CHUONG 4: HANH VI NGU'O'l
TIEU DUNG VA MARKETING
TREN INTERNET
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HANH VI NGUO'l TIEU DUNG TRUC

P3ic diém méi treong
(van hda, tdc dong tir
Pic diém san pham, dich vu xa hoi,, luat, the ché
(nhan tl:nu’c,vloal san pr)’am,dlch tai chinh) ph6i (danh tiéng cong ty, sw
vy, kha nang cung cap, tinh ddng tin, chinh sach va diéu Ié,

chuyén biét héa, chat lvgng, ché d6 thwdng phat)
tinh da dang, tinh khac biét, gid) ' '

PAc diém trung gian va phan

Khach hang
trwc tuyén
(dinh mua
hang, mua

P3c diém khach hang (tudi, gidi , '

tinh, dan tdc, gido duc, tam ly hang, sau khi Hé thong TMBT (HO tro

hoc, hoc van, nén tang van mua hang) thanh toan, logistic; tinh
hda...) nang cua trang web)
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HANH VI NGU’O'l TIEU DUNG TRY’C
TUYEN

Bén canh d¢6, cac nha nghién cru con chi ra mé hinh AISAS m6 hinh
chuyén dung dé phan tich tam ly khach hang trong Marketing

Sw chu y (Attention)
Thich thu (Interest)
Tim kiém (Search)
Hanh déng (Action)
Chia sé (Share)
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QUY TRINH RA QUYET PINH CUA
NGU'O'l TIEU DUNG

Quy trinh ra quyét dinh mua hang

* Xac dinh nhu cau: nha lam quang cdo nhdn ra nhu cau cla
khach hang va thuyét phuc ho vé san pham, dich vu

* Tim kiém thong tin

* Panh gia cdc mat hang canh tranh: xu huwdng tham khao danh
gid cdc san pham tuong tw

* Mua san pham va phan phdi

* Sau khi mua hang
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Danh muc tryc tuyén
Hé thong tuwong tac
bang cau hoi va tra 10
K&t noi tir cac nguon
kénh bén ngoai

HUdNg dan tir web
Tim kiém théng tin
trong ndi bo cac trang
web

Cac cbng cu tim kiém
thong tin tr bén ngoai
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QUY TRINH RA QUYET PINH CUA
NGU'O'l TIEU DUNG

Cac nhan t6 anh hwéong qua trinh ra quyét dinh cta khach
hang

* Nguwoi khéi dau: dwara goi y, y twong
* Nguoi tac dong: y kién co trong lvgng
* Nguwoi quyét dinh

* Ngwoi mua

* Nguoi str dung
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MARKETING DAl CHUNG, PHAN KHUC THI
TRU'ONG, ONE-TO-ONE MARKETING

1. Marketing dai ching (Mass marketing)

- Chud trong vao so lvong khach hang tiép
can duogc théng tin quang cdo duwdi cac
hinh thirc nhw TV, bao chi, to roi...
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MARKETING DAl CHUNG, PHAN KHUC THI
TRUONG, ONE-TO-ONE MARKETING

2. Phan khuc thj trwong

-La hinh thirc marketing tap trung phat
trién san pham, dich vu vao tap hop
tirng nhdm khach hang nhat dinh
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MARKETING DAl CHUNG, PHAN KHUC THI
TRUONG, ONE-TO-ONE MARKETING

3. One-to-one marketing

-Tap trung vao tirng d6i twong khach hang cu thé voi
nhi*ng phwong thirc truyén théng khac nhau.

-Pé tao dyng nén madi quan hé hgp tac lau dai véi khach
hang, cac nha diéu tra thj trwdng can hiéu ré nhu cau, s&
thich, hanh vi mua sam cla khach hang va duwa ra 1oi
khuyén, quang cdo va ca nhan héa marketing cho khach
hang.
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SU’ TRUNG THANH MU’C PO HAI LONG VA
SU’ TIN CAY CUA KHACH HANG TRONG EC

1. S trung thanh cua khach hang trong EC

- La viéc khach hang tiép tuc mua va theo d6i san pham,
dich vu ma ho wa thich

-Duy tri va tang doanh thu
-Tiét kiém chi phi quang cao, tiép thi, phi giao dich

-Nhirng chwong trinh khuyén khich long trung thanh str
dung trong nganh hang khéng, ban le
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S TRUNG THANH MU’C DO HAI LONG VA
SU’ TIN CAY CUA KHACH HANG TRONG EC

Trong ban lé trwc tuyén
-Banh gia tich cyc
- Bang xép hang, kha nang truyén miéng

=> st¥ dung kinh doanh théng minh va
phan mém phan tich sw trung thanh
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S TRUNG THANH MU’C DO HAI LONG VA
SU’ TIN CAY CUA KHACH HANG TRONG EC

2. Mtrc do hai long trong EC

- Thuwdc do danh gid sy thanh céng cla cong ty
trong moi tredong ban [é tryc tuyén

- Mrc d6 hai long clia nguwdi tiéu dung véi viéc mua
sam trén mang (chat lwvgng thong tin, chat lvgng hé
thong, chat lwong dich vu)
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S TRUNG THANH MU’C DO HAI LONG VA
SU’ TIN CAY CUA KHACH HANG TRONG EC

3. Sw tin cdy cua khach hang trong EC

- Yéu t6 quyét dinh murc dé tin cdy
Chinh sach d6i tra

* Cac chirng nhan va dong dau ddmbao
dé tin cay * Quy dinhriéng tw
* Danh gid cta nha ban budn * Quy mé rong
* DPanh gid san pham * Gido duc tdc dong clia nha ban
* S chdp thuan clia khach hang budn
* Hop tac * Shopping dé dang
* Lién minh * Phan hoi cia dai ly
* Thiét ké trang web * Hinh anh dai dién
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S TRUNG THANH MU’C DO HAI LONG VA
SU’ TIN CAY CUA KHACH HANG TRONG EC

Tang do tin cay cho khach hang

e Lién két v&i bén thr ba (da dugrc tin
twong)

* Thiét Iap sw tin cay (liém chinh, nang lwc,
bao mat)
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NGHIEN CU’U THI TRWONG TRONG EC

1. Cac hwéng nghién ctru thi trwrong

* Nghién ctru phan khuac thj treong (theo vi tri dia ly, nhan khau
hoc, 16i sGng, nhan th&rc cam xdc hanh vi, kha nang sinh 1o, do ri
ro)

* Cac phurong phép 18y mau trwc tuyén (ban diéu tra trwc tuyén,
nhém tryc tuyén tap trung )

e Lang nghe tryc tlep tlr khach hang (phong chat, trang ca nhan,
trang mang mo ¢ chirc nang nhu dién dan cho phép bat ky nguoi
dung nao cing cd thé slra doi — wiki...)
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NGHIEN CLPU THI TRU'O'NG TRONG EC

* Thu thap di liéu trong moéi trvong web 2.0 (phiéu
bau, nhat ky ca nhan, tdn gau trén mang, tan gau

tru’c tle)p kién thirc tap thé, di liéu tranh anh, bang
hinh

* Theo d&i hoat dong cda khach hang truc tuyén
(ghi lai hoat dong ctia ngudi dung trén trang web -
transaction logs, cookies, web bugs, phan tich
trang web, phan tich dong hanh vi truy cap)
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CAC PHUONG THI’C QUANG CAO
TRUC TUYEN

1. Banner

- Hinh d6 hoa dung dé quang cdo trén cdac trang clia mét
web. M6t banner quang cdo s& dan dén mot trang duoc
quang cao khi ngwoi dung nhap chudt vao né

-M6&t banner ¢ thé |a video hodac &m thanh

-Cac loai banner (keyword banner, random banner, banner
tinh, pop-up banner, pop-under banner)
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BON
BONG TOI

1.11.2018 - 10.11.2018
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CAC PHUONG THUPC QUANG CAO
TRUC TUYEN

2. Hoan doéi Banner (banner swapping) va trao doi
banner (banner exchange)

-Hodn db6i banner: la viéc cong ty A dong y trieng bay
banner cla cdng ty B va ngwoc lai.

- Trao d6i banner: la thj treong dé cac cong ty cé thé
giao dich va trao doi viéc ddt banner quang cdo Ién
nhirng trang web khac
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CAC PHUONG THUPC QUANG CAO
TRUC TUYEN

3. Pop-up, pop-under va cac hinh thirc quang
cao lién quan

-Quang cdo pop-up la quang cdo xuat hién
trirdc clra s6 dang hoat dong

- Pop-under la quang cdo xuat hién sau clra s6
hién tai
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CAC PHUONG THUPC QUANG CAO
TRUC TUYEN

4. E-mail quang cao

-Chi phi thap, kha nang phat tan rong rai
-C6 thé gan duwong link dén bat ky dia chi nao

- Tuy nhién viéc dung e-mail dé quang cdo qua nhiéu
ma khong dwoc si cho phpes clia ngudi nhan clng
duwoc coila spam
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CAC PHUONG THUPC QUANG CAO
TRUC TUYEN

5. Quang cao qua cong cu tim kiém

-URL listing

-Quang cdo qua tir khda (keywords)

6. Quang cdo dang bai bao va quang cido phan khtc
7. Quang cao qua chatroom

8. Cac loai khac (dang trén bao mang, video quang cdo,
quang cao qua tro choi - advergaming)
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