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LOI TUA
K

hi nhitng nhém khéi nghiép méi thanh 1ap bat dau hoc vé phwong phap
luan Khéi nghiép Tinh gon, ho thuong hoi toi bao gio thoi gian thir nghiém
sé két thic dé ho c6 thé tién hanh xdy dung “san pham that sy”. T6i phai
noéi cho ho hiéu rang khong co6 thit gi goi la san pham cudi cung ca — moi
mot san pham duwgc khéi chay chinh la mot co hdi dé ho kham pha cach
lam hai long khach hang hon. Qua trinh “Xay dung-Po lwong-Hoc héi” bat
dau khi ching ta ti hdi ban than mong muén kham pha diéu gi & khach
hang hodc & chién lwgc cia minh — va né nén dwoc tiép tuc 1au dai sau khi
phat hanh san pham dau tién.

Cot 16i ctia Xdy dung thurong hiéu tinh gon la quan niém: san pham khéng
bao gio that sy hoan thién, thwong hiéu cling vay, phai tan tam vao viéc
thich nghi va tién hoa. Cac cong ty khong dwoc phép dé thwong hiéu cua
minh tri tré hay xem chiing nhw mét “hon hop tinh nang”, Laura Busche lap
ludn. Thay vao do, ho phdi xay dwng nhitng thwong hiéu tac ke hoa ludn
“thich nghi v&i nhu cau va mong muén khong ngitng thay doéi cia nguoi
tiéu dung” bang cach kiém tra nhitng gia dinh cta ho, st dung nhitng thong
tin ho thu nhan dwoc dé lap lai va thich nghi.

Diéu nay noi dé hon lam.

To6i tirng lam viéc v6i nhiéu “nha xay duwng” thudc nhitng nganh nghé khac
nhau. Cho du nguyén vat liéu ma ho phai lam viéc cung rat da dang — mot
so0 chuyén lap trinh, s6 khac xay dung nhitng thiét bi cham séc sitc khoe
hodc trang thiét bi cong nghiép nang, so6 khac nita lai thiét ké nhitng chuong
trinh trdi nghiém ngudi dung — ho déu c6 diém chung la khao khéat dugc ap
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dung chuyén moén cta minh dé xdy dwng va gidi thiéu t6i khach hang
nhitng san pham “chat lvgng cao”.

Tuy nhien, phwvong phap luan Khaoi nghiép Tinh gon thach thiéc ching ta
suy nghi lai khai niém chat lwgng. Vong lap Xay dung-Do luwong-Hoc hoi
la mot cach giup chung ta thoat khoi khuynh huéng phire tap hoa giai phap
khi chwa kiém tra xem “giai phap” dy c6 that sy dem tdi ich 1gi cho mot
van deé thuc thu ctia khach hang hay khong.

Busche ciing dé cap dén tam quan trong cta viéc do luwong hgp ly. Tam ly
mé so liéu cua ching ta c6 thé trd nén rat hao hitng trede bat civ ddu hiéu
nao cho thay ta dang gay dugc sy chi y — nhung viéc phan biét “chi sé mo
h6” (nhitng s6 liéu trong dep dé trén gidy to nhung khong cho ta biét diéu
gi vé tiém nang phat trién ctia minh) va “chi s6 thyc té” (nhitng dir liéu co
thé dugc tiép nhan va st dung dé ma@ rong qua trinh thit nghiém va lap lai)
la v0 cung quan trong.

Trong phan Po lwong, Busche cung cdp mot vai vi du hitu ich vé nhitng chi
s0 dang dé tam — nhitng chi s6 lién quan dén phwong thitc kiém tién hoac
phat trién hé thong khach hang ctia doanh nghiép. Ching ta chi c6 thé chac
chan thtr nghiém cia minh da thanh cong khi ching ta thay doi dwoc hanh
vi cua khach hang @ mot mdt nao d6 — mua hang, dang ky nhan thw thong
bdo, dong y danh thdi gian hay trao d6i nhitng gia tri khac. Qua trinh thw
nghiém va do lvong gia tri khach hang nay cling la mot bién phap nudi
dwdng cac moi quan hé sau sac qua thdoi gian — c6t moc chitng to6 sy phat
trién thwong hiéu thanh cong va, theo t6i, mot cach van chuyén san pham
va dich vu xitng vdi danh hiéu “chat lwgng cao” tuyét voi.

Eric Ries
San Francisco, CA

Ngay 3 thang 9 nam 2014
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L6i néi dau
LY DO TOI VIET CUON SACH NAY

T6i chiu hét n6i roi. T6i khong thé ditng nhin thém mot sdn pham xuét sac
bi ng6 lo bai truyén théng, cac nha dau tw va ngudi tiéu dung chi vi nhitng
nguoi tao ra né khong biét cach xay dwng thuong hiéu. Chi vi ho khéng c6
thoi gian, tai nguyén, va kién thirc dé khién nhitng cai dau can thiét quay lai
vao ding thoi diém. San pham day cé thé la mét tng dung, mot dich vy,
mot sw két hgp cta hai thit trén... sdn pham day c6 thé chinh 1a ban!

_— NGHIA TRANG

AN PHAM DAI TRA

| T
| ANHAYLAmoT |\ |
SAN PHAM 16 b
NPHAMTOT | ] \
Nk ung khc’tng ai biét) 'III \

Nhitng sdn phdm t6t khéng nén chét chi vi chiing ta that bai trong viéc
qudng ba thong diép cua ching.

XAY DUNG THUONG HIEU THOI HIEN PAI

No6i Xdy dung thuong hiéu tinh gon 1a mot k§ nang quan trong trong boi
canh thwong treong hon loan ngay nay la qua nhe. Hang rao hai quan dang
ngay cang dugc ha thap, cac cude canh tranh dién ra vo cung quyeét liét, va
hop thw dén cuda tat ca nhitng ngudi tdi quen biét déu sap bi day. Chwa bao
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gi0d su chu y ctia ngwoi tiéu dung bi phan chia t6i nhw vay, nhu cau cta ho
trd nén tinh té téi nhw vay, va viéc truy cap thong tin tréd nén dé dang tGi
nhu vay.

Néu viéc xdy dung mét thuong hiéu dot phd va ndng déng khong ndm trong
ké hoach cuia ban, loi nhudn sé mdi chi la uvéc mo.

Tuy thé t6i cling da chuan bi mot cong cu cuwe ky hitu ich cho ban:

Mot cdm nang xdy dung thuong hiéu “tw ché” danh cho nhitng nha khdéi
nghiép ghét ldng phi va yéu khach hang.

Thwong hiéu la dau an cta ban trong tri 6c ngudi tiéu dung, cung véi chién
lwvge ban st dung dé xay dung nén n6. Thwong hiéu khong canh tranh véi
san pham: n6 chinh la sdn pham, la gia c4, la danh thiép dau tién to6i nhan tw
ban, la giao dién siéu nhe va siéu nhanh... va la giong noi (hy vong vay)
nhe nhang cta nhan vién tong dai cham s6c khach hang. Cho du ban dang
sang tao mot sdn pham maéi, mot dich vu méi, hay mot con nguwdi méi, hay
chi dang tim kiém ngu6n cam hitng, cuén sach nay sé huwéng dan ban cach
bién ngwoi ngoai thanh khach hang bang mot thwong hiéu c6 tinh chuyén
doi cao.

Vao giai doan dau, nhitng cong ty khdi nghiép khéng c6 von sé khong thé
thué tuyén nhitng don vi quang céo tri gia hang triéu do. B6 cong cu nay &
day dé ndi vdi ban rang khong sao dau. Thyc chat, viéc d6 con 1la mot diéu
tot. NO sé cho phép ban bat tay vao mét chuyén hanh trinh day tha vi: mot
cudc tham hiém tim kiém xem s két hgp biéu twgng, cau chuyén, va chién
lwge thuwong hiéu nao sé thu hiat dugc sw chu y can thiét cho san pham cta
ban.

Xay dung thuong hiéu tinh gon sé thap sang qua trinh phat trién thwong
hiéu von m& mit tredc day, chi cho ban cach sang tao, giao tiép, va ban mot
thwong hiéu c6 y nghia thong qua viéc lién tuc do lwong mitc do hiéu qua
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ctia n6. V&i hon 100 chién thuat xay dyng thwong hiéu “ty ché” va nhitng
vi du day cdm hitng, cudén sach nay la mot céng cu dat lwng khong thé thiéu
cua ban.

Bdi suy cho cuing thi chiing ta dang séng trong mét thé gidi thurong hiéu
ma.

Tin khan: khong ai mua mot “hon hgp tinh nang” ca. Nguoi tiéu dung mua
tir nhitng thwong hiéu cé y nghia va gitp ho di tir difm A dén diém B trong
cudc doi ho. Nhitng thwong hiéu c6 lwc day. Va day, hai ban t6i, dé 1a 1y do
vi sao ban mua cudn sach nay. Gid hay bat tay vao lam viéc nao. Cong cudc
xdy dung thuwong hiéu chuyén-dbi-cao ciia ban da chinh thitc bat dau roi.

POI TUONG CUA CUON SACH NAY

Noi that, t6i tin rang rat nhiéu van deé trén thé gidi cé thé gidi quyét néu
nhitng ca nhan biét cach gidi quyét ching danh nhiéu thoi gian chia sé
thong tin hon thay vi chon vui kién thitc ctia ho. Viéc hoc cach xay dung
mot thwong hiéu tuyét voi trd nén kho khan vo van khi ma ngay ca nhitng
nha xay dung thwong hiéu tai gioi nhat cling lam ra vé n6 rat bi hiém. T6i
chiic moi diéu tot lanh dén véi cac dong nghiép cia minh, nhung Xdy dung
thwong hiéu tinh gon khong phai 1a mét cuén sach nhw vay. Néu ban da
chan ngay nhitng thuat ngit r6i ram, nhitng chir viét tat vo dung va mong
muo6n nam bat phuong phap xay dung mot thuwong hiéu nang dong cé thé
thu hat, git* chan, va phat trién khach hang: xin chao, t6i da cho doi ban
hang thang troi roi!

Hién tai chac ban dang phai thitc trang dém vi mét y twdng nao do: lap
trinh, viét lach, 1én ké hoach, hoi ha lam viéc... danh thém mét (hodc tam)
tiéng dong ho. Toi ting gidng nhu ban: 1a mot ké mo mong thiéu nga va
nhiét huyét, hy vong dem dén cho moi ngwdi mot san pham. To6i cling tirng
& bén canh nhitng nguwdi giong nhw ching ta: lam ¢6 van cho chwong trinh
Apps.co caa Chinh phi Colombia su6t hai nam qua. T6i da nhin vao mat
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cua hon 300 doanh nhan khi cung ho xay dung trén 90 thvong hiéu khéi
nghiép. Ban biét khong: cac cap mat ay chita dyng nhitng dam mé c6 thé
lam bung no thé gidi.

Phadi chi thé gidi biét tdi ho.

Co 1é doc dén dong nay ban sé nghi, “Phai chi ho biét dén t6i!” Ban c6 bao
gio nghi rang ban sé trd thanh don vi quang ba ctia chinh minh khéng? Sé
ra sao néu t6i bado ban rang c6 mot cach giup ban xay dung mot thwong
hiéu quyén lyc ngay hom nay? Loai thwong hiéu giip m@ rong trai tim va
vi tién? Loai thwong hiéu biét 1dp lai, hoc hoi tir khach hang, va gidi thiéu
nhitng 16i tat lién tuc bién hoéa cho hanh trinh kham pha ban than ctia hg?

Tw cach la mét c6 van tiép thi, t6i tirng dugce nhiéu ngwoi trong dgi sé tim
ra mot cum t* nhiém mau gitip ddm bao thanh cong mot cach tuyét doi va
chac chan. Téi xin phép néi thang: d6 khong phai la ké sinh nhai cta t6i.
Toi khong c6 nang luc dic biét,! va viéc phat trién thwong hiéu khong phai
la phép thuat. Phat trién thwong hiéu la (hodc nén la) mot qua trinh dya trén
nhitng bang chitng xac thue, noi ban diic két nén mot sy két hgp cac biéu
twgng, cau chuyén, va chién luge dai dién cho 16i chao hang ctia ban trong
mot thi tredng ngay cang hon loan.

I, Tuy nhién téi phdi thira nhén réng toi dang cé gdng dat dugc hai diéu
nay: “Khi ban bat dau phdt trién sitrc manh dong cdm va twong tuwong cua
minh, cd thé gidi sé rong mé chao don ban.” — Susan Sarandon

(Hay ty minh 13p lai chdm réi tr: hon loan.)

Song t6i khong d6 16i cho ban. Nhitng nha tiép thi ching t6i da giau trong
minh cac chién lwgc phat trién thwong hiéu qua lau, va, du téi rat mudn néi
c6 mot danh muc don gidn dang sau toan bo qua trinh, day khong phai la sw
that. Ching t6i cling qua &m anh vGi qua trinh phat trién thuwong hiéu kéo
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dai dang dang. To6i hoi han biét bao khi nhan ra d6 khéng phai la cach
khién hinh thitc khéi nghiép phat trién.

Ban sé lam gi néu chi c6 tdm tuan dé di ti con s6 khong 1én mot thuwong
hiéu c6 thé ban? Day la thach thitc t6i phadi d6i mat véi hon 90 cong ty khdi
nghiép trong khoang thoi gian 2012-2014. Xay dung thuong hiéu tinh gon
bao gém cac bai hoc t6i da dic két xuyén sudt cudoc hanh trinh nay. Noéi
ngan gon: diéu ay la co thé.

Xday dung thuong hiéu tinh gon la cam nang cho cac cong ty phat trién
nhanh va cac doi ngti tao dung chung. N6 gigi thiéu nhitng khai niém quen
thudc tdi cac nha quan ly thwong hiéu va trudng phong tiép thi, theo mot
cach hoan toan khac biét so vGi cac nha quan 1y san pham, nha phat trién,
hay dong sang lap — mac cho bdi canh cta ho c6 1a gi di chang nita. Néu
ban dang xay dyng mét thwong hiéu, khong can biét trén danh thiép caa
ban ghi gi, cuon sach nay la danh cho ban.

NOI DUNG CUA CUON SACH NAY

Xday dung thuong hiéu tinh gon giong nhw mot sy trg gitp “Goi dién thoai
cho ngudi than”. Cudn sach nay ra doi nham gitip ban bao boc th san
pham tuyét hdo ma ban dang xdy dung bang mot chién lwgc xdy dung
thwong hiéu “ty ché” manh mé song linh hoat, cling nhuw gay su chu y véi
né. T6i mong ban biét rang qua trinh nay sé khong bao gid hoan thanh tron
ven. Chitng nao doanh nghiép ctia ban con ton tai thi thwong hiéu sé khong
bién mat. Va giéng nhu mot ca thé sdng, no cling biét hit thd, an udng, sinh
san, lan thay doi kiéu téc. Xdy dung thuong hiéu tinh gon ra doi nham chi
cho ban cach thitc dwa ra cac quyét dinh quan trong dugi day:

4 Ban sé tim thay nhitng hwéng dan cu thé vé cach xay dung va do luwong
25 nguyén liéu can thiét cho chién lwgc thwong hiéu, bao gom:

—Tén
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— Nghé thuat sap chir va hinh anh
— Trang dich

— Mang xa hoi

— Danh sach email

— Thong cao bao chi

— Phim quang cao

— Viét blog

— Tai liéu quang cao gian tiép

— Slide trinh chiéu

— Va nhiéu thit khac nta...

4 Cuodn sach nay chiva hon 100 chién thuat xay dung thwong hiéu “tw ché”
va nhiéu vi du day cam hitng gitip ban day manh thuwong hiéu véi thoi gian
va tai nguyén han ché.

# Bi kip xay dung thwong hiéu: ban sé hoc dwgc bi mat kich thich t6c do
tang trwdng thong qua viéc ké chuyén va khién san pham/dich vu ctia ban
bat kip xu thé — t* mdt quan diém phu hgp véi thiwong hiéu. Ban sé thu hut
st chil y cho san pham ctia minh ma van khong lam mat di ban chat caa no.

# Thiét ké va kinh doanh 1a mét cap vg chéng. Ban sé hoc dugc cach tiép
nhan sv that nay va ap dung né trong Chuwong 4, khi ching ta tirng buéc
sang tao biéu twong thi gidc cho thwong hiéu cia ban.

€ Xdy dung thuong hiéu tinh gon kém theo nhiéu do hoa, biéu mau, ghi
chi, hwéng dan giip ban thu hut, giit chan, va phat trién khach hang — thit
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duy nhat khong c6 trong nay la nhitng thuat ngi roi ram.

4 Khong mo ho, khong viét tat to6i nghia, khong bi mat. Ching ta sé kham
pha thwong treong dién ddo nay bang cach ctia chinh minh (va toi sé luén &
bén ban).

# T6i von khéi dau 1a mot b 6c kinh doanh. Sau dé t6i tim hiéu thém tiép
thi, roi tdm ly hoc, r6i méi dén thiét ké. D6 1a trinh tw hoat dong cta toi.
Tirng cau ting chit trong cudn sach nay déu huéng vé muc dich thu hut, git
chan, hodc phat trién khach hang. Cuén sach nay khong & day dé t6 diém
vé ngoai cda ban (ty ban than ban ciing sé lam diéu ddy roi).

CACH THEO DOI CUON SACH NAY

Co6 mot bi quyét gitip ban danh bai dwgc con qudi vat. Phuong thitc xdy
dung thuong hiéu tuyét voi khong ndm trong cdc cuén sdch phép thudt,
song néu ban biét cdch tdp trung , né sé ndm trong nhirng cudc twong tdc
v0@i khdch hang , trong mét ké hoach hanh dong chdt ché va trong viéc do
Iwong lién tuc. Xdy dung thuong hiéu tinh gon la mét ké hoach hanh dong
nhv thé, va phong khi ban thac mac, né cé bao gom nhitng danh muc can
kiém tra.
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Chung ta sé di t trong ra ngoai va xung quanh vong tron xay dung-do
lwong-hoc hoi. Chuwong 1 va 2 miéu td so lwge ké hoach hanh dong cuia
ching ta, tiép dén Chuwong 3 la noi viéc xay dung thue sy bat dau. Chuwong
3, 4 va 5 gom nhitng chi dan cu thé vé cach tao nén hon 25 nguyén vat liéu
cho cau chuyén, biéu tuwgng va chién lwge thwong hiéu ctia ban. Chuong 6,
7 va 8 dé cap nhitng bién phap do lwong dé xem liéu chiing c6 that sy dem
lai sy chuyén doi khéng — hay néi cach khac la cach dan dat khach hang di
theo 10 trinh hanh dong ma ban da tao ra cho ho (vi du nhv mua hang hoac
dang ky nhan thv quang cao).

Cudi cung, Chuwong 9, 10 va 11 chi cho ban cach lap lai: thiét ké lai, dinh vi
lai va chuyén kénh bat ct khi nao can thiét. Tuy nhién, ban cé thé theo doi
Xay dung thuong hiéu tinh gon theo it nhat ba cach khac:
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Ban c6 thé tdp trung vao mot phan cu thé trong ba phan sau: cdu chuyén
thurong hiéu, biéu tugng thuong hiéu, hodc chién lwgc thiong hiéu.

Diéu nay giup ban nam bat qua trinh tién hda tir giai doan xay dung 1én giai
doan hoc héi cia mo6i nguyén liéu thwong hiéu trong cac linh viee do. Doi
vdi treong hop nay, néu ban muén doc phan cau chuyén thwong hiéu, ban
nén t6i Chuwong 3, 7 va 10 (ba chwong trong cung vong tron).

Ban c6 thé chon mét nguyén liéu thuong hiéu cu thé trong s6 25 nguyén
liéu dugc dé cdp xuyén sudt cudn sdch, roi theo doi no qua cdc giai doan
xdy dung , do luong va hoc hoi.

Vi duy, ban cé thé chon phan “tén thwong hiéu” (nam & vong tron cau
chuyén thwong hiéu) roi tién dén doc cac muc vé tén thwong hiéu trong
Chwong 3, 7 va 10. Twong tw, ban c6é thé chon thanh phan “tiép thi qua
mang xa hdi” (nam & vong tron chién lwge thwong hiéu) roi doc cac muc
lién quan téi tiép thi qua mang xa hdi trong Chuwong 5, 6 va 9.

Ban c¢6 thé chon cdch bdt dau tir Chwong 6 néu ban da xay dung duoc cdu
chuyén sdng tgo gid tri ban dau, biéu twong hinh dnh, va chién lugc phdt
trién cho thuong hiéu ctia ban.

Nhu vay ban sé bat dau ti giai doan do lwong, tht nghiém mitc do hiéu qua
tao ra sy bién doi cua tirng thanh phan trén.

Vi SAO BAN NEN PQC CUON SACH NAY TU PAU PEN CUOI
TUY THEO Y CUA BAN

Viéc khong thé thué mot don vi quang ba cé thé mé rong tam mat ban
ngoai du kién. Sau khi phéng van hon 90 nha khai nghiép da 4p dung cach
tiép can Khdi nghiép Tinh gon, t6i nhan ra rang viéc khong c6 nguoi trung
gian gitta qua trinh phat trién san pham va qua trinh sang tao thwong hiéu
dem lai nhitng cai nhin sau sac dang kinh ngac. Tat nhién, phat trién thuong
hiéu khong chi g6i gon trong nhitng tam nhin don gian. Va do chinh la gia
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tri cda cac don vi quang ba: ho dwa tdm nhin vao thuc tién. Xdy dung
thuwong hiéu tinh gon sé dua cho ban cac cong cu can thiét dé tré thanh mot
ngoi sao trong viéc thuc hanh.

Vi luong suy nghi dé, t6i hiéu cac ngoi sao khong can doc hét 250 trang tir
1 t6i 250. Khong sao ca. Hay dam bao ban sé doc Chuwong 1 va 2 trede khi
chon lya cac chu dé ban thay hitng thu nhat. Ban ciing hdy nhé Xdy dung
thwong hiéu tinh gon bao gobm mot vong lap Xay dung- Po lwong-Hoc hoi,
tirc day khong phai 1a loai sdch nam sau trong ké sach cua ban.

Day la loai sach dung dé goi dau givong.

Nhé chid y cac Vi du xay dung thwong hiéu: cac vi du thyc tién ngan gon
giip ban biét nhitng nguwdi khac da sang tao thanh cong mot thuwong hiéu
tinh gon nhw thé nao. Ngoai ra, cac phu luc “Pao sdu hon”, “Bat dau nao”
va “Bi kip xdy dung thwong hiéu” sé gitp ban hinh dung dwgc tam anh
huwéng cta cac cha dé dén doanh thu cling nhw cach giadi quyét ching ngay
tirc khac.

Toi da cod gang loai bé tat ca thuat ngit tiép thi dé ban co thé tap trung vao
ndi dung, nhung néu bat gap bat ky tir nglt hoa my nao, ban c6 thé tim
ching & danh sach thuat ngit phia cudi sach. Trang web
www.leanbranding.com sé cung cap thém nhitng tinh nang ctia cudn sach,
tin titc, video, va nguon cam hitng cho ban. Néu nhitng trich dan trong cudn
sach nay cé thé giip d& mo6t ai d6 ma ban biét, hdy chia sé ching va danh
ddu @leanbranding (Instagram, Facebook, Twitter, Pinterest, va Google+).
Cudi cung, néu ban cam thay bé tac, dirng ngan ngai hoi ching toi trén
Twitter @leanbranding. Va vang, ching t6i cling san long lang nghe nhitng
101 chtri raa.

Ban c6 thé xay dung mét thirong hiéu ma khong ldng phi thoi gian va tién
bac. Ban c6 thé do luong dé xem né co tac dung hay khong. Ban cé thé hoc
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héi va thay do6i nhitng diéu khong dem lgi hiéu qud. Ban co thé kich thich
toc do phat trién cua noé. Ban c6 thé lam dugc.

(Pap bta.)

Thang 9 nam 2014
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Chuong 1
THUONG HIEU LA GI?

Bat ky ké ngu ngoc nao ciing c6 thé dwa ra mét thoa thuan, nhung deé tao
nén mot thwong hiéu thi can tdi mot bo oc thién tai, niém tin va sy kién
nhan.

— DAVID OGILVY

T6i ttrng trdi qua cdu chuyén tuong tw. Ban nghi ra mot y twdng san pham
tuyét voi nhat — va 99,9% no sé lam thay doi ca thé gidi cta ching ta.

Ban khong thé ngu. Ban ra sitc thiét ké, 1ap rap va xay dyng. Ban an. Roi
ban tiép tuc dung xay no.

Va r6i mot luong suy nghi chgt ta t6i: “tht” ma ban dang xay dung sé thay
doi thé gidi nhu thé nao? Quan trong hon, tén ctia “th?” nay la gi? Vao thoi
diém nay, ban cuéng nhiét vi né dén noi san sang mdc maot chiéc o thun
quang cao né. Vay trén chiéc 4o thun doé sé in céi gi? Thong diép doc dao
ban sé gwi tdi toan thé gidi la gi? Ban c6 mot thong diép gi chwa? Nhitng
biéu twgng manh mé nao dirng dang sau thong diép ay?

Céc cau hai trén sé dugc di sdu ¢ ndi dung chwong nay, von dé cap dén cac
cach thitc suy nghi chién lwge vé thwong hiéu cling nhw mot s6 khai niém
trong tam cua ly thuyét Xdy dung thuong hiéu tinh gon.

Toi 6 tin t6t va tin xau. Tin tot la ban cé thé, hay tham chi la phai, st dung
sw trg giup: hdy thodi mai hoi y kién khan thinh gia. Tin x4u la ban can
hoan tat mot phién ban ban dau cho san pham ctia minh, dirng lam viéc, va
ra ngoai ngay bdy gio. Cong cudc truong ky cua ban sé phdi hoan lai cho
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tGi khi ban biét dwgc vi tri cia né trén thé gidi. Ban cling dirng voi hai l1ong
khi tim ra dap an; nhitng cau héi dai loai nhw “P6 la cau trd 10i cudi cung
chang?” khong lién quan gi téi cudc choi nay. Biém mau chét cua cudc
choi 1a lién tuc kiém tra lai cac dap an ban c6, dat ra nhitng cau hoi méi, va
tan dung nhiéu sy trg gitip nhat c6 thé.

XAC PINH THUONG HIEU

Thuong hiéu la cau chuyén doc ddo ma nhitng nguwoi tieu dung nhd t6i khi
nghi vé ban. Cau chuyén nay lién két sdn pham ctia ban véi nhitng cau
chuyén ca nhan cda ho, véi mot tinh cach cu thé, véi van dé ban hita sé giai
quyét, va v6i vi tri ctia ban khi so sanh cung cac do6i tha canh tranh.
Thuwong hiéu ctia ban duwgc thé hién bang nhitng biéu twgng hinh anh va vat
liéu tir nhiéu cudc doi thoai khac nhau, noi ma ban phai tham gia mét cdch
co chién lugc.

Nhw ban ¢6 thé twdng twgng, cau chuyén nay dugce viét di viét lai moi khi
nguoi tiéu dung twong tac vdi bat ky mot phuwong dién lién quan tGi mat
hang cua ban:

& Tén

# L.0i chao hang

4 Nhan vién

€ Giao dién

4 Khu vyc mua hang
4 Chit ky email

4 (Hau nhu tat ca nhitng gi ban c6 thé nghi ra.)
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Ho nam trong tay quyén quyét dinh. Nguoi tieu dung ngay nay khong chi
biét lang nghe; ho con yéu thich viéc dam thoai. Ho khéng chi tiéu xai; ho
dong sang tao. Ban khong thé quy dinh cach ho trdi nghiém thwong hiéu
cta ban. Khong ai trong s6 ho chap nhan ngoi yén mot chd dé ban ké “cau
chuyén cua ban”; thay vao do, nguoi tieu dung dang tao nén cau chuyén
cta chinh ho dva trén hang ha sa sé tiéng noi. T6i viét cudn sach nay nham
khuyén khich cac ban gia nhap cudc doi thoai ay — dong thoi trao cho cac
ban nhitng dung cu can thiét dé doi thoai thanh cong.

Mu6n hiéu nd6m na vé tadm quan trong séng con cua viéc xay dyng thuong
hiéu, ban hdy nghi dén tén cia minh. Liéu cé cong bang khong khi néi
“ban” va “san pham ctia ban” la hai ca thé hoan toan riéng biét? Hay “ban”
va tinh cach cua ban? Ro6i ca “ban” va dong doi to tién ctia ban nita? M&
rong no ra tuy y va ban co suy nghi cua ban, ngoai hinh ctia ban, hodc hoc
van cta ban. Mau chét ¢ day la:

Tat ca moi thir va tat ca moi nguoi déu dai dién cho it nhat mét thuong
hiéu.

Vi thé:

Xdy dung thuong hiéu la diéu khéng can phdi ban cdi.
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Chang phai ching ta déu la nhitng sinh vat phitc tap va da dién an dang sau
nhitng cai tén sao? Va chang phdi tén goi chinh la phwong tién gitip ngwoi
khac nhé va nhan ra chiing ta sao? Vay hom nay ban dang lam nhitng gi dé
bién tén goi dy thanh mot thit dang nhé va dang mua véi ho?

HIEU SAU HON VE XAY DUNG THUONG HIEU TINH GON

Cac nguyén tac tinh gon da thay doi cach ching ta sang tao, duy tri va tai
tao thwong hiéu. Ching ta khong c6 thoi gian dé an phan tha thwong khi ma
nguoi tiéu dung lién tuc cau tién. Trén thuc té, ho da tréd nén am hiéu mot
cach kho tin vé viéc phan biét thuwong hiéu c6 chat lwong va khong cé chat
lwgng. Nguoi tiéu dung c6 thé phat hién nhitng thwong hiéu dang nghi tw
nhiéu dam — thdm chi la hang nghin ddm nho vao mang Internet.

Khung mo hinh kinh doanh va vong lap xay dung-do lvong-hoc hoi dwgc
Eric Ries mo ta trong cuén The Lean Startup (Khéi nghiép tinh gon) la hai
cong cu mang tinh quyét dinh anh hwéng dén phwong thitc xay dung va duy
tri cac loai hinh khgi nghiép. Tuy nhién, sau khi lam viéc vGi hon 300
doanh nhén trong qua trinh dwa m6 hinh nay vao thyec tién, toi nhan ra rang
chi nhitng ai tao dyng dugc nhitng thwong hiéu nang dong méi co6 thé tiép
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tuc thanh cong khi budc vao giai doan thir nghiém, hop mat nha dau tw va
chiéu mo khach hang. Cac thwong hiéu do tao ra sitc 16i cudn va hirng thu
cling nhw dinh vi ban than ching hiéu qua hon trong tri 6c nguoi tiéu dung.
(T6i can phai néu rdo mot diéu: thwong hiéu khong phai la logo. Lam on x6a
bd ngay suy nghi day; né sé huy hoai ban. Poc Chwong 2 dé biét thém chi
tiét.) Toi tirng thay hang ta ca nhan khdi nghiép danh mat co hdi vao tay
nhitng ngwoi tuy cé san pham kha thi t6i thiéu (MVP — Minimum Viable
Product) don gidn song lai nam bat ré hon y nghia thwong hiéu cua ho.

Mac du viéc thua ngudi c6 san pham MVP don gian hon nghe qua c6 vé
bat cong, nhung thuc chat no lai rat cong bang.

Sang tao thwong hiéu khong nén la mot qua trinh lam nén cho y twéng khéi
nghiép. N6 khong phai la ta thuat, n6 khong xdy ra ngau nhién, va né chac
chan khong thé dwgc chap va & phut 89. Xay dung thuwong hiéu khong chi
go6i gon trong nhitng ban do hoa 16ng lay. C6 hay khong mot thwong hiéu
manh chinh la yéu t6 dan t&i thanh bai.
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Trong
THITRUONG PA BAO HOA
ngay nay, ban sé khong tién xa néu ban mét

“hdn ﬂfg’f,ﬁm u&’.ng," .

Ching ta dang trong thai dai can
PHA VO THI TRUONG BANG

Mot ly thuyét nhé vé Xay dung thwong hiéu tinh gon, hay tai sao tac ke
hoa > khiing long

Su6t nhiéu nam, ching ta lu6n nghi khai niém cta khach hang vé ban than
ho trong hién tai va twong lai (tv khai niém) la bat bién. Nhw mot vién
gach. Do dé, ching ta tao nén nhitng thwong hiéu khing long khong 16 dé
lam hai long ho. Gio day, ching ta biét rang mot thuwong hiéu citng nhac, c6
dinh chi c6 thé thoa man khach hang trong mot thoi gian rat ngan. Mot tw
thwong duwgc nhac t6i khi néi vé khing long: tuyét chiing. Bién mat. Khong
thé thich nghi véi sy tién hoa. Twong tw, mot thuwong hiéu tro 1i don thuan
khong con hiéu qua nira.

Hay danh mot phit nghi va viét ra mdt cau miéu tad con ngwdi ban hién tai:

¥y <« b N 13

“nha leo vach da chuyén nghiép”, “mot ké dién”, “phu huynh dang di lam”
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— bat ky dac diém gi ban c6 (hodc nghi minh c6). Tiép theo, thit nghi xem
ban lic 5 tudi sé tra 10i nhw thé nao, va viét thém mot cau khac: “ngudi yéu
but mau”, “chuyén gia gio giai lao”, “ngu truva toan tap”. Gio hdy twong
twong nhitng cau mo ta nay, cong vGi mot birc anh thoi ban con nho va sun

rang, xuat hién trén tai khoan LinkedIn bay gid ctia ban.

RO rang diéu do la vo ly. Néu moi thit déu dién ra theo diing 1€ thuong tinh,
ban hién nay phét trién hon so véi hoi 5 tudi. T6i luc dy ting hoa trang
thanh mé6t con ky 1an vao 1é Halloween. T6i hién nay cé thé ty tin néi rang
minh da thay doi. Ca ban cling thé. Va ca thuwong hiéu ciing thé.

Chung quy lai, ching ta can nhan ra rang ngwoi tiéu dung luén chu dong
thay doi hy vong, noi lo, va khat khao cta ho (diéu ma cac nha tam ly hoc
nhw Markus va Wurf! goi 1a “diéu chinh ty nhan thitc”) nhim thich tng véi
thé gidi xung quanh ho. Ching ta nhan ra rang ban than khong con twéng
twgng sé trd thanh nhitng nha du hanh bay xuyén qua vii tru nhw khi 5 tudi
nita. Ching ta nhan ra rang diéu dy khong sao hét.

I, Hazel Markus va Elissa Wurf (1987), “The Dynamic Self-Concept: A
Social Psychological Perspective,” Annual Review of Psychology 38, 229.

Nhitng ty khai niém (khd di)® méi ma nguoi tiéu dung dang kich hoat mdi
ngay anh huéng dén cach ho hanh dong va mua sam. T6i mua nhitng cudn
sach day lam me vi muén tr¢ thanh ban thé “ngwdi me dam dang”. Toi
danh nguyén dém hoc & thu vién vi mudn tr¢ thanh ban thé “ctr nhan loai
xudt sac”. Toi mua phan mém thiét ké, wng dung dién thoai, sach, bo nhd,
va tat ca nhitng thit ma cac thuvong hiéu nhv Adobe dang bay ban hién nay
vi muon tré thanh ban thé “nha thiét ké tuyét voi”.

2. Hazel Markus va Paula Nurius (1986), “Possible Selves,” American
Psychologist, 41, 9, 954.
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Xay dung thuong hiéu tinh gon la xay dung mot thuwong hiéu tac keé hoa, tirc
la mét thwong hiéu thich nghi v&i nhitng nhu cau va khao khéat khong
ngirng bién doi ctia ngwoi tiéu dung. Ta sé khong lam dugce gi néu chi biét
ding yén trén thwong tredng nhin suy nghi ctia nguoi tiéu dung vé ban than
ho chuyén bién khap moi noi. Diéu t6t nhit cac thwong hiéu ngay nay c6
thé lam la lang nghe nhitng thay d6i nay va hoc héi tir ching. Cac thwong
hiéu tinh gon lu6én doi thoai chit khong doc thoai. Ho chap nhan sit ménh
giip do nguwoi tiéu dung tién gan hon t6i mong wéc ctia minh. Ho hai long
v6i sy that rang “mong wdc” do sé ludn ludon bién hda. Bdi vay nén ho ciing
thay doi; lap di lap lai chu ky xay dung , do Iwong , hoc héi v6 tan. D6 la
nguyén nhan dan dén ba phan ctia cuon sach nay.

THUONG HIEU TAC KE HOA THUGNG HIEU KHUNG LONG
- Kiém tra cac gia dinh va thich nghi - Ké hiét tuot
- Gon gang, san sang d6i mdi - Cong kénh, yéu thich truyén théng
- Nhanh nher, di chuyén mét cach - Phan (tng cham, qua niang né dé
tu nhién di chuyén
-Thay ddi hinh dang d2 ton tai - Pe dos tat ci moi nqudi ds ton tai

Tom lagi: lam mét thuong hiéu tdac ké hoa cé ly hon lam mét thuong hiéu
khting long. Hdy nh¢': khung long da tuyét chuing.

Thwong hiéu tinh gon dwa ra 16i tat cho hanh trinh kham pha ban than
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"Ngay xtta ngay xua” cho cau chuyén thwong hiéu cua ban la gi? Hay hoi
ban than minh diéu nay: “Thi t6i dang xdy dyng sé giip ngudi tiéu dung
rat ngan khoang cach gitta ban thé ho trong hom nay va con ngudi ho mudn
trd thanh trong ngay mai nhw thé nao?” Mu6n néi bat trong mot thi treong
da bao hoa, cac thwong hiéu phai thé hién minh nhuw cdc canh quat. GiGi
thiéu thwong hiéu cua ban nhw mot nguwdi ho trg khach hang muc tiéu dat
duwgc trang thai mong mudn la mot cach dé dong cam va xay dung nhitng
moi quan hé dai han. T6i sé néi thém vé cau chuyén thwong hiéu & Chuong
3.

Ban thé that su clia ngudi tiéu ding
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Thuwong hiéu ctia ban xdy dung cdy cau noéi két ban thé hién tai ctia nguoi
tiéu dung va bdn thé ho muén tré thanh nhw thé nao?

Trong thé gidi nay, ching ta qua that khong co lwa chon nao ngoai viéc xay
dung mot thwong hiéu tinh gon — khong c6 Iwva chon nao ngoai viéc trd nén
cO y nghia va tr@ thanh cong cu giup do nguoi khac. Cac thuong hiéu tinh
gon tao cam hitng cho nguoi tieu dung mua ng dung, dat mon, tin twdng
vao nhi*tng ca nhan nhat dinh, va 1ay sach ra khéi ké khi dwa ra nhitng 16i tat
bién hoa lién tuc trén hanh trinh kham pha ban than caa ho.

TONG KET

Trong thuwong treong da bao hoa ngay nay, ban sé khong tién xa néu ban
mot “hon hgp tinh nang”. Nguoi tiéu dung mudn tim thay hoai bdo cua ho,
di tir difm A dén diém B trong cudc doi, va cac thwong hiéu chat lwgng
cung cap nhitng 16i tat gitp ho thuc hién diéu ay. Thuong hiéu tinh gon tao
cam hitng cho khach hang bang cach dwa ra nhitng 16i tat bién hoa lién tuc
trén hanh trinh kham pha béan than cta ho. Du c6 thé hién tai ban khong
nghi minh la m6t nha quan ly thwong hiéu, nhung tat ca moi thi va tat ca
moi nguwdi (bao gom cd ban!) déu dai dién cho it nhat mot thwong hiéu.

Khi doc cudn sach nay, ban hay xem viéc phat trién thwong hiéu nhv mot
qua trinh dya trén nhitng bang chitng xac thuc — chit khéng phadi ta thuat.
Ban can di ra ngoai ngay lap tirc va bat dau lang nghe. Cac chwong ké tiép
sé chi cho ban nhitng bugc tiép theo mot khi da lam dwgc diéu do.
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Chuong 2
HIEU LAM VE THUONG HIEU

Néu khong biét tao thwong hiéu, ban chi la mét moén hang hoa.

— PHILLIP KOTLER

O nhitng trang tiép theo, to6i sé dé cap mot so 10i gia doi phd bién ma
ching ta tin vé thwong hiéu nham gitp ban ti€p nhan cac bai hoc con lai
trong cuén sach mot cach thong sudt nhat.

Co6 mot diéu ludn khién t6i thay kinh ngac. Trong budi n6i chuyén véi mot
s0 doanh nhan, t6i yéu cau ho, “Vui long gio tay néu ban hién la m6t nha
quan ly thwong hiéu.” Két qua toi chi nhan dwgc hai canh tay. Bon la nhiéu
nhat. To6i héi ti€p: “Vui long gio tay néu ban dang c6 mét danh thiép.” Bay
1a Iic moi th tré nén tha vi: “Céc ban vira gio tay cé danh thiép c6 thé giai
thich cho t6i nghe ban dang lam gi néu khong phai la quan ly thwong hiéu
ca nhan ctia minh khong?”

Nhitng cai nhin cham cham. Sttng s6t. Boi réi. Can phong im lang dén dang
sg. Tat ca déu doi t6i dwa ra mot cau noi than ky nao dé va pha v& sy yén
lang. Cau néi do la day:

Chiing ta da tin qud nhiéu 1oi gid doi vé thuong hiéu. Nhitng loi gid doi
nguy hiém.

SU NGUY HIEM CUA NHUNG LOI GIA DOI

Lic mdéi bat dau sy nghiép, toi cling tirng nghi rang “thwong hiéu” chi lién
quan dén dac tinh thi gidc ciia mot sdn pham hodc dich vu. T6i cling tirng
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nghi chi can mot nha thiét ké d6 hoa la da dé xay dung thuong hiéu. Biéu
dang budn la nhan thitc sai lac ay cua t6i bat nguon tir mét tam nhin han
hep. N6 khién toi tir chéi xem xét cac khai niém mot cach toan dién badi
viéc do tiéu ton qua nhiéu chat xam.

Céc tap doan 16n c6 thé khai thac toan bo sitc manh cua viéc xay dung
thwong hiéu dwa vao nhan lyc va nguén von cia ho. Néu muén c6 mot tia
hy vong nao do trong viéc canh tranh vdi ho, chiing ta can dirng an i chinh
minh bang nhitng 16i ddi trd vé ban chat va lgi ich cia thwong hiéu.

Ching ta phai hiéu “thwong hiéu” 1a mot khai niém nam sau tan cot 16i cua
moi hanh dong chiing ta lam. Nhitng quan niém cta nguwoi tiéu dung vé y
nghia thwong hiéu ctia ban sé xuat hién tir nhiéu diém tiép xuc lién két vai
nhau. Thé nhung cac dinh nghia thong thuwong vé “thwong hiéu” lai that bai
trong viéc nhan ra ban chat bao quat nay.

Chinh vi vay toi quyét dinh quan sat cac thwong hiéu tir ba lang kinh khac
nhau: kinh doanh, thiét ké va tdm ly. Chwong 2 nay sé dan dat ban kham
pha sttc manh d6i doi cua viéc xay dung thwong hiéu, duwgc kiém chitng
thong qua ba quy tac riéng biét nay.

Thoi diém t6i hoan thanh chwong trinh c nhan kinh doanh, dinh nghia
“thwong hiéu” cda to6i da ma& rong va bao gom thém nhiéu khai niém nhuw vi
tri, nhan thitc, tinh c6ng bang, hay dé xuat gia tri. Khong lau sau do, t6i bat
dau theo hoc thac si chuyén nganh quan ly thiét ké va quan niém cua toi vé
“thwong hiéu” ti€p tuc ma@ réng hon: nét nhan dién, cach ké chuyén, thiét ké
san pham/dich vy, tinh cach, sy khac biét. Cudi cung, to6i 1dy bang tién si
tam ly hoc, noi su siéu viéet cua thuwong hiéu trong ty nhan thitc tré nén vo
cung rd rang: n6 gan lién vGi biéu twgng, tw khai niém, va xay dung nhan
dién.

NHUNG QUAN NIEM SAI LAM VE THUONG HIEU
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H&i ban doc, néu ching ta m& khéa duwgc sitc manh cta viéc xay dung
thwong hiéu, chiing ta cé thé pha v ca thuong treong nay.

Nhung triwéce tién, hdy dep bé mot s6 quan niém sai lam cii ky da:

€ Thuong hiéu la logo;

€ Thuong hieu la nhan tao;

# Thuong hiéu do d6i ngii tiép thi quan ly;

€ Thuong hieu do mot minh ban quan ly;

# Ty sdn pham cé thé thu hiut khach hang;

4 Xay dung thuong hiéu hoan toan thudc vé nhan thic;

4 Ban khong thé do lwong thwong hiéu, do do cling khong thé quan 1y né.

Néu ban ton tai trong thé gigi kinh doanh du lau, rat c6 kha nang ban ttrng
nghe va ti€p nhan mot hay nhiéu 10i gia déi trén. Chung ta sé khong thé di
xa trong chrong nay khi khong lam r6 mot vai sy that.

Thuong hiéu la logo

Pé t6i noi ro: thuwong hiéu 16n hon logo rat nhiéu. Tham chi, hinh anh do6
hoa chi la mot phan nhé trong nhitng cau chuyén phitc tap ma khach hang
tao nén khi ho nghi dén ban va san pham cta ban. Hay can than vGi diéu
nay. Khong phdi ai cling sé thira nhan ho that sw nghi “Thuong hiéu =
Logo”, nhung khi ban nhac t6i cum tir “xay dyng thuwong hiéu”, ho sé hinh
dung trong tam tri mot nguwoi st dung chwong trinh d6 hoa vé tung tée
nhitng hinh dang véi mau sac soi néi. To6i c6 mot muc tiéu trong doi la in
thong diép “Thuong hiéu > Logo” 1én nhitng chiéc do thun, ly nuwéc, gidy
dan twong, miéng 16t chudt, ly uéng rwgu va phan phat chiing mién phi. Cac
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cong ty that bai trong viéc hiéu duwgc khai niém nay sé that bai trong tat ca
nhitng viéc khac, nén tin toi di, toi dang lam tu thien do.

Vay thwong hiéu la cai quai quy gi néu khong phai la logo? Thuong hiéu la
cau chuyén doc ddo ma ngudi tieu dung nhd téi khi nghi vé ban. Thuong
hiéu gan két sdn pham cua ban véi nhitng cau chuyén ca nhan cta khach
hang, v6i mot tinh cach cu thé, véi 10i hira sé gidi quyét van dé nao dé cua
ban, va véi vi tri ctia ban khi so sanh cung doi tha canh tranh. Thwong hiéu
duwgc thé hién bang nhitng biéu twong hinh dnh va vat liéu tr nhiéu cudc doi
thoai khac nhau, noi ma ban phai tham gia mét cdch cé chién lugc. Vi the,
cuo6n sach nay sé chi dan ban cach ndm bat ba thanh phan thwong hiéu cot
10i:

4 Cau chuyén tao nen gia tri cho thwong hieu;
# Biéu twong thi gidc cta thwong hiéu;

4 Chién lvgce phat trién cua thwong hiéu.
Thwong hiéu la nhan tao

Nhitng ai xem “Thwong hiéu la logo” at sé c6 tu twédng “Thuong hiéu la do
trang tri”. Mot s nguwoi that 1ong tin viéc xay dung thwong hiéu giong nhw
mot mon do trang hoang, mét thit ¢6 thé bat tay vao lam & phut 89, mot
moi quan hé thit yéu. Ban hay nghi vé diéu nay nhé: an twong dau tién cta
mot nguoi tiéu ding binh thuwdng xuét hién trong vong 50 mili gidy' ké tir
khi ho ghé tham trang web ctia ban. Cac cudc gdp ngoai doi cling khong
kha hon: 7 gidy sau khi nhin thdy ban, ngwoi tiéu dung da c6 danh gia vé
con nguoi ban roi. Gio hdy nghi tiép: ban liéu c6 thé tao dugc bao nhiéu
tinh nang trong vong 6 gidy? Chung ta c6 ly do dé tin rang khach hang sé
dwa ra nhan dinh dau tién dya trén nhitng tiép xtc trai nghiém thwong hiéu
Vot ra ngoai san pham: trang dich, mang xa hdi, thong cdo bao chi, danh
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thiép, 10i chao hang. Ban bat dau thiy thwong hiéu quan trong roi chit? T6t,
béi vi do la sy that.

I Gitte Lindgaard va dong nghiép, “Attention Web Designers: You have 50
Milliseconds to Make a Good First Impression,” Behaviour and
Information Technology 25, s6 2 (2006): 115-126.

Thuong hiéu do doi ngii tiép thi quan ly

Con dugc biét tdi nhw “Cit dé ho gidi quyét n6.” Ban hay nghi di: néu xay
duyng thwong hiéu la truyén dat cac biéu twong mot cach co6 chién luwge gitp
khach hang tao nén mot cau chuyén tach biét ban khoi cac doi tha, thi sao
n6 lai 1a nhiém vu ctia mot minh d6i ngii tiép thi dwgce? Viéc lam cho san
pham hodc cong ty cua ban trd nén dang nhd, riéng biét, va dang khao khat
la nhiém vu cua tit ca moi nguwoi. Xay dung thwong hiéu cling vay. Thwong
hiéu Zappos ngay nay sé thé nao néu khong cé ban tay cua Tony Hsieh?
Cac chuyén bay cua hang Virgin America sé ra sao néu ca tinh cia Ngai
Richard Branson khong phan chiéu tir nhitng chi tiét nho nhat? Ban c6 thé
twong twong mot Apple khong cé sy tham gia cua Steve Jobs khong?
Thuong hiéu déng goi, bdo vé, va truyén tdi chién lugc tao dung gid tri cta
ban. Khi b6 phan cham s6c khach hang tro chuyén véi mot doi tac bat man,
dé la lic thwong hiéu cat 1én tiéng néi. Khi phong tai chinh bao cado két qua
cho c6 dong, ban c6 thé nghe thdy thwong hiéu cia minh néi rang “Khong
sao, cr dé t6i lo.” Xay dung thuwong hiéu phai la wu tién cia mot CEO.

Toi kiém soat thwong hiéu ciia minh

Trén doi nay khong c6 gi goi la “tw minh” phat trién thwong hiéu. Qua trinh
xdy dung thuong hiéu giong nhuw mot dan nhac. Nguwoi tiéu dung hién nay
mong muon dugc cat tiéng hat cung ban. Ho san sang bo tién mua mot thi
ho dwgc dong san xuat. Ho trong dgi dugc tham gia, va ngay qua ngay
ching ta tim kiém nhitng c6ng cu t6t hon dé tao diéu kién cho ho. Thuong
hiéu la nhiém vu ctia tat cA moi nguwdi trong céng ty, song né ciing la mot
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cudc doi thoai chit khong phai mot doan doc thoai. Chung quy lai: trong thé
ky XXI, ban khéng thé chi thiét ké mot vat réi ép ngwoi khac nhan no.

Néu san pham co6 chat lwgng, ti né sé thu hat khach hang

Quan niém “Ct¥ tao san pham di, khach hang sé t6i” gid da tan vao huw vo
va thay bang “Néu cung khach hang ché tao san pham, c6 thé ho sé tdi.”
Nguai tiéu dung triede day biét vé thwong hiéu nhg xem tivi moi ngay vao
cung mot thoi diém. Nay ho khong nhitng c6 thé tiép can 24/7 hang nghin
nguon thong tin bang dt moi thit tiéng, ho con rat thich déi thoai.

Nguai tiéu dung ludn san sang dong tao dung cung ban. Ho tham chi con
hiéu thwong hiéu ctia ban hon ca ban co. Béi xét & mat nao dé thi bay gio
né6 la thuwong hiéu caa ho. (Lo lang phai xa cach roi a? Tét.) Moi thit déu la
thoi gian thyc, opt-in!, theo yéu cau, ngay bay gid, nguén mé. Viéc tao
dung khong con du nira.

I, Opt-in chi mét hanh dbng trong dé mét khdch hang da lam mét déng tdc
dugc coi nhu la sw déng y cho phép mét cong ty guri email déu ddn vao hop
thw cia minh.

Khi ban lang nghe tiéng néi ctia khach hang va sang tao trdi nghiém san
pham phu hgp véi nhu cau va hoai bao cta ho, ban dang dong thoi phat
trién mot thwong hiéu. Nhitng cudc hoi thoai qua lai, noi ban dwa nhitng
gop y phan tich vao ban thiét ké san pham, 1a mot phan khong thé thiéu cia
xay dung thwong hiéu. Cau chuyéen thvong hiéu cua ban sé khong hoan
thién néu thiéu di mot trdi nghiém san pham chat lwgng. Chuwong 3 sé gitp
ban tao mdt “Ban do hanh trinh thuwong hiéu” hoa hgp gitta ban thiét ké trai
nghiém san pham/dich vu v6i cau chuyén déc ddo ma ban dang c6 gang
truyén dat tGi thi treong.

Xay dung thwong hiéu chi giap phat trién nhan thirc
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Pay la van dé khién t6i caAm thay vo cung nhitc nhoi. T6i dang rao riét truy
tim ké da dwa ra y kién rang viéc dau tuv vao thwong hiéu chi gitip phat trién
nhan thitc. Han can dugc gitp d& trwedce khi nhiéu cong ty nita gdp ton hai.
Mot thwong hiéu cé chat lvgng la mot théa thuan tuyét voi cho bat ky cong
ty nao, va tiép dwdi la sdu nguyén nhan vi sao ban dau tw xay dwng thwong
hiéu.

1. Thwong hiéu chat lwgng khién trai tim — va vi tién — m@ rong.

Neéu tdt ca nhitng gi ban nghi vé “nguwdi dung” 1a “ID” thi chiing ta c6 nhiéu
diéu can dam dao day. Du t6i hiéu do6 la cach cau lénh SQL nhin ngwoi
mua, nhung xin ban dirng hiéu sai: nguwoi tiéu dung khong phai m6t ma
héa. Ban khong thé ty nhién truy van ho hanh dong. Hay thdy may man néu
khi doc xong cudn sach, ho truy van ban hanh dong. Ho 1a nhitng ca thé do
dw, lo lang, day khat vong, dong dao, lu6n bién héa v4i mong mudn bao vé,
cdi thién, va truyén tdi con nguwdi hom nay hodc ngay mai ctia hg. Néu san
pham ctia ban san sang gitp ho dat dugc diéu nay, ho san sang md vi tién
cua ho.

Co 1é ban da nghe vé Airbnb, mot cong dong mang gitta chu nha va khach,
noi ban c6 thé gidi thiéu hodc tim mot cho nghi tai hon 190 quoc gia trén
toan thé gidi. Trén cwong vi la mot gidi phap lwu tri, Airbnb phai canh
tranh vGi hang nghin trang web khach san va du lich. Tuy nhién, thay vi co
gang canh tranh vé gid cd, cac nha sang lap quyét dinh sé canh tranh vé
thwong hiéu. Mot thwong hiéu sé trd thanh quan gia “néi két hai nguoi,
nguoi c6 va ngudi mong muodn cd,” trich 10i nha dong sang 1ap Joe Gebbia
trén t& Marketing Magazine ndm 2013.! Theo d6, thuong hiéu Airbnb bét
dau dai dién cho m6t chudi nhitng gia tri gan bé chat ché véi dan du lich:
cong dong, trung thyc, kham phéa va dong cam. Ciing trong bai phong van
trén, Gebbia noi tuy Airbnb c6 lvgng nguoi dung “chan nan” vao hai nam
dau, nhung y twéng xay dwng chat lwgng thwong hiéu va chitng té rang co
s@ dat cho Iwu trd cda no 1a kha thi da gitp Airbnb tiép tuc ton tai.
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1 Alex Brownsell, “Airbnb Co-Founder Joe Gebbia on How Brands Can
Bring People Together,” tap chi Marketing Magazine, 06/10/2013,
http://bit.ly/1IkHCHJ?.

2. Muéon phat hanh san pham mgi? Mgt thwong hiéu chat lwgng sé
khién né tré nén dang tin.

T6i van con nhé ngay Apple phat hanh phién ban iPad dau tién. Cai tén
iPad lic dy bi sinh vién khap noi xuyén tac va dua cgt. Moi ngwoi khong
thé hiéu mot vat 16n hon iPhone va nho hon MacBook cé thé lam dugc gi.
Thé roi n6 nhan duwge phan hoi tich cyc ngoai mong dgi tir thi trrdng va trd
thanh san pham ban chay hang dau. Ban cé bao gio nghi cac thuwong hiéu
chat lvgng sé& hitu mot dang bang sang ché nao d6 chwa? That day. Nhiéu
cudc nghién citu da dwa ra két luan rang mét thuwong hiéu chat lwgng cé thé
thic day viéc tiép nhan khoa hoc k§ thuat! cling nhuv ting cudng hiéu qua
san pham trong mét nguoi tiéu dung.? 3

I David Corkindale va Marcus Belder (2009), “Corporate Brand
Reputation and the Adoption of Innovation,” Journal of Product & Brand
Management, 18, 4, 242-250.

°. Niraj Dawar va Philip Parker (2004), “Marketing Universals:
Consumers’ Use of Brand Name, Price, Physical Appearance, and Retailer
Reputation as Signals of Product Quality,” Journal of Marketing 58, 2, 81.

3. Jacob Jacoby va déng nghiép (1971), “Price, Brand Name, and Product
Composition Characteristics as Determinants of Perceived Quality,”
Journal of Applied Psychology, 55, 6, 570-579.

Mot vi du noi bat vé “bang sang ché” néi trén la Chwong trinh kham pha
Kinh théng minh (Glass Explorer Program) ctia Google. Hién tai, cac “tam
vé” tham gia chuwong trinh chi méi dwgc trao cho mot nhém nha phat trién
phan mém véi gia 1.500 do-la, qua dé bién ho thanh nhitng ngudi dau tién
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c6 thé “lap rap, sta chita, sang tao, dinh hinh va chia sé théng qua Kinh
théng minh.”* Ngay 15 thang 4 ndm 2014, Google 1an dau tién m& ban mot
sO lwgng vé gidi han cho cong ching.5 Thwong hiéu Google tao dyng niém
tin sdu dam trong long moi ngwoi dén noi khong chi hang nghin nguoi
kham pha san sang tra 1.500 do-la (kem thué) dé thir nghiém mot chiéc
Kinh chwa hoan thién, ma chiing ta (nhitng nguwdi du muén nhung khong du
diéu kién) cling dugc truyén thong diép sau:

4. http://www.google.com/glass/start/how-to-get-one/

>, Darrell Etherington, “Google Lets Anyone in the U.S. Become a Glass
Explorer for $1.500 Starting April 15,” TechCrunch, 15/04/2014,
http://bit.ly/1kHDauH.

Pa da choé réi moi ngwoi. Gid ching t6i khong con suat nao cho Chuong
trinh Kham pha nita. Tuy nhién, sap tdi ching t6i c6 thé md thém nhitng
dot khac. Hay dang ky dé duwoc cap nhat thong tin chi tiét.

Tiéu dé trén trang AZCentral.com ngay hém sau da miéu ta chinh xac sy
kién nay: “Kinh thng minh Google ban dat nhw tom twoi véi gia 1.500 do-
la/cip.”'Nhu vay: mot thwong hiéu chat lwgng sé nhan duwgc long tin can
thiét dé co6 thé gidi thiéu nhitng sdn pham mdi dot pha trong sy chao dén
gan nhw 1ap tiéc ctia hé thong khach hang.

I Laurie Merrill, “Google Glass Sold Like Hotcakes for $1.500 a Pair,”
AZCentral.com, 16/04/2014, http://bit.ly/1kHDo052.

3. Trung tam dit liéu ctia ban cé thé bi x6a so, nhung thwong hiéu thi
khong.

Chung ta tirng chitng kién nhiéu cong ty huyén thoai sup doé khong biét bao
lan, song bang cach nao d6 — va trwde sy kinh ngac cia moi nguwdi, nhitng
thuwong hiéu dugc dinh vi tot cia chiing van ton tai. Néu dwoc hoi vé tai san
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khai nghiép ctia minh, cé 1 ban sé liét ké nao la CPU, ban ghé, den chiéu
sang, may chd, may bay gidy — tat cd nhitng thit ma ban cham vao. T6i c6
mot lru y mudn giri: thwong hiéu cta ban ciing v6 ciing quan trong. Doi lic
no dugce tinh ngay ca khi moi thit khac tré nén vo gia tri. Boi luc, khi san
pham cua ban that bai (va day la diéu chac chan), ban sé thdy thwong hiéu
la mot vi cttu tinh. D6i lic Twinkies hoi sinh vi si két noi sdu sac va manh
mé gitta thwong hiéu va nguoi tiéu ding.? P6i lic nhitng cong ty bi pha san
sé cO gia hang trieu do-la don gian nho vao cau chuyén thuwong hiéu cua ho.

2. Thuong hiéu Twinkies dugc mét lién doanh gitta hai céng ty c6 phan tu
nhdn Apollo Global Management va Metropoulos & Co. mua lai va cttu
thoat khoi canh pha san vao nam 2013.

Ban tirng nghe dén Cam nang du lich cua Frommer (Frommer’s Travel
Guides) chwa? Vao nam 1957, mot chang trai tré tén Arthur Frommer da
xudt ban cuén sach huwéng dan du lich Du lich chau Au véi 5 do-la méi
ngay (Europe on $5 a Day) khi dang lam tinh bao cho quan doi My & chau
Au.! Thwong hiéu Frommer’s nhanh chéng phat trién thanh mot dé ché bao
gom hon 300 cam nang du lich va trang web Frommers.com. Nam 1977,
Simon & Schuster hitng thu véi thuong hiéu nay va mua lai quyén xuat ban
cac sach huéng dan cua Frommer’s. John Wiley & Sons lam diéu twong tw
vao nam 2001 va ban n6 cho Google vao nam 2012. Tuy nhién, tin don
Google sé x0a so cac sach cam nang du lich bat dau lan rong sau do.

L http://www.frommers.com/about

Thu vi thay, Arthur Frommer da mua lai thuvong hiéu cia minh vao nam
20132 va dang trong qua trinh tai phat hanh né véi tu cach, trich 16i 6ng, 1a
“nha xudt ban tw nhan c6 lich sit 1au doi nhat”3. Khéng thé pha nhan ring
thwong hiéu Frommer’s c6 nhiéu thoi diém thang tram khac nhau, song gia
tri ctia n6 da lién tuc dugc nhitng ga khong 16 trong nganh cong nghiép
cong nhan (va tra tién). Biéu nay cho thdy mot thwong hiéu cé chat lwgng
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khong hé bi nhitng bién dong thuong treong kiém ham. Frommer’s da tao
dwng nén mot danh tiéng, uy tin, cling nhuw chuoi lién két dang dé ciru va
hoi sinh.

2. Steven Musil, “Arthur Frommer Reacquires Travel Book Brand from
Google,” CNET, 03/04/2013, http://cnet.co/1kHDHNt.

3, Christopher Reynolds, “Frommer Guidebooks Come Roaring Back,”
Seattle Times, 04/11/2013, http://bit.ly/1kHEQYs.

4. Thuong hiéu la l¢i thé caa ban.

Rét khé dé tham nhap qua hang rao kién c6 ctia cac thuwong hiéu cé chat
lwgng. M6t thuwong hiéu dugc xay dung tot cé thé tang cuwong lgi thé canh
tranh ctia ban bang cach ngan can ngwoi khac chiém lay thi phan ban nam
gilt mot cach dé dang.

Hay nhin hang Virgin America. Du lich hang khong titng la mot nganh
cong nghiép v6i hang rao kién c6 khé xam pham, s6 nho doéi tha phai de
chtrng, va sy thd ¢ danh cho dac diém riéng ctia moi thwong hiéu. Cung vai
su xuat hién cua nhitng hang hang khéng gia ré va sy noi bat ngay cang 16n
cta nhitng hang hang khong qudc té (von rat it tredc day), thwong hiéu dan
trd nén co6 strc hut. Nguwoi tiéu dung c6 nhiéu Iwa chon hon. Cac doi tha bat
dau ha thap mitc gia tiéu chuan. Cudc chién thwong hiéu chinh thitc khai
tranh.

Gitta sy thay déi mo hinh thd vi 4y, mot Young America non tré da duwoc
danh gia 1a hang hang khong My c6 chat lwgng t6t nhat vao nam 2013.1 Két
qua dé khong phai ngau nhién. Nha sang 1ap Richard Branson ctung doi ngii
ctia 6ng xac dinh rd nén tdng cho thwong hiéu Virgin la “mitc gia phai
ching va mot trdi nghiém khach hang thoi thugng, phong cach”?. Trai
nghiém khach hang phong cach nay, von dwoc 16ng siu trong cau chuyén
thwong hiéu cua Virgin, tréd thanh hién thyc véi ngwoi du lich thong qua
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lich bay dung gio, rat it hodc khong cé khach hang bi tir chéi 1én chuyén
bay ngoai y muén (“bi doi chuyén bay”), va rat it hoac khong cé hanh ly
that lac — tat ca tiéu chuan déu do Cuc Xép hang Chat lwgng Hang khong
Quoc gia danh gia.

I “Virgin America Rated Best in U.S. Airline Quality: Study,” Reuters,
07/04/2014, http://reut.rs/1kHEbCZ.

2. Joan Voight, “Where’s the Party? At 30,000 Feet,” AdWeek, 05/02/2013,
http://bit. ly/1kHEkqO.

Nhin vao cac bang xép hang chat lwvgng quoc gia gan day nhat, co6 thé thiy
y thi'c manh mé vé thwong hiéu ctia Virgin America da tao cho n6é mot 1gi
thé canh tranh trong thi trudng ma chwa doéi tha nao sé hitu dwoc.

5. Thwong hiéu la dinh gia cao cap caa ban

Nhitng ngudi yéu thich so6 liéu cé 1 sé hai long khi biét: mot thwong hiéu
dugc dinh vi tot c6 thé nang gia ban san pham. Nhitng ban lam trong linh
vure tai chinh tirng nghe dén san pham siéu 1gi nhuan chwa? Hay thi di tGi
mot trung tam thwong mai bat ky. Ban c6 cam thay dot nhién mudn vung
tién mua vai chiéc quan jeans hiéu XY nao do, roi quet thé va thdy hoi han
khong? DPtng hoi han: hanh vi nay khong chi binh thwong, ma con dwoc
trong doi ¢ ban. Ban da bi gai bay, va tin vui la ban ciing c6 thé gai bay
nguoi khdc. Binh gia cao cap la ty 1é phan tram dat hon gitta san pham cta
ban vGi san pham cta cac doi tht khac. Cac thwong hiéu chat lwgng cé thé
nang mic gia cia ching ma khéng lo sg danh mat khach hang. Khai niém
nay (phan héi khong doéi khi mirc gia tang) la mot trong cac 1gi thé cot yéu
ctia viéc phat trién thwong hiéu vitng chac.

Néu ban cha y tdi thi treong dién thoai thong minh va may tinh bang, nhiéu
kha nang ban nhan ra rang cac san pham ctia Apple lién tuc dinh mic gia
cao hon nhitng doi thu. Tai sao Apple c6 thé thye hién duwgc dinh gia cao
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cap khi thi treong chung dang cé xu hwéng wa chudng hang ré? Cau tra 1oi
nam & cau chuyén thwong hiéu ctia né: ¢ cach dinh vi, trdi nghiém san
pham va 10i hita bao quanh nhan hiéu Apple.

DPau tién, Apple tan dung thiét ké san phdm nhw mot 1gi thé canh tranh cot
16i. CEO Tim Cook tirng phat ngén vdi td Business Insider rang “thi truong
ludn ton tai mot phan 16n hang phé pham”! va ring Apple “khong ndm
trong phan phé pham d6”. Bang hanh dong nay, Cook da cting c6 thong
diép lau doi cia Apple la chat lwgng di kém véi gia cd. Quan niém nay
nhan dugc phan &ng tich cuc ti thi treong: Khéao sat kinh té toan nuwdc My
nam 2012 cua CNBC wéc luwgng “mot ho gia dinh trung binh (tai My) s&
hitu khodng 1,6 thiét bi Apple, va gan % ho du tinh mua thém it nhat mot
san phdm vao nam sau.”?

I Jay Yarow, “Tim Cook on Apple vs. Android: ‘We’re Not in the Junk
Business,’” Business Insider, 19/12/2013, http://read.bi/IkHEWw5.

2. Jodi Gralnick, “Apples Are Growing in American Homes,” CNBC,
28/03/2012, http://www.cnbc.com/id/46857053.

Du cho két qua so sanh cac thong so ky thuat thé cua san pham véi cac
thuwong hiéu canh tranh c6 ra sao di chang nita, Apple da xay dung dugc
mot hé thong khach hang trung thanh da diéu kién va san long tra thém tién
cho nhitng hoai bao va phong cach séng di kem theo thwong hiéu cia no.

6. Thwong hiéu virng manh thwong la 16i tat trong mot thé gidi cwong
do nhanh

Pé hiéu tai sao thwong hiéu hoat dong nhw mot “16i tat” trong cac quyét
dinh mua hang, hay nghi vé lan gan day nhat ban ra ngoai mua thuéc. Ban
cam thay kho chiu va thit minh can bay gio la mét vién thuéc gidm dau.
Ban di doc day ban thudc gidm dau cta tiém thu6c va tim thay chiing: hon
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20 thwong hiéu quang cado rang sé lam gidm con dau ctia ban nhanh hon,
vdi gia thap hon, it tdc dung phu hon, hay mot sy két hop ctia cé ba.

Hay nghi that nhanh: ban sé chdp 1ay loai nao? Thuwong hiéu dau tién ban
vira nghi t6i chinh 14 thuong hiéu chiém linh nhan thitc cao nhéat ctia ban.!
No6i don gian: n6 la thwong hiéu s6 mot trong nhom xem xét ctia ban khi
ban dang c6 gang giai quyét van dé hién tai. Mot cach khac dé miéu ta tam
anh huéng cua cac thuong hiéu dugc dinh vi tét 1a sy ndi bat.? Sy néi bat
xdy ra khi mot thwong hiéu tré nén an twgng hon nhitng thwong hiéu con lai
trong ltic ban, ngudi tiéu dung, c6 gang giai quyét mot van dé/con dau. Khi
ban dwa ra quyét dinh mua hang, sé cé nhitng thwong hiéu ban khong hé
biét tGi, nhitng thwong hiéu ban chi nghe qua (titc nam trong nhém xem xét
cta ban), va mot vai thwong hiéu hang dau n6i bat hon phan con lai.

I David Aaker (1991), “Managing Brand Equity,” Free Press, New York.
http://amzn.to/1ICHtHT

2. Joseph Alba va Amitava Chattopadhyay (1986), “Salience Effects in
Brand Recall,” Journal of Marketing Research ( JMR), 23, 4, 363-369.

Con dau ban nghi téi & trén thudc yéu to6 vat ly, nhung ban hdy nghi vé
nhitng nhu cau doi hoi quyét dinh mua hang khac xem. Hay nghi vé con
dau ma thwong hiéu cia ban dang ra sic gidi quyét. Cac thwong hiéu noi
bat sé trd thanh nhitng 16i tat. Nhitng 16i tat hitu ich, thodi mai, va dem lai
(kha nhiéu) lgi nhuan. Bang viéc truyén tai hiéu qua thuwong hiéu cting nhw
cac tinh nang ctia n6, ban dang xay dung nhitng maéi lién két vitng manh c6
thé gitip ban chiém linh nhan thitc cao nhét cia ngwoi tiéu dung. Tuy nhién
nhan thitc khong dirng lai & day: no tré thanh mot 16i tat dan dén quyét dinh
mua hang.

Toi tha dau tw vao chat lwvgng san pham con hon
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Xin chuc mung nhitng nguwoi nghi nhw vay. Ban vira kham pha ra gia tri
thwong hiéu dau tién ctia minh: chat lwgng. Gio thi dirng dirng tai dé. Xay
dung thwong hiéu khong canh tranh véi san pham vé mitc do quan trong.
Chiing tham chi con khong tach biét nhau. Eric Ries da néi rat chi 1y:!

Sdan phdm la tdt ca nhitng gi khdch hang trdai nghiém. Ddy la diéu ma ca
cdc cong ty truyén thong lan nha khéi nghiép san phdm déu khéng hiéu
duoc. Nhitng thit nhw viét blog hay sdng tao néi dung hay nhdn thirc ctia
khdn gid xung quanh sdn phdm dwoc coi nhw mét trdi nghiém thi yéu, mot
phan thi yéu ctua cong ty. Diéu nay hoan toan dién r6. Trong nhiéu truong
hop, khdch hang sé trdi nghiém san phdm cua ban théng qua truyén thong
dau tién réi moi dén trdi nghiém trén thuc té. Néu ban khong thé két noi hai
trdi nghiém ndy véi nhau, ban dang ty gdy rdc réi cho chinh minh.. ?

I Ries la tdc gia cuén Khoi nghiép tinh gon, cuén sdch da phdt déng phong
trao thay doi cdch xdy dung va phat hanh san phdm mdi.

2. Amanda Lewan, “Eric Ries on Creating Media for Your Startup,”
Michipreneur, 28/03/2013, http://bit.ly/1kHFpOD.

T6i c6 m6t 10i muon gwi tGi nhitng ké da nghi: ban khong thé khong c6 mot
thuwong hiéu. Tuy nhién, ban c6 thé khong nhan thitc dwge tam quan trong
ctia n6. Toi hy vong rang sau khi doc xong cudn sach nay, ban sé nam trong
nhom nhitng ngwdi nhan thitc dugc vé diéu dé. Ban c6 thé khong quan tam
dén viéc dau tw (thoi gian va né lyc) vao thwong hiéu, song nhw vay khéng
c6 nghia la n6 tréd nén kém quan trong. Ban da s@ hitu san mét thuwong hiéu
r6i, b&i vay hdy mé mat ra dé biét n6 dang dirng & dau.

Ban c6 nhé cau “Khong ai c6 thé khién ban cam thay thap kém néu khong
c6 su cho phép ctia ban”? Trong thoi dai nay: ai cling cé thé khién thwong
hiéu cta ban tré nén thap kém khi ban khong 16 dién. Cang tham gia cu6c
choi nhanh chong, thiét hai ban phai kiém soat cang thap.
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Ban khong c6 du tién dé dau tu cho thuong hiéu ctia minh a?
Vay ban cé du tién dé kiém sodt thiét hai nhi?
Toi khong thé do lwong né, nén toi khong thé quan ly né

Toi da tham du tat ca cac khoa hoc ké toan tai trudng dai hoc. T6i da nghe
moi diéu ho phai néi. Thao nao nhiéu nguwdi nghi thuwong hiéu that tam
thwong! Ching ta da bi nhoi nhét rang thwong hiéu thudc vé muc “tai san
co6 dinh v6 hinh” trong bang can doi ké toan. Vay tai san co dinh v hinh
duwgc miéu ta ra sao? Chung la “tai san phi tién té nhan dang dwgc khong cé

tinh vat 1y”!

. Clng suy ngam vai gidy nhé. Khong c6 tinh vat ly. Tic la t6i
khong thé cham vao miéng pizza ctia minh khi né bi ngudi, va ai dé da pha
v& 101 hita thwong hiéu ctia anh ta. Va t6i khong thé cdm nhan dau minh

dap vao ban phim khi mét trang web nao day bi sap lan nira.

I Bruce Mackenzie va déng nghiép (2013), Wiley IFRS 2013:
Interpretation and Application of International Finacial Reporting
Standards. Tdi ban lan thir 10. Hoboken, N.J: Wiley.

Thuong hiéu la chuyén mon cua toi bdi toi da quan sat ching tir moi goc
d6. Toi da nhin thay ching hoat dong hiéu qua. T6i dd mua chdng vi sy
hiéu qua ay. T6i da chitng kién ching kich thich doanh thu.

Chung da cttu cong ty khoi nghiép cua t6i cling nhv hang ta nha khai
nghiép khac dwgc t6i cd van — rat rat nhiéu lan.

Va toi & day dé chirng t6 rang chung ciing sé gitp ban thanh cong.
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MOI NGU Ol
déu co thé khién thuong hiéu
cua ban tré nén thap kém

Whi Ban g, €5 di.

TONG KET

Do hoa chi 1a mot phan trong nhitng cau chuyén phirc tap duwgc khach hang
tao nén khi ho nghi vé ban hodc san pham ctuia ban. C6 nhiéu thi ditng dang
sau thwong hieéu cuia ban hon la mot logo. Thiwong hiéu la cau chuyén doc
dao hién Ién trong tri 6c nguoi tiéu dung khi ho nghi vé ban. N6 két ndi san
pham cua ban véi nhitng cau chuyén ca nhan ctia khach hang, véi mot tinh
cach cu thé, véi 10i hita gidi quyét mot van dé nao do cda ban, va vdi vi tri
cta ban khi so sanh cung doi thu canh tranh. Thuong hiéu dwgc thé hién
bang nhitng biéu twgng thi gidc va vat liéu tr nhiéu cudc doéi thoai khac
nhau, noi ma ban phai tham gia mdt cach cé chién lwgc. Nguwoi tiéu dung la
nhitng cé4 thé do du, lo lang, day khat vong, dong ddo, ludn bién hoéa vai
mong muoén bdo vé, cdi thién, va truyén tai con nguwdi hom nay hodc ngay
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mai ctia ho. Cac thwong hiéu thanh cong biét cach lang nghe nhitng mong
muon do.

Co6 rat nhiéu ly do dé ban xay dung thwong hiéu cia minh ngay hom nay.
Viéc cuong quyét phti nhan tdm quan trong cta xay dung thuwong hiéu chi
lam t6n thuwong ban ma thdi: moi nguwdi déu co6 thé khién thwong hiéu cua
ban tré nén thap kém khi ban khéng 16 dién. Ban sé nhan thdy rang viéc
phat trién mot thwong hiéu manh mé dem lai nhiéu phan thuwéng tuyét voi
hon nhan thitc don thuan: dinh gid cao cap, y thitc manh mé vé phuwong
hwéng cho cong ty, mot 1gi thé canh tranh, va mot bang sang ché dé thi
nghiém nhitng san pham mai.
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PHAN HAI
XAY DUNG

b

é lap lai mot chu ky, ban can phai c6 diém xuat phat. Ban khong thé that sy
cai thién néu chi cé trong tay mot td gidy trang — ding ch? Tuy nhién, to
gidy trang do6 sé la tat ca nhitng gi ban can dén trong Phan 2. Cung san sang
xay dyng nao!

O Phan 2, chiing ta sé& phét trién phién ban dau tién cho thuwong hiéu tinh
gon cua ban dé ban c6 thé gia nhap thi trweong, do lwong cling nhw tim hiéu
xem né nén di dau tiép theo.

Muc dich cia phan nay la gitup ban tao ra mot bd nguyén liéu thuwong hiéu
toi thiéu ton tai dwgc trén thwong tredng. Néu xem cac thwong hiéu truyén
thong la nhitng chiéc banh hamburger khong 10, thi thit chiing ta sé ché
bién la nhitng chi€c banh kep c& nho. Nhitng chiéc banh kep ma, sap tGi
day ban sé thay, nguoi tiéu dung c6 thé thém sot ca chua va mu tat 1én thoai
mai. Mot cong thitc du chuwa hoan thién song lai dang tin cay va linh hoat
v6i hanh vi clia nguoi tiéu dung — va qua do, vdi nhitng vi tién. Ban hay
xem qua cong thitc dudi day dé c6é dugc mot y twdng khai quat vé cac
nguyén liéu ching ta sé xay dung xuyén suot phan nay.

Trong Chuong 3, 4 va 5, ban sé hoc cach van dung triét dé ba thanh phan
thuwong hiéu cot yéu:

€ Cau chuyén sang tao gia tri ciia thwong hiéu

4 Biéu twgng thi gidc caa thwong hiéu
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4 Chién lvgc tang tredng caa thwong hiéu

Sau khi hoan thanh Phan 2, ban sé c6 duwgc st tin lan cac cong cu can
thiét dé ché bién cong thitc banh kep thwong hiéu. Du vay ban dirng tré nén

qua ty tin: Phan 3 la Iac ban kiém tra hwong vi day.

CONG THUC THUONG HIEU TINH GON

Ban can:

CAU CHUYEN

1. Teén

2. Tuyén bo dinh vi

3. Loi hira

4. Nhan cach

5. Trai nghiém san pham
6. Tinh cach

7. Mtic gia

Huéng dan:
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BIEU TUQONG

8. Logo

9. Bang mau

10. Nghé thuat sap chit

11. Hinh tugng

12. Céng cu nhan dién: Danh thiép
13. Cong cu ho trg: Ban tém tat
14. Slide trinh chiéu

CHIEN LUQC
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15.

16.

17.

18.

19.

20.

21.

22.

23.

24.

25

XAY DUNG THUONG HIEU TINH GON

Tiép thi qua mang xa hoi
Trang dich

T6i wu hda cong cu tim kiém
Quang céo tra tién

Danh sach email

Video tiép thi

Quan hé cong ching

Tiép thi n6i dung: Viét blog
To6i wu héa khu viec mua hang
Heé théng nhan xét

. Quan hé doi tac

nghia la xay dung mot thuong hiéu tac ke hoa. Viéc ditng yén mot cho trén
thwong truong chang dem lai tdc dung gi khi quan niém cua nguoi tiéu
dung vé ban than ho lién tuc thay d6i. Ching ta nén bat dau lang nghe

nhitng thay do6i nay va hoc haéi tir chiing.

Céc Thwong hiéu Tinh gon déi thoai chit khong doc thoai. Ho chap nhan st
ménh gitip d& ngudi tiéu dung tién gan hon téi mong wéc cua minh. Ho hai
long vGi su that rang “mong wéc” day sé luén ludn bién héa. B&i vay nén
ho cling thay doi; lap di lap lai chu ky vao xay dung, do lwdng, hoc hoi vo

tan.
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Chuong 3
CAU CHUYEN THUONG HIEU

X

uyén su6t chwong nay, chiing ta sé nhin qua sau nhan t6 thiét yéu ctia mot
cau chuyén thvong hiéu tinh gon: dinh vi, 10i hita, nhan cach, tinh cach, san
pham va mirc gia.

T6i chwa tirng gdap mot ngwdi nao khong c6 khao khat tréd nén vi dai va tot
dep hon hién tai. Ngay cd Homer Simpson, mot ké hoan toan thiéu y chi
phan dau va tho o vdi twong lai, cling c6 lic mong muodn tré thanh mot
nguwoi chong tuyét voi hon, mot con sau lwdi biéng khée manh hon, mot
dita con trai tai giéi hon trong mat cha minh. T6i da nghe nhiéu da tré 5
tudi khang dinh chac nich rang ching sé tré thanh téng thong. C6 nguoi
dang d6 mo6 hoi tai m6t phong tap thé hinh dat dé6 vi mudn tré nén khée
manh. Trong khi ban doc nhitng dong nay, c6 ngwoi dang thirc thau dem
hoc bai dé dat danh hiéu tht khoa toan khéa — hodc tham chi c6 thé cling
dang cham chu vao cuén sach nay dé nang cao thwong hiéu cua c6 ta (t6i
rat cam kich néu ding la vay!). To6i chac chac c6 nguwdi dang nam mo mong
theo 10i bai “Billionaire” ctia Bruno Mars. C6 nguwoi (biét dau la ban) lai
khat khao xay dyng mot sdn pham thanh cong trong viéc ma rong vi tién va
trai tim cta khach hang. Néu nguoi ay chinh la ban, hay nhé ky t6i cum tw
nay: khao khat.

Phia sau mo6i mét thwong hiéu tuyét voi la mot 1oi hita hoan thanh mong
wdc cua khach hang. Ching ta dang & thi truong dwa khach hang tr A dén
B, trong d6 A la ca nhan ho hém nay va B la ngudi ho muon tré thanh ngay
mai. Hay nghi vé cac san pham ban yéu thich — trang phuc thé thao, ttng
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dung ghi chu, thiét bi dién t&, kem chocolate... cudon sach nay — va cach
ching khién ban cdm thady minh dang tién gan t6i mong wéc ctia ban than.

Hau hét moi ngwoi thwdong muwong twgng nhitng wéc mo dai han hodc muc
tiéu vinh cttu khi nghi vé khao khat. Nhung trén thyc t€, khao khat mang
rat nhiéu kich c@, thoi han, va do kho. Khao khat suy cho ctung la sy theo
dudi — mot ham muon dnh hwéng t6i cac quyét dinh. Du muc tiéu do6 co la
trd thanh mdt nhan vién ngan nap hon, mot sang tao day cam hing hon,
hodc tré¢ thanh tong thong MY thi cling khong quan trong.

Tat ca nhitng khao khdt ctia con nguoi déu la co héi cho cdc thuong hiéu
xdy dung moéi quan hé.

T6i xin dwa ra mot so khao khat vi du:

€ Trd nén ty Idp va dugce nguwdi khac cong nhan sy ty lap ay. Tré thanh
mot ca nhan ty chi bang viéc mua nhitng san pham va dich vu tao diéu
kién cho ban ty minh lam dwgc nhiéu viéc mot cach tot hon.

€ Trd nén thw thdi hon. S6ng mot cudoc song khong cang thang bang viéc
mua nhitng san pham va dich vu gidi téa cang thang cac loai.

® Tré nén doc dao va dugc ngudi khac cong nhan sy doc dao ay.

Thé hién ban than va quan diém cda ban than bang viéc mua nhitng san
pham va dich vu gitip phan 4nh con nguwdi minh t6i moi nguwdi va toan gidi.

€ Thay doi vai tro hién tai trong cudc séng. Thé hién “nhan cach méi”
bang viéc mua nhitng san pham va dich vu gitp ban dat duwgc mot vi tri mai
trong doi song lam viéc lan ca nhan.

€ Co6 dugc nhitng moéi quan hé tot hon. Cai thién cach ban két noi vai
nguwoi khac bang viéc mua nhitng san pham va dich vu giip cing c6 quan
hé xa hoi cling nhv nang cao cam cam giac hoa hgp cua ban.
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€ Tré nén 6n dinh hon. Né tranh nguy hiém bang viéc mua nhitng san
pham va dich vu bao vé an toan cho ban.

4 Trd nén noi tiéng. Trd nén thanh cong bang viéc mua nhitng sdn pham
va dich vu gitp ban duwgc c6 uy tin va nhiéu nguoi biét tdi hon.

4 Tré thanh mot con ngwdi thuc sy tot dep hon. Trwdng thanh bang viéc
mua nhitng sdn pham va dich vu thiic day s phat trién vé mat cong viéc,
tinh than, lan cam xuc.

HAY QUEN PI TAT CA NHUNG PIEU BAN TUNG NGHE VE CAU
CHUYEN THUONG HIEU

Trong chuwong nay, ching ta can phai hiéu dugc dau la doi twgng mua hang
ctia minh cting nhw nam bat dwgc cach tot nhat dé cho ho thay ching ta la
ai, chung ta dang mdi chao cai gi, ching ta khac biét nhu thé nao, va ching
ta hita sé gitp do ho ra sao. Tin vui la ban sé khong phai phi thoi gian suy
nghi xem phwong thitc nao phu hgp. Su6t bao 1au nay con ngudi da luén
hoc hoi thong qua nhitng cau chuyén, va khong mot cong cu nao c6 thé
giup chuing ta truyén dat thong diép thwong hiéu tot hon thé.

Vi mot vai ly do nao do, nhiéu ngwoi khi nghe cum tr “cau chuyén thuong
hiéu” thuwong twdng twong ra hinh anh vi CEO ctia cong ty ho doc sach cho
mot khach hang tiém nang dang ngoi trén dui 6ng dy, mot biéu hién day vi
tha ctia cdm xuc va tinh yéu song phwong. Lam on tua lai. Ping, c6 thé sé
c6 mot s6 hanh dong doc di kéem. Va ding, ching ta can cé sy ho trg tw
CEO. Tuy nhién, du cam xuic la mot phan trong cau chuyén thwong hiéu,
ban hay nh¢ lay diéu sau:

Cai két vien man cho cau chuyén thwong hiéu ctia ban bao gobm nhitng vi
tién dugce rut ra.

Seth Godin c6 mot quan diém thu vi vé van dé nay:
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Thi lam thay d6i hanh vi la nhitng cau chuyén va ham muon phi ly, chi
khong phaéi nhitng sy that va diém nhan.

Nhiéu ngudi khac lai 1ap tic nghi tGi “ké chuyén” khi nghe t6i néi “cau
chuyén thwong hiéu”. T6i mudn lwu y véi cac ban rang diéu ching ta dang
lam & day khong phdi 1a “ké”. Ching ta dang nham dén “thé hién cau
chuyén”. Chi ké thoi khong da. Truyén tai thuwong hiéu khong phai la giai
thich, bién ho, bdo vé, v.v.. N6 la thé hién, nhé k¥ 1ay. Chinh vi vay nén
toan bd Chwong 5 sé dé cap tdi viéc “thé hién cau chuyén” — ban cé thé ngé
qua tht néu cam thdy to mo.

Nhung trede khi ching ta gidi quyét dén nhitng cach thitc thé hién cau
chuyén thwong hiéu, ching ta can sang tao ra cau chuyén da.

To6i biét hién tai nhitng c6ng cu nhw mang xa hoi, kénh truyén hinh ky thuat
s0, video, trang web... dang hdp dan ban. T6i biét ban dang nghi rang
ching c6 thé gitp d& cho quy mo san pham ngay titc khac (m6t cach diéu
ky); rang chiing la nhitng gi ndm trong don thudc cua bac si. Téi con can
ban hiéu rang ban nén tranh xa khoi chiing néu chwa c6 mot cau chuyén dé
ké.

Bang khong, cac kénh k¥ thuat s6 sé tim cach... n6i sao nhi... nuét chirng
ban.

Hay nhdé rang:

Cac kénh ky thuat s6 chi la cong cu nham thé hién (th can la) mot cau
chuyén thvong hiéu co6 y nghia.

Ban khong thé khong cé mot cau chuyén thwong hiéu. Néu ban khong bat
dau viét n6 ngay bay gio, tot nhat ban nén lo lang di béi — hay nhé 16i toi —
mot nguwdi nao do sé viét thay cho ban day. Theo kinh nghiém cuta t6i, chi
nhitng khach hang cuc ky kho chiu hay cyc ky hai 1ong méi bé cong sitc
dong gop cho cau chuyén thvong hiéu cta ban, vay th twéng twong xem
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né sé trd nén thé nao néu khong dwgc ban chi y tdi. Ké nén cau chuyén
thwong hiéu la co hdi duy nhat dé ban thuyét phuc khach hang tin vao san
pham cua minh.

Dé tan dung t6i da co hoi nay, ching ta sé trd 10i nam cau héi don gian cho
khach hang — du, nhw ban sé thay, thyc chat ching déu trich tit mét cau héi
16n gitup mang lai 1gi nhuan (Tai sao t6i nén mua twr ban?):

Phan thudc cau Cau hoi cua khach hang Suy nghi that su'cua ho

thuyén thuong hiéu

Binh vi "Ban co ich vdi tdi ra san?” TAISAD t6i nén mua t0' ban?

Lot hira “Ban hura 1am cho toi diéu gi?" | Taisao t6i NEN mug ti bani

Nhan cach “Toi cin/mudn thi gi tiban?” | Tai sao TOInén mua tirban?

Tinh cach "Ban |a ai?" Tai sao téi nén mua tir BAN?

San pham “Rit cudc ban se gidi thiéu iai sao tof nén MUA tirban?
cai gi!”

Miic gia “Toi sé phai trd baonhiéu cho | Taisao téi nén MUA tirban?
thir nay”

PAU TIEN: TEN BAN LA Gi AY NHi?

T6i nghi can c6 mot tén goi riéng cho “ndi sg dat tén san pham magi”. Toi e
rang day la mot chitng &m anh that sy. Cac tac dung bao gom dau dau, mat
ngu, lo lang, va vo cung ba phai. T6i cling d6 16i toan bo tinh trang nay cho
sir mé tin di doan.

That long: t6i sé la mot nha tiép thi t6i té néu to6i n6i vdi ban rang tén cda
ban khong quan trong. N6 quan trong, vo cung. Diéu khién t6i khé chiu la
mot sO ngwoi lang phi qua nhiéu thoi gian dé dat tén cho mot thit con chwa
dwgc hoan chinh. Khéng biét cai gi da khién chiing ta tin rdng minh sé dat
t¢i canh gidi niét ban va nghi ra mot cai tén triéu dé ngay ca khi san pham
chua c6 dugc mot chitc nang rd rang (chwa co gia tri). “Cai tén triéu do”
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ddy r6i sé dwa mot san pham xoang xinh tir con s6 khong 1én dang gia hang
trieu chi trong mot ngay.

Tinh day di: cai tén triéu do6 khong hé ton tai. Tuy nhién, néu ban c6 gang,
ban sé c6 mot san pham tuyét voi cung mot cai tén cling tuyét voi khong
kém. N6i tém lai:

Mot sdn pham tuyét voi can mét cdi tén tuyét voi twong tw xirng ddng voi
no.

Mac du thé, trong mot s6 trudng hgp, san pham ctia ban c6 thé trd nén khac
biét khi mang mot cai tén phu hgp. Néu ban da cé san trong dau mot cai
tén, ct thodi mai nhay t&i Phan 3 va tim hiéu vé cach thitc do lwdng mirc do
anh huwéng ctia né. Néu ban chi mai bat dau suy nghi va muon qua trinh dat
tén dwgc dé dang hon, hay tra 10i cac cau hoi sau day:

1. Hay nhin xung quanh ban. Céac do6i thu cta ban dang dung nhitng cai tén
gi cho thwvong hiéu san pham cua ho? (Viét it nhat 20 tén.)

2. (Nhitng) Tt nao miéu td diéu quan trong nhat ma san pham cta ban
muon thay d6i? (Viét it nhat 20 tir.) Theo nghia den: hay viét nhitng tw
thwong duwgc st dung trong nganh cong nghiép ban dang tham gia, chung
loai sdn pham ban dang mu6n ban, va nhitng nguwdi sé mua no.

Thong thuwong chung ta chi nghi t6i nhitng danh tr (hay noéi cach khac la
vat), nhung trén thye té rat nhiéu dong tir (hanh dong) va tinh tr (t* miéu
ta) la nhitng nguon tai nguyén vo gia cho tén goi:

— Dropbox (dong tir + danh twr)
— Pinkberry (tinh tir + danh tw)

— Goodreads (tinh ttr + danh twr)
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— Instagram (tinh tr + danh tw)
— MySpace (tinh tir + danh tw)

Theo nghia béng: hay st dung nhitng tir an dy; tim kiém nhitng y twéng
lien quan tdi trai nghiém ban dang tao dung.

3. Nhitng ttr (hodc su két hgp tir) nao & trén truyén tai tinh nang san pham
cua ban tot nhat?

4. Nhitng lwya chon nao & trén la doc dao va dé nhan biét trén thi trwong
nhat?

5. Nhitng lwra chon nao & trén c6 thé dugce dang ky ban quyén va khéng can
thiép vao quyén lgi hgp phéap cta céng ty khac?

THU THAP NGUYEN LIEU CHO THUONG HIEU CUA BAN

Ban con nh@ cong thirc ching ta hoc dugc ¢ vai trang treée khong? 25
nguyén liéu trong cong thic Xdy dung thuong hiéu tinh gon dy sé dugc
ching ta xay dung xuyén su6t Phan 2, va gid la thoi khac tim hiéu vé cac
nguyen lieu cho cau chuyen thwong hiéu: dinh vi, nhan cach, tinh cach, san
pham, va murc gid.

DPinh vi: Ban cé ich vdéi toi ra sao?

Chung ta da ban luan vé nhitng khao khat: nhitng ban thé kha di ma khach
hang ludn c6 gang vuwon tdi. Ching ta da thay cach cac thuwong hiéu cung
cap nhirng 16i tat nham thoa man nhitng khao khat nay va xay dung nhitng
moi quan hé khong bi gbi gon trong mot tap hgp tinh nang. Thwong hiéu
cta ching ta tao dung duwgc gia tri khi né gitip mot khach hang di tir A dén
B, trong d6 B la nguwdi ho muon tré thanh. Nhung ching ta phéi lam thé
nao dé ho hiéu va nhé vé sit ménh ay ctia minh?
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Do 1a lic dinh vi phat huy vai tro cia né. T6i biét tir “dinh vi” nghe c6 vé la
mot thuadt nglt phitc tap, nhung né that sy rat don gian. D€ gia nhap thi
trrong va gitp do khach hang di tir diém A dén diém B cta cudc doi ho,
ching ta can phai dinh vi thwong hiéu cia minh nhw mot ngwoi ho trg hoai
bdo. Nhr mét chuyén gia gidi quyét van dé. Nhw mot canh quat. Pinh vi
don gian la tim va chiém git mot khong gian trong thi trudng c6 thé phan
chiéu hinh anh “ngudi ho trg” ddy t6i mot phan khic khach hang nhat dinh.

Bi KiP XAY DUNG THUONG HIEU
TAI NGUYEN CHO QUA TRINH PAT TEN
Cac nguon cam hitng cho tén thwong hiéu:
* http://www.leandomainsearch.com
* http://www.panabee.com
* https://www.namefind.com
* http://www.namestation.com
* http://www.namemesh.com/
* http://www.domai.nr
Néu muon tim tén thuong hiéu con kha dung (chwa dwoc dang ky):
* My: http://tmsearch.uspto.gov
« Lién minh chau Au: https://oami.europa.eu/eSearch
Néu muon tim tén mién con kha dung:

* http://www.godaddy.com
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* http://www.namechk.com
Chung quy lai:

Dinh vi la tim kiém mét bén do xe phu hop trong tri 6c ctia ngudi tiéu diing
va chiém ldy né truéc nguoi khdc.

Céac cau hoi sau la chia khoa dé ban xay dwng vi tri ban dau cho thwong

hiéu cia minh:!

I, Pay la céng viéc rdt quan trong vi nhu téi da néi, khdch hang sé cting
tao dung vi tri nay voi ban khi thuwong hiéu ctia ban ra mat thij truong.

1. Pau la khach hang muc tiéu cua ban?
2. Ban sé ho trg nhitng khao khat nao cta khach hang?

3. biéu gi sé thuyét phuc khach hang mua tir ban mot cach hiéu qua nhat?
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4. Doi tha canh tranh chinh cua ban la ai?
5. Diém nao tao nén su khac biét cua ban so véi doi tha nay?

Buwdc dau tién, hay tht vach ra nhitng doi tht canh tranh chinh cta ban
cling nhuw nhitng diém khac biét gitta 16i chao hang ctia ban so vdi ho. Cong
cu hinh dnh mang tén ban do dinh vi sé rat hitu ich trong viéc don gian héa
phép so sanh nay. N6 gitup ban nam bat dugc nhitng thuwong hiéu dang canh
tranh v&i ban va nhitng diém khién cho thwong hiéu cua ban noi bat.

BAN PO PINH VI
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Tiéu chi B:

Tiéu chi A:

Pé xay dung ban do nay, ban can chon ra hai tiéu chi xép hang cho thuong
hiéu cta ban lan cua déi thu. Vi du, mot thuong hiéu thai trang c6 thé chon
mtc gia va hinh thic trang phuc lam tiéu chi cia n6. Tiép theo, dat mot tiéu
chi theo lén truc ngang va mét tiéu chi lén truc doc. Cubi cung, sap xép
nhitng thwong hiéu doéi tha cua ban dwa trén thit bac ctia ho & ca hai truc.

Mot diéu dang lwu y 1a vi tri ban dau nay chi mang tinh 1y tuwéng va sé
khong phan anh ding hoan toan nhan thitc ctia nguwdi tieu dung. Ban do
dinh vi sé thay d6i qua thoi gian, do d6 ban phai luon dam bdo rang cac
thuwéc do dugc duy tri va dan 16i cho bat ky thay déi phwong hwéng nao do.
Chuong 7 sé ndi vé cac chién lwge do lwong nham xac dinh xem viéc dinh
vi c6 dugc cong hwdng tot trong thi truong hay khong.

Tuyén bo dinh vi
Mot tuyén b dinh vi tra 10i ba cau hoéi chinh:
4 Ban dang c6 gang chiém git khodng khong nao?

4 Ban dang c6 gang thoa man khao khat chu dao nao?

https://thuviensach.vn



@ Con co ai (dang canh tranh v@i ban) khong?

Ban khong can phai dan do suy nghi chi cho phitc tap (day la Xdy dung
thuong hiéu tinh gon ma, nhé khong?). Biéu mau tuyén bo dinh vi v6 cung
hitu hiéu sau day cta Geoffrey Moore Consulting da dugc cac cong ty &
khap moi noi stt dung thanh cong:

Gui (khach hang muc tiéu)

Ching t6i dugc biét ban dang (miéu td nhu cau hodc co héi) (Tén sdn
phdm) la mot (chuing logi san phdm)

N6 c6 thé (lgi ich chu dao, nguyén nhdn thuyét phuc nhat)

Khong giong nhuw (doi thu canh tranh chinh)

San pham cuda chdng t6i (miéu td diém khdc biét néi bat nhat)

Dbién vao biéu mau trén va ban sé c6 tuyén bo dinh vi cia minh. Hay dung
di dung lai n6. Ban sé khong thé pham sai lam.

Loi hita: Ban hira lam cho toi diéu gi?

Hay giit 101 hifa cia ban suc tich va hap dan. Bay don gian la phién ban thu
gon cua tuyén bo dinh vi trudc d6, nhan manh vao dé xuat gia tri cot 16i cia
ban. No6 la yéu té chinh yéu khién khach hang lién tuc quay lai, dwgc uén
nan thanh mét cau néi ngan gon, dé nhd c6 thé an sau vao tam tri ho. N6 la
“Save money, live better” (Tiét kiém tién, song tot hon) cia Walmart, la
“Remember everything” (Ghi nhd tat cd moi thit) cia Evernote, la “Eat
fresh” (An lanh) ctia Subway... ban ndm dugc van deé rdi chit?

Bob Dorf! da déng mac cho 16i hita nay 1a “Nhan dan khau hiéu” (Bumper
Sticker) dong thoi dwa ra mot so 161 khuyén tuyét voi vé cach khién né téa
sang. Hay doc qua phu luc “Bat dau nao” bén duwdi. Néu ban van con can
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théem y twong cho 16i hita thwong hiéu cua minh, phu luc “Tao da cam
hitng” & trang ké sé 1la mot trg thu dac luc.

I, Péng tdc gid cubn Bdch khoa toan thu vé khdi nghiép (The Startup
Owner’s Manual) cung vdi Steve Blank — dd dugc Alpha Books xudt bdn
ndm 2017. La m{t nguoi ndm trong tay nhiéu doanh nghiép, Bod da sdng
lap bdy cong ty khoi nghiép trong do co “hai cu homerun, hai cu danh
triing dich va ba dot chju thué.” Ong con dau tw va cé van cho nhiéu doanh
nhan khoi nghiép khdc ciing nhw day moén phdt trién khdch hang & Truong
kinh doanh Columbia.

BAT PAU NAO
NHAN DAN KHAU HIEU CHO LOI HUA THUONG HIEU

“MG6t nhan dan khau hiéu khong dwoc phép c6 qua nhiéu tir. Thit twéng
twogng mot nhan dan khau hiéu viét & phong chitr 12 xem. Khong ai trong
chiéc xe dang sau c6 thé doc dugc nhitng chit trén nhan dan day triv phi ho
tong vao xe ban! N6 phdi la m6t cau van ngan tém tat diém dac biét cua
cong ty ban theo mot cach dé thudc, dé nhd va hap dan. N6 thyc chat 1a 1oi
hita thwong hiéu géi gon trong mot t6 hgp tie.”

— Bob Dorf
Nhan cach: T6i can hoac muon thi gi tir ban?

Moi mét cau chuyén déu can dén nhitng nhan vat, va nhan vat trong cau
chuyén thwong hiéu khong gi khac la nhitng dai dién hinh mau cua khach
hang. Chiing ta sé tao ra nhitng con ngudi gia véi nhu cau va khao khat that
sy dé xac dinh tat cd nhitng gi ma thuwong hiéu cia ching ta muon trd
thanh, mu6n lam va muon truyén tai. Toan bd cudn sach nay dwgc viét dua
trén co sé rang ban nhan thitc dwgc nhitng nhan vat nay la ai cling nhw san
sang giam sat hanh dong cua ho khong ngirng nghi. Vi vay hady cung toi tim
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hiéu cac bién phap don gian gitip xac dinh ro6 hinh mau khach hang ctia ban
va cd nhitng diéu ho mong muén. N6 la co hoi duy nhat dé ban dam bao
thit ho mu6n chinh la ban.

Hau hét cac doanh nhan sé bao vGi ban rang ho “hoan toan hiéu ré ngwoi
mua hang”. T6i can phai néi mot vai sy that phii phang ngay bay gio:

4 Cho du ban nghi ban hiéu rd ngwdi mua muén gi hay can gi, diéu nay
lu6n ludn thay doi.

4 Cho du nguwdi mua nghi ho hiéu ro6 ban than ho muén gi hay can gi, doi
khi ho sé khong ndi diéu do ra thanh 10i.

4 DOoi luc nguwdi mua khéng hé biét ho muon gi hay can gi, nhwng ban cé
thé kham phé ra diéu ho muon hay can bang cach quan sat.

TAO PA CAM HUNG
LOI HUA THUONG HIEU

L4y cam hing tr 10 16i hita thwong hiéu bén vitng qua thoi gian va sy ca
thém chéng chan (von dang ngay cang té hon) ctia chiing ta nay:

» Office Depot: Taking Care of Business (Cham so6c doanh nghiép)
* MGM: Means Great Movies (Nhitng bo phim tuyét voi)

* MasterCard: There are some things that money can’t buy. For everything
else there’s MasterCard. (C6 nhitng tht khong thé mua dwgc bang tién.
Nhitng th con lai c6 thé mua bang MasterCard.)

» Airbnb: Find a Place to Stay (Tim kiém mét noi dé &.)

* Foursquare: Find Great Places Near You (Tim kiém thién duwong xung
quanh ban.)
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* Las Vegas: What happens here, stays here. (Nhitng gi xdy ra 6 Vegas, sé &
lai Vegas.)

* Disneyland: The Happiest Place on Earth (Noi hanh phiic nhat trén dia
cau)

* Crest: Healthy, Beautiful Smiles for Life (Cho nu cuoi luon dep va khoe
manh.)

* CrazyEgg: Visualize Your Visitors (Hinh twgng hoa khach hang cua ban.)
* Zoho: Work. Online. (Kinh doanh. Online.)

Hay ra ngoai, duc két than trong 16i n6i cta khach hang va nghiém tic hoc
hoi hanh dong cua ho. Viéc lam nay dwoc cac nha nhan loai hoc, cac nha
thiét ké va chuyén gia tr nhiéu linh vuc khac goi la chung toc hoc
(ethnography).

LUUY

Cac nha tiép thi da nhiéu lan st dung nhém tap trung va khdo sat tap trung
trong nhitng nam qua, nhung bén canh viéc tiéu tén thdi gian va tién bac,
ching thuong dugc thuc hién trong nglt canh sai léch. Nghia la: viéc tim
hiéu suy nghi ctia mét ngudi liéu cé ich gi néu ta thye hién né bang cach
tach nguwdi do khéi moi treong hang ngay cda ho va gia vo rang ho sé lam
dung theo nhitng gi ho da n6i? Toi sé khong ru ngu ban vdi nhitng cudc
chién vé phwong phap, nhung xin nhé rang ching ta dang tim kiém cach
thitc hoc héi hiéu qua nhat nham dwa ra nhitng quyét dinh khong chi ding
v6i suy nghi cia ngwdi mua, ma con ding thoi diém.

Co6 tdi hang triéu cach tién hanh mot nghién cttu ching tdc hoc (ra ngoai
thyre tién va quan sat moi ngwoi). Tuy nhién, dé khong mau thuan véi muc
tiéu tinh gon, toi xin gigi thiéu bon phwong phap tiét kiém thoi gian va chi
phi sau day:
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Nghién ciru thit cap

Tim nhitng so liéu vé ngwdi mua ctia ban trén céac tap chi, co sé dir liéu
(néu ban c6 thé truy cap), bao chi, bdo céo kinh té cia nganh cong nghiép,
va bat ky nguon uy tin nao ban cé thé tin twéng. Piéu nay sé cung cip cho
ban mot cai nhin tong quan vé tinh hinh hién tai cua thi trudng va nhitng xu
hwéng chung dang quan tam khi ban quan sat nguwdi mua.

Phong van chuyén sau

Ngoi xudng cung vGi nhiéu khach hang tiém nang nhat cé thé va héi ho tat
ca nhitng cau hoéi ban can dé bat dau kham pha diém chung gitta ho. C6 mot
s0 muc cu thé ching ta dang tim kiém, va danh sach cac cau hoi mau sé
xuat hién ¢ phan sau ctia chwong. Theo nhu ggi y cia nhiéu nguwdi, ban
cling nén phong van nhitng khach hang hién tai von da c6 y kién ro rang vé
san pham cua ban. Trong trdng hgp ban chi méi bat dau va khong c6 san
khach hang nao dé tién hanh phong van, hay sap xép gap gd nhitng khach
hang tiém nang. Trong Chwong 6, ching ta sé quay trd lai va ap dung
phuong phap nay véi nhitng khach hang quen thudc.

DPoi vGi chuong trinh doanh nhan Apps.co tai Colombia, phéng van la mot
phan khéng thé thiéu. Cac doi ngli dugc ky vong sé di tir y twdng dén san
pham kha thi t6i thiéu trong vong tam tuan, do vay chuong trinh doi hoi ho
phai tién hanh mot s6 lwgng nhitng cudc phéng van nhat dinh trong vai tuan
dau tién. Nhitng cudc phéng van nay sau do6 sé dan dat qua trinh phat trién
san pham va thwong hiéu dai dién cho san pham dé.

Mot vi du ndi bat cia viéc kham pha khach hang la tng dung di dong Bites.
Ung dung ndy chuyén hwéng tir mot cong ty van chuyén do dn trung gian
thanh mot cong cu dung dé céi thién trdi nghiém nha hang trén mang. Sau
khi phéng van hang ta khach hang tiém nang, doi ngii Bites nhan ra rang thi
trrong cta ho cam thay hitng thu va xic dong trwdc nghé thuat chup anh
thie pham. Ho hdo hitng dén xem nhitng bitc dnh chup bdi cac tay “sanh
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an” va dé dang tin twdng nhitng dé xuat tdi tir nhitng ca nhan cting sé thich
v6i ho. Biét dau mot két qua khac sé 16 dién néu ta lap lai thi nghiém nay &
noi nao khac trén Tréi dat. By, thva cac quy ong va quy ba, chinh la ban
chat cua viéc tién hanh phéng van khi xay dung thwong hiéu: thoat khéi
nhitng nhan dinh thong thuwong cta ban.

Con ruoi trén twong

T6i cuc ky yéu thich phwong phap nay. Hay hinh dung mot con ru6i dang
bam trén twong. Ban sé hanh dong twong tw nhw thé. Dang quan sat nay bao
gom viéc gia nhap bat ky mot moi tredng nao trong vong vai tiéng dong ho.
Ban dang c6 gang nam bat ngi* canh ctia ngwdi mua: ban c6 thé phat hién
nhitng moi de doa va co hoi nao? Chang han, néu ban quan tam dén phan
khuc giao vién, hay ghé tham mot truong hoc trong vai gio va ghi lai that
nhiéu chi tiét c6 thé vé mot ngay & ngbi truong do.

Nam 2012, co quan cua toi duge thué xay dung thuwong hiéu hinh anh trén
mang cho mot chinh tri gia tai dia phwong. Ba dy von da dugc bau song lai
gdp rac roi trong viéc dong cam va6i nhitng nguwoi dan khong lwa chon ba.
Trong mot phién thao luan, ching t6i quyét dinh stt dung cach dién dat cta
ban than nhitng ngwoi dan dé truyén tai thong diép thwong hiéu cua vi
chinh tri gia nay. Chung t0i sé gay su chu y cua nhitng ngwoi da noi khong
va tiép tuc thu hit nhitng ngudi da néi c6 bang cach dung ngon tir va tiéng
néi caa chinh ho.

Pé lam duogc diéu day, ching t6i theo chan vi chinh tri gia tGi tirng sy kién
cong chung trong bon thang. Chiing t6i khong can thiép hay héi bat cit cau
héi nao ca. Ching t6i chi ding tai cho, ghi chi va phan tich 16i néi cta
ngwoi dan. Sau do, chiung t6i sé tong hgp nhitng phan tich nay va nghi ra
nhitng thong diép phan anh s lo lang va hai long ctia ho. Hinh anh trén
mang xa hoi cta ching t6i duwgc céi thién vugt bac, va cudc doi thoai gitra
vi chinh trj gia va nguwdi dan (von bi tri tré hang thang trdi) dugc kich hoat
xoay quanh nhitng chti dé ma nguwdi dan mudn lang nghe.
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Bam duoi

DPay la mot thuat nglt ¢6 dién danh cho hanh dong deo bam nghiém trong —
tuy nhién ban sé duwong dwong chinh chinh tiép can mét ngwdi va xin phép
anh ta cho ban duwgc bam theo vai tiéng dong ho. Muc dich cia hanh dong
nay la nham hinh dung dugc thoéi quen cu thé ctia nguwdi dé, nhitng nhu cau
va khao khat hién hitu ma anh dy c6 thé khong san sang hodc khong thé néi
bang 10i, kénh truyén thong hiéu qua nhat v4i anh 4y, va nhiéu nita. Ban
phai giau kin ban than va tranh lam phién téi théi quen ctia ngudi dugc ban
bam dudi. Pay la deo bam c6 hoc thuat.

Hay danh mot vai phut twong twgng nén khao khat ma thwong hiéu ctia ban
dang muon bién thanh hién thyc. Ban mudn tao diéu kién cho nhitng khach
hang c6 cwong do song nhanh chia sé tap tin dé dang hon? Cung cap mot
lwa chon khée manh hay than thién v&i moi truong gitta long mot thi
treong day doc hai? Xay dung mot ¢ng dung gitp tdi hwu héa cach téi
danh thdi gian cia minh? La mét thwong hiéu chinh tri hita dem lai si phon
vinh va nén gido duc? Cau tra 16i ban dwa ra la diém xudt phat quan trong
cho nhitng quan sat ban sé ghi chu lai khi bAm theo mot doi twgng.

Vi Procter & Gamble, cau trd nay ting 1a “ching t6i muon cung cap mot
cach lau chuii san nha t6t hon”!. Nim 1994, cong ty thué dich vu tw van déi
mdi va thiét ké Continuum nham tim kiém bién phap thay doi cach thirc lau
nha. Cac nha nghién cttu bat dau bAm du6i nhiéu ca nhan va theo doi hanh
dong lau chui san bép cua ho. Mot trong s6 cac phat hién ghi nhan dugc la
“cac cdy lau nha da phan hoat dong bang cach hut 1ay bui ban va thoi gian
cac doi twgng danh cho viéc suc rita cay lau nha gan nhw bang véi thoi gian
ho danh cho viéc lau chui san”. Nham gidi quyét van dé nay, ho thiét ké
mot san pham gitp hién thyc hoa y twdng “Lau chui nhanh gon”. Swiffer
da ra doi nhu vay.

I http://continuuminnovation.com/work/swiffer/

https://thuviensach.vn



Khi bam theo nhitng khach hang tiém nang hodc c6 san, ban hday nhé ghi
chép cac hoat dong (Activities), moi treong (Environment), moi twong tac
(Interactions), vat dung (Objects) va ngwoi dung (Users) lién quan dén thoéi
quen cta hg. Nam dang quan sat nay nam trong khung tiéu chuan AEIOU
(lIdy tr nam ky ty dau tién) dwgc mot nhom nhitng nha nghién citu tai
Doblin Group phat trién vao nam 1991 dé lwu trit ho so ching tdc hoc dé
dang hon.!

I, Bruce Hanington va Bella Martin, Universal Methods of Design: 100
Ways to Research Complex Problems, Develop Innovative Ideas, and
Design Effective Solutions (Beverly, MA: NXB Rockport, 2012).

Du6i day 1a vi du vé mot khung AEIOU bao gom vai quan sat tho sau qua
trinh bam dudi. Ban cling c6 thé st dung khung tiéu chuan nay dé luwu lai
cac quan sat cua phwong phap Con rudi trén tuwong:

Doi tuong: Jonn, ngudi dung tiém nang cno Ung dung ghi chu viée czn lam
Bat dau: 03/05/2013, 8 gi& sdng Két thic: 03/05/2015, 11 gid séng

Dangquansat | Ghichu

Hoat dong Chuan bi cho mét ngay lam viéc
L&i xe tdi cho lam
Ghé mua ca phé trudc khi lam viéc

Hoan thanh nhiém vu dugc giao trong ngay

Méi truéng Nha & chung cu 2 phéng ngd, phia tay nam cle thi tran. Khéng gian
lam viéc nam & phong khach. Bang ghi chad dat ké bén ban lam viéc.
(6 lich dé t-én ban.

Tiém ca phé: ¢én mi, nhec jazz ém ciu.

Van phang: ngan lam viée ridng, 4nh sang tring, nhiéu cuén <6 vifdng
vai khap ban. Lich dugc treo trén vach ngan.
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Méi tuong téc Udng ca phé, trd chuyén vdi nhan vién pha ché, in mdt tai liéu khén,
kiém tra email trén dién thoai, l3i xe hang nhd dén ga tau dién, do e,
di tau dién t4i cng ty. Kiém tra email trén may tinh ban lan nita. Dénh
dau thém vao lich treo & vach. Dan gidy ghi chi lén man hinh méy
tinh. Hoan thanh cac céng viéc con sot lai cua hom qua trudc tién. Vut
giay ghi chu szu khi hoan thanh cong viéc.

Vatdung Lich @2 ban trén ban lam viéc 6 nha, cappuccine voi sira it béc, thé tau
dién, may tinh iMac 21 5%, giay ghi chd nhidu mau, dién thoai i0S, lich
treo trén vach ngan.

Ngudidang Vo, cap tién, nhan vién pha ché

Sau khi bam theo John trong vai tiéng dong ho, ban da c6 mot bo nhitng
cau héi thu vi lién quan dén thwong hiéu dé tiép tuc xem xét:

4 Thong diép thwong hiéu cta ching ta cé nén bao géom y “lwu gitr tat ca
ghi chép viéc can lam trong mét noi” hay “dé dang truy cap danh sach viéc
can lam cta ban” khong?

€ Duya vao muttc do truy cap email cta John, lieu quang ba qua email c6
phai 1a mot chién lwgc truyén thong hiéu qua cho thwong hiéu cta chiing ta
khong?

4 Hinh anh ly ca phé va ban lam viéc liéu c6 ggi su lién twong tdi hoat
dong 1én ké hoach va xay dung danh sach viéc can lam, qua do6 tré thanh
hinh &nh chu dao hitu hiéu cho nhan dién thwong hiéu ctia ching ta khong?

4 John cé6 théi quen danh dau nhitng thdi han quan trong 1én twong, vay
thong diép thwong hiéu cua ching ta c6 nén tap trung vao y “tich hgp ghi
chu dién tr (tryc tuyén hodc ngoai tuyén)” khong?

Tam quan trong cia bang huéng dan thyc dia

Mot so6 10i khuyén chung cho ban la hdy ddm bdo ban chon ding nguoi,
chuan bi trdc cac cau héi phong van (nhung van san sang linh hoat khi
can thiét), dién vao mot bang hwéng dan thuc dia c6 to6 chic, va cha y
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nhitng hanh vi khac véi khuon kho. Ngoai ra, cho du ban dang nghién citu
nhitng hinh mau khach hang cho mdgt san pham cu thé, hdy nhé quan sat
toan bo qua trinh. Biét dau day ban sé ndy ra nhitng y twéng mdi thi sao.

Nhw da hita, tiép theo t6i sé cung cdp mot bang huwdng dan thuc dia mau.
Nhitng cau héi khac nhv “mang xa hdi yéu thich nhat”, “tén hang cua xe
dang 14i” va “mau téc” c6 thé dwoc thém vao tuy treong hop (chang han
nhw vGi nhitng thuwong hiéu xe hoi hodc dau goi dau). Hay mang theo bang
hwéng dan nay khi phéng van, sang tao mot cach c6 hiéu qua, va thém hoac
bét cau hoi néu can.

BANG HUONG DAN THUC PIA MAU
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TEN

TUOI

TINH TRANG HON

NHAN

MUCTHU NHAP

DIA CHi

BAO NHIEU CON?

VIEC CAN LAM Nhimg viéc can fam moi ngay nae ciaanh ta/co ta lién
quan dén gidi phdp ma thuong hiéu cia ban duara?

KHAO KHAT Mue tiéu clia anhta/cé ta la gi, lién quan gi #8n gidi phdp
ma thuong hiéu cua ban dua ra?

KHO KHAN Nhing kho khan hién taindo cia anh ta/cé ta lién quan
dén gidi phdp maé thuang higu cua ban dva ra?

TIEU CHI Piéu gt khién anh ta/cé ta lua chon mét gidi phdp da c6
sdn tifong tu nhu gidi phdp cia ban? Anhta/cé te sén
long trth bav nhiéu tien?

KENH TRUYEN THONG | Tic phdm cia nhd xudt bin ndo nhigu khd ndng sé duoc
anh ta/cé to doc nhdt? Dat théng diép thuong hiéu o diu
la théng minh nhdt?

Sau khi da phong van va quan sat mot s6 lwgng nguwdi mua tiém nang kha
kha, ban sé tom tat cac diém chung kham pha dwgc va dwa ching vao — ban
doan ding roi day — cac nhan cach khach hang dau tién cia ban. Nhan vat
chinh trong cau chuyén ban dang viét. Hay con goi la nhitng ngudi ching

ta dang theo dudi.

Hay tom tat cac thong tin ban thu duwgc theo biéu mau sau:

NHAN CACH KHACH HANG
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DACDIEM KHOKHAN KHAOKHAT WIECCANLAM LY DOMUAHANG CACHTIEP CAN

Hinh dai dién Gidi tinh

Muic thu nhip
Tudi
TEN (GIA TUONG) Tinh trang hin nhan
h;;é ...... h I_¢.; ........... S& con
ghis nghidp: ey
Bia chir Trinh d6& hoc van

DACBIEM KHOKHAN KHAOKHAT VIECCANLAM LY DOMUAHANG CACHTIEP CAN

Hinh daidién [EECEELL

Muc thu nhdp
Tudi
TEN (GIATUONG) Thoh g hém
Ngh ...... h| ................ S ton
& nghiép: ,
Bia chi: Trinh dé hoc van

DACBIEM KHOKHAN KHADKHAT WIEC CANLAM LY DOMUAHANG CACHTIER CAN

Hinh dai dien  [CA

Mire thu nhdp
Tudi
TEN (GIA TUONG) Tinh trang hén nhan
............................... Heon
Mahé nghidp:
Bia chi: Trinh d6 hoc van

Tinh cach: Ban la ai?

Ban da bao gio trai qua canh phai néi chuyén (dung hon la la hét) véi mot
cai may trong khi dang can sy ho trg tr mot con nguwdoi bang xuwong bang
thit chwa? D6 la nhitng gi khach hang cam thay khi tinh cach thwong hiéu
ctia ban khong toén tai hodc khong dugc truyén tdi. Cung t6i lam thi mot
chuyén nao: hdy twong twong Apple va Microsoft la nguoi that. Gio hay
hinh dung canh ching hen ho véi nhau. Néu ban c6 thé duy tri cudc hoi
thoai giita chiing cling nhw twéng twong dwgc hinh anh day trong hon mot
phtt, cd hai thwong hiéu nay déu da thanh cong. Khi ching ké chuyén cho
ban, ban c6 cam giac ching la “con nguwoi” chit khong phai “may méc” —
madc du (rat tiéc phai lam tan nat trai tim ban) vé co ban chiing van la nhitng
cO may.

Con nguoi két noi véi con ngudi, va néu thuong hiéu ctia ban dem lai cadm
gidc “con nguoi”, ho ciing sé két noi vdi ban.
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Bi KiP XAY DUNG THUONG HIEU
NGHIEN CUU TREN MANG XA HOI

Ban thtr xem: st dung tén ctia mot nguw’di mua tiém nang va tim kiém nhirng
kh6 khan cta c6 ay bang cach st dung hashtag nhu #racréicianghégiao
#racroictiaceo #racroiciacacbame #racroituditeen #racroictavandongvién.
Ban sé tim thay nhiéu két qua v6 gia. Chung t6i tirng phdi trd tién cho
nhitng thong tin nhu thé. Cac nha tiép thi tirng (va van dang) dwa nhitng
cuon nhat ky cho doi twgng nghién ciu va yéu cau ho ghi lai tirng trai
nghiém xdy ra trong ngay. Quén nhat ky di: day la nghién cttu thi trvong
trén thoi gian thue va dem lai két qua thuc.

Toi hay dung nhitng cong cu sau:

* Topsy

* Tim kiém nang cao cua Twitter

* Quora

* Google+

* Instagram

* Flickr

Hiép hdi Tam ly hoc My da dinh nghia tinh cach la “cac pham chat tam ly

doc ddo ctia mot ca nhan anh hwéng dén nhitng quy luat hanh vi dac trung
(cong khai 14n bi mat) trong nhiéu tinh huéng khac nhau va qua thoi gian”.!
Tinh cach anh hwéng téi suy nghi, hanh dong va cam xuc cua ching ta vé
moi th* xung quanh minh. Twong tw, cac thwong hiéu phai biét phan tng
trong mot thwong tredng noi moi diéu kién déu bap bénh va lién tuc thay
do6i. Tao dywng mot tinh cach thwong hiéu linh hoat, song manh mé, sé giip
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chung ta thich nghi nhanh chéng véi moi trvong nay. Cac thuwong hiéu tinh
gon viron ra ngoai thé giéi dé kham pha khach hang cta ching va rat hiém
khi dy doan dwoc két qud; tuy nhién, ching luon c6 thé quyét dinh cach
phan ng trwdc nhitng phat hién ma ching tim thay. Mot tinh cach thwong
hiéu sé dan dat ching ta xuyén su6t qua trinh dwa ra quyét dinh nhanh
chong nay.

I Richard J. Gerrig va Philip G. Zimbardo, Psychology and Life, tdi bdn
lan thir 16 (Boston: Allyn and Bacon, 2002).

Vi muc dich cta cuén sach, ching ta sé hiéu “tinh cach thwong hiéu” la cac
pham chat tam 1y con nguwdi gan véi thuwong hiéu ctia ching ta, quyét dinh
cach no twong tac trén thi treong trong nhiéu tinh huéng khac nhau va qua
thoi gian. Khi lién két thwong hiéu cta ban véi nhitng dac diém von dugc
dung dé miéu ta tinh cach cua con ngudi, ban sé c6 thé xay dywng mot cau
chuyén gan giii va thu hiut khach hang hon.

Sau nhiéu nam theo do6i hang ta doanh nhan kh&i nghiép phat trién nhitng
tinh cach thuwong hiéu chat lwgng, toi da tong hogp nén mot danh sach cac tw
miéu ta c6 thé gilip ban sang tao tinh cach cho thwong hiéu cua riéng minh.
Tai Chuong 7, ban sé hoc dugce cach do lwong xem liéu tinh cach nay co
cong huwdng t6t vai khach hang hay khong cling nhw cach d6i phé tuy tinh
hinh. Vay duva trén vi tri, 10i hita, nhan cach, va sdn pham ma ban da miéu
ta tredc day, cac pham chat nao dwdi nay diung véi thwong hiéu cia ban
nhat? Ci thodi mai thém that va st dung nhitng tir ngitt thich hgp khac néu
ban muon.

HO SO TiNH CACH THUONG HIFEU
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idn Cowddhnoiém | Siduct Fhasinh Wi Him Qurds tim Thanhthi Trac &n
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Svvineg hisk D ds Hiy maia Eato Bank M agan Sunhrdidu Thai thuiarg Tar i
wonldrg L' dat Hign oa Fn Mhanhmhen Hiuling Thaiiarg v nrvigm
Cancl Bep tal Higu g Kirquac fihdr quar Saush Thang minh Tu dn
Candam i Hef ndph Lac ndu Mhay cim S mar Thai i Ui teh chugan
Caimtlar Hiem G Hixg Bl Lo qam he wlea i Tay i Thue 18 Uiy fsdic
Clinky Diudirg Hisx dbéinig Lam wirg da hidy bt Thining Timl Liydm thim
CRUFRR g lap Inkicd Lithmi Mhif1 finh Tan by Tinki arn i Tha
Chamehl Bipha Henm Rirsh Lith thice MereLnimglugng | Tiekyn Tinh nghkh \an Ludrg
ChSncthinh n'rh Hopoic Lk L] e Té-nhl Timh oo W T

PR 0w st Huf6 2 g Lirty ot 1S ting a0 Vg Tiny 1€ i tiwbe

Cilr iy o ndimy Hupéa ridu Lt My iy Thdnthiti: Tk [ Waivd
Charkpn e £ rAsh nadm KAar S taorndn Mirtinh Tadn Froady Tank: v Worg oe

T e i Condtzy Fridaléa L fwdg O b Tridreg thidn Tinh =i g i

Puoc roi, vay bay gio ching ta phéi lam gi véi tinh cach nay? N6 sé téa
sang bang cach nao? N6 sé gitp chiing ta kiém nhiéu tién hon ra sao? Tai
sao chung ta lai lam viéc nay? Day déu la nhitng cau héi rat hay. Viéc s@
hitu mét tinh cach thwong hiéu ro rang sé khién nhiéu quyét dinh tré nén dé
dang tGi noi ban sé hoi tiéc vi da khong xac dinh né truede d6. Vi du:

4 Chang phai ban sé dé tim kiém céac doi tac lam an mot khi biét thuwong
hiéu ctia minh cam thdy thé nao vé cudc song hay sao?
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4 Chang phai viéc lya chon mot thong diép trén mang xa hdi sé trd nén
don gian hon nhiéu mdt khi ban biét thwong hiéu cia minh c6 giong néi
nhv thé nao hay sao?

Xac dinh tinh cach thuwong hiéu gitip dem lai cho ching ta mét cai nhin tot
hon vé cach doi pho vGi khach hang. N6 1am séng t6 giong n6i dang ké nén
cau chuyén. Hay khac ghi that ky y twéng giong noi thwong hiéu nay; dua

trén tinh cach ching ta vira miéu ta:

# Thuong hiéu cua toi s€ no6i gi va néi nhu thé nao? Twong tw, thwong hiéu
cha toi sé tro chuyén va@i khach hang ra sao xuyén sudt cac giai doan trai
nghiém khac nhau cia ho? T6i sé di sdu vao van dé nay trong muc San
pham sap tdi.

€ NO ghét cai gi?

€ NO cuc ky yeu thich cai gi?

€ Mo6n an hodc thitc uéng caa n6 la gi? Tai sao?

# (Chung ta c6 thé kéo dai cau héi dén vo tan khi da c6 mét tinh cach.)

Cung xem qua vi du sau vé mdt tinh cach thuwong hiéu va cach né chuyén
hoa sang giong noi thwong hiéu.
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Tinh cach thuong hiéu | Giong néithuong hiédu
Tré trung, sanh diéu, déc Thé hién su "Chide moi nguidhi ¢d mar thir Hai tuyét vai!
ddo, thong minh, w tin, dang vién Ban tir vé cude séng: nd luon tiép aiér. (Va:
auyén ddng, vui tinh, thir Sdu sé tgi.) Sau day la hinh dnh tai tru
thife té s XYZ sdng nay.”
Ghét: sukiéu cang, su Thé hién su “Chuing toi rdt vui mimg duoc théng bdo
thiéu déc ddo, am nhacté | hao hic vé sdn phdm méi cla ching tbi: XYZ! Hay
Thich: nché si, nka thiét thir va néi cho ching toi biét suy nght
ké, nha sdn xust, am nhac cua ban.”
hay The hién “Xin 15i moi ngudi, chung toi sé quay trofai
Mén an yéu thich: bat lévi xin 16 ngay. Cho doila hanh phiic mai Trong liic
alf thirgi lién quan dén dd, ching ta hdy cing thudng thic bai hat
si-co-la mdi sau: XYZ"
Thiic uéng yéu thich:
maojito vao happy hour
Thé hién su “Cdrmon moi ngudi da «d mdt tai budi gidi
biét an thidu sdn pham cia ching t6i ngay hém
qual T6i rdt vui khi thay tat cd déu Einh an
v su. A khdng, hdu nhutdt cd.. "

Tiép theo, ban sé quan sat xem tinh cach nay hién dién ra sao trong cac giai
doan twong tac khac nhau véi khach hang. Bén ldc cét tiéng néi ro6i!

vi DU VE THUONG HIEU TINH GON

FREDDIE VON CHIMPENHEIMER PE TU CUA MAILCHIMP
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Xin gidi thiéu Freddie von Chimpenheimer dé Tit. C6 1€ ban s€ nhan ra cau
vOi tu cach la nhan vat bé nho va di dom cua MailChimp. Freddie la mot
chu khi thong minh va la ngwoi gitt ctra, huan luyén vién, ciing nhu ban
dong hanh ctia ban trong qua trinh kham phéa giao dién cia MailChimp.
Cau chang khong chi phuc vu don thuan ma con lam ban thich tha véi
nhitng cau chuyén dua bat ngd va nhitng 10i dong vién ngan gon.

Nghe Freddie khong giong nhw mot nhan vat do hoa, ding khong? D6 la
bdi cau ta c6 mot tinh cach ro rang va mot giong noi tom lwge toan bo cau
chuyén  thwong hieu cta  MailChimp. Hay ghé tham
www.voiceandstone.com va lang nghe huwéng dan twong tac cia cau chuyén
nay.

Ban sé tim thdy m6t s6 vién ngoc quy nhu:

* “Cac cau chuyén dua cta Freddie khong c6 ham y bai hoc hay giao duc gi
ca — chung chi don gian la mang tinh gidi tri. Hai hudc vao!”

* “Lam khach hang bat ngo va choc cuwdi ho ¢ day. Khién ho giat minh theo
cach tuyét voi nhat co thé.”

* “V0 vai khen ngoi nguoi dung vi da hoan tat thanh cong mat chién dich.
Nhiéu kha nang ho dang cdm thay hanh phiic va nhe nhdm — dung ngén
nglt hang ngay dé khuyén khich nhitng cam giac ay.”
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Voice
& Tone

SONTENT TY2ES Before you write for MallChimp, it's important to think
atou: our raaders. Though our voice doesn't charge
much, our tone adapts to our users’ feelings. This guide
will show you how that works,

0 306 Tre Pogker Seienss Griup

“Ung dung 1a trai tim cia MailChimp, va theo ddi buu kién thuong 1a phan
ma nguwoi dung hao hitng nhat. Tinh cdch ctia ching ta nén tdéa sang tai
budc nay.”

SAN PHAM: BAN SE GIOI THIEU CAI Gi QUA THOI GIAN?

Céac thwong hiéu vitng manh hiéu ré muc vai tro cia ching khong nam goi
gon trong t “ban”. Thuat nglt “trai nghiém san pham” miéu td y nghia cia
thwong hiéu mot cach chinh xac hon. Ching ta von nghi rang san pham (va
dich vu) chi 1a mét t6 hgp ctia nhiéu tinh nang hay dac diém, nhung néu
quan sat ky trdi nghiém cta khach hang chiing ta sé nhin thiy sy that: rang
san pham la mot td6 hgp nhitng co hoi tao dung gia tri dugc tang cuong, bao
gom (tat nhién) cac dac diém hitu hinh, ngoai ra con c6 dich vu, nhan dién
hinh &nh, sy ho trg, sy bao hanh, sy van chuyén, sy lap dat... nhitng th
nguwoi mua phai tra tién dé s& hitu. Nhitng thit lam nén mot thwong hiéu cé
chat lvgng.

Mot san pham khong chi can hoat dong tét, né con can thé hién tot.

St dung Ban dé Hanh trinh dé thiét ké trai nghiém san pham

https://thuviensach.vn



Bdn do Hanh trinh Khdch hang la mot cach thic hitu ich gitp ban hinh
dung dugc trdi nghiém san pham ctia minh. Cac ban dé nay hién thi toan bo
cudc hanh trinh caa khach hang ngay tir khoanh khac ho tiéu dung san
pham. Nén nhé tiéu dung bao gém cac giai doan trwdc khi mua, trong khi
mua, va sau khi mua, va nguoi tiéu dung sé luoén tim dén ban trong suét qua
trinh nay. Mot Ban d6 Hanh trinh hoan thién cé du ca ba giai doan trén. Y
twong trung tdm & day la khach hang khong chi tim kiém cac gia tri tai mot
cho. Ba giai doan t6i vira néu la ba diém tiép xtic thuong hiéu noi ban c6
thé tao dung gia tri, va ban nhat thiét phai nhan biét dwgc ban chat va vi tri
cta ching cling nhw lam thé nao dé phan ng v&i nguodi tiéu dung trong
tng giai doan mot. Hay cung twdng twong mot vai giai doan ma khach
hang cta ban sé trai qua khi anh ta tiéu dung san pham:

Truoc khi mua

Co thé anh ta phai kiém tra mot s6 lwa chon khac truweéc khi quyét dinh mua
thuwong hiéu cta ban hay khong. Ban sé lam gi trong giai doan nay dé chac
chan anh ta biét vé ban? Néu day la viéc mua cua cong ty, liéu anh ta c6 can
si cho phép ctia ngudi nao khac khong? Néu khong phai, liéu anh ta c6 can
su cho phép cta vg khong?! Mot khi anh ta da biét vé ban, ban s& truyén tai
nhitng diém khac biét ciia minh (sao cho anh ta cam thdy quyét dinh cua
minh ding dan) nhu thé nao? (Chwong 5 sé ban luan chuyén sau hon vé cac
chién lwgc giao tiép.)

I, Nhitng cd nhén ditng gitta ban va nguoi mua, dnh huéng dén quyét dinh
cua nguoi mua nay dugc goi la nguoi gdc cong (gatekeeper).

Trong khi mua

Khach hang that sy tra tién cho san pham cta ban. Ban c6 thé n6i hodc lam
diéu gi dé qua trinh nay tréd nén dé dang cling nhu vira long anh ta hon
khong? Ban cé thé cung cap mot goi kich cau nao dé dé qua trinh duwa ra
quyét dinh tré nén don gian hon khong?
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Sau khi mua

San pham ctia ban twong tac thé nao vdi khach hang sau khi mua? N6 giai
quyét khao khat ban dau cua anh ta nhw thé nao? Coé thé san pham ctia ban
bao gom mot qua trinh 1ap dat. Cho du khong thi ngudi tiéu dung van mudn
c6 thé giao tiép vGi ban sau khi mua hang va khang dinh rang lwa chon cta
ho la chinh x4c (doc phu luc “Pao sau hon” dé biét thém chi tiét). Ban sé
lam gi dé khién khach hang cam thay anh ta da diung khi quyét dinh mua
hang? Néu day la viéc mua cta cong ty, liéu cac phong ban khac c6 cam
ghét quyét dinh ma khach hang ctia ban dwa ra khong? Liéu cac dong
nghiép cé khong thich viéc anh ta lam thay d6i guéng may lam viéc cua
ho? Ban c6 thé n6i hay lam gi dé dam bao sy tich hgp lién mach gitta san
pham cua ban véi théi quen cta anh ta?

PAO SAU HON
BAT HOA NHAN THUC VA MOI PE DQA CUA NO

Bat hoa nhan thitc (cognitive dissonance) la mot thuat ngit dugc st dung
rong rai trong tam ly nguwoi tiéu dung dé am chi trang thai “cam thdy lan
16n” vé mot diéu gi d6. Theo nha tam ly hoc Leon Festinger, nguoi dat tén
cho thuat ngi nay vao thap nién 1950, ching ta luon ludn tim kiém mot thi
dwgc goi la sw thong nhdt néi bo (internal consitency). C6 nghia la ching ta
né tranh viéc phoi bay cac thai dé va y kién tao nén sy mau thuan trong ban
than minh. Moi khi thai d6 va y kién ctia chiing ta tr@ nén mau thuan,
ching ta sé trdi qua cam giac bat hoa nhan thirc.

Y twdng nay vo cling quan trong trong viéc thiét k& mot trai nghiém thuong
hiéu tredc va sau khi mua, boi nguoi tieu dung thuwong trai qua nhitng giai
doan hoai nghi, hoi han va lo lang sau khi c6 trong tay mot san pham/dich
vu. Trén tw cach khach hang, ching ta sé thac mac liéu mic gid cé6 phan
anh dung chat lwvgng san pham, hay liéu t6 hgp tinh nang duwgc quang cao
c6 twong ng vdi cac chitc nang that sy cia san pham hay khong.
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Bat hoa nhan thitc c6 thé tré nén nguy hiém, khong chi cho moéi quan hé lau
dai gitra ban v&i mot khach hang cu thé, ma con cho hiéu rng lan truyén cé
thé xdy dén néu sy bat man xuat hién. Thir nghi vé nhitng tin nhan gian d
¢ muc nhan xét c6 thé lam nhitng khach hang twong lai e sg xem. Khong
can noi ciing hiéu, cac thwong hiéu can phai ra sitc ngan chan va khac phuc
bat hoa nhan thirc.

Pé ngan chan bat hoa nhan thitc, hdy trd 16i cac cau héi sau:

» Thong diép thuong hiéu cua ban co thanh that ngay twr giai doan truéc
khi mua khong?

* Ban c6 chia sé thong tin vé tinh ndng ctia sdn pham mét cdch day du va
khach quan trudc khi ban khong?

* Ban c6 trdn an khdch hang ctia minh sau khi két thiic bdn (giai doan sau
khi mua) khong?

Xin lru y rang hanh dong mang tinh bién doi quan trong doi véi ban khong
nhat thiét phdi 1a “mua hang.” Trong trudng hgp nay, hdy nghi dén tham
gia, dang ky, bau chon, hay bat ky hanh dong nao thé hién sy bién doi trong
mo hinh kinh doanh caa ban.

Chuong 1 ching ta da ban luan vé tdm quan trong ctia viéc hiéu rang
thwong hiéu va san pham khéng canh tranh véi nhau. Thwong hiéu 1a san
pham, va la tit cd nhitng tht phu hgp véi cau chuyén doc ddo ma nguoi
tiéu dung tao dung khi ho nghi dén ban. Vi thé, ching ta cé thé hinh dung
trdi nghiém san pham nhuw la cac yéu t6 thuwong hiéu phai dat duwgc sy hoa
hgp khi ai d6 tiéu dung 16i chao hang ctia ban. Nham ho trg ban trong viéc
thiét ké trai nghiém san pham, Ban do Hanh trinh Thwong hiéu mau dwéi
day bao gobm mot loat giai doan va 6 trong dé ban cé thé dién vao.

BAN PO HANH TRiNH THUONG HIEU
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TRUGC KHI BIEN BAI

Gizi dogn chiém daat
khach hang

TRONG KHI BIEN BOI
Gial doan kizh hoat khich hang

SAU KHI BIEN BOI

Giai doan 1ang culng s6 lugng

Ban 5¢ dp dung chién Ban 56 do dung chién ﬂ,

%) : , 4 Lt J j ? - ,g Ban sé dp dung chién luge

.z | lugctruyéntdl thuong e truyén tal thuong i s

= e ; i T i I truyén tdi thuigng higy ndo

o E | héundodégirvingsy | hidu nao deé gitr vimg s A i G SR R

uﬁ -':?E 1ng frirdng trrdc khi téing trudmg khi khdch ju !.;;;:g [h; h ;; uung
sau khi hidng cdo

g = khich hang cia ban héing ctia ban dang R #g'r

e bon dda bien doi?
bién dai? bién doi?

2 i Khdch héig sé hinh Khidch hdng sé hinbrdung | Khdch harg sé hink dung

*E' = | dungthong diép thuong | thing diép thuong hitu thong diép thuong higu

; = higu nay nhu thé nao nay nhu the nao khi hy nay niu the nde sau khi

5T trudie khi ho bién doi? dang bién doi? ho bién dai?

& E; Thong digp thuang hidu | Thong diép thiiong hitu

= = i A : A : Thing diép thudng hiéu

=) s ban quii 18i khdch hing ban quri 16i khdch hing e ;

B = e : . .~ | bangditdikhdch hang sau

= truiéic khi ho bign ddi khi ha dang bién doi i , =
= 9 s 5 khi ho bigrn doi la gi?
ﬁ ~c2|: iaaqgi? I gi?

Viéc lap hdnh trinh thuong hiéu sé gitip ban hinh dung qua trinh nay dé
dang hon. Toi khuyén ban hay danh vai phut vé ra duong di cho ban than
nham x4ac dinh duwgc cau chuyén thuwong hiéu cta ban sé duwgc ké ¢ dau va

nhu thé nao.

O mbi budc, hdy tht? twéng twong xem phuong dién ndo cua trai nghiém
thwvong hiéu dang twong tac vdi khach hang. To6i biét n6 c6 thé hoi mo ho,
nhung phu luc “Tao da cdm hitng” tiép theo sé cung cap mot vai vi du vé

nhitng budc di hanh trinh dem lai hiéu qua cho mot giai phap trén mang.

TAO PA CAM HUNG
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BAT PAU HANH TRiNH THUONG HIEU CUA BAN

Sau day la m6t s6 y twéng cho nhitng giai doan c6 thé dwoc 4p dung vao
Hanh trinh Thwong hiéu cta ban:

* Dang ky

* Kéu goi hanh dong

» Huéng dan khach hang méi bat dau (con goi la cat canh)
* Gigi thiéu

* Cac st dung thong thvong

* Bang xuat

» Thong bao

» Xac nhan

* Nhan email dinh ky

» Nang cdp 1én phién ban cao cap

* Yéu cau giup do
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SAN PHAM
khéng chi can hoat dong tot,

MUC GIA: GIAI PHAP CUA BAN PANG GIA BAO NHIEU?

T@i thoi diém nay, ban da tao dung nén 10i hita va vi tri caa thuwong hiéu,
xac dinh ro cac nhan cach khach hang, cling nhw vach ra mot hanh trinh san
pham hap dan cung véi mot tinh cach thwong hiéu thu hat khong kém. T6t
lam! Giod la lic gat hai thanh qua cua ban.

Nhung ban phdai lam sao dé tim duwgc ding thanh qua can gat hai? Bé an
dinh m6t mitc gia vira hdp dan déi véi nguwdi dung vira duy tri doanh thu
ctia cong ty ban? Nhu thé nao la mot mitc gid qua cao va nhw thé nao la
mot mitc qua thap so vdi gia tri cia gidi phap dang duwgc ban moi chao?
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Chung ta c6 thé danh ra nhiéu ngay trdi ban luan vé cac chién lwge dinh gia
tir nhiéu goc nhin da dang. Cé it nhat mot ta nhitng m6 hinh dinh gia khac
nhau ma ban cé thé xem xét va ap dung, nhwng chiing ta sé nhin qua ba mé6
hinh pho6 bién nhat:

Dinh gia dva trén chi phi

Ban sé an dinh mitc gid dwa trén chi phi san xuat va muc tiéu lgi nhuan.
Moi mot cong ty c6 cach danh gia chi phi san xuat khac nhau, nhwng tét ca
déu tdp trung vao mot cau hdi quan trong: Chiing ta nén ddnh phi bao
nhiéu cho san pham hay dich vu nay néu né ton X dé san xudt va chting ta
muén kiém thém Y?

Dinh gia dva trén gia tri

Ban sé an dinh mitc gia dya trén nhan thitc cia khach hang. Véi qua trinh
dinh giad nay, vé co ban ban can xac dinh xem trong mat khach hang san
pham hay dich vu ctia ban dang gia bao nhiéu. Ho sé chdp nhdn tra bao
nhiéu tién cho sdn phdm nay?

Dinh gia dva trén sv canh tranh

Ban sé an dinh mitc gia cho san pham hay dich vu dwa trén chién lwgc cta
cac doi tha canh tranh gan nhat. Khi ban khong c6 hodc cé rat it doi thu
(trong mot linh vigc méi ndi), ban cé thé nhin qua cac sdn pham thay thé.
D6i thu canh tranh gan nhdt cua t6i danh phi bao nhiéu cho mét sén pham
hodc dich vu twong tw? Téi muén mifc gid cua t6i bdang , cao hon, hay thap
hon ho?

Thong thwong, chién lwgc dinh gia ctia mot thwong hiéu la sy két hgp cia
hai hodc cd ba mo6 hinh trén. Vi dy, mét cong ty nhw Samsung c6 thé lvu
tam dong thoi dén chi phi sdn xuat, kha nang chi trd ctia khach hang muc
tiéu, va chién lwgc ctia cac nha san xudt khac khi quyét dinh mirc gia cho
san pham. Cac chién lwgc dinh gia dwgc st dung rong rai khac bao gom:
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Dinh gia tham nhap

An dinh mtc gia thdp nhdm chiém doat mot phan khic 16n cta thi tredng
khi phat hanh.

Dinh gia “it béo” hodc “nguyén kem”

An dinh mifc gia cao ban dau dé lay lai s6 von dd dau tu trong qua trinh
phat trién san pham.

Dinh gida mién phi

Mién phi mot phién ban cia san pham hay dich vu sau dé thu phi mot phién
ban cao cap hon.

Dinh gid cao cdp

Co tinh 4n dinh mo6t mitc gid cao béi né cho phép thwong hiéu cia ban thu
hat mot phan khic thi tredng cu thé véi sitc mua nhat dinh.

Dinh gia tam ly

An dinh mtc gid sau khi nghién cifu cach nhitng con sé anh hudng t6i
quyét dinh mua hang cia nguoi tiéu dung. Chang han, ban c6 thé xac nhan
rang viéc danh phi 4,99 d6-la thay vi 5,00 d6-la giup tang doanh thu dang
ké. Chién thuat nay dwa vao quan niém rang khach hang sé (tw dong) lam
tron s6 xuong va cam nhan thdy mic gia thap hon, qua dé dé c6 xu huwdng
mua hang.

Néu ban quyét dinh chon dinh gia dwa trén gia tri, hay ghi nhé cau tra 1oi
dwgc nguwdi mua tiém nang cta ban dwa ra cho cau hoi sau tai muc Nhan
cach (cach day vai trang):

Tiéu chi va dong luc mua hang : Piéu gi khién anh ta Iuva chon mét gidi
phdp da cé6 san twong tw nhuw gidi phdp cua ban? Anh ta san long tra bao
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nhiéu tién?

O Chuwong 7, khi chiing ta do lwong cac nguyén liéu cta cau chuyén thuong
hiéu, ban sé duwgc hoc vé mot khai niém dinh gia mang tén sy san long tra
tién. Chi s6 nay sé cho phép ching ta wéc lwgng diém gia ly twéng cua
nguwoi mua va tiép can viéc dinh gia theo mot goc nhin dwa trén gia tri.

KET HOP TAT CA NGUYEN LIEU: BANG PHAN CANH THUONG
HIEU

Vay la ban da xay dung dugc mot vi tri, 10i hita, nhan cach, tinh cach, trai
nghiém sdn pham va mic gia cho thwong hiéu cta ban. Hay lién tuc hinh
dung toan bo cau chuyén thwong hiéu khi chiing ta tién t&i nhitng buwdc tiép
theo trong qua trinh nay.

Luc con lam viéc voi nhitng doi ngt khai nghiep ky thuat tv moi hoan
canh, t6i nhan ra rang nhiéu ngwoi trong s6 ching toi gap khoé khan véi viéc

ké chuyén. D6 la 1y do t6i thiét ké dung cu don gian nay:

BANG PHAN CANH THUONG HIEU

Ngay xtra ngdy Anh dy/co dy Nhung mét vdn aé | Anh dy/cédycdgdng
xug.,.. thugng xuyén... ludn xdy ra. .. gidi quyét no.. .
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Nhung anh dy/cé Cho toi métngdy... | Khéng gidngnhu | Diéu uidc cua anh dy/
fay ude gl. .. gidi phdp ciaanh | o6 dy dathanh si
dy/co dy. no. . thdt, do ia. ..

www. 'eanbranding.com

Hoan thanh tat ca phan canh nay, ban sé c6 thé trd 16i mét s6 cau hoi mau
chot dang sau mot qua trinh ké chuyén thwong hiéu vitng manh. Cung diém
qua vai chi tiét can cha y khi dién vao bang phan canh thwong hiéu:

Ngay xtra ngay xua

Trong phan canh nay, ban sé sit dung hinh anh hodc cau chit dé miéu ta
nhan cach khach hang da dwoc gidi thiéu & phan trwée. Ai la nhan vat chinh
trong cau chuyén thuwong hiéu cua ban?

Anh dy/c6 dy thuong xuyén

Xac dinh mot s6 cong viéc chinh ma khach hang cua ban thwong xuyén
phai thyc hién. C6 ay lam gi méi ngay? Nhitng trach nhiém chinh nao trong
doi song ca nhan va lam viéc cia c6 ay lién quan dén san pham hay dich vu
cua ban?

Nhung mét vdn dé luén xdy ra

Néu van dé chinh ma khach hang ctia ban phai d6i mat dé hoan thanh cong
viéc. Nhu cau hoac khao khat chwa dwgce thoa man trong cau chuyén nay la
gi?

Anh dy/c6 dy co gdng gidi quyét né
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Néu van dé & phan canh trwdc l1a cé that, nhiéu kha nang khach hang cua
ban dang giai quyét n6 r6i. Nhitng gidi phap nao khac c6 thé dugc ap dung
cho van dé nay? Khach hang cta ban dang tim cach théa man mdt phan
khao khat cta ho ra sao?

Nhung anh dy/cé dy uéc gi

Phac thdo cac khuyét diém cta gidi phap ma khach hang dang st dung.
Khach hang cta ban van chwa thé hai long méc du da tim mua nhiéu san
pham hay dich vu khac. Cac gidi phap c6 san trong hién tai dang thiéu
nhitng gi?

Cho toi mot ngay

Miéu td kha nang khach hang c6 thé biét tGi thuwong hiéu ctia ban nhat.
Chuyén gi da xdy ra vao ngay co dy lan dau nghe dén ban?

Khéng giong nhv gidi phdp ctua anh Gy/cé @y, né

Liét ké mot s0 phuong dién lién quan dén trdi nghiém san pham cda ban
khién ban khac biét so véi cac doi thu. Giai phap ban gidi thiéu khac vai
gidi phap hién tai ctia khach hang nhw thé nao?

Diéu uwé'c cua anh dy/co dy da thanh sv thdt, do la

Lam ro khao khat da duwgc thuwong hiéu cta ban théa man. “Diéu wéc thanh
sy that” cua khach hang la gi?

Sau khi hoan thanh tat ca phan canh, can nhac ham y trong tirng cau tra 15i
cta ban. Tai sao ta phdi lwu tam t&i chung? Ching ta c6 thé st dung chiing
nhu thé nao? Tai sao ching lai quan trong cho viéc xay dung thwong hiéu
va bién doi? Bang phan canh sau day sé cung cap mot so goi y:
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NGAY XUA ANH AY/CO AY NHUNG MOT VAN BE ?ggﬁ:ﬁglﬁ UVET
NGAY XUA... THUONG XUYEN... | LUON XAY RA... NG 0
Trorg dndy chiing ta | Miéu td thoigianva | Cdc kho khan via knao | Biét them vé cdc doi
xdc dinh doi wgng diadiém hogt déng | khdt cin phai phan thi va gidi phdp
muc tiéu chotodn b | tich cuc nhdt cda nhu | dnh trong khi truyén thay thé. Nghién ciu
né hie giao tiép ciia céithon dang mudn | tai déngue tiéu aiing | khuyét diém cia he
chiing ta. Qudng cdo, | théa mén. Ching cdm thdy déng diéu eling nhu cde bién
ngi dung, v cdcdang | 1a nhidng khedng voithong diép cdaban | phdp cai thién, Ngudi
chién dich khdc nén khéng tot cho viéc vd cong hudng vaing néudimg trong doi
duror thiétkéva dua xépdctvaqudrgbd | “Latéil”) bansé tréinén khdc
vido muc nay. thuong hiéu, hiétva gici thiéu mat
didr mai mé.
KHONG GIONG NHU | DIEU UGC CUA ANH

zrggg 2{“" Aved EEE RHE GIAIPHAP CUA ANH | Av/cO AY DA THANH

AY/CO AY, NO... SUTHAT, DO LA. ..
Fhdm phd nking Treng & ndy ban sé Phin chiéu nhing Surdung khao kndt
cdch sén phdm/dich xdc dinhnhitng kich | diém khdc tiét mdu duie thoa mdan nay khi
vu ciaban co thé gigi | bdn gip mat khdc chét trong ciu chuyén, | giao tiép @€ cling cd
auydt ede vdn dé con | nhau gida ngus hiéu tuigng va chién vai trovedia thuohg hidu
hiér hitu. Khuyét dizm | tiéu ding véi thueng | Iuec thiieng hidu ctia trong viée lam hailong
cta ddi thd chinh 16 hitu cia ban. Ho bigt | ban. Bdm bdo 4éxudr | khdchhang. ThE hién
cdc linh vie e hii. dén ban qua mang? | gid tricdt 161 cda ban theo khdt nay bang
Pancdthé dé cap Gua motvideo? Do | duoc bao hamtrongléi | nhiing biéu tuong thi
rhiingméi quan nagi | truyén miéng? Ddy la | hiia thirdng higi, gicic nhis video hode
nay ctia khdch hang nhiing kénh truyén tranh minh hoa sao
nhédm din vithuong | thong Iy tudng dé che phit bop nhdt.
hiéu ctin bannhur ié ban bir ddu chia é
qidi phdp t6i ., cau chuyén thuong

hiéw cliaminh.
TONG KET

Nhu ban da biét tr Chuwong 1, ching ta c6 nhiém vu dwa khach hang tir A
dén B, trong do A la vi tri cia ho hém nay va B la noi ho mu6n dat chan téi
vao ngay mai. Viéc xay dung mot cau chuyén thwong hiéu nang dong sé
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giup truyén tdi thong diép nay dén ngudi tiéu dung mot cach hiéu qua nhat.
Tuy rang cac kénh truyén thong dién ti* nam gitt vai tro quan trong, song
ching chi 1a nhitng cong cu nham thé hién (thit can 1a) mot cau chuyén
thwong hiéu co y nghia.

Cau chuyén thwong hiéu duwgc tao nén tir nhiéu nguyén liéu khac nhau.
Trong chwong nay, chiing ta da gigi thiéu sau trong s6 do: tuyén bo dinh vi,
10i hita, nhan cach, tinh cach, trdi nghiém san pham va mc gid. Tuyén bo
dinh vi ctia thuong hiéu truyén tdi khong gian ban dang muon chiém git¥,
khao khat chinh ban dang mu6n théa man, va khai quat nhitng do6i tha dang
canh tranh cho khodng khong ay. L.oi hita thwong hiéu vé co ban la mot
phién ban rut gon cda tuyén bd dinh vi, nhdn manh vao dé xuat gia tri cot
16i cua ban. N6 phai tra 16i dugc cau hai “T6i sé nhan dugc cai gi?”

Nhan cach la nhitng con nguwoi “gid” v6i nhu cau hay khao khat that s,
giip ching ta x4ac dinh duwgc tat cd nhitng gi ma thwong hiéu cia minh
muon tr¢ thanh, mudén lam va muon truyén dat. Bang cach xay dung thong
diép thuvong hiéu xung quanh cac nhan cach nay, cau chuyén cua chung ta
sé trd nén con nguwdi hon. Diéu nay rat quan trong bdi vi con ngudi luon két
ndi véi con nguwoi, va néu thuwong hiéu cia ban dem lai cdAm giadc “con
nguoi”, ho cling sé két noi vdi ban.

Céac cau chuyén thwong hiéu c6 chat lwgng théa man khao khat ctia nguai
tieu dung véi mot trdi nghiém san pham dwgc cham chit va hoan thién.
Mot san pham khong chi can hoat dong tot, n6 con can thé hién tot. Cudi
cung, viéc xac dinh tinh cach cho thvong hiéu sé dem lai cho ching ta mot
cai nhin ré hon vé cach doi mat véi khach hang. N6 lam sang té giong néi
dang ké nén cau chuyén.
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Chuong 4
BIEU TUONG THUONG HIEU

Vai tro co ban ctia mot logo la gitp nhan dién, va né dat duwgc diéu dé bang
s don gian... Mot logo hiéu qua phai cé sy khac biét, tinh noi bat, kha
ndng thich nghi, mitc d6 dang nhé, tinh toan cau, va tinh vinh ctru.

— PAUL RAND!

I Paul Rand (1993), Design, Form, and Chaos. New Haven: Yale
University Press.

Ngu’(‘ﬁ doc danh gia m6t cudn sach qua trang bia. Piéu nay khong cong
bang doi vdi tac gid. N6 khong gitip sang to ndi dung cudn sach. N6 tham
chi con khong thiét thire cho nguwdi dung. Nhuwng, giong nhw hau hét nhitng
thit gdy buc boi khac, ching ta khong thé lam gi duge n6. Con ngwdi hinh
thanh dn twong dau tién vé mot diéu nao dé trén mang trong vong 50 mili
gidy.” Chiing ta ludn dua ra danh gia rat nhanh chéng, binh luan vé moi thit
xung quanh dya trén nhitng bang chitng chwa hoan thién. Ching ta bo qua
nhitng gi minh nghi khong quan trong, wu tién nhitng thit nhin thay bang
mat va trong tri 6c theo cac nhu cau va khao khat dang ton tai vao thoi
diém ay.

2. Gitte Lindgaard va doéng nghiép, “Attention Web Designers: You have 50
Milliseconds to Make a Good First Impression,” Behaviour and
Information Technology 25, sé thit 2 (2006): 115-126.

May man thay, mau sac, tir ngit, hinh anh, va nhitng sy két hop vo tan giira
ching c6 thé dwgc st dung mot cach cé chién lwgce dé tac dong dén nhan
thitc ctia ngwoi tiéu dung. Nhuw ban da biét, thuwong hiéu khéng chi géi gon
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trong do hoa, nhwng t6i xin canh bao toan bo Chuong 4 sé néi vé sitc manh
thi gidc. Bam chdt va mé rong tam tri minh nhé nhitng nguwdi cuéng s6 liéu.

Chuwong nay sé dan ban qua qua trinh sang tao ctia mot s6 biéu twgng thi
giac cho thwong hiéu: logo, bang mau, kiéu chit, hinh twgng, cong cu nhan
dién va cong cu ho tro.

Sau khi da xdy dung mot cau chuyén thwong hiéu vitng manh trong
Chuong 3, c6 thé ban sé hoai nghi vé viéc danh thoi gian cho nhan dién
hinh &nh cta ban. Téi tirng chitng kién nhiéu doanh nhan gat bé do hoa dé
“tap trung vao san pham”. DPay la 16i khuyén t6i danh cho ho: hdy théng
minh hon thé. Tudng twgng thir nao: ban dang ditng trwdc cac nha dau tw dé
gigi thiéu sdn pham/cong ty cia minh va trang trinh chiéu dau tién hién lén.
Ban nghi chang cé gi dang xdy ra hét vi minh chwa cat giong. Ban chua
pham phai 16i Iam nao. Hoan hao. Sai roi.

Tat ca déu dién ra tai khoanh khac day. Lic ban bat dau m& miéng, nhitng
con nguwoi ngbi tredc mat ban da hinh thanh xong an twgng dau tién kho
phai dya trén nhitng gi mat ho nhin thdy trwdc khi lang nghe r6i. Ching ta
khong thé kiém soat tinh huéng nay theo kiéu “Nao, mat va ndo, hdy danh
gia va dua ra 10 y kién vé con ngudi nay cling nhu dé xuat cta ho. Thoi
gian la 50 mili gidy. Bat dau!” Qua trinh hinh thanh an twgng xuat hién &
moi ca nhan nay xdy ra mot cach tham lang & sau trong tiém thitc — cu thé
hon 1a & hai viing hach hanh nhan va vé ndo ving dai sau.! Ban khong thé
truy van ching hanh dong. Cac an twgng dau tién duge hinh thanh nhanh
dén mirc khién ban khong tai nao ra 1énh cho ching. Néu ban cam thay
hitng tha vé van dé nay, nghién citu cua Tién si Lindgaard vé an twong dau
tién tai phu luc “Pao sau hon” tiép theo day sé cung cap thém théng tin cho
ban.

I, Daniela Schiller va déng nghiép (2009) “A Neural Mechanism of First
Impressions,” Nature Neuroscience, 12, 4, 508-514.
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Gio hdy nghi vé nhitng ngwdi mua cua ban — hay “nhitng nguwdi ching ta
dang theo du6i”, con nhé ch? Nhitng nguwdi cam trong tay vi tién va dem
dén doan két vién man cho cau chuyén thwong hiéu cta ban. Ho hinh thanh
an twgng dau tién vé ban va san pham cuda ban tai moi thoi diém. Va chi khi
ban nhot ho trong mot phong thi nghiém, c6 1ap ho tuyét doi réi bat ho
dung thir sdn pham cta minh trong theo nghia den, sdn pham c6t 16i &y mai
c6 hy vong chiém linh an twgng dau tién cia ho (tham chi chwa chac sé thé
nita!). Con doi véi tat ca cac tinh huéng thi treong (khong cé tra tan va hop
phap) khac, toi c6 101 canh bao sau:

Nguoi tiéu dung nhiéu kha ndng sé hinh thanh an twong dau tién dua trén
cdc biéu tugng bao quanh sdn pham cét 16i cua ban.

Bdi vi cac tin hiéu giao tiép thi gidc déng vai tro cyc ky quan trong trong
viéc hinh thanh an twgng, t6i sé dé cap ca hai khai niém nay trong chwong
hién tai va ké ti€p. Pau tién, chiing ta sé ban ludn vé biéu twgng thuwong
hiéu va cach tiép can ching véi mét tw duy tinh gon, sau d6 ching ta sé
kham pha chién lwge thwong hiéu nham co6 thé lan truyén cdu chuyén
thuwong hiéu ma khong lang phi tién bac va thoi gian.

PAO SAU HON

HOI CAC NHA THIET KE WEB: CAC BAN CO 50 MILI GIAY PE
TAO PUQC MOT AN TUQNG BAN PAU TOT DEP!

Nam 2006, bon nghién cttu sinh t* Phong thi nghiém Coéng nghé Pinh
hwéng Con nguwoi tai Pai hoc Carleton ¢ Canada cong bo mot nghién citu
v&i ndi dung: tim hiéu khoang thoi gian mot nguwdi can dé hinh thanh y kién
vé mitc do hap dan thi gidc cia mot trang web nhat dinh.! N6i cach khac,
ho mu6n biét mét nguwdi dung trén mang mat bao 1du dé dwa ra mot danh
gia tham my vé trang web do.
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I Gitte Lindgaard va dong nghiép, “Attention Web Designers: You have 50
Milliseconds to Make a Good First Impression,” Behaviour and
Information Technology 25, sé thit 2 (2006): 115-126.

Lindgaard, Fernandes, Dudek va Brown da tién hanh ba cudc nghién ciu
khac nhau, trong dé ho hién thi mdt so6 trang web trong khoang thdi gian
nhat dinh réi yéu cau cac ca nhan tham gia danh gia tirng trang trén nhiéu
phuong dién. Mot nghién ciu thir nghiém két qua khi hién thi cing mot
trang web cho hai nhém tham gia, mot nhom trong 500 mili giay va mot
nhom trong 50 mili gidy. Cubi cung, nhém nghién citu nhan thdy danh gia
cua nhitng nguoi tham gia trong ca hai truong hop vo cung twrong quan, cho
thdy y kién cta ho vé mirc do hap dan thi giac cua trang web khong thay
doi dang ké néu quan sat trén 50 mili gidy.

Nhom nghién citu tiv day két luan rang “mitc d6 hap dan thi giac c6 thé
duwgc tham dinh trong vong 50 mili gidy, titc cac nha thiét ké trang web cé
khodng 50 mili gidy dé tao mot 4n twgng ban dau tot dep.

Cudn sach nay sé cung cap cac cong cu giip ban tién hanh chuan bi cho
thwong hiéu cta ban trong 50 mili gidy ay.

PAU TIEN: SAP XEP BUC TUONG THUONG HIEU

Néu ban tirng lam viéc trong nganh cong nghiép sang tao, t0i tin ban biét
bang coéng viéc la cai gi. Nhung du ban khong biét thi n6 ciing sé chang c6
gi bat ngd ca: bang cong viéc la m6t tam bang noi ban sap xép cong viéc
cua minh. Trong truong hgp cta ching ta, khong gian mgi trong nha hodc
van phong nay sé tr@ thanh nguon cung cap cam hirng thwong hiéu. Hay
chon mot bitc twong con trong va st dung mot tam bang ghim hay béang
trang dé ghim cac dir liéu va hinh dnh c6 ich cho qué trinh phat trién
thwong hiéu caa ban.
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T6i biét ban dang nghi n6 giong nhu Pinterest. Tuy nhién, tam quan trong
ctia viéc ty tay ghim nhitng bitc hinh truyén cdm 1én mot bitc twdng nam &
cho ban sé nhin thay chiing vao moi thoi diém trong ngay ké ca khi khong
lam viéc. Tuy ching ta ludén ty tin rang minh c6 thé lam nhiéu viéc cung
mot ldc, song con nguwdi van can thoi gian va khong gian riéng cho nhitng
suy nghi sang tao — va néu ban da tirng trdi qua cam giac giac ngd (mot
khodnh khac “a ha!” nao dd), ban biét ching c6 thé xay ra lic ban it ngo tGi
nhat.

Muc dich cta viéc thu thap nhitng hinh anh lién quan dén cac boi canh, doi
tha va khach hang cta san pham la nham tién hanh kiém tra thi giac. Noi
mot cach don gian, ching ta dang c6 gang phan doan, thong qua nhitng vi
duy, ngodn nglr thi gidc cua thi truong ching ta theo dudi. Khach hang da
quen thudc vai (qua do trong dgi) hinh anh gi? Cac thvong hiéu canh tranh
dang thuyét phuc ngudi tiéu dung bang cai gi? Cac ddu hiéu thi gidc nao c6
thé dugce tim thdy trong bdi canh cta tinh huéng mua hang?

Hay sap xép bitc twong ctia ban va bat dau ghim hinh. Tim kiém nhitng
diém giong nhau va khac nhau. Thay doi trat ty. Dan mot y twdng 1én twong
khi né hién ra trong dau ban. Tré lai ti* dau néu can thiét.!

I, Xem qua bai viét “Up On The Wall: How Working Walls Unlock Creative
Insight” cua t6i trén to Smashing Magazine (http://bit.ly/11CJG6n) dé biét
thém vé cdc ban mau va bi quyét sdp xép.

Mot vai y twang cho birc twong thuwong hiéu cta ban:
4 Ghim tat ca nhitng gi ban nghi ra & Chwong 3: Cau chuyén thwong hiéu.
4 Ghim chat liéu, logo, bang mau va hinh twgng ctia cac doi tha.

4 Chup va in nhitng hinh dai dién trén mang xa hdi cua cac doi thu.

https://thuviensach.vn



4 Kep mét quang cao trén tap chi ma ban thay phu hgp véi thwong hiéu
cua minh.

4 Viét nhitng khau hiéu va thong diép tiém an/trec dién tha vi doi vGi ban
1én gidy ghi chu.

4 St dung bang dinh dé dan mot mau bao bi ma ban thdy phu hop véi
thwong hiéu ctia minh.

4 Nhat dinh phai ghim tat ca hinh vé dugc ban phac trén gidy an trong sudt
qua trinh.

TRO LAI VOI CONG THUC: CAC NGUYEN LIEU THUONG HIEU
TINH GON

Cung nh¢ lai danh sach nguyén liéu cho biéu twgng thwong hiéu tinh gon
dé bat dau hoc cach tao dung ching, titng cai mot. Hay nhd, day la nhitng
thanh phan t6i thiéu ban sé can tGi khi sang tao mot trdi nghiém thuwong
hiéu trong thi treong:

# Logo, bang mau, va kiéu chir
4 Hinh tvgng va mo phong
4 Cong cu nhan dién: danh thiép

4 Cong cu ho trg: ban tém tat va slide trinh chiéu
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Ngoai thi giac, cac giac quan khac nhuv thich giac va khitu giac citing c6 kha
ndng lam ban dap cho nhitng biéu twgng thwong hiéu dang nhé. Tuy ndi
dung cua chuwong nay tap trung vao biéu twgng thi gidc, hay doc phu luc
“Pao sau hon” ¢ cudi chwong néu ban mudn biét thém vé cach bién mui
hwong va am thanh thanh nhitng biéu tuwgng truyén tai cau chuyén thuwong
hiéu cua ban.
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Logo

Néu “noi s¢ dat tén san pham mai” la mot chitng bénh thi viéc s¢ sang tao
logo co6 1€ 1a giai doan 2 cia can bénh nay. Du cho né dwoc tién hanh trong
t0 chirc (tirc mot ai dé trong cong ty cia ban dang ché tao n6) hay giao cho
mot nguwoi ngoai, hai bo 6c sang tao va kinh doanh cua ban dudong nhu luon
néi chuyén bang hai thi tiéng hoan toan khac nhau, va két qua cudi cung
thwong la mot thit c6 nguyén hang chit “OK, nhung...” to dung tren do.

Tha that, suy cho cung khong sém thi mudn viéc can bang hai mat kinh
doanh va thiét ké cling sé tré thanh mot trong nhitng thi thach trong yéu
nhat cia ban, do do thiét nghi ban nén bat dau doi mat véi n6 ludn thi hon.
Thiét ké ngay nay khong con la mét muc tiéu tham my nita ma da tré thanh
mot cong cu kinh doanh chién Iwgc nham tao dung, b6 sung va truyén dat
gia tri. Nhitng cong ty nhv Apple hay Airbnb da thic day phong trao dwa
thiét ké tir mot yéu to it dwgc quan tdm thanh mot phan ctia qua trinh 1én ké
hoach kinh doanh c6 chién lugec.

Jonathan Ive, Phé Chu tich Thiét ké cdp cao cia Apple, giai thich cong
cudc hoa nhap thiét ké va kinh doanh nhu sau:

Chting t6i von luén cho rdng thiét ké khéng don gidn chi la vé bé ngoai cua
mot vt thé. No la toan bo vt thé dé. La cdch vdt thé dé that su hoat dong
trén nhiéu mitc do khdc nhau. D1 nhién, sau tat cad, thiét ké la nhan to6 lam
nén phan 16n trdi nghiém ctia chiing toi.!

I, Héi nghi phdt trién toan cau Apple, 2013.

Twong tw, nha doéng sang lap Airbnb, Job Gebbia trinh bay véi to
Mediabistro vé tam anh huwéng to 16n ma thiét ké dem dén cho twong lai
cuia cong ty khi dugc tich hgp vao mo hinh kinh doanh:
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Trong khodng thoi gian dau khi Airbnb mdéi thanh 1ap, ching t6i c6 hang
loat dia diém tuyét voi khong dugce biét t6i @ New York. Ching toi quyét
dinh th chup nhitng bitc anh chuyén nghiép cho nhiéu dia diém roi gan
watermark (danh dau) “Airbnb chitng nhan” 1én ching... Chi tiét thiét ké
nho nay da thay doi cach nguwoi dung twong tac véi san pham ctia ching
toi.!

I, Stephanie Murg, “Seven Questions for Airbnb Co-Founder Joe Gebbia,”
Mediabistro, 30/08/2012, http://bit.ly/1kI4WHw.

Cac quyét dinh ve thiét ké phan anh chién lwgc kinh doanh dang sau ching.
Do chinh la ly do vi sao Chuong 3, “Cau chuyén thuong hiéu” ding tredc
Chuong 4 “Biéu twgng thuwong hiéu”. Néu khong c6 mét tuyén bo dinh vi,
san pham, tinh cach, nhan cach, 16i hita va miéc gia ré rang, ching ta sé chi
phi thoi gian v&i nhitng biéu twong thi giac. Poan mo. Phat ngén mot thi
phwong nglt khong ai hiéu. Lang phi thoi gian vO cung quy bau ctia nha
thiét ké. Qua trinh nghién ctu va cac két qua thu dugc tir ching sé gitip moi
nguoi c6 cai nhin chung va la chia khéa dé nha thiét ké (va gan nhw tat ca
nhitng nguwdi khac) cé thé hiéu y twdng ctia ban.

Phac thao thiét ké logo

Ban da bao gio gap kho khan trong viéc dong nao lén y twéng cho logo cua
minh chwa? Cac thao tac sau day sé gitp ban cé xuat phat diém t6t:

1. Suy nghi vé thuong hiéu cua ban. Viét tuyén bo dinh vi cia ban ra mot to
gidy trang.

2. Suy nghi vé tdc dong cdm xtic ma logo dem Igi. Lap danh sach nhiing
tinh t* (t* miéu td) trd 10i cau hoi sau: “Ching ta muon khach hang cam
thay thé nao khi nhin logo nay?” Ping dirng lai & nhitng tit don gidn nhw
vui vé, buon b3, hay hitng thi. Hay kham pha nhitng tir that sy thé hién tac
dong ma ban mong wdc dat dwgc véi thuwong hiéu cia minh: quyén lwce, day
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cam hitng, to mo, cudn hat, phan khich, chuyén nghiép, cha dong, van van
va van van.

3. Suy nghi vé thong diép cua logo va tdc déng nhdn thitc ctia né. Lap danh
sach nhitng ti* va cum t* ngan trd 16i cau héi sau: “Ching ta mudn khach
hang nghi hodc nghi vé cai gi khi nhin logo nay?” Twong ty vd&i cau hoi
tredc, dirng dirng lai & nhitng thit hién nhién nhw san pham hodc tén san
pham. C6 mét tinh nang cu thé nao can dwgc néu bat khong? Khach hang
c6 nén nghi téi nhitng cha dé bao quat nhu sang tao, cai tién, sttc khoe, cac
moi quan hé, hay hanh phtc khong?

4. Suy nghi mét cdch sinh déng. Thao tac nay doi hoi mét so do tw duy. Vé
bon vong tron 1én mat t¢ gidy trang, sit dung titng chi dan phia dwdi nhw
cac tiéu de. Tiép theo, hinh dung nhitng biéu twgng d6 hoa thuwong di kem
v6i moi tiéu dé. Vé cac biéu tuwgng do hoa nay xung quanh moi vong tron,
va co gang suy nghi cang nhiéu biéu twgng lién quan cang tot. D€ don gidn
héa qua trinh, tai thoi diém nay hdy vé tit ca cac biéu tuwgng bang hai mau
den va trang. Ban cang nghi ra nhiéu biéu twgng, ban do tu duy ctia ban
cang tr@ nén sau sac, va ban sé bat dau nhin thay nhitng moéi quan hé tiém
an cho mot thiét ké manh mé hon:

— Tén thuong hiéu: Xem xét nhitng biéu twgng truc dién va mo ho lién
quan dén cac tir nglt nhat dinh trong tén thwong hiéu.

— B6i cdanh st dung thuong hiéu: Hinh dung moi trwong, thoi gian, vi tri
phu hop v6i san pham hay dich vu ctia ban. Nhitng vat dung, phwong tién,
cong cu, nguyén liéu, diéu kién thoi tiét, yéu to tw nhién, hodc dia diém cu
thé nao co thé gitip nhan dién dé xuat ban dua ra trén thi treong?

— Van dé/nhu cau/khao khdt ma thuong hiéu dang cé gdng gidi quyét: Can

nhac cac van dé va diém nhic nhoi chinh lién quan t6i thwong hiéu cua
ban. C6 phdi ban dang tim cach khac phuc mot thit qua dat dé, qua phién
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todi, hay qua kho khan cho ngudi tiéu dung? Néu ding nhw vay thi ban c6
thé khac hoa cac van dé dé nhu thé nao?

— Thao tdc gidi quyét van dé cua thuwong hiéu: Viét dong tu (tt chi hanh
dong) miéu td hoat dong cot 16i ctia ban. Ban dang Iwu tri¥, cdi thién, cttu
nguy, tao diéu kién, thong bdo, thiét k&, hay tiéu khién? Can nhac khong chi
cac phuong thirc tao dung gia tri cho khach hang ma con ca tinh cach
thwong hiéu lién quan. Ban thong bdo mot cach hai huwéc hay tiéu khién
mot cach trao phiing? Ban Iwu trit mot cach than thién hay thiét ké mot cach
diém tinh? Thwong hiéu cta ban c6 thé duge dién td qua mot nhan vat —
nguwoi hodc tha — phan anh tinh cach cta né khi thwc hién hanh dong
khong?

— Tdc déng cam xtic ban muén truyén tdi: Phac thdo nhitng biéu twgng hinh
anh phan anh cam xdc ma thwong hiéu cua ban dang c6 gang tao ra dwa
trén danh sach tinh tr ¢ budc 2.

— Tdc dong nhdn thitc ban muén truyén tdi: Phac thao nhitng biéu twong
hinh dnh phan anh y twéng ma thwong hiéu ctia ban dang c6 gang thé hién
dwa trén danh sach cum tw ¢ buéce 3.

5. Suy nghi vé kiéu chir. Sau khi xem xét xong biéu twgng doé hoa, nghién
cttu kha nang truyén tdi cung mot y twdng dya trén kiéu chit don thuan.
Liéu c6 phong chit nao thé hién dugc tac dong cdm xtic ban vira miéu ta?
Ban c6 thé sap xép tir nglt va cau chit ra sao dé truyén dat cam xtc day?

6. Suy nghi vé doi thu canh tranh. Thu thap vi du ti nhitng logo khac trong
nganh cong nghiép. Co6 quy luat hodc xu huwéng nao noi troi khong? Ban cé
thdy thich hay khong thich mot dac diém nao d6 khong?

7. Suy nghi vé tinh tham my. Chu y mot vai logo minh hoa c6 thiét ké twong
dong vdi thiét ké dy tinh cta ban. Tim nhitng hinh dang, cach phéi mau, va
kiéu chit nhat dinh khién ban thay thu huit.
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8. Suy nghi vé tinh trng dung. Khi nao ban sé stt dung logo nay? Can nhac
nhitng kich ban quang ba thvong hiéu khac nhau: trén hinh dai dién, trén
nhan gia, trén ao thun, hodc tham chi trén canh may bay. Viéc ghi nhé trong
dau cac tinh huéng cé thé xdy ra sé gitp ban thiét ké nén mét logo phu hop
nhat.

Sau khi hoan thanh qua trinh 1én y twéng trén, ban sé c6 mot cai nhin ro
hon vé logo ban dang mudn xdy dung va mot qua trinh sau sac dé kham
pha cac biéu twgng that sy thich dang cho thwong hiéu ctia ban. Van con
nhitng thao tac tién hanh khac noi tiép giai doan 1én y twéng. Logo can phai
duwgc trau chudt, td6 mau, s6 héa, va trdi qua nhiéu giai doan ma chac han
nha thiét ké nao cting than thuéc. Néu ban quyét dinh thué mét nha thiét ke,
y dinh cta ban gio sé tré nén dé hiéu hon nhiéu véi c6 dy. Mat khac, néu
ban quyét dinh xay dung logo trong t6 chitrc, qua trinh nay sé cho phép
nhitng cd nhan khéng chuyén vé thiét ké tham gia vao viéc dinh hinh y
twong va tao dueng mot méi tredng cong bang noi bat ¢t ai cling c6 thé dwa
y kién.

Néu ban giao viéc thiét ké cho ngwoi ngoai, hdy xem qua muc “Tai sao
khong ai c6 thé that sy lam hai 1ong ban” sap t&i day. N6 sé cung cap mot
sO bi kip gitp ban truyén dat mong muon va nhu cau vé biéu twong thwong
hiéu mot cach hiéu qua nhat dén nha thiét ké.

Mot khi logo ctia ban dwgc hoan tat, ban nén tw hoi mot vai cau hoi chon
loc sau:

® Logo nay c6 linh hoat khong? Chiing ta c6 thé 4p dung n6 cho nhitng boi
canh khac nhau cling nhv cho nhitng dv an mé rong trong twong lai khong?
N6 c6 thich hgp véi ca khung hinh vuéng (titc hinh dai dién) lan khung
hinh chi¥ nhat (tt‘c mé6t s6 anh bia) khong?

4 N6 c6 don gidn khong? Mot nguwdi binh thwong cé thé hiéu y nghia ctia
né khong? N6 cé phirc tap dén mirc kho thay khi nhin tr mot khodng céach
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vira phai khong? N6 c6 hiéu qua trong tong den-trang khong?

€ N6 c6 thé hién “céi t6i” khong? N6 c6 truyén tai tinh cach thuwong hiéu
dwgc ban tao dung ¢ Chuong 3 khong? N6 c6 qua trang nghiém cho mot
thwong hiéu hai huwéce, hay qua tinh nghich cho mot thvong hiéu nghiém tuac
khong?

€ NO c6 than thién vdi trang web khong? N6 c6 thé thich ttng vdi ca chiéu
ngang va chiéu doc khong? Cé mot phién ban thu nhé (don gian) nao cho
hinh dai dién va cac trang kho nho khong?

€ N6 c6 thé duwgce phong 16n khong? N6 c6 dem lai hiéu qua twong tu khi
dung trén ca danh thiép lan mot ap phich khong 16 khong?

€ NO c6 khac biét khong? Logo nay cé noi bat gitta vo van lya chon chi
qua mot cai nhin liéc khong? Can nhac nhitng dia diém can dén sy khac
biét nay, chang han nhw kho ng dung hodc ké hang.

Chuong 8 sé chi cho ban mot vai phwong phap kiém tra mitc do hiéu qua
ctia logo méi thiét ké nay. Y dinh truyeén tai cdm xdc va y twéng cta ban chi
la mot phan cua cau chuyén. Phan con lai la danh gia xem liéu ngudi tiéu
dung c6 dong cam véi ban khong.

Mau sac

Tuwong ty véi dong suy nghi trén, ngudi trong t6 chitc hodc nha thiét ké
duwgc ban thué (hay tham chi c6 thé la ban néu ban c6 kha nang) phai xay
dwng mot t6 hgp mau gitup phan biét thwong hiéu cia ban trén thi treong.
T6i xin nhan manh: bdng mau khéng chi dung dé trang tri. N6 kich hoat
nhitng m6i lién hé tdm 1y c6 thé thic day hodc cén trd viéc mua hang, va sé
ho trg dac lyc moi ngay cho su ton tai cua thiwrong hiéu.

Mot diéu ban nén lwru tam téi khi xay dung bang mau cho thwong hiéu la y
nghia van héa ctia mau sac. Moi mot quoc gia déu gan y nghia khac nhau
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cho tirng mau, va ching c6 thé lién quan dén tudi tac, gia tri, sac toc, ton
gido, hay vo s6 nhitng phuwong dién khac ctia cudc song.

Nhitng phuwong dién c6t yéu. Nhitng thit ban sé khong muon bo qua. Chang
han nhu mau xanh dwong: n6 twgng trung cho “doan thé va nam tinh” ¢ My
va “4c doc” & Malaysia.! T6i nhic lai mot 1an nita, nhitng khac biét ban
khong mudén bé qua.

I, Mubeen M. Aslam, “Are You Selling the Right Colour? A Cross-Cultural
Review of Colour as a Marketing Cue,” Journal of Marketing
Communications 12, so6 thir 1 (2006): 15-30.

Ban ciing c6 thé can nhac st dung nguon lyc cong dong nhw mét giai phap
thay thé tiét kiém. Hay xem so d6 hudng dan & phu luc tiép theo dé biét
thém chi tiét.

Bi KIP XAY DUNG THUONG HIEU
THIET KE LOGO

O mot thé giéi hoan my, tit ca ching ta sé c6 hang triéu do-la trong tai
khoan ngan hang cting nhu thué dwgc nhitng nha thiét ké hang dau dé sang
tao nén mot logo tuyét voi cho mot sdn pham dang trong giai doan am i.

Chao mirng dén thé gidi khdi nghiép. Noi khéng phai ai cling c6 trong tay
tién von, nhiéu ngwoi dang vat 1on véi tién thué nha, thé tin dung can kiét la
chuyén thuong tinh, va khong phai d6i ngili nao cling bao gobm mot nha thiét
ké hay c6 thé thué nguwdi ngoai trong chdp mat.

T6i can ban hit thé. That sau vao.

Co rat nhiéu cach xoay s@ van dé nay. Nhitng cach thitc tiét kiém thoi gian
va tién bac. Nhitng cach thitc tdn dung nguén lyc vo han trén mang
internet. Nhitng cach thirc thong minh.
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Bai vi, van con ton tai nhiéu lam nhitng don vi thiét ké tuyét voi dem tdi
dich vu dinh hinh thwong hiéu chat lwgng. Ban sé cé co hdi tim dwgc mot
don vi phu hgp vdi ngan sach ctia minh. Suy cho cung, viéc s@ hitu mot nha
thiét ké riéng c6 thé sang tao gidi phap cho san pham theo y ban la kich ban
ly twéng.

Nhung day la khoi nghiép, va ly twong trong kich ban khoi nghiép luén la
moét diéu xa voi.

Vi ly do 4y, t6i da xay dung mot danh sach cac nguén lyc (ding hon la
nguon lam thué) hitu ich nham ho tr¢g ban d6i mat véi thir thach thiét ké
logo san pham.

Hay trd 10i cac cau hoi trong bai trac nghiém sau dé biét dugc 16i di nao la
tot nhat.
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rthigt k& khing?
“Chuvén nghigp ka ding khic” “rgc vy thi tot rdi!
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Kiéu chir

Hay nhin hai tuyén b6 sau va suy nghi vé phan tng ctia ban trdc moi cai:
Toi la mot san pham cong nghé méi nong hoi.
Toi la mot san pham cong nghé méi nong hoi.

Tuyén bd dau tién cé khién ban nghi rang day la mot thwong hiéu cong
nghé cao khong? Ban c6 nghi tuyén bo thit hai sé phat huy tdc dung néu
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ching ta mudn ban do c6 khéng? Néu ban dwa ra két ludn rang tuyén bo
dau trong c6 vé cii k§ va tuyén bo thit hai sé phu hgp véi mét thuwong hiéu
cong nghé nhat, ban da lot vao céi bay cua kiéu chir.

Chirng nao kiéu chit con anh hwéng manh mé t6i nhan thitc nhw thé nay,
mot vai ngwoi trong s6 ching ta van sé luén am anh vdéi chuyén tan dung
lgi thé ma n6 dem lai.

Toi la mot thwong hiéu sanh diéu.
Toi la mot thwong hiéu sanh diéu.

Theo quan diém cua ban, tuyén b6 nao trén day sé thanh céng hon trong
viéc 10t ta su “sanh diéu”? Néu ban chon Josefin Sans, kiéu chi¥ th& hai,
ban da v6 hinh trung xac dinh dugc mot s6 dac diém thiét ké lam nén “sanh
diéu”: phan nhé 1én va ha xudng ctia con chit dwgc kéo dai; do day chir tra
nén thanh ti va manh mai hon; hinh dang chi* mang tinh hinh hoc va tinh té
hon.

Chting t6i chuyén tdm vao toc do va hiéu sudat.
Ching t6i chuyén tam vao toc do va hiéu suat.
Hay nhin vao vi du sau:
Chung t6i ban dé an tuyét hao.
Chting t6i bdn do dn tuyét hdo.

Khi xac dinh tinh cach thwong hiéu & chwong triée, ban thye chat da xay
dwng mot nguon tai nguyén khién cho viéc chon Iwa logo, mau sac, va kiéu
chit tr& nén dé dang hon gap 100 lan. Cac vi du ban vira xem chinh la
nguyén nhan tai sao.
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San sang ti minh kham pha nhitng kiéu chit phu hgp véi san pham ctia ban
réi chit? Hay doc hwdng dan tiép theo dé biét cach don gian héa qua trinh
nay théong qua Google Fonts. Dé bat dau, ghé tham
http://www.google.com/fonts.

SU DUNG GOOGLE FONTS

Kalh .'ril.f Fon
e 0 8 B8
il i Frhre e Fode
Porien Toel, - Grumy sty wain - e e e wwnn -
P ot Frey,
B s Orunipy wizards make toxic brew for the evil Queen and Jack.
+ Wl
b - o
Lot 5 DRLMPY WITARDE BAKE THKIE RREW FOR THE EVIL DUEEN AME JACK. e 8 e
e Pt P o = v IO
T Ere &l WOV
® © @
CalfecBan |0 By fermiied] aae | Raws v

1. Chon phong c6 chan chit (nhitng dwong gach chan nho dudi moi nét),
khong c6 chan chit, hién thi hodc viét tay.

2. Chon do day cho phong chit cua ban.
3. Chon do xién (do cong) cho phong chit cua ban.
4. Chon phong chit hep hodc rong. Pay la hep va day la rong.

5. Google sé hién thi phong chir theo tir. Gitp ban hinh dung dwogc né sé
nhw thé nao trén tiéu dé hoac logo.

6. Google sé hién thi phéng chit theo cau.

7. Google sé hién thi phong chit theo doan van. Lwa chon nay danh cho
nhitng nguwdi mudn tim mot phdng chit cho ban in hang loat.

8. Google sé tao mot ap phich véi tén cua tirng phong chi.
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9. GO mét cum tr mau dé thir nghiém tén thwong hiéu ctia ban véi nhiéu
phong chit khac nhau.

10. Chon kich ¢& cho cum ttr mau cua ban.

11. Sap xép cac phong chit theo tén (bang chit cai), thoi gian (ngay thém
vao), sO lwgng Iiva chon (so6 kiéu moi phong co), tinh thoi thwgng & hién tai
(mttc d6 thinh hanh), hodc s6 lwgng tadi xudng (mirc do noi tiéng).

12. Ban chi can duy nhat phéng chit nay. Nhap vao lién két dé tai xuéng
hodc chéen phong chit vao trang web ctia ban.

13. Néu ban biét bang chir mau la gi, tot. Vi nhitng ai chwa biét, bang chit
mau la tap hgp toan bd cac chit cai phong chir cung cap.

14. Google hiéu ban c6 thé can hon mot phong chit, do d6 chitc nang nay
giip ban thém nhitng phong chit méi vao bd suwu tap dé tai xudng va sw
dung.

15. Bay la budc dau tién khi stt dung danh muc Google Fonts. Ban sé thém
nhitng phong chit minh thich vao bd suwu tap cua ban.

16. Budc thit hai trong qua trinh. Google sé hién thi cdc phong chit c6 trong
bd suwu tap ké bén nhau dé ban quyét dinh phéng chit that sy phu hgp va
loai bo/thém vao nhitng Iwa chon khac néu can.

17. Budc th ba. Google sé cho phép ban tdi xudng toan bd phong chir
va/hodc chén ching théng qua ma trang web néu ban chi can dung ching
trén mang.

Tai sao khong ai co thé that sy lam hai long ban

Néu ban tirng yéu cau ai do thiét ké mot logo, bang mau, va/hodc kiéu chir
va khong thich két qua ma anh ay dua ra, nhiéu kha nang mot phan 16i 1am
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thudc vé ban. Ban c6 cung cap cho anh ay nhitng thong tin can thiét c6 thé
dinh huéng cho tirng lwa chon thiét ké khong?

Chung t6i goi “thong tin” nay la mot ban tém tat. Bdi vi day la Xdy dung
thuong hiéu tinh gon, ban tém tat ctia ching ta sé trong nhu sau:

4 Dinh kém tuyén bd dinh vi, sdn pham, tinh cach, nhan cach, 16i hita va
muc gia da duge xac dinh & Chuong 3.

® Lap danh sach cadc muc can hoan thién: logo, kiéu chi¥, bang chi, v.v..
Tham khédo danh sach nguyén liéu cho biéu twgng thwong hiéu & chuwong
nay dé co y tuwéng.

4 Cho anh ay xem ba vi du thiét ké ma ban khong thich va ba vi du thiét ké
ma ban yéu thich.

& (Chdm hét.)

Sao nao? Ngan gon ding khong? Pwa thong tin nay cho t6 chitc hodc nha
thiét ké dugce ban thué, va ban coi nhw da cung cdp xong cac chi dan bat bai
gitup ho thiét ké nén mot thi that sy phu hgp véi thuwong hiéu ctia ban. Ban
sé nhan dwoc nhitng dé xuat tot hon — néu khong muén néi la hoan héo
ngay tu dau.

BAN TOM TAT THIET KE MAU

VE CHUNG TOI

Dac diem cla ching toi

Chung téi cung cap
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Lai ich chiing toi dem dén che moi ngud

Ngan gon va hap dan, & hia cda chiang toi la

VE KHACH HANG

Poitugng ching téi nham dén la

VE NHIEM VU CUA BAN

r1 Logo r1 Kiéu chi

Chang toi can ban thiét k& nhimg thisau
r1 Cong cu nhan dién: Danh thiép  r1 Slide trinh chiéu

0 Bang mau o Hinh tugng o Céng cu ho trg: Ban tém tat 0 Khac

3 yéu 16 ching 1ol mudn thay:

3 yéu 16 chiing 161 khong mudn thdy:

Hinh twgng va mo phong

TGi gio ban da co6 da cac cong cu cho viéc xay dung logo, bang mau va

kiéu chir. Tuy nhién, nguwdi tiéu dung van can nhin thay boi canh st dung
thuwong hiéu ctia ban dé nam bat y nghia ctia n6. (Ban con nhé chi¢? Bua ho
tr difm A dén diém B, trong d6 B la ban thé ho muon tr¢ thanh.) Do dé6
ching ta phai tim kiém nhitng cach thic thé hién diém B nay: nhitng canh
twgng cho ho thay “dich dén hoai bao” ma ho luén nham tai.

Vé co ban, nhiém vu ctia ching ta la dat san pham vao bdi canh va lam
sang to trai nghiém san pham. Ban dang xay dwng mot ¢ng dung? Nguoi

tieu dung sé st dung n6 & dau, dé lam gi, va xung quanh ho c6 ai? San
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pham cda ban c6 phai la mot sw két hgp gitta san pham va dich vu? Ai la
nguwoi van chuyén dich vu nay trong moi tredng nao, va phan &ng cua
nguoi tieu dung khi nhan no la gi?

Toi sé dua vi du cta chinh minh ¢ day. Toi s@ hitu (va thong thuong cung
lic st dung) mot chiéc mdy tinh xach tay, mot chiéc may tinh bang va mot
chiéc dién thoai théng minh. E-reader (thiét bi doc sach dién t¥) dwong nhw
la mot vat khong can thiét, vi tit ca cac thiét bi cta téi déu co6 thé truy cap
sach dién tr va nhitng (tng dung gitip doc sach dé dang hon lién tuc ra doi.
Thé nhung diéu bat ngo da xdy ra: mot video quang ba cua Kindle ra doi
v6i hinh anh nhitng ngwoi phu nit tré giong nhuw toi doc sach trén vong, may
bay... va bai bién. Nhitng noi t6i thwong doc sach. Tuy nhién, khac véi toi,
ho doc sach mot cach thodi mai va hoan toan say mé bai, doan xem, khong
mot thong bao tng dung phién phitc nao hién 1én ca. Khong anh mat troi
lam l6a man hinh, khéng can dem theo d6 sac pin, khong chitc nang nao
khac ngoai doc sach. Poc sach mét cach tuyét dep. Amazon da ban dugc
hang ngay thoi diém do6 va ngay tai d6. Mot hinh twgng chuan xac da thuyét
phuc toi mua Kindle.

Sau day la mot s6 hinh dnh thwong hiéu co ban ma ban nhat thiét phai cd,
noi tiép bang mot ban tong hop hinh twgng thwong hiéu:

4 Hinh dnh/m6 phong san pham

4 Hinh anh ngwoi tiéu dung st dung san pham

4 Hinh anh nguwoi tiéu dung chia sé san pham vdi ca nhan khac
4 Hinh anh cho chit ky email

4 Hinh dai dién nho ké bén dia chi trang web (favicon)

4 Hinh dnh cho mang xa hoi theo nhiéu kich c& khac nhau:
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— Hinh vuong nho cho anh dai dién
— Hinh chi? nhat rong cho anh bia

BAN TONG HOP HiNH TUONG THUONG HIEU TINH GON

ANH DAl DIEN TREM
MANG XA HOI

ANH BIA CONGTY TREN LINXEDIN 645px x 220pe

Nhd it 2002007 AR
REM

ANH BIA THEN TWITTER * 3007 % 500

ANH BIA CHO KENH YOUTUBE 2560p x 14600

PHIEN BAN DOC
CUA LOGD
1.®inh dang PHIEN BAN NGANG CUA LOGOD
2 "p:" PHG' TIF 1. 8inh dang vector
3. Nhe nhat 600 px

215G, FNG, TIE: MRS nnét 500 cao 300dR
1619 30043 3, FIGs L [Zh E

HINH BAI DIEN

CHO KY EMAIL

JPG, PNG: Xap i 50px can 300dpl
PME, GIF hoiic ICO Gt .

HinH MO PHONG SAN

HINH M3 PHONG SAN PHAM THEO BE NGANG IR B

JFG, PHG, TIF: N nhat 1000px can 300dpi JEL G, TIE:

Mhi nhdt 020D
rao W0dai

ong cu nhan dién: Danh thié)
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Mac du cong cu nhan dién thwong hiéu c6 thé bao gom nhiéu doi twong
khac nhau (chang han nhu tiéu dé thw, phong bi, bia kep gidy...), ching ta
sé di sau vao dung cu thiét yéu nhat: danh thiép.

To6i khong thé nhan manh da tdm quan trong ctia mét tam danh thiép dugc
dau tw ky lwong. Ban con nhé khi ching ta dé cap vé an twgng dau tién @
dau chwong nay khong? Danh thiép cé thé cing c6 dn twgng dau tién vdi
ngwoi mua twong lai, nha dau tw, doi tac truyén thong va nhan vién cta ban.

Nhiéu nguoi cat gitt hang chuc, tham chi hang tram, tdm danh thiép trong
nhitng chiéc ngan ban dong kin. Kich ban t6t dep nhat: ho lwu chiing trong
mot céi bia kep. Trong cé hai truong hop, t6i nghi ban c6 thé thdy y nghia
cta viéc sé hitu m6t tdim danh thiép noi bat. To6i ting chitng kién nhiéu
doanh nhéan ky két dwgc théa thuan du khong c6 van phong, du nam trong
tay san pham hoan thién hay san pham t6i thiéu, du c6 hang nghin khach
hang hay khong c6 khach hang nao, du sé hitu doi ngti 16n lan khong c6 doi
ngii... nhung tat ca ho déu c6 danh thiép.

Mac du s sang tao rat dwgc hoan nghénh, song moi danh thiép luén phai
bao gém cac yéu té duédi day:

€ Logo thvong hiéu (voi tén ro rang)
# 1.0i hita thwong hiéu (khau hiéu)
& Tén

€ Chtrc vu/vi tri

@ Dia chi

@ SO dién thoai va/hoac fax

@ Dia chi email
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4 Dia chi trang web

€ Tuy chon: Skype, LinkedIn, Facebook, Twitter, va cac mang xa hoi
khac.

Tén

Vitri

Bién thoai
Bia chi

Mang %a hdi 1
Mang xa héi 2

LEGO

Lo hia thuong hiéu

Cong cu ho trg: Ban tém tat va Slide trinh chiéu

Cong cu ho trg la vat liéu dugc ching ta st dung nham muc dich gigi thiéu
thuwong hiéu ctia minh ra toan thé gi¢i. Tuy nhién, khong giong nhw quang
cao, ching ta dung cong cu ho trg dé thu hit nhitng doi twgng cu thé minh
muon nham t6i. Hay twdng twong ban dwgc phép gap mat mot cach bi mat
véi truyén thong, nha dau tw, nhan vién, va nhitng nguwdi mua dac biét.
Budc dau tién: ban dwa cho ho danh thiép méi toanh ctia ban. Budc thit hai:
ching ta sé can dé lai an twgng sau dam bang mot phwong tién khac.

Xin ding hiéu lam: “phuwong tién khac” nay di nhién bao gom mot san
pham tuyét voi. R6 rang truyén thong, nha dau tw, va ngwdi mua sé mudn
thir nghiém san pham cta ban trwdc khi quyét dinh quang ba, hun von, hay
mua né. Ho sé can do dong dém tam quan trong cua moi tinh nang san
pham theo nhitng cach khac nhau. Ho sé dat nhitng cau hoéi dva trén kién
thitc doc ddo ma ho c6 san. Cac khao khat da dang cia ho sé tac dong dén
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cach ho hiéu vé san pham ctia ban. Nhung cé6 mot diéu chac chan: tirng
nguoi mét trong so ho déu sé bi dnh hurdng rat 16n tir st'c manh thi giac.

Vi vay, t0i sé nhan manh lai diéu nay theo mét cach khac:

Moét san phdm tuyét voi can mét cong cu ho tro tuyét voi tuong xirng voi
no.

Chung ta sé giai quyét hai trong s6 nhitng cong cu ho trg tiét kiém thoi gian
va tién bac nhat: ban tém tat va slide trinh chiéu. Hai c6ng cu nay sé dan
dat ban vugt qua hau nhw toan b cac cudc gap mat noi san pham ctia ban
sé doi mat vdi qua trinh khao sat ban dau.

Ban tom tat

Chuing ta phai chap nhan mot sy that: ngay nay chiing ta khong thé chiém
lay toan b sy chu y ctia bat ky mot nguwdi nao nita. 6 chinh xac 1a nguyén
nhan vi sao cac diém nhan, video ngan, hinh dong va biéu d6 dang tr& nén
ngay cang dugc va chudng.

Pirng trong cho rang nha dau tw, truyén thong va nguwdi mua sé hanh dong
khac di. Tuy ho c6 thé that long hitng thu vao dé xuat ban dwa ra, song néu
ban nghi ho sé danh nhiéu thoi gian cho hitng thi dé thi doanh thu ban
hang cta ban sé chiu thiét hai nang né.

Do dé, thue té€ ma ndi, ban tém tat 1a co hoi tot nhat dé ban gianh dugc sy
chu y cia ngudi nghe va truyén tai cau chuyén thuwong hiéu ctia ban — truéc
khi ho tha dai va quay lung di.

Toi khong noi rang sau nay ban khong nén chuan bi mot 4n pham quang
cao, ho so, danh muc dai hon, hay bat ct thit gi can thiét cho viéc rao ban
thwong hiéu. Du vay, mot diéu khong thé chéi cai l1a con ngudi khong mudn
hodc khong can thdy nhitng bang so6 liéu dai dang dac khi dwa ra wéc lwgng
ban dau.
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Ban tém tat can gigi thiéu cho nguwdi nghe biét vé cau chuyén thwong hiéu
ctia ban trong mot chirng muc nhat dinh. Pai loai nhw “Xin chao, sdn pham
cua toi co tén la X. Pay la hinh dang cua n6. Pay la ly do tai sao n6 quan
trong. Pay la diéu t6i can ban lam ngay bay gio. Pay la ly do tai sao toi
dang tin. Mong rang ching ta sé giit lién lac.” Cung di qua titng muc mot
nhé:

“Xin chao, san pham cua t6i co tén la...”

Gidi thiéu tén san pham va 16i hita thwong hiéu cia ban. Ching ta da xay
dung ca hai thi nay tai Chuong 3.

“Day la hinh dang cua né.”

Pwa ra mot hodc hai hinh anh thye té ctia san pham. Pay la ldc hinh twong
trong Chuwong 4 phat huy tadc dung. Lwa chon mot hodc hai hinh anh thé
hién tinh nang c6t 16i cua san pham (titc dac diém t6t nhat cda ban) trong
boi canh doi thye. “Pay la dé xuat t6i dwa ra va ly do tai sao san pham nay
quan trong.” Giai thich vé chitc nang va y nghia cua san pham. St dung
ban mau tuyén bé dinh vi ban da xay duwng ¢ Chwong 3. Thay doi cach dién
dat va xoay chuyén tr nglt néu can thiét. Sau dé, so lwgc mot danh sach
ngan gon nhitng dac diém khién san pham ctia ban khac vdi cac doéi tha trén
thi trrong.

“Dady la diéu t6i can ban lam ngay bdy gio.”

Con dwgc biét dén nhw 1a 107 kéu goi hanh dong. (“Tai sao toi lai phai doc
cai nay?”) Bat dau v&i muc tiéu trong dau ctia ban. Ngwdi nhan sé phai lam
gl bay gio day? Gui email cho ban dé xin cau trich dan? Tai ng dung cua
ban xudng ngay Idp tirc? Ghé tham mot s6 trang web va dang ky cap nhat
thong tin mdi tw ban? To6i thuong khuyén ban né nhitng thuat ngit hoa my,
nhung vai 101 kéu goi hanh dong ban sé thdy hoan toan biét on khi vitt bd
ching. Tét cad. Bé dam bao chac chan, hdy hoi mot hoc sinh tiéu hoc xem
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né co biét chinh xac minh phai lam gi tiép theo khong. Ban ciing nén chui y
khong dwgce dé nhiéu 161 kéu goi khac nhau canh tranh vé mitc do quan
trong.

“Pay la ly do tai sao toi dang tin.”

St dung gidy chitng nhan, quan hé do6i tac, twong thuat bao chi, giai
thwdng, va bat ky chitng chi quan trong nao khac ctia ban dé xac thuc cho
tuyén bo: san pham nay vo cung quan trong va phdi duwgc mua ngay bay
gio. Nhitng thwong hiéu méi, giong nhv thwong hiéu ching ta dang xay
dwng, can pho bay tat ca yéu t6 dang tin cay co6 thé (mot cach hgp phap va
c6 dao dirc) néu mudn gianh 1ay diém xudt phat tot trong mot thi treong
dong dtc va hon loan.

“Mong rdng chting ta sé gitt lién lac.”

Chia sé thong tin lién lac cta ban, bao gom s6 dién thoai, dia chi email, va
nhitng kénh truyén thong nguoi doc c6 thé dung dé giao tiép vdi ban. Tuy
vao doi twgng, ban sé mudn cac kénh lién lac nay cang truc tiép cang tot.
No6i cach khac: dwa dia chi email cd nhan va s6 dién thoai di dong cho
nhitng ngwoi nhe nha dau tw. Dep bo ché do tra 10i tw dong va gian ti€p néu
c6 thé — trir phi ban c6 kha nang tri hodn sy van dong cua tai chinh hay
truyén thong. (Cé ai lam dwgc diéu do that a?)
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Bdn tém tat bat dong sdn nday bao gom tdt cd yéu to chuing ta vira nhac dén:
tén san pham, hinh adnh minh hoa, ddc diém cot 16i, mét 101 kéu goi hanh
dong ro rang (“Call Today” — “Goi dién ngay hbm nay”), mot chitng nhdn
ddng tin cdy (“Certified Agent” — “Bai ly duoc chitng nhdn”), va thong tin
lién lac truc tiép.

Hay st dung ban mau sau dé day nhanh qua trinh xay dwng ban tém tat.

BAN TOM TAT MAU
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Tén thuong hiéu va 'ogo Day 13 dé xuat 16i duz ra

Day la hinh dang san pham cla téi

By I3 didu 18i cin ban lam ngay bay gio

£ay la v do tai sao chung thi déng Tn

Ban cfi thé [ién lac wii t6 bdng cach

vaww leanbranding.com

Slide trinh chiéu

Ciing cung dong tw tuwéng day, viéc trinh bay thwong hiéu thwong doi hoi
mot vai s ho trg vé mat thi gidc dé nam bat sy chil y (cuc ky chia ré) cta
khan gid. Mot slide trinh chiéu dwoc dau tw ki lwdng sé lam nén khac biét &
day. May man thay, cau chuyén thwong hiéu va biéu twong thuwong hiéu da
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duwgc ban phat trién ¢ hai chwong trwde sé la tat ca nhitng gi ban can dé xay
dwng mot slide trinh chiéu gigi thiéu san pham cé y nghia va 16i cuén.

Duéi day la mot s6 tinh hudng can dén vai tro cua slide trinh chiéu:
4 Hop madt nha dau tw

4 Hop mat doi tac 16n

4 Hop mat nha bao va truyén thong

€ Hop mat doi ngii

Ghé tham www.leanbranding.com/resources dé tai xudéng mot slide trinh
chiéu mau c6 thé dwogc chinh sira.

Truyén dat l0i chao hang cé thé la khodnh khdc quyét dinh trong hanh trinh
cua mét doanh nhdn. May mdn la hdu hét cdc kich ban déu cho phép ban
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stt dung hinh dnh ho trg cho cdu chuyén ctia minh. Bdy la noi cdc biéu
tuong thi gidc phdt huy sitc manh cta chiing. O dnh trén, mét doanh nhéan
tré tham gia chwong trinh Apps.co dang trinh bay vé gidi phdp gido duc
trén mang cua c6 dy vao Ngay gidi thiéu.

PAO SAU HON
MUI HUONG, AM THANH VA HON THE NUA

Mot s6 am thanh va mui huong nhét dinh cé thé xdy dung nhitng moi lién
két kéo dai doi véi thwong hiéu cta ban. Tuy nhiéu cong ty da st dung
nhitng tai nguyén nay dé tao dung mot nhan dién riéng biét trong hang thé
ky qua, song Martin Lindstrom chinh la ngudi dan dau cho phong trao phan
tich cac lgi thé ctia mot thit goi 1a xay dung thuong hiéu cdm gidc.

Theo nhw két qua thu dwogc tir cuéc nghién citu Dy an Cam giac Thuong
hiéu kéo dai 5 nam cda Lindstrom, bao gom “hang tram nha nghién cttu va
hang nghin nguwdi tiéu dung tiv bon chau luc”, viéc dinh vi mot thwong hiéu
bang mui hwong, am thanh va két cau c6 thé tao nén moi quan hé gan bo
dai 1au v&i khach hang.!

I, Martin Lindstrom, Brand Sense: Sensory Secrets Behind the Stuff We Buy

(New York: Free Press, 2010).

Phat hién cta ho cho thay “nhitng thuwong hiéu cé chiéu sau giac quan déu
dac biét manh mé, v&i nhitng nhan dién rieng biét dugc xac dinh ro rang va
nam bat trén toan cau, chwa ké ching con sé hitu nhitng gia tri xac dang va
day cam hirng.”

Néu ban mu6n kham pha kha nang gan két mui hvong, am thanh va nhan
dang thwong hiéu cta ban, hay suy nghi cau tra 10i cho cac cau héi sau:

* C6 cach nao dé ban tich hgp mét mui hiwong nhat dinh vao tong thé hién
tai cta thwong hiéu khong? Néu khong c6, hdy twdng twgng ban phdi ma
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mot ctta hang ban 1é cho san pham va dich vu cia minh: cta hang sé c6
mui nhw thé nao?

* C6 cach nao dé ban tich hgp mot am thanh nhét dinh vao tong thé hién tai
cta thuwong hiéu khong? Nhitng cong cu nao c6 thé gitup két hgp am thanh
nay? Hay nghi vé nhitng video quang ba thwong hiéu, trang web truc tuyén,
giao dién ngwoi dung caa ban, v.v..

TONG KET

Chuong 4 nay gidgi thiéu nhitng cach thirc xay dyng biéu twong thuwong hiéu
khac nhau. Sau nguyén liéu thwong hiéu quan trong duwgc dé cap bao gom:
logo, bang mau, kiéu chit, hinh twong, cong cu nhan dién va cong cu ho trg.

Ching ta c6 thé sit dung mau sac, tir ngit, hinh anh, va nhitng su két hgp vo
tan gitta ching mot cach cé chién lwge dé tac dong dén nhan thic cua
nguoi tiéu dung. Bang mau ctia mot thuwong hiéu khong dung dé trang tri.
No6 kich hoat nhitng méi lién hé tam ly c6 thé thiic day hodc céan tr& viéc
mua hang, va sé ho trg dac liwc moi ngay cho sy ton tai cia thwong hiéu.
Nguoi tieu dung thuwong (néu khong mudn no6i la luén ludn) hinh thanh an
twgng ban dau dua trén cac biéu twgng thi giac bao quanh san pham cot 16i
ctia ban. Hinh twgng la mot tai nguyén kinh doanh chién lwgc bdi con
nguwoi can nhin thady béi canh st dung thwong hiéu cta ban dé nam bat y
nghia ciia sdn pham ay.

Nhitng cong cu thi gidc nhu danh thiép va cong cu ho trg ban hang la chia
khoa quyét dinh an twgng dau tién cho thwong hiéu ctia ban. Danh thiép cé
thé gitp ban c6 duwgc xuat phat diém t6t vdi nguwdi mua tiém nang, nha dau
tw, doi tac truyén thong va nhan vién. Twong tw, mot cong cu ho trg ban
hang dwgc thiét ké tot nhw ban tém tat va slide trinh chiéu c6 thé tao nén sy
khac biét khi thwong liwgng. Mot san pham tuyét voi can mot cong cu ho trg
tuyét voi twong xing voi no.
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Chuong 5
CHIEN LUQC THUONG HIEU

b

a dén lic thé hién r6i. Ban sé rat vui khi biét rang chiing ta khong bé cong
sttc xay dung cau chuyén va biéu twgng & nhitng chuwong vira qua chi dé gitr
khu khw ching. San sang tan cong vao thi truong roéi chit? Toan bo Chuwong
5 la vé vuon ra, 16i kéo va bién doi. Tai va mat, trai tim va tri 6c, va — vang
— cac vi tién.

Truyén tai thwong hiéu khong phai la giai thich, bién hg, bdo vé, v.v.. Ban
hay khac sau y nghi thé hién vao tam tri minh.

Cac coéng cu ban sé thdy xuyén sudt chwong nay — video, hinh anh, noi
dung web, hé thong nhan xét, quan hé doi tac, va nhiéu thi khac — déu
nham muc dich thé hién y nghia ctia thwong hiéu. Mo6i lan ban ngo6i xudng
suy nghi xem nén truyén tai thwong hiéu nhuw thé nao, xin hay héi ban than
mot cau:

Minh dang thé hién hay ké chuyén?

Y twéng “suy nghi, khong phai ké chuyén” sé khong ngirng citu séng ban
va thwong hiéu cta ban, va toi sé thé hién nguyén nhan vi sao théng qua
chuong nay.

Co6 mot diéu ban nén biét vé cac chién lwgc: ching cé thé hiéu qua mot
cach diéu ky doi véi mot vai thuwong hiéu va vé dung doi véi nhitng thuwong
hiéu khac. Luwu y rang ban c6 thé sé phai chinh stra cac nguyén liéu duoc t6i
gidi thiéu trong Chuong 5. Ban nén chinh stta ching ra sao a? Chuong 7 sé

https://thuviensach.vn



gitp ching ta xac dinh xem nguyén liéu nao phu hgp véi thuwong hiéu cua
ban cling nhw phu hop thé nao.

O dau Phan 2, t6i da gidi thiéu cong thitc Xdy dung thuong hiéu tinh gon
v6i danh sach 25 thanh phan ma chiing ta sé ché bién trong cac chwong tiép
theo. Gio la Iic ching ta hoc cach ché bién nguyén liéu danh cho chién
lwge truyén tai thwong hiéu. Mac du mot danh sach cac chién thuat giao
tiép hiéu qua cho moi thwong hiéu la diéu khong twéng, nhung ching ta sé
xay dung cac nguyén liéu sau trong nhitng trang tiép theo:

# Tiép thi qua mang xa hoi

@ Trang dich

# T6i ru hoa cong cu tim kiém
# Tiép thi ndi dung: Viét blog
4 Quang cao tra tién

4 Danh sach email

4 Video

4 Hé thong nhan xét

€ Quan hé cong ching

4 T6i ru hoa khu virec mua hang
€ Quan hé doi tac

Xuyén su6t Chwong 5, toi sé lam sang td cac chién thuat trén va giiup ban
thanh cong trong viéc truyén tdi thwong hiéu mot cach khong dau dén. Nhw
ban hinh dung, c6 hang nghin céng cu hitu dung dé xay dung tirng thanh
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phan nay, va cac tinh nang méi xudt hién gan nhuw lién tuc. Cudn sach nay
sé duwa ra nhitng cong cu ma t6i thay 1) hiéu qua nhat cho qua trinh bién
doi, 2) tiét kiém thoi gian va tién bac, va 3) c6 thé ap dung vao thoi diém
hién tai. Ban cling c6 thé dang ky cap nhat tai www.leanbranding. com dé
nam bat cac cong cu va tinh nang méi ngay khi ching ra mat.

Chung ta bat dau nhé.
TIEP THI QUA MANG XA HOI

Co hang tram cudn sach no6i vé van dé st dung mang xa hoi trong kinh
doanh. M6i mang xa hoi lai c6 thém hang tram cudn sach khac dé cap dén
moi lién hé gitta n6 va doanh nghiép. Thém vao d6 hang triéu bai viét dang
trén mang (Google hién thi 370 triéu két qua cho cum tr “tiép thi qua mang
xa h6i”), va ban hiéu t6i mudn noéi gi réi chit? Mang xa hoi ngay cang tr@
nén nong hoi, nguwdi nao cling mudn chiém 1dy phuwong tién truyén thong
béo bd nay, va dwong nhu ai ai cling biét cach tiép thi qua mang xa hoi.

Mot 16i vé mang xa hdi: con nguwoi dwge “lén day cot” mot cach sinh hoc
dé tham gia vao cac moi twong tac xa hoi. Khi cdc méi twong tac dy dugc
duwa léen mang internet, n6 thwong dem lai cam giac “ty nhién”, va nhitng
tinh nang nén tang mdi khong ngitng cting c6 cho cam giac d6. Chuing ta
cam thay tv tin; rdng chiing ta hiéu minh dang lam gi. Tuy nhién, ching ta
phai tién hanh mot cach can trong déi vdi thwong hiéu. Béi vi thit chiing ta
thé hién khong phai la ban than ma la tinh cach thuwong hiéu (da dugc xay
duwng & Chuong 3), nén tiép thi qua mang xa héi mang ban chat ctia mot
kénh giao tiép kinh doanh chién lwgc hon la mot cude hoi thoai boc phat.

Du thwong hiéu cua ban c6 truyén tai thong diép trure tuyén hay ngoai tuyén
di chang nita, khan gid déu hiéu ré ban khong chi dai dién cho ban than
minh. It nhat, ban dang phat ngén thay cho san pham, ddi ngii tao dung nén
noé, va doi ngii tiép budc nghién citu né. Giong diéu va noi dung thong diép
cta ban phdi phéan anh diéu nay.
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Mac khéc, di nhién thwong hiéu van c6 thé (va dugce trong dgi sé) boc phat
va tinh gon khi phan ¢ng trwdc nhitng sy kien dwong thoi cling nhu thay
doi tuy theo b6i canh. D6 la muc dich cta cuén sdch nay. Nhung cach ban,
mot ca thé, tién budc trong thé gidi mang xa hoi sé khac hoan toan so vai
cach thwong hiéu (san pham) cua ban tién buwdc. Hay nghi né6 nhw mot vai
dién vay.

Céac thwong hiéu ca nhan, tat nhién, lai la ngoai 1é. Ching nén phan anh
tiéng noi doc dao, ca nhan ctia ban va phan ng vGi nhitng yéu t6 ma ban —
mot ca thé — sé phan tng. Ban cling can chu y rang tw nhién khéng c6 nghia
la tho thién. Ca nhan khong cé nghia la “Toi sé dang bat c& thi gi toi
thich”. Giong nhu thwong hiéu san pham, thuwong hiéu ca nhan phai dugc
quan ly vGi sy can trong , nhat quan, suc tich, va dem lai sy tién 1gi. Qua
Chuong 5 ban sé hoc dugc cach xay dyng thwong hiéu ca nhan lan nhitng
lgi thé kinh doanh né cé thé mang téi.

T6i luon nhan dwoc sau cau hoéi trong nhitng budi héi thao veé tiép thi qua
mang xa hoi, va t6i sé dé cap ching ngay sau day:

@ Tai sao chung ta nen dang bai?
€ Ainéen dang bai?

4 Chung ta nén dang cai gi?

4 Chung ta nén dang ¢ dau?

4 Chung ta nén dang nhu thé nao?
4 Chung ta nén dang khi nao?

Tai sao chiing ta nén dang bai?
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Ctr 10 nguwoi sit dung mang xa hoi sé c6 4 nguoi ti'ng mua mot san pham
tréen mang hodc tai ctta hang sau khi chia sé hay yéu thich no tren Twitter,
Facebook, hodc Pinterest. VisionCritical da cong b6 thiyc t€ ciing nhiéu phat
hién khéac trong bao cdo “Ttr mang xa hoi dén mang budn ban” vao nam
2013.1

I VisionCritical, “From Social to Sale: 8 Questions to Ask Your Customer”
(bdo cao tai chinh), http://www.visioncritical.com/social2?sale.

Hay can nhac ham y thure tién cia y twdng nay: cac thuwong hiéu phat hanh
san pham trén mang xa hoi va cat ngang nhitng cudc hoi thoai vén mang
tinh c4 nhan gitta nhitng nguwdi dung tiém nang. Theo théng thuong ching
ta sé noi day la “sw chen ngang”, nhung néu dwoc thyc hién mot cach bai
ban sy gian doan nay hoan toan c6 thé tré thanh mot “sy tién 1gi”. Chen
ngang hay tién lgi la cudc chién mang xa hoi téi thwong. T6i dang chen
ngang hay dang tao dung su tién 1gi?

No6i mét cdch ngdn gon: chiing ta nén ddng bai béi vi né la mét budc tién
tw nhién dén viéc mua hang.

Ai nén dang bai?

Ai nén la nguoi phat ngon cho thuwong hiéu trén mang xa hoi? Tat ca ching
ta c6 thé nhat tri rang viéc dai dién tiéng no6i ctia ban la mét van dé nghiém
tic. Do do, mot trong cac quyét dinh quan trong nhat ban phai dwa ra la liéu
ban sé quan ly ndi bo mang xa hoi cua minh hay thué dich vu quan ly bén
ngoai? It nhét thi ban dau, ban sé& hoc dwgc nhiéu diéu tir khan gia khi hoan
thién chitc nang nay trong ndi bd. Noi thé khong c6 nghia la ban khong thé
thué cong ty hodc ca nhan tao ra mot chién lwgc mé rong hodc cac tai san
k¥ thuat s6 nhw biéu do, hinh anh va video. Ban nén thué chuyén gia néu c6
thé. Van dé t6i muoén noi & day la:
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Tat ca moi ngudi trong cong ty ban nén dé y dén tai mat trén mang xd hoi
cua ho.

Thir nghi vé cac kha nang di: ban c6 muén bé qua co hdi lang nghe truc
tiép tiéng noi ctia khach hang khi chi méi bat dau hiéu vé ho khong? Viéc
tim ma&t bién phap chién lwgc dé uy quyén cong viéc dang bai trén mang xa
hoi hoan toan la vi 1gi ich cua doi ngti ban.

Pa phan moi nguoi sé khong ngan ngai cho rang bo phan Tiép thi nén chiu
trdch nhiém quan ly mang xa hoi. Mot s6 khac sé tranh luan rang trach
nhiém ddy nén thudc vé bé phan PR, Kinh doanh, Dich vu khach hang...
tham chi la chinh CEO. Toi noi nay: khong ai trong cong ty ban dugc phép
s@ hitu mang xa hoi ca. Trén thuc t€, trong rat nhiéu kich ban, thwong hiéu
cta ban sé dwgc 1gi khi méi bo phan xt ly mot kiéu thong diép khac nhau.

Muc “Ching ta nén dang nhw thé nao?” sap tGi sé chi cho ban thay lam sao
dé nhitng thanh vién cua doi ngili c6 thé cung tham gia dong thdi vao cac

cudc hoi thoai tren mang xa hoi.

Nhwng néi gi thi néi, mét ngudi trong cong ty ctia ban van can phai lam
dau tau quan ly mang xa hoi cling nhu chiu trach nhiém cho két qua. T6i
hiéu cong ty ban c6 thé qua nho dé bao gom tat ca loai nhan vién dudi day,
nhung hdy can nhac cac y twdng nay:

4 Quan ly tiép thi cta ban;
€ Mot dai dién trr dich vu khach hang;
€ Giam doc PR cua ban;

4 (Diéu nay co6 thé nghe hién nhién) Quan ly mang xa hoi ctia ban. Trong
qua kh, ching ta khéng cé nhitng chuyén gia dugc dao tao vé quan ly
mang xa hdi. Tuy nhién, ngay nay cé rat nhiéu bang cap lién quan dén linh
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vure nay, va, néu ngan sach cia ban cho phép, viéc thué mot chuyén gia sé
dem lai s khac biét.

4 Ban than ban. Néu ddi ngii ctia ban chi c6 mot ngwdi, ching ta sé phai ty
cung tu cap. Tiép tuc doc va san sang xoay S& nao.

Chiing ta nén dang cai gi?

Cau hoi quan trong bac nhat ctia nganh kinh doanh c6 1€ 1a Thi sao? Nguoi
tieu dung khong thich (hodc khong xitng dang) bi ném vao mat nhitng
thong diép. Cac cudc hoi thoai thwong hiéu phai mang tinh “con nguoi”, va
khai niém nay dong mot vai tro kha 16n len cach chung ta néi chuyén véi
nhitng nguoi theo doi minh trén mang xa hoi.

Moi lan ban nhin vao mot bai dang tiém nang cho mang xa hoi, hdy can
nhac xem né c6 vugt qua cac tieu chuan dwdi day khong. Cac tiéu chuan
nay lién quan dén viéc duy tri tiéng noi va gia tri thwong hiéu doc dao cua
ban, ciing nhw c6 thé dwoc diéu chinh tuy theo nhu cau nhét dinh cua tirng
ca nhan. Ngoai ra, nhitng vi du (khong theo quy tac) trich ti* nhitng doan
tweet gid dinh 1an ngoai doi that sé giup ban nam dwgc cach 4p dung moi
tiéu chuan cho thong diép mang xa hdi ctia minh.
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Tiéu chudn

¥i du nén tranh

Ly do

Chung ta cé dang can
than khiang? Bai dang nay
co i pham bat ki thuong
hiéu hay ¢ nhan nan kheng?
Mé £ trich dan ddng ngudn
darg ban dau khing? Mgdn
Rl duge s dung ob phi hop
ik (Al tunn g xemm bal dang
khéng?

“Mai ngudi ding o
lang. Bai viét Falling
Man'chi gap mit i ky
thudt ngu xuin vi nd
dutge ol i nhanh nhit
i theE rdi. Ching 14 xin
15i 43 g4y hoarg mang.”
Lsquire Magazine (2
Esquiramag)
11/08/2013

Curm 13 LSi ki thudt ngu
xuan” khong hé cho thay su
hi i, wa ngin nigu dugc s
dung b thé khign mét <8 o4
nhin cam thdy bi xac pham
TrEr theec 18 ndd da xic pham
rat nhigu ngudi. Hang nghin
nauil diing d3 phé phin
doan tweet cia Esquire |3 v
tam va kigu ngao.

Ching ta c6 dang nhat
quan khéng? Bai d&ng nay
i gidng nhur cla mit thuang
higu hwoan toan khac khdng?
N e midu thudn tryc tidp vii
il 3o luding trong gud khd
cita ching ta khong? Ligu no
o kb nang mdu thudn v
it |5 truting trong tuong lai
igan] khang?

“Lén dudng tdi chau
Phi, Hy vong thi 52
khéng bi nhiém AIDS,
Era thi, Toi la ngudi
Dz trding mal”

Justine Sacco (@
justineszoon)

212013

Doan twaet duge phiat hign

[ eua mdn diéu phdivign PR
thude mdt cong ty truvin
thong Idn & My, Na khdng chi
miang b w0 pham rat cao
mia an d ngude lai vii cdo
qgié tri dunic thuong higu iz
coing by ung hd, Céng Ly da
khing Jinh didu Ay va =a thai
i nay sau da,

Ma og siic tich khéng? No
cty 1 nggdn gan va l6i cuon 48
it ngul dang v3i va (SEm
chung £ia hiu hat ngudi
diing manyg 3 hal) o6 thé dac
v hidu khdng? Tigu 42 ca thé
hidn duge difu cin ndl ma
khéng qud dai hay gua 1§ lidu
khéng?

“Chadmng toi vifa chora
mér mi tinh nang mai
5 thé tich hop album
anh Photolic coa ban
vao glzodidn 3p tinh
clia Evernote gua da
gicp ban lea toirbinh
anh trong thei gian thye
thudn tién han_Tinh
nang ndy 58 xuat hidgn
tromg phién ban 5.2

Théng digp nay gqua darva
rac rd v nhiing noudi dung
quyEt dinb. Hay lua chon
nhitg T ngit thich hap hon
va ritgon nd nhu: " Tinh nang
i clia Evernote cho phép
ban [y tnd céc hinh anh
Phonolic vao ghi chep cda
minh - hay thaxem!”

Ma ea tién loi cho khan gia
khdng? Cou hii Thisao & day
Ia gi? Bai dang nay Jem lai sy
thidt thuic gi che ngu ms
tigm nang khing? Mo oo giop
ich gicha ho khing? Mac di
kich thich mua hang [ mue
e sau cing song vigo tem

“Ban cd bigt hém nay 12
Megay Quic & Nha gido
khing:”

Thé &7 Vay nd o gidp ich
duge chut gi cho 1ol khbng?
Héy thu hit ngu theo din
bang cach Lao dufig gl T,
chang har:“%Sau day la 10
trich dan cha mar Moay Nha
gidotran 33y cam hifng [lign
két] #quacténhagidn
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lai iéng cudi cing va aing
quan trong. Boc luuy sap toi
vé khiéu hai hudc dé st dung
né mot cich théng minh.

Né c6 thé duge chiasé
khéng? Khéng phai théng
diép nao clia ban cling sé
ducc lan truyén manh mé,
nhung hay dam bdo rang su
thiét thuc (ré ¢6 tién lgi cho
khan gid khong?) xudt hién
trong tat ca cac bai darng. Khi
ndi dung vugt qua nhiing yéu
10 khac va du cuén hut dé chia
sé, chuna ta sé duoc biét dén
mot cach tu nhién (hay con

“Bidu dd mdi: Mic da
anh hudng kinh t€ toan
¢au ndm 2013 cua cong
ty ching t6i [lién két]”

Ban c6 thé mat hing giit dé
thigt ké bidu dd nay, nhung
néu ban khéng cho ngudi
dling biét tai sao ho phai
danh thd gian cho nd thind
s& trdl vao quén lang. Sau
day la mc¢t doan tweet thénh
chng ca that cia @Airbnh:
“IBifu d6] Ban cd td mo vé
muic do anh hudng kinh té
toan cau cta Airbnb? Ching
tdi cling thé, Sau day |3 két

goila hau co). gua ching thi duc két dugc
[lién két] #kinhté chiasé”
{24/03/2014)

Ching ta ¢6 nén két hop “Tru 53 chinh mdi & Hay thé hién nhiéu hon v

nhiéu phuong tién truyén
thdng khéng? Vai nhimg
cong cu da phuong tién thu

vi nhu hién nay, ligu ban co
mudn gan bé vdinhimg kai
viétvan ban don thudn? Hay
thirthay d6i va st dung video,
hinh Anh, hai hat, va bit cif sir
két hop rao dé gilta ching.

Chicago that tuyét véi,
Ching toi vita chuyén
dén hom nay."

ké chuyén itlai, Sau day la
mot vi du tuyét vai vé cach
két hgp van ban vai hinh
anh/video d2 gia tang stic
16i cudn: “Hay rngam nhin tru
si chirh mdi & Chicago cla
chuing téi: [hinh dnh hoac

viden]!

Sau khi hoan tat cac cau héi trén va san sang dang bai 1én mang xa hoi, ban
c6 thé dang tai vo s6 ndi dung theo nhiéu dang khac nhau. Danh sach tiép
theo sé gidi thiéu mot s6 dang bai dang phd bién va hiéu qua nhat. Hay
nhd, sv cdi tién can dén cdm hing:

€ MOt biéu do chia sé thong tin ma khan gia thdy quan trong hodc hitu
dung.
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4 MOt hinh anh vé san pham kém theo tiéu dé hap dan gitip kich thich viéc
mua hang.

. Ford Mustang shased Concepl and Muscle Car's phots H
Avaust j’-:.JI anq

Red. Hot. Mustang.

1987 Shelby GT 500 — wih Marshall Curcan and 15 aothers

Like - Comment ' Share g 63,060 £ 928 [3) 6,187 Sharas

€ Mot lién két dan téi nhitng ndi dung thu vi (va hitu ich!) trén trang web
hodc blog cua ban. Poc muc viét blog tiép theo dé tim hiéu thém vé cach
bién d6i khach hang bang chién lwgc nay.

€ Mot lién két dan t6i nhitng ndi dung hitu ich trén trang web hodc blog
ctia nguoi khac. Co rat nhiéu cong cu giup ban cap nhat nhitng thong tin
m&i nhat lién quan tdi nganh cong nghiép cia minh. Hay thit Google Alerts
hay Feedly Search dé nhan dugc cac bai viét mdi lién quan téi linh vire cta
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ban ngay khi ching xuat hién. Vi du, ban c6 thé theo doi sw xuat hién cta
hai cum tw thoi gian va quan ly nham phat hién nhitng ndi dung dang chu y
cho thuwong hiéu trng dung lich ctia ban.

4 Mot hinh anh cho thay khach hang c6 san dang st dung — va tan hwdng —
san pham cua ban. Ban cé thé st dung hinh anh cia bat ct khach hang nao,
nhuwng mot nguwdi noi tiéng (phu hgp) c6 thé dem lai sy dang tin cay tuyét
voi. Bung nho cay vao mot tham hoa.

€ Mot cau héi m@ cho khan gia, héi vé nhitng tinh nang sdn pham ma ho
mong muon ciling nhu nhitng nhu cau c6 san cua ho.

® Video thé hién cac lgi ich vé mat chitc ndang hay cdm xtc cua thuong
hiéu.

€ Cac cot moc kinh doanh. Ban da dat dwgc mot s6 lwgng ngudi dung,
ngwoi theo doi, nhan vién, hay khach hang nhét dinh? Ban vira di chuyén
dén mot van phong méi? Ban vira nhan dwgc ngan sach?

4 Hé 10 thong tin. Hay khién ngudi theo doi cdm thdy nhw nguoi trong
cudc va cho ho xem trai nghiém thwong hiéu tir nhitng giai doan dau tién —
nhung van khong 1am ro ri cong thitc bi mat ctia ban. Y twdng ndy nhim
muc dich nhan manh céac qua trinh chat lwgng, qua do thé hién rang ban biét
ban dang lam gi, rang ban dang tin cdy, va rang nguoi tiéu dung nén (tham
chi 1a phai) mua san pham ctia ban. Ban c6 mét chuyén gia tai nang trong
do6i ngti khong? Ban c6 hop lai thdo luan va tim cach cai thién san pham
moi tuan khong? Van phong/van héa/dia diém ctia ban c6 diém gi dac biét
khong? Cau trd 10i can la c4! Nhu Karl Lagerfield tirng noi: “DPting cuong
diéu héa cau chuyén veé céi tén ctia ban. Hay cuong diéu hoa cau chuyén vé
cong viéc cua ban.”

€ Cac cudc thi/giadi thwdng/trdi nghiém mién phi/qua tang. Hau hét moi
nguwoi déu nhat tri rang mién phi la mot tir rat hap dan. N6 la théi nam cham
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thu hidt sy chi y trén toan cau, va néu duwgce ap dung ding né sé gitip thu
thap nhitng sy chd y va bién do6i can thiét cho thwong hiéu cta ban. Hay
chac chan ban khong lan at hay liva gat ngudi theo doi ctia minh: dam béo
cac cudc thi khéng vi pham phdap luat va qudy réi ngwoi khac la diéu kién
tién quyét dé dat dwgc thanh cong.

4 Cac bai viét nhan manh nhitng ngay thang quan trong (lién quan dén
thuong hiéu). Néu ban ban ga tay, ban sé muo6n tan dung Lé ta on. Néu ban
ban mot &ng dung lich, ban sé mudn tan dung Nam md&i. Twong tw, nhitng
ngay dac biét xudt hién vao hau hét moi thoi diém trong nam. Ban c6 thé
1én daysoftheyear. com, holidayinsights.com, va checkiday.com dé tim
danh sach cac ngay 1é dang chu y.

® CAc trich dan truyén cam hitng lién quan dén cau chuyén thwong hiéu.
Pay la 1y do vi sao két qua chuing ta thu dwgc ¢ Chuwong 3 lai quan trong
nhv vay. Nhitng thuong hiéu khong lam r6 nguén goc cia minh sé gap rat
nhiéu van dé trong viéc xac dinh huéng di twong lai. O Chuong 3 chiing ta
da 1ap ra mot danh sach cac dac diém tinh cach va mot 10i hita thwong hiéu
vitng chac lién quan dén gia tri cudc song. Khi nguwoi dung dugc truyén
cam hitng sau khi doc nhitng bai viét ctia ban vé cac gia tri nay, ho sé chia
sé chung. Khi nhitng bai dang ay dugc chia sé, ban sé duwgc nhiéu nguoi
biét t&¢i hon. Khi ban dwgc nhiéu nguwoi biét t¢i hon, co hoi bién doi ctia ban
cang cao hon. Chung ta c6 thé nhat tri rang sé khong ai mua tw ban trt phi
ho biét dén ban, ding chit?

@ Cac bai viét hai hwdc. Ban c6 thé choi dua voi cac kho khan hién tai cta
khach hang va thé hién ching mot cach hém hinh dé kich hoat cac nhu cau
mong mudn. Hay nghi vé mot khé khan cua khach hang cé thé dugc
thwong hiéu cia ban gidi quyét. Sau dé can nhac mat khoi hai cta tinh
huéng va chia sé tiéng cuwdi vGi ngudi theo doi trong khi thoi thiic hg mua
hang. Khi ban doc cuén sach nay, nhitng néi dung mdi va 16i cudn van
dang khong ngirng ra doi. Néu muon theo kip cac xu hwéng tiép thi ndi
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dung méi, ban can tiép tuc nghién citu nhitng vi du hang dau trong nganh
cong nghiép cda ban. Sau day la mét vai y twdng giip ban tién hanh viéc
nghién ctru:

® Theo doi cac thuong hiéu hang dau trong nganh nghé cua ban va cha y
cach ho 16i kéo ngudi theo doi cling nhw dan dat ngudi theo doi tién tdi su
bién doi.

4 Tim doc cac vi du vé mang xa hoi giai thich cac chién lwgc thanh cong.

4 Tim kiém cac chién lwgc noi dung thwong hiéu gianh giai thwong, chang
han nhw cac chién lwgc dugc Lé trao gidi Webby cong nhan hang nam. Ban
cling c6 thé ghé tham leanbranding. com dé dwgc cung cap nhiéu vi du
khac.

Chung ta nén dang ¢ dau?

Tat ca moi noi chdc chdn la mét cdu tra loi té hai (va lang phi!). Tat ca moi
noi déi twgng muc tiéu danh thdi gian cho thi ding hon. Ching ta dau c6
dién ma lang phi thoi gian, tién bac, va cong sic dé tién hanh déi thoai
trong nhitng can phong khong chita khach hang tiém nang nao phai khéng?
Ban khong thé ban sach khiéu dam trong nha thd. Louis Vuitton khong thé
mé& ctta hang trong nhitng khu 6 chudt. Pirng thiét 1ap tai khodn mang xa
héi & nhitng noi khong ai lang nghe ban.

Pon gian, chién lwogc, tinh gon. Hay tim kiém nhitng mang xa hoi ma cac
nhan cach dugc chung ta tao dung ¢ Chuong 3 c6 kha nang lui ti. Cac don
vi quang b4, truyén thong, va céng ty mang xa hoi luén khong ngirng dwa
ra ho so do tudi cia khan gia trén nhiéu nén tang khac nhau.

Mot khéo sat do Trung tam nghién citu Pew tién hanh vao nam 2014 cho
thdy nhitng ngudi tré trudng thanh cé khuynh huéng st dung nhitng mang
x4 hoi 16n hon cdc nhém dd tudi khac.! Pong thoi, cdc nhém do tudi khac
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c6 hitng tha vdi nhiéu trang web va dich vu khac nhau. Hay xem qua bang
thong ké sau va xem mang xa hoi nao sé phu hgp véi doi twgng ban dang
nhdm dén.?

I, Maeve Duggan va Aaron Smith, “Social Media Update 2013,” Trung
tam nghién cttu Pew, 01/2014, http://pewinternet.org/Reports/2013/Social-
Media-Update.aspx.

2. Bdng théng ké nay chu trong vdo cdc ddc diém nhém tudi ma Bdo cdo vé
mang xd héi Pew cho rdng hién thi mot sw khdc biét ddang ké co chién luoc.

Mang xa hoi Ti 1é nguwdi treong thanh st dung mang Gidi tinh nhiéu kha
nang st dung nhat Nhom tu6i nhiéu kha nang st dung nhat Trinh do hoc
van nhiéu kha nang st dung nhat

Mangxahoi Tl & ngudi Gidi tinh nhiéu | Nhom tudi Trinh @6 hoc vdn
truéng thanh | kha nang sir nhiéu kha ning | nhiéukha niang
sif dung mang | dungnhat sif dung nhat sif dung nhit

Facebook 71% M 18-29 Mo: vai trudng

caoding

LinkedIn 22% MNam 30-64 T caodang trd 1én

Pinterest 21% N 18-49 T cao dang trd én

Twitter 18% Khing cb su 18-29 Khéng cosu khac

khac biét ding biét déng ké giCa
ké gitfa gidi tinh cactrinh d6 hocvan

Instagram 17% Nii TR-29 WM&t vai tiuidng cao

dérg

Chung ta nén dang nhu thé nae?

Viéc dang bai moi ngay 1én cac mang xa hoi c6 vé nhu la mot nhiém vu qua
ndang né. May man thay, rat nhiéu céng cu quan ly mang xa hoi gitup ching
ta dé thd hon da ra doi. N6i mot cach don gian, chiing la nhitng cong cu
duwgce dung dé quan ly sy hién dién cta thwong hiéu xuyén sudt cac kénh
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mang xa hoi khac nhau. Nhitng cong cu quan ly mang xa hoi nay dem lai
cho chiing ta mot céai nhin bao quat hon vé tinh hinh dién ra trén cac mang
xa hoi, cho phép ching ta dang tdi 1én nhiéu mang xa hdi trong cung mot
lic, va cung cap nhiéu lgi thé khac nita, chang han:

Lén lich (scheduling)

Lwu san cac bai viét va quyét dinh khi nao khan gia sé thdy ching.
Hootsuite, mot trong nhitng cong cu toi sé gidi thiéu sap tGi day, cung cap
mot tinh nang tién 1gi mang tén “Lén lich tw dong” (Autoscheduler) c6 thé
tw quyét dinh thoi gian t6i wu va dang tai bai viét theo do.

Dia chi URL rut gon

Nhitng lién két dai ngoang ngoang la con ac mong doi véi so lugng ky tuw
han ché cua Twitter. Cac cong cu quan ly mang xa hdi c6 thé rat gon dia chi
URL cta ban dé tao khong gian cho diéu quan trong nhat: thong diép.
Chtng con cho phép tng dung “theo doi” thong di€ép ctia ban trén toan cau
cling nhw so6 lwgng ci nhap chudt. Ban sé dugce biét thém vé nhitng so liéu
nay ¢ Phan 3. Ngoai ra, ban cé thé dat mua mot dich vu riut gon lién két
theo tén thwong hiéu dé tao nén nhitng dia chi URL tuy bién. Chién thuat
nay dwgc nhiéu thuwong hiéu nhuv USA Today (usatly/<xxxxx>) va
Mashable (on.mash. to/<xxxxx>) wa chudng.

Da tai khodn

Mac du mot s6 dang ndi dung chi phu hgp véi vai mang xa hoi nhat dinh
(chang han nhv mot s6 hinh dnh sé chuyén danh cho Pinterest va
Instagram, so khac danh cho Facebook, va cac lién két danh cho Twitter va
LinkedIn), doi khi ban sé cé thé mu6n lan truyén mot thong diép trén nhiéu
nén tang da dang. Thit twéng twong viéc md 5 hay 6 tab cuing mét lic va
phai dang tai lan lwgt xem. Dé tiét kiém thoi gian, ban hay st dung mot
cong cu quan ly mang xa hoi cho phép ban dang ndi dung dong thoi 1én
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nhitng mang xa hdi khac nhau. Pung thé: dang tdi ndi dung 1én da tai khoan
chi bang 1 cd nhap chudt.

Phan tich va bao cao

Mot khi bai viét ctia ban dugc dang téi 1én toan thé gidi (internet), ban can
biét c6 bao nhiéu ngwoi dang nhap va doc ching. Phan 3 sé di sau vao y
twong nay dé giap ban nhan biét nhitng thong diép dang cong huwéng tot tw
d6 c6 sy diéu chinh hgp ly. To mo sao? Xem Chuong 8 nhé.

Lam viéc nhom

MGt vai cong cu cho phép cac doi ngti phan chia cong viéc. Nhiéu nguoi
dung cé thé cung l1én lich va dang tai ndi dung, va tat ca moi ngwoi c6 thé
nhin thdy ai da tao cai gi. T6i khong thé nhan manh du tam quan trong cta
tinh nang nay déi vGi doi ngli cta toi trong qua khit. Ban tham chi con cé
thé tao nén mot quy trinh cong viéc trong d6 mot ngwdi sé xay dung nhitng
bai viét nhap va ngudi khac sé kiém tra hodc chinh sita ching trudc khi
dang tai. NO vO cung hiéu quad.

Tim kiém ttr khéa

Ban con nhé t6i da noi gi vé viéc st dyng tir khéa cho cac nghién ciru thi
cap tai Chwong 3 khong? (Néu khong, hay quay lai doc: né nam & phu luc
“Bi kip xay dung thvong hiéu” mang tén “Nghién citu trén mang xa hoi”.)
MGt s6 cong cu c6 thé cho phép ban tim kiém tit khoa ngay trén trang chu
ctia minh: tim kiém tir khoéa thyc t€ 24/7! Hay nhin qua dé tim kiém nhitng
y twéng madi cho ndi dung bai viét, cap nhap tinh hinh cta doéi thi, va nam
bat y kién vé thuong hiéu cua khach hang.

Hién tai, ching ta da xac dinh dugc cau tra 10i cho ba cau héi tai sao, cdi gi
va ¢ dau. Chung ta ciing biét dwgc nhitng cong cu ho trg rng phé cho cau
héi nhw thé nao, dong thoi nhan xét vé nhitng tinh nang tot nhat ma chiing
cung cap. Mot vai cong cu ay bao gom:
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® Hootsuite, www.hootsuite.com!

I, Chon Iya yéu thich ctia téi la Hootsuite, song lwa chon ndy hodn todn
phu thuéc vao ban va muc tiéu kinh doanh ctia ban. Phién ban mién phi
cua Hootsuite sé cung cdp cho ban moi thi¥ ban can dé bat dau.

4 Buffer, www.bufferapp.com
€ Sprout Social, www.sproutsocial.com
Chung ta nén dang khi nao?

Nhw t6i da n6i, moéi mang xa hoi déu thu hut mot doi twgng nhat dinh, vi
thé khong ngac nhién khi thoi diém dang bai t6i wu la khac biét tuy theo
tirng cai. Nhiéu nghién citu da xac dinh dwgc thoi diém tot nhat cho moi
mang xa hoi, dya trén s6 lwgng cd nhap chudt va mic do thu hit vao tat ca
thoi diém trong ngay lan trong tuan.

Thoi gian ding bai 1én mang xa hoi t6t nhat theo Bit.ly 1a:!
I Bitly blog, “Time Is on Your Side,” 08/05/2012, http://bitly.is/1qgWGwIO9.
Twitter

— Thoi diém tot nhat dé thu hit nguwdi dung: tir 1 gio chiéu dén 3 gio chiéu,
th Hai t61 the Nam.

— Thoi diém cé nhiéu nguoi truy cap nhat: tir 9 gio sang dén 3 gid chiéu,
th Hai t6i thi Nam.

Facebook

— Thoi diém t6t nhat dé thu hat ngwdi dung: tir 1 gio chiéu dén 4 gio chiéu
moi ngay. Gig cao diém: 3 gio chiéu thi tuw.
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— Thoi diém cé nhiéu ngwoi truy cap nhat: tv 1 gio' chiéu dén 3 gio chiéu
vao gitra tuan.

Tat nhién, nhitng khodng thoi gian nay khong phai la c6 dinh, va doi twong
hay thi treong cu thé caa ban c6 thé xa roi khéi xu hwéng chung. Hay lvu y
thoi diém thich hop nhét cho khéan gia ctia ban. Cac cong cu dwoc dé cap &
muc tredc déu cung cap nhirng tinh nang dang bai ti dong dang tin cay dé
giip ban dang tai bai viét vao thoi diém toi wu.

TRANG PiCH

Pung nhu tén goi am chi, trang dich la trang web noi nhitng nguoi mua
twong lai sé “dap xuoéng” dé tim hiéu vé thuwong hiéu ctia ban. Ban biét r6i
ddy, an twgng dau tién la yéu td6 mang tinh song con va cé thé chiu anh
hwéng tir nhitng tin hiéu thi gidc manh mé. Cung tim hiéu xem nhitng tin
hiéu cho trang web la gi:

Tiéu de

Hay dung m6t cau van hap dan song van day du thong tin dé khién nhitng
ngwoi ghé tham to mo vé dé xuat cua ban. Tt khéa ¢ day la 16i cuén. Ban
con nh¢ 101 hita thwong hiéu & Chuwong 3 khong? Thoi khac ctia né da dén.

Van ban

Tap trung vao ba hodc bon dac diém chinh lam nén sy khac biét cho san
pham cta ban va giai thich 1gi ich cta ching déi v6i khach hang. Cac dau
nhan la cong cu hiéu qua dé thu hat nhitng bd 6c dang xao lang (vén la
chuyén hién nhién ngay nay).

Hinh tugng va/hodc video

Thé hién hinh dang cta sdn pham bang nhitng hinh m6 phong tinh hay mot
doan video ngan. Chiing sé khong lam cham di thoi gian tdi trang web. Doi
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véi trang dich, kha nang tai trang web nhanh chéng la diéu cuc ky quan
trong.

Loi kéu goi hanh dong

Ban muon nhitng ngudi ghé tham lam diéu gi? Mua tng dung cta ban ngay
lap t@c? Pang ky cap nhat thong tin? Tao tai khodan trén trang web? Du 10i
kéu goi c6 la gi di chang nita, hay dam bao n6 that r6 rang va dé dang thyc
hién. Tranh viéc chén qua nhiéu 10i kéu goi hanh dong doi nghich nhau
khién ngwoi dung boi réi téi mirc khong hanh dong. Nhiéu hon khong cé
nghia la tot hon trong phuwong dién nay.

Nhan xét va danh gia

Pay la noi ching ta “thé hién chit khong ké chuyén”. Ban c6 thé am anh
v6i thwong hiéu cia chinh minh (6, chuyén la nhi!) nhung moi chuyén sé
hoan toan khac néu khach hang thay mot ngudi khac cling &m anh nhw thé.
Ban da thu thap dugc nhitng chitng nhan, 10i khen tw truyén thong hay giai
thuwéng? Hdy thé hién nhitng gi nguoi khdc nghi.

Mot so bi kip
Thé hién, chit khong ké chuyén

Hinh anh c6 anh huwéng vo cung 16n, nhat la khi ching bao gom nhitng ca
nhan va ngtt canh lién quan dén san pham ctia ban. Ching ta da ban luan vé
tam quan trong cda hinh twong trong viéc truyén tai gia tri thuwong hiéu &
Chuong 4.

Cht trong vao lgi thé thay vi tinh ndng

That tuyét néu san pham cta ban cung cap hon 100 tinh nang ma cac doi
tha khac khong c6 — nhung dé khong phai la 1y do dé mot ngwdi chiu mua
san pham tr ban hay & lai trang dich nhiéu hon vai gidy. DPinh vi gia tri doc
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dao ctia ban la gi? Ban lam thé nao dé gitup cudc song ctia khach hang dé
dang hon? Thuong hiéu, nhuw da néi tit Chwong 1, phai la cau néi gitra con
nguwoi ching ta hom nay (ban thé that si) va con ngudi ching ta mudn trg
thanh (ban thé kha di).

Ddy khong phadi la trang chu cua ban

Ban nghi vi sao nguyén liéu nay lai dugc goi la “trang dich” ch® khong
phai mdt trang web thong thuong? Muc tiéu cudi cung cua trang dich la
bién d6i: dan dat mot ca nhan di trén con dwong hanh dong ban mong
muon. Ban c6 thé chi c6 mot trang web song lai c6 nhiéu trang dich da
dang dan t&i nhitng phwong dién khac nhau cta dé xuat gia tri ctia ban. Hay
nghi theo hwdéng nay: néu toan bd trang web ctia ban la mén chinh, cac
trang dich sé la mén khai vi. Chung nén phé bay vira da dé kich thich sy
thém an cua ban, thoi thic ban can mot miéng va ghé tham toan bd trang
web néu hvong vi cua ching da ngon.

Bi KiP XAY DUNG THUONG HIEU
CONG CU CHO TRANG biCH

Cho du ban biét sit dung HTML hay khong, van c6 rat nhiéu cong cu trang
dich danh cho moi ngudi. Hay xem qua nhitng tai nguyén sau dé gia tang
toc do xay dung trang dich cta ban.
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Céail trong £oi ngu

cia ban (bao gém cd ban|
bidt cich s dung phdn mém
thiét ké khbng?

“Chuyén nghiép la ddng khde” “Berote vy thi tét rdi”

Xay dung tif con sa kkdng Dich vu trang dich

héng cin” e i i epuact “WEw nid gitiy gud

sints cé ding ..~ winhdé cang hon. " "Khing. chilng 1

TG AN phr”

S0 dung mét khung s i Cong cumien phi
i ngyidn s Mua ot ban mau Cing cu tra tién s

TOI UU HOA CONG CU TiM KIEM

Co6 qua nhiéu thtt da duge noéi vé toi wu hda cong cu tim kiém (Search
Engine Optimization — SEQO). N6 la mot trong nhitng thuat nglt thong dung
dwge moi nguwdi dinh nghia khac nhau va tranh luan dén mitc kho chiu.
Chung quy lai: SEO nghia la diéu chinh khéo 1éo ndi dung sao cho cac
cong cu tim kiém c6 thé tim thdy va trich dan thwong hiéu ctia ban mot
cach thich dang.
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Hay cung t6i lam mot thi nghiém: go tén day dua ctia ban vao cong cu tim
kiém yéu thich. Két qua xuat hién la gi? Tai khodn mang xa hdi cta ban c6
hién 1én dau tién, th hai, hay tht ba khong? Néu ban s& hitu mot trang
web ca nhan, liéu mot ngwoi binh thwong dang tim kiém ban co6 thé phat
hién thay n6 khong? Ban co ton tai khong?

Co6 thé néi “su ton tai try'c tuyén” ctia ban phu thudc vao viéc ban cé dugc
tim thay hay khong. Véi thuong hiéu, tam quan trong cua s hién dién va
tht hang phu hgp thdm chi con 16n hon. Nhitng nguwdi mua tiém nang phai
phat hién dugc ban khéng chi bang cach go tén goi ma con bang cach go
nhu cau cta ho (von la cach tim kiém thong thwong). Ching ta goi nhitng
tir nglt lién quan dén nhu cau, mong muon, doi thu va tinh nang nay la tr
khéa.

Pay la mot cum ti rat tryc dién: ti-khéa: nhitng tir ngt lién quan dén dé
xuat ctia ban va cé thé khién nguoi tiéu dung bé tién mua hang. C6 rat
nhiéu cach thitc don gian dé tim, theo doi, va st dung tir khoa dé tao nén
loi thé.

Pé tim hiéu xem ban nén st dung tir khéa nao, hay truy cip vao cac tai
nguyeén sau:

€ Quang cao Google Adwords, http://adwords.google.com/o/KeywordTool
€ Keyword Discovery, www.keyworddiscovery.com

€ Wordtracker, freekeywords.wordtracker.com

@ Ubersuggest, www.ubersuggest.org

® Spyfu, www.spyfu.com. Cong cu nay rat hitu hiéu dé tra nhitng tir khoa
dang dwgc doi thu ctia ban st dung. N6 sé gitip ban hinh dung nhitng tw
khoéa cé thé hiéu qua cho minh, tuy nhién ching tuyét doi khong dugc
giong hét nhau.
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4 Bing Tool, www.bing.com/toolbox/keywords

Néu muodn cap nhat tinh hinh méi nhat vé tiv khéa cta ban cling nhu tim
kiém ndi dung cho mang xa hoi, hay st dung:

Tim kiém hashtag

Tat cad cac cong cu quan ly mang xa héi duwoc gidi thiéu trong cudn sach
nay déu co tinh nang hién thi danh sach cap nhat true tiép lién quan t6i t
khoéa. Hay quay tré lai muc “Tiép thi qua mang xa hoi” dé thay mét vai lya
chon kha thi.

Google Alerts

Ban chi can néi v6i Google rang ban muoén theo ddi mot s6 tiw ngir (tu-
kho6a) va cong cu tim kiém ctia n6 sé “theo doi trang web va cdp nhat
nhitng ndi dung mdai thu vi”. Ghé tham www. google.com/alerts va dién
vao mot ban dang ky ngan; ban sé nhan dugc email dinh ky moi khi c6 noi
dung m@i xuat hién.

Feedly Tracking Tools

Néu ban dung Feedly dé doc tin titc, tinh nang Tracking Tools (Cong cu
theo doi) cia né sé tao nén mot danh sach cap nhat dya trén nhitng cha de
ma ban thdy hitng thua.

Topsy

Pay la mot cong cu vo cung thiét yéu dé xac dinh nhitng ca nhan gay anh
huwong 16n trong linh vuc cua ban. Hay truy cap vao www.topsy.com va go
vao nhitng tir khéa dang chui y dé nhan dwgc mot ban phan tich chi tiét vé
cac doan tweet, lién két, hinh anh, video va nguwdi dung quan trong nhat
lién quan t6i cha dé ban quan tdm — trong mot pham vi thdi gian nhat dinh.
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Cong cu tim kiém trong trng dung

Twitter, chang han, cung cdp mot cong cu Tim kiém Nang cao noi ban c6
thé tim kiém nhitng nguwoi dung va doan tweet riéng 1é vé bat ky chua de
nao. V@i Open Graph, Facebook ciling da m@ ctra cho viéc tim ki€m manh
mé. Chi can dung thanh tim kiém @& trén dau trang, ban sé c6 thé tim thay
nhitng ca nhan, wng dung, trang, sy kién, v.v.. bang cach go tén hay nhitng
cum ttr don gian ndi két chiing. LinkedIn, Pinterest va Instagram cling cung
cap nhitng cong cu tim kiém twong ty, song don gian hon.

Dé nang cao thit hang tim kiém dwa trén tir khéa cta ban:

4 Nhac dén tir khéa cang nhiéu cang to6t, va dam bao rang ban tuan tha
ding cac quy taic HTML SEO, vi du nhw dé cap cac thuat nglt (tv khoa) &
thé mo tad khai quat (metadescription) va tiéu dé (title). Thé mé ta la mot
dang thé thong tin (metatag) c6 thé duwgc chén vao ma nguon trang web.
buing qua hoang mang trudc thuat nglt nay: “thé thong tin” chi la mot cach
noi khac ctia “nhitng doan thong tin vo hinh tredc nguoi st dung va hitu
hinh vé6i cac cong cu tim ki€m” hay “ngon ngit cong cu tim kiém”. Tuy
nhién, t6i xin canh bao, cac cong cu tim kiém dang dan dan bo qua thiét lap
ngam nay dé hwdng tdi viéc ap dung tir khéa mot cach ty nhién (hitu co)
hon.

4 Co6 mot noi ban sé muon dé cap dén tir khoa tim kiém khong ngirng nghi:
ndi dung bai viét. Ban khong nén quay réi ngudi dung bang nhitng tr nay;
hay chén ching mot cach tw nhién, nhv mot phan ctia mach bai viét.

Nhitng phuvong thirc nang cao thi hang khac:
Thiét lap duong dan qua lai voi nhirng trang web khdc.

Khi nhitng trang web khac hién thi lién két dan dén trang cda ban, né dugc
goi la lién két tra vé (backlink) — va cac cong cu tim kiém sé nghi ban la
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mot nguon dang tin cdy néu ban dwgc nhiéu nguwdi khac dé xuat. Hop ly
phai khong nao?

Cung cdp dia chi cho nhirng trang huéng dan.

Co6 mot sb trang web chuyén thu thap dia chi URL va xép ching vao nhiéu
muc khac nhau. Néu ban dé y, ban sé thay day la nhitng lién két trd vé vo
gia c6 thé day ban 1én két qua tim kiém.

Xdc nhdn quyén so hitu trang web.

Nhitng cong cu tim kiém nhw Google va Bing thuwong cung cap mot danh
sach cap nhat dé ban bat kip vdi cach ching “doc” trang web ctia ban. Khi
ban dang ky st dung Cong cu quan tri web (Webmaster Tools) cua chung,
ching sé yéu cau ban xac nhan quyén s& hitu cho tirng trang web mot. Lic
dé, ban sé trd thanh dia chi lién lac chinh thitc ctia cong cu tim kiém néu c6
van dé gi xdy ra. Cong cu quan tri web cho ban thay nhitng bao céo chi tiét
vé mitc do hién dién cling nhw cac 16i thu thap thong tin cia trang web.

Cung cdp so doé trang web cho cdc céng cu tim kiém.

Twong tw, nhiéu cong cu tim kiém thwong xuyén “kiém tra” cac trang web
dé kham pha cau tric trang, xac dinh nhitng muc liét ké danh cho danh muc
tim kiém cling nhw xac dinh n6i dung mdi néu cé. Xin hdy cung cap cho
nhitng c6ng cu nay cac thong tin ching can dé tién hanh cong viéc néu ban
muon cudc song cua minh dé dang hon. Viéc cung cap so do trang web
(sitemap) cho phép ban tiét 16 co cau ndi bo cia trang web, va co cau ay sé
trd nén rat hitru ich khi ngwdi dung muon tim kiém giai phap cho van dé cua
ho trén cac cong cu tim kiém. Ca Google lan Bing déu s@ hitu nhitng bang
cap nhat Céng cu quan tri web gitip ban dang tai so do trang web nay.

Xay dung néi dung thu hit dé kich thich luogt theo doi chdt lwong.
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Muc “Tiép thi ndi dung: Viét blog” sap tGi day sé chi cho ban cach thuc
hién diéu nay.

Thiét Idp tai khodn trén mang xd hoi.

Hay quay lai muc “Tiép thi trén mang xa h6i” dé nam duwgc cach thire thyc
hién. Cac lugt chia sé trén Facebook, Pinterest va Twitter giup trang web
ctia ban tré nén dang tin cay hon, va cac cong cu tim kiém sé nhan biét thay
no.

TIEP THI NOI DUNG: VIET BLOG

Viét blog c6 thé trd thanh mot co s& tot dé 16i kéo sy cha y cho cau chuyén
thwong hiéu ctia ban. Nhitng nguwdi mua tiém nang, khach hang hién tai,
phong vién béao chi, va nha dau tw sé nhin thiy tiéng néi cia ban cling nhw
nhitng ly do méi (lién tuc dwgc cap nhat) dé tin twdng ban va san pham ban
mang tGi.

Thuwong hiéu cua ban thu hut nguoi khdc la vi cd nhan dirng ddng sau no,
chit khong phai bo mdc cho nguoi dirng sau no.

Mot trang blog dugc dau tw sé€ gia tang thém gia tri d6i véi nguwdi mua tiém
nang va khach hang hién tai, nhitng gia tri vuegt xa cad sdn pham cta ban.
MGt s6 chu dé hap dan ma ban c6 thé nhac tGi trong blog thwong hiéu bao
gom:

4 Hudéng dan sit dung

@ Vidu cu thé

€ Danh sach/tap hgp cac tai nguyén va cong cu c6 gia tri
4 Video

4 Nhan xét va chitng nhan
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# Bai viét caa khach moi
4 Cac nghién cttu (biéu do, bao cao tai chinh, vi du)
@ Cac cudc thi, chvong trinh giam gia va qua tang
# Trich dan gay cam hitng
4 Hinh anh an tugng
4 Cau tra 10i cho nhitng cau hoi thuwong gap
4 Cac bai phéng van
# Slide trinh chiéu tir nhitng bai thuyét trinh.
Bi KiP XAY DUNG THUONG HIEU
Bi QUYET THUC PAY BLOG

DPoi khi ching ta thwong bé qua nhitng tinh nang nho cua blog von c6 thé
duwgc st dung dé thac day hiéu suat bién doi:

» Xay dueng mot ngi dung thu hiat khach hang cé thé tai xuéng. Yéu cau
ho nhap email hodc dang tweet néu muon tai! Hay chon ra mot ndi dung sé
dugc khach hang cta ban khao khat va san sang hanh dong vi n6. Ho khong
nhat thiét phai tra tién, it nhat khong phai theo y nghia c6 dién cua cum tw
nay. Khach hang c6 thé “trd tién” bang cach dang tweet, moi goi nguoi
khac, cung cdp dia chi email, chia sé trén Facebook, hay nhitng hanh dong
khac gitp gia tang mic d6 tim kiém ctia ban.

Cong cu ho trg: InboundNow.com, PayWithATweet.com, Cloudflood.com,
SocialPay.me.
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* Tao diéu kién cho nguwoi dung chia sé moi thi¥! St dung nhitng
thanh/nat chia sé mang xa hoi dé giup khach hang chia sé ndi dung cta ban
v6i nhitng nguwdi quen cta ho. Moi mang xa hgi déu c6 nhitng “nut chia sé”
c6 thé dugc chén vao ma nguon trang web mot cach dé dang.

Cong cu ho trg: nhitng thanh chia sé nhw Addthis va Sharethis déu két hgp
nhiéu nit chia sé mang xa hoi khac nhau vao trong mat tién ich dé cai dat.

* M@ ra nhitng cudc thi. Két noéi v6i khach hang bang cach trao tang giai
thwdng cho mot s6 hanh dong nhat dinh. Hay yéu cau ho tham gia vao mot
cudc thi qua mang xa hoi noi ban sé trao tang san pham (t6t nhat 1a san
pham ban dang ban, hodac nhitng sdn pham lién quan tGi n6) cho mot hanh
dong dang gia. T6i day co thé ban sé nghi: thé nao la mot “hanh dong dang
gia”? Dap an: bat ct thit gi dang 1a muc tiéu bién doi hién tai cta ban: vi du
nhu tim nguoi thich hodc theo doi trang hay tai khoan cua ban, c6 them
nhiéu c4 nhan dang ky, hay tap hgp cau tra 16i cho mot khao sat. Mot vai
tng dung cua nhitng nha cung cap bén thit ba c6 thé gitip ban m& cudc thi
dé dang hon; hay thir nhitng (tng dung sau. Cong cu ho trg:

— Woobox (www.woobox.com)

— EasyPromos (www.easypromosapp.com)
— Shortstack (www.shortstack.com)

— Pagemodo (www.pagemodo.com)

— Social Tools (www.socialtools.me)

— Rafflecopter (www.rafflecopter.com)

— Contest Domination (www.contestdomination.com)
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* Cung cap phiéu giam gia doc quyén. Chuan bi mot phiéu gidam gia vira
kha thi vé mat kinh t€ vira tao nén sy gan b6 cho nhitng khach hang t6t nhat
cta ban. No6i cach khac: ban mong ho sé hanh dong thé nao khi nhan dugc
phiéu gidm gia nay? Hay lam ro6 rang co hoi nay la doc quyén va kéu goi ho
nidm 14y loi thé. Y twéng ndy ciing hidu qua véi hang mau: khi ban muén
pha v rao can vdi mot khach hang mdi va cho ¢6 ay dung thi sén pham
cta minh. Nguyén nhan tai sao cach lam nay lai thanh cong: cam giac thay
ddc biét, doc dao, va tran trong la mot nhan t6 tdc dong manh mé dén viéc
dwa ra quyét dinh ctia con ngwoi. Khi givi mot phiéu giam gia “dac biét”,
ban dang truyén tai tin hiéu quy trong dong thoi thic day sy twong ho:
nhiéu khach hang sé mudn lam diéu gi do lai cho ban.

Cong cu ho trg:

— Nhitng trang web Uu dai Hang ngay hap dan do6i vdi doéi twgng cta ban,
chang han nhu:

Mat hang k¥ thuat s6: AppSumo, MightyDeals
Cac madt hang khac: Groupon, LivingSocial

— Gid hang trén trang web ctia ban cé tinh nang “Phiéu mua hang” hodc
“Giam gia”. Hay tan dung no.

— Twong tu, néu ban hoat dong trong mot thwong trwong, da phan ching
déu cung cap nhitng tinh nang gidm gia. Ngay cd ctra hang iTunes, mot thi
trrong ng dung dién thoai, cling cung cap cho cac nha phat trién mot so
lwgng c6 han ma khuyén mai dé ho cé thé giti dén nhitng nguwdi dung doc
quyén (nha danh gia, nguwoi viét blog, bao chi, v.v.) Hay thit dung
UseTokens.com cho iOS
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THUONG HIEU CUA BAN THU HUT
ngudi khac la

. cd whiin. ding, daing sau n3,
chit khng phii mie cho nguisi diing

’
401l no.

QUANG CAO TRA TIEN

Khong phai sy tang tredng nao ciling la ty nhién. Ban khong thé trong cho
moi ngwoi nhin thay tai khodn mang xa hoi, video, trang dich hay tat ca
nhitng th khac ctia ban néu ban khong dam bdo diéu do. Khi dugc 4p dung
ding cach, quang cdo tra tién c6 thé mé rong pham vi lan truyén ctia thong
diép thwong hiéu va dwa nhitng dau moi cé chat lwong (tirc nhitng ngudi
mua twong lai) téi nhitng dia diém ban hang that sy cia ban. B6i vGi quang
cdo truc tuyén, cac trang dich nay la nhitng dia diém nhiém mau noi ban
dat dugc sy bién doi. S€ ¢ rieng mot muc sap tGi chi dan ban cach toi wu
hoa chung.
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Quang céo truc tuyén da gitp ching ta nhin thidy chi phi danh cho moi
khach hang khi ho nhap chudt, xem quéng céo, theo ddi ching ta trén mang
xd hoi, cling nhw nhiéu muc tiéu khac mot cach dé dang hon.

Khi tra tién cho viéc quang cao thuwong hiéu, ban sé muon can nhac ba dia
diém quang cdo thong minh sau:

4 Nhirng trang web hién thi ndi dung ma khach hang that sw doc
4 Nhitng két qua tim kiém ma khach hang nhiéu kha nang dang truy tim
€ Nhitng mang xa hoi hay dwgc khach hang ghé tham

Tom lai: chi tra tién cho nhitng noi khdch hang co thé nhin thdy ban. Né
trdnh tat ca cdc dia diém khdc — chung chi lam ldng phi thoi gian, tién bac
va cong strc thoi.

Quang cao hién thi

Cung can nhac dia diém quéang cdo thong minh dau tién: nhitng trang web
hién thi n6i dung ma khach hang that su doc.

Mac du ban c6 thé mua khong gian quang cao tir (nhiéu) nha cung cap ca
nhan, moi thit thwong sé dé dang va hiéu qua hon néu ban nhd vao nhirng
nha cung cap tap thé nhw Google AdWords phan phéi quang cédo. Google
AdWords sé ddt quang cao cta ban vao mdt trong hang nghin trang web doi
tac cdia no va tinh phi dva trén s6 lwong ci nhap chudt, lwot hién thi, hodc
su chuyén déi duwgc sinh ra.

LUUY

Co6 rat nhiéu don vi quang cdo khac nhau tuy thuéc vao céng cu tim kiém
va quoc gia, nhwng t6i sé dé cap téi Google vi né la céng cu dugce st dung
rong rai nhat.
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Google sé tir dong (ngau nhién) xdc dinh muc tiéu theo ngir canh — titc ban
sé dugc xép cdp véi mot trang web phu hop véi cac tir khda ctia ban. Tat ca
nhitng gi ban phai lam la n6i cho Google biét ban muon dwgc xuat hién trén
Mang hién thi (Display Networks) ctia né va ngéi chd phép mau xay ra.

Sau day la cac thao tac cu thé:
1. Truy cap vao adwords.google.com va md tai khoan

2. Chon Thiét 1ap Chién dich M&i (Create New Campaign).

Google Adwords

Home Campaigns Opportunities Tools and Analysis ~

Search All online campaigns

All online campaigns L«

¢ Ad Eattl Ada
[ Lean Branding gt | groups ngs

B Czone Group All but ded S— 5 tv Fi

B Clicks » VE None

L. &
T o || oo

3. Chon Chi Mang hién thi (Display Networks Only).

4. DBat tén cho chién dich & Hop thoai chung (General Box).

5. O muc “Mdy tinh dé ban, thiét bi di dong va mdy tinh bang”, thong bao
cho Google biét néu ban muén quang cdo nay chi xuat hién trén mot so
thiét bi nhat dinh.
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6. O muc Dia diém (Locations) va Ngon ngit (Languages), chon mdt dia
diém ban mu6n bao gom hoac loai bo va ngon ngit ctia doi twgng.

7. O muc Gié thau (Bidding) va Ngan sach (Budget), Google cho phép ban
tra tién cho tat ca cac lwgt hién thi, ci nhap chuot, sw chuyén doi, hoac mot
st két hgp (nang cao hon) cta ching. Thiét 1ap ngan sach moi ngay.

8. O muc Tién ich m& rong Quang cdo (Ad Extension), thém dia diém
va/hodc so dién thoai dé phuc vu cho viéc lién lac. Néu ban thém s6 dién
thoai, nguwdi dung sé co6 thé goi truc tiép cho ban tir quang céo.

9. Sau day la phan thd vi nhat: Nham muc tiéu. Ching ta sé muon thu hep
doi tuwgng cang nhiéu cang tot dé tranh lang phi tién bac 1én nhitng ngwoi
khong c6 y dinh mua hang tir ching ta. Khac ghi cau duc két: chi tra tién
cho nhitng noi khach hang c6 thé nhin thay ban. Néu can thiét, hay quay lai
muc Nhan cach Khach hang ¢ Chwong 3 dé hinh dung dwoc déi twong ban
nén nham dén. Google cung cap nhiéu cach thic thu hep doi twgng sau:

@ Duva trén tir khoa cua trang web

® Dua trén sd thich cta doi twgng

# Dua trén chu dé trén trang hién thi

# Dua trén vi tri: chon nhitng trang web cu thé ma ban mudn xuat hién
# Dua trén do tudi caa doi twgng

# Dua trén gigi tinh cua doi twong
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10. Gio ban sé c6 thé tao dung dugc mot quang cdo thye thu. N6 c6 thé la
mot hinh anh, doan van, hodc quang cao hién thi. Cac kich c& hinh anh

quang cao truyén théng bao gom:

Kich c& quang cao Loai quang cao
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Kich c& quang cdo Loai quang cdo

320x 50 Bidu ngli trén dién thoai
468 x 60 Biéu ng

728x 90 Bang thanh tich

250x 250 Hinh vudng

200 x 200 Hinh vuéng nho

336 x 280 Hinh chif nhat ldn

300 x 250 Hinh ch nhat ndi tuyén
120 x 600 Nha cao tang

160 x 600 Nha cao tang rdng

300 x 600 Quang cdo nua trang
970X 90 Bang thanh tich Ion

240 x 400 Hinh chU nhat doc

980 x 120 Panarama

930 x 180 Bidu nglr ddu trang

250 x 360 Man hinh réng nhan ba
580 x 400 Netboard

Doi vGi cac quang cao hién thi, Google sé dira ra cac biéu mau thuong doi

hoéi hinh dnh san pham, mot tiéu dé, mot hodc nhiéu cau van miéu ta, cling
nhw lién két dan tGi noi ban muén khach hang ghé tham khi nhdp chuét.

Trang dich, con nhé chui?
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Quang cao hién thi

Ban ciing c6 thé quyét dinh rang ban chi muon thwong hiéu cia minh xuat
hién trén cac két qua tim kiém. Do la dia diém quang cdo thong minh th
hai.

Dbé xay dyng mot chién lwgc sao cho quang cdo cia ban sé xuat hién ngay
canh cac két qua tim kiém, hay lap lai qua trinh & trén, nhung lwa chon Chi
Mang Tim kiém (Search Network Only) thay vi Chi Mang Hién thi
(Display Networks Only). Ban cling c6 thé quang cdo ca trén két qua tim
kiém lan nhitng trang web d6i tac bang cach chon Mang Tim kiém (Search)
va Hién thi (Display Networks).

O budc 8, Tién ich mé rong quang céo (Ad Extensions), ban s& thay thém
mot sO lwva chon. Ban c6 thé thém duwong dan vao trang web cta ban
va/hodc lién két ching véi trang Google+ ctia minh. Tiép theo, Google sé
yéu cau ban cung cap mot tiéu de, hai dong miéu ta, mét URL hién thi (lién
két nguwoi dung sé thdy trén quang cdo), va mot URL dich (lién két ho sé
ghé tham khi nhap vao quang céo). Nhu thuwong 1€, Google sé cho ban xem
tredc giao dién cua no.
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O budc 9, ban s& nhan thdy cac lya chon nhdm muc tiéu (téc thu hep d6i
twgng) sé chi con bao gom tir khéa. Ly do: véi lan nay, khach hang sé tim
thay thwong hiéu cta ban lic ho dang tim kiém trén Google, vi thé khong
kho hiéu khi tiéu chi chon lgc ho chinh la nhitng tir ngi ho dang tim kiém
(t khoa). Duéi day la hinh anh minh hoa:
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Néu tai mot thoi diém nao d6 ban muon kiém soat nhitng tr khéa ma
Google nghi la quan trong vdi thuvong hiéu ctua ban, chi viéc di t6i muc Tw
khoa va chinh stra ching, thém tir kh6a méi, hoac xéa nhitng tir c6 san.

Quang cao trén mang xa hoi

Cudi cung, ngwoi tiéu dung danh mot lwgng thoi gian khong 10 tién dung
cho cac mang xa hoi. Bay la dia diém quang cao thong minh thi ba.

Tra tién cho mot vi tri trén nhitng nén tdng ma khach hang giao tiép vdi
nhau la mot quyét dinh sang su6t, va ching ta sé di sau vao Facebook Ads
bdi n6 la mang xa hoi véi lwgng nguwdi dung cao nhat. Twitter va LinkedIn
cling da phat hanh nhitng chwong trinh quang cado hidp dan dang dé xem
qua.

Cung tim hiéu vé cach mot quang céo trén Facebook dwoc tao dung:
1. Truy cap https://www.facebook.com/ads/created/.

2. Xac dinh kiéu két qua ban tréng doi tir chién dich quang cao nay.
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What kind of results do you want for your ads?

h Clicks to Website

C Website Conversions
L Page Post Engagement
ifls Page Likes

App Installs

af

t%

App Engagement

{‘EE

Event Responses

Offer Claims

3. Cho du muc tiéu tiép thi ctia ban c6 la gi di chang nita, Facebook ciing sé
yéu cau ban cung cap bon thanh phan chia khéa: mot URL dich (nguoi
dung sé ghé dau khi nhap chuot?), mot tieu dé, mot doan van ban ngan, va
mot hinh anh thé hién thong diép.

4. Facebook sé cho ban thidy nhitng quang cdo ngoai doi thyc trong nhuw thé
nao trén Trang chu (New Feed) va Cot bén phai (Right Column Format).
Ban c6 thé loai bé tiy y mot trong hai dinh dang nay bang cach nhdp bo &
goc phai trén ciing ctia moi hop thoai.

5. Cho Facebook biét ai nén thdy quang cdo ctia ban bang cach dién vao
muc Thiét 1ap Pai twgng (Creat Your Audience). Ban c6 thé Iwra chon thanh
pho cu thé, nhom tudi hodc gidi tinh, s& thich, cling nhw lya chon nhitng
nguwoi dung da két noi véi mot trang, (ng dung, hay su kién Facebook nao
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d6. Nhap vao tuy chinh muc tiéu nang cao dé chon mot ngon ngit hay tinh
trang quan hé cu thé, cung véi nhiéu dac diém khac.
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Hew Campaign Hama: Lean Sranding Fal
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Fricing: Yo wil be charged every tma samoeons cloks o your
ad o sponscrad story (RG]
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6. Day la co hoi dé ban quyét dinh s6 tién sé bo ra cho chién dich nay. Pat
tén cho chién dich, cho Facebook biét ban san sang tra bao nhiéu tién moi
ngay (t0i da) hodc chi phi tong cong, thoi gian ton tai cia quang cdo, va
liéu ban mu6n Facebook quyét dinh chi phi cho m6i cti nhdp hoac Iwgt hién
thi, hay ban muén tyw minh dwa ra so tién. Khi ban chon trd cho moi lwgt
hién thi (pay per impression — CPM), ban sé tra tién moi khi nguwdi dung
trén Facebook nhin thdy quang cdo cua ban, con khi ban chon trd cho moi
ct nhap chudt (pay per click — CPC), ban sé chi trd tién néu nguoi dung
nhap vao lién két va ghé tham dia chi URL & buéc 3.

Doi 10i veé quang cao trén dién thoai

Ca hai nén tang quang cdo chung ta vira ban luan déu cho phép ban quang
cao trén cac thiét bi di dong. Theo mdc dinh, moéi chién dich Google
AdWords méi sé nham tdi tat cd cac dang thiét bi, bao gobm may tinh dé
ban, mdy tinh bang, va dién thoai di dong. Ban c6 thé thay déi tuy chinh
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nay ¢ muc Cai dat phia dwéi Thiét bi, va quyét dinh xem liéu ban mu6n dat
gia thau cao hon hay thap hon hay loai bé mét s6 thiét bi nhat dinh.

Twong tw, Facebook Ads cho phép ban nhdm muc tiéu vao nhitng nguoi
dung thiét bi dién thoai cu thé. Néu ban da xay dung dwogc mot ng dung
dién thoai trén Google Play hodc iTunes App Store, ban c6 thé lwa chon Cai
dat i'ng dung (App Installs) hodc Tuwong tac ing dung (App Engagement) &
budc 2. Cac quang cdo nay sé dwa ngudoi dung tdi thang ctra hang dé mua
tng dung va da dugc hang nghin nha phat trién trén toan cau ap dung thanh
cong.

Ban sé hoc dugc cach do lwong két qua ctia cac chién dich nay tai Chuong
8.

DANH SACH EMAIL

Mot khi ban da thu hit dugce sy chi y cda ai do, ban chac chan sé muon git
chan anh ay/c6 dy. Thong thwong, nhitng sy cht y don thuan thong qua noi
dung trie tuyén sé khong gitip ban ban dwgc hang béi nhitng ngwdi dung
tiém nang sé khong co du thoi gian dé hiéu ro ban sé dwa ho tir diém A dén
diém B (hay noéi cach khac la théa mdn khao khdt ctia ho) nhu thé nao. Bay
la lic danh sach email xuét hién va ciu réi ching ta. N6 gitp ban kéo dai
trdi nghiém thwong hiéu va thiét 1dp mot moi quan hé trung han hodc dai
han véi ca nguwdi dung tiém nang lan ngudi dung hién tai.

Khi ban bat dau chuan bi xay dwng va phat trién danh sach email, cham
ngon nay sé giup ban khong phat dién:

Cho rdng tat ca moi nguoi déu vo cung bdn rén, dang chay deadline,
va/hodc khong them quan tdm dén ban.

Khi xdy dung mot chién lwgc tiép thi qua email, ban sé luén nhan thay
minh nhv dang ding gitta ranh gigi gitta hgp thoi va bao hoa. Viéc cho
khach hang xem qua nhiéu ndi dung khong cong huwdng tét hay khéng dac
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biét quan trong doi véi ho c6 thé khién thuwong hiéu cua ban mat di khach
hang va nhan dugc nhitng y kién tiéu cuc.

Bién phap t6t nhat dé khong danh mat sy quan tdm ctia ngwoi truy cap la
xac dinh dwoc tan s6, cha dé va lich trinh phu hgp nhat cho danh sach cua
ban. Cac thong tin nay dwgc thu nhan thong qua hang loat qua trinh do
lvong. Hay nhg: ching c6 thé hiéu qua déi véi danh sach nay song that bai
do6i véi danh sach kia.

Tuy nhién, van c6 mot s6 chi dan tong quat c6 thé ho trg ban trong viéc xay
dung chién lwgc tiép thi qua email:

4 Phan loai danh sach email dya trén nhitng dac diém cu thé cia nguwoi tiéu
dung: diéu nay sé giup dam bao ndi dung nguoi tieu dung nhan dugc cang
tr& nén thiét yéu cho nhu cau cta ho. Ban c6 thé phan chia danh sach nguoi
truy cap theo gidi tinh, dia diém, d6 tudi, hay nganh nghé. Ngoai ra, ban cé
thé thir phan loai dya vao nhitng hanh vi trong qué khit lién quan dén viéc
mua hang, qua trinh twong tac vdi trang web, mirc do gan két, va liéu ho da
nhan xét vé ban hay chua, v.v..

4 Ca nhan hoa cac thanh phan khac nhau cia chién dich email: ban da bao
gi®0 nhan dugc email ti* mot thwong hiéu trong dé ho goi ban bang tén
chwa? Ban c6 thé st dung nhitng bién s6 dé chén tén cia mot ca nhan vao
tiéu dé, dong chu dé, cling nhu tai nhitng phan khac cia n6i dung email.

@ Thiét ké mot cach c6 trach nhiém, ddm bdo cac biéu mau email cta ban
than thién vai dién thoai di dong, bdi nhiéu nguwdi dung c6 thé kiém tra
email trén dién thoai thong minh, may tinh bang, va nhitng thiét bi s& hitu

man hinh nho khac.

# Tich hgp email véi nhitng kénh giao tiép khac nhi mang xa hdi va trang
dich. Ban c6 cho nhitng ngudi theo doi trén mang xa hoi biét rang ho c6 thé
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dang ky nhan email tir ban, va cho nhitng ngwoi dang ky nhan email biét
rang ho cé thé theo doi ban trén mang xa hoi khong?

® Tao dyng gia tri doc ddo cho nhitng nguwoi dang ky email bang cach gidi
thiéu mot chwong trinh doc quyén ma chi ho méi cé thé truy cap, chang han
nhw cac chwong trinh gidm gia dac biét, dung thit sdn pham va qua tang.

€ Do lwong mot tdp hgp cac chi s6 hiéu suat kha thi. Chwong 6 sé gigi
thieu mot loat nhitng phwong thitc do lwong mitc do anh huwdng caa ting
thanh phan chién lwgc thwong hiéu khac nhau 1én qua trinh chuyén doi.
Email la mot trong s6 d6. Bang cach thit nghiém lién tuc sy hiéu qua cua
cac yéu td khac nhau (vi du nhw tiéu de, dong chua dé, thoi gian, ngay
thang), ban sé t6i wru hoa dwgce hiéu suat cia cac chién dich email.

€ No6i chuyén v6i mot hinh mau nguwoi mua, khéng phai véi mét nguoi
mdy. Khi giao tiép, hdy khac ghi trong dau rang dang sau man hinh la mét
con nguoi bang xwong bang thit! Hinh dung cac hinh mau ngudi mua &
Chuong 3 va twéng twong rang ban dang noi chuyén truc tiép vdéi ho sé
gitp ban xac dinh dugc ngon ngit can st dung.

€ Noi chuyén nhv mot con ngudi, khong phai nhw mot nguwoi may. Twong
tw nhw y trén, ban ciing la mot con nguwdi bang xwong bang thit. Thir doc to
doan van ban cta ban xem. N6 cé nghe nhv mot cong cu khong? Néu co,
t&c la n6 chwa mang dua tinh nguwdi. Hay nhd lai va hoa minh vao tinh canh
thwong hiéu & Chuong 3. Con ngudi két ndi véi con nguwdi, nén ban hay
chitng t6 minh la mot con nguoi di.

4 Dam bao 16i kéu goi hanh dong cta ban that dé hiéu bang cach chi ro
cho ngudi nhan email thidy ho can lam gi tiép theo. L&i kéu goi hanh dong
cta ban cé rd rang va hién nhién khong, hay ban dang che giau n6 trong
phong chit c& 5 kho thay & phia dudi cung cia email? Ngon ti ban st dung
c6 qua lan &t khong? Pay khong phai la noi dé ban pho dién kha nang van
chwong ctia minh. Ban chi can biét mét diéu: tir chi hanh dong la dong ttr.
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Ban mudn khach hang hanh dong phéi khong? Hay st dung nhitng dong tur

dut khoat. Vi du nhu:

dé lai/cung cdp

chia sé

giup chung toi

xem thit no/chting
ddt/ldy/mua hang

dang ky/truy cdp/tham gia
dién vao/tra loi

xem/nhin

nhdp vao/ghé tham lién két sau
doc

gui

bdt dau

két néi/lién lac

thir

tao

biét thém chi tiét

tdi/nhan
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€ Dung nhitng dong chti dé hop ly — mac du khong c6 mot cong thirc bat
bai nao cho nhitng dong chu dé email thanh c6ng, MailChimp da nghién
cttu 40 triéu email va dwa ra mét s6 phan tich cho nhitng diéu hiéu qua va
khong hiéu qua. Sau day la két qua thu thap duoc:

Loi khuyén cua chting t6i cho dong chu dé email w? Diéu ndy nghe cé vé
don gidn dén bdt ngo, nhung néu ban muén biét: Dong chu dé cua ban
phdi... miéu td chiu dé ctia email. Phdi, chi thé thoi.

Luén lubn chu y téi ky vong cta nguoi truy cdp khi tham gia vé nhitng
dang email ho sé nhdn dwoc. Dirng nham lan ban tin véi chuong trinh
khuyén mdi. Néu email ctia ban la mét bdn tin, hdy ddm bdo dong tiéu dé
bao gom tén va van dé dugc nhdc dén trong bdn tin dé. Béi dé ndi dung
cua bdn tin. Néu email ctia ban la mét chwong trinh khuyén mdi ddc biét,
hdy néi thé & dong chu dé. Du email ctia ban c6 la gi chdng nita, dirng viét
dong chu dé nhuv dang qudng cdo.

Déi vadi tiép thi qua email, cdc dong chu dé tot nhat luén dé cdp tdi noi
dung , va cdc dong chii dé tbi té nhdt ludn tim cdch bdn néi dung dy.”

I “Subject Line Comparison: The Best and Worst Open Rates on
MailChimp,” MailChimp, http://bit.ly/1kloBHg.

# Tan dung cac cong cu khac. Ban c6 dang giao tiép v6i nhitng ngudi truy
cap & nhiéu mui gio khac nhau khéng? M6t s6 nén tang email gio day da
cho phép ban gui email dya trén mui gio cta ting nguwoi nhan (cht khong
phai cta ban).

VIDEO

Vi muc tiéu t6n tai dwgce trong thi triedng hon loan nay, ban sé lu6n mudén
dwa ra nhan dinh sau:

C6 ba dang nguoi mua tiém ndng : ban, rdt bdan, va vo ctung bdn.
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Noi cdch khdc: Tiép cdn hodc la chét.

DPay la co hoi dé ban sang tao nén mot phién ban rit gon ctia cau chuyén
thwong hiéu c6 thé thu hit ngwdi mua tiém nang mot cach trec quan manh
mé. Mot s6 muc tiéu ban c6 thé dat dwgc bang mot video tiép thi tuyét voi
(va suc tich) la:

# Thé hién cach thuwong hiéu ctia ban dwa ngwdi mua tiv A dén B, trong dé
B la con nguai ho khao khat tré thanh.

4 Thé hién ly do vi sao thwong hiéu cua vugt troi so vdi cac doi thu.

# Thé hién cach nguoi tiéu dung co6 thé dat mua thwong hiéu ctia ban ngay
bay gid, mot cach dé dang va khong hoi tiéc.

Ban c6 nhan thdy toi st dung tir thé hién rat nhiéu khong? Khong phai suw
vO tinh dau. Theo kinh nghiém cta t6i, thé hién la cach dé ban khién vi tién
mé& rong. Toi khong thé hiéu tai sao mot vai thwong hiéu van mudén ban
hang ma khong can t6i bang chitng vitng chac. Nguwdi mua tiém nang sé
nghi ngd nhitng bang chitng nhat nhoa va lwét qua san pham cua ho thoi.

Nhung liéu ban cé thé thu thap bang chitng vitng chac ¢ dau? Chinh & hé
thong nhan xét tiép theo day.

Bi KiP XAY DUNG THUONG HIEU
SAN XUAT VIDEO PAU TIEN CUA BAN

Trw phi ban c6 trong tay mot chuyén gia vé video, ban sé khong muon doi
ngli ctia minh phai d6i pho6 véi van dé nay. T6t hon hét ban nén thué nhitng
don vi san xuat video. Du vay, mot so cong cu sé trd nén vo cung hitu ich
néu ban dang gap kho khan vé tién bac tai thoi diém hién tai. Hay xem qua
cac dia diém va don vi c6 thé lam nén phép mau sau.

https://thuviensach.vn



Noi ban c6 thé tim thdy nhitng nha sén xuat video:
* Video Brewery (www.videobrewery.com)

* VeedMe (www.veed.me)

* Userfarm (www.userfarm.com)

» Wooshii (www.wooshii.com)

» SmartShoot (www.smartshoot.com)

Pon vi c6 gia phai chang cho nha khadi nghiép:

* Epipheo (www.epipheo.com)

* Thinkmojo (www.thinkmojo.net)

* Grumo Media (www.grumomedia.com)

* Demo Duck (www.demoduck.com)

» SimplyVideo (www.simplyvideo.com)

* Viedit (www.viedit.com)

* Picturelab (www.picturelab.tv)

* LooseKeys (www.loosekeys.tv)

 Explania (www.explania.com)

Cong cu ty lam (Can than khi st dung!)

* GoAnimate (www.goanimate.com/videomaker)

* PowToon (www.powtoon.com)
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* Animoto (www.animoto.com)
« Sparkol (www.sparkol.com)

* Moovly (www.moovly.com)
HE THONG NHAN XET

Sdn pham cua ban da (hodc dang) dwgc ai d6 st dung? Khong can biét
ching ta dang néi vé 1 hay 100 ngwoi dung: ho c6 vai tro cuwc ky quan
trong trong chién lwgc truyén tai thwong hiéu cia ban. Trwéc hét, ho la
nhitng tiéng noi dau tién (ngoai trir tiéng néi cia ban) cé thé dwgc dung dé
chitng thuc cho 161 hita thuwong hiéu. O Chwong 3 chiing ta da thiét ké mot
10i hita thwong hiéu va mot tuyén bo dinh vi thwong hiéu cho thidy ban sé
dwa khach hang A dén B (tao dung gia tri cho anh dy/c6 ay) nhu thé nao.
Vay doan xem? Nhitng nguwoi dung dau tién la nhitng nguwoi dang dirng
gitta A va B — hy vong la gan véi B hon — va lu6n san sang cho ngudi khac
biét su that vé ban.

Muc dich ctia hé thong nhan xét 1a giip cac khach hang hién tai ctia ban dé
dang dwa ra nhitng danh giad c6 thé lam bién d6i khach hang méi. Vé co
ban, ban dang cai dat mot cong cu cé thé dugc ngudi dung st dung dé
thong bao cho ban biét thwong hiéu ctia ban c6 thuc hién dwoc 101 hiva cling
nhw can céi thién & mat nao hay khong. Qua Phan 3 ching ta sé dwa vao
cac nhan xét nay nham quyét dinh xem nén thay doi chién lwgc nao, va &
Phan 4 chiing ta sé bat tay 4p dung nhitng thay doi do.

Con bay gio, ban cé thé dung bat ky cong cu nao dudi day dé thu thap danh
gia tir lvgng nguwdi dung dau tién:

4 Cung cap nhitng chuwong trinh dung thit sém cho cac ca nhan c6 tam anh
hwéng va nhd ho nhan xét sdn pham cua ban thay vao do.
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€ Dua phiéu gop y tai difm mua hang hoac nhan xét tai cra hang ng
dung, tuy theo san pham la vat ly hay dién ti.

€ St dung nhitng trang web cong déng danh gid chuyén dung nhw
TripAdvisor va Yelp.

4 St dung nhitng thé ho trg va danh gia truc tiép nhw Uservoice, Zendesk
va Olark.

€ Dang bai len twong Facebook, Twitter cling nhu cac trang mang xa hoi
khéac cua ban.

Bi KiP XAY DUNG THUONG HIEU
CONG CU NHAN XET

Co rat nhiéu cong cu kha dung gitip ban thu thap danh gia va nhan xét twr
nhitng khach hang dau tién cia minh. Mot vai cong cu noi tiéng nhat bao
gom tinh nang “tro chuyén truc tuyén” (live chat) hodc mot hinh thitc ho
trg & dang muc nhé cho trang web. Hay xem qua cac trang web sau dé
quyét dinh cong cu phu hgp nhat cho nhu cau va ngan sach cua ban:

* Olark (www.olark.com)

* SnapEngage (www.snapengage.com)

* Zopim (www.zopim.com)

* Uservoice (www.uservoice.com)

* GetSatisfaction (www.getsatisfaction.com)
* Qualaroo (www.qualaroo.com)

QUAN HE TRUYEN THONG
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Hay twéng twong vé mot ngay lam viéc cia mot phong vién. Theo doi dau
moi, viét email, go bai, goi dién thoai, du lich, chay deadline. Tai sao con
ngwoi ban ron nay phai dirng cong viéc caa co ta lai dé lang nghe ban (hay
doc cau chuyén cda ban), danh thoi gian viét bai cho n6, va cudi cung la
dang tai n6? Quan niém vé phong vién cling giong nhw khach hang:

C6 ba dang phong vién bdo chi: bdn, rat ban, va vé ctng bdn.
Noi cdch khdc: Tiép cdn hodc la chét.

Do d6, muc tiéu cta chiing ta la xay duwng mot thong cao bao chi that su noi
bat va dem lai sy chid y ma thwong hiéu dang can. Thong cdo bao chi don
gian la mot tai liéu truyén dat nhitng tin titc nao do6 vé thwong hiéu ctia ban
sao cho cac phéng vién c6 thé thu thap duwgc théng tin can thiét va phat
hanh né.

T&i lic nay c6 1é ban sé ti hdi khong biét dac diém nao cda thwong hiéu c6
thé lam thanh mot tiéu dé tuyét voi. Hay lién lac véi mot trang blog, t& béo,
hodc tap chi v6i mot trong cac (hodc toan bg!) ly do sau:

€ Ban dang phat hanh mot ban thr nghiém dong/md hodc gigi thiéu chinh
thitc san pham.

4 Ban vira dat dwgc m6t cot moc lién quan dén nguwdi dung, ngwoi theo
doi, lwgng truy cap, hay luvgng dang ky.

¢ Ung dung cta ban dang lan téa manh mé! Ban vira cham dén mdt quéc
gia hay thanh phd méi.

€ Ban vura cap nhat ngon ngtt mdi cho giao dién nguoi dung ctia minh.

¢ Ung dung cta ban dugc nha dau tu tin twdng: ban di dwoc dau tu tai
chinh.
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¢ Ung dung ctia ban dwoc moi ngudi tin twéng: ban vira nhan dwgc mot
giai thudng.

€ Ban sé thém tinh nang mai hodc ré sang mot hudng di khac.
4 San pham cda ban dugc thém vao mot nén tadng hay ctra hang mdi.

4 Ban vira thué duge nhitng tai nang xuat sac dang dé gidi thiéu. Sau day
la mot biéu mau cho mot thong céo bao chi noi bat.

BIEU MAU THONG CAO BAO CHi
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Tén thuong hiéu va logo

Théi gian

Ngay phat hanh (Thong thudng: DEDANG NGAY)
liéu Jé cha thing cao bao chi

Bia diém (Ngudn goc clia théng cdo bao chi)

Boan 1: A, Céi gi, O dau, Khi nao va Tai sao

Boan 2-5: 5 dung trick dan chidng thut cho tuyén b cia ban ciing nhu tac dung gid tri. Truyén tai
ré rang 1&i kéu goi hanh déng: ngudi doc sé phailam gl ngay bay giés? Bar c¢d dua ra lgi ich nao cho
nidng ngudi dap lai & kéu goi cda ban khéng? Ding 1l khda dé dam bao thdng cio sé duor tim
thay mat cach tét nhat.

Gigi thiéu/Tiéu st: Tom tat ngdn gon cau chuyén thudng hiéu. B8 cip cic dac didm ch'nhva bat cu
thanh tyu nac cdthé, Bao 96m dia chi URL cla ban.

Lién lac: Trong truéng hap phing vign nay can/mudn biét thém thdng tin, anh ta/ch ta nén lién lac
wéi al vi bang cach nac?

g
Bi kip

4 Cho phéng vién bao chi thay ban biét 10 ho la ai — hodc it nhat la tén cta
ho.

# Giir thong cdo ngan gon va hap dan. Néu ban chi c6 thé miéu ta trong do
dai cia mot doan tweet nhitng diéu thad vi, doc ddo va 16i cudn cta thong tin
ban dang muon lan truyén, ban sé n6i gi?
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4 Dinh kem mot 101 kéu goi hanh dong. Maoi goi phong viéen lién lac gop y
v6i ban va cho ho biét ban ludn san sang ti€p nhan y kién.

€ Tan dung tai nguyén cua ban. Con nhg siic manh thi giac khong? Hay
dinh kém hinh twgng dwgc xay dung ¢ Chuong 4 dé twong tac véi khan gia
khong chi bang van ban. Cac hinh anh nay ciing sé 1a vat liéu t6t cho mot
bai bdo néi vé san pham ctda ban.

Ban muon nhiéu hon thé? Hay b6 sung vao trang dich ctia ban mot muc dac
biét danh cho phong vién bao chi va cong chung. Nhitng muc nay thuong
duwgc goi la phong nha bao, va chiing bao gom cac so liéu thong ké, tin tifc,
gidy chitng nhan, quan hé doi tac, cling nhw bang chitng sirc hut gay an
twong doi véi khan gia cia ban. Phu luc “Tao da cdm hing” tiép theo day
sé dwa ra mot so bi kip lién quan dén muc mdi nay.

Phong nha bao khong chi danh cho nhitng ong 16n. Viéc xay dung mot
chuyén muc truyén thong truc tuyén cé chat lwgng cé thé gitp phong vién
thu thap dugc nhitng tai nguyén can thiét va viét nén mot bai bao tuyét voi
vé ban. Jason Baptise, nha dong sang lap ciia OnSwipe, da cung cap nhiéu
bi kip ndi bd vé cach 16i kéo bao chi cho thwong hiéu cia ban khi ban chi
méi vira bat dau. Hay doc phan “Cac phwong thitc 16i kéo truyén thong khi
md&i bat dau khai nghiép” ctia anh tai phu luc “Bat dau nao” sap tdi.

TAO PA CAM HUNG
PHONG NHA BAO VA PHUONG TIEN TRUYEN THONG
Phong nha bdo mdi toanh ctia ban can cé cac thong tin sau:
Sttc hiit

Ai dang mua thwong hiéu ctia ban? Pinh lwgng va dinh chat khan gia cta
ban.
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Su dang tin c@y

Ai la doi tac chia sé cau chuyén thwong hiéu ctia ban? Cac phuong tién
truyén thong, cong ty va chi nhanh khac sé chitng thuc dugc cong sitc ban
bé ra cho qua trinh phat trién thwong hiéu.

Cau chuyén thuong hiéu

Chia sé 161 hita, tuyén bo dinh vi, va tinh cach thuwong hiéu (da dwgc phat
trién @ Chuwong 3) cua ban. Cho thiy ké hoach dinh gia va cac lgi ich lién
quan tGi tirng cap do.

Biéu twong thuong hiéu

Mot sO cong ty cling sé chia sé tai nguyén hinh anh véi truyén thong dé
dam bdo cac biéu twgng ma ho sang tao nén (nhw logo, bang mau, kiéu chi
va hinh twgng) dugce st dung diang cach.

Céac thwong hiéu sau dwa ra vi du tot nhat vé cach truyén tai thong diép
thwong hiéu dén v6i phwong tién truyén thong va phong nha bao.

* Instagram: http://instagram.com/press/
* Balsamigq: http://www.balsamiq.com/company/press
» Crowdbooster: http://crowdbooster.com/press/#presskit

* Angry Birds: http://www.rovio.com/en/news/press-kits
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Instagram s dung trang truyén théng ctia no dé truyén tdi cdc cot moc
thuong hiéu dang nho

BAT PAU NAO

CAC PHUONG THUC LOI KEO TRUYEN THONG KHI MOI BAT
PAU KHOI NGHIEP

1. Ké mot cau chuyén. Ké mot cau chuyén sé di tir (a) miéng cia ban t6i (b)

ban phim ctia phéng vién va (c) con mat cua doc gia.

2. Chuan bi ky cang vé mat cong nghé. Cac bai bao chi dwoc viét ra mot lan
va ban chi c6 mot co héi “dau tién”, do d6 hady dam bao ng dung cua ban

dé lai dwgc mot an twgng ban dau tot dep.
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3. Phan loai danh sach. Ban can phan loai danh sach phéng vién dwa trén
goc do chinh xac va cha dé cua to bao hay tap chi.

4. Hé 16 chut it vé twong lai. Dirng ndi qua nhiéu vé twong lai bai ban van
chwa tGi giai doan do, nhung hay hé 16 doi chut. Biéu nay ciing sé khién
viéc xay dung cac cau chuyén trong twong lai tré nén dé dang hon nhiéu.

5. Ngan gon. Pam bédo noi dung suc tich va y chinh co ban nam gon trong
cai nhin dau tién cta dong chu dé trén Gmail.

6. Cung cap tat ca lién két dan tGi cac tai nguyén cu thé. Giit ndi dung
email ngan gon va di thang vao trong tam vai 161 kéu goi hanh dong. Bua
lién két dan t6i cac thong tin chi tiét hon vao email va dam bao né that noi
bat.

7. Nha sang 1ap > cong ty PR. D€ chinh cac nha sang lap moi chao san
pham ludn t6t hon 1a st dung mot cong ty PR. Viéc duwge mot nha sang 1ap
thue thu chu dong lién lac mang y nghi rat 16n (d6i véi phong vién).

8. Cung cap thdng tin lién lac truc tiép va nhanh chéng. Cung cdp thong tin
lién lac trye tiép trong khoang thoi gian phat hanh san pham, dam bao ban
lubn c6 mat deé tra 10i cac cau héi.

9. Bam theo xu huwéng. Cach t6t nhat dé thu hut sy chi y ctia bao chi la bam
theo mot xu hwdng noi troi dang duge nhiéu ngwdi noi téi hién nay.

10. Thtr tao dwng tredc mot moi quan hé. Hay thir tao dung tredc mot moi
quan hé ca nhan dé phan chao hoi dwgc than mat khi ban bat dau chao
hang.

11. Cac bai bao doc quyén c6 thé hitu ich nhwng khéa phitc tap. TechCrunch
va nhiéu trang blog thwong mong mudn phong van ddc quyén, nhung né
cling c6 thé khién ban danh mat co hdi vGi nhitng trang blog khac. Hay
dam bdo ban ap dung n6 ding muc dich va ding thoi diém.
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12. Bung sao chép va dan. Lam on dung sap nhap email hay sao chép va
dan mot 10i chao hang cho mot phéng vién. Vang, ban cé thé tai sit dung
mot vai phan trong 16i chao hang d6, chang han nhw cong viéc cta ban,
nhung hay gitt moi tht @ mot mic do ca nhan.

13. Theo sat tién trinh. Néu ho bay t6 sy hitng thd, ddm bao rang ban luén
cap nhat day da tién trinh xuat ban. Néu ho quén theo sat tién trinh, hay
chac chan ban cung cdp cho ho nhitng théng tin can thiét va ddm bdo bai
bao dugc phat hanh.

14. PBé xuat tdi doc gia. Mot muc tiéu cua nha lam béo la cung cap su tién
ich cho doc gid. Bang cach dé xudt bién phap truy cap cho mét ttng dung
von kho tim thdy & nhitng noi khac, cau chuyén chac chan sé dem dén sy
tién ich day.

15. Chiéu tro quang cdo c6 thé trd thanh ngoi n6. Mac du nhitng chiéu tro
nay khong phai la mét cach thitc quang ba bén vitng, song chiing nhat dinh
c6 thé thic day da phat trién ctia mot cong ty. Mot trong cac vi du noi tiéng
nhat cho tGi nay la viéc Half.com ddi tén thi tran Halfway & bang Oregon
thanh Half.com.

16. Tan dung cac moi lién lac. Mot ai d6 ban quen biét lam viéc trong mot
toa soan va c6 thé chirng thye cho ban.

— Jason L. Baptiste (Onswipe)®

I Poc thém tai http://jasonlbaptiste.com/. Jason L. Baptiste hién dang la
Gidm doc tiép thi ciing nhw nha dong sdng Idp tai Onswipe, mét nén tdng
xudt bdn va qudang cdo trén mdy tinh bdng.

TOI UU HOA KHU VUC MUA HANG
Toi biét, khu viec mua hang ctia ban c6 thé thay doi tuy theo loai san pham

ma ban dang ban. Tuy nhién, van ton tai mot quan niém chung: du khu vuc
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mua hang nay cé nam & dau di chang nita, ban luén can truyén tdi thwong
hiéu theo mét cach thitc cé thé gitip ban ban dwgc hang. Bong y chit? Nao,
gio hdy nhin qua phwong phap thyc hién:

4 Dit mic gia ¢ cho dé thay.

4 Cho khach hang thay vi sao ban la lwra chon t6t hon so véi cac doi thu
xung quanh.

# Cho khach hang thay y kién cua nhitng khach hang khac.
# Cho khach hang thay cach ban ttng pho vdi sai sét hodc van dé.

4 Cho khach hang thay ho can trong dgi gi tir hwong hiéu cia ban trong
qua trinh st dung.

N6i tom gon lai:

Lam tdt ca moi thit c6 thé dé khién khdch hang cam thdy tv tin khi nghe
theo y dinh mua hang cua ho.

Vi du, cac anh chup man hinh sau la an twgng ban dau ctia mét nguwdi dung
iPhone binh thwong vé mét ttng dung chup hinh mang tén Afterlight. Nguoi
mua tiém nang nay dugc cho thdy mot loat cac tinh nang san pham chinh
yéu ciing nhuw nhitng anh chup hdp dan hién thi toan b6 nang luwc cua tng
dung. Muc nhan xét cta Afterlight cling la yéu t6 gitip nguwoi mua quyét
dinh mua hang: nhitng nguwdi dung khac ca nggi vé cac lwa chon va bo loc
yéu thich ctia hg, mot nguwdi tham chi con tuyén b6 n6 “dang dong tién bat
gao”.
Néu ban cling dang xay dung thwong hiéu cho mot ng dung dién thoai,
ban c6 thé sé mudén xem qua phu luc “Pao sau hon” tiép theo, béi né giai
thich mot s6 bi kip lién quan tGi viéc toi wu hoa ctra hang tng dung.
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PAO SAU HON
TOI UU HOA CUA HANG UNG DUNG

Theo nhu Bao cdo truyén thong di dong ctia Nielsen (Quy 3, 2011), ngudi
dung cua iOS App Store va Google Play Store kham pha ra nhitng tng
dung mdi chu yéu qua 1) tim kiém, va 2) dwoc gidi thiéu tir gia dinh va ban
bé. Vi vay, ban tat yéu phai lam moi thit c6 thé dé khién (tng dung ctia minh
dugc tim thdy mot cach dé dang.

Chiing ta da ban luan vé t6i wu héa céng cu tim kiém, va t6i wu hda ctra
hang &ng dung vé ban chat cling twong tw nhw vay. Sau day la mét vai bi
kip gitp ban cai thién co hoi dugce tim thay trén cac ctira hang tng dung:

* St dung ttr khoa cho tiéu dé cta tng dung.

* St dung ttr khoa trong phan miéu ta tng dung, va dién chiing vao muc “tw
kho6a” néu dugc ctra hang ng dung yéu cau.

» Khuyén khich danh gia va binh luan. Nho gia dinh va ban be tai xuéng,
danh gia va binh luan dé cé dwgc mot nén tang ban dau virng chac.
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« Dam bao hinh dai dién cho ttng dung hap dan va dé nhan biét.

* St dung anh chup man hinh dé cho ngudi dung thdy cac lgi ich cot 16i va
ddc diém giao dién doc dao nhat cta tng dung.

Pau tw vao viéc tiép thi tng dung dé tang cwong luwot tai xudng: cai dat
quang cao tra tién va nhitng chién lwgc khac dugc miéu td & chwong nay
nham phat trién nén tang ngwdi dung. SO lwgng lwgt tdi xuéng co thé gitp
tng dung cua ban duwgc xép hang cao hon trong phan tim kiém cua ctra
hang @ng dung.

LAM TAT CA MOI THU
c6 thé dé khién
r ’ -

khi nghe theo

QUAN HE POI TAC
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Pa dén lic tim kiém sy giip d&. Mot quan hé doi tac t6t c6 thé md rong
pham vi dnh hwdng cta ban ciing nhw gan két thuwong hiéu cta ban vai
nhitng gia tri tich cuc ma nguwoi khac da xay dung duoc trong mot thoi gian
dai. Cé nhiéu dang quan hé doi tac khac nhau:

® Doi tac vdi nguoi tieu dung. Néu san pham cta ban da dwgc nhiéu nguoi
mua va a chudng, ho cé thé gitp do ban bang cach chia sé véi nhitng ca
nhan khac va ddt hang xuyén sudt qua trinh. Day goi la tiép thj lién két.

Amazon Associates la m6t chwong trinh lién két thanh cong dién hinh,
trong d6 Amazon sé tang thwdng cac chu trang web cho moéi don dat hang
qua lién két dac biét dugc dat mot cach cé chién lwgce trong ndi dung cua
Amazon. Theo Amazon, chvong trinh dem t6i kha nang “nhan dugc 10%
phi quang c4o v4i mot nha 1anh dao thuong mai dién ti dang tin cay”.!

I https://affiliate-program.amazon.com/

# D0i tac véi nguoi nodi tieng. Nhitng ngudi noi tiéng thwong dang tin cay,
dai dién cho mot loat cac gia tri (dong diéu vGi thwong hiéu ctia ban), cling
nhu s& httu mot lwgng khan gia dong dao va phu hgp. Tai sao ban khong
thic day qua trinh bién déi thuwong hiéu bang sttc manh thuyét phuc do?
Nhitng ngwoi noi tiéng chitng thwe cho thwong hiéu cta ban thwdong dugc
goi la dai st thwong hiéu. Hay doc phu luc “Pao sau hon” dé biét thém vé
cac dai sit nay lan vai tro cta ho theo tam 1y hoc.

Ngay nay, cac blogger ciling da tré thanh ngudi noi tiéng theo cach riéng
cta ho. Ho thu hat mot lwgng 16n khan gia va c6 anh hudng dang ké 1én
quyét dinh mua hang cta nhitng nguwdi tiéu dung nay. Nam 2014, Target da
cho ra mat mot bo swu tap gidi tri va tiéc tung mdi duwgce thiét ké béi Joy
Cho, blogger ditng dang t& Oh Joy noi tiéng: mot tap chi tryc tuyén tap
trung vao “thiét ké, thoi trang, am thuc, va nhitng khoanh khac vui vé caa
cudc song hing ngay”.! Quan hé d6i tac nay co 1y cho ca déi bén, vi ho s&
hitu nhitng gia tri, tinh cach va déi twgng muc tiéu kha déng diéu.
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I, Joy Cho, “Big News: Oh Joy for Target Collection Coming March 16!”
Blog Oh Joy, 10/02/2014, http://ohjoy.blogs.com/my_weblog/2014/02/0h-
joy-target.html.

€ DOoi tac vai thuong hiéu khac. Lién két thwong hiéu cé nghia la ban va
mot thwong hiéu co lién quan sé tién hanh truyeén tai théng diép trong ctung
mot boi canh. Khi gia tri va khan gia cda ca hai thwong hiéu dong diéu véi
nhau, day sé la mé6t chién lwgc tuyét voi gitp nhan rong tam anh hwéng cia
ban. Mot so thwong hiéu thiét 1ap quan hé doi tac bang cach két hgp hai san
pham von thvong di chung vdi nhau, chang han nhv banh kep va dé udng,
hay phan citng va phan mém. Hay suy nghi xem nhitng thwong hiéu nao cé
thé trd thanh dong minh vo gia ctua ban.

Nam 2012, Moleskine va Evernote da bat tay véi nhau dé san xudt nén
Evernote Smart Notebooks, mot phién ban dac biét ctia so6 tay Moleskine
tr’ danh tich hgp hoan hao véi tng dung di dong cua Evernote va cho phép
ban “luwu trit cac trang gidy cua so6 tay bang dién thoai théng minh hay may
tinh bang”.!

I http://bit.ly/1kIt6Sn

Evernote cling gay dung dwgc mo6i quan hé dong minh thuwong hiéu chién
lwge véi gidy ghi chi Post-it.

# Doi tac vdi bao chi. Thuong hiéu ctia ban dang ding dang sau mot thong
diép dugc mot phwong tién truyén théng nao do ra sirc day manh? Hay nghi
vé nhitng chu dé chinh yéu noi déi ngli cua ban c6 thé cung lic vira cung
cap chuyén mon vira moi chao san pham. Nhitng tap chi nhv Mashable va
Buzzfeed da tdn dung sttc manh déc dado cua minh dé khuéch dai thong
diép ctia nhiéu thuwong hiéu khac.

PAO SAU HON
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PAI SU THUONG HIEU VA LY THUYET HQC TAP XA HQI

Ban c6 thé nghi rang sdn pham ctia ban xuat sac dén mitc khéng can bat c
nhan vat cong ching néi bat nao chitng thue. Tuy nhién, ngay ca nhitng san
pham tuyét voi cling cé thé st dung 16i tat nham tang cwong hiéu suat
khuéch tan cia minh. Pai st thuwong hiéu c6 thé cung cap mot 16i tat nhw
vay dé kich thich qua trinh bién d6i. Nhitng cd nhan néi tiéng nay c6 thé
khuyén khich sy chap thuan bang cach hién thi thwong hiéu ctia ban cho
hang nghin cap mat dang doi theo titng buwdc di cua ho. Hiéu &ng bat chudc
dién ra sau day da dugc giai thich ly thuyét hoc tdp xd hoi.

Nam 1977, nha tam ly hoc Albert Bandura da gidi thieu mot y twéng co
tam anh hwéng sau rong vé cach thirc ching ta hoc hai:

Pa phan cac hanh vi ma con ngudi thé hién déu duwgc hoc tap, mot cach vo
tinh hodc ¢4 v, tit s &nh huwdng cua vi du.?

2. Albert Bandura, Social Learning Theory (New York: General Learning
Press, 1997), 305-316.

Viéc thiét 1ap quan hé doi tac v6i mot ca nhan cé tam anh hwéng 16n s& hitu
nhitng gia tri cd nhan dong diéu vGi thuong hiéu cia ban c6 thé tang cwong
hiéu sudt chap thuan cho san pham. Dé bat dau, hay ty dat ra cac cau héi
sau: Ai sé thé hién cac gia tri thwong hiéu cta tdéi mot cach t6t nhat, va
truyén tai y nghia ctia sdn pham hay dich vu mot cach thanh c6ng nhat?
Chung ta c6 thé lam gi dé dva thwong hiéu vao doi song thwong ngay cia
nguwoi nay theo mét cach sang tao va dem lai hiéu tng tot doi véi khan gia
cua ca doi ben?

Nam 2013, Mashable va Nissan da bat tay nhau truyén tai chién dich ndi
dung do nguwoi dung tao doc dao cia hang xe. Nissan yéu cau nhitng nguwoi
theo doi trén mang xa hoi sang tao nén mot video st dung ban in ctia mau
xe Versa Note. Mashable hgp tac cong bo chin video xudt sac nhat dwgc
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ngudi dung giri vé trong mot bai bdo néi tiéng véi hon 5000 lugt chia sé.!
Nhén thdy tiém nang cia moi quan hé doi tac thwong hiéu-truyén théng,
Mashable da cho ra mat mot sang kién mang tén BrandLab
(mashablebrandlab.com) nham giip “cac khach hang tr¢ thanh nhitng nha

sang tao ndi dung va khuéch dai tai nguyén mang xa hoi ctia ho”.?

I, «9 Fast and Furious Vine and Instagram Videos,” Mashable,
12/08/2013, http://mashable.com/2013/08/12/versavid-winners/.

2. “Mashable Partners with Nissan for #VersaVid Contest,” Mashable
BrandLab, 12/08/2013, http://bit.ly/1kltq3y.

Bi KiP XAY DUNG THUONG HIEU
QUAN HE POI TAC PON GIAN CHO SU TANG TRUONG

» Thiét 1ap quan hé déi tac thdng qua viét blog khach (guest blogging)! Mot
cong ty nao d6 dang truyeén tai nhitng gia tri c6 thé duwgc khach hang tiém
nang cda ban xem trong? Hay lién lac va chuan bi mot bai bao hoac bai viét
dé dang tai 1én trang web cta ho.

 Bé xudt chwong trinh gidm gia chung. Thiét 1ap mot trang dich noi nguoi
dung ctia mot thuwong hiéu khac c6 thé truy cap truede (va tham chi mién
phi?) vao mét s6 (hay toan bo) tinh nang cta ban.

« L.6i kéo nhitng ca nhan c6 tam anh hwéng. Twong tw, ban cling c6 thé thiét
1ap quan hé déi tac vGi nhitng ca nhan s& hitu lwgng khan gid déng dao
cling nhv anh hwang tich cye trong linh viec ma ban dang muén tham gia.
Hay thu thap nhitng nhan xét — theo nghia t6t. St dung qua tang hoac
nhitng mo6n do nhé dé yéu cau ho nhan xét san pham cta ban. Cac nhan xét
nay dong gop nhitng 10i truyén miéng tich cuc cho thwong hiéu, va sy dau
tw ctia ban sé dugc dap trd xing dang! Trong mot thé gidi noi nhitng dé
xuat tir gia dinh va ban bé tadc dong 1én hau hét cac quyét dinh mua hang,
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viéc xay dung moi quan hé véi mét nhém nho nhitng dai sit thiwong hiéu c6
thé chia sé trdi nghiém cta ho vGi nguwoi khac la mot chién lwge tot. Khong
diéu gi c6 thé thay thé cho kién thitc tryc ti€p vé san pham cua ban.

« St dung tiép thi lién két. Mot khach hang hay c6 dong nao dé cia ban san
sang giup ban ban lai sdan pham hay dich vu? Dé xuat tién hoa hong cho
moi khach hang méi ho dem lai dwgc. Hay thiét 1ap mot quan hé vitng chac
vdi cac lién két (hay con goi la ngwdi ban lai) ctia ban va dam bao ho cé da
cong cu can thiét dé hoan thanh viéc ban hang.

« bé xuat mot chwong trinh khuyén mai hodc gidi thiéu. Cho phép nguai
dung m@& khéa cac tinh nang bang cach maoi goi ngudi khac. Cung cdp mot
tai khoan cao cap mién phi hay bat ct phan thwdng nao cho moi dé xuat
duwgc dwa ra. Khuyén khich ngudi dung dé xuat san pham hodc dich vu cua
ban véi nhitng ca nhan twong dong khac (nhitng ngwoi thudc cing phan
khic thi truong). Chang han, ban sé muon nhitng bac phu huynh dé xuat
cong cu day tré cua ban t6i cac bac phu huynh khac. Nhitng ngudi doc than
khong 6n chiit nao — ho sé khong xem trong san pham cua ban. Diéu nay
nghe c6 vé hién nhién, nhwng ban sé ngac nhién khi biét c6 rat nhiéu nguaoi
da quén nhac tdi n6 trong phan gigi thiéu cua ho.

TONG KET

Chuong 5 néi vé viéc xay dung cac kénh giao ti€p hitu hiéu dé phat trién
thwong hiéu ctia ban. Mac du mot danh sach cac chién thuat giao tiép hiéu
qua cho moi thwong hiéu la diéu khong twdng, nhung chwong nay da giGi
thiéu qua mot danh sach co ban cac nguyén liéu: tiép thi qua mang xa hai,
trang dich, t6i wu héa cong cu tim kiém, tiép thi ndi dung (viét blog), quang
cao tra tién, danh sach email, video, hé thong nhan xét, quan hé cong
chuing, t6i wu héa khu viec mua hang, va quan hé doi tac.

Céc nguyén liéu trén v6 cung quan trong bdi ching gitp ban gianh lay
dwgc khach hang va dan dat di trén con duwong hanh dong ma ban mong
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muon (mua hang, dang ky, bau chon, v.v..). Khi xay dung kénh giao ti€p
cho thuong hiéu, quan niém “thé hién, chit khong ké chuyén” sé luon ludn
cttu vét ban. Mot diéu quan trong khac la sw khac biét giira viéc cung cap
su tién 1gi va chen ngang. Néu chiing ta tham gia vao cac mang xa hdi cua
con nguoi trén tu cach thwong hiéu, cudc hoi thoai phai mang lai cam giac
hop thoi, con ngwoi va tw nhien. Thuwong hiéu cua ban dang chen ngang hay
tao dung gia tri thong qua sy hién dién trie tuyén cia nd?

Cau héi quan trong bac nhat cta nganh kinh doanh c6 1€ la Thi sao? Hay
dam bao ban dwa ra dwgc cau trd 16i thuyét phuc cho né xuyén sudt cac
kénh giao ti€p thwong hiéu cta ban. Sau d6 hdy lam tdt cd moi thit co6 thé
dé khién khdch hang cam thdy tv tin khi nghe theo y dinh mua hang cua ho.
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PHAN 3
PO LUONG

T

0i 1a mot ngwdi rat nguwong mo Socrates. That khong ngd ai d6 cé thé nhin
ra thé gidi va ndi rang, “Ban biét khong, tuy t6i khong ngting hoc héi trong
su6t bao nam nay, nhung t6i sé tuyén bo minh hoan toan dot nat.”

Xudt sac.
(Nhitng 161 that sw cia 6ng: T6i chi biét mot diéu la: Toéi chdng biét gi cd.)

Ching ta da tién hanh xdy dung mot thwong hiéu trong nhitng chwong
tredc, tuy nhién gio la luc chiang ta phai suy nghi nhu Socrates. Hay tach
roi ban than ra khoi két qua minh vira tao dyng nén va bat dau mo xé né —
toan bo.

Td&i gio, ching ta da dong cam v6i khach hang ctia minh (xem muc Nghién
cttu, Chuwong 4) va théu dét tir nhitng y kién dong gop sang tao cua doi ngi
dé xdy dung cac thanh phan thwong hiéu sé dai dién cho ching ta trén
thwong treong. Nhung trén thyce té, nhitng “vién gach xay dung thuong
hiéu” nay sé chi mai la gia dinh néu ching khéng duwgc kiém tra.

Twr gio, ching ta sé tan dung Nhat ky Xay dung Thuwong hiéu dé luwu git
qué trinh thir nghiém va kiém tra tirng thanh phan. O phan nay, chiing ta tap
trung vao hai muc “Can do” va “Pang do” (Phan 4 sé x& ly v6i muc “Da
do”).

NHAT KY XAY DUNG THUONG HIEU
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CAN BO BANG DO pi o THOI GIAN

A @ =

- i
TRANH PN AT | Gk D)W LY DUNG My Ty st 0N 00 KT aul o ols T Gl e T A1 HOC ROT R Tk ol WU HA
DiFMG THUOWG HIED THUCNG HifU CHUTEN D01 BAIHJC

CoOng cu nay sé giup ban theo doi nhitng yéu t6 da dugc gia dinh, do lwong
va rut ra trong qua trinh Xay deng Thuong hiéu Tinh gon. Eric Ries tirng
gidi thiéu thuat ng* hoc héi duoc kiém chirng (validated learning) trong
cuon Khdi nghiép Tinh gon, khang dinh rang cac cong ty khéi nghiép “ton
tai 1a dé hoc héi phwong thitc xay diwng mot doanh nghiép bén vitng. Viéc
hoc hoi nay cé thé duge kiém chitng mot cach khoa hoc bang cach thuong
xuyén tién hanh nhitng thit nghiém cho phép cac nha kinh doanh kiém tra
ti'ng yéu t6 trong vién canh cia ho”.!

I Eric Ries, The Lean Startup: How Today’s Entrepreneurs Use Continuous
Innovation to Create Radically Successful Businesses (New York: Crown
Business, 2011).

Xay dung thuong hiéu khong nam ngoai quan niém nay. Hoc héi xay dung
thirong hiéu dugc kiém chitng 1a chia khéa dan dén cach tiép can Xay dung
Thwong hiéu Tinh gon. Hay khac ghi trong dau y twéng nay khi ching ta di
qua cac chwong con lai:
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Thuong hiéu tinh gon la két qua cua viéc kiém tra gia dinh lién tuc.

Xuyén sudt Phan 3, ching ta sé nhin qua nhitng cong cu cé thé duwgc sw
dung nham kiém tra cac giad dinh xay dung thwong hiéu nay cling nhw cach
dung Nhat ky Xay dung Thuwong hiéu dé theo doi qua trinh. Phan 4 sé chi
cho ban cach bé 14i dwa trén cac bai kiém tra.

KIEM TRA CAI GI?

Pay la mot cau héi rat hay. Sy that 1a trtv phi chiing ta biét rd minh dang
nham téi diéu gi, bang khong viéc do Iwong cac yéu td gitap chiing ta tiép
can muc tiéu day sé tré nén vO cung gian kho. Theo 16i cia Henry
Kissinger thi:

Néu nhu ban khong biét minh dang di vé dau, moi con dudong ban di sé dan
dén vo dinh.

Tuong tu:

Néu nhuw ban khéng biét minh dang nhdm t&i diéu gi, moi chi s sé tré
thanh vo nghia.

“DPiéu ban dang nham t&i” 1a mot con dwong hanh dong 1y twdng ma ban
mu6n nguoi tiéu ding di theo. O Phan 2, chiing ta di ban luan vé tim quan
trong cua viéc xép dat 10i kéu goi hanh dong dan dat nguoi tiéu dung. Mac
du nhitng 161 kéu goi hanh dong nay thwong duwgc chén vao nhitng dia diém
truyén tai thwong hiéu nhw trang dich, ban tom tat, tai khoan mang xa hai,
va danh thiép, nhitng biéu twgng thwong hiéu cling c6 thé duwgc kiém tra dé
xac dinh xem chiing c6 kich thich hanh vi mong muén hay khéng. N6i
ding hon, xuyén suot ba chwong tiép theo, chiing ta sé quan sat cac phwong
thitc kiém tra lan diéu chinh biéu twgng, cau chuyén va chién luwgc thwong
hiéu.
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Chuyén doi la cach chuing ta goi “con dwong hanh dong ly twéng”, 1a “diéu
ching ta dang nham t6i” ctia cau chuyén nay. Nhuw ban twéng twong, tuy
theo moi thwong hiéu ma sy bién do6i dai dién cho nhitng diéu khac nhau.
Budc dau tién khi ban tiép can viéc do Iwong thwong hiéu la ty dat ra cau
hoi:

Chiing ta dang c6 gang thuyét phuc nguoi tiéu dung lam diéu gi day?

Khi ban da thiét 1ap dugc cac muc tiéu chuyén doéi (chiing ta sé goi chiing
nhw thé tr bay gid), thao tac quan trong tiép theo la tim mot cach thitc kha
di dé xem ban da dat dwoc chiing hay chwa. Ban phdi ty héi minh cau hoi
thir hai sau:

Lam sao dé biét chiing ta da thanh cong?

Péap an cho ciu hoi nay sé dén dudi dang cac chi s6. Cac chi s6 thwong
hiéu. Cac chi s6 dang lwu tam. Loai dit liéu that su cho chiing ta biét nhitng
thong tin can thiét trong khu rirng...0... dit liéu bat ngan nay.
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THUONG HIEU TINH GON
la két qua cla viéc

kitm tra. gid. dink Gt tuc.

KHOAN HAY VUI MUNG

T6i khong thé nhan manh du diéu nay: trte phi ban biét ré cdc chi so6 ndo co
y nghia dbi vdi ban, duva trén nhitng gi ban dang muén nguoi tiéu dung
thuc hién (nhitng muc tiéu chuyén doi), dir liéu sé lan dat ban hoan toan.
Chung sé khién ban té liét. Ban sé thay minh an mwng nhitng thanh cong
gid mao va bo qua nhitng c6t moc that su. Eric Ries da nghi ra mot thuat
nglt riéng danh cho céac chi s6 “thanh cong gia mao” nay: do la chi s6 mo
ho.!

I Ries, The Lean Startup.
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Cac chi s6 mo ho c6 thé dan t6i su lang phi khong may vé sam banh - va,
tat nhién, la tai nguyén.

Khong giong nhw chi s6 mo ho, chi s6 thyc té dan téi nhitng quyét dinh
kinh doanh sdng suét. Ching phan anh dong luc thic day thwc sy cta
doanh nghiép. Ching cho chiing ta biét nhitng thong tin can thiét vé tinh
hinh phat trién, tri hodn, hodc thu hep cua cac nguoén thu nhap.

PIEU GI THUC PAY DOANH NGHIEP CUA TOI?

Du nganh cong nghiép ban dang tham gia hay mo hinh kinh doanh ban da
tao dung cé la gi di chang nita, dwong nhw ludén c6 mot quan niém toan cau
vé dong lyc thuc day doanh nghiép:

Khdch hang , & moi kich c& va mau da, la nhitng nguoi thiic day doanh
nghieép.

Cong ty, don vi quang cao, nguwdi dung cudi cung, chinh phu, t6 chitc: cac
moi quan hé khach hang 1a trai tim caa bat ky doanh nghiép nao. Do do, thu
hat, gitt chan, va phat trién khach hang tré thanh nhiém vu khéng thé tron
tranh cua chung ta.

Trong cudn Bdch khoa toan thu vé khoi nghiép, Steve Blank va Bob Dorf
da gigi thiéu mot con duwong “Thu hat, Gitr chan, va Phat trién” khach
hang. Theo ho:

4 Thu hat khach hang, déi khi duoc goi la tao ra nhu cdu, thic day
khdch hang tham gia (cdc) kénh ban hang ma ban da quyét dinh san.

# Giit chan khach hang, hay duy tri, cung cdp nhitng ly do thuyét phuc
khdch hang gdn bé vdi céng ty va san pham.

4 Phat trien khach hang nghia la bdn cho ho nhiéu hon nhirng gi ho mua
ciing nhv dua ra nhitng sdn pham mdi va da dang nhdm khuyén khich ho
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gidi thiéu ban dén nhitng khdch hang mai.

THU HUT KHACH HANG PHAT TRIEN KHACH HANG

BIEU TUONG THUONG HIEU
C At CHUYEN THUONG HIEU | |
CHIEN L THUEONS HIEU |
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T e caa Stewe Blanck & Bak Dorl

Céc biéu twgng, cau chuyén va chién lwgc thwong hiéu ma ching ta da xay
dung c6 vai tro dan dat khach hang di theo con dwong chuyén doi nay.
Chung ta sé chu y téi ba diéu sau:

Luc kéo cua thuong hiéu (Chuong 6)

Chién lwgc truyén tai thwong hiéu ctia ching ta c6 kich thich qua trinh
chuyén doi khong?

Su cong huong thuong hiéu (Chuong 7)

Cau chuyén thuwong hiéu cta ching ta c6 cong hwdng dua tot vGi khan gia dé
thu hit ho khong?

Danbh tinh thuong hiéu (Chuong 8)

Céac biéu tuwgng thuwong hiéu ctia ching ta cé giti dung thong diép can guri
dé 16i kéo khan gia muc tiéu khéng?
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Ban da san sang cho cac bai thit hwong vi ro6i cht? Toan b phan 3 nay sé
néi vé viéc tién hanh nhitng thi nghiém phu hgp dé xac dinh xem cac thanh
phan thwong hiéu cta chiing ta ¢ kich thich qua trinh chuyén doi, dan dat
khach hang xudng céi phéu thu hit-gii* chan-phat trién vira dwgc dé cap &
trén khong.

NEU NHU BAN KHONG BIET
minh dang nhim t&i diéu gj,

mcﬂtdﬁfﬁﬁm‘ﬁm u&ugﬁw," :

https://thuviensach.vn



Chuong 6
LUC KEO CUA THUONG HIEU

N

éu ban da & trong thé gidi khéi nghiép da 1au, cum tw Ivc kéo chac han sé
vo cung quen thudc. Duwong nhw von dau tw, mic do bao phu trén truyén
thong, va — that long ma noi — gidc nga cta ban phu thudc rat 16n vao viéc
ban c6 “dat dugc lyc kéo” hay khong.

Hay thir can nhac vé mot chiéc xe ngwa kéo trong gidy lat. Phuong tién di
chuyén da dwgc con nguwoi st dung cho tat ca moi muc dich tw phuc vu
chién tranh dén giao thong van tai. Ly thuyét hoat dong cia xe ngwa dua
trén mot nguyén ly mang tén luc kéo dong vat: chiing dugc kéo di bang strc
ctia mot hay nhiéu con ngwa. Y twdng ndy 1a ngudn géc cho dinh nghia
nguyén ban ctia lyc kéo: trang théi bi thu hiit hay kéo di.!

Giong nhu con ngua kéo co xe tGi nhitng dia diém duwgc chi dinh, nhu cau
thi trwong nén 16i kéo san pham hodc dich vu cta ban t6i mot noi tang
tredng nao do. Khi nhitng ngwdi khac hoi vé luc kéo ctuia ban, thue chat ho
muoén nam bat vé phan ng cuda thi treong doi v6i san pham ban dwa ra.
Theo 10i ctia nha dau tw Naval Raviknant, “Lic kéo la bang chitng dinh

lwong cho nhu cau ctia ngudi ding cudi cling.”?

L http://www.merriam-webster.com/dictionary/traction
2. Bdng tdi trén tai khodn Twitter @naval vao 29/08/2012.

Gio day moi khi nghi vé luc kéo, ban hay tw hoi ban than rang:
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Thi trwong c6 dang 16i kéo thuong hiéu cua t6i dén da tdang truong khong?
Ai dang thu'c hién viéc 10i kéo nay?

Luc kéo ctia ho nhu thé nao?

Toan bo Chuong 5 da dé cap dén viéc xay dung mot chién lwgc truyén tai
thwong hiéu hiéu qua bang cach st dung nhitng kénh giao tiép khac nhau
dé phat tan thong diép. Con bay gig, chwong nay sé dan dat ban di qua qua
trinh do lwong Iivc kéo ma moi thanh phan chién lwgc truyén tai dy tao nén
cho thuong hiéu cua ban.

Brand: Thurong hiéu

Cac nha dau tw va nhitng dién vién khac trong hé sinh thai khéi nghiép da
nghi ra mot danh sach chi thi dwong nhu vo tan tra 16i cho cac cau héi trén.
MGt so chi thi pho bién nhat bao gom:

€ Muc do sinh 10i cua doanh nghiép
® SO lwvgng nguoi dung tich cuce, dang ky, va/hodc tra tién hién co

® Toc do tang tredng clia co s& nguwoi dung trong mot thoi ky nhat dinh
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® SO lwgng nguoi dung dang ky bién doi thanh ngwdi dung tra tién
4 Qua trinh phat trién cia hgp dong co ban véi ngudi ding tra tién
4 Chi phi dé gianh duvgc mot nguwoi dung mai

# Gia tri cua tirng ngwoi dung doi véi doanh nghiép xuyén sudt cudc doi
cua ngwoi dung

€ Thu nhap cho t6i hién tai

® Toc do tang trudng thu nhap trong mot thoi ky nhat dinh

® SO lwgng moi lién két thiét 1ap dugce véi san pham hay dich vu
® SO lwgng quan hé doi tac gay dung dugc

® SO lwong lwot truy cap kich hoat dugc

® Toc do tang trudng luwot truy cap trong mot thoi ky nhat dinh
® SO lwong lwot truy cap tra vé

4 (Nhiéu nhiéu nita)

Ban va t6i rat may man khi dugc séng trong mot thoi dai cé thé do lwong
mic do dnh hwdng ctia noi kénh giao tiép thwong hiéu. Trong qua khi, cac
chién lwgc truyén tai thuwong hiéu gan nhw khéng thé duwgc do lwong, va
mitc d6 dnh hwéng ctia ching 1én mot so chi thi ban vira thay & trén khong
thé duwoc xac dinh mot cach chinh xac.

Duwong nhw c6 mot viee tham khong 16 chan gitta chién lwgc thuwong hiéu
dwgc cong ty xay dung va cac két qua “citng” gidp duy tri sy ton tai caa ho.
Vay chang phai cach t6t nhat dé xac dinh xem thi truong cé dang 16i kéo
thwong hiéu khong chang phai la do Iwong phan ng tirc thoi ctia né doi vai
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chién lugc thwong hiéu hay sao? Nho vao cac cong nghé phan tich cao cap,
diéu nay khong con la bat kha thi nita. Chiing da dung nén mdt chiéc cau
noi lién cac khoan dau tw xay dyng thwong hiéu va 1gi nhuén tra vé. Nhitng
ai nghi rang virc tham van con do chi dang mac ket trong qua khit ma thoi.

Vén dau tu
thuong hiéu

Chuyén dé6i 1a hanh dong dan dat khach hang di trén mot con dwong hanh
dong mong muon, va luc kéo 1a thwéce do dinh Iwgng cho thdy sitc manh 16i
kéo san pham hay dich vu cua ho. Dé nam bat xem liéu cac chién lwgc
truyén tdi cua chung ta c6 thic day lwc kéo hay khong, ching ta sé do
lwong mitc do “kéo” ma ching dang tao ra. Ching ta sé kiém tra mic do
phdn &ng ctia khan gid doi v6i san pham hodc dich vu ctia minh thé hién
qua cac kénh giao tiép cling nhi moi quan hé giita cac chi thi nay véi sy
bién d6i — muc tiéu chinh ctia ching ta.

Giong nhu lyc kéo, dinh nghia chuyén doéi thuwong tuy thudc vao nganh
cong nghiép va mo hinh kinh doanh ban quyét dinh theo dudi. Néi cach
khac, quan niém chién thang déi vdi thwong hiéu nay cé thé mang y nghia
khac déi véi thuong hiéu kia.

Chang han, véi mot trang blog thoi trang dang rao ban khéng gian quéang
cdo, viéc co nhiéu lugt khach ghé tham trang web sé gop phan lam tang thu
nhap quang cdo; do dé, cac chi sb lién quan tdi lwgt truy cap sé anh huéong
dén cong viéc kinh doanh co6t 16i cia trang blog. Mat khac, mot trang web
thanh vién tra tién c6 thé nhin vao s6 liéu veé lwgt truy cap va nhin thay mot
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bitc tranh chwa hoan thién trir phi c6 mot chi s6 cho thdy s6 lwong khach
ghé tham tr& thanh thanh vién tra tién; titc s6 lwong khach da chuyén doi.
Du ching ta c6 quyét dinh tién hanh nhitng bai kiém tra nao hay nhin vao
nhitng con s6 nao di chang nita, mot moi lién két rd rang gitta cac nguon
thu nhap chinh cta thwong hiéu va cac yéu t6 sé dugc do lwong cling déu la
yéu cau tat yéu. Bang khong, chiing ta c6 thé roi vao céi bay cta cac chi s
mo ho, nhw t6i da giai thich trong phan gidi thiéu ctia muc nay.

O Phan 2, chiing ta di xay dyng mot tap cac thanh phan chién lugc thuwong
hiéu sé dugc do lwong xuyén sudt chwong nay. Hay cung nhin lai ching:

# Tiép thi qua mang xa hoi

@ Trang dich

# T6i ru hoa cong cu tim kiém
# Tiép thi ndi dung: Viét blog
4 Quang cao tra tién

@ Danh sach email

4 Video

4 Hé thong nhan xét

€ Quan hé cong ching

4 T6i ru hoa khu virec mua hang
€ Quan hé doi tac

Muc tiéu cua chung ta trong Chuong 6 sé la tra 10i cau hai sau:
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Chién lvgc truyen tdi thuong hiéu cta chung ta co kich thich qud trinh bién

do6i khong?

Hay quay lai va cap nhat vao Nhat ky Xay dung Thuong hiéu mot chut:

CANBO

(A

GIA DINH
xAY DUNG
THUTNG HIEY

THARH PHAN

il DUNG
THUGONG HIEY

MUC TIEL BIEN

B

DANG DO

CHI SO CAN BO KET QUA

4 KIEN

KET QuA
THUC TE

BABO

BAI HOC

RUT RA

THOI GIAN |

THO EHEM
RUT RA BAI HOC

Tip o s mages

Mot trong cac thit thach dau tién ban sé doi mat khi dién vao nhat ky nay la
muc Gia dinh Xay dung Thwong hiéu ¢ cot thit hai. Ban sé nhin cham cham
vao no6 trong vai phit va hoan toan khong biét phai dién nhw thé nao. Ban

sé rat muon dé trong no va ti€p tuc qua trinh quan sat cac chi s6 va két qua

kiém tra.

Vi loi ich caa chinh ban, hdy suy nghi that ky vé muc nay. Mot trong cac
van dé 16n nhat cta ching ta khi phét trién mot cong ty khéi nghiép tinh
gon la ching ta khong thé tach roi ban than khoi tw duy cua chinh minh va
nhan ra ching ta dang gia dinh diéu gi. Vi du nhv mang xa hoi. Ban c6 thé
nghi rang khong hé c6 mot gia dinh xay dyng thwong hiéu tiéem an nao
dang sao viéc m& mot trang fanpage va cap nhat né. Sai. R4t nhiéu gia dinh
(gia thiét) 1a dang khac:

# Facebook la nén tang thich hgp dé ti€p can khan gia.

# Néu toi dang tai ndi dung X, nguwoi dung sé nhap chudt dé xem noé.

# Néu toi dang tai ndi dung X vé chu dé X, ngwoi dung sé hitng thu véi né.
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@ Facebook sé giup toi c6 them nhitng khach hang mai.

Hay dam bao rang ban loc ra dua cac gia thiét ban dang sé& hitu, bdi no la
cach duy nhat dé ching ta cé thé kiém tra ching. Theo nhu nha tdm 1y hoc
lt'ng danh Ivan Pavlov:

Khi ban dang thir nghiém, ditng théa mdn vdi bé néi cta van dée.

Tiép theo, hay viét cac gia dinh nay vao Nhat ky Xay duwng Thwong hiéu va
thiét ké nhitng bai kiém tra xac dinh mitc do hiéu lyc ctia ching.

THIET KE BAI KIEM TRA

O cdp d6 co ban nhat, moi bai kiém tra déu bao gom:

€ Mot phat ngon (gia dinh, gia thiét) can dwgc chitng minh
€ Mot chi thi sé dugc do lwong dé chitng minh no

€ MGt cap do chi thi sé cho ching ta biét liéu né ding hay sai (mot két qua
du kién)

€ Cap do that su cua chi thi day, da duwgc ching ta do dac (mot két qua
thure té)

€ Két qua rut ra sau khi so sanh két qua dv kién va két qua thuc té

Chang han:
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CAN BO DANG DO PA DD THOI GIAN

THANM FuAN GIE BNH MIBE TIEL BIEY cHish cAmM nn KETOUIE WET o BAIHOC TR SIEM
AAY DATRG XAF DUNG ] [ KIEN THYCTE RUT RA 20T RA BAIHOC
| THUGHG #HEY | THUGWGHIE |
Mgk why

SHT02

Nao, gio la mot dac diém thud vi ciaa Nhat ky Xay dung Thuwong hiéu. Néu
c6 mot dinh dang noi dung mdéi dugce cho ra mat, mat thit tham chi con hap
dan hon ca video, thi muc Bai hoc rtt ra sé tré thanh mot gia thiét can duogc
kiém tra va vong tron cit thé tiép dién.

Khi ban theo doi cac gia dinh da dwgc kiém tra va ghi nhan lai thoi diém
dién ra bai kiém tra nay, ban sé dé dang nhin thdy mic do thitc thoi cua két
qua. Néu ban mudn ay thac qua trinh kiém tra cho mot ai khac trong doi
ngll cia minh, né sé gitip anh ay tiét kiém thdi gian va cong sttc bdi nd giai
thich cac bai hoc da dwoc rat ra cho dén hién tai.

KIEM TRA PHAN TACH: CHO BIET NGUYEN NHAN

bat treong hop ban vira kiém tra m6t phién ban trang dich cu thé cia minh
va, dua trén cac chi s6 ban dang quan sat va cac két qua ban dang mong
dogi, né khong vugt qua dugce bai kiém tra. Van dé ¢ day la gi? D6 chinh la
cau hoi cho kiém tra phan tach. Kiém tra phan tdch la mét dang thi nghiém
cho ra mot phién ban khac cua thanh phan ban dang c6 gang kiém tra qua
cac nhom doi twgng khac nhau. P6i Iic kiém tra phan tach con dugce goi la
kiém dinh A/B vi trong dé ton tai hai nhém A va B tach biét.

Tai sao ai d6 lai mu6n c6 mot nhém A va mot nhoém B? Muc dich cda toan
bo thi nghiém nay la phat hién ra yéu t6 ditng dang sau sy thanh bai ctia
mot thanh phan nhat dinh. Liéu ban c6 thé phat ngon diéu dé6 mot cach tw
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tin néu tat cA moi ngwoi déu quan sat cung mot thanh phan khong? Vay néu
tat cd moi ngwoi déu quan sat hai phién ban hoan toan mgi cia thanh phan
thi sao? Liéu né c6 cho ban biét bat ct diéu gi vé mirc do hiéu qua cua
phién ban gbéc khong? Chang phai sé thong minh hon néu ching ta cho mét
nhom quan sat mot phién ban khac va m6t nhém quan sat phién ban goc
sao? Nhom doi twgng sé tiép xtc v6i phién ban goc & day dugc goi nhém
diéu khién trong nghién cttu; nhém con lai dwgc goi 1a nhém thir nghiém.
Cac “phien ban” khac nhau ma chung ta sé dwa cho hg quan sat duvgc goi la
phép diéu tri. (T6i nghi minh nén chi ra rang dang thuat ngir d6 thuong la
ly do khién chiing ta ngan ngai trong viéc ap dung cac céng cu manh mé
nay.)

Ban c6 thé c6 nhiéu hon mot nhém thit nghiém, nhwng hay nhé ban chi
dwgc phép kiém tra mét phép diéu tri trong moi lan thit nghiém. (Trw phi
ban muodn tré nén ling ting vé mic d6 anh huwdng riéng biét cua ching.
Trong truong hgp do thi ¢ ty nhién.)

CHUNG SQ THi NGHIEM
Tat ca ching ta déu da ting trdi qua cdm giac nay it nhat mot lan. Chi can

nghi vé cac thi nghiém théi la trong dau ching ta hién 1én hinh anh nhitng
chiéc binh hinh chép kém theo nhitng vu né trong phong thi nghiém va/hay
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mot bo do choang mau trang. Khong ai trong ching ta nghi minh la “kiéu
nguoi thi nghiém” bam sinh.

DPoi 101 vé thi nghiém: ¢ cap do co ban nhat, tat ca ching ta déu co “biét
tai” tién hanh thi nghiém. T6 mo la ban chat cia con ngudi, va da dén liuc
ban phat huy tac dung ctia n6. Nha lam phim Divid Cronenberg da tung
noi:

MOoi nguai trong chung ta déu la mét nha khoa hoc dién r6, va cuéc doi
chinh la phong thi nghiém. Tat ca chiung ta déu ra sitrc thi nghiém dé tim
kiém mét cdch thitc song , gidi quyét van dé, va chong lai sy dién ro6 lan
hén logn.!

I, Chris Rodley cting déng nghiép, Cronenberg on Cronenberg (Toronto:
Alfred A. Knopf Cananda, 1992).

Viéc thiét ké thi nghiém sé cho phép ching ta kiém tra cac gid dinh xay
dung thuong hiéu ctia minh, xem gia dinh nao hiéu qua, va loai bo cac gia
dinh khong phu hgp. Trong phan con lai ctia chwong nay, chiing ta sé thuc
hién thiét ké cac bai kiém tra cho titng thanh phan chién lwgc truyén tai
thirong hiéu (da duoc xdy dung & Chwong 5). Moi muc déu bao gom mot
danh sach cac yéu t6 can kiém tra cling nhw mot s6 céng cu c6 thé gitp ban
tién hanh kiém tra ching.

TRANG PiCH: KIEM TRA NHU THE NAO

Ngay khi trang dich cho thwong hiéu bat dau dugc dwa vao hoat dong, ban
sé muodn theo doi cac phan tich bang nha cung cap dich vu wa thich cua
minh. Phan tich la cum tr duwgc ching ta st dung dé miéu ta cac phan tich
dit liéu. Badi vi (hau nhw) moi sw twong tac truie tuyén déu co thé dugce theo
do6i, mot dai dwong dir liéu bao la sé ludn trdi rong tredc mat ching ta. Cac
go6i phan tich gitp ching ta gidi nghia lwgng dit liéu khong 16 nay va, nhw
ban sé thay xuyén sudt chwong nay, dwa ra quyét dinh ding dan.
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St dung go6i phan tich cling giong nhu
quan sat thé giéi World Wide Web mo

hé qua mot qua cau thay tinh.

Vi muc dich tinh gon ctia cuén sach nay, ching ta sé sit dung mot goéi
Google Analytics co ban dé ban c6 thé bat dau v&i mot tap cac tinh nang
tuyét voi ma khong ton bat civ dong nao. Mot khi ban da nam duwoc dai y va
muon dung dén nhitng chitc nang cao cap hon, kho tang tuy chinh phan tich
trd tién rong 1én sé la ctia ban dé can nhac chon lya. Pa s6 cac tuy chinh
nay thue chat dwoc tich hgp véi Google Analytics va can phai dugc két hop
mot cach chat ché. Mat vai cong cu kiém tra trang dich noi tiéng nhat gom
co:

€ Google Analytics
4 Hubspot

4 Optimizely

€ KISSMetrics

Hay bat dau bang viéc cai dat Google Analytics vao trang web ctia ban:
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1. Truy cap vao http://www.google.com/analytics va dang nhap bang tai
khoan Google.

2. Nhéap chuot vao “Pang ky” dé thiét 1ap mot tai khodn Google Analytics.

3. Cho Google biét tén tai khodn md&i ctia ban. Cach thitc hoat dong cua co
cau nay la: ban (mot nguwoi dung don 1é) c6 thé quan ly nhiéu tai khoan
(cong ty, thwong hiéu, tap hop trang web — bt ¢t cum tir nao phu hop véi
ban) bao gobm mot hodc nhiéu thudc tinh (cac trang web doc lap véi ID theo
doi). Hay hinh dung né nhu so do6 sau:

Nguoi dung Tai khoan Thudc tinh

Tumblr
P >

. o B
[ThU'ﬂﬂg hiéu Tra ng dich 1
. \ v
'

[ ]{, Trang dich 2
Ban

N >

N
[Thucfng hieu
B

i N

Blog 1
e -
ot N
Trang dich 1

e r

4. bong y vdi Diéu khoan st dung.

5. Google sé dé xuat nhiéu bién phap dé chén mot doan ma nhé vao trang
web ctia ban. Poan ma nay cho phép né theo ddi cac hoat dong truc tuyén
lién quan t6i trang web cda ban, va sau khi cai dat no, ban sé c6 thé truy
cap bo cong cu ddc biét caa Google Analytics. Hay ban luan véi chuyén
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vién phat trién cua ban (hodc dwa ra quyét dinh néu ban chinh la chuyén
vién phat trién) dé tim ra cach tich hgp doan ma tot nhat.

Google Analytics tao diéu kién cho ban hinh dung dwoc cac di liéu lién
quan t6¢i phan khic khan gia, hanh vi, thiét bi, va nhiéu nita. Khoi lwgng
thong tin nay c6 thé khién ban thdy ngop thd. Do dé t6i da sang tao mot
bang tin Google Analytics trong dé hién thi cac chi s6 co ban ma chiing ta
sé xem xuyén sudt cuon sach nay. Ban c6 thé tai bang tin Google Analytics
cua Xay dung Thuong hiéu Tinh gon tai leanbranding.com/resources.

el 4:_4 \
BUY
®

7

Thiét 1ap muc tiéu voi Google Analytics

Ban con nhé muc tiéu chuyén doi ma to6i da nhac dén & nhitng trang truéc
khong? Chiing ta sé kiém tra mitc do phan ng cta khan gia doi véi san
pham hay dich vu ctia minh thé hién qua cac kénh giao ti€p ciling nhw moi
quan hé gitra cac chi thi nay vGi sw chuyén do6i — muc tiéu chinh ctia chiing
ta.

May man thay, Google Analytics c6 thé doi phé véi cac muc tiéu dy va cho
ching ta biét tinh hinh hién tai néu ching ta cho n6 biét cac yéu t6 can chu
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y. Hay tién hanh cai dat chiing nao:

1. Lay trang leanbranding.com lam vi du. Mai khi c6 mot vi khach dang ky
nhan théng tin cdp nhat, 6 Ay sé duwgc dan dén
leanbranding.com/thankyou. B&i vi muc dich ctia ching ta la kiém tra xem
phién ban nao cta tiéu dé trang web cé thé chuyén déi nhiéu nguwdi dang ky
hon, chiing ta chon muc Pich (Destination) va yéu cau Google theo doi s
nguwoi dung di t6i trang Loi cdm on (Thank you) trong buwéc tiép theo.
Nhitng cach theo do6i hanh vi ctia nguwdi ding khac bao gom theo doi thaoi
lvgng, s6 trang ghé tham vao moi luwgt, va sy kién ngwoi dung tham gia.
Lan nay, ching ta sé cai dat loai muc tiéu dich.

o Goal description

Name
I Goal ID 1/ Goal Set 1

Type

() Destination ex: thanks.htmi

() Duration ex: 5 minutes or more

(_) Pages/Screens per visit ex: 3 pages
() Event ex: played a video

£) Goal details

2. O Chi tiét muc tiéu (Goal Details), chiing ta s& cho Google biét noi ngudi
dung can dugc dan t6i dé ching ta c6 thé xac nhén rang ho da bién doi.
Trong vi du nay, dia chi URL d6 la trang Loi cam on.
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& Goal description  £an

Marrar; Subsonber Comeamnion
Goal byps: Daslmalion

£ Goal details
Dastination

Equal i~ Anankyou Caid foisnd bl

For axampin, uns My Screes o aip acd Shankyou Atns i ins of wevw, arampls com s yoo teml & 5 web page

Valus GFTRINAL

o AREIGN B TRy ¥Rk i T COreRE o
Funmol OPFTIONAL

oer Specly & BT you enpict il i sk lowands T desination. Use § io sralass he erifence and el poris. Bal imge! your Dosl

Varlfy this Goal  Ses hew ofies e (ol would by cofveriss bated o pour dit rom P past 7 days

 ceee ot IR
3. Nhap chuot vao Tao muc tiéu (Create Goal), va thé 1a ban da san sang.
Thiét lap thit nghiém A/B véi Google Analytics

O trang chi Google Analytics ciia ban, hiy nhin qua bang diéu khién bén
trdi va nhap chon muc Th nghiém trong phan ba. Ban con nhé lic ching
ta ban luan vé viéc kiém tra xem phién ban trang web nao phu hgp nhat véi
muc tiéu chuyén doi ctia ban khong? Cong cu nay gitip ban phan chia cac
phién ban trang dich (phép diéu tri) cho hai nhém A va B mét cach dé
dang. Google sé tién hanh thir nghiém gitum ban va sau d6 cho ban biét dau
la “phién béan chién thang”.
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Cung nhin qua mot thiét ké thi nghiém mau va cach né hoat dong trén
Google.

Badn mau thiét ké thi nghiém

T6i muon xac dinh xem phién ban leanbranding.com nao sé chuyén doi
nhiéu ngwoi dung dang ky cho ban tin hang tuan hon.

CAN 2O BANG BO BPA PO THOI GIAN
@
THANH PHAN GIA BHNH [T (1T cH i AN 30 KETOLIL KET M AL HOE THEN BiEm
wiY DG XA DUNG EN i1 o KIEN THC TE KOT RA ROTRA EAI HDC
‘THUGNG Hifu rHUIRGHIEU
Trey ich Pl ey f i R TR TR S v g uili Ti b o 0di T I g dGi Titrna o i Ll W2
Tramg e (vdi fang kg nhin dding dang nguiri ding dang | nga ding ddng | chit hébu qud hon
[TV R 30N kyy e kyolia paiénbdn | ky tda phidn g e duipn
chuydn ddinhifu A5t cashan in B st caohon | S ngui King
khichghi thim phign bin B phin bn A ding Wy md,
thamd mgiti dirg
tbregy by b
pHénbdn B
[0 Ciéel 8B

Sau day la cach thiét lap thi nghiém nay theo ngdon ngt “Google
Analytics”:

https://thuviensach.vn



1. Bat tén cho thi nghiém va cho Google biét chi s6 can dung dé chon Iwa
nguoi thang cudc. Pé lam diéu nay, lva chon muc tiéu Google phai st dung
dé so sanh hiéu suét giita hai (hodc nhiéu hon) phién ban trang dich. O muc
tredc, ching ta da thiét 1ap mot muc tiéu bién doi trong dé thanh céng dwoc
dinh nghia la “moi khi c6 nguwoi dang ky nhan ban tin”. Ta c6 thé hiéu mat
cach don thuan rang: “Pay, Google — cach dé may chon lya trang dich tot
nhat cho tui nay la nhin vao so lwgng nguwoi dang ky ma moi phién ban thu
lai dvgc.” Cung st dung muc tieu do cho vi du nay.

Content Experiments - Create a new experiment
o Choose an experiment objective

Mame for this expeariment
| A'B Testing Headline for Subscriber Conve

Objactive for this experiment

Gaoal 1 (Goal 1 Complations)  ~ or - Create a new objective
Percentage of traffic to experiment
258 -

Email notification for important changas

OFF

Advanced Options

m Save for Later Diéscand

2. Google sé chi y nhitng nguoi dung dang ky méi ma moi phién ban trang
dich thu lai dwgc (nhw ching ta da dinh nghia). Phién ban “thang cudc” sé
duwgc chon lwa nhu thé. Hay cho Google biét bao nhiéu phan tram khach
ghé tham can phai tham gia vao thi nghiém. Vé&i vi du nay, ching ta sé
muon 25% khach ghé tham tham gia thit nghiém. Trong muc Tuy chinh
nang cao (Advanced Options), ban con c6 thé cai dat thoi lwgng tién hanh
thi nghiém cung nhiéu chi tiét khac.
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3. Budc tiép theo trong mau thtt nghiém la chi ra hai phién ban Google can
thay phién cho khach ghé tham ctia ching ta. Bé tién hanh, ban nén thiét
1ap hai dia chi URL riéng biét cho phién ban goc cda trang dich va phién
ban luan phién. Trong vi du nay, ching ta sé kiém tra hai phién ban trang
dich ctia Xay dwng Thwong hiéu Tinh gon bang cach thay déi mot yéu to
duy nhat: tiéu dé chinh. Trong khi trang web géc c6 tiéu dé “PAY ROI:
Mot cam nang xay dung thuwong hiéu ‘tw ché” cho nhitng nha khéi nghiép
ghét lang phi va yéu khach hang”, tiéu dé ¢ trang web luan phién la “100
chién thuat sang tao, truyén tai, va rao ban thwong hiéu ‘tw ché’ — ma khong
gay lang phi.”

4. Truedc khi thi nghiém bat dau, Google can phéi c6 phuwong tién giao tiép
véi trang web cua ban dé cho n6 biét rang ching ta dang thwc hién mot
cudc tht nghiém ¢ day. Mot lan nita, diéu nay cé nghia la né sé chén vao
trang web mot doan ma — cu thé 1a & muc <head> cta phién ban géc cda
trang dich.

o Configure you" experiment

Qriginal Pags LRt s with dymamic pamnsles s sapporied
Wek Fags o axpanimen

hipdf = leanbranding.com

Mame for the page
| Grignal

Censolidate expariment for other content reports

Variation 1
Web xags ipexperimen
hitip:d - 'Iaanhrenulng.tomhem

Mame forthe page

Varigtion 1

+ Add Varlation

m Save for Latar Discard
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9 Setting up your expenment code

howdo you want 1o sel up your expenmant code?

Manually insort (i coda | Sand tha cocs 10 wabmis e

Adding seript code to your page

1. Make sure your anginal and vasation pages have Coogla Analybes iracking coda -nsualsud
8. Thon, pasto this swpornmont codo |nn'rnd\ntn1‘-rul'l.nr tho oponng hood lag ot the top of your anginal page.
—u-u-q-gc M-n?f ica Content Exp-er\mﬂ-n- P —
egorplunciion ot _secton]}Huncton u1m:: W func tioa {var
=T TSI o=document, IS0 oD a0, oL SO0,
i1 gearch, indesc D utm_scoed="+k pdiratum:
‘unction f{n)ificivar = indadOfin+'=fifi=1{var j=c.
indac i ikredumn sscapeis. substring{ien. lenginel D7,
lengn: ]\ var k=i uime' ) en=_ uimreod') R= nashod weited
"‘-l':"""ﬂ‘lil wes T il ol pooi=="Trl D Fuuiigar;
w1 google-analyics . comiga 10 FrUlmi e = e
tme="{x b e Bt rrooe =" +000 o e St time=" s Dade).
.’..=|.- MR Radrrvhaaine" ea canalr aokain]! )"
" type="mcijavascrol” charset="utl-2"><\ s c +ript>" )|}
s sl st ulma T, AET) el
«f= Znd of Googe Aralytics Content Expenmant code —2

Additivnal informalion for your experiment code

Exparimant ID: {2Znf0mWTm2fsmTnlyleul
Experiment Key: 741925704

Publish experimeant pages

Publah vour orginal and varabion pages o tho wab.
Whien you're dona - Click Next Step to conlinua,

Aftar you have updaled your pages with the sxpenment code, click Next 1o validale the code, revew your
Cﬂﬂf'ﬂﬂ-’llﬂﬂ. and un e experment

You can aiss continue this setup at & later brme.

=

5. Google sé dam bdo tat ca cac chi tiét (v6i doan ma) dugc tién hanh 6n
dinh. Sau khi qua trinh nay hoan thanh, ban chi viéc nhap chudt vao nuit Bat
dau thtr nghiém (Start Experiment).

BAT PAU NAO

XAY DUNG THUONG HIEU CHO MOT UNG DUNG I0S HAY
ANDROID?

HAY SU DUNG GOOGLE MOBILE APP ANALYTICS
Truy cap google.com/analytics/mobile/ va tai xuong tap tai nguyén (SDK)

dé két noi ng dung dién thoai ctia ban v6i Google Analytics. Ban sé c6 thé

https://thuviensach.vn



thiét 1ap va theo doi nhiéu muc tiéu chuyén doi hitu dung hon nita, chang
han nhv tang cwong sé lwgng khach ghé tham trang dich (qua dién thoai)
nhap chon va tdi tryc tiép tng dung cda ban ti ctra hang.

Nhitng dit liéu hitu ich khac do cong cu nay cung cap bao gom cai dat tng
dung, nguoi dung tich cyc, phan khuc khach hang, man hinh, mitc do tham
gia cua nguoi dung, ti 1& sap wng dung, va cac ngoai lé.

TRANG PiCH: KIEM TRA CAI Gi

Gio day chac han ban da ty tin hon trong viéc thit nghiém (ding khong?),
vay thi hay di sau hon vao mét s6 yéu té quan trong nhat cta trang dich ma
ching ta c6 thé kiém tra v4i cong cu nay:

& Tiéu de

€ Van ban

4 Hinh tuwgng

& Loi kéu goi hanh dong

Ching ta phai lam gi dé nam bat dwoc mitc do thanh bai cta moi yéu to
trén? B4 1a lic chi sé thuyc té phat huy vai tro ctia n6. Bang thong ké sau sé
liét ké mot vai vi du vé nhitng chi s6, hay chi thi, dang lwu y khi dwa ra cac
quyét dinh kinh doanh quan trong lién quan dén trang dich. Hay st dung
biéu mau theo bang théng sau dé xac dinh céac chi s6 thwong hiéu phu hop
v&i mo hinh kinh doanh cta ban.
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Ngudn Muc tiéu Yéutd cod Yéutocothé | Y nghia
thunhap | chuyén déi thé dugcdo = dugc kiém tra
clia thuong luémg dé dé nam bt
hiéu xacdinhsu | nguyén nhan
thanhcéng  thanhcéng
{chisd) {bién s6)
Thanhvién | Tang cudng s | Tilékhach Tiéu dé, vin Ba&i vi thanh vién
tra tién Iugng khich ghéthim ban, hinh trd tién |a déng luc
ghe tham kich heat wiung, lbikéu | thic ddy kinh doanh,
trang dich kich | ché dothanh | goihanh ddng | ching ta sé do ludng
hoat ché da vién tra tién tilé khichghé tham
thanh vién tra trang dich kich hoat
tién tai khoan tra tién qua

thai gian
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Ban hang | Tangcuéngsé | So trang moi | Tiéu dé, van Bdi viban hang quang
quang cao | lugng trang phién (con ban, hinh cao ladéng luz thac
méi mbi khach | diuge biéttdi | tuong, l&i d3y kinh deanh, ching
ghé tham nhin | nhusdlugng | kéu goi hanh 1 & do lutng s0
thay trang trung dbng, lénkét | lugngtrang ma moi
binh) gl dén, dinh | ngudiding ghé tham
dang ndidung | qua thdigian
Dich vy wi | Tang cuong sd | Tilé khach Tiéu d€, van Bdi vi day la thai dai
var lugng ngudi gheé tham ban, hinh kinh doanh dich vu tu
dangkynhan | dangky nhan | tuong, i van, chingta sé do
bantintuvan | bintin kéu goi hinh luéng s6 lugng ngudi
hang tuan dony, dinh hing thu véi cae chis
dang ndidung | dédugcching ta ban
luan va dang ky cap
nhit qua thai gian
Ban hang | Tang cuong sé | Tilé khach Tieu dé, van Bdi vi ban hang ky
ky thudtsé | Iugng khéch ghé tham ban, hinh thuatséla dong luc
ghé tham mua san tuong, ldikéu | thicdaykinh doanh,
trang dich phim ky goi harh déng, | ching ta sé do ludng
mua san pham | thuat so danh sach tinh | tlé khach ghé tham
nang, bang frang dich mua va tai
théng ké {udng sén pham cda
mifc gia ching ta qua théi gian
Lugt L Tang wuong 50 | Tié ngut Tiéu dé, van B vi luyl L3i dng
ung dung | lugng khach tdi ingdung | ban, hinh dung la ddng luc thic
ghé tham nhévao dé tugng, i day kinh deanh, chiing
trang dich xuatcla kéu goi hanh ta sé do ludng ti e t3i
nhapchonva | trang dich dong, bd cuc guong nhd vae trang
taixudng ung | tréndién trinh bay dich (dién thoai) qua
dung tif cira thoai thdi gian
hang
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|
NGUON THU NHAP MUC TIEU CHUYEN B4I CHI 50 BAI KIEM TRA MGUYEN NHAN

¢ —— : =
R A MLk tigu bidn did L thee dia luimig ¢ai i } Tt g |
Lam sap 4 san sinh th 2 :. il 9 | G thé kigm racal gi Céi thid vty tal sac
nhan? thuong hidu ndo litn gidé wic dinh aemda PRl : e
P e i i 4é nim hitly dothéh | chis@naylai quan trong
duean b viec tang cuting haan thanh msc tidu I ) Sk Bt
y ¥ hodic bai? chorvigc kinh doarth?
| nguin thu nhap hay chura?

LY DO VA CACH THUC KIEM TRA CAC YEU TO CON LAI

Viéc hinh dung cach trang dich dan dat ngwoi dung di trén mét con dwong
hanh dong mong mudn (titc chuyén do6i) nhin chung kha don gian. Vé mat
ly thuyét, cac cong cu va chién thuat truyén tai thwong hiéu con lai — nhw
mang xa hoi, SEO, quang cdo truc tuyén, viét blog, va video — c6 nhiém vu
thic day luwgt truy cap cho trang dich, noi qua trinh chuyén doi sau cung
dién ra. Do d6, dé nhan biét tam anh hwdng that sy ctia ching trong muc
tiéu chuyén doi, chiing ta can phai nghi vé viéc truyén tai thwong hiéu mot
cach bao quat nhat. Néi don gian thi: viéc quan sat (va hiéu ré!) bitc tranh
tong thé la v6 cung thiét yéu.

Trong bitc tranh tong thé ma téi dang néi tGi nay, ngudi tiéu dung sé lang
nghe giong néi thwong hiéu ctia ban tir nhiéu kénh khac nhau. Ho sé tié€p
nhan nhitng théng tin vé ban va 16i hita cia ban dya trén nhiéu diém tiép
xtc. Nhiéu dén noi, trén thuc té, chiing khién bic tranh tong thé khong
ngirng maé rong va da trd nén cuc ky hon loan trong nhitng nam tré lai day.
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Vi muc dich tinh gon, t6i sé cho ban thdy hinh minh hoa vé bitc tranh
khoéng 16 nay.

ans xaugn (7 — i
-

%0 Q -~ — . X

QUANG CACTRATIEN &) — =
2 | g 7
BANHSACHEMAL DY ———— * i BOEHIA x
WIDED P
S * (1 MEL G0 BANHDONE _.
THANGCAD BAGD CHI r] R
"

VETBLOG E’; —
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QUAN HE BOITAL ‘E‘: -

£L TAG |
AN CWiC i1
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MANG XA HOI: KIEM TRA NHU THE NAO

Tam anh hudng cia mang xa hoi 1én muc tiéu chuyén doi bao gom hai 16p.
O mot mit, moi 1an ban ding tai ndi dung 1én modt mang xa hoi, ban thuc
chat dang trai n6 trén mét do thi xa hoi khong 16. Biéu nay cé nghia la moi
mot mang xa hoi déu cé tinh nang cho phép nguwdi dung nhin thdy ban be
ctia ho da “thich” bai viét nao hay twong tac vGi nhitng ai. Két qua cuoi
cung la khi ndi dung cua ban thu hiat mot ai dd, n6 ciling sé dugc phoi bay
cho mot phan mang lwdi cua anh ta/co ta. Vong tron phan héi cap so6 nhan
nay gitp dem lai nhiéu ngwoi theo doi trén mang xa hoi hon cho thuong
hiéu cua ban.

Mat khac, cac bai viét trén mang xa hdi c6 thé (va can!) két noi v6i mot
trang dich bén ngoai, noi mot hoat dong chuyén doi dwgc xac dinh c6 thé
dién ra. Ban mudn c6 thém nhiéu nguwdi dung dang ky? Nguwoi dung mai?
Kich hoat ché d6 thanh vién tra tién? Tang cuwong luwgt xem trang? Tat ca
cac muc tiéu chuyén doi nay c6 thé duwgc hoan thanh khi noi dung trén
mang xa hoi bao gom mot 16i kéu goi hanh dong r6 rang dwa ngwoi dung
tGi dia diém mong mudn.
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—. —Chuyén déi bén ngoai
= Chuyén doi bén trong

Bén canh cac tdc dong chuyén doi bén trong va bén ngoai, nhitng moi
twong tac tren mang xa hoi dang ngay cang tré nén quan trong trong viéc
cai thién thit hang tim kiém ctia thwong hiéu. Cac thuat toan, titc cac luat 1€
ma cong cu tim kiém tuan theo khi liét ké trang web, dang dan cha trong
hon vao danh tiéng mang xa hoi ctia thwong hiéu. Hay thit nghi vé sy khac
biét gitta mot thwong hiéu c6 50.000 nguoi theo doi trén Google+ va mot
thwong hiéu khong hé hién hitu trén mang lwdi day. Ban sé tin twdng
thwong hiéu nao hon? Cac cong cu tim kiém ciing da bat dau suy nghi theo
hwéng nay. Ching ta sé ban luan thém vé tam anh huwdng cta téi wu héa
cong cu tim kiém & phan sau chwong.

Gio day han ban da hiéu vi sao mang xa hoi lai c6 thé tac dong dén qua
trinh hoan thanh muc tiéu chuyén doi, vay tiép theo hay cung kham pha
mot s6 bién phap do lwong né.
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Do ludng tac déng chuyén doéi bén Do luding tac déng chuyén déi bén ngoai
trong (tic cach cac hoat dong twong (tuic cach cac hoat ddng tuong tic trén
tactrén mang xa hdidéng gop vao mang xa hdi dong goép vao viéc kich hoat
viéc dem lai thém nhiéu ngudi theo su chuyén d6i tai mot trang dich bén ngoai)
déi cua ciing mang ludi]

Muic 66 lan toa cla bai viet Muc €0 hiéu qua cla viéc gidi thiéu (con
Muic 40 thu hit wia bai viét dudng muc tiéu)
Nguiori theo déi/ham mé mdi Cac dau mdi kich hoat dugic

Bén trong: Po lvong mirc do lan téa, mirc do thu hit caa bai viét, va so
lwvgng ngudi theo doi trén mang xa hoi

Nhitng hé thong quan ly mang xa hdi nhw Hootsuite, Buffer, va Sprout
Social dwgc st dung dé do lwong mitc do lan téa va thu hut cta thwong
hiéu trén toan cau. Moi khi chiing ta 1én lich va dang tai mot bai viét nao
dé, cac nén tang nay sé cho ching ta thay mitc do hiéu qua ctia né & nhiéu
cap do. Ngoai nhitng dich vu do bén thi ba cung cip, hau hét cac mang xa
hoi 16n déu cung cap nhitng tinh nang phan tich riéng ctia ching. Chuing ta
sé tim hiéu k§ hon vé Facebook Insights va Twitter Analytics, bai day la
hai trang mang xa hoi vé6i lwong ngwdi truy cap nhiéu nhat.!

I http://www.alexa.com/topsites

Nhu t6i da ti'ng néi ¢ phan trudc, triv phi ching ta biét r6 minh dang dao
béi cai gi, cong cu chi don thuan la cong cu. Trwdc khi chiing ta dan than
vao cong cugc doc cac bao cao tw hai mang xa hoi trén, hay cung xac dinh
xem nhitng chi s6 nao la thuc té dwa trén cac muc tiéu kinh doanh ctda
ching ta cling nhu cac muc tiéu chuyén doi dugc thiét ké nham hoan thanh
chung.
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Ngudn Muc tiéu Yéu té c6 thé Yé&u 10 ¢o thé Y nghia
thunhdp | chuyén doi dudcdoluding | duockiém tra dé
clia thuang déxacdinhsy | ndm bit nguyén
hiéu thanh cang nhan thanh cong
{chi sb) (bién s8)
Thanhvién | Tang caudngsd | Muc €0 thu hut Tiéu ¢é, hinh Bdivi thanhvién
tré tién luong khich cua bai viét tuong, & kéu goi tra tién 13 déng
harg tidm Eiabiidic LU hanh dang I thie d3y kinh
nérig tuang thich, Iuat chila doanh, ching ta sé
14c vidi cac sé,56 i nhip do ludng s6 lucng
bai viét trén chuét, vi binh khach hang tiém
mang xa hoi Wadn nang tuong tac vl
li liﬂ 111‘ 1a n_r.!an Twitter: [ tac bal iﬁ ngz Imf
dé xuat gia z ' gquan dén dé xuat
e thich, luot e ]
tri cOt 16i cda s gid tri 2Ot 10i cla
ehiing ta retweet, so cl chihgta
nhip chubt, vi
traldi

Thu hut 1a mot tiw khé. Ban hay thit nhd lai lan cudi cung minh bi mét thi
gi d6 thu hiit xem. Ban khong chi quan sat n6 don thuan; ma that sy twong
tdc vGi no: biéu 16 cam twdng cua ban vé nd, chia sé n6 véi nhitng nguoi
khac, va/hoac cho né thiy sy chap thuan cia ban. Nhitng hanh dong don
gian ay, du c6 lién quan téi cac muc tiéu chuyén doéi ctia ban hay khong,
déu dwoc dich nghia theo nhitng cach khac nhau tuy vao loai mang xa hdi.
Chiing ta can phai nhan biét dwgc nhitng tin hiéu nay dé van dé thuat ngir
khong xen vao qua trinh do lwong.
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Yéu t6 tuwong duong: Pinh nghia chi s6 cda tilng mang xa hoi
Mang x& hol | “Biuld | “Chia sé véi “Chothdy | “Nhdpvao” | “Tham
y kién” ngudi khac” suchap gia”
thuan”
Facebook Binaluan | Chiasé Thich Nhip chudt Noudi
hdm mé
Twitter Tra lai Retweet Yéu thich | Mhdpchudt | Noudi
theo dai
Pinterest Binn ludn | Repin Thich Nhap chuét MNouéi
theo déi
Instagram Binn ludn | (Instagram that Thich (Tueing tu, MNoudi
ra chua phattrién chiing tz theo déi
mdttinh ndng chua thé mo
chiasé ndi dung lién két truc
“ban dia”, do d¢ liép Tl cdc
tat ca rhing gi bai dang trén
chingtacé la Instagram)
nhdmg dng duny
do bénthi ka
phat trién)
Linkedin Binnluan | Chiase Thich Nhap chudt Noudi
theo doi

Mot khi ban da biét cac chi s6 minh dang tim kiém la gi cling nhw moi quan

hé giita ching v&i cac muc tiéu kinh doanh va muc tiéu chuyén doi cua ban,

phan viéc con lai chi la tim doc trye tiép bat ky bai viét nao ma ban cé thé

truy cap.

Cach doc Facebook Insights

C6 hai cach dé quan sét cac dir liéu cua Facebook: bang trinh duyét hodc tai

xu6ng mot bang tinh. Néu ban quyét dinh sé xem dir liéu tryc tiép trén trinh

duyét cua minh, hdy truy cap vao https://www. facebook.com/insights/ va

chon mot fanpage cu thé. Trang chu téng quan cta ban sé trong nhu sau:
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Céac phan tich dya trén trinh duyét nay sé cung cap du dit liéu nham gitp
ban c6 duwgc mot bao cdo co ban va dwa ra quyét dinh. Tuy nhién, ban van

nén tdi xudng bang tinh dé so sanh nhitng diém dir liéu cu thé xuyén sudt
mot giai doan dai cling nhw viét nén nhitng ban bao cdo tuy chinh.
Facebook Insights khong kha dung v&i nhitng dit lieu cé trude 19/07/2011.
Khi nhap chon vao cac thé con lai & hinh trén (Likes — Thich, Reach — Lan
toa, Visits — Luwgt ghé tham, Posts — Bai viét, People — Nguoi dung), ban c6
thé nhin thay tat ca chi tiét lién quan dén ting chi s6. Ching cé thé giup
ban tra 161 mot vai cau hoi sau day:

Thé Likes

# Biéu do Tong luot thich trang
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— SO lwgng ngudi theo doi thwong hiéu da phat trién nhw thé nao theo thoi
gian?

— Diéu gi khién ngudi dung thich hodc bé thich trang thuwong hiéu cua
ching ta? (Nhap chon mdt thoi diém cu thé bat ky trén biéu do dé tim
hiéu.)

4 Biéu do Luot thich qua mang

— Vé mat tong quat, thwong hiéu ctia ching ta dang thu hit hay mat di
nhiéu nguoi theo déi hon moi ngay? (Theo doi duong ké dé thay mic do
can bang Luot thich qua mang. S6 liéu nay danh ddu xu hwéng.)

July 10, 2014

Ly Souroey Unike Sources

Like S0t

Anis pogd Sporsored FAcring

O Yiouw Pags

Urecntegoseed Bobily

Yeouor Poats

— Mitc do can bang cé dac biét xau di vao mot ngay cu thé nao khong?
Chuyén gi da xay ra vao ngay do?

& unimes I Organic Likes B FaioUkes
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@ Biéu do Luot thich caa ban t6i t dau

— Nhitng kénh nao dang dem lai nhiéu ngudi theo déi cho thwong hiéu cta
ban?

Thé Reach

4 Bao nhiéu nguoi da thay cac bai viét ma thwong hiéu ctia ban dang tai?
Bao nhiéu phan trong su lan téa do6 la “ty nhién” (do cac quan hé twong tac
tw nhién) va bao nhiéu phan dugc tra tién (do day manh quang cao)?

€ NOi dung cua ban nhan dugc bao nhiéu lugt thich, binh luan, va chia sé
moi ngay?

4 Bao nhiéu nguwdi da an cac bai viét ctia ban khéi dong thaoi gian cua ho,
bao cao ban la spam, hay bo thich trang cua ban?

Thé Visits
4 Muc nao trong trang ctia ban dwgc xem nhiéu nhat?

€ Bao nhiéu nguoi da twong tac voi thuong hiéu cua ban theo nhitng cach
khac ngoai binh luan, thich hoac chia sé?

4 Bao nhiéu nguoi da nhac dén thwong hiéu cta ban, dang tai noi dung nao
dé6 1én trang cia ban, check in tai dia diém cta ban, hodc yéu cau mot trong
nhitng dé xuat cta ban?

4 Nhirng trang web bén ngoai nao dang dem lai cho ban nhiéu ngudi xem?
Thé Posts

€ Nhitng nguoi ham mo thwong hiéu cuaa ban I1én mang vao thoi gian nao?
(Khi nao la thoi diém tét nhat dé dang tai ndi dung?)
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4 Dang bai viét nao mang lai hiéu qua thu hut va lan téa tot nhat?

€ Mic d6 lan téa va thu hiat cia moi bai dang la nhu thé nao? (Ban c6 thé
sap xép ching bang cach nhap vao tiéu dé ctia moéi cot. Chang han no sé

cho ban thay 10 bai viét 16i cuon nhat.)

Thé People

4 Nhitng nguoi theo déi thuwong hiéu ctia ban c6 dac diém gi6i tinh, do
tudi, dia diém va ngon ngi¥ nhuw thé nao?

# Ai gan két v6i ndi dung ctia ban nhiéu nhat, dan 6ng hay phu nit? Ngwoi

tré hay nguoi gia?

Sau khi ban da xem qua céc chi sé thuc té nay, hdy can nhac mot trong cac
hoat dong dwdi day (hodc tat cd) dé cai thién hiéu suat chuyén doi bén trong
cda trang thwong hiéu (titc nang cao so lwgng ngudi theo doi mai).

Chisé

Hanh d@bng

Lugt thich tiéu cuc

Mé tranh cac su kién dién ra vao ngey ma thuong hiéu
clia ban nhan dugc két qua luat thich tiéu cuc (tic sé
lugt b thich cao hon nhiéu sc vdi sb lugng thich)

Lozi bai dang cb siic hit
cac nhat

Bling t3i nhigu kan loai ndi dung dem lai nhidy luot
thich, cii nhap chuét, binh luan, va chia sé nhat

Baiviét 1& cd siic hit cao nhit
trong thang trugc

Phan tich ndi dung va cic yéu té dem dén thanh cbng
clia bai viét cing nhu binh luan cla ngudi thec doi
danh cho nd, sau d5 tim cach tai tac no.

Dat nudc s¢ hiu nhiéu ngudi
ham ma nhat

Péng tai nhitng ndi dung phan anh béi canh cla dat
niidc da

D6 tudi cta phan lén ngudi
him méd

Ping tai nhig ndi dung I&i cudn do tudicy the do

Cach doc Twitter Analytics
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Twong tv nhw Facebook, Twitter vira cung cap cac phan tich trén trinh
duyét vira cho phép tdi xudng cac bang tinh. Ban cé thé tim thay nhitng dir
liéu nay bang cach truy cap https://analytics.twitter.com.

Thé Tweets sé cho thdy mitc do thu hit cda tirng bai viét trén Twitter cta
ban. Mitc do thu hit nay, nhw t6i da trinh bay, dugc hién thi qua s6 lugt
Yéu thich, Retweet, va Tra 10i, cac yéu t6 twong dwong vGi Thich, Chia sé,
va Binh luan trén Facebook (hady nhin lai bang Yéu t6 twong duwong).

Thé thit hai hién thi nhitng thong tin vé ngudi theo déi cia ban: ho da tang
trrdng ra sao, quan tam dén cai gi, cu tri & dau, la nam hay nit, dang theo
doi nhitng ca nhan nao khac.

" -"\:‘-a:':-"nil'lﬂ Tweets | Fofiowers  Twitiar Cands AEGoan ¥

Fcllowers

A INOANEE B DF TRENFANE (DR SO0 AN FTICING i)

B

1
E
Ex

o

Interesks Location
Mosl uredue inkerests 7 Tog coumiries and S1amws

Topizz that your Fellowers ore
mos inkerscied in

Sau khi ban da xem qua cac chi so thue té nay, hdy can nhac mot trong cac
hoat dong (hodc tat ca) dudi day dé cai thién hiéu suat chuyén doi bén trong
cua trang thuong hiéu (tirc nang cao s6 lwgng nguwdi theo doi méi).
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Chisé Hanh déng

Doan tweet cé nhiéu lugt Phén tich nd' dung va cac yéu t6 dem dén thanh céng
retwreet nhat cua doan tweet cling nhu phan hoi cla ngudi theo doi,
sau do tim cach tai tao no.

Cha dé thu hit ngudi theo dbi Biang tai nhiéu han nhimg ndi dung xoay quanh chil

clia ban nhat de nay
Gidi tinh cGa phan Ién ngudi Bang tai nhing néi dung thu hit nhdm gidi tinh cy
ham mé thé nay

Cach doc cac phan tich hinh anh (Pinterest, Instagram, Tumblr)

Tam quan trong ngay cang lén ctia cdc mang xd hoi 1ay hinh anh lam nén
tdng nhu Pinterest va Instagram da tao nén nhu cau cho nhitng cong cu
phan tich cé thé gilip ching ta gidi ma tang bang dang chim sau dudi bé
mat.

Hay chud y sy xuat hién ctia nhitng céng cu nhw Curalate (kha dung cho
Pinterest, Instagram va Tumblr), Totems (Instagram), Piquora (Pinterest,
Instagram va Tumblr) va Iconosquare (Instagram).

Bén ngoai: Po lwong mirc do hiéu qua cua viéc gioi thiéu qua mang xa
hoi va so lwgng dau mai kich hoat

Hay truy cap vao tai khodn Google Analytics cua ban va nhdp vao muc Xa
héi (Social) trong phan Bao cdo chuyén doi & bang diéu khién bén trai.

Muc nay sé gitp ban hiéu duwgc thit Google dinh nghia la tdc dong xa hoi
cta ban: tong gia tri do s hién dién trén mang xa hoi cta thuwong hiéu tao
dung, dwoc thé hién thong qua nhitng sy gidi thiéu, chuyén doi, nhitng
trang dich ching twong tac vai, va cach ching st dung cac nut twong tac
xuyén su6t trang web. Hay can nhdc bao cdo mau sau vé két qua cta viéc
gidi thieu qua mang xa hoi:
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Avg. Session

Social Metwerk Sesihons & Pageviews Duration Pages | Session
1. Fateboohk T3 (2e.52%) 892102 %) 0o 1g 1.27
2. Twittar Tijar7e%) 142 431 42%) 000848 185
3. Googla+ > T4 (27.00%) 117 (25.88%) 00:01:40 165
4, Linkedin 16 (£.08%) HE(7.86%) 00:03:34 2.9
4. Pintenest 13 (484a%) 4 (T.50%) 000041 .02

Khéng khé dé phat hién ra rang Facebook la mot kénh truyén théng dac
biét quan trong cho thwong hiéu nay vé mat s6 luwgt ghé tham, trong khi
nhitng khach ghé tham LinkedIn danh phan 16n thdi gian cho ndi dung cta
né. Kién thitc nay c6 thé gitp ban thiét lap cac wu tién cho chién lwgc
truyén tdi thwong hiéu ctia minh.

Gio hdy cung nhin qua cac trang dich va lién két riéng 1é dwgc nhac t6i &
cac bai viét trén:

| Avg. Besalsn Catn Hub Pagas |
Snared USL Seamiorg . b Paasviewn Duration Activitis Hussion

e and g ool free-we nars-week-10-

i div-tactica-zreale-sall-your- BB {2 08 %) A 28 20%) 0 0t 0 q ) T35
startup XS HE0390e-brand
2. Woan lEanbrand ngoomy T4 {E0NY) L-FRRER-F Q00 46 B {1%.00%) 85T

leanbrarding comblogM-amaz ng-ools-alle-

your-orand %E 2480400 ending-page 19 [7.37%) 3 [ToE%) QUL Al 1 25T B8

DPo6i véi ngay cu thé nay, Google Analytics cho chiing ta thidy rang hau hét
nhitng khach ghé tham mang xa hoi (thong qua gidi thiéu) déu duwgc dan tGi
trang chu va mot thong bao vé hoi thdo trén mang, theo sau la mot bai bao
vé cac céng cu trang dich cho nguwdi khdi nghiép. Ban c6 thé yéu cau
Google wdc tinh dit liéu nay véi bat ky khoang thdi gian nao, mac cho no
co la ngay, thang, hay nam di chang nira.

TIEP THI QUA MANG XA HOI: KIEM TRA CAI Gi
Chu dé cta néi dung

Chu dé nao kich thich sy tham gia cta khan gia nhat?
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Dinh dang noi dung

Loai bai dang kich thich sy tham gia ctia khan gia nhat? (Hinh anh, video,
van ban?)

Kénh truyén thong

Pay c6 phai la mang lwdi to6t nhat dé toi tiép can khan gia muc tiéu cta
minh? Khan gid muc tiéu c6 dang tham gia mot mang lw6i méi nao khong?

Thoi gian phdn bo
Thoi diém nao cua ngay nao trong tuan phu hgp véi khan gia nhat?
Mat do phan bo

Bao nhiéu bai dang trong mot ngay la vira da dé thic day hoat dong tuwong
tac hiéu qua nhat?

TOI UU HOA CONG CU TiM KIEM: PO LUONG NHU THE NAO

Suy nghi vé t6i wu héa cong cu tim kiém khong phai la mot hoat dong thich
tha gi cho lam. Néu so vGi nhitng thanh phan chién lwgc thwong hiéu khac
noi ban c6 thé thoa strc sang tao va truyén cam hing, viéc nam bat cach
hoat dong ctia mét thuat toan phitc tap nghe — it nhat thi cling — vo cung té
nhat.

Sau day la diém thd vi: ban da bao gio thit nghi xem do dau ma ngudi tiéu
dung biét dén thwong hiéu cua ban va quyét dinh di theo né chwa? Google
va Shopper Sciences da nghién cttu 5.000 ngwdi mua sam vao nam 2010 dé
trd 151 cu héi nay.! Ho phat hién thdy mot hién twgng mang tén “Thoi khic
cta su that” (Zero Moment of Truth hay ZMOT): khodnh khac phoi bay
thirong hiéu lan dau tién, dién ra ca truede khi nguweoi tiéu dung nhin thay san
pham cua ban trén ké ban (& ctta hang hodc tryc tuyén). V&i ZMOT,
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thwong hiéu ctia ban c6 mét co hdi duy nhat dé chiém lay sw chu y cda
khach hang va kich hoat viéc mua hang.

I http://www.google.com/think/collections/zero-moment-truth.html

Céac cong cu tim kiém da tr¢ thanh mot nguén théng tin dac lyc cho nhitng
nguoi tifu dung dang mang trong minh mot nhu cau hay khao khat nhat
dinh. Ban c thir nhé lai hanh vi cia ban than vao lan gan day nhat ban gap
ric r6i xem. O thoi dai Internet, gidi phap chi cach ching ta vai ct nhap
chuot, va viéc gé “Cach...” vao bat c¥ cong cu tim kiém nao la thao tac
pho bién dau tién trong qua trinh gidi quyét van dé cia nguoi tiéu dung.

Khong may thay, hé thong thuat toan ctia cac cong cu tim kiém lién tuc
thay déi dén byc minh. Tuy ban luén cé thé tim mdt ca nhan s& hitu kién
thitc chuyén mon cu thé dé “xam nhap” thuat toan hién tai, ban nén danh
khoang thoi gian quy gia dy cho nhitng quy tac SEO co ban von khong thay
doi thwong xuyén nhu thé. Ching ta da nhac t6i mot vai quy tac nay &
Chuong 3:

4 Nhac dén tit khoa cang nhiéu cang t6t, ddm bado tuan thu cac quy tac
HTML SEO, vi du nhw dé cap cac thuat ngit (tv khda) ¢ thé mo ta khai
qudi, noi dung van ban, va phan mé dau.

# Thiét lap duong dan qua lai v6i nhitng trang web khac.
4 Cung cdp so do trang web cho cac cong cu tim kiém.
4 Xay dung ndi dung thu hat dé kich thich lwgt theo doi chat lwgng.

# Thiét 1ap cac tai khoan mang xa hoi cong huwéng tét véi khan giad. Hay
cung diém lai nhitng bién phap kiém tra cach cong cu tim kiém “doc”
thwong hiéu ctia ban hiéu qua nhat.

Po lvong mirc do hiéu qua cia SEO trén trang dich
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Stt dung On-Page Optimiztion Tool do Internet Marketing Ninjas! phat
trién hodc bat ct cong cu bao cdo SEO twong ty nao khac dé phat hién
nhitng van dé c6 thé xdy ra vdi tir khéa va dwong dan cda ban. Sau khi ban
da chen vao dia chi URL cua minh, cac cong cu nay sé dwa ra mot bao cao
cho biét cac van dé c6 thé xay dén cling nhw ggi y bién phap x ly.

I http://www.internetmarketingninjas.com/seo-tools/free-optimization/
Po lwong thit hang caa trang dich so véi cac doi tha

Bdi vi Google, Bing va Yahoo! La ba cong cu tim kiém ndi tiéng nhat &
nwdc My (tinh dén 1/2014), ban c6 thé m& dong thoi ba trang nay trén trinh
duyét yéu thich va tim kiém cac tr khéa quan trong nhat ctia ban dé xem vi
tri hién tai cda thwong hiéu. Tuy nhién, néu ban khéng nam trong nhitng
trang dau tién, ban sé rat khé tim thay vi tri ctia thwong hiéu theo cach “tha
cong” nay. SEOChat da xay dung mot cong cu cho phép ban so sanh th®
hang trén hai cong cu tim kiém bén canh nhau cho t6i hang 50.> Ban chi
can dién vao nhitng tir kh6a ma minh quan tam ctung véi dia chi URL va dé
cong cu lam phan con lai. Trong vi du duwéi day, ban cé thé thay thit hang
cua leanbranding.com so vd@i cac trang web twong ty nhu Google va Yahoo!
khi tim kiém cum ttr lean branding. Cac vong tron dai dién cho dia chi URL
cta thwong hiéu, con cac duong ké thé hién sy khac nhau vé thit hang gitta
hai cong cu tim kiém.

2. http://tools.seochat.com/tools/google-vs-yahoo-search-results/
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Compaore Google, Bing, Yahoo, Ask, Blekko Ronkings
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Po lwong nhirng tiv khéa dang duwgc nguoi tiéu dung sit dung dé tim
kiém thuong hiéu

Hay m& Google Analytics va chon T6i wu héa cong cu tim kiém (Search
Engine Optimization) & muc Acquisition. Phu muc Truy van (Queries)
trong do sé bao gom cac tir ngit cu thé duwgc nguwdi tieu dung str dung khi
cong cu tim kiém cta Google tra lai trang web cta ban. Sau day la mé6t vi
du tw leanbranding.com:
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Query

1. branding

2. brand press

3. lean branding

4. brochure design examples
5. name creation

6. lean logo

Bang cach nhin qua so6 lwgt hién thi (s6 lan trang web ctia ban xuat hién),
ct nhap chudt, nhap qua (s6 lwot hién thi dan dén viéc ghé tham trang
web), va vi tri trung binh, ban sé c6 thé do lwong dugc cac chién lwgc
truyén tai thuwong hiéu ¢ dudi. BE sap xép mot cbt bat ky (tv dau tdi cudi
hodc ngugc lai), ban chi can chon tiéu dé:

Danh sdch truy van

Nhitng tir khoa ching ta trong dgi c6 xuat hién trong danh sach truy van
khong? Nguoi tiéu dung cé dang st dung cac thuat nglt dugc ching ta toi
wu hoa dé tim kiém thwong hiéu khong?

Ti 1é nhap qua
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Cac thuat nglt nao dem lai ti I€ nhap qua cao nhat? Piéu nay cé thé gitp tra
10i cau hoi: ndi dung tryc tuyén nao chi cé ¢ ching ta dang duwgc ngudi tiéu
dung tim kiém?

Luot hién thi

Cha dé nao dem lai nhiéu lwgt hién thi — co hoi mé cho nhitng ndi dung
thuwong hiéu xoay quanh chiing — nhat?

TOI UU HOA CONG CU TiM KIEM: KIEM TRA CAI Gi
Hay thoai mai thit nghiém mat trong cac bién sé sau day:

@ Cac tr khoa chinh dwgc st dung trén trang web cua thvong hiéu
@ Thé thong tin cta trang web

# Loai ndi dung xung quanh cac chua dé chia khoa

QUANG CAO TRA TIEN: PO LUONG NHU THE NAO

Hay tht twéng twong mot tdm bién quang cdo. Mot tdm bién quang cao
khong 16 va dat tién ngay gitta long mot khu vic cao cap. Gio hay tudng
twgng thwong hiéu ban trén do. Bat dau tinh todn chi phi: in 4p phich, thiét
ké, va chi tiéu danh cho quang cédo. Tuy theo cdp do kinh doanh ctia ban ma
chi phi nay c6 thé tré nén to 16n hoac khong.

Du sao di nita, t0i cling do ban tinh toan lgi nhudn trd vé ctia n6. Ban sé can
nhac diéu gi dau tién? Ban sé xac dinh s6 lwgng khach hang tiém nang nhin
thay thwong hiéu cta ban nhw thé nao? Ban sé lam sao dé phan biét nhitng
nguoi qua duwong binh thwong v6i nhitng ca nhan c6 hing tha? Sy khé
khan trong viéc do lwong 1gi nhuan tra vé truc ti€p chinh la cam bay 16n
nhat cta quang cao truyén thong. Khong quéa kho hiéu khi nha buén John
Wanamaker da n6i vao nhitng nam 1900 rang:
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Mot nira sé tién t6i danh cho qudng cdo la ldang phi; chi cé diéu t6i khong
biét dé la nira nao.

UNG TO!

_ Mébt ngan hangd pha san

MUA SAN PHAM CUA CH

HAY

D6 1a 1y do vi sao xuyén sudt cudn sach nay toi da gidi thiéu mot loat
nhitng chién lwgce truyén tdi thuwong hiéu tryc tuyén cé thé dugce do lwong,
kiém tra va diéu chinh mét cach ky cang duva trén nhitng bang chitng xac
thie. Quang cdo truc tuyén khong phai 1a ngoai 1€é.

Bay gio, thay vi twéng twong mot tdm bién, ban hdy hinh dung mot quang
cdo tryc tuyén cho thwong hiéu ctia minh. Ban sé nghi gi néu t6i néi rang
quang cdo nay dugc két ndi véi mot doan ma co thé duge “theo doi” khap
World Wide Web? D6 chinh la vai tro cia mét pixel hay ma chuyén doi.
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Ngay nay ban han khong thé théa man néu chi biét liéu mot ngudi dung co
nhin thdy quang cdo cia ban hodc nhdp vao n6 hay khéng. Cac doan ma
chuyén do6i c6 thé dugc st dung cung lic v6i quang cédo trirc tuyén nham
tim hiéu xem diéu gi da xdy ra sau khi mot ngudi dung nhap vao lién két.
Co ay c6 mua san pham dién t& cta ban khong? Cé dang ky nhan ban tin
cap nhat khong? Cé chuyén doi khong?

Hay cung nhin lai cach thitc hoat dong ctia cac doan ma hoac pixel chuyén
doi trén Google AdWords va Facebook Ads.

Theo doi sy chuyén doi bang Google AdWords

1. Bang nhap vao tai khoan Google AdWords ma ban da tao ¢ Chuong 5
(tai adwords.google.com).

2. Chon muc Coéng cu (Tools) va nhap vao niat Chuyén doéi (Conversion)

3. Ban con nh@ ching ta titng dinh nghia sy chuyén doi nhv mét hanh dong
mong muon ma chuing ta trong doi khach hang sé thyc hién khong? Bay gio
1a Iic chiing ta cho Google AdWords biét si chuyén doi nay sé dién ra nhw
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thé nao, trén trang web, tir cac cudc goi truc tiép, & cac lwgt tdi xudng trong
ctra hang ng dung, cung nhiéu lwa chon nang cao khac.

4. Tiép theo hdy xac dinh mot s6 cai dat cho cong cu theo doi chuyén doi
nay. Ban dang theo ddi loai chuyén dé6i nao?

Pang ky, dau moi, nhin thay trang web don thuan, hay hoan thanh mot don
mua hang? Ngoai ra ban cling can xac dinh xem Google sé theo doi sy
chuyén doi nay trong bao lau ké tiv lan nhap chudt dau tién. Khong phai
nguoi dung nao ciing sé chap nhan dé xuat ctia ban ngay lap titc, do do viéc
thiét 1ap khung thoi gian l1a v6 cung thiét yéu dé qua trinh theo déi chuyén
do6i khong mac phai sai sot.

5. Chén doan ma chuyén doi vao trang web (hodc nhd cdy mot ngwoi co
chuyén mon).

6. Theo doi Bao cdo chuyén doi (Campaign Reports) dé biét s6 lwgt chuyén
doi do moi quang cao kich hoat duge. Google khong chi theo doi nhitng sw
chuyén do6i dén tir cac ci nhap chudt (ti 1€ chuyén do6i) ma con chi y dén
lwgt xem (chuyén doéi qua lvgt xem).

7. Sau do, ban c6 thé quyét dinh chi tra tién cho Google AdWords khi nao
mot nguwdi xem chuyén doi dwa trén muc tiéu ban vira tao dung.

Theo doi si chuyén doi bang Facebook Ads

1. Truy cap vao https://www.facebook.com/ads/create/ va chon mot muc
tieu chuyén doi bat ky trong danh muc chinh.

2. bat tén cho pixel chuyén doi, doan ma ma ban sé chén vao trang web dé
Facebook c6 thé theo doi hanh vi ctia ngwoi dung.

3. Tiép theo, chén doan ma vao trang web noi sé dién ra qua trinh chuyén
d6i. Ban con nh¢g trang Loi cdm on da dugce ching ta thiét 1ap cho thw
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nghiém trang dich ¢ phan dau chwong khong? Ching ta sé st dung n6 mot
lan nita dé kiém tra xem liéu nguwdi dung da hoan thanh qua trinh chuyén
d6i mong mudn (dang ky nhan ban tin cap nhat) chua.

4. Néu muon lgi nhuan tra vé cho viéc dau tw quang cdo trd nén rd rang hon
nita, hdy dam bédo rang ban da chon tuy chinh “Pau thau cho chuyén doéi
trén web” (Bid for Website Convertions) & muc “Pau thau va dinh gia”
(Bidding and Pricing). Facebook sé chi tinh phi cho ban khi nguwoi dung
nhap vao quang cdo va chuyén doi. Bo6 la cach dé ban quang cdo thong
minh!

QUANG CAO TRA TIEN: KIEM TRA CAI Gi
Tiéu de

Tiéu dé quang cao tric tuyén nao co thé thu hut khach hang va dem lai
nhiéu sy chuyén do6i nhat?

Hinh tugng

Nhitng hinh anh ho tr¢g quang cao trurc tuyén nao dem lai nhiéu sw chuyén
do6i nhat?

Noi dung/van ban

Thong diép nao ctia quang cédo tryc tuyén dem lai nhiéu sy chuyén doi
nhat?

Loi kéu goi hanh dong

Loi kéu goi hanh dong nao ctia quang cédo tric tuyén dem lai nhiéu su
chuyén déi nhat?

Trang bién doi
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Sau khi ngudi dung da nhap vao quang cao tryc tuyén, phién ban trang dich
nao sé dem lai nhiéu sy chuyén doi nhat?

VIET BLOG: PO LUONG NHU THE NAO

Nhu ban da biét, cac thwong hiéu thanh céng luén tién hanh dwa khach
hang tir A dén B, trong do6 B la ban thé ma khach hang muén tré thanh. Mot
cach dé ngwoi mua tiém nang biét san pham hay dich vu ctia ban c6 thé dwa
ho dén do6 la pho bay thwong hiéu cta ban nhw mét chuyén gia trong linh
vure lién quan t6i nhu cau hodc mong muén cta ho. Chiing ta mudn truyén
tai dugc thong diép “ban cé thé tin twdng chuyén mon cta ching t6i trong
viéc giadi quyét van de X”.

Mac du hién nay ton tai rat nhiéu chién lwgce tiép thi néi dung, Idnh dao
bdng suy nghi c6 thé tao dyng long tin thuwong hiéu hon bat ky chién lwgc
nao khac. Nhitng thwong hiéu biét dinh vi ban than nhw nhitng nha lanh dao
bang suy nghi sé c6 thé hinh thanh nhitng maéi lién két sau sac trong tam tri
cua nguwoi tieu dung.

Hay nghi vé mot van dé cu thé ma ban dang c6 gang giai quyét trong thoi
diém hién tai. Néu nhuw t6i lién tuc dang tdi nhitng ndi dung lién quan dén
cach gidi quyét van dé dy cta ban — nhitng ndi dung thé hién chuyén mon
cta toi — han ban sé bat dau lién hé t6i vdi gidi phap ding khong nao? Moi
lién két van dé-giai phap nay chinh la diéu khién tiép thi ndi dung tr& thanh
mot chién lwgce truyeén tai thuwong hiéu tuyét voi.
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Mot vai phép do cho thdy mirc d6 hiéu qua cta viéc dinh vi thwong hiéu
nhv mot 16i tat cho hanh trinh kham pha ban than ctia ngudi tiéu dung
thong qua cac bai viét trén blog bao gom:

4 Co bao nhieu nguoi dung doc dugc noi dung nay?
® Ho c6 danh mot khoédng thoi gian kha kha dé xem lai né khong?
€ Ho c0 chia sé no v6i nhitng nguoi khac khong?

€ Ho c6 dang nhdy tir mot bai viét nhat dinh t¢i mot muc tiéu chuyén doi
mong muodn (dang ky nhan cap nhat, dang ky thanh vién, mua hang, v.v..)
khong?

Po lwong so lwvgng nguoi diung doc dwgc noi dung va thoi gian ho danh
cho no

Hay dam bdo rang trang blog thwong hiéu ctia ban dwgc két ndi v6i mot
nén tang phan tich chac chan. Google Analytics, nén tdang ma ching ta da
stt dung xuyén sudt cuén sach nay, cung cap mot tap tinh nang cé chat
lwgng mién phi. Chi can lwét qua phan Nhom noi dung (Site Content) &
muc Hanh vi (Behavior), ban sé c6 duwgc mot cai nhin rd rang vé tong s6

https://thuviensach.vn



lan xem cta moi ndi dung va thoi lwgng thoi gian nguwoi dung danh cho
chung.

1] Behavior

Overview

Behavior Flow

« Site Content
All Pages
Content Drilldown
Landing Pages

Exit Pages

Do lwong mitc do chia sé cia noi dung

Ban da bao gio thdy mot “thanh chia sé” nhé khi doc mot bai bao trén
mang chwa? Trang blog cho thiong hiéu cta ban cling can mét cong cu nhw
vay, va day la ly do: cac thanh chia sé nay thu thap nhitng di¥ liéu quan
trong vé cach cac bai dang cua ban dang dwgc chia sé. Tuy ban van c6 thé
cai dat nhitng nut chia sé doc lap tir hau hét cac mang xa hoi, nhwng dich vu
do bén thit ba cung cap sé mang lai hiéu qua cao hon nhiéu do ching tap
hop tat ca dir liéu vé mot chd. Mot s6 dich vu noéi tiéng nhat gom co
AddThis (addthis.com), ShareThis (sharethis. com) va AddToAny
(addtoany.com).
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Khi doc bao cao phan tich cia mot trong cac thanh chia sé trén, ban hay Iwu
y nhitng diéu sau:

Chu trong ndi dung duwgc chia sé nhiéu nhat.

Phan tich ndi dung va cac yéu t6 lam nén thanh céng cuda bai viét cling nhw
binh luan cua d6c gia, sau do tim cach téi tao né. Ban ciing c6 thé thir dang
lai (tai ch€) n6i dung nay sau mdt thoi gian nhat dinh.

Nhin vao mang xa hoi dang dugc khdn gia sir dung dé chia sé noi dung.

Can nhac nhitng cach ban cé thé twéng thudng hodc cdm on doc gia vi da
chia sé ndi dung ctia ban nham thiic day — ban doan dung roi day — nhiéu
luwgt chia sé hon nira. Néu phan 16n doc gia ctia ban dang str dung Twitter
dé chia sé ndi dung thwong hiéu, c6 1é da dén ldc ban nén phan héi va cam
on ho vi diéu d6. Ngoai ra, ban cling cé6 thé md nhitng cudc thi twdng
thuang hanh vi nay.

Nhin vao cdc dich vu theo doi hang dau.

Néu phan 16n doc gia cua ban dang sit dung mot dich vu cu thé dé theo doi
ban, c6 1é da dén lic ban nhin vao API cta nén tang d6 (néu cd) va can
nhac nhitng bién phap gitp ban tich hgp véi né nhiéu hon nita. Chang han:
néu Facebook la dich vu theo d6i hang dau cta ban, hay st dung API cua
né dé chén mé6t ban tin hoat dong va cho doc gia thay nhitng ca nhan khac
dang twong tac v6i ndi dung ban dang trén Facebook nhu thé nao. Hau hét
cac mang xa hoi déu c6 nhitng plugin xa hoi dang dé xem qua nham thic
day nhiéu hon nhitng lwgt chia sé ndi dung.

Do lwdong hiéu suat bién doi cia ngi dung thuong hiéu

Google Analytics cung cap mot cach do Iwong hiéu suat chuyén déi cua bai
viét rat dé dang. Ban con nhé muc tiéu chuyén do6i ma ching ta da thiét lap
¢ nhitng trang trwedc ch? Ching ta da yéu cau Google theo doi nhitng
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nguwoi dung dang ky nhan ban tin cap nhat mdi. Bay gio ching ta chi viéc
xem moi quan hé gitta mot bai viét bat ky véi muc tiéu dy bang cach chon
muc Hanh vi -» Nhom n6i dung — Trang dich.

Tiép theo, chon mat bai viét cu thé va xem mitc do hiéu qua cta né trong
viéc kich hoat sy chuyén d6i. Ban c6 thé nhap vao phan tiéu dé & moi cot
va sap xép cac bai viét tir hiéu qua nhat téi kém hiéu qua nhat. Néu ban da
thiét 1ap nhiéu hon mo6t muc tiéu chuyén doi, hay chon muc tiéu ban mudén
quan sat tai danh sach tha xudng phia dwéi phan Chuyén doi. M6t khi nam
dwgc phuong thic hoat dong, viéc hinh dung loai dit lieu nay sé khai pha
cho ban rat nhiéu diéu!

Trong treong hgp nay, ching ta sé nhin qua két qua cua mot bai viét vao
hai ngay sau khi né duwgc dang tai lan dau. Ban c6 thé thay so lwgt ghé tham
(49) va hiéu suat chuyén doi thap (6.12%) cta nd. Bang cach so sanh bai
viét nay véi nhitng bai viét thanh cong hon, ching ta c6 thé t6i wu hda noi
dung thwong hiéu sao cho hiéu qua nhat dé cai thién ti 16 chuyén doi trung
binh.
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VIET BLOG: KIEM TRA CAI Gi

TGi gio han ban da nhan ra rang viéc truyén tdi thwong hiéu luon doi héi
ching ta phai kiém tra va hoc héi khéng ngitng — it nhat 1a & cap do chién
thuat. Sau day la mot vai bién s6 ma ban c6 thé thit nghiém cho dén khi tim
ra mot cong thirc toi wu:

Tiéu de
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Nhitng cau tric va tir ngit tiéu dé nao gitp kich hoat qua trinh chuyén doi
hiéu qua nhat?

Chu dé néi dung
Nhitng ndi dung nao gitp kich hoat qua trinh chuyén déi hiéu qua nhat?
Loai néi dung

Nhitng dinh dang bai viét nao (danh sach, doan van dai, video, hinh anh,
v.v..) giup kich hoat qua trinh chuyén déi hiéu qua nhat?

Loi kéu goi hanh dong

Loi kéu goi hanh dong nao trong cac bai viét giip kich hoat qua trinh
chuyén d6i hiéu qua nhat?

Hinh tugng

Nhitng hinh anh ho trg bai viét nao gitp kich hoat qua trinh chuyén doi
hiéu qua nhat?

TIEP THI EMAIL: PO LUONG NHU THE NAO

Chang phai sé that tuyét néu nhw ban c6 thé giti mot birc thw va nhan dugc
thong bao ngay khi nguoi quan trong cta ban mé& phong bi ra hay sao?
Nhitng thong bao dai loai nhv “Nhin kia, nguwoi ban nay cta ban that sy
quan tam dén ban day”. Hodc “X da md& birc thw chi dai 2 cau ctia ban ra 10
lan r6i. That 1a, cau ta han phai thich né lam.” Hay tham chi “Ban dang
nghi gi thé? Con ngwdi nay qua ban dé lwu tam tdi ban.” Nhitng sy ddm
bado.
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Tin vui danh cho ban: tiép thi email, giong nhu cac chién lwgc truyén tai
thwong hiéu khac dugc gigi thiéu trong cudn sach nay, hoan toan c6 thé
duoc theo doi.

Cho du ban c6 st dung dich vu email nao di chang nita, ching déu cé6 kha
nang cung cidp cho ban mét s6 phan tich chuyén sau vé hanh vi ctia nguoi
nhan email:

4 Bao nhiéu nguoi trong sé6 ho m@ email cta ban ra (ti 1€ mé)

4 Bao nhiéu ngudi trong sé6 ho nhdp vao lién két trong email ctia ban (ti 1€
nhap chudt)

# Nhitng lién két nao dugce nhap nhiéu nhat
4 Thoi diém nao trong ngay va ngay nao trong tuan la hiéu qua nhat

€ Moi nguoi dang ky mé email cia ban bao nhiéu lan, dia diém cta ho khi
ma& email, bao nhiéu email khéng dén dwgc ngwdi nhan, va nhiéu nita

Mot vai hanh dong co thé ndy sinh tir cac phép do trén bao gom:

Chu y ti 1é md cua nhiéu email khdc nhau
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Nhitng yéu t6 nao goép phan khién mot email duwgc mdé nhiéu hon cac email
khac?

Chui y ti Ié nhdp chuét ctia nhiéu email khdc nhau

Nhitng yéu t6 nao anh hwong dén so lwgt nhap chudt ma moi email nhan
duoc?

Chil y noi dung nhdn duwoc nhiéu luot nhdp chudt nhat trong moi email

biéu gi khién lién két nay dac biét thu hut ngwdi dung? Thanh cong cia né
co6 lién quan gi dén b6 cuc hay kiéu chit khong?

Po lwong mitc do anh huwdéng cua viéc tiép thi qua email doi véi sy
chuyén doi

MGt lan nita ching ta lai can dén sy trg giup t* Google Analytics. Hay di
chuyén tdi muc Nhom kénh (Acquisition Channels) va nhin vao phan
Email. Vi du sau cho ching ta thdy mic do hiéu qua cta cac kénh giao tiép
cho mét trang blog trong thoi gian bon ngay.

Riguialia s Bahwinr Coavenlers  Gool | Bl S =

R 0 Butrwrim
e e P Winte s o Mmds e T Gorvaon (Fed Garvemon
* oy " M : T Cavmn | S
480 TO21% 337 4.3 237 000226 Ry F $C.00
W e ol fay S e dep £ am by S ey AT, ool T SAOAR 5 Tomd 3005
6 By BaFtiy Tkl Frpe Mg = 8 iy £ B ah
{R AT A O, i ] k) R (0L}

1. Oegark Jesmn m .5 T4 T1E% F- ] oocum =8 i ) ] S0
& Pl Lo Fl.ie L3 s - SO0k 8 =1 ] e
X [hrem B2 TH.T i @i AT DO 1h% 1 L
4 Empll TE R 1n A7 LTH moEH 18 : 0m
5 Bosal £ §.Mw ] LA RLL Y 1.6F BOCLaE C.B0E ] 000

Trong khoang thoi gian nay, ct 19 khach ghé tham qua email sé c6 1 khach
hoan thanh muc tiéu chuyén doéi dugc thiét 1ap san. Néu ban nhap vao dong
Email, Google Analytics sé hién thi noi cac nguwoi dung dang ky email
dwgc dan dén trén trang web cuia ban (titc trang dich), cling nhuw ti 1€ chuyén
doi doc 1ap cta ting trang.!
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I, Ban ciing c6 thé thiét Idp mét gid tri tién té cho moi cét méc muc tiéu.
Trong truong hgp nay, Google sé tinh todn gid tri cua tirng muc tiéu dé
gitip ban hinh dung dugc sé tién can cho moi qud trinh chuyén doi.

TIEP THI EMAIL: KIEM TRA CAI Gi
Dong chti dé

Nhitng cau tric va cach hanh van nao ctia dong tiéu dé giup gia tang ti 1é
md& mot cach hiéu qua nhat?

Tiéu de
Tiéu dé nao gilp gia tang ti 1é nhap chudt mot cach hiéu qua nhat?
Loi kéu goi hanh dong

Loi kéu goi hanh dong trong email gitp kich hoat lwgng nhap chudt va bién
d6i mot cach hiéu qua nhat?

Loai trang dich

Nhitng loai url dich nao thic day nguoi dung dang ky email bién doi mot
cach hiéu qua nhat?

TIEP THI VIDEO: PO LUONG NHU THE NAO

Video 1a mot kénh truyén tdi cau chuyén thwong hiéu cé sic 16i cuodn,
nhung mirc d6 hiéu qua ctia n6 trong viéc chuyén doéi ngwdi dung hoan toan
phu thudc vao ban. Nhu chung ta da ban luan trwée do, 10i kéu goi hanh
dong la mot trong nhitng nhan t6 dnh hwéng manh mé nhat dén qua trinh
chuyén do6i va la chia khéa dé ching ta dan dat khach hang di trén con
dwong hanh dong mong mudn (ban con nhé cai phéu thu hit-gitt-chan-phat
trién khong?)
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Theo mac dinh, video c6 vai tro kich hoat mt moi day lién két cam giac
gitra thuvong hiéu va nguoi tieu dung; tuy nhien, khong phai ai cling sé thuc
hién bwdc nhdy tir ngudi xem lén nguwdi theo doi roi cudi cung la khach
hang. Nhiém vu cua chung ta la khién bwéc nhay nay tré nén dé dang hon.
Chung ta phai tim cach sao cho viéc mot nguwoi dung tham gia vao qua trinh
hanh dong (chuyén dé6i) sau khi xem qua video thwong hiéu cia ching ta
tr@ thanh mot diéu hién nhién.

Mac du viéc nam dwge s6 lwgng nguwdi xem video cé thé cé thé giup ta
phan chan (bao dong: chi s6 mo hd!), né khong han sé gitip ching ta hiéu
rd moi quan hé gitta video va muc tiéu chuyén déi cudi cung ciua minh. Tuy
nhién van c6 mot ngogi l1é: néu mét hodc nhiéu nguon thu nhap caa ban phu
thudc tryc tiép vao lwgt xem video. Trong trwdng hgp nay, lugt xem sé
duoc coi nhu 1a mot chi so thuec té.

Hai dich vu video kha dung ndi tiéng nhat hién nay, YouTube va Vimeo,
déu cung cap nhitng phan tich sdu sac vé hanh vi ctia ngwoi xem. Mot vai
chi s6 c6 thé dugc cung cap ngay lap titc gom co:

Hiéu sudat

SO lwgt xem ma moi video cda ban thu lai dugce, thoi lvgng nguwsi xem da
bé ra cho video cta ban, va s6 ngudi da dang ky kénh video cta ban.

Stre hut

SO lwgt “thich”, “khong thich”, cling nhw s6 lwgt binh luan, chia sé va thém
vao danh muc yéu thich ma video cta ban thu dugc.

Phan khtc thi truong

Pia diém va gidi tinh ctia nguwdi xem.
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Khong giong nhw cac dich vu khac, YouTube cung cap nhitng phan tich tic
thoi mién phi lan mot tinh nang hitu ich cho qua trinh thic day sy chuyén
do6i caa chung ta: chil thich video. Néu ban quan tam t6i nhitng phan tich
nang cao hon cling nhv mong muén kiém soat do hién thi video mot cach
chdt ché hon, hay tht qua Brightcove hodc Wistia.

O cdp dd co ban nhat, ban c6 thé st dung YouTube Analytics dé thu
nghiém cac phép do duégi day va nam dugc cach cac video thwong hiéu cta
ban kich hoat qua trinh chuyén déi:

4 Do lwong so lwgng nguwdi dung nhap vao nhitng 1oi kéu goi hanh dong
(don 1é) dugc dat mot cach c6 chién lwgc quanh video.

® Do lvong so lwgng nguwdi dung chuyén doéi khi dwgce gidi thiéu trang web
cta ban thong qua video (trén nén tdng mong muon).

Do lwong so lwgng nguoi dung nhap vao nhirng 16i kéu goi hanh dong
cu thé

Ban c6 nhd lién két nit gon dugc dé cap ¢ Chuwong 5 khong? Ching ta da
ban ludn veé vai tro ctia né trong viéc theo doi hanh vi ngudi dung khi dang
tai noi dung thwong hiéu lén mang xa hoi. N6 sé mot lan nita phat huy hiéu
qua khi ching ta chén nhitng lién két chién lwgc xung quanh video dé thic
day ngudi xem hanh dong.

Hay dung cong cu quan ly mang xa hoi nao ma ban da lya chon (hau hét
ching déu cung cap tinh nang rat gon va theo doi lién két) va chén URL
dich noi ban mudn dwa nguwdi xem dén. Sau day la cac thao tac chung:

1. Rut gon URL dich bang mét trong cac dich vu c6 san. Dugi day la mot
vi du véi Hootsuite.
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2. Truy cap vao dich vu video yéu thich ctia ban va thay doi trudng mo ta
video dé thém vao lién két nay cung mot 161 kéu goi hanh dong r6 rang.

iy Like o About Sham Add to i Ry

DESCRIPTIOMN:
Want to leam maore? Subscribe for free tips: hitp2fow Iy/sda1X]

PRIVACY:
PUBLIC =

e -

3. Quay tré vé dich vu riut gon/theo doi lién két va do lwong mirc do anh
hwang cua 10i kéu goi hanh dong.
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Cha thich video thwong hiéu nham kich hoat sy chuyén doi

1. Truy cap vao YouTube va dang tdi video ma ban muon chén 10i kéu goi

hanh dong.

2. Bam bao kénh YouTube ctia ban dwgc xac minh va rang ban da chén mot

Trang lién két vao tai khodn cia minh.

3. Chon tuy chinh Chu thich (Annotations) phia dwéi mot video bat ky dé

thém 151 kéu goi hanh dong.
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4. Thém ghi chq, 16i nhan, va nhap chon hop thoai Lién két (Link). Chon
la mot Trang lién két va go vao dia chi trang web da dwgc quyét dinh
trréc do (bwdce 2). Ban c6 thé dan bat ky trang web bén ngoai nao da dwgc
xac minh trong tai khodn Google Webmaster Tools ctia minh (ndi cach
khac: chitng minh quyén kiém soat trang web ctia ban cho Google).!

I, Ban con c6 thé chén nhitng lién két ddn tSi cdc video, danh sdch phadt,
kénh truyén théng, trang Google+, dv dn gdy quy (nhdp chudt dé biét cdc
trang web ho trg), va trang bdn 1é hang héa dugc chirng nhan, hodc mét
loi kéu goi hanh dong khuyén khich nguoi xem ddng ky mot kénh Youtube
cu thé.
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5. Nhap vao nit Pang tdi (Publish) va nhin s6 lugng gidi thiéu phat trién
(doc tiép dé biét cach theo doi).

Po lwong so lwgng nguwoi dung chuyén doi khi dvugc gidi thiéu trang
web thong qua video

Lai la Google Analytics. Hay di dén Bao cdo chuyén déi sang Nhom kénh
(Acquisition — Channels) va di chuyén tGi Yéu t6 do lwong chinh (Primary
Dimension). Nhap chon Nguon (Source) va sau do6 la Nang cao
(Advanced). Muc dich cia ching ta & day la yéu cau Google cha y tat ca
lwgt truy cap dén tt nhitng trang video cua ban (YouTube, Video, v.v..).
Trong treong hop nay, ching ta da tao dwng mot bao cdo thé hién tat ca
lwgt truy cap dén tir nguon youtube.com.
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Giong nhw Email, ban sé c6 thé theo doi ti 1é chuyén doi cling nhw mitc do
hoan thanh muc tiéu chuyén doi cho kénh cu thé nay. Cam thay quyén luc
r6i chi?

TIEP THI VIDEO: KIEM TRA CAI Gi

Tiéu de

Cau truc va cach hanh van tiéu dé video nao gitip gia tang lwgt xem nhiéu
nhat?

Thoi luvgng

Thoi lwgng nao phu hgp nhét doi véi khan gia khi ho xem video thuong
hiéu cua ban?

Loi kéu goi hanh dong

Loi kéu goi hanh dong trong truong mo ta video (hoac cau chuyén) gitap
kich hoat nhitng su gidi thiéu va chuyén doi nhiéu nhat?

Chu dé néi dung

Nhitng cht dé nao gitip gia tang lwgt xem, lwgt thich, va lwgt chia sé nhiéu
nhat?

THONG CAO BAO CHi: PO LUONG NHU THE NAO

Giong nhw cac video thwong hiéu, thong cdo bao phéi kém theo nhitng 15i
kéu goi hanh dong nhdm dat dugc muc tiéu chuyén d6i nhat dinh. O
Chuong 5, ban da chitng kién cach mot biéu mau don gian c6 thé gitip ban
thiét 1ap phién ban dau tién cta théng cao bao chi, tuy nhién méi quan tam
chinh cta ching ta bay gid la lam sao dé do Iwong mirc do anh hwdng cua
né. Mitc do anh hwéng nay c6 hai mat: muc tiéu chuyén déi danh cho
phong vién va muc tiéu chuyén doi danh cho doc gia.
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Madc du muc tiéu chuyén doi danh cho doc gia ctia moi ca nhan co thé khac
nhau, song muc tiéu chuyén déi danh cho phéng vién thi chi c6 mét: thanh
cong tirc la chung ta dugc lén mdt bdao. N6i mot cach don gian thi: thuong
hiéu cua chung ta, dwgc dang tai.

C6 kha nhiéu phuong thitc gitup ching ta dat dwgc muc tiéu trén. Néu ban
dy dinh gwi mot thong cdo bdo chi ngoai tuyén, qué trinh theo doi sw
chuyén doi sé kho khan hon vi (nhw ban da thay) hién tai van chwa ton tai
mot doan ma theo déi cho trrong hop nay. Néu ban dy dinh giti mot thong
cado bao chi tryc tuyén, ban c6 thé 16ng vao nhitng lién két theo doi dugc
(da duoc chi dan & phan trirdc) cling nhu nhitng doan ma cu thé cho ting
phuong tién truyén thong, tham chi Ivu trit ndi dung trén mot trang dich va
theo doi n6 qua Google Analytics. Sau day la cach hoat dong cua chung:

Lién két theo doi duoc

& Dé do lvong mirc d6 chuyén doi ctia phong vién, hdy yéu cau phong vién
nhap vao lién két da dwoc ban rit gon tredc d6 néu muodn biét thém thong
tin chi tiét, dang ky, hoac hoan thanh bat c hanh dong chuyén déi nao
khac.

& Dé do lvong mitc do chuyén doéi cua dbc gid, twong tu, hdy tim cach
khuyén khich doc gia nhap vao mot lién két rut gon (c6 nghia, chang han
nhu bit.ly/LeanBranding) va truy cap no.

Doan ma

& Dé do lvong mitc do chuyén do6i ctia phong vién, thiét 1ap mot doan ma
c6 thé duwoc phong vién sit dung nham truy cap ndi bg, nhan nhitng chuwong
trinh dung thir mién phi, hodc bat cit sw khich 1é nao khac.

® Dé do lwong mirc do chuyén doi cua doc gid, hay thir nhitng doan ma cu
thé cho titng phuong tién truyén thong. Theo déi mic do dnh huwdng cta
ban déi v6i doc giad trén mot kénh truyén théng nhat dinh bang cach gidi
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thiéu dén ho mot chwong trinh giam gia dac biét hay mot doan ma khich 1é
phu hgp véi nguon tham khdo. Vi du, néu bai bdo ctia ban sap ra mat trén
Mashable, hdy thit dé xuat mot ma khuyén mai dic biét nhw
MASHABLEI10.

Trang dich cua thong cao bao chi

O chuong 5 t6i da néi dén khai niém phong nha béo truc tuyén. Loi thé &
day la ban c6 thé chén vao nhitng doan ma phan tich va tim hiéu chinh xac
xem diéu gi dang dién ra phia sau ngi dung bai bao cua ban. Ban c6 thé thi
cac thi nghiém va phép do twong tw vGi bat ky trang dich nao khac va toi wu
héa qua trinh chuyén déi ctia phéng vién.

DPo6i vdi ca hai cach tiép can ngoai tuyén va tric tuyén, bang thong ké sau
sé gitp qua trinh do lwong dién ra dé dang hon.

NHAT KY PO LUONG MUC PO ANH HUONG CUA THONG CAQ

VEKENH TRUYEN THONG LICHSULIEN LAC KET QUA BIEM 881
¢ O® ]
TEW UEN LAL RENE FHAM ¥ MEAY (1) Bkl BAD NAFE B 'AE'CI}!)
FRUEN THbMNG LEC LUONG uENLAC LA Lk cudi ciuG cHuvir el cla | eeurEs edicla
PHYNG TIEN T AlA
len phong [2n toa Soan 54 It die Foay ban len | Cdeh ture len, ragay lng 56 bal Toing s0dau
vign ban dir dinh gid wde tnh lacwdi phong | lién lacemail, | thangva kén ko sudthign | meal thu lai
st g thing clapansoan | vién thi tif, gap ket [néu bl nhd baibao duice nho bai
chO L mat trgc tigp, | cia bai beo nay bién nay
vivareg xa D cudi (g

https://thuviensach.vn



THONG CAO BAO CHi: KIEM TRA CAI Gi
Tiéu de

Cau tric va cach hanh van nao giup thong cdo bao chi thu hat nhiéu sy chu
y, quan tam va lwgt xuat ban nhat?

M@ dau — email, thu, hodc cubc goi gidi thiéu

Loai gidi thiéu nao gidip thu hut nhiéu sy chid y, quan tdm va lwgt xudt ban
nhat?

Noi dung chinh

Nhitng cha dé nao trong thong cdo bao chi gitip thu hit nhiéu sy cha vy,
quan tam va lwgt xuat ban nhat?

Loi kéu goi hanh dong

Loi kéu goi hanh dong nao trong thong cao bao chi giup kich hoat su gidi
thiéu va chuyén doi nhat?

Hinh tugng

Nhitng hinh danh minh hoa nao cho thong cao bao chi giap kich hoat su
chuyén déi nhat?

TOI UU HOA KHU VUC MUA HANG: PO LUONG NHU THE
NAO

Tuy vao loai hang héa, khu viec mua hang cé thé la bat cit dia diém nao.
Bdi vi cac khu viec mua hang trén mang cho phép chiing ta kiém soat va do
lvong dé dang hon, ching ta sé dé cap dén chiing mot cach cu thé. Mot vai
khu virc mua hang trye tuyén kha thi bao gom:
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€ MOt trang dich noi dién ra qua trinh giao dich
€ Mot cira hang (tng dung (Google Play App Store, v.v..)

€ Mot trang web hodc thi truong thuwong mai dién t¥ noi ban c6 thé mé cira
hang (gidi phap tuy chinh cia ban, eBay, Amazon) Ban c6 thé ap dung cac
phép do sau cho mot trong ba khu viec mua hang trén:

Vian ban ban hang

Thong tin van ban vé thwong hiéu c6 dem lai hiéu qua cho viéc thic day dw
dinh mua hang khong?

Hinh tugng

Hinh twgng ctia sdn pham hodc dich vu c6 da 16i cudn va rod rang dé giap
ich cho quyét dinh mua hang khong?

Long tin thuong hiéu

Céc lién két hodc bang chitng b6 sung c6 duwgc cung cap dé tao dung long
tin doi v6i san pham hodc dich vu cta thwong hiéu khong?

Nang lyc do lwong ctia ban dwge xac dinh bang mitc do kiém soat ban nam
trong tay doi vdi khu viec mua hang. N6i mot cach don gidn hon: néu ban
dugce tv do thao ting cac ban thiét ké va doan ma, ban sé c6 thé thoai mai
do lwong va thtr nghiém hon. Hay hinh dung mot ctra hang ¢ng dung: ban
khong thé nao thay dé6i kich ¢& cta nit Téi xudng. Ban khong thé diéu
chinh bé cuc cta cac yéu to trén giao dién ctta hang. Ban hau nhw chi c6
thé dién vao mot sO trwong miéu td va tan dung to6i da khong gian dugc
cung cap cho ban.

Mat khac, cac trang web tuy chinh cho phép ching ta tién hanh nhiéu thi
nghiém hon. Ban c6 thé phat hanh phién ban A/B ctia mot trang web san
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pham va do lwong ti 1€ bién doi caa ting trang (noi don dat hang dwoc xem
la chuyén doi).

“Ban dwgc hang” 1a mot muc tiéu chuyén doéi ndi tiéng trén khap thé gidi,
va tinh nang Thiwong mai dién t* cia Google Analytics cho phép ban kham
pha gan nhu tat ca nhitng yéu t6 lién quan dén muc tiéu nay, chang han:

4 San pham nao caa thwong hiéu ban chay nhat?
4 Khéach ghé tham mat bao lau dé dwa ra quyét dinh mua hang?
4 Lgi nhuan tr moéi thwong vu giao dich la bao nhiéu?

Mac du céac chi so trén déu dong vai tro quyét dinh va la yéu t6 bat budc
phai c6 cho moi ctta hang san pham dién t, toi wu héa khu virc mua hang
tr mOt cai nhin phu hgp vdi thwong hiéu sé doi héi mot cach tiép can tong
hop.

S6 lugng bdn hang thé hién mot phan cua cdu chuyén, nhung hanh vi cua
nguoi tiéu dung khi ho nhin vao man hinh thé hién phan quyét dinh con Iai.

Pé nam bat cac hanh vi nay, ching ta sé tiép tuc qua trinh nghién citu nguoi
dung con dang dg tai Chuong 3.

Ching ta c6 thé st dung nhitng cong cu don gidan nham do lwdng xem
thong tin vé thwong hiéu & khu virc mua hang c6 du r6 rang dé thac day duw
dinh mua hang hay khong. Mat trong s6 do 1a bai kiém tra 5 gidy:

1. Chup lai trang ban hang chinh ctia ban. M6 phong lai n6 v6i mot vai thay
d6i nhé vé van ban ban hang, hinh twong, hodc yéu t6 tao dung long tin
(nhan xét, lién két).

2. Xay dung mot bai kiém tra lya chon bang Verify (verifyapp. com), 5
Second Test (5secondtest.com), hodc bat ky dich vu twong ty nao khac.
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3. Pat ra cau hoi cho nguoi dung: ban sé mua hang tw trang web nao? Tai
sao? V@i moi phién ban riéng biét, hdy hoi: ban nhé dugce diéu gi vé trang
web nay? Trang web ndy da yéu cau ban lam gi?!

I, Hai cdu héi cudi cting nay nhdm muc dich xdc dinh mitc dé hiéu qud cua
van ban ban hang ma ban dd quyét dinh stt dung cho moi phién ban. Ngodi
ra, ban ciing co thé ddt nhitng cdu héi tuong tu véi hinh dnh don lé cua
trang khu vic mua hang.

TOI UU HOA KHU VUC MUA HANG: KIEM TRA CAI Gi
Van ban ban hang

Nhitng théng tin van ban nao vé thuwong hiéu gidp thic day dy dinh mua
hang hiéu qua nhat?

Hinh tuong

Nhitng hinh anh nao ctia sdn pham hay dich vu la da 16i cu6én va ro rang
nhat dé giup ich cho quyét dinh mua hang?

Long tin thuong hiéu

Nhitng lién két va bang chitng nao gitip tao dyng long tin xung quanh san
pham hay dich vu cta thwong hiéu?

HE THONG NHAN XET: PO LUONG NHU THE NAO

Béi vi cac binh ludn nhan xét c6 tac dong rat 16n dén cach khach hang tiém
nang va hién tai nhan thitc vé sdn pham cta ban, viéc do lwong cac chién
lwgc quan ly ching la vo cung quan trong. Cham ngon co ban & day la:

Binh ludn vé thuong hiéu: dé cdp nhitng diém tiéu cuc va khen thudng
nhirng diém tich cuc.
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DPé bat dau, hay st dung bang thong ké sau nham theo doi cac kénh nhan
xét ma ban sé do luong qua thoi gian.

Nhu ching ta da thay & Chwong 5, cac kénh nhan xét nay bao gom, nhung
khong gigi han trong:

€ Cac trang mang xa hoi (cac doan tweet, danh gia fanpage trén Facebook)
@ Cac trang nhan xét chuyén dung (TripAdvisor)
NHAT KY PO LUONG HF. THONG NHAN XET

VE KENH NHAN XET NHAN XET TIEU CUC NHAN XET TiCH CUC
CHUA GIAI QUYET

VEKENH NHAN XET MHAN METTIEU CUT MHAM XET TICH CL'C CHUA GRATQUYET
Tk TEMEENH HEM e ey Gl EHdy s W PHAN RN cimpEcir
HHAR TET UEC oG TES T TicH UL FAPTEN
Tudnmabar | Bnclakénk | Ehirgidudc | Cdbaorhiéu | O bagnkidu | Cébaonhiéu | Cébeorhidu  Cobac nhitu
dang phein Aranxetma | lidnacaa rhanzéttidu | nhdnxét duge | nhansdttich | nhinsét duge  Trudng hop
tich wan fdzng kénh noin wet | oue AUdephat | 8 capvadé | alcduncphat | khen thudng 'ﬂ"_::"g g'—' f"m
quan sit FiZn thong Cap nhu the hien trong v kher m:adﬂﬂéuh
khedngthd | nac WhadrgTaéi | ENUBNGNU | piengriang
gian nay gizn ray the nas hop néo

€ Cac trang nhan xét theo dia diém (Yelp, YellowPages, Foursquare,
Google Places)

4 Cac ctra hang &ng dung
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€ Muc nhan xét trén cac trang thwong mai dién tit (Amazon, eBay)

4 Neén tang dich vu khach hang riéng cta ban (Zendesk, Uservoice,
Zopim)

Mot vai diém can Iwu y vé bang theo doi trén:

€ Vé mat ly twéng, bang theo doi trén nén duwgc cap nhat hang tuan. Néu
sO lwgng nhan xét tré nén qua 16n, hay can nhac cap nhat né hang ngay.

® C6 khong it cong cu cung cdp bang diéu khién cho nhitng twong tac nay
va cho phép nhiéu thanh vién trong cung mé6t doi ngli phéi hop phan héi
ching. Néu ban mong muén st dung nhitng cong cu nhw vay, hady xem qua
Sprout Social (cé thé tich hgp véi Zendesk, Uservoice, va nhiéu nén tang
khac) hodc Hootsuite. Du ban c6 sit dung cong cu nao, mot nhat ky lwu git
nhitng thong tin c6 san ciling sé la tai nguyén quy gia dé qua trinh dwa ra
quyét dinh tré nén nhanh chéng hon.

4 Pham vi w6c lwgng cia mot kénh nhan xét mang tinh chat quyét dinh bai
né gilip ban sdap xép va wu tién nhitng van dé can dugc gidi quyét sao cho
phu hop nhat.

QUAN HE POI TAC: PO LUONG NHU THE NAO

DPiém chung ctia quan hé doi tac va thong cao bao chi la viéc do lwong mic
d6 anh hwéng ctia ching 1én qua trinh chuyén déi doi hoi mét sy sang tao.
Trir phi chiing ta c6 mot ké hoach chi tiét vé cac thao tac theo doi két qua
mot chién dich cu thé, ching ta sé khong nhin thay gi cd. Hay cung xem
qua mot s6 bién phap theo ddi quan hé déi tac sau:

Lién két theo doi duoc

Thiét 1ap mot sw khich 1é cho khan gia cua doi tac, trong dé ho phai nhap
vao mot lién két rit gon (c6 nghia, chang han nhw bit.ly/LeanBranding) dé
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truy cap no.
Doan mad

Thiét 1ap nhitng doan ma khich 1é riéng cho tttng doi tac. Theo doi mitc do
anh huwéng cta ban doi véi khan gia cia mot doi tac cu thé bang cach gidi
thiéu dén ho mot chwong trinh gidam gia dac biét hodac mét doan ma khich 1é
phu hgp v6i nguén tham khao.

Trang dich cho quan hé doi tdac

Thiét 1ap mot trang dich ma ca ban lan doi tac thwong hiéu ctia ban c6 thé
dan nguaoi dung tdi. Ban cd thé thit cac thi nghiém va phép do twong tw véi
bat ky trang dich nao khac va t6i wu hoa qua trinh chuyén déi bang Google
Analytics.

Hay st dung ban theo doi dudi day dé do lwong mitc do hiéu qua cta cac
quan hé doéi tac qua thoi gian. Chu y s6 lwgng sang kién (nhitng cudc thi
riéng 1é, bai bao chung, dw an nghién cttu, chién dich nguon lyc cong dong)
ma moi quan hé doéi tac san sinh dwgc va dwa ching vao muc Két qua
chuyén do6i ctia quan hé doi tac. Ngoai ra, theo doi tong so lwgt chuyén doi
dén tir trang dich ctia quan hé d6i tac lan lwot gigi thiéu dén tir mirc do hién
dién tryc tuyén cta ca nhan doi tac (trang web, tai khoan mang xa hoi). Cap
nhap bang nay thwong xuyén nhat co thé.

NHAT KY PO LUONG MUC PO ANH HUONG CUA QUAN HE
POI TAC

https://thuviensach.vn



YEKENH NHAM XET YE KENH NHAN NET
i TR B ThE FER QUWANHE FHAK Y1 I NGAY DAT BAR/ ] MucTty . SANG HIEM T W ol [ MFcBH
B TAC ToMG NG EET THOC CUADUAKHE SAMSIRH CRUYER BOICOA | CHUEN Bl Cn
[ TR WEACH HARG
Tin thue Tenmdiguan  Khéngiduor | Nogapddunién  Moctén Tan, rigly Tang st sanc | Tang sa diu
higumahan | hSdidiEicmd | tinhing iR e g chrygn O thdrgud lian | Kéne 30 | mddte @ o
thigt Bpuen | bae 42 xay eing e Ll rim ran b ?;L ""H}.__ <1 fnfa o) :;E?;L!Ud':l hi P epean
hidishevdi | dungzén cache Hithe | dithe |'r:r{3ﬂ.rﬁ-3]i el 26t by (a3 by, | G8itae niy
chien dict} quan ke dai sang ':i.r.'t I.'u':.'.i b ban, cuée
AL iy o san sinh thi;vw |
TONG KET

MGt trong cac van dé 16n nhat cta ching ta khi phét trién mét cong ty khéi
nghiép tinh gon chinh la ching ta khong thé tach roi ban than khéi tw duy
cta chinh minh va nhén ra chiing ta dang gia dinh diéu gi. Qua trinh do
lwong gidi quyét van dé nay bang cach cung cap mot tap dit liéu khach
quan va giip chung ta di dén quyét dinh hanh dong dwa theo do.

O cap dd co ban nhat, tat ca cac bai kiém tra déu bao gdbm mdt phat ngén
can dugc chitng minh, mét chi thi sé dugc do lwong dé chitng minh n6, mot
cap do chi thi sé cho ching ta biét liéu né dung hay sai, cap do that sy da
duwgc do dac caa chi thi, va két qua rit ra sau khi so sanh két qua dv kién va
két qua thuc t€. Kiém tra phan tach, hodac kiém dinh A/B, la dang thi
nghiém cho ra m6t phién ban khac ctia thanh phan ban dang c6 gang kiém
tra qua cdc nhém doéi twgng khac nhau.

Cong nghé phan tich da xay dung nén mot chi€c cau vo cung can thiét noi
lién cac khodn dau tv xay dung thuwong hiéu véGi 1gi nhuan trd vé ctaa ching.
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Gio day chung ta c6é thé “dong go6i” email, trang web, va quang cdo bang
mot doan ma “theo doi” duwgc (theo nghia den) khap World Wide Web dé
do lwong mic do anh hudng cua chung.

Chuong 6 con dé cap nhitng phwong thitc gitip kiém tra mitc do hiéu qua
cta cac kénh giao tiép thwong hiéu Ién qua trinh chuyén doi. Cac kénh giao
tiép thwong hiéu nhv mang xa hoi, quang cdo tryc tuyén, trang blog, va
video c0 vai tro kich thich nguwaoi tiéu dung truy cap vao mot trang dich noi
dién ra qua trinh chuyén doi cudi cung. Do dd, viéc quan sat (va hiéu ro!)
bitc tranh téng thé 1a vo cung thiét yéu.
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Chuong 7
SU CONG HUONG THUONG HIEU

T

0i ti'ng c6 mot thoi dam mé céng viéc lam banh. Khoanh khac chéi sang
dau tién cta t6i xudt hién khi t6i mdi 17 tudi va dang hoan thanh chuyén
nganh kinh doanh tai Washington D.C.: mdt cong thitc banh cupcake thiét
thic va ngon lanh. T6i th nghiém né nhiéu dén mic nham mat cling c6
lam ra mot mé banh. T6i biét dich xac noi ban cac nguyén liéu t6t nhat:
vani Phép, b6t mi hitu co, bo cao cap va tritng twoi. Toi st dung mot chiéc
10 nwéng c6 ca ché diéu chinh nhiét do Fahrenheit hoan hdo dén tirng chi
tiét.

Nhitng chiéc banh ban tirng ném qua khong la gi so v&i cong thitc nay né.
No vO cung tuyét hao.

Nhitng chiéc banh cupcake cua t6i tré thanh mot huyén thoai. Va r6i vao
mot mua hé no, t6i vé tham gia dinh tai Barranquilla, Colombia. T6i hao
hitc tr6 tai lam banh va cho ra 10 nhitng chiéc banh ngon lanh. Thé nhung,
kinh hai thay, mé banh dau tién lai xep 1ép nhung mdt cai banh kép (tham
chi t6i con tirng thay nhiéu chi€c banh kép khac xop nhe hon ching).

DPiéu nay khién t6i phai van 6c suy nghi. Sau ba ngay nghién citu, t6i
dwong nhuw da tré thanh mét nha khoa hoc than kinh. Viéc nwéng banh &
murc nidc bién hoéa ra lai c6 thé dem dén nhitng két qua hoan toan khac biét
b&i nhitng 1y do vugt ngoai pham vi ctia cudén sach nay.

Cau chuyén thwong hiéu, giong nhw banh cupcake, dwgc tién hanh & nhitng
boi canh khac nhau. Thit thanh céng & do cao 5.000 mét c6 thé that bai
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nang né ¢ muc nwdc bién. Mot tinh cach thwong hiéu cé thé chéi sang ruc
rd & mot thanh phd quoc té va gay kho chiu cho nhitng ca nhan song tai
mot thi trdn nhé. Loi hita thwong hiéu cé thé dem lai phong vi ngot ngao
v&i mot bo phan nhom tudi va dang nghét v4i nhitng nhém tudi khac. Trau
chuot cau chuyén thuwong hiéu sao cho phu hgp véi nhu cau va khao khat
cua cac nhan cach ngwoi mua, qua do cong huwdng vdi ho, la cach thong
minh nhat dé dam béo rang ching ta vuot qua duwgc bai kiém tra hwong vi
nay.

Hdy ddm bdo rdng cong thitrc cdu chuyén thuong hiéu cta ban da duoc
nhitng nguoi ban ché bién cho kiém nghiém.

YV

)

0 d6 cao 120 mét O muc nudc bién
s0 vdi muc nudc bién

Chuong 7 sé dan dat ban xuyén qua qua trinh do lwong si cong hwdng cua
thwong hiéu doi véi khan gia muc tiéu. Chung ta sé di sdu vao mot s6 yéu
t0 c6 thé doi choi v6i s mong doi ctia khan gia va nam bat cach phat hién
nhitng van dé trong tén, 16i hita, nhan cach, san pham, tuyén bo dinh vi, va
mifc gia cua ban.
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PINH NGHIA SU CONG HUONG

Vé mat dinh nghia co ban nhat, si cong hwdng xady ra khi dao dong ctia mot
vat thé khién cac vat thé bén canh né rung chuyén theo. Vi du don gidn
nhat vé dang cong hwdng nay la mot chiéc cong thién khong 16.

Toi dang lé sé khong bao gio duwgc nhin thdy mot chiéc cong ngoai doi
thuc. Tuy nhién, trong mot lan ghé tham Trung Quoc vao nam 2006, toi da
c6 dip dién kién dung cu thd vi nay tai mot ngdi chua & Thwong Hai. Khi
c6 mot nguwoi ng dung buiia go vao mdt chiéc cong, ndé khong ngitng rung
chuyén va phat ra m6t am tram vang doi. (Theo nhu t6i duwgc ké, s cong
hwdng nay sau tham dén mitc linh hon ctia ban ciing sé phai rung dong theo
né. Du vay nhung ban khéng nén thit nghiém viéc nay & nha... ban cé thé
bi du6i khéi noi minh dang s6ng day.)

Khi mét cau chuyén thwong hiéu cong hwdng t6t, ban sé c6 dwgc hiéu ng
cong chiéng. Ban sé thu hiat dwgce nhitng khach hang rung dong véi thong
diép cta ban. Mot sy van dong sé xay ra. Mot hiéu tng ggn song. Ai do,
that su, sé lang nghe thay ban.
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Cong Hoa binh Thé gidi ¢ G6déll6, Budapest
CONG HUONG: PHU HQP VOI THI TRUONG THUONG HIEU

Tiéng Tay Ban Nha c6 mot thanh ngtr thé hién quan diém co ban ctia con
nguoi khi tién hanh giao dich:

¢Como voy yo ahi?
Dich dai y la:
T6i sé nhan duoc gi?

Hay suy ngam vé thanh ngit nay. Giit né bén minh. Viét no6 ra it nhat 10 to
gidy nhd va dan ching 1én moi mat phang ban c6 thé tim dwgc. Viét né ra
tirng trang gidy mot cua ban ké hoach hang ngay. Xam né 1én co thé (OKk,
cai nay thi c6 thé hoi qua).

Ban chit cda sy cong hwong la dwa ra mét cau tra 10i thuyét phuc va cu thé
cho cau hoi “Toi sé nhan duwgc gi?” clia nguwdi mua trong tit ca cac boi
canh. Cau trd 10i nay han sau trong cau chuyén thwong hiéu cta ban, va la
moi lién két vitng chac nhat ban cé thé gdy dung dugc véi mot khach hang
tiém nang. N6 nén la “Toi sé dwa ban tit A tdi B, trong d6 B la noi ban
muon di dén.” (Con nhé chit, ching ta da dé cap né ngay tivt Chuwong 17?)

Cau trd 10i cho “T6i sé nhan duwgc gi?” bao gom mot cam gidc phu hgp ma
nha dau twv mao hiém Marc Andreessen miéu ta la “ton tai trong mot thi
trydng tot voi mot san pham c6 thé théa man thi truong dé”.!

I, Marc Andreesen, “Product/Market Fit,” PH Stanford, 25/06/2007,
http://stanford.io/1peaV6D.

Ong d3 gdn mac cho y twdng ndy 1a sdn phdm/thj truong phit hop. Muc tiéu
cta ching ta trong chwong nay la mét san pham/thi truong phu hgp dich
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thue gitp diéu chinh 161 hita, tuyén bo dinh vi, hanh trinh sdn pham, va tinh
cach co6t 16i cua ching ta theo nhu khao khat ctia cadc nhan cach nguwdi mua
cu thé.

May man thay, c6 kha nhiéu phwong thitc dé ban kiém tra xem cau chuyén
thwong hiéu cia ban cé dang cong huwdng tot véi nhitng nguwdi mua tiém
nang hay khong. Xuyén suét Chuwong 7, ban sé hoc dwgc cach do lwdong
mtrc do phu hgp cta hanh trinh sdn pham, tinh cach, tuyén bé dinh vi, va
10i hita ctia ban d6i véi cac hinh mau nguwdi mua. Do lwong xem liéu ban c6
dang nam trong tay mot cau tra 10i rd rang va 16i cudén cho “T6i sé nhan
dwgc gi?” Va, quan trong nhat, do lwdng xem liéu cau chuyén thwong hiéu
ctia ban c6 nguy co xep xuéng nhw nhitng chiéc banh cua t6i khong.

HAY DAM BAO RANG
cong thiic cau chuyén thuong hiéu

cua ban da duoc

LEAN
BRANDING

Creatmg Dyrame: e :
e

T
s
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PO LUONG TEN THUONG HIEU

Tén goi thwong hiéu cta chiing ta can phai cong huwdng tét vGi khan gia
nham gidp thwong hiéu tré nén khac biét va dé nhan biét trong thi treong.
Bai vi con ngudi luén gan nhitng y nghia khac nhau cho méi tit ngit ho
nghe thdy va doc dwgc, hai phép do cu thé duéi day cé thé lam sang td mitc
do phu hop cua tén goi thuong hiéu:

Bdn do6 lién hé tén thuong hiéu

Nhitng tr nglt nao dugc khach hang muc tiéu lién hé vai tén goi hién thoi
hodc cac lya chon tiém nang cua ching ta?

Kiém dinh A/B tén thuong hiéu
Lira chon tén goi nao hap dan ho nhiéu nhat? Tai sao né lai cé y nghia?
Ban do lién hé tén thwong hiéu

Phuong phap nay doi héi ching ta phdi ngo6i xudng ctung véi mét vai khach
hang hién tai va/hodc tiém nang. Pau tién, tém tat cho ho tuyén bo dinh vi
cta thwong hiéu ban. Tt khoa & day la tom tdt — ban khong muon truyeén tai
nhitng théng tin c6 thé tdc dong dén nhan thitc cua ho. Néu ban néi qua
nhiéu, qua trinh nhap liéu cta khach hang sé xuat hién thanh kién. Hay chi
don gian doc thanh tiéng, theo nghia den, tuyén b6 dinh vi ctia ban.

Sau d6, dwa cho ho mot to gidy c6 ghi san tén goi hién thoi hodc tiém nang
cta thwong hiéu. Yéu cau ho vach ra tat ca cac tiv ngtt ho cé lién hé dén véi
cai tén dy, vé mot vong tron mdi bén canh tén goi ban dau cho moi tir hién
1én trong dau ho.
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GlAD DUC

TaT NGHIEP A RACHD
TRUGNG HOC HOCTAP
HOCTAP HOCSINH T
BAN
PHONG HOC
st A LANH DAD
L o NGOISAO
CHUYEN NGHIEP NHAC ROCK GIAI THUONG
' THONG THAI
BiNH cAD HANG BAU

Vi du vé mét Ban do lién hé tén thuong hiéu: Teachstars

Nhitng cd nhan dugc hoi sé nghi ra nhitng mdi lién hé nghe c6 vé vo cung
ngau nhién, va dé chinh la muc dich cua phwong phap. Hay phan tich céac
tlr nglt xung quanh tén goi thwong hiéu tiém nang cta ban va danh gia xem
liéu ching c6 giong véi cau chuyén ban dang muon ké hay khéng. Cac cau
héi sau c6 thé gitp ban dan dat qué trinh can nhac cung d6i ngii ctia minh:

Tuyén bo dinh vi

Cac tir nglt nay c6 lién quan tGi vi tri ma ching ta dang mong mu6n chiém
gitt trong thi trwong hay khong?

Loi hita
Cac moi lién hé nay c6 twong thich véi 16i hita thwong hiéu hay khong?
Nhdan cach

Céac thuat ng* nay cé lién quan phan nao téi nhu cau hodc khao khat ma
ching ta dang c6 gang thoa man hay khong?

Sdan phdam

Cac moi lién hé nay cé phan anh ding trai nghiém san pham ching ta dang
dem td&i hodc dy dinh dem t6&i hay khong?
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Tinh cach

Céac tir ngit nay cé phu hgp vdi tinh cach ma thwong hiéu muon thé hién
hay khéng? C6 y nghia nao doi choi vdi tinh cach nay hay khong?

Mirce gia

Co t* nglt nao doi choi vdi diém gia cta ching ta hay khong? (Ban sé
khong muon tén goi thwong hiéu ctia minh lién hé véi tir “ré tién” khi san
pham ban dang rao ban la hang cao cap.)

Néu ban khong thé gap mat truc tiép véi khach hang, hay st dung nhitng
cong cu tryc tuyén nhw Mural.ly dé c6 thé phan nao lvu gitt duwgc ban do
lien hé tw ngtt cua ho.

Kiém dinh A/B tén thvong hiéu

Hay gidi thiéu ngan gon tuyén bé dinh vi cta thwong hiéu cho khach hang
hién tai va tifm nang. Pua ra hai hoac ba tén goi va yéu cau ho Iwa chon cai
tén hdp dan ho nhat. Sau dé hoi ho ly do khién ho quyét dinh chon céi tén
ddy. Nhw ban c6 thé hinh dung, 1y do quan trong khong kém gi két qua bau
chon cudi cung.

Ban c6 thé tién hanh phép do nay ngoai doi thuc hodc thit nghiém nhitng
cong cu bo phiéu tryc tuyén nhanh gon nhw Pickful hay VerifyApp (Kiém
tra Iya chon). Nhitng cong cu nay cho phép ban dat mot cau héi, cung cap
hai phwong an tén goi, va trén hét la tong hop tat ca cac ly do quan trong.

Dang bai kiém tra nay sé giong nhu sau:
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If you were about to buy a air conditioner, which of these

two air conditioners would you pick if they were both
identical and cost the same amount?

ICET

mganeed b Drhe= & Arape=mr io Optmn @

Ban thdy cdau tra 10i “Everest nghe lanh hon (Everest sounds colder)” cho
phuong an B chit? B6 chinh la mé vang ctia phép do tén goi thuong hiéu.

PO LUONG PHAT NGON PINH VI THUONG HIEU

O Chuong 3 ching ta dd xdy dung mot tuyén bd dinh vi thuong hiéu dya
vao biéu mau sau:

Gui (khach hang muc tiéu)

Chung t6i duwgc biét ban dang (miéu td nhu cau hodc co hoi) (Tén sdn
phdm) la mot (chiing logi san phdm)

N6 c6 thé (lgi ich chu dao, nguyén nhdn thuyét phuc nhat)
Khong giong nhuw (déi thu canh tranh chinh)

San pham cuda ching t6i (miéu td diém khdc biét néi bat nhat)
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Y twéng gidr day cta ching ta 1a do lwong xem liéu tuyén b6 dinh vi ndy c6
phu hgp va dugc truyeén tai diung cach hay khong.

Tuyén bo dinh vi cia thwong hiéu c6 phu hgp véi nhu cau cia nguoi
mua hay khong?

Trong tam cot 10i cua tuyén bo dinh vi thwong hiéu 1a “lgi ich chinh” — 1y
do thuyét phuc nhat dé mét ai d6 mua san pham hodc dich vu cda ban.
Bang cach st dung mét phwong phap nghién citu mang tén bdc thang, ban
c6 thé phong van nhitng khach hang tiém nang va c6 san nham phat hién
gia tri nao dugc ho xem la quan trong nhat cta thwong hiéu. Suy cho cung,
ho chinh la doi twong ching ta dang tao dyng gia tri cho ma, ding khong?

Khi thye hién viéc bac thang, ban sé bat dau bang cau hoi “Tai sao diéu ay
lai quan trong véi ban?” va lap lai né cho dén khi ban kham pha ra lgi ich
chinh, vugt xa khéi nhitng dac diém hién nhién cta san pham. N6i mot
cach khoa hoc, ban dang tham do doi twgng phéng van dé khai quat mot su
that an sau phia dudi.

Sau khi ban da tién hanh mot loat nhitng cudc phong van mot-doi-mot, hay
tong hop cac cau tra 10i ctia ca khach hang hién tai 1an tiém nang va bat dau
tim kiém diém chung gitta chiing. Qua trinh nay la mot cach thic hiéu qua
dé tra 10i cau héi:

Dau la lgi ich chinh giup thuong hiéu ctua téi tré nén quan trong trong mat
nhitrng con nguoi nay?

DPoi khi khach hang sé khong thé hodac khong mudn bay t6 1y do vi sao mot
diéu nao do lai quan trong doi v6i ho. Trong tredng hgp nay (ding hon la
trong moi treong hop), ban c6 thé chon phwong phap quan sat chiing toc
hoc (dugc nhac dén & Chuong 3). Theo do, ban sé dam minh vao trong boi
canh (thoi gian va dia diém) st dung san pham hodac dich vu cia minh va
thu thap nhitng phan tich vé gia tri ching dem dén cho ngudi dung.
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Thuong hiéu c6 dang dwoc truyeén tai dang cach hay khong?

Cdch tot nhat dé biét ho dang “nhdn ldy” cdi gi la lang nghe xem ho dang
“dua ra” cdi gi.

Pa dén lac quan sat xem khach hang dang dinh nghia tuyén bd dinh vi cta
thwong hiéu bang ngdén ngit ctia ho nhw thé nao, cling nhw phan tich xem
liéu n6 c6 phu hop v6i thong diép ban dang truyén tdi cho thé gigi hay
khong.

Chu y: viéc nay sé doi hoi ban phai suy nghi mot cach that bao quat. Sé
khong c6 mot thanh phan cau chuyén thwong hiéu nao trong chwong nay ro
rang nhw cac thanh phan cda chién Iwgc truyén tai ma ching ta da do luong
0 Chuong 6. Bai chung ta dang nhin vao dit lieu dinh lwgng.

Ngay xua, xday dung thwong hiéu la mot qua trinh mat rat nhiéu thoi gian.
Khi cac bdo cdo nghién cttu thi truong dwa ra dwge mot vai so liéu mo ho
vé hwéng di cua khach hang dé ban c6 thé giao tiép dwa trén dé, moi thit da
qua tré va ngudi tieu dung da thay doi dinh huwéng cta ho réi. Thé nhung sw
ra doi cua Internet da lam thay doi cuc dién. Gio day chung ta cé thé do
lwong trong hom nay, dic két bai hoc vao sang hom sau, va tai thiét ké vao
toi hom ddy. Néu ban la Oreo, ban tham chi con cé thé hoc héi khi nguoi
tiéu dung dang theo doi gidi Superbowl va viét lai cau chuyén thwong hiéu
cua minh sao cho phu hgp véi ho... trong vong 2 phut rudi. Hay xem qua
vi du Xay dwng Thwong hiéu Tinh gon tiép theo day néu n6 khién ban hitng
tha.

Du vay, ban van c6 thé st dung phwong phap phan tich néi dung dé kham
pha cac quy luét lién quan dén dir liéu nhap ciua khach hang hién tai. Téi
thoi diém nay, han ban da xay dung dwgc nhiéu kénh téng hop y kién cta
nguoi tiéu dung:
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4 Binh luin cia ho vé thwong hiéu trén tai khoan mang xa hdi cua ban
(bang tin, twong)

4 Binh luan cta ho vé ban trén tai khoan ctia chinh ho (st dung cong cu
tim kiém mang xa hoi dé tim kiém nhitng nhan xét lién quan dén thuong
hiéu cua ban)

4 Danh gia va binh luan cda ho trén bat ct hé thng nhan xét nao ma ban
da thiét lap.

VI DU XAY DUNG THUONG HIEU TINH GON
OREO

Nam 2013, vao dém dién ra giai Super Bowl, hon 100 triéu nguoi xem
khong thé tin vao mat minh: san van dong da tré nén t6i den nhw muc. Khi
ay, Oreo quyét dinh nhanh chéng tan dung co hoi nay dé chia sé cau chuyén
thuwong hiéu cta né. Pay la hinh dnh da dwoc thé gigi chitng kién vao bubi
toi hom do.
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Q Oreo Cookie o ® Follow

Power out? No problem.

L £ W Faw

YOU CAN STILL DUNK IN THE DARK

MY UEER

“Mat dién w? Khéng thanh van de.
Ban van c6 thé nhiing banh trong bong toi.”

Lisa Mann, nguoi dan dat doi ngti tiép thi ctia Oreo khi ay, da tirng noéi véi
Forbes:
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Oreo la mot thwong hiéu doi thwe, mot nha tiép thi doi thue, ching toi la
mot phan ctia nén van hoa cling nhw 1a két cdu cta cong dong. Chuing toi
dat muc tiéu phai gitt vitng dugc vi tri cia minh giong nhw ldc méi ra doi
100 nam vé trudc. Chang t6i nam trong tay mot cong thirc thanh cong va
lu6n tim cach bao vé va duy tri né vi ngudi tiéu dung. Chiing t6i hiéu ré vai
tro ctia minh la gitt cho sy trong sang cua tudi tho dwgc song mai — nhin thé
giGi qua con mét Oreo.!

I, Jennifer Rooney, “Behind The Scenes Of Oreo’s Real-Time Super Bowl
Slam Dunk,” Forbes Magazine, 04/02/2013, http://onforb.es/1pebelk.

Thong diép trén da dugc retweet hon 15.000 lan va yéu thich béi hon 6.000
nguoi dung. Tai khoan Facebook, Twitter va Instagram ctua Oreo khong
ngirng phat ra thong bao. Chao mirng dén véi thoi dai ctia cac thuwong hiéu
thoi gian thyc.

PO LUONG LOI HUA THUONG HIEU

Nhuw ching ta da thady & Chuwong 3, 101 hita thwong hiéu 1a mot phién ban rut
gon cda tuyén bé dinh vi, noi 1gi ich chinh dugc dich nghia sang mot dinh
dang ngan gon, dang nhd hon. Khi kiém tra tuyén bo dinh vi cta thwong
hiéu bang mot trong cac phwong phap dwgc miéu ta trede do, chiing ta cling
dang dong thoi tim kiém bat c@ mau thuan nao dé giita n6 véi 10i hita
thwong hiéu.

Tuy nhién, c6 v6 s6 bién phap dé ching ta rut gon mot tuyén bé dinh vi, va

chi mot thay déi nho trong ngén tir théi cling c6 thé khién khach hang cam
thdy boi roi hodc thu hut.

Pé dam bdo rang 10i hita thwong hiéu dang cong hwéng tot véi khan gia,
hdy cung kiém tra xem liéu ngudi tiéu dung c6 dua ra nhitng lién hé mong
muon khi ho ti€p xtic véi n6 trong mot thoi gian ngan hay khong.
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Mac du ban cé thé sao chép phwong phap nay ngoai doi thyc, tng dung 5
Second Test (Bai kiém tra 5 gidy) cung cap mot gidi phap vo cung hitu hiéu.
5 Second Test sé hién thi mot noi dung bat ky cho nguwdi tiéu dung trong
vong 5 gidy va cho phép ban xay dwng mot hodc nhiéu cau héi dé dat cho
ho sau dé. Pay la mot cong cu cé rat nhiéu tinh nang thu vi, song trong
treong hop nay ban chi can lam theo cac thao tac sau:

1. Hién thj 161 hita thwong hiéu trén mot hinh nén don gian (tiéu dé trang
dich dwoc phoéng to, hinh chit nhat trang, hinh moé phéng cua danh thiép,
V.V..).

2. Cho khach hang xem no trong vong 5 giay.

3. Pua ra ba cau hoi:

— Néu mot diéu ban nhé nhat vé 101 hira thwong hiéu vira roi.

— Ban c6 muon tim hiéu thém vé san pham dwa ra 10i hita d6 hay khong?
— Ban c6 mu6n mua san pham dwa ra 16i hita dé hay khong?

Toi khong thé nhan manh da tdm quan trong cda qua trinh tiép xdc 5 gidy
nay. Suy cho cung, bdn than ching ta danh bao nhiéu thoi gian quan sat 10i
hita cia mot thwong hiéu truwde khi tiép tuc cong viéc dang lam chit? Viéc
dwa ra mot 10i hita thuwong hiéu va cho khach hang nhin cham cham vao né
trong suot mot tiéng dong hoé trwde khi yéu cau phan hoi cta ho khong tai
nao so sanh dugc véi béi canh thyce té. O thé ky XXI, con ngudi lwét qua
nhw nhitng tia chdp. Chi thé thoi.

PO LUONG NHAN CACH

Hinh mau nguwdi mua ly twédng cta thwong hiéu cé giong chit nao véi con
nguwoi sé mua hang tir ban ngoai doi thwc khong? Dé dat duwgc sw cong
hwéng va kich thich lyc kéo, ching ta can chac chan rang nhitng c4 nhan
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minh dang thiét ké va tao dung (néi cach khac la dang vat 6c) phan anh
ding nhitng thue thé sé st dung san pham hay dich vu cta ching ta.

Céc gia dinh trong tinh huong nay dac biét nguy hiém. Do dd, ching ta can
lién tuc nhin lai co s& khach hang va dam bdo rang ho so thong tin cta ho
van chwa thay d6i. Néu c6, nhiém vu cia ching ta, trén tw cach nha quan ly
thirong hiéu tinh gon, la tao dwng nhitng hinh mau ngwsi mua mdéi phu hop
v6i hién thyce. Bai vi tat cd cac hoat dong thwong hiéu déu sé do nhitng
“nguwdi mua gia voi nhu cau that” nay dan dat, t6i mong ban sé khong bao
gio danh gia thap tam quan trong cua viéc kiém tra di kiém tra lai cac gia
dinh nhan cach cta minh.

Con nguoi lubn thay doi, khao khdt ctia ho ciing thé, va cdc thuwong hiéu
cling nén nhu vay.

Nham tim hiéu vé ngwdi mua hién tai, ching ta c6 thé st dung hang loat
cong cu khac nhau, mot so trong do tinh vi va mat nhiéu thoi gian hon phan
con lai. Gia dinh rang ca thoi gian lan tai nguyén cia ban déu c6 han, phan
tich khan gia sé la mot phwong phap hitu ich.

C6 hai dang dir liéu vé nguwdi mua ban can phai theo doi:
Dir liéu nhan khau hoc

Ho bao nhiéu tudi, song & dau, néi ngdn ngit nao, thu nhap ra sao, cung véi
nhitng “so liéu cing” khac lién quan t6i con ngudi ho.

Dir liéu tam ly hoc

Phong cach song, hoat dong, sé thich, quan diém, cung nhitng dac diém
tam ly hoc khac.

PO LUONG HO SO NHAN KHAU HQC CUA HiNH MAU NGUOI
MUA
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Ching ta da thiét 1ap mot tai khodn Google Analytics trong Chuong 6, va
gio ching ta sé st dung lai n6 lan nita dé tap trung vao dir liéu nhan khau
hoc cua khan gia.

Truy cap vao tai khoan Google Analytics ctia ban va nhdp chon Déi twong
(Audience)® Nhan khau hoc (Demographics)® Tong quan (Overview).

Interest Category 100% of total sessions

5.49% B Sports/ Individual Sports/ Running & Walking

Computers & Electronics/ Consumer Electronics/
3.94% WM Ejocironic Accessories

3.05% W  Sports/ Individual Sports/ Cycling

2.968% Food & Drinks/ Cooking & Recipe/ Soups & Stews

Travel/ Tourist Destinations/

2.45% Historical Sites & Buildings

PO LUONG HO SO TAM LY HQC CUA HiNH MAU NGUOI MUA

Ho6 so tdm ly hoc gidi quyét phong cach séng ctia nguwdi mua va phitc tap
hon dé truy cap. Hay tiép can né qua hai buwéc sau dé thu thap cac phan tich
chuyeén sau:

1. Bat dau bang viéc cho mét s6 lwgng 16n khach hang dién vao mot bang
khao sat c6 hé thong. Cach tot nhat dé tiép can thao tac nay la tw xay dung
bang khao sat riéng dva trén nhitng gia tri, hanh vi, va phvong dién séng
ma ban dang muon tim hiéu.

Yéu cau khach hang dién bang khao sat tric tiép hoac sit dung mot céng cu
khao sat tréen mang nhu Ask Your Target Market hay SurveyMonkey.
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Ngoai ra, ban ciling c6 thé st dung cac can do phong cach song c6 san. Can
do don gian la cach noéi khac ctia cdc ngan hang cau hoi duge dung dé do
lwong mot hién twgng nhat dinh. Ban c6 thé sit dung US VALS (Values —

Gia tri, Attitudes — Thai dg, va Lifestyles — Phong cach séng) Survey ™1

I http://www.strategicbusinessinsights.com/vals/surveynew.shtml

2. B6 sung vao bao cao phan tich nhitng cudoc phong van chi tiét. Tim hiéu
cac van de sau:

— D0i song hang ngay ctia ho nhu thé nao? Théi quen cta ho la gi? Ho
thwong lui téi nhitng dia diém nao? Nha ¢ va phwong tién di lai ctia ho nhw
thé nao? Ho song & dau?

— Ho dé cao nhitng gia tri gi? Ho c6 lién quan gi dén ton gido, dang chinh
tri, hay hé thong tu twéng nao khong?

— DPac diém tiéu dung truyén thong cia ho la gi? Ho thwong cap nhat tin tirc
¢ dau? Ho tin twdng phuong tién truyén thng nao nhat?

— Théi quen mua sam ctia ho nhw thé nao? Nhitng ai hodc nhitng yéu t6 nao
anh hudng dén quyét dinh mua hang cta ho?

PO LUONG HANH TRINH THUONG HIEU

Nhu ban da thdy & Chuong 3, hanh trinh thwong hiéu dwgc hinh thanh tir tat
cad cac diém tiép xuc noi ching ta cé co hdi tao dyng gia tri cho khach
hang. Sé c6 hai cau hoi quan trong xuat hién khi ching ta c6 gang xac dinh
xem hanh trinh nay cé dang cong huwéng tét véi khach hang khong:

4 San pham hién tai cta chung ta c6 dem lai diéu gi quan trong cho khach
hang khong?
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4 Khach hang nghi gi vé gia tri ma ching ta dang c6 gang tao dung xuyén
sudt hanh trinh?

Po lwvong mitc do thich dang cda tinh nang san pham: Ky vong cta
nguwoei mua

Mot phuwong phap phan tich dugce ap dung rong rai mang ten KANO sé cho
phép ching ta xac dinh tinh nang san pham c6 thé théa man khach hang
nhiéu nhét, qua d6 danh manh qud trinh giao tiép vao né.! Ngoai ra, n6 con
giip chung ta thiét 1ap dwgc danh sach wu tién phat trién san pham. Duwdi
day la cach thic tién hanh:

I, Phuong phdp nay duoc ddt tén theo Gido su’ Noriaki Kano, nguoi phdt
trién né vao thdp nién 1980. Kano hién dang la Gido su danh dv tai Dai
hoc Khoa hoc Tokyo.

1. VGi moi thudce tinh san pham, hay haéi khach hang hai cau héi sau:

— Cau hoi khang dinh: “Ban cam thdy thé nao néu san pham cé thudc tinh
X?”

— Cau héi phu dinh: “Ban cam thdy thé nao néu san pham thiéu di thudc
tinh X?”

2. Pua ra cac phuong an tra 10i sau:
— Rat thich

— Thich

— Binh thuong

— C6 thé chiu duoc

— Khong thich
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3. St dung mdot bang danh gia nhw & duwdi dé kham pha xem thudc tinh nao
thudc vé hang muc nao. Sau khi ban da do6i chiéu chéo hai cau hoi, toan bd
cac thudc tinh san pham cta ban sé dwoc chia ra thanh:

— Hap dan. Sé tot néu ban c6 tinh nang nay. Khach hang sé théa man khi
tinh nang nay cé mdt, song ho cling sé khong bat man néu n6 vang mat.

— Phdi c6. Pay la tinh nang khéach hang trong dogi tir sén pham cta ban.
Khach hang sé bat man néu tinh nang nay vang mat, song ho ciing khong
théa man hon néu cé.

— Trai nguwgc. Khach hang that 1ong khong mudn san pham cta ban c6 tinh
nang nay. Ho sé théa man hon néu khong c6 no.

— Mot chiéu. Pay 1a mdt tinh nang chac chan phai c6. Khach hang sé thoa
man hon véi thuwong hiéu néu c6 tinh nang nay.

— Co6 van dé. Cau tra 10i cta khach hang khong c6 nghia. Ho sé vira thda
man vira khong théa man vai tinh nang nay. (Cé thé khong vay?)

— Ho hitng. Hai tir nay noéi 1én tat ca. Cé tinh nang nay hay khong cling
khong khién ho théa man hon.

4. Gio hay tan dung thong tin nay dé dwa ra cac quyét dinh lién quan dén
nhitng tinh nang quan trong nhat trong hanh trinh thwong hiéu cta ban.
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CAU HOI PHU BINH: Néu khdng o thiscc tinh ndy, khdch hdng & cdm thay:

RAT THiCH BINH €O THE KHONG
THICH THUONG | CHIUDUOC THICH
Chu HOI RATTHICH | ravindé | Hipdan Hip cin Hap din Mét chidu
KHANG
~ BINH: THICH Tré ngude | 11 hitng Hé hing & hitng Phai cé
Newed thupe
tinh nay.
R BINH ringuoe | Hohing | Hihing | H&hing Phai co
khdch héng THUGNG
5& cam thav:
COTHE Trd nguge | Ho hiing H& hiing Hé hiling Phai cd
CHIU pUTC
KHANG Trd nguge | Tdinguoe | Trai nguge | Trai nguige Covar dé
THICH

Po lrvong xem hanh trinh thwong hiéu hién tai co dang cong hwéng tat
khong: Nhan thitc ciaa khach hang

Dé c6 thé cong huwdng vai khach hang, hanh trinh san pham cua thwong
hiéu phai dem téi nhitng gia tri ma ho dang trong dgi vao nhiéu thoi diém
khac nhau.Phan tich co hoéi gia tri 1a mot phuwong phap hitu hiéu cho phép
do lwong nhan thitc ctia ngwoi tiéu dung vé hanh trinh ching ta da tao dung
cho ho.!

I, Phdn tich co hoi gid tri duoc gidi thiéu lan dau béi Jonathan Cagan va
Craig M. Vogel trong cuén Creating Breakthrough Products: Innovation
from Product Planning to Program Approval (Upper Saddle River, NJ: FT
Press, 2001).

Nguoi tieu dung danh gia cac gia tri khac nhau cta san pham hay dich vu
theo c6t moc thap, trung binh va cao. Phan tich co hoi gia tri gitp ching ta
hinh dung nhitng thiéu s6t trong hanh trinh sdn pham ciing nhuw nhitng diém
théa man ky vong ctia né. Bang cach cho ching ta thdy cac mat con yéu,
cong cu nay co6 thé kich hoat nhitng co hoi tao dung gia tri méi xuyén suot
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toan bo hanh trinh cho thwong hiéu cua chung ta. Sau day la cach st dung
no:

1. Lap danh sach cac co hoi va thudc tinh dwdi day ré6i cho khach hang
danh gia tt'ng muc mot tr thap dén cao.

PHAN TiCH CO HOI GIA TRI
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THAP TRUNG BINH CAO

CAM X0

Mao hiém

Poclap

Yon tam

Goicam

T tin

Quiyén life

CONG THAI HOC

Thodi mai

An toan

De s dung

TINH THAM MY

Th| giac

Thich gidc

*ic giac

Khuu giac

Vigidc

DANH TINH

Théi digm

Moi chdn

Cagan, J., C.M. Vogel, B. Nussbaum (2011)

Creating Breakthrough Products: Innovation from Product Planning to
Program Approval, FT Press
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2. Xac dinh nhitng co hoi noi thuwong hiéu cua ban c6 mitc do thanh cong
thap. Cai thién hanh trinh sdn pham bang cach giai quyét cac mat nay.

3. Xac dinh nhitng lgi thé noi thwong hiéu ctia ban c6 mitc do thanh cong
cao. Chu trong vao chiing nhiéu hon trong cac no lyc truyén tai thuong
hiéu.

PO LUONG TINH CACH THUONG HIEU

Noi that nhé. Viec danh gia tinh cach ciia mot ca nhan c6 1€ la nhiém vu
phttc tap nhat trén thé gi¢i. Ching ta dwong nhw chwa bao gio hiéu ré dugc
tinh cach ctia chinh minh, huéng chi la tinh cach ctia nguwoi khac. Tuy
nhién, cac nha tam ly bang cach nao d6 da xay dung dwoc nhitng bo cau hoéi
giip chung ta tién thém mot budc nho trong cong cudc gidi ma “quy luat
ddc tinh doc ddo ctia mot con ngudi”, theo nhw 161 caa J. P. Guilford.!

Nhitng b cau hoi nay dwgc biét dén dwdi cai tén “bai kiém tra tinh cach”,
va gio day so lwong bo cau héi ra doi trong moi nam da trd nén khong thé
dém xué. Nhiéu nguoi quyét dinh lam nhitng bai kiém tra nay nham kham
pha ban than minh cho chinh ho hodc cho ngudi khac (thwong la nhitng nha
quan ly tuyén dung).

Hién nhién, cac thwong hiéu khong thé tién hanh lam thi nhitng bai kiém
tra nay. Va ching khong can phai lam thé. B&i thwong hiéu la mot tac pham
tong thé (la cau chuyén doc dao hién Ién trong tam tri nguwoi tiéu dung khi
ho nghi vé ban) va nhan thitc ctia ngwoi tiéu dung chinh la thyc té.

https://thuviensach.vn



Do do, chiing ta sé cho nguoi tiéu dung lam bai kiém tra tinh cach thay cho
thwong hiéu (diéu ma ching ta da nhat tri 1a hoan toan khong thé).

Cac bang cau hdéi ngan gon c6 thé pho bay nhitng dac diém tinh cach ma
nguoi tieu dung linh hoi tir thwong hiéu caa chung ta. Mot trong nhitng
cach thirc tién hanh kiém tra la thiét 1dp mot danh sach cac dac diém tinh
cach va yéu cau nguoi tiéu dung danh gia mic do 16t ta thuwong hiéu cua
ching theo thuwdc do tir 1 dén 5, trong do6 1 twong tng véi “hoan toan khong
10t ta thwong hiéu” va 5 1a “16t ta rat chi tiét”.

I J. P. Guilford, Personality (New York: McGraw-Hill, 1959).

HO SO TINH CACH THUONG HIEU
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Hoan todn khéng 15t ta

Lot ta rdt chi tiét

1

2

4

Bao thi

Binh tinh

Boe trufr

Can dam

Cham chi

Chu dao

Cé nang luc

Cé tinh

Cing cam

Bot pha

Gian ao

Hao huc

Hap tac

Kich tinh

Kiém soat

Kindao

Ky luat

Lap di

Laicudn

Lz dénh

Luu loat
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Mao hiém

Mang manh

Ngang
nganh

Nghé si

Ngoal giao

Nhanh nhen

Nhit quan

Quyén rd

Quyét doan

Quyé: tam

Sang treng

Sang tao

Tai gioi

Tan tuy

Thén trong

Thong minh

Tinh toan

To mo

Tré con

Tu tin

Vi tha

Néu ban mu6n kham pha nhitng tinh cach khac dwgce khach hang lién hé
v6i thwong hiéu cia ban, hdy thém mot cau héi cudi cung nhu sau:

Ngoai nhitng tr ké trén, ban con cé thé miéu ta tinh cach cua thuwong hiéu
nay bang nhitng cum tir nao? Hay chon tat ca cac phwong an phu hop:
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Khac: wooeeveeeeeeeneeennnnnn,
PO LUONG MUC GIA

Nhu ban c6 thé twéng twgng, tat ca cac phwong phap kiém tra mitc gia hién
nay déu c6 khuyét diém hodc mang thanh kién & mot diém nao day. Cac thi
nghiém do lwdng mitc gia ngoai doi that cé thé khién khan gia hién tai va
tiém nang bwc minh, va cac khao sat theo 1é thuwong ludn bi dnh hwdng badi
nhitng nhan dinh cta nguwoi lam ra ching (bdi suy cho cung con ngudi luon
phén tng dwa trén mot kich ban gia dinh).!

I, Téi cam thdy viéc kiém tra phén tdch cdc chién lugce dinh gid khdc nhau
vOi khdch hang ngoai doi thdt dem lai rat nhiéu nguy hiém cho thuong
hiéu. Cé qud nhiéu cudc doi thogi trén thuc té giita cdc thuong hiéu voi
nhau, gitta khach hang véi thuong hiéu, va gitta khach hang véi nhau. Trur
phi ban c6 mét chién lwgc dinh gid chénh léch hgp ly va dé nhdn biét, hdy
né tranh dang thi nghiém nay. Kiém tra tiéu dé khdc rdt nhiéu so vdi viéc
khién khdach hang cam thdy ban dang mo xé ho.

Trén thuc té, bang chitng duy nhdt va ciing la quan trong nhdt cho thdy mot
chién lvgc dinh gid dang céng hudéng tét voi nguoi tiéu dung la so ligng
nguoi bo tién ra mua sdan pham.

Céch t6t nhat ching ta c6 thé 1am la wéc lwgng (cac) diém dinh gia 1y twéng
cta nguwdi mua. Cac nha kinh té hoc goi sy wdc tinh nay la “sy san sang tra
tién”, va badi vi ban da do lwong dwgc nhitng tinh nang quan trong nhat doi
v6i hinh mau ngwdi mua (6 nhitng trang tredc), ban dang nam Igi thé trong
qua trinh kham pha yéu t6 nay:

1. Chon ra hai hodc ba tinh nang dwgc khach hang xem la quan trong nhat.
Phan tich KANO ma t6i da néi ¢ phan trudc co6 thé gitp ban quyét dinh.

2. Cho do6i twgng diéu tra biét vé cac tinh nang nay.
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3. Bdt cau hoi: “Ban san long tra bao nhiéu cho tinh nang nay?” Yéu cau
do6i twgng dwa ra mot mire gia. Ban cling c6 thé cung cap cho doi twgng mot
loat mitc gia dé ho lwa chon, tuy nhién diéu nay sé gidi han cau tra 10i hon.

4. Tinh toan xem bao nhiéu do6i twgng diéu tra sé san sang tra tién cho moi
diém dinh gia.

5. Kiém tra phan tich cia ban bang nhitng phwong phap nghién citu kha
dung khac nhw phong van m@, phan tich canh tranh (cac doi tht canh tranh
ctia ban dinh gia thé nao cho mét san pham hay dich vu twong ti?), va kiém
tra phan tach (néu ban chap nhan ri ro).

DO LUGNG CHIEN LUGC DINH GIA CUA THUONG HIEU

SU SAN SANG TRA TIEN
50
45
40
) 35
54 Iuigng khdch hang
i tra sdin sdng trd 30
mitic gid ndy a5
20
15
10
5
55 510 515 520 525 530 535 540
Biém dinh gid
TONG KET

Ban chit cta si cong hwdng la dwa ra mot cau tra 10i thuyét phuc va cu thé
cho cau hoi “Toi sé nhan dugc gi?” clia ngwdi mua trong tit ca cac boi
canh. Chuong 7 tap trung vao nhitng bién phap dung dé do lwong mirc do
cong hwéng vai khan gia cia cac thanh phan cau chuyén thwong hiéu. Chia
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khoéa ¢ day la ddam béo rang cong thirc cau chuyén thwong hiéu ctia ban da
duwgc nhitng ngwdi ban ché bién cho kiém nghiém.

San pham/thi truong phu hgp gilip diéu chinh 10i hita, tuyén bd dinh vi,
hanh trinh san pham, va tinh cach c6t 16i cta ching ta theo nhw khao khat
ctia cac nhan cach nguwdi mua cu thé. Tuy nhién, viéc xac dinh cac khao
khat lai khong hé dé dang. D6i khi khach hang sé khong thé hodc khong
muon bay té ly do vi sao mét diéu nao do lai quan trong doi véi ho. Trong
treong hop nay cling nhw cac trwong hop khac, ban c6 thé chon phwong
phap quan sat chung toc hoc. Hay quan sat xem khach hang dang dinh
nghia tuyén bo dinh vi ctia thwong hiéu bang ngén ngir cia ho nhw thé nao,
cling nhv phan tich xem liéu n6 c6 phu hgp véi thong diép ban dang truyén
tai cho thé gigi hay khong.

Con ngudi luon thay doi, khao khat ctia ho ciing thé, va cac thwong hiéu
cling nén nhv vay. Nhiém vu cua chung ta, trén tw cach nha quan ly thuvong
hiéu tinh gon, la tao dyng nhitng hinh mau nguwdi mua mdi phu hgp véi
hién thue.

https://thuviensach.vn



DANH TINH THUONG HIEU

b

Chuong 8

€ t0i cho ban thdy mot diéu vo cung thd vi. Hay nhin vao ting hinh anh &

cot bén trai trong bang dudi day va noi ching véi mot trong cac cum tiw &

cOt bén phai:

Hinh anh Lién hé
Cong nghé
ﬂ Nau an
o[
L

Tro chuyén

Kham pha

https://thuviensach.vn



Nao, chang phai diéu nay qua tién lgi sao? Nhitng thwong hiéu quen thudc
do6i vai ban hiéu r6 va thic day cac moi lién hé biéu twgng c6 san dé xay
dyng nén nhitng logo gitp kich hoat chiing. Néu ban n6i “kham pha” véi
hinh anh la ban, ban cling sé hinh thanh mot sy lien hé twong ty khi nhin
thdy logo cua Safari. Trén tw cAch mot trinh duyét web, Safari cé dugc rat
nhiéu lgi thé ttr moi lién hé vdi nhitng tt khdm phd va tim kiém.

Hinh anh Lién hé Nhan dang hinh anh Tén thuong hiéu
clia thuong hiéu

Nau an @ Betty Crocker

- CE hé Android
'E' ong nghé ndroi
o]

_L|

Kham pha Safari
Trd chuyén .- - Twitter

T6i khong ndi rang logo ctia ban phai mang nghia den hodc dya trén hinh
anh. T6i cling khong n6i rang né la biéu twogng hinh anh duy nhat mang y
nghia (van con d6 mau sac va kiéu chit). Hay doc tiép dé tim hiéu vé tam
quan trong thyc sy cua viéc xay dung va do lvong nhan dang hinh anh cua
thuwong hiéu.

THAY POI VOI MOT CHUT TAM LY NGUOI TIEU DUNG

Ban vira n6i mot loat biéu twgng hinh anh véi nhitng chiétc nang c6 vé
twong ng vdi chung. T6i hoan toan khong bia ra cdc moi lién hé nay.
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Ching da duwgc han sau mot cach nhat quan va khong ngirng nghi vao tam
tri ban tir vo s6 phuwong tién truyén thong ban tiép xic moi ngay. Cac nha
thiét ké biét, sit dung, chuyén hoéa va vi pham ching hang ngay.

Hay dé t6i n6i rdo mot diéu: ban than ching ta khi sinh ra von khong hé biét
cach lién hé cac khai niém nay v@i nhau. Khong nhitng thé, mot cad nhan
tredng thanh & phan bén kia cia thé gigi c6 thé hinh thanh nhitng s lién hé
vO cung trai nguwgc — va diéu do ciling rat doi binh thuong.

Nhitng quy ludt tv twéng nay la san pham sinh ra t¢ qua trinh gido duc,
twong tac xa hoi, va mot xu hwéng chap nhan biéu twgng tw nhién. Néi mot
cach don gian: sudt cudc doi minh ching ta luén gan y nghia cho nhitng
biéu twgng hinh anh. Cac thwong hiéu c6 thé tan dung diéu nay.

Y twéng cho rdng ching ta luén gin y nghia cho cac vat thé xung quanh
ban than va gidi nghia ching dva trén cac mdi quan hé xa hoi khong phai la
méi. Nhitng nha xa hoi hoc noi tiéng nhuv George Mead va Herbert Blumer
da nghién cttu khai niém chu nghia twong tdc biéu tugng tir dau thé ky 20.
Dudi day la két qua Blumer dic két duge vao nam 1969:

€ Con nguoi hanh déng huéng téi moi vat dva trén nén tang y nghia ho
quy cho chung.

@ Y nghia cia cdc vdt thé dé bdt nguon, hodc xudt hién tor méi quan hé
twong hé xd hoi ma mot ca nhan vaoi nhitng ca nhan khac ciing nhv véi xd
hoi.

® Cdc y nghia nay duoc xi¢ ly trong , va stta doi qua, mét qud trinh chuyén
nghia duoc cd nhan doé sir dung dé doi pho vdi cdc vdt thé ma anh ta/co ta
doi mdt.!

I Herbert Blumer, Symbolic Interactionism; Perspective and Method

(Englewood Cliffs, NJ: Prentice-Hall, 1969).
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Vay rot cude két qua nay co lién quan gi t6i hoat dong tiéu dung? Bai vi
ching ta hanh dong dwa trén y nghia ching ta gan cho vat thé, nén méi cé
S ton tai cda y niém tiéu dung biéu tuwgng — s that rang cac san pham va
dich vu ludn truyén tadi nhitng y nghia biéu twgng vuot xa tinh nang hoat
dong cua chiing.?

2. Sidney J. Levy, “Symblos for Sale,” Harvard Business Review (07,
08/1959): 117-124; David Glen Mick, “Consumer Research and Semiotics:
Exploring the Morphology of Signs, Symbols, and Significance,” Journal of
Consumer Research 13, s6 thwr 2 (1986): 196-213; Russell W. Belk,
“Possessions and the Extended Self,” Journal of Consumer Research 15,
s6 thir 2 (1988): 139-168.

Cdc thuong hiéu luén choi dua trong mét hop cdt y nghia biéu twgng day
thu vi.

Xuyén sudt cudn sach nay, ban da thidy cach cac thuwong hiéu tinh gon dua
khach hang t* A dén B, trong dé B la ban thé ma khach hang muon trg
thanh. Nham 16t ta thwong hiéu ctia ching ta nhw mét con dwong kha thi ti
A dén B, ching ta can phai truyén tai y nghia “gidi quyét van dé” caa no.
Biéu twong hinh dnh sé gitp ching ta thé hién y nghia nay.

Hay tin to6i khi t6i n6i rang:

Néu ban khong co thoi gian dé xem nhdn dang hinh dnh cta thuong hiéu
mang y nghia gi, ban tét nhdt nén co thoi gian stta chita né khi khong ai
quan tam téi no.

Bay gio, bdi vi nhan dang hinh anh cta thwong hiéu l1a “ctta ngd” tién tGi
viéc xay dung cac y nghia nay, ban da cé thé tién hanh tinh todn tdm quan
trong khong 16 ctia viéc sang tao no6 dung cach.
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SUGT cuOC PO1 MINH CHUNG TA
luén gan y nghia cho nhiing biéu tugng hinh anh.

QUAY TRO LAI HANH PONG: PO LUONG NHAN DANG HINH
ANH CUA THUONG HIEU

Do lwong mic do hiéu qua cia nhan dang hinh anh trong viéc truyén tai
cau chuyén thvong hiéu dén mat tap hop hinh mau ngwdi mua cu thé 1a mot
no lwe chu chot. Xuyén sudt Chuong 8, chiing ta sé nhin qua nhitng phwong
hiéu do lwong mirc d6 hiéu qua cta cac thanh phan biéu twgng thuwong hiéu
(von da dugce xay dung & Chuong 4):

€ Logo

4 Bang mau
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® Kiéu chit

4 Cong cu ho trg: ban tom tat
4 Cong cu nhan dién

4 Slide trinh chiéu

Dbé do lwong mitc do hiéu qua cia cac biéu twgng hinh anh trong viéc thiét
1ap mot danh tinh thuyét phuc va than thién trong qua trinh doi thoai, ching
ta sé xem xét cac phuong dién sau:

Nhan thue
Mitc do noi bat va dang nhd cta cac biéu twgng hinh anh thuwong hiéu.
Tac dong tich cuc hodc tiéu cuc

Phan trng tu phat thuan 1gi hodc khong thuan lgi cua nguoi tieu dung vai
cac biéu twgng hinh anh thwong hiéu.

An twong cam xiic

Cac loai cdm xtc kich hoat tr biéu twgng hinh dnh. Trai nghiém nay nén
xuat hién xuyén su6t hanh trinh sdn pham cta ban.

Phdn hoi
Cac dong gop md cua nguoi tiéu dung cho viéc cai thién.
Chuyén doi

Moi quan hé gitta cac biéu twgng hinh anh cta thwong hiéu va y dinh mua
hang cda nguoi tieu dung (hodc y dinh tién hanh mot hanh dong nao dé
dwgc ban dinh nghia la “chuyén d6i”).
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PO LUONG LOGO THUONG HIEU: HOI PUNG PIEU CAN HOI

Ban c6 thé tom tat tuyén bo dinh vi cta thwong hiéu cho cac doi twong diéu
tra tredc khi bat dau ap dung mot trong nhitng phwong phap nay. Biéu mau
tuyén bo dinh vi & Chuwong 3 da dé cung cap cho ho boi canh can thiét.

Sau day ban sé nhin thay nhitng 10i nhac chung c6 thé dwoc trau chudt tuy
theo nhitng di* liéu nhat dinh ma ban dang tim kiém. Chang han, néu ban
khong muon chi biét don thuan liéu nguwoi dung “thich hay khéng thich
logo nay”, thay vao dé la ho “thich hay khong thich mau sac cua logo nay”,
ban c6 thé vach thém nhiéu 16i nhac cu thé hon cho qua trinh kiém tra. Hay
diéu chinh tr nglt sao cho hgp ly dé phan anh tuyén bd dinh vi ctia thuong
hiéu tot hon.

Moi mot bai kiém tra nay phd bay mot phuwong dién khac nhau cta logo
thwong hiéu. Néu thoi gian khong cho phép, hay lwa chon mo6t hodc nhiéu
bai kiém tra giup tiét 16 nhitng thong tin thyc t€ can thiét nhat.

DPoi vai tirng thanh phan dwgc kiém tra, ban sé nhin thdy mot cong cu do
lwdng trie tuyén va ngoai tuyén. Tiép theo day la mot so tinh nang thu vi
ban sé& muon tim hiéu k§ hon:

Chting sé tim kiém doi twgng diéu tra cho ban

Mot vai cong cu nghién citu c6 thé cung cap doi twong diéu tra dua trén ho
so nhan khau hoc va/hoac tdm ly hoc da dugc ban kham pha truedc do (xem
phan “Po luwong nhdn cach” & Chwong 7). Vi du dién hinh la
SurveyMonkey (www. surveymonkey.com). Cong cu httu ich Ethnio
(www.ethn.io) tham chi sé thu thap dé6i twgng diéu tra bang cach ngan chan
cac khach ghé tham trang web cta ban.

Chting sé tich hgp voi mang xa hoi
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Askall (www.askall.com) va Voice (www.voicepolls.com), chang han, la
nhitng cong cu tham do wu tién ngan co6 thé dwgc chén vao trang blog cta
ban hay chia sé qua mang xa hoi. Cupli (www.cup.li) sé tich hgp vGi
Facebook dé tham nhap vao nén tdng nguwdi ham mo cta ban va maoi ho tra
10i cau hoi.

Du ban c¢6 st dung cong cu nao di chang nita, hay tranh viéc dwa vao nhan
thitc cia m6t khach hang duy nhat dé dwa ra quyét dinh thiét ké thuwong
hiéu. Thay vi vay, hay tong hgp mot s6 lwgng 16n doéi twgng diéu tra va tim
kiém diém chung gitta ho sau khi ban da tich liiy dwoc kha kha dir liéu. Cha
y nhitng quy ludt va y twéng cé vé xuat hién mot cach thuong xuyén.

o luing muc do hiéu gua cda logo

Kiém tranhan thirc
Liéu biéu tugng clia chiing ta ¢ di ndi bat khorg?

Cong cu truc tuyén Memory Test (Kiém tra tri nhd) cua VerifyApp hoac ing dung
Five Second Test

Cong cu ngoai tuyén Kiém tra tri nhgd; hién thi logo cho ngudr tiéu diing trong vong
5 giay

Loi nhdcmau Ban nha diéu gi vé logo nay!

{Cac) phuong an hién Mat loge
thi cho nguéiding

Ly do tai sao phép do Bang cach kiém tra tri nhd cia ngudi tiéu ding vé logo sau
nay quan trong vai gidy, ban sé co thé biét duoc an tuang ban dau clia ho vé
thuong hiéu.

Kiém tra tic déng tich cuc hodc tiéu cuc
Nguoitiéu ding thich hay khong thich biu tugng nay? Tai sao?

Cong cu truc tuyén Kiém tra Thumbs Up/Down (Thich/Khéng thich) clia
InfluenceApp

Thim détruc tuyén cta Ask Your Target Markat hoidc
SurveyMonkey

Cong cu ngoai tuyén Bang khao sathodc phdng van c6 hé thing tu lam
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Léfi nhic mau

[Cac) phuwong an hién
thi cho ngudi ding

Ban thich hay khang thich lago nay? Tai san? Then thirdc de ki
1 dtén 5, ban thich logo nay bao nhigu?

Mt logo

Ly do tai saw phép do
nay quan trong

Qua cai nhin bran 230, ngudi t2u dang s& cho sanbiél hy
chiu téc dang tich aue hay tigu cue tir lngo. £ifu nay co thé
anh hudng Jen viec ho of tiép tuc kham pha cac dé xuat oda
thuang hidw hay khdng.

Kiém tra lyi thé sosdnh

Thea nguei tidu ¢ing, dau ladigm manh cl2 bidu tuong a2y so voi cac biéu tugng ki dci

Cong €y truc tuyén Fraference Test (Kigm tra uu tién) cla Verify App hodc Pickfu
Tham dd (g lwyén cha Ask Your Tergel Market hode
Sureyl onkey

Chng cu ngoal tuydn Bing khio s4r hodic phing vin od hé thiing o lam

Léri nhic mau Trosng hat lngo ndy, Ingo réo thu e ban hon?

(Cic) phuong dn hién | Hailogo (AE]

thi cho nguiai ding

Ly dn tai san phép do

Bang cdch sosianh ha) mau thist ke logo bér canh nhat v

nay guan trong giai thich by da vi sao no chon mat trong hal, ngudl tizu dung
5B 1181 16 cde yéu w6 khién méi logo manh hen hodc yéu hon v
mat thigiac.

Kidm tra n tuomg cdm xic

Bigu tugrg nay v dem lai phan dny xie <dm mong mudn khang?

Cong cy tryc tuyén Mood Test (Kifm tra tam trang] cla Verify App
Tham dé trre 1ydn cla Ak Your Tarmet Market hode
SurveyMankey [bigu cdm nét mat khong kha dung; cam xic
phdi dhigr thé hién bing nhin din win bin)

Cing cu ngoai tuyén Bing khidc s&t hadc phdng win cd hé thing wlam

L nhic méu Logo nay khign ban cam thay the nao?

{Cac) phwong an hién Mot logo

thi cha ngutd ding

Ly do tai sap phép do
nay quan trong

Cang cu iy hifn thi mét Inat bifu cdm nét mat v nhan dén
gy ta cdm sic 20a ngud e dong, Khi chon bat ki mot
Lidu cam nao @4, chdng s& gt 16 logi an wgng cam xicma
loga cia han kich hoas
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Kigm tra phan hai

BicU tugng ndy ¢6 thé dugc cai thign nhu the ndo theo ngudi téu ding?

Céng cy tryc tuyén

Annctetion Test [Kidm tra chi giai) hodc Comment Test (Kiém
tia binh ludn) cla VeritvvApp, InfluenceApp, hode thg dung 5
Second Test

Céng cungoai tuyén

Bang khdo sat hoac phong van c hé théng W' lam

Lifi nhac mau RBan nghi gi vé logo minh vila thay?
(Cac) phuong an hign | Mot logo
thi cho nguai diing

Ly do tal sao phép do
nay guan trong

Ngué tiéu ding sé ¢é co hdi duz ra phan héi phérg khoang
trong truting hop khang mat phueng dn oo sdn nae thé hign
duge chink xdc v kigr ola ho

Ki&m tra tiém nang chuyén doi
Ho ¢6 ¥ dinh dit mua san pham hodc dich vy néu chi dya trén biu tugng hinh anh nay

thai khéng?

Cong cy tryc tuyén

Mt logo: InfluenceApp hodc Ung dyng 5 Second Test
Hal logo: Preference Test cha VerifyApp hodc Fickfu

Céng cu ngoai tuyén

Bang khdo sat boac ohong van cd he thang ty lam

- L& nhéc mbu

Mét laga: Ban s& mua® san phim X ch??
Hai logo: Néu ban quyét dinh mua X, ban s& mua san pham
nao trong hai <an pham nay néu chung hoan toan gidng rhau
va ¢ clng mic gia?

(Céc) phuong dn hidn Mtz loge

thi cho nguai diing

Ly do tai sao phép do
nay guan trong

Tim hi€u vé y dinh mua hang cla nguoi tiéu dung dua trén
tinh thidm my cliz céc logo khic nhau ma ban curg cdp cho
he. Bidu nay sé gitp ban kinh dung Juge mide 86 anh bading
ciia thift ké logo lén qua trink bién doi

* Méu hoat ding chuyén ddi cla ben khéng duge dink nghiz 13 "mua hang” hdy dida ciinn tr ngd dé

pnan anh éung con dudng hanh déng 2ar mudn khach kang di theo (ghé tham trang web, Jarg ky,

gl dign, v |

KIEU CHU

T6i nhan thay rang phan 16n ngwoi tiéu dung khong co6 nhiéu y kién vé hinh
anh (nhv logo) nhw ho c6 doéi vdi kiéu chir. Sac théi tinh t€ cta cac loai
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phong chit khac nhau khong dé nhin thdy trong mat mot khach hang binh
thwong, mac du ho ludn chiu dnh hwdng sau sac tir nhitng lwa chon kiéu
chit xung quanh hg. Du vay, mot vai cau hoi duéi day sé khong kha dung
doi vai tat ca cac kiéu khach hang.

Mot so6 phwong dién don gidn ban cé thé do lwong dugc 1a lgi thé so sdnh,
dn tugng cam xuc, va tiém ndng chuyén déi cua mét kiéu chir nhat dinh.
Bdi vi cdc cdu hoi vé lgi thé so sanh va chuyén doi c6 thé dwa ra hai phong
chi* bén canh nhau, qua dé gilip ching ta thu thap dwoc nhiéu dir liéu quy
gia tr nhitng khach hang von thong thuong sé khong nhan ra dugc sy khac
biét; viéc phat hién mitc do anh huwédng ctia mot phong chir sé dé dang hon
nhiéu khi ban cé thé so sanh hai phwong an vGi nhau.

Hay nhd& hién thi cho cac doi twong diéu tra duy nhat mot cum twr (c6 thé la
tén thwong hiéu) & mét mau trung tinh (den) va mét ¢d chit khap man hinh.
Ban sé khong muon lan 16n tdc dong cda kiéu chit vdi, chang han nhu, tac
dong ctia mau sac.

Do lutng mic d5 hidéu qua cia kiéu chir

Kiém tra nhan thiic

Liéu biéu tugng cia ching ta oo db ndi bat khong?

Cong cu tryc tuyén Memory Test cla VerifyApp hoac ing dung Five Second Test

Cong cungoai tuyén Kiém tra tri nhd: hién thi tén thuang hiéu vié: bang muc den
(st dung phéng chir ban dang kiém tra) cho ngu@i tiéu ding
rong vong 5 giay

Loi nhdc mau Ban nhadiéu gi vé phong chir nay?

{Cac) phuong an hién Mét phong chii (mau der)
thi cho ngudiding
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Ly do tai sao phép do
nay guan trong

Bang cach kifm tra tri nhd cia nguii tidu dling v& phing chi
satlvai cidy, ban sé od 1he kiét dugs @ tugng ban dau cua ho
wé thuramig hidu.

Moay o khi k2 chil khong 1 rang & vl ho, ngue tidu
g e 58 et 1) e Bdn ndng Lac Ing ni Jem 12 dho
hinh v: ¢a ho.

Kiém tra the dong tich cuc hodc tidu cue
Noudi tifu diing thich hay khiing thich kidu tugng nay? Tai san?

Cang oy tryt tuyén Kigm tra Tnumbs Up/Dowr cda Influencedpp
Tharm dd ey luy2n coa Ask Your Targel Markel hodc
SurveyMonksy
Céng cu ngaal tuyén BAng kada sar hads phing vin b hé théing 1 bm
Loinhdc miu Ran thich hzy khéng thich phéng chir nay? Tai s20? Then

thude Jo W d8n 5, kan thich phéng chi nay bas ahigu?

{(Cdc) phuong dn hign Mot phéng chil (mau den)

thi cho ngui dimg

Ly do tai sae phep do Qua c3l nhin ban dau, nguii tigu ding sé che ban biét he chiu

naYy quan trong tac ding tich cug hay tidu cue tlr shuong an kidu chircla ban,
Bifu ndy cad thé dnh hufing &6 vige ho oo Hép tuc khidm pha
cag 38 xuat cia thuomg hidu hay kibng

Kidm tra |gi thé so sinh

Then ngueéi tiéu ding, dau 12 618m mann cia biu niong nay s vdi cac bidy wiong khac?

Céng cu true tuydn Preferendce Test ciia VerlfySpp hode Mrkfu
Thizrm di tryec luwdn cha Ask tour Target Markel hodc
SurveyMonkay
Cang cu ngoai tuyén Béng kndo sat hodc phdng var od hé théng 1 lam
Lai nhdc miu Trong hai phding chir nay, phéng chil nio thu hit ban han?
{€ac) phuong an hién Hai phany chi (clng kich i, miu fen)
thi cho ngudi disng
Ly do tal san phép do Bhing cach o sdnn hal phuang 4o <éu chir hén cank nhao va
nay quan trong gidi thich by dovi szo ho chor mdt rong hai, nguoi tiéu ding

sé tiét I cic yEu t5 khign md kifu chid mznn o hoac véu
hon v& mat thi gidc
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Kiém tra dn tugng cam xic
Biév tudne nay co Sem lai phan Ung xic cam mang muén khang?

Cong cu truc tuyen flood lestcla YerifyAop
Thim do e tuydn cia Ask Your Targor Markes hode
surveyldonkey (bigu cim nét mat khang khd dung; chmxie
phai dugc the hién bing nhan dn van ban}

Cong cu ngoal tuyén Bang khao sat hodc shdng van o hé thing 1y lam

L nhie miu Phivrg chit niy khiEn ban cAm théy thé nho?

{Cac) phuong én hign | Mot pharg chir [maw den)

thi che ngwoi ding

Ly do tai sao phép do Cong cundy hién thi mdt loat bifu cdm nét mét wa nhin dan

nay quan trong miéL th cdm xuc cda ngudi tigu ding. Kni chon bat ky mat
bigy cdmn naoda, ching s& U2 I loal dn tudng cdm xic ma
phuting an kidu chir cia ban kich hogt.

Kigm tra phan héi

Bigu tugng nay <o the dudc cal thign nhy the rac theo ngud tidu ding?

Cong cy tryc tuyén Annotation Test hode Comment Test wia VerilyApp.
InfluznceApp, hode (ng dung 5 Second Tese

Cong cu ngoai tuyén Bang khao sat hoac shdng van cé hi thing 1y lam

L& nhiac mau Ban nghi gi wé phang it minh wita thiyi

{Cac) phuong an hién oL phidng dhil (mau den)

thi cho ngudai ding

Ly de tai san phép do Mausai tigu diing 28 ¢4 et hdi dua ra phan hdi phang khodrg

may quan trong trong trudng hop khdng mdt phucing 40 oo san nao the hign
dugre chirih xac v kidh cda ho.

Kiém tra tim ning chuyén d8i

He cd v dint dat mua san pham hoic dichvu néuehi dua rén bigu g hink o rizy

théi khéng?

Comg cu trc tuyen fot phang chie influenceApa hoae dng dung 5 Secona Test
Hai phéng chir, Preference Test cla VerifyApp hoac Pickfu

Cong cu ngoai tuyén Bing khap sat hodc ohdng van ca hé théng twlam
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L&i nhacmau Mat phang chir: Ban sé mua” san phim X chi?

Hai phéng chi: Néu ban quyét dinh mua X, ban sé mua san
pham nao trong hai san pham nay néu ching hoan tean
giong nhau va co cling mifc gia?

(Cac) phuong an hién Mot/hai phing chir (cing kich c&, mau den)

thi cho ngudi dung
Ly do taisao phép do Tim hiéu vé y dinh mua hing cla ngudi tiéu ding dya trén
nay quan trong céc phéng chi khéc nhau ma ban cung cap cho ho. Biéu nay

sé gitp ban hinh dung dugc muc do anh huéng cla kiéu chu
ban lua chon 18n qua trinh chuyén doi,

*Méu hoat 3éng chuyén ddi cla ban khéng dugc dinh nghia 1a“mua hang’} hay digu chinh tir ngir dé phian
anh Alng con dudng hanh déng ban mudn khach hing 4 theo (ghé thim trang web, ding ky, gol dién, v,

MAU SAC

Giong nhu kiéu chit, cac quyét dinh lién quan dén mau sac c6 vé mo ho
hon trong “con mat nghiép du”. Mac du thyc chat toi rat ghét st dung cum
tl* nay dé am chi nguwoi tiéu dung (hay bat ct ngwoi nao khac), su that la
mot ngwdi binh thuwong, khong dugce dao tao bai ban gi vé thiét ké, c6 thé sé
cam thay la lam vd&i cac phwong an bang mau ciing nhe ham y cta chuing.
Co the.

(P6i vai t6i, nguoi tiéu dung trong thé ky XXI 1a “nhitng nha thiét ké théng
qua tiép xuc”.)

Dbiéu ho cam thay quen thudc la quyét dinh mua hang cua ban than. Va du
cho ho c6 bay té n6é dwgc hay khong di chdng nita, mau sac van déng mot
vai tro quan trong trong phan nhan thitc anh hwéng dén quyét dinh. No6i
ngan gon:

Mau sdc dnh huéng dén nhdn thitc. Nhdn thitc dnh hudng dén viéc mua
hang. Chting ta t6t nhdt nén tim hiéu xem mau sdc dong vai tro thé nao cho
thuong hiéu cta chiing ta.
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Khi nhin vao d6 thi dwdi day, hay ghi nhé rang ban c6 thé kiém tra ca tirng
mau mau riéng 1é lan nhitng sy két hgp (nhiéu hon mot mau). Tuy nhién,
cac bang mau thwong truyén tai hiéu qua nhat mot tam trang cu thé ma
khach hang cam thdy thodi mai khi phan tng. Vi du, c6 thé mau dé khong
néi lén dugc diéu gi, nhung cap véi xanh 14 va ngay lap titc né sé dem lai
cam gidc Giang Sinh.
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Do luong mirc do hidu qua cha bang mau

Ki€m tra nhan thic
Liéu bigu tugng cha ching ta co di noi bat khong?

Céng cu truc tuyén Mermory Test clia VerifyApp hodc Ung dung Five Second Test

Cong cungoai tuyén Kiém tra tri nhé: hién thi bang mau cho ngudi tiéu ding trong
vong 5 giay

L&i nhdc miu Bannhd déu gi vé bing miu ndy?

(Cac) phutang An hién Méat bang mau

thi cho ngudi ding

Ly do tai sao phép do Bing cach ki€m tra tr rhé cla ngudi tiéu dling vé bang mau

nay quan trong szu vai gidy, han sé co thé biét duac 3r tifong han &3u clia ho
vé thuang hiéu.

Ki€ém tra tac ddng tich cuc hodc tiéu cuc
Nguéi tiéu diing thich hay khéng thich bigu tugng nay? Tai sac?

Céng cu true tuyén Kigm tra Thumbs Up/Down cla InfluenceApp
Tham dé truc tuyén cba Ask Your Target Market hodc
SurveyMaonkey

Cong cu ngoai tuyén Bany khdu sat hode phong van «d hé thing wlam

L&i nhdc mau Ban thich hay khéng thich bang mmau nay? Tai sao? Theo thuéc

do tir 1 dén 5, ban thich bang mau nay bac nhigu?

{Cac) phuong 4n hién Mot bang mau
thi cho nguei ding

Ly do tai sao phép do Qua cii nhin ban d3u, nqudi tiéu cing sé cho ban biét ho chiu
nay quan trong tdc dong tich auc hay tidu cuc tU bang mau cia ban. Biéu nay
¢6 thé dnh huéng dén viéc ho co tiép tuc kham pha cic dé
xuat clia thuorag hidu hay khong.
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Kiém tra |gi thé so sanh

Thee nguoi tiéu ding, dau |3 diém manh cba biéu bugng n3y sa voi cic biéu tuong khac?

Cong cu byt tuydn Freference Test clia VerfyBop hoac Fckfu
Tham dé true tuyén cta Azk Your Targer Market hoiic
SurveyMonsey

Cang cu ngoai tuyén Edng khizo s4t kode pndng wian cd hié théng e lam

Lii nhic mau Trong hai phugrg an béng imau nay, bdng mau nag G bt
ban hon?

{Cac) phuong an hidn | Hai bang mau (A/B)

thi cho nguéi ding

Ly do tai sao phép do Bang céch so sanh hai bang mau bén canh nhau va giai thich

Ny quan trong 1% ey wl san ho chan mdt trang hai, ngusi o ding spoift g
s wéU 18 khign mdi bang mid manh hon hadc yéu hon vs
midt thi gidc

Kiém tra &n tugng cdm xiic

Bieu tugng nay codem lai phan Ung xic c2m mang mudn khong?

Cong cu bryctu yén Mood Test cha VeriyApp
Tham dé true tyén cla Ask YourTarger Market hodic
surseyMonkey [bigu c2m nét mat khing kha dung; cam xiic
prdl duge the hign bng nhin din van odn)

Cong cu nigoai tuydn Bang khido $&t hoac phdng van od hé thang tuflam

Liri nhic mau Fang mau nay khien ban cdm thdy 1hé nan?

{Cac} phuong an hién ML bdng rmau

thi cho ngui diing

Ly do tai sao phép do Cang oy nay hign thi mot loat bigy cim net mat va nhan dan

nay quan trong mid B cam e on ngui tic diing. Khi chan b oy min
bréu cdm nao 83, chiing e 5iét 16 loai dn tuogng <am =i ma
bang mau cda bzn kich hoat.

Kiém tra phan hi

Bifu trgna ray cd thé duge cdithién nhirthe nao thea ngu?i téu ding?

Cang cu tryt tuyén Annotation Test hods Comment Test oua VerilyApp,
Irfluencefipp, hade ng dung 5 Second Tes

Cony cu ngoai tuyen Bdng khao sat hode phidog wan w0 hé thing L lam
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Léi nhac mau

Ban nghi givé phdng chu mnh vua thay?

(Cac) phuong an hién
thi cho nguéi ding

Mé&t bang mau

Ly do tai sao phep do
nay quan trong

Nguditiéu diing sé ¢6 co hdi dua ra phan hdi phdng khodng
trong truding hop khorg mot phugng an cd san nao thé hién
dugc chinh xac y kién cta ho.

Kiém tra tiém néng bién doi
Ho co y dinh dit mua san pham heacdich vu néu chi dua trén biéu twong hinh dnh nay

théi khéng?.

Cong cu truc tuyén Mét bang mau: InfluenceApp hoac tng dung 5 Second Tast
Hai béng mau: Preference Test cha VerifyApp hodc Pickfu

C6ng cu ngoai tuyén Bang khao sdt hodc phdng van cé hé thing tu lam

Loinhacmau

Mot bang mau: Ban se mua” san pham X chu?

Hai béng mau: Néu ban quyét dinh mua X, ban sé mua san
phdm nao wong haisan pham nay néu chung hoan tean
gidng nhau va c¢d clng miic gia?

(Cac) phuong an hién Mdét/hai bang mau (cling kich ¢, mau den)
thicho nguéiding
Ly dotaisao phépdo | Tim hiuvéy dinh mua hang cla nguéi tiéu ding dua trén

nay quan trong

¢ac béng mau khic nhau ma ban cung ¢ap cho ho. Biéu nay
s giup ban hinh dung dugc miic 6 anh hudng cda bang
mau lén qua trinh chuyén dai.

* héu hoat déng chuyén déi ciia ban khéng duge dinh nghia 13"mua hang’, hay diéu chinh t0 ngir dé phan
anhding conduing hanhdéng ban mudn khach hang di theo (ghe thim trang weh, dang ky, goidién, wu.).

CONG CU HO TROQ

Ban tom tat la mot nhan t6 chia khéa trong chién lwgc giao tiép cia ban béi
né quyét dinh loai thong tin ma nguwdi nhan co6 thé truy cap. To6i wu héa cac
ndi dung cada tw liéu nay sé nang cao co hdi thuyét phuc nguwdi nhan di theo
con duong hanh dong mong mudn (chuyén do6i) cia ban. Nhu ban da thay &
Chwong 6, khi ching ta xay dung cac phuong tién truyén tai thwong hiéu
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hwéng dén bao chi (thong cao bao chi, cong cu ho trg), chiing ta phai nhé
rang ludn c6 hai qua trinh chuyén déi dang dién ra dong thoi:

1. Quyét dinh dang tai bai bao vé thuwong hiéu ctia phong vién

2. Quyét dinh chuyén doi ctia khan gia cudi cung (khi ho da doc két qua do
1 dem lai)
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Ba luting mife 6 hidu qua clia cdng cu ho trg

Kiém tranhan thifc

Lidu bidu tuong clia ching 1a ¢6 4 ndi bat khang?

Céng cu truc tuyén

Memory Test clia YerifyApp hodc Ung dung live Second Test

Cong cu ngoai tuyén

Kiém tra tri nha: hién thi cong cu hd tro cho ngudi tiéu dung
trang vong 5 giay

L&i nhacmau

Ban nhd diéu qi vé tailigu nay?

(Cac) phuong an hién
thi cho ngudi ding

Ly do tai sao phép do
nay quan trong

Mot codng cu ho try

Béng cich kiém tra tri nhé clia nguidi tidu diing vé cong ey ho
tici sall vai gidy, ban sé ¢ thé biét duar in tirgng bhan dau clia
ho vé thuong hiéu.

Kiém tra tac ddng tich cuc hoic tiéu cuc
Ngudsi tieu ding thich hay khorg thich bigu tigng ray? Tai sac?

Cong cu truc tuyén

Kiém tra Thumbs Up/Down cia InflusnceApp

Tham dé true tuyén ciia Ask Your Target Market hodc
SurveyMonkey

Céng cu ngoai tuyén

Bing khio it hodc phéng vin cd hé thdng tu lam

Lé&i nhiacmau

Ban thich hay kkéng thich tailieu nay? Tai sao? "heo thudc do
tir 1 dén 5, ban thich tai lidu nay bao nhizu?

(Cac) phwang an hién Mt cong cu hod trg
thi cho ngudi dung
Ly do taisac phép do Qua cdi nhin ban dau, nguéi tiéu ding sé cho bar biét ho chiu

nay quan trong

tdc ddng tich cut hay tiéu cuc tr cong cu ho trg cia ban. Biéu
nay od the dnh huding dén viéc hp ¢ tiép tuc kham pha céc dé
xuét cla thuong higu hay khong.
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Kiém tra lgi thé so sanh

Thea nquid tiu ding, dau t3 diém manh cila biZu tugng niy sa vl céc bifu tuang khic?

Cong <u truc tuyén Preference Test cia VerilyApp hodc Pickiu
Thém di trye wydn cla Ask Your Target Markat hedc
SurveyMonkey

Cong cu ngoai tuyén Bing khin =51 hodc phdng vin cd hé thding wikim

Lot nhic mau Trorg biai Lai 8w ndy, 181 g nao thu bl Lan bon?

(Cac) phuomg an hi€n | Haichng o kd ter

thi cho nguoi dung

Ly dotai sanphépdo | Bingcich so sanh hai cang cu ho tre han canh nhau va gidi

nay quan trong thich Iy do vi sao ho chon mdt trong Rai, ngudi béu cing s€
TET IO cac weu 3 khign mdi cdng cu b tromanh b hodc yéu
hizn we mat thi gidc

Ki€m tra an tugng cam xuc

Bigu rueng nay ed dem |2l phan dng xic cim mong rudn khbng?

Cong cu truc tuyén Wicod Test cia VerifyApp
Tham db trire tuydn clia dsk YourTarget Markat hode
Srvey M onkey (hifu cam nst mar khang kha duneg; cam wic
phai dugz the hign bang nkan dén van ban)

Cong ey ngoai tuyén Ring khdc sar hadic phang van cd hé thing tilam

Lovi nhéc mau Tai litw nay khién ban c2m thiy the nao?

{Cac) phufoing an hign W&t cong cu hd trg

thi cho nguwdei dung

Ly do tai sao phép da CErg cu nay Fign thi mét loak bidu e3m nét mat va chandér

nay guan trong i G cdim o0 Cua ngudi Geu dimg, Khi chon bat ki mot
biéu cam nio 4o, ching 5@ GEt 19 logi an tugng ¢dm e ma
céng oo hé trey ol han kich hogt

Kiém tra phin héi

Bi tufgng nay ed the diide i thign nhirthé nan theo ngui tieu ding?

Cimyg cu truc tuyén Annotaiion Test hodc Comment Test ala YerifyGpp,
InfluenceApz, ho¥c ing dung 5 Second Test
Cong <u ngoai tuyén Bang khdc sat hodac phong wan <o hé thing tlam
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Loi nhdc mau

Ban nghi g’ vé tai liéu minh viya thay?
Ban sé loai bd hoac bdt di phan nao trong tai liéu?
Ban sé& bé sung hay thém véo loai théng tin nac?

Ban thay tho vi vdi phan nao trong tailiéu?

(Cac) phugng an hién
thi cho ngudi ding

Ly do tai sao phép do

Mot cong cu hé tra

Ngudi tiéu ding sé cé ca hdi dua ra phan héi phéng khodng

nay quan trong trong trudng hgp khdng mot phuong dn ¢ sén nao thé hién
dugc chinh x&c y kién cda ho.

Kiém tra tiém néang bién doi

Ho c6 ¥ cinh dat mua san phdm hodc dich vy néu chi dua tién biéu wyng hinh dnh nay

théi khéng?

Cong cu trufc tuyén Mét cang cu k6 tra: InfluenceApp hodc (ng dung 5 Second
Test
Hai cong cu ho trg: Preference Test cha VerifyApp hodc Pickfu

Cong cu ngoai tuyén Bang khao st hedc phong ¥én ¢d hé théng tu lam

Lii nhac mau Mt cong cu bé trg: Ban se mua® san pham X cha?
Hai cdng cu ho trg: Néu bgn quyét dinh mua X, ban &€ mua
san pham ndo trong hai sdn pham nay néu chiing hodr toan
gidng nhau vé cé cing mucgia?

(Céc) phuoing an hién Mét/hai cong cu hd trg

thi cho ngudi diing

Ly do tai sao phép do
nay quan trong

Tim higu vé 7 dinh mua hang cha ngudi tiéu ding dua trén
cdc cong cu hé trgrkhac nhau ma han cung cap cho ho. Diéu
nay s& giip ban hinh dung dugc mifc d6 anh huéng ma céc
yéu 10 Lruc guan cia «éng i hd tro dem dén cho qud trinh
chuyen doi

* Ny hoat dong chuyén dicia ban khéng dugc dinh nahiz 13 *mua hang;, hay diéu chinh tir ngl dé paén
dnk ding con duding hanh dbng ban mudnkhdch 1éng di theo {ché thamtrang web, dang ky, goi dién, vv.).

CONG CU NHAN DIEN: DANH THIEP

Lan cudi ching ta dé cap vé danh thié€p & Chuong 4 la khi ching ta quan

tam dén viéc tao dwng mot phién ban danh thiép ban dau.
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Trong treong hgp nay, hay cung nhin qua cach thirc do lvong mirc do hiéu
qua cta ching trong viéc hoan thanh cac muc tiéu ma ching ta da deé ra.

Ban da bao gid nghi rang minh c6 thé lam mot diéu gi khac ngoai chap tay
cau nguyén dé danh thiép cta ban dwgc lwu lai va st dung chwa? Nhitng
danh thiép théng thwong, cling nhu cac thanh phan con lai cia b cong cu
nhan dién thuwong hiéu, hay dwgc san xuat dira hoan toan vao danh gia tham
my cda nha thiét ké. Nhung c6 ta dau phai la nguwdi nhan danh thiép, ding
khong nao? Twong ty nhuw cac phvong dién khac caa trdi nghiém nguoi
dung, cong cu nhan dién — dac biét 1a danh thiép — c6 thé dugc do lwong vé
mirc do hiéu qua. Ban sé c6 duwgc mot cai nhin vé so lwgng nhan thire, tac
dong tich cuc, tac dong cdm xtc, va tiém nang chuyén déi cong cu nay kich
hoat dwgc rat 1au truede khi ai dé vit di thong tin lién lac quy gia ctia ban.

Po ludng mic do hiéu gua cia cong cu nhan dién

Ki€m tranhén thic
Liéu biéu tugng clia ching ta cé dl ndi bat khong?

CHng cu truc tuyén Memory Test cia VerifyApp hodc iing dung Five Second Test

Cong cu ngoai tuyén Kiém tra tri nhd: hién thi cong cu nhan dién cho nguii tigu
diing trong vong 5 giay

Léinhacmau Ban nhd diéu gi vé tai liéu nay?

(Cac) phuang an hién M@t cong cu nhan dién
thi cho nguéiding

Ly do tai sao phép do Bang cdch kiém tra tri nhé cla ngudi tiéu ding vé cdng cu
nay quan trong nhin dién sau vai giay, ban sé 6 thé biét dugc in tugng ban
dau cla ho vé thuong hiéu.

Kiém tra tic déng tich cue hodc tiéu cue
Ngudi tiéu dung thich hay khong thich biéu tugng nay? Tai sao?

Cong cu truc tuyén Kiém tra Thumbs Up/Down ¢z InfluenceApp

Tham dé truc tuyén cda Ak Your Target Market hodc
SurveyMonkey

Céng cu ngoai tuyén Béng khao sat hodc phéng van ¢é hé théng tu lam
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L& nhac mau

Ean thich hay khang thich tai 7éu nay? Tai saa? Theo thudc da
tir 1 €¢r 5, ban thich t3i liéu nay bao nhiéu?

{Cac) phuong an hign

Mgt céng cy nhan dién

thi chio nguai ding

Ly do tai sao phép Jo Oua cai nbin Ban dau, nguci téu dung 58 cho ban bigt hg chiu

nay quan trong téicdanc tich cue hav tiéu ooz tlroéng cu ahan dign cla ban,
Bigu niy e thé anh hudng dén vige ho oo tép tue khdm oha
cac O xuat cua thuong hiéu hay <hdng,

Ki&m tra beri the so sanh

Theo nouwdd téu ding, G40 |4 digm manh alia biL tirmg nay sa val cac bigl timmeg khac?

Cong ou tryc tuyén

Cong ou ngoai tuyén

Freferanue Testods VerilyApp hoac Ficklu
Tham deé true tuyén cua Ass Your Target Markst hodc
SurveyMoney

Bang khau 53t hode phéng van oo hié thong ty lam

L¥i nhac mau Treng ki thi ligu néy, thi FEU rae tau ke ban hon?

{Cac) phuong an hign Hai cng cunhan dién

thi cho ngudi ding

Ly do tai sao phép do Bang cach so sdnh hai chng cu nhdn didn Bén canh nhaw v

nay gquan trong gial thich Iy do vi sac he chon mgt trong hai, ngutl ey ddng
58 GEL |6 cdc vEyL 18 khign méi cdng cu nhidn ciér marh han
e w1 R vE mit thl glac

Kiém tra &n tuong cam xic

Bigu tuong nay <8 dem laj phin dng =0z cim Trong muer khénra?

Ching ou trufe buyén

Cong cu ngoai tuyén

Mind Test ofia Verdfrdpp

Than Jé 1y tuyin cua As s Your Targel Markat hoge
SurveyMoencey (bigu chm rét mit kndng khiE dung; cam xiic
phdi dunas thE hidn biing nhan dan vin his)

Bang khau 530 hodc phérg van oo hé théng W lam

L#ri nhac mau Tai li2u nay khign ban cam thay the naa?

(Cac) phuvng an hign ML odng cy nhdn dign

thi cho nguai ding

Lj do tai sao phép do | C&ngcu nay hién thi mét loat bidu c2m nét mi: va nhian din
nay gquan treng migu 13 cam xuc cla ngudi tew dung, Khi chon bET k) met

bidu cam nao d6, ching s8 tigt |5 lozi an tugng caim xie mE
ofing cut nkdin dléa ofia han kich koar,
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Ki€m tra phin héi

Bifu Wigny nay €0 thi duge cai Lhign nhu the nad heo ngudi iy dong?

Cong cy truc tuyén

Annotation Tes, hode Comment Test cia VerifyAop,
InfluenceApp, hodo ting dung § Seoond Test

Cong cu ngoal tuyén

Bing khio sat hods phdneg van cf hé thang o lam

Léi nhéc mau Ban nghi gi vé tai liéu minh vira thay?
Ban s& |oal bo hode bdtdi phidn nao trong tailigu?
Ban 5& bd su ng hay thém vae [egi thong tin nae?
Ban thy thi vi wai phin ndo trong thi lidu?

(Cac) phuomg dn hidn MGt cang cu nkdn difn

thi cho ngudi ding

Ly do tai sao phép do
nay quan trong

Mgudi tieu dung sé oo oo hdi dua ra phan hdi phong khoang
treng truing hop khéng mér chuang an o <3n ndo the hign
ducte chinh xéc ¥ kién cda ho

Kiém tra tigm nang chuyén ddi
Ho cf ¥ Sinh ddt mua san phim hodc dich vu néu chi dua trén blEu tiong hinh ank ndy

théi khang?

Cong cu truc tuyén

Mot cang cu nbdn dign; InfluenceApp hoac 0ng dung 5
Second Tes|

Hai céng cu nhan didn: Preference Test cla VerifyApp hoa:
Pickiu

Cing cy nooai tuyén

Bang khdo sat hojc phéng van cd hi thong o lzm

Léi nhéc méu Mot cng cu nhdn dién: Ban 58 muz * san pham K chi?
Hai céng cu nhan dign: Méu ban quyét dinh miua X, ban s2
mua =in pham ndo trong hai san phdm nay néu ching hoén
todn gidng nhau va o ding mue gis?

[Cac) phuong dn hidn Idt hai cdng cu nhan dién

thij cho nguoi dung

Ly duo tai sao phép do
nay quUAan trong

Tim hiéu vé ¥ Jinh mua hing coa ngudi Géu ding dua tén
cic o oy nhan dign khac nhau ma han cung cip choha
Blidu nky & giup Han hinh dung dugc muc 48 anh hudng ma
cicyiu tdirye quan oz cong ow nhin dién dem S8 choqua
trink chuyén doi.

* MEu hogt dong chuven 94 cla 2an krong ditae g nh nghia 1 *muz hang’ hey Siéa chinh b ngd 92 prdn
anh dting con utisg hanhdong ban mudn khach hang Jitheo (ghe thim trang webs, Sing ky, ool dign, v ).

SLIDE TRIiNH CHIEU

Trong trwong hop truy van vé cac slide trinh chiéu ngoai tuyén, hdy cha y
phan &ng vat ly ctia doi twong diéu tra vé phan trinh chiéu cua ban — ma
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khong cho ho biét rang ban dang theo d6i ho. Chi mot minh sy hién dién
ctia ban trong can phong thoi ciing c6 thé khién do6i twgng diéu tra cam thay
sg hdi va ngan anh ta phan tng mot cach tw nhién trwedc ndi dung (chang
han nhw ngap). Anh ta trong cé ngan ngam khong? Co an tuwgng khong? Cé
hao hitc khong? Vao thoi diém nao (trang chiéu thi bao nhiéu)? Mot bién
phap khac giip gidi quyét van dé nay la quay video lai toan bd phién trinh
bay.

Po ludng mitc do hidéu qua cha slide trinh chidu

Kiém tra nhan thire
Liéu biéu tugng cla chiing ta co di ndi bat khorg?

Cong cu truc tuyén Memary Test cua VerifyApp hoéc Ung dung Five Second Test

Cong cu ngoai tuyén Ki€m tra tri nhd: hién thi slide tinh chigu cho noudi tieu ding
va tat no ngay sau trang chiéu cudi cling.

Sau do ti2p ndi bang cudc phdng van.

L&i nhac mau Ban nha diéu gi v& phan trinh chiéu nay?

Ban co muén tim hiéu thém vé thuogng hiéu dua véo nhing gi
minh vira thay khéng?

Ban o mudn chia sé nd cho ban bé, giadinh, va‘hudc dong

nghiép khéng?

(Cac) phuong an hién Mot slide trinh chiéu
thi cho nguéi ding

Ly do taisao phép do Bang cach kiém tra tri nhé cla ngudi ti€u dang vé slide trinh
nay quan trong chifu sau vai giay, ban sé ¢ thé biét dugc an tuong ban dau
cl1a ho vé thugng hiédu,

Kiém tra tac ddng tich cuc hoic tiéu cuc
Nguai tiéu ding thich hay khong thich biéu tugng nay? Tai sao?

Cong cu truc tuyén Ki€m tra Thumbs Up/Down cha InfluenceApp

Thém do truc tuyen clia Ask Your Target Market hodc
SurveyMoncey
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Cing cungoai tuyén

Bing khao sat hodc phérg van od hé thdong tulam

Léi nhdc mau Ben thich hay khang thich phin think chifu rdy? Tai san?
Thee thudc do t 1 dén 5, ban thich phan trinh chiéu nay
bac nhieu?

(Cac) phuong an hién Mt slide winh chidy

thi cho nguidi dilng

Ly do tai sac phép do Duia cdi nhin ban dau, ngudi téw 40ng 38 cha ban B8 1o chiu

nay quan trong e dding tich cue hay théu o ol slide trink chigu cia ban,
Bigu nay cd the anh hudng dén viec ho od tép tue kham pha
cAc d@ At ia thuaneg hiéu hay khong.

Kigm tva loi the sosdnh

Then nnuii tiaw duna, dau 12 didm manh cda bisu tuong nay sovdi cac bidu tucng khac?

Cdng cu truc tuyén Preference Test cla VerifyApo hodc Pickfu
Tham do truc buydn cua sk Your Target Market hoac
SirueyMonkey

Cong cu ngoai tuyén Bang khao sat lodc phirg van oo hé thdng tulam

Liri nhic miu Trang hai phin tinh chidu nay, phdn tinh chifu nao thu it
ban hon?

{C4c) phuong dn hidn Hai slide trinh chidu

thi cho nguol ding

Ly do tai sao phép do Ring cich snsdnh haislice trinh chifa bén canh nhau v gidl

nay quan trong thich by dovisag ho chormdt trong hal, ngudi tieu Jing se
At | cAc yiu o khién mbi slide trinh chidu manh hon hoac
wéu hain vE mat thi giac.

KiEm tra 3n tugng cdm xic

Biéu buciig nay <& Jer 13l phan dng i cdim mong mudn khong?

CAng cu trise tuyén Mead Test cls YerifwApp
Tham do trc uysn cla Ask Your Target Market hodc
SurveyMonkey (bigu cdm nét mat khong kh dung; cém xic
phdi duge thé 1i2n Lang nhan déan van ban)

Cong cu ngoai tuyén Bing khao sat hoac phérg van cd hé thong tulam

Loi nhac mau Tai liéu nay <hign ban cam thay thé nag?

{Cac) phuong an hién Mict slide srink chigu

thj cho ngwdi diung
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Ly do tai sao phép do Cong cu nay hién thi mot loat bi€u cam nét mat vé nhan dan
nay quan trong miéu ta cdm xdc cla ngudi tiéu ding. Khi chon bat ky mot
biéu cAm nao 46, chiing sé tiét 16 loai &n tuong cam xic ma
slide trinh chiéu ¢tz ban kich hoat.

Kiém tra phan hdi
‘Biéu twgng nay co thé dugc cai thien nhu thé nao theo ngubi tiéu ding?

Cong cu truc tuyén Annotation Test hoac Comment Test cua VerifyApg,
InfluenceApp, hodc iing dung 5 Second Test

Céng cu ngoai tuyén Bang xhdo sat hodc phdng van cd hé thdng tw lam
| L&i nhdcmau Ban nghi givé phan trinh chiéu minh vita thay?
Ban sé lcai bd hodc bdt di van dé nao trong trinh chiéu?
Ban se danh thém thdi gian ban luan vé van dé nao?
Ban thay tha vj v&i van dé nao?

(Cac) phuang an hién Mgt cong cu nhan cién
thi cho ngudiding

Ly do taisao phép do Ngudi tiéu dung sé c6 co hdi dua ra phan 16i phong khodng
nay quan trong trong truting hap khéng mét phugng an ¢6 <3n nio thé hién
duge chinh xac y kién cds ho.
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MAU SAC ANH HUGNG PEN NHAN THUC
Nhén thic anh hué'mg viéc mua hang

J'I.. Cﬂjﬂ?

TONG KET

Nhan dang hinh dnh ctia thvong hiéu dong mot vai tro to 16n 1én mirc do
nodi bat cda ban trén thi trudng cling nhw cac y nghia gan lién vGi hanh dong
mua san pham hodc dich vu ctia ban. Cac méi lién hé thi gidc dugc han sau
mot cach nhat quan va khéng ngirng nghi vao tam tri ban tir vo s6 phwong
tién truyén thong ban tiép xic véi moi ngay. Nham 16t ta thwong hiéu caa
ching ta nhw m6t con dwong kha thi tr A dén B, chiing ta can phai truyén
tai y nghia “gidi quyét van dé” ctia n6. Cac biéu tuwgng hinh anh c6 thé gitp
ching ta thé hién y nghia nay badi ching ta da hoc dwgc cach thiét 1ap cac
moi lién hé vai chiing khi 16n 1én.
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Dbé do lwong mitc do hiéu qua cia cac biéu twgng hinh anh trong viéc thiét
1ap mot danh tinh thuyét phuc va than thién trong qua trinh doi thoai, ching
ta sé xem xét cap do nhan thitc, tac dong tich cuc va tiéu cuc, an twgng cam
xuc, 1gi thé so sanh, phan hoi, va chuyén doi ching kich hoat dwgce. Du ban
co st dung cong cu nao di chang nita, hday tranh viéc dva vao nhan thitc cta
mot khach hang duy nhat dé dwa ra quyét dinh thiét ké thwong hiéu. Thay
vi vay, hay tong hgp mét s6 lwgng 16n doi twgng diéu tra va tim kiém diém
chung gitta ho sau khi ban da tich liy dugc kha kha di lieu.
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PHAN 4
HOC HOI

>

O

Phan 2, ching ta dat ra mot b thanh phan thwong hiéu co ban can dugc
kiém tra so v@i thue té. Sau dé ching ta tién hanh kiém tra mitc d6 hiéu qua
cta chung trong viéc thic day qua trinh chuyén doéi ¢ Phan 3. Téi thoi diém
nay, han ban da tra 16i dwgc nhitng cau héi nhu:

4 Chién luvgce truyén tai thwong hiéu ctia ching ta c6 cham dwgc dén doi
twgng mong mudn va chuyén déi duwgc nhitng khach hang méi khong?

4 Cau chuyén thuwong hiéu cua ching ta c6 cong hwdng tot véi nhu cau va
khao khat ctia nhitng ca nhan chiing ta mong mu6n chuyén doéi khong?

4 Cac biéu twgng hinh anh ctia ching ta c6 kich hoat ding an twgng va
truyén tai dung y nghia caa thwong hiéu, qua dé 16i kéo nguoi xem di trén
con dwong hanh dong mong mudn (chuyén doi)?

Trong phan nay, ching ta sé tong hgp toan bo két qua da rut ra, diéu chinh
lai phwrong hwéng phat trién dwa trén s6 liéu da thu thap dugc, va san xuat
mot phién ban hiéu qua cho mét thwong hiéu cé thé dugc tiép tuc xay dung.

Hay nhin lai Nhat ky Xay dwng Thuong hiéu (da dugc gidi thiéu trong
Phan 3), phan mau xam chinh la phan ching ta can quan tam dén.
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cAN DO DANG DO pipo THON CIAN

|
&
THARH FAN GA DIHH MUCTEY cHis8 RETQUA KET QuA BA HOC THOLBEM
kY DUNG XiY DUNG CHUYER 8101 CANDO DU KIEN THUCTE RIOT Rk RUT RA BAI HOC

| HUONGHIEY | THUONGHIEY

Bang cach tan dung tat ca nhitng gi ching ta da hoc hoi dugc cho dén nay,
n6 sé cho ban thay cach diéu chinh tirng thanh phan thuwong hiéu dwa trén
cac bai hoc do:

Chuyén kénh thuong hiéu (Chuong 9)

Dva trén s@ thich cua khan gia muc tieu, chung ta nén lya chon cac kénh
giao tiép thwong hiéu nao?

Dinh vi lai thuong hiéu (Chuong 10)

Céc yéu t0 nao caa cau chuyén thwong hiéu khong cong huwdng tot vai khan
gid, can tré qua trinh thu hut khach hang, va can dwgc thay doi? Ching ta
nén tién hanh diéu ay ra sao?

Thiét ké lai thvong hiéu (Chuong 11)

Céc biéu twgng thwong hiéu nao ngan can hoac khién khach hang béi roi va
can duoc thiét ké lai? Ching ta sé tién hanh diéu dy ra sao?

BAN PO XAY DUNG THUONG HIEU TINH GON: PONG CAM
VOI THUONG HIEU

Mot bién phap hitu ich gitp ching ta hinh dung cac thanh phan thwong hiéu
da duwoc kiém chitng — cac thanh phan da dwgc xay dung va kiém tra cho
dén hién tai — la vach chiing ra gidy. Néu ban da theo doi toan bd noi dung
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tr Chwong 1 t6i Chwong 8, viéc dién vao Ban do Xay dung Thuwong hiéu
Tinh gon tiép theo c6 1€ sé khong lam kho ban.

Hay viét 1én gidy ghi chu tat ca cac thanh phan ma ban da kiém tra trudc
gio. Piéu nay cho phép ching ta c6 thé di chuyén ching ty do va loai bo
ching néu can thiét. Ban c6 thé st dung hai cay bit da khac nhau dé danh
gia cac thanh phan da dwoc kiém tra va cac thanh phan can duwgc kiém tra
thém. Ban d6 nay nén dwoc dat tredc mat ban cling nhw doi ngli cta ban
trong sudt cac buwdc xay dung, do lwong, va hoc hoi ctia qua trinh phat trién
thwong hiéu. Néu ban da c6 san Bic twdng Thuong hiéu duge dé cap &
Chuong 3, hdy dam bao phién ban md&i nhat ctia ban d6 luon dwoc ghim
trén mat phang do.

BAN PO XAY DUNG THUONG HIEU

s CAU CHUYEN
@ fi‘lu’:mu b .'|:_;|I1i givd -
\ |"|-'r'|'l:'| |y'l|| o Tai saaf /_/
"'\-\.\_\_\_
HRR U BIEU Tumi /

Cac biéu wgng hinh

H"‘-’- qjl'lh n :ll_l o I_]I:II'I
I.l" duge rI1|._rr_5-'|-:_; hitu
LANGNGHE @) | nhéy
Thudng hidu thu th '\|1Q m 20 ‘LUﬁNG
phan hdi nhu the pao? Thisang hidu thudng nhin
wag cac chil sd nao?
'\-\._\_\_H
,,f’* EHlEN LUgC .
rhuunr| LU Ol va
lam nhing gi?
THAT BAI | © THANH CONG

Ihl.l'-;jl'.!; Bidu 1ha ||'-|J|Jr||:_| delhu? | '||1|.|'-:.'.'|-§i- hidu thanh tu’lrl:;{:l Al

Doi lic chiing ta mac bay khi nghi rang chi c6 d6i ngii tiép thi va thiét ké
mdi can dugc truyén cam hitng va bao quanh bdi cac yéu t6 thwong hiéu.
Trén thuc té, c6 dong cang biét dén y nghia ctia thwong hiéu nhiéu bao
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nhiéu, ho cang dé dang tham gia hién thic hda cac biéu twgng, cau chuyén,
va chién lwgc thuwong hiéu ay bay nhiéu.

Do chinh 1a muc dich ctia Ban do Xay dung Thuwong hiéu Tinh gon: bat git
cac yéu to thwong hiéu dé moi ngudi trong doi ngili ctia ban c6 thé hiéu ro
cau chuyén ban dang xdy dung trén thwong trueong. “Sy am hiéu” nay
khong khac gi cach chiing ta no Iyc dong cam vdi khach hang khi ra ngoai
quan sat hoac phéng van ho. Néu muén déng nhat vdi thwong hiéu, ban
phai dat minh vao vi tri cia n6, nhan ra that bai va thanh céng cia n6 — dé
thyc si xirng danh vdi thwong hieu.

KHANG CU LAI SU THAY POI: XiCH MiCH THUONG HIEU

Mot trong nhitng van dé chinh cta viéc lap lai, tién héa, va hoc hédi cung
v6i sy phat trién cua thwong hiéu la xich mich thwong hiéu. Xich mich
thwong hiéu xay ra khi ban mang theo bén minh mot b tai nguyén cé dinh
(ho so, tai liéu, video) 1lau dén noi chi mot y nghi vé thay doi (mot hoac
toan bo cac tai nguyén trén) thoi cling du lam ban sg hai.

Du vay, ban ciing hay that can trong khi tién hanh thay doi cac biéu twong,
cau chuyén va chién lugc thuwong hiéu. Hoc héi khong c6 nghia la ri bo
hoan toan nhitng thanh tyu ma thwong hiéu ctia ban da dat duwgce. N6 1a toi
ru héa sy chuyén doi.

Céac vi du xuyén sudt phan con lai ctia cudn sach sé gitip ban hiéu dwoc
cach rt ra bai hoc can thiét ma van bao vé nhitng thong diép c6 y nghia vai
thwong hiéu caa ban.
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CHUA CO MOT THUONG HIEU NAO
TIM RA PUOC
cau chuyén, biéu tugng
va chién lugc hoan hao,

Bai don gm cﬂum}
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Chuong 9
CHUYEN KENH THUONG HIEU

H

ay twéng twong day la nam 1969. Elvis la nha vua. Nixon la tong thong, va
ban dang bi cam tic. Trong khi tat cd moi nguwdi dang tim cach tham dy Dai
nhac hdi Woodstock, ban phai & trong phong c6 gang xay dung va rao ban
san pham nay. Vay ban phdi lam thé nao dé c6 thé khién that nhiéu nguoi
biét dén san pham cda ban va hy vong la mua n6? Béi vi ching ta dang &
nam 1969, cac phwong an kha thi bao gom:

€ Radio

*TV

4 Dién thoai dé ban

€ Quang cao in

€ Thu buu chinh

# Trién lam va héi nghi thwong mai

Ban thay sao? Khong internet, khong email, khong trang web, khong quang
cao tra tién, khong dién thoai di dong, va chac chan khéng mang xa hoi.
Gio hay thir twéng twong chi phi khong 16 cho mot quang cdo trén TV vao
thai ching van con thong tri cac ho gia dinh. Hay thit nghi vé y tuwdng cta
ban, ngan sach cua ban, va loai quang cao ban c6 thé chi trd dwgc. Hay thw
hinh dung sy bat dinh khi khéng biét nhitng ai da thdy thong diép cta ban,
thay trong vong bao 1au, va khodan tién ban can bé ra la bao nhiéu. Ngoai
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viéc dwa ra so liéu xdp xi va wéc tinh doanh s6 ban hang mot cach mo ho,
1gi nhuan ban thu lai ttr qua trinh dau tv 1a mét dau héi vo cung 16n.

May man cho chiing ta, day khong phai 1a nam 1969. S6 lwgng kénh giao
tiép ching ta c6 thé lia chon chwa bao gio rong md, dé dang truy cap, va dé
dang do lwong dén nhw thé. Chwa bao gio chiing ta c6 thé tham nhap vao
cac cong dong nguwoi mua cu thé nhw ngay nay. Thuong hiéu cta ban can
néi chuyén véi nhitng ba me? Cé han mot cong dong trie tuyén cho phan
khtic nay. Ban dang tim kiém nhitng sinh vién dai hoc cé hitng tha vdi san
pham ctia minh? Pa c6 mang xa hoi. Péi twgng ban nham tdi la mot tap
hop tinh hoa nhitng nha swu tam dia than? Tin t6i di: hang tram trang blog
dang cho don ban.

Tuy nhién trach nhiém luon di kém véi Iya chon. Mo6i kénh giao ti€p déu co
nhitng dinh dang, luat 1€, va loai khan gia riéng cua né. Chang han, mot
nguwoi nghe radio khong thé dwgc danh dong véi mot nguwdi doc tap chi.
Trong khi mot kénh giao tiép c6 dinh dang dva trén am thanh coi trong
tong giong cua phat thanh vién, mot quang cdo in lai chd y nhiéu hon dén
hinh twgng, van ban, b6 cuc va kiéu chit. Vé co ban, cau chuyén thuwong
hiéu cua ban khong hé thay doi. Thong diép trong tam van dwgc gilt
nguyén. Thit thay d6i chinh la phuwong tién hodc kénh giao tiép ban st dung
dé truyén dat dén nguwdi nhan va cach ban diéu chinh dinh dang ctia né.
Nhu t6i da néi trede do, moi kénh déu sé hitu nhitng diéu luat riéng. Twong
tw, cac kénh giao ti€p duwong dai dwa trén mang Internet da tao nén hang
loat nhitng co hdi ma chuing ta can san sang tan dung.

O Chuwong 5, chiing ta da thdy cich mot thong diép thuong hiéu riéng 1é
(Iam nén cau chuyén téng thé ctia ban) cé thé dwgc chuyén doi sao cho phu
hop v&i mét vai kénh giao tiép dwong dai hiéu qua nhat: email, quang cao
trire tuyén, tai khoan mang xa héi va nhiéu nita. Chwong 6 dé cap dén viéc
do lwong mitc d6 hiéu qua ctia moi kénh giao tiép trong viéc hoan thanh
muc tiéu chuyén doi cua ban: tham gia, dang ky, mua hang, van van. Bay
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gio la Iic nhin xem lam thé nao ban c6 thé chuyén tir kénh giao tiép nay
sang kénh giao tiép khac ma khéng lam thay doi ban chat cau chuyén
thuwong hiéu ctia minh. Chuing ta sé goi sy “chuyén do6i” nay la chuyén kénh.

SO lwgng kénh giao ti€p kha dung cho viéc truyén tai cau chuyén thuong
hiéu c6 thé lam ban ling ting. Chuwong 9 nay sé giip ban tim hiéu nhitng
cach thitc chuyén kénh da dwgc thye hién thanh cong.

CHUYEN KENH VA CHUYEN POI

O Chuong 6, chiing ta da trong thdy cach cac kénh giao tiép khac nhau co
thé két n6i khach hang véi mot con dudng hanh dong mong muon ciing
nhuw biét rang sttc manh cia moi quan hé dé 1a sy chuyén doi.

MANG Kk HOI (? ——

0 Q ——

QNS CADTRATIEN ﬂ
DaNA SACH AL T ——— * x.ﬂﬁ'u";:. E
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L T:__"i L KEU GO0 HANH BOKG
THONG CAD BAD CHI f ] =
VIET BLOG E ——

HEETHANG 41 AT m‘.'r{yC_‘S f
QUAN HE B0 TAC S5 - il

w:l.uh |

Chuyén kénh bao gom viéc thay doi bién phap tiép can mot trong cac kénh
giao tiép c6 san nham tang cwong sy chuyén doi. Ngoai ra né con bao gom
viéc m@ ra nhitng kénh mdi (chwa dwge kham phd) c6 tiéem nang thiic day
su chuyén doi nay.

Chuyén kénh, noi mét cdch don gidn, la thay d6i phuong thirc béc 1o
thuong hiéu cho nhitng ngudi tiéu dung dong sdng tao.

Cung nhin qua mot s6 thuwong hiéu da chuyén kénh thanh cong sau khi lam
theo mot hodc nhiéu bai hoc rit ra duwgc tir qua trinh do Iwong lién tuc.

OHMYDISNEY: PHEP MAU CU, NOI DUNG MOI
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Thang 3 nam 2013, Disney cho ra doi mot trang blog m@i mang tén Oh My
Disney hoan toan khac biét vGi nhitng gi ching ta tirng thay truwdc day. Hay
it nhat theo 16i Disney la nhw vay.

Dau tién, Disney chia ndi dung thanh tirng muc véi tiéu dé lay tir nhitng
cau long pho thong trén Internet. Thay vi nhitng nhan “Dé thwong” hay
“Vui nhén” thuwong thdy, Oh My Disney bao gom “Awww,” “Whoa,” va
“Yum,’.

OH MY P P ) o A 5 |_

DISNE? 1'-';'11'1' GH,;HAP‘I G;III RETRO SILLY 'M-;Di YUM

Vé mat ndi dung, doi ngli twong tac cta Disney chuyén sang tan dung
meme va hinh dong. Cac loai ngi dung nay da trd nén thanh cong rong rai
v6i Thé hé Y, thé hé dang bat dau trudng thanh va gio c6 duwgec mot kénh
giao tiép doc dao dé tiép tuc gan bd vdi cau chuyén thwong hiéu cua
Disney.

@) What Your 20s Are Like, As Told By
Disney GIFs

Your 20s generally start out strong; you are young, you know it, and there seems to be
no limit to your energy and optimism,
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Chién lwgc gia thu hiat xa hoi cta Disney, Emily Brandon, da néi nhu sau
trong mot cudc phong van dugc dang tai trén trang Walt Disney Company:

Chting t6i ldy khdn gia lam nén tdang khi phdt trién ndi dung ctia minh.
Chting tbi lién tuc theo doi phdn trng cua ho va diéu chinh chién lugc nhdm
cung cdp nhiéu hon cho ho nhitng thit ho yéu thich theo nhitng cdch khéng
ngo tdi. Cdch tiép cdn nay da dugc chitng minh la dem lgi mirc d6 tham gia
cao tw khan gia.

Mac du cau chuyén thwong hiéu Disney vé ban chat khong hé thay doi, noi
dung cua né da dugc chinh sira theo mot kénh mdi dé dap ng nhitng nhan
cach nguwdi mua da “tredng thanh”. Thé hé Y gio day dang thich thu nhin
nhitng hinh dong vui dong trén Tumblr va cac danh sach di dom cua
Buzzfeed. Tan dung co hoi nay, Disney dda m& Oh My Disney va chuyén
kénh cau chuyén thwong hiéu ctia n6é véi mot chién lwge noi dung dwoc lam
moi.

Hién thyc hoa bai hoc

Viéc do lwong lién tuc tao diéu kién cho Disney nhan ra rang cac nhan cach
nguwoi mua ctia né da thay doi. Ngay nay, n6 khong nhitng chi phai dap ttng
tré em ma con ca nhitng nguwdi dan 6ng va phu nit thé hé Y von ting la tré
em va da treong thanh nay. Nho dé, Disney da mé ra mot kénh giao ti€p
thwong hiéu m@i phu hop vdi sé thich va khao khat cia thé hé dy. Lan cu6i
cung ban chuyén kénh thong diép thuwong hiéu ctia minh nham thich nghi
v&i mot bo phan khan gia dang thay doi la khi nao? Ban da danh thoi gian
do lwong sy thay doi cia bo phan khan gia nay qua thoi gian ciing nhw vach
ké hoach diéu chinh dé phan &ng vGi né chwa?

Sau day la mot s6 cau héi ban c6 thé sé muon tra 10i tredc khi chuyén sang
mot kénh giao tiép mdi:

4 Ngon ngit va 16i dién dat nao dang dwgc kénh giao tiép st dung?
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# Ban c6 thé lam gi dé chinh stra thong diép thwong hiéu sao cho phu hop
v&i cac co hdi ctia kénh giao tiép mai?

€ Do0i twgng cua kénh giao tiép trong nhu thé nao? Pdc diém nhan khau
hoc ctia doi twong?

4 Ban c6 thé lam gi dé xay dung luot truy cap ban dau cho kénh giao tiép
maoi?

# Cac thuong hiéu canh tranh hodc thay thé da xuat hién trong kénh giao

tiép nay chwa? Hién tai ho dang lam nhitng gi?

€ Néu chwa c6 mot thwong hiéu canh tranh hodc thay thé nao xuat hién
trong kénh giao ti€p, hay nhin qua nhitng thwong hiéu dang nham t6i doi
twgng dy tinh ctia ban? Ho dang lam nhitng gi?

4 Ban sé lam sao dé vira thu hit nhitng ngudi theo doi thwong hiéu tham
gia kénh giao ti€p mdi vira két ndi thong qua cac kénh hién tai? Diéu gi sé
khién ndi dung trong kénh giao tiép mdi trd nén khac biét so vGi cac ndi
dung & cac kénh con lai?

J.Crew: Danh muc Pinterest nhat cho t&i hién tai

Thang 8 nam 2013, thwong hiéu thoi trang ban 1é J.Crew da dang tai doan
tweet sau:
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it SCFEW L % Follow

Went an exclusive first-look at our
September Style Guide before anyone else?
bit.ly/19t9d89 #SneakPeek

) Pintorost

J.Crew on Pinterest
Sometimes thinges Dl dom sesan b0 go togethes, do ;Z C_:r

- e
Wy 1 wirh e

W8 R0 D055 @G

Ban c6 muén la mét trong nhitng ngudi dau tién nhin thdy September Style
Guide?

J.Crew bat dau hoat dong tir nam 1983 khi phan phat cam nang thoi trang
dau tién ctia né qua dwong buu dién, va trang chia sé Pinterest ra mat vao
nam 2011. V6 s6 kénh giao tiép da chao doi trong khodng thoi gian 28
nam; c thtt nhin qua nhitng kénh giao tiép da dugc J.Crew dung lam nén
tang dé xay dung thuwong hiéu xem: quang céo tap chi, quang cdo truyén
hinh, mat tién ctta hang dugc thiét ké theo chién lwgc, dai st thuwong hiéu,
cam nang thdi trang, va nhiéu nita. Khong ngoa khi néi rang cau chuyén
thwong hiéu cua J.Crew da duwgc dinh vi rat 1au trwéc khi cac ban phac thao
cho Pinterest dugc hoan thanh. Vay, tai sao mot trang mang xa hoi méi
xudt hién lai gianh dwgc sy chi y ctia nha ban 1é khong 16 nay?

28 nam du dai dé mot thuwong hiéu c6 thé dinh vi ban than mét cach nhat
quan, nhung n6 cling da lau dé doéi twgng muc tiéu cta no thay doi. bé
nguwoi mua phat trién nhu cau, mong muén va khao khat. Bé ho diéu chinh
cach thitc mua sam, dat hang va chia sé. Hanh vi ctia ngudi tiéu dung dang
dan thay doi, do dé J.Crew da day manh Pinterest nhv m6t kénh giao tiép
tiép can mai.
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Théang 8 nam 2013, J.Crew lan dau tién dang tdi toan bo September Style
Guide cua né Ién mot bang tin Pinterest. 55 bitc hinh vé du loai trang phuc
da dugc ghim va ra mat trwdc nhitng ngudi theo doi thwong hiéu truc tuyén.
Trong vong 28 nam, cudn catalog la co hoi dau tién dé cong ching nhin
thdy bd swu tap sap t6i cua J.Crew. Nhung ké tir thang 8 nam 2013, thwong
hiéu da cong bo san pham trén mot bang ghim mdi nham dap ng hang
nghin nguoi theo doi 1én mang véi muc dich binh luan, thich, chia sé va
mua chung.

Sept Style Guide

o -
a

a b

s 4 \’a

Tinh t6i he 2014, J.Crew c6 hon 150.000 lwot theo doi Pinterest tai
pinterest.com/jcrew/.

Hién thuc hoa bai hoc

J.Crew da khién mét tai nguyén thwong hiéu san c6 (cam nang thoi trang)
thich *‘ng v&i mot kénh xa hoi hoan toan méi nham khuéch dai sitc manh
chuyén doi cta né. Bé lam diéu nay, n6 phai diéu chinh dinh dang ctia cam
nang sao cho phu hgp véi tinh nang dong cua chirc nang ghim hinh anh.
Ban c6 thé diéu chinh céac biéu twgng thirong hiéu san c6 nao dé thich ting
v&i mot kénh giao tiép maGi dang thu hit khan gia muc tiéu ctia ban? Nhitng
tai liéu, hinh anh, hodc tai nguyén da phwong tién nao khac c6 thé duoc stra
doi dé thich &ng vGi mot kénh giao tiép thuwong hiéu 16i cuén mai?
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Hay can nhac cac vi du tai nguyén hodc sv kién thwong hiéu duwdi day cling
nhw cac phuwong thie thay doéi ching sao cho phu hgp véi nhiéu kénh giao

tiép khac nhau.

Tai nguyén/su kign | Cam nang san pham

Ngoai tuyén Catalog

Trang web Cdfa hang truc tuyén cing gié hang

Trang blog Mét tap tin POF tuong tac dinh kém bao gom lién két din dén
tdc san pham riéng lé trén clia hang truc tuyén

Twitter MOt lign két dan dén tap tén PDF wiong tac va cac san pham
riéng Ié trén cifa hang truc tuyén

Facebook Album hink dnh cla cac sén pham ¢o trong catalog va lidn két
dan d&n trang web

Pinterest Mét bang ghim chuyén biét liét ké cac san pham trong catalog
hodc mia cu thé

Instagram Hirh chup sn phim ciing dia diém mua chiing; hinh nh tinh
trong cam nang cuén

Tai nguyén/su kién Ra mét sin phim

Ngoaituyén Mét budi gidi thidu
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Trang web

Qi thigu sdn gham mdi rén ang <

Trang blog

Wt bai wit thm LAt cde tinh nang chinn ola san phdm mdi. Binh
kem mdt vidzo qidi thich don gian nhung hidu qud.

Twitter

Facebook

M.t lién ket ddn dén ba viét trén trang blog va mot hashtag cu
thé cha nhitng cid nhin tharm galE rm mér sin phim. Tuong tic
yidi nhung ca nhan tham gia su kién (retwast va tra i),

WL lidn k3L dan dén bar viel én ang blog, mgL sy kién
Facebook cho budi gidi thidu ngedi déi thuc, mot lién két dan
Q2 viched giai thich, va mdt albun hinh dnb gidi thigu Cac tink
rarg chinh cia san phim md trong qué 1ink s dung, Kénhop
rhing hinh anh vé s3n pham cing woi nhing hinh énk ve cac
khich hang s dung sin prdm g8 gidi quydt mdt vin dé

Pintarast

M.t hang ghim chuyén bigr 118 ké cac thank T ma nouei sir
dung san phdm méida dal duol

Instagram

Tai nguyén/su kién

Mhiing hinh drh &n twong chup & budigioi thigu, Hink chup
khach hang sif dunc san phiam de gidi quvét mot vn dé. Danh
dau khach hang néu ngudi 86 ¢d 31 khodn Instagram. Bt ngdn
video qidi thich xudne t 3 dén 15 gidy va chia sé nd.

Phil song phudng tigr truyén thérg

Mgoai tuyén

CaU4n i bao vaghim hodo luu nd dho doi ngh B viZ Néo
har ¢t mat khdno gian ban kang, tim cach pha bay cic béi bao
gar day OF nang cao long Bn oba ngudd ted ding,

Trang web

Cip nhdt muc Truyén thing bdng cach ding i bai bao mol.

Trang blng

Trich dfr mén sd chu i bl hiovE cung cdp e kén din A2n
prien ban day du, tok nhat 13 phien ban cla te viét nén bai bac.

Twitter

Biing tai mt trich dan bl bi bao vi cung cap lign kéedan 2én
phian bdn déy di. Nhac din phéng vién hodc 1H2 sozn néu ho cé
L2 khwodn Tviller.

Facehook

Biing tdl mdt trdch ddn bl b2 bdo vh cung cdp lién kfe dan 28n
prien ban day da.

Pinterest

Ghim bai bao l&n bang tinchuyén dung cho myc truyen thing,

Instagram

£ring t3i hinh chup tzp chi hodc to bao phit hanh bai bic ngoai
a3 thie Trang trudng adp khang khé dung it bai bia dén tin
il Lap chi by tuyénd et ke mdt hink-doh =0 dung bén in
clia 251 bao hodc hinh chup man hinh hién t b bio (trén miy
tinh ca nhén, dién thoal thang minh, hodc mav tinh b2ag),

Groove: Khi trang dich that bai

Nam 2010, mot cong ty chuyén phan tich khach hang mang tén Groove da
cho ra mat trang dich dau tién ctia n6. N6 “xay dung tir trang nay dén trang
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khac, tir muc nay dén muc khac, mai mé lao vé phia treéc ma khong thi
nghiém thwong hiéu 1én bat ky mot nguwdi dung nao.” Nha dong sang lap
Alex Turnbull, nguwdi sau dé6 da mé mot trang blog tong hgp cac sai lam cua
Groove, da dang tai cau noi sau:

Ddng Ié chting t6i nén nhin thdy sai ldm cua minh. Va viéc stta chita chiing
qud that vo cung dau don.

Hai tuan sau khi ra mat trang dich, Alex nhin vao so liéu phan tich va phat
hién thay ti 1€ chuyén doi kém hon 2% am dam cua Groove.

Nhung 16i khong chi ndm & madt thiét ké. Chiing t6i con ganh hdu qud &
phuong dién dinh vi: béi vi cong ty chiing t6i c6 hai ddic diém ma chiing t6i
cho la ddang gid nhuv nhau, nén chiing t6i dd pham phdi sai lam dau dén khi
nghi co thé dinh vi ban than nhw mét “céng ty san phdm” cung cdp mot b
cdc san pham ho trg, thay vi chi don thuan la mét céng ty hoé trg khdch
hang. Théng diép cua chiting t6i bi phdn tdn va khdch ghé tham trd nén boi
roi; khéng ai biét chac chan dugc chiing téi dang lam gi.

Thoi diém tbéi nhdn ra rdng cong ty sé sup do néu ti 1é chuyén doi cir tiép
tuc té hai nhw thé, t6i da budc phdi dwa ra mét quyét dinh khé khdn. Doi
VGi cdc chi s6 va hanh vi khdch hang cta chiing téi, cdch duy nhdt dé thodt
khéi m& hon don nay la tir bé thanh qua ma chiing téi dd cat céng gay
dung (cting nhw dé vao rdt nhiéu chi phi) suét ndm thdng qua.

Chting t6i nen long tv ai cia minh va dang tai mot trang (dich, dinh gia, va
ddng ky) tap trung vdo cdc thé manh & nén tang ho trg ctia minh, va khéng
gi khdc. Khéng trng dung tro chuyén truc tuyén. Khong tinh ndng 1é thudc.
Mét trang web chi mdt ba ngay dé xdy dung.

Ti 1€ chuyén d6i tang gap ba lan chi trong mot dém.

Qua nhiéu thong diép sé khién khach hang tré nén boi roi
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© Groove

HelpDesk
& LiveChat

Pon gian bao giv ciing tot hon.

“  Groove

Custermner Support Software Made Simple,

Hién thuc hoa bai hoc

Groove da gap kho khan khi tuyén bo dinh vi caa thwong hiéu khong cong
huwéng tot vai khan gia muc tiéu. Mac du cong ty tin rang thong diép ctia né
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chinh xac va hap dan, khach ghé tham lai chi cam thdy bdi r6i. Bang cach
kiém hai mirc do hiéu qua cta hai phién ban trang dich khac nhau, doi ngt
lam viéc cta Groove da c6 thé chi ra dwgc diém that bai trong chién lwgc
truyén tdi thwong hiéu. Lan t6i khi ban do lwong ti 1€ chuyén déi cho trang
dich ctia minh, dirng e ngai that bai. Diéu duy nhat ban can e ngai la khong
nhin thay sai lam ban than tao nén.

Mitc d6 hiéu qua doéi vaGi sw chuyén doi ctia cac kénh giao tiép thwong hiéu
can phai dugc do lwong khong ngirng nghi va diéu chinh dé phan anh ding
thue tai. Tuy nhitng chién lwgce ban da thiét ké cho cac kénh giao tiép khac
nhau cé thé tuyét voi trén ly thuyét, viéc téi wu héa hiéu suat doi hoi caa
ching mot qua trinh do lwong lién tuc.

BAN DA SAN SANG THAM GIA MOT KENH GIAO TIEP MOI
CHUA?

Khi ban chuan bi thu hiat khach hang théng qua cac kénh giao ti€ép khac
nhau, hdy kiém tra nhitng co hoi va thach thitc dén tir khong gian mdi.
Phan tich kiéu hoi thoai dang dién ra trong hién tai cling nhw hanh vi cua
cac thwong hiéu da str dung thanh cong kénh giao tiép nay.

BAN PA QUYET PINH CHUYEN SANG MOT KENH GIAO TIEP
MOI; GIO THI SAO?

Tham nhap vao mot kénh giao tiép md@i nham chia sé cau chuyén thwong
hiéu c6 thé dem td&i nhiéu thach thitc. Mot khi ban da quyét dinh, dya trén
cac bang chitng kha dung, rang hanh dong nay la hgp ly, c6 rat nhiéu chién
thudt giip qua trinh chuyén tiép tré nén dé dang hon. Dudi day la mot so vi
du dé ban bat dau:

€ M& mot chién dich khuyén mai hodc tang qua nham khuyén khich khach
hang két n6i vdi thuwong hiéu thong qua kénh giao tiép mdi.
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4 Dang tdi mot thong cdo bao chi vé si xuat hién ctaa thwong hiéu trong
kénh giao tiép mdi.

4 Cau hinh lai toan b lién két tric tuyén va ngoai tuyén nham phéan anh
sw xuat hién cta kénh giao ti€p mdi. Chang han nhu trén danh thiép, trang
dich, trang web, mang xa hdi, chit ky email, cing nhiéu phuwong tién khac.

€ Hop tac vGi nhitng ca nhan va cong ty dang chiém linh kénh giao tiép
ban mudn tham nhap vao. Thiét 1ap m6t moi quan hé doi tac dem lai 1gi ich
cho cé hai thuwong hiéu. D€ biét thém vé quan hé déi tac, vui long quay vé
Chuong 5.

SAN SANG CHO KENH GIAO TIEP MOI
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TEN KENH

CHIEN LUOC RA MAT

Nhang thuong higu canh tranh trong
ngdnh céng nghidp ra mdt thé ndo
trén kénh giao tiép nay?

PHAMVIUGC LUONG

Kenh giao tiép nay dem lai bao nhieu
Iigt xem/doc/nghe/si dung?

LOAI PHUONG TIEN

Cdc logi phuong tién khe dung va
duorc véu thich trong kénh giao tiép?
Hinh anh, video, véin ban?

GIGIHAN

Cdc han ché chinh ctia kénh giao tiép?
C6 han ché nao khong thé duwc khdc
phuc khéng?

LO1 THE

Kénh giaa tiép ndy ¢6 nhiing diém
mann ndo khong xudt hién trong edc
kénh khdc?

TAN SUAT

Tén sudt chia s néi dung théng
thirging duoc chodci ctia kénh giao
tién?

CAC THUONG HIEU THANH CONG
Kétén mét vai thueng hidu thanh
céng nhdt xudt hién trén kénh glao
tiéo va vi du thanh edng
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PO THU HIEN €O

Nhimg thueng hiéu canh tranh nao
cdn duioc theo ddi trén kénh giao tiép?
DOI TACHIEN CO

Ca dd tde nao cua ban xuét hién trén
keénh giao tép ndy khing? Ligt ké
nhimg déi tdc ban sé theo dii.

CONG CU PHANTICH

Nhing cong cu phan tich ndo c6 thé
dugc stf dung dé theo doi hiéu sudt va
miie dd chuyén dbi cda kénh giao tiép?
MUC TIEU CHUYEN DOI

Ban trong doi (nhirng) hanh dong
chinh néo tif ngudi diing khi ma kénh
giao tiép nay?

CHO DE CHINH

Xde dinh nhimg chd dé quan trong
nhdt ma ban sé dé «dp théng qua
kénh giao tiép

CAC CHi SO PANG CHU Y

Cde chi 50 nao can duce chii trong doi
voi kénh gico 1iép nay? Cdc chisd nao
lién quan dén muc tiéu chuyén déi
cua ban?

TONG KET

Chuyén kénh, néi mot cach co ban, la chuyén tir kénh giao tiép thwong hiéu
nay sang kénh giao ti€p thwong hiéu khac nham phéan anh cac diéu kién
dang dan thay déi cua thi treong. Xuyén suot Chuwong 9, ching ta da chitng
kién ba vi du khac nhau vé ba thwong hiéu tan dung cac kénh giao tiép méi
dé tiép can nhitng khach hang dang trong qua trinh thay doi.
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Mac du cau chuyén thwong hiéu Disney vé ban chat khong hé thay doi, noi
dung ctia n6 da dwgc chinh stta thong qua kénh “Oh My Disney” méGi dé
dap ng nhitng nhan cach nguwoi mua da “tredng thanh”.

Cung vdi sy thay doi trong hanh vi ctia ngwoi tiéu dung, J.Crew da st dung
Pinterest nhv mot kénh giao ti€p méi nham tiép can ho. Thang 8 nam 2013,
J.Crew lan dau tién dang tai toan bd September Style Guide ctia n6 1én mot
bang tin Pinterest.

Hai tuan sau khi ra mat trang dich, doi ngii lam viéc ctia Groove nhin vao
sO liéu phan tich va phat hién thay ti 1é chuyén déi cua ho chwa dat dén 2%.
Khi ho thay né bang mét trang dich don gidn hon két hgp gitta ba tinh
nang, ti 16 chuyén déi ctia ho tang gap ba lan chi trong mot dém.
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Chuong 10
TAI PINH VI THUONG HIEU

C

hing ta da ban luan vé van dé tao dwng mot cau chuyén thwong hiéu tai
Chwong 3 va do lwong mic do hiéu qua ctia moéi thanh phan lam nén cau
chuyén ay trong qua trinh hoan thanh muc tiéu chuyén déi & Chuong 7.
Chuong 10 sé dé cap dén viéc tim kiém nhitng phuwong thitc chinh stta
thanh cong cau chuyén ban dau nay sao cho né phan anh ding tinh hinh thi
treong khi sdn pham cia ban ra mat. Theo mot cach nao do, tai dinh vi
thwong hiéu nghia la diéu chinh vi tri ban dau cta ban sang vi tri ma ban
that su chiém gitt trong con mat cta khach hang.

Nhuw t6i da néi xuyén sudt cuén sach nay, ching ta dang song trong thoi dai
cta dong sang tao thwong hiéu. Ching ta khong con trinh dién mot minh
nita. Du chiing ta c6 mong mudn nam quyén dinh vi thwong hiéu ctia minh
dén dau di chidng nita, vi tri that s cia né van sé do nhan thitc cua ngudoi
tieu dung quyét dinh. Tuy nhién, ching ta c6 thé ap dat mot tam anh hwdng
nhat dinh bang cach truyén tdi mot cau chuyén thwong hiéu cong huwdng tot
véi khan gid muc tiéu. Cong huwdng, khai niém cho rang thong diép thuwong
hiéu can phai két noi vdi khao khat cia ngwoi tiéu dung, 1a cha dé then chot
trong Chuwong 7. N6i don gian: tuyén bo dinh vi ctia thwong hiéu la két qua
cia mot qua trinh dam phan giira thong diép ban dwa ra cho thi truong va
cach thi truong gidi nghia thong diép day.

Hay th twdng twgng: mot cong ty ban nuwdc giai khat c6 thé dau tw biét bao
khodn tién vao quang cdo nham dinh vi sdn pham ctia né la lanh manh. Néu
mot toa soan hay doi thu canh tranh cong b6 mot nghién citu c6 chitng thuc
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rang san pham d6 khong lanh manh nhw moi nguwdi da nghi, thwong hiéu
nay sé budc phdi diéu chinh cau chuyén ctia n6 dé khdp véi thyec tai.

Gio hay hinh dung mdt trang web thwong mai dién tir von dinh vi ban than
ban dau la “Nha sach 16n nhat qua dat”. Theo thdi gian, trang web nay bat
dau thu hat nhiéu khach hang hitng tha v6i nhitng san pham khac ngoai
sach. Ho bat dau dat mua bai hat, phim anh, quan 4o, va hau hét nhitng thé
loai nhu yéu pham c6 thé twéng twong dwoc. Thuong hiéu thwong mai dién
t* nay phai tai dinh vi cau chuyén cta no6 sao cho phan anh ding ca nhan
thitc dang thay doi ctia khach hang lan mot sy diéu chinh chién lwgc vé
nguon thu nhap. Nha sach ban dau nay, bay gio la mot dé ché thwong mai
dién tr, khong dau khac ngoai Amazon. Chung ta hdy cung danh ra vai
phtt dé doc qua vi du Xay dung Thuong hiéu Tinh gon tiép theo day.

TAI PINH VI VA SUC MANH CUA VIEC NGHIEN CUU

Vao nam 16 tudi, t6i da khao sat 500 hoc sinh tai trudng trung hoc cda
minh béi t6i ludn nghi rang cau chuyén thuwong hiéu cta treong khong
dugc ké theo ding cach. (Gio hoéi twdng lai, chang biét tdi nghi gi khi tién
hanh mot cudc kiém tra thuwong hiéu quy mo 16n thé khong biét? Co 1€ vai
nguoi trong ching ta da dang khi no6i, “T6i muon tré thanh mot nha quan ly
thuong hiéu trong twong lai.”)

Sau khi khdo sat 500 trang thanh thiéu nién v&i mot danh sach cau hoi dai
dang dac vé moi phwong dién tir tinh than tham gia phong trao dén dich vu
trong cang-tin, to6i phdi tim cach néi that lich sy rang, “Thua ngai hiéu
tredng (v6i biét bao nam kinh nghiém), ngai da thyc hién moi thi sai hoan
toan roi.”
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BRANDING:

Tl T

“Strc manh thuong hiéu” - cudc kiém tra thuong hiéu dau tién cua t6i vao
nam 16 tuoi

Ban c6 biét toi da phat hién ra diéu gi khong? Rang nghién cttu ché ngy sy
hoai nghi. N6 sap xép tat cd moi nguoi xung quanh mét sy that khong thé
choi cdi. Nghién cttu 1a chia khéa dan tdi sy r6 rang — trong khdi nghiép,
trong doanh nghiép, va trong cudc song.

Toi titng ngoi xudng cung véi hang chuc doanh nhan va nha khéi nghiép
noi bo (mot dang quan ly dac biét trong tap doan) gap kho khan trong viéc
thuyét phuc doi ngii lam viéc va ban giam déc rang cau chuyén thuong hiéu
ctia ho c6 van dé. Dé toi néi véi ban mot diéu: néu l1ap luan nay dwa hoan
toan vao linh cdm ca nhan, sai lam thudc vé ban. Nghién citu, mat khac, lai
la cach t6t nhat dé gigi thiéu mdot sw diéu chinh thuwong hiéu (hay bat c s
diéu chinh nao khac).

Chung ta lam thé nao dé di tir tim kiém dit liéu sang lap lai cau chuyén
thwong hiéu? Cau chuyén thwong hiéu nam vai tro vo cung quan trong.
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Ching truyén tai toan bo trdi nghiém ma san pham hay dich vu cta ching
ta dem t&i cho thi treong. Néu ban dang thay d6i mot phwong dién nao day
cta ching, né t6t nhat nén dugc duic két tir cac phan tich thue sy lién quan
dén nguoi tieu dung. Chuong 7 da chi cho ching ta mé6t s6 bién phap nhanh
chéng gitp do lwong mitc do thic day sw chuyén doi ctia cac thanh phan
cau chuyén thvong hiéu sau:

4 Tuyén bo dinh vi
€ L.oi hira

€ Nhan cach

4 San pham

@ Tinh cach

€ Miic gia

Ngoai nam bat cach thitc do Iwong, t6i con phat hién thidy rang viéc quan
sat cach nhitng ca nhan khac hoc hoi tr cac phép do trén va tai dinh vi cau
chuyén thwong hiéu ctia ho dé phan anh né ciing cye ky hitu ich.

Hay cung nhin qua mot vai thuvong hieu da tai dinh vi thanh cong cau
chuyén thwong hiéu caa chiing khi nghe theo mot hodc nhiéu bai hoc rit ra
tw mot qua trinh do lwong va nghién cttu khong nging nghi.

Amazon: T sach toi Z

Thoi cia “Amazon: Nha sach 16n nhat qua dat” c6 thé da qua lau roi,
nhung cach thwong hiéu nay tai dinh vi cau chuyén ctia n6 sao cho phu hgp
v6i nguon lgi thu nhap va nhu cau ctia ngudi mua van rat dang dé hoc tap.
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amazoncom

amazon.com

Amazon.com chao doi vao thang 7 nam 1995. Pay la giao dién hoéi do6 cta
ga ban 1é khong 16 nay.

Welcome to Amazon.com
Books!

Oue million ritles,
consistently low prices.

(If you explore just one thing, make it our personal notification service. We think it's very cooll)

SrporricHT! -- AucusT 16TH
These are the books we love, offered at Amazon com low prices. The spothght moves EVERY
day so please come often

One Murion TrTLes
Search Amazon com's million title catalog by author, subject, ttle, keyword, and more .. Or take
alook at the books we recommend in over 20 categories. Check out our customer reviews and
the award winners from the Huge and Nebula to the Pulitzer and Hobel . and bestsellers are
30%% off the publishers kst .

Eyes & EDITORS, A PERSONAL NOTIFICATION SERVICE
Like te know when that book vou want comes out in paperback er when your faverite author
releases a new htle? Eves, our tireless, avtomated search agent, will send you mail Meanwhile,
our human editers are busy prewiewing galleys and reading advance reviews They can let you
know when especially wonderful works are published n particular genres or subject areas. Come
m, meet Eyes, and have ¢ all explaned.

Your Account
Check the status of your orders or change the email address and password you have on file with
us. Please note that you do not need an account to use the store. The first time you place an
order, you will be given the opportunity to create an account.

Loi hita thwong hiéu nguyén ban “Mot triéu dau sach, gia ré quanh nam”
phu hgp véi mo hinh kinh doanh vao thoi diém ddy cia Amazon. Tén goi
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cua thvong hiéu, dugc dat theo dong song Amazon ¢ Nam MY, la 1y twong
@ nhiéu mat khac nhau.

Trong cudn Jeff Bezos: The Founder of Amazon.com (tam dich: Jeff Bezos:
Nha sang lap cia Amazon.com), Ann Byers da néi rang vi CEO cua cong
ty quyét dinh l1dy tén “Amazon” vi né dai dién cho sy ky la, khac biét, va to
16n — giong nhw dy an mao hiém méi nay ctia 6ng vay. (Mot su that tha vi:
tén mién cda cac trang web von xudt hién trén cac danh muc triyc tuyén
theo bang chit cai, do d6 Bezos da bat dau cong cudc tim kiém tir muc A
trong tr dién.)

Trén thuc t€, Jeff Bezos da khong ngan ngai chia sé quan niém ctia 6ng vé
tam quan trong cua tén goi thwong hiéu vGi Inc.com:

Mo6 hinh cua chiing téi khong co gi la khong thé sao chép dugc qua thoi
gian cd. Nhung nhu ban thdy ddy, McDonald tuy bi sao chép song van tré
thanh mét coéng ty khong 16 tri gia hang ti do. Phan I6n sy thanh céng dé
bat nguon twr tén goi cua thurong hiéu. Va tén goi doi véi mét thirong hiéu
try’c tuyén con quan trong hon nhiéu so véi ngoai doi thuc.

Dan dan, m6 hinh kinh doanh cia Amazon chuyén doéi theo nhu cau cua
nhitng nguodi tieu dung méi. Khong lau sau, nha béan 1é truc tuyén nay bat
dau bay ban gan nhuw moi sdn pham cé thé nghi ra. Nam 2014, danh muc
san pham cua né bao gom tr mot tdc pham nghé thuat hitu hinh cho dén
nhitng nodi dung dién t¥ c6 thé dugc tdi xuong tirc thi. Khong khé dé nhan
ra rang khau hiéu “Nha sach 16n nhat qua dat” hay 10i hita “Mot triéu dau
sach, gia ré quanh nam” ban dau da tré nén khong con phu hgp nita.

Ngay 25 thang 1 nam 2000, Amazon thong bao mot nhan dién thuwong hiéu
va tuyén b6 dinh vi méi, “dugc thiét ké dé truyén tai tot hon ky vong cia
khach hang d6i vdi Amazon.com — mdt trai nghiém mua sam tuyét voi va
Lwa chon 16n nhat qua dat.” Ban c6 nhin thay sy chuyén tiép can than tw
“Nha sach 16n nhat qua dat” sang “Lwa chon 16n nhat qua dat” khong? Qua
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trinh diéu chinh cau chuyén thwong hiéu nay cho thay viéc lap lai khong
nhat thiét phdi de doa tinh nhédt quan. Sy thay doi trong tuyén b6 dinh vi
con di kem v&i mot thiét ké mai:

Chting t6i tin rdng logo mdi thé hién niém vui, s twoi tan va doc ddo, ciing
nhw ¢ tiém ndng gia nhdp vao hang ngii nhitng logo dé lai ddu dn ro nét
nhdt lén nguoi tiéu dung theo thoi gian.

Hién thwc hoa bai hoc

Cau chuyén thwong hiéu cia ban cé thé da chuyén doéi so vGi nhitng ngay
dau tién ban md&i md& cira hang. Mét chién lwgce dinh vi vitng chac ban dau
c6 thé khéng con phan anh ding dé xuat san pham hién tai nita. Mot 10i
hita thuwong hiéu thuyét phuc ban dau c6 thé khong con cong huwdng dugc
v6i khan gia muc tiéu. Ban thay doi, ho thay doi, va tat cd moi tht xung
quanh ban da thay doi. M6i khi mé hinh kinh doanh ctia ban chuyén huwéng
sang nhitng linh vuc tiém nang mdi, hdy dam bao thwong hiéu ctia ban
cling dugc tai dinh vi xung quanh no.

Trong ltc tién hanh, ban can phdi nhé dinh vi thwong hiéu la két qua cua
mot qua trinh d6i thoai khong ngirng nghi véi khach hang. Hay danh thoi
gian thyc hién mot s6 phuwong phap do lwong da dugce nhac t6i @ Chuong 7,
va diéu chinh tuyén bé dinh vi cua thwong hiéu dwa theo dé.

Doi loi vé mé rong thuong hiéu

Ban c6 1€ da quen thudc v&i mot vai vi du mo rong thwong hiéu thanh cong.
Chang han nhw khi Aunt Jemima chuyén tr banh kép sang xi-rd cdy thich,
hay khi Colgate quyét dinh sé ban ban chai di kem vd&i kem danh rang. D6
la nhitng sy chuyén tiép hop ly tr khong gian nay sang khong gian khac
duwdi tac dong cua thi truong. M& rong thwong hiéu don gian la sy dich
chuyén sang mdt linh viec sén pham md@i lam tai co cdu cau chuyén thuong
hiéu trén thi trvong.
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M¢ rong thuwong hiéu 1a mot bién phap pho bién dé cac thwong hiéu dinh
hinh lai cau chuyén cua ching va thu hut dwgc mot bo phan khan gia 16n
hon. Tuy nhién, chién lwgc nay can phai dwgc ap dung mot cach can than,
cho du né c6 hap dan t6i dau di chang nita. Trude hét, thi treong ma ban
nham t&i phdi thanh that mong muon chap nhan san pham mdi nhw mot sy
ma& rong “tw nhién” ctia dé xuat hién tai. Ngudi tiéu dung c6 cam thay cudn
hiat béi san pham mdéi nay khi né duwge dan nhan giong nhw cac san pham
hién tai khac ctia ban hay khéng? Viéc dich chuyén sang linh virc nay, trong
thi trwong cu thé nay, vao thoi diém nay c6 hgp ly hay khong? Liéu viéc s
dung thuwong hiéu dé dai dién cho (nhitng) san pham méi nay c6 lam t6n hai
dén dé xuat hién tai ctia chung ta hay khong?

DPa c6 rat nhiéu thuwong hiéu that bai khi quyét dinh mé rong ban than nhw
Colgate trong linh vic thwe pham dong lanh hay Frito Lay véi nuéc chanh.
Danh sach con kéo dai vo tan: do 16t Bic, son duwong moi Cheetos, soda
Lifesavers. Ban han khéng muén cam giac béo ngdy, bong nhon cua
Cheetos trén m6i minh khi gdp mat mot ai d6 phdi khong nao? Ban c6 thé
yéu thich d6 ngot, nhung liéu ban c6 mudn uéng mot ly nwéc mang huwong
vi cua Lifesaver khong? Nhitng gid dinh nay sé khong hé dugc ngudi tiéu
dung dén nhan tét. Néu c6 mot diéu ching ta hoc dugc vé gia dinh xuyén
subt cudn sach nay, dé la néu chiing khong dwgc chitng thue, ching sé chi
dem lai rai ro.

Tat nhién, mot sy m@ rong thwong hiéu thanh cong c6 thé mé ra nhitng thi
treong mang 1gi nhudn méi. Tuy nhién, né ciling cé thé khién khach hang
hién tai ling ting dén mitc hoai nghi toan bo dé xuat gia tri cia ban.

Gicdi thiéu tinh nang m@i: Phan tich phuong tién-muc tiéu

DPoi lic cau chuyén thuwong hiéu cta ban thay doi khi ban gidi thiéu nhitng
tinh nang san pham md&i nham théa man nhiéu hon khao khat ctia ngwoi
tiéu dung. Ching ta da ban luan vé khao khat ¢ cac phan trede: nhitng dong
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co tiém an thdc day qua trinh mua hang vuot ra khoi san pham bai chiing
c6 thé giip chung ta dat dugc diéu minh mong muon.

Khi gidi thiéu nhitng tinh nang mdi, viéc xac dinh lai cac lgi ich tiém an
luén v6 cung hitu ich. Cac ly do nay thwong nam sau trong tiém thitc cta
nguoi tiéu dung va kho c6 thé truy cap néu ching ta chi héi qua ho mot lan.
Liéu ban c6 biét nhitng 1y do sau xa nao khién ban mua cu6n sach nay, néu
toi chi hoi ban nhw vay khong? Mot cach dé kham pha dong co tiém an cua
khach hang la tién hanh phéan tich phuwong tién-muc tiéu. Mac du phuwong
phap nay nghe c6 vé phitc tap, n6 thuc chat chi la mot loat nhitng cau héi
ma ching ta sé dat ra nham tim kiém dong co cot 16i cta khach hang khi
mua san pham. Ban sé bat dau v&i mot tinh nang riéng 1é va hoi ngudi tiéu
dung theo dinh ky, “Tinh nang nay dem lai lgi ich gi?” Sau d6, hay tiép tuc
1dp lai cau héi cho dén ltic tim thay 1gi ich con cua tirng 1gi ich mot.

Cung quay lai dong co cua ban khi mua cu6n sach nay. N6 dem lai cho ban
lgi ich gi? Hay ghi nhan ciu tra 10i cia minh va tiép tuc dao sau hon: 1gi
ich do dem lai cho ban nhitng 1gi ich con nao? Ldp lai hanh dong nay 4
hodc 5 lan véi cang nhiéu khach hang cang tot nham bat dau tim kiém
nhitng diém chung. Tiép dén, stt dung cac dong co tiém an nay dé truyén tai
hiéu qua trdi nghiém sdn pham méi cia thwong hiéu. Nho vao phan tich
phurong tién-muc tiéu, gio day ban sé truyén tai dwgc nhitng van dé thuc sy
quan trong trong mat khach hang.
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NGHIEN CUU CHE NGU SU HOAI NGHI.
NG sap xép moi nguai xung quanh mot su that

khing thi i cii.
NGHIENCUU

- trong khdi nghiép, trong doanh nghiép,
va trong cudc séng.

Tw Mogulus t6i Livestream: Sitc manh cia tén goi thwong hiéu

Moi chuyén bat dau vao nam 2007 khi mot trang web phat song video trurc
tiép mang tén Mogulus ra mat thi truong. Mogulus, mét s két hop gitta hai
cum ti* mogul (6ng trum, ngwoi c6 thé lyc) va us (ching ta), hy vong sé
khién viéc truy cap video tryc tiép tré nén dé dang hon cho tat ca ching ta
va giff vitng 101 hita “ai ciing c6 thé tré thanh mot 6ng trum truyén thong”.!

I, MG Siegler, “Mogulus Rebrands with a Killer Domain:
Livestream.com,” TechCrunch, 18/5/ 2009, http://bit.ly/1peAFQs.
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Cho téi nam 2008, Mogulus da thu hit duwgc su cha y cling nhw nhitng von
dau tu c6 chat lwgng dé canh tranh v&i UStream, Justin TV, va dich vu phat
video truc ti€p sap ra mat cia YouTube. N6 cho phép bat c ai s& hitu
webcam va két ndi internet dwgc quyén phat song video tryc tiép. Xét dén y
nghia “mot ngwdi quan trong hodc quyeén lyc, dac biét 1a trong nganh cong
nghiép phim dnh hodc truyén thong” ctia mogul, tén goi cia Mogulus c6 vé
kha hgp ly. Nhung khéng. N6 qua trivu twgng doi véi ngudi tiéu dung.

Doi ngii cia Mogulus tién hanh nghién cttu nén tang khach hang cua ho va
phat hién ra rang cac blogger, nhitng nguwdi phu hop véi y twdng “ai cling
c6 thé tré thanh mot 6ng trum” thuc chat khong hé céd tai nguyén va
phuong tién dé tham gia phat video. Cac nha t6é chitc sy kién, mat khac, lai
dang bat dau cha dong st dung dich vu nay dé tién hanh phat séng truc
tiép. Trong bai phéng van vGi Inc.com, CEO Max Haot cho biét khi trang
web mdi thu hit dwoce lwgt truy cap ban dau, 6ng da gap mat cac nha dong
sang 1ap khac nham tim mot tén goi it trtu twgng, mang tinh hinh twgng
hon cho san pham:

T6i thitc day vao mot budi sang thit Bdy va nhan ra rang : cac anh biét gi
khong? Toi khong mudn lam CEO cia Mogulus nita. Téi muén lam CEO
ctia mét thuwong hiéu tao dugce dau an véi moi ngwoi, mot thwong hiéu ma
toi cho la ding. Vi thé ching t6i da di dén y kién: Bugc roi, nd can phai
mang tinh hinh tuwong.?

2. Andrew MacLean, “Your Start-up Name Matters (A Lot),” Inc.com, 29/1/
2013, http://www.inc.com/max-haot.html?nav=pop.

Sau khi can nhac mot so tén goi hinh twgng phu hgp vdi dé xuat gia tri cot
16i cia Mogulus, Haot cung cac nha déng sang lap con lai quyét dinh thong
qua Livestream — tén goi chinh thirc cta trang web cho tGi ngay nay. Song
viéc bdo vé mot tén goi mang tinh hinh twong nhw thé tat nhién khong de
dang.

https://thuviensach.vn



Nam 2009, Mogulus trd 100.000 d6-la M¥ cho tén mién Livestream.com,
va Max Haot goi dé la “khoan dau tw tiép thi tuyét voi nhat” trong cudc doi
ong. TechCrunch da dat tiéu dé cho né: “Mogulus tai dinh hinh thwong hiéu
vOi mot tén mién hoan hao: Livestream.com.”

Hién thyc hoa bai hoc

Pay c6 phdi la lac dé ban thay do6i tén thwong hiéu? Giong nhu cach
Livestream troi day tir Mogulus, thiong hiéu ctia ban c6 thé thay do6i sang
mot tén goi m&i mién sao quyét dinh day bat nguon tr mot qua trinh phan
tich khach hang chit khong chi dva trén cam tinh. Mot khi ban nhan thay
tén goi thuwong hiéu cta minh dang dan t&i nhitng moi lién hé sai lam hodc
dem lai sw boi r6i, hdy dam bao ban ghi nhan dwgc nguyén nhan cho su
thay doi nay va — néu c6 thé — xay dung mot thdng cdo bao chi dé truyeén tai
né. Cac nha sang lap cua Livestream da kha cdi mé vé sy chuyén doi cia
ho, cung cap bodi canh thich dang nham chitng minh quyét dinh ho dwa ra la
chinh xac.

Trong mdt vai treong hop, viéc xay deng mot cau chuyén truyén thong cho
tén goi thwong hiéu mdi co6 thé tao diéu kién cho sy chuyén tiép cia khach
hang hién tai va kich thich qua trinh chuyén déi ctia cac khach hang méi.

TAI PINH VI MOT CACH THONG MINH: CUNG CO QUA TRINH
HOQC HOI CUA NGUOI TIEU DUNG

Mo6i mot lan ching ta ra sic gidi thiéu nhitng chwong méi trong cau chuyén
thwong hiéu cia minh, chang han nhu mot 161 hita, trdi nghiém san pham,
tuyén bo dinh vi, mic gid mdi hay tinh cach mdi, la mét 1an ching ta can
phai tién hanh gidng day. Chuing ta can phai thong bao dén ngudi tiéu diung
vé sur thay doi da dién ra theo mot cach dang nhé nhat. “Kién thitc dang
nhG” nay la két qua cia mot qua trinh mang tén qud trinh hoc hoi ctua
nguoi tieu dung.
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Hawkins va Mothersbaugh da phac thao mot so yéu t6 c6 thé gitp qua trinh
hoc hoi nay tr6 nén manh mé va hiéu qua hon. Hay thtt hinh dung xem ban
sé ap dung moi yéu t6 dudi day ra sao khi gigi thiéu mot tuyén bo dinh vi
moi:

Gan két thong diép

Ban c6 thé sé gap phéi nhitng ngudi tieu dung khong hirng tha véi viéc hoc
héi nhitng diéu méi tv ban. Pay la lic ban can phat huy 6c sang tao cta
minh. Néu ho khong hitng thu véi hanh dong hoc hoéi, ban van c6 thé truyén
tai cau chuyén thuwong hiéu theo mot cach that sy 16i cuén. Hay nghi vé
nhitng quang cdo tha vi da khién ban dé y dén nhitng san pham kém hap
dan. Sau day la mot vai bién phéap gitp tang cvong mic do gan két thong
diép va thtc day qua trinh hoc héi cua nguwoi tiéu dung:

— Xay dung mot video gidi thich vé sy thay doi.
— Tim mot dai st thwong hiéu cé thé thu hit sy chid y cia khan gia.

— Thiét ké mot chiéu tro quang cdo sang tao truyén tdi dwgc hwdng di méi
cua thuvong hiéu.

Tdam trang

Co6 nhitng thong diép thwong hiéu khién ching ta cam thdy hanh phic, va
do6i khi bay nhiéu cling da dé chiung ta dirng lai va lang nghe. Ban da bao
gi® danh nhiéu thoi gian hon dé quan sat mot quang cao vi s vui twdi cua
né chwa? Nay ban thé c6 nang cao tam trang cta thong diép bang cach:

— Séng tao mot ndi dung day cam hitng khuyén khich khan gia tran trong
ban than va thé giéi xung quanh ho.

— St dung yéu to hai huwéc dé thiét 1ap moi lién hé giita thong diép thwong
hiéu madi vdi nhitng cam xuc tinh cuc.
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Gia co

Trong treong hop cua ching ta, gia c6 tirc la cung c6 thong diép bang cach
cung cdp mét phan thwdng tich circ moi khi cé ai do6 “hiéu ra”. Bé dé hinh
dung, hdy nhé vé moi lan ban hoc dwgc mot diéu méi & treong hoc. Néu
ban thé hién va ap dung dwgc kién thitc vira tiép nhan nay, gido vién sé
thwdng cho ban nhiéu phan qua khac nhau — dién hinh nhat 1a m6t miéng
nhan dan. Gio hay nghi dén ngudi tiéu dung cua chinh ban: ban sé thudong
cho ho nhw thé nao khi ho hoc duwgec mot diéu gi d6 mdi vé cau chuyén
thwong hiéu? Mot sé vi du bao gom:

— T6 chitc mot cudc thi trong d6 khach hang sé gti nhitng hinh dnh chup lai
khoanh khac ho st dung sdn pham hodc tinh nang mdi phat hanh cda
thvong hiéu.

— Quéng ba san pham hodc tinh nang méi bang cach gidm gia cho nhitng
khach hang st dung dau tién.

— Dé cap va hoan nghénh nhitng khach hang da ti€ép nhan sy thay doi trong
cau chuyén thvong hiéu trén cac kenh mang xa hoi.

Lap lai

DPoi khi chiing ta chap nhan mot thi chi vi né dugc lap di lap lai nhiéu lan
tredc mat ching ta. Pam bao khach hang nhin thdy sy thay déi trong cau
chuyén thwong hiéu nhiéu hon mot lan la mot bién phap khac gitp tang
cwong ti 16 chdp nhan né cta ho. Tuy nhién hdy thwc hién diéu nay mot
cach cé chirng muc: ching ta khong muon nguoi tiéu dung cy tuyét mot
thong diép vi da tiép xtc v6i nd qua nhiéu:

— Xay dung mot chién dich quang cao tryc tuyén, dam bao ngwdoi dung tiép
xdc v@i cung mot thong diép it nhat hai 1an. S6 lan mot nguwdi dung tiép xtc
v&i quang cao ctia ban duwgc goi la tan suat.
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— Sang tao mot video giai thich trong dé sy thay doi chinh yéu dwoc lap lai
nhiéu hon mot 1an xuyén su6t kich ban.

Ma hoa kép

Ngoai cach lap di lap lai lai mot thong diép trén mot kénh giao tiép, ban
cling c6 thé thi truyén tai mot y twong dén khach hang thong qua hai hoac
nhiéu kénh giao ti€p khac nhau. Khi nguoi tiéu dung tiép xtc véi mot thong
tin dwgc ban chia sé, ho sé phai luwu trit n6é dé hoc hoi. Mo6i lan ban chia sé
thong tin nay bang nhiéu con dwong khac nhau (hinh dnh, am thanh, van
ban, v.v..), qua trinh hoc héi va tri nhd cia ho sé c6 thé dugc tich liy. Diéu
nay c6 y nghia rat 1én doi véi cong viéc kinh doanh béi né gitp thwong
hiéu c6 nhiéu co hoi duwgc thu thap va lwa chon trong twong lai hon. Ban cé
thé 4p dung mot vai chién lwgc sau dé thic day qua trinh ma hoa kép:

— Chia sé cau chuyén thwong hiéu méi thong qua mot bai viét trén trang
blog lan mot doan video ngan. Bai viét sé truyén tai thong diép theo dang
van ban, con doan video sé dwa vao hinh twgng thi giac.

— bat mot quang cao trén radio (hodc radio tryc tuyén) dya trén am thanh
dong thoi sang tao mat chién dich quang cdo hinh dnh véi cung thong diép.

BAN DA QUYET DPINH TAI PINH HiNH CAU CHUYEN THUONG
HIEU; GIO THI SAO?

Viéc tién hanh chia sé mot chwong méi trong cau chuyén thuwong hiéu dén
mot bo phan khéan gia da quen véi ndi dung hién tai cé thé dem lai nhiéu sy
lo ngai. Ban cé thé cam thay “khong thodi mai” theo mot cach nao day — va
dé6 chinh la ban chat cua tai dinh vi. Thay doi tén goi, 16i hita, tuyén bo dinh
vi, tinh cach, mitc gia, hay trai nghiém san pham ctia thwong hiéu phan nao
cling giong nhw nhay khoi mot vach da vay. Tuy nhién, mién la quyét dinh
ban dwa ra dwgc hau thuan b&i mot qua trinh nghién ctu nguwdi tiéu dung
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khat nghe (song nhanh choéng), day la lic dé ban thyc hién buwdc nhay vot
cling nhw san sang stta chita cac van dé can thiét.

Dudéi day la mot s6 y twéng gitip ban gidi thiéu nhitng thay déi ay:

€ T6 chitc nhitng cudc thi trong dé ngudi tiéu dung cé co hdi thit nghiém
linh virc m&i cua thwong hiéu.

4 Xay dyng mot cam nang huwdéng dan dé xoa diu qua trinh chuyén tiép tir
trdi nghiém san pham nay sang sang trai nghiém san pham khac. St dung
do hoa, video, van ban, hodc mot sw két hgp giita ching dé thic day qua
trinh hoc hoi cua nguoi tieu dung.

4 Cung cdp mot dwong day ho trg khach hang bo sung (dién thoai, email,
hodc doi thoai tryc tiép) dé tra 10i nhitng cau hoi nhat dinh lién quan téi su
thay doi trong tradi nghiém san pham.

4 Dang tai mot bai viét trén trang blog gidi thich can ké sy thay doi trong
chinh sach gia ca cling nhv nhitng 1gi ich n6 dem lai cho khach hang.

€ Sang tao mot doan video ngan gon va 16i cudn gidi thich vé 10i hita
thwong hiéu mai cling nhw tdc dong n6é dem lai cho trdi nghiém san pham
hay dich vu cia khach hang. Cu thé hon, hay tap trung vé méi quan hé giira
10i hita thwvong hiéu mai véi khao khat cia khan gid. Bé tim hiéu thém vé
cach san xuat video nay, vui long doc lai Chwong 5.

4 Néu ban quyét dinh thay doi tén goi thwong hiéu, hdy dam bao cap nhat
day da nhan dién mdi trén moi kénh giao tiép. Thay doi trong tén goi ludn
di kém vdi thay doi trong nhan dién hinh anh; vi thé, Chwong 11 sé cung
cap thém thong tin vé cach chia sé hiéu qua nhitng thay doi nay.

TONG KET
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Chuong 10 dé cap veé cach diéu chinh cau chuyén thwong hiéu dé phu hgp
v6i nhitng thay doéi thyc té cda thi trwong. Cau chuyén thwong hiéu truyén
tai toan bo trdi nghiém ma san pham hodac dich vu cua ban dem t6i cho thi
treong. Do do, néu ban cé du tinh thay doi mot diéu gi day vé ching, quyét
dinh nay t6t nhat nén dugc dya trén nhitng s6 liéu phan tich khach quan.
Nghién cttu ché ngy sw hoai nghi. N6 sap xép tat ca moi ngwoi xung quanh
mot s that khong thé choi cadi. N6 la chia khoa dan tGi s rd rang — trong
khai nghiép, trong doanh nghiép, va trong cudc song.

Nham gitp ban hiéu dugc gia tri cta viéc do lwong khong ngiring nghi khi
xay dung nhitng thwong hiéu nang dong, chuwong nay da gidi thiéu hai vi du
vé Livestream va Amazon.

Ngay 25 thang 1 nam 2000, Amazon thong bao mot nhan dién thvong hiéu
va tuyén bo dinh vi méi, “dugc thiét ké dé truyén tai tot hon ky vong cua
khach hang doi v6i Amazon.com — mot trdi nghiém mua sam tuyét voi va
Lwa chon 16n nhat qua dat”. Amazon da chuyén tiép can than ti “Nha sach
16n nhat qua dat” sang “Lwa chon 16n nhat qua dat”. Qua trinh diéu chinh
cau chuyén thwong hiéu nay cho thay viéc lap lai khong nhat thiét phai de
doa tinh nhat quan.

Khi tién hanh nghién cttu nén tdng khach hang, doi ngli Mogulus phat hién
ra rang cac blogger, nhitng ngudi phu hgp véi y twdng “ai cling c6 thé trd
thanh mot 6ng trum”, thyc chat khong hé cé tai nguyén va phuong tién dé
tham gia phat video. Sau khi can nhac mot s6 tén goi hinh twgng phu hgp
voi dé xuat gia tri cot 16i cua ho, Max Haot cung cac nha dong sang lap da
quyét dinh lwa chon Livestream — tén goi chinh thitc cta trang web cho t&i
ngay nay.

https://thuviensach.vn



Chuong 11
THIET KE LAI THUONG HIEU

C

ac thwong hiéu luon thay doi kiéu téc cta ching. Ciling giong nhw con
nguwoi, nhitng thay doi nay doi khi thanh cong va doi khi that bai. Doi luc
ching khong hé c6 can cit, chang han nhw khi ban cao dau hay cat téc gitra
mua dong lanh gid vdy. Trong nhiéu treong hgp, ban cé thé phong tranh
that bai bang cach st dung nhitng s6 liéu tir khach hang thuc té dé bao vé
cho cac quyét dinh thiét ké lai thwong hiéu (nhw da dé cap trong Chuong 8).
Canh bao: sé cé nhitng that bai khong thé tranh khoi va kéo dai nhw mot
kiéu toc xau. Khi ay ban can lap di 1ap lai diéu nay trong dau minh:

D6bi ltc ban thdang. P6i lic ban thua hoc hdi.
— John C. Maxwell

Cuobn sdch nay khéng ¢ ddy dé t6 diém vé ngodi cta ban, tw bdn thdn ban
cting sé lam diéu day roi.

Khi con theo hoc tai treong kinh doanh, t6i c6 thé chay hoc toc tir mot bai
kiém tra K€ toan quan tri cudi ky t6i mot 16p Phé binh kiéu chit can ban—
v6i day da ho so gidy to trong tay. T6i da doi mat v6i nhiéu ca nhan tir moi
linh vue kinh doanh hoan toan bé qua van dé thiét ké (mdc du ho luén phai
chiu anh hwdng rat nang né bdi nd). T6i cling da gap nhiéu nghé si tai hoa
dam chim trong tdc pham ctia chinh minh cling nhw trong vii tru sang tao
day dac chiém linh tam tri ho.
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ROi dinh ménh dua t6i dén vGi nhitng nha thiét ké. Va t6i da yéu ho ngay tr
cai nhin dau tién. Hay dé t6i néi cho ban nghe 1y do.

Cac nha thiét ké xem nhitng 10i phé binh la chuyén thuvong tinh. Ho khong
chi chap nhan ching ma con chu dong tim kiém ching. Ho that sy tin
twong vao viéc lap lai va khong ngirng chinh stra tac pham cia ho. Ho nam
bat sy don gian va sang tao vé dep dwa trén yéu cau ti khach hang ch
khong phai tir ban than. Nén gido duc thiét ké day cho ban cach thoat khéi
nhitng gid dinh cling nhw cach s& hitu da diing khi dé lién tuc loai boé nhitng
tdc pham cta minh. S& di to6i dé cap nhitng diéu nay la bdi da dén lic 1ap
day khoang trong gitta thiét ké va kinh doanh. Trén thyc t€, muc tiéu cua toi
v6i Xay dung thuong hiéu tinh gon 1a khién tat ca moi ngudi trong cong ty
ctia ban déu nam mot vai tro trong s thanh cong cta thwong hiéu.

Chuong 11 sé dwa nhitng kién thitc ma ban da hoc 1én mét tam cao mdéi dé
ban cé thé chiu dung dugc viéc x6a bé nhitng yéu t6 can loai trir cling nhw
nhan biét dugc nhitng yéu t6 can gilt lai. Ching ta sé n6i vé nhitng thoa
hiép trong qua trinh thiét ké lai nhan dién hinh dnh cta thwong hiéu va tim
hiéu mot s6 cong ty da tién hanh thanh cong qud trinh dy. O nhitng trang
tiép theo, ban sé hoc dugc cach thic diy mirc do nam bat cac biéu twong
hinh anh ma ching ta da néi t6i & Chuwong 4 va cach ap dung nhitng bai
kiém tra trong Chuong 8 vao thyc té.

TiNH NHAT QUAN: CAI GIA CUA CO HOI

Toi da titng no6i dén tam quan trong cua tinh nhat quan & phan tredc. Ban
nhat dinh phai gilt dwgc tinh uyén chuyén giita nhitng sy diéu chinh thwong
hiéu cho khach hang, dac biét la vGi cac biéu twong thwong hiéu. Moi mot
thanh phan thwong hiéu dwoc ban hién thi trong qua khit (logo, hinh twgng,
bang mau, kiéu chit) déu da hinh thanh nhitng moi lién hé c6 y nghia trong
tam tri ctia nguoi tieu dung.
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Trong mot s6 trweong hgp, nhitng biéu twgng hinh anh nay han sau t6i noi
khién chuing ta 1ap titc lién hé nhitng biéu twgng bao quat v6i nhitng thuong
hiéu cu thé st dung chiing. Ban nghi dén nhitng thwong hiéu nao khi nhin
vao cac biéu twgng dudi day?

Sy

Ban c6 thé nhd dén cac thuong hiéu trén ma khong can tdi mau sac hay
kiéu chit. Nhitng moi lién hé r6 rang vira roi da giai thich vi sao tinh nhat
quan lai 1a mot sy can nhac quan trong trong viéc thiét ké lai thuwong hiéu.
Khi ban phai déi mat v6i kha nang stva doi cac biéu twgng cta thwong hiéu,
hay dat ra cho minh cau hai sau:

Cai gia phai trd cho viéc sira doi biéu twgng hinh anh c6 cao hon lgi nhuan
dat dwoc khi gidi thieu mot nhan dién thwong hiéu maéi khong?

Néu cau trd 10i la cé, hay tam dirng viéc chinh stta lai — gio c6 thé chua
phai la Idc cho mot sy thay d6i. Néu cau tra 16i 1a khong, va 1gi nhuan dem
vé cao hon nhiéu so vdi céi gia can trd, ban con chan chir gi nita? Néu cau
tra 10i 1a, “To6i khong biét nén tra 10i nhu thé nao,” hay tiép tuc cung vdi toi.

Nghién cttu caa ban (tit Chwong 8) cho thdy nhan dién hinh dnh cta thwong
hiéu c6 van dé. bé quyét dinh xem ban c6 nén stta chita n6 ngay bay gio
hay khong, ching ta can can nhac nhitng cai gia phdi trd cting nhv lgi
nhuan ctda viéc stta chira ay.

CAI GIA PHAI TRA PHO BIEN CUA VIEC PIEU CHINH DANH
TINH THUONG HIEU

https://thuviensach.vn



Hay suy xét nhitng tdc dong tiéu cuc cna viéc thiét ké lai cac biéu twong
hinh anh cho thwong hiéu. Trong qua trinh phan tich, hay nhd suy xét ca tac
dong tryc tiép va gian tiép. Viéc thiét ké lai thwong hiéu cé doi héi mot
ngan sach vugt qua kha nang chi tra cua ban hay khong? Logo mdi liéu co
gdy boi roi cho khach hang téi mitc khién ho dirng viéc mua hang hay
khong?

Ban c6 thé tham khao nhitng céi gia phai trd dwdi day khi phan tich:

# Cai gia cta viéc cap nhat biéu twgng hinh dnh méi xuyén su6t moi kénh
giao tiép

# Cai gia cua viéc danh mat khach hang hién tai khi thay doi

4 Cai gia cua viéc danh mat khach hang tiém nang khi thay doi

# Cai gia cua viéc danh mat doi tac thwong hiéu khi thay doi

LOI NHUAN PHO BIEN CUA VIEC PIEU CHINH DANH TiNH
THUONG HIEU

Gio hdy suy xét nhitng tac dong tich cuc ctia viéc thiét ké lai cac biéu twgng
hinh anh cho thwong hiéu. Nhitng 1gi nhuan nay phai cé stc nang hon cai
gia phai trd dé khién dv an thiét ké lai xitng dang. Ban c6 thé cong hudng
v6i mot phan khic khach hang hdp dan thong qua hinh twgng thwong hiéu
méi hay khong? Viéc thay doi kiéu chit hodc bang mau cia thuwong hiéu c6
cdi thién trdi nghiém sdn pham cta ngwoi dung hay khéng? Thiét ké logo
mdi cé kich thich s6 lwgng mua hang hay nang cao mitc do hitng tha doéi
v6i dé xudt caa thwong hiéu hay khong?

Ban c6 thé tham khdo nhitng céi gia phai tra dudi day khi phan tich:

4 Lgi nhuan lién quan dén viéc thu hit khach hang méi khi thay doi
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4 Lgi nhuan lién quan dén viéc thiét 1ap nhitng mo6i quan hé doi tac mai
khi thay doi

4 Lgi nhuan lién quan dén viéc thu hat sy cha y cda truyén thong mét lan
nita khi thay doi

4 Loi nhuan lién quan dén viéc gidi thiéu mdt trdi nghiém nguwoi dung
hoan toan méi dan dén yéu cau thay doi danh tinh

KHI PIEU CHINH DANH TiNH THUONG HIEU LA HIEN NHIEN

DPoi Iic ching ta c6 thé dwa ra quyét dinh vo cung dé dang. Sé cé nhitng
yéu t6 ngoai canh doi héi ching ta phai tién hanh thiét ké lai thwong hiéu.
Ching bao gom nhitng sy diéu chinh chién lwgc kinh doanh khién chiing ta
khong con Iwa chon nao khac ngoai viéc thay doi danh tinh thwong hiéu dé
phan anh thyc t€ méi cia doanh nghiép.

Sau day la mét s6 vi du vé nhitng tdc dong ngoai canh thwong thay:

4 Thuong hiéu cta ban bi mot thwong hiéu “me” 16n hon thau tém va can
phai phan anh diéu d6 ngay lap tic.

4 Ban dang hop nhat nhiéu thwong hiéu con dwéi mot hé thong hinh anh
don 1é va can thay doi logo do yéu cau vé sy chuyén nghia tén thwong hiéu.

4 Ban dang gia nhap mot thi truong st dung ngon ngtt khac ngon ngit hién
tai va can thay doi logo do yéu cau vé sy chuyén nghia tén thwong hiéu.

4 Danh tinh thwong hiéu cia ban dd diwgc 20 nam tudi va van con la su két
hop gitta hiéu ng 3D, d6 bong, va chuyén sac. (Piéu nay ciing xuat hién &
nhiéu thwong hiéu tré tudi.)

Hay cung nhin qua mét s6 thwong hiéu da thanh cong trong viéc thiét ké lai
danh tinh dé nam bat nhitng 1gi ich ma mot sy thay doi hinh anh (& bat ky
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quy mo nao) c6 thé dem lai cho thuwong hiéu cta chuing ta.

MUC TIEU CUA TOI VOI
XAY DUNG THUONG HIEU TINH GON
la khién tat ca moi nguoi trong cong ty
clia ban déu nam

MALL OF AMERICA: VAI TRO CUA MAU SAC

Ngay 28 thang 5 nam 2013, mot doan van ban da dugc dang tai 1én trang
blog ctia Mall of America:

Lu6n twoi méi. Ludn thd vi. Luon thay déi. Ban c6 thé da nhan thdy mot
mang mau ly thu trén moi san pham cia Mall of America® trong tuan nay.
Hay ti€p tuc quan sat k§ hon nao, ban dang nhin vao logo méi cta chiing
t6i day!!

I Tara Niebeling, “Always New: Introducing the New Mall of America
Logo,” MOA blog, 28/5/2013, http://bit.ly/1peC7IR.
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Introducing the
NEW MALL OF AMERICA LOGO

Mall of America (MOA), mot trong nhitng trung tam thwong mai tam cd
nhat nwdc My, ra doi vao nam 1992. Tuy nhién, trai nghiém ctia khach ghé
tham khong chi dirng lai ¢ viéc mua sam: hang nam trung tam nay la noi td
chitc cta hon 400 sy kién. Chung ta dang néi dén hon 35 triéu khach ghé
tham, 400 ctta hang, va mot trong nhitng dia diém du lich hang dau trong
nwdc. Khong ngoa khi noi rang day khong phdi 1a mot trung tdm thuong
mai binh thuong.

—
MALL OF AMERICA

Vi sy nang dong va thanh cong nhw thé, that kho tin khi danh tinh thwong
hiéu cia MOA khong hé thay d6i dén mat lan trong vong 20 nam. Cung su
trg giup ctia doanh nghiép thiét ké Duffy & Partners, MOA da cho ra mat
mot hinh dnh hoan toan m@i vao ngay 15 thang 5 nam 2013.
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Sau day la 10i giai thich ctia Duffy vé thiét ké mgi thanh cong cua thwong
hiéu:

Gidai phap cua chung téi doi hoi mot ngon ngir thuong hiéu di nang dong
dé bdt tron tinh da dang cua trung tdm — ttr nhitng hdng thoi trang ddng
cdp thé gidi cho tdi mét tdp hop nhiéu trdi nghiém nha hang , tir nhitng
cong vién gidi tri cho tdi nhitng sv kién diéu hanh, va hon thé nira. Thiét ké
ndy — tdo bgo, an tugng , va trung thanh véi nguén goc My khong thé nham

lGn cta né — duoc to diém thém béi khdu hiéu “Luébn thay déi”.!

L http://www.duffy.com/

Gitt nguyeén hinh twgng ng6i sao va dai bang tr* danh cia MOA déng thoi
bién d6i ching 1a chia khéa dé duy tri tinh nhat quan khi tién hanh qua trinh
1dp lai can thiét.

Hién thuc héa bai hec

Céac phép do ma ban da thue hién cé cho thiy rang cac biéu twgng hinh danh
cta thwvong hiéu can mot sy thay déi khong? Hay can nhac xem nhitng yéu
t0 nao cdia nhan dién thwong hiéu hién tai da thiét 1ap dwgc moi lién hé bén
vitng vdi khach hang. Lwa chon cac biéu twong chinh va lap danh sach cac
yéu td can bao ton nham duy tri tinh nhat quan song van gigi thiéu dwgc cai
moi.

Khi gigi thiéu danh tinh méi, hay ddm bado cap nhat day du biéu twong hinh
anh mdi trén khap cac tai nguyén va san pham caa thwong hiéu.

AOL INC. VA NHUNG DANH TiNH THUONG HIEU NANG PONG

AOL Inc., ttng dugc biét dén duédi cai tén America Online, duwgc thanh lap
vao nam 1983. Cong ty chuyén vé video trirc tuyén ban dau nay sau do da
trd thanh m6t bo phan mém truy cap internet, va vao nam 2014 chuyén déi
mo hinh kinh doanh thanh mot nha phan phai truyén thong dai ching.
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Lich st phat trién ciia AOL kha dai va ghi ddu nhiéu s kién quan trong,
tuy nhién trong dé c6 mot giai thoai no6i bat hon ca. Thang 1 nam 2000, khi
phan 16n thé gigi dang an ming sy khéi dau cta mot thién nién ky méi,
Time Warner va AOL da thong bao sap nhap. Vao thoi ky dinh cao cua mot
dé ché web do chinh minh tao duwng, America Online da tra 165 ti do-la My
dé mua lai mdt cong ty truyén thong truyén théng.! Khong thé phii nhan
rang mot sw chuyén dich dang dién ra.

I, Saul Hansell, “Media Megadeal: The Overview; America Online Agrees
to Buy Time Warner for 165 Billion,” 11/1/2000, New York Times,
http://nyti.ms/1peCfSt.

Nhung chi khi s sap nhap nay do vo vao thang 12 nam 2009, AOL mdi
quyét dinh ti€én hanh mot cong cudc lam méi danh tinh thwong hiéu can
thiét — m6t cong cudc da thay doi hoan toan quy tac thiét ké logo.

Nhan dién hinh anh m&i nay thuc chat da dugc ggi y tw trede khi hai cong
ty chia tach. Ngay 22 thang 11, doanh nghiép da dang tai mot thong cao
bao chi c6 tya dé “AOL hé 16 danh tinh thwong hiéu méi cho twong lai v6i
tw cach 1a mot cong ty huéng nodi doc 1ap.”! Thang 12 nidm A&y, thé gidi
chitng kién sy’ chdo doi cia mot AOL méi.?

I, «“AOL Previews New Brand Identity for Its Future as an Independent
Content-Driven Company” (press release, AOL Corp.), 11/1/2009,
http://aol.it/1peCBIP.

2. http://www.wolffolins.com/work/aol

https://thuviensach.vn



Khoan da. C6 phdi AOL vira sang tao mot logo hoan toan do nguoi dung
xdy dung , 100% linh hoat, va tang hinh dau tién khong? Mot logo ma yéu
t6 quan trong nhdt la nhitng hinh dnh bién déi bao quanh né??

— Fast Company

3. Alissa Walker, “Exclusive Interview: Wolff Olins and AOL on Why AOL’s
New Brand Is from the Future,” Fast Company, 10/12/2009,
http://bit.ly/1peCFIk.

Phdi, ding thé. Va bang cach nay, AOL da dyng 1én nén méng cho khai
niém xdy dung thuong hiéu ndng dong: rang nhan dién hinh anh ctia mot
thwong hiéu c6 thé la sy két hgp gitta nhitng thanh pho tinh c6 dinh va mét
tap hgp nhiéu yéu t6 thiét ké lién tuc bién déi bao quanh noé.

Lich str thanh cong va that bai 1au dai cua ga khong 16 truyén thong nay da
khong con quen thudc véi thé hé mdéi nita. AOL can mdt danh tinh méi cé
thé gidi thiéu sdn pham ctia né dwdi mac “Xin chao, rat vui dugc gap ban”
thay vi “Xin chao. Chung t6i la AOL.”

Wolff Olins, cong ty thiét ké chiu trach nhiém cho dy 4n, da miéu td nhw
sau:
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Chting t6i lam viéc véi AOL nhdm xdy dung mét nén tdng thurong hiéu mdi
sdng tao cho doanh nghiép cta ho. Tinh dot phd cua nén tdang nay la cé
tinh todn. Ly do vb cting don gidn: thé gidi truyén théng ctua hém nay luén
luén khdc véi thé gidi truyén théng ctua hém qua.

Pé tim hiéu thém vé vi du nay, hdy ghé qua http://wolffolins.com/work/aol.
Hién thyc hoa bai hoc

V&i xdy dung thuong hiéu ndng déng, tinh nhat quan nam & mot s6 yéu to
hodc quy tac do hoa co ban, qua dé danh nhiéu khong gian hon cho tinh tu
do va phéng tac. Loai hé thong hinh dnh nay phu hgp nhat véi nhitng
thwong hiéu phai doi mat véi mot bo phan khan gia da thay doi hoan toan,
twong tac trong nhitng boi canh da dang, va ti€p xtc vdi nhiéu dang s&
thich cling nhu khao khat khac nhau.

Néu cac phép do ma ban da thuc hién trong Chuwong 8 cho thiy rang viéc
can nhac mot danh tinh thwong hiéu nang dong la can thiét, hay dat ra cac
cau héi sau cho ban than: Thuong hiéu ctia ban sé trong nhw thé nao néu
cac biéu twgng hinh dnh ctia n6 ludén thay do6i? Nhitng yéu t6 d6 hoa nao sé
duwgc gilt nguyén va nhitng yéu td6 nao sé duwgc bién héa tuy theo tirng
treong hop?

Innovation Warehouse va gia tri cia viéc lap lai tirng chiit mot

Innovation Warehouse la mdt cong ty gia t6c khdi nghiép cling nhw mang
lwéi dau tw ca nhan c6 tru s& tai London. Khi mdéi ra mat, Innovation
Warehouse 1a mét trong nhitng nha gia toc khdi nghiép duy nhat & London,
nhuwng dén nam 2013 thi tredng nay trd nén cye ky canh tranh va so lwong
khach hang ctia cong ty ngay mot giam. Thwong hiéu ban dau da khong thé
hién thich dang toan bd pham vi von khéi nghiép ciing nhw dich vu dau tw
ma cong ty dem tGi cho thanh vien.
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Nam 2013, chién lwgc gia thuwong hiéu dién tiv Peter Thompson gia nhap
do6i ngli Innovation Warehouse va tién hanh mét loat phép do nham tai xay
dung lai thwong hiéu.

Mot trong nhitng thay doi da dwgc thwe hién la thiét ké lai danh tinh thuwong
hiéu. Innovation Warehouse thwong dugc goi la “the IW ” trén trang web
va tai khoan mang mang xa hoi cua n6. Qua trinh nghién cttu khach hang
phat hién thay rang khan gia muc tiéu — nhitng nha kinh doanh md&i — khong
hé biét dén tén viét tat ctia td6 chitrc. Poi ngili nghién cttu tién hanh 4p dung
s liéu tir cac cong cu tim kiém dé kiém tra giad dinh: viéc st dung tén day
du sé giup 16i kéo nhiéu khach hang hon. Cac biéu twgng (logo va danh tinh
cong ty) dan dan dugc cdi thién nham loai bd tén viét tat va chu trong tén
goi day du.

Twr khi thwong hiéu duge lam méi, s6 lwgng thanh vién dang ky ngay mot
gia tang va bo phan gia toc da phai md& rong thém khoéng gian lam viéc.
Mang lwéi dau tw ca nhan cling da c6 thé tién hanh nhitng khoan dau tw mai
va tich lliy dugc s6 von dau tw bd sung vao nhitng cong ty khdi nghiép
khac.

Hién thyuc hoa bai hoc
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Viéc thay doi danh tinh thwong hiéu xuyén su6t moi phuwong dién thuong
doi hoi kha nhiéu thoi gian, nhan lwc, va tién bac. Vay néu t6i néi ching ta
c6 thé “diéu khién” sy chuyén doi nay thng qua mot bo phan khach hang
nho hon nham dam béo qua trinh dau tw trén quy mo6 16n that sy xing dang
thi sao? Hay gidi thiéu tirng chit mot nhitng sy diéu chinh biéu twgng hinh
anh v6i mot nhom nho khach hang. Ho phan tng thé nao trudc nhitng vat
mau ddy? Danh tinh thuong hiéu méi c6 giai quyét dugc nhitng nham lan
va sai sOt ching ta dang nham dén khong? Néu cau tra 10i la cé, hay tiép
tuc tién hanh thay doi.

BAN PA QUYET PINH THIET KE LAI BIEU TUONG THUONG
HIEU; GIO THI SAO?

Thay do6i danh tinh c6 thé gay ra cho ban nhiéu cang thang. Ban khong chi
phai thich nghi v&i ngoai hinh méi cta thwong hiéu ma con can dam bao
rang khan gia biét t6i sy thay doi d6. Viéc han ché nhitng sy boi r6i va nhan
thitc sai lam la v6 cing quan trong. Ban chi méi hoan thanh mét niva chang
dwong khi tién hanh thiét ké hoac thué mot ai do thiét ké lai nhan dién mai.
Thay doi biéu twgng sao cho ro rang hon, manh mé hon la diéu tot, nhung
né6 sé trd nén hoan toan vo nghia néu ban khong truyén tai né mot cach hiéu
qua nhat c6 thé. Do do, thanh bai cta viéc thiét ké lai thwong hiéu phu
thudc phan 16n vao qua trinh giao tiép:

€ Nguoi tieu dung sé twong tac vGi cac biéu twong maéi nay nhu thé nao?
Chung sé xuat hién ¢ dau va ra sao (cac &ng dung tiém nang)?

4 Néu ching phan anh mot sy thay doi trong cau chuyén thuwong hiéu, ban
sé ké cau chuyén méi nay nhw thé nao?

# Tai sao nguoi tiéu dung can phéi quan tam dén cac biéu twgng mdi nay?
Chung lién quan gi dén khao khat ctia ngudi tiéu dung?
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# Tiép theo day la mot sO y twéng gitup ban gidi thiéu thiét ké thuwong hiéu

maol:

# Dang tdi mot bai viét giai thich dong lwc va qua trinh thay déi biéu twgng
hinh anh trén trang blog.

4 Sang tao mot doan video cho thdy si chuyén doéi va tac dong n6é mang lai
cho dé xuat gia tri cia ban v6i ngudi xem (khach hang).

€ T6 chitc mot sy kién ra mat nham chia sé tin titc v6i doi tac, khach hang,
va/hodc ban bé. Sy kién nay c6 thé la mot buoi 1é gidi thiéu, mot hoi nghi,
hodc mot bira tiéc.

4 Phat dong mot cudc quang cdo lién quan dén danh tinh thwong hiéu méi
nham md& rong pham vi lan téa thong tin.

4 Dam bao tdt cd moi ngudi trong doi ngii lam viéc va cong dong bén
ngoai (bdo chi, nha dau tw, nha nghién cttu) c6 thé truy cap vao cac biéu
twong mdéi duoc thiét ké lai, cling nhw cam nang st dung chiing ding cach.
Diéu nay sé gitup ho chap nhan chiing nhanh hon.

TONG KET

Viéc gitt dugce tinh uyén chuyén gitta nhitng sy diéu chinh thwong hiéu cho
khach hang la v6 cung thiét yéu, dac biét la v6i cac biéu twgng thuwong hiéu.
Chuong 11 da gidi thiéu nhitng 161 khuyén va vi du lién quan dén qua trinh
ldp lai nay. Néu nghién cttu cta ban cho thdy nhan dién hinh anh ctda
thuwong hiéu c6 van dé, ban sé phéi can nhac nhitng cai gia phai trd cling
nhw 1gi nhuan cua viéc sira chita n6 dé quyét dinh xem ban c6 nén tién hanh
diéu day ngay bay gio hay khong. Cdi gid phdi trd cho viéc stra doéi biéu
tuong hinh dnh co6 cao hon lgi nhudn dat duoc khi gioi thiéu mét nhdn dién
thuong hiéu moi khong?

https://thuviensach.vn



Ba cong ty dugc nhac t6i trong chwong 11 nay da tim thay nhitng cach thirc
diéu chinh danh tinh thwong hiéu hiéu qua nham phan anh thuc té dang
thay doi cua thi treong.

Danh tinh thwong hiéu cia Mall of America khong hé thay doéi trong vong
20 nam. Cung su trg giip cuia doanh nghiép thiét ké Duffy & Partners,
MOA da cho ra mat mét hinh dnh hoan toan md&i vao ngay 15 thang 5 nam
2013. Gilt nguyen hinh twgng ngodi sao va dai bang trit danh cua no, song
cling dong thoi bién doi ching, la chia khéa dé duy tri tinh nhat quan khi
tién hanh qua trinh lap lai can thiét.

Vi xay dung thuwong hiéu nang dong — cach ma AOL da lam — tinh nhat
quan nam & mot s6 yéu t6 hodc quy tac do hoa co ban, qua d6 danh nhiéu
khong gian hon cho tinh tw do va phong tac.

Qua trinh nghién cttu khach hang phat hién thay rang khan gid muc tiéu cta
Innovation Warehouse khong hé biét dén tén viét tat cta to6 chitc, do dé tén
goi cuia thwong hiéu khéng cong hudng t6t duogc véi ho. Cac biéu tuwgng
(logo va danh tinh cong ty) sau d6 dan dan dwgc cai thién nham loai bo tén
viét tat va chu trong tén goi day du.

https://thuviensach.vn



Chuong 12
KET LUAN

S

uy nghi dau tién cda khach hang khi nhé vé ban 1a gi? Pay la m6t cau hoéi
sé khién nhiéu ca nhéan lo lang. Xuyén sudt cuon sach nay, ban da hoc dwoc
cach xay dung, do lwdng, cling nhw diéu chinh cau chuyén sang tao gia tri,
biéu twgng hinh anh, va chién lwgc phat trién caa thwong hiéu tuy theo mitc
do hiéu qua ctia ching trong viéc kich thich qua trinh bién doi.

Tai sao ban lai phai dat minh vao vi thé bat 1gi? Cac doi thu canh tranh 16n
nhat dang xdy dung nhitng thwong hiéu va tan dung sitc manh cia ho dé
thau tom va kich hoat khach hang tiém nang cua ban ddy. Muc tiéu cua to6i
doi vai Xdy dung thuong hiéu tinh gon 1a gitp ban cling nhw doi ngti lam
viéc cta ban nhin thay cac nguyén liéu thiét yéu ctia mot thwong hiéu mang
tinh chuyén déi cao — va hy vong rang ban sé c6 thé sang tao, do lwong, va
lap lai ching dé tang tredng mot cach manh mé nhat.

O Phan 1, Xay dung, chiing ta di dé cap vé cach sdng tao mot trai nghiém
thwong hiéu kha thi trén thi treong thong qua 25 nguyén liéu lam nén cau
chuyén, biéu twgng, va chién lwge thwong hiéu. Ban da hoc vé tam quan
trong cta nhitng khao khat ap 0 trong long ngwdoi tiéu dung trong qua trinh
nay: rang chung phai dugc 16ng vao cau chuyén sang tao gia tri dé dem lai
cho khach hang mot 16i tat trong hanh trinh kham pha bén than cua ho.

Ban ciling da hoc vé cach truyén tai cau chuyén thwong hiéu bang cac biéu
twgng hinh anh gitip thic day nhitng moi lién hé tinh than san cd, nham két
nodi thwong hiéu ctia ban v6i mot tap hgp gia tri va muc tiéu nhat dinh. Cubi
cung, ban thdy duwgc cach cac kénh giao tiép thwong hiéu cung cip nhitng
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phwong thitc thé hién cau chuyén hiéu qua, khai thac sitc manh ctia cac biéu
twong hinh anh, va kich thich qua trinh chuyén do6i. Xuyén suét Phan 1, ban
cling da dugc gidi thiéu vé vai tro cua nghién cttu chung toc hoc doéi véi
viéc xay dung mot bo nguyén liéu thuwong hiéu ban dau.

O Phan 2: Po lwong, ban hoc duge cach cac thuong hiéu ning dong,
chuyén do6i cao troi day tir mot qua trinh do lwong va kiém tra gia dinh
khong ngirng nghi. Ban da nhin thdy phuwong thitc danh gia cac gia thiét
lién quan t&i cau chuyén, biéu twgng, va chién lwgc da duge xay dung &
phan truedc. Ban cling da nam bat cach ghi chép lai két qua kiém tra thong
qua Nhat ky Xay dwng Thuwong hiéu nham tao diéu kién cho qua trinh thtr
nghiém. Phan 2 con cung cap mot loat nhitng phwong phap gitp kiém tra
25 nguyeén liéu thuwong hiéu cua ban theo thoi gian. Ban kham pha duogc
cach do lvong xem chién lwgc ctia ban dang kich hoat sifc kéo hay khong,
cau chuyén cta ban cé dang cong hwdng hay khong, va biéu twgng cia ban
c6 phu hgp véi danh tinh dé ho trg hai yéu t6 dau hay khong.

Cudi cung, Phan 3: Hoc héi gidi thiéu nhitng sy diéu chinh thwong hiéu can
thiét nham dam bao rang ban c6 thé phan tng t6t vdi thue té dang thay doi
cta thi treong. Ban da thdy cach cac cong ty lap lai cau chuyén sang tao gia
tri cua thwong hiéu bang viéc tai dinh vi thong diép ctia ho theo nhan thitc
va nhu cau dang chuyén doéi cua khach hang. Chuwong 9, v6i chu dé chuyén
kénh, dé cap dén nhitng thuwong hiéu da thanh cong khi chuyén tir kénh giao
tiép nay sang kénh giao ti€p khac dé phan anh lya chon truyén théng yéu
thich ctia khan gid muc tiéu. Tai Chuwong 11, ban da nhin thay cach thiét ké
lgi cac biéu twgng hinh dnh nham kich hoat nhitng méi lién hé phu hgp véi
thwong hiéu qua thoi gian.

Moi chuyén van chwra két thiic. Qua trinh Xay dung Thuong hiéu Tinh gon
la mGt qua trinh dién ra lién tuc, dya trén bang chitng, va hwéng dén khach
hang. Khach hang va bang chitng luon khong ngting thay doi, do d6 nhiém
vu cua ban sé sé ton tai mai cung véi thuong hiéu.
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T6i mong rang cudn sach nay cung cap nhitng co ché va cong cu can thiét
dé ban thiét 1ap duwgc mdt thong diép doc dao cho thwong hiéu (cau
chuyén), mot tdp hgp dung cu gitp thé hién thong diép dé qua nhiéu giac
quan (biéu twgng), cling nhw cac kénh giao ti€p gitp truyén tai n6 nham
kich hoat qua trinh chuyén déi (chién lwgc).
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CHU GIAI THUAT NGU
K

iém dinh A/B (A/B testing)

Mot dang thi nghiém cho ra mot phién ban khac ctuia thanh phan ban dang
co gang kiém tra qua cac nhém doéi twgng khac nhau. Bang cach so sanh
hiéu suat cia hai phién ban ctia cing mét yéu t6, kiém dinh A/B gitp danh
gia mot gia thiét cu thé. Con dwgc goi la kiém tra phan tdch (split testing).

T6i wu héa ctra hang trng dung (App store optimization)

La chién lwgc t6i wu héa trang web bay ban tng dung ctia ban nham thic
day lwgt mua hang hodc tai xuéng.

Lién két tra vé (Backlinks)
Nhitng lién két dan t6i mot muc cu thé cnaa trang web thwong hiéu.
Thuong hiéu (Brand)

Thuong hiéu la cau chuyén doc ddao ma nhitng ngwoi tieu dung nhé t6i khi
nghi vé ban. Cau chuyén nay lién két sdn pham cda ban vdi nhitng cau
chuyén ca nhan cta ho, v6i mot tinh cach cu thé, v6i van dé ban hira sé giai
quyét, va v6i vi tri ctia ban khi so sanh cung cdc do6i tha canh tranh.
Thuwong hiéu ctia ban dwgce thé hién bang nhitng biéu twgng hinh anh va vat
liéu tir nhiéu cudc doi thoai khac nhau, noi ma ban phai tham gia mét cdch
c6 chién luoc.

Cong cu ho trg (Brand collateral)
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Vat liéu dugc ching ta sit dung nham truyeén tai thong diép thwong hiéu dén
mot bd phan khan gid nhat dinh (bdo chi, khach hang tiém nang, nha dau
).

Xich mich thuong hiéu (Brand friction)

Suv khang cv lai viéc thay doi cau chuyén, biéu twgng, va chién lwge thuwong
hiéu bdi lo ngai chiing cé thé phan anh sy hon loan, mau thuan, hay anh
hwéng xdu dén nhan thitc ctia khach hang.

Hinh tugng thuong hiéu (Brand imagery)

Mot tuyén tap hinh anh dai dién cho cau chuyén thwong hiéu va giup giai
thich no trén thi trvong. Hinh twgng thwong hiéu lam sang to cling nhw
minh hoa san pham, tuyén bo dinh vi, mc gia, tinh cach, va 16i hita cta
thuwong hiéu véi mét tap hop hinh mau ngwoi mua nhat dinh.

Bdn d6 hanh trinh thuong hiéu (Brand Journey Maps)

Nhitng ban d6 hanh trinh khach hang hién thi toan b chuyén phiéu lvu cta
khach hang trong qua trinh tiéu dung sdn pham hodc dich vu cta ban.
Chuing thé hién nhiéu giai doan khac nhau véi nhiéu diém tiép xic thwong
hiéu chién lwgc, tirc nhitng noi ban c6 thé tao dyng gia tri cho khach hang.
Bén d6 hanh trinh thwong hiéu cho phép ching ta nhan biét dugc tirng giai
doan va diém tiép xuc dé thiét ké nén mot phan wng hiéu qua. Ching gitp
ban hinh dung trai nghiém san pham nhuw sy két hgp cua tat ca cac yéu t6
thuwong hiéu can thiét khi ai dé tiéu dung dé xuat cta ban.

Tinh cach thuong hiéu (Brand personality)

Nhitng pham chat tdm ly con nguwdi gan véi thwong hiéu va quyét dinh cach
né twong tac trén thi truong trong nhiéu tinh hudong khac nhau qua thoi
gian.
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Dinh vi thuong hiéu (Brand positioning)

Tim kiém va chiém gitt mot khong gian trong thi trudng c6 thé phan chiéu
hinh anh “nguwdi ho trg hoai bdo” cta thwong hiéu dén mot phan khiic
khach hang nhét dinh. N6i cach khac, dinh vi la tim kiém mot bén do xe

phu hgp trong tri 6c ctia nguwdi tiéu dung va chiém 1ay né tredc ngudi khac.
Loi hita thuong hiéu (Brand promise)

Mot cau néi ngan gon va dang nhd tom tat dé xudt gia tri cot 16i ctia ban.
Chuyén kénh thuong hiéu (Brand rechanneling)

Chuyén doi tr mot kénh giao tiép thwong hiéu nay sang mot kénh giao tiép
thuwong hiéu khac. Chuyén kénh khong c6 nghia la thay do6i ban chat cta
cau chuyén thwong hiéu hay biéu twgng thwong hiéu triv phi n6 dwgc tién
hanh dong thoi véi thiét ké lai hay dinh vi lai thwong hiéu. Thay vao dé, né
mang y nghia thay d6i phuong thitc tiép can mot trong nhitng kénh giao
tiép hién tai nham cung c6 hiéu suat bién doi.

Thiét ké lai thuwong hiéu (Brand redesigning)

Chinh stta cac biéu twgng cdu thanh nén nhan dién hinh anh cua thuwong
hiéu nham phan &ng lai v&i nhitng thay doéi trong thi trudng hodc trong mo
hinh kinh doanh.

Tai dinh vi thvong hiéu (Brand repositioning)

Dbiéu chinh cau chuyén thwong hiéu ban dau nham phan tng lai v&i nhitng
thay doéi trong thi trudng hodc trong mo hinh kinh doanh.

Su cong huong thuong hiéu (Brand resonance)
Khi cau chuyen thvong hiéu phu hgp véi sy trong dgi, khao khat, va nhu

cau cua thi truong. Sy cong hwéng xay ra khi khach hang rung dong trudc
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thong diép ctia ban va gan b6 véi dé xuat gia tri ma ban dwa ra bdi né quan
trong d6i v4i nhu cau cua ho.

Luc kéo cua thuong hiéu (Brand traction)

Mot chi s6 do lwong phan tng cua thi truong trwede thwong hiéu. Theo 10i
ctia nha dau tv Naval Raviknant, “Luc kéo la bang chitng dinh lwgng cho
nhu cau cua thi truong.”

Kiéu chir cua thwong hiéu (Brand typography)

Mot té6 hgp nhiéu phwong an va cach sap xép phong chit gitip nhan biét cau
chuyén thvong hiéu trén thi truong.

Btrc tuong thuong hiéu (Brand wall)

Mot mat phang ngang hodc doc gitp hién thi, bo tri, va bé sung nhitng y
twong, so lwgng, va cong viéc dang dd lién quan dén thwong hiéu.

Nhan cach nguoi mua (Buyer personas)

Nhitng khuén mau hodac mo hinh duwgc xay dwng dé dai dién cho khach
hang nham gitp ching ta xac dinh tit ca nhitng gi ma thwong hiéu mudn
tr&d thanh, mu6n lam, va mudn truyén tai. Ching nhitng con nguoi gia véi
nhu cau hay khao khét that sy dwgce hinh thanh sau mot qua trinh nghién
cttu nguoi tieu dung.

Loi kéu goi hanh dong (Call to action)

Mot 161 moi 1o rang, minh bach nham thuyét phuc déi twgng muc tiéu tham
gia vao m6t hanh vi chuyén déi nhat dinh. Hanh vi nay dugc dinh nghia
khac nhau tuy theo tirng thwong hiéu, tr dang ky nhan ban tin cap nhat cho
t¢i mot qua trinh mua hang chi tiét.

Chuyén doi (Conversion)
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Hanh vi dan dat khach hang di trén mot con duong hanh dong mong muon.
Khéach hang chuyén doi sau khi ho da hoan tat thanh c6ng con dudng nay.
Chuyén doi thwong duge dinh nghia khac nhau tuy theo nganh céng nghiép
va moO hinh kinh doanh ma ban quyét dinh theo dudi.

Pixel chuyén doi (Conversion pixel)

Mot doan ma cé thé duge cheén vao nhitng yéu t6 trie tuyén nhw quang cdo,
email, trang web, mit chia sé, hay gié hang dé theo d6i mitc do hoan thanh
con dwong chuyén doi cta ngudi dung.

Con ruoi trén twong (Fly on the wall)

Mot dang phwong phap nghién citu yéu cau ban gia nhap vao mot phong
canh cu thé trong mot khoang thoi gian nhat dinh dé quan sat va ghi chu lai
cac hanh vi, moi trudng, va vat thé xuat hién trong phong canh dé. Phvong
phap nay gidp ching ta hiéu ro béi canh cua ngwdi mua va tiét 10 nhitng
thong tin quy gia giip ching ta théa man hiéu qua nhu cau cta ho.

Phong van chuyén sdu (In-depth interviews)

Nhitng cudc néi chuyén mot-doi-mot kéo dai vai khach hang hién tai hoac
tiém nang nham khadm pha nhitng dong lwc, phong cach song, va s@ thich
tiém an co thé giap ich cho sy phét trién cta thwong hiéu.

Trang dich (Landing page)

Mot trang web noi nhitng nguwdi mua twong lai sé “dap xudng” dé tim hiéu
vé thuong hiéu. Trang dich con thu hit nhitng nhiéu khach ghé tham véi s@
thich khac nhau, chang han nhw phéng vién, nha dau tuw tiém nang, doi tac,
va nhiéu nita. Ching khéc véi cac trang web truyén thong ¢ ché muc tiéu
chinh cta ching khéng phai la cung cdp théng tin vé thuwong hiéu hoac
cong ty ma la kich hoat mot dang chuyén doi cu thé.
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Logo

Mot biéu twgng hinh anh gitip nhan biét cau chuyén thwong hiéu ctia ban
trén thi treong.

T6i vu hoa khu virc mua hang (Point-of-purchase optimization)

La chién luwgc thiét ké khong gian bay ban sdan pham nham thic day s6
lwgng ban hang.

Phong nha bdo (Presroom)

Mot moi treong trire tuyén noi phéng vién va nhitng ca nhan c6 hing thu
c6 thé tim thay cac s6 liéu thong ké, tin titc, gidy chitng nhan, quan hé doéi
tac, bang chitng vé sitc kéo, cling nhw nhiéu thong tin quan trong khac lién
quan dén thuong hiéu cua ban.

Ddc diém tam ly hoc (Psychographic characteristics)

Nhitng dac diém nam ngoai phuong dién nhan khau hoc (nhw tubi tac va
gidi tinh) va thudc pham tru tiéu chuan tam 1y cta nguwdi tiéu dung nhuw thai
do, phong cach song, tinh cach, hay khao khat cuaa ho.

T6i vu héa coéng cu tim kiém (SEO)

Thiét ké va trich dan no6i dung tryc tuyén sao cho cong cu tim kiém c6 thé
tim thdy va xép hang thwong hiéu ctia ching ta mot cach thich dang. Vé
mat ly twdng, cong cu tim kiém can phdi dan dat ngudi dung dén nhitng
kénh giao tiép lam nén sy ton tai trirc tuyén cia ban moi khi truy van cta
ho lién quan dén van dé ma ching ta dang c6 gang giai quyét.

Nghién cttu thi? cap (Secondary research)
La nhitng thong tin c6 san dwgc ching ta phan tich nham tim kiém nhitng

phat hién c6 thé dan dat qua trinh xay dwng thwong hiéu.
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Xay dung thuong hiéu cam gidc (Sensory branding)

St dung cac yéu t6 kich thich cAm giac dé thiét 1ap nhitng moi lién hé bén
virng vOi thwong hiéu.

Bdm dudi (Shadowing)

Mot dang phwong phap nghién citu yéu cau ban bam theo hanh trinh cia
mot doi twong cu thé trong mét khodng thoi gian nhat dinh dé kham pha
nhitng thong tin chi tiét lién quan dén théi quen ctia ho. Nhitng thong tin
nay sau do sé dugc st dung dé ho trg cho qua trinh phat trién thwong hiéu.

Dia chi URL rut gon

La tinh nang rit gon nhitng lién két dai nham tao diéu kién cho ching ta
chia sé chung trén cac trang mang xa hoi.

So do6 trang web (Site map)

Mot so do hién thi rd rang cac phan muc cé trong trang web cta thuong
hiéu va dé dang truy cap do6i v6i khach ghé tham va ngwoi dung. Ching
gitip ho hinh dung dwogc co cau noi bo cda trang web.

Ly thuyét hoc tdp xa hoéi (Social learning theory)

Mot khai niém trong tam 1y hoc xa hoi, cho rang “da phan cac hanh vi ma
con ngudi thé hién déu dugce hoc tap, mot cach vo tinh hodc ¢o y, tir si anh
huwong cta vi du” (Bandura, 1977).

Tiép thi qua mang xd héi (Social media marketing)

St dung cac trang mang xa hoi nhw nhitng kénh giao tiép kinh doanh chién
lrgc nham thic day sw bién doi thuwong hiéu.

Kiém tra phdn tdch
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Xem Kiém dinh A/B.
Tiéu dung biéu tuong (Symbolic consumption)

Céac san pham va dich vu ludn truyén tai nhitng y nghia biéu twgng vugt xa
tinh nang hoat dong ctia chiing. Ngudi tiéu dung cé thé tham gia vao qua
trinh mua hang nham dap lai nhitng y nghia ma ho da gan cho nhitng
thwong hiéu nhat dinh.

Tuwong tdc biéu twong (Symbolic interactionism)

Mot khai niém trong tdm ly hoc xa hoi, cho rang con ngwdi hanh dong
hwéng téi moi vat dya trén nén tang y nghia ho quy cho ching. Béi vi con
nguoi luon luén ludn twong tac vdi cac biéu twgng va dinh nghia ching, cac
thirong hiéu c6 thé sit dung nhitng 16p y nghia c6 san nay dé lién hé san
pham hay dich vu véi nhitng gié tri va khao khac cu thé théng qua biéu
twgng hinh anh.

Lanh dao bdng suy nghi (Thought leadership)

La chién luwgc thé hién thwong hiéu nhw mét chuyén gia trong cac linh vure
chinh lién quan dén s@ thich hay nhu cau cta khach hang nham tao dung
long tin va kich hoat qua trinh chuyén doi.

Phan tich co hoi gia tri (Value opportunity analysis)

La mdt phwong phap do lwong nhan thitc ctia ngwoi tiéu dung vé trai
nghiém san pham (hanh trinh) ma ching ta da tao dung cho ho. Nguwoi tiéu
dung danh gia cac gia tri khac nhau cta san pham hay dich vu theo c6t moc
thap, trung binh, va cao. Phan tich co hdi gia tri giip ching ta hinh dung
nhitng thiéu sét trong hanh trinh san pham ciling nhw nhitng diém thoa man
ky vong ctia nd. Bang cach cho ching ta thdy cdc mat con yéu, cng cu nay
c6 thé kich hoat nhitng co hoi tao dyng gia tri mdi xuyén sudt toan bé hanh
trinh cho thuwong hiéu.
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-------------------------------------------------------------------------------------------------------------------------

Nhitng nha lanh dao gidi lam cho nguwdi khac cam thdy ho la trung tam cua
moi viéc chit khong phai chi 1a thanh phan phu.

— Warren Bennis

-------------------------------------------------------------------------------------------------------------------------

---------------

-------------------------------------------------------------------------------------------------------------------------

---------------

-------------------------------------------------------------------------------------------------------------------------

---------------

-------------------------------------------------------------------------------------------------------------------------

---------------

https://thuviensach.vn



00 000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000600060000000000000

ecesccsccscscne

00 000000000000000000000000000000000000000000000060000000000000000000000000000000000000000000000000000000060000000000000000

ecesccsccscscne

000000000000 00000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000600060000000000000

ecesccsccscscne

000 0000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000060000000000000000

ecesccsccscscne

000000000000 00000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000600060000000000000

ecesccsccscscne

000000000000 00000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000600060000000000000

ecesccsccscscne

https://thuviensach.vn



ooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

oooooooooooooo

ooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

oooooooooooooo

Nhitng nha lanh dao giéi lam cho nguwdi khac cdm thay ho la trung tam cua
moi viéc chit khong phai chi 1a thanh phan phu.

— Warren Bennis
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