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CHUONG 9: CHIEN LUQC PINH VI VA KHAC BIET HOA

“Cdch duy nhdt dé mét cong ty cé thé cung cap dich vu d6 \& phan biét. Diéu nay thim
chi con dung nhiéu hon trén mang Internet, noi ma cdac doi thu canh tranh khong bi gioi han
boi khoang cdch, nhung bi bao quanh boi tat ca CAc trang wWeb twong tw trong nudc va trén
the gioi”

Ralpth F. Wilson differentiate or die

“Khdc biét héa la ky thudt marketing truc tuyén quan trong nhat. Néu ai dé nhin thdy
mot ban sao cua youtube ho khong co Iy do dé su dung website nay vi no khong cung cap bat
cir diéu gi hon youtube”

- MarketingHub.info —

Muc tiéu chinh ctia chuong 14 cung cép cai nhin tong quan vé cach thirc va 1y do cac e-
marketer sir dung khéac biét hoa va dinh vi. Ban s& hoc vé cac chién lugce khac biét hoa duoc
sir dung trong kinh doanh tryc tuyén va nhimg nén tang cua dinh vi hay tai dinh vi cac cong
ty, cic san pham va thuong hiéu trén internet.

Sau khi doc chwong nay, ban cé thé:

= Pinh nghia khac biét hoa va dinh vi; va giai thich tai sao ching lai la nhitng yéu
t6 quan trong cua chién luoc marketing.

= Xac dinh rd rang nhitng khia canh cua su khac biét va dac trung riéng cta cac
chién lugc khéc biét hoa trén mang internet.

= Thao luan vé cach thirc céc cong ty c6 thé tu dinh vi hay tai dinh vi dua trén nén
tang cua cac thudc tinh, cong nghé, cac loi ich, phan loai nguoi s dung, mdi
quan hé véi ddi thu canh tranh, cac kha nang phéi két hop hay thay d6i dinh vi.

CAU CHUYEN J. PETERMAN

Cong ty J. Peterman la mét vi du dién hinh vé su két hop thanh cong giita sy khac biét
hoa va chién lugc dinh vi. Nhiing khach truy cap lang man s€ t4i vao trang web cua cong ty

WWW.jpeterman.com néi nhiing 10 18 tét dep vé cong ty va qua trinh thanh 1ap cong ty cua
anh ta nhu 1a mot dong ddi dugc tach ra tir nhitng dbi thu thong thuong:

Con nguoi muon nhitng thir ma rat khé khdn méi c¢é thé tim thdy dwoc. Nhitng thir
cuwong diéu nhung cuong diéu dua trén thuc té vé chinh ho...

T6i cho rang cdc tdp doan khong 16 ciia My nén bat dau tw héi chinh ho liéu nhitng
thir ho lam ra thuc su co tot hon nhitng san pham thong thuong khong.

RO rang la con nguwoi muon nhitng thir ma dem den cho ho cudc song ma ho mo woc.
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Tét ca quﬁn 4o va cac mat hang phu kién dugc cung cép hoan hao kém mdt cau
chuyén khong mach lac voi muc dich tao an tugng nhd nhung va ling man trong tam tri khach
hang. Vi du, nhitng 151 m& dau cho san pham 4o len mong Cardigan dinh cudm nhimg 1950
da chung to su dinh vi san phém rat doc ddo:

“Ao len méng dinh cwom thdp nién 50 - Téi c6 thé mang nhitng quyén sdch ciia

ban

Tat cd nhitng ¢é gdi trung hoc hodc dai hoc déu mdc do len kiéu giong nhau trong
suot cuoi nhitng thdp nién 40, 50 va dau nhitng nam 60.

Nhitng cdi twong tw nhw thé, nhung hiém khi tot nhw the.

Cé gdi mdc nhitng chiéc do len nay séng phia bén phdi con dwong mon. B6 ciia c6 dy
la mot tay sung gioi o hang san xudt xe hoi hang dau thé gioi General Motors, va con quan ly
mot ngdn hang nita. Vi mot vai li do, 0ng kKhdng giri c6 bé dén hoc tai truong nit sinh Miss
Porter’s.

Co bé trong glong nhur nhitng thiéu ni xinh dep dugc ve bang mot chu’ang trinh do
hoa trén mau qudng cdo dau gdi dau Breck ngoai trir viéc ¢6 dy la thdt. C6 bé cé thé cwoi véi
mét ngueoi vi dy nhie t6i. Pdy la diéu ma lam cho t6i khéng bao gio c6 nhitng ¥ nghi sai lam.
C6 gdi nay khéng phai la logi nguwoi ma ban cé thé dan dén quan an phuc vu trong 6 té va
lam nhitng diéu dién ro khdc.

Neéu c6 ay chi dé toi mang nhitng cuon sach cho cé ay thi chi riéng diéu do da ca la
mot hoc ky cua toi.

Hodc vi thé t6i c6 thé phai nghi.

Thép nién 50 Cardigan dinh hat cuom (No.1330). Cotton tdt, mém mai v6i nhimg
bong hoa ngoc trai dugc théu bang tay & phia trudc, gan canh tay trén tay 4o va duong vién co
40 sau (khién nguoi ban ngdi sau trong 16p lich sir ¢t nhin ban). C6 sudn hep va duong vién
hep, tay ao dai ¥ tay, dang vira khit than.

- Ngot ngao nhung khong phai 1a duong.
- Co cﬁq phunir: XS, S, M, L.
- Mau sac: Mau be sang.

9.1. Khac biét héa
9.1.1. Céc chiéu caa sw khac biét

Khéc biét hoa 12 qua trinh thém vao mot tdp hop nhitng diém khac biét c6 ¥ nghia va
gia tri dé phan biét voi sy chao hang ciia mot cong ty dbi thu canh tranh (theo Kotler and
Keller, 2006). Sy khéac biét hoa 1a nhitng gi ma mot cong ty tao ra san pham canh tranh dé
xéc 1ap vi tri, nhitng thir ma s& dong lai trong tdm tri ngudi tiéu dung. Mot cong ty c6 thé dé
xuat su khac biét héa cua minh theo nim tiéu chi sau: san phém dich vu, co cdu nhan su,
kénh thong tin va hinh anh. Phan nay s& giai thich va dbi chiéu nhimg hinh thirc ma cac cong
ty tin dung nhitng yéu t6 khac biét hoa truyén thdng nay, ca truc tuyén va ngoai tuyén.

258



a. Khac biét héa san phim

Su khéc biét trong kinh doanh truyén théng (ngoai tuyén) thuong tap trung lam ndi bét
cac chiéu cua san phdm; cac nén tang khac biét hoa khac dd duoc st dung khi nhirng san
pham canh tranh c6 su khac nhau cuc ky nhé. Cac cong ty van khac biét héa bang nhitng nét
déc trung truc tuyén cua san pham. (vi du nhu khau hiéu “huéng dén cong nghé” cua nhing
chiéc Ipod Apple. Tuong tu nhu vy, Google khong thé nao vuot qua Yahoo va MSN trong
mot sém mot chiéu khi sao chép lai nhitng chién lugce san pham cua hai hdng ndy (Minh hoa
9.1). Thay vao d6, Google di tao ra mot thuat toan day sticc manh bang cach tap trung vao su
lién quan giira nhitng dudng link va hién thi n6 trong giao dién ngudi st dung mot cach don
gian nhét. Nguoc lai, MSN ¢06 loi thé tur cong viéc kinh doanh cua Microsoft trong khi Yahoo!
cung cép nhiéu dich vu hon va tip trung vao giai tri.

Su khac biét héa dong san pham 1a mot chién lwoc marketing dién tir quan trong- Sy
phan loai khong gidi han cac san pham theo nghia den diéu ma cac cong ty co thé cung cap va
kha niang dua vao sy phan loai khong 16 nay nhu 1a mot budc nén dé tuy bién sy yéu cau san
pham cho nhitng khach hang riéng 1¢. Noi dung ndy da duoc thao luan trong chuong mot. N6
giai thich cach Amazon va nhitng nha ban 1¢ truc tuyén c6 thé cung cip nhiéu san pham va
doanh s6 thu nhap cta ho di 16n hon rit nhiéu nho phuong phap nay.

Céng cu Ngdn ngir

Tim véi Google | Xem Trang Déu tién Tim duoc

Google com.vn hién d4 cé bang cac ngon ngir: English francais 3 (Z88)

Churong trinh Quéng céao Giai phap Kinh doanh Gigi thiéu vé Google Google.com in English

©2010 Google

. Wel 5
ms n\v | Sesd VVebSearch

O Love what Bing can bring? Take it with you everywhere you go on the web.

News Entertainment Sports Money Lifestyle More Make MSN my homepage Settings
Tuesday, August 31, 2010 Hanoi, VNM| # 35°/26° °F °C PROGRESSIVE
$509° vYou tell us.
Obama Addresses @ @
Nation on Iraq
The president officially declares the end of Operation Iragi % - N
3 e

Freedom & stops short of calling it a victory. He says it's
'time to turn the page' in history.

Video: Watch the address live

Newsweek: Obama's Iraq challenge

Tell us on Facebook: Have we been successful in Iraq?

Advertisem <l (ror g e iS Ad Feedback

Upgrade to the safer Internet Explorer 8 - FREE!
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Minh hoa 9.1: Su khéc biét gitta Google va MSN V& lgi thé canh tranh

Ngudn: Www.google.com.vn va Www.msn.com

Su khéc biét ctia san pham cling bao gdm tuy bién va cac hd trg kém theo véi viéc chao
ban san pham hoic dich vu theo nhu ciu nguoi tiéu dung ca nhan ¢ muc gia hap dan. Xem xét
Blue Nlle noi khach hang c6 thé thoai mai yéu cau thiét ké nhitng chiéc nhan kim cuwong theo
¥ mubn trong so rat nhiéu loai da quy va kleu dang trén website ctia hing. Sy khic biét hoa hd
trg xay dung mbi quan hé mot - mot véi mdi khach hang dam bao cho su thanh cong lau dai
cua mdt cong ty trén internet.

Marketing dién tir c6 mot anh hudng to 16n dén cach thic gidi thidu quang céo. O hién
tai, cac nha marketing thiét ké hau hét cac quang cdo san pham dé thu hut ngudi tiéu dung va
lam sao dé bat mat canh tranh dugc véi cac san pham khac trén cac ké hang va ban san pham.
Céc san pham ban tryc tuyén s& duoc nha phan phdi van chuyén truc tiép dén khach hang va
vi viy, khong bao gio xuat hién trén gid hang cua cic nha ban 1. Két qua 1a nhiing san pham
nay co thé s& khong can dén nhimng cach thirc gidi thiéu mau me, dat d6 mot yéu t6 can thiét
d6i véi nhitng miat hang trung bay, mit khac n6 ciing khong doi hoi nhiing 16p chirc ning
phirc tap va su trung bay san pham. Nguoc lai, cac goi hang duogc van chuyén téi ting ho gia
dinh s& yéu cau chét liéu dong goi bo sung nhung trong truong hop 16 hang 16n dé ban budn
va ban 1¢ thi khong can thiét.

b. Khac biét héa dich vu

Dich vu khach hang duoc ting cudng boi kha ning nhan hoi dap cia khach hang thdng
qua thu dién t subt 24h/ngay ké ca néu nguoi tryc dién thoai va dich vu khach hang ¢4 nhan
khong sin sang; va kha ning tra 16i nhanh chong hon téi nhitng quan tim cua khach hang.
Mot khia canh khac cia sy khac biét hoa dich vu 1a sy dong gép cta san phém duoc dat hang
truc tuyén. Tesco.com & Anh di dic biét hoa trang chii chuyén phat cac san pham dat hang
tryc tuyén, vi vay su khac biét hoa dich vu ciia ho véi nhitng ngudi ban tap pham truyén
théng nhiéu nhat. Tesco 12 hing duy nhat ton tai duoc trong sé nhitng nha ban tap pham boi vi
n6 da tan dung sttc manh & co so vat chat thuc va gia tang don gian nhiing don dat hang tryc
tuyén cuc ky don gian va tiiy chon van chuyén. Nhimg dich vu truc tuyén khac nhu 1a ngin
hang tryc tuyén va bao mat thuong mai thi rat pho bién va dugc khac biét hoa ca boi dic
trung ma chung cung cip va trai nghiém tiéu dung dich vu. Nhiing dich vu nay bo sung thém
bén canh nhimg dich vu ngoai tuyén truyén thong. Nhung khi thé gi6i trd nén gin nhau hon
thong qua internet thi c6 thé mot ngay nao do6 internet s& thay thé nhiing dich vu ngoai tuyén
truyén thong.

C. Sw khac biét hoa ca nhan

Trong qué kht, dich vu tiy bién va méi quan hé mot - mot gitta thuong gia va khach
hang doi hoi phai c6 doi ngil nhan sy khéo 1éo va kinh nghiém. Bay gio internet cho phép cac
cdng ty “van chuyén san pham va dich vu cua ho thong qua cac kénh gia thap bang cach tu
dong hoa qué trinh va x6a boé nhitng nhan té con nguoi tén kém”. (Wells et al.,2000, trang
32). Bang cach giam thiéu muc phu thudc vao yéu td con ngudi nham giai quyét cong viée
budn ban kinh doanh, internet ¢a dem dén mot murc gia giao dich thdp hon, lam phat huy kha
nang cua nguoi lanh dao hon la cac cdng ty ngoai tuyén. Két qua 1a sy giam gia cho nhing
ngudi st dung cudi va cing luc hoat dong nhu mét sy khac biét hoa béi mirc d6 cung cip
dich vu cao hon v6i mirc gia thip. (Chakravarthy, 2000, trang 2).
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d. Sw khac biét héa kénh phéan phéi

Internet da tang gép doi tién ich do la su sép xép thoai mai vé mat thoi gian, dia diém va
cac kénh thong tin. Khach hang c6 th_é dit hang vé6i s6 luong san pham phong pha hon vao bt
ky liic ndo, ngay hay dém hodc c6 thé van chuyén hang dén bat ky noi nao trén thé giéi, khac
hén véi cac ching loai san pham bi giéi han va su gi6i han gid kinh doanh tai cac cong ty ban
hang theo truyén thong,

Su khac biét hoa kénh truc tuyén dién ra & muc d6 phuc tap. Pau tién, céc cong ty
chuy@n cung cap thong tin vé san pham ciing nhu dich vu trén trang web ¢6 thuan lgi hon cac
cong ty khéng c6 website bang cach st dung internet nhu mot kénh thong tin. Thir hai 1a cac
cong ty tién hanh giao dich thuong mai truc tuyén da tan dung sy thuan loi vé dic tinh cua
internet trén cac kénh giao dich va phan phdi. O muc d6 cao hon 1a sy khac biét hoa nhiing
chao ban dich vuy lién quan dén internet cua cac d6i thii canh tranh. Chang han, trong nganh
ngan hang, mot ngan hang c6 thé cung cip giao dich ngén hang truc tuyen mién phi néu mot
khéch hang chap nhan lam ban ké khai tai khoan that sy hang thang (tiét kiém chi phi gui
thu), ngan hang khac co thé cung cap bao gia cho vay micn phi va ngan hang cling co thé
cung cap danh muc dau tu twong tac v6i khach hang dau tu. Vi du tiép theo 1a dich vu ca nhan
chuyén biét dugc danh gia cao, nhitng trang web “DO IT YOURSELF” cho phép nguoi dung
tién hanh cac hoat dong nhu dich vu dién thoai va lam cho né chuyén cudc goi dién thoai
qudc té truc tuyén (vi du, Skype).

Cubi cung, internet tré thanh kénh phan phéi toan bo cac san pham k¥ thuat sb, noi ma
céc nhan hiéu nhu ITunes va Microsoft, cung cip nhimg ban nhac va phan mém k¥ thuat sé.
Diéu nay dya trén mong muén chi dong phuc vu minh va tiét kiém chi phi bao bi ciing nhur
véan chuyén ctia ngudi sir dung. Cac san pham k¥ thuét s 1a mot vi du vé san pham khong can
dong goi dugc thyuc hién bang internet (vi du nhu; nhitng ngudi yéu am nhac c6 thé tai vé mot
ca khuc thay vi toan bd mot dia CD).

€. Su khac biét héa hinh dnh

Mot cong ty co thé khac biét chinh minh béng cach tao ra mot trai nghiém doc ddo cho
khach hang nhu dich vu khach hang t6t hon va ciing xay dung kinh nghiém thuong
hiéu. Thong qua viéc tao dung kinh nghiém thuong hiéu, cac cong ty cé thé nang cao kha
nang gitr khach hang cua ho, phén doan khach hang muc tiéu va tang cuong loi nhuén mang”
(Vincent, 2000. p.25). Nhitng vi du tryc tuyén vé viéc x@y dyng thuong hi¢u dya trén trai
nghiém c6 rat nh1eu chang han nhan hiéu hang 1am tha nhoi bong noi tiéng Buid a bear mo
rong mang truc tuyén cua ho dua trén nhiing kinh nghiém ngoai tuyén va nhing thé giéi ao
nhu 13 14 Second Life and Webklinz 13 dya theo tit ca nhimg diéu cua thé gidi hién thuc.

Tham chi, nén cong nghiép may tinh ca nhan, cai ma da c6 thoi gian dai tép trung vao
khac biét hoa san pham bang tbc d6 mdy tinh, thi nay di chuyén sang x@y dung kinh nghiém
thuong hi¢u. Vi dy, hay xem xét nhén thire cua hai hang may tinh hang dau 1a Gateway (hang
chiém linh thi truong mdy tinh ca nhan) va Symantec (héng chiém thi truong bao tri hé thong
va phan mém béo vé): trong khi sy nhan thirc ring Gateway la nha cung cip s& ddi xur véi
ban tot trong mot thoi gian dai con Symantec dd nudi dudng hinh anh 1a “chiéc xe ctru
thuong”... (Goldberg, 1989, trang 16).

Su htra hen vé khach hang tryc tuyén tuong dwong véi marketing trai nghiém ngoai
tuyén. Tur nam 2008, cac trang web da mo1 nguoi st dung dang tai ndi dung va binh luan dé
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cung cép cho ho mdt loi thé canh tranh. Nhé lai cau chuyén dia nguc cua hang Dell & va cach
hinh anh dich vu khach hang ctia hing di trd nén khong thuan loi cho dén khi hang bat dau
cho ra doi hai trang web IdeaStorm va Direct2Dellblogs va tham gia vao mdt cudc cach mang
truyén théng mang tinh xa hoi. Mot sé website nhu Tripadvisor.com d3 dugc xay dung hinh
anh hoan toan dwa trén su dong gop ¥ kién cua khach hang.

Tat ca nhimg loi ich nay giup khac biét héa hinh anh va kinh nghiém khach hang cta
cac cong ty truc tuyén. Vi du, AOL va Venus Swimwear c¢6 nhirng dac trung tro chuyéntruc
tuyén dé giup khach hang véi nhitng cau hoi vé viéc mua ban cua ho trong thoi gian thye.

9.1.2. Chién lwgc khac biét hoa

Trout va Rivkin dé xuit mot danh sach ng'fln gon vé cac chién luge khac biét hoa cu thé.
Nhiéu chién lugc trong s6 d6 da trd nén rat dac bi¢t quan trong trong nhiing sang kicn vé
marketing dién tur (Wilson, 2000).

1. Hay 1a nguoi dau tién bude vao thi trudng.

2. S6 hitu mot thudc tinh hodc chat lugng san pham trong tam tri khach hang.
3. Thé hién sy lanh dao san pham.

4. Str dung lich sir noi tiéng cta cong ty hodc 13 tai san.

5. Hd trg va thyc hién nhitng ¥ twdng khac biét.

6. Trao d6i sur khac biét.

Nhing chlen luge nay dac biét quan trong trén internet boi vi chién luge marketing
thudng giai quyét xung quanh cic van dé vé hinh anh va thong tin san pham c6 sin trén trang
web. La mét nha ban 1¢ sach dau tién trén mang va 1a mot trong nhitng nha tién phong ban le
tryc tuyén trong bt ky linh vyc nao, Amazon.com dd ndm dugc vi tri dimg dau som trong
viéc kinh doanh sach tryc tuyén. Cong ty da phat trién 16n manh ké tir khi khoi dau vao nam
1995. Ngay nay, Amazon dugc nhin biét nhu la nguoi ding dau trong thé gidi web. Néu mot
cong ty di tién phong trong viéc cung cap mot san pham hodc dich vu nao d6 thi thuong hi¢u
cua no co thé c¢6 tiém ning tré nén dong nghia v6i san pham nhu 1a nha cung cap truc tuyen
t6t nhat. Thuong hiéu Amazon.com ndi tiéng khip thé gidi va da lién két voi nhiéu san pham
khac ngoai sach.

Minh hoa 9.2: Nhitng chién luoc khac biét hoa cu thé trén internet

1. Méi trwong mang 2. Sw tin cay 3. Hiéu qua va thoi gian

(Watson et al. 2000)

Quan sat va cam nhan site Chinh sach riéng rd rang Van Qhuyén hang hda da
cam keét tai khéach hang
Thén thién vaéi nguoi s dung Str dung ma khoa cho giao

dich Dbung thoi han
4. Pinh gia 5.CRM 6. Thu hat phan héi khach
hang
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Nhan thirc vé gia canh tranh Theo ddi khach hang Cho phép céc binh luan trén
blog va website

Luu giit khach hang tiém nang | Truyén thong lién tuc
Cung cap khdng gian cho
Hiéu qua mdi quan hé | nhitng hinh anh, video

I6n hon
Tin cay, ling nghe va hoc
hoi

Gia tri cua mot thuong hiéu manh ciing c6 thé giup cong ty dat duoc quyén sé hiru mot
san pham Céc cong ty co thuong hiéu ndi tiéng ludn c6 thuan loi cho du nhiing rao can tiép
can thap trén internet. Cac khach hang thudng bi 16i kéo vao nhin hang ma ho tin tuéng, d6 1a
strc hap dan da dugc lam gia ting boi lich st tot dep cua cong ty. Monster. com da dat duoc su
s0 hitu quan trong trong viéc tim kiém viéc lam trén internet. Cong ty cung cép nhiing thong
tin lién quan dén cong viée trén mot pham vi rong 10n bao gém tim kiém cong viée va giri so
yéu li lich. No cling bao gom nhing trang déc biét cho nhirg nguoi ¢6 trinh d6 cao cling nhu
sinh vién vira méi tot nghiép. Loi di sém ctia Monster.com vao thi tru:ong va hinh anh thu’(mg
hiéu manh mé cta nd da cho phép cac cong ty trd nén dong nghia véi tim kiém cong viéc va
dich vu sap xép viéc lam. Ngoai cac chién lugc trudc d6 phd bién cho su khac biét hoa Kinh
doanh dién tir va ngoai tuyén, sau chién lugc khac biét hoa 1a duy nhat cho Kinh doanh dién
tr. Nhitng chién luoc nay duoc tong két trong Minh hoa 9.2.

a. Mbi treomg/bau khong khi trén website

Bau khong khi khi dé cap dén 1a khong khi trong cira hang dugc tao ra boi cac nha ban
1¢ kinh doanh ngoai tuyén. Tuong tu nhu thé, cac website khac biét hoa bang cach cung cap
cho khéch hang méi truong tich cuc dé toi truy cap, tra ciru, mua ban va...v.v. Khach truy cap
mudn mot website dé dang download, miéu ta sinh dong chinh xac cac thong tin, chi ra mot
cach 16 rang cac san pham va dich vu duoc yéu cau, di chuyén thun loi. Néu khach hang xem
trang chu va thich nhiing gi ho dé nhin thay thi c6 nhiéu kha nang ho s€ xem cac trang bd
sung va cudi cung tr¢ thanh khach hang tra tién cho san pham. Pong thoi, mot san pham hoan
toan truc tuyen hodc dich vu c6 thé chi duoc nhin thay qua mot hinh d4nh hoac mé ta. Cho du
mot cong ty su dung cac tour du lich do, hinh anh 3D, su khuéch truong hinh anh san phém,
tai dung thir hoac nhan xét cua khach hang, muc tiéu la dé 1am cho cac dich vu hitu hinh c6 vé
nhiéu hon bang cach hién thi chung trong cach thuc té va than thién voi khach hang.

b. Xay dwng su tin cay

Sy tin cdy 1a mot van dé then chdt trén internet, dic biét 1a khi khach hang dugc mong
cho tra tién tryc tuyén hodc nhimg thong tin dugc theo doi cho nhimg dich vu chuyén biét
hodc quan ly chudi cung ung. Déi véi 1i do nay, viéc xay dung long tin nén 1a mot phan khong
thé thiéu trong chién luoc marketing cua cac website. Trong mot sO truong hop su tin tuong
6 thé xuat hién nhu 1a san pham phu cta viéc cong nhan thuong hi€u manh, tuy nhién, mot
trang web cong ty c6 thuong hi€u nhd hodc khong c6 thuong hi€u phai 1&p mot du an méi
truong an toan. Detmer (2002) ¢6 nhitng 151 khuyén sau ddi v6i cac nha marketing dién tir:

“Nam bat lay thoi diem deé vach roé chinh sach riéng biét cua cong ty va dam bao no
dwoc thuc hién mot cach nghiém tuc... Giir vieng sw can bang giita tinh ca nhan va sw chuyén

2

biét sé lam tang murc do thodi mai ma khach hang cam thay o cong ty cua ban”.

263




Bén canh khang dinh chinh sach c4 nhan, cic cong ty thwong mai dién tir co thé cam
doan voi khach hang bang viéc stir dung mot qua trinh tra tién an toan va duoc viét lai thanh
mat mé trong viéc giao dich. Long tin cling rat quan trong néu khach hang tinh c& gip nhiing
vén dé trén mang, doi hoi sy giup d& ca nhan, hodc cén trao do6i hay tra lai san pham d3 mua.
Khéch hang gan nhu sé mua hang trén mot website khi ma ho biét co thé lién lac v6i mot
nguoi thyc su.

Long tin 1a mét van dé dac biét quan trong véi cac cudc giao dich C2C, vi du nhu eBay.
Cong ty nay hd tro khach hang bang mot hé thong y kién phan hoi noi ma ngudi mua va
nguoi ban danh gia 13n nhau sau khi giao dich. Nhiéu trang web 1am theo m6 hinh nay va mot
s6 ching han nhu ePinions.com cho phép ngudi sir dung danh gia nhu cac nha phé binh.

c. Xir ly don dat hang theo ding thoi gian va hiéu qua

Mot trong nhiing dong luc manh mé nhét d6i v6i khach hang, nguoi thye hién viéc mua
ban truc tuyén, d6 1a sy thoai mai trong khau dit hang. Cac t6 chirc phai nam bat ddi tac cua
ho va lich van chuyén nhu 1a mét loi ich quan trong. Néu mot cong ty truc tuyén lam dang
nhu 101 hira ctia n6 thi n6 s€ xay dung dugc su trung thanh cua khach hang va nhan dugc sy
gi61 thiéu tor nhitng khach hang hai long. Sy hai long cling nhu khong hai long ctia khach
hang c6 thé lan truyén rat nhanh trén internet véi chi mot vai cai gd ban phim. Mot cach dé
dam bdo cho khach hang 1a gui thu dién tir tu dong tai mdi bude trong qud trinh, chéng han,
sau khi vi¢c dat hang duoc thuc hién thi sau d6 thu dién tir s€ ty dong duoc gui té1 khach
hang, vi du nhu la tir auto-ship@amazon.com. Nhiing hoc tap theo 1a nhiing thu dién tir tu
dong tir cac hang hang khéng va dai 1y ban vé giri sau khi mua mot vé may bay. Web nao
duogc coi 1a ¢6 tinh mo t4, tao ra long tin va hiéu qua nhat (Beal and Strauss, 2008)?

— Member@p21.travelocity.com (Travellocity)

— patktg@bangkhéngkairwaysna.com (Bangkhongk Airways)
— SouthwestAirlines@mail.southwest.com(Southwest Airlines)
— notify@a.globalnotification.com(American Airlines)

— itinerary@pcsoffice02.de (Lufthansa)

— travelercare@orbitz.com(Orbitz)

— confirmation@uasupport.com(United Airlines)

— travel@expedia.com(Expedia).

o

. Dinh gia

Dinh gia 1a mot phuong phap khac biét hoa luén duoc xem xét ki ludng dic biét 1a dbi
v6i nhitng nha marketing dién tir. Khi san pham dugc bay ban lan dau tién trén mang, cac
cong ty thuong giam gia dé khuyén khich nguoi tiéu dung. Ngay nay, gia ca cua cac nha ban
1¢ ¢6 thé dugc so sanh trén internet mic di, mot sd cong ty nhur 1a Buy.com chao moi & mirc
gi4 thap. Phan 16n cac cong ty chon khac biét héa chinh 1 ho bang cach sir dung cac phuong
phap khac thay vi dinh gia boi vi dinh gia rit d& bi lam theo va khéc biét hoa khong dinh gia
s& 1au bén hon cho tit ca trir nhitng hang dung dau vé gia ca cung nhu nhing dai Iy mua sam,
ching han nhu BizRate.com cho phép nguoi tiéu dung nhén blet gia canh tranh. Mot chién
luge dinh gia co thé dung vimg duoc 1a cung cap noi dung mlen phi bao gdm viéc hd tro
quéang cio (vi du: CNN.com), trong khi cac ddi thu khac yéu cau phai tra phi hang thang (vi
du: The New York Times).
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e. Quan ly mdi quan h¢ véi khach hang

Khi ngay cang nhiéu cac cong ty roi bo khac biét hoa vé gia ca thi viée quan 1y mbi
quan hé vé6i khach hang dang tré nén chiém wu thé nhu 13 mot phuong tién khac biét hoa. Vi
du, Netfix tién dén nhiing mbi quan h¢ lau dai voi khach hang muén ¢6 su thuan tién trong
viéc nhan phim hay DVD qua thu. Khach hang dit mua dai han theo mot trong nhimg ké
hoach hang thang cua Netfix co thé tao mot danh sach nhitng by phim cta c4 nhan ho mubn
thué. Phuy thudc vao loai hinh dat mua ma ho chon, khach hang co thé thué ba bod phim hay
nhiéu hon cung mot lic ma khong ¢6 han tra lai hodc 1a c6 thé bi phat tién do tra mudn. Sau
khi xem mdt bo phim, khéach hang c6 thé bo nd ngay vao trong phong bi gt tra trude han cho
Netfix va mot vai ngay sau ho s€ nhan dugc DVD tiép theo trong danh sach cua ho. Vi thé,
Netfix dd xay dung duoc mbi quan hé khach hang mot cach riéng biét thong qua tiy bién theo
yéu cau khach hang bao gdm viéc chao dén cac ca nhan trén website. Hau hét nhimg nha ban
1¢ tryc tuyén déu luu thong tin vé cudc mua ban ciia khach hang va thé tin dung lam co so dit
liéu dé tién cho cac lan dit hang tiép theo cling nhu 1a thuén tién cho viéc gidi thiéu cac san
pham trong tuong lai.

g. Moi nguoi tieu dung xay dung ndi dung

Trong nhiing chuong trudc, ching ta di nghién ciru vé sy phat trién nhanh chéng cia
nhiing phuong tién truyén thong xd hoi dién hinh 1a Youtube (video), Del.icio.us.
(bookmarking)®, va Flickr (anh) da khac biét bang cach moi ngudi st dung dang tai ndi dung.
Trong gio1 blogger, cac siéu truyén théng nhu Tumblr.com va twitter.com da bat dau mot loat
san phadm moi bang cach cho phép ding nhitng doan blog ngan. Twitter con cho phép ding
bai thong qua tin nhan dién thoai. TAt ca cac nha marketing dién tir c6 thé moi nguoi sir dung
dang binh ludn trén websites va blogs cua ho va tao dung khong gian dé thu hut nhirng noi
dung phan héi. Vi du, CNN.com mdi moi ngudi vao iReporter dé cac nha bao cong dan dang
nhing tin trc moi va ndi dung da phuong tién tur canh quay va Dell tao ra blog chi dé cho
nhan dugc phan hoi cua khach hang. Piém mau chét 1a tin tuong khach hang, ling nghe y
kién cua ho, hdi dap va hoc tip, néu khong chap nhan y kién phan hoi thi s& dem két qua
nguoc lai sy mong doi.

9.2. Nén tang va chién lwge cho dinh vi

Céac chién luoc dinh vi giip tao ra nhitng hinh anh dugc mong doi cho cong ty va
nhitng san phdm cta noé trong suy nghi ctia phan doan nguoi sir dung dugc chon. Pinh vi
(positioning) la qua trinh sang tao hinh dnh va vi tri (position) la xem két qua cua cong ty hay
nguot tiéu dung tir quan diém cua nguoi tiéu ding (thuong 13 hai didu khéc biét rd rét). Khai
niém rat don gian: dé thanh cong, mot cong ty khong chi khac biét chinh no va san pham cua
no so voi cac san pham khéc ma con phai dinh vi dugc minh trong s6 cac ddi thu canh tranh
trong con mit ngudi tiéu dung dé tao dung duoc thi trudng cua chinh nd. Cac cong ty co thé
dinh vi nhan hi¢u, cong ty, CEO hoac céac san phém ca nhan. Quy tac dinh vi hang dau 1a
“Mediocrity deserves no praise” (ttrc 1a ké tam thuong khong xtimg dang duoc khen ngoi).

® Social Bookmarking: la mot phuong phap cho nguoi sir dung Internet t6 chuc, luu trit, quan ly va tim
kiém cac diu trang cua cac nguon tai nguyén truc tuyén. Khong giong nhu chia sé tdp tin, cdc nguon lyc chinh
cua ho khong dugc chia sé, chi danh dbu rang ho tham khao.
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Khi mét cong ty khong thiét 1ap mot vi tri cho nhén hi€u cua ho, ho c6 it quyen kiém
soat hon hinh anh nhén hiéu. That khong may man, vi tri ctia san pham 1a trong con mat ngudi
tiéu dung nhung truyén thong marketing c6 thé gitp nguodi tiéu dung nhin nhan nhan hiéu
theo cach ma nha marketing mudn. Néu khong c6 tin hiéu dinh vi tir cong ty thi khach hang
¢6 thé thuc hién mét cude so sanh canh tranh khi sir dung thong tin khong day du hoac tham
chi st dung théng tin hong chinh xac. Cac website nhu  www.pricecan.com va
www.bizrate.com cho phép sy danh gia cua khach hang hodc trao dbi vé san phiam. Con céac
cong ty khong mudn khiéu nai trén cac websites nay dé khong gay anh huong dén nhan thire
khach hang va gitr gin hinh anh thuong hi¢u. Murc d tang lén cua cac phuong tién truyén
thong xa hoi dong nghi vai viée cac nha t6 chirc phai tap trung thit chit hon nita dén nhimng
van d& trao di truc tuyén ciia khach hang hon trude kia.

Muc dich ctia cic nha marketing dién tir 13 xdy dung mot vi tri manh va c6 thé bao vé
duoc trén mdt hodc nhi€u nén tang lién quan cling nhu 1a quan trong td1 nguoi tiéu dung va
lam t6t nhitng di€u nay hon céc doi thu khac. Mot cong ty cé thé dat dugc muc ti€u nay bang
cach nao?

Céc cong ty co6 thé dinh vi trén nén tang thudc tinh san pham hodc dich vu (“chiéc di
dong nho nhat”), hinh dnh cong ngh¢ cao (“dién thoai di dong truy cép internet”), thuan tién
(“dé vira trong tai quan’ ’), phan loai nguoi str dung (“chiéc di dong t6t nhat danh cho nhing
ngudi trung tudi thich kiéu dang don gian™) hodc so sanh véi cac ddi thu khac (“di dong cua
chung t6i ré hon nhiéu so voi Nokia”). Tuong tu nhu vay, cac cong ty co thé ¢ mot vi tri tich
hop (mdt loat cac san phém va dich vu). Sau day 1a vi du vé cac co so dinh vi truc tuyén.

9.2.1. Thudc tinh cia san pham/dich vu

Thudc tinh 13 nhing dic diém cta san pham hodc dich vu nhu la kich ¢&, mau sic,
thanh phan, téc do, va ...v.v. Mot san pham hodc quy trinh duoc cap bang sang ché, chang
han nhu quy trinh kiém tra Amazon cua One-Click 1a mot ¥ tuong nén tang cho sy dinh vi.
Mot s6 vi du khac:

— 1Village cho phép nguoi sir dung xay dung thuc don bira dn cua riéng minh trén trang web
cia ho bang cich si dung cac tiéu chuin nhu cac thanh phan va luong calo
(www.ivillage.com)

— Pillsbury cho biét thém gia tri thong qua cac y tudng, cong thirc nau an va dich vu mot 10
khuyén trén trang web ctia minh

— Kraft food cung cap “nha bép twong tac” véi cac cong cu nhu Your Recipe You're your
Shopping List, Simple Meal Planer, Make It Now(cong thirc ndu in goi ¥ dya trén nhimg
gi dang ¢ trong tu lanh va tu), va hoi nhung ba ndi trg. Cac ba me, muc ti€u chinh cua
Kraft 1a nguoi, c6 thé tim thdy "giap d& thyc sy trong thoi gian
thuc" (www.kraftfood.com).

— Tylenol khong ban hang tryc tuyén nhung n6 cung cép nhiing tinh nang website hitu ich
va giai tri mot- moét nhu thude giam dau Tylenol va thong tin sirc khoe cling nhu 13 thiép
chuc mumg cua Tylenol. Trang web ciing chia sé nhiing duong link lién két téi cac cua
hang noi ma khach hang c6 thé mua san pham (www.tylenol.com).

9.2.2. Pinh vi cong nghé

Dinh vi dua trén nén tang cong nghé chi ra rang d6 1a mot cong ty nhay bén. Thudc tinh
nay dac biét quan trong doi véi ca nha marketing dién tir. Xem xét mot vai vi du sau day:
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Trén website Lands’End, phu nit co thé xay dung mot mo hinh do dua trén dac diém hinh
dang cuia ho vi du nhu mau toc, kiéu toc, mau da, va hinh dang khuén mat. Nguoi sir dung
c6 thé thay duoc trang phyc cua Lands’” End s€ trong nhu thé nao khi ho mic bang cach
thir mic quan 4o gidy dép 4o cho mé hinh ciia ho. M6 hinh nay c6 thé dugc xoay theo
chiéu trude, sau, ngang. (www.landsend.com)

Trang web ctia hang hang khong My American Airline cung cap nhu:ng cong cu da dang
cho phép khach hang quan 1y viéc sip xép chuyén bay cho hop 1y: viéc quan ly doi ngli
phi cong bay thuong xuyén, 1én lich du lich ca nhan va lya chon ghé ngdi theo so thich
khi dat vé may bay. Khach hang c6 thé tim hiéu thong tin vé hd so nhimng ngudi khach da
bay dé tim ra diém dén duoc yéu thich hon, chd ngdi dugc wu 4i hon va nhitng nguoi ban
ddng hanh trén chuyen bay cung tinh trang giai thuong cing nhu 1a sy quang cdo vé phi
cong day dan. Cudi cung, hing hang khong cung cap khai bdo tinh trang chuyen bay qua
tin nhin, thu dién tr hodc hop thu thoai dén bat ky thiét bi nio c6 thé nhan duoc.
(www.aa.com).

9.2.3. Binh vi lgi ich

Loi ich 1a mot trong nhiing khia canh cta cac thudc tinh, quan diém cua khach hang vé

nhimg dic tinh nao s& danh cho ho. Pinh vi loi ich thong thudng c6 mot nén tang manh hon
trong dinh vi béi vi dinh hudng khach hang cia ho trong viéc trd 161 cau hoi: San pham/dich
vu nao la danh cho t6i? Sau day 1a mot so vi du:

Trang web cuia hang thoi trang Polo tap trung vao cach cac san pham ciia ho tao nén mot
phong cach séng tron ven. Nhing san pham cua ho khong chi 1 mot ci ca vat hay chiéc
40 jacket ma ching dugc thiét ké dé gitip khach hang suy ngdm vé mot thé giéi mo wéc
ctia nhitng chuyén phiéu luu, phong céch va van hoa (WWW polo.com).

Website cua hang bia Miller Lite cung cap mot goi phan mém c6 thé duge download va sir
dung nhu mét nha t6 chirc xa hoi cho viéc sip xép cac cudc hop, hau hét 1a de giai tri.

Biéu tugng ctia Miller 1a mén qua l1au dai trén desktop, nhic nhd khach hang vé nhan hiéu
trén co so hang ngay. (www.millerlite.com).

Website ctia hang dau nhét cho xe Valvoline da tro thanh diém dén cho nhitng nguoi dua
xe cudng nhiét. Né mé ta lich trinh cho giai dua xe danh gia nhat nuéc M§ NASCAR va
cac vong dua khac cling voi két qua ctia cac cude dua gan ddy, anh cia céc tay dua va cac
cudc phong van. Khach truy cap co thé giri buu thiép chic ming cudc dua, mua phuy ting
dua xe Valvoline chinh thtrc, tai mdt man hinh bao vé (screen saver) dua xe va dang ky
chtrc nang giri thu dién tir ty dong hang tuan (www.valvoline.com).

Kimberly-Clark’s Huggies xay dung méi quan hé vdi cac bac cha me bang viéc cung cap
sy gitp d& va 1oi khuyén trong viéc chdm soc tré nho theo xu huéng cong dong. Trong
chuyén muc “Happy Baby”, cha me c6 thé tuy chinh nhitng cdu chuyén theo tén cua
nhiing dra tré cia ho (www.huggies.com).

9.2.4. Pinh vi theo danh muc ngwai sir dung

Loai hinh dinh vi nay dya vao phan doan khéach hang. Diéu nay thanh cong khi phan

doan c6 mdt so chat lugng doc ddo ma rang budc véi 1gi ich sdn pham chat ché hon véi nhom
hon la cac phan doan khéc. Hay xem mot s6 vi du dudi day:

Kellogg’s da thanh 1ap mot website twong tac cho tré em. Chung c6 thé dang ky truc tuyén
va nhap ma s0 dugc tim thay trén cac goi ngl coc Kellogg’s, sau d6 st dung ma lam
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"tién" trén trang web lién quan hodc tham chi tim kiém duoc loi nhuan tai mot ngan hang
“dac biét” (www.kellogg.com).

— Céc dién dan chinh cia Yahoo! Groups dugc to chirc dya trén sy quan tim cu thé. Ngudi
tiéu dung co thé két ndi voi nhimg ngudi co chung s thich tir video phim phim hoat hinh
truyén tranh Nhat Ban cho dén nhitng chuyén tam phao. (Www.groups.yahoo. com)

— Eons 1a mot mang xa hoi danh cho nhiing dira tré sinh ra trong thoi ky bung nd dan sd,
gitta nhitng nam 1946 va 1964. Trang web nay cung cap nhirng nhém c6 niém quan tam
dac biét, chia sé danh va chuyén muc con duong cudc song cho phép dang tai nhiing su
kién quan trong theo dong thoi gian. (www.eons.com).

—  Cuyc Thuong mai Hoa Ky cung cip thong tin va tro gitip cc nha kinh doanh néi ca tiéng
Anh va Tay Ban Nha (Minh hoa 9.3).
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Minh hoa 9.3: Khach hang muc tiéu cua Cuc Thuong mai Hoa Ky
Ngudn: http://www.arts.endow.gov/
9.2.5. Pinh vi ddi thii canh tranh

Nhiéu cong ty dinh vi béng cach cua do xét 1oi ich cu thé ma ddi thu canh tranh c6 loi
thé cung cp hon. Cac cong ty truc tuyén hodc ngoai tuyén thudng dinh vi chinh ho d6i véi
toan bo nganh (Dau thyuc vat “To6i khong thé tin nd khong phai 1a bo™), d6i dau véi mot cong
ty cu thé (Amazon.com dd choi), hodc theo vi tri nganh twong d6i (ALO 1a nguoi din dau vé
cac tin nhin tte thoi va la mot thach thire véi MSN). Trong kinh doanh phan mém, Microsoft
la nguoi ddn dau thi truong va moi ngudi can biét didu do.

9.2.6. Pinh vi tich hgp

Mot s6 cong ty mudn duge biét dén nhur 13 mot nha cung cip moi thir ma khach hang
can trong mot nhém san pham, mot nganh dic biét, tham chi 1a téng hop (vi du nhu Wal-
Mart). Chién luoc nay dic biét quan trong trong truc tuyén boi vi ngudi tiéu dung ban ron
mudn c6 sy mua sim thuén tién va chi dirng mot 14n c6 thé mua sdm tat ca. Vi du nhu:
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—  Website cia Martha Stewart tap hgp mot chudi rong cac don vi kinh doanh vao mét noi.
Trang web truyén théng mot cach c6 hiéu qua ban sic cdt 1561 cia thuong hidu, nang cao
chét luong sdng trong nha va khuyén khich sy khéo 1éo 1am boi chinh ban tay cta ban.
Khach truy cép vao trang web ciia Martja Stewart s& duoc lién két dén trang web cua
Kmart noi bay ban cac san phim ndi dia mang nhén hiéu Martha Stewart.

— Microsoft da tao ra mot tap doan that sy thong qua cac trang web cdng thém vao cuia cac
don vi ma n6 c¢6 dugc hoac sap nhap, chéng han nhu Microsoft Xbox, Microsoft CarPoint,
MSN, PocketPC va cac hang khéc.

— TheKnot.com cung cAp moi thir dé t6 chirc dam cudi tir noi ding ky qua cho dén ké hoach
dam cudi va nhitng ngudi tu van khac.

Sau khi cac doanh nghiép dotcom sup d6, doanh nghiép truc tuyén dinh vi minh mot
cach khac biét so véi tir ddi tac vong dau cua ho. "Trong vong dau cua su gian doan mang
Internet, nhimg nguoi choi truc tuyén da ban hang hoa: sach, nhac, hoic cac kinh doanh
ching khoan. Khach hang khong can phai nhin thay, chen 1an, hodc hit thé khong khi chat
choi. TAt ca nhitng thir ho quan tam 13 gi4 ca. Nhitng ngudi giau 1én tir internet ngay nay dang
kéo theo nhiing thong tin phirc tap hon va dun s6i n6 dé ngudi tiéu dung c6 thé trd thanh mot
ngudi mua théng minh hon trong mot mang rong 16n hon cta san pham va dich vy”.
(Mullanry, 2004). Xu huéng nay tiép tuc dién ra va ching ta hi vong co thé nhin thiy dinh vi
tich hop nhiéu hon trong coéng viéc kinh doanh banh hang tryc tuyén nhu Mullany chimg
minh trong bat dong san, cho vay, da quy va cong nghiép y té:

— Trong bat dong san, zipRealtry di hoc cach str dung phan mém dé chi ra cho nhiing khach
hang mua tiém nang cac birc anh va cac ké hoach co ban cho phéan 18i ctia ngdi nha trong
tuong lai. Boi vi diéu nay s& giup giam luong cong viée cia cong ty, zip-Reality co thé
tiét kiém cho nguoi tiéu ding tir 20% dén 25% tién hoa hong tiéu chuan. CEO cua cong
ty, ong Brad Inman néi rang: “Muc tién hoa hong 6% khéng con la muc chuan &
HomeGain nira”.

Céc hang zipRelity va Emeryville (California) kinh doanh dwa vao méi gii bat dong
san da cit giam chi phi cho khach hang bang cach 1ap cé cac dai 1y 1am viéc thong qua
internet tir trang chu. Cac dai 1y c6 dugc su dao tao truc tuyén va cac cong cu ban hang
gitip d& ho ban nhiéu hon gip hai t6i ba 1an so v6i nhitng nguoi ban theo cach truyén
théng. Nam 2003, su khai ddu d3 dem dén loi nhuan gép do6i cho viéc ban hang tan nha la
1,6 ty dola.

Web gidi thiéu dich vu nhu 1a LendingTree va HomeGain.com dang thay doi phuong
thirc khac. Chién lugc cua ho gio day 1a gitip nhitng nha méi gidi tim khach hang nhanh
hon va ré hon. Doi lai, nha moi gidi phai tra cho LendingTree t6i 35% tién hoa hong ciia
ho khi két thiic mot phién ban hang. Nam 2003, LendingTree da thyc hién dugc 7.000
cudc mua, ban nha.

— Trong linh vyc kinh doanh trang sirc, da quy, BlueNile da sip xép lai cong viéc kinh
doanh Byzantine hung manh. Hang c6 khoang 115 nhén vién hanh chinh va mét kho hang
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rong 10.000 phat vudng, dang ban mot khéi lwong da quy wée tinh khoang 129 triéu dola.
M&i chudi cira hang can 116 cira hang va hon 900 cong nhan dé hoan thanh khéi luong
nay. Blue Nile ciing bé qua chudi cung cap 16n x0n cua nén cong nghiép noi ma mot vién
d4 quy co thé phai qua tay nhiéu trung gian méi dén duogc tay nguoi ban 1é. Blue Nile da
lam viéc tryc tiép voi nhimg nha cung cp 16n thong qua mang ludi internet cia chinh ho.
Céc dbi thu canh tranh 16n hon thi cang c6 nhiéu lwa chon hon. Cac nha phan tich néi
Zales dang giam chi phi thong qua mua ban hiéu qua hon. Diamond Helzberg khang dinh
dich vu khach hang n6 c6 thé cung cép trong 265 ctra hang cia né. Trong tit ca cac hang
kim hoan 16n, Tiffany c6 vé duogc cach ly tdt nhat ddi véi nhiing de doa tir web, nho cé
nhiing diu 4n cua hop mau xanh kha dugc thém mudbn va mot cira hang ¢ Pai 10 s6 nam
cung cap 9% doanh sb ban hang bang mot ludng gié khong thé kiém soat dugc cua dién
vién Audrey Helpburn.

— Trong dich vu kinh doanh nha hang, khach san, khi nhiéu khach dat phong truc tuyén hon,
céc dai 1y du lich qua web da dat kin cac phong véi sy nhiét tinh hét mic va dang lam
giam rat 16n doanh thu ctia cac chu khach san so v6i cac chudi khach san véi cung mot
loai phong nhu nhau._Expedia phai tra mitc 106 d6 la/mot dém vai gia ban budn cho
Danalnn va Maria & San Diego cho mot dém thang sau chul nhat, sau d6 bat khach hang
tra 132 d6 la. Khach hang phai tra it hon mirc 145 d6 la néu ho ding ky qua dién thoai,
cao hon 25% so véi dang ky qua Expedia. Cac dai 1y du lich qua Web c6 thé chuyén thi
phan dén cac khach san va huong phan chiét khdu ma ho mudn. Kha ning nay la rat quan
trong trong mot nganh da bi chéng chéo 1én tir lau. Chu khach san ¢o6 hai Iua chon, hoac 1a
giam gia phong cho cac dai 1y du lich hodc dé phong trong. Khach san The Snow King
Resort ¢ Jackson Hole, Wyoming, dd bat diu nhan dugc dén 100 yéu cau dit phong mot
tuan tir Travelocity sau khi trang web bat dau quang céo khach san 209 phong nay vao hdi
thang Giéng.

9.2.7. Chién lwoec tai dinh vi

Mot loai dinh vi chic chin s& khong lam nén thanh coéng cho san pham. Cac nha
marketing phai nhay cam vdéi cach thi truong nhéan thirc va sau dé xem xét cong ty cung voi
san pham. Dya vao ¥ kién phan hoi cua thi truong, cong ty phai di linh hoat dé phan tmg t6i
nhitng y kién nay béng cach tdng cuong hodc sura d6i mot dinh vi. Sy tai dinh vi 1a qué trinh
tao ra moOt nhan hi€u, cong ty hodc dinh vi san phém méi hodc duoc stra d6i. Cac cong ty ddi
mit vi mot thir thach 1au dai khi ¢d gang sir dung sy dinh vi dé thay doi nhan thirc cua khach
hang vé nhan hiéu. That may man, cic cong ty c6 thé d& dang kiém tra qua trinh bang cach
doi theo s¢ thich cling nhu 1a thoi quen cta khach hang trén internet.

Yahoo! 1a mét vi du dién hinh cho nhu cau dinh vi lai theo vong quay cudc séng cia
cong viéc Kinh doanh dién tir. Yahoo! bat dau vong quay nhu 1a mot nha huéng dan cua
mang ludi internet: Yet Another Hierarchal Officious Oracle! Khong lau sau do, hang da tim
cach dé thu hut khach hang méi, gitt ho quay lai v6i website va dugc xem nhu 1 noi dau tién
dé di dén néu mot ngudi mudn tim bat ctr thir gi trén mang. Dé hoan thanh muc tiéu ctia minh,
Yahoo! da dinh vi lai tir chi dan truc tuyén dén céng web. Hién nay, Yahoo! dang thuc hién
ndi dung tir website ciia no va nhing thanh vién c6 thé tai xudng khong chi trén may tinh ca
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nhan ma con c6 thé trén thiét bi PDAs va céc thiét bi khong day khac. Hon nira, ho moi tat ca
nguoi su dung thanh 1ap mot trang web dugc tuy chon thong qua My Yahoo! Nhiing cai khac
mo ta dé v& ra sy chuyén dong bao gdm Yahoo!chat! va Yahooligans! Thong diép nhan hiéu
clia nd, su sip xép phan bd va su cong tac ndi dung két hop dé dinh vi trang web nhu 1a mot
cong thong tin dang tin cdy nhat, nha cung cap thong tin ndi dung va cac diém mua sim tryuc
tuyén. Yahoo! di thuc hién dinh vi lai chinh thirc vao nim 2004 bang cach thay ddi duong
cum tir ctia nod tir “Pong co tim kiém” dén “Pong co cudc séng”. (Search Engine & Life
Engine).

Tuong tu nhu thé, Amazon d3 dinh vi lai chinh minh trong vong vai nam trd lai day.
Trudce kia, Amazon dugc dinh vi 1a ctra hang sach 16n nhét trén thé gidi. Bay gio, ho cam Kkét
13 “Sy lya chon 16n nhat cua thé giéi” véi su da dang cta san pham tir Am nhac cho dén dién
t&r va nhiéu hon thé. Cudi cing, facebook, trang mang xa hoi khong duoc tham gia cude choi
tr vai nam trudc da dinh vi lai béng cach chuyén tur vi tri to “mang xa hoi danh cho sinh vién
dai hoc”, gio day facebook da 1a chii nha cta nhiéu trang hd so kinh doanh cta cac cong ty va
trg thanh nha cung cp cac ing dung dtng thir ba trén thé gidi: Facebook dang ngay cang 16n
manh.

TOM TAT CHUONG
CAU HOI ON TAP

Thé nao 1a giao dich?
Nhitng xu huéng anh hudng dén giao dich truc tuyén 6 My 1a gi?
Nhitng dic diém ca nhan nao anh hudng dén hanh vi truc tuyén?
Hay ké bdn loai phi ton cau thanh nén tai nguyén khach hang dé giao dich.
Cac nha marketing c6 thé lam gi dé giup cho viéc giao dich thuan loi hon?
Bing nhiing cach ndo ma nguoi tiéu ding c6 thé tao ra ndi dung cho trang web?
Su khac biét gitra Khac biét hoa va Pinh vi?
Cép nao cua khac biét héa kénh tryc tuyén ton tai nhur 14 tily chon cho cong ty?
Muc tiéu cta xay dung thuong hi¢u kinh nghiém la gi?

. Bau khong khi cua site anh hudng thé nao dén khac biét héa truc tuyén?

. Tai sao cic nha marketing dién tir nén ¢ gang moi nguoi st dung cung xay dung noi
dung?

12. Tai sao lgi ich dinh vi manh nhu vay?

©CoN DR

T
= O

13. Tai sao cac cac nha marketing dién tir chon str dung dinh vi canh tranh? Pinh vi tich hgp?
CAU HOI THAO LUAN

14. Tai sao ngudi tiéu ding c6 xu huéng di dén thu vién dé tim kiém tai liéu hon 1a tim kiém
trén internet?
15. M6t nén kinh té tap trung c6 thé ton tai trong nhitng nudce noi ma mirc d6 tham nhép cua
internet thap? Giai thich cau tra 10i cua ban.
16. Céc nha marketing c6 thé lam gi dé giup d& nguoi tiéu dung c6 kinh nghiém trong linh
vuc mua sdm?
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17.

18.

19.
20.

21.

22.

23.

24,

25.

Ban c6 cho rang ndi dung cta “dong chay” 1a mot 161 giai thich cho nhitng gi ma mot sd
nha quan sat goi internet 1a thoi nghién? Giai thich cau tra 161 cia ban.

Hay chi ra cach cac nha marketing mang loi dung so thich ctia khach hang trong cac méi
quan hé nhu 13 két qua cua hoat dong internet?

Diéu gi 13 1i do khién mang ludi x4 hoi truc tuyén ngay cang phat trién?

Diéu gi khién ban nghi rang ngudi tiéu ding tin twong 1an nhau hon 14 tin twdng cac cong
ty? Cac nha marketing co thé 1am gi truéc van dé nay?

Tai sao cong ty co thé kiém soat truc tiép su khac biét hoa thuong hi¢u cua ho nhung
khong kiém soat dugc dinh vi?

Quy tic dinh vi: “ké tAm thuong khong ximg dang duoc khen ngoi”. Thong diép trén co
nghia gi? Ban c6 dong y v6i n6 khong? Giai thich cau tra 10i.

Lam thé nao mot cong ty truc tuyén co thé phan tmg mot dbi thu canh tranh vi da dinh vi
khong t6t?

Khach hang c6 kha ning bi nham 14n boi mot dinh vi tich hop bai mot trang web ban moi
tht? Loi thé va bat loi clia dinh vi?

Lay vi dy vé 10 kiéu cong dong ¢ Viét nam?
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CHUONG 10: SAN PHAM: CHAO HANG TRUC TUYEN

C6 rat nhiéu lya chon d6i v6i thong tin nhung trén thyuc té, thuc sy chi c6 Bugs Bunny.
Va khi ban sé hitu mot sb thwong hiéu nhuong quyén thuong mai nhu Bugs Bunny hay
Mickey Mouse, hodc nhimng san pham c6 trén mang ludi hé thong, chi c6 mot noi duy nhat
ban c6 thé dén va c6 duoc.

Jim Moloshok, www.warnerbros.com
Su tién loi ctia nguoi tiéu dung dinh hudng hé thdng k¥ thuat sb.
Robert Pittman, Former Coo for AOL
Mang dén cho khach hang nhiéu loi ich hon nita, thianh cong s& dudi theo ban.
Sir Richard Branson, Chairman, Virgin Group.

Muc tiéu chinh cta chwong 1 phan tich sy phat trién khach hang va san pham cia
doanh nghiép duoc tan dung tinh Internet va cong nghé cung cip loi ich tryc tuyén thong qua
xay dung thuong hi€u, dich vu hd tro va gan nhan. Ban s€ tr& nén quen thudc véi nhiing co
hoi va thir thach tir viéc ting cuong phat trién san pham thong qua E-Marketing.

Sau khi doc chwong nay, ban sé c6 thé:

= Pinh nghia san pham va miéu ta cach san pham gdp phan vao gia tri cho khach
hang

= Thao luan xem nhiing dac tinh, xay dung thuong hiéu, cac dich vu hd tro va gan
nhin duoc &p dung nhu thé ndo vao san pham tryc tuyén

= Phéc thao md s6 nhan té quan trong trong viée ting cudng phat trién san pham
qua E-Marketing

TRUONG HQP NGHIEN CUU: CAU CHUYEN GOOGLE

Cai gi thuc hién bay ty luot tim kiém trong mot thang, noi 100 ngdn ngit bao gdm ca
ngdn ngir Bantu va ngdn ngir Zulu ctia nguoi Nam phi va 13 trang web dugc truy cap nhiéu
nhit tai U.S. Cau tra 16i 12 Google.com, thuong hiéu toan cau trong nim 2006 do
Brandchanel.com binh bau. Google phd bién t6i mirc nd da thay d6i ngon ngir tiéng Anh - tir
dién gin day da dua thém tir “to google” vao tir dién ctia ho. Thu nhap trong nim 2007 cua
Google la 16,6 ty do-la, trong khi hang nay kiém duoc loi nhuan 14 9,9 ty do la, mot con s6
dang ngudng mo. Hang tlep tuc phat trién hoat dong ban hang, thi trudng mai, s6 lugng ky su
va chao hang cac san pham méi.

Su thanh cong nay dic biét dang chu y vi Google tham gia vao thi truong tir nam

1998, ra doi sau nhiing cong cu tim kiém khéac da duoc khéng dinh vi thé virng chic véi
nhimg khach hang trung thanh. Vay Google da lam nhu thé nao? Pau tién, hiang di mua
nhimg ban quyén cong ngh¢ v6i muc gia thap Hai nha dong sang 1ap Sergey Brin va Larry
Page tim hiéu lam thé nao dé nén gap t4m 14n so véi stitc manh ctia may cha trong mot khong
gian tuong tu dbi thu canh tranh bang cach xay dung hé thong cuia chinh ho tir nhitng bo phan
san pham phan cimg. Tht hai, ho dua ra mot cach thirc tim kiém méi, xép hang két qua cau
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hoi tim kiém theo cac trang khong chi dya véo tir khoa ma con dua vao sy phd bién cua trang
web d6 nhu di duoc do ludng, mot phan, dua vao sb lugng vi tri lién két véi mdi trang web.
Nhimng tiéu chuan nay co nghia 1a két qua tim kiém ctia ngudi st dung duogc tap hop dudi
dang nhitng trang web lién quan. Cudi cung, nhitng ngudi séng lap da duy tri mot trung tim
khach hang, sir dung d6 hoa don gian, khong cho phép sir dung quang cdo trén trang chu, va
chi cho phép danh ki tr (khong hinh anh), vi vay trang két qua tim kiém tai xudng nhanh va
dé dang hon dé doc.

Google tiép tuc ndi tréi hon thong qua sy cai tién san pham nhanh chéng va lién tiép.
Hang tao ra san phim méi co thé c6 gia tri trong nhitng phong thi nghiém ctia Google, chuyén
chung t6i kiém tra beta va néu nhan thiy ching c6 vé hiru ich ddi véi khach hang, s& thém
chung vao diy san phdm — thi thoang mét quy trinh kéo dai ca nim. (Minh hoa 10.1). Théng
qua quy trinh nay, dya vao nhimg y kién phan hoi Google hoc hoi tir khach hang va dua vao
t6 chirc sy cai tién. Tap hop cac san pham ctia Google bao gém: 15 cong cu tim kiém (web,
blog, earth, maps, alerts...), ba san pham quang cdo (AdSense, AdWords, and Analytics), 21
tmg dung (Google Doc, Picassa, Youtube, Blogger), nam sin pham cho cac doanh nghiép
(Earth Enterprise, SketchUp Pro), va hai tmg dung di dong. Tat ca san pham déu trai qua viéc
kiém tra tinh triét 1y cua Google “Mudi diéu chiing t6i cho 1a dung dan”:

[1]  Tép trung vao ngudi sir dung va tat ca nhimg diéu khac sé xay ra.
[2] D06 la cach tot nhat dé lam mot thir thue sy, thue su tot.
[3] Nhanh tot hon 13 chdm
[4]  Su binh dang trén céc trang web lam viéc
[5] Takhong can ngdi & ban 1am viéc dé can mot cau tra 10i
[6] Taco thé kiém tién ma khong can lam diéu sai trai
[7]  Ludn c6 nhitng thong tin & do.
[8] Nhu ciu vé thong tin vuot qua moi bién gidi
[9] Taco thé nghiém trang ma khong can 18 phuc
[10]  Tuyét voi chua han 1a da tét.
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Minh hoa 10.1: Phong nghién ciru truc tuyén caa Google kiém tra san pham méi

Ngudn: Courtesy of Google (labs.google.com)
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Trudc tién, Google st dung mot mo hinh Kinh doanh dién tir da phuong tién, két nbi
nguodi st dung véi thong tin va hudng sy quan tam cua khach hang vao quang céo. No tao ra
thu nhép tor mot vai thi truong B2B. N6 cho phép tim kiém céc dich vu cua cac doanh nghiép,
thu hit 54% tong sé ngudi tim kiém trén toan thé gidi. N6 ban cac dich vu cho cac doanh
nghié€p, n6 cling ban quang céo thong qua quang cdo web, chia s¢ do rui ro vdi quang cao
bang cach sir dung mé hinh pay-per-click, (chi tra tién quang cao khi c6 ngudi nhip chudt vao
quang c4o0). Thu nhap tir quang céo cua Google tang tir chinh trang web cia n6 va trang web
ctia khach hang bao gém ca nhirng quang cdo ciia Google bai vi Google chi ra mot cach chinh
X4c cac quang cdo lién quan toi tir khoa tim kiém.

Trong hang c6 15% nhan vién giit hoc vi tién s§, va mot sy cai tién lién tyc. Didu nay
thuc sy tang thém mot tap hop khach hang doc twdng va no giai thich tai sao hang ludn dung
trong tam tri khach hang v6i muc tiéu va dich vy méi. Sy thuan loi tiép dién ludn t6t boi vi
Google danh sy quan tim nhiéu nhat cho gia trj ctia nguoi su dung, gitr gia thap, va phan phat
su tim kiém ddi v6i quang cdo. Google thyc su 1am rét tot.

10.1. NHIEU SAN PHAM PHAT TRIEN NHO INTERNET

Su thanh cong ctia Google da chiing minh 1am thé nao dé mot san pham tryc tuyén méi
hoan toan c6 thé str dung nhitng dic tinh cua internet dé xay dung 1én mét thuong hiéu thanh
cong. Mot san pham bao gdbm mét goi loi ich thoa man nhu ciu cia CAC khach hang la doanh
nghiép, to chirc va ngudi tiéu dung, la cai ma ho san sang trao d6i bang tién hoic bat ctr thu gi
khéc c6 gia tri. Thuat ngit san pham bao gom hang hoa htru hinh, dich vy, y tuéng, con
ngudi, va dia diém. Tat ca nhitng thir ndy déu c6 thé mua béan truc tuyén.

Mot vai san pham méi nhu: dong co tim kiém (SE) chi lién quan téi internet, nhitng san
pham khac nhur 4m nhac chi don gian |12 sir dung internet nhu mot kénh phan phbi méi va mot
vai thir stt dung internet nhu 1la mot ctra hang dién tir (electronic storefont). V&i nhirng thude
tinh dic biét cua internet, voi su diéu khién ciia khach hang, va nhitng xu huéng marketing
dién tir khac, su phat trién cua san phém ddi mat véi rat nhiéu thach thuc va co duge thém
nhiéu co hdi méi trong khi ¢ ging tao ra gia tri cho khach hang khi st dung cong cu
marketing dién t. Chuong nay tap trung vao ca khach hang lan nhimg san pham cong nghiép
dang phat trién trong moi truong internet, thé hién qua trong cac phiéu ti danh gia trong thoi
gian thir nghiém, san pham truyén thong va chién lugc thuong hiéu.
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