Dave Kerpen

‘LIKEABLE

SOCIAL MEDIA

Bi quyet LAM HAI LONG KHACH HANG,
tao dung THUONG HIEU thong qua Facebook
(va cac mang xa hoi khac)

T’ HPNALOOHS



MUC LUC
LOI GIOT THIEU
1. LANG NGHE, VA KHONG NGUNG LANG NGHE
2. VUOT RA NGOAI NHOM “PHU NU TU 25 DEN 54 TUQI”
3. SUY NGHI VA HANH DONG NHU KHACH HANG CUA BAN

4. MOI KHACH HANG CUA BAN TRO THANH NGUOI HAM MO
DAU TIEN

5. CAM KET
6. NHANH CHONG PHAN HOI LAI TAT CA NHUNG LOI BINH

7. PHAN HOI CA NHUNG LOI BINH LUAN TiCH CUC
8. HAY TRO NEN DANG TIN CAY

9. CHAN THANH VA MINH BACH

10. BAN CO NEN DAT RA NHIEU CAU HOI?

11. CUNG CAP GIA TRIMIEN PHI!

12. CHIA SE NHUNG CAU CHUYEN

13. TRUYEN CAM HUNG CHO KHACH HANG CHIA SE CAC CAU
CHUYEN

14. TICH HOP_TRUYEN THONG XA HOI VAO TOAN BO TRAI
NGHIEM KHACH HANG

15. SU DUNG QUANG CAO TREN MANG XA HOI BE GAY ANH
HUONG HON

16. THUA NHAN KHI BAN MAC LOI, SAU DO TAN DUNG SAI
LAM CUA BAN

17. MANG LAI NHUNG DIEU VUI VE, BAT NGO VA THU VI MOT
CACH MANH ME, NHAT QUAN

https://thuviensach.vn


clbr://internal.invalid/book/Section0002.htm
clbr://internal.invalid/book/Section0003.htm
clbr://internal.invalid/book/Section0004.htm
clbr://internal.invalid/book/Section0005.htm
clbr://internal.invalid/book/Section0006.htm
clbr://internal.invalid/book/Section0007.htm
clbr://internal.invalid/book/Section0008.htm
clbr://internal.invalid/book/Section0009.htm
clbr://internal.invalid/book/Section0010.htm
clbr://internal.invalid/book/Section0011.htm
clbr://internal.invalid/book/Section0012.htm
clbr://internal.invalid/book/Section0013.htm
clbr://internal.invalid/book/Section0014.htm
clbr://internal.invalid/book/Section0015.htm
clbr://internal.invalid/book/Section0016.htm
clbr://internal.invalid/book/Section0017.htm
clbr://internal.invalid/book/Section0018.htm
clbr://internal.invalid/book/Section0019.htm

18. PUNG BAN, HAY THU HUT KHACH HANG BANG SU DON
GIAN VA HAP DAN
KET LUAN

https://thuviensach.vn


clbr://internal.invalid/book/Section0020.htm
clbr://internal.invalid/book/Section0021.htm
clbr://internal.invalid/book/Section0022.htm

1.OT GIOI THIEU

Tﬁi dang xép hang chd lam tha tuc check-in tai Aria, khach san sang trong
va hop thoi bac nhat trong thi trdn & Las Vegas, Aria, mit gan mdt gio dong
h6. Bé la mot ngay thang Sau nam 2010, va t6i vira dat chan dén khach san
sau mot chuyén bay kéo dai 6 tiéng tir New York. Diéu cudi cung td6i mong
muodn doé la phi pham mot tiéng dong ho ctia cuée doi dé xép hang cho doi.
Thét vong tran tré, t6i 14y chiéc BlackBerry va cap nhat dong tweet) trén
Twitter, “Khong c6 khach san nao & Vegas xiing dang véi sy cho doi lau
dén vay! Mat hon mot tiéng dé cho 1am tha tuc check-in tai Aria ©.”

biéu hay ho la khach san Aria khong tra 16i lai dong tweet ctia toi ma
mot doi tha cta ho da lam vay. To6i nhin thdy mot dong tweet phan héi tr
khach san Rio chi 2 phiit sau d6. Néu cling giong nhu hau hét nhitng nguoi
ma toi da chia sé cau chuyén nay, ban chac han sé nghi, “Khach san Rio da
trd 101 thé nao nhi, 1€ nao lai la ‘M0i anh dén vGi Rio. Anh sé khong phai
xép hang cho dgi lam tha tuc check-in’?”

Néu Rio giti mot dong tweet hoi dap nhw vay, toi gan nhw sé cam thay bi
lam phién, nhuw mot nguwdi 1én theo doéi va chi true 16i kéo t6i dé thu lgi tw
mot trai nghiém t6i té. Nhung ngwoc lai, khach san Rio Las Vegas chi tweet
lai cho t6i dong sau: “That 1y lam tiéc vi mot trdi nghiém t6i té nhw vay,
Dave. Hy vong rang nhitng ngay con lai & Vegas ctia anh sé that vui vé.”

Ban thit doan xem t6i da & dau vao lan tiép theo tdi c6 dip dén Vegas.

Khach san Rio da st dung truyén thong xa hoi dé lang nghe va dap lai
mot cach nhiét tinh, phan tng nhanh nhay, kip thoi véi ding doi twong vao
ding thoi diém. Chac han & day, m6t quang cdo hodc mot théng diép
marketing sé khong mang lai hiéu qua. Nhung kha nang lang nghe, phan
tng lai va thau cam da lam dugc diéu do.

Veé ban chat, khach san Rio da kiém duwoc mot khoan 600 do-la tir mot
dong tweet, mét tin nhan thu hut dwgc sy chd y cuaa t6éi va cudi cung gép
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phan vao quyét dinh cta t6i vé viéc sé ¢ dau trong lan ti€p theo to6i dén
thanh pho nay. Pay dwgc xem nhw mot ty s6 1gi nhuan trén dau tv (ROI)
tuyét voi. Nhung cau chuyén van chwa két thic ¢ day.

Tham chi truede khi dén Rio, t6i da thich no trén trang Facebook bang
cach click vao nut Like (Thich) trén Facebook.com/RioVegas, nho dé giap
cho 3.500 ban be cta toi trén Facebook va thé gigi mang xa hoi rong 16n,
biét dwgc sy chitng thue cia toi vé dich vu khach hang than thién caa khach
san. Vai thang sau, Erin, ban t6i tim kiém mot khach san & Vegas trong ky
nghi 16 mirng ndm m@i, va t6i nhan dwgc maot tin nhan ctia c6 dy trén
Facebook: “Dave nay, t¢ dé y la cau da thich trang Facebook ctia khach san
Rio. Té¢ dang xem xét mot khach san dé & trong ky nghi dau nam md&i. Cau
thay thé nao?”

Mot 10i gidi thiéu bdo dam tir mot nguwdi ban c6 sttc manh hon bat c
mot quang cdo nao, va cudi cung Erin dd chon Rio. Hang ta ban bé khac
cta toi chac chan ciling chua y dén nhitng dong tweet va nhitng trang thich
khach san Rio trén Facebook va bi anh huéng tir do. Vi vay mot dong tweet
da dan dén mét cu click Like trén Facebook va trén thuc té, ddy la mot
cong viéc kinh doanbh trj gid dén hang nghin dé-la.

Nhitng khach hang vui vé sé néi véi ba ngudi khac vé nhitng trai nghiém
tot dep ctia ho va nhitng khach hang that vong sé néi véi mudi ngudi vé
nhitng trdi nghiém va ky niém t6i té. Nhung theo kinh nghiém cua t6i vé
nhitng gi ma hai khach san Aria va Rio da thé hién, ngay nay ching ta can
biét on truyén thong xa hoi, khi nhitng khach hang hai long va thiéu hai
long c6 thé noi véi hang nghin nguwdi vé cam xuc cta ho lién quan dén mot
dich vu hodc sdn pham ctia cong ty chi v&i mot vai ca click, va nat Like
nhw mot sy chitng thuc do. Rio da bién thyc té nay thanh mot lgi thé cho
minh trong khi Aria thi khong.
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TU ADAM VA EVA DEN TRUYEN
THONG DAI CHUNG CHO BEN
BINH MINH CUA KY NGUYEN MOI
TRONG NGANH TRUYEN THONG

Hay nhé vé Adam va Eve thué so khai. Eve no6i véi Adam: “Chang an
thir qua tdo nay di,” va moi twong tadc marketing dau tién trong lich st da
dién ra nhu thé. That don gian va hiéu qud, khi 16i n6i t* mét nguwdi dang
tin cdy dén doi tai ctia ngwoi khac, tao ra két qua trong mét “twong tac”
thanh c6ng va hoan toan mién phi.

Marketing truyén miéng bat dau, va né tiép tuc la dang thirc tot nhat, ro
rang nhat, hiéu qua nhat cia marketing trong hang nghin nam. Sau do,
nhitng nam 1450, bao in da danh dau sy khai dau mot ky nguyén mdi cia
marketing va truyén thong da phuwong tién. Thu truyén thong, theo sau la
bao in va tap chi, phat thanh va truyén hinh, cho phép nhitng ngwoi lam
marketing va quang cdo nham muc tiéu vao mot nhom doi twgng khong 16
chi trong mat lan.
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Hinh 1.1: Hhing mic thisi glan guan trong mong lich s marketing

Ngay nay, ban c6 thé lang nghe hang nghin dai phat thanh — hodc nhitng
cach nghe nhac mién phi — vay tai sao ban lai nghe mot quang céao trén
song phat thanh, khi ban hoan toan cé thé doi kénh? Qua la c6 hang nghin
kénh truyén hinh ban c6 thé dén xem bat ¢t ltic nao va hon thé — cong nghé
cho phép ban ghi lai chwong trinh yéu thich va nhanh chéng chuyén tiép bo
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qua quang cao. Do la ly do tai sao ban khong xem quang cao, trtv khi ban
lam trong nganh nay va c6 mdi quan tam chuyén nghiép.

Khong, moi nguoi dang khong nghe va xem quang cao nhu trude day,
nganh marketing va truyén thong dang thay déi nhanh chéng chwva tirng
thdy. Vay mot ngwoi lam marketing phéi lam gi? Lam thé nao ban c6 thé
néi vé san pham, ban hang va dat doanh so, ti€p can dwgc vdi tat ca cac
muc tiéu marketing ma ban nham t&i? Lam cach nao ban khién moi ngwoi
n6i vé ban ma khong gay phién todi, va tat nhién, that dang yéu, dé mén?
Tin t6t la chwra bao gio moi nguwdi ndi vé cac thwong hiéu gidong cia ban
nhiéu nhuw hién nay, va nho truyén thong xa hoi, ngén tr cé thé duwgc lan
truyén nhanh hon — vi thé tat cad nhitng gi ban can lam la lang nghe, phan
h6i va khai thac dwgc nhitng ngén tv d6 dé dinh hwéng hanh dong cua
khach hang.

CUOC CACH MANG TRUYEN
THONG XA HOI VA CHUC NANG
LIKE (YEU THICH)

Cudc cach mang truyén thong xa hoi da dwa khach hang buwéc vao thé
gigi ctia né noi c6 sy anh huwdng manh mé nhat ma ho tirng cé. N6 cling
budc cac céng ty suy nghi vé cach lam thé nao dé ho c6 thé trd nén rd rang,
minh bach va c6 trach nhiém hon. Truyén théng xa hoi, cung véi sy suy
thodi toan cau, da khién cac cong ty, té6 chitc va chinh phu tim ra cach thic
dé dat dwgc nhiéu thit hon véi so6 tién ngay mot it éi — dwa ra nhitng thong
diép cia minh va nhitng thong diép dé dugc moi nguwdi ndi dén hang ngay
hang gio, ma khong can phai tra nhiéu tién nhw nhitng phwong tién truyén
thong khac nhu phat thanh, truyén hinh va bao giay.

Marketing truyén miéng luén dugc coi la dang thitc don gian va hiéu qua
nhat cia marketing va truyén thong xa hdi ti€p tuc chitng minh thuc té nay
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theo nhiéu cach. Moi nguwoi thich chia sé va cam thdy dugc két noi véi
nguwoi khac, nhitng thwong hiéu, td6 chitc va tham chi cad cac chinh phu ma
ho yéu thich va tin twdng.

Hinh 1.2. Nut Thich caa Facebook

Nut Like (Thich) tren Facebook, duwgc gidi thiéu vao thang Tw nam
2010, da dugc hon hai trieu website hién nay thém vao. Nut Like cho phép
hon 600 triéu ngudi st dung Facebook cé thé bay to sy yéu thich, tin twéng
v&i cac cong ty, to chitc, bai viét hodc y twéng chi véi mot cu click. Du do

la bitc dnh con mdt nguwdi ban ctia ban, mot bai viét dwgc chia sé trén tQ
New York Time, mot video tir mot t0 chitc dia phwong, hodac mot chién
dich van déng ctia mot thwong hiéu toan cau, c6 dén hon 1 ty cu click vao
nut Like moi ngay.

Va ciling giong nhu con s6 gay sing sot nay, si ca nhan hoa Web dang
dién ra trong cudc cach mang truyén thong xa hoi, déi vdi cac cong ty lan
cac khach hang. Facebook c6 thé cho ban thdy chinh xac nhitng gi ma ban
bé ctia ban hay ban bé ctia ban bé ban Thich khién cho chitc nang Like tré
thanh mot cong cu day sttc manh. Vi nhuw khi em bé ctia ban mé&i chao doi,
ban sé khong quan tam dén chiéc xe day duwgc quang cdo thé nao trén ti vi,
va thyc té l1a ban cling sé khong quan tam néu 50, 500 hay cé t&i 5.000
nguoi thich chiéc xe day dé trén Facebook. Nhung néu mot ngwdi ban cia
ban thich chiéc xe day do, gan nhu ban sé cdm thay tin twdng cong ty san
xudat ra vat dung nay va thay thoai mai khi mua n6 hon.

Tat nhién, Facebook khong phai la mang xa hdi duy nhat dwa ra tinh
nang “Like”. YouTube, LinkedIn va cac trang noi tiéng khac cling déu thém
vao nhitng tinh nang cua riéng ho, cho phép nguoi st dung bay té sy yéu
thich v&i noi dung, con Twitter thi c0 mot nut Favorite (Yéu thich) cho
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phép ngudi st dung thé hién sy thich thi d6i véi nhitng tweet ddc biét, tha
vi. Noi dung, cac cong ty, san pham va nhitng y twéng dugc danh gia la cé
dang yéu hay khong bdi nhitng ngwdi ma ban biét va tin twdng c6 thé de
dang tim thay trén Internet hién nay. Cac cong ty va cac chuyén gia nhan
duwgce nhiéu Like sé tao dung duwgc niém tin trong mot thoi gian ngan va,
trong thoi gian dai, sé nhan dwgc su tin twong va tin nhiém cao.

Vi to cach dong sang lap va gidam doc diéu hanh (CEO) cua cong ty
chuyén vé Marketing Likeable Media, t6i vinh hanh la nguoi “nu6i dutng”
cong nghé truyén thong xa hdi ngay tir thué ban dau va da chitng kién cudc
cach mang Like cling nhu truyén théng xa hoi bung no. Cong viéc cta
Likeable Media la gitip d& nhitng cong ty, nhitng t6 chitc phi lgi nhuan
cling nhw cac t6 chitc chinh phu xay dwng mot chinh sach minh bach va c6
kha nang phan *ng nhanh, Chiing t6i tin rang truyén thong xa hoi, néu dugc
stt dung va khai thac tot, khong chi trong marketing ma con trong quan hé
cong chung, ban hang, dich vu khach hang — sé cé tiém nang pha v& nhitng
rao can tiéu cyc trong ndi bo cong ty, gitp két noi tét hon ca trong ndi bd
lan bén ngoai cong ty. Ching t6i lam viéc dé cung co va phat trién thwong
hiéu truyén thong xa hoi cho hon 250 coéng ty va t6 chitc, nhw 1-800-
Flowers.com, Verizon, Neutrogena, SG Y t€ Thanh phé New York... Nhiéu
t0 chitc & moi quy md da hoc duge cach lang nghe, mang gia tri va dua
phan hoi thuc s dén khach hang — cac thuong hiéu dé dang chia sé va tao
cam hitng cho ndi dung mang tinh xa hoi duwgc chia sé truc tuyén va phi
trire tuyén, va dugce yéu thich, theo ca nghia den lan nghia bong.

THAM GIA VAO MOT BUA TIEC
COCKTAIL

Truyén thong xa hdi cling giong nhuw bita tiéc cocktail 16n nhat thé gidi,
noi ai cling c6 thé lang nghe ngwdi khac noéi va tham gia vao cudc chuyén
tro véi bat c¥ nguwdi nao vé moi chi dé ma ho Iwa chon. Mac du cé hai
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diém khac biét quan trong giita bita tiéc cocktail thyc sy va bita tiéc
cocktail trén mang: Th nhat, tat nhién khong c6é do6 uéng nao trong bira
tiéc trén mang ca. Nhung diéu quan trong hon la ¢ bat ¢t dau dién ra mot
bita tiéc cocktail thuc s, ban chi c6 thé c6 vai cudc chuyén tro véi mot s
nguoi trong mot budi toi, trong khi néu dé la bira tiéc trén mang, va thong
qua cac trang mang xa hdi, ban sé c6 v6 s0 cudc néi chuyén vdi hang nghin
tham chi hang triéu nguoi cung mot luc.

Trong céd hai “bita ti€c”, ban sé thay rat nhiéu nguoi thd vi va ca nhitng
nguwoi chang tha vi chit nao. Tai mot bita tiéc cocktail, sé c6 nhitng ngwoi
khong ngtrng no6i vé ban than ho, va sau do ban sé dén bén nhitng nguoi
biét lang nghe va cho ban biét rang ho thich cau chuyén ma ca hai dang noéi
tdi nhu thé nao. Ban cling sé tim dwgc nhitng nguwdi ké nhitng cau chuyén
tuyét voi lan nhitng nguwdi khién ban chan ngdy. Vay trong nhitng bita tiéc
d6, ban sé muén gdp lai hodc lam viéc véi ai: mot anh chang nhan vién
kinh doanh dang khong ngitng noi vé cong ty va san pham cda anh ta hay
mot ngudi biét lang nghe nhitng van dé ban dang phai doi mat, tro chuyén
cdi m& vdi ban, va tham chi con thé khién ban cwoi nita?

Chung ta déu biét tai sao mot ngwoi lai dwgc yéu mén va wa thich chuyén
tro v6i ching ta. Nhwng hau hét cac cong ty lai khong biét lam thé nao dé
tré nén dugc yéu mén trong mot bita tiéc cocktail. Nhiéu cong ty van hanh
dong hét nhu anh chang nhan vién kinh doanh no, nguoi khong ngung noi
vé san pham cta minh, hay ai d6 gang sitc lam l6a mat moi nguwoi, hodc
khién cho ngwoi khac phat ngan khi chi néi ma khong hé lang nghe ciing
nhw chang mot 16i héi han ngwoi khac xem ho muoén cudce tréo chuyén nay
néi vé chu deé gi.

Tin t6t 1a ban, véi tu cach mot cong ty, c6 co hdi dé lam tét hon, trd
thanh mot t6 chitc khéng giong nhuw “chang nhan vién kinh doanh no” tai
bita tiéc cocktail. Bang viéc ap dung mdt loat quy tac twong tw nhw ban da
ap dung dé tré thanh mét nguwdi ma ai cling mudn tro chuyén trong bita tiéc,
ban sé la cong ty hodc t6 chitc dwgc yéu thich nhat trong linh vire ctia minh
— va cudi cung la thu dugc nhiéu 1gi nhuan nhat.
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Lang nghe mot cach can than, r6 rang, phan hoi nhanh, chan thanh, hgp
ly, ké nhitng cau chuyén thu vi — la nhitng pham chat khién cho ban tré
thanh tam diém cua bita ti€éc — va chuing sé gitip t6 chirc cta ban dwoc yéu
thich trén cac mang lwgi xa hoi.

NUT LIKE — MOT LIEN KET MOT:
FACEBOOK TAI TO CHUC TRANG
WEB CUA GOOGLE NHU THE NAO

Mot bubi sang no, ban thitc day v6i cai lvng dau nhitc. K€ tir khi chuyén
t¢i day, ban da co6 gang tim mot bac sy diéu tri, nhwng da rat 1au réi ban
chwa kiém tra sttc khoe, va gio thi ban phdi trd gia. Con dau ngay mot nang
hon va ban khéng chd dgi thém dwgc nita, ban can phéi tim ngay mot bac
sy dong y chita bénh bang phwong phap nan khép. R6i ban vé ngay lay
chiéc may tinh, truy cap vao Google.com, tim kiém tir khéa “bac sy chira
leng” cung v6i tén thanh ph6é ban dang séng. Ban nhin thdy danh sach
khodng 10 bac sy, nhitng ngudi tra tién cho Google dé cé tén trong danh
sach trén va hang tad nhitng cai tén khac theo sau trong mot két qua tim
kiém c6 t6 chitc. Nhuwng liéu ban c6 thyc sy mudn phé mac céi lung dau
nhirc cia minh vao tay mot nguwdi hoan toan xa la trong tinh huéng khan
cap hay khong? Roi ban nghi dén mot diéu khac, ban dang nhap Facebook
va tim kiém “bé4c s§ chita lvng” mot 1an nita. O hang dau trong danh sach
tim kiém la danh sach bac sy trén thanh céng cu nam ngang cho thay cé 3
nguoi ban cua ban Like (Thich) trang Facebook ctia bac sy nay. Phia duéi
trong danh sach trén la mot nguwdi chuyén tri bénh bang phwong phap nan
khép xwong, véi hai ngwdi ban cia ban thich bac sy nay. “Hay day”, ban
nghi. “Qua la m6t nguwdi ma toi c6 thé tin twong, bdi vi ban t6i cling thich
trang cta anh ta ma.” Ban nhanh chong lién lac véi bac sy do, va giao pho
tam luwng ctia minh cho mé6t bac sy chuyén gia ma ban bé cia ban tin twéng.
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Khoéng phai tinh hudng nao ciling xdy ra nhw trén, nhung cong dung cua
Facebook va biéu do xa hdi (ban do toan cau ctia con ngudi va cach thitc ho
két ndi) danh cho tim kiém va thwong mai khéng con xa nita. Hay nghi xem
— tai sao ban lai ra quyét dinh vé mot bac sy, luat sw, thg co khi, hodc bat
ctt san pham hay dich vu quan trong nao, dya trén quang cao hay két qua
tim kiém trén Google trong khi ban c6 thé ra dwa quyét dinh nay dva trén
sy tham khdo va 10i giGi thiéu cta nhitng ngudi ban dang tin cay?
Facebook va truyén thong xa héi da khién cho diéu do6 tré nén don gian va
dé dang hon. N6 la nhan t6 thay d6i danh cho nhitng nguwgi lam marketing
va doanh nghiép & moi quy mo.

Diéu tuyét voi vé thé gidi giao tiép mdi cua chiing ta ngay nay do la tat
cd moi nguwoi déu nudi dudng mot y twéng nao do. Viéc giao tiép vGi moi
ngwoi khién viéc chia sé v4i ban bé trd nén dé dang hon, va nhat la khong
can ton nhiéu chi phi. Chang han nhw chi 5 nam trwéc, khi dén mot nha
hang mdi ma ban yéu thich, ban c6 thé chia sé diéu do6 véi vai nguoi than,
ban bé va hang xém(véi khodng 10 hodc 15 ngudi trong mot tuan). Ngay
nay, ban c6 thé chia sé nhitng suy nghi nhw vay t6i 200 nguwdi ban trén
Facebook, 300 nguoi theo doi trén Twitter, hodac 150 moi lién két trén
LinkedIn, tat ca chi v6i mot cu click hodc chiéc dién thoai thong minh cua
ban.

Bat ké doanh nghiép, t6 chitc ctia ban hay cong ty cta khach hang cé quy
mo nhw thé nao, ban ciling can theo sat nhitng quy tac don gidn cda truyén
thong xa hdi dugc dé cap dén trong cudn sach nay dé gat hai dugc thanh
qua. Cac nha quan ly cap cao, ciing nhu bat ¢ ai phai giao tiép va truyén
dat thong diép, can hiéu rang marketing trong mot xa hoi truyén thong va
Facebook khong phai truyén thong diép cua ban vdi tan suat 16n nhat — ma
la dwa thong diép vao moi cudc chuyén tro, lang nghe, thoa thuan va trao
quyén. Nhitng nguwdi no6i to va nhiéu khéng thé gianh chién thang thém
duwgc nita. Nhitng nguoi lang nghe thong minh va linh hoat nhat méi lam
dwoc diéu do.
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TRUYEN THONG XA HOI CO THE
VA KHONG THE THUC HIEN BPUOC
PIEU Gi

Trwéc khi chuyén sang chwong mdi, t6i muon chia sé véi ban 3 diém
chinh vé truyén thong xa hoi gitp ly gidi bat ct khiic mac nao cua ban, va
chac chan rang t6i c6 thé biét va diéu chinh dwgc nhitng ky vong cta ban
ngay tir khi bat dau:

1. Truyén thong xa hoi khong danh cho nhitng sdn pham, cong ty hodc t0
chitc thiéu hiéu qua. Néu ban dang lam marketing cho mét dich vu
hodc céng cu toi té, truyén thong xa hoi khong nhitng khong giup
duwgc ban, ma con thyc sy lam dnh hwéng dén muc dich caa ban, khi
ngon tir duge lan truyén mot cach nhanh chéng. Nhung tin t6t la néu
ban st dung truyén thong xa hoi mot cach hgp 1y, ban sé nhanh chong
biét dwgc khi nao minh cé nhitng sdn pham, nhan vién hodc quy trinh
chwa tot. La mot nguwdi lam kinh doanh va marketing gioi, ban c6 thé
gidi quyét nhitng van dé dé trwdc khi ching gay ra nhitng hau qua
nghiém trong.

2. Truyén thong xa hoi khong dan dén thanh cong va doanh s6 nhanh
chéng. Thanh c6ng nao cling can thdi gian va sé xuat hién cung nhitng
tiéng vang vé san pham va dich vu, 16i gidi thiéu cua cac khach hang,
lvu lwgng mua hang gia tang, va cudi cung la doanh s6. T6i mong
minh c6 thé néi véi ban rang sau khi doc xong cuén sach nay ban sé
c6 tat ca nhitng cong cu dé khdi dong ngay lap tirc co6 may doanh thu
tir truyén thong xa hoi va nhin tién bac chdy vao d6. Nhung tat nhién
la t6i khong thé. T6i sé mo ta két qua cac cudc dau tw cta “truyén
thong xa hoi” trong rat nhiéu tinh huoéng nghién citu, nhung bat ké la
gi thi truyén thong xa hoi cling khong thé gitip ban danh chién thang
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trong mot sdm mot chiéu. Chung ta dang no6i vé viéc xay dung cac
moi quan hé véi moi ngwdi, va viéc do Iic nao cling mat thoi gian.

3. Truyén thong xa hoi khong mién phi. Sé mat thoi gian va/hodc tién
bac dé dat dugc nhitng bwdc tang tredng bén virng. Vi c6 thé tao mién
phi mot tai khoan tham gia Facebook hay bat cit mang xa hoi nao, nén
rat nhiéu nguwoi lam marketing nghi rang truyén thong xa hoi la mién
phi, hodc it ra la chi phi rat thip. Tin t6t 1a bat ké cong ty cta ban 16n
dén mitc nao, nd ciling khong can danh mot khoan tién 16n twong
dwong véi marketng trén truyén hinh nhung xay dwng va diéu hanh
mot ké hoach truyén thong xa hoi khong thé la né lyc don 1é cua
nhitng ngwoi lam marketing hodac phong quan hé cong ching, thay vao
dé, no6 phai la sw két hgp cua toan bd cong ty, cac hang dai dién, nha
phan phoi va dai ly.

SACH CUNG CO THE bUQC XA HOI
HOA

Toi da dé cap rat nhiéu trong cudn sach nay vé twong tac ty nhién hai
chiéu cua truyén théng xa hdi va tam quan trong cta viéc tan dung tiém
nang nay. Tat nhién moi cudn sach la phwrong tién giao tiép mot chiéu dién
hinh: tac gia viét, doc gia doc va linh hoi. Nhwng véi tw cach mot tac gia
viét vé truyén thong xa hoi, don gian la t6i sé khong cho phép minh nhw
vay — va day 10i hita cta t6i vdi ban: Khi ban doc cuén sach nay, néu ban
c6 bat ctr cau hoi nao, can thém 16i giai thich, khéng chac chan vé noi dung
hodc mudn thr thach téi v6i nhitng quan diém veé chién lwgc trong cudn
sach, hay cho t6i biét va nh@ st dung truyén thong xa hoi. Gwi cau héi cho
toi theo dia chi Facebook.com/DKerpen hodc Twitter.com/DaveKerpen.
Vi nhitng cau hoi nhanh, néu khong true tiép lién quan dén t6i, hdy dang
len trén trang Facebook cua cong ty chiang t6i & dia chi
Facebook.com/LikeableMedia — hoac qua dia chi
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Twitter.com/LikeableMedia. Néu ban c6 cau héi va tham chi nghi rang né
chi danh riéng cho ban, chac chan nhiéu ngudi khac cling c6 nhitng cau hoi
twong tw. Vi vay toi thue sy hy vong ban sé chidp nhan 161 dé nghi nay cua
toi va dat cau héi cho toi.

HAY TRO NEN PUQC YEU THICH

Facebook, Twitter, blog ca nhan, YouTube, LinkedIn, Foursquare, cac
trang va cong cu truyén thong xa hoi khac dang c6 mét cudc cach mang va
thay do6i nhanh hon bat c* cong nghé truyén thong nao khac trong lich str.
Quan trong la ban hiéu dwgc nhitng diéu co ban phia sau cach thitc hoat
dong cia moi mang lwgi va lam cach nao moi nguwoi lam marketing hay
doanh nhan tan dung dugc tot nhat tinh nang cta moi trang. Trwdc khi di
sau vao 18 chién lwge giup ban tao nén mot thwong hiéu c6 sitc hap dan
thong qua cac mang luwéi truyén thong xa hoéi tryc tuyén, téi khuyén ban
nén xem qua tredc phan Phu luc. Phan nay cung cap mot ban ghi nhé ngan
gon vé Facebook, Twitter va nhitng mang xa hoi khac, cac trang blog, cling
nhw cac cong cu hiéu qua nhat, nhitng kién thitc dé gitip ban cé duwgc hiéu
biét t6t nhat vé ching, st dung ching trong marketing va quang céo. Néu
ban nghi minh khéng can ban ghi nhé ngan gon nay, thi hay tiép tuc doc
ndi dung chinh cta cudn sach, nhung hay can nhac viéc sit dung phan Phu
luc nhe mét chi dan ngan bat ci¢ Iic nao va ap dung vao nhitng tinh huéng
trong twong lai.

Madc du cac trang mang xa hoi va céng cu truyén thong xa hoi thay doi
hang tuan, nhwng 18 chién thuat dwgc thao luan trong cudn sach nay van sé
tiép tuc duy tri va giip ban tang hiéu qua phan hoéi nhanh, thu hiat khach
hang va thu vé lgi nhuan.

Cam on vi da lya chon cudn sach nay va dong hanh trén cudc hanh trinh
nay vai toi. Hay cung toi tré nén dugc yéu thich!
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Truyén thong mang xa hoi — cong cu
marketing hitu hiéu trong ky nguyén so

Khi lwgng nguwoi dung internet ngay mot tang, mang xa hoi ngay mot phat
trién va mé rong thi truyén thong mang xa hoi dang tré thanh mot xu thé tat
yéu trong nganh tiép thi truc tuyén. Tai day, duwong nhv khodng cach veé
thoi gian, khong gian gan nhuw khong gidi han, tinh twong tac hai chiéu cao.
Chinh vi 1& d6, truyén thong mang xa hoi dang tré nén wu viét hon han so
v&i cac hinh thitc truyén thong truyén thong théng thuong.

Trén thé gigi da c6 kha nhiéu bai hoc thanh céng tir nhitng chién dich
truyén thong mang xa hoi, con ¢ Viét Nam thi hinh thitc nay van con dang
¢ trong giai doan phat trién. Rat nhiéu doanh nghiép don vi da tan dung
khai théc triét dé hinh thitc truyén thong nay, tuy nhién do néng véi, thiéu
nghién ctu ma hau qua la “tién mat tat mang”. Tham chi nhiéu doanh
nghiép con noéi “khéng” véi truyén thong mang xa hoi cling nhw phu nhan
hoan toan hiéu qua ma ching mang lai. Chinh vi thé trwdc khi trién khai
mot chién dich quang cdo, tiép thi trén mang xa hoi, nhitng nguwoi lam
truyén thong cling nhw marketing can tap trung nghiém tic va bai ban hon
nita. Néu thanh cong, thi viéc lan tda thong tin t* doanh nghiép dén cong
dong nguoi tieu dung sé dat hiéu qua rat 16n, ma chi phi nhé hon rat nhiéu
lan so v6i viéc st dung cac hinh thi¢c truyén thong.

Con vé phia nguoi tiéu dung, thay vi ng6i trong chd cac doanh nghiép
mang théng tin dén tan nha thi gio day ho c6 thé chu dong twong tac va lva
chon cho minh nhitng thuwong hiéu ma minh tin twédng, nhitng san pham ho
thdy phu hgp va tham khéo y kién danh gia ctia nguwoi khac. Khong nhitng
thé, mang xa hoi la mot tng dung c6 kha nang x6a nhoa gi6i han vé thoi
gian, khong gian, diéu nay khién cho thong diép truyén thong duwgc phu
song rong rai va ngay mot 16n hon ky vong ban dau.

https://thuviensach.vn



Hiéu dugc nhitng wu diém do, Cong ty co6 phan gidi tri Minh Chau da va
dang coi day nhw la mot hinh thitc truyén thong khong thé thiéu cho cac
chién dich tiép thi san phdm cta minh. Mdc du chi phi dy tru trong mang
nay chi chiém khodng 20% téng ngan sich danh cho Marketing ctia ca
cong ty, nhung Minh Chau da va dang Marketing truyén thong mot cach rat
thanh cong cac san pham ctia minh va ludn ty hao la don vi tién phong
cling nhw gitr vi tri hang dau trén thi trweong Game Mobile Online (GMO)
Viét Nam.

Cudn sach cac ban dang cam trén tay an chita nhitng bi mat thu vi cua
Dave Kerpen trong viéc xay dung mot thuwong hiéu trén Facebook ciling nhw
nhitng mang truyén thong xa hoi khac. Ngoai ra, ban sé dwoc tim hiéu thém
vé cac phuwong thitc twong ty da dugc st dung dé tao nén thanh cong cho
mot sO cong ty 16n nhu: Cumberland Farms hay 1-800-FLOWERS.

Truyén thong qua mang xa hoi 1a mot cuén sach dé hiéu gan giii voi 18
chién lwgc ngan gon gitip ban tao nén mot thwong hiéu cé sitc hdp dan
thong qua mang truyén thong xa hoi tryc tuyén.

Cho du cac trang mang xa hdi va cong cu truyén théng thay doéi lién tuc
nhuwng 18 chién Iwgce nay chac chan sé tiép tuc duy tri gidp ban tang hiéu
qud, phan héi nhanh va tang doanh thu véi thi treong.

Hy vong rang khi doc xong cudn sach nay, doc gia sé hiéu dwgc nhitng
gia tri ma mang xa hoi dem lai, cling nhw hoc héi thém nhitng cach truyén
thong va tiép thi kiéu mdi trong thoi dai s6.

CONG TY CO PHAN GIAI TRi MINH CHAU
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1. LANG NGHE, VA KHONG NGUNG
LLANG NGHE

Ban dang tic gian.

Ban vira nhan dwgc birc thw tir cong ty bao hiém 6 t6 cia ban gidi thich
rang cong ty nay sé chi chi trd mot nita chi phi bao hiém cho chiéc 6 t6 vira
gdp tai nan cua ban. Ban mat toi 700 do-la, diéu von da gay kho chiu,
nhung quan trong hon, ban tw hoi tai sao minh lai phai tra nhitng goi phi
bao hiém cao hang thang dé cudi cung lai khong dwoc tra tién cho nhitng
tinh huéng nhu thé nay. Ban goi dén cong ty, va phédi chd may dén 30 phuit.
Cu6i cing md6t ngudoi dai dién noéi véi ban, “Xin 16i, nhung t6i khong thé
lam gi dugc. Pay la chinh sach va quy dinh cia cong ty.” Ban ngoi dé, day
that vong, chan nan va nguwoi tra 16i dién thoai n6i may cho ban dén duong
day ké tiép v6i cau hoi: “T6i con co thé gidp gi cho anh nita khéng?”

“Tat nhién 1a khong,” ban nghi. “Thé con viéc tra phi stta chita cho chiéc
xe cua t6i thi sao? Bang ra anh nén gidm b6t phi quang cao di va danh tién
d6 dau tv thém vao dich vu khach hang thi hon day.” That dang that vong
v&i cdm giac khi minh khéng dwogc lang nghe.

Ban dang tai Ién Facebook hoac Twitter: “Cong ty bao hiém 0 t6 that té
hai va v& van. Lai van nhitng cau chuyén cii rich.” Vai phit sau, ban nhan
duwgc tin nhan théng bao rang ai d6 da dap lai dong cap nhat vira réi cua
ban. Ngac nhién thay, ban click chudt va thay cau tra 16i tit cong ty bao
hiém cua ban: “Ching t6i nghe anh day. Hay gtti email cho chiing toi vé
van dé dac biét nay, ching t6i sé lwu tam va nhanh chéng gidi quyét n6 khi
c6 thé.” Du sao chang nita, ban ciing cam thay kha hon mét chit trong tinh
hudng nay.

C6 phdi cong ty da phan hoi lai mot cach tich cuwce chi béi ban da dang
cap nhat cong khai? C6 1€ vay. Van dé ¢ day la nguoi dai dién da nhan ra
noi that vong cua ban véi cac dich vu ctia cong ty va budc long phai chd y
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dén dong trang thai cia ban. Cac cong ty khong con phét 16 cac yéu cau
ddc biét hoac nhitng 16i phan nan ctia khach hang khi cu6c hoi thoai c6 thé
dé dang dwgc cong khai. Thay vao dd, ho phai lang nghe, hiéu dugc van deé
va phan h6i mot cach thich hop.

AI CONG PEU MUON BUOC LANG
NGHE

Giao tiép bao gom 50% lang nghe va 50% trao doi. Trong nhiéu nam,
cac cong ty 16n nhé da thuc hién rat nhiéu cudc tro chuyén khéng can doi,
tham chi ho con “lén tiéng” vaéi khach hang. Nhitng ngwdi cung cap dich
vu khach hang, marketing, va nha t6 chitc c6 thé lang nghe, nhung nguon
kinh phi cho nhitng hoat dong “lang nghe” quéa nhé so vdi so6 tién danh cho
cac hoat dong “no6i” trén cac phuwong tién truyén thong dai ching. T lan
dau tién trong lich st cho dén nay, thong qua truyén théng xa hoi, cac cong
ty c6 thé lang nghe & mic do nao d6 cac cudc hdi thoai vé ho va déi tha
cua ho.

Ban nén c6 chiéc ghé wu tién danh cho nguwdi néi tw phat vé moi quan
tam danh cho cong ty cua ban. Hay lwu y dén nhitng van dé thdo luan tiém
nang hay lang nghe nhitng khach hang hién tai ctia ban néi vé nhitng van dé
khong lién quan chi dé hiéu ro hon vé ho. Kiém tra thong tin vé cac dai ly,
d6i tac, hodc tham chi khach hang cia nhitng cong ty doi thu gio day khong
thé dé dang hon. Khoi lwgng thong tin ban ¢6 thé thu thap va s6 luwgng hoi
thoai ban thuc hién théng qua truyén thong xa hoi rat 1én va ban can chon
loc dé lwu tam.

Ciing hdp dan va 16i cu6n nhw viéc “tham gia cudc hoi thoai” trén mang
xa hoi, Facebook va Twitter don gian khong phai la cac phuong tién truyén
phat séng. Chung la nhitng kénh truyén thong thu hit va la cac mang luGi
lang nghe. Bén canh do, lam thé nao ban biét duwgc minh can néi vé diéu gi
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trong bat c@ cudc hoi thoai nao néu ban khong lang nghe, it nhat 1a mot
chut?

Ban hay hoi bat ky ai titng hen ho hodc c6 mét moi quan hé tot dep va
than thiét vé viéc khong chi lang nghe ngudi khac n6i ma con thé hién cho
nguoi do biét rang viéc ban thue sy dang lang nghe quan trong dén thé nao.
Chang trai trong bu6i hen ho dau tién n6i khong ngirng nghi va khong chiu
lang nghe sé sém bi mat diém. Twong tiw nhw nguwdi phu nit ¢ bira tiéc
cocktail chi biét n6i vé ban than. Diéu d6 ciing dién ra ngay mdt nhiéu,
giong nhu cac cong ty danh hau hét nguon kinh phi marketing vao viéc noi
va chi danh it thoi gian hay chi it tién bac cho viéc lang nghe. Truyén thong
xa hoi la kénh giao ti€p dau tién cho phép lang nghe véi pham vi 16n, quy
mo rong, va bat ké ban ban hodc tiép thi san pham hay dich vu gi, thi chac
chan khach hang ctia ban cling déu dang lén tiéng, va ban phai lang nghe.

Hay lang nghe trudc khi dap lai. Ban c6 thé tham gia vao cudc hoi thoai
véi tw cach mot nguoi biét lang nghe.

LLOI iCH CUA VIEC LANG NGHE

Khi khach hang hién tai hodc khach hang tiém nang biét rang ban dang
lang nghe ho, ngay lap titc moi quan hé giita hai bén sé dugc cting c6 vitng
chac hon. T6i sé néi nhiéu hon vé viéc dua ra phan héi trong nhitng phan
sau, nhung ro rang, viéc khong chi lang nghe ma con khién nguwoi khac cam
thdy ho dugc lang nghe, khién ho hanh phic hon, luon la diéu t6t dep.
Ngay cd khi ban khéng cho khach hang biét rang ho dang dugc lang nghe
(nhw trong treong hgp nhitng nganh c6 tinh 6n dinh cao nhw cac cong ty
dugce va tai chinh, khi chi cac chuyén gia m@i du tw cach phap ly dé dua ra
nhitng phan hoi thich hgp, néu ho c6 thé dap lai tit ca trén phuwong dién
phap ly), thi van cé nhiéu lgi ich tir viéc lang nghe. Kién thitc t6t hon vé
cach thirc gitp khach hang cia minh st dung cac san pham c6 thé gitp ban
dwa ra nhitng thay déi quan trong trong cac dé xuat cling nhw cach thitc ban
giao ti€p vdi khach hang. Ban cling phat hién ra cac co hdi méi ma ban
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chwa tirng nghi dén hodc xac dinh dwgc nhitng diéu gitip cong viéc thanh
cong vang doi.

Biét dugc diéu gi quan trong vdi cac khach hang ctia ban cé thé gitp ban
dwa ra ké hoach, chwong trinh quang ba hodac chién dich t6t hon nham thic
day thanh cong va doanh s6 cao hon trong twong lai. Thay vi cho ra mat
nhitng san pham dat do, ban nén kiém tra, danh gia nhitng y twéng méi mot
cach can than va nhan vé nhitng phan héi nhanh choéng, tao cho khach hang
cdm giac quen thudc cung vdi sw thay do6i. Hay tranh nhitng chién dich
quang cao dat tién, lang nghe diéu khach hang thyc sy mong muon truéc
khi ban tiéu du chi mot dé-la. Hay can nhac viéc lang nghe nhd vao nhitng
cudc diéu tra, tham do co ban va cong cu tap trung vao nhém — hoan toan
mién phi va luén san cé danh cho ban.

LANG NGHE POI LAP VOI KIEM SOAT

Hay thit lam phép so sanh ngan gon vé tt Idng nghe véi tir kiém sodt.
Rat nhiéu cong ty va ca nhan st dung hai tir nay thay nhau khi biét
dugc diéu moi nguwdi dang néi vé ban, san pham va déi tha cua ban.
Vai nguwdi nghi rang day chi 1a mot van dé vé ngit nghia, nhung thuc
t&, c6 mot sy khac biét quan trong gitta hai tr trén. Kiém soat tao nén
mot cdm nhan mang tinh ca nhan, khién ta c6 cam giac én lanh. Khi
nghe tr “Kiém soat”, ban gan nhu sé nghi ngay dén Cuc Diéu tra Lién
bang FBI hodc nhitng chi€c camera giam sat. Ban cling sé nghi dén
nhitng tinh hudng tiéu cwc. Ngugc lai, lang nghe 1a mot quy trinh quan
trong cda con nguwoi, va toi chwa tirng gap ai khéng thich duwgc lang
nghe. Vay ban c6 thich bi kiém soat khong? Hay ban thich lang nghe
va dugc lang nghe?

Lang nghe bang cach nao?
C6 rat nhiéu cach mién phi hoac nhitng hé thong dugc tra tién san co, voi
chi phi tr vai do-la cho dén hang nghin do6-la moi thang dé lang nghe
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nhitng diéu khach hang hién tai va khach hang tiém nang cta ban dang noi
trén mang. Néu ban méi hoc cach lang nghe, trwdc tién hay thir nhitng cach
dwéi day:

Google Alerts

Cong cu tim kiém blog Technorati

Tim kiém Twitter
Tim kiém Facebook

Tim kiém YouTube

TweetBeep

Néu ban truy cap vao bat ct trang mang xa hoi nao va danh mot cum twr
hodc tr khéa vao 6 tim kiém, ban sé thdy diéu moi ngudi dang néi dén co
tir khoa dé trong khodng thdi gian hién tai. Nhitng nhan hiéu quéc gia va
thuwong hiéu toan cau c6 thé tim kiém toan bd cac website, tuy nhién cac td
chitc dia phwong lai muon st dung Iwéi loc dia ly dé tim kiém nhitng bai
viét chi trong khu vic cta hg. Hay nhé rang khong chi nén tim kiém tén
thwong hiéu ctia ban ma con cua doi tha nita, va quan trong hon, la nhitng
tir va thuat ngtt ma khach hang caa ban st dung. Vi duy, néu ban la ngudi
moi gigi bat dong san, chac chan, ban c6 thé tim kiém cong ty cta ban trén
cac trang mang xa hoi. Nhung néu ban khong thé tim kiém dwgc cum tw
“muoén mua mot ngdi nha” trong cac cudc tro chuyén trén mang xa hoi
trong thanh phd cua ban thi liéu ban c6 thé tim dwgc nhitng ngwdi mudn
chia sé nhu cau mua ban nha dat ctia ho véi nguoi khac trong khoang thoi
gian hién tai khong? Néu ban la mot luat sw, ban c6 thé tim kiém tén cta
cong ty, nhung sé hitu ich hon khi tim kiém cum tr “can thué luat su” dé
lang nghe nhitng khach hang tiém nang n6i vé mong dgi ctia ho véi cac
dich vu phap ly.

Do6i vGi nhitng nguwdi nghe c6 yéu cau cao hon, hodc nhitng thwong hiéu
16n hon véi nhiéu cudc héi thoai can lang nghe hon, hdy xem xét gidi phap
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phan mém doanh nghiép. C6 hang td nhitng phan mém lang nghe hién
hanh, nhwng chi c6 mot vai trong s6 chiing bat dau véi Vocus and Radian6.
(Xem Bang 1.1)

Bang 1.1 Cac hé thong Lang nghe Doanh nghiép 16n
Neén tang Website Uu diém

Meltwater Buzz Ghi ddu va phan tich ngwoi dung tao ra ndi dung

Meltwater.com

Parature  Parature.com Lang nghe va chuyén nhitng 16i binh ludn caa khach hang dén nhitng
phong ban, bd phéan thich hgp

Radian6  Radian6.com Lang nghe, do lwdng va thu hit khach hang cua ban trén toan b céac
mang xa hoi

Sysomos  Sysomos.com Truy cap tic thi va khéng gi¢i han dén tat ca cac cudc hoi thoai truyén
thong xa héi

Vocus Vocus.com Phan mém theo yéu cau danh cho quéan ly quan hé cong chiing

Nhitng nén tang nhuw vay cho phép ban tiép can vdi khoi lwgng 16n cac
cudc hoi thoai trén mang xa hoi mot cach hé thong héa, dé theo doi. Ban ¢
thé tao ra nhitng ban bao cao hién tai, hang ngay hoac hang tuan vé thong
tin dwgc dé cap dén trong cac cudc hoi thoai, nhitng thong ké c6 tinh canh
tranh va hon thé nita. Mac du cac giai phap nhw Radian6 khong “mién phi”,
nhung né van ré hon rat nhiéu (va gia tri hon rat nhiéu) nhitng nghién ctru
marketing truyén thong nhw cac cudc khéo sat, trung cau va hoi nhéom tap
trung.

Toi dang lang nghe, va tiep theo la g1?

Dbiéu quan trong la cdi mé vé nhitng thong tin ban c6 dwgc khi ban lang
nghe, va quan trong hon, ban c6 thé lam gi v&i ching. Néu nhan hiéu hodc
san pham cta ban dang dugc ndi dén theo cach tiéu cyc, viéc cap thiét la
diéu chinh van dé dang dwgc thdo luan hiéu qua nhat c6 thé. Néu khach
hang dang dé xuat mot diéu md&i mé, hay tim cach dé tao ra né. Vi duy,
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khach hang ctia ban yéu thich m6t san pham nhwng lai mong muén né c6
hwong vi, mau sac hodc thiét ké khac. Hodc ho c6 thé san long tra nhiéu
tién hon cho dich vu cta ban néu ban mang dén mot cong cu mdi va hitu
ich ma ho can. Néu khach hang néi vé nhitng dac tinh ctia sdn phdm ma ho
yéu thich ma ban chwa nhan ra, hdy xem xét nhan manh vao nhitng dac tinh
wa thich do trong cac “chat liéu” marketing va giao tiép trong twong lai. Tat
nhién, mot khi bat dau chinh thitc lang nghe nhitng diéu khach hang hién
tai va khach hang tiém nang ndi, ban sé muén dé ra ké hoach héi dap lai ho
mot cach thich hgp bat cit khi nao cé thé (diéu nay sé duwgc thao luan chi
tiét trong cac chwong tiép theo).

CAI GIA CUA VIEC KHONG LANG
NGHE

Trong diéu kién t6t nhat, néu khong lang nghe, ban sé khong tan dung
dwgc nhitng co hdi tang tredng tiém nang, diéu chinh va kiém soat nguy
co, hodc ca hai. Té nhat, ban khién khach hang hién tai va khach hang tiém
nang cua minh chuyén sang st dung san pham va dich vu ctia cong ty doéi
thd, nhitng ngwdi dang lang nghe va dap lai cac nhu cau cua ho. Danh tiéng
thuong hiéu cua ban cling sé bi anh huéng nghiém trong bdi cé 1€ lic ban
tim hiéu xung quanh dé biét dwgc moi nguwoi dang noéi gi, thi d@ qua mudn
dé dap lai mot cach hiéu qua va tao nén nhitng thay doi can thiét gitip cong
ty ban gilt vitng va tiép tuc tang tredng. Ngay ca khi ban dang & trong mot
nganh cong nghiép cé tinh 6n dinh cao va khong can thiét hoan toan tham
gia vao cudc hoi thoai, ban ciing sé gap bat lgi bdi viéc khéng tan dung
dugc nguon lyce san c6 dé tim ra diéu khach hang va khach hang tiém nang
dang noi dong thoi st dung dé tao ra nhitng san pham, dich vu va quy trinh
tot hon.

Toi tirng ndi chuyén vai tac gia, chuyéen gia marketing Shel Horowitz,
mot nguwoi st dung truyén thong xa hoi 1au nam, vé tam quan trong cta viéc
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lang nghe, va anh thd nhan rang ban dau anh chwa nhan thitc dwgc cot 16i
van dé nhu ngay nay:

Lan dau tién tham gia mot cudc héi thao nhom, té6i da khong hé lang
nghe ai. T6i khong danh thoi gian dé lang nghe va thau hiéu moi
nguoi, vi vay t6i lo ngo nhw ga mac téc va hoan toan bo sé6t moi thi.
K@ tir do, tdi tham gia vao rat nhiéu nhém, va thwong doc tat ca cac
bai viét khodng 2 tuan trudc khi né duge dang 1én. T6i da phat trién
danh tiéng vdi t cach mot nguwdi day than thién, biét quan tam, giip
do, hiéu biét va dwa ra dwgc nhitng 16i khuyén c6 trong lwgng.

Shel néi vGi toi rang hién, anh c6 thé dam bdao trie ti€p phat hanh dugc
15%-20% s6 sach ctia minh nho vao thoi gian anh danh cho viéc lang nghe
va dwa ra phan hoi trén cac trang mang xa hoi va cong dong truc tuyén. Rat
nhiéu nguwoi lam marketing can dugc trang bi cadc kénh marketing mai dé
lang nghe tredc khi noéi. Ban hay th nghi vé email va hau hét nhiéu dang
thitc khac cua cai goi la “marketing twong tac”. Liéu n6 thuc sy cé tinh
twong tac, hodc nhitng diéu ma da s6 cac nha marketing dang néi vé? Cac
mang lwdi xa hdi chac chan sé hitu tinh twong tac cao hon.

LUON LUON LANG NGHE

Hay nh¢ rang day khong phdi viéc lang nghe trong choc lat, r6i tat ca
khach hang tiém nang cta ban sé chuyén thanh khach hang thyc sy. Lang
nghe lu6én chiém 50% trong qua trinh giao tiép, vi thé ban can tiép tuc cung
co, tang cuwong cac quy trinh va nhitng ky nang lang nghe thong qua cong
viéc cda ban trong truyén thong xa hoi. Thuc té, doi khi nhitng ngwoi thu
thap dit liéu tot nhat 1a nhitng ngwoi biét lang nghe hon 1a tro chuyén. Ho
chi no6i khi cé diéu gi thye sy gia tri mudn bay to.

Trong cudc hen ho, mot chang trai nghi la minh da biét dugc viéc lang
nghe quan trong nhu thé nao, vi thé anh ta bat dau cudc tro chuyén vGi cau
néi, “ké cho t6i nghe vé ban di.” Sau mdt hai phit néi vé ban than, co6 gai
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trong cudc hen hoi, “Con anh thi sao?” Anh chang no néi lién mom vé ban
than trong suot thoi gian con lai ctia budi hen. Ban dau chang trai bat minh
phai lang nghe nhitng gi c6 gai néi, nhung cudi cung sy thwe anh ta khong
ngirng noi vé minh.

Khi ban chi lang nghe: Tinh huoéng cua
Neutrogena SkinID

Neutrogena SkinID, phwong phap tri mun tritng ca dwgc phat trién béi
Tap doan Neutrogena, la mdt trong nhiéu san pham thudc danh muc c6 tinh
on dinh cao do6i vdi nhitng ngwdi lam marketing cia My. Theo thong tin
dugc dang tai trén website, “Neutrogena dugc thanh 1ap bdi Neutrogena
Dermatologics — mot nhém bac sy chuyén khoa da liéu, cac nha khoa hoc
va chuyén gia nghién cttu hang dau — tao ra mot giai phap tri mun tritng ca
hiéu qua thuc sy vdi cac loai da. Két qua la mot gidi phap ngan ngtra va tri
mun triéng ca dugc ca nhan hoa: skinID.” Mdac du san pham pho bién nay
danh cho nhitng nguwdi tré hoan toan thich hgp d6i véi hinh thitc truyén
thong qua mang xa hoi, nhung trong mot nganh céng nghiép c6 tinh 6n
dinh cao la dugc pham, n6é dang thit thach tinh hap dan khach hang vé san
pham va nhitng van dé cu thé. Cac cudc hdi thoai trén mang xa hoi vé
nganh nay thwong lién quan nhiéu dén nhitng thong tin y té, vi vay cac
cong ty lan cac hang dai dién ctia n6 déu khong thé tra 16i dwgc nhitng cau
héi lién quan téi linh virc nay mét cach chinh thong, ching can phai dugc
trd 10i bdi cac chuyén gia da dugc cap chitng chi trong vung — hay cac bac
Sy.

Vi nhitng 1y do trén, cong ty da st dung truyén thong xa hoi nhv mot
cach dé lang nghe. Neutrogena SkinID c6 mot doi ngli hau can nhiét tinh dé
lang nghe mot khoi Iwgng 16n cac cudc hoi thoai trén cong dong mang va
website. V@i sy giup dd cua Likeable Media, Neutrogena da thu thap va
phan tich hang nghin 16i binh luan t* nhitng nguwoi st dung yéu thich
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SkinID trén Facebook. Madc du chi c6 thé hoi dap mot so6 10i binh luan,
nhung tat ca cac 10i binh luan déu dugc chuyén cho nhém phat trién thwong
hiéu, nhitng ngwoi sau do st dung tinh cam, binh luan va cau hoi cua khach
hang dé xay dung va diéu chinh truyén thong vé thwong hiéu trén tat ca cac
kénh marketing.

Khi chung t6i trd 10i du chi dé cho moi nguwdi biét rang ching t6i dang
lang nghe, m6i quan hé v@i khach hang cta ching t6i cling duwoc tang
cwong. Trong Hinh 1.1, khi Mena viét rang c6 ay mu6n san pham SkinID
dén vdi thi treong Mexico, ching t6i nhanh chéng cho c6 biét (va vi n6
dwgce cong khai, ai cling déu c6 thé doc dugc) rang ching t6i dang lang
nghe. Ngay ca khi cau tra 10i khong phai la nhitng gi Mena mudn nghe, né
chac chan sé lam c6 4y vui. Khi Laurenzilla dang dong trang thai vé nhitng
kinh nghiém cua minh khi st dung SkinID, chung t6i dap lai v&i mot 10i
cam on, va c6 nhanh chéng hoi dap, “ban ludn duwgc chao dén.” Hanh dong
nay v6 cung don gian, nhung chwa c6 nhiéu cong ty lam dwgc viéc nay.
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Hinh 1.1. Anh chyp tudng
Facebook cta Neutrogena skinID
Bang viéc lang nghe va hoi dap, tinh cdm va long trung thanh ctia khach
hang d6i véi thwong hiéu ctia ban ngay mot 16n dan. Ho sé trd thanh nhitng
ngwoi bénh viee va tng ho cho san pham cta ban. Khach hang néi; cong ty
lang nghe va ghi nhan; khach hang vui vé hon, ai cling cé thé doc dugc
diéu dod, vi cudc hdi thoai duwgc cong khai. Ban sé thich mua san pham tw
noi nao hon — cong ty lang nghe khach hang ctia minh mot cach ré rang va
cong khai hay céng ty duong nhw tir choi khach hang khi khéng st dung
mang xa hdi dé twong tac tryc tiép vGi cong ching.

Chien lvge "Lang nghe thay nha lanh
dao" cua IBM: Tri gia hang trieu do-la

International Business Machines (IBM) la tap doan sdn xuat may tinh,
cong nghé va co6 van khoa hoc céng nghé da quoc gia. IBM la cong ty 16n
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th tw trén thé gigi va la thwong hiéu c6 gia tri thit hai toan cau. Trong cudc
phong van véi eMarketer.com, Ed Lindle II, ngwdi lam viéc trong nhém
thiét ké website ctia IBM, mo ta cac bwdc ma mot cong ty khong 16 nhw
IBM da thyc hién dé lang nghe khach hang hién tai va khach hang tiém
nang trén mang xa hoi. Linde noi:

Chting t6i c6 mot chwong trinh mang tén Listening for Leads (Lang nghe
thay nha lanh dao), noi ching t6i c6 “nhitng nguwdi tim kiém” tinh nguyén
tham gia vao cac trang mang xa hoi dac biét, noi ho lang nghe cac cudc hoi
thoai va xac dinh xem liéu d6 c6 phdi la m6t co hoi ban hang tiém nang
khong. Nhitng ngudi tim kiém lang nghe va xem xét cac cudc hoi thoai. Vi
du nhw néu ai do6 néi, “T6i mudn thay server cii cia minh” hodc “Ai c6 16i
khuyén hay goi y vé thiét bi lvu trit nao sé hiéu qua trong tinh hudéng nay
hay khong?” hodc “T6i sap phat hanh H6 so mai thau, c6 ai c6 mau ho so
chuan khong?” Tat ca déu la nhitng manh moi t6t vé viéc ai d6 sap mua thiy
gi d6 hodc bat dau qua trinh mua sam.

Chung t6i c6 gang xac dinh nhu cau, chuyén yéu cau ctia khach hang cho
nhitng nguoi dai dién, néi chuyén vdi lanh dao dé xem xét, danh gia co hdi,
sau d6 chuyén dén b6 phan ban hang thich hgp dé tiép tuc theo sat.

Co6 thé noi Listening for Leads da tré thanh mot khéi dau tot nhat cta
ching t6i. Chang t6i phéat hién ra nguon ban hang gia tri hang triéu doé-la
thong qua chwong trinh lang nghe thong minh, thanh céng trong nhiéu
thwong vu va ching t6i ky vong c6 thé lam duwgc nhiéu hon thé. N6 tr@
thanh mot linh vy tang tredng 16n.

Theo Linde, IBM da phat hién ra “ngudn ban hang tri gia hang triéu do-
la” chi thong qua chuong trinh lang nghe trén mang xa hdi. Khong chi lang
nghe nhitng diéu khach hang néi vé IBM — ma con tim hiéu nhitng tir khéa
va cum tir ma khach hang tiém nang st dung.

Co6 thé cong ty ban khong c6 du nguon lwc nhw IBM danh cho viéc lang
nghe, nhung néu IBM c6 thé kiém dwgc hang triéu do-la thong qua viéc
lang nghe, thi chac chan ban ciing c6 thé danh mot s6 nguon lyc dé nhan
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duge “phan banh” cia minh. Hay nhé rang chién lwgc nay khong chi dan
dat nhitng gi ban nghe, ca nhitng van dé tiém nang hay nhitng thit thach doi
v6i sdn pham hodc dich vu cta ban, ma con la tinh cdm cta khach hang,
cau héi caa khach hang, la nhitng gi ma moi ngwoi dang no6i vé ca doéi thu
cua ban nira.

HAY HANH DONG!

1. Viét ra danh sach 5 cum ti* dé cap dén nhitng khach hang tiém nang
cta doanh nghiép cta ban. Tién hanh tim ki€m moi cum tr nay trén
Twitter va Facebook.

2. Tién hanh tim kiém thwong hiéu, déi thu va dich vu cta ban trén
Twitter, Facebook va YouTube. Tém tat lai nhitng diéu moi nguoi
dang noi.

3. Phét trién mot dv an hodc hé thong lang nghe thwdng xuyén trén mang
xa hoi, xac dinh nhitng cach thitc ma t6 chitc cua ban c6 thé thu lgi tir
kién thitc va hiéu biét thu dwgc nho viéc lang nghe.

LLANG NGHE NEN CHIEM 50%
TRONG CUOC HOI THOAI

Lang nghe la ky nang quan trong nhat trong truyén thong xa hoi, va la
diéu ban dé dang quén mot khi da bat dau nhitng diéu thu vi hon. Do do bat
ké lam viéc gi, mot khi ban da bat dau, dirng bao gio ngiing lang nghe.
Tham chi khi ban bat dau néi, khong c6 nghia la ban ngirng lang nghe. Néu
ban cam thdy minh da lang nghe gan hét cac cudc hdi thoai, thi hdy ma
rong nhitng ti khda tim kiém cia ban va tim kiém nhitng khan gid md&i —
nhitng nguwdi tham chi con khéng hé biét dén sy ton tai cua ban. Thanh
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cong sé dén khong lau sau khi cong ty cta ban la “ngwoi tuyét nhat” trong
bita tiéc cocktail cta truyén thong qua mang xa hoi.
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2. VUOT RA NGOAI NHOM “PHU
NU TU 25 BEN 54 TUOTI”

Xac dinh khan gia muc tiéu caa ban tot hon bao gio hét

T'6i timg néi chuyén véi ban bé tai hoi nghi South by Southwest

Interactive dugc t6 chitc vao thang Ba nam 2009 vé mot y twdng ma toi goi
la “siéu muc tiéu”, theo dé6 mét cong ty hwdng nhitng no luwc marketing va
quang cdo dén mot nhom dac biét thong qua cac ho so truyén thong xa hoi
cua ca nhan. Vao thoi diém do, Facebook, Twitter va LinkedIn da t6 chic
dwgc mot lwgng dir liéu 16n khong thé tin ndi vé hang tram triéu ngwoi. Tw
h6 so va 10i binh luan cta ngwoi st dung, ban cé thé hwéng quang cao va
tiép thi dén cadc nhom tap trung va hiéu qua hon trudc day. Chi riéng trén
Facebook, ban c6 thé tap trung vao cac doi twgng dwa trén tudi tac, gidi
tinh, trinh do gido duc, tinh trang hon nhan, méi quan tam, s& thich, va
nghé nghiép... Vi dy, mot céng ty san xuat bia thay vi tim kiém nhitng
ngwoi dan 6ng trong do tudi tir 21 dén 34, nd céd thé dé dang tim dugc
nhitng ngudi tir 21 dén 23 tudi trong cac thi truong khu viee muc tiéu,
nhitng nguoi liét ké viéc “udng rwou”, “du ti€éc” hodc “quan bar” trong
danh sach s@ thich trén trang ca nhan cta ho. Ban t6i, Leslie Bradshaw, lam
viéc cho hang chuyén vé truyén thong xa hdi JESS3 dinh huwéng qua trinh
tim kiém trén mang xa hoi vao “vi muc tiéu”, mét y twdng twong dong vai
siéu muc tiéu nhung véi tiéu chi tim kiém hep hon, tap trung vao mot ca
nhan trong hang tram triéu nguoi.

“Tuyét”, toi nghi. Toi trd lai phong khach san ctia minh vao dém hom
dé, click vao phan quang cdo trén Facebook, thit cac lva chon muc tiéu, va
tim ra mot quang cdo danh cho mot nit nhan vién 31 tubi, da két hén cia
Likeable Media, dang song ¢ Thanh pho New York. Quing cdo cé viét,
“Anh yéu em va nhé em Carrie. Hay tir Texas tré vé nha sém nhé.”
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Quang cao nay c6 khan gid muc tiéu la mot ca nhan. Mot ngudi, trong
hang tram triéu ngwoi trén Facebook, cé thé nhin thay nd. T4t nhién, khi vg
va dong nghiép cua to6i, Carrie, nhin thdy quang cao nay, co yéu thich né
ngay lap tirc, va cam thay thich thi. Carrie cling tao ra mot quang cdo trén
Facebook nham vao mot nhan vién nam 31 tudi, da két hon caa Likeable
Media dang song & New York: “Cam on Dave. Em ciling yéu anh. Diéu nay
that tuyét.” Chung toi da gui nhitng quang cao vi muc tiéu trén Facebook
ké tw do.

Trir khi ban mudn bay t6 tinh cadm vGi vg chong hoac ban bé ctia minh,
hodc la nguwdi tham gia 1au nam nhuw t6i, chac chan, ban khéng c6 mét khan
gid muc tiéu nao ca. Tiép theo, c6 thé ban sé ty hdi: Thwong hiéu cta ban
c6 lgi gi tt viéc tham gia hgp tac v6i CEO cua cong ty 16n nhét trong thi
tran hodc nha quan ly dau tw cia mot céng ty dau tw mao hiém.
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| Love You Carrie

| love you and miss you
Carrie. Be home from
Texas soon.

Hinh 2.1.
Quang cao nham tdi cac tiéu tiét

Du cho khan gia muc tiéu hoan hao cua ban la mot, muwoi, mot tram, mot
nghin hay mot triéu nguoi, thi gio day ban c6 thé thu hit ho theo mot cach
thirc bat kha thi tai thoi diém vai nam trudce.

Trong qua kh, bdo in, tap chi, truyén hinh va phét thanh cho phép
nhitng nguoi lam marketing khai thac lwgng khan gia rong 16n, dua trén
tiéu chi nhan khau hoc: vi du nhw moi nguwdi trong doé tudi tiw 18 — 34, nit twr
25 — 54 tudi, hodc nam gigi trén 55 tudi song & New York. Nhitng dac
trng sé gitp ban tiép can cac khan gia muc tiéu, tryc tiép két ndi ban vai
nguoi tieu dung. Chang han nhw ban dang nham muc tiéu dén nhitng bac
phu huynh hay nhitng ngudi van con doc than? Nhitng ngwoi ham mo thé
thao? Hay chi nhitng ngudi yéu thich mon hockey? Ban dang c6 mat tai thi
trvong chinh hay chi nhitng thi truong nhat dinh?
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Nhitng ngudi lam marketing truyén thong c6 thé la nhitng ngwdi wa phan
nan, thich quang cdo cua truyén thong xa hoi va cdc moi quan hé dé tim
kiém khéach hang thich hgp. Ho sé tranh luan rang hién tai véi mang luwéi
truyén hinh cap, ban c6 thé tap trung vao moi ngudi vGi nhitng sé thich va
moi quan tam dac biét nhw thiét ké va trang tri nha cita hoac nau an. Ho tin
rang nhitng an ban va cac cudc hoi thao la nhitng cach thirc tot nhat dé tim
dwgc khan gia chuyén biét cua ban trong mo hinh tir doanh nghiép dén
doanh nghiéep (B2B).

Mang xa hoi rd rang gitip ban c6 thé nham vao khan gia muc tiéu cua
minh t6t hon viéc st dung nhitng dn ban thwong mai va cac kénh truyén
hinh cap chuyén biét. Hon nita, v6i su gidi thiéu cta hinh thitc quang cao
mién phi, podcast, am nhac va nhitng blog mdi, nhitng website nghe nhac
trire tuyén than thién va dé sit dung nham vao cac khan gia muc tiéu nhw
Pandora, ngay cang it nguwoi nghe cac chwong trinh phét thanh truyén
thong. Bén canh do, chi bai vi ching ta nham dén cac khach hang muc tiéu
bang cac phuong tién truyén thong truyén thong tot hon khong c6 nghia cac
phuwong tién dé hiéu qua hon. Hay xem xét mot s vi du dudi day vé cach
thitc tim dwgc nhitng khan gia ly twdng trén Facebook, LinkedIn va Twitter.

FACEBOOK:
TIEP CAN VOI NHIEU NGUOI SU
DUNG HON

Hién nay, hon 600 triéu nguwoi da dang ky tai khoan Facebook. Tat nhién
quang céo trén Facebook khong phai mién phi. Facebook thong bao da
kiém dwgc hon 1,2 ty do-la doanh thu quang cdo trong nam 2010 nhung
nén tang, chitc nang ty phuc vu ctia mang xa hoi nay dugc st dung mién
phi. (Ching ta sé n6i nhiéu hon vé quang cao trén Facebook trong Chuwong
15.) DBiéu d6 c6 nghia la bat ky ai muon ciing déu c6 thé dé dang tim hiéu
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duwoc chinh xac c6 bao nhiéu nguoi tren Facebook thich hgp véi nhitng tiéu
chi muc tiéu ma anh ay hodc c6 &y mong mudn, va hoan toan mién phi. No6i
cach khac, tham chi khéng can dén bat c quang cdo nao, ban cling déu c6
thé tim dwgc nhom muc tiéu trong sé hang tram triéu nguwoi chi don gian
bang viéc dwa 1én Facebook tat ca nhitng dac diém ma ban dang tim kiém &
khan gia.

Ban c6 thé tham khdo mdt dnh chup man hinh véi rat nhiéu tiéu chi muc
tiéu san c6 doi vdi cac nha quang cdo. Nhitng yéu t6 co ban — gidi tinh, do
tudi va khu vyc — cho phép ban nham muc tiéu vao hang triéu nguoi. (Va
tredc khi ban néi vai t6i rang Facebook chi danh cho nhitng ngudi tré, hay
nh@ rang tinh riéng ¢ My, c6 hon 20 triéu ngudi sit dung Facebook trén 60
tudi.)

2. Targeting

Location

Country United 5tates o

@ Everywhers

' -
& By State [Province
O By City

Demographics

Age 18 5/~ Any &

:_: Require exact age match

'E.bl All :: hlon r_? Wamen

Likes & interests

Hinh 2.2,

Cac tiéu chi muc tiéu co ban

Vi thé, néu tim kiém khan gia chi dya trén tiéu chi tudi tac, gidi tinh hodc
khu vie, ban chac chan sé dé dang tim thay ho. Facebook cho phép ban tiép
can sau, khai thac sau dé xac dinh duwgc doi twgng khan gia hoan hao cua
ban. Hay tap trung vao hai muc tiéu chinh trong quy trinh nay: s¢& thich —
moi quan tdm va noi lam viéc.
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Hinh 2.3.

Nham muc tiéu bai Internet va noi
lam viéc
Trong danh muc “Sé thich”, ban c6 thé nhap bat ky sd& thich nao ma cé it
nhat 100 ngudi liét ké trén trang ca nhan cda ho. Chud y la ¢6 hang tram
nghin lwa chon & day. Chang han nhw danh chi “nau an”, sé c6 nhitng lya
chon chuyén sau hon nhv “Nau d6 &n Y”, “N&u d6 dn Trung Quéc” hoic
“Nau dé an Phap”. Khi ban nhap vao chit “lam banh”, thi sé hién ra “lam
banh quy” hodc “lam banh gato”. Tat nhién cling c6 nhiéu kha nang va
hang ta tv khoa khac lién quan dén ndu dn. Néu ban lam viéc trong nganh
san xudt va ché bién thyc pham, nhitng tir khéa nay la nhitng tiéu chi tim
kiém day sttc manh c6 thé giip ban tim dugc nhitng khach hang muc tiéu
ctia minh. Nhitng ttr lién quan dén viéc ndu an ma ban quyét dinh lwa chon
s& phu thudc vao nguyén liéu ma ban ding dé nau do dn Y néu cong ty ban
la mot nha phan phéi gia vi cho mot chuoi cac nha hang Trung Quoc, hay
ban dang van hanh mot cong ty san xuat bot mi. Néu ban dai dién cho mot
t0 chitc phi lgi nhuan, hay tap trung vao hang nghin ngudi cé tir “cong tac
tw thién” trong muc sé thich.

Ngoai muc “Sé thich” 1a phan nghé nghiép. C6 thé ban muén huwéng dén
cac nha ban 1é va phan phéi, quan ly nhan sy, nha bao, bac sy, nha sy, hoac
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cac CEO. Tinh nang tim kiém nay dac biét hitu ich trong mé6 hinh B2B.

Hay nhd rang, tham chi trong mo hinh B2B, d6i twgng ban dang huéng
dén la con nguwoi, nhitng nguwdi dwa ra quyét dinh doi véi doanh nghiép thay
vi cac doanh nhan — dé la sy khac biét quan trong. Chiing t6i da phat trién
dang ké mo hinh kinh doanh B2B & Likeable bang cach tip trung vao
nhitng nha qudn ly thwong hiéu, cac giam doc marketing. Vi du, khi mudén
cong tac v6i Neutrogena, chiing t6i huwdng dén cac giam doc marketing va
nha quan ly st dung quang cao trén Facebook. Sau khi chung t6i thu hut
duwoc su chu y ctia Neutrogena, ho goi cho ching t6i va tr@ thanh khach
hang chi trong vong mot thang. Hai nam sau, moi quan hé doi bén van phat
trién ngay m4t manh mé.

Trong danh muc “noi lam viéc”, ban c6 thé nhap bat c¥ noi lam viéc nao
ma moi nguoi dua thong tin tréen Facebook. Tinh nang nay thyc sy la mot
chi dan hitu ich danh cho cac doanh nghiép dia phwong thudc nhitng khu
vuce dia ly gan véi cac cong ty 16n, twong dong. Chang han nhw ching t6i
c6 mot khach hang thwe hién tri bénh bang phwong phap nan khép xwong &
San Francisco, nham muc tiéu vao cac nhan vién cong sd.

Khi két hgp danh muc “Nghé nghiép” véi “Noi lam viéc”, ban c6 thé xac
dinh va dinh vi chinh xac khach hang muc tiéu. Vi duy, ban dang chi tim
kiém cac giam doc cong nghé théng tin (CIO) lam viéc tai cac cong ty
trong danh sach Fortune 500, hodc tap trung vao 5 hang bat dong san hang
dau trong thanh pho.

Ngay ca khi ban 1a mot doanh nghiép nho, mot thuwong hiéu khong 16,
mot to chirc phi lgi nhudn hodc t6 chitc chinh phu, ban déu sé tim dwoc
khan gid muc tiéu hoan hdo cia minh trén Facebook. Thang than ma néi,
toi chura tirng tim dwgc mot to6 chivc hay khan gid muc tiéu nao khéng phai
qua Facebook. Hay chac chan rang lang nghe, tim kiém va thu hit hang
tram triéu ngwoi trén khap thé gidi cé y nghia véi té chitc cua ban.
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LINKEDIN: CHI NHAM MUC TIEU
VAO NHUNG NGUOI Bl LAM

Trong khi Facebook cé hang tram triéu nguwoi st dung thudc moi doi
twong, thi dén muoi triéu nguwoi st dung trén LinkedIn 1a nhitng nguoi di
lam. Néu ban dang lam viéc trong mo hinh kinh doanh B2B, thi viéc xem
xét nhitng lwa chon muc tiéu dac biét trén LinkedIn cling rat gia tri.
LinkedIn cho phép ban xac dinh chinh xac khan gia cua ban la ai, dya trén
nghé nghiép, nganh nghé, tham nién va quy mé cong ty, cling nhu cac yéu
t0 quan trong khac nhu tudi tac, gigi tinh va khu vire song.

Nhitng nguwoi lam marketing phan mém may tinh c6 thé tap trung vao
cac nhan vién trong linh vyc céng nghé thong tin. Nhitng nguoi 1ap ké
hoach tai chinh c6 thé nham vao nhitng nguwdi quan 1y cé bang C trén thi
treong cia ho. Chung tdi st dung LinkedIn dé hwéng dén nhitng nguoi lam
marketing chuyén nghiép cé tham nién & New York, Boston, Chicago va
nhitng thanh phé c6 tru s& van phong cia ching t6i. Hon nita, thuc té la
van c6 nhitng nguwoi di lam, dac biét 1a nhitng ngudi c¢6 tham nién, khong
c6 tai khoan Facebook, va néu ban dang dinh tim kiém nhitng nguwdi nhw
vay trén mang, thi LinkedIn la noi 1y twéng dé bat dau.

BO QUA THONG KE NHAN KHAU
HOC: NHAM MUC TIEU VAO
TWITTER

Chung ta da néi vé kha nang nham muc tiéu tuyét voi cia nhitng cong cu
trén Facebook va LinkedIn. Vay con viéc nham muc tiéu vao nhitng nguoi
stt dung mang xa hoi véi nhu cau thuce té€ cot dé chia sé thi sao? Ban c6 thé
tim dugc nhitng nguwoi nhw vay bang cach st dung Google, nhung nén tang
dan dau hién nay dé tim kiém nhitng cudc hoi thoai la Twitter. Tat ca cac
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dong tweet theo thiét ké chung déu dwgc cong khai. C6 hon 95 triéu dong
tweet moi ngay — mot con s6 khong 16. Bang viéc sir dung Twitter, ban tim
kiém khan gid muc tiéu dwa trén nhitng gi moi ngwoi thue sy dang néi, chi
khong chi don thuan la nhitng gi ma ban lwgm lat dugce tr nhitng nghién
cttu nhan khau hoc. Chang han, ban la mot luat sw lam viéc trong linh vic
giai tri, hoac ban dang lam & bo phan marketing cho mot cong ty luat
chuyén vé giai tri. Ban c6 thé tap trung muc tiéu vao nhitng nha san xuat
dién anh hodc dién vién hay nhitng ngwoi khac ma ban nghi 1a ho sé can
dén dich vu cua ban. Hodc ban c6 thé thyc hién mot cudc tim ki€m trén
Twitter. Trong vi du nay, cudc tim kiém tir khéa “can mot luat sw trong linh
vure gidi tri” da dem dén ba ngwdi thue s ¢6 nhu cau tim luat sw chuyén vé
linh vue giai tri trong vong 18 gio.

Néu ban chwa tirng thue hién mot cudc tim kiém nao nhu thé truede day,
hdy danh thoi gian tht tim kiém trén Twitter. Truy cdp vao
Search.Twitter.com va go vao thanh tim kiém, “can (san pham, dich vu
hodc danh muc ctia ban)” hodc “t6i muon (th gi do6 ban c6)”. Phwong phap
nham muc tiéu nay khong danh cho nhitng sdn pham gid ré, mu6n dat
doanh sé cao, nhung doi v6i bat cit ai dang ban hodc tiép thi mot san pham
hodc dich vu hdp dan (trang sttc, bat dong san, tai chinh, hodc dich vu
chuyén nghiép, v.v...), thi day la cong cu phu hgp. Hay twdng twgng ban
dang giao ti€p v&i nhitng ngwdi muodn lang nghe hodc chia sé vdi ban
nhitng van dé ma ban c6 thé gidi quyét — thdi gian cho viéc tim muc tiéu
trén Twitter sé nhanh chéng thu vé 1gi nhuan. Hay dirng viéc phan doan va
bat dau tim kiém — lang nghe diéu khach hang dang noi.
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Hinh 2.4. Tim kiém Twitter vé hang luat

VOI TU CACH MOT NGUOI TIEU DUNG, BAN THICH BUOC
HUONG DEN NHU THE NAO?

Ban hay thit déng vai ngudi tiéu dung trong gidy lat. Ban muén dugc
nhitng ngwoi lam marketing va quang cao nham muc tiéu nhw thé nao?
Ban c6 thich xem cac quang cdo 6 t0 lam ngat quang chwong trinh
truyén hinh yéu thich ctia ban? Hay ban thich nhitng quang cdo va noi
dung marketing tir cac cong ty san xuat 0 t6 khi ban thyc sy mudn
mua mot chi€c 6 t6 mdi va bay to sy vui thich ctia minh? Ban la mot
nguoi doc than khong c6 nghia la ban mu6n xem nhitng quang céo cua
cac trang web hen ho, va thuc té ban 1a mot nguwdi phu niv khong co
nghia rang ban mudn nghe vé nhitng mat hang khuyén mai hodc giam
gia ¢ cac trung tam mua sam. Hon nita, viéc la m0t nguwoi dan 6ng
khong c6 nghia ban muon bi lam phién bdi cac cong ty cham soc sic
khoe danh cho nam gid¢i. Ban chac hdan sé mudn nghe cac cong ty va to
chitc quang cdo dva trén cac nhu cau va moi quan tam dac biét cta
minh.

https://thuviensach.vn



BAN HIEU RO VE KHAN GIA MUC
TIEU CUA MINH NHU THE NAQ?

Trong vai thap ky gan day, dién ra rat nhiéu chuyén bién trong tw duy va
kién thitc marketing. Nhuwng cho dén ngay nay, nhé mang xa hoi, ban c6 thé
xac dinh va tap trung vao khach hang muc tiéu mot cach ti mi va cu thé. Vi
duy, ban biét khan gia muc tiéu ctia minh thich chaoi thé thao, nhung c6 1€ ho
thich béng da hon cau 16ng. Hodc c6 thé nhitng nguwdi phu nit tré thich san
pham ctia ban, nhung ban lai khong biét rang nhitng nguwoi ¢ do tudi 21, 22
thich mua n6 hon nhitng ngwdi 23, 24 tudi cho dén khi ban thuc hién viéc
tim kiém thich hop trén Facebook va Twitter.

Mac du mot s6 doanh nghiép cé khan gia muc tiéu dugc xac dinh cu thé
hon nhitng doanh nghiép khac, ban cé thé luén déi méi quan diém vé viéc
ai 1a mot phan cia nhom khan gia 1y twdng cta ban. Ban gan nhu sé nhan ra
rang c6 nhiéu hon mot nhéom nguwoi dang trong dgi san pham va dich vu caa
ban. Vi du, nhitng thwong hiéu toan cau khong 16 c6 nhitng doi twong
khach hang chung hon nhitng nhan hiéu khac. Hodc cé thé cac nit luat sw
chi nhiéu tién cho san pham ctia ban hon cac ba me noi trg. Néu ban khong
biét nhitng dac trung riéng, ban c6 thé luén héi: Néu ban cé 1.000 nguoi
ham mo trén Facebook, hdy hoi xem mon thé thao wa thich cta ho la gi.
Néu ban biét rang 90% trong s6 ho thich béng bau duc hon, ban c6 thé xem
xét tai trg cho doi béng dia phwong. Truyén thong xa hdi sé gitp ban tim ra
khéan gid muc tiéu ctia minh va cung cdp cho ban kién thitc cling nhw hiéu
biét sdu xa hon vé nhém nay va nhiéu nhém khac.

Ngtrng lang phi dau tw vao nhitng ké hoach
marketing khong hieu qua
C6 mo6t cum tr chung vé quang cdo giita nhitng nha diéu hanh
marketing: “Co thit chiém 50% cong viéc quang cdo cua toi. T6i chi khong
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biét 1a 50% dé la gi.”

Truyén thong qua mang xa hoi, thay vi dva trén tryc giac va hiéu biét mo
h6 vé nghién cttu thi tredng, c6 thé gitp ban tap trung chinh xac vao nhitng
nguwoi ma ban biét chac la khach hang va khach hang tiém nang nhat cia
ban. Do do, chinh sach chi tiéu cho cac giai phap truyén thong sé tiét kiém
va hiéu qua hon.

Nham vao muc tiéu m&i chi 1a khéi dau cia cudc hoi
thoai

Hay nhé rang ching ta khong néi vé quang cdo phat di phat lai véi hy
vong rang cudbi cung cling tim dwgc mot khach hang thich hop & thoi diém
thich hop c6 thé can mua san pham hay dich vu ctia ban. Chiing ta dang noi
vé viéc xac dinh va tim kiém nhitng khan gia muc tiéu dung dan mé6t cach
cu thé va chi tiét, sau d6 thu hut ho tham gia mét cudc hdi thoai, do dé khi
ho san sang mua hang, san pham cda ban la mot sy liva chon hgp ly. Néu
ban nham muc tiéu chinh xac vao khach hang, sau do thu hit ho lau dai, thi
khi can mua hang, tham chi ho khong can tim kiém dau xa, va chac chan
cling khong can biét dén nhitng quang cdo trén ti vi va dai phat thanh. Ho
da biét, tin twdng va yéu mén ban, vi vay ho sé tin dung san pham va dich
vu cua ban. Vi du nhw, Likeable hop tac véi Fibromyalgia & Fatigue
Centers (FFC), tham gia giup d& nhitng nguoi phai chiu dung nhitng con
roi loan va hoi chitng mét méi man tinh.

Fibromyalgia & Fatigue Centers (FFC) chi nham
muc tiéu vao nhitng nguwoi c6 nhu cau
Hang triéu nguwoi My phai chiu dung hdi chitng mét méi va roi loan.
Khach hang cua chung toi, Fibromyalgia & Fatigue Centers (FFC), la mot
trong nhitng co s& diéu tri hang dau nwdc My. Ho cung cdp cho bénh nhan
nhitng béac sy, y ta, tw van vién va nhom ho tro tai 12 co sé& diéu tri trén
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khap nwéc My. FFC da c6 nhitng buwéc khdi xuwdng muc tiéu truyén hinh,
phat thanh, cadc an pham vGi hy vong tiép can dugc véi nhitng ngudi cé thé
thu dwoc lgi ich tir cac dich vu cta ho.

Do hinh thitc quéng cdo truyén thong rat dat do va khong may hiéu qua,
chuing t6i bat dau tién hanh budc muc tiéu hep va cu thé hon. Ching t6i st
dung Facebook dé nham muc tiéu vao nhitng nguoi thye sy dwa “chitng roi
loan gay ra dau & co va khdp” vao thong tin cd nhan ctia ho nhw mot moi
quan tam. Nhitng ngudi thuong xuyén tim kiém nhitng tir khéa nhw “roi
loan”, “luén cam thay mét méi”, “triéu chithg mét méi” va “tai sao t6i lai
mét moi nhu vay”?

Quan trong khong kém, chiing t6i thiét 1ap mot cong dong trén Facebook
mang tén “Fibro 360, noi bt ct ai chiu d&nh hwdng ctia chitng roi loan hay
hoi chitng mét moi déu c6 thé chia sé nhitng cau chuyén ctia minh, ho trg
cho nguoi khac va nhan duwgc nhitng thong tin, chia sé, nghién citu vé bénh
tinh. Ching t6i khong dwa duong dan quang céo trurc tuyén va nhitng thong
diép marketing 1én thang website ctia FFC hay gtti dén bat cit s6 dién thoai
nao. Chin thang sau, két qua that bat ngo: 10 nghin ngwoi tham gia vao
cong dong trén Facebook cua ching toi.

Hién nay, hang ngay c6 hang tram ngudi két ndi va tro chuyén véi nhau,
va khi bat ctt ai trong cong dong muon nhan dwgce sw giup dd, ho dén véi
Fibromyalgia & Fatigue Centers dé st dung dich vu ctia chiing t6i. Két qua
la doanh s6 da tang 1én hon 20%, nhd vao Facebook.

PHUONG THUC NHAM MUC TIEU
CUA CHINH LIKEABLE

Likeable Media c6 thé c6 quy mo nhé hon nhiéu hang khac, nhung véi
hon 16.000 ngwdi Like (thich) trén Facebook, ching t6i da phat trién thanh
mot trong nhitng trang c6 nhiéu ngwoi ham md nhat trong danh muc cac
cong ty chuyén vé marketing trén thé gigi. Viéc nhitng ngwoi ham mo do la
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ai quan trong hon so6 Iwgng nguwdi ham mo ma ching toi c6. Ngay ttr khi bat
dau, chiung t6i da nham muc tiéu vao nhitng ngudi tham gia Facebook v&i
cong viéc nhr “giam doc marketing chuyén nghiép”, “phé cha tich
marketing”, “quan ly nhan hiéu” va “giam déc marketing”. Nhitng nguoi ra
quyét dinh quan trong la nhém khach hang hoan hao cua ching t6i, do do
chung t6i tap trung nhitng nd lwc vao ho va hwéng cac quang cao dén ho.
Ho vira tré thanh ngwdi ham mo, twong tac véi ching t6i moi lic va nhiéu
nguoi trong s6 ho goi dién thoai hodc gwri thv dé nghi lam viéc va hgp tac
vOi ching toi.

Bat ké t0 chitc cia ban dang muon ti€p can véi ai, ban déu cé thé tim
thay ho trén Facebook va Twitter. Ban c6 thé nhin thdy thém mot s6 vi du
khac trong Bang 2.1 vé cac cong ty va khan gid dugc nham muc tiéu st
dung cac trang mang xa hoi.

Vay dau la nhém khach hang muc tiéu hoan hao ctia ban? Ban c6 thé xac
dinh khan gid muc tiéu mot cach cu thé nhw thé nao?

Bang 2.1: Khan gia muc tiéu cua cac cong ty

Cong ty Khan gia muc tiéu

Quan ly bat dong Cac dai dién quan ly va moi gigi bat dong san trén khap ca nuwéc
san

Khach san bén bo Nhitng phu nit da dinh hon song & cac bang c6 thoi tiét lanh gid & phia bac,
bién ¢ Nam Florida nhitng nguoi dang tim kiém mot dia diém t6 chirc dam cwdi

Nha cung cdp dich Nhitng ngudi sit dung phan nan trén Twitter vé cac van dé vdi doi thu cua
vu vién thong cong ty

Trung tdam mua Nguoi dan trong ban kinh hon 10 km céch trung tdm, nhitng nguoi liét ké

29

sdm mai “mua sam” hodc “mua th& gi d6” vao muc s¢ thich trén ho so ca nhan ctia ho
Cong ty trang sttc Nhitng nguoi st dung liét ké “ngudi yéu meo”, “meo”, va “Toi c6 mot con
cho meo meo” trong ho so cia minh
Tac gid Nguwoi ham m cta cac tac gia cé van phong va thé loai sach giong nhau
Cong ty quan hé Nhitng ngwoi quan ly va gidm doc quan hé cong ching lam viéc tai 100 cong

cong ching ty 16n nhat trong thanh phé cua cong ty khach hang
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HAY HANH BONG!

1. Viét ra ban mo td khach hang muc tiéu hoan hdo cta ban. Xac dinh
khach hang va khach hang tiém nang cia ban cang cu thé va chi tiét
cang tot. Tudbi tac va gidi tinh cia ho? Ho da két hén, dinh hon hay
con doc than? Ho song & dau? S& thich va moi quan tdm cada ho 1a gi?
Nghé nghiép ctia ho? Ho lam viéc & dau? Ho noéi vé diéu gi? Va ban
muon ho la nhitng nguwdi nhu thé nao.

2. Khi ban da xac dinh dwgc doi twong khan gid nay, hay tim kiém va
chd dogi ho trén cac trang mang xa hoi. St dung cac nén tang quang
cao tren Facebook va xem liéu ban c6 duwgc bao nhiéu nguwoi phu hop
v&i cac tiéu chi ma ban viét ra. Tim kiém trén LinkedIn & phan nghé
nghiép hodc nganh nghé néu ban dang tham gia m6 hinh B2B. Tim
kiém trén Facebook va Twitter nhitng nguwdi dang noi vé bat cit diéu gi
ma ban nghi rang khach hang ctia ban dang nai.

3. Lap ra mot danh sach nhitng nguyen nhan ma ngan quy marketing cua
ban tang chi phi. Lap gidi phap giam bat chi phi cho marketing va
quang cao nho tap trung vao nhom khach hang muc tiéu hep hon
thong qua mang xa hoi?

VOI VANG GAY LANG PHI; TUONG
TU NHU MARKETING VA QUANG
CAO TRUYEN THONG

To6i biét rang sau khi doc xong chwong nay, ban sé khéng budc ra khoi
phong lam viéc va ngay lap tic cat gidm toan bo ngan quy danh cho quang
cao bai ban dang tap trung vao khach hang muc tieu vGi pham vi qua rong.
Nhung chac chan la ban sé nghi dén viéc cat gidm mot phan nao d6 dé bat
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dau nham muc tiéu vao nhitng ngwoi thich hgp trén mang xa hoi, nhitng
nguoi sé trd thanh khach hang cta ban, tham chi la nhitng nguwoi bénh vuc
va bao vé cho sdn pham va dich vu cda ban trong twong lai. Hay tim kiém
ho, dwa ho tham gia cudc hoi thoai, va khi ho san sang, ban sé la liwa chon
dau tién.
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3. SUY NGHI VA HANH PONG NHU
KHACH HANG CUA BAN

Ban c6 muodn bi lam phién va ngat 16i? Ban c6 thich khi dang doc mét cai
gi d6 trén mang thi mot banner quang cdo nhé xuat hién & trang ké tiép?
Ban sé phan trng ra sao khi dang ban ron, chuong dién thoai reo, ban tra 10i
va biét dwgc rang mot nhan vién kinh doanh & mét dwong day khac dang c6
gang ti€p thi va ban san pham cho ban?

Khi thuyét trinh tai cac hoi thao, cau lac b, budi hop, t6i thwong néi véi
khan gia cua t6i, rat nhiéu nguwdi trong so ho la nhitng ngwdi lam marketing,
rang hdy dat minh vao vai tro cta khach hang. Sau dé t6i hoi, “Bao nhiéu
ban ¢ day nghe va thich nhitng quang cao trén song phat thanh?”

Khong c6 canh tay nao gio len.

“Vay c6 bao nhiéu ban xem va thich nhitng quang cdo trén truyén hinh?”

M0t vai canh tay gio len sau khi nghe cau hoi nay, va cting khong ngac
nhién bdi thye té€ nhitng nguwdi nay la nhitng nguwdi lam quang cdo.

“Bao nhiéu ban str dung va thich Facebook?”

Rét nhiéu canh tay gio 1én, 50% s6 ngudi ¢ ngoai kia va c6 dén 90% sd
nguoi ¢ trong phong.

D6 cb phai bdi Facebook, mot kénh truyén thong xa hoi, la sdn pham
m&i nhat, ndi bat nhat trong thanh pho nay khong? T6i khong nghi vay. T6i
tin rdng vi moi ngwoi vé co ban mudn st dung truyén thong dé gidi tri, tan
hwéng va két noi vGi nhitng ngudi khac — khong phdi dé bi lam phién. Dué6i
day la mot vai cong cu va phwong thitc marketing cling nhw quang cao hién
c6. Hay dat ban vao vai tro cua khach hang, nghi vé viéc ban cam thdy nhw
thé nao khi ban nhan dwgc va st dung nhitng hinh thitc duwéi day:
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e Thu truc tiép

e Quang cao trén tap chi

e Quang cao trén ti vi

e Quang cao trén song phat thanh

e Quang cdo trén bao bi san pham (vi du nhw “Free Toy Inside” (Mot
mon do choi mién phi nam bén trong) trén hop ngii coc)

e Nhirtng t0 roi dugc phan phat trén duong

e Bang qudng cdo trén dudng cao toc

e Tin nhan thoai tv dong khi ban nhdc may, dé nghi ban ghé tham
website ctia cOng ty

e Quang cdo bang tin nhan trén dién thoai

10 phtit quang cdo phim méi truedc budi chiéu phim

e Nhitng email marketing spam dwgc gwi lién tuc dén hom thw ctia ban

e Marketing qua dién thoai, nhitng cudc goi xa giao moi khach hang
md&i dén nha va van phong cia ban

Cac manh khée quang cdo va marketing c6 & bat cit noi nao ching ta
dén. Tw ti vi trong phong khach cho dén quay lé tan trong phong tam cong
cong, tir dwong cao toc qua cac bang cho dén nhitng con duwong di bo trong
thanh pho, tir dwong day dién thoai phuc vu cong viéc cho dén dién thoai ca
nhan cta ban: khong dau la noi an toan dé cé thé tranh xa cac quang cao!
Va médc du mot s6 quang cédo rat hai hwdc, tha vi, tham chi rat hap dan —
nhwng néu ban xét trén quan diém cua khach hang, ban sé dong y rang hau
hét chung déu gay phién nhiéu va khéng hé dugc mong dgi.

Vay nhitng ngudi lam marketing can lam gi? Lam thé nao ban c6 thé
tranh tham gia vao nhitng “cudc diéu hanh” luén gy phién nhiéu cta
marketing va quang cao trong cong cudc tim kiém khach hang cta ban?

T4t ca nhitng gi ban can lam la ding viéc suy nghi nhv mot ngwdi lam
marketing va bat dau suy nghi nhw khach hang cuaa ban.
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QUY TAC NGON TAY CAI: KHACH
HANG CUA BAN THUC SU MUON
GI?

V@&i moi tin nhan ban gui di trén Facebook, véi titng dong tweet ban

dang lén Twitter, tham chi v&i moi email hodc quang cdo trén séng phat
thanh va truyén hinh ma ban viét, hdy dat ra nhitng cau hoi sau:

e Nhitng nguwdi nhan tin nhan cta ban c6 thuc sy thdy né cé gia tri, hay
ho sé thay rat phién toai?

e V@i tw cach khach hang, liéu ban c6 muén nhan dwgc nhitng tin nhan
nhu thé khong?

Neéu tra 10i 1a co, véi tw cach mot khach hang, thi thong diép/tin nhan dé
c6 gia tri, ban thuc sy mudén nhan dwgc nd, va né la mot giao tiép gia tri doi
v6i khach hang cua ban. Mat khac, néu ban khong thay duwgc bat c gia tri
nao doi vGi khach hang ctia minh hodc tin rang tin nhan la mot sy phién
nhiéu, thi don gian la ding gtri n6 di. Tai sao phai mat thoi gian, tién bac
va nhitng nd lwc chi dé mang dén nhitng quiang cdo, chwong trinh
marketing va thong tin gay phién toai ma khach hang cua ban khng muon
hodc khong can?

Chac chan la ban c6 thé thu hit Iwu lwgng truy cap vao website, nhitng
cuoc dién thoai, s nhan thic, hodc tham chi la doanh s6 v6i bat ct tin
nhadn nao, nhung ban cé thé phai ganh chiu rdi ro cta viéc “lam x6i mon”
thwong hiéu ctia ban. Ngay ca khi ban tao ra dwgc doanh s6 tir nhitng thong
diép va chién thuat marketing truyén thong, mang nang tinh ban hang, thi
vé lau dai, nguwdi chién thang sé la nhitng t6 chitc thu hit khach hang va
khach hang tiém nang ctia ho bang viéc giao tiép chu dong, hitu ich. Ngay
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nay, cach hiéu qua nhat dé lam nhw vay la s dung nhitng cong cu cuda
truyén thong xa hai.

Sv thong minh cua tinh nang News Feed(d) trén
Facebook

Trén Facebook, khi dang nhap vao mot tai khoan, ban sé dwgc chuyén
dén trang chu hién thi “Top News” — “Nhitng thong tin m&i nhat” cta ban.
“Nhitng thong tin md&i nhat” la mot dong thong tin tir cong dong xa hoi
Facebook ctia ban, bao gobm nhitng nguwdi ban trén Facebook cuia ban,
nhitng nhom hoi trén Facebook ma ban vira tham gia, va nhitng trang
Facebook ma ban thich. Khong phai moi thong tin dwgc ban bé ctia ban
dang tai déu dwoc dwa vao dé nhung vi “Nhitng thong tin mdi nhat” xuat
hién mdc dinh danh cho nhitng nguwdi sit dung khi dang nhap, do6 la diéu
dau tién ho nhin thdy va do6 la nguon thong tin chinh.

Suv thong minh cua tinh nang News Feed la n6 gitp ban ca nhan hoa noi
dung dya trén ba nhéan t6 chinh:

1. NGi dung d6 xuat hién hodc dwoc tao ra & thoi diém gan day ra sao

2. Strc manh ctia moi quan hé gitta nguwdi hodc t6 chitc cia ban véi ngudi
chia sé ndi dung do

3. NoOi dung do dugc bao nhiéu nguoi thich va thu hut duge bao nhiéu 101
binh luan

biéu quan trong nhat ma nhitng nguwoi lam marketing can xem xét la
nhan t6 thi ba, vi n6 tryc tiép dnh huwdng dén viéc liéu ndi dung cia cong ty
c6 dugc nhitng nguwdi st dung nhin thiy trén News Feed cua ho hay khong.
Cang c6 nhiéu nguoi thich ndi dung nay, hodc cang c6 nhiéu ngudi co
nhitng trai nghiém tich cyc véi san pham va dich vu lién quan dén noi dung
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nay, ban sé cang nhan dwgc nhiéu like, do d6 n6 cang ndéi bat trén news
feed cua nguoi st dung.

Hinh 2.1 thé hién mot cong thitc mo ta thuat todn News Feed
Optimization, dwgc biét dén la EdgeRank, trong bu6i thuyét trinh cta cac
ky su cua Facebook, Ruchi Sanghvi va Ari Steinberg tai hoi nghi nguoi
phat trién f8 nam 2010 ctia Facebook.

Hinh 3.1: Sy t6i uu hoa tinh ndng News Feed

U.: biémss gitia lugt xem ctia nguidi sif dung va
ngudi tao ra goc canh

We: sic nang déi vai kiéu mdu goc canh (tao lip,
binh luin, yéu thich, gdn nhan, vv... )

d:’: Thoi gian cho nhan t6 phén ra dya trén viéc
goc canh thong tin da dugc tao ra bao lau

Trong Hinh 3.2, ching t6i st dung hinh dnh minh hoa giong nhuv chiéc
nhan kim cwong dé giai thich r6 hon vé EdgeRank cua Facebook, hoac
thuat toan news feed, trong tiéng Anh. Bat ¢t diéu gi dwgc dang tai 1én trén
Facebook, co6 thé 1a mot dong trang thai hodc cap nhat chung, mot duwong
dan dén mot trang khac, mot video, dwgc coi nhw mét muc tiéu/doi twgng.
Hay nghi vé doi twgng duwgc néi dén nhu la mét chiéc nhan kim cuwong xa
Xi.
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Hinh 3.2: EdgeRank cla Facebook

Dong cap nhat hodc bai ban dang la trung tam cua chiéc nhan. Bat cit khi
nao mot ngwoi st dung phan hoi véi doi twgng thong qua mot 10i binh luan
hodc Like, nguoi st dung nay dang xac dinh nhitng goc canh cta vién kim
cwong. Cang c6 nhiéu twong tac, cac géc canh lai cang tang (dwong cat, sy
rd rang va mau sac cang dep hon). Cang c6 nhiéu nhitng dwong cat nay, noi
dung cang dé dang dwgc hién ra trén “Nhitng thong tin méi nhat” cta nguoi
stt dung két noi véi ban. Tiép theo, ho sé nhin thdy ndi dung nay, twong tac
v6i ban va chiéc nhan cua ban (c6 thé ho tham chi sé “kinh ngac” vi sy
thong minh tuyét voi cia nd!) Hay xem cac tiéu chi dé khién cho n6 tré
thanh mot chiéc nhan kim cuwong tuyét voi bang viéc nhin vao ba géc canh
xac dinh News Feed Optimization:

1. Ngi dung nay da dugc dang lén bao lau? Dé t6i da hoa goc canh
nay, ban sé can xac dinh khi nguwdi ham mo, ban bé va khach hang tiém
nang gan nhw dang nhap va st dung Facebook. Chang han nhuw néu khach
hang cta ban la thanh thiéu nién, ban khéng nén chia sé ndi dung su6t budi
sdng cac ngay trong tuan va vao nhitng buo6i tra khi ho & treong. Néu ban
nhdam muc tiéu vao cac nhan vién cong s@, chia sé ndi dung va budi sang c6
thé thuan lgi va la wu tién ctia ban, vi rat nhiéu ngudoi st dung Facebook
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trong nhom doi twgng khan gia nay gan nhw luon vao trang ca nhan ctia ho
khi ho ngo6i ¢ ban lam viéc. Hodc néu cac khach hang cta ban hau hét la
gido vién, ban nén chia sé cap nhat vao ldc tir 3 dén 5 gio chiéu, khi ho van
dang ¢ truong nhung khong c6 gio len 16p. Nhin chung, moi ngwoi st dung
dang nhap nhiéu hon trong nhitng ngay cudi tuan, va vi it cong ty lam viéc
vao thoi gian do, nén nhitng dip cudi tuan la thoi diém t6t nhat dé chia sé
thong tin.

2. Nguwoi sit dung nay co thwong xuyén twong tac véi ban khong? Ho
la nguoi yéu thich trang Facebook cua ban thong qua mot quang cao trén
Facebook nhung khong bao gio ghé tham ciing nhv khong c6 nhitng nguoi
ban twong tac véi trang cta ban, ngwoi dé gan nhu sé it xem dwgc nhitng
ndi dung cap nhat cua ban, hay la ngudi thuong xuyén ghé tham trang cua
ban, thich nhitng bai viét hoac dong cap nhat tinh c& nhin thdy, hay tham
chi xem dugc nhitng bitrc dnh tw cong ty cua ban, co hoi thong tin cua ban
hién 1én phan news feed ctia nguwdi do tang 1én mot cach dang ké. Hay ghi
nh@ diéu nay. Twong tw nhw 1y do cho viéc cé duge nhiéu like ngay ttr ban
dau cho ndi dung cda ban rat quan trong — mot khi ban da nhan duwgc sy
cha y cuia mot ngwoi, cudc hoi thoai gitta ban va khach hang hodc khach
hang tiém nang dwgc tao ra, né sé tiép tuc dugc xay dung va tang cuwong.

3. Mitc do twong tac véi bai viét nhue thé nao? Pay la khia canh don
gian va y nghia nhat ma ban can tap trung vao. Thuat toan cua Facebook
xac dinh mitc do quan tdm hoac sy lién quan doi v6i mot doi twgng dwa
trén s6 lwgng 161 binh luan va like ma né nhan dugc. Cang nhan dugc nhiéu
phan héi, n6 cang c6 co hoi hién Ién trén news feed ctia ngudi st dung.

Lam thé nao dé EdgeRank tré nén hiéu
qua vOi ban

Thuat toan news feed cua Facebook chinh la mdt cudc cach mang.
Twong twgng néu cac quang cao truyén hinh ma moi nguwdi khong mudn
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xem bién mat hodc email quang cdo ban khong muon nhan sé ty déong bi
loai khoi Hop thw ctia ban. Facebook da tao ra mot hé théng hiéu qua c6 thé
loc dwgc tat ca nhitng thit vat vanh ma ngudi sit dung khong quan tam dén,
hodc té hon, sé phan ng lai mét cach tiéu cuwc. Tinh huéng nay budc cac
cong ty va nhitng ca nhan suy nghi hét sitc can than vé noi dung ma ho chia
sé: va do la mot cong cu day sic manh danh cho nhitng nguwdi lam
marketing va quang cdo, nhitng ngwdoi hiéu dwgc diéu ma khach hang cua
ho mu6n va khong mudn. Hay dén véi mot vi du dwdi day.

Tap doan A la mot thwong hiéu san xuat giay dé€ mém toan cau da chi
hang triéu do-la dé quang cdo nham xay dung va phat trién duwgc hon 1
trieu ngwoi ham mo tren Facebook. Doanh nghiép cta ban cling thudc
nghanh dé nhung la t6 chitc c6 nhitng nguon lwc nho hon va hién tai chi cé
5.000 nguwoi ham mo, mot nira trong s6 do6 tinh cd cling 1a ngwdi ham mo
cuia Tap doan A.

Tap doan A chia sé mdt thong diép marketing truyén thong vdi nguoi
ham md cia minh: “Pén chd nhitng do6i giay sap ra mat cta ching t6i trén
website va mua chung ngay tw bay gio!” Chi c6 mot vai nguoi click vao nut
Like hoac binh ludn duwéi ndi dung nay. Do cong ty da that bai trong viéc
thu hat khan gia, cudi cung chi c6 mot vai nguwdi nhin thdy cap nhat nay,
dong nghia véi viéc n6é sé khong duwgc chuyén dén phan “Nhitng thong tin
md&i nhat” cta ngudi st dung.

Tuy nhién, cung thoi diém, Tap doan A dwa ra cap nhat, cong ty ban chia
sé mot duong dan dén trang web vGi ndi dung: “Hay nhan phim ‘Like’ néu
ban dang trong tam trang vui vé dén chd ngay cudi tuan! Cé ai tham gia
chay khong nhi?” Ban c6 gang thu hit nhitng ngudi st dung v6i mot thong
diép than thién, dugc ca nhan hoéa va it c6 tinh doi hoi hon. Ban khong noi
v0Oi ho hay “di mua giay”. Dong cap nhat cta ban tao ra duvgc nhitng 1oi
binh luan va like, da dé duy tri vi tri hang dau trong news feed cta hang
nghin nguoi st dung mot ngay. Pap lai, vi trl nay tao ra nhitng cu click
nhiéu hon va doanh s6 cao hon. Quan trong hon, nhitng 10i binh luan dé lai
sé gitp ban thanh c6ng hon trong nhitng cap nhat ti€p theo ma ban chia sé.
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Ban da to ra vuot troi hon so véi Tap doan A mac du Tap doan A lam
marketing rat manh mé, nhung ban biét suy nghi trén 1ap truong ctia khach
hang, thu hut ho va thiét 1ap duwgc mot doi twong khan gia vo gia.

KHACH HANG CUA BAN THICH GI?

Cau hoi quan trong la, khach hang cta ban thuc sy thich gi? Xem xét the
ho quan tam. Ho coi trong diéu gi? Noi dung nao khién ho sé click vao nut
Like va gia tang sy hién dién cta ban d6i v6i nhitng ngudi st dung? Hay
nh¢ rang ban khong dugc chia sé nhitng cap nhat yéu cau moi ngudi phai
thich n6i dung dé, bdi né sé khién cho khach hang nhanh chéng coi do la
nhitng phién toai giéng nhw nhiéu chién thuat marketing truyén thong ma
ban da biét va khong may thich thu.

Vi du, ban c6 mot nén tang khach hang chu yéu la nam gigi. Ban biét
rang cac khach hang nay la nhitng nguwdi hdm mo thé thao, nhung ban
khong chac ho yéu thich doi hodc cau lac bd nao. Pon gian la ban c6 thé
héi ho trén Facebook, “Sy kién thé thao quan trong nhat trong nam nay doi
v&i ban la gi? Mua gidi nam ngodi ban c6 vii cho ai?” Néu khach hang tiém
nang nay khéng chan chir néi do la Giai Bong Bau duc Super Bowl va néu
tén ctia nhitng cau lac bo ho yéu thich nhat, ban sé mudn chia sé ndi dung
vé thé thao trong twong lai, ngay ca khi sdn pham ctia ban khéng lién quan
gi dén bong bau duc.

PEé c6 cau trd 16i cho sd thich ctia khach hang, hdy xem xét nhitng gi ma
ban da biét vé cac khach hang ciia minh — va néu ban chwa biét diéu gi thi
hay hoi ho.

KHONG PHAI VE THUONG HIEU
CUA BAN, MA VE KHACH HANG
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CUA BAN

Trong qua khi, cac nha marketing truyén thong khong c6 mot cudc hoi
thoai hai chiéu véi khach hang cta ho. Va hau qua 1a, nhitng ngudi lam
marketing truyén thong “tan cong” khach hang véi nhitng thong diép
marketing cho dén khi cong chiing chdp nhan mua hang cia ho. Vi nhw néu
ban la mét ngwdi My trén 40 tudi, ban chac chan sé biét diép khic quang
cao Jolly Green Giant — khong phai bgi dé la mot bai hat hay ma vi ban da
phai nghe n6 qua nhiéu trén radio va tivi dén noi ban khong thé khong
thudc long.

Trong thé gidi quang cdo va marketing, viéc khach hang dang nghi vé
san pham va dich vu ctia ban nhiéu nhw thé nao la wu tién hang dau. bé
chiém dwgc tam tri cda khach hang ngay tw bay gio, chuong trinh
marketing ctia ban khong thé chi don thuan néi vé thwong hiéu, san pham,
tinh nang hodc lgi nhuan nita. Trén hét, ban phai khién khach hang tham
gia vao cudc hoi thoai sap dién ra. Néu ho dang néi chuyén, va noi dung
ctia ban thudc nhitng thong tin mdi nhat hang dau trén trang Facebook ctuia
ho, diéu c6 gia tri hon quang céo tra tién, ma cac khach hang c6 thé san
sang bo qua. Thong diép phdi néi vé khach hang ctia ban. Nhitng hy vong
va mo wéc caa ho la gi? Ho mudn lam gi, nghe gi, néi va chia sé diéu gi?
Diéu gi thuc sy lién quan dén ho?

DPay la bai hoc khé doi véi cac cong ty, vi né khong lién quan nhiéu dén
nhitng thit ho hoc vé marketing, quang ba va céng chung. Ho sé hoi, “Thé
con thuwong hiéu ctia chiing t6i thi sao? Lam cach nao ching tdi c6 thé danh
nhitng dong tién marketing quy gia cling nhw thoi gian cho nhitng thong
diép chang lién quan gi dén thwong hiéu hodc céng ty ctia minh?”

Do 1a diéu tat yéu, do d6 hay nhac nhé ban than ban vé nhitng thong tin
md&i nhat. Néu toan bo thong diép ndi dén thwong hiéu cta ban, va moi
nguoi khong thay thong diép do c6 gi hap dan hodc lién quan dén minh, ho
sé chdng ngo ngang gi dén né. O khia canh tich cuc hon, ngay ca khi thong
diép khong dé cap gi dén thwong hiéu cua ban, nhwng néu né nhan dwoc

https://thuviensach.vn



nhitng 10i binh luan va like, tén tudi trang Facebook ctia cong ty ban van sé
tiép tuc dwoc nhitng ngwdi ham mo trong thay va thu hit dugce sy cha y cta
ho. Thuwong hiéu ctia ban khong chi nam & hang dau trong news feed cia
nguwoi st dung ma con dan dau trong tam tri ho. Hay xem xét hai vi du
trong doi song thuc vé sitc manh cta viéc suy nghi giong khach hang va st
dung truyén thong xa hoi mot cach thich hgp dé hap dan va 16i cuén ho.

The Pampered Chef: Cung cap ndi dung
Ve nau an ma nguwoi ham mo cua ho yéu
thich

The Pampered Chef (TPC) la mot trong nhitng t6 chitc 16n nhat va ban
hang truc ti€p danh tiéng nhat nwéc My. Dat tru s& tai Chicago, ndé cé mot
lwc lwgng ban hang déng dao véi nhitng c6 van doc 1ap cung cip do an cho
cac bira tiéc va sy kién tai gia. The Pampered Chef tham gia Facebook sau
khi hau hét nhitng chién dich ban hang ctia n6 da tao 1ap trang riéng cia
minh va c6 dén hang nghin ngwdi ham md. TPC muén nhanh chéng xay
dung dugc mot giao dién Facebook hiéu qua danh cho thwong hiéu va
nhitng nguwdi ban hang. Tuy nhién, vGi ngan sach han hep, TPC khong thé
dau tw cho quang cdo trén Facebook, nhw nhiéu doi tha hodc céng ty khac
dang lam dé dinh huwdng, thu hut lwot like ban dau cho trang cta ho.

Cac thanh vién trong doi ngii ctia The Pampered Chef suy nghi can than
vé nhitng ndi dung ma khach hang cua ho sé thich va khong thich, sau dé
cung lam viéc dé xay dung nén mot trang ngwdi ham mo, véi nhitng (ng
dung va ndi dung hang ngay khong phai vé nhan hiéu cting khong phai dé
ban hang, ma toan bo la vé khach hang cta ho. Vi du, nhom chia sé néi
dung lién quan dén cac cudc thi vé cac cong thitc nau an, khuyén khich moi
nguwoi ké chuyén vé nhitng bita an tuyét voi, va dé nghi khach hang dang
1én nhitng bitc anh vé cdc mén an tuyét voi. Ung dung qua ting ao cho
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phép nguwdi hdim mo cda ho chia sé mot birc anh vé chiéc banh tuyét ngon
tren twong Facebook cua nhitng ngwoi ban vao ngay sinh nhat ctaa ho hoac
dé chic mirng nhitng dip 1€ khac. Tat nhién, tat ca nhitng ndi dung nay lién
quan mat thiét dén thwong hiéu va nhiém vu cta né, nhung né khong de
cap truc tiép dén thuwong hiéu, ma la khach hang, va dugc thiét ké dé cang
hdp dan cang t6t. Bang viéc tdp hogp hang tram 16i binh luan va like thong
qua sy twong tac véi khach hang, The Pampered Chef duy tri ¢ vi tri hang
dau trén nhitng théng tin mdi nhat ctia ngwdi ham mé cang lau cang tot, tao
ra nhiéu su chia sé tam tri, s6 lwot click, va thu vé doanh so 16n hon.

{ The Pampered Chef Hey pampered friends, we want to hear from

i DA i 1o (N 1) you My youF <ok i i Gl

Pampered Chef Business? Enter to win our Your Lile, Your Way.

Sweepstakes through the Join Us tab todayl)
Doober LB at 12:17pm k Coi L

£ Ay Siife and 370 others like this

5 Vs 303 comments
3.3 Mot cap nhat Facebook cua
Pamered Chef
Hon 100 nghin ngwai thich trang do6 trong hai thang dau tién, va hang
tram nguwoi binh luan cho nhitng cdp nhat hang ngay, ma khong mat dong
nao cho quang cao. Noi dung phong phu dugc chia sé bgi The Pampered
Chef moi ngay tao ra khong chi nhitng lwgt like ma con rat nhiéu chia sé
lién két, dan dén viéc nhiéu nguai trd lai véi trang. Mdc du The Pampered
Chef khong tiét 10 con s6 doanh thu dugc tao ra tir Facebook, nhitng cong
ty khac qua quyét rang con s6 do rat hap dan.

Omaha Steaks dat “Cudc tro chuyén” hap dan 1én

trwdc viec ban thit nwdng
Omaha Steaks la nha ché bién thit nwéng va van chuyén thit hop hang
dau nwéc My, véi hon 80 diém ban 1é dia phwong, duy tri viéc dat hang qua
catalog, dién thoai va trén Internet. Cong ty da ban nhiéu mat hang do an
cho nhitng ngwdi mua hang hodc mua lam qua cho ngwdoi than va ban bé dé
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chiic mirng sinh nhét, nghi 1é hoac nhitng dip ky niém dac biét khac. La
cong ty gia dinh trong hon 90 nam, Omaha Steaks truGc day tung tap trung
vao marketing, ban hang tryc ti€p va nhan manh vao thwong hiéu. Bé
ngoai, diéu nay hoan toan trai ngugc véi tw duy truyén thong xa hoi.

Tuy nhién, khi st dung truyén thong xa hdi, ban quan ly cia Omaha
Steaks nhanh chéng hiéu duwgc viéc tao ra ndi dung vé khach hang quan
trong hon la néi vé thwong hiéu. Mac du khach hang ctia n6 c6 pham vi tudi
tac, s& thich va moi quan tam rat 16n, nhung cong ty xac dinh rang khach
hang dién hinh nhat trén Facebook la nam gidi tir 40 dén 65 tudi, thich thé
thao va/hodc gidi tri. Két qua 1a, ho da tao ra va chia sé nhitng ndi dung hap
dan nhat déi véi cac khach hang néi chung, bao gom nhitng khéa hoc danh
golf, bong chay, phim anh va am nhac tw thap nién 1960. N6 tham chi con
tao 1ap tinh nang “Table Talk” (Tro chuyén), qua d6 dwa ra cho khach hang
mot cau hoi hodc chua dé lién quan dé thao luan.

Golf va phim dién anh thi c6 lién quan gi dén Omaha Steaks? Chang lién
quan gi — nhung né lai lién quan dén nhitng gi ma khach hang ctia Omaha
Steaks mudn no6i vé. Noi dung thich hgp dwa trén khau vi ctia khach hang
va tinh nang Table Talk thong thwong dan dén nhiéu loi binh ludn va like
hon, thu hit nhiéu ngwdi ham mé hon. Noi dung cta ho xuat hién nhiéu
hon trén news feed ctia nguwdi stt dung Facebook va dan dén su chia sé tam
tri nhiéu hon, hiéu qua hon.

Ngay nay, Omaha Steaks nang cao danh tiéng trang Facebook ctia minh
v&i viéc thu hat khach hang mua san pham nhiéu hon chua ting c6 trong
lich st cua cong ty.

HAY HANH DONG!

1. Ghi ra nhitng diéu khach hang dién hinh cta ban thich. C6 gang tranh
viét nhitng diéu vé cong ty, t0 chitrc va san pham cta ban, thay vao dé,
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tap trung vao moi quan tam va sd thich ctia khach hang. Noi dung dac
biét nao sé lam cho ban click vao nut Like khi ban dong vai tro nhw
mot khach hang? Viét ra 10 diéu hap dan nhw vay.

2. Lay thong diép ma td chitc cia ban st dung cho nhitng phwong thitc
marketing trong qua kh va viét lai né ap dung cho nhitng trang mang
xa hoi, khién thong diép tré nén gia tri hodac hap dan khan gia hon. N6
nén ngan gon va ngot ngao va la diéu ma ban muén nhan dugc vai tw
cach khach hang, khong phai diéu ma ban muén gwi di vdi tw cach
mot nguoi lam marketing.

3. Thao mot ké hoach vé viéc lam thé nao ban c6 thé tao ra mot noi dung
c6 gia tri khong chi doi v6i nhitng trang mang xa hoi ma con cho tat ca
cac ndi dung giao tiép va marketing. Ban sé thay doi gi trong email
marketing, thu truc ti€p, ndi dung trang web, va quang cao néu ban
suy nghi nhuv khach hang thay vi mot nguwoi lam marketing? Ban cé
thé tao ra mot ndi dung t6t hon trong tat cd cac kénh giao tiép cua
minh khong?

HAY TRO NEN HAP DAN, DUNG
GAY PHIEN TOAI

Chung ta dang bi “bé bom” bdi nhitng thong diép marketing ngay mot
nhiéu. Ban c6 co hoi dé xuat hién trong s6 nhitng diéu gay phién toai nhat,
bang nodi dung vé sdn phdm ma moi ngwdi thyc sy mudn nhan dugc.
"Nhitng thong tin mdi nhat" trén Facebook budc ban phai suy nghi nhw
khach hang va thach thitc ban chia sé ndi dung ma ban cho rang khach hang
ctia minh thue sy thich hodc sé c6 gia tri véi ho. Néu khong muon trd nén
v0 hinh, ban phai tré nén that hap dan va 16i cudn, it nhat la trén Facebook.
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4. MOI KHACH HANG CUA BAN
TRO THANH NGUOI HAM MO BAU
TIEN

Ban bat dau tao 1ap mot trang Facebook va tai khoan Twitter cho cong ty

ctia ban. Ban vira tao mot kénh YouTube, bat dau viét blog, va tham chi
thém vao mot nut trén trang web ctia cong ty dé quang ba cho trang
Facebook. Ban dang lam tat ca nhitng gi ban nghi dé “tham gia vao cudc
héi thoai” nhd truyén thong xa hoi.

Tuy nhién cho dén bay gio, két qua van vo cung am dam. SO lugng
nguwoi quan tam qua thap so véi quy mo cong ty ban, va ngudi duy nhat
giao tiép vdi ban cé thé chinh la ban than ban. Nhung sy hita hen cta
truyén thong xa hdi ma ban nghe dwgc rat nhiéu cang tré nén bat kha thi.
Ban khong biét minh lam gi sai hodc can phai lam gi dé cé thé di dung
huwéng va thanh cong véi mang xa hoi. Vay ngwoi ham mo trang Facebook
ctia ban ¢ dau? Tai sao chang mdy ai thich trang Facebook d6?

Khong c6 ly gi phdi lo lang ca. Bat ké quy mo t6 chic ctia ban nhu thé
nao, khéng phai tir dung ban c6 dwgc nhiéu ngwsi ham mo trén Facebook,
nguoi theo doi tren Twitter, nguoi dang ky theo doi trén blog va YouTube.
Tin khong hay la ban sé phai lam viéc cho nguwdi ham mg, ban be, nhitng
nguoi theo doi cia minh, con tin t6t la moi ngwdi khac cling déu phai lam
thé. C6 nhitng thwong hiéu quoc té dau tw hang triéu d6-la vao marketing
moi nam nhung chi c6 chwa dén 500 ngwdi ham mé trén Facebook va
khong c6 trang Twitter chinh thitc — do do6 bat ké bay gio ban dang & trong
tinh hudng nao, thi ban van dang lam viéc cho mot cong ty t6t va van co
thoi gian dé cai thién.

Nam nam tredc day, Internet khong phat trién manh béi Iic d6 moi
ngwoi chra danh phan 16n thoi gian cia minh dé vao mang nhu hién nay.
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Nhitng nguoi st dung truy cap vao Facebook, Twitter va nhitng mang xa
héi khac tim kiém, trong dgi nhitng ndi dung c6 lién quan dén minh. Thuc
té, vao thang Muwoi m6t nam 2010, Y4 s6 nguwdi st dung Internet truy cap
vao Facebook.com. Véi tw cach mot cong ty, diéu quan trong véi ban khi
dang s& hitu mot thwong hiéu khong 16 hoac méi, dé la nhitng ngwdi khong
biét vé san pham hodc dich vu cta ban gan nhu ciing sé khong phai la
nguoi ham mo cua ban trén Facebook hoac nguoi theo doi ban trén Twitter.

Vay ai sé trd thanh nhitng ngwoi ting ho dau tién cho thwong hiéu trén
mang xa hoi cta ban? Tai san 16n nhat caa ban l1a khach hang, doi ngi, doi
tdc va cac nha dai ly. Du sao chang nita, dé tan dung dwgc nhitng 1gi thé
nay, ban phai dé nghi ho ung ho cho cong ty thong qua mang xa hoi va noi
v6i ho 1y do ho nén lam thé. Giai thich nhitng 1gi ich ctia mang xa hoi doi
v6i nhitng nguwdi ung ho ban trong hién tai. N6i véi ho 1y do cap thiét khién
cong ty ban huwéng dén mang xa hoi. Mo ta cach thirc hanh déng gitip cho
cong ty ban trong nhitng no lwc marketing va quang cdo ciing nhw chac
chan rang ho hiéu sy tham gia cia ho cé gia tri nhw thé nao trong quy trinh.

NUT LIKE (YEU THICH) QUAN
TRONG HON LINK (PUONG DAN)

Muoi nam triede, néu ban xay dung mdt website cho cong ty, cé 1é ban
khong hé ky vong vao viéc cé hang nghin ngudi la truy cap vao trang web
d6? Thay vao dé, ban st dung né dé marketing dén nhitng nguoi truc tiép
ghé tham website ctia ban va dia URL hodc dwong dan dén bat cit dau ban
c6 thé. Doi khi moi ngwdi truy cap nd, va néu ho thich ndi dung cling nhw
da tin twéng ban, cé thé ho sé nan lai chéc lat, mua san pham va dich vu
cta ban. Hodc néu nguwoi khac lién quan dén cong ty ban nhan thdy noi
dung hitu ich, ho sé tao dwong dan tir website ctia ho dén website ctia ban,
doi lai ban sé dwa duong dan website ctia ban dén cua ho. Viéc nay gitp tao
ra nhiéu “dwong dan gia tri”, t6i da héa nhitng cong cu tim kiém t6t hon, va
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gia tang lvu lwgng truy cap website. Ngay nay, nut Like quan trong hon
link (dwong dan). Bwa moi nguwdi dén website cia ban c6 thé giip ho biét
vé cong ty cua ban va tham chi ho sé mua gi do, nhung khién cho ho Like
(thich) trang Facebook cua ban con thyc hién dugc hai chitc nang co ban
thiét yéu sé gép phan vao thanh cong 1au dai.

Pau tién, khi moi ngwoi st dung chitc nang like, ho sé theo doi cap nhat
cta ban, cho phép ban c6 cudc hdi thoai vinh vién véi ho trén Facebook,
trir khi ban lam x6i mon niém tin cta ho, ho sé khong theo doi ban nita.
Thi¢ hai, né gidi thiéu tén tudi cua ban dén la ban bé ctia ho. Trung binh
moi ngudi trén Facebook cé 130 ban be, do dé v6i mai like, ban c6 thé gigi
thiéu thuwong hiéu dén 130 khach hang tiém nang khac, hodc nhiéu hon.
Ban c6 thé twdng twgng duwge rang moi lan mot ca nhan ghé tham website
cta ban, c6 ay chia sé thyc t€ d6 véi 130 ngwdi ban cia minh? (“Nay cac
ban than mén, t& vira m&i ghé tham trang web nay. Tuyét lam, cac cau thi
xem nhé!) Diéu twong tu cling ding vdi nhitng ngwoi theo doi trén Twitter,
nhitng nguoi theo doi trén YouTube hodc blog cua ban, va nhitng trang
mang xa hoi khac, nhung s6 lwgng nhitng trang ké trén khong nhiéu bang
trén Facebook. Ngoai ra, khong c6 mang xa hoi nao cé tinh lan truyén mot
cach hiéu qua nhv Facebook.

Pon gian 1a, ndi dung cang nhan dwgc nhiéu like, né cang dwgc xem
nhiéu hon, va s6 lwvgng truy cap vao ndi dung do6 ngay mot tang 1én. C6 mot
hiéu &ng kéo dai ctia so lwgng like trong viéc tim kiém trén Facebook: mot
khi ban nhan dwgc mot like trén trang ctia minh, bat ci¥ nguwdi ban nao cia
nguoi da like d6 cling c6 thé nhin thady né trong cac cudc tim kiém twong
lai. Do d6 néu ban la luat sw va mét trong nhitng khach hang cda ban like
trang Facebook cuia ban, bat cit khi nao mot trong nhitng nguwdi ban cta anh
ay tim ki€m mdt luat sw va tim thay ban, syt ddm bao béi khach hang cua
ban (“John, ban cta anh thich ludt sw Bob”) luén san sang. Néu ban dai
dién cho mot cong ty san xudt ghé cho tré em, khi khach hang la mét ba me
thich san pham cta ban trén Facebook, ban bé ctia c6 ay la nhitng ngudi me
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cling sé nhin thay s bdo dam cta c6 &y mot cach nhanh chéng, diéu dé
dwgc chitng minh cé sitc manh hon bét ci¥ quang cao nao.

LAM THE NAO BE NHAN bUGC
LIKE: PHAT TRIEN TUYEN BO GIA
TRI

Trwéce khi doc cudn sach nay, c6 thé ban da hiéu kha nang va tam quan
trong cua tinh nang like trén Facebook. Tuy nhién, cau héi hién tai dat ra la
lam thé nao dé khién nguoi thue sy nhan vao nut like trén trang Facebook
cta ban? Bat ké thwong hiéu cua ban c6 néi tiéng thé nao lic nay, ban sé
can cung cap mot tuyén bod gia tri dén khach hang, doi ngii, dai ly va déi tac
cua ban, nhitng 1gi ich ma ho nhan dugc trr viéc trg thanh nguwoi ham mo
cta ban. N6i cach khac, dirng chi noéi véi ho rang hay thich ban, ma hay dé
khach hang thdy ban danh cho ho diéu gi, va n6i v6i khach hang vé ho chit
khong phai vé ban.

Hay xem xét hai cach thitc kéu goi hanh dong dué6i day:

Hay thich trang Facebook cia chang t6i tai dia chi
Facebook.com/LikeableMedia

Hay

Hiy dwa ra cau hoi cia ban bat c* lic nao trén trang
Facebook.com/LikeableMedia

Cau dau tién hoan toan tap trung vao thwong hiéu. Tai sao ban doc n6 va
quyét dinh like cong ty ctia chiing toi trir khi ban da biét ching t6i, yéu mén
va tin twong chung t6i? Cau thit hai lai tap trung vao khach hang va cé vé
nhu sé tao ra nhiéu hanh dong hon, khong chi tir nhitng nguwdi yéu mén va
tin twédng chung t6i ma con tr nhitng khach hang binh thuwong, lan dau tién
stt dung san pham va dich vu ctia ching t6i va tham chi la nhitng khach
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hang tiém nang. Ban c6 biét rang ban khong thé ddt ra cau héi hoac dang
bai viét lén twong trang Facebook ctia cong ty néu khong like trang
Facebook d6? Chac han, ban khéng hé nghi dén diéu dd, va ca nhitng nguoi
méi chi click vao nut Like dé c6 thé ddt ra cau héi cta ho. Bat c diéu gi
ban c6 thé lam dé kéu goi hanh dong trén trang Facebook trén thuc té sé
khuyén khich nhitng lwot like, thay vi phai true tiép yéu cau ho. Chang han
nhw Oreo da dat cau hoi cho khach hang cia minh trén bao bi sdn pham:
“Nhing banh vao sita hay khong? Hay cho ching t6i biét y kién ctia ban
trén trang Facebook.com/Oreo”. Ho khuyén khich moi ngudi chia sé y kién
ca nhan, khong chi dé nghi khach hang like nhitng noi dung trén mang — va,
hon 17 trieéu nguoi thich trang Facebook cua Oreo.

Mot tuyén bé c6 thé dem lai nhitng gia tri khac nhau déi véi tiy nhém
khach hang. Vi dy, ban mu6n mai doi ngii cua ban like trang Facebook ctia
minh, khich 1é ho dang nhitng cau héi cho CEO, mot trong s6 d6 sé nhan
duwgc hoi dap. D6i vai cac khach hang, ban c6 thé madi ho truy cap dé nhan
duwgc phiéu gidm gia.

Bang viéc dwa ra cho moi ngudi nhitng dé xuat gia tri néu like trang
Facebook cuia minh, ban sé chuyén khach hang thanh ngwdi ham mg, va bat
ct? noi dung nao cta ban ciing déu dwgc ho dén nhan va yéu thich.

Tai sao moi nguwoi nén like trang cuaa ban tréen Facebook hoac theo doi
ban trén Twitter? Ho sé nhan dwgc diéu gi gia tri? Lam cach nao ban c6 thé
tom gon no trong mot cau kéu goi hanh dong don gian, suc tich? Dué6i day
la mot vai 101 kéu goi hanh dong thyc té tir cac khach hang sé gitp ban suy
nghi vé ly do moi ngudi nén like ban:

e Chia sé phadn hoi cta ban véi ching t6i theo dia chi
Facebook.com/VerizonFiOS

e Chién thang gidi thwéng va tham gia tro0 chuyén tai dia chi
Facebook.com/1800Flowers
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e Ung hdo mién phi viec t* bé thuéc 14 tai dia chi
Facebook.com/NY Cquits

e Két noéi vdéi nhitng ba me khac nhw ban tai dia chi
Facebook.com/striderite

e Tro chuyeén tai dia chi Facebook.com/UnoChicagoGrill

e Hay nhan mot cai bao cao su tai dia chi Facebook.com/NYCcondom

Phat trién tuyén bo/dé xuat danh cho khach hang va sau d6 dwa né lén
cac phuong tién truyén thong ctia ban véi cac khach hang va khach hang
tiém nang la mot viéc lam rat can thiét. Hay xem bang 4.1.

Bang 4.1: 10 ly do hang dau khién khach hang like trang Nguwoi ham md
cua ban

1. Bé nhan dugc nhiéu phiéu giam gia va khuyén mai
2. DBé thé hién sy tng ho danh cho thwong hiéu vGi ban be

3. Bé nhan dwgc “nhitng d6 mién phi” (vi du nhw mau dung th, phiéu
stt dung do)

4. DBé nhan dugc théng tin vé cac hoat dong cua cong ty

5. D€ cap nhat vé nhitng ké hoach trong twong lai

6. D€ nhan dugc nhitng thong tin cap nhat vé dgt giam gia san pham sap
tdi

7. Vui la chinh

8. bé truy cap dugc vao nhitng thong tin doc quyén

9. bBé hiéu ro hon vé cong ty

10. Bé gido duc vé nhitng chu dé ctia cong ty
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Viéc nhan dwgc nhiéu lwot like quan trong v6i moi ngwdi nhung diéu do
tham chi con can thiét vGi cac doanh nghiép nhé va nhitng t6 chitc mai
hon. Ho c6 thé st dung truyén thong xa hoi mién phi cling nhu marketing
truyén miéng dé phat trién cong ty con non tré ctia minh. Pitng ngan ngai
de nghi bat ct ai c6 tam anh hwéng trong t6 chitc like ban. Tuy nhién, dirng
lam thé néu khong tao dwgc gia tri cho khan gid ctia ban. Ban sé khong
dwgc bat cit ai like ma khéng mang dén cho ho mét 1y do hgp ly. Mat khac,
ban ciing sé khong nhan dugc like tr moi nguwdi néu khong nhac nhé ho
like ban. Hay cung cdp cho ho gia tri cung vdi co hoi, va nhitng dai ly, doi
tac, doi ngti nhan viéen cting nhu ban be sé tham gia vao trang cua ban.

Ban nén keu goi khach hang Like ban ¢ dau?

Ban nén cung cap cho nhitng ngwoi theo déi va ngwdi ham mo tiém nang
ctia ban nhitng dé xuat gia tri & cang nhiéu noi cang t6t. Dugi day la nhitng
noi dugce cho la tich hgp dwgce nhitng 16i kéu goi hanh dong dén khach hang
cua ban:

. Trén website cua ban

. Trén moi email ban gtti di vGi tw cach cong ty
. Trén moi chit ky email cia tirng nhan vién

. Trén moi tam danh thiép duoc trao di

. Trén mo6i cudn sach quang cao nho

. Trén moi tam bién lai

. Trén mo6i bitc the binh thudng ma ban gui di

. Trén moi cudc goi dén cong ty cda ban

© 00 NN O Ul A W N

. Trén moi bao bi san pham (nhw vi du vé Oreo)

[N
O

. Trén moi bang chi dan trong cong ty

Nhan tin deé Like
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Hau hét moi nguwdi khéng phéi lic nao cling mang theo may tinh ca
nhan, nhung ai cling mang theo dién thoai moi luc moi noi. Facebook co
mot tinh nang it dwgc biét dén “Text to Like” (Nhan tin dé Like) thuc su
manh trong viéc giip bat ci ai like trang ctia ban ma khong can phai ng6i
tredc may vi tinh. Chi don gidn 1a go dong chi “like [tén trang]” va gtii dén
FBOOK (32665) tr bat ctt chiéc dién thoai di dong nao két noi vai tai
khoan Facebook cta ban, ban c6 thé thich trang d6. Ban khong tin t6i u?
Hay thi kiém tra ngay bang cach 1ay dién thoai cua ban va go dong chi
“like LikeableMedia” gtti dén 32665. Sau do, ban c6 thé héi cong ty ching
toi bat ct cau héi nao vé truyén thong xa hdi hodc vé cubn sach nay va
nhan dugc phan hoi nhanh chéng. (Cam on vi da like!)

Tinh nang “Text to Like” c6 m6i quan hé rong rai vgi bat cit nganh kinh
doanh nao vd&i nhitng dia diém trong cudc song thuc, bat ci¥ sdn pham nao
duwgc bay ban tai cita hang, bat ct dia diém ban 1é hodac nha hang hay cac
dich vu cong. Gia st ban dang phai xép hang trwdc mot cira hang ban do an
hodc mdt trung tdm thwong mai, va ban nhin thdy mot tdm bién dwgc dat
gan 16i vao co6 viét, “Text ‘LikeOurStore’ dé két noi véi ching t6i trén
Facebook va nhan duwgc khuyén mai 20% cho lan mua hang tiép theo.” V&i
tw cach mot khach hang, ban dwoc cung cap mét dong lwc khién cho dé
xuat nay tr@ nén that hap dan, va néu ban da la mot khach hang, chac chan
ban sé thitr n6. V@i tv cach mot nguwoi lam marketing, ban hdy xem xét tim
hiéu vé cach tich hgp dugc nhitng chiéu quang cao va tiép thi nhw vay vao
trai nghiém cua khach hang.

Néu ban thyc hién hanh dong do6 lau dai, phan thwdéng nhan lai sé rat
phong phii. Chac chan, ban sé khong ban dugc nhiéu san pham cho khach
hang nhanh chéng nhw ban mong mu6n bang viéc c6 dwoc nhiéu like ngay
lap tic. Nhung vai siic manh ctia Facebook, ban sé tao ra 130 khach hang
m&i tiém nang khi mot ngwoi st dung like ban. Néu khach hang do tro lai
v&i ban trong nhitng tuan sau va mang dén mot hodc hai ngwdi ban, liéu né
c6 gia tri hon doanh s6 don ban dau khong? Nhitng co hoi 1au dai hon nho
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doé sé duoc tao ra danh cho nhitng nguwoi lam marketing it tap trung vao
doanh s6 trdc mat thay vi tap trung thu dugc nhiéu like trén Facebook.

CHU KY DOANH SO MOI TREN
INTERNET

Néu ban dirng lai va xem xét gia tri ciia mot like so v6i doanh s6 tirc thi,
ban sé thay rang mot tam nhin xa sé mang lai nhitng thanh qua t6t hon.

Thuwong mai dien tw: Ban hang bay gio
hay like bay gio?

Hang t4 nhitng tinh nang cta mot trang thwong mai dién ti dién hinh,
hang tram cho dén hang nghin san pham gidm gia, rat nhiéu trong s6 dé
thuwong dwoc mua dé lam qua tang. Moi phan chit viét hodc d6 hoa trén mot
trang nhw thé dwoc t6i wu héa mdt cach can than dé cé duge cang nhiéu
“click” doi véi phuong tién mua hang cang t6t nham t6i da héa doanh s6
ban hang tirc thi. Chién thudt nay rat hiéu qua trwdc khi mang xa hoi ra doi,
nhuwng néu trang thwong mai dién ti twong tw dwgc t6i wu hoa danh cho moi
nguwoi chia sé diéu ho yéu thich bang viéc nhdp chudt vao nut Like trén
cang nhiéu san pham va danh muc cang tot thi sao? Chitc nang nay sé tao
ra mot cong cu ghi lai thwong xuyén nhitng méi quan tdm va s thich cta
khach hang. Sau dé, ban bé cuia nhitng ngudi ghé tham cé thé truy cap vao
trang, nhin thay chinh xac nhitng sdn pham ma ban cta ho da like, va c6 thé
mua san pham d6 dé tang sinh nhat anh ay, trong dip 1é tét hodc trong bat
ctt dip gi. Vé&i tw cach mot cong ty, ban sé thu duwgc doanh so tic thi thap
hon, nhung sé tich liiy mot ty 1é chuyén doi dang ké trong twong lai (phan
tram nhitng nguwoi ghé tham trang web mua sdn pham cta ban hodc thuc
hién nhitng hanh dong trong tuong lai).
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Ban sé mua gi dé cho chéng hodc vo minh néu nhin thdy anh ay hay co
ay thé hién moi quan tam va sé thich doi véi san pham dé bang viéc like né
trén mang?

Nhitng dich vu chuyén nghiép: Like nhw mot to gidy
gigi thieu

Nhitng trang web danh cho cac bac sy, nha sy, luat sw, nhan vién ké toan,
va nhitng ngwoi lam cac céng viéc khac dwoc thiét 1ap hién nay dé thuyét
phuc ban goi cho ho nhung néu né dwoc thiét 1ap dé tao ra like thi sao? Néu
moi nguwoi di lam danh thoi gian néi véi tat ca khach hang hién tai cta
minh, “Néu ban hai 1ong vdi dich vu cia ching t6i va muon cho moi nguoi
biét vé nhitng tradi nghiém ngoai mong dgi cia quy vi doi vdi cong ty ching
toi, hay like ching t6i trén Facebook”, hoac “Ddt cho chiing t6i cac cau hoi
trén trang Facebook cda ching t6i”, ho sé ngay lap tirc bat dau tao ra mot
mang luwdi gia tri, khong chi dé phat trién sy c6 mat ctia ban ma con xay
dwng mot nhém khach hang than thiét tin twéng ho cao d6. Mot nam trudc,
néu muon tim mot luat s hodc nhan vién ké toan, ban cé thé phai tim kiém
trén Google. Ho sé tra tién vao nhitng cong cu tim kiém marketing dé trang
web ctia ho sé hién 1én dau tién trén man hinh ctda ban. Hién nay, dé tim
dwge mot luat sw hodc ké toan, ban cé thé tim kiém trén Facebook tir nhitng
nguoi ban hodc dong nghiép dang tin cay va tim ra cach lién hé véi ho. Ban
thich chon mot luat s hoac bac sy trén mang hay dwa vao mot 10i giGi
thiéu tir mot ngwoi ban cua minh?

Bac sy Ed Zuckerberg
(mot nha sy tham chi cling c6 thé tré nén
dang mén
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Tién sy than hoc Edward Zuckerberg, mot nha sy & Dobbs Ferry, New
York. Ong 1a cha ctia Mark Zuckerberg, nguoi sang lap va CEO cua
Facebook. Buwgc bénh nhan biét dén nhw la “Béc sy Z khong dau dén”, 6ng
la minh chitng cho thuc t€ rang cong viéc cta bat ct ai cling c6 thé thu lgi
tlr viéc st dung truyén thong xa hoi. Cac nha sy luén dva trén nhitng 10i
gidi thiéu truyén thong dé cing cé cong viéc ctia ho — ngay nay, truyén
thong xa hdi cho phép diéu nay xdy ra mot cach hiéu qua hon.

Hay dobi dién véi thyc té nay — hau hét moi ngwoi déu khong mudn dén
nha sy (xin 16i Bac sy Z). Néu giong t6i, ban sé coi mot cudc hen véi nha
sy con hon cd mot viéc kinh khung nhat. Do do, cac nha sy thong minh &
bat ky dau cling c6 thé bién trai nghiém cta ban tai phong kham tré nén dé
chiu, bao gom phong kham tao cdm giac than thién, son twdng mau sac,
nhitng cudn tap chi thi vi hay nhitng thit hay ho dé doc khac, hay do choi
cho tré em. Bén canh nhitng diéu dd, diéu khién nhitng trdi nghiém bén
ngoai tré nén tét dep hon, Bac sy Zuckerberg da lam nhitng viéc can thiét
khién viéc kham chita bénh ctia 6ng tré nén than thién trén Facebook.

Khi lan dau tién dén tham van phong, ban sé nhin thdy dong chi* “Ban
thich chiang t6i? Hay Like ching tdi trén Facebook & dia chi
Facebook.com/PainlessDrZ hodc nhan tin ‘thich PainlessDrZ’ giti dén
32665 dé tham gia vGi ching t6i.” Riéng hanh dong nay con hiéu quéa hon
99% viéc kham chita bénh rang miéng trén thé gidi trong viéc dinh hudng
lwgng like. Moi nguwdi ngoi ¢ phong chd 1a nhitng ngudi bi “giam cam” va
dé6 1a co hoi hoan hdo nhat dé chuyén khach hang thanh ngwdi ham mo tryc
tuyén. Tuy nhién, nhitng co hoi tro chuyén khong dirng lai ¢ day.

Email nhac hen ctia Bac sy Zuckerberg bao gom mot 16i kéu goi dat cau
héi vé chuyén ghé tham sap t6i cua ban trén Facebook, va nhitng bénh nhan
md&i duwgc moi dén bang tin nhan dién thoai dé “hiéu rd hon vé ching t6i
tredc khi ban dén phéng kham bang viéc kiém tra ho so cia ching toi trén
trang Facebook.” Nhitng chién thuat nay khién bénh nhan cam thay thoai
mai hon trong bu6i kham bénh dau tién cua ho, nhwng ching ciing mang
dén nhiéu lwot like hon.
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DPén nay, hon 1.000 bénh nhan da Like (Thich) Bac sy Z trén Facebook —
dan dén hang ta bénh nhan mdgi. Ngay ca khi t6i c6 mot ngwoi ban trén
Facebook gtti cho t6i mot tin nhan vGi ndi dung nhw sau: “Bac sy
Zuckerberg c6 phai la mot nha sy gioi khong?” Va toi da tra 1oi la “Co!”

Va c6 ay da dén kham trong tuan ke tiép.

PIEU Gi XAY RA NEU BAN KHONG
CHUYEN DOI PUOC KHACH HANG
HIEN TAI CUA MINH?

Co6 mot rui ro khi tap trung vao viéc chuyén doi nhitng khach hang hién
tai ctia ban thanh nguwdi ham mo. Nhitng ngwoi lam marketing mua vu trén
Internet sé tranh luan rang khéng c6 mét Ty 1€ lgi nhudn trén vén dau tw
(ROI) nao bao dam tao ra so like tir khach hang hodc khach hang tiém nang
ctia ban. Ho ciling sé cho rang tap trung vao viéc tao ra nhiéu like hon trén
Facebook, ban da gidam doanh s6 cia minh. Moi lan c6 ai d6 click vao nut
Like, ho s€ noi co it nguoi click vao nut Buy Now (Mua ngay bay gio).
Dbiéu d6 c6 thé ding, va ban c6 thé dam chim ngay vao nhitng chuyén doi
trén mang khi 1an dau tién ban dwa ra chién lwgc marketing dé nhan dwogc
nhiéu luot like, so vi “mua hang” nhuwng ban khong con lwa chon nao
khac. Néu muon phat trién mot sy hién dién trén mang xa hdi, ban can phai
danh thoi gian va nang lwgng dé thu hut nhitng khach hang hién tai va
nhitng nguwdi khac biét ban, ung ho ban. Tt diy, ban sé cé thém dugc
nhitng nguwdi hdm mo va nhitng ngudi theo doi khac sé mua san pham cua
ban. Nhung ban phdi bat dau véi nhitng khach hang hién tai ctia minh.
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Nhitng email tt* Uno Chicago Grill dan
dén 100.000 ngwdi hAm mo

Uno Chicago Grill 1a chu6i nha hang gia dinh 16n tap trung & phia Bac
va Tay Hoa Ky. Néi tiéng v&i nhitng chiéc pizza dé day, Uno phuc vu bita
trita va bita t6i cho hang nghin ngwoi moi tuan. Uno da c6é mat trén
Facebook hon mot nam, nhung cho dén thang Chin nam 2010, ho mdi chi
c6 30.000 nguai yéu thich trén Facebook. D6 1a m6t con s6 kha 16n, nhung
so v6i sO lwgng khach hang ho phuc vu va lwgng nguwoi ham mo trén trang
cta doi thu nhw Chili va Applebee, thi d6 la con s6 ma Uno Chicago Grill
muon cai thién titc thi.

Do do, ho dwa ra mot 10i kéu goi Like trang Facebook cta Uno trén
website va & cu6i moi email hang tudn dwgc giti dén danh sach nguwoi theo
do6i. Tuy nhién, Uno tin rang mot email chan thanh v&i 10i dé xuat gia tri
giti dén khach hang sé dinh hwéng hanh dong nhiéu hon so vdi viéc don
gian chi dé nghi nhitng khach hang hién tai like. Ho quyét dinh dwa ra mén
an khai vi méi danh cho tat cd ngwdi ham mo néu ho c6 duwgc 100.000
nguwoi him mo — hon gap ba lan con s6 can tang trueéng.

Thay vi dwa ra phiéu mua hang hoac 10i kéu goi ghé tham ctra hang hoac
dat cho tridc cho mot nhém, moi dia chi email nhan dugce thong diép sau:
“Thich ching t6i trén trang Facebook dé c6 dwgc mot mon khai vi mién phi
va chia sé n6 vdi ban be cua ban. Khi chung t6i c6 dugc 100.000 nguaoi
ham mo, moi ngwdi sé nhan dwgc mot moén an mién phi.”

Trong vong 24 gio gri email véi thong diép trén, Uno Chicago Grill da
co6 dugc hon 10.000 ngwoi ham mo méi, va trong vong ba thang, ho dat
muc tiéu 100.000 ngwdi ham mo. Mac du ho khéong thu dwgc doanh so tic
thi t* mot email nhw vay, nhung sé mang lai hiéu qua lau dai. Hang nghin
ngwoi thwdng thitc mon khai vi mién phi @ Uno — hau hét ho déu ¢ lai dung
bita t6i va moén trang miéng, khién doanh s6 tang lén nho théng diép dugc
gui qua email.

https://thuviensach.vn



HAY HANH BONG!

1. Cung d6i ngli ctia ban tao ra mot dé xudt gia tri, khong chi dé ban
hang ma con dé nhan dwoc Like. Tai sao khach hang lai nén Like ban
trén Facebook? O d6 c6 diéu gi danh cho ho? Lam thé nao ban c6 thé
tao ra duwgc mot dé xuat gia tri trong mot cau kéu goi ngan gon, xuodi
tai? Pé xuat gia tri ban sé dwa ra cho nhan vién, dai ly va déi tac cta
minh la gi?

2. Thao ludn nhém vé tat ca cac cach thitc ma ban cé thé tich hop duwoc
10i kéu goi hanh dong ctia minh d6i véi moi hoat dong marketing va
quang cdo. Hay viét lai bat ct diéu gi. Sau do, xac dinh diéu gi mang
tinh hanh dong ngay lap tiéc cling nhw diéu gi mang tinh hanh dong lau
dai. Hiéu lyc héa moi Like.

3. Tao ra mot 101 kéu goi qua do noi véi khach hang ctia ban va bat ¢t ai
c6 moi lién hé véi ban vé 1y do ho nén thich ban trén trang Facebook
cling nhvw theo doi ban trén Twitter. Hay chac chan rang dé la ly do
hop ly dé6i véi ban véi tw cach mot khach hang.

CON DUONG DAN DEN TRUYEN
THONG XA HOI THANH CONG
PUOC “LAT PA” BOI NHUNG
KHACH HANG HIEN TAI CUA BAN

Mot khi cac khach hang hién tai da Like cong ty ban, ban c6 thé bat dau
stt dung noi dung, quang cdo, quang ba va lan truyén nhw vi rat mot cach
nhanh chéng ctia mang xa hoi. Nhung cho dén khi diéu d6 xdy ra, ban chwa
thé lang nghe va n6i chuyén mot cach gan giii va than thién vi moi nguai.

https://thuviensach.vn



Pirng chi yéu cau khach hang Like ban, hay n6i vdi ho tai sao ho nén lam
nhw vay. Tao nén thong diép vé ho thay vi vé ban, ban sé nhan dugc Like
va hanh dong tiép theo la phat trién mang lwdi truyén thong xa hoi cda

minh cling nhut doanh s6 n6i chung.
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5. CAM KET

Tao nén cugc hoi thoai thyc sy voi khach hang cia ban

Ban c6 nhé ve thoi dai hoc khi ban ¢6 mat trong nhitng 16p hoc tai nhitng
giang duwong lén noi cac gido su gidng bai trong hai tiéng dong ho lién?
Ban ciing tham gia nhitng 16p hoc nhé hon nhiéu, mot cong viéc hodc mot
cudc thao luan nhém. LEp hoc nao ban thay c6 gia tri va hitu ich hon? Lép
hoc nao ban dugc noi, chia sé vdi ban bé va hoc dugc nhiéu tir do?

Bat ké gido su ctia ban giang bai hay dén dau, nhung van cé nhitng
nguwoi ngu gat sudt budi hoc. Va du mot gido vién gidng bai chéan va thiéu
cam hitng thé nao trong nhitng 16p hoc nhé véi nhitng cudc thdo luan nhém
(thwong thi d6 la mot sinh vién md@i t6t nghiép hodac mot trg giang), ban
khong thé khong hoc ti té€ bai ban da chu dong bi thu hit vao viéc suy nghi
vé cha dé duoc nhac dén, néi va thdo luan vé né. Thuc t€, ban chac chan
hoc duwgc nhiéu tir ban hoc ciia minh va cudc hoi thoai véi ngwoi khac trong
16p hon la tir bai gidng cta cac giao su hodc trg giang.

Giong nhw nhiéu 16p hoc thu hit ¢ treong dai hoc cung cap nhiéu gia tri
hon cho sinh vién, cac céng ty va td6 chitc noi bat st dung truyén thong xa
h6i dé thu hat khach hang mot cach c6 y nghia va tao diéu kién cho mot
cudc hoi thoai, thay vi néi v6i khach hang mét cach don gian va lap di lap
lai. Cac cong ty c6 thé “nudi dwdng” truyéen thong, khong chi gitta t6 chirc
va khach hang, ma con gitta khach hang va khach hang, sé mang lai lgi
nhuan nhiéu nhat trong mot thé gidi két ndi nhat ma ching ta cé hién nay.

NOI CHUYEN VOI CON BAN KHI
CHUNG BIET NHAN THUC THAY Vi
KHI CHUNG CON LA TRE SO SINH
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M6 hinh cta viéc thyce sy thu hat khach hang mot cach cong khai trong
thé ky XXI kha khéc biét so vGi nhitng mo hinh truyén thong va marketing
trong qua khua.

Gia nhw ban la mot 6ng bo hay ba me. Hay nghi vé cach ban néi chuyén
vGi con cua ban khi chung la nhitng dia tré so sinh so v&i khi ching 16n
hon. Khi ban noi chuyén véi mot dita tré so sinh, né sé khong thé dap lai,
mac du né sé cé nhitng ctt chi va hanh dong phi ngén ngit thé hién cam
nhan ctia nd. Ba tré khong can thiét phai hiéu nhitng gi ban dang ndi, vi
thé néu la mot 6ng bé hay ba me tuyét voi, ban sé suy ludn ra y nghia
nhitng hanh dong d6. Ban sé lam xau, néi to hodc véi giong diéu ngbc
nghéch, hay hat cho em bé nghe cho dén khi né cwoi. Tinh hudng nay
giong nhuw quang cdo trén ti vi ngay trwdc (tham chi la cad bay gid). Muc
tiéu ctia quang cao kiéu nay nham thu hiut duwgc sw chd y ctia ngwdi xem va
tao ra mot vai phan ng, thwong st dung suw hai huwdc, sy thai qua, bat ngo
hodc don gian la mot bai hat.

Khi mot dita tré da 16n dé néi chuyén, dong luc gitta bo me va con cai sé
thay doi. Tin t6t lan xdu la dita tré c6 thé giao tiép bang 10i véi ban. Gig
day, ban nhan dwoc phan hoi titc thi vé moi thit ban thé hién bang 10i — ban
biét chinh xac con minh hiéu nhitng gi ban dang néi va liéu ching cé lang
nghe ban hay khong. Tat nhién, d6i khi b6 me khong thich nhitng gi ma con
ho néi hodc cach ching noéi ra diéu dé, nhung véi tw cach mot ong bo ba
me, ban can phai dap lai. V&i kha nang thau hiéu diéu ma con minh dang
co gang bay té, ban c6 trach nhiém hon trong viéc tim ra cach giao tiép vdi
con trong twong lai. Hién gio ban khong chi dang noi chuyén vdi nhitng
dia con cua ban, ma ban dang cam két v&i ching. Ban dang & trong mot
cudc hoi thoai 16n trong phan con lai cia cudc doi minh — dé 1a mot phan
cong viéc cua ngwoi lam cha me.

Viéc nay lién quan dén cac dang thitc marketing va quang cdo nhu thé
nao? Nhitng phién ban quang cdo khuéch truvong va dat do nhat, nhw quang
cao trén ti vi, khong con thong linh cudc hdi thoai, bdi trén thwe té no
khong con lam chu cudc hoi thoai nita. Cudc hdi thoai dang dan chuyén
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hwéng sang cac mang xa hdi. Bang viéc thu hit, lang nghe khach hang mot
cach thong minh thay vi c6 gang ra lénh va diéu khién ho, mang xa hoi
giip ban tao ra nhitng cam két chac chan , bén vitng hon tir phia khach
hang, bdi ho da tré thanh mot phan ctia cudc hoi thoai.

NUOI DUONG VA PHAT TRIEN MOI
QUAN HE KHACH HANG

Hay thue sy quan tdm dén viéc khach hang cua ban néi gi. Ban phai
muon, tham chi 1a khao khat nhan dwgc phan hoi béi ban biét n6 mang dén
cho ban nhitng théng tin quan trong dé xay dwng mot to6 chitc t6t dep hon.
Moi ca nhan & cong ty cua ban can y thitc duwgc sy can thiét phai don s
chu y, tam tri va nang lwgng vao khach hang va nhiém vu trong khi tiép tuc
duy tri nhiém vu va cac gia tri cot 16i cta to6 chirc. Bat cit ai cling c6 thé giri
mot email hay mot thong diép trén Facebook hoac Twitter, né va cling can
phai c6 s cam két va tap trung vao madi lién hé thyc s véi moi nguoi.

Khi hai ngwoi thé nguyén trong 1é cuwdi, ho dwgc cho rang da “dinh hon”.
Twong tw, khi mot cong ty cam két véi khach hang ctia minh, cong ty cam
két rang ho thuc sy quan tam dén nhitng gi khach hang noi, suy nghi va
cam nhan. Doi vdi nhiéu té chirc, moi lién hé nay c6 thé la mot sy thay doi
mang tinh co ban vé cadch ho nhin nhan va danh gia khach hang. Thay vi
tao 1ap hodc thué ngoai mot phong dich vu khach hang, ban muon tryc tiép
biét dwgc diéu khach hang suy nghi, cdm nhan va dang trong chd & ban.

Tro lai voi nhirng gia tri cot 101 cua ban

Hau hét cac cong ty, it nhat la khi m&i dwgc thanh 1ap, luén c6 nhitng y
niém va muc dich to6t nhat. Nhiéu khi, dong lwc ban dau ctia cac doanh nhan
la tao ra mot giai phap trong no luc giai quyét van dé. Nhung khi céc to
chitc phat trién, ching trd nén khé quan ly hon. Cac cong ty dé dang danh
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mat y dinh ban dau v6i mong mudn dwgc hién dién hoan toan doéi véi khach
hang va tham chi viegt qua nhitng gia tri co ban va c6t 16i cia minh.

Vay hién gid t6 chitc cia ban mong mudn diéu gi? Ban c6 phai la mét
cong ty thuc sw quan tam dén khach hang va nhitng phén hoi gia tri hay
khong? Muc dich marketing cta t6 chitc ban la hanh dong giong vi gido sw
¢ giang duong dai hoc hay nhw ngudi trg giang tré tudi tich cyc dang dan
dat mot cudc thdo ludn va hoc nhém? That kho dé thyce sy danh gia dwoc
ban than va cong ty ctia ban, nhung viéc do rat cdp bach néu mudn ké
hoach ctia ban ton tai duwgc trong thoi dai truyén thong xa hdi, trong dé6 moi
quan hé tryc tiép véi khach hang cta ban tré thanh cach duy nhat dé thanh
cong.

Néu to chirc cia ban giong nhu vi gido su kia, thi cling dirng lo lang béi
chac chan khong chi riéng ban nhuw vay. Tuy nhién, ban sé can phai lam rat
nhiéu viéc dé c6 dugc mot cam két nghiém tic tir cong ty v6i cac nhém
khach hang va quay vé véi cac gia tri cot 16i 1a tré thanh mét doanh nghiép
phuc vu nhitng mong mudn, nhu cau va khao khat cta khach hang. Chac
chan, ban c6 thé tuan theo dugc nhitng nguyén tac dé td vé co6 tinh cam két
hon, nhung cho dén khi tré nén cam két thie su, ban sé phai chiu dung rui
ro cta viéc dugc biét dén nhw ké gia vo duy nhat quan tdm dén cac khach
hang cia minh. Tinh x4c thuc rat can thiét trong viéc tao ra nhitng moi lién
hé lau dai trén mang xa hoi.

Xay dung cac cong dong cua Niém tin
va Long trung thanh

Khi ban cam két lang nghe khach hang va khach hang tiém nang cua
minh, no tao diéu kién va nu6i dwdng mot y nghia chan that ctia niém tin
cung voi long trung thanh gitta ban va khach hang, cling nhu gitta khach
hang v&i nhau. Tuwong tw ¢ truong dai hoc: Chac han la ban sé khong cam
thay thodi mai khi lén tiéng, trong giang dwong, vi gido su ct gidng con
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sinh vién thi chi biét lang nghe va ghi chép lai. Biéu nay khong thuc sy tao
diéu kién thuan lgi cho mdt m6i quan hé gia tri hoac mét kinh nghiém hoc
tap hitu ich.

Nguoc lai, trong mot 16p hoc nho hon, nguoi trg giang da tao nén mot
bau khong khi cdi ma, tat ca nhitng y kién va 1oi binh luan dugc ton trong,
noi cudc hoi thoai va sy bat dong quan diém dwgc chao dén va khuyén
khich, noi mot gido vién bay té sw quan tdm dén nhitng gi hoc vién noéi véi
c6 va nguoc lai, thi 16p hoc dé da nubi dudng mot cong dong dya trén niém
tin va su ton trong. Nguwoi giao vien nay, la mot trg giang, mot sinh vién
mdi tét nghiép hay mét gido sw khong quan trong, diéu cot 16i 1a ho dang
tim cach dé tao ra mét cudc thao luan chit khong chi dirng lai ¢ viéc giang
giadi cho hoc vién ctia minh. C4c sinh vién sé cdm thdy an toan hon va dugc
trao quyén hon dé 1én tiéng. Ho c6 thé cling sé tiép tuc cudc hoi thoai ma
khong c6 nguoi trg giang dong thoi kéo dai n6 ngoai gio hoc.

L&p hoc thit hai dang xay dywng mot cong dong cé gia tri hon diéu ma vi
gido su trong 16p hoc dau tién mang dén bang cach truyén dat kién thirc
mot chiéu. Néu ban cling c6 thé xay dung va cam két theo cach do, cong
dong cua ban sé dwa gia tri thwong hiéu ctia ban viegt xa nhitng gi ban dang
thdy. Cam két v6i khach hang va khach hang muc tiéu cta ban ciling nhw
khién ho tham gia vao cong dong thwong hiéu cta ban sé tao ra niém tin va
long trung thanh gitta ban va khach hang cia minh. Mot cong dong thuong
hiéu dang tin cay va c6 tinh cam két sé ton tai & bat ci ngi nao trén mang —
chang han nhu mot tai khoan Twitter hodc YouTube.

Khach hang giai quyét nhitng van de vé
dich vu khach hang

Mot vi du vé 1gi nhuan tir viéc xay dung cong dong cé tinh cam két do la
cac khach hang sé gitp do nhau. Néu ban tao ra mot noi trén Facebook
hodc Twitter dé moi ngwdi dat ra cau hoi, chia sé phan hoi, va twong tac vai
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khong chi ban ma con vGi nhitng nguwoi khac, ban sé mang dén niém tin va
long trung thanh dong thoi gitip cong dong 16n manh. Khach hang hién tai
hodc khach hang tiém nang sé chd y va danh gia cao khi ban tra 16i cau héi
ding thoi diém va theo mot cach dang tin cay.

Néu ban xay dywng mot noi danh cho khach hang két noi, phan nan, chia
sé thong tin, hoc héi va phat trién, moi ngwdi sé nhan ra ban da cam két véi
ho va cong dong ma ban dang nudi dudng, tir dé6 ho sé cam két ngugc trd
lai v&i ban. Do vay bay gio khi ai d6 khong than thiét v4i cong ty ban dén
v6i cong dong nay — mot khach hang méi vo cung tiém nang — dang mot
cau hoi, mot thanh vién khac ctia cdng dong c6 thé tra 10i cau hoi dé trudc
khi ban c6 thoi gian lam vay. Biéu d6 co6 gia tri nhw thé nao? Mot cong
dong co tinh cam két sé phat trién 16n manh vugt xa khéi doi ngii nhan vién
va c6 dong cda ban. Nhitng bén lién quan nay sé thé hién sy ung hd doi vai
ban théng qua mang xa hoi truc tuyén va hon thé. Danh tiéng cong ty cta
ban sé tang cao, va ngugc lai, cong dong truyc tuyén va phi trire tuyén caa
ban sé ngay mdt phat trién.

CAM KET: NOI DE HON LAM

Bat ké tam nhin cia mdt cong ty co6 tinh cam két nhu thé nao di chang
nita, néi bao gio ciing dé hon viéc thic si bat tay vao thyc hién. Ban sé
nhan ra rang trv khi ban la 1anh dao cta moét td6 chitc hodc doanh nghiép
nho, cam két khong thé dién ra ngay 1ap tirc. Nha quan ly cap cao can dau
tw hoan toan vao sy thay déi hwdng dén twong tac véi nhitng khach hang
16n hon va xay dung cong dong manh hon.

T6 chitc ctia ban c6 thé bi tan pha néu khong hoan toan cam két vdi
khach hang? Cau tra 10i chac chan la khong, it nhat la trong chdc lat. Tuy
nhién, trong mot thé gidi rd rang va mang tinh xa hdi, néukhong tham gia
mot cach ding dan, dang tin cdy va thé hién sy quan tdm dén khach hang
cua minh, ban sé c6 nguy co tao ra mot trai nghiém khach hang kinh khung,
hoan toan lam x6i mon danh tiéng ctia ban. Néu nha quan ly cap cao cda
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ban khong mudn xay dwng mot cong dong cé tinh cam két, hdy ké cho ho
nghe vé “United Breaks Guitars”.

Mot ngay thang Bay nam 2009, nam ca sy nhac dong qué Dave Carrol c6
mdt trén chuyén bay cia hang United Airlines va khong may chiéc ghi-ta
ctia 6ng bi v3. Dave lam r6 sy viéc vdi United, nhung ho khong chi tir choi
doi cho ong chiéc ghi-ta m&i ma con khong cé bat c mét 1oi xin 16i nao.
Ong nhanh chéng thuc hién va dwa video “United Breaks Guitars” lén
YouTube, chi trich United Airlines vi sy thiéu sé6t va thai do vo trach
nhiém. Video do6 ngay lap titc tré thanh mot cu hit. Chi sau mot ngay, video
c6 hon 100.000 Iwgt xem. Ngwoi phat ngon ctia United goi cho Carrol va dé
xuat tra tién cho chiéc ghi-ta, tuy nhién Carrol da tir choi dé nghi trén goi y
chuyén sé tién lam tw thién dwdi tén ctia 6ng. United da khong phan hoi
mot cach cong khai trén YouTube, Facebook hoac Twitter. Trong vong 4
ngay video dugc dang tdi trén mang, n6 da c6 hon 1 triéu lwgt xem va nhan
duwge sy chi y cia ca nwéc My. Cung lic, cd phiéu cta United Airlines
gidam sut 10%, wdc tinh twong duong khoang 180 triéu do-la. Mot nam rudi
sau, video da c6 hon 9 trieu lwgt xem trén YouTube, va hang United khong
bao gid dé van dé twong ty xdy ra trén mang truyén thong xa hoi thém lan
nao nita. Nhwng danh tiéng va thwong hiéu ctia ho van tiép tuc bi anh
huang.

Ban c6 nghi rang néu United Airlines tao ra mot cong dong c6 tinh cam
két trén mang xa hoi thi chuyén dang tiéc d6 sé khong bao gio xdy ra? Néu
nhiéu khach hang ctia United c6 long trung thanh doi vGi hang, ho sé ditng
bén canh va bao vé cong ty khi mot cudc khung hoang trén mang xay ra.

Ban c6 thé tim kiém tir khoa “Motrin Moms” hoac “Comcast Technican
Sleeping”, day ciing la hai vi du dién hinh khac. Va chac chan con nhiéu vi
du khac nita. Ban c6 thé tranh viéc bi budc phdi cam két néu cht dong cam
két vdi khach hang ctia minh trude.
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CAM KET DANH CHO CHINH PHU
VA CAC TO CHUC PHI L.OI NHUAN

Cam két v@i khach hang cling quan trong doi véi cac t6 chirc phi lgi
nhuan va chinh pht. Truyén thong xa hoi duwgc “do ni déng giay” cho
nhitng t6 chitc nhw vay, va thanh cong cua t6 chirc phi lgi nhuan trong viéc
hoan thanh st ménh ctia n6, hodc mot t6 chitc chinh phu trong viéc ra mat
mot trang mang xa hoi, toan bd nhitng diéu nay phu thudc vao mot nén tang
mang tinh cam két. Nhitng t6 chirc phi lgi nhuan va chinh phu truéc day
phai tao ra nhitng hoat dong trurc tuyén, xay dung mot cong dong mang tinh
cam két st dung Facebook hodc Twitter, thuyc hién viéc gdy quy hoac
nhitng thay doi tich cuwc theo nhitng cach thitrc nhanh hon, hiéu qua hon
tredc day. Lam cach nao cong ty ctia ban cé thé tao duwgc hiéu (ng nay?
Lam thé nao céng ty ban c6 thé phat trién mét hoat dong truc tuyén?

NYC Quits — va cam két bang sy tinh co

S& Y té Thanh pho New York (NYCDOH) la m6t co quan tric thudc
chinh pht phuc vu ngudi dan cuia New York, mot trong nhitng thanh pho
16n nhét thé gigi. NYCDOH thyc hién nhiéu chwong trinh cham séc sic
khoe cong cong dwgce chinh pha tai trg, va hoat dong 16n nhat cta né la
chwong trinh Tt bé Thudc 14, theo d6 thanh phd phat nhitng miéng dan
nicotin (miéng dan cai nghién thudc 1) mién phi cho nhitng nguwdi nghién
thudc l1a dang c6 gang cai nghién. D€ nhan dwgc miéng dan mién phi, nguoi
dan New York phdi goi dén 311 (s0 dién thoai dich vu chinh phu khong
khan cap tai New York va nhitng thanh phé khac), trad 10i mot loat cau héi
dé chac chan rang ho du tiéu chuan tham gia chwong trinh va sau d6 nhan
dwgc miéng dan giti dén dia chi nha riéng cta ho. Trong nhitng nam lam
viéc v6i ching toi ¢ Likeable Media, S& Y té da st dung nhiéu phuong tién
truyén thong dé truyén thong tin vé chwong trinh miéng dan mién phi — bao
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gom quang cao trén truyén hinh, dai phat thanh, to roi dan & tau dién ngam
va banner quang cdo truc tuyén.

Muc tiéu ban dau cia NYCDOH khi st dung Facebook la gia tang lwong
cudc goi dén so6 311 tr nhitng nguwoi dan New York yéu cau miéng dan cai
nghién thudc 14 mién phi. S& Y té dd tao mot trang Facebook danh cho
chuong trinh & dia chi Facebook.com/NYCquits, tao 1ap va chia sé noi
dung hang ngay, lang nghe va phan hoi lai tat ca cac cau héi ciling nhw bai
viét tir ngwoi dan thanh phd, dong thoi xay dywng mot cong dong mang tinh
cam két. Nhitng cudc dién thoai goi dén nhiéu hon so v&i nhitng chién dich
trong cac nam trwdc, mdc du S& Y té danh it tién hon cho nhitng phuong
tién truyén thong truyén thong ma no da chi trong qua khit.

Quan trong hon, c6 mét diéu da xdy ra ma NYCDOH khong ngo tdi:
Mot nhom tng hé trén mang bao gom nhitng ngudi dang cai thudc va tng
h6 nguwdi khac cai thudc dugce tao ra. Hang nghin ngwoi dan thanh pho bé
thudc va bat dau twong tac vGi trang — mot s tham gia hang tuan, vai nguoi
tham gia hang ngay. Moi nguoi gui di hang nghin tv ing ho va tao dong
luc, chia sé nhitng meo nhé dé bé thudc, dé nghi dugce gitp d& va nhan
duwge su gitup do khi can. Tinh co, S6 Y té da xay dung dwgc mot cong
dong mang tinh cam két ctia nhitng ngwoi dan thanh pho du ho hoan toan
xa la v@i nhau. Ho thye sy tran trong, lang nghe va quan tam tng ho nhau
qua nhitng nhiém vu khé khan trong qua trinh cai nghién thudc 1a.

S& Y t€ diéu chinh, kiém soat va phan hoi lai cong dong nay khi can
thiét, bé qua nhitng 16i spam va dé xudt mot 16i khuyén “chinh thiéc” cling
nhw tng ho bat c& khi nao dugc dé nghi. Nhin chung, dé 1a mdt cong dong
gom nhitng thanh vién ma chinh ho tham gia ing hd va ho trg lan nhau,
truyén dat thong tin, va gitp S& Y t€ hoan thanh nhiém vu cua hg. Céng
dong nay ti€p tuc 16n manh va phat trién, vGi vai chi dan t6i thiéu tv S& Y
té.
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Stride Rite tao ra mot cong déng mang tinh cam két

cua nhitng ba me
Stride Rite la thwong hiéu giay dép hang dau san xuat va phan phoi
nhitng sdn pham giay cho tré so sinh va tré em trén khap nuwéc M¥. Nhitng
doi giay cta cong ty dugc ban trong cac ctra hang ban 1é va ca trén mang,
nhung vao nam 2009, cong ty quyét dinh xay dyng mét cong dong cé tinh
cam két hon trén Facebook.

Stride Rite biét rang ho da c6 mot thwong hiéu 16n manh ma moi nguwoi
déu quen thudc va yéu mén. Moi quan hé gitta thwong hiéu va khach hang
rat tot, nhung dé xay dung duwgc mot cong dong co tinh gan két, Stride Rite
phai thic day nhitng mdi quan hé manh mé hon: gitta me va bé, gitta nhitng
ba me v&i nhau. Biéu d6 doi hoi mét sw thay déi ban dau trong suy nghi cé
chién lwgc tir cong ty, cling nhw né phai khién cdng dong it néi vé nhitng
do6i giay va ndéi nhiéu hon vé viéc nhitng dira tré di nhitng doi giay, cling
nhw cac ba me cda ching, hon la nhitng gi ho 1ap ké hoach ban dau treéc
day.

Cudc hdi thoai trén mang bat dau tré nén manh mé vao cudi nam 2009,
va thyc sy, n6 khong hé suy gidm vao thoi diém to6i viét cuon sach nay.
Hon 70.000 ngwoi hdm md da tham gia cong dong & dia chi
Facebook.com/striderite, phan dong la cac ba me tré. Néu ban ghé tham
trang web vao bat ky lic nao, ban sé thay khach hang dang noi chuyén véi
nhau va véi thwong hiéu — khong chi vé giay dép ma con vé nhitng dita tré.
Hang nghin ba me da dang nhitng birc hinh va video vé budc di dau tién
cta con ho, Stride Rite luén dap lai bang nhitng 16i binh luan, cau hoéi va
chia sé. Cac ba me ciing gitip d& nhau vGi nhitng hoi dap vé cach nudi day
con va cong ty ciing chao don nhitng chia sé nay. Cac ba me cam thay duoc
trao quyeén, dugc cam két va tw hao vi la mot phan ctia cong dong Stride
Rite. Nguoc lai, cong ty mang dén cho ho nhitng co hdi mua san pham cta
Stride Rite. Doanh s6 ban hang tryc tuyén tang mot cach nhanh choéng, twr
khi chwong trinh duwgc ra mat.
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Bang viéc dat mot cong dong 1én trwdc doanh thu, Stride Rite c6 kha
nang thu dugc doanh s6 vé lau dai, véi hon 70.000 nguwdi tng hd thuwong
hiéu.

HAY HANH BONG!

1. Xac dinh nguon lyc ban c6 dé dat vao chuwong trinh truyén thong qua
mang xa hoi ma qua do to chitc ciia ban c6 thé cam két mot cach ding
dan, thich hgp véi khach hang ctia minh. Dya trén quy mo cong ty, sé
mat thoi gian dai dé nudi dudng mot cong dong xa hdi truwe tuyén. Xac
dinh d6i twgng ma cong ty cta ban cé thé va sé tién hanh mot cam két
cho dén khi dwa ra cam két thye si, va kéo nhitng nguwdi nay vao cung
mot “can phong” dé bat dau cudc doi thoai.

2. Thué mo6t ngudi quan ly cong dong trure tuyén néu ban chwa cé. Vai tro
chinh ctia ngwoi nay la xay dung va phat trién mét cong dong mang
tinh cam két.

3. Viét ra mot danh sach cach ma ban c6 thé cam két chdt ché hon véi
cong dong ctia minh. Bang cach nao ban c6 thé trd thanh nha lanh dao
nhiét tinh va tan tuy hon?

QUY TRINH CAM KET PHAI BAT
PAU BANG MOT HANH BONG

Ngay ca khi t6 chitc ctia ban da cam két sau sac véi khach hang cia minh
hodc hon thé, quy trinh nay cling nén bat dau mot moi lién hé xa hon véi
mot nguwdi, va mot hanh dong. Ban c6 thé cha dong trong viéc st dung
truyén thong xa hoi dé nubi dudng va phat trién mot cudc hoi thoai t6t hon
gitra thuwong hiéu cua ban va khach hang cling nhuv gitta cac khach hang vai
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nhau. Gio hdy mua mot chiéc nhan, va “dinh hon” — cam két v&i khach
hang cua ban.
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6. NHANH CHONG PHAN HOI LAI
TAT CA NHUNG LOI BINH LUAN
TIEU CUC

Ban, nhom ctia ban va mét cong ty tw van vé truyén thong xa hoi da lam

viéc cham chi trong nhiéu thang v&i nhitng hoat dong t6t nhat cling nhw 1én
ké hoach dé tich hgp truyén thong xa hoi vao céng viéc kinh doanh cua
minh. Ban da tao lap mot trang Facebook, mot tai khoan Twitter, mot blog
ca nhan, ban rit hao hitc tham gia vao cudc doi thoai try'c tuyén va nuoi
duwdng cling nhw phat trién mot cong dong 16n manh. Nhwng mot dém trude
ngay ra mat, ban nhan duwgc cu dién thoai tir vi CEO néng ndy cta ban.

“Nhac cho t6i xem, chiing ta dang lam cai quai gi néu moi ngudi viét ra
nhitng diéu toi té vé cong ty trén trang Facebook? Ching ta c6é thé xba
chiing di phai khong? Vi néu khong thi t6i nghi la ching ta chwa san sang
stt dung Facebook.”

Cau tra loi rat don gian: néu ban khong san sang phan hoi nhitng 16i binh
luan tiéu cye, khong c6 nghia la ban chura san sang st dung Facebook. Néu
cong ty ban chwa duge chuan bi dé nam bat va dén nhan nhitng diéu tot xau
la thwong, thi truyén thong xa hoi néi chung chwa thich hgp cho ban vao
lic nay. Tuy nhién, néu ban dwgc chuan bi dé gidi quyét nhitng 16i phé
binh, chi trich va dap lai mot cach thich hgp, thi viéc c6 dvgc mot cong
dong mang xa hdi cua riéng ban noi moi ngwdi dang tai nhitng 10i binh luan
tiéu cuc va tich cuce, 1a mot tai san kéch xu.

BAO QUAT NHUNG GI BAN KHONG
THE KIEM SOAT: TRUYEN THONG
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XA HOI LA NHUNG TAM PHIEU
GOPY

Ban hay nhé nhitng tdm phiéu goép y ma cac doanh nghiép thwong st
dung, cung mot chiéc hop dé ban bo phiéu vao d6? Rat nhiéu doanh nghiép
nho va nha hang van tiép tuc duy tri hinh thitc nay. Ngay ca khi cong ty cta
ban chinh thitc st dung nhitng tdm phiéu gép y hay khong thi ching van
ton tai @ trang Facebook, Twitter, blog va nhitng trang mang xa hdi khac.
Tin t6t danh cho khach hang la nén tang khach hang ngay nay c6 quyén luc
va strc manh nhat trong lich stt. Néu ho c6 mdt trai nghiém tiéu cye véi bat
clt cong ty hodc ca nhan nao, ho luén tim dugc mot “phiéu gop y” tu chiéc
dién thoai théng minh ctia ho, nhd d6é ho cé thé ngay 1ap titc chia sé binh
luan véi khong chi ban be trén mang ma con ca nhitng ngudi hoan toan xa
la trén khap thé gidi.

Tat nhién, néu ban xem xét tinh huéng nay dya trén quan diém cong ty,
dieu d6 qua la dang sg. Vi CEO ké trén ciling nhu nhitng ngudi lam
marketing va nha diéu hanh quan hé cong ching giong nhw vay c6 mat
khap moi noi. Trong nhiéu nam, vai tro cta nhitng nguwdi lam truyén thong
la kiém soat nhan thitc cia cong ching vé cong ty cta ho, va gio thi bat ky
dita tré nao c6 mot tai khodn Facebook hodc Twitter cling déu c6 kha nang
pha huy tat ca. Biéu do6 noi 1én rang, véi tw cach mot ngwdi lam marketing,
mot khi ban da chap nhan thuce té rang ban khong thé kiém soat dugc nhitng
bai dang va nhitng 10i binh luan tiéu cyc vé cong ty ban trén mang, thi ban
hay bat dau lap ké hoach vé viéc ban sé lam gi dé phan @ng lai nhitng 15i
chi trich dé.

Tat nhién, ban c6 thé bo qua va phét 10 ching. Rat nhiéu cong ty tir choi
chdp nhan thuc té rang moi ngwdi dang néi nhitng diéu tiéu cuwc vé ho. Ban
cling c6 thé thit x6a nhitng diéu trén mang — chac chan trén trang Facebook
cta ban, ban c6 thé xéa di bat ct diéu gi ban mudn — va c6 1é nhitng luat sw
ctia cong ty ban cling cé thé viét thw téi nhitng nguwdi lam web cho phép
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nhitng 161 binh ludn tiéu cuc vé ban duge dang tai, dé yéu cau gd nhitng 16i
binh luan dé xudng.

Nhung khong cé cach nao ngan chan triét dé viéc moi nguwoi dang tai
nhitng dong tiéu cuc vé cong ty ban, ké ca khi ban c6 trang Facebook hay
khong. Vi vay, tai sao ban khong chuan bi cho minh, thay vi né tranh nhitng
phan hoi, 10i binh luan tiéu cyc va nhitng 10i chi trich, phé binh, ban hay
bao quat n6? Pac biét néu ban la vi CEO néng ndy nhu trong vi du trén cta
ching t6i, y twdng nay cé thé nghe that cic doan va tiém an day nguy co —
hay binh tinh, hit thé that sau, va co gang hét sitc!

Quy tac Khong Xoa
Quy tac Khong Xéa (KX) chi ra rang trtv khi d6 1a mot 10i binh luén tuc
tiu, mang tinh xdic pham hodc chita dwng nhitng thong tin ca nhan va riéng
tw cia mot ngwoi, thi dirng bao gio x6a diéu gi trén cac trang mang xa hoi.
DPé c6 duwge hinh dung t6t nhat vé quy tic KX, hdy thir xem xét mot vién
canh ma trong d6 ban khong tuan theo quy luat nay.

Jonny Customer dang lén trang Facebook ctia Control Freak Inc, “Toi
ma@i nhan duwgc hoa don cao hon 100 do-la so véi toi nghi. Cac anh lam an
that vé van!” Vi CEO néng tinh khang khang rang 10i binh ludn nay can
phdi dugc xdéa ngay lap titc néu khong moi ngudoi sé thdy nd; va nd da
nhanh chong dugc xo6a khoi trang. Sau do, Jonny Customer truy cap lai vao
trang Facebook va thay 10i binh ludn ctia minh da bi x6a. Anh ta thuc sy
tirc gian khi cong ty phét 10 161 phan nan ctia minh va phan @ng lai bang
cach lap mot trang Facebook méi mang tén “Toi ghét Control Freak Inc!
Hay tdy chay ho!”
YouTube, trong do6, anh hat mot bai hat thé hién sy ghét bé ctia minh déi

Anh cling thyc hién mot video va dang tai no lén

v0i cong ty, bao gom trai nghiém t6i té ctia anh, va bit dau trending® dong

Twitter v6i hashtag® #controlfreakincsucks (controlfreakinc that vé& van).
Sau do, Jonny Customer tinh cO tré thanh doi trudng doi bong da &

treong cua anh va la ca sy chinh trong nhém nhac rock noi tiéng ctaia thanh
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pho. Trong vong 24 gid, hang nghin ngwoi dang tai nhitng 16i binh luan tiéu
cuc 1én trén twong cta Control Freak Inc, va té hon, khach hang bat dau
hodn cac don dat hang dan dén doanh s6 cia cong ty bi sut gidm nghiém
trong.

Diéu quan trong & day la khi ban x6a 10i binh luan cua ai, vé co ban no
c6 y nghia la “Madc ké ban”. N6 giong nhw viéc thu thap nhitng tdm phiéu
gop y cua ai do, doc lén trudc mat ho, va sau do xé ngay trudc mat ho. Ban
sé khong lam nhuw vay dung khong? Hon nita, Internet la khong gidi han.
Bat ct ai cam thdy khong 6n hoac khong dugc lang nghe c6 thé dén bat c
dau dé kéu ca phan nan va xa di dugc nhitng buc titc cda ho.

Khong phan hoi cling 1a mot 10i phan hoi
Phan &ng th hai cia nhitng nha diéu hanh sau khi muén x6a di 1oi binh
luan tiéu cyc la phét 10 va boé qua né. “Bang viéc phdt 10 van de, no sé ty
bién mat,” c6 thé ho sé nghi nhuw vay. Hoac “ching ta khong mudn dua ra
nhitng van dé vé tin ngudng hay long tin, vi n6 c6 thé dan dén nhitng binh
luan tiéu cyc tw khach hang.”

Néu x6a mot 16i binh luan ciing twong tw nhw viéc xé tam thé phé binh
tredc mat mot ngudi, thi phét 160 mot 101 binh luan tiéu cuc cling giong nhw
viéc chon mot chiéc dién thoai ma ngwoi & dau day bén kia dang chd may
xuong ho roi khong bao gio dao no 1én nita. Khong, viéc dé anh ta chd may
khong c6 gi qua to tat, nhung anh ta van cé an twgng rang ban khong quan
tam gi dén anh ta cad. Té hon, tat cd nhitng nguwdi khac nhin thay 10i binh
luan va thiéu sy phan hoi tir cong ty sé két luan rang t6 chitc cia ban khong
hé quan tam dén ho. Bang viéc khong dap lai, ban thuc sy givi di mot thong
diép manh mé rang: y kién ctia khach hang khong c6 y nghia gi déi vdi ban.
Do la mot thong diép nguy hiém dwoc truyén dén khach hang hién tai cta
ban, nhitng khach hang tiém nang, va cong ching néi chung. Ban khong
muon lam cho moi chuyén tré nén té hon, vay cong ty ban phai lam gi?
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GIAI PHAP: NHANH CHONG PHAN
HOI CONG KHAI SAU DO GIAI
QUYET VAN DE RIENG TU

Trong tinh huéng dugc dé cap & trén, Jonny Customer mudn nhan dugc
mot phan hoi v cong ty vé so tién troi 100 do-la so vGi dy tinh trén hoa
don cta anh ta. Ban nghi sao vé phan hoi duéi day?

Pau tién, mot trong nhitng nguwdi dai dién cho cong ty ban dang tai cong
khai n6i dung, “T06i rat tiéc vi anh da gap phdi van dé nhu vay, Jonny. Hay
xem tin nhan riéng ma ching t6i gii cho anh dé trao doi va gidi quyét van
de nay.” Tiép theo d6 la mot tin nhan riéng dwgc gui truwe tiép cho Jonny,
“Xin 16i vi da dé anh gdp phai chuyén nay, Jonny. Anh hay g¥i email cho
ching t6i vGi thong tin tai khodn dén dia chi wecare@controlfreakinc.com,
chuing t0i sé cd gang gidi quyét van dé cang nhanh cang t6t.”

Bang viéc giadi quyét van dé nhanh chong va cong khai, ban khéng chi
dap lai 10i phan nan hodac moéi quan tam ctia m6t ngwdi, ma con gti di mot
thong diép cho toan thé gidi la cong ty ban ludn lang nghe khach hang va
gidi quyét nhitng van dé phat sinh mot cach nhanh chéong. Bang viéc noi
chuyén va trao d6i ca nhan, ban tranh dwgc nhitng phan hoi qua lai cong
khai gitta khach hang va cong ty, khong nhitng khong gidi quyét dugc van
dé ma con kéo dai tinh trang tiéu cyc. Néu dich danh tirng nguwdi khi ban
xin 16i sé khién ho cam thay dwgc lang nghe va thau hiéu. Chiing ta déu la
con nguadi, va con ngudi thi ai cling mac 16i. Tham chi mot khach hang tic
gian nhat cling nhan ra sy that va nhanh chéng tha thi cho ban, nhung chi
khi ban xin 16i va giai quyét van dé cang nhanh cang tot.

Tuy vao quy mo t6 chitc, ban sé can chac chan rang minh c6 nhitng
nguon lyc trong va ngoai t6 chitc dé gidi quyét nhitng 16i phan nan theo
mot cach thitc dang murec. Chac han, ban da hiéu dwgc viéc cong ty ctia ban
nhan duwgc bao nhiéu 16i phan nan, cé thé tir nhitng tdm phiéu gép y truyén
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thong. Tat nhién, nhitng phiéu loai nay thwong duwgc gti dén mot b phan,
ho sé doc, viét the phan héi va gti dén khach hang mot tuan sau do6. Trong
thé gidi true tuyén, diéu dé dién ra nhanh hon.

Hay dat minh vao vi tri cia mot khach hang. Néu ban c6 mot 10i phan
nan hay mot cau héi vé diéu gi dé, ban sé mudn hodc ky vong minh nhan
dugc cau tra 10i nhanh nhw thé nao? Tat nhién, ban muon nhan dwoc cau tra
16i gan nhw ngay lap titc, do d6 ban nén tra 16i khach hang ctia minh ngay
khi c6 thé. Theo quy tac ngén tay cdi, hdy chac chan ban c6 nhitng nguén
lue tai cho dé tra 16i dwge nhitng 10 binh luan tiéu cwe ciia moi nguwoi trong
vong 24 gid hodc s6m hon néu c6 thé. Ngay ca khi phan héi tic thi 1a “Toi
xin 16i. Chuing t6i sé xem xét van dé nay va tra 16i ban bang mot tin nhan
riéng trong vong 72 gio,” it nhat ban, ngay lap titc, da néi véi khach hang
rang ban quan tam, va ban sé gidi quyét van dé cang nhanh cang tot. Va
mot khach hang tic gian cling van giong nhu tat ca ching ta: ¢6 &y mudn
duwgc lang nghe va thau hiéu.”

“Toi xin 16i” khong phai 1a sy thi toi

Rat nhiéu van phong luat kin dao trong viéc cho phép néi, “T6i xin 16i”
trén trang Facebook va Twitter. D6 la vi cac luat sw cho rang xin 16i 1a mot
su thu t6i va khién cong ty budc phdi c6 trach nhiém vé phap ly doi véi
nhitng rac réi. Mot s6 nganh c6 quy dinh chat ché hon nhitng nganh khac,
va doi khi n6 khong duge phép noéi xin 16i. (Chang han nhw t6i da dé cap
dén trong chwong 1, cac cong ty duge pham thwong khong dwoc phép néi
xin 16i d6i vGi nhitng 101 phan nan trén mang vé san pham cua ho.) Nhung
tir “T6i xin 16i” hay “Chiing t6i xin 16i” c6 thé khién khach hang cam thay
dugc lang nghe. Co6 rat nhiéu cach néi 16i xin 16i trong khi viét ma khong
can phai thtra nhan viéc lam sai lam nhu:

e “T0i xin loi/rat ti€c vi ban da c6 mot trai nghiém nhu vay.”

e “Chung t6i xin 16i/rat ti€c khi ban cam thay thé.”
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e “Chung t6i xin 16i/rat ti€c vi ban da gap phai van dé nay.”

e “Diéu nay that t6i té. Xin 16i/That ti€c khi ban cam thdy nhu vay.”

Phén hoi véi mot 161 xin 16i ngan gon nhung chan thanh 1a mot sy khéi
dau tuyét voi, nhung cling khong kém phan quan trong dé ban c6 thé giai
quyét duwgc van dé. Boi véi rat nhiéu cong ty, diéu dé c6 nghia la phong
quan hé céng chiing hodc phong maketing phéi lam viéc sau sat hon, t6t
hon v&i nhom cham soc khach hang dé giai quyét dwgc nhitng 16i phan nan
cta khach hang mét cach ding muc. Hay nhé rang khach hang khong quan
tam dén viéc ban lam & phong nao — ma ho quan tam dén viéc liéu ban cé
gidi quyét dugc van dé cta ho hay khong. Thuc sy khéng c6 sw khac biét
nao gitta nhan vién quan hé cong ching vai dai dién dich vu khach hang.

Uu tién doi twong giri phan hoi cia ban dwa anh
huwdng tren mang cua khach hang

That dé dang khi ndi, “Hay dap lai 16i phan nan ctia khach hang,” va mac
du day nén la muc tiéu, nhung khong phai lic nao né cting kha thi. M6t so
to chitc 16n dén noi khong cé du nguon lwc dé phan héi nhitng 16i phan nan
cta moi khach hang. Chang han nhu nhitng cong ty cung cap dich vu mang
xa hoi nhv Facebook hay Twitter. M6i mang xa hoi c6 hang tram triéu
nguoi stt dung nhung chi c6 hon 2.500 nhan vién. Bon gian la ho khong c6
cach nao dé trd 10i tirng 10i phan nan. Trong nhitng tinh huéng do, va c6 1é
do6i vGi ca cong ty ctia ban, ban c6 thé xem xét wu tién phan héi ai dua trén
mutc do va tam anh hwdng ctia ho trén mang.

Klout (Klout.com) va nhitng dich vu khac xép hang moi ngudi trén mang
dwa trén s6 ban bé va so6 ngudi theo doi ma ho c6. Giong nhu viéc chac
chan ban sé phan hoi nhanh hon véi nhitng ngwdi cé nhiéu gép y vao tam
phiéu phé binh cta ban nhiéu nam trudc, ban c6 thé xem xét wu tién phan
hoi dya trén tam anh hwéng cua khach hang d6. Thuc t€, néu Jonny
Customer c6 40.000 ngudi theo ddi trén Twitter, anh c6 thé gdy anh hudng
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dén danh tiéng trén mang ctia cong ty ban nhiéu hon khi anh chi c6 4 nguoi
theo doi. Mot lan nita, trong mot thé gidi ly twdng, ban c6 thé phan héi tat
ca 10i phan nan cta Jonny Customer, nhung ban cé thé khéng c6 dugc
nhitng nguon lyc ly twéng dé lam diéu nay trong hién tai.

TU NHUNG NGUOI PHAN NAN CHO
PEN NHUNG NGUOI UNG HO

Dua trén mirc do hiéu qua cda viéc gidi quyét van deé lién quan dén khach
hang, ban cé thé lam thay déi mot ngwoi tit ghét bé sang yéu thich san
pham cua cong ty ban, thdm chi thanh mo6t ngwdi ung ho manh mé cho
thwong hiéu. Vi nhv Jonny Customer trong vi du cua ching toi, khi anh
ngay lap titc nhan dwgc phan hoi cia cong ty. Tam tri cia anh dudng nhw
hwéng vé cong ty ban, sau dé anh c6 thé bi an twgng, cdm thay hai long va
sé gidi thiéu cong ty ban véi cac dong nghiép cia minh. Hay xem xét vi du
thue té vé mot khach hang cuia Verizon dudi day.

Tw ké thu tré thanh mot nguwei ham mo cua FiOS

Verizon FiOS la tap doan san xudt ti vi, dién thoai va cung cdp Internet
co tén trong danh sach Fortune 500. Trang Facebook Nguwdi ham mo cua
FiOS la tai san marketing, quang ba va dich vu khach hang ctia Verizon tu
nam 2008. Lan dau tién ra mat, trang nay dwoc thiét ké dé cung cap ho trg
trong khu vuc cho nhitng hoat dong quang ba va marketing ctia Verizon
FiOS. Tuy nhién cac khach hang quan tdm dén nhitng van dé lién quan tdi
dich vu hon la nhitng thit mang tinh quang ba va tiép thi duwgc dang tai — va
ho khong ngai cong khai chia sé van dé nay. Doi ngli FiOS ludn c6 gang
nhanh choéng giai quyét cac van dé vé khach hang két hgp véi nhitng chinh
sach va tha tuc cta Verizon. T6i thich nhét 1a trudng hgp cia Umstot-
Einolf, nguwoi da dang tai noi dung nhw sau trén trang ngwoi ham mo page
cua FiOS vao ngay 22 thang Ba nam 2009:
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Nay Verizon sao cac anh khong tra lai tién cho t6i!!! Toi da dang nhap
vao hé thong Verizon Bundle Pack, va phai trd 300 do-la moi thang
trong khi dich vu cta t6i chi mat c6 120 do-la mot thang. Thang nao
t0i cling goi cho cac anh va van dé thi chwa bao gio dugc gidi quyét
cd. Thu vi la t6i biét rang c6 dén 10 ngudi cé tinh huéng nhuw minh.
Hay néi cho ho biét mic gia, gti cho ho hoa don khac va tra lai tién
khi cac anh thtra nhan da sai. Cac anh lam an v& van qua!!! Néu c thé
nay cac anh sé s6m phai gidi quyét kién tung théi! Chic mot ngay tot
lanh h&i nhitng ké lwra dao!!!!

Céac thanh vién trong nhom Verizon binh tinh va nhanh chong xem xét
cac lya chon. Sy that 1a c6 hai ngudi dwa ra chién lwgc “xé6a” khi lo sg sé
c6 chuyén xdy ra béi mot 10i phan nan nhu thé nay. Nhung nhitng céi dau
tinh tdo da chiém wu thé, va quy tac Khong Xdéa da chién thang. Ho da dap
lai nhu sau:

Chung t6i rat 1dy lam tiéc vi van dé anh da gap phai, Ray. Ching t6i da
gtti cho anh mot tin nhan c4 nhan va mot ngudi tir Verizon sé gitt lién
lac v&i anh. — Devin, tr Nguoi ham mos of FiOS.

Ray da tryc tiép lién hé véi nhém ho trg khach hang. Vai ngay troi qua,
Verizon van lo lang vé nhitng bai dang tiép theo tir Ray c6 thé tré nén té
hon bai dau. Sau d6, vao ngay 26 thang Ba nam 2009, Ray dang noi dung
sau len trang nguwoi ham mo:

T6i mudn guwi 10i cAm on dén Nguwoi ham mod cta FiOS vi da giai
quyét van dé vé hoa don cuta toi. Devin that tot bung va t6i mu6n cam
on vi sy giip do cua c6 dy. Hom nay c6 mot Quén ly Khu vuc da goi
dién cho ching t6i va diéu chinh lai héa don ctia ching téi. Cam on
cac ban!!!!

T6i yéu dich vu ctia FiOS va go6i Extreme Internet khién t6i vui mirng
moi khi tai bat ci? thit gi hodc choi dién tir. Cam on Verizon FiOS. Cac
anh khong con 1a nhitng ké lira loc trong mat chiing t6i nita!
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Nhin vao hai bai dang trén, that kho tin khi Ray la cung mot ngudi. Va
diéu nay duwgc cong khai tredc Verizon va hang nghin nguwdi hdm mo cua
trang nay. Trong vai ngay, Ray chuyén tr mot nguwoi ghét bd sang mot
nguoi hoan toan ung hd thwong hiéu. Trong tinh huoéng nay, dich vu khach
hang va phong marketing cing nhau hop ban gidi quyét van deé, va két qua
la sy quang ba tuyét voi cia cong ty cung v6i mot khach hang hai l1ong dén
kho tin.

PHAN HOI VOI SU NGAC NHIEN VA
VUI VE

Phéan hoi véi mot 161 xin 16i va mot giai phap nhanh gon cho van deé la
diéu rat can thiét. Nhung hay nhé rang, néu tdm phiéu goép y mang tinh ca
nhan, thi truyén thong xa hoi vé ban chat mang tinh cong khai, vi vay c6
nhiéu nguoi theo doi khi ban phan hoi. Cé cach nao ma ban cé thé giai
quyét dugc van dé khong — vurgt ngoai mong muon va ky vong ban dau cua
mot khach hang thiéu hai long? C6 thé ban giti m6t mén qua tang kém
trong thw, hodc hoan tra tién héa don cho khach hang ma khong néi vdi ho,
hodc dwa ra mitc chiét khau cao cho dich vu thang téi. Hay xem xét cac lva
chon, tré nén sang tao, va 1oi binh luan tiép theo ctia khach hang déi vai tat
ca ban bé ctia ho c6 thé bay t6 si yéu mén va tran trong véi cong ty ban.

1-800-Flowers.com phan hoi bang sy bat ngo
1-800-Flowers.com la dich vu dién hoa truc tuyén hang dau thé giGi
cung cap cac dich vu chuyén phat hoa va qua tang dén khach hang trén
khap nwéc My. Hai tuan ban ron nhat trong nam cta cong ty la dip Lé
Valentine va Ngay ctia Me.
Mac du cudc hoi thoai trong cac cong dong truc tuyén cia né thuwong kha
tich cyc, nhung khach hang thi thoadng van dang tai nhitng 16i phan nan.
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Trong su6t hai dip 1é chinh, m6i nguy co tang 1én, khi nhiéu cong ty doi thu
dang rao riét day manh quang cdo.

1-800-Flowers.com quyét dinh thanh lap mot doi ngli lam viéc trén
Facebook 24/7 vao nhitng dip 1é chinh trong nam 2010 va cam két tra 10i
cong khai trong vong mot gio dong ho doi véi bat c 10i phan nan nao. Xa
hon, né khong chi gidi quyét cac van dé lién quan dén khach hang ma con
lién quan t6i van dé chuyén phat cham, véi nhitng b6 hoa 16n va don dat
hang 16n hon ma ho da trd tién. 6 qua la mot sy mao hiém, khi khach
hang c6 thé tan dung lgi thé cta tinh hudéng nay, va bién 1gi nhuan c6 thé dé
dang giam sut. Tuy nhién, két qua rat tuyét voi. Van nhiéu 16i phan nan nhw
tredc, nhwng ching da dwoc phan hoi mot cach nhanh chéng, va khi nhitng
don dat hang duwgc chuyén di, nhitng dia chi nhan (va nguoi guii) rat bat ngo
va vui vé. Nhiéu ngudi trong s6 ho khong phan nan trén mang nita, va thay
vao do la nhitng ndi dung tich cuc hon vao lan sau. Biéu nay nang cao danh
tiéng cua thwong hiéu trong sudt nhitng thoi diém quan trong.

HAY HANH DONG!

1. Xéac dinh cach thitc ban c6 thé phan b6 nguon lyc dé hoi dap nhitng 161
binh luan tiéu cuyc duwge dang trén cac trang mang xa hoi. D6 la trach
nhiém cta phong marketing, bo phan cham s6c khach hang, mot hang
dai dién, hay cta tat ca?

2. Phat trién mot ké hoach hoi dap nhanh choéng, kip thoi va cong khai.
Lam viéc véi cac luat si dé phat trién ngon ngit thich hgp doi vai tinh
huéng va than thién véi khach hang.

3. Pam bao rang ban c6 di nguon lwc dé quan ly va kiém soat nhitng 16i
binh luan tiéu cc mot cach ding myc. Cé nhitng nguon lyc khong chi
phan hoi lai nhitng 16i binh ludn ma con thuc sy gidi quyét hiéu qua
van de.
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4. Viét ra danh sach 5 cach ban c6 thé phan tng d6i vGi nhitng tinh
hudng tiéu cwc mot cach tich cwe, chuyén nhitng 16i phan nan cta
khach hang, va st dung sy “bat ngd va vui vé” dé khai thac cting nhw
tan dung ca nhitng tinh hudng tiéu cyc.

CHAP NHAN VIEC NHUNG LOI
PHAN NAN LA DIEU KHONG THE
TRANH KHOIL, HAY PHAN UNG
NHANH CHONG DE KHACH HANG
CHAP NHAN BAN

Con ngudi khong cé ai hoan hédo, do d6, nhitng t6 chitc ciing vay. Cong
ty ctia ban chac chan sé gay ra sai so6t dang tiéc nao dé, va hién nay, nho c6
nhitng trang mang xa hoi, ca thé gidi co thé dé dang tim ra 16i lam d¢ la gi.
Nhung hon thé, cong ty ban cling cé thé cho thé gidi biét rang minh c6
trach nhiém nhu thé nao. Néu ban phan hoi mot cach nhanh chéng va ding
dan véi 10i xin 16i va mot giai phap, ban c6 thé tranh dugc bat ci nguy co
nao anh hwdng dén danh tiéng cua minh. Xa hon, néu ban kém mot phan
thwdng danh cho khach hang ctia minh khi gidi quyét van dé, ban thuc su
c6 thé chuyén nhitng phan héi ctia minh va dich vu cham sé6c khach hang
thanh nhitng tai san va nguon lwc marketing doi dao.
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7. PHAN HOI CA NHUNG LOI BINH
LUAN TICH CUC

11
Xin 16i, thwra 6ng”, mGt phu nit an mac lich sw néi véi ban & hanh lang

trung tdm mua sam cua ban. “T6i chi mu6n cam on 6ng vi tat ca nhitng gi
ong va cong ty da danh cho t6i trong suot nhitng nam qua. T6i la mot khach
hang l1au nam. Ong va cong ty da thyc sy mang dén niém vui cho cudc séng
cta t6i. Cam on, va hay tiép tuc nhitng cong viéc tuyét voi ctia minh nhé.”
Ban nhin c6 dy cham cham khong biéu 16 bat cit caAm xtic nao trén khuon
mat, sau dé quay di va nhanh chong buwéc di va lo sg rang cé thé dé 1a mot
khach hang phién phtc.

Tat nhién, tinh huéng nay that 16 bich, va chang bao gio nén xay ra. Ban
khong nén tir chdi mot khach hang hanh phic va vui vé. Thay vao dé, ban
nén chao dén c6 dy véi vong tay rong md va dé nghi co ay chia sé nhiéu
hon.

Ban gan nhw muén 6m nhitng khach hang hanh phtc nhét cia minh — ho
ggi nhac cho ban vé nhitng diéu ban dang lam tot va diéu ma t6 chitc cta
ban huwéng t6i. Ho cling 1a mot phan khong dugc lap ké hoach t6t nhat
trong chwong trinh marketing ctia ban. Nhitng sw chitng thyc truyén miéng
va cudc hoi thoai twv cac khach hang hai long duy tri cong cu marketing vGi
sttfc manh tiém nang nhat ma ban c6.

Moi ngay, hang triéu 1oi binh luén tich cuc vé cac thwong hiéu trén cac
trang mang xa hoi khong dugc chd y hodc khong nhan dwgce phan hoi. Ghé
tham trang Facebook cta nhitng t6 chitc 16n va ban sé tim thay nhiéu nguai
chia sé nhitng cau chuyén, dat cau héi, va khen nggi san pham hoac dich vu
cta ho — gan nhw luon khong nhan dwgc bat ky phan hoi nao. Co6 phai do
cac cong ty khong cé da nguodn lyc dé tra 10i cho nhitng bai dang d6? Hay
ho qua tap trung vao viéc duy tri mot tw thé phong thu khi Ivu tam dén tat
ca nhitng 10i binh luan tiéu cuc va do do quyét dinh khong dap lai bat ¢ 10i
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binh luan nao du tich cyc? C6 phai cac cong ty khong nhin thdy gia tri cta
viéc dap lai nhitng binh luan tich cyc khong?

Bat ké 1y do 1a gi, diéu d6 dang anh hwéng dén loi thé cia cong ty ban.
Néu t6 chitc cta ban bat dau theo doi khong chi nhitng bai viét va 10i binh
luan tiéu cyc, ma con ca nhitng bai viét va binh luan tich cwc, dong thoi
phan héi lai tat ca, thi ban dang dan dau cudc choi. Thuc té, néu cac cong ty
khac khong lam tot viéc twong tac vdi khach hang hién tai hoac khach hang
tiém nang ctia ho thong qua mang xa hoi, khach hang sé nhin nhan cong ty
cta ban t6t hon khi ban bat dau hanh dong.

HAY SANG TAO!

Nhw cau néi don gian “T6i xin 16i” khi dap lai mot khach hang phan nan,
thi hdy “Cam on” khi khach hang c6 diéu gi d6 mudn néi. “Cam on” néi
lén rang “Ban quan trong”. “Cam on” thé hién “Chung t6i dang lang nghe.”
“Céam on” c6 nghia “Chung toi tran trong va danh gia cao ban.” B¢ la cach
tot nhat dé ca nhan héa phan hoéi cta ban hon nita, hay chia sé mét chut ca
tinh thuwong hiéu cua ban.

Phat trién ca tinh xa hoi ctia ban

Ca tinh thwong hiéu dugce dinh hinh bdi viéc dwa nhitng nét tiéu biéu
trong “tinh cach thuong hiéu” cta ban khi gidi thiéu cong ty ban v&i cong
ching. Ca tinh xa hoi cua thwong hiéu tach ban khoi nhitng thwong hiéu
khac, mang dén nhitng nét dac trung déc nhat vo nhi ctia cong ty ban nham
két noi véi khach hang tryc ti€p hon, bang tinh cdm va suy nghi cia con
nguoi. Vi du nhw, giong diéu (hodc 16i n6i) ban st dung dé phan hoi tat ca
nhitng bai dang gitip thé hién dugc ca tinh cua ban. Duwéi day la mot so
cach thirc khac dé néi cdm on dén nhitng binh luan tich cyc, thé hién ca
tinh thuong hiéu:
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e “Cam on anh rat nhiéu, Jonny.”
e “Cam on ban vi da danh thoi gian chia sé.”
e “Cam on vi da yéu thich ching t6i. Ching t6i cling yéu mén ban.”

e “Cam on vi phan ho6i caa anh, Jonny. Chung t6i dang lang nghe anh
day.”
e “Cam on vi y kién ctia ban, va hay chia sé nhitng 10i tot dep nay véi
ban bé ctia minh nhé!”
V6i mang xa hoi, khi két n6i truc tiép vdi khach hang, ban thé hién rang
minh thiue s can va mong dwoc khach hang va khach hang tiém nang yéu
mén

Phan héi bang giong diéu cta thuwong hiéu

Ngoén ngit la mot phan cia nhan dién thwong hiéu. Ngan hang c6 st dung
cung kiéu ngon ngit ctia ctra hang banh pizza khi n6i chuyén tryc tiép vai
khach hang khong? Liéu mot bac sy nhi khoa thdo luan vé diéu kién y té
vGOi bénh nhan cé dung cung ngdn ngit nhv mot bac sy chuyén khoa ung
buwéu? Vay viéc mot thuwong hiéu 16n tap trung vao nhitng doi twong khach
hang vi thanh nién ciing st dung cung mot ngon ngit trong quang cao danh
cho nhitng nguoi trvong thanh thi sao? Khi ban st dung nhitng ngon ngtt
khac nhau dé néi chuyén tryc tiép véi nhitng khach hang khac nhau mot
cach phu hgp qua trinh giao tiép sé dat hiéu qua cao hon.

Chill Zone tao néen giong diéu riéng
Thyc té, do khong c6 duge nhitng 1gi thé nhw trong mot cudc doi thoai
trire ti€p dé thé hién nhitng cung bac tinh cam khac nhau trong giong diéu
ctia ban hodc st dung giao tiép phi ngoén tw, giong diéu van viét cia ban
trén Facebook hodc Twitter vé cung quan trong. Hay nghi dén sy khac biét
trong nhan thitc khi ban doc dugce nhitng diéu dwdi day:

https://thuviensach.vn



“Cam on rat nhiéu vi phan hoi cia ngai. Ching toi tran trong va
danh gia cao sy uing ho cia ngai.”
vOi
“Cam on anh!”

T6 chitc ctia ban c6 cé tinh thwong hiéu nhw thé nao? Ban nghiém tic
hay vui vé? Than thién? Hai hwdc? Ky quic? Am ap? Quan trong hon,
khach hang va khach hang tiém nang ctua ban thich diéu gi? Ho la nhitng
nguoi tré tudi, wa mao hiém, hay nhitng ngudi c6 tudi nghiém tdac va than
trong? Ho la nhitng c6 cdu bé vui vé, nhitng ba me day lo toan, hay nhitng
doanh nhan chay dua véi thoi gian, hoac kiéu ngwoi nao khac? Dya vao
ban chat doi twgng khan gid, nhitng 16i 1€ va cach thitc ban phéan hoi, tham
chi véi nhitng binh luan tich cye, déu khong thé bi xem nhe.

Mot trang Facebook mang giong diéu cua thwong hiéu dén trai tim la
Cuberland Farms Chill Zone & dia chi Facebook.com/ChillZone. Cuberland
Farms la mot chu6i gom 600 ctra hang tién 1gi c6 mat trén 11 bang, hau hét
la @ Bac My. Chill Zone dugc cho la “noi duy nhat trén thé giéi ma ban cé
thé ty tay pha tron va udng bat ct thitc uéng nao ban nghi dén, cung véi da
hodc nwdc, chi véi 79 xu.” Chill Zone nham t6i riéng doi twong thanh thiéu
nién. Cong ty van duy tri mot hinh anh gan giii vé thuwong hiéu trong tat ca
cac hinh thirc truyén thong cia né. Do dé khi mot khach hang dang 1én
Facebook vé trai nghiém cua minh khi uéng dé uéng Chill Zone, ban gan
nhw sé muon thdy mot phan hoi chinh thitc tir cong ty hodc “You rock,
bro!” hodc “You go, girl!” hon la “Cam on vi phan hoi cia anh/chj”.

TRUYEN PI NHUNG LOI LE TOT
PDEP

Facebook la nén tdng don cé tinh lan truyén cao nhat trong lich st
marketing cho dén nay. Hau hét nhitng nguwoi lam marketing déu quan tam
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t@i viéc kiém ché hodc gidi han sy lan truyén cua nhitng binh luan tiéu cuc
khién ho mat di kha nang nhin nhan vé sttc manh cta viéc lan truyén nhitng
binh luan tich cyc. Sy that 1a moi ngwdi duwong nhu thich mua san pham
hodc dich vu ctia ban néu ho biét ban, tin twéng va yéu mén ban (ca ngoai
doi lan trén mang). Do d6 ho muon thdy diéu gi do tich cue hon la tiéu cuc
vé cong ty cda ban. Néu ban c6 thé khuéch dai va gia tang nhanh chéng
hon nhitng 10i tich cuc vé t6 chitc cta ban, truyén thong xa hoi sé cung cap
nhitng cong cu t6t nhat dé thue hién né.

Bén sometimes, | just lay under the faucet and chug chill zone
until | pass out

November | at 3:43pm - Like - Comment

|‘.':l 3 people like this,

Q Cumberiand Farms Chill Zone Hahaha what & baller.
_d Sovernbe at 3:50pm - Like - &3 1 person - Flag

Hinh 7.1, Phan hoi cda Chill Zone

Trong thé gidi ngoai tuyén, néu mot khach hang chia sé mot phan hoi
tich cwc vGi ban, dé la thoi diém thich hgp nhat dé dé nghi mdt 161 giGi
thiéu — “Anh c6 nguoi ban nao thich hop noi chuyén vaéi toéi khong?” hodc
bi dong hon, “Cam on. Hay chia sé v6i ban be cua anh nita nhé.”

Trén Facebook, khi ban nhan dwgc 10i khen nggi, dé la thoi diém thich
hop nhét dé noi, “Cam on. Hay goi y trang nay cho ban be cta anh! (Nhap
nhudt vao duwong dan phia dudi anh dai dién cua chiing t6i.) Trung binh
mot ngudi cé 130 ban bé trén Facebook, nhung vai ngwdi ¢ dén 5.000 ban
be! Khi do, 10i gidi thiéu cua ho sé vo cung gia tri.

Tinh hu6ng nay cfing twong tw nhu trén Twitter khi ban nhan duwgc mot
phan héi tich cuc, dap lai va dé nghi nguoi st dung retweetd), hodc chia sé
nhitng gi ban viét véi nhitng ngudi theo doi ctia nguwdi st dung khac. Trung
binh m&t nguwdi c6 120 nguwdi theo doi trén Twitter, va mot vai ngwoi cé dén
50.000 nguoi theo doi hodc hon. Mot 10i gidi thieu, goi y trén Twitter co
thé gitp viéc xay dung mot nén tang ngwoi theo doi mdi tién xa hon.

Tuy nhién, khéng diéu gi trong s6 nhitng diéu trén xdy ra néu ban khong
nhan ra va cam on cac khach hang ctia minh, nhitng nguai tich cue theo doi
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va twong tac vGi ban — tirng nguwdi va tét ca ho.

PO LA MOT CUOC HOI THOAI -
HAY TIEP TUC NOI

Ngay con nhitng tdm phiéu gép y, cac t6 chitc phan hoi lai nhitng 10i
phan nan, va hau hét cac t6 chirc tot dap lai tat ca moi 10i binh luan ca tot
lan xau. Nhung cudc giao ti€p dwong nhw két thic tai d6. Vi mang xa hoi,
cudc hoi thoai tiép tuc kéo dai bat tan. Mot khi ban dap lai binh luan dau
tien, khach hang c6 thé tiép tuc tham gia v&i ban. Ai biét dwgc nhitng
chuyén nay c6 thé dan dén dau? Hay nghi vé quy trinh nay nhu mét cudc
thdo ludn dang tiép dién hon la mét loat nhitng 161 binh luan va phan hoi.
Ban mu6n nhitng cudc hoi thoai cong khai dwgc bat dau véi nhitng khach
hang vui vé dé tiép tuc cang lau cang tot trong khi duy tri tam nhin cao.
Bang cach nao ban c6 thé giit cho cudc hdi thoai tiép tuc? Lam thé nao ban
c6 thé gdy ngac nhién va tao sy vui vé cho nhitng ngudi dang 1én nhitng noi
dung tich cuc?

Tt mot dong Tweet cho dén mot cong viéc

Aimee Ertley cta Sage North America la mot vi du cua viéc gitt cho
cudc hoi thoai tiép tuc véi nhitng khach hang hai long. Sage 1a nhém cung
cap dich vu va phan mém quan tri doanh nghiép hang dau danh cho cac van
phong trén khap nwéc My. Nhém marketing cho san pham Sage Peachtree
Accounting tham gia tich cuc vao Facebook va Twitter, cting nhu mot cong

dong san pham nang dong trén mang. Aimee Ertley ké vdi toi:
Vao mot ngay mua thu nam ngoai, mot sinh vién téen Andrew Yellis da
tweet vé chung t0i trong 16p hoc cia minh. Nhéom phu trach truyén
thong xa hdi ctia ching t6i nhin thdy tweet cua anh, phan héi lai, va
giti cho anh mot chiéc gid mua hang nhw mot 16i tri an, dé giup anh
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trong nhitng ky thi cu6i ky. Anh da viét trén blog vé viéc nay va ca
ngoi Sage.

Pau nam nay, ching t6i thyc sy d@ moi anh ta dén van phong cuta
minh tham dy bu6i hop ndi bo vé tdm quan trong va sitc manh cta
truyén thong qua mang xa hdi doi v6i nhan vién cia minh. Andrew dé
dat rdang anh rat mudn thuc tap ¢ day. Mua he nam nay, Andrew tham
gia cung chung toi va da c6 mot cong viéc phi thuvong. T mot tweet,
Andrew da nhan dugc mot mén qua, mot khéa thuc tdp, mot trai
nghiém day gia tri. Anh c6 m6t mua heé tuyét voi véi khéa thue tap va
trd thanh nguwoi ham mo cua cong ty.

Tat nhién, nhitng viéc trén c6 thé déu khong thuc sy bat nguén “tir mot
dong tweet”. N6 bat dau tir mot cong ty cé thai do tich cyc vé viéc phan hoi
lai tat ca nhitng 10i binh ludn, sau d6 la phan hoi v6i mot tweet, va roi ti€p
tuc cudc hoi thoai. Biét dau nguwdi quan trong vdi ban tiép theo sé la mot
khach hang da dang bai lén trén trang Facebook ctia ban.

THUC DAY CAC DAI SU THUONG
HIEU CUA BAN

Moéi doanh nghiép nhé déu biét rang rat nhiéu khach hang la nhitng
ngwoi hdm mo rudt — nhitng nguwdi dn twong vai dich vu cta ban — san sang
gigi thiéu nhitng nguwdi khac dén véi doanh nghiép cua ban. Nhitng thwong
hiéu 16n hy vong c6 thém nhitng nguwoi nhv vay — nhitng nguwoi ban than
thiét ma t6i goi la “dai st thwong hiéu”. Pai st thwong hiéu la nhitng khach
hang yéu mén t6 chitc cia ban vo diéu kién. Ho vui mirng khi néi véi nguoi
khac vé cong ty ctia ban ma khéng can cé bat ci dong lyc dac biét nao, va
khong can ban dé nghi ho. Tuy nhién, ho gan nhw sé néi vé thuwong hiéu cta
ban néu ban dé nghi, vay tai sao ban lai khong dé nghi?

Btc anh Rod Tidwell noi voi Jerry Maguire (trong mot bo phim cung
tén): “Jerry Maguire, dai dién cua t6i. Anh la dai st cua ‘quan’.” Tidwell
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mo ta “quan” nhu “toan bo goi hang” dugc tao nén bai “tinh yéu, su ton
trong, cong dong va tién bac.” Cudi cung, tiéu chuan nay, quan, la diéu ma
tat ca cac cong ty dang tim kiém: mot cong dong dwoc xay dung trén sy ton
trong tao nén két qua tang trwdng tai chinh cho doanh nghiép véi nhitng
khach hang hai 1ong va trung thanh. Piéu nay hiéu qua trong thoi diém hién
tai, nho vao mang xa hoi va nhitng cai dat riéng tw, ban c6 thé nhanh chéng
biét dwgc moi nguwdi c6 bao nhiéu ban bé trén mang. Tam anh hwdéng trén
mang lan truyén manh mé ti* mdt ngwdi dén nguoi ké tiép, va vi tat ca cac
t0 chitc c6 nhitng ngudn lyc gidgi han, ban sé muén tim dwgc mot dai sw
thuwong hiéu nguwoi khong chi ngudng md ban ma con c6 rat nhiéu ban be,
nguwoi ham mo va nguoi theo doi.

Khi da xac dinh dugc dai st thwong hiéu cia minh, ban c6 thé lam nhiéu
diéu hon thay vi chi cAm on vi ho da tré thanh khach hang. Ban cé thé tang
thwdng ho bang nhitng hanh dong, dong lyc, phu cap dac biét va ndi dung
doc quyén. Vi du, cung cidp cho ho nhitng cong cu hodc nhitng tuy chinh
tric tuyén ctia sdn pham cda ban, nhd dé ho cé thé chia sé vdi ban bé hodc
truyén tay san pham dé & nhitng bita tiéc do ho t6 chitc véi sy gitup do cua
ban. Ban c6 thé trao cho ho ndi dung da phuwong tién nhw nhitng birc anh
hodc video va khuyén khich ho tao nén nhitng diéu méi mé, thém vao
giong diéu cua riéng ho trudc khi chuyén n6 cho ban be hodc ngudi theo
do6i. Muc tiéu la dé thac day khach hang ctia ban, nhitng ngudi yéu mén ban
dén mitc thwong xuyén chia sé niém dam mé v4i san pham cta ban mot
cach cong khai.

CONG KHAI HOAN TOAN

Ban sé muén khuéch dai cang nhiéu cac dai st thwong hiéu cang tot —
hay chac chan rang ban dé cho ho tiét 10 m6i quan hé cua hai bén. Néu
ban dwa cho khach hang bat c thit gi gid tri, thi Uy ban Thuwong Mai
Lién bang (FTC) sé yéu cau khach hang lam ro ho da nhan dugc diéu
gi do dé doi lai viéc dang bai viét hoac binh luan khac vé san pham
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cta ban. Chang han, ban khong thé cho ai d6 m6t chuyén du lich dén
resort cia ban dé déi lai ho sé viét bai trén Facebook vé trai nghiém
caa ho, triv khi ho dé cap va phu hgp véi diéu do. (Nhitng thong tin cu
thé hon sé dugc dé cap dén trong chwong 9.)

Marketing truyén miéng luon la mot hoat dong hitu ich, nhwng ngay nay,
khéd nang tan dung n6 mot cach hiéu qua thong qua mang xa hoi khong
hoan toan dé dang. Truwdc day, néu mot ngwoi noi tiéng ghé tham cira hang
cta ban, ban chac chan sé doi x& véi ho tot dén khong ngd va dé nghi ho
néi vai 10i vé trdi nghiém nay. Hién gid, viéc quan trong la nghi vé tirng
khach hang nhw mot ngwdi ndi tiéng trén mang véi nhitng ngudi theo doi,
ban bé va trén hét la tam anh hwéng cua ho. Chac chan la khong phai dong
cap nhat trang thai hodc tweet nao vé ban ciing tao nén tiéng vang nhu mot
sO “nguoi noi tiéng” nhung chac chan la ho c6 thé dai dién, thay mat cho
ban — m6t cach dé dang va nhanh chéng — dac biét 1a néu ban cam on va
khuyén khich ho. (Mot vai ngudi st dung chac chan c6 tam anh hwéng trén
mang hon “nhitng ngudi ndi tiéng”!)

Phurong cham “Quan tam dén moi khach hang” cua
VistaPrint

VistaPrint 1a m0t c6ng ty toan cau cé tru s& tai Massachusetts, phuc vu
hon 9 triéu khach hang va doanh nghiép mo6i nam v&i pham vi rong trong
nganh thiét ké d6 hoa, dich vu website va cac san pham in an dugc tuy
chinh hoéa. Do phai gidi quyét hang triéu don dat hang trén khap thé gidi,
cung rat nhiéu cudc hoi thoai tiém nang tich cuc lan tiéu cye, phiwong cham
cua VistaPrint duoc Jeff Esposito, quan ly quan hé cong ching, mo6 ta mot
cach kha an twgng:

Phuwong cham cta ching t6i 1a “Quan tdm dén moi khach hang” va
khac vai nhitng cong ty chi biét no6i, “ching t6i sé thuc hién diéu d6”.
Moi dong trang thai dang trén twong, ca tot, xau lan ky quac, déu nhan
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dwgc phan hoi. Ching t6i cling st dung truyén thong dé tao ra doanh
s0 cho cong ty toan cau.

Trang Facebook cua VistaPrint ¢ dia chi Facebook.com/VistaPrint da
chitng minh 10i n6i cta Esposito bang hanh dong. Thurc té, hodc vao bat cw
mot ngay nao do, c6 hang ta binh luan, chia sé phan nan, nhan nhu niém
vui hodc don dat hang, dang dnh hodc dat cau héi tr khach hang. Bat ky
cau héi nao ciing dugc tra 101, tat thay nhitng 10i phan nan déu nhan duwgc
phan hoi, va quan trong nhat, ti'ng 10i binh ludn ctia khach hang déu nhan
dwgc hoi dap. VistaPrint da tao dwgc danh tiéng trén mang nhw mot cong ty
quan tdm dén khach hang ctia minh va thuc hién tat ca nhitng gi ho ndi.
Thuye té, khach hang chia sé nhitng trai nghiém tich cuc, nhitng ngudi dwgc
quan tdm va cdm on b@di VistaPrint thuwong la nhitng nguwdi dau tién 1én
tiéng khi khach hang khac viét nhitng binh luan tiéu cyc.

Kathy Besssss DON'T DO BUSINESS WITH VISTA PRINT, THEY

TOTALLY SCREWED UP MY ORDER, THEIR QUALITY 15 POOR AND THEIR
CUSTOMER SERVICE STAFF ARE HORRIBLE, | TRIED TO RESOLVE MY ISSUE
WITH A SUPERVISOR AND EVEN THE SUPERVISOR WAS UNABLE TO HELP
ME. PLEASE DO NOT ORDER THROUGH VISTAPRINT.
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Martha B | love VISTAPRINTI
? Torwday at 7' 10pm - Liks - oY 1 peraon Flag

Jo Desssw I've only had one bum onder by Vistapring out of
a | the MANY | have placed and | have to say that they were very
" guick 1o fix things for me = even though | am in Australia, had
ordered from the US and communicated mry probhem via ermall.
Very happy with my goods to date. We al have the odd bad
expiignce after all - gven COMPankes 3¢ human’
Tuiesds 713 1pm - Llke - & 2 people - Flag
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Hinh 7.2. Phan hdi cta khich hang véi 16
phan nan trén twong Facebook cua VistaPrint

Ai sé bao vé ban khoi nhitng ngwoi dang nhitng noi dung tiéu cuc tot
hon, ban hay hang nghin khach hang vui vé cta ban? V@i tw cach mot
khach hang, ban mudn lam viéc v6i cong ty nao — mot cong ty cong khai
tra 1oi ting khach hang, hay mot cong ty duwong nhuw phét 10 va bé qua y
kién cta nhiéu khach hang?

HAY HANH BONG!
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1. Tao ra mot cudn Kinh thanh cua viéc dwa ra phan hoi vé thwong hiéu
xa héi. Xac dinh giong diéu thuwong hiéu cia ban nén nhw thé nao khi
dap lai khach hang trén mang xa hoi. Vui vé? Nghiém tuc? Ca nhan?
Chuyén nghiép? Viét ra mot vai cach thitc dac biét khac nhau, dya trén
giong diéu thuwong hiéu d6 dé n6i “Cam on” v6i mét khach hang vui
Vé.

2. Xac dinh nhitng nguon lyc can thiét dé dap lai tirng khach hang véi
mot 101 binh luan hodc cau hoi dang trén mang xa hoi, dva trén sy hiéu
biét ctia ban vé con s6 khach hang, ngwdi ham mo, nguwdi theo doi hién
tai cua t6 chirc ban. Bo6i ngli nhan vién ctia ban sé lam gi? Ban sé thuc
hién trong noi bo hay st dung mot dai ly bén ngoai? Vao lic nira dem
hodc nhitng ngay cudi tuan thi sao?

3. Xac dinh nhitng cach thirc giup ban trao thwdng cho khach hang trung
thanh va cé anh hwéng dé tang nhanh chéng nhitng 16i gigi thiéu
truyén miéng tich cyc cta ho. Ban cé thé dé xuat phan thuéng nao?
Ban c6 ky vong gi? Lam cach nao ban dam bao dugc ho dang tuan
theo nhitng luat 1é dia phwong va lam ro véi ban bé ho vé nhitng gi ho
nhan duoc tr ban?

DANH GIA PUNG MOI KHACH
HANG CUA BAN

Cong ty nao ciing déu noi rang ho quan tdm dén khach hang, nhung
khong nhiéu cong ty thwe sy lam duwgc diéu do trén mang xa hoi. Ban sé
khong nghe dién thoai ctia khach hang, hodc bé di khi dang truc tiép gap
ho, vi thé dirng phét 10 ho trén Facebook, Twitter hodc bat cit trang mang
x4 hoi nao khéc. It nhat bing viéc néi “Cam on”, ban thé hién véi ca thé
gigi rang ban thyc sy 1a mot t6 chitc quan tam dén khach hang ctia minh.
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Vi viéc lam cho khach hang ngac nhién, bat ngd, mang dén cho hg niém
vui va nhd d6 c6 duge nhitng ngwdi haim md cuéng nhiét nhat, luén danh
nhitng 161 tot dep cho san pham cua ban, ban c6 thé tién xa va gat hai thanh
cong.
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8. HAY TRO NEN PANG TIN CAY

1

Cém on vi da goi cho chung t6i. Toi la ngwoi cham soc dich vu khach
hang, t6i c6 thé gitip gi cho ban?” ban nghe thay cau néi nay ¢ duong day
bén kia.

“Tuyét,” ban nghi, “Co vé nhu ai do6 cé thé gitp duoc t6i.”

“T6i c6 thac mac vé mot phan trong t& hoa don cda t6i ma toi khong sao
hiéu noi,” ban tra 10i.

“Hay cho t0i s6 tai khodn cuia anh,” ngudi cham séc khach hang dap lai.
Mac du ban da nhap con s6 vao dién thoai ciia minh khong lau trudc lan
dau ban goi dén, ban van tiép tuc phai cung cap cho nguwoi dai dién thong
tin.

“T6i xin 16i,” ngwdi cham s6c khach hang 1én tiéng. “T6i khong thé gitip
dwgc gi cho van dé cda chi. Chi sé phai néi chuyén véi phong cap héa don,
va ho chi lam viéc tr thit Hai dén thit Sau. T6i c6 thé gitp gi cho chi nita
khong?”

Tat nhién la ngwoi nhan vién chi don thuan lam cong viéc cta ho, va
cong viéc cda anh ta doi héi tuan theo kich ban c6 san. Biéu nay khong chi
khién ban thit vong vé sy bat luc trong kha nang gidi quyét van dé cua
cong ty, ma con khién ban nghi ngo tinh thiéu chan thyc khi xét xem liéu
nguoi tryc dién thoai cé thuc la “ngwoi cham s6c khach hang”. Nhan vién
nay khong c6 vé la dang quan tam hay cham s6c ban, mot khach hang ca.

Vé phan “nhitng c6 van tai chinh” thi sao? Ban da bao gio nhan dwgc sy
ho trg tir mot “c6 van tai chinh”, ngwoi c6 thé von la nhan vién bao hiém,
thé hién chut quan tdm dén viéc gitup ban sap xép va giai quyét cac van de
tai chinh?

Khong phai tit ca moi ngudi vGi cong viéc cham séc khach hang hoac co
van tai chinh déu ding dan va dang tin cdy. Tat nhién trén thuyc t€, co rat
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nhiéu nguwdi thyc sy lam nhitng cong viéc nhuw vay. Nhung ngoai ra cé
nhitng treong hop sai léch va lwa bip, du co chu dich hay khong.

Rat nhiéu céng ty 16n gap khé khan trong viéc tré nén chan that khi
twong tac véi khach hang. Khi t6 chitc cang mé rong quy mo, viéc quan ly
duwgce s6 nhan vién va khach hang ngay mot nhiéu cang tré nén khé khan
hon. Dé gidi quyét diéu nay, cac nha quan ly phat trién nhitng mo hinh, quy
trinh va cac trung tam cham séc dich vu khach hang thyc hién theo nhitng
kich ban c6 san. Tuy nhién, ching sé khong gitip ban két noi hiéu qua vdi
khach hang cua minh. Thay vao d6, ching tach san pham, dich vu vdi
khach hang khi ban danh mat tinh twong tac gitta con nguwdi véi con nguoi.

Truyén théng xa héi cung cap co hoi “ddo chiéu xu hwéng” déi vai
nhitng t6 chitc 16n hon va dé thé hién tinh xac thyc véi nhitng t6 chitc nhé
hon. Cong ty ctia ban c6 thé thye sy tré nén nhan van khi gidi quyét van de
v0i khach hang thong qua nhitng trang mang xa hoi hién tai. Ban sé nhan ra
khach hang cia ban phan h6i mot cach tich cyc va tran trong cling nhw
danh gia cao thai do ca nhan ctia ban. Tuy nhién, diéu dé ciing c6 mat doi
1ap: Néu ban c6 gang giai quyét van dé vdi mot s6 lwgng khach hang khong
16 trén mang xa hoi trong mot quy trinh thiéu chinh xac, n6 sé dem lai két
qua trai ngugc voi mong dgi.

Truwdc khi di xa hon, t6i nén lam ré y cia minh khi no6i ban phai chan
thye trén mang xa hdi. Noi chung, ban phai nhan van va thé hién dwoc ca
tinh. Khong ai muén cdm thdy nhu thé minh dang noi chuyén véi mot cai
may hodc gidi quyét van dé v6i ngwoi khong thé thong cdm vaGi tinh hudng
ctia minh. Mang xa hdi truc tuyén lién quan dén twong tac con nguoi vi vay
doi héi ban phai tré nén linh hoat va trach nhiém, véi kha nang cung cap
cho nhitng nhu cau da dang va hay thay doi ctia khach hang, nhitng mong
muon, y kién va lya chon cta ho. Tré thanh mét phan cta cudc tro chuyén
trire tuyén va thye sy tim cach hiéu khach hang cia ban cling nhuw vai tro
cta dich vu hay san pham trong doi séng thuc ctia ho. Tuy nhién ban va bat
clr ai két ndi vabi to chitc caa ban, déu phai la chinh minh — ban khong thé
gia tao khi gidi quyét van dé vdi khach hang.
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Aaron Sorkin, ngudi viét kich ban cho bo phim dién anh noi tiéng The
Social Network, ké vé viéc sang lap Facebook va nhitng ngay dau méi
thanh lap trang mang nay, néi vdi Stephen Colbert trong mot chwong trinh
phong van trén truyén hinh (dwgc phat séng vao ngay 30 thang Chin nam
2010) rang bo phim thé hién thai qua so vdi thye té. Trén thue té, ngugc lai,
mang xa hdi lam tot, chinh xac va chan thue hon kich ban ctia Sorkin.

Nguoi khac suy xét rang nhitng nguwdi st dung mang xa hoi qua chu y
dén vé ngoai cta ban than, chia sé moéi hoat dong, moéi buwdc di cua ho véi
thé gidi (nghi xem nhitng ngudi st dung dang ca viéc ho dung loai ngii coc
nao cho bita sang). Bung vay, ho la mot vai truong hgp ca biét, nhitng
nguoi sit dung mang xa hdi vi nhitng muc dich ca nhan va that bai. Nhitng
nguwoi nhw vay la nhitng ngudi thién can bdi sy hiva hen ctia truyén thong
mang xa hoi cé tiém nang 16n hon nhiéu. Vi nhw Facebook thuc té c6 thé 1a
noi danh cho moi nguwoi két néi véi nhau va danh cho cac cong ty tao dung
dwgce nhitng moi quan hé lau dai v6i cac khach hang hién tai va khach hang
tiém nang.

TRO THANH MOT BUOI BIEU DIEN
NGAU HUNG THAY Vi MOT
CHUONG TRINH NHAC KICH

Nhitng ban nhac, vé kich va v@ opera tuyét voi la hinh thitc giai tri
truyén théng. Nguwoi di xem hat c6 mat trong khan phong, ngobi lai, tan
hwéng, va nhitng nghé sy trinh dién “bat dau biéu dién”. Nhitng man trinh
dién huyén 4o, tinh té va chita dwng nhiéu sac thai, nhitng san pham an
twgng, dac biét la am nhac. Hau hét nhitng ban nhac déu chita dwng rat
nhiéu mau sac va am thanh, nhitng phan canh cung véi trang phuc 1ong lay
lam 16a mat khan gia va lwu lai an tuwgng cudi. Kich ban twong tw dugce trinh
dién hét dém nay qua dém khac, véi kich ban, dién xuat, am nhac va dao
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dién xuat sac, chwong trinh cong hwong va dwgce long dong diao cong
chung.

Mat khac, nhitng v& hai kich tung hitng thwong khong sap dat trwde va
hau nhuw déu khéng cé kich ban. Nhitng ngwoi trinh dién, ngudi twong tac
v6i khan gia sudt chwong trinh bang nhiéu y twéng thu hit méi mé sau goi
y cta khan gia moi dém. Khong giong nhu mét vé nhac kich, moi chwong
trinh biéu dién ngau hitng déu khac biét, mién la khan gia mang dén nhitng
y twong thd vi, sang tao va tran day nang lwgng, cung véi nhitng nguoi
trinh dién day tai nang, tat ca tao nén mat trai nghiém tuyét voi.

Twong tw, cong ty hodc td chitc ctia ban cling c6 thé tao ra mot trai
nghiém twong ty danh cho cac khach hang hién tai va khach hang tiém
nang trén mang xa hoi. Tham chi né cé thé dwoc thwe hién ma khong can
dén chi phi khong 16 nht mot chwong trinh nhac kich tai Broadway hoac
quang cdao truyén hinh. Tuy nhién n6 doi héi sy thay doi co ban trong cach
ban st dung phwong tién truyén thong va marketing, khi truyén thong xa
héi hién nay cho phép tién hanh mot cudc doi thoai hai chiéu giita cong ty
va khach hang. Ban sé phai nghi it hon vé viéc “trinh dién” va tang viéc
xdy dung mot doi ngili nhan vién linh hoat, nhuan nhuyén, phan tng nhanh
va 16i cuon. Va khong giong nhw nhitng budi biéu dién tung hitng, noi
nhitng nguwoi nghé sy biéu dién nhitng ndi dung khac nhau trong moi dém
dién, doi ngli cua ban can dwa trén sy chan that, chuan xac cta minh nhw
nhitng ca nhan doc nhat vo nhi.

PHAT TRIEN MOT TIENG NOI biCH
THUC VA PANG TIN CAY

Quaéng céo truyén thong giong nhv mdt vé nhac kich Broadway hon la
mot budi biéu dién ngau hitng. Muc tiéu la tao ra mot tro tiéu khién thu vi
dé thu hit sy chd y ctia khan gia, hodc gdy tiéng vang, ngay ca khi san
pham hoac dich vu dwa ra thuwong thiéu do tin cay.
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Hién nay, vGi tu cach mot ngwdi lam quang cdo hodc diéu hanh cong ty,
ban can phdi tham gia vao cudc hoi thoai, va khi lam vay, t6 chitc ctia ban
phéi ludon ghi nhé nhitng ky vong cua khach hang. Ban phai la mot nguoi
dang tin cay trong nhitng moi twong tac cia minh. Néu khong khach hang
c6 thé cho rang no luc cua ban trong cudc héi thoai nay chang gi hon mot
manh khoe tiép thi. Hay can nhac xem thwong hiéu hodc t6 chitc ctia ban
thuc sy trong nhw thé nao. Lam cach nao ban bién nhitng phan nhu tuyén
bé nhiém vu hodc “About Us” (Thong tin vé ching t6i) trén trang
Facebook hodc website ctia cong ty thanh nhitng cudc hoi thoai thuc sy ma
ban c6 thé tao 1ap va tham gia vao moi ngay trén Facebook va Twitter? Ban
can phai cho ca thé gigi biét vé cong ty, thwong hiéu va ca tinh ctia minh
trong khi thé hién rang ban thyc sy quan tam dén khach hang va san long
danh thoi gian tro chuyén cung ho.

Dbiéu chinh nhitng cudc thao luan

Hy vong rang td6 chitc ctia ban da c6 nhitng quy tac vé cach ma phong
dich vu khach hang twong tac véi khach hang, ngwdi ban hang tiép can vai
khach hang tiém nang, hodc nguodi diéu hanh quan hé cong ching noi
chuyén v6i dai dién co quan truyén thong. Mot xu hwdng, dac biét trong
nhitng t6 chitc 16n, dé diéu chinh can than nhitng cudc thdo luan nay, do la
no6 chac chan dap @ng dwoc nhitng chi dan cia doanh nghiép va rang khong
ai néi “diéu sai lam”. Vi dy, truyén thong tap doan va phong phap 1y c6 thé
quan tam dén nhitng nhan vién hoac ngwoi dai dién “xa roi thong diép”, tao
nén nhitng binh luan tiéu cyc, hodc thwta nhan trach nhiem phap ly thong
qua mat 1oi xin 106i.

Thai do nay la mot sai 1am trén mang xa hdi va dé diéu chinh n6 tré nén
dang tin cdy hon gan nhu la khong thé. Cang c6 gang diéu chinh nhitng
cudc doi thoai vé thwong hiéu, ban cang khién chiing tré nén thiéu tinh
nhan van, va khach hang cang it phan hoi hon. Té hon, ban cang tré nén
kém linh hoat va tin cdy, ching cang dwgc thé hién rd hon, va ban cang it
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dwgc tin cdy hon. Hay nhé rang trén mang, do tin cay va danh tiéng caa ban
v&i khach hang 1a tat ca.

Vay ban c6 thé lam gi dé khién cac ludt s ltc nao ciing vui vé nhung
van duy tri dwgc sy tin cay d6? Giai phap tot nhat la phat trién hang loat chi
dan vé viéc stt dung 16i néi theo hoan canh, ban phai chac chan rang nhitng
nguoi dang tin cay dang dai dién cho td chitc cuia ban trén mang xa hoi, du
dé 1a nhan vién cua ban hay hang dai dién. Ban can biét rang nhitng ngwoi
dai dién nay sé dwa ra lya chon ding dan vé viéc diéu gi nén noi va khong
nén noéi trong sudt nhitng cudc hadi thoai trén mang xa hoi. Tham chi ban
con c6 thé dat hang loat nhitng chi dan m@i trong mot thy muc va goi no6 la
“chinh sach truyén thong xa hdi” (cac luat su sé thich diéu nay).

Gay ra loi lam

Nhitng nguoi dai dién cé mac sai lam khi n6i chuyén véi khach hang
khong? Chuyén do, tat nhién sé xdy ra. Mang xa héi phat trién qua nhanh
khién n6 thwong xuyén gay ra sai lam, va hién nhién, mot s sai lam 16n
hon nhitng sai lam khac. Trwdc khi truyén thong xa hoi xuat hién, thi nhiéu
nhan vién mac sai 1am dugc tha thi¥, nhung cling c6 nhitng ngwdi phai tra
bang ca cong viéc cta ho. Diéu nay ciling ding trong truyén théng xa hoi.
Hay nh¢ rang du sao do cling la m6t cudc hoi thoai. Moi ngudi sé tha thi
khi ban thtra nhan ban mac sai lam va hay nhanh chéng giai quyét “tai nan
nghé nghiép” ctia minh.

Vi du, néu ban go sai chinh ta trong mot dong trang thai cap nhat trén
Facebook hodc vO tinh chia sé mot dwong link hong trén Twitter, chi can
x0a di va x&¢ ly nd, sau do chia sé lai n6é don gidn cung v&i mot 10i xin 16i.
Sai s6t nay c6 thé mang td chitc ctia ban dén gan v@i khach hang va khach
hang tiém nang hon béi né cho ho thdy ban ciling la con ngwdi. Thay vi co
gang stta chin chu ti mi mot cach hoan hdo cho moi dong trang thai cap
nhat va tweet ctia minh, hdy tap trung vao do tin cay trong giong diéu cuta
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ban, nhitng moi quan hé va bai gidi thiéu tong thé cho thwong hiéu cta ban
trén mang xa hoi. Moi ngwoi déu biét diéu gi la that. Vi vay hay chan that.

Phia sau bitc man: Hay dé cho moi nguoi biét ban la
ai

Mot cach tuyét voi dé thé hién t6 chitc cia ban trwdc cong chiing la chup
anh va quay phim vé nhém lam viéc ciling nhw khong gian lam viéc trong
cong ty ban r6i chia sé ching trén mang. Tat nhién, khach hang ctia ban
khong quan tam hét dén tat cd, nhung chac chan, ho sé danh gia cao su cdi
md& va nén van héa doanh nghiép & cong ty ban. Ban khéng can phai thué
cd m6t nhém lam phim chuyén nghiép hodc viét mot kich ban. Thay vao
do, hang thang, ban c6 thé mang mady quay phim cam tay dén van phong,
hoi nhan vién hodc nha diéu hanh mot vai cau héi vé ban than va vai tro
ctia ho & cong ty. (60 dén 90 gidy la vira da cho nhitng video dang tai trén
mang xa hoi. Co6 gang dirng mat qua nhiéu thoi gian vi rat it ngwoi quan
tam xem hét toan bo chi tiét trong video.)

Ban ciing c6 thé chia sé anh hodc video tir mot cuéc da ngoai mua hé cta
t0 chirc, khai trvong van phong mdi, hodc tham chi la “cai nhin ctia nguoi
trong cudc” vé nha diéu hanh hodc van phong cong ty. Video vé nhitng
khoanh khac sé hiéu qua trong viéc nhan van hoa thwong hiéu cta ban va
gitip khach hang biét thém vé nhitng con nguoi trong céng ty, cung hy vong
xdy dung dugc niém tin cda ho vdi to chitc ctia ban. Nhung dirng di qua
giéi han. Hay nhé rang, trén mang xa hoi, khach hang ctia ban la yéu t6 vu
tién hang dau — diéu ho mudn thao luan, nhin thdy, nghe thay, hoc héi, hoac
thau hiéu — chit khéng phai ban.

SU TIN CAY NUOI DUONG NIEM
TIN; SU GIA TAO MANG LAI NOI
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SO HAI

Chting ta biét rang trong cadc moi quan hé, c6 nhitng ngudi cé thé chia sé
cam xuc va con nguoi that caa ho, thirva nhan nhitng thoéi hw tat xau, nhitng
thiéu sot sai 1am ctia ho, mét cach chan that va cédi mé. Ching ta cam thay
c6 mot moi lién hé tot dep vdi nhitng ngwoi nay bai 18 chiing ta biét rang
minh c6 thé tin twédng va dya vao ho.

Nguoc lai, khong ai muon ti€p tuc hiéu vé mot nguwdi khi ho nghi rang
nguwoi do gia tao. Néu khong cdm thay sy cdi md gitta ban va nguoi khac,
moi quan hé sé kho long phat trién. Cam giac cua su thiéu tin twdng sé nudi
dudng sy ho nghi va ndi sg hai tiém an, lo sg rang nguwdi nay khong thich
hop dé ban tin tuéng.

Twong tw d6i véi mang xa hoi. Khi mot t0 chitc chia sé va két néi vdi
khach hang cta ho theo mot cach chan that, n6 sé tao nén niém tin va khién
khach hang cdm thay thodi mai trong moi quan hé ctia ho véi t6 chitc. Cac
t0 chitc chia sé ndi dung duwgc tao ra hodc noi theo cach thirc da dugc lén
kich ban san trd nén thiéu tin cdy va gay ra sy hé nghi. Nhitng tinh huéng
nhu vay khong dan dén nhitng Like, chia sé, va 10i gidi thiéu ma cong ty
ban dang c6 gang gianh duoc.

Ciing nhw trong moi quan hé gitta hai ngwdi, sy cdi mé va niém tin giip
phat trién méi quan hé trén mang xa hoi. Muc tiéu danh cho cong ty cta
ban la nudi duwdng nhitng moi quan hé do, nhd vay, cac khach hang sé co
mot trai nghiém t6t hon va tham chi mao hiém lay danh tiéng ca nhan cda
minh d€ chia sé, gigi thiéu san pham va dich vu ctia ban dén ban bé cta ho.

B1Example — vi du vé si chuan xac, dang tin cay

B1Example la mot du an chinh phu dwoc ho trg badi B6 phan Cham séc
Sttc khée Cong dong ctia Uy ban Phong chéng Bao lwc Boston. Nhiém vu
ctia n6 la thé hién nhitng hanh dong va thai do tich cwc nham ngan chan
bao luc trong khi tao ra nhitng anh hwéng tich cyc va trao quyén cho giGi
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tré, giup ho cé dugc sy ton trong mot cach ding dan, va cam thay ty hao vé
cong dong cuia minh. Cau hoi dat ra la liéu nhitng thanh nién thanh thi c6
tin twdng vao mot co quan chinh phu néi véi ho rang hay “& treong” hay
“vé nha”? Vay ho sé tin twdng ai, mot nguwoi tredng thanh hay mot nguoi
ban than, khi dé cap dén nhitng van dé nhu thé?

Uy ban Chim séc Sitc khée Cong dong Boston (BPHC) thdy ring dai
dién chinh phua khong phai la ti€éng néi trén mang xa hoi cua dy an. Ho
cling nghi rang ngay ca Likeable Media, hang truyén théng xa hoi ho trg
cho dv an, ciing khong nén dam nhiém trach nhiém dé6. Ching t6i dong y.
Pé gin gilt sy chan that va true tiép no6i v6i khan gia muc tiéu, ching t6i
tuyén dung va dao tao mot nhom gom 10 ngwdoi tré tudi tai Boston quan ly,
stt dung trang Facebook va kénh YouTube cho dy an. Ho da thé hién dugc
ban than véi hinh mau vai tro va dwgc tao dong lyc dé tao nén sy anh
hwéng trong cong dong. Ban chit cia muc tiéu doi hdi mot sy kiém soat
bao quat toan bd vé viéc dwa ra thong diép — diéu ma nhiéu cong ty, va hau
hét cac t6 chitc chinh phu, déu mat mot khodng thdoi gian kho khan dé thuc
hién.

BPHC chu y vao ngén ngit ctia tudi méi 16n. N6 tap trung vao viéc gitp
ho phét trién tiéng ndi cia nhom ciing nhu giong diéu ca nhan va xay dung
dwgc mot quy trinh sang tao, chia sé, va ndi dung truyén cam hitng. Ngay
nay, ¢ dia chi Facebook.com/B1Example, ban sé thdy nhitng dong cap nhat
c6 thé de doa nhitng gido vién tiéng Anh va cac nha diéu hanh quan hé
cong ching & moi noi, nhitng nguwdi c6 nhiéu nam giang day nhitng gi ding
va khong ding khi viét va chia sé vé ban than ban. Nhung ban ciing sé nhin
thdy hang ta nhitng video dugc tao ra bdi nhitng dia tré tim kiém su khac
biét va hang nghin tré vi thanh nién ctia Boston twong tac véi nhau dé ngan
chan bao lyc trong gidi tré. Ban sé thay nhitng dita tré no6i v6i nhau theo
mot cdch ma nhitng ngwoi lam marketing khong bao gio c6 thé bat chuwée
duwgc. Ban ciing sé nhin thdy sitc manh ctia sy chan that trén mang xa hoi
trong hanh dong.
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Omaha Steaks tren Twitter

Nhu da dwgc dé cap trong chwong 3, Omaha Steaks la nha cung cap thit
va do an dong hop truc tuyén 16n nhat nwéc My. V6i s hiéu biét vé 1gi ich
cta viéc khai thac cac cong cu truyén thong xa héi, hang quyét dinh tao ra
mot giao dién trén mang thong qua Twitter. Omaha Steaks mudn chac chan
rang bat cit lan nao ai dé chia sé ndi dung hodc tra 16i mét cau hoi trén
Twitter, sy chan thwe dwgc dat & vi tri trung tam. Hay nhé rang, moi tweet,
tham chi 1a cia cac thwong hiéu, déu dén tr mot nguwoi. Omaha Steaks
quyét dinh lam no6i bat nhitng ngwdi phia sau thwong hiéu dé nhan van héa
moi twong tac.

Sau khi nhom dich vu khach hang, nhém quan hé cong chung va nhom
marketing ctia Omaha Steaks dwgc huan luyén, ho bat dau viét tweet. Ban
dau khi moi nhan vién st dung tai khoan Twitter @OmahaSteaks, ho thé
hién ban than véi mot tweet nhu: “Xin chao, chic moi nguoi Cha nhat vui
vé. Toi la Paul, va t6i ¢ day dé gitp do ban.”

Hién nhién, moi ngwoi sé dé dang twong tac v6i “Paul” hon vGi mot to
chitc khong tén, gidu mat, va khach hang c6 phan tng to6t hon déi vai
nhitng tweet mang tinh gigi thiéu hon la nhitng dong tweet vé cong ty néi
chung hodc nhitng mén thit nwéng tuyét voi. Nhiéu thwong hiéu khac bat
dau tao ra triét Iy dugc ca nhan hoa trén Twitter, bao gobm Dunkin’s Donuts,
JetBlue va Comcast.

NGUOI NOI TIENG DANG TIN CAY

Truyén thong xa hoi cung cdp mot nén tdng cho nhitng nguwdi noi tiéng,
nhitng nguwoi phai thué nhitng nha marketing hodc quan hé cong chung
quang ba cho ho, dé néi truc tiép vGi khach hang hoac nguwoi ham md. Cac
dién vién, nhac sy, van dong vién, chinh tri gia, tac gia va nhiéu nhan vat
cua cong ching khac déu cé nhitng co hoi tuyét voi dé phat trién nén tang
nguwoi ham mg, dinh hinh nhan thitc cong chiing, hoan thanh muc tiéu bang
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viéc khai thac va tan dung mang xa hoi. Tinh chan thuc phai la mot phan
quan trong trong ké hoach cta ho. B4t ¢t ngwoi cia cong ching nao cling
déu dang st dung Facebook hodc Twitter. Hay ghi nhé rang dién thoai di
dong thong minh cho phép moi ngudichia sé thong tin vé cac hoat dong ca
nhan, lu6n mé ra mét thé gidi giao ti€p du ban ¢ bat ct noi dau hodc dang
lam gi.

Tat nhién sé c6 nhitng thdi diém khi nhitng ngudi noi tiéng khong thé
twong tac duwgc véi ngwoi ham mo, va chac chancac nhan vat ctia cong
ching khong thé dap lai moi binh luan tir nhitng ngwdi hdm mo ho. Mot s6
hang hodc mot doi ngti thuwong duwgc thué dé gitp do ngwoi noi tiéng thuc
hién cong viéc nay, nhing van c6 gang khién cho nhitng phan hoéi dugce ca
nhan hoa tdi da, va doi khi chi ra ho, khong phdi ngudi noi tiéng, dang phan
ho6i bang viéc chia sé ho tén viét tat cia minh. Céng khai vé ngudi thyc su
trd 10i ngwdi ham mo trén trang ctia nhitng nguwoi noi tiéng mang dén sy
chan thuc va dang tin cay.

Mot dién vién dang mén: Vin Diesel

Trong so tat ca cac dién vién trén hanh tinh nay, ban c6 doan dugc ai c6
nhiéu ngwoi ham mo trén Facebook nhat khong? D6 1a mot ngbi sao dién
anh tén tudi nhat? Hay mot trong nhitng nguwdi dan chwong trinh truyén
hinh an khach nhat? Hodac la mot chang ca sy hép hon cac ¢6 cau mdéi 16n?
Khong phai bat c ai trong s6 nhitng nguwdoi ké trén. Dién vién ndi tiéng
nhat trén Facebook, v4i hon 21 triéu ngudi ham mo 1a Vin Diesel, ng6i sao
cta nhitng bo phim nhv The Fast and the Furious va XXX. Tai sao Vin lai
noi tiéng dén vay trén Facebook? Chi v&i mot tir, d6 la do su chan that cia
anh. Trong khi rat nhiéu dién vién c6 nhitng nguwdi dai dién quan hé cong
ching, quan ly va hang dai dién c6 gang dinh hinh hinh dnh cta ho, thi Vin
luon chan that v6i moi nguwoi. Anh chia sé nhitng bitc anh, video va suy
nghi v&i nguwdi ham mo, hoi ho nhitng cau hoi va két ndi véi nhitng nguoi
theo doi anh. Néu can dén mot bang chitng vé sitc manh cta sy chan that
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trong viéc dinh hwéng nhitng mai lién két, thi d6 chinh la Vin Diesel véi
hang triéu nguwoi ham mo trén trang Facebook cua anh.

Su chan thue trén Twitter: Ashton Kutcher

Tt viéc tw quan ly tai khoan Twitter ctia minh, dién vién Ashton Kutcher
dé 16 ra rang anh khong phai la ngwdi viét chinh td giéi, va anh thudong
khong st dung ngit phap ding trong moi tweet cia minh. Tuy nhién vé&i
hon 6 triéu nguwoi theo doi ¢ dia chi Twitter.com/AplusK, anh la mot trong
ba ngwoi dan dau vé s6 lugng ngwoi theo doi trong vong 3 nam, vai s
nguoi theo doi viegt cd @NYTimes va @CNN cong lai. Ly do cho diéu nay
la gi? Sy chan that ctia Ashton, sy kién dinh, niem dam mé va gia tri.

Ashton 1én tiéng mot caAch manh mé vé viéc chdm dit hanh dong no 1€,
nhung tweet cia anh dy cling day thu vi va hai huéc vé ndi dung video ma
anh tim thay trén mang. Anh céi md trén Twitter vé canh phim sau man dnh
vé cudc song cta minh & Hollywood va véi nit dién vién Demi Moore.
Quan trong nhat, anh chia sé va tweet vé con ngudi thue sy ctia minh.

Mot van dong vién dugec mén mo: Nick Swisher

Nhitng van dong vién chuyén nghiép, cling giong nhw cac dién vién,
thiéu noi dé thoadi mai giao ti€p v6i ngwoi ham md. Poi khi cac van dong
vien dugc gidi thieéu bdi nhitng hdang dai dién hoac cac cong ty quan hé
cong chiung. Truyén thong xa hoi da thay doi diéu nay. Lan dau tién, van
dong vién c6 kha nang tro chuyén truc tiép véi ngwdi ham mo cua ho.

Cau tha bong bau duc Nick Swisher 1a vi du dién hinh cho kha nang két
n6i véi ngwoi ham md. Anh cé thé khéng phdi la cau tha gioi nhat, nhung
vei hon 1,3 trieu nguoi theo doi tréen Twitter & dia chi
Twitter.com/NickSwisher, anh la cau thti béng chay hang dau trén Twitter.
Tai sao vay? Mot lan nita, do la vi sy chan thie. Anh khong chi chia sé anh
va video ma con chia sé kién thi¢c cling nhw suy nghi tryc tiép tit mot nguoi
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trong cudc. Nick noi tiéng nho viéc dan 16i ngudi ham md dén phia sau hau
treong mon béng bau duc ma ho chua tirng biét dén bang nhitng thong tin
anh chia sé.

Gay dung dam dong ngwoi ham mo va nguoi theo doi thong qua mang
xa hoi cho phép nhitng van dong vién c6 duwgc nhiéu hgp dong quang céao
hon, rao ban hinh anh ban than, va bé qua nhitng nguwoi trung gian. Nam
2009, Nick Swisher c6 mot cudc dua sat sao vdi Kevin Youkilis cho vi tri
cubi cung trong doi hinh tiéu biéu American League All-Star — chu yéu
duwgc lwa chon bdi s6 phiéu ctia ngwdi hdm md — va nhitng dong tweet ctia
Nick Swisher gi dén nguoi theo doi trén Twitter da gitip anh gianh dugc
mot vi tri trong doi hinh.

HAY HANH DONG!

1. Néu ban dang diéu hanh mot doanh nghiép nho, hay ghi lai 5 diéu ban
noi cé vé nhu thiéu chan thue hodc chita day giong diéu cua nguoi lam
marketing v&i mot khach hang. Sau do viét 5 vi du vé viéc lam thé nao
ban c6 thé noéi ra nhitng thong diép twong tw theo mot cach chan that
hon trén Facebook.

2. Néu ban la mot phan cua t6 chitc 16n hon, hdy 1ap nén mot ké hoach
dé gidi thiéu ban than mot cach chan thyc. Nhan thirc rang tinh chan
thye sé khong c6 duge dé dang nhung rat can thiét. Gap go nhitng co
déng va nha quan ly quan trong trong t6 chitc dé xac dinh lam cach
nao ban c6 thé giao ti€p chan thywc hon qua tat ca cac kénh, dac biét la
qua mang xa hoi.

3. Néu ban da c6 nhitng chinh sach truyén thong qua mang xa hoi, kiém
tra mot cach can than dé dam bdo rang ching khuyén khich giao tiép
chan that, va chinh stta, thém bét khi chwa thich hgp. Néu ban chwa cé
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mot chinh sach truyén thong qua mang xa hoi, hdy phac thao né ngay
bay gio.

4. Néu nhiéu ngudi dang phan hoi lai trén Twitter vé t6 chitc ctia ban,
hdy viét nhitng tweet v@i tén hodc tén viét tat ctia minh.

HAY CHAN THAT

Khi noi vé sy khac biét gitta mdt nguwdi chan thanh va mdt nguwdi thiéu
chan thanh trén mang xa hoi, moi ngwoi c6 thé ndi vé sy khac biét giira
giao tiép chan that va giong diéu chita dung day chiéu tro PR-marketing
hodc ngdn ngit cta luat su tir t6 chitc ctia ban. Néu ban néi nhw mot chiéc
may hodc theo kich ban san c6 trong nhitng twong tac truyén thong xa hoi
ctia minh, mac du vdi y dinh tot, ban cling sé danh mat khach hang hién tai
va khach hang tiém nang ctia minh. Néu ban chan thanh, dang tin va nhan
van trong nhitng twong tac ctia minh, khach hang va khach hang tiém nang
sé tin twdng ban, mua hang ctia ban va quan trong nhat 1a sé chia sé vé dich
vu va san pham ctia ban véi ban bé cta ho.
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9. CHAN THANH VA MINH BACH

Véli thang trwdc, t6i duwgc mot nghi sy bang New York moi két ban trén
Facebook. T6i chap nhan, mac du khéng quen biét riéng vai vi chinh tri gia
nay, béi 1é té6i ngwdng mo nhitng nguoi “day td cia dan” st dung mang xa
h6i dé m& rong von kién thirc va tam anh hwéng. Ngoai ra, c6 ldc toi gan
nhu thye hién cudc chay dua vao van phong cong New York, va phat hién
ra rang nho biét dugc mot s6 nhitng thwgng nghi sy tir trai nghiém do, toi
c6 thé tinh co gap ong & New York. Sau d6 ai ma biét dugc chung toi cé thé
sé tré thanh nhitng nguwdi ban “thyc sy”? Vi vy ma toi da rat ngac nhién
khi mot hém, t6i dang nhap vao Facebook va mot ctra s6 chat vGi thugng
nghi sy hién lén:

“Nay Dave. Moi chuyén ctaa anh 6n chit?”

“Vang, stc khoe ctia ngai thé nao a?” Toi dap lai qua ctra s6 chat trén
Facebook.

“T6i khoe. Nay anh c6 thé ho trg cho chién dich cia t6i khong? Ngay
mai la thdi han hoan thanh cudc gay quy, vi thé toi thuc sy can s gitp do
ctua anh.”

“Cé thé,” Toi dap mot cach day hoai nghi. “O that tuyét néu ngai st
dung truyén thong xa hoi cho chién dich cia minh.”

“Cam on anh rat nhiéu. Ching t6i c6 mot sy kién vao tuan tGi. Sé that
tuyét néu anh c6 thé dén dé ung ho t6i.”

“Co6 thé,” t6i néi mot lan nita. Sau do t6i nghi, “Pay c6 phai la vi thwong
nghi sy d6 khong nhi? Y t6i 13, 6ng ta khong phai 1a mét tinh nguyén vién
hodc mot nhan vién thay mat dai dién cho vi thuwgng nghi sy trén Facebook
dé gdy quy ding khong?”

Im lang.
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Toi tiép tuc, “vai tw cach mot CEO ctia mot cong ty truyén thong xa hoi
va mot ct¥ tri, toi thyc s mudn anh minh bach va binh dang véi t6i. Néu
anh khong dap lai, toi sé nghi anh khong phai la thuwgng nghi sy.”

Im lang hon.

Sau do6, toi nhan duwoc mot tin nhan chan thanh dau tién cda cudc hoi
thoai. “T6i la Dan, trg 1y cua thwong nghi sy. Xin 16i vé viéc vira roi.
Thuwong nghi sy thue sy khong tham gia Facebook, vi thé chiing t6i st dung
tai khodn nay thay mat cho 6ng ay.”

Trong tinh huéng nhw vay, t6i khong nén héi liéu minh c6 thuc sy dang
néi chuyén vdéi ngai nghi sy khéng. Toi khong chac chan vi nghi sy nay da
gdy quy dugc so tién la bao nhiéu qua nhitng hoat dong nhuw t6i vira trai
qua. Moi mét chién dich thu hit moi nguwdi dwdi nhitng doi hoi va ly do
thiéu thanh that nhu vay, ho sé c6 thé pha héng cudc bau c va lam lu mo
danh tiéng cta vi chinh tri gia nay mai mai. Liéu rai ro d6 c6 dang hay
khong khi chi dé thu dwgc mot vai db-la tir moi ngudi trén Facebook?

Bén canh d6, mot nhan viéen ctia Likeable Media con c6 mot trai nghiém
toi té v6i mot hang hang khong 16n. Sau mot chuyén bay day nhitng 16i
phan nan, cudi cuing co cling dén dugc noi can dén. La mot nguwdi st dung
mang xa hdi 1au nam, co6 dang lén trang cta hang hang khong bang tai
khoadn cd nhan cia minh va ché trach vé nhitng gi ma co6 vira trdi qua.
Khong 1au sau, c6 nhan duwgc khong chi mot ma la hai tin nhan riéng tw
nhitng ngudi st dung noéi vé viéc ho yéu mén hang hang khong nay nhw thé
nao. Mot khach hang di qua xa khi néi, “Lam sao ma chi dam dang mot
binh luan khung khiép nhw vay 1én trang nay? C6 gi khong 6n véi chi a?”

C0 nhap chuot vao ho so ctia ngudi gui, thady rang nguwoi st dung nay la
nhan vién cta hang hang khéng no! Thyc té, tin nhan riéng con lai cling la
tr mot nhan vién khac cia hang. Mac du nhitng hanh dong trén hién nhién
la khong chinh thitc dwge hang hang khong phé chuan va dong y, ching
van phan anh mot hinh anh nghéo nan vé cong ty, va sy thiéu sét trong
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nhitng tin nhan dwgc gii dén cho nhan vién cuda toi that dién ro, thiéu dao
ditc, trai phép va anh huwédng nghiém trong t6i danh tiéng ctia cong ty.

XAY DUNG NIEM TIN: SU MINH
BACH LA MOT PIEU THIET YEU

Nhitng ngwdi lam marketing truyén thong mat nhiéu nam dé dinh hwéng
suy nghi va quan diém ctia moi nguwdi vé thuwong hiéu cling nhu t6 chic
thong qua viéc st dung quang cao va nhitng chién thuat marketing. Mac du
nhitng ngwoi lam marketing c6 thé bi hit vao viéc théi phong sy that vé
mang xa hoi dé dat dwgc nhitng muc tiéu twong tw, mot lan nita t6i nhan
manh: Ban phai chan thanh va minh bach hét mitc c6 thé khi st dung mang
xa hoi. Su chan thdt va minh bach xdy dung méi quan hé truc tiép giita ban
va khdch hang, bdt cit sw léch huéng nao khéi nhitng gid tri do co thé lam
x6i mon niém tin vao thuong hiéu mdi mdi.

Trong mot thoi dai khi ban gan nhw khong thé che gidu dugc sy that, thi
dirng c6 gang lam viéc d6. Néu ban khong san sang doi dién vGi nhitng sw
that vé san pham hodc t6 chitc ctia minh va chia sé né véGi cac khach hang,
dirng tham gia vao cudc hoi thoai ngay. Mot khi ban da cam két tham gia
mang xa hoi, ban thyc sy khong con lva chon nao khac la tré nén minh
bach. Nhung rat nhiéu ngwoi lam marketing st dung nhitng chién thuat
thiéu chan that khi c¢6 gang tiép can khach hang, danh mat diéu quan trong
don gidn la néi ra sy that. V&i quang cdo cda truyén thong xa hoi, khach
hang ky vong sy minh bach tiv cac cong ty va t6 chitc hon bat c ltic nao
khac treéce day.

Viéc vach tran va Quy tac tng xt WOMMA
Hiép hoi Marketing Truyén miéng Thé gigi (The Word of Mouth
Marketing Association - WOMMA) 1a t6 chi¢c thwong mai hang dau danh
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cho marketing truyén miéng va truyén thong xa hoi. WOMMA thiét lap
mot quy tac ng x& vé viéc stt dung ngon ngit va hanh dong &ng xt thich
hop hay thiéu thich hgp trén cac trang mang xa hdi. Quy tac nay tap trung
quanh sy chan that. Trén website cia WOMMA c6 dang:

Moi diéu nam & Ty 1é lgi nhuan trén dau tw (ROI) Chan that. Nhitng
nguwoi lam marketing truyén miéng c6 dao dic luén cé gang dat dugc suw
chan that va minh bach trong tat ca moi cudc giao tiép véi khach hang, vai
nhitng nguwoi ung ho va v6i nhitng nguoi dai dién phat ngon ung ho san
pham.

e Chan that trong moi quan hé — ban ndi ban dai dién phat ngén cho ai

e Trung thuwc vé y kién — ban noéi ban thyc sy tin twéng diéu gi; ban
khong bao gio du do khach hang

e Trung thyc trong dac diém nhan dién — ban n6i ban 1a ai; ban khong
bao gio gia mao dac diém nhan dién cua minh

Nhitng diéu trén c6 vé mang tinh trwc gidc, nhwng hdy nghi vé viéc co
bao nhiéu nguwdi lam marketing da vi pham quy tac nay trong nhiéu nam.
Ho c6 thé mang dén nhitng géc nhin va quan diém sai lam, gid vo nhw
nguwoi khac khéng phai minh, tra tién cho nhitng y kién tich cuc, hoac yéu
cau nhan vién viét danh gia ma khong lam r6 moi quan hé cuda ho.

Tat ca nhitng diéu trén khong chi vi pham quy tac ttng xtt WOMMA ma
con thiéu dao dic (va mot vai trong s6 ching cé thé con vi pham phép luat
& My, theo nhw Heéng dan cta Lién Hiép cac t6 chitc Thuong mai 2009,
xem trén Bit.ly//FTC2009). Ngay ca khi khong bi budc tdi béi Uy ban
Thuong mai Lien bang MV, vdi khoan nop phat tdi hang nghin do-la, thi
moi nguy hiém tiém nang tdi danh tiéng thwong hiéu cta ban la 1y do du dé
ban khong bao gid vi pham quy tac dao dic nay.

Quy tac vang
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Y twéng nay rat don gidn va mang tinh truc giac (ciing nhv nhiéu khia
canh ctia marketing truyén thong xa hoi): Pat minh vao vai tro khach hang.
Ban sé muon dwgce doi x nhu thé nao? Liéu ban c6 muodn bi lira d6i, diéu
khién, thao ting hodc gdy anh hwdng bdi nhitng diéu thiéu chan that
khong? Tat nhién la khong. Vi thé dirng can nhac st dung chién thuat nay
vOi te cach mot nguoi lam marketing.

Hay xem xét 4 chi dan dé duy tri sy minh bach va tranh nhitng van dé vé
dao ditc tiém tang:

1. Néu ban duwgc mot cong ty hodc dai dién khach hang tra tién hodc tang
mot thit gia tri, hdy chd y dén n6 trong nhitng tin nhan trén Facebook
hodc Twitter khi viét bat ctt diéu gi ing ho cong ty.

2. Khong c6 van dé gi khi dé nghi khach hang néi vé cong ty, nhung néu
ban dé xuat tang ho san pham mién phi dé doi lai sy ting ho cta ho,
ban phai chac chan khach hang da lam ro6 rang ho nhan dwgc gi tir ban
trong bat ct bai viét hodc danh gia nao vé san pham.

3. Néu cong ty hodc t6 chitc cua ban dang lam diéu gi d6 ma ban khong
muon moi nguwdi biét, ditng nghi rang ban cé thé che gidu né trén
mang xa hoi. Thay vao dé, hay giai quyét van de.

4. Khi bi nghi ngo, hay lam r6 van de.

Lu6n nhé rang, gio day thé gigi rat minh bach, ban phdi chan that va céi
md& ngay tir khi bat dau xay dung nén tang truyén thong xa hoi cia minh.

KHI BAN KHONG BIET CAU TRA
LOI CHO MOT CAU HOI

Twr bé dén 16n, ban duwgc day dé trd 16i cau hoi cia moi ngudi mot
cach chan that. Nhung néu ban khong biét cau tra 101, hodc doi khi cau
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tra 10i virgt qua tam hiéu biét, c6 thé ban sé nghi dén viéc tra 16i bang
mot cau ma ho mudn nghe. Khi st dung mang xa hoi, ditng no6i véi
moi ngwoi diéu ma ho ky vong chi cot dé lam hai long ho. Thay vao
do, néu ban khong biét cau trd 10i, hay noéi, “Toi khong biét — nhung
t0i sé tra 10i sau.” Moi ngwoi sé vui hon khi nghe thay “t6i khong biét”
hon bét ci diéu gi khac, dac biét 1a mot cau tra 1oi khéng chinh x4c.

Nghiep vu ngan hang minh bach: Educational

Employees Credit Union

Educational Employees Credit Union (EECU) la mét lién hiép tin dung
quy mo6 trung binh vé&i mét s6 chi nhanh & Fresno, California. Trong nganh
tai chinh c6 tinh 6n dinh cao d6 (va c6 truyén thong la thiéu minh bach),
nhiéu thé ché mau thuan vdi viéc lam thé nao dé cam két tot nhat vdi cac
khach hang st dung mang xa hoi. B6i v4i nhitng ngan hang 16n st dung
mang xa hoi, trong tam khong phai ban than n6 ma la nhitng hoat dong tw
thién hodc cac dich vu khac.

Melissa = Will eecu be helping the state workers that are
getting their wages cut to 57.25/hr in some way??
July B at 8 15pm & - Comment

Educational Employess Credit Union | EECU Hi Mélissa - Yes
| et willl. We are in the process of Ninalizing the detais of our
action plan to help members with this hardship. As in the past,
we will be able to assist our members with a 0% “emergency”™
loan to cover pay shortages while the state budget is being
finalized. Our plan i1 to be able 1o stan taking applications by

July 15th.
haly 9 at 1:32am - Like - & L person - Flag
Melissa % thank u so much for the infoll very much
appreciated!|
juby Sat 10:40am - Like - Flag
-
Hinh 9.1,

Giai quyét mét tinh hudng kho

khan trén twong Facebook
EECU muon noi bat 1én nhw mot thé ché tai chinh thuwc sy “nam bat”
dwgc truyén thong xa hoi va san sang c6 mot cudc doi thoai mé véi khach
hang cia hg. Ho ciing nghi rang cudc hdi thoai nén tap trung vao nhitng
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chu dé thu hit hon la nghiép vu ngan hang — do d6 phan 16n cac cudc hoi
thoai trén trang Facebook va Twitter ciia ho (Facebook.com/myEECU va
Twitter.com/myEECU) tap trung vao khu vuc Fresno, kham pha cling nhw
khai thac van hoéa va céac cong ty gan dé.

Tuy nhién, EECU khong bao gio che day nhitng cudc hoi thoai c6i md&
va chan that vé ty 1€, trdi nghiém dich vu khach hang va cac hoat dong doéi
v@i nhan vien liép hiép tin dung.

Cha dé duy nhdat ma EECU khong thdo luan cong khai lién quan dén
nhitng thong tin tai chinh c4 nhan cta khach hang — nhitng théng tin hién
nhién doi hoi dwgc bao mat hon 1a sy minh bach. Thoi diém khi hau hét cac
thé ché tai chinh & moi quy m6 khong c6 kha nang tao ra nhitng cong dong
minh bach cho khach hang cta ho, EECU da thiét 1ap ban than nhu mot
nguoi lanh dao thi trwong. Cac nhan vién trung thanh vdi ngan hang ma ho
c6 thé tin twéng trén mang, va cac chinh sach ctia ngan hang da tang cwong
hon nita marketing truyén miéng va moi quan hé gitta cac thanh vién.

NHU MOT CUOC HEN HO: CANG
COI MO, BAN CANG DE TIEN DEN
KET THUC CcO HAU

Bét ctt ai da tirng hen ho déu biét rang s c6i mé va chan thyc la nhitng
nhan t6 chinh trong viéc thiét 1ap mot mo6i quan hé. Néu mot nguwdi gap rac
roi khi mé 161 véi ngwoi khac, moi quan hé tiém nang bi de doa — ban cé
nghi ai d6 c6 diéu gi che gidu néu ho khong hoan toan that long véi ban?
Tinh huéng twong ty cling 4p dung v6i cong ty ctia ban: nhitng két qua tich
cue chi duwgce tao nén tir sty minh bach.

Néu lan dau tién ban gap ai do va ho chia sé nhitng bi mat sau kin nhat
mot cach minh bach, thi chac chan ban sé khong thodi mai va cam thdy xa
la. Twong tw, 1a mot cong ty, chi vi ban cho rang minh phdi minh bach
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khong c6 nghia ban phai chia sé nhitng bi mat vé thwong mai, hé s6 bién 1gi
nhuan, hodc nhitng thong tin ndi bo véi tat cd moi khach hang ctia minh.
Thye t€, rat nhiéu thong tin sé khong dwgc cong khai, ngay ca véi nhitng
khach hang to mo nhat.

Nhin chung, khi ban chia sé nhitng hiéu biét vé gia tri va van héa cua
cong ty dong thoi khuyén khich mét cudc thdo luan chan that vé nhitng
quyét dinh ban dwa ra, khach hang cta ban sé tin twéng va cam thay gan
glii vGi ban hon, tit d6 muodn cing c6, tang cwong moi quan hé cua ho véi
ban — giong nhu trong mot cudc hen ho, ban cang chan that bao nhiéu thi
cang tot by nhiéu. Tuy nhién, tr& nén minh bach khong c6 nghia 1a ban
phai chia sé tat cad moi diéu.

NHAN VAT CUA CONG CHUNG,
CHINH PHU VA SU VACH TRAN

Khong noi dau ma sy minh bach quan trong nhu trong chinh pha. Ban la
mot nguwdi dong thué, mot i tri, mot nguwdi gay quy cho cac chinh tri gia,
lam chwong trinh va hang dai dién. Do do, ho c6 trach nhiém dwa ban tiép
can vGi nhitng théng tin chan that. Trong khi nhiéu cong ty 16n tré nén
cham chap trong viéc thich nghi véi cudc cach mang truyén théng xa hoi,
thi cac t6 chitc chinh pht 16n nhé danh thoi gian dé xay dung mdot nén tang
hodc tao ra bat ctt hoat dong thong qua mang xa hoi. Nhung khong giong
nhv trach nhiém dau tién ctia nhiéu céng ty la vdi c6 dong ctia minh, bon
phan dau tién cua chinh phu la v6i cac ct tri.

Nhu trong vi du dau chwong, mot ngwdi lam viéc trong doi ngti cta vi
thwong nghi sy dai dién cho vi nghi sy d6 sit dung mang xa hoi dé dat dwoc
mot muc tiéu. Cach thitc ding dan danh cho nhitng nhan vat cia cong
chiing, nhw chinh tri gia, dién vién, tac gia va nghé sy st dung truyén thong
xa hoi 1a ho can st dung cac céng cu nay vai tw cach ca nhan. Tuy nhién,
néu ho qua ban ron va khong du thoi gian st dung Facebook hay Twitter,
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thi thay vi thué nguwdi khac dai dién cho ho, to6t nhat nén lam ro ai (hoac
khong phadi ai) dang tra 16i cac cau hoi, bat dau cudc hoi thoai va dai dién
dang thong tin. Ca sy Britney Spears (Twitter.com/Britney Spears) thé hién
rd si minh bach khi cho ca thé gigi biét c6 hay doi ngii ctia c6 dang viét
tweet bang viéc ky tén duwdi moi tweet vdi tén ho viét tat cia nguoi dang st
dung. O linh vuc chinh tri, tit bang Washington, doi ngii cia Nghi s§ Jay
Inslee tiét 10 nguwoi dang viét tweet v6i tw cach ngwoi dai dién cling bang
cach ky tén dwdi moi tweet & dia chi Twitter.com/RepInsleeNews.

Mac du cac thwong hiéu va té chitc khong nhat thiét phai ky tén hoac
viét tat tén ho trén moi dong cap nhat trén trang mang xa hoi, nhung viéc
lam dé gitp xay dung niém tin vd&i nhitng nguwdi theo déi khién cho ho cam
nhan dugc rang ho dang giao tiép v6i mot nguwoi thuc sy phia sau thwong
hiéu chit khong phai mot t6 chivc gidu mat. Nhat 1a, CEO cta ban cam thay
hai long khi tw minh st dung truyén thong xa hoi dé két n6i véi khach hang
va khach hang tiém nang. Cudi cung, CEO vira la mdt ngudi cia cong
ching, vira la mot nguwoi lam marketing hang dau trong t6 chitc ctia ban.

Mot chinh tri gia minh bach: Cory Booker

Tong thong Barack Obama da thiét 1ap nén mét tiéu chuan vang cho viéc
stt dung truyén thong xa hoi giup ong chién thang trong cudc bau c* nam
2008 — tuy nhién su thyc khong phéi 6ng viét tweet va dang trang thai 1én
trang Facebook. Mac du hau nhu ai ciing hiéu dugc diéu do khi dugc tiét 16
rang Obama khong tu sit dung truyén thong xa hdi, mét s6 ngudi lo lang
bd&i sy thiéu so6t cia tinh minh bach hoan toan tt nhitng buwéc dau tién trong
chién dich cua 6ng. Mat khac, Cory Booker, thi truéng Newark, New
Jersey, da thiét 1ap mot “tieu chuan kim cwong” vé sy chan that cta cac
chinh tri gia khi str dung truyén thong qua mang xa hoi.

Mac du c6 nhiéu trach nhiém va bén phan diéu hanh thanh pho 16n nhat
& bang New Jersey, noi bi hoanh hanh bgi t6i pham, nan that nghiép va hé
thong gido duc nghéo nan khi 6ng bat dau ddam nhan cwong vi thi tredng,
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nhung Booker da bat dau st dung truyén thong xa hoi dé két noi véi cac ci
tri, giGi truyén thong va cac t6 chirc tir thién. Tai khodn Twitter, & dia chi
Twitter.com/CoryBooker, da c6 dén 1 triéu ngudi theo doi. Ngoai ra, ong
thiét 1ap mot hang dai dién cho thanh pho véi cac cong cu mang xa hoi nho
d6 ho c6 thé két néi véi ngudi dan Newark mot cach céi mé. Ong bat dau
tinh ban véi Mark Zuckerberg, CEO ctia Facebook, @ mot hoi nghi, ho tiép
tuc gitt mo6i quan hé ban bé thong qua Facebook, dinh diém la viéc
Zuckerberg da tang cho cac ngoi truong ¢ Newark mon qua hon 100 triéu
do-la vao thang Chin nam 2010, mot trong nhitng moén qua 16n nhat tirng
danh cho thanh pho nay.

Tuy nhién, khong gi mé ta tot hon sitc manh két ndi tryc tiép véi cac clr
tri la cau chuyén xdy ra vao ngay 31 thang Muoi hai nam 2009. Ravie
Rave, mot cong dan cia Newark, da tweet trong sudt con bao dém giao
thtra rang co dy rat lo lang vé nguwdi cha ctia minh rat cé thé bi tuyét phu
lap. Mayor Booker da doc dwoc tweet nay va phan hoi lai: “Lam on
@BigSixxRaven dirng lo lang vé cha c6. Hay gitr lién lac vGi 6ng va toi sé
cho thong dwong vao nha 6ng tredc budi trira. T6i c6 mudi, xéng va cac
tinh nguyén vién tuyét voi.”

Ong cho nguoi dén nha cha ctia c6 mot gid sau d6 va don tuyét. Hay chi
y rang Booker khong quan tam dén viéc st dung ding ngit phap trong
tweet ciia minh. Ong qué ban ron khi mot ltic phai vira ling nghe, cam két
vira phan hoi cac ct tri ctia minh.

Booker tiép tuc la mot nguwdi st dung Twitter tich cic dong thoi dé xuat
website m@ va nhiéu ngudi tin Booker dang md& ra mot cadp d6 mdi trong
van dé vé sy minh bach can thiét hon cho nhitng chinh trj gia twong lai nhw
thé nao.

HAY HANH DONG!
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1. Tao 1ap mot chinh sach mang xa hoi dwa trén sy chan that va minh
bach. Hay cung vGi nhitng ngwdi quan trong khac trong t6 chitc cua
ban danh gia xem thong tin nao cua cong ty la giéi han, lam cach nao
ban c6 thé cdi mé& va minh bach hon trong khi van giit dugc nhitng
thong tin mat do.

2. Néu ban lam viéc & mot t6 chitc 16n, hay xac dinh xem liéu CEO cua
ban c6 thé tu stt dung hiéu quéa cac cong cu truyén thong xa hoi nhw
Twitter va Facebook hay khong dé c6 thé la ngwoi dai dién minh bach
cudi cung cho thwong hiéu cua ban.

3. Kiém tra chinh sach mang xa hoi cta ban dé chac chan rang nhitng gia
tri vé sy chan that va minh bach la diéu cot 16i ctia n6. Néu chwa, hay
xem liéu ban c6 thé lam gi thém dé gitp truyén dat nhitng gia tri do.
Ngoai ra, hdy tham khdo Quy tdc ¢ng x@& cua Hiép hoi Marketing
truyén miéng thé gidi.

4. Viét ra 3 cach ban c6 thé dap lai cac cau hoi va binh luan trén mang xa
h6i mét cach minh bach hon dé xay dung niém tin xa hon véi khach
hang cua ban.

AP DUNG QUY TAC VANG VA
KHIEN KHACH HANG YEU MEN
BAN

Trong thoi dai ctia nhitng bi mat t6 chirc, mot sw chan that va minh bach
nho bé cling di dwgc mot doan dwong dai hwéng dén viéc xay dung niém
tin v&i khach hang tiém nang va cam két lau dai tir khach hang. Khi cé su
hoai nghi, hay luon lam rd muc tiéu cling nhw lai lich va ban. Phai nhan
manh rang du ban tra tién cho bat ct ai thi nhitng gi ma ho noéi trén mang
cling déu cdi md va chan thanh.
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Chang phai that tuyét voi néu khach hang cia ban yéu mén thwong hiéu
minh bach va ro rang cua ban hay sao?
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10. BAN CO NEN DAT RA NHIEU
CAU HOI?

Entenmann la céng ty cung cdp cac san pham banh nwéng khéi nghiép &
Brooklyn, New York, vao dau thé ky XX. Cong ty da phat trién tré thanh
mot thwong hiéu quoc gia, tao 1ap va san xuat v6i khoi lwgng 16n san pham
qua nhiéu nam. Cong ty cé nhitng khach hang trung thanh va dam mé
huong vi dac biét caa thwong hiéu.

Vtra qua, mot ngwoi ham mo cua Entenmann hoi, “Tai sao cong ty khong
san xuat lai mon banh chui?” trén trang Facebook ctia Entenmann. Anh ta
da dang cau héi nay ba lan trong mét ngay. Anh ta cdm thdy rat that vong vi
viéc cong ty khong san xuat banh chudi nita, va anh ta bat dau ché giéu va
tdy chay thuwong hiéu anh tirng yéu thich. Anh ta viét thw, dwa ra mot 10i
kién nghi va dang 1én cd cac twong Facebook — vdy mén banh chudi da bién
di dau mat r6i?

Entenmann la mét cong ty c6 suy nghi cdp tién khi tiép can vdi truyén
thong xa hoi, va nhan ra rang khach hang chinh la tai san gia tri nhat. Mon
banh chudi ké trén da khong dugc ban véi so lwgng du 16n dé tiép tuc dugc
san xuat, do d6 Entenmann phdi cat giam va ngung san xuat san pham nay.
Vay phai lam gi véi van dé vé thwong hiéu trong tinh huéng nay? Quan ly
cta Entenmann xac dinh rang thyc té cong ty sé san xuat lai sdn pham nay,
néu bao dam dwoc doanh so.

Ho goi cho ngwoi ham mo day tirc gian nay va noi cho anh ta biét rang
ho sé dang mot cudc trng cau (poll) trén trang Facebook ctia cong ty, nho
vay ngudi ham mo c6 thé bé phiéu xem liéu mén banh chudi nén hay
khong nén dugc tai san xudt. Néu c6 1.000 ngwoi hodc hon bé phiéu cho
“san xuat lai banh chu6i” thi sau do, anh ta sé dat dwgc diéu minh mong
muon. Thoa thuan nay trao quyén cho khach hang & bat c noi nao, cho
phép ho tham gia vao viéc quyét dinh dong san pham cta Entenmann.
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Ngay tiép theo, Entenmann dang mo6t cau hoi trén trang Facebook cua
ho, “Chung t6i c6 nén san xuat lai mén banh chuéi khong?” Nguwdi ham mo
(va bat ¢t ai khac) déu cé thoi gian hoi y kién ban bé dé tra 16i cau hoi.
Viéc lam nay khong chi cung cap cho doi ngili phu trach thwong hiéu cua
Entenmann céi nhin rong mé& vé nhitng khach hang hién tai, ma con cé
thém nhiéu nguwoi mdi dén véi thuong hiéu cling nhw véi trang Facebook
cua ho.

Ban ty hoi vay két qua ctia cudc trung cau nay ra sao? Hoa ra chi c6 anh
chang hdm mo banh Chudi trén yéu thich sdn pham nay. Tuy nhién, cudc
trng cau nay rat minh bach, qua dé tao cho nguwdi ham mo co hoi dé dugc
lang nghe. Sé that kho dé tiép tuc “noi doéa” 1én vGi cong ty sau hanh dong
huwéng truc ti€p dén mot khach hang. Mac du mén banh chudi khéng dugc
tai san xuat, nhung nguwoi dan ong nay tiép tuc la mot ngwdi ang hd san
pham cta Entenmann. M6t cau hoi cong khai da bién mot ngwdi ham md
phan no tré thanh mat trong nhitng ngwdi ham mo tich cuc va trung thanh
nhat hién nay.

TAI SAO LAI PAT RA NHIEU CAU
HOI?

Nhitng nguwdi phu trach truyén thong xa hoi & cac td6 chic thwong than
van, “Khong ai dap lai nhitng diéu ching t6i dang tai 1én trén Facebook va
Twitter.” Dac biét néu ban khéng cé mot t6 chitc 16n v6i hang nghin nguai
hdm mg, thi nhitng ndi dung ban dwa 1én c6 thé gap nhiéu thir thach. bé
chién dau vdi van dé nay, hdy bat dau vdi nhitng diéu co ban. Xem liéu ban
c6 thé phan héi lai mot cau héi hodc mot tuyén bo trong cudc hoi thoai hay
khong. Phan tng ctia ban sé nhw thé nao déi véi hai cau dudi day:

e Cubn sach nay sé cung cap nhitng kién thitc gia tri cho ban.
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» Cudn sach nay c6 cung cap cho ban nhitng kién thirc gia tri khdng?

Tuyén b6 dau tién c6 vé nhu sé khién ban gat dau, lac dau hodac tw nhu,
“0? C6 vé ding, dé toi doc ti€ép xem thé nao.” Néu co6 thi sé chi la mot
phan &ng nhe nhang. Cau noi nay chac han ciing khién ban tin rang tac gia
han c6 déi chit ty man va kiéu ngao khi no6i véi ban nhitng diéu ma ong ta
muon.

Cau thtt hai, m6t cau hédi, duong nhu lai mang dén mot phan tng manh
mé hon nhw, “Vang, toi yéu n6!” hoac “Khong, chang c6 gi trong d6 ma t6i
chwa biét cd.” Hon nita, cau hoi con dem dén cho ban mot 4n twgng rang
tac gia thue sw quan tdm dén viéc muoén biét cau tra 16i ctia ban va khong
hé kiéu ngao hay ty tin thai qua.

Trong quang cdo va marketing truyén thong, nhitng ngudi lam marketing
c6 khodng thoi gian va khong gian gidi han dé truyén di thong diép cua ho.
Ho khong st dung dugc thoi gian va khong gian d6 dé dat cau hoéi. Tuy
nhién, vdi truyén thong xa hoi, diéu nay hoan toan cé thé thyc hién. Hién
gi®, do ban c6 mot khodng thoi gian va khong gian v6 han dé dinh hinh nén
nhan thitc cia khach hang, ban c6 thé quan tam true ti€ép dén ho, biét diéu
ho dang tim kiém & dich vu hodc san pham, hiéu diéu ho thich, khong
thich, mong muon va trong doi tir cong ty ctia ban. Giai phap dé dat duwgc
muc tiéu la dat ra nhiéu cau hoi — tit nhién la nhitng cau hoi thanh that — va
thue sy lang nghe cau tra 10i.

NAM CAU HOI BAN CO THE HOI
CONG DONG CUA MINH BAT CU
LUC NAO

1. Ban mu6n tréng thay diéu gi nhiéu hon trong cng dong?
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2. Ban dugc truyén cam hitng nhat bai diéu gi?
3. Pau la noi thad vi nhat dé ban st dung sdn pham cta ching t6i?
4. Lan dau tién ban st dung dich vu ctuia chiing t6i 1a khi nao?

5. Tai sao ban thich trang nay?

Gia tri marketing cua nhitng cau hoi la gi?

Hay dat minh vao vi tri ctia khach hang, suy nghi vé diéu ma cac cong ty
néi vGi ban trén cac kénh marketing va n6 lam ban cam thay nhw thé nao.
Céc nha quang cdo luén tim cach dé tao nén nhitng moi lién hé tinh cam
v6i khach hang ctia ho. Biéu nao xay dung nhitng moi lién hé tinh cam t6t
hon: khi cac nha quang cdo néi v6i ban vé cac cong ty hodc khi ho hoi y
kién ctia ban vé ho. Dat ra nhitng cau hoi sé tao nén cac gia tri marketing:

1. Gidp ban huéng cudc hoi thoai trong truyén thong xa hoi ma khong bi

ép budc.

2. Cho phép ban tré thanh mot ngwoi lam marketing tap trung vao khach

hang hon la tap trung vao thuwong hiéu.

3. Chitng minh rang ban danh gia cao sw cdi mé, chan that va phan hoi

(ba gia tri ma khach hang quan tam va tran trong).

4. Thé hién sy quan tam dén nhitng diéu khach hang néi.

Cac cau héi xay dyng nén moi lién hé tinh cam gitta ban va khach hang,
ching tao ra nhitng cudc hoi thoai vé nhitng kho khan, vieéng mac, van de
va nhu cau cua khach hang. Khi khach hang trao déi v6i nhau, va véi ban,
ban sé nhan dwogc s chia sé tam tri, khién ho yéu thich san pham va dich
vu cua ban hon.

Gia tri sau sac cua cac cau hoi la gi?
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Cac cau héi trén mang xa hoi dan dén nhitng cudc hdi thoai tao nén gia
tri marketing ro rang. Nhung ngay ca khi chung khong c6 nhitng gia tri nhw
vay, kién thirc ban c6 thé ty lwgm lat dugce tir ching rat rong 16n. BO phan
Nghién cttu va Phat trién cta cac cong ty, dugc biét dén la R&D, thuong
danh hang nghin tham chi hang triéu do-la cho cac chuwong trinh, nhw nhém
tap trung, cac cudc tham do, hay nghién cttu marketing khach hang, dé dwa
kién thirc dén khach hang hién tai hodc khach hang tiém nang caa ban. Khi
da xay dung dugc mot lvgng nguoi theo doi trén Facebook hodc Twitter
hodc ca hai, ban cé thé khai thac nhitng cong dong nay trén nhitng nén tang
co ban ma khong tén mot xu nao! Nhitng mang 1wéi truc tiép dang song,
dang ton tai va hit thd. Ban c6 thé hdi cong dong ctia minh nhitng cau hoi
vé san pham va dich vu ctia ban, nhan thitc, thai do va y kién cda ho, hiéu
biét vé doi tha cling nhw nhiéu chua dé khac nita. Co gang bat dau bang viéc
dat ra nhitng cau hoi don gian dwdi day:

» “Chung ta c6 thé lam gi t6t hon?”
e “Trai nghiém t6t nhat va té nhat ctia ban vGi ching t6i la gi?”

» “Ban nghi sao vé quang c4o gan day cta ching t6i?”

Trong ky nguyén phat trién vé tinh minh bach, viéc dat ra nhitng cau hoi
cong khai dé tap hgp thong tin la t6t nhat. Nhwng néu ban muén thu thap
nhitng hiéu biét, kién thitc mot cach riéng tw thi sao? Tham chi trong
trrong hop nay, ban ciing c6 thé tao ra mot cudc khao sat trire tuyén va tiép
theo thu hit moi nguwdi tham gia théng qua cac cong dong xa hdi cia minh.
Va khi ban thu hit moi ngwdi, dé tao ra ty 1€ phan hoi cao hon, hay dat ra
mot cau héi! “Ai mudn tham gia mot cudc diéu tra vé ching t6i?” sé dem
dén nhiéu phan hoi hon la 16i dé nghi “Nhap chudt vao day dé tham gia vao
mot cudc diéu tra vé ching t6i” bat cit lic nao. Hay nhé rang xu huwéng tw
nhién cua cac cau hoi la khoi goi ra cac cau tra 10i.
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NGHIEN CUU CUA LIKEABLE
MEDIA TIM RA KET QUA GI VE
CAC CAU HOI VA SU HAP DAN

CUA FACEBOOK?

Nhom cua chung t6i & Likeable Media da thyc hien mot nghién ctru vao
nam 2009 vé viéc diéu gi lam nén mot cap nhat gia tri cé thé khién ai do
thich mot trang Facebook va nhitng dang bai viét thu hit nhat. Dé tim dugc
cau tra 10i, ching t6i xem xét gia tri dong cap nhat trang thai tai 10 trang
Facebook cua khach hang cua minh trong thang v6i quy mo va hinh thitc da
dang, tit mot cong ty khai nghiép trén Internet doc 1ap cho dén mot chuodi
nha hang qudc gia.

C6 9 trong s6 10 treong hop, ty 1€ phan tng twong tac cho dong cap nhat
trang thai truc ti€p dat ra mot cau hoi cho nguwdi ham mo 1a trén mirc trung
binh. Trong tat ca 10 trudng hgp, ty 1€ thu hit doi véi nhitng bai néi chuyén
danh rieng cho cong ty ma khong dang mot cau hoi la dwdi muc trung binh.
Dva trén nhitng con so thye t€, nhitng bai dang kém thém mot cau hoi hoac
yéu cau khac ngay lap titc dwgc phan hoéi thu hit gap 6 lan so vGi viéc chi
don gian dua ra thong tin. Trén mot trang, ching t6i nhan thay mdt cap nhat
thém chi 161 yéu cau “Like diéu nay” thu hit gap 26,6 lan so véi nhitng bai
dang chi don thuan mang tinh thong tin.

Tét nhién, néu don gian ban chi dang nhitng cau hoi ngau nhién, khong
c6 gi khac véi san pham hodc khach hang, ho sé khong thé kién nhan nan
lai hodc bi thu hut trong thoi gian dai. Thi thach la tim ra nhitng cau hoi
khuyén khich nguwdi hdm mo ctia ban suy nghi. Mac du diéu nay cé thé gay
nan chi, nhung hdy c6 gang hoi khach hang xem ho nghi gi vé mot san
pham méi. Tham chi truc tiép hon, hay dat ra mot cau hoi vé nhitng diéu
ma khéach hang khong thich vé san pham va dich vu gan day nhét cua ban —
ban sé nhan dwgc mot s6 phan hoi hitu ich, hodc cé thé khién moi nguoi
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chia sé kin ddo rang “T6i yéu tat cd moi thit thudc vé sdn pham ctia cong
ty.”

Dé nghi moi ngudi Like nhitng dong trang thai néu ho dong y vdi diéu
ma cong ty ban duwa ra c6 thé gay phién toai. Cudi cung, hdy cap nhat mot
cau lién quan dén nhitng gia tri cia t6 chitc ban, va dirng lam cho cudc hoi
thoai mang ndng tinh thuwong mai.

SUC MANH CUA
CROWDSOURCING

Theo truyén théng, mot cong viéc sé dugc giao cho mot ngwdi hay mot
t0 chitc thyc hién. Crowdsourcing la hinh thitc giao c6ng viéc nao dé cho
mot cong dong hodac mét nhom nguwdi, thong qua mot “1oi kéu goi” dé tat ca
co thé cung dong gbp thyc hién cong viéc do.

Cai hay ctia Crowdsourcing nam & ba yéu t6:

o Thit nhat, ban tim thay nhitng giai phap tuyét voi cho van dé tir nhitng
ngwoi biét ban ro nhat, khach hang cua ban.

o Thi hai, ban khai thac dwgc sy hiéu biét cia dam dong — nhuw mot cau
cach ngon c6 “Mot cay lam chang nén non, ba cay chum lai nén hon
nui cao”.

e Cuoi cung va quan trong nhat, ban giao trach nhiém thu hut 1gi nhuan
va thanh qua cho nhom khéach hang tiém nang khong 16 gom nhitng
nguoi sap trd thanh khach hang mdi nhat cta ban.

Crowdsourcing chinh la mot cau hoi co ban — do6 la héi cong dong cua
ban, “Chuing t6i c6 mot thach thitc — ban c6 thé gitip do chir?”
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Vitamin Water: Co thé “crowdsourcing” mot hwong
Vi mGi?

Vao thang Mwdi nam 2009, Vitamin Water, thizc uéng thom ngon ctia
Glacéau, da thué ngoai pha ché mot hwong vi va dong géi thiét ké méi, tat
ca théng qua truyén thong xa hoi. N6 bat dau véi mot cau hoi don gian guri
dén cac khach hang va nguwoi ham mo, “Huwong vi tiép theo ctia Vitamin
Water nén nhu thé nao?” Vai tuan sau, hang nghin ngwoi ham mo trén
Facebook da bé phiéu cho thitc uong wa thich ctia ho thong qua mot éng
dung ho chia sé trén Twitter va blog. Hang tram ngudi tham gia thiét ké bao
bi méi, va cudi cung mot phu nit da gianh dugc giadi thudng tri gia 5.000
do6-la va cong ty da ra mat san pham méi vao dau nam 2010.

SO tién Glacéau bé ra it hon sé tién ma Phong R&D tiéu ton, va vi qua
nhiéu khach hang tham gia vao qua trinh nay, khi huvong vi méi dwgc ra
mat c6 tén goi, “Két ndi”, da c6 hon 100.000 khan gid tham gia vao qua
trinh tao ra né. Ai lai kh6ng mu6n ra mat mot san pham ma 100.000 nguoi
cam thdy ho két noi v6i n6 tham chi tredc khi n6é dugce bay ban & ctra hang?
Doanh s6 tang 1én hon 10% nhd viéc Vitamin Water da “crowdsourcing”
vGi nhitng két qua khong ngo duoc.

Diéu gi lam cho Stride Rite st dung crowdsourcing

thu hat dén vay?

Nhu da dugce dé cap dén trong chwong 5 vé viéc thu hat khan gia cua
ban, nhan hiéu giay dép cho tré em Stride Rite da xay dung cho ho mot
cong dong manh mé v6i nhitng ba me va ngwoi ham mo tai dia chi
Facebook.com/striderite. Cac cudc hoi thoai diwgc dan dat bdi cong ty trén
Facebook ban dau la vé nhitng ba me va tré em, khong nhat thiét la vé
nhitng doi giay. Do do6 khi Stride Rite c6 gang dwa trong tam cua cac cudc
tro chuyén huwéng dén nhitng doi giay, quyét dinh khién cho né tré nén thu
vi va hap dan bang cach dé nghi cac ba me thiét ké doi giay cta chinh ho.
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Vi hau hét 70.000 nguwoi ham mo trong cong dong khong phai 1a nhitng
nha thiét ké, dé van dong chién dich quang ba nay, vao mua hé nam 2010,
Stride Rite da tao ra mot (tng dung gitip cho nhitng nguwdi tham gia dé dang
“thiét ké” duwgc nhitng do6i giay dé mém cho cac bé. Hang t4 ban thiét ké
dwgc gri dén, va hang nghin ngwoi tham gia binh chon. Ban thiét ké chién
thang, mot chiéc giay dé mém dan nhan “Rock On” da dwgc lwa chon, san
xudt va bat dau bay ban cho nhitng khan gia cé dong lyc cao do hao hirc
mua san pham do chinh ho lva chon trong cong dong ctia minh vao dau
nam 2011.

Khong chi c6 hang nghin phu ni¥ cdm thdy nhw dwgc trao sitc manh, va
dwgc quan tam, ma Stride Rite con thiét ké dwgc mot déi gidy méi cho
nhitng khach hang bdo dadm, véi mitc chi phi thdp tham chi 1a chang ton
chit gi. Ho hoan thanh tat ca nhitng diéu do6 chi bang viéc dat ra cau hai,
“Ban muodn chuing t6i san xuat loai giay dép nhu thé nao?” Xem xét cong ty
ban c6 thé thué ngoai viéc gi. Lam cach nao ban c6 thé mang dén cho cong
dong ctia minh mot giong noi thye sw cho san pham va dich vu ctia minh?

BAN NEN THAO LUAN PAT RA
NHUNG CAU HOI NHU THE NAO?

Crowdsourcing hiéu qua khi ban c6 mét dv 4n ding dan va mot cong
dong dé khién n6 hoat dong, dat cau héi thong qua mang xa hoi dé c6 thé
dong thoi biét cach lam cho ngwdi hdm mo thich thd, vui vé va thu hat ho.
Quan trong la duy tri su sang tao, tham chi la d6i mdi, dé khién khach hang
quan tam va quay lai trang Facebook ctia ban hodc thuvong xuyén theo doi
nhitng dong tweet ctia ban. Ban can tan dung sw chia sé tam tri cia khach
hang va khuyén khich ho tham gia bang viéc dang lén nhitng cau hoéi hap
dan, kich thich tri t6 mo gitip tao nén mot cudc thao luan thi vi.
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Cuoc hoi thoai nao dién ra trén ban caa Omaha
Steaks?

Omaha Steaks mu6n moi ngwdi tro chuyén véi nhau bang cach dat ra cac
cau héi trong c6ng doéng truc tuyén cua n6 & dia chi
Facebook.com/OmahaSteaks. Tuy nhién, chi sau vai tuan, viéc dat ra nhitng
cau hoi vé thit nwéng, va tham chi thitc an, nhanh chéng 1ap lai. Omaha
Steaks muon c6 mot cach dé khudy dong va khuyén khich cudc héi thoai
ma khong lam n6 tré nén nham chan.

Chung t6i xac dinh rang véi bat ¢t bira an tuyét voi nao, cudc hoi thoai
ly twédng nhat la xung quanh ban an, du la tai mot nha hang hay tai nha v&i
mot san pham ctia Omaha Steaks, hodc quanh chiéc “ban d0” dé la mang xa
hoi. Do d6 ho thiét ké nén “Table Talk”. “Table Talk” la mdt tinh nang ma
hang tuan thong qua d6 Omaha Steaks hoi ngrdi hdm mo mot cau héi gitp
khuyén khich cudc tro chuyén du & trén “ban an that” hay “ban an 4o”.
Nhitng chua dé c6 thé vé do an, doi khi la vé thit nwéng, nhung chu yéu la
vé nhitng chu dé khac c6 thé dem dén mot cudc trao dobi thd vi va song
dong. Cac cau hoi thwong lién quan dén khoang thai gian 1é hoi va c6 muc
tiéu tao nén sy hirng thu véi khan gia cot 16i cia Omaha Steaks.

Dué6i day la mot vai vi du cua nhitng cau hoi dugce dat ra ¢ Table Talk,
trén trang Facebook cua trang:

Thoi gian danh cho Table Talk! Mot s6 nguwoi & day la nhitng nguoi an
kiéng trong dip 1é Halloween trong khi s6 khac van con dang thiéu nhitng y
twong cho dip nay. Vay theo ban trang phuc dep nhat danh cho 1é
Halloween ma ban hay ai do da tirng mac la gi?

Va gio la Table Talk! Hay néi vé Fall TV! Nhitng chwong trinh méi hay
cli nao ma ban tréng dgi nhat?

Va gio la thoi gian danh cho Table Talk! Ban cé biét thanh ph6 New
York da twng la thu phu ctia nwéc My? Ban da bao gio ghé tham Big Apple
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chua? Ban di cong tac hay chi don gian la di du lich? Hay chia sé ¢ day
nhé!

Khéng mot cau nao trong nhitng cau hoi trén vé thuwong hiéu nhung tat
cd cac cau héi da khuyén khich cudc trao doi, tao ra hang tram nhitng binh
luan thao luan. Hay nhé rang cang nhiéu like hoac binh luan trén bat c noi
dung Facebook nao xuét hién trén news feed hang dau ctia moi ngudi déu
dan dén nhitng adn twgng sau sac hon, va tang thém nhan thitc vé Omaha
Steaks doi vGi hang nghin nguwdi ham mo.

Vay tinh nang Table Talk mang dén nhitng két qua cu thé gi? Tham chi
Omaha Steaks khéng can ban thit nwéng cho nhitng khach hang méi, Table
Talk cling tao nén lwgng mua hang nhiéu hon.

HAY HANH BONG!

1. Viét ra mot danh sach nhitng chi dé ma khach hang ctia ban van
thuwong trao doi. Hay nhé rang khi ban thao luan, khong c6 gi la sai
lam — c6 gang viét vé nhitng chti dé ma ban cé thé lam gi do véi
thwong hiéu hodc t6 chitc ctia ban, va mot vai diéu khong lién quan
dén thuwong hiéu cta ban. Khach hang ctia ban thich néi vé diéu gi? Ho
c6 thé c6 mot cude thao luan hang say vé cha de gi?

2. Dya trén nhitng chta dé ma khach hang ctia ban théao luan, viét ra mot
danh sach nhitng cau héi ban c6 thé héi ho cong khai trén Facebook
hodc Twitter dé khuyén khich nhitng cudc thao luan hap dan.

3. Nhitng cau hoi nao ban c6 thé dat ra cho ngwdi ham mo dé hiéu hon
vé diéu ho muon tr ban va lam cach nao ban cé thé phuc vu khach
hang ctia minh t6t hon? Néu t6 chitc cia ban da thuc hién mot cudc
nghién cttu vé marketing, diéu tra, trong qua khit, xem xét lam cach
nao ban c6 thé chuyén nhitng viéc nay sang truyén thong xa hoi.
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4. Ban c6 du an nao c6 thé dugce ho trg bdi crowdsourcing khong? Xac
dinh xem liéu ban c6 can mot thiét k€ ma@i sap t6i khong, cac san
pham hodc déng goi bao bi, hodc nhitng co hoi khac ma ban cé thé de
nghi khach hang va nguwdi ham mo giup dd ban mot cach cong khai?

MOT LAN NUA, TAI SAO BAN NEN
PAT RA NHIEU CAU HOI?

Néu truyén thong xa hoi 1a mot cudc tro chuyén, ban khong thé tham gia
tich coc ma khong dat ra cac cau hoi. Héi khach hang, khach hang tiém
nang va ngwoi him mo cda ban cac cau hoi sé khuyén khich moi ngwdi néi
chuyén va tiép tuc noéi chuyén, tao nén mot cudc trao doi thyc sy. Chac
chan ho sé néi nhirng diéu t6t dep va tich cue vé ban.

bat ra nhitng cau hoi trén Facebook va nhitng trang mang xa hoi khac co
thé gitip ban c6 dwoc nhitng kién thitc gia tri vé to6 chitc ctia ban, cat giam
chi phi danh cho nghién cttu va phat trién thi trwong, ti€p can dwoc véi
nhitng y twdng ma ban c6 thé khéng cé dugc tir nhitng ngwoi biét rd ban
nhat — khach hang hién tai va khach hang tiém nang cua ban.
Crowdsourcing cho phép ban dat ra nhitng cau héi co ban trong cong dong
cta ban — “Ban c6 thé gitp do ching t6i bang cach nao?” — vira xay dung
duwogc mot lvgng dong dao nhitng nguoi tham gia vao thanh cong ctia ban
vira mang dén cho cong dong cta ban nhitng hoat dong gia tri va vui vé.
Nhitng cau héi thé hién sw cdi mé cta t6 chirc ban khi lang nghe nhitng cau
trd 101, du ban co6 thich cau tra 16i hay khong. Liéu ban c6 cach nao tét hon
dé thu hut khach hang cia minh vao mét cudc trao doi trwc tuyén hon la
viéc dat cau hoi?
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11. CUNG CAP GIA TRI MIEN PH{!

1
Xin 16i, Dave, chiing ta chwa bao gid gap nhau, nhwng t6i muon ty giGi

thiéu,” Michael cat 10i t6i mot cach day ty tin tai mot cudc hoi thdo 16n vé
truyén thong xa hdi @ New York. “T6i chi muén cdm on anh vi tat ca nhitng
gia tri 16n lao ma anh va cong ty ctia anh mang lai,” anh ta tiép tuc. “Y toi
la tat cd nhitng duong link, nguén lwc va théng tin dwgc chia sé, tat ca
nhitng bai bdo anh viét hon mot nam trwdc, ching rat hitu ich khi gidp t6i
bat dau hang truyén thong xa hoi ctia riéng minh vai tt ca moi diéu toi da
hoc dwoc tir anh. Cam on mot lan nita Dave. Hay tiép tuc cong viéc tot dep

')’

cua minh, toi s€ doi theo anh

Ban dau t6i cam thay rat té. T6i ludn tin rang viéc cung cap cac gia tri
mién phi trén Facebook va nhitng noi khac trén mang la mot cach dé thé
hién chuyén mo6n va sy tin nhiém, gdy dung danh tiéng va tré thanh mot
“nha lanh dao c6 tv duy”. Nhung & day, mot nguoi tao bao dirng 1én phat
biéu y kién va néi véi t6i vé nhitng gia tri ma Likeable Media va toi da
cung cap mién phi cho anh ta, la da dé anh ta bat dau cong viéc kinh doanh
cua riéng minh nhw nhitng gi chiang toi da lam. Viéc nay duong nhu khong
cong bang. To6i da tw xem xét gia thuyét co ban cta t6i rang trao di rat
nhiéu nhitng thit ching t6i ban dé xay dung nén sy tin nhiém va niém tin.
C6 1é t6i da sai 1am va to6i chi 1a mot doanh nhan t6i.

May man thay, chi ba ngay sau cudc hop bao, té6i nhan dugc mot cude
dién thoai mot lan nita xac dinh niém tin c6t 16i cta ching t6i vé viéc trao
mién phi nhitng noi dung gia tri trén mang. Cudc goi dén tir mot ngwoi ra
quyét dinh & cac cong ty to chitc tiéc hang dau & dat nuwdc. Co dy rat thang
than vGi quan diém:

Xin chao Dave. Anh khong biét t6i, nhuwng t6i da theo doi anh trén
Facebook, Twitter va blog dén nay da dugc vai thang roi. Téi méi chi
doc mot bai blog tuyét voi tir doi ngii ctia anh, va né nhac to6i can phai
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goi cho anh. Ching t6i can mdt chién lwgc va ké hoach vé truyén
thong xa hoi, va ching t6i cé thé thuyc hién mét RFP (Pé nghi moi
thau), nhung that long thi ching t6i mudn lam viéc véi anh, badi 1€
ching toi da thay duwgc cach anh nghi nhw thé nao trong tat ca nhitng
bai anh da viét va chia sé vai thang tredc. Toi 6 200.000 do-la trong
ngan quy. Khi nao thi chiing ta c6 thé bat dau lam viéc?

Gia tri mién phi ma ching t6i cung cap trong nhiéu thang c6 thé cho
phép cac doéi thu hoc héi tiv ching t6i — va n6 tham chi con sinh ra nhitng
doi thu maGi. Nhung nhitng ndi dung dugc chia sé da gitp xay dung danh
tiéng ctia ching t6i va su tin nhiém qua thoi gian nhd dé ching toi c6 thé
thu hit duge doanh s6 dan dau va phat trién ldy tién ma khong phai cat
giam doi ngli ban hang. Néu ching t6i khong cung cdp nhitng thong tin
mién phi, nguwdi goi véi 200.000 do-la trong tai khoan sé khong biét chiing
toi va chac chan sé khong lién hé v6i chuing toi.

CUNG CAP GIA TRI MIEN PHi XAY
DUNG NIEM TIN, DANH TIENG, VA
THAM CHI LA DOANH SO

NOi dung ban chia sé vGi nguwdi ham mo va nguwoi theo doi cang gia tri,
niém tin va danh tiéng ban gay dung dwgc vGi ho cang 16n hon. Chia sé
chuyén mon va kién thitc ctia ban ngoai ky vong va khong mang giong diéu
marketing, ban sé tao ra duwgc tén tudi va danh tiéng t6t hon.

Vi duy, néu ban dai dién cho mdt cong ty kiém toan, hdy viét mot bai
blog, nhw “10 chién lwgc tiét kiém thué€ hang dau trong nam t6i” sau dé
chia sé trén Facebook va Twitter. Mdc du c6 thé la mot sy 16i kéo khi két
thic bai bao bang cach néi, “Dé nhan dwgc nhiéu sy ho trg tiét kiém thué
hon, hdy goi cho ching t6i,” nhung van t6t hon khi thé hién chuyén mon
ctia ban ma khéng doi hoi bat ct diéu gi. Néu mdt khach hang tiém nang
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muoén nhan duge nhiéu sy gitup do hon, c6 dy c6 thé nhanh chéng tim dugc
cach lién hé vé&i ban trén website, toi xin ddm bao! Néu ban lo lang vé viéc
khong c6 du thong tin dé viét, ban c6 thé viét ngan gon hon, trong tam hon
trong bai bdo. Mdt bai dang “hang dau” cé thé chi don gian nhw mét serie
10 phan trong d6 ban khai thac sdu hon vao moi phan trong chién lwgc, cac
vi du cling nhv ly do.

Ban khong can phai viét bai bao dé thé hién chuyén mon ctia minh. Thuc
té, viét nhitng bai viét co thé ton thoi gian va khong can thiét. Hay tim kiém
nhitng bai viét hitu ich trén mang va chia sé n6 vdi cong dong cta ban dé
cung cap gia tri ma nhitng khach hang hién tai va tiém nang trong dgi va
danh gia cao. Nhitng chia sé nay cé thé khong phai tir ban, do ban viét ra —
nhung nhé 1a hdy ghi tén, ghi nguon khi ban chia sé né.

Cung cap gia tri du dé giup do moi nguwoi, nhung
khong can phai cho di tat ca

Ngay ca khi ching ta da cung cap day da ndi dung dé truyén cam hitng
cho nguoi khac dé ho bat dau cac hang truyén thong xa hoi cta riéng ho,
hiém khi ban trao di qua nhiéu thong tin ma nhd d6 moi nguwoi c6 thé lam
duwgc moi thit cho riéng ho. Nhitng ké todn vién co thé chia sé 10i khuyén
vé thué quan, cac cong ty luat c6 thé gidi thiéu thong tin vé tam anh huwdng
cua nhitng diéu luat mdi, cac chuyén gia tw van c6 thé mé ta nhitng bai hoc
tot nhat, va bac sy co thé cung cdp cac thong tin hay cac meo nho vé cham
soc sitc khoe. Tuy nhién, cudi cung, bat ké gia tri hitu ich ma moi ngwdi c6
thé tim thay & nghién cttu, du cdc meo nho va bai viét gia tri dén dau, ho
cling khong phai 1a nhitng chuyén gia hoan hédo, va ho khong bao gid hiéu
thong tin cia ban bang chinh ban. Vi thé khi can sy giup d&, ho van can
dén nhitng san pham va dich vu ctia ban — va d6 la khi ban c6 thé thu lgi tir
tat ca nhitng gia tri mién phi ma ban cung cap.

Bang viéc mang dén nhitng ndi dung hitu ich, ban khong can phai quang
cdo minh tuyét voi dén thé nao — cong dong cua ban da biét diéu do dva
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trén nhitng gi ma ban chia sé. Va khi ho san sang mua san pham hoac dich
vu cua ban, ho sé khéng can nhitng quang cao chi cho ho can phai dén dau.
Ho tham chi sé khong can tim kiém trén Google. Ho cam thay nhuw ho da
biét vé ban, hiéu vé ban — ho tin twdng va quy mén ban — do dé ho sé tim
dén ban dé giai quyét van dé cuda ho.

Ngay nay, moi thuwong hiéu la mot nha xuat ban

Céac bai bdo khong con dugce viét va chia sé don 1é bdi nhitng cong ty
dich vu chuyén nghiép nita. Gig day, moi cong ty va thuong hiéu co thé
dang bai viét ma ho ty viét hodc tim dwoc trén blog va trang Facebook ctia
ho. Ho c6 thé dong thoi viét tweet va tai tweet nhitng thong tin gia tri trong
toan bo cong dong ctia ho. Vé co ban ban cé thé dang bat ct thong tin gia
tri nao chi bang mo6t ci nhap chu6t ma cé thé dwge hang triéu nguoi st
dung nhin thay.

Nha dau tv mao hiém Fred Wilson va nhiéu ngudi khac néi rang nhitng
dwong link do6 1a nén kinh té ciia mang xa hdi. Mot khi ban két noi thong
qua nhitng dwong link nhw vay, lwgng khan gia cta ban sé phat trién ngoai
mong dgi. Viét va chia sé nhitng bai viét hay c6 thé cung cap cho cong
dong ctia ban nhitng thoéng tin gia tri, bat ké ban c6 dang dam nhan trach
nhiém marketing hay khong. Néu dé la m6t mat hang thyc pham hodc nha
hang, ban c6 thé chia sé nhitng cong thitc ndu an quan trong. Néu ban lam
marketing cho mét hang quan o, ban c6 thé chia sé bai viét vé nhitng xu
hwéng thoi trang méi nhat. Néu la mot khach san hodc hang hang khong,
ban cé thé chia sé bai viét vé nhitng meo nhé khi di du lich. Biéu quan
trong nhat 1a nghi vé khach hang muc tiéu ctia ban va cung cip nhitng bai
viét ma ho c6 thé tim dugc gia tri & do.

Hay nhd rang, bat ké to chirc ctia ban ban san pham hodc dich vu gi, ban
khong dugc bay ban né 16 liéu. Khi ban chuyén mén, kién thitc cling nhw
danh tiéng cia minh, ban ciing dang ban ca sy tin nhiém ctia ban than nita.
Tat nhién, ban khéng thiye sy tryre tiép trao di ndi dung dé doi lai diéu gi dé:
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Ban chi dang trao n6 di mét cach vo diéu kién. Nhung liéu né sé gitip ban
trd thanh md6t nha lanh dao cé tw duy bat ké ban dang hoat dong trong
nganh nghé gi chit? N6 sé c6 gia tri trong twong lai va vé lau dai vi moi
nguoi cho rang ban la chuyén gia hang dau trong linh vic ctia minh, va ho
dén vdi ban dé mua san pham hoac dich vu cta ban triwée khi tim kiém noi
khac?

Hon ca cac bai bdo: nhitng cach thitc cung cap gia tri
khac

Mac du cac bai viét 1a mot cach hiéu qua dé truyén dat mot lwgng 16n
thong tin, nhung nhitng cach khac cling day hitu ich. Vi du, déi véi cac té
chitc hoat dong theo md hinh B2B, c6 thé ban mudn chia sé mdt nghién
cttu tinh huéng. Doi véi cac nhan hiéu tiéu dung, ban sé mudn tao ra mot
tro choi vui vé, mot bitrc anh khién moi nguwdi cuwdi, hodc mot tng dung
Facebook mién phi trén dién thoai di dong, tat cd ching déu co6 thé gitp
cung cap nhitng gia tri gidi tri thiét thwc. Tuy nhién, can canh giac rang chi
phi dé phat trién tro choi hodc nhitng tng dung tric tuyén ctia ban c6 thé
rat 16n va sé rui ro hon so vGi chi viét ra mot bai bao nhanh chéng, ngan
gon.

Mot cach khac dé cung cap mot noi dung gia tri 1a thong qua nhitng doan
video. Ban c6 thé thdy dé dang hon khi tao ra nhitng video dai tir 60 dén
120 gidy noi vé 5 meo muc hang dau hodc bat ¢t néi dung nao khac ma
ban c6 thé viét ra trén mot bai dang hodc bai viét truc tuyén. Doi vdi nhiéu
nguoi, viéc quay video dé hon viét, va video thé hién ca tinh cua t6 chtc
ban t6t hon ngon tr. Duwdi day la mot vai chi dan nhanh chéng dé tao nén
noi dung video:

1. St dung may quay cam tay. Thwong thi khong cé 1y do gi dé phai tén
tién vao nhitng trang thiét bi dat do hon.
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2. Ngan gon va dé chiu. Sy chi y cia moi ngwoi trén mang thwong rat
ngan ngui — khong qua 2 phut.

3. Chia sé video & bat c dau. Chia sé trén YouTube va Facebook, xem
xét st dung dich vu TubeMogul, cho phép ban chia sé video cia minh
trén hang ta nén tang khac.

4. Sy vui vé. N6 thé hién trong san pham cudi cung cua ban. (N6 ciling
thé hién trén video néu ngudi quay phim thiéu thodi mai va lo lang.)

Du ban quyét dinh st dung phuwong tién gi, ban cling phédi chuyén tai
duwgce nhitng diéu hitu ich dén khach hang hodc cong dong cua minh, va
thue s khong doi hoi nhan lai dwoc diéu gi do.

TAM QUAN TRONG CUA SU NHAT
QUAN

Tao ra va chia sé mé6t noi dung gia tri sé mang dén cho ban danh tiéng
va lgi nhuan 16n — nhwng chi qua thoi gian, bang nhitng no Iyc va cam
két manh mé, nhat quan. Hay nghi vé diéu nay: lan dau tién ban lién
hé vGi mét t6 chive hodc tac gia méi, ban c6 ngay lap titc tin twdng vao
nguwoi do khong? Khong, sé mat thoi gian va nhitng lan lién hé v6i anh
ay hodc c0 ay dé tao dung niém tin trong ban. Diéu doé cling ding véi
mang xa hdi. That khong may, rat nhiéu t6 chitc cd6 gang tao ra noi
dung gia tri, nhung khi khong 1ap titc cé6 dwoc doanh thu tir khoan dau
tw cia ho, ho tr bo. Cac t6 chitrc thye hién cam két dai han thuong
xuyén mang dén nhitng gia tri cho cac cong dong cia ho sé thanh
cong; va nguoc lai nhitng nguwdi chi dat vao do thoi gian, c6 gang va
no lwe nhoé nhoi sé that bai.
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PHIEU THUONG, VA SU KHAC BIET
GIUA GIA TRI VA MARKETING

Co6 1é do nhitng nguwdi lam marketing da nhiéu nam s dung cac cum tw
nhw “phiéu thwéng gia tri” va “qua tang hap dan, gia tri hdp dan bén trong”,
ching ta thuong lién twédng nhitng tir nhw phiéu thwéng va giam gia vai gia
tri. Thyc té, marketing qua e-mail 1a mét kénh dya nhiéu vao viéc giam gia
san pham va dich vu cho khach hang véi hy vong moi ngudi sé nhan dugc
nhitng dé xuat trong hom thw dén tai thoi diém ho mudn hodc can bat c
th gi ma cac cong ty dang ban. Cau hai la liéu c6 hay khong nhitng email
de xuat gia tri hay don gian chi la nhitng manh khée marketing. Va c6 mot
su khac biét giita viéc mang dén gia tri va mot dé xudt marketing.

Liéu cac phiéu thudng, qua tang cé cung cap gia tri thuc sw khong? Tat
nhién, mién phi lu6n t6t nhat. Khong ai tranh luan dwoc véi gia tri ctia mot
tro choi, mot san pham dung thit hodc mén qua di kém vdi san pham. Néu
cong ty cda ban khéng muén dwgc nhan thitc 1a mot thwong hiéu “gia tri”
hodc “gidm gid”, thi mot mon qua tang kém san pham la sy thoa hiép t6t
nhat. Mat khac, hay gidm gia 50% hodc nhiéu hon, néi v6i khach hang rang
ban dang cung cap mot diéu thye sw c6 gia tri. Mdac du nhiéu cong ty khong
muon cung cap bat cit san pham hodac dich vu nao ctia minh véi mic gidam
50%, nhung ngay mot nhiéu cong ty dang st dung mo hinh nay dé thu hut
khach hang mdi, tang thuwong cho khach hang trung thanh, va tao tiéng
vang trén mang xa hoi.

Groupon, LivingSocial, nhiéu cong ty “nhém mua” da khién moi viéc tr&
nén don gian khi mang dén cho khach hang mitc gidm gia 50% hodc mot dé
xudt t6t hon chi khi c6 mot s6 lwgng téi thiéu ngwdi cam két mua hang. Y
twong nay nham bé qua lgi nhuan bién dé dat dwgc doanh s6 cao hon.

Chang han, mat 9 do-la dé tao ra mot cong cu gitup ban ban dugce 20 do-
la @ mitc 1gi nhuan bién cua 11 do-la. Néu ban chiét khau 10%, ban c6 thé
ban né vGi gia 18 do-la @ mitc lgi nhuan bién tot 1a 9 do-la, va cé thé ban
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nhiéu hon mot chit so véi binh thwong. Nhung néu ban chiét khau 50%,
chi c6 100 nguoi dong y dat mua no truede, ban van cé thé tao ra mot lgi
nhudn nho t* moi cong cu, thém viéc c6 dwge nhan thitc tang cwong khi
moi nguwoi chia sé “dé xuat” vdi ban be thdng qua cac trang mang xa hoi.

Tat ca cac to chirc nén cung cdp cho ngwdi ham md va nguoi theo doi noi
dung gia tri trén mang xa hodi, va nhiéu noi da lam vay. Nhitng vi du dudi
day la mot s6 cach cac cong ty cung cdp gia tri trén mot nén tang virng
chac, nhat quan.

Applebee’s: Chia sé cong thirc qua video

Hang tuan, nhém dau bép cua chuoi nha hang noi tiéng chia sé cac video
vé cach ché bién nhitng mon an wa thich ctia ban tai nha hang. Cac video
mang dén céng thitc cho cudc song, nhw cac dau bép & nha hang, va ban &
nha, dang dién xuat trong chwong trinh ndu an trén truyén hinh cda riéng
ho. Nhiéu nam trwdc, nhiéu nha hang tao nén sy rung dong khi chia sé
nhitng cong thitc doc quyén, nhung Applebee’s va nhiéu hang khac gio
dang lam diéu d6 hang ngay. Liéu nhitng nha hang méi m& c6 an cap
nhitng cong thitc d6 va canh tranh vGi ho hay khong? Tat nhién la khong.
Nguoc lai, moi ngwdi cam thiy gan giii hon vdéi nha hang va hao hirc ndu
an theo cong thitc ma nha hang cung cép tai nha. Sau do, ho dwa gia dinh
dén Applebee’s dé so sanh hwong vi vGi nhitng moén an ma ho da nau.

Essential Design and Real Estate: Tin tirc va quy
dinh phap luat md&i nhat
Essential Design and Real Estate la mot cong ty thiét ké va phat trién bat
dong san co tru so tai New York. Hon ca viéc la mot cong ty thi truong da
dang, Essential hwéng t6i khan gia chuyén biét gom nhitng ngudi s& hitu
nha & New York va nhitng ngudi ¢ cac can ho va chung cw cao cap trong
thanh pha.

https://thuviensach.vn



Essential xay dyng gia tri bang viéc chia sé nhitng bai viét m&i nhat vé
nganh bat dong san, cling nhw nhitng luat dwgc stra doi va phan tich phap ly
vé luat phap c6 thé anh hudng dén nhitng ngudi giau c6 & New York. Liéu
do6i twong khan gid muc tiéu c6 thé nhan dwoc thong tin va sit dung né ma
khong can thué hoac tham chi lién hé véi Essential khong? Liéu cac doi tha
c6 nhan dugce bai viét va stt dung ching cho muc dich cta ho khong? Tat
nhién la ho cé thé, va chac han mot vai nguwoi da lam vay. Tuy nhién, chi
mot s6 khach hang trién vong danh gia cao nhitng théng tin ma Essential
cung cap va lién hé vGi cong ty da mang dén cho Essential doanh s6 khong
16 vGi cac thwong vu dau tw 1én tdi hang triéu do-la.

Blendtec: Nhitng video thyc sy mang tinh giai tri

Néu ban chwa tirng xem mot video nao cua Blendtec va ban dang & canh
may vi tinh ctia minh, sé dang khi dat cuén sach nay xuéng mét lat va ghé
tham dia chi YouTube.com/Blendtec. Blendtec la nha san xuat va phan phéi
mady tron, may khudy 16n nhat thé gigi va ban cho cac nha hang, céng s& va
gia dinh.

Blendtec khong chi xuat sac trong viéc san xudt mdy tron, ma con rat
tuyét voi trong mang giai tri. Moi video ngan ma ho thiwc hién déu dat ra
cau hoi, “N6 sé dugce tron chit?” va pha tron mot s6 thit ma ban chang bao
gi® nghi dén — iPod, iPhone va gy danh gén... Nhitng video d6 khéng co
gang dé ban nhitng chiéc may pha tron, cling khéng c6 gang dé cung cap
bat ctt gia tri nao cho ngwdi xem ngoai s hai hwdc va tinh gidi tri vo hai.

Nhung tinh gidi tri v6 hai do da gitip cho Blendtec, mot cong ty san xudt
may tron nho, c6 mot trong nhitng kénh YouTube noi tiéng va duge yéu
thich nhat moi thoi dai. Hang triéu nguwdi da xem nhitng video hai hwdc ho
va hang nghin ngudi da mua nhitng chiéc may pha tron sau khi xem. Luu y:
Hau hét cac cong ty khong phai 1a nhitng nguwoi chuyén vé gidi tri va co
gang tao ra nhitng video lan truyén sé déu that bai. Néu ban thuc sw dugc
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gidi tri, diéu d6 mai that hoan hdo. Néu khong, hdy tim ra mét cach khac
ma ban c6 thé cung cap dwoc gia tri dén cong dong ctia minh.

Raymour & Flanigan: Nhitng y twéng va cam hing
thiét ké noi that

Raymour & Flanigan la chuoi cita hang d6 g6 noi that dia phwong trai
khap Bac My. N6 da danh mot nguon lyc 16n dé thiét ké noi that nha cira.
Hang tuan, Raymour & Flanigan chia sé nhitng bitc anh va video néi veé
nhitng cach thiét ké khéng gian va phong 6c v6i moi kich thwdc & thanh thi
nhir New York va Boston lan ca vung ngoai 6. Hang khong c6 gang tiép thi
san pham ma chi don gidn chia sé cac y tuwéng thiét ké & dia chi
Facebook.com/RaymourandFlanigan. Nhitng video cua ho liéu c6 truyén
cam hitng cho moi ngwoi dé trang tri phong ctia minh véi do go tir nhitng
ctta hang do go noi that khac hay khong? Cau tra 10i la ¢6: Raymour &
Flanigan khong phdi la ctra hang d6 go noi that ré nhat & dia phwong, do dé
nhiéu ngwoi nghi rang, “T6i c6 thé lam dwoc thé nay, nhung chi phi sé ré
hon khi mua d6 g6 & noi khac.” Cé nguoi duwge truyén y twdng va cam
hitng cia cong ty, roi sau dé lai mua hang & noi khac, trong khi cé nhitng
nguwoi thay nhitng can phong trang hoang dep dé tir nhitng bitc dnh hodc
video va nghi, “T6i mudn né. Chinh la n6!” Va cudi cung ho da mua hang
trie tiép tai Raymour & Flanigan.

Likeable: Mot blog hang ngay
Ngay sau khi thanh 1ap cong ty ctia minh vao nam 2007, ching t6i mudn
viét mot blog chia sé kién thitc va quan diém cta minh cling nhw tao 1ap va
chia sé nhitng ndi dung gia tri vé truyén thong xa hdi va marketing trurc
tuyén. Toi khang khang rang blog nén dwoc dat tén la “Buzz Marketing
Daily”. Moi ngudi tranh ludn, “néu anh viét tit ‘hang ngay’ trong tiéu dé
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blog, anh ggi y rang ching ta sé c6 nhitng ndi dung mdi hang ngay. Nhung
néu ching ta khong thé duy tri dugc diéu dé thi sao?”

“Chung ta khong phai la mot to bao, ching ta la mot cong ty marketing,”
mot nguwaoi noi.

Ba nam sau, tiéu dé da thay doéi thanh “Likeable Content Daily” nhung
chiing t6i van c6 thé giir 16i hita vé mot bai viét méi moi ngay. Quan trong
hon, n6 da tré thanh mét trong nhitng blog dwgc doc va chia sé nhiéu nhat
trén mang xa hoi trén thé gidi, dong thai la mot nguon doi dao nhitng khach
hang tiém nang mai.

HAY HANH BONG!

1. Thao luan va viét ra tat cd cach ma ban c6 thé cung cap gia tri cho
khan gid muc tiéu cta ban ma khoéng can phai tap trung vao viéc
marketing ban than hodc ban san pham va dich vu ctia ban cho ho.
Diéu gi sé gitip khach hang cia ban nhat — théng tin, tinh gidi tri, tinh
nang hodc s két hop tat ca cac yéu t6 trén?

2. Viét ra nhitng dang thitc ma t6 chi¢c ctia ban c6 kha nang st dung nhat
dé cung cdp cho khan gia cua ban nhitng ndi dung gia tri trén mang xa
hgi. C6 thé thong qua nhitng bai viét trén blog, video ban thuwc hién,
mot tro choi hodc mot ng dung. Hodc ban sé “suc sao” trén mang dé
tim kiém nhitng ndi dung hitu ich va thd vi dwa trén mot loat chua dé
dac biét va chia sé phat hién cta ban?

3. Tao ra vai ndi dung ma ban nghi rang khach hang ctia minh c6 thé tim
thay gia tri & do. Truwdc khi ban chia sé nodi dung trén Facebook hoac
nhitng mang xa hoi khac, hay chia sé né v6i mot hodc hai nguwoi ban
dé kiém nghiém né. Ho c6 thdy n6 gia tri khong? Quan trong khong
kém la ho nhin nhan né nhv mét ndi dung thuan gia tri hay mot quang
cao cho to chitc cua ban?
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4. Xac dinh liéu t6 chitc cia ban c6 thé thich hgp véi mé hinh Groupon
(phiéu thwdng nhom) trong viéc chiét khau nhiéu cho mot san pham va
dich vu v6i sy ddm bdo cta viéc gia tang doanh s6 thong qua nhitng
de xuat nhom. N6 khong danh cho tat cd moi nguwdi nhung c6 thé la
mot cach dé cung cdp gia tri dén khach hang trong khi van dam bao
dwoc 1gi nhuan cho cong ty ban.

CHO PI, VA BAN SE PUOC NHAN
LAI

Cac cong ty luon tim kiém cach thivc dé cung cap gia tri cho khach hang
va khach hang tiém nang. Ho chi muén thu vé doanh s6 ngay lap tirc. Tuy
nhién, thach thitc trén mang xa hoi la tim ra cach thitc ma ban c6 thé cung
cap duwgc ndi dung gia tri — thong tin, gidi tri, va/hodc tng dung — ma khong
ky vong nhan lai dugc bat ctt thit gi ngay lap tivc. Khi ban cung cap nhitng
thong tin mién phi, sé c6 mot s6 nguwoi khong trd hanh khach hang cua ban,
tuy nhién, mot ty 1é khong nho van trd thanh khach hang tiém nang cta ban
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12. CHIA SE NHUNG CAU CHUYEN

1

Tﬁi co mot khach hang”, Matthew Weiss, nguoi sang lap va CEO cua
cong ty luat 888 RED LIGHT & New York néi véi t6i, “Hay goi anh ay la
Jack, Jack Rabbit, ngudi bi cdo budc da lai xe v@i van toc 140m/ph trong
khu vure 55 ¢ Ocean Parkway gan Long Beach, New York. Anh ta dang lai
mot chiéc Porsche Tubro Carrera vao lic t6i mudn khi bi mot ST quan Tuan
tra ca Hat Nassau phat hién.” Weiss tiép tuc.

Khi lan dau ching t6i thao luan vé treong hop nay, téi dé nghi anh mang
ban chdi danh rang cia minh dén toa 4n. Anh héi t6i tai sao, va toi giai
thich rang anh nén check-in & Bo phan Chuyén trach xi phat Hanh chinh
Hat Nassau. Anh thdy day, & New York, anh cé thé phai ngo6i tu mdt thang
vi 16i 14i xe vuegt qua toc do cho phép. Tai phién toa dau tién, chung t6i thay
day khong phai la mot trvong hgp vi pham binh thwong. Co quan Chuyén
trach Xt ly Vi pham giao thong Hat Nassau gidi quyét hon 300 tredng hop
mot ngay, da phan trong s6 d6 déu chay qua tdéc do quy dinh. Nhung rat
hiém c6 trwdng hgp nao chay qua téc do quy dinh nhw vay. M6t nhan vién
toa an day mét moi két an trong hoai nghi khi anh ta nhin thay 16i caa Jack.

Chung to6i khong co6 lwa chon nao khac ngoai viec khang an, bdi phién
toa dau tién khong thé bién hd cho nhitng trudng hop vugt qua téc do 31
m/ph tré 1én (Jack da vuot qua gidi han 85 mph). Khi chuan bi cho phién
xét x1 tiép theo, Jack bat dau giai thich cho t6i chi tiét vé treong hgp cua
minh. Anh khang khang rang minh khong lai xe dén 140 m/ph. Cudc néi
chuyén duédi day da dam bdo diéu nay:

Jack: To6i chac chan minh khong l4i xe vdi van toc 140 m/ph.

Toi: Anh chac ch@?

Jack: C6, lam sao ma t6i 1ai xe vdi toc do nhw thé duwgc!

Toi: Nhung ngudi nhan vién nay da dam bao la anh di véi toc do do.

Jack: Anh ta da sai roi!
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Toi: Tot thoi, lam sao ma anh biét anh ta da sai?
Jack: Vi thuc t€, t6i da 1ai xe vdi van toc 160 m/ph!

Khoéng chit do dw, toi dap lai rang t6i khong cho phép anh ta ty lam
chirng tai toa.

May man thay, mét 16i bao chita huing hon va mét tham phan c6 ly da
giup Jack thoét t6i chi v6i mot phiéu phat va dugc tai ngoai. Mac du su gidi
thich ctia Jack vé viéc di 160 m/ph chi khong phai 140 m/ph la mot trong
nhitng 161 bao chita hai hwdc nhat ma toi tirng chitng kién.

Cau chuyén hai hudc ctia Weiss khong chi dugc ké véi t6i ma con vGi
hang nghin nguoi thong qua blog, "Loi bao chita cuia mot luat su giao
thong", dwgc cap nhat hang tuan ké tir nam 2009, theo Weiss 1a “céng cu ké
chuyén t6t nhat ma t6i c6”. Ké chuyén, thong qua blog, Facebook va
Twitter ctia Weiss da mang dén cho anh mitc doanh thu tang 22% qua cac
nam.

CAU CHUYEN CUA TO CHUC BAN
: . ) .
LA GI?

T6i va Carrie, vg sap cuwdi cta téi cung dy mot bita tiéc vao mot ngay
cudi nam 2005, va bat dau néi vé dam cwdi ctia minh. T6i muon mot dam
cwdi that 16n — thuye té 1a rat 16n, vi téi la mot anh chang cta cong ching va
muon chia sé ngay lé trong dai ctia doi minh v&i cang nhiéu nguoi cang tot.
Nhung t6 chitc ddam cudi & New York rat dat dé. Ching tdi déu cé nhiéu
kinh nghiém trong linh vi’c marketing cling nhu quang cao, va Carrie dua
ra mot y twdng rat tha vi: Chung to6i quyét dinh tao ra mot quang cdo veé
dam cuwdi cta minh.

Chung t6i déu la nhitng ngwoi hdm mo rudt cia mon boéng chay, vi thé
chung t6i goi cho dai dién doi Minor League Mets, Brooklyn Cyclones, va
trao doi vGi ho y tuwdng vé viéc t6 chitc dam cuwéi & trong nha thi ddu phong
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theo mot tran dau. Ching t6i bdo dam moi cac nha tai trg dé trang trai chi
phi cho dam cwdi, va mo6i nha tai trg sé xuat hién trong quang cao trudc va
trong sudt tran dau. Cac nha tai trg, va Cyclones, gan nhuw sé thu lgi tw
nhitng tiéng vang dugc dam bao bdi mot dam cuwédi véi 5.000 khach maoi &
mot tran thi ddu béng chay.

Hinh 12.1.

buéc dwsi hing gy béng chay

Carrie va Dave nam tay nhau

The Cyclones rat thich dé xuat nay va quyét dinh tai trg cho ching t6i. 1-
800-Flowers.com cling hitng thu vd&i n6 va hita tai trg hoa cho sy kién nay.
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Sau d6 Smirnoff cling tham gia, nhw David’s Bridal va rat nhiéu cong ty
khac. Vao thang Bay nam 2006, t6i cwdi vg minh trong mot 1é cuwdi tuyét
voi trwde sy chitng kién ctia 500 ban bé va gia dinh cung véi 5.000 ngudi
la. Chung t6i da thu dugce 100.000 do-la tir cac nha tai trg dé trang trai chi
phi cho ddam cudi va mot khoan déng gop 20.000 do-la cho Multiple
Sclerosis Society.

Su kién nay tao ra rat nhiéu ti€éng vang. Cac nha tai trg cia ching toi va
ching t6i da xuat hién trén New York Times, trén CNBC, “Early Show”
cua CBS, “World News Tonight” cia ABC, va hang tram phuwong tién bao
chi truyén thong khac. Cubi cung ching t6i két thiic vGi khong chi mot dam
cwdi trong mo ma con bang mot quang cdo mo wdc nita.

NHUNG CAU CHUYEN BEM CONG
TY CUA BAN DEN VOI CUOC SONG

Khi ban nghe dugc cau chuyén vé viéc mot cong ty ra doi nhu thé nao,
hodc vé tam anh huwéng ctia mot to chirc 1én cudc song cia mot khach hang
ra sao hay mot trdi nghiém doc nhat vé nhi cia mot nhém nhan vién hoac
doi tac, ban cdm thdy mot moi lién hé tinh cdm véGi cong ty do. Truyén
thong xa hoi, dac biét la blog va video truc tuyén, cho phép ban chia sé
nhitng cau chuyén véi cac khach hang, cac khach hang tiém nang, va thé
gidi, xay dung nhitng maéi lién hé manh mé hon. Trong qua khi, ké chuyén
trén cac phuong tién truyén thong dai ching rat dat dé va chi c6 thé dugc
hoan thanh théng qua quang cdo truyén hinh hodc nha diéu hanh quan hé
cong ching trén nhitng to bao 16n. Bay gio, ké chuyén la mién phi, hoac
gan nhw mién phi, thong qua truyén thong xa hoi.

Noi nhu luat su, doanh nhan va blogger Matt Weiss thi, “Moi nguoi thich
nghe nhitng cau chuyén dé. N6 dwa chung ta tr@ lai thoi ky nguyén thuy khi
moi nguwoi ai ndy déu quay quan bén dong Itta. Toi da st dung viéc ké
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chuyén nhue mot phwong tién dé thu hut sy chd y cia moi ngudi va duy tri
sy chu y do.”

Moi cong ty c6 it nhat mot cau chuyén dé ké, va hau hét cac cong ty cé
rat nhiéu cdu chuyén nhv thé. Ty héi ban than nhitng cau hoi dwdi day dé
cO dugc mot vai y twong:

e CoOng ty ban bat dau thanh 1ap nhu thé nao?

e Lam céach nao ban song s6t dugc trong nhitng giai doan khé khan
nhat?

e Nhitng khach hang quan trong cta ban la ai?

e Nhitng diéu thu vi hodc hai hwéc tirng xdy ra lién quan dén khach
hang hodc nhan vién cua ban?

» Cudc séng cua nhan vién c6 thay doi gi khi ho lam viéc cho ban?

e CoOng ty hodc nhan vién cua ban dong gép vao nhitng t6 chic tir thién
nao?

Nhitng cau chuyén nhan van hoa thvong hiéu va lam cho ching tré nén
dé chia sé, dé trao doi, du la tryc tuyén hay ngoai tuyén. Nhitng cau chuyén
c6 thé dugc ké bang chit viét, thong diép nhung tot nhat bang nhitng bitc
anh va video. Chung c6 thé dugc khach hang, nhan vién hodc quan ly ké lai
— chi can ching chan thue va ding dan.

Ban bat dau nhu thé nao
Ngay nay bat ké quy mo cong ty ctia ban ra sao, khi m@i bat dau, n6 chi
la gidc mo va mot ban ké hoach ctia ban hodc cta nhitng nguoi dong sang
1ap. Moéi t6 chitc déu c6 nhitng khai dau khiém ton, va bang viéc nhac nha
moi nguwoi vé diéu dé, ban két ndi v4i khach hang cua minh va gan giiiv 6i
ho hon
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Ban c6 thé chi hang triéu do-la vao quang cao dé mua nhitng quang céo
trén truyén hinh véi muc dich ké cac cau chuyén vé viéc ban da khéi
nghiép hoac san xuat nhitng cuon sach tham khao ngan dt mau sac nhw thé
nao va gui chung dén thé gigi. Hodac ban cé thé ké cau chuyén do truc
tuyén, st dung website, blog hoac bat cit kénh truyén thong xa hdi nao, vai
chi phi thap hodc mién phi.

Ban lam gi cho cac khach hang caa minh

Khi chia sé nhitng cau chuyén, néu ban ndi it hon vé ban va nhiéu hon vé
khach hang cung nhitng trdi nghiém tinh cam cua ho véi thwong hiéu cua
ban, ban sé gianh duwgc nhitng chién thang 16n. Xem xét lam cach nao
khach hang cta ban cé thé thu lgi ti viéc st dung san pham va dich vu cta
cong ty ban. Lam cach nao ho cé thé treang thanh, va ban c6 y nghia gi doi
v6i ho? San pham ctia ban khién cho ho cdm thdy nhw thé nao? Hay nhd
rang do khong phai la vé ban ma la vé khach hang cua ban.

Tai mot bu6i hoi thao ctia Lién hiép Marketing truyén miéng ma t6i tham
dy hai nam trudc, cha dé thao luan dwge dwa ra la nhitng trai nghiém gay
tiéng vang, dé dang trao doi cia khach hang. Mot ngudi phu nit ditng 1én va
noi, “Cong ty cua toi la mot cong ty lwu trit. Cong viéc cua chung toi vo
cung nham chan.” Mt ngwoi dan ong gio tay va phat biéu, “That l1ong ma
néi, lwu trir da git® cho cudc hon nhan cua téi bén vitng. Ban thdy day, t6i
muon gilt moi thi trong khi vo cua toi lai ct ném ching di. Néu khong phai
nha viéc lwu trit t6i khé c6 thé gitt dugc tat cd moi do bong chay va nhitng
tam thé Garbage Pail Kids ctia minh, va han la moi thi¢ sé tr& nén kho khan
hon déi véi chiing t6i.”

C6 thé moi nguoi sé cwoi nhung hay ghi nhé mot diéu: diéu gay nham
chan vd&i mot ngudi cé thé c6 y nghia sdu sac véi ngudi khac. Bat cit cong
ty thanh céng nao ciing c6 rat nhiéu cau chuyén vé niém vui, niém hanh
phiic, truyén cdm hitng dé khach hang chia sé, bat ké ho lam gi. Du cong ty
ctia ban ban san pham gi, n6 sé gidi quyét dwgc van dé cia khach hang
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bang cach nay hay cach khac. Ban chi can nghi vé méi lién hé tinh cam véi
khach hang ctia ban quanh nhitng van dé dé va san pham hodc dich vu cta
ban da giup d& ho nhu thé nao. Extra Space, cong ty lvu trit d6 gio da co
hon 10.000 ngwoi ham mo trén Facebook.

Nhan vién quan trong ctuia ban
Nguon thit ba lam nén cau chuyén tuyét voi cia ban la nhan vién & cong
ty ban. D6 c6 thé la mdt nha diéu hanh cap cao, hodc ai d6 trong phong van
thw. Hodc c6 thé 1a ngwoi vira di hoc vira di lam dé nudi séng gia dinh. Hay
mot nhan vién nao dé cda ban da chién thang tai wong trong cudc song
riéng dé trd thanh mot ca nhan c6 nang lyc va lam viéc tich cyc trong nhém
cua ban. Mot nhan vién luon mim cwoi khi phuc vu khach hang cting la mot

cau chuyén. Hodc c6 thé 1a tat cd nhitng cau chuyén & trén.

I love Mary 8 MecDonalds/Chandier [0
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Hinh 12.2. Mary 6 McDonald
T6 chitc cta ban, bat ké ban kinh doanh gi hoac cung céap dich vu gi, déu
c6 nhitng nguwdi & phia sau, va moi ngwoi c6 mot cau chuyén dé ké. Ban
can phai tim dwgc nhitng cau chuyén hap dan va chia sé ching — thong qua
truyén thong xa hoi. Vao thang Tam nam 2009, mot nhom ngwdi hdm mo
tren Facebook 1ap mot trang “I Love Mary @ McDonalds/Chandler”.
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Nhom nay mo ta “Mary lam viéc & McDonald’s va la nguoi ngot ngao
nhat!” kém theo mét bitrc dnh ctia 6. Cé hang ta bai dang trén twong va hon
1.400 ngwoi ham mo, va nhém van tiép tuc manh mé, véi nhitng 10i binh
luadn nhu, “T6i md&i gap Mary ngay hom nay! Co ay giéng vdi tat ca nhitng
gi ma moi nguwodi noéi. Co6 ay da khen doi mat cua t6i. Ping la mot nguoi
phu nit tuyét voi. UGc gi ai cling giong nhw co ay.”

MOT BUC ANH GIA TRI HON HANG
NGHIN NGON TU, VAY MOT VIDEO
THI SAO?

Ban da trng nghe dén cau noéi, “Mot birc tranh gia tri hon hang nghin
ngon ti.” Khi ké nhitng cau chuyén trén mang, nhitng bitrc anh va bitc tranh
tuyét nhién la nhitng céng cu day sttc manh. Mot 1y do 16n lao cho sy tang
tredng bung no cua Facebook trong hon 5 nam tr¢ lai day la san pham
"Chia sé anh" gay nghién — khi moi ngwoi ty nhién thich xem va chia sé
nhitng birc dnh dwgc “tag” (gan nhan) c6 ho va ban bé trong dé.

La mot t60 chitc, ban nén khai thac tinh nang nay trén Facebook bang
cach tag va chia sé hinh anh ctia khach hang, nhan vién va quan ly. Chang
han nhuw nhiéu trang Facebook nhan ra “Ngwoi him mo of the Week”,
thong qua mot birc anh cua khach hang dugce dang len trang va cau chuyén
cta anh ay hodc c6 dy duge dang 1én d6. Ngoai ra dé lam cho nguwdi ham
mo trong tuan cam thdy dac biét, nhiéu ngwoi hdam md dwgc lwa chon chia
sé tin tirc vGi ban bé cda ho, gitip gia tang sw lan truyén manh mé cua trang.

Ciing gia tri nhw nhitng bitc hinh, khong cé cong cu ké chuyén nao tot
hon video. Video truc tuyén véi do dai tir 30 gidy cho dén 2 phuit c6 thé thu
hat khan gia theo nhitng cach ma chi quang cdo trén truyén hinh mdéi lam
duwgc trong qua khit. Bat dau bang viéc st dung mot may quay cam tay dé
ghi lai nhitng clip ngan vé nhan vién, khach hang va quan 1y cao cép chia sé
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nhitng cau chuyén ctia ho. Néu ban quay 5 ngwoi, moi nguai 30 gidy, vdi 3
muc chinh, ban sé c6 dwgc mot vai video hitu dung dé chia sé trén
Facebook, YouTube va blog ctia minh.

Mot tinh nang déc nhat ctia video Facebook duwgc chia sé béi cac trang
ctia cong ty la kha nang click vao video dé like trang ban dau thuc hién
video d6. Khi ban bat gdp mot video tha vi ké mdt cau chuyén ma ban
muon chia sé, ban lam vay véi ban bé trén Facebook ctia minh, ngudi cé co
héi két noi v6i cong ty thue hién video bat ¢t Itic nao khi xem bang viéc
click vao nut Like.

TAO RA MOT CAU CHUYEN

Phac hoa tir ba danh muc vé viéc ban da bat dau nhw thé nao, nhitng trai
nghiém cta nhan vién va khach hang, ban sé cé nhiéu cau chuyén tuyét voi
dé chia sé. Tuy nhién, néu ban dang lam viéc trong mot nganh cong nghiép
c6 tinh 6n dinh cao, nhu tai chinh hay dwgc pham, hodc néu vi bat ci¢ 1y do
gi ma ban khong thé tim dwgc nhitng cau chuyén ma ban nghi la sé xay
dung dugc moi lién hé tinh cdm va&i khach hang, ban cé thé luén tao ra
duwgc nhitng cau chuyén méi dé ké thong qua cac hoat dong va cac hiép hoi,
t0 chitc cia minh. Tham gia nhitng t6 chitc nhan dao, tr thién, va quang
cao la nhitng cach thitc tuyét voi dé tao ra nhitng cau chuyén mang tinh xa
h6éi mdi. Hay nhé rang, néu khong chid trong vao trdi nghiém cua khach
hang, nhitng cau chuyén sé khong co gia tri.

JP Morgan Chase la tap doan 16n dau tién tao ra cau chuyén tir thién ctia
ho trén Facebook vao nam 2009. Trong chuwong trinh “Chase Community
Giving: You Decide What Matters”, né6 mang dén cho nguoi st dung
Facebook co hoi ung ho tir thién dia phuwong bang viéc bau cho ho va
khuyén khich ban bé ho lam vay. Nhitng ngudi sit dung lwa chon danh sach
ngan hang ctia hon 500.000 t6 chitc tir thién hoat dong véi ngan quy it hon
10 triéu do-la. Cac to chitc phi lgi nhuan nay tao nén tam anh hwéng 16n lao
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trong cac cong dong va dang thuc hién nhitng cong viéc tot dep nhung
khong c6 nhitng ngudn lwc nén phai xin trg cap.

Chwong trinh nay la mot thanh cong 16n, tap hgp dugc hang triéu nguoi
ung ho trén Facebook va tao ra dwgc hang tram nghin cudc hoi thoai vé
Chase. Ttr chwong trinh nay, nhiéu thwong hiéu 16n khac cting lam theo véi
cac chwong trinh ting ho twr thién dé xay dung nhitng cau chuyén tao tiéng
vang mang tinh xa hoi. B4 la cach an toan cho cac thuong hiéu bdi 1€ no
tao ra nhitng cau chuyén tich cuc va c6 gia tri dé néi dén vai rat it tham chi
khong chit rai ro nao. Tuy nhién, né cé thé cé nhitng anh hwéng dai lau
hon, khi cudc néi chuyén khong tap trung vao nhitng trdi nghiém cta khach
hang v6i cong ty. N6i cach khac, ngan hang dang cho di hang triéu do-la
trén Facebook ma khong gidi quyét dugc cac van dé nhw chi phi thtra, trach
nhiém nghéo nan va dich vu khach hang t6i té.

DU QUY MO CONG TY BAN NHU
THE NAO, BAN BEU CO CHUYEN
PE KE

Bat ké quy md cua cong ty ban 16n hay nho, méi hay cii, da tao dung
duwgc danh tiéng hay chwa duwgc biét dén, sit dung nhitng cau chuyén trén
mang xa hdi sé thu hut dugc sy chi y cia dw ludn doi véi to6 chite cta ban.
Ngay ca vé ban chat, thwong hiéu cta ban dang ké nhitng cau chuyén giong
nhau hét nam nay qua nam khac, dwa cau chuyén nay lén mang va vao
nhitng cudc hoi thoai trén mang xa héi dé thoi hoi thd cudc séng méi cho
ching. Néu thwong hiéu cia ban la mot thwong hiéu mdi, hay tao nén mot
cau chuyén m@i mé quanh cong ty ban c6 thé thu hat khach hang va maoi ho
trd thanh mot phan ctia cau chuyén. Xem xét hai vi du duéi day.
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Mrs. Pinkelmeyer tao nén mot cau
chuyén ngay ttr khi bat dau

Nhitng nguwdi mdi tham gia Facebook dwgc gidi thiéu nhu thé nao dén
nhan vat Mrs. Pinkelmeyer?

Xin chaooooooo! To6i la Mrs. Pinkelmeyer. T6i chi la mot phu ni¥ binh
thwong dang song & Poppingham, Anh Quéc, véi chd ché Moopus
McGlinden ctia minh, khi mot diéu gi do rat bat thuwong xay ra.

Mot dém chuong dién thoai reo trong lic toi dang lam mon thit bo quay.
Mot ngwdoi phu nit tré goi dién t* New York! Ban c6 thé twdng tuwgng dugc
khong? That tdi nghiép — co6 ay mat tri r6i. Co ay dang phai cham s6c chau
cta minh, Henry, trong khi cha me cau bé di nghi. T6i c6 thé nghe thdy
tiéng khoc cia diva bé & dau day bén kia. Nguwdi phu nit tré néi vdi toi rang
cau bé rat buon vi nhé cha me cua né.

Cau bé c6 vé la mot chd bé that tinh cam do vay ngay sau do toi quyét
dinh sé c6 gang hét sitc dé do danh khién cdu vui vé, mac du Moopus
McGlinden dang quan quanh can vao chan t6i. T6i néi vGi cau bé vé moén
thit bo nwéng ngon lanh ma t6i dang nau cho Moopus dong thdi tdi va héi
xem cau bé c6 thich thit bo nwéng hay khong. Henry cuwoi khic khich va to
ra rat vui vé dén noi toi khong thé khong hat cho no bai hat yéu thich caa
minh, “Mrs. Pinkelmeyer da gt di, tit ca tinh yéu thuong cta ba ay khap
moi noi, bién cai nhan mdt thanh nu cwoi trén moi, ba dy sé khién ban hanh
phuc.”

To6i that hanh phic vi da khién Henry vui vé, va to6i quyét dinh mang dén
nhiéu niém vui hon cho tré em trén khap nwéc My. T6i khong thé doi thém
nita dé bat dau! Moorpus va t6i sé mang dén nhitng cai om that chat, rat
nhiéu tinh yéu, day diéu nhdy Pinkelmeyer Dance va “khién ban hanh
phuac”.

Cau chuyén nay, nghe that ngoc nghéch doi v6i nhitng nguwdi 16n, nhung
la diéu ban sé nhin thay khi lan dau tién ghé tham trang Facebook ctia Mrs.
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Pinkelmeyer. Mot thwong hiéu nho nhung dang ngay mot 16n manh véi
nhitng cudn sach, bip bé, do choi va am nhac cho tré em va cha me ching.
Cau chuyén mang nhitng nhan vat dén véi cudc song khi moi ngudi dén vai
Mrs. Pinkelmeyer lan dau tién — nhiéu dén mitrc hang tram nguwoi da thich
trang nay. Nhiéu ciu chuyén tiép tuc thong qua nhitng cap nhat hang ngay
tw Mrs. Pinkelmeyer tréen Facebook va blog cua co. Nhitng nguwoi ham mo
da phan hoi lai, dat mua san pham va gitip mét cong viéc kinh doanh nho
tao ra duwgc doanh s6 & dia chi MrsPinkelmeyer.com ma khong tén bat c
chi phi marketing hay quang cao nao.

Guinness tiép tuc vdi nhitng cau chuyén
ké huyén thoai ctia minh trén Facebook

Guinness khong phai la mot doanh nghiép nho, nhung né ludn la mot
cong ty rat gioi ké chuyén, dé la ly lo tai sao ban biét dén cau chuyén vé
Ngai Arthur Guinness lam mé bia dau tién & Dublin, Ai-len 250 nam trugc.
Nhitng cau chuyén veé lich st ciia Guinness da dwgc ké tir nam nay qua nam
khac thong qua nhitng quang cdo truyén hinh huyén thoai (dwong nhién rat
dat dé), qua nhitng 10i truyén miéng, nhitng sy kién dai s thwong hiéu ca
nhan, va nhiéu hoat dong marketing khac.

Ngay nay, nhitng cau chuyén d6 dugc ké qua Facebook, sit dung nhitng
video truc tuyén, va cac su kién trén Facebook nhw “Ngay ctia Ngai Arthur
Guinness”, dugc t6 chitc vao ngay 23 thang Chin nam 2009, béi hon
100.000 ngwoi ham mo trén khap thé gidi. Nhitng cau chuyén ctia Guinness
tiép tuc dugc chia sé vdi khach hang & khap moi noi — gio day ho khong
phai chi trd cho nhitng quang cao truyén hinh nita. Ho c6 thé giam dugc chi
phi marketing ma van tao dwgc két qua néu khong t6t hon thi cling twong
duong.
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HAY HANH BONG!

1. Viét ra cau chuyén thanh 1ap cong ty ban. Ban biét nhitng gi vé buGc
dau khéi nghiép cua t6 chitc? Lam thé nao ban c6 thé géi gon cau
chuyén d6 dé moi nguwdi dé dang chia sé trén mang xa hoi?

2. Nghién ctu nhitng cau chuyén khac ctia td6 chitc ban c6 thé thu hut
duwgc khach hang. Phat trién mot danh sach nhitng trai nghiém cua
khach hang, nhitng nhan vién ddc nhat, va lién quan dén cong dong
ma ban nghi rang thé gi¢i mang xa hoi rong 16n muodn nghe.

3. Xac dinh cach thitc tot nhat gitp ban chia sé cau chuyén ctia minh. Vi
nhw ban sé sit dung mot trang blog hay chia sé video tryc tuyén chi?
Hay ban sé tap trung vao Facebook va Twitter? Nhitng cau chuyén cua
ban sé dugc don nhan hon trén trang mang xa hoi chuyén biét nao?

4. Quyét dinh cach gitp ban c6 thé tao ra nhitng cau chuyén mdi cho t6
chitc cia minh. Hoat dong nhan dao hodc tw thién nao sé giup dinh
hwéng ching?

VAY CAU CHUYEN CUA BAN LA
GI?

Ban cé mét cau chuyén lién mach chwa? Ban can xac dinh va “danh
bong” nhitng cau chuyén thud vi va vui vé vé cong ty ctia ban. Sau do, hay
tim ra cach gidi thiéu cau chuyén ctia minh trén mang xa hoi hiéu qua nhat,
nho d6 moi nguoi sé linh hoi, tan hwéng va chia sé ching v6i ban be cuia
minh. Néu ban st dung mot dinh dang hap dan dé chia sé cac cau chuyén
va két noi véi khach hang, ban c6 thé hy vong rang cau chuyén trén mang
xa hoi cua minh sé c6 mot két thic vién man.
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13. TRUYEN CAM HUNG CHO
KHACH HANG CHIA SE CAC CAU
CHUYEN

D6 13 ngay 16 thang Muoi mot nam 2008. Mot tweet tir tai khoan

@MeshugAvi dan dén mot cudc dién thoai, va bat ngg, kéo téi va vg toi
tham gia vao mot t6 chitc truyén thong xa hoi sap ra mat. Ké hoach nay
duwgc xac dinh kha 16ng 1éo vao thdoi diém dé, nhung cé vé nhu no6 rat dugc
chd don: Moi ngudi duge dé nghi chia sé nhitng diéu ho cam thay biét on
trong Ngay 1é Ta on trén Twitter nham ung ho cho t6 chitc phi Igi nhuan t6
chite sy kién, Epic Change. To chitc phi lgi nhuan nay that tuyét voi. S
ménh ctia no l1a st dung nhitng cau chuyén ké dé ung hé cac dv an phu cap
cho nhitng nguwdi c6 nhu cau théng qua nhitng khoan vay ng. Trong chwong
trinh Lé Ta on, ho st dung tién thu dugc dé ung ho Mama Lucy, mot nguoi
chan nuoi ¢ Tanzania, nguwoi vira mdi thanh 1ap mot treong hoc.

Nhung hon cd, dv an nay va Stacey Monk, nguoi quan ly dy an, nha
dong sang lap Epic Change, da truyén thau dugc nguon cam hitng. Vi thé
ching t6i tinh nguyén giup d& t6 chitc bang marketing truyén miéng va
marketing trén mang xa hoi dong thoi bat dau cung Stacey phéc thao chi
tiét ké hoach “TweetGiving”. Epic Change hy vong sé ra mat va diéu hanh
chwong trinh vao khoang 48 gio trwdc Ngay Lé Ta on, dién ra chi 7 ngay
sau cudc thdo ludn dau tién cua ching t6i vGi cac nha té chitc, Stacey Monk
va Avi Kaplan. Ho cung tao ra website va lén ké hoach lan truyén dén
nhitng nguwdi c6 tam anh huwéng trén Twitter va Facebook, nhitng nguoi
duwgc hy vong cling hdo hitc vé dw an nhuw chiing t6i, chia sé cau chuyén cua
ho vé long biét on v&i nhitng ngwdi ban va ngwdi theo doi minh trén mang
nira.

https://thuviensach.vn



TweetGiving nhanh chéong xuat hién va tré thanh mot trong nhitng
chwong trinh gy quy trén mang xa hoi thanh cong dau tién. Trong khoang
thoi gian 48 tiéng vao nam 2009, hang nghin ngwoi da biét dén cau chuyén
cia Mama Lucy va chia sé nhitng cau chuyén cua riéng minh vé long biét
on thong qua nhitng dong tweet, tin nhan trén Facebook, blog va video.
Nhitng nguwoi tham gia bay té long biét on doi vGi gia dinh va ban be, dong
nghiép va nhan vién, gido vién va hoc sinh cling nhw tit cd nhitng nguoi
quan trong doi v6i ho. That tuyét voi khi nhin thdy nhiéu nguwoi dén vay
chia sé nhitng cau chuyén bang nhitng dong tweet chi c6 140 ky tw nhu:
“Cam on vi tat ca nhitng gi me da lam cho con va danh cho con. Hay yén
nghi, ngudi me tuyét voi nhat ctia con. #tweetgiving.”

Hang tram nguoi cling ung ho t 1 dén 100 do-la cho mot td6 chitc ma,
cho dén trwdc tuan do, khong ai trong so ho tirng nghe téi. Chi trong vong
48 gio, TweetGiving da nhan dugc hon 11.000 do-la ting hd truc tuyén. Doi
vd&i mot t0 chire chua ting c6 tién 1€ gdy quy tw thién, véi nhitng nén tang
cac moi quan hé, khach hang tiém nang va v4i mot chwong trinh ma tw khi
bat dau cho dén khi két thic chi vén ven bdy ngay, dé6 qua thwc la mot
thanh qua phi thuong.

TweetGiving 2009 da nhan dugc 35.000 do-la chi trong 48 gio, va su
kién nam 2010 tham chi con nhan dwgc nhiéu tién tng ho hon. Thanh cong
16n cua dy an da chitng minh dwgc sttc manh khong 16 cta truyén thong xa
hdi trong viéc lan truyén ngon tir mot cach nhanh chéng, nhwng né ciling thé
hién mot sttc manh khéng thé chéi cai ctia viéc st dung truyén théng xa hoi
dé truyén cam hitng cho moi nguwdi chia sé nhitng cau chuyén cta riéng
minh.

KHONG CO GI MOI VE SUC MANH
CUA KHA NANG TRUYEN CAM
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HUNG THONG QUA CAC KENH XA
HOI

Dbiéu hitu ich hon viéc chia sé nhitng cau chuyén ctia céng ty ban trén
cac trang mang xa hdi la truyén cam hitng cho khach hang va nguwoi ham
mo cua ban chia sé nhitng cau chuyén ctia hg. TweetGiving khong chi co
strc hit manh mé bai cau chuyén cta riéng n6, ma con bdi hang nghin cau
chuyén ma n6 ggi nén. Khuyén khich khach hang chia sé nhitng cau chuyén
ctia ho khong c6 gi md&i mé hay doc ddo doi véi truyén thong xa hoi. Thuc
té, y twdng nay luon la mét nhan td quan trong ctia marketing truyén miéng.
Truyén thong xa hoi cho phép nhitng cau chuyén dé lan truyén nhanh hon
va xa hon truwdce day.

Chi 5 nam trwdc, néu muodn ké cho ban bé vé trdi nghiém cta ban vGi
mot cong ty, ban sé goi cho mot hodc hai nguwdi va noéi chuyén vaéi ho. Néu
cam thay hédp dan, ban sé chia sé trai nghiém ctia minh véi khoang nam dén
sdu nguoi. Ngay nay, néu muon ké cho nhitng nguwdi khac vé trdi nghiém
cta ban vé cong ty hodc san pham nao dd, ban c6 thé cap nhat trang thai
trén Facebook, chi v&i mdt ci nhap chudt, ban c6 thé chia sé mot cau
chuyén hodc thong tin v6i hang ta hodc tham chi hang tram nguoi. Vé ban
chat, viéc nay khong cé gi thay doi so vdi 5 nam trwdc, nhung tdc do, quy
mo va s6 lwgng khan gia ctia ban tang 1én dang keé.

TICH HOP TINH TRUYEN MIENG
VAO SAN PHAM VA DICH VU CUA
BAN

Cach thitc hiéu qua nhat dé khuyén khich khach hang la dwa ra nhitng
san pham/dich vu gia tri va gay tiéng vang. Facebook la mét vi du. Cong ty
nay da phat trién tir vai tram ngudi st dung cho dén vai tram triéu ngwoi
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chi trong vong 5 nam, khong chi b&i mot chién lwgc marketing thong minh
ma don gidn vi ho da tao dung dwgc nhitng san pham tuyét voi ma moi
nguoi yéu thich va khong ngirng no6i vé né. Thuyc té, khi Facebook dat moc
500 triéu nguwoi st dung vao nam 2010, n6 ky niém bdng viéc ra mat
Facebook Stories (Stories.Facebook.com), cho phép moi ngudi chia sé
nhitng cach ho st dung Facebook dé két noi lai v4i nhitng ngudi ban mat
lién lac tir 1au, hoa giai véi ban trai/ban gai, hoac bat dau mot chién dich
chinh tri.

Mot cau chuyén khac la Apple, ngay ca khi khong sé hitu cac san pham
Apple, thi chac han ban ciing biét dwgc rang rat nhiéu nguwoi la nhitng tin do
cta Apple. Ho néi vé Apple, viét vé Apple, chia sé vé Apple, va mot vai
nguoi trong s6 ho tham chi con hat vé Apple. Mot lan nita, nhitng nguoi
ham mo va theo doi ca nggi cong ty khong chi do cac hoat dong marketing
ma con do san pham va tinh nang cua né da truyén cdm hitng dén nhitng
khach hang trung thanh va day dam mé.

Danh tiéng khong phdi lic nao ciing lién quan dén san pham.
Zappos.com, mot cong ty ban giay kha ndi tiéng la mot vi du. Bat c ai da
tirng dat hang giay trén trang Zappos.com déu biét rang ho khong chi ban
giay — ma no ban dich vu khach hang tuyét voi. Zappo ban phwong thitc
giao hang qua dém va mién phi. Va cong ty nay da khuyén khich moi nguai
chia sé nhitng cau chuyén ctia ho tryc ti€p hodc gian tiép vé Zappos.com
hang ngay.

Ban c6 s hitu nhan t6 “mang lai bat ngd” trong bat ci¥ san pham hodc
dich vu nao cua céng ty minh hay khong? C6 bat ct khia canh trdi nghiém
nao vdéi cong ty ban thue sy khién khach hang bat ngd va chia sé khong duit
v6i trung binh khodng 130 ngudi ban trén Facebook cua ho vé ban khong?
Néu chua, ban c6 thé lam gi dé tang hitng thu tao ra nhitng khoanh khac
khién khach hang hoan toan bat ngo?
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TIM KIEM KHACH HANG BUOC
BAN TRUYEN CAM HUNG NHIEU
NHAT VA TRAO CHO HO CAC
CONG CU CHIA SE

Mac du hau hét moi nguwdi déu cho rang viéc nay rat dang lam, nhung
khong phai cong ty nao ciing thue si c6 kha nang truyén cam hitng tGi tat
ca khach hang cta minh nhu Facebook, Apple va Zappos.com. Tht thach
sau do la tim ra khach hang dwgc truyén cam hitng nhiéu nhat va dé nghi ho
lam diéu gi. Ban can dwa cho ho nhitng cong cu va co hdi dé chia sé nhitng
cau chuyén cta ho. Ty ban than mang xa hdi cho phép nhitng cau chuyén
dugc ké va duoc biét dén.

The Fiskateers: St dung manh 1Gi cua
mang xa hoi cho viéc chia sé

Hay nhé rang, tam quan trong cta nhitng cau chuyén dugc truyén cam
hitng khong chi bat dau véi truyén thong xa hoi. Vi du vé The Fiskateers.
Fiskars, noi tiéng trong viéc san xuat kéo, muodn khuyén khich cac co hoi
marketing truyén miéng. V@i sy giup d0 cta Brain on Fire, m6t hang
marketing truyén miéng xuat sac, n6 da xac dinh nhitng ngudi lam tht cong
la nhitng nguwoi st dung va “quang ba san pham” nhiét tinh nhat. Vao nam
2005, ho tao ra mot cong dong nhitng nguwoi lam tht cong ldy tén la
Fiskateers. Cong ty tap hop nhitng nguoi phu nit dam mé thua cong nhat
ngoai doi thyc va dwa cho ho céng cu két noéi vdéi nhitng nguwoi khac. Tat
nhién, cong ty khong bao gid dé nghi ho quang béa cho nhitng chiéc kéo ctia
Fiskars, nhung ho la mot céng dong 1én manh qua nam thang - nhitng
Fiskateers day dam mé tré thanh nguwdi ting ho va bdo vé cho thwong hiéu
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Fiskars. Ngay nay, cong dong nay ton tai ca tryc tuyén lan ngoai tuyén véi
hang nghin thanh vién (Fiskateers.com). Nhiéu thanh vién xdy dung da
dwgc moi quan hé mat thiét véi cac thanh vién khac va chia sé nhitng cau
chuyén trén Facebook dong thgi van tham gia nhitng s kién tht cong truc
tuyén lan ngoai tuyén.

Al la nhitng “thg thu cong” cua ban?

Khéch hang dam mé nhat caa ban la ai? B6 c6 phai la nhitng tré vi thanh
nién? Nhitng ba me? Nhitng nguwoi ham md mon hockey? Cac CEQO?
Nhitng ngudi yéu nhac sinh ra trong thoi ky bung no dan s6? Du nguoi
ham mo ban la ai, van c6 nhitng ngudi ham mo ban cuong nhiét. Néu c6 thé
tim dwgc nhitng ngwdi ham mo dé, két ndéi véi ho, va khuyén khich ho, ban
c6 tiém nang khoi nguon cho cac budc marketing truyén miéng. Néu chua
tim dwoc ho, thi ban cling dirng lo lang bdi cac hinh thic truyén thong qua
mang xa hoi sé cung cap cho ban nhitng cong cu va co hoi chwa tirng c6
trwdc day. Tat ca nhitng gi ban thyc sy can lam la lang nghe khach hang,
dat cau hoi va khuyén khich ho tham gia cung ban. Ban tham chi c6 thé st
dung Facebook dé tim ra nhitng ngwoi ting hd manh mé va nhiét tinh nhat.

Hay nhd rang ban khong chi c6 gang tim kiém mot tap hop khach hang
16n nhat ma con la nhitng ngwdi dam mé nhat. Moi cong ty déu c6 nhitng
ngwoi ting ho nhu vay, ngay ca khi ho dac biét va thiéu s6 nhu nhitng niy
golf tha, nhitng van dong vién dap xe leo nii & Texas, hay giam doc cong
nghé.

Mot khi da xac dinh dwgc nhém khach hang dam mé san pham ctia minh
nhat, ban sé muon trao cho ho cang nhiéu cong cu va co hoi cang t6t dé
chia sé nhitng cau chuyén vé ban trén mang xa h6i. Mot sy cong nhan hoac
khuyén khich bé nhé cua khach hang cling c6 thé lan xa, va m6t khi moi
nguwoi bat dau nhin thay khach hang khac dang tai nhitng cau chuyén caa
minh, né sé ggi nhac ho vé nhitng trai nghiém ctia chinh ho ma c6 thé ho
cling mudn chia sé. Ban cling muon xem xét tam anh hwéng ctia nhém
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khach hang nay va ai trong s6 ho la nguwdi gdy anh hwéng nhat. Thuc té,
mot nguoi voi 4.000 nguoi ban trén Facebook dang chia sé mot cau chuyén
vé ban sé mang lai nhiéu gia tri cho ban hon mot nguwdi chi c6 vén ven 40
nguoi ban.

SU CONG NHAN TRUYEN CAM
HUNG CHO NHUNG CAU CHUYEN

Ai cling thich phan thwéng va sy cong nhan, tham chi ngay ca khi ho
khong nhan dugce tién mat. Chang han nhu trén Facebook, ching tdi da trao
cho rat nhiéu khach hang sy cong nhan véi danh hiéu “Nguwoi ham mo
trong tuan” hodc “Ngudi ham mo trong thang” dwa trén viéc ai chia sé cau
chuyén hay nhat, bitc dnh dep nhat hay video thu vi nhat. Vi du, trang
Facebook cua Franklin Baseball (Facebook.com/FranklinSports) lwa chon
nhitng nguwdi hdm mo cha tuan dya trén nhitng nguwoi dang tai cac birc anh
tré con dang choi bong chay hoac bong mém Little League.

Uno Chicago Grill lyra chon nhitng nguwdi hdm mo cta tuan dwva trén cac
bitc dnh hodc video dwgc dang tdi tv nhitng lan di an nha hang. One
Purrfect Place, nha san xudt nhitng chiéc ciii ch6 méo, dé nghi ngwdi ham
mo dang anh vé méo ctia ho va m6 ta nhitng nét noi bat vé birc anh va cau
chuyén vé nhitng con méo cua nguwdi khac. Dunkin’ Donuts c6 cudc thi
danh cho “Ngudi ham mo trong tuan”, dugc phat song dén hang triéu nguoi
ham mo cua no.

Nhin chung, viéc “Ngwdi ham mo trong tuan” c6 hinh anh dai dién dwoc
dang trén trang chinh thirc ctia thwong hiéu, khong chi la mot sy cong nhan
xitng dang danh cho ngwdi ham mo ma con khién ngwdi ham mo nhiét tinh
chia sé tin titc vGi ban bé minh. S6 ban bé trung binh ctia mot ngudi st
dung Facebook la 130 nguwoi, va thwong nhitng nguwoi sit dung hoat dong
tich cwc hon con cé nhiéu ban bé hon, va ban cé thé twéng twong dugc
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nhitng cong dong nay co6 thé phat trién nhanh chéng dén mitc nao nhd vao
s cong nhan don gidn dén vay.

Nhirng giai thwong cling co the truyen
cam hing cho nhitng cau chuyén

Sy cong nhan rat t6t, nhuwng nhitng gidi thwdng, bao gom ca tién mat,
thuye sy khién moi ngwoi chia sé khéng dit vé no. Néu co6 thé tang cho
khach hang nhitng giai thuwdng tha vi, méi mé va sang tao, ban sé khién cho
khach hang hai 1ong va nhiét tinh nhat ctia minh chia sé nhitng kinh nghiém
cta ho. Hay nghi dén viéc “cung cap mién phi san pham trong mét nam...”,
hodc t6t hon 1a “dung san pham tron doi...” dé doi lai mot bai tho hay nhat,
mot video hodc birc anh dep nhat thé hién duwgc trai nghiém cta ai dé khi
dang st dung san pham cua ban.

T4t nhién, khac vdi cac cudc thi trwdc day, khach hang gwri bai dy thi
riéng tw va ban vGi tw cach ban t6 chic chi cong khai nhitng bai viét hang
dau bang viéc st dung ching trong nhitng chién dich quang céo, thi gio
thong qua cac kénh truyén théng xa hoi truc tuyén, tat ca bai du thi déu
duwgce cong khai va chia sé. Néu ai do dang tai mot video thd vi hodc doc
nhat vo nhi tham dw mot cudc thi 1én YouTube, thi video d6 sé c6 co hoi
nhan dwgc rat nhiéu lwgt xem, va néu ai do chia sé mot birc anh an twong
trén Facebook, chac han né cling sé nhan dwoc rat nhiéu lwot like va 10i
binh luan.
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Hinh 13.1.

Nguwoi hdm md cta tuan tai Uno
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Do6i véi nhitng thwong hiéu 16n dang muén huy dong duwgc nhiéu tién
mat dé lam ti thién, thi nhitng cudc thi vi hoat dong tir thién c6 thé khuyén
khich moi ngudi chia sé cau chuyén cua hg. PepsiCo da st dung ngan quy
danh cho marketing va quang cdo nam 2010 dé dau tw vao Pepsi Refresh,
mot hoat dong nhan dao toan cau tai dia chi PepsiRefresh.com, khuyén
khich moi ngudi chia sé vé nhithg dong co, muc dich ma ho tin twéng ciing
nhw nhitng trdi nghiém va cau chuyén lién quan dén nhitng muc dich, dong
lyc do. Pepsi da trao tang hang triéu do-la cho nhitng nhém céng dong qua
cac nam va qua Refresh, gdy dung dwgc mot cong dong nhitng ngudi ung
h6 khong 16, va tao ra dwgc mot doi quan nhitng nguwoi lién két vGi Pepsi
bang y twéng khong chi lam ngudi con khat ma con gép phan xéa bé déi
ngheo trén thé gidi.

Chill Zone truyén cam hitng cho nhitng
cau chuyén thuc su tha vi

Nhu da dugce dé cap dén trong chwong 7, ctta hang tién dung dia phwong
Cumberland Farm tin rang ho c6 mét lwgng nguwdi ham mod cubng nhiét,
day dam mé & do tudi vi thanh nién véi Chill Zone, san pham thitc uéng
ngon tri¥ lanh gia thanh 79 xu. Nhuwng Cumberland Farm chwa bao gio thuc
hién bat cit hoat dong marketing nao cho san pham cho dén khi ra mat mot
trang ham mo trén Facebook dé thitr nghiém 1y thuyét cia minh. Trang nay
da nhanh chong phat trién va c6 thém 10.000 nguwdi ham mo.

Tuy nhién, khéng phai cho dén khi Cumberland Farm bat dau cudc thi
tim ra ngwdi hdim mé cudng nhiét nhat ctia Chill Zone, nhitng cau chuyén
mdi bat dau “tudn trao”. Cumberland Farm dé nghi 10 ngwdi ham mo chia
sé mot bitc anh thé hién tinh yéu ctia minh dé nhan duwgc “Chill Zone mién
phi trong mot nam” — mot gidi thuwdng nghe that tuyét voi véi thanh thiéu
nién nhung thue té né chi tri gia khoang 300 do-la. Hang ta video va hang
tram birc dnh duwgc gii dén. Video v6i nhitng canh rugt dudi, canh trong
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phong tam va tham chi ca bénh vién dé thé hién viéc moi ngwoi thich thu
v&i san pham Chill Zone dén mitc nao.

Mot s6 ngwdi ham mo tham chi con sang tac cac bai hat thé hién sy yéu
thich cua minh, nhv “Chill Zone, you take me to the Ozone”. Trang da 16n
manh véi hon 140.000 nguwoi da like va ti€p tuc nhan duwgc anh va video twr
nhitng nguwdi ham mo cuong nhiét hang ngay.

Hinh 13.2.

Loi bién ho cua nguwoi ham mo

ChillZone

Uno Chicago Grill chuc mung sinh nhat
mot ngwoi ham mo va khuyén khich c6

chia sé cau chuyén cua minh
Nhu da dwoc dé cap trong Chuong 4, Uno Chicago Grill, dwgc biét dén
nhiéu nhat vdi san pham Chicago Deep Dish Pizza, lam no6i bat thém thuc
don bita trira va bita toi tai 160 ctra hang Uno trén khap 24 bang va mot s6
quoc gia khac. Tuy nhién, mot chi nhanh cua Uno tai Nam My da khién
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mot trai nghiém cta khach hang duéi day tré nén dac biét va dé dan ho dén
vOi thanh cong hon.

Kimberley Boynton, giam d6c marketing ctia Uno, dam bdo rang tat ca
nhitng 10i binh luan t hon 100.000 ngwdi hdm md duwgc gwi dén hang
thang sé dwgc phan hoi ngay lap tirc va tich cyc. Ba trong dgi nhitng cau
chuyén tht vi vé nhitng trai nghiém cua khach hang, cdm nhan cta hg vé
dich vy, do an cia Uno va thadm chi ca sy hién dién trén mang hang ngay
cda ho nita. Mot ngwdi ham mo viét rang c6 dy yéu mén Uno dén noi da lai
xe hai gio' dén ctra hang Uno gan nhat ¢ California dé t6 chitc sinh nhat cta
minh vé&i gia dinh. Ngoai viéc phan hoi khach hang nay nhw thong 1€, “Cam
on chi vi da lwa chon ching t6i. Chiic chi sinh nhat vui vé!”, Kim quyét
dinh mang dén cho vi khach d6 mot mén qua dac biét va mang dén cho co
mot bat ngd thu vi vi da chia sé niém dam mé manh mé ctia minh véi nha
hang.

Kim goi dién thoai dén nha hang va hai tiéng sau, khi khach hang nay
dén dia chi ctia Uno véi gia dinh minh, nhan vién khién ho bat ngo bang
viéc ditng trdc nha hang véi mot chiéc banh gato va cung hat vang bai hat
mung sinh nhat.

“C6 chuyén gi dang dién ra vay?...” ngudi phu nit hoi.

“Chi da dang trai nghiém ctia minh vé chdng t6i 1én trén Facebook,”
nguoi quan ly dap lai v6i mot nu cuwoi. “Chic mirng sinh nhat chi.”

Boynton néi, “Khong phdi lic nao va véi bat ky ai dang cap nhat t6i
cling tang mot chiéc banh ngot va mot bai hat. Nhuwng néu biét lang nghe
mot cach can than, phan hoi tat cd moi ngwdi va tan dung co hoi, thi ching
ta c6 thé tién xa trén con duong gay dung danh tiéng ctia thwong hiéu.”

T6i hom do, gia dinh vi khach hang kia da chia sé cau chuyén nay cung
nhitng bitc anh vé trai nghiém ctia ho tai Uno vé&i ban bé trén Facebook qua
dién thoai di dong. Va trong tuan ti€p theo, két qua ctia hanh dong nho nay
mai thyce sy hiéu qua, khi gia dinh tich cuc dang tai 1én trén trang ctia Uno,
chia sé video, va ti€p tuc quang ba cho thwong hiéu. Bén canh d6 nhitng
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nguwoi khac cling dwoc truyén cam hitng dé chia sé nhitng trai nghiém va
cau chuyeén tich cyc ctia minh.

HAY HANH BONG!

1. X4ac dinh nhan t6 trong san pham cta ban khién cho khach hang phai
tram tr6 bat ngd va thich thi. Phan nao cta san pham hoac dich vu
thue su gia tri va c6 y nghia khi dugc nhac dén? Néu khong cé nhan t6
gay bat ngo do, ban cé thé thyc hién nhitng buwéc nao dé bat dau dwa
nhan té nay vao san pham, dich vu va quy trinh ctia minh?

2. Xac dinh nhém khach hang dam mé san pham cua ban nhat. Ho la ai,
ho tham gia mang xa hoi nao, lam cach nao ban tiép can dwogc vdi ho,
ban cé thé trao cho ho nhitng cong cu ciling nhw co hdi nao dé khuyén
khich ho chia sé nhitng cau chuyén ctia minh?

3. Xac dinh nhitng hanh dong hitu ich gitp truyén cam hitng va phat
trién marketing truyén miéng. Sy cong nhan va gidi thuwéng sé khuyén
khich khach hang chia sé chit? Hay nhitng cudc thi, chwong trinh quang ba
va tu thién sé giup moi nguwoi chia sé? Vay con nhitng twong tac mang tinh
ca nhan, tryc tiép trén mang thi sao?

TINH CAM KHIEN KHACH HANG
CHIA SE NHUNG CAU CHUYEN
CUA HO

Néu c6 thé két n6i véi khach hang mot cach sau sac va tinh cam hon, ban
sé truyén cam hing khién ho chia sé cau chuyén vé ban vdi ban be, gia
dinh va nguoi ham md. Xac dinh nhém nguoi theo doi hoac khach hang
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dam mé véi san pham cda ban nhat, tim hiéu khau vi ctia ho, c6ng nhan ho
va trao cho ho nhitng muc dich, dong lwc. Biéu gi sé khién ho muon tré
thanh nguwoi ting ho nhiét tinh nhat cta t6 chitc ban? Lam cach nao ban cé
thé khién ho thuc sy hanh phic, biét on, tran trong hodac hao hitc mong
cho? Lam thé nao ban c6 thé khién ho bat ngo? Va lam sao dé ban trg
thanh mot phan trong cau chuyén ctia ho?
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14. TICH HOP TRUYEN THONG XA
HOI VAO TOAN BO TRAI NGHIEM
KHACH HANG

Mt ngay no, trong liic di bo di lam tir ga Penn, ti kiém tra chiéc dién

thoai BlackBerry ctia minh va chu y dén mot quang cdo thd vi trén
foursquare, mang xa hoi dya trén dinh vi dia diém. Quéang cdo bén trong
tng dung doc foursquare cua t6i c6 ndi dung, “Check-in & quay ban hang
Marc Jacobs tai Macy’s Herald Square va nhan dwgc mot chiéc tti bac
Marc Jacobs véi sita tam va nhitng qua tang khac gia chi 250 d6-la.” T6i
khong biét nhiéu lam vé thdi trang, nhung né c6 vé la mét vu hoi, vi thé toi
gtri tin nhan hen gap moi ngwdi & ctita hang Macy’s vi nghi rang moi nguoi
c6 thé thich thu véi tat ca nhitng mén do thu vi trén, nhd quang cao trén
mang xa hoi nay.

Khi 10 nguoi ching t6i dén quay hang Marc Jacobs tai Macy’s, nhan
vién @ day té ra khong hiéu diéu ching t6i dang noi gi. Sau dé, ching toi
cho ho xem quang cao trén foursquare qua dién thoai thi mot lan nita, van
néi rang ho chang hiéu gi hét. M4t nhan vién néi, “To6i khong biét gi veé tin
nhan nay ca.” Hai nguoi khac thi d6 16i mét cach khiém nha rang ching t6i
da ty tao ra quang cao nay dé nhan dwgc nhitng mén do mién phi. Sau 45
phtt, hai vi quan 1y xuat hién va xin 16i chiing t6i, “Xin 16i, ching t6i dwgc
thong bao rang quéng cdo nay danh cho mét dip khac.” Ho tang cho chiing
t6i nhitng mau mui hwong dung thir vi syt nham lan thong tin. Quan 1y cta
Macy’s xin s6 dién thoai va dia chi email cta t6i va néi rang mot nhan vién
cua Marc Jacobs sé sém lién lac lai dé xin thi? 16i.

Khong cé ai goi dén hodc gi email. Trai nghiém nay that dang that vong
vi rat nhiéu 1y do. Nhung diéu gay that vong nhat la Macy’s va Marc Jacobs
da ldy mot quang cao hay ho va gia tri dé tao ra mét trai nghiém tiéu cuc vé
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dich vu khach hang. Nhan vién cta ho da khong giao ti€p noi b vdi nhau,
cling nhu khong hiéu biét vé trang quang ba trén mang xa hdi ma mot trong
s0 nhan vién cua ho da 1én ké hoach.

TRUYEN THONG XA HOI KHONG
CHI LA MARKETING

Truyén thong xa hoi khong chi déng vai tro phuc vu marketing hodc
quan hé cong ching. Ban khong thé st dung truyén théng xa hoi thanh
cong vai tw cach mot t6 chitc néu chi st dung né nhv mot cong cu
marketing hodc quang cdo. Dé t6i wu hoa két qua st dung truyén thong xa
hoi, ban phai tich hgp kién thitc va thuc tién thong qua nhiéu phong ban va
bo phan khac nhau trong t6 chitc cia ban.

Tat nhién, truyén thong xa hoi cung cap cac phwong tién marketing, quan
hé cong chung va quang cao, nhung no cling tham gia vao dich vu khach
hang, quan ly m6i quan hé khach hang, doanh sé, qua trinh hoat dong, nhan
sw, nghién cttu va phat trién. Nhitng nhan vién trong céng ty ban tirng lién
hé v6i khach hang nén dwoc dao tao vé cac nguyén tac co ban “dwgc yéu
thich” trén truyén thong xa hdi: lang nghe, minh bach, r6 rang, trach nhiém
va cam két. Ban cang cdi mé& va ro rang vdi khach hang bao nhiéu, ho cang
cam thdy thodi mai khi mua san pham cta ban, thué ban, yéu thich ban va
trang cua ban, dong thoi gidi thiéu ban véi ban bé ctia ho bay nhiéu.

Hay mot lan nita dat minh vao vi tri cia khach hang, va tuwéng twgng dén
trdi nghiém duwéi day. Ban dang & nha, dang nhap vao Facebook va thay
quang cao vé mot nha hang dia phwong ma ban ctia ban thich. Ban quyét
dinh ghé an troa & d6. Khi ban dén, mot tin hiéu & quay hang néi vdi ban
rang hdy soan tin nhan “like DavesGrill” dén “FBOOK” dé thich trang
Facebook ctia nha hang va nhan dwgc mot suat an mién phi. Ban lam theo
hwéng dan va cudi cung c6 mot sudt an mién phi nhw da duge hiva hen. Ban
tan hudng bita an, duge phuc vu tan tinh, tit d6 khuyén khich ban chia sé
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phan hoi vé trdi nghiém cua minh du tich cyc hay tiéu cuc, trén trang
Facebook ctia nha hang. Bém hom dé, ban viét va cho dang 1én mot danh
gia tot nhung dé cap dén viéc mon trang miéng co chut gy that vong. Nha
quan ly ngay lap titc dap lai bai viét cia ban véi cau, “T6i xin 16i”, va gti
101 moi ban sém trd lai nha hang.

Truyén thong xa hoi xuyén suot cac
phong ban lam viéc tryc tiép véi khach
hang

T4t ca nhitng ngwdi c6 moi lién lac vGi ban déu phai hiéu rd vé Facebook
va twong tan vé mang xa hoi dé khién nhom thyce sy lam viéc an y, hiéu
qud, khong giong nhu trdi nghiém ctia nhém chiing t6i véi Macy’s. Néu ban
c6 mot doanh nghiép nhé, ban sé quen vGi viéc ty gidi quyét rat nhiéu
nhiém vu va cong viéc. Nhung néu nhu ban 1a mét phan trong mot to chirc
16n, hiy xem moi phong ban c6 thé tich hgp, khuyén khich st dung truyén
thong xa hoi nhu thé nao dé t6i wu hoa trai nghiém khach hang & tat ca moi
goc do:

* Quang cao: Nhac dén nhitng dwong link trén mang xa hoi va nhitng
de xuat gia tri danh cho khach hang trén tat ca cac phuong tién truyén
thong tra tién. Vi dy, truyén hinh, phat thanh, bao gidy, email, website
va thue thwong nén bao gom tat cd cac dwong link trén mang xa hoi,
nhitng co hoi nhan tin két n6i hodc ca hai. Phong quang céo ciing c6
thé tw gidi quyét va van hanh quang cdo trén mang xa hoi, mét phan
dang gia tang trong hau hét nguén ngan sach danh cho quang céo.

» Marketing: Xac dinh, tao 1ap, diéu hanh va danh gia quang céo, cudc
thi, cugc van dong tu thieén, cac chvong trinh marketing, va dua noi
dung lén trén Facebook va cac trang mang xa hoi khac.
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Quan hé cong chung: Lang nghe nhitng binh ludn ctia khach hang
trén mang xa hdi va blog va phan hoi véi mot thai do ding muyc. Xac
dinh nhitng blogger gay anh hwdng nhat va nhitng khach hang quan
trong khac trén mang, tiép can ho dé thuyét phuc ho tham gia vao cac
chuong trinh.

Dich vu khach hang: Lang nghe nhitng 16i phan nan va doi hoi, yéu
cau cua khach hang thong qua cac trang mang xa hoi va hoi dap.
Khuyén khich khach hang tiép can cac kénh truyén thong chia sé phan
h6i ctia minh cong khai trén cac trang mang xa hoi.

Qua trinh hoat dong: Tao lap va thuc hién cac chinh sach vé mang
xa hoi. BDam bao rang tat cad cac nhan vién déu biét rd vé nhitng duong
link va thong lé cta cong ty cling nhuw bat ct diéu gi lién quan dén
khach hang bao gém cac co hdi twong tac va chia

sé.

Ban hang: Lang nghe khach hang tiém nang ciing nhw cac doi tac va
nha phan phéi tryc tuyén 1én mot cach can than. Thic day lang nghe
dé tao ra nhitng dé xuat gia tri nhat. St dung LinkedIn va trang
Facebook ca nhan dé gap g& va thu hat cac khach hang tiém nang.

Nghién citu va phat trién: Lang nghe quan diém khach hang ctia ban
va quan diém khach hang cta doéi tha dé thiét ké dwgc nhitng san
pham mdi. Tan dung mang xa hoi dé diéu tra va dat ra nhitng cau hoi
quan trong cho khach hang ctia ban.

Quan ly cap cao/CEO: Phuc vu véi vai tro nhv mot nguwdi phat ngon
cho thuong hieu thong qua Twitter, video va blog. Tuong tac mot cach
cong khai véi nhitng doi tac, c6 dong va phwong tién truyén thong
quan trong.

Cong nghé thong tin: Dam bao rang website ctia ban cap nhat véi cac
dwong link, ndi dung, plugin va ttng dung xa hoi. Pam bao rang dit
liéu truyén thong xa hdi la bdo mat. Quan ly nhitng @ng dung trén
Facebook va bat ¢t ttng dung di dong nao khac.
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Khach hang khong quan tam ban lam
viec ¢ bo phan nao

Khi nao mot 16i binh luan cua khach hang trén Facebook duogc tra 16i béi
nhom dich vu khach hang, doi ngli ban hang, quan hé cong ching,
marketing trong cong ty ban? Diéu dé phu thudc vao ban. Thuc té, thach
thitc quan trong khong nam & viéc ddm bao ban biét chinh xac ai nén tra 10i
loai cau héi nao va khi nao. Thay vao d6, van dé la dam bao dugc cang
nhiéu nguwdi thanh thao vé mang xa héi tham gia vao nhém cang t6t, va moi
ca nhan dé c6 trach nhiém phuc vu khach hang t6t nhat c6 thé

Khach hang khéng quan tam vé chitc vu hay quyén han ctia ban trong to
chitc, cai ho quan tam la giai phap. Khi khach hang can ho trg thi m6t nhan
vién dwoc dao tao bai ban dé hwdng dan ho sé mang lai cho khach hang an
twgng tot dep. Nhan vién sé gitip d& ban vdi mot nu cwdi, du ho la nguoi
ban thit, thg lam banh, nhan vién thu ngan hay mot nguoi bao vé. Tinh
huéng nay cling dwgc ap dung vao viéc sit dung truyén thong xa hoi. Hay
quan tdm dén moi bai dang trén Facebook, Twitter hodc blog cua ban khi
khach hang la nguwdi ndi tiéng nhat ma ban tirng cé viét ra, va ban doi xw
v6i moi khach hang va tirng bai viét bang sy quan tdm, cho du vai tro va
quyén han ctia ban la gi.

BAN CO CAN DEN MOT WEBSITE
NUA KHONG?

Diéu nay nghe c6 vé that dién ro, nhwng chac chan sé c6 nhitng cong ty
hay t6 chitc trong nam 2011 va 2012 da tao ra rat nhiéu trang mang xa hoi
nhue Facebook, Twitter, blog, v.v... bén canh website chinh thirc. V&i
Facebook, mot cong ty c6 thé lam moi tht ma ho mudn nhw v6i mot
website thong thwong tir thao tac véi nhitng mau dat hang, phuwong tién ban
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hang, dit liéu bao mat, hodc st dung bat ky ndi dung hodc chitc nang nao
khac nhv cua trang web. Tuy nhién voi Facebook, ho co thém lgi ich la
thue hién nhitng quy trinh tai mot noi ma 600 triéu nguoi trong doé cé khach
hang cua ho dang tham gia.

Skittles, hang keo danh tiéng, chuyén tryc tiép tat ca cac luwgt truy cap tw
Skittles.com sang trang Facebook va Twitter ctia n6 vao nam 2009. Sy
chuyén doi nay dién ra ngan ngui, va thu hit cong ching hon mét no lwc
cam két thyc sy. Thay vi c6 gang mang dén cho moi nguwdi mot cai nhin
toan dién vé céng ty thong qua website chinh thitc, ban c6 thé xac dung
mot tai khodn Facebook va dap lai tdt cd nhitng gi moi ngwdi dang noi gan
nhw ngay 14p tirc. Ban can c6 mot website, va website d6 cang cé tinh tich
hop véi truyén thong xa hoi cang tot. Néu ban chi c6 mot dwong link nhé &
phia du6i website cuia minh v6i noi dung “Tham gia Facebook va theo doi
Twitter ctia ching t6i”, ban sé khong thé tan dung hét dwoc co hoi két noi
vGi moi nguoi.

Plugin® x3 hoi ciua Facebook, bao gom phim Like va nhitng nhan t6
twong tac hon hop khac nhw “Share” (Chia sé) va “Recommend” (Ggi ),
mot cong cu can thiét doi vGi viéc tich hgp mét cach nhanh chéng va sau
rong Facebook vao su hién dién trén mang cua ban.

Vi duy, khi ban ban cho moi ngwdoi san pham hodc dich vu trén website
cta ban, tat ca nhitng gi ban lam 1a c6 gang thuyét phuc moi ngudi thich
ndi dung website. Nhw da dwgc dé cap dén trong nhitng phan trwdc, tat
nhién, dau tién ban sé thu duwgc doanh so it éi, nhwng dan dan, nhitng ngwoi
ghé tham website ctia ban sé thay s6 lwgng ngudi thich ban tang dan lén.
Quan trong hon, ban sé gia tang dwgc sy yéu thich lam cho mot trong
nhitng ngwoi tiép theo ghé tham website nhin thidy ban cta c6 ay gidi thiéu
vé trang, dich vu, sdn pham va noi dung cua ban. Liéu c6 ndi dung quang
cao nao trén web gia tri hon nhitng ngon tr chan that, “Ban caa ban thich
né?”
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BAN CO THE KHIEN CHO NOI
DUNG, SAN PHAM VA DICH VU
HIEN HUU GIONG NHU NHUNG

CHIEC XE TAI THUC AN DI BbONG
BANG CACH NAO?

Nhitng cong nghé mdi da giup khach hang dé tiép can hon vé6i bat ci
diéu gi ho mudén. Moi nguoi khong can phai di t6i ctira hang sach dé mua
sach, tiéem ban hoa dé mua hoa, hodc ctta hang giay dép dé mua giay dép
nita. Moi nguoi cling khong can phdi mua bao hodc tap chi thi méi biét
dwgc thong tin. Nho vao sy phat trién cta nhitng xe ché hang di dong, ban
tham chi khong can phdi dén nha hang dé dung bita. Va gio la thoi diém t6t
nhat dé tré thanh mot khach hang ding nghia. Hay nhé rang, 1a mot nguoi
lam marketing, ban phai gitp khach hang tiép can vdi san pham, dich vu va
ndi dung ban mang dén cang don gidn va hiéu qua cang t6t. Lam cach nao
ban c6 thé mang diéu dé6 dén cho khach hang, du ho & bat cit dau trén
mang?

Ban c6 thé nhac giai doan nao moi ngwdi nén tham gia vGi ban trén mang
xa hoi trong quy trinh marketing va giao ti€ép? Ban c6 thé tich hgp nhitng
dwong link trén mang xa hoi va nhitng dé xuat gia tri cia minh trén trang
web, trong email, cdc phwong tién truyén thong, va trén bao bi sdn pham
cua ban. Cac nhan vién kinh doanh, 1é tdn, nhan vién chdam séc dich vu
khach hang, va phong tw van két thic moi cudc dién thoai ctia ho bang cau,
“Hay dat cau hdi cho chiing t6i hodc dé lai phan héi cia ban bat ¢t lic nao
trén Facebook. cia ching t6i” Ngay bay gio, khi ban goi dén bat ct cong ty
16n nao va cho may, ban sé dugc ggi v ghé tham website ctia hg. Nhung
website thuwong 1a mot méi treong tinh, mot chiéu, do dé tai sao khong truc
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tiép dan moi nguwoi dén mot moéi trwong co tinh twong tic cao nhw
Facebook, noi ho c6 thé nhanh chong nhan dwgc sy gitip do can thiét?

TAM QUAN TRONG CUA MOT DICH
VU KHACH HANG bUOC YEU
THICH; TAM QUAN TRONG CUA
VIEC YEU THICH TAT CA MOI THU

Cho du ban marketing tot thé nao di chang nita nhung phuong thivc do sé
khong c6 tac dung gi néu dich vu khach hang caa ban khong khién khach
hang mim cwdi. Cho du ban danh bao nhiéu tién quang cédo dé cé dugc
nhiéu like trén Facebook, s tién quang cao do6 ciling chi lang phi ma thoi
néu ban khéng dap lai cau héi hodc binh luan ctia moi ngwoi. Thé gidi cang
rong 16n va phitc tap hon bao nhiéu, thi né cling cang tré nén don gian va
ro rang cling nhw cé tinh két n6i hon bay nhiéu. Do d6 trwdc khi ban danh
rat nhiéu thgi gian va tién bac dé xay dung nhitng trang mang xa hoi dugc
yéu thich, ban can chac chan la minh dang c6 mét dich vu khach hang dugc
yéu thich, cac nhan vién kinh doanh dé mén, nhitng san pham dang yéu va
nhitng quy trinh dé chiu. Ban can chu trong dao tao cho tirng nhan vién
trong t6 chifc ciia minh hang ngay tir bay gio va trong twong lai vé truyén
thong xa hdi cling nhu nhitng thong 1€ hiéu qua trong viéc giao tiép vGi
khach hang hién tai va khach hang tiém nang.

Tuy nhién, nhiéu cong ty tham chi van khong cho phép nhan vién truy
cap vao Facebook. Diéu nay that dang that vong bdi hai ly do. Thit nhat,
thye t€ 1a hién nay hau nhu ai cling déu c6 thé truy cap vao Facebook va
Twitter ti* dién thoai di dong ctia minh, do d6 y tuwéng han ché truy cap vao
nhitng trang mang xa hoi bang mdy tinh dé c6 thé nang cao hiéu qua san
xuat la khong may thiét thwc. Quan trong hon, khong cho phép nhan vién
ctia minh néi chuyén véi khach hang thong qua mang xa hdi cling giong
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nhw néi vai tit cd cac nhan vién & mot siéu thi rang, “Anh khong dugc
phép néi chuyén véi khach hang dang tim kiém sy gitp d& xung quanh trwe
khi anh lam viéc & bo phan marketing.”

Executive Express Chiropractic: Co sO
diéu tri cac bénh ve xwong khép “khong
cho doi”

Executive Express Chiropractic 1la co s& diéu tri xwong khép tai San
Francisco, dugc sang lap va diéu hanh bagi bac sy Eben Davis. Phuong
cham cda né la, “Ban phai xép hang, chd doi nhitng cudc goi va moi thir.
Nhwng khi bi dau dén, ban khong phéi chd dgi gi hét.” Va hinh mau kinh
doanh dgc nhat vo nhi cia né la cung cdp phwong thitc diéu tri tai cho,
khong nhat thiét phai dén gap bac sy.

Do la mot cong viéc kinh doanh tuyét voi, bac sy Davis va nhom lam
viéc cua 0ng da lam rat tot so véi cong viéc diéu tri xwong khép cia minh
khi tich hgp truyén thong xa hoi dé giip cho nhitng trdi nghiém khach hang
tré nén dé chiu hon. Nhém ctia bac sy Davis da chia sé rat nhiéu bai bao va
nguon tin gia tri trén mang, thong qua blog, Facebook va Twitter cta ho.
Ban c6 thé dat mot cudc hen trén mang vé6i ho, thong qua Facebook va qua
tng dung di dong. Khi ban t6i triéc cira van phong, ban c6 thé “check-in”
khong chi trén thuc t€ ma con c6 thé “check-in” qua tai khoan Facebook
cua minh, sau do like va “chia sé” trai nghiém cua ban v&i ban be minh. Va
khach hang da duwgc tang thwdng vi su chia sé cta ho bang 1gi ich va mitc
giam gia dich vu.

Tat ca nhan vién, tit cac bac sy, nhan vién 1é tan cho dén chinh ban than
bac sy Davis, dat cac cau hoi cho moi nguoi tréen Facebook va Twitter va
cung cdp su ho trg 24/7 trén mang v6i nhitng 16i binh luan. Phuong thitc
lam viéc cua Executive Express Chiropractic nhanh chong thu hut dvgc
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hang tram khach hang, va hau hét trong s6 ho la nhitng nguwoi st dung
Facebook tich cuc va thanh thao.

Oreo: Mot thwong hiéu dugc yeu thich

Ai cling biét chiéc banh quy Oreo ndi tiéng la cia hang Nabisco. Nhung
diéu ban c6 thé khong biét 1a Nabisco da bé ra bao nhiéu nguon luc dé gay
dung dugce thwong hiéu nay thong qua truyén thong xa hoi. Trong vong hon
mot nam, Oreo két hgp vGi mot website 16n vé bat dong san dé quang ba
cho trang Facebook ctia n6. Cong ty ciing danh rat nhiéu thoi gian va khong
gian cho quang cdo trén cac phwong tién truyén thong hitu tuyén nhuw truyén
hinh, dé gia tdng s6 luwgng nguoi like trén Facbook, coi trang nay nhu mot
tai san bén vitng cta thwong hiéu. Cudi cung, Oreo la mot trong nhitng
thwong hiéu dau tién c6 dwong link Faceboook ctia minh trén bao bi sdn
pham. Diéu nay da dan dén nhiéu ngudi like Oreo trén trang Facebook ctia
nd, trong khi ho van dang tan hwdng nhitng chi€c banh Oreo ngoai doi
thue.

Khi truy cdp vao trang Facebook.com/Oreo, ban sé dugc tham gia vao
nhiéu hoat dong va tro choi dong thoi cé thé chia sé két n6i v6i nhitng
nguwoi ham mo khac. Nhom cua Nabisco cling chia sé mot birc dnh cua
nguwoi ham mo trong tuan trén anh ho so ca nhan cua né. Cong dong nay da
trd thanh mot trong nhitng cong dong Facebook 16n manh nhét trén thé
gidi, voi hon 17 triéu nguwoi ham mo! Viec 17 triéu nguwoi ham mo do
chuyén thanh doanh s6 nhw thé nao van con la mot nghi van, nhung Oreo
ro rang da thiét 1ap ban than nhw mot trong nhitng thwong hiéu duwgc yéu
thich nhat trén thé gidi.

HAY HANH DONG!
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1. Xac dinh mot ngudi trong t6 chitc ddm nhiém vai tro st dung truyén
thong xa hoi dé twong tac vdi khach hang. Ttr mot nhiém vu bat budc
doi hoi sy hgp tadc cua cac bo phan dén viéc tich hgp hiéu qua hon
truyén thong xa hdi trong tat ca cac thong 1€ va phuwong thivc hoat dong
cua ban.

2. Kiém tra k¥ luwong tat ca cac hang hdéa ton kho, ban bao cdo, tai san,
nguon luwc hién cé dé quang ba trang Facebook cua ban. Khi da xay
dung duoc trang Facebook 16n manh, ban cé thé ggi nhac moi nguoi
tham gia vao cudc hdi thoai bang cach nao? Ban c6 thé mang dén
nhitng dé xuat gia tri gi néu khach hang like trang Facebook cong ty
ban va theo doi cong ty ban trén Twitter? Ban da tich hgp nhitng
dwong link trén mang xa hoi vao quang cdo truyén thong, bao bi san
pham va website chwra?

3. Tich hgp nuat Like ctia Facebook trén cang nhiéu san pham va doi
twgng trén website cang tot. Ban cang khién cho né dé dang “dugc yéu
thich” bao nhiéu, ban sé cang tré nén dugc yéu thich bay nhiéu.

TAT CA PEU LA MARKETING
TRUYEN MIENG

Modi ca nhan & cong ty ban tirng giao ti€p vdi khach hang déu cé co hoi
dé tao ra mot trai nghiém marketing truyén miéng, tot hon hodc té hon. Va
moi khodnh khac ma mdt khach hang nhin vao bét c diéu gi truc tuyén
hodc ngoai tuyén la co hoi dé cong ty ban tré nén hoac “dugc yéu thich”
hodc “khéng dugc yéu thich”. Hay phat trién cang nhiéu ngwoi ung ho cho
truyén thong xa hoi & to6 chirc ban theo kha nang, va gitp tich hgp mot nén
van héa st dung truyén thong xa hdi than thién khap cong ty ctia ban. Pam
bao rang cong ty ban dang st dung mang xa hoi day da va sau rong dé ban
cang dugc yeu thich hon.
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15. SU DUNG QUANG CAO TREN
MANG XA HOI DPE GAY ANH
HUONG HON

MC)t toi no ban dang nghi ngoi thu gian ¢ nha sau khi di lam vé, ngoi trén
chiéc di vang va xem mot vai chwong trinh trén ti vi. Chwong trinh yéu
thich cua ban bi dirng lai do mot chwong trinh quang cao chen ngang, va
ban sdap nhan vao nut Fast Forward (Chuyén Nhanh) trén dau thu ky thuat
s6 DVR cta ban dé bo qua thoi gian lang phi nhw thwdng 1€, nhung r6i ban
chti y dén mot vai diéu la. O géc trén bén phai man hinh ti vi, ban nhin thay
tén mét ngwoi ban cia minh! Ban ditng lai nut fast-forwarding, kiém tra
gan hon, va nhin thdy nhitng dong chit, “Ban ctia ban Megan Miller thich
quang cao nay.”

Ban nghi “Wow”. “That la!” Ban xem quang céo va thyuc sy thay né kha
tha vi. Ban vui vé vi da chu y dén 10i gidi thiéu ctia ngwdi ban Megan cua
minh va da khong bo qua quéang cao.

Budi sang hom sau, trén duong di 1am, ban dang nghe radio, va truwéc khi
DJ chuyén sang phan quang cdo, ban nghe thdy, “Ba ngudi ban cua ban,
bao gom Megan Miller, thich cong ty quang cdo tiép theo day.” Vi ba nguoi
ban ctia ban thich cong ty nay, quang cao chac han phai hap dan, vi thé ban
quyét dinh lang nghe.

Ban dén co quan, va vi thuwong xuyén doc bao dia phuwong dé tim kiém
nhitng bai quan trong vé céng ty ban, ban mé trang dau tién va bat dau doc.
Ban khong thé khong chi y dén mot quang céo & trang 3, bdi vi ngay bén
phadi dudi quang cdo dugc in dong chir: “Nam ngudi ban cta ban, bao gom
Megan Miller thich cong ty nay.”

Tat nhién la khong mot vi du quang cdo nao trén kha thi déi vGi cac
phwong tién truyén thong truyén thong. Thuc t€, ching con c6 vé hét sitc
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ngd ngan. Nhung ban c¢6 thé twéng twgng duoc sé tuyét voi thé nao néu do
la sy thye khong? Kha nang xay dyng nhitng quang cdo truyén miéng tw
nhitng nguwoi ban cua ban thanh nhitng don vi quang cao dwoc ca nhan héa
manh mé hon bat cit dang quang cdo trén cac phuwong tién truyén thong hitu
tuyén va viéc st dung quéang cao trén Facebook cé vé rat kha thi.

Do nhitng quang cdo trén mang xa hoi két n6i moi nguwoi vdi ban be cia
ho va v6i nhitng ngwoi thuc khac, ching manh hon nhitng quang cao qua
cac phuong tién khac. Triwéc day, quang cao chi néi vé cac tinh nang va lgi
ich ctia sdn pham. Ngay nay, mét quang cdo trén mang xa hoi c6 thé dugc
ca nhan héa ndi dung dé tac dong va anh hwéng 16n nhat dén moi nguoi st
dung. Vay ban nghi cau nao dudi day sé€ co tac dong manh mé hon — “Cac
cong cu cua ching t6i tét nhat béi chiing nhanh nhat”, hay “Ban ctia ban la
Jonny va Susie thich nhitng cong cu cta chung t6i”?

QUANG CAO TREN FACEBOOK

Tiéu chi muc tiéu c6 san vGi nhitng nguwdi lam marketing qua Facebook
c6 gia tri hon bat ct* mé hinh nao truéc day bai thong qua Facebook, ban
c6 thé loai bo dwogc tat ca nhitng diéu gay lang phi. Hay nhé rang, Facebook
chita rat nhiéu dir liéu, dugc chia sé bgi hang tram triéu ngudoi st dung, vi
thé ban c6 thé nham muc tiéu mét cach chinh xac vao nhitng ngwdi ban
muon tiép can.

Quang cao gay kinh ngac: “Ban be cua
Nhitng két n6i”

Mot khi c6 dugce nhitng khach hang like trang Facebook cua ban, cach
tot nhat dé phat trién nén tang nguwdi ham mo va tan dung sttc manh hitu co
cta truyén miéng la st dung nhitng quang cdo trén Facebook nham muc
tieu vao “Ban bé ctia Nhitng két n6i”. Vé co ban ban stt dung nhitng quang

https://thuviensach.vn



cao nay dé tiép thi vé cong ty ban théng qua nhitng moi quan hé ctaa khach
hang hién tai va nguwoi ham mg, thu hut dwgc sy chu y cta ban be ho thay
vi marketing dén do6i twong khan gid rong 16n hodac nhitng nhém nguoi
khong thugc muc tieu. Trung binh mot nguoi tren Facebook c6 130 ban. Do
do khi c6 100 nguoi like trang ctia ban, thi nhém khan gian muc tiéu cua
mot quang cao trung binh vao khoang 13.000 ngudi. Con s6 nay khién ban
sttng sot, nhirng con hap dan hon véi thue té rang moi quang cao dwgc ca
nhan héa dé noéi vGi khach hang tiém nang rang nhitng nguwdi ban cia ho
vita Like ban thong qua quing cdo do. Ban khong thé c6 dwgc mot suw
chitng thue nao tot hon thé.

That t6t khi nham muc tiéu vao ban bé cta nhitng ngudi thich trang
Facebook cua ban, va c6 thé rat nhiéu ban bé cta khach hang ctia ban cé
diém chung véi khach hang cia ban. Nhuwng hdy nhé rang, ban cé thé lya
chon chinh xac tiéu chi muc tiéu ma ban muén 4p dung vao moi quang cao
trén Facebook. Ban khong nhat thiét phai 4p dung tat ca cac tiéu chi nay,
nhung ban ciing nén xem xét qua ching. Dwéi day la danh gia cho moi loai:

e Dia diém: Nham muc tiéu vao moi ngudi dya vao quoc gia, bang,
thanh phd hodc thi tran. D6i vdi cong viéc kinh doanh & dia phuwong,
ban c6 thé nham vao nhitng ngwoi trong thi trdn cta ban, hodc trong
vong ban kinh ttr 10, 25 cho dén 50 km.

e Thong ké nhan khau hoc: Ban nhip vao dé di liéu vé tudi tac va
gigi tinh cta khach hang. Ban hiéu duwgc khach hang ctia minh, do do6
c6 thé nham muc tiéu theo dac trung trong bang thong ké nay, nhw
nhom phu nit tir 23 dén 25 tudi, hodc nhitng nguwdi gia tr 56 dén 65
tudi, hodc 14 tudi chang han.

* MGdi quan tam va s@ thich: Ngudi ta cho rang danh muc quan trong
nhat cia nham muc tiéu quang cado qua sé thich va méi quan tam ctia
khach hang nhu nau an, dap xe dap, chay bg, nghe nhac jazz, di 1€ nha
tho, hodc doc tiéu thuyét. Ban c6 thé Iya chon gan mot triéu sé thich
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va moOi quan tam. Ban cling c6 thé nham muc tiéu dwa trén nghé
nghiép, mot tiéu chi hét sirc gia tri trong mo hinh kinh doanh tir doanh
nghiép dén doanh nghiép (B2B). Chang han nhw tim kiém cac giam
doc diéu hanh, gidm doc marketing, quan ly ban hang, hodc chuyén
vién bat dong san.

» Ngay sinh nhat: Muc nay da ro rang va khong can phai giai thich gi
thém. That an twong khi giti dén moi ngwoi 10i “Chic mirng sinh nhat”
vao mot ngay ma ho gan nhu luén dang nhap vao Facebook.

e Trang thai quan hé: Nham muc tiéu vao nhitng nguwdi doc than,
nhitng ngudoi da két hon, nhitng ngwoi dang yéu, hodc da dinh hon. Vi
nhitng 1y do 1o rang trén, danh muc nay dac biét gia tri doi vdi nhitng
cong ty lam viéc trong nganh dich vu cu6i hoi hodac moi gidi hen ho,
tinh ban tinh yéu.

e Ngon ngir: Nham muc tiéu vao nhitng ngudi dang st dung Facebook
theo mot ngon nglr ddc biét. Co hon 200 ngon ngt khac nhau dvgc s
dung trén Facebook.

e Trinh d¢ hoc van va cong viéc: Nham muc tiéu vao moi ngudi duva
trén trinh d6 hoc van hodc cong ty ma ho dang lam viéc. M6t lan nita,
trong mo hinh kinh doanh B2B, diéu nay dac biét c6 gia tri. Ban c6 thé
muon ti€p can v6i nhan vién cda 5 cong ty 16n trong thanh pho hoac
c6 mot khach hang méi tr mot cong ty hodc nganh kinh doanh dac
biét nao d6. Co6 thé ban mudn thu hit dwgce sy chd y cta ai do dé tim
viéc.

Nhém khan gid muc tiéu cta ban cang rd rang va cu thé bao nhiéu thi
cang tot bay nhiéu. Nhitng quang cdo dwoc ca nhan héa dya trén cac tiéu
chi nay sé giup ich trong viéc quang ba cho t6 chitc ctia ban hon bat ky
phuong tién truyén thong truyén thong nao khac. St dung lwong nguwdi ham
mo hién tai ctia ban dé tao ra nhitng quang cdo c6 thé 4p dung dwoc cho
nhitng ngwoi ban cua ho va nho do thu hit duge nhitng khach hang maéi.

https://thuviensach.vn



8 diéu hay ho ma ban c6 thé lam véi
quang cao tren Facebook

Ban hday xem xét 8 diéu kha thi dwdi day trong viéc sit dung nhitng
quang cao trén Facebook:

1. Nham muc tiéu vao ngay sinh nhat cia mei nguwai! Tiép can ngay
sinh nhat cta khach hang hién tai hoac khach hang tiém nang khi ho xem
tat ca nhitng 10i chic mirng sinh nhat ctia ban bé viét trén twdng cua ho.
Ban c6 thé tang ho mé6t phiéu giam gia hodac mét giai thudng dac biét hay
don gian la khién ho bat ngd bang viéc gwi 10i “Chic mirng sinh nhat” tw
cong ty cua ban.

2. Nham muc tiéu vao nhirng nguwdi ham mo cua ban bang viéc nhac
nhé ho vé nhirng sy kién va quang cao thu vi, hoac chi don gian la noi
cam on. Mot khi da cé6 dugc nhitng nguwdi yéu thich, ban c6 thé néi chuyén
v6i ho mién phi trén Facebook. Nhing néu ban giti mot tin nhan dac biét
hodc 10i goi y rang ban mu6n ung hd va tang cwong moéi quan hé vdi nhitng
nguoi thich minh, do6 1a cach tuyét voi va tiét kiem dé dam bao ho sé doc
dugc tin nhan.

3. Nham muc tiéu vao cac nhan vién cia ban! Hay chic mirng nhan
vién vi da vugt qua mot tuan lam viéc day khé khan, hodc cdm on ho vi da
lam viéc that cham chi! D6 la cach ban khich 1€ ho lam viéc va c6ng hién
hon nita cho cong ty.

4. Gi6i thiéu ban than véi mot cong ty médi. Gid st ban trd thanh
chuyén vién vé mang xa hdi & mot cong ty mdi? Hay thé hién vdi ho l1a ban
hiéu biét vé mang xa hoi nhu thé nao qua viéc gidi thiéu ban véi nhitng
déng nghiép mdi thong qua mot quang cao.

5. Nham muc tiéu vao nhirng nguéi quan trong khac. Ban da biét tat
cd moi diéu vé nhom khan gid nay. Hay dwa tat ca cac tiéu chi vao quang
cdo do dé chac rang n6 danh riéng ho, thé hién nhu cau dugc két noi cia
ban va khién ho thich thu
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6. Xay dung cac méi quan hé tiém nang voi nhitng doi tac quan
trong. Vi du nham muc tiéu vao nhitng ngwdi mang chitc danh “CEO”
(Gidam doc diéu hanh) hodc “chu tich” va nhitng vi tri twong tw trong ho so
ca nhan cua ho tai nhitng céng ty ma ban muén xay dung moi quan hé.

7. Nham muc tiéu vao nhirng phwong tién truyén thong hitu tuyén.
Keét noi voi nhan vién caa t0 New York Times, The Wall Street Journal, dai
phat thanh dia phwong hay nha xuat ban qudc té.

8. Sit dung nhitng cau chuyén duwgc bao trg. Nhitng quang cao méi
nhat trén Facebook cho phép trang cua ban hién thi n6i bat trén trang chu
khi ngwoi ham mo twong tac vdi trang ctia ban, tao nén boi canh tuyét voi
cho quang cao.
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I love you more X

than

This device. And I'm only
miserable when I'm
without you, Hope we can
unplug for 2 day soon. 1
ove you,

LJ."‘:[':I"JE

You like this,

inh
Hinh 15.1
Quéng cdo nham vao cam xtc

Tat cd 8 phwong thitc hiéu qua trén day sé giup ban xady dung duoc
nhitng mo6i quan hé t6t dep v&i khach hang hién tai, khach hang tiém nang,
dong nghiép, nhan vién va doi tac cda ban ca trén mang lan thuc té, nhung
d6é méi chi la sy khai dau. Vay con cé nhitng cach thitc nao khac giip ban
nham muc tiéu vao cac khan gid dac biét thong qua quang cao trén
Facebook khong?
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Tao ra quang cao dugc yeu thich

Mot khi da lya chon dugc tat ca cac tiéu chi muc tiéu, ban bat tay vao tao
ra quang cao, str dung tiéu dé, mét vai dong trich dan va mét bitrc anh. Birc
anh la nhan t6 quan trong nhét ctia quang cao trén Facebook, vi thé ban hay
lIwa chon mét bitc anh sang sta, tuy chinh kich c& dé thu hat sy chi y cua
moi ngudi. Ban co thé thir chay v6 s6 quang cdo v6i cung mitc phi, do do6
ban sé c6 co hoi thit rat nhiéu nhitng bitc anh khac nhau, cac tiéu dé va cau
viét c6 lya chon hiéu qua nhat khién moi nguwoi Like nhiéu nhat. Ban sé
phai tra chi khoang 5 d6-la trd 1én tuy theo y mu6n cho moéi quang cao kiéu
nay. Ban ciling c6 thé mua cac quang cao thong qua PPC (Pay per click — tra
tién cho moi ci nhdp chudt) hodc PPM (Pay per impression — tra tién cho
moi lan xem). V&i PPM, quang cao cta ban cé thé xuat hién hang nghin
lan, nhwng néu khong ai click vao quang céo, ban sé khong can phai tra
tién. D6 la 1y do tai sao Facebook tinh gia bang lwot xem. V&i PPC, ban chi
phai tra khi moi nguoi click vao quang cao ctia ban va ghé tham trang ctia
ban — vi thé ban chi phai trd tién cho két qua c6 duwgc. St dung PPC nham
dam bao s6 lan click twong tng v§i so tién ban bo ra.

Khién quang cao trén mang xa hoi caa
ban duwoc tat ca moi nguwoi biét den

Rét nhiéu cong ty that bai khi s& dung quang céo trén Facebook dé thu
doanh so trye tiép bdi moi ngwoi danh thoi gian trén Facebook dé giao tiép
va két nbi vdi nguwoi khac, chit khong phai dé mua sam. Cong thirc dé
quang céao thanh cong khong phai la dan quang cado dén website ctia cong ty
hay gié mua hang ma la dan nguwdi ham mo dén trang ctia cong ty. Ho sé c6
thé tham gia vao mot cudc thi hoac dat cho ban mot s6 cau héi vé san
pham, dich vu hay nganh kinh doanh ctia ban. Ho c6 co hoi két n6i vai
ngwoi khac trong cong dong cua ban. Hay nhé lai chuwong 5: Muc tiéu cta
truyén thong xa hdi la thu hit khach hang hién tai va khach hang tiém nang.
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Ban sé c6 nhiéu thoi gian dé tao nén mot an twgng manh mé véi ho vé sau —
nhung ban can khién ho like ban truée da.

Do6i véi nhitng thwong hiéu 16n hon véi nguon ngan quy 16n hon (it nhat
la 25.000 do-la), ban c6 thé mua “Homepage Engagement Ads” cua
Facebook, dé mang lai nhitng tinh nang va twong tdc manh mé hon cho cac
lya chon muc tiéu. Chang han nhw ban c6 thé st dung mét quang cao dé
dang tai bang cau hoi, video, thu hit khach ma&i dén sy kién, hoac tham chi
tao ra mot chwong trinh dung thir sdn pham mau (phan phat mau san pham
dung thit ciia ban dén nhitng nguwdi bay té moéi quan tdm va chia sé dia chi
cua ho).

NHUNG QUANG CAO TREN MANG
XA HOI KHAC
Quéng cdo qua Facebook la nhitng dang thitc duwgc st dung nhiéu nhat
va hiéu qua nhat trén mang xa hoéi, nhung né khong phai la duy nhat. Ca
LinkedIn va Twitter cling mang dén cac co hoi quang cdo truc tiép, véi kha

nang nham vao cac nhém khan gid muc tiéu cu thé va giap dd cac cong ty
tiép tuc tao dung dwoc sw hién dién manh mé ctia minh trén mang xa hoi.

St dung quang cao LinkedIn de tiép can
nhirng nguoi di lam

LinkedIn gom hon 100 triéu ho so ngudi st dung, thwong tap trung vao
cong viec. Mac du khong ddc biét nhu Facebook, nhung LinkedIn dva ra
nhitng tiéu chi gitp ban tiép can dé hon véi nhitng nguwoi di lam, bao gom
nganh kinh doanh, nghé nghiép, tham nién cong tac, tudi tac, gidi tinh, khu
vuc song va lam viéc. N6 ciling cung cap mo hinh PPC va PPM va cho phép
nguon ngan quy danh cho quang céo chi khoang 10 do-la.
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Tuy nhién, khia canh mang tinh xa h6i hay nhat cta quang cdo qua
LinkedIn d6 1a, dwéi moéi quang cao déu co6 dwong link dén hoé so cuia mot
nguoi nhan dugc quang cao. N6 khong manh mé nhu sy chitng thuc “Ban
bé cua nhitng két noi” trén Facebook nhung do cling 1a mot tinh nang hap
dan. Loi moi két noi ro rang, minh bach va té nhi la rat quan trong. Thay vi
mot quang cdo dén tr mot td6 chirc gidu mat khong 10, né thé hién rang 1oi
moi duge gii dén tir mot ca nhan, nguwdi cé ho so trén LinkedIn, cling
giong nhu nguwoi dang xem quang cao nay. Chuyén gi sé dién ra néu moi
quang cao trén ti vi hodc trén bao c6 thong tin ca nhan ctia nguwoi nhan
dwgc quang cdo nay? Piéu d6 mang lai sy minh bach va trach nhiém hon,
dong thdi tao nén duwgc nhitng quang céo t6t hon.

Quang cao trén Twitter cho phép ban
tham gia vao dong tim kiém

Hién nay, Twitter v6i cac tinh nang “Promoted Tweets”, “Promoted
Trend” hay “Promoted Twitter Account” cho phép nhitng nguoi quang cao
c6 thé dwa nhitng tweet gan day nhat ctia cong ty ho dén nhitng ngwoi dang
st dung t khoa ddc biét thong qua tai khoan Twitter. Quy trinh nay ciing
gan giong v6i mo hinh “Adwords” ctia Google, & d6 moi ngwdi tim kiém
trén Google st dung nhitng tir khéa dac biét dé tim ra danh sach ung ho tw
nhitng ngwoi lam quang cdo da tuyén chon (va mua) nhitng tir khéa nay.
Mac du Twitter thién vé cac cudc hoi thoai ngan hon la tim kiém. Vi du,
ban tht tim kiém cac bac sy & Brooklyn trén Twitter dé xem xem moi
nguwoi dang néi gi vé cac bac sy cia ho ¢ vung nay. Néu mot bac sy &
Brooklyn mua nhitng tr khoa dac biét (nhv “Brooklyn”, “bac s§”, “bénh
nhan”, “cham séc”, v.v...) thi tweet gan day nhat cia c6 ay sé hién 1én hang
dau trén dong tim kiém cta ban.

Facebook dat nhitng quang cdo bén phai moi trang né phuc vu trure tuyén
va dudi moi trang né phuc vu trén dién thoai di dong. Tuy nhién né khong
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cho phép nhitng quang cao tra tién xudt hién trong "thong tin mdéi nhat" cua
nguwoi st dung, hodc dong tim kiém khi can. Twitter ngwoc lai da thw
nghiém cho phép quang céo trén dong tim kiém. Tuy nhién, Twitter ciing
cho biét dé duy tri trdi nghiém t6i wu cho nguwdi st dung, nhitng quang cao
khong dwgc chi y (dan dén cu click va tai tweet) dwgc x6a bo ngay ca khi
diéu dé c6 nghia la cong ty sé mat mot khoan doanh thu.

GIA TRI POI SONG CUA MOT
QUANG CAO QUA MANG XA HOI
LA GI?

Nhitng quang céao theo quan diém truyén thong nham muc dich nang cao
nhan thitc, gia tang muc dich mua hang va chuyén nhitng ngudi tiép nhan
bi dong thanh khach hang. Khi két thic mdt quang cao hitu tuyén, nguoi
xem c6 nhan thitc hon va quyét dinh c6 mua thit gi dé6 hay khong. Tuy
nhién diéu khac biét trong quang cao trén mang xa hdéi va thue su c6 gia tri
lai nam & phan bat dau cta cudc hoi thoai. T4t cd nhitng gi mot quang cao
trén Facebook va Twitter thic su can lam la c6 dwgc mot ngudi Like hoac
mot nguwdi theo doi twong (ng. Sau do, ban c6 thé tro chuyén véi (thu hut,
va cudi cung la ban hang cho) nhitng ngwoi ham mod va theo déi nay trong
subt cudoc doi ho, ma khong ton thém bat cit chi phi danh cho quang céo
nao. T4t nhién néu thong diép mang xa hoi cia ban mang nang tinh
marketing hodc ban hang, moi nguoi c6 thé va sé “khong thich” ban hodc
“khong theo doi” ban nita.

Ban c6 co hoi tuyét voi dé nham muc tiéu vao khach hang tiém nang véi
mitc gia cia moi cu click tir 50 xu dén 3 d6-la, phu thudc vao ai la muc tiéu
ctia ban. Mot khi nguoi dé tham gia vao cong dong ctia ban, ban c6 thé
nhan dugc sy chd y ctia ho nhitng lan sau nita, mién la ban st dung cach
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thitc gay thu hiat hgp ly. Gia tri tron doi ciia mot quang cao ban dau la gi,
Like, theo doi, hay click?

Quang cao cua Likeable Media ban dau
sai lam nhwng sau do tao neén mot doanh
nghiep tam cd

Tai Likeable Media, ching t6i mua quang cao trén Facebook cho hon ba
tram khach hang va st dung muc tiéu nam bat co hdi tir “ban bé ctia nhitng
két n6i” dé phat trién cong dong. Nhung td6i mudn chia sé mot Iwu y vé cach
thitc st dung quang cao trén Facebook dén ttr trai nghiém cta chinh cong ty
ching t6i. Quang cdo trén Facebook la hinh thitc quang cao tra tién duy
nhat ma ching to6i st dung gitp mot cong ty khong c6 gi dén mot cong ty
tri gid hang triéu d6-la chi trong vong ba nam. Ban dau, ching t6i da khong
nham muc tiéu chinh xac, nhung sau dé ching t6i da hoc dwoc mot bai hoc.
Va chiing t6i mat khoang 30 d6-la moi ngay dé c6 dwgce bai hoc do.

Ban dau, ching t6i tap trung vao nhitng tit khoa trong “danh muc moi
quan tam” nhu “marketing”, “quang ba” va “mang xa hoi”. Mac du diéu do
thu hut rat nhiéu nguwdi hdim mo quan tam dén nhitng linh vie nay, nhung
ho c6 thé khong phai la nhitng khach hang tiém nang thuc si ctia chiing toi,
khi ho gom ca sinh vién va nhitng nguwdi quan tdm dén cac cha dé nay
nhung khong cé quyén ra quyét dinh & cac cong ty. Vi vay ching toi quyét
dinh chuyén huéng.

Ching t6i biét rang viéc thué mot hang marketing dwgc nhiéu ngudi
trong mot cong ty dua ra, va ching toi cé thé xac dinh hau hét ho nho vao
chitc vu cia ho. Do dé, chiing t6i tao ra nhitng quang cdo nham muc tiéu
vao cac doi tuwgng: giam doc marketing, ph6 cha tich phu trach marketing,
quan ly thuvong hiéu. Ching t6i khong yéu cau moi nguwdi goi cho minh
hodc tham chi ghé tham website cuia chung t0i trong cac quang cao, thay
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vao do chi dé nghi ho két noi véi trang Facebook va tham gia vao cOng
dong cua ching t6i. Sau dé, hang ngay ching t6i chia sé ndi dung hay nhat
ma ching t6i tim dwgc va viét bai vé mang xa hoi, mang dén nhitng 10i
khuyén vé cach thirc tan dung né to6t nhat. M6 hinh pull-marketing (tiép thi
kéo) cudi cung ciling hiéu qud, va ngay nay, rat nhiéu ngudi goi dién thoai
hodc gtti email cho ching t6i yéu cau gitup do. Pa cé hon 16.000 ngudoi
ham mo trong cong dong Facebook cua ching t6i, va chac chan con s6 nay
sé con tang lén. Nhung ho sé tiép can ching t6i khi ho san sang mua hang,
chit khong phai khi chiing t6i san sang ban hang.

Neutrogena st dung quang cao Facebook
de tim ra nhitng ngwroi ham mo phu hop

Neutrogena la mot thwong hiéu khong 16. Va skinlD cua cong ty nay la
mot gidi phap tri mun ma khoéng phdi ai cling muodn cong khai xac nhan bai
né chita dung nhitng van dé riéng tw vé da ctia ho. Do do, nhitng 101 giGi
thiéu tir cac khach hang thanh thiéu nién rat cé gia tri.

Khi str dung nhitng quang cdo trén Facebook, Neutrogena bat dau bang
viéc nham muc tiéu vao doi twong thanh thiéu nién, nhitng nguoi liét ké
“cham soc da”, “sitc khée da”, va nhitng tir khoa twong tuw trong muc moi
quan tam va sé thich trén ho so ca nhan cua ho. Sau khi quang cdo nay cé
duwgc moét s6 ngwoi ham mo, Neutrogena st dung quang cdo “ban bé cuia
nhitng két n6i” dé nham muc tiéu vao toan bo doi twong thanh thiéu nién
trén toan nwdc My. Moi thanh thiéu nién trén Facebook nhin thdy quang
cao ciling sé nhin thay tén ctia m4t nguwoi ban vira thich skinID. Thanh thiéu
nién chac chan sé la doi twgng bi dnh hwdng nhiéu nhat bdi ban be. Kha
nang cac thanh thiéu nién nhin thay sw ting hd cta ban bé ho doi véi san
pham mang lai hang nghin nguwoi Like trang nay, va ngay nay, cong dong
nay da vugt qua con s6 80.000 nguwdi cong khai ung ho mot gidi phap tri
mun.
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Quang cao Starbucks tren Facebook thuc
day doanh s6

Starbucks, nha ban 1é ca phé hang dau thé gidi, phai thira nhan da chi
hang triéu do-la vao quang cao trén Facebook dé phat trién cong dong
ngwoi hdim moé 1én manh véi hon 20 triéu nguwoi. Tuy nhién diéu ma
Starbucks da lam v&i quang cao va nguwdi ham mo ctia minh ma cac thuong
hiéu khac chwa lam duwgc d6 la dwa ho dén cac ctra hang.

Thong qua tinh nang “Events” (Sy kién) cua Facebook, Starbucks da
thanh céng khi tao 1ap va diéu hanh rat nhiéu chwong trinh quang ba nhw
“Free Pastry Day”, “Frappuccino Happy Hour”, va “New VIA Sampling
Celebration”. Nhitng su kién nay da dwa hon 2 triéu nguwdi dén cac ctra

hang Starbucks.

HAY HANH DONG!

1. Xac dinh nhém khan gia muc tiéu hoan hao, st dung danh muc quang
cao trén Facebook dé chi dan cho ban. Xac dinh chinh xac quy mé
khan gia cua ban trén Facebook sau khi st dung tat ca nhitng tiéu chi
vé nhan khau hoc va méi quan tam, sé thich.

2. Kiém tra nhitng y twéng sang tao khac nhau trong quang cdo. Bat dau
v&i mot nguon ngan quy rat nhé cung vGi mot vai birc dnh, dong tiéu
de khac dé xac dinh phuwong an hiéu qua nhat. (Ban cé thé bat dau vdi
chi phi khoang 5 do6-la.) Dan quang céo dén trang Facebook cua ban,
cht khong phai website ctia ban.

3. Xac dinh xem liéu t6 chitc cuia ban cé thé thu duwgc lgi nhuan tir quang
cao trén Linked In hay Twitter khong. Néu t6 chitc cia ban chwa tham
gia Twitter hodc LinkedIn, ban nén tht.
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TAO LAP NHUNG QUANG CAO
PUQOC YEU THICH TREN MANG XA
HOI

Trong mot thé gidi duge thong tri bdi nhitng quang cao gay phién nhiéu
va khéng mong muon dwéi nhiéu dang thitc ngay nay, quang cdo trén mang
xd hoi gitp ban tré nén dwgc yéu thich hon, theo ca nghia den lan nghia
boéng. Thay vi tao ra cac co hdi chuyén giao, nhitng quang cao thiét 1ap moi
twong tac tron doi v6i cac khach hang tiém nang — va ban bé ctia ho. Trong
nén kinh té day thach thic, trong lic con dang can nhac cat bo nhitng
quang cao theo kiéu truyén théng (c6 thé hodc khong hiéu qud), gio la lac
ban nén xem xét nhitng quang cdo trén mang xa hoi dé phat trién hon nira
sO lwvgng ngwdi ham mo thwong hiéu cta ban va c6 dugc nhitng khach hang
moi.
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16. THUA NHAN KHI BAN MAC LOI,
SAU PO TAN DUNG SAI LAM CUA
BAN

Véo ngay 3 thang Sau nam 2010, Loft, thwong hiéu quan a0 do Ann
Taylor Inc. sé hitu, da dang tai nhitng birc anh cia mot ngwdi mau catalog
toc vang mac chi€c quan lua trén trang Facebook ctia né v6i mot dwong
link mua hang trong phan chu thich.

Bai dang khong cé gi bat thwdong trong truyén thong xa hoi va chac chan
cling khong bat thwong trong nganh cong nghiép thoi trang. Nhung du vi
bat c 1y do gi, thi nhitng ngwdi ham mo da phan hoi hét sitc tiéu cwe voi
bai dang nay. Mac du nhiéu nguwdi ham mo biét rang chiéc quan nay cé vé
dep khi ¢6 nguwoi mau nay mdc, nhung ho phan nan rang né “khong phu
hop vdi tat cd moi doi twgng” va “chi dep néu ban cao khodng 1m77” cling
nhwr ¢c6 mot than hinh nhw nguwdi mau trong bitc anh. Nhitng ngwdi ham mo
trang bat dau yéu cau Loft chup nhitng chiéc quan do nhitng ngudi phu ni
binh thvong mac.

Nhiéu cong ty, néu khong néi la hau hét cac cong ty, sé khong lam gi dé
dap lai yéu cau cta ngwdi ham mo. Vé ban chat toan bd nganh cong nghiép
thoi trang da xdy dung lén hinh anh nhitng nguwoi mau siéu gay thay vi
nhitng phu nt binh thwong va hau nhw khéng thay déi qua nhiéu nam.
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LOFT Hi! My narme is Julie and | am LOFT's Manager of Digital
Programs. Yesterday we received a request to show our new silk cargo
pants on real women. Through the day we will be showcasing women
at LOFT wearing the pant. To get us started | am posting a gallery
showing how | wear the pant at work, at night, and on the weekend,

| am 5'3" and a size 6 and a regular shopper of LOFT"s petite collection
though | shop regular sizes as well.

How | Wear Dur MNew Silk Cargo Pant

T A
]':':_ Jurme 17 &t 11.53am - Like - Comment - Share

£ 43 people like this.

) View all 48 comments

Hinh 16.1. Nhitng nguwdi mau la nhan vién
ctia LOFT

Nhung hai ngay sau, Loft dang lén trén trang Facebook ctia minh dong
cap nhat “T6i xin 16i” cung vdéi cac birc anh chup “nhitng phu nit binh
thuong” dang mac nhitng chiéc quan ma chiéc quan c6 nguwdi mau toéc vang
mac vai ngay tredc. Thuce té, ddi ngli nhan vién nit cia Ann Taylor ciing da
dang tai nhitng bitc anh ho dang mac chiéc quan nay.

Cong dong Facebook vui mirng vi diéu nay. Hon cd, nhitng 16i nhan xét
vé viéc Loft da 1am dwoc lan truyén nhanh chéng va nhan dwoc rat nhiéu sy
chu y gia tri vé truyén thong tir nganh cong nghiép thoi trang va thé giGi
trire tuyén. Nhiéu thang sau, trang van dwa 1én nhitng birc anh cia nhitng co6
ngwoi mau manh mai dang mac quan 4o cda Loft, va nhan vién Loft ciing
nhanh chéng phan héi tat ca nhitng 16i binh ludn va cau hoi tir ngudi ham
mo — ca tot, xau lan ky la. Trang nay cling danh dau mé6t cong dong phat
trién vugt troi tir ngay 10 thang Sau lén téi 250.000 nguwdi ham moé ngay
nay.

Loft da lam gi? Kha don gian, ho nhanh chong thira nhan 16i lam va giai
quyét n6. Bang viéc chia sé nhitng birc dnh ctia minh trén Facebook, nhan
vién véi nhitng kho nguwoi khac nhau da thé hién rang ho san long dé 16
nhitng diém khuyét diém ctia ban than va “thanh that” véi khach hang va
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khan gia cida minh. Loft khong chi lam thé vé&i 16i lam ctia minh gan nhw
ngay lap tirc, ma con két néi ¢ cap d6 ca nhan vdi nhitng khach hang khé
tinh. Loft con tan dung dwoc co hoi ma 16i Iam nay mang lai theo mot cach
tot dep, tich cuc.

BA TU PON GIAN MA HIEU QUA

No6i “T6i xin 16i” khi ban gay ra 16i 1am gitp ban nhanh chéng giai quyét
dwgc sai lam. Cac nhan vién cta cac cong ty d6i khi mac sai lam, do do6 ho
sé khién khach hang titc gian. Nguyén nhan gdy that vong nhat dé la cong
ty khong xin 16i va khong quan tam diing mic dén van de.

Bat ct ai da titng hen ho déu biét rang sau khi lang nghe, thi néi
“Anh/em xin 16i” la diéu quan trong trong mot moi quan hé — déi vdi cac
cong ty cling vay. Pac biét khi cac cong ty phat trién, giao dich cong khai,
va c6 nhitng doi ngii phap ly thi viéc néi “T6i xin 16i” trd nén kho khan
hon. Nhung day luon 1a mot hanh dong diing dan.

LAM CACH NAO DE NOI BAN XIN
LOI

Cach to6t nhat dé nhan 16i vdi khach hang dé la nguwdi c6 chitc vu cao
nhat trong t6 chitc ctia ban, vi nhw gidm doc diéu hanh, noi diéu d6 qua mot
video dugc chia sé trire tuyén nhw mét bo phim ngan, dé cap dén van dé va
gidi phap. CEO hoac bat ky nha lanh dao nao khac trong t6 chitc cta ban,
néi vGi cac khach hang rang cong ty ban dang nghiém tiic xem xét van de.
Video nhan van héa cong ty ban theo cach ma khong mot thong cao bao chi
nao c6 thé lam dwgc. Hay lam né that ngan gon va don gian, dé chiu, thé
hién sy t6n trong thoi gian ctia khach hang. CEO cta ban nén dwgc chuan
bi dé t6 ra cang khiém nhuwong va cang ty nhién cang tot.
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Néu CEO cta ban khong “dién xudt” tot tredc may ghi hinh, hidy can
nhdac moi mot nha 1anh dao cdp cao khac cta t6 chitc thay mat dwa ra 1oi
xin 16i trong video. Van nén la mét ngwdi gitt vi tri quan ly cap cao, va ho
can phdi phat ngon thay mat cho toan b6 nhém ctia ban. Bén canh do, CEO
cta ban c6 thé ti viét mot bire thw xin 16i, du diéu nay dwong nhw sé thiéu
hiéu qua hon. Trong treong hgp mot bitc thw 1a Iwa chon tét nhat, thi birc
thw d6 nén thé hién dwgc sy than thién va chan thanh nhat.

LAP KE HOACH CHO NHUNG DIEU
KHONG PUOC LAP KE HOACH

Ban biét rang cong ty ban sé mac sai 1am, nhung ban khong biét khi nao
sai lam do6 sé xuat hién, n6 sé nhw thé nao va anh hwdng ciing nhuw gay tén
thwong cho ai. Diéu tot nhat dé lam lic nay la lap ké hoach cho nhitng diéu
khong dugce 1ap ké hoach. Trong nhiéu nam, cac cong ty déu cé nhitng bo
phan quan hé cong chiing hodc nhém quan hé cong ching nham phat trién
nhitng ké hoach truyén thong gidi quyét khung hodng. Ngay nay, nhitng
ngon tir duge lan truyén nhanh chong trén mang hon truege day. Vi vay,
cong ty ban cang mat nhiéu thoi gian dé phan hoi mot van dé, van dé do
cang trd nén toi té hon. Do do, dé dé phong cho nhitng tinh huéng tién
thodi lwdng nan, hay tao ra mot nhom lién phong ban gom nhitng nguwdi cé
thé gidi quyét dugc van dé du bat ky tinh huéng nao va xac dinh phan héi
thich hop trén mang xa hoi.

Day cho cac luat s cach tré nén lich
thiép hon

Céc luat su va nha diéu hanh truyén thong thuong khong cé kha nang noi
xin 16i va pha héng y nghia ctia n6. Do d6 hién gio cong ty ban nén lén ké
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hoach cho nhitng diéu ban khong dwoc phép stt dung khi cudc khiing hoang
xuat hién. Ngon ngit ca nhan trye tiép ludn tot hon giong diéu ctia tap doan,
dac biét trong co ché ctia mang xa hdi. Ngon ngit thodi mai hon gitip ban
thé hién sy chan thanh, nhay cdm va nhan van — va cach nay cé thé xoa diu
khach hang dang tic gian va bi ton thwong.

Co6 chire nang “thuce tap bao chay”

Giong nhu viéc trrong hoc cta ban dwgce trang bi day da coi bao chay,
nho do6 khi c6 chdy moi ngwoi sé biét dugc can lam gi, do vay cach t6t nhat
dé chuan bi cho nhitng cudc khiing hoang van thwong xay ra dé la trang bi
“chiéc coi bao chay” cta riéng ban. Hay twdng twgng dén nhitng thach thitc
dién ro6 nhat. Vi du, mot khach hang dot ti khi dung bira tai nha hang cta
ban, hodc mot nhan vién cudém hét tién ¢ chiéc may thu ngan ctia ctra hang.
Tat nhién, hy vong rang khong cé diéu gi trong so nhitng diéu trén thyc s
xdy ra, nhung biét dau nhitng diéu khong lwong tredc dugc sé xuat hién.

Vay ké hoach la gi? Ban sé tap hgp nhitng nhan vién nao tir cic nhém
khac nhau — va nhanh chéng nhw thé nao? Diéu gi sé xdy ra néu cudc
khting hoang dién ra vao mot toi thit SGu? Néu phé giam doc truyén thong
dang di nghi dutng trong thoi diém do thi sao? Mang xa hoi hoat dong
24/7 va su6t moi thoi diém — ban sé can mo6t ké hoach phan hoi nhanh
chéng, bat ké chuyén gi xdy ra. Ban sé giao ti€p vGi khach hang ctia minh
nhu thé nao? Vay con nhan vién, déi tac va dai ly cung cap cua ban thi sao?

That ngu ngoc khi chuan bi cho nhitng diéu c6 thé khong bao gio xuat
hién, nhwng néu ban khéng chuan bi cho tinh huéng xau nhat trén mang xa
héi, cham phan hoi, hodc don gian la phan hoi lai rat so sai thi nhitng nguy
co nghiém trong c6 thé gay anh huwéng dén thwong hiéu cua ban. Hay nghi
vé phan ho6i cua British Petroleum véi Sy c6 tran dau nam 2010. Néu BP
phan héi lai nhanh chéng hon, nghiém tic hon, va chan thanh hon trén
Facebook va Twitter thi cong ty nay c6 thé sé bao vé dugc danh tiéng cta
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minh t6t hon — va ca gid co6 phiéu ctia n6 citing khong sut giam nghiém
trong dén vay.

PUNG CHI DUNG LAI O “TOI XIN
L.O1”

No6i 1oi xin 16i chi 1a sy khéi dau ciaa quy trinh gidi quyét khing hoang.
Quan trong hon, ban phéi cé kha nang lang nghe va phéan hoi lai véi nhitng
gi moi nguwdi dang ban tan trén mang xa hoi. Hy vong rang ban da tich hop
quy trinh nay vao nhitng thong 1€ ctia t6 chitc ban cung lic v6i thoi diém
van dé nghiém trong xay ra, nhung du vi bat cit ly do gi, ban ciing sé can
mot ké hoach phan bd nguén lyc dé quan ly cong dong truc tuyén, nhw
Facebook va Twitter trong su6t thoi gian khuing hoang.

Bat cit khi nao c6 thé, hdy xin 16i mot cach ca nhan moi 161 phan nan va
tiép tuc theo sat. Bang viéc phan hoi thich hgp va thé hién rang ban quan
tam, ban thic sy nhan thitc dwge 16i 1am nghiém trong va cudi cung la c6
duwgc danh tiéng manh mé hon cé tredce khi khiing hodng xay ra. Nhitng sai
lam va cac cudc khiing hodng sé xuat hién trong nhiéu dang thirc va quy mé
khac nhau — va ban sé muén c6 nhitng cap dé phan hoi khac nhau. Nhung
diéu quan trong nhat phai lam, bat ké chuyén gi xdy ra, do la thuc sw quan
tam; hay thé hién sy quan tdm cda ban, nhanh chéng xin 16i va sau dé tim
cach giai quyét van de ngay lap tic.

JetBlue gay rac roi — nhung noéi 16i xin
16i
Hang khong 1a Iinh vic khéng dugc wa chuéng nhat @ My. Du lich hang

khong gap nhiéu thach thitc va cac thwong hiéu hang khong thwong phai
chiu dung su that vong va buc titc cta khach hang. Tuy nhién JetBlue cé
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mot thwong hiéu 16n manh; mot thwong hiéu dugce khach hang tran trong va
ung ho. Vao thang Hai nam 2007, cong ty da trai qua mot cugc khung
hoadng 16n khi hang loat nhitng con bao 16n hoanh hanh su6t mét tuan khién
cho hang tram chuyén bay bi hoan lai va hang nghin hanh khach bi mac ket
0 san bay.

Dbiéu gay ton hai nghiém trong dén danh tiéng cua JetBlue da dugc ciu
van nho nhitng phan hoi nhanh chéng va thich hgp trén mang. David
Neeleman, nha sang lap kiém CEO cua hang da quay mot video dai 3 phut
trong d6 6ng giti 10i xin 16i va cam két véi khach hang rang diéu twong tu
nhu vay sé khong bao gid tai dién. Video da dwgc chia sé trén Facebook va
Twitter, va hang tram nghin nguoi da xem no. Neeleman da gitt ding cam
két nhw trong video dwgc phat trén cac phuong tién truyén thong truyén
thong va kém ca mot video tryc tuyén mang tén “Late Show with David
Letterman”. Ong da rat khiém nhuong va cam két giai quyét cac van de.

Do 1a mot trong nhitng tuan to6i té nhat trong lich st ctia bat ¢t hang hang
khong nao, va n6 cé thé tan pha va khién thwong hiéu ctia ho bi quén lang,
nhung JetBlue da nhanh chong ctu van tinh thé nhw mot nguoi di dau
khién khach hang hai long vGi cong ty. Vai nam trudc, cung véi sy phat
trién ctia mang xa hoi, JetBlue 1a mot trong nhitng hang hang khong hang
dau st dung cac cong cu mang xa hdi nhw Facebook va Twitter dé thu hut
va cam két vGi khach hang caa minh.

Thuwong hieu The Domino dugc ctru van
tr bo vue tham

Vao thang Tw nam 2009, hai nhan vién ctia hang Domino’s Pizza tai Bac
Carolina khong hiéu sao da quay mot video va dang 1én YouTube trong do
ho da c6 nhitng hanh dong kinh khung véi d6 an chuan bi cho thwe khach,
bao gom ca viéc “dé tryc tiép” thitc an trén cac bo phan co thé ho. Video dé
lai an twgng toi té cho ngwdi xem: ban thiu va tuc tiu, vi vay, hau hét moi

https://thuviensach.vn



ngwoi déu thdy khong thé nao nuét noi bat ci¢ thitc an sau khi xem video.
Hang tram nghin ngudi da xem video nay, va nhiéu phan cta video cling da
xuat hién trén séng truyén hinh.

Domino’s da phan hoi lai ngay 1ap titc véi mot bire thw xin 16i duwgce dang
tai trén website chinh thitc. Ho da sa thai hai nhan vién nay va cam két khai
t0 hai nhan vién theo luat phap My. Chu tich cia Domino's 1a Patrick Doyle
cling dang tai mot video xin 16i, mot tuan sau sy viéc. Nhung thuwong hiéu
nay con c6 thé lam gi nita dé xtr ly sy kién bé bdi nhw vay? La mot nha
hang phuc vu thitc an nhanh, danh tiéng cua n6 vé chat lwgng do an da bi
anh hvdng nghiém trong, va do la mot tinh huéng khting khiép ma cong ty
va khach hang cé thé twdng twong ra.

Cubi cung thi diéu Domino's lam la bat dau lai tr dau, ra mat mot
chwong trinh quang céo, dugc ho trg bdi mot video dai 3 phit dang tai trén
Facebook va YouTube, trong d6 thé hién hinh anh cac khach hang dang noi
vé viéc ho yéu thich hwong vi do6 an ciia Domino nhu thé nao. Video con
ghi lai ca viéc moi ngwoi ché 16p vo banh citng nhu bia cac tong, cung vai
nhitng 161 phé binh khac. Sau do la canh cac nhan vién lam viéc cung nhau
dé tao ra mot chiéc banh pizza méi va c6 mui vi ngon miéng hon.

Quéng cdo nay thuc sy khién moi nguwdi cdm thdy rang Domino’s, mot
tap doan khong 16, da lang nghe khach hang va c6 gang tréd thanh mot
thwong hiéu tot hon.

Video v6i do dai 3 phit, qua dai cho mét quang cdo trén truyén hinh
nhung hoan hdo déi véi mot video duge dang tdi trén YouTube, tat nhién
né khong thu hit dwgc s6 lwot xem nhw video ghé tdm cda hai nhan vién
no, nhung cling dat dén hon 700.000 lwgt. Nhung hon cd, n6é da nhan van
héa thwong hiéu va két n6i ndi véi khach hang vao thoi diém né duwgc can
dén nhat.
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Domino's® Pizza Turnaround
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Hinh 16.2.

Chién lwgc “Turns it round” cua

Domino

Khi cac cong ty khong phan trng nhanh:
Motrin Moms

Vao mot ngay thit Bay cua thang Muoi mot nam 2011, mot quang cao
trirc tuyén vé mot loai thudc lam diu con dau xuat hién trén website cia
Motrin v&i ndi dung nhu sau:

Wearing your baby seems to be in fashion (Tam dich — Diu bé yéu la
hanh dong rat hgp thoi trang). Theo t6i, vé ly thuyét thi d6 1a mot y
twong tuyét voi. Vai tai diu bé, day deo, bao trum va tii nhé dé mang
theo con ban bén canh, gitt con trvdc madt va trong vong tay. Boi moi
nguoi cho rang nhitng em bé dugc mang theo, bé bong thuwong it khéc
hon nhitng em bé khac. Thé nhwng, thyc té theo toi, nhitng ba me 6m
ap tré sé khién ching qudy khoc nhiéu hon nhitng ba me khong lam
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vay. To6i chac chan day! Viéc bé am con minh tao ra nhitng vét bam
dau trén lung, trén cd va trén vai ban. Y t6i 1a nhitng dau dén nay
chdng sao bdi 1& d6 la mot noi dau ngot ngao; téi chiu dau dén vi con
minh. Va diéu d6 hoan toan khién t6i trd thanh mot ba me thuc su,
mot ba me nhw bao ba me khac. Va vi thé du trong t6i c6 mét moi va
xdu dién, thi moi ngudi cling van sé hiéu dwgc 1y do tai sao.

Quaéng cao trén da xic pham va gay ton thuwong dén rat nhiéu ba me, va
cong dong trén mang da viét blog ing hd cac ba me va x6i xa 1én an ndi
dung quéng cdo nay. Trong vong vai gid, do la cha dé dugc néi dén nhiéu
nhat trén Twitter khap toan thé gidi. Mot video dai 9 phit dugc dang tai
trén YouTube thé hién nhitng phan &ng ctia cac ba me dwoc dang tai va da
c6 duge 10.000 lwgt xem. Mac du dé 1a mét ngay thi Bay, vi thé chang ai
tlr cong ty hay hang quang cao dap lai. Thit Hai ho mé&i phan héi, sau khi
quang cdo gay xuc pham thu hit dugce sw chu y ctia hang nghin ba me, rat
nhiéu nguoi trong s6 d6 bay td sy phan no cta minh. Cong ty dd g& bo
quang cao va “dwa ra 16i xin 16i”, nhung danh tiéng van bi dnh hwéng
nghiém trong.

Hay chuan bi bat c diéu gi can thiét dé déi pho v6i cac tinh thé tién
thodi lwong nan trong thé gidi chia sé thong tin nhanh va manh nay. Néu ai
do6 phan d6i mot trong nhitng quang cao hodc noé lwc marketing ctia ban hon
mot tudn, thi ai s€ ddm nhén vi tri san sang phan hoi lai? Néu Motrin bao
quat dwogc tat ca cac van dé ctia minh ngay tr dau, thi n6 cé thé tranh dugc
hang nghin nhitng phan hoi tiéu cwec ctia cac ba me va nhanh chéng xin 16i
ho.

Mot 101 xin 101 dang yeu: The Gap
Vao thang Mwoi nam 2010, nha ban 1é quan 4o Gap da cho ra mat mot
logo méi. Logo nay ngay lap titc bi nhitng khach hang ung hé lau nam tay
chay thong qua mdt s6 kénh truyén thong xa hoi. Hang nghin ngudi néi né
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that xau xi, phan doi logo nay va tham chi tao ra nhitng tai khoan Twitter do
dé mia mai Gap.

Mac du r6 rang, Gap da tiéu ton dén hang triéu do-la dé in an logo mdi,
nhung n6 nhanh chéng nhan ra rang dé 1a mét sai lam, chi trong vong vai
ngay, n6 da dang tai mot bai viét trén trang Facebook ctia minh:

Ching t6i da nghe rd va hiéu rang cac ban khong thich logo méi.
Chuing t6i da biét thém rat nhiéu diéu tir nhitng phan hoi cac ban.
Ching t6i chi muon lam nhitng diéu t6t nhat cho nhan hiéu va cho
khach hang cia minh. Vi thé, ching t6i sé mang logo Blue Box (Chiéc
hép mau xanh) trd lai vao toi nay.

Giong diéu gan giii, khiém nhwong trong ndi dung cta thong diép da noéi
v6i khach hang rang Gap dang lang nghe ho va quan tdm dén tit ca nhitng
gi ho no6i. Quyét dinh nhanh chéng c6 thé khong kha thi ttr mot nhom diéu
hanh mang tinh truyén thong va thiéu linh hoat. Nhung trong thoi diém
khting hodng, nhitng quyét dinh nhanh chéng can thiét hon bao gio hét.
Toan bo su viéc, mac du ton kém, da cdi thién duge danh tiéng ctia Gap va
gan nhw cttu né khoi bat ct nhitng rac réi nao ton kém hon.

HAY HANH BONG!

1. Lap mot ban ké hoach quan ly khing hodng trén truyén thong xa hai.
Ban sé lam gi néu mot khach hang chia sé nhitng trdi nghiém tiéu cuc
trén Facebook, mét quang cdo khong nhw mong dgi, hoac truyén
thong dugc 1én ké hoach khong nhuw ky vong? Ai sé cong khai phan
hoi lai va phan hoi nhw thé nao? Ai sé c6 trach nhiém ra quyét dinh
cu6i cung?

2. Lam viéc vdi doi ngiti phap 1y cida ban va nhém truyén thong ngay bay
gig dé thiét 1ap dugc nhitng chi dan nho d6 khi mot tinh huéng xay ra,

https://thuviensach.vn



ban cé thé nhanh chéng dap lai v6i ngon ngit khiém nhwong va mang
tinh ca nhan.

3. Mot khi ban da 1ap xong ké hoach, thit nghiém cac tinh huéng st dung
dén nhitng chiéc “coi bdo chay” dé xem xem la t6 chitc ctia ban dap lai
tot nhu thé nao.

4. Chac chan rang ban dang hét sttc lang nghe va doi theo cac cudc hoi
thoai trén mang vé cong ty ban — tham chi ca vao dip cudi tuan lan
nhitng dip nghi lé.

LEN KE HOACH CHO NHUNG DIEU
KHONG LUONG TRUGC BPUOC bE
NOI XIN LOI KIP THOI

Con ngwoi ludn c6 thé tha thit 16i [am cda nhitng nguwoi khac, va tham chi
tha thit cho ca sai s6t ctia cac cong ty nita (dac biét la khi ho biét c6 nhitng
nguoi thau hiéu, biét ly 1é, va day cam théng dang lam viéc & cong ty do).
Thach thitc chi xuat hién khi ban khéng dwoc chuan bi hodc thiéu linh hoat
trong viéc phan hoi khi mac sai lam va khung hoang xuat hién. Mién la ban
1ap trudc ké hoach dé cong khai va nhanh chéng néi 16i xin 16i khach hang,
ban c6 thé duy tri dugc danh tiéng manh mé cho thwong hiéu khi phéi doi
mat vGi bat c thach thitc nao trén mang xa hoi.
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17. MANG LAI NHUNG DIEU VUI
VE, BAT NGO VA THU VI MOT
CACH MANH ME, NHAT QUAN

Tai da tham duv mot cudc hoi thao kinh doanh vai thang trudc, va sau do

nhw thwong 1€, viét tweet vé mot vai diéu t6i da hoc dwgc qua budi hoi thao.
MGt trong nhitng nguwdi dan chuwong trinh gidi thiéu cudn sach can phai doc
Built to Last (Tam dich: Xay dung dé truong ton) cta tac gia Jim Collins.
To6i da tirng nghe noéi vé cudn sach nay trwdc day, va nhé sé mua cudn sach
trong khi nghe nguwoi dan chwong trinh chia sé, vi thé t6i da tweet, “T6i
muon tim hiéu vé cudn sach kinh doanh Xdy dung dé truong ton. Ba c6 ai
doc no6 chua?”

T6i nhan dugc mo6t vai phan hoi, nhwng phan hoi ma toi thich nhat 1a tw
Jeese Landry, mot ngwoi theo doi toi trén Twitter ma toi chwa tirng gap g0,
da dap lai, “T6i rat vui khi tang cho anh cudn sach ctia minh néu anh chwa
c6 mot ban.”

Khéng phai la “Mot cudn sach tuyét voi Dave a, anh nén doc né” hoac
tham chi la “T6i sé rat vui néu cho anh muwgn né.” Anh dé nghi chuyén né
cho t6i. To6i cam thay that hao hic va phan chan. T6i dap lai 1a minh khong
can nhan cudn sach ngay lap titc, nhwng rat biét on vi anh da tang sach cho
toi va cho anh ay dia chi ctia minh. Tat nhién la anh ay van gui chuyén phat
nhanh dén cho t6i. That la bat ngd nhan déi.

Toi xem ho so ca nhan ctia Jesse va nhan ra rang anh tirng la mét nha tw
van cho Administaff, m0t céng ty cung cap nguon nhan lwc cho nhitng
doanh nghiép quy m6 nho va trung binh. Jesse da khong dé nghi t6i lam
viéc vGi anh. Néu anh lam thé, chac han t6i sé cho la anh tang cuén sach
cho toi dé déi lai toi sé lam viéc véi anh. Thay vao dé, toi rat hdo hitc muon
xem anh da lam viéc gi dé kiém tién, dau tw vao cong ty cia anh va xac
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dinh xem liéu anh c6 thé cung cap nhitng dich vu ma t6i can vao mot ngay
nao do hay khong.

Jesse gtri cho toi cu6n sach va khong true ti€p nhan lai gi. Tat nhién gio
day sau nhiéu thang, t6i da kham pha dwgc tiém nang thué ngoai ngudn
nhan luwc cho Likeable Media. Rat tw nhién, t6i da tim dén Jesse va
Administaff dé tim cach gidi quyét cho van dé cua minh. Nhung Jesse
khong biét duwoc t6i da can nhac st dung cac dich vu cda anh khi anh gwri
cho t6i cudn sach. Thuyc ra anh chi gti n6 ma thoi.

Néu ban c6 thé tim ra dwgc nhitng cach thitc dé lam nhitng diéu nho bé
va don gian cho khach hang va cong dong truc tuyén cta minh, khién ho
cam thay bat ngd va vui vé, cung cap nhitng gia tri ngoai mong doi, hoac
khién khach hang mim cwdi, ban sé luon tré nén noi bat, dwgc khach hang
nhé dén va gianh chién thang trong kinh doanh. Néu truéc ky nguyén cta
mang xa hoi muc tieu quan trong la thu hut dugc su chu y, thi ngay nay trd
nén that no6i bat la muc tiéu hang dau, khi ngén tit c6 thé duwgc lan truyén
mot cach nhanh chong. Lam cach nao ban cé thé tré nén that dang chu y
trén mang xa hoi?

BAN DANG PUNG TRUOC CUOC
CANH TRANH

That tuyét khi don gian chi bang viéc thwc hién nhitng diéu co ban cua
truyén thong xa hoi dugc yéu thich, nhe lang nghe va phéan hoi nhitng binh
ludn cua moi ngudi vé ban trén Facebook bang sy ro rang va minh bach,
ban da vugt lén truede rat nhiéu cong ty khi st dung mang xa hoi. Nhung
cudi cung thi thé gidi nay va cudc canh tranh cia ban, sé theo sat va thau
hiéu truyén thong xa hoi la nhitng thong 1é tot nhat. Trén Facebook hién
nay, ban khéng chi canh tranh v&i nhitng doi tha thwe sy dé nhan dugc s
chi y, ma con dang canh tranh véi tat cd ban bé cua khach hang va cac
thwong hiéu ma ho két noi.
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Do do6 ban khong chi phdi tim ra cach gitip ban lam t6t hon ma con ca
cach khién ban tré nén khac biét. Cho dén bay gio, tat cd moi diéu ban da
doc dugc trong cudn sach nay la kha nang két hgp va diéu chinh nhitng tiéu
chuan cho thanh cong vuot tréi trén mang xa hoi. Nhung lam cach nao ban
c6 thé vugt qua ca ky vong? Ban c¢6 thé 1am nhitng viéc nho (va nhitng viéc
16n) ra sao dé ndi bat hon doi tha cia minh? Lam cach nao ban c6 thé st
dung mang xa hoi dé tréd nén khac biét, thyc sy tao nén dwgc cang nhiéu
khoanh khac bat ng@, thich tht cho khach hang cang t6t? Lam cach nao ban
c6 thé diéu chinh dwgc “su bat ngo va vui vé”?

Nhitng diéu nhé bé

Nhiéu khi nhitng diéu nhé bé lai c6 tdc dung nhat. Trong phan dau
chwong nay, Jesse chac chan khong can phéi chuyén phat nhanh cudn sach
cho t6i — trén thue té, téi hy vong rang anh c6 tinh toan vé diéu dé bdi 1é
chi riéeng phi chuyén phat thoi cling da dat hon gia tién cuén sach roi.
Nhung hanh dong nay that an twgng. Ban cé thé lam diéu gi dé khién khach
hang va khach hang tiém nang chd y? Biéu dé phu thudc rat nhiéu vao ban
chat dac trung cia doanh nghiép ban va cdng dong tric tuyén cua ban.

Mot diéu ban c6 thé lam la “lang nghe” nhitng cudc hoi thoai ma khong
nhat thiét phdi vé cong ty ban cling nhw dap lai nhitng cau héi khong truc
tiép nham muc tiéu vao sdn pham cua ban. Hay tré thanh mot phan cta cac
cudc hoi thoai va tham gia vao cong dong co6 lién quan dén cong ty hodc
nganh cua ban. Diéu nay rat dé thuyc hién trén Twitter, noi cac cudc hoi
thoai v&i nguoi la thwong xuyén dién ra nhw mot diéu tat yéu. Vi thé néu
gid nhw ban 1a mot cong ty bat dong san, ban c6 thé lang nghe nhitng ngudi
dang dat cau héi vé viéc vay von tra ng trong thi tran cta ban va tra 10i cac
cau hoéi bang nhitng dwong link dén nhitng bai viét hitu ich trén mang. Hodc
néu ban la ngwdi cung cap bira sang tai nha & dia phwong, ban cé thé lang
nghe moi ngwoi dat cau hoi vé nhitng dia diém di nghi tuyét voi va giGi
thiéu nhitng dia diém dep tir dong nghiép.
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Néu cung cap dwgc nhitng gia tri ngoai mong dgi cho moi ngwoi trén
Twitter va Facebook va khong ky vong dugc dap lai, thi ban c6 thé mang
dén nhitng khodnh khac gdy bat ngo va vui vé cho khach hang, tao nén
nhitng tac dong tich cyc cho cong viéc ctia ban. Nhitng diém nghi 1é ma
ban gidi thiéu cho moi nguoi trén Twitter sé dugc ho gigi thiéu lai cho
nguoi theo doi ctia minh. Hodc néu bai viét vé kiéu vay von ma ban cung
cap hitu ich d6i véi nguwdi chuan bi mua hang thi ho c6 thé nho ban gitup do
khi can mua nha.

Best Buy la cong ty 16n dau tién mang dén nhitng gia tri ngoai mong doi
trén Twitter bang cach trd 10i nhitng cau hoi cia moi ngwoi. N6 phat trién
“Twelpforce”, mot nhém gan mot nghin nhan vién dwgc dao tao dé dap lai
cac cau hdi cia moi nguoi trén Twitter vé nhitng san pham dién may. Khi
mot trong hang tram nhan vién khéng & ctra hang dé gitup do nhitng khach
hang thyc sy dén mua hang, thi ho c6 thé dang gitip d& nhitng khach hang
tiém nang trén mang — va tra 10i bat ¢t cau hdi nao vé cac san pham dién
mady, bao gom cd cac san pham khong dugc ban & Best Buy.

Nhirng viec 1on lao

DPac biét doi vdi cac t6 chirc 16n hon, nhitng diéu 16n lao nhw cac cudc
thi va chwong trinh nit tham tring thuwdng cé thé tao nén khoanh khac bat
ngo va vui vé danh cho nhitng ngudi tham gia va nhitng ngwoi chién thang.
Néu ban c6 thé tao ra cac cudc thi mang moi ngudi dén gan vdi thwong
hiéu cia minh hon hodc ctiing c6 moi lién hé tinh cdm, chiing sé tao nén
nhitng gia tri lau dai.

Franklin Sports, mot cong ty san xuat thiét bi thé duc thé thao hang dau,
duwgc biét dén vdi tw cach nha cung cap gang tay thi dau bong chay chinh
thitc cho Gidi Bong chay Nha nghé My (MLB). Mac du gang tay bong chay
va nhitng vat dung phuc vu cho thi dau béng chay khac ctia céng ty nay da
dugc st dung béi hang triéu nguwdi My, nhung it ai biét rang trang nguoi
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ham mo dau tién cta né xuat phat véi so lwgng ngwdi ham mo it éi, chi c6
1.900 nguwoi ham mo qua 5 thang bat dau st dung Facebook.

Vao thang Chin nam 2010, Franklin da tan dung méi quan hé véi MLB
va dwa ra thach thitc danh cho ngwdi ham mo: néu trang c6 duwge 10.000
nguwoi ham mo trong hai tuan ti€p theo, Franklin sé tang cap vé xem thi dau
cho m6t ngwdi ham md may man. Mdc du do khong phai 1a gidi thudng
khién ai cling mudn tham gia, nhung do la gidi thuwdng gia tri va xing dang,
ddc biét doi vai nhitng nguwoi ham mo bong chay cudng nhiét trong cong
dong. Hang tram nguwdi ham mo bat dau ggi y like trang nay cho ban bé cua
ho, va chi trong vong hai tuan, Franklin da gia tang so lwgt nguoi like gap
nam lan, 1én dén 10.000 nguwoi. Hang da tang cap vé xem thi dau cho mot
nguwoi ham moé nhiét tinh nhat, va gdy dung dwgc mot cong dong tran day
nang luong.

Cisco, doanh nghiép hang dau thé gigi vé mang ludi, 1a mot cong ty cong
nghé khong 16, da nhan ra tam quan trong cua viéc khién khach hang vui vé
thong qua mang xa hoi. N6 dang tim ra nhitng cach thitc dé tich hgp mang
xa hoi vao nhitng thong lé kinh doanh ctua minh. Petra Neiger, mot nha
quan ly truyén thong marketing & Cisco, ndi véi toi:

Chung t6i tin rang can phéi cé cam két trén nhiéu cap do; ti viéc chia sé
thong tin cho dén trao dobi, va tim ra nhitng cach thitc dé khuyén khich,
truyén cam hitng va nudi dudng khach hang va doi tac caa ching t6i. Moi
tiép can déu c6 muc dich riéng. Vi du nhw, sy khuyén khich thong qua
nhitng dé xuat va chwong trinh rit tham tring thwdng dac biét c6 thé gia
tang su lan truyén, dan dén doanh s6 cao hon, hodc gia tang su thu hat va
tham gia cung voOi nhan hiéu cua ban. Cac chuong trinh rit tham trang
thuong trén Facebook cua chung toi la nhitng vi du tuyét voi. Sy gido duc,
néu duwgc thyc hién diung dan, sé gitp dwa nhitng mdi quan hé vGi khach
hang va nhitng ngwdi anh hwdng 1én dén cap do tiép theo, bién ho tré thanh
dai st cua ban hodc tr@ thanh mot nhém khach hang ly twong. Cac dai s
thwong hiéu ctia ching t6i la nhitng nguwdi ung ho trung thanh, lan truyén
ngon tr, bat dau va tham gia vao nhitng cudc hoi thoai gan lién véi Cisco,
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diéu chinh nhitng thong tin khong ding dan, hodc thdm chi mang dén
nhitng thong tin quan trong. Nhitng no lwc gay thu hiut cta ching toi tw
tredc dén nay da gidp thu hit dwgc sy hiéu biét cta khach hang va mang
dén cho Cisco nhitng co hdi mdi.

Cisco da thau hiéu dugc nhu cau két hop nhitng chién thuat 16n nho
trong nén tang truyén thong xa hdi ctia minh, ludn tap trung vao viéc tang
cwong nhitng moi quan hé véi khach hang va doi tdc bang viéc lam noi bat
va cung cap thém nhitng gia tri khac. Cisco cling thyc hién mot diéu khac
biét so v&i bat ky cong ty nao khac toi tirng nhin thay trén mang xa hoi: véi
trang nguwoi ham mo page Cisco Networking Academy trén Facebook
(Facebook.com/CiscoNetworkingAcademy), cong ty lwa chon khach hang
trd thanh quan tri ctia trang, hay xét vé ban chat la trao quyén kiém soat noi
dung cua hon 175.000 nguwdi ham mo cung danh tiéng ctia nhan hiéu Cisco
cho khach hang. Mac du day ro rang la mot diéu day rui ro, dac biét la doi
véi mot cong ty ¢6 quy mé nhw Cisco, nhung dén nay n6é da chitng minh
duwgc hiéu qua. Cong ty khong chi khién cac nhém khach hang thich tha tin
twong vao danh tiéng ctia thuwong hiéu, ma con khai thac dwgc nhitng nguén
lyc khong nghi dén (khach hang!) dé chia sé cong viéc quan tri cong dong.

KHI MOI NGUOI GIANH CHIEN
THANG, BAN CUNG SE GIANH
CHIEN THANG: CHIA SE CAC GIAI
THUONG VI SU PHAT TRIEN CONG
PONG

Cac cudc thi va rit tham trung thuwdng chac chan sé tao dugce sw vui vé,
héo hitc, nhung khong gi bang cac co hoi dugc chia déu cho tat ca khan gia
chién thang. Co hdi duogc chia sé cé thé khuyén khich toan bd trang ham
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mo cung no lwc quang ba vi s tang truedng va phat trién chung cia cong
dong. Lan dau tién, Likeable Media chitng kién dugc diéu nay la vdi trang
Cumberland Farms Chill Zone nhw da dé cap dén ¢ chwong 7 va chwong
13. Cumberland Farms mu6n thu hit niém dam mé cuia thanh thiéu nién &
New England danh cho san pham d6 udéng Chill Zone cta n6. St dung
quang cao trén mang xa hoi Facebook, tiép can nhém, va qua tang Chill
Zone hang tuan, trang Chill Zone trén Facebook da phat trién va dat mitc
hon 10.000 nguwdi ham mo ngay trong thang dau tién. Pé thic day va
khuyén khich ngudi ham mo chia sé trang ngwoi hAm mo vdéi nhitng nguoi
khac, n6 dwa ra mot thw thach: Giup ching toi c6 duge 50.000 nguwoi ham
mo vao ngay 21 thang Tam nam 2009, ching t6i sé t6 chitc mot “Ngay
dung d6 Chill Zone mién phi”.

Chuwa dén ba thang sau khi ra mat, s6 lwgng nguwdi ham mo da vuot qua
muc tiéu them hon 20.000 nguoi.

SO lwong nguwdi ham mo tham gia vao cong dong qua thuc rat an twgng,
nhung tinh cdm ctia moi ngwoi trong cong dong tham chi con an twgng hon.
Moi nguoi da dang len nhitng dong cap nhat nhw, “T6i vita moi toan bo
moi nguoi trong truong minh tréd thanh ngwoi ham mo,” va “Toi sé khong
nghi ngoi cho dén khi chiing ta c6 duge 50.000 ngwdi ham mo. Chill Zone
that tuyét voi!”
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Hinh 17.3.

Quéng céo vé san pham mién phi
cta Chill Zone

Két qua ban hang cling rat tuyét voi: Ngay 5 thang Sau nam 2009 la ngay
dung d6 udng Chill Zone mién phi dau tién vdi hon 27.000 san pham dugc
stt dung so vG@i nhitng nam triedc. Ngay dung do uéng Chill Zone mién phi
lan thit hai dién ra vao thang Tam da tang doanh so 1én 23% so v@i ngay
thit Sdu trwdc do, va tang 50% so véi tong doanh s6 truc ti€p thu tw
Facebook.

KET HOP KY THUAT TU BDONG VOI
XUC GIAC CUA CON NGUOI

Co6 rat nhiéu cong cu quan ly nhom 1én nhitng ngwdi yéu thich, nhitng
nguoi theo déi nhung khong gi thay thé duge con ngwoi, nhan t6 dugce ca
nhan hoéa cuda truyén thong xa hdi. Cac quang cdo trén mang xa hoi, cudc
thi, ing ho, tang qua va rat tham tring thwdng c6 thé khién hang nghin
hodc tham chi hang triéu khach hang cam thay vui vé, phan chan. Nhung
liéu mot phan hoi ca nhan, doc nhat vo nhi tir mot ngwdi tai mot cong ty 16n
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c6 thue sy khién ban bat ngd thich thi hon mot cudc thi tuyét voi nhat chwa
ting co hay khong?

Nhirng 101 dac biét tao nén nhirng tac
dong dac biet

Doi khi, viéc cong khai cong nhan du dé gay ngac nhién thich tha va lam
nén mot ngay dang nhd doi véi moi ngudi. Social Media Examiner, mét
blog hang dau vé mang xa hdi danh cho doanh nghiép nho, da phat trién
dwgce hon 25.000 ngwoi ham mo chi trong vong chwa dén mdt ndm ma
khong phdi ton bat c chi phi quang cdo nao. Poi ngii nhan vién cta blog
nay da lam nhitng viéc can thiét, nhw dap lai bat ct cau hoi hodc 16i binh
luan nao, va chia sé nhitng noi dung gia tri. Nhung cong ty khac cac doi tha
ctia minh & viéc cong khai c6ng nhan va cam on titng ngudi trong s6 1.000
nguoi ham mo. Do do khi Social Media Examiner c6 5.000 ngwdi ham mo,
né thong bdo nguwdi ham mo thir 5.000 vGi toan bo cong déng — sau do tiép
tuc lam vay véi ngwoi ham mo thtt 6.000, cling nhw nguoi thr 30.000.
Gidng nhu chuong trinh quéng céo tri an khach hang thit mét triéu cia mot
cong ty hay ctra hang — ngoai trir viéc ngudi ham md khong nhan dugce bat
c sy cong nhan qua mifc nao ngoai mot 10i cdAm on mang tinh ca nhan.
Mac du vay, viéc dwgc cong nhan giita hang nghin ngwoi van rat dac biét,
va day dugc xem nht mét noi nhac nhé khéo 1éo vé sy phat trién ctia cong
dong véi nhitng ngwoi ham ma.

Crowdrise, cong dong quyén gop gay quy truc tuyén dwgc sang lap béi
dién vién va nha tir thién Edward Norton, st dung Twitter dé caAm on moi
nguoi vi bai dang, s quyén gop ung ho va su tham gia ctia ho. Cong dong
hiém khi quyén gép mdi, poster va do so mi dé lam tw thién. Quyén gop cho
nhitng muc dich gia tri dé nhan dugc mot dong tweet nhw, “Chiic ban mot
ngay tot lanh” hodac “Hy vong rang ban sé c6 mot ngay tuyét nhat nhw chwa
titng c6 trede day.” Du ban c6 mot ngay nhw thé nao, chac chan, ban van sé
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mim cuwoi néu két thiic mét ngay bang viéc nhan dwge mot dong tweet nhw
vay. Va chac han ban sé ké chuyén nay véi mot vai ngudi ban.

Nhitng cudc hoi thoai bat ngo vadi bao
cao su — tot hon hay té hon

S& Y té Thanh phé New York muodn tao ti€ng vang xung quang chién
dich “NYC Condom” (Bao cao su NYC) vao cubéi nam 2009. NYC
Condom la “thwong hiéu bao cao su dwong phod dau tién” ¢ My. Chuong
trinh phat tdng hon 10 triéu bao cao su mién phi hang nam cua chinh phu
v6i no luc quang ba phat dong tinh duc an toan khap thanh pho New York.

S& Y té mudn st dung Twitter dé gay bat ngd cho nhitng nguwoi dan New
York va khién ho dirng lai tréc khi hanh dong ngu ngéc. Do dé no tao lap
mot tai khodn Twitter (Twitter.com/NY Ccondom), viét tweet stt dung giong
diéu ctia mot chi€c bao cao su. Hang dém no6 tién hanh cac cudc tim kiém
nhitng ngudi dang noi vé viéc di tiec dém trén Twitter, va nhitng nguwdi dan
New York, dua trén cac cudc hoi thoai cta ho, S& Y té biét rang ho c6 thé
can mot chiéc bao cao su — tim kiém nhitng ttt kh6a nhu “mang thai”, “tim
ban” va “md tiéc suot dém”.

Sau do, tai khoan Twitter sé phan hoi lai moi ngwdi hang t6i v4i nhitng
dong tweet hai hudc tir chi€c bao cao su nhu:

“Chon t6i di, roi toi sé bao vé ban.”
“Pung ra khoi nha ma khong mang theo t6i bén minh.”
“Néu ban can, hay chac chan rang st dung t6i dém nay.”
“Qua dém bén ngoai & New York w? Hay chon t6i, t6i rat ‘dé dai’.”

Moi nguoi khong chi ngac nhién, ma con bi chodng vang. Pa phan ho
deéu phan hoi lai va thé hién thai d6 rat ngac nhién, bat ngd nhwng thich thu
vi da c6 mot “cudc doi thoai tryc ti€p” ngoai mong dgi véi mot chiéc bao
cao su. Mot s6 ngwoi st dung Twitter thuc sw cho biét sé dung mot chiéc
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bao cao su NYC Condom va "cam on" chiéc bao cao su vi da nhac nhé.
Nhitng ngudi khac chia sé s hom hinh va hiéu biét cia S¢ Y té bang cach
tai tweet cia @N'Y Ccondom.

Mot so it ngwoi lai cdm thay bat ngd theo mét cach toi té. Cudc doi thoai
trén Twitter dién ra cong khai, nhwng khi mot co quan chinh phu stt dung
mot tai khoan Twitter dé tweet lai, n6 nhac nhé ho rang ho dang noi chuyén
trén mang vGi nhitng ca nhan thic sy vé viéc quan hé tinh duc, va né dan
dén mot cam giac thiéu thoai mai. Mdc du vay, chién dich van tao 1ap tiéng
vang ngay mot tang, gay ngac nhién cho rat nhiéu ngwoi dan New York
trong nhom khéan gid muc tiéu cia S& Y té, va tac dong dén hanh vi cua
mot sO ngwoi. Viéc “bao cao su viét tweet” tham chi da c6 thé citu séng
nhiéu nguoi.

HAY HANH DONG!

1. Phat trién mot chién lwge vé cach thirc ban c6 thé viegt qua nhitng trai
nghiém cua khach hang trén mang xa hdi dé gay bat ngd va khién ho
vui vé. Dé bat dau, hdy viét ra nam diéu ma ban, vdi tw cach mot
khach hang, sé bi ngac nhién theo mdt cach tich cuc, bang nhitng hanh
dong cua cong ty ban.

2. Xac dinh nguén ngan quy ban cé danh cho quing céo, cac cudc thi,
tang thwong va chuwong trinh rit tham tring thuong trén Facebook va
Twitter. Dya vao san pham va dich vu cuia ban, quyét dinh diéu ban c6
thé tang cho bat ky ai thich ban hodc tat ca nhitng nguwdi thich trang
cua ban néu ban dat duwgc mot moc nao do.

3. Tao nén mot ké hoach truyén thong trén mang xa hoi bao gom ngoén
nglt doc nhit vé viéc noéi chuyén véi khach hang hién tai va khach
hang tiém nang ctia ban. Mot cau n6i doc nhat cling c6 thé khién ban
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tré nén khac biét, khién moi nguwdi mim cwoi — va khuyén khich moi
nguoi néi vé ban va san pham ciing nhw dich vu cta ban.

TAO NEN SU BAT NGO, TANG
CUONG SU PHAT TRIEN

Lam thé nao ban c6 thé xay dwng nhitng hé thong va quy trinh khién cho
moi ngwdi mim cuwdi, trong khi van tao dwgc sy bat ngo? Lam cach nao ban
c6 thé khuyén khich mot nén van héa doi thoai phan biét ban véi ngay mot
hay nhiéu hon nhitng doi tha trén mang xa hdi? Néu ban thuc sy tang
thwdng cho tit ca nguwdi ham md va theo doi minh, ban sé c6 thé truyén
nang lvong cho mot nhém 16n nhitng ngwoi ung ho thwong hiéu cua ban
trén mang. Hay nhat quan vé y nghia cia n6 dé mang dén gia tri va khién
khach hang hién tai cling nhw khach hang tiém nang cua ban vui vé, va ho
sé khong chi nhd dén ban khi can ban ma con gi6i thiéu ban cho nhitng
nguoi can dén ban nita.
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18. PUNG BAN, HAY THU HUT
KHACH HANG BANG SU DON GIAN
VA HAP DAN

Bé la mot ngay dau thang Mudi hai nam 2009, vo chong t6i dang ngoi
bén nhau trén chiéc ghé di vang, truy cap vao mang xa héi bang laptop, nhw
bat ¢t cap do6i hanh phiic nao khac. Carrie dang nhap vao Facebook, trong
lic xem nhitng cap nhat mdi nhat ctia ban bé va cac trang ma c6 ay Like, c6
nhin thdy chiéc khan quang c6 méi tir Limited “giong nhw chiéc khan ma
ngwoi dan chwong trinh noi tiéng Oprah Mifrey da quang”. Carrie thay cap
nhat nay rat thu vi vi thé c6 dy da click vao dé va ngay lap titc, “chiéc gio
mua sam” xuat hién véi nhitng lwa chon mua chiéc khan véi da cac mau.

Tuy nhién mot diéu kha khac biét so nhitng chi€c gio mua sam truc tuyén
khac ma c6 ay hodc t6i da ting click vao trwedc day dé la chiéc gié ¢ trong
phan news feed ctia Facebook chit khong phai trén website ctia Limited.
Hon ca sy to mo (mdc du chiéc khan rat dep, va thuc té€ né da xuat hién
cung Oprah), Carrie da click qua toan bd quy trinh mua hang, cudi cung
truy cap dugc vao thé tin dung mot cach bdo mat va mua dugce chiéc khan
ma khong phai roi khéi Facebook. Hai ngay sau, chi€c khan duwgc chuyén
dén nha chuing t6i, khong phai truedc khi vo toi chia sé v4i hang tram ban be
trén Facebook rang viéc mua mot chi€c khan dep nhw thé don gidn mitc
nao.

Carrie da mua chiéc khan tit Limited, nhung né khéng duwgc ban cho co6
ay. Tai mot trong nhitng cudc giao dich kinh doanh dau tién lién quan dén
nhitng vat dung thuc t€ trén nén tang Facebook, Limited da tao nén mot
quy trinh minh bach va thu hut hang nghin ngwoi ham mo cua minh. The
Limited da tao ra mot 'ng dung ma qua dé khach hang cé thé chon va mua
hang héa ma khong can phai roi khéi Facebook, tir d6 gay dung dwgc niém
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tin trong cong dong nguwdi hdam mo qua vai thang, va thé hién sy dang tin
cdy khi dé cdp dén “The Oprah Winfrey Show”. Tat ca nhiing khia canh
nay da duoc thém vao mang dén cho Limited co hoi chuyén kénh mang xa
héi sang mot kénh ban hang, va thu vé hang nghin do-la doanh thu titc thi.

BAN HANG KHONG PHAI LA MOT
TU XAU, NHUNG HAY KHIEN NO
PON GIAN VA DE DANG

Facebook va cac mang xa hdéi khac da tang tredng va phat trién mot cach
nhanh chéng chi trong vai nam ngan ngui, va theo dinh nghia, chiing la
nhitng kénh xa hoi co ban, chit khong phai la nhitng kénh ban hang.

Tuy nhién, diéu d6 khong c6 nghia la ban khong thé st dung Facebook
dé ban hang, tiép thi hoac phat trién céng viéc kinh doanh tryc tiép. N6
cling khong cé nghia la hau hét moi ngwdi trén Facebook hodc mang xa hoi
khac & d6 dé két noi véi nguwdi khac chi khong phai dé mua hang. Dé
chuyén mot kénh mang xa hoi thanh mot kénh ban hang hiéu qud, ban phai
khién quy trinh mua hang cang d& ton sitc va cang thodi mai, don gian cang
tot. Ban cling phai theo doi can than: néu thic ddy qua mc dé ban hang
hodc tiép thi, ban sé lam x6i mon niém tin va kha nang dwgc yéu thich ma
ban da phai rat vat va mdi cé duoc.

Cau héi 16n trong tam tri cia moi ngwdi lam marketing d6 la lam cach
nao kiém dugc tién tr viéc stt dung mang xa hoi. Ban sé thue sw nhan lai
dwgc diéu gi ti viéc dau tu tat ca thoi gian va tién bac vao khong gian nay?
Tat nhién la ty suat 1gi nhuan trén vén dau tw ROI dén tir rat nhiéu hinh
thitc: danh tiéng va sy tin nhiém cda thwong hiéu, long trung thanh duoc
tich lily va tan suat mua hang thwong xuyén, nhitng 10i gidi thiéu gia tang
va cat gidam quang cdo... Vay con doanh so tryc tiép thi sao? Cau tra 10i 13,
néu ban theo doi tat ca nhitng chién lwge dugce gidi thiéu tir chwong 1 dén
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chwong 17 cia cu6n sach, thi ban hang trén Facebook ciing la mdt quy trinh
kha hiéu qua. Tuy nhién, hay thiét 1ap quy trinh ban hang cang don gian, dé
dang, hai huwdc va dé chia sé cang tot, va khong dwoc ty dé cao thai qua.

Xem xét tinh hudng sau: Néu ban cam két v&i khach hang tiém nang trén
mang, sé hitu mét san pham hodc dich vu tuyét voi, nham muc tiéu dén
nhitng nguwdi thich hgp, va khién viéc mua san pham do6 tré nén that hap
dan, thi sau d6 ban khong thire sy phai ban bat cit thit gi ca. Ban hang va
marketing thwong 1a nhitng trdi nghiém gay phién toai, khong dugc mong
muon, mac du ban hang dang 1é nén dugc coi la mot trai nghiém tha vi, b
ich va tham chi vui vé. Do d6 ban c6 thé lam gi dé tao ra dugc nhitng co
hoi mua hang co6 tinh xa hoi thay vi cac co hoi ban hang va marketing?

Co6 mot s6 cach true tiép ban san pham va dich vu cia ban thong qua cac
trang mang xa hdi. Du6i day la mét so vi du cac tng dung Facebook sé
gitup ban lam dwgc diéu do!

Ung
Website Uu diém

dung

8thBridge 8thbridge.com Dé st dung, tao co hdi cho ca nhan tham gia: tao nén
mot nén tang thwong mai dién t& cia ban

Payvment Payvment.com/ facebook Ra mat mot quay hang trén trang Facebook ctia ban

Shop Tab ShopTab.net Thiét 1ap mot ctra hang trén Facebook mot cach dé dang,
nhanh chéng va khong dat do

Shoutlet  Shoutlet.com Xay dung, thu hiat va do lwong truyén thong xa hoi cta

ban trén mdt nén tang
Show & NorthSocial.com/store/show- Chuyén trang Facebook ctia ban thanh mot cita hang

Sell sell

Liru tam dén cac ng dung
Quan trong nhat, ban can tap trung vao cong nghé xung quanh quy trinh
mua hang. Quy trinh mua hang cang dé dang va don gian bao nhiéu, nhirng
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ngwoi ham mo, nguwoi theo doi va nguwoi st dung cang dé trd thanh khach
hang ctia ban bay nhiéu. Tao 1ap hodc ca nhan héa mot ng dung don gidn
nhung cé chiic nang cao trén Facebook, iPhone hodc di dong. BDam béo
rang ban c6 mot gid mua hang dé st dung trén trang Facebook hodc
website. Ddi vdi nhitng ngwdi khong c6 thién hwéng hay kha nang st dung
cong nghé (vi du nhw bac sy, luat sw hodc nhan vién ké toan chwa tirng st
dung dich vu “gié mua hang”), hdy dam bdo rang ban cé nhitng nhan vién
tot nhat, than thién nhat trd 161 dién thoai va chao dén khach hang twr ctra.

Quy trinh mua hang cta ban cang tré@ nén nhuan nhuyén va tron tru bao
nhiéu, ban cang tao ra dwgc nhiéu doanh s6 cling nhu tiéng vang cho cac co
h6i mua hang trong twong lai bay nhiéu.

TWEET c6 phuc vu ban hang hay khong

O Likeable Media, chtng t6i khuyén cac khach hang ctia minh tuan tha
mot loat tém tat ngan gon vé cac chi dan khi st dung Twitter, dwa trén
nhitng tir vGi cac chit cai dau tao thanh TWEET:

» Trust-building (Xay dung su tin cdy): Xay dung cac moi quan hé

* Wisdom (Hiéu biét): Hoc héi tir cac nha lanh dao nganh va khach
hang ctuia ban

» Ears open (Lang nghe): Lang nghe cudc déi thoai

o Establish your brand (Thiét lap thwong hiéu): Tao nén mot sy hién
dién manh mé

» Teach the world about what you do (Cho thé gigi biét ban lam gi)

Tat nhién, khong c6 diéu gi trong tir ghép dé nhé nay lién quan dén ban

hang. Tham chi cling khong cé thong tin gi vé marketing. Nhung néu ban

biét lang nghe, hoc hoi va xay dung dwgc niém tin v6i nhitng ngudi thich
hop, cling nhu thiét 1ap dugc thuwong hiéu ctia minh véi nén tang nguwdi ham
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mo thich hgp, ding dan, va chia sé diéu ma ban va t6 chitc ctia minh dang
lam, ban sé khong can phai ban bat ctt diéu gi. Moi ngwoi biét vé san pham
va dich vu cua ban, va sé dén véi ban khi ho san sang mua hang. Cang it va
cham va xich mich trong qua trinh mua hang, cang don gian va ro rang khi
kiém tra qua trinh dat hang, khach hang ctia ban sé cang hai long.

Cudi cung, ban van phai dam bao rang nguwoi ham mo va ngudi theo doi
cta ban biét ban lam gi hodc ban gi ciing nhw tao cho khach hang co hoi
mua hang. Ban c6 thé la cong ty thu hut nhat, ro rang va minh bach nhat,
trach nhiém va chu ddo nhat trén thé gigi, nhung néu ban khong cho moi
nguoi biét ban ban gi, va khong “khai tdm m& nhan” cho hog, cho ho biét
cach thivc mua hang, ban sé khong thé t6i wu héa sy hién dién cua minh
trén cac mang xa hoi.

CHIEC PHEU BAN HANG CUA
FACEBOOK BAO GOM CA DOANH
SO

Chiéc phéu ban hang truyén thong bao gom nhan thitc, y dinh, khdi s
hanh dong va sau d6 mua hang. Facebook hodc phéu ban hang trén mang
xd hoi van bao gom buwdc mua hang. Pau tién, ban can tao ra dwgc nhan
thitc va thu hiat duge Like. Sau dd, ban dan khach hang tiém nang di qua
mot loat twong tac, thu hit va mang dén cho ho nhitng néi dung hap dan,
mang tinh gido duc va c6 gia tri. Khi khach hang san sang mua hang, mién
la ban cung cdp cho ho cach thitc mua hang ro rang, don gian, thi qua trinh
mua ban sé dan duwgc hinh thanh.
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Facebook Marketing

Nhan thuc
‘-—-________#-

Gido duc
Il-'-'_'—I_#

Doanh sd

Cam két
— e ———

Puoc
yéu mén
e —————————
Lap lai
cam két

Hinh 18.1. Phéu ban hang clia Facebook

Phan t6t nhat cta phéu ban hang trén Facebook, khi so sanh vGi phéu ban
hang truyén thong, dé la khong c6 diém két thic cho bat ky cudc mua ban
nao. Khach hang, van la mot nguoi Like trang ctia ban, két n6i vinh vién
voi ban, trv khi ho “Unlike” ban (khong con thich ban nita). Do do sau
cudc mua ban, ban van c6 thé két noi véi khach hang, mang dén cho ho gia
tri ngoai viéc tric ti€p mua san pham cta ban. Gitr lién lac vGi khach hang
trén mang xa hoi sau mot cudc mua ban ban dau ciling sé mang dén cho ban
mot 1gi thé mdi khong 16 — sitc manh ctia viéc tan dung biéu do xa hdi caa
khach hang ctia ban va gigi thiéu ban v@i ban bé va ngudi theo doi cta ho.
Madc du qua trinh ban hang trén Facebook ro rang la mot hanh trinh dai,
nhung né van thic ddy mua hang thwong xuyén hon va gia tang nhan thirc
cua ban vGi cac mang luwéi ban be va nguoi theo doi cua khach hang.
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SU DUNG MANG XA HOI VA QUAN
LY HANG TON KHO BE BAN HANG

Khi ban c6 mot nguon hang lwu kho vwgt mirc va can ban né nhanh
chong v6i mite gia chiét khau, khong c6 cach nao nhanh chéng va hiéu qua
hon qua mang xa hoi. Cac nganh hang khong, kinh doanh khach san, nha
hat 1a cac vi du vé nhitng nganh céng nghiép c6 thé dac biét thu 1gi ti viéc
stt dung mang xa hoi, nhat la lic tredc khi may bay cat canh, cac phong da
dwgc dat cho, hoac birc man san khau dwge vén lén. Nhin chung, bat cw&
cong ty hodc doanh nghiép nao ciing c6 thé thu lgi tir viéc quan ly hang ton
kho than trong, diéu chinh va kiém soat gia ca, cling nhv phan phéi, tan
dung duwgc cong dong mang xa hoi 16n ma ho tham gia.

Dell ban hang trén Twitter v6i nhitng keét
qua “dang duoc yeu thich”

Dell 1a cong ty dat dugc nhitng thanh cong 16n nhdt nho vao viéc st
dung Twitter dé ban hang Iwu kho. Thong qua tai khodn Twitter
@DellOutlet, véi hon 1,5 triéu ngwoi theo doi, Dell da ban dugc hon 7 trieu
do6-la gia tri mdy tinh dwoc tan trang lai va nhitng thiét bi dién ti khac.

Dell da lam nhuv thé nao? Khi c6 lwgng hang ton kho vugt mire, Dell phai
chiét khau manh lwgng hang nay, sau dé chia sé trén Twitter véi mot dwong
link mua sdn pham. DPiéu nay tao nén doanh s6 tic thi dong thdi khién
khach hang lan truyén vdi nhau vé nhitng thuwong vu mua ban hdi nay. Doi
lai, nhiéu nguoi st dung Twitter tré thanh nhitng nguwdi theo doi ctia Dell,
va do do, cac co hoi ban hang mdi xuat hién khi cong ty chia sé 16i chao
hang tiép theo.

Ban da bao gi¢ ty hoi tai sao mua vé may bay vao sat gio bay lai dat hon
thay vi ré hon chwa? Nhitng ngudi mua vé may bay vao nhitng phit cudi
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vira phdi trd mot gia tién riéng lai vira bi budc phai ngoi theo sy sap dat,
dan dén rat nhiéu cho trong hodc chuyén bay vang khach. JetBlue la hang
hang khong dau tién gidi quyét dwgc van dé “ghé trong” nhd vao viéc st
dung mang xa hoi. Hang tao tai khoan @JetBlueCheeps, mot tai khoan
Twitter danh riéng dé chia sé s6 lwgng c6 han nhitng vé thira, danh cho
nhitng nguwdi mua vé vao nhitng phiit cu6i trwdc gio bay. Mac du kiém duwgc
tir 39 dén 89 dob-la tién vé khong phai la mot mic doanh thu dang ké doi
vdi JetBlue, nhung thé con hon 1a viéc may bay cat canh véi rat nhiéu ghé
trong. Cac khach hang c6 thé linh hoat khi doi chd nhitng 16i chao mai hap
dan nay trén Twitter va tan dung ching.

Ban c6 hang ton kho c6 thé duwgc chiét khdu cao mot cach nhanh chéng
khong? Hay nhé rang, ngoai viéc mang lai doanh sé titc thi, ban sé c6 1gi
thé trong viéc tao dwoc tiéng vang trén mot phwong tién ma nhitng ngén tr
duwgc lan truyén rat nhanh chong. Ban cling tao ra duwgc doanh thu va co
dwoc nhitng khach hang mai.

GROUPON VA MO HINH NHOM
MUA HOAT BPONG HIEU QUA
BANG CACH NAQ?

Groupon, nhw da dé cap trong chwong 11, va nhiéu trang web khac hoat
dong bang cach mang dén cho khach hang nhitng 16i chao mai gia tri trong
mot cudc mua ban 4o chi ban hang néu cé dua ngwdi mua hang méi lan. M6
hinh nay don gian la dwa ra nhitng mirc chiét khau manh doéi lai nham dam
bdo s0 lwgng nguwdi mua hang, st dung email va cac cong cu mang xa hoi
dé chac chan rang ngon tir sé nhanh chéong dwoc lan truyén vé nhitng théa
thuan mua ban dé. Groupon da hét sttc thanh cong khi lam viéc vdi cac nha
hang dia phwong va cac spa thoi gian ngoai gio cao diém va tham chi cé
dugc doanh s6 ban triyc tuyén khong 16 cho nhitng thwong hiéu 16n nhw
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Gap. Hay chu y rang n6 khong chi ban hang, ma hon thé con tao ra dong
lyc thu hut khach hang mua hang.

Van dé doi vdi nhitng ngudi lam marketing va chi s& hitu doanh nghiép
la Groupon c6 dwgc phan tram doanh sO tt nhitng vat dung duwogc chiét
khau, lam gidm doanh thu tryc ti€p cua céng ty tir thwong vu dau tw. M6
hinh ctia Groupon nhan 50% ctia 50% san pham hoac dich vu giam gia, két
qua la cong ty chi nhan dugc 25 xu cho moi do-la ban hang lwu kho. Tuy
nhién doanh thu tang thém, két hgp vGi danh tiéng duwgc ciing cd vé nhitng
giao dich 16n, nho d6 gianh dwoc thém nhiéu khach hang, da dé nhiéu to
chitc thu lgi. Nhung d6i véi mot sé cong ty, thach thire dé la cach tinh toan
doanh thu trong cac giao dich cia Groupon khé c6 thé thu vé 1gi nhuan cho
cong ty khach hang déi tac ctia né.

Vi vay, hdy xdy dwng cong ty ctia ban da 16n, nhd d6 ban c6 thé cho
phép nhém mua hang théng qua co sé dit liéu cta ban va loai bé bat cit nha
trung gian tiém nang nao. St dung mé hinh ban hang nhém va dé xuat ban
hang tryc ti€p cho khach hang. Ban c6 thé st dung e-mail, Facebook,
Twitter hay bat c co s& dit liéu nao khac dé tao ra nhitng 10i chao hang.
Mién la ban c6 thé xay dung dwgc mot khong gian da 16n bao gom nhitng
nguoi tim kiém san pham tiém nang, sau do cho phép ho mua hang ttr ban,
thi ban c6 thé thu lgi ti* viéc mua hang theo nhém. Wildfire Interactive
(Wildfireapp.com) da thyc hién mét tng dung “Nhém Mua hang” kha tén
kém nhuwng dé dang cai dat trén trang Facebook ctia ban. T4t nhién, ban van
phai xay dung duwgc doi twong khan gia dé tham gia vao giao dich.

CO HOI MUA HANG + NHUNG CAP
NHAT HAP DAN TREN FACEBOOK
= DOANH SO LLON HON
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Néu muc tiéu cta “cudc choi mang xa hoi” la tao ra ndi dung thu hat, c6
gia tri, dugc yéu thich va mang dén nhitng trai nghiém cho cong dong cua
ban, con muc tiéu cua “cudc choi kinh doanh” la tao ra nhitng co hoi mua
hang hap dan cho khach hang tiém nang, thi ban hay can nhac két hop hai
muc tiéu trén qua mot cap nhat trén Facebook. Gia s, ban chiu trach nhiém
trong viéc tiép thi va ban giay. Mot cap nhat thu hit cdng dong cia ban trén
Facebook c6 thé c6 ndi dung nhu sau: “Ban nghi sao vé c& giay pho bién
nhat cta phu ni* M§?” va mot cap nhat ban hang thu hit sé nhuw sau: “Hay
nhap chuot vao day dé tham gia chwong trinh khuyén mai 1én t&i 50% cho
san pham giay dép méi (kéem duong dan).”

Hay nh¢ la thuat todn news feed ctia Facebook va nhitng cap nhat nhw
vay can phdi tao ra dugc nhitng 10i binh luan va “Like” dé duy tri vi tri
hang dau trong thong tin cap nhat mdi cia moi ngwdi. Do d6 dé nguoi st
dung cé thé nhin thay 10i chao hang khuyén mai giam gia 50%, noi dung
ctia ban sé phai xudt hién trong nhitng news feed hang dau trén trang chua
Facebook cua nguoi stt dung. Chao hang cong khai trén Facebook khong
nhitng khéng mang lai doanh s6, ma con khién moi nguwdi “Unlike” hodc
khong theo doi cap nhat mdi cta ban nita. Do d6 hay co gang két hgp hai
muc tiéu dé tao ra mot vién canh ven ca doi dwong: “Ban nghi sao vé c@
giay trung binh ctia phu ni* M§? Sau d6, hay nhap chudt vao dwong link sau
day dé tim ra cau tra 10i, va tham gia chwong tinh khuyén mai giam gia
50% cho san pham giay dép mdi.”

Bang viéc thu hit cong dong cua minh, ban dang tao ra gia tri va téi wu
héa cap nhat méi cta ngudi st dung Facebook. Két hgp diéu nay véi mot
10i chao hang hap dan, ban sé cung cap cho nguwdi ham mé maét co hdi mua
hang 16m, nhd d6 cung cap cho cong ty nhitng co hdi ban hang 16n.

1-800-FLOWERS.COM SE CHIEN
THANG BOI Vi NO “DAT bUOC”
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DOANH SO XA HOI bUOC YEU
THICH

1-800-Flowers.com la céng ty di dau nganh cong nghiép cung cap céc
dich vu vé hoa toan nuwéc My khi n6 tré thanh don vi ban hoa dau tién c6 s6
dién thoai dang nh& 1-800. Sau do, cong ty da gianh chién thang trudc bat
ctt don vi cung cap hoa nao khac bang viéc thiét lap mot nén tang thwong
mai dién t 16n manh thong qua website chinh thitc. Hién nay, 1-800-
Flowers.com tiép tuc thong tri nganh nay bé&i 1€ n6 hiéu dugc sw két hgp
cta thwong mai dién ti va truyén thong xa hoi.

Thong qua cong ty cong nghé bén thit ba 8thBridge, 1-800-Flowers.com
la nha ban 1é 16n dau tién trén thé gidi thiét 1ap mot cira hang trén Facebook
vao nam 2009. Ban c6 thé truy cap dia chi Facebook.com/1-800-Flowers,
v6i mot trai nghiém mua hang don gian, hap dan. Quan trong hon, cong ty
da phat trién mot lwong nguwoi ham md dang ké hon 110.000 ngwoi trén
Facebook. Trang dwa ra nhitng quang ba va cudc thi hang tuan, dat cac cau
héi va lang nghe phan h6i. N6 c¢6 trach nhiém va lam rd nhitng doi hoi cta
khach hang, truyén cam hitng cho cau chuyén ctia khach hang, khién ho bat
ngo va vui vé. Hoat dong nay cua ho thue sy thu hut!

Dbay la sy két hgp cda nhitng yéu t6 va thong 1€ hiéu qua trén mang xa
hoi va cac co hoi mua hang don gian, hap dan gitip 1-800-Flowers.com tiép
tuc phat trién kinh doanh. Ban c6 thé thyc hién theo mo hinh ctia 1-800-
Flowers.com, Dell hay JetBlue bang cach nao? Lam thé nao ban cé thé tao
ra dwgc quy trinh mua hang “dugc yéu thich” trén mang?

HAY HANH BONG!

1. Banh gia vé cac quy trinh mua hang tric tuyén hién tai cta ban. Gié
mua hang truc tuyén cta ban don gian va hap dan nhu thé nao? Véi tw
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cach mot khach hang, diéu gi khién ban quan tdm khi mua hang tw
cong ty?

2. Nghiéen cttu cac tng dung mua hang trén Facebook va chon mot trong
nhitng tng dung dugc liét ké trong Bang 18.1 hodc dwoc dua ra trong
chwong nay dé tich hgp vao trang ctia ban. Dya vao nganh kinh doanh
cta ban, phat trién nhitng ¢ng dung di dong don gian, dinh huéng cac
co hoi mua hang bat c khi nao moi ngwdi tim dén ban va can ban.

3. Viét ra nam mau cap nhat trén Facebook két hgp mot cau hoéi thu ht
hodc ndi dung gia tri di kem v&i mot 10i chao hang hap dan, két noi
duwong link dén website ctia ban dé mua hang hoac hoc héi duwgc nhiéu
hon. Kiém tra, thit nghiém va do lwong két qua dé toi da hoa ty 1€ lgi
nhuan trén dau tw trong twong lai.

PONG VAI KHACH HANG, NGHi VE
VIEC MUA HANG THAY VI BAN
HANG, VA BAN SE THU PUQOC
DOANH SO

Thoi ky hoang kim ctia cac chién lwgce push-marketing (tiép thi day)
nhanh chéng chét dan, danh dau va mé ra mét thoi ky tot hon danh cho
khach hang & khap moi noi. Hay lu6n suy nghi nhw khach hang cua ban,
tao ra nhitng co hoi mua hang ma chinh ban muén tan dung, va khién quy
trinh mua hang tré nén don gian va dé dang. Hay kién nhan va tiép tuc
cung cdp nhitng gia tri cho cong déng cua ban. Phat trién nhitng co hdi don
gian, than thién v6i nguoi st dung dé khach hang c6 thé mua hang ctia ban
¢ bat ky dau va vao bat ky thoi diém nao. Cudi cung, ban sé thu dwgc
doanh so.

https://thuviensach.vn



KET LUAN

HAY TRO NEN PANG DUQC YEU
MEN

Chuyén doi mo hinh trong marketing, truyén thong va giao tiép rat quan
trong va can thiét. Facebook va nhitng mang xa hdi khac dang c6 mat trong
mot ky nguyén méi dwgc danh dau bai sy minh bach ngay mot gia tang vai
nhitng khach hang quyén Iyc nhat tir trudc dén nay. Sy chuyén déi nay da
tao ra rat nhiéu co hdi 16n cho cac t6 chic tich hgp suy nghi, y twéng va
chién lwgc cia minh vao nhitng ké hoach dwgc thyc hién thanh cong thong
qua truyén thong xa hoi.

Bdi két qua stt dung mang xa hoi thwong khong xuat hién ngay 1ap titc,
do d6 moi ngudi van dang dwa vao cac chién thuat marketing truyén thong
da dugc chitng minh tao ra nhitng két qua tirc thi. Hay cudng lai cam do
nay.

CAC Y TUONG QUAN TRONG CAN
GHI NHO

18 y twdng va chién lwge duwge phac thao trong cuén sach sé hwéng dan
ban khai niém héa, sang tao va thuc hién mét ké hoach trén mang xa hoi.
Lam quen vd&i viéc st dung Facebook va cac mang xa hoi khac ma khach
hang st dung c6 thé ho trg cho cac quyét dinh cta ban vé viéc phan bo
nguon lyc ¢ dau va nhu thé nao. Va biét vé nhitng cong cu hién dung trén
mang xa hoi sé giup cho cong viéc cua ban tré nén dé dang hon. Tuy nhién,
ban kho c6 thé hiéu hét dwgc moi noi dung ly thuyét trong cudn sach nay,
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do dé t6i cho rang lan dau tién kham pha nhitng tinh nang ctia mang xa hoi,
ban chi nén tdp trung vao bon y twdng quan trong: lang nghe, rd rang-minh
bach, c6 trach nhiém, va dugc yéu mén.

Lang nghe

Sy chuyén do6i 16n nhat cta tat cad cac mang xa hdi la kha nang lang nghe
nhitng diéu ma khach hang hién tai va khach hang tiém nang cta ban cong
khai n6i ra. Ban c6 thé bat dau lang nghe tr hom nay, va diéu d6 sé giup
ban hoan thanh t6t nhat tit cd cac muc tiéu marketing va quang cdo. Hay dé
khach hang cuia ban biét rang ban dang lang nghe sé gitip that chat hon moi
quan hé ctia ho va ban. Trudc khi néi, hay lang nghe, va khi noi, cling dirng
bao gid théi lang nghe.

St ro rang, minh bach

Ai cling thich nguwdi khéac that long va ro rang. Ban ciing vay. Nhung rat
nhiéu cong ty va nganh céng nghiép gitr bi mat, tham chi 1a gia doi, vé
nhitng khia canh trong cong viéc kinh doanh cua hg. Hay r6 rang, minh
bach va céi mé. Hay chan thanh khi ban gap van dé rac rdi va khi moi th
khong dién ra theo ké hoach. Internet cang tré nén ré rang va minh bach
hon ti'ng ngay. Vi tw cach mot khach hang, tinh huéng nay ré rang mang
lai lgi ich, va n6 ciling c6 thé la mot diéu tuyét voi doi vai ban véi tw cach
mot nguwoi lam marketing, néu ban nam bat dwgc ching.

Phan hoi
Thé giGi dang néi vé ban va v6i ban. Moi ngudi ¢ khap moi noi dang
thao ludn vé nhitng van dé ctia ho ma ban c6 thé giai quyét tot hon doi tha
cta ban. Thé giéi dang ndi vé mong mudn va nhu cau cia ho ma t6 chirc
cta ban c6 thé gitup ho. Moi 1an mot khach hang hién tai hodc khach hang
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tiém nang noi chuyén cong khai trén mang xa hoi, dé cting la co hdi dé ban
phan ho6i va thu hit ho. Néu khéng phan héi, ban sé tao nén mdt an tuwgng
tiéu cye hodc "nhwong" cho doi tht cia minh co hoi phan hoi khach hang
ctia ban. Néu phan hoi, ban c6 co hdi tao nén an twgng tich cwe vai khach
hang hién tai, khach hang tiém nang va véi tat ca ban bé cua ho.

DPugc yeu men

Thanh cong trén cac trang mang xa hoi sé lam tang kha nang ban duwoc
cong ching yéu mén. Co hai khia canh co ban cda diéu nay: nhitng “thong
1é kinh doanh” dugc yéu thich va ndi dung dugc yéu thich. Lam theo nhitng
“thong 1€ kinh doanh” dugc yéu thich cé nghia la déi x& v&i khach hang
theo cach ma ban thich dwgc doi xi nhw vay. Ban can tuan theo quy tac
vang nay trong moi quyét dinh ban dwa ra c6 anh huéng dén khach hang.
Noi dung dwogc yéu thich dong nghia vGi viéc chia sé nhitng cap nhat trén
Facebook hodc Twitter sé khién khach hang click vao nit Like néu ho doc
dwgc. Tao 1ap va chia sé nhitng cau chuyén, bai viét, bitc anh, video, duong
link va ttng dung ma ban vdi tv cach mot khach hang sé Like, binh luan va
“chia sé”. Bé dugc yéu thich, ban phai luén tén trong va tao thém nhitng
gia tri cho cong dong ctia minh.

PO KHONG PHAI LA KET THUC,
N\ V4 rd N\ rd A
MA MOI CHI LA KHOI bAU
Gio day hay ap dung nhitng ndi dung trong cudn sach: st dung mang xa
héi dé phat trién cong ty ctia ban va hoan thanh nhitng muc tiéu cua to
chitc. Néu ban cé bat ky cau hoi, goi y, 10i khen nggi hay phan nan nao,
hay viét tweet cho to6i bat ¢t Iic nao theo dia chi Twitter.com/DaveKerpen

hoac gwi tin nhan trén Facebook cho t6i theo dia chi
Facebook.com/LikeableMedia nhw da duwgc dé cap tir dau cudn sach. T6i hy
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vong minh sé c6 co hoi chitng minh véi ban rang t6i cling c6 trach nhiém,
ré rang va minh bach, va dé mén nhw ban biét.

Hay trd nén that tuyét voi va dé mén. Hen gap lai ban trén Facebook.
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PHU LUC

CHI DAN THEM GIUP BAN HOAT
PONG HIEU QUA TREN MANG XA
HOI

Vc_)’ chong t6i vira mua nha mdi. Khi nhin thay Carrie tat bat chuan bi sam

stfa, trang tri, mua sam vat dung cho ngoi nha, t6i da quan sat cach co ay,
v0i tu cdch m6t khach hang, st dung mang xa hoi dé tim kiém va dwa ra
nhitng quyét dinh mua hang. Mang xa hoi nao da anh hwéng dén quyét dinh
cua c6 ay, va anh huwéng nhw thé nao?

Moi ngudi st dung mang xa hoi déu c6 mot mo hinh vé cach thic sw
dung moi mang luw6i. Poi vGi vg t6i (va gio la hang ty nguoi st dung
khac!), Facebook danh cho nhitng nguwdi ban thue sy cta c6 ay, tir treGc
dén nay. Néu ban tirng gap Carrie ngoai doi thuc, c6 dy cé thé sé két ban
v&i ban trén Facebook. Bén canh do, c6 ay cling st dung Twitter dé két noi
v6i nhitng ngwoi noi tiéng (c6 dy thich doc nhitng dong tweet cia Justin
Bieber, Ashton Kutcher va Heidi Montag!) va v&i nhitng ngudi ma co ay
khong biét nhung lai chia sé nhiéu diém chung: cac ba me, ¢6 van mang xa
héi, va nhitng nguwdi dang séng trong thi trdn cta ching t6i. Co ciling két
noi vGi nhitng thwong hiéu yéu thich qua Twitter. LinkedIn hoat dong nhw
mot thiét bi két noi cac moi lién hé cong viéc ma Carrie cé, va YouTube la
noi co dy c6 thé hoc dwgc cach lam nhitng diéu ma c6 chwa tirng lam tredc
day. V@i tv cach mot nguoi st dung mang xa hoi va Internet tich cuc,
Carrie ciling st dung nhitng céng cu va trang mang xa hdi khac khi can.

Ban da biét vé cach st dung mang xa hoi cta Carrie, va tiép theo hay
xem thyc té€ ¢6 dy lam nhu thé nao. Viéc dau tién ctia Carrie trong qua trinh
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thay doi, sira sang ngdi nha méi cta ching toi la tim nhitng nguwoi dau thau
cong viéc son stta ngdi nha. Co ay da thuc hién 3 viéc: dau tién, c6 ay
Google. Théng qua qua trinh tim kiém, c6 ay da tim dwgc Service Magic,
mot mang xa hdi danh gia va diém qua cac nha cung cap, noi c6 dy cé thé
xem xét nhitng danh gid vé cac nha thau. Thi¢ hai, c6 ay hoi ban bé trén
Facebook, dé xem co6 ai biét gi vé viéc tu sita mai nha khong (hodc liéu ho
c6 biét ai biét tu stta mai nha khong). Thit ba, c6 dat ra cau héi twong tw vdi
nhitng nguwoi theo doi trén Twitter. Khi nhan dugc cau tra 1oi, Carrie tham
khao nhitng 10i binh luan ttt ban be trén Facebook ctia minh (ma c6 cho la
gia tri nhat) véi nhitng 16i binh luan tir nhitng ngudi theo doi trén Twitter.
Sau d6 c6 xem xét nhitng nha thau dwgc gidi thiéu trén ServiceMagic dé so
sanh nhitng danh gia ctia hg. Cudi cung Carrie cling dang 1én danh gia riéng
ctia minh vé cong viéc tuyét voi ma nha thau da thyc hién, va nho cé su
twong tac Facebook trén ServiceMagic, co c6 thé chia sé danh gia véi ban
be trén Facebook cua minh. Bai dang nay da c6 10 nguoi Like.

Gi0 dén phan trang tri. Vg chong t6i c6 rat nhiéu sach, va ching t6i may
man mua dwgc mot ngdi nha véi mot phong khach truyén théng véi mot
gia sach 16n. Khi tim kiém cac y twéng trén Google dé tao nén mot thw vién
hoan hdo, Carrie da “lac bwéc” vao mot website mang tén Houzz, mot
mang xa hoi chuyén biét nho noi nhitng nguwoi thiét ké trang hoang nha ctra
tao ra nhitng slideshow vé cac goi y cta ho, duwgc sap xép theo danh muc
bang cha dé. Co6 da tim thdy khodng 6 slideshow hoan toan vé cac thw vién
va tweet duong link moi slideshow cho ban bé cia minh, hoi y kién cta ho.
Carrie thgm chi con biét thém mdt vai nguwdi ban khac trén mang luwdi
Houzz.

Sau do, théng qua Facebook, Carrie nhin thdy mot bai dang thu vi trong
phan cap nhat cia minh ti* mot ctta hang noi that ma c6 da tirng Like, do 1a
Raymour & Flanigan: “Ban mudn tao ra mot thw vién trong mo trong ngoi
nha cia minh? Hay click vao day dé tao nén nhitng dau an cho kong gian
yén tinh cua ban.” Dong trang thai nay danh cho nhitng nguwoi dang quan
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tam dén viéc sap xép thw vién hoac goc hoc tap, va mang dén chiéc 1o swdi
dién gio dang dwgc dat trong ngdi nha cua toi @ Port Washington.

That may man vi Raymour & Flanigan da dang bai nay ding ltic Carrie
ra quyét dinh mua nhitng vat dung trang tri nha ctra. Carrie tr@ thanh nguoi
ham mo cta Raymour & Flanigan trén trang Facebook ctia cong ty vai tuan
tredc bai 1€ co biét rang ho cung cdp do noi that va cod da rat thich nhitng
mén do dé.

Raymour & Flanigan da st dung marketing thong minh dé thu hut
Carrie. Cac mang lwéi nay dugc phat trién dé két n6i v6i khach hang; ban
chi can tim ra cach thitc ma khach hang hién tai va khach hang muc tiéu
dang st dung nhitng trang nay, sau dé két ndi vGi ho theo cach tw nhién
nhat.

Sau khi ching t6i chuyén dén nha méi, Carrie da sit dung YouTube dé
biét cach sap xép gia sach hoan hdo — va t6i phai thira nhan, ching t6i da
rat vui vé vao budi téi do, udng rugu, doc sach, va tao ra mot sy sap xép
dep dé, an twgng va hitu ich. Cam on YouTube, vi mot bu6i t6i 1ang man &
nha.

NHUNG MANG LUOI VA TINH
NANG CUA CHUNG

Nhu cau chuyén vé viéc trang tri, sita sang nha ctra cia ching t6i, su tich
hop ctia nhiéu mang xa hoi hién nay rat pho bién va khong con la diéu méi
mé trong cudc song cua ching ta. Chac han ban va ban bé cia minh st
dung mang xa hoi hang ngay dé gdy anh hwdng 1én hanh vi va quyét dinh
cta riéng ban véi to cach mot khach hang. Nhung dé st dung hiéu qua
ching phuc vu cho cac quy trinh quang cdo va marketing ctia minh, dau
tién ban phai hiéu r6é nhitng cong cu do.
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Moi ngudi stt dung truyén thong xa hoi va mang xa hoi theo nhitng cach
thitc khac nhau. Mac du Facebook la mang xa héi quan trong nhat ma cac
cong ty can xem xét, can nhac, nhung moi ngwoi sit dung déu tim kiém va
trong doi cung mot diéu — két ndi va cam két — dugc lang nghe va lang
nghe. Ho lwa chon nhitng mang lwéi khac nhau cho nhitng doi twgng khac
nhau, moi quan tam khac nhau. C6 hang nghin mang xa héi chuyén biét, do
dé6 viéc xem xét cong ty hodc t6 chitc ctia ban cé thé phuc vu duwgc nhu cau
ctia nhitng cong déng nao la rat quan trong.

Vi chiing ta khong thé xem xét ky ludng tat cd cdc mang xa hoi chuyén
biét, t6i sé cung cdp cho ban nhitng théng tin mang tinh tham khéo vé céc
mang xa hoi nbi bat, nhitng ngwdi st dung chinh, va mét vai 16i khuyén vé
cach thitc ma nhitng nguwdi lam marketing c6 thé bat dau két hgp mang xa
héi véi du an cua minh. Bat ké ban lwa chon mang xa hoi nao, ban nén tich
hop ching vGi Facebook va st dung n6 nhu la trong tam trong chién lwgc
cta ban. Sy tham gia trén Facebook chac chan sé lam két qua ban dat dugc
sé tréd nén manh mé hon, hiéu qua hon.

Hay xem xét k§ cang cac thong tin va thong ké duwdi day, ngay ca nhitng
nguwoi da st dung thanh thao mang xa hoi cling sé tim dwgc mot s6 noi
dung gia tri giip ho hiéu hon vé nhitng tinh nang, cong cu va sttc manh cta
viéc khai thac mang xa hoi.

FACEBOOK: 750 TRIEU NGUOIT THI
KHONG THE SAI DUOC

Cach str dung tot nhat: Két n6i va thu hit nhém khan gia muc tiéu

Facebook la mang xa hoi gitt vi tri s6 toan cau, v6i hon 750 triéu ngudi
stt dung dich vu va dat ty 1€ tang trwedng thém gan 1 triéu nguoi st dung
moi ngay. Facebook gom ba doéi tuwgng: ho so ca nhan, nhém, va trang.

https://thuviensach.vn



* Ho so ca nhan. Day la cach thitc ma mo6i ca nhan dang ky tai khoan
dich vu nay, xac dinh ban than nguwoi do, va twong tac vdi nhitng
ngwoi khac. Khi hai ho so ca nhan két ban vdi nhau, ho sé c6 quyén
truy cap vao dong thong tin ctia ngudi con lai. Khi hai c4 nhan két néi
trén Facebook, ho coi nhw la “ban bé” ctia nhau.

e Nhom. Nhém c6 thé dugce bat dau va tham gia bdi bat cit ca nhan nao
bat ci chu dé hoac moi quan tdm nao. Mac du c6 mot vai nhém hoat
dong chinh thitc vé ban chat (vi du nhv “Nhém chinh thitc ho trg bau
ct cho Tong thong Barack Obama”), nhung cling c6 nhiéu nhom thiéu
chinh quy hon, va c6 lic ngo nghéch, (vi du nhw “Tham gia vao nhom
bd thudc 18” hoac “Do6 khon chét tiét” hodac “Toi yéu Pop-Pop cua
minh”). Mot chitc nang tuyét voi cia cac nhém trén Facebook la
truyén théng noi bo gitta nhan vién, phong ban, cau lac bo, v.v...
Nhém c6 thé dugc cong khai, riéng tw hodc tham chi bi mat ma khéng
coO hoat dong nao dugc chia sé ra bén ngoai.

» Trang. Thuong chi dén cac “fanpage” (trang danh cho nguwdi ham mo)
hodc “business page” (trang kinh doanh) c6 xu huéong dai dién va la
tiéng noi cta cac cong ty, to6 chitc phi lgi nhuan, thwong hiéu, chinh
pht, ngwdi noi tiéng hodc cac nhan vat cia cong ching khac. Trén nén
tang Facebook, n6 xay dung mot thwong hiéu co trach nhiém, ro rang
minh bach va thu hit doi véi khach hang hién tai va khach hang tiém
nang cua ban. Trang Facebook hoat dong twong ty nhw cac ho so ca
nhan, tri* mot sé ngoai 1. Pau tién, cac trang la nhitng moi lién hé mot
chiéu — mot ho so ca nhan c6 thé truy cap duwgc vao dong thong tin cta
mot trang kinh doanh, nhung trang kinh doanh khéng thé truy cap
dugc vao dong thong tin hay dit liéu cua ca nhan. Thit hai, trang gia
tang tinh nang Web — nhitng &ng dung c6 thé dwgc thém vao trang ctia
doanh nghiép dé tai tao lai bat ky thit gi ma m6t doanh nghiép muon
dang 1én website ctia minh. Thi ba va quan trong nhat, thuat ngir dugc
stt dung tai cac trang ciing khac. Khi mot ca nhan két noi v6i mot
trang tréen Facebook, ho Thich doanh nghiép, nhan vat cta cong
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ching, hodc doi twgng khac dai dién bédi trang do, trong khi doi véi ho
so ca nhan thi ho tré thanh “ban be”.

Cac chuyén gia viét lach sé dong y, ngén ngit rat quan trong va moi trang
mang xa hoi khac nhau déu c6é nhitng thuat ngt riéeng. Chang han nhw
MySpace khong bao gio phan biét gitta ca nhan va phi ca nhan, ma goi tat
cad cac moi lién hé la “ban bé”. Nhung thuit ngi* nay vé co ban c6 mot y
nghia nhat dinh nao do6. Ban la ban bé v&i nhitng nguéi ban biét — nhung du
ban yéu thich thwong hiéu ngii coc dé6 dén mitc nao di chang nira, thi né
cling khong thé la ban bé ctia ban. Tham chi ngay ca Facebook ban dau
cling phan biét giita ca nhan va cac doi twong bang cach dé nghi ho “trd
thanh nguwoi ham mo” ctia mét trang. Mac du diéu nay hiéu quéa doéi vai
nhitng danh muc nhat dinh (ban c6 thé tré thanh mot “nguwdi ham mo” cha
New York Mets, Barack Obama va Ashton Kutcher), mot lan nita, ban gan
nhu sé it “Trd thanh nguwdi ham md” cua Cheerios hon la Thich Cheerios.
Khi Facebook thay déi thuat ngit t* “Trd thanh nguwdi ham mo” sang
“Thich”, hang triéu nguoi click vao Nut “Thich”, va ngay nay co6 10 triéu
trang dai dién cho cac cong ty va to chitc va trung binh mot nguwdi thich tw
5 dén 50 trang — v6i mdt vai ngudi thich hang tram trang.

Thich Noi dung — Trang va Ban be

Vao thang Hai nam 2009, Facebook da thém vao tinh nang thich bat c&
noi dung nao ma ban hodc trang nguwdi ham mo chia sé. Hanh dong it quan
trong nay cho phép moi nguwoi bay té sy tan thanh hoac ung ho cho noi
dung ma khong phdi danh may mot dong binh luan day da dé bay to “Toi
thich diéu nay”. Trong mot thé gidi nay cang thiéu thon thoi gian, thém nut
Like vao tat ca cac noi dung trén Facebook sé khuyén khich sy twong tac
va, vOi moi ci click vao nut Like sé mang dén cho ban be ctia ban va
Facebook mét birc tranh dep hon, ré nét hon vé viéc ban la ai va noi dung
nao ban thay gia tri.

https://thuviensach.vn



Thém vao nhiéu hon dé nhan dwgc Like

Vao nam 2010, Facebook thém vao ba tinh nang quan trong trong tim
kiém ctia minh: Céac trang cong dong (Community Pages), Social Plugins
va Dia diém (Facebook Places).

» Cac trang cong dong. Nhitng trang nay khong dugc tao ra bdi bat ci
doi tvgng nao, ma no dai dién cho hang triéu nguwdi. Hay nghi vé trang
cong dong nhw mot phién ban khong chinh thitc ctia trang nguwdi ham
moQ. Vao thang Tw nam 2010, Facebook tw dong tao ra 6,5 trieu trang
tir nhitng ngwoi st dung dwa vao nhitng s@ thich va méi quan tam, yéu
thich, truong hoc va cong viéc va cac 1oi binh luan. Nhitng trang cong
dong nhu thé thwong c6 mat bai viét trén Wikipedia chita dung va thé
hién bat ky bai viét cong khai nao vé cong ty, td chitc, hodc cha dé lién
quan. Ban sé thay trang chinh thitc ctia cong ty cua ching t6i, Likeable
Media ciing nhu trang cong dong thong qua Facebook va mot so trang
mang xa hdi than thién khac. Nhitng trang cong dong nay thém vao
hang triéu nhitng dwong link mang tinh xa hoi két ndi vdi web, cho
phép moi nguoi tim dugc nhitng ngwoi khac c6 chung sd thich, trinh
d6 hoc van va cong viéc.

e Social Plugins. Tinh nang nay thyc sy dwa Facebook tir viec mot
mang xa hdi khong 16 tr¢ thanh nhan t6 tai t6 chitc nhom trén Internet
xung quanh biéu d6 xa hdi cia ban. Vao thang Tuw nam 2010,
Facebook ra mat “social plugins” cho phép cac website c6 thé thém
vao, v6i nhitng dong ma rat don gian, nit dé xép thong tin Facebook
clia ngwoi st dung vao trai nghiém trén website cta riéng ho. Nut Like
la vi du n6i bat nhat vé nhitng nit nay — ké ti khi nit Like ra mat, hon
hai triéu website hién thém né vao website cia minh. (Ban ciing c6 thé
lam diéu nay — tai Developers.Facebook.com.) Nt Like cho phép moi
nguwoi ing ho mot website, sdn pham, bai viét, bitc anh, hodc video
cho tdt ca ban bé cta minh chi véi mét ca click. Nhitng nguwoi ghé
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tham website trong twong lai c6 thé nhin thay s6 lwgng ngwoi thich
trang nay hodc phan doi né trudc day, nhung quan trong hon la ho co
thé nhin thay c6 ban bé nao ctia minh thich né hay khong.

Pia diém. DBugc gidi thiéu vao cudi nam 2010, Facebook Places cho
phép moi dia diém thuc té c6 duwgc “vi tri” cua riéng minh trén
Facebook va dwa ra “nhitng dé xuat” cho cac khach hang “check-in”
thue sy, Tinh nang nay dac biét quan trong néu doanh nghiép ban c6
cac dia diém ban hang thuyc té. Ching ta sé ndi nhiéu hon vé dia diém
khi thdo luan vé foursquare, nhwng ban sé biét 1a minh c6 trach nhiém
tiép thi cho nhitng vi tri thuc té. N6i cach khac, néu t6 chitc ctia ban c6
cac ctra hang, ban cé thé ap dung nhitng trang dia diém, st dung
nhitng trang nay dé truyén thong va marketing.
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Likeable Media Trang cong dong

Facebook cta Likeable Media

Vi viéc bo sung nhitng tinh nang nay, web dwgc ca nhan héa hap dan
hon la web don 1é, dinh huéng theo duwong link ma Google dwa truée day.
Va né day strc manh. Cach t6t nhat dé hiéu dugce tiém nang ctia it Like la
trdi nghiém no, vi vay néu bén ban la chiéc laptop hoac dién thoai thong
minh, hdy dat cudn sach nay xuéng va ghé tham trang
RottenTomatoes.com. Trang web diém tén cac bo phim nay da thém vao sy
twong tac sau sac cua social plugins trén Facebook, diéu ma Facebook goi
la “su ca nhan héa tirc thi”, chi can dang nhap vao Facebook khi ban ghé
tham trang nay, ban sé nhin thay tat ca nhitng bé phim ma ban bé ctia ban
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da thich, danh gi4, hodc n6i vé chiing trén mang. Ban sé muon biét danh gia
tlr nhitng nha phé binh hon hay tir nhitng nguwdi ban, gia dinh va cadc mdi
lién hé cia ban, ma nhiéu ngudi trong s6 dé chia sé moi quan tam, sd thich
va gu phim anh véi ban?

RottenTomatoes.com mang dén mdt trai nghiém danh gia phim tot hon
trén mang nhd vao Facebook. Twong twr, moi quan hé gitta nit Like v&i gan
mot ty ngwoi cong khai yéu thich nhan hiéu, cong ty yéu thich, ngudi noi
tiéng va nhitng y twéng cua ho cling rat 16n. Chung ta déu dong y rang viéc
truyén miéng gitta nhitng nguwdi ban la dang thitc manh mé nhéat cuda
marketing va gio day, Facebook da lam cho viéc nay tré nén don gian hon
bao gid hét khi c6 thé xem diéu ban bé ctia ban gidi thiéu va néi vé bat ci
diéu gi ban tim kiém trén mang. Tuy nhién hdy nhé rang do chi la budc dau
cta su phat trién. Khi moi nguwoi tiép tuc tham gia vao Facebook, va nhiéu
chu website tich hgp plugin cua Facebook vao nhitng trdi nghiém cho
nguwoi dung, mang lwéi sé duge cad nhan héa hon, va viéc tim kiém nguoi,
dia diém, va nhitng diéu ma ban bé cua ban da Like dé dang hon.

Hai tinh nang quan trong nhat can xem xét trén Facebook la trang nguoi
ham mo va sy &tng dung cua social plugins Facebook trén website ctia cong
ty ban. Trén trang ngwdi ham mo cua cong ty, ban c6 thé c6 mot “landing
tab” mac dinh, noi nhitng ngwoi lan dau tién ghé tham website dirng lai va
doc gidi thiéu vé trang cta ban. Hay xem “landing tabs” trong mot vai vi
du trong Bang A.1.

Bang A.1 10 landing tab trén Facebook

Thuong hiéu Website

Aflac Facebook.com/ AflacDuck
CareerBuilder.com Facebook.com/ CareerBuilder
Dunkin’ Donuts Facebook.com/ DunkinDonuts
1-800-Flowers.com Facebook.com/1800Flowers
H&M Facebook.com/HM
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Trwong Pai hoc Bang Michigan Facebook.com/Spartans.msu

Ocean City, MD Facebook.com/OceanCity
Vitamin Water Facebook.com/VitaminWater
Uno Chicago Grill Facebook.com/UnoChicagoGrill
Zippy’s Facebook.com/Zippys

Sau khi moi ngwdi thich trang cta ban, gio dén viéc thu hut cong dong
cua ban — thong qua nhitng cap nhat trang thai, bitrc anh, video, dwong link,
va cac ing dung nhuv nhitng mon qua ao, cudc thi va quang cao (xem Bang
A.2).

Bang A.2: Nam cap nhat trang thai thu hat nhat trén Facebook

Anh
Video
Puong dan
Cau hoi
Ung dung twong tac (bang héi, trd choi, qua ting o...)

Ban cé thé két hgp bat ct tinh nang nao ban mudn trén mot website

twong tac trong trang nguwoi ham mo ctia minh.

Social Plugins da duoc tich hgp chat ché trén website ctia ban. Hay nghi
dén ching khi mang nén tdng Facebook dén v&i website ctia ban, ngwoc lai
cac trang sé mang thwong hiéu ctia ban dén Facebook. Plugin phé bién nhat
la nut Like, nhung nhitng plugin khac gobm c6 Nut Share, niit Recommend,
va Livestream. D& c6 mét danh sach day du nhitng plugins gan day nhat
hién cé trén Facebook nham thém vao website cua ban, hdy ghé tham
Developers.Facebook.com/docs/plugins.

Cong cu va chién lwge t6t nhat danh cho Facebook lién tuc dugc thay
doi, khi Facebook ludon dwgc doi mdi, cdi tién va cac cong ty khong ngirng
lam viéc cham chi dé t6i wu hoa nhitng cong cu hién cé. Hay tiép tuc cong
viéc nay, va danh thoi gian xem qua Bang A.3 dé xem xét nam blog gia tri
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va cach thitc tdn dung tot nhat nhitng thay doi trén Facebook va bién no
thanh 1gi thé cua ban.
Bang A.3: Nam Blog cap nhat va theo doi nhitng thay do6i ctia Facebook
Blog Website
All Facebook AllFacebook.com
The Facebook Blog Blog.Facebook.com
Insider Facebook  InsideFacebook.com
Likeable Media Likeable.com/blog
Mashable Mashable.com/social-media/facebook
Facebook chac chan la cudc choi 16n nhat va sé con kéo dai rat lau.
Nhung liéu d6 cé phdi la mang xa hoi duy nhat ma ban cé thé st dung
khong?

TWITTER: THU HUT KHACH HANG
TRONG KHOANG THOT GIAN HIEN
TAI - TOT HON HOAC TE HON

Céach st dung tot nhat: Tim hiéu vé khach hang, nang cap dich vu khach
hang, giao tiép trong thdi gian thiwe hién tai

Ban tirng nghe ngwoi ta vi rang truyén thong xa hoi giong nhw mét bita
tiéc cocktail 16n. Néu Facebook la mot lién hiép cac ban hoc trung hoc cta
mot khach hang, cau lac bg sach, va hoi nhom — thi Twitter la mot noi hao
nhoang, vui vé, tuyét voi ma ban cé thé noéi chuyén vai bat ci ai vé bat ky
diéu gi vao bat ky thoi diém nao, két noi thong qua mét loat doi thoai dai
140 ky tv.

Twitter ra mat vao nam 2006, gigi truyén thong va nhitng ngudi noi tiéng
da gitup dinh huwéng mang lwéi nay dén hon 200 triéu nguwdi st dung trén
toan thé gidi trong vong 5 nam. Twitter dac trung béi thit ma t6i goi 1a “hoi
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chitng ngii co6c” — Twitter 1a noi quy tu nhitng nguwdi noi tiéng va nhitng
nguwoi yéu ban than véi tran ngdp nhitng chi tiét vun vat vé cudc séng cta
ho, thdm chi ca viéc ho an gi vao bita sang. Mac du chac chan c6 nhitng
ngwoi nhw vay chia sé nhitng diéu do6 trén Twitter, nhiéu nguwoi khac & day
dé hoc héi, chia sé va tredng thanh nhuw khi ho & mot bira tiéc cocktail.

Co6 ba kiéu chia sé trén Twitter, gom nhitng cdp nhat chung, tra 10i (@),
va tin nhan tryc tiép.

o Cap nhat chung. Bugc biét dén véi tweet, nhitng tin nhan, thong diép
nay xuat hién trén dong cap nhat ctia bat cit ai dang nhap dé theo doi
tai khoan cua ban.

e Tra 10i (@). Nhitng thong diép, tin nhan nhw vdy nham nhan dugc su
chui y ctia mot hoac nhiéu tai khoan trén Twitter ma khong lam phién
nhitng ngudi st dung khac. Chang han nhw, néu ban viét mot tweet
cho @DaveKerpen (tai khoan Twitter ctia t6i), nguwdi duy nhat sé nhin
thdy tweet ctia ban la t6i va bat cit ai dang theo d6i ca ban lan t6i. Biéu
nay gitp giam thiéu sy phién toai va cho phép ban tweet trong khoang
thoi gian khong gidi han ma khong gdy phién toai cho nhitng ngudi
khac khong trie tiép lién quan dén cudc hoi thoai, mién la hau hét
thong di€ép cuia ban tryc tiép trd 101 @ mot ca nhan nao d6. Do do viét
tweet cho @ mot nguwoi khién cho dong chdy Twitter cia ban tré nén
lién quan dén ndi dung cudc doi thoai.

o Tin nhan tryc tiép. Nhitng cap nhat nay la nhitng thong diép riéng tw
gitta hai tai khodn, twong dong vd&i nhitng tin nhan gti cho nhau. Sé
that thuan tién va hitu ich khi ban can chia sé nhitng thong tin ca nhan,
nhw mot so tai khoan hodc so dién thoai.

Mot trong nhitng diém khac biét gitta Twitter va Facebook 1a nhitng cudc
hoi thoai trén Twitter cong khai hon. Mac du nhitng nguoi trén Facebook
gan nhu chia sé toan bd trang thai v&i ban be ma ho biét, chva dén 5%
trong sO nhitng nguwoi st dung Twitter gitt cho nhitng cap nhat cta ho riéng
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tw vi da phan ho déu Iwa chon cong khai, hoan toan la nhitng cudc hoi thoai
md. Vi lé do, nhitng nguwdi lam marketing c6 thé tim kiém cudc hoi thoai
trén Twitter va nhin thay tit ca nhitng cudc hoi thoai hién cé. Tim kiém trén
Twitter cling giong nhu tim kiém trén Google vé nhitng cudc hdi thoai va
mang két qua dén cho rat nhiéu cong ty.

Trudc khi suy nghi vé mot chién lwge truyén thong xa hdi, ban nén
hwéng dén Twitter dé tim ra xem mang xa hoi cta ban thue sy 1a gi. Ban cé
nghi minh nén 1ap mot tai khodn khong? Liéu moi ngwdi dang dé cap dén
thwong hiéu cta ban hay dang dé cap dén nhitng trai nghiém lién quan dén
viéc stt dung sdn pham hodc dich vu cta ban, khach hang dang néi vé
nhitng moi twong tac véi cong ty cia ban hoac nhitng cong ty khac, va ban
can biét diéu ho dang noi dén trudc khi bat dau mot chién dich quan trong.
Moi ngudi dung nhitng tir ngit nao khi néi vé nhitng van dé ma cong ty ban
c6 thé gidi quyét? C6 nhitng tir khoa tim kiém gia tri. S dung “tim kiém
nang cao” dé xem xét dia diém dac biét néu chi c6 nhitng dia diém nhat
dinh m&i ap dung vGi sdn pham hodc dich vu cua ban.

Twitter cling la mot cong cu cung cap dich vu khach hang tuyét voi. Sy
khac biét chinh giita Facebook va Twitter & day la ban c6 thé, véi tw cach
mot thwong hiéu, giri mot tin nhan tryc tiép cho ai d6 dang theo doi ban
trén Twitter, mac du ban khong thé lam nhw thé trén Facebook trir khi ban
gtti n6 tr mot tai khodn ca nhan. (Tinh hudng nay gay rac roéi cho rat nhiéu
cong ty, nhwng diéu d6 nham gitp nhitng ngwoi st dung Facebook tranh bi
lam phién bdi cac tin nhan rac tir cac cong ty trong hop inbox ctia minh).

Bang A.4: Mudi cong ty noi tiéng st dung Twitter

Cong ty Tai khoan Twitter
Best Buy @BestBuy

Dell @DellOutlet
Home Depot @HomeDepot
JetBlue @JetBlue

Kodak @KodakCB
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Southwest Airlines @SouthwestAir

Starbucks @Starbucks
Tasti D-Lite @tastidlite
Whole Foods @WholeFoods
Zappos @Zappos

Khéach hang ngay cang ky vong hon vé viéc ban sé cung cdp dich vu
khach hang trén Twitter, va ky vong nay cang tang qua thoi gian. Hay xem
danh sach 10 cong ty trong Bang A.4 dang st dung nhu thé nao Twitter dé
cung cap dich vu khach hang.

Ban c6 thé xem xét sit dung Twitter trong su6t nhitng sy kién ngoai
tuyén hodc khi cha tri nhitng cudc trao doi trén mang. Twitter hoat dong tot
v6i nhitng cudc hdi thoai ma trong d6 moi ngwdi mudn thém vao cac ca
nhan dac biét va mot nhém chung. Vi du nhut néu ban tweet trire ti€p cho
mot ai do, thém mot tin nhan cho mot tai khoan Twitter, chi cé ngudi st
dung dé méi nhan dwgc dong tweet ban giti. Néu ban chi nén st dung tai
khoadn Twitter cia mot ai d6 gii tin nhan cho mot nhém, vi nhw dé chic
mirng mot nguwdi st dung, thi ca toan bo nhém lan ca nhan sé nhan dugc tin
nhan.

Ban ciling c6 thé st dung Twitter dé t6 chitc nhitng cudc thi va chwong
trinh. Twitter c6 thé trd nén “qua tai” doéi v6i ngwoi mdi st dung, do do toi
khuyén ban st dung nhitng @ng dung rong rai dé khién viéc tham gia
Twitter ctia ban tré nén don gian, dé dang va hiéu qua hon. Hay xem danh
sach trong bang A.5 hodc truy cap oneforty.com, mot chi dan cua hang
nghin nhitng ng dung Twitter phuc vu cho doanh nghiép va ca nhan.

Bang A.5: Nam tng dung cho Twitter

Ung dung|Website
TweetDeck|TweetDeck.com
Hootsuite|Hootsuite.com
Twhirl| Twhirl.com
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DigiTweet|DigiTweet.com
Seesmic|Seesmic.com

Cach tot nhat gitp ban biét vé Twitter va tat ca tifm nang ctia né la tham
gia ngay hom nay hodc, néu ban da tham gia, hay danh nhiéu thoi gian st
dung né hon. Hay thit nhitng diéu sau:

e Danh 30 phtit moéi ngay cho Twitter.com

e Theo doi tir 20 dén 30 tai khoan ctia cac ca nhan va to chitc ma ban
thich va muon twong tac

o Tai mot tng dung Twitter cho chiéc dién thoai di dong thng minh ctia

ban

YOUTUBE: NEU MOT BUC TRANH
CO GIA TRI BANG CA NGAN LOI
NOI, THI MOT VIDEO CO GIA TRI

NHU THE NAQ?

Cach str dung t6t nhat: Thé hién van héa doanh nghiép hodc cach thitc st
dung san pham

YouTube, dugc sé hitu bai Google, 1a mot trong nhitng céng cu tim kiém
16n nhat trén thé gidi. Pay la trang web chia sé video 16n nhat trén thé gidi,
v0Oi hang tram triéu video hién cé va hang triéu video dwgc tai 1én hang
thang. St dung YouTube dé thé hién van hoa doanh nghiép, t6 chitc cta
ban, nhitng sdn pham va dich vu hay ho va thit vi nhat, nhd dé khi moi
nguwoi tim kiém nhitng tr khéa lién quan dén doanh nghiép ctia ban, cac
video sé hién ra.
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MOT VAI GOI Y VE VIDEO TRUC
TUYEN

1. NGi dung quan trong hon chat lwvgng san pham. Mgt may quay t6t sé
c6 thé lam dugc diéu do.

2. Ngan gon va tha vi. Video véi do dai tir 30 dén 90 giay la phu hop.

3. Hay vui vé. Video ludn la mot cach tuyét voi dé thé hién ca tinh
thwong hiéu caa ban.

4. Pbung chi dang no 1én YouTube — hdy dang video trén ca Facebook,
Vimeo va nhitng trang khac nita. Xem xét stt dung mot dich vu nhw
TubeMogul dé dang video 1én nhiéu trang hon.

5. Tra 10i nhitng binh luan ctia khach hang. Ciing nhu khi ban phu trach
ca nhitng mang xa hdi khac, ban nén phan hoi lai nhitng 16i binh luan
va cau hoi ctia moi nguoi tréen YouTube.

Khong c6 cach nao ké chuyén tot hon la thong qua mot video, diéu nay
dwgc minh chitng bang sy phat trién cia quang cdo truyén hinh nhw mot
phan khiic 16n nhét cta nganh c6ng nghiép quang cao va marketing (truyén
hinh chiém 32% thi phan quang cao toan cau). Va thong qua Facebook, hay
nhitng kénh video truc tuyén khac, khan gia va khach hang chi phai tra rat
it tién dé xem cac video cia ban so vdi xem nhitng quang cdo trén truyén
hinh. Ban c6 phaéi 1a mot ngudi c6 van dang tin cay doi vdi khach hang cua
ban, dong thdi tao ra nhitng video gia tri khong? Ban c6 hoan toan tap trung
vao khach hang, thu hit ngudi sit dung bang cac video va dé ho néi vé san
pham va dich vu cia ban? Bat ké ban 1a ai, hdy tim ra nhitng diéu ma ngwoi
ham mo yéu thich nhat vé nhan hiéu cta ban va dwa ching 1én YouTube.
Xem Bang A.6 dua ra danh sach 5 cong ty da khai thac dugc siic manh cuta
YouTube trong viéc tao ra noi dung video va kénh cua riéng ho.
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Hay suy nghi vé ly do ban tim kiém th gi d6 trén mang. Thuong la do
ban muon biét thém thong tin vé n6— lam cach nao dé lam viéc gi d6é hodc
tim diéu gi d6 & dau. Hay thuc hién nhitng video tra 16i cho cac cau hoi do
lién quan dén san pham hodc trdi nghiém khach hang ctda ban.

Tuy nhién, hay quén di quan diém rang YouTube la tao ra “nhitng video
marketing truyén miéng” va thu hit dugc hang triéu lwgt xem. Liéu chiing
ta c6 thé tao ra dwgc nhitng video trén YouTube c6 tinh lan truyén? Chac
chan roi. Nhung hay nghi vé 10 video gan day nhat ban xem trén YouTube.
S6 it nhitng video d6, néu c6, dugc tao ra danh cho cong viéc kinh doanh.
Hau hét nhitng video dugc tao ra danh cho muc dich kinh doanh sé gidm
gia tri. Video dwoc “san xudt” khéng c6 xu hwéng lan truyén. Diéu khién
cho ndi dung cé tinh lan truyén la nhitng thi¢ khong thé “san xuat”: tinh ty
phat sinh cuda trai nghiém cta con nguwdi. Tham chi nhitng video bat chuwéc
dé cham biém, gay cwoi ban dau déu dwa trén nhitng trdi nghiém, sau do
m&i thé hién tinh “lan truyén”.

Bang A.6: Nam kénh YouTube Tuyét voi

Cong ty Website

BlackBerry YouTube.com/BlackBerry
Coldwell Banker YouTube.com/ColdwellBanker
Home Depot YouTube.com/HomeDepot
Nike Football YouTube.com/NikeFootball

Warner Bros. Records YouTube.com/WarnerBrosRecords

Ban sé c6 dwgc nhiéu lwgt xem khi trd 101 cac cau héi tap trung vao
khach hang hién tai hodac khach hang tiém nang ctia ban hon 1a ban c6 gang
va bat budc ching lan truyén. Hay nhé rang diéu quan trong khong phai la
c6 nhiéu nguwoi xem video ctia ban ma la c6 nhitng nguwoi phu hop xem
chung.
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FOURSQUARE VA NHUNG MANG
LUOI PINH VI DIA DIEM KHAC:
TIEP CAN TAN VI TRI HIEN TAI

CUA KHACH HANG

Céach st dung tot nhat: Thu huat khach hang cta ban khi ho dang & vi tri
cta ban hodc ¢ gan do; Hiéu hanh vi mua hang ctia khach hang

Hién nhién, cdc mang xa hoi phat trién dwa trén dinh vi dia diém la xu
hwéng chinh cta truyén thong xa hdi trong twong lai. Foursquare, Gowalla,
SCVNGR va Shopkick la bon mang Iwéi dinh vi dia diém hang dau, mac
du chwa biét ai sé 1a nguwdi chién thang. Thuyc té, Facebook Places, duogc st
dung vGi tan sudt gdp 20 lan cac dich vu khac gop lai, do d6 cudi cung
Facebook mdi chinh la doi tha 16n nhat ¢ day.

Y twong phia sau nhitng mang Iwéi dva trén dinh vi dia diém la ban
“check-in”, st dung thiét bi dién thoai di dong thong minh cta ban bat c
noi nao, cho ban be biét noi ban dén va gianh dwgc nhiéu “phan thuwéng”
khi chia sé dia diém, vi tri cia ban. Diéu nay dan dén nhitng trai nghiém
may man va kha nang c6 dugc cac théa thuan dugce khoanh vung tir nhitng
ngwoi lam marketing ¢ noi ban dinh vi. Rat nhiéu ngudi st dung ctia truyén
thong xa hoi khong hoan toan hiéu dwgc khai niém “check-in” vi tri ctia ho
va tiép tuc quan tam dén van dé bao mat riéng tw. Tuy nhién, ré rang day la
mot co hoi 16n danh cho cac nha marketing & tat ca moi quy mo. That tha
vi khi c6 thé c6 m6t cudc hoi thoai véi moi ngwoi khi mua hang hoac sap
ghé tham mot dia diém.

Foursquare tang thwong nhitng “huy hiéu ao” cho moi nguoi dva trén
viéc check-in cia ho — nhitng huy hiéu dinh hwéng hanh vi. Chang han
nhw, check-in @ 20 ctra hang banh pizza khac nhau ban sé kiém dwoc “huy
hiéu pizzaiolo” va check-in 10 lan & san chaoi sé gitp ban kiém dwoc “huy
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hiéu nguoi trong tré”. V&i Foursquare, néu ai dé check-in nhiéu nhat dén
bat ct dia diém nao sé trd thanh “thi truédng” trong vong 60 ngay cua dia
diém d6. Cac nha ban 1é va nha hang c6 thé dwa ra nhitng giao dich cho
moi thi tredng ¢ moi vi tri dé tang thudng cho long trung thanh hoac chiét
khau cho bét ¢t ai “check-in” nhv mot moén qua. Thi tredng va nhitng chiéc
huy hiéu duong nhw nghe c6 vé that ngd ngan néu ban chwa tirng st dung
foursquare, nhung n6 sé giip dinh huwéng hanh vi nguoi st dung theo
nhitng cach thitc day sttc manh: hon 5 triéu nguwdi da tham gia foursquare,
va phan 16n ho st dung dé check-in dia diém hang ngay, kiém dwgc thém
nhiéu huy hiéu, dwgc lam thi truédng va cé nhitng thoa thudn mua ban.

Vao thang Mudi m6t nam 2010, Facebook ra mat chwong trinh tri an di
dong cta riéng minh mang tén “Deals”. C6 bon kiéu giao dich kinh doanh
c6 thé dwa ra cho khach hang thong qua Facebook Places hién nay:

» Giao dich ca nhan dé nhan chiét khau, hang mau dung tht hoac phan
thuwong khac

e Giao dich ban be, trong d6 ban va ban bé cing nhau xem xét mot de
xuat

e Giao dich long trung thanh dé tr¢ thanh khach hang thwong xuyén cta
mot ctra hang

e Giao dich tw thién, trong d6 moi nguoi tham gia ting ho tw thién vi mot
muc dich khi ban check-in

Giao dich mién phi d6i véi bat cit nganh kinh doanh nao bang Facebook
Place. Tuy nhién Facebook dwa ra mot muc phi cho cac doanh nghiép
quang cao vé giao dich cia ho mét khi chiing duwgc tao ra. T4t nhién la tao
ra nhitng giao dich, thoa thuan va lan truyén ching c6 t6 chirc thong qua hé
thong trén Facebook van mién phi va kha thi d6i véi cac t6 chitc & tat ca
moi quy mo.
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Bang A.7: Cac chuong trinh quang cao Huy hiéu va Thi trwdng thanh
cong cua Foursquare
Promo Mo ta

Huy hiéu Dé hwdng tng chwong trinh méi cia Conan O’Brien trén kénh TBS, mang xa hoi nay
Conan da ting hd mot chiéc khinh khi cau mau da cam khong 16 ¢6 thé bay khap nwéc My va
Blimp c6 khd ndng check-in trén foursquare. Khi nhitng nguoi st dung check-in “The Conan

Blimp”, ho sé nhan dugc Huy hiéu Conan.

Huy hiéu D€ dan cac khach hang dén mét dia diém mdi ¢ Cary, NC, Golden Corral t6 chitc
Golden chién dich quang céo kéo dai ba thang trong do thi trudng cua nha hang sé nhan dugc
Corral mot bita dn va d6 udng mién phi moi ngay, va c ngwoi thit 5 check-in sé nhan dwgc

mot bita an mién phi vao ngay do.
Co hoi nhan La vi du vé cach mét cong ty co6 thé thu hit khach hang dén véi cac cira hang cta ho
dwgc  Huy bang viéc mang dén co hoi cho nhitng ngwoi st dung foursquare cé thé kiém dugc
hiéu Swarm: “nhiéu huy hiéu” (ban chi c6 thé nhan dwgc khi c6 trén 50 ngwoi sit dung checkin
AJ Bombers cung mét dia diém véi ban cung lic). Pa c6 161 ngudi cung dén cira hang burger
Milwaukee va ngudi s& hitu nhiéu AJ Bombers la Joe Sorge.

“Thi Vao mua xuan nam 2010, cac cita hang Starbucks trén toan quoc da dwa thong diép
truong” nay dén vdi cac “thi tredng” clra hang caa ho: “La ‘thi trwdng’ ctia cira hang nay, ban
Starbucks  sé duwgc ting 1 d6-la mién phi du ban c6 mudn hay khong khi dung d6 udng
dwgc  mién Frappuccino. Bat ¢t ¢d nao, bat cit hwong vi ra sao. Chuwong trinh kéo dai dén ngay
phi 1 do6-la 28/6.” Ngoai ra, nhitng ngwoi ham mo cudng nhiét Starbucks nhan dwgc “barista
do uong badge” bang viéc check-in tai 5 ctra hang Starbucks khac nhau.

Frappuccino

Vi 600 triéu nguoi trén khap thé gigi st dung Facebook va hon 250 triéu
nguoi st dung Facebook bang dién thoai di dong, Facebook Deals dang tin
cdy doi v6i nhitng phan thwéng check-in vi tri dwgc gidi thiéu bai
Foursquare va nhitng trang mang khac. K& ca khi nén tdng mdi nay sé trg
gitup hodc anh hwéng dén Foursquare va Groupon hodc mot s6 ban sao cua
nhitng mang xa hoi nay. Nhung khong nghi ngd gi vé viéc Facebook Deals
sé la m6t sitc manh 16n khi, né cho phép ban tao ra nhitng dé xuat hap dan
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véi su lan truyén cua nhitng cap nhat méi nhat, dinh huéng va gianh dugc
nhitng khach hang m@i mot cach nhanh chong thong qua mang xa hoi.

LINKEDIN: TU MOT NGUOI PA bl
LAM DEN MOT NGUOI KHAC, VA
HON 100 TRIEU NGUOI KHAC

Céach st dung tot nhat: Tuyén dung, Duy tri, Hop tac

La mang xa hoi 16n nhét danh cho nhitng ngudi di 1am, LinkedIn cé hon
100 triéu nguoi st dung, trong mot khong gian khong danh dé chia sé
nhitng birc anh ctia con ban, néi vé thé thao hay am nhac.

Mot tam danh thiép khong néi vé viéc mot ngwoi bo lai sy nghiép tai
chinh dé tr¢ thanh mot ca sy hodc nhac s§. Mgt tdim danh thiép cting khong
néi vdi ban khi nao mot cuu trg ly dau tién cua ban la doi tac cia mot cong
ty luat hang dau. Nhung LinkedIn thi c6. D6 la diéu hap dan doi véi nguai
stt dung n6. Vay no co gi hap dan vdi cong viéc kinh doanh?

LinkedIn, khi dwgc st dung mot cach thich hop, la gidc mo cia nguoi
tuyén dung. Moi ca nhan khong cé nhiéu hon 6 moi két noi, lién hé vdi bat
ky nguwdi nao ma ho muon tuyén dung dé dwgc tham gia vao nhém cia co
ay, hoac néi vé nhitng thwong vu kinh doanh hodc céng viéc lam an. Ngoai
ra, LinkedIn c6 thé dugc st dung dé dinh vi cong ty ctia ban nhu 1a mét noi
lam viéc tot nhat trong nganh. Xem xét lam viéc v&i Phong Nhan sy cta
ban dé tao ra mot hé so cong ty day nang dong, v6i nhitng video ma ban
chia sé trén YouTube vé van hoa doanh nghiép cta t6 chitc ban.

LinkedIn dac biét hitu ich d6i véi nhitng ngwdi lam marketing theo mo
hinh tr doanh nghiép dén doanh nghiép B2B. Cac nha diéu hanh va khach
hang tiém nang, dai ly va do6i tdc cam thay an toan hon khi lam viéc trong
mot moi treong duge tao lap danh cho cong viéc, hon la thong qua
Facebook. Xem xét tao ra mot khong gian cho cong ty cua ban dé tré thanh
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mot nha lanh dao day hiéu biét va thong minh trong linh vic ctia ban. Ban
c6 dang diéu hanh mdt cong ty kiém toan? Tao ra mot nhom trén LinkedIn
cho CPAs dé két noi va hgp tac vé nhitng luat thué quan mdi. Hay ban dang
s& hitu mot chuodi nha hang? Hay tao ra mot cong dong trén LinkedIn danh
cho cac nha quan ly nha hang chuyén nghiép.

Tat nhién, bay gid ban cé thé dat dugc nhiéu muc dich nhd Facebook,
nhung hay nhé dén LinkedIn néu ban muon thu hit ca nhitng ngudi khac
theo cach chac chan va nhat quan. Rt nhiéu tng vién tiém nang cho cong
viéc sé khong dang thong tin 1én trén Facebook ctia ban dé tng tuyén vao
nhitng vi tri dang trong & cong ty ctia ban — dac biét khi sép ctia ho c6 thé la
mot trong nhitng ban bé trén Facebook ctia hg. Nhiéu nha diéu hanh cap
cao, tham chi ngay ca khi & trén Facebook, c6 thé chi st dung Facebook
cho muc dich ca nhan va coi LinkedIn nhv mot mang lwéi phuc vu cong
viéc, cac hoat dong kinh doanh hay ra quyét dinh. D6 don gian la van dé st
dung cac cong cu theo nhitng cach thitc hoat dong hiéu qua nhat doéi vdi
nguoi st dung.

THE BLOGOSPHERE: MOI
BLOGGER LA NGUON “TRUYEN
THONG” HIEN NAY

Cach st dung t6t nhat: Két ndi sau sac hon véi cac khan gia muc tiéu cua
ban, dinh vi ban than ban nhw mot nguwdi lanh dao day hiéu biét trong mot
sO linh vuc

Mot trang blog la mdt website hodc mot phan cia website gom nhitng
bai bao hodc bai viét dugc hién thi theo thi tv thoi gian. Trén thé gidi hién
nay cé hon 150 triéu blog. Bé thanh cong v&i mot blog, ban can cung cap
dwgc nhitng noi dung giad tri cho khan gid muc tiéu cua minh, viét bai
thwong xuyén (it nhat 1a hai 1an m6t tuan) va mang dén mot moi treong céd
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tinh twong tac thyc sy. Bang A.8 cung cdp danh sach ctia nhitng nén tang
blog t6t nhat danh cho ban khi bat dau.

Rat nhiéu blog cta cac cong ty khong thanh cong vi chiing dwgc cap nhat
thiéu thwong xuyén, hodc dwgc cap nhat qua thwong xuyén vdi nhitng noi
dung suéng sa nham muc dich gidi tri, hon la nhitng nguén hodc noi dung
thue sy gia tri. Vi mot blog, ban c6 co hoi dua vao nhitng ndi dung cap
nhat dai hon Facebook hay Twitter, ciing nhu két hgp va dwa vao nhitng
bitc anh, video, bang bau chon va nhitng hinh thitc da phuwong tién khac.
Ban ciing c6 thé ké nhitng cau chuyén trong khong gian ctia minh theo cach
riéng.

Xay dyng dwgc mot chién lwge st dung blog thanh céng bao géom hai
phan. D6 la sy sang tao va phat trién blog cia ban cling nhw sy twong tac
vdi nhitng blogger khac khi viét cho khan gid muc tiéu cia ban va/hoac vé
nhitng chu dé twong dong. Bang viéc “c6 dac” doi twgng khan gia 16n cia
ban cho blog ctia ban, ban c6 thé trd thanh “nha xuat ban” hodc mang luwéi
truyén thong hodc nguwdi trung gian truyén thong. Rat nhiéu blog hién nay
c6 nhitng do6i twong khan gia rong 16n hon la bao chi, do dé ban c6 thé st
dung ndi dung blog dé phat trién phuong tién truyén thong cua minh.

Bang A.8: Bon nén tang Blog tot nhat

Nén tang Website Uu thé

Wordpress Wordpress.org Rat nhiéu theme va plugin dé phuc vu cho cac muc dich st dung cia

riéng ban hodc nhv mot WordPress-hosted blog
Tumblr Tumblr.com  Nén tang tiéu blog co ban két hgp gitta blog va Twitter

Posterous  Posterous.com Guti mot email dén dia chi post@ posterous.com, va mot blog sé dugc

tao ra danh cho ban

Blogger Blogger.com  Dé st dung vdi sy cai dat tic thai

Nam ly do cong ty ban nén c6 blog
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Trong so6 rat nhiéu ly do khién céng ty ban nén st dung blog, nam ly do
sau day la nhitng 1y do manh mé nhat va sé cung cap cho ban cac y twéng
vé viéc lam cach nao dé bat dau, va tiép tuc qua trinh viét blog.

1. Mé& rong cudc hoi thoai: Mot blog vé doanh nghiép la phuwong tién
hoan hdo dé giao ti€p lau dai véi khan gia va khach hang, doi tac cua
ban. Twitter va Facebook la nhitng nén tang ly twéng cho cac thong
diép ngan gon, don gian — va hét sitc quan trong — nhwng mot blog cho
phép ban thyc sy di sdu vao chu dé va xu hwéng dién ra trong nganh
kinh doanh ctia ban. Ngoai ra, viét blog gitip ban tré nén ré rang va
minh bach déng thoi mang dén mdt “cai nhin bén trong” ma khan gia
ctia ban mong mudn. Mot ai d6 nghién cttu vé cong ty ban sé c6 thé c6
thém nhiéu thong tin tir blog ctia cong ty hon la phan “About” (Thong
tin), va tham chi ca nhitng cap nhat trén Facebook va Twitter ctia ban.
Mac du nhitng hinh thitc giao ti€p nay lién quan nhiéu dén cac phan
h6i cha dong véi nhitng cau hdi va moi quan tam, blog dong vai tro
nhue mot kenh chia sé nhitng y twéng sau, nhitng thong 1€ va cau
chuyén khién cho cong ty ctia ban tré nén doc nhat vo nhi... va tuyét
vOi. Ban tham chi con c6 thé st dung blog nhv mot nén tang thong tin
tr dong ddo cong chung. Ban dang phat trién mot san pham méi u?
Hay hoi cac khan gia trén blog cua ban vé thong tin va y twdng, dua
cac khach hang muc tiéu tham gia vao quy trinh phat trién san pham
mai.

2. Thu hut nhitng khach hang twong lai. Blog anh hwéng dén cac quyét
dinh mua hang — liéu ban c6 dang dwa cho doc gid cua minh cai nhin
phia sau hau trudong vé viéc san pham cua ban dwoc 1én y twéng va
thye hién nhu thé nao — hodc thé hién cho khach hang thdy san pham
cta ban dugc san xuat ra sao, khach hang sé cung c6 thém 1y do tai
sao san pham cua ban lai hdp dan dén vay. Theo d6, mot san pham c6
thé dugc hiéu theo nghia den nhv mét chiéc camera chang han, hodc
van hoa an du néu coéng ty cta ban cung cap nhitng dich vu hon la
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nhitng san pham hitu hinh. Ban c6 thé coi blog cia céng ty ban nhw
mot sy ma@ rong hiéu qua chi phi caa 16i kéu goi hodc quang cao ban
hang. Thuc té, cac khach hang cia thé ky XXI mong ngéng san pham
tir thwong hiéu danh cho ho trong thé giéi truc tuyén, va cé6 mét blog
doanh nghiép noi ho c6 thé tim hiéu va twong tac vdi ban.

. Thu hut cac nhan vién twong lai: Mot cong ty hodc thuwong hiéu chi
phat trién néu nhitng nhan tai ma né tuyén dung dai dién dwgc cho né.
Bang viéc mang dén cho nhan vién tiém nang madt cai nhin vao co cau
tap doan cta ban — cudc séng ¢ cong ty, y twéng duge hinh thanh nhw
thé nao, va nhitng diéu thu vi dang dién ra — vé co ban ban dang
khuyén khich ai d6 v6i mot phan thwéng. Hay cho nhan vién muc tiéu
ctia ban biét 1y do lam viéc cho ban sé tré thanh mdt co héi tuyét voi,
va ho sé dén vai ban.

. Binh vi ban than ban véi tw cach mot nha lanh dao: La mot thuong
hiéu, ban muén dwgc coi nhw c6 tinh sang tao va do6i mGi — mot nha
lanh dao théng minh va day hiéu biét trong nganh ctia ban. Dé xem
tinh canh tranh nhw thé nao gitta cac cong ty trong nganh céng nghiép
cta ban dang tham gia blog, xem cac nguon dugc liét ké trong Bang
A.9. Viét blog cho phép ban chia sé cac y twdng t6t nhat va nhitng 10i
binh luan théng minh cta cong ty ban vé nhitng diéu dang dién ra
trong nganh. C6 mot blog hay sé gitip ban tré nén noi bat hodc vuot
1én so v6i cac doi tha. Bang viéc cho phép nhiéu ngudi goép phan vao
cac bai viét hodc don gian la dong gop y twdng cho nhitng bai dang,
moi ngwdi trong cong ty ban c6 mot tiéng ndi — va téi chac chan rang
ho c6 rat nhiéu diéu 16n lao dé noi.

.SEO (T6i wu hoa céng cu tim kiém): Blog dwgc cap nhat thwong
xuyén sé trd thanh mdt cong cu tim kiém dwoc téi wu héa tuyét voi.
HubSpot théng bao rang cong ty c6 nhitng blog hoat dong tich cuc co
hon 55% Iwu lwgng truy cap — bao gom ty 1é tim kiém cao hon. Bang
viéc st dung nhitng tir khoa tim kiém thich hgp, chia sé “dwong link
yéu thich” vdi nhitng nguoi khac, ban sé gitp cho blog cua minh dwgc
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cha y hon. Mot khi ban dang 1én mot bai trén trang blog ctia minh, n6
sé c6 hiéu Iyc vo han dinh. Ai d6 dang tim kiém mdt chu dé dac biét
sé c6 thé tim kiém mét bai viét tir nhiéu thang, tham chi nhiéu nam
tredc. NOi dung tiép tuc hiéu qua doi vai ban sau khi n6 dugc dang tai.
Va tat nhién, c6 dwgc nhiéu sy quan tam va theo doéi trang blog va
website ctia cong ty ban sé thu hit nhiéu khach hang hon.

Bang A.9: Nam ngu6n tuyét voi dé tim dugc nhitng blog trong nganh
cua ban
Nguon Website
BlogDash BlogDash.com
Blogdigger Blogdigger.com
Google Blogs BlogSearch.Google.com
IceRocket IceRocket.com

Technorati Technorati.com

FLICKR, MYSPACE, YELP, VA
HANG TRAM MANG XA HOI
CHUYEN BIET KHAC

Cach st dung tot nhat: Két n6i mat thiét véi khach hang muc tiéu

Ban biét vé khach hang cia minh. D6 1a cong viéc ctia ban véi tw cach
mot ngwoi lam marketing. Néu ban khong lam vay, gio la ldac tré lai véi
bwdc mat, bat dau lang nghe va thau hiéu khach hang ctia ban. Néu ban da
lam vay, chac chan ban sé quan tam dén viéc thyc hién mot cudc tim kiém
don gidn vé cac mang xa hdi chuyén biét danh cho nhitng nhém nguoi s
dung dac biét ctia ban. Hau hét cac khach hang cia ban chac han la déu
dang st dung Facebook, Twitter va YouTube, nhung mot trong sé céc
khach hang day dam mé cua ban c6 thé dang st dung nhitng mang xa hoi
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chuyén biét hon, nhé hon. C6 mot cong dong danh cho méi moi quan tam
hay sé@ thich, do dé néu ban biét diéu khach hang quan tam, ban cé thé tham
gia vao nhitng cong dong chuyén biét do.

Dé chup anh va chia sé nhitng birc anh? Flickr la danh cho ban. Vay con
vé am nhac? Hay dén véi MySpace. Ban thich ma ca réng? Hay thi trang
VampireFreaks.com. Ban yéu chd? Dogster.com la danh cho ban. Thé con
khach hang cta ban la nhitng ngwoi giau cé nhat & dat nwdc cta ban thi
sao? Hay dén vGi Affluence.org. Tham chi con c6 mot tin don vé mot trang
danh cho nhitng diép vién & My mang tén A-Space.

Yelp, TripAdvisor va Angie’s List l1a ba trong s6 nhiéu mang xa hoi “theo
phong cach danh gia, diém xu hwéng”. St dung nhitng danh gia van la mot
trong cac dang thitc dang tin cdy nhat cua marketing, nhan duwgc sy tin
twong cta hon 70% nguoi st dung web. Viéc ban nén danh nguon luc cia
minh cho trang chuyén biét nao phu thudc vao viéc ban dang marketing cai
gl va khan gia cuaa ban la ai.

Yelp, mot trang diém va danh gia vé cac nha hang va cac nha cung cap
dich vu dia phuwong, va TripAdvisor la mot trang diém danh cho du lich, chi
1a hai trong hang t& cac trang danh gia cho nhitng chu dé khac nhau. La mot
ngwoi lam marketing, ban c6 trach nhiém dam bao rang bat ctt danh gia nao
cta ban ciing déu chan thanh va dén tir nhitng khach hang thyc sy. Cach tot
nhat dé nhan dwgc nhitng danh gia nhw vay la héi vé né. Khi td6i nhan dugc
mot tO roi yéu cau toi dién vao mot cudc diéu tra vé trai nghiém khach hang
dé nhan dwogc mot thé qua tang tri gia 10 do-la, t6i da rat lung ting. Tai sao
khong dé nghi toi chia sé quan diém cta minh trén Yelp, hoac TripAdvisor,
hodc bat c mot trang danh gia phu hgp nao? Néu danh gia dé tot, no sé
gitup thwong hiéu cing c6 vitng chac hon. Néu danh gia do t6i té, day cling
la co hoi dé thuwong hiéu phan héi va dap lai khach hang ctia minh mot cach
cong khai.

Céac mang xa hoi chuyén biét khong phai lic nao ciling than thién nhw
Facebook va Twitter nhirng van rat c6 gia tri. Bat dau bang viéc nghién citu
cach thitc hoat dong ctia cong dong, va héi nhitng ngudi quan tri cong dong
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vé cach thirc tham gia t6t nhat. D6 1a mot mang lwdi nhé hon mang lwéi ma
ban dang tham gia, nhuwng lai rat gia tri néu ban thu hit theo cach hiéu qua
do6i véi nhém. Hay nhd rang muc tiéu cta ban la tim kiém khan gid cta
ban, du ho & bat cit noi dau, lang nghe ho, thu hit va cam két véi ho, va
tham gia cung ho.
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Napoleon Hill (1883 — 1970): Tac gia ndi tiéng nguwdi My véi Think and
Grow Rich - cudn sach viét vé kinh doanh dwgc danh gia l1a hay nhat cua
moi thoi dai. Napoleon Bonaparte (1769-1821) con goi la Napoleon I - Vi
hoang dé no6i tiéng nuwdc Phap va la nha chi huy quan sy tai ba. Téng thong
thit 16 va 1a mot trong bon vi tong thdng vi dai nhat trong lich st nudc My.
Ong ciing 12 ngudi cht treong bai bo ché dd nd 16 & My. Dinh luat Murphy
xuat hién nam 1949, c6 nguon goc tir mot thitr nghiém cua khong quan My
vé tadc dung cta qua trinh gidm téc nhanh d6i vdi cac phi cong. Trong cudc
thir nghiém, nguwdi tinh nguyén ngoi trong mot xe trwgt tuyét cé6 gan dong
co phan lyc va dugc that chat day an toan. Hé théng dién cue gan khit vao
bd ghé ngoi, do dai iy Edward A. Murphy thiét ké, sé ghi lai phan &ng cta
ho khi xe dirng d6t ngot. Tuy nhién, nguwdi ta da khong ghi dwge mot so liéu
nao sau cudc thtt nghiém twdéng chirng nhw khéng c6 sai sét. Cudi cung,
moi ngwdi phat hién ra mét dién cyc bi mac sai. Khi ay, Murphy noéi rang:
“Néu c6 gi do c6 thé truc trac, thé nao cling c6 ngwoi lam cho n6 xdy ra”.
Winston Churchill (1874-1965) - Vi tha twong ling danh cua nuwéc Anh
trong chién tranh thé gigi thit II, cling la mot chinh khach 16i lac trén chinh
trrong quoc té. Nam 1953, 6ng duwgc gidi Nobel van hoc cho nhitng tac
pham viét vé nwéc Anh va lich st thé gigi. Nam 2002, dai BBC da bau
chon 6ng vao danh sach 100 nguwdi Anh vi dai nhat (the 100 Greatest
Britons). Sam Walton (1918-1992) - Nguoi sang lap mang luGi trung tam
bach héa dai ha gia Wal-Mart, dugc tap chi Forbes xép hang la ngudi giau
nhat nwdc My trong cac nam 1985-1988. Sam Walton giit chitc giam déc
diéu hanh kiém chu tich cia Wal-Mart cho dén nam 1988, sau doé trd thanh
Chu tich Hoi dong Quan tri cho dén nhitng ngay cudi doi. Edwards Deming
(1900-1993) - cha dé cua hoc thuyét quan ly chat lwgng. Nam 1960, ong la
nguwoi My dau tién nhan Huan chwong Cao quy Hang hai (Second Order of
the Sacred Treasure) do Thu twdng Nhat Ban trao tang. Abraham Maslow
(1908 - 1970) — Nha tam ly hoc, tac gia da xay dung ly thuyét vé nhu cau
ctia con nguwoi, bao gom 5 cap do dugc xép theo thit ty tir thap dén cao, bao
gom: nhu cau sinh ly (t6n tai), nhu cau duwgc an toan, nhu cau xa hoi (yéu
va dugc yéu), nhu cau dugce ton trong, nhu cau ty hoan thién ban than. (1)
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Trong than thoai Hy Lap, Pygmalion la mot nha diéu khac tai ba. C6 lan,
Pygmalion chon mdt vién da 16n dé tac twgng mot ngwdi con gai. Khi lam
xong, ong thdy bic twgng cua minh qua dep nén dem long say mé.
Pygmalion da cau xin nit than Aphrodite (Venus) cho tuwgng da bién thanh
nguoi that. Nt than xtc dong trudce 101 cau xin khan thiét &y nén da dong y.
Thé la Pygmalion ldy bitc twgng da hoa thanh nguwdi lam vg va hai nguoi
song v6i nhau hanh phic tron doi. Ben Feldman (1912-1993) — Mot trong
nhitng nhan vién ban hang xuat sac v6i doanh thu cao nhat cia moi thoi
dai. Su6t thoi gian lam viéc cho Cong ty New York Life Insurance tir nam
1942 dén 1993, 6ng da ban duwgc 1,8 ty do la tién bao hiém. Ngay nay, ky
luc ban hang cia 6ng van chwa bi ai pha v& véi 100 triéu do6 la trong mot
nam va 20 triéu do la mot ngay. Nhitng nam gan cudi sy nghiép, tong s6
tién hué hong ong duwgc hwdng hang nam la 1 triéu do la. Cong ty 16n cua
My¥ chuyén san xudt va phan phéi nhitng chwong trinh CD & VCD vé
nhitng van dé lién quan dén cudc song, giup con ngwoi khai thac t6i da
nang lyc ban than va viwon dén thanh cong, hanh phtc. 'Nguyén tac Pareto'
dugc dat theo tén nha kinh té hoc ngwoi Italia, Vilfredo Pareto (1848-1923).
Nam 1906, Pareto quan sat thdy 20% dan so Italia nam giit 80% tai san cta
nuwdc nay. Sau do, ong ciing nhan thay rang 20% so cay dau phung trong
vuon nha ong dong gop t6i 80% lwgng dau 6ng thu hoach moéi nam. Hai sy
kién nay khién 6ng suy nghi va cho rang day khong phai la sy trung lap
ngau nhién ma gan nhu la mét nguyén tac va 6ng da ap dung nguyén tac
80-20 nay vao rat nhiéu linh vic va thay nhiéu két qua twong dong. 2.Hién
nay, nhiéu tai liéu va sach bao dich thuat ngi¥ “brand” la “thwong hiéu” tirc
mot dang tat cia cum t* “thwong hiéu thuwong mai”. Tuy nhién ching t6i
cho rang dich “brand” la “thwong hiéu” sé khong chinh xéac vi khéng chi c6
cac cong ty va tap doan c6 brand ma ngay ca nhitng t6 chitc khong hé kinh
doanh hay c6 hoat dong thwong mai nhw cac t6 chitc phi chinh pha, phi lgi
nhuan nhu t6 chitc Chit Thap Do (Red Cross) hay Quy Bao vé Pong vat
Hoang da (WWF) cling c6 brand ctia ho. Hon nita, viéc chuyén ngit nhw
vay sé gay nhiéu nham lan vé mat tir goc véi thuat nglr “trademark”. Trong
cubn sach nay, cling nhu tit cd cdc cudn sach vé tiép thi va xay dung
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thuwong hiéu ctia cung nhom dich va hiéu dinh cua Cong ty Sach Alpha,
thuat ngt “brand” sé duwgc chuyén ngit thanh “thwong hiéu” va “trademark”
sé dugc goi la “thwong hiéu dang ky”. 1. Khach quen: regular market/
regular customers. Khai niém market trong marketing con dé chi tap thé
cac khach hang c6 mét s6 dac diém chung nao do. 1. Thuyén tredng Ahab:
nhan vat chinh trong phim Moby Dick dwa trén tiéu thuyét cung tén cta
Herman Melville. P6 la mot nguwoi da co gang giét chét con ca voi Moby
Dick rong ra nhiéu nam ké tir khi bi mat mot chan trong cudc chién véi né.
Ahab da khién cac thay tha doan va con tau ctia minh 1dm nguy trong cudc
chién dau dé giét con ca voi. 2. White elephant: (voi trang) thanh ngtt chi
vat cong kénh dat tién ma khong c6 ich gi lam. 3. Ally McBeal: tén mot
séri phim truyén hinh néi tiéng ctia My, cling la tén nhan vat chinh. 1. Bay
la mot phép choi chir. Logo biéu twong ctia Nhitng trang vang la hinh may
ngon tay di chuyén. 2. Daily Bugle: mot t0 bdo gia twéng cta thanh pho
New York, la phan khong thé thiéu cia Marvel Universe (nhitng tap truyén
tranh gid twdng do cong ty Marvel Comics xuat ban). No6i tiéng nhat trong
sO cac truyén tranh cta cong ty nay la Ngwoi Nhén. 3. Luat cia Moore
(Moore’s Law): Vao nhitng nam 90, s6 lwong cac bong ban dan trén cac
con chip vi x ly ci¢ 18 thang lai tang gap doi. Truwdc dé da c6 maot nha tién
phong vé ban dan ngudi My tén la Gordon Moore da dy bao trudc vé viéc
nay. Nam 1965, Moore da dv doan rang so lwgng cac bong ban dan trén
mot con chip vi tinh moéi nam sé tang gap doi. Dy doan nay duwgc goi la
Luat cia Moore. Dén cudi thap ky 90 cac chip vi xtt ly da gom nhiéu triéu
béng ban dan, chuyén duwgc 64 bit dir liéu moi lan va thue hién hang ty 1énh
moi gidy. 1. C6 thé thay Quy luat phuwong hoi tai Viét Nam tir xwa vGi Ha
No6i 36 Pho phwong - moi pho buén ban mot loai mat hang va mat hang doé
trd thanh tén ctia pho: Hang Bac, Hang Trong, Hang Buong, Hang Hom. ..
Luat budn c6 hdi ban cé phuong dén nay xem ra van ding du loai hang héa
duge ban khong thé hién & tén phé nita. O Ha Noi ngay nay c6 phé Hang
Pao, Hang Ngang ban quan 4o ; Hang Buwong ban 6 mai, banh keo ; Hang
Mai ban d6 hang ma ; Cau Go ban d6 trang sitc my ky ; Hang Bac ban vang
bac ; Tran Nhan Tong ban quan 4o bo ; Cat Linh ban vat liéu xay dung ; Ly
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Nam D& ban phu kién tin hoc... 3. Yahoo dang phai nhwong budc cho
Google. Lan dau tién xuat hién trong Danh sach 100 thwong hiéu manh
nhat thé giéi nam 2005 cta Interbrand, gia tri thuwong hiéu cua Google da la
8,461 ty do-la, ding thir 38 trong danh sach, trong khi gia tri thwong hiéu
cta Yahoo!, du la chién binh lau nam, chi la 5,256 ty do-la, ditng cach
Google 20 bac xép thit 58 trong tong sap (mdc du gia tri thwong hiéu da
tang lén 16% so v&i nam 2004). 1. Forrester Research: Pugc George F.
Colony sang lap vao nam 1983, Forrester Research la mot cong ty doc lap
nghién cttu thi trvdng va cong nghé. Coéng ty nay ciing cung cap cac dich
vu tw van tién tién va c6 tinh tng dung cao vé cac anh huwdng ctia cong
nghé tGi doanh nghiép va nguoi tiéu dung. Trong hon 22 nam nay, Forrester
da 1a mé6t nha tw van dang tin cdy, mot nha chién lwgc hang dau, thong qua
cac chwong trinh nghién cttu, tw van, sy kién va diéu hanh dong dang (peer-
to-peer), hang da gitip cac khach hang trén khap thé gidi dat dwgc vi tri dan
dau trong céc thi tredng cta ho. Forrester ¢6 tru s& chinh tai My. Dén thang
6 nam 2005, tong s6 nhan vién cta cong ty da la hon 640 ngudi va tong so
cac cong ty khach hang la hon 1.900. Trong by nam lién tiép, cong ty cling
nam trong top 75 trong danh sach 200 cong ty nhé thanh cong nhat do tap
chi Forbes bau chon. 2. Pia chi ctia tap chi triee tuyén nay: www.slate.com
4. Bay la mot cach chaoi chit, “bullish” c6 nghia lam tang gia c6 phiéu, bull
(tirc con bo tot) con la logo cua hang Merrill Lynch. 1. Cola nguyén la tén
mot loai cay nhiét dgi, goc chau Phi, c6 chita chat ca-phé-in (caffeine), nay
dwgc trong nhiéu & chau My nhiét ddi. N6 tré thanh hwong liéu trong thi
nuwdc giai khat mau sam dwgc cacbonat héa, ma ngwoi phat minh ra loai
nuwdc gidi khat nay la Tién sy John Pemberton (sinh ngay 8 thang 5 nam
1886, tai Atlanta). Cai tén Coca-Cola (goi tat la Coke) la do nguwdi cong sy
Frank Robinson dat cho. Sau do6, doanh nghiép nay dugc ban cho Asa
Candler nam 1888, va nha mdy san xuat Coca-Cola dau tién dugc thanh 1ap
nam 1895 tai Dallas, Texas. 1. Luat Gresham (Gresham’s law): Gia thuyét
cta nha tai chinh nguwdi Anh Sir Thomas Gresham (1519-1579) cho rang:
“Bad money drives good money out of circulation”. (Tién xdu hat cang tién
tot khdi vong quay lwu thong tién t€). Theo dd, khi cac kim loai véi gia tri
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khac nhau cung c6 sitc manh nhuw tién té (legal tender) thi thit kim loai ré
hon sé tré thanh phwong tién Iwu hanh va thit kia bi chon giau, tich trit, hay
xuét khau. O day tac gia so sanh trong marketing, néu theo ding gia thuyét
ctia Gresham, cac thwong hiéu nhanh sé hat cang thwong hiéu chinh (titc
thwong hiéu goc) khoi thi truong. 2. Theo Kotler trong “Cac quy luat
marketing”, c0 hai mo hinh marketing quan trong la: tw trong ra ngoai
(inside-out) va tr ngoai vao trong (outside-in). Theo quan diém inside-out
thi quy trinh marketing sé la: nha may cac san pham hién c6 ban hang va
xUc tién ban hang lgi nhudn théng qua doanh s6. Theo quan diém outside-
in: thi truong nhu cau ctia khach hang marketing tich hgp lgi nhuédn thong
qua sy thoa man cua khach hang 1. Biéu twgng c6 thé mang nhiéu y nghia
tha vi. Vi du logo ctia cong ty mdy tinh Apple gém biéu twong trai tdo bi
can mot miéng va hang chi¥ Apple. Khach hang tinh y sé lién twéng dén
qua tao Adam (Adam’s Apple) trong Kinh Thanh. P6 la qua tri tué¢ ma
Thuwgng Dé cdm Adam va Eva an. Do d6 n6 tré thanh trai cam. Va khau
hiéu ma Apple kém theo la: “Take a bite!” (Hay can mdt miéng di!). Nghia
la hdy mua mady tinh Apple. Nhu thé cling 1a an dwoc qua tri tué dé khon
ngoan sang sudt. Hodc nhuw logo ctia Alpha Books, cong ty thuc hién cudn
sach nay, c6 hinh mau ty Alpha trong chit Hy Lap. La tén chit cai dau tién
trong bang chit cai Hy Lap, Alpha con c6 nghia la nguyen ban, la sy khoi
dau. Alpha ciing la tén ngdi sao sang nhat trong mdt chom sao trén dai
Thién Ha cta Vi Tru. D6 cling chinh 1a hinh anh vé Alpha Books ma cong
ty mong muon xdy dung trong suy nghi ctia ban doc. 1. Greenpeace,
Healthy Choice, va SnackWell’s: theo thi ty 1a t6 chitc Hoa binh Xanh (t6
chitc phi chinh pht dwgc thanh 1ap v6i muc tiéu bao vé moi truong),
Healthy Choice (thwong hiéu thywc pham déng lanh va dugce gitr lanh do
cong ty ConAgra Foods Inc. s@ hitu). Theo lich st cua cong ty ConAgra,
thwong hiéu nay ra doi sau khi CEO cta ConAgra la Charles “Mike”
Harper bi mot con dau tim nam 1985. Bi budc phai thay doi ché do an
udng, 6ng da dua ra y twdng vé mot dong san pham déng lanh to6t hon cho
sttc khoe. ConAgra hién dang ban nhiéu moén an duwéi thwong hiéu Healthy
Choice, trong do c6 cac bira troa dugc gitt lanh, cac mon an phu, thit dong
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lanh ban theo lat, stip déng hop, kem, banh my, nuéc sét my Y va ca bap
rang bo. SnackWell’s 1a thuwong hiéu do an nhe cua Kraft Food Inc, mét
cong ty thwc pham cia My. 2. Golden Arches: biéu twgng chiéc cong vang
nay la biéu twgng noi tiéng cia McDonald’s, m6t cong ty s& hitu chudi nha
hang ban do6 an nhanh cé tru sé tai Chicago (M¥). Cong ty ra doi nam 1953,
va khi d6 Dick va Mac McDonald - hai nha sang lap, da bat dau nhugng
quyeén st dung thwong hiéu cua cong ty ho. Biéu twgng c6 hinh hai chiéc
cong vom @ hai bén hinh &nh mot quay ban banh hamburger lwu dong. Khi
duwgc nhin tir mot géc do nao do, biéu twgng nay khién nguwdi ta lién twéng
dén chit cdi M, va da dwoc bién thé thanh logo ctia cong ty. Mac du trén
thure t€ McDonald’s da bé hinh danh cac cong vom nay khéi cac nha hang
cta minh tir nhitng nam 60 cta thé ky 20, Golden Arches van con ton tai
trong logo cong ty va thwong dwoc siv dung nhw mot thuat ngit pho bién dé
néi dén cong ty McDonald’s. Céi tén nay con duwgc hiéu rong hon nhv la
mot dau hiéu cdta chd nghia tw ban hay sy toan cau héa vi cong ty
McDonald’s la mot trong nhitng tdp doan noi bat nhat cia My da c6 kha
nang thyc hién toan cau héa trong tam tay (ngoai Coca-Cola va Nike). 3.
Béanh hamburger: la mét loai banh mi tron dwgc bé doéi kep thit va rau, ca
chua... Tén banh nay c6 xuat x tt Pitc. 4. M&M: thwong hiéu keo vién so6
o la sita cia My do cong ty Mars san xuat. M&M'’s dugce tao ra nam 1940
sau khi Forrest Mars (Cha) nhin thdy cac quan nhan Tay Ban Nha an céac
thanh keo s0 c6 la c6 mot 16p dudng phu ngoai trong thoi ky Noi chién Tay
Ban Nha. M&M’s 1a tén viét tat (va sau nay trd thanh tén chinh thitc) cia
cum t* “Mars & Murrie” (d6i tac kinh doanh ctia Mars la Bruce Murrie).
M&M’s ngay lap titc tré thanh mot hién twong vi vao thoi diém dé, khong
c6 thiét bi diéu hoa nhiét d6 trong cac ctra hang, nha & va cac thanh keo s6
c6 la rat dé bi chay, tuy nhién keo M&M’s ¢ 16p dudng boc ngoai nén
khong bi chay. So co la vien M&M’s duwgc lam vGi sau mau: do, cam, vang,
xanh 1a cdy, ndu va tim. 5. Macy’s: thwong hiéu Macy’s la tén mot chuoi
cac ctta hang bach héa cua My, trong d6 c6 ctta hang & thanh pho New
York tw goi minh la ctta hang 16n nhat thé gigi. Macy’s la mot phan cta
Federated Department Stores. Macy’s dugc Rowland Hussey Macy thanh
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lap nam 1851 & Haverhill, bang Massachusetts (My). 6. Caterpillar: tap
doan san xuat cac thiét bi xay dwng, 1am nghiép, cac dong co toc do vira va
cac cong cu tai chinh lién quan cua My. 7. United Parcel Service: cong ty
giao nhan buu pham 16n nhat thé gidi, moi ngay cong ty nay giao nhan hon
14 triéu bru pham dén hon 200 nuwéc trén thé gidi. Gan day ho da mé rong
linh viec hoat dong ra hau can va cac linh vye lién quan dén van tai. Tru sé
cong ty dong tai Atlanta, bang Georgia (M¥). UPS ndi tiéng véi cac xe tai
mau nau cua ho (do do tén long ctua cong ty nay la “Big Brown”). Mau nau
UPS str dung trén cac phwong tién van tai va dong phuc ctia ho dugc goi la
mau nau Pullman, dat theo tén cta nhitng toa ngu trén tau do George
Pullman tao ra c6 mau nau. UPS ciling c6 hang hang khong riéng cua ho.
Dboi thu chinh cia UPS la United States Postal Service (USPS), FedEx, va
DHL. 8. Big Blue: tén 16ng ctia IBM (c6 nghia la Cong ty Mau xanh Khong
16) vi logo cta cong ty nay c6 mau xanh. Cho dén nhitng nam 90 cta thé ky
20, nhan vién cua IBM van mac dong phuc vét xanh lo, so mi trang va ca
vat sam mau. 1. “War” trong tiéng Pirc khong c6 nghia gi ngoai trir 1a dang
qua kht ctia dong tir sein (tttc dong tr “to be” trong tiéng Anh). Nhung do6i
v6i nguoi st dung tiéng Anh, n6 goi ra y nghia chién tranh (war). C6 1é do
la mét ly do khién ngwoi ta khong man ma véi thwong hiéu nay. 2. Perdue:
mot trong nhitng thwong hiéu dwoc tin cdy va dwgc nhan biét rong rai nhat
ctia My thudc sé& hitu cta Perdue Farms, mot cong tay thirc pham va nong
san hang dau thé gidi vdi doanh s6 vé gia cam 16n th ba trong nganh.
Thanh 1ap nam 1920, c6ng ty nay cung cap cac san pham va dich vu veé
thie pham t&i hon 40 quoc gia trén thé gidi véi hon 20.000 cong ty thanh
vién va la déi tac caa 7.500 trang trai gia dinh. 1. Delicatessen: ctta hang
ban cac mén an san — con goi la deli. 2. Submarine sandwich: banh mi 6
dai, bd doc, nhoi nhan thit, xalat, pho mat... 6 banh dai giong nhw chiéc tau
ngam. 3. Total quality management: cha treong chu trong chat lwong san
pham, bao gom cac chién lwgc nham cai thién chat Iwgng lién tuc 4. Tom
Monaghan, Michael va Marian Ilitch, va John Schnatter: Nhitng nguoi sang
lap Domino’s Pizza, Little Caesars va Papa John’s. 1. Rush Limbaugh:
Rush Hudson Limbaugh III (sinh ngay 12 thang 1 nam 1951 & Mii
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Girardeau, Missouri), la mot nguwoi kha noi tiéng trong gidi giai tri My va la
ngwoi dan mot chwong trinh tro chuyén trén radio dwgc wa chudong ¢ My.
La mot nha binh luan c6 quan diém bao thu, 6ng thwong binh luan vé chinh
tri va cac su kién duvong thoi trong chuong trinh cia minh, chwong trinh
The Rush Limbaugh Show. Hon 15 ndm qua, Rush Limbaugh da la nguoi
dan chwong trinh tro chuyén trén radio dugc nhiéu nguwdi nghe nhat & My
va thé gidi, va so thinh gid ctia 6ng theo wdc tinh da 1én dén khoang 20
triéu moi tuan, cao thit nhi thé gidi chi sau sb thinh giad ctia chwong trinh
Paul Harvey. 2. Laura Schlessinger: Laura Schlessinger (sinh ngay 16 thang
1 nam 1947) la mot nha binh ludn dao ditc va van héa MY, dugc biét dén
vOi tw cach la ngwoi dan chuwong trinh tro chuyén truce tiép véi thinh gia trén
song radio Bac sy Laura. Chuwong trinh nay dwgc phéat song trén khap ca
nuwdc va kéo dai ba tiéng moi ngay vao cudi tuan. Schlessinger 1a mot nha
phé binh néi thang than vé nhitng gi qua thinh hanh trong nén van héa
dwong dai My. D6 la: tinh duc ngoai hon nhan, séng chung truedc khi cuéi,
nhitng ngwoi cha/me doc than, cac ba me di lam, hon nhan qua sém, viéc
cha me qua nuéng chiéu con cai, cai chét ém i cho nhitng ngudi mac bénh
nan y, li di du khong ai c6 16i va hon nhan dong tinh... Chuong trinh ctia ba
thwong tap trung vao nhitng doan binh luan ngan vé nhitng van dé trén va
cac chu dé xa hoi va chinh tri khac sau nhitng cau tra 10i tryc tiép, thang
than va hop ly rat dac trueng cia ba cho nhitng cau hoi do thinh gia goi dén
hodc nhitng khiic mac dao ditc khac. Ba ciing 1a tac gia ctia nhiéu cuén sach
k¥ nang song, trong dé noi ti€éng la cuén Mudi diéu Ngu ngoc Phu nit lam
dé Xao tron Cudc song cia Ho va nhiéu cubn sach vé ton gido. Sach ctia ba
vita dugc wa chudng lai vira gay nhiéu tranh cai. Tuy nhién, chwong trinh
truyén hinh Bac sy Laura da khong thanh cong va da bi hay. 3. Howard
Stern: Howard Allan Stern (sinh ngay 1 thang 12 nam 1954 & Roosevelt,
Long Island, New York) la mot nhan vat noi tiéng trong gigi truyén thanh
My¥. “Vi Vua cida tit cd cac phuong tién truyén thong” ty phong nay da
duwgce gan cho mot cdi tén long vi sy hai hwdc vé tinh duc va ching toc kha
sam s& va gdy nhiéu tranh cii ctia minh. Ong ciing 13 nhan vat trén radio
dwgc trd thu lao hau hinh nhat & My va la nguwdi néi danh va gidi nhat trong
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lich st truyén thanh. Cac chuwong trinh truyén hinh phat séng trén mang
lwGi qudc gia My c6 chiong trinh Howard Stern Show (tt* ndm 1990 - 2005
trén kénh E!) va chuvong trinh Howard Stern Radio Show (1998-2001 trén
CBS). 4. A&E: Mang luéGi truyén hinh A&E Network la mot mang lwgi
truyén hinh cap va vé tinh c6 tru sé tai New York, My. Mang lué6i truyén
hinh nay, v&i cac chwong trinh cht yéu vé sinh hoc, phim tai liéu va cac
séri phim truyén hinh, da mé& rong ra thém cac chwong trinh truyén hinh
khac va c6 lwvong khan gia dén hon 85 triéu ho gia dinh tai My. A&E la lién
doanh gitta Hearst Corporation véi ty 1€ von 37,5%, ABC, Inc. (Disney s&
hitu), 37,5%; va NBC Universal, 25%. 5. QVC: 1a mot tdp doan da quoc gia
c6 tru s& tai West Chester, Pennsylvania, My, chuyén vé cac chwong trinh
mua sam trén truyén hinh tai gia. Do Josepth Segel sang 1ap nam 1986,
QVC phat song & bon qudc gia chinh tdi 141 triéu ngudi tiéu dung. Tén tap
doan la viét tat cia cum ti “Quality, Value, Convenience” (Chat lwvgng, Gia
tri, Sy tién lgi) - ba y chinh trong tam nhin ctia nguwdi sang 1ap vé cong ty.
6. Showtime: la mdt thwong hiéu truyén hinh thué bao do mét s6 kénh
truyén hinh va hé théng truyén hinh st dung trén khap thé gigi, nhung chu
yéu dé cap dén mot nhom cac kénh truyén hinh tai My. 7. Nickelodeon:
(goi tat 1a Nick) 1a m6t mang luwGi truyén hinh cap danh cho tré em. Noi c6
mang lwgi truyén hinh Nickelodeon dau tién la My, tuy nhién hién nay
nhiéu nwéc khac ciing dd phat trién mang 1wéi nay: Nhat, Uc, va Anh. 1.
Citicorp: Tap doan c¢ tién than la Citibank (thanh 1dp nam 1812 vdi tén ban
dau la City Bank cua thanh phé New York). Nam 1894, ngan hang nay tr&
thanh ngan hang 16n nhat nwéc My. Nam 1902 n6 dan m& réng pham vi
hoat dong ra toan cau va tré thanh ngan hang 16n dau tién cia My cé mot
van phong & nwdc ngoai. Bén ndm 1930 Citibank tré thanh ngan hang 16n
nhat thé gigi v6i 100 chi nhanh & 23 nuwéc, chura ké nwdc My. Ngan hang
nay doi tén thanh The First National City Bank of New York vao nam
1955, sau d6 lai doi thanh First National City Bank vao nam 1962, va thanh
Citibank nam 1976. Vao nam 1981, Citibank da m& thém mot cong ty con
& South Dakota dé tan dung nhitng wu thé do cac luat méi dem lai, theo do6
mrc 13i suat t6i da doi vai cac khodn vay la 25% (Itc do6 la cao nhat nuwéc
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My¥). Citibank la mot trong nhitng ngan hang dau tién cia My gidi thiéu
mady rit tién tw dong vao nhitng nam 70 cua thé ky 20 dé giam so6 lwgng
nhan vién giao dich va giip khach hang cé thé tiép can cac tai khoan cta
minh 24/24. Citibank hién la chi nhanh dich vu ngan hang cho cong ty va
ca nhan cta tap doan dich vu tai chinh khong 16 Citigroup, tdp doan 16n
nhat thé gidi trong nganh nay. Ngoai cac giao dich ngdn hang thong
thuwong, Citibank cling cé cac san pham dau tw, bado hiém va thé tin dung.
Céc dich vu tryc tuyén cda ho la mot trong nhitng dich vu thanh c6ng nhat
trong nganh ngan hang va6i khoang 15 trieu nguoi st dung. 1. Nursing
Home for Dying Brands: c6 1é day la tén l6ng danh cho cac cong ty dich vu
chuyén veé tai dinh vi thwong hiéu. 2. Kraft: thwong hiéu tap doan Kraft
Foods: Kraft c6 tru s@ chinh tai Glenview, Cook County, bang Illinois, M¥.
Tai MY, tdp doan nay noi tiéng v6i cac san pham pho mat, nhat la thuwong
hiéu Kraft Macaroni va pho mat Kraft Dinner. Cac thwong hiéu khac xuat
hién tai nhiéu thi trwdng trén thé gidi nhw Dairylea (¢ Anh), Jacobs (ca
phé), Suchard, Baker’s, Toblerone, Daim, sita Milka, Miracle Whip,
Philadelphia, Vegemite, Velveeta, Oscar Mayer, mon trang miéng Jell-O
Gelatin, Planters, bot ngii coc Post Cereals, thach Knox, Stove Top, Kool-
Aid, va Capri Sun (chi c6 & Bic M§). O Btic, tap doan ndy ndi tiéng véi
Miracoli, mot san phdm my Y &n lién dwgc phat trién ti¥ nhitng nim 60,
cling nhv Kaffee Hag. Digiorno, mot loai banh pizza dé lanh (con c6 tén
khac la Delissio ¢ Canada). 1. Quang cao (advertising) va quang ba
(publicity) giong nhau & cho ching déu la nhitng thong tin tuyén truyén vé
mot cong ty va san pham cta cong ty; diém khac nhau la: thong tin quang
cao do chinh céng ty bo tién thué mot dién tich trén bao/ tap chi hay mot
thoi lwgng phat song tréen tivi/ radio, con thong tin quang ba do cac co quan
truyén thong dai ching dwa tin mot cach tich cwe vé céng ty va san pham
nhr mot dang thong tin thong thwong. Trén ly thuyét cong ty dé khong phai
trd khoan chi phi nao ca. Tam ly ngudi tiéu dung thuong cho rang quang ba
dang tin cay hon quang cao. 2. D’ Arcy, Masius Benton & Bowles: Cong ty
quang cao cia MYJ. 4. Groupware la phan mém ma mot nhém ngudi s
dung chung véi nhau trén hé thong mang noi bd va mang Internet. N6 hoat
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dong trén nguyén tac st dung mang may tinh dé gitp cac ngudi dung nang
cao hiéu qua cac sadn pham ctia ho bang cach cong tac va chia sé thong tin.
Thu dién t la mot hinh thitc cta groupware. N6 cho phép cac ngwoi dung
lien lac vGi cac ngwoi dung khac, hgp tac hoat dong, va chia sé cac thong
tin mot cach dé dang. Thu dién tit 1a hé thong nén tang va hé thong truyén
tai dir liéu cta nhiéu trinh tng dung groupware. Ung dung groupware gan
day nhat la Wikipedia — Bach khoa toan thv mé. 4. Gia tri thwong hiéu cta
Coca-Cola nam 2005 theo danh gia cua hang Interbrand: 67,525 ty do-la.
Xin xem thém cht dan s6 12. 1. Trong nhiéu nam trd lai day, moi nam
Interbrand dwa ra mot danh sach 100 thwong hiéu hang dau thé gi6i. Theo
danh sach md&i nhét cia nam 2005 thi Coca-Cola van giit vitng vi tri so 1
(bon nam lién tiép) vbi gia tri thwong hiéu la 67,525 ty do-la. Thuwong hiéu
dirng th 100 trong danh sach nay la Heineken véi gia tri thwong hiéu la
2,35 ty do-la. 2. Stock option: Quyén wu dai mua c6 phiéu. Pay dugc coi
nhw mot trong s6 nhitng dai ngd dac biét danh cho cac nhan vién (pho bién
& cap quan tri). Hién nay trong dam phan vé cac lgi ich vé lwong bong cua
nhan vién, stock option duwgc coi nhv mot muc, ngoai lwong co ban,
thuwéng, nhitng chuyén nghi duwong do cong ty t6 chitc, bdo hiém... 3. Theo
Danh sach 100 thwong hiéu hang dau thé gidi ctia Interbrand nam 2005, gia
tri thwong hiéu Yahoo! la 5,256 ty d6-la, xép thit 58. Gia tri cia AOL nam
2004 1a 3,248 ty d6-la, nhung dén nam 2005 thwong hiéu nay da khong con
cho ding trong danh sach 100 thwong hiéu hang dau thé gidi nita. 5. Sock
Puppet: Thuong hiéu mot loai roi tat. Sock puppet ciing la tén goi cta loai
con rdi nay, cach choi roi nay ciing rat don gian: cho tay vao mot chiéc tat,
véi cac ctir dong caa cac ngdn tay, nhat la ngén cai va ngon tro, chiéc tat sé
nhw c6 mat miii miéng va “n6i” thye sy véi thuat noi tiéng bung ctia ngwoi
biéu dién. Do6i khi ngwdi ta con rach han mot doan tat dé lam miéng cho
con roi. Nguoi biéu dién roi tat thwong giau minh sau mot buc va chi gio
tay lén dé 16 con r6i. 6. Prince: ca sy Prince (tén khai sinh Prince Rogers
Nelson sinh ngay 7 thang 6 nam 1958 & Minneapolis, Minnesota): ca sy,
nguoi viét bai hat, nha sdn xudt bang dia va nhac cong (c6 thé choi nhiéu
loai nhac khi) dwgc yéu thich va c6 anh hwéng. Am nhac cta anh da gép
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phan phat trién thém nhiéu bién thé cta nhitng kiéu nhac khu6n mau nhw
funk, pop, rock, R&B/soul, va hip hop, va anh dwgc coi la “Linh hon cta
Minneapolis”. Prince d6i tén minh thanh mo6t dau hiéu khéng thé danh van
dwgce vao nam 1993, nhung da 1ay lai céi tén Prince vao nam 2000. 1. Bay
la mitc gid quang céo tai thoi diém tac gia viét cudn sach ndy. 1. Y néi
nguoi doc hoc cach tao dyng thwong hiéu cua minh trén Internet khi doc
cuén sach nay, chi can bo ra mét so tién mua sach rat khiém tén so véi
khodan phi phdi trd cho nha tw van xay dung thwong hiéu. 1. Mickey D: Tén
goi long cua hang McDonald’s. 2. Credit Suisse First Boston: Credit Suisse
First Boston (CSFB) la mot hang cung cap cac dich vu tai chinh va dau tw
ngan hang. N6 la mot phan cua tap doan Credit Suisse va thuc té sé dugc
doi tén thanh Credit Suisse vao thang 1 nam 2006. Hang nay phuc vu cho
ba nhém khach hang khac nhau: cac khach hang quan tdm dén dinh ché,
dau tv ngan hang va quan ly dau tw. Nhém khach hang dinh ché sé dugc
nhitngbd phan sau cta cong ty phuc vu: CSFB HOLT, Equities, Fixed
Income, Life Finance, Prime Services, va Research. Nhoém khach hang dau
tw ngan hang sé ti€p can vGi cac bo phan: Mergers & Acquisitions Equity
Capital Markets, Debt Capital Markets, Private Placement, Leveraged
Finance, Industry Experience, va Regional Presence. Nhom khach hang
quan ly dau tw sé dwoc cac b phan sau cta tdp doan cham séc: Alternative
Capital, Asset Management, CSFB VOLARIS, va Private Client. 3. Yogi
Berra: Lawrence Peter “Yogi” Berra (sinh ngay 12 thang 5 nam 1925) la
mot cru quan ly va cau tha choi vi tri bat bong tai Lién doan Béng chay
My, hau nhuv trong sudt sw nghiép cta minh choi cho ddi New York
Yankees. Anh la mot trong bon cau thu dat danh hiéu Cau tha Gia tri nhat
cta Lién doan Béng chay My ba lan, va la mét trong sau ngudi quan ly da-
dwa d6i bong chay My va Lién doan Béng chay quoc gia My dén véi giai
thi dau quoc té€ World Series. Anh duwgc coi 1a mot trong nhitng cau tha choi
vi tri bat bong gioi nhat trong lich si. Berra ciing kha ndi tiéng vGi xu
hwéng dung tr sai nghia mot cadch budn cwdi va tach roi ngdon ngit tiéng
Anh dé tréu choc ngwoi khac mot cach duyén dang. Chinh xu huwéng nay
ctia anh la nguon goc cua tit Yogiisms (cht nghia Yogi). Yogi da dugc tap
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chi Economist bau chon danh hiéu Ngwoi ngdc Thong thai nhat trong 50
nam qua vao thang 1 nam 2005. 1. BMW = Bavarian Motor Works, c0
nghia la nha may san xudt 0 t0 tai bang Bavaria (mién nam nwéc Dic),
nguyén goc tiéng Diic 1a Bayerische Motorewerke. 2. Y néi khin tay bang
vai thong thuong sau khi dung xong lai duoc cho vao tudi, nhe vay khong veé
sinh, khac gi cho bénh cdm vao tii. Cho nén hay dung khan gidy, xong la
viit di. 3. Nguwoi nay dong nhat khan gidy véi Kleenex nén van goi doé la céi
Kleenex, du thyc té né hiéu Scott. B4 la khi mot danh ti riéeng duwgc st
dung nhv mot danh to chung. 1. Philips NV: Koninklijke Philips
Electronics N.V. (Royal Philips Electronics N.V). (tttc Cong ty Dién t@
Hoang gia Philips), thuwong dugc goi la Philips, la mot trong nhitng cong ty
dién tr 16n nhat thé gigi. Doanh thu nam 2004 cua céng ty nay la 30,3 ty
Euro va s6 nhan vién la hon 159.000 nguwoi trén hon 60 quoc gia. Philips
duwgc t6 chitc thanh mdt s6 bé phan: hang dién ti tiéu dung Philips, hang
ban dan Philips, dén Philips, cac hé thong may moéc y té Philips va cac thiét
bi gia dung va cham s6c c4 nhan Philips. 2. Pay la thong tin vao nam cudn
sach duwgc viét. Thyc té€ hién nay cac cong ty dotcom dang song lai. Cong
nghiép kinh doanh tryc tuyén trén toan cau, trong dé cé Viét Nam, dang hoi
sinh cung céac dich vu mién phi. Dich vu email Yahoo chang han, dang phai
canh tranh gay gat vdi dich vu thu dién t* méi Gmail ctia Google. 1. Nam
1942, Coca-Cola da tién hanh chién dich quang cao cé tén “Chi c6 mét thi
duy nhat giong nhu Coca-Cola, do 1a chinh ban than Coca-Cola. D6 1a hang
that”. (The only thing like Coca-Cola is Coca-Cola itself. It’s the real
thing”). Nam 1970, diép khuc “hang that” trong khau hiéu d6 dwogc hat
trong cac doan quang cao trong khoang mot nam. 1. Marshall McLuhan:
Herbert Marshall McLuhan (21/7/1911 - 31/12/1980) 1a nha gido duc, triét
gia va hoc gia nguoi Canada, la giao s nganh van hoc Anh, phé binh van
hoc va la nha ly luén giao tiép, la mot trong nhitng nha sang lap nganh sinh
thai hoc truyén thong va hién la chuyén gia danh dv trong gidi nhitng nguoi
yéu thich ky thuat. 1. Greyhound: Greyhound Lines la cong ty xe bus van
chuyén hanh khach trong ndi thi 16n nhat & Bac My c6 dén 2.200 diém dén
tai My. Cong ty dugc thanh 1ap ¢ Hibbing, bang Minnesota vao nam 1914
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va chinh thttc tr@ thanh Tap doan Greyhound nam 1926. Hién nay, cong ty
dong tru s@ chinh tai Dallas, bang Texas. Tén va logo cong ty lay theo tén
loai ché Greyhound, giong ché chay nhanh nhat dwgc nu6i dé chay thi
trong cac cudc dua ché. 1. Cho dén thoi diém nay Yahoo! da mat vi tri
website tim kiém thong tin hang dau vao tay Google du da lién két véi
Goolge vao thang 6 nam 2000. Sy ndéi lén nhanh chéng cua Google dugc
coi la mot hién twgng trong cac cong ty dotcom. Google do Larry Page va
Sergey Brin sang lap vao thang 9 nam 1998. Cu6i nam 2000, moi ngay c6
dén 100 triéu yéu cau tim kiém thong tin dwoc thye hién tai Google.com. 2.
Theo danh sach 100 thwong hiéu manh nhit nam 2005 cta Interbrand,
thwong hiéu gia tri nhat trén Internet la eBay ditng thit 55 trén tong sap vdi
gia tri 5,701 ty do-la, trong khi Yahoo! c6 gia tri thwong hiéu la 5,256 ty
do-la (ding thir 58). 3. Cau chuyén thanh cong cua Google: mac du ra doi
sau Yahoo!, Google dang dan chiém linh vi tri nha cung cdp dich vu tim
kiém thong tin tryc tuyén hang dau. Google cling mdi tung ra dich vu email
mién phi Gmail canh tranh v&i dich vu email ctia Yahoo!. 1. Sears,
Roebuck and Co, cong ty ban 1é hang dau & My trong suot thé ky 20. Sears
ban nhiéu loai hang tiéu dung, trong dé c6 do dét may, cac thiét bi, dung cu,
linh kién 6 t6 va d6 gia dung. Cong ty nay co6 tru sé tai Hoffman Estates,
Illinois gan Chicago. Tap doan Sears Holdings Corporation la hang ban 1é
16n thit ba & My, chi sau Wal-Mart va The Home Depot. Cong ty nay thanh
lap nam 2005 sau khi Sears, Roebuck and Company of Hoffman Estates,
[linois duwgc Tap doan Kmart Corporation ¢ Troy, Michigan mua lai. Tru
s@ tap doan van tiép tuc dong tai Hoffman Estates, va tap doan van gitr
thwong hiéu Kmart. Sears Holdings c6 kha nhiéu thwong hiéu déc quyén
nhu: cong cu Craftsman, cac thiét bi Kenmore, pin 6 t6 DieHard, cac vat
dung trang tri nha ctra c6 thwong hiéu Martha Stewart, quan ao thuwong hiéu
Jaclyn Smith, quan 4o thwong hiéu Sesame Street, quan 4o va do trang sirc
hiéu Thalia Sodiand, quan 4o hiéu Lands' End, quan 4o hiéu Route 66, d6
16t hiéu Joe Boxer. 1. Tai san ciia moQt cong ty, ngoai tai san lvu dong
(current assets) va tai san c6 dinh (fixed assets) con c6 tai san vo hinh hay
tai san phi vat thé (intangible asset). D6 1a tén tudi ctia cong ty (goodwill)
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va la mot thi? tai san c6 thé dem ra kinh doanh dwoc. 2. Chaebol = tap doan
tai phiét; day la loai conglomerate (tdp doan dai xi nghiép) ctia Han Qudc,
quan ly theo 16i gia dinh, khong ché nén kinh té Han Qudc va phat trién tw
viéc ké thtra hinh thitc tdp doan Zaibatsu (tai phiét) cia Nhat doc quyén
khong ché nén kinh té Triéu Tién sau Thé chién II. (1) Cong phu bat phu
tam nhan nghia la khong phu ngwoi bo cong strc ra. (1) Gia twong: bay ra
hién twgng gid 1. Toastmasters International: mot t6 chitc diéu hanh rat
nhiéu cau lac bo trén khap thé gidi, nham muc dich phat trién ki nang néi
tredc cong ching cho cac thanh vién cua t6 chitc nay.) 2. Stephen D.
Solomon va Julie Sloane, “Mud6i bé nao hang dau,” tap chi Fortune Small
Business, s0 ra ngay 1 thang 12 nam 2002. 3. “Twong lai nao cho doanh
nghiép nhé” — Richard Oliver va Trung tam nghién cttu, thong ké hién
trang doanh nghiép vira va nho. 1. William Wordsworth (1770-1850): Nha
tho lang man nguwdi Anh — BT. 1. Ca ba cau n6i bang tiéng Anh, Phap, Nga
trén day déu co6 nghia la: Anh/Em yéu em/anh bang ca trai tim minh. 1. Bai
dang trén Vnexpress ngay 18 thang 1 nam 2010 véi tya dé Tudi nao cling
c6 thé lam giau. 1. Nghia la: Nguwoi khong hoc (sé) khong hiéu ly 1&/ Tré
khong hoc (thi) khi gia khong biét lam gi ca. (Tam Ty Kinh) 1. L0i toa soan
caa tap chi Tri tri. 1. Bai dang trén bao Phu nit thanh phé H6 Chi Minh ra
ngay 01/12/2009 véi tén Lam gi dé Khdi nghiép. 1. Boxton Matrix la mét
cong cu noi tiéng ma cac giam doc marketing 4p dung. 1. J.R.R Tolkien la
mot nha van Anh, tac giad cta hai cudn truyén noi tiéng va dugc ban doc wa
thich nhat 1a Ngwoi Hobbit va Chta té cua nhitng chiéc nhan. 1. Viéc phan
biét ching toc pho bién tai My, tai Viét Nam khong pho bién lam (N.D). 1
pyoung = 3,3 m2. CNY (Chinese Yuan): Dong nhan dan té cua Trung Quéc
Extra-VIP (Extra Very Important Person): nhitng nguoi... “siéu quan
trong”. MBA (Master of Business Administration): Thac si Quan tri Kinh
doanh. “Rump” c6 nghia la mong (& dong vat), phao cau (& chim). “Rump”
doc la “Ram”. “Inch”: don vi do chiéu dai cua Anh, linch = 2.54 cm “Red”
nghia la mau do “Milk” c6 nghia la “stta” “Nothing” c6 nghia la “khong co
gi”, “khong gi cd”. Pound: don vi do khoi lwgng ctia Anh, 1 pound =
0.452592 kg. Nguyén van: “Where There’s a Will, There’s No Way.” Day
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la noi trai twr cau thanh nglt “Where There’s a Will, There’s A Way” (C6 chi
thi nén), tac gid ham y mia mai, chua chat tre6dc hoan canh bat lyc caa
minh. 1 Hinh 7.7 dwa ra mot vi du. Khoi Iwgng khép 1énh khong 16 va mitc
giam gid manh cua c6 phiéu Capital One Financial vao dau thang 10 nam
1998 mo td mot ky luc vé khoi lwgng khép 1énh 16n. Mic gia thap nhat cho
thay gia co6 phiéu sé doi chiéu di 1én. Khoi lwgng khép 1énh thwong 1a dau
hiéu then chot dé chi sy chuyén hwdng thi truong. 3 Bang 12.1 xuat hién &
vi du. (*) Greenpeace la td chitc bdo vé mdi treong qudc t€, dwgc thanh 1ap
& Vancouver, Canada nam 1971. Greenpeace noi tiéng trong cac chién dich
bdo tén ca voi. Nhitng nam sau nay, Greenpeace quan tam nhiéu dén cac
van dé moi truong nhw: sy néng 1én toan cau, nang lwong nguyén t, bao vé
ritng co sinh, ... (*) Rogers, E M va Kincaid, D L (1981) Communication
Networks: Hrdng dén mot kiéu mau nghién cttu mdi, The Free Press, New
York. (1) Do J M McLeod va S H Chaffee dé nghi dau tién (1977) trong
chwong 'Nhitng cach tiép can cd nhan dén nghién cttu truyén thong' ctia tac
pham American Behavioural Scientist, nhung sau d6 da duwgc chat loc va
tng dung ddc biét vao PR. (2) Do E Katz va P F Lazarsfeld dé xuat lan dau
tien trong Personal Influences, Free Press, Glencoe. (3) Xem Windahl,
Signitzer, B v6i Olson, J (1991) Using Communication Theory, Sage,
London dé dwogc gidi thich thém. (4) Grunig, J E va Hunt T (1984)
Managing Public Relations, Holt, Rinehart & Winston, New York. 1.
Lacrosse: Mon thé thao dung vgt dé bat va ném bong 1. Carl Lewis: van
dong vién dién kinh ngwoi My, da dat 4 huy chwong vang tai Olympic Los
Angeles (M¥) nam 1984 & cac noi dung 100m , 200m, nhdy xa va chay tiép
stc 4 x 100m. 1. Walt Whitman (1819 - 1892): Nha tho, nha bao, nha nhan
van, nha céi cach tho nguoi My, tac gia cta tap tho La co ndi tiéng Mach
thugng tang: nghia la dau trén rudng, la tén mot khuc tw dugce chép trong
Nhac pha thi tap thoi Han, bai hat n6i vé mot cod gai hai dau da nhanh tri tw
choi yéu cau vo ly cta vién thai thu. Tiéu dé nay con am chi tdi cude gap
g0 ven bo rudong cua nhan vat Tang Thanh. C6 nghia la dinh muwoi dam.
Giang Nam Bac: y chi toan bo vung lwu vyc song Truong Giang. Ngay
mung Bay thang Bay am lich, con goi la That tich, la ngay 1€é tinh yéu ctia
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Trung Qudc gan lién vdi cau chuyén Nguwu Lang, Chite Nit. Chite Nit 1a co
em Ut trong bdy nang tién, vi bi mot nguwdi tran la chang chan bo Nguu
Lang trom vay 4o khi dang tdm nén da phai & lai lam vg chang. Nhung sau
d6é Thién Hoang (Thién Hau) da chia cat hai vo chong ho bang mdt dong
song 16n (dai Ngan Ha) khién moi nam ho chi gap dwgc nhau mét 1an vao
dém mung Bay thang Bay. O cdc nudc chiu sy anh huéng ctia nén vin hoa
Trung Hoa, ngudi ta van coi ngay nay la ngay lé tinh nhan, bay 1é cau xin
chuyén tinh ai dugc nhv y. Lac Dwong: nam bén bo song Lac Ha, thudc
dong bang trung tam Trung Quoc Ba cau nay déu trich tir mot bai ké Trung
quan luan cia Long Tho thién sw. Dai y bai ké noi vé tinh khong tuyét doi
cta van vat, khong c6 khdi dau cling khong cé két thic. Han Vi Bé: Luu
Triét (156 TCN - 87 TCN), hoang dé thit bdy nha Tay Héan, tri vi trong
khodng 140 TCN - 87 TCN. La vi hoang dé€ tai ba va cé thoi gian tri vi lau
tht ba trong lich st Trung Qudc chi sau Khang Hy va Can Long thoi
Thanh. Duéi trieu dai Vii D€, uy danh nha Tay Han 1én dén mitc cyce thinh.
Pong Phuong Séc (154 TCN - 93 TCN): hoc gia noi tiéng thoi Han Vii DE,
la ngwdi da muwu tdc tri, tinh théng van s, nhwng ciing ndi tiéng vdi tinh
cach hai hwéc va tai chdm biém. Ong dwgc vua trong dung nhung khong
duwgc dé bat va bi liét vao dang 1ong than. Hoi trong Kiép Hoi nghia la tro
bui. Kinh Lang Nghiém. Pham tho lwgng thit 31. Phu Tang: tén goi cta
nuwdc Nhat Ban thoi ¢ dai. Trung Nguyén: chi Trung Quoc, theo quan niém
cia nguwoi xuwa, nén van minh Hoa Ha la trung tam cta thé gigi. Nguyén
van: “Ngon ha vong ngon nhat thoi liéu. Mong trung thuyét mong ludng
trong hu”. Trich hai cau trong bai Bgc thién kinh (Poc kinh thién) cua tac
gia Bach Cuv Di. Dai y: Loi n6i khi da noéi ra roi thi cling chang khac gi

(13

mong trong gidc mong, tat cad déu la huv do. Nguyén van: “...Quan tu téo
chiét, nhat chi nung diém, mac dai qua phuwong phi. T trwong ky, uyén
wong chirc tvu duc song phi, kha lién vi ldo dau tién bach. Xuan ba bich
thdo, hiéu han thdm x&, twong doi duc hong y.” Nguyén van: “... Ngi
treong ky, phvong tam mat div xao tam ky. Hgp hoan thu thwgong chi lién
ly, song dau hoa ha, lwong dong tam x, nhat d6i héa sinh nhi. Luc treong
ky...” Ctru trwong ky la tén mot khic tir thoi Tong, duge ghi chép trong

https://thuviensach.vn



Nhac phu nha tw duéi tén tac gia Vo danh thi. Ctu treong ky la chin khung
ctri, chi viéc dét vai. Trong tiéng Trung, ti la sgi, dong am vd&i tw la nhg,
ngwoi xuwa hay dung viéc dét vai dé néi vé tinh cam yéu dwong nhung nhdé.
Nguyén van: “Nhap nga twong tw mon, tri nga twong tw khd. Truwedong twong
tw hé, treong twong rc. Poan twong tw hé, vo cung tan.” Dya trén bon cau
tho trong bai Trudng twong tu (Nhd nhau ding dang) cta tac gia Luong Y
Nwong (Hau Chu - Ngii Pai). Nguyén tac: “Nhap nga twong tw mon, tri nga
twong tw kho. Trueong twong tw hé, truong twong tw. Treong tuwong tw hé, vo
tan cyc.” Dich tho: “Bwdc vao clra twong tw, méi biét twong tw kho. Tuwong
tw hoai, dai twong tu. Twong tw dai, dai khon xiét.” Nguwdi dich: Vi Ngoc
Khanh. Nguyén van: “Xuan y. To ti nhiém twu di kham bi. Tran thé hon 6
vo nhan sic. Ung dong thu phién, tong tuw vinh khi, v6 phuc phung quan thi.
Ca thanh phi lac hoa lwong tran. Vii bai hwong phong quyén ti nhan. Canh
duc 1ii thanh ti thwgng han, ton tién hot hitu doan trang nhan. Liém mé nhi
quy, twong twong hdo khit...” Bich loa xuan: Mot trong mudi loai tra noi
tiéng ctia Trung Quoc, xudt x tr vung Pong Binh son, Thai Ho, tinh
Giang T6. C6 nghia la ngoc phu tim. C6 nghia la cd dau diéu. Giang DBong:
khu vyc phia dong Truwong Giang, con goi la Giang Ta. Ngwoi Duong gia
duwgc nhac t6i c6 thé 1a gia toc Dwong Nghiép doi Bac Tong, von noi danh
v6i hau hét thanh vién trong gia dinh déu la nhitng twéng tai cé cong véi
dat nuwéce, trong d6 noi tiéng nhat la truyén thuyét sau vi cha con huynh dé
hy sinh trong tran chién chong Liéu va sau do6 la doi quan béao thu cta cac
vi qua phuy, tv xung la Duwong gia nit twdng. Lwong Chau: thudc Cam Tuc,
nam & phia Tay Bac Trung Quéc, giap Mong Co6 vé phia Bac, la noi tap
trung nhiéu nguwdi Hoi. C6 nghia: gdp la hodng hot. Cé nghia: dep dé mé
hén. Nguyén van: “Hoan quan minh chau song lé thuy. Han bat twong
phung vi gia thi.” Hai cau cudi trong bai Tiét phu ngdm (Bai ca ngudi dan
ba ditc hanh) cta tac gid Trwong Tich (doi Puwong). Bai tho néi vé tam tinh
ctia mot ngwoi phu nit da cé gia dinh vi gitt tron dao vg chong ma tir choi
tinh cam cua nguoi khac. Duwong Chau: thudc tinh Giang To, Pong Nam
Trung Quoc, nam bén bd bac song Truwong Giang, tir xwa da noi danh la noi
giau c6 va nhiéu chén an choi. Thiéu lam ty: Chua Thiéu Lam, thudc dia
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phan Trinh Chau, tinh Ha Nam, noi tiéng nho moi lién hé v6i Phat gido
Thién tong va vO thuat. Thwong xuat hién trong truyén vo hiép dwéi danh
nghia “V6 1am Bac dau” - noi lanh dao v6 lam giang ho. Pinh Van Phat: la
dinh nui cao nhét ctia ngon nui chinh Kim Pinh thudc day ndi Nga Mi véi
do cao 3.099m. Nga Mi: Day Nga Mi hay con goi la ddy nai Pai Quang
Minh nam & phia Trung Nam tinh T Xuyén thuéc mién Tay Trung Qudc,
la mot trong T dai Phat gido danh son, la dao trang ctia Pho Hién bo tat.
Xuyeén, Thuc: déu chi vung dat T Xuyén nam & phia tdy nam Trung Quoc,
tredc thoi Tan day la dat cda hai nwéc chw hau Thuc va Ba nén con c6 tén
la Ba Thuc, viing nay noi tiéng nui non hiém trd, khé di lai. C6 nghia la éch
gay dan. Lwu thay: tén mot khic dan c6, cho nay tac gia choi chit, c6 thé
hiéu la dong nuwéc cling c6 thé hiéu la khic nhac Lwu thiy. Nguyén van:
“Thuc tang bdo luc y. Tay ha Nga Mi phong. Vi nga nhat huy tha. Nhw
thinh van héac tung. Khach tam tay lwu thiy. Dv hwdng nhap swong chung.
Bat giac bich son md. Thu van am ky trung.” Nguyén tac Thinh Thuc tang
Tuan dan cam cua tac gia Ly Bach (thoi Pudng). Dich tho Nghe nha suw dat
Thuc tén Tuan gdy dan. Nguoi dich: Nguyén Phwdc Hau. Ly Bach (701-
762): nha tho ndi tiéng thoi BPuong, thuong dugc goi la Thi tién Ba Nha
nguoi dat Tan, gap va két ban véi Chung T Ky & Han Duwong, céa hai déu
la nhitng ngwdi giéi vé am luat. Vé sau, Tt Ky bénh chét, B4 Nha dap dan
thé khong choi nita. O ddy y néi dén tinh tri &m tri ky. St ky: Han Yén Ia
chau Cung Cao Hau, lic con nho la the dong cua Han Vi Dé, sau dugc vua
stng ai, tréd nén cyc ky giau co, @ Trwong An dung vang lam dan san ban,
ngwoi ngheo ludn di sau, danh giét lan nhau dé nhat vang roi. Ngii Lang:
vung dat phia Tay kinh thanh Truwong An thoi Han, Pwong, nay la thanh
phd Tay An phia bic tinh Thiém Tay. O d6 c6 ling md ndm vua Han, vé
sau tap trung nhiéu quan lai quy téc. “Ngii lang nién thiéu” chi con nha
giau sang quyén quy. Theo St ky thi Bang Thong la bay t6i yéu quy cua
Han Van Dé, c6 lan bi thay bo6i bdo sau nay chét doi, vua nghe duwge bén
ban cho nti Thuc, cho phép tu dtic tién tiéu, goi la tién Pang Thong. Bang
h6i buén mudi Giang Nam. Trai buén ngwa mién Bac. Vua trén vung bién
phia nam. Pwong Mo6n: Thuong xuat hién trong tiéu thuyét vo hiép nhw
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mot mon phai chuyén dung doc ¢ Tt Xuyéen. Nguyén van: “Lai thi khong
ngon khit tuyét tung. Canh cach Bong Son nhat van trung.” Trich cau dau
va cau cudi cta bai V6 deé t tha ky 1( Bai dau trong bon bai tho khong deé)
clia tac gia Ly Thuong An (thdi Puong). Pai y: Bai tho néi vé mot méi
quan hé tinh cdm (khong nhat thiét 1a tinh yéu nam nit) xa cach va noi long
clia nguoi bi bé lai khong biét cdch nao tim kiém c6 tri. O day Vi Trudng
Ca c6 y so sanh v&i cau chuyén gap go cia Hoa Hoa Thuong voi nguwoi phu
nit la. Gio Ngo: tir khodng 11 gio trva dén 1 gid chiéu, chinh ngo la lic
gitta trra. Han Dwong: thudc tinh H6 Bac, phia Pong Nam Trung Qudc,
nam phia tdy Truong Giang. Thach Thanh: tén goi khac ctia thanh Nam
Kinh tinh Giang T6, ndam phia dong Truwong Giang. Nguyén van: “Thién dia
chi du du”, trich tw cau “Niém thién dia chi du du” trong bai Pang U Chau
dai ca (Bai ca luc Ién dai U Chau) cua tac gia Tran T Ngang (thoi Duong).
Nguyén van: “Lau doan nhan sg tinh”. Trich cau thtt hai trong Bai tu theo
diéu Boc toan tit cua tac gid: To Thic (thoi Tong). Trong tiéng Trung,
“trinh” va “thanh” dong am, déu doc la “chéng”. Lang Chau: dia danh co
thudc tinh T® Xuyén, phia Tdy Nam Trung Quéc. Cung tuan, con goi la
tuan that, tién hanh bay ngay mot lan va lap lai bay lan. Bém ctng tuan dau
tién la dau that, dém cung tuan cudi (49 ngay) la chung that, day la dém
cung tuan dau tién. Nguyén van: “Kim phong ngoc 16 nhat twong phung.
Tién thang khwdc nhan gian vo s6.” Trich hai cau trong Bai tir theo diéu
Thwéc kiéu tién cta tac gid Tan Quan (thoi Téng). Pai y: Kho dau gom
nam cau cua bai tir nay déu c6 y am chi téi cau chuyén Ngwu Lang - Chitc
Nit. Y cta hai cau nay la lam tién du mot nam chi gap nhau dwgc mot lan
thi niém hanh phtic van hon han lam ngwdi tran ngay ngay & bén nhau. Ly
Thanh Nhién néi nhw vay dé nhac tGi tinh canh cia han va Tang Thanh,
muon & bén nhau ma khong muon chiu khé. Pi va chay, trong tiéng Trung
déu dung chit: “ZE” (zou). Hoa son chi: con goi 1a hoa danh danh, thuong
nd vao mua he, c6 sdu canh uén cong mau trang, mui rat thom, trong kha
giong hoa tra. Nguyén van: “Xuan thdo mo hé thu phong kinh, thu phong
bai hé xudn thao sinh, khi la tit hé tri quan tan, cam sat diét hé khau lting
binh. ty c6 giai hitu ti, mac bat am han nhi thon thanh...” Trich tir bai Phu
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han (Bai phd vé noi oan han) cua tac gia Giang Yém (Luong - Nam Bac
triéu). Mong tiéu 1oc: sach Liét tit chép nwdc Trinh c6 nguwdi thg san bat
dwgec mot con hwou, dem gidu vao bui chu6i, sau khong nhé la gidu cho
nao, than th@ tiéc nudi, ngd minh nam mo. C6 ké nghe dwgc bén di kiém,
tim thdy hwou mang vé, vo van khong tin, cho la dang nam mong. Pai y am
chi tinh canh mong va thuc lan 16n, khé phan biét. Nguyén van: “Thanh
muc do nhan thiéu. Van 16 bach van dau.” Trich t* mot bai tho twong
truyen cta hoa thugng B6 Pai thdi Téng. Y cta hai cau nay thé hién 16i
song tw do thodi mai, khong mang sy doi. Nguyén van: “My nit yéu tha
nhan, thai tang ky 16 gian. Nhu diéu phan nhiém nhiém, lac diép ha phién
phién.” Trich bon cau dau bai My nit thién ctia tac gia Tao Thyc (thdi Nguy
- Tam qudc). Nguoi dich: Vi Nhat Tiéu. 3. Bai My nit thién cling 1a mot bai
tlr néi vé c6 gai hai dau, c6 anh hwdng tir bai tr c6 Mach thugng tang. Chiy
“Tang” trong tén cua Tang Thanh nghia la cay dau, do vay Vi Truong Ca
mai lién twong hinh anh nguoi con gai di trén con duwong ven ruong vdoi
Mach thugng tang va My nit thien. Bai My nit thién cling 1a mot bai tw noi
vé c6 gai hai dau, cé anh huwéng tiv bai tr c6 Mach thugng tang. Chi
“Tang” trong tén cua Tang Thanh nghia la cay dau, do vay Vi Truong Ca
mai lién twong hinh anh nguoi con gai di trén con duwong ven ruong vdoi
Mach thvgng tang va My nit thién. Nguyen van: “Van tri nguyét van”, trich
mot cau trong Kinh Lang Nghiém. Nguyén van: “Da tham dinh vii khoang,
hoa khai hwvong man dinh.” L4y y ti* m6t cau trong bai Biéu huynh thoai
cru (Nghe anh ho ké chuyén cii) cta tac gia Pau Thic Huéng (thoi
Puong). Nguyeén tac: “Da hgp hoa khai hvong man dinh” , dich nghia: hoa
da hop n@, hwong thom bay khap san. Nguyén van: “Nhat ky tdy khuynh”,
trich tir cau “Nhat ky tdy khuynh, xa dai ma phién” chi canh duwong trueong
mét moi trong bai Lac than phu (Bai phu vé nit than song Lac) cua tac gia
Tao Thuc (thoi Nguy - Tam qudc). H6 Thién Tri thuoc khu ty tri Tan
Cuong, vung Tay Bac Trung Quoc. Nguyén van: “Tw bat gido, phu chi
qua”, trich hai cdu trong Tam ty kinh. Kim Pinh Van Hai: bién may bao
quanh Kim Dinh, 1a mo6t canh dep noéi tiéng ctia ddy Nga Mi khi may mu
bao phu ngon ndi chinh Kim Binh, nhin tr trén xuéng nhu chim trong bién
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may. Nguyén van: “Giang son bat cai tan thi nguyét. Ban luan ngoc phach
c6 kim thu”, trich hai cau trong tac pham van hoc mang Hoa hwong u u cta
tac gid Tric Anh Thanh Phong. So véi nguyén tac ctia Triic Anh Thanh
Phong c6 stta di mot chit dau tién, tir “nhat” thanh “ban”, tr mot vong
thanh nita vong. Pay 1a hai cau ta trang, cau th nhat néu 1én doi twong
dwgc ta 1a manh trang van sang nhw da c6 tw thoi Tan, cau th hai lam 16 y
d6 bang cach so sanh vai chiéc vong ngoc c6 linh tinh ton ti tai ngan doi
nay. B6i canh la dém Trung thu, trang dwgc nhac dén la trang tron chw
khong phai trang ban nguyét, nén sita lai theo nguyeén tac la mot vong ngoc
sang chit khong phai nita vong ngoc sang nhw Xwong Bo6 viét. Nguyén van:
“Nhan nhan yéu két hau sinh duyén, nong chich kim sinh két muc tién, nhat
thap nhi thi bt ly biét, lang hanh lang toa chinh tuy kién.” Nguyén tac: Son
ca (Bai ca trong nui) cta tadc gia Hoang Tuan Hién (thoi Thanh). Nguyén
van: “Phu sinh nhwgc mong, vi hoan ky ha”, trich mot cau trong bai Xuan
da yén dao ly vién ty (Bai ty dém xuan udng rugu trong vieon dao ly) cua
tac gia Ly Bach ( thoi Buong). Nguyén tac: “Phu thién dia gia, van vat chi
nghich 1&; quang am gia, bach dai chi qua khach. Nhi phu sinh nhugc
mong, vi hoan ky ha”, trich toan b6 cau dau bai Xuan da yén dao ly vién ty
(Bai ty dém xuan udng rwgu trong vuon dao ly) cia tac gid Ly Bach. 1.
Khuo6n kho chién lwoc cho nit doanh nhan, Dich vu kinh doanh nhd, 2003.
2. Trich t0 Scotsman, thit Bay, ngay 4 thang 11 nam 2004. 3. Dich vu kinh
doanh nho, 2003, Carter, Mason va Tagg, 2004. 4. Bo truong Rt Hon Jacqui
Smith, B6 Phu nit va Quyén Binh dang, phat biéu tai Hoi nghi Prowess lan
thi hai, thang 11 nam 2004. 5. B0 treang Cong nghiép, Jacqui Smith, 2004.
1. Ideo: 1a mot cong ty thiét k€ ma gan nhw nam nao ciling doat dugc vai
giadi thuwong trong khuodn kho giadi “Industrial Design Excellence Awards” -
IDEA, gidi thiét ké cong nghiép uy tin nhat thé gigi. Nam ngoai Ideo da
gianh dugc nhiéu nhat v6i tam gidi IDEA. 2. Ngay D (D-day): D trong cum
ti* nay chi dwgc cac nha quan sy dung dé chi tir Ngay no sing ctia mot
chién dich. Khi mét chién dich dugc dv kién, thong thuwong ngudi ta khong
biét dich xac ngay thang bat dau, vi thé tam dat 1a ngay D. Ngay trueéc do
goi la D-1, ngay sau dé la D+1, v.v... Diéu nay rat tién vi khi cé sy xé dich
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vé moc thoi gian thi tat cd ngay thang khong phai thay doi. Diéu dé cling
xdy ra trong chién dich d6 bo Normandy. D-day ctia chién dich Normandy
la ngay 6/6. 1. No Man’s Land: Thuat nglt dugc st dung rong rai trong sudt
Chién tranh thé gidi thit nhat, mo td vung dat gitta hai chién hao cua ké
dich cta nhau ma khong bén nao mong muon vugt qua hodc kiém soat do
noi sg hai hodc bi ké thu tdn cong trong qua trinh chién dau. 1. Pao tao
chéo (nguyén van: cross training): Dao tao nhan vién hiéu biét vé hoat dong
cta nhiéu bo phan khac nhau trong t6 chitc nham tang hiéu quéa chung. 2.
Cttu thé quan (Salvation Army), hay con goi Pao quan Citu thé: Mot gido
phdi Tin Lanh (Evangelical) thuoc cong dong Khang Cach (Protestant),
cling la mot t6 chitc xa hoi véi cac hoat dong tir thién. 3. Adrenaline: Mot
loai hormone dwgc san xuat ra béi co thé khi ban sg hai, titc gian hay thich
thd, né lam cho nhip tim dap nhanh hon va co thé chuan bi cho nhitng phan
ng chong lai sy nguy hiém. (1) Nhan vat ngdc nghéch trong truyén co6 tich
Anh. (1) Supply-side dynamic. (1) Hockey card — mot tha bai ¢ My trén dé
in hinh c4c cau tha khic con cau va cac thong tin vé ho (ND). (1) The
Godfather: tdc pham van hoc néi tiéng ctia Mario Puzo da dugc chuyén thé
thanh phim. (2) Beemer la tén goi chung cho xe hoi cua hang xe BMW. (3)
Sam Walton: 6ng vua ban 1é & My, nguoi thanh lap tap doan ban 1é Wal-
Mart (ND). (4) Co s& cham séc sttc khoe va sac dep, noi nay thuong co
phong tam hoi - ND. (5) Ikea la m6t hang cta Thuy Pién chuyén ban 1é d6
trang tri noi that noi tiéng thé gigi (ND). (6) Blue hair ball. (7) Young
Republicans. (8) Hiép hoi Horatio Alger cé tén day du la Hiép hoi Horatio
Alger cua nhitng nguwoi My 16i lac (Horatio Alger Association of
Distinguished Americans) dwgc hinh thanh nam 1947 nham vinh danh
nhitng thanh twu cta cac ca nhan nguwdi My xudt sac va thanh dat mac du
phai trdi qua cac nghich canh va cling véi muc dich nhan manh tdm quan
trong cua giao duc dai hoc va bac cao hon dai hoc (ND). (1) Pavlov la nha
tam 1y hoc, sinh 1y hoc va bac si nguoi Nga, da doat giai Nobel y hoc nam
1904. Ong néi tiéng vai dinh luat vé “phan xa c6 diéu kién” rit ra tir viéc
nghién cttu chitc nang da day cta ché. (1) Tén mot loai dwge pham cé chic
nang twong tw nhuw thudc gidm dau Panadol (ND). (2) Nhan vat trong tiéu
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thuyét 101 chii ché dom cta Dodie Smith (3) Nhan vat phan dién chinh
trong phan 4 ctia bd phim noi tiéng Chién tranh gitta cac vi sao (ND). (4)
Trong ban goc tiéng Anh la “Geisha” (ND). (5) Trong thoi Can dai, cong
dong tin do thanh gido budc nhitng Ké ngoai tinh phai théu 1én nguwc do chit
A mau do tham (chit A viét tat cia “Adultary”, tiéc 1a “ngoai tinh”). (6)
Tran dau play-off (1) Alpha Male la ngwoi dan 6ng diéu khién hoat dong
ctia mot nhém va nguwoi khac phdi tuan phuc ho du muén hay khong, bai
long kinh trong hodc quyén luc cta hg. (1) Beta Male la ngudi canh tranh
dé gianh lay vi tri cia Alpha Male, thwong thi Beta Male 1é thudc vao
Alpha Male va hanh dong nhuw thé ho xép thi hai sau Alpha Male. Beta
Male c6 thé tré thanh mot Alpha Male twong lai. (2) Thuat ngit chi nhém
chuyén gia c6 van dua ra nhitng 10i khuyén hodc y twdng vé cac van dé
kinh té, chinh tri, xa hoi. (3) MBA: Thac si Quan tri Kinh doanh. (4) Chuoi
thitc an la mot day gom nhiéu loai sinh vat c6 quan hé dinh dudng vdi
nhau, loai ditng trwdce la thic an cua loai ditng sau. (5) Money Man (6)
Firestarter (7) Finder/Minder/Grinder (8) Xem phan trwdc vé thuat ngi
“kéo c0”. (9) Mud flap (10) Pile-on — Nguwoi kho khao (xem lai phan giai
thich thuat ng{t phia trén). (11) Wealthy. (12) Rich. (13) Line of credit. (14)
Giong Alpha Male, nhung 1a nit gigi thay vi nam gigi (ND). (15) Double
Income, No Kids. (16) Mot quy hwu tri & Hoa Ky (17) Registered
Retirement Savings Plan (RRSP) (Hoa Ky) (18) Pardon — tiéng Phap, dong
thdi cung nghia trong tiéng Anh (ND). (1) Human Right: Quyén con nguoi.
(2) Rule of thumb Phong Bau duc: Van phong chinh thi¢c ctia tong thong
My, nam & canh Tay cua Nha Trang, dwgc xay dung nam 1902. gallon =
3,78 lit 1. Nhan vat trong dan gian cta Anh, nguoi da thoat canh ngheo kho
va trd nén giau co. 2. Am thanh 1én phat ra khi hai vat va cham vao nhau.
1. Chuyén gi dén sé dén. 2. Mueller ctia xt Borneo. 3. Nhan vat trong mot
chudi phim cta George Lucas. 4. Pacific Asia Travel Association (Hiép hoi
Du lich chau A Thai Binh Duwong), lam viéc v6i st ménh thiic day sy phat
trién c6 trach nhiém cua nganh du lich trong khu vuc chau A Théi Binh
Duwong. 1. La mot bubi hoa nhac duwgc t6 chitc & hai dia diém clung vao
ngay 13 thang 7 nam 1985. Sy kién nay dugc td chic bdi Bob Geldof va
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Midge Ure dé gdy quy ctu tr¢ cho nan déi & Ethiopia. 2. La mot
Enterovirus c6 kha nang sinh sbi trong dwong tiéu héa, 6n dinh trong moi
trrong acid, ké ca acid dich da day. 1. Bon vi tién té cta Malaysia. 1.
OECD (Organisation for Economic Co-operation and Development): T6
chitc Hop tac va Phat trién Kinh t€. 2. Ti phti ngudi Anh, sang lap tap doan
Virgin bao gom hon 400 cong ty. 3. Doanh nhan ngudi Anh goc Malaysia,
la ngwoi sang 1ap Tune Air Sdn, AirAsia véi khau hiéu “Tat cd moi ngudoi
déu cé thé bay”. 1. Bandung la thanh phé 16n thit ba ctia Indonesia. 2. La
mot hoang toc chau Au c6 ngudn gdc ti xit Wales, Anh. 3. Giéng ché dom.
4. To bao tiéng Anh phat hanh tai Malaysia. 1. Lyndon Baines Johnson:
Tong thong Hoa Ky th 36, nam cuwong vi t* nam 1963 dén 1969. 1.
S.W.R.D.Bandaranaike: Thu twéng th tw ctia Sri Lanka vao nam 1956, bi
am sat b&i mot tu si Phat gido vao nam 1959. 2. M6t dai 10 16n va noi tiéng
cta thanh pho Paris. 3. Cau lac b dém ndi tiéng & Paris, dugc sang lap
nam 1889 bédi Joseph Oller va Charles Zidler. 4. Mot thanh phé & mién
Nam nudc Y. 5. La mot trong nhitng cong vién 16n nhét & London. 1. Ma
cau (polo): Mon thé thao gom nhiéu nguwoi choi, chia thanh hai doi, moi doi
sé cO gang dung gdy danh béng vao cau mon cua phe doéi phuwong. 2. Xi
dach: La mot dang choi bai trong d6 ngudi choi chién thang khi duwge 21
diém. 3. Nhom hat nit cia My, mot trong nhitng nhém nghé si chu dao cua
Motown Records trong su6t thap nién 1960. 1. Tén mot loai bia ctia hang
Castle Larger. 2. Hay con goi la pecco, mot loai tra den. 3. Tén mot bo
phim, ¢ day y tdc gid mudn noi tGi la diéu nhdy dac trung trong b phim do.
4. Doi béng bau duc qudc gia New Zealand. 5. M6t van dong vién dién
kinh ngwoi Jamaica, ngwoi dang gitr ky luc thé van hoi va thé gidi ¢ cac noi
dung chay 100 mét vGi 9,58 giay, 200 mét voi 19,19 giay. 6. Van dong vién
nhdy sao nguwoi Nga, hai lan doat huy chwong vang Olympic (2004 va
2008), ba lan vo dich thé gidi (2005, 2007 va 2013), ngwoi dugce coi la ni
van dong vién nhdy sao tai nang nhat moi thoi dai. 7. Con duwgc goi la da
Ayers, la mot khoi kién tao sa thach & phia Nam ctia Northern Territory,
mién Trung nuéc Uc, cach Alice Springs vé phia Nam 335 km. 1. Nha bdo,
phat thanh vién va mot tac gia nguoi Anh. 2. The Special Air Service la
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mot trung doan cua quan doi Anh dugc thanh 1ap vao ngay 31 thang nam
1950, mdt phan cta lyc lwgng dic biét Anh (UKSF). 3. Mot kinh ngit A
Rap c6 nghia den la “dan anh” va mang y nghia “nha lanh dao va/hoac
thong doc”. 4. Tén mot bic twgng trong Blue Earth, Minnesota. La biéu
twgng cua cong ty The Minnesota Valley. 5. Mot nhan vat dugc st dung
trong quang cdo thudc 14 Marlboro. 6. La trang phuc truyén thong c6 nguon
goc tir Indonesia va dugce phu nit & Indonesia, Malaysia, Brunei, Myanmar,
Singapore, mién nam Thai Lan, Campuchia va mot phan phia nam cua
Philippines st dung. 1. Danh hai ngwdi M¥. 2. Ban cé thé tim hiéu ky hon
& chwong 9 ctia cudn sach. 1. Cricket: Mon thé thao choi trén san c6 géom
hai doi, mot doi s€é ném bong vao coc gon va c6 mot nguoi cua doi con lai
sé dung gay danh qua bong do. 2. Madison duvgc méenh danh la dai 10 thoi
trang cia New York. 3. Tén mot loai banh ¢ Malaysia. (1). Nguyén van cau
nay la 'Rong mac can thi bi tom ché giéu' (Ngudi dich). (2). Pay la mot
kiéu chai chit, vi hai chit 'hodng sg¢' trong tiéng Trung Qudc ciling dong am
vdi chit 'hoang' tirc 1a mau vang. Néu dich ra tiéng nwéc ngoai, thi kho 16t
ta dugc nét di dom cta no (Nguoi dich). (1). Pay la mot truong hgp choi
chit. Trong chi Han, ch “Tran” la ho Tran va chi¥ “tram” la nhan chim déu
c6 am doc giong nhau la “chén” (nhwng viét khac nhau la va ), chit Hoang
trong ho Hoang cé am doc trung vGi chit hoang trong hoang dé va ,con chi
than twéng cling c6 am doc la chén (Nguwoi dich) (1). Nguyén van: 'Nguoi
trong vao 4o quan, ngua trong vao cai yén' (Nguwoi dich). Tuwong tng vai
cau “Nwdc dén chan méi nhdy”. Pau Nga: tén nhan vat ni chinh trong vo
kich Bau Nga oan ctia Quan Han Khanh, noi dung ké vé mot nguwoi dan ba
binh thwong chét oan, khién troi dat cling phai rung dong. Adult Video:
phim nguwdi 16n. Hatsukashi: tiéng Nhat, dich ra c6 nghia la “x4du hd qua di
mat”. A Dong Maoc la nhan vat cau bé robot. Tién Ti: La mot dan tdc thiéu
sO thoi c6, & vung Bong Bac, N6i Mong, Trung Qudc. Hoa Co: 1a mot diéu
mua dan gian, gom mot nam, mot nit, mot ngwdi gé thanh la, mot ngwoi go
trong, cing mua. Trong tiéng Han, tir [@= titc ban hoc, hoc tro, dwoc doc
14 /tongxue/, va tén cta Tiét Pong E£Hd doc 1a /xuetong/, doc nguoc lai
thanh /tongxue/, lic doc ngugc tén cta Tiét Bong va ti “hoc tro” phat am
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giéng nhau. AFC: Lién doan béng da chau A. Mt mi 16t: ddi mét dai, nho,
du6i méat hoi xé&ch, dic trung cia ngudi A Pong. Auguste Rodin: tén day
da la Francois-Auguste-René Rodin (1840 — 1917) hoa si nguoi Phap,
thuwong duwoc bist dén 1a mot nha diéu khic. Ong 1a diéu khic gia hang dau
ctia Phéap thoi bay gio va dén nay, tén tudi ctia 6ng dwgc nhac dén khap
trong va ngoai gidi nghé thudt. Siberia: nam & phia dong nwdc Nga, trai dai
tir day nui Oural t¢i Thai Binh Duwong, c6 thoi tiét rat khac nghiét va ritng
thong Taiga ndi tiéng. Xtc cdt cong: mot mon vo trong bd Clru Duong
Than Cong, ty co rat xwong lai cho than hinh bé di. Chi “chdy nwéc mii” -
i /liu ti/ doc hoi gidng véi chit R4 /liu ti/, chi khac & thanh diéu.
Poén s6: mét tro choi truyén thong ctia Trung Qudc, mot nguwdi dwa may
ngon tay biéu thi con s6, ngudi khac dong thoi cling duwa tay ra so giong
khac nhau dé phan dinh thang thua. L6i Phong: la ngwoi linh tham gia
Quan giadi phong Nhan dan Trung Quoc nam 1960, la biéu twgng anh hing
cta Trung Qudc, mot tdm guwong tan tuy, xa than, quén minh vi T6 qudc.
“Ndo tan” la mot cach néi rat pho bién ctia nguwdi Trung Quoc, dac biét la
dan mang, dung dé chi nhitng ngwoi lam nhitng chuyén quai la, nhitng
chuyén trén Sao Hoa. “Tru” va “chau” trong tiéng Trung phat am giong
nhau. Bai tap dudng sinh “Long biét on” la mot trong nhitng bai tap thé duc
bubi sdng cta nganh Canh sat Trung Qudc. Ky Jura la mot ky trong nién
dai dia chat kéo dai tir khoang 200 triéu nam truedc. Ky Phan trang hay ky
Creta la m6t don vi chinh trong nién dai dia chat, bat dau tw khi két thic ky
Jura khodng 145,5 + 4,0 triéu nam truéc. Bién Caspi hay Ly Hai la hé nuwéc
16n nhat trén thé gidi, nam gitta Nga & bo phia bac va Iran & bd phia nam.
bong tay giap cac nuwdc Turkmenistan, Kazakhstan va Azerbaijan. Vi
khong thong vGi dai dwong nén day dung la mot ho nwdc tuy mang tén
“bién”. HO6 nay cling duwgc goi la bién vi nwéc ho c6 vi man ctia mudi.
Zhukovsky (1847-1921): nha toan hoc, vat 1y hoc ngudi Nga. Ong 12 ngudi
dat nén méng cho nganh khi dong hoc Nga. Lép Bang nghiép du: trede khi
hoc cdm tinh Pang thi & Trung Quoc, mo6i mot dia phwong déu cé6 mot 16p
hoc vé Pang, sau moi khoa hoc sé t6 chitc thi, thi d6 mdi co thé tiép tuc hoc
sang 16p cam tinh Pang. Truyén c6 tién Kaguya: thuy td cda tiéu thuyét
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Nhén Ban. Khong r0 ai la tac gia va ra doi ltc nao, nhwng c6 thé truyén nay
da dugc mot ong quan hay tang nhan gioi chit Han viét cudi thé ky thit IX.
Au Duong Tu (1007 - 1072) cé tén ty 1a Vinh Thic, hiéu “Tuy Ong”, 1a
nha tho thoi Téng & Trung Quoc. Daniel Bernoulli (1700-1782): nguoi dau
tién xay dung ly thuyét khi dong hoc, 6ng da ap dung cac y twdng dé giai
thich cac dinh luat ctia Boyle. Tiét dai thz: mot trong hai muoi tw tiét cta
mot ndm tinh theo Am lich, tiét dai thit vao thang Nam Am lich, ldc néng
nhat. Ban nhi h6: mot loai dan dan tdc ctia Trung Qudc, hoi giong dan nhi
cta Viét Nam. Vé&i nguoi Trung Qudc, dan nhi ho ciling giong nhu dan vi
cam cua Tay phuong, ngudi ta chi can nghe tiéng dan la cé thé cdm nhan
s dep dé, buon ba, dau thwong va hanh phiic ma né c6 thé khoi day tw
trong long. Pai Tomato: thudc dai truyén hinh vé tinh Phvong Pong. Dai
Apple: thudc dai truyén hinh vé tinh H6 Nam. Tiéng Nga: nghia la “T6i yéu
em”. T6i yéu em / Toi yéu em dén nay chirng cé thé / Ngon Itra tinh chwa
han da tan phai; / Nhung khong dé em ban long thém chut nita, / Hay hon
em phai gon séng u hoai. / T6i yéu em am tham, khong hy vong, / Lic rut
ré, khi ham huyc long ghen, / T6i yéu em, yéu chan thanh, dam tham, / Cau
cho em dvgce nguoi tinh nhy toi da yeu em. / (Thuy Toan dich) Mot thudc:
khodng 1/3 mét. Hang kem ndi tiéng nhat thé gidi cia My. Cau tho trong
bai Ham Duong thanh dong lau cta tac gia Hita Hon. C6 nghia la: “May
khé vira ndi, troi sau gac. Mua nii sap qua, gié khap lau.” (ban dich cta
Dbiép Luyén Hoa). Bugatti Veyron: dong xe dwgc ménh danh la “6ng hoang
toc do”, nodi tiéng thé gidi. Ngon nglt trén mang, “boéc tem” & day la chi
nguoi dau tién comment mot chi dé mai trén dién dan. Cha thét: ngdn ngiy
trén mang, t “thét” & day la “thread” (chu deé), y chi ngwdi 1ap ra cha dé
m&i trén dién dan. S mau va suw cong: tén goi vg/chong cta su phu (ngudoi
thay ctia minh), day la cach goi c6 ctia ngudi Trung Qudc. Chit “tregng” co
nghia la “chong”. (12): Thuat nglt truong dai hoc dugc st dung trong bai
viét nay bao gom cac Pai hoc, Truwong Pai hoc, Hoc vién, Vién c6 dao tao
trinh do dai hoc. (13): Khoan 1 Biéu 4 Luat doanh nghiép nam 2005 (14):
Trinh Thi Hoa Mai, Kinh té tw nhan Viét Nam trong tién trinh hoi nhap,
NXB Thé gigi, Ha No6i, 2008, tr.15 (15): Xem chi tiét tai
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http://dantri.com.vn/c202/s202-387255/mo-rong-lien-ket-giua-nha-truong-

va-doanh-nghiep.htm, truy cap ngay 20/9/2011 (16): Pham Van Thang, M&
rong lién két gilta nha treong va doanh nghiép, chi tiét tai
http://dantri.com.vn/c202/s202-387255/mo-rong-lien-ket-giua-nha-truong-

va-doanh-nghiep.htm , thi hai, 29/03/2010 (17): Gido duc Ha Lan ndi tiéng
thé gidi vé chat lvgng dao tao va gidng day. Cac co s@ gido duc dai hoc va
sau dai hoc Ha Lan cung cdp khoang 1.150 chwong trinh va cac khéa hoc
quoc té. Ha Lan c6 hai hinh thitc dao tao bac dai hoc: dao tao chu trong
thire hanh doc 1ap cac cong viéc mang tinh nghién citu theo chuan ly thuyét
hodc nghé nghiép; va dao tao theo huwéng khoa hoc ng dung mang tinh
thire tién, chuan bi cho sinh vién san sang lam viéc v4i mot nghé nghiép cu
thé (xem chi tiét tai http://www.nesovietnam.org/Vietnamese-
students/vn/dhes) (18): Final report “Good Practices in University -
Enterprise Partnerships” xem chi tiét tai http:/gooduep.eu/index.php?
option=com_content&task=view&id=24&Itemid=49 (19): Nguyén ban
tiéng Anh: Spin-off company - A new independent company formed from a
larger company by the larger company selling or distributing new shares in
the spinoff company. (20): Final report “Good Practices in University -
Enterprise Partnerships” xem chi tiét tai http://gooduep.eu/index.php?
option=com_content&task=view&id=24&Itemid=49 (38): Sonobe va
Otsuka (2011) da chi ra nhiéu bang chitng thwc nghiém rang thwong nhan
déng vai tro rat quan trong trong sy phat trién ctia cdc cum cong nghiép.
(39): Céch phan chia nay cé thé gap phai mét van dé dé la 25 doanh nghiép
khong dwoc tham gia vao phan dao tao nao cé thé sé khong hop tac véi
ching t6i khi tién hanh khao sat. Néu ching t6i khong c6 thong tin vé hoat
dong kinh doanh ctia nhom doanh nghiép khong dugc dao tao nay thi
ching t6i sé khong thé tién hanh nghién citu dugc. DEé cé thé thu thap duoc
thong tin tir nhitng doanh nghiép nay, ching t6i dy dinh cung cap cac bang
dia dao tao cho ho sau khi tién hanh khao sat. 40. Vietnam:
Entrepreneurship, Relationships, and Utilization by Dana Shawish at
http://experience.hec.ca/campus_abroad_internationaux/2011/07/15/vietna

m-entrepreneurship-utilization-and-relationships/ 41. By EmmetStiff
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http://experience.hec.ca/campus_abroad_internationaux/2011/07/27/good-

morning-vietnam-2/ 42. Business visit: FECON by Louis-David uin at
http://experience.hec.ca/campus_abroad_internationaux/2011/07/14/busines
s-visit-fecon/ (21): Bai viét cho HGi thdo “Hgp tac cong tw gilta cac treong
dai hoc va doanh nghiép: So sanh thuc tién chau Au va Viét Nam”, Pai hoc
Ngoai thwong/Pai hoc Seinajorki (Finland), Ha Noi thang 11/2011. (22):
ThS. Tran Mai Ud6c. Gido duc Viét Nam v@i xu thé toan cau héa, Hoi thao
khoa hoc “Gido duc Viét Nam — Nguon nguyén khi quéc gia”, Treong Pai
hoc Kinh té - Tai chinh Tp. H6 Chi Minh, 2010, t.108. (23): Bang Cdng
san Viét Nam (2011): Van kién Dai héi dai biéu toan quoc lan thit XI, Nxb.
Chinh tri Quéc gia, Ha Noi., tr.320. (24): Bang Cong san Viét Nam (2011):
Chién lwgc phat trién kinh t€ — xa hoi 2011 - 2020, Nxb. Chinh tri Quoc
gia, Ha Noi, tr.19. (25): Bang Cong san Viét Nam (2011): Chién lwgc phat
trién kinh té — xa hoi 2011 - 2020, Nxb. Chinh tri Quoc gia, Ha Noi, tr. 48.
(26): bang Cong san Viét Nam (2001): Van kién Dai hoi dai biéu toan quoc
lan thit IX, Nxb. Chinh tri Quéc gia, Ha Noi, tr.108. (27): Bang Cong san
Viét Nam (2006): Van kién Dai hoi dai biéu toan quoc lan thit X, Nxb.
Chinh tri Quoc gia, HN, tr.206 — 207. (28): Bang Cong san Viét Nam
(2011): Van kién Pai hoi dai biéu toan quoc lan thi XI, Nxb. Chinh tri
Quoc gia, HN, tr.106. (29): Bang Cong san Viét Nam (2011): Van kién DPai
héi dai biéu toan quoc lan thit XI, Nxb. Chinh tri Quéc gia, HN, tr.320.
(30): bang Cong san Viét Nam (2011): Chién lwgc phat trién kinh té — xa
héi 2011 - 2020, Nxb. Chinh tri Qudc gia, Ha Noi, tr.48. (31): 12 tiéu chuan
bao gom: 1: B6i canh; 2: Chuan dau ra; 3: Chwong trinh dao tao tich hop;
4: Gidi thiéu veé ky thuat; 5: Cac trai nghiém thiét ké - trién khai; 6: Khong
gian lam viéec ky thuat; 7: Cac trai nghiem hoc tap tich hgp; 8: Hoc tap chu
dong; 9: Nang cao nang luc vé ky nang cua gidng vién; 10: Nang cao nang
lyc gidng day cda giang vién; 11: DBanh gia hoc tp; 12: Kiém dinh chwong
trinh. Xin xem thém trong: H6 Tan Nhut, Poan Thi Minh Trinh (bién dich),
Cai cach va xay dung chuwong trinh dao tao k¥ thuat theo phwong phap tiép
can CDIO, NXB bHQG-HCM, 2009 (Bén dich tiéng Viét tir nguyén ban:
E.F. Crawley, J. Malmqvist, S. Ostlund, D. Brodeur, Rethinking
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Engineering Education: The CDIO Approach, Copyright © 2007 Springer
Science+Business Media, LLC. All Rights Reserved) (32): ThS. Tran Mai
Uéc (2011), Ap dung md hinh CDIO — Budc di can thiét huéng t6i dao tao
theo nhu cau xa hoi trong qua trinh héi nhap, H6i thao hwdng nghiép 2011
“Pao tao gan vdi nhu cau xa hoi”, Trueong Dai hoc khoa hoc xa hi & nhan
van Tp.HCM, Bao Giao Duc Tp. HCM, tr.53. (34): Pang Cong san Viét
Nam (2011): Van kién Pai hoi dai biéu toan qudc lan thit XI, Nxb. Chinh
tri Quoc gia, HN, tr.103. (35): Bang Cong san Viét Nam (2011): Van kién
Dai hdi dai biéu toan qudc lan thit XI, Nxb. Chinh tri Quéc gia, HN, tr.103.
(36): bang Cong san Viét Nam (2011): Van kién Pai hoi dai biéu toan quéc
lan th XI, Nxb. Chinh tri Qudc gia, HN, tr.103. (37): Bang Cong san Viét
Nam (2011): Van kién Pai hoi dai biéu toan quoc lan thit XI, Nxb. Chinh
tri Quoc gia, HN, tr.191. (1): Blume, L. Und Fromm, O. (2000):
Wissenstransfer zwischen Universititen und regionaler Wirtschaft: Eine
empirische Untersuchung am Beispiel der Universitdit Gesamthochschule
Kassel. In Vierteljahrshefte zur Wirtschaftsforschung 69. Jahrgang, Heft
1/2000, S. 109-123. (2): OECD (1999): Managing National Innovation
Systems. Paris: OECD 1999. (3): Eurostat (1999): Forschung und
Entwiclung: jahrliche Statistiken 1990-1998. Statistisches Amt der
Europdische Gemeinschaften, Luxemburg, 1999 (4): BMBF (1998):
Forschungslandkarte Deutschland. CD-ROM -Ausgabe, Stand 07/98 (5):
Reinhardt, M. (2001): Wissens- und Technologietransfer in Deutschland:
einlanger Weg zu mehr Effizienz. In ifo Schnelldienst, 54. Jg. (6):
Schroeder, D., F.U. Fuhrmann und W. Heering (1991), Wissens- und
Technologietransfer, Berlin: Duncker & Humblot (7): Abramson, H.N. et.
al. (Hrsg.) (1997), Technology transfer systems in the United States and
Germany. Lessons and perspectives, Washington, D.C.: National Academy
Press. (8): Reinhard, M. (2000), Knowledge and technology transfer and
innovation policy, TSER study for the European Commission, Miinchen:
Ifo Institute for Economic Research. (9): Schmoch, U. (2000), »Konzepte
des Technologietransfers«, in: Schmoch, Licht, Reinhard (2000), 3—13.
(10): ISI (2000): Wissens- und Technologietransfer in Deutschland. (11):
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Reinhardt, M. (2001): Wissens- und Technologietransfer in Deutschland:
einlanger Weg zu mehr Effizienz. In ifo Schnelldienst, 54. Jg. Phu nhan
Stoner: Ba la gidang vién ngon ngl’ hoc tai Pai hoc Pittsburgh, bang
Pennsylvania. Ba la mot trong nhitng nguwdi doc cuén “Gido duc Karl
Witte” va ap dung thanh cong vd&i con minh. Nguyén ban “pay envelope”:
1a hinh thitc trd lwong cii, nghia la moi tuan/thang, nguwdi lao dong dugce tra
mot phong bi trong d6 c6 chita tién lwong ctia ho. Pao luat lién bang cta
My ban hanh nam 1993, trong dé c6 quy dinh nguoi s dung lao dong phai
dam bao cong viéc cho nguoi lao dong khi ho nghi phép vi cac ly do chita
tri bénh tat hay nhitng ly do gia dinh. Sach dugc Alpha Books mua ban
quyeén va xuat ban vao nam 2008. 1. Cyu chu tich kiém Téng giam doc tap
doan General Electric. 1. Thanh nhan la nguwoi hoan hao, thong thiéen ly.
Thién nhan la ngwdi khong lam &c, day long nhan. Hai loai nguwdi nay
chang c6 & doi, cho nén Khong Tt chang thay. Kém hai hang ngudi trén,
c6 hang quan t¥ va hang hitu bang la bac bén chi theo dwong lanh. * Ching
toi str dung cum tir “mot trong nhitng doanh nghiép dau tién” gidi thiéu mot
san pham hodc dich vu nao do6 vi chiing to6i khong thé kiém chitng dugc la
doanh nghiép nay c6 thyc sy 1a cong ty dau tién tung ra san pham hodc dich
vu d6é hay khéng. Tuy thé, cadc nha cach tan ma chung téi phong van déu
khang dinh rang dé la y twéng nguyén ban cta ho va ho khong hé sao
phong lai sdn pham cua cong ty nao khac. Ashram: mot trung tam nghién
cltu va suy niém & An D6 K& hoach Ponzi: ké hoach dau tw lita dao cta
Charles Ponzi. Theo d6, nha dau tu sé nhan duwoc khoan lgi nhuan cao bat
ngo tr tién cta chinh nha dau tv trudc do thay vi doanh thu tir hoat dong
kinh doanh chan chinh. Tap doan 16n cia My kinh doanh trong linh vyc
dién va khi dét ty nhién. Nam 2000, Enron la tap doan 16n thit by ctia M§.
Thé nhung sang nam 2001, Enron sup do sau khi nhiéu thanh vién trong
ban lanh dao bi cdo budc mac sai pham trong nhiéu hoat dong kinh té va tai
chinh (theo Columbia Eraychopedia) Cong ty vién thong cia M§y: Nam
2002, WorldCom pha san sau vu tai tiéng vudng vao mot loat nhitng sai
pham vé tai chinh ké toan. Cong ty vién thong cia My cung cdp dich vu
mang may tinh toan cau. Coéng ty vién thong cia My. Nam 2002, Adelphia
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dinh vao vu bé boi nghiém trong khi nguwdi ta phat hién ra cong ty nay
chiém dung tai chinh va hoat dong ké toan m¢ am. Bon bay (leverage) cua
cong ty moi gidi la nguyén tac ma moi cong ty moi gidi cho phép cac thanh
vién giao dich vdi s6 tién 16n hon gap nhiéu lan sé tién ma ho cé trong tai
khodn. Chinh nho c6 Leverage ma cac thanh vién cé thé tham gia vao kinh
doanh vdi s6 tién rat nhé, tham chi la 1$! Nifty Fifty: mot thuat ngt dung
dé chi 50 loai c6 phiéu trén thi tredng Chitng khoan New York duwoc coi la
nhitng c6 phiéu tang tredng bén vitng cho dén nhitng nam 1960, 1970. Ban
khong (Short sale): 1a mot nghiép vu trén thi trudng tai chinh dwgce thuc
hién nham muc dich lgi nhuan thong qua gia chitng khoan giam. Vi du: Gia
stt cong ty XYZ ban c6 phiéu vGi gida 10 dbla/co phiéu. Mot ngudi kinh
doanh bang hinh thitc nay sé di vay 100 c6 phiéu ctia cong ty XYZ va ban
di ngay lap tiéc dé thu vé 1000 doéla. Néu gia c6 phiéu cta cong ty XYZ
giam xu6ng chi con 8 d6la/co phiéu thi anh ta chi phéi bd ra 800 dola dé
mua lai 100 c6 phiéu va trd cho céng ty XYZ nhu ban dau. Nhv vay anh ta
13i 200 dola. The life of Riley: mot loat chwong trinh truyén thanh vé céac
tinh huéng hai hwdc trong thap nién 1940. “Living the life of Riley” goi
nén mot cudc song sung tuc, thodi mai, thuwong la dua trén mo hoi cong stic
cua nguoi khac. Men Not Working, and Not wanting Just Any Job. The
Gray Lady: tén hiéu cia The New York Times do thdi bdo nay c6 truyén
thong dang tdi cac bai viét dai va it hinh anh minh hoa di kéem. C4c nha phé
binh thuwong dé cap t6i Ben Bernanke vGi biét danh Ben 'tric thang' vi
trong mot bai n6i chuyén nam 2002 vé hién twgng giam phat, 6ng phat biéu
rang dé chong lai nan giam phat, ong sé dung truc thang bay khap nwéc My
dé tha tién xudng dat. An accommodative Federal Reserve: tac gia mudn dé
cap tGi chinh séach tién té diéu chinh cta Fed, theo d6 Fed tang cung tién
phuc vu cho muc dich cho vay cta cac ngan hang. Boobus Americanus.
Down payment ARM: adjustable-rate mortgage. Uncle Sam Federal
National Mortgage Association (FNMA): Hiép hoi vay thé chidp qudc gia.
Federal Home Loan Mortgage Corporation (FHLMC): Tap doan vay mua
nha trd gop lién bang. Prime loans Dollar maximums Government National
Mortgage Association (GNMA): tric thudc Bé Gia cw va Phat trién Do thi
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(HUD), c6 nhiém vu cung cap tién cho cac khoan cho vay ctia Chinh phu
danh cho céac ho gia dinh c6 nhu cau nhung khong da kha nang mua nha.
Pass-through certificates Home equity lines of credit (HELOCs) Tap doan
ban 1é hang dau thé gii. O day, tac gia st dung cach néi hinh anh, ngu y
nguwoi dan My dung cac khodn tién vay dé mua hang tiéu dung. Hedge
funds Interest-only loans Recourse loans Negative amortization ARM:
phan bo khoan ng ra dé tra dan trong cac khoang thoi gian khac nhau, song
khong tra 1ai da va dang thoi han, khién s6 dw ng tang 1én. IPO — initial
pubic offerings Page views Click-throughs The National Association of
Realtors — NAR Tham hoa hang khong Hindenberg: Ngay 6 thang 5 nam
1937, khi cau Hindenberg da boc chay trong khi c6 gang ha canh tai New
Jersey, My. 36 trén tong s6 97 nguwoi da thiét mang. Herbert Morrison:
phong vién dai truyén thanh Hoa Ky, ndi tiéng nho nhitng bai viét song
dong vé tham hoa Hindenberg. Cau néi “Oi, nhan loai” (Oh the humanity)
cua Morrison da tr¢ thanh cau ctra miéng cua nguwoi My. Baby boom Nhan
vat chinh trong cuén “Nhitng cudc phiéu lvu ciia Tom Sawyer” ctia nha van
Mark Twain. Thé hé X (Generation X): Nhitng ngwoi sinh ra vao nhitng
khoéng thdi gian c6 ti 16 sinh cao sau Chién tranh Thé gidi tht hai. O My,
thuadt nglt nay dugc st dung lan dau tién vao nam 1964, dé chi thé hé bung
nd dan sO cia nwdc nay. Xem thém trang 194. Layaway Crowding out:
Trong kinh té€ hoc, “hiéu &ng chén ép” xay ra khi Chinh phu tang chi tiéu
cho khu viyc cong thong qua viéc phat hanh trai phiéu, thu b6t von tai luc
cta khu vue tw va c6 xu hudng day 1ai suat thi treong 1én cao. Dow Jones
Industrial Average I Owe You Congressional Budget Office Giéng vGi
USA - tén tiéng Anh viét tat cia Hgp ching quéc Hoa Ky (The United
States of American). Electoral College Staggered senatorial terms K& hoach
trong yéu ctia Hoa Ky do ngoai trudng My George Marshall khéi xuéng
nham tai thiét va thiét 1ap nén mong vitng chac hon cho cac quoc gia Tay
Au, day lui chi nghia cong san sau Pai chién Thé gi¢i th hai. Fiat
currency. O day tac gia muén phan biét tién twong trung va tién té dugc
dam bao gia tri bang hién vat. Inflation risk Purchusing power risk Because
there’s a bull market somewhere Bank certificates of deposit (CDs) Risk
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tolerance Investment horizon Diversification American depositary receipt:
mot loai ¢6 phiéu dwgc mua ban tai thi trudng Hoa Ky song lai dai dién cho
mot s6 lwong c6 phiéu nhat dinh cia mot tdp doan nwdc ngoai (theo
Investopedia) La mot hé théng dién tir vé gia mua va ban cta c6 phan OTC,
san pham cta Cuc bao gid qudc gia (National Quotation Bureau). Khi nhac
dén Pink Sheets ngudi ta con hiéu la viéc mua ban c6 phan OTC.
International Global Penny stocks la loai chitng khoan c6 ménh gia nho, do
cac cong ty rat nhé tung ra thi truong. O thi trudng tai chinh My, thuat ngit
'"Penny stock' duwgc hiéu la nhitng loai chitng khoan c6 tri gia thap hon 5
dola/cod phiéu, va duwgec mua ban bén ngoai nhitng thi treong hoi doai 16n
nhuw NYSE, NASDAQ hay AMEX. The National Association of Securities
Dealers. Property trust. Current ratio, hay con dugc goi la liquidity ratio,
cash asset ratio, hodc cash ratio. Quick ratio Acid-test ratio Operating profit
margin Net profit margin Return on equity Debt to total assets Long-term
debt to total capitalization Debt to equity (debt ratio) Fixed-charge
coverage Price to earnings Price to book value Price to sales Dividend
payout Dividend yield Ban tiéng Anh ctia cu6én sach nay xudt ban vao nam
2007. Trong hoat dong “carry trade”, cadc nha dau co 1dy von tr mot nuwdc
c6 1ai suat thap va dau tw vao nuwdc co 1ai suat cao hon roi thu 1gi nhuan tw
chénh 1éch dé. Passive foreign investment trust - PFIT Ngan hang dau tw
hang dau cia My Mot nha tho noi tiéng ciia My Business confidence Alan
Greenspan da gitt chirc chu tich Fed tr nam 1987 t@i nam 2006 Chicken
Little: nhan vat hoat hinh da bi mot qua s6i roi vao dau va luén tin rang troi
sap sap xudng. Dy doan cta tdc gia vao nam 2006 - Lo&i nguoi dich.
Mortgage-backed securities Detroit: thanh pho 16n nhét cia bang Michigan,
trung tdm c6ng nghiép san xuat xe hoi cia My. Baby boomers: nhitng
ngwoi sinh t* nam 1946 dén 1964, sau Chién tranh Thé gidi thit hai. Hién
ho dang & trong do tudi kiém dwgc nhiéu tién nhat. K€ hoach Marshall hay
con duge goi voi cai tén “Ké hoach phuc hung chau Au” do My vach ra.
Sau Chién tranh Thé gigi thit hai, 16 nwéc chau Au d3 bij ton that kinh té
ndng né. My da dong y vién trg cho 16 nuwdc nay tong cong 17 ty dola dé
phuc hoi kinh té. IOU (viét tat cia I Owe You — T6i ng 6ng/ba): mot chitng
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tir ghi ng phi chinh thitc dwdi dang mét van ban cam két trd mét khoan no,
vi du, cdc khoadn vay cad nhan va cac dich vu chuyén mon. Tran chién
Normandy (thang 06 nam 1944): quan Pong minh tién vao lanh thé chau
Au tir phia Tay dé lam gidm sitc manh ctia quan doi Pirc. My da thiét hai
tGi 40.000 binh si, nhwng cudi cung quan Bong minh cling mé dugce duong
vao Berlin. Iwo Jima: mot hon ddo & phia nam Nhat Ban. Trong Chién
tranh Thé gidi thit hai, ti* ngay 19 thang 2 dén 26 thang 3 nam 1945, quan
M¥y da m& cudc tién cong ac liét vao Iwo Jima nham chiém va kiém soat
cac san bay trén ddao. Chu Sam (Uncle Sam): mot cach goi Chinh phu My.
Rumpelstiltskin: chud lun vui tinh, lac quan trong truyén c6 Grim. Rubin:
cuu Bo trudng Bo Tai chinh My thoi Bill Clinton. Producer price index: chi
sO gid san xuat. Consumer price index: chi so gia tiéu dung. Dy dodn nay
cta tac gia dugc dwa ra vao nam 2006. Thyc t€ da chitng minh nhitng dw
doan nay chinh xac dén nam 2008 (chu thich ctia nguwdi bién tap). Church
Lady: mot nhan vat nit trong chwong trinh “Truc tiép t6i thi bdy” cta
truyén hinh My. Grem (grain): don vi do trong lugng bang 0,0648 gam.
Spanish mill dollar: don vi tién té c6 gia tri bang 1/1000 do6la. “This note is
legal tender for all debts, public and private, and is redeemable in lawful
money at the United States Treasury, or at any Federal Reserve Bank.”
Ounce (ao-x0): don vi do lwong bang 28,35 gam vang. TIPS: Treasury
inflation protected securities. Personal Consumption Expenditure William
McChesney Martin Jr. — con trai cta ludt sw va chu ngan hang ndi tiéng
William McChesney Martin, thuwong duwgc goi la William McChesney
Martin con, gitt chitc vu cha tich Fed t* nam 1951 dén nam 1970. IOU
nothing Continental dollar: loai tién gidy do mét s6 thudc dia My phat hanh
sau cudc Chién tranh Cach mang bat dau tir nam 1775. (*) pg: microgram =
1 phan triéu gram (**) mg: miligram = 1 phan ngan gram (*) Ha kho théo:
la loai cdy than thdo, song nhiéu nam, cao 20 - 40 cm, c6 thé t&i 70 cm,
than vuong mau hoi tim (*)Pao nhan la loai cay nho, cao 3 - 4 mét, than
nhan, thwong cé chat nhay (*) Cau dang: la mot loai day leo, thwdng moc
noi mat. La moc (*) Thanh bi: vo qua quyt con xanh. (*) Diém phu tu: @
Viét Nam con goi la cdy mudi, chu moi, da son, son but. (*) Bénh scorbut:
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bénh do thiéu sinh t6 C, gy ra do ché (*) Do trong: Loai cay song t diép,
vo c6 tg, dung lam thuoc. (*) Ngii boi ti: la nhitng tai (*) Mot dang sung
mu trong rudt va phoi. Dwa Hami: con goi la Dwa vang Hami (tén tiéng
Anh: Hami melon hay Chinese Hami melon), con c6 tén dua tuyét (snow
melon), cé nguon goc tit Tan Cwong, Trung Quoc. (*) Tri miii: chi chung
bénh viém miii hay théi mdi. (**) Bach bién 1a mot bénh mat sac t6 & da,
16ng, téc. (*) Lat son tra la son tra (*) Hoa tuyén phic, tén khoa hoc la
Inula Japonica Thunb, thudc ho hoa cic, b6 phan dung lam thu6c la hoa
kho. (*)Ban xudt huyét: thuwong ton co ban cta da va niém mac do hong cau
thoat ra ngoai mao mach va niém mac. (**)GOT, GPT: GOT, GPT la
enzym thiic day su tao thanh cac axit amin & gan va nhiéu co quan khac cua
co thé, sé bi phan hay rat nhanh sau khi wgc tao thanh, trong mau mot
nguwoi khée manh, sé c6 mot lwgng nhat dinh GOT, GPT bi dao thai. Nhung
khi mot co quan ndi tang bi thwong ton, sé c6 mdot lwgng 16n té€ bao bi phan
hiy, enzym nay sé€ dan dan bi thai ra ngoai, lwvgng GOT, GPT trong mau sé
tang cao. Nhitng can bénh c6 thé phét sinh khi chi s6 GOT trong mau tang
cao: viém gan, X0 gan, ung thw gan, nh6i mau co tim, chitng teo co, viém
co, tan huyét. Nhitng can bénh c6 thé phat sinh khi chi s6 GPT trong mau
tang cao: viém gan, gan nhiém md... Tam cao: chi chitng bénh cao huyét
ap, md& trong mau cao, cholesterol cao. 1. Theo thuyét vu n6 tao ra vii tru
(N.D). 2. Management Information Systems: Cac hé thong quan tri thong
tin dugc dwa vao trong cac may vi tinh (N.D). 3. 1 inch = 2,54cm 1. Tén
ctia mdt hang cung cap thyc phdm &n nhanh (fast food). O day chi sy luwdi
biéng, muén co6 ngay, khong can cong sitc hay suy nghi (N.D) 1. EBI: Hoc
vién Kinh doanh Tri tué (Enlightened Business Institute) (N.D). 1. Day néi
dén nhitng trd ngai cho tdm linh do chap truwdc, phan biét cé - khong,
thwong - doan... (nhi bién), ngd - phdp, 1y - sw, phién ndo - gidi thodt...
(nhi chwéng) (N.D) 2. Hay tam kho: kho tir bén trong, kho tir bén ngoai,
khoé do thién nhién (N.D). 3. Dién vién dién anh My, thuong dong vai
nguwoi hung mién Vién Tay, rat thanh thao véi chiéc day thong long (N.D.).
1. Ngai Huyén Trang dich la Nang Poan Kim Cwong Bat Nha Ba La Mat
Pa Kinh - “Nang doan” nghia l1a “c6 thé chdt”. “Chedika” nghia la cat,
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chdt, dap vo. Tac gia dich la The Diamond Cutter nghia la ngwoi hay dung
cu dung dé chat kim cuwong (N.D). 1. Nguyén tac Anh ngit la “the
Conqueror”, “nguwdi Chinh phuc”, ching t6i chuyén dich thanh “Thé ton”
cho quen thugc voi Phat tw Viet Nam (N.D). 1. Ngay 2/2. O Hoa Ky,
Canada, c6 truyén thuyét cho rang day la ngay c6 con séc dat (groundhog,
woochuck, marmot hay ground squyrrel) tiv trong hang chui ra. Néu no
khong nhin thdy bong né (trdi am u), tic la mua dong sap hét. Néu nguoc
lai, troi nang, n6 sé lai chui vao hang dé ngu, tic 1a mua dong sé kéo dai
thém sdu tuan nita. 1. Viét tat cua National Aeronautics and Space
Administration: Cuc Quan tri Hang khong va Khong gian Quéc gia Hoa
Ky, thanh 1ap nam 1958 (N.D). 2. 'Boart' hay 'bort' la loai kim cwong két
tinh bat toan, khong c6 gia tri (N.D). 3. I-dit (Yiddhish): Ngon ng¥ dugc
xem nhu tiéng Do Thai quoc té, mot dang tiéng Dirc c6 va c6 nhitng twr
muon tiéng Hebrew (Do Thai c6) va & nhiéu ngon ngit hién dai duvgc nguoi
Do Théi & Pong va Trung Au st dung. (N.D.) 4. Drek 1a tiéng I-dit, nghia
1a rac rwdi. Néu ban dang quay ray mot doanh nhan An P9 thi ban thay thé
tlr nay bang tir karab. Néu 0ng ta la ngudi Nga thi ban bao musor. Thé nao
ban ciing lam chu dugc van dé. Khi ban mua da quy tt* mot nguwoi khac thi
ching ludn ludn la “rac redi”. Khi ban ban da quy cho nguwoi khac - du cho
ddy chinh la nhitng vién da “rac rwdi” ma sang nay nguoi khac da chao ban
cho ban - ching lu6n la mot mitzia hay mot “moén hoi khong thé tin dugce”.
5. Biéu nay dat tién dén noi chi dang thuc hién doi vdi cai ma ching t6i goi
la hang “c6 chitng chi” hay hang cao cap. 1. Video Cassette Recorder: May
ghi hinh anh am thanh. 2. Health Maintenance Organization: T6 chitc Bao
tri sitc khoé - mot dang bao hhiém sitc khoé tra tién truedc bao gom cac
quyeén lgi cham so6c sttc khoé toan dién tap trung vao gilt gin sttc khoé va
phong ngtra bénh tat. 3. Cartel: Lién hiép, hiép hoi cac cong ty. IPO (viét tat
ctia cum tw tiéng Anh Initial Public Offering) nghia la phat hanh c6 phiéu
ra cong chung lan dau. Pay la thi thach dau tién va quan trong doi vGi bat
c* doanh nghiép nao. Plastics: (nghia den) la déo; (nghia bong) la mém
déo, mém mong. Y néi “hdy xudi theo thdi thé.” Chitng chi A 1a mdt trong
sO cac khoa dugc hoc sinh Anh va hoc sinh quéc té Iwa chon. Hoc sinh
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dwgc chon tir 4 dén 6 mon hoc khac nhau, moi moén duwgc chia thanh 2 phan
riéng biét AS va A2 NBA tén viét tat cia National Basketball Association,
la gidi béng r6 nha nghé danh cho nam tai Bac My. Cuén sach da duogc
Théai Ha Books mua ban quyén va xuat ban nam 2008. Cudn sach da dugc
Alpha Books mua ban quyén va xuat ban nam 2012. Dao xép Thuy Sy la
loai dao da nang c6 tr thoi La Ma c6 dai. Cai tén Swiss Army Knife con
duwgc dung dé goi cho nhitng thit c6 tinh da nang-da dung vi do bén va tinh
da dung da tr¢ thanh “huyén thoai” cua loai dao nay. Tac gia st dung cum
tlr nay véi an y mot 10i khuyén sac bén, c6 gia tri, tién dung va phu hop.
Cudn sach da duwgc Alpha Books mua ban quyén va xuat ban nam 2008.
Acro Yoga la sy két hop linh hoat ciia b0 mon yoga, nhao 10n va massage
kiéu Thai. Tequila la loai rgu manh cét tir mét qua nhiét déi, cha yéu &
Mexico. Cé hai cudn sach nay da dwgc Nha xuat ban Tré mua ban quyén va
xuat ban tai Viét Nam. Cudn sach da dugc Alpha Books mua ban quyén va
xuat ban nam 2008 Cudn sach da dwgc Thai Ha Books mua ban quyén va
xuat ban nam 2011. Cudn sach da dwoc First News mua ban quyén va xuat
ban nam 2012. Cudn sach da dugc Alpha Books mua ban quyén va xuat
ban nam 2011. Cudn sach da duwgc Alpha Books mua ban quyén va xuat
ban nidm 2007. Y chi mot ngudi ndo d6 bi roi vao hoan canh chan nan lip
di 1dp lai. Anita Martel la cong sy cua Perry-Martel International va la mot
nha quan ly dat Chitng chi kiém tra BarOn EQ-I. Ba danh ca cudc doi minh
cho viéc ho trg cac nha lanh dao, ca nhan va cac nhém lam viéc trong viéc
tang cwong tinh hiéu qua cting nhw phat huy t6i da tiém nang ctia ho. Mudn
biét thém thong tin chi tiét hodc tham gia bai kiém tra, ban cé thé gt e-
mail dén anitam@perrymartel. com. Pia chi trang web ctia Dennis Smith:
www.WirelessJobs.com — dia chi e-mail: dennis@ wirelessjobs.com Dave
Howlett la nguwoi sang lap kiém giam doc diéu hanh cha trang
www.realhumanbeing.org. RHB dang cai t6 chitc cac budi thuyét trinh vé
van héa cong ty, ban hang va két n6i mang. Ban c6 thé lién lac véi Howlett
theo dia chi e-mail:dhowlett@realhumanbeing.org. Simon Stapleton - giam
doc kiém nha déi mdi trong nganh cong nghé thong tin - da thyc hién s
ménh ctia minh la gitdp d& cac nha 1anh dao méi néi trong linh vire nay phat
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trién sy nghiép, cling nhv con nguwdi ho. Blog cta ong la
www.simonstapleton.com. Ban c6 thé lién hé v&i ong qua dia chi e-mail:
simon@simonstapleton.com. Steven Rothberg la chu tich kiém nguoi sang
lap cua CollegeRecruiter.com, c6 trang web la www.CollegeRecruiter.com
— trang tin tuyén dung hang dau danh cho sinh vién dai hoc. Dave Mendoza
la m6t dién gia va la m6t nha tw van vé nguon nhan lwc. La doi tac cta
RecruitingBlogs.com, Dave Mendoza la mot trong 20 nguwdi két ndéi mang
toan cau trén LinkedIn. Ban cé thé biét thém thong tin chi tiét vé Dave
Mendoza tai www.linkedin.com/in/davemendoza/ hoac
www.sixdegreesfromdave.com. Dé xem nhitng 16i nhan xét cia Steve
Duncan, hdy vao www.linkedin.com/in/steveduncan/. Jason Alba la giam
doc diéu hanh cua JibberJobber.com. Ban c6 thé tim thdy thong tin vé Jason
tai dia chi www.linkedin.com/in/jasonalba/. Matt Massey la Chu tich cua
drive2 Inc., mot cong ty vé nang luyc lanh dao. Ban c6 thé tim thiy thong tin
vé ong tai www.linkedin.com/in/drive2/. Joseph Nour la Gidm doc diéu
hanh cua hang Protus IT Solutions, chu s&@ hitu cua trang web
www.campaigner.com, mot dich vu tiép thi qua e-mail danh cho cac doanh
nghiép quy mo nho va vwa. Jill Tanenbaum la chu tich cong ty Jill
Tanenbaum Graphic Design & Advertising. Ban c6 thé xem thém thong tin
vé Jill tai trang www.jtdesign.com. D€ xem nhitng 10i khen nggi ctia Ross
Macpherson, chu tich cua Career Quest, hdy vao trang
www.yourcareerquest.com. Steve Panyko tirng la chuyén vién cdp cao tai
AT&T Bell Laboratories, Motorola, Harris Corporation, va ITT. Ong cfing
tirng la giam doc diéu hanh ctia bon céng ty c6 phan tw nhan ma chinh 6ng
da gidp thanh lap, huy dong von va dan dat t6i thanh cong. Gio day, Steve
lam viéc cho van phong Colorado Springs cua Perry-Martel International.
Pé lién hé vGi Steve ban hdy vao dia chi www.linkedin.com/in/sfpanyko/.
(*) Bo-la dugc tinh bang ty 1. ROI: Return on investment - Lgi tic dau tw
1. Chief executive officer 2. Virginia Woolf (1882 - 1941) la mdt tiéu
thuyét gia va mot nha van tiéu luan ngwoi Anh duwgc coi la mét trong nhitng
nhan vat van hoc hién dai lirng danh nhat thé ki XX. 1. Tén goi tat cta
Coca - cola. 2. PAR: Problem - Action - Result 3. Flat organization. 1.
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Fedex: Tap doan chuyén phat nhanh hang dau thé gidi 2. Return on
investment 3. Cac phat thanh vién néi tiéng & My 4. Cac phat thanh vién
noi tiéng & My 5. Cac phat thanh vién noéi tiéng & My 6. Cac phat thanh
vién no6i tiéng & My 7. Mot thwong nhan ngwoi Texas, chay dua vao Nha
Trang cac nam 1992 va 1996. 1. John River: Danh hai noi tiéng nguwdi My
2. Elizabeth Dole: Nha chinh tri nguwdi My, titng phuc vu cho chinh quyén
tong thong Ronald Reagan va Geogre Bush. 3. Ca si nhac dance néi tiéng
nguwoi Australia 4. Palm Springs: Mot thanh phé tén sa mac thudc hat
Riverside, bang California 1. Eleanor Roosevelt: Dé nhat phu nhan cda
Tong thong Franklin D.Roosevelt. 2. Rehabilitation Act (1) Cudn sach nay
da dwgc Thai Ha Books xudt ban. (1) Monopoly con goi la Co Ty Phy, la
mot loai tro choi do Parker Bros - mot nhan hiéu ctia cong ty do choi
Hasbro san xudt. Nguwdi choi ddu véi nhau dé gianh tai san thong qua
nhitng hoat dong kinh t€ dwgc cach diéu trong dé c6 mua ban, cho thué va
trao doi tai sdn bang cach st dung tién, trong khi nhitng ngudi choi lan lwot
di chuyén xung quanh ban c¢ theo méi lan gieo xic xac. (2) IRAs: Tai
khoan tiét kiém c4 nhan dung cho hwu tri, phu hgp véi thué thu nhap ca
nhan. Keogh: Tai khoan huu tri cho cac chua doanh nghiép tw lam chu, cho
cac co dong va nhan vién trong cong ty. (3) Employee savings plan: Mét tai
khoan dau tv chung dwgc cung cap bdi ngwoi stt dung lao dong cho phép
nhan vién danh mot phan lwong trede thué cta ho dé tiét kiém huwu tri. (4)
La co hoi duwgc choi lai mot cd danh khong bi phat. Thvong thwong no
dugc tinh ¢ ca phat bong trén bé phat 1 hay 10. Hinh thic danh mulligan
nam ngoai luat gén va chi xdy ra & nhitng cudc choi khong chinh thitc. (1)
RBC (The Royal Bank of Canada - Ngan hang qudc gia Canada) Dain
Rauscher khéng cung cap cac khoan thué va tw van phap luat. Moi quyét
dinh lién quan dén van dé thué hay phap luat cia cac khoan dau tw cia ban
nén dugc thdo luan vdi nha tw van thué va phap luat riéng. (*) Chu y: S6
phan tram & moi cot khong duwgc la 100%. Vi nguon tai chinh cia moi
ngwoi khac nhau nén ban c6 thé thém vao hodc bét di cac khodn chi tiéu.
Tuy nhién, ngan quy cua ban phai la tong 100% thu nhap. (1) Ted Turner
tén day da la Robert Edward Turner III, sinh ngay 19/11/1938 tai
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Cincinnati, Ohio, M§. Ong 1a ngudi sang 1ap ra kénh truyén hinh CNN
(Cable News Network) - mang truyén hinh cap dau tién & My thyc hién
phat séng 24 gid sudt 7 ngay trong tuan. (1). Lassi: Loai d6 uong dugc ché
bién tit sita chua va sita. (1). Martin Luther King. Jr (15/1/1929 — 4/4/1968)
la nha hoat dong dan quyén MY goc Phi va la ngwoi doat gidi Nobel Hoa
Binh ndm 1964. Ong 1a mot trong nhitng nha 1anh dao c6 anh huéng 16n
nhat trong lich sit Hoa Ky cling nhuv lich sit dwong dai cta phong trao bat
bao dong. (2). Henry Wadsworth Longfellow (1807 — 1882): La nha tho
nguwoi My, tac gid cta nhiéu tap tho ndi tiéng: The Song of Hiawatha (Bai
ca vé Hiawatha), A Psalm of Life (Ban thanh ca cta cudc doi), Excelsior...
(3). Theodore Roosevelt (1858 — 1919): Tong thong thit 26 cia Hoa Ky.
(4). Michael Jordan (1963): La cau tha bong rd nha nghé ndi tiéng thé gidi
cta My da giai nghé. Anh dwoc coi 1a mét trong nhitng cau tha bong r6 vi
dai nhat moi thoi dai, va la nguwoi da pho bién mén bong ré cia NBA
(National Basketball Association - Lién doan béng r6 quoc gia Mi) ra toan
thé gidi trong thap nién 1980, 1990. (5). Mahatma Gandhi (1869 — 1948) la
anh hing dan toc An D6 da chi dao cudc khang chién chong ché do thuc
dan cua Bé quéc Anh va gianh doc 1ap cho An Do vai su ung ho nhiét liét
cta hang triéu ngudi dan. Trong sudt cudc doi, 6ng phan doi tat ca cac hinh
thitc khing bd bao lyc va thay vao do, chi ap dung nhitng tiéu chuan dao
dic t6i cao. (6). Jack Welch la cyu Chu tich kiém Tong giam doc tap doan
General Electric. Ong c6 cong 16n trong viéc phat trién GE. Tap chi
Fortune tang cho 6ng danh hiéu “CEO tao ra gia tri cao nhat thé gigi”. .sup
.sup (7). Edgar Allan Poe (1809 — 1849) la nha van, nha viét kich, nha phé
binh, nha tho My. Poe la 0ng t6 ctia thé loai truyén trinh tham va hinh sy,
c6 anh hwéng t6i Arthur Conan Doyle (tdc gia loat truyén vé Sherlock
Homes). (8). Aristotle (384 — 322 TCN) la nha triét hoc, nha gido duc va
nha khoa hoc Hy Lap c6 dai. (9). Arthashastra la tdc pham ctia mot quan
chitc cao cdp va nha hién triét trong trifu Chandragupta, vwong triéu
Maurya, thé ki 4 TCN, Kautilya, tiéng Viét la “Luan vé bon phan” (mot s6
tac gid nuwdc ngoai dich la “Khoa hogc chinh tri”). (10). Shakespeare
(26/4/1564 — 23/4/1616) la nha tho va nha soan kich nguoi Anh ltng danh
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thé gigi. Ong viét khoang 38 vé& kich va nhiéu loai tho khac, dic biét 1a tho
sonnet. (11). Ronald Reagan (1911 — 2004) 1a téng thong thit 40 ctia Hoa
Ky (12). Wal-Mart: “D€ ché” ban 1é c6 doanh thu 16n nhat thé gidi, do Sam
Walton thanh l1ap nam 1962. (13). Costco: Tap doan ban 1é dung thw 5 &
My. Lic méi hinh thanh, Costco chi la ctva hang nho 1é ¢ Seatt le vao nam
1983, dén nay da c6 457 ctra hang, hau hét tap trung & My, ngoai ra con cé
¢ Canada, Anh, Han Quoc, Pai Loan, Nhat Ban. Costco dang tré thanh doi
thu canh tranh dang lvu y cua “dai gia” Walmart. (14). Starbucks: Thuong
hiéu ca phé ndi tiéng trén toan thé gidi, co tru s@ & Seatt le, Washington,
Hoa Ky.. (15). Apple: Tap doan cong nghé may tinh cia My cé tru s&
chinh dat tai Silicon Valley, San Francisco, bang California. (16).
Amazon.com: Cong ty thwong mai dién ti* da quéc gia co tru sd tai thanh
pho Seatt le, bang Washington, Hoa. Pay la nha ban 1é tryc tuyén 16n nhat
Hoa Ky. (17). Arnold Palmer: Cau tha choi gén chuyén nghiép nguoi My,
duwgce xem la tay gon vi dai nhat trong lich st ctia mon thé thao gon chuyén
nghiép/nha nghé. (18). Ralph Waldo Emerson (1803 — 1882): La nha viét
tiéu luan, nha tho, triét gia nguwdi My, va cling la ngwoi di dau trong phong
trao tu lwc canh sinh va triét 1y siéu viét (tiéng Anh la transcendentalism).
(1). Malcolm Gladwell: Tac gid cudn sach “Nhitng ké xudt ching”. (2).
Johannes Gutenberg (1390-1468) la cong nhan va nha phat minh nguoi
Dbitc. Ong dd phat minh ra phuong phap in dau vao nhitng nim 1450. (3).
John Chambers: Giam d6c diéu hanh ctia Cisco Systems. Trén 10 nam gan
bé, Chambers da dwa cong ty tir cap hang trung thanh cong ty hang dau trén
thé gigi. Do dd, 6ng dugc ménh danh la “Giam ddc diéu hanh ctaa twong
lai”. (4). John Chambers: Gidm doc diéu hanh cua Cisco Systems. Trén 10
nam gan bo, Chambers da dwa cong ty tr cdp hang trung thanh cong ty
hang dau trén thé gidi. Do d6, 6ng dugc ménh danh la “Gidm doc diéu hanh
cta twong lai”. (5). Numbers USA: T6 chitc phi 1gi nhuédn cia nhitng nguoi
khong phan biét dang phai chinh tri, hoat dong no Iwc dé 6n dinh dan so
nudc My. (6). Medicare va Medica: Churong trinh cham soc siic khoe do
chinh pha My tai trg. (7). Nguyén goc la “buy-cott ”. Trudc do, tac gia s
dung tir “boy-cott ” (c6 nghia la “tdy chay”) dé thé hién phan ng khong
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dong tinh cua khach hang. Khi quan diém thay d6i, khach hang “chudc 16i”
bang cach quay trd lai stt dung san pham ctia Whole Foods, tac gia st dung
16i choi chit “buy-cott ”, dé chuyén tai dwgc 16i choi chit cia tac gia, ngwoi
dich da st dung tv “mua chay”. (8). Daniel Pink: Hoc gia nguwoi My, tac gia
cudn “Mat te duy hoan toan mdi — Ban cau ndo phai sé thong tri twong lai”.
.sup (1). Birmingham: Thanh phé mién Bac Alabama va cling la thanh pho
16n nhéat tiéu bang Alabama véi s6 dan hon 240.000 nguwdi Context
dependent behavior Driving While Distracted Asperger syndrome
Executive skills Neuroscientists Jekyll and Hyde Behaviors Lost and Found
White matter Gray matter A quadrillion= 1,000,000,000,000,000 (1015 )
Functional magnetic resonance imaging Amygdala Insula The fight-or-
flight response Plasticity of brain Hot and cool cognition Neurotransmitter
Limbic systerm Attention-deficit/hyperactivity disorder (ADHD) Positive
psychology Premark Principle Grandma’s Law 1. M6t san pham hoac dich
vu doi mdi dwoc goi tat la mot déi mdi. 2. VP: Phé chu tich. Mgr: Nha
quan ly. Proj: Dy 4n. Van dé nan gidi la van dé c6 tinh chat khé khan dai
dang, khé xtr ly va kiém soat tdi mitrc khong thé gidi quyét duge. 6-Sigma
(Six Sigma) la mot hé phwong phap cai tién quy trinh dya trén thong ké
nham giam thiéu ty 1é sai so6t hay khuyét tat dén mitc 3,4 16i trén moi triéu
kha nang gay 16i bang cach xac dinh va loai trir cac nguon tao nén dao dong
(bat 6n) trong cac quy trinh kinh doanh. Hoc thuyét Deming: Hoc thuyét vé
quan ly chat Iwgng, do William Edwards Deming — nha thong ké noi tiéng
nguoi My — dua ra. Deming chu trueong theo doi chdt ché moi qua trinh san
xuat bang céng cu thong ké. Vong tron Quan ly chat lwgng cia Deming
gom bon yéu t6: 1ap ké hoach, thyc hién ké hoach, kiém tra va khac phuc
sai 16i. Pay la thuat ngit do Richard Buchanan dwa ra, chi nén van hoéa thiét
ké cli. Cuon sach WorldChanging: A User’s Guide for the 21st Century
(Lam thay do6i thé gigi: Kim chi nam cho thé ky XXI) cia cay bit My Alex
Steffen gidi thiéu nhitng san pham, xu hwéng, cong trinh kién tric va dich
vu mang tinh sang tao, c6 1gi cho Trai dat. Tetra Pak la tdp doan kinh té
chuyén san xuat bao bi bang giady carton do ty phi Ruben Rausing (Thuy
Dién) sang lap. Bao bi Tetra Pak dwoc lam bang gidy carton, c6 thé tai ché.
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Truwong phai Bauhaus do nha thiét ké Walter Gropius khéi xuwéng nam
1919, bat nguon tr thanh phd Weimar, mién Déng nwéc Dirc, nham ton
vinh tinh thyc dung va don gian. Day s6 Fibonacci: Day s6 noi tiéng do nha
toan hoc nguoi Y Leonardo Fibonacci (1175-1250) tim ra, dwgc bién hoa
vo tan. Ot6 lai 1a loai hinh phwong tién ghép, st dung tit hai nguon nhién
liéu tr¢ 1én cho dong co, thudng nhién liéu chinh van la xang va nguon
nhiéu liéu th hai la dién. Khoéa dinh Velcro: Loai khéa quan ao c¢6 hai dai,
mot dai nham, mot dai tron, khi kéo sé dinh chat lai v&i nhau. FTSE 100:
Chi s6 c6 phiéu cia 100 cong ty c6 gia tri von hoa 16n nhat dugc niém yét
trén San Giao dich Chitng khoan London (LSE), dwgc bat dau tiv ngay
3/1/1984, vdi diém san la 1.000). 1. Lean va 6 Sigma: Bién phap cai tién
hoat dong cua doanh nghiép bang cach loai bé lang phi mét cach hé thong
dwa vao no luyc hgp tac theo nhom. 2. Hé thong san xuat tinh gon (lean):
Phuong phéap cai tién c6 hé thong, lién tuc va tap trung vao viéc tao thém
gia tri cho khach hang cung lic vGi viéc loai bo cac lang phi (wastes) trong
qua trinh sadn xuat/cung cdp dich vu. 1. Godfather: mdt tdc pham rat noi
tiéng cta nha vdn Y Mario Puzo. 1. CPA: certified public accountant. 1.
Luc can: bao gom mat, tai, miii, lwoi, than, y 2. Hién giad: Chi Hién gia
Minh Triét, nguoi dang thuwc hanh va tng dung phwong phap Thién Minh
Triét ( Phat trién Lyc Nhiém Mau va Sy Thong Minh Sau tham bén trong ).
3. Phat Tam Danh: Tén dung dé kich hoat sy Thong Minh Sau Tham ma
tac gid da an chitng cho ngwdi hoc va thye hanh cac Phuwong phap Duy Tué.
1. Garrison Keillor (7/8/1942): 1a nha van cham biém, nha tho trao phing,
nha soan kich nguoi My. 1. S&P 500: C6 phiéu trung binh ctia 500 cong ty
thudoc Standard & Poor. 1. Chi s6 Dow Jones: Chi s6 trung binh céng
nghiép Dow Jones, 1a mot trong vai chi s6 thi trwuong chitng khoan, do
Charles Dow tao ra. Ong 1a chti bdo The Wall Street Journal va dong sang
1ap vién cua cong ty Dow Jones & Company vao thé ky XIX. 1. Chuoi ctra
hang quan 4o danh cho phu ni. 1. La v& kich mang tén Waiting for Godot
ctia nha van dugc gidi Nobel Van hoc Samuel Beckett. Pay la tac pham néi
vé hai nguoi dan 6ng ca doi chi biét cho dgi mot nhan vat khong quen biét
ten la “Godot”. 1. Bono: Nghé danh cua hoc si, ca si, doanh nhan va nha
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hoat dong xa hoi nguwoi Ireland, Paul David Hewson. 2. WWF (World
Wildlife Fund): Quy bdo vé doi song thién nhién thé gidi. 3. The Body
Shop: Nha san xudt va ban lé toan cau cac san pham mi pham cé nguén goc
va cam hirng twr thién nhién. 4. Joe Boxen: Hang do 16t cuia Mi. 1. La chat
dan truyén than kinh, c6 tac dung giam dau. 1. La khoa hoc &ng dung lién
quan tdi viéc td chirc va sap x€p moi thit sao cho con ngudi cé thé siv dung
chiing dé dang va an toan. 1. Chuyén gia marketing va thwong hiéu. 4.
Rainmaker (Nguoi tao mwa): ngay nay khai niém nay dugc st dung dé chi
nguwoi ban hang xuat sac — nguwdi mang thu nhap vé cho t6 chirc, du do la to
chitc 1gi nhuan hay phi 1gi nhuan. 1. Chamanisme: mot loai hinh ton giao
cho rang mdt nguwdi nao do, do bam sinh hay sau mét thay doi can ban vé
co thé hodc tdm ly, tinh than, c6 kha nang giao tiép vGi cac siéu linh, cac
vong hon bang cach hon thoat khoi xac, hoac than thanh, ma quy nhap vao
minh, dé cau xin véi siéu linh mét diéu gi. 2. Chi¥ cai dau cta cac tw
Meaning — y nghia; Moat — hao; Management — quan ly; Margin of safety —
bién an toan. 3. Sticker price: la gia ban 1é san pham ma nha san xuat de
nghi, thong thwong gia nay cé thé thwong lwgng duge. Viét tat cia cac tw
tiéng Anh: Energy: nang lwgng, Energize: kich thich, Edge: sac sdo,
Execute: thyc hién, Passion: dam meé. Pao luat Sarbanes-Oxley, con dugc
biét vGi tén Pao luat Sarbox la mot trong nhitng luat can ban cua nghé ké
toan, kiém toan, dwgc ban hanh tai Hoa Ky nam 2002. Muc tiéu chinh cta
Pao luat nay bao vé lgi ich ctia cac nha dau tw vao cac cong ty dai ching
bang cach budc cac cong ty nay phai cai thién sy ddm bao va d6 chinh xac
cua cac bao cao, cac thong tin tai chinh cong khai. 1.Ma Hitu Hitu: nghé sy
cello, nhac sy néi tiéng ngwdi Phap gbc Hoa. (2) Ap lyc dong cap: Khai
niém mo ta sy thay doi ciia mdt ca nhan hay bi théi thic thay doi vé thai do,
hanh vi dao dttc do chiu sttc ép truc tiép cia nhitng nguwdi trong cung nhom.
(6) Gung Ho: Bat nguon twr tiéng Trung, Gung tirc la Cong - lam viéc, va
Ho titc 1a Hgp - hoa hgp, hgp tdc; Gung Ho nghia la hgp tac dé lam viéc
chung vai nhau. Ngay nay, né c6 nghia la mot thai do hang say, tan tam tan
lye d6i véi mot van dé nao dé. (1) SAT: Ky thi kiém tra nang luc Gng vién
xin hoc dai hoc. SAT trén 1.000 diém du diéu kién hoc tai My. (5) The
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Dogs of the Dow: la chién lwgc khuyén cac nha dau tw hang nam mua 10
loai c6 phiéu trong s6 30 C6 phiéu Cong nghiép Binh quan Dow Jones cé
sO chia lgi titc cao nhat. 3. Kaizen: duwgc ghép tr hai tir tiéng Nhat: Kai —
“Thay d6i” va Zen — “Tot hon”, nghia la “Thay doéi dé tot hon” hoac “Cai
tién lién tuc”. D€ tim hiéu thém vé phuwong phap nay, madi doc cuon Kaizen
— Thiét 1ap Hé thong Cai tién Lién tuc thong qua Thuc hién Dé xuat cua
Nguwoi lao dong do Alpha Books xudt ban. (4) Jan Carlzon, thanh vién ban
diéeu hanh Hang hang khong Scandinavian, da viét cuén sich Moment of
Truth (Khoanh khac cua sy that), va cum ti* nay da tré nén pho bién trong
dich vu khach hang — né la phuong tién dé dinh nghia khoanh khac ma
khach hang danh gia san pham hay dich vu va tuyén b6 két luan “cai nay
tot” hodc “tdi khong thich cai nay”. 1. Hiéu (tng Pygmalion hay con goi la
Self-fulfilling prophecy (10i tien doan ty trd thanh hién thuc) duge xem nhw
mot bi quyét quan trong trong quan ly nhan sy. Néu mot nguwdi (hodc chinh
ta) nghi ta thong minh hay ngu doét hay sao do, ho sé doi xir vdi ta theo cach
ma ho nghi. Néu ta dugc doi xtr nhw thé ta thong minh hay ngu dét hay sao
do, ta sé hanh x va tham chi tré thanh nhw thé. Do vay, nhitng “tién cam”
ban dau cua ngudi do vé ta da trd thanh hién thwe! Tém lai, mot khi y niém
da hinh thanh, tham chi ngay ca khi n6 khong ding véi thuc té, ching ta
van c6 khuynh hwéng hanh xt theo d6. Va ky diéu thay, két qua sé xay ra
dung theo ky vong dé, nhu thé cé phép la!. 2. Ngu y dén tiéu thuyét Strange
Case of Dr. Jekyll and Mr. Hyde cia Robert Louis Stevenson, ké vé mot
nguwoi da nhan cach, thé hién hai tinh cadch hoan toan doéi nghich - thién va
ac - trong cung mot con nguwoi. 1. JIT (Just-in-time): hé thong hoat dong
dam bao mot dong san pham déu dan di qua hé théng vdi lwgng ton kho
nho nhat — nhan don dat hang va dam bao giao hang ding thdi gian cam két
thay vi san xuat hang loat va chd dgi don dat hang. 2. S6 tién ma nguoi
duge bao hiém san sang tra cho chi phi thudc thang trong thoi gian tham
quan tai nuwéc do. 3. Stretch Goals: la thuat nglt dugc Jack Welch ctia GE
dat ra, chi nhitng muc tiéu duong nhw khong thé dat dwgc véi cac nguon
lwc hién tai. Bang cach chi ro ra “diéu khong thé dat dwgc”, moi ngudoi
budc phéi suy nghi sang tao, c6 gang vuwot mirc théng thwong caa ho. 1.
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Phan hoi 360 d6 (360 Degree Feedback) la phwong phap danh gid nhan
vién (thwong & cap quan ly va lanh dao) bang cach thu thap dir liéu vé ho
trong nhitng tinh huéng lam viéc thye té va vé nhitng pham chat hoat dong
ma ho thé hién théng qua qua trinh téng hgp thong tin tir nhitng ngudi tiép
x(c v6i cd nhan dwoc danh gia (giam doc diéu hanh, quan ly, ngwoi dong
cap, khach hang hay déi tac...), néi chung la bat ct ai dang tin cdy va biét
rd vé cong viéc cia ca nhan do6 déu cé thé tham gia vao qua trinh danh gia
nay. 1. Time to market: Khoang thdi gian tir Iic san pham dwgc thai nghén
dén luc dugce tung ra thi trvong. TTM dac biét quan trong trong cac nganh
c6 san pham 16i m6t nhanh chéng. 1. Niccolo di Bernardo dei Machiavelli
1 nha triét hoc chinh tri, nhac si, nha tho, nha soan kich. Ong dugc xem la
mot trong nhitng nha sang 1ap cia nén khoa hoc chinh tri hién dai. S6ng
trong thoi Phuc Hung Italia, 6ng la nhan vat trung tam cia bo may chinh tri
thoi dé. Niccolo Machiavelli 1a mdt biéu twong cta nha chinh khach day
muu mo, thu doan, dao ditc gia, vo luan li, trdo tré va bat nhan ma triét i
duy nhét la ctitu canh bién minh cho phuwong tién. Sdu Sigma (Six Sigma) la
mot hé phwong phap cdi tién quy trinh dya trén thong ké nham giam thiéu
ty 1€ sai sot hay dén mitc 3,4 16i trén moi triéu kha nang gay 16i bang cach
xac dinh va loai trir cdc nguén tao nén dao dong (bat 6n) trong cac quy
trinh kinh doanh. Trong viéc dinh nghia khuyét tat, Sdu Sigma tap trung
vao viéc thiét 1ap sy thong hiéu twong tan cac yéu cau cua khach hang va vi
thé c6 tinh dinh huéng khach hang rét cao. 1. Hiéu ttng Pygmalion hay con
goi la Self-fulfilling prophecy (10i tien doan ty tré thanh hién thuc) dugc
xem nhuw mot bi quyét quan trong trong quan ly nhan sy. Néu mot ngwoi
(hodc chinh ta) nghi ta thong minh hay ngu dot hay sao do, ho sé doi xu vai
ta theo cach ma ho nghi. Néu ta dwgc d6i xi¢ nhu thé ta théng minh hay ngu
dot hay sao do, ta sé hanh xtt va tham chi tré thanh nhw thé. Do vay, nhitng
“tién cam” ban dau ctia ngwoi dé vé ta da trd thanh hién thyc! Tom lai, mot
khi y niém da hinh thanh, tham chi ngay ca khi n6 khong ding véi thuec té,
chuing ta van c6 khuynh hwéng hanh x theo dé. Va ky diéu thay, két qua sé
xdy ra dung theo ky vong do, nhw thé c6 phép la!l. 2. Ngu y dén tiéu thuyét
Strange Case of Dr. Jekyll and Mr. Hyde ctia Robert Louis Stevenson, ké vé
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mot nguwdi da nhan cach, thé hién hai tinh cach hoan toan doi nghich - thién
va ac - trong cung mot con nguwoi. 1. JIT (Just-in-time): hé thng hoat dong
dam bao mot dong san pham déu dan di qua hé théng vdi lwgng ton kho
nho nhat — nhan don dat hang va ddam bao giao hang ding thdoi gian cam két
thay vi san xuat hang loat va chd dgi don dat hang. 2. S6 tién ma ngudoi
dugc bao hiém san sang tra cho chi phi thudc thang trong thoi gian tham
quan tai nuwéc do. 3. Stretch Goals: la thuat nglt dugc Jack Welch ctia GE
dat ra, chi nhitng muc tiéu duong nhw khong thé dat dwgc véi cac nguon
lwc hién tai. Bang cach chi ro ra “diéu khong thé dat dwgc”, moi ngudoi
budc phédi suy nghi sang tao, c6 gang vuwot mirc théng thwong caa ho. 1.
Phan hoi 360 d6 (360 Degree Feedback) la phwong phap danh gia nhan
vién (thwong & cap quan ly va lanh dao) bang cach thu thap dir liéu vé ho
trong nhitng tinh huéng lam viéc thye té va vé nhitng pham chat hoat dong
ma ho thé hién théng qua qua trinh téng hgp thong tin tir nhitng ngudi tiép
xlc v6i cd nhan dwoc danh gia (giam doc diéu hanh, quan ly, ngwoi dong
cap, khach hang hay déi tac...), néi chung la bat ct ai dang tin cdy va biét
rd vé cong viéc cia ca nhan do6 déu cé thé tham gia vao qua trinh danh gia
nay. 1. Time to market: Khoang thdi gian tir Iic san pham dwgc thai nghén
dén luc dugce tung ra thi truong. TTM dac biét quan trong trong cac nganh
c6 san pham 16i m6t nhanh chéng. 1. Niccolo di Bernardo dei Machiavelli
1 nha triét hoc chinh tri, nhac si, nha tho, nha soan kich. Ong dugc xem 1a
mot trong nhitng nha sang 1ap cia nén khoa hoc chinh tri hién dai. S6ng
trong thoi Phuc Hung Italia, 6ng la nhan vat trung tam cia bo may chinh tri
thoi d6. Niccolo Machiavelli 1a mdt biéu twong cta nha chinh khach day
muu mo, thu doan, dao dirc gia, vo luan li, trdo tré va bat nhan ma triét i
duy nhét la ctitu canh bién minh cho phuwong tién. Sdu Sigma (Six Sigma) la
mot hé phwong phap cdi tién quy trinh dya trén thong ké nham giam thiéu
ty 1€ sai sot hay dén mitc 3,4 16i trén moi triéu kha nang gay 16i bang cach
xac dinh va loai trir cdc nguén tao nén dao dong (bat 6n) trong cac quy
trinh kinh doanh. Trong viéc dinh nghia khuyét tat, Sdu Sigma tap trung
vao viéc thiét 1ap sy thong hiéu twong tan cac yéu cau cua khach hang va vi
thé cé tinh dinh hwéng khach hang rit cao. 1. Plugin (plug-in): 1a mot bo
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phan mém ho tr¢g thém nhitng tinh nang cu thé cho mdt phan mém tng
dung 16n hon. Néu dugc ho trg, plug-in cho phép tuy bién cac chitc nang
cua mot tng dung. Vi dy, plug-in thwong dugc st dung trong cac trinh
duyét web dé choi video, quét virus, va hién thi cac loai tap tin mégi. Vi du
hai plug-in dwgc biét dén rong rdi bao gom Adobe Flash Player va
QuickTime. Add-on thuong dugc coi la thuat ngit chung dung cho cac
snap-in, plug-in, cAc phan mé& rong va cac chu dé. 1. News Feed la mot
dinh dang dit liéu dugc st dung dé cung cdp cho ngudi siv dung Facebook
v6i noi dung cap nhat thuwong xuyén. Noi dung cung cap thong tin phan
phoi mot nguon cap dit liéu web, qua dé cho phép nguwdi dung dang ky vao
né. 1. Trending: thuat nglt dwgc dung trén Twitter, chi viéc lan truyén mot
diéu hodc sy viéc cé6 gan hashtag (ND) 2. Hashtag: thuat ngt dugc dung
trén Twitter, chi tir dwgc nhiéu nguwdi sit dung nhac dén, thuwong dat sau dau
“ (ND)" id="" 1. Retweet: dang lai nguyén van dong tweet do trén tai
khoan Twitter cuia minh (ND). 1. Tweet: dong cap nhat trang thai trén
Twitter.com, gi¢i han do dai 140 ky tw. M6n doé choi trong giong mdt ong
10 x0 c6 hai dau, nho nguyén ly vat 1y né c6 thé ty dong thye hién cac bwdc
nhdy lién tiép qua bac thang: khi gitt mot dau va dat dau con lai xuéng bac
thang thap hon, thi dau trén sé tw dong “nhdy” xudng va thu lai thanh hinh
khoi 10 xo ban dau, trede khi “nhdy” xudng bac thang tiép theo (chu thich
nguoi dich) T “Nguyét” va “Nhac” trong tiéng Trung phat am giong nhau.
Cach goi khac caa ni co6. Tang da. Theo quan ly hanh chinh thoi phong
kién, muwoi ho duwge goi la mot giap, moi giap chon ra mot nguwdoi ditng dau
quan viéc goi la “giap truong”. Cach hanh van thoi xwa. Chi nhitng ké “yéu
rau xanh”, chuyén ham hiép bic hai phu nit. Vat dung dung dé chai rang
cia nguoi xwa, c6 can bang go, phan dau c6 gan nhitng sgi 16ng mém.
Trong tiéng Trung, ba tir &5 kai chi: Chai rang, FF45 kai shi: Bat dau va
FFi4 kai chi: M rang, doc gan giéng nhau. Trong tiéng Trung, ti* “C6 1én”
dich theo nghia den la “thém dau”. Con c6 tén goi khac la kinh thu bi, kim
tién tung, c6 cong hiéu diét trung, tri ngira. Mot hién twgng mat tri nhé bat
thwong mang tinh lwa chon, goi tat 1a chitng lang quén tam ly, ngudi bénh
do chiu chan déng qua 16n béi su kién nao dé ma tam thoi khong dam nhd
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lai m&t phan hodc toan bo sy viéc da xdy ra. Thuat ngitr mo ta mot trang thai
tam ly trong d6 ngudi bi bat coc 1au ngay chuyén tir s¢ hdi va cam ghét
sang thong cam va quy mén chinh ké bat c6c minh. Nguon goc cua thuat
nglt nay la t mot vu an xdy ra nam 1973 tai Stockholm, Thuy Dién. Tiéng
Anh nghia la: Trueong hgp. To6 chitc tin dung thdi xa xwa, bat dau xuat hién
vao thdi nha Minh, c6 chitc nang giong nhu ngan hang ngay nay. Nguoi
phu nit trung nién lam cong viéc nang nhoc, trong treong hop nay la nguoi
kiém tra trinh tiét ctia cac c6 nwong, nham phuc vu viéc pha an. Trong tiéng
Trung, chit “V&” va chit “V6” doc gan gidng nhau. Pao bao: Ao khoac dai
chdm got ma dao si thuwong mac. Tiéng Anh c6 nghia la trudng hop, vu
viéc. Ho Tran trong tiéng Trung phién am la Chén, ho Trinh phién am la
Chéng. Tiéng Anh nghia la: Sang tao. Than trdm. Tiéng Anh nghia la 16i.
Tiéng Anh nghia 1a: Lanh dam, lanh ling, diém tinh. B (Hai): Hey va &
(Hai) Hai: Hai t* nay phat am gan gidong nhau. Chi nhitng 1i 1€ ding dan
xwra nay, khong c6 gi dé ban cai, nghi ngd. Hién tuwgng hoi quang phan
chiéu hay con goi 1a hién twgng birng tinh trwdc khi chét. Nhitng nguoi
bénh ndng lau ngay, co thé suy yéu dot nhién tinh tdo, khée manh trong mot
thdi gian ngin, d6 chinh 1a d4u hiéu cta hién twong nay. O day tac gia
muon choi chit, trong tiéng Trung, khé va dang cung mot tir, phat am la
'Ki' Nhan yéu: Tiéng Thai goi la grateai, tiéng Anh goi la shemale, tir hién
dai dung dé chi nhitng nguwoi nam gia nit, nit gia nam, ngwoi gidi tinh
khong binh thwong. Chi hanh dong, viéc lam cua mot ngwoi la do hoan
canh bat budc, chit khong phai xudt phat tir nguyén vong cua ban than
nguwoi d6. Cau nay xuat phat ti* mot dién c6 thoi Tan Trung Tong. Trong
than trong triéu la Vwong Don khdi binh lam loan, anh ho Vwong Doén la
Vuong Pao cung ca gia toc bi lién luy, @ ngoai cung cho dgi. Vuong Dao
xin Chu B4 Nhéan noéi giup tredc mat Hoang dé, Ba Nhan khong dé vy,
nhung cling dang s@ xin xa tgi cho Vveong Pao. Vuong Dao ghi han trong
long. Sau nay Vuwong Don lén nam quyén, héi Vuong Pao c6 mudn giét Ba
Nhéan khoéng, Vuong Pao im ldng, thé 1a B4 Nhan bj giét. Sau d6 Vuong
Pao tim thdy tdu chwong cia B4 Nhan, méi birng tinh hiéu ra va thot 1én:
“Ta khong giét B4 Nhan, B4 Nhan lai vi ta ma chét. Trong tam t6i, chi c6
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bang hitu t6t nay.” Am Han Viét “nhan gia” nghia 1a “nguoi ta”. Tén tiéng
Anh cua loai bénh nay la Change Blindness. Trong y hoc, bénh nay dugc
goi la Claustrophobia. Vé mat dao nghia khéng cho phép tir chéi. Cong
nhan tha cong. Tiét thao: chi khi cwong trie va trong sach. Tré hw. Tong s6
chit trong ban thdo goc. 1 Chud can c6: Cau than chi ma Puwong Tang doc
1én moi khi can khong ché Ton Ngé Khong. 1. Mat kiéu choi chi, 14y chiy
Han dong am phién am cho Intel nhung véi nghia xau hon (Ung vo moi).
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Gia tri_sau sdac cta cac cau héi la gi?
NGHIEN CUU CUA LIKEABLE MEDIA TiM RA KET QUA
GI VE CAC CAU HOI VA SU HAP DAN CUA FACEBOOK?
SUC MANH CUA CROWDSOURCING

Vitamin Water: C6 thé “crowdsourcing” mot

hvong vi magi?

Piéu gi lam cho Stride Rite st dung

crowdsourcing thu hit dén vay?
BAN NEN THAO LUAN DAT RA NHUNG CAU HOI NHU
THE NAQ?
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CuOc_hoi_thoai nao _dién ra trén ban cuaa
Omaha Steaks?
HAY HANH DONG!
MOT LAN NUA, TAI SAO BAN NEN DAT RA NHIEU CAU
HOI?
11. CUNG CAP GIA TRI MIEN PHI!

O e e ————

DANH TIENG, VA THAM CHIi LA DOANH SO
Cung_cdp gia tri_du dé giup d& moi ngudi,
nhung khong can phdi cho di tat cd

Ngay_nay,_moi thwong hiéu la mot nha xuat

ban
Hon cd cac bai bdo: nhitng_cach thitc cung
cdp gid tri khac
TAM QUAN TRONG CUA SU NHAT QUAN
PHIEU THUONG, VA SU KHAC BIET GIUA GIA TRI VA
MARKETING

Essential Design and Real Estate: Tin tifc va
quy_dinh phap ludt méi nhat
Blendtec: Nhitng_video thuyc sy mang_tinh
giai tri
Raymour & Flanigan: Nhitng y twéng va cam
hitng thiét ké noj that
Likeable: M0t blog hang ngay,
HAY HANH DONG!
CHO PI, VA BAN SE DPUQC NH
12. CHIA SE NHUNG CAU CHUYEN
CAU CHUYEN CUA TO CHUC BAN LA Gi?
NHUNG CAU CHUYEN DEM CONG TY CUA BAN DEN
VOI CUOC SONG
Ban bat dau nhw thé nao

AN LA
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Ban lam gi cho cac khach hang ctia minh
Nhén vién quan trong ctia ban
MOT BUC ANH GIA TRI_ HON HANG NGHIN NGON TU,
VAY MOT VIDEQ THI SAQ?
TAO RA MOT CAU CHUYEN
DU QUY MO CONG TY BAN NHU THE NAO, BAN DEU CO
CHUYEN DE KE
Mrs. Pinkelmeyer tao nén mot cau chuyén ngay tiv khi bat dau

Guinness tiép tuc v&i nhitng cau chuyén ké huyeén thoai ciia minh
trén Facebook
HAY HANH DONG!
VAY CAU CHUYEN CUA BAN LA GI?

13. TRUYEN CAM HUNG CHO KHACH HANG CHIA SE CAC CAU

CHUYEN

KHONG CO Gi MOI VE _SUC MANH _CUA KHA NANG
TRUYEN CAM HUNG THONG QUA CAC KENH XA HOI
TICH HOP TINH TRUYEN MIENG VAO SAN PHAM VA
DICH VU CUA BAN
TIM_KIEM _KHACH HANG PUOC BAN _TRUYEN CAM

HUNG NHIEU NHAT VA TRAO CHO HO CAC CONG CU
CHIA SE

sé

Ai la nhitng “thg thu cong” cua ban?

SU CONG NHAN TRUYEN CAM HUNG CHO NHUNG CAU
CHUYEN

khuyén khich c6 chia sé cau chuyén ciia minh
HAY HANH DONG!
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TINH CAM KHIEN KHACH HANG CHIA SE NHUNG CAU
CHUYEN CUA HO

14. TICH HOP TRUYEN THONG XA HOI VAO TOAN BO TRAI

NGHIEM KHACH HANG

TRUYEN THONG XA HOI KHONG CHi LA MARKETING
Truyén thong xa hoi xuyén sudt cac phong ban lam viéc trire tiép
v6i khach hang
Khach hang khong quan tam ban lam viéc ¢ bo_phan nao
BAN CO CAN DEN MOT WEBSITE NUA KHONG?
BAN CO THE KHIEN CHO NOI DUNG, SAN PHAM VA
DICH VU HIEN HUU GIONG NHU NHUNG CHIEC XE TAI
THUC AN DI DPONG BANG CACH NAQ?
TAM QUAN TRONG CUA MOT DICH VU KHACH HANG
DUQC YEU THICH; TAM QUAN TRONG CUA VIEC YEU
THiCH TAT CA MOI THU
Executive Express Chiropractic: Co s& diéu tri_cac bénh vé
xuong khop “khong cho doi”

HAY HANH DONG!
TAT CA DEU LA MARKETING TRUYEN MIENG
15. SU DUNG QUANG CAO TREN MANG XA HOI BE GAY ANH
HUONG HON
QUANG CAOQO TREN FACEBOOK
Quéng cdo gay kinh ngac: “Ban be ctia Nhitng két n6i”

8 diéu hay ho ma ban c6 thé lam vd&i quang cdo trén Facebook

Tao ra quang cao dwgc yéu thich

biét dén
NHUNG QUANG CAO TREN MANG XA HOI KHAC
St dung quang cdo LinkedIn dé ti€p can nhitng ngwoi di lam

Quang cdo trén Twitter cho phép ban tham gia vao dong tim kiém
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GIA TRI BOI SONG CUA MOT QUANG CAO QUA MANG
XA HOILA GI?
Quang cao cua Likeable Media ban dau sai lam nhwng sau do tao

nén mot doanh nghiép tam co
Neutrogena st dung _quéng_cdo Facebook dé tim ra nhitng nguwoi

ham mo phu hgp
Quang cdo Starbucks trén Facebook thiic day doanh so
HAY HANH DONG!

16. THUA NHAN KHI BAN MAC LOI, SAU PO TAN DUNG SAI LAM
CUA BAN
BA TU BON GIAN MA HIEU QUA
LAM CACH NAO BE NOI BAN XIN LOI
LAP KE HOACH CHO NHUNG DIEU KHONG PUOC LAP
KE HOACH

Co chirc nang “thwe tap bao chay”
DUNG CHIi DUNG LAI O “TOI XIN LO1”
JetBlue gay rac roi — nhwng noi 19i xin 10i

e e e ]

Mot 10i xin 16i dang yéu: The Gap
HAY HANH DONG!
LEN KE HOACH CHO NHUNG DIEU KHONG LUONG
TRUOC DPUOC BE NOI XIN LOI KIP THOI
17. MANG LAI NHUNG DPIEU VUI VE, BAT NGO VA THU VI MOT
CACH MANH ME, NHAT QUAN
BAN DANG BDUNG TRUOC CUOC CANH TRANH
Nhitng diéu nho bé
Nhitng viéc 16n lao
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KHI MQI NGUOI GIANH _CHIEN THANG, BAN CUNG SE
GIANH CHIEN THANG: CHIA SE CAC GIAI THUONG VI
SU PHAT TRIEN CONG DONG

KET HOP KY THUAT TU DONG VOI XUC GIAC CUA CON
NGUOI

Nhitng cudc hoi thoai bat ngg vdi bao cao su — t6t hon hay té hon
HAY HANH DONG!

18. DPUNG BAN, HAY THU HUT KHACH HANG BANG SU DON
GIAN VA HAP DAN
BAN HANG KHONG PHAI LA MOT TU XAU, NHUNG HAY
KHIEN NO DON GIAN VA DE DANG
Luwu tdm dén cac @ng dung

TWEET c6 phuc vu ban hang hay khong
CHIEC PHEU BAN HANG CUA FACEBOOK BAO GOM CA
DOANH SO
SU DUNG MANG XA HOI VA QUAN LY HANG TON KHO
DE BAN HANG
Dell ban hang_trén Twitter v@i nhitng_két qud “dang_duwgc yéu
GROUPON VA MO HINH NHOM MUA HOAT PONG HIEU
QUA BANG CACH NAQ?
CO HOI MUA HANG + NHUNG CAP NHAT HAP DAN
TREN FACEBOOK = DOANH SO LON HON
1-800-FLOWERS.COM SE CHIEN THANG BOI VI NO “DAT
DUOC” DOANH SO XA HOI PUOC YEU THICH
HAY HANH DONG!
DONG VAI KHACH HANG, NGHI VE VIEC MUA HANG
THAY Vi BAN HANG, VA BAN SE THU BPUOC DOANH SO

KET LUAN
HAY TRO NEN PANG PUOC YEU MEN
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CAC Y TUONG QUAN TRONG CAN GHI NHO
Lang nghe

Phan hoi

Bugc yéu mén

DO KHONG PHAI LA KET THUC, MA MOI CHIi LA KHOI
DAU

NHUNG MANG LUOI VA TINH NANG CUA CHUNG
FACEBOOK: 750 TRIEU NGUOI THI KHONG THE SAI
buQC

Thich NOi dung — Trang va Ban be

Thém vao nhiéu hon dé nhan duwgc Like

TWITTER: THU HUT KHACH HANG TRONG KHOANG

NAO?
MOT VAI GOLY VE VIDEO TRUC TUYEN
FOURSQUARE._VA NHUNG MANG LUOI DINH VI _DIA
DIEM KHAC: TIEP CAN TAN VI _TRi HIEN TAI CUA
KHACH HANG
LINKEDIN: TU MOT NGUOI DA PI LAM DEN MOT
NGUOI KHAC, VA HON 100 TRIEU NGUOI KHAC
THE__BLOGOSPHERE: MOI BLOGGER LA NGUON
“TRUYEN THONG” HIEN NAY

Nam ly do cong ty ban nén c6 blog
FLICKR, MYSPACE, YELP, VA HANG TRAM MANG XA
HOI CHUYEN BIET KHAC
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