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LOI NOI PAU

Quan tri marketing thwong mai dién tw la qua trinh xa hoi, cong
nghé va tri thuc tich hop tie hoach dinh dén thuc thi va kiém tra, kiém
sodt cdc hoat ddng co lién quan dén chao hang, dinh gid, phdn phoi va
truyén théng, xic tién thwong mai cdc san pham, dich vu, y twéng dé
thiét ldp va thuc hién cac giao dich, trao doi véi cac khdch hang muc
tiéu dira trén cong nghé truyén théng tich hop nham théa mén nhu cau
gid tri cung vmg cho khédch hang muc tiéu ciing cdc c6 dong kinh doanh
cua doanh nghiép.

Ngay tir nhitng ndam cudi cia thé ky XX, cdc nha twong lai hoc da
du bdo rang, ky nguyén méi sé la ky nguyén cia nén kinh té thong tin va
tri thire, trong do thuwong mai dién tw sé tro thanh mot thuc thé chii dao
ciia kinh doanh va doi song xd héi. Trong tic pham "The world is flat",
nha bdo néi tiéng cia to The New York Time - M. Friedman da dwa ra
mot phat hién, mot so sanh co tinh an du dé phan tich cdt lop cau triic
dwong dai ciia nén kinh té thé gidi trong ky nguyén toan cau héa. Trong
muedi tac nhdn lam phang thé gidi dwoc 6ng dwa ra, hau hét déu dan téi
nhitng yéu t6 va co ché van hanh cia kinh doanh dién tir (e-business) va
thwong mai dién tir (e-commerce) véi nhitng bién thé phong phii va da
dang cua no, diéu dé cé nghia la thwong mai dién tu vira la mot dong
liee, vira la két qua ciia qud trinh lam phdng thé giGi nay.

Hoc phan "Marketing thwong mai dién tie" 1o hoc phan cot 16
thudc khoi kién thirc chuyén mén, chuyén nganh cia chuyén nganh dao
tao trinh do dai hoc "Quan tri thwong mai dién tu" cua Truong Pai hoc
Thuong mai. Giao trinh nay da dwoc cac giang vién cua bo mon Quan tri
chién lwpc giang day cho 3 khéa tot nghiép va dwoc sita chinh va bién
soan lai theo Quy dinh xudt ban gido trinh cua Truong Pai hoc Thuwong
mai nham cung cdap cho sinh vién chuyén nganh nhitng kién thirc, ky
ndng va phwong phdp co ban dé trién khai cdc hoat dong tiv quan tri
chién luge va quan tri chién thudt cac hoat dong, cac quad trinh
marketing co ban cua mot doanh nghiép lam thuwong mai dién tw theo



tiép can gid tri cung vmg cho khdich hang va qudn tri tri thirc gom 9
chirong. Gido trinh bién soan duwdi s chi bién cia TS Nguyén Hodng
Viet cung sw tham gia bién soan sau:

GS. TS Nguyén Béch Khoa bién soan cac chuwong I & 3

PGS. TS Nguyén Hoang Long  bién soan cdic chirong 4 & 9

TS Nguyén Hoang Viét bién soan cac chwong 1, 2, 3 & 8
Ths D6 Thi Binh bién soan cac chuong 5, 6 & 7
Ths Nguyén Thi Uyén bién soan cac chuwong 4, 5 & 9
CN Nguyén Phirong Linh bién soan cac chwong 6 & 7

CN Nguyén Ngoc Vinh bién soan chuwong 7

CN Vii Thi Thu Ha bién soan chuwong 8

TS Nguyén Hoang Viét Stea chinh toan gido trinh

Viec nghién ciru va thuc té ap dung thwong mai dién tu 0 nuoc ta
con méi mé, vi vdy gido trinh nay rit tia nhitng kién thire cot 16i va ban
chdt nhat cia quan tri marketing kém theo nhitng dién quan tri dé sinh
vién rén luyén ky nang van dung kién thirc mét cach truc tiép cung viéc
d6i méi phirong phép gidng day ciia gido vién bé mén theo huéng ting
cwong phwong phdp phdan tich tinh hudng (cases study) marketing
thwong mai dién tir. Lan ddau xudt ban, gido trinh kho tranh khoi thiéu
sot, nhom bién sogn mong nhdn dwoc gop y cua cdc nha khoa hoc, cac
nha doanh nghiép thwong mai dién tw va cdac doc gia dé tao tien dé hoan
thién va phdt trién gido trinh chuyén nganh quan trong nay.

Xin chan thanh cam on!
TM. NHOM BIEN SOAN
Chi bién
TS Nguyén Hoang Viét
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CHUONG 1

TONG QUAN VE MARKETING THUONG MAI
PIEN TU

Muc dich cia chwong ndy la giip nguoi doc hiéu dwge nén ting,
hién trang va tiém ndang twong lai ciia marketing TMPT. Sinh vién dong
thoi hiéu duoc marketing dién twr tac dong va bi tac dong boi cdc nhan 10
méi truwong nhir nhdn t6 ludt phdp, kj thudt va cde nhan té khdc lién

quan ti thi truong nhu thé nao.

1.1. Khai niém, dic diém va lgi ich ciia Quan tri marketing thwong
mai dién tir

Su ting trudng va phat trién cia Google cho thady CNTT néi chung
va Internet néi riéng tao cho DN nhiéu co hoi dua hang hoa va dich vu ra
ngoai thi truong ciing nhu tiép xic véi nhidu khach hang hon trude day
rat nhiéu. Piéu nay dit ra cho DN nhitng co hdi va ca nhiing thach thirc
mdi trong viéc phai xac dinh dugc cach thire va mic d6 ung dung CNTT
mdt cach phtt hop va mang lai lgi nhuan cho t chirc.

1.1.1. Khdi niém marketing thwong mai dién tw va qudn tri
marketing thwong mai dién tir

J. Strauss trong cudn E-Marketing da dua ra khai niém: “Marketing
TMDT la sy trng dung hang loat nhitng CNTT cho:

- Chuyén dbi nhitng chién lugc marketing dé tao ra nhidu gia tri
hon cho khéach hang thong qua nhiing chién lugc phan doan, muc tiéu,
khéc bi¢t hoa va dinh vi hi€u qua hon;

- Hoach dinh dén thyuc thi hiéu qua céac hoat dong tur thiét ké, phan
phéi, xtc tién va dinh gia céac san phfim, dich vu va ca cac y tuong;

- Tao lap nhiing su trao ddi nham thoa man nhiing myc tiéu cua khach
hang 13 nguoi tiéu dung cudi cing va ca nhimg khach hang 13 t6 chuc".

13



Dinh nghia nay c6 vé giéng voi dinh nghia cia marketing truyén
thong. Mot cach khac dé nhin nhan van dé nay 1a marketing TMBT 1a két
quéa ctia marketing truyén thong dua trén (mg dung CNTT. Marketing
TMDT anh huong dén marketing truyén théng theo hai cach: Thir nhét,
1a tang tinh hiéu qua trong cic chirc ning ciia marketing truyén thong;
Tht hai, cong nghé marketing TMPT lam thay ddi vé chét cau trac chién
lugc marketing. Sy thay doi nay dan dén nhitng mé hinh kinh doanh méi
cho phép gia tang gié tri cho khach hang va / hodc tang thém lgi nhuan
cho DN. Tiép theo chiing ta s& nghién ciru mét s6 khai niém lién quan.

1.1.1.1. Kinh doanh dién tir la gi?

Tap doan IBM da sang tao ra thuat ngt kinh doanh dién tur (e-
business) va Gartner Group da phat trién thuat ngir nay dé t6i uu hoa mot
cach lién tuc cac hoat dong kinh doanh ctua DN thong qua cong nghé sb
hoa. Cdc cong nghé sé héa 1a nhitng cong nghé nhu may tinh va Internet,
nhitng cong cu cho phép cét trit va truyén dit liéu duéi dang s6 hoa (s6 1
va s6 0). Trong gido trinh nay, hai thuat ngit cong nghé sé héa va cong
nghé truyén thong co thé thay thé cho nhau.

Pé thay rd thuc chat nhitng P.O.P (diém tuong dong) va P.O.D
(diém khéc biét) cua kinh doanh dién tr va TMDT, chung ta xuét phat tir
ban chit cua thudt ngit kinh doanh dé chi toan thé cac hoat dong tir y
tuong dén dau tu cac ngudn luc dau vao, t chirc san xudt san pham va
cung ung truyén thong, thuc hién cac gia tri cho khach hang dé dat duoc
muc tiéu lgi nhuén. V& chirc nang, kinh doanh bao gém: tai chinh, t6
chirc nguén nhén luc, san xuét va cong nghé, marketing; V& linh vuc
hoat dong thudng dugce hiéu bao gdm san xuat va thuong mai. Tir d6 ¢
thé rat ra P.O.D chu yéu kinh doanh 1a mdt khai niém rong hon so voi
thuong mai truyén thong. Tuy nhién véi tiép can ndi ham cua khéi niém
thuong mai hi¢n dai thi ngoai trir hoat dong san XUt va tac nghiép, hai
khai ni¢m kinh doanh va thuong mai c6 P.O.P la chu yéu va & Mi, hai
thuat ngir Business va Commerce thuong duoc st dung thay thé cho
nhau. Tt phan dinh trén c6 thé rat ra két luan réng, kinh doanh dién tr 1a
mot hé théng kinh doanh dya trén cong nghé s6 hoa dé tich hop hé thong
TMBT véi hé thong ty dong hoa dicu khién qua trinh san xuat va tac
nghiép cua DN.
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1.1.1.2. Quan tri marketing thwong mai dién tw la gi?

Dé tiép can marketing TMDT, ching ta hiy quay lai véi khai niém
marketing truyén thong. Theo GS Ph. Kotler, marketing 14 lam viéc véi
thi truong dé thuc hién nhitng trao ddi v6i muc dich thoa man nhiing
nhu ciu va mong mudn ciia con ngudi. Hay marketing chinh 1a mét dang
hoat dong ciia con nguoi nhdm thoa man cac nhu ciu va mong mudn
thong qua trao d6i. Vay vai dinh nghia ctia marketing truyén thong, ta s&
di nghién ctru cac quan diém vé marketing dién tir. N6i dén marketing
dién tu, chung ta c6 mot sb dinh nghia.

GS. Ph. Kotler cho rang: “Qudn tri marketing thwong mai dién tir
la qud trinh ldp ké hoach vé san pham, gid, phdn phéi va xiic tién doi véi
san phdam, dich vu va y twéng dé ddp img nhu cau cia té chirc va cd
nhan dua trén cdc phwong tién dién tu va Internet.”

GS. Nguyén Bach Khoa trong Gido trinh marketing thuong mai da
dua ra dinh nghia quan tri marketing thuong mai la qué trinh nghién ctru
cac hanh vi va dong thai chuyén hoéa nhu cdu thi truong thanh cac quyét
dinh mua cua tap khach hang tiém ning va nghé thuat dong quy cac hoat
dong, tmg xir kinh doanh trong khuén kho cac chwong trinh, giai phap
cong nghé va quan trj hdn hop cac nd luc chao hang, chiéu khach va diéu
khién cac kénh phan phdi hang héa dich vy nham thoa man t6i da nhu
cau, mong mudn, gia tri cung tmg cho khach hang va ti wu héa hiéu qua
muc tiéu cia DN thuong mai trong méi quan hé véi thi trudng caa né.

Theo cac tac gia Joel Reedy va Schullo va Kenneth Zimmerman
trong cudn Electronic Marketing (Intergrating electronic resources into
the Marketing process) dinh nghia: “Marketing TMDT "E-Marketing"
bao gom tdt cd cdc hoat ddng dé thod man nhu cdu va mong muon cia
khach hang thong qua Internet va cac phwong tién dién tu”. Marketing
TMDT bao gom tit ca cac hoat dong truc tuyén hay dua trén hinh thirc
tryc tuyén gitip nha san xuat co thé 1am don gian hod qua trinh san xuat
cac san pham hang hod, dich vu nhim d4p tng nhitng nhu cau va mong
mudn cia nguoi tidu dung. Marketing TMPT str dung cong nghé mang
may tinh vao viéc thuc hién phdi két hop nghién ctru thi truong, hd trg
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phat trién san pham, cac chién luoc va chién thuat phat trién nham thuyét
phuc ngudi tiéu ding mua hang, cung cap cac hinh thirc phan phdi truc
tuyén, tao lap va duy tri cac ban bao cdo vé khich hang, kiém soét cac
dich vu khach hang, va thu thap cac thong tin phan hdi tir khach hang.
Marketing TMDT thuc ddy cac chuong trinh marketing toan cau phat
trién va hd tro cho cac muc tiéu vé TMDT cua DN.

Dinh nghia trén http://www.davechaffey.com/Internet-Marketing
cho rang: “Marketing TMPT la hoat déng g dung mang Internet va
cdc phwong tién dién tu (web, e-mail, co so dir lieu, multimedia, PDAS...)
Pé tién hanh cdc hoat dong marketing nham dat dwoc cdc muc tiéu cia
16 chirc va duy tri quan hé khéach hang théng qua nédng cao hiéu biét vé
khach hang (thong tin, hanh vi, gia tri, mirc do trung thanh...), cac hoat
déng xiic tién hiedng muc tiéu va cac dich vu qua mang hwedng t6i thod
man nhu cdu cia khach hang.”

Tap doan Embellix Software cho rang: “Marketing TMPT la mt
hinh thirc marketing nham dat dwoe cdc muc tiéu théng qua sir dung cdc
cong nghé truyén thong dién tir nhie Internet, email (thw dién i), ebook
(sach dién tw), database (co so dir lieu) va mobile phone (dién thoai di
dong)”. Nhin chung, marketing TMDT (e-marketing) mang ndi dung
rong hon so v6i thuat ngit marketing truc tuyén (online marketing) vi
marketing truc tuyén chi gidi han trong viéc sir dung cong nghé Internet
dé dat dugc cac muc tiéu marketing.

Dé thdy rd hon su twong dong va khac biét cua marketing TMDT,
chung ta tim hiéu qua trinh marketing TMDT cta mdt DN theo tiép can
gié tri cung tmg cho khach hang dugc thé hién qua hinh 1.1 sau:
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Hinh 1.1: M6 hinh qua trinh marketing TMDT cua DN

Tir nhitng goc do tiép can trén, phtt hop voi muc tiéu trong gido trinh
ndy ching t6i dua ra hai dinh nghia vé marketing TMBT va quan tri
marketing TMDT: "Marketing TMBT 14 viéc img dung cac cong nghé sd
trong cac hoat dong marketing thuong mai nham dat dugc muc tiéu thu hat
va duy tri khach hang thong qua vi¢c tang cuong hanh vi mua cua khéach
hang, sau d6 thoa man nhitng nhu cu do".

Quan tri marketing TMDT (e-marketing management) la "qua trinh
quan tri xa hdi - cong ngh¢ - tri thirc tich hop tr hoach dinh, thyc thi va
kiém soét cac hoat dong c6 lién quan dén chao hang, dinh gia, phan phdi
va xuc tién thuong mai cac san pham, dich vu, ¥ tuong dé thiét 1ap va thuc
hién cac giao dich va trao ddi véi cac khach hang muyc ti€u dya trén cong
nghé truyén thong tich hop (ICT) nham théa mén nhu cau gia tri cung tmg
cho khach hang va muyc tiéu cia DN & cac ¢d dong kinh doanh ctia nd".

1.1.1.3. Bén chit ciia marketing thuwong mai dién tiv

1. CNTT - TT khong chi dan 16i cho marketing TMBDT ma con gitp
tim kiém thém khach hang méi va duy tri méi quan hé tét hon v6i khach
hang hién tai.
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2. Quan tri marketing TMDT khong hoat dong c6 1ap ma chi thuc
su hi€u qua khi dugc tich hop voi cac kénh truyén thong khac nhu
marketing tir xa, thu tryc tiép, ban hang c4 nhan, quang céo, ... va cic k¥
ning xuc tién khéc.

3. Cac kénh truyén thong marketing TMBT tich hop (IMC -
Integrated Marketing Communication) dugc st dung dé hd tro toan bd
qué trinh mua ban, tir viéc trudc, trong va sau khi mua va viéc phat trién
cac mdi quan hé khach hang sau nay.

4. Quan tri marketing TMDT can phai dya trén su hiéu biét nhu cau
khach hang dién tur thong qua viéc nghién ctru tinh cach, hanh vi, gia tri
ma ho mong mudn ciing nhu nghién ctru thanh t6 cau thanh nén long
trung thanh cua ho.

5. Céc kénh IMC céan duoc ca nhan hoa phu hop véi timg ca nhan
khach hang trén co s¢ thong tin nghién ctru duogc.

6. Quan tri marketing TMDT 1la qué trinh xa hoi va vin hoa béi
toan bo thong diép TMBT ciia DN trude hét 14 guri tdi cong dan cta cong
dong mang khong bi gidi han boi bién gidi, dia 1y va c6 tac dong siu sic
t6i cong dong xa hoi, ¢ cac giao thoa va khac biét ngdn ngir, van hoa
khac nhau. Mt khéc, dé hinh thanh mot chu thé va khach thé cta hé
thong marketing TMPT doi hoi phai c6 mot trinh 6 va chat luong tri
thirc cao va ludn doi méi. Pay 1a mot thude tinh ban chit quan trong cua
quan tri marketing TMDT ctia DN.

Nhu vay, c6 thé thiy quan trj marketing TMDT van giir nguyén ban
chat ctia quan tri marketing thuong mai truyén thdng 1a thod man nhu
cdu nguoi tiéu dung, tuy nhién nguoi tiéu dung trong thoi dai CNTT va
kinh té tri thirc s& c6 nhimg dic diém khac v6i nguoi tiéu dung truyén
thong. Ho c6 thoi quen tiép can thong tin khac, ddnh gid dua trén cac
ngudn thong tin mdi, hanh dong mua hang ciing khac... Ngoai ra,
marketing di¢n t¢r c6 moi truong hoat dong moéi hon (méoi truong
Internet) va phuong tién dé tién hanh marketing TMDT ciing 1a phuong
tién mé&i (Internet va cdc phwong tién truyén thong dwoc két noi vdo
Internet).
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Ban chit quan tri marketing khong thay d6i, van 13 mot qué trinh
trao doi thong tin va kinh té, tir viéc xac dinh nhu cau dén lap cac ké hoach
4Ps dbi véi san phém, dich vy, y tuéng dén tién hanh va kiém tra dé thuc
hién cac muyc dich cua t6 chirc va ca nhan. Tuy nhién, phuong thirc tién
hanh marketing TMDT khac voi marketing thwong mai truyén thdng.
Thay vi marketing thwong mai truyén thong can rat nhiéu cac phuong tién,
cong cu khac nhau nhu tap chi, to roi, thu tir, dién thoai, fax, ... khién cho
su phéi hop giita cac bo phan kho khian hon, ton nhiéu thoi gian hon,
marketing TMDT chi can sir dung Internet dé tién hanh tit ca cac hoat
dong truc tuyén nhu nghién ctru thi truong, cung cap théng tin vé& san
pham hay dich vu, quang céo, thu thap ¥ kién phan hoi tir phia ngudi tiéu
ding, ... déu c6 thé thuc hién thong qua mang Internet.

1.1.2. Mt s6 dic diém riéng ciia quén tri marketing thwong mai
dién tir

Ngoai nhitng dic diém cta quan tri marketing thwong mai truyén
théng, quan tri marketing TMDT ciing c¢6 nhitng dic diém riéng biét n6i
bat nhu sau:

- Mot la, thoi gian hoat dong lién tuc khong bi gidn doan 24/7:
Tién hanh hoat dong marketing trén Internet c6 thé loai bo nhing tré
ngai nhit dinh vé strc ngudi. Chuong trinh marketing théng thuong, chwa
c¢6 tng dung Internet, dii c6 hiéu qua dén dau, ciing khong thé phat huy
tac dung 24/24 gio mdi ngay. Nhung diéu d6 lai hoan toan c6 thé ddi vai
hoat dong marketing TMDT. Marketing TMDT c6 kha nang hoat dong
lién tuc tai moi thdi diém, khai thac triét dé thoi gian 24 gio trong mot
ngdy, 7 ngdy trong mot tuan, hoan toan khong co khai niém thoi gian
chét (Death of Time). Vi du nhu hé thong mdy tinh trén Internet c6 thé
cung cép dich vu hd trg khach hang moi lac va moi noi. Cac don dat
hang san phém hay dich vu c6 thé duoc thoa man vao bt ct luc nao, &
bat ¢t noi dau. Do do, Marketing TMDT c6 mot wu diém hon han so véi
Marketing thong thuong 1a n6 da khac phuc dugc tré ngai ciia yéu t6 thoi
gian va tan dung t6t hon nita cac co hoi kinh doanh.

- Hai la toc d¢: Toc do giao dich trong marketing TMPT nhanh hon
nhiéu so v6i marketing truyén thong, ddc biét 1a voi hoat dong giao hang
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cua cac loai hang hoa s6 hoa, viée giao hang dugc thyc hién nhanh chong,
thudn tién va khong ton kém vé chi phi. Pdng thoi v6i dic diém ndi bat
cta Internet, théng tin vé san pham dich vu ciing nhu cac thong tin vé
khuyén mai ciia DN s& duoc tung ra thi truong nhanh hon; khach hang
ciing nhanh chéng va d& dang tiép can voi nhitng thong tin nay. DN dé
dang va nhanh chong nhan dugc thong tin phan hoi tir phia khach hang.

- Ba la khéng gian pham vi toan cau: Marketing TMPT c6 kha
nang tham nhap dén khip moi noi trén toan thé gidi. Thong qua Internet,
DN Viét Nam hoan toan c6 kha ning quang ba san phim cta minh dén
vl nguoi tiéu dung My, EU, Nhat, Uc voéi chi phi thép va thoi gian
nhanh nht. Marketing TMDT da hoan toan vugt qua moi tr¢ ngai vé
khoang cach dia ly, thi truong trong marketing TMDT khong c6 gidi han,
cho phép DN khai thac duoc triét dé co hoi thi truong toan cau. Pic
trung ndy cua marketing TMDT bén canh nhitng loi ich con an chira
nhimng thach thirc d6i voi cac DN. Khi khoang cach vé dia 1y giita cac
khu vuc thi truong dugc rut ngén thi viéc danh gié cac yéu td cua moi
truong canh tranh ciing trd nén khé khin va phirc tap hon nhidu. Mbi
truong canh tranh cang trdé nén gay git hon khi né6 mé rong ra pham vi
qudc té. Chinh vi vay doi hoi cac DN phai ludn sang sudt trong qua trinh
lap ké hoach e-marketing cua minh.

- Bén la da dang hod san phdam: Khach hang c6 thé tiép can nhiéu
san phém, dich vu hon. Véi viéc gioi thi€u san phém va dich vu trén cac
ctra hang 4o (Virtual Stores / E- shop), chi can ngdi & nha, vi chiéc may
vi tinh két ndi Internet, khach hang c6 thé thuc hién dugc viéc mua sim
nhu tai cac cira hang that. Con d6i v6i nha cung cép, ho ciing c6 thé ca
biét hoa san phadm phu hop voi cac nhu cau khac nhau cua khach hang
nhd kha ning khai thac va chia sé théng tin qua Internet; ddng thoi bang
viéc ung dung CNTT va Internet vao hoat dong kinh doanh, DN c¢ thé
loai bo nhitng tr¢é ngai bdi khau giao dich trung gian. DN va khéach hang
giao dich truc tiép v6i nhau d& dang va nhanh chéng hon thong qua cac
website, gui e-mail truc tiép, cac dién dan thao luan... Vi du
www.amazon.com: ctra hang ban tat ca cac cudn sach cho moi khach
hang trén thé gidi, hién nay ciing ban rat nhiéu mat hang khac véi muc
tiéu phan dau thanh cong ty ban 1¢ 1on nhat thé gisi.
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- Nam la kha nang twong tac cao hon, tro ngai cua khdu giao dich
trung gian dwoc loai bo: Trong marketing truyén thong, dé dén duoc voéi
nguoi tiéu dung cudi ciing, hang hoa thudng phai trai qua nhiéu khau trung
gian nhu cac nha ban budn, ban 1¢, dai ly, moéi gidi,... Tro ngai cia hinh
thirc phan phdi nay 1a DN khong c¢6 duge mdi quan hé truc tiép v6i ngudi
tiéu ding nén thong tin phan hoi thuong kém chinh xac va khong day du.
Boi vdy, phan tmg ciia DN trudc nhimg bién dong cua thi truong thudng
kém kip thoi. Ngoai ra, DN con phai chia sé lgi nhuan thu dugc cho cac
bén trung gian. Nhung voi marketing TMDT, nhitng can trd boi khau giao
dich trung gian (Death of Intermediaries) da hoan toan dugc loai bo. DN
va khach hang c6 thé giao dich tryc tiép mot cach dé dang va nhanh chong
thong qua cac website, giri e-mail truc tiép hay cac dién dan thao ludn,...

- Sdu la hang hod va dich vu sé hod: Khac véi marketing truyén
thdng, khach thé trong marketing TMBDT c¢6 thé 1 hang hod va dich vu sd
ho4. Chiing thuong dugc phan phdi dudi cac hinh thirc nhu: cac tai liéu
(van ban, sach béo...), cac dir liéu (sb liéu thdng ké...), cac thong tin tham
khao hay cic phan mém mady tinh... Cac phdn mém, béo va dia CD am
nhac rdi s& khong can thiét phai dong goi va phéan phdi t6i cac kho hang,
cac kidt ban hang hay dén nha nira, chung c6 thé hoan toan dugc phan
phdi qua mang Internet dudi dang hang hoa sé hoa (digital goods). Tuy
con han ché nhung cac nganh khac nhu dich vu tu van, giai tri, ngan
hang, bao hiém, gido duc va y té, ... ciing dd va dang sir dung Internet dé
lam thay d6i phuong thirc kinh doanh. Nhitng ngudi di nghi gio ddy co
thé tim thiy thong tin vé cac thanh phd ma ho du dinh dén thim trén cac
trang web, tir nhitng thong tin huéng dan giao thong, thoi tiét cho dén
céc s dién thoai, dia chi, ... Nhiing khach san c6 thé mo ta vé vi tri cung
v6i cac blrc anh vé tién sanh, phong khach va cac phong ngu cua ho. Cac
hang kinh doanh ban vé may bay co thé cung cdp cac cong cu dit chd
thong qua cac trang web cho khach hang st dung, ...

1.1.3. Lgi ich cua quadn tri marketing thwong mai dién tw
* Poi véi cac doanh nghiép:

- Quan tri marketing TMDT gitp viéc thu thap thong tin vé thi
truong va dbi tac nhanh va it ton kém hon nhiéu so véi quan tri
marketing thuong mai truyén thdng. Viéc c¢6 duoc cac thong tin nhanh
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chong gitip nhitng nha marketing hoach dinh chién luoc marketing toi
uu, khai thac kip thoi nhitg co hoi va han ché t6i da nhitng thach thuc
ctia thi truong trong nudce, khu vuce va qudc té.

- Van d chia sé thong tin giita nguoi mua va nguoi ban thong qua
marketing dién tir cling dién ra d& dang hon. DN ¢6 thé nhanh chéng dua
ra cac thong tin vé san phim méi, cac thong tin vé khuyén mai, cac
chuong trinh xuc tién va cc théng bao thay doi ciia minh dén v6i khach
hang nhanh hon. Pdng thoi, khach hang c6 thé d& dang co duoc cac
thong tin nay vao bét cr lic nao, gitp cho viéc tim hiéu va thu thap cac
thong tin vé DN, cac san phdm va cac chuong trinh xtc tién ciia DN higu
qua va day du hon.

- Béng viéc thyuc hién hoat dong marketing qua Internet, DN co thé
giam duoc rat nhiéu céc chi phi nhu:

+ Cac chi phi ban hang va giao dich. Béng viéc str dung Internet,
mdt nhan vién ban hang c6 thé cing mot liic giao dich duoc véi nhidu
khach hang. Vi¢c sir dung cac catalogue dién tir (e-catalogue) trén web
gilip cac san pham dugc gidi thiéu phong pht, hap din va dugc cap nhat
thudng xuyén hon; catalogue dién tir gitip loai bo nhitng nhugc diém cua
catalogue in 4n d6 1a nhanh chong bi 16i thoi, khi o sai sot thi viéc stra
chita 1a phirc tap va rat tén kém. Dong thoi, tmg dung Internet vao hoat
dong giao dich gitp giam chi phi dang ké. Theo thong ké, chi phi giao
dich qua Internet chi bang khoang 5% chi phi qua giao dich chuyén phat
nhanh, chi phi thanh toan dién tir qua Internet chi bang khoang 10% -
20% chi phi thanh toan thong thuong. Viéc giao dich nhanh chong, sém
nam bit dugc nhu cau con giap DN cit giam duge chi phi luu kho, kip
thoi thay dbi phwong 4n san pham, bam sat dugc v6i nhu cau cua thi
truong. Diéu ndy dic biét co ¥ nghia to 1on ddi véi cac DN kinh doanh
cac mat hang tuoi séng nhu rau qua, thuy hai san, ...

+ Cac chi phi quang cdo, t6 chic hoi chg xuc tién thuong mai,
trung bay gidi thiéu san pham, ...

+ Cac van phong khong gidy to (bang viéc ung dung Internet) c¢6 dién
tich nho hon, chi phi cho viéc tim kiém chuyén giao tai liéu giam nhiéu lan
vi khong gidy to, khong in an. Do vdy, cac nhin vién c6 ning luc dugc giai
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phong khoi nhiéu cong doan gidy o, co thé tap trung vao khau nghién ciru
va phat trién, dwa dén cac loi ich to 16n 1au dai hon cho DN.

- Marketing TMPT gitip loai bo nhiing tré ngai vé mit khong gian
va thoi gian, do d6 giup thiét 1ap va cing cb cic quan hé dbi tac. Thong
qua mang Internet, cac thanh vién tham gia c6 thé giao dich mot cach
truc tiép (lién lac “truc tuyén”) va lién tuc v&i nhau nhu khong c6 khoang
cach vé mit dia 1y va thoi gian nira. Nho d0, sy hop tac va quan 1y déu
dugc tién hanh mot cach nhanh chong va lién tuc. Nhimg d6i tac kinh
doanh va nhiing co hdi kinh doanh mdi dugc phat hién nhanh chong trén
pham vi toan quéc, toan khu vuc, toan thé gidi va DN c¢o6 duogc nhiéu co
hoi dé lua chon hon.

- Vi viée Internet dugc sir dung vao hoat dong marketing, cac DN
vira va nho ngdy cang c6 nhiéu co hoi dé tién hanh budn ban voi thi
truong nude ngoai. Chi phi giao dich thip gitp tao ra co hdi cho cac
cong ddng & ving sau, ndng thon cai thién cic co so kinh té. Internet co
thé giup ngudi ndng dan, cac DN nho, cac hd gia dinh kinh doanh cé thé,
cac hop tac xi va cac cong dong khac gidi thiéu hinh anh vé minh va vé
san pham cta minh ra toan thé gioi.

- Marketing TMDT mang lai mot loi ich rt 16n cho khach hang, do
1a: ca biét hoa san pham dén ting khach hang. DN ¢6 thé dap tGng yéu
ciu cua cong dong ngudi tidu ding rong 16n; dong thoi van c6 thé “ca
nhan hod” ting khach hang theo hinh thirc marketing “1:1” (One to One).

- Marketing TMDT gitp cac DN thu thap va xay dung co sé dir
liéu thong tin phong phu, it tn kém bang viéc thanh 1ap cac phong chat,
cac cudc thao luan nhiéu bén, cac dién dan, mang xa hdi, ... gitta DN voi
cac nhan vat hiru quan (stakeholders).

* Poi voi ngudi tiéu dung:

- Bén canh cic loi ich d4 néu trén nhu giam chi phi va tiét kiém
thoi gian, marketing TMDT con gitp ngudi tiéu dung tiép can dugc
nhiéu san phém dé so sanh va lya chon phuc vu cho vi¢c mua sdm cla
minh. Ngoai vi¢c don gidn hod giao dich thuong mai gitra ngudi mua va
ngudi ban, su cong khai hon vé dinh gia san pham va dich vu, hinh thirc
moi gidi trung gian giam baot gitp cho gia ca tré nén canh tranh hon.

23



- Vi¢c thanh 1ap céc ctra hang mua sdm 40, cic cho mua sim 4o da
dem lai cho nguoi tiéu dung mot phong cach ti€u dung hoan toan mdi,
vira giup tiét kiém thoi gian, vira tiét kiém chi phi di lai, trong mot thoi
gian ngan c6 thé thim nhiéu gian hang va chon lya cho minh nhiéu san
pham can thiét thay vi phai di dén nhiéu ctra hang mat thoi gian, cong
suc va chi phi di lai.

1.1.4. Diéu kién dp dung marketing thwong mai dién ti trong
doanh nghiép

Dé co thé phat trién TMDT noi chung va Marketing TMPT trong
DN néi riéng, ngoai cac diéu kién chung vé co s& VAt chat ky thuat va
phap 1y, con can c6 mot sb cac diéu kién riéng cu thé nhu sau:

* V& phia thi trueong:

- Nhan thtc cia khach hang: Ty 1€ khach thuong xuyén truy cap
Internet, 1y do truy cap Internet.

- Trong Marketing B2C: Khach hang ca nhan - c6 cic diéu kién
tiép can Internet toc do cao, thoi quen truy cap, muc d6 phd cép, chi phi,
do tuodi, ...

- Trong Marketing B2B: Cac t6 chirc phdi hop voi nhau, giai doan
nay méi chi thyuc sy xuat hién & cac qudc gia c6 nén kinh té phat trién.

- V& quy mé thi truong: Co cdu thi truong phai du 16n va co xu
hudng tang trudng trong dai han.

* V& phia doanh nghiép:

- Nhan thirc cua céac td chire: Internet c¢6 duoge coi 1a phuong ti¢n
thong tin chién luogc hay khong?

- Panh gia duoc loi ich cua dau tu vao Marketing TMDT.

- C6 du cac diéu kién tién quyét vé ngudn lyc (nhan lyc, tai luc, két
ciu ha ting thong tin).

- C6 cam két di manh va kién tri cua gidi lanh dao va quan ly cap
cao cua DN.

24



* V& phia méi truwong kinh doanh:

- Su phat trién Internet va mic do phé bién cua mang PC,
Mobile phone dugc két ndi voi Internet.

- Su phat trién ctia cic md hinh kinh doanh TMDT.

- Sy phat trién cia cac tng dung marketing trén Internet: nghién
ctru thi truong, thong tin thi truong, xtc tién thuong mai; phat trién san
phim méi; quang c4o; mo hinh phéi hop gitta nguoi kinh doanh va nha
phan phbi/van chuyén, ngan hang,...

Do hién nay, da s6 cac DN Viét Nam dang ¢ diém xuat phat trong
mg dung TMDT va tiép can marketing TMDT, nén trong gio trinh niy
chung t6i chu yéu dé cap t6i giai doan dau cua qua trinh quan tri
marketing TMDPT la hoach dinh chién lugc marketing TMDT.

1.2. Qua trinh quan tri marketing thwong mai dién tir
1.2.1. Hoach dinh chién lwoc marketing thwong mai dién tiv

Hoach dinh chién luoc marketing thuong mai dién tir don gidn c6 thé
hiéu 1a viée lap mot ké hoach chién luoc marketing TMDT. Dé c6 mot
dinh nghia chinh xac vé ké hoach marketing thuong mai dién tir, chung
ta s& bat dau voi khai niém ké hoach chién lugc marketing thwong mai.

“K¢é hoach chién lwoc marketing thwong mai ld bdn tdi liéu dugc
diege thiét lgp nham chi tiét héa tinh huéng marketing hién tai, phén tich
cdc thoi co va de doa cé thé xay dén, dé ra cdc muc tiéu marketing dong
thoi thiét lap chién luge dé dat dwoc cdc muc tidu do”.

“Ké& hoach chién lwgc marketing TMDT la ban tai liéu chi tiét,
mang tinh hwéng dan nham gdn két chién lwoc kinh doanh dién tir (mé
hinh tmg dung TMPT trong kinh doanh) ciia DN véi cdc chién lwoc
marketing dwgc hé tro boi cong nghé dién tr dong thoi chi tiét héa ké
hoach thue thi cdc chién lwoc nay théng qua quan tri marketing”. (Judy
Strauss, Adel.I-Ansary va Raymond Frost).

Mot ké hoach chién lwoc marketing thwong mai theo nguyén Iy duoc
viét ra cho mdt SBU dudi dang mot san phém/dich vu cu thé hodc mét
thuong hi¢u hang hoa va két hop thanh ké hoach cho toan bd hoat dong
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kinh doanh cta DN. Con ké hoach chién hegc marketing TMPT cb pham
vi hep hon ké hoach chién lwgc marketing thuwong mai. Mac du ké hoach
chién lwoc marketing TMPT ciling bao gom nhiing van dé twong tu nhu ké
hoach chién hegc marketing thiwong mai truyén thong nhung no tip trung
nhiéu hon dén céc thoi co/de doa tir phia mdi truong, dén cac muc tiéu va
chién luoc trén Internet.

Nhu vay, hoach dinh chién lugc marketing TMDPT la viéc thiét lap
mét cach hinh thirc cdu tric logic cho chién hege marketing TMPT va
cdch thirc trién khai thue hién. N6 13 mot ban hudéng dan dé két ndi chién
lugec TMDT cua DN vdi chién luge marketing dugc hd trg bdi CNTT-TT
va phan bo, sap dit cac ngudn luc chi tiét cho nha quan tri marketing. Muc
dich cta ké hoach marketing TMBT ciing 12 hudng din dé dat dugc két
qua mong mudn. N6 duoc do ludng boi cac thong sb tuy thude nhimg mod
hinh TMDT khac nhau trong chién lugc TMDT ctiia DN. Thong thudng
viéc hoach dinh chién lugc marketing TMPT thudng bao gém nhitng
cong viéc sau:

- Tom lugc viée quan tri va diéu hanh marketing TMDT.

- Phén tich tinh huéng marketing TMDT (phan tich méi trudng bén
ngoai va bén trong).

- Nhitng phat hién qua nghién ctru marketing TMDT.

- Phan doan va lya chon doan thi truong dién tur trong diém va mo

rong.

- Pinh ra cac muyc tiéu marketing TMDT.

- Hoach dinh ngan sach marketing TMDT.

- Thiét 1ap cac chién lugc marketing TMBT hdn hop trong tim va
thé vi.

- Pé ra cac chuong trinh quang céo, xuc tién ban, quan hé cong ching,
chuong trinh dai 1y, marketing tryc tiép, ... trén Internet va quan hé cua
chung véi cac cong cu marketing thwong mai truyén thong ciia DN.

- P& ra cic giai phap trién khai t6 chic va lanh dao chién lugc
marketing TMDT.
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Nhu vay, hoach dinh marketing chién lugc TMDT dinh rd m6 hinh
marketing kinh doanh ctia DN, xay dung nhi€ém vu cho nhitng nguoi thuc
thi va thiét 1ap cac tién trinh thuc hién dé dan téi thanh cong khi tng
dung TMDT trong kinh doanh ctia DN.

1.2.2. Moi quan hé giiva chién lwoc marketing thwong mai di¢n
tir va mo hinh kinh doanh thwong mai dién tir ciia doanh nghiép

Chién lugc marketing TMDPT 1a bac chién luogc chuc nang cua
quan tri CLKD TMDT tao 1ap cho DN hudng di, ban chi dan t6i thanh
cong khi tmg dung marketing TMPT trong kinh doanh. Piéu kién tién
quyét dé c6 thé viét mot ban ké hoach chién luge va tac nghiép
marketing TMDT t6t 1a phai hiéu mot cach rd rang va chuan xac vé mo
hinh tng dung TMPT trong kinh doanh cta DN. Khi chuin bi hoach
dinh chién lugc marketing TMPT, cac DN thudng phai théng qua tién
trinh nghién ctru, phan tich mé hinh trng dung TMDT trong kinh doanh
ctia minh mot cach cu thé nham c¢6 mot cai nhin chinh xéac vé cai gi tao
nén dong doanh thu chinh ciing nhu ngudn doanh sé ban chinh trén
mang cua DN minh la gi?

Vay, thé nao 12 mo hinh tmg dung TMPT trong kinh doanh cia
DN? Mot mé hinh TMBDT thudng mé ta vé gia tri ma DN chuyén t6i mot
hodc mot vai phan doan thi trudng vé cdu tric cac ¢ dong kinh doanh, to
chure, qua trinh va nguén luc dé sang tao, truyén thong va thuc hién cac
gi4 tri ndy voi khach hang muc tiéu va cac moi quan hé nham tao ra cac
dong doanh thu c6 lgi nhudn trong dai han. Mot mé hinh kinh doanh xac
dinh céac thanh td cua chudi gia tri trong kinh doanh, vi du hé théng hau
can dau vao, hoat dong san xuét, hau can dau ra, marketing,... va cac
hoat dong hd trg khéc.

Khi bt dau 1én ké hoach marketing TMPT cho DN, cac nha quan
tri marketing can phai suy nghi: lam thé nao dé cdic né lwec marketing
TMPT ma minh dang chudn bi hoach dinh twong thich véi mé hinh img
dung TMDT trong kinh doanh ciia DN? O muc d6 t6i thiéu, mo hinh kinh
doanh TMDT cta DN s& anh huong dén cach thirc DN du bao doanh sb
ban va cac chi phi marketing TMDT. Do d6, hoach dinh marketing
TMDT cua DN can phai chi tiét hoa viéc CNTT va internet duoc st dung
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nhu thé nao dé quan 1y cac thong sé marketing hon hop (san pham, gia,
phan phdi, va xtc tién thuong mai); Doanh nghiép c6 hoach dinh gi dé
lam phong pht noi dung ciia website; phan bd ngudn lyc ra sao dé thu
hat khach hang méi, xay dung long trung thanh ctia khach hang cii va tao
nén dong doanh thu 6n dinh. Dudi ddy 1a 10 mé hinh Gmg dung TMDT
tiéu biéu trong kinh doanh ma cac DN thuong sir dung:

1. Mé hinh mua sim trwe tuyén - Merchant model: M6 hinh ban
hang 1a mdt trang web marketing ctia cac nha ban buon hoac ban 1¢ hang
hoa/dich vu. Hang hoéa/dich vu co thé mang tinh doc dao hodc don gian
1a sy m& rong cua hang hoa/dich vu & mét ctra hang truyén théng nao do.
Dién hinh hoat dong cua mo hinh nay la viéc cac nha ban budn/ban 1¢
dua catalog hang hda cua minh 1én mang.

2. M6 hinh d4u gia truc tuyén - Auction model: Trang web theo
moé hinh diu gia duoc thanh 1ap dua trén co ché dau gia thong qua su
hién thi hang héa/dich vu trén da phuong tién truyén théng. Doanh thu co
dugc nho cap phép san cong nghé dau gia, phi giao dich va quang céo.

3. M6 hinh nha san xuit - Manuafacturer model: M6 hinh nha
san xudt st dung website nhu mot kénh phan phdi. Nhu vay, thay vi sir
dung cic trung gian phan phdi, doanh nghiép c6 thé dua hang hoa/dich
vu cua minh Ién mang, tao co hoi truc tiép phan phéi to1 khach hang. Vi
du: hang may tinh ca nhan Dell sir dung mo hinh nay dé tao thém 1 kénh
phan phdi méi va khoang 50% san phiam cua Dell dugc ban dudi hinh
thirc nay.

4. Mo hinh dai ly - Affiliate model: M0 hinh dai 1y 12 mdt mo
hinh “phai tra tién cho hoat dong” (PPC - Pay Per Click). Doanh thu ma
mo hinh nay thu duoc nhd viée khach hang nhip chudt vao cac dudng
dan banner quang céo vé hang héa/dich vu trén website d6. Thuc chit,
chuong trinh dai 1y ndy 1a viéc mot website tién hanh xiic tién cho san
phém/dich vu cua mot website khac va doi lai ho nhan duogc tién hoa
hdng khi hang hoa duoc ban. Théng qua chuong trinh dai 1y, cac nha ban
budn/ban 1¢ dit cac banner quang céo va duong dan tdi ndi dung website
ctia minh trén khip cac website dai Iy va do d6, c6 nhitng doanh nghiép
lya chon mo hinh dai 1y 1am hinh thirc hoat dong cua minh.
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5. M6 hinh quéang cdo - Advertising model: Giéng nhu cic nha
quang céo truyén thong, mo hinh quing céo qua website cung cép noi
dung va cac dich vu (vi du: email, chat, dién dan, ...) hd tro cho cac
banner quang c4o va cac hinh thirc quang cdo qua mang khéac nhu thu
quang céo, thu chao hang, ... Mot s6 md hinh quang cao duoc goi 1a cac
cong quang céo (vi du: AOL, Yahoo, AltaVista), trong khi mot s6 khac
lai dugc goi 1a cac md hinh ty do (vi du: Blue Mountain Arts trong
www.bluemountain.com) khi nhitng website nay cung cip mién phi cac
loai thiép va gidy moi dé thu hut khach hang.

6. M6 hinh trung gian théng tin - Infomediary model: Day la
mo hinh website thu thap dir liéu tir ngudi st dung va ban dir li¢u doé cho
nhitng ngudi can. Thong thudng cic website ndy dua ra cac dich vu mién
phi va yéu cau khach hang cung cap thong tin dé dugc sir dung cac dich
vu mién phi do.

7. Mé hinh mit phi ding ky - Subscription model: nguoi sir
dung phai tra tién dé dugc truy cap vao website va tra tién cho phan ndi
dung gi4 tri cao trong website d6 néu ho mudn s& hiru. Pay thuong la
nhiing website dit li¢u hoc thuat hodac dir liéu kinh té qui gia. Thong
thuong nhitng website ndy cung cip mién phi mot s6 ndi dung va thu tién
mot s6 noi dung gia tri hon. Quang cio ciing c6 thé 1a mot phan trong
ngudn thu cuia mo hinh nay.

8. M6 hinh méi gioi - Brokerage model: 12 mdt mo hinh tao ra thi
truong dé ngudi ban va nguodi mua gip nhau. M6 hinh nay kha da dang, tir
hinh thirc cac trung tAim mua sim a0 dén san c6 phiéu truc tuyén va co thé
bao gdm céc hinh thirc nhu B2B, B2C va mot phan ciia C2C. Phi giao
dich, tién hoa hong, ... 1a mdt phan tao nén ngudn thu ctia mé hinh nay.

9. M6 hinh cong ddng Ao - Virtual Communities model: tao nén
dia diém cho c4c twong tac truc tuyén cua cong dong ngudi sir dung (thanh
vién, khach hang, ddi tac, sinh vién, ...). M6 hinh nay tao diéu kién thuan loi
cho céc thanh vién tu thém ndi dung minh thich 1én céc website mang tinh chét
cong dong. Nguon doanh thu chil yéu ctia md hinh nay 1a tir phi dang ky thanh
vién va tir quang cao.
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10. M6 hinh hiu cén - Logistics model: Pay 1a mo hinh kinh
doanh tan dung Internet dé gitip cac nganh kinh doanh khac quan 1y céc
chirc nang hau can nhu thanh toan dién tir, cung cap hé thong dit hang
qua mang va chuyén tai cac dich vy, ... Ngudn thu chinh cia mé hinh nay
1a phi dich vu.

Nhu vy, mbi quan hé giita chién lugc marketing TMDT va m6 hinh
mg dung TMDT trong kinh doanh ciia cac DN 1a gi? Thong qua mot s6
mo hinh TMPT vira dé cap ¢ trén, c6 thé thiy rang mdi quan hé nay dugc
thé hién thong qua 3 van dé chinh:

Mot 14, d6i voi viée trién khai hoat dong cua cac mo hinh nay, viéc
hoach dinh marketing TMDT & mdi mé hinh khac nhau 13 khac nhau.

Hai 1a, nhitng m6 hinh nay c6 nhitng cach thic khac nhau trong
viéc thu thap lwong 16n cac thong tin néi chung va thong tin chién lwgc
noi riéng thong qua hoat dong dac trung cua md hinh. Do d6, nhiing hoat
dong dic trung cua nhitng md hinh khac nhau nay c6 thé duoc tan dung
dé DN dép Gmg nhu cau khach hang dién tir t6t hon va ban duoc nhiéu
san pham/dich vy hon.

Ba 13, can sir dung cac mo hinh ma train TMDT tng dung trong
kinh doanh TMPT dé giai trinh va phén tich thong tin cho cac lgi ich
chién lugc ma DN lua chon.

1.2.3. M6 hinh qud trinh qudn tri marketing thwong mai dién twr

Marketing TMDT bit ngudn tir nhitng chién luge kinh doanh dién
tir ciia to chirc va nhitng mo6 hinh kinh doanh dugc lya chon. Trong hinh
1.2, hoach dinh chién lugc marketing TMDT bat dau tir moi truong kinh
doanh v&i nhitng nhan t6 méi trudng bén ngoai vé phap luat, cong nghé,
canh tranh, cac nhéan to lién quan dén thi truong va cac nhan t6 moi
truong khac bén ngoai va tir 6 DN xéc dinh dugc nhitng thoi co va de
doa. Tiép theo, DN thuc hién phan tich SWOT dé tim ra nhiing diém
manh va diém yéu, co hoi, thach thirc dé hoach dinh chién Iuge kinh
doanh dién tir va chién luoc Marketing TMDT. Cac DN lga chon céc
chién luoc kinh doanh dién tir va cac mé hinh kinh doanh dién tir, va sau
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d6 cac nha phan tich thi truong dién tr mdi hoach dinh muc tiéu chién
lugc va thiét 1ap cac phuong an chién luge marketing TMBT va tiép theo
1a td chire thyuc thi chién lugc dugc thiét 1ap giup DN hoan thanh muc
tiéu cia minh. Budc cudi cing 1a xac dinh mirc d6 thanh cong cta cac
chién lugc va cac ké hoach bang viéc do ludng cac két qua.

Mo hinh ESP: Méi trwong - Chién lwgc va Hiéu qui marketing
TMDT (xem hinh 1.2) ctua J. Strauss & A. El-Ansary dugc mo ta tuong
tu nhu qua trinh kinh doanh ngoai tuyén. Pidu ndy nhan manh y tudng
rﬁng cac hoat dong kinh doanh dién tir duoc dua vao nhiing hoat dong
thuc tién dung dan, va da duoc chimg minh qua cic qua trinh chuyén do6i
dién tr quan trong va cac hoat dong thuc tién cua Marketing TMDT, nhu
da dugc thao luan trong cudn sach nay.

MT van hoa-xa hoi
Moi MT cong r)ghé & internet
trwéng MT kinh té o
(E) MT chinh tri-phap lut Thi tnegmg &
. khach hang
MT nganh _— dién tor
MT noi tai i
Phan tich - > :
. TOWS > Ke hoach chién lwgc marketing TMDT
Chien
lwoe 7} y
(S) M6 hinh /
Chien luoe CL marketing Thwe thi CL
KDDT | we thi
— TMDT > marketing TMDT
Hiéu
qua Do lweng hiéu qua marketing TMDT
(P)

Hinh 1.2: M hinh ESP: Moi truong - Chién lwgc - Hidu qui
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Tt hinh 1.2 - M6 hinh ESP trén, c6 thé chi tiét hoa qua trinh quan
tri marketing TMPT ctia DN thanh 6 buéc (GS. T'S Nguyén Bdch Khoa )
nhu hinh 1.3 dudi day

Phéan tich
mdi trwdng
bén ngoai
Kétndimo | | Thiétiap | [Téchiclue| | Hoach Kiéfg tra
hinh TMBT cac CL lwgng thwe dinh . ]
—> TOWS &thiétlap | | marketing | | thi CL quantr | | kiém soat
CL A L Len i) cL
marketing > myc tiéu CL» TMDT | marketing - ngén quy i
T™ET marketing TMBT CL marketing
I TMDT marketing | | TMET
TMBT
Phén tich
mdi trwdng
noi tai

Hinh 1.3: M6 hinh qua trinh qudn tri marketing TMDT ciia DN

Qua trinh quan tri marketing TMBT vé co ban bao gom 6 budc,

cu thé:
Buéc 1: Phin tich tinh thé chién lwoc marketing TMDT

Hoach dinh chién lugc marketing TMDT khong c6 nghia la bét dau
tir vach xuat phat. Viéc khoi dau tir chinh nhiing mé hinh kinh doanh
hién tai va tir ké hoach marketing truyén thong 1a diém hop 1y nhat dé bat
dau. Van dung ma tran TOWS, xem xét lai ké hoach marketing hi¢n tai
va xem xét lai cac muc tiéu dé ra trong hoat dong kinh doanh trng dung
TMDT cta DN, xem xét lai cac chién luge va phuong thuc td chuc thuc
thi hién tai chinh l1a nd1 dung chinh cua budc nay.
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Vi du: Phdn tich TOWS ftinh thé chién lwoc marketing TMPT
ciia mot DN

Thoi co De doa

- Thi trwong danh cho gidi tré ngay cang | - Luat an toan mang sap ra doi ¢ nghia chi
dwoc mé rong. phi @& nang cp phan mém tang lén.
- Chi phi g@i thw qua buu dién gidm nho | - Déi thi canh tranh X cla DN ngay cang
marketing qua email. manh.

Diém manh Diém yéu
- Dich vu khach hang tét. - Van héa hgp tac ky thuét trong DN kém.
- Hé théng co s& di¥ liéu va website tét. - Ngudn vén han hep.

Muc tiéu trng dung TMBT trong kinh doanh cta DN: B&t dau ap dung TMDT thanh cong
ngay trong nam thi hai.

Muc tiéu hoat dong: Dat doanh thu 10 ty VND tir TMDT trong nam thtr nhat

Buéc 2: Gin két mé hinh wng dung TMPT va thiét 1ap cic muc
tiéu chién lrgc marketing TMDT

Jeff Bezos - nguodi sang lap va dong thoi 1a cha tich cua
Amazon.com, mot trong nhitng DN kinh doanh qua mang hang dau thé
giéi voi doanh sb nam 2005 khoang 7 ty USD da phat biéu rang: “Moi
DN déu phai chi trong téi khach hang, huéng téi nhu cau cua khach
hang trudc khi dé cap toi san phim ciia minh, cho du trong thoi dai
CNTT hay céac thoi dai khac”. Trong muc 1.2.1 trén da gioi thiéu cac mo
hinh tng dung TMDT phd bién, tng voi mdi md hinh 14 mot cu trac
cung ung cac dich vu TMBDT cho mdt loai hodc doan thi truong khach
hang dién tir muc ti€u doi hoi mot két cdu ha tﬁng CNTT-TT tuong hop
va c6 anh huong, lam diéu kién cho cac du bao va thiét 1ap muc ti€u
marketing TMDT trong dai han.

DPbi v6i DN, muc tidu cia marketing TMDT khong khac véi
marketing truyén théng, déu 1a doanh sb, 1gi nhuan, thi phﬁn, ... biéu nay
cho thdy, trong thdi dai CNTT va Internet hién nay, marketing TMDT
hay truyén théng déu huéng toi cing mot dbi twong, d6 1a khach hang.
Tuy nhién muc ti€u marketing TMBPT phai dam bao: dua ra dugc nhiém

33




vu cu thé; do duoc vé sb luwong; va co gidi han thoi gian nhét dinh. Trén
thuc té, phan 16n ké hoach marketing TMPT huéng t&i hoan thién nhiéu
muc tiéu, vi du nhu:

- Tang thi phan
- Tang doanh thu
- Gidm chi phi

- Pat dugc muc tiéu nhan hi€u (tang sy hiéu biét vé nhan hi¢u san
pham)

- Tang cudng hé thong co so dit lidu

- bat dugc muc tiéu quan h¢ khach hang

- Cai thién quan tri chudi cung ng.

Budre 3: Thiét 1ap cac chién lwge marketing TMDT

Sau khi tién hanh phan tich tinh thé chién lugc gan két véi mé hinh
ung dung TMDT cua minh va thiét lap cac muc tiéu chién luoc
marketing TMBDT cu thé. Budc tiép theo 1a thiét 1ap cau tric chién lugc
marketing TMDT bao gdm 4 hoat dong:

1. Xem xét lai cac ké hoach kinh doanh dién tr va cic muc tiéu
marketing tong thé ctia DN.

2. Thiét lap cAu trac chién lugc nham giup DN trién khai dat duoc
cac muc tiéu marketing TMDT. Noi dung nay gom: trién khai marketing
STP trong mdi truong internet va tap khach hang dién tir tong thé tir phan
doan khach hang; lya chon thi truong hip dan véi mo hinh tng dung
TMDT cta DN va dinh muc ti€u marketing trén cac doan thi truong nay
va cudi cung thiét 1ap mot dinh vi gia tri mong mudn d6i vé6i tap khach
hang muc ti€u. Cac ndi dung trén tao phan 16p 1 cua hoach dinh chién
lugc marketing TMDT cta DN.

3. Thiét 1ap cac chién lugc marketing hdn hop dé dam bao can bang cac
cong cuy, cac nd luc marketing twong thich véi muyc tiéu marketing trén timg
phan doan chién luoc hodc SBU, tir d6 tao nén phan 16p 2 ctia mo hinh hoach
dinh chién lugc marketing TMBDT. Trong phan 16p 2, cic ndi dung tap trung
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giai quyét 4Ps thong qua viée thiét 1ap cac chién lugc xung quanh céc bién sd
vé chao hang, dinh gi4, phan phdi va truyén thong (IMC) & xuc tién thuong
mai hon hop.

4. Tiép theo, cac nha quan tri chién lugc marketing thiét 1ap céc
chién luge quan tri quan hé khach hang (CRM) va quan tri quan hé cong
chung (PRM) dé xay dung cic co so dit liéu vé khach hang, dbi tac va
cac cb dong chién luge kinh doanh khac (xem hinh 1.4).

—
Khac biét hoa Phan doan thi
trwong
Phan Iép 1
Binh vi Muc tiéu
_ gia tri ) marketing
Cau tric
chién lwgc
- marketing
San pham TMDT CRM
[PRM
Phan lop 2
\ Gia Ll
XTTM
Phan phoi

Hinh 1.4: Hai phén 16p trong ciu triic chién lwoc marketing TMDT

Phan 16p 1: Marketing TMDT muc tiéu

Marketing muc tiéu (STP) 13 nhiing ndi dung tién quyét trong
marketing n6i chung va hoach dinh chién lugc marketing TMBT noi
riéng.

- Phan doagn thi truong la cong tac phan chia thi truong thanh
nhitng nhém trong d6 khach hang c6 nhimg dic diém va hanh vi mua
tuong tu nhu nhau dé c6 thé st dung cac cong cu chién lugc marketing
tuong d6i thdng nhit trong cac doan thi truong. Phai phan doan thi
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truong vi nhu cdu va hanh vi mua cua khach hang hét stc da dang.
Thong thuong DN it ¢6 kha niang dép tng tat ca nhu cau khac nhau, nén
néu tap trung vao mot hoac mot s6 nhom khach hang / doan thi truong thi
s& c6 kha niang thoa min nhu ciu gi4 tri khach hang tSt hon. Bén canh
céc tiéu chi phan doan thi truong trong marketing truyén théng nhu gidi
tinh, tudi, thu nhdp, trinh do, ... can phat trién mot sé cac tiéu chi moi
lién quan dén Internet va CNTT dé sir dung trong phan doan thi trudong
marketing TMDT.

- Luwa chon thi truong muc tiéu 1a xac dinh thi truong tai d6 DN co
kha ning thoa méin va loi thé trong thoa man nhu cau gia tri khach hang
t6t nhat. Nghia 13 tai thi truong ndy, DN c¢6 kha ning canh tranh cao hon
cac DN hoic ¢6 it ddi thi canh tranh tiém tang va doan thi trudng d6 dap
ung cac muc tiéu vé doanh sd, lgi nhuén, thi phén cua DN.

- Dinh vi gia tri 1a vi¢c xay dung dudong nét riéng khac biét vé san
phém, dich vu, nhan sy, kénh, hinh anh ciia DN ndi bat hon so véi cac
DN canh tranh. Trong marketing truyén théng, dinh vi gia tri dua vao
nhimg nét khac biét nhu: Chét lugng cao nhat (Sony); Ré nhat (SYM);
An toan nhat (Volvo); Dich vu tdt nhat (Singapore Airlines, British
Airlines); Sang trong nhat (Mercedes, Lexus, Omega, Rolex); Thoi trang
nhit (Swatch); Bén nhét (Electrolux); Tiét kiém nhién liéu nhét (Toyota);
... Trong marketing TMDT, dinh vi san phém c6 mot sb nét riéng duoc
tao ra tir Internet va CNTT nhu:

Amazon.com : Cira hang 16n nhat thé gidi
Dell.com : Giai phap tin hoc tot nhat cho khach hang

Ford : San xuit xe theo don dat hang trong vong 2 tuin
thay vi 15 tuan

Google : Kho thong tin va kién thire chung 16n nhét
Phén 16p 2: Hoach dinh chién lwgc marketing TMDT hdn hop

Tiép tuc phan 16p 1, cdc nha quan tri chién lwgc marketing can thiét
ké phén 16p 2 cho chién lugc marketing TMBT hdn hop. Phan 16p 2 1a
phan 16p dugc hoach dinh phuc tap hon trong mot tich hgp mang tinh
tuong hd cao vé6i cac chién lugc thanh phan dién hinh nhu:
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- Chinh lwoc san phdm chao hang: DN c6 thé ban hang héa, dich
vu hay quang céo trén mang, tirc 13 ¢6 tmg dung mot trong s6 nhitng mo
hinh kinh doanh trén mang nhu d gi6i thiéu ¢ phan truéc. DN co thé
tao 1ap thuong hiéu mdi trén mang hay don gian chi ban san pham hosc
nang cao uy tin sin pham trén kénh nay. Néu DN chao ban san pham
hién tai trén mang, DN s& phai giai quyét rit nhiéu viéc nhu: cach thé
hién mau sic trén may tinh khac véi trén gidy. Phan 16n thu thuat cua cac
DN d thu duoc lgi thé vé CNTT 1a phai stra d6i cach chao hang truc
tuyén. Vi du: Dell Computer cho phép thi tuc mua hang dién ra nhanh
chong: khach hang c6 thé chon nhitng linh kién ciia may tinh ma ho
mudn mua théng qua danh sach chon trén mang, sau d6 hé théng co s
dir liéu s& thong bao thong tin v& may tinh va gia. Vay nhitng san pham
nao s& phi hop véi méi trudng Internet? Mirc do phu hop ciia san pham,
dich vu d6i v&i moi truong Internet phu thudc vao mot $6 yéu t6 nhu:

1. Gia so voi gia cac hang hoda ti€u dung thong thuong
2. Mtrc d6 mua sam thudng xuyén so voi viéc mua hang tiéu ding

3. Kha nang gidi thiéu déy da Ién mang vé san phém, dich vu: hinh
anh, am thanh, chuyén dong,...

4. Khéi lugng thong tin can thiét dé ra quyét dinh so v6i hang tiéu
dung thong thuong

5. Kha nang ca biét hda san pham, dich vu dé phu hop voi cac nhu
cau khac nhau

6. Tam quan trong cua dich vu doi véi viéc mua va st dung hang
hoa, dich vu.

- Chinh lwgc dinh gid va thwe hanh gid: Céac chién lugc dinh gia
truyén théng thuong can cr vao chi phi, gia cia dbi thii canh tranh, gia
trén cac thi truong chinh, gia tai s giao dich, kha nang thanh toan cua
khach hang,... D6i v6i méi truong Internet, chinh sach gia cua cac DN
chiu anh huéng rat 16n tir gia ctia d6i thi canh tranh vi moi muc gia co
thé duoc cong bd cong khai trén mang, khach hang c6 thé tiép cin nhiéu
ngudn thong tin hon dé danh gia vé loi ich va chi phi ddi voi cac quyét
dinh mua hang cua ho. Hon nira, trén Internet, tai cac thi truong khac
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nhau DN kho c6 thé dinh cac muc gia khac nhau nhu trude day. Mot DN
phai quyét dinh 1am thé nao dé gia cta san pham trén mang ngang bang
v6i gid mua & cira hang théng thuong. Dé lam duoc diéu nay, DN phai
coi chi phi phan loai va giao hang t61 khach hang khi ban hang qua mang
1a 1oi thé canh tranh véi nhitng thi truong lién quan. C6 2 xu huéng dinh
gia dac bit quan trong trén mang la:

1. Pinh gid ndang déng: Chién lugc ndy ap dung nhiéu mirc gia
cho timg nhom khach hang. Vi du: nguoi mua hang lan dau tién hay
khach hang thuong xuyén c6 thé mua hang véi gia thip hon nhiing
khach hang khéc; hodc gia ¢ thé giam khi cau giam. Internet cho phép
cac DN dua ra nhitng muc gid tu dong khi khach hang truy cap nhu da
dua ra ¢ vi du trén.

2. Pdu gid trén mang: Pay 1a cach quan 1y hang hoa ton kho. Vi
du: Circus Circus & Reno, Nevada cho phép khach dau gia thué phong
khach san khi ving khach. Céc nha quan tri chi dao cho phong chim soc
khach hang chap nhan mét sb it phong cho thué theo kiéu dau gia, nd phu
thudc vao ti 18 nguoi thué phong. Priceline.com, ebay.com va rat nhiéu
trang B2B khéc ciing sir dung chién lugc nay.

- Chinh lwgc phin phéi & logistics dién tir: D6i v6i hang hoa s6
hod, viéc phan phéi ¢ thé thuc hién hoan hao qua mang. Mot s6 san
pham c6 thé duge guri truc tiép cho khach hang qua mang nhu: gui truc
tiép qua mang: phan mém, 4m nhac, game. Mot s6 san pham lai co thé
dugc phan phdi bang cach cho khach hang tu tai vé tir trén mang
(download) nhu: phﬁn mém, Am nhac, game,... MOt sb san phém duoc
phan phdi théng qua cac dai ly & gan khach hang; khi d6 dai 1y s& in san
pham 1én dia CD/DVD 1di gt t6i khach hang (hinh thirc nay khic phuc
dugc cac nhuoc diém nhu thong tin s6 héa cé dung luong 16n, thoi gian
download 1au, khi chi phi giri CD cao, thoi gian gui CD dai, ...). D6i véi
hang ho4 hitu hinh, viéc phan phéi van c6 thé sir dung Internet va web dé
hd tro dé nang cao hi¢u qua thong qua thiét 1ap co ché phdi hop hiéu qua
gifta cac bén trong hé théng phan phdi; kiém soat hang hoa trong qua
trinh phan phdi (FedEx, DHL, ...); m& rong kénh phan phéi dén cac ving
dia Iy méi (website thay cho cac phong trung bay truyén thong).

38



Chién luoc phan phdi trong TMDT cé hat nhan & cau trac cac kénh
thuong mai co lién quan dén cac ctra hang dién tir (E-shop), cac siéu thi
dién t&r B2C va/hodc B2B, va céu tric mang thong tin va tmyén thong
gitra chiing v6i céc trung gian dién to khac nhu ngan hang, logistics, co
so dir liéu va cham s6c khach hang, ... O day, vai tro dac biét quan trong
ctia e-logistics va giao hang theo yéu cau khach hang tir mang cac kho
hang, cic chi nhanh, cac ddi tic chién lugc nham tai co cdu chi phi
logistics, tai thiét cac qué trinh cbt 16i: quan tri ton kho, quan tri dat hang
- giao hang, quan tri dich vu khéach hang.

- Chinh lwoc truyén théng va xiic tién TMPT: Truyén thong
marketing online va xtc tién hdn hop trong TMBT la cach thirc sir dung
cac phuong tién dién tu dé gidi thi€u, moi chao, cung cép thong tin vé
san pham hang hoa hodc dich vu ciia nha san xuit dén ngudi tiéu dung va
thuyét phuc ho chon né. Thong qua cac cong cu ctia TMBT nhu thu dién
ttr, cac website, microsite,... DN tién hanh gidi thiéu, quang céo vé sén
pham ciing nhu uy tin, danh tiéng ctia DN, dic biét 1a xdy dung hinh anh
DN cho nhiing ngudi thuong xuyén truy cap Internet va trao doi thu tir
dién tir. Hé thdng co so dit liéu marketing 14 chia khoa dé duy tri nhu
cau, su thich thu, thoi quen tiéu dung cua cac khach hang ca nhan. DN ¢6
thé giri thong tin lién quan va thong tin ca nhan, thuyét phuc khach hang
trong thoi gian thuc hién chién lugc. Mot s hoat dong xuc tién TMDT
nhu: 1. Catalogue dién tir; HS trg khach hang online va FAQs (gitip cdi
tién chat lugng san pham, dich vu dong thoi ciing 1a cach hiéu qua dé tim
hiéu nhanh vé DN, san pham va dich vu cia DN); 3. E-mail direct
marketing (quang cdo bang e-mail, dua vao cic co s¢ dit liéu e-mail vé
khach hang, tir d6 c6 thé giri cac e-mail véi ndi dung quang cio dinh ky
dén khach hang); 4. Quén tri quan hé khach hang.

Budc 4: T chire re lwong thue thi chién luge marketing TMDT

Pay 1a bude dang duoc quan tim nhat: quyét dinh xem lam thé nao
dé thuc hién muc tiéu va chién lugc duogc hoach dinh thong qua viéc tao
lap to churc marketing va thuc hi¢én céac chién thuét marketing hi¢u qua.
Pay 1a khau quan tri ma cac nha quan trj marketing lya chon phéi thirc
marketing hdn hop, chién thuat quan tri méi quan hé va nhimg chién
thuat khac dé dat duoc muc tiéu cta chién luge va sau do lap trién khai
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hang nam hoac ké hoach chi tiét dé thuc hién. Cling can phat trién cac
can nhic dé chic chan rang t6 chirc marketing duoc sip xép hop ly dé
thuc thi chién luge. Su két hop cac chién thuat trong mot td chirc
marketing hop ly s€ gitip DN dat dugc muc tiéu.

Céc nha quan tri marketing can quan tam dac biét tdi chién thuat
thu thép thong tin vi CNTT c6 vai tro dac biét, lam cho cac qué trinh
dugc ty dong hoa. Cac dang website, thong tin email phan hoi, diéu tra
trén mang nén dugc cac DN st dung dé thu thip thong tin vé khach
hang, trién vong va nhitng qué trinh khac dang dién ra. Nhimg chién
thuat quan trong khac bao gom:

- Sir dung phan mém phan tich nhat ky: website gitip DN xem lai
thoi quen tiéu dung cua khach hang trén mang va gitp thay doi nhu cau
ctia khach hang t6t hon.

- Thiét 1ap bd phan kinh doanh phan tmg nhanh st dung Internet dé
nghién ctru dit liéu thr cdp, giap DN hiéu dugc ddi thu canh tranh va sirc
€p cua thi truong.

Budc 5: Quan tri ngin quy marketing TMDT

Chia khoa cho bét ky chién luoc hodc ké hoach marketing nao la
xéc dinh két qua mong doi ctia cac khoan dau tu. Budc nay chinh 1 bude
ma cic nha quan tri marketing can phai du bao doanh thu va dénh gia chi
phi phai bo ra dé dat duoc muc tiéu chién luge.

- Dy doan doanh thu: Trong phan ngan sach, DN st dung phuong
phap du bao ban dé danh gia doanh thu ngan, trung va dai han. Nhitng di
liéu trong qué khtr va nhimg hoat dong canh tranh 1a dau vao ciia qua
trinh. M6t phan quan trong cua dy bao 1a danh gid mirc d6 ban hang tbi
da trén mang bdi diéu nay anh hudng téi sd lwong doanh thu ma DN
mong doi qua mang Internet. Dong loi nhuén tir Internet chu yéu dén tir
ban hang truc tiép trén mang, quang cdo ban, phi ding nhap, cic thanh
vién, ban cho ddi tac, hoa hong va cac phi khiac. DN thuong phan tich
tom tat thanh cic bang dién ta doanh thu phy trdi mong mudn va ti 1¢
kém theo. Ngoai ra, doanh thu cia DN tUng dung TMDT trong kinh
doanh con ¢6 thé dén tir nhiing nguén loi nhudn kho xdc dinh nhu viéc
tao dung duoc thuong hi¢u tot; hay tur viéc tiét kiém chi phi. Khoan tién
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tiét kiém béng hiéu qua st dung Internet cling dugc xem la mot khoan
doanh thu cho DN.

- Panh gia cac chi phi: Marketing TMDT céan nhiéu chi phi, thém
vao d6 mot vai chi phi marketing truyén théng c6 thé qua cao cho ngan
quy. Dudi day la mot vai chi phi thuong gap:

+ Chi phi cong nghé: bao gdm phan ctng, phan mém,...

+ Thiét ké mang

+ Luong & thudng: Cho tat ca nhitng nhan vién lam viéc lién quan
to1 xay dung va duy tri website.

+ Chi phi phat trién dia chi khac trén mang: khong bao gdm chi phi
cong nghé hay luong hodc nhiing chi phi khac nhu dang ky tén mién,
thué tu van thiét ké.

+ Marketing giao tiép: tit ca cac hoat dong quang céo, PR.... ca
truc tuyén hodc doc 1ap ma c6 quan hé tryc tiép to1 hoat dong mua ban
trén mang va thu hat khach hang mua hang trén mang.

+ Chi phi hdn hop: 14 nhiing chi phi khac nhu dién thoai, in 4n, du
lich,...

- X4c dinh ngin quy: trén co s¢ phan tich va danh gia két qua 2
budc trén cho phép xac 1ap ngan sach marketing phu hop dé dam bao
trang trai va bu ddp cac chi phi tir ngudon doanh thu gia ting nho
marketing. Thong thuong & giai doan dau, viéc xic ldp ngan quy
marketing TMPT thudng chia 1am 2 phan: phan trién khai cac chuong trinh
marketing dac biét thi theo du toan chuong trinh (phuong phap dua theo
nhiém vu) va phan chi phi marketing thuong xuyén dugc xac dinh theo
phuong phap % doanh sd.

Budrc 6: Kiém tra & kiém soat marketing TMDT

Khi mét ké hoach chién lugc marketing TMDT dugc thong qua va /
hodc dua vao thyc thi thi thanh cong ctia né phu thude vao budc kiém tra
& kiém soéat va danh gia tiép theo. Hé thong kiém tra, kiém soat va danh
gia nay tham chi con can phai duoc thiét 1ap trudc khi DN quyét dinh
ung dung TMDT trong kinh doanh. Thong thuong cic muc ti€u cua
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chién luoc marketing TMDT can phai duoc kiém tra, kiém soat va danh
gia thong qua Ban can d6i hoat dong cta qué trinh kinh doanh tmg dung
TMDT va thong qua ti 1¢ loi nhuan trén von dau tu (ROI) ctia DN trén
cac ndi dung kiém soat: mdi truong, chién lugc, td chuc, hé théng, nang
suat va hoat dong marketing.

1.3. Céc nhén t6 anh huong dén quan tri marketing thwong mai dién tir

Mbi truong marketing dang thay d6i, cung cap mot loat cac co hoi dé
phat trién san phim méi, cac thi trudng méi, va phuwong tién truyén thong
dai chung dé giao tiép v6i khach hang, cong thém cac kénh méi dé hudng
to1 cac thanh vién kinh doanh. Tai cung mot thoi diém, moi truong dat ra
nhiing thach thuc vé canh tranh, vé kinh té va nhiing mdi de doa khac.
Phan nay s& gi6i thiéu vé& ba nhom nhan t6 quan trong nhat ctia méi truong
anh hudng t6i marketing TMPT, d6 1a: cic nhan t6 vé luat phap, vé cong
nghé va cac nhan t lién quan dén thi trudng kinh doanh dién tu.

1.3.1. Ludt phap

TMDT néi chung va marketing TMDT néi riéng 1a mdt phuong
thire kinh doanh mdi mé, co nhiéu diém khac biét so vdi thuong mai va
marketing truyén théng. Do vdy, yéu cau xdy dung mot hé thong luat
phap mang chuan qudc t& v& TMDT la rit can thiét; mdi qudc gia ciing
can dua trén hé thong luat phap qudc té dé dua ra luat riéng cua nudc
minh cho phi hop véi cac diéu kién kinh té, chinh tri, xd hoi va thoi
quen, vin hod ciia quic gia minh.

Ngay 16 thang 12 nim 1996, Uy ban cua Lién hiép quéc vé Luat
Thuong mai qudc té (UNCITRAL) di thong qua Ludt mau vé TMDT
bao gdm cac quy dinh chung vé TMDT va quy dinh vé TMDT trong timg
linh vyc. Trong d6 bao gém Luat giao dich dién tu, chir ky di¢én tor va
ching thuc di¢n tir, cac quy dinh vé an toan giao dich, cac quy dinh vé
tiéu chuan hoa, bao vé ngudi tiéu dung, bi mat riéng tu, bao vé quyén s
hitu tri tué, ...

Hé théng Luat Giao dich dién tur tai Viét Nam hién nay duogc hinh
thanh dua vao hai tru cot chinh 1a Luat Giao dich dién tir 2005 va Luat
CNTT 2006. Luat Giao dich dién tir dat nén tang phap ludt co ban cho

42



cac giao dich dién tir trong xa hoi bang viéc thira nhan gia tri phap 1y cua
thong diép dir liéu, ddng thoi quy dinh kha chi tiét vé chit ky dién tir, mot
yéu t6 dam bao do tin cay cua thong diép dit lidu khi tién hanh giao dich.
Luat Giao dich dién tir chii yéu diéu chinh giao dich dién tir trong hoat
dong cua cac co quan nha nudc va trong linh vuc dan sy, kinh doanh,
thwong mai; trong khi d6 Luat CNTT quy dinh chung vé hoat dong tng
dung va phat trién CNTT cung nhirng bién phap bao dam ha ting cong
nghé cho cac hoat dong nay. Két hop véi nhau, hai Luat da diéu chinh
mdt cach twong dbi toan dién nhitng khia canh lién quan dén mg dung
CNTT va TMDT trong cac hoat dong KT-XH tai Vi¢t Nam.

Trong 2 nam 2006 va 2007, lan luot bon nghi dinh hudng din Luat
Giao dich dién tr dugc ban hanh, do 1a: Nghi dinh vé TMDT, Nghi dinh
vé Chit ky s6 va Dich vu chimg thuc chit ky s, Nghi dinh vé Giao dich
dién tir trong hoat dong tai chinh, va Nghi dinh vé Giao dich dién tur
trong hoat dong ngan hang. Ngoai ra, Nghi dinh vé Ung dung CNTT
trong hoat dong clia co quan nha nuéc va Nghi dinh vé chong thu rac
dugc xay dung nham hudng din dong thoi ca Luat Giao dich dién tir va
Luat CNTT da gop phan hoan thién khung phap 1y cho viéc trién khai
giao dich dién tur trong mot s6 linh vuc thiét yéu cua doi séng x4 hoi. Cac
nghi dinh TMDT, giao dich dién tir trong hoat dong tai chinh va giao
dich dién tir trong hoat dong ngan hang tip trung huéng dan Luat Giao
dich dién tir trén khia canh “théng diép dir liéu”, bang cach quy dinh chi
tiét nhirng yéu t6 ciu thanh gia tri phap 1y cta thong diép dit liéu trong
cac nghiép vu thuong mai, tai chinh va ngan hang. Nghi dinh vé tng
dung CNTT trong hoat dong cua co quan nha nudc va Nghi dinh vé
chéng thu rac hudng dan mot s6 linh vuc ung dung kha cu thé cua Giao
dich dién tir. Con Nghi dinh vé& Chir ky s6 dit nén tang phap 1y cho viéc
trién khai chit ky s6 va dich vu chimg thuc chir ky 6, didu kién thiét yéu
dé tién hanh giao dich dién tir trén quy mo rong.

Nim 2008, mot Nghi dinh khac huéng dan Luat CNTT ciing dugc
ban hanh, c6 vai tro 16n trong vi¢c tao 1ap moi truong thong thoang hon
nira cho ung dung TMDT tai Viét Nam. D¢ la Nghi dinh 6 97/2008/ND-
CP cua Chinh phu vé quan ly, cung c?ip, st dung dich vu Internet va
thong tin dién tir trén Internet, thay thé Nghi dinh s& 55/2001/ND-CP
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trong linh vuc nay. Budc tién 16n nhat ciia Nghi dinh 97/2008/ND-CP 14
da thu gon quy dinh vé cip phép ddi véi trang thong tin dién tir trudce kia
vé mot dién hep cac bao dién tu, trang thong tin dién tir téng hop va trang
thong tin dién tir cung cap dich vu mang xa hdi tryc tuyén.

Bén canh viéc cac quy dinh quan 1y cdp phép website dugc néi
long, moi truong phép ly cho hoat dong cua cac website TMDT trong
nam 2008 cling dugc cai thién mdt bude véi su ra doi cua Thong tu )
09/2008/TT-BCT huéng dan Nghi dinh TMDT vé cung cép thong tin va
giao két hop dong trén website TMPT. Dya trén nhitng yéu t6 dic thu
clia mdi truong mang, Thong tu quy dinh vé mot quy trinh giao két hop
dong tiéu biéu qua website TMDT, qua d6 gitip phan dinh pham vi trach
nhiém ciia mdi bén trong cic giao dich nay, dong thoi giam bot sy bat
binh dang giita khach hang v6i thuong nhan trong giao két hop dong.
Bén canh nhitng diéu khoan vé quy trinh giao két hop dong, Thong tu
con quy dinh cu thé viéc cung cap thong tin trén cic website TMDT
nham béo vé quyén lgi ciia khach hang trong qué trinh giao dich. Theo
d6, thwong nhéan phai cong bb nhitng thong tin tdi thiéu sau trén website:
tén, dia chi giao dich; dia chi thu di¢én tu, s6 dién thoai, sb giéy phép
dang ky kinh doanh, tuan thit mot sd nguyén tic co ban vé bao vé thong
tin cd nhan cua khach hang trén website. Ngoai ra, thuong nhan phai
cung cap day di va 16 rang nhitng thong tin lién quan dén cac diéu khoan
giao dich trén website: mé td hang hoa, dich vy, thong tin vé gia ca,
thong tin vé van chuyén va giao nhén, thong tin vé cic phuong thirc
thanh toan, ciing nhu cac diéu khoan giao dich khac.

Viéc ban hanh nhimg van ban phap luat trén 13 rat can thiét va hop
Iy vi hoat dong TMDT no6i chung va marketing TMDT no6i riéng dang
phat trién rdt manh m& ¢ nudc ta. Cac van ban phéap luat dugc ban hanh
s& tao ra hanh lang phap 1y, gitip cac DN c6 thé yén tim va ty tin tng
dung Internet vao hoat dong kinh doanh va marketing.

Hé théng luat phap hién tai va dang chuan bj dua vao thuc hién c6
thé gay anh huong 16n dén cac chién luoc marketing TMPT. Nhitng nha
lanh dao quan tam dén cac luat lién quan dén hoat dong riéng tu, va
nhing tai san sd hoa (bao gdm ban quyén), sy gian 14n, lira loc thé thanh
toan va thong tin trén mang Internet... Nhirng van dé thudc vé hoat dong
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c4 nhan rat khé dé xay dung luat, nhung nd ciing rat quan trong cho
nhirng ngudi tiéu dung thuong xuyén cung cap cac thong tin ¢4 nhan trén
Internet. Mot cach thirc dé trach viéc bi quiy réi thudng xuyén 13 sir
dung céc thu dién tir opt - out. Didu nay xay ra khi nhitng ngudi st dung
khong truy cap vao hop trang web dé tranh viéc bi ghi vao danh sach
email ctia mot cong ty nao do. Mot s6 nha 1ap phap mudn tao luat cho
viéc ndy vi c6 rit it ngudi sir dung doc trang web ndy du can than dé chu
¥ t6i cac hop thu opt - out. Nhimg van dé vé tai san s6 hoa bat dau tir
nhitng ngay dau mai xudt hién hinh thirc website va s& con tiép tuc lam
dau ddu DN ciing nhu nhitng nha lap phap. Trong mdt phuong tién
truyén théng noi ma nodi dung duoc cung cip tu do, nd co thé dugc thé
hién ra hoan toan - diéu nay khong phai 1a tot d6i v6i nhitng nha tao ra
ndi dung. Spam, hinh thttc ndi dung gay kho chiu cho nguoi nhén, va
nhitng mau khéc ctia sy biéu dat ca nhan thuong xung dot voi quyén loi
clia nguoi str dung va béi vy, hinh thirc ndy van dang dugc ban bac giita
nhimg nha lap phap. Cudi cing, cong nghé méi mang lai nhitng co hoi
m&i cho nhirng hoat dong gian tra. Mic du nhitng dai 1y diéu chinh dang
lam viéc rat ¢ gang dé chdng lai nhitng hoat dong gian tra, nhung yéu
cau cac doanh nghiép tuan theo luat 1¢ trong thé giéi mang 14 rat kho.

1.3.2. Cong nghé

Su phat trién cua k¥ thuat dang thay doi két cau cua nhitng nguoi
sir dung Internet cling nhu 1a chét lugng ctia dudng truyén thong tin ma
ho duoc tiép can. Vi du, khoang 20% dan sb My thich su két ndi bang
thong rong - hé thong modems cap dau tién va nhitng duong DSL - hé
thong ma c6 thé mang dén nhimng ndi dung truyén thong da phuong tién.
Mot sb website bat dau tao ra su tich hop gitta ba hinh thtrc ndi dung:
hinh thirc truyén théng da phuong tién téc do cao, dua ra nhitng dé nghi
PC tiéu chuan, va dang cam tay cho nhimg phuong tién khong day, vi du
dién thoai di dong. Su gia ting cua nhitng phuong ti¢n khong day tao ra
mot sy thach thirc méi trong viée thiét ké kiéu dang khi ma cac doanh
nghiép dang ¢ ging mang dén nhiéu ndi dung phong pha hon vao nhiing
man hinh nhé xiu ctia nhitng phuong tién di dong nay.

Cong nghé ciing trd nén ngay cang quan trong voi cac qudc gia
dang phat trién. Vi du nhu, trong bang xép hang cia Miniwatts
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Marketing Group, tinh dén hét thang 3 nam 2008, Viét Nam dtmng tha 17
trong top cac qudc gia c¢6 nhiéu ngudi sir dung Internet nhat thé gisi. Mot
diém kha tha vi 1a Viét Nam cé téc do ting truong s6 nguodi ding
internet nhanh sb 1 thé gi6i (giai doan 2000-2008), ting 9.561,5 %, gap
7,8 lan so véi qudc gia ding thir hai. Ty 1& s6 dan s dung Internet 1a
22,04 %, tong bang thong kénh két ndi qudc t& cua Viét Nam 1a 10508
Mbps. Khi céac thiét bi truyén thong ngdy cang phat trién va ngay cang
nhiéu nguoi sir dung cac phuong tién cim tay thi thi truong dia 1y moi sé
phat trién theo. Marketing TMDT dang ngdy cang phat trién théng qua
su tién bod cua hé théng phﬁn mém. Vi du nhu, cc cong nghé ma dinh
hudng khach hang thong qua hanh vi tryc tuyén ciia ho dang ngay cang
tré nén tinh vi va phirc tap hon. Viéc két hop chat ché nhimng cong nghé
nay vao viéc thiét ké cac website co thé tao ra cho DN loi thé canh tranh
khac biét.

Cong nghé gitp 1am giam céac chi phi. Nhiéu DN d tiét kiém duoc
nhiéu tién trong viéc thué nhan vién va cac cong viéc gidy to thong qua
qua trinh dat hang di¢n tr, lam hoa don va thu dién tir. Tuy nhién, cong
nghé c6 thé 1am ting chi phi dau tu. Dé phat trién cua trang web c6 thé tén
hang triéu do la, va su van hanh hé thong thuong mai dién tir 16n c6 thé
yéu cau dén nhimg hé thdng phdn mém va phan ctng dat tién, dic biét 1a
néu cac doanh nghiép sir dung viéc tap hop dit liéu phu thém va nhiing
mg dung trong hoat dong phan phdi. Trong khi do6, cong nghé dang noi
1én van dé tang tinh bao mat, cac cong cu thanh toan méi va bing thong
rong thap hon. Qua thoi gian, nhitng cong nghé mai s& lai dugce tao ra, va
nhiing sy dau tu lac nay sé tro 1én 15 thoi. Boi vay, cac doanh nghiép can
phai cht trong t6i ca cong nghé 1n chién lugc néu ho mudn thanh cong
trong mot mo hinh kinh doanh nao, du 1a c6 su dung Internet hay khong.

1.3.3. Cdc nhan t6 lién quan dén thi trwong dién tiv

Thi truong dién tir bao gdm 3 thi truong quan trong ma tai d6 dién ra
ca hoat dong mua va ban (Bang 1.1), d6 la: cac DN, nguoi ti€u dung, va
chinh phi. Trong d6 bao gdm cac hoat dong trén thi truong B2C, B2B va ca
cac hoat dong cua thi truong B2G, C2C, ...
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Bang 1.1: Cac loai hinh thi truwdng dién tir

Véi doanh nghiép | Véi khach hang Véi chinh pha
Xuét phat DN v6i DN (B2B) | DN véi nguoi tiéu ding | DN véi chinh phd (B2G)
diemt DN | www.ecvn.govvn | (B2C) WWW.SSC.wa.gov.au
www.vnemart.com | Www.golmart.com.vn
Xuét phat Nguwdi tiéu dung | Ngwdi tiéu dung véi | Nguwdi tiéu dung
diém tw voi doanh nghiép | nguoi tiéu dung (C2C) | ygi chinh phi (C2G)
ngwoi tieu | (C2B) www.chodientu.com www.goworks.com
dung www.bbb.org www.1001shoppings.com
Xuat phat Chinh pha véi DN | Chinh pht voi nguoi Chinh phu voi
diém ti (G2B) tiéu dung (G2C) chinh phti (G2G)
chinh phu | www.sba.gov www_state.ca.us www.govonesolutions.com

(Nguon: J. Strauss, A.El-Ansary)

Thi trweong doanh nghiép:

Thi truong DN 1a mét thi truong khong 16 vi ty 1é twong quan cac
DN két ndi Internet cao hon so véi nguoi tiéu dung, dac biét 1a tai cac
nudc phat trién. Cac hoat dong kinh doanh truc tuyén cia cac DN ¢6
nhing dic trung khac hoan toan véi khach hang 14 nguoi tiéu ding cudi
cing vi nd bao gom cac mang ludi twong xing ma cho phép chia sé
thong tin va co s¢ dir liéu. Nhu déi v6i DN giao nhdn van tai hang hoa
FedEx, DN nay c6 mot co s& dit liéu khong 16 vé hanh vi van chuyén
hang hoa cua khach hang 1a DN va cac thong tin vé tai chinh.

CNTT tao ra tinh hiéu suit trong thi truong B2B, cac DN ban hang
theo hinh thtc truc tuyén dang phai d6i mit voi canh tranh ngdy cang
gay gat hon do vAn dé toan cau hoa va su pha v& cac rao can bién gidi
gifta cac qudc gia boi sy tham nhap ngiy cang sau va rong cua Internet.
V6i nhiing loi ich ma Internet mang lai rat nhidu cac DN ngay nay dang
thay d6i toan bo ciu triic chudi cung ng clia minh — vi trong cau tric
nay co6 su xung dot gitra cac kénh marketing khac nhau. Viéc thay do6i
toan bo ciu triic chudi cung tmg nay 1a hoan toan phu hop nhat 1a khi cac
nha san xuit ban truc tiép san phim ctia minh dén ngudi tiéu dung qua
hinh thirc truc tuyén, bai vay 1am giam b6t sé luong cac thanh vién ban
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1é. Mt khac, kinh nghiém nhiéu DN cho thdy ho c6 su phu thudc nhiéu
hon trong chudi gi tri ctia minh do cic thuc tién hop tac dién tir. Cac co
hoi va thach thirc khac d6i voi thi truong cua cac DN bao gém:

- Lam thé ndo ma cac DN c6 thé lam hai long dugc cd cac khach
hang mua hang truc tuyén va ngoai tuyén? Diéu gi s& xay ra néu mot
khach hang mua hang truc tuyén va sau d6 ho lai cb gang dé tra lai hang
tai cac ctra hang ngoai tuyén (brick - and - mortar store)? Hay diéu gi s&
xay ra néu khach hang mua hang qua dién thoai hodc bang hinh thtc truc
tuyén bang cic cau hoi can tu van caa DN? Chinh vi vy DN can phai
tich hop ca hai quy trinh mua hang phia truéc va phia sau d6i voi cac
dich vu chit luong khach hang.

- DN s& phai t6 chirc va tap hop céc loai thong tin ctia minh nhu thé
nao? DN can chuyén céac dit lidu thanh tri thie ¢6 thé st dung trong viée xay
dung hé théng kinh doanh c6 loi nhuén. Qua tai thong tin thyc su 1a mot van
dé nan giai, va cac nhan vién lai mat thém thoi gian dé giai quyét cac dir liéu
nay hang ngay. Chinh vi vdy, DN can phai tdp hop, lya chon va truyén tai
thong tin thanh tri thirc dé gitp nha quan tri marketing dua ra cac quyét dinh
va nang cao lgi nhuan cho DN.

- Céc co hoi va cach thirc tap hop doanh thu dbi véi cac san pham
moi trong nén kinh té s6 héa. Internet con rat ngin khoang cach giira cac
DN vo6i nhau. Cac DN hoat dong trong cac nganh kinh doanh khac nhau
s& dé dang nhan ra viéc cdc thanh vién khac cung tng gia tri cho khach
hang cua minh ra sao.

Thi trwomg nguoi tieu dung:

Internet 1a mot thi trudng toan cau rong 16n véi rat nhidu cac co hoi
cho ca ngudi ban va ngudi mua ¢ khip moi noi trén thé gidi, dic tinh nay
cling giai thich tai sao cac nha quan trj marketing can phai nghién ctru va
hiéu rd cac khach hang tiém nang tai cac phan doan dia 1y khac nhau.

O cac nén kinh t& m&i ndi, thi trudng ngudi tiéu ding rat 16n va hoat
dong kha hiéu qua. Mot cude nghién ciru & 37 qubc gia, 28% nguoi tiéu
ding noi rang ho dang tién hanh hoat dong mua sam truc tuyén va da c6 ké
hoach mua sim truc tuyén trong 6 thang té1, va 15% hoat dong mua sim
ngoai tuyén déu tir cc thong tin truc tuyén ma ho thu thap dugc (Theo bdo
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cdo TMDT toan cau - 2002). Nguoi tiéu ding My ¢ lwong mua sdm truc
tuyén 16n nhat, ho tiéu dung 53 ty USD nam 2001, va ting gan 20% so véi
nam 2000. Day 1a mot sb cac xu hudng chinh ma tic dong toi thi trudng
nguoi tiéu dung.

Nhu cdu ciia nguwoi tiéu ding: Thuc chit ngudi tiéu ding mubn gi
trong nén kinh t& thong tin nay? Sy c4 nhan héa 1a mot nhu cau cua ho.
Nguoi tiéu dung muén nhitng nha nghién ctru marketing giit bi mat
nhitng thong tin vé ho, va ho khong mudn cir bi quay ray boi cac cudc
dién thoai vao nhiing thoi gian nghi ngoi, thu gidn cua minh. Ho cling
mubn bao vé con cai ho khoi nhitng website xau. Nguoi tiéu ding ciing
mudn cac nha nghién ciru marketing xin ¥ kién cta ho trudc khi giri
nhitng thong di¢p thuong mai vao e-mail cua khach hang. Nguoi ti€u
dung mudn TMDT cung cép su tién lgi, cac dich vu c4 nhan, toc do, cac
dich vu khach hang tot, thuc sy cht ¥ va quan tam t&i ho, va chd y téi gia
trj ciia san pham va dich vu cta nha cung cip.

Tét ca nhimg nhu cau nay, TMDT déu dap tng dugc. Cac cong cu
va qua trinh marketing TMDT cho phép cic DN dua ra khai niém
marketing (1:1) d&én véi timg khach hang riéng 1¢ theo nhitng cach ma ho
thudng c6 thé co duoc trong qua khir. Internet cho phép DN dép mg dugc
céc nhu cau ciia dong dao khach hang. Vi vay khach hang hién nay c6 thé
lién lac truc tiép vdi DN qua Internet va nhan duoc cic cau tra 1oi phi hop
v6i nhitng gi ho mudn quan tdm. Cac DN ciing ¢ thé cung cap céc san
pham va cac hoat dong truyén théng theo yéu cdu cua timg khach hang
nham tao 14p cac mdi quan hé dai han vé&i khach hang d6. Trang web
www.amazon.com la mot vi du dién hinh cho dich vu khach hang nay

Hing may tinh Dell ciing cung cép dich vu nay cho khach hang.
Khi khach hang gip van dé v6i may tinh ma ho mua tir hing, ho c6 thé
truy cap vao website cua Dell, ddnh ma sb6 vé nam dic diém dich vu dé
hang c6 thé nhan dang cac thong tin ca nhan ciia ho va dé xac dinh kiéu
may tinh ma ho d3 mua, sau d6 khach hang s& danh cau hoi giri dén
Dell. Cau tra 101 s€ dugc gui tu dong td1 email ciia khach hang d6 dya
trén nhitng tir khéa trong cau hoi, va co dé xuét yéu cau khach hang goi
dién t&i trung tam tu van cta Dell néu ho muén biét mot sb thong tin cu
thé hon.
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Thi trwong chinh phu:

O Viét Nam hién nay budc dau xuit hién thi truong truc tuyén gitra
chinh phu v61 DN, chinh phu véi nguoi tiéu dung. Mot thi truong chinh
phu hiéu qua bao gdm cac mé thirc giai quyét quan hé twong tac vé thong
tin giita ba chu thé: chinh phu, DN va dan chung. Cu thé, d6 1a mdi quan
hé gitta chinh phu voi chinh phu (n6i cdach khac la giita cac co quan
chirc nang voi nhau) - G2G (Government to Government), chinh phu voéi
DN - G2B (Government to Business), va chinh phu voi cong dan - G2C
(Government to Citizen) trén nén tang ha taing CNTT-TT c¢6 d6 tin cdy
cao, c6 kha nang bao mat an toan.

Trong d6, G2G 1a cp do thuong duoc khoi dong trude tién khi xay
dung mot thi truong chinh phu dién tir. Cip do twong tac nay gitp cho
cac co quan hanh chinh chia sé dir li€u, trao doi cong vi¢c thuan tién
hon, giam thiéu chi phi va thoi gian hoi hop khong can thiét. G2B 1a cap
d6 ky vong nhét ciia bat cir dé an chinh phu dién tir ndo vi nhiéu hoat
dong truc tuyén co thé duge két ndi gitra cong dong DN va chinh phu tir
mirc 46 chuyén nghiép nhu 13 mua sim hang hoéa cong, ddu thau cac du
an chi tiéu céng cho dén nhitng tmg dung don gian nhu dang ky kinh
doanh, cdp phép dau tu, hoi dap phap luat. O cap do tuong tac G2C,
chinh phii s& cung cép cac dich vu cong nhu 1am hodc cap mdi cac gidy
to ca nhan, cac chig chi, dong va hoan thué thu nhdp, ... Ngoai ra, su
phat trién cta thi truong Chinh phu dién tir ciing duoc chia thanh 4 giai
doan 1a: (1) cong bd thong tin, (2) cac hoat dong tuong tac, (3) hoan thién
cac mdi quan hé, va (4) chinh phi thong minh. Thi trudng cta chinh phi
c6 mot sb dic diém nhu sau:

Thi trudng cia chinh phu 14 thi trudng mua doc quyén. Do vay cac
DN mudn ban hang cho chinh phil phai ddi mit v6i nhiing thach thuc tir
dic diém nay cua thi truong. Cac dai dién cua chinh phu cé rat nhiéu quy
dinh yéu cau nha cung cap phai tuan thi1 vé tir cach DN, vé cac cong viée
gidy to, hanh chinh,... Tham gia vao thi truong nay, cac DN phai canh
tranh v6i nhau rat quyét liét dé c6 thé dugc dung trong danh sach nhiing
nha cung ng dugc chip nhan, va sau do tiép tuc canh tranh vé nhiing
yéu cau khac cu thé hon nhu vé thoi gian giao hang, chat luong san
pham, va muc gia cua hang hoa,... Chinh phu s& thong bao vé nhu cau
mua hang cua ho trén website chuyén nganh truéc khi tién hanh hoat
dong dau thau.
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Tai My, mot cudc tranh luin kha gay git da nd ra trong nhirng nim
gan day vé viéc cac dai dién cua chinh pha Hoa Ky c6 nén chap nhan
quang céo trén website chinh phit hay khong. Mot s6 chuyén gia dé xuét
mirc phi cho quang céo trén cac website ndy nén dugc tro cip céac chi phi
ctia chinh phu, mc thué thap hon; cic chuyén gia ciing lo ngai rang s&
lam giam di sy trong sach va tinh dao duc cua chinh phu khi cho phép
cac DN quang cao theo cach nay, va s€ lam xao tron tinh trat ty va
nghiém tic ctia website chinh phi. Cudi ctng thi cac cudc tranh cii cling
di dén mot van dé can quan tdm nhat: Liéu viéc quang céo trén website
ctia chinh phu c6 giéng nhu quang céo tai cac diém dd xe bus hay khong,
liéu c6 nén chi chap nhian mot quang cdo duy nhat cho mot san pham
nhat dinh hay khong? Van dé nay can dugc ban bac nghiém tic boi vi
tham chi ngay ca khi cdc website ctia chinh phu ¢6 sé luong ngudi truy
cap rat dong thi ciing s€ rat kho khin cho viéc canh tranh hoat dong
quang cao so vOi quang cao trén cac website thuwong mai nhu Yahoo!

1.4. Vi tri, ddi twong, ndi dung va phwong phap nghién ciru mén hoc
Marketing thwong mai dién tir

1.4.1. Vj tri va déi twong mén hoc
Vi tri mén hoc

Trong so dd dao tao cua Truong dai hoc Thuong Mai, hoc phén
Marketing TMBDT 1a hoc phan chuyén mén chinh cta cic chuyén nganh
Quan tri thwong mai di¢n tir, Marketing thuong mai va Quan tri kinh doanh
tong hop, dong thoi 1a tai liéu tham khao rat hitu ich cho cic nha quan tri
kinh doanh TMPBT thyc tién. Marketing TMDT 14 hoc phan chuyén nganh
tiép ndi va van dung co tinh tic nghiép so v6i hoc phan “Marketing can
ban” da duge dao tao trude do va duge bd tro truc tiép bai cac hoc phﬁn:
Quan tri chién lugc, Thuong mai dién tir cdn ban, Moéi truong & Chién luoc
TMBPT,... Hoc phan cung cip nhiing kién thirc, k¥ ning, phuong phap va
cac cong cu chuyén mén cho nguoi hoc 1am co so truc tiép gop phan hinh
thanh pham chét nghé nghiép cho cac ctr nhan quan trj TMDT.

Hoc phan Marketing TMBPT c6 ndi dung tac nghiép cu thé, mang
tinh thuc tién chat ché, sinh dong trong nghién ctru, phat trién va ung dung
cac tién bo kinh té - quan tri, khoa hoc - cong nghé ddi vai cac hoat dong
kinh doanh TMBT trén thi trudng khu vuc va thé gidi.
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Doi tuwgng nghién ciru moén hoc

Moén hoc c6 d6i twong nghién ciru 1a cac yéu t6 c6 lién quan dén
qua trinh marketing TMDT ctia DN va céc ndi dung, ngudn luc cta quan
trj qua trinh nay; dong thoi ciing nghién ctru nhitng tic nhan moi trudong
c6 anh hudng va lam diéu kién cho hoach dinh va phat trién ké hoach va
chién lugc marketing TMDT.

1.4.2. Ngi dung va phwong phap nghién ciu
Noi dung mon hoc

Mon hoc Marketing TMBPT duogc chia thanh 9 chuong. 4 chuong
dau tién quan tdim dén nhimg van dé co ban nhét ctia marketing TMDT
va tiép can marketing TMDT ¢ cap d6 marketing chién luogc. Trong dé
chuong 1 nghién ctru tong quan vé marketing TMPT thoéng qua cac khai
niém, sy ra doi, loi ich va cac diéu kién ap dung marketing TMPT cling
nhu ndi dung, d6i tugng va phuong phap nghién ctru mén hoc. Chuong 2
nghién ctru Hanh vi mua ciia khdach hang dién tir qua viéc tim hiéu qua
trinh mua hang trén mang, nguyén nhan khach hang chua tiép can véi
TMDT va hanh vi nguoi mua hang trong B2B va B2C. Chuong 3 - Quan
tri tri thire & théng tin marketing TMPT - nghién ctru vé tim quan trong
ciia nghién ctru marketing TMDT, cac cach tiép cin nghién ctru qua
Internet va nguyén nhan tai sao phai chuyén tir nghién ctru marketing
TMDT sang quan tri tri thirc marketing. Chuong 4 voi tén goi Marketing
chién lwoc va ldp ké hoach marketing TMPT gitp hoc vién biét cach
phan doan thi truong dién tir qua cac ti€u thuc co ban; dinh khach hang
(targeting online customer) va cong dong dién tir muc tiéu, ciing nhu dua
ra cac chién luge dinh vi. Ngoai ra chuong 4 con cung cap cho nguoi doc
nhig kién thirc ctia ndi dung va quy trinh hoach dinh marketing TMDT.

Nim chuong tiép theo cu thé héa cac van dé quan tri marketing
TMDT & cip do marketing chién thuat, bao gdm 4 chwong gan lién véi
vi€c quan tri 4Ps. D6 1a Quan tri chao hang va dinh gia trong TMPT -
chuong 5 va 6; Qudn tri truyén théng marketing TMPT - chuong 7;
Quan tri phdn phoi trong TMPT - chuong 8; va chuong 9 - chuong cubi
cung - tap trung vao kiém tra, danh gia hiéu qua cua chién luoc va cac
chuong trinh marketing TMDT.

52



Phuong phap nghién ciru

M&bi mén hoc déu c6 phuong phap nghién ctru va hoc tip dic trung.
Mon hoc "Marketing thuong mai dién ti" cling c6 nhitng phuong phap
nghién ctru va hoc tap riéng cua n6. Nhu da néu, Marketing TMDT la
mot moén hoc thudc khoa hoc quan tri kinh doanh va quan ly vi mo va
dong thoi 13 mon c¢6 tinh thyc tién rat cao. Nhitng ddc diém d6 chi phdi
rat 16n t6i phuong phap ctia mon hoc. Phuong phap luan co ban ctia mon
hoc la:

- Phuwong phdp tiép cén hé thong, logic va lich sir: Cac hién tugng
va quaé trinh dién ra trong qua trinh kinh doanh bao gid ciing rat phtc tap.
M&di hién tuong dién ra do su tac dong cua nhiéu nhan to mang tinh hé
thong. Trong kinh doanh mdi quan hé logic nhan - qua dién ra mang tinh
chat rat twong dbi. Nhiéu truong hop két qua cua qua trinh trudce lai 1a
nguyén nhan cua qua trinh sau. Do d6 nghién ctru va hoc tap moén hoc doi
hoi phai thiy duoc mbi lién hé hitu co, phai phan tich theo quan diém
bién ching va h¢ théng. Moi hi¢én tuong rap khuén, mady moc va cung
nhic déu khong phu hop v6i phuong phap nghién ciru ciia mon hoc nay.

- Phwong phdp tiép c@n thuc tién cdc vin dé Iy lugn: Cic mon
hoc marketing gi6i thiéu cac 1y thuyét rit gan véi cudc sdng hang ngay
ciia moi ngudi. Trong cudc séng, moi ngudi déu st dung kién thirc
marketing & cac goc do va mic d¢ khac nhau. Do d6, khi nghién ctlru va
hoc tap mon hoc. Piéu can lam la: phan tich, so sanh gitra ly luan va thuc
tién, gitta hién tuong kinh doanh ndy va hién tuong kinh doanh khac, ...
Phén tich va so sanh dé tim ra ban chit cta hién tuong, tinh quy ludt cua
hién tugng va dé tich Ity kinh nghi¢m va ngh¢ thuét cho chinh ban than
minh. Chi ¢6 1am nhu vay méi lam chu dugc ndi dung cua mon hoc.

- Phwong phdp tw duy kinh té méi - phwong phdp coi trong gid tri
va hi¢u qud: Muyc tiéu s6 mot cua kinh doanh 1a lgi nhuén. Loi nhuan chi
phéi qué trinh kinh doanh. Marketing TMBT 14 mén hoc vé kinh doanh
dién tu do d6 phuong phap nghién ctru va hoc tap ciing l1a coi trong gia tri
va hiéu qua. Phuong phép ndy yéu cau ngudi nghién ciru va hoc tap ludn
dit ra nhitng cau hoi lam nhw thé c6 thé cung g gid tri khach hang wu
viét dé bdo dam dwoc loi nhudn téi da cho qud trinh kinh doanh dbi véi
tung chuong, tirng muc cua gido trinh.

53



CHUONG 2
HANH VI MUR CUR KHACH HANG PIEN TU

Muc tiéu chinh ciia chwong ndy la phdt trién nhitng hiéu biét chung
nhdt vé nguoi tiéu ding triee tuyén. Hoc vién sé hiéu tai sao khdach hang
khéng sir dung internet va nghién ciru boi canh trong dé dién ra cdc
hanh vi mua bdn truc tuyén, tinh cdch va cdc nguon tim kiém cia cdc
khdch hang truc tuyén; dong thoi nghién ciru qud trinh trao doi giao dich
triee tuyén lam co s6 cho cdac quyét dinh marketing TMPT.

2.1. Tong quan vé ngudi tiéu dung trong thé ky 21

“Ban ron va nhay cam” - do 1a nhiing my tr ma cac nha quan tri
marketing miéu ta vé& ngudi tiéu dung thé ky 21. Do d6, khong c6 gi khod
hiéu khi nguoi tiéu dung luén tim moi cach dé tdi thiéu hoa thoi gian cho
nhirng cong viéc hang ngay nhung véi loi ich thu dugc 13 cao nhat. Vay,
cai gi c6 thé dép tmg duoc cho tham vong d6 cua ho?

Cau tra 10 chinh 1a Internet! Nhd c6 sy ra doi va phat trién cua
internet, cac dong cong vi¢c cia nhan loai dugc tién hanh nhanh hon,
hiéu qua hon — va tat nhién 1a v6i chi phi thap hon. Diéu d6 1y giai vi
sao tir khi ra doi (nim 1969) cho dén nay, sb lwong nguoi st dung
internet trén thé gidi van tiép tuc ting 1én véi téc dd chong mit. Néu
nhu nim 2001 chi ¢6 530 triéu dan sb thé giéi sir dung Internet thi dén
nam 2008, con s nay da 1a 1,1 ty nguoi, gdp d6i so v6i 7 nam trude d6
(ndm 2001). Tham chi, theo mot nghién ctru méi day ctuia hang Forrester
Research (nim 2008), dén nim 2013 dy tinh s& ¢6 2,2 ty ngudi sir dung
internet, ting 45% so v6i hién nay. Trong do, chi riéng Trung Qudc da
taing thém mdi nam khoang 11% (bang 377 triéu nguoi cho dén nim
2013, chiém 17% va s& la qudc gia c6 sd ngudi s dung Internet 16n
nhat trén thé gidi).

Mot nghién ciru gan day ciia haing AC Nielsen (thang 06/2008) vé
thoi quen st dung internet ctia ngudi tiéu dung tai 40 qudc gia trén toan
thé gidi cho thdy hién ti 1¢ ngudi truy cap Internet cao nhat vao cic muc
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dich sau: doc tin tic 75%, choi game 50%, chat va email 30%, nghién
ctru va hoc tap 20%, ... trong khi mua ban va kiém viéc lam qua mang chi
chiém 7% (téng s6 % cac muc truy cap cong lai 16n hon 100% vi mot
nguoi c6 thé truy cap vao nhiéu muc).

Két qua khao sat ciing cho thdy c6 khoang 10% déan s6 thé gidi (tirc
khoang 627 tri¢u nguoi) thyc hién viéc giao dich va mua ban qua mang
trong do6 co dén 30% mua sach, 20% game hoac DVD, 20% mua vé
(ticket), 20% cho giay dép quan 4o va 18% cho am nhac (CD, ipod), con
lai 1a do dién tir, phan cing may tinh, ... Tuy nhién, diéu khién cho cac
nha quan trj marketing luu y d6 chinh 13 sy tré hoa vé Itra tudi va su
“hoan vi” vé gi6i tinh ngudi tidu dung dién tir (khach hang nam quan tim
dén mua sam tryc tuyén nhidu hon khach hang nit). Va cdu hoi ma cac
nha marketing dat ra trong thoi diém hién tai 1a: phai tién hanh cac nd luc
marketing nhu thé nao danh cho céc d6i twong khach hang nay?

Chuong 2 s& dé cap t6i nhitng con sb thong ké va sau do nghién
ctru 4 van dé quan trong lién quan dén hanh vi mua cta khach hang dién
tir 1a: Vin hoa, x3 hoi, bdi canh cong nghé cho hanh vi tryc tuyén cua
khach hang; cic ngudn va cic tinh cich cuia nhimg khach hang dién tir
ca nhan; qua trinh trao ddi truc tuyén; va két qua cua cac trao ddi truc
tuyén. Sy hiéu biét vé hanh vi khach hang truc tuyén s& gitp cho nhiing
nha quan tri marketing thiét ké ra chuong trinh marketing — mix phu hop
dé tao ra gia tri, qua d6 thu hat va duy tri khach hang.

2.2. Nhirng tac nhan anh hwéng dén hinh thanh va hanh vi mua cia
khach hang dién tir

2.2.1. Tinh hinh swr dung Internet

Trong sudt nhitng nim 80 cua thé ky 20 ty 16 nguoi st dung
Internet van con rt han ché va ty 1é ndy ting chdm nhung 6n dinh cho
dén nam 1994 do sy gia ting ctia nhitng nguoi s dung cac chirc ning
dién tr trén co s¢ van ban (vi dy nhu st dyng thu di¢n tir va churc nang
truyén dr li¢u). Sau do, voi su xuét hién caa World Wide Web va sy mé
rong ctia nhitg nodi dung da phuong tién, sé ngudi sir dung Internet thuc
su bung nd. Trén thyc té, Internet phat trién nhanh hon so véi bat ky
phuong tién truyén thong nao khac trong lich str. Nam 2007, ¢ Viét Nam
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) nguoi truy cdp Internet dat 18,5 tri¢u nguoi, taing 26,3% so vdi nam
2006, chiém 22,0% dan s6. Ty 18 nguoi dung Internet da vuot muc trung
binh cua thé gidi (19,1%). Mot dac diém ndi bat cua thi truong Internet
trong 2 nam 2006-2007 1a sy phat trién manh cac thué bao bang thong
rong (ADSL). Téng s6 thué bao vao cudi nam 2007 dat gan 1,3 triéu, gip
6 1an so v6i thoi diém thang 12/2005.
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Nguén: Trung tam internet Viét Nam (VNNIC) thang 12/2006, www.vnnic.net.vn

Hinh 2.1: Phat trién nguoi siv dung Internet ciia Vigt Nam

qua cdc nam

Nhing nudc phat trién chi chiém 15% déan s trén thé gidi nhung
lai chiém 88% s6 nguoi st dung Internet. Tai nhitng nudc nay, ty 1¢ ting
trudng 1a khoang 40% - 60%. Ngoai ra, xu hudéng hoi tu cong nghé gitra
dich vu vién thong, truyén thong va Internet ciing dang gop phan day

nhanh téc d6 pho cap Internet trong xa hoi. Pay 14 tién dé tot cho viée
phat trién theo chiéu rong cac tng dung TMPT trong twong lai.
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Biang 2.1: Mt s6 chi tiéu Internet ciia Viét Nam so véi khu vue
va thé giéi

56 luong host (mdy | 56 luomg host S8 nguid sir dung S8 nguid sirdung
chi Internet) trén 10°000 ddn | Internet (don vi: 1000) | Internet trén 100 dan
Trung Quéc 162821 125 111.000,0 844
Indonesia 111.630 5o 16.000,0 718
Nhat Ban 16.445.222 1.286,80 64.160,0 5020
Han Quidc 5.433.501 1.130,06 330100 68,35
Malaysia 135.082 5281 11.016,0 4237
Philippines 65.300 70 44000 532
Singapore 502,090 1.202,15 24218 5787
Bl Loan 3.153.004 1.289,65 13.210,0 5801
Thai Lan 3400255 56,56 7.084 2 1103
vist Nam 39 0.05 107110 1272
Chéu A 27.986.795 74,22 36B8.437.8 9,78
Chiau Phi 424,968 4,92 32.753,7 372
Chau My 205.502.481 2.339,10 276.455,5 31,55
Chéau Au 29.055.601 363,23 269.605,2 zn
Chéu Bal Duong 4571312 1.404,66 17.019,5 52,03
Thé gitt 267.541.177 421,63 964.271,7 1517

Ngudn: Thing ké 2005 <t [T Lién dadn Vién théng Quic 1€ cd quan trut: thuse Litn Help Quéc), Mhing s6/in nghisng i s i e tink

Vay con nhitng nguoi chua sit dung Internet thi sao? Trén thé gidi
c6 khoang 5,5 ty ngudi chua duoc tiép can véi Internet. Trong mot dicu
tra 30 nudc khong c6 ngudi nao sir dung Internet, 40% noi rang ho khong
can t6i Internet (Pastore, 2001). O Viét Nam, theo s liéu nam 2007, co
t6i 78,0% dan s6 khong sir dung mang Internet. Mot s6 ngudi ¢ cac nudc
dang phat trién thiy rang khong c6 1y do nao bat budc phai mua mot may
tinh hoac phai truy cap Internet. Nhitng nha quén tri marketing TMDT
phai ¢6 nhimng diéu chinh thich hgp véi thong tin nay. Tir d6 chuyén sy
chu ¥ tir viéc quan sat con sd nguoi tiéu dung truc tuyén qua cac bd dém
trén mang sang viéc nghién ctru ky cang, sau sic hon théng qua tim hiéu
k¥ hon so thich ctia ngudi tiéu dung truc tuyén va ca ngoai tuyén.

Céc van dé vé xa hoi, van hod, cong nghé, phap luat va chinh trj 1a
nguyén nhan chinh giai thich tai sao nguoi tiéu dung khong hoac chua su
dung Internet. Néu khong c¢6 nhitng diéu chinh 16n, mot sé qudc gia co
thé khong ¢ nhing khach hang ca nhan tmg dung internet & muc cao
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trong nhiéu nam t6i. O nhiing thi trudng nay, hoat dong kinh doanh B2B
s& dan dat nhitng ngudi tiéu dung hudng t6i viée sir dung Internet, chir
khong giéng nhu & My, noi ma téc d ting nhanh chong cua thi truong
nguoi tiéu ding cudi ciing méi 12 nguyén nhan cudn hut nhiing nha kinh
doanh tryc tuyén.

Bang 2.2: Nhitng nguyén nhan chinh chwa sir dung internet

Nguyén nhan % Nguyén nhén %
Khéng can thiét 40 | Néi dung khong hay / khéng phu hop 2
S Ko phai 1a lwa chon / quyét dinh khi 2
Khéng c6 may tinh 3| . .
Lam viéc
o Noi dung khéng thé hién bang ngon ngi 1
Khéng thich thu véi Internet 25 | . .
cta khach hang
Khéng biét st dung 16 | Chi phi truy cap/chi phi ISP 1
Chi phi chung chung 12 | Chi phi dién thoai 1
Khéng dd thoi gian dé st dung 8 | Céac phi dich vu 1
Khéng biét cach truy cap 3 | Nguyén nhan khac 4

May tinh hién tai khng thé truy

¢ap web 2 | Khéng chdc chan nguyén nhan

(Nguon: Pastore, 2001)

2.2.2. Nguyén nhdn nhirng tro ngai trong swr dung internet

Céc nhan t6 viin héa - xa hoi:

Tai nhiéu qubc gia nhu Ai Cap va Mexico, ngudi tiéu dung thuong
mudn cam nhan va so thdy hang hoa trudc khi c¢6 quyét dinh mua. Nhiing
nudc nay va cac nudc tuong ty nhu vay khong co truyén thong st dung
thu dat hang, va chi c6 mot s it nguoi dat hang tur catalogs. Tai cac nudc
A Rap va nhiéu nuéc khac, thi truong (theo tiéng A Rép la “bazaar’’) 14
mot noi dién ra cic cudc gip gd mang tinh xa hoi, tao nén nhiéu loi ich
khac va rat khé thay thé. Thém vao dé, nhitng nguoi tiéu dung thuong cd
nhitng mdi quan tdm t&i van dé bao mat va ca nhan hoa.
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Viéc thanh toan ciing 13 mdi quan tim d6i v6i nhiéu nudc, dic biét 1
nhiing nudc ¢6 co sé ha tng xir Iy cho hoat dong cua thé tin dung con yéu.
Hau hét nguoi tiéu ding ¢ nhitng nude nay khong co thé tin dung hodc tai
khoan ngan hang, va nhitng nguoi ban 1¢ tai dia phuong chi chip nhan thanh
toan béng tién mat. Vi dy, tai Mexico, nhiéu nguoi giau co van truc tiép to1
cac ctra hang dé thanh toan bﬁng tién mat cho dich vu dién thoai hodc nhiéu
hoa don khac. D6 13 mot thoi quen kho thay dbi trong cudc song. Pong
thoi, mirc do dao tao vé internet cling 1a mot van dé ddi voi nhiéu qudc gia.
Khi ty 1¢ sir dung may tinh c4 nhan va tdc do truy cap Internet chdm, cac
truong hoc khong thé day sinh vién céach sir dung Internet. Mac du mdt vai
DN & cac qudc gia dang phat trién sir dung Internet trong qua trinh giao dich
(dac biét 1a cac DN hoat dong trong nganh du lich va nhiing nganh khac c6
lién quan dén van dé du lich), TMPT B2C s& van khong phai 14 twong lai
gan dbi voi nhimg khu vyc nay.

Céc nhan t6 cong nghé:

Mot trong nhiing rao can 16n nhat déi voi tng dung Internet 1a toc
dd truy cdp cham ctia may tinh cd nhan tai mot s6 nude (chiém 33%
trong khao sat). Nhitng van dé vé co s¢ ha ting truyén thong tham chi 1a
mot rao can 16n hon. Cac nudc A Rap 1a mot vi dy. Tai day chi co6 49
dién thoai / 1 nghin ngudi so véi con sb trung binh toan cau 1a 133 dién
thoai / 1 nghin nguoi sir dung, va cac két ndi cudc goi dién thoai thuong
khong 6n dinh. Do d6 nhing sy két néi Internet ciing thuong cham va
khong on dinh. Pong thoi, trai ngugc véi nhitng quy tic ciia My, nhiing
DN dién thoai tai nhidu nudc nhu vay thudng thu phi dién thoai theo moi
phut cho nhiing cudc goi trong vung. Viéc thu phi dién thoai nay la mot
trong nhitng cach cac nha cung cép thu cudc truy cdp Internet. Dé giai
quyét nhitng vin dé& nay, mot vai nudc da doi hudng sir dung vé tinh
nhan tao va tng dung cung cap mang khong day cho dich vu Internet va
nhing phuong tién truyén thong khac.

Cic nhan t6 chinh tri - luat phap:

Nhitng van dé khac ciing khién cho tng dung Internet khong thé
phat trién, d6 1a cong tac kiém duyét va cic quy dinh cua chinh phu.
Chinh pha Trung Quéc quan 1y toan bd cic website ma dan chung truy
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cap va kiém soat chit ché céc quan café co st dung Internet. Mot sb dai
dién chinh phu Ai Cép ciing ngan chin cac dudng truyén internet do lo
ngai mat tién thué tir cac giao dich véi nguoi nudc ngoai. Nhimng rao can
khac dbi voi viee xuat khau nhu thué va chi phi cho cac kénh phan phéi
da lam cham su phat trién TMPT & mdt vai nudc.

Bt chap nhiing rao can do, cong dong két ndi Internet toan cau van
ludn 1a van dé déng chu y trong thoi gian toi, mang lai rat nhiéu loi ich
thong qua két ndi nhitng hoat dong kinh doanh da qudc gia, strc hdp dan
cua cac hoat dong kinh doanh di¢n tr B2B va su gia tang nhanh chong
clia nhu cau nguoi tiéu ding, dan dau 1a thé hé tré.

2.3. Qua trinh quyét dinh mua qua Internet ciia khach hang

Muc nay thao luan vé mot sb trong nhiéu yéu t6 cu thanh nén hanh
vi mua cta khach hang, xoay quanh qua trinh trao d6i ma chung ta c6 thé
thdy tAm quan trong rat 16n trong viéc giai thich hanh vi ciia nguoi mua
qua Internet. Luu ¥ rang nhiéu nhan t6 dong luc co ban khac c6 thé anh
hudng t6i ngudi tiéu dung. Hinh 2.2 tém tét lai qué trinh trao ddi co ban
qua Internet. Cac ca nhan mang trong minh tinh cach riéng va c6 nhirng
ngudn gbc ca nhan trong qua trinh tim kiém két qua dic biét tir viée trao
d6i. Tat ca nhimg van dé nay déu dién ra trong bdi canh xa hoi, van hoa
va cong nghe.

B6i canh Vin hoa, xa hi va cong nghé

Két qua

Ca nhan _ - Quan hé
, , Trao doi qua iRt
- Tinh cac‘h internet GIaAI tri .
-Céac ngu@n - Thong tin
- Cac giao dich

(Nguon: J. Strauss, A. El-Ansary)

Hinh 2.2: M hinh hanh vi trao doi truc tuyén
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2.3.1. Anh hwéng ciia cdc nhén té méi trwong dén hanh vi mua
hang truc tuyén

Céc nhan tb thudc moi truong cong nghé, van hoa va xa hoi co6 anh
hudng rat 16n t6i hanh vi mua cua khach hang dién tir. Phan nay sé& di sau
vao nghién ciru tim anh hudng cua cac nhan t6 moi truong toi cic nha
quén tri marketing TMDT; nhing phan tiép theo s& xem xét méi trudng;
b6i canh ciia nguoi tiéu ding va xem xét xem ching c6 anh hudng nhur
thé nao t6i hanh vi mua cta khach hang dién tu.

2.3.1.1. Sy anh hweong cia cdc nhan t6 céng nghé

Internet ngay nay khong con chi 1a mot phuong tién truyén thong
mdi la ma da tro thanh mot kénh thong tin vé cung hiru ich tai My va &
hau hét cic qudc gia phat trién. Lién quan t6i viéc nghién ctru hanh vi
mua cta khach hang dién tir, nhitng nha quan tri marketing can phai quan
tam toi toc do két ndi Internet tai nha va da dang hoa cac phuong tién
gitip cho viéc nhan thong tin sé nhanh hon nhu ngoai may tinh két ndi
Internet, khach hang c6 thé str dung thong qua dién thoai di dong.

Tai My hién nay c6 khoang 20% ngudi dan két ndi véi Internet
bang thong rong va mdi khach hang nay lai ¢6 hanh vi mua hang truc
tuyén khac véi nhitng ngudi mua hang théng qua cac phuong tién két ndi
Internet bang thong hep hay cac loai modem 56k & may tinh cua ho.
Nhitng nguoi st dung Internet bang thong rong thuong thich choi games
da phuong tién, nghe nhac, va tham gia vao céc tro giai tri hon vi téc do
download nhanh hon. O mdt khia canh khac, nhimg nguoi két ndi
Internet théng qua cac phuong tién cam tay nhu Palm hay phuong tién
trg giup sd ca nhan Handspring (PDAs) thi lai ¢6 xu hudng truy cap vao
cac dich vu tin tirc, thoi tiét, cac dich vu chitng khoan hodc mot sb dich
vu dir liéu khac vai dac thu 1a nhitng trang web nay c¢6 it hinh hoa, dd thi
gitip toc 46 download khong bi anh huong qua nhidu. Mot vi du dién
hinh cho van dé nay 1a & Truong Cao dang kinh doanh thudc truong Dai
hoc Nevada, Reno di nhan thdy riang sinh vién trong trudng cia ho
thudng truy cdp vao cic website & nha voi téc do modem kha cham voi
hé thong hoat dong lac hau; va két qua 13 nha trudng di thiét ké ra nhiing
webpage voi téc do download nhanh hon va vi vy sinh vién c6 thé truy
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cap duoc thong qua trinh duy¢t cua Netscape va IE. Nhitng trang web
nhu vdy don gian va duoc sinh vién tng hd nhiéu hon 13 nhiing trang
web nhin bén ngoai hio nhoang va nhiéu hinh hoa bat mat vi nhing trang
web hao nhoang d6 du dep nhung sinh vién khong thé truy cap dugc khi
ho ¢ nha.

Nhing nha quan tri marketing phai nhé ring may tinh chi 1a mot
trong rat nhiéu cac phuong tién khac nhau gitp cho ngudi sir dung trong
viéc st dung cac thong tin sd hoa. Chia khoa cho van dé nay chinh 1a
viéc can phai biét duoc khach hang ctia minh dang sir dung phuong tién
nao dé truy cap va ho st dung chung cho muc dich gi, tir nhimg muc dich
nhu dé lién lac, truyén thong dén nhimg muc dich nhu mua hang va céc
dich vu trg gitp cho viéc mua hang. Cac DN co6 thé giri dir liéu dén
khach hang théng qua nhiéu phuong tién khac nhau nhu may tinh, may
nhan tin dién t, may fax, iTV ( cac dich vu tivi twong tac — interactive
TV), voice mail, cac PDA cAm tay, dién thoai di dong, ... Vi dy, khi
nguoi sir dung bay gio co thé tra ctru gia c¢6 phiéu, thong tin vé dich vu
chuyén phat nhanh cta Fedex, su thay dbi trong lich trinh may bay, cac
thong tin vé du bao thoi tiét, ... thong qua cac phuong tién PalmPilot
ngay trong khi ho dang ngdi trén taxi trén duong di gip khach hang hay
ra san bay. Cac phuong tién khong day (wireless) ngay cang thé hién vai
trod quan trong cua nd dac biét 1a tai nhirng quéc gia co hé théng co so ha
tang dién thoai nghéo nan va cac rao can khac vi phuong tién khong day
gitip cho viéc truy cip Internet tré nén d& dang hon bao gio hét.

2.3.1.2. Anh hwéng ciia cdc nhén to vin hod - xi hji

Thoi dai ma nhimg nha marketing yéu cau khach hang ciia minh
phai cho doi téi 30 gidy dé mot giao dich thuong mai qua ti vi dugc thuc
hién dang dan di vao di vang. Ngay nay, cac trang web gilip cho nhiing
khach hang du 13 c4 nhan hay t6 chtrc déu c6 thé ty minh thuc hién cac
cong viéc nhu tra ciru thong tin vé san pham, vé cira hang vé bat ctr loai
san phim nao ho mudn biét va & bat cir cira hang nao lam cho ho hai
long. Bédi vay, loi thé cta Internet chinh 1a & viéc tao ra sy luan chuyén
cho khach hang, nhu di d¢ cap trong chuwong 1. Vi du, khach hang néu c6
nhu cau mua 6 t6, ho c6 thé toi nhirng ctra hang dai 1y ban 6 t6 truyén
théng voi nhitng trang thong tin da duogc in sin ghi & dic diém, tinh
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nang va muc gia cua tung nhan hi¢u. Hon nira, nhiing xu huéng dudi day
cling anh hudng rat 16n toi cac giao dich dién tu, cu the 1a:

- Qua4 tai thong tin: Anh hudng rat nhidu téi khach hang. N6 da
tao nén mot "nén kinh té tap trung chu y" - mot nén kinh t& ma & dé
luong thong tin quéa nhiéu trong khi nhu ciu vé thong tin 13 giéi han boi
kha néng chira dung thong tin ciia con nguoi cd han. Internet da lam cho
van dé ndy cang trd nén nghiém trong hon vi d6 1a mét trong nhiing
nguyén nhan giai thich tai sao khach hang ngay cang khé chdp nhan hon
v6i cac loai thu spam.

- Thu hep c4 nhan: dugc hiéu 1 hién twong ma hién nay ngudi
tiéu dung c6 xu hudng & nha nhidu hon (Hanson 2001). N6 duoc dinh
nghia nhu 13 viéc nguoi tiéu ding & nha gibng nhu 1a xay dung nén
nhitng thanh tri kién c¢6 dé bao vé khoi viéc bi tdn cong. Trong trudng
hop niy, nhitng khach hang nay 13 nhimg ngudi mudn duge gan giii hon
v6i gia dinh clia minh, ho mua céc san pham phuc vu cho nhiing nhu cau
trong gia dinh va thuong gitr lién lac thong qua email hodc dién thoai.

- Véan dé bio mit va thong tin ca nhan 1a mot trong nhitng van dé
quan tim hang ddu. Mang Internet voi hon 53 triéu ngudi st dung- va
thudng xuyén chiu anh hudng cua virus cling nhu tinh trang gian 1an, Itra
dao qua Internet 1a nhitng vin dé ma nguoi sir dung ludén ludén quan tim
va lo léng. Tham chi 1a viéc st dung chir ky sb dé nhan hang tir dich vu
g6i hang ctia My ciing yéu cau khach hang phai cung cap cho cong ty d6
mot ban sao vé co so dit liéu cua khach hang d6. Chinh vi vay, khach
hang thudng khong yén tdm 1am vé viéc nhimng thong tin ¢4 nhan caa ho
¢6 dugc cac DN giit bi mat hay khong. Va ho thuong rat mudn st dung
nhiing tmg dung ma Internet mang lai nhung ho lai rat lau c4, khon khéo
trong viéc cung cap thong tin cho nhing nha cung cap dich vu, diéu d6
lam cho qua trinh thu thdp thong tin va xay dung co s¢ dir liéu qua
Internet tré nén rat kho khan vi tinh xac thuc cia no.

- Bién gi6i giira nha & va co quan gin nhu dang dan bi pha bé.
Rét nhiéu nguoi st dung Internet tai My da truy cdp vao mang ngay ca
khi ho dang & co quan 1dn & nha. Cac béo céo di chi ra rang c6 t6i 14%
nguoi st dung danh thoi gian lam viéc tai nha nhiéu hon vi ho si st dung
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Internet (hdy xem & trang www.pewlnternet.com). Con comScore
MediaMetrix d4 nhan thdy rang ngdy cang nhiéu céng nhan & My ding
ky céc tour du lich, mua hang va 1am nhiéu cong viéc ca nhan khac qua
Internet ngay ca khi ho dang lam viéc. Chi can & nha con ngudi ciing ¢
thé thudng thirc huong vi ctia cude séng, co thé lam viéc va rit nhidu
nhimg diéu khac nita; xu hudng ndy dang ngay cang gia ting trong cong
ddng Hoa Ky - ngay cang nhiéu ngudi séng va lam viéc ¢ nhitng thanh
phé khéc nhau voi khoang cach rat xa, va ho duong nhu chi lam viéc qua
Internet, rat hiém khi ho t6i cong ty dé lam viéc truc tiép.

- Tinh ning thuin tién & moi lic, moi noi. Day la mot trong nhiing
uu diém quan trong ddc biét thich hop v6i nhitng con nguoi ban ron. Mot
cudc nghién ciru méi day da chi ra ring c6 toi 72% nguoi tidu ding & My
xép loai cho tiéu chi vé tinh tién loi ma Internet mang lai 1a nhan tb quan
trong nhat anh huong toi viéc khach hang ra quyét dinh s& mua hang ¢ cira
hang nao (E-commerce Numbers, 2001). Véi Internet, ho ¢6 thé mua hang
va tra tién vao bét cir lic nao ho mudn bét ké 1a ngay hay dém, & bat cir
noi dau, va c6 thé nhan hang & bét ctr noi nao ma ho théy thuan tién nhat
cho minh cht khong phai 13 & noi nao thun tién cho DN ban san phdm
hay cho nhiing DN thuc hién dich vu giao nhan hang hoa.

- Han ché vé mit thoi gian: Dit ra yéu cau cac DN can phai bang
moi cach day nhanh qua trinh giao hang t&i mirc 10n nhit c6 thé. Khach
hang thuong mudn tim kiém nhitng thong tin c¢6 lién quan vé san pham
nhanh nhét c6 thé, va khi dd mua hang, ho mong muén nhan duoc hang
cang som cang tot. Khach hang thuong khong mudn mat qué nhiéu thoi
gian cho viéc phai danh mat ma khi mudn truy cap vao mot website nhét
dinh hodc phai mét thoi gian cho vi¢c phai xac nhan lai thong tin cho mot
website ndo d6 néu khach hang muén viéng thim. Van dé han ché vé mat
thoi gian cling tré thanh mot rao can cho viéc phat trién thuong mai di¢n
tir vi khach hang thudng c6 xu huéng san sang dua ra nhimg phan tmg
tiéu cuc néu nhiing giao dich cua ho khong duogc thyc hi€én mot cach
nhanh chong va sudn sé.

- Kha ning dap vng ky vong ciia cAu: Internet da tao ra mot san
choi canh tranh giita cac DN trong viéc 16i kéo khach hang vé véi DN
ctia minh, va chinh khach hang ciing biét diéu d6. RS rang néu mot DN
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v6i cac dich vu chim soc khach hang toi, cu thé nhu thoi gian tra 10i
email cuia DN d6 kéo dai, hay mat qua nhiéu thoi gian dé khach hang c6
thé download trang web ciia DN ciing 1a mot trong nhitng 1y do khién
cho khach hang roi bo DN sang mua hang ciia d6i thu canh tranh. Hién
nhién 13 khach hang khong bao gid muén phi thoi gian ctia minh vao
nhirg DN v6 trach nhiém nhu vay. Va ho ciing biét cach lam thé nao dé
ké 1& vé nhimg kho chiu ciia minh véi DN d6. Ho c6 thé dua nhitng 10i
phan nan lén trang web opinions.com va guri email cho moi ngudi trong
danh sach email cia minh vé& DN do.

- Ché @b tw phuc vu dang ngay cang duoc khach hang yéu ciu
nhiéu hon. Ngay nay khach hang muén ty minh truy cap, tim kiém thong
tin, thyc hién viéc mua hang, tim kiém cac dich vu gui hang, kiém tra tai
khoan, va thuc hién don dat hang vao bat ctr lac nao - 24/7. Ngoai ra, ho
cling mudn 1am tat ca nhitng cong viéc ndy qua email, qua website, hay
qua dién thoai, PDA, hay may fax - va ho ciing mudn tit ca nhiing
phuong thirc nay déu dam bao cung cip nhimg ndi dung thong tin gidng
y hét nhau. Pay 1a mot nghich 1y vo clng thu vi: Bat cir khi ndo mudn
ngudi tiéu dung 6 thé ty 1am tit ca moi tht tir tim kiém thong tin dén
mua hang, chon nha van chuyén nhung & mdi lan mua khac nhau ngudi
tiéu dung ciing c6 thé bi DN “l4i” theo nhitng hudng khac nhau.

- Nhirng khach hang khon khéo, sanh di€u 1a nhitng khach hang
biét ré“lng ho dang trong vong kiém soat va ho co rat nhiéu sy lwa chon
khac nhau. Vi du, khi ho bi dm, ho thuong 1én mang va tim kiém nhiing
thong tin noi vé can bénh cua ho, tir d6 ho gitup cho bac si cua minh dua
ra duge cac quyét dinh diéu tri hop 1y.

- Tinh c4 nhéan ho4. Piy 1a mot van dé dang ngay cang dugc quan
tam. Khach hang muén cac DN phai nhéd dugc ho 1a ai, hg c6 nhiing dac
diém tinh cach gi. Piu nay giup tiét kiém thoi gian va tranh viéc khach
hang phai khai bao 1ap lai thong tin.

- Tinh dé dang trong cac giao dich, dic biét 1a khi né gitp lam
giam di nhiing khé khan, phtc tap cia cong nghé. Khach hang thuong
khong mudn bi bit budc phai nghién ctru nhitng phan mém phc tap hay
nhitng chi dan thudc vé cong nghé rac rdi khi ma ho mudn thuc hién viéc
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dat hang & mdt trang web nao do hay thuc hién hoat dong thanh toéan truc
tuyén. Khach hang thuong c6 xu hudng thich nhitng chiéc may tinh “lich
su” - c6 nghia la khi c6 mot 16i ndo d6 trong qué trinh giao dich man
hinh may tinh s& hién ra mot thong diép bao 16i hoic khi thuc hién xong
mot quy trinh giao dich man hinh may tinh s& hi¢n ra dong chit “cam on”
véi mot 4m thanh dé chiu. Nhitng thong tin ctia Microsoft dd 1am ban
kho chiu bao nhiéu 1an rdi khi n6 di 1am gian doan quy trinh giao dich
cua ban va man hinh may tinh déi Iuc lai hién 1én dong chir nhéc nhé ban
phai tit may tinh theo dting quy trinh trong nhiing lan tiép theo?

- Mua hang da kénh dang ngay cang tr¢ nén thong dung. 80% nguoi
st dung noi rang ho ton it thoi gian hon khi mua sam qua Internet so véi
viéc mua sim tai cdc gian hang truyén théng. Thinh thoang khach hang
cling t6i thdm cac cira hang truyén théng dé dugc tin mét nhin thdy san
phém va sau do ho s€ thuc hién viéc mua hang truc tuyén hodc mua hang
qua catalog; nhitng 1an sau d6 ho c6 thé lam nguoc lai, ho tim kiém céc san
phiam qua Internet va sau d6 mua hang tai céc ctra hang truyén thong.

2.3.2. Anh hwéng ciia tinh cdch, dic diém, nguon luc cd nhén téi
hanh vi mua cia khdach hang dién twr

2.3.2.1. Anh hwéng ciia tinh cdch va dic diém cd nhan dén hanh
vi mua cva khdach hang dién tir

M&i nguoi str dung Internet lai an chira trong minh nhimng dic diém
tinh cach mua hang khac dac thu véi nhitng nguoi sir dung khac. Sy khac
biét dau tién 1a ¢ thai do tich cuc dbi vi méi truong cong nghé. Nhiing
nguoi st dung internet c6 thuc hi¢n hoat dong mua hang di¢n tr thuong
¢6 xu huéng mudn nim bat nhitng thanh tyu khoa hoc céng nghé mai
gitip cho cudc séng clia ho trd nén don gian va dé dang hon. Su khac biét
thr hai chinh 1a & cac ky nang hay nhitng kinh nghiém mua hang truc
tuyén dong mot vai trd quan trong trong quy trinh giao dich dién tir.
Nhiing khach hang c6 tham nién mua hang trén 3 nam thudng cé xu
huong thong thao va nhanh nhen hon nhirng khach hang mdi trong viéc
tim kiém thong tin va san phim do vy ty 1¢ s6 lan mua hang khong
thanh cong it hon han so v4i nhitng khach hang méi (s6 1an mua hang
khong thanh cong chi bang 1/3 trong tong sé ngudi st dung). Su khac
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biét thir ba 1a vé gidi tinh, gi6i tinh cling anh hudng téi cach thic st
dung va tng dung coéng nghé vao mua hang truc tuyén: phéi nit c6 xu
huéng thich mua hang qua catalog va cac cira hang truyén thong, con
phai nam thi lai thién vé xu huéng mua hang qua internet nhiéu hon
(Theo Alreck va Settle 2002).

Mot dic diém mua hang vo cing quan trong nita ma nhitng nha
quan tri marketing TMDT can phai cha trong 13 dic diém vé ngon ngi.
Mic du chi co 1% s6 nguoi sir dung trén toan cu than phién rang ho
khong thé thuc hién duoc cac giao dich truc tuyén vi trén mang khong st
dung ngdn ngit ddc thu cua timg dia phuong nhung nhiéu chuyén gia van
cho rang hoat dong mua hang dién tir s& hiéu qua hon néu nhu cac ndi
dung dugc truyén tai bang ngdn ngit phii hop voi timg dia phuong khac
nhau & timg ving mién ciia timg qudc gia (Bang 2.2). Hién nay 42% s6
trang web trén toan thé gidi van chi sir dung ngodn ngi 1a tiéng Anh. Mit
khac, & My, gan 8 triéu ngudi dan Tdy Ban Nha va B6 Pao Nha van
thudng xuyén chi truy cdp vao cic website sir dung tiéng Tay Ban Nha
ma thoi.

Tiép dén, hai nha nghién ctru Wolfinbarger va Gilly (2001) nhan
thdy rang : nhitng ngudi mua hang truc tuyén cé xu huéng mua hang chu
trong dén muc dich cua minh (mua hdng dinh hwéng muc tiéu) hon 1a
chu trong dén kinh nghiém mua hang (mua hdng dinh hwéng kinh
nghiém). Hanh vi mua hang dinh huéng muc tiéu thuong duoc thé hién
thong qua viéc khach hang viéng thim mot trang web nhat dinh véi muc
dich mua sim da duoc hinh thanh sin trong dau. Hanh vi mua hang dinh
hudng muc tiéu con duge thé hién thong qua viéc khach hang tim kiém
nhing noi c¢6 thé ban san pham ma ho c6 nhu cau véi muc gia thip nhat.
Con hanh vi mua hang dinh huéng theo kinh nghiém lai cha yéu nham
muc dich mang lai cho khich hang niém vui trong viéc luét web, xem
xét, nghién ctru san pham hodc tim ra nhitng san pham méi chir khach
hang luc nay khong c6 chu dich mua san phdm nhat dinh nao. Nhitng
khach hang mua hang dinh huéng muc tiéu rat thich phwong thirc mua
sim qua mang vi v6i phuong thirc nay ho khong phai mat thoi gian vao
viéc phai thuong luong hay tiép xtc v6i nhan vién ban hang hay bat ky ai
trong méi truong tryc tuyén, va ho danh gia cao vé nhitng tinh ning vuot
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troi cua mua hang truc myén nhu: kha ndng lga chon san phém cao, tinh
thudn tién va sy sin c6 ciia thong tin. Con d6i véi nhitg khach hang mua
hang theo dinh hudng kinh nghiém thi phuong cach mua hang kha quan
v6i tap khach hang nay 14 ho s& thuong mua hang & cac cira hang truyén
thdng hon 12 mua hang truc tuyén.

Tuong tu nhu vy, hing nghién ctru Forest Research d nhan thiy
rang c¢6 téi 70% khach mua hang truc tuyén quan tdm dén mot trong hai
dic diém dién hinh sau: hodc 1a mua hang dua trén uu diém thuén tién
ctia phuong thire nay hodc 1a dya vao uvu thé vé gia (Theo Whelan, 2001).
36% trong tong s6 nhitng nguoi mua hang truc tuyén c6 mirc do nhay
cam voi gia cao, do vdy ho sin sang mua hang tai bat ky mot gian hang
tryc tuyén nao néu nhu gian hang d6 ban hang véi mic gia thap. 36%
khach hang tiép theo khong qué quan tdm t6i mirc gia ban cua san pham
1a bao nhiéu va ho ciing rat han ché viéc thay di cira hang. Vi nhitng
tap khach hang nay, tinh thun tién va su tin cay 1a diéu quan trong nhat,
ho sin sang tra thém tién dé c6 duoc nhitng diéu nay.

Sau cung, McKinsey di két luan rang: thu nhép tir hoat dong mua
hang truc tuyén nhiéu hay it phu thudc vao chu ky cudc séng cia timng
gia dinh (Mazur 2001). Vi du, nhitng ba me c¢6 con nhd thuong co so
thich khac nhau va c6 xu huéng mua hang truc tuyén nhiéu hon 1a nhitng
ba me ¢ con cai di & tudi vi thanh nién. Va chinh chu ky cudc séng cua
timg gia dinh c6 anh hudng rit quan trong t6i cac hinh mau mua hang
tryc tuyén hay ngoai tuyén, va né ciing gitip cho nhitng nha phan tich thi
truong dién tir dwa vao d6 dé thiét ké ra nhiing website va cung cip
nhitng san phdm phu hop nhat véi nhom khach hang c¢6 dic diém nhan
khau hoc phu hop.

Sau day xin gidi thiéu mot sd tinh cach ndi bat ctia nguoi tidu dung
tré & Viét Nam. Nhitng tinh cach chung:

- 'Y thirc sdu sac vé ban than (luon biét rat rd minh thich gi va ghét gi).

- Nhan thirc manh mé vé céi ding va cai sai.

- C6 thai do 10 rang ve ton gido, dao dlrc va cac gia tri quan trong khac.

- Viéc dugc chap nhan vao mdt nhom nao do 1a hét stc quan trong.

68



- Kha ning lam nhiéu viéc trong mot khoang thdi gian nhét dinh.
- Sang tao bung nd.

- Khong thich sy phan chia cap bic, giai tang.

- C6 tinh than phan bién, tranh luan cao.

- Nhiét tinh, biét chia sé, quan tam.

- Ludn ludn dit cau hoi nghi van.

- R4t mudn duge ton trong dung muc.

- Thich lam trung tam v try.

- Luét ban phim siéu thanh thao.

- Luén luén mudn dugce ling nghe va thu hiéu.

- Rt thich cam gic s hitu quyén luc

Nhing tich cach boc phat:

- Luédn 1én tiéng khi c¢6 nhu cau (la to hodc t6 ra hét sirc gian dir).
- T ra minh rat 14 quan trong va c6 thai do ta day “biét tudt”.

- Rat lo lang néu khong dugc chap nhan trong bat ki nhém nao.
- Khao khat cam giac tu do.

- Rét quan tdm dén ngoai hinh.

- Nhay cam cuc ky véi cac van dé gidi tinh

Nhu ciu thiét yéu nhat:

- Puoc ban bé chao don.

- Pugc nguoi 16n coi trong.

- Sy huéng dan dung myc cia ngudi 16n.

- Su tur do thé hién ban than

(Nguon: Tap chi Marketing - sé 54 - thang 5/2009)

Ngoai ra, nhitng dic diém khac ciia ca nhan nhur gi6i tinh, tudi, cac
giai doan cua chu ky séng, nghé nghiép, trinh d6 hoc van, ... ciing s& anh
hudng t6i hanh vi cia khich hang dién tir. That vay, ching ta thiy véi
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ddc thu ciia mua sim truc tuyén la str dung cac thiét bi dién tr co két ndi
internet nén dbi thuong khach hang 1a nam gidi c6 thai do tich cuc véi
cach mua sim hién dai nay hon nir gidi. Dic biét, nhidu nghién ctru ciing
chi ra ring, nhitng ngudi tré tudi thudng co thai do tich cuc hon véi cong
nghé va huong mg cach thirc mua sam hién dai hon nhiing nguoi gia.
Ngoai ra cac giai doan ciia chu ky song, nghé nghiép, trinh d6 hoc vén, ...
cling 14 nhitng yéu t6 c¢6 anh hudng t6i nhan thic va quan diém cua
khach hang dién tir tir 46 dinh hinh ra hanh vi mua sim cua ho. Dé nang
cao hiéu qua tiép can, cac nha quan tri marketing c6 thé phan loai cac
nhom hanh vi khac nhau dya trén nhitng dac diém khac biét cua ca nhan
khach hang va tir d6 xay dung cac phuong phap marketing phu hop cho
moi nhém doé.

2.3.2.2. Anh hwéng ciia cdc nhén t6 nguon téi hanh vi mua ciia
khdach hang dién tw

Gia tri ma khach hang nhan dugc tinh béng loi ich ma khach hang
thu duoc trir di chi phi. Nhiing chi phi nay chinh 13 nhiing nhén t6 nguon
cua khéach hang anh huéng td1 hanh vi mua ctia khach hang dién tir nhu:
chi phi vé tién bac, thoi gian, cong strc va nhitng nhan t thudc vé tam ly
khéch hang.

- Chi phi vé tién bac : Mot diéu hién nhién 13 dé c6 thé thuc hién
dugc hoat dong mua hang truc tuyén, khach hang can phai c6 du thu
nhap can thiét tdi thiéu dé c6 thé thuc hién duoc céc giao dich khi ho
mudn mua san phém hang hoé hodc dich vu nao d6 qua mang. Va diéu
kién can dé thuc hién duoc diéu d6 1a khach hang phai c6 it nhit 1a mot
chiéc may tinh c6 két ndi ISP dé dam bao hd trg truy cap Internet. Tuy
nhién diéu d3 tao nén su khac biét trong cac giao dich qua Internet do 1a
viéc thanh toan khi mua hang, khach hang s& khong thé tra tién truc tiép
bang tién mat hay bang viéc viét séc gidy thanh toan cho cac giao dich
tryc tuyén ndy. Thay vao d6, khach hang c6 thé thanh toan bang thé tin
dung, bang thé ghi no, séc dién tir hay bang cac loai thé théng minh. Hau
hét cac khach hang ¢ cac qudc gia phét trién thuong sir dung thé tin dung
cho viéc thanh toan tryc tuyén. Tuy nhién, khong phai ai cling mudn st
dung thé tin dung. Va day 1a mot van dé 16n giy dau dau cho nhimng nha
phan tich thi truong dién tr khi ma tap khach hang muc ti€u cua ho 1a
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gidi tré ¢ tudi thanh thiéu nién hodc 13 nhitng khach hang & cac quéc gia
c6 ti 16 str dung thé tin dung thap. Khach hang c6 tai khoan & ngan hang
thi c6 thé sir dung thé ghi no hay tra tién qua séc dién tir. Séc dién tir lam
viéc theo nguyén tic sau : Ngudi tiéu dung tao 1ap mot tai khoan va uy
quyén cho bén thir ba (vi du PayPal) thyc hién hoat dong thanh todn & tai
khoan d6 theo yéu cau mdi khi khach hang mua hang. Con thé thong
minh 14 loai thé dang ngay cang trd nén thong dung va phd bién ¢ Anh.
Thé thong minh con duoc biét dén véi tén goi 1a Splash Plastic, thé thong
minh duoc gin mot con chip dién tir dwge ma hoa dé bao quan ngan quy
hién c6 cua khach hang.

- Chi phi vé thoi gian: Nhu d3 dé cap ¢ phan trude, sy han ché vé
thoi gian 1a mot van dé rat dang quan tim d6i v6i khach hang hién nay,
chinh vi vay, khach hang luén muébn nhan dugc nhiing lgi ich tuong
xtng vo6i thoi gian ma ho phai bo ra dé thuc hién hoat dong mua hang
tryc tuyén. Bang 2.2 cho thdy ring, trén toan thé gidi, trung binh mdi
ngudi trong mot thang truy cap Internet khoang 10h trong khoang 18 1an,
mdi 14n truy cdp khoang 32 phut, va thoi gian truy cap vao mdi webpage
trung binh chua ddy 1 phat. Vi thoi gian truy cdp nhu vdy ngudi sir
dung c6 thé 1am duogc gi? Piéu quan trong 13 cac DN can phai xay dung
website dam bao thoi gian truy cdp nhanh nhat, duoc thiét ké phu hop
nhat dé nguoi sir dung c6 thé nhanh chong tim kiém duogc thong tin nao
ma ho can. Ngdy nay cac cong cu tim kiém c6 thé gitip ngudi sir dung
nhanh chdng tim ra bét ky thong tin nao ho can.

Bang 2.3 : Phan bo thoi gian sir dung Internet trén thé giéi

Chisé S6 lwong

Sb lwong chi dé thong tin truy cap trong 1 thang 18
S6 lwgng website chd viéng tham 48
S trang web viéng tham/1 chi dé 43
Thoi gian danh cho hién dién trén mang/1thang 9:50
Thoi gian danh cho méi cha dé 0:32
Thoi gian viéng thdm méi website 0:00 :44

(Nguon : www.Nielsen/NetRating- 2002)
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Nguén lyc vé thoi gian 13 mot trong nhitng cha dé& duoc quan tim
vi viéc thu hut dugc sy chu y cia khach hang vao hoat dong mua hang
truc tuyén 1a diéu vo cung quan trong. Gid day trang web dugc so sanh
v6i cac phuong tién truyén théng khac - mic du ciing c¢6 nhimng diém
khac biét nhat dinh. Cac nha nghién ctru tin ring nguoi tiéu ding ngay
nay danh nhiéu thoi gian hon vao viéc xem xét cac ndi dung trén trang
web so voi trén cac phuong tién truyén thong khac. RS rang, khi ngdi
trude ti vi, ngudi xem sé dé dang bi mét tap trung hon boi nhitng ngudi
xung quanh va cac hoat dong xung quanh. Ngudi tiéu dung quan tam
nhiéu hon t6i cac phuong tién truyén thong in 4n nhung d6i khi ho ciing
chi xem ludt qua thong tin tir cac phuong ti€n nay ma thoi. Hoffman va
Novak ¢ truong dai hoc Vanderbilt da img dung khai ni¢m dong chdy
"flow" tir yéu to tdm 1y dén hanh vi truy cdp web cta khach hang. Ho
dinh nghia dong chay nay nhu sau: Dong chdy chi nhitng gi dién ra trong
suot qua trinh dinh vi trén mang ma no: (1) dwoc ddac tinh hoa boi mot
chudi cdc hoat déng hoi ddp twong tc lién tuc qua mdy mée; (2) duwoc
thich thu thuc sw; (3) dwoc di kem voi trang thai mat ¥ thiec ban than ;
va (4) tang cuong ban than.

Theo nhu dinh nghia nay, khach hang khi truy cap vao mang Internet
thi ho hoan toan tap trung vao hoat dong trén mang va khong dé gi bi sao
lang. Du khach hang mua hang theo dinh hudéng muc ti€u hay dinh huéng
kinh nghiém thi ho déu rat tap trung vao cong viéc cia minh. Béi vay, chi
can nhttng nha thi truong dién tir thanh cong trong viéc thu hut dugc mot
phan « con mét» ctia khach hang vao website ciing dong nghia véi viéc ho
c6 thé tao ra mot 4n tuong rat 16n vé mot trang web thl vi va hép dan. Tuy
nhién, c6 nhitng trang web 1a thl vi v6i phan doan thi truong nay nhung
v61 phan doan thi truong khac lai binh thuong, chinh vi vy nhiitng nha
quan tri marketing can phai c6 gang lam giam tinh tiéu chuén hoa cua cac
thong diép thuong mai trén cac kénh truyén thong truyén thong.

- Chi phi vé cong sirc bé ra trong qua trinh mua hang dién tir
va tAim 1y mua sim ciia khach hang dién tir

Nhirng chi phi nay d6i khi chi la nhitng van dé vé viéc khach hang
phai mat cong bat may tinh, truy cip vao mang Internet, va kiém tra thu
dién tir. D6i khi nhitng chi phi nay con bao gém viéc ngudi sir dung phai
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soan cac tin nhin ngan (SMS) qua dién thoai di dong hodc cac phuong
tién cam tay khac. Pén nay tit ca ngudi sir dung déu co thé va thudng
xuyén soan tin nhén trén dién thoai, bAm sd dién thoai, va gui tin nhén.
Nhirng tin nhin giri dén lai dugc thong béo bang chudng dién thoai.

Nguoi tiéu dung hién nay ciing rat quan tdm t6i cac van dé vé tam
1y khi ma ho gdp khé khin trong viée truy cap website nhét 1a khi gap cac
van dé vé cong nghé. C6 téi 44% trong tong sb nhimng ngudi mua hang
tryc tuyén mua hang 1an dau tién va khong nghi 1a s& tiép tuc mua hang
tryc tuyén nita do ho gip phai nhirg van dé vé cong nghé va mot sb cac
van dé nghiém trong khac anh hudng toi viéc mua hang ciia minh.
Nhitng van dé vé cong nghé chu yéu duoc thé hién trong bang 2.3. Va
mdt thong tin c6 thé coi 1 khong tét 1a c6 téi 65% trong tong sd nhiing
ngudi mua hang tryc tuyén chi 1 nhimg nguoi ‘ludt song’ va cd 28% cob
y dinh s& khong bao gio mua hang theo phuong thirc nay nira.

Bang 2.4 : Nhirng li do chii yéu nhét khién viéc mua hang truc
tuyén that bai

Lido dwara % Lido dwara %
Trang web qua dai dé tai 48 | Sy quay tré lai cia san pham 10
Website bi réi / ko thé tim dwoc san | 45 | Website khong chap nhan thé tin 9
pham dung
San phdm khéng sén / khéng c6 | 32 | Thét bai trong lién lac véi dich vu 8
trong kho khach hang
Bi d4y ra / hé thdng bi héng 26 | Website thu phi khong dwoc phép | 5

trén thé tin dung cla khach hang

Bat budc phai lien lac voi dich vu | 20 | D3 dat hang nhwng hang khéng téi 4
khach hang

Thoi gian giao hang qué cham 15 | Chuyén nhdm san phdm va khong | 4
thé ddi lai

(Nguon: Nghién ciru ciia Nhém twe van Boston tai Wellner, 2001)

2.3.3. Qua trinh trao doi qua Internet

Co6 réat nhiéu yéu td, tinh cach va nhitng qua trinh giai thich cho
quyét dinh mua hang tryc tuyén ctia ngudi tiéu dung. Nhing tic nhan c6
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thé 1a dong co cho ngudi tiéu dung mua mot san pham nay hon 1a nhiing
san pham khéc, bao gdm nhitng yéu t6 thudc moi trudng bén ngoai nhu
van dé vé van hoa, chinh tri, kinh t& va nhimg nhéan t6 cong nghé; nhiing
dac trung cua ca nhan nhu tinh céch, cac dac diém ca nhan khac nhu gidi
tinh, nghé nghiép, chu ky sbng, trinh d¢, ... va yéu t6 ngudn lyc ca nhan
nhu ngudn luc vé tai chinh, sttc khoe va tinh than, ... Cudi cing, ngudi
tiéu dung trai qua rat nhiéu giai doan cia qua trinh quyét dinh dua trén
tinh hinh va thudc tinh ctia san pham. Nhitng kién thirc marketing vé
hanh vi ctia khach hang khé phirc tap, va trong khi ching ta cd géng tong
quat hoa nhitng hanh vi d6 thi nhirng khac biét mang tinh c4 nhén 1a rat
quan trong. Mit khac, khong chi nhitng yéu t6 c4 nhan va moéi trudng c6
anh hudéng ti hanh vi ciia khach hang dién tr ma ing v6i mdi muyc dich
tham gia vao qua trinh trao ddi ctia mdi ca nhan, hanh vi cua ho lai bién
d6i tiy theo muyc dich tim kiém d6.

Pé tao ra nhitng chién lugc marketing TMDT hiéu qua, nhiing nha
quan tri marketing can hiéu dong lyc nao khién moét ngudi co thé mua
hang hoa va dich vy, ca trong khoang thoi gian ngan va dai. Trong phan
khai niém vé marketing dién tr c6 cau “... tao ra sy trao ddi nham lam
thod man khach hang muc tiéu l1a nhitng nguoi tiéu dung don 1¢ va nguoi
tiéu dung 1a to chuc”. Sw trao ddi 1a mot khai niém co ban trong
marketing, li€én quan dén nhting hanh dong nham dat duoc vat mong
mubn tir mot ai d6, ddi lai, s& chio ban mot cai gi d6. Khi nhitng ngudi
tiéu dung mua mot san pham, ho phai tra tién dé c6 duoc nhitng hang hoa
va dich vu ma ho muén. Tuy nhién, c6 rat nhiéu cach tao nén cac trao ddi
marketing, vi du: su trao doi giita mot nha chinh khach va cong dan —
chinh khach muén phiéu bau, trao ddi v6i d6, cong dan mudn nhitng dich
vu htra hen cta chinh khach.

Hinh 2.3 tom tat lai qua trinh quyét dinh mua qua Internet. Cac cé
nhin mang trong minh tinh cch riéng va c6 nhiing ngudn luc ca nhan
trong qua trinh tim kiém két qua dic biét tir viéc trao dbi. Tat ca nhitng
van dé nay déu dién ra trong bdi canh xa hoi, vin hod va cong nghé.

Day 1a mot thyc té hién nay khi sy trao d6i xuat hién. Cac cong cu
danh dau trang web giup ngudi tiéu dung truy cip vao dia chi cua cic
nha ban 1¢ yéu thich mét cach nhanh chong khi ho muén tim kiém mot
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san phém hodc tién hanh mdt cudc mua ban. Thém vao do, cac tin nhin
thu dién tir tr cac DN thuong kém cac duong link gitip nguoi tiéu dung
tiép can truc tiép dén cac thong tin cu thé, nhiing bao cao mdi nhét, hodc
nhiing quang cdo mang tinh chuyén moén cao. Internet con c6 thém mat
dac trung 1a tu dong lam dé dang cac cudc trao ddi. Vi dy, CNN.com guri
cac thu dién tir vao mot vai thoi diém dic biét trong ngay hodc trong tuan
v6i cac ban tin nong cho nhimg ngudi dang ky dich vu - chi mot ¢ nhap
chudt ban da c6 mot cau chuyén dﬁy da. Con Amazon.com gui cho
khach hang duong link din toi quyén sich méi ciia tic gia ma khach
hang da tirng mua sach trudc day. Nhitng thu tu dong nay lam cho qua
trinh trao doi dé dang hon.

2.3.4. Cdc két qud ciia qud trinh trao déi

Nguoi tiéu dung dat dugce nhitng loi ich gi sau khi trao d6i tat ca
(tién bac, thoi gian va cong stic)? Trung tdm nghién ciru Pew di tién
hanh nghién ctru lién tuc dé tai “Internet va cugc séng ¢ My”. Cing véi
comScore MediaMetrix va cac hang do luong khac, Pew da xay dung
dugc mot sy hiéu biét kha sau sic vé van dé&: Nhitng nguoi tiéu dung My
lam gi trén mang va Internet 1am thay d6i cach thirc tmg xir ctia ho nhur
thé nao? Su dung nhiing dir li¢u nay, ta th?iy cac két qua dat dugc tur sy
trao ddi duoc phan loai nhu sau: cac mbi quan h¢, sy giai tri, stc ti€u thu
cac phuong tién truyén théng dai chung, thu thap thong tin, va cac giao
dich. Mdi khia canh déu chin mudi véi cac co hoi marketing riéng.

2.3.4.1. Cdc méi quan hé

Nhitng ngudi sir dung Internet tiéu tén 43% thoi gian trén mang
cua ho cho thu dién tr hodc cac hoat dong thong tin khéc. Gan nhu tt
ca nguoi sir dung Internet déu giri e-mail (“Cdc hita hen ciia mua bdn
triee tuyén...” 2001). Diéu d6 dang trén pham vi toan thé gidi ciing nhu
& My. Nhitng nguoi tiéu dung giao tiép véi nhau truc tuyén boi vi day
1a cach lién lac khong tén kém va vi giao tiép bang vin ban nén né c6
thé thuc hién duoc véi modem téc d6 cham hay la cac thiét bj mang
khéng day. Bén canh d6, nhitng ngudi tiéu dung thiét 14p cac mbi quan
hé mdi voi nhitng nguoi ho gap trén mang, va doéi khi gap nhau ca
ngoai thé gigi thuc.
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Ho con bi tiéu tén thai gian trong phong chat, thuc hi¢n cac cude
dién thoai trén Internet, truy cap vao website hen ho truc tuyén (bdng
2.3). Mot vai kiéu giao tiép truc tuyén tao nén sy ham mé va vui thich.
Vi du: nhiéu nguoi mic trong bénh, ho tim théy su thoai mai vo cung tur
viéc tham gia vao cac nhom truc tuyén. Nguoi tiéu dung con trao doi thoi
gian va cong strc dé xay dung cic mdi quan hé véi ban beé, gia dinh, va
ké ca lam viéc cuong do cao véi cac cong ty.

Su phé bién cta E-mail giai thich sy thanh cong cia cac dich vu
thu dién tir trén co s& Web, nhu: Hotmail (Microsoft), AOL, va Yahoo!
Céc site nay da phuc vu rat 6n dinh hau hét cic duong truyén, theo thong
ké vao thang 05/2002 cia My (www.Nielsen//NetRating.com):

- AOL thdng ké c6 61% cong dong sir dung Internet voi 65,2 tridu
luot truy cap.

- Microsoft théng ké 60% voi 64,3 triéu lugt truy cap.
- Yahoo! théng ké 57% v&i 61,0 triéu luot truy cap.

Piéu dang noi 1a cac site nay hap din ngudi sir dung boi cac muc
dich khac nhau, nhung cac dich vu thu di¢n tir la mdt phﬁn quan trong
trong téng luu lwong truy cdp. Bang cach dua ra cac dich vy trén co sé hau
hét hoat dong truc tuyén quan trong, cic cong ty ndy da thu hat rat nhiéu
anh mit ti site ciia ho. Ho trao ddi cac anh mat nay cho nhi¢m vu ban cac
san pham trén cac site va thu lgi nhuan tir quang céo. Can chi ¥ riang trong
khi cac khach hang tra tién 13 cac nha ban 1é hodc nha quang céo, cic site
nay la dich vy trao d6i mién phi v&i khach hang. Cac website dua ra cac
danh thiép a0 con loi dung nhu cau khach hang dé sir dung Internet cho
viéc xay dung cac mbi quan h¢. Vi dy, hai site c6 méat do truy cap cao la
AmericanGreetings.com (21.6 tri€u lugt truy cap) va Hallmark.com (15.1
triéu luot truy cap) (“Consumer Packaged Goods...2002”).
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(Nguon: www.nielsen.com -2007)

Hinh 2.3 Muc dich s dung Internet tai TP HCM va Ha Nji
theo nhém tudi

2.3.4.2. Gidi tri

Rét nhiéu ngudi tidu dung sir dung Internet dé giai tri. Hon mot nira
luét Web dé giai tri, hodc 1a nhiing trao ddi kinh nghiém trén mang nhu
truéc day di dé cap. Tuy nhién, mot trong nhitng htra hen 16n nhit cua
Internet, 1a giai tri qua nghe va nhin. Mic du 51% sb nguoi s dung &
M¥ hién nay xem video truc tuyén va 37% nghe nhac; nhitng hanh dong
nay rat kho khian néu khong c6 sy két ndi dai bang rong va nhanh. Trong
phan nay, & vi tri 22 chi ra rang chi c6 20% tong sb nguoi sir dung c6 dai
bang thong rong & nha; do do, cac hiang s& khong san xuit nhiéu loai hinh
giai tri truc tuyén nay. Nguoc lai, cho dén khi cac loai giai tri nhiéu hon,
da s khan gia s& khong bi thuyét phuc tra tién cho loai dai bang rong do.
Chung ta tin tuong réng mdt sy tich tu/hdi tu dang dén. Pau tién, tat ca
noi dung ciia tivi s& dugc truyén dudi dang s6 lidu trong vong 5 nim boi
su lién két lién bang. Thr hai, nhiéu loai thiét bi nhu hé théng TiVo s&
cho phép cac chuong trinh tivi duge chuyén dén theo dung nhu cau. Thi
ba, nguoi tiéu dung s& chap nhan dai bang thong rong nhu mot phan cia
dich vu cép tivi ctia ho. Khi diéu nay xay ra, ndi dung giai tri tryc tuyén
s€ tang trudng dang ké va trd thanh mot trong nhiing sy lya chon tirc thoi
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ctia nguoi tidu dung. Mot vai DN nhu MSNBC tin rang website v& ra lyc
luong tré trung hon cho mang ludi cac kénh phan phdi cta ho, nhung d6
c6 phai 1a 161 thanh minh cho gié cé/chi phi?

2.3.4.3. Tim kiém, thu thip Théng tin

Ngudi tiéu ding c6 thé tiép can thong tin vé tin tirc, thoi tiét, két
qua thé thao hodc cac chuong trinh truyén thanh qua Internet (Hinh 2.4).
Céac nha quan trj marketing nim rd khoang thoi gian giéi han ma nguoi
tiéu dung c6 duge dé khai thac truyén thong qua Internet so véi viéc khai
thac thong tin thong thuong. Vi dy, nguoi dung Internet xem tivi it hon
4,5 gid mdi tudn so v&i nhimg ngudi khong dung Internet (Conhaim
2002). Qua nghién ctru cia MSNBC, cho thdy 65% ngudi ding Internet
truy cap trang Web dé 1y tin tirc, 76% st dung truyén hinh céap, va 89%
sir dung truyén hinh mang (Conhaim2002). Diéu dé cho thay nguoi tiéu
dung str dung moi phuong tién c6 dugc khi ho can théng tin - tin tic, bao
gdm ca cac cong cu cam tay PDA.

Qua nghién ctru ctia Arbitron, mot to chie do ludng khan thinh gia
tryc tuyén va ngoai tuyén, cho thdy 33% nguoi ding Internet xem tivi it
hon so v&i thong thuong, 25% doc tap chi it hon binh thuong va 23%
doc sach bao it hon. Ngoai ra, 16% it nghe phat thanh hon do vi sir dung
thoi gian d6 dé vao Internet (Rose and Rosen 2001). Diéu nay 1y giai tai
sao cac nha truyén thong lai phai dua thong tin ciia ho 1én trén Website.
No déng thoi tao ra thach thic vé loi nhuan cho cac nha truyén thong :
cang str dung cac phuong tién hién dai thi cac khoan thu vé cang kho bu
dap duoc chi phi phai bo ra.

Bang 2.5 : Ty 1¢ hoat dong tiéu thu dich vu truyén thong
truc tuyén tai My

Két qua % Két qua %
L&y thong tin 70 | Tin tire/ thong tin chinh sach 40
Kiém tra thoi tiét 64 | Két qua thé thao 38

Nghe nhac qua truyén thanh, cac trang | 66
am nhac, ban ghi nghé s§

(Nguon: www.pewinternet.org)
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Sau e-mail, ngudi tiéu ding phai tiéu tén rat nhiéu thoi gian dé
tim cac thong tin trén mang. Hoat dong tim kiém dic biét nhiéu trong
cac ngay nghi hodc trong nhitng su kién dac biét. Vi duy, vao thang
02/2002, tai trang africana.com cho théy sy tang dot bién téng Iuu
lugng truy cap lén 81% do su kién ‘Black History Month’, va hon 82
triéu nguoi trén toan thé gidi da ghé tham trang thé thao trong sudt
thang dién ra Olympic (www.comscore.com). Thém vao dé 1a cac co
hoi md ra cho TMDT (www.pewlInternet.com) khong ngung tang 1én
theo nhiing con sd sau day:

- 73 triéu nguoi My sir dung Internet dé tim thong tin vé strc khog,
va 61% khang dinh rang diéu d6 gitip cai thién cach thic dé ho cham soc
strc khoé ban than.

- 52 triéu nguoi My st dung Internet dé tim kiém thong tin vé cong
viéc.

Viy, nhitng ngudi str dung Internet tim kiém thong tin nhu thé nao?
85% sir dung cac cong cu tim kiém va 29% st dung ching trong mot
ngay dac bi¢t nao do. Cac loai thic mic co thé bat nguén tr nhitng diéu
rat budn cudi (“Tén téi dwoc dwa lén Google bao nhiéu lan roi?”) dén
nhitng van dé siéu pham, hung vi (“Phdt duwoc sinh ra & dau?”’) va dén
ca nhitng diéu dau budn nhat (“Me ti bi ung thw - Téi can mét sé thong
tin gap”’).

Google.com 14 cong cu tim kiém phd bién nhit: Ngudi st dung
danh trung binh 25,9 phut/1 thang & d6, 10,8 phut voi Yahoo, va 6 phut
v6i MSN. Diéu nay giai thich tai sao Yahoo!, Microsoft, va AOL lai c6
mot khoang céach 16n gitra nhiing nguoi tiéu dung chung. M6 hinh thu
nhap ciia Google dya hoan toan vao quang céo, khong giéng nhu nhiing
cong cuy tim kiém khéc, va no 16i cubn dugc mot luong nguoi st dung
16n vi khong dwa vao cac 10i moi chao quang céo tai trang tim kiém, diéu
ma thudng bat gip tai cac website tim kiém khac.

2.3.4.4. Giao dich

Mot cach st dung khac cua Internet 1a dé tim kiém cac thong tin
trén mang nham muc tiéu mua hang hoa. Péi khi ho sir dung cac thong
tin ndy dé mua ban trén mang, doi khi cac thong tin ndy gitip ho mua ban
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tai cac ctra hang truyén thong cta dia phuong - 15% sd ngudi tiéu ding
toan cau mua ban khong qua Internet nhung trén co s cac thong tin ho
kiém duoc trén mang (Bdo cao chién lugc toan cau - 2002). Trong do, tai
MY, nguoi tiéu ding tiéu ton 79% s tién mua sim cta ho tai cic cira
hang truyén thong, 15% danh cho mua bén truc tuyén (wdc tinh s6 heong
tir 32.68 dén 64 ty $), va 6% mua ban qua catalog. Bang 2.6 cho thiy
toan canh buc tranh mua ban trén mang cta nguoi ti€u dung My.

Bang 2.6: TV 18 cac hoat dong giao dich tryc tuyén & My

Két qua % Két qua %
Céc san pham tim kiém trwéc khi mua 75 | Hang tap phdm 8
Mua mét san pham 56 | Do clu té 7
Mua/dat treére dich vu du lich 42 | Sw mao hiém 5
Ngan hang truc tuyén 23 Take class for credit &
B 161 cudn vao cac cudc dAu gid 20 B;”énkiém mot 10p hoc trve |5
Mua/ban c6 phiéu, cac hop ddng, cac 12
ngan quy chung

(Nguon: www.pewlnternet. org)

Rt nhiéu ngudi tin ring ngudi tiéu dung s& khong bao gid tiéu
vuot qua ngan quy mua sim truc tuyén cta ho vi nhiéu 1y do. Thir nhat,
5,5 ty nguoi khong phai 1a nguoi st dung Internet va tham chi mét ty 1€
16n hon nhimng ngudi khong sir dung Internet trong cac qudc gia phat
trién khong c6 sy lién thong. Thir hai, Internet khong cung cip nhimng
kinh nghiém xa hdi da dugc tim ra trong mot thé gioi vat ly, dac bi¢t 1a
tai cac phd budn ban 16n va cac cho hay cira hang tap hoa nho. Thir ba,
nhitng ngudi tidu ding c6 thé khong mua phan 16n cac san pham trén
mang trir khi ho bi thuc déy bdi sy khong hai long cua cac nha ban 1¢
ngoai tuyén. Thir tr, mot sé ngudi khong du tin twdng vao Internet dé
cung cap cac thong tin ca nhan va thé tin dung ctia minh trén cac trang
web do.
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182 triéu ngwdi My st dung Internet
(chiem 64% dan so)

A\ 4
103,7 triéu nguoi
ghé tham céc clra hang ban
é trwe tuyén
(57% tbng s6 ngudi st dung)

A 4

A 4 A 4
92,8 triéu ngu i . 89,2 triéu nguoi )
mua hang trwe tuyen Khong mua hang trye tuyen
(89% tbng sb khach tham don Ié) (11% s0 khach tham don l¢)
(51% tong sb ngudi st dung) (49% tong s6 ngudi sir dung)

M6t vai trong sO nay mua hang
ngoai tuyén sau khi thu thap
thong tin trén mang

A4

N&m 2001, méi nguoi
mua tiéu 460$ cho mang
va tao ra 10 giao dich

(Nguon: www.bcg.com)

Hinh 2.4: Céu triic s6 lwong nguwoi sw dung Internet 6 My
mua hang truc tuyén

Ly do cudi cung lién quan dén cac loai san phim danh riéng cho
ngudi tiéu dung truc tuyén va ngudi tiéu ding ngoai tuyén. Mot sé nha
nghién ctru thi truong cho rang ¢ ba loai san phdm: san pham tim kiém,
san pham kinh nghiém va san pham tin ngudng (Coupley 2001). Céc
hang hoa tim kiém c6 thé duoc dinh gia bang cach doc chung. Vi du, cac
mat hang nhu phén mém, 6 td, va vi tinh c6 thé duoc dinh gia dé dang tai
mot website (nhu may tinh cua Dell.com ). Chung ta hi¢n tai mua mdt
may in trong vong 20 phit bang cach doc cac thong tin trén mang, chon
cai tot nhat ding voi nhu cau, va sau do st dung mot dai ly mua ban dé
tim muc gia thip nhat tir mot kho truc tuyén dang tin. Cac hang hoa kinh
nghiém chi c6 thé dugc dinh gia thong qua str dung (vi du nhu quan 4o
va hoa). Mac du céc loai hang hod nay dugc mua ban trén mang, nhitng
ngudi tiéu dung théng thuong van mua ching tai cic nha ban 1é hon néu
nhu ho khong c¢6 kinh nghiém tir trudc vé cac nhan higu.
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Hang hoa tin ngudng 14 nhitng hang ma rat khé khin dé danh gia
néu khong c6 quan diém ctia mot ca nhan nao khac nita, vi du nhu loai
ruou dit tién hay tham chi la mot cudn sach. Trong sb 3 loai hang hoa:
hang héa tin ngudng, hang hoa theo kinh nghiém va hang héa tim kiém,
thi hang hoa tim kiém 14 thich hop nhat cho viéc mua hang tryc tuyén;
hang hoa kinh nghiém va hang hoa tin ngudng c6 1€ 1a thich hop cho quy
mo nho hon.

Bit chap nhirng lo ling nhu vy ngudi tiéu dung van mua hang trén
mang. Theo nhu nghién clru nay, c6 56% nguoi tiéu dung mua hang truc
tuyén so v6i 51% theo nhu nghién ciru cia BCG trong hinh 2.4. Pay la
mot dién hinh ctia nghién ciru Internet - hanh vi truc tuyén co thé rat kho
dé do ludong mot cach chinh xéc. N6 gidi thich tai sao quyén sach nay lai
chtra dyng mot vai théng ké mau thuan nhau. Mic du vay, 5% su khac
biét d6 giai thich mot cach cong bang va hop 16 rang, ¢ it nhat mot nira
sO nguoi st dung Internet mua hang tryc tuyén.
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CHUONG 3

QUAN TRi TRI THUC & THONG TIN MARKETING
THUONG MAI PIEN TU

Phat trién nén tang kién thirc dé gidi thich tai sao cdc nha quan tri
marketing TMPT chuyén tir nghién ciru marketing sang qudn tri tri thirc
marketing. Nguoi hoc sé dwoc nghién civu vé 2 nguon dir liéu marketing
qua Internet, xem xét cdc chudn myc nghién cieu online, nghién ciru cdc
ky ndng phan tich dir liéu co ban va cdc phirong thire chia sé va chuyén
giao tri thirc qua Internet.

3.1. Tri thirc marketing va quan tri tri thirc marketing
3.1.1. Mt sé thudt ngi co bin

Qué tai thong tin thue su 1a mot van dé dbi v6i hau hét khach hang va
nhiing nha nghién ctru marketing TMDT. Piéu nay gy anh huéng khong
nho dén viéc ra quyét dinh ctia nhimg nha quan tri marketing. Dir lidu dugc
thu thap tir két qua ctia cac cudc khao sét, cac thong tin vé doanh sd va tinh
hinh ban hang, cac dir liéu thir cap vé ddi thi canh tranh,... Ngudn dit liéu
nay duogc thu thip tu dong tir website, gian hang truyén thdng, va tai tt ca
nhitng noi tiép xtic voi khach hang khac nhu vin phong cong ty, qua cac
cuoc hen gap khach hang,... Mot cau hoi dat ra 1a cac nha quan tri
marketing phai 1am gi véi khéi luong dir liéu khong 16 nay? Thuc té cho
thdy DN phai chon loc nhimg dit liéu can thiét trong rat nhiéu dit liéu thu
thap duoc 1am co so xdy dung hudng di cho chién lugc marketing TMPT
ctia minh. Thu thap dit liéu 13 van dé v6 cung phirc tap va kho khan, nhung
dé Iya chon dit liéu va bién no6 thanh tri thirc c6 ich cho qua trinh ra quyét
dinh cta cac nha quan tri marketing lai cang khé khan va phuc tap hon.
Trude tién, ta s& di tim hiéu mot sd khai niém vé dir liéu, thong tin va tri
thirc dé tir d6 phan dinh su khac nhau giita cac thuat ngit ndy.

Dir ligu "Data" 1a mot tap hop cac sy kién, su viéc khach quan, roi
rac dugc trinh bay ma khong cé sy phan quyét hoic khong gin véi bdi
canh. Dt li€u tré thanh thong tin khi né dugc phan loai, phan tich, téng

&3



hop va dit vao mot bdi canh va tré nén co thé nhan thiuc duoc dbi voi
nguoi nhan. Dt li¢u duge DN thu thap tu nhiéu nguén khac nhau nhu:
trong ndi bd DN, thong qua tiép xtc voi khach hang, trén bao, dai,
website tin tirc, website ctia d6i tha canh tranh,... Nhimg ngudn cung cap
d@r li€u hién nay rat da dang va phong phu. Dir li¢u c6 vai tro dac biét
quan trong, dugc coi 1a chit xtc tac trong van hanh caa DN. Ngay nay,
cac DN c6 xu huéng thu thap dit liéu nhidu hon nham xdy dyng kho chira
dir heu day du, da dang va phong pha. Hinh 3.1 cho thay ty 1¢ gia tang
ngudn dir liu trung binh hang nam dat khoang 80% Viéc gia tang nguon
dit liéu nhanh va nhiéu nhu vay dat ra van dé can thiét 1a cac DN can m&
rong khong gian lwu trir dir liéu (VD: kho chira dir liéu). Pay 1a van dé
ciia nha quan tri CNTT, con vin dé ciia cic nha quan tri marketing 13
phai xac dinh xem 1am thé nao dé 1ay dugc nhiing thong tin tot nhat, co
ich nhét trong v sé nhitng thong tin nay.

2,000,000
1,800,000 -
,600,000 -
,400,000 -
,200,000 -
,000,000 -
800,000 -
600,000 -
400,000 -

200,000 A [————]
0

1999 2000 2001 2002 2003

—_ e = =

(Nguon: T chire dit liéu thé gidi www.ide.com )

Hinh 3.1: Ti I¢ ting truéng die ligu tic 1999 dén 2003

Thong tin "Information" 1a dir liéu gén v61 mot su lién hé hodc mot
muc dich. Thong tin bién thanh kién thtc khi né duoc st dung dé so
sanh, danh gia nhiing két cuc, thiét 1ap nhitng lién h¢ va tién hanh mot sy
dbi thoai. Thong tin 1a dir lidu trong bbi canh ma nd cé thé sir dung cho
viée ra quyét dinh. Dit liéu ludén dugc sap xép dé tao ra ¥ nghia cho nguoi
nhén, n6 ¢6 thé 1a van ban, hinh anh, film,... hoic mot cudc hoi thoai véi
mot nguoi khac.
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Tri thive "Knowledge" c6 thé duoc xem nhu thong tin ma né dat t6i
su sang to, su phan quyét va nhiing gia tri. Trong nhiéu truong hop, tri
thire thé hién sy that va vi vy n6 cung cap, tao ra nhitng co so dang tin
cdy cho hanh dong. Tri thirc 1a kho tang ctia sy hiéu biét va cic ky ning
duoc tao ra tir tri tué ciia con nguoi (dac biét tr nhitng nguodi khac). Su
thong thai c6 thé duoc md ta nhu nhitng st dung tot nhat cua tri thiec.
Qui trinh tri thirc ¢ thé ludn dugc hoan thién nhung su thong thai 1a can
thiét dé xac dinh qua trinh nao 1a nén chu trong dé dat t6i cac muc tiéu
clia c4 nhan hodc t6 chic. Day thyc chit 14 qua trinh ra quyét dinh va giai
quyét vin dé mot cach thanh cong cua bat ky mot ca nhan va td chirc
nao. Su sang tao trong giai quyét van dé chinh 1a dong lyc chu yéu cho
viéc tao ra va cach tan tri thirc. Can thdy riang khi dit liéu va thong tin
duoc xur 1y va dién dat tré nén c6 y nghia thong qua qua trinh tu duy co6
phé phan, dir li¢u va thong tin s€ tréd nén c6 gia tri hon va c6 tinh st dung
cao hon.

Nhu vay, tri thirc ¢6 pham vi rdng hon viéc thu thap thong tin. Tri
thirc dugc hiéu don gian 1a nhimg thong tin ¢ ich, sang tao, di qua xir
1y, mang tinh hoc hoi va ké thira. Trong hé théng ngudn dit liéu khong 16
ma DN thu thép dugc, cac nha quan tri marketing phai chon loc ra nhiing
thong tin pht hop v6i muc tiéu nghién ciru, xir 1y, phan tich, thong ké,...
dé tir 46 dua ra nhitng thong tin c6 ich cho qué trinh ra quyét dinh (xem
hinh 3.2). Nhiing thong tin c6 ich d6 la tri thuc. Trong moi truong
marketing thuong mai dién tir cAn phan biét gitra ngudn thong tin thu
thap qua may tinh v6i ngudn thong tin trong may tinh. Con ngudi sir
dung may tinh dé thu thip thong tin, phan tich, xir Iy thong tin dé tao ra
tri thirc, con may tinh don gian chi 1a cong cu cho phép thuc hién hoat
dong nghién ctru ma thoi.
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Ra quyét dinh
Hoach dinh cac hanh dong

Tri thire )
Thong tin dugc ket hop véi

kinh nghiém va sy phan quyét
/iéu biét cac dang méu, quy ludt

Thong tin
Dir li¢u dugc dat trong boi canh

/ﬁ"e‘ﬁ biét cdc moi quan hé

Dir li¢u
So6 liéu hoac su kién

(Nguon: Serban, A. M. & Luan, J)

Hinh 3.2: Qud trinh phat trién tiv div liéu tdi tri thivc

Nghién ciru minh hoa tinh huéng Purnia 1a mét vi du dién hinh cho
vi€c phan loai hang tram trong sb hang tri¢u dir liéu cua hon 21,5 tri¢u
khach hang dé dua ra cac quyét dinh marketing TMDT (Hinh 3.3). Cong
ty Nestle Purina PetCare duogc biét dén voi trang web ndi tiéng Purina va
nhimg hoat dong quang cao truc tuyén nham kich thich viéc mua hang
ngoai tuyén. Cong ty da lam thé nao dé dugc ndi tiéng nhu vay? Mot
cudc diéu tra nghién ctru can than duge bat dau véi cac dir liéu hanh vi ca
trong moi trudng truc tuyén va ngoai tuyén.

Nestle S.A mua lai Cong ty Ralston Purina vao thang 12 nam 2001
tai Thuy Sy. Cho t61 nay, Nestle S.A da c6 dugc mdt s6 cac nhan hiéu vé
cac san phém chiam soc cho cho va méo, gém: Friskies, Alpo, Purina
Dog Chow, va Fancy Feast. Cong ty dang quan tri t&1 hon 30 trang web
véi cac tén khac nhau dé phuc vu cho nhiing doan thi truong nhu: khach
hang 13 ngudi tidu dung cubi cung, khach hang 1 bac si tha y / nhiing
truong y té thu y, nhitng nha khoa hoc vé dinh dudng / vé thuc pham,
nhiing nguoi yéu thich stc vat va nhirng ngudi cé nhitng s¢ thich khac.
Nestle thudong bt ddu cude diéu tra khach hang cua minh v6i nhimg ciu
hoi nghién ctru sau:
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- Nhitng ngudi mua san phdm cia ching ta liéu c6 dang st dung
nhitng trang web cta ching ta hay khong?

- Liéu ching ta c6 nén dau tu cho viéc quang ba cac trang web
thong qua hoat ddng quang céo truc tuyén khong?

- N€u cd, cac cong cu quang cao nén dat ¢ dau?

Téng hop nhom cac dai di¢n cia comScore cho 1,5 tri¢u khach
hang trén Internet va nhom nhirg ngudi ban 1¢ trén hé thdng Knowledge
Networks ctia 20 triéu ho gia dinh voi tong s6 ngudi tiéu thu trén ca hai
thi truong nay 1a 50.000 nguoi; nhitng nha nghién ctru cua Nestle xay
dung cac nhom khach hang dugc diéu tra tir cac thanh vién trong nhom
khéo sat 1a ba nhém thanh vién véi tan suit va mirc do nhan banner
quang cao cua Purina O.N.E khi ho truy cép vao Internet khac nhau, do
1a: nhom kiém soat (khong co cic quang céo), nhém khao sat & mirc do
thap (1 dén 5 quang cao), nhom khao sat & mirc do cao (6 dén 20 quang
cao). Cac banner quang cao dugc gui tinh co cho cac nhom khao sat khi
ho truy cp vao trang web & bat cir ddu mién 1a & d6 c6 Internet. Sau do,
cong ty tién hanh khao sat thanh vién cta tat ca cac nhom vé mirc do
nhén biét nhdn hiéu Purina, vé muc dich mua hang va vé mirc d6 nhan
biét cac chuong trinh quang cdo. Cudi cing, nhitng nha nghién ctru so
sanh két qua cua cudc khao sat voi hoat dong mua hang ngoai tuyén, hoat
dong khao sat nay duoc do luong trong nhdm mang ludi tri thirc.

Nhitng nha quan trj marketing TMDT ctia Nestle da rat hai 1ong véi
két qua nghién ctu. Thir nhét, cac ty 1& cua cac click chudt dén cac
banner quang cao thuc pham danh cho ché khéc 1a thép (trung binh chi
¢6 0,06%). Thi hai, khi nhitg ngudi dugc phong van duoc hoi: Khi nght
toi cac thuyc phcfm danh cho ché, nhan hiéu dau tién ndo hién lén trong
ddu ban? Thi c6 31% cac nhém nodi dung duge khao sat dé cap t6i nhan
hi¢u Purina. Trong khi do, chi c6 22% cac nhom khong c6 ndi dung dugc
khao sat dé cap t6i nhan hiéu nay. Piéu nay cho thay hiéu qua rd rét cua
hoat dong quang cdo. Hon thé nita, c6 t6i 7% céc ndi dung thudc nhiing
nhom khao sat & cép do cao dé cap téi nhan hiéu nay dugc so sanh voi
ndi dung cua nhitng nhoém khao sat & cip do thap. Sau d6 nhimg nha
nghién ciru quan sat nghién ctru nhiing webpage ma khach hang cua
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Purina thudng hay truy cip vao va xac dinh duoc rang cic website vé gia
dinh, vé strc khoé va vé cudc sdng thuong xuyén duoc khach hang cua
Purina truy cép. Chinh nhiing phat hién nay giup cho DN quyét dinh noi
dat cac banner quang cdo. Trong sb cac website dugc chon dé dit banner
quang cao thi trang www.petsmart.com va www.about.com la 2 trang
web ¢o hiéu qua cao nhat.

Ra quyét dinh Dat banner quang cao tai trang about.com

Nhirng nguoi nudi ché khi nhin thdy cac quang cao
tryc tuyén sé& nghi toi viéc mua san phdm Purina
ONE. Cong ty Purina biét nhitng website ma khach
hang cla minh hay truy céap: about.com,
www.petsmart.com

T

Tri

thirc
T 1. 20% trong s6 khach hang clia Purina tthwong truy
cap vao website: about.com. )
Théng tin 2. 36% sO nhirng ngwdi nudi chd khi nhin tthay

quang cdo tryc tuyén thi s& mua san phdm mang
nhan hiéu dé.

016030102
SO nguoi mua d& mua san phdm thirc &n cho ché
nhén hiéu Purina dén ngay 1/3

Hinh 3.3: Quy trinh ra quyét dinh cua cong ty Purina

Pé luu trir dit liéu cta toan DN, nha quan tri marketing cat dit lieu
trong kho chira dit liéu. Can phan biét giita kho chira dit liéu va co so dit
liéu marketing. Dit liéu marketing bao gdm cac dit liéu thu thap duoc bang
c4 hinh thirc ngoai tuyén va truc tuyén, bao gdm: hé thong co so dit liéu vé
san pham, co so dit lidu vé khach hang va co so dit lidu vé qua trinh giao
dich. Co so dit liéu vé& san pham cung cap cac thong tin vé dic diém san
phém, gia ca, cac cép dd quan tri kho hang hod; co s¢ dir li¢u vé khach
hang con cung cap cac thong tin vé dic diém tinh cach va hanh vi cua
khach hang; co sd dit liéu vé qua trinh giao dich rit quan trong trong viéc
chuyén dit liéu tir céc co s& dit liéu khac vé kho chira dir lidu.
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Kho chua dit liéu chira dung tat ca cac thong tin cua t6 chire (khong
chi don thuan 1a dir liéu marketing). Ching dugc thiét ké dic biét dé tro
gitip cho hoat dong ra quyét dinh chién lugc cua DN. Kho chira di lidu
dugc thiét ké dac biét, giup cung cp thong tin cho hoat dong phan tich,
hoach dinh & kiém soat chién lugc cia DN. Nha quan tri marketing
mudn truy cdp vao co s¢ dit liéu vé khach hang hay vé san pham phai
truy cap vao hé thong kho chtra dir liéu. Thong thudng, kho chira dir liéu
duoc chia thanh hai khu vyc dir liéu khac nhau gitip thuén tién trong qua
trinh luwu trit va tim kiém (xem hinh 3.4).

May quét UPC

=

Dir liéu vé san pham

l

=
. Di¥ liéu giao dich
r——-——-_
Ry |

l

11

Kho chtra dir liéu

D ligu vé KH

Hinh 3.4: Quy trinh luu trit va chon loc dir liéu

Nhu vy, tri thirc marketing 1a nhiing thong tin, kién thirc da duoc
chon loc hoac téng hop theo trat tu khoa hoc bdi nhitng nha quan tri
marketing va d6i khi boi nhitg nha tur van, cac ddi tac va cac nhan vién
trong DN. Tri thic marketing tro giap cho quéa trinh ra quyét dinh
marketing. Tri thic marketing dugc sap xép theo trat ty thanh nhiing
nhom dong nhat vé tu tudng (group mind) hay nhimg ky tc tap thé
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(collective memory) cia hoat dong c4 nhan marketing va do6i khi la cua
nhimng chuyén gia tu van, nhitng ddi tac va nhitng nhan vién ctiia DN.

Quan tri tri thirc marketing 1a qua trinh quan tri sy sang tao, st
dung va chuyén giao tri thirc, tir d6 cac dit liéu, thong tin va tri thire duoc
chia sé¢ v6i nhitng nha quan tri ra quyét dinh marketing ndi bo, ddi tac,
thanh vién kénh phan phdi va khach hang. Quan tri tri thirc marketing véi
su hd trg ctia CNTT con cho phép nhan vién ¢6 thé néi chuyén truc tiép
v6i khach hang nhdm giai quyét cac vin dé con ton tai. Vi du nhu hing
tu van Context Intergration Consultant tiép tuc giai quyét cac van dé vé
TMDT tai cac van phong cua cac dai dién ma ho co thé 4n sb dién thoai
trg giup “911” dé truy cdp vao trang web quan tri tri thirc Context
Intergration va ngay lap tirc c6 thé néi chuyén véi nhitng chuyén gia tu
van cua hang dé giai quyét cac vin dé. Mot co so dit liéu marketing hoan
chinh bao goém tat ca cac dir lidu vé khach hang, vé cac trién vong phat
trién, va vé cic ddi thu canh tranh, hoat ddng phan tich va cac san pham
dau ra dya trén dir liéu va hoat dong truy cdp t6i cic chuyén gia
marketing, tat ca déu ludn thuong truc 24/7 thong qua s6 dién thoai duoc
tmg dung va mi chuyén cudc goi téi da duoc sb hod.

Hay cung xem xét vi du quan tri tri thirc marketing trong 2 linh vuc
cong nghiép vién thong va ban 1¢ dudi day (Bang 3.1):

Bang 3.1: Ung dung quan tri tri thirc marketing vao hai nganh
cong nghiép: cong nghiép vién théng va ban 1é tai My

Dir liéu st dung trong nganh vién théng Cac hang dai dién
- Phan tich di liéu kiém tra qua may quét AT&T

- Phéan tich lwgng am thanh clia cudc goi Ameritech

- Phan tich tinh hinh hoat dong kinh doanh céc trang thiét bi Belgacom

- Phan tich lgi nhuén khach hang British Telecom

- Phan tich chi phi va phan tich hoat ddng quan tri kho hang hoa Telestra Australia
- Mirc 6 mua hang va cac giao dich véi cac nha cung cap Telecom Ireland
- Hoat dong quan tri chwong trinh ngudi mua hang thwong xuyén Telecom ltalia
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Dir liéu str dung trong nganh ban lé Cac hang dai dién

- Phan tich di liéu kiém tra qua may quét Wal - Mart

- Thu hat khach hang thng qua céc chwong trinh xdc tién ban Kmart

- Phan tich va trién khai hoat dong quan tri kho hang hoa Sears

- Dua ra céc hinh thic gidp gidm gia thanh sén pham Osco / Savon Drugs
- Mtrc d6 va kha nang thwong lwgng, dam phan véi Siéu thi Casino

cac nha cung cép

- Hoat dong quan tri chwong trinh ngwdi mua hang thwong xuyén W.H. Smith Books
- Phan tich lgi nhuan Otto Mail Order
- Viéc lwa chon san pham thich hop cho cac thi trwong Amazon.com

- Nhitng nha ban 1é 16n cac san pham dién tir v6i 5000 gian hang tai
M§ gui nhitng ban bao cdo ban hang tuin bang hinh thirc truc tuyén dén
nhimg nha quan 1y ctia ho va tir 6 ho c6 thé nhan dang duoc nhimng san
pham nao dang duogc ban t6t nhat ¢ cira hang nao.

- Mt DN bao hiém véi 200 dai dién doc 1ap cho phép ho truy cap
vao cac dir liéu bao hiém, bdi thuong tir hon 1 triéu khach hang cua ho.
Diéu nay cho phép cic nha dai dién tranh gip phai nhitng khach hang ¢
mirc d6 rui ro cao ciing nhu so sanh cac dir liéu bdi thudng véi nhiing co
s& dir liéu vé khach hang cta chinh DN ho.

- T-Go, mdt nha nghién cru marketing vé catalog va nha ban 1&
tryc tuyén, tich hop nhitng cudc goi téi ciia khach hang v6i hoat dong
mua hang qua website, nhitng don dit hang qua e-mail, qua fax va qua
buu dién. Diéu nay cho phép nhitng dai dién dich vu khach hang cap nhat
thuong xuyén c6 duoc nhitng thong tin can thiét khi ho dang tu van vai
khéch hang.

3.1.2. Qud trinh chuyén giao div ligu SDS (From Sources to
Databases to Strategy)

Hinh 3.5 m6 ta cai nhin tong quan cia qua trinh chuyén giao dit
liéu. Trude hét, cac thong tin, dir liéu duoc thu thap tu rat nhiéu nguén
khac nhau nhu cac nguén dir liéu tht cép, dir liéu so cép va ca nhiing
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thong tin, ban bado cdo ndi bd cua DN. Cac dir li¢u nay duoc téng hop,
chon loc va phan loai dé dua vao hé théng céc co so dir lidu. Cu thé, co
s& dir lidu vé san pham bao gom cac thong tin ¢6 duoc qua cac qua trinh
nghién cru marketing vé san phiam nhu: nghién ctru so sanh cac san
pham canh tranh, nghién ctru tiém nang cho san phdm moi, nghién ciru
cai bién san phém hién tai vé cac dic tinh nhu chat luong, kiéu dang,
mau sic, tinh nang, bao bi, nhan mac, dich vu di kém,... Co sé di li¢u
khach hang bao gém cac thong tin ca nhan cia khach hang nhu nghé
nghiép, do tudi, so thich, théi quen va ngoai ra con c6 cac thong tin mo ta
chi tiét hon vé tinh cach, tdm 1y, hanh vi hay dong co mua sim,... Cudi
cung, co so dit liéu hay cac thong tin khac bao gém céc thong tin vé thi
truong can thiét cho viéc hoach dinh céac chién luge marketing bao gém:
thong tin vé cac chinh sach vi mé, tiém ning va xu hudng thi truong, dbi
thi canh tranh, nha cung tng, san pham thay thé va cac bén lién quan.

Hé théng co s& dir liéu nay trd thanh tri thirc marketing khi nd duoc
st dung dé hoach dinh cac chién lugc marketing. D6 1a cac chién luge phan
doan, xac dinh thi truong muc tiéu, chién Iuoc khac biét hoa, dinh vi san
pham va chi tiét hon s& 1a cac chién lugc marketing hdn hop ciing nhur cac
tiéu thuc danh gia chuong trinh marketing TMPT s€ dugc hoach dinh trén
co sO hé théng dtr liéu da co su chon loc, sép Xép va phan tich cia DN. M6
hinh SDS cung cip cai nhin tong quan vé quy trinh thu thap dir lidu
marketing phuc vu viéc ra cac quyét dinh chién lugc marketing TMDT.
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S Dir liéu bén trong Dir ligu thir cap Dir liéu so cap

Nén tang KH/
cac trien vong
phat trién

Co s6 div liéu
A > 2
vé san pham

Céc dir liéu
khac/Thong tin

* Tri thtee marketing*

Tier 1: 4| |A
S Phan doan Tier 2: .
Muc tiéu hoa K 1 Marketing mix To chire
Khéc biét hoa CRM thwe thi

Dinh vi

(Nguon: J.Strauss, A. El-Ansary)
Hinh 3.4: Qud trinh chuyén giao dit ligu (M6 hinh SDS)

3.2. Co s6 dir liéu marketing thwong mai dién tir

Internet va cac hoat dong CNTT khac giup don gian hoa qua trinh
thu thap dir liéu marketing. Cac ngudn thong tin thu thap duoc giup nha
quan tri marketing hiéu 16 hon vé d6i thu canh tranh, khach hang, moi
truong kinh té, mdi truong chinh trj - luat phap, cac nd liuc vé cong nghé
va cac nhan t6 khac ctia moi trudng vi méd anh huong dén DN. Cac nha
quan tri marketing con st dung Internet, di€n thoai, may quét ma vach
san pham va cac cong nghé khac dé thu thap dir liéu vé khach hang.
Théng qua email, khio sat qua website, thir nghiém truc tuyén, didu tra
nhém muyc tiéu trong diém va quan sat khach hang ludt web, cac nha
marketing ¢ thé hiéu rd hon vé tap khach hang hién tai va tiém ning cua
minh. Can c( vao dic diém cua dir liéu, muc dich sir dung, cach thtrc thu
thap, nha marketing chia dit liu marketing TMDT ra lam hai loai: nguon
dit liéu so cip va ngudn dir licu thr cap.

93



3.2.1. Di¢ liéu thir cip

Khi DN ddi mit véi nhiing thong tin khong cé trong co s¢ dir ligu
clia cong ty va cua cac doi tic cua DN thi nhitng nha quan tri marketing
TMDT dau tién sé tim kiém cac ngudn dir lidu thir cip, 1a nhing dir liéu
ma c6 thé duoc thu thap nhanh chong hon va it tdn kém - dic biét 1a
thong qua Internet, noi ma cac thong tin luoén dugc cap nhat 24/7 tir hon
200 qudc gia trén thé gidi, cac thong tin tir linh vuc gia dinh dén cong
viée, va dé co dugce thong tin nay chi mét vai gidy dé tai vé.

Dit liéu thir cép c6 thé s& khong phu hop va khong dap tng duoc
nhitg yéu cau thong tin ctia nha quan tri marketing TMBDT, vi nhiing
thong tin nay thuong dugc tdp hop cho mdt muc dich khac hon 1a muc
dich ma ho da dat ra. Mot van dé thudng gip phai khac 13 chit luong cua
dir liéu thir cap. Nhitng nha quan tri marketing khong kiém soat dugc quy
trinh thu thap dit liéu, vi vdy ho ludn ludn can phai danh gia chat luong
ctia ngudn dit liéu thir cdp trudce khi sir dung chiing. Mot diéu nira 13 dir
lidu thir cap thuong 1a nhiing dit liéu di bi 16i thoi. Cuc diéu tra dan s6
clia My da cung cip rat nhiéu nhiing s liéu thong ké vé dan sb; trong khi
thoi gian thu thap dit liéu nay 1a 10 ndm mot 1an, va két qua s& khong co
ngay trén Internet ma phai sau it nhat 1a 1 hodc 2 nam sau két qua d6 mai
dugc cong bd rong rdi. Do d6 khi st dung dit liéu trén trang
www.census.gov nha quan tri marketing phai kiém tra ban mé&i nhat cua
bao céo dé xem dit liéu da dugc thu thap vao thoi gian nao.

Dir liéu thir cAp ma DN thu thap dugc co thé bao gdm céc dit ligu
ctia d6i tha canh tranh, cta nganh kinh doanh, cua khach hang, ctua hiép
hoi, t6 chuc, ... Can ¢t vao dic thu cua nguén dir 1iéu ma chia dir liéu thu
cap thanh ba loai: dit liéu chung (Public Generated Data), dit liéu riéng
(Privately Generated Data) va dir li€u tinh bao canh tranh (Competitive
Intelligence Data).

Dir li€éu chung:

Céac ngudn co sd dir liéu thuong mai truc tuyén chtra dung nhing
thong tin cong cong ma c6 thé duge truy cap thong qua Internet. Hang
ngin cac co s& dir liéu c6 mat trén Internet thong qua cac thong tin, tin
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turc, cac dir li€u nganh, cac loai sach gido khoa truc tuyén, 10 trinh va gia
vé may bay, danh muc nhiing trang vang, dia chi e-mail,... Thay vi viéc
phai di dén thu vién dé tim nhimng bai béo cdo, nhitng théng tin nhur vay,
nhimg nha quan tri marketing c6 thé don gian download cac bai bao va
cac ban bao cao vé co sd dir liéu tri thirc marketing ctia minh qua Internet
(v6i diéu kién 1a dugc phép download). Can phai nhd rang nhiéu co so
dr liéu dudi hinh thic nay khong cé tai cac webpage nhung lai 1a nhiing
phién ban bao cdo dudi hinh thuc dién tir don gian va nhitng thong tin
khac thong thuong duoc tim théy & thu vién va mot vai co sé dir liéu
mién phi con lai hau hét 1a mat phi.

Hau hét nhitng dai 1y ctia M§ cung cdp nhitng thong tin truc tuyén
trong linh vuc hoat ddng cua ho. Trang chu cua Co quan doc quyén cua
My c6 thé giai thich viéc 1am thé nao dé diang ky thuong hiéu doc
quyén va tim kiém céc thuong hiéu dang trong qua trinh ding ky. Nhiéu
t6 chirc toan cau nhu Quy Tién Té qudc té (International Monetary
Fund, www.imf.org) cling 13 nhitng ngudn dit liu hitu ich cho viéc
phan tich méi truong bao gdm nhiéu qudc gia chtr khong chi riéng Hoa
Ky. N6i mot cach chung nhat, nhitng nha dai Iy cia My thu thap va
cung cap nhiéu dit liéu c6 ich hon 1 nhitng gi ma cac chinh phu tai cac
quéc gia khéc da lam. Tai céc td chuc phi lgi nhuén, hau hét cac truong
dai hoc cung cip nhitng thong tin phu trg thong qua thu vién va thong
qua cac phong, khoa dao tao cua truong khi ho thyc hi¢n hoat dong
nghién ctru va dua ra cac két qua nghién ciru tryc tuyén. Va cudi cung,
cac thong tin cu thé vé nganh hay vé linh vuc chuyén mén déu duoc
cung cip tai cic trang web ciia nhimg hiép hodi chuyén mon nhu Hiép
hoi marketing cua MYy (American Marketing Association -
www.ama.org). Hau hét cic thong tin nay 1a mién phi va phuc vu cho
moi ngudi st dung cia My. Mot mo hinh mau céc trang web cong cong
quan trong dugc liét ké trong bang 3.2.
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Bang 3.2: Cac nguon dir liéu cong cong ciia Hoa Ky

Cac website Théng tin

Stat — USA
www.stat-usa.gov

Céc di lieu vé hoat dong thwong mai
quéc té ctiia Phong Thuwong Mai Hoa
Ky

U.S.Patent Office
www.uspto.gov

Cung cép cac div liéu théng tin vé
nhan hiéu, thwong hiéu va cac bang
phat minh sang ché phuc vu cho hoat
ddng kinh doanh

World Trade Organization
www.wto.org

Céac dir liéu vé thwong mai thé gii

Quy tién té quéc té
www.imf.org

Cung cép céac théng tin vé cac dw an
va cac van de xa hoi

Security and Exchange Commission
WWW.S€EC.goVv

Cac co s& div lieu Ién cung cap cac
d liéu vé tai chinh cta cac t6 chirc
cébng cdng Hoa Ky.

Hoat dong quan ly hanh chinh cac
doanh nghiép kinh doanh nhé
www.sbaonline.gov

Phac thao cac thong tin va cac
dwong link cho nhirng 6ng chu
doanh nghiép kinh doanh nhé.

Trwong dai hoc clia Texas & Austin
advweb.cocomm.utexas.edu/world

Ad World véi rat nhidu cac dwong
link trong nganh coéng nghiép quang
cao.

Federal Trade Commission
www.ftc.gov

Puwa ra cac quy tac va cac quyét dinh
lien quan t&i bao vé khach hang va
cac luat chéng uy thac.

Cac cudc diéu tra dan sé Hoa Ky
WWW.Census.gov

Cung cép cac sb lieu théng ké va cac
xu hwéng tang trwdng va phat trién
ctia dan sé Hoa Ky.

Dir liéu riéng

Nhiéu DN va cdc c4 nhan thudng xuyén dwa cac thong tin gi6i
thiéu vé minh 1én céc trang web. Tai cac trang web ciia DN thudng cung

cap cai nhin tong quan vé st mang kinh doanh, v€ san pham, vé cac doi
tac va v€ nhiing su ki¢n hi¢n thoi cua DN. Nhiing ¢4 nhan thi thuong duy
tri trang web cia minh voi nhitng thong tin v€ ban than, tinh cach, thoi
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quen, so thich...., nhitng ngudn thong tin nay rat hitu ich cho DN. Nhitng

chinh tri gia va nhitng t6 chirc cong cong khac 1ap cac trang web dé dua

1én nhiing bai binh luan vé cac van dé gan giii voi moi quan tdm cua ho

(va cac muyc tiéu chinh tri).

Bang 3.3: Vi du vé cac ngudn dir liéu riéng dwoc thu thap

tai Hoa Ky

Website

Théng tin

Hiép hoi Nielsen Hoa Ky
www.acnielsen.com

Céc di¥ liéu thong tin vé khan gia xem truyén hinh,
cac di liéu thu thap dwoc thdng qua may quét &
cac siéu thi, .v.v.

Nhém Gartner
www.gartnergroup.com

Chuyén vé kinh doanh dién t& va thwong xuyén
dwa cac thong tin mang tinh thdi sy vé nhitng
nghién ctru méi nhét trén website

Cac nguon thong tin, Inc.
www.infores.com

D liéu thu dwoc tir cac may quét & cac siéu thi va
di liéu ttr viéc mua cac san pham méi.

Arbitron
www.arbitron.com

Cac di¥ liéu vé& khan gid nghe dai qua Internet va
thi trwdng dia phwong

Cac hoat dong kinh doanh thwong
mai hang ngay
www.chd.savvy.com

Danh muc céc yéu ciu cla Chinh pht Hoa Ky vé
cac dy an trén mang Internet

Nghién ctru thi triréng Simmons
www.smrb.com

Céc di¥ liu vé viéc chi tiéu cho hoat dong quang
céo va truyén thdng

Dun & Bradstreet Hé thdng co s& di¥ liéu cta hon 50 triéu cong ty
www.dnb.com trén toan thé gioi
Dialog Truy cap vao ABI/INFORM, hé thong co s& dir liéu

www.library.dialog.com

gdm céc bai bdo tir hon 800" nha xuét ban

LEXIS - NEXIS
www.lexis-nexis.com

Cac bai béo tir nhitng nha xuét ban chuyén vé
nghién ctru hoat déng kinh doanh, khach hang, va
Marketing.

Hoovers Online
www.hoovers.com

Cac miéu ta vé tinh hinh va hoat dong kinh doanh,
cac nghién clru quan sat vé tinh hinh tai chinh, va
cc tin tirc dwoc cap nhat vé cac cong ty, tap doan
&N trén thé gigi.
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Mot ngudn dir lidu khac ciing kha rong 16n va bd ich trong hoat
dong nghién clru cia cac DN tai My la tir comScore va hang nghién ctru
Forrester Research. Cac hing nay dua ra cac sd lidu thong ké miu va
chuyén céac sb liéu d6 1én trang web cta ho. D6 ciing 1a mot cach nham
du dd nguoi str dung mua céc ban bao cao théng ké hoan chinh cua ho.
Media Metrix, NetRatings, va PCData thuong dwa 1én trang dau cua
website va cac banner quang céo vé cac cudc khdo sat va nghién ctru
thuong ky. Nhiéu DN nghién ciru 16n hién nay ciing dua ra cac hinh thirc
nhu thong tin qua cic e-mail dugc giri ty dong dén man hinh may tinh
ctia nhitng thué bao dich vu Internet. D4i v6i nhitng théng tin vé kinh
doanh dién tir, nhitng thu thong tin mién phi tr NUA Surveys
(www.nua.ie) va tir CyberAtlas (www.cyberatlas.com) that sy rat c6 ich.
Trong khi cac thu thong tin thuong 1a khong hoan chinh, thi nhimg mau
thong tin tir nhitng hing nay nhin chung lai rat hitu ich trong hoat dong
nghién ctru moi trudng va trg gitp rat nhiéu cho nhing nha quan tri
marketing trong viéc ra quyét dinh liéu c6 nén mua toan bd ban bao céo
hoan chinh hay khong.

Nhitng nha trung gian thong tin ciing 1a mot ngudn thu thap dit
liéu riéng quan trong khac. Nhirng nha thu thap tin tirc - mgt hinh thirc
ciia trung gian thong tin 1a nhitng DN ma kiém soat s6 lugng céc
ngudn thong tin trén cac phuong tién thong tin dai chung, gidi thidu
nhitng cau chuyén da dugc lva chon ky cang téi nhiing nguoi st dung
bang ca viéc “ddy” nhitng cAu chuyén téi man hinh cua nguoi sir dung
thong qua e-mail, hay bang viéc cho phép ngudi sir dung “kéo” chiing vé
tor mot trang web dac bi¢t. Nhirng nha thu thép tin tirc giup cho nguoi su
dung c6 dugc thong tin, tin trc mdi nhanh chong hon 1a viée phai ¢
ging click vao chudt cia may tinh dé co duoc nd. MyYahoo! (PC) va
AvantGo (khong day) hién nay dang sir dung chirc ning nay bang viéc
dua ra cho nguodi sir dung nhitng webpage (blog) c4 nhan mién phi véi
nhiing thong tin vé so thich ctia ngudi st dung.

Dir liéu tinh bao canh tranh:

Tinh bao canh tranh (CI) bao gdm viéc phén tich canh tranh nganh
ma trong d6 DN hoat dong nhu mot ngué)n dit liéu dau vao dé dinh vi
chién lugc ciia DN va dé hiéu rd hon vé nhimng diém yéu cia d6i thu
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canh tranh. Theo Fuld & Co. thi 40% trong tong s6 cac DN thuong st
dung céac hoat dong tinh bao canh tranh (www.fuld.com). Nhitng chuyén
gia ctia Fuld da dé xuat quy trinh tinh bao nhu sau:

1. Xac dinh nhitng yéu cau tinh bio.
2. Suu tap va xu 1y thong tin.

3. Phan tich cac thong tin qua viéc nhan dang nhiing muc dich cu
thé va dé xuét cac hanh dong thuc hién.

4. Lap bao céo va giri thong tin vé nhimg bd phan c6 nhu cau.

5. Panh gia sy anh hudng cua vi¢c st dung hoat dong tinh bao va
dé xuat quy trinh moi

Website ciia Fuld & Co.bao gém toan bo cai nhin tong quan vé céc
phan mém tro giup cho hoat dong tinh bao canh tranh ciing nhu 13 cho
céc budi thao luén theo chit d&. Mot sb loai hinh khéc cua tinh bao canh
tranh bao gdm xuét ban cac 4n pham vé ddi thu canh tranh, cic san pham
md&i, hoat dong lién minh va hgp tac nhan hi¢u (alliances and co-brand),
hoat dong thwong mai, va cac chién luge quang cdo. Internet gitip viée
tién hanh hoat dong tinh béo canh tranh tré nén don gian va dé& dang hon.
Céc DN c6 thé xem xét va nghién ciru cac chién luge marketing cua dbi
thii ngay trén website cta ddi thu d6 va doi khi nho Internet ma DN ¢c6
dugc cac théng tin vé sy ra doi san pham méi hodc nhitng thong tin vé
chién lugc thay doi gia cua ddi thu canh tranh truéce khi ho thong bao
rong rai trén thi truong.

Nhing nha quéan tri marketing TMBT can phai kiém tra kj cang
viéc cac website lién két véi cac trang khac cua ddi tha canh tranh. Dé
lam dugc diéu ndy, mot hinh thic lién két don gian do la:
www.tencongty.com tai trang chi Yahoo!, Alta Vista, va nhiing trang
tim kiém truc tuyén khac ma co phan trang mo dau nhu thé (protocol).
Két qua 1a mot danh sach cac lién két s& duoc cung cap nhu: Tai sao
nhiing site nay lai duoc lién két v6i cac dbi thu canh tranh? Mot cong
nghé khac - cling dugc coi 1a mot trong nhiing hoat dong cua tinh bao
canh tranh, cong nghé nay phan tich cac web log ciia timg DN riéng 1¢ dé
biét duoc xem trang web nao ma ngudi sit dung sé truy cp tiép theo
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ngay sau khi ho roi khoi trang web ctiia DN d6. Vi du néu nha quan tri
marketing ctia hing Honda luu y rang khi khach hang t&i tham trang web
ciia Toyota Echo trudc khi vao xem cac mau xe ciia Honda thi d6 chinh
1a nhitng khach hang trién vong cho nhitng kiéu mau xe canh tranh cua
hang. Hoat dong ctia bén thur ba - nhitng website dac thu cia nganh kinh
doanh ciing c6 thé cung cép nhiing thong tin kip thoi vé cic hoat dong
canh tranh. Mot hang hang khong s& kiém soat hoat dong cua nhimng dai
1y du lich truc tuyén bang viéc xem xét gia ca va nhimg thay d6i trong 16
trinh bay cua d6i tha canh tranh (Vi du: Expedia va Travelocity).

Nhu d phén tich ¢ trén, dir lidu thtr cap ciing c6 kha nhiéu nhiing
mit han ché; boi vy, nhitng nha quan tri marketing can tiép can cac
thong tin ndy mot cach can trong. Diéu quan trong 1a cac dit lidu phai
cang gan véi muc tiéu cang t6t va luon phai kiém tra k¥ tinh xac thuc cua
dir lidu trudc khi sir dung cac théng tin nay trong viéc dua ra cac quyét
dinh - ddc biét 1a khi str dung cac thong tin qua ngudn Internet. Tai sao
lai nhu vay? Vi bat ky nguoi ndo ciing déu c6 thé d& dang dwa nhiing
thong tin 1én website ma khong can doi sy cho phép cta nguoi quan ly
website hay ciing khong bi kiém tra boi tinh chinh xac va tinh phu hop
cta thong tin d6 hay khong. Pidu quan tdm dic biét khi tham gia phan
tich cac dir lidu cap hai tir nhitng ngudn thong tin quéc té chinh 1a su
khac biét vé vin hoa va su khac biét vé nhirng dit liéu thu thap dugc.

Nhirng nha quan tri marketing TMDT khong nén bi thuyét phuc boi
nhitg website c6 thiét ké bén ngoai dep: nhitng website ¢ thiét ké tot
nhat c6 thé khong phai 1 noi cung cap nhimg thong tin phu hop nhat,
dang tin cay nhit va c6 ich nhit. Nhitng budc tiép theo co6 thé duoc thuc
hién nham xac dinh chit luong cua dit liéu thir cip da thu thap duoc dudi
hinh thirc truc tuyén nhu:

- Tim ra tac gia cua trang web. Mot trang web dugc tao ra boi nhitng
dai dién cua chinh pha hay tir nhimg t6 chirc ni tiéng s& dang tin cay hon
nhiing nguoi chi cta website ma khong dugc nhiéu nguoi biét dén. Doi khi
vi¢c nhan thure rd sy khéc biét nay doi hoi su khéo 1éo.

- C6 gang xac dinh xem liéu tac gia ciia website c6 phai 1a ngudi
dugc uy quyén dé quan 1y va diéu hanh cac chu dé can thao luan trén
website hay khong.
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- Kiém tra xem khi trang web dugc cap nhat thong tin 1an cubi cung
la vao khi nao; c¢6 nhiing trang web thi luén duogc cap nhat thong tin ting
ngay, nhung ciing c6 nhimng trang web thi hang nim van khong cé gi
thay ddi. Nhitng thong tin cang duoc cap nhat diy dii thi s& cang c6 ich
hon trong viéc ra quyét dinh. Kiém tra tinh siéu lién két cia thong tin.
Mic du hau hét cac trang web déu c6 nhitng lién két v6i cac trang web
khac nhung ciing c¢6 nhitng website c6 lién két khong dem lai hiéu qua do
nhirng thong tin tir duong link d6 khong thuong xuyén dugc cap nhat.

- X4c dinh mtrc d6 hoan thién cua website: Liéu website d6 chi dé
cap toi mat linh vuc nhat dinh hay dé cap toi nhiéu van dé rong 16n hon?

- X4c nhan tinh chinh x4c cta thong tin nghién ctru bang viéc tim ra
nhimg thong tin twong ty tir nhitng ngudn khac trén Internet hay qua cac
ban copy ¢ thu vién. Néu nhiing s6 liéu théng ké gidong nhau déu khong
c6 mat & dau nira thi tim kiém theo cach khac dé xac nhan tinh chinh xéc
cua dir liéu.

- Kiém tra ndi dung cia trang web vé tinh chuan xac. Néu co qua
nhiéu 15i hodc nhitng s6 liéu khong dugc cap nhat thuong xuyén thi day
c6 thé coi 1a mot ddu hiéu ching to dit liéu khong dugc cap nhét thudong
xuyeén.

- Pumg voi dimg viéc tim kiém khi tim thdy nhimg duong siéu lién
két hodc nhitng thong tin xuét hién ngay tir 1an dau tién. Can phai nho
rang d6 chi 1a mot trong sd rat nhidu cic website tiém ning c6 thé phuc
vu cho viéc nghién ctru va danh sach nhirg dudng siéu lién két co lién
quan dugc cung cdp rat nhiéu - duoc coi nhu 14 dich vu - vi thé day
khong chi 12 ngudn luc duy nhét, tt nhat va can thiét cho cac chu dé can
nghién ctru.

3.2.2. Dit liéu so cip

Khi dir liéu thir cap khong dép tmg duoc yéu ciu cho viéc hoach
dinh chién lugc marketing, nhitng nha quan tri marketing can quyét dinh
tw minh tim kiém nhiing thong tin can thiét. Dt liéu so cp 1a nhitng thong
tin 1an dau tién duoc thu thdp nham cung cap nhing tin tirc dé giai quyét
cac van dé hién tai. Thu thap dir liéu so cép thuong tén kém va méat nhiéu
thoi gian hon dit liéu thtr cdp, nhung dit liéu so cp lai mang tinh kip thoi
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va phu hop véi nhimg van dé hién tai ma nha quan tri marketing can phai
nghién ctru va giai quyét nhiéu hon. Dir liéu so cap duoc thu thap boi
chinh DN minh cho nén nhiing dit liéu nay d6i thii canh tranh khong thé c6
duoc. Ba ngudn dir liéu so cap chu yéu duge thu thap: qua Internet, qua
hoat dong thu thap dir liéu ngoai tuyén thong qua qua trinh mua hang ciia
khach hang (real space) va qua bao cao ndi bo.

Phuong phép thu thap dir lidu so cdp qua Internet bao gdm nhiing
tiép can truyén thong vé nhimg trai nghiém, nhimg nhom diéu tra trong
diém, hoat dong quan sat, nhirng cudc phong véan theo chiéu sau (In-
depth interviews - IDI), va nhiing cudc nghién ctru khao sat. Mang may
tinh giup cho viéc thu thap dit liéu trd nén dé dang va don gian hon va
dong thoi ciing mang lai nhitng wu diém khac. Phuong phéap nghién ciru
khao st truc tuyén va hoat dong nghién ciru ngudn don 1¢ théng qua
nhom hoi thao phong van truc tuyén (Online panel) c6 xu hudng gia ting
trong moi truong Internet.

Viéc thu thap dir liéu so cip thong qua qua trinh mua hang cia
khach hang chinh 1a viéc tiép can theo cong nghé nham thu thap cac
thong tin ngoai tuyén ma sau d6 duoc luu trit va st dung trong co s dit
liéu marketing. Pidu quan trong nhét khi sir dung phuong phap thu thap
dir liéu so cap thong qua qua trinh mua hang cua khach hang chinh 1a
viéc quét va luu gitr duge ma sé san pham va sb thé tin dung cua khach
hang tai cac gian hang ban 1é ngoai tuyén, nhitng thong tin nay ciing can
dugc nhan vién dich vu khach hang nhap vao trong khi ho néi chuyén véi
khach hang thong qua dién thoai. Du 1a thu thdp thong tin qua Internet
hay béng hinh thure ngoai tuyén, cac dir ligu dién tir dugc tap hop dudi
bat ky hinh thirc nao (email, dién thoai, website, cac gian hang tap phém,
cac quan ban hang) thi cubi cing ciing can dugc luu trit trong co s di
liéu marketing va s& tré thanh mot phan tri thirc marketing gop phan vao
qua trinh hoach dinh chién lugc hiéu qua.

Mobi phuong phép thu thap dir liéu so cdp déu cung cip nhing
thong tin quan trong, tuy nhién né ciing c6 nhitng han ché nhét dinh.
Hoat dong nghién ctru qua Internet chi thu thap dugc nhitng thong tin tur
nhitg nguoi ciing st dung Internet ma thdi, do vy, con mot sb luong
16n nhitng nguoi khong st dung Internet bi bo sét. O day chung toi s&
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gidi thi¢u vé cac budc cua qua trinh nghién ctru va tim ki€m cac dir liéu
so cap, va sau do sé€ di sau vao phan tich tirng budc ti€p can cu thé voi
nhiing vu va nhugce diém cua chung.

Mot nguén dir liéu so cép quan trong nira la cac ban bao cao ndi bo.
Céc dit liéu dugc thu thap va phén tich vé tai chinh, ké toan, va cac hoat
dong san xuit cung cip nhimg thong tin co gia tri cho hoach dinh ké
hoach marketing. B phan marketing sé tu thu thap va duy tri nhitng
thong tin ¢6 lién quan t&i dic diém tinh cach va hanh vi cua khach hang.
Vi du nhu, hoat dong logistics lién quan td1 viéc kiém duoc cang nhiéu
hop ddng van chuyén hang hoa cang tot thong qua cac kénh phan phdi,
thong tin gitip cho nhiing nha quan tri marketing day nhanh thoi gian tir
lic ddt hang t6i khi giao hang va vong quay thanh toan. Diéu nay dic
bi¢t quan trong trong moi truong di€n tir noi ma khach hang mong cho
duoc DN hdi dap lai nhanh nhét c6 thé sau khi ho thuc hién 1énh dit
hang tryc tuyén. Kha ning tao ra nhitng san pham khi viéc dat hang dugc
thyc hién ciing gop phan lam ting loi nhuén cho DN. Cac hé théng quan
tri hang ho4 ton kho dung luc (Just — in — time inventory system) ciing s&
duogc nang cao boi cac thanh vién trong kénh va bdi hoat dong dat hang
dién tir tir nhitng khach hang khac, cho phép DN tbi thiéu hoa chi phi
quan tri kho hang hoa dong thoi dam bao dap tmg nhu cau cua khach
hang trong thoi gian ngan nhét.

Dir liéu ndi bd cua DN bao gé)m cac dir liéu phi marketing va dit
liéu marketing. Dit liéu phi marketing bao gom dir liéu tir bd phan ké
toan tai chinh. B phan nay thu thap cac dir liéu vé tinh hinh ban hang,
dong chay tién mat, cac chi phi marketing, va lgi nhuan ma tir d6 nhiing
nha quan tri marketing c6 thé str dung dé danh gia tinh hiéu qua cua hoat
dong marketing. Vi du nhu, mot DN mudn gi6i thiéu san pham m&i trén
website ctia ho thi duong nhién ho mudn c6 ngay duoc nhimng phan hoi
vé tinh hiéu qua cia quang céo trén doanh sé ban cta san pham d6. DN
cling mudn theo ddi nhitng chi phi cho hoat dong quang céo va nhiing
phuc dap tir cac loai phuong tién truyén thong dai chung trong sudt giai
doan dau tién cta san pham.

Trong mdi trudng dién tir, nhitng sy diéu chinh trong quang céo
cling duoc thyc hién d& dang nham tao nén cac chuong trinh quang céo
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thuong xuyén va kip thoi. Dir liéu marketing bao gdm dir liéu tir luc
luong ban hang va dit liéu vé dic diém, tinh cach va hanh vi ctia khach
hang. D@ li¢u tur lyc luong ban hang thuong dugc cap nhat thong qua
viéc sir dung phan mém tu dong kiém tra tinh hiéu qua cua lyc lugng ban
hang (Sales force automation software). Phan mém nay cho phép dai
dién ban hang nhip céac dit liéu ciia ca khach hang hién tai 1an nhiing
khach hang trién vong vao trong hé thong thong tin marketing ctia DN.
Tir 46, dai dién ban hang truy cap vao ngudn dir liéu khach hang va truy
cip vao cac san pham thich tmg nham xem xét lai ban bao céo vé khach
hang ddng thoi tinh toan ngudn san phdm dau vao phu hop vé6i khach
hang trén co s& cac dir lidu vé khach hang trén may. Viéc nay duoc cac
dai dién ban hang thyuc hién tai bt ci noi ddu, bat ctt khi nao nhd may
tinh xach tay cua ho.

Vi du mot DN c6 nhitng nhan vién kinh doanh phu trach hoat dong
ban hang qua dién thoai toi cing mot tap khach hang nhat dinh. Khi
khach hang c6 su phan nan, nhan vién dai dién phai ghi ngay nhitng phan
nan do6 vao co s¢ dir liéu va nhitng dai dién ban hang khéc s€ truy cap
vao d6 dé xem céac bao cdo vé khach hang trude khi dén thim nhiing
khach hang nay. DN nay c6 mot quy dinh chung nhu sau: Néu trong béo
c4o ciia 4 dai dién ban hang cling c6 10i phan nan gidng nhau thi 10i canh
béo s& dugc dua ra va nhitng nhan vién ban hang can phai ngay lap tic
t6i thaim khach hang ctia minh va giai quyét van dé nay. Nhiing nhan
vién ban hang ciing cung cip nhirng thong tin vé dbi thu canh tranh va
thong tin ma ho c6 dugc trong linh vuc kinh doanh ctia minh. béi voi
nhimg DN coi trong viéc bién thong tin thanh tri thirc marketing, nhiing
nha quan tri marketing c6 thé dua ra cic dé xuat, cac ban bao céo va
nhitng tin nhin duogc soan theo timg chu dé trong hé théng thong tin
marketing.

Mot ngué)n dir liéu marketing thu hai la dir li¢u vé dic diém, tinh
cach va hanh vi cua khach hang. Dir li¢u marketing ndi bd quan trong
nhit lién quan t6i hoat dong cua timg khach hang riéng 1¢. Ngudn co s
dir liéu dau vao bao gdm danh sach dién tir ctia khach hang hién tai va
khéach hang trién vong, déng thot bao gém ca dia chi, s6 dién thoai va
hanh vi mua cua khach hang. Cac DN da sir dung phuong phap nay tu
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nhidu nim nay, nhung cong nghé luu trit va phyuc hdi méi va sy c6 mit
ctia khdi lugng thong tin dién tir 16n dang ngay cang 16n manh véi téc do
leo thang chéng miat. Vi du, nhitng khach hang dén véi Expedia déu
duogc yéu cau dang ky thanh vién truée khi str dung dich vu ctia website.
DN nay c6 co s dir liéu rat 16n bao gdm dia chi e-mail, cic dic diém
tinh cach cta khach hang, va hanh vi mua hang cta khach hang. Mdi file
dir liéu khach hang trong co s& dir liéu c6 thé bao gdm ca mot ban ghi
chép vé s6 cude goi clia nhan vién phu trach dich vu khach hang, ban ghi
chép vé cac san pham dich vu, cac van dé ddc thu gip phai hay nhiing
cau hoi lién quan téi cac chung loai san pham hang hod, va cac dit liéu
khac nhu coupon va cac chuong trinh xuc tién khac. Mot ban ghi chép vé
khach hang hoan chinh bao gdm céc dit lidu tir khi khach hang lan dau
tién lién hé v6i DN, bao gom céac dit hang qua Internet va cac giao dich
lién quan khac qua e-mail, va bao gdm cac hoat dong mua hang va tra
cac coupon cho khach hang tai cc gian hang tap pham. Cac dir liéu vé
hanh vi ctia khach hang tai cac gian hang dugc thu thap thong qua hinh
thirc quét ma vach san pham toan cau (universal product codes - bar
code) trén timg san pham.

Céc DN sir dung dir liéu trong co so dit liéu khach hang nham cung
c¢b va nang cao tinh hidu qua trong hoat dong ban hang, cai tién san pham
hdn hop, dinh mirc gia tot nhat cho timg san pham, wéc dinh hiéu qua cua
hoat dong xtic tién, va du béo nhitng co hoi méi trong hoat dong phan
phéi. Vi du: Ban di bao gid phan van khi nhitng nha ban 1¢ dia phuong
hoi vé& ma s buu dién ma ban dang sdng khi ban quyét dinh mua hang
chua? Nhitng nha ban 1é s& bd sung nhimng thong tin nay vao co so dir
liéu marketing va sir dung n6 dé quyét dinh xem liéu mot gian hang moi
m& & mot vi tri méi co thé mang lai lgi nhuan website thu hut sy chuyén
dong cua nguoi su dung thong qua cac trang web va st dung nhitng
thong tin ndy dé ning cao hiéu qua ciia website. Bang viéc biét duoc thoi
gian ma ngudi st dung & lai timg trang trong website, tong thoi gian ho
thim ca website va ho di tdi véi trang web bang cach nio, nhitng nha
phat trién web c6 thé tai to chuc lai cac trang va ndi dung cua website
thudng xuyén va theo ting thoi gian nhat dinh da dinh sin. Thém vao do,
cac DN c6 thé nhan dang dugc nhitng nguoi truy cdp vao website khac
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ngay trudc va sau khi ho truy cap vao website cua DN. Thong tin nay
cung cip nhimng tinh bdo canh tranh, dic biét 1a néu ngudi sir dung dang
quan tam t&i nhitng san phérn dac thu. Nhitng dir li¢u nay duoc thu thap
tu dong trong cic Blog va co thé trd thanh mot phan cia cic co so dir
liéu marketing.

Hang chuyén phat nhanh Federal Express da rat thanh cong trong
viéc thu thap ty dong cac thong tin khach hang bang mang lu6i hé thong
dién tir. Thong qua website ctia DN, cac khach hang c6 thé giri nhitng goi
hang qua nhan vién giri hang, dinh vi cac diém tra hang, theo ddi hoat
dong van chuyén hang hoa, cap nhat cac thong tin vé tinh hinh giao hang
va van chuyén, chuén bj céc tai liéu cho hoat dong giao hang va yéu ciu
chir ky xac nhan cho viéc giao hang bang nhiéu ngdn ngir khac nhau. Tat
ca cac thong tin nay déu duoc phan tich bai nhitng nha quan trj marketing
cua FedEx cho viéc hoach dinh cac muc ti€u. FedEx con duy tri mang ndi
bd (intranet) mé rong cho nhirng khach hang thuong xuyén cta hang, cung
cap cho ho bang theo ddi tinh hinh ty gid duogc ca nhan hoa theo timg
khach hang va ngoai ra con cung cap mot sé dich vu dic biét khac. Ngoai
ra, FedEx con duy tri may chu trong mang ndi bo ma co thé phuc vu dugc
20.000 luot khach truy cap mot thang cho vi¢c tich hop hoat dong quan tri
nguén nhén luc va dia diém lam viéc va thi phﬁn cua DN - mot hé théng
toan dién cua nguén dit liéu dau vao ndi bd cho hoat dong quan tri tri thirc
marketing hi¢u qua.

Vi dir liéu so cép la dit liéu dugc DN truc tiép thu thap nén viéc tim
kiém va thu thap dir liéu phai dugc thyc hién theo ké hoach dinh sén.
Duéi diy 1a cic budc nghién ctru va thu thip dit lidu so cap ciia DN
(hinh 3.6):

Xac dinh Thiét lap . o Phan b
vandécan [»| kéhoach |- Tgﬁ,u Itigip = Pg;r}igﬁh —»| cac két qua
nghién ctru nghién ctru ; ’ nghién ctru

(Nguon: J. Strauss, A. El-Ansary)

Hinh 3.6: Cac giai doan thu thdp va xw ly dii liéu so cd'p
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Buwérc 1: Xdc dinh van dé can nghién ciru

Béng 3.4. dua ra mot s6 van dé nghién ciru marketing TMDT dic
trung, hay cac phuong phap thu thap dit liéu ngoai tuyén qua qua trinh
mua hang hay qua thoi gian thuc ma nguoi st dung truy cap vao website

cua DN

Bang 3.4: Nhitng muc tiéu nghién ciru dir liéu so' cAp phd bién

NhiPng nha ban 1@ trwe tuyén

Cac website

Cling cb va téng cwdng hoat dong mua
ban trwc tuyén

Sb lwong ngudi truy cap céc trang cang thudng
Xuyén hon

Dy bo nhu cAu vé san phdm

Tang thoi gian khach hang & lai websie 1au hon

Kiém tra va thi nghiém cac san phdm
maoi

Kiém tra tinh hinh twong va hoat dong t chic
clia website

Kiém tra cac mirc gia khac nhau

BPuong link thwong truy cap vao website — ligu
c6 hiéu qua khong?

Kiém tra tinh hiéu qua clia hop tac nhan
hiéu va cac thanh vién ctia DN

Mic d6 hai long cta khach hang khi truy cap
website

Khach hang va céc trién vong phat trién

Céc hoat dong xuc tién

Nhan dang cac phan doan thi trudng
méi

Kiém tra tinh phu hop cla chwong trinh quang
cao tai trng phan doan thj trvong

Kiém tra mtc do hai long trong mua
hang cua khach hang

Kiém tra cac hoat dong xuc tién méi

Xac dinh va phan tich cac khach hang
hién tai

Xac dinh tinh hiéu qua cla cac chuwong trinh
coupon

Kiém tra cac phwong phap toi wu hoa
tap khach hang tai website ctia DN

Po lwdng sé lwong ngudi click vao cac banner
quang cao

Buéc 2: Thiét Igp ké hoach nghién citu

Dua trén co s& nhitng thong tin can tim kiém, nhitng nha nghién

ctru lya chon hoat dong phong van va cac cude nghién ctru khao sat, lya

chon phuong phap thu thap dir liéu ngoai tuyén théng qua qua trinh mua

hang cling nhu lya chon phuong phap xac dinh thoi gian thyuc sy cua

khach hang tai trang web ctia DN.
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- Lya chon va thiét 1ap cdc mau nghién ctru: ¢ budc nay, nhirng nha
nghién ctru marketing lya chon cac nguon va s6 lugng mau nghién ctru
can thiét.

- Cac phuong phap tiép can va lién hé: Cach dé tiép can miu
nghién ctru c6 thé thong qua cic phuong phap truyén thong nhu qua dién
thoai, thur va ciing c¢6 thé qua Internet va qua cac phuong tién tiép can
duoc phép theo cong ngh¢ khac.

- Thiét lap cac cong cu nghién ctru: Khi hoat dong khao sat da dugc
hoach dinh, nha nghién ciru sé& thiét 1ap hé thong cau hoi. D6i véi mdi
phuong phap khac nhau, nha nghién ctu marketing dua ra mét ban du
thao dé huéng dan hoat dong thu thap dit liéu.

Buwdéc 3: Thu thap div liéu

Dya vao muc tiéu da dugc hoach dinh, nhitng nha nghién ctru
marketing tién hanh hoat dong thu thap dit liéu so cap.

Buwoc 4: Phan tich dir liéu

Nha nghién ctru phan tich két qua dyua theo nhiing vin dé can phai
giai quyét. Budc ndy bao gom viéce sir dung cac phan mém thong ké cho
hoat dong phan tich dit liéu khao sat truyén thong hay 1a hoat dong khai
pha dir licu dé nhan dang mau va céac thong tin khac trong co s& dir lidu.

Buéc 5: Phin bé cdc két qud phan tich va bo sung vao hé thong
thong tin marketing hén hop

Cac dir liéu sau khi dugc phan tich s€ duogc Iuu trir trong co so dit
liu thong tin MIS va s& duoc cong bd dudi dang vin ban hodc bing
thuyét trinh véi nha quan tri marketing.

3.3. Cac phwong phap thu thap dir liéu dién ti
3.3.1. Phwong phap nghién ciru truc tuyén

Internet duoc coi 1a mot ngudn phong phti cho hoat dong thu thip
dir lidu so cap. Ngoai ra, str dung Internet gitp tranh dugc ty 1& bat hop
tac cta khach hang dbi voi nhimg phuong phap nghién ctru truyén thong.
Ty 18 khach hang tir chéi duéi hinh thirc phong van qua dién thoai tai My
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udce tinh khoang tir 40 - 60% va khoang 40% khach hang khong tra 161
thu. Theo Fred Bove tai Trung tam Cong ngh¢ Scoratic, “Cdc nha
marketing truec tuyén dd phd hong cdach hoat déng ciia cdc cong ty phong
vén qua dién thoai”. (Thompson 1999, trang 70). Nguoc lai voi diéu do,
vGi 86 nguoi tiéu ding truc tuyén khong ngimg ting 1én, viéc tao nén
nhitng nghién ctru qua phuong thic ré va nhanh cua Internet thuc su
khién chiing ta can nhéac. Tai Bic My, 71% trong cic DN sur dung rat
nhiéu phuong phap nghién ciru truc tuyén khac nhau (Hinh 3.7).

100%
90%
80% -
70%
60%
50% -
40% A
30%
20%

10% o
0%

Proportion Using

Online E-mail Online Bulletin Web site
surveys surveys focus board focus use
groups groups measures

(Nguén: Big Bytes 2001)

Hinh 3.7: Ti I¢ sit dung cdc cong cu nghién civu triee tuyén
tai 200 DN My

Duéi day 1a 3 vi du vé viéc nghién ctru tryc tuyén thanh cong:

- Kiém tra tinh sdng tao: Leo Burnett - mot dai dién quang céo
dd xay dung 1 mau nghién ciru gébm 50 trudng tiéu hoc véi muc dich
kiém tra tinh hiéu qua cua nhirng chuong trinh quang céo cua cac DN
ma c6 lién quan tryc tiép toi thi truong cia tré em. Burnett dua ra mot
vai poster quang cdo truc tuyén va giri tryc tiép nhirng trang web ma
c6 trung bay poster do td1 dia chi email cta cac hoc sinh. Sau khi xem
cac poster, hoc sinh hoan thanh cudc khao sat béng viéc chon léy
poster nao ma ho cho rang 1a tét nhat. Trong 1an kiém tra nay, hon 800
hoc sinh da giup DN quyét dinh dugc muc tiéu sang tao tét nhit cho
poster quang céo.
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- Muc do hai long cua khach hang: Hang hang khong Bristish
Airway di dua ra bang cau hoi trén website cia minh nham thu thap cac ¥
kién, quan diém cuia cac khach hang vé dich vu ma hang hién dang cung
cap cho nhimg khach hang 13 thanh vién cta ciu lac bd thanh vién. Da co
t61 hon 9000 nguoi tham gia tra 101 bang cau hoi trong vong 9 thang.

- Phat trién san pham: Truong dai hoc Nevada - Reno da dua ra
bang cau hoi trén website vé cac chuwong trinh dao tao marketing ciia
trudng, moi nhitng nha nghién ctru va cac truong hoc vién dua ra y kién vé
viéc nén dua thém nhiing ndi dung gi vao chuong trinh giang day TMDT
o cép bac dai hoc, da c6 140 nguoi tra 101 bang cau hoi va giap ich cho
truong rat nhiéu trong viéc nghién ctru va phat trién mén hoc mai.

Hién nay cac nha quan tri marketing dang nghién ctru viéc lam nhu
thé nao dé két hop cac dir liéu truc myén va ngoai tuyén mot cach hiéu
quéa nhét, gidng nhu trong truong hop cua Purina va giéng nhu trong
truong hop ciia cac DN ban 1¢ truyén thong, dé tir d6 tao nén nhimg két
qua nghién ctru hitu ich cho TMDPT. Piéu nay lién quan dén rat nhiéu dir
liu: nhimg ngudn dir liéu tir hé théng ndi bo, dir lidu tir may quét san
pham, dir liéu tir théng ké cta chinh pha va dit lidu tir rat nhidu cac
ngudn khac,... Thém vao d6, cac nguodn dit lidu cap 1 - dir liéu so cap
dugc thu thap thong qua cic cong cu nhu thir nghiém truc tuyén, cac
nhom muc tiéu truc tuyén, quan sat, cac cudc phong vén theo chiéu sau,
cac diéu tra truc tuyén, ... sau day:

(1) Nghién ciru thong qua céc thir nghiém truc tuyén

Hoat dong nghién ctru thong qua cac thir nghiém thyc té nhim kiém
tra sy anh huong ctia cac mdi quan hé, nhu trong vi du ctia Purima. Nha
nghién ctru marketing s€ lya chon cac ndi dung, gui cac ndi dung nay mot
cach tinh ¢ t6i hai hodc nhiéu nhom nghién ctru muc ti€u va sau do s€ tim
hiéu vé& nhig kich thich, phan tmg khac nhau ctia mdi nhom. Nha nghién
ctru marketing sau do sé do luong su phan Umg cua tirng nhom, thuong 1a
dudi dang céc bang cau hoi, dé xac dinh xem liéu c6 sy khac nhau gi gilra
cac nhom hay khong. Néu nhu nhitng cudc thir nghiém nay duoc kiém
soat can than (nghia 1a chi c6 nhitng phan tng trai nghiém thay d6i ma
thoi) thi sy khac nhau gitta cac nhom c6 thé dugc coi nhu 1a nhitng phan
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ung (nguyén nhan - hé¢ qud). Va duong nhién la nhitng anh hudng nay s€
con phai duoc kiém tra lai trong nhitng tinh hudng khac véi nhimg noi
dung khac nhim xac dinh mac do khai quat hoa ctua vén dé.

Nhitng nha quan tri marketing TMDT c6 thé dé dang kiém tra tinh
khac biét cia cac webpage, cac banner quang cao va cac chao hang xtc
tién truc tuyén. Vi du nhu mot DN c6 thé giri cac email thong bao véi hai
mirc gia chao hang khac nhau, mdi muc gia lai pht hop véi mot nira sd
li¢u trong co so dir li¢u cua khach hang. Néu nhu mot siéu lién két t6i 2
webpage khac nhau tai website ma DN tai trg c6 trong email thi 0 rang
1a “chién luoc chao hang kéo” sé& thich hop hon.

(2) Nghién ciru thong qua phéng vin theo nhém muc tiéu trwc
tuyén

Nghién ctru thong qua phong van nhém muc tiéu 1a mot phwong
phap dinh tinh nham thu thap cic thong tin thong qua nhitng cudc phong
van theo chiéu siu (IDI - In Depth Interview) tir mét s it nhitng ngudi
diéu tra muc tiéu. Phuong phap nay thuong duoc st dung nham giap
nhirg nha nghién ctru marketing hiéu duoc nhitng cam giac va hanh vi
quan trong trude khi thiét 1ap hoat dong nghién ctru khao sat.

C6 khoang tir 15 dén 30% céc dai dién quang céo va cac DN nghién
ctru thi truong st dung Internet dé quan 1y nhém diéu tra muc tiéu, o day
tat ca cac thanh vién cing trong mot dién dan. Thir nhét, Internet c6 thé
gitip nhitng ngudi sdng xa nhau xich lai gan nhau hon, nhu 13 hoat dong
diéu tra nhom muc tiéu véi sé lugng khach hang 1a nhitng ngudi séng & 5
qudc gia khac nhau nhung ho cing thao luan vé nhiing trai nghiém trong
hoat dong mua hang tryc tuyén. Thir hai 13, vi nhiing thanh vién trong
nhom nghién ciru muc tiéu cung dua ra cau tra 101 cung mot Iuc cho nén
cau tra 101 cua ho s€ khong bi anh huong bdi cau tra 101 cua nhitng thanh
vién khac (“tw duy nhom - groupthink™). Cudi cung 13, bang viéc sir dung
website, nhitng nha nghién ctru c6 thé dua ra cac quang cdo khuyén khich
sy tham gia ciia céc thanh vién trong nhom, c6 thé chay thir cic chuong
trinh phan mém, hay sir dung cic cong cu da phuong tién khac nhim
khuyén khich thao luan va trao ddi trong nhom.
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Tuy nhién, phong van théng qua nhém truc tuyén chi bao gdm tir 4
- 8 thanh vién trong khi nhom phoéng vén truyén théng bao gdm tir 10 -12
thanh vién. Ly giai cho diéu nay 1a do néu c6 qua nhiéu thanh vién thi
hoat dong nghién ciru s& gap rat nhiéu kho khan trong viéc quan ly dong
thoi cac thanh vién va nhimg cudc ddi thoai truc tuyén s& bi tring lip.
Mot sé nha nghién ctru di han ché van dé nay bang viéc st dung cac
bang thong tin truc tuyén va cac nhom muc tiéu ndy sé& dugc thudng
xuyén cdp nhat hang tuan (c6 15% sir dung phuong phép nay thong qua
cudc khao sat). Ngoai ra, truyén thong phi 10i néi (noverbal
communication) c6 thé 1am mét di sy biéu 16 ¥ kién thong qua khudn mit
trong hoat dong giao tiép ngoai tuyén, hoat dong giao tiép truc tuyén sé
st dung nhiing biéu tugng mat cudi mac dinh dé giam thiéu nhiing han
ché nay nhung né s& khong thuc sy phi hop. Mot diém han ché nita ciia
nhom muc tiéu truc tuyén 1a cac van dé vé tinh xéc thuc. Chinh vi khong
thé nhin thay truc tiép nguoi dang ndi chuyén nén rt kho khin trong
viéc dam bao chic chin rang nguoi dang néi chuyén chinh 13 ngudi ma
chung ta can khao sat nghién ctru. Van dé nay c6 thé dugc giai quyét
bang viéc tham tra tinh xdc thuc cia cac cdu tra 10i (Respondent
authenticity) va yéu cau nhom nghién ctru myc tiéu khi vao dién dan phai
c6 mat khau. Céac van dé vé cong ngh¢ k¥ thuat co thé 1am han ché hoat
dong cua nhom nghién ctru muc tiéu truc tuyén. Va cubi cung, mot cudc
nghién ctru nham so sanh tinh hiéu qua cta hoat dong khao sat truc tiép,
qua dién thoai va qua nhom nghién clru muc tiéu truc tuyén da duoc thuc
hién va ho nhén ra ring cac ndi dung sir dung tir ngir phu dinh va khang
dinh trong khao sét truc tuyén thuong manh hon trong cac phuong thirc
nghién ctru khac - viéc tra 1oi bang danh may khac rat nhiéu so véi viée
tra 101 bang 16i n6i. Tuy nhién, hoat dong nghién ctru thong qua nhom
muc tiéu truc tuyén thi nhanh hon va it tén kém hon cic phuong phap
nghién curu khéc.

King, Brown va Partners, mot DN nghién ciru ¢ San Francisco da
quan 1y hoat dong nghién ctru nhém muc tiéu truc tuyén cho nhiing
khach hang ctia minh da sir dung quy trinh sau (www.kingbrown.com):

- Lién lac v&i nhiing thanh vién ti€ém nang qua email, moi ho truy
cap vao website cia DN va trd 1061 cdc cau hoi trong website (Vi du:
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Khach hang tiém nang c6 thé 1a thanh thi€u nién nhitng ngudi mua cac
san pham cua Levis).

- Gui cac thong di€ép qua email dé xac nhan tiéu chuan thanh vién,
moi ho dong tien dé tham gia vao nhom.

- C6 cac khach hang va tir 4 - 8 thanh vién luén c6 mdt trong
website truc tuyén tai nhitng thoi gian xac dinh trong ngay va tat ca ho
déu duoc chao don ndng nhiét khi truy cap vao website.

- Chia cac nhom thanh 2 phéan theo hang doc: & bén phai, nha nghién
ciru dua ra cac cau héi va cac thanh vién danh cau tra 161 vao do6. Cac
phuong tién truyén théng dai chung ciing ¢6 thé duoc gidi thiéu ¢ phia bén
phai. Phia bén trai dugc goi la phong sau (“back-room”) noi ma khach
hang co thé ndi chuyén, giao tiép v6i nhau va nha nghién ctru diéu khién
thong qua bang diéu khién ctia minh nhu 14 nhiing tién trién ctia nhom.

(3) Nghién ciru thong qua quan sat tryc tuyén

Céc nghién ctru thong qua khao sat truc tuyén kiém tra hanh vi cia
khéch hang b?mg viéc quan sat ho trong nhitng tinh huéng cu thé. Vi du,
nhitng nha ban 1¢ thuong ghi lai hanh vi cta nhimg nguoi mua hang dé
xem xem nhirng loai san phdm hang hod nao ma khach hang thudng hay
chon trong qua trinh ho di xung quanh ctra hang dé lya dd va tir d6 diéu
chinh cac hanh vi mua hang khac cua khach hang cho phu hop. C6 mot
s6 nha nghién ctru cho rang chinh nhiing hanh dong noi 1én nhiéu diéu
hon 14 161 noé1, viéc quan sat hanh vi mua hang cua khach hang dem lai
hi€u qua va tinh xac thyc cao hon viéc thuc hi¢n cac cudc khao sat ghi lai
¥ kién cua khach hang vé diéu gi ma ho tin tuong va hay thuc hién nhat.
Puong nhién 1a xét vé muc chit lugng cua cac cudc khao sat thi viéc
quan sat khach hang vé6i s6 lugng mau quéa nho s& khong thé mé ta khach
quan va chinh x4c vé& hanh vi mua hang chung ciia cac khach hang dugc.

Mot loai hinh thé vi va rit quan trong cta nghién ciru qua hoat
dong khao st truc tuyén 13 didu nay chi co trong marketing Internet ma
thoi, nd bao gom viée kiém soat viéc khach hang tan giu (chatting) va
gui email thong qua cac phong chat (chat room), cac bang tin, hay qua
cac danh sach giri thu. Usnet c6 téi hon 35000 nhém thong tin, moi mot
dién dan lai chuyén cho mét chu dé nhét dinh. Moi nguoi dua ra cac bai
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viét 1én nhom théng tin dé ngudi khac doc. Nhitng cudc thao luan co khi
lai rat c6 ¥ nghia nhung c6 khi chi 1 bong dua, pht phiém, nhung nhitng
nha hoach dinh marketing c6 thé nghién ciu dugc vé san pham va vé
nganh kinh doanh thong qua viéc kiém soat va diéu hanh cac cudc thiao
ludn nay. Mot cach khac dé didu hanh va kiém soat viéc khach hang no6i
chuyén qua mang 1a cung cp khong gian trén website ciia DN hay mua
danh sach cac dia chi email tai nhitng chu dé thao luan c6 lién quan toi
san pham ma DN mudn nghién ciru.

(4) Nghién ciru thong qua khao sat true tuyén

Nhitng nha quan tri marketing TMPT thudng tién hanh khao sat
bang viéc giri di nhitng bang cau hoi dén ting d6i twong nghién ciu
thong qua email hodc bang viéc post ndi dung khao sat 1én trang web
hodc 1€n céc bang thong tin dién tur. Tuy nhién, vi¢c dua céc thong tin 1€n
cac bang thong tin dién tir s& ton nhiéu thoi gian hon trir khi nhitng bang
thong tin nay la cta chinh DN. Hang Netizens khong nhén dugc phan
ung tich cyc trd lai tr cdc DN ma dua céac thong di¢p thuong mai Ién
Usenet. BizRate 1a mot vi du dién hinh cho viéc cac DN thiét l1ap hoat
dong kinh doanh ctia minh bang viéc st dung cac cudc nghién ctru khao
sat tryc tuyén. BizRate dua ra bang cau hoi téi mau nghién ciru 1a nhimg
ngudi mua hang ngau nhién tai cic trang website danh cho khach hang
nham muc dich cung ¢d cac nd luc marketing. C6 thé thuc hién khao sat
tryc tuyén thong qua:

- Khio sat qua email

Pé chuén bi tién hanh hoat dong khao sat qua email, DN c6 thé tim
kiém mau nghién ctru gdm cac dia chi email tir hé thong co s¢ dir lidu
cua DN, hodc mua cac danh sach dia chi ttr DN chuyén dung, hodc DN
cling ¢ thé tap hop cac dia chi email tir trang web hodc tir cac nhom
thong tin Usenet. Trong truong hop DN muén str dung quyén ning diéu
khién véi nhitng nguoi tham gia tra 10i bang cau hoi thi DN d6 nén lya
chon cac nhom nghién ctru chuyén biét héa hodc cac nhém nghién ctru
dai dién dé tién hanh hoat dong khao sat. Sau khi gui di cac bang cau hoi,
nha nghién ctru marketing s& giri di cac email nhic nho t6i nhimg d6i
tugng nghién ciru ma van chua c6 phic dap lai sau mot thoi gian nhat
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dinh. R4t c6 thé chinh béi vi ddc diém ndy ma ty 18 ngudi phuc dap lai
trong phuong phap nay chi twong duong vai ty 1¢ ciia cac phuong phap
lién lac truyén théng ma thoi. Ciing nhu véi tit ca cac hé phuong phép,
ty 1¢ phan tram phiic dap hau hét phu thudc vao sy thich thii va sy hao
himg ctia nhitng thanh vién tham gia trong chu dé ctia cudc khao sat.

Mot van d& ddi v6i hoat dong khao sat qua email d6 1a nhidu khach
hang khong c6 k¥ ning tin hoc dé chuyén tai bang ciu hoi vé dang co thé
“chi chép, tra 16i va stra chita” dé danh ciu tra 101 vao vi tri thich hop.
Nhiéu d6i tuong nghién ctru tra 161 cau hoi rat 10n x0n, ho danh cau tra
16i ctia minh vao bat ¢t ddu ma ho mudn, do vay lam cho bang cau hoi
cang thiéu tinh chinh x4c hon. Nhin chung, hoat dong nghién ctru khao
sat qua email dang dan thay thé cho phuong phép lién lac truyén thong.
Céc cudc khao sat qua email van dugc nhiéu qudc gia ua thich - nhimng
qudc gia noi ma nhitng nguoi sir dung tra tién hang gio cho viée két ndi
Internet vi khao sat qua email c6 thé dugc tra 16i ngoai tuyén trong khi
d6 nguoi st dung phai online thi méi c6 thé hoan thanh bang cu héi qua
website.

- Khio sat qua website

Nhiéu DN gtri cic bang cau hoi 1én trang web cua ho. Nhitng nguoi
tra 101 thi danh cdu tra 1oi cia minh vao mot mau tra 1oi ty dong dudi
dang nut bam (khach hang chi can nhfip chudt vao 0), cac menu, hoac
dudi dang céac 6 trong. Tac gia Ted Mitchell hay sir dung hoat dong khao
sat qua website vdi tai truong dai hoc Nevada - Reno dé x4c dinh xem
chu dé gi nén dugc giang day trong cac chuong trinh dao tao TMDT.

Bang 3.5 di dua ra cic mau ciu héi tir cic cudc khao sat qua
website. Doi khi muc dich cua cac cude khao sat 1a nham tap hop sb litu
thong ké vé sd lugng nguoi truy cap vao website (Vi du: sé lugng ding
ky 1a thanh vién ctuia website); doi khi hoat dong nghién ctru khao sat nay
con mang tinh cip thiét hon. Vi du, New Balance dd hoi rat tinh co
nhitng ngudi truy cip website vé tim quan trong va mirc do tién loi trong
st dung cua trang web, ma cu thé 1a vé: dich vu khach hang, mirc 46 dé
dang trong thu thap thong tin va st dung, lya chon san pham va muc gia,
mirc d6 bao mat cua trang web va hoat dong mua sam. Thong qua qua
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trinh nay, DN c6 thé biét dugc khach hang cua minh s& sdn sang tra bao
nhiéu cho giao hang, ddy chinh 13 mot nhan t6 quan trong giai thich tai
sao DN lai cong thém chi phi nay vao cau trac dinh gia ctia minh.

Bing 3.5: Uu va nhurge diém ciia khio sat true tuyén

Uu diém

Nhwoc diém

Nhanh va it ton kém

Kha nang khai quat hoa clia mau nghién
clru chwa cao do tinh lwa chon mau

Kha nang thay dbi va thich (ng tot, mau
nghién ctru c6 thé 13 mot nhém 16n nhirng
ngudi si dung Internet trén toan thé gi¢i hodc
cling c6 thé chi 1& mot tap hop nhé nguoi

Tinh hiéu Iwc cta hoat déng do lwdng xu
hwéng nguwoi dwoc héi trd 16i theo hinh
thirc ca nhan hoa.

dwoc chon dwgc dac thu.

Nhap di liéu nghién ctru bang may tinh lam
gidm sai sb xay ra trong qué trinh nhap di liéu
bang tay

Khéng kiém tra dwoc tinh xac thuc clia cac
cau tra |oi

Doi khi nhing cau trd 1oi phu phiém va
khong xac dinh dwgc mire d6 trung thye

Nhan dwoc nhitng hdi dap trung thwc cho
nhitng cau héi nhay cdm

Bét c ai ciing déu c6 thé tham gia tra 16, chi
can ho nhan duoc 161 moi tham gia clia DN
hay mat ma clia hg dwgc bao vé.

Can ching nhan 2 1an

Céc dir liéu dién tr d& dang dwoc sép xép

thanh bang theo thir tu Budng anh hwéng hoc tap doc

Xu huéng gidm bot sé lwong ngudi di phéng
van

(Nguon: E-marketing-J.Strauss, A. El-Ansary)

Khi khong xac dinh 16 miu diéu tra qua website, nhitng nha nghién
ctiru marketing s€ dua lén website va sau d6 gui email va st dung nhitng
mau cong cong khac dé huéng dan va moi ngudi tham gia tra 11 cau hoi
t61 website. Ty 18 tra 101 cao nhét chinh 13 nhimg thanh vién c6 trong danh
sach email cia DN vi thuong 12 nhitg ngudi c6 su ua thich v6i chu dé cua
DN. Khach hang hién tai va nhimg khach hang trién vong trén danh sach
email 14 nhimg miu nghién ciru phong pha nhat. Cudi cling, quang céo qua
cac bang thong tin dién tr hay qua cac banner quang céo va nhirng duong
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link tir cac trang web khac chi thu hut duoc sé luong it nhimg ngudi tham
gia khao sat. Vi du, mot DN thiét 1ap 1 banner quang céo trén Yahoo! va
chi nhan duoc 1% sb nguoi clickthrough, mic du tong sé nguoi 1a 826.
Nhin chung, ty 1€ phtic dap véi phuong phap khao sat nay dat hi¢u qua
tuong duong hoac nhiéu hon mot chat so véi cac hoat dong khao sat
truyén thong khac, d6i khi nd co thé t6i duge 40%. Hoat dong nghién ciru
khao sat truc tuyén c6 rat nhiéu uu diém song ciing c6 nhirng han ché nhat
dinh so véi cac phuong phép lién lac truyén thong.

Uu diém ciia nghién ciru khdo sdt trwe tuyén: wu diém quan trong
nhét ciia hinh thirc nghién ctru nay 1a nhanh, it tén kém dic biét 1a khi so
sanh phuong phap nay voi cac phuong phap khao st truyén thong khac.
Céc bang cau hoi dugc giri téi s6 lwong 16n ngudi duge hoi trén toan cau
thong qua Internet trong thoi gian rit nhanh ma khéng phai tra chi phi
cho viéc gui thu, in 4n hay chi phi kiém tra. Thong thuong bang cau hoi
sau khi dugc gui di s& dugc tra 101 va giri lai trong ba ngay dau tién, giup
quy trinh nghién ctru dién ra nhanh hon. Trong truong hop bang cau hoi
da duoc giri di ma van con nhiéu nguoi duge hoi chua tra 10, viée giri
email nhic nho ciing rat d& dang bang viéc giri tiép cac email moi tham
gia tra 16i. Hinh thire nghién ctu khao sat truc tuyén con giup giam bét
cac sai sot xay ra. Vi du nhu, nhitng cAu hoi ngau nhién dugc dua ra la
nhiing cau hoi ma may tinh tu dong gui thém vao, nhitng cau hoi nay phu
thudc vao sb luong cau tra 101 tir nhitng cau hoi trudec. Néu mot dbi tuong
tra 10i 1a “Yes” cho cau hoi s6 9, phan mém co thé ngay 1ap tirc chuyén
sang cau hoi sd 12 dé yéu cau ddi twong tiép tuc tra 101. Phuong phap nay
giup giam tinh phtrc tap va thoi gian trd 161 cau hoi cho nguodi dugce
nghién ciru. Hon nita, nhitng ddi twong diéu tra khi ty minh danh tryc
tiép cau tra 10i s& gitp loai bot nhitng sai s6t ma phuong phéap truyén
thong thuong hay gip phai khi ho chuyén ciu tra 10i ctia minh tir suy
nghi sang viét vao bang ciu hoi bing gidy. Ngoai ra, ddi véi phuong
phap nghién ctru khao sat truc tuyén, nhitng ngudi dugce hoi s& tra 10i
trung thuc hon va cdi mo hon 1a viéc ho phai dbi dién truc tiép v&i nhiing
ngudi phong van - va tir d6 s& dé dang hon khi tra 101 cac van dé nhay
cam qua internet. Piéu nay ciing c6 thé 1a do may tinh chi 1a mot dd
ding, va khi ta 16i cdu hoi nhu vay thi khong ai c6 thé biét dugc ho dang
viét diéu gi.
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Han ché ciia nghién civu khdo sdt trwc tuyén: Tinh dai dién cua
mau nghién ctru va gia tri do ludong 1a mdi quan tam lo ling 16n nhét cua
nhiitng nha nghién cou thi truong ngay nay. Nhitng nha quan tri
marketing thi khong 161 kéo dugc cdc nhom nghién ctru mot cach khoa
hoc vi khong t6n tai danh sach ngudi sir dung Internet nao ca - chi trir khi
méu d6 duoc ldy tir danh sach khach hang ctia DN va gia dinh rang tat ca
nhimg khach hang nay déu st dung Internet va DN déu c6 dia chi cua
nhiing khach hang d6. Trong khi dé nhiing nha nghién ctiru marketing su
dung con ngudi hodc cac phuong phép lién lac qua thu thi lai c6 dugc
danh sach vé dan cu va co thé c6 nhimg mau ddi twong nghién ctru dap
g day du cac yéu cau. Mic du khong c6 mot danh sach chinh thirc nao
vé cac s dién thoai cua dan cu dugc phat hanh rong rai nhung cong nghé
sir dung dién thoai quay sd ngau nhién gitp giai quyét van dé nay bang
phuong thirc lién lac voi ddi tugng nghién ciru. Néu khong c6 kha ning
tim ra nhitng mau ngiu nhién, nhitng nha nghién ciru marketing khong
thé khai quat hoa cac két qua nghién ciru thanh két qua chung cho toan
bd dan cu dugc. Didu d6 co nghia 13 nhitg nha nghién ctru co thé giri
cac bang cau hoi qua email dén cac mau dbi twong nghién ctru hay dwa
no 1én cac cudc khao sét tryc tuyén qua website, nhung ho can phai rat
can trong khi sir dung cac két qua tir nhitng cudc nghién ctru nay. Két
qua thu duoc tir cude khao sat ¢6 lién quan nhu thé nio véi tat ca nhiing
ngudi st dung web? Pay chinh 1a van dé vé tinh khai quat hoa. Co nhing
doanh nghiép nhu 13 BizRate.com di han ché van dé vé mau nghién ctru
bang viéc dua ra bang ciu hoi cho tat ca khach tham quan truy cip vao
website ctia hing. Diéu nay mang lai tinh kha thi hon cho DN khi mudn
c¢6 nhirng thong tin tir cac mau tét nhat ctia khach truy cap website.

Nghién ctru khao sat truc tuyén yéu cau st dung mot s tiéu chi do
luong khac nhau. Tha nhat 13, bdi vi ¢6 rat nhiéu bd trinh duyét khac
nhau, cac kich ¢c& man hinh may tinh khéc nhau va céc cai dat thiét lap do
phan giai khac nhau nén nhitng nha nghién ctru rat lo ling khi su thich
g vé mau sic va kich ¢ s& khong dugc thé hién diing nhu nguyén ban
lac dau. O mot sb may tinh, cap do thich tmg bao gdom tir 1 dén 5 co thé
s& ¢6 khoang cach thich ing khong bang nhau, giy nén su khac nhau vé
gié tri hinh anh. Thtr hai 13, hoat dong nghién clru so sanh gitra khdo sat
qua dién thoai va khao sat truc tuyén cho thay rang nhiing nguoi str dung
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tryc tuyén it khi sit dung hai cap do thich ung cuc diém trén 5 cip do
thich tng nay (Vi du: viéc sir dung hai cap d6 thich ing 1 va 5 it duoc sir
dung hon).

Mot vai nha nghién ctru tin rang hau hét sy khac nhau giita cac
phuong phap khéo sat 1a sy khac nhau vé nhan khau hoc va cac khia canh
khac giita cong ddng dan cu. Mic du su khic nhau nay 1a co ton tai
nhung nhiing nha nghién ctru van khong tim ra dwoc bang ching dé
chting minh cho van dé nay. Do ludng 1a cach duy nhat dé c6 thé kiém
soat duoc van dé vé mau khao sat. Viéc phuc dap cua cac nhém duoc
miéu ta khong ding mic trong cudc khao sat dugc sé ting gap doi boi
mot s6 lwong dic tht mang chung dén gan nhau hon so véi sé luong cua
dan s6 toan cau. Va theo Andy Kohutt ciia trung tdm nghién ciru Pew,
“Hoat dong hiéu chinh truyén thong ma ching téi lam trudce kia trong
nghién ciru khdo sat chi c6 thé sira chita dwoc nhitng sai sét nho, chiv
khéng thé ding cho nhitng nhém 16n hon - nhitng nguoi khéng cé co hi
tham gia vao tro choi khdo sat nay” (Thompson 1999, p.68). C6 nguoi
cho réng Internet s€ khong thé tré thanh phuong tién hiru hi€u cho hoat
dong nghién ciru khao sat trir khi 80% tong dan s ctia toan thé gidi sir
dung Internet va online, nhung lai c¢6 nhiéu ngudi tin rang Internet c6 thé
thu duoc nhiéu cu tra 161 hon, cau tra 16i ¢ trong lugng hon, va chi can
dem so sanh két qua cua nghién ciru khao sat truc tuyén va ngoai tuyén 1a
s& thdy dugc chénh léch do.

Mot van dé khac cua khao sat qua website va cic bang cau hoi
duoc dua 1én cac bang tin 1a viéc ma DN khong thé kiém soat duogc
nhiing ai s€ tham gia tra 161 cau héi d6. Trong khi doé khi giri bang cau
héi vao email clia tirng ngudi thi mdi nguoi sé chi gitt nd cho riéng minh
va s& tra 10i theo suy nghi c4 nhan, chi khi dia chi email dugc cong bd
rong rai thi bit ctr ai ciing ¢ thé tra 16i khao sat qua website. Chinh viéc
tra 101 cdu hoi theo thién huéng ca nhan lam cho hoat dong do luong két
qué nghién ctru kh6 hon rat nhiéu.

Mot van d& dang quan tdm nita 13 tinh xac thuc cta cac cau tra 10i.
Day la mot van dé dang quan tim trong bat cir mot phuong thirc khao sat
nao nhung lai 1a mot van dé thuc su dang lo ngai v6i hoat dong nghién
ctru qua Internet. Cac cudc nghién ciru di cho thiy co tir 20 - 50% s6
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nguoi st dung web da ghi trai ngugc gidi tinh cia minh trén Internet va
thiéu nién thuong khai rang chung ¢ d6 tudi trudng thanh. Nhiéu nha
nghién ctru dang nd lyc han ché nhimng cu tra 16i khong dang véi phap
luat va nhirng cau tra 101 suéng s3. Mot cach dé nhan biét cac cau tra 16i
phu phiém 1a khi cac cau tra 161 duoc tra 161 theo mot mau nhét dinh (Vi
du, céc cau tra 1oi lan luot tang theo thu tur 1,2,3,4, ... ). Thém mot van dé
nira 12 viéc s6 luong cau tra 10i ciia khao sat truc tuyén bi ting gip doi.
Nhiéu nguoi tham gia tra 16i cau hoi thuong xuyén bi méc 16i va ho da
guri cau tra 161 nhidu hon 1 14n cho bang cau hoi va ciing c6 nhitng ngudi
thi ¢b tinh gui di nhiéu hon 1 14n vi ho mudn cau tra 16i ciia minh dugc
cha y nhiéu hon.

Cudi cung, can phai chi y rang viéc thiét ké cac mau khao sat
khong that sy d& nhu viéce thiét ké cac phan khac ciia mot webpage. Ciing
tuong tu nhu vy, dé thiét ké mau cau hoi co tinh twong tac cao hon,
nhiing nha nghién ctru phai cai dit mot chuong trinh dac biét trén server
cua minh (CGI hay Perl Script), chuong trinh nay giap “ndi” véi server
nhitng cong viéc can 1am vai cac thong tin dugc phuc dap. Mot sé doanh
nghiép “bao dan” di thiét ké phan mém nham trg giup qua trinh nay.
Phdn mém giai phap khao sat (Survey Solutions software) cho phép
nhing nha nghién ctru thiét ké mau khao sat trén web don gian nhu cac
cong cu thiét ké webpage khac hay cic phan mém chon loc tir ngir. Sau
d6 cac nha nghién ciru dat webpage trén site ciia ho va tit ca cac cong
viéc c6 tinh tuong tac nay duoc thye hién trén server ciia phan mém giai
phap khao sat. Nhitng cau tra 101 khao sat dugc gui trd lai cho nha nghién
ctru nhitg nguoi da sir dung phan mém dé chuyén hoa cac email thanh
cac day dir liéu phi hop véi viée phan tich trong phan mém bang tinh va
thong ké.

(5) Nghién ciru thong qua cac nhém hdi thio truce tuyén

Ngay cang nhiéu cic nha quan tri marketing str dung nhém hoi thao
truc tuyén dé thuc hién hoat dong nghién ctru. Nhom hoi thao truc tuyén
ciing duoc coi nhu 1a cong dong opt-in bao gdbm mdt nhom nhitng ngudi
chap nhdn tr& thanh ddi tuwong nghién ctru cho cic nha nghién ctru
marketing. Thong thudng nhitng ngudi nay duoc tra tién va thuong dugc
ding san phim cta DN mién phi. Nhimng thanh vién trong nhém nghién
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ctru phai hoan thanh ca nhiitng bang cau hoi phuy, tr 6 nhiing nha nghién
ctru s€ c6 duoc cac thong tin vé dic diém tinh cach va hanh vi caa khach
hang. Theo cach nay, khi nhitng thanh vién trong nhém dugc yéu cau thir
nghi¢m san phém, ho cling s€ dugc phat cho bang cau héi dé tra 101, hodc
s& dugc giri cac coupon va nhitng hinh thie xtc tién khac. Nhimg nha
nghién ctru ¢ thé so sanh cac két qua v6i nhitng dir liéu nhan khau hoc
da duoc thu thap trude do. Tiép do, nhimg DN nghién ctru ¢ thé sir dung
céc bang cau hoi ngan hon, do vay s& ting ty 1& phuc dap cua khach hang
(Vi du: khong can thiét phai dua cac cau hoi vé nhan khau hoc vao bang
cau hoi). Mot loi thé ciia nhém nghién ctru thao luan 16n nhu trong vi du
vé Purina d6 1a nhiing thanh vién ctia nhitg nhém nho hon c6 thé dugc
muc ti€u hoéa dya trén hanh vi hay céc sb liéu vé nhan khau hoc. Trong
khi d6 viéc tiép can cac nhom nghién ctru thuong tén kém hon cac
phuong phép truyén théng nhur tap hop cic nhom nghién ciru.

3.3.2. Thu thdp dir liéu qua cdac cong nghé khadc

Internet 1a mot noi thich hgp dé quan sat hanh vi ctia nguoi st dung
vi cong nghé nay tu dong ghi lai cac hanh dong theo mot mau nhét dinh
ma c6 thé phan tich dugc nhanh chong, dé dang va tinh chuin xac cao.
Hoat dong thu thap dir li€u tir giao dién cua khach hang va tir server la
hai phuong phép tiép can nghién ctru phi truyén théng dang ngay cang
thé hién tim quan trong cta n6é déi véi hoat dong nghién ciru tri thirc
marketing TMDT. Hai phuong phéap niy rat thi vi va mang tinh khong
thuong xuyén vi trude khi co Internet thi hai phuong phéap nay ciing chua
xudt hién va ciing boéi vi ching cho phép nhitng nha nghién ctu
marketing tao nén nhitng thay d6i nhanh chdng tai webpage, thiét 1ap cac
chuong trinh xuc tién va dinh gia.

(1) Thu thap dir liéu tir giao dién ciia khach hang

Hoat dong thu thap dir li€u tir giao di€n cua khach hang noéi dén
viéc thu thap thong tin vé khach hang ngay tai PC cta nguoi st dung.
Céch tiép can nay 1a sir dung cookies khi mot nguoi sir dung truy cap vao
website. Cac cookies rat c6 ich va tham chi 1a rt can thiét cho cac hoat
dong TMDT va céac hoat dong nghién ctru trén Internet. Mot vai cookies
theo ddi hanh vi cua nguoi sir dung va giup nhitng nha marketing TMDT
trong viéc dua ra nhirng chuong trinh xuc tién thich hop va cac webpage
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gui dén ting nguoi st dung riéng 1¢é. Tuy nhién, viéc sit dung cookies
van con dang gay tranh cai.

Mot phuong phap thu thap dir li¢u tu giao di€n khach hang khac
ma khong giy tranh cii 1a viéc do ludng cic mau khach hang bang viéc
thiét 1ap hé thdng do luong PC trén may tinh cia mot nhoém nhing
nguoi st dung nhit dinh va theo ddi vé hanh vi va cac trang web, noi
dung ma nhom ngudi nay da truy cap Internet. (Clickstream). Phuong
phap tiép can nay ciing trong tu nhu A.C. Nielsen “may do con ngudi”
da duogc st dung trén ti vi dé xac dinh xem muc do hép dan cua cac
chuong trinh ti vi. Phuong phap nay s& duoc dé cap trong nhitng phan
tiép theo.

(2) Thu thap dir li¢u tir server

Céc phan mém web log tap hop cic bao cao s lugng nhét dinh
nhitng nguoi st dung, nhitng nguoi ma da truy cap vao mdt trang web
nhét dinh, vi tri coa trang web do trude khi ho truy cap vao website cua
DN va ciing bao cdo lai viéc nguodi st dung da mua duoc gi tai trang web
d6. Vi du, vi 16i yéu cau dang ky thanh vién ctia Expedia ma DN c6 thé
theo doi dugc viéc mua vé cua khach hang va ude tinh dugec mirc do
thuong xuyén ma khach hang truy cap vao website. Phuong phap nay su
dung cac thong tin dé giri di cac 1oi yéu cau dic biét dén khach hang
cling nhu dua ra cac dich vu va cac hoat dong soat vé. Amazon thong qua
phan mém loc va phén loai khach hang giup theo déi dugc xem nhing
cudn sach nao da dugce khach hang dat mua va tir @6 dwa ra nhimng 10i
gidi thiéu dwa trén xu huéng mua sach cua khach hang trén hé thong co
s& dir lidu. Nhimng dir lidu quan sat duoc nay giup DN cung cb cac chién
lugc marketing tryc tuyén, ban cic quang cdo va nang cao tinh hiéu qua
va hip dan hon nita cho website.

Ngay cang nhiéu cac DN st dung dit liéu tir server dé tao nén nhiing
thay d6i thuong xuyén trong cac webpage va cac chao hang xuc tién. Dir
lidu thoi gian thyc xdy ra khi mot phﬁn mém dic biét theo doi su di chuyén
cua khach hang thong qua 1 website, sau d6 sé bién soan va bao céo lai cac
dir liéu nay tai nhiing ban thong cao hién tai. Cling dugc biét dén nhu 13 :
hoat dong thu hut nguoi st dung truy cap website theo thoi gian thuc”,
phuong phép tiép can niy cho phép nhitng nha marketing phén tich dugc
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hanh vi truc tuyén cua khach hang va dua ra nhitng diéu chinh kip thoi vé
cac chao hang xtc tién va cic web page. Dit liéu thoi gian thuc khong hé
ré chiit nao - wéc tinh phan mém nay ban & mirc gia 150.000USD va sau
d6 moi thang doanh nghiép s& phai tra thém 10.000USD. Kha ning du
doan hanh vi ctia khach hang trong tuwong lai phu thudc vao hanh vi trudc
d6 va do vay viéc dua ra cac webpage dap tmg duoc yéu cau cua khach
hang 14 rat can thiét.

(3) Tiép can nghién ciru tir khong gian thwe

Phuong phép thu thap dir liéu so cap khéng gian thuc dugc thuc
hién tai cac diém mua hang ngoai tuyén. Viéce thu thap dir li€u ngoai
tuyén rt quan trong ddi v6i quan tri marketing TMBDT vi nhiing dit liéu
nay khi duogc két hop véi dit li¢u truc tuyén s€ dua ra dugc mot burc tranh
toan canh vé hanh vi cua khach hang ddi véi nhitng DN ban 1¢ ca nhan.
Céc loai may doc thé thong minh va thé tin dung, cdc may ban hang
tuong tac (interactive point of sale machines — iPOS) va cac may quét dir
liéu 1a nhitng phuong phép hitu hi¢u cho hoat dong thu thap dir licu
khach hang trong khong gian thuc. Trong khi hé théng mi vach san
pham toan cau (Universal Product Code - UPC) ciing dugc biét dén nhur
mi s6 ngang dd xudt hién trong cac gian hang tap pham tir nim 1974,
pham vi sir dung ctuia n6 da tang 1én tur viéc str dung chi co6 tac dong tdi
mot dia diém duy nhét gio da nd c6 thé quét ma sb san pham 1én toi hang
triéu 1an mot ngay. Cac dit liéu ban hang dugc tip hop ciing bing viéc
quét lai UPC tai cac gian hang ban 1¢ va hién nay dang duogc sir dung cho
hoat dong quén tri kho hang héa. Ciing giéng nhu dir liéu UPC di tir viéc
dang ky truc tuyén trén may tinh, phan mém nay giup giam di déng ké
viéc tinh toan céc cAp d6 quan tri kho hang hoa tu dong va guri cac thong
diép truyén thong toi nhitng nha cung cp giup bo sung hang héa sau khi
hang tai cic gian hang da ban hét. Hoat dong quan tri kho hang hoa duogc
cap nhat lién tuc nay kha hiéu qua ddi véi nhitng nha ban 1¢, nha ban
budn va ca v6i nhitng nha san xuat.

Hang Catalina Marketing sir dung UPC cho cac muc dich xuc tién
ctia minh. DN nay sir dung nhimg chiéc may nh6 bén canh quay dang ky
thanh toan tién tai cac gian hang tap phdm dé thu thap cac coupon dua
trén viéc mua hang cua ting khach hang. Vi du nhu, néu mot khach hang
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mua mut cua Smucker, may nay s€ dua ra cho khach hang dé 1 coupon
gia 0,5 USD cho mut cia Knott’s Berry. Khi khach hang mua hét tién
trong coupon d6, may quét md sd ngang s& ghi lai no. Trong qua trinh
nay, Catalina Marketing va nhitng nha ban 1¢ dang xay dung mdt hé
thdng co sé dit liéu khdng 16 cho muc dich mua hang va cho nhitng phtc
dap chao hang cua khach hang. Ngoai ra, ciing c6 thé két hop gitra nhitng
dir liu duoc thu thap tai cac gian hang ban 1¢é ngoai tuyén voi dir liéu tai
céc gian hang truc tuyén.

3.4. Phin tich va chuyén giao dir liéu

Dir li€u dugc thu thap tai tat ca moi noi déu duoc luu trit lai trong
kho chura dir li€u, cac dir li¢u nay déu da sin sang cho hoat dong phan
tich va chuyén tai toi nhimg nha quéan tri marketing. Bon loai hinh quan
trong cua hoat dong phan tich dé dwa ra cic quyét dinh marketing bao
gdm: khai thac dir liéu (data mining), xay dung hd so dit liéu khach hang
(customer profiling), phan tich RFM (recency, frequency, monetary) va
cac ban bdo cao.

Khai thac dir liéu lién quan dén viéc trich rat lai cac thong tin duoc
gidu c6 muyc dich trong hé théng co so dit liéu thong qua phan tich thong ké.
Tai day, nhimg nha quan tri marketing TMDT khong can phai tiép can co s&
dir liéu véi bét ctr gia thuyét nao, ho muén ty minh tim kiém nhiing mau
diéu tra gitra mot loat cac dir liéu hon. Vi dy, mdt nha quan tri marketing c6
thé mudn biét xem liéu xu hudng nguoi str dung c6 muén mua san pham
nhiéu hon trong nhiing thing nao, hay cac bao hanh phu tro cho hoat dong
mua hang ra sao. Nhitng mAu nay gitp cho nhitng nha quan tri marketing
trong viéc dinh dang chién luge marketing hon hop, nhan dang céc co hoi
cho nhimg san pham méi va du doan hanh vi ctia khach hang.

Ho so dir liéu khach hang: sir dung céc thong tin tir kho chira dit
lidu dé gitip nhirng nha quan tri marketing hiéu duoc dic diém va hanh vi
cua tung nhom khéach hang muc ti€u. Thong qua qué trinh nay, nhiing
nha quan tri marketing c6 thé that su hiéu dugc nhitng ai da mua san
pham nay va ho ¢ nhiing tic dong tro lai d6i voi nhitng chiao hang xuc
tién va nhiing thay ddi trong dinh gia nhu thé nao. Dir lidu khich hang
con giup cho DN:
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- Lua chon nhitng nhém khéach hang muc tiéu cho chao hang &
xuc tién.
- Tim va gir chan nhiing khach hang véi gia tri cung ung cao hon.

- Hiéu dugc nhitng dac diém quan trong cta nhitng nguodi st dung
cac san pham vai s6 lugng 16n.

- Truc tiép tién hanh hoat dong kiém tra chéo t6i nhting khéach hang
thich hop.

- Giam chi phi gui thu truc tiép bang viéc dinh vi nhiing khach
hang c6 phan Gng phan hdi cao.

Phan tich RFM st dung co s¢ dir li¢u voi ba ti€u chuan chinh sau.
Thir nhat 13, 14n mua hang cudi cung ciia khach hang 1a khi nao (tinh
chat)? Thir hai 13, khach hiang mua san phiam ctia DN bao nhiéu lan rdi
(tan xuét)? Va tht ba 13, khach hang d3 chi bao nhiéu tién dé mua céc san
pham (quy mé)? Qua trinh nay cho phép cac DN thiét 1ap cac chao hang
cho khach hang muyc tiéu ctia minh - nhitng ngudi c¢6 nhiéu phan hdi tich
cuc véi DN nhét, nham gitp tiét kiém chi phi xuc tién dong thoi ting
téng doanh thu ban hang. Vi du, mt nha ban 1¢ truc tuyén ¢ thé ¢o
nhitng phan doan khach hang ma tong sé hang héa ho mua 1én t6i 32%
trong tong doanh thu ban hang véi gia tri dat hang trung binh 1a 69%
(Average order value - AOV). Ngay nay nha ban 1¢ ¢6 thé dénh gia gia tri
ctia hinh thirc quang céo nay va tiép tuc thuc hién timg budc dé tién t6i
cang gan phan doan khach hang myc tiéu cang tdt.

Nhiing nha quan tri marketing riéng 1é c6 thé thuc hién toan bd hoat
dong khai thac dit liéu, hd so khach hang va phan tich RFM ¢ bat ky thoi
diém nao thoéng qua viéc truy cap kho chtra dit lidu va phan bd cac két
qua phan tich dén cac thanh vién khac trong DN ma c6 lién quan téi hoat
dong ra cac quyét dinh riéng 1é. Nhitng nha tdp hop bao cdo thi tu dong
chuyén ddi ban bao céo thanh nhitng bai viét ngén gon, xuc tich, d@ hiéu,
c6 chat luong vai nén tang 1a tir cac thong tin trong kho chira dit lidu cua
DN. Nhitng ban bdo céo nay co thé dugc dit trong co so dir liéu
marketing trong mang ndi by va mang ndi b0 md rong. Nhirng nha
marketing ¢ thé chi & nhiing thong tin dic trung ma c6 thé xuat hién
trong nhirng ban bao cao ty dong va khoang thoi gian dé thuc hién hoat
dong chuyén tai.
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