CHUONG 4

MARKETING CHIEN LUOC & LAP KE HOACH
MARKETING THUONG MAI PIEN TU

Cdu triic cia chwong 4 gom 2 ngi dung chinh la marketing chién
lwoc va lap ké hoach marketing thwong mai dién tir. Phan thir nhat cia
chwong véi muc dich gitip nguoi doc hiéu ré vé y nghia cia viéc phdn
doan thi truong ciing nhw cdch thire sit dung cdc tiéu thire, bién s6 mang
tinh ddc thu dé phan doan thi truong dién tw. Trén co so sw phan dogn
do, nguoi doc sé dwoc tié'p cdn cach thirc d@é lua chon thi truong dién tw
muc tiéu va cac chién lege nham dinh vi gia tri cung ung khach hang
ciia DN trén cdc thi truong dién tir muc tiéu d6. Phan thir 2 cung cdp
cho nguwoi doc nhitng kién thire vé tam quan trong ciia viéc ldp mot ké
hoach marketing TMDT, gioi thiéu cac loai hinh ké hoach marketing
TMPT va trinh bay cdc budce ciing nhw ndi dung ciia qud trinh ldp ké
hoach marketing TMDT cua DN.

4.1. Marketing chién lwge thwong mai dién tir
4.1.1. Phan doan thi truwong dién tw

Ciing nhu marketing truyén théng, phan doan thi truong TMBT
cling 12 qua trinh phén chia thi trudng tong thé thanh cic nhém nhoé hon
trén co s nhiing dac diém khac biét vé& nhu ciu, udc mudn va cac dic
diém trong hanh vi. Khi d6, cac doan thi trudng sé 1 nhitng nhom khach
hang c6 nhu ciu (phan ng) twong ty nhau dbi véi ciing mot tip hop cac
kich thich marketing TMDT.

Do do, viéc phan doan thi truong TMDT hi¢u qua can phai dam
bao dugc rang nhitng doan thi trudng duge chia ra d6 dat nhitng yéu cau
sau: (1) c6 thé do luong duoc vé quy md, strc mua va cac dac diém cua
khach hang; (2) c6 quy mo du lon va hira hen kha nang sinh 101; (3) co
thé phan biét dugc vdi cac doan thi truong khac; va cudi cung la (4) céc
phan doan thi truong phai c6 tinh kha thi (kha ning tiép can) va chi ra
cac co hoi kinh doanh khac nhau.
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Céc nha lam marketing TMDT thuong st dung sy phan doan thi
truong khach hang cia ho dua trén 4 tiéu thic chinh, bao gdbm: Nhan
khau hoc, vi tri dia Iy, tim 1y va hanh vi. Céc tiéu thirc nay sé& tao nén sy
khac bi¢t cua cac doan thi truong v& nhu ciu, udc mudn, cac dic diém vé
hanh vi ciing nhu nhitng doi hoi riéng vé marketing. Mdi tiéu thirc lai bao
gdm nhiéu tiéu thire (bién s6) khac nhau ham chira mot y nghia riéng trong
viéc phan anh nhing dic diém cua cac doan thi trudng (xem bang 4.1).

Bang 4.1: CAc tiéu thirc va bién sé dung dé phan doan thi trudng

e - Nhan o .
Tiéu thirc bia ly hoc R Tamly Hanh vi
khau hoc
Thanh phd Tubi tac L4i séng Loi ich tim kiém
Vi du v& | Tinh Thu nhap S& thich Yéu cau
cac b'?n SO Bang Gi6i tinh Quan diém Tinh trang s dung
mé ta va
phén doan | Vung Hoc vén Nhan cach Mtrc d6 trung thanh
thitrzong Gia tri (muc
bt nuéc Séc toc L | Mirc do sé&n sang
dich song)

Phan doan thi truong theo nhan khau hoc ctia McDonald dya trén
nhitng tiéu thic vé tudi tac va chu ky doi sdng cua cac gia dinh dé hudng
té1 nhiing tap khach hang trong nhom nguoi 16n, tré em, nguoi tiéu dung
cao cdp va ca cac khach hang 1 ho gia dinh. Nhin chung co s dé phan
doan thi truong 1a mot vai co so chung trong d6 c6 cac bién sd phan doan
la cac pham tru cu thé hon.

Ngoai ra, cac DN con c6 thé st dung két hop céc tiéu thirc vi du
nhu tiéu thirc “dia nhan” 13 sy két hop cua 2 tiéu thic “dia 1y” va “nhan
khau”. Tuong tu, ho ciing c6 thé xay dung nhitng phan doan bang cach
két hop cac tidu thic khac phu hop véi linh vuc kinh doanh ctia minh.
Diéu quan trong 13 cac quan trj marketing can phai xac dinh cac doan thi
truong dua trén cac bién ma nhitng bién sb nay phai c6 tac dung phan
loai va tiép can dugc dung dbi twong khach hang va dung thoi diém.

Sau khi sir dung 4 co so trén theo cach doc lap hay két hop, cac nha
quan tri marketing s& phan loai cic nhom khach hang tiém ning bang viéc
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str dung nhiéu bién s khac nhau. Vi du: ¢ trang Web nhu iVillage.com da
téng hop duoc mot danh sach cac ba me da ding ky trong website ndy, no
c6 sir dung cac nghién ciru so cAp va thir cip dé phat trién cac file mo ta rd
vé nhitng ngudi me nay. Cac file d6 co thé chi ra rang ty 18 % cac ba me
thich ndu cac moén an ngoai, ty 1€ % khac thi thich niu cidc mon truyén
thdng va phan con lai 1a khong biét ndu an. Cac nha quan trj marketing can
biét rang cac bién sé ndo nham phan doan cac TTDT muc tiéu va bién sd
nao chi don gian ding dé mo ta cac TTDT d6 boi vi cic nha quan tri
marketing str dung cac yéu td dic trung riéng dé lugng hoa va kham pha
muc tiéu. Didu ndy cho biét rang mot DN ¢6 thé c6 danh sach email cua
cac ba me va biét duoc hang tap chi nao dang tiép can ho, nhung that kho
dé vach ra cach thuc dé tiép can voi cac phu nir biét ndu mot moén an ndo
d6. Néu iVillage biét rang chi c¢6 5% dbi tugng khao sat ¢ thé ndu mén an
Y, va 60% khong biét ndu mot mon gi thi ho c6 thé thiét ké san pham va
ndi dung site phu hop. Theo cach do, cac nha quan tri marketing stir dung
céc bién sb dinh dang do dé lya chon marketing hon hop bao gém ca ndi
dung va cong cu quang cao trén websites.

Phan tiép theo s& miéu ta cu thé phan doan thi truong dya vao céac
tiéu thuc dia ly hoc, nhan khéu hoc, tam Iy va hanh vi cua khach hang.
Céc nha quan tri marketing tham khao nhitng thong tin quan trong dugc
tong hop qua mang Internet vé nhitng thay d6i cia nhém nhitng nguoi sir
dung va hiéu tmg cua viéc 4p dung nhitng cach phan doan méi dé lap ké
hoach phan doan TTDT va xay dung cac chién lugc hiéu qua hon.

4.1.1.1. Tiéu thirc dia Iy

Mic du vi tri dia Iy ddt cic may tinh trong khong gian kiém soat tu
dong hoa 1a khong quan trong ddi voi nhitng nguoi sir dung dé truy cap cac
website, nhung nd rat quan trong ddi véi cac t6 chire ¢ sy hién dién cua
Internet. Li do 14 vi hau hét cac DN déu hudng toi cac thanh phd, ving,
bang, hay dat nuéc nao cu thé dé chao ban san pham boi su khac biét vé nhu
cau, wéc mudn hay hanh vi ciia khach hang luén gin véi yéu to dia Iy.

Nhitng cong ty da qudc gia 16n ciing thuong phat trién cac chién
lugc da phan doan dya trén nhiing dac diém dia ly. Chéng han nhu viéc
McDonald phuc vu bia trong cac nha hang Dlrc va rugu saké trong céac
nha hang Nhat. Nguoc lai, mdt nha hang tai San Francisco c6 thé su
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dung mot chién luge muc tiéu hep boi vi muc ti€éu hudng toi chi 1a nhitng
nguoi dia phuong.

Chién luoc phan phdi san pham 1a mot luc kéo dang sau su phan
doan theo dia ly. Mot DN nhu Kraft sé chi muén c6 duge nhidu khach
hang tai nhitng dt nuéc ma né phan phdi cac san pham. Tuong tu nhu
cac DN chao hang céc dich vu truc tuyén s& chi mudn ban cho nhirng khu
vuc dia Iy ma ho c¢6 thé cung cip cac dich vu khach hang. Trudc khi mot
DN quyét dinh phuc vu mdt cong déng web, ho phai xac dinh duogc ty
trong nhirng nguoi st dung internet tai nhirng khu vuc muc tiéu da duoc
lua chon. Nhu Pasadas, chudi khach san hang dau & Mexico, chudi khach
san nay lga chon muc ti€u 1a cac khach du lich tai Mexico va My, do do
cac trang web dugc sir dung tiéng TAy Ban Nha va tiéng Anh. Pasadas
tap trung cha yéu vao thi truong My va xay dung site dau tién cua ho
danh cho thi trudng My vi ho nhan ra rang kha nang tham nhap Internet
& dat nuéc d6 cao hon nhiéu so v6i cac nudec My La tinh.

Ty 1é ngudi sir dung Internet cua cac qudc gia quyét dinh tiém ning
phat trién marketing TMDT. Tuy nhién, v6i su phat trién nhanh chong
nhung khong déng déu ¢ cac qudc gia dan téi tiém niang & cac thi trudng
ludn thay doi theo timg thoi ky. Nam 2002, nudec My tu hao vé sb luong
ngudi sit dung Internet 16n nhat trén thé gidi, voi 182 triéu ngudi sit dung
(64% dan sb). Nhung chi sau d6 5 naim, My chi con 1 nudc thir 7 trong
s6 10 thi trudng c6 s6 ngudi st dung Internet (Bang 4.2).

Bang 4.2 Mot s6 thi treong c6 sé ngudi sit dung Internet 16n

% dan sé % dan sé

TT | Tén quéc gia str dung T Tén qudc gia str dung

Internet Internet
1 | Na Uy 88.0 6 | Antigua & Barbuda 76,3
2 | HalLan 60,2 7 | Uc 75,9
3 | Iceland 85,4 8 | Bd Pao Nha 73,1
4 | NewZeland 77,7 9 My 71,7
5 | Thuy Dién 77,0 10 | Faroe Island 71,6

(Nguon: Internet World Stats.)
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Mot vai DN nghién ctru con danh gid chat luong cua thi trudng cac
nudc bé‘mg viéc st dung mot vai ti€u chi bo sung. IDC thuc hi¢n 1 chi sb
xad hoi théng tin hang nam (ICI) dé danh gia cic qudc gia dua trén 4
thong sd co s ha ting da thiét 1ap dé du doan kha nang tiép can va hap
thuy CNTT, may tinh, thong tin, Internet va tinh xa hoi héa. Nam 2001,
Thuy Dién va Nauy 14 2 nudc dimg dau vé nén kinh té thong tin, My xép
& vi tri thir 4. Mot phan cua két qua nay 1a vi 2 qudc gia nay ¢ luong
truy cap Internet thong qua dién thoai la kha cao. Ngoai ra, kha nang phat
trién mot thi truong TMDT va cac hoat dong kinh doanh dién tir khac
con phy thudc vao nhidu yéu t6 khac s& duoc tiép tuc nghién ctru & cac
chuong sau.

Tiéng Anh khong con 1a ngdn ngit ciia hau hét cic trang Web va
cac thong tin truc tuyén. Mot vién nghién ciru da thdng ké cac ngdn ngir
sir dung trén Internet nhu sau: Tiéng Anh (42%), Nhat (9%), Tiéng
Trung (9%), Tay Ban Nha (7%) va Birc (7%). Nhimng chi s6 nay 13 rang
c¢6 nhimg goi md 16n cho nhitng nha quan tri marketing TMPT dé tién
dén thi truong toan cau thong qua Internet, nhig nguoi dia phuong ¢
thé tham gia vao TMPT hay cac hoat dong truc tuyén khac khi ma ngon
ngir cua ho ngay cang duoc sir dung nhiéu trén Internet. Tuy nhién, that
kho d6i voi nhitng ngudi phat trién trang web & rat nhiéu cac qubc gia
Chau A va Trung Pong do phai ddi mit voi cac thach thirc cong nghé
boi vi ngdn ngit dia phuong yéu cau dung luong cai dit ky tu gap 2 lan
va nhiing thuat toan phirc tap. Nhitng diéu nay va cac khé khan khac lién
quan dén viéc tng dung Internet c6 thé anh huéng dén cac chién luoc
phan doan thi trudng cua cac nha lam marketing.

4.1.1.2. Phén doan thi truong theo tiéu thirc nhin khiu hoc

Phan doan thi truong theo tiéu thirc nhan khéau hoc 1a phan chia
khéch hang thanh cac nhom cén clr vao cac dac diém nhan khau hoc nhu
tudi, thu nhap, gioi tinh, trinh d6 hoc vén, sic toc,... Nhu cau, udc mudn
va strc mua ctia ngudi tiéu dung ludn c6 sy lién hé chat ché véi cac yéu
t thudc vé nhan khau hoc.

Trong nhitng nim dau tién cta Internet, nhitng ngudi st dung dién
hinh 14 nhitng ngudi tré tudi, tot nghiép dai hoc, voi thu nhap cao. Mo
hinh nay thong thuong dwgc lip lai ¢ nhitng nudc it st dung Internet. G
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nhimg qudc gia phat trién, birc tranh nhitng ngudi st dung Internet gan
gidng nhu co cau nhan khau hoc. Theo Insight Express, 70% nhiing
ngudi sir dung Internet & U.S. ¢6 do tudi tir 18 - 49; 25% 14 trén 50 tudi
Thu nhap hé gia dinh trung binh hang ndm ctia mot nguoi s dung la
khoang 50,000 USD va dan s6 hau hét dugc phan chia binh dang theo
gidi tinh, voi 51% 1a nit. Tuy nhién, theo Nielsen/NetRatings, phan da s6
ngudi dung Internet trong cic nude diéu tra 13 nam gi6i ngoai trir My va
Canada. Nhu vay, nhiing nguoi su dung Internet phan dnh quy mo dan
50, do vay nhitng nguoi 1am quan tri marketing can xac dinh nhirg phan
doan thi truong hép dan dya theo nhan khéau hoc. Dudi day la vai doan
thi truong duogc phan chia dya vao mdt s6 bién s6 trong nhan khau hoc.

Nghé nghiép:

Trong mot vai nim gan day, Internet da thay déi tir mot linh vurc
danh cho nhimg ngudi hiéu biét vé cong nghé hay tai chinh thanh mbi
quan tAm ma bat ky d6i twong ndo vdi nhitng nghé nghiép khac nhau déu
6 thé tiép can va st dung cho mdt muc dich nao do. Diéu nay da dem
dén nhimng co hoi 16n cho viéc phat trién TMDT va nhimg sy thay d6i
16n d6 dang dién ra.

DPon cir nhu & My, doi ngii 40 xanh phat trién nhanh nhét trong
nhém nhan khau hoc truc tuyén cua My, tang vot td1 52% trong viéc sur
dung Internet tai nha tir naim 2000 - 2002 (Pastore 2001). Gan 10 triéu
ngudi cong nhan danh trung binh hang thang 11 phat dé online va di
truy cap trén 698 trang web. Tuy nhién, nhitng trang web danh riéng va
dap mg nhimng san pham, nhu ciu giai tri cho dbi twong nay lai chua
phat trién. Do d6, luc lugng lao dong chan tay nay dang tao ra mot co hoi
marketing TMDT 16n. Ngoai ra, nhitng nhom nghé nghiép phat trién
nhanh khac bao gdm: noi tro (49%), nhan vién phuc vu (37%), nhan vién
ban hang (34%). Nha quan tri marketing c6 thé sir dung nhimng thong ké
phan doan TTDT lién quan dén nghé nghiép dé dinh huéng nhimg ké
hoach marketing TMDT.

Do tudi:
Tai My, 75% ngudi dung Internet c¢6 do tudi tir 14 - 17 va 65% co
do tudi tr 10 - 13. Pugc gan cho cai tén la “Thé hé net - The Net
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Generation” va “Generation Y”, day la mdt trong nhiing phan doan thi
truong c6 téc do phat trién nhanh nhat voi quy mo toan cau khoang 77
triéu trong nam 2005. Nhirng nguoi s dung Internet tré tai My c6 do
tudi tir 12 - 17 sir dung Internet dé giri e-mail 1én dén 81%, giri cac tin
nhén 1a 70%. Ngoai ra ho con su dung Internet dé choi cac tro choi, va
mua nhac, mua vé xem phim va video. Mat khac, co6 t6i 58% thanh thiéu
nién su dung Internet dé 1am bai tap 0 nha va chinh nhu cau tiép can truc
tuyén con 1a yéu t6 khién nhiéu gia dinh phai quyét dinh mua may tinh va
sit dung dich vu Internet. Tiém ning 16n dé phat trién thi truong nay
trong tuong lai do 1a viéc 95% céc truong hoc & My hién nay cd truy cap
Internet. Va diéu thu vi 1a hon mot nira nhitng ngudi & Ita tudi 18-19 va
39% nhitng nguoi tir 12 - 17 tudi sir dung Internet nhiéu hon 1a sir dung
dién thoai.

Dic diém cua thi trudng nay 13 su khong quan tdm t6i cac thuong
hiéu truc tuyén, thay vao d6, nhimg khach hang nay can do thoa dung
cho nhiing hoat dong cu thé. Néu nhitng nha quan tri marketing c6 thé
tiép can cung cip lra tudi teen mot vai didu gi d6 mang tinh hai hudc,
hodc mdt file Am thanh hodc hinh anh, ltra tudi teen sé& lan truyén nhanh
chong di nhitng tin tirc ndy (marketing lan truyén - viral marketing). C6
38% nhiing ban tudi teen da chia sé¢ kiéu chia sé nay véi nhiing ngudi
ban rat nhiéu lan trong tuin - d6 chinh 13 mot co hoi quang ba 16n. Tuy
nhién, mot vin dé lén trong viéc xac dinh TTDT muyc ti€u cua cac nha
quan tri marketing trong phan doan nay la thanh toan. Thuong thi Ita
tudi nay khong c6 thé tin dung riéng dé phuc vu cho viéc mua ban tric
tuyén ctia minh, diéu d6 giai thich vi sao chi c6 12% trong s6 ho ¢o thé
mua ban truc tuyén. Mot vai ban tré khac thi duoc cho phép sir dung thé
tin dung cua bd me va trén 16 tudi mai o thé co duoc mot thé ghi no.

D6i voi phan doan thi trudng nay viéc tim ra nhu cau thuc cia
khach hang dé xay dung cac ké hoach marketing, ching han phat hién ra
cac dong co phia sau viée hoi vé cac thong tin c4 nhin cua khach hang.
Nhitng nha quan tri marketing trude ddy sé thiy nhitng nguoi ¢ tudi teen
hao hac tham gia nhitng trd choi truc tuyén, tai nhac va phim, va ding
nhap vao dé c6 dugc nhiing giai thudng hoic hang mau cua cac chuong
trinh xuc tién ban.
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Nhom sac toc:

Nhirng ngudi My gbc Phi van dang 1a mot trong nhitng nhém dan
toc st dung Internet 16n va ting trudng nhanh nhat & My véi 4,9 triéu
nguoi st dung va muc ting trudng hang nam 1a 31%. Nhiing nguoi su
dung Internet trong nhom nay c6 xu hudng tré hoéa va trinh do hoc van
cao hon, va giau c6 hon so véi nhimng ngudi My gbc Phi khong sir dung
Internet. Thém nira, khac véi nhitng nguoi st dung Internet khac, nhiing
ngudi trong nhom nay lai mua rat nhiéu nhac truyc tuyén va it mua quan
40 va cac san pham du lich. Ho thudng sir dung Internet tir nhitng noi
cong cong va truong hoc hon la dang ky tai cac websites.

Nhitng ngudi Tdy Ban Nha va Bo Pao Nha 1a mot phan doan thi
treong 16n véi 14,5 triéu nguoi su dung Internet véi muc tang trudng tur
19% dén 26%, tuy thudc vao vi¢c nghién ctru. Hon mot nua thi truong
nay (55%) str dung ngdén ngir Tay Ban Nha khi 1én mang, nhiing nguoi
con lai str dung tiéng Anh, tao nén nhitng doi hoi riéng c6 & thi truong
My. St dung co sé phan doan thi truong theo nhan khau hoc va dia ly
hoc, cac nha quan tri marketing nhan thdy rang Miami-Fort Lauderdale,
Flodia 1 thi truong 16n dtng tha 15 trén thé gidi nhung dung tha 3 trén
thi truong nhimg ngudi Tay Ban Nha va Bo DPao Nha sir dung Internet.
Nhitng ngudi ndy ¢ didu kién hon nhitng nguoi khong st dung Internet
khoang 7% vé tai chinh. Thuc té, trong mot cudc diéu tra 20% nhiing
ngudi ndy ndi rang ho cam thay kho chiu néu khong con duoc sir dung
Internet va ho tha tir bo tivi hon 1a phai sdng khong c6 Internet.

Nhimng nguoi My gbc Hoa séng & My va Canada ciing rat nang dong
trong viéc st dung Internet. Hon mot nira di ndi mang va 65% nhiing
ngudi ndy 1én mang hang ngay. Ho cha yéu mua sach, cac san pham may
tinh, dd dién tir truc myén va ho 1a nhiing ngudi c¢6 nhu cAu mua sim rét
16n. Mtrc thu nhép trung binh cta ho 1a khoang 69. 000$/nam.

Cic yéu t6 khac:

Puoc goi la “The Internet’s next niche”. Pang ngac nhién, nhiing
ngudi bi khuyét tat sir dung Internet hon 20 tiéng ddng hd/tudn, so voi
nhiing nguoi su dung Internet thong thuong. 54 triéu nguoi tiéu dung My
tan tat, stirc khoe khong tot hodc khong phat trién binh thuong, da khién
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ho kho c6 thé tham gia lam viéc binh thudng & cong sd ciing nhu & nha.
Theo World Wide Web Consortium (W3 W), trang web c6 thé truy nhap
bang nhimg dudng dan thich hop v&i ngudi khuyét tat co cac yéu cau:
tao nén nhing giai phap vin ban cho nhiing hinh nh, cung cap nhiing sur
tuong phan manh mé gifta cin canh va vién canh, giai thich nhig cum
tir biét tit trong van ban. Diéu nay can thiét boi vi rat nhiéu nguoi khuyét
tat gap phai van dé& d6i voi nhirng hinh anh phtic tap va qua ndo nhiét
trén cac trang web. Hon nita, nhimg nguoi khuyét tat va nguoi gia lai
thich nhitng dong chit 16n. Phan doan nay kha da dang vé nhan khau hoc
ddng thoi lai da phan 13 nhom ngudi c6 thu nhap thap, vi thé da khién
cho mot s6 hing gip kho khin va phai ganh chiu mot sb hé qua khong
mong mudn.

Vay tai sao nhitng nha quan tri marketing van huéng muc tiéu vao
phan doan nay bat chap loi nhuén thip va nhitng thach thirc trong viéc
tiép can? Bén canh viéc dem lai nhitng gia tri xa hoi cia viéc phé cap
internet, cic nha marketing 1am nhu vy c6 thé thu hat dwgc mot sd
lwong ngudi tiéu dung 16n hon. Cong thém viéc bung nd déan sb ciing dan
dén nhitng van dé khi ho 65 tudi tré 1én. Nhirng trang web cang sém giai
quyét duoc cac van dé vé thiét ké sao cho phu hop thi cang c6 thé tiép
can va dap ung hiéu qua phan doan thi truong nay.

4.1.1.3. Phén doan theo tiéu thirc tam ly

Co s6 1y luan va thyc tién d4 chimg minh cac yéu té tim ly dong vai
trd quan trong trong hanh vi lya chon va mua sdm hang hoa cia ngudi tiéu
dung. Phan doan thi truong theo tdm ly nguoi ti€u dung 1a viéc chia thi
truong thanh cac nhom khach hang cin cir vao cac bién sd nhan cach, gia
tri, 16i séng, sO thich va quan ni¢m séng. Trong d6 nhan céach 1a nhirng nét
tiéu biéu nhu dinh huéng ctia nhitng nguoi khac véi dinh hudng ciia ban
than va nhitng théi quen cta ho nhu tinh chay i. Gia tri 1 nhimng niém tin
duoc cat giit bén trong nhu tin ngudng. Ldi séng 13 khia canh tim Iy lién
quan toi cac hanh vi gin véi cac san pham nhu choi thé thao, an udng. Vi
du nhu nhimng ngudi sir dung Internet noéi viée ludt web di 1y mat thoi
gian cua ho tir cac hoat dong khac: doc (39%), ngu (23%), cac hoat dong
xa hoi (14%) va cong viéc (12%) (www.intelliquest.com). S¢ thich va
quan niém phan anh thai do va niém tin cua nguoi do. Vi du, mot vai
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ngudi cho rang: web chi 1a sy lang phi con nhimng nguoi khac lai nghi ho
khong thé ton tai néu khong c6 email.

Thai d6 va hanh vi khac nhau nhu thé nao? Thai d6 1a sy danh gia
bén trong vé con ngudi, san pham va cac vat chat khac. Chung c6 thé
hoic tich cuc hoic tiéu cuc nhung qua trinh danh gia d6 chi dién ra & bén
trong mdi ngudi. Hanh vi hay cach cu xir 1a nhitng gi ma con nguoi hanh
dong ra bén ngoai. Vi du: no6i chuyén, an uéng, ... Boi vay, khi cac nha
quan tri marketing ban bac dén van dé tdm 1y 1a ho mudn no6i dén cach
thitrc chung nhat ma nguoi tiéu dung str dung thoi gian. Nhitng thong tin
vé tam 1y gitip cac nha quan tri marketing nhan dang va mé ta dugc thi
truong nay, do d6 ho co thé dap tmg duoc nhu ciu nguoi tiéu ding tot
hon. Piéu nay dic biét quan trong dbi véi thiét ké trang web. Vi du
nhimg ngudi Nhat khong thich nhitng 4m thanh khiém nha va khéng lich
su 0 mot vai trang web cia My. Nhiing trang web ¢ Nhat thuong nghiém
tac va khong bao gdm nhitng ndi dung nhu chdm biém vé chinh trj.

Hau hét cac nha Marketing cho rang nhan khau hoc khéong cé tac
dung trong viéc du doan ai s€ 1a nguoi thuc hi¢én mua ban truc tuyén.
Mic du ho can biét néu TTPT muc tiéu nao do duge phan doan theo
nhan khau hoc, thi thai 6 cua doan TTDT d6 d6i voi cong nghé s& quyét
dinh ho s€ mua hay khong mua hang online.

Nghién ctru cia Forrester do luong thai do cuia nguoi tiéu dung va
DN dbi voi cong nghé trén co sé 1a su két hop gitra yéu t6 cong nghé va
tam 1y (Techrographics™. Nam 2002, Forrester da tién hanh mot cudc
khao sat 380.000 nguoi tiéu dung, trong d6 gan 1/3 cudc phong van dugc
thuc hién offline bé‘mg su két hop bdi 3 bién s cu thé (Modahh 2000).
Nhiing nha quan tri marketing nghién ctru: (1) nhimg cau hoi dé xac dinh
mdt nguoi ¢ thai do lac quan hay bi quan ddi v6i cong nghé va (2) wée
tinh muc thu nhap ciia mdi ngudi tidu dung, boi day 1a yéu té quyét dinh
hanh vi mua sam tryc tuyén. Cudi cing ho s& tim ra ¢ nhitng nguoi tiéu
dung dong co din dén véi viéc mua sdm truc tuyén.

Sau gan 2 nam thu thap nhiing dir liéu, Forrester nhan dang 10 phan
doan khach hang d6i voi cong nghé & My véi nhimg murc d6 va dic diém
khac nhau. Nghién ctru ctia Forrester da thé hién mot sé nhing diém thu
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vi. Thr nhét, thai d6 lac quan dbi v6i cong nghé. Nhimg nguoi 16n tudi
c6 xu hudng voi thai d6 tiéu cuc d6i v6i cong nghé. Tuy nhién thai do
cua nguoi dugce hoi co thé giam néu ho sir dung mot PC tai noi lam vi¢e
hay noi ¢ tai mot trong 50 thanh phd 16n nhat & My. Nam gi6i c6 xu
hudng lac quan hon va diéu nay s& c6 anh hudng tich cyc t6i viée ting sur
lac quan cua tat ca nhitng nhom khac. D6 1a do khi ban bé ban bac vé
email, nhitng trang web, nhirg ngudi bi quan thudng nghi lai vé nhiing
vi tri ciia ho. Lién quan dén thu nhap, 40% nhitng ngudi c6 thu nhap cao
thuong lac quan va tit nhién ciing c6 nhom véi thu nhap thip nhu sinh
vién dai hoc, gia dinh tré cling co6 thai d0 lac quan voi cong nghé.

Nhimng phat hién trén c6 lién quan gi dbi v6i viéc mua ban truc
tuyén? Thr nhat, nhimg nguoi c6 thai d6 lac quan ¢ thu nhap cao mua
sam truc tuyén (19%) gép 2 1an so v6i nhitng nhom khac. Chi ¢6 2%
nhimg ngudi co thai 6 bi quan thu nhap thdp mua sim truc tuyén va do
vay d6 khong phai 1a myc tiéu tét cho nhiing DN TMBPT. Tht hai, v6i su
két hop Technographics v&i cac nhom tiép nhan, Forrester da phat hién
ra rang nhitng ngudi tiép nhan sém 1a nhom co thai do lac quan va thu
nhap cao, va d6 1a nhitng ngudi tiéu dung dau tién mua siam tryc tuyén.
Nguoc lai, nhitng nguoi lac hau véi mitre thu nhap thép cong voi thai do
bi quan s& tr& thanh nhitng ngudi mua sam tryc tuyén sau cing. Cudi
cung, nhitng DN ¢6 thé sit dung nhing doan TTDT dugc phéan theo
Technographics dé cé thé c6 dugc hd so ctia nhitng khach hang mua sim
tryc tuyén va dé quyét dinh viéc phan phdi ngudn lyc nhim thu hat nhiéu
hon d6i twong khach hang do.

Chang han nhu Starbucks di sir dung Technographics va phat hién
ra rang 47% khach hang ciia ho 13 nhirg ngudi tiép nhan rat som, 22% la
nhom nhitng nguoi dinh hudng nghé nghiép voi su cau tién va ho s
dung Internet cho viéc thing tién ctia minh. Nhiing diéu niy ching to
rang Starbucks rat co thé s& thanh cong trong ban hang truc tuyén.

4.1.1.4. Phén doan thi trwong theo tiéu thirc hanh vi khach hang

Theo ti€u thirc hanh vi, thi truong nguoi tiéu dung s€ dugc phan
chia thanh cac nhom ddng nhat vé cac dic tinh nhu: 1y do mua hang, loi
ich tim kiém, su trung thanh, s lugng va ty 1& sir dung, cudng do s
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dung cling nhu tinh trang str dung san phém, dich vu. Tuy nhién, thuc té
c6 hai bién sb cua co s6 phan doan hanh vi thuong duoc st dung la: loi
ich tim kiém va tinh trang sir dung san pham.

Loi ich tim kiém:

Céc nha quan tri marketing thuong phan doan loi ich theo cac
nhom ddi tuong khach hang dya trén lgi ich ma ho mong muén c6 duge
tir san pham. Vi du, theo két qua diéu tra ciia Harris “70% nhiing ngudi
mua hang trén mang dugc phan doan thanh 2 nhom: nhitng nguodi tim
kiém nhitng mén hoi va nhom nhimng ngudi thich mua sam tién ich.

Céch phan doan thi truong theo loi ich tim kiém 1a mot cach tiép
can thi truong tdt nhat dé c6 thé xac dinh rd nhu cau, udc mudn cia
nhém nguodi mua voi timg loai nhan hiéu hang hod. Trén thuc té co
nhimg thir ma nhiéu ngudi cing tim kiém nhu: thong tin, giai tri, tin tic,
dia chi ctua cac cudc hoi hop, ... Néu cac nha quan tri marketing cé thé
phan doan TTDT dya vao muc dich ma cu dan mang tim kiém, ho co thé
thiét ké cac san pham dé dap tmg cac nhu cdu ndy. Phuong phap nay
thuong thiét thuc hon cach phan doan chi don thuan dya vao nhan khau
hoc. Nhitng nha quan tri marketing s& sir dung tat ca cac co s¢ phan doan
dé xéac dinh, do luong va chi ra nhiing thi truong muc ti€u, nhung loi ich
tim kiém chinh 1a chia khoa chu dao ctia ké hoach marketing hdn hop.

Céch tot nhat dé xac dinh loi ich tim kiém 13 nhin vao nhimng gi ma
nguoi st dung thuc sy lam khi online. Pé lam duoc diéu nay cac nha
quan tri marketing c6 thé kiém tra nhitng website niao dang phd bién
nhit. Mdi thang s& ¢6 vo sb nhitng dia chi ndm trong top nhitng websites
dugc quan tam nhét nhu AOL, MSN, Yahoo!, Google, Ebay, Amazon,...
Day chinh 1a cic dia chi dé nguoi tiéu dung tim kiém cac loi ich khac
nhau nhu tim kiém tai liéu, trao ddi thong tin giao dich, mua sam, ...

Cach thire str dung:

Phan doan theo cach thuc st dung cé thé duogc tién hanh béng
nhiéu cach. Cic nha quéan tri marketing thuong phan doan mirc do truy
cap it, nhiéu, trung binh. Gia sir ring nhiing ngudi sir dung Internet nhiéu
la nhitng nguoi 1én mang hang ngay, nhirng nguoi st dung & muc trung
binh thi vai ngady mot 1an, va nhitng nguoi str dung it thi mot tuan dén hai

137



tuan/lan. Cac DN phai nghién ciru dé xac dinh lai cach thtc sir dung thuc
su cuia san phdm dé quyét dinh phéan chia ddi twong khach hang phu hop
v6i san pham d6. Mot phuong phap khac dé phan doan d6i tuong khach
hang nhu nhém trung thanh véi mot thuong hi¢u, nhom trung thanh véi
mdt vai thuong hiéu, nhém khong quan tim dén thuong hi¢u ma ho dang
str dung, nhém chua st dung san pham do.

Hiéu qua viéc xac dinh TTDT muc tiéu khong chi phu thudc nhiéu
vao dic diém cia ngudi st dung ma con phu thude vao cac yéu td khac
nhu dic diém nhan khau hoc. Nhirng nguoi sir dung Internet dugc phan
doan theo cach thirc st dung trung binh ctia ho nhu thé nao. Bé hinh
dung sy khac nhau gitra phan doan dua trén cach thic st dung va phan
doan dya trén nguoi st dung, ching ta co6 thé quan sat vi¢c xem ti vi, ban
chuyén tir kénh nay sang kénh khac, & thoi diém khac ban xem mot
chuong trinh lién tuc trong mot gid hodc hon thé nita. Ciing tuong tu, khi
nhimg nguoi str dung di mua sim trén mang, doi khi, ho ludt qua mot
cach vu vo nhung thinh thoang ho lai c6 quan tdm cu thé.

Trong truong hop nay, sy phan doan dugc can cu theo hanh vi cua
nguoi s dung trén mang. Sau d6 ho tién hanh dinh hinh phan doan dua
trén dic diém nguoi s dung, vi tri dia 1y, ... Sau day la mdt sb phan
doan theo cach thirc str dung chu yéu.

A. Dia diém truy cdp

C6 nhiéu DN phan doan ngudi sir dung truy cép vao Internet theo
tiéu thirc tai nha hay noi lam viéc. Pia diém truy cdp la rit quan trong
bdi vi nhitng phén doan tai nha va noi lam viéc nay xu huéng c6 nhiing
nhu cau khac nhau trén cac trang web. Thong thuong, 80% la nhiing
ngudi truy cdp ¢ nha cé tde do két ndi cham hon 1a nhirng ngudi vao
Internet tir noi 1am viéc. Pac diém khac 1a thi trudng nay tuy nhoé nhung
dang c6 xu hudng gia ting s6 lugng may PC truy cdp vao mang trong
pham vi gia dinh.

Mot nghién ctru di cho thiy rang 42 triéu ngudi My truy cp vio
Internet tr noi lam vié€c. Nielsen/NetRating nghién ctru sy truy cap ¢ noi
lam viéc & My, Uc, Phap va Y va di tim théy mot vai sy khac nhau quan
trong vé& thoi gian truy cdp & noi lam viéc gan nhu gép 2 1an thoi gian

138



truy cap ¢ nha. Vi du, nhiing nguoi [am viéc ¢ cac van phong cia My st
dung khoang 19,25 gio/thang trén mang, trong khi d6 nguoi su dung &
nha chi khoang 11,1 gi® - mdt md hinh tuong tur cho tat ca cac nude duoc
diéu tra. Thém vao d0, & tat ca cac nudc nhimng ngudi truy cip ¢ noi lam
viéc 1a nam gi6i nhidu hon nit. Nhimng dia chi phd bién nhat dugc truy
cap ¢ noi lam viéc bao gdm:

1) Dich vu vién thong hodc Internet

2) Tai chinh, bao hiém hodc dau tu

3) Dulich

4) Thong tin vé cong ty

5) Nhing tAm thi€p, moén qua hodc hoa cho cac dip dac biét.

Nhitng ké hoach marketing TMPT c6 thé sir dung nhu nhitng thong
tin nay dé xac dinh nhirng trang web chao hang. Nhimng ké hoach c6 thé
bao gom nhiing san pham dic biét, ngdn ngir ctia trang web va s lugng
cac hoat dong tuong tac ciing nhu cic phuong tién da truyén thong c6 thé
c6 cho nguoi st dung tai cong so.

B. Téc do truy cdp

Cac loai hinh két ndi Internet va cach tng dung trong viéc tiép
nhén thong tin c6 thé tac dong dén hanh vi st dung. Su két ndi nhanh
hon ¢ noi lam viéc cho phép nguoi st dung nhan dugc dung luong da
phuong tién vé6i luong dir lidu 16n hon. Pidu nay ciing dung cho nhiing
ngudi st dung bang tan rong ¢ nha. Trong khi d6, diéu nguoc lai cho
nhiing ai sir dung Modern 56k hodc cac thiét bi khong day cam tay.

Xap xi 20% dan s6 My c6 truy cap Internet bang thong rong tir nha
(21,9 tri€u), 25,5 tri€u nguoi st dung bang thong rong tir van phong
(60%). Nhitng nguoi st dung & nha duoc két ndi thong qua ISP duoc
truyén dén day cap va vé tinh. Trong khi d6, gia ca van 1a can tré ngudi
sir dung & nha, sy thim nhép bang tan rong 1a gan nhu du cao dé dap ung
nhu cau khit khe cua quan ching vé cac chuong trinh video va audio
nghiém tic va dung din. Pay sé 1a su thay doi tat yéu cho bd mat cua
trang web. Hay nghi vé CNN, kénh tin ttrc 24 gio trén tivi, chuong trinh
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dam bao sy vitng chic trén dudng truyén Internet véi sy két hop hai hoa
cta chit va hinh anh. Trong twong lai, nguoi st dung c6 thé xem duoc
cac chuong trinh nay trén may tinh va chi kich vao hop tin nhin véi
thong tin nhiéu hon hodc tham chi lam cham lai su truyén dan hinh anh
néu mudn.

Nhing nguoi sir dung biang tan thong rong khac véi nhitng nguoi
sir dung bang thong hep. Ho nghe nhac (75%), choi tro choi tryc tuyén
(60%), tai nhac (48%) va xem video hodc DVD. Thi trudng nay tang 1én
67% trong nam 2001, khoi day su hap dan ddi v6i cac nha DN TMBT. O
mot thai cyc khac, nhitng nguoi sir dung khong day c6 man hinh rat nho
va toc do truy cap cham. Khoang 200 tridu thiét bi khong day duoc sir
dung trong nam 2001 - mdt phan doan kh6é ma cudng lai ciia cac nha
kinh doanh. Mt so sanh, 13,1 triéu PDA (thiét bi hd trg k¥ thuat sb ca
nhan) duoc cap nhat vao My nam 2001. Vay 18,7 triéu thiét bi khac 1a
gi? Tat nhién, mot vai 1a PDA, nhiing phan 16n 13 linh kién dién thoai. Sy
tiép can khong day ciia My di 1én téi 44% ca nhéan trong nim 2001, so
sanh vi Chau Au 1a 72% va Nhat Béan 1a 56%. Trén thi truong khong
day, mot vai ¥ kién néi rang ngudi Chau Au din truéc 18 thang so véi
nguoi My va ngudi Nhat Ban dan trude 18 thang so véi ngudi Chau Au.

Nhitng ngudi st dung thiét bi khong day 1am nhidu hon néi trén
dién thoai ctia ho. Ho gui va nhan dit liéu & moi noi, moi luc. Dy kién,
nhu cau sir dung 16n nhét 1a email va voice message. Tuy nhién, dbi véi
ngan hang do, thong tin phu thudc vao vi tri nguoi st dung va su truy cap
Internet 14 nhitng s dung quan trong. Nhitng nguoi su dung khong day
thudng xuyén theo ddi nhirng thong tin vé kién hang duoc xép xudng tau,
thong tin c¢6 phiéu, lich trinh bay va nhiing thay ddi ctua né va tin tic.
Chu ¥ rang, cac thiét bi khong day khong thé truy cap cac trang web dién
hinh trén cac man hinh rit nho cia no, ddy ciing 1a Iy do ma nhiéu nha
phat trién trang web bay gio c6 mot phurong thirc quan sat di dong va mot
phuong thirc quan sat quy tic. Phuong thirc di dong 14 100% bang chir va
phuc vu céac thong tin theo yéu cau. Vi du, Zagatm ngudi huéng dan cac
nha hang trén khap thé gidi, cho phép ngudi sir dung di dong tim hicu
cac co s& dir liéu vé cac nha hang tai thanh phd ma ho di qua va tinh phi
cho cac dich vu miéu ta nay. Su phan doan khong day di dong da mang
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lai co hdi cho cac hang kinh doanh mong mudn san xuit cac thiét bi
khong day.

Céc nha quan tri marketing TMPT ciing dang phai ddi mat voi
nhitng van dé k¥ thuat 16n dit ra. Vi vy cac nha quan tri marketing phai
khén khéo dé cung cép dén nguoi st dung cac dich vu ma ho thyuc su
mong mudn. Mit khac, thi trudng ludn van dong va ting trudong khong
ngimg nén cac nha quan tri marketing ciing can phai cha y dén van dé
cap nhat thong tin.

C. Thoi gian lén mang

Mic du Internet di va dang phat trién rat nhanh nhung khong phai
tat ca nhitng ngudi thudng xuyén truy cip mang déu giéng nhau. Mot
nghién ctru ciia McKinsey va MediaMetrix da chi ra 6 nhom nguoi su
dung dua trén thoi gian online, sb lugng cac trang web, lich vuc tiép can
chinh, va thoi gian cho mdi trang web nhu sau:

- Nhitng nguoi don gian: Diéu cudi cing ho can 1a sy tién nghi. Ho
mudn 1am cho cudc sdng ciia ho d& dang hon v6i sy nhanh chong va chét
lugng cua dich vu. Ho chinh la nguoi da dung Internet trong mét thoi
gian dai va ho chiém dén mot nira nhirng 14n mua ban trén mang. Ho su
dung tong s 7 gio trén mang mdi thang.

- Nhitng nguoi ludt web: Ho chi thich cai gi méi mé. Ho vao cac
trang web nhiéu gp 4 1an so véi nhirng ngudi sir dung trung binh, ho doi
khoi cac trang web rat nhanh, va luén luén tim kiém cac kinh nghiém
moi. Néu mudn ho trung thanh véi cac trang web thi cac trang web can
c6 thiét ké an tuong, tidu diém hap dan, phong pht vé loai hang hoa va
dich vu va cap nhat lién tuc, va trén hét phai 1a nhitng thuong hi¢u mang
ndi tiéng.

- Nhitng ngudi két ndi: Nhitng ngudi tim kiém tinh méi la. Véi ho,
Internet 13 thir twong ddi méi mé va do d6 ho vao mang dé kiém 1y do
cua viéc su dung Internet. Muc dich chinh ctia ho 1a tao dung cac mbi
quan hé voi nhitng nguoi khac thong qua phong chat va thu dién tu.
Nhitng trang Web mong mudn thu hat duge dong dao nhitng ngudi két
ndi nay can phai c6 su hi¢n dién dang ké ngoai mang (da duoc khéng
dinh trén thi truong truyén thong) thi méi thu hit dbi twong nay.
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- Nhitng nguoi tim kiém cac mon hoi: Ho tim kiém cac cudc giao
dich mua ban. Ho sir dung it nhat tong s6 thoi gian 1én mang. Céc trang
web thu hit dugc ho phai 1a nhitng trang ¢ thé 1am ho hai long ca vé 1y
tri va cam xtc nhd vy moéi 16i kéo ho quay tro lai tim kiém nhiéu cac
giao dich hon - mdt vi du dién hinh 1a eBay.com.

- Nhitng nguoi truy cap theo thoi quen: Mong mudn mét vai thir dic
biét, ho tim kiém tin tirc va trang web vé tai chinh rat can than. Ho st dung
nhiéu thoi gian dé tim kiém céc dia chi trang web, ho hi vong la tim dugc
vai thr dac bi¢t thong qua nhirng ndi dung sau hon.

- Nhitng ngudi thich thé thao: Mong mudn nhiing ndi dung cé sy
tuong hd cao. Ho ¢ nhiéu diém gidng nhitng nguoi theo théi quen ngoai
trir viéc ho thich cac trang vé thé thao va giai tri vui nhon, nhiéu mau sic.
Céac trang ndy mang lai cac thong tin mién phi va nhitng ngudi nay san
sang tra phi cho cac thong tin.

Bang 4.3: Mot s6 phan doan theo cach thirc sir dung

DPoan thj - < 42 L s T
fnromg Nhirng dac diém chu yeu Thoi gian 1én mang
. N - 50% tdng s6 nhirng vu budn ban trén mang
Nhirng nguGi o 1 . o 4 Sx
don gian - 49% lén mang trén 5 nam va [& nhém chiém | 7 gid moi thdng
gilr thoi gian 1én mang lau nhat

- 8% nhi Oi thue énstrd \
Nhirng nguoi 3;/”tf’”9t’;9‘{’°'_ ”;?'”g xayen S:;U”r? MM | Trung binh nhidu hon
w6t web - 32% ong cy! gian Ién mang - nhiéu hon cac 9.8 gior méi thang

phan doan khac

- 36% nhitng nguoi thwéng xuyén st dung
Nhing ngu i mang Trung binh it hon 9,8
két ndi - 40% vao mang chua duoc 2 ndm gi&> mdi thang

- 42% thyc hién mua ban qua mang
E‘:qwk?g;gg' - 8% nhitng nguoi thuwong xuyén si dung mang | Trung binh it hon 9,8
mén hoi - 52% st dung eBay gi& moi thang
Nhirng ngu i 0 , o I S
theo théi quen 6% mua ban qua mang. Ho xem it linh virc. 9,8 gid* moi thang
Nhirng ngu i o T A s N T
thich thé thao 4% nhirng nguwoi thwong xuyén str dung mang | 7,1 gio méi thang
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Céc phan doan nay c6 thé chong chéo nhau boi vi nhitng nguoi st
dung Internet vdi cac muc dich khac nhau ¢ céc thoi diém khac nhau nhu
12 ngudi nghién ctu, tan ngau, 1am viéc, ... Mic du vay, cac nha quan tri
marketing nén kiém tra sy khac nhau cua cac phan doan dé chi ro thi
truong muc tiéu ctia minh. Bang 4-3 trinh bay nhiing thong tin c6 thé
gitip cho cac DN quyét dinh viéc phat trién chién lwgc marketing TMDT
nhu thé nao dé dat t6i nhimg doan thi trudng nay.

D. Dac thu nganh kinh doanh

Viéc phan doan theo dic thi nganh c6 thé thay doi tuy thudc vao
nganh va linh vyc kinh doanh khéac nhau. Vi dy, nghién ctru cua Forrester
va ComScore chi ra rang nhimg khach thim quan céac dia chi trang web
0td c6 hanh vi khac véi nhitng khach tham quan cac website TMDT
khac. Tham chi nhitng ngudi mua 6t6 nghiém tic chi can thim quan cac
dia chi trang web ciia 6t6 chi mot vai lan - 64% nhiing ngudi mua két
thiic viéc tim kiém trén mang ctia ho trong 5 1an truy cap. Khoang 25%
mua 6t0 trong vong 3 thang. Forrester xac dinh 1a c6 3 phan doan nguoi
tham quan céc dia chi web 6t6:

- Nhom 1 (Explorers): 1a nhém nhé nhit, nhung hau hét phan nira
mua nhitng phuong tién maéi trong vong 2 thang khi da tham quan céc dia
chi trang web 6t6. Ho mubn qué trinh mua thuan lgi va dat khoat.

- Nhém 2 (Off-roaders): xu hudng 1a nghién ctru trén mang, roi sau
do6, ho lai mua ngoai tuyén.

- Nhém 3 (Cruisers): tham quan thuong xuyén cac dia chi web 6t
nhung chi ¢6 15% mua 6t0 trong ngan han va c6 thé co6 anh hudng 16n
dén nhimg ngudi mua khac.

E. Trao luu sw dung

Nhitng nha quan tri marketing nhan biét nhimg phan doan dua trén
cach sir dung web cta nhitng ngudi tiéu dung tai nhitng thoi diém riéng
biét, tir 46 tong hop dugc nhitng mau hanh vi khac nhau dé co thé thiét
ké cac tin nhan, cic cach tiép can thu hat sy chil ¥ clia nhitng nguoi sir
dung nay tdi cac thong tin ciia minh.
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Tai sao DN can su dung nhirng co hdi doé vao trong vi¢c xac dinh
thi truong muc tiéu? Thuc té khong c6 loai trang web nao duogc théng
linh boi mot nhom nhéan khau hoc riéng 1é. Vi vy, bang su két hop cac
dit liéu va nhan khau hoc trong nhiing co hdi tiéu dung, nhitng nha quan
tri marketing s€ tao ra 1gi thé cua viéc lién lac véi nhitng khach hang muc
tiéu cua ho tai thoi diém khi ma nhimg khach hang cua ho thich chu ¥
dén va bi anh hudng bai cac tin nhin. Tuong tw, nhitng ngudi ban 16 truc
tuyén co thé thiét ké moi truong web dé nim bit duogc so thich cua khong
chi nguoi st dung ma ca nhiing nguoi do sy anh huong cua tinh co hdi
trong cung mot thoi gian.

Biang viéc quan sat va tong hop dit lidu tir nhitng 1an nhip chudt,
thoi lugong truy cép, thoi gian danh cho trang web ciing nhu nhiing su
cha y dic biét, cac nha nghién ciru thi truong ¢ thé nhan thiy nhiing
hinh mau hanh vi ma c6 thé gitp tao 1ap hay sap xép cong viéc cua
nhitng sy truyén tin. Dya vao dic diém cta timg nhém dbi tuong truy cap
mang, nhitng nha quan trj marketing c6 thé thu hut mot cach hiéu qua
nhitng nguoi st dung nhiéu hon béi cach dinh vi chinh xac khi ho thich
nhat cach tiép can voi nhirng tin nhin dic biét - dua trén sy phu hop cua
nodi dung va tiém ning str dung da dugc cam két trong ndi dung.

Nielsen/NetRatings tap hop nhiing dit liéu tir nhitng 1an nhap chudt
(clickstream) bang viéc quan sat nhirng nguoi sir dung theo 16 trinh nhu
ho nhén vao hét trang nay dén trang kia. Sau 6 thang cho tap hop dir liéu
tir 186.797 lan truy cap cua nhitg ngudi st dung khac nhau, nhirg nha
nghién ctru nhan dinh 4 bién s chinh dé nhan dang nhimg nhém riéng
biét ctia hanh vi truc tuyén (Rozanski, Bollman, va Lipman 2001):

- Thoi lugng truy cdp website (session length): Thoi gian mot
nguoi su dung ¢ trén mang.

- Thoi gian truy cdp trung binh cho mdi trang (time per page): Thoi
gian trung binh ma mot ngudi st dung danh cho mdi trang trong sudt
thoi gian truy cap.

- Mitrc d¢6 tap trung theo linh vuc quan tam (category concentration):
% thoi gian mot nguoi sir dung danh cho nhing trang truy cap thudc vé
mdt linh vuc quen thudc nhat. Vi dy, néu trong 10 phut truy cap web, mot

144



ngudi st dung danh 5 phut cho nhitng trang thé thao, 3 phut cho nhiing
trang tin tirc va 2 phut cho nhiing trang giai tri, su tap trung cho nhitng
trang thé thao c6 thé chiém 50%.

- Mitc d6 quen thudc ctia trang truy cap (site familiarity): % cua tong
thoi gian truy cap trang web ma mot nguoi st dung danh cho nhitng trang
web quen thudc, dugc xac dinh tir it nhét 4 1an trude d6 ho truy cap.

Nhitng bién s6 trén duoc cac nha quan tri marketing str dung két
hop dé xéac dinh 7 doan thi truong theo co héi st dung nhu sau:

(1) Quickies: Nhom tranh thu vao cac trang web quen thudc;

(2) Just the Fact: nhom tim kiém céc thong tin cu thé nhu im mua
gidy dép, quan 4o...;

(3) Single mission: nhom thyc hién nhitng nhiém vu nhét dinh;

(4) Do it again: nhdm thuc hién cong viéc thuong xuyén lap di 1ap lai;

(5) Loitering: nhom la ca trén mang;

(6) Information Please: nhém quan tdm t&i mot linh vuc nao do

va cudi cung 13 (7) Surfing: nhom ludt web.

Viy nhitng nha quan tri marketing lam thé nao tiép can dugc nhimng
nguoi st dung thong qua qua trinh truy cap d6? Thong qua nhitng co hoi
khi ngudi st dung phai chd doi nhitng thong béo tiép theo trong khoang
thoi gian twong d6i dai, nhu trong truong hop ciia cic trang web
Loitering, Information Please va Surfing, nhitng nha quéan tri marketing
c6 thé dua ra thong diép thong qua nhimng trang web ma ho dang st dung
nhu mot cach thirc dé xay dung nhitng nhan thurc vé thuong hiéu cua ho.

Nhirng co hdi trong nhom 7. Surfing doi hoi sy kién tri ddi v6i nha
quan tri marketing vi hanh vi nhan chudt ctia ngudi st dung & day 1a
thuong 1a thiéu kién nhin va mang tinh bdc dong. Tuy nhién, néu mot
website hodc mot tin nhin dugc xem 1a tha vi, méi la thi nguoi su dung
s& ¢6 kha nang theo dudi nd.

Nhitng nhém co hdi st dung khac, Quickies, Single Mission, Tust
the Facts, va Do It Again - nhu mot dang hdn hop dbi véi nhitng nha
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quan tri marketing. Nhitng nhom nay thudng c6 thdi gian truy cap ngin
(khoang 14 phuat hodc it hon) va nhiing trang web dugc xem c6 thé dai
dong, phu thudc vao tinh ning dong cia mdi nhom (tir 15 gidy d6i véi
Quickies cho t6i 2 phut dbi v6i Do It Again). Nhitng nguoi sir dung trong
nhitng nhom nay it c6 khuynh huéng mua hon nhiing ngudi sir dung
trong nhitng nhom khac, do d6 thong qua mot ¢t nhap chudt ho co thé
dat dugc muc dich trong chi trong nhitng tinh huéng rat dic biét.

Lam thé nao dé nhitng nha quan tri marketing c6 thé nhén dang
dugc nhitng nhom st dung? Céc file cookies chinh 1a cau tra 161. Nhu da
thdo luan ¢ nhitng chuong trude, cookies la nhitng bit nho cua van ban
duogc luu trén 6 ctg cho phép cac website nhan dang ra chung. Khi mot
may chu phat hién ra mot Loiterer dua vao khodng thoi gian dung tai
trang web ndy, né co thé giri mot thong bao quang cdo thich hop va ngay
lap tirc nhiing trang web s& dugc chuyén toi sau khi nhan chudt. Tat ca
nhimg viéc d6 13 tur dong va khong co gi 1a moi dbi voi cac trang web.
Nhitng nguoi phét trién trang web chi viéc viét chuong trinh dé phat hién
nhitng ngudi sir dung theo nhom va tao ra nhimng sy phan hoéi phi hop.

4.1.2. Lwa chon khach hang dién twr muc tiéu va phwong thirc
dap vung

Sau khi xem xét nhidu phan doan tiém nang, nhiig nha quan tri
marketing phai lga chon doan TTDT muc tiéu tdt nhat. Dé 1am duoc diéu
nay, ho can xem xét nhitng sy phan tich co hdi thi truong dua trén viéc
phén tich SWOT, va thong thuong nhitng co hdi nay dugc nhin nhan trén
co s& su phit hop nhét giita thi truong va ngudn lyc ciing nhu kha ning
cia DN. Trong mot vai trudng hop, cong viée ndy dé dang nhu viée
kham pha mdt phan doan méi cua nhém nhiing nguoi da ting tham
website ctia DN va sau d6 1a sy thir nghiém véi nhimng chao hang c6 thé
16i cubn duoc nhom nay. Tuy nhién, trong mot sb trudng hop cong viée
nay lai 1a mot qua trinh kha dai va can sy chuén bi k§ ludng. Mot phan
doan TTPT hap din phai 1a phan doan co thé tiép can duogc thong qua
Internet, c6 quy mo kha 16n va tit nhién tiém an loi nhuan 16n.

Sau d6, nhirng nha quan tri marketing TMDT s¢€ lya chon mdt trong
bdn chién lugc dé dap tmg doan TTDT muc tiéu dugc lya chon:
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Marketing dai tra (Mass marketing): con c6 thé goi 1a Iya chon
marketing muc ti€u khong phan biét, 1a khi DN dua ra mot chién lugc
marketing - mix cho thi truong tong thé. Wrigley’s gum di sir dung chién
lugc nay. Trén Internet, nhiéu DN sit dung chién lugc khong phan biét.
Vi duy, tiéu dé cua nhitng quang cao xuét hién trén cac trang chi (vi du:
Yahoo!) ¢6 khuynh huéng hip dén thi trudng tong thé.

Marketing da phan doan (Multisegment marketing): 1a khi mot
DN lya chon hai hodc nhiéu phan doan va thiét ké nhiing chién luoc
marketing - mix dac biét cho mdi phan doan do6. Hau hét cac DN st dung
chién lugc marketing da phan doan.

Marketing ngach (Niche marketing): 1a khi mdt DN lya chon
mot phan doan va phét trién mot hay nhiéu chién lugc marketing - mix
dé dap ung duoc nhu cau cua phan doan d6. Amazon da lwa chon chién
lugce nay khi ho xac dinh khach hang muc ti€u cta ho chi la nhiing ngudi
st dung trang web. Chién luoc nay c6 loi ich that nhung c6 thé co rii ro
vi nhitng d6i thu canh tranh thudng bi cudn vao nhiing thi truong hap
dan nhitng dot nhién chiing lai, diéu d6 s& rat rai ro cho nhitng DN b6
“tat ca trimg vao cung mot ro”.

Marketing vi mé (Micromarketing): con duoc biét dén véi tén
goi “dinh vi marketing muc tiéu ca thé” ¢co nghia l1a khi mét DN thiét ké
toan by hay mat phén chién luge marketing — mix chi nham téi mot sb
rat it ngudi va / hodc chi huéng t6i mot khach hang.

Loi ich to 16n cua Internet chinh 13 chién lugc dinh vi muc tiéu ca
thé, diéu ma d3 va dang duoc nhan ra boi nhiéu DN. Amazon.com d3 xay
dung dugc hd so cua timg ngudi st dung trong s6 nhitng ngudi di timg
xem qua hodc mua nhitng quyén sach thong qua website ctia ho. Nho vay
ho ¢6 thé hiéu dugc nhimg chi dé sach ma ngudi mua d6 quan tam, tir d6
Amazon thé dua ra nhimg goi y cho khach hang cho nhitng lan mua tiép
theo dya vao nhitng mua sam trudc d6. Amazon con gui thu dién tir thong
bao vé nhing san phim ma né phi hop va c6 thé thu hat nhiing khach
hang khac nhau nay. Pay l1a mot dang marketing dat dén do chinh xac
nhat: dua dén cho nhitng khach hang riéng biét chinh xac cai ma ho mudn
& dung noi va dung thoi diém. Internet tao ra kha niang dap Gmg nhiing yéu
cau riéng biét tmg khach hang trén mot pham vi rong 16m.
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4.1.3. Xdy dung cong dong di¢n tiv muc tiéu

Internet 1a y twong cho viéc tap hop thanh mot cong dong nhiing
nguoi ¢o6 sy quan tdm va nhiém vy twong ty nhau. GVU’s Eighth User
Survey nghién ctru tu cach hoi vién cia cong dong va khao sat nhimg
thanh vién trong su lién két cong dé)ng dé cam nhan duoc sy lién lac gitra
nhitng ngudi c6 nhing mdi quan tdm chung nhu sau: 44,8% s ngudi
chia sé v6i nhitng nguoi cung s thich; 31,5% chia sé véi cac dong mon;
27,2% v&i nhitng thanh vién gia dinh; 15,7% v&i nhém dong quan diém;
va 6,9% trong nhitng nhém cung tin ngudng. Mot khuynh hudng dac biét
tha vi 1a sy hinh thanh cta cong dong bao gdm nhimg cyu nhan vién cua
cung mot DN nao d6. Mot vi du 1a mang luéi rong 16n ctia nhitng nhan
vién ctua Microsoft trudc day, nhitng nguoi st dung thu dién tir va bang
tin c4 nhan dé noi chuyén phiém vé Microsoft va dé két néi nham nhing
muc tiéu nghé nghiép.

Su x4c dinh TTDT muc tiéu ¢ thé dugc thuc hién boi viée xay dung
cong ddng dién tir thong qua nhitng phong chat truc tuyén, nhimg nhom
thao lun, bang tin, va cac sy kién truc tuyén. Khi nhitng ngudi c6 ciing su
quan tam duogc tdp hop tai nhitng khong gian do thi gia tri ma ho nhan
dugc ca vé thong tin va sy hinh thanh cic mbi quan hé xa hoi khién ho
quay trd lai. DN can xay dung va duy tri dugc mot khong gian ao dé gidi
thi¢u nhitng san phim va nhimg tin nhin phi hop véi sy quan tdm cia
nhém. C6 rat nhiéu vi du vé nhiing co hdi dinh vi muyc ti€u tryc tuyén la
nhitng sinh vién dai hoc thong qua studentclub.com va collegeclub.com,
vé nhitng ngudi sanh rugu thong qua trang web wine.com.

Hai trong s nhitng diém cong dong ngudi tiéu dung phd bién nhat
bao gdm Yahoo! GeoCities va rat nhiéu nhom tai www.google.com.
Yahoo! GeoCities bao phu rat nhiéu chu dé, gdm moi thtr tir ma thuat toi
dao co dbc. Cac thanh vién xay dung cac trang web ma Yahoo 1a may
chti mién phi va con tham gia chat va dua cac thong tin 1én bang tin (xem
geocities.yahoo.com). Tap doan Google cung cip su truy cip web t6i
Usenet v6i hon 35,000 nhom quan tim thao luan nhiing van dé khéc
nhau va 700 triéu tin nhin cong dé)ng. Dac biét, Epinions.com da nhanh
chong nhan duoc kha nhiéu su chii y nhu mot cong dong ngudi tiéu ding
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vi n6 cho phép nhitng ngudi tiéu dung giri nhitng v kién ca nhan vé nhan
hiéu. Mic di cac cong dong nguoi tiéu ding 1a phd bién nhét, nhimng
cong dong DN ciing thé hién mot vai trd 16n trong thi trudng B2B. Hau
hét nhitng nha chuyén mén tham gia véi nhitng nhém thao luan théng tin
trong nganh.

4.1.4. Cic chién lwgc dinh vi

Céac chién luoc dinh vi giap DN xac lap mot hinh anh theo y muén
cho mot DN va san phim cta né trong tim tri cua tp khach hang dién tir
muc tiéu da lya chon. Pinh vi 1a qué trinh sang tao ra hinh anh va vién
canh mong muén cia DN hodc nhdn hiéu trong cach nhin nhan cua
khach hang tiém ning.

Pé thanh cong, mot DN phai tao ra sy khac bi¢t cho chinh DN va
san pham cua minh vé6i cac DN khac va vi thé cua DN giita cac dbi tha
canh tranh trong tAm tri khach hang dé tim ra thi truong riéng phu hop
v6i DN. Cac DN c6 thé dinh vi nhin hiéu, ban than DN, hodc san pham
dic thu. Nguyén tic dinh vi “ngén tay cai” 1a “ké tam thuong khong dang
duoc ca tung”.

Khi cac DN khong dua ra dugc céac chién lugc dinh vi trong ké
hoach marketing TMDPT, ho tré nén kho kiém soat vé hinh anh thuong
hiéu ctia minh. Viéc dinh vi san pham cudi cung 13 & trong con mét cia
khach hang nhung truyén thong marketing TMBT c6 thé gitp ngudi tiéu
dung nhin nhén thuong hiéu theo cich ma cidc nha quan tri marketing
mong mudn. Néu khong ¢ nhitng tin hiéu dinh vi cia DN, khach hang ¢
thé thuc hién mot su so sdnh mang tinh canh tranh dya trén cac thong tin
khong day da tham chi 14 nhimg thong tin khong chinh xac. Cac website
nhu: www.compare.com, www.pricescan.com va www.bizrate.com cho
phép khach hang danh gia va néi chuyén vé san pham, cac DN khong
mudn nhitng phan nan ¢ nhimg site nay tré thanh dau vao duy nhit dan
dén nhan thic ciia khach hang vé hinh anh nhéan hiéu. Myc dich cta nhiing
nha quan tri marketing 13 xdy dung mot vi tri bén viing va co thé bao vé
dugc dya trén mot hay nhiéu co s6 phu hop, khac biét so véi cac dbi thu
canh tranh. Vay mot cong ty c6 thé 1am diéu nay nhu thé nao?
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4.1.4.1. Cdc chién lwgc dinh vi

Céc DN c6 thé dinh vi trén co s dic tinh coa san phém hay dich vu
(cell phone nhé nhit), hinh anh cong nghé cao (cac cell phone sir dung
thu dién tir), cac loi ich (pht hop véi thi tién cta cac ban), nhom ngudi
st dung (cell phone t6t nhét cho sinh vién), hodc so sanh véi ddi thii canh
tranh (dién thoai ciia chiing t6i khéng dat baing Nokia). Cac DN c6 thé sir
dung mdt sy dinh vi tich hop (tét ca cac loai san phém va dich vu dién
tur). Sau day la mdt vai vi du cta cac co so dinh vi trén mang.

- Pinh vi theo thudc tinh ciia sin pham va dich vu: Thugc tinh 12
dic diém cua san phém hay dich vu nhu quy mo, mau sdc, thanh phén,
téc d9, ... C6 nhiéu vi du nhu: iVillage cho phép nhiing nguoi sir dung
xay dung thuyc don cho bira an cua ri€éng ho tai website bé“lng viéc st dung
céc tidu thirc nhu thanh phan va lugng calo. Pillsbury lam tang gia tri
thong qua cac y tudng, cong thuc, va dich vu dua ra nhiing 101 khuyén
trén trang web do.

- Dinh vi cong nghé: La mot dang dinh vi thudc tinh, dinh vi trén
co s& cong nghé dac biét quan trong cho nhiing nha quén tri marketing
TMDT. Tai trang web Lands’ End, mot phu nir c6 thé xdy dung nhiing
mo hinh 4o dua trén nhirng dac diém co thé nhu mau toc, loai da, kiéu
toc, khuon miat. Sau d6 nguoi st dung cd thé nhin thiy cac thiét ké
Land’s End béi nhiing bo d6 4o theo nhirng hinh miu da duoc khach
hang vé& ra d6. M6 hinh d6 c6 thé xoay dwoc dé nhin tir phia trudc, bén
canh va phia sau. Hay nhu trang web cua hang may bay American
Airlines cia My da st dung nhitng cong cu khac nhau cho phép cac
khach hang kiém soat dugc nhing lich trinh ctia chuyén bay: kiém soat
viéc thanh toan tién cho mdi chuyén bay, ké hoach du lich c4 nhan, va su
lya chon chd ngdi theo ¥ kién ca nhan ctia mdi nguoi khi mua vé cac
chuyén bay. Nhitng khach hang c6 thé biét thém duoc nhitng thong tin vé
nhimng khach hang c6 cung diém dén, chd ngdi phu hop hon va tinh trang
thanh toan ciing nhu nhiing théng tin vé cic mén qua cho nhiing ngudi
bay thuong xuyén.

- Pinh vi lgi ich: Loi ich 1a mot phan cta nhing thudc tinh - 1a
quan diém cua cac khach hang vé nhitng ddc tinh ¢o6 1¢i cho hg. Pinh vi
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theo loi ich nhin chung la co s¢& dinh vi quan trong vi dinh huéng ctua
khach hang 1a tra 10i cho cau héi: “Lam diéu d6 c6 loi nhét cho t6i?”.
Trang web Polo tdp trung viéc san pham dua trén hinh thanh mot phong
cach séng nhu thé nao. Nhitng san phim d6 thé hién nhiéu hon gié tri st
dung nhu 12 mét chiée ca vat hay mot ao jacket - ho co thé thiét ké giup
khach hang cam nhan dugc mot gidc mo vé cudc phidu luu thé gidi,
phong cach va van hoa (www.polo.com). Trang web bia Miller Lite dua
ra mot g6i phan mém c6 thé tai xudng va sir dung nhu mot to chire xa hoi
cho viéc sép xép cac cudc hop, hau hét nham muc dich giai tri. Sau do,
Biéu twong Miller s& thudng xuyén hién trén man hinh may tinh, ludn
nhic nhé hang ngay khach hang vé& nhdn hiéu cua san phidm
(www.milerlite.com).

- Kiéu ngudi siv dung: Dinh vi dua theo nhing phan doan khach
hang. N¢ s€ thanh cong khi mdt phan doan c6 mét vai gia tri doc nhét ma
gian két dugc cac loi ich cua san phim gan giii v6i nhom nay hon nhiing
phan doan khic. Kellogg’s dua ra nhiing trang web twong hd téi ddi
tuong tré em. Ching c6 thé ding ky truc tuyén va nhap mi s duge tim
thiy dugc & gbi ngi cde cua Kellogg’s, sau d6 st dung nhirng mé sb nay
nhu “tién” & cac trang web lién quan hodc tham chi 1a 14y 14i sudt tir mot
ngan hang “dac biét” (www.kellogg.com). Yahoo! Geo Cities la trang
web cha cua nguoi sit dung duoc to chic theo nhom dua trén nhiing
quan tim cu thé. Nhitng khach hang c6 thé lién két v6i nhitng ngudi
khac, nhitng nguoi c6 chung sy quan tam (www.geocities.yahoo.com).

- Pinh vi d6i thii canh tranh: Nhiéu DN dinh vi bang viéc ¢ ging
chao ban nhiing lo1i ich cu thé dem lai loi thé so v&i chao hang cua dbi
thu canh tranh. Cac DN truc myén va ngoai tuyén thuong dinh vi chinh
ho dé canh tranh véi toan bd DN trong nganh kinh doanh ma ho tham
gia, hay vdi mot DN cu thé (Amazon.com cho dd choi cua tré em), hoac
dua theo vi tri twong ddi cta nd trong nganh (AOL 1a ngudi dan dau két
nbi ISP va Earthlink 1a mot ngudi thach thirc). Trong linh vuc phan mém,
Microsoft 1 ngudi dan dau va dé cho tt ca moi ngudi déu biét dén.

- Pinh vi tich hop: Mot vai DN mubn duoc biét dén voi tu cach 1a
nha cung cap tat ca moi thir vé mot dong san pham hay mat linh vuc nao
d6 va tham chi 1a toan bo (vi du Wal-Mart). Bay 1a mét chién lugc truc
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tuyén dac biét quan trong vi nhitng khach hang ban ron mudn ¢co su tién
loi va di mua sam tat ca thr do can thiét trong ciing mot cira hang. Vi du:
Trang web ctia Martha Stewart mang dén mot chudi tong thé cta nhing
don vi kinh doanh trong cing mot dia diém. Trang web nay truyén thong
mot cach hiéu qua vé nhiing dac diém nhan dang mot nhan hi¢u — cai
thién chét lugng cudc séng tai nha va khuyén khich mét cach khéo 1éo
viéc ty phuc vu. Nhitng ngudi thim trang web Martha Stewart dugc dan
ti trang web Kmart, noi ma nhitng san pham ndi dia mang thuong hiéu
Martha Stewart dugc ban.

4.1.4.2. Chién lwgc tdi dinh vi

Su dinh vi riéng 1¢ khéng tao ra su thanh cong cua san phim.
Nhitng nha quan trj marketing can phai nhay cam vé cam nhén cua thi
truong va nhitng ¥ niém sau dé6 vé DN ciing nhu 13 vé san pham nhu thé
nao. Dya trén nhitng thong tin phan hoi ciia thi truong, DN phai linh hoat
dé c6 thé phan tmg tro lai nhitng du luan boi gia ting hodc thay d6i mot
i tri.

Tai dinh vi 1a sy phan Gng linh hoat cia DN dya trén thong tin phan
hoi ctia thi truong nham thay doi hodc xéac 14p vi thé va hinh anh méi cho
thuong hiéu DN hodc mét san pham. Cac DN phai d6i mat v6i thach
thirc trong thoi gian dai khi ¢d gang sir dung tai dinh vi dé thay doi nhan
thirc cua khach hang ddi voi cac thuong hi¢u cia ho. That may man, cac
DN c¢6 thé d& dang kiém tra su tién trién bang cach theo ddi nhitng s
thich va thoi quen cua khach hang trén Internet.

Mot vi du vé viéc tai dinh vi, Yahoo! d bit dau nhu mot mang ludi
trong viéc huéng dan trén Internet: Yet Another Hierarchal Officious
Oracle! N6 nhanh chéong tim kiém dugc cach thu hat nhitng khach hang
moi, kéo ho quay tré lai nhimg trang web nay, va dugc hiéu nhu 1a noi
dau tién ho dén khi mudn tim kiém bét ky cai gi trén mang. Dé 1am duoc
diéu nay, cac DN da tai dinh vi tr nhitng cach hudng dan dién to dén
céng trang web. Diéu d6 tra 1oi tai sao Yahoo! tao ra ndi dung cua trang
web ctia nd va ddi tac c6 thé tai xudng khong chi bang PCs tai nha ma
con sir dung PDAs va nhiing thiét bi khong day khac. Hon nita Yahoo!
con tao diéu kién cho nhirng ngudi sit dung c6 thé thiét 1ap trang web
theo ¥ minh thong qua My Yahoo! Ngoai ra Yahoo con c6 nhiéu tinh
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nang uu viét khac nhdm thu hat cu dan mang nhu Yahoo! chat, va
Yahooligans! Thuong hiéu, hé théng phan phdi, su hop tac vé nodi dung
duoc két hop lai tao nén sy tai dinh vi trang web d6 nhu mot céng thong
tin dang tin cdy nhat 1a noi cung cép thong tin phong phi, va thyuc hién
nhiéu mua sam trén Internet.

Tuong ty, Amazon di tai dinh vi trong vong vai nim gan day.
Budc dau Amazon da dinh vi nhur mot hidu sach 1on nhat thé gisi. Hién
nay, nd hira hen 1a “su lya chon 16n nhét thé giéi” (Earth’s biggest
selection) véi cac san pham da dang tir ca nhac t6i d6 dién tir va nhiéu
san pham khéc nira.

4.2. Lap ké hoach marketing thwong mai dién tir

4.2.1. Khdi niém, vai tro va vi tri ciia hoach dinh ké hoach
marketing thwong mai dién tir

Chién lugc kinh doanh ciia DN 1a co s¢ dé xay dung chién luoc va
ké hoach marketing TMDT. Hoach dinh ké hoach marketing TMDT (e-
marketing) 13 budc cy thé héa chién luoc chung thanh cac chién luoc
hanh dong cu thé nhu chién lugc 4Ps, chién lugc quan tri quan h¢ khach
hang. Tuy nhién, mot ban ké hoach e-marketing thuyét phuc lai din dat
va chi ra cac chién lugc cua DN duge hinh thanh trén co s nao, cung
cip thong tin phan tich bdi canh va tinh hinh kinh doanh ctia DN trudc
khi dua ra cac ké hoach dé cu thé héa chién lugc cua DN. Theo Judy
McKay, Adel El & Raymond: Hoach dinh ké hoach marketing TMPT 1a
viéc xay dung ban hudng dan chi tiét cho viéc hinh thanh va thuc hién
chién lugc marketing TMDT. D06 1a tai li¢u hudng dan linh hoat dé két
ndi gitra chién luogc kinh doanh va chién lugc marketing TMDPT, trinh
bay cac bude chi tiét dé thyc hién ké hoach théng qua hoat dong quan tri
marketing TMDT.

Muc dich cua viéc lap ké hoach marketing TMDT 1a huéng dan dat
dén két qua mong mudn duogc do luong bang hé thong cac muc tiéu trong
chién lugc marketing TMPT ctia DN. Nhu vay, ké hoach e-marketing
lién quan dén cac hoat dong:

- Két nbi gitra chién luge kinh doanh va chién lugc marketing TMDT;
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- Thiét 1ap cac muc ti€u chién lugc va huéng dan cac budc chi tiét
dé thuc hién chién luge marketing TMDT;

- Xay dung mé thirc kiém soat tinh hinh thuc hién ké hoach doé.

Theo cach tiép can truyén thong, nhimg DN cé tam nhin chién lugc
rd rang can thong qua quéa trinh marketing dé chuyén tai muc tiéu kinh
doanh va cac chién lugc thanh cac muc tiéu marketing cu thé, déng thoi
can hoach dinh tét cac chién luge va chién thuat thuc thi dé dat duoc muc
tiéu dé ra. Qua trinh nay gom 3 giai doan theo thir tu sau: (1) Hoach
dinh marketing; (2) Thye thi marketing; (3) Kiém tra & diéu chinh
ké hoach. Nhu vay, budc ddu tién c6 tinh chat dan dat, dinh hudng vo
cung quan trong cua qua trinh marketing do 1a “hoach dinh marketing”.

Theo Abraham Lincoln, “Néu t6i c6 mét gio dé chat mot cdi cay,
16i sé danh ra 30 phit dau @é mai riu”. Diéu nay cho thiy cong tac
chuan bi mot ké hoach chu ddo trudc khi thuc hién 1a vo cung quan
trong, gitip DN chii dong hon, hiéu qua hon khi bit tay vao thuc hién.
Dic biét ddi véi TMDPT, viéc hoach dinh e-marketing thuc su cang hiru
ich va can thiét hon do sy bién dong nhanh chéng trong méi trudong nay.
Theo Kalakota va Robinson, “ké hoach e-marketing dugc st dung nhu
ban db chi dan huéng di cua DN va huéng dan viéc phan bd cac ngudn
luc, dua ra cac quyét dinh chién lugc & nhiing thoi diém kho khan”.

Hoach dinh e-marketing s& giup cho cac cip quan tri cia DN thé
hién suy nghi mot cach c6 hé thong, phat huy sirc manh téng hop cua
toan bd to chirc mot cach chu dong va hoan hao hon trong cong tac
marketing TMDT. Céac b phan dugc chi rd cac muc ti€u chu dao cling
nhu céac chinh sach cu thé dé dat duge muc tiéu do vay ho chu dong va
nhanh nhay hon trong viéc déi pho véi nhitng dot bién cua moéi truong.
D6 chinh 1a 1y do ma rat nhiéu DN muén rit ngin giai doan nay nhung
chi s6 it trong d6 14 thanh cong con da phan 1a that bai.

4.2.2. Cac hinh thirc hoach dinh marketing TMDT
4.2.2.1. Ké hoach bét phit

Nhiéu doanh nhan mang dugc biét dén voi mot y tuong bat chot
ctia ho trong hoi bia ciia bita trua hay cta cocktail va rdi ho di tim kiém
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ngudn von dau tu dé thuc hién ¥ tuong d6. TAm nhin chién luoc cua cac
DN 16n cho nhitng y tudng nay la “hay lam nd” (just do it). Va khi nhitng
¥y tudong nay duoc xdy dung thanh ké hoach thi d6 chinh 1a ké hoach bot
phat. Ké hoach nay con co tén goi khac 12 ké hoach dic biét (ad hoc)
hay ké hoach tir du6i 1én (bottom up) vi n6 dugc xiy dung dya trén
nhimng ¥ tudng sang tao tir thuc té tac nghiép va do vay rat kha thi.

Chang han nhuy mot nhan vién c6 mot ¥ tudng vé cach thirc dé thiét
1ap mot website hay xdy dung co sé dit liéu va thuyét phuc quan ly dé
thuc hién n6. Hodc truong hop mdt sinh vién marketing lam viéc cho ctra
hang truot tuyét dia phuong gip chu cira hang va chao ban 500 USD cho
phan mém va 50 USD mot thang cho viéc dang ky mot trang web dé bat
dau thir nghiém vé trang web TMDT. Anh ta & mot sd buc anh trugt
tuyét trén site va cic thong tin vé cach thirc goi dién dén ctra hang dé
dang ky. Trang web nay dd mang t&i rat nhiéu don dit hang trong mot
tuan va da nhanh chong hoan von dau tu.

K& hoach trc thoi nay dic biét can thiét va rat hiéu qua déi voi cac
DN nho, DN méi thanh 1ap hay trong mét DN ma moi truong lam viéc té
nhat. Khi d6 ké hoach nay s€ co tac dung cai tién tinh hinh hién tai, tao
luéng sinh khi mé&i cho DN. Tuy nhién, cac ké hoach bot phat lai khong
thich hop voi nhitng DN ¢6 ngudn lic doi dao béi néu chi chd doi cac ké
hoach bit chot phat sinh khi tic nghiép ma khong c6 su chudn bi ky
ludng tir dau s& gy ra su lang phi ngudn lyc.

4.2.2.2. Ké hoach von dau tw mao hiém

Céc DN vira va nho ciing nhu cic DN méi thanh lap thuong bt
dau bang cac ké hoach bot phat va khong lam tir ddu nhu cac ké hoach
marketing truyén théng. Ly do 1a mot hay hai nha 1anh dao c6 thé 1ap ké
hoach chung cho ca t6 chirc, ho hiéu méi trudng kinh doanh va tinh thoi
su clia cac ¥ tuong mdi ¢ vai tro nhu thé nao ddi v6i thanh cong cia
DN. Tuy nhién, ddi voi cac DN ¢6 quy mo 16n, mot ca nhan khong thé
bao quat dugc toan b tinh hinh cua DN, do do dé phat huy strc manh
téng hop va tan dung hét ngudn lyc da dang ctia minh, DN can nhirng ké
hoach dugc xay dung mot cach bai ban ngay tur dau dé dam bao sy thanh
cong dai han, dac biét 1a trong thoi ky nang dong cua moi truong TMDT.
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Khac v6i ké hoach bot phat, ké hoach von dau tu mao hiém khong
xuét phat tir nhitng y tuong bat chot ma 1a nhiing ké hoach dugc chuan bi
mot cach k¥ ludng, thau déo. D6 c6 thé 1a mot ké hoach e-marketing cho
mot du 4n kinh doanh méi ciia mot ai d6 hodc ké hoach e-marketing cta
mot DN (thuong 1a DN 16n) cho mdt giai doan mdi. Cac ké hoach nay
thuong dugc hoach dinh cung véi mot phuong an dau tu va ké hoach
hoan vén cu thé. Cac ké hoach e-marketing thuong gan v6i phuong an sir
dung vbn vay tir ngan hang hay huy dong tir cac c¢6 dong tiém nang va
dac bi¢t 1a cac quy dau tur mao hiém. Cac nha dau tu mao hiém ludn tim
kiém mot “ké hoach kha thi” - tirc ké hoach c6 thé thu dugc tién va lgi
nhuan tir du 4n kinh doanh trong vong vai nim. Quy dau tu mao hiém
chap nhan mot thuc té rang khong phai tat ca cic nha du tu s& thanh
cong nhung du chi mot trong s6 20 du an d6 sé tré thanh Amazon hay
eBay thi rai ro d6 van dugc coi 1a ¢6 phan thuong xting dang.

4.2.3. Cdc yéu t6 ciu thanh ngi dung bin ké hoach marketing
TMPT

Mot ban ké hoach e-marketing thong thuong bao gdm nhing phan
sau:

- Tém lwoc vin dé quan tri va chii dé ké hoach: day 13 phan dau
ctia ban ké hoach e-marketing trinh bay nhitng vin dé quan tri chu chdt
nhat ma ké hoach e-marketing can phai dat dugc. Muyc dich cua phan nay
la dé cung cap cho cap lanh dao cao nhat nim dugc van dé va nhing
phuong huéng co ban cta ban ké hoach e-marketing. Nhirng néi dung co
ban cua phan nay 1a cac chi tiéu co ban can phai dat duoc, nhitng diéu
kién khach quan va chii quan c6 lién quan dén tinh hién thyuc cta cac chi
tiéu do.

- Tinh huéng e-marketing hién tai: M6 ta TTDT muc tiéu va trinh
bay cac dir li€u co so vé doanh sd, chi phi, 1gi nhuan, ddi thi canh tranh
va tinh thé méi trudng vi mod ctia DN.

- Phén tich thoi co va vin dé ddt ra: Nhan dién nhitng thoi co/de
doa, diém manh/yéu chinh va nhiing van dé phat sinh dang ddi dién vai
SBU d6; cac muc tiéu ké hoach xac dinh cac ngudng dat t6i cia marketing
& tai chinh thong qua céc chi s6 doanh thu, thi phﬁn va loi nhuan.
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- Chién lwgc marketing TMPT: Néu tom luge ndi dung cac cdu
tric chién luge gém: KHDT muc tiéu & dinh vi, san phém & tuyén san
phérn chao hang, cac dich vu thuong mai san phém, thuc hanh gia, cac
kénh TMDT & mang logistics, cac kénh truyén thong online va offline,
R&D va nghién ctru marketing. Phét trién chién lugc marketing TMDT
thong qua lam vi¢c vdi cac b phén san xut, tai chinh, nhan su, hé théng
thong tin, ... cia DN.

- Cdc chwong trinh hang dgng: Ké hoach e-marketing phai chi &
chuong trinh e-marketing theo chu dé trong d6 mdi yéu t6 chién luoc
phai dugc phén tich ty mi va rd rang ndi dung gdm: cai gi? khi nao? va ai
lam, chi phi lam la bao nhiéu?

- Bin trinh bay két qud 16 / lai dw kién: M&i chuong trinh hanh
dong déu gan véi mot ngan quy hd tro va du béo dugc doanh thu theo sd
luong ban véi gia binh quan bu dip cac chi phi e-marketing va gia tri gia
tang do e-marketing dong gop.

- Kiém tra: Khau cudi cia ban ké hoach e-marketing 1a kiém tra
tién do ké hoach vé két qua cong viéc theo thoi gian (thang, quy) va kiém
tra nhitng thay d6i ngoai du kién dé c6 quyét dinh xir 1y kip thoi.

4.2.4. Quy trinh lap ké hoach marketing TMDT

Bao gom 6 budc voi ndi dung cu thé nhu sau:

Phan tich tinh huéng e-marketing
) ¥ .
Thiét lap muc tiéu ké hoach e-marketing
) ¥ .
Thiét lap chién lwgc e-marketing
) ¥ .
Phat trién chwong trinh hanh déng
) ¥ .
Phan tich hiéu lwc / chi phi va tién lwong hiéu qua dw kién
) ¥ .
Xay dwng quy trinh kiém tra thwe thi ké hoach e-marketing
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4.2.4.1. Bwéc 1. Phan tich tinh hudng e-marketing:

Néu khong phai 1a mot truong hop ké hoach bot phat, ké hoach
e-marketing dién hinh thuong bao gdm ca phan tich SWOT dé ting
cuong su két ndi gitra muc tiéu, chién luoc chung ciia cong ty véi hoat
dong e-marketing. Trén co s nhitng thong tin d6, viéc phan tich tinh thé
can nhan manh tGi cac khia canh sau:

A. M6 ta tinh hudng e-marketing

Mot s6 nguoi nghi rang viée 1ap ké hoach e-marketing nghia 1a bat
dau tr sy cat got va bam dot. Khong c6 gi co6 thé thuc hién dugc néu xa roi
thuc t€. Nhan dang va phan tich tinh huong e-marketing hi¢n tai la diém
xuat phat tot nhat dé 1ap ké hoach méi. Tinh huong e-marketing hién tai sé
sir dung nhitng théng tin quan trong va mang tinh song con nhu:

- Thong tin vé san pham ctia DN, thi truong va khach hang hién tai, ...

- Phuong thirc dinh gia va thong tin gia c6 thé noi 1én chién luge
gia truc tuyén ctia DN.

- Thong tin phan phdi s& chi ra khu vuc ma san phdm dang duogc
béan va phat hién nhimg phan doan c6 thé s& tiép nhan cach thirc TMDT.

- Dir lidu xuc tién TMDT s& dong vai tro két ndi giita Internet va
chién lugc xuc tién hién tai va cc cach thirc truyén thong marketing tryc
tuyén khac ctia DN.

- Thong tin khac vé& DN canh tranh va tinh hinh dinh vi thuong hi¢u
ctia DN trén thi truong. Ngudi 1ap ké hoach e-marketing phai nim duoc
thong tin vé mirc do lién quan giita ndi dung cua trang web, viéc xuc tién
ban hang va chién luoc dinh vi hién tai cia DN. St dung dir li¢u nay va
thu thap thém thong tin méi trudng vi mé s& giup phén tich tinh hudng
e-marketing.

B. Phan tich vén dé

Nhitng van dé DN thuong gip phai trong phan tich tinh hudng
e-marketing:

- Doanh s6 suy giam.

- Gia thanh cao.
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- Loi thé canh tranh dang bi x61 mon.

- Chi phi cao dé duy tri co sé dir licu.

- Cac dai ly dang doi tang thém hoa hong.

- Tang muc do hai long cua khéach hang.

C. Phan tich dién bién méi treong vi méd

Nhirng gia dinh chu yéu vé twong lai:

- Tinh hinh kinh té, ty 1é thit nghiép, lam phat.

- Su mo rong hay thu hep cua thi truong nganh kinh doanh.
- Xu hudng cua cac d6i thu canh tranh trong thoi gian téi.
- Cac quy dinh méi c¢6 thé c6 cua phap luat , ...

4.2.4.2. Buoc 2: Xdy dung muc tiéu marketing TMDT

Nhin chung cac muc tiéu trong mot ké hoach e-marketing thé hién
dudi cac dang sau day:

- Nhiém vu
- S6 lugng co thé do ludong duoc
- Quy dinh thoi han hoan thanh.

Gia str rang Amazon muén ting s6 lugng cic ddi tac trong chuwong
trinh lién két tir 600.000 dén 700.000 / nam. Pay la dang muyc tiéu kho thiét
lap nhung dé danh gia va 1a mot phan cdt 16i ciia ké hoach e-marketing. Ké
hoach thudng bao gdm ca nhitng cin cir cho viée xac lap timg muyc tiéu dé
giai thich tai sao d6 la myc ticu DN mong mudn va ¢ thé dat duge trén co
sO két qua ctia viéc phan tich tinh thé chién lugc e-marketing.

Thuyec t€, hau hét cac ké hoach e-marketing nham t4i viéc thuc hi¢n
da muc tiéu gom:

- Tang thi phan;
- Tang doanh thu (do luong bang don vi tién té cu thé);
- Giam chi phi (chi phi phan phdi hay chi phi xiic tién);

- Xay dung thuong hiéu (ting cudng nhan biét cia moi ngudi vé
thuong hi¢u);
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- Phat trién co sé dir liéu;

- Pit ra myc tiéu vé CRM (1am hai 1ong khach hang, ting sb lan
mua sam cua khach hang va ting ty 18 khach hang tro lai);

- Tang hiéu qua quan 1y chudi cung cp (ting cudng sy phdi hop
gitra cac thanh vién, tao thém ddi tac, tdi wu hoa hang ton kho).

4.2.4.3. Budc 3: Két néi chién lwoc e-business va thiét lip chién
lwgc e-marketing

Sau khi tong hop lai théng tin vé chién luoc e-business va mo hinh
kinh doanh TMBT, DN sé& xay dung cac chién lugc e-marketing nham
thuc hién muc tiéu ké hoach e-marketing ciia minh. Chién luoc nay duoc
trinh bay dudi hai phéan 16p sau:

Chién lwgc phan 16p 1: Lya chon thi trueomg muc tiéu, khac biét
ho4 sian pham & dich vu va dinh vi gia tri.

Nha nghién ciru thi truong tién hanh phan tich cac co hoi thi trudng
bao gdm ca phan tich cung va phan tich cau dé c6 thé phat trién cac phan
khuc va xac dinh thi truong muc ti€u tham nhap. Phan tich cau bao gém
phan tich sy phan doan thi truong dé mé ta quy mé cua cac phan doan
tiém ning va tién luong doanh thu, lgi nhudn tiém ning ciing nhu kha
ning tiép can va dung viing trén thi truong.

Phan tich cac phan doan thi truong trong thi truong B2C thuong su
dung nhitng yéu t6 dé mé ta nhu cac dic diém nhan khau hoc, vi tri dia
ly, dic diém vé tam 1y (thai do ddi v6i cong nghé va viée s hitu cac
phuong tién truyén thong khong day), va hanh vi trudc dy cta ho vé san
pham (nhu viéc mua sim online hay offline). Véi thi truong B2B sir
dung cic yéu t6 md ta sau: vi thé cia DN, quy mo, nganh coéng nghiép,
dang nhu cu, ... Nhing yéu té nay gitp DN c6 thé xac dinh thi truong
B2B tiém niang. DN ciing can phai hiéu xu huéng phan doan sé& lam ting
truong hay thu hep lai trong quy mé thi truong nganh san pham do.

DN sir dung viéc phan doan thi truong truyén thong khi ho gia nhap
mdt thi truong méi thong qua kénh thwong mai tryc tuyén. Tuy nhién néu
DN du dinh dé phuc vu thi truong hién tai truc tuyén, no6 sé€ khai thac
thém nhitng nhu cau ciia khach hang nay. Nhiing khach hang nio mudn
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sir dung Internet? Nhu cdu cua khach hang sir dung website khac gi véi
nhimg khach hang khac? Chang han nhu hau hét nhitng khach hang st
dung Internet déu mudn nhitng email ctia ho duoc tra 10i trong vong 24
tiéng nhung ddi v6i khach hang khac thi thoi gian c6 thé chdp nhan dwoc
la 1 tuan. Hon nita, cac DN thuong kham phé thi truong méi giéng nhu
nhitng khach hang tim thay cach cua ho téi nhitng website. Nha nghién
ctru thi truong c6 thé st dung cookies, phan tich co so dir liéu, va cac
cong cu khac dé tim cach dép tng tot nhat nhu cau thi truong méi nay.

Muyc dich cua phan tich cung nham hd trg cho viéc du doan loi
nhuan cua cac phan doan thi truong cling nhu dé tim loi thé canh tranh
nham khai thac triét dé cac co hoi trén thi truong truc tuyén. Chi béng
viéc phan tich cdc diém manh va diém yéu mot cach k¥ ludng, DN c6 thé
tim ra loi thé hoat dong cua no. Vi thé, DN nén xem xét cac dbi tha canh
tranh, cac sang kién marketing ctia ho va nhitng diém manh, diém yéu
ctia ho trude khi phét trién cac ¥ tuong marketing. DN ciing can phai nd
luc du doan nhitng thay d6i cua trong twong lai ctia nganh: kha ning xuét
hién cua nhiing ddi tha canh tranh méi, hay ddi thi nao s& bi loai ra khoi
thi truong?

Mit khéc, & phan 16p nay, DN con phat trién chién lugc e-marketing
khac biét hoa va dinh vi gid tri. Dya trén nhimng hiéu biét vé canh tranh va
cac muc tiéu ké hoach, nha lap ké hoach e-marketing phai quyét dinh cach
thirc dé khac biét hoa san pham, gia tri wu thé ciia minh so véi dbi thi canh
tranh trén nguyén tic gia tri wu thé vé dich vu, gid, kénh, nhan Iyc, hinh anh
DN cho khéch hang cting quan trong nhu muc ti€u e-marketing ctia DN.

Chién hrge phan 16p 2: Thiét 1ap cac chién lwgc e-marketing
hén hop & chién lwge CRM/PRM

Trong mdi lién két v6i chién luge phéan 16p 1, DN sé thiét ké chién
lwge phan 16p 2. Pay c6 thé 1a qua trinh lip lai vi rat kho dé biét thuong
hiéu nén dinh vi & vi tri nao néu khong hiéu rang thuong hiéu d6 s& mang
dén cho khach hang gia tri gi? Chat lugng san phadm/dich vu nhu thé nao
so v6i ddi thu canh tranh? Co6 nhimng dic diém gi ndi troi hon, gia ca so
v6i thi truong nhu thé nao? Kénh phan phdi thé nao va cach thirc truyén
thong, tiép can dén khach hang, ddi tic va quan Iy mdi quan hé dé nhu
thé nao d6 chinh 1a nhiém vu cua chién lugc phan 16p 2.
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Ma tran chién luge - muc tiéu e-marketing

Céch don gian dé mo ta chién luge e-marketing dé thyuc hién cac
muc tiéu ké hoach e-marketing cia DN la thong qua ma tran chién luoc -
muc tiéu. Day 13 cong cu c6 thé gitip nha 1ap ké hoach hiéu hon vé nhiing
yéu cau phai thyc hién cua ho. Mdi 6 s& chtra cac cdu tra 101 “c6” hay
“khong” tuy thudc vao viéc két ndi cac muc tiéu cu thé va cac chién luge
nhu thé ndo (xem bang 4.4).

Bang 4.4: Ma tran chién lugc - muc tiéu e-marketing

Chién lwoc e-marketing
Muc tiéu 2 s
kinh doanh TMBT C‘%’S"’t‘?ﬁc mZ?kg?ilrJ,g E-mail Ba?nzsng M;rnk?et,zg
uyen tuyén

Tim kiém déi tac, dai ly Khéng Khéng Khéng Khéng Co
Thu thép théng tin khach hang Khong Cé Cé Co Cé
Cai thién dich vu khach hang Khéng Céo Cé Céo Khéng
Tang cudng nhén thirc vé 6 6 6 6 6
thwong hiéu
Ban hang ho3, dich vu Cé Cé Cé Co Cé
Tang cuong hinh nh DN Cé thé Cé Co Co Co
Igﬁnﬁaﬂgn‘]’gf phuong thike | g 48 Co Co Co co
Dan dau vé doanh thu Khéng Khéng Co Co Co

Tiép theo, nha 1ap ké hoach phai lwa chon phat trién khung chién
lugc e-marketing - mix va quan tri trién khai cic mdi quan hé khach hang
va cac chién thuat khac dé dat duoc muc tiéu ké hoach. V& nguyén ly,
phat trién chién lugc e-marketing - mix dic thu cho ké hoach gom 4
cong cu chu yéu (4Ps):

San phﬁm/dich vu TMDT: Dya vao tap khach hang muc tiéu, tinh
thé hién tai cia minh, DN s& quyét dinh san phém / dich vu chao hang
v6i chat lugng phu hop dé khai thac hidu qua nhat TTDT muc tiéu do.
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DN c6 thé chao ban san pham / dich vu hay quang cdo trén website thich
hop v&i mot trong cac md hinh kinh doanh TMPT duoc dé cap dén &
chwong 2, nhu dau gia trye tuyén dé tao ra ngudn doanh thu. DN ¢é thé
tao ra mot vai thuong hi¢u mai cho thi truong online hay don gian 1a ban
nhiing san pham dang dugc lya chon va thiic day kénh phan phdi d6. RS
rang, nhitng phan tich trén di chi rd rat nhiéu lwa chon. Néu DN chao ban
cac san pham hién tai, s& can giai quyét cac van dé nhu cach thirc ma cac
mau sic khac nhau xut hién trén man hinh may tinh so véi may in. Mot
DN khon ngoan s€ biét tan dung loi thé cua CNTT dé chon loc nhiing
kiéu chao ban tryc tuyén. Chang han nhu hiang may tinh Dell cho phép ca
nhan héa san pham tryc tuyén: Khach hang phac hoa loai may ma ho can
mua va st dung mot don dat hang tryc tuyén dé dé nghi, dir li€u s€ dugc
chuyén dén mot trang web bao gom céc thong tin vé mdy tinh va gia ca
cua no.

Gia: DN can phai quyét dinh gia ca hang ban truc tuyén nhu thé
nao trén co s& su turong quan véi gia ban offline. Pé 1am diéu nay, DN
can quan tim dén ciu tric chi phi ciia viéc sip xép va giao hang tdi timg
khach hang riéng 1¢ thong qua kénh truc tuyén ciing nhu cac mbi quan
tam vé thi truong va tinh canh tranh. Cac DN thuong ap dung 2 chién
lugc gia phd bién 1a: 1) Gia linh ddng: chién luoc gia ndy ap dung céc
loai mirc gia khac nhau cho cac ddi twong khach hang khac nhau va tinh
hudng khac nhau. Chang han nhu khach hang 1an dau tién mua hay khach
hang ma di khong mua san pham trong nhiéu thang c6 thé nhan muic gia
thip hon so v6i khach hang st dung nhiéu hay gia c6 thé giam xubng
trong thoi gian ¢6 nhu cau it. Internet cho phép DN c6 thé dinh gia cac
chi tiét mot cach ty dong va nhanh khi nguoi sir dung tim dén céc trang
web, chang han nhu da n6i vé cong ty may tinh Dell. 2) Pau gia trwc
tuyén: day 1a cach thic dé quan 1y hang ton kho téi uu. Pon cir nhu
truong hop cua Circus in Reno, Nevada cho phép khach co thé dau gia
phong khach san trong vai ngay, huéng dan cac nhan vién diang ky phong
chap nhan cac muc gia toi thiéu khac nhau phu thudc vao ty 16 ngudi sir
dung trong mot ngay nao do6. Priceline.com, eBay.com va rat nhiéu DN
da st dung chién luoc nay.
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Kénh va logistics TMDT: Rat nhiéu DN sir dung Internet dé phan
phéi san pham hay tao ra tinh hiéu qua cho chudi cung tng nhu:
Marketing truc tiép: DN béan truc tiép cho khach hang qua céc ctra hang
ctia ho theo cich truyén thong. Trong thi trudng B2B ho da nhén ra ¢
thé cat giam chi phi dang ké bang viéc sir dung Internet dé ban hang. Hay
nhu mo hinh trung gian giao dich nhu eBay va e*Trade tao cho nguoi
mua tim dugc nguoi ban va ngugce lai, doanh thu ciia DN dén tir viée thu
phi giao dich.

Truyén thong marketing truc tuyén: Internet di tao ra vo sb
chién lugc truyén thong marketing khac nhau, bao gé)m ca viéc tao ra
khach hang tryc tuyén dén viéc két hop véi cac khach hang truyén thong.
Céc DN c6 thé sir dung cac cach truyén thong nhu quang cao truc tuyén,
qua e-catalogue, qua email, hay sir dung marketing da cip (dai 1y) dé két
nbi voi cac TTDT muc tiéu va cac dbi tac kinh doanh. DN ciing xay dung
thwong hiéu, thu hat sy cha ¥ ctia moi nguoi ddi v6i thuong hiéu cua san
phim méi va xdy dung chd dimg cho san pham bang viéc sir dung céc
cong cu nay. Ngoai ra, co so dir liéu marketing 1a chia khoa dé duy tri
cac bao cao vé nhu cu, thi hiéu va hanh vi cua ting khach hang, nhd d6
ma DN co6 thé gui cac thong tin lién quan dén ting ca nhan va cach
truyén thong day thuyét phuc vao nhitng thoi diém chién lugc.

Chinh lwogc quan tri quan hé khach hang va dbi tac: Rat nhidu
chién lugc truyén thong marketing truc tuyén cé thé giup cho viéc xay
dung céc mbi quan h¢ voi cac ddi tac, cac thanh vién trong chudi cung
mg hay khach hang. Nhiéu DN di tién trudc bang viéc st dung phan
mém CRM va PRM d¢é két hop céc giao dich khach hang va hanh vi mua
ctia ho vao trong co s¢ dir lidu tong hop. Sau d6 ho sir dung phan mém
CRM dé duy tri khach hang va ting gia tri trung binh cua mdi don dat
hang. Mot s6 DN khac xdy dung mang noi bo (két ndi mang Lan thanh
vién trong chudi cung ing v&i nhau) dé truyén thong tét hon va giao dich
hiéu qua hon giita cac DN (PRM). DN ciing kiém tra dé chic chin viéc
t6 chure 1a dung cho viée sdp xép cac ké hoach huy dong ngudn lyc (nhan
vién, co cau t6 chuc, nha cung cap dich vu ung dung, va cac hing bén
ngoai khac). Nha lap ké hoach e-marketing dic biét cht ¥ téi cac chién
luge thu thap thong tin bdi vi CNTT la cong cu ddc biét thich hop trong
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viéc tu dong hda qua trinh nay. Céu trac website, thu phan hdi, va cac
cudc diéu tra truc tuyén chi 1a mét vai cong cu ma DN su dung dé thu
thap thong tin vé khach hang, trién vong kinh doanh va cac nha dau tu.
Céc cong cu chién luge CRM bao gém:

- Phan mém phén tich viéc ti€p cin website: giup DN c6 thé biét
duoc hanh vi ciia ngudi st dung trén website dé co dugc nhing thay d6i
can thiét nham dap Gng t6t nhat nhu cau cua khach hang.

- Tinh bao kinh doanh sir dung Internet ddi v6i nhitng nghién ctru
thong tin thir cip dé gitip cho DN hiéu hon ddi thu canh tranh va céac luc
luong tham gia thi truong khac (khach hang, nha cung cip, cac déi thi
tiém tang, san pham thay thé).

4.2.4.4. Xay dung cdc chwong trinh hanh dong

Day 1a cong doan ma nha 1ap ké hoach phai phan cong cac phan
cong viée theo cac ndi dung ké hoach va theo tién d6. Mdi phan nhiém
vu phai chi r0: cong viéc nao dugc lam, khi nao bét dau va két thic cong
viéc, ai / bo phan nao phu trach, va s& phdi hop voi ai dé lam cong viée
d6 va gianh chi phi bao nhiéu cho cong vi¢c do.

4.2.4.5. Buoc 5: Phan tich hiéu lyc / chi phi va tién lwong hiéu
qud ké hoach

Phan quan trong cua bat ky ké hoach e-marketing nao 1a xac
dinh hi¢u luc mang lai, cac nguén thu mong doi tur viéc dau tu trong
mbi twong quan véi chi phi nhu thé nao dé tién luong cac két qua vé
loi nhuan va chi phi, tinh toan loi tirc dau tu (ROI), ty 1é hoan vén
ndi bd (IRR), cai ma nha 1ap ké hoach sir dung dé quyét dinh nhirng
nd luc e-marketing ndo 1a xiing dang. Trong qua trinh thyc hién, nha lap
ké hoach s& giam sat doanh thu va chi phi thuc té & xem két qua c6 phan
anh kha nang thuc hién muyc tiéu khong. Cac phan sau ddy mé ta mot vai
loai doanh thu va chi phi phai sinh tir ké hoach e-marekting.

Du doan doanh thu ky vong

Trong phan dy toan nay, DN sir dung phuong phap du doan doanh
thu da duoc thiét 1ap dé dy doan doanh thu trong ngén han, tc thoi va ca
dai han. S6 liéu nhitng nam trudc, bao cdo cua nganh, va cac hoat dong
canh tranh déu duoc str dung cho qua trinh du doan nay. Mot phan quan
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trong cua cong tac nay 1a du doan duoc sb luong ky vong ngudi truy cip
website cia DN theo thoi gian, boi vi con sd nay phan anh quy mé doanh
thu ky vong cua DN tur website do. Nguén doanh thu tao ra loi nhuan
Internet chui yéu bit ngudn tir cac trang web ban hang tryc tuyén, doanh
thu tir quang cdo, phi ding ky tén mién, dich vu phai sinh tir chudi thanh
vién, doanh thu tir website cta ddi tic, hoa hong va cac loai phi khac. DN
thudng tom tit phan tich nay trong bang thong bao thé hién cac két qua
doanh thu ky vong mong doi theo thoi gian va kém theo cac luan ctr.

Loi nhuén v6 hinh

Loi nhuén v6 hinh cua ké hoach e-marketing cang khé dy doan
hon 1gi nhuan v6 hinh cuta cac loai hinh thuong mai truyén théng. Vidu
nhu tai san thuong hi¢u duoc tao ra bao nhiéu? Thong qua mot chuong
trinh e-marketing cia American Airline, khach hang nao cua DN sé&
dinh ky nhin duoc thong qua email mot thong bao vé sé du tai khoan
bay thuong xuyén ctua ho? Gia tri nao s€ tang cuong nhan thuc cua
khach hang vé thuong hiéu ctia minh thong qua website? Luong hoa
cac loi ich d6 1a vo cung thach thirc nhung réat can thiét cho cac nha lap
ké hoach e-marketing.

Doanh thu tir chi phi co hoi

Tién duoc tiét kiém thong qua tinh hi¢u qua cua Internet duoc coi
nhu mot khoan doanh thu mém ctia DN. Vi du nhu kénh phéan phdi két
nbi ngudi san xuit v4i khach hang cua né trong d6 bao gdm ca chudi
nhing nha ban budn, nha phan phéi va ngudi ban 1¢, mdi diém d6 sé thu
mot it loi nhuan. Miuec dién hinh 1a khoang 10% tir nha san xuat t&i
nguoi ban budn, 100% tir nguoi ban budn téi ngudi ban 1¢ va khoing
50% t&i nguoi tiéu dung. Vi vdy néu nha san xudt ban san pham cia
minh cho nha ban budn véi gia 508, thi nguoi tiéu dung s€ phai tra 1658.
Néu ngudi san xuit loai bo cac khau phan phdi trung gian va ban san
pham truc tiép t6i khach hang thi gia san pham chi 12 85$ va ting doanh
thu 30$. DU it hay nhiéu thi viéc nay ciing s& chuyén thanh lgi nhuan phu
thudc vao chi phi co hoi dé dua san pham téi nguoi tiéu dung. Vi du
khac nh¢ viéc giri email, mot nha tiép thi c6 thé tiét kiém 5.000$ cho viéc
in 4n va chi phi van chuyén cho thu tryc tiép t&i 5.000 khach hang, hay
Cisco thuc té tién kiém 270 triéu USD trong mot nam tur viéc tiét kiém
chi phi dua thu nho viée thay thé bang hé théng ban hang truc tuyén.
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Chi phi e-marketing

E-marketing dua dén nhiéu chi phi, bao gdm chi phi cho nhan vién,
phan cing, phan mém, chuwong trinh,... Hon nita, mot sd chi phi
marketing truyén thong van tiép tuc duy tri trong du toan e-marketing,
chang han nhu chi phi quang cdo offline dé thu hit khach hang tiém ning
chu ¥ t6i website. Pon gian, phan nay sé& chi ban vé cac chi phi lién quan
dén cong nghé. Chi phi cho mot website (loai trir dang co ban nhit) ¢
thé dao dong tr 5.000 USD dén 50 triéu USD, dbi voi dang dot-coms
thuan tuy chi phi tham chi con cao hon. Sau day chi 1a mot s6 dang don
gian chi phi phat trién website:

- Chi phi cong nghé: bao gém cac chi phi cho phin mém, phin
cung, mang hay dang ky dich vu, cac tai li¢u dao tao va giao duc, cac chi
phi hoat dong va bao dudng khac.

- Thiét ké website: websites cin nguoi thiét ké d6 hoa dé tao ra
mot trang web c6 strc hap dan thong qua cach bai tri, phac hoa hay cac
buc anh.

- Luong: Tat ca nhan lyc lam vi¢c vé phat trién website va bao
dudng deu la cac khoan chi can phai dua vao dy toan.

- Cac chi phi phat trién website khac: Néu khong bao gém cong
nghé, lwong, bat ky khoan chi phi nao khac s& duoc liét ké tai ddy ching
han nhu dang ky tén trén nhiéu mién, hay thué tu vin dé viét ndi dung
hay van hanh cac hoat dong thiét ké va phat trién khac.

- Truyén thong marketing truc tuyén: Tat ca cac chuong trinh
quang céo, cac quan hé xd hoi, va hoat dong xuc tién & ca offline va
online, déu lién quan tryc tiép to1 viéc thu hut cu dan mang va 16i kéo ho
tro lai va mua lau dai & day. Cac chi phi khac bao gdm ding ky bd may
tim kiém, chi phi danh ba truc tuyén, thué danh muc email, giai thudng
cho cac cudc thi, ...

- Chi phi tong hop: Chi phi dy an dién hinh khéc c6 thé giam & day
nhu chi phi di lai, dién thoai, van phong phém in 4n dé tao thém URL, ...

4.2.4.6. Buéc 6: Xdy dung quy trinh kiém tra thwc hién ké hoach
e-marketing

Mot khi ké hoach e-marketing duoc thyc hién, su thanh cong cia
n6 phu thudce vao viéc kiém tra & kiém soat va danh gia lién tuc. Dicu
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nay c6 nghia 1a nha quan tri marketing TMDT phai c6 hé théng dudng
mon do ludng trude khi cong dién tir dwoc mé ra. Vay nén do ludng cai
gi? Cau tra 161 phu thudc vao muc tiéu ké hoach. Tur cong cu bang tinh
diém céan bang (BSC) cho e-marketing cho thiy cac cong cu do ludong da
dang ¢6 lién quan tdi cac muyc ti€u ké hoach cu thé.

Nhin chung, cdic DN ngay nay thuong dat muc tiéu chinh la ROL.
Do d6, nha 1ap ké hoach e-marketing phai thé hién cdc muc tiéu vo hinh
cia ho nhu xay dung thuong hiéu hay CRM s& dan téi viéc ting doanh
thu nhu thé nao? Ho cling can phai thé hién su chinh xac va kip thoi cua
cac cong cu do luong dé danh gia cac khoan thu cling nhu chi phi trong
sudt qua trinh thyc hi¢n ké hoach.

Tuy nhién, trong moi truong TMDT thay d6i nhanh chéng nhu hién
nay, phan nay khong thé qua tap trung vao yéu cau phai c6 phan hoi dé
danh gia sy thanh cong cua ké hoach va sira doi ké hoach trong qué trinh
d6. Ma thyc té qua trinh kiém tra c6 thé chira nhimng ké hoach ddi phod
v6i nhitng bat ngd ma néu xay ra sé can thiét dén viéc phat trién chién
lugc. Trén day 1a 6 budc co ban lap ké hoach e-marketing. Viéc hoach
dinh chién lugc marketing TMDT ctia DN can phai tra 161 dugc 9 cau hoi
ma bat ky ké hoach e-marketing ndo ciing phai dap tGng:

1. Ai la khach hang cho loai hinh kinh doanh méi nay?

2. Khéch hang ra quyét dinh vé viéc mua san pham/dich vy nhu thé
nao?

3. San pham/dich vu c6 thé hip din khach hang & mirc ¢ nao?

4. Pinh gia san phém/dich vu nhu thé nao?

5. Viéc kinh doanh nay mang lai gié tri gi cho cac khach hang muc
tiéu?

6. Chi phi vé thoi gian va cac ngudn luc khac nhu thé nao dé gianh
duoc khach hang?

7. Chi phi san xuét va giao san pham/dich vu nhu thé nao?

8. Loi ich va chi phi hd tro khach hang nhu thé nao?

9. Viéc duy tri & phat trién khach hang c6 dé dang khong?
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CHUONG 5

QUAN TRi SAN PHAM CHAO HANG
TRONG THUONG MAI PIEN TU

Muc dich chinh cua chwong nay tap trung vao phan tich sw phat
trién cua viéc tiéu thu hang hod va thwong mai hod sin pham vé cdc
thuoc tinh, nhan hiéu, cdac dich vu di kem va nhan mdc san phcfm dvwa vao
cdc tai nguyén cia Internet va cong nghé phdan phoi triee tuyén. Nguoi
doc sé budc dau lam quen voi nhitng kho khan va thudgn loi cua
marketing TMPT trong viéc tang cwong hoat dong phdt trién san pham,
phan loai san pham va cdc khuynh hwéng san pham méi.

Sau khi doc chwong nay, ban co thé hiéu dwoc: Dinh nghia vé san
phdm chdo hang va hiéu dwoc nhitng loi ich ciia TMPT doi véi viéc phat
trién san pham chao hang trwc tuyén,; Thdo ludn vé cdc ddc tinh co bdn
ciia san pham chao hang: thudc tinh san pham, thwong hiéu, cdc dich vu
di kém va nhan mdc san pham dwoc dp dung vao cdc san pham truc
tuyén nham déap vmg nhitng nhu cau méi ciia KHPT: Nhdn biét dge cdc
chién lwoc san pham chao hang méi va cdc khuynh huéng chdo hang
trong marketing TMDT.

5.1. Quan tri sin pham chio hang trong thwong mai dién tir
5.1.1. Khai niém sdan phtfm chao hang trong thwong mai dién tir

Sdn phcfm chao hang la viéc dwa ra mot nhom cac loi ich ma co thé
thod man nhu cau ciia té chire hodc ciia nguwdi tiéu ding va nguoi ta san
sang bo tién ra dé mua san pham dé hodc dong ¥ trao doi mét gid tri
twong dwong khac.

Theo quan diém nay, san pham chao hang khong chi bao gom viéc
chao ban cic san pham hiru hinh ma con bao ham ca hang hoa vo hinh
nhu cac dich vu hay y tuong. Moi hang hoa déu c6 thé dugc chao ban
trén Internet, website Classmates.com duoc coi nhu 12 mot noi trién 13m
hang hoa.
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San pham co6 thé dugc phan loai tuy theo ¥ dinh ma khach hang
mudn mua. Nhitng san pham tiéu thu nay duoc mua nho 1é nhim muc
dich tiéu dung c4 nhan. Cac nha kinh doanh ban san pham t&i nguoi tiéu
dung thong qua thi trudng B2C, va ngudi tiéu dung ban san pham cho
mot nguoi khac trén thi truong C2C. Céc san pham coéng nghiép duoc sir
dung trong qua trinh hoat déng ctia mot t6 chirc, nhu nhimg thanh phan
ché tao dé tao ra san phém cudi cung, hodc dé ban lai.

Nguyén Iy sian phadm chao hang trong thwong mai dién tir

Pé sang tao mot chao hang méi, cac DN bét ddu nghién ctru dé xéac
dinh xem diéu gi quan trong ddi v6i khach hang va qua trinh xay dung cac
chién luge nham tao ra gia tri khach hang 16n hon ddi thu canh tranh trén
co s& sy phu hop voi nguén Iuc hién co, cac co s& dir liéu va md hinh kinh
doanh. Béi vi qua trinh xay dung cac chién lugc 4Ps va quan tri quan hé
khach hang (CRM) gin lién véi cac chién thuat thyc thi ching. Hinh 5.1
thé hién su phdi hop giita cac chién luoc nham tao ra cac két qua 1a cac
mdi quan hé hay hoat dong trao d6i v6i ngudi tiéu dung. M6 hinh dugc
xay dung trén gia thuyét co sy twong dong giita cac thi truong, tirc nha
quan tri marketing mong mudn két qua twong ty d6i véi khach hang 1a
chinh phu cling nhu khach hang 1a DN hay nguoi ti€éu dung.

Truyén thong Két qua: moi
marketing tich hop quan hé
y'Y

A

(chao hang) dung CRM

A

v
San pham .| Céc kénh phan phoi »  Nguoi tiéu J

A 4

Két qua: qua trinh

Gia ca: Gia tri
! at giao dich

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

Hinh 5.1: Mé hinh chién lwoc e-marketing hén hop
va cdac phwong thire tac dong
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Gia tri khach hang trong thwong mai dién tir:

Chua bao gio sy canh tranh nham thu hit khach hang truc tuyén va
loi nhuan lai gay gat hon ky nguyén CNTT. Dé thanh cong, cic DN phai
dira vao nguyén tic cin ban cta chién lugc tao ra gia tri khach hang, d6 la:

Gid tri khdch hang = Loi ich - Chi phi

Tuy nhién, gia tri dugc dinh nghia chinh xac 1a gi? Dau tién, do la
toan b nhimg thong tin, ¥ niém vé san pham ma khach hang c6 thé tich
liy duoc. N6 bat dau v6i sy nhan thire ddu tién cua khach hang vé san
pham va tiép theo d6 1a su tiép can cua khach hang vé6i san pham (bao
gom thong tin trén mang va thu dién tir nhan dugc tir hing d6) va, cudi
cung la cac lgi ich c6 dugc tur san ph'flm va cac dich vu khéach hang sau
mua. N6 thdm chi c6 thé 13 16i ca ngoi cua ban be trong khi s dung vé
san pham.

Thur hai, gia tri dugc x4c dinh hoan toan bdi nguoi tiéu dung. Gia
tri khong phu thudc vao quan niém ctia DN vé san phdm cta minh ma
vao cach nhan thirc ciia khach hang méi 1 vn dé can xem xét.

Thu ba, gia tri lién quan dén mirc d6 thoa man su trong doi cua
khach hang, néu cic gia trji cua san phim hién tai khong dap tng duoc
nhu cau cua khach hang thi ho s& thit vong.

Thir tu, gia tri dwoc xem xét & tit ca cac mirc gia ca ciia san pham.
Mot bai bao trén mang véi gia 0,05 USD hay mirc dau tu 2 triéu USD
cho viéc tmg dung TMPT déu c6 thé cung cép gia tri cho khach hang.

Cubi cung, hoat dong TMDT trén Internet c6 thé 1a ting loi ich va
gidm chi phi nhung cling c6 truong hop nguoc lai.

5.1.2. Phan logi sdn pham chao hang

Dua vao muyc dich mua sam, san phdm chao hang bao gém cac loai sau:

- San pham tiéu dung: duoc mua boi cac khach hang nham phuc vu
muc dich ca nhan dugc giao dich qua thi truong B2C hoac C2C.

- San pham cong nghiép: sir dung trong hoat dong ciia mot DN, nhur
mot bo phan ciu thanh cua san pham cudi cing hoic dé ban lai qua giao
dich trén thi truong B2B.
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Ngoai ra, néu can cit vao muc do st dung Internet, sdn pham chao
hang c6 thé phan thanh 2 loai sau:

- Chao hang don thuan sir dung Internet nhu qua cac céng cu tim
kiém.

- Chao hang sir dung Internet v6i chtrc nang 13 mot kénh phan phdi
nhu cic mang phan phdi sach.

Vi su tdc dong cua CNTT va Internet trong viéc tai chu trac thi
truong, kiém soat khach hang va cac xu hudng e-marketing khéc, viéc thiét
ké san pham chao hang phai d6i mit voi nhiéu thach thirc nhung ciing mé ra
rat nhiéu co hdi cho viée tao ra nhiéu gia tri hon cho khach hang.

5.1.3. Nhiing loi ich ciia marketing thwong mai dién tw trong viéc
phdt trién sin phim chao hang

Phoi hgp véi khach hang trong viéc thiét ké sain phAm chao hang

Su xuét hién cta Internet da rat ngin khoang cach giita ngudi san
xudt va ngudi tiéu dung trong chudi phan phdi ciing nhu thiét ké san
pham nham théa mén gia tri khach hang ky vong. Trudng hop cua hing
may tinh Dell 1a mot vi du dién hinh cho loi ich to 16n nay khi cac khach
hang c6 thé yéu cau DN thiét ké nhiing chiéc may tinh doc nhat vo nhi
nham théa man nhu ciu ctia ca nhan ho.

Cong nghé Internet cho phép hinh thirc cong tac nay lam xuat hién
TMBT ndi lién cic bién gidi qubc gia trén toan thé gidi. Vi du, cic nhan
vién phat trién phan mém thong dung tim kiém cac théng tin dau vao cua
khach hang. Sau sy cong b chinh thirc ciia Netscape Navigator 2.0 vao
nam 1996, cic DN ngay lap tic lam viéc trén cac phién ban 3.0.
Netscape dat muc tiéu cai tién cac chuong trinh trinh duyét va sau dé
nghién ctru sang tao ra Beta 0. Khi trinh duyét du tot, Netscape di cho
phép nguoi str dung Internet tai xudng tir cac trang web va khuyén khich
nguoi sir dung phan hoi y kién nhan xét. Sau 5 thang két ndi véi phan hoi
ctia khach hang, phién ban tiép theo di duoc dua ra. Cach thic nay dang
dugc ap dung boi hau hét cac cong ty phan mém.
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Phan hdi linh hoat di véi thi truong

Nhimng nha quan tri marketing giéi thuong tim kiém & moi noi
nhimng théng tin phan hoi ctia khach hang nham cai tién cic san pham.
Véi gia ting ciia cac websites cho phép khach hang danh gia xép loai san
phém, su bung nd cla su phat trién cta thu dién tir tu do thé hién y kién
cua khach hang vé san phém, tbe do va pham vi ciia mang, cac khach
hang c6 thé nhanh chéng truyén nhimg thong tin vé nhimng wu diém ciing
nhu han ché cua san phim ma ho tiéu dung. Trong bdi canh d6, cac DN
khon ngoan can giam sat cac thong tin phan hoi tir khach hang dé c6 thé
linh hoat trong vi¢c tim ra cach thirc kiém soat va han ché cac thong tin
bat lgi ciing nhu cai tién san pham cho pht hgp véi nhu cu ciia khach
hang. Chang han nhu trudng hop ching ta c6 dua nhitng ban thio cua
cac quyén sach 1én mang va yéu ciu gido vién va cac sinh vién cia
truong mo ra xem va gui lai cho chiing ta nhirg thong tin phan hdi trude
khi dua ra ban cudi cung. Qua trinh st dung cac thong tin dién tir nay
tuong tu nhu viée sir dung viéc nghién ciru marketing nham hd tro phat
trién san phdm; tuy nhién quy moé rong 16n hon rit nhidu vi rat nhiéu
khach hang khap thé gidi ¢ thé tham gia vao va cung cap cac thong tin
phan hdi nhanh chéng.

Nhirng co h¢i méi trong viéc khai thac cac tai nguyén Internet

Su xuét hién cua Internet tao ra co hoi phan chia va tai tap hop cac
thanh phan ctia san pham va dich vu thanh dinh hinh khéc ctia san pham
moi. Khi d6, cac DN c6 thé cung cap cac goi loi ich khac nhau ma trude
day rat kho c6 thé thuyc hién trong thi truong truyén thong (VD.
AutoMall). Hon nita, Internet con tao ra sy cong b?mg vé mot hé théng
thong tin khong 16, didu d6 c6 nghia 1a tat ca moi ngudi déu cé nhing co
hoi tiép can ngudn thong tin ddi dao nhu nhau do d6 su canh tranh hét
strc gay gat, va xuat hién nhiéu san phdm bi bit chudc nhanh chéng va
do vay chu ky sdng ctia san pham ciing ngin hon. Chang han nhu viéc t6
chtrc du gia tryc tuyén, chi sau mot khoang thoi gian ngan khi eBay dau
gia tryc tuyén xuat hién, thi Amazon.com va céc cong ty khac ciing bét
dau t6 chirc cho viéc ban déu gia. Trong méi truong nay, sy khac biét
hoa san phém 1a chia khoa tranh viéc bi roi vao canh tranh vé gia. Do do
cac DN ludn ludn phai sang tao va sy phan tng khan truong trude nhitng
thay d6i ctia cong nghé mai dé ton tai va phat trién.

173



5.2. Nhitng diic tinh co bin ciia sian phim chao hang trong thwong
mai dién tir

Cong nghé Internet di dwa dén nhiéu yéu cau mai ddi voi viée chao
hang. Cac chuong trudc da dé cap kha nhiéu vé nhing loi ich ma khach
hang tim kiém trén mang. Nguoi st dung trang web ciing mudn st dung
cac trang web mot cach c6 hiéu qua, tai thong tin nhanh chéng, hé thong
t6 chire thong tin rd rang, thiét ké thu hut va hitu dung, nhanh chong dat
duoc cac cudc giao dich, ddm bao bi mat, cac dich vu va thong tin mién
phi, ... Hang nghin san phdm mdi va céc trang web nhanh chong dugc tao
lap dé dép mg nhitng nhu cau d6 cua khach hang va cac nhu cau khéac
clia nguoi tiéu dung. V&i su phat trién ciia cong nghé Internet, nhu cau
ctia ngudi tiéu dung ludn thay ddi, va diéu do tao ra nhiéu co hdi cho
viéc mé rong, phat trién cac trang web.

Dé dap ung céc loi ich tim kiém d6, nha quan tri marketing phai cha
¥ 161 5 yéu t6 co ban khi dua ra quyét dinh vé chao hang, bao gdm mot tap
hop nhitng loi ich phi hop v6i nhu ciu cia khach hang: cac thudc tinh,
nhan hiéu, cac dich vu di kém, nhdn mac va bao bi san phém (Kotler va
Armstrong 2001). Trir cac yéu td vé bao b, tat ca cac yéu td khac déu co
thé ap dung tuong tu nhu thi truong truyén théng. O day ching ta s& thao
luan vé 4 dic tinh dau tién lién quan dén loi ich truc tuyén ma cac nha
quan tri marketing c6 thé cung cip duoc cho khach hang.

5.2.1. Cdc thuéc tinh ciia san phdm chao hang trong thwong mai
dién tir

Céc thudc tinh ciia san pham chao hang bao gém chét lugng tong
thé va nhimg diém dic trung riéng c6 cta san pham. V& chat lugng, hau
hét cac khach hang déu biét “ho s& c6 duoc cai ma ho sin sang bo tién
cho n6”. Chét luong cao hon va 6n dinh néi chung déng nghia véi gia ca
cao hon, vi vay can giir cho gia tri san pham khong thay doi. Con diém
ddc trung riéng c6 ciia san pham 1a cac yéu té nhu mau sac, mui vi, kiéu
dang, kich c& va sy nhanh chéng cta cac dich vu kém theo.

O mét khia canh khac, loi ich cua san phém chinh 1a nhiing thudc
tinh ciia san pham phu hop véi ky vong cua ngudi tiéu dung (Vi du:
thudc tinh nao cua san phdm s& dugce dung dé giai quyét van dé hoic s&
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lam cho cung va cau gip nhau?). Vi du: Mang Yahoo! cung tmg mot
danh sach vé cac loai trang web, cai ma gitp cho nguoi st dung tim kiém
thong tin tryc tuyén nhanh hon (lgi ich). Cac lgi ich san pham 14 thanh t6
chinh tao nén gia tri cho san phém.

Thudc tinh san phdm thay doi nhu thé nao duédi su tic dong cia
CNTT? Internet lam ting thém loi ich khach hang bing nhiéu phuong
thirc dac bi¢t, do 1a cudc cach mang trong vi¢c thuc hanh marketing.
Diéu co ban nhit d6 1a su chuyén ddi tir cac nguyén tir sang bit, mot
trong cac tai nguyén chinh cua Internet. Pidu d6 d3 mé ra cc co hoi cho
céc phuong tién thong tin, ca nhac, phdn mém va cic san pham ki thuat
s6 khac dugc dua 1én trén trang web. C6 18 loi ich quan trong nhat 1a ca
nhan héa san pham theo yéu ciu ciia khach hang. Cac san pham hiru hinh
nhu méy tinh xach tay c6 thé dugc ban riéng v6i gia thdp nhit hodc ban
gOp voi nhitng phan cimg bd sung va cac hang hoa hodc dich vu phan
mém nham cung cip céc loi ich bd sung tai mirc gia cao hon. Va dic biét
1a cac loi ich ma san pham v6 hinh mang lai con 16n hon rat nhidu nho
kha ning cung cip cac goi loi ich két hgp khac nhau. Vi dy nhu nhimng
nguodi ban dia nhac cé thé tao ra rat nhidu dia CD theo don dat hang, bao
gdm nhirng bai hat tir nhiéu ca si khac nhau theo ¥ mudn cua khach hang.

Céc thong tin vé san pham cé thé dugc dinh hinh va ca nhan hoa
mot cach d& dang, nhanh chong v6i muc chi phi thip. Ching han nhu
viéc thay d6i mau thiét ké mat hang 6t6 doi hoi rat nhiéu thoi gian (c6 thé
vai nim) nhung né chi c¢6 thé dung dé san xuat duoc mot vai phién ban.
Trong khi d6, viéc thay ddi va cai tién theo yéu cau cua khach hang cac
phan mém lai d& dang hon rét nhiéu.

Ciing giéng nhu tap hop cac hinh thirc lgi ich xuét hién truc tuyén,
Internet giri t&1 cho nhitng nguoi tiéu dung nhitng co hdi cd nhan héa mot
cach ty dong san pham phu hop v6i yéu cau ciia minh ma chi can ngdi
trudc may tinh. Vi du: Blue Nile c6 thé thu loi nhuan tir viée ban 1é céc
san pham da quy truc tuyén (www.bluenile.com), cho phép ngudi sir
dung chon dugc ra mot trong sb rat nhiéu loai da quy (vi du: loai da, do
sang, kich ¢&) va dé gan dugc 1én chiéc nhin sao cho phu hop. Ca nhin
hoa cac thong tin cua nguoi tiéu dung (user personalization) 1a hinh thuc
khac cta viéc 1am thay d6i san pham cho phu hop véi yéu cau ciia ngudi
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tiéu dung. Thong qua sy dang ky va cac ky xdo khac, cac trang web luén
d6n nhan ngudi sir dung boi nhirng cai tén di duoc dang ky va dé xuat
chao ban cac san pham duya trén nhimng dat hang truéc cua khach hang.

5.2.2. Thwong hiéu dién tw

Thuong hiéu bao gdm tén (nhu McDonald), biéu tuong (khung vang
- golden arches), hodc nhimg thong tin dé nhan dang khac. Khi mot DN
dang ky nhitng thong tin ndy voi to chirc cAp bang phat minh sang ché trg
thanh thuong hiéu duoc bao vé hop phép trudce su bit chudc, an cip cong
ngh¢. Theo luat phap cua U.S, “thuong hi€u co6 thé 13 mot tr, cum tir, biéu
trong hodc mau thiét ké hodc ciing co thé 1a sy két hop nhimng tir, nhiing
cau, nhirng biéu tuong hodc cic mau thiét ké duoc st dung dé nhan dang
va phan biét cac loai hang hoa va dich vu cua mot DN voéi nhitng san
pham ciia DN khéac” (ngudn: www.uspo.gov). Co thé ndi mét cach chung
nhat, mot thuong hi¢u 1a “sy nhan thac cua cong chung khi tiép can nhiing
théng tin va sy tich lily kinh nghiém nham hay chao hang ciia DN véi dbi
thii canh tranh” (Duncan 2002). Nhiéu nha marketing di nhan manh rang
thuong hi¢u nhu la mét 161 hira ddi véi cac khach hang. Khi thyc hién
dugc 10i hita @6 DN sé& xay dung dugc 1ong tin d6i voi khach hang, giam
rii ro va gitp cho khach hang giam bét sy lo lang, suy nghi trong viéc dua
ra cac quyét dinh st dung san pham thay thé.

Tén goi va hinh anh thuong hi¢u ciia mot san pham thuong 1a mot
phan lgi ich ma nguoi tiéu dung mong mudn. Vi thong thudng ngudi tiéu
dung mudn biét vé DN ma ho dang sir dung san phdm cua né. Cach nao
tdt hon khi st dung mét thuong hiéu ndi tiéng va mot thuong hi¢u ma da
quen st dung? Cac thuong hi€u nhu Microsoft va Yahoo! da tao duogc
long tin ddi v6i khach hang. Tuy nhién ciing phai nhan manh rang gia tri
thuyc cua tén cac thuong hi€u lam tang lgi ich trong su nhén thiac ctua
khach hang va qua d6 c6 thé diéu chinh mirc gia cao hon dbi v6i ngudi
tiéu dung. Do 1a su xac dinh két qua hoat dong vé van dé gia tri. Mot vai
khach hang s& y8u cau van dé vé gia tri san pham d6 bao gom viéc giam
gia thanh toan va s dung nhitng thuong hiéu kém nodi tiéng hon. Tét
nhién cling c6 mot s6 san thwong hiéu nhu Wal-Mart & My hodc nha
cung cap thuc pham Aldi caa Pirc va Australia c6 tén thuong hiéu gidng
nhau c6 gia thip va chét luong hang hoa hop 1.
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Khach hang c6 thé tiép can véi thuong hiéu cia DN thong qua
nhiéu kénh khic nhau. Tht nhat 1a sy lién két mot chidu nhu quang céo
va gi6i thiéu san pham cho quan ching biét va kénh thir hai lién lac véi
bd phan dich vu khach hang hoac nguoi ban hang cia DN qua dién thoai
hoic tai cac cudc trién 1dm thwong mai, trén cac trang web hodc bang e-
mail. Khi sir dung Internet, mot DN phai chic chin ring cac thong diép
tryc tuyén va cac thu dién tir ctia cac bo phan giri di phai mang tinh tich
cuc va dam bao tinh théng nhét. Day 1a mot didu ddc biét kho khan vi
ngudi sit dung Internet thudng nhan duoc nhimg thong diép vé thuong
hiéu tir nhiéu ngudn tai lidu, nhitng cai ma DN khong co ké hoach va
quan 1y, vi du nhu ban théng tin ngén gon vé ngudi tiéu ding truc tuyén
va thu dién tir giri cho nguoi tiéu dung trong s nhirng ngudi ban cua ho.
Theo nhu Jim Gregory (2002), c¢6 7 thanh phan dé xay dung mot thuong
hiéu manh toan ciu:

1. Nghién ctru cic dic diém cot 16i ciia DN: Cac thong tin 1a phan
cot 16 xay dung cac thuong hiéu toan cau.

2. Hiéu cong vi¢c kinh doanh cua t6 chirc: Thiét 1ap nhiing nguyén
tac dua trén co s& cac muc ti€u toan cau.

3. Xac lap tam nhin chién lugce: Lua chon danh tiéng mong muén,
xay dung chién lugc thuc hién va phat trién cac co s& dir liéu dinh vi
mang tinh chién luoc.

4. Phat huy strc manh cta cac phuong tién truyén thong: Phoi két
hop tat ca cac phuong tién truyén thong nham day manh thuong hiéu.

5. Thiét 1ap co s& ha tang truyén thong: Xay dung mot hé théng
truyén thong & ca bén trong va bén ngoai t6 chic két ndi quang cao ciia
DN, PR, quan tri quan hé v6i nha dau tu va cac chuyén gia vé ngudn
nhan luc.

6. Tang cuong su hop tac ciia nhan vién trong vi¢c dua ra cac thong
diép chung cua td chc.

7. Kiém soét hiéu qua thyc thi: Theo doi tién trinh theo hudng muc
tiéu va xac dinh hiéu qua truyén thong.
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Céc DN tao ra nhitng san pham moi cho viéc chao ban truc tuyén
ddi mat véi vai quyét dinh vé thuong hi¢u: st dung cac thuong hi¢u hién
tai hay tao cac thuong hiéu mdi cho san phém moi, hodc cho muon
thwong hiéu hodc cung xdy dung thwong hiéu véi DN khéc; va tén mién
nao dugc su dung trén website.

St dung cac tén thwong hi€éu hién tai ciia DN trén website

Cac DN co thé st dung tén thuong hi¢u hién tai hoac xay dung
nhiing tén thwong hidéu méi cho san phim méi cia cta ho. Mot tén
thuong hi€¢u hién tai co thé dugc st dung cho nhiéu san ph'flrn moi va nd
c6 v nghia khi d6 1a thuong hiéu ndi tiéng va co gia tri thuong hiéu chic
chin. Vi du Amazon di thém cac san phém nhu dia nhac CD, video,
phén mém, dién tr va cac san phém hon hop. D6 1a 1¢i ich c6 duoc cia
Amazon khi st dung trang website vdi tén thuong hi¢u da va dang hoat
dong hiéu qua trong mot thoi gian dai cho viée chao ban, diéu do tot hon
1a viéc thiét 1ap mét gian hang dién tor mdi voi cac tén khac. Cling nhu
khi mot san phdm dugc ban hang ngoai tuyén dugc gisi thiéu mé rong
bang truc tuyén, nhung van sir dung tén thuong hiéu cii (vi du nhu Thoi
bao New York). Sy thanh cong ciia Internet c6 thé tang cuong sic manh
thuong hi¢u ngoai tuyén cua DN hodc tai dinh vi lai thwong hi¢u ngoai
tuyén do.

Mot vai DN c6 thé khong muén str dung tén thuong hiéu tryc tuyén
va ngoai tuyén giéng nhau béi mot vai nguyén nhan. Thir nhat, néu san
pham méi hodc kénh phan phdi gip rai ro, cac DN khong mudn 1am
nguy hiém cho tén thuong hiéu cii do su lién két v6i mot san pham c6 rui
ro bi thit bai. Viéc tham gia vao xuat ban truc tuyén déu phai thong qua
su tham dinh, Sports Illustrated khong mudn st dung tén thuong hi¢u
tryc tuyén va thay vi phat trién mé rong kinh doanh bang tén d6 da dat
tén 1a Thrive (www.thriveonline.com). Sy lién két cua Sports Illustrated
da khong duogc noi dén trén truc tuyén. Sau nay cai tén thriveonline da
duoc ban lai cho Oxygen Media.

Tao 13p cac thwong hi¢u mai trén Internet

Néu mot DN muén xay dung mot thuong hi¢u méi trén Internet,
mdt cai tén hay rat quan trong. Mot tén thuong hi¢u hay phai thé hién
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duoc mot sb diéu vé chao hang cua minh (vi du: www.WebPromote.com;
www.Classmates.com), dé thé hién tinh khac biét véi cac thuong hiu
ctia dbi thu canh tranh (vi du: www.gurl.com) va c6 kha nang bao v¢
thuong hi¢u d6 mot cach hop phap. Trén Internet, cac tén thuong hiéu
can ngan, dé nhé, d& phat am va c6 thé dich sang nhiéu thr tiéng khac
nhau. Vi du, hing mdy tinh Dell (www.dell.com) s& dé nhé hon
Hammacker Schlemmer (www.hammacker.com).

Pong thwong hiéu

Dong thuong hi¢u 13 hinh thirc hinh thanh hop tic thwong hi¢u khi hai
DN khéc nhau dua tén thwong hiéu cta ho vao ciing mét san pham chao
hang. Hoat dong nay kha phd bién trén Internet va 1a mot phuong thirc tot
nhét cho cac DN trong viéc hop strc dé xdy dung thuong hiéu manh. Vi dy,
Sports Illstrated hién nay 1a sy két hop thuong hiéu gitta CNN va CNNSI.
Ngay ca dia chi Web ciing duoc két hop: sportsillustrated.cnn.com.

Nhiing tén mién Internet

Céc DN danh rat nhiéu thoi gian va kinh phi nhim tao ra mot
thuong hi¢u manh va mang tinh doc nhét nham tao ra tai san thuong hi¢u
va ¢o tinh khéc bi¢t. St dung thuong hi€u thuong mai cuia D hodc mdt
trong cac tén trén dia chi web gitip cho nguoi tiéu dung nhanh chéng tim
dugc website cia DN do. Vi du, www.coca-cola.com da lam tang thém
strc manh cho thuong hiéu Coca-Cola, c¢6 thé d6 khong phai 1a diéu luon
ludn xay ra, tuy nhién, can can nhic k¥ ludng khi chon lya tén mién.

Phan tich URL

URL (Uniform Resource Located) 1a mot dia chi web trén Internet.
Ngoai ra con dugc goi 1a dia chi IP (Internet Protocol) va tén mién. Day
12 mét luge dd phan loai thong minh, giéng nhu ma sb vung di¢n thoali,
gitp cho nguoi st dung tim dugc cac may tinh khac trén mang Internet.
Mot tén mién bao gém mdt vai b phan nhu mo ta dudi day:

http:/lwww.dell.com

http:// WWW. Dell Com

hypertext protocol ~ World wide web second-level domain Top-level domain
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http:// biéu thi ngudi sir dung can co cac giao thirc siéu van ban dé
st dung dugc cac dir li€u mong muén - ¢o nghia la cac tai liéu dugc lién
két voi nhau thanh siéu lién két. Poi lic URL dugc bat dau bang FTP://
(file transfer protocol), c6 nghia may phuc vu FTP s€ gui mét t€p dir lidu
cho nguoi su dung (héu hét déu 1a cac tép Microsoft Word hodc mot tai
li¢u khac nhung khong phai 1a mét trang HTML).

www. khong can thiét phai c6 va hau hét cac sites thuong mai ding
ky tén cta ho c¢6 kém theo hodc khong cin www. Cac DN duoc khuyén
rang nén diang ky c6 kém theo www. vi nhitng nguoi duyét khac nhau
nén co thé khong xac nhan duoc néu khong c6 kém theo www.

Khi cac DN c6 duge mot tén mién, dau tién ho phai quyét dinh
mién cap bac cao nhit nao (top - level) dé ding ky. Hau hét cac nha kinh
doanh My déu muén c6 .com, vi nhitng nguoi str dung ludn phan loai tén
hang theo cich name.com nhu mot cach doan tot nhat site ciia cac hing.
Céc nude khic co cac tén mién top-level khac nhau nhu .mx & Mexico
hodc .uk & Anh. Do d6, Amazon cia Anh c6 dia chi www.amazon.co.uk.

T6 chirc Internet chuyén cung cdp tén va cdc con sé6 (ICANN Internet
Corporation for Assigned Names and Numbers) I t6 chirc phi loi nhudn ma
hoat dong giong nhw mét Hoi dong cic chuyén gia dwa ra quyét dinh vé
déing ky giao thirc va tén mién, ... N6 chdp nhdn tdt cd cdc tén mién cé top-
level nhu: .biz, .info, .pro, .name, .coop, .aero va .museum.

Ping ky mdt tén mién méi

VeriSign la website cung cép dich vu dang ky tén mién, dich vu véi
mot khoan tién nho 1a 70 USD trong hai nim cho mdi tén
(www.verisign.com). Mot van dé 1a véi hon 97% cac tir trong tir dién da
bi str dung dé ding ky, do d6 tén truc tuyén cia mot DN nao d6 yéu cau
c6 thé da bi nguoi khac dang ky roi. Tuy nhién mot cai tén c6 trong tir
dién chua chic d3 1a sy lya chon t6t nhat vi nd ¢o y nghia gén bo vai dac
tinh chung cho mot loai san phim, lam cho no khoé khin trong viéc xay
dung loi thé canh tranh. Do vay, xay dung mot thuong hi¢u duy nhét d6i
v6i mot tén mién c6 dic diém gin v6i dic diém chung cua san pham dé
dé dang nhan dang nhu wine.com s& kho khin hon ddi véi cac trang web
c6 dac thu riéng nhu gallo.com, mot tén thuong hi¢u ndi tiéng.
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Chuyén gi s& xay ra néu tén DN da dugc ding ky boi mot ai d6? Vi
du: DeltaComm, mot phan mém phat trién va ISP & phia Bac Carolina,
lan dau tién da ding ky www.delta.com, danh quyén mua truéc Delta
Airlines (www.delta-air.com va Delta Faucet (www.deltfaucet.com). Céac
DN nay bat budc phai sir dung nhimng cai tén khac. Mot cach khac dbi
v6i nhitng DN ding ky sau nay 1a mua cac tén hién hanh. Diéu nay dan
dén sy xuat hién cua cac DN chuyén sang tao ra cac tén mién hap dan dé
dang ky va sau d6 ban véi gia rat cao dé kiém 10i. Chang han nhu
Netizen ding ky nhiéu tén cai tén duoc wa chudng va chao ban dé ban
vOi cai gid hang triéu dola. GreatDomain.com cho phép nguoi st dung
mua va ban nhimg cai tén mién duoc va chudng.

5.2.3. Dich vu hé tro khdach hang

Dich vu hd trg khach hang — trong subt qua trinh mua va sau mua —
12 mot thanh phan c6 tinh ctng cb gié tri ctia san pham chao hang. Nhing
nhan vién lam dich vu khach hang can c6 sy am hiéu va quan tam toi trai
nghiém cua khach hang. Nhing site quan tdm téi van dé phat trién moi
quan hé voi khach hang nhu Amazon.com - trang web cd nhitng nhan
vién hd tro dich vu khach hang t6t nhat. Tham chi, gan day chinh nha ty
phu sang 1ap ra Amazon va CEO Jeff Bezos da tra 101 mot vai thong di€p
thu dién tir cho khach hang cta ho. Cac san pham chao hang truc tuyén
can nhiéu hon cac dich vu hd trg khach hang vi du khi mot ngudi s
dung mua mot phin mém nhu SurveySolution nham thiét ké cac ban cau
héi truc tuyén, hd tro cong nghé trdé nén rat quan trong. Dich vu khach
hang gitp cho khach hang cai cac chuong trinh, bdo dudng khi c6 nhitng
truc tric, bao hanh san pham va dam bao cac dich vu va trong cic cong
viéc binh thudong lam ting thém sy hai long cua khach hang dbi voi
nhing san phdm ctia DN.

CompUSA Inc. 1a DN ban 1¢ méy tinh 16n nhat & My, gdm nhiing
nhom nguoi cung hoat dong kinh doanh truc tuyén va cac kénh ngoai
tuyén lam tang cac dich vu hd tro. Tai www.compusa.com, khach hang
co thé st dung céc s6 ma vung di¢n thoai dé kiém tra sd luong san phfim
hién c6 va gia ca ciia bat ky san phdm nao tai 5 kho ngoai tuyén gan nhét.
Céc khach hang con c6 thé kiém tra trang thai ctia cac chi tiét con lai
nham stra chira tai cac kho, tim kiém céc trang web bang tinh trang hodc
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mi s6 cla san phém. Dich vu khach hang nhu mot 1¢i ich tir san phém, la
mot phan quan trong trong quan tri méi quan hé khach hang.

5.2.4. Nhin madc

Nhéan mac cua san phém chi r6 nhan hiu cta san phém, cac don vi
bao trg, va cac thanh phan ciia san phim va thudng cung cip céc thong
tin cho viéc st dung va cac nguyén li€u chinh. Nhan méc trén cac san
pham hiru hinh tao ra sy xac nhin san pham va anh huéng t6i hanh vi
ctia khach hang tai thoi diém quyét dinh mua. D4i véi cac chao hang truc
tuyén, nhan méac cung cap cac thong tin vé cac diéu kién cua viéc su
dung san pham, cac dic tinh cua san pham, va bao gém ca cac thong tin
truc tuyén khac tai trang web.

Vi dy, khi nguoi str dung tai phan mém RealAudio dé nghe nhac
tryc tuyén, dau tién ho ¢ thé doc nhin mac dé tim hiéu cach cai dat va
str dung phan mém d6 nhu thé nao. Thém vao d6, nhan mac con c6 thé
cung cip cac thong tin phap 1y vé ban quyén st dung trén cac trang web
ctia ho. Vi du nhu Microsoft cho phép cac DN khac san xuét lai hinh anh
clia san pham ma khong can sy cho phép, nhung bat ky hinh dnh nao trén
Expedia.com déu phai can su cho phép dic biét trude khi sao chép hoic
sir dung trong cac 4n phdm. Nhin mac truc tuyén co thé dap tmg duoc
nhiéu myc dich twong tu nhau trén cac trang web nhu ngoai tuyén. Nhiéu
DN kinh doanh ngoai tuyén da trinh bay logo Better Business Bureau
trén cac céng vao nham tao cho khach hang cam nhan dugc su tin cdy va
tin nhiém. Mot gia tri khac cua nhan mac la sy bdo v¢ bi mat cua
TRUSTe. Néu cac DN dong y mot vai diéu khoan cho viée sir dung bi
mat cac thong tin cua khach hang, ho c6 thé dang ky tai TRUSTe, tai dau
TRUSTe va gan 1én trang web cia ho nhur mot phan cia nhan méc.

5.3. Cac chién lwgc sain phAm méi va xu hwéng phat trién sin phim
chao hang trong Marketing dién tir
5.3.1. Cdc chién lwgc chao hang sin phdm méi

Khi phat trién cac san pham chao hang truc tuyén méi, cic nha
quan tri marketing c6 thé tin dung cac loi ich ma e-marketing mang lai
cho viéc phat trién chao hang nhu viéc phdi hop véi khich hang trong
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viéc thiét ké san pham (Customer Codesign), sir dung linh hoat ngudn
thong tin dién tir dau vao va sir dung céc tai nguyén khac cua Internet tao
dé ra cac co hoi chao hang méi.

Céc chién lugc thuong duoc luya chon dé phat trién san phém moi la
chién lugc san phém méi, chién luoc cai tién san phém, dinh vi lai san
phém, va chién Iugc khac biét hoa. bé Iva chon chién lugc thich hop,
thong thuong cac nha quan tri marketing thuong dwa vao sy dy doan vé
doanh thu, chi phi va ROI hodc su hoan vén cia mdi phuong an chién
luoc do.

Chién hrge sang tao sin pham méi

Pay 1a chién lugc voi nhitng phat kién dot bién nham tao ra nhing
san pham méi xudt hién lan dau tién trén thi truong. Diéu nay giup
nhimg ngudi san xuit va nhitng ngudi ban 16 1am ting thém sy trung
thanh ctia khach hang, giam bot phi t6n hang ton trit va tranh viéc giam
gia thay doi theo mua. Chién luoc nay kha rui ro nhung phan thudng
tiém nang cho sy thanh cong 14 rat 1on. Nhitng ngudi xay dung ké hoach
e-marketing phat kién dot bién can chi y t6i kha ning thay ddi théi quen
hay hanh vi mua sim cta khach hang. Cac DN phai d6i mat v6i nhiing
nguy co rang khach hang s& khong thay doi trir khi nhimg hanh vi mua
sam moi tré nén dé dang va ho nhan thay rang lgi ich 1 quan trong.

Chién luge cdi tien san pham

Chién lugc cai tién san phém la viéc cdc DN chon mdt tén thuong
hiéu san phém hién tai va tao ra nhitng san phém mai trong dﬁy du cac
hang muc khac nhau. Vi du Microsoft tao ra mot dong san phém moi khi
gidi thiéu trinh duy¢t Web Internet Explorer. Vi trinh duyét Netscape da
dugc gidi thidu va dung trude d6 nén su xuat hién phan mém nay cua
Microsoft khong phai 1a nhimng phat kién dot bién ma chi dugc coi la
chién lugc cai tién san pham.

Ngoai ra, chién luoc cai tién san phdm con 1a sy bd sung vao cac
dong san phém hién tai xuét hién khi nha san xuat tang thém mui vi mai,
kich ¢& méi va nhimng sy bién ddi khac cho cac dong san pham hién tai.
The New York Times Direct la mdt phién ban c6 su ddi méi doi chut cua
phién ban bao gidy, nham thich véi sy phan phdi truc tuyén. N6 1a san
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pham khac trong dong san pham cua The New York Times, cai ma bao
gdm béo hang ngay, muc sach bao hang tuan, va nhiéu dang khac. Trén
Internet, cac DN ludn cai tién thuong hi¢u ctia minh nham lam tang thém
gia tri va strc canh tranh.

Chién lwgc tai dinh vi

Chién luoc tai dinh vi san pham 1a viéc phat trién san pham hién tai
nham hudng téi nhimng thi trudng méi hodc khach hang méi. Chang han
nhu Yahoo! ban dau xuit hién véi chirc ning 1a mot cong cu tim kiém
tuy nhién sau d6 da tai dinh vi lai tré thanh cong truc tuyén véi nhidu
dich vu khach hang khéc nhau.

Chién lwgc khac biét héa

Chién lugc khac biét hoa 1a dé dat dugce loi thé canh tranh brfmg gidi
thiéu nhitng san pham/dich vu ma dugc ngudi tiéu dung danh gia 1a duy
nhat. Kha ning ciia mot DN khéc biét hoa san phdm dé thoa mén nhu cau
clia ngudi tiéu dung theo cach ma cac dbi thii canh tranh khong thé co,
nghia 14 n6 c6 thé dat gia cao hon - gia cao hon dang ké so v4i muc trung
binh ctia nganh. Kha ning ting doanh thu bang cach dit gia cao cho phép
DN khac biét hoa san phém hoat dong tdt hon cac d6i tha canh tranh cia
minh va nhan dugc lgi nhuan cao hon muc trung binh. Sy khac biét hoa
san pham 13 co s& cho sy d6i mai va kha ning cong nghé phy thudc vao
chirc ndng R&D.

5.3.2. Xu hwong sir dung cong nghé trong sin phim chao hang

C6 thé tong hop 7 khuynh hudng tGng dung cong nghé trong chao
hang méi thudng duge str dung bao gdbm: 4 khuynh huéng dau 1a trong thi
truong B2B voi tiém nang vé hidu qua cai tién va hiéu luc cia cac chuc
ning marketing nhu ban, phan phdi, quan tri chudi cung Gmg va nghién
ctru marketing va 3 khuynh hudng dugc sir dung trong thi truong B2C.

5.3.2.1. Tw dpng héa chuéi gid tri

Céc san pham phan mém trong thi trudng B2B cho phép cac don vi
kinh doanh c¢6 thé thuc hién duoc cac chimg ning marketing quan trong,
bao gdm céac chic ning cu thé trong chudi gia tri. O day, chudi gia tri
lién quan dén tat ca cac hoat dong kinh doanh trong viéc chuyén nguyén
vat liéu tir nha cung cap t6i san phadm cho ngudi tiéu dung cudi cung.
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Ty dong hoa chudi gia tri nham tang hi¢u suit va sy hiéu qua cua
qué trinh dién ra giira nhitng nha cung cap, nhiing nha san xuat va toan
bo kénh phan phdi. Gia tri lgi ich ciia cic phan mém ty dong héa quy
trinh hoat dong nhu thyc hién cac don dat hang, khai thac cac dir li€u
tong hop vé dic diém hanh vi cta nguoi tiéu dung,... gitip cho cac DN
giai quyét mot vai van dé kho khan duoc dé cap trudc ddy va giam chi
phi dé c6 thé giam gia dugc cho ngudi tidu dung.

Mic du cac DN thuong tu minh nd luc tao ra cic phﬁn mém nham
4p dung cho viéc ty dong hoa trong chudi gia tri cia DN. Tuy nhién, cac
phan mém nay thuong bj 151 do d6 giai phip mua cic phan mém nay
thuong 13 lya chon khon ngoan cta nhiéu DN. Viée ndy c6 thé kha ton
kém nhung khi cai dit hé thong nay cac DN c6 thé thu duoc nhing khoan
loi nhuan khong 16 tir nhitng co hdi tiép can thi trudng méi ciing nhu giam
chi phi. Cac lgi ich cua viéc mua phan mém nay c6 thé ké dén 1a: trién
khai nhanh, hi€u qua tic thoi, cong nghé¢ kha thi voi giai phap tich hop
nhiéu chtrc ning trong chudi gi4 tri, phan mém c6 nhiéu tinh nang do c¢6 su
canh tranh, tuong thich véi tiéu chuén ky thuat cua nganh, tiét kiém ca tién
bac va thoi gian trong viée xdy dung co s¢ ha ting. Phan mém ty dong hoa
chudi gia tri c6 thé duoc ap dung vao nhiéu chirc nang nhu: xuc tién, thu
thap thong tin va dinh hinh san pham, t6 chirc dau gia, quan 1y céng no,
phan phéi, cung cap dich vu va quan tri quan hé khach hang.

5.3.2.2. Thué ngoai

Nhiéu nha kinh doanh d3 tim kiém c4c nha cung tng bén ngoai dé
thyc hién mot sé chirc ning trong chudi gié tri. D6 1a nhiing cong ty cung
cap dich vu tung dung (Application service providers - ASPs), I nhimng
don vi dai dién cho DN khac thuc hién mot sd chirc nang marketing.

Nhimng nha cung cép cac dich vu tmg dung (ASPs) thuc hién céc
chtrc niing trong chudi gia tri cho cic khach hang. ASPs gitp cac DN c¢6
thé phén chia céc chirc ning thuong mai va thué nhitng ASPs khac nhau.
Chang han nhu mot DN ¢6 thé quyét dinh thué ngoai viéc tinh luong cho
nhan vién cua ho. Khi d6 ho chi viéc dang nhép vao trang web cua mdt
ASP nio d6, sau d6 nhap tong sb gio lao dong ma mdi nhan vién lam
duoc cling nhu két qua cong viéc cua hg. Sau d6 ho s€ nhan dugc ching
tir thanh toan tra lwong vao ngay tiép theo.
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Su khac nhau co ban giita nha cung cap dich vu tmg dung (ASP) va
nha cip phép 1a vi tri cia phan mém va su hd trg. Trong trudng hop nha
cip phép, thi DN ty sir dung va van hanh nhimg phan mém dugc cap
phép tir nhitng nguoi s¢ hitu nd va viée cai dat, dinh dang va bao dudng
phén mém cling dugc thyc hién tai chd, tirc tai website clia ngudi su
dung. Con trong mo6 hinh ASP phén mém duoc dit tai websites ciia ASP.
Nhitng DN ¢6 nhu cau sir dung dich vu ndy sé truy cdp va ung dung
thong qua mat trinh duy¢t web.

Nhimng thuan lgi cia md hinh ASP bao gdm chi phi ban dau dé
thanh 1ap DN théap hon, chi phi tién luong thap hon hodc khong co, va chi
phi giao dich thip hon. Nhiing dic diém thuan loi nay dic biét thu hut
nhitng nha kinh doanh nhoé. Nhiing bat loi ctia m6 hinh ASP bao gom
tinh thiéu sy kiém so4t toan b dit liéu ctua khach hang chu yéu va qua
trinh kinh doanh. Béi cac DN khi sir dung dich vu ASP thi gin dong
nghia v6i viéc ho dit danh tiéng cta minh trong tay mot nha kinh doanh
khac. WebHarbor.com 1a mdt noi ma duy tri dit liéu co sé cia nhiéu
ngudi cung cdp dich vu Gng dung cho nhiéu linh vyuc tir viéc xur 1y tién
lwong dén viéc mua hang.

Mot vai ASP ¢6 thé sir dung cho toan bg cac hoat dong cua mat
don vi kinh doanh. Pay 1a sy lién két hau hét nhitng chirc ning cia chudi
gia tri cho nhitng khach hang la DN. Cac cong ty nhu Digital River va
Yahoo! Store cung cdp nhitng giai phap outsourcing tich hop. Nhiing
ASPs khac tdp trung vao mot chirc ning trong chudi gia tri nhu tién
lwong hodc dich vu khach hang. Nhitng ASPs ndy can dam bao rang
nhiing tmg dung cta ho s€ tich hop mot cach tron tru véi nhitng may tinh
diéu hanh cua DN khac. Diéu nay gitip DN c6 thé dya trén diém manh
cua tirng ASP vé linh vuc gi ma lya chon cac ASP khac nhau dé thuc
hién viéc thué ngoai cho cac chirc nang trong chudi gia tri ciia minh.

5.3.2.3. Chia sé thong tin

Céc t6 chic hién dai chia sé thong tin ndi bd vi mot s ddi tac
duoc Iya chon trong chudi gia tri véi mdt quy mo chua tirng c6. OBI va
XML, hai cach khac nhau cua viéc trao ddi dir liéu dién tir (EDI), hd trg
cho viéc chia sé thong tin. Mot vai md hinh cap phép va mé hinh ASP da
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thao luan dua vao su trao ddi cua dir lidu gitra nhitng nha kinh doanh
riéng biét. Nhitng nha kinh doanh ngay nay da chia sé thong tin voi cac
dbi tac trong chudi gia tri ctia ho bang nhing cach thirc chua timg co.
Trao doi dit liéu dién tir (EDI) 1a khai niém tong quat lién quan t6i viéc
trao doi dir liéu giita nhimg nha kinh doanh theo hinh thirc s6 hoa. Loi
ich rd rang nhat 1a sir dung nhimg tiéu chuan phu hop tirc nhiing dir liéu
duogc truyén di khong can phai ma hoa lai bai cac DN nhan.

R& rang su trao doi 1a d& dang hon néu nhimg nha kinh doanh
ddng sir dung mot dinh dang chung cho dit liéu trao ddi. Piéu nay rét
phirc tap vi hau hét cac nha kinh doanh luu trit dit liéu trong nhimng dinh
dang riéng. Hai giai phap thong minh cho van dé nay da duoc phat trién
trén Internet - ca hai déu la truong hop tiéu biéu vé nhimg cai tién dot
pha. Giai phap thtr nhét, img dung rong rai trén Internet (OBI), yéu cau
mdi DN phai chuyén dir liéu sang mot dinh dang chung cho viéc trao dbi.
Giai phap thu hai, XML, cho phép cac DN gilt nhitng dinh dang riéng
ctia ho nhung ho phai giri nhimg chi din cho viéc cho viéc chuyén doi dix
liéu cho nhiitng DN nhan né. Gidi phap OBI la cong ngh¢ cii hon va cé
nhiéu han ché hon trong viéc thuc hién chirc nang cua no.

Ngon ngit si€u van ban mo rong (Extensible Markup Language -
XML) 12 mot cong nghé méi hon va vé nguyén tic né khong cé gii han
vé chiic nang. Su mo rong co nghia 1a ngdn ngit ¢6 thé dugc mé rong baoi
nguoi st dung dé tao ra cac kiéu mai thich hop cua dir liéu. XML c6 su
hd trg manh: N6 dugc xdy dung trong Internet Explorer, Netscape
Navigator, va by MS - Office, va nhiéu san phém khac. Hon ntra, c6 mot
) luong 16n nhém cac tiéu chuén nganh dugc dinh dang dya trén XML.
Vi du, RosettaNet tiéu chuin hoa cac noi dung va thiét ké mot miu co
ban cho miu phiéu thu mua. Nhing tiéu chuin nhu viy tao co s¢ dé co
thé tang cudong su phdi hop hoat dong cuia hé thong may tinh giira nhitng
nha kinh doanh. Tuy nhién, cho dén khi nhing tiéu chuan nhu
RosettaNet hoan thanh, nhitng nha kinh doanh c6 thé van st dung XML
dé ma hod thong tin nham dé& dang cho viéc trao d6i. D& hiéu rd hon vé
XML, hiy nghi ring mot ngudi ndu dn ngudi ma dang nudng mot chiée
banh can mot danh sach cac nguyén liéu va mot cong thirc dé co thé
thanh cong dugc. Danh sach nguyén li¢u dugc coi nhu dir li¢u cia DN,
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cong thirc dugc coi nhu 13 nhitng 161 chi dan dinh dang cua XML. DN dé
nhan thong tin cin phai c6 ca hai dé giai ma sy truyén tin.

5.3.2.4. Tap trung hoa cdac hoat dong truy cdp thong tin

Céc DN nhan ra kha nang tiét kiém mot lugng chi phi khéng 16 va
tang hiéu suit néu co thé giam thoi gian tim kiém thong tin cho nhimng
nhan vién, by phan kinh doanh cua ho. Do d6 cac DN nay da su dung
cong nghé web-based dé tao ra nhitng co s¢ dir liu dac biét cho nhiing
nhan vién ctia minh. Céc cong thong tin cia DN cung cap mét giao dién
tich hop duy nhat cho tat ca cac kho dit liéu ciia DN. So véi mang ndi bd
(intranet) cong thong tin chung khong chi cung cap céc tin tic vé cac
chinh sach, quy dinh cia DN ma con la noi du trit cac thong tin chung
nhu dit liéu ban hang, tai liéu nhom, biéu hinh, ... Cdng thong tin ¢
chirc nang chuyén dbi théng tin & cac kho dir liéu khac nhau vé ciing mot
giao dién ma cac nhan vién trong DN c6 thé truy cap nho d6 ma tiét kiém
dugc rat nhiéu thoi gian tim kiém thong tin trong noi bd DN. Cong thong
tin cua DN con ¢ dang mang ndi b mé rong khi ma céc thanh vién trong
chudi gia tri dugc phép truy cap. Vi du & Sun Microsystems, nhitng nha
cung Ung cua cong ty c6 thé truy cdp nhiing thong tin vé tinh hinh san
xuat cia DN va st dung thong tin sy truy cap d6 dé xay dung ké hoach
cho chuong trinh san xuét cia ho.

5.3.2.5. Ui ng dung cdac cong nghé da phwong tién

Su phat trién vuot bac cia CNTT d3 tao co hdi cho céac thong di¢p
marketing duoc truyén dat bang cac hé théng truyén thong da phuong
tién, goi tat 1a thong tin multimedia cé thé thé hién & nhitng dang sau
day: Text (van ban), Graphics (hinh hga), Animation (hoat anh), Image
(4nh chup), video va Audio, ... Trén thuc té nhiéu chuong trinh phat
trién san phdm mai da trd nén hip dan nhd sy truyén tai dic biét cua
cong nghé multimedia.

ba phuong tién thoi gian thyc - am thanh va hinh anh - hién tai c6
chat luong kha thap khi xem hoic nghe trén may tinh thong qua Internet.
Nhan t6 gi6i han trong sy phét trién cia da phuong tién 1 bang thong
hep, khong du rong dé truyén dit liéu c6 dung lugng 16n nhanh. Chat
luong ciia dudng truyén phu thudc theo ty 18 truc tiép t6i mdi do rong dai
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tan ciia kénh truyén cac thong tin. Cac kénh c6 d6 rong dai tan thip hon
huéng dan toi am thanh va/hodc hinh anh hay thay doi. Mic du véi su
gidi han ciia d6 rong dai tan, hién nay cac cong nghé da phuong tién van
kha da dang dé sir dung. N6 bao gom:

- Phan mém hoi nghi truc tuyén: cho phép ngudi st dung c6 dugc
cac van ban, am thanh, hodc hinh anh tir hdi nghi thong qua Internet.

- Webcams: Cong cu phian mém truyén hinh anh thoi gian thuc
thong qua Web dugc goi 1a Webcam. Cac Webcam c6 thé duoc str dung
cho cac cudc hoi thao Internet hodc ¢ thé duoc xac dinh theo muc tiéu
nhu mot san truong dai hoc. Hai dung cu Webcam phé bién 1a Logitech
QuickCamera va Intel’s PC Camera.

- Dong 4m thanh: La dudng phat cia 4m thanh song va 4m thanh
du trir theo yéu cau thong qua Internet. Sy khac nhau tir viéce tai cac file
truyén thong v6i dong 4m thanh 13 ngudi sit dung co6 thé bat dau nghe 4m
thanh ngay sau khi nhan vao file d6. Vi cach tai truyén théng, ngudi sir
dung phai chd cho dén khi toan b file di dugc tai trude khi no trinh bay.

- Am thanh chét luong cao: C6 mot xu hudng méi 1 cong nghé am
thanh chat lugng cao thong qua Internet. Trén thuc t& dang chuan cho 4m
thanh chat luong cao d6 1a MP3. That tha vi 1a MP3 khoi dau voi mot xu
hudéng ngoai dao nhung hién nay n6 da tr¢ thanh dinh dang chinh.

- Dong hinh anh: Can ¢6 dudng truyén tdc do cao hon viée sir dung
dong am thanh. Do dung lugng 16n nén viéc dung dong hinh anh thuong
gip kho khin vé toc do dudng truyén cua nhitng nguoi st dung mang.
Tuy nhién, rat nhidu ngudi van tin tudng va du doan vé mot tuong lai
htra hen d6i voi viée sir dung dong hinh anh. SonicBlue's Replay TV, mot
d6i thii canh tranh cia Sony's TiVo, cho phép ngudi sir dung ghi lai
video truyén phat va chia sé né thong qua viéc két nbi Internet dai tin
rong voi nhitng nguoi st dung SonicBlue khac.

- bi¢n thoai thong qua giao thirc Internet: Pién thoai thong qua
Internet (Internet telephony) dua vao website dé truyén di 4m thanh cia
cudc dién thoai. N6i thong qua giao thuc Internet (Internet Protocol) -
VoIP 1a mdt rng dung hoan toan madi. Mot lan nita su rang budc 1on 1a
dai tan rong. Tai thoi diém nay thi chéat lugng cua giong noi 13 kha tét,
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nhung n6 khong dang tin cay. Vi né phuc thudc vao do dai dai tan it hon
dong hinh anh, di¢n thoai thong qua Internet la mét sy goi y thu hut cac
nha kinh doanh. Céc cong ty nhu Net2Phone tra tién mit trong thi truong
ndy voi nhitng san phim ma c6 thé hoan thanh nhimng cudc goi voi
khoang céch xa cua Net. Nhitng dich vu nay cho théy su de doa tdi
nhitng DN dién thoai c¢d dinh - dic biét ddi voi nhitng cudc goi quéc té.

5.3.2.6. Ung dung nhiitng cong nghé bo tro

Su phat trién théng minh ctia cong nghé di khién cho nhimng chiéc
may tinh co thé dugc sir dung va truy cap boi nhitng ngudi khiém khuyét
hay ban ron lam nhiing cong viéc khac nhau. Mot vai cong nghé chi st
dung hang ngay nhu viéc nghe thong tin trong thu dién tir ctia ai d6 trong
khi 1ai xe. Mot s6 cong nghé bd trg cho nhitng ngudi khuyét tat nhu:
May tinh hoat hoa tiéng noi, kiéu g thong qua tiéng néi hodc hé thong
chir Bray (chit ndi cho ngudi mu), cong nghé chuyén tiéng néi thanh vin
ban, ...

- Cong nghé may tinh hoat hoa tiéng noi (voice-activated
computers): Mot may tinh dugc hoat hoa tiéng noi c6 thé hoan thanh viéc
diéu khién bang 1énh Am thanh. Nhitng may tinh nay cho phép mot ngudi
bi liét ca chan va tay c6 thé diéu khién dugc mot hé thong may tinh. Cach
sir dung khac d6i voi nhitng may tinh duogc kich hoat bang giong néi 1a
tai nhitng trung tdm cudc goi noi ma nhiing nguodi goi twong tac voi may
tinh boi nhitng 1énh bang 10i noi.

- Cong nghé chuyén ddi vin ban thanh 4m thanh hodc hé thong chi
Bray (chit n6i cho ngudi mu): Nhimg ngudi bi mu c6 thé twong tac véi
méy tinh bang viéc sir dung cong nghé chuyén tir vin ban sang 10i n6i
hodc chuyén sang hé thdng chit n6i cho ngudi mu. Mot su ap dung thong
minh ctia cong nghé doc to nhitng trang Internet. Mot san pham trong
loai nay 1a IBM’s Home Page Reader. Nhiing cong nghé chuyén tir danh
may sang 101 néi dugc xay dung tu dong nhu hé théng GM’s Onstar, vi
vy nhitng ngudi lai xe c6 thé nghe nhimg thong bao thu dién tir va chi
s6 chimg khoan trong khi dang 1ai xe. Cong nghé niy c¢6 nhig mdi lién
quan quan trong trong viéc thiét ké trang web. Trong trudng hop dic
biét, nhitng ngudi thiét ké nén tranh dwa van ban vao trong nhitng ban do
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hoa vi cong nghé cé thé chi doc phan chit ma n6 di duoc trinh bay nhu
mot van ban.

- Cong nghé chuyén d6i am thanh thanh vin ban: Céc thiét bj
truyén thong danh cho nguoi bi diéc (The telecommunications device for
the deaf - TDD) c6 thé chuyén 10i no6i thanh vin ban, cho phép ngudi
diéc trao d6i thong qua dién thoai hodc tham gia cac hoi thao truc tuyén.

5.3.2.7. Ba dang hgi tu cong nghé trén Internet

Nhitng co héi marketing nho sy hdi tu cua cadc phuong ti¢n cong
nghé 1a rat 16n. Ba sy hoi tu phuong tién trén Internet dang chi ¥ nhét
hién nay gom:

1. Tiéng néi & hinh anh va dir li¢u

Hinh thirc dau tién ciia sy hoi tu 1a hoi tu tiéng noéi, hinh anh, va di
hiéu trén Internet. N6 cho phép cac DN chi can sir dung mét (mg dung
chung cho viéc truyén thong giong noéi, hinh anh va dir liéu thay vi s
dung 3 hé thong riéng biét. Cisco dang di dau vé phat trién cho thi trudong
nay, hd trg ca vé co so ha tang 13n su 4p dung cua ngudi st dung cudi
cung nhu dién thoai IP.

2. Cac thiét bi khong day va website

Su hoi tu thtr hai ctia phuong ti¢n truyén thong 1a sy hoi tu cua
nhig thiét bi khong day - dién thoai di dong va nhitng thiét bj k¥ thuat
sO tro gitp ca nhan (PDAs) - véi truy cap website va thinh thoang con
bao gom cé chirc nang dinh vi toan cau (GPS). Sy gi6i han chinh ddi véi
trinh duy¢t web la kich ¢& man hinh cia PDAs va di¢n thoai di dong la
c6 man hinh nhé hon. Tr man hinh di¢n thoai di dong nho xiu cé thé sur
dung dé kiém tra thu dién tir va thoi tiét, tin tire va chi s6 ching khoan, ...
Tuy nhién, ndi dung web chu dao la thiét ké mau sic trén nhiing hién thi
rong. DU sao, nhidu websites dang bat dau tao ndi dung cho giao thirc
truy cap khong diy (WAP) dén khi né hién thi mot cach phu hop trén
nhitng man hinh nho xiu.

Su gi6i han thir hai ctia trinh duyét web trén cac thiét bi khong day 1a
toc d6 duong truyén. Mang khong day trong vai truong hop ngoai 1¢, cham
hon nhitng mang ¢6 day dan. Mic du v6i nhimg han ché, thi truong nay
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van dang phat trién mot cach nhanh chong. M6t cong nghé duogc cha ¥ toi
1a cac mang WiFi duoc xay dung trén tiéu chuan Ethernet 802.11b. Ngoai
ra, mot cong nghé phé bién hién nay la mang dién thoai di dong 3G.

3. Phat thanh truyén hinh va Internet

Dang hoi tu thu 3 1a gitra phuong tién thong tin phat song rong (vo
tuyén truyén hinh va mdy thu thanh), va Internet, doi lac duoc goi 1a iTV.
Su hoi tu nay s€ gitp cho viéc nhan dugc ndi dung cua phat thanh, truyén
hinh thong qua Internet. Trd ngai 16n 1a thiéu bang thong 16n dé c6 thé
truyén tai tron tru toan by doan video. Tuy nhién, bo diéu giai cap, bd
diéu giai DSL, va sy truy cap khong day cb dinh c6 thé cung cap do dai
dai tan 16n hon dé vuot qua dugc nhirng tro ngai ndy.

Dang hoi tu ban dau ciia Web/TV 1a caa MSN TV va Enhanced
TV. Véi dang thir nhat, nhitng ngudi st dung MSN TV ¢6 thé doc céac
trang web trén man hinh TV. Tuy nhién mo6 hinh nay khong thanh cong
lam do tinh ning han ché ctia man hinh TV va trén thuc té ma nhiing
nguoi tieu dung khong c6 thdi quen doc trén man hinh TV. Dang thtr hai,
ABC’s Enhanced TV yéu ciu nhitng ngudi sir dung phai dang nhap vao
website cia ABC trong khi ho dang xem mdt chuong trinh TV. Nhiing
ngudi st dung c6 thé tim duoc nhiéu thong tin hon vé phat thanh truyén
hinh, choi tro choi v6i nhitng ngudi sir dung khac, va dac biét trong viéc
tham do y kién va néi chuyén. That tha vi, khi xtc tién trién 1am trén
Enhanced TV, “Ai mudn trd thanh triéu pht”, 97% nhiing ngudi sir dung
dang nhap Enhanced TV néi ho mudn quay trd lai.
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CHUONG 6

QUAN TRi PiNH GIA TRONG THUONG MAI
PIEN TU

Muc tiéu cua chwong nay la giai thich cong nghé Internet co anh
hwong nhw thé nao téi viéc nghién cuu va trién khai cac chién luoc dinh
gid. Ngwoi doc sé hiéu dwgc vién canh ciia nguwoi mua va nguwoi bdn
trong viéc dinh gia truc tuyén, thdy dwoc Internet la mot thi truong co
nhiéu tiem nang, va trién khai dwoc cdc chién luwoc dinh gia khac nhau.

Cdc ndi dung chii yéu ciia chwong nay gom: Thdo ludn vé tam nhin
ciia ngueoi mua hang trong dinh gid trwec tuyén trong moi quan hé voi chi
phi thue va s kiém sodt ciia nguoi mua; Lam néi bdt tam nhin cia nguwoi
ban trong dinh gid truec tuyén trong méi quan hé véi cdc nhan t6 bén trong
va bén ngoai dong thoi dwa ra nhitng ludn civ vé sw anh huong tich cuwc
ciing nhuw tiéu cuc ciia TMPT doi véi cdc chién lwge dinh gid va cudi ciing
cac chién luge dinh gia co ban duwoc su dung trong TMDT.

6.1. Quan diém veé gia trong thwong mai dién tir

Viéc giai thich van dé gia ca phu thudc vao quan diém cua ngudi
mua va ngudi ban. Mdi bén tham gia vao qua trinh trao d6i v6i nhimng
nhu cau va muc dich khic nhau nén mdi bén c6 mot cach dién ta mirc gia
phti hop. Cudi cung, ca hai bén s& dong y trao ddi hodc khong co thoa
thuan mua ban.

6.1.1. Gid theo quan diém ciia ngwoi mua
Ngudi mua dinh nghia gia nhu phén loi ich trir di cac khoan chi phi.
Gia (Gia tri khach hang) = Loi ich - Chi phi

Chuong 1 di trinh bay vé cac bién sb cua loi ich, giai thich rang
Internet tao ra rat nhiéu loi ich quan trong cho ngudi tiéu dung 13 ca nhan
cling nhu t6 chic. O ddy chung ta s& giai thich khia canh chi phi theo
cong thic trén, d6 1a nhimng chi phi vé tién, thoi gian, cic ngudn lyc va
cac chi phi vé tinh than.
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Cac chi phi thuc

Ngudi mua ngdy nay chic chan phai tinh vi hon dé hiéu duoc chi
phi nhitng dong d6la bo ra cho mdt san pham. Vi gia cua ngudi ban cd
thé c6 hodc khong bao goém tién van chuyén, thué va cac yéu té tiém an
khac, vi nhitng chi phi nay thuong khong duoc thé hién ra cho dén khi
nguoi mua gan két thuc quy trinh mua hang. Vi dy, hiy nghi vé thoi gian
cudi cia cac cong ty dién thoai duong dai di xuc tién mot ké hoach dinh
gid madi. Co nhiéu sy thoa thuan 1a phiic tap va khé khin dé hiéu duoc,
tai sao cac hang thong bao “0.07 USD cho m¢t phut”. Hay cac DN cung
cap dich vu mang Internet thuong dua ra nhiing goi truy cap véi nhimng
muc gia khac nhau. Nhitng muc gié nay kha la phuc tap, va trach nhiém
ctia ngudi mua 13 hiéu dugc nhu cu caa chinh minh va tir nhu cau dé s&
c6 duoc murc gia tot nhat.

Con vé thoi gian, ngudn lyc va cac chi phi vo hinh, nhiing chi phi
s& duoc tinh thém vao tong chi phi ma ngudi mua bo ra nhu thé nao?
Thinh thodng mang Internet cham, gay kho khan cho viéc tim thong tin,
va cic van dé cong nghé khac dan dén viéc ngudi mua phai danh nhiéu
tién va ngudn lyc hon, va nd ciing c6 thé bao gdm thém cac chi phi vo
hinh (sy mét moi). Cac dai ly mua hang s€ tim cac muc gia ban truc
tuyén thap nhat, nhung sy tim kiém s& co thém chi phi vé thoi gian. Vi
du, khi nhitng nguoi mua tim muc gid thip nhit trén Orbiz.com hodc
Travelocity.com, thoi gian tim ti thiéu so sanh sy tiét kiém bang dong
do6la, nhung khac ddi véi viée tim gia sach — nd phu thudc vao thoi gian
chung ta tim kiém, sy tiét kiém nhu mot ty 1€ cua khoan chi phi, va su
hiéu biét va kinh nghiém ctia nguoi mua nhu thé nao ddi voi cac cong cu
tim kiém (tao ra mot su dé dang trong qua trinh tim kiém). Internet con
xa moi tién t&i su hoan hao, nhung nhu sy mo rong bang thong, su phat
trién ctia cong nghé, cac DN s& phat trién tot hon cac chién lugc truc
tuyén, va cac chi phi trén s& co6 thé giam di. Tuy vy, ngudi mua van rat
hao hung véi cac chi phi tiét kiém dugc thong qua viéc mua hang truc
tuyén. Cu thé nhu sau:

- Internet 13 sy tién loi: N6 m& 24/7 vi thé nhitng ngudi sir dung cd
thé nghién ctru, di mua sam, tham gia cac tro giai tri danh cho nguoi tiéu
dung, hay tham chi str dung nhitng chio hang trén cac trang web vao bat
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ky lc nao. Email cho phép su truyén thong khong dong bo giita nhitng
ngudi st dung tai bat ky noi nao va bat ky dau.

- Internet 13 sy nhanh chéng: Mic du né c6 thé tén nhiéu thoi gian
hon trong viéc tai mot trang web so véi mong mudn cuia ngudi tidu ding,
nhung ho ¢6 thé thim cac noi nhu iGo.com, dat mua pin laptop, va nhan
dugc nod vao ngay hom sau - tham chi khi ho dang di cong tac.

- Dich vu tu phuc vu cho phép tiét kiém thoi gian: Cac khach hang
c6 thé theo ddi qua trinh giao hang, thanh todn, bao hiém, kiém tra s6 du
trong tai khoan, va biét duoc nhiéu hoat dong khac khong phai cho
nhiing nguoi dai di¢n ban hang. Thém vao do, cong nghé cho phép
nhimng ngudi str dung yéu ciu thong tin vé san pham trén cac trang web
va nhan dugc nd ngay 1ap tirc. TAt nhién, tat ca nhitng hoat dong nay
cling can thoi gian dé thyc hién.

- Mua hang gdp tai mot diém ban: Viéc tai tao lai thi truong tao
diéu kién cho cac DN gia ting su tién loi cho cac khach hang théng qua
viéc mua hang gop tai mot diém duy nhat. Website AutoMall da hop tac
v6i mot s6 DN nham cung cép sy so sanh gia tw dong, nghién ciru vé cac
mo hinh va nhitng ngudi san xuit 6 t6 khac nhau, thong tin tai chinh va
bao hiém, va cac lua chon dich vu khac nhau. DN nay cling cung cép
viéc dinh gia truc tuyén ngay lap tirc tir mang ludi rong 16n cua cac dai 1y
va cap cho khach hang “chimg chi mua hang” dé dam bao rang gia niém
yét s€ dugc ap dung tai cac dai ly. Céc ban tin truc tuyén AutoMall da
ching t6 rang khach hang nhan duoc gia tri: Trén 50% nhiing nguoi st
dung mua 6t6 trong vong 45 ngay su dung dich vy, va 90% mua trong
vong sau thang st dung dich vu.

- Tich hop ndi dung: Cac cong thong tin Web nhu Yahoo! va AOL
cho phép ngudi sir dung nhanh chéng tim duoc nhiéu thir ma ho muén c6
truc tuyén. Mot vai noi cho phép nguoi sir dung tao nhiing trang web ca
nhan v6i nhimg thong tin, bao gia chimg khoan, thoi tiét, va thong tin
khac vé khach hang.

- Ty dong hoa: Cac khach hang danh gia cao sy don gian va dé sir
dung bdi vi Internet tao ra mot vai hoat dong phurc tap hon, va cong nghé
c6 thé giup dd. Vi du, nhimng chirc ning ty dong hoa cho phép may tinh
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cua khéach hang gitt bi mat cac mat ma cho cac websites va kiém tra ti€n
trinh mua trudc day tai cac website.

Luu ¥ rang khong phai ai cling mudn tiét kiém tién thong qua cc
giao dich truc tuyén. Nhu cau cua khach hang va quan diém cua ho vé
gia tri 1a khac nhau vi mdi ngudi do ludng loi ich ma ho mong mudn va
ho dat duoc so véi tit ca cac chi phi ma ho phai tra. Vi du, mot ) nguoi
thich dat hang tr Amazon.com hon véi sy van chuyén qua mot dém, du
ho biét ring muc gid ciia Amazon thudng cao hon so voi cac nha ban
sach truc tuyén khac, sach trong kho du trir tai cac hi€u sach dia phuong,
va chi phi van chuyén nhanh qua mot dém mang lai gia tri nhiéu hon chi
phi van chuyén trong mot ngay. Tuy nhién, thwong hi¢u Amazon 1a déng
tin cdy, cac khach hang di timg mua hang ciia Amazon déu cam thay hai
long va ho cam thay quen thudc véi noi d6 va cé thé nhanh chong tim
duoc cai ma ho can. Nhu vay, nhiing loi ich va dac tinh giup tiét kiém
duogc thoi gian/nang luong di chién thiang dugc chi phi cao hon.

Vi du tht vi khac cta su trao ddi can béng vé gia tri ¢6 lién quan toi
viéc dau gia truc tuyén. Trong d6 cai gi duoc goi 1 “tai hoa cua ngudi
chién théng” (“the winner’s curse”), thuc sy mdt vai nguoi da tra mot
mirc gia cao hon cho cic san pham ban ddu gid so voi mic gia ma ho
phai tra cho nguoi ban 16 truc tuyén. Trong thi truong B2B, mot nghién
ctru d3 tim ra rang nhitng dai 1y 6 t6 tra gia truc tuyén cao hon dang ké
cho ngudi st dung 6 t6 so véi ngoai tuyén. Trong thi truong B2C, nhitng
nha nghién ctru da xem xét nhirng goi thau thang cudc cho nhitng linh
kién may tinh du thira méi tai Egghead.com va so sanh voi gid cta chinh
nhitng linh kién d6 dugc ban 1¢ ciia hang nay. Két qua di chi ra rang
20% nhing ngudi dau gia thing cudc 14 nhimg ngudi dinh gia qua cao.
C6 18 loi ich giai tri ciia ddu gia tryc tuyén giit cho su can bang gia tri,
nhung ciing ¢6 kha nang 13 nhitng ngudi mua khong nhén ra rang ho da
dinh gia qua cao so véi gia tri.

Quyén luc ciia ngudi mua

Su thay ddi strc manh tir ngudi ban sang ngudi mua anh huong
nhiéu t&i chién lugc marketing TMPT, dic biét 13 anh huong khong nho
t6i viée chién luge dinh gia. Trong mdt cudc ban dau gia nguoc (reserve
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aution), nhirg ngudi mua dit nhitng mirc gia cho cic san phdm méi va
nhimg nguodi ban quyét dinh ddng y hay khong déng y nhitng mirc gia
d6. Mot vi du dién hinh 1a Perceline.com. Trong thi truong B2B, nhiing
nguoi mua dit gia cho nhitng hang hoéa tén kho tai cac cudc trao ddi va
cho nhitng san phdm tai cac DN nhu General Electric va Caterpillar.
Trong thi trudng B2G, nguodi mua 1 chinh phi dwa ra nhitng yéu cau
phac thao vé nguyén vat liéu, lao dong can thiét cho timg du 4n, va cac
DN déu thau cho nhiing cong viéc d6. Khach hang 1a chinh phu s& lya
chon mirc gia thap nhét, c6 tac dong téi viéc kiém soat dbi véi qua trinh
trao doi.

Strc manh cta ngudi mua tryc tuyén phan 16n dya trén mot khoi
luong thong tin khong 16 va nhitng san pham sin c6 trén cac trang web.
Nhu mot sy tit yéu, nhitng ngudi mua truc tuyén ngay cang tré nén tinh
vi hon - nhu nhitng gi ho phai lam, boi: “Néu nhirg ngudi tiéu dung
khong tinh vi, ho ¢ thé di bi iy mot mirc gia cét cd”.

Cubi cung, nhitng ngudi ban sin sang dé thuong luong hon do d6
da chuyén quyén lyc thuong lugng sang ngudi mua nhiéu hon trong cac
cudc trao doi. Co 18 n6 s& dé dang cho ngudi tiéu dung My dé thuong
luong tr sau mot may tinh c4 nhan so voi viéc dirng mat ddi mat véi
ngudi ban. Ngoai ra, nhitng ngudi ban thira nhan rang CNTT ¢6 thé gitup
ho quan 1y tot hon nhitng hang héa ton kho tot hon va ty dong hoa su
thay d6i cua gia thudong xuyén hon.

6.1.2. Gid theo quan diém ciia ngwoi bdn

Theo quan diém clia ngudi ban gia ca 1a lwong tién ma ho nhan
duogc tr nhitng ngudi mua, trir khi ho thuc hién mot cude trao débi hang
ldy hang. Nhitng chi phi ctia ngudi ban cho viéc san xuét hang hoa hay
dich vu dugc thé hién 1a mirc gia san, do la mirc khong tao ra lgi nhuan.
Cao hon muc gia san do, nhitng nha quan tri marketing dugc tu do dinh
mirc gia ma co thé 16i kéo dugc nguoi mua tir nhimg chao hang canh
tranh khac. Gitra chi phi va gid ca la lgi nhuan.

Xu hudng cua nhitng ngudi ban khi dinh gia ludn tinh dén su anh
hudng ciia nhitg nhan t6 bén trong va bén ngoai. Cac nhan té bén trong
1a nhitng diém manh va diém yéu cua DN thong qua viéc phéan tich
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SWOT, la cac muc ti€u chung cua vi¢c dinh gia, do la chién luoc
marketing hdn hop, va cac chi phi bao gdm chi phi trong san xudt va
trong hoat dong marketing ctia san pham. Cac nhén t6 bén ngoai anh
huong t6i viée dinh gia trong timg bd phan riéng 1é bao gdm ciu triic va
dic diém ctia TTDT.

6.2. Cac nhén tb anh huwéng dén viéc dinh gia trong thuong mai dién tir
6.2.1. Cic nhén to bén trong
Cac muc tiéu dinh gia

Céc nha quan tri marketing bat dau bang viéc thiét 1ap cac muc tiéu
dinh gi4 chung tir gitra nhitng lya chon nhu dinh gid theo dinh hudéng theo
loi nhuan, dinh hudng theo thi truong hay dinh hudng canh tranh. Hau hét
muc ti€u dinh gia cé dinh huéng chung la t6i da hoa loi nhuén hién tai,
diéu nay tap trung vao két qua tai chinh hién tai (ngin han) hon 1 trong
dai han. Khi str dung muc tiéu nay, dau tién cac DN danh gia yéu cau va
chi phi s& c6 nhitng mirc gia khac nhau va sau d6 chon mirc gia ma sé& toi
da hoa loi nhudn, dong tién mat hay ROI. Cac cong ty nghién ciru truc
tuyén nhu Forrester va Gartner Group dang str dung phuong phap dinh gia
dinh hudng lgi nhuan khi ho ban véi cac mirc gia tir 1500 USD dén 4500
USD va hon nira cho viéc tai cac nghién ctu vé kinh doanh TMDT hién
tai. Phuong phéap dinh gid cong chi phi hay dinh gid dya vao chi phi nhin
chung la phuong phap dinh gid dinh hudng 1gi nhuan.

Cac DN ciing c6 thé lua chon cac muc tiéu dinh hudng theo thi
truong khac nhau. Viéc xdy dung mé rong quy md khach hang cé thé
lam gidm chi phi va tdng lgi nhuan trong dai han. Viéc gidm gia thong
thuong lam ting thi phan.

Muc ti€u cua viéc dinh gia dya trén canh tranh l1a phuong phép dinh
gia chi yéu dua theo dinh gia cua cac d6i thu canh tranh cho cac san
pham tuong tu, it quan tdm t6i chi phi cia DN minh hay nhu ciu thi
truong. Vi dy, sau mot sy giam gia ciia mot cong ty hang khong, cac dbi
thu canh tranh thuong ciing giam gia theo. Tinh rd rang cua viéc dinh gia
trén Internet 1am cho cac DN c6 dugc thong tin nhanh hon dé cap nhat sy
thay d6i gia cuia d6i thu canh tranh.
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Chién lwgc marketing hén hop

Céac DN thanh cong sir dung chién lugc marketing hdn hop hé
théng va nhat quan. Vi du, Volvo ban xe cua ho véi gia twong ddi cao
thong qua hé théng dai ly, dugc hd tro boi mot website va su truyén
thong marketing ngoai tuyén nham truyén tai hinh anh thuong hiéu hang
cao cép ctia Volvo. Nhimg nha quan tri marketing ctia Volvo biét rang
hon 80% khach hang cua ho mua sim truc tuyén. (Greenberg 2001).
Nhitng ngudi ma c6 kién thirc cao sdng trong cac khu vuc thanh thi la
nhimg ngudi rat co kha ning phac hoa chiéc Volvo méi trén website cua
DN, dinh gia san pham d6 va sau do6 1a lién lac v6i dai 1y theo email.
Nhirng nguoi ban budn noéi ho s& giam 10% dén 15% cho sy huéng dan.
Vi vay, Volvo st dung Internet nhim dan dit doanh thu, biét ré“mg cac
khach hang khong thich mua nhitng san phim c6 gia tri 10n mot cach
tryc tiép tir Internet. Internet chi 1a mot kénh trong viéc ban va phai st
dung théng nhit véi cac yéu t6 marketing hdn hop con lai. Cac nha quan
tri marketing phai tinh todn mot cach can than vé viéc dinh gia cac san
pham gidng nhau trong viéc ban trén cic kénh tryc tuyén va ngoai tuyén,
khong c¢6 mot nguyén 1y hay nhitng tiéu chuan thuc tién vé van dé nay -
tat ca chi 1a kinh nghiém va sang tao.

Cong nghé thong tin

CNTT c6 thé tén kém, nhung mot khi né dugc van hanh mdt cach
troi chay, no co thé tao ra hidu qué chi phi mot cach phi thuong. Cu thé:

Internet tao sirc ép ting gid: Nhiéu dot-com d3 bi that bai vi ho da
tao ra nhiéu sy ton kém trong quan tri quan hé khach hang hay phan mém
khac ma khong tao ra du thu nhap méi dé bu dép dugc nhimng chi phi cho
cac site d6. Nhitng yéu t6 sau day 1a mot vai nhan té ma dit trong ap luc
gia tang gia:

- Phén phdi: Céc trung gian ban 1é tryc tuyén phai ddi mat voi chi
phi phan phéi 16n cho cac san pham. Mbi san phim phai van chuyén mot
cach riéng 1é t6i diém dén cua né. Hau hét cac nha ban 1é déu chuyén cac
chi phi van chuyén nay cho khach hang ciia ho phai chiu va chi thé hién n6
& cudi clia qué trinh mua hang. Tham chi mot vai nguoi ban di tang chi
phi van chuyén dé nham bu dp lai cic khoan ma ho chiét khau cho nhiing
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hang hod dugc mua. Khong c6 gi ngac nhién, mdt vai khach hang cam
thdy kho chiu bai chi phi van chuyén chi dugc tinh vao phut cudi cung.

- Chuong trinh dai 1y: Nhiéu website tra mot khoan hoa hong dugc
dé nghi thong qua cac chuong trinh dai 1y. Nhitng nha tai tro dai Iy
thuong cho su chao hang cac website bang cach thanh toan tir 7% dén
15% tién hoa hong cho mdi 16 gidi thiéu dan dén viéc ban hang. Khoan
hoa hong nay, giéng nhu chi phi cho tit ca kénh trung gian, c6 tac dong
t61 sy tang gia hodc 1am giam loi nhuin ciia DN néu cac khoan phi lién
quan nay dugc tinh dén.

- Phat trién va duy tri cac website : Viéc phat trién va duy tri cac
website 1a khong ré. Nha nghién ctru Forrester danh gid chi phi cho cac
website don gian 1a tr 10,000 USD téi 100,000 USD, trong khi chi phi
cho mot website phtrc tap 1a 1 triéu USD hay hon thé nita. Viéc duy tri ¢6
thé kha ton kém, dic biét 1a v6i phan climg, phan mém va chi phi két nbi
Internet mdi thang.

- Chi phi chiém linh khach hang: Chi phi cho viéc tim kiém cac
khéch hang truc tuyén méi 1a kha cao; didu do 1a sy giam sut 191 nhuan
ctia nhiéu DN TMPDT. Vi du, chi phi mua lai khach hang trung binh cho
cac nha ban 1é truc tuyén 1a 82 USD. Bao nhiéu don dit hang ma DN
nhan dugc dé co thé bu dap duoc chi phi d6 va gid s& ban & mirc nao?
Thém vao dé, nhidu khach hang khong trung thanh véi thuong hiéu truc
tuyén nhu & ngoai tuyén.

Internet tao swrc ép giam gia: Internet lam cho cac nha quan tri
marketing ¢ thé tiét kiém chi phi, nhd d6 c6 thé ban véi mic gia thap
hon va cudi cling 1a tang gia tri cho khach hang. Khi giam chi phi dan t&i
su tang gid cao hon, 191 nhuan s¢€ tang - do6 cling la mot cach thanh cong.
Sau ddy 1a mot s6 cach thirc ma cac DN co thé tiét kiém dwoc chi phi
thong qua viéc st dung cong ngh¢ Internet.

- Ty dong hoa quy trinh phuc vu va xtr Iy don hang: Nho viée cac
khach hang tu dién vao don dat hang cua ho, cac DN tiét kiém dugc chi
phi vé nhéan su va xir Iy gidy to. Nhitng chi phi nay 1a rat ddng quan tam.
Chi phi trung binh ctia giai quyét va xir Iy mot hoa don dién tir 1a 10
USD, trong khi chi phi d6 1a 100 USD ddi véi giao dich ngoai tuyén. Céac
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khoan chi phi giao dich trung binh cho ngan hang ban 1¢ 1a tir 0.15 USD
dén 0.20 USD tryuc tuyén so v&i 1.50 USD ngoai tuyén. Cisco, nha san
xudt 16n nhét thé gidi vé thiét bi mang, yéu cau cac don dat hang tai web
tir phia cac khach hang. Sy giam thiéu cic cong viéc vin phong tir cac
website da tiét kiém duoc hang tram triéu dola mdi nam.

- Tinh kip thoi trong quan tri kho hang héa (Just - in - time
inventory): Mot vai nha san Xuét st dung sy trao ddi dix liéu dién tu
(EDI) dé nham diéu khién giam cac chi phi trong kénh sé hoa bang cach
phéi hop cac hoat dong chudi gia tri va cho phép su van chuyén dung
thdi gian cua cac phan va giam luong hang ton kho. M6t vai nha ban 1&
tryc tuyén va nha ban 1é ngoai tuyén tham chi khong ¢ hang tén kho, tiét
kiém dugc dang ké chi phi tai chinh. Thay vao do, ho chi gitt hang theo
cac don dat hang cua khach hang hodc c6 cac ddi tac van chuyén hang
hoa tryc tiép t6i cac khach hang.

- Chi phi chung: Nhiing ctra hang tryc tuyén c6 thé lam giam chi
phi van hanh chung khi ho khong thué va hodc tuyén nhan vién ban hang.
Céc cira hang ngoai tuyén ctia Amazon d giam chi phi mot cach dang ké
cho viéc thué va tuyén nhan vién ban 1¢ so vdi cc cira hang béan 1¢é truyén
thong. Hon nita, céc cira hang nay c6 thé dat tai nhitng khu vuc véi tién
thué, tién lwong thap, thué thip va tiép cin nhanh chong téi cac trung tim
van tai.

- Dich vu khach hang: Dich vu khach hang yéu cau trung binh tir 15
USD dén 20 USD tai trung tdm ngoai tuyén, trong khi chi mat tir 3 USD
dén 5 USD khi cac khach hang can chinh nhiing dich vu d6 trén Internet.

- In 4n va thu tin: Nhitng nguoi ban tryc tuyén khong chiu ton that
trong phan phdi chuyén thu va cac chi phi in cho cac catalog ctia ho. Mot
khi catalog c6 mit trén mang chi phi cho su truy cép rat thap hodc tham
chi khong c6 chi phi gia tang.

- Chi phi phan phdi san phdm s6 hoa: Chi phi phan phdi cho cac
san pham s6 hoa 1a rat thap trén cac kénh Internet. Nguoc lai, kénh phan
phéi Internet c6 chi phi phan phdi cao ddi véi cac san pham hitu hinh vi
ho giri mot cach riéng 1é mot sé luong nho thay vi qua mot quy mé 16n
céc trung gian ngoai tuyén.
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6.2.2. Cic nhén t6 bén ngoai

Ap luc canh tranh, cac nhan td thi truong, moi quan h¢ gitra gid ca
va nhu cdu (vi du: co gidn hoic khong co gidn cua ciu véi gid), va hanh
vi ctia khach hang, tat ca déu anh hudng t6i cac chién luge dinh gia truc
tuyén hodc ngoai tuyén ciia DN. Trong phan niy chung ta nghién ctru hai
nhan t4 thi truong quan trong trong méi trudng truc tuyén 1a cdu tric thi
truong va hiéu qua thi truong.

Céu tric thi truong

Su linh hoat cua nguoi ban la trong viéc dinh cac muc gia khac
nhau cho céc thi truong khac nhau. Cac nha quéan tri nhan thay c6 4 hinh
thic cua thi trudng, mdi thi truong nay cé nhiing thach thirc trong dinh
gia khac nhau.

- Canh tranh hoan hao: Thi truong nay gdm c6 nhiéu ngudi mua va
ngudi ban dbi voi mot loai hang héa nhu nhau nhu bap ngd. Su khac biét
vé san pham va truyén thong marketing it anh huong hoidc khong c6 vai
tro, vi vay nhitng ngudi ban trong thi trudng nay khong danh nhiéu thoi
gian cho chién lugc marketing.

- Canh tranh doc quyén: Thi trudng ndy gom c6 nhiéu ngudi mua
va nguoi ban, gid dugc ap dung linh dong trong mdt khoang nao do thay
vi 13 chi c6 mot murc gia trén thi trudng. Khoang cach gia ca xuét hién vi
nhitng ngudi ban cé thé khac biét hoa chao hang ctia ho cho ngudi mua.

- Canh tranh doc quyén nhém: Thi truong ndy bao gom mot vai
ngudi ban nhitng ngudi ma kha nhay cam véi chién lugc dinh gia va
marketing ctia nhau. Néu mot DN giam gia xudng khoang 5%, nhiing
nguoi mua s& nhanh chong chuyén sang nhing nha cung tmg do.

- Poc quyén hoan hao: Thi truong nay bao gdm mot ngudi ban va
gia cua ho thuong dugc quan 1y boi chinh phu.

Hiéu suit thi trudong

Céc nha kinh t& hoc da tao ra céac 1y thuyét vé hanh vi ciia nguoi
tiéu dung trong nhiing thi truong hiéu suit. Nhu vy, cac thi trudong s& co
su hoan hao vé gia canh tranh. Mot thi truong 1a hi¢u qua khi cac khach
hang c6 du kha ning truy cép thong tin vé cac san pham, gia ca, va su
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phan phdi. Trong mét thi trudng hidu qua ngudi mua s& cd kha ning tim
dugc cac muc gia thap hon, do co gidn gia cao, thuong xuyén thay do6i
gia, sy thay d6i gia thip hon, va phan tan gid hep (Smith 1999). Internet
c6 thé gan v6i thi truong hiéu qua nhu nhing loi ich ma né da thé hién.
Tuy nhién, that dac biét két qua diéu tra vé hanh vi cua nguoi tiéu dung
trén Internet lai khong ing luan diém trén.

Nhiéu nguoi tin twdng rang Internet 1a mot thi trudng hiéu qua vi su
truy cép thong tin thong qua website DN, cac dai ly mua hang, va céac
kénh phan phdi. Cac san pham da dugc ban trung bay truc tuyén véi cac
mirc gia thap hon, do co gidn gia cao hon, su thay doi gia thuong xuyén,
va su thay doi gia nho hon: d6 la cac diu hiéu cta cac thi truong hi¢u
qua. Nhung cac nhan t hién tai d6 co chung té Internet 1a mot thi truong
hiéu qua khong?

Céc chi phi thap hon c6 thé din dén cac muc gia thap hon cho
nhitng ngudi tiéu dung, céng nghé gitp ngudi mua c6 thé danh gia va
yéu cau murc gia hap dan hon. Ddi v6i van dé dinh gid, su nghién ctru cac
san pham tryc tuyén tt nhét 1a cac sach va CD (giita nhitng san pham
som nhat dugc ban ¢ thi truong truc tuyén). Nghién ciru cho thiy rang
cac mirc gia tryc tuyén cho cac quyén sich va CD qua thyc 13 thdp hon
tir 9% dén 16%. Trong mdt sy nghién ciru khéc, cac mirc gia ban 1é ngoai
tuyén cho 21 dén 24 may tinh va nhirng san pham dién tr cua nguoi tiéu
dung 13 cao hon so voi cac mirc gia truc tuyén. Lidu diéu d6 co phai 1a
cac muc gia truc tuyén déu thap hon? Tuy nhién, chiing ta c¢6 thé nhan ra
rang nhiéu nhéan t6 ma gay strc ép hudng xudng dudi trong viée dinh gia,
gop phan tao nén tinh hidu qua. Cu thé tinh hiéu qua d6 bat ngudn tir
nhimng yéu t6 sau:

- Céc trung gian mua sim (shopping agents): Cac trung gian mua
sim nhu PriceScan (www.pricescan.com) tao diéu kién cho viéc tim
kiém cua nguoi tiéu dung d6i voi nhitng muc gia thip boi su hién thi két
qua trén sy dinh dang so sanh.

- Mirc d6 co gidn cia cau voi gia cao (high price elasticity): Su co
gidn cua gia ndi dén tinh hay thay d6i cua hanh vi mua véi su thay doi
trong murc gia. Vi du, du lich giai tri 1a mot thi truong rat co gian: Khi
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cac cong ty hang khong tién hanh kinh doanh dudi hinh thirc giam gia vé,
nhitng nguoi ti€u dung tan dung co hdi mua duoc vé voi gia ré, tir do tao
ra mic nhu ciu 16n vé thi trudng nay. Pbi v6i nhidu san pham nhu sach
va CD, thi trudng truc tuyén co gidn nhiéu hon so vdi thi truong ngoai
tuyén, vi vdy chung ta mong doi nhiing nguoi st dung Internet s& rat
nhay cam dbi voi sy thay ddi gia.

- Mitic gia thap nhét c6 thé chip nhan dugc trong cac cudc ban dau
gi4 nguoc (reserve auctions): Mirc gia thdp nhat c¢6 thé chap nhan duoc
trong cac cudc ban ddu gia cho phép nhitng ngudi mua dua ra mic gia
ciia ho va c6 nhitng ngudi ban ¢d ging dé phu hop véi muc gia do.
Nhing nguoi ban 1am nhiéu cach dé han ché viéc diéu chinh téi cac mirc
gia thap.

- Nhitng khu vuc mién thué (tax-free zones): Hau hét cic nha ban 1¢
truc tuyén déu dat vi tri thong qua duong diy qudc gia (state lines),
nhitng ngudi mua thuong khong phai thanh toan tién thué trong viéc mua
hang, giam tit ca nhirg sy tiéu dung tra bing tién mat bang mot sd
luong 16m 5% dén 8% mdi cude giao dich. Mic du chinh quyén qudc gia
va nudc ngoai dang ap dung nhitng thach thirc cho khu vyc mién thué,
chinh quyén My tiép tuc hd trg lénh hodn tra ng thué cho nhimg viéc
mua qua Internet.

- Canh tranh (competition): Canh tranh tryc tuyén rat dir doi va c6
thé nhin théy duoc. Hon nira, cac d6i thi canh tranh nhu AOL sén sang
dit gia trao d6i thip hon hodc khong co loi nhudn trong thoi gian ngan
nham ting thém gia tri thuong hiéu va thi phan ctia DN.

- Nhitng khoan chi phi thip hon: Céac khoan chi phi thap hon trén
kénh Internet c6 thé dan t&i loi nhuan cao hon hodc gia thép hon, nhung
lwu ¥ rdng day chinh 1a cach dinh gia trén Internet véi sirc ép giam gid.

+ Sy thay doi thudng xuyén cta gia : Thi truong truc tuyén thuong
xuyén thay d6i gia hon so vdi thi truong ngoai tuyén vi 1) nhitng ngudi
cung Ung tryc tuyén phai canh tranh dé thu hut nhimng ngudi tiéu dung
dé bi anh huong boi gia; 2) cac trung gian mua sam gui cho nhing
nguoi tiéu dung thong tin so sanh vé cac muc gia va nhitng nguoi ban
c6 thé thay dbi su dinh gia cua ho thudng xuyén dé dat duoc két qua
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cao hon; 3) nhitng nguoi ban c6 thé d& dang thay ddi cac murc gia trong
mdi truong diéu khién bang may tinh; 4) trong mdi truong cac thong tin
dugc tich trit trong méy tinh, cac DN c¢6 thé chiét khau trong sy gia ting
gia tri mua hang nho hon trong méi trudng ngoai tuyén (cach thirc FedEx
tao ra hang triéu nhitng quyén sach c6 cudc phi khac nhau trong viéc
giao sb luong 16n d6i v6i viée glri qua buu dién trén cac trang web cho
cac khach hang riéng biét); 5) sy thir nghiém trén truc tuyén 1a dé dang,
cho phép cac DN thay doi gid mot cach thudng xuyén, hiéu dugc nhu cau
thay d6i nhu thé nao, va sau d6 lam thich tng véi sy canh tranh va cac
nhan t§ phat sinh khac.

- Bién d6 thay d6i gia nho hon: Trong mot sy nghién ciru, su thay
d6i muc gia ngoai tuyén nho nhat 1 0.35 USD trong khi sy thay doi gia
tryc tuyén nho nhét 13 0.01 USD. Mot vai nhéan té giéng nhau ma khich
thich sy thay doi gia thuong xuyén cé thé dong vai tro quan trong. Pau
tién, nhitng ngudi tiéu dung nhay cam c6 thé phan tng lai du chi 1a mot
su khéc biét nho so v&i ddi tha canh tranh. Thi hai, cac trung gian mua
sam xép loai cac két qua cua ho theo mirc gia - do d6 du chénh 1éch chi
la 0.01 USD ciing c6 thé dem lai vi tri cao hon so véi dbi thu canh
tranh. Thtr ba, vi d6 1a viéc kho khan ddi véi sy thay d6i gid ngoai
tuyén, nhitng ngudi ban 1é phai cho cho dén khi nhu cau ddi voi su thay
doi gia 1a 16n hon.

Tuy nhién, két qua nghién ctru thi trudng tryc tuyén lai khong thoa
mén yéu cau cia thi truong higu suit vé sy phan tan gia hep. V&i nguon
thong tin doi dao cho tat ca moi ngudi, thi trudng truc tuyén duoc mong
doi 1a s& c6 su phan tan gia rat nho. Tuy nhién thyuc té lai that thu vi khi
su phan tan nay 1a kha 16n do van dé thuong hiéu cua nguoi ban 16 truc
tuyén va céac loi ich khac da giai thich cho su khac biét v& gia trong tim
tri khach hang. Tuy nhién, cach gidi thich tha vi hon cho su phén tan gia
lién quan téi nhitng yéu t6 nhu:

- Hang hoa truc tuyén dugc dinh gia nhu thé nao, ¢d dinh, linh dong
hay d4u gi;

- Céc hinh thtc giao hang rat phong phua va ting v6i mdi loai duge
cam nhan & muirc gia tri khach hang khac nhau va do dé gia ban cho cac
san phim d6 ciing khac nhau.
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- Nhitng nguoi mua hang nhay cam voi thoi gian. Nhitng nguoi
mua nhay cam véi thoi gian c6 thé khong mong mudn dau tu thoi gian va
suc luc yéu cu dé c6 dugc muc gia tot nhat. Tuy nhién, mot vai noi co
thé qué phtrc tap rang nhimg ngudi tiéu dung cn nhiéu thoi gian hon dé
huéng dan va hoan thanh viéc giao dich.

+ Thuong hi¢u: Mac du voi sy phat trién cua cac website, thuong
hiéu van 1a lgi ich dugc wa chudng. Vi¢c nghién cuu da cho théy réng
nhimg website dimg dau c6 dugc da sb nguoi tham gia. Nhitng nguoi
tiéu dung ciing thé hién ua chudng d6i véi thwong hiéu khi ho sir dung
céc dai 1y mua sam.

+ Su khéc biét hoa: Két qua cua mot thuong hi¢u manh dugc cam
nhan vé tinh khach biét va nho d6 ma nha marketing c6 quyén dinh gia
cho nhiing san phém khac biét ciia ho mot cach cao hon.

+ Chi phi chuyén d6i: Cac khach hang d6i mit véi chi phi chuyén
ddi khi ho Iya chon mdt nha ban 1& truc tuyén khac. Mot vai khach hang
khong san sang chiu mirc chi phi do, vi vay thudng gan bo voi mot ngudi
ban 1¢ tryc tuyén quen thudc. Chi phi chuyén ddi thuong cao hon trong
thi truong B2B. Nhiéu t6 chtrc da phat hi¢n ra réng s€ co duoc loi ich cao
hon khi x4y dung mdi quan hé véi mot sd lwong giéi han nhimg nha
cung mg hon 1 dat hang & tit ca cic muc v6i muc gia dua ra. Cac t6
chuc nay san sang thanh toan thém mot khoan tién dé c6 duoc dich vu va
su hd tro tot hon.

Vay, Internet da la mot thi truong hi¢u sudt? Cau tra 10i 1a chua.
Tuy nhién, no6 co6 tat ca cac dic diém dé tién téi mot thi truong hi¢u suit
trong tuong lai. N s& c¢6 anh huong 16n thi dbi véi nhitng nha quan tri
marketing TMDT.

6.3. Cic chién lge dinh gia trong thwong mai dién tir

Dinh gia thuc su 1a mot céng viée phirc tap va gdy nhiéu tranh cii.
No gén nhu tré thanh mot mon khoa hoc ngh¢ thuat voi rat nhiéu dix liéu
can thiét va can su phan tich siu sic nham 4p dung t6t nhat. Néu dinh gia
qua thp s& anh huong dén loi nhuan, con néu dinh gia ban qua cao thi s&
anh huong dén doanh thu. Pic biét néu nhin dai han, mot mirc gia thép

206



ban dau dé xay dung thi phan va tao hiéu qua kinh té theo quy mé nho dé
chi phi thip hon va vi vy loi nhuan s& ting 1én. Viéc dinh gia nhu thé
nao ciing quan trong nhu viéc dit mirc gia cao hay thap vay.

Mait khac véi CNTT, cach dinh gid tré nén phuc tap ¢ mot sb
phuong phép trong khi né lai dé dang trong cac phuong phap khac.
Nhitng ngudi ban c6 thé d& dang thay ddi cac mirc gid qua nhiing thong
bao trong tich tic hoic thay dbi gia tily theo ddc diém vé hanh vi mua ciia
mdi khach hang riéng 1¢ dya trén thong tin ctia nhirng 1an mua trude do.
Hon nira, cac muc tiéu dinh gid dem lai cac két qua rat khac nhau. Chéng
han nhu mét mirc gia thép s€ tao ra thi phf?m ¢ muec chi phi c6 thé dem lai
loi nhuén cao nhét. Quan niém vé gia tri cia ngudi mua thay ddi theo ly
trf va cam xuc va moi nguoi s€ mot cach phan tng khac nhau. Vi dy, mot
s6 khach hang ¢ thu nhép cao thich dao qua cac dai 1y ctia Volvo voi
viéc voi cac trang web dd duogc in ra c6 ndi dung chi tiét vé nhung gi ho
mudn va gia ca phu hop, trong khi nhiing nguoi khac thich tao ra mdi
quan hé than thiét véi nhitng ngudi ban hang wa thich va sau mdi 3 nim
ho lai quay trd lai dé tim nhitng mau méi nhét vi ho tin tuéng rang nhiing
nhan vién do6 s€ quan tdm cham so6c hg. Mot trong nhitng khach hang nay
¢ thé mua Volvo béi sy an toan va mot sb nguoi khac thi mua vi hinh
anh ma no tao ra. Cudi cung, cic DN sir dung hé thong phan phdi da
kénh phai tinh dén sy thay ddi chi phi cia mdi kénh va quan niém khéc
nhau ciia khach hang vé gia tri d6i voi viéc mua hang trén Internet so voi
cac ctra hang ngoai tuyén. Vi¢c dinh gia 1a mot cong viée kho khan, no
duoc dinh hudng bdi dir 1i€u, kinh nghiém, va sy thtr nghiém.

Thong thudng, cac nha quan tri marketing c6 thé st dung 3 chién
lwge dinh gia trong TMDT: dinh gia ¢6 dinh, dinh gia bién d6i dang va
dinh gia hang d6i hang.

6.3.1. Pinh gid co dinh

Dinh gia ¢6 dinh (con goi 1a dinh gia theo menu - menu pricing)
xuat hién khi nhitng ngudi ban dat mac gia va nguodi mua chon nd hoic
dong ¥ v6i muc gia do. Vi dinh gia ¢d dinh, moi ngudi s& thanh toan
murc gia nhu nhau. Pay chinh 1a mé hinh ma hau hét cac nha ban 1¢é ngoai
tuyén sir dung. Ngay ca nhitng ngudi ban budn va nhitng ngudi san xuat
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dua ra chiét khau theo sb lugng, cac muc gia dugc ap dung cho tat ca cac
nha kinh doanh nhitng mua v&i s6 lwong yéu cau. Hai chién lugc dinh gia
¢ dinh thuong duoc st dung truc tuyén 1a dinh gid dan dao va dinh gia
khuyén mai.

Din dao vé gia (Price leadership)

Mtrc gia dan dao 1a mirc gia thdp nhat vé mot dong san pham nao
d6. Trong thé gii ngoai tuyén, Wal-Mart 1a ngudi c¢6 muc gia dan dao
thi truong, din dau so v6i cac nha ban 1é khac. Véi cac trung gian mua
sdm trén web, chién luge dinh gia dan dao qua thyuc la rat ¢6 loi. Tuy
nhién, dé thuc hién chién lugc nay, cac nha quan tri marketing phai
kiém soat dugc murc chi phi don vi nho nhat. Diéu do c6 thé thyc hién
thong qua hiéu qua chi phi marketing truc tuyén da duoc trinh bay
truéc. Thudng nhitng ngudi san xuit c6 quy md 16n nhat tré thanh
nguoi dan dao vé gia ca nho lgi thé theo quy md, tuy nhién trong kinh
doanh TMBT nhitng DN v&i kha ning hoat dong trén mo hinh 4o c6 thé
thach thirc nhirng nha san xuat 16n. Pay chinh 13 chién lugc hidu qua
thong qua Internet mac du sy canh tranh Ia rat khoc liét va dan dao vé
gia ca thuong chi mang tinh tirc thoi. TAt nhién, nhom dinh gia thap tha
hai cling s& c6 uvu thé vé& doanh thu dic biét néu né co6 thé dua ra nhiéu
loi thé hon so véi nguoi din dao vé gid. Trén Internet, Buy.com la
ngudi ddn dao vé gia & nhiéu ching loai hang hoa khac nhau, ho ban
nhiéu mat hang dudi mic gid tri thi truong va bu lai sy thua 16 béng
doanh thu quang céo trén website.

Pinh gia khuyén mai (Promotional pricing)

Nhiéu nha bén 1é tryc tuyén chuyén huéng sang dinh gia khuyén
mai nham khuyén khich viéc mua 1an dau, khuyén khich cac nha kinh
doanh quay lai mua 1an sau va két thiic mot 16 hang (thanh 1y). Hau
hét nhirng xuc tién déu kém theo ngay hét hiéu luc dé tao ra cam giac
thuc giuc d6i v6i nguoi mua. Dinh gia khuyén mai trén Internet c6 thé
duoc biét toi rat nhanh thong qua cac thong bao bang thu dién tur va
diéu tra cho thay sy hai long cua khich hang 1a cao d6i véi viéc mua
trén Internet.
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6.3.2. Pinh gid bién doi

Pinh gia bién d6i 12 mot chién lugc chao ban san phém Vo1 cac
mirc gia khac nhau téi cac khach hang khac nhau. Cac DN sir dung chién
lugce nay nham téi wu hda quan tri hang ton kho va phan doan khach hang
theo san pham str dung hodc cac bién sb khac. Cac cong ty hang khong
da co thoi gian dai sir dung phan mém dinh gia bién d6i nham dinh mrc
gia cho cac duong bay khac nhau. Hién nay, cong ngh¢ dua trén web va
marketing co s& dit liéu da khién cho nhiing chién luoc dinh gia nay co
tinh kha thi cao hon va gitp cho cac DN c¢6 thé ap dung ddi véi cac doan
thi trudng & bat ky quy md nao. V&i viée sir dung cong nghé phu hop,
céc doan thi truong nho ciing ¢6 thé dinh gid v6i cac mirc gia khic nhau
— thay d6i hang ngay hodc tham chi timg gid - phu thudc vao viéc thay
ddi cung, cAu, su canh tranh, cac chi phi, hodc nhitng nhan td khac. Nho
su phat trién ctia cong nghé web ma nhirg nha quan tri marketing co thé
cap nhat mot cach lién tuc va nhanh chong nhitng théng tin phan hoi tir
thi truong. Chinh vi vy ma sy dinh gia ¢6 thé thay doi theo thoi gian va
theo ngudi su dung dua trén cac thong tin marketing cip nhat.

Dinh gia bién doi c6 thé duoc 4n dinh boi ngudi ban hodc ngudi
mua (vi du voi dinh gia ¢6 dinh, mutrc gia do ludon dugc nguoi ban an
dinh). C6 hai hinh thirc cta dinh gia bién d6i. Pau tién 1a dinh gia theo
phan doan, noi ma DN ban mdt san phém/ dich vu vé6i hai hodc nhiéu
murc gia, dua trén su khac nhau ciia cac phan doan thay vi chi don thuan
dua vao chi phi. Thur hai 1a dinh gia thoa thuén, noi ma DN thda thuan
cac mirc gia voi cac khach hang riéng biét, bao gdm nhitng ngudi cling
trong mot phan doan. Pinh gid theo phan doan lién quan dén viéc tinh
gia mot 1an, mirc gia co thé khac nhau ddi véi nhitng khach hang khac
nhau, dinh gia trong su thoa thuan cé thé thay doi nhidu 1an trude khi
nhitng nguodi mua va nhimg nguoi ban dong y muc gia cudi cung. Tuy
vay, su théa thuan thong thuong hay dugc dé xuit béng nguoi mua, trong
khi d6 dinh gia phan doan thudng dugc an dinh boi nguoi ban.

Dinh gia theo phan doan thj truong

Dinh gia theo phan doan str dung cic tinh ning cua Internet dé thuc
hién viéc ca nhan hoda & quy md 16n. Gia dugc dua ra mdt cach ty dong
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dua trén quy mo dat hang, thoi gian dat hang, mic d§ cung cAu, va cac
nhan t6 quyét dinh khac. Véi sy dinh gia theo phan doan truc tuyén, cac
DN str dung nhiing tiéu chuan da duoc quyét dinh dé dit cac mic gia cho
nhiing phan doan cua khach hang. Vi dy, mot ngudi nao d6 mua vé trudc
7 ngay khoi hanh da chi 1 thi 4p dung mirc gia thap nhét (khong khau
trir). Pinh gid phan doan c6 ngudn gdc trong marketing truyén théng, khi
cac rap hat dinh gia thip hon cho cac khach hang tham dy cac rap hat
vao budi chiéu. Dinh gia dwa trén cac phan doan hanh vi khach hang
dang trd nén pho bién hon do cac DN thu duogc khdi lugng thong tin vé
hanh vi cia KHDT.

Pinh gia phan doan tai cic muc gia riéng biét dé dang hon trong
tryc tuyén vi cic phan mém tinh vi cho phép cic DN dit ra cac nguyén
tic va tao ra sy thay doi gia trong tich tic - tham chi khi ngudi mua dang
nhén chudt vao mot trang web. Pay chinh la tat ca nhitng cai tao ra su
kich thich - kha ning cua Internet trong viéc c4 nhan hoa gia ca, truyén
thong marketing va c4 nhan hoa san pham & nhiing cap d6 khac nhau. Str
dung cac file cookie, nhitng nguoi ban tryc tuyén ghi nhan dugc nhimng
dic diém riéng cia ting ca nhan va thir nghiém véi cac kiéu chao hang
va dinh gia nham thuc diy cac cudc giao dich. Cac DN truc tuyén ciing
c¢6 thé xdy dung cac chuong trinh dé tao dung sy trung thanh cia khach
hang, nhu chuong trinh khach hang thudong xuyén cta cac cong ty hang
khong, dinh cac muc gia dac bi¢t cho nhiing khach hang thuong xuyén
quay trd lai va mua hang.

Dinh gia phan doan c6 thé c¢6 hiéu qua khi thi truong ¢ thé phan
doan, cac murc gid khac nhau phan anh sy khac nhau thyc su trong quan
niém vé gia tri san phém, va moi phan doan thé hién cac murc do khac
nhau cta nhu cau. N6 phu hop dé ap dung khi cac chi phi cua sy phan
doan va dinh gia phan doan khong vugt qua phan doanh thu gia ting
thém nho viée ap dung cdc mic gia khac nhau. Hon nita, DN phai chic
chén riang dinh gia phan doan phu hop voi phap lut va nhitng quy dinh
huéng dan. Cubdi cung, DN can phai than trong, tranh lam khach hang
cam thay budn khi ho thdy minh phai mua murc gia khac so véi nguoi
khac. Amazon.com gay ra su xao tron khi cac khach hang biét vé dinh
gia phan doan ctia n6 dbi véi nhitng khach hang riéng biét, vi mot vai Iy
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do, nhitng hang khach mua vé may bay c6 thé chap nhan thyc té nay
nhung no 13 khong thé dbi voi khach hang mua sach. Vi vay, cac nha
marketing TMDT sir dung chién lugce dinh gid phan doan phai sir dung
mot s6 1y do ma khach hang chap nhan dugc nhu khau trir cho cac khach
hang méi hogc nhitng khach hang trung thanh hodc diéu chinh mirc phi
van chuyén cho nhitng ngudi mua gui toi nhitng ving xa. Cac nha quan
tri marketing c6 thé phan doan dua trén nhiéu bién sé nhu da trinh bay &
chuong 4. Tuy nhién hai bién s6 c6 anh huéng dic biét toi dinh gia truc
tuyén 1a phan doan theo dia 1y va phan doan theo gia tri.

Dinh gia phan doan theo dia ly: Mot DN dat cac muc gia khac
nhau khi ban mot san pham tai nhitng ving/khu vuc dia 1y khac nhau.
Mot nguoi ban hang tryc tuyén thuong biét dugc vi tri nguoi st dung vi
may phuc vu da dang ky dia chi IP ctia nguoi st dung, va cac loai tén
mién dién hinh chi dinh dat nude ho dang cu tri (vi du: Nguoi Nhét sé co
dudi dang ky 13 jp). Pinh gia theo dia 1y c¢6 thé gitip DN gan két tot hon
viéc dinh gi4 cic nhan t& nhur stc ép canh tranh, cac chi phi mang tinh
dia phuong, cac diéu kién kinh té, quy dinh cua phap luat, va nhiing co
ho6i phan phdi. Vi du, mot may tinh ¢ gia 1.000 USD tai Los Angeles co
thé co gia 1.000 pounds tai London. Diéu nay 1a do cic nha san xut phai
dbi mat véi su tang gia va phai dinh gia voi muc chi phi cao hon trong su
van chuyén, thué xuét nhap khau va cac muc chénh léch gia voi nha nhap
khau va cac chi phi khac lién quan dén viéc ban tai cac nudc khac. Can
ctr vao mirc do bao phi toan cau cua Internet, cac nha quan tri marketing
6 thé tao ra mot trang web dac biét ma co thé dua toi duge nhitng thi
truong ma ndé khong hodc chua phuc vu. Diéu nay gitp cho viéc xay
dung sy tin nhi¢m ddi véi thuong hi¢u cua DN.

Dinh gid theo gid tri: Ngudi ban nhan ra rang khong phai tat ca cac
khach hang duoc cung cip gia tri ngang bang nhau cho DN. Nguyén ly
Pareto noi tiéng di chi ra rang 80% doanh thu ciia DN c¢6 duoc tir 20%
khach hang hang dau. Piéu nay thudng c6 xu hudng hau hét cac khach
hang trung thanh nhitng ngudi c6 thé tré thanh nguoi ung hd nhin hiéu
t61 nhitng ngudi ban ctia ho va nhitng ngudi c6 mbi quan hé than thiét.
Nhiing khéch hang nay thuong la nhiing nguoi luén trung thanh véi
thuong hiéu va 1a nhém khach hang cung cap nhiing gia tri ddng ké cho
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DN. Khi cac khach hang cua nhom A+ va A xuét hién tai website, ho s&
duogc nhan théy va nhéan dugc sy chu y dac biét. Nhitng khach hang nay
c6 thé khong nhay cam vé gia vi ho cam thay thuong hiéu hay gia tri ma
DN dua ra nhimng lgi ich cao hon (nhu sy ning cap mién phi va su dai
ngo dac bict) va da gianh dugc sy trung thanh cua ho. Nhém rong nhét 1a
khach hang loai C. D6 c6 thé 1a nhitng khach hang nhay cam vé gia hoic
khong thuong xuyén mua san phadm cua DN. Py ciing 13 nhém dong
gop rét it vao doanh thu cia DN. Nhimng khach hang nhém B ciing 1a
nhitng nguoi nhay cam vé gia va c6 thé sir dung san phdm nhiéu hon
nhtrng khach hang nhém C (xem hinh 6.1).
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Hinh 6.1: Dinh gia phan doan theo gia tri khach hang

Nhirng nhan t6 thi truong thudng cé anh huong dinh hudng déi véi
khach hang nhom C, trong d6 cac dong thai nhu chao hang canh tranh,
giam gia thuong nham dé 16i kéo cac khach hang nhom A va nhom B.
Muc dich cta nhitng ngudi ban la gitt cdc khach hang nhom A trung
thanh vé6i thuong hiéu va di chuyén tit ca cidc nhom téi mirc cao hon
trong thap gia tri. Cac chién lugc dinh gia co thé giup duge diéu do.
Chang han nhu khach nhom A s& c¢6 co hdi mua hang ton kho cia DN
dau tién truée khi nhitng nguoi khac ¢6 co hdi nham gitp duy tri su
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trung thanh cua nhom khach hang quan trong nay. Nguoc lai, khach hang
nhém B va C ludn tim kiém muc gia thdp nhat c6 thé himg tha vai viée
nhan duoc cic email théng bao cic muc gia cd dinh va nguoi ban co thé
st dung nhimg k§ thuat xdy dung co s dir lidu dé kéo ho 1én muc cao
hon trong chudi gia tri.

Pinh gia théa thuan

Trong khi nhitng nguoi ban thuong xuyén dat cac muac gia khi st
dung dinh gia phan doan, nhitng ngudi mua thuong xuyén dé xut gia khi
dau thau truc tuyén. Thong qua sy thoa thudn murc gia duoc thiét 1ap sau
hon mot 14n thoa thuén tién va lui gia cua bén mua va ban - mét sy khac
nhau 1én véi tit ca cac chién luge dinh gia khac. Sy mac ca vé gia la van
dé chung trong nhiéu dat nudc; tuy nhién, mot vai nguoi tiéu dung ngoai
1¢ nhu ngudi My ching han, ho thudng xdu hd khi mic ca mua bén.
Internet da thay doi diéu d6, bang chimg 1a su phat trién va nd 1o cia cac
cudc ban dau gia truc tuyén. Mot s6 nguoi tiéu dung thich sy giai tri va
tinh cong déng ctia mot cudc ban dau gia con mot s6 khac lai mudn tim
kiém cac moén hoi. Cac cudc ban dau gia trong thi truong B2B 1a mot
cach thirc rat hiéu qua cho viéc ban nhanh sé luong 16n hang ton kho tai
mot muc gia duogc 4n dinh boi thi truong.

6.3.3. Dinh gid hang doi hang

Véi cach thuc hang ddi hang, cac hang hoa va dich vu dugc trao
d6i v6i nhitng san phadm khiac ma khong dung tién mat. Pay 14 hinh thirc
mua ban xuat hién dau tién trong lich sir loai ngudi. Tuy nhién, ngdy nay
hinh thirc ndy van dugc 4p dung vi nhiing ngudi sir dung c6 thé duoc
huong loi ich tir thué, tuy vay day ciing khong phai 1a chién luoc dinh gia
¢6 loi ich dic biét. Viéc khach hang trao d6i v6i nhau nhitng san pham da
qua st dung s& anh huong dén tinh hinh kinh doanh san phidm mdi,
chéng han nhu nhitng khach hang trao ddi v&i nhau file nhac MP3, mic
du diéu d6 khong hoan toan 1a mot kiéu trao d6i hang ddi hang.
Swithouse.com hoat dong nhu mot website cho nhiing ngudi trao ddi
nhitng hang héa di qua sir dung, nhung n6 da pha san do thiéu mot mo
hinh kinh doanh kha thi.
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CHUONG 7

QUAN TRj TRUYEN THONG MARKETING
THUONG MAI PIEN TU

Muc dich quan trong ciia chwong nay la hiéu dwoc Internet nhie
mot cong cu hiru hiéu va hiéu qua cho viéc truyén tdi nhitng thong diép
truyén théng marketing giita nhitng nha qudn tri marketing véi khdch
hang ciia DN. Chiing ta sé tim hiéu méi cong cu truyén théng marketing
c6 thé duwa thong diép qua Internet nhw thé ndo va nhitng nha quan tri
marketing mua va sw dung nhitng khoang khong gian trén Internet nhu
mot phwong tién truyén thong ra sao.

Ngi dung chii yéu ciia chirong ndy gom: Pinh nghia truyén thong
marketing tich hop (Intergrated Marketing Communication - IMC) va
néu dwoc tam quan trong cia sw anh hwéng ciia cdc cong cu theo thir
bdc; Thao luan viéc cac nha quan tri marketing sw dung Internet cho
hoat déng quang cdo, marketing quan hé céng ching, xic tién ban va
marketing triec tiép nhw thé nao; Mo ta dwoc cdc ddc diém cia nhiing
kénh va phwong tién truyén théng e-marketing chii yéu.

7.1. Téng quan vé truyén thong marketing thwong mai dién tir

7.1.1. Khdi niém va dic diém ciia truyén thong marketing thuwong
mai dién tir

Marketing TMDT la mét cong cu hitu hi¢u dé bat dau va that chat
mdi quan hé v6i khach hang. Tuy nhién, nhitng nha quan tri marketing
can phai dic biét luu ¥ dén viéc thiét ké va truyén tai cac thong diép
nham nam bt va duy tri duge sy cha ¥ ciia khach hang boi vi trén mang
Internet, nhitng ngudi st dung hoan toan tu kiém soat duoc cac thong
diép. Ho c6 thé dé dang xo6a bo nhitng email khong mong mudn va ngay
1ap tirc nhap chudt sang website khac néu khong nhanh chong nhan duoc
cac thong tin hodc cic san pham nhu mong mudn. Internet dong thoi

214



cling cho phép khach hang lan truyén rong rdi cam nhan va nhitng kinh
nghiém vé mot nhan hiéu nao d6 cia ban than thong qua email va qua
viéc dua cac bai viét 1én mang. Piéu nay 1am dich chuyén can can kiém
soat thuong hiéu hang hoa tir phia DN té1 khach hang. Nhitng cong cu
truyén thong marketing sir dung cong nghé tao nén sy thuén tién trong
mdi lién két vai viée tao nén nhitng trai nghiém vé san pham dugc gia
tang gia tri 1a nhitg nhan t6 cbt 161 thu hut sy cht y va chiém gitr dwoc
mdi quan hé 1au dai véi khach hang. Ngoai ra, cong nghé con gitip DN
giam thiéu chi phi: Theo nhu nghién ctru ciia Forrester Research, tai Hoa
Ky, cac DN phai t6n kém 33 USD cho viéc phuc vu mot khach hang qua
mang dién thoai, 9.99 USD néu su dung email va chi c6 1.17 USD néu
st dung cac cong cu hd tro tu dong trén website.

Quan diém truyén théng vé XTTM (truyén thong marketing) bao
gdm tat ca cac hoat dong dugc phdi hop véi thong tin giao tiép vé san
pham hodc dich vu. Truyén thong marketing theo quan diém méi 1a sy
tich hop cong nghé véi hoat dong truyén thong (truyén thong marketing
tich hop) 1a mot tién trinh chuc nang chéo cho viéc hoach dinh, thuc thi
va kiém soat cac truyén thong thwong hiéu dugc thiét ké nham thu hut,
duy tri va phat trién khach hang.

Truyén thong marketing tich hop c6 chirc ning chéo bai moi lién lac
ma khach hang c6 véi DN hodc dai dién cua DN déu giup cho viéc tao nén
hinh anh thuong hi¢u ctia DN. Moi lién lac vdi nhan vién, website, quang
céo trén tap chi, catalog, chudi ctra hang phan phdi, hodc ban than san
pham ciing gitip cho khach hang dinh hinh dugc hinh anh cia DN do.
Nhimng trai nghiém lién lac ca tryc tuyén va ngoai tuyén déu can duoc
truyén thong hop nhat nhim tao ra va hd tro hinh anh thuong hiéu theo
huéng tich cuc trong mbi quan hé véi khach hang. Ngoai ra, viéc chao
hang san pham, mic dinh gia ciia nd va nhitng kénh phan phéi ciing thic
day cho viéc truyén thong marketing trén nhiéu phuong tién ca truc tuyén
va ngoai tuyén dé giup DN hién thi mot hinh anh thuwong hiéu t6t.

Truyén thong marketing tich hop 1a mot trong bén phan tir ciu thanh
chii yéu ctia marketing-mix ctia DN. Chién lugc truyén thong marketing
tich hop bit dau bang viéc phan tich dé hiéu rd nhitng di twong c6 lién
quan dén muc tiéu, hinh anh cta DN, dbi tha canh tranh cia né va rat
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nhidu cac nhan t§ bén trong va bén ngoai. Tir d6 cac nha quan tri
marketing s& Iya chon nhitng céng cu truyén thong marketing cy thé nham
dat dugc muc tiéu truyén thong da dat ra tor trude. Sau qua trinh thyc thi,
can phai do luong va danh gid hiéu qua cua cac cong cu ndy nham co
nhitng diéu chinh thich hop. Mic du chién luge truyén thong marketing
tich hop doi héi sy hop tac cua mot chuong trinh marketing-mix va cac
bén tham gia chirc nang chéo, nhung chuong nay chung ta chi tap trung
nghién ctru nhitng thanh t cdu thanh truyén théng marketing dién tr hon
hop, hay con goi 1a XTTMBT hdn hop. P6 chinh 1a nhitng thanh t& cot 161
ctia mot ké hoach truyén thong marketing TMBT trong DN.

7.1.2. Cac cong cu truyén thong marketing thwong mai dién tir

Trong chuong ndy, ching ta tiép cin cic cong cu cua truyén thong
marketing TMDT theo goc do XTTMDT, tirc 1 chung ta s& tim hiéu vé
cac cong cu quang céo truc tuyén, xuc tién ban hang tryc tuyén, quan hé
cong chung truc tuyén va marketing dién tir truc tiép. Nhan t6 thir nam,
ban hang ca nhan, v6i dinh nghia 14 ban hang kiéu mat-ddi-mat s& khong
thich hop trong truyén thong marketing TMPT. Du sao di nita, Internet
cling 13 mot cong cu rat hiéu qua dbi véi cac nhan vién ban hang. St
dung nhitng cong nghé méi, cac nha marketing TMPT c6 thé ting cudng
tinh hiéu suét va hiéu qua cia cac cong cu truyén thong marketing theo
nhidu cach tha vi. Nhitng céng nghé quan trong duogc sir dung 13: cac tin
nhén van ban, tin nhin da phuong tién dugc thuc hién qua email va cac
trang web, cac co so dir liéu dé luu trir thong tin, phat trién web mdi, cac
trinh duyét trinh va cac phan mém email twong thich véi truyén thong
marketing TMDT,...

7.1.3. Sw anh hwong ciia cdc cong cu truyén théng theo thir bic

Mo hinh truyén théng AIDA (Chua ¥ - Yéu thich - Ham mudn, va
Hanh dong mua) hay mo6 hinh “Nghi - Cam gidc, va Hanh dong” (“Think,
Feel, Do) - M0 hinh sy anh hudng theo thir bac - duoc st dung trong
viéc lwa chon va danh gia cic cong cu truyén thong marketing TMDT. Ca
mo hinh AIDA va mé hinh danh gia cac cong cu theo thir bic déu noi ring
khach hang dau tién s& phai nhan biét va hiéu biét vé& san pham méi (nghi),
sau d6 s& dua ra nhimg thai d6 tich cuc hay tiéu cuc vé san pham d6 (cam
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giac), va cudi ctng s& dwa dén hanh dong mua san pham (lam). Suy nghi
hay 1a sy nhan thtrc chinh 1a budc dé khach hang nhan biét va tim hiéu vé
san pham. Cam giac hay 1a thai do chinh 1 budc khach hang thé hién su
yéu thich san phdm va yéu thich san phim d6 hon céc san pham khac cing
loai hay khong. Két qua 13, cic nha marketing phai lwa chon cac cong cu
truyén thong marketing tich hgp phut hop c6 thé gitip chuyén ddi cac bude
trong giai doan tam ly mua hang cua khach hang. Vi duy, cac nha marketing
TMBT c6 thé st dung cac cong cu truyén thong marketing truyén théng
dé xuc tién hoat dong ban hang cuia minh nhu: tang do T-shirts hoac dém
chudt may tinh nhim tao sy cha ¥ ciia khach hang; ding cac chwong trinh
quang cédo trén ti vi dé tao ra sy yéu thich va ham mudn; st dung hoat
dong ban hang tryc tiép qua dién thoai dé tao ra ham mudn dwa dén hanh
d6ng mua hang truc tuyén ctia khach hang.

Mo hinh suy nghi, cam gidc va hanh dong duoc chip nhan nhiéu
hon d6i véi viéc quyét dinh nhimg san phdm c6 méi lién hé, lién quan
dén nhau cao (nhimg quyét dinh nay duoc hiéu 1a lién quan dén nhimng
rui ro cao trong thanh todn, rii ro trong tdm ly ngudi mua va rai ro xa
hoi). Piéu nay 1 bai khach hang thudng danh thoi gian dé tap hop thong
tin va xem xét su khac nhau, tinh khac biét truéc khi quyét dinh mua
nhitng san phém tuong tu. Nguoc lai, ddi véi nhirng quyét dinh c6 muc
do lién quan thap, khach hang thudng chi nghe néi vé san pham, ho ding
thir san pham, va sau d6 quyét dinh mua néu ho thy thich san pham dé.

Bang 7.1: Sw dnh hwéng cia cic cong cu theo thir bac cho
nhirng quyét dinh sin phiam cé tinh lién két cao va thap

Tinh lién két cao (high involvement) Tinh lién két thap (Low involvement)
Nhan biét Lién quan dén Nhan biét Lién quan dén
nhan thire nhan thire
Hidu biét (ngh) Hidu biét (ngh)
Thich Thai d Mua Hanh vi
Thich hon (cam giac) Do tin cay (thyee hién)
Do tin cay Hanh vi Thich Thai do
Mua (thyc hién) Thich hon (cadm giac)
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Néu mot DN mudn xay dung thuong hiéu cho minh va thong bao
toi cho khach hang, DN d6 sé st dung cac cép do cua su nhan thic va
thai do cua su anh hudng cua cac cong cu theo thur bac, co thé su dung
hinh thirc cong bd cac thong tin, quang cdo qua trang web, cac chién dich
thu di¢n tir, va céc ky thuat xtic tién khac. Néu mot DN muén kich thich
hoat dong giao dich truc tuyén (hanh vi), DN d6 can c6 nhing théng diép
truyén thong c6 tinh thuyét phuc ma gitp thé hién rd viéc lam thé nao dé
¢ thé hoan thanh dugc nhitng giao dich qua website, qua di¢n thoai, ...
Hanh vi, thai d6 mua hang thuong khong xut hién & thir bac duge chip
nhan, ma trong nhiéu chién lugc truyén thong marketing lai tim cach dem
lai sy hai lIong cho khach hang sau hanh dong mua hang. Thu dién tir 1a
mot hinh thire rat phu hop voi muc tiéu nay.

Mo hinh sy anh hudng cua cac cong cu theo thir bac rat quan trong
boi vi né gitip cho nhitng nha quan trj marketing hiéu duoc khach hang
ctia ho dang dung o dau trong mdi quan hé véi cac budc cia quy trinh
quyét dinh mua, tir d6 DN c6 thé lya chon nhitng muyc tiéu va chién luge
truyén thong thich hgp ma c6 thé giup khach hang tién gan hon t6i quyét
dinh mua. Can ghi nhé ring mot sb cong cu truyén thong marketing
thuong s€ thich hop hon véi viée tao ra sy nhan biét va cac quan diém
thuong hi¢u (quang cao, quan h¢ cong chung) va nhirng cong cu khac thi
thich hgp hon véi viéc kich thich cac hanh vi giao dich (marketing truc
tiép, xtic tién ban, ban hang tryc tiép ca nhan). Tuy nhién, tat ca cac cong
cu nay déu c6 thé sir dung dugc & moi cép d6. Can phai hiéu rﬁng su anh
huong ctia mong mudn trong mdi thi trudng muc tiéu chinh 1a budc dau
tién dé xay dung ké hoach truyén thong marketing tich hop c6 hiéu qua
va thiét 1ap nhiing chuén muc cho viéc ap dung nhiing ma tran thyc thi
dé do luong sy thanh cong ciia ké hoach.

7.1.4. Pinh vi thwong hiéu véi héi ddp truc tiép

Truyén théng marketing c6 thé dwgc st dung dé xdy dung gid tri
thuong hiéu hoac dé phat hi¢n ra sy hoi dap truc tiép dudi dang hoat dong
giao dich hay mot vai hanh vi khac (nhu 1a vi¢c dang ky thanh vién trén
website va yéu cau qua thu dién tir). Muc tiéu cua quang co thuong hiéu
truc tuyén 1a dé dwa cac loi ich cua tén thwong hiéu san pham dén voi
khach hang. “Quéang cdo truc tuyén tao ra nhitng quan niém c6 lgi ma
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khach hang cung voi nhitng quan diém d6 di dén cac quyét dinh mua
hang” (Doyle, 1997). Marketing quan hé cong chung truc tuyén ciing tap
trung vao viéc xay dung thuong hiéu; trong khi xtc tién ban tryc tuyén va
marketing dién tir truc tiép chu yéu thién vé viéc ¢ ging tim ra sy phiic
dap tryc tiép tir phia khach hang. Truyén thong thuong hiéu gitp dua
khach hang dén véi cap d6 nhan thirc va quan diém cua mé hinh sy anh
hudng cta cac cong cu theo thir bac, trong khi truyén thong phic dap truc
tiép chi yéu dem lai cac cap d6 cua hanh vi ing xtr (dé lam diéu gi d6).

Mac du moi su tiép xtic v6i DN déu giap tao ra cac 4n tuong vé
nhan hi¢u trong sy anh hudng cia cac cong cu theo thur bac cua khach
hang, nhiing nha nghién cuu thi truong c6 xu hudng chi chu trong vao
mdt loai cong cu nhat dinh trong chién lugc truyén thong marketing tich
hop. Vay thi, tai sao tat ca cac hoat dong truyén thong marketing khong
phai 13 sy hoi dap truc tiép? Nhitng nha nghién ctu thi trudng hy vong 1a
tat ca cac hoat dong truyén thong s& gdp phan vao ting cudng hoat dong
ban hang trong dai han, nhung nhing ngudi tiéu dung dau tién phai duge
nhan biét cia mot san pham trude khi ho mua chung. DJi v6i nhiing san
pham c6 mbi lién hé cao, khach hang phai c6 nhirng thai d6 tich cuc vé
san pham trudc khi ho mua ching. Nhitng nha nghién ctu thi truong
phai nhé nhitng nguyén 1y nay khi lya chon trong sé cic céng cu truyén
thong marketing tich hop.

7.2. Quang cdo tryc tuyén

Quang cdo 13 hoat dong truyén thong thong tin phi c4 nhan thong
qua cac phuong tién truyén thong dai chung khac nhau, thuong mang
tinh thuyét phuc vé san pham (hang hoa hoic dich vu) hoidc vé quan diém
va 1a hoat dong phai tra tién. Tat ca khong gian dugc thué trén trang web
hay 14 trong cac thu dién tir déu dugce xem 13 quang cdo. Quang céo truc
tuyén ciing twong ty nhu quang cdo qua cic phuong tién truyén thong dai
chung truyén thong khéc, d6 1a cac DN tao ra cac khong gian quang cdo
va sau do ban lai cac khong gian nay cho nhitng nha quang cédo ¢ bén
ngoai. Piéu nay co thé s& bi gy nham 1an, dic biét 13 v6i nhimg banner
xuat hién trong nhing trang web ctia chinh nhitng DN d6. Piéu méu chdt
thay d6i & ddy la: néu mot DN tré tién hay d6i nhitng san pham hang hoa
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cia minh dé 1iy nhirng khong gian trén cic trang web dé dua vao nhiing
ndi dung minh mudn thi méi dugc goi 1a quang cdo. Trong chuong nay
chung ta s¢€ dé cap dén viéc cac DN tao ra céac dong thu nhap tir viéc ban
cac khoang khong gian cho quang céo nhu thé nao, con trong phan nay
va phén cudi chung ta s€ dé cap dén khia canh nguoc lai: Viée mua céac
khoang khong gian cho quang céo tir ngudi khac dé hudng téi cac nhan
vat hiru quan ctia DN. Nhitng dinh nghia déc thu nay khong c6 y nghia gi
dbi véi khach hang (nhitng ngudi ma xem tit ca cac thong diép thuong
mai déu 1a quang c4o), nhung ching lai rat quan trong dbi véi nhitng nha
quan tri marketing vi mdi cong cu truyén thong marketing lai gitp thuc
hién nhitrng muc ti€u khac nhau.

7.2.1. Cdc xu hwong qudng cdo trwc tuyén

Tai My quang cdo qua Internet bat dau tir khi xuét hién cac banner
quang cdo dau tién trén trang Hotwired.com vao nim 1994, véi tong
doanh thu cho hoat dong quang cdo qua Internet ndm 1998 la 1 ty USD,
tang 1én 8,2 ty USD nam 2000, va giam 12,3% nam 2001. Sy syt gidm
nay phan anh tinh trang suy thoai ctia nén kinh té toan cau va sy pha san
cua nhitng DN tham gia cac hoat dong TMDT va cling twong ting voi su
sut giam cla cac chi tiéu cho hoat ddng quang cio & My trén tit ca céac
phuong tién truyén thong dai chung.

Dé hiéu duge bbi canh cac nha quang céo chi tiéu cho viéc quang
céo trén Internet, hdy xem xét tong so tién chi cho quang céo trén toan b
nude My trong nam 2001 1a 99,8 ty USD trong khi con s6 d6 1a hon 400 ty
USD trén toan thé gidi vao ndm 1996. Noi cach khac, trong nam 2001 cac
DN Internet ban khoang khong gian chi chiém dugc 7,2% tong kinh phi
chi cho hoat dong quang cdo cta cac nha quang cao. Dbi lap véi su du
doan cuia nhiing ndm vura qua: Trong mét cudc khao sat 50 nha phan tich
thi truong Internet va thi trudng truyén thong cua hing Forrester, cac DN
chi ra 8% trong tong ngan quy cho hoat dong quang cdo chung vao quang
c4o qua Internet vao nim 1999. Tuy nhién con sd nay dang dan bi sai lac
di - Internet thyc chat 1a phwong tién quang céo quan trong cho nhitng DN
va nganh cong nghiép ddc thu chir khong phai cho tat ca. Diéu ny c6 thé
s& thay d6i khi mot sé lugng 16n nguoi tiéu dung ¢ su ndi két truc tiép
ngay tai nha va c6 thé nhan dugc cac chuong trinh ti vi qua Internet.
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Viy nhitng nganh kinh doanh nao c6 thé tmg dung hiéu qua quang
céo tryc tuyén? Theo Vin phong quang céo Internet (Internet Advertising
Bureau - IAB - Hoa Ky) thi hau hét ngan sach chi cho quang céo truc
tuyén trong ndm 2001 13 tir nhiitng loai san phim nhu sau:

- Cac san pham c6 lién quan truc tiép dén nguoi tiéu dung: 30%
- May tinh 18%

- Cac dich vu tai chinh 12%

- Cac phuong tién truyén thong da phuong tién 12%

- Cac dich vu kinh doanh, thwong mai 9%

Con tai Viét Nam, theo Bao cao TMDT Viét Nam 2006, doanh thu
tir hoat dong quang céo truc tuyén nim 2005 1a 30 ty dong; dén nam
2006 con sb nay tang 1én 65 ty dong, chiém 1/2 thi phan quang cdo toan
nganh. Diéu nay cho thiy cic DN Viét Nam da nhan thdy duoc tim quan
trong va hiéu qua ma quang céo truc tuyén dem lai; wdc tinh dén nam
2010 doanh thu ctia quang céo truc tuyén dat 500 ty dong.

Quéng c4o ndi chung va quang c4o truc tuyén noi riéng dang mo ra
mot co hoi kinh doanh 16n cho cac DN chuyén quang cao tai Viét Nam. Tuy
nhién, cac DN quang cdo Viét Nam con chua chuyén nghiép, thiéu tinh sang
tao, do vay linh vuc kinh doanh tiém ning ndy gan nhu bj thau tém boi cac
DN quéang céo nude ngodi. Theo thong ké ¢ Viét Nam hién nay, hon 80%
thi phan quang c4o ndm trong tay ctia gan 50 DN nudc ngoai; 20% thi phan
con lai chia déu cho gan 3000 DN quang cdo trong nudc.

7.2.2. Cdc mé hinh quéng cdo triee tuyén

Thu dién tr, cac phuong tién khong day va banner quang cao 1a 3
phuong tién cha yéu cho quang céo truc tuyén. Quang céo qua thu dién
tr va quang cao khong day thuong chu yéu dua trén van ban, va lién
quan dén noi dung gtri dén cho khach hang tir mgt bén thur ba. Ngugc lai,
banner quang cdo lai bao gdm cac ndi dung truyén thong da phuong tién.
Banner quang cao c6 thé chi 1d mot dong ndi dung nho véi su lién két
duogc 10ng ghép véi trang web ciia nha quang cdo, con quang cdo qua thu
dién tir con c6 thé bao gém ca dd hoa. Tuy nhién, dya vao dinh nghia cia
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quang céo truc tuyén, can chi y raing HTML va cac thong diép qua hinh
thirc thu dién tir da phuong tién dwoc gui tryc tiép tir DN thong qua
Internet dé dén voi ngudi st dung 1a marketing dién tir truc tiép, chi
khong phai & quang cdo. Trén thyc té, cac DN thuong sir dung cong cu
banner hon la quang cao qua thu dién tir va quang cao khong day.

Quing cdo qua thw dién ti: La mot loai hinh quang cdo tryc
tuyén ré nhéat, quang cdo qua thu di¢n tir thuong chi dat mot ndi dung
quang cdo ngan dugc 1ong vao ndi dung cia cac DN khac. Nhitng nha
quang cdo mua khoang khong gian trong thu dién tor ma duogc tai trg bdi
nhitng DN khac (vi du: yahoomail, gmail). Mac du xu hudng hién nay
thién vé st dung cac thu dién tr qua HTML va qua cac phuong tién
truyén thong khac nhung nhiéu ngudi sir dung van mudn email dya trén
van ban do khi st dung hinh thirc nay thoi gian download nhanh hon. Do
vay, trudc khi mua cac chuong trinh quang cédo qua thu dién tir, DN phai
chdc chin rang ngudi nhan cua ho s& 1a nhimg khach hang thuéc TTDT
muc tiéu.

Quing cao khong diy: La hinh thirc quang cdo st dung banner,
hodc céc ndi dung trén website ma nguoi sur dung dang truy cdp thong
qua cac phuong tién thong tin di dong. Cac quang cdo khong day thuong
str dung mo hinh quang cao dang kéo: ngudi sir dung ldy ndi dung tir cac
trang web c6 kém cac quang cdo. Quang cao thong qua phuong ti¢n di
dong 1a hinh thirc quang cdo mdi véi rat nhidu hira hen va con nhiéu cau
hoi chua duge tra 101. Mot chi dé tranh luan quan trong trong thoi diém
hién nay lién quan dén viéc liéu nhitng ngudi sir dung di dong nén tra
tién cho cac nodi dung hay 1a nhan cac nodi dung quang cdo dugc tai trg.

Mot vai van dé chinh c6 thé gay anh huong dén hiéu qua hoat dong
quang cdo thong qua cac phuong tién thong tin di dong. Thir nhit, bang
thong rong khong day hién nay con kha han ché, s& lam anh huong dén
tdc do download céc thong tin dugc yéu cAu. Th{r hai, vi kich ¢& man
hinh nhé cuia cac phuong tién truy cap khong diy gy nén han ché 16n vé
kich ¢& ctia cac chuwong trinh quang cdo. Thir ba, nd yéu cau cac phuong
thirc khac nhau dé kiém soat hiéu qua ciia quang cdo. Va cudi cung, da s6
nguoi s dung di dong phai tra cho cac dich vu theo don vi thoi gian
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trong khi két ndi truy cip Internet, va rat nhidu nguoi khéng muébn tra
tién cho thoi gian ma ho nhan cac chuong trinh quang cdo. Mic du vay
hoat dong quang c4o nay van mang lai nhitng hiéu qua nhit dinh trong
kinh doanh.

Cac banner quang cao: La hinh thirc quang cdo ma DN dua ra céc
thong di€p quang cao qua website cia mot bén thir ba dudi dang van ban,
d6 hoa, 4m thanh, cac duong link, siéu lién két,... Cac banner bao gom 5
mo hinh quang cdo sau:

- M6 hinh quéang cao tuong tac

- M6 hinh quéang cao tai trg

- M6 hinh quéang cdo lya chon vi tri

- M6 hinh quang céo tan dung ké hé thoi gian
- M6 hinh quang céo Shoskele

Mo hinh quang cdo twong tdac

M6 hinh quang céo twong tac bao gdm cac banner, nat bam,
pop-up,... dugc thé hién duéi dang van ban, hinh anh, am thanh hoac
video clip. Piéu nay ciing twong ty nhu mé hinh quang cdo in duogc sir
dung trén bao, tap chi trir quang cdo trén Internet co thé sir dung hinh
anh, &m thanh, hoac b¢ phim trong nhitng khoang khong gian ctia quang
c40. TAt ca nhitng quang céo thudc loai ndy c6 sy tac dong anh hudng 1an
nhau, cudi cung déu nham muc dich dé nguoi st dung click chudt vao.
Bang viéc click vao nhitng quang cdo, ngudi sit dung s& duoc chuyén
dén website ctia nha quang cdo, noi ma cac hoat dong giao dich va cac
muc tiéu khac méi that su co thé dat duoc. Mot s6 banner nang cao tinh
lién két anh hudng bang viéc tao ra nhitng vi tri cia con chudt trén trang
web va tao ra sy s6i dong, cudn hut khi nguoi st dung lai gﬁn nd. Nhiing
banner khéc lai gan lién véi cac tro choi. Pay 1a mé hinh quang cdo duogc
sit dung phd bién tai Viét Nam hién nay. Tuy nhién van chua co tiéu
chudn nao cho kich ¢& cac quang céo tuong tac vi né con tuy thudc vao
mong mudn ctia DN trong viéc thu hat sy chii y cua khach hang.
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Qudng cdo tai tro

Quang cdo tai trg 1a moé hinh quang cdo cta DN trén website cua
bén thir ba nhung thay vi phai tra tién, DN tai tro ndi dung trén website
d6. Pay 1a hinh thirc quang cdo dugc sir dung rong rii va pho bién trong
marketing truyén théng, dic biét 13 trén bao gidy. Vi du nhitng doanh
nghiép quang cdo hang thyc phim thuong trao ddi cong thirc [am mén in
bao gdm nhiing sin pham ciia ho trong nhing tap chi nay, nhitng nha
quang céo thoi trang thi lai c¢b ging dé gay dugc su cha ¥ vé trang phuc
ctia ho trén cac bai bao. Diéu nay lam cho cic nha quang cdo rat hai 1ong
vi n6 mang lai sy quang bé gia ting va tao ra nhiing an tuong rang cong
chung da kiém dinh va chap nhan chét lugng san pham cua ho. Xu hudng
pha trén nhidu ndi dung nay boi hai hay nhiéu DN dang ngay cang duoc
nhiéu website chdp nhin. Quang céo tai tro mang lai hiéu qua kha 16n
trén website nhét 1a khi ma cac quang co tuong tac di cho thay su kém
hiéu qua. Hoat dong quang céo tai trg rat phi hop v6i hinh thirc website
vi, vé& ban chit, & khia canh thuong mai cua website bao gém mot chudi
hoat dong tao ra su kién gy su chu y cua DN. Mot nguyén nhan khac
1am cho cac hoat dong tai tro dang ngay cang trd thanh ngudn doanh thu
quang c4o 1én cho cac website 1a nhitng kha ning twong tac 1an nhau.

Qudng cdo thong qua toi wu hod cong cu tim kiém

Quang céo lya chon vi tri trén cac cong cu tim kiém (SE) 1a loai
hinh quang co truc tuyén ma qua d6, DN c6 nhu cdu quang co c6 thé
lwa chon vi tri dé quang céo trén website ciia nha cung cap ndi dung.
Khoan phi phai tra cho phuong thic quang cao nay giap DN c6 duoc
nhimng vi tri mong mudn (tht hang cao) trén website cia cac cong cu tim
kiém hogc ¢6 dugc vi tri siéu lién két loi thé hon. DN ¢6 thé thuc hién
theo hinh thirc d4u gia vi tri trong trang két qua tim kiém hodc ciing ¢
thé mua vi tri trong cot bén phai cua cac trang két qua duogc tim.

Qudng cdo tin dung ké ho thoi gian

Quang cao tan dung k& hd thoi gian la cac chuong trinh quang cao
dwa trén nén tang cong nghé Java, xuit hién khi nguoi st dung dang
download ndi dung. Tai My, mo hinh quang céo nay chiém 3% trong
téng chi phi cho cac chuong trinh quang cdo trén trang web. Khi méi
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xuét hién mé hinh quang cdo nay, nhiéu nha quan tri cho rang nd sé
mang lai hi€u qué cao do kha nang thu hat sy cht y cta nguoi sir dung
nhung trén thuc t& hiéu qua mang lai khong dugc nhu mong doi.
Nguyén nhén la do ching tao ra cam giac kéo dai thoi gian cho dgi cua
ngudi sir dung va ngudi str dung c6 thé tit ngay nhimg quang cdo nay khi
nd xuat hién.

Qudng cao Shoskele

La loai hinh quang c4o xuét hién khi ngudi sir dung download noi
dung mién phi, va sau d6 ép budc ngudi sir dung phai xem hét quang cao
dé c6 thé tiép can voi ndi dung download. Diéu nay tao ra loi thé 16n 1a
kha nang thu hut sy chil ¥ cia nguoi sir dung. Tuy nhién mot van dé dat
ra la liéu quang cao c6 phu hop véi nguoi st dung hay khong, c6 hudng
t6i dung thi trudng myc tidu ciia DN hay khong va c6 ding vao thoi diém
ma ngudi sit dung mong mudn hay khong?

7.3. Marketing quan hé cong chiing tryc tuyén

Marketing quan h¢ cong chiing truc tuyén bao gdm mét loat cac
hanh dong duoc thuc hién nham tao dugc cai nhin tich cuc va thién chi
vé hinh anh san phém, dich vu va DN véi cac ddi tuong co lién quan
ctia DN. Muc tiéu cta marketing quan hé cong chung truc tuyén la
quang ba thuong hiéu va to chtc cic chuong trinh sy kién nham tao
duoc su ung ho tich cuc tur phia cac nhan vat hiru quan. Quan hé cong
ching bao gdm cac hoat dong ma anh huong t6i cac ¥ kién chung va
tao ra su tin nhiém cho mot td chic nhat dinh. PR dugc sir dung dé tao
ra su tin nhiém gitra nhiéu tang 16p khac nhau trong mot cong dong vi
du nhu trong mot DN thi giira ¢ déng va nhan vién, cic phuong tién
truyén thong dai chung, nhiing nha cung cap va cic cong dong dia
phuong, ciing nhu 13 ngudi tiéu ding, ngudi mua 1a cac DN, va rat
nhiéu cac nhom db6i tugng khiac. Marketing quan hé coéng chiing truc
tuyén bao gdm cac hoat dong co lién quan dén quang ba thuong hiéu,
nhirng tin tirc thong qua cac phuong tién truyén thong dai ching cua
bén thir ba dé gdy anh huong manh dén TTPT muc tiéu. Boi vay,
marketing quan hé cong ching tryc tuyén chinh 1 mot phan cia quan
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hé cong ching huong vao KHDPT cua DN nhdm muc dich tao ra su
nhan biét va nhitng thai d6 tich cuc cia khach hang vé nhiing thuong
hiéu ctia DN. Marketing quan hé cong ching truc tuyén sir dung cong
nghé Internet bao gém 3 cong cu chu yéu sau:

- Xay dung ndi dung trén website ciia DN
- X4y dyng cong dong truc tuyén

- T chure sy kién truc tuyén

7.3.1. Xdy dwng ngi dung website

M3di mét td chirc, mot DN hay mdt website déu duoc coi 1a cong cu
marketing quan hé céng chiung (MPR) boi vi n6 cung cip cic thong tin
can thiét nhu 14 nhitng tai liéu cung cap thong tin quang céo truc tuyén,
trong d6 bao gom nhiing thong tin vé cong ty va vé san pham ciia DN.
Mic di DN ciing phai tra tién cho viéc xdy dung va duy tri trang web
nhung tu ban than website khong dugc coi 1a hoat ddng quang cao (phai
tra tién cho viéc thué mua khoang khong gian trén cac trang web cua
nhitng DN khéc). Cac trang thong tin vé san pham/dich vu cia DN duoc
sit dung chi dé cung cdp cic thong tin cho khach hang vé cac san
pham/dich vy ctia DN.

Nhiing loi thé khi sir dung trang web cho viéc cung cip cac thong
tin vé san pham 1a: (1) - st dung website c6 chi phi thap hon so véi viée
tao ra cac tai liéu gi6i thidu bang gidy in; (2) - cac thong tin vé san pham
duoc cap nhat thuong xuyén theo co s¢ dir liéu cia DN vi cac ndi dung
ctia trang web c6 thé dugc thay ddi dé dang. Cubi cing, trang web co6 thé
gitip cho nhing ngudi mudn tim nhitng san pham cy thé mot cach nhanh
chéng va dé dang.

Website cia DN mang lai rat nhiéu lgi ich trong viéc quang ba hinh
anh DN, vay 1am thé nao dé DN 16i kéo dugc nhiéu ngudi truy cap? Dé lam
duoc diéu do, website ciia DN phai dam bao tra 161 dugc 2 véan d¢é sau:

- Thtr nhit, nguoi sir dung mong muén gi trén website?

- Thtr hai, t61 vu hod cac cong cu tim ki€ém nhu thé nao?
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Muc tiéu cia nhirng ngudi sir dung trang web la gi?

Dé tang tinh hiéu qua cho website, didu quan trong nhat 13 trang
web phai lam hai long nhirng KHDPT muc tiéu cia DN. Cac trang web
c6 thé 1a cung cép cac tro choi gidi tri (tro choi hay 1a cac buu thiép
dién tr), xdy dung cong dong (cac sy kién truc tuyén, cac phong chat,
va cac nhom thdo luan qua thu dién tir), cung cép mot kénh truyén
thong véi khach hang (thong tin phan hoi ciia khach hang va cac dich
vu khach hang), cung cdp cac thong tin (lya chon san pham, gi6i thiéu
san pham, gidi thidu cac nha ban 18). Ngoai viéc cung cép cac thong tin
gia tri gia ting, website cia DN con phai dam bao mot sé yéu cau sau
(Frost & Strauss, 2002):

- Gia tri: Nguoi st dung mudn tim kiém thong tin, cac dich vu giai
tri hay nhitng muc dich khic nhu viéc mua hang tai website. Néu cac
trang web khong nhanh chéong dap tmg dugc nhitng yéu cau ciia nguoi sir
dung - hoic néu nhitng thong tin ctia ho bi 16i thoi - thi ngudi st dung sé
chuyén sang nhitng trang web khac dap tng duoc yéu cau cua ho.

- Tiép nhan dugc cac thong tin: Mot vai ngudi mudn nhiing thong
tin c6 thé nhin thiy duoc trong khi nhitng nguoi khéc thi lai thich nhiing
tin hiéu ma ho c6 thé cam nhan dugc bang cac giac quan nhu 13 nghe
thdy hodc c6 thé so thiy duoc hon. Nhimg nha phat trién website nén sir
dung thém céc hinh anh, so d6 va cac video cho nhiing ngudi mudn tim
hiéu thong tin théng qua thi giac, tao ra cac tiéng dong d6i v6i nhiing
nguoi muén tim hiéu théng qua thinh giac, va cung cp nhiéu ct nhip
chudt hay cac doan phim thé hién hanh dong va hoat dong dbi véi nhitng
ngudi mudn tim hiéu théng qua xac giac. Cling nhu vay, mot vai ngudi
sir dung s& di thang dén nhitng duong link vin ban va mot sé nguoi khac
tim dén sy cam nhdn thong qua thi giic. Pay 1a cach an toan nhét dé
cung cip thong tin cho nhiéu mé hinh khac nhau dap tmg cho tat ca moi
yéu cau va loai thoéng tin. Mot vi du dién hinh 1a trang web cua
Microsoft: chi trong cung mot trang ma cho phép nguoi st dung tim
kiém theo 4 cach khac nhau! Nguoi st dung cé thé click vao loai san
pham tir menu cic san pham, hodc 14 tim kiém thong qua cac tir khoa
trong phén “Find It Button”, hodc 1a chon Iya né tr danh sach theo thir tu
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bang chit cai cua san pham dugc x&p tur trén xuodng, hodc 1a click vao
nhitng nhom san pham thong dung.

- Han ché tinh trang qua tai thong tin: Chuyén vién thiét ké website
c6 thé gitip ngudi str dung han ché trinh trang qué tai thong tin bang cach
thiét ké mot cu trac to chirc tt trong trang web vé6i viée thiét ké cac
trang ma thu hat nguoi doc thong qua cac biéu dd va dé muc, chii d& mot
cach c6 y nghia.

- Rt ngin thoi gian cho doi: thong thuong ngudi sir dung chi cho
tir 7 dén 10 gidy dé download mét trang web. Ho s& lu6t qua trang web
mot cach nhanh chéng, cd gang tim nhimng thir ho mudn, va chuyén tiép
nhanh chong néu ho khong tim thay thir ho can.

- Giam thiéu vi¢c lac trong khong gian may tinh: rat dé bi lac trong
cac website. Cac cong cu tim kiém, cac chi muc, viéc to chiic tot cac
trang web va cac yéu t6 khac co6 thé giup khac phuc tinh trang nay.

- Kha nang tiép nhan thong tin ¢ bat ky dau, bat ky luc nao: Cac
website guri ndi dung dén nguoi st dung qua PDAs, dién thoai di dong va
cac thiét bi di dong khéc. Do kich ¢& man hinh cua cac thiét bi di dong la
nho, nhitng nguoi st dung di dong khong thé truy cip vao cic website
thong thuong, do la nguyén nhan tai sao cac DN tao ra nhiing site dac
biét cho cac thiét bj di dong nay.

T6i wu hoéa cac cong cu tim kiém (Search Engine Optimization -
SEO)

Céc nha quan tri marketing can phai giup nguoi sit dung dé dang
tim duoc website cia DN trong hang triéu website khac. Da sb ngudi sir
dung hién nay dén vé&i website thong qua cac cong cu tim kiém (Search
Engine). Mot trong nhimng k¥ thuat phd bién hién nay 1a t6i wu héa cac
cong cu tim kiém - nham gitp cho website ciia DN ¢6 thé dat duoc vj tri
trong nhimg trang dau tién cia két qua tim kién. Theo Jupiter Media
Metrix, gan 47% ngudi st dung trang web dugc khio sat noi rang cach
thong dung nhat dé ho tim thdy cac san pham trong cac gian hang truc
tuyén 13 thong qua cac cong cu tim kiém. Nhitng DN nidm trong top 10
két qua tim thay dau tién s& c6 duoc ti 78% sd ngudi ghé thim quan, do
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do6 rat nhiéu DN st dung SEO dé chdc chac rang tén trang web cia ho s€
dugc xép ¢ vi tri cao trong cac két qua tim kiém.

Pé trién khai SEO, cac DN déu tién phai dang ky v&i cac phuong
tién tim kiém ding dau cho nganh va linh vuc kinh doanh cua hg. Mac
du cac robot tim kiém thuong ty tim nhiing trang web mdi, thic day
nhanh quy trinh ding ky tim kiém. Sau d6, DN sir dung nhiing tir khéa ¢
thé mo ta hiéu qua nhét trang web ciia ho trong viéc gin thé (Tag) an
HTML duoc bb tri boi céac cong cu tim kiém. DN cling rat can than khi
dua ra mot nhom tir hodc tiéu dé trén nhiing trang web cta ho dé phan
anh nhitng nhom c6 cing chu dé, tham chi 1a ¢6 chu dich riéng bao gébm
cac cach danh van khac nhau cta tir khoa ma ngudi st dung s& gd khi tim
trong cac cong cu tim kiém (VD: email va e-mail). D& c¢6 thé luon duoc
dtng & vi tri cao trong cac danh sach két qua tim kiém dugc, cac chuong
trinh SEO phai dugc diéu chinh va cap nhat theo ngay. Ngay sau khi mot
DN tim ra cach dé dugc xép & vi tri cao trong danh sach tim kiém thi
nhiitng DN khac ciing s€ 1am theo nhu vdy va x6a di nhitng co hdi cua
ngudi dimg dau.

7.3.2. Xdy dung cong dong truc tuyén

Rat nhiéu trang web xay dung cong dong truc tuyén thong qua céac
chatroom, cac nhém thao luan, va cac su kién truc myén. Amazon cho
phép nhimng ngudi sir dung dua ra nhitng 101 binh vé cudn sach yéu thich,
cho phép nguoi khac duge doc nhitng 161 binh d6 va danh gia 161 nhan
x¢t cia nhitng nguoi khac. Trong mot chung muc nao do cac trang web
tap trung nhitng nhom nguoi cd cung sy quan tam, so thich tuong tu
nhau, nhitng nguoi st dung s& quay lai dé xem nhiing nguoi ban ciia
minh dang 1am gi va dang thao luan truc tuyén vé van dé gi. Cong dong
nhitg nhom nguoi sir dung tryc tuyén cd cing so thich dén tir nhiéu
vung dia 1y khac nhau déu co trién vong s€ dugc mang lai sy théa man.
Diéu nay bao gdm ca cong ddng kinh té ciing nhu nhitng nhém ngudi
tiéu dung.

Cong dong truc tuyén yéu cau lap ra mot bang thong tin dién tir.
Bang thong tin dién tr hay Ia tin trc nhom 1a noi ma ngudi st dung cé
thé dua 1én nhiing thong diép, thong tin dudi dang thu dién tir trén nhitng
chu dé da duoc chon sin dé cho nhitng ngudi str dung khac c6 thé doc
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duoc, ... Trao d6i qua thu dién tir 1a hinh thirc nhoém thao luan qua thu
dién tur véi nhitng nguoi dang ky thanh vién thuong xuyén.

7.3.3. Xdy dung cdc sw kién triee tuyén

Cac su kién truc tuyén duoc tao ra dé tap hop nhirng s¢ thich va su
quan tdm ctia ngudi st dung va thu hit sé luong nguoi dén véi trang
web. DN ¢6 thé t6 chuc cac chuong trinh, su kién truc tuyén thong qua
cac budi thao ludn, hoi nghi, hoi thao tryc tuyén nham thu hat KHDT
tiém nang va KHDT hién tai, tir do hiéu rd hon nhu cau cia ho.

7.4. Xiic tién ban tryc tuyén

Xuc tién ban tryc tuyén 1a hinh thirc khuyén khich ngin han duéi
hoat dong ting qua hodc ting tién ma giup ddy nhanh qua trinh dua san
pham tir nha san xudt téi tay nguoi tiéu dung cudi cung. Cac hoat dong
clia xuc tién ban bao gdm: Phat coupon, ha gia, san phdm mAu, cic
chuong trinh khuyén mai khac nhu thi dua co thudng va giai thuong
(mién phi hodc véi mirc gia thap). Trong sé d6, phat coupon, mau hang
va thi dua co thuéng/phan thuéng dugc st dung rong rii trén Internet.
Céc nha phan tich thi truong nhan thay viéc xdy dung céc chuong trinh
xuc tién ban qua Internet c6 ty 1& hdi dap cao gip 3 dén 5 1an so vai xuc
tién ban truyén thong. Trong khi hau hét cac chuwong trinh xtc tién ban
ngoai tuyén déu huéng tryc tiép dén nhitng DN trong kénh marketing, thi
cac xuc tién tryc tuyén hudng truc tiép dén ngudi tidu dung. Muc tiéu
clia xic tién ban truc tuyén bao gdm xay dung thuong hiéu, xay dung cac
co s& dir lidu, va hd tro cho hoat dong ban hang tryc tuyén va ngoai
tuyén ting 1én

7.4.1. Str dung coupon

Cung cap cic coupons 1a mot hinh thirc kinh doanh tryc tuyén phd
bién. Cac DN sir dung coupon dién tir ciing giri cac ban thong bao qua
thu dién tir khi ma nhimg coupon mdi xuat hién trén trang web, nhitng nd
lwc nay nham xay dung 10ng trung thanh cta khach hang véi thuong
hi€u. Mot cudc nghién ctru da nhan théy rr:ing 55% sb nguoi st dung truc
tuyén thich nhan cic coupon qua email hon, trong khi d6 30% thich nhan
thong qua céac to bdo va 18% thich nhan thong qua hinh thuc gui thu
thong thuong.
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7.4.2. Khuyén khich dung thiv hang méu

Mot vai trang web cho phép ngudi sir dung ding thir cic san pham
s6 hoa cua minh trude khi ho mua hang. R4t nhiéu cac DN phan mém
cung cap dich vu download mién phi mot doan chuong trinh nhat dinh
trong cac phan mém ctia minh. Mdi ban demo nay c6 thoi han sir dung
trong khoang tir 30 dén 60 ngay, sau thoi gian d6 ngudi st dung ¢ thé
chon viéc mua cac phan mém nay. Céac gian hang am nhac truc tuyén cho
phép khach hang nghe thir 30 gidy trong cac clip am nhac trude khi dat
mua CD. Cac cong ty chuyén nghién ctru thi truong thi thuong dua ra két
qua ctia cac cudc diéu tra nhu mau dé “du d6” cac DN mua céc bao co
cua ho.

7.4.3. Hang khuyén mai

R4t nhiéu trang web t6 chirc cac hoat dong khuyén mai, thi dua co
thudng va giai thuong dé kéo mot sé lwong 16n ngudi sir dung dén voi ho
va gilt ho quay lai voi trang web. Cac cudc thi c¢o thuong yéu cau ky
nang trong khi cac chuong trinh phan thudng chi c6 mot co hdi duy nhat
danh cho nhirng ngudi chién thing. Ciing nhu trong thé gidi ngoai tuyén,
cac hoat dong xtc tién ban tao ra su htng thu va hép dan vé thuong hi¢u
san pham va thuyét phuc khach hang dén gip nhig nha ban 1. Ho
thuyét phuc nguoi sir dung chuyén tir trang ndy dén trang khéc trén cing
mdt website, boi vay no lam ting sy dinh két giita nguoi sir dung vai
website. Cac chuong trinh phan thuong phai ludn duge thay ddi thudong
xuyén, nhitng ngudi st dung s& quay tro lai trang web dé tim kiém co
hoi chién thing mdi nhat cho minh.

7.5. Marketing dién tir trye tiép

Khai niém marketing truc tiép da ra doi vao thap ky 90 cua thé ky
20 va dan duoc gidi doanh nhén sir dung phd bién trong hoat dong kinh
doanh nham thiét l4p, duy tri va phat trién mbi quan hé v6i khach hang
thong qua hang loat cdc phuong tién, nhu thu gui kém to roi hodc
catalog, dién thoai hoac fax, gidi thi¢u va ban hang truc tiép trén ti vi
(TV), dai hodc email va Internet.
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Theo cach hiéu don gian nhit marketing truc tiép 1a viéc truyén
thong truc tiép t6i khach hang nhdm tao ra phan ng dat hang truc tiép.
Céc phan tng d6 c6 thé 1a tim hiéu thong tin, tdi thim noi ban hang, cira
hang giéi thiu san pham, ... Marketing truc tiép 14 1 trong 5 hinh thirc
truyén thong marketing (mdt by phan cua marketing mix, con dugc goi la
xuc tién hdn hop): Quang cdo, xtc tién ban (khuyén mai), tuyén truyén,
ban hang ca nhan va marketing truc tiép. Khi d6, marketing truc tiép ¢
thé gitip DN truyén thong tin t6i cho khach hang nhung can dit trong
mdi quan hé twong tic voi cic cong cu marketing khac nhu san pham,
gi4 ca va kénh phan phdi. Ngoai ra, marketing truc tiép kho co thé s
dung don 1¢ ma can két hop vdi cac hinh thre truyén thong khac.

Theo Hiép hoi Marketing tryc tiép (DMA) thi “marketing truc tiép
1a mot hé thong truyén thong marketing hoat dong thudng xuyén co su
tuong tac ciia mot sé cac phuong tién quang céo va truyén thong nham
tao ra cac phan tng trao d6i hodc giao dich (c6 thé do ludng) tich cuc tir
phia khach hang ma it bi giéi han boi khong gian va thoi gian”. Diém
khéc biét co ban nhit giira marketing truc tiép va marketing truyén thong
1a su twong tac, trao doi thong tin qua lai gitra ngudi mua va ngudi ban,
giita chu thé truyén thong va khach thé - d6i twong nhan tin; marketing
truc tiép dugc thyc hién qua rat nhiéu cac hoat dong tmyén thong cu thé
nhu thu, dién thoai, catalog, to roi, TV, dai, nhan vién thuong mai, mang
ban hang tai chd va Internet. Muc tiéu ciia marketing truc tiép luon
hudng téi mot sy hudng ing cua khach hang dit mua san phdm cia DN.

7.5.1. Email

Véi 8 ti email dugc gui qua Internet trén toan ciu trong 1 nim,
nhiing nguoi truy cap Internet danh hon 1/3 thoi gian 1én mang dé quan
tri thu dién tir. Nhiing thu dién tir c6 lién quan dén marketing chiém 22%
trong hop thu dén cua nguoi str dung, trong d6 ¢ 1/2 1a thu khong duoc
yéu cau giri (unwanted spam).

Thu dién tr c6 mot sd wu diém hon so voi giri thu truc tiép qua
duong buu dién. Thir nhat, nd khong mat buu phi va cac phi in. Thi hai,
thu dién tir dua ra cach thirc thuan tién va tinh ngay lap tirc cho nhiing
phan ung dap lai truc tiép. Thar ba, va day duoc coi 1a wu diém quan
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trong nhét, thu dién tir co thé tu dong guri mail da dugc ca nhan hoa theo
timg ddi twong nguoi st dung dé dap Gmg dugc nhitng nhu ciu cua ho.
Cudi cung, thoi gian thu dén ngudi nhan cia email nhanh hon véi viée
gui thu qua buu dién. Nguoc lai, diém han ché cua email bao gém spam
(thu dién tir khéng dwugc phép cta ngudi nhan) va van dé kho khan khi
tim kiém nhitng danh sach email thich hop. Ngudi tiéu ding cam thay
kho chiu nhiéu véi cac spam hon 13 véi cac thu giri qua dudng buu dién
ma khong dugc phép cia nguoi nhan. Trong khi cac danh sach thu gui
truc tiép duoc muc tiéu hoa cao va chinh xac con gilr trong cac dia chi
guri thu qua dudng buu dién thi cac danh sich cua email rat kho khan
trong viéc chira dung va duy tri nd. Cac danh sach c6 thé duoc xay dung
theo 3 cach: Tap hgp thong qua hoat dong dang ky thanh vién trén
website, hoat dong dang ky thué bao, hay qua cac ban bao cdo mua hang;
hoat dong dugc thué tir cac nha moi gidi danh sach; hay dugc thu luom
tir cac nhom thong tin hay qua céc danh ba email tryc tuyén.

Mot van dé kho khan v6i marketing truc tiép qua email d6 1a mdi
ngudi st dung thudng co nhidu hon mot dia chi email cho riéng minh.
Ngay khi doanh nghi€p c6 dugc mot danh sach dia chi email ctua khach
hang chinh x4c roi, ngudi str dung co6 thé lai da thay ddi dia chi email
moéi cia ho - day 1a mot van dé rat 16n vi khong hé thong nao co thé gui
email d6 sang dia chi email méi cho khich hang giéng nhu viéc goi dién
thoai hay la giri thu qua duong buu dién dugc. Nhitng nha thi truong
dién tir phai nhé rang thu dién tir khong don gian nhu thu gui qua dudng
buu dién, trir viéc né khong phai dung dén gidy dé viét va khong phai
qua cac tram buu di¢n. Thu dién tir dua ra co hdi cho viéc ddi thoai thuc
sy v6i nhitng khach hang riéng 1¢, ciing nhu 1a mot cich dé mo rong va
sau hon nita nhimg mdi quan h¢ khach hang thay vao viéc sir dung don
thuan né chi dé tim kiém thém khach hang méi

Cac DN c¢6 thé sir dung email guri di dé thong bao, dé giri cac chao
hang xuc tién, hodc dé truyén thong cac van dé& quan trong va cé lién
quan t&i cac nhan vat hitu quan. Rat nhiéu DN di guri thu thong bao dinh
ky bang email - mot cong cu tuyét voi cho viée giao tiép voi khach hang.
Thu thong bao qua email ngay cang dugc st dung rong rai vi chung cung
cap nhiing loi ich sau:

233



* Tén DN guri email dugc ghi 1 rang va day du

* C4 nhan hoa hoat dong truyén théng voi nhitng ndi dung duoc
bién d6i cho phu hop vé6i nhu cau.

* Chi ra cho nguoi nhan duong link dé quay lai voi website cia DN
* Ngudi nhan co thé chuyén tiép email cho ban bé ctia minh
7.5.2. Email Opt - in va opt - out

Khi thué cac danh sach dia chi email tr nhitng nha moi giéi danh
sach, nhitng nha phan tich thi truong nén tim kiém nhiing danh sach ma
dam bao 100% d6 1a opt-in. Opt-in duge hiéu 1a viéc ngudi sir dung dong
¥ty nguyén nhdn cac email thuong mai vé nhitng cha dé phu hop véi su
quan tam, s¢ thich cta ho.

Nguoi str dung website ¢ rat nhiéu cach dé dé dang opt-in, viét lai
cac dia chi tai cac trang web, nguoi su dung co thé tim théy mot muc nhé
ghi 16 13 muén nhan email cua cong ty, click vao dé va dién vao dia chi
email cua minh. Mot cudc nghién cuu chi ra rﬁng cac danh sach voi
nhimng thanh vién opt-in s& co sy phuc dap cao hon ddi voi nhimg danh
sach khong opt-in. Cac thong diép marketing dé giri dén cac danh sach
opt-in ¢6 thé thu dugc ty 18 phuc dap 1én dén 90%, diéu nay vuot troi hon
han khi so sanh véi ty 18 0,05% sd ngudi click vao cac banner quang céo.
Céc danh sach opt-in c6 thé dem lai thanh cong vi nhitng ngudi st dung
thuong nhan dugc coupon, tién mat hay céc san phém cho viéc tra 101
phuc dap cua minh. Véi phuong phap nay, nhitng nha phan tich thi
truong dang chuyén ddi cac chi phi chi cho hoat dong marketing sang
cho nguoi tiéu ding dudi hinh thirc phan thudng thay cho viéc dung chi
phi nay ¢é mua khéng gian cho quéang céo.

Opt-out 13 viéc ngudi sir dung khong mudn tiép tuc nhan email cia
DN nita. Ho sé& click vao biéu tugng khong nhén thu nam trong noi dung
thu dién tor ma DN guri dén cho ho. Véi viée st dung opt-out, DN s¢ biét
chic dugc nguoi ndy mudn hay khong mudn tiép tuc nhan thu dién tir
ctia minh dé dam bao hiéu qua cao nhit cia email marketing.
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7.5.3. Tin nhin SMS

Tin nhin dang vin ban ngan duogc giri tir mdt ngudi s dung nay
dén ngudi sir dung khac qua Internet, thuong 13 qua dién thoai di dong
hoic qua PDA. SMS duoc giri giita nhitng ngudi st dung truc tuyén
trong cing mot thoi diém. SMS sir dung cong nghé luu va gui giir lai tin
nhin trong vai ngay, thuong thu hiit nhimg nguoi sir dung dién thoai di
dong boi ho c6 thé trao ddi thong tin nhanh chong ma chi phi lai kha ré.
Khi ngudi str dung giri nhitng tin nhin ngin dang vin ban, ho phai tra phi
cho thoi gian st dung qua dién thoai di dong, nhung chi phi nay van con
12 nho néu so sanh véi viée su dung di¢n thoai dé noi chuyén. Hon nfra,
SMS rat dé dang boi nhitng nguoi sir dung khong phai mé thu dién tir
hay cac chuong trinh phan mém khac dé guri hay nhan thong tin. Thay
vao do, nguoi su dung co thé soan cac tin nhan qua dién thoai di dong.

Vay lam thé nio ma nhitng nha phan tich thi truong c6 thé lgi dung
tién ich cia SMS? Hau hét cic chuyén gia dong ¥ rang nhiing nha phan
tich thi trudng c6 thé xay dung nhitng mdi quan hé bang viéc gui cac
thong tin dugc sy cho phép cua ngudi nhan dén khach hang cua minh
vao thoi gian va dia diém ma ho mudbn nhan n6. Bé thanh cong, cac tin
nhén gui di can ngfm gon, dugc ca nhan hoa, cé sy anh huong 1an nhau,
va c6 lién quan dén nhau. Nhiéu ngudi st dung mudn nhan dugc nhiing
tin nhdn SMS canh béo vé nhiing tham hoa thién nhién sip xdy ra tir
nhirg hang bao hiém cia ho, hodc nhitng tin nhin thong bao vé viéc tri
hoan nhitng chuyén bay, hay 13 thong bao vé viéc van chuyén hang hoa
qua dém.

7.5.4. Spam

Spam duogc coi l1a mdt khia canh ti€u cuc ctia hoat dong marketing
qua thu dién tr. Nhitng nguoi st dung phat trién thudt ngir “spam” am
chi su ti€u cyc trong loai hinh thu dién tir nay. Nhitng nguoi nhan thu
dién tr nhan thiy khi spam c6 thé anh huong dén sy riéng tu cua ho thi
n6 c6 thé s& giri dén hang ngan nguoi st dung khac trong cac dién dan
nhom théng tin va dén cac danh sach email ctia nhirng ngudi ban cua
ho, diéu d6 1am mét di hinh anh cua DN trong mat ciia khach hang va
cong chung.
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Hing Nike rit nhay cam véi spam dén ndi ma ho di dua ra mot
chinh sach chéng spam nhu sau: Hang Nike khong ban, khong thyc hién
cac hoat dong thuong mai v6i cac thong tin cd nhan ctua khach hang -
nhimg khach hang di cung cip cac thong tin trong viéc dang ky thanh
vién hay cac thong tin tham gia chuong trinh trang thudng. Thong tin
nay duoc sir dung chi dé dem lai nhitng loi ich t6t hon cho nhitng ngudi
str dung trén web ctia Nike va dé cai tién cac giao dich c6 lién quan duoc
thuc hién trén website. Tuy nhién, dit liéu nay trong mot mau tap hop
dugc cung cip cho cac bd phan khac nhu marketing, quang cdo, hay cac
muc dich st dung khac. Vi du nhu, chu yéu khéach tham quan Nike.com
1a nam ¢ d6 tudi tir 8 dén 18. Nike c6 thé sir dung cac dia chi email va
cac thong tin xac dinh mang tinh c4 nhan khac dé lién lac véi khach dé
thyc hién cac hoat dong giao tiép, truyén thong voi Nike. Vi dy, hang
tryc tiép guri email cho khach hang nhimg ngudi da cung cip cho ho dia
chi email cho nhitng muc dich mua hang cua ho cu thé nhu 1a viéc khach
hang mudn nhan céac thu théng bao ctia hing hay 1a mudn nhan cac thong
béo néu ho chién thing trong céac tro choi c6 thudng. Mbi thu thong bao
dién tir ludn ludn chira nhitng huéng dan lam thé nao dé khong tiép tuc
nhan thu tir hing néu ngudi st dung khéng mubn nita. Tuy nhién, néu
ngudi str dung Iya chon viéc khéng mudn nhan nhitng thong tin nita va
opt-out bat ky thu nao trong tuong lai, ho nén giri lai email d&én cho Nike
va danh chir: UNSUBSCRIBED (khong tan thanh) trong ndi dung ma ho
gui lai cho Nike.

Nhitng nguoi soan ra cac spam (spammer) thuong c6 dugc dia chi
cac nhom thong tin (newsgroup) khi nhiing thanh vién dua bai l1én va sau
d6 spam duogc giri dén tat ca cac thanh vién. Cac danh sach spam co thé
duoc tap hop tr nhitng danh ba dién thoai cong cong nhu la cung cép cho
cac truong dai hoc dé tim kiém dia chi email cua céc sinh vién. Spammer
thuong gidu dia chi email ctia ho vi thé nhitng nguoi nhan khong thé
reply lai dugc. Cac sach lugc thyc hién mot cach cu tha va khong co
dao dirc nhu thé nay bao gdm viéc tao ra cac spam thong qua email cua
may chu cta nhing to chirc hop phap vi vay cac théng diép xuét hién
thuong tir nhitng nhéan vién cia t6 chirc 6.
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Spam ciing 14 mot vin dé trong thi truong B2B ciing nhu trong thi
truong B2C. Nhitng bién tap vién tir cac phuong tién truyén thong dai
chung phan nan vé viéc ho nhan dugc spam tir nhitng nhan vién quan hé
cong chiing tai cac DN. C6 mot sb gii han giup han ché cic spam.
Nhiéu nhém thong tin giam cac spam bang cach ding hé thong loc spam,
va hau hét cac chuong trinh email déu dua ra cho ngudi str dung lira chon
dé loc spam. Cling c6 mot sb lugng 16n cac spam dugc loc boi hé théng
tim kiém ISPs dé gitip thu lai chi phi cho viéc cac spammer lam cho hé
thdng ciia ho trd nén cing thang va phtc tap tir rat nhiéu nhimg thong
diép spam. Can nhd rang tat ca nhitng email khong duoc sy dong ¥ cua
khach hang déu bi coi 1a spam; do vy, v6i hinh thuc gii thu truc tiép,
khi email thich hop va c6 tinh hiru dung ddi v6i ngudi st dung, no sé
duoc chao don con ngugc lai thi khong.

Nhitng danh sach opt - in ngdy nay cang ngdy cang gia ting dé
nhic nhd nguoi st dung ring ho khong phai dang giri spam. Thong
thudng viéc nay s& c6 & ngay trén dau phia bén phai mdi email: “Ban
nhan dugc thong diép nay boi vi ban d yéu cau duoc thong bao vé ....”.
Nhitng email nay ciing huéng dan ngudi st dung ho ¢ thé yéu cau mot
cach d& dang nhu thé nao dé duoc doi khoi danh sach. Pay 1a diéu quan
trong ké tir khi rat nhiéu ngudi sir dung khong nhan ra minh da opt - in,
dac biét 1a néu ho da opt - in trong mot thoi gian dai va khong con phu
hop véi thoi diém hién tai cta ho nita.
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CHUONG 8

QUAN TRj PHAN PHOI TRONG THUONG MAI
PIEN TU

Muc dich chii yéu ciia chwong ndy la nham cung cdp nhing kién
thire, phiwong phdp co ban vé nguyén Iy phan phéi va cdc quyét dinh
quan tri kénh phan phéi trong TMPT. Néi dung chit yéu ciia chirong nay
g(;m.' Phédn dinh ré nhiém vu, dic diém va vai tro cia phan phéi va
logistics trong TMPT; Moi quan hé cia kénh phéan phéi trong marketing
TMPT: tir d6 chi ré cdu triic t6 chire kénh phdn phéi thuwong mai va cdc
néi dung quyét dinh quan tri kénh phin phéi co ban trong TMDT.

8.1. Khai niém, dic diém va vai trd ciia phan phéi trong thwong mai
dién tir
8.1.1. Khdi niém phén phoi trong thwong mai dién tiv

Céc nha quan tri marketing rat quan tim dén hoat dong phan phdi
boi hoat déng nay gitp xac dinh chinh xac khach hang nhan san phdm va
dich vu nhu thé nao. Kinh nghiém cua khach hang trong vi¢c tiép can voi
san pham thuong tao nén nhitng mau sac bao phii ca thuong hiéu cia san
pham d6. Vi dy, hing may tinh Dell hién dang duy tri viéc kiém soat toan
bo kénh phan phéi ciia minh, do d6 khach hang khi mua cac san pham
ctia Dell sé truc tiép thong qua nha san xuat. Cac nha quan tri marketing
con gitip cho DN thiét 1ap cac chién luge cho hoat dong cong bd, tiép can
va phan phdi cac san pham dich vu.

Mot kénh phan phéi trong TMPT 1a mot nhom nhitng DN - ca
nhan c6 mdi quan h¢ doc lap va phu thudc 1an nhau, st dung cac phuong
tién dién tir hodc cac phuong tién truyén thong khac dé ciung tham gia
vao qué trinh dua san pham - thong tin vé san pham tir nha san xuit dén
ngudi tiéu dung cudi cung.

Kénh phan phi bao gom nhitng thanh vién sau:
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- Nha san xuat: Cac DN san xuat ra cac san pham hang hoa va dich vu

- Cdc trung gian phdn phoi: La nhitg DN cé nhiém vu két ndi gitra
ngudi mua va ngudi ban; lam nhiém vu trung gian cho cac hoat dong
giao dich gilta nguoi ban va ngudi mua. Trong moéi truong TMDT, tuy
theo timg dic diém cua san pham, dich vu ma cac loai hinh trung gian
phan phéi nay c6 thé ton tai hodc khong ton tai. Can ctr vao dic diém san
pham, dich vu c6 thé phan loai thanh hai hinh thirc trung gian phan phdi
dién tir gdbm: Thir nhét 13 trung gian “Click and Mortar” va “Brick and
Mortar”

- Nguoi tiéu dung, khach hang, hay nguwoi mua: La nhiing nguoi
tiéu dung hodc st dung cac san pham hang hoa va dich vu.

Mdi thanh vién trong kénh phan phdi thyc hién nhing vai trd va
chire ning marketing nhit dinh dé c6 thé dua san pham tir diém dau tién 1a
nha san xuat &én diém cudi cung 1a tiéu dung. Ngoai chtrc ning ndi lién
ngudi ban va ngudi mua, cac trung gian phan phdi con ton tai trong kénh
dé thyc hién nhimng chic ning khac ma néu str dung cac thanh vién kénh
khac thi s€ khong dem lai hi¢u qua cling nhu tinh hgp 1y so v6i stir dung
céc trung gian nay. Cac loi ich ma trung gian phéan phdi c6 thé dem lai nhur
thuc hién hoat dong giao dich trung gian giita cac bén, giup DN co thé ha
thap dugc cac chi phi tim kiém, chi phi giao dich, va chi phi di lai.

8.1.2. Dic diém ciia kénh phin phéi trong thuwong mai dién tiv

Kénh phan phéi trong TMBT c6 nhitng dic diém sau day:

- P06 dai cua kénh phan phdi,

- Su linh hoat trong mo rong / thu hep kénh phéan phéi,

- C6 kha ning nang cao hiéu qua ciia phan phéi nhd viéc mo rong
pham vi, téc d6 va tinh lién tuc,

- Cac hé théng vat ly va h¢ théng thong tin ndi lién véi nhau, tao
su hop tac va quan tri trong vi€c giao hang.

N6i dén do dai kénh phan phdi 1a mudn néi dén sé lugng céac trung
gian phan phdi xuit hién giita ngudi mua va ngudi ban. Kénh phan phi
ngin nhat 1a kénh phan phdi ma khong c6 céc trung gian phan phdi - nha
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san xuét thuc hién cac hoat dong thuong mai truc tiép vO1 nguoi tiéu
dung, day la cach ma hang may tinh Dell da ap dung trong hoat dong
kinh doanh ctia minh. Kénh nay dugc goi 1a kénh phan phdi truc tiép.
Loai hinh kénh phan phdi phd bién hon 1a kénh phan phdi gian tiép, bao
gdm mot hodc mot vai cac trung gian phan phdi. Cac thanh vién trong
kénh phéan phdi gian tiép bao gdm: nha cung cép, nha san xuét, nha ban
budn, nha ban 1, va ngudi tiéu dung cudi cung. Cac trung gian ¢6 nhiém
vu thuc hién cac chirc nang quan trong cua hoat dong phan phéi.

C6 thé noi, Internet va TMDT duoc du bao réng s¢ thay thé cho cac
trung gian phan phdi hién c6 bang viéc sir dung nhiing kénh phan phi
khong qua moéi gidi, trung gian. Vi¢c khong sir dung céc trung gian, moi
gidi ciing dong nghia véi viéc loai bo cac trung gian phan phéi truyén
thdng, tir d6 co thé gitip giam chi phi ma khi sir dung céc trung gian nay,
gia ca ctia san pham s& phai cong thém mot mirc gia tri nhat dinh dé dam
bao lgi nhuén cho hg. Nhin nhan mdt cach sau rdng hon, viéc khong st
dung céc trung gian, mdi giGi cho phép nha cung cp c6 thé truc tiép dua
hang hoa, dich vu ctia minh téi tay nguoi tidu ding bang kénh phan phi
tryc tiép.

Tuy nhién khong phai loai bo hoan toan cac trung gian phan phdi
d4 1a tbi vu vi cac trung gian phan phdi ciing thuc hién nhitng chirc ning
nhat dinh trong kénh - ma nhiing chirc ning nay khong phai nha san xuét
nao ciing co thé thyc hién tét nhu trung gian thwong mai. Cu thé nhu mdi
trung gian phan phdi chuyén vao mét chirc nang nhat dinh, nhu 13 hoat
dong xdc tién san pham thanh thao va chuyén nghiép hon 1a nha san xuat
tu thuc hién hoat dong xtic tién nay.

Nhiéu chwong trinh quang cdo ban dau xoay quanh TMDT va
Internet déu chu trong dén viéc loai bo hoan toan cic trung gian phan
phéi va hy vong c6 thé giam gia thanh cta san phim khi ma TMDT cé
thé loai bo dugc cac trung gian phan phdi ndy. Tuy nhién, quan diém nay
khong hoan toan chinh xac khi gén n6 vao mot sb cac hoat dong thuc tién
cu thé sau: Th nhét, viéc sir dung céc trung gian phan phéi cho phép nha
san xuét ¢ thé chu trong, quan tam dén linh vuc ma ho 1am nhiéu hon la
ctr phai tinh toan 1am sao dé c6 thé dua san pham dén tay nguoi tiéu ding
nhanh nhat, ma viéc nay thuc té cac nha trung gian phan phdi thuc hién
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t6t hon rat nhiéu. Tht hai, rit nhiéu nha trung gian phan phdi truyén
théng da tng dung hoat dong thuong mai dién tir thanh coéng. Trong
nhiéu trudong hop, nha trung gian truc tuyén hoat dong hiéu qua hon so
v61 hinh thire trung gian thong thuong cua ho.

C6 thé nhan thiy diéu nay khi xem xét nhitng gian hang truc tuyén.
Nha ban 1¢ tryc tuyén khong mét qua nhiéu chi phi cho viéc thué, duy tri
qué nhiéu nhan vién ban hang trong ctra hang ciing nhu chi phi thué cira
hang; trong khi chi cAn mat mot khoan chi phi nhé cho vi¢c thué mot dia
diém dé lwu trir cac hang hoa phuc vu cho viéc ban hang truc tuyén. Mat
khac, cac gian hang truc tuyén can co chi phi thanh 1ap va duy tri hoat
dong thuong mai dién tir, va nhiing chi phi nay thi cling khéng hé nho
chat nao; tuy nhién, ho khong quan tim dén viéc phai bang moi cach tiét
kiém nhitng chi phi c6 thé nhin thiy dugc nay boi ho sé tiét kiém hon
thong qua viéc loai bo nhitng gian hang kinh doanh ngoai tuyén. Cac hé
thng vat 1y va hé théng thong tin dong vai tro nbi lién cac thanh vién
kénh véi nhau, ddng thoi tao ra sy hop tic va quan tri nhimng nd lyc nay
trong viéc giao cac san phim hang hoa va dich vu dén véi khach hang.

8.1.3. Vai tro cua phén phéri trong thwong mai dién tir

Co rat nhiéu chirc nang can duoc thuc hién dé c6 thé dua hang hoa tir
nha san xuat dén tay nguoi tiéu dung cudi cing. Nhitng chirc nang nay do
cac trung gian phan phdi dam nhiém viéc thuc hién. Pic tinh cia TMDT
1a viéc bii bo hoan toan viée xay dung ciu trac thi trudng - thay ddi cac
chic ning phin phdi ma nhitng thanh vién kénh van thuong thuc hién
chung; va tir d6 xdy dung lai — phan phdi lai cac chirc nidng phan phéi toi
cac trung gian phan phdi theo nhitng cach phan chia méi. Vi dy, nha béan 1&
truc tuyén thuong thuc hién chirc nang kiém ké hang hoa va sau d6 chon
loc, dong goi va van chuyén hang hoa theo dang yéu cau va don dit hang
cua khach hang. Tuy nhién, trong tuwong lai, nha ban 1¢ s¢ “nhuong” lai
chtre nang chon loc, déng godi va van chuyén hang hoa cho nha cung cép
cac dich vu hau can. Tai day, nha ban 1¢ s& chuyén toan bd don dat hang
cho dén kho hang ctia nha cung cép dich vu hau can noi ma hang hoa duoc
xép san & d6. Nha cung cép dich vu hau can lam nhiém vu chon loc, bao
g6i va van chuyén hang hoa theo don dit hang ma nha ban 1¢ chuyén cho
dén tay khach hang. Nha phan phdi luc nay con thuc hién cac chirc ning
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gia tri gia ting. Cac chirc ning nay bao gdm: hoat dong giao dich, hoat
d6ng hau can va don gian hod qua trinh phan phdi. Ba chirc ning nay ciing
chinh 14 3 vai tro dic trung ctia phan phdi trong TMDT

Vai tro trong hoat dong giao dich

Chirc ning giao dich trong phan phdi néi dén viée tao ra cic mbi
lién hé voi khach hang, sir dung cac chién lugc truyén théng marketing
dé tao ra sy nhan biét trong khach hang vé san phim. Chtrc ning nay con
bao gom viéc cung cap nhitng san pham phu hop voi yéu cau cua khach
hang, thuong luong vé gia ca va thuc hién qué trinh giao dich:

- Lién lac voi khach hang: TMDT va Internet cung cap mot loai
kénh moi trong viéc tao ra cac mébi lién hé, lién lac v&i khach hang. Hang
nghién ctru Forrester da coi Internet nhu 1a mot kénh lién lac thir tu sau
ban hang cad nhan, thu, va dién thoai; con cac nha ban I¢ thi lai coi
Internet nhu 1a mot kénh lién lac thir ba sau hoat dong ban hang thong
thuong va ban hang qua catalogue. Kénh Internet da lam gia tang gia tri
cho qua trinh lién lac v6i khach hang theo mot s6 cach:

+ Thi nhét, viéc lién lac nay co thé duoc 1am theo y cua khach
hang. Vi du nhu trén site cua hang Honda (www.honda.com) cho phép
khach hang c6 thé tim dugc nha cung cap san pham nay trong khu vuc
ma ho sinh sdng, cho phép khach hang c6 thé dén d6 d¢é mua nhiing chiéc
xe theo dung nhu ciu cua ho.

+ Thu hai, Internet cung cép mdt loat cac cong cu hd trg can thiét
nhu cic cong cy tim kiém, cac dai ly ban hang, cac nhém thong tin méi,
phong tan gau dién tir, thu dién tir, cic trang web, va ca cac chuong trinh
gia nhap thanh vién dac biét danh cho chuong trinh dai ly (Affiliate
program).

+ Thtr ba, Internet 1a hoat dong kinh doanh lién tuc, thuong xuyén
24h/ngay, 7 ngay/ltuan.

- Truyén thong marketing: bao gdm ca hoat dong quang céo va cac
loai hinh khac ctia xtic tién san pham (da dugc dé cap trong chuong 6).
Céc thanh vién kénh thuong c6 su chia sé va phan cong thyc hién mdt
phan hodc toan bo chirc ning niy. Vi du nhu, mot nha san xuét c6 thé
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tung ra thi truong mot chién dich quang cdo trong khi nha ban 1¢ cua anh
ta lai mudn str dung hinh thtrc coupons. Cac chuong trinh quang cao phdi
két hop véi nhau 1a mét vi du khac, nha san Xuét sén sang chia s¢ cac chi
phi cho hoat dong quang cdo voi nha ban 1€ cia minh. Nhitng hoat dong
truyén thong nay thuc su c6 hi¢u qua khi ching c6 dugc thyc hién dya
vao suc manh hop tac gilta cac thanh vién kénh. Internet va TMDT con
lam tang gid tri cia chirc niang truyén théng marketing theo nhitng cach
nhu sau:

+ Thtr nhit, néu nhu nhitng chirc ning nay trudc diy phai duoc
thuc hién boi con nguoi thi nay voi Internet, chung cé thé dugc thuc hién
mot cach tu dong. Vi du khi hing hang khong Jetstar mudn giri cac thong
tin quang cao dén hang tridu cac thanh vién ctia minh, ho khéng phai ton
gidy, phong bi hay nho nguoi dwa thu giri cac thong tin ndy ma rat don
gian, cac nha phan tich thi truong chi can soan thong tin, bAm vao nat
“Send” 1 tat ca cac thong tin nay s& duoc lap tirc gii di qua thu dién tir.
Mot vi du khac, viéc quang ba cac website trén cac cong cu tim kiém c6
thé duoc thuc hién ty dong bang cac dich vu théng qua nhimng trang web
¢ chirc nang tim kiém nhu Google hay Yahoo. Nhitng DN nay s& can
phai nghién ctru xem cac cong cu tim kiém d6 s& sap xép cic website nhur
thé ndo va tir d6 ho c6 thé hoan toan tin tudng rang cic website cua
nhitng khach hang ctia ho s& co dugc sy sap xép tot nhat.

+ Thir hai, hoat dong truyén thong c6 thé duoc kiém soat va thay
dbi lién tuc. Vi du hang Double Click cho phép khach hang cta minh
kiém soat dugc ty 16 s ngudi truy cap vao cac banner quang céo cua ho
trén trang web cua Double Click, dong thdi nhanh chéng thay thé nhiing
quang cao nghéo nan, khong dugc nhiéu ngudi quan tam.

+ Thi ba, cac san phidm phan mém dé thim do va phat hién céac
hanh vi ciia khach hang c6 thé duoc str dung ngay trong cic hoat dong
truyén thong muc tiéu dén timg ddi tuong riéng 1é.

+ Cudi cung, Internet nang cao sy phdi két hop xuc tién cia céac
trung gian phan phdi. DN c¢6 thé gui thu dién tir vé cac chuong trinh
quang c4o hodc cac chuong trinh xtc tién khac cho nhimng t6 chirc trong
hiép hoi, va tat ca cac DN cung mat lac déu co thé nhin théy hoat dong
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xuc tién trén trang web vao bat cir luc nao. Trai lai, d6i v6i nhimg DN sir
dung hinh thtrc trung gian phan phéi truyén théng, du da sir dung va tién
hanh chuong trinh xtc tién roi nhung c6 nhirng trudng hop nha ban 1&
khong hé biét cho dén khi nguoi tiéu dung bit dau hoi ho vé nhiing
chuong trinh xuc tién.

- Cung cap nhiing san pham phu hop véi nhu cau khach hang:

Website vuot troi hon cac cong cu khac & chd né cé thé cung cip
nhitng san phdm phu hop véi nhu cau cia khach hang. Chi can duoc
cung cip nhitng mo ta chung nhéat vé yéu cau ctia ngudi mua, chuong
trinh hé thdng so sanh gia (shopping agents) c6 thé cung cip cho khach
hang mot danh sach nhimg san pham c6 lién quan phu hop véi yéu cau
ctia khach hang. Nhirng nha dai Iy mua hang c6 thé cho phép nguoi tiéu
ding c6 thé so sanh gia ca ciing nhu cic dic diém cua timg loai hang
hoa, hodc cho phép ngudi tiéu dung két hop va chon san phadm va phu
kién san pham phi hop véi dic diém ciia minh. C4 biét hon nita, chuong
trinh phin mém tip hop va loc y kién khach hang (Collaborative
Filtering Agents) con c6 thé doan biét duge so thich cua khach hang
thong qua hanh vi mua cuia ho trong giai doan trudec.

Trang Amazon.com sir dung nhitng chuong trinh phan mém nay dé
gidi1 thi¢u sach va nhac cho khéach hang. Khi hé théng duoc st dung, no
¢ thé quan 1y dugc hang triéu thanh vién cua hé théng véi chi phi rat
nho. Tinh hiéu qua cta chuong trinh nay con 1am gia ting sé luong dir
liéu khéch hang trén thuc té 1én rat nhiéu. Hé théng nay dugc tién hanh
tw dong nén d6 chinh xac va tin cay la rat cao. Trong khi do, trai lai,
nhitng nd lyc dé dua dén nhimng san phdm phu hop v6i nhu ciu ciia ngudi
tiéu ding trong nhimg DN kinh doanh (hodc trung gian phan phdi) ngoai
tuyén thong thuong lai can thém sé lwong nguoi lao dong va nhanh
chong vuot ra khoi tam kiém soat néu s6 lugng nhu ciu ting qué nhanh
so voi kha ning cua cac trung gian phan phdi nay. Nhitng nha kinh doanh
trong thi truong ban 1¢ phai ¢b ging giai quyét tit ca moi cong viée tir
16n dén nho, nhung Internet lai cai tién chirc ning nay bang viéc ludn
luén c6 mit moi lac va bang viée 1am vira long khach hang véi nhing
san pham theo yéu cau cta ho thong qua nhitng nha ban 1¢ truc tuyén.

244



Tét nhién, diéu nay dat ra mot nhiém vu kha nang né cho nhitng nha ban
1¢ tryc tuyén trong viéc canh tranh vé& gi4 cling nhu tao ra nhiing san
phém c6 su khéc biét, didu d6 méi thuc su co y nghia cho thi truong.

- Thuong lugng gia ca:

Viéc thuong luong dé co duge muc gia thyc bao gém ca viéc chao
gi4, yéu ciu giam gi4 giita nguoi ban va nguoi mua. Co thé sir dung dién
thoai, hodc sir dung thu dién tir thong qua su dbi thoai 2 chiéu gilta nguoi
ban va ngudi mua. Khi st dung chuong trinh hé théng so sanh gia c6 thé
thay mat khach hang thyc hién hoat dong thuong lugng va giam gia cua
san pham théng qua viéc dua ra danh sach nhitng DN cung cép san phdm
d6 v6i mirc gia t6t nhat. Pau thau ciing 14 mot cach dé tao ra mirc gia
mém déo va d& dang chip nhan dugc ma trong d6 ngudi mua cé thé tao
ra nhitng co hoi cong bang cho ngudi ban trong qua trinh thyc hién dau
thau. Pau thau tryc tuyén c6 anh huong t6i viéc lién két cac nha cung cip
cho nén no6 lam ting tinh canh tranh va ha gia san pham. C6 rat nhidu
trung tdm d4u thau cho phép ngudi mua tim cho minh nhitng dai dién
trong hoat dong d4u thiu dé giao dich véi nhitng nha cung cdp cua ho
cling nhu canh tranh v6i nhitng nguoi mua khac.

- Qua trinh giao dich:

Chi phi cho qua trinh giao dich thong qua kénh phan phdi dién tur
thip hon rat nhiéu so voi cac kénh phan phdi thong thuong, truyén théng
khac. Hiép hoi quic gia vé quan tri hoat dong mua ciia Hoa Ky da cho
biét chi phi cho qua trinh dit hang thong thuong mat thém trung binh $79
- ma trong d6 chi yéu 1a chi phi cho nguoi lao dong.

Vai tro trong hoat dong logistics

Chirc ning logistics bao gdm hoat dong phan phéi vat 1y nhu hoat
dong van chuyén, kiém ké, tich trir hang ho4, va con thuc hién chirc ning
tap hop cac hang hod c6 cung tinh ning, loi ich tir nhiéu nha cung cip dé
gitip cho khach hang c¢6 nhiéu lya chon cho cac san pham ma ho can hon.
Céc chirc nang cua logistics thudng duoc thyc hién boi cac chuyén gia vé
logistics bén ngoai DN - hdu can véi su tham gia ctia bén thir ba.
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- Phan phdi vat ly:

Hau hét nhitng san pham mic du dugc ban hang theo hinh thirc tryc
tuyén nhung hoat dong van chuyén hang hoa dén khach hang lai phai
thuc hién qua kénh vat 1y. Tuy nhién, cho dén nay rat nhiéu cac san pham
s6 hod thi déu co thé dwa dén nguoi tiéu dung thong qua Internet nhu:
nhirng bai viét, doan van, 4m thanh, hay la cac doan phim, ... Ddc biét 1a
chi phi cho hoat déng phan phdi truc tuyén thi lai rat thip. Trong khi do,
khi thyc hién hoat dong phan phdi vat Iy cho cac san pham k¥ thuét sb thi
chi phi lai kha cao. Phan phdi vét Iy cho hoat dong nay trude tién gin
chit véi chi phi cho nhimg san pham dé chira dung nhiing san pham ky
thuat s6 d6 nhu cac loai giéy in nhua, gi?iy nhya chuyén dung, dia CD
hay tham chi phai 14 méy tinh. Hon nita n doi hoi nhimg tiéu chuan
dong goi hay van chuyén nhét dinh phai phu hop voi dic tinh cua san
pham, va tat nhién chi phi cho né ciing ting lén.

- Hoat dong tap hop, suu tép san phém:

Noéi chung, nha cung cdp mudn tao ra tinh hiéu qua hon khi ho
mudn cung Gmg mot sé lugng 16n cac san pham véi danh muc céac loai
san pham vira phai. Trong khi d6, khach hang lai muén mua san pham
véi s6 lvong nho nhung lai cé nhiéu chung loai dé ho c6 thé lya chon d&
dang hon. Do vay, cac trung gian ctua kénh thuong thuc hién chuc nang
co ban nhat ctia hoat dong tap hop cic ching loai san pham tir nhiéu nha
cung Gng khac nhau, va nhu vay nguoi tiéu dung c6 nhiéu su lwa chon
san pham dap (mg nhu cau cta minh hon. Internet chinh 13 mot hé théng
thuc hién cac chtrc ning tp hop nay, né mang cac loai san pham tir rat
nhiéu t6 chic va nha san xuat khac nhau 1én hé théng Internet. Con d6i
v6i chuong trinh so sanh san pham va gia ca thi viéc tdp hop cic san
pham chinh 13 nhing trang thong tin vé dic tinh, gia ca ctia san pham do6
trén cac gian hang truc tuyén. Viéc tim kiém nhitng san pham riéng 1é s&
duoc thiét ké trén mot bang thong tin san phém, duoc bd tri theo trat tu
nhit dinh véi nhimng thong tin can thiét mang tinh canh tranh cia mdi san
pham va c6 dudng link tryc tiép dén nhiing trang ctia nguoi ban.

- Logistics tham gia boi bén th ba - thué ngoai (Third-party
logistics - Outsourced Logistics):
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Mot van dé quan trong cia hoat dong logistics trong thi truong
B2B 1a viéc hoa giai nhitng xung dot vé thoi gian giao hang ciing nhu
viéc tdi thiéu hoa hang ton kho. Mot giai phap cho cac DN vé van dé nay
1a dua nhitng san pham hang hod cho nhitng bén logistics thir ba (third —
party logistics). Dé hoat dong hoan thién hon, nhom logistics thir ba con
thuc hién chtrc nang quan tri chudi cung ting va cung cip nhitng dich vu
gia tri gia ting nhu sdp xép hang hoa va nhom chung lai v6i nhau. Bén
thtr ba nay tham chi con quan 1y cd qua trinh dat hang cta khach hang,
thay d6i lwong hang dy trit trong kho va con c¢é thé dua ra nhimg con s6
ky hiéu nhat dinh ma tir nhitng con sb nay, khach hang c6 thé d& dang
tim th?iy don dat hang cua ho.

Tai thi trudng B2C, van dé quan trong ciia logistics lai 1a sy van
d6ng nguoc cia san pham hang ho4 (hoat ddng hau can nguoc), van dé ma
chiém t&i 15% nhiing 10i phan nan ctia khach hang vé nhiing kho khan va
chi phi ma ho phai tra khi tra lai hang hoa cho nha cung cap. Mot sd trang
web c6 dé nghi khach hang phai tra tién cho viéc van chuyén tra lai hang
hoa cho nha cung cip. Tuy nhién, thuc té 13 tham chi ngay ca khi c6 thé tin
dung sir dung cho viéc tra phi van chuyén hang ho4 nguoc tré lai thi khach
hang van phai thuc hién nhiéu cong viéc nita nhu 13 phai ty dong goi hang
hoa, rdi can hang hoa trude khi gui, tra trude tién phi van chuyén va phai
theo ddi hanh trinh van chuyén cho dén khi n6 dén tay duoc nha cung cap
(c6 khi con phai mang hang hoa dén tn noi van chuyén).

- Vén dé dat ra d6i véi hoat dong logistics:

Mot van dé rat 10n ma nhirng nha ban 1¢ truc tuyén va nha quan tri
hau can phai ddi mat 1a viéc cong thém cac phi giao hang khi phai giao
hang vé6i sb luong it téi nhitng khach hang 1a ho gia dinh hodc doanh
nghiép nho 1¢. Trong khi chi phi s& ré hon néu nha san xuét giri mot khéi
luong 16n san pham t&i cac nha ban budn, ban 1é va sau d6 cho phép ho
chia nhé s6 lwong san phim nay ra dé ban. Khi d6 sé& c6 hai van dé khac
nay sinh: 25% trong tong hoat dong giao hang phai chia lam nhiéu lan
giao hang khac nhau, do vay chi phi sé€ tdng 1én; va co6 td1 30% hang hoa
duogc giao s& phai dé ¢ ngoai ctra vi khong c6 ai & nha, va do vay hang
ho4 s& rat dé bi mat cép. bay 1a mot s6 van dé dat ra v6i hoat dong hau
can va cac nha quan tri marketing dién tir phai giai quyét dé dam bao tbi
uu hod chirc ning phan phdi trong thuong mai dién tu.
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Chiic niing don giin hoa qua trinh phén phdi

Chtrc nang giup cho hoat dong phan phdi tré nén d& dang va thuan
tién hon dugc thyc hién boi cac thanh vién kénh bao gom viéc nghién
ctru thi truong va hoat dong thanh toan.

- Hoat dong nghién ctru thi truong:

Nghién ctru thi truong la mot trong nhiing chirc nang chinh cua
kénh phan phdi. Loi ich thu dugc tir hoat dong nghién ciru thi truong
chinh la sy danh gia mot cach chinh xac vé théi quen, tinh cach, va tam
ly cua khach hang muc ti€u. Nhitng thong tin thu thap dugc tir cac trung
gian phan phdi gitip cho nha san xuat c6 duoc ké hoach phat trién san
pham va hoat dong truyén thong marketing hop 1y. O chuong 2 da di vao
nghién ctru vé hanh vi cia nguoi sir dung Internet va chwong 3 di gidi
thiéu kha k§ vé hoat dong nghién ctru thi truong. Phan nay sé& xem xét
nhting chi phi va lgi ich c6 dugc tir hoat dong nghién ctru thi truong dua
trén Internet. Internet mang lai cho hoat dong nghién ctru thi truong
nhiing gia tri va loi ich sau:

+ Tha nhét, Internet cung cép mot ) lugng 16n cac thong tin, dac
biét 14 nhitng ban bao co cua chinh phi, ¢6 thé xem mién phi.

+ Thir hai, bang viéc sir dung Internet dé tim kiém va quan 1y, ca
nha quan tri 1An nhan vién déu co thé tim duoc nhimg thong tin c6 gia tri
phuc vu cho hoat dong nghién ctru thi truong hon la viéc phai thyc hién
nhimg cudc khao sat hay tim tir nhitng ngudn tai liéu khac véi chi phi
khé cao.

+ Thur ba, nhitng thong tin tir Internet [udn c6 tinh tuoi méi va dugc
cap nhat thuong xuyén.

+ Thi tu, cac thong tin trén Internet dd duoc ky thuat sé hoa, do
vy nhimng nha nghién ciru thi truong TMDT c6 thé dé dang tai nhiing
thong tin nay.

+ Cudi cung, nhitng dir liéu vé hanh vi cta khach hang duoc ghi lai
tryc tuyén, do vay nha marketing c6 thé c6 dugc nhitng ban bio co chi
tiét vé hanh vi khach hang.
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Tuy nhién, khong phai thong tin nao trén mang ciing 1a mién phi ca.
Co nhirng thong tin, bai bio cdo cua chinh phil 1d mién phi; nhung véi
nhiing thong tin hay ban bao cdo dugc phan tich sau xa, phuc vu cho viéc
ra quyét dinh thi dé c6 dugc no, thi nha marketing phai trd mot mirc phi
nhit dinh.

- Hoat dong thanh toan:

Thanh toan don gian, thuan ti¢én dugc coi la mdt chitc nang quan
trong trong ca thi truong nguoi ban 1an nguoi mua. Cac nha trung gian
thi mudn hoat dong thanh toan tr& nén ngay cang dé dang cho khach
hang dé ho c6 thé nhanh chéng két thic 1an ban hang va thu duoc tién vé.
Hau hét nguoi tiéu dung mua hang tryc tuyén déu sir dung hinh thirc
thanh toan qua thé tin dung hay qua nhitng hinh thirc thanh toan dac biét,
tuong ty nhu thanh toan tai cdc cira hang ban hang truyén thdng. Tuy
nhién, nhu di dé cap & chuong 2, khach hang tryc tuyén rat lo ling dén
van d& khi mua hang tryc tuyén va thanh toan bang thé tin dung thi rat c6
thé cac thong tin cua thé tin dung sé& bi tiét 16, do viy phuong phap bao
vé la st dung kénh mua hang truc tuyén an toan, d6 bao mat cao cho
khéch hang.

Nhitng nha quan tri marketing con phai déi dau véi mot sy quan
tAm nita 1a viéc lam thé nao ma ho c6 thé biét dugc rang ho dang ban
hang cho nhiing khach hang nguoi tiéu dung sir dung thé tin dung hop
phap va con gid tri? Giai phap cho van d& nay chinh 1a viéc sir dung hé
thong giao dich TMDT an toan SET (Secure Electronic Transactions).
SET hoat dong nhu la mot phuong tién 1am hop phap hoa ca nguoi ban
1an nguoi mua va cé chic niang bao vé ca sé ma thé tin dung cia khach
hang. Bang viéc sir dung SET, ma s clia thé sé khong tryc tiép giri dén
nguoi ban hang ma s& duge giri dén mot thanh vién thir ba - ngudi ma sé
lam viéc v6i ca ngudi ban va ngudi tiéu dung dé hop thirc hoa thanh vién
con lai (nguoi ban hodc nguoi ti€u dung) cling nhu 1a hoat dong giao
dich. Su giao tiép nay dién ra mot cach tu dong va khong doi héi nhidu
yéu cau vé k¥ thuat di voi nguoi tiéu dung. Tuy nhién hé thong SET kha
phirc tap vé k¥ thuat cho nén hau hét nguoi tiéu dung déu khong coi
trong su tinh vi cia nd. Hon nita hau hét ngudi ban khong mudn phai tra
phi cho hoat dong cip nhat va nang cp thuong xuyén hé thong SET.
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Tuy vay, SET da thanh cong & ngoai pham vi thi truong nudc My,
mot phan bdi vi tinh bao vé ¢ tinh 1ap phap: trong truong hop bi mat
thé, khach hang dwgc mua hang no t6i da la $50 véi thé da bi mat.
Nhitng nha phat hanh thé thuong tir bo $50 d6 dé giir khach hang va mot
vai hing phét hanh thé hién khong chap nhan cho khach hang ng khi mua
hang truc tuyén. Tuy nhién, sy bao vé mang tinh 1ap phap d6 khong ton
tai @ mot sd qudc gia va ngudi tiéu dung c6 thé no cho dén thoi diém ho
thong bao v4i nha phat hanh vé viéc mét thé. Trong thi truong B2B, nha
mdi gidi va dai 1y thuong mé rong cac dong cho vay dbi voi nguoi tiéu
dung dé lam thuc ddy hoat dong mua hang cta ho. Nhitng dong cho vay
nay da thuc ddy mot cach dang ké qua trinh mua hang va lam cho cac
kénh truc tuyén trd nén hap dan hon.

8.2. Quan trj kénh phén phéi trong TMDT
8.2.1. Lwa chon va ra quyét dinh kénh phéin phoi trong TMDT

Kénh phan phdi ngin nhét van 1a kénh phan phdi ma khong c6 cic
trung gian phan phdi - nha san xuat thuc hién cac hoat dong thuong mai
tryc tiép voi nguoi tidu dung, dy 1a cach ma hang may tinh Dell d3 4p
dung trong hoat dong kinh doanh cua minh. Kénh nay duogc goi 1a kénh
phan phdi tryc tiép. Loai hinh kénh phan phéi ph6 bién hon 1a kénh phan
phdi gian tiép, bao gdm mot hodc mot vai cac trung gian phan phdi. Cac
thanh vién trong kénh phan phdi gian tiép bao gdm: nha cung cip, nha
san xudt, nha ban budn, nha ban 1&, va nguoi tiéu dung cubi cing. Céc
trung gian c6 nhi€ém vu thyc hién cac chirc nang quan trong cua hoat
dong phan phdi. Internet va TMBT duoc du bao ring sé thay thé cho cac
trung gian phan phdi hién c6 bang viéc sir dung nhitng kénh phan phéi
khong qua mdi gidi, trung gian “xu thé loai boé cac trung gian -
desintermediation”. (Xem hinh 8.1). Viéc khong st dung cac trung gian,
moi giéi cling dong nghia vdi viéc loai bo cac trung gian phan phdi
truyén thong. Loai bo cac trung gian phan phdi ¢ thé gitp giam chi phi
ma khi st dung cac trung gian ndy, gid ca cua san pham s& phai cong
thém 1 gia tri nhat dinh d¢ dam bao loi nhuén cho ho. Nhin nhan mot
cach sau rong hon, vi¢c khong sur dung cac trung gian, moi gidi cho phép
nha cung cap c6 thé truc tiép dua hang hoa, dich vu ciia minh t6i tay
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ngudi tiéu dung bang kénh phan phdi truc tiép. Tuy nhién khong phai
loai bo hoan toan céc trung gian phan phdi da 1 t6i wu vi cac trung gian
phan phdi ciing thyc hién nhiing chtic ning nhat dinh trong kénh - ma
nhitng chirc ning nay khong phai nha san xuét nao ciing co thé thyc hién
t6t nhu trung gian thwong mai. Cu thé nhu mdi trung gian phan phéi tap
trung vao mot chirc ning nhat dinh, nhu 14 hoat dong xtc tién san pham
thanh thao va chuyén nghi¢p hon la nha san xuét tu thue hién hoat dong
xuc tién nay.

Nha .| Nguoi .| Nguoi . | Khach hang
san xuat Tl moi gigi "l banlé d

Nha Nguoi »  Nguoi . | Khach hang
san xuat mai gioi ban Ié

Nha Nguoi Nguoi » Khach hang
san xuat moi gidi ban 1&

(Nguon: Istvin Eszes, E-marketing)

Hinh 8.1: Cdc kénh phén phoi mdi - Xu thé loai bé trung gian

Nhiéu chuong trinh quang cdo & My ban dau xoay quanh TMPT va
internet déu chu trong dén viéc loai bo hoan toan cac trung gian phan
phdi va hy vong c6 thé giam gia thanh ctia san pham khi ma TMBT c6
thé loai bo duogc cac trung gian phan phdi ndy. Tuy nhién, quan diém nay
khong hoan toan chinh xac khi gén n6 vao mot sb cac hoat dong thuc tién
cu thé sau: Thir nhat, hé théng phan phdi ciia My dugc coi 1a h¢ thong
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ning dong va hiéu qua nhit trén thé gidi. Thi hai, viéc sir dung cac trung
gian phan phdi cho phép nha san xuét co thé chu trong, trong tim dén
linh vire ma ho 1am nhiéu hon 13 ctr phai lo lam sao dé c6 thé dua san
pham d&én tay nguoi tiéu dung nhanh nhit, ma viéc nay thuc té cac nha
trung gian phan phéi thyc hién t6t hon nhiéu. Thir ba, rit nhiéu nha trung
gian phan phdi truyén thdng dd Gmg dung hoat dong TMDT thanh cong.
Trong rat nhiéu trudng hop, nha trung gian truc tuyén hoat dong hiéu qua
hon so v&i hinh thuc trung gian thong thuong cua ho (brick - and -
mortar). Hiy xem xét diéu nay d6i v6i nhirg gian hang truc tuyén. Nha
bén 1¢ tryc tuyén khong méat qua nhiéu chi phi cho viéc thué, duy tri qua
nhiéu nhan vién ban hang trong cira hang ciing nhu chi phi thué ctra
hang. Chi can méat mot khoan chi phi nho cho viéc thué mét dia diém dé
luu trit cac hang hoa phuc vu cho viéc ban hang truc tuyén ma thoi. Mit
khac, cac gian hang truc tuyén tu chi phi thanh lap va duy tri hoat dong
thuong mai dién tir cia minh, nhitng chi phi ndy thi ciing khong hé nho
chat nao; tuy nhién, ho khong quan tim dén viéc phai bang moi cach tiét
kiém nhiing chi phi c6 thé nhin thiy duoc nay théng qua viéc loai bo
nhiing gian hang kinh doanh ngoai tuyén.

Sy phat trién va phd cép cua Internet dd 1am thay ddi toan bo cau
trac kénh phan phdi giita ngudi ban va nguoi tidu dung. Dic biét véi tac
dong cua Internet xu hudng loai bo cac trung gian giam thiéu rit 16n
nhu cau vé céac trung gian trong kénh. Thuat ngit “middleman” trong
phéan phdi bao ham mot pham vi rat rong cac thanh vién cua kénh, tuy
nhién quy trinh loai bo cac trung gian lién quan chu yéu dén viéc xay
dung cac kénh phan phdi trong thwong mai dién tir va phat trién cac
kénh ban hang tryc tiép giita doanh nghiép v6i khach hang. Trong thuc
té c6 thé phan loai 3 cdu tric phan phdi co ban c¢6 ung dung Internet
nhu trong hinh 8.2.
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DN TMDT DN DN
thuan tay Click & Mortar Brick & Mortar

Nha
san xuat

Nha
san xuat

Nha
san xuat

Trung gian
phén phoi

!

Trung gian
phén phoi

Ngwoi

tiéu dung

v

Ngwoi
tiéu dung

tiéu dung

- Ludng thong tin Internet

— Ludng hang héa / doanh thu

(Copyright: Nguyén Hoang Viét)

Hinh 8.2: Cic ciu triic siv dung Internet trong truyé;n thong
va phdn phoi

Mic du ca 3 loai cdu tric nay déu thé hién kha ning tmg dung
Internet trong truyén thong truc tiép véi nguoi tiéu ding, tuy nhién chi co
2 loai hinh c4u trac cho phép ban hang truc tiép dén tay khach hang. Loai
the 1, cac DN dugc goi tén 1a cac “dot.coms” ung dung thuan tiy
TMBDT, sir dung kénh phan phdi truc tiép dé truyén thong va ban hang
dén tay nguoi tiéu ding, khong co bat ky loai kénh phan phdi nao khac.
Vi du tiéu biéu nhat 1a Amazon.com. Loai thir 2, 1a cac DN dang “lai -
hybrid” hay “click - and - mortar” (ddy 1a cic DN da c6 kénh phan phéi
vat Iy truyén thong, nay sir dung Internet nhuw mot kénh hd trg va / hoic
bd sung cho viéc truyén thong va ban hang truc tiép), co thé lua chon
gilta phat trién cac trung gian phan phdi v6i ban hang tryc tiép online
hodc tai cic dia diém phan phdi truyén thong. Vi du vé Gmg dung loai
hinh cdu trac kénh nay la céc cong ty nhu Barnes & Noble, Levis
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Strauss, J. C Penney va Compag. Loai cau trac thir 3 13 loai hinh ma cac
DN dang “brick - and - mortar” sitr dung céu trac st dung Internet don
thudn nhu mdt cong cu truyén thong dén véi khach hang tiém ning va
dinh huéng vé mit dia 1y hop 1y cho khach hang dén véi cac trung gian
phan phéi. Ching ta c6 hinh dung ngay dén cic nha san xuit 6t6 nhur
Ford hay General Motors, sir dung cac cam két vé nhuong quyén cho cac
dai 1y dé ngan can viéc ban xe trén Internet.

Viéc lua chon kénh phan phéi phu thudc trudc hét vao chirc nang
phan phdi ctia kénh. C6 rat nhiéu chirc ning can dugc thuc hién dé c6 thé
dua duoc hang hod tir nha san xudt dén tay nguoi tiéu dung cudi cing,
nhing chirc nang niy do cac trung gian phan phbi dam nhiém viéc thyc
hién. Pac tinh cua TMDT la vi¢c bai bd hoan toan viéc xay dung cAu trac
thi trudng - thay doi cac chirc ning phan phdi ma nhimng thanh vién kénh
van thuong thuc hién chung; va viéc xdy dung lai - phan phdi lai cac
chtrc nang phan phdi téi cac trung gian phan phdi theo nhirng cach phan
chia méi.

Vi du nhu, nha ban 1é truc tuyén thuong thyc hién chirc nang kiém
ké hang hoé va sau d6 chon loc, dong g6i va van chuyén hang hoa theo
dung yéu cau va don dat hang cua khach hang. Tuy nhién, trong twong lai,
nha ban 1é s& “nhudng” lai chirc ning chon loc, dong goi va van chuyén
hang hoa cho nha cung cap cac dich vy hau can nhu 1 hang UPS. Tai day,
nha ban 1é s& chuyén toan b don dit hang cho dén kho hang UPS noi ma
hang hoa duoc Xép san ¢ d6. UPS lam nhiém vu chon loc, bao gobi va van
chuyén hang hoa theo don dit hang ma nha ban 1¢ chuyén cho dén tay
khach hang. Nha phan phdi liic nay con thyc hién céc chirc ning gié tri gia
tang, bao gém: hoat dong giao dich, hoat dong hau can va ca hoat dong
1am cho qua trinh phéan phdi trd nén d& dang va thuén tién hon.

C6 3 md hinh trung gian phéan phéi thudng duge st dung trén hé
thong Internet 13: mé hinh méi gi¢i, mé hinh dai 1y va ban 1¢ truc tuyén.

8.2.2. M6 hinh mdéi gioi

Nha moi gidi tao ra thi truong ma nho ndé nguoi ban va ngudi mua
thuong lugng va thyc hién hoat dong giao dich véi nhau. Hoat dong moi
gidi dién hinh chinh 13 viéc méi giéi thu phi tir ngudi ban va/hodc nguoi
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mua, nhung nha moi gidi khong dai dién cho bat ky bén nao trong viéc
cung cip va dap ung cac dich vu trao doi va thuong luong. Nha méi gidi
cling cung cép rat nhiéu cac dich vu gia tri gia ting dé giup thu hit khach
hang va 1am cho hoat dong giao dich duogc thuan tién va dé dang hon.
Hoat dong giao dich va dau thau la nhitng mé hinh méi gidi truc tuyén
phd bién nhat.

Loi ich dau tién ma mo hinh méi gidi mang lai cho khach hang dé
1a sy thuén tién, toc do dap tng don dat hang nhanh, va qua trinh giao
dich. Cac chi phi duoc tiét kiém s& dugc chuyén qua cho khach hang
bang hinh thtrc giam gia, giam thoi gian tim kiém thong tin va tiét kiém
thoi gian, cong stic cho viée tim kiém nhimg ngudi ban thich hop. Loi
ich du tién ma mo hinh méi gidi mang lai cho nguoi ban d6 1a viée tao
ra mot tap hop ngudi mua c6 sy thich tha véi san pham cia ho. Chi phi
tiét kiém dugc chuyén qua cho ngudi ban bang hinh thic giam bdt cac
chi phi trong viéc thu hut khach hang va chi phi giao dich. Trong méi
truong TMPT ¢ hai mé hinh méi gi6i phd bién, d6 1a: Trao doi truc
tuyén va du gia truc tuyén.

Trao doi truc tuyen

TMPDT va sé luong 16n cac nha méi gidi truc tuyén khac cho phép
khéach hang thuc hién dugc cac hoat dong thuong mai ngay tir may tinh
ctia ho ma khong can phai goi dién hay dén gip cac nha méi gidi. Nhitng
hoat dong mdi gidi nay gitp tiét kiém cac chi phi cho khach hang dudi
hinh thure gidm phi giao dich. Nha moi giéi con mang lai loi ich tir viéc
thuc hién hoat dong thuong mai nhanh chéng, cung cip cac ngudn luc
phu, va cho phép thuc hién cac chuong trinh thuong mai.

Ngoai ra, nhimg nha mdi gidi truc tuyén khac con cho phép khach
hang nhan dugc ban d4u thau tur nhitng nha thuong mai co6 du diéu kién
ma khong can phai goi dién hay dén thim truc tiép nhimg nha thuong
mai nay. Nhitng nha thuong mai con dua ra mtrc gid kha hop 1y thong
qua cac dich vy. Boi vay, khach hang co thé tranh duogc viée thuong
luong, mac ca voi ngudi ban.
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Pau gia trwe tuyén

Dau gia dang dan pha v& mo hinh gia ca ¢b dinh, mé hinh ma dwoc
coi 13 tiéu chuan trong 100 nim qua. PAu gi4 c6 mit trong thi trudng
B2B, B2C va ca thi truong C2C. Khi cac thuong gia thuc hién hoat dong
d4au gia thong qua chinh website ctia minh thi ho tré thanh ngudi ban tric
tiép sir dung muc gia kha ning dong. Nha dau gid bén thir ba chinh la
nhiing trung gian moi gioi. Loi ich cua nguoi ban 1a c6 duge murc gia thi
truong cho hang hoa ciia ho ma khéng can phai boc d hang dé bay ban.
Con loi ich ctia ngudi mua 1a viée ¢6 duge san pham trong thuong vu niy
va, trong nhiéu trudng hop, con 1a cac giai tri khi tham gia dau thau nia.
Tuy nhién, mit trai ctia n6 1a ngudi mua co thé ton rat nhiéu thoi gian
tham gia vao cac cudc ddu gia ma khong thu duge két qua gi. Mic du
ngudi mua cd thé st dung cac dich vu tu dong nguoi mua d4u thau dugc
uy nhiém, nghién ctru chi ra ring co rat nhiéu cudc dén tham cac site dau
gia dé kiém tra, danh gia hoat dong dau thau.

8.2.2. M6 hinh trung gian thwong mai

Khong gidng nhur nha méi gidi, nha trung gian dai dién cho ngudi
ban hodc ngudi mua, tuy thudc vao viéc ai la nguoi sé trd phi dai dién
cho ho. Trong moét vai truong hop, dai ly bat budc phai dai dién cho
quyén loi ctia bén dimg ra thué ho. Trong thé gidi ngoai tuyén, cac dai ly
bat dong san dugc thué dé 1én danh sach mot khdi tai san phai dai dién
cho quyén loi ciia nguoi ban.

Trung gian dai dién cho nguoi ban

Dai Iy ban hang, dai ly nha san xuét, cac trung gian trung chuyén
(metamediary), cac cong budn ban 4o (virtual malls) déu 1a nhitng hinh
thirc dai ly dai dién cho nguoi ban:

+ Dai Iy ban hang:

bai 1y ban hang dai dién cho mot DN don 1¢, tro gitip viéc ban céc
san phdm hang ho4, dich vu cho DN dé; nhiing dai 1y nay thudng hoat
dong dé nhan hoa hong. Vi du nhu chuong trinh dai 1y tra hoa hong cho
nhitg ngudi chu nhitng website... cho viéc khach hang chuyén dén
website ctia ho. Viéc chuyén dén nay thong thuong s& dua dén két qua la
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mua hang dé co thé nhan dugc hoa hong. Mot vai dai 1y con yéu cau chia
sé toan bd gia tri thoi gian sdng ctia khach hang trai lai voi viée chi chia
sé giai doan dau tién cua viéc mua hang. Amazon.com la nha tién phong
trong chwong trinh dai 1y dau tién nay.

+ DPai ly cua nha san xuat:

bai ly ctia nha san xuét dai dién cho nhiéu hon mét nguoi ban.
Trong marketing truyén thong, cac dai 1y nay thuong dai dién chi cho
nhitng DN nao ma ban nhitng san pham bo sung dé tranh nhimg xung dot
vé loi ich, nhung trong thé gidi ao nhiing nha dai 1y thudng tao ra nhiing
trang web dé giup ban san phdm cho cic nganh cong nghiép. Trong
TMDT, dai Iy cia nha san xudt thuong dugc goi 1a nhitng nha tap hop
ngudi ban boi vi ho dai dién cho rat nhidu ngudi ban trén ciing mot trang
web ctiia minh.

Hau hét cac trang web dit chd cho du lich déu co thé thuc hién
duogc thong qua céac dai Iy cta nha san xuat, khi ¢6 hoa hong cua cac dai
1y nay dugc trd boi chinh hang hang khong hoac nhitng khach san ma ho
dai dién cho. Trong mot $6 truong hop, khach du lich con c6 dugce su
thoa thuan truc tuyén t6t hon 13 phuong thirc dit chd thong thuong, tuy
nhién loi ich 16n nhat dem lai cho khach hang thuong la sy thuan tién va
don gian.

Trong thi trudng B2B, nhitng dai 1y cho nha san xuit thudng dugc
goi 1a nhitng nha tip hop catalogue. Mdi ngudi ban dai dién cho DN
thuong c6 mot sd lugng 16n cac catalogue cho san phim duoc DN duwa
cho. Mot birc tranh vé giam dbc bd phan mua hang thudng bi vay quanh
boi hang tram nhitng cudn catalogue trong cin phong lam viéc nho ciia
minh d3 tao nén nhitng phan héi khong tot, do vdy din dén viéc thanh lap
ra cac to chirc chuyén tap hop catalogue 1a dé thu thap thong tin tir tat ca
cac catalogue ndy dé dua vao trong co so dit liéu cho viéc gidi thiéu
chung trén website. Thong thuong nha tap hop catalogue thuong dua ra
mot phan mém ma ndi lién giao dién v6i hé thong co so dir liéu bén trong
ctia nha cung cap.

V61 mo6 hinh nay, ngudi mua s€ c6 dugce nhirng 191 ich déang ké, bao
gom rat ngin chu ky dit hang, giam chi phi cho viéc luu kho va ting
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mirc d6 kiém soat. Cac chi phi cho qué trinh dat hang thip hon thong qua
cac giao dich khong gidy to, nhimng yéu ciu cho dé xuat ty dong (request
for proposal - RFP) va nhitng yéu cau dinh gia ty dong (request for quote
- RFQ) va su tich hop véi hé théng ERP.

+ Céc trung gian trung chuyén (metamediary):

Nha trung gian dai dién cho mgt nhém nhiing nha san xuét, nha ban
1¢ dién tr, va nha cung cép ndi dung chiu trach nhiém gidéi thi€u mot
nhom san phém hodc mét linh vuc nhét dinh thong qua Internet goi la
trung gian trung chuyén. Nhiing trung gian trung chuyén giai quyét 4 vin
dé vé khach hang: giam thoi gian tim kiém, cung cp su dam bao vé chat
lugng cua nhiing nguoi ban, don gian hoa cac giao dich cho mdt nhom
mua hang c6 lién quan, va cung cap ndi dung thong tin mot cach khach
quan nhat cho viéc mua hang. Loi ich ctia nhitng thanh vién kinh doanh
cla trung gian da phuong chinh 13 viéc thu hat dugc sé lwong 16n khach
hang tryc tiép dén site ctia ho ciing nhu viéc két hop nhin hiéu voi cac
trung gian trung chuyén. Cac trung gian trung chuyén nhan hoa hong tir
viéc thu hut khach dén voi trang web. Chia khoa dan dén thanh cong cua
cac trung gian nay la sy tin nhiém cua khach hang. Boi vay, nhiing site
nay phai lya chon can than nguoi ban ma ho sé lam dai dién. C6 nhiing
trung gian trao ddi con tranh viéc cho nhiing quang céo vao site cia ho.

+ Céc trung tAm mua sam ao (Virtual Mall):

Khu trung tdm mua sam 4o 13 noi tip trung nhiéu thuong gia ban
hang truc tuyén trong 1 md hinh twong ty nhw mé hinh khu budn ban bén
ngoai. Thuong gia tham gia trong khu ban hang ao dugc trung bay va
quang cao trong khu chg. Con khu chg thi thu dugc phi tir nhitng thuong
gia thong qua phi 1ap danh sach, phi giao dich va phi thanh 1ap cta tung
gian hang. Mic du khu ban hang ngoai tuyén cung cip dugc mot tip hop
rat nhidu cic cira hang trong ciing mot dia diém, c6 khong gian rong dé
d6 xe mién phi, day 14 nhiing loi thé ma khu ban hang ao khéng c6 dugc.
Tuy nhién, khu ban hang 4o lai mang lai t&i 6 lgi ich cho khach hang:

Thir nhét, quan hé giita nhan hiéu - khach hang s& dé dang hon khi
mua hang khi ngudi mua c6 thé chon mot gian hang trong s rat nhiéu
gian hang duogc li¢t ké ra hon la viéc mua hang ngay tai 1 cua hang duy
nhat ma khong c6 su liét ké, so sanh vé6i cac gian hang khac.
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Tht hai, loi ich cua khach hang ¢ day chinh 1a sy c6 mat cua loai
hinh vi tién dién tir (digital wallet). Loai hinh vi tién k¥ thuat s6 cho
phép khach hang dang ky cac thong tin vé viéc van chuyén va véan don,
hoa don cho hang héa chi 1 lan duy nhédt va khach hang s& tim dugc
nhitng thong tin nay khi ho mua hang & bat cir gian hang thanh vién nao
trong khu ban hang 4o dé, diéu nay ciing 1am don gian hoéa qua trinh dat
hang cho khach hang.

Thtr ba, khach hang sé dugc huong nhitng chuong trinh mua hang
cua khu ban hang khi tham gia mua ban tai day.

Tht tu, viéc dang ky mua hang véi sy vu dai co thé duoc thuc hién
& rat nhiéu gian hang trong khu ban hang 4o.

Thir ndm, 1a sy c6 mdt cua cac phuong tién tim kiém cac san pham
trong gian hang.

Thur sau, dich vu gidi thi¢u, tu van khi khach hang mua qua danh
cho nhiing ngay dac biét nhu ngay cta Me.

Trung gian dai dién cho nguwdi mua

Trong marketing truyén thdng, cac dai 1y nay thuong chi dai dién
cho mot hoac mot vai ngudi mua nhét dinh; tuy nhién, trong hoat dong
truc tuyén, ho c6 thé dai dién cho rt nhiéu nguoi mua khac nhau. Pai ly
mua hang (shopping agents) va hoat dong déu gid nguoc (reverse
auction) cho phép ngudi mua c¢6 dugc mic gia ma ho mudn, trong khi
ngudi mua c6 thé lién két voi nhidu ngudi mua khiach dé tao ra khéi
lwong mua hang 16n, va vi vay co thé giam gia mua hang.

+ Pai ly mua hang (shopping agent):

Mo hinh dai Iy mua hang giup ngudi mua tim dwgc san pham thich
hop véi muc gid hop 1y ddng thoi dem lai loi ich cao nhat cho khach
hang. Khi cac nha dai Iy mua hang 1an diu dugc thuc hién, c6 rat nhidu
ngudi so rang ho s& lam cho muc gia giao dich qua Internet co thé s&
giam toi mirc gia gbe. Tuy nhién diéu nay da khong xay ra boi vi gia ca
thuong khong phai 1a nhan t6 duy nhat ma khach hang quan tam khi ho
quyét dinh mua. Nhitng nha dai Iy mua hang hién nay c6 thé do ludng
gié tri cia san pham khong chi bang gia ca; né dugc goi 1a nhing nha dai
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1y mua hang cdp 2. Duya vao dic diém ma khach hang quan tam khi chon
mua san pham, dai Iy mua hang dwoc phan loai thanh hai hinh thirc: dai
1y mua hang chuyén tim kiém nha cung tng v6i mirc gia ré nhat va dai ly
mua hang chuyén tim kiém nha cung tng mang lai nhiéu gia tri cho
khach hang nhat.

+ Hoat dong dau gia nguogc (reverse auction)

Hoat dong dau gia nguoc dién ra tai cac website ciia cac dai Iy mua
phuc vu cho khach hang 1 ngudi mua riéng 1¢. O hoat dong dau gia nguoc,
ngudi mua chi rd murc gia va ngudi ban dé tham gia dau thau cho hoat dong
kinh doanh ctia nguoi mua. Nguoi mua s€ dua ra mot muc gid xac dinh va
nhitng nguoi ban nao ma cling dua ra muic gia twong ty hodc c6 thé didu
chinh mtrc gid cia minh phu hop véi yéu cau ciia ngudi mua thi hoat dong
kinh doanh, mua bén giita ngudi ban va ngudi mua sé dién ra.

Loi ich cua nguodi ban luc nay 1a co thé loai bé dugc hoat dong
kiém ké tai san ma khong can phai lam dao 16n cac kénh phan phdi dang
t6n tai cua minh - trong d6 loi ich quan trong cho ngudi mua do 1a viée
loai bo hoat dong kiém ké ddi v6i nhitng san pham nhu 1 dit vé may bay
hay la hoat dong dat hang khach san. Loi ich ctia ngudi mua duoc thé
hién dudi cac hinh thirc nhu gia clia san pham dugc giam xudng va cd
duoc su hai long khi c6 thé ty minh dua ra dugc mirc gia nhét dinh cho
nhing san phim ma ngudi mua c¢6 nhu cau. Tuy nhién, ngudi mua lai it
c6 co hoi lya chon nhan hi¢u, nha cung cép cling nhu cac dac diém cua
san phém. Khi co hoi lya chon cac dic diém nay bi giam xuéng 0 mot
khia canh nhit dinh cling gop phan lam giam nhimng xung d6t xay ra voi
céc thanh vién kénh cua nha cung cip.

8.2.4. Bdn Ié trwe tuyén

Bén 1¢ tryc tuyén 1a mot trong nhitng mé hinh kinh doanh dién tir
dién hinh. Nguoi ban c6 thé 1ap cac gian hang truc tuyén va ban san
pham cho khach hang 13 doanh nghiép hoic 1a ngudi tiéu dung thong qua
gian hang d6. Cac san pham sd hoa thi co thé duoc giao hang truc tiép
qua Internet con nhimg san pham hitu hinh khac thi c6 thé dugc gui
thong qua cac nha cung cip dich vu logistics.
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- Béi v6i cac san pham sb hoa:

Céc san pham s hoa 1a nhimng san phdm ma DN hoan toan cé thé
chuyén dén nguoi tiéu dung thong qua Internet. Cac san pham sb hoa co
thé 1a cac ban tin, ban nhac, video, phim anh, cac chuong trinh phﬁn
mém, .... Xay dung mo hinh ban 1¢ tryc tuyén cho cac san pham sé hoa
gitip giam t6i da chi phi phan phéi do san pham duoc chuyén tryc tiép
dén khach hang qua Internet. So sanh véi thi truong ngoai tuyén thi viéc
phan phdi cac san phim nay phai nhd vao vat trung gian thir ba - 13 vat
gitip chira dyng san pham s6, diéu nay lam chi phi phan phdi ting 1én
nhiéu so voi gia tri thyc ciia san pham. Trong moi truong TMPT, viéc
kinh doanh san phérn sb hoa duge thuc hién nhanh chong, dé dang, vi¢c
thanh toan thuong dugc thuc hi¢n thong qua thé tin dung hodc tai khoan
ngan hang.

- Pbi v6i cac san pham hiru hinh:

La nhiing san pham théng thudng, duge ban dudi hinh thic truc
tuyén nhung giao hang theo hinh thirc phan phdi truyén théng, qua
duong buu dién, qua nhan vién van chuyén ciia DN hodc théng qua cac
hing cung cdp dich vu logistics. D4i voi cac san phdm hiru hinh, viéc
kinh doanh TMDT tao dugc loi ich cho khach hang nhu viéc khach hang
khong mat thoi gian dén chon Iya, giam chi phi di lai, ... nhung mot van
dé dat ra d6 1a tinh hiéu qua trong hoat dong giao hang c6 duoc dam bao
hay khong? Li¢éu DN c6 dam bdo giao hang dung thoi gian, ding dia
diém khach hang yéu cau? Liéu viéc st dung nhan vién giao hang hay
thué cac DN cung cdp dich vu vin chuyén c6 lam cho gia thanh san
pham ting 1én nhiéu? ... Pay 1a nhitng van dé ma nha quan tri marketing
phai tinh toan khi xay dung mo hinh ban 1¢ tryc tuyén dbi véi cac san
pham hitu hinh.

8.2.5. Danh gia hiéu quad thanh vién kénh trong thuwong mai dién tir

Philip Kotler trong cuén “Quan tri marketing” di néi: “Cac quyét
dinh vé kénh marketing 1a mot trong sé nhiing quyét dinh quan trong
nhat ma ban lanh dao phai thong qua. Cac kénh dugc cong ty Iya chon s&
anh huong ngay tirc khic dén tit ca nhitng quyét dinh marketing khac”.
Trong TMDT, cic quyét dinh vé kénh marketing van giit nguyén vai trd
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va tAm quan trong d6; do vay nha quan tri cia DN phai tién t6i xay dung
bai toan danh gia hiéu qua cta cac thanh vién kénh trong TMPT dé xac
dinh muc do dép Gmg yéu cau cia kénh.

Qua trinh quan tri kénh phan phdi trong TMDT duoc thuc hién boi
nhiéu quyét dinh kénh khac nhau. Pau tién, nha quan tri phai dua ra cac
quyét dinh tuyén chon thanh vién kénh. Cong viéc tuyén chon thanh vién
kénh dugce tién hanh trén co s DN TMPT xéac dinh tap khach hang dién
tr muc tiéu véi cac dic diém vé sb 1an mua hang, gia tri hang mua, thoi
gian cho doi, dia diém mua hang thuan tién, sy da dang cua san phém va
cac yéu cau vé dich vu hd tro. TUr viée xac dinh nhiing déc diém cua tap
khéach hang dién tor muc ti€u, ban lanh dao ti€p tuc dua ra muc tiéu va
nhitng yéu ciu bat budc cta kénh va thanh vién kénh. Nhimg muyc tiéu
ctia kénh va yéu cau bit budc cua thanh vién kénh ngoai nhiing tiéu chi
chung nhu phuong thirc kinh doanh, nhitng mat hang ho ban hoac dai
dién, trinh d9 ing dung cong ngh¢ thong tin, tinh chuyén nghi¢p va hop
tac, mirc do phé bién, uy tin thuong hi¢u, muc 19i nhuén va kha nang
phat trién, kha nang thanh toan, diéu kién kinh doanh ..., ban quan tri
con quan tim t6i cac yéu tb dic thu sau:

1. Kha nang cua cac thanh vién trong vai tro logistics cho cac hang
hoa, cac san pham duoc tdp hop tir nhidu ngudn khac nhau va chia nho
trong tai hang hoa guri di thanh cac ¢& c¢6 thé ban duoc;

2. Kha ning cua cac thanh vién trong cac giao dich thuong ngay dé
han ché cac chi phi;

3. Kha nang cua céc thanh vién trong viéc giam chi phi nghién ctru
khéch hang.

Dua vao cac quyét dinh trén, nha quan tri budc vao lya chon loai
kénh va thanh vién kénh. Viéc Iya chon loai hinh kénh (kénh truc tiép,
kénh 1 cip, kénh 2 cdp...) trong TMDT phai cin ctr vao dic thu cua timg
loai san phém hang hoa, dich vu. Chéng han d6i voi cac san phém s6 hoa
nhu phan mém, phim anh, game, ... s& hiéu qua hon néu DN lra chon
cac loai hinh kénh tryc tiép do trong moi truong TMDT nhiing san pham
dugc giao dén khich hang véi thoi gian rat nhanh, chi phi kha thap lai co
thé giao truc tiép cho khich hang ma khong can dén san pham trung
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gian. Dbi voi cac san pham phuc vu trong thi truong B2B thi lira chon
hon ca cho cac DN Ia st dung cac nha mdéi gidi nhu cac san giao dich
dién tir, cong TMPT, ... thong qua nhiing san giao dich nay, cac DN co
thé tim dén nhau d& dang hon, d4ng tin cdy va chi phi thap hon.

Quyét dinh tht hai ctia quéan tri kénh trong TMPT 1a quyét dinh vé
khuyén khich (kich thich) thanh vién kénh. Céc thanh vién trong kénh phai
thuong xuyén duoc khuyén khich dé hoat dong hiéu qua hon. Trong méi
truong TMDT do dic thu 13 méi truong 4o nén cac quyét dinh vé kich
thich thanh vién kénh khong chi dimg lai ¢ viéc quyét dinh cach thirc quan
1y kénh hay tao dung quan h¢ hop tac lau dai v6i thanh vién kénh ma con
thé hién & viéc nha quan tri thyc hién cac chuong trinh truyén thong cho
thanh vién kénh hay gia ting lgi nhuan cho thanh vién kénh. Diéu kién tién
quyét dé hoat dong trong moi truong Internet 1a cac DN, td chirc phai c6
website. Do véy, cac DN c6 thé sir dung chinh website ctia minh dé quang
béa cho website cua thanh vién kénh bang cach dat banner, duong link, ...
trén website ciia DN. Nha quan tri cling ¢6 thé sir dung cac bién phap kich
thich thanh vién kénh bang cach tra hoa hong cho ho cao hon (ddi véi cac
trung gian moi gi6i) hodc giam gia ban hang cho kénh (d6i véi cac dai 1y,
nha ban 1¢, ...). Ngoai ra, cic quyét dinh vé kich thich thanh vién kénh con
duoc thé hién thong qua viéc DN trao cho thanh vién kénh trach nhiém ddi
v6i hidu qua hoat dong kinh doanh san pham ciia DN. Giita DN va thanh
vién kénh thiét 1ap hé thdng trao doi dir liéu dién tir (EDI) dé cung nhau
xay dung ké hoach phan phdi, thuong xuyén trao ddi tinh hinh kinh doanh
nhu doanh sé ban hang, mirc du trit, thoi diém va sd lwong nhap hang, ...
Diéu nay gitp thit chit mbi quan hé giita DN vdi cac thanh vién kénh, tir
d6 tao nén mdi quan hé phu thudc 1an nhau va tao nén su tdi uvu gilta cac
thanh vién kénh.

Quyét dinh thir ba 1 quyét dinh vé danh gia cac thanh vién kénh
trong TMDT. DN TMDT phai dinh ky danh gid hiéu qué hoat dong cta
cac thanh vién kénh. Trong thuong mai truyén thong mot sb chi tiéu
dugc st dung dé danh gid hiéu qua nhu: muc doanh s6 dat dugc, muc
d6 luu kho trung binh, thoi gian giao hang, cach xir Iy hang hoa that
thoat hodac hu hong, miac dd hop tac trong cac chuong trinh xuc tién
hodc hudn luyén ciia doanh nghiép, thu thap thong tin khach hang cho
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DN, ... TMDT ciing str dung hau hét cac tiéu chi trén dé danh gia hiéu
qua tuy nhién cac ti€u chi nay dugc st dung mang tinh dac trung riéng
cua TMDT.

Chéng han, voi tiéu chi thir nhat dé danh gia hiéu qua thanh vién
kénh trong TMDT 1a dya vao doanh s cta thanh vién kénh. Mitc doanh
s6 xéc dinh nay dugc tinh dua trén viéc so sanh gitra cac thoi ky. Mot
diéu kho khin gip phai khi danh gia tiéu chi nay 1a thanh vién kénh ciia
DN do6i khi cling la trung gian cho cd nhiing DN khac. Vi du,
www.megabuy.vn - website hoat dong theo mé hinh siéu thi truc tuyén 1a
nha phan phdi cho rit nhidu cic hdng mdy tinh khac nhau nhu Dell,
Compag, IBM, Vaio, ... Pé danh gia hiéu qua cia www.megabuy.vn ddi
v6i viée phan phdi san pham may tinh mang nhan hiéu Dell, nha quan tr
website c¢6 thé st dung hé théng phan mém ghi lai s6 lugng may tinh
Dell d3 ban ra trong ky, so sanh v&i cac hing may tinh khac dé biét dugc
muc do yéu thich Dell trong khach hang la bao nhiéu.

Déi v6i nhitng website hoat dong theo mé hinh méi gidi - san giao
dich dién tr B2C hoac B2B, cach thuc danh gia doanh s6 duoc diu
chinh theo hudng danh gia sb lugng khach hang va don dat hang ma DN
¢6 dugc tir nhimg nha moi gi6i nay. Ching han vdi www.ecvn.com, DN
chuyén san xuét va kinh doanh vai soi c6 thé danh gia hiéu qua cua viéc
dang ky thanh vién trén www.ecvn.com bang cach tinh sé luong khach
hang chuyén dén website ctia cong ty 13 bao nhiéu, bao nhiéu khach hang
dat hang véi cong ty nho www.ecvn.com, ...

Tiéu chi thir hai dé danh gia hiéu qua thanh vién kénh trong TMPT
1a can ctr vao mirc d6 pho bién cua website thanh vién kénh. Tiéu chi nay
c¢6 thé duge danh gia dua vao uy tin, tinh chuyén nghiép, tinh cap nhat
clia website thanh vién kénh. Nhiing yéu t6 nay c6 thé dugc kiém dinh
dua vao viéc kiém tra tinh tuoi m&i cia website, vi tri xép hang cua
website trén cdc cong cu tim kiém va céac dich vu hd trg ma website
thanh vién kénh mang lai cho khach hang nhu dich vy hd tro truc tuyén
24/7, FAQs, cac dich vu giao hang, ... Mtc d6 phd bién cia website
thanh vién kénh con duge xac dinh thong qua sb lugng khach hang dén
v6i website, tro thanh khach hang trung thanh mua san pham cia DN
trén website thanh vién kénh va tin suit quay lai mua hang cua khach
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hang. Tiéu chi ndy ciing dé dang dugc x4c dinh thong qua viéc thanh
vién kénh str dung cac phan mém luu trir va nhan dang khach hang. Qua
d6, DN c¢6 thé biét duoc nang lyc cua thanh vién kénh trong vi¢c thu hit,
luu giit va thuyét phuc khach hang mua hang cta DN.

Tiéu chi tht ba dé danh gia hiéu thanh vién kénh trong TMDT la
mirc d6 dap tng yéu ciu cua thanh vién kénh trong viéc dam bao cung
cap san pham dung chit lwong, miu ma, thoi gian va dam bao tinh ning
truyén thong tin cia DN dén khach hang ciing nhu mang thong tin tir
khach hang vé DN.

Céac nhom ti€u chi trén giup DN danh gid dugc hi¢u qua thanh
vién trong TMDT. T viéc danh gia hiéu qua két hop voi tinh hinh hoat
dong cua DN, ban quan tri s& dua ra quyét dinh tiép tuc duy tri, m&
rong hay loai bo nhiing thanh vién kénh nhét dinh trong mang lugi phan
phéi cia minh dé dam bao c6 dugc hé thong phan phdi tot nhat trong
moi truong Internet.
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CHUONG 9

KIEM TRA & PANH GIA MARKETING
THUONG MAI PIEN TU

Muc dich cia chwong nay la cung cdp nhitng kién thirc va phwong
phdp co ban vé nguyén 1y kiém tra, danh gid marketing TMPT va su vin
dung trong quan tri marketing TMPT ciia DN. Ngi dung chii yéu ciia
chwong g5m: Phan dinh ré khai niém, ddc diém va vi tri cua kiém tra &
danh gid marketing TMPT: Quy trinh & ndi dung kiém tra & danh gid
marketing TMPT va gidi thiéu mé thirc mau vé kiém tra & kiém sodt
marketing TMDT cua DN.

9.1. Khai niém va vi tri ciia kiém tra & danh gia marketing thwong
mai dién ti

9.1.1. Khdi niém, dic diém cia kiém tra & dinh gid marketing
thwong mai dién tir

Vige lap ké hoach va trién khai ké hoach e-marketing can di kém
v6i no 1a ké hoach thuc hién hoat dong kiém tra va danh gia. Boi 1€ qua
trinh hoach dinh chién lugc marketing TMDPT 1a qua trinh nha quan tri
marketing dy bao nhiing thay d6i cia méi trudng bén ngoai va trong ban
than DN; do d6, trong qua trinh trién khai chién lugc sé ¢6 nhiéu diéu bat
ngd xdy ra. D6 1a nhimg bat ngd trong sy thay ddi cta cac diéu kién, tac
nhan bén ngoai, hodc nhitng bién c¢b khong luong trude duge trong ndi
bo phong marketing cua DN noi rié€ng ciing nhu trong toan bd DN noi
chung. Pong thoi, trong qué trinh thuc thi ké hoach e-marketing rat c6
thé mot c4 nhan, mot nhoém hay mdt by phan nao d6 thuc hién sai cong
viéc, quy trinh lam cho ké hoach khong hoan thanh hoac Kkét qua dat
dugc khong gop phan vao viéc hoan thanh muc tiéu marketing TMPT.
Do vdy, viéc kiém tra va déanh gia marketing TMBT 1a rét can thiét va
quan trong. Vay kiém tra va danh gia marketing TMDT la gi?

Kiém tra va danh gid marketing TMDT 1a viéc kiém tra dinh ky,
ddc lap, co h¢ théng, toan dién moi truong marketing TMDT, muc ti€u,
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chién lugc va hoat dong cua mdt DN, hay don vi kinh doanh, nham xéc
dinh nhiing linh vuc co6 van dé va nhitng co hoi va nhirng dé xuat mot ké
hoach hanh dong nham nang cao hiéu qua marketing TMDT cua DN.

Kiém tra va danh gi4 marketing TMDT gitp nha quan tri
marketing phat hién nhiing sai 1éch gitra thuc hién va ké hoach, xac dinh
nguyén nhan giy nén sai léch; trén co so d6 dua ra cac giai phap diéu
chinh nham dat dwoc muyc tiéu ky vong.

Bon diic diém co ban ciia kiém tra va danh gia marketing TMDT:

- Thir nhat, tinh “toan dién”: Kiém tra va danh gi4 marketing
TMDT bao quat tat ca moi hoat dong e-marketing chu yéu cua mot DN,
chtr khong phai chi c6 mot vai diém ric réi. N6 s& duoc goi 1a kiém tra
chic nang néu chi bao quat mot hay mot vai khia canh nho cua
marketing nhu kiém tra va danh gia van dé dinh gia trong TMDT, chao
hang trong TMPT hay mot s6 hoat dong marketing TMDT. Mic du kiém
tra chirc nang la bd ich, ddi khi n6 lam cho ban lanh dao hiéu nhdm
nguyén nhin cua van dé. Kiém tra va danh gid marketing TMDT toan
dién gitip mang lai hi€u qua cao hon trong vi¢c xac dinh nguyén nhan
thuc té ctia van dé e-marketing cia DN.

- Tht hai, tinh “h¢ thong”: Kiém tra va dénh gi4 marketing TMDT
bao gém mot chudi nhirng budc chan doan theo trinh ty nhit dinh, bao
trum moi truong marketing vi mé va vi mé cua DN, cac muc ti€u
marketing TMDT, cac hé théng va nhiing hoat dong e-marketing cu thé.
Két qua chan doan chi ra nhimng cai tién can thiét nhat. Chung duoc thé
hién thanh mot ké hoach céac bién phap chan chinh, ca trong ng'fm han 1an
dai han, dé nang cao hiéu qua marketing chung ctia DN.

- Thit ba, tinh “ddc 1ap”: Kiém tra va danh gia marketing TMBT c6
thé duoc tién hanh theo sau cich: tu kiém tra, kiém tra chéo, kiém tra tir
trén Xuéng, phong kiém tra cua doanh nghiép, luc lugng dac nhiém kiém
tra cia DN va thué kiém tra tir bén ngoai. Ty kiém tra, tirc 13 nhitng
ngudi quan 1y stir dung mot bang kiém tra dé danh gia cac hoat dong cua
minh, ¢ thé ¢ ich nhung phan 16n cac chuyén gia déu nhét tri rang tyr
kiém tra thiéu tinh khach quan va doc 14p. Nhin chung, dé kiém tra va
danh gia marketing TMDT hiéu qua nhat, cic nha quan tri marketing nén
str dung cb véan thué tir bén ngoai thyc hién dé dam bao tinh khach quan
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can thiét, c6 kinh nghiém sau rong vé mot sb nganh, co hiéu biét nhét
dinh vé nganh cu thé d6, va danh toan bo thoi gian va tdm tri vao hoat
dong kiém tra va danh gia marketing TMBT ctia DN.

- Thir tu, tinh “dinh ky”: Thong thudng kiém tra va danh gia
marketing n6i chung chi tién hanh sau khi thdy muc tiéu thu giam sut,
tinh than cta lyc lugng ban hang sa sut, va c6 nhitng van dé khac caia DN
phat sinh. Két qua nghién ctru cho thay nhiéu DN Idm vao tinh trang
khung hoang mot phan 1a do nha quan tri marketing cia DN d6 khong ra
soat lai cac hoat dong marketing cia minh trong mot thoi gian kha dai.
V6i marketing TMDT ciing vy, viée kiém tra va danh gia dinh ky c6 thé
c6 ich cho ca nhitng DN dang phat trién tot ciing nhu cac DN dang 1am
vao tinh trang kho khan. “Khong c¢6 hoat dong marketing TMDPT nao lai
ludn ludn tot dén mirc @6 khong thé tét hon duogc nita. Ngay ca hoat dong
t6t nhat ciing c6 thé lam tot hon nira. Trong thuc té, ngay ca cai tot nhat
ciing can phai t6t hon nita”.

9.1.2. Vi tri ciia kiém tra & ddinh gia marketing thwong mai
dién tir

Trong md hinh méi lién hé twong quan giita chién lugc marketing
TMBDT véi chién lugce chung cia DN - mo hinh ESP, kiém tra & danh gia
marketing TMDT nam & vi tri cudi cia mé hinh. Tuy nhién lai c6 anh
huong dén tit ca cac hoat dong phia trude. Viée kiém tra & danh gia
marketing TMDT 14 rét can thiét, nha quan tri marketing c6 thé xay dung
cac md thire do ludng va luong gia trén co s xac dinh myc tiéu kiém tra
& danh gia dac thu. (Xem lai hinh 1.1 - Chuong 1).

9.2. Quy trinh kiém tra va danh gia marketing thwong mai dién tir

Xac dinh Xac dinh bo Iuc‘rpg So sanh )§a’c Qinh Hanh
muc tiéu cac t[éu cac két viéc thuwe van dé ton dong st;a
can dat L, cbuan | qua > h[en voi | tai, nAguygn N chu’eg neu
dwoc can do cac muc nhan va can
lwong tiéu cac co hdi

Hinh 9.1: Quy trinh kiém tra & ddinh gid marketing TMDT
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- Budce 1: Xac dinh muc tiéu can dat dugc.

Nha quan tri marketing can xéac dinh rd muc dich cua viéc kiém tra
va danh gia chuong trinh e-marketing. Pong thoi can dinh rd nhimng van
dé, yéu té can do luong danh gia. Cac qué trinh va két qua phai duoc do
ludng mot cach hop 1y va khach quan. Nha quan tri marketing can tap
trung kiém tra, danh gia, do luong nhirng yéu td quan trong nhat ctia qua
trinh, nhitng yéu t6 quyét dinh thanh cong cta ké hoach chién lugc.

- Budc 2: Xéc dinh cac tiéu chuan can do ludng.

Céc tiéu chuan dung dé do luong két qua phai thé hién chi tiét cac
muc tiéu marketing TMDT ma nha quan tri marketing mudn dat t6i trong
qua trinh do luong va danh gia. Ching phai 1a sb do cac két qua kha thi.
Céc tiéu chuan thudng bao gdm mot diy on dinh trong d6 xac dinh rd
nhitng d6 1éch cho phép. Cac tiéu chuan dugc st dung khong chi nham
danh gia du ra cudi cing ma con danh gia cac giai doan trung gian.

- Buée 3: Do luong cac két qua.

Viéc do luong phai dugc thuc hién vao thoi gian dinh trude. Nha
quan tri marketing c6 thé sir dung nhitng phuong phép théng ké, tinh
toan truyén thong hodc str dung cic phan mém ty dong dé do luong két
qua thyc hién cu thé.

- Budc 4: So sanh viéc thue hién véi cac muc tiéu.

Néu két qua thuc hién nim trong pham vi mong mudn thi qua trinh
kiém tra va danh gia két thuc tai day. Néu két qua nam ngoai pham vi
cho phép, nha quan tri marketing phai tim hiéu nguyén nhan va diéu
chinh sai I¢ch (sang budc 5 va 6).

- Budc 5: Xac dinh van dé ton tai, nguyén nhan va céac co hoi.

Nha quén tri marketing phai xac dinh:

+ Sai léch chi 1a do dao dong tinh co?

+ Cac qua trinh dang thyc hién c6 sai khong?

+ Céc qua trinh c6 dép Gmg dugc cac tiéu chuan mong mudn?

+ Hanh d6ng khong chi diéu chinh sai 1éch, ma c6 ngan ngira sy lip
lai nhitng sai 1éch khong?
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- Budc 6: Hanh dong di¢u chinh néu can

Nha quan tri marketing tién hanh sta chita nhitng sai 1éch trong qué
trinh thuc hién nham dam bao két qua thuc hién phu hop véi muc ti€u
mong mudn.

9.3. Noi dung cita kiém tra marketing thwong mai dién tir
Kiém tra marketing TMDT bao gdm 4 ndi dung:
Thir nhat, kiém tra ké hoach e-marketing hang nim
Thir hai, kiém tra mirc sinh 10i clia e-marketing
Thir ba, kiém tra hi¢u ning clia e-marketing
Thit tu, kiém tra chién lugc e-marketing.

Céc DN nén phat hién duoc cic diém yéu can khic phuc thong qua
viéc kiém soat e-marketin. O day kiém soat e-marketing dugc hiéu 1a
viéc giam dinh modt cach toan di¢n, h¢ théng, doc lap va dinh ky moi
truong, chién luge, t& chuc, hé théng, nang sudt va hoat dong e-
marketing cia DN véi quan diém xéac dinh cac khau c6 véan dé, cac thoi
co va dua ra ké hoach hanh dong dé cai thién hiéu suat e-marketing cua
DN. Kiém soat marketing TMDT gbm 6 ndi dung:

Buéc 1: Kiém soat méi trirong marketing TMDT
- Mbi trudng vi md gom:
+ Cac yéu t6 Kinh té

Nhiing sy kién co ban nao trong linh vuc doanh thu, gia ca, tiét
kiém vén va tin dung c6 anh huong dén hoat dong kinh doanh n6i chung
va hoat dong TMBT néi riéng cia DN? DN di ¢ nhitng hanh dong gi dé
thich img v&i nhimg sy kién va xu thé d6?

+ Céc yéu to chinh tri luat phap

Nhiing luat, nghi dinh nao trong sb nhitng dy an luat dang dugc dé
trinh ¢6 thé c6 anh huéng dén hoat dong marketing TMDT va chién lugc
cia DN? Can chi y theo ddi hoat dong ndo & quy mé toan qudc, quy md
ving mién va & quy mo tinh thanh? Piéu gi dang dién ra trong linh vyc
chdng vi pham ban quyén, phat trién cong nghé thong tin, bao mat va an
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toan thong tin cd nhan, ddm bao do chinh xac va chan thuc cua hang hoa
va ngudi ban trong thi trudng 4o, canh tranh gia ca va phat trién cac
chwong trinh phan phbi qua mang, xtc tién dién tir, ... c6 thé anh huong
dén chién lugc marketing TMPT ctia DN?

+ Cac yéu t6 cong nghé

Su phat trién cta khoa hoc ky thudt va CNTT nao anh hudng dén
quyét dinh chién lugc marketing TMDT cua DN? Nhirng phan mém nao
tro giup DN trong viéc quan tri khach hang, quan tri chudi cung ung,
quan tri kho hang, ... Mtrc d0 vi pham ban quyén CNTT c6 anh hudng
dén hoat dong TMPT cua cong ty?

+ Céc yéu t6 vin hoa xa hoi

Théi d6 cua du luan xa hoi d6i v6i gidi kinh doanh va san pham
cong ty san xut va phuong thire cong ty kinh doanh nhu thé nao? Nhiing
thay doi ndo trong 16i song va quan niém gia tri ciia ngudi tiéu dung va
ctia gidi kinh doanh c¢6 lién quan dén hoat dong TMBDT cua cong ty?
Mirc d6 chip nhén ciia ngudi tiéu dung véi phuong thire kinh doanh qua
mang ciia cong ty nhu thé nao? Nhimg sy kién va xu thé nhan khau nao
da tao ra thuan lgi va nguy co cho doanh nghi€p? Cong ty da c6 nhiing
hanh dong gi dé déap lai nhimg su kién va xu thé do?

- Méi truong nganh kinh doanh:
Thi trwong

Diéu gi dang xdy ra voi quy md thi truong TMBDT cta DN, sy phat
trién ctia chung, viéc phan phdi theo dia 1y va muc thu nhap? Nhiing
doan thi truong co ban ctia DN?

Khach hang

Khach hang dién tir ctia cong ty c6 dic diém gi? Ho nhin nhén thé
nao vé danh tiéng ctia cong ty va dbi thii canh tranh? DPic diém nao cua
cong ty 1 nodi bat hon han so v6i di thu canh tranh?

Quy trinh quyét dinh mua cua khach hang nhu thé nao? Nhén to
nao anh huéng 16n nhat téi quyét dinh mua hang truc tuyén cua khach
hang dién ta?
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Poi thii canh tranh

Doi thu canh tranh tryc tiép cua cong ty 1a ai? Muc ti€u, chién luogc,
diém manh - di€m yé€u cua ho 1a gi? Quy md va céc chi ti€u thi phan cua
ho ra sao?

D6i thi canh tranh trong thi trudng ngoai tuyén va thi trudng truc
tuyén khac nhau nhu thé nao?

Nhimng xu thé ndo trong twong lai ¢ anh huéng dén su canh tranh
va viéc phd bién nhiing san pham thay thé?

Hé théng phan phéi va dai ly

Nhitng kénh phan phdi trong thuong mai dién tir ndo dwa hang hoa
dén tay nguoi tiéu dung cubi ciing?

Su thay doi chiéu dai kénh phan phdi va thay doi chirc ning cac
thanh vién kénh phan phdi trong méi trudng Internet c6 anh huong nhu
thé nao?

Su thay d6i ctua viéc phan phoi cac san pham so hoa trong moi
truong Internet va su gia nhép cua cac to chtrc, dich vy dam nhi€m viéc
giao nhan san pham hang hod hitru hinh trong thuong mai dién tu.

Nhirng nha cung @ng

Trién vong cung tng lién tuc nhitng vat tu chua yéu phuc vu nhu cau
san xuat ra sao?

Quyén luc thuong luong cua nha cung Ung v6i cong ty nhu thé
nao?

Viéc lién lac va dat hang cua cong ty véi nha cung ing dugc tién
hanh ra sao?

Cic to chire tai tro' va marketing

Du bao nhu thé nao vé gia ca va kha nang dam bao dich vu vén tai?
Du bao nhu thé nao vé gia ca va kha niang dam bao dich vu kho?
Dy bao nhu thé nao vé gia ca va kha nang dam bao cip von?

Cong ty quang cdo hoat dong c6 hiéu qua dén mirc d6 nao?
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Cong chiing cé lién quan

Nhimg cong ching c6 lién quan nao c6 kha ndng tao ra cho cong ty
nhiing van d€ nao do?

Cong ty thi hanh nhiing bién phap nao dé dam bao lam viéc c6 higu
qua voi tung nhom cong ching riéng 1¢?
Buéc 2: Kiém soat chién lrge marketing TMDT

+ Chuong trinh hoat dong e-marketing cia DN: Chuong trinh cua
DN c6 dinh hudng 10 rang vao hoat dong thi truong khong?

» St mang va myc tiéu marketing TMDT:

- Nhiém vu cta cong ty va cua marketing c6 duoc trinh bay thanh
nhimg muc tiéu rd rang dé 1am co sé cho viéc 1ap ké hoach marketing
TMDT va dinh lugng két qua dat dugc khong?

- Str mang marketing TMDT co6 phu hgp véi vi tri canh tranh cta
DN, ngudn lyc va kha ning cia DN khong?

> Chién lugc marketing TMDT:

- Chién lugc co ban cia marketing TMDT nham dam bao gidi
quyét nhitng nhiém vu di dé ra 1a gi? N6 c6 can cir khong?

- DN c¢6 danh du (hay qua nhiéu) kinh phi dé giai quyét nhimng
nhi¢m vy marketing TMDT da dat ra khong?

- Kinh phi marketing c6 duogc phan bd ti wu cho cac phan khic
thi truong, dia ban tiéu thu va mat hang khong?

- Kinh phi marketing c6 duoc phan bd tdi vu cho cac thanh phan
ctia hé thdng marketing-mix, nhu chét luong hang ho4, dich vu, bo may
thuong mai, quang c4o, hé théng phan phdi khong?

Budc 3: Kiém soat to chirc e-marketing
> Cau triic to chirc:

- Nguoi lanh dao bd phan marketing c6 du quyén luc va du chic
trach trong khu6n kho hoat dong ciia DN dé c6 anh huéng dén mic do
thoa man ctua khach hang khong?

273



- Co cau hoat dong marketing c6 t6i wu khong theo gidc do chuc
nang, hang hoa, nguoi tiéu ding cudi cing va cach phan bo theo dia ban?

» Hiéu nang van hanh:

- MBbi lién hé va cac quan hé cong tac hang ngay giita bo phan
marketing va bd phan tiéu thu c6 tot khong?

- Hé théng dua trén co sé ngudi quan 1y hang hoa c6 du nang luc
dé lap ké hoach khéi luong béan va ca lgi nhuan khong?

- B0 phan marketing c6 nhém chuyén gia cin bo tic nghiép vu,
dong vién thém, kiém tra thém hay danh gid thém hoat dong cua ho
khong?

» Hi¢u nang tuong tac:

- C6 nhimg van dé twong tac can dic biét chu y giita marketing
truyén théng va marketing TMDPT va véi cac bd phan khac nhu san Xuét,
nghién ctru khoa hoc, thu mua, hau can hay linh vuc tai chinh khong?

Budc 4: Kiém tra hé thong marketing TMDT
> Hé thong thong tin marketing TMDT:

- Hé théng thu thap thong tin marketing c6 dam bao nhan duogc
nhimg thong tin chinh xac, kha day du va cap thiét vé nhiing su kién
dang dién ra trén thi truong khong?

- Nhimg nguoi diéu hanh DN ¢6 sir dung dung muc nhiing s6 lidu
nghién ctru marketing khong?

> Heé thong 1ap ké hoach marketing TMDT:

- Hé thong 1ap ké hoach marketing TMBDT ¢6 duoc can nhic ky va
dat hiéu qué khé khong?

- Cong tac dy bao ti€u thy, luong dinh tiém nang cua TMDT muc
tiéu co duoc tién hanh tot khong?

- Céc dinh mirc ban hang ¢ day du can ctr khong?
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> Hé thong kiém tra marketing TMDT:

- Hé thdng kiém tra c6 dugc can nhic k§ dé dam bao co thé xac
dinh tuyét ddi chinh xac cac chi tiéu hoan thanh nhiém vy di dé ra trong
ké hoach nam khong?

- Ban lanh dao c6 phan tich dinh ky kha nang sinh 1gi cua san
pham, thi trudng, dia ban tiéu thu va cac trung gian phan phdi khong?

- C6 thuong xuyén tién hanh phén tich cac chi phi marketing
TMDT khong?

> Heé théng nghién ctru phat trién san phdm méi:

- DN c6 duge to chire du tot vé mét thu nhép, hinh thanh va tuyén
chon nhitng ¥ twong vé san pham méi khong?

- DN c6 tién hanh nghién ctru kha dy dii nhitg y d6 va phan tich
day du nhitng kha ning san xuat va tiéu thy trude khi cap von dau tu dé
thé hién nhing ¥ tudng san pham mai khong?

- DN c¢6 tién hanh thir nghiém ddy dii san phdm méi va cho ding
thir trong diéu kién thi truong trude khi san xuat san pham méi dé ban
khong?

Budre 5: Kiém soat niing suat marketing TMDT

» Phan tich kha nang sinh 101:

- Kha ning sinh 10i cta cac san pham khac nhau ctia DN, & céc thi
truong va cac trung gian phan phdi cia DN nhu thé nao?

- DN c6 nén mo thém nganh hoat dong madi nao d6, mé rong hay
thu hep nganh nao d6 hay tir bé hin n6 khong va quyét dinh nhu vay s&
anh huong toi loi nhuan ciia DN xét vé 1au dai cling nhu trong thoi gian
ngan nhu thé nao?

» Phan tich hi€u qua cua cac chi phi:

- Cac loai hinh hoat dong marketing riéng r& c6 ton kém qua
khong? Liéu c6 thé c6 nhitng bién phap nham giam bét chi phi khong?
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Budéc 6: Kiém sodt chirc ning marketing TMDT
» Chao hang trong TMDT:

- Nhiing nhi¢ém vu nao dang dat ra truéc nhoém ching loai san
pham cy thé? Nhitng nhiém vy d6 c6 day du cin ctr khong? Chung loai
hién c6 c6 dap ung dugc nhirg nhiém vu da dé ra cho chiing khong?

- Céch thirc chao hang va giéi thidu san pham trong méi truong
Internet dugc thé hién ra sao?

- Cong nghé nao dugc sir dung dé chao hang san pham chan thuc
va bat mat?

- Quyét dinh thwong hiéu cho DN va san phdm ctia DN?

- Quyét dinh chién lugc chao hang nao?

- Quyét dinh ban san pham di c6 mit trong thi truong truyén thong
hay tao ra nhiing san pham dac trung trong mai truong Internet?

» Gia trong TMDT:

- Nhiém vy, chién luoc, chinh sach va phuong phap hinh thanh gia
ca nhu thé nao? Gia dugc cin ctr vao cac thong sb gia thanh, nhu cau va
nhirng dac diém cua tinh hinh canh tranh dén mtc d6 nao?

- Quyét dinh st dung phuong phap dinh gia nao? Hiéu qua cia
phuong phap dén dau?

- Pinh gia trong moi trudng Internet so voi gid san phidm twong
ddng trong mdi truong truyén thong cé chénh 1éch khong? Nguyén nhan
cua sy chénh léch?

- Theo ¥ kién khach hang, gia cua DN c6 twong xing voi gia tri
cua hang hoa khong?

- DN c¢6 str dung hiéu qua nhirng phuong phap kich thich bang gia
khong?

> Truyén thong e-marketing:

- Nhiém vu quang céo tryc tuyén ctia DN 1a gi? Nhiing nhiém vu
d6 c6 can cur khong?
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- Murc chi phi cho quang céo truc tuyén c6 téi uvu khong? Ngan
sach quang cao dugc xay dung nhu thé nao?

- DN sir dung phuong thirc quang cdo truc tuyén nao? Hiéu qua ra
sa0? Thong diép, ndi dung va vi tri quang céo truc tuyén cd dugc lya
chon mot cach than trong khong?

- Céc phuong phap xtc tién ban truc tuyén c6 duge DN su dung
hi¢u qua khong?

- Str dung cong nghé cho hoat dong marketing dién tir truc tiép co
dem lai nhitng phan ing, phuc dap cao tir phia khach hang khong?

- DN c¢6 chii trong xay dung va phat trién cac chuong trinh quan hé
cong chung dién tor khong? Muc dd quan h¢ véi khach hang c6 dugc cai
thién khong? Hi¢u qua cia no ra sao?

> Phan phdi trong TMDT:
- Nhiém vu va chién lugc phan phbi 1a gi?
- Pham vi thi truong va dich vu cé dia khong?

- DN c¢6 quyét dinh st dung cac trung gian phan phdi trong TMDT
khong? Mbi quan hé giita hiéu qua va chi phi st dung trung gian phan
phéi duge xac dinh nhu thé nao?

9.4. M6 thirc miu vé kiém tra & kiém soat marketing thwong mai
dién tir ciia doanh nghiép

Véi myc dich bién chuong trinh e-marketing thanh nhing thanh t6
c6 thé do luong duge két qua mot cach toan dién, Bang diém can bang -
BSC (Balance Scorecard) ¢ thé dugc st dung nhu mot mé thirc dé dénh
gia chuong trinh e-marketing theo cac khia canh khac nhau. Ap dung mé
thirc nay nham thiét 14p mot hé thong do luong hiéu qua trong quan tri
chuong trinh marketing va truyén dat hé théng d6 t6i nhitng nguoi hoach
dinh ciing nhu trién khai chuong trinh e-marketing nham hiéu chinh chién
lugc cling nhur cac chuong trinh e-marketing kip thoi véi didu kién méi.

Bang diém can bang ban ddu duoc dung nhu mot hé thong do
luong két qua hoat dong duoc cai thién. Tuy nhién, sau dé qua thyc tién
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st dung, mo hinh da chting minh co6 thé duoc sir dung nhu mdt hé théng
quan ly nham thuc hién chién lugc & moi cép dd cua té chuc. O khia
canh marketing TMPT, 4p dung mé thic kiém tra ddnh gia chuong
trinh e-marketing bang bang diém can bang nham thyc hién cc chirc
nang sau:

- Vach ré va cu thé hod chién luoc e-marketing - Qua trinh chuyén
cac muc tiéu chién luogc thanh cac thude do c6 thé do duge chi rd su am
hiéu vé chién lugc cua doi ngil quan 1y va gitp phat trién mot sy dong
thuan gin két.

- Truyén tdi cdc muc tiéu chién lrgc e-marketing - Bang diém can
bang c6 thé truyén tai nhitng muyc tidu ¢ mirc d6 cao thanh cac muc tiéu
trong qua trinh hoat dong va truyén dat chién lugc hiéu qua xuyén sudt
cac b phan lién quan.

- Dao tao va phan héi vé chién lupc va chiong trinh e-marketing -
Céac nha quan 1y cdp cao nhan phan hoi vé viéc lidu qua trinh thuc thi
chién lugc c6 dang dugc thuc hién theo ké hoach dé ra hay khong va li¢u
ban than chién lugc c6 thanh cong hay khong nhiam c¢é dugc nhitng sy
diéu chinh kip thoi.

Robert S. Kaplan - cha d¢ mo6 hinh Balanced Scorecard - hi¢n Ia
Gido su chuyén nganh ké toan va quan tri tai Truong kinh doanh
Harvard, 1a dong Chu tich cp cao cia tap doan Palladium Group. Cong
trinh nghién ctru xuét sic nhit va c6 tim anh hudng sau rong nhét trong
su nghi€p cuia ong cho tdi nay 1a mo hinh Balanced Scorecard - Bang
diém cdn bang - cong cu chuin hoéa giira chién luoc va hoat dong cia DN
- do 6ng cung ddng nghiép David Norton sang tao ra. Bang diém cdn
bcfng la mét hé théng quan ly va lap ké hoach chién lugc dugce st dung
rong rai trong cac to chirc phi lgi nhuan, chinh phu, nganh céng nghiép
va kinh doanh trén toan thé gidi nham sap xép cac hoat dong kinh doanh
hudng vao tam nhin va chién lugc cua to chire, cai thién thong tin lién lac
trong va ngoai DN, gidm sat hoat dong cua t6 chure dya trén cic muc tiéu
chién lugc. N6 mang dén cho cac nha quan 1y va cac quan chirc cip cao
trong cac td6 chirc mot cai nhin can bé‘mg hon vé toan bo hoat dong cua to
chtrc. Hién tai c6 khoang mét nira trong sé 1000 cong ty trong danh sach
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Fortune 1000 st dung phuong phap ndy. Mo thic kiém tra danh gia
chuong trinh e-marketing bang Bdng diém cdn bang duoc méd ta theo
biéu d6 sau:

Financial )
<y Tai chinh
/" /,/"‘;- N
£ 2N 3\
> £ =/
| |
Customer A Chlrong trinh ;. |Business Process
Khach ha <= e T [ > Quy trinh thue hign
nd N E-marketing Vv’ v e
AR o yo
\\\ N 0 ’/_/’

Learning & Growth
Nahien coru Tang truéng

Hinh 9.2: M6 thirc kiém tra & kiém sodt chwong trinh
e-marketing bang BSC

Loi ich cia viéc sit dung mé thirc BSC

Loi ich cua viéc sit dung mo thuic kiém tra, danh gia chuong trinh
e-marketing theo BSC ¢6 thé tom tat trén nhitng khia canh sau:

- Thudc do bén trong va bén ngoai

- Thuéc do khach quan va chu quan

- Panh gia tong hop két qua hoat dong hién tai va dong co ciia két
qua hoat dong trong tuong lai.

- Tang cuong mbi quan hé véi khach hang, d6i tac va cac thanh
vién trong chudi cung tng.

- Pam bao dong thoi ca hiéu qua va hiéu suat, hudng t&i sy phat
trién bén viing.

- Giup cac DN biét dugc van dé gi 1a quan trong va lugng hoa
hiéu qua cta cac quyét dinh marketing dé moi nguoi trong DN c6 thé
hiéu duoc.
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- La mot cong cu ¢o tinh “truyén théng” cao vi moi ngudi trong DN
déu c6 thé sir dung BSC nhu mot “kim chi nam” dé diéu phdi hanh dong
va tao ra su phéi két hop nd luc caa ho.

- La mot cach thire dé danh gia cac két qua vo hinh ciing nhu hitu
hinh.

- Linh dong trong viéc ap dung gitp DN ¢6 thé lya chon mo thirc
phu hop dé danh gia cac muc tiéu marketing chién lugc.

Pic diém ciia mb thire BSC

Trong ky nguyén cong nghiép, hau hét tai san cuia mot DN 1a bt
dong san, nha xudng va trang thiét bi va cac DN quan tim dén cic muc
tidu tai chinh do d6 hé thong kiém tra danh gia truyén thong trén co so
luong hoa thanh céac chi tiéu tai chinh duoc ap dung phd bién. Trong ky
nguyén thong tin, hau hét gia tri cia mot DN gén vé6i cac qua trinh cai
tién, cac moi quan h¢ khach hang, va nguén nhan luc. Hé théng kiém tra
danh gia truyén thong theo kiéu tai chinh hoa khong dit manh dé dinh gia
tri chinh x4c cta nhirng két qua 1a tai san v hinh nay.

Mo thirc BSC - vuot ra ngoai pham vi cua nhiing thudc do tai chinh
tiéu chuén - bao gém thém 4 khia canh sau: Khia canh tai chinh, Khia
canh khach hang, Khia canh cua quy trinh san xuét ndi bo, va Khia canh
dao tao va phat trién. Bén khia canh nay khéng chi don gian 1a mot bo
suu tap cac khia canh doc lap, d6 1a mot sy két ndi logic - nghién ctou va
tang truong dan t6i cac qua trinh kinh doanh tét hon, qua d6 1am ting gia
tri cho khach hang va cudi cting c6 tac dung cai thién két qua tai chinh.

- Khia canh khach hang: Mo thic BSC tap trung st dung cac tiéu
chi do ludng sy trung thanh va gia tri khach hang, thong qua do6 biét duoc
sy thoa man cia khach hang, su ghi nhé cia khach hang, thi phan ¢
nhimg phan doan thi trudng muc tiéuy, ... Bén khia canh can do luong vé
gia tri khach hang do la: thoi gian tir khi dat hang té1 khi nhan dugc hang
chét luong, tinh hinh thuc hién giao dich cia DN véi khach hang va chi
phi ma khach hang phai bo ra dé c6 dugc san pham, dich vu ciia DN. Tuy
theo muc tiéu cia chuong trinh e-marketing cuia DN ma cac thudc do
thich hop duoc 1ap ra dé kiém tra va danh gia tinh hinh thyc hién nhiing
muc tiéu nay.
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Khia canh khach hang

Cac muc tiéu dién hinh Thwéce do
Tang cudng nhan thire vé dich vu méi || - Diéu tra vé& nhan thirc clia khach hang vé dich
cla website VU moi

- 86 lwgng khach hang vao site

Vi thé ctia DN v6i website moi - Diéu tra vé thai do clia khach hang muc tiéu

Tang s6 |an dang nhap website - 86 lvgng d&ng nhap

o . L .. .|l - Biéu tra myc tiéu khi vao website
Su hai long cao cla khach hang ddi voi

website - Theo ddi soO lan vieng tham va cac hoat dong

trén website

- 86 lwgng phan nan (e-mail, phone)

Sw hai 16ng clia khach hang vé gia tri ) ) .
tieu dung - So sanh doanh thu ngoai tuyén va truc tuyén

ddi v6i cung mot san pham

Trén day 1a mot sé muc tiéu va thuée do dién hinh. Ngoai ra mdi
muc tiéu cu thé c6 thé duge do ludng bang nhitng thude do khac nhau va
dugc st dung bang nhiing céng cu thich hop. Chang han phan mém do
luong lwong khach hang viéng thim website c¢6 thé thu thap cac thong tin
vé:

- S6 khach hang 1an dau truy cap website;

- S6 khach hang quay lai website;

- Tong s6 trang web khach da truy cép;

- Nhiing trang web nao dugc nhiéu khach hang truy cap nhat;

- Khéch hay vao trang web nao dau tién khi truy cap website;

- Khéch hang vao trang web nao cudi cung cung trude khi ra khoi
website;

- Khach dén website cta ban tir trang web nao;

- Nhitng tir khoa va sé 1an khach st dung dé tim ra website trén
search engines;
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- Thoi di€m, s6 lan khach truy cép st dung cong cu tim ki€ém nao
dé tim ra website;

- Khéch truy cap tir thanh phd, qudc gia nao, dia chi IP cua khach;

- Khach truy cap nhiing trang web nao trén website, vao nhiing thoi
diém nao, trong thoi gian bao lau;

- Trinh duyét web, hé diéu hanh, do phan giai man hinh cua khach;

- Tu ddng cung cdp bao cdo sb luong khach truy cdp lan dau, sd
luong khach quay lai website, tong s trang web truy cap theo timg ngay,
tudn, thang, nam hodac theo khoang thoi gian da 4n dinh

- Khia canh vé hiéu qud quy trinh hoat déng : Danh gia cac linh
vuc chire nang cia DN c6 anh hudng truc tiép hay gian tiép dén sy thanh
cong clia chuong trinh e-marketing trong viéc dap tmg nhu cau cta khach
hang. Nhiing yéu t6 thuong dugc quan tim khi dénh gia vé hiéu qua quy
trinh thuc hién nhu: chat luong chao hang, k¥ ning ctia nhan vién, ning
sudt lao dong, hé théng thong tin marketing, quy trinh dat hang, thanh
toan, phan phdi, ...

Hiéu qua quy trinh hoat dong

Muc tiéu Tiéu chi

- Diéu tra thi trwong muc tiéu
Cai thién chét lwong dich vu tryc tuyén | - S lwong khach hang st dung dich vu
- Thoi gian download dé st dung dich vu

. , . - Thoi gian tra 161 email
Chat lwgng dich vy ky thuat ho tro . n e a s
- SO lwong lién lac dé giai quyét van de

- Théng ké kiém tra chao hang trén mét sb tiéu

Chét lvong chao hang thire cu thé

Hiéu qua website Thwéc do vé website hidu qua (*)

(*) Panh gia website hiéu qua duoc thé hién qua:

- Ty 1€ nguoi truy cap méi va ty 1€ quay lai cua nguoi truy cép ci;
- S6 trang xem/truy cap;

- S6 hang/1 1an dit hang va gia tri dat hang trung binh;
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- Ty 1¢ bé Web ngay khi stir dung;
- Thoi gian tai trang web;

- Ngudn truy cap vao Web: truc tiép/tir két qua tim kiém/ tir céc site
tham chiéu;

- S6 luong dat hang trén mdi khach hang trong 1 nam;

- Ty 1& hiy bo thanh toan/gio hang (sau khi dua san phim vao gid
hang / sau khi nhap hoa don, ...)

- Hoc tap va tang truong: Hi¢u qua chuong trinh e-marketing phu
thudc nhidu vao kha ning khong ngimg ddi méi, sang tao vé chao hang,
xuc tién, phan phdi, ... Do d6 do luong khia canh hoc tap va ting trudng
nham danh gia dong co cua két qua twong lai chuwong trinh e-marketing
chang han nhu: S6 lugng chiao hang mdi, doanh sb, kha ning thim nhap
thi truong méi, cac sang kién ting cuong hiéu qua CRM va SCM.

Nghién ctru va tang trwéng

Muc tiéu dién hinh Thwéc do

- Sb lwong dich vu méi duoc tung ra thi
trwdng trong 1 ndm

Déi méi dich vu tryc tuyén - 86 lwong dich vu méi khong dwoc dwa ra bdi
doi tha canh tranh

- Phan tram doanh sb cda dich vu méi

e - Sb lwong d& xuét cia nhan vién
Caéi tién hé thong CRM . . L
- SO lwgng/cac loai cai tien

L, o - S6 1an nhan vién tiép can hé thong thang tin
Tang gia tri hé thong quan trj tri thirc L .
- Lwgng thdng tin ma nhan vién dong goép

- Khia canh tai chinh: RS rang rang cac chién luoc marketing s&
anh huong dén doanh thu ca truc tuyén va ngoai tuyén. Cac chién luogc
nay ciing s& anh huong dén loi nhuan ciia DN mic du két qua cudi cing
nay con chiu tac dong bdi hiéu qua hoat dong cua nhiéu linh vuc chire
nang khac. Mac du vay nha quan tri marketing ciing phai c6 trach nhiém
vé hiéu qua hoat dong hay loi nhuan c6 lién quan dén cac hoat dong

283



marketing. Chang han khi nha quan tri marketing dé xuét vé chuong trinh
san phém mai hay dich vu truc tuyén, ho phai du toan duogc nguén doanh
thu twong lai, mirc kinh phi phai can dén va thoi gian hoan vén. Do vay,
v6i khia canh tai chinh m6 thirc BSC sé do luong va danh gia chi phi
ciing nhu két qua cua viéc dau tu cho chuong trinh e-marketing nham
danh gia hiéu qua vé mat tai chinh cua cac chién lugc e-marketing dang
thuc hién.

Khia canh tai chinh

Muc tiéu Thwéce do

Tang thi phan cho chao hang truc tuyén Thi phan tuyét déi, twong déi

Tang trwdng doanh thu Doanh s6 theo ky

10% ROIl/ndm cho mot chao hang mai ROI

Gidm chi phi chiém linh khach hang - | CAC (chi phi marketing/sd Iwgng khéch
(customer acquisition costs (CAC) trén || hang gia tang)
kénh trwc tuyén

Kiém soat hiéu qua chi phi quang cdo CPC- Cost per Click (Chi phi cho 1 I4n click)
CPA- Cost per Action (Tra tién cho cac hanh
dong tiép theo clia khdch hang nhuw dét Iénh
mua bén, déng ki tai khoan,...)
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