hoa cao hon, ma tham chi néu ta dung bita ¢ do, gia thiic
an ciing cao hon. Nhitng chu nha hang dia phwong c6 1é da nghi rang “khi c6
nhiéu khach du lich nhu thé nay, minh c6 thé dat gia cao hon, vi kiéu gi ho
chang phai an ¢ day”.

Cach nghi nay hoan toan sai lam. C6 thé khach du lich sé mua hang héa
hodc thitc an noi d6 mot hai lan, khi ho khong con lwa chon nao khac.
Nhung sau khi thay gia ca cho khac ré hon, ho sé khong quay lai mua hang
hoa hay thitc an ¢ d6 nita. Ho sé c6 cam giac minh bij ltra. Hon nita, ho sé
truyén miéng dén ban be, nguwdi than cia minh, khuyén ho khong nén dung
bita & do6 nira. Hau qua la tat ca nhitng ctra hang nay sé mat di nguon thu. Ho
muon kiém 13i nhiéu trong thdi gian ngan, nhung lai dé mat 1gi nhuan vé lau
dai.

Trong khi d6, néu chiing ta c6 thé dung bita tai mot nha hang “An bao nhiéu
tuy thich”, noi khach hang c6 thé chon lya bita an tuy theo sé thich vi mot
muc gia co dinh, két qua dem lai sé khac. Khach hang sé khong c6 cam giac
bi ltra gat vi ho da dugc thong bao gia trwée. Boi khi khach hang con cam
thady minh dugc phuc vu hon mitc mong dgi. Thir twdng twong xem, con gi
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tuyét hon khi khach hang cé thé an bao nhiéu tuy thich cho dén khi ho ra
khoi nha hang ma khéng phai ban khoan vé gia ca!

Do do, diéu quan trong la ban phai c6 cach thitc thong bao gia san pham cuda
ban cho cw dan sao Kim!

Thong thwong, cach dé nhat dé lam viéc nay la in gia 1én bao bi san pham.
Tttc nhién, viéc ap dung cach thitc nay cho tit ca cac san pham la khong kha
thi. Tuy nhién, it nhat hay khién cho nguoi tiéu dung hiéu rang gia ca cta
san pham la phu hgp véi gia tri cia n6. Néu ban khong thé dwa ra con sb
chinh xac, hay chi r6 san pham la danh cho tang 16p thwong lwu hay cé gia
ca phai chang dé khach hang c6 thé dé dang tiép nhan.

Gia ca caa san pham khong nhat thiét phai la gia thap nhat, nhung ban nhat
thiét phai 4p dung mot cach dinh gia hgp ly gitup khach hang cta ban git
duwge binh tinh. Bing bao gid dé xdy ra treong hop khach hang mua séan
pham cua ban & ctra hang A vd&i mot gia nhat dinh, trong khi gia & mot cira
hang B lai khac han. Ciing dirng dé khach hang that vong vi san pham cua
ban rat dat tién nhung lai c6 chat lwgng kém.

Ban nén nhé rang, nhiéu khach hang coi gia ca nhv mét vat chi thi chat
lwgng. Hang héa dat tién dwgc xem la cé chat lwgng tot hon, con hang hoéa ré
tién thi cé chat lvong kém hon. Trong thuc t€, diéu nay khong phdi lic nao
cling ding. Do do, hang san xuat tai sao Kim can hét sitc chd y dén 16i suy
nghi nay cia ngwoi tiéu dung. Ho phai danh gia duwgc gia tri sdn pham cuta
minh trong mat nguoi tiéu dung, tirt d6 méi cé thé dat dugc 1gi nhuan bén
virng toi wu.

Cau chuyén cta hang Louis Vuitton Moet Hennessey

Vai nam tredc day, mot s6 chuyén gia tiép thi dy déan rang su tang truéng
manh mé day tinh hién twgng ctia vieong quéc Luis Vuitton sé sdm dén hoi
két thic, vi 16i song hwdng thu ma hang dai dién da khong con hop thai!
Dbay la chwa xét dén sy suy thodi kinh té dang dién ra tai Nhat, trong khi mot
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nita doanh s6 cta hang la dén tir dat nwdc Mat troi moc. Pang néi hon la cac
san pham cta Vuitton hién da c6 mat & khap moi noi, hang nhai Louis
Vuitton cling xudt hién ¢ khap noi trén thé gidi. Tat ca nhitng diéu kién nay
la mot sy két hgp hoan hdo chét nguwoi, khién cho hinh anh cua Louis
Vuitton khong thé tranh khéi két cuc bi tham la suy giam tr biéu twgng cho
tang 16p thwgng lwu thanh mét thi gi d6 kha tam thuwong.

Tuy nhién, nhitng 10i tién tri thdm khdéc nay hoda ra hoan toan sai. Hang
Louis Vuitton khong nhitng khong tan lui ma con cting c6 duwgce vi tri cta
minh trong nganh cong nghiép hang hoa xa xi. Nhitng nguoi tiéu dung co s&
thich mua sam van dién ddo vi nhan hiéu nay. Biéu twgng LV van khién
nguoi ta lién twéng dén sy thanh cong vé mat vat chat cho du ho co6 & bat ky
noi dau trén thé gidi, & Bac Kinh hay ¢ New York.
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Cong viéc kinh doanh ctia hang LV bat dau tai Paris tit nam 1855 vGi sdn
pham bao bi dyng quan do chong nhan, sau d6 dwgc phat trién va mé rong
nhung hinh dnh cda hang van gan lién vgi nhitng hang hda xa xi. Budc di
chién lwgc cua hang dwgc thuce hién vao nam 1987, khi hang sat nhap véi
Moet Hennessey - mo0t cong ty san xuat nwdc hoa va regu champagne cia
Phép. Tiép sau buéc di nay, con dwong phat trién ctia cong ty méi cang tré
nén ém a hon. Ttr d6 dén nay, Louis Vuitton da tiép tuc cing c6 thém thwong
hiéu thong qua viéc mua lai nhiéu nhan hiéu néi tiéng khac, bao gom nhan
hiéu quan do Christian Lacroix va giay Beluti nam 1993, dong ho Tag Heuer
nam 1993 va di nhién khéng thé khong ké dén nhan hiéu thoi trang hang dau
Donna Karan nam 2000.

Vay dau la bi mat dang sau sy thanh cong ctia hang?

Liéu c6 phai bi quyét nam & viéc han ché sdn xudt hang hoa tai cac nuwéc
thudc thé gigi thit ba - noi c6 chi phi san xuat thap hon?

Chac chan cau tra 10i la khong, vi chat lwgng san pham san xuat tai nhiéu
nuwéc dang phat trién khong kém gi san pham dugc san xuat tai chin nha may
cta hang trai khap nwéc Phap, Tay Ban Nha va Nam California. Chia khéa
thanh cong ctia LV nam & kha nang bao vé hinh anh “quy tdc” cho san pham
cta hang, va hinh anh sdn pham danh cho tang 16p thwgng lwu nay lai mot
phan dwgc tao ra tir chinh sach dinh gia cta LV.

LVMH da kién tri theo du6i mot chién lwgc dinh gia xa xi, nghia la ra gia
cao, san xuat han ché s6 lwgng mot san pham va khong giam gia. Gia caa
mot san pham la nhw nhau tai moi noi trén thé gidi, khéng mac ca, khong ha
gia!

Khi mot phong viéen tap chi thoi trang hdi liéu ctta hang Louis Vuitton tai
Paris c6 chién dich ban giam gid hau Christmas khong, Giam déc hang LV
Yves Carcelle da tra 10i dit khoat: “Khong, ban gidm gia sé lam giam gia tri
nhan hiéu cua chung t6i”.
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Louis Vuitton ban san pham théng qua mot mang lwdi phan phoi toan cau
bao gom cac ctra hang cta chinh hang va thong qua website riéng c6 tén
eLuxury (http://www.eluxury.com). Cach lam nay giup hang thu dugc lai
rong cao va cho phép hang kiém soat dwgc tat ca cac kénh phan phoi. Bat ci
lic nao cw dan sao Kim cfing c6 thé nhin ngam cac san pham ctia LVMH va
tham khdo gia ca ctua ching trén website nay.

Bernard Arnault, sang 1ap vién kiém Chu tich hang LVMH cho biét: “Mot
khi anh kiém soat dwgc cac phan xwdéng san xuat, anh c6 thé kiém soat dugc
chat lwgng san pham. Con mdt khi anh kiém soat duge cac kénh phan phdi,
anh sé kiém soat dwgc hinh anh san pham ctia anh”.

Chinh hinh anh nay la cai cdm do6 ngwoi tiéu dung sao Kim mua cac san
pham cua LVMH. Cuéi thang tdm nam 2002, cd mdt hang nguwdi dai hang
tram mét xép hang dé doi dén luwgt vao cira hang cua Louis Vuitton & Tokyo,
Nhat ban. Mot s6 nguwdi con ngu luén ¢ dé, nhw thé ho dang di cam trai...
C6 vé nhu ho khéng quan tdm dén viéc cac san pham duge bay ban ¢ dé kha
dat tién. V@i niém tin rang cac san pham cia LVMH c6 chat lugng t6t,
khong phaéi la d6 san xuat hang loat, gia ca khong thay doi, nhitng khach
hang nay san sang chap nhan xép hang trwdc ctta hang vai ngay dé mua
dwgc san pham minh yéu thich.

Cau chuyén ctia Wal-Mart

La hang ban 1é 16n, Wal-Mart da tao dung dwogc vi thé cia minh thong qua
mot chinh sach dinh gia hgp ly. Sam Walton - nha sang lap cua hang- da
s6m nghién cttu vé viéc mua si, dinh gia va ban lai v6i s6 lwgng 16n cho
nguoi tiéu dung. Ong tin rdng ¥ nghia cta viéc ban ha gia 1a “bing cach
giam gia, ban c6 thé tang doanh s6 t¢i mot mic ma tai do, du ban hang vdi
gia thap hon, ban van thu dugc 1gi nhudn I6n hon rat nhiéu so véi khi ban
ban hang & mitc gia cao hon ma chi dat dwgc mot doanh s6 thap. Néi theo
ngon ngit ban 1é, ban cé thé giam chi phi phan phdi cong lai trén moi san
pham ma van thu 10i nhiéu hon nho tang khoi lwgng hang héa ban dwoc”.
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No6i cach khac, Sam Walton tin rang ban hang véi gia dé dugce chap nhan
rong rai sé dem lai 1gi nhuan 16n hon la ban hang véGi gia cao ma doanh so
ban hang lai thap.

Vay quan diém cta ngudi tieu dung vé viéc nay la nhu thé nao?

RO rang la ho chao dén cach thitc ban hang cua Wal-Mart. Chao ban hang
héa cho khach hang vé&i gia thdp hon khéng c6 nghia 1a Wal-Mart hy sinh
cac dich vu cham séc khach hang ctia minh. Ho c6 dich vu cham séc khach
hang néi troi ma khach hang khong thé nao quén. Ngoai ra con cé nhiéu sy
kién ma trong dé nhan vién ctia Wal-Mart bong trd thanh ngwdi hiing trong
mat khach hang. Vai vi du tiéu biéu la khi mot nhan vién cua siéu thi nay lao
ra tredc dau mot chiéc xe hoi dé citu mot cau bé thoat chét, hay khi mot
nhan vién giip mot khach hang bong 1én con dau tim trong cita hang ctia

WAL*MART

Wal-Mart tiép tuc phat trién cong viéc kinh doanh trong nhitng linh virc méi
va cac phurong tién mdi trong khi van st dung 3 triét ly dinh gia ctia hang:

coO.

» Gia thap hang ngay (Every Day Low Price - EDLP)

Wal-Mart tin rang khach hang sé mua mot mén hang nao d6 néu né dem lai
cho ho gia tri 16n, va néu s6 tién ho bé ra twong xitng vGi nhitng gi ho thu lai
dwgc. Trén khau hiéu caa chwong trinh EDLP, Wal-Mart khong bao gio noi
EDLP la chvong trinh giam gia, ma do la gia dac biét nguoi tieu dung cam
thay co thé chap nhan dugc.

» Giam gia
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Vi triét ly nay, ngwdi mua hang cé thé dugc huwdng thém mdot mitc gia dac
biét nita sau khi da dugc huwéng lgi tr chwong trinh EDLP.

 Uu dai dac biét (Special buy)

Vi chuwong trinh Uu dai dac biét, nguwdi mua hang c6 thé mua mot s6 san
pham nhat dinh véi gia dac biét trong mot khoang thoi gian, thuong la twong
do6i ngan.

Loi khuyén dé thanh cong tai sao Kim

1. Ban phai c6 chinh sach dinh gida nhat quan! Hay 4p dung phwong thic
dinh gia hodc chién lwgc dinh gia ma ban thywce sy tin, hiéu va gitip ban song
sot! Hay xét thém khia canh khach hang chi dirng chi xét dén chi phi. Hay
nhd rang dinh gia nghia la tao ra vi thé ctia san pham! Néu ban muén c6 cho
ding trong tam tri ctia khach hang, ban can nhat quan trong viéc ap dung
phwong thitc dinh gia. Néu ban thiéu nhat quan, khach hang sé boi roi va
nghi ngd chat lwgng thye sy ctia san pham cta ban.

2. Hay kiém soat gia ca trong cac kénh phan phoi cua ban! Hay chua y dén sy
chénh léch gia ca qua cac kénh phan phoi khac nhau. Hay dam béo rang gia
ca cda san pham khi ban tai cac cttra hang la nhuw nhau dé tranh cho khach
hang khoi bai roi.

3. Hay thong bao gia ca cho khach hang mot cach hop ly! Néu can, hay in
gia san pham lén bao bi. Théng qua viéc théng bao gia ca dén khach hang
mot cach phu hgp, ban sé gitdp khach hang hiéu dugc san pham cta ban nam
¢ loai nao: loai sdn pham dat tién, loai sén pham c6 gia ca trung binh hay
loai sdn pham ré tién.
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NGUYEN TAC #16: PHAN PHOI

Cong dong la kénh phan phéi tot nhat

Phu nit thwong lam gi khi ng6i uong ca phé budi sang?
Thong thiong ho sé tan gau vé dua thit chuyén!
Nhung sau d6 ho con lam gi nita?

Ban!
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Ban bt ctt tht? gi.

Twr bat dlia dén do trang sttc, quan do va ké ca my pham. Tién trao doi khong
it, vi it nhat ciling c6 vai nguoi trong s6 dé mua nhiéu hon mét mon hang. Va
khong chi 1a mot, hai 1an, ma ho thwong xuyén mua nhitng thit ho khong that
st can chi vi ho bi thuyét phuc va cdm do bdi ngudi ban hang.

Ban c6 nhan thay diéu gi doc dao trong cach budn ban trao doi hang hoa cta
nhitng phu nt¥ nay khong?

Ban ding roi d6. D6 chinh la sy tin twdng lan nhau!
“Sur tin twdng lan nhau” 1a co s& cho moi su trao d6i mua ban nay.

Dboi khi, viéc thanh téan dugc thue hién theo kiéu tra gop ma khéng can ghi
chép gi cd; thay vi thé nguwdi mua va nguoi ban chi st dung 10i néi. Nguoi
ban tin rang minh sé dwgc tra tién theo ding nhitng gi da théa thuan, con
ngwoi mua tin rang moén hang ¢6 vira mua c6 chat lwgng ding nhw nhitng gi
ngwoi ban néi. Viéc mua ban khong chinh thitc nay dan dan phat trién thanh
cach thitc dem lai 1gi nhuan cho ca hai bén vé 1au dai.

Nhitng thanh vién cia cong dong, cling giong nhitng nguwoi phu nit trong
nhom udng ca phé bubi sang kia, néi chung thuwong tin twéng nhitng gi mot
thanh vién khac ctia cong dong ay ndi. Trong bat cit cong dong nao cling co
nhitng moi quan hé lau dai va bén chat. Do do, cac thanh vién sé hiéu r6 tinh
cach cda nhau, tir d6 dan nay sinh sy tin twdng lan nhau.

No6i vé mat tinh cam, cac cw dan cua sao Kim rat thich giao tiép vdi nhau tao
thanh md&t cong dong.

Mot vi du minh hoa chinh la nhém phu ni* uéng ca phé budi sang cung nhau
da néi & trén. Khi nhin mot nhém nguwdi sao Kim, can thady ho nhw mot tap
hop cac cong dong chit khong phai mot nhém cac ca nhan tach biét. Diéu
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nay c6 nghia la ching ta sé cé thé tim ra nhitng diém giong nhau vé tinh
cach, dac diém, moi quan tam giita cac thanh vién trong moi nhom.

Hay ghi nhé k¥ diéu nay!

Khach hang tai sao Kim khong mua thuwong hiéu ctia ban ma ho tham gia
vao thwong hiéu ay.

Tai sao ho lai tham gia vao thuvong hiéu cua ban?

Cau trad 1oi rat don gian. Thong thwong con ngudi ta thich giao tiép vdi
nhitng nguwdi cé 16i song giong minh. Ngwdi thich béng da thuong tu tap
cung vd&i nhitng ngwoi khac cling yéu thich mén thé thao nay nhuw minh.
Nguoi yeu nhac jazz thich tu tap véi nhitng nguoi cling yeu nhac jazz nhu
minh, con nguoi yéu VW Beetle lai thich tu tap v6i nhitng nguwoi cling yéu
VW Beetle nhu minh...

Ho tim kiém diéu gi khi tham gia tao ra nhitng cong dong nhw vay?

Mot trong nhitng diéu ho tim kiém la sy chia sé kién thitc va két ndi vGi
nhau!!! Ho hy vong bang cach hoa nhap véi cac thanh vién day dam mé cta
cong dong, ho sé bat kip nhitng phat trién mdi nhat trong linh virc minh yéu
thich, dong thdi c6 thém nhiéu ban beé trén co sé tin twdng va chan thanh véi
nhau.

Néu nhém nguoi dugc hinh thanh dwa trén co s& la nhitng lich lam viéc
chung thi nhém nguwdi dé khong thé tao thanh mot cong dong.

Trong cung mot cong dong, ngwoi ta chia sé kinh nghiém, kién thitc, nhitng
thong tin md&i nhat, khen va ché mot sdn pham nao dé...Va ding quén, ho
con “ban hang” cho nhitng thanh viéen khac!!!

Ho c6 thé trao doi do phu tung ctia dong co VW, ban cac phu kién cho xe
hoi, va tham chi ban ca dich vu ctia xwong stra chita xe VW cua ho.
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Cho du cach thitc biéu 16 tinh cam cta ho la thé nao, n6é déu xuat phat tir mot

diéu duy nhat, do la “tinh yéu”, “sy dam meé”.

Céac thanh vién cia cong dong VW sé bao vé dén chét nhan hiéu VW néu co
ai do co tinh ha thap gia tri ctia n6, cho du sy phé phan ctia ngudi do co thé
dung. Trén thyc té, sy phé phan nay sé c6 ta dung thic day su sang tao cta
cac thanh vién cong déng dé khac phuc diém yéu ctia sdn pham.

Hay ldy VW lam vi du. Loai dong cod VW truéc day chi duwge lam mat bang
khi, vi thé c6 nhiéu 16i phé phan rang chui vao mot chiéc VW ciing giong
nhw chui vao mot 10 Itva, vi chiéc xe khéng cé hé thong lam mat bang nuwéc.
Dbiéu nay khién nhiéu thanh vién ctia cong dong VW lam viéc cat lyc dé tim
cach gan hé théng lam mat bang nwdc vao dong co xe va lap thém AC bén
trong ca-bin chat citng cia chiéc xe VW.

biéu twong ty cling xdy ra vGi cac cau lac bo béng da. Cac fan hdam mo cta
cdu lac bo tao thanh mét cong dong vi tinh yéu véi cau lac bo khién ho san
long bao vé né dén chét, cho du cé diéu gi xdy ra. Ho xem fan ctia cac cau
lac b khac la nhitng ké “chang biét gi vé bong da”, cho du cau lac bd cta
ho chwa bao gi¢ thang noi tran nao.

Ho chinh la nhitng nguoi ma McConnell va Huba goi la mot khach hang -
nha truyén gido trong cudn sach Tao ra nhitng khdch hang-nha truyén gido.
Nhitng nha truyén gido khong chi ton tai trong thé gidi ton gido, ma con ton
tai trong thé gidi tiép thi.

Mot khach hang-nha truyén gido la mot nguwdi, hodac mot nhom ngudi sé bao
vé san pham cua ban dén chét, san sang hy sinh vi n6 va ludn tuyén truyén
nhitng thong tin tot dep vé nhan hiéu va san pham cta ban cho cac khach
hang khac.

Dbay chinh la diéu ma moi thwong hiéu déu mo wéc!!!
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Khi do6 thuvong hiéu khong chi thanh cong trong viéc lot vao vung tinh cam
(trdi tim) cta khach hang, ma né da tién xa hon, dén tan vung tinh than cua
ho. Mdt s6 khach hang tham chi con coi thwong hiéu do6 1a “ngudi vo thiv
hai”, hay “ton giao thi hai” cua ho!!!

Diéu nay hoan toan cé thé xdy ra khi thwong hiéu ctia ban da tré thanh mot
phuong tién gitp ho gap g& nhitng nguwdi khac, phat trién quan hé, gap duoc
nhitng nguwoi cung sé thich va gitap ho giao tiép dugc véi nhau.

Thong diép ¢ day da rat ro rang...

Thwong hiéu cia ban phai c6 thé gitp khach hang phat trién dugc mot cong
dong nhitng ngudi cung yéu san pham do, gitp ho giao ti€p duwgc véi nhau.

Faith Popcorn da dwa ra m6t két luan rat thu vi la chinh sy hiéu biét vé cach
X sy cta phu nit - cw dan dién hinh ctia sao Kim - nhitng ngudi rat yéu
thich giao tiép va tham gia vao m6t cong dong la co s& dé c6 quang ba mot
nhan hiéu va sdn pham danh cho phu nit. C6 cho biét:”Két noi cac khach
hang nit v&i nhau cling la cach két néi ho véi nhan hiéu cta ban”.

D6 1a ly do tai sao ban khong nén chi tao ra sy khac biét cua thuwong hiéu
bang chat lwgng san pham cao, dich vu t6t hay cong nghé tién tién, ma con
bang cach phat trién cong dong khach hang cta ban va két n6i ho véi nhau,
giup ho giao tiép dugc vdi nhau.

Mot vi du tiéu biéu la website ban hang Amazon.com. Website nay dugc wa
thich hon cac trang web ban hang khac nhw BarnesandNoble hay
borders.com, vi Amazon.com coi khach hang ctia minh nhw mot cong dong.
Keé tr khi ra doi vao nam 1995, hang da thiét ké trang web ctia minh nhw
mot cong dong nhitng ngudi yéu sach chit khong phai la nhitng ca nhan mua
sach. Ho la gia dinh 16n cia Amazon.com, tat ca c6 cung moi quan tam va
mong muon, tat ca déu c6 chung niém dam mé sach.
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Amazon da tao dung va phat trién cong dong nay nhw thé nao? Ho da tao
diéu kién thuan 1gi va khuyén khich cac khach hang cia minh giao tiép véi
nhau, dong thdi cung cdp cho khach hang cac dich vu cé lién quan dén cac
thanh vién ctia cong dong nay. Cac thanh vién cua cong dong Amazon c6 thé
dé dang chon quyén sach ho thich, ban luan vé nhitng quyén sach mdi xuat
ban bang cach viét cac bai phé binh, xép hang cuén sach, doc 16i binh luan
vé nhitng cudn sach ma cac thanh vién khac da doc cé chu dé twong tu. Viéc
tao ra s khac biét cho thwong hiéu dwva trén cong dong nay chinh la bi quyét
thanh cong cha yéu ctia Amazon.com, giip ho ditng vitng trueéc nhitng doi
tht canh tranh khac.

Sttc manh ctia cng dong

Tai sao mot cong dong khach hang lai c6 sttc manh 16n dén vay trong mat
nhitng ngwoi lam nghé tiép thi?

Cong dong la mot kénh phan phoi cuc ky hiéu qua dé san pham dén dwoc
v&i khach hang nho vao nhitng diém manh ma mot cong dong luén cé:

Piém manh thir 1 1a sy trung thanh cta khach hang. Richard Cross va Janet
Smith trong quyén sach noi tiéng ctia minh la Customer Bonding (Gan két
khach hang) néi, “Nhitng nguwdi da hinh thanh 1én sgi day két néi xung
quanh thwong hiéu, san pham, dich vy, @ng ctt vién, s nghiép hay t6 chitc
cta ban thwong hét muc trung thanh”. Cong dong khong chi c6 thé tao ra
nhitng khach hang c6 quan hé gan bé v6i nhau va nhitng khach hang rat
trung thanh (chac han ban doc con nhé cach phan loai khach hang ma t6i da
trinh bay trong nguyén tac thit 9?), ma con c6 thé di xa hon thé rat nhiéu. N6
c6 thé tao ra nhitng khach hang - ngudi bénh vyc.

Dbay la loai khach hang sé cuwong quyét bao vé thuwong hiéu va san pham cta
ching ta. Ho la nhitng khach hang s€ luon trd thanh phat ngon vién tuyét voi
va la bang quang cdo di dong cho thwong hiéu cia ching ta dén véi nhitng
khach hang khac. Ho sé noi gian khi nghe thdy nguwdi khac nhao bang
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thwong hiéu cua ban. Ban can mét vi du v? Chung ta cé cong dong Harley-
Davidson dé thoi. Ngoai ra con cé cac cong dong tiép thi da cap nhu cong
dong may tinh Apple Macintosh, r6i cong dong Linux...

Piém manh th 2 1a thong qua cac cong dong khach hang, ban sé c6 thém
nhiéu khach hang méi ma khong ton nhiéu tién bac.Vi khach hang ctia ban
la nhitng nguoi bénh vuce, ho sé c6 xu huwdng tré thanh nhitng nguoi ban
hang cudng tin cho ban. Ho sé gidi thiéu vé nhan hiéu va san pham ctia ban
cho nguwoi khac va khuyén ho stt dung. Ching ta déu biét rang 10i gidi thiéu
cta khach hang la phuong tién quang ba san pham va ban hang rat hiéu qua
cho cac khach hang tiém nang. Ciing nén nhé rang day la cach quang ba va
ban hang hét sitc ré tién, vi ban khong can tiéu ton hang triéu, hay tham chi
hang ti Rupiah dé quang cdo trén vo tuyén hay bao chi.

Piém manh thi¥ 3 la cong dong khach hang nay sé gitip ban c6 duwgc mot
nguon thong tin rat tap trung va chinh xac dé dinh hwéng phat trién san
phadm md&i cia ban, nho d6 gitp ban gidm dwgc chi phi phat trién san pham
mdi vi qua trinh khdo sat va thu thap thong tin vé nhu cau cta khach hang
tré nén rat hiéu qua. Nhitng khach hang thudc cong dong nay sé san long
tham gia vao moi cudc khdo sat ma ban dang thwc hién, tit nghién ctu doéi
thi canh tranh, tht nghiém san pham, cung cap thong tin phan hoi, hoac
dong vai tro cong tac trong qua trinh phat trién san pham mdi cta ban.
Thong qua xay dung mot cong dong khach hang vitng chac, ban sé c6 thé 16i
kéo khach hang mot cach hiéu qua vao qua trinh phat trién san pham cua
minh.

Piém manh thit 4 1a cai ma ching ta goi la dich vu khach hang dong tug,
hay dich vu khach hang ty phat, ton tai gitta chinh cac khach hang véi nhau.
Vi du, néu céng dong khach hang ctia ban c6 mét hop thw chung, thi mot
thanh vién cua nhém c6 thé héi nhitng thanh vién khac vé cac van dé lién
quan dén san pham. Cac thanh vién khac c6 thé dé xuit mot cach giai quyét
cho van dé dé6. Dich vu khach hang déng tué thwong xay ra trong nganh
cong nghiép mdy tinh va mang nhw cong dong Macintosh, hay cong dong
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SAP - hang san xuat ra phan mém hoach dinh nguén lwc doanh nghiép
(ERP).

Tiép thi trong cong dong

Nhiéu hang san xuat da nhan thitc dwgc tdm quan trong ctia cng dong. Cac
chwong trinh thanh vién cau lac bo 1a mé6t vi du cta cdng dong khach hang
do nha san xuat xay dung lén dé tang cwong moi quan hé vdi khach hang.
Tw cach hoi vién ctia nhitng cau lac bé nay c6 thé dugc danh cho tat ca
nhitng khach hang mua hang hoda, vi du cau lac b nhitng nguwoi thwong
xuyén di lai bang may bay cua mot hang hang khong, cau lac bd nhitng
nguwoi thwong dung bita t6i tai mot nha hang; hodc cling cé thé chi gidi han
cho nhitng nguwdi chiu bé mot khoan tién dé trd phi hoi vién.

Hay xét truong hop ctia hang dong ho Swatch - no6i tiéng la nhan hiéu thoi
trang sanh diéu.

Trung binh mo6i nam mot tin d6 cua dong hé Swatch mua 9 chiéc dong ho
cta hang nay. Do d6, nha san xudt dong ho hang dau ctia Thuy S1 da tranh
tht cau lac bo ctia minh dé dwa ra bo suwu tdp dong ho cia hang. Cac thanh
vién cau lac bo c6 thé mua cac san pham doc nhat vo nhi méi nhat cia hang.
Swatch ciing tao ra mdt dién dan trén mang dé nhitng ngudi yéu thich dong
h6é Swatch tir khap noi trén thé gidi cé thé trao doi thong tin. Swatch phu
thudc rat nhiéu vao phuwong thitc quang ba truyén miéng nay dé phat trién
cong viéc kinh doanh cua hang.

Mot vi du khac 1a cau lac bo Ferrari.

S& hitu mot chiéc Ferrari nghia la ban cé quyén cadm thdy ty hao. Nhung néu
ban tham gia vao cau lac bo Ferrari, ban sé con dugc hwdng nhiéu quyén loi
hon nita. Cau lac bo nay dugc danh riéng cho nhitng nguoi s& hitu xe hoi
Ferrari. Pham vi hoat dong ctia cau lac bo nay la toan cau va hién nay no da
c6 mdt ¢ nhiéu quoc gia trén thé gidi.
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Ngoai viéc ty hao vi s& hitu mét chiéc Ferrari, cac thanh vién cta cau lac b
c6 thé chia sé moi thit lién quan dén chiéc xe hoi yéu quy cta ho. Cau lac b
thwong cé nhiéu hoat dong dwgc 1én lich chi tiét cho cac thanh vién. La
thanh viéen cau lac bg, ban sé nhan dwgc ban tin hang thang véi lich cac su
kién, cac trang quang cao, thong tin vé gidi F1 va rat nhiéu théng tin khac
nita. Quyén tap chi nay cling c6 cac bai phong van “cw dan Ferrari”, nhitng
thong tin cap nhat vé cac mau xe hoi Ferrari m&i nhat va nhiéu thong tin
khac lién quan dén xe hoi Ferrari va hang Ferrari. La thanh vién cuda cau lac
bd nay sé dem lai cho khach hang cam giac minh thudc vé hang, trong khi
do6 hang lai c6 nhitng tw van vién va quang ba vién mién phi.

Hay xét them truong hgp cua cau lac bo Vespa.

Hang Piaggio USA c6 mdt cong dong riéng gom nhitng ngwoi trung thanh
v6i nhan hiéu xe mo6td Vespa c6 xwa. Cong dong nay td chirc rat nhiéu hoat
dong, gom cac cudc diéu hanh trén xe Vespa, cac cudc thi lai xe duong
treong v.v... Pai ly ban xe Vespa Houston da t6 chitc nhom “La Femme de
Vespa” - mot nhém phu nit tam 40-50 tudi 1ai xe Vespa thwong gdp go, di
choi, 1ai xe, uéng ca phé vdi nhau. Tai San Francisco, nguwoi ta c6 thé bat
gdap nhitng cudc dua xe Vespa 16n trén nhitng con d6c cao ngoan ngheo.
Ngudi tham du c6 thé dén tir tan chau Au dé tham gia cudc dua duoc t6
chttc thwong nién nay.

Chinh cong dong nhitng ngudi s& hitu xe Vespa da gitip nhan hiéu nay song
sot. Ho tao nén thanh phan nong c6t cia mot cong dong Vespa dang 16n dan-
nhitng nguwdi dang hét sitc nhiét tinh 16i kéo thém nhitng khach hang méi.
Nho c6 cong dong khach hang manh mé nay, doanh s6 ban hang ctia US
Vespa tang manh tir 64 chiéc/thang dau nam 2001 dén 1.000 chiéc/thang vao
cudi nam 2002.

Cac cong dong ao
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Nhitng cong dong dwoc hinh thanh c6 thé ton tai trong thé gidi thuc, hodc
cling c6 thé la cong dong do. Cong dong thyc cé thé la nhitng cau lac bd
thoa man mong wéc va nhu cau cta quan ching, tir nhitng cong dong hinh
thanh dya trén s& thich chung cho dén cac t6 chitc nghé nghiép. Ching c6
thé ton tai duwdi nhiéu hinh thitc khac nhau, t* nhém nhitng ngwdi phu ni
uéng ca phé budi sang cung nhau cho dén t6 chitc cia nhitng nguwoi lam
ngheé tiép thi chang han. Nguwoc lai, cong dong do c6 thé chi la mét hop thw
chung hodac mot website chung trén mang.

Internet la kénh truyén thong va ban hang hai chiéu dau tién xuat hién ké tw
khi Alexander Graham Bell phat minh ra dién thoai vao nam 1876. Internet
cho phép thuc hién dong thoi ca truyén thong dai ching va giao tiép truc
ti€p 1-1 trén cung mot phwong tién duy nhat. Internet tao ra cac cong dong
bao trim ca thé gigi. Cu dan sao Kim c6 thé tan gau, ca nggi hodc tham chi
phé phan san pham cda ban v&i ngudi khac ¢ bat ky noi nao trén thé giGi
24/7/365 - 24 gio mot ngay, 7 ngay mot tuan, 365 ngay mot nam!

Tuy vay, internet lai la mot phwong tién rat mang tinh ca nhan déi véi cw dan
sao Kim. Ho c6 thé st dung internet dé gidi quyét cac van dé ca nhan cda
minh, hodc van dé cuia m6t nguwoi khac, hodc dé giao ti€p hai chiéu nham
mua mot mon hang, hodc chi dé doc va giti email. Internet da tao ra mot
cudc cach mang trong cudc song cua nhan loai va dat ra nhitng tién 16 méi
cho thé giéi tiép thi.

Yahoo!Group la trang web cung cap dich vu hép thw chung ph6 bién nhat
hién nay trén internet. Tai dd, cac thanh vién ctia mot cong dong co6 thé chia
sé thong tin va thdo ludn v6i nhau ma khong bi gigi han vé thoi gian va dia
diém. O day c6 thé tim thay hau nhu tit ca cac loai cong dong véi cadc méi
quan tdm cd nhan va moéi quan tam chung rat da dang. Tuyét voi hon, néu
cong dong phu hgp v&i méi quan tdm cia ching ta chwa tén tai, chinh chiing
ta c6 thé tao ra né va mai bat cit ai ching ta mu6n cung tham gia.
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eBay la mot trong sé it 6i cac cong ty dot.com con song sot duwgc qua qua
trinh chon loc tw nhién gitta cac doanh nghiép kinh doanh trén internet von
hét sitc khac nghiét. eBay song sét vi n6 la mot mo hinh doanh nghiép dwa
trén cong dong thuc sy rat phu hgp véi thé gidi internet. eBay 6 gang cung
cap mot phwong tién cho phép cac nha swru tam - cho du ho la ngudi swru tam
sach, d6 c6, bup bé, nhac cu hay xe hoi- mua ban qua hé thong ban dau gia
trén trang web cua cong ty la ebay.com. Day la cac giao dich mang tinh “ty
phuc vu”, dugc thyc hién trong méi treong thwong mai dong tué, noi nhitng
nguwoi stru tam trong cong dong tw phuc vu lan nhau.

Ban can biét cach st dung mang internet mot cach théng minh dé xay dung
mot cong dong khach hang. Ngoai viéc st dung hop thw chung trén mang,
ban ciing c6 thé st dung cong nghé SMS (Short Message Service - dich vu
tin nhan nhanh). Nhitng cong dong do dwgc hinh thanh cho phép qua trinh
trao doi thong tin giita cac thanh vién cia cong dong dién ra nhanh chéng va
khong bi gi6i han béi khoang cach dia ly. Do dd, gia sit mot khach hang can
ho trg vé mat ky thuat dé sit dung mot san pham ctda ban, ban c6 thé nhanh
chéng cung cap cho ho thong tin ay. Khach hang sé nhan thitc dugc 1gi ich
thue si ctia mot cong dong nhu vay, va no sé gitp ban cting c6 quan hé véi
khach hang, nho dé tang cwong su trung thanh cua khach hang véi cong ty
cua ban.

Hay luén nhé rang sttc manh anh hwéng cta ca “click chudt” cling 16n
khong kém anh hwdng cua 16i néi, do d6 dinh nghia vé sy gidi thiéu caa
khach hang trong ky nguyén cong nghé thong tin hién nay khong con bi bo
hep & ngon ngit noéi (truyén miéng) nita, ma con bao gom ca ngon ngit dién
t (click chudt).

Hay xét mot vi du khac dé minh hoa sitc manh cua internet doi véi khach
hang trong viéc phat trién cac cong dong ngudi tieu dung va truyén ba tin
tirc trong cong dong do.
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T6i chac chan rang cai tén Friendster khong con xa la véi ban nita. Trén
trang web nay ban c6 thé nhanh chéng xay dung mot mang 1wdi vi nguyén
tac lam viéc cua né cling twong tw nhuw tiép thi da cap. Suw khac biét & day la
no khong ban hang héa ma ban long tin.

Gia st ban c6 mot tai khoan trén Friendster. Ban c6 thé moi mot nguwdi ban
ghé tham trang web nay, khi dé ban c6 thé duwogc gidi thiéu cho ban cta ban
ban (cdp 1), roi lai dwgc gidi thiéu cho ban ctia ban cua ban ban (cap 2), r6i
dén ban ctia ban ctia ban ctia ban ban va cit tiép tuc nhw vay, chi can ban cta
ban chap nhéan 10i mdi caa ban. Chi trong nhdy may, mang lwgi ban bé cta
ban 16n 1én nhanh chéng giong nhw cach mot qua cau tuyét 16n 1én khi né
lan tr dinh nui tuyét xudng.

Gio thi, ban c6 thé twéng twong diéu gi xay ra khi thuwong hiéu va san pham
cta ban dugc néi dén trong cong dong trén mang nay? Mirc do tinh nhiém
d6i v6i hang san xudt va thwong hiéu san pham ctia ban chac chan sé tang
1én nhanh chéng ma khong hé gay ton kém cho ban.

DPay chinh la miii tén tring hai dich cta kénh quang ba truyén miéng!!!
Tai sao vay?

La vi trong mét cong dong, con ngudi tin twdng lan nhau. Néu san pham cda
ban c6 chat lwgng kém, do tin cdy d6i véi nguwdi dua ra thong tin dau tién vé
no sé suy giam.

Tuy nhién, mot khi san pham va thuwong hiéu ctia ban da vuegt qua dugc tré
ngai la sy thiéu tin twéng, thi nhitng thong tin truyén thong vé chiing sé dugc
lan truyén rat nhanh chéng qua dwong truyén miéng va nhitng ci click
chuot.

Ciling giong nhu website Friendster noi trén, ban can “friendster hoa” cac
khach hang cta ban. Vay ban c6 thé lam diéu nay bang cach nao?
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Nha xa hoi hoc tién phong Robert Morrison Mclver nam 1937 ¢6 noéi rang
“khong c6 trao doi thong tin thi khong c6 cong dong, cudc séng ctia mot
cong dong xoay quanh nhitng diém tap trung dong thanh vién nhat ctia cong
dong do”.

Nhu vay nghia la...

Tao dwgc luong trao doi thong tin tot gitta cac thanh vién ctia cong dong
chinh la chia khéa dam bao cho cong dong tiép tuc ton tai.

bé lam duwgc diéu nay, can tao luong trao doi thong tin ma cac phan t cta
né twong tac véi nhau cang nhiéu cang tot. Phwong an nén lya chon la két
hop ca kénh truyén miéng va kénh dién tu.

Cac hoat dong truyén miéng luén gap phai ba tré ngai bao gom dia diém,
thoi gian va co hoi, trong khi kénh truyén théng dién tir qua mang sé ty dong
gat bé dugc nhitng kho khan nay va thay thé kénh truyén miéng bang hinh
thitc giao tiép do, dva trén thoi gian thuec.

Céac phwong tién truyén thong dién tr, bao gom céac dién dan, email va chat
cling giup cac thanh vién tac dong dén nhau nhiéu khong kém giao ti€p bang
101 néi true tiép.

Céac ha tang va cong nghé hién cé da cho phép cac thanh vién ctia cng dong
tac dong qua lai hoac hop tac véi nhau trong thdoi gian thwe: ho co thé chat,
gti thong diép ca nhan hodc gwi 1én nhitng théng tin md&i nhat cho toan thé
cong dong.

Ngoai viéc stt dung cac phuwong tién da dang ké trén, cac cong ty trén sao
Kim c6 thé hgp tac vdi cac cong ty khac dé tao dung 1én cac cong dong
nguoi tieu dung. Phwong phap nay da duwgc nhiéu hang cung cap dich vu
nhuv ngan hang, cong ty phat hanh thé tin dung hodc tham chi cac hang hang
khong ap dung. Vi du, ngan hang BNI da phat hanh san pham thé c6 dang
thé thanh vién, nhung thuc chat ciing la thé ATM, thong qua nhiéu t6 chic
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khach nhau nhu cac co s@ giao duc dai hoc, cac hiép hoi cyu sinh vién hay
cac nhom nghé nghiép.

Céac cong dong nay bo sung thém cho nhitng kénh phan phoi truyén théng,
vi thé khong nén coi sy ton tai ctia chiing can tré cac kénh phan phoi truyén
thong. Moi kénh déu cé nhitng lgi ich va bat lgi riéng. Vi du, nhitng ctra
hang ban 1é hién cé cé thé cho phép khach hang lwa chon hang hoa da dang
hon va cdm thdy viéc di mua sam thi vi hon. Ngugc lai, cong dong ngudi
tieu dung c6 thé dem lai cho khach hang tinh bang hitu gifta cac ca nhan véi
nhau.

Hay dat thwong hiéu ctia ban & vi tri mot thanh vién cong dong!

Tiép thi mot nhan hiéu trong moét cong dong nhat dinh khong phai la viéc dé
dang. Cach thitc thye hién sé hoi khac so v6i cach lam truyén thong. Ban sé
khong theé tiép tuc st dung mo hinh nha san xuat-khach hang khi tiép thi san
pham cta ban. Tai sao vay? La bdi vi méi tredng cia mot cong dong la binh
quan va dong dang. Nhu dugc phan anh trong mo hinh kinh doanh ctia eBay,
cac thanh vién trong cong dong vira la nha san xuat nhung dong thoi ciing la
nguoi tiéu dung; ho la ngwdi mua va cling dong thoi 1a nguwai ban.

Chinh vi thé ban can phai rat khon khéo!

Hay dat thwong hiéu ctia ban & vi tri thanh vién ctia cong dong, chit khong
phai 1a mot hang san xuat.

La thanh vién cua cong dong nghia la ban can lam mot s6 viéc quan trong
sau:

» Khuyén khich sy tdc dong qua lai va giao tiép manh mé gitta cac thanh
vién trong cong dong.

« Ap dung phuong phéap ban hang mém déo thay cho phwong phap ban hang
ctrng nhac déi véi san pham cta ban.
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» PDong vai tro diéu hgp vién. Ban can phdi tré thanh mét diéu hop vién gidi
ctia cong dong.

* Banh thitc “tinh cdm cong dong” trong tat ca cac thanh vién.

* Gigi thiéu cac thanh vién c6 cing méi quan tam nhét dinh vGi cac thanh
vién khac.

» Khuyén khich cac thanh vién déng gép cho cong dong va gitp do cac
thanh vién khac.

» Tao dyng mot bd mat riéng, hodac néu cé thé, mot van hoa riéng cta cong
dong.

 Tim hiéu hanh vi cta cac thanh vién, bién chiing thanh y twéng dé doi méi
va phat trién cac san pham mai.

Cac thanh vién cua cong dong chac chan sé cam thay khoé chiu va bic minh
néu ban lién tuc quang ba san pham cua ban maot cach 16 liéu trong cong
dong. Ho sé cho rang ban chi lgi dung cong dong dé phuc vu lgi ich riéng
cta ban. Sy tin cay do6i vdi ban sé dan dan bién mat, va cudi cung cac thanh
vién sé khong con tin twdng ban nita.

iVillage la mot trang web cong dong ma ¢ dé phu nit cé thé hoi kinh nghiém
va trao d6i quan diém vé rat nhiéu van dé nhw cach cham lo nha ctra, cham
sOc con cai, thai nghén, an kiéng, sttc khde, nau nuwéng, kiém soat tai chinh
gia dinh cho dén cdc van dé vé tinh duc. Sang lap vién cda trang web la
Candice Carpenter ndi gi vé “phong cach ban hang” cua trang web nay? “...
titc nhién ching t6i hy vong mot ngwdi phu nit khi dén véi trang web sé mua
hang hoéa cta ching t6i, nhung kiéu ban hang mot lan khong phai la muc
tiéu ctia chung t6i. Ching t6i dang gdy dung cac moi quan hé, chi khong
phai 1a ban hang. Muc tiéu dau tién ctia ching t6i 1a két n6i phu nit vGi
nhau”.
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Do do, hay thé hién la ban thyc sw dang tin cay do6i vdi cong dong. Pau tién,
hdy té ra la ban thyc sy c6 kha ndng va muon chia sé vé chu dé dang la van
dé quan tam hang dau cia cong dong.

Vi du, néu ban la nguwdi cung cap cac phan mém tng dung cho mdy tinh va
la thanh vién ctia mot cong dong dang thao luan vé sy phat trién ctia nganh
cong nghé théng tin, ban cé thé gian tiép tranh tha co hdi nay dé kiém logi
nhuan cho cong viéc kinh doanh ctia minh.

Ban c6 thé dwa ra mot van dé dwong dai va dé n6 ty phat trién giita cac
thanh vién trong cong dong. Dong thoi, ban c6 thé cung cap mién phi cac
thong tin ma ban biét cac thanh vién ctia cng dong dang can. Dan dan, chac
chdn cong dong sé nhan ra sy ton tai cia ban. Ho sé quyét dinh c6 nén tin
twong ban hay khong.

Tém lai, dau tién hay xay dung long tin ctia cong dong doi véi ban! Mot khi
cong dong da tin ban, ho sé “lam viéc” cho ban chit khong phai ban lam viéc
cho ho. Thong tin truyén miéng sé gitp ban tré nén nodi tiéng ma khéng can
phai chi tra nhiéu tién dé quang ba.

Cau chuyén vé Ragnarok Online

Thitc su6t 12 tiéng khong ngirng nghi, khong an uong cé vé nhuw khong phai
la van dé gi d6i vdi nhitng game tha nghién game Ragnarok. Ragnarok la
mot game tryrc tuyén bat nguén tai Han Quoc, duwgce xay dung dwa trén mot
bo tranh truyén vui cung tén va mot game trén mang tredc do. Khi co ai do
nhdy vao choi Ragnarok, chac chan ho sé mat hét khai niém vé thoi gian.

Thong thuwong, cac game thu cua tro choi nay thich choi cung nhau trong
mot quan café internet hodac mot noi nao dé hon la choi mot minh. Tro choi
nay cho phép hang tram, thdm chi hang nghin ngwoi trén khap thé gidi cung
choi mot lic, moi nguwdi dong mot vai khac nhau. Trong cting mot tro choi,
da c6 18.000 nguoi ca gia ca tré, moi ngwoi dong mot vai khac nhau, ciing
choi mot lic. Ragnarok ciing c6 chitc nang cho phép nguwoi choi tan gau véi
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nhau dé chia sé cac meo muc va chién lwge choi game. Chinh diéu nay gitp
cho tro choi tré nén rat “thyc”.

Néu ta dé y, sé thiy su thanh cong cta Ragnarok chu yéu la nhg sitc manh
cta cong dong. Chinh cong dong do rat virng manh ctia game nay da gidap no
tiép tuc ton tai. Thong thuong, loai game online thé nay thuwdong chi song
dwoc 5-6 nam, tuy thudc vao sy ung ho ma nhitng game nay c6 dugc tiw cong
dong game tha ctia ching.

Cau chuyén cia HOG
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Harley-Davidson khoi day trong tdt ca cac thanh vién cong dong cia hang
tinh than “giai phong” va “long yéu nuwéc My”. Harley-Davidson khong chi
don thuan la m6t hang sdn xuat xe gan may 1én, né con twong trung cho sy
giai phong khoéi nhitng cong viéc nang nhoc nham chan thwong ngay, khoi
nhitng gia tri dao dic khat khe va hé thong xa hoi san sinh ra ching. Trén
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website ctia hang, ngay & trang dau Harley-Davidson viét: “Dé la mot 16i
song”. Gia nhap vao cong dong Harley-Davidson nghia la theo du6i mot 16i
song moi.

Khong c6 mot cau lac bo ctia nhitng ngwoi sé hitu loai xe gan may phan
khoi 16n nao lai cuéng nhiét nhw Nhom nhitng nguoi s& hitu xe Harley
(HOG). Cau lac b6 danh cho nhitng ngudi s@ hitu xe gan may 16n dong thoi
cling la nhitng fan trung thanh nhat hién nay da la cau lac bo 16n nhat thé
giGi v6i 270,000 thanh vién. Vi 800 ca sd giai khip thé gidi, HOG 1a mot
trong nhitng cau lac bo tich cyc nhat trong viéc t6 chitrc nhitng cudc dua
dwong treong voi dong nguwdi tham gia trén mot 10 trinh nhat dinh. Nhitng
nguwoi tham dy tin rang “cudc dua khong phai 1a cudc tim kiém mot diém
dén nhat dinh, ma do6 1a mot cuéc du hanh”.

Pua duong trvong da tré thanh mot nghi thite ton gido doéi v6i nhitng nguoi
lai xe. Tai My, hang nam ct vao ngay 12 thang 6, nhitng thanh vién thugc
cau lac b HOG dén tir khap noi trén thé gidi lai lai xe thanh nhitng hang
doc tién vé mot noi, do la thanh phd Milwaukee - chon “linh thiéng” noi
Harley-Davidson ra doi. Ho ciing t6 chitc rat nhiéu sy kién dé ky niém ngay
ra doi cua chiéc xe Harley -Davidson phan khoi 16n. Ho mac nhitng loai
quan 4o dac trung ctia dan 1ai xe gan may nhw do jean, 4o khoac da mau den,
that lwng boc kim loai, Ging va gang tay da. Rat nhiéu ngudi trong s6 ho con
xam lén minh hinh chi dai bang v6 canh - logo cua hang Harley-Davidson.

William G. Davidson - chau trai cua nha sang lap ra hang Harley-Davidson,
thwong dwgc nhitng tin do ctia HOG goi la William G, 1a mot nguwoi ma ho
thue s ngwong mo. William G da theo dudi cong viéc thiét ké nhitng chiéc
xe gin mdy lén tir ndm 1963. Ong dugc cong dong HOG coi nhw mot con
ngwoi than thanh. Ho trung thanh dén mirc hang nam déu thyc hién mot
chuyén “hanh hwong” vé thanh pho linh thiéng & Milwaukee, noi chiéc xe
Harley dau tién ra doi. Pay chi la mot vi du dé minh hoa sy cuéng tin cta
cac thanh vién cua HOG.

https://thuviensach.vn



HOG da tré thanh mot kiéu gido doan, noi cac thanh vién ctia cong dong
nhitng ngudi ham mo Harley-Davidson cé thé gap go tu tap vdi nhau. Ho to
chirc nhitng cudc gap gd hang ngay, tham gia vao nhitng cudoc dua dwong
treong. Nhitng cudc dua nay thuwong duge di kem v6i cac hoat dong twr thien
nhw di tham lang tré mo coi, trai dudng ldo hay quyén gop cho ngudi tan tat.

Trong cong dong Harley-Davidson, cac thanh vién c6 thé trao déi thong tin
vé nhitng chiéc xe gan may phan khoi 1é6n cia minh. Ho chuyén tro vé
nhitng d6 phu tung, cadch bdo dudng xe, cho dén nhitng cach dac biét dé lai
xe Harley. HOG ciing xudt ban nhitng quyén sach cé vai tro nhw sé tay bao
dwdng, hodc bo swu tip nhitng kiéu mau xe Harley - nhitng hién vat swru tam
quy gia cho tat ca cac thanh vién ctia cong dong. Trong cong dong, viéc trao
doi thong tin va tac dong qua lai lan nhau dién ra rdt manh mé. Thanh vién
m&i hoc héi kinh nghiém tir nhitng thanh vién lau nam hon vé moi van de
xung quanh viéc bdo dudng chiéc xe gan may phan khdéi 16n. Ho tu tap lai
v6i nhau nhu thé d6 1a mot gia dinh 16n.

Harley-Davidson - nha tai trg chinh cho cac hoat dong cua cau lac bo, c6 thé
tw hao vi c6 nhitng khach hang trung thanh dén vay. Hang nay ciing da san
xuat rat nhiéu hang hoa va phu trang Harley-Davidson, tr ting, 40 phong,
bang budc dau, day lung, 4o khoac da cho dén gang tay, v.v... Nhitng do phu
trang nay la vo gia doi vGi nhitng thanh vién ctia cong dong Harley-
Davidson, ho chdp nhan mua ching véi bat ky gia nao don gian chi b&i long
trung thanh va sy cuéng tin cia ho. HOG ciing da khai truong hang loat ctta
hang Harley-Davidson Cafe, noi da tr¢ thanh tru sé dé cac thanh vién cta
cong dong Harley tu hop.

The Body Shop - cau chuyén tit nudc Uc

O trén sao Kim, viéc ban hang qua cong dong 1a rat d& dang vi cu dan sao
Kim thich tro chuyén va tac dong qua lai v&i nhau rat nhiéu.
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The Body Shop Uc di loi dung y twéng nay, nghia 1a tao ra cong dong cho
khach hang bang cach cung cap dich vu The Body Shop tai gia. Chwong
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trinh nay cho phép khach hang lwa chon mot trong nhiéu doi nhan vién xoa
bép thw gian tuyét voi, tir doi Spa theo kiéu chau Phi cho dén doi gitp xoa
bop thw gian mat st dung vitamin E. Khach hang c6 thé Iwa chon la vai tro
la chu nha, la tw van vién hodc ca hai. La chd nha nghia la The Body Shop
sé ctr mot tw van vién da qua dao tao dén cung doi nhan vién xoa bop dé
huéng dan ho cham séc co thé ban. Mat khac, khach hang cling c6 thé ty trd
thanh mdt tw van vién cé dao tao cua The Body Shop bang cach tham gia
vao doi The Body Shop tai gia.

Nho dvge doi ngli nhan vién ctia The Body Shop cham so6c trong moi treong
quen thudc, khach hang sé cam thdy hét sitc thw gian trong chinh ngdi nha
ctia minh cung gia dinh va ban bé. Chinh vi thé The Body Shop mé ta
chwong trinh nay nhw “sy két hop gitta cong viéc va niém vui”.

Loi khuyén dé thanh cong tai sao Kim

1. Hay tao dyng mot cong dong khach hang ctia ban. M6t khi cong dong da
hinh thanh, hay tao diéu kién va ho trg cac hoat dong cta n6

2. Hay c0 bién thwong hiéu cta ban thanh biéu twgng cia mot cong dong
nhat dinh nao d6. Khi d6 thwong hiéu cua ban sé tr@ thanh mot phan trong
16i song ctia khach hang.

3. Hay tham gia tich cwc vao cac hoat dong ctia cong dong khach hang dé
hiéu nhu cau va mong wéc thuc s cta ho.
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NGUYEN TAC #17: QUANG BA

Trao doi riéng tw 1a hinh thitc truyén thong hiéu qua nhat

Trai dat da trd thanh Sao Kim!!!

Mac dau trede day phu nit néi chung hay cac ba noi trg noéi rieng thuwdng noi
tiéng vi tat buon chuyén, ngay nay diéu nay c6 vé khong con ding nita.

Ngay nay khach hang cua ban du la ai, dan 6ng hay dan ba, gia hay tré, déu
thich “chuyén tro” hodc chia sé v6i nguoi khac, cho du do la ban be, dong
nghiép, hang x6m hodc tham chi chi la nhitng ngudi ho gap trén thé gidi ao
cua mang Internet.
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Do vay dé san pham hay dich vu ctia ban cé thé nhanh chéng dugc nhiéu
nguoi biét dén, ban phai c6 thé tao ra mot tin don cho san pham hay dich vu
do.

O, vay... do la cai gi?

Tin don la mot théng tin dugc truyén miéng. Loai hién tuwgng tiép thi nay
phat trién rat nhanh chéng va nhiéu nha tiép thi da lgi dung co hoi nay bang
cach tao ra cac san pham hay dich vu c6 kha nang gay ra mot tin don manh
me.

Ban c6 thé nghi rang tin don la mot kénh truyén thong tiép thi mdi.
Vay thi ban da 1am r6i dé!

Tin don da ton tai hang thién nién ky nay.

Khi chwa c6 web...

Chua c6 ti vi...

Chuwa co radio...

Chuwa co bao chi...

Tém lai, chwa c6 bat cit phwong tién truyén thong dai chiing nao.

Thoi do, phwong tién dé truyén di mot thong diép hay dé quang ba mot y
twdng la thong qua viéc trao doi thong tin bang miéng, hay “truyén miéng”.
Con nguoi sé tu hop dé lang nghe mot thong tin méi. Sau do ho sé truyén
thong tin cho nhitng nguwdi khac ma ho quen biét, va ¢ tiép tuc nhw vay.

C6 thé ban sé thac mac...

Tai sao hinh thitc ti€p thi bang tin don nay lai n6i bat tai sao Kim?
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Tai sao tai sao Kim cac phwong tién quang ba tir trén xudng, mot chiéu va
hwéng tdi dai ching lai mot 1an niva tré nén khéng hiéu qua va bi thay thé
béi phwong thite truyén khau co6 tinh dong dang, twong tac, cé ban chat
giong nhu sy trao do6i gitta nhitng dong nghiép va nhitng cudc hoi thoai 1-1?

Cau trd 10i cua toi la, nguyén nhan nam & hai diém

Thi¢ nhat 1a do sy 16n x0n cua cac phuong tién quang cdo, hay dong li
quang cdo, da tao ra nhiéu khé khan cho khach hang. Sy xuat hién 6 at cua
nhitng thong tin quang cdo da tré thanh mot loai nhiéu - né khong cé tac
dung cung cap thong tin cho khach hang ma lai phan tac dung, lam cho ho
lung tung trong viéc loc va phan loai thong tin. Hay thw twdng tugng, theo
nhw mét chuyén gia truyén thong ctia My cho biét, thi m6t ngay mot nguoi
sé phai chiu m6t cudc tan cong 0 at ctia 1.500 c6 1é cac thong tin quang cao.
Vi qué ling ting, ngudi tiéu dung sé tw “bao vé” minh khoi sy tan cong cua
cac thong tin quang cdo nay va loc tin bang cach nghe theo thong tin va l1oi
khuyén cua ban bé hay nhitng ngwoi gan giii nhat véi ho.

Thi hai 1a tai sao Kim, nguoi tiéu dung bat dau nhan ra phwong tién va moi
treong chia sé thong tin thich hgp dé tan gau va tam sy. Phuwong tién nay
khong c6 gi khac hon la mang Internet véi cac cong cu nhuw email, chat,
SMS, hop thw chung, v.v... Ngay nay ching ta c6 thé xin 10i khuyén tir ban
bé & khap noi trén thé gidi vé mot san pham ma ching ta muén mua, hoac
10i khuyén vé viéc ching ta c6 nén mua san pham cua mot nhan hiéu nao dé
hay khéng, chi bang vao cu click chudt may tinh ca nhan. Mot khi viéc tan
gau va chia sé thong tin qua mang internet da tréd nén dé dang nhuv vay,
khong c6 gi dang ngac nhién khi hinh thitc truyén théng truyén khau da phat
trién nhanh chong dén vay va trd thanh mot phuwong tién quang ba hung
manh tGi titng ca nhan.

bay chinh la cach loai hinh tiép thi bang tin don phat huy tac dung tai sao
Kim.
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Cu dan sao Kim lu6n muon chia sé kinh nghiém véi ngwdi khac moi lic moi
noi. Ho yéu thich tan gau. Ho tan gau vé moi thit: nha hang noi ho da an tai,
bd phim ho da xem cudi tuan qua, chiéc xe hoi ho méi mua, v.v.

Dbau la sw khac biét gitta phu nit-cw dan dién hinh ctia sao Kim- va dan ong
khi phai doi mat va giai quyét van de?

Trong tac pham DPan 0ng dén tir sao Hoa, Pan ba dén tir sao Kim, tac gia
John Gray da dwa ra cau tra 10i:

ban 6ng thuwong an ndp trong hang dong ctia minh dé ty gidi quyét cac van
de ho gap phai.

Con dan ba lai tim kiém cang nhiéu ban cang t6t dé chia sé va tan gau hét
sic coi mo.

C6 hang tram co hoi dé cac nguoi tiéu dung trén sao Kim nhd nguoi khac -
dac biét la ban bé va ngwoi than- gidi thiéu vé loai may tinh ho nén mua,
khach san ho nén & tai thanh phé ho sap dén, hodc ctra hang giat 1a nao ho
nén thué giat quan do ban. Hang xém ctia ban cling cé xu hwéng hoi ban tén
6 trong tré cua ban hon la tw chon mot c6 tir quyén danh ba dién thoai.

Trong nhiéu loai hinh kinh doanh, dac biét nhitng dich vu c6 sy tham gia ctia
nhitng chuyén gia nhw bac si, luat su hay ké toan vién, c6 mot sy that la hau
hét, néu khong muon noi la tat ca cong viéc ho c6 dwge déu la do nhitng 16i
gidi thiéu truyén miéng mang dén.

Toém lai, ci dan sao Kim n6i vGi nhau vé tat cd moi thit cham dén sgi day
tinh cdm cua ho.

Co thé giai thich ban chat qua trinh hinh thanh tin don nhw sau: Moi hoat
dong mua hang hay dich vu déu bat nguon tir cach thitc hang san xudt hang
héa hoac cung cap dich vu thyc hién chién dich truyén thong tiép thi cta
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minh. Hinh thi¢c truyén thong tiép thi cé thé la thong qua cac quang céo, tai
liéu tiép thi, cac cudc goi dién tiép thi, v.v.

Sau do, néu khach hang cam thay thodi mai va tin twdng thong diép ban
dang truyén dat, néu ho thuc sy thay rang dich vu hoac hang héa ctia ban
dem lai cho ho mdt gia tri nao do, ho sé mua hang hoa hodc dich vu ay.

Bén than thong tin truyén miéng c6 vai tro day nhanh qua trinh nay, hoac
giam khoang céach thoi gian giita thoi diém ban tiép thi va thoi diém khach
hang dwa ra quyét dinh mua hang héa hoac dich vu cta ban. Thong tin
truyén miéng la thong tin thyc vi ca khach hang va cac chuyén gia déu néi
vé san pham cua ban.

Khong chi ddy nhanh qua trinh di dén quyét dinh ciua khach hang, thong tin
truyén miéng con c6 tac dung tiét kiém chi phi truyén thong hay quang ba
ma dang ra ban phai chi vi khach hang sé tré thanh ngudi truyén ba cho san
pham ctia ban. Ban c6 biét nha truyén ba nghia la thé nao khong?

Ho la nhitng ngwdi luon ludn “gidng dao” vé thwong hiéu cua ban. Loi giang
dao cta ho c6 thé tot hoac xau, tuy thudc vao trai nghiém ma thwong hiéu
ctia ban dem lai cho ho. Néu trai nghiém do 1a tét, di nhién 161 gidng dao cua
ho ciing t6t. Tuy nhién, tredng hgp con lai cling cé thé xdy ra.

Tin don trén mang

Tin don khong chi dugc sinh ra bang cac phwong phap “truyén thong”, nhw
thong qua cac cudc hoi thoai tryc tiép hodc qua dién thoai. Tin don ciing cé
thé lan truyén qua cac kénh truyén théng do nhw mang internet.

bay la hinh thic thdo ludn c4 nhan ma t6i goi la giao tiép P2P (people-to-
people hay ngudi-ngwdoi, hodc peer-to-peer hay may-n6i-mdy) - mot hinh
thitc giao tiép hai chiéu ngang bang. Cv dan cua sao Kim muoén ngudi khac
biét nhitng gi ho da trai nghiém, va cling mudn biét nhitng trdi nghiém cta
nhitng nguwoi xung quanh minh.
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Néu ho cam thay bi cuén hit bdi nhitng trai nghiém doé va bi thuyét phuc bai
10i gidi thiéu ma ho nhan duwgc, thong thuwong ho sé lam theo. Va néu trai
nghiém cda ban than ho lai mot lan nita khang dinh 16i gigi thiéu la dang, 16i
gidi thiéu lic nay sé mang hiéu tng qud cdu tuyét, dem lai thanh cong lién
tuc cho nha san xuat.

Mot sO cong ty tai sao Kim hoan toan c6 thé tiét kiém hang triéu do la My
ma hién nay ho dang phai chi trd cho cac doan quang cdo trén truyén hinh va
cac loai sach bdo, tap chi dat tién nhd dau tw mot phan chi phi tiép thi ay vao
cac chién dich tiép thi dua trén tin don vé co ban la mién phi ma lai rat hiéu
qud. Tiét kiém chi phi chinh la 1gi ich chinh cda viéc xay dung chién lwgc
tiép thi bang tin don cho cong ty.

Sy ra doi cia mang internet cling cho phép cac cong ty tai sao Kim tiép can
duwgc hang triéu khach hang tifm nang ma chi can danh mot phan nho lwong
thoi gian va tién bac ho da phai chi tiéu trwdc ddy. Moi san pham van hoa
16n hién nay déu c6 mot website ho trg, nhd d6 mang internet cho phép
thong tin trao doi theo 16i truyén miéng lan truyén nhanh hon.

Hay phan tich Chién dich Nike - Phong cach ty do. Trong chién dich nay,
Nike st dung két hgp cac phuong tién truyén thong va trdi nghiém trén
mang dé tao ra chién dich thong tin truyén miéng xuyén su6t cac khach hang
tiem nang. Pay la mot chi tiét rat tha vi, vi Nike da st dung mot phuwong
thitc ti€p thi theo phong cach ty do c6 tinh sadng tao va méi mé dé quang ba
cho sdn pham mang phong cach ty do ctaa hang.

Ngoai cac chuwong trinh quang cdo cap cao dat tién qua phwong tién phat
thanh truyén hinh trén toan thé gidi, trong chién dich nay Nike cling str dung
mot trang web thuc sy rat tuyét voi cé cac tro choi twong tac trie tuyeén,
cling nhu cac chwong trinh phat hinh lai nhitng trdn dau béng da va béng r6
da dién ra tai hang chuc thanh pho trén toan thé gidi. Tat ca cac yéu té nay
da tao ra tin don quanh chién dich Nike - Phong cach tw do va lam tin don
do ngay cang 16n manh.
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Amazon.com - hdang ban 1é trén mang - da tranh thu khach hang ctia minh dé
truyén di thong tin vé nhitng san pham duwgc ban trén trang web ctia hang
qua con duwong truyén miéng. Nhitng bai binh luan cia khach hang chinh la
mot hinh thitc dé quang ba. Pén ngay 26 thang 2, nam 2002,da c6 4262 bai
binh luin vé cudén sach Harry Porter va hon da phu thuy cta tac gia J.K.
Rowling trén trang web Amazon.com. Mitc danh gia trung binh ctia doc gia
danh cho cu6n sach nay la 5 sao - mic danh gia cao nhat hién c6 trén trang
web.

Nguoi tiéu dung ngay cang c6 xu hwdéng dua vao nhitng khach hang khac dé
c6 thong tin chi tiét hon. Ngoai nhitng bai binh ludn nhw trén web
Amazon.com, ho con cé thé tim théng tin minh mudn trén cac thong diép
cong cong hodc trong cac phong chat trén mang internet, noi ho c6 thé hoi
thong tin va sé nhan dwgc nhitng 1061 nhan xét khach quan t nhitng nguoi
thue si da dung qua san pham.

That mirng khi thay rang chia khéa tiép thi cho twong lai lai dwgc nhan dién
va st dung dé dang dén vay. Ching ta déu thich y twdng rang internet sé
bién sao Kim thanh md6t noi binh dang hon, noi ma bat ky ai déu c6 thé
thanh cong bang hiéu biét chuyén gia va mot chut it lao dong vat va. Internet
ro rang la phvong tién mang tinh dan cha nhat tr trede dén nay.

Tiép thi qua SMS

Nhitng tién bo trong cong nghé ludn tao ra nhitng phwong phap truyén thong
tiép thi méi. Sau sy ra doi ctia internet la sy xudt hiénctia céng nghé dién
thoai di dong. Dién thoai di dong khién nguwdi ta twong tac vGi nhau nhiéu
hon. Cac dich vu trén dién thoai di dong nhw SMS (dich vu gwi tin nhan
ngan) la mot phan chu chét trong nhiéu khia canh cudc song da dang, tw
cong viéc kinh doanh dén nhitng van dé ca nhan va cac hoat dong gidi tri.

B6 phim Cu6c kho nan cia chiia Jesus thanh cong la nho tin don lan
truyéen trén khap thé gidi, dac biét sau khi né bi cam trinh chiéu tai nhiéu
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nuwdc. BO phim ké vé cau chuyén dién ra trong vong 12 gio cudi cung trong
cudc doi chda Jesus vao ngay nguwoi bi dong dinh ¢ Jerusalem. Nha san xuat
Mel Gibson da bé 25 triéu dé la My tién tdi dé san xuat b6 phim nay. Tuy
nhién, tin don dwgc sinh ra quanh bo phim da gép phan quan trong dem lai
s thanh cong vé mat tai chinh cho bo phim. Piéu dang ngac nhién la, b
phim cang bi cdm trinh chiéu cho cong ching tai nhiéu nwdc, cang nhiéu
nguwoi muon duge tan mat xem phim.

Trén mang internet, ngoai trang web chinh thitc ctia b phim con cé nhiéu
trang web khac cling dwa ra nhitng nhan xét binh luan chi tiét vé bd phim
nay. Tham chi con c6 cac dién dan tw do dé nhitng ngwdi muén phat biéu
nhan xét riéng ctia hgo vé bo phim tham gia trao déi y kién. Tai Anh cling
nhu tai Piic va Ao, bd phim ditng dau cac bang xép hang. Tham chi phim
con cudn hit dugce nhitng thanh nién khong theo Cong gido va ca nhitng
nguoi trede do da tuyén bo rang ho khong theo tén gido nao ca. D6 chinh la
nho sttc manh cua tin don!!!

Vé dep hién hitu

Cac cong ty tai sao Kim c6 thé cling can nhan thitc dwgc sitc manh cua yéu
t6 nhin. Nhitng sdn pham cé tiém nang tao tin don 16n nhat 1a nhitng san
pham ma cong ching c6 thé dé dang nhin ngam. Sy pho bién cia nhitng phu
kién thoi trang nhw tii xach ctia phu nit mang nhan hiéu Gucci lan di nhanh
chong va rong rdi vi nhitng nguwdi khac déu co6 thé dé dang nhin ngam ching.

Tin don c6 kém theo hinh anh cé tac dong dén ngudi tiéu dung lau dai hon
so vdi tin don chi c6 16i néi. Hang san xuat phai tim cach khién san pham
ctia minh c6 vé ngoai “madi goi”. D6 phdi la san pham c6 kha nang “lam
thich mat”.

Mot s6 san pham c6 vé ngoai qua dep dé hap dan dén noi ching ta khong thé
khong chu y. Chiéc BMW Z3 Roadster 1a mét vi du. Khi ban nhin thay mét
chiéc 73, chac chan ban sé phai sttng sot. Nhitng ngwdi mdéi nhin thdy loai
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xe nay lan dau chac chan khong thé khong binh luan vé n6. Nhitng cudc trao
do6i thao luan quanh chiéc xe nay con duwgc tiép tuc kéo dai nhd mot chién
dich quang céo thong minh, khi hang san xuat bién chiéc xe tr@ thanh xe cta
James Bond trong phim Golden Eye (Mat vang).

Khi cong ching da no6i vé san pham ctia ban, dé la tin tot lanh cho ban. Cac
cong ty tai sao Kim can lam cho cong ching néi vé san pham cda ho. Day la
yéu t6 quan trong nhat ctia nghé thuat tiép thi bang tin don. Tiép thi bang tin
don chi la mot dang truyén théng tiép thi khéi nguon tir khach hang, lan
truyén nhd khach hang va nham phuc vu khach hang.

Phat trién tiép thi dira trén tin don

Ching ta déu nhat tri rang tai sao Kim, tiép thi bang tin don la cong cu
quang ba hiéu qua nhat. Néu diang la nhv vay, cau héi dat ra cho nhitng
ngwoi lam nghé tiép thi nhw ching ta la 1am thé nao dé phat trién n6?

Lam thé nao ching ta c6 thé khién ngwoi khac truyén di thong tin vé san
pham cua ching ta? Lam thé nao chiing ta cé thé khién cw dan sao Kim néi
Vé san pham cua ching ta?

San pham va nhan hiéu ctia ban phai gay an twgng cho khach hang.

Mot khi ho da c6 an twgng vé mot san pham va nhan hiéu nhat dinh, ho sé
khong chi tiép tuc mua san pham dd, ma con ké cho ban be, ngudi than,
dong nghiép vé san pham cua ban.

Ban can phdi ghi nhd mét diéu nhu sau:

Tin don c6 lgi khong dwgc tao ra bdi nhitng muc quang cdo “tam 6n” hay
cac hoat dong PR.

Quaéng cao va PR chi la phuong tién, ngit canh, 1a my pham lam dep.

Quang cao va PR chi ho trg cho thanh cong cua tin don.
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Tin don c6 lgi chi dwgc sinh ra nho chat lwong t6t va nhitng ich 1gi gan lién
v6i tén tudi san pham va nhan hiéu cta ban.

Vay nhitng loai san pham va nhan hiéu nao c6 thé 1am phat sinh tin don?

Chuyén gia tiép thi bang tin d6n Emanuel Rossen nhém céc loai san pham
va nhan hiéu c6 thé tao ra tin don thanh sau nhém. Tuy nhién ¢ day toi sé chi
gidi thiéu ba nhom quan trong nhat:

 Nhitng san pham tac dong vao mat cam xiic cia khach hang. Sy thanh
cong cta bo phim Jelangkung gan lién véi sy thanh cong cua chién dich
ti€p thi bang tin don cho né. Tai sao vay? La vi bé phim tran ngdp nhitng
canh khién ngudi xem phdi dau tim. Sau khi xem phim, chac chan mot tuan
sau ban van con cam thay khong khi ron rgn ctia bd phim. Két qua la, ban sé
ké cho tat va moi ngwoi vé nhitng noi s¢ hdi d6. Va nhw vay, tin don lan
truyén di la diéu khong thé tranh khoi.

 Nhitng san pham ty quang cao cho minh. Sy thanh cong cta nhitng vién
thuoc Viagra gan lién véi kha nang ty quang cao cua ching. Tai sao lai nhw
vay? Nguyén nhan la vi nhitng vién thudc nay cé lién quan dén mot chu dé
lubn rat thu vi trong nhitng cudc chuyén tro gitta ban bé vGi nhau. Khong thé
choi bo thue té tinh duc ludn 1a dé tai tha vi dé ban luan va su to mo cda con
ngwoi vé tinh duc khién nguwdi ta lu6n mudn ban luan vé né. Bé chinh la
khdi nguon cua tin don.

* Nhitng san pham c6 kha nang don gian héa nhirng thit von phitc tap.
May tinh Macintosh rat nhanh chéng dwoc biét dén trong giGi hoa si thiét ké
do hoa do nhitng khai niém vé sy don gidn va than thién v6i ngudi dung ma
n6 dem lai. Sy than thién vGi ngudi dung trong thiét ké do hoa ctia loai may
nay rat nhanh chéng khién cac hoa si thiét ké ngwdng mo, va vi thé tin don
vé loai may nay ciing lan di nhanh chéng.

Bang cach nay hay cach khac, ban can 16i kéo khach hang vao quan trinh
san xuat hodac cung cap san pham hay dich vu cta ban. Nhitng trdi nghiém

https://thuviensach.vn



ca nhan tich cyc sé khién ho noi vé céng viéc kinh doanh cua ban.

Ban cling can dam béo thong diép va san pham ctia ban dén dugc vdi nhitng
nguoi di dau hay nhitng ngwoi c6 kha nang mé dau xu hwéng mdi trong thi
trrong ma ban dang hwéng tGi. Hay cung cap cho ho thong tin vé san pham
cta ban (hodc tham chi cung cap cho ho chinh san pham cta ban), va dé cho
thong tin d6 lan truyén ty do gitta nhitng ban bé cua ho.

Dé tin don thém manh mé, hdy tao ra mét cong dong. Cong dong sé cho
phép khach hang thong tin cho nhau dé dang hon. Déng thoi, cling can tang
cuwong phat trién quan hé giita nha san xuat va nguoi tiéu dung.

Chuing ta hay mot 1an nita nhin lai sy xoay chuyén tinh thé ctia hang Harley-
Davidson vao thoi ky dau thap nién 1980.

Nam 1981, céng ty gan nhu phé sén vi cac déi thu canh tranh dén tir Nhat
Bén chao ban nhitng san pham cé chat lwvgng tot hon rat nhiéu vai gia thap
hon. Hai nam sau, nam 1983, hang thanh lap va tai trg cho Cau lac bo
Nhitng nguwoi s hitu xe Harley - tén goi tat la HOG, gom rat nhiéu cac tang
hoi ton gido tai My. Harley da st dung nhitng k¥ thuat tiép thi bang tin don
it ton kém nhw qua ban tin, tranh dnh (poster) va cd thong tin truyén miéng
dé pho cap héa HOG théng qua mang lwéi cac dai 1y ban xe cia hang. HOG
nhanh chéng phat trién manh mé, tai trg cho hang tram cudc mit-tinh c6 mai
tat ca nhitng nguoi s& hitu xe Harley tir khap ca nwéc tham gia.

NO lyc nay cudi cung cling dem lai két qua.

Vao nam 2000, hon 350.000 nguwdi s& hitu xe Harley da dang ky tai gan
1.000 tang hoi trai khap trén toan thé gidi.

Yéu t6 quan trong nhat & day la su tdc dong qua lai binh dang lan nhau giita
cac khach hang va gitta cong ty vdi khach hang. DBay la nhitng moi quan hé
van dwgc duy tri bén vitng va sé rat c6 1gi cho cong ty.
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Nhiéu cong ty cling da nhan thay néu ho thong bao cho nhitng khach hang
trung thanh nhat ctia minh nhitng gi ho quan tam, thi sy trung thanh va thién
chi cua tat ca cac khach hang déu tang lén. Ban c6 thé chon bat ky chu dé
nao vé san pham cda ban phu hgp vdi nhitng khach hang trung thanh nhat
kia, sau d6 ho sé trd thanh nhitng nguon tin dang tin cdy va nam nhiing
thong tin m@i nhat vé chu dé da chon.

biéu nay cling dem dén cho cong ty mot 1gi ich khac. Nhitng nguon tin dang
tin cdy la vé cung quan trong trong chién lwgc ti€p thi bang tin don vi khach
hang sé tin ho hon la nhitng nhan vién ban hang cta cong ty. Day la diéu hét
strc t nhién. Ching ta thwong tin twédng nhitng ngwdi ching ta biét rd hon la
nguoi la.

Nhitng cudc hdi thoai mang tinh ca nhan, ngang cap va trao doi thong tin hai
chiéu - thay vi hdi thoai khac cap, thong tin mot chiéu - déu c6 hiéu qua rat
16n. Ching sé c6 tac dung phat trién nhitng mo6i quan hé gan giii, 1au dai
trong twong lai gitta cong ty va khach hang tai sao Kim. Diéu nay ciling
giong nhv m& mot tai khoan thién chi dé cé thé rit ra st dung dan trong
twong lai.

Trong treong hop nay, ban can quan tdm bo tri sy xuat hién cia mot s6 nhan
vat noi tiéng trong chién dich tiép thi dwa trén tin don cia ban, goi 1a Nhitng
ngwoi gay anh huéng. Theo Ed Keller va Jon Berry trong tac pham Nhitng
ngwoi gay anh huwéng, ¥ mudi ngwoi & My thi c6 mot ngudi chi dan chin
ngwoi kia vé mén hang ho nén mua, nha hang ho nén dén dung bita, noi cé
thé tim thay nhitng nha hang tét, noi ho nén di nghi, v.v.

Cac tac gia goi nhitng nguoi nay la “Nguoi gay anh hvong”. Ho la nhitng
nguoi rat tich cuc trong cac cong dong riéng ctia ho, & ca noi lam viéc va
trong cudc song hang ngay. Ho quan tam dén nhiéu linh vyc va tham gia vao
nhiéu nhém hoac to6 chirc.
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Nho dia vi caa ho trong cong dong, & noi lam viéc va trong xa hoi, y kién
ctia nhitng nguwoi nay thuwong dugc nhiéu ngwoi lang nghe va cé tac dong
dén cudc song cua nhitng nguwoi khac. Vay diéu nay cé gi lién quan dén
khach hang tai sao Kim?

RO rang la mot quan hé rat gan giii!!! Hay nhé rang, khach hang ctia ban tai
sao Kim rat yéu thich chuyén tro véi nhau. Khong chi néi chuyén, ho con c6
anh huwdng qua lai dén nhau.

Bén canh nhitng cdu chuyén thanh céng cta loai hinh tiép thi dya trén tin
don, ban cling can dé y dén nhiéu yéu to6 khac. Banh gia mic do thanh cong
cua tiép thi bang tin don la vé cung kho khan va c6 thé thiéu chinh xac. Ban
can nhan thitc dugc rang c6 kha nang ban sé phdi ganh chiu nhitng phan tng
khong mong muon triedc nhitng no Iy tiép thi bang tin don cta ban, dac biét
néu nguoi tieu dung nghi rang ban dang Itra bip ho. Thyc ra, khi mét cong ty
khong thé kiém soat noi tin don dang dién ra, ho c6 thé nhanh chéng nhan
thay rang chinh hién twgng nay sé cé kha nang kiém soat dwoc no.

Cau chuyén cta hang Krispy Kreme
D6 khong phdi chi 1a mot chiéc banh ran...

Co thé do la cach tot nhat dé miéu td banh ran cia hang Krispy Kreme.
Krispy Kreme khong chi ban banh ran, ctta hang con ban ca “nhitng giay
phtt than ky”. O d6 ban sé c¢6 dwoc mot trdi nghiém da gidc quan. Thay vi
duy tri mot bo phan dich vu cham séc khach hang, Krispy Kreme da 1ap mot
nhom trai nghiém khach hang. Két qua 1a, ngwoi tiéu dung cam thdy c6 mot
sgi day tinh cam v@i cong ty va sau hon, ho c6 nhitng trdi nghiém cta ban
than @ do.
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Va toi chac chan rang, nhitng khach hang nay sé truyén tin don di. Ho sé ké
cho ngudi khac vé san khau hinh banh ran 16n tai Krispy Kreme va nhitng
trdi nghiém cta ban than ho tai d6. Tin don nay da lan truyén di, khong chi
trong ndi bé nhitng ngwdi My hay Canada, hodc nhitng ngwoi song gan mot
ctra hang Krispy Kreme, ma t6i chac rang tin don con lan truyén ra khap ca
thé gidi. Tin don ndy thdm chi da lan dén chau A, vi banh ran Krispy Kreme
da tré thanh thit “phai tim mua” bat cit khi nao c6 ngudi chau A sang M§
hay Canada.

Cau chuyén cta hang Altoids
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MADE IN GREAT BRI

Bat dau suw nghiép trong thi truong san xudt keo bac ha véi vi tri hoi 1ép vé,
Altoids da c6 gang tu sang tao lai ban than. Gitta thap nién 1990, hang tung
ra mot chién dich tiép thi md&i tdp chung cha yéu vao nganh cong nghiép
trinh dién. Diéu nay da tao ra rat nhiéu thay do6i, mirc phét trién thwong hiéu
trung binh moéi nam trong sudt nhitng nam cudi thap nién 1990 cta hang dat
dén 40%. Altoids ciling thay doi lai phong cach ti€ép thi cia minh trong khi
van c6 gang khong lam mat di gia tri hoai c6 ctia hang. Altoids st dung cac
phuong tién phi truyén théng nhw nam chdm gan trén cac bién hiéu trén phd
va xe & ga dién ngam, nhitng quang cdo c4 nhan trén bao tuan cda dia
phuwong hodc don gian la thong qua trang web ctia hang.

Cudi thap nién 1990, phat hién tr mot khach hang cua Astoids da duwgc dua
lén mang internet va tao ra mot tin don 1én. Phat hién do6 la “ngam vai vién
Astoids ngay truéce khi hon sé giup nu hon thang hoa”. Astoids da kich thich
tri twdng twgng cua khach hang va 16i kéo ho ty thi nghiem.

Tin don nay lan truyén rat nhanh, dac biét sau khi Monika Lewinski tr&
thanh “hinh mau” dé noi theo.
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D6 chinh 1a sitc manh cua tin don!!!
Cau chuyén cta hang Tooheys Extra Dry

Khi cac phwong tién truyén thong dai chiing khong con hiéu qua, hdi thoai
ca nhan phat huy tac dung! Hoi thoai ca nhan c6 thé dién ra trong giao tiép
twong tac, hay giao tiép 1-1 va trong tiép thi dya trén tin don.
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Hang Tooheys Extra Dry ctia Uc da ddy doanh s6 ban hang va gia tri thwong
hiéu ctia minh 1én cao nhd chi tiéu 3,46 triéu d6 la Uc cho quang cdo hdi dau
nam ngodi. Nhitng doan quang cdo bat thwong nhung sang tao nay da dugc
ngwoi tiéu dung ban luan rat nhiéu, vi thé chién dich quang cdo da tao ra
“chu dé dé néi”. Mot so6 ngwoi néi rang doan quang cao “lwdi” ctia hang that
qua ghé todm, tham chi chuvong trinh Today Tonight trén kénh chinh con phan
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anh rang doan phim quang cdo nay bi khan gia truyén hinh mo6 ta la mot con
ac mong theo nhw cudoc bdé phiéu vao thang 9 nam 2004
(www.todaytonight.com.au, thang 9 nam 2004).

Tuy nhién, mdc du bi tdn cong bdi hang ta nhitng 16i phé phan, doan phim
quang cao lwdi cua hang Tooheys hién nay lai duwgc xép hang la mot trong
nhitng chwong trinh quang céo trén truyén hinh hay nhat thé gidi (theo bao
The Australia, s6 thang 9 nam 2004).

Tai Uc, doan phim quang céo di gianh giai vang tai Lé& trao giai nim 2003
va gidi thwéng ATV cho doan phim quidng cdo d6 uéng c6 con xuat sac.
Ngoai ra, doanh s6 ban hang ctia Tooheys Extra Dry da tang thém 30% va
gia tri thuwong hiéu cling da tang lén nho doan phim quang cao gay tranh cai
(theo AdNews, thang 6 nam 2004).

Loi khuyén dé thanh c6ng tai sao Kim

1. Hay thuc hién chién lwgc tiép thi Judo! N6i cach khac, can st dung strc
manh cua khach hang dé thuc hién chién dich quang ba cta ban. Bé lam
duwgc diéu do, ban phdi nhan dién dwgc nhitng nha lanh dao khong chinh
thong trong s6 khach hang cta ban, dac biét la nhitng nha lanh dao vé quan
diém. Hay chon nhitng ngwoi giau cam xuc, cé thé dé dang chap nhan nhitng
y twédng mdi va chia sé quan diém ctia ho vdi nguwoi khac. Bang céach tiép
can nhitng ngwoi nay, ban sé khong ton nhiéu tién bac ma cau chuyén vé ban
lai dwgc ho giup lan truyén di xa.

2. Hay sang tao mot cau chuyén, mot truyén than bi hay mét bao cao tha vi
vé san pham va cong ty ctia ban dé khach hang tro chuyén vé ching.

3. Hay st dung phwong phap hitu hiéu nay dé tang doanh so, dong thoi dé
xdy dung hinh anh ctia cong ty ban. C6 thé xem trong cac chwong trinh tiép
thi da cdp nhitng vi du cu thé cho cach st dung hoi thoai ca nhan dé phuc vu
cac chuong trinh ban hang. Hién nay, viéc st dung hoi thoai ca nhan dé xay
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dung hinh anh da tré nén kha pho bién trong nganh dwgc pham va dich vu
nha hang.

https://thuviensach.vn



NGUYEN TAC #18: BAN HANG

Quan hé 1a chia khéa dan t6i ban hang thanh cong

amazoncom.
p —

“V i t6i dé dang nhat la quan hé véi hang nghin ngudi, va khé khan nhat la
chi v6i mot nguoi.”

Tiét 10 trén ctia Joan Baez, ca si nhac dan gian noi tiéng ngudi My nghe c6
vé nhur mot diéu nghich ly. Thong thwong, do nhitng han ché cia ching ta,
con nguoi khi quan tdm dén nhiu thit cing mot lic thuong gdp khé khin
hon so va&i chi tap trung vao mot tht.

Vay tai sao Joan Baez lai néi nhu vay?

Néu chiing ta can nhac ky ludng hon, thi diéu ma ba néi da minh hoa mot
cach chinh xac y nghia cia moi quan hé qua lai gitta con ngudi véi nhau.
Cac mo6i quan hé nay sé dé dang hon néu c6 si tham gia ctia nhiéu nguoi.

Tai sao lai nhuw vay?

... bdi vi vé ban chat, cic m6i quan hé nay thwong dwa trén ly tri va ban
nang tw nhién cta con nguoi.

... bdi vi ngudi ta cling khong c6 gang di sau vao cac mdi quan hé do.
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... bdi vi chiing ta c6 xu hwéng coi nhitng nguwdi ma ching ta quen biét déu
cO chung tinh cach.

Do d6, cach doi xtr cia ching ta véi moéi ngwoi khong khac nhau.
Tuy nhién khi xem xét cac méi quan hé ca nhan thi hoan toan nguoc lai!!!

Kiéu quan hé nay thwong khé khan hon béi vi ching lién quan tGi mot
ngwoi than quen hon véi ching ta. Va ching ta ciing luén c6 gang dé hiéu
ho r6 hon.

Chung ta c6 gang hiéu dwgc nhu cau, wdc mudn, nguyén vong... cia ho.

Chiing ta c6 gang dong cam vdi ho: c6 gang “tré thanh” ban than ngudi
do...

Ching ta c6 gang dua tat cd nhitng tinh cdm va cam xtc ctia minh vao céac
moi quan hé do...

Chuing ta doi xt vdi ho theo cach that dac biét...
Va cudi cung ching ta lam hét sitc minh dé duy tri moéi quan hé dac biét nay.

Nhitng cong ty tai sao Kim phai cé kha nang tao dywng cac mo6i quan hé mot-
mot vai titng khach hang cia minh. Biét rd ban than moi khach hang. Daoi xu
v6i ho nhu thé ho la nhitng ngwdi ban than ctia minh chi khéng chi la nhitng
nguwoi xa la bong tinh c& ¢6 quan hé lam an véi ban. V@i cach lam nay, cac
quan hé ca nhan sé dugc hinh thanh gitta cac cong ty tai sao Kim vai khach
hang cua minh.

Khi da thiét 1ap dwgc cac moi quan hé nay, cong ty sé biét chinh xac cac nhu
cau, wéc muodn va nguyén vong cua khach hang ctia minh. La khach hang,
ching ta chac chan sé cam thay hanh phtc khi mét cong ty khong can phéng
van van cung cap dugc chinh xac san pham ching ta mong mudn.
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Sau do, lam thé nao dé phat trién cdc moi quan hé c4 nhan vdi khach hang?

Cac cong ty tai sao Kim c6 thé lam dugc diéu nay tride hét bang viéc theo
sat hanh vi mua sam ctia khach hang. Thong tin vé viéc ho mua san pham gi,
vao thoi diém nao va phuwong thitc thanh toan ra sao déu dwgc thu thap tw
khach hang. Mot khi cong ty c6 thé theo sat nhitng thong tin nay va xac dinh
duwgc phwong thitc mua hang thi dwong nhién cong ty c6 thé cung cap vao
thoi diém chinh xac ding nhitng san pham khach hang mong muén.

Amazon.com, cong ty ban sach tryc tuyén noi tiéng nhat trén thé gidi c6 thé
theo sat hanh vi mua sam caa khach hang thong qua mot phan mém dugc
thiét ké dac biét. VGi sy am hiéu vé hanh vi mua hang, Amazon c6 thé phat
trién cac moi quan hé mat thiét véi khach hang ctia minh.

Thong tin vé saich m@i ma khach hang quan tdm dwgc givi dén hang tuan qua
thw dién tr. La khach hang, ching ta cting luon duwgc thong bao vé thoi diém
madt hang chiing ta dat mua da dwoc gwi di. Moi khi truy cap vao trang web
amazon.com, ching ta déu nhan dugc nhitng goi y ca nhan vé san pham ma
chung ta quan tam, dva trén nhitng don ddt hang hay viéc mua hang truéc do
cua chung ta. Nho thuwong xuyen twong tac vai khach hang theo cach nay,
Amazon da phat trién nhitng moi quan hé rit t6t v6i khach hang, day la
nguon lyc trong chién lwgce kinh doanh ctia cong ty.

Vi vay khong cé gi dang ngac nhién khi ngwoi tiéu dung luén cam thay hai
long va cudi cung tr¢ thanh nhitng khach hang trung thanh. Gido su Joel
Mokyr, mot khach hang cia Amazon.com dén tir Khoa Kinh T€ Hoc cua
treong dai hoc Northwestern da phai thot 1én rang “cac ban that tuyét voi”,
“toi sé khong bao gio mua sach @ noi khac nira.”

Néu ban dinh ban hang cho mot ngwdi ma ban khéng hé quen biét, ngwdi ma
ban khong c6é moi quan hé nao thi viéc kinh doanh sé rat kho khan. Nguoi
khong biét ban tat nhién sé khong thé tin cay ban. Vi thé, viéc ban hang cta
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ban phai dugc ho trg béi cac cong cu khac, vi du nhw quang cao. Két qua la
chi phi tiép thi tang 1én cung véi lgi nhuan bién giam di.

Tt gia tri thwong hiéu dén gia tri khach hang

T6i thich m6 hinh vé gia tri khach hang do Robert Blattberg ctiia Kellogg,
dai hoc Northwestern dwa ra. Toi thich n6 vi day la diém khéi dau, mot buéc
nhdy so véi cac mé6 hinh hién dang ton tai. Luan diém don gidn cta ong la
khach hang - chi khong phai gia tri thuong hiéu nhuw tat ca chung ta van lam
twong tir trvdc dén nay - la mot tai san tai chinh can thwong xuyén dugc tinh
toan, quan ly, va gia tang gia tri cing nhu cac tai san khac cta cong ty.

Quan niém gia tri khach hang la “lay khach hang lam trung tam” trong khi
quan niém vé gia tri thwong hiéu ma ching ta da tirng quen thudc lai “lay
san pham lam trung tam.” Khi Trai Dat van con giong sao Hda, chién lugc
“ldy san pham lam trung tdm” la da. Nhung gio day khi Trai bat da tre
thanh sao Kim, du mu6n hay khong ban van phai 4p dung chién lwgc “lay
khach hang lam trung tam”.

Hay phan tich sy khac nhau gitra hai chién lwgc trén.

 Cong ty dinh hwdng theo gia tri thwong hiéu c6 xu hwéng coi san pham va
chat lwvong dich vu la phwong tién dé tao dung tinh cdm cta khach hang vé6i
minh. Nguwgc lai, cac cong ty dinh huwéng theo gia tri khach hang lai coi
nhitng yéu t6 nay nhw la phwong tién dé tang long trung thanh cua khach
hang va kha nang gitt chan khach hang cua cong ty.

« Cong ty dinh huwdng theo gia tri thwong hiéu c6 xu huéng coi viéc quang
cao san pham va dich vu khach hang la phwong tién dé xay dung hinh anh
nhan hiéu. Trong khi do, cong ty dinh hwéng theo gia tri khach hang lai coi
cac yéu to trén nhw la phrong tién dé cting c6 moi quan hé véi khach hang.

« Cong ty dinh hwdng theo gia tri thwong hiéu c6 xu hwdng coi no liyc xtc
tién va ho trg kinh doanh la phwong thitc dé gia tang gia tri thwong hiéu.
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Nguoc lai, cong ty dinh hwdng theo gia tri khach hang lai coi yéu t6 trén la
cach dé khach hang tiép tuc mua san pham va gia tang gia tri khach hang
chirng nao ho con la khach hang ctia cong ty.

« Cong ty dinh huong theo gia tri thwong hiéu c6 xu hwong coi nhitng dong
thai trong viéc phat trién san pham nhw mét no lyc dé sit dung thwong hiéu
nham tao ra cac san pham phai sinh hodc cac san pham lién quan nhw mot
phan cua viéc gia tang gia tri thwong hiéu d6. Nguwogc lai, cong ty dinh huwéng
theo gia tri khach hang c6 xu hwdng coi yéu t6 trén nhu la no lyc dé tang
doanh s6 ban hang v6i mang lwgi khach hang da dugc thiét 1ap. Dé lam gi?
Dbé tang phan chi tiéu ctia khach hang cho cong ty hay néi cach khac dé tang
thi phan cta cong ty trong chi tiéu cta khach hang.

Céch tiép can gia tri khach hang doi hoi ban c6 thé quan ly dugc co s& di
liéu khach hang. Tt d6 ban c6 thé theo doi va hiéu dwgc hanh vi ctia nguoi
mua théng qua co s& dir liéu do. Co sd dir liéu 1a mot loai “kinh hién vi”
gitp ban biét dwogc chi tiét hanh vi cia khach hang.

Co s dir liéu vé khach hang la chiéc kinh hién vi gitp ban:

* Dv doan hanh vi mua sam cta khach hang, 1a co s& cho ban dwa ra nhitng
san pham phu hgp cho tirng ca nhan (cach thitc cung cdp huéng vao ca
nhan).

« T6i da hoa két qua dat dwgc, kha nang giir chan khach hang va né Iyc ban
hang lién tuc (ban hang chéo) t6i khach hang.

 Tang cwong hiéu biét va quan 1y vong doi gia tri khach hang.

« Tién hanh dinh gida khach hang la co sé& cho viéc hoach dinh dau tw vao
khach hang.

» Diéu t6i muon nhan manh vé sy chuyén doi cach tiép can tir “gia tri thwong
hiéu” sang “gia tri khach hang” la v&i cach ti€p can mdi nay, quan hé véi
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khach hang giir vi tri trong tdm va quyét dinh thanh cong cua cong ty trong
canh tranh.

* Quan hé vai khach hang 1a yéu t6 then chét trong viéc cé thém khach hang
mdi, tang cuwong viéc tiép tuc mua hang, day manh viéc ban hang chéo, ban
hang lién tuc do6i vGi nhitng khach hang hién tai, hay con dwgc biét dén véi
thuat ngtt “mé réng khach hang” nhu mot phan cua viéc gia tang 1gi nhuan
tr moi khach hang cua ban.

» Cac mdi quan hé khach hang la phwong tién chinh dé tang phan chi tiéu
cta khach hang cho cong ty, néi cach khac la n6 luc dé thyc hién viéc khai
thac khach hang sau hon.

* Va cubi cung, caic mo6i quan hé khach hang la chién lwgc quan trong dé
tang gia tri thoi gian ¢ moi giai doan trong vong doi khach hang (tw khach
hang tiém nang, dén khach hang mua lan dau, khach hang c6t 16i cho dén
khi ho tré thanh nguoi roi bo, titc la khach hang do6 khong con mua hang cua
ban nira).

T quan hé Giao dich dén Hoc tap.

Thyc hién ban hang qua cac m6i quan hé chit khong phai qua cac giao
dich!!!

Trong dang ban hang qua giao dich, khi mét giao dich da dién ra ban sé
khong theo sat né vGi mot quan hé. Ban khong c6 gang duy tri lién hé vGi
khach hang. Do vay trén thyc té ban dang dan mat di lgi thé. Khach hang c6
thé sé khong nhé dén ban néu anh ta muén mua mot san pham twong tu
trong twong lai. Va néu diéu do6 xdy ra, ban sé mat di co hoi gianh dugc thi
phan tiéu dung cho minh tir khach hang dé.

Lan ban hang d6 c6 thé dugc coi la thanh cong néu sau giao dich cong ty
tiép tuc duy tri quan hé véi khach hang. Mot giao dich két thiic phéi dugc
coi nhu diém khéi dau cia moi quan hé. Bang viéc duy tri quan hé vdi
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khach hang, ban c6 thé hy vong vé nhitng giao dich méi véi ho trong tuwong
lai. Nhitng giao dich tiép sau sé dé dang hon. Diéu nay dwgc goi la ban hang
theo quan hé.

Tw viec ban hang theo quan hé ban phai dat tGi mot quan hé hoc tap.

biéu nay cé nghia la trong khi ban duy tri hay phat trién cac m6i quan hé
v6i khach hang, hay tiép tuc hoc héi tir ho. Ban c6 thé hoc dwgc rat nhiéu
diéu néu ban c6 quan hé than thiét, gan glii v6i khach hang: cach tng x,
nhu cau, sé thich, nguyén vong, kha nang tai chinh va nhitng yéu t6 lién
quan dén viéc ra quyét dinh khi mua hang, cting nhw vai tro va chién lwgc
phu hop.

No6i tém lai, hdy nghién cttu hanh vi mua sam cda khach hang that ky lwong.

Mat khac, viéc lam nay ciing tao co hoi cho chinh cac khach hang dvgc tim
hiéu ban.

Hay cung cap cho ho thong tin cang rd rang cang t6t vé quy trinh sdn xuat
san pham, vé dich vu sau ban hang va tat ca nhitng thong tin ma ho c6 thé
yéu cau. Ban hay lang nghe ho, coi ho nhw nhitng ngwoi ban mdi-nhitng
ngwoi dang c6 gang tim hiéu k§ hon vé ban.

Do vay, mot méi quan hé hoc tap la moi quan hé mang tinh chat hoc héi hai
chiéu.

Mot khach hang cung cap thong tin vé ban than ho cho ban sé trung thanh
hon va khé c6 xu huwéng chuyén qua mua sdn pham ctia céng ty khac. Tai
sao nhw vay? Puwong nhién ho s¢ nhitng thong tin ma ho cung cap sé roi vao
tay doi tht cia minh. Ngoai ra khach hang thwong cam thay khé khan trong
viéc lai phéi cung cdp théng tin tit dau cho mot cong ty khac. Bai vi ban nén
nhd rang, quyét dinh cung cap thong tin doi hoi sy tin cdy, va chiing ta déu
biét rang khong thé xay dung long tin chi trong choc lat. Can phai cé thoi
gian.
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Béi dén thoi diém do, ho cam thay ban cé kha nang dap tng yéu cau cua ho.
Doanh s6 ban hang ciing sé tang vi khach hang tiép tuc mua hang ctia ban.
Suy cho cung, day la moi quan hé doi bén cung c6 1gi.

Hay xem cach Citibank ap dung v6i san pham thé tin dung!

Thé tin dung cta Citibank da chithg minh rang ngan hang cé kha nang tang
doanh s6 bang viéc phat trién cdc moi quan hé dai han véi tiing khach hang.
Nhitng quan hé nay dwgc phét trién bang cach khong ngirng céi thién dich
vu danh cho khach hang, thong qua viéc cung cap cac loai thé khac nhau véi
tinh nang lién tuc duwgc cai tién, tiv Easypay, airport lounge, reward, 24h
Citiphone Banking, insurance,... cho t6&i viéc don gian héa hanh vi mua
hang. Thong qua nhitng quan hé dai han nay, Citibank hiéu ré dwgc nhu cau
cta khach hang va c6 thé dé dang dap tng.

Bang viéc phat trién nhitng moi quan hé 1au dai v6i khach hang, mét cong ty
tai sao Kim c6 thé xac dinh dugc dac diém cua tirng khach hang. Ttr d6 cong
ty tham chi cé thé hiéu va do lwong dugc phan gia tri khach hang. Khi biét
dwgc thong tin, cong ty c6 thé phan bo cac ngudn luc cho nhitng khach hang
“c6 kha nang mang lai nhiéu lgi nhuan nhat.”

CRM la mot van de!

Tién bo cta khoa hoc cong nghé gitip quan hé gitta cong ty va khach hang
trd nén than thiét va gan giii hon. Cac cong ty c6 thé xac dinh dwgc dung
lwgng thi phan khach hang ctia minh, thdm chi la cac san pham san xuat
hang loat nhw hang tiéu dung. Chac chan ban da quen véi thuat ngit “Quan
tri quan hé khach hang” (CRM). Hién nay nhiéu céng ty &ng dung phan
mém da phat trién cong nghé nay, vi du SAP, Peoplesoft, Oracle, va Siebel
Systems. Trong twong lai, vai tro cua no s€ ngay cang quan trong, giap cho
moi quan hé gitta cong ty va khach hang tré nén than thiét hon, thay thé cho
cac phuong thitc thi cong truyén thong.
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Dell Computer c6 mot chuwong trinh web twong tac cho khach hang, cho
phép cong ty giam bat chi phi dat hang va quan ly t6t hon “tong chi phi dé
s@ hitu” may tinh. Mot trong nhitng 1gi ich chinh cua chwong trinh nay la
giip Dell phat trién quan hé mot-mot véi tirng khach hang, khong chi vai
cac phong Cong Nghé Thong Tin hay giam doc mua hang cua phia cong ty
do6i tdc ma con vdi ngwoi tiéu dung cubi cung cac san pham cda Dell trong
cong ty do.

Tuy nhién, dirng cam thdy nan long néu ban chwa da kha nang dau tw cho
phan mém CRM, mdt phan mém twong doi dat do. Pung vai cai tén Qudn
tri quan hé khdch hang, diéu quan trong la lam thé nao dé ban quan tri dugc
quan hé v&i khach hang. Néu ban c6 mdéi quan hé v&i hang nghin khach
hang thi cho di mu6n hay khong ban van phai st dung phan mém CRM dé
duy tri cac m6i quan hé d6. Tuy vay, néu con s6 dé chi dirng & mitc vai
chuc, chi xung quanh khu vic séng nha ban chang han, thi c6 thé ban sé
khong can dén cong nghé nay. Hay tiép tuc kinh doanh dya trén sy quen biét
ma ban da day cong xay dung trong mot thoi gian dai.

Ban can phai lvu y rang quan hé véi moi ngudi khong thé giong nhau. Hay
tap trung no lyc vao viéc phat trién quan hé véi nhitng khach hang c6 gia tri
thoi gian cao hodc nhitng khach hang tiém nang c6 mét quan hé lau dai, va
nhitng nguoi trong twong lai c6 thé sé mua nhiéu san pham cta cong ty ban.

Ngoai ra, khi quan ly cdc m6i quan hé véi khach hang, ban phai khong
ngirng ma rong va dao sdu cac moi quan hé nay. M@ rong c6 nghia la ban
phai ban duwgc mot loat sén pham cho cung mét khach hang, trong khi dao
sau c6 nghia la ban ban mdt san pham nhiéu lan cho cing mot khach hang.

Con mot cach nita dé that chat moi quan hé vGi khach hang, 1a tuy bién theo
nhu cau cta hg. Hay tao ra san pham theo yéu cau cta khach hang, san
pham thuc sy dap @ng duwgc nhu cau ctia hg. Néu san pham cua ban khéng
duwgc tuy bién, hay két hgp né v6i mot dich vu hodc sdn pham khéac dé ho
cam thay thoa man hon béi ho da cé quan hé ca nhan vai ban.
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Da Vinci, mo0t cong ty ban do noi that sang trong s& hitu bdi Tony Vaugh -
mot doanh nhan ngwoi Singapore da thuc sy lam duwgc diéu nay. Cong ty
khong chi cung cap cac kiéu dang doi ngi that nhap khau da dang ma con ho
trg bang cac dich vu ca nhan. Coéng ty khong chi c6 gang thu hit sy quan
tam caa khach hang ngay khi bat dau giao dich, ma con quan tdm dén cac
dich vu hau mai. Khong giong nhw cac cong ty ban do ndi that khac, Da
Vinci dwa ra dich vu tw van dé ho trg khach hang. Bo phan thiét ké hwéng
dan khach hang chon lira san pham phu hgp véi sé thich cuaa ho, tw van cho
ho vé thiét ké ndi that trong nha.

Vé ban chat, viéc quan tam tGi khach hang v6i nhitng quan hé ca nhan sé
lam cho ho cé cam tinh va yéu thich sdn pham ctia ban. Hay tang kha nang
hoi dap cta cong ty ban dé c6 thé nhanh chong xac dinh nhu cau, wéc muén
va nguyén vong cua khach hang. Hay phat trién cAc moi quan hé khéng chi
don thuan la quan hé kinh doanh ma con la quan hé lau dai, chan thanh, bén
vitng va khong phai nhat theo thoi gian. Cong ty ctuia ban sé tr@ thanh mot
cong ty sao Kim va ban sé chiém dwgc trai tim cia nhitng khach hang sao
Kim!

Viéc kinh doanh c6 thé sé mat di nhung nhitng moéi quan hé thi kéo dai mai
mai!!!

C6 thé day la mét trong nhitng nhan dinh phu hgp nhat giai thich tai sao ban
can thie hién ban hang theo quan hé.

Cau chuyén cta DELL
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Bat dau chi vai 100 dé la My, Michael Dell da thanh 1ap cong ty may tinh
Dell Computer nim 1984. Ong di nhan ra co hoi that sy trong nganh kinh
doanh may tinh tai thoi diém do, khi ma thiét bi tr¢ nén dat do bdi hé thong
cung cap san pham tr nha mdy tGi ngwoi tiéu dung cudi cung la rat dai. Dell
cling nhan thdy rang khach hang mua mady tinh khong thé yéu cau loai san
phdm ma ho muén hodc can. Do do, 6ng quyét dinh ban nhitng chi€c may
tinh “ty tuy bién” cua cong ty truc ti€p ra cong ching dé giam thiéu gia
thanh.
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Dell st dung dién thoai va Internet dé thyc hién kinh doanh. Vi du Internet
giup viéc mua ban trd nén dé dang hon rat nhiéu. Khach hang c6 thé xem xét
k¥ sén pham tredc khi quyét dinh mua. B6i v6i cac khach hang doanh
nghiép, Dell dua ra mot trang web ddc biéet goi la Premier Pages, cho phép
ho theo doi don hang cta minh thong qua mot tai khoan dac biét. Hién nay
cong ty giai quyét khodng 80% van dé ctia khach hang théng qua dién thoai
va Internet. Cong ty da ap dung hop ly viéc ban hang theo quan hé. Premier
Pages cung giup Dell xay dyng méi quan hé hoc tap sau sac mang tinh chat
hai chiéu. M6i quan hé nay cho cong ty biét khach hang can gi, muén gi, va
doi lai khach hang ciing c6 thé tim hiéu thém vé cac quy trinh, san pham, t6
chtrc va tinh hinh noi bo cia Dell.

Cau chuyén cta Procter&Gamble

Procter&Gamble, mot cong ty da quoc gia hang dau thé gidi vé cac san
pham phuc vu gia dinh, ca nhan va noi trg nhan thay viéc xay dung quan hé
v6i khach hang la nhan t6 then chot dan t6i thanh cong. Cong ty c6 mot
trang web c6 tén “Community Corner” (Goc cong dong) dugc st dung dé
gdy dung quan hé vdi khach hang hay “doi tac tiép thi” - nhw céi tén van
dugc biét dén trong ndi bo cong ty. Trang web nay la mot dién dan truc
tuyén, noi khach hang c6 thé néi vé bat ci¢ diéu gi - nhitng nhan hiéu dang
ton tai, co thé dé xudt cac y twéng va thay déi hay tham chi dong gép cho
cac cuoc khao sat.

Nhitng cong ty 16n la nhitng cong ty san sang gay dung va duy tri quan hé
tot dep v@i khach hang ctia minh. Khach hang dugc coi nhw nhitng nguoi
ban va cé thé ti do thé hién cam xtic. Hon nita, vGi trang web dac biét nay,
Procter&Gamble con tao co hdi cho nhitng ngudi dang nam giit bang sang
ché cac sdan pham méi c6 tiém nang co hoi duge thdo ludn vé ching véi
cong ty.

Cau chuyén vé cong ty Shiseido
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St dung quan niém “san choi cho khach hang,” tao moi treong cho ho hiéu
rd hon vé nhan hiéu nhwng khong thé gay ap lwc phai mua hang, Shiseido da
xdy dyng mot studio Shiseido. Cong ty hy vong sé tao ra moi lién hé chat
ché hon v&i nhitng khach hang c6 khéa nang tao dung mot xu hwdéng thong
qua viéc ap dung quan niém nay. Tai studio, khach hang dwgc méi dén mot
khong gian kham pha danh riéng cho vé dep. Ho c6 thé thir va tim hiéu vé
cac san pham cham séc sac dep cta Shiseido. Khach méi sé duwgc chao don
bédi cac chuyén gia tw van sac dep day té nhi, nhitng ngwdi luén san sang giai
dap céc cau héi ctia ho trong mot méi trudng khong hé c6 ap luc. O do, cac
vi khach ciling c6 thé dwgc hudng cac phwong phap tri liéu spa mau da dang.

Néu khach hang cé y dinh mua san pham ctia cong ty, ho sé khong thé dung
tién mat mua san pham ngay tai studio. Thay vao do, cong ty dwa cho ho
danh sach cac dia diém ban hang ctia minh. Do vay, studio Shiseido thuyc su
dwgc ma ra v6i muc dich that chat moéi quan hé véi khach hang. Khach hang
sé biét dén nhan hiéu nhiéu hon va déi lai Shiseido cfing hiéu ré6 hon khach
hang ctia ho muén gi.

Cau chuyén cta Laura Ashley

Laura Ashley, m6t day truyén ban 1é san pham thgi trang va do noi that nhan
manh rang sy théa man cta khach hang la yéu t6 séng con déi vGi thanh
cong cta mot cong ty. Pau nhitng nam 90, céng ty tap trung nghién ciu
hanh vi ctia ngwdi mua hang va da phat hién ra rang néu ho mua mét hay
nhiéu rém cira, va dac biét la loai rém ctta duwgc may theo yéu cau, thi ho
thuong cé xu hwéng mua thém gidy dan twong va cac do noi that khac. Viéc
mua rém ctta nhu la sy khéi dau cho viéc mua cac sdn pham lién quan tiép
theo. Tuy nhién, nguwdi mua sé khong mudn lam diéu nay néu khong co cac
nhan vién & do6 tw van cho ho - nhitng nguwdi ma ho tin rang rat thanh thao va
c6 kinh nghiém. Co hoi nay chi cé vao cac thit 7 hang tuan. Laura Ashley da
tao ra nhitng thay doi can thiét trong chinh sach nhan vién cia minh.
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Cong ty Laura Ashley la vi du dién hinh cho sy linh hoat va quyét tdm thay
doi vi 1gi ich ctia khach hang va nhitng moi quan hé t6t dep vdi ho.

Cau chuyén ctia Dymocks

DYMOCKS

B O O K S E L L E R S

Chia khoa dé tao dung moi quan hé caa khach hang 1a phai tim hiéu thai do,
s@ thich, nhu cau,... cta khach hang. Nhitng thong tin nay c6 thé dugc st
dung dé day manh doanh s6 ban hang bai tir do, cong ty c6 thé cung cap cho
khach hang nhitng san pham phu hgp.

Vi du: Dymocks, cong ty kinh doanh sach 1én nhat Sydney, c6 mot chwong
trinh doc dao: Dymocks Booklover (nhitng nguoi yéu sach cua Dymocks).
bé tham gia vao chuong trinh nay, khach hang phai dién thong tin vao phiéu
tham gia trong lan dau tién mua sach hodc mot san pham nao dé cia mot
trong sO cac ctra hang cta ho, va khi d6 ho c6 thé thanh vién. Sau d6, c moi
lan mua hang ctia cong ty, ho lai tich liiy diém thwéng dé doi 1ay phiéu qua
c6 thé dugce st dung trong cac lan mua hang tiép theo.

Nhung diém chinh cta chwong trinh khong phai 1a phan thwdng. Ngay khi
khach hang dién théng tin vao phiéu tham gia, cong ty ghi lai thong tin do6
vao co s@ dit liéu. Vé co ban, Dymocks hdi cac thong tin cd nhan ma quan
trong nhat la cac cau hoi vé sd& thich doc sach hién tai, cAic moi quan tam
hién tai, cong viéc va lieu khach hang c6 con hay chwa. Nhitng cau hoi nay
sé giup cong ty dua ra thong tin phu hop, giam gia hay cac chuong trinh
khac danh cho khach hang thong qua hé thong buwu chinh, thw dién tr hay
qua dién thoai.
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Loi khuyén dé thanh cong tai sao Kim

1. Nubi dudng quan hé vai tat ca cac khach hang la diéu can lam! Tuy nhién
viéc nay cling can dugc thuc hién ¢ cac mic do khac nhau. Hay tap trung
duy tri cdc mo6i quan hé véi khach hang c6 gia tri thoi gian cao. Pay la cac
khach hang hién c6 hay cé trién vong phat trién nhitng quan hé 1au dai va c6
nhiéu kha ndng mua san pham cta ban.

2. Ngoai viéc ap dung chién lwgc dao sau khach hang, tic 1a c6 gang ban
cung mot san pham nhiéu lan vGi sé lwgng tang 1én, cling nén thuc hién viéc
md& rong khach hang, titc 1a cung cdp mot loat cac san pham ctuia cong ty cho
cung mot khach hang. Vi cach lam nay, ban c6 thé da dang hoa ri ro trong
quan hé, do do6 ban c6 thé thu lgi tit viéc lam nay, tham chi néu khach hang
khong con can mot loai san pham nhat dinh nao dé nita thi ho van can nhitng
san pham khac ti ban!

3. bting quén thyc hién tuy bién san pham theo yéu cau khach hang néu can
thiét! Hay thay doi san pham dé phu hgp vdi nhu cau khach hang, va néu
ban khong lam diéu dé hay két hgp san pham cua ban véi dich vu hodc san
pham khac dé dap rng nhu cau cua khach hang.
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Hermawan Kartajaya, chu tich Hiép hoi Tiép thi Thé gigi 1a mot trong “50
chuyén gia hinh thanh nén twong lai tiép thi” do Vién Hién Chwong Tiép thi
- Vuong quéc Anh (CIM-UK) bau chon. Ong 1a sy két hop doc ddo gitta
mot nha nghién citu chién Iwge kinh doanh, dac biét trong linh vire ti€p thi,
v6i mot nha hoat dong. Ong gia nhap lién doan cac chuyén gia tiép thi quéc
té v&i mo hinh duwgc thira nhan bai gido su Philip Kotler, chuyén gia tiép thi
va giao s Warren J.Keegan, chuyén gia ti€p thi toan cau.

Nam 1989, Hermawan Kartajaya thanh lap MarkPlus&Co - hang tw van tiép
thi hang dau & Pong Nam A. Ap dung khung chién lwgc tiép thi caa
Hermawan Kartajaya, MarkPlus&Co da d6i méi thanh cong chién lwgc tiép
thi cia nhiéu cong ty (cong ty trong nuédc, khu vire va toan cau) va nang cao
dang ké hoat dong ctia ho. Mot s6 khach hang chinh ctia MarkPlus&Co nhu:
Singapore Tourism Board, SembCorpParks Holdings, Hewlett-Packard,
Microsoft, Yamaha, Goodyear, Indofood, United Tractors, Telkom Indonesia
va Bank Rakyat Indonesia. Gan day, MarkPlus&Co la mot hién twgng trong
AsiaCase.com do Nanyang Business School va Ivey Business School thiét
lap.

Hermawan Kartajaya la mot dién gia c6 uy tin quoc té, dong thai cling la tac
gia ctia nhiéu cudn sach trong linh viee tiép thi. Ong da dwgc moi véi tw cach
la dién gia va giang vién trong nhiéu hoi thao, hdi nghi qudc gia va quoc té,
va giang & nhiéu truong dai hoc trén khip thé gidi tir chdu A dén chau Au.
Gan day 6ng da di nhiéu dén cac nwéc Pong Nam A va khong ngirng cong
hién nhitng hiéu biét ctia minh cho cong dong tiép thi ASEAN.

Ong da viét nhiéu cuén sach va bai bao vé tiép thi da xuat hién trén rat nhiéu
an pham quéc t&. Ong 1a dong tac gia véi gido su Kotler cho ba cuén sach:
Attracting Investors: A Marketing Approach to Finding Funds for your
Business (John Wiley & Sons, 2004) (tam dich: Thu Hit cac Nha Pau Tu:
Chién Lugc Tiép thi nham Tim Kiém Nguén V6n cho Hoat Pong Kinh
Doanh cua Ban), Rethinking Marketing: Sustainable Marketing Enterprise in
Asia (Pearson Education Asia, 2002) (tam dich: Suy Nghi Lai vé Tiép thi:
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Doanh Nghiép Tiép thi Bén Vitng & Chau A), Repositioning Asia: From
Bubble to Sustainable Economy (John Wiley & Sén, 2000) (tam dich: Tai
Dinh Vi Chau A: Tir Nén Kinh Té Bong Béng dén Kinh Té Bén Vitng). Ong
cling thuwong xuyén cong tac v@i tap chi Asia Inc. va Marketing cua
Singapore.

Hermawan Kartajaya cting tham gia vao nhiéu hoat dong cong dong v6i Quy
Nhi Bong Lién Hgp Quoc (UNICEF), Té Chic Bao Ton Qudbc Té
(Conservation International), T6 chitc Lanh Pao vi M6i Truwong va Phat
Trien Quoéc Té (Leadership for Environment and Development
International). M@i day 6ng con tham gia sang lap va t6 chitc sy kién
Celebrities for Kid @ National Mother’s Day, 1 hoat dong ti thién cta
UNICEF danh cho tré em tai Indonesia.

Chia sé ebook : http://downloadsach.com/

Follow us on Facebook : https://www.facebook.com/caphebuoitoi
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