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Loi mo dau
Hay thir m¢t thi nghiém. Héi muoi nguoi dang kinh doanh ¢ Viét Nam:

"Marketing la gi?" — chin nguoi s& tra 101, bang cach nay hay cach

khac: "la chay quang cdo."
D6 chinh 1a 1y do chin trong mudi nguoi d6 dang dot tién.

Marketing khong phai la chay ads. Quang cdo chi la m¢t manh nhé o
mot ting ciia mot cd may 16n hon nhiéu. Khi ban nghi marketing = ads,
ban db toan bd tién vao viéc lam cho nguoi ta biét dén minh — roi ngo
ngac khong hiéu vi sao nguoi ta biét ma khong mua, mua mét 1an roi

bién mat, hodc vi sao moi don hang ngay cang dat do.

T6i viét cudn sach nay tir mot niém tin don gian: marketing 1a mot hé
théng c6 thé hoc, do, va 1am chii — chir khong phai trd may rai cua
thuat toan quang cdo. Toan bd khung tu duy ¢ day dén tir chwong trinh
Master in Management cta Boston University, dugc rut gon lai thanh
nhiing tht dung dwgee ngay cho nguoi kinh doanh Viét Nam, dac biét
trong thé gidi thwong mai dién tir va AT nim 2026.

Triét 1y xuyén sudt chi c6 mot cau: Hoe dé LAM. Mdi chuong s& cho
ban (1) mot sy that — thuong ngugc véi diéu sb dong dang tin, (2) mot
khung tu duy dé hiéu no, (3) viducu thé trong bdi canh Viét, va (4) mot
muc "Lam tudn nay" — viéc ban c6 thé bat tay vao ngay sau khi gip

chuong do lai.
Bén su that nguoc doi sé dan dat ca cudn sach:
1. Marketing 13 van hanh ca ph&u — khéng phii chi chay ads. Tién
khong nam ¢ tang "ai ciing d6 vao".
2. Haiy lo chuyén doi trwée, quing cao sau. Mot trang ban hang tot

lam chi phi quang cao ré di t61i mét nura.



3. Giir chAn mdt khach cii ding gia gip nhiéu lin sin mdt khach
mo6i — va khong phai khach nao ciing dang giir nhu nhau.
4. Trong thoi Al y dinh cia khach quan trong hon tir khoa.
Néu ban chi nh¢ dugc mot cau sau khi gép cudn séch lai, hay dé no l1a

cau nay:

Marketing ton tai dé tao ra mét khdch hang — va giik dwoc khdch
hang do.

Cubn sach chia 1am ba phan. Phan I xdy nén: marketing that sy 1a gi,
hiéu thi treong, hiéu khach, va chon dung thir dé ban. Phan II di doc cai
phéu — tir lac nguoi la chua biét ban 13 ai, dén luc ho thanh khach trung
thanh di gi6i thiéu ban cho nguoi khac. Phan III day ban do luong dé
biét dong tién nao sinh 10i, xdy thwong hiéu dé ban dat hon ma nguoi ta

van mua, va cudi cung goéi tat ca thanh mot ké hoach 90 ngay.

Lat trang. Ta bat dau tir cai phéu.



Chwong 1 — Marketing la LAM,
khéng phai 1a biét

Cau chuyén mé dau: ngwei dét 50 triéu trong
mot thang

C6 mot anh chu shop ban dd gia dung t6i timg gip. Goi anh 1 anh Hung.
Anh Hung vira nhap mét 16 ndi chién khong dau, hang dep, gia tét, anh
tin chic s& ban chay. Anh lam ding mot viéc ma ai ciing bao phai lam:

anh chay quang céo.

Thang dau anh d6 vao quang céo Facebook 50 triéu. Quang cao chay tot
— theo nghia Facebook hiéu. Hang trim nghin nguoi nhin thay, hang
nghin ngudi bim vao. Nhung cudi thang, anh dém don: 40 don. Trir gia

vOn, tru tién ship, trir tién quang cdo, anh 10.

Anh Hung két luan: "Quang céo Facebook hét an rdi." Anh chuyén sang
TikTok. Thang sau lp lai y hét: nhiéu nguoi xem, it ngudi mua, lai 13.
Anh két luan tiép: "Thi trudng kho qua."

Van dé cua anh Hung khong phai Facebook, khong phai TikTok, khong
phai thi truong. Véan dé 1a anh tin ring marketing = chay quéng co.
Anh db toan bo tién va tam tri vao ding mot mét xich — mét xich "cho
nguoi ta biét minh ton tai" — rdi bo mic tat ca nhiing mét xich con lai

quyét dinh viéc nguoi ta ¢ mua hay khong.

Khi nguoi ta bAm vio quing cdo va roi vao mot trang ban hang so sai,
khong c6 danh gia, khong rd chinh sach ddi tra, anh mo, mo ta cut lun —
ho thoat ra. Khi ngudi ta mua mot 1an roi khong bao gio nghe tin gi tir
anh nlta — h¢ quén anh. Anh Hung khong thua vi quang cdo do. Anh

thua vi anh chi lam 10% cua marketing va tudng d6 la 100%.



Chuong nay ton tai dé ban khong tré thanh anh Hung.

Sw that In: marketing 1a ca mét cai phéu

Hay tuong twong marketing khong phai 1a mot cai nit bAm, ma 1a mot
cai phéu — rong & trén, hep dan xudng dudi. Ngudi ta roi vao miéng
phéu khi lan ddu nghe dén ban, va di xuéng dan qua timg ting cho t6i khi
thanh khach hang, rdi thanh khach trung thanh.
Cai phéu c6 bon ting. Hay nhé k¥ bon céi tén nay, vi ca Phan II ctia cudn
sach chinh 1a bén chuong, mdi chuong mot tang:
1. Awareness — Nhan biét. Nguoi ta biét ban ton tai. Day 1a ting anh
Hung d6 hét tién vao.
2. Intent — Y dinh. Nguoi ta dang mudn mua thi ban ban, va dang di
tim. Viéc cua ban 1a xut hién dung lic ho tim.
3. Conversion — Chuyén ddi. Nguoi ta di dén chd ban (vao website,
vao shop). Viéc ctia ban 1a bién lugt ghé tham d6 thanh mot don hang.

4. Retention — Giir chan. Nguoi ta dd mua. Viéc cua ban la 1am ho

quay lai mua nira, va ké cho ban bé ho nghe.



1. AWARENESS

Cho nguoi ta biét minh ton tai

2. INTENT

Bat nguoi dang chu dong di tim

Nira trén — ai ciing chen, quang céo ngdy cang dat

Nira du6i — tién that, rat it nguoi tdi uu

3. CONVERSION

Bién truy cap thanh don hang

4. RETENTION

Giir chan & nhan ban khach hang

Hinh 1.1 — Phéu marketing bon tang. Quang cdo chi cham nira trén; tién thit ndm ¢ nira dui
it nguedi 161 .

Quang cao nam ¢ dau trong bon tang nay? Chu yéu & tang 1 va mdt phan
tang 2. Ttrc la quang cdo, du lam hoan hao, cling chi cham t&i myt nira
phia trén cua cai phéu. Nuira dudi — noi tién that sy dugc sinh ra hoac
mat di — quang cdo khong voi téi.

bay la ly do cau ndi "marketing = chay ads" nguy hiém dén vay. No
khong sai hoan toan — quang cao ding la marketing. N6 nguy hiém vi
né thieu. N6 khién ban don 100% nguon luc vao 25% cong viéc, roi tu

hdi vi sao két qua té.

Mot cach hinh dung khac, c6 thé dau hon nhung dang nhd: hiy nghi vé
phéu nhu mot dudng dng c6 bén van. Nude (khach hang tiém ning) chi
chay thanh tién néu ca bén van déu mé. Anh Hing mé toang van s 1 va

van chat — béng tién — dé déy that nhidu nudc vao. Nhung van 2, 3, 4



clia anh gan nhu dong. Két qua: nudc tran ra ngoai & mdi khiic ndi, va
chi mot giot nhé giot ra thanh don hang ¢ cuoi ong. Anh khong can bom

manh hon. Anh can di mé ba cai van con lai.

Case that: Red Bull — "khéng mang san pham
t&i ngwei, mang ngwei téi san pham"

Dé thiy 16 marketing khong phdi 1a chay quang cdo theo kiéu thong
thuong, hiy nhin mét trong nhitng cau chuyén marketing kinh dién nhat:
Red Bull.

Khi Red Bull vao thi truong, nudc tang luc gén nhu chua tOn tai nhu mot
nganh hang. Khong ai thire day va nghi "toi can mot lon nudc ting luc".
Néu Red Bull 1am marketing theo kiéu anh Hung — db tién chay quang
cao "mua nudc tang lyc di" — ho da chét, vi ho dang cd ban mot thu

chua c6 nhu cau.

Ho lam nguogc lai. Triét Iy ctia ho dugc tom trong mot cau bat hu:
"Ching t6i khong mang sin phim dén véi con ngudi, ching tdi
mang con nguoi dén véi sin phadm." Thay vi hét vao mat dam dong,
Red Bull dat san pham vao ding nhiing khodnh khdc va béi canh ma
nguoi ta can nang luong va sy tinh tdo: cac giai thé thao mao hiém, 1& hoi
am nhac thau dém, sinh vién 6n thi, dan lai xe duong dai, cac quan bar.
Ho tai trg van dong vién, t6 chirc su kién dién rd (nhay du tir ria vii try),

phat san pham cho dung ngudi & ding noi.

Dé y: phan 16n nhiing viéc 46 khong phdi quang cdo theo nghia truyén
thong. D6 1a tao dung nhan biét qua trai nghiém va bdi canh (ting
Awareness 1am theo cach thong minh), tao dung thir dé khach tu kiém
chimg (dy nguoi ta xudng phéu), va xdy mot thuong hiéu gin lién véi
"nang luong, dam choi, but phd" (chuong 10). Ho ciling dam gitr gia cao

— dinh vi cao cdp — chir khong lao vao dua gia ré. Red Bull van hanh



c4 cai phéu, khong chi cai van s6 1.

Bai hoc cho nguoi kinh doanh Viét: ban khong can ngan sach cia Red
Bull. Nhung ban can tu duy ctia ho — ddt san pham vao diing béi canh
va khodnh khdc ciia khéch, thay vi chi tra tién dé hién 1én trudc mat cang
nhiéu ngudi cang tot. Mot quan in dit standee & cong trudng luc tan hoc,
mot shop d6 tap dit mau thir & phong gym — d6 1a tinh than "mang

ngudi téi san pham" trong tim tay ban.

Bon sw that ngwoc doi

Moi sy that dudi day déu nguoc véi diéu so dong dang tin. Moi céi cling

la mot chuong sau nay. Toi néi trude ¢ day d€ ban c6 ban do.

Sw that 1: Tién ndm & tang it nguwoi déy

Vi ai ciing nghi marketing = quang céo, nén ai ciing chen nhau ¢ tang
Awareness. Ma chd dong nguoi chen nhau thi gia bi day 1én — chi phi
quang c4o ngay cang dat, vi ban dang dau gi4 voi hang nghin ngudi khac

cung muon xuat hién trudc cung mot nhom khéch.

Trong khi d6, tang Conversion va tang Retention thi ving nguwoi. Rt it
chu shop ngdi xudng t6i vu trang ban hang cua minh. Rét it ngudi xay
mot chudi email chim séc khach sau mua. Chinh vi ving, dy 13 noi ban
dé tao loi thé nhat. Cai thién ty 1é chuyén doi tir 1% 1én 2% nghia 1a ban

nhén d6i doanh thu ma khong tén thém mot ddng quang co nao.

Hay 1am mot phép tinh nho dé thay stitc manh ciia nd. Gia st ban chi 30
triéu quang cdo, kéo vé 10.000 luot ghé tham, ty 1¢ chuyén doi 1% ->
100 don. Bé c6 200 don theo cach cuia anh Hing, ban phai ting gap doi
quang cao 1én 60 tri¢u. Nhung néu thay vao d6 ban nang ty 1¢ chuyén doi
1én 2% — bang viéc va trang ban hang, th gan nhu mién phi — ban
cling c6 200 don, voi van 30 triéu. Mot bén tén thém 30 triéu mdi thang,

mai mai. Mot bén ton vai ngay cong stra website, mot lan. Do 1a vi sao

10



toi noi tién nam & tang it nguoi de y.

Sw that 2: Lo chuyén d6i trwéc, quang cao sau
Day 1a sai 1am chét nguoi ctia anh Hung. Anh chay quang cdo d6 ngudi
vao mot cai trang chua sin sang ban hang. Gidng nhu mé voi nudc that

to dé d6 vao mot cai xo thung ddy.

Thur ty dling phai ngugc lai: va x6 trwée, mé voi sau. Lam cho trang ban
hang cua ban that tdt — anh dep, mo ta rd, c6 danh gia, thanh toan dé,
van chuyén minh bach — réi méi d6 tién quang céo. Khi d6 mdi dong
quang céo sinh ra nhidu don hon han. Nhu ban sé& thiy ¢ chuong Intent,
mot trang dich t6t tham chi lam chi phi mdi ct click ré di téi mét nira, vi
cac nén tang quang cio thudng cho trai nghiém tét — day khong phai 10

khuyén mém, ma 1a mot co ché k¥ thuat cé that goi la Diém chét luong.

Sw that 3: Khach ci dang gia hon khach méi — va khong
phai ai ciing nhw nhau

Sin mot khach méi ton tién: tién quang céo, tién khuyén mai dé du ho
mua 1an ddu. Mot khach cii dé tin ban rdi thi ban cho ho 1an hai gﬁn nhu
mién phi. Nguoi ta hay néi giit mot khach cii ré hon nhiéu lan so véi

kiém mot khach méi — va diéu do dung.

Nhung c¢6 mdt 16p sadu hon ma it ai néi: khéng phai khach nao ciing
dang giit nhw nhau. C6 khach mua mét 1an rdi thoéi. Cé khach mua déu
dan, don to, lai con gidi thi€u ban be. Hai loai khach nay khong dang dé
ban bd ra cung mot cong suc. O chuong Retention, ban s€ hoc cach do

gia tri vong doi khach hang (CLV) dé biét ai dang dau tu gitr chan.

Sw that 4: Théi Al, y dinh quan trong hon ttr khoa
Ngay xua, lam quang c4o tim kiém 1a chuyén chon dung #r khod. Khach

20 "ndi chién khong dau", ban mua tir d6, ban hién 1én. Nam 2026 moi

thir da khac. AI ding giira khach va két qua tim kiém, va n6 khong con

11



khop timg chit mot nita — no doan y dinh dang sau cau hoi.

Mot ngudi gd "lam sao dé con an rau" c6 thé dang 1a khach hang tiém

ning ctia mot cai may xay sinh td, dii trong cau ching cé chit "may xay"
nao. Hiéu dugc didu nay — va biét cach logi bo nhiing y dinh khong lién
quan dé khoi dbt tién — 13 k§ ning marketing moi cua thoi dai. Ta s&

dao sau & chuong Intent.

Vi sao day la tin tét cho ban

C6 thé doc dén day ban thiy hoi nan: "Vay marketing phtic tap thé co a?
T6i tudng chi can bAm nat quang co."

Nhung hdy nhin theo huéng khac. Néu marketing chi 1a chay ads, thi ai
¢ nhiéu tién hon s& théng — va ban, nguoi kinh doanh nho, vinh vién
thua nhiing tap doan ngan sach khong 10. May thay, su that khong phai

A

vay.

Vi marketing 12 ca4 mét hé théng, nén ban c6 thé thing nhitng ddi thi to
hon bang cach 1am tét nhitng ting ma ho ludi lam. Mot shop nhé véi
trang ban hang chin chu, cham soc khach hang tir té, va email hau mua
chu d4o hoan toan c6 thé danh bai mot thuong hiéu 16n chi biét dot tién
quang céo. Hé théng 1a thtr c6 thé hoc va lam chi. Tién thi khong phai ai
cling c6, nhung sw tir t& va ti mi trong tirng tAng phéu thi ai ciing lam
duwoc.

D6 14 1y do triét 1y cua cudn sach nay 1a Hoc dé LAM, khong phai hoc dé
biét. Biét rang co cai phéu bdn tang 1a vo dung néu ban khong ngdi

xuong v¢€ ra phéu cua chinh minh va hoi: tang nao cua toi dang ro ri?

M6t dinh nghia dé mang theo ca doi

Peter Drucker — nguoi duoc coi 1a cha dé cia quan tri hién dai — tirng

viét mot cau nim 1954 ma dén gid vin dung nguyén: "Muc dich duy

12



nhét hop I¢ ciia mdt doanh nghiép la tao ra mdt khach hang."

Hay doc ky. Khong phéi "tao ra doanh thu". Khong phai "tao ra loi
nhuan". Ma la tao ra m¢t khach hang — mot con nguoi that, chon ban
thay vi chon ngudi khac, va quay lai chon ban 1an nita. Doanh thu va loi

nhuan chi 1a 4¢ qua cta viéc tao ra va gitr dugc khach.

bt canh d6 1a mot cau hoi cia Theodore Levitt, mot gido su Harvard,
trong bai viét kinh dién Marketing Myopia (Can thi Marketing) niam
1960: "Ta dang & trong nganh gi?" Levitt ké chuyén cic cong ty
dudng sit My suy tan vi ho twdng minh & trong "nganh dudng sat", trong
khi that ra ho & trong "nganh véan chuyén". Khi may bay va 6 to xuét
hién, ho khong kip thich nghi vi ho dinh nghia minh sai. Hollywood suyt
chét khi truyén hinh ra doi, vi ho twéng minh ¢ "nganh phim anh" thay vi
"nganh giai tri". Sw can thi nay — dinh nghia minh theo sdn phdam hién
tai thay vi nhu cdu khdach hang — da giét nhidu doanh nghiép hon bt ky
ddi thu nao.

Bai hoc cho ban: dung dinh nghia viéc kinh doanh cua ban theo san
phdm ban dang ban, ma theo nhu cau ban dang giai quyét cho khach.
Anh Hung khong ban "ndi chién khong dau". Anh ban "bita com nhanh,
it diu m&, cho ba me ban rén mudn con an lanh manh". Khi anh nghi
duogc nhu thé, moi quang cao, mQi mo ta san phém, moi email cua anh s€

khac han — va ca nhiing san pham anh nhap vé sau nay ciing sé& khéc.

Lam tuan nay
Dimg doc tiép chuong sau khi chua lam xong ba viéc nay. Cubn sach nay
v6 dung néu ban chi doc.
1. V& cai phéu ciia ban. Ldy mot to gidy, vé bon tang: Awareness —>
Intent -> Conversion -> Retention. V&i mdi tf‘?mg, viét ra: hién tai ban

dang 1am gi & tang d6? Nhiéu kha ning ban s& thiy ba tang trong tron

13



va mot ting (Awareness) ban dang don hét sirc.

2. Tim chd ro ri. Nhin vao phéu vira v& va hoi: ting nao dang lam toi
mat tién? Néu nhiéu nguoi biét dén ban ma it nguoi mua > ro &
Conversion. Néu ngudi mua mot 1an rdi bién mat -> ro ¢ Retention.
Khoanh tron tang ro ri nang nhat. D6 1a noi ban nén dau tu cong sirc
truede, khong phai d6 thém tién vao quang céo.

3. Viét lai mét cAu: "Téi dang & trong nganh gi?" Khong phai tén
san pham. Ma 1a nhu cau that su ban giai quyét cho khach. Dan cdu d6

1én tuong. Moi quyét dinh marketing vé sau s& chiéu theo no.

Toém tit chwong: Marketing khéng phai chay ads — né la ca mét cdi
phéu bon tang (Awareness -> Intent -> Conversion -> Retention).
Qudng cdo chi cham nira trén ciia phéu; tién thit nam & nira dudi it
nguoi dé y. Red Bull thing bang cdch "mang nguoi téi san pham" —
van hanh ca phéu, khong chi van s6 1. Vd x6 trude, mé voi sau. Giir
khdch cii dang gid hon san khdch méi. Va muc dich cudi cung, theo
Drucker, la tao ra va giit dwoc mot khach hang — ding can thi dinh
nghia minh theo san pham (Levitt), hay dinh nghia theo nhu cau khdch.
Chirong sau: ta lii lai mét buéc trude ca cdi phéu — chon ddnh ¢ thi
truong nao, danh nhom khdch nao, va dirng ¢ dau trong tam tri ho.



Chwong 2 — Hiéu thi trwéng: 5C,
STP va Dinh vi

Cau chuyén mé& dau: hai quan ca phé trén cung
mot con pho

Trén mot con pho & quan 3, c6 hai quan ca phé mo cach nhau ba can nha.

Cung ban ca phé, cung gia tam trung, ciing khai truong trong mot thang.

Quan A bay bién dep, nhac lounge, ca phé ngon, nhan vién lich su. Sau

thang sau, quan A dong cua.

Quan B ciing ca phé ngon, nhung chil quan 1am mot viéc khac: anh ta dé
¥ thiy con phd ndy c6 mot toa nha van phong 16n ¢ dau duong. Dan vin
phong budi sang can ca phé nhanh, mang di, khong mudn xép hang. Budi
trua ho can mot chd yén tinh cé wifi manh dé vira an vira 1am viéc. Anh
thiét ké ca quan xoay quanh hai nhu cau d6: mot quay "grab & go" budi
sang dé 1iy nhanh trong 90 gidy, va khu vuc ban yén tinh ¢6 6 cam dién ¢

moi ban cho buoi trura. Quan B song khoé.

Ca hai quan déu lam ca phé ngon. Khac biét khong nam & san pham. No
nim & chd quan B hiéu thi trwong ciia minh con quan A thi khong.
Quéan A ban ca phé cho "tat cd moi ngudi" — va "tat ca moi nguoi” l1a

mot cach ndi lich sy ctia "khong cho ai cu thé ca".

Chuong nay day ban cach quan B suy nghi. N6 gdm ba cong cu, ding
theo ding thir tu: 5C (dé phan tich bdi canh), STP (dé chon danh ai), va

Pinh vi (d¢ chiém mot chd trong dau khach).

Bwéc 1 — 5C: chup X-quang thi trweong trwéc
khi danh



Trudc khi quyét bat ctr diéu gi, ban can nhin ro san choi. 5C la nam cau

hoi ban phai tra 101 duogc. Mbi chir C 1a mot goc nhin.

Customers (Khach hang): Ai 1a nguoi mua? Ho can gi, so gi, quyét
dinh mua dua trén diéu gi? Thi truong c6 bao nhiéu ngudi nhu vay,
dang 16n 1én hay co 1ai?

Company (Bén than doanh nghiép): Ban gioi cai gi that su? Ngudn
lue, ning luc ¢t 161 cua ban 1a gi? Ban khdng nén lam gi vi khong du
strc?

Competitors (Doi thit): Ai dang phuc vy nhém khach nay? Ho manh
& dau, yéu ¢ ddu? Co6 khoang trong nao ho bo ngo?

Collaborators (Pdi tac): Ai gitp ban dua san phém té1 khach — nha
cung cip, don vi van chuyén, san thuong mai dién tir, ngudi c6 anh
huong?

Context (B6i canh): Nhiing yéu t6 16n bén ngoai — xu hudng cong
nghé (nhu AI), quy dinh phap luét, kinh té, vin hoda — dang thay doi
cudc choi thé nao?

Pa s6 nguoi kinh doanh chi nghi vé chit C dau tién mdt cach mo ho va

b6 qua bon chir con lai. Anh cht quén A & trén hong vi anh khong soi ky

chir Customers (anh khong biét khach quanh d6 thét sy can gi) 13n chit

Competitors (anh khong tim ra khoang trdng ma quéan bén canh bo ngo).

Ban khong can mot ban phén tich 20 trang. Mot trang gidy, nam tiéu dé,

mdi tiéu dé ba gach dau dong trung thuc — thé 1a du dé ban khong di

danh tran trong bong t6i. Quan trong 13 trung thuwc: & chit Company hay

viét ca diém yéu that, & chit Competitors hiy viét ca diém manh that ciia

d6i thi. Mot ban 5C t6 hong con nguy hiém hon khong co, vi no ru ngi

ban.
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Bwéc 2 — STP: bd ba quan trong nhét trong
marketing

Néu ca cudn sach nay chi duoc giir lai mot khung tu duy, t6i sé giit STP.
Ba chit ndy — Segmentation, Targeting, Positioning — 1a xuong song

cua moi chién lugc marketing nghiém tuc.

S — Segmentation
Chia thi truong thanh cac nhom

T — Targeting

Chon nhém dé don strc

P — Positioning

Chiém 1 ngan kéo trong tam tri khach

Hinh 2.1 — STP: tir chia thi truong rong -> chon mot nhom -> chiém mot cho trong tam tri
khach.

S — Segmentation: chia thi trw&ng thanh cac nhém

Thi truong khong phai mot khdi dong nhat. N6 gdm nhiéu nhém khach
c¢6 nhu cau khac nhau. Segmentation 1a viéc chia khéi d6 thanh nhiing
nhém sao cho: khic nhau giira cac nhém, giéng nhau trong ciing mjt

nhom.
C6 bdn cach chia pho bién:
1. Theo dia Iy (Geographic): ving mién, thanh thi/néng thon, gan/xa.
2. Theo nhan khiu (Demographic): tudi, gidi tinh, thu nhap, quy mo
gia dinh, thé hé (Gen Z, Gen Y, Boomer...).
3. Theo tam Iy (Psychographic): gia tri song, tinh cach, 15i song.



4. Theo hanh vi (Behavioral): dip mua, loi ich ho tim kiém, murc do
trung thanh, tin sut mua.

Pay 1a chd nhiéu ngudi mic bay: ho chi chia theo nhan khau vi n6 dé do
— "khach cua t6i 1a phu nit 25-40 tudi ¢ thanh phd". Nhung nhan khau
thuong khong noéi 1én nhu cau that. Hai phu nir 30 tudi cung thu nhap ¢
thé ¢6 nhu cdu hoan toan trai nguoc. Cach chia manh nhit thuong 13 theo
lgi ich khach tim kiém (benefit) va theo hanh vi. Hiy hoi: khdch thué
san pham ciia t6i d@é lam viéc gi? (Ta s& dao sdu y nay ¢ chuong 3 —
Jobs To Be Done.)

Mot phan khuc tt phai dat bon tiéu chi: nhin dién dwoc (ban biét ai
thugc nhoém nay), di 16m (du nguoi dé co 1y do kinh doanh), khac biét
(hanh vi/nhu cau that sy khac nhom khéc), va 6n dinh theo thoi gian.

T — Targeting: chon nhém dé dén sirc
Co phan khuc 10i, ban khong thé phuc vu tat ca. Targeting la chon nhom

(hoac vai nhom) dé don ngudn lyc. Can nhac ba diéu:

+ Co hgi lgi nhuin: nhém nay 16n khong, dang ting truong khong, sin
sang chi khong?
« Mikc d9 canh tranh: da c6 ai phuc vy nhom nay chwa, manh thé nao?
« Sw phit hep: nhom nay c¢6 khép voi nang luc va ngudn luc cua ban
khong?
C6 mdt cau cia thwong hiéu Tommy Hilfiger dang dan 1én tuong: "Hép
dn it nguwdi hon, nhung tot hon." C6 1am hai long tat ca 1a cach chic
chin nhat dé khong ai théy ban déc bi¢t. Quan B chon ding mdt nhém —
dan van phong toa nha dau dudng — va phuc vu nhom d6 xuét sic. D6 1a
targeting.

P — Positioning: chiém mét ché trong tam tri khach



Pay la chit quan trong nhat, va ciing bi hiéu nham nhiéu nhat. **Dinh vi
khong phai 13 ban néi gi vé minh. Pinh vi 1a cach khach dang nghi vé
ban trong dau ho — so v&i cac lua chon khac.**

Tam tri con nguoi sip xép cac thuong hiéu nhu nhitng ngin kéo. "Ré
nhat" 12 mot ngan. "Sang nhét" 1a mot ngan. "Nhanh nhét" 1a mot ngan.
"An toan nhét cho tré em" 1a mot ngan. Pinh vi 1a viéc ban cb y chiém
lay mot ngan kéo cu thé, dé khi khach nghi dén nhu cau d6, ho nghi dén

ban dau tién.

Case that: Ducati va Trader Joe's — slirc manh
cua "danh it ngwéi, danh sau"
Hai cau chuyén tir thu vién case ctia t6i minh hoa séng dong cho STP.

Cudi thap nién 1990, hiang mo6td Y Ducati gan nhu pha san. Ho khong thé
dau voi cac ong 16n Nhat (Honda, Yamaha) vé quy mo, gia, hay do phu.
Mbdt CEO méi, Federico Minoli, lam diéu ngugc voi ban nang "c¢d ban
cho nhiéu ngudi hon": éng thu hep lai. Ducati dinh vi minh khong phai la
"nha san xut xe may", ma la biéu twong ciia dong sport bike cao cép,
dam chit Y, cho mét cong dong dam mé cudng nhiét. Ho ban khong
chi chiéc xe, ma ca can tinh, cong déng, bao tang, cau lac bd, su kién.
Két qua: tir bd vuc pha san, Ducati trd' thanh mét trong nhiing nha san
xult motd sinh 161 trén méi xe cao nhat thé gigi — khong phai nho ban

nhiéu, ma nho ban sdu cho ding mot nhom va khién nhom d6 ton tho.

Chudi siéu thi Trader Joe's cia My ciing tir chdi "phuc vu tat ca". Trong
khi Walmart dua nhau bay hang tram nghin mat hang du thuong hiéu,
Trader Joe's 1am ngugc: cira hang nhd, danh muc diwoc tuyén chon ky (it
lya chon hon nhiéu), chi yéu la hang nhan riéng doc dao, gia hop 1y,
khong gian than thién. Ho dinh vi r6: danh cho nguoi mua thong minh,

thich kham pha, khong mubn lac trong mé cung lga chon. Nho dinh vi



sic, Trader Joe's thuong xuyén dimg dau bang xép hang siéu thi My vé
su hai long va doanh thu trén mdi mét vuong — danh bai ca nhimng ga

khéng 15 to gip tram lan.

Bai hoc chung cuia hai case: véi ngudi nhé, sy thu hep la sirc manh,
khong phai sw yéu dudi. Ban khong thing duge ddi thu 16n bang cach
gidng ho nhung nho hon. Ban thing bang cach chon mot nhém cy thé va

phuc vu nhom d6 tot dén muc khong ai khac sanh duoc.

Coéng cu dé viét ra dinh vi

Cong cy dé viét ra dinh vi 12 cdu dinh vi (positioning statement). Co

mot mau rat hitu dung:

"Cho [nhém khdch muc tiéu], [thwong hiéu] la [logi sin phidm] mang
lai [lgi ich khdc bi¢t], @é ho c6 thé [két qud mong muon] — béi vi [ly

do dé tin]."

Vi du cho quan B:

"Cho ddn van phong bdn ron o toa nha X, Quan B la quan ca phé mang
lai sw nhanh gon budi sang va khéng gian lam viéc yén tinh budi triea,
dé ho vira c6 ca phé ngon vira khéng mat thoi gian — béi vi quadn thiét

ke riéng quay lay nhanh 90 gidy va moi ban déu co o cam dién."”

Ban thdy khong? Cau nay quyét dinh moi thir — tir cach bai tri quan, dén
ndi dung quang céo, dén ca viéc tuyén nhan vién pha ché nhanh. Mét cau

dinh vi tot 1a chiéc la ban cho toan bd marketing.

Co6 dong hon nira, hay tim cho thuong hiéu cua ban mdt brand mantra
— ba chit ndm ldy linh hdn cua ban. Nike: "Authentic Athletic
Performance". Quan B c6 thé 1a "Nhanh, Yén, Ngon". Ba chir d6 1a kim

chi nam khi ban phan van bat ctr quyét dinh nao. Mot meo nho: ciu trac
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brand mantra thuong la mét tinh tir cam xuc + mot tinh tir moé ta + mot tor
chi chirc nang. N6 vira n6i ban lam gi, vira n6i ban lam diéu do6 véi tinh

than nao.

Ban do dinh vi: nhin thay ca thj trwdng trong
mot hinh

C6 mdt cong cu truc quan tuyét voi goi 1a ban dé dinh vi (perceptual
map). Ban v€ hai truc — hai thudc tinh quan trong nhat vé6i khach (vi du:
truc ngang "ré < dat", truc doc "tién loi <> trai nghiém cao cép"). ROi
ban dit minh va tit ca ddi thu 1én ban d6 d6 theo cach khdch hang cam

nhan.

Hai diéu ky diéu s& hién ra. Thtr nhat, ban thdy minh dang dtng canh ai,
dang canh tranh tryc dién v6i ai. Thir hai — va quy hon — ban thiy
nhitng khodng tréng: nhitng goc cua ban dd khong ai chiém. Mot
khoang tréng c6 khach hang nhung chua ¢6 ngudi phuc vu chinh 1a mot
co hdi vang. D6 chinh xac 1a cach quan B tim ra ngach ctia minh: goc
"nhanh + tién cho dan vin phong" ma quén A b6 tréng. Dy 1a mot cong
cu chuan trong marketing — goi 1a perceptual mapping (ban @6 dinh vi),

dung dé truc quan hoa cach thi truong nhin cac thuong hiéu.

21
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Déi thi B
Pbi thi A o

Ré / Binh dan

Hinh 2.2 — Ban do dinh vi: dat minh va doi thii theo cach khach cam nhan, roi tim "khoang
S
trong" con bo ngo.

Case that: Allbirds — cai gia cua dinh vi nhap
nhang

Dinh vi sic thi théng; dinh vi nhap nhéng thi tra gia dat. Hay nhin mat
trai.

Allbirds 1a thwong hi¢u gidy "bén viing" ting dugc dinh gia 4,1 ty d6. Ho
ndi 1én v6i mot dinh vi 16 giay lam tur vat li€u tu nhién, than thién moi
truong, ém chan. Nhung khi mudn 16n nhanh, ho bit ddu nhdp nhang:
vira mudn 13 thuong hiéu bén viing, vira mudn la thuong hiéu thoi trang,
vira mudn 13 thuong hi¢u do thé thao — mé rong sang quan 4o, sang
chay bo, sang du thir. Két qua: khach bdi réi khong biét Allbirds la gi.
Gia tri cong ty rot tir 4,1 ty xudng con khoang 180 triéu do, c6 phiéu vé
quanh 1 d6. Mot thuong hiéu tirng c6 dinh vi sdc d3 ty 1am mo chinh

minh.
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Bai hoc, ndi thang cau Tommy Hilfiger ¢ trén: khi ban c6 12 tit ca moi
thir cho tit ca moi nguoi, ban tré thanh khong gi ca cho khéng ai ca.

Lén 1én 1a tbt — nhung 16n bang cach hoa tan dinh vi 13 ty sat cham.

Mot canh bao: dinh vij la diéu khach tin, khéng
phai diéu ban muén

Pung tu huyén hoic. Néu ban viét cau dinh vi "ching t6i la thuong hiéu
cao cp nhat" nhung anh san phim mo nho¢, dong gbi cau tha, phan hoi
tin nhan cham — thi trong dau khach, ngin kéo ban dang chiém la "ré

tién cau tha", chtr khong phai "cao cap".

Khoang cach giita cach ban muén dwoc nhin (brand identity) va cach
ban dang dwoc nhin (brand image) chinh la viéc cua cd nganh
marketing. Toan bo Phan II va Phén III cua cudn sach that ra 1a vé viéc
thu hep khoang cach do: 1am sao dé moi diém cham — quang céo,
website, dong g6i, email — déu cung cb dang cai ngin kéo ban mubn

chiém. (Ta s& quay lai sdu & chuong 10 — Thuong hiéu.)

Lam tuan nay

1. Viét ban 5C mdt trang. Nim tiéu dé, mdi tiéu dé ba gach dau dong
trung thuc vé viéc kinh doanh cta ban. Pung t6 héng — dac biét &
chit Company (diém yéu that cia ban) va Competitors (diém manh
that cua ddi thu).

2. Chon ding MOQT phan khiic dé don sirc quy nay. Ping cb danh
tat ca. Viét r6: nhom nay 14 ai, ho tim loi ich gi, vi sao ho hop véi ban.
Nh¢ Ducati va Trader Joe's: "hdp dén it ngudi hon, nhung t6t hon".

3. Viét cau dinh vi theo miu ¢ trén, va rat ra mot brand mantra ba
chit. Doc to 1én. Néu no dung véi moi ddi thi chir khong riéng ban,

thi n6 chua phai dinh vi — viét lai cho dén khi no chi dtng voi ban.
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Va soi guong Allbirds: dinh vi ctia ban ¢6 dang nhap nhang vi ¢ 6m

quéa nhiéu thtr khong?

Tém tit chwong: Hiéu thi truong di theo ba bude. 5C chup X-quang sin
choi (Customers, Company, Competitors, Collaborators, Context). STP
quyét ban ddanh ai: chia thi truong thanh phdn khiic (wu tién chia theo
loi ich va hanh vi), chon mot nhom dé don sire, roi dinh vi — chiém mot
ngan kéo cu thé trong tam tri ho. Ducati va Trader Joe's cho thdy véi
nguoi nho, thu hep la sirc manh,; Allbirds cho thdy dinh vi nhdp nhdng
phd huy gid tri. Ding cdu dinh vi + brand mantra + bdn d6 dinh vi dé
tim khoang trong co héi. Va nhé: dinh vi la diéu khach tin, khong phai
diéu ban ndi.

Chirong sau: ta zoom vao chit C quan trong nhdt — Khédch hang — va
mot su thdt lam thay doi cach ban ban: nguoi ta khong mua miii khoan,

ho mua cdi lo trén tuwong.
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Chwong 3 — Hiéu khach hang:
Jobs To Be Done va Gia tri

Cau chuyén mé dau: ly milkshake bi an

Mot chudi d6 dn nhanh & My mudn ban duoc nhidu milkshake (sira lic)
hon. Ho lam ding bai ban: khao sat khach, héi "anh/chi mudn milkshake
ngot hon khong, dic hon khéng, nhiéu vi hon khong?". Ho céi tién theo
phan hdi. Doanh s6 khong nhiic nhich.

R6i mot nhom nghién ctru, dan dau bai giao su Clayton Christensen ciia
Harvard, thir mot cau hoi khac. Thay vi hoi khdch muon milkshake thé
nao, ho ngdi quan sat khdch ding milkshake d@é lam gi. Ho phat hién mot
diéu la: gan nta sé milkshake dugc ban vao luc sang sém, cho nhiing
ngudi dan ong mua mot minh, mang di, va dé thuong 1a thir duy nhét ho

mua.

Hoi ra méi biét: nhitng ngudi nay c6 mot quing duong 14i xe dai, budn
chan, dé di 1am. Ho can mot thi gi do cAm mot tay, "nham nhi" dugc lau
cho d& chan, va da no dé cAm cu dén trua. Ho da tht chudi (hét qua
nhanh, lai dé tay dinh), thir banh donut (vun roi day xe), thir thanh keo
(dn xong van d6i). Milkshake thing tit ca: ddc nén hut lau, gon gang,

mot ly du no.

Ho4 ra khach khong "mua milkshake". Ho "thué" milkshake dé lam
mot cong viée: gitip quang duong 1ai xe budi sang bt chan va bot doi.
Khi hiéu ra diéu d6, chudi dd an nhanh biét phai lam gi: 1am milkshake
budi sang ddc hon nita (hit 1au hon), thém chit trai cay nho dé co cai
"béat ngod" khi hut t6i, va dat may ban ¢ quay phia trudc dé khach voi van

ldy nhanh duoc.
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Pay 1a mot trong nhimg ¥ tuong quyén luc nhat trong marketing hién
dai. No co tén: Jobs To Be Done — Cong viéc can hoan thanh.

Sw that I&n: ngwei ta khong mua san pham,
ngwoi ta thué né lam viéc

C6 mot cau néi kinh dién cua gido su Theodore Levitt: "Khach hang
khong mudén mua mdt cai miii khoan 6 ly. Ho mudn mét c4i 15 6 ly

trén tuwdong."

Khoéng ai thirc day véi khat khao s& hiru mgt miii khoan. Cai miii khoan
chi 1a phuong tién. Cai ho that sy can la cai 16 — va sau hon nita, c6 thé
la treo dugc tam anh cudi Ién tudng, d€ can nha am cung hon, dé vo vui.

Miii khoan chi 1a thir duoc "thué" dé hoan thanh cong viée do.
Su dich chuyén trong dau nay thay d6i moi thi:

« D6i thii ciia ban khong phii sin phidm ciing loai — ma 13 moi thir
khac c6 thé 1am cung cong viée. Dbi thu cua milkshake budi sang
khong phai milkshake cua hang khac, ma la chudi, donut, thanh keo.
Déi thu ciia mot khoa hoc online vé& marketing khong chi 1a khoa hoc
khac, ma con 12 YouTube mién phi, 1a sach, 1a viéc "théi ty mo cling
dugc". Khi ban x4c dinh sai ddi tha, ban canh tranh sai mat tran.

* Ban ban gidi phap, khong ban tinh niang. Nguoi ta khong quan tdm
ndi chién khong dau cia ban c6 cong sut bao nhidu watt. Ho quan
tam: toi nay con t6i c6 moén ga gion ma khong ngap dau, va toi khong
phai dung canh chao 30 phut khong?

« Po6i méi di tir cong viéc, khong di tir sain pham. Pay 1a diém
Christensen nhdn manh: néu ban cai tién theo "khach bao muédn ngot
hon" (twong quan bé mit), ban s& loay hoay mai. Néu ban cai tién
theo "cong viéc that 1a giét thoi gian 1ai xe budi sang", ban biét chinh

xac phai lam gi.
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Pao ra "cong viéc" that cua khach

Mot cong viée can hoan thanh thuong cé ba tang, va ban cang cham tang

sau thi marketing cang manh:

1. Tang chirc ning (functional): viéc cu thé can lam. "Lam bira tdi
nhanh cho con."

2. Tang cam xic (emotional): khach mudn cdm thdy thé nao. "Cam
thidy minh 1a ngudi me chu d4o, khong cau tha cho con an d6 dau

o n

mad.

3. T?mg xa hoi (social): khach mubn duoc nhin nhdn thé nao. "Puoc
khen 12 nguoi me biét chim con khoa hoc."

Quang cdo chi n6i tang chirc nang ("ndi 5 lit, 1500W") thi nhat. Quang

c4o cham tang cam xuc va xa hoi ("bira tdi lanh manh cho con chi trong

15 phat — dé ban vira di 1am vé van 1a nguoi me con ty hao") thi ban

duogc hang.

Céch dao ra cong viée that: dimg hoi khach "anh/chi thich san pham thé
nao". Hiy hoi "lan gan nhét anh/chi mua/ding thit nay 1a trong hoan
canh nao? Luc dé dang cd giai quyét chuyén gi? Truée do di thir
cach nao khac chwa, vi sao khong 6n?" Cau chuyén hoan canh s€ 16 ra
cong viéc that — nhu nhom nghién ctru milkshake da lam. Nguoi ta
thuong khong ty néi duoc "cong viéc" cia minh mdt cach truc tiép,
nhung ho ké cdu chuyén rat gioi. Viée cta ban 13 nghe ciu chuyén va rat

ra cong viéc 4n bén dudi.

Case that: Patients Like Me — ban mét "cong
viéc" ma khéng ai khac hiéu

Hai anh em nha Heywood lap ra Patients Like Me sau khi nguoi em duoc

chan doan mac bénh ALS (xo cung teo co). Ho nhan ra mot "cong viéc"

ma hé théng y té truyén thong khong lam dwoc cho bénh nhan nan y:
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"oilip t6i khong cam thay don djc, va gitip t6i biét nhitng nguoi giong toi
dang xoay xo ra sao."”

Do khong phai cong viéc "chita bénh" (chlic nang) — ma 1a mot cong
viéc nang tinh cam xuc va xa hoi: duge két ndi, duoc thay minh khong
mot minh, dugc hoc tr nguoi cung canh. Ho x8y mt mang xa hoi noi
bénh nhén chia sé dit liéu stc khoé that, tridu ching, phan tng thude.
Béng cach phuc vu dang cong viéc cam xuc d6, ho tao ra mot thur co gia
tri khong 16 — ké ca vé sau khi dir liéu ay tro thanh tai san dé hop tac voi
cac hang dugc.

Bai hoc: nhiing "coéng viéc" sdu nhat, dang tién nhat thuong nim & tang
cam xuc va xa hoi — va thuong bi cac ddi tha chi nhin "tinh ning" bo
qua hoan toan. B¢ 1a khe ho cho ban. Hay tu héi: ¢6 cong viéc cam xuc

nao cua khach ma ca nganh cua t6i dang phdt 16 khong?

Cong thire Gia tri: vi sao khach chon ban

Khi khach di biét minh can thué thir gi d6 dé lam mot cong viée, ho ding
trudc nhiéu Iya chon. Ho chon cai mang lai gia tri cAm nhén cao nhét.

Va gia tri 6 mot cong thirc don gian dén bat ngo:
Gid tri = Lgi ich — Chi phi

Nghe hién nhién, nhung sirc manh nam & chd né cho ban hai don bay
chtr khong phai mot. Dé khach thay gid tri cao hon, ban khong nhat thiét
phai giam gia. Ban c6 hai cach:
Ting vé Loi ich — va loi ich khong chi 1a tinh ning san pham. N6 gom:
« Loi ich chirc ning (san pham lam tdt viéc clia no).
« Su san co, tién loi (giao nhanh, dé mua, dé dung).

« Hinh anh, cam giac (ding né thiy minh "xin" hon, an tim hon).
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« Do bén, sy yén tam (bao hanh tét, doi tra dé).

Giam vé Chi phi — va chi phi khong chi 1a tién. N6 gom:

Tién (gi4 ban).

« Thoi gian (mat bao lau dé mua, dé hoc cach dung).

« Cong strc (phai lam gi phién phtic khong).

« Rui ro cam nhan (1& mua phai do do thi sao, ddi tra c6 khé khong).

GIA TRI = Loiich - Chi phi
LO'ICH (+) CHI PHi (-)
 Chtre nang - Tién
« Tién loi / sdn ¢6 * Thoi gian
* Hinh anh / cam giac * Cong strc

+ D0 bén / yén tam

 Rui ro cam nhan

Tang vé trai HOAC giam vé phai — ban dat hon ma khach van thiy déng

Hinh 3.1 — Gid tri = Loi ich — Chi phi. Hai vé déu rong hon ta tuwong: tang vé trai HOAC

giam ve phai déu lam khach thay dang hon.

EVC: dinh lwong gia tri ban mang lai

Trong chuong trinh thac si, t6i hoc mdt khai niém sdc hon dé dinh lwong
vé Loi ich, goi la EVC — Economic Value to the Customer (Gid tri
Kinh té v6i Khach hang).

Y tuéng EVC: gia tri that ciia san phdm voi khach = gid ciia gidi phdp tot
nhat ké tiép (cai ho s& mua néu khong c6 ban) cdng phan gid tri tang
thém ma ban mang lai so véi né. Vi du: mot phan mém giup khach tiét

kiém 10 gid 1am viéc mdi thang. Néu gio cong ctia ho 1a 200 nghin, ban

29



dang tao ra 2 tridu gia tri mdi thang — bdt ké chi phi lam ra phan mém
cua ban la bao nhi€éu. EVC néi: hdy dinh gia theo gia tri ban tao cho
khdch, khong phai theo chi phi ban bé ra. Pay 1a nén tang cua "dinh gia
theo gia tri" ma ta s€ gap lai 6 chuong 7.

Strc manh thyc dung ctia EVC: né cho ban ngon ngir dé ban dit. Thay vi
no6i "san pham toi gia 2 tridu", ban néi "san pham nay gitp anh tiét kiém
10 gio mdi thang — thc 2 triéu — ma chi ton 2 triéu mot 1an". Ban dang
dong khung gia trong tuong quan voi gia tri, khong phai trong tuong

quan vo6i chi phi.

Ban dat ma van thang

Pay 1a tin cuc vui cho ngudi kinh doanh nho khong mudén canh tranh
bang gia ré. Ban c6 thé ban dar hon dbi thi ma khach van thiy gia tri cao
hon — mién 13 ban ting du nhiéu vé Loi ich, hodc giam nhimg Chi phi
khéng phai tién. Mot shop giao hang trong 2 gid, dong gbi dep, ddi tra
khong hoi 1y do, tu van tan tinh — dang giam manh chi phi thoi gian,
cong strc va rai ro cam nhan cta khach. Khach sin long tra thém tién cho
diéu do.

Hay nhé con sé & chuong Retention: phan 16n ngudi tiéu ding sin sang
chi nhiéu hon cho thuong hiéu mang lai trai nghiém tot. Ho khong mua
gia ré. Ho mua gi4 tri. Cudc dua gia ré 1a cugc dua xudng ddy ma nguoi
nhé hau nhu ludn thua — vi ludn c6 ké chiu 16 sdu hon ban. Cudc dua gia
tri thi nguoc lai: n6 thuong cho su tur té, ti mi va thiu hiéu — nhitng thir

nguoi nho lam dugc.

Rap lai: ttr cong viéc cta khach dén quyét dinh
cua ban

Ba cong cu trong chuong nay an khop véi nhau:
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« Jobs To Be Done cho ban biét khach that sy dang c6 lam gi > d6 1a
vé Logi ich ban can phuc vu. Phuc vu diing cong viéc (ca téng cam xuc
va x4 hoi) 1a cach tang Loi ich manh nhét.

» Cong thire Gia tri cho ban biét khach so sanh cac lya chon thé nao ->
va nhéc ban rang ban c6 hai don bay, khong phai chi giam gia.

« EVC cho ban ngdn ngit va con sd dé dinh lwong gia tri d6 — va can
dam dinh gia theo gia tri, khong theo chi phi.

Khi anh Hung & chuong 1 hiéu rang khach khong mua "ndi chién
1500W" ma thué nd dé "lam bira t6i lanh manh cho con ma khong phai
dung canh chao", anh biét ngay phai 1am gi: anh san phim chup mon n
ngon chtr khong chup cai ndi; mo ta ndi vé "15 phit co ga gion it dau"
chir khong néi watt; ting kém mot quyén cong thirc ndu nhanh (tang loi
ich, giam cong stc hoc cach dung); va bao hanh dbi tra 30 ngay (giam rai
ro cam nhan). Anh khong hé giam gia — nhung gia tri cam nhén ting

vot.

Lam tuan nay

1. Viét "Job Statement" cho sin phidm chinh ciia ban. Theo mau:
"Khi [hoan canh], khdch cia t6i muén [déng lec], dé ho cé thé [két
qud mong muén]." Vi du: "Khi di 1am vé mét luc 7 gio tbi, khach cua
t61 mudn lam bira t6i lanh manh that nhanh, dé van 1a nguoi me chu
dao ma khong kiét sirc." Pao cho ra ca ting cam xuc va xa hoi.

2. Li¢t ké doi thi that sy — gdm ca nhitng thir khong cung loai.
Khach c6 thé "thué" gi khac dé 1am cing cong viéc? D6 méi 1a danh
séch doi thu thét cta ban.

3. Mo xé Gia tri ciia ban thanh hai cét, va tinh EVC thé. Cot Loi ich
(moi thir khach nhan dugc) va cot Chi phi (tién + thoi gian + cong strc
+ rti ro). Udc luong bang tién phan loi ich 16n nhat ban mang lai (tiét

kiém bao nhiéu thoi gian/tién/lo lang cho khach?). Tim mt cach tang
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loi ich va mot cach giam chi phi khéng phdi tién ma ban 1am duoc

ngay tuan nay — khong can dung t6i gia ban.

Tém tit chwong: Ngueoi ta khéng mua san pham, ho "thué" né dé hoan
thanh mét cong viéc (Jobs To Be Done — Christensen). Dao cho ra
cong viée thit — ca tang chire ndng, cam xiic va xd hgi (nhiw Patients
Like Me phuc vu céng viéc "khong thdy don dc") — va ban sé biét phdi
néi gi, ban gi, cdi tién gi. Khdach chon dia trén Gid tri = Loi ich — Chi
phi, ca hai vé déu rong hon ta twong. Ding EVC dé dinh lwong gid tri
va can dam dinh gia theo gia tri chir khong theo chi phi. Nho do ban ban
ddt hon ma van thang — va tranh dwge cudc dua gid ré xudng day.
Chirong sau: ta ding hiéu biét vé khach d@é tra loi cau hoi nén tang nhat
— bdn cdi gi, va tung né ra thi trwong thé nao dé khéng chét yéu ¢

"vuc tham''.
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Chwong 4 — Chon va tung san
pham

Cau chuyén mé& dau: san pham t6t ma van chét

Niam 2013, Google tung ra Google Glass — chiéc kinh thong minh deo
1én mat, chup anh, tra ctru, chi duong, tit ca bang giong noi. V& cong
nghé, n6 1a mot ky tich. Bao chi phat cuéng. Dan cong nghé xép hang
mua ban thur nghiém 1.500 do.

R6i né chét. Khong phai vi cong nghé té. N6 chét vi véi dai da sd ngudi
binh thudng, san pham nay qud khé hiéu dé ding vao viéc gi, qud ky cuc
khi deo ra dwong, va qud dang ngo (ngudi dbi dién s bi quay 1én).
Nhiing nguoi dam mé cong nghé thi mé. Nhung dam déng con lai thi
khong budc qua ndi. Google Glass roi xudng cai ma gidi marketing goi
1a "vure thim" (the chasm) — va khong leo 1én duoc.

Bai hoc: mot san phﬁm tdt chua du dé théng. Cach ban chon ban cai gi,
va cach ban fung n6 ra, quyét dinh séng chét khong kém gi ban than san
pham. Chuong nay cho ban bén coéng cu: chon hudng ting trudng
(Ansoff), hiéu san pham dang & giai doan nao cua vong doi, du bao san

pham m&i c6 duoc don nhan khéng (Rogers), va vuot qua vuc thim.

Coéng cu 1 — Ma tran Ansoff (chon hwéng tang
truéng)

Khi mudn tiang truong, ban ludn c6 ding bén hudng. Ansoff sip ching

thanh mot ma tran 2x2: san pham (cii/mai) x thi truong (ci/moi).

Sén phim cii Tham nhép (riii ro thdp nhat)  Phat trién thi truong

Sén phAm méi Phat trién san phim Pa dang hod (riii ro cao nhét)
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cii THI TRUONG — méi

THAM NHAP Phat trién
méi SAN PHAM

1 Ban thém cho khach cti SP méi - khach ct
‘E Rui ro thip nht

i
Z Phat trién DA DANG HOA
R THI TRUONG

SP cii - khach méi SP méi - khach mai

Rui ro cao nhat

Hinh 4.1 — Ma tran Ansoff: bon hwong tang truong. Nguoi nho nén vit kiét 6 "Thim nhdp"
(rui ro thap) truoc khi di xa.

1. Tham nhap thi trudmg (sin phim cii, thi truwong cii): ban nhiéu
hon thir dang c6 cho khach dang co. it rai ro nhat. Vi du: lam khach
hién tai mua thuong xuyén hon, mua don to hon, hodc tim thém cong
dung méi cho san pham cil.

2. Phat trién thi trwong (sin pham cii, thi treomg méi): mang san
pham hién c6 toi nhom khach méi — ving dia 1y méi, phan khuc
moai, kénh ban moi.

3. Phat trién sin phim (sin phim méi, thi trudong cii): 1am san
phém m&i dé ban cho khach da tin minh. Pay la sirc manh cia viéc
gilt chan khach: mdt tép khach trung thanh cho phép ban tung san
pham méi véi rii ro thap.

4. Pa dang hoi (sin phdm méi, thi trwong méi): vira san pham méi
vira khach méi. Rili ro cao nhat — ban khong biét gi vé ca hai vé.

Nguyén tic cho nguoi kinh doanh nhé: di tir & rii ro thip dén cao.

Trudc khi mo da dang hod, hay vat kiét 6 tham nhép thi truong —
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thuong day 1a tién d& kiém nhit ma ngudi ta bo quén vi mai chay theo ci
moi. (Mot thuong hiéu baking soda kinh dién di ting truong nhiéu nim
chi bang cach nghi ra thém céng dung cho ding mot san pham cii: khu

mui ti lanh, danh ring, lau bép...)

Case that: Bikaji — tang trwong theo hwéng thi tredng
hay hwéng san pham?

Bikaji 14 mot hang snack An Do (ndi tiéng mon bhujia) ting truéng hon
20% mdi nam. DPimg trudc thanh cong, ho vudng ding ciu hdi ctia ma
tran Ansoff: 16n tiép theo huwdéng thi trirong (mang san pham hién co ra
thi truong moi — xuat khau, ving méi) hay hwéng san pham (1am thém
san pham mai cho thi truong hién c6)? Pay khong phai cau hoi 1y thuyét
— mdi hudng doi hoi nang lyc, von, va rui ro khac nhau. Bai hoc cho
ban: khi dang dn nén 1am ra, dimg 1am ca bdn 6 cung luc. Hay chon mgt
huodng tang trudng tiép theo dya trén nang luc that ctia minh, va lam cho

toi.

Céng cu 2 — Vong d&i san pham: biét minh
dang & dau
Moi san pham di qua bbn giai doan, va mdi giai doan can mot kiéu
marketing khac:
« Gi6i thiéu (Introduction): it ngudi biét. Viéc chinh 1a cho nguoi ta
biét va hiéu san pham 1a gi. Tén kém, loi nhuén am.
« Ting truwong (Growth): doanh sb bat 1én, dbi thi bat dau nhay vao.
Viéc chinh 14 chiém thi phan nhanh va xay sy khéc biét.
« Bio hoa (Maturity): thi truong diy, ai ciing c6. Canh tranh bang gia
va thuong hi€u. Viéc chinh 1a giir khdch va tim cong dung/phan khuac
moi.

« Suy thoai (Decline): nhu cau giam. Quyét dinh: rat lui, hay 1am m&i?
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Vi sao quan trong? Vi marketing sai giai doan 1a d6t tién. O giai doan
Gidi thiéu ma ban canh tranh bang giam gia thi v6 nghia — van dé Ia
ngudi ta chia hiéu san pham, khong phai ché dat. Nguoc lai ¢ giai doan
Bio hoa ma ban cu di giai thich san phdm 1a gi thi ling phi — ai ciing

biét roi, van de 1a vi sao chon bgn thay vi doi thu.

Coéng cu 3 — Rogers: vi sao san pham méi
dwoc (hoac khong dwoc) don nhan

Khi tung mot san pham that sy méi, ¢ nim yéu té quyét dinh nguoi ta
don nhan nhanh hay cham. Pay la khung ctia Everett Rogers, va no cuc

ky thuc dung:

1. Loi thé twong doi (Relative Advantage): san phim m&i c6 ré rdng
t6t hon céi cii khong? Néu hon 16 mo, nguoi ta ludi doi.

2. Tinh twong thich (Compatibility): n6 c6 hop vai thdi quen, gia tri
hién tai ctiia khach khong, hay bat ho thay ddi qua nhiéu? (Google
Glass hong ning & diy — deo n6 phé v chuan muc xa hoi.)

3. P§ phirc tap (Complexity): ngudi ta c6 hiéu ngay nd khong? Cang
kho hiéu cang cham lan.

4. Kha niang dung thir (Trialability): nguoi ta ¢6 thr véi rai ro nho
trude khi cam két khong?

5. Kha ning quan sat (Observability): loi ich c6 nhin thdy duwoc
khong? Nguoi khac cé thdy ban dung va to mo khong?

Diéu tuyét voi: marketing cé thé tic dong ci nim yéu to nay. Loi thé
chua rd -> 1am rd bang dinh vi va so sanh. Kho twong thich -> dong goi
lai, dat tén gan giii. Phtc tap -> don gian hoa hudng dan, lam video
"dung trong 60 gidy". Khé thir -> cho dung thir, mdu nho, doi tra mién
phi. Kho quan sat -> dat san phdm & noi dé thay, khuyén khich khach

khoe (review, anh that, video unbox).
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Trudce khi tung bat cr san pham mai nao, hdy cham diém né trén nam
yéu t0. Yéu to ndo diém thap chinh 1a chd marketing ctia ban phai don

stec.

Case that: Amul — go hay no-go vé&i sira lac da?

Amul, hing din diu nganh sita An P9, dung trude mot quyét dinh tung
san phém rat la: sira lac da — mot san phém ngach, duoc cho la tdt cho
ngudi tiéu duong. Soi qua lang kinh Rogers, ta thdy ngay bai toan: lgi thé
twong doi (c6 that, cho nhom tiéu duong) nhung tinh twong thich thip
(nguoi ta khong quen ubng sita lac da), g phitc tap trong nhan thirc cao
(phai gido duc thi truong), kha ndng quan sat thap (loi ich stc khoé vo
hinh). Pay 1a mot san pham dé roi vao vuc tham néu tung bira. Quyét
dinh go/no-go phai dya trén viéc Amul c6 sin long dau tu gido duc thi
trwong va nham dung ngdch (nguoi tiéu duong) trude, thay vi tung dai
tra. Bai hoc: véi san pham mai la, dimg hoi "né c¢6 tét khong" — hiy hoi
"nam yéu td Rogers cia né ra sao, va toi ¢ du lyc dé va nhitng yéu tb

yéu khong".

Case that: Nespresso — tao ca mét ngach méi

Nestlé tao ra Nespresso béng cach tao mot phan khuc hoan toan moi: ca
phé vién nén cao cap pha tai nha. Case nay phan biét hai loai d6i méi:
innovation (budc nhay, tao cai mdi — nhu Nespresso) va renovation
(cai tién dé theo kip ky vong dang ddi ctia khach). Nespresso ban dau
chat vat (san phém m&i, hanh vi méi, phai gidao duc), nhung nho kién tri
1am cho né dé ding, dep, c¢é cdu lac bg thanh vién (ting quan sat + twong
thich + trai nghiém), né vuot vuc tham va thanh dé ché. Bai hoc: tao
ngéch méi 1a phan thuong 16n nhét, nhung ciing doi hoi dau tu gido duc

thi truong kién nhin nhat.

Céng cu 4 — Vwot viee tham
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C6 mot dudng cong ndi tiéng mé ta cac kiéu nguoi theo tée do chap nhan
cai moi:

» Innovators (2,5%) — dan mé cong ngh¢, thtr moi thor mai.

« Early Adopters (13,5%) — nguoi nhay bén, chiu rii ro dé di trude.

« Early Majority (34%) — dam dong thuc dung, chi mua khi thiy

nguoi khac di dung on.

« Late Majority (34%) — bao thu, chi mua khi n6 thanh chuan.

+ Laggards (16%) — cham nhit, mua khi khong con lya chon khac.
Geoffrey Moore chi ra mot su that chét nguoi: gitra nhom Early Adopters
va Early Majority c6 mot vwe tham. Nhém di truéc mua vi thich cdi
méi; nhom dong dao phia sau mua vi thdy né da dwoc chimg minh la an
toan va hitu dung. Hai dong co nay khac nhau hoan toan. Rat nhiéu san
pham béan tot cho nhém dau rdi chitng lai va chét, vi khong chuyén duoc
thong diép dé chinh phuc nhom dong.

VU'C THAM

noi da so san pham chét

Innov. Early Early Late Lag.
Adopters Majority Majority

Hinh 4.2 — Puong cong chap nhdn cdi moi va "vuc tham" gitta nhom mé cai moi va dam

dong thyc dung — noi da so san pham chet.
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Case that: Apple Pay — vwot vire thdm thanh céng

Khi méi ra (2014—15), Apple Pay chi dugc chip nhan & chua téi 10%
diém ban, va phan 16n nguoi dung 14 dan cong nghé. Pay chinh 1a mép
vuc tham. Apple 1am gi dé bic cau sang dam dong? Ho tin cong ding
cac yéu td Rogers: 1am cho viéc thanh toan cuc ky don gidn (cham 1a
xong — giam complexity), nhdn manh an todn ré rang (van tay, khong
16 sb thé — giam rii ro cam nhan), va kién tri mo rong dé Apple Pay
xudt hién ¢ moi quay (ting observability va twong thich véi thoi quen).
Pén nam 2024, vi dién tir ma Apple Pay din dau chiém t6i khoang 92%
thi phan. P6 1a mot ¢t vugt vuc tham kinh dién — va bai hoc 1a: ban
vuot vuce tham béng cach 1am cho cai méi tré nén dé, an todn, va quen

v6i dam dong thuc dung.

Cach bac cau qua vwe tham (rat gon cho ban)

« Bing chirng xa hdi that: danh gia, anh khach that, con s6 nguoi da
mua. Nhom dong can thiy "nguoi nhur t6i da dung va 6n".

« Giam rai ro tdi da: bao hanh, doi tra dé, dung thtr. Nhom dong so rui
ro hon nhém déu nhiéu.

« Néi loi ich thuc dung, khong néi cong nghé: nhoém dau mé thong
s0; nhom dong chi hoi "n6 giai quyét duoe van dé gi cho t6i, co phién
phuc khong".

« Tap trung mdt ngich trwée: thing tron mot phan khic nho dé tao

"dau cau" co tiéng noi, roi lan ra — thay vi rdi mong khap noi.
Rap lai
Bon cong cu nay tra 101 hai cau hoi: ban cdi gi va tung thé nao.

« Ban cai gi: dung Ansoff dé chon hudng ting truéng hop vé6i rai ro
ban chiu duoc (uvu tién vét kiét khach hién c6 trudc — nhu bai toan

ctia Bikaji). Dung vong doi san phdm dé biét san phdm dang ¢ giai
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doan nao va marketing cho ding.

« Tung thé nao: dung Rogers dé chdm diém san phim méi (nhu Amul
soi sita lac da) va biét phai don sirc marketing vao yéu t6 nao. Ding tu
duy "vuot vuc thim" (nhu Apple Pay) dé khong chét yéu sau khi ban

xong cho nhém khéach dau tién.

Lam tuan nay

1. V& ma tran Ansoff cho viéc kinh doanh ciia ban. Viét mot y tuong
ting trudng cho mdi 6. Khoanh tron 6 "thAm nhap thi truong" va hoi
th:flng: tdi da vit kiét cach ban thém cho khach hién tai chua, hay dang
v0i chay theo cai moi?

2. Chim diém sian phiam sip/dang ban trén 5 yéu t6 Rogers (mdi
yéu td 1-5 diém). Yéu t6 diém thap nhét chinh 13 viéc marketing tun
nay: néu "kho thu" thap -> thém chinh sach doi tra/dung thir; néu
"kho6 quan sat" thap -> xin review va anh khach that.

3. Tim mot bang chirg x hdi dé bic cau qua vwe thim. Thu thap it
nhit 3 danh gia that hodc anh khach that trong tudn nay, va dua lén
trang ban hang. Nhom khach dong dao cin thiy "ngudi nhu t6i da
mua va hai long" — dung nhu cach Apple Pay thuyét phuc dam dong.
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Toém tit chwong: Sin pham t6t chia dii — chon diing va tung diing méi
song. Ansoff cho bon huwéng tiang trieong (di tir riii ro thap; Bikaji vit
Ion diing cdu hoi nay). Vong doi san phdm nhac ban marketing diing
giai doan. Niam yéu té Rogers dir bio san pham méi cé lan diege khong
— va marketing tdc dong dwoc cd nam (xem Amul soi sita lac da,
Nespresso tao ngach méi). Cudi cing, ding chét & vwe tham: bic cau
bang bang chimg xd héi, gidm rii ro, néi loi ich thue dung — diing cach
Apple Pay vueot tir <10% lén ~92% thi phan.

Hét Phan 1. Ban da biét marketing la gi, hiéu thi truong, hiéu khach, va
chon dwgc thir dé ban. Phén I1 bdt dau: ta di doc cdi phéu, tiv ting diu
tiéen — lam cho ngwoi la biét dén ban.
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Chwong 5 — Awareness: Cho
ngwoi ta biet minh ton tai

Cau chuyén mé dau: 100.000 lwot xem va 0 don
hang

Mot ban ban my phdm handmade khoe v6i t6i mot video TikTok cua ban
dat hon 100.000 luot xem. Ban rat phan khoi: "Viral roi anh oi!" Téi hoi:
"Thé ban dugc bao nhiéu don tir video d6?" Ban ngd ngudi. Khong co

don nao.

Video viral ké vé... mdt chii méo dap d6 lo kem. Vui, d& thuong, duogc
chia sé nhiéu. Nhung né khong noi gi vé san pham, khong cho ai ly do dé
mua, va quan trong nhit — n6 kéo vé toan nhimng ngudi thich xem méo,

khong phai ngudi can mua my pham.

Day 1a cai bay 10n nhit ciia ting Awareness: nham sw chii ¥ v6i sw chi y
diing ngudi. Tang dau phéu 1a dé cho ngudi ta biét ban tn tai — nhung
"ngudi ta" phai 13 diing nguwoi, va biét dén ban phai dan toi mot budc tiép
theo. Chuwong nay day ban lam Awareness sao cho n6 thuc sy d6 nguoi

vao phéu, chir khong phai d6t cong strc 1y nhimng con s6 dep ma rdng.

Sw that I&n: mang xa hoi la cudc tré chuyén hai
chiéu, khong phai cai loa

Sai lam gbc ré& ciia nhiéu ngudi: coi mang xa hoi nhu mot cai loa phong
thanh dé "day" thong diép mot chidu, gidng quang céo truyén hinh ngay
xua. Pang bai -> hét vao mat nguoi xem "mua di, mua di".

Nhung ban chat mang xi hoi 1a mot cudc tré chuyén céng khai, hai
chiéu. Nguoi ta 1én d6 dé giai tri, dé két ndi, dé hoc, dé duoc lang nghe

— khéng phai dé bi ban hang. Thuong hiéu thing trén mang xi hoi la
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thuong hi€u tham gia cugc tro chuyén nhu mdt con nguoi thi vi, hitu ich

— chir khong phai céi loa.

Diéu nay thay doi cach ban lam ndi dung: thay vi hoi "lam sao dé khoe
san pham", hiy hoi "lam sao dé hitu ich/tht vi/dang chia sé véi dung
nhom khéch cua t6i — dén muc ho tu nguyén dung lai xem, luu lai, va

chia sé".

Case that: Red Bull va Airbnb — hai cach lam
Awareness khéng-quang-cao

Nh6 lai Red Bull & chuong 1: triét 1y "mang ngudi t6i san pham". Phan
16n viéc xay nhan biét cua ho khéng phai quang céo truyén théng ma 1a
tao trii nghiém va boi canh dang ké chuyén — tai trg thé thao mao
hiém, sy kién 4m nhac, nhitng man trinh dién dién 16 khién nguoi ta tu
nguyén quay phim, chia sé, ban tan. Ho bién mdi khoanh khic thanh noi
dung ma khdn gia tw lan truyén giiip — d6 1a Awareness ¢ dang manh

nhit: khong phai ban tra tién dé hét, ma ngudi khac tu nguyén ké vé ban.

Airbnb thi xdy nhan biét trén mot nén tang khac: ciAu chuyén that cia
cong dong. La mot marketplace hai chidu (cha nha va khach thug),
Airbnb dé chinh nguoi dung tao ndi dung — nhiing bltc anh can ho dep,

A"

nhitng cdu chuyén "thudc vé bat cir dau" (belong anywhere). Su nhén
biét ctia Airbnb 16n 18n phan 16n nho truyén miéng va néi dung do ngieoi
diing tao, khong phai nho ngan sich quang cao khong 10 — dac biét

trong giai doan dau.

Bai hoc cho ban: hai thuong hi¢u nay day ré“lng Awareness manh nhat
khéng mua dwoc bang tiéen — nd dugce tao ra khi ban lam diéu dang dé
nguoi khac ké lai. Ban khong c6 ngan sach Red Bull, nhung ban c6 thé
tao mot khoanh khic, mot cau chuyén, mot trai nghi€ém nhé dang chia sé

trong tam voc cua minh.
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Quy trinh bén bwéc dé lam Awareness c6 ky
luat

Dimg ding bai theo cam himg. Hiy lam theo bdn budc, lap di lap lai:

Bwéc 1 — Dat muc tiéu gan véi két qua kinh doanh

Trude khi ding bat ¢t gi, hoi: bai nay phuc vu muc tiéu kinh doanh nao?
"Tang nhan biét trong nhom me bim sira & TP.HCM" 1a myc tiéu tot.
"Pugc nhiéu like" khong phai muc tiéu — d6 13 cai bay. Awareness van
phai ndi vé doanh thu, chi 1a ndi gidn tiép va dai hoi hon céc tang dudi.
Bwéc 2 — Chon chi s6 do lwdng dang (va bé "vanity
metrics")

Day 1a phan quan trong nhat, vi né quyét dinh ban t6i wu cho cai gi. Nam
2026, hay phan biét rach roi:

Vanity metrics — chi s6 phut phiém (nhin swéng mat, it gia tri):

* Luot xem sudng, luot thich.
+ S6 nguoi theo ddi (follower) — dong ma khong ding nhom thi vo
dung.
Chi s6 that (phan anh nguoi xem c6 thit sw quan tim):
* Luwot lwu (saves) — nguoi ta luu lai dé xem sau = noi dung that su
hitu ich.
« Luot chia sé (shares) — ngudi ta sin long dit uy tin cia minh ra dé
gidi thi¢u ban.
* Binh luin cé y nghia — khong phai "dep qua" ma la "cho minh hoi
gia", "shop co ship di Da Nang khong".
« Ty I¢ twong tac trén sé nguoi ti€p can, khong phai con sb tuyét dbi.

« Luot nhip vé website c6 gin UTM (s& noi ngay dudi).
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« Share of voice — trong cudc trd chuyén vé nganh cua ban, bao nhiéu
phan nhéc dén ban so vaoi ddi thu.

Quy tic vang: video chit méo 100.000 view nhung 0 lugt Iuu, 0 binh luan

hoi mua, 0 click vé shop — 1a mot con s phu phiém. Mot video 3.000

view nhung 200 luot luu va 30 binh luan hoi gia — dang gia gap tram

lan.
S6 nao NOI DOI — s6 nao NOI THAT
4 B N\ 4 ~ N\
VANITY (néi doi) THAT (noi that)
« Luot hién thi « Doanh thu / loi nhuan
* Luot xem / like + S6 don - ty 16 chuyén dbi
« S follower + Chi phi mdi don (CAC)
« Viral suéng + CLV - CLV/CAC - ROMI
| J \ J

Hinh 5.1 — Vanity metrics (noi d(ji) vs chi s6 thét (ndi that). Do sai thir -> t6i wu sai huong.

Bwéc 3 — Theo doi va lang nghe (Monitoring vs Listening)
bay Ia hai viéc khac nhau, can ca hai:

+ Monitoring (theo ddi) = thiy tirng cai cdy. Ai vira nhic tén ban, ai
vira binh lun, ai vira nhin tin hoi. Viéc nay doi phdn hoi nhanh —
mot binh luan hoi gia dé 3 ngay khong tra 10i 1a mot don hang mat di.

« Listening (Iing nghe) = thiy c4 khu rirng. Nguoi ta dang noi vé van
dé ma ban giai quyét bang giong diéu gi? Pang ¢ xu hudng, tir ngit,
ndi dau nao ndi 1én? Ling nghe cho ban ¥ tudéng ndi dung va ca y

tuong san pham.

Bwéc 4 — Po ROI va nhan déi cai thang
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Cudi mdi chu ky, nhin lai: bai nao that sy kéo ngudi quan tim vé (theo
chi s that)? Pay tién (boost) cho bai thing, cit bai thua, va lam thém
nhiéu bai gidng cai da thang. Pung d6i xtr cong bang véi moi bai dang.
Mang xi hoi 1a tro choi tim ra cong thire tring rdi lip lai n6. ROI & day
tinh ca doanh thu tryc tiép 1an anh hudng gian tiép (mot bai hay lam ting

luong nguodi chi dong tim tén thuong hi€u ban).

Vii khi bi mat: gan UTM dé biét déong nao ra don

Pay 1a ky thuat don gian nhung thay d6i cudc choi. UTM 1a mot doan
mi nhé ban gin vao cubi duong link (vi du
2utm source=tiktokgutm campaign=video kem). Khi ai do bam vao
link d6 va mua hang, hé théng phéan tich web cia ban (nhu Google

Analytics) biét chinh xac don hang nay dén tir video TikTok nao.

Khéng ¢6 UTM, ban mu — ban chi biét "thang nay ban dugc 50 don"
nhung khong biét don nao tir ddu. C6 UTM, ban thiy rd: "video A mang
vé 20 don, video B mang vé 0 don du view cao gip déi". Luc d6 ban biét
phai lam thém loai video nao. Hay gén UTM vao moi link ban dat trén

mang xa hoi, ngay tir hdm nay.

Awareness khoéng chi la social: dirng quén
truyén miéng

Kénh Awareness manh nhat, ré nhét, va dang tin nhat khong phai quang
c40 — ma 12 truyén miéng (word of mouth). Mot khach hai 1ong ké cho
ban bé c6 stic ndng gap nhiéu 1an mot quang cdo, vi nd dén tir nguoi that,
khong vu loi. Ca Red Bull 1an Airbnb & trén déu 16n 1én chii yéu nho thir
nay.

Diéu th vi: truyén miéng duoc fgo ra tir ting cubi phdu (Retention)

nhung lai d6 nguoi vdao tang dau phéu (Awareness). Day 1a Iy do céi
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phéu that ra 1a mot vong tron: khach trung thanh & ddy phéu tré thanh
ngudn nhan biét méi & miéng phéu. Khach hang t6t nhat cia ban chinh la
kénh marketing tt nhit cua ban. (Ta s& quay lai & chuong 8 —
Retention.)

Vi vay, mot phﬁn cta chién lugc Awareness 1a bién khach thanh nguoi
ké chuyén: khuyén khich ho chyp anh, quay video unbox, dé lai danh gia,
gin thé ban. Noi dung do khéch tao ra (UGC) vira mién phi, vira dang tin

hon moi thir ban ty néi vé minh.

Rap lai

Tang Awareness khong phai cudc thi xem ai nhiéu view nhat. N¢ 1a viéc
lam cho ding ngudi biét dén ban, theo cach dan ho t6i bude tiép theo
trong phéu. Lam c6 ky ludt bon budc (muc tiéu -> chi s6 that -> theo ddi
& lang nghe -> do ROI va nhéan déi cai thang), gin UTM dé truy vét, d6i
xUr voi mang xa hoi nhu cude tro chuyén chir khong phai cai loa, va dirng
quén kénh manh nhat 13 truyén miéng tir chinh khéach cii — nhu Red Bull

va Airbnb da chirtng minh.

Va nhd ky: 1am Awareness tot 14 can thiét, nhung néu céc tang dudi phéu
(Conversion, Retention) con ro ri, thi d6 thém nguoi vao miéng phéu chi
1a 6 nudc vao x6 thung. D6 1a 1y do chuong sau va cac chuong tiép theo
quan trong khong kém.

Lam tuan nay
1. Kiém tra bang chi s6 ctia ban va gach bé vanity metrics. Lap mot
bang nho chi theo doi: luot luu, lugt chia sé, binh luan héi mua, va
click vé& web. Ngumng tu hao vé s6 like va view sudng.
2. Gin UTM vao moi link mang xa hgi. Dung céng cu tao UTM mién

phi ctia Google (Campaign URL Builder). Tir tudn nay, moi link ban
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dang déu phai truy vét duoc vé don hang.

3. Tao mdt "khoinh Kkhic dang ké lai". Theo tinh than Red
Bull/Airbnb: nghi ra mdt trai nghiém, cau chuyén, hodc néi dung nhd
ma khéach muén tur chia sé — va mot cach khuyén khich khach cti tao

UGC (anh, video unbox) cho ban tuin nay.

Tém tit chwong: Awareness la cho ding nguwoi biét ban ton tai —
khéng phdi san view rong. Mang xa héi la cudc tro chuyén hai chiéu,
khéng phdi cdi loa. Red Bull ("mang nguoi t6i san pham") va Airbnb
(néi dung cong dong) cho thdy nhdn biét manh nhat khéng mua dwoc
bang tién — né dén tir viéc lam diéu ddng dé nguoi khac ké lai. Lam c6
ky luat bén buée, do bcfng chi sé that (lvu, chia se, binh lugn hoi mua,
click, share of voice) chit khéng phdi vanity metrics. Gan UTM dé biét
dong nao ra don. Va nhé kénh manh nhdt la truyén miéng tir khdch cii
— phéu thdt ra la mot vong tron.

Chuwrong sau: ta xuong tang hai ciia phéu — Intent — bt diing nguwoi
dang chii dong di tim thir ban ban, qua SEO va qudng cdo tim kiém
trong thoi dai Al
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Chwong 6 — Intent: Bat dang
ngwe®i dang tim mua

Cau chuyén mé dau: hai kiéu khach hoan toan
khac nhau

Hay tudng tuong hai nguoi.

Ngudi thir nhat dang luét TikTok luc 11 gio dém, ching dinh mua gi, thi
thdy quang cao mot doi gidy chay bd. Anh ta chua timg nghi dén viée

mua giay chay.

Nguoi thtr hai, sang nay, tu gd vao Google: "gidy chay bd nao t6t cho
ngudi méi bat dau". Anh ta dang chi dong di tim.

Hai nguoi nay dang gia hoan toan khac nhau voi nguoi ban giay. Nguoi
thir nhét phai dwoc thuyét phuc tir con sé 0 — anh chwa c¢é nhu cau.
Ngudi thir hai da c6 nhu cau, dang gio tay 1én, gan nhu néi thang "toi sap
mua, hay cho t6i Iy do chon anh". Bit duoc nguoi th hai dé& ra don hon

nhiéu, va dé chinh 14 ting Intent — Y dinh.

Awareness (chuong trude) 14 fgo nhu cau cho ngudi chua nghi dén ban.
Intent 1& thu hoach nhu cau da c6 sdn — bét ding nguoi dang gio tay di
tim. C6 hai ctra dé 1am viéc nay: quang cao tim Kiém (tra tién, ra két qua
nhanh) va SEO (xdy dung, mién phi nhung lau). Chuong nay néi ca hai
— va moét sy that 16n dang dao 16n ca hai trong thoi dai Al

Sw that I&n: théi Al, y dinh quan trong hon twe
khoa

Trong nhiéu nim, 1am quang céo tim kiém va SEO 1a trd choi cta tir
khoa. Khach g chir gi, ban nham dtng chit 6, ban hién 1én. Khép timg
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chir.

Nim 2026, Al da chen vao giita. Khi ai d6 tim kiém, AI khong con khop
ting chit — n6 dodn y dinh ddang sau cdu héi va mo rong ra rat rong.
Nguoi g "lam sao dé con chiu dn rau" c6 thé dugc Al xép vao nhom
quan tim mdy xay sinh t6, sach day nau in cho bé, hoic dich vu giao rau

sach — du cau hoi khong chtra tén san pham nao.

Diéu nay c6 hai mat. Mat t6t: ban cham duoc nhitng khach ban chua
ting nghi t6i. Mat nguy hiém: Al md rong rong dén mirc ¢ thé dot tién
quang cdo cua ban vao nhitng ngudi chdng lién quan gi. Vi viy k¥ ning
moi khong phai 1a "chon ding tir khoa duong" nira, ma la:

Trong thoi Al "'tir khoad phu dinh' (negative keyword) quan trong
hon tir khod dwong.

Tic 14, thay vi ¢ liét ké moi tir khach cé thé gd (Al lo viée dé roi), viée
ctia ban 1a n6i cho hé thong biét nhitng ai khdng phdi khach cta ban, dé
khoi @6t tién. Ban giay chay bd cao cip u? Thém tir phu dinh "gia ré",
"second-hand", "cho tré em" dé khong hién ra v6i nhitng nguoi tim thir
ban khong ban. Day 1a cach kiém soat lang phi s6 mot trong quang céo

tim kiém hién dai.

Clra 1 — Quang cao tim kiém: ban khéng mua
dworc vj tri top bang tién

Pay la diéu khién nhidu nguoi ngac nhién. Khi ban chay quang céo tim
kiém, khong phdi ai tra nhiéu tién nhdt thi hién cao nhat. Vi tri ciia ban

dugc quyét boi mot cong thire:

Thir hang quéng cdo = Gid thau x Diém chit lwong (Quality Score)
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Gia thau Diém chat lwgng

Th& hang "

quang cao

Diém chit luong cao — CPC ré di t6i MOT NUA. Ban khong mua duoc top bang tién.

Hinh 6.1 — Thir hang = Gia thau x Diém chat luong. Piém chit lwong cao lam CPC ré di toi
mét nita — ban khéng mua dwoc top chi bing tién.

MOi lugt tim kiém 1a mot cudc dau gia théi gian thue dién ra trong tich

tac. Va Diém chat lwgng — chi khong phai tien — mai 1a tha quyet

dinh cugc choi. Diém chat lugng gom ba thanh phan:

1. Ty 1 nhip ky vong: quang céo cua ban c¢6 khién nguoi ta mudn
bam khong?

2. Do lién quan: quang cio co khép vai diéu nguoi ta tim khong?

3. Trai nghiém trang dich: sau khi bim vao, trang ciia ban c6 tot,
nhanh, dng tht ho can khong?

Tai sao di€u nay quan trong song con? Vi:

Diém chit lwong cao c6 thé lam chi phi méi cit nhip (CPC) ciia ban ré
di t6i mot nira. Diém chit lwong thip khién ban trd ddit gdp bon lan
cho cung mot vi tri.

Pay chinh 1a minh ching toan hoc cho "sy that nguoc doi s6 2" &
chuong 1: lo chuyén ddi truéc, quing cio sau. Mot trang dich tot
(chuong 7) khong chi giup ban ban dugc nhiéu hon — né6 con kéo chi phi
qudng cdo cia ban xuong qua Diém chat luong. Ban khong thé mua vi tri
top bang tién. Ban phai xitng dang voi né. Anh Hing & chuong 1 d6t 50

triéu mot phan vi trang dich té kéo Diém chat lugng xudng, lam mdi cu
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click ctia anh dét gip may lan doi thu.

DPao sau: co ché dau gia that sw hoat dong thé nao
Trong chuong trinh hoc, t6i dugce hoc sdu co ché dau gid quang cdo tim

kiém — va hiéu noé gitip ban khong bi "moc thi" mét cach vo thuec.

Google khong dung déu gia kiéu "ai tra cao nhét tra dung gia do". Ho
ding diu gia gia thir hai tong quat (GSP — Generalized
Second-Price): nguoi thing khdng tra dung gia minh dat, ma chi tra vira
du dé hon ngudi dimg ngay sau. Cong vdi viée nhan Diém chét lugng, hé

qua thyc té rat quan trong cho ban:

+ Ban khong cin dit gia thiu cao ngit. Vi co ché gia thu hai, dat gia
trung thuc theo gia tri that cua mot khach voi ban la chién luoc tot —
ban s& khong tra nhiéu hon mirc can thiét.

« Piém chit lrong 1a don bay ré nhat. Mot ddi tha co Piém chat
luong gip d6i ban c6 thé dimg cao hon ban di tra it tién hon. Cai
thién quing c4o va trang dich (mién phi) thuong hi¢u qua hon 1a ting
gi4 thau (t6n tién).

« Hiy diu theo muc tiéu, khdng theo vi tri. Cac cong cu hién dai cho
phép dit muc tiéu Target CPA (chi phi muc tiéu cho mdi don) hoic
Target ROAS (doanh thu muc tiéu trén mdi dong quang c4o). Thay
vi 4m anh "dtng top", hiy noéi voi hé thong "téi mudn mdi don khong
qua X dong" — va dé n6 t6i wu. Pay 1a cach ndi quang cdo thing vao
lgi nhuén, thay vi vao cai toi.

Bai hoc: hiéu co ché gitip ban thiy vi sao chdt heong (quang céo lién
quan + trang dich t6t) 1a cach thing ré nhat, va vi sao nén déu theo chi

phi méi don chir khong theo vi tri.

Uu, nhwgc cia quiang cdo tim kiém: Uu — ra két qua nhanh, nham

dung ngudi dang c¢6 y dinh mua. Nhuoc — dit, canh tranh khoc liét, tén
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cong theo doi lién tuc, va khong hop voi ngan sach qua nho. Loi khuyén
cho nguoi méi: bat dau nhé, tip trung vao y dinh + tir khoa phi dinh,
theo déi sat CPC va Piém chit lwgng, diit muc tiéu theo CPA, r6i moi

mé rong khi da hiéu con so.

Ctwra 2 — SEO: cham ma chac, khéng mua dwoc
SEO (t6i wu cho cong cu tim kiém) 1a viéc leo 1én top phan két qua fir
nhién — phan khong tra tién. Khac voi quang cdo, ban khéng thé mua
vi tri SEO. Ban phai xay no, va nd chdm — c6 thé vai thang moi thy
két qua. Nhung phan thuong 16n va bén: 55-70% luot nhap trén trang két
qua tim kiém 1 vao phan ty nhién, khong phai quang cao. SEO 14 tai san
dai han — quang céo dimg 13 hét nguoi, con SEO di 1én top thi mang
khach vé déu dan ma khong ton tién mdi cu click.
Google xép hang dua trén may yéu t6 chinh: d9 lién quan ciia ni dung,
E-E-A-T (Kinh nghiém, Chuyén mén, Uy tin, Pang tin cdy), uy tin cia
website, trai nghiém nguwdi dung, va tin hiéu twong tac.
Nhiing viéc thuc té ban lam dugc:
On-page (trén tirng trang):
« Thé tiéu deé (title tag): néu chi lam dwoc mot viéc SEO, hiy sira the
tiéu dé. Moi trang mot thé riéng, doc nhét, chira tir khoa quan trong.
+ Thé md ta (meta description): ~160 ky tu, coi nhu moét mau quang
c4o mién phi mdi ngudi ta bAm vao.
« Céu tric dau muc H1/H2 hop ly, URL don gian, anh c¢6 cha thich
(alt text), anchor text mo ta ro.
Noi dung:
« Viét siu, chuyén gia, phii tron mdt chi dé dé xay "tham quyén chi
d&". Mot bai 2.000 chir tra 16i tron ven mot cau hoi cia khach thang
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muoi bai hoi hot.

« Lién két ndi b (internal links) giira cac bai lién quan thé hién chiéu
sau. Backlink (site khac din vé ban) 1a phiéu tin nhiém — quy nhung
kho kiém.

Google thuong nodi dung twoi méi, gde, hitu ich; phat ndi dung mong,
tring 1ap, nhdi quang céo, sai chinh ti. Cong cu nén ding: Google
Search Console (cho ban biét Google that sy nhin site ban thé nao — su
that, mién phi), Google Analytics 4, va cac cong cu nhu SEMrush hozc

Ubersuggest.

Niam 2026 c6 thém mdt mat tran méi: GEO/AIO — tdi wu dé xudt hién
tt trong cac cau tra 10i do Al tao ra (Al Overview ciia Google, cac
chatbot). Al Overview gid thuong chiém dinh trang két qua, day ca
quang céo 1an két qua tu nhién xudng dudi. Nguyén tic tuong tu SEO:
noi dung 6 rang, c6 tham quyén, tra 10i tryc tiép cau hoi — nhung gio

can duoc viét sao cho Al d@ trich dan lai ban nhu mot nguén dang tin.

Quang cao hay SEO? Ca hai, theo th¢i gian
bung chon mét. Chung bu trir cho nhau theo truc thoi gian:

« Ngin han: chay quang cdo tim kiém dé c6 khach ngay, dic biét khi
méi ra mat va chua cé tha hang ty nhién nao. Bit dau nho, hoc con
s0.

« Dai han: song song xdy SEO dé dan dan giam phu thudc vao quang
céo tra phi. Mdi thang tréi qua, phan khach "mién phi" tir SEO 16n
1én, va ban bot 1& thude vao viée dét tién cho mdi ¢t click.

Mot meo thong minh: dung dit lidu tir quang céo (tir khoa nao ra don) dé
biét nén viét ndi dung SEO vé chii dé gi. Quang cdo cho ban cu tra 1oi
nhanh vé viéc khach quan tam gi; SEO bién cau tra 16 d6 thanh tai san

lau dai.
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Lam tuan nay

1. Lép danh sich tir khoa phii dinh. Viét ra it nhat 10 tir mo ta nhiing
ngudi khéng phdi khach ciia ban (sai phan khic gia, sai dbi tuong, sai
muc dich). Néu dang chay quang co tim kiém, thém chung vao ngay
dé ngirng dot tién.

2. Sira thé tiéu dé cho 5 trang quan trong nhat. Mdi trang mot thé
ddc nhét, chira tir khoa khéach that su g0, va hép dan dé nguoi ta mudn
bam. "Néu chi lam mot viéc SEO, hay lam viéc nay."

3. Chuyén muc tiéu quang cdo tir "vi tri" sang "chi phi mdi don".
Néu dang chay quang céo tim kiém, dit muc tiéu Target CPA hoic
theo ddi CPC/DPiém chat luong thay vi am anh ding top. Va cai

Google Search Console (mién phi) néu chua cé.

Tém tit chwong: Intent la thu hoach nhu cau da cé — badt ngwoi dang
chu dong di tim. Thoi Al, y dinh quan trong hon tir khod, va tir khod
phii dinh quan trong hon tir khod dwong. Trong quang cdo tim kiém,
ban khéng mua dwege vi tri top bang tién: thir hang = gid thau x Diém
chit lwong, va co ché dau gia GSP (gid thit hai) nghia la chat rong —
chik khéng phdi tii tién — méi la don bdy ré nhat; hdy dau theo chi phi
méi don (CPA), khong theo vi tri. SEO thi chdm ma chdc, khéng mua
duegre, la tai san dai han (sia thé tiéu dé la viéc dang gid nhat). Ding ca
hai: quang cdo cho ngdn han, SEO cho dai han.

Chuwong sau: khdch da dén ché ban roi — gio la tang quyét dinh tién
bac nhdt ctia cd phéu: Conversion — bién lwot ghé tham thanh don

hang.
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Chwong 7 — Conversion: Bién
truy cap thanh don hang

Cau chuyén mé dau: phép mau ciia mdt con sb
nho

Hai shop online cung ban mdt mat hang, cung chi 30 triéu quang cao,

cting kéo vé 10.000 luot truy cap mot thang.

Shop A c6 ty 1& chuyén ddi 1%: trong 10.000 nguoi ghé, 100 ngudi
mua. Shop B ¢6 ty 1é chuyén d6i 2%: cung 10.000 nguoi ghé, 200 ngudi

mua.

Shop B ban gap dbi shop A. Cung tién quang céo, cung luong khach,
cung san pham. Khac biét duy nhat: mot con sb ting tir 1% 18én 2%. Va
dé c6 thém mot phan trim d6, shop B khong ton thém mot dong quang

40 nao — ho chi 1am cho trdi nghiém mua hang tot hon.

Pay 1a Iy do ting Conversion 1a tang sinh 151 nhat ctia ca phéu, va ciing la
tang it nguoi chiu ngdi xudng tdi wu nhat. Moi nguoi thich db tién vao
quang cao (vé trén) vi n6 d& va thdy ngay; it ai kién nhan va timg 13 1o
trén trang ban hang. Nhung chinh & day, mét céi thi¢én nho nhan Ién

thanh tién 16n. Chuong nay day ban va xo.

Sw that I&n: ban dang dé nwéc vao mét cai xo,
hay xem né thung & dau

Khach vao website khong phai mot hanh dong, ma 1a mét hanh trinh nho
gdm nhiéu budc: tim thiy san pham -> tin tuong nd -> cho vao gio ->
thanh toan -> hoan tat. Mdi budc 1a mot chd khach co thé roi rung. Ty 1¢
chuyén dbi thap khong phai mot van d& mo hd — no 1a tong cta nhiéu 16

ro cu thé ma ban c6 thé tim ra va bit lai.
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Co ba tru cot dé soi:

1. Chit lwgng & y dinh cia lwu lwgng: nguoi vao c6 dung 1a khach
tiém ning khong? (Néu kéo nham ngudi — nhu video chii méo &
chuong 5 — thi conversion thap 1a dwong nhién.)

2. Sw gin két & trai nghiém: trang co nhanh, d& ding, dang tin
khong?

3. Chuyén ddi & két qua: budc cudi — thanh toan — c6 tron tru
khong?

roi rung

Cho vao gio - 300

roi rung

Vo trang thanh toan . 120

roi rung

Hoan tit don 40
Tim khiic ro nar — va trudc (day: budc thanh toan)

Hinh 7.1 — Phéu chuyén déi: khach roi rung ¢ moi bude. Tim khiic 1o ndng nhdt (6 day la
thanh todn) dé va trude.

Sau best practice dé website ra don
Day 1a sau viéc cu thé, theo dung hanh trinh cua khach. Hay coi day la

checklist va ty cham diém website ctia minh.

1. Lam cho viéc tim thay san pham that dé
Khach khong kién nhan. Néu ho phai béi méi thdy thir can, ho thoat.
Can: thanh tim kiém t6t, danh muc 13 rang, bo loc (theo gia, loai, kich
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c0), va goi y san pham li€n quan. Mot nguoi vao tim "ao khoac nam size

L" ma phai cudn qua 200 san pham 16n xon 1a mot don hang sap mét.

2. Xay niém tin trén tirng trang san pham

Day la noi quyét dinh mua. Trén moi trang san pham can co:

« Anh chit lwgng cao, nhiéu goc, va quan trong — anh san pham dang
dwoc dung thdt (chuong 3: ban cai 16, khong ban miii khoan — cho
khach thay két qua).

« MO ta néi vé lgi ich, khong chi thong sb.

« Panh gia ciia khach that — day 1a bang chimg xa hoi bic cau qua
"vuc thim" (chuong 4). Phan 16n nguoi mua doc dénh gia trudc khi
quyét. Khong c6 danh gia = mot diu hoi 1on trong dau khach.

« Cau tra 10 sin cho ndi lo: con hang khong, bao lau nhan dugc, doi

tra thé nao.

3. Lam thanh toan tron tru hét mirc

Pay 1a chd 1o ri kinh dién. Khach da quyét mua rdi ma van bo gio hang,
thudng vi: bat diang ky tai khoan méi duge mua, qua nhidu bude, bat dién
qua nhiéu thong tin, hodc phi ship bat ngo hién ra phat chot. Mdi 6 bét
budc dién thira, mdi budc thira, 1 thém ngudi roi rung. Cho phép mua
khong can tai khoan (guest checkout), giam sd budc, hién rd tong tién

(g6m ship) tir som.

4. T6i wu téc do, sw én dinh va giao dién dién thoai

Phan 16n khach Viét mua qua dién thoai. Mot trang tai cham vai gidy la
mat mot lugng khach dang ké — nguoi ta khong cho. Trang phai nhe,
nhanh, khong 161, va hién thi dep trén man hinh nho. Hay tu md website
cua minh b?mg dién thoai v61 mang 4G va thir mua mot moéon — ban s&

thdy ngay nhitng chd khé chiu ma trén may tinh ban khong nhén ra.
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5. Phat tin hiéu an toan va dang tin

Mua online 1a mot hanh dong tin fwéng — khach giao tién cho ngudi ho
chua gap. Hay giam rai ro cdm nhan (chuong 3): hién 1o thong tin lién hé¢
that, chinh sach bao mat, biéu twong thanh todn an toan, cam két hoan

tién. Nhirng tin hiéu nho nay g& bo ndi so "15 bi lira thi sao".

6. Cham séc tét sau khi mua

Trai nghiém khong két thuc & nit "dit hang". Email xac nhan 13 rang,
thong bao van chuyén, huéng dan str dung — tat ca xdy niém tin va mo
dudng cho 1an mua tiép theo. Pay 1a cdy cdu ndi sang ting Retention
(chuong 8).

Va dung doan — hay do. Dung A/B test (thtr hai phién ban, git cai
thing), heatmap (xem khach bam/cudn ¢ dau), va phan tich phéu trong
Google Analytics (xem khach roi rung & budc nao) dé tim 16 ro that, thay

vi stra theo cam tinh.

Case that: Home Depot — s6 hoa trai nghiém dé
thang

Home Depot, chudi ban do gia dung/xay dung khong 16 ciia My, d6i mat
v6i Amazon va d6i thu Lowe's. CEO Craig Menear khong coi online va
ctra hang 1a hai thé gidi tach biét — o6ng s6 hoa toan bé trai nghiém
khdach, ndi lién online véi store: tra ctru hang ton theo timg ctra hang,
mua online nhéan tai ctra hang, app chi duong t61 ding k¢ hang trong siéu
thi. Bé'lng cach go bo ma sat & moi diém khach c6 thé bo cudc, Home
Depot vuon Ién din trudc Lowe's vé thuong mai dién tir. Bai hoc cho
ban: conversion khong chi 1a cai nat "mua" — no 1a toan bo chudi trai

nghiém, va mdi diém ma sat ban g0 bo la thém nguoi di tdi cuoi.
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Case that: Starbucks — can than véi cai bay
"cai thién sai cho"

Nam 2002, diém hai long cua khach Starbucks giam dui cong ty ting
truong nhanh. Ban lanh dao cin nhic chi 40 triéu d6 mdi nam dé gidm
thoi gian cho — thém nhan vién cho nhanh. Nhung case dét ra cau hoi
sdc: liéu "nhanh hon" c6 dang 1a tht khach can khong, hay khach that su
dén Starbucks vi cam gic "chén thir ba" (khong phai nha, khong phai
cong so) va su két ndi véi barista? Pau tu sai chd — ti wu tdc do trong
khi van dé that 1a két néi — s& 1a 40 triéu d6t nham. Bai hoc cho
conversion: trude khi db tién "cai thién trai nghiém", hiy do ding diém
ro ri that. Pumg gia dinh; hay nhin dit liéu va hoi khach. Cai thién sai chd

ton tién ma khong tang chuyén doi.

Nghé thuat dinh gia: don bay lgii nhuan bj bé
quén
Gia khong chi 14 mét con $6 — no 1a mot cong cu marketing, va la don
bay loi nhuan manh nhat ban c6. Tang gia 10% (ma giit duoc lwong ban)
thuong 1am loi nhuan ting nhidu hon han so voi ban thém 10% sb luong,
vi phan ting gia roi thang vao lgi nhuan. Vay ma nhiéu nguoi chi biét
mot chién luge: ban ré hon d6i th.
C6 bay mé hinh dinh gia, mdi cai hop mot tinh hudng:
1. H6t vang (Skimming): dit gid cao luc dau, ha dan. Hop khi san
pham méi, doc d4o, c6 nhoém khach sin 10ng tra cao dé s hiru som.
2. Tham nhip (Penetration): dit gia thip dé vao thi truong nhanh,
xdy tép khach trung thanh, rdi tinh sau. Hop khi méi ra mét, mudn
chiém thi phan.
3. Cao cip (Premium): giit gid cao thudng truc dé bao hiéu chat

luong/dang cap. Hop voi hang hiéu, lifestyle.
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4. Tiét kiém (Economy): gia thip, bién mong, thing bang sé lugng va
hi€u qua van hanh (kiéu Walmart, Costco).

5. G6i (Bundle): ban nhiéu mon thanh mot goi gia hoi, hodc ghép mén
gi4 tri thip voi mon gia tri cao (mdy in + hop muc).

6. Theo gia tri (Value-based): dinh gia theo gia tri cam nhdn cua
khach, khong theo chi phi. Pay thuong 1a mé hinh lgi nhuan cao nhat
— va ndi thang véi cong thirc Gia tri va EVC & chuong 3.

7. Linh hoat (Dynamic): d6i gia theo thoi diém, mua vu, cau (kiéu gia

vé may bay, gia cao diém).

Case that: Disney+ — dinh gia tham nhap dé gianh thi
phan

Khi tung Disney+, Disney ¢ y dinh gi4 6,99 d6/thang — chi bang nira
Netflix. Day 1a dinh gid tham nhdp kinh dién: chip nhan bién mong lac
dau dé gianh that nhanh s6 lugng nguoi ding ky, xdy mot nén tang
khong 15, r0i goi thém ESPN+/Hulu va ting gia dan vé sau. Dén 2022,
tong ngudi dang ky Disney vuot ca Netflix. Bai hoc: gia 1a mot nudce cd
chién lugc, khong phai con s6 tinh tir chi phi. Disney khong hoi "lam
phim t6n bao nhiéu rdi cong 14i" — ho héi "mudn gianh thi truong thi
nén dit gia nao". Ban ciing vdy: chon mo hinh gid theo muc tiéu chién

lugc cua giai doan, khong theo phan xa.

Mot luu y k¥ thut quan trong dé khong 16 ma tudng 13i: phan biét bién
(margin) va markup. Bién = (Gi4 ban — Gia von) / Gid ban. Markup =
(Gia ban — Gia von) / Gid vén. Nham hai cai nay khién nhiéu nguoi dinh
gi4 sai va bao mon loi nhuan. Ludn tinh k¥ gia von (gdm ca phi san, phi

ship, phi thanh toan) trudc khi dat gia.

Loi khuyén thuc té: dirng mic dinh canh tranh bang gia ré. Nhu
chwong 3 da chi, ban c6 thé ban dat hon ma khach vén thay gia tri cao

hon — néu ban ting loi ich va giam chi phi khong phai tién. Gia ré 1a
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cudc dua xudng day ma ngudi nho thuong thua. (Dinh gia thim nhap nhu
Disney chi hop khi ban cé stc chiu 16 ban dau va mot ké hoach tang

gia/goi thém rd rang — dirng nham no voi "ban ré vi sg"'.

Rap lai

Conversion 1a tang nhan tién: mot cai thién nho ¢ ty 1& chuyén d6i nhan
1én thanh doanh thu 16n ma khong ton thém quang cdo. Hay coi website
nhu cai x6 va di tim chd thung qua sau best practice (nhu Home Depot
g& ma sat toan chudi). Do bang A/B test va phan tich phéu, dirng doan —
va can than cai bay "cai thién sai chd" cua Starbucks. Ping quén gia la
don bély loi nhuan manh nhat — chon mé hinh hop tinh huéng (nhu
Disney+ dung tham nhap dé gianh thi phan), va ding véi lao vao cudc
dua gia ré.

Nhé lai chuong 6: trang dich tot khong chi ban dwoc nhiéu hon, né con
1am chi phi quang cdo ré di qua Diém chat lwong. Pay 1a Iy do "va x6

trudc, md voi sau" la thu ty dung.

Lam tuan nay

1. Tw mua hang trén chinh website ciia minh bang dién thoai. Bim
gio. Dém sb budc tir luc vao dén luc thanh toan xong. Ghi lai moi chd
kho chiu, cham, hodc lam ban ngin ngtr. D6 14 danh sach 13 1o cin va
dau tién.

2. Thém danh gia thit vao 5 trang sin phim ban chay nhit. Néu
chwa c6, nhin cho khéch cii xin danh gia kém anh. Bang chiing x3 hoi
12 don bay chuyén dbi ré nhat va manh nhét.

3. Xem lai gi4 ciia sin phim chinh theo bay mé hinh. Tinh lai gi4
vbn day di (gom phi san, ship, thanh toan) va bién lgi nhun that.
Hoi: t6i co dang dé gia qua thap vi so, trong khi gia tri t6i mang lai

cho phép ban cao hon khong?
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Toém tit chwong: Conversion la tang sinh 161 nhdt va it nguoi chiu t6i
wu nhat — tang ty 1é chuyén doi tir 1% lén 2% la nhan d6i doanh thu ma
khong ton thém qudng cdo. Coi website nhu cdi X6, tim ché thing qua
sdu best practice (nhw Home Depot g& ma sdt toan chuoi online—store),
do bang A/B test thay vi dodn — va tranh bdy "cdi thién sai ché" ciia
Starbucks. Gid la don bay loi nhudn manh nhat bi bé quén — bday mé
hinh, Disney+ ding dinh gid tham nhép ($6.99) dé gianh thi phan.
Pirng mdc dinh dua gid ré; phdn biét bién va markup dé khéng 16 ma
twong ldi.

Chuwong sau: khach da mua roi — vd day la noi loi nhudn thdt sw nam.
Tang cudi phéu, ciing la tang quay vong: Retention — gii chén va
nhdn bdan khdch hang.
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Chwong 8 — Retention: Giir chan
va nhan ban khach hang

Cau chuyén mé& dau: cai xé thing day

Hay quay lai hinh anh cai x6. Sut sau chuong trude, ta noi vé& viée do
nude vao x6 — kéo ngudi dén (Awareness, Intent) va bién ho thanh
khach (Conversion). Nhung néu dy x6 thung — khach mua mét 1an roi

bién mét mai mai — thi ban d6 bao nhiéu ciing khong day.

Pay 1a tinh canh cta hau hét nguoi kinh doanh nho. Ho tu hao "thang
nay c¢6 200 khach mai!" ma khong nhan ra 180 khach thang trudc da
khong bao gio quay lai. Ho chay bd hoi tai trén mdt cai may chay bo:
cidm dau kiém khach méi chi dé bu cho khach cii roi rung, va tu hoi vi
sao mai khong giau Ién.

Sy that phii phang: kiém khach méi ngdy cang dit (chuong 6: quang céo
dat dan). Néu ban khong giit duoc khach, md hinh kinh doanh cua ban 1a
mot cudc chay mau cham. Nhung tin tbt 1a: bit day x0 1a viéc ré nhat va

sinh loi nhat trong ca cudn sach — va rat it doi thu cua ban chiu lam.

Sw that Ion: gitr chan la dong lwc tang trwdng
s6 moét, khong phai san khach méi

Nam 2026, c6 mot su dich chuyén tu duy ma moi ngudi kinh doanh phai
nim: giir chan khach (retention) di vwot qua viéc gianh khach méi
(acquisition) dé tr& thanh dong lye ting trwdng sb mot.

Vi sao? Ba ly do:

+ Ré hon nhiéu lan: ban cho ngudi da tin ban khong tén tién quang

c4o, khong tén khuyén mai du dd.
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« Ho chi nhiéu hon: khoang 72% ngudi tiéu ding noi ho sin sang chi
nhiéu hon cho thuong higu ho trung thanh. Khéach cii mua don to hon,
it mdc ca hon.

+ Ho kéo khach méi vé mién phi: khach trung thanh gi¢i thiéu ban
cho ban bé — kénh truyén miéng manh nhit (chuong 5). Day la chd
phéu khép thanh vong tron: day phéu (khach trung thanh) nudi lai

miéng phéu (nhan biét mai).

VONG TRON
khéch cii ké cho
ngudi moi

Hinh 8.1 — Phéu thdt ra la mgt vong tron: khéch trung thanh & ddy phéu ké cho nguwoi méi,
nuéi lai miéng phéu.

Hay doc lai: mot khach trung thanh vira ré dé ban, vira chi nhiéu, vira
mang khach méi vé. D6 1 tai san quy nhit cua doanh nghiép. Vay ma

phan 16n tién marketing lai d6 vao viéc san nguoi la.

Do lwéng: khong phai khach nao ciing dang gilr
nhw nhau
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Pay 1a "sy that ngugc doi sé 3" & chuong 1, gio ta dao sau. Dé biét mot
khach dang dau tu giit chan dén dau, ta ding mot con sb: Gia tri vong
doi khach hang (CLV — Customer Lifetime Value).

CLV la tong loi nhudn mot khach mang lai trong sudt thoi gian ho con
mua ctia ban — khéng phai chi don hang dau. Mot cach hinh dung don

gian:

CLV = Gid tri don trung binh x Sé lan mua méi niam x Sé6 niam ho 6
lai x Bién lgi nhudn

Vi sao con sd nay thay ddi moi quyét dinh? Vi né cho ban biét ban duoc
phép chi bao nhiéu dé kiém va giit mot khach. Néu mot khach mang lai 5
triéu loi nhuén tron doi, ban c6 thé thoai mai chi 500 nghin quang cao dé
¢6 ho — diéu ma néu chi nhin don hang dau 200 nghin thi ban sé& thiy
"18" va bo qua. Ngudi hiéu CLV dam dau tu vao khach ma ngudi khong
hiéu so hii né tranh. (Ta s& ghép CLV véi CAC thanh ty 18 sdng con &
chuong 9.)

CLV ciing cho thay: khach khong bang nhau. Cé nhém CLV cao (mua
déu, don to, & lai 1au) — don sirc chim séc nhém nay. C6 nhom CLV
thip (mua mot lan, san giam gia, rdi di) — dimg dot tai nguyén niu kéo.

Phan biét dugc hai nhom 1a mdt budc nhay vé su khon ngoan.

Email: ¢ may giir chan ré nhat, ROl cao nhat

Trong tat ca cong cu retention, email 1a vua. Ly do: **email 1a kénh ban
6 hitu.** Nguoi theo ddi trén Facebook hay TikTok that ra thudc vé nén
tang — thuat toan d6i mot cai 1a tim véi ciia ban bdc hoi. Nhung danh
sach email 1 ciia ban, khong thuat toan nao lay di dugce. Do 1a 1y do

email lu6n nam trong nhém kénh ¢6 ROI cao nhat.
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Email khong phai dé spam khuyén mai. N6 phi tron vong doi khach

hang, moi giai doan mot loai:

1. Chao mirng (Welcome): ngay sau khi khach ding ky/mua lan dau.
Gidi thi¢u thuong hiéu, ké cau chuyén, dat ky vong. Pay Ia luc khach
cha y nhit — dimg bo 15.

2. Hau mua (Post-purchase): sau khi mua. Huéng dan dung sin
pham, meo, cach bao quan. Mot con s6 dang nhd: 69% ngudi néi ndi
dung hiu mua lam ho ty tin hon vé quyét dinh mua — va khach ty
tin 1a khach quay lai.

3. Giao duc & gin két: noi dung hiru ich déu din, khong phai luc nao
cling ban. (Canh bdo: 43% ngudi huy dang ky vi néi dung lap di
1ap lai — dung chi giri ma giam gia.)

4. Khach quay lai (Win-back): khi khach 1au khong mua, mot email

dung lac kéo ho vé.

Tam cach ting long trung thanh — khéng can
giam gia
Day 1a phan nhiéu nguoi s& thiy bat ngd. Xu hudng 2026 1a chuyén tir
"giim gia" sang "ting gia tri". Giam gi4 dé giir khach 1a con dao hai
ludi: n6 bao mon loi nhuan va day khach chi mua khi co6 khuyén mai. Co
nhiéu cach giir chan t6t hon:

1. Pic quyén cho 1in mua thir hai ma khéong cin giam gia: qua ting,

freeship, goi "dang ky & tiét kiém", bd san pham.
2. Ludng email hAu mua xay s tw tin (nhu trén — 69%).
3. Chinh sach ship & dbi tra rd rang, dé dang: trai nghiém khong ma

sat. Do tra dé 1am khach d4m mua lai.
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4. Truyén dat gia tri: danh gia, cau chuyén thuong hiéu, bao hanh —
nhéc khéach vi sao chon ban 1a ding.

5. Goi y san phim lién quan ding lic: dua trén thir ho da mua.

6. Ting d¢ lién quan cia tin nhin: ci nhan hoa. Pung nguoi, ding
thtr, dting luc.

7. Noi dung da dang ngoai khuyén mai: meo, cam hung, cau chuyén
— dé khach muén mo email cua ban.

8. Cho khach thiy tién d§ phin thwéng: 81% nguoi thiy cé dong
lwe hon khi nhin thiy minh dang tién gin mot phin thwéng (kiéu
"mua thém 1 1an nita dé 1én hang VIP").

Piém chung cua ca tam: chung lam khach théy duwoc tran trong va nhdn
thém gid tri — cht khong phai duoc du bang gia ré. Xu hudng 2026 con
nghiéng vé sy "con ngudi" hon 1a "hoan hao vo cam", vé siéu ca nhan

hoa nho Al, va vé gia tri bén viing.

Case that: Ordinary Heroes of the Taj — van hoa
tao ra long trung thanh

Trong vu khung bd Mumbai 2008, khi khach san Taj bi tan cong, diéu
phi thuong dd xay ra: nhan vién Taj — bdi ban, 1& tan, diu bép — o lai
lidu mang dé bao vé va so tan khach, nhiéu nguoi hy sinh, thay vi tu ctru
minh. Vi sao ho 1am vay? Khéng phai vi quy trinh hay tién thuong. Ma
vi Taj da xdy mot vin hoa ldy khach 1am trung tim thdm t6i tin xuong
— tuyén ngudi theo sy tir té, trao quyén cho nhan vién tuyén dau duoc
lam diéu dung cho khach ma khong can xin phép.

Bai hoc cho retention: 1ong trung thanh siu nhit ciia khach dwoc tao
ra béi long tan tam that cia con ngwoi, khong phai béi chwong trinh
tich diém. Ban c6 thé khong bao gid ¢ trong tinh hudng nhu Taj, nhung

nguyén tic thi ap dung duoc: khach quay lai va yéu mot thuong hiéu khi
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ho cam nhan duoc con nguoi thit sw quan tdm phia sau nd. Mot tin nhin
hoi han chan thanh, mot 1an xu Iy su ¢b vuot mong doi, mot nhan vién
duoc trao quyén giai quyét cho khach ngay tai chd — nhing thir d6 xay

1ong trung thanh manh hon moi phin mém CRM.

Bién khach thanh dai st

Tang cao nhit cua retention khéng phai khach mua lai — ma 1a khach di
ké cho nguwoi khac. Pay 1a lac mot khach hang bién thanh mot kénh

marketing.

Hay chu dong tao diéu nay: khuyén khich danh gia va anh that (UGC),
lam chuong trinh gigi thiéu ban bé c6 thudng, tao cam giac cong déng
quanh thuong hiéu. Mot khach hai long dugc "kich hoat" ding cach sé&
mang vé nhitng khach méi véi chi phi gin bang 0 va do tin cdy cao nhat.
Vong tron khép lai: Retention nuéi Awareness. Nhé Ducati ¢ chuong 2
— ho khong chi giit khach, ho xay ca mot cong dong tin dd ty di truyén

gido.

Rap lai

Retention 1a tang sinh 10i that sy, va 1a noi phéu khép thanh vong tron.
Giir chan gio 1a dong luc ting truong sé mot, vi khach cii ré hon, chi
nhiéu hon, va mang khach méi vé. Dung CLV dé biét khach nao déng
dau tu va ban duoc chi bao nhiéu dé c6 ho. Ding email — kénh ban so
hiru, ROI cao nhit — phu tron vong doi. Giir chan bang ting gia tri,
khong phai giam gia — tim cach ¢ trén. Nhung nén mong sau nhat, nhu
Taj day, 1a mot van hod thét sw quan tam con nguoi. Cubi cing, bién

khéch trung thanh thanh dai str dé khép vong tron vé lai Awareness.

Lam tuan nay
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1. Tinh CLV thé cho khach ciia ban. Liy: gia tri don trung binh x s
lan mua/nam x s6 ndm wdc tinh khach & lai x bién loi nhuan. Con sb
nay cho ban biét duoc phép chi bao nhiéu dé c6 mot khach — gan
nhu chic chin ban s& thiy minh dang qua rut ré.

2. Dung hai email tw dong: Chao mirng va Hau mua. Pay 1a hai
ludng ROI cao nhit va d& 1am nhét. Email chao mung ké cau chuyén
thuong hi¢u; email hau mua huéng dan ding san pham dé khach tu
tin hon (nhd con s6 69%).

3. Trao quyén cho "khoanh khic Taj" ciia ban. Chon mot tinh
hudng khach hay gip vin d&, va cho ban than/nhan vién mot "ngan
sach tir t&" dé xir 1y vuot mong doi ngay tai chd ma khong can xin
phép. Pdng thoi trién khai mot cach giit chan khong-giam-gia tir danh

sach tam cach.

Tém tit chwong: Ddy phéu thing thi @6 bao nhiéu ciing khéng day.
Nam 2026, gii¥ chén la djng lwc ting truéng sé mot — khdch cii ré
hon, chi nhiéu hon (72%), va mang khdach moi ve. Duing CLV dé biét
khdch nao ddng gitk va dwoc chi bao nhiéu dé c6 ho. Email la ¢6 mdy
gitf chdn ré nhat, ROI cao nhdt (kénh ban sé hitu). Gitk chdn bang ting
gid tri, khong giam gid (tdm cich). Nhung nén mong sdu nhat la vin
hod thdt sy quan tam con nguwoi — nhw nhdn vién Taj da ching minh.
Tang cao nhdt: bién khach thanh dai sir — phéu khép thanh vong tron.
Hét Phan II. Ban da di tron cdi phéu. Phan III bdt dau: lam sao biét tit
cd nhirng viéc nay co sinh loi khong — chwong Do luong.
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Chwong 9 — Po lwdng: S6 nao
noi that, s6 nao néi doi

Cau chuyén mé& dau: "Thang nay em chay
quang cao tot lam anh"

Mot ban nhan vién marketing bao céo v6i sép: "Thang nay chién dich
ciia em dat 2 triéu luot hién thi, 50.000 luogt thich, follower tang 8.000

nguoi. Qua tot anh a!" Ong sép gat gu, duyét thém ngan sach.

Ba thang sau cong ty gan can tién. Vi sudt ba thang, khong ai hoi cau duy
nhat quan trong: trong tit ca nhirng con s6 dep dé, cé6 bao nhiéu dong
doanh thu, bao nhiéu ddng lgi nhuin? Hoa ra chién dich hao nhoang
kia mang vé rat it don, va mdi don dét hon ca loi nhuén né tao ra. Nhiing
con s6 dep da néi déi — khong phai vi chiing sai, ma vi chung do nham
thur.

Day 1a chuong ngan nhung c6 thé 1a chuong ciru mang doanh nghiép cua
ban. Vi marketing khong do duoc thi khong quan duoc, va do nham con
nguy hiém hon khong do — né cho ban cam giac an toan gia tao trong
khi tién chay di.
Sw that I&n: chi do nhirng gi gan véi doanh thu
C6 hai loai chi sb trén doi, va ban phai phan biét chung nhu phan biét
thudc véi keo:
Vanity metrics (chi s6 phit phiém) — nhin suéng mat, dé ting, nhung
khong noi gi vé tién:

« Luot hién thi, luot xem, lugt thich, s6 follower.

Chi s6 that (actionable metrics) — phan 4nh sirc khoé kinh doanh that:
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« Doanh thu, loi nhudn, s6 don, ty 1¢ chuyén doi, chi phi mdi don, gia
tri vong doi khach.
Quy tic vang: m&i khi nhin mét con s6, héi "né noi véi doanh thu thé
nao?" Néu khong ndi duoc, hodc ndi rat mo hd, thi do 1a vanity metric
— biét dé tham khao, nhung ding bao gio ra quyét dinh 16n dya vao no.
Mot ban marketing gioi khong khoe luot thich; ban 4y khoe "chién dich
nay mang vé 80 don vé&i chi phi 150 nghin mdi don, bién loi nhuan

duong".

Case that: Luckin Coffee — khi tang trwéng la
gia

Luckin Coffee 1a chudi ca phé Trung Qudc ting duoc tung ho 1a "ké s&
danh bai Starbucks". Ho 16n véi tde do chong mat, m¢ hang nghin cua
hang, c¢6 phiéu niém yét & My tang viin vut. Moi con s tang truong déu
dep nhu mo. Roi nam 2020, v 16: phan 16n doanh thu 1a bia dit — cong
ty d4 nguy tao hang trim triéu d6 doanh s6. Co phiéu rot 83% chi trong it

ngay, cong ty bi huy niém yét.

Day 1a phién ban cuc doan cua bai hoc chuong nay: khdng phai con sb
ting truéng nao ciing la ting truéng that. Luckin dot tién khuyén mai
khong 16 dé mua doanh s6 — va mot phan con bia thang ra. Mot doanh
nghiép c6 thé trong nhu dang bung nd trong khi thuc chat dang chay mau
hodc rong rudt. V&i ban — ngudi kinh doanh trung thuc — bai hoc
khong phai vé gian 1an, ma vé ky ludt nhin vao con sé ding: doanh thu
c¢6 bén khong, c¢6 sinh loi khong, hay chi 1a két qua ciia viéc dot tién mua
tang trudong? Mot ch "viral" hay mot thang doanh s ting vot nho giam

gi4 sdu co thé 1a Luckin thu nho — dep bé ngoai, 15 bén trong.

Bo chi s téi thiéu méi ngwei kinh doanh phai
biét
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Ban khong can mot bang phan tich 50 chi s6. Ban can biét chic mot sb it
con sd sau, theo timg tang phéu:
Toan phéu — sirc khoé tong:

« ROMI (Return on Marketing Investment) — Lgi nhuén trén diu
tw marketing. Cong thic: (Loi nhudn gop do marketing tao ra — Chi
phi marketing) / Chi phi marketing. Day 1a cau hoi t6i hau: mdi dong
b6 vao marketing dé ra may dong? ROMI am nghia 1a ban dang dot
tién, du moi chi s6 khac dep dén dau.

« ROI tong: (Tong thu vé — Pau tw) / Pau . Nam 2026, "thu vé" tinh
ca doanh thu truc tiép 13n gia tri gian tiép (vi du mot bai viral kéo
lwong tim kiém thuong hiéu tang).

Theo ting phéu:

e Awareness: luot luu, chia sé, binh luan c6 y nghia, share of voice
(dung dung view/like suong).

o Intent: ty 1& nhip (CTR), chi phi mdi ca nhap (CPC), Piém chat
lugng, thir hang tir khoa.

« Conversion: ty 1¢ chuyén d6i, gia tri don trung binh (AOV), ty 1 bo
gid hang.

* Retention: ty I¢ mua lai, CLV, ty 1€ ro1 bo (churn).

Hai con s "ciip ddi dinh ménh" — néu chi theo ddi hai con sd trong
doi, hay 1a hai con s6 nay:

« CAC (Customer Acquisition Cost) — chi phi dé c6 mot khach
mdéi.

e CLYV (gia tri vong doi khach hang) — chuong 8.

Ty 1€ CLV / CAC ndi cho ban biét md hinh kinh doanh c6 lanh manh
khong. Néu CLV nho hon hoic x4p xi CAC, ban dang tra nhiéu tién dé

mua mdt khach hon sé tién ho mang lai — mot doanh nghiép dang chay
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mau, du doanh thu trong van ting (chinh xéc 14 c4i bay Luckin). Nguoi ta
thudng ldy mdc tham khao CLV/CAC khoang 3 1an 1a khoé¢ manh. Day
1a con sb toi mubn ban dan 1én tudng hon bt cir con s6 nao khac trong

cuon sach.

Mé hinh KHOE khi CLV 2 3 x CAC

Dudi 3% = dang chay mau, du doanh thu trong van ting

CLvVv

CAC

gia tri vong doi khach chi phi kiém 1 khach

Hinh 9.1 — Cap doi dinh ménh CLV va CAC. M6 hinh khoé khi CLV > 3x CAC,; dwoi mirc do

la dang chay mau du doanh thu trong van tang.

UTM va phan tich phéu: biét déng nao ra don

Nhic lai tir chuong 5, vi n6 14 nén ctia moi do luong: gan UTM vao moi
dwong link. Khong c6 UTM, ban chi biét tong doanh thu ma khong biét
n6 dén tir ddu — nhu mot nguoi biét minh c6 bao nhiéu tién nhung

khong biét tien vao tir nguon nao deé lam thém.

V61 UTM + moét cong cu nhu Google Analytics 4, ban lam dugc phén
tich phéu (funnel analysis): xem khach roi rung & budc nao. "1.000
ngudi vao trang san pham -> 300 cho vao gi6 -> 120 vao trang thanh
toan -> 40 hoan tit." Nhin vao ddy, ban thdy ngay khiic ndo rd ning nhit

(6 day: tir 120 xudng 40 & budc thanh todn — chic co gi d6 can trd), va
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do 1a noi sua trudce. Pay la cach bién cam giac mo ho "ban €" thanh mot

viéc cu thé co thé stra.

Case that: thiét ké thi nghiém théng minh — do
dé hoc, khéng phai dé khoe

Davenport chi ra rang nhiéu cong ty ra quyét dinh 16n duya trén tryc giac
cua sép, trong khi 1& ra nén thir nghiém cé ky ludt. Cot 16i cia mot thi
nghiém tot: dat gia thuyét rd rang -> chia nhém thir va nhém doi
chirng -> do két qua -> hanh ddng theo dir liéu, khong theo cam tinh.
Day chinh 14 tinh than ctua A/B test, nhung nang 1én thanh mot thoi quen

quan tri.

Muc dich that cua do luong khong phai 1am béo cdo dep cho sép xem.
N6 1a dé hoc nhanh va quyét diing. Hiy bién marketing thanh mot

chudi thir nghiém nho:

« A/B test: thir hai phién ban (hai tiéu dé email, hai anh san pham, hai
trang dich), do cai nao thing, gitr cai thing, bo cai thua.

+ C6 nhém ddi chirng: mudn biét mot chwong trinh khuyén mai c6 that
su hiéu qua, hdy gitr mot nhom khach khong nhan nod dé so sanh —
néu khong, ban khong biét doanh s6 ting 1a nho chuong trinh hay nhd
may.

« Nhén ddi cai thing, cit cai thua (chuong 5): dimg ddi xir cong bang
v6i moi chién dich. Tién nén chay vé noi dang sinh 10i.

+ Quyét bang s, khong bang cai téi: néu dir liéu néi chién dich ban
tam dic dang 16, hiy cit n6. Cam xuc gin bé voi mot y tuong 1a ké
thu caa loi nhuan.

Mot Iuu y vé Al ndm 2026: cac cong cu gio tw dong hoa rat nhidu viée do
luong va tdi wu. Nhung ding giao pho mu quang. Al tdi uu cho myc tiéu

ban ddt ra — néu ban dit nhAm muc tiéu (vidu t6i uu cho luot nhép thay
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vi loi nhuan), n6 s€ toi uu rat gidi cho dung cai sai d6. Viéc cia con

nguoi la dat dung muc tiéu va ding chi sb; viée cua Al a chay nhanh.

Rap lai

Do luong 1a la ban cua marketing. Phan bi¢t vanity metrics (like, view,
follower) v6i chi s that (doanh thu, loi nhuan, ty 1¢ chuyén d6i, CLV) —
va luén hoi "né ndi véi doanh thu thé nao". Canh giac voi ting truong gia
nhu Luckin Coffee: doanh s dep chua chic 14 strc khoé that. Theo ddi
ROMI cho stic khoé tong, va dic biét cip CLV/CAC dé biét mo hinh co
lanh manh khéng. Gin UTM va lam phén tich phéu dé biét déng nao ra
don va khuc nao ro. Va do dé hoc va quyét qua thir nghiém c6 ky luat

(Davenport), khong phai dé 1am béo cao dep.

Lam tuan nay

1. Viét ra "bang diéu khién" 5 con sé ciia riéng ban. Chon ding 5
chi s that ban sé& theo ddi hé“mg tudn — bit budc c6 CLV/CAC va
ROMI. Dan lén tuong hodc ghim trong dién thoai. Ngung nhin lugt
thich.

2. Tinh ty 18 CLV/CAC hién tai ciia ban. Liy CLV (chuong 8) chia
cho CAC (tong chi phi marketing chia s6 khach méi). Néu nho hon 3,
ban biét viéc can lam: hodc ting giit chan (chuwong 8), hodc giam chi
phi kiém khach (chuong 6, 7). Va ty hoi: doanh thu cia t6i co
"Luckin" chd nao khéng — ting nhd dot tién giam gid ma khong bén?

3. Lam mdt A/B test nhé tudn nay. Chon mot thir: hai tiéu dé email,
hai anh bia san pham, hai dong mé ta. Chay, do, giir cai thing. Tép

thoi quen quyét bang so.
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Tém tit chwong: Po nham con nguy hon khéng do. Phan biét vanity
metrics (like, view, follower — noi ddz) Vvéi chi sé that (doanh thu, loi
nhudn, ty 1é chuyén doi, CLV — néi that). Canh gidc ting trucng gid:
Luckin Coffee trong bing né nhung rong ruét. Theo doi ROMI va dic
biét cdp CLV/CAC (méc khoé ~3 lan). Gan UTM + phdén tich phéu dé
thay dong ndo ra don. Po dé hoc va quyét qua thir nghiém cé ky ludt
(gid thuyét -> nhém thit/doi chirng -> hanh dong theo dir liéu —
Davenport), khéng dé khoe.

Chuwong sau: con $6 cho ban biét hién tai sinh loi khong, nhung co mot
tai san vo hinh quyét dinh ban ban ddit dwoc dén dau trong dai han —
Thuwong hiéu.
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Chwong 10 — Thwong hiéu:
Brand Equity, Brand Power &
dwng nhan dién

Cau chuyén mé& dau: hai chai nwéc giong hét
nhau

Dit canh nhau hai chai nu6e subi. Cung ngudn nude, cing dung tich,
cung chat lugng. Mot chai déan nhin khong tén, ban 5 nghin. Mot chai
mang mdt thuong hiéu quen thudc, ban 12 nghin. Nhiéu nguoi van chon

chai 12 nghin — va con thay yén tim hon khi udng.

Phan chénh 1éch 7 nghin d6 khong nam trong nuée. N6 nam trong ddu
nguoi mua. Do 1a thwong hiéu — va no6 1a mot trong nhiing tai san ky la
nhét trong kinh doanh: v6 hinh, khéng c6 trén k¢, nhung cho phép ban

ban dat hon ma nguoi ta van vui vé tra, va con trung thanh hon.

Nhiéu nguoi kinh doanh nhé nghi "thuong hiéu 1a chuyén cia cac tap
doan 16n, t6i chi can ban duoc hang". D6 1a mot sai 1am tén kém.
Thuong hiéu khong phai logo dep — n6 1a Iy do ngwoi ta chon ban thay
vi mét san pham ré hon, va quay lai lan sau. V&i ngudi nho, thuong hidu
chinh 14 cach thoat khoi cudc dua gia ré xudng day. Chuong nay lam rd

thuong hiéu that su 1a gi, do bang gi, va lam sao xay né tir con s6 0.

Sw that I&n: thwong hiéu la khoang cach giira
"muon dworc nhin" va "dang dwo'c nhin"

C0 hai khai niém phai tach bach:

« Brand Identity (ban sic thwong hiéu) = cach ban muén dugc nhin

nhan. Nhiing lién tuéng ban mong khach c6 vé minh. Day 1a thir ban
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chu dong thiét ké.
* Brand Image (hinh anh thwong hiéu) = cach ban dang thdt su duoc
nhin nhan. Nhing lién tuong thiee té trong dau khach.
Toan bg cong viéc quan tri thuong hiéu goi gon trong mot cau: lam cho
Image tién gin Identity. Ban mudn dugc xem la "cao cdp, dang tin"
(identity), nhung néu khach dang thiy "dong goi ciu tha, tra 10i cham"
(image), thi c6 mot khoang cach — va moi diém cham (anh, website,
dong goi, cach nhan tin, hiu mai) déu 1a co hoi dé thu hep no. Pay chinh
1a 1y do tat ca cac chuong truée déu phuc vu chuong nay: mdi tang phéu

lam t6t 1a mot vién gach xay dung hinh anh ban muén.

Quan tri thwong hiéu = kéo 2 vong tron nay TRUNG nhau

IDENTITY

mudn duge nhin

IMAGE

dang duoc nhin

(dé no toac ra = thuong hiéu yéu di — bai hoc Allbirds)

Hinh 10.1 — Brand Identity (muén dwoc nhin) vs Brand Image (dang dwoc nhin). Quan tri
thwong hiéu la kéo hai vong tron nay trung nhau.
C6t 161 cua hinh anh thuong hiéu 1a kién thire thwong hiéu (brand
knowledge) trong dau khach, gdbm hai phan: @9 nhéan biét (ho c6 nhé
dén ban khong, nhd dé khong) va cac lién twéng (khi nhd dén ban, ho

nn

nghi t6i dicu gi — "bén", "sang", "than thi¢n", "r¢"...).

Case that: Allbirds — khi Image trwot khoi
Identity
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Allbirds muén dugc nhin 1 thuong hiéu giay bén viing, ém, tdi gian
(identity r5). Nhung khi ho banh trudng sang du thr — thoi trang, d6
chay, quan 4o — hinh anh thuc té trong dau khach (image) tré nén mo
nhat: "Allbirds rdt cudc la cai gi?" Khoang cach identity—image todc ra.
Khéach khong con lién tudng 1 rang nao nira, va mét thuong hi¢u khong
¢6 lién tudng rd rang 1a mot thuong hidu yéu. Gia tri cong ty bdc hoi tir

4,1 ty xubng ~180 triéu do.

Bai hoc: ban khong kiém soat dugc brand image bang cach tuyén bo
identity. Ban kiém soat né bang cach hanh dong nhdt qudn quanh mot
lién tuong bt 161. Mdi lan ban lam diéu "l¢éch tong", ban ndi rong khoang

cach identity—image va lam yéu thuong hiéu.

Hai strc manh cua thwong hiéu: Equity va
Power

Thuong hi¢u tac dong theo hai chiéu, va ban nén phan biét:

Brand Equity — gia tri tién té cta thwong hiéu

Day 1a phan gid tri tang thém ma mot san pham cé duge chi vi nd mang
thuong hiéu cua ban. La 7 nghin chénh I¢ch trong cau chuyén chai nudec.
Brand equity 12 mot con s6 tai chinh — no6 hién ra khi ban ban doanh
nghiép, goi von, nhuong quyén, hay dugc dinh gia. Hai cong ty c6 cling
tai san httu hinh nhung khac thuong hi¢u s€ duogc dinh gia khac nhau, va
phan chénh d6 phan 16n 1a brand equity.

Brand Power — strc anh hwéng dén hanh vi

Pay la khia canh thyc dung hing ngay: kha niang thuong hiéu lam thay
d6i hanh vi ciia moi nguoi lién quan. Brand power manh thé hién qua ba
thur:
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* Mua (Purchase): nguoi ta chon ban, ciu ting — va san long tra gia
cao hon.
« Dung (Usage): ngudi ta dung nhiéu hon, thudng xuyén hon, gin bod
hon.
« Ung hd (Advocacy): ngudi ta ké cho nguoi khdc vé ban — truyén
miéng, lai khép vong tron vé Awareness (chuong 5).
V6i nguoi kinh doanh nho, brand power quan trong hon brand equity
trong ngén han: n6 la thur truc tiép lam khach chon ban, tra gia cao hon,
va gidi thiéu ban bé. Brand equity 13 phan thuong dai han tich luy dugc

khi brand power dit manh va du lau.

Case that: Ducati — brand power & dang tinh
khiét nhat

Ducati 1a minh hoa song dong cho brand power. Khach Ducati khong chi
mua xe — ho xam logo Ducati [én nguoi, tu hop trong cau lac bd, di t6i
cac su kién, tra gia cao hon han xe Nhat co thong sb tuong duong, va
truyén gido cho thuong hiéu voi bét ky ai chiu nghe. D6 1a ca ba biéu
hién cua brand power — mua, dung, ung h — ¢ muc cuc dai. Chinh
brand power nay cho phép Ducati, mot hing nhg, sinh 15i trén mdi xe cao

béc nhét thé gi6i, danh bai nhitng ddi thi to gap nhiéu lan vé quy mo.

Diéu dang hoc: Ducati xdy brand power khong phai bang quang céo doi
bom, ma béng cach nhat quan phuc vu mot can tinh (sport bike Y dam
mé) va nudi dudng mét cong dong. Brand power manh nhat sinh ra khi
khach thdy thuong hiéu cta ban néi 1én ko la ai. V&i ngudi nho, day 1a
tin tot: ban khong can ngan sach 16n dé xay brand power — ban can sy

nhét quan va mot cong déng khéch that su thudc vé.

Xay nén tang thwong hiéu: ttr dinh vi dén nhan
dién
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Nh¢ lai chwong 2 — thuong hiéu bit dau tir dinh vi: ban mudn chiém

ngan kéo nao trong dau khéach. Tt dinh vi d6, ban dung cac yéu t6 nhan

dién sao cho tat ca cung co cung mot thong diép:

Brand Mantra (3 chir): linh hdn thuong hiéu, kim chi nam moi
quyét dinh (chuong 2).

Tinh cich & gia tri: thuong hiéu ciia ban néu 1a mot con ngudi thi 1a
ngudi thé nao — vui tinh hay nghiém tic, gin giii hay cao cip?

Piém khac biét (Points of Difference) & diém twong dong (Points
of Parity): cai gi ban c6 ma dbi tha khong (Iy do chon ban), va céi gi
ban budc phai co dé dugce coi la "du tu cach” trong nganh.

Bang chirng (Substantiators): nhiing thr chimg minh 10i hta
thuong hi¢u la that — danh gia, chung nhén, bao hanh, cau chuyén
that.

Dwng nhan dién thwc té: bd cong cu cho ngwei
meéi

Phan nay rat cu thé, danh cho ban dang x4y thuong hiéu tir ddu ma khong

c6 ngan sach thué agency:

Dit tén thwong hi¢u: vu tién 2 dm tiét, dé nhé, thii vi. Tén dé doc, dé

g6, d& truyén miéng quan trong hon tén "kéu".

« Font chir: dung ngudn font mién phi chéat lugng nhu Fontshare,

Collletttivo. Chon 1-2 font va ding nhat quan ¢ moi noi.

* Bang mau: dung Coolors.co tao bang mau nhanh. Chon mét bo mau

va trung thanh vdoi n6 trén website, bao bi, mang xa hdi — sy nhat

quan xdy d6 nhan biét.

« Mockup & hinh anh: Envato cho mockup, dwa vao cong cu thiét ké

dé dyung hinh anh chuyén nghiép.
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« Dung AI dé brainstorm: 1ap mot ma trdn so sanh cic phuong an
tén/concept/slogan, dé Al gitip ban nghi rong rdi tu chon.

Nguyén tic bao trum: nhét quan hon hoan hdaoe. Mot b nhén dién don
gian nhung xuat hién giong hét nhau & moi diém cham xay thuong hiéu
manh hon mot thiét ké 16ng 1y nhung mdi noi mot kiéu. Mdi 1an khach
thdy diing mau, dung font, dung giong diéu cta ban, mot vién gach nhan
biét lai dugc dat thém. (Nhd Allbirds: chinh sy thiéu nhat quan da pha
thuong hiéu ho.)

M6t I1&i canh bao: thwong hiéu dwoec xay bang
hanh déng, khéng bang 1&i noi

Ban khong thé fuyén bé minh 13 thuong hiéu cao cap. Khach quyét dinh
diéu do dua trén trai nghiém that: chét lugng san phém, cach ban dong
g0, toc do tra 10 tin nhan, cach ban xir 1y khi ¢6 sy ¢6. Mot thuong hiéu
manh 13 tong cta hang nghin trai nghiém nho nhit quan, khéng phai mot

cau slogan hay.

bac biét: cach ban xi 1y khi moi thir truc tric xay (hodc pha) thuong
hiéu manh hon ca lic moi thi sudén sé¢. Mot khach gap 16i nhung dugc
ban xir 1y nhanh, cong bang, tir t& — thudng trd thanh khach trung thanh
hon ca khach chua timg gip van dé. Dich vu phuc hdi (service recovery)
1a mot trong nhitng khoan dau tu thuong hiéu sinh 16i nhat ma it ai dé y.
Day ciing 1a cdu ndi thang t6i "khoanh khic Taj" & chuong 8: vin hoa tir
té chinh 1a vt liéu xay thuong hiéu bén nhét.

Rap lai

Thuong hiéu 1 tai san v6 hinh cho phép ban ban dit hon ma khach van
chon va trung thanh — con dudng thoat khoi cudc dua gia ré. Ban chat
ctia n6 1a thu hep khoang cach giita identity (mudn duoc nhin) va image

(dang dugc nhin) — dimg dé no6 toac ra nhu Allbirds. No tac dong hai
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chiéu: brand equity (gi tri tién t&, dai han) va brand power (sirc anh
hudng hanh vi — mua, ding, ing hd — nhu tin do Ducati). Xay tir dinh
vi (chuong 2) ra cac yéu t6 nhan dién nhdt qudn, dung bd cong cu mién
phi cho ngudi méi, va nhé: thuong hiéu xay bang hanh déng nhdt qudn,

khong bang 10 tuyén bb.

Lam tuan nay

1. Viét ra khoang cach Identity — Image ctia ban. Cot trai: ban muon
khach nghi gi vé minh (35 tir). Cot phai: khach hdt sw dang nghi gi
(hoi vai khach that, doc danh gia). Khoang cach giira hai cdt 1a viéc
ban phai [am — va soi guong Allbirds: image cia ban c6 dang mo di
vi ban lam qua nhiéu thir léch tong khong?

2. Chuin hoa bd nhan dién t6i thiéu. Chét: 1 brand mantra (3 chir),
1-2 font, 1 bang mau, 1 giong diéu. Viét thanh mot trang "brand
guide" va 4p dung nhat quan 1én website, mang xa hoi, bao bi tir tuan
nay.

3. Thiét ké lai mot "khoanh Kkhic truc tric". Chon mot tinh hudng
hay gip (hang 13i, giao tré, khach phan nan) va viét ra cach xir ly
chuén — nhanh, cong bﬁng, tur té. Bién su ¢d thanh co héi xay thuong

hiéu.
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Tém tit chwong: Thirong hiéu la tai san vé hinh cho phép ban ddit hon
ma khéch van chon — 16i thodt khoi dua gid ré. Ban chat: thu hep
khodng cach giita brand identity (muon dwoc nhin) va brand image
(dang dwoc nhin) — Allbirds tra gid ddit khi dé né todc ra. Hai sirc
manh: brand equity (gid tri tién té) va brand power (anh huwéng hanh vi:
mua, ding, 1ing ho — nhuw tin d6 Ducati xam ca logo lén nguoi). Xay tir
dinh vi ra nhéan dién nhat quan (tén 2 adm tiét, font, mau, giong diéu —
nhat qudn hon hoan hdo), bang bo cong cu mién phi. Va nhé: thwong
hiéu xdy bang hanh ddng, nhat la cach ban xit Iy lic truc tric.

Chiwrong cudi: gom tat ca muoi chiwong thanh mét ban ké hoach hanh
dong — 90 ngay dé bién cudn sich nay thanh két qud thit.
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Chuong 11 — Ké hoach 90 ngay:
Bien cuon sach thanh két qua

Vi sao phai c6 chwong nay

Cudn sach nay dwoc viét véi mot niém tin duy nhat: hoe dé LAM,
khong phai dé biét. Néu ban gip sach lai, git gu "hay diy", rdi quay vé
lam y nhu cii — thi ca muoi chuong vira r6i 1a vo ich. Kién thic
marketing khong tra tién cho ban. Hanh dong dua trén kién thic d6 méi
tra tién.

Van dé& 1a: doc xong mudi chuong, ban c6 thé thiy choang. "Qua nhiéu
viée, biét bat dau tir dau?" Chuong nay tra 1oi cau do. N6 bién ca cudn
sach thanh mot ké hoach 90 ngay, chia lam ba ching 30 ngay, theo diing

nguyén tac xuyén suot: va x6 trwdc, mé voi sau.

KE HOACH 90 NGAY — v xé trwéc, mé voi sau
CHANG 1 - Ngay 1-30 [l CHANG 2 - Ngay 31-60 | CHANG 3 - Ngay 61-90
VA X0 BIT DAY MG VOI

NG tang + Conversion Retention (CLV + email) Awareness + Intent

Chup anh hién trang trudc - so sanh 5 con sb sau 90 ngay

Hinh 11.1 — L$ trinh 90 ngdy: vi x6 (nén tang + Conversion) -> bjt ddy (Retention) -> mé

voi (Awareness + Intent).

Mot nguyén tic dan duong cho ca 90 ngay: dirng lam tit ca cung lic.
Stra cac tang dudi phéu (Conversion, Retention) trude khi do tién vao

tang trén (Awareness, Intent). Ban nhé chwong 1: d6 nudc vao x6 thing
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1a cach chic chan nhét dé phi tién.

Trwée khi bat dau: chup anh hién trang (1 ngay)
Lam bon viée nay trude, dé 90 ngay sau biét minh di di duoc bao xa:
1. V& phéu hién tai ctia ban (chuong 1) va khoanh ting ro ri ning
nhat.
2. Ghi lai 5 con sb gbc: ty 1& chuyén doi, gia tri don trung binh, ty 1&
mua lai, CAC, CLV (chuong 9). Pay la vach xuat phat.
3. Viét cau "Téi dang & trong nganh gi?" (chuong 1) va cau dinh vi
(chuong 2).
4. Gan UTM vao moi link va cai Google Search Console + GA4
(chuong 5, 6, 9), dé ttr day moi thtr déu do duoc.

Chang 1 (Ngay 1-30) — VA XO: Nén tang &
Chuyeén doi

Muc tiéu ching nay: lam cho mdi dong khach hién c6 sinh ra nhiéu tién
hon — trude khi di kiém thém khach.

Tuin 1 — Hiéu lai nén tang (Phan I)

+ Viét ban 5C mot trang (chuong 2).
« Chon mét phan khiic dé don strc quy nay va viét cAu dinh vi +
brand mantra (chuong 2). Nhé Ducati/Trader Joe's: thu hep 1a stic

manh.
« Viét Job Statement cho san pham chinh (chuwong 3) — ddo tdi ting
cam xuc va xa hoi.
Tuin 2-3 — V4 trang ban hang (Conversion, chuong 7)

* Tu mua hang trén website béng dién thoai, ghi lai moi 15 ro.
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« Sira 6 best practice: d tim thiy san pham, trang san pham dang tin
(d4nh dung that + mo ta loi ich + danh gia), thanh todn tron tru (bo
budc thira, cho mua khong can tai khoan), toc do & mobile, tin hiéu
an toan. Hoc Home Depot: g& ma sat toan chudi.

e Thu thap va dang danh gia that 1én cac trang ban chay.

Tuin 4 — Pinh gia lai (chwong 7) & chon sian phim (chwong 4)

« Tinh lai gia vn day du va bién loi nhuan. Xem lai gia theo 7 md hinh
— ¢6 dang dé qua ré vi so khong?

« V& ma tran Ansoff, chim diém san pham trén 5 yéu t6 Rogers

(chuong 4).

Ket chang 1: trang ban hang da "kin day". Gio moi khach do vao sé
chuyén doi tot hon — va san sang cho viéc mo voi.

Chang 2 (Ngay 31-60) — BIT PAY: Giir chan
Muc tiéu: 1am khach d3 mua quay lai — don bdy sinh 10i ré nhét (chuong
8).
Tuén 5 — Do gia tri khach
« Tinh CLV thé va ty 1¢ CLV/CAC (chuong 8, 9). Néu duéi 3, day 1a
1y do cip bach dé lam tét ching nay.
Tuin 6-7 — Dung cb may email (chwong 8)
+ Dung email Chao mirng (ké cau chuyén thuong hi¢u).
« Duyng email Hau mua (huéng dan ding — nhd con s6 69% khach tu
tin hon).
« Bt dau thu thap email & moi diém cham.

Tuén 8 — Long trung thanh khong-giam-gia
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« Chon va trién khai mét cach giir chin khong giam gia (dic quyén
lan mua th hai, hodc chuong trinh tich diém cho khach th:?iy tién do
— con s6 81%).

« Thiét ké "khoanh khic Taj": trao quyén xt 1y su ¢ vugt mong doi.

« Thiét ké cach bién khach thanh dai st: xin UGC, lam chuong trinh
gidi thi€u ban be.

Két ching 2: ddy xé da bit. Khdach cii bdt dau quay lai va ké cho nguoi

khac. Gio — va chi gio — maoi dang do tién mao voi.

Ching 3 (Ngay 61-90) — MO VOI: Thu hat ding
ngwoi

Muc tiéu: kéo diing nguoi vao mot cai phéu da khong con 1o ri (chuong
5, 6).

Tuén 9-10 — Awareness c6 ky ludt (chwong 5)

« Lap bang chi s chi theo dai chi sé that (lwu, chia sé, binh luan hoi
mua, click) — bo vanity.

« Ding noi dung theo quy trinh 4 budc; tim mét bai thing va nhan déi
né. Hoc Red Bull/Airbnb: tao diéu ddng dé ngudi khac ké lai.

Tuén 11 — Intent (chuwong 6)

« Lap danh sach tir khoa phii dinh. Néu chay quang céo tim kiém, bat
dau nho, tap trung intent, dit myc tiéu theo chi phi mdi don (CPA)
chur khong theo vi tri.

« Sira thé tiéu dé 5 trang quan trong nhat (viéc SEO dang gia nhat).

Tuén 12 — Do, hoc, 13p (chwong 9)

e Cap nhat lai 5 con ) géc — 50 v&i vach xuét phat ngay 1.
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« Lam mot vong A/B test ¢ nhom dbi ching, giir céi thing.
« Nhin ROMI va CLV/CAC: quyét cit cai 15, nhan d6i cai sinh 10i.
Canh giac tang truong gia kiéu Luckin.

Két chang 3: ban cé mét ¢6 may marketing hoan chinh — phéu kin, do

duoc, va dang sinh loi. Quan trong hon: ban co thoi quen van hanh no.

Tam ban dé mét trang dé dan Ién twéong

Néu phai nén ca cuon sach vao mét khung nhd, day 1a no:

Nén ting
Tung SP
Awareness
Intent
Conversion
Retention
Do luong

Thwong hi¢u

Toi ¢ nganh gi, danh
ai, dirmg dau?

Bén gi, tung thé nao?
Dung ngudi ¢6 biét
toi khong?

T6i c6 ¢ d6 khi ho di
tim?

Khach dén rdi c6 mua
khong?

Ho c6 quay lai
khong?

Toi c6 dang sinh 101
khong?

Vi sao chon toi, tra
gia cao hon?

5C = STP -> Pinh vi
> JTBD

Ansoff - Rogers
vuot chasm

Noi dung hitu ich, chi
sb that, UTM

SEO + quang cao,
intent > tir khoa

V4 616 1o, dinh gia
dang

CLV, email, giir chan

béng gi4 tri

ROMI, CLV/CAC,
A/B test

Identity -> Image
nhét quan

DPoc sau hon: cac case trong sach

Ducati, Trader Joe's,
Allbirds

Amul, Apple Pay,
Nespresso

Red Bull, Airbnb
Dau gia GSP
Home Depot,
Starbucks, Disney+
Taj, Ducati

Luckin Coffee

Ducati, Allbirds

Méi tinh hudng duoc nhic trong cudn sach nay — Red Bull, Trader
Joe's, Starbucks, Luckin Coffee, Ducati, Allbirds... — déu 1a mot case
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kinh doanh that da duoc nghién clru va xuét ban. Khi ban vuong mot
quyét dinh cu thé (tung san phiam méi? tai dinh vi? dinh gia?), hiy tim
doc lai case twong ung dé xem nguoi trong cudc di xoay x¢& thé nao.
Cubn sach cho ban khung tw duy; nhimg tinh hudng that dé cho ban cach
ap khung vao doi thuc.

L&i cudi: marketing 1a mét thwe hanh, khéng
phai mét sw kién

Ban s€ khong "lam xong" marketing sau 90 ngay, cling nhu khong ai
"lam xong" viéc gilt stc khoé sau 90 ngay tap gym. Marketing 1a mot
thuc hanh — mot vong 1dp ban chay mai: hiéu khach -> phuc vu qua
timg tang phéu -> do -> hoc -> 1am t6t hon. 90 ngay nay chi 1a dé ban bar

dau vong lap d6 cho diing, va bién né thanh théi quen.

Hay nho lai cau cua Drucker ¢ chuong 1, cau t6i muon ban mang theo
nhat:

Marketing ton tai dé tao ra mét khdach hang — va giit dwoc khdch
hang do.

Moi khung tu duy, moi cong cy, moi con sb trong cudn sach nay déu
phuc vu dung mot muc dich do6. Khong phai dé ban trong "biét nhiéu".
Ma dé ban tao ra va gitr dwoc nhitng con nguoi chon ban, tin ban, quay

lai v&i ban, va ké vé ban.

D6 khong phai chay ads. Do 1a xdy mot viée kinh doanh tir t& va bén

virng. Gio thi gip sach lai — va bat dau ngay tht nhat.
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Tom tit chwong: Kién thirc khong trd tién — hanh dong méi tra. Ké
hoach 90 ngay theo diing nguyén tic "vd xé trude, mé voi sau”: Chiing
1 (ngay 1-30) va nén ting & Conversion; Ching 2 (ngay 31-60) bit ddy
bang Retention (CLV + email + khoanh khdc Taj); Chéng 3 (ngay
61-90) moi mo voi Awareness & Intent vao mot phé~u da kin; roi do,
hoc, lap. Chup anh hién trang trudc, so sanh sau. Va nho: marketing la
mot thuc hanh lap di lap lai — tat ca déphuc vy mot muc dich: tao ra va

giit dwgc mot khach hang.
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