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Phién ban ebook nay duoc thuc hién theo ban quyeén xuét ban va phat hanh an ban
tiéng Viét cua cong ty First News - Tri Viét vdi su tai tro doc quyén ctia cong ty
TNHH Samsung Electronics Viét Nam. Tac pham nay khong duoc chuyén dang
sang bat ky hinh thtc nao hay st dung cho bat ky muc dich thuong mai nao.
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Thdn gdi cdc ban doc Viét Nam!

T6i hy vong cdc ban sé cam thay thu
Vi voi cuén sdch “Steal These Ideas! -
Ddnh Cdp Y Tudng!” do nhiing nqgudi
ban cua téi ¢ céng ty First News xuat
ban va phdt hanh. Téi biét rang cdc ban
sé kham phd nhiéu y tudng coé thé giup
cdc ban thanh céng hon trong cong viéc
kinh doanh. Cuén sdch cua téi bao qudt
tat cd moi khia canh ve Marketing va
Thuong hiéu, nhang yéu té sé thuc day
cdc ban Viét Nam ngay mot thanh céng
hon va luén tién ve phia trudc.
Steve Cone
New York, USA
2006

Email: stealtheseideas.biz
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Vai nét ve tac gia
STEVE CONE

STEVE CONE hién dang la
giam doc diéu hanh, quan
ly thuong hiéu va
Marketing cho Ngan Hang
Pau Tu Va Quan Ly Tai San
cua tap doan Citigroup.
Cung v6i nam giam doc
quan ly cap cao khéc, ong
chiu trach nhiém diéu phoi

viéc quan ly thuong hiéu
toan cau cho tat ca cac nganh kinh doanh cua tap doan
Citigroup tai hon 100 quoc gia, véi s6 luong khach hang
lén dén 200 triéu nguoi. Ngoai ra, Steve con nam gitr vi tri
quan ly thuong hiéu va quang cao cho Ngan hang
Citigroup cting nhu cac nganh kinh doanh véi thuong hiéu
Smith Barney cua tap doan Citigroup.

Trudce khi lam viéc cho Citigroup, Steve git chiic chu
tich nganh kinh doanh bén lé kiém giam doc Marketing
cua tap doan tai chinh Fidelity.
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Steve Cone hién la mot trong nhing chuyén gia
Marketing hang dau trong linh vuc dich vu tai chinh. Trong
thoi gian lam viéc ¢ Fidelity, ong da thuc hién thanh cong
mot chién dich quang cao co sit dung hinh anh cua vi cyu
giam doc tai chinh, Peter Lynch, gitp ting dang ké ngudn
quy chung cua Fidelity. Cung luc, Steve gop phan giup
Fidelity m¢ rong kinh doanh sang linh vic moi gidi ching
khoan, va nhanh chong dua Fidelity trd thanh nha cung cap

hang dau trong linh vuc nay.

Véi hon 30 nam kinh nghiém, phan nuta thoi gian do
la lam viéc trong nganh dich vu tai chinh, Steve da tao
cho minh mot cho dung uy tin trong linh vuc quan ly
Marketing ddi mdi sau nhimng 1an lam viéc voi tap doan
Key Corp, CitiBank, va sau bay nam cong tac voi
American Express trong vai tro quan ly chién luogc

thuong hiéu toan cau.
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“Toi tung nghi rang minh sé chang bao
Jio can dén mot quyén sach nio vé
marketing cho dén lan toi doc dwoc

cudn cam nang hip din, sic tich pha
chiit hai hwoc cia Cone. Cuon sach nay
co the ginp cong viéc marketing ciia
moi doanh nghiép tw cho té nhat, chan
ngat nhanh chong tré nén vuot tri.”
- JON LINEN
Pho Chu tich hing American Express
Hokok

Vi gan ba muoi nam lam viéc cho nhing cong ty hang dau
nhu Citigroup, American Express, Epsilon, Apple and Fidelity
va voi nhimg chién dich van dong phi logi nhuan va chinh tri noi
bat trong suét thoi gian do, Steve Cone da tich lay duoc nhiéu
kinh nghiém bac cao va duc két thanh nhing y tuong gia tri liéen
quan dén nhimg yéu t6 that su dem lai hiéu qua trong linh vuc
marketing.

Trong cuén sach Ddnh Cdp Y Tuéng!, bang van phong sic
sao, mach lac va hai huoc, Cone da cung cap nhiéu thong tin
quy gia bao quat tat ca moi van dé vé marketing, thuong hiéu va
quang céo. Ban c6 thé tin tudng vao mic do chinh xéac cting nhu
su bat nhip thoi dai cua nhing thong tin nay.

Cuoén sach dugc minh hoa bang nhimg dan chung vé cac
mau quang cao hay, dd va té hai. Day ciing 1a mot bi quyét ma
chua ai timg day ban. Gio day, ban hay danh cap nhing y tudng
nay dé trd nén toa sang trong linh vuc marketing.
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Gia tri cua “Steal These Ideas!”
doi véi ban doc

“Nhitng chuyén gia marketing nao that sy yéu thich cong viéc
marketing, hodc mudn tién xa hon nila, sé din nhan ra rang kim
chi nam dua ho dén voi doi moi va thanh cong chinh la viéc dp
dung nhung bi quyét va y tuong sau sac ciia Cone.”

STEVE FORBES - Giam déc diéu hanh cta Forbes Inc.

“Voi Steal These Ideas!, Steve Cone di dua ra 16i huong dan suc
tich va ro rang, gitip ban bat tay vao thuc hién cong viéc marketing
ngay tir bay gio.”

FAITH POPCORN - Nha sang lap kiém tdng giam déc

ctia Faith Popcorn’s BrainReserve

“Chi mdt 18,95 dé la ma ban da co dugc v6 vany tuéng
marketing tuyét voi.”
AL RIES - Tac gia quyén The origin of Brands

“Toi tumg nghi ring minh sé ching bao gio can dén mot quyén
sich nao vé marketing cho dén khi t6i doc duoc cudn cam nang hip
dan, siic tich pha chiit hai huoc ciia Cone. Cudn sich nay co thé giip
cong viéc marketing cua moi doanh nghiép tur cho té nhat, chan
ngat nhanh chong tré nén vuot troi.”

JON LINEN - Ph¢ cht tich hing American Express

“Voi nhiéu thong tin hitu ich tdp trung vao nhiing chi dé
marketing chinh yéu, Steve Cone da chia nho vin dé thuong hiéu
va trinh bay ching bing moét phuong phap tiép can mai pha chut
hai huoc.”

CLAIRE ROSENZWEIG

Chu tich ciia Promotion Marketing Association, Inc.


Share by http://sachvui.com

“Marketing khong phai la cong viéc dé dang. Vay can phai lam
nhimg gi? Bieu ban can la hoc hoi kinh nghiém tir nhimg chién dich
marketing thanh cong va tiv nhimg ngudi co thé chia sé voi ban
nhimg bi quyét thanh cong ciia ho. Steve Cone da lam duoc tat ca
diéu nay bang su hiéu biét sau sic vé bi quyét marketing va bang
cach tiép can hgp ly cia mét nguoi nhan thuc, hiéu ré va ton trong
khach hang. Liéu ong co tiét 1o qud nhiéu bi quyét khong? Cau tra
10i 1o co. Quyén sich nay that su diic két nhimg bi quyét hay nhdit
vé linh vuc marketing cho tat ca moi nguoi.”

DANIEL MOREL

Chu tich va Giam déc diéu hanh clia Wunderman

“Thu vi, nhiéu théng tin, c6 thé van dung duoc - Steal These
Ideas! khong chi co thé ma con hon nita. Téoi da chup vai trang sdch
va goi cho khdch hang cua minh voi loi ghi chii kem theo: “Cic ban
hay doc nhimg trang nay. Pay la mot phan ciia cuén sdach dugc viét
boi mot nguoi ciing da timg mdc phdi nhimg sai lam nhu cdc ban
bay gio, nhung nguoi do da biét hoc hoi kinh nghiém va da tré nén
thanh cong hon.”

RICHARD LAERMER
Giam déc diéu hanh clia RLM PR va
tac gia quyén Full Frontal PR

“Cuén sach nay tap hop l6i khuyén thuc té danh cho nhing
nha marketing va kién thuc sau sdc ma Steve Cone trinh bay c6
thé giup cac ban ap dung trong céng viéc hang ngay. Nhiing bai
hoc 6ng da tiép thu va chia sé la diém nhin dic biét trong su
nghiép ciia 6ng voi vai tro la mot chuyén gia marketing co tam
nhin xa trong rong trong hon ba thip nién qua.”

ADAM ARON

10 Chu tich, Giam déc diéu hanh ctia Vail Resorts



Loi noi dau

Da nhiéu nam nay, tai thanh pho New York van lan truyén
mot cau chuyén ké vé 1an gap mat dau tién gitta Woody Allen
va Arnold Schwarzenegger. Hai nguoi gap nhau tai mot btra
tiec ruou sang trong duoc t6 chiic @ Manhattan. Khi d6, Woody
cam ly ruou trong tay, tién vé phia Schwarzenegger va hoi:
“Anh Arnold nay, khong biét phai mat bao lau toi moi giong
nhu anh duogc nhi?” Arnold tra 16i ngay khong chan chu: “Hai
thé hé nira”.

Khong giong nhu Woody, ban khong can phai cho lau dén
vay moi co thé thay doi. Toi da tong hop vao cudn sach nay cac
y tudng va 10i khuyén thuc té, htru ich ciia gan hai thé hé va ban
6 thé ndm bét ching chi trong khoang mot dén hai gio dong ho.
Ban sé thay rang nhing y tuong va khai niém trong cuén sach
nay khong duoc day trong truong 16p nao, tham chi ngay ca
trong thuc té cong viéc cta ban. B6 cuc cudn sach phan thanh
nhiéu chuong ngan gitup ban dé theo doi va toi tin rang noi
dung cudn sach du stc thu hut sy chu y cta cac ban.

Toi cho rang linh vuc marketing, tir lau da thiéu vang
nhing y tudng c6 tdm voc, mang tinh thuc tién dé ban hay
cong ty ban c6 thé ngay lap tuc img dung thanh cong. Néu tu
bay gio trd di, ban st dung cudn sach nay nhu mot bi quyét
marketing hodc nhu mot cdm nang tham khao y tudng thi xem
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nhu t6i da lam tron nhiém vu cda minh. Do vay, ban khong
can phai tim kiém mot 4n ban duoc cap nhat moi theo kiéu
“chua tung c6 trudc day”.

Hay thoai mai thudng thuc cac cau chuyén, hoc hoi
nhing phuong phdp duoc néu trong tung trang sach va quan
trong nhat la: dung ngan ngai danh cdp cac y tudng. Nén
nhg, day la nhang bi quyét chua ai tung chi day cho ban va
la tat cd nhing gi ban can dé that sy téa sang trong linh vuc
marketing - ngay bay gio chu khong can phai doi dén mot
hoac hai thé hé niza!

12



Ba bi madt quyét dinh
sy thanh cong coa
mot chién dich marketing

C ac chién dich marketing thuong tiéu ton rat nhiéu chi phi
va cong suc, do d6 chung ta can phai can nhic ky luong dé s
dung déng von sao cho hiéu qua nhat. Ap luc caa viéc thiét
ké thanh cong mot chién lugc marketing c6 thé rat cao. Diéu
dang budn la khong phai lic nao chién dich marketing cting
thanh cong nhu mong doi. Thé nhung, ban c6 thé gidm thiéu
rui ro va nhanh chéng cai thién co hoi thanh cong bang cach
ap dung quy tac don gian sau day:

13



Danh cdp y tuong!

Mot chién dich marketing thanh cong can phai hoi du ba
yéu té quan trong:

1. Stic 16i cudn
2. N6i dung moi la
3. Dong luc thic day khach hang hanh dong

Cuoc song ngay nay khién chung ta trdnén ban roén hon bao
giohét dén ndi chung ta chang con bao nhiéu thoi gian danh cho
ban than. Chung ta tro nén mét moi. Chung ta phai tan dung
timg gidy phut mot, nao la giai quyét cac nhu cau thiét yéu hing
ngay, d6i mat véi tiéng on va tinh trang tic nghén giao thong.
Mot chién dich marketing phai duoc thiét ké that 16i cuén méi
c6 thé thu hut duoc su chu y va lam chung ta khong bi nham lan
v6i hang ngan mau quang cao moéi ngay van dap vao mat trong
luc chung ta lai xe, di xe buyt, xem tivi, mua sam, truy cap
mang, doc bao hay nghe dai.

Khi ban bat ky san pham nao cho bat ky ai va & bat ky noi
nao trén thé gioi, ban hay ludn ty hoi ban than: “Mau quang cao,
brochure, pa nd quang céo, viéc thiét ké trung bay trong ctra
hang, quang cao trén dai... c6 tao duoc su 16i cudn, cung céip noi
dung méi la va khién khach hang phai DUNG bat ctr chuyén gi
dang lam dé dat mua san pham hay dich vu cia minh?”

Vé co ban, nhiém vu cta cac chuyén gia marketing la 16i
cudén doi tuong khach hang tiém nang, khién ho chu y dén
thong diép san pham hay dich vu ctia minh hon 1a ctua déi tha
canh tranh. Rat nhiéu chién dich marketing that bai trong viéc

14



Ba bi mat quyét dinh sy thanh cong cia mot chién dich marketing

tao duoc su cudn hut dé va té hon nia la chung khong c6 kha
nang thuc day khach hang hanh dong.

Muc tiéu chinh ctia bat ky chién dich marketing nao cting la
thu hiit SU CHU Y va nhan duoc PHAN HOI tir khéch hang.
Chi riéng tai My, nganh marketing chi tiéu khoang 35 ti do la
modi thang cho viéc nay.

Liéu o ai sé bi thu hut néu lai thay thém mot mau quang
cao banh hamburger; hoac moét buc anh ntra vé cap vo chong
trung nién dep doi, tay trong tay di dao bén b bién vang dé
quang cao cho mét cong ty dich vu tai chinh; hodc lai mét mau
quang céo xe hoi nita dang anh chiéc xe bong loang mot minh
trén con duong ngoan ngoeo, dudi troi d6 mua tai Monument
Valley?

Vay lam cach nao dé ban c6 thé pha vé sy nham chan va tao
an tuong bat ngo, khién doi tuong khach hang ma ban nham dén
c6 thé phan biét ngay thuwong hiéu san pham va dap tng nhimg
gi ban chao moi? Lam thé nao dé thuc hién duoc diéu nay?

Hay tham khao nhing chién dich marketing quang cao xuat
séc dudi day, tat ca déu thé hién sic manh cia sy két hop ba yéu
t6: stic 10i cudn, cac gia tri mai la va dong luc thuc day khach
hang hanh dong.

Mau qudng cdo tuyén nguoi dn fuong

Néu phai chon mau quang cao ma minh thich nhat, toi sé chon
mau quang cao cua Ngai Ernest Shackleton, nha tham hiém dia

15



Danh cdp y tuong!

cuc néi tiéng dau thé ky 20. Nam 1913, Shackleton cho dang mot
mau quang cao ngan gon trén nhiéu to bao & Luan Don dé tim
nguoi tinh nguyén di cting 6ng trong chuyén tham hiém Nam
Cuc sdp toi. Ong hy vong sé c6 khoang 50 dén 75 nguoi viét thur
dén tim hiéu thong tin. Cudi cing mau quang cao cta 6ng da
thu hut nam ngan la thu phan hoi:

TUYEN NAM cho Chuyén Di Mao Hiém. Luong thdp,
troi lanh gid, nhiéu thing troi trong dém den, ddy hiém
nguy, khong chic ngay vé an toan. Co danh vong va duoc
ton vinh néu thanh cong.

- Ngai Ernest Shackleton

Mau quang céao chi goi gon trong 37 tur trén da hoi tu du ba
yéu t6 dé thanh cong: su 16i cuén, ndi dung méi la, va khach
hang hanh dong. Khong can phai thém mot tir nao nita.

Nhing ngay ddu tién coa Tap chi Playboy

Vao dau nhimg nam 1950, khi méi lén 5-6 tudi, toi khong thé
nao hinh dung duoc cong viéc ma cha to6i dang lam la gi. Ban
than cha t6i cing kha mo ho vé cong viéc ciia minh. Mai sau, toi
moi biét rang luc d6 6ng dang viét nhimg buc thu quang cao
dau tién cho tap chi Playboy cia Hugh Hefner, moét tap chi con
rat moi va vo cung chat vat méi lan xuat ban.

Nhing 14 thu nay sau d6 duoc gui dén cac doc gia nam theo
danh sach khach hang dang dat mua dai han cac to tap chi danh
cho nam gi6i khac - diéu nay di nhién khong co gi kho hiéu.

16



Ba bi mat quyét dinh sy thanh cong cia mot chién dich marketing

biéu hoi khac biét chinh 1a cach ma cha toi viét nhimg 14 thu
nay... voi tu cach la nang thé Bunny cua Playboy. Mdi buc thu
déu dinh kem mot bic anh cta nang tho trong bo trang phuc
Bunny. Buc anh khong chi xuat hién trén buc thu ma trong to
buoém quang cao kem theo cua cong ty déu c6 dang thém cac
btc anh khac nhau cua nang Tho cting nhu ban be ctia nang.
Tham chi chir ky ctng la caa nang Tho Bunny cua Playboy.

Do dé, hang triéu nam gi¢i My nhan duoc cac buc thu tu
“Nang Thé Bunny that cua Playboy”, miéu ta nhimg dac diém
noi bat cua to tap chi Playboy lic do: tiéu thuyét hap dan, binh
luan vé xa hoi, va tat nhién 1a khong thiéu nhimg buc anh goi
cam cua nang Tho Bunny va ban be cua co. Cach tiép can day
sttc LOI CUON nay da gat hai két qua thanh cong hon nhiéu so
v6i viéc Hugh hoac cac bién tap nam khac viét nhimg la thu do
voi but danh caa minh.

17



Danh cdp y tuong!

Vi sao phdi quang cdo?

Hau hét moi nguoi déu tin réng viéc quang cao chu yéu la dé
tung san pham hay dich vu mdéi ra thi truong, dé xay dung su
nhan biét thuong hiéu va dé thu hut thém khach hang méi.
That ra, nhimg muc tiéu nay déu dung ca. Tuy nhién néu chi
c6 vay thi y nghia cua viéc quang cao chua duoc tron ven.

Sau day la sau ly do chinh yéu cho viéc quang cao, tuy
vay khong phai ly do nao cting dé nhan biét:

® Tao dong luc thiic ddy cho “ddi quan” cda ban. Quang cao
c6 kha nang tao ra dong luc thuc déy nhan vién cua ban va
néu chung dugc thuc hién hiéu qua, nhan vién sé cam thay tu
hao vé cong ty va ban than ho. Nhimg mau quang cdo méi
nén duoc dem ra xem xét noi bo trong cac cudéc hop nhan
vién. Diéu nay seé tao ra su phan khich va nhan vién sau dé
sé thao luan voi gia dinh va ban be cua ho vé chién dich
quang cao. Nho thong bao cho nhan vién biét khi nao mau
quang cao sé xuat hién va trén phuong tién truyén thong nao.

® Nhan nhi véi khach hang hién tai vé tm quan trong cda ho.
Ban can gui thong diép nay dén khach hang dé ho thay
duoc rang qua 1a khong sai lam khi chon cong ty ban lam
doi tac kinh doanh - mot y tuéng ma khach hang sé chang
bao gio tu than nghi dén. Qua viéc tang cuong su nhan thic
cting nhu cung c6 tri nho ctia khach hang vé san pham hay
thuong hiéu cong ty, viéc quang cao sé khuyén khich khach

hang hanh dong va dap ung lai tich cuc hon. Hau hét
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Ba bi mat quyét dinh sy thanh cong cia mot chién dich marketing

nhimg moéi kinh doanh “mdéi” ¢6 duge nho quang céo la tir
khéach hang hién tai cua ban.

® C6 thém khach hang méi. Ai cing muén ¢6 thém nhiéu
khach hang, nhung nhiing khach hang tiém nang can duoc
cung cap thém thong tin. Do vay, ban can dam bao rang dia
chi website hoac s6 dién thoai phai duoc in ro rang va dé
nhin thay. Ban cting can noi ro khach hang c6 thé phan hoi
trén phuong tién nao hoac huong dan chinh xac cach thuc va
dia diém ma khach hang co thé mua duoc san phérn cua ban.
Hay luon dat ra thoi han cu thé.

® Tuyén dung nhan tai cia déi thu canh tranh. Néu nhan su
tir d6i tha canh tranh lién hé va héi ban vé co hoi viéc lam sau
khi xem mau quang céo cta cong ty, ban biét rang minh da
thanh cong. Ngay ca khi ho khong dé cap gi dén mau quang
cao, ban van c6 thé biét duoc do la ly do chinh da thu hut va
khién ho lién hé véi ban.

® Tang cuong hinh anh quang ba tich cuc cho cong ty. Cac
phuong tién truyen thong cing sé theo doi mau quang cao
ctia ban. Rat co thé sé c6 phong vién dé nghi phong van ban
sau khi chién dich quang cao duoc trién khai. Hay tan dung
co hoi nay va to ra cong tac voi ho. Diéu nay tuong tu nhu viéc
ban lam huong dan vién du lich dé quang ba vé nhimg diéu
tot dep ctia cong ty minh qua chién dich quang cao.

® Xay dung thuong hiéu. Mot diéu rat don gian la cang
nhiéu nguoi biét dén cong ty ban thi cang tot.
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Danh cdp y tuong!

Tap chi Rolling Stone

Trd lai nhimg nam 70, nha bao néi tiéng trong viéc chong lai gisi
uy quyen, Hunter S. Thompson, nguoi tu xung la nhan vat gao
coi trong lang bao, gitr chic téng bién tap cta to Rolling Stone.
Ong la tac gia cta buc thu gui doc gia dé nghi tiép tuc dat bao
dai han - mot bic thu hoan toan khac biét véi nhiing bic thu cua
cac to bao hoac tap chi khac.

Buc thu ngdn gon va co6 dong nay viét rang tap chi Rolling
Stone chinh la ngudén thu nhap hop phap duy nhat cua
Thompson. Buc thu giai thich rang néu doc gia khong tiép tuc
dat bao, ong sé lam vao tinh canh bi dat, tham chi co thé phai
chuyén dén Needles, California, séng trong khu nha 6 chuot
“uéng nuodc tu binh oxit nitric dudi thoi tiét gia budt, trong khi
ngo6i nhin mot nhém khach du lich Puc di ngang qua, tro
chuyén vé budi di san thi rimg”.

Vé coban, Thompson da de doa va doi hoi phan hoi tir doc
gia. Tham chi, dé nhan manh 16i de doa nay, 6ng da cho viét tay
dong cht that to bén ngoai phong bi: “TOI BIET NOI BAN
SONG!”. Day ro rang khong phai la nhimg buc thu ma ban van
nhan duoc tu tap chi Times hay Newsweek.

Buc thu doc dao nay da dem lai thanh cong bat ngo, va tap
chi Rolling Stone van st dung buc thu trong sudt thoi gian

Thompson duong chirc. Qua la mot bic thu vui nhon va khac
biét, diing kiéu Hunter Thompson. That la thu vi!
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Chuong trinh WorldPass coa Pan American va cdu chuyén vé
nguoi cudi cung frd thanh ngudi dung dau

Bét dau tir cudi nhimg nam 1970, viéc di chuyén bang may bay
khong con hap dan hoac thua vi nita ma da trd nén binh thuong
va ching khac gi so véi viéc ngdi trén nhing nhing chiéc xe
buyt dong duc va dai dang dang. Du vay, trén cac chuyén bay
van c6 vo s6 cac vi khach la giam d6c diéu hanh hay quan ly cap
trung cua cac cong ty lon thuong xuyén di khip dat nuoc va
vong quanh thé gigi. Ho la nhimg nguoi nd luc lam viéc, kiém
duogc nhiéu tién, thanh cong vuot troi, nhung lai chang thay
thoai mai khi phai di chuyén khap noi bang may bay.

Mac du dang say sua véi danh tiéng cia minh, nhung cac
hang hang khong cting bat dau nhan thay nhimg khach hang
thuong gia ciia minh ngay cang trd nén bat man. Giai phap dién
hinh cta nhiéu hang hang khong luc d6 la quyét dinh danh
nhiéu su uu ai hon cho cac khach hang thuong xuyén di may
bay cta hang. Tir d6, cac chuong trinh frequent flyer (chién dich
khuyén mai danh cho hanh khach bay thuong xuyeén) ra doi.

Nhing chuong trinh nay that sy hap dan d6i véi khach
hang. Cudi cung thi cac hang hang khong ciing da tao duoc su
khac biét ximg dang trong cach phuc vu gitta khach hang
thuong xuyén v6i khach hang vang lai. Mot s6 tién ich phé bién
cho khach hang thuong xuyén nhu dugc bay mién phi hodc
duoc huong cac dich vu hang nhat da tao dong luc khién khach
hang bay nhiéu hon dé hudng duoc nhiéu wu dai tir cac hang
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hang khong. Ban ciing nén biét rang vao thoi diém d6, nhing
chuong trinh khuyén mai danh cho khach hang thuong xuyén
¢6 y nghia vo cung quan trong.

Luc do, toi dang lam viéc voi mot nhom chuyén gia tu van cta
Cong ty Epsilon Data Management dé hé tro hang hang khong
United Airlines trong viéc thiét ké chuong trinh Mileage Plus, mot
trong nhimg chuong trinh khuyén mai dau tién cua cac hang hang
khong thoi d6. Nhiéu ndm sau, t6i may man c6 co hoi tro gitip Pan
American - mot trong nhimg hang hang khong 16n luc bay gio va
ctng la hang hang khong cudi ciing tham gia vao cudc choi nay,
bang viéc tung ra Chuong trinh WorldPass (Thé quic té) - mot
chuong trinh hap dan nhat trong so6 tat ca cac chuong trinh danh
cho khach hang thuong xuyén.

Theo cac chuyén gia phan tich trong nganh hang khong,
chuong trinh WorldPass c6 [é 1a yéu t6 quan trong gitip hang
hang khong Pan Am tiép tuc ton tai thém mot thap nién nita.
Chuong trinh nay van day du cac yéu t6 nhu st 16i cuén va
cung cap thong tin gia tri cho khach hang ngay ca khi day la
hang hang khong CUOI CUNG nhan thay tdm quan trong cua
nhimg khach hang thuong xuyén.

DPén nam 1981, hau hét cac hang hang khong 16n ctia My déu da
phat trién thanh cong cac chuong trinh danh cho khach hang thuong
xuyén ctia minh va Pan American cting da nhéan thay hiéu qua cta
viéc nay. Vay Pan Am phai lam nhu thé nao? Vao thoi diém d6, Pan
Am that may man khi ¢6 duoc Adam Aron lam giam déc market-
ing. Ong la nguoi c6 khiéu marketing thién bam, nhay bén va co kha
nang danh gia duoc sttc manh cua nhimg y tuong doc déo.
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That ra, chuong trinh khuyén mai danh cho khach hang
thuong xuyén cua cac hang hang khong lai khong hao phong
nhu moi ngudi van nghi. Khi d6, muc tiéu dé ra do6i véi cac
chuong trinh danh cho khach hang thuong xuyén la ton cang it
chi phi truyén thong cang t6t va c6 gang gioi han viéc cap phat
thé khuyén mai.

Tuy nhién, Adam lai c6 y tudng khac. Ong dé nghi toi thiét
ké mot chuong trinh khuyén mai that hoanh trang voi cau truc
phan thudng hap dan nhat. Ong mudén qua mat cac déi thd canh
tranh da xay dung cac chuong trinh khuyén mai tir 4 dén 5 nam
trude do. Vi Pan American la hang hang khong cu6i cung thuc
hién chién dich nay nén Adam muén lam moi cach dé moi
nguoi chu y dén hang hang khong cua ong.

Pan American cam két sé khuyén mai cho cac hanh khéach ca
nhan mot thé WorldPass sau khi ho da bay dugc mot quang
duong nhat dinh hang nam. Chiéc thé lam bang nhua plastic
mau vang, c6 gia tri st dung trong vong 30 ngay, cho phép chu
thé va mot nguoi nita bay mién phi theo dién vé hang nhat trong
hé thong duong bay md rong toan cau cua Pan Am.

Chién luoc nay thanh cong ngay tir ngay dau tién. Tt trudce
dén nay chua c6 mot hang hang khong nao dua ra hinh thuc
khuyén mai hap dan va c6 hé thong tuyén bay trén thé gioi néi
tiéng nhu cua Pan Am. Hiéu qua dén ngay tuc thi. Chuong trinh
WorldPass gay xo6n xao khong chi véi khach hang ma con véi
nhan vién ctia Pan Am va ca gioi bao chi. Hinh thic khuyén mai
do Adam dé xuat hap dan hon nhiéu so véi cac doi thu canh
tranh. Diéu d6 khién cac hang hang khong khac hoang loan that
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su va cudng cuong tim cach déi pho.

Thé 1a nguodi tham gia cudi cuing trong cudc choi lai tré thanh
ngudi dung dau trong tam tri cia nhimg khach hang thuong
xuyén. Pan Am con gt truc tiép cho 80.000 khach hang thuong
xuyén mot buu kién gom phiéu tham gia va mot vé may bay noi
dia khir héi dé khach hang c6 thé str dung bat ky lic nao trong
vong 6 thang - chi voi mot diéu kién duy nhat la tham gia vao
chuong trinh WorldPass. Ty 1é khach hang phan hoi lén dén 50%.
Day c6 le 1a muc ky luc trong lich st gt thu truc tiép cta linh vuc
marketing, chi thua ty lé phan hoi véi cac van thu tie IRS®!

Hanh dong thu hut khach hang coa nhing hang hang khang

American Airlines - Khi tham gia chuong trinh Admirals Club cta
hang hang khong nay vao dau nhimg nam 1970, khach hang seé
duoc nhan mot gidy chimg nhan duoc viét theo kiéu thu phap va
dong khung rat dep, trong d6 xac nhan tu cach hoi vién cua khach
hang. Nhimg giday chung nhan nay sau d6 duoc khach hang treo
trong phong lam viéc bang ca su tu hao va day chinh la nhing
biéu tuong dia vi that su.

Continental Airlines - Vao nhtmg nam 1960 - 1970, vi chu tich ndi
tiéng cua hang hang khong nay, Robert Six, thuong viét nhimg
buic thu dai dén vai trang gidy cho cac khach hang than thiét nhat
cta cong ty mot hoac hai lan trong nam. Nhimg buc thu nay duoc
viét khéo 1éo va chan thanh dén noi khach hang khong chi gia
ching 1am ky niém ma con tiép tuc bay trén cac chuyén bay cua
hang dé duoc ndm trong danh sach khach VIP.

(1) IRS: Internal Revenue Service - Cuc thué Lién bang clia My.
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Braniff International - Cu6i nhimg nam 1960 va trong sudt nhimg
nam 1970, Braniff thu hut su chi y cua hanh khach bang nhimg
chiéc may bay duoc son mau sac so voi ghé ngoi boc da. Khong
phan biét vé hang thuong hay vé hang nhat, moi hanh khach déu
duoc phuc vu bita dn bing bat dia st cao cap. Bong phuc cua tiép
vién la nhimg bod quan 4o thoi trang hiéu Halston. Chinh vi thé ma
khéach hang luon mong cho duge bay trén cac chuyén bay cua
Braniff - qua la diéu bat ngo.

Cudc chién gy quy

Nam 1983, Uy ban Thuong vién Pang Cong hoa muén két thuic
nam bang mot cudc van dong quyén gop quy mo lon tir hon
200.000 nha dong gop hao tam nhat ctia Pang nay. Vao thoi diém
do, ho van thuong gui dén cac manh thuong quan nhimg buc thu
duoc soan thao trén may vi tinh véi chi phi khoang 50 xu cho méi
btc. Tuy nhién, dé dat hieu qua vuot troi so voi nhimg lan gui thu
truoe, toi da thuyét phuc duoc ho thir lam theo cach hoan toan
khac: chuan bi mot buc thu rat dac biét véi chi phi khoang 7 d6 la.
Két qua cudi cung: tong s6 tién quyén gop duoc 1a hon 2 trieu do
la, vuot hon mic ma d6i tha caa ho - Uy ban Thuong vién Dang
Dan chu - thu duoc trong ca nam.

Buc thu tri gia 7 do la &y bao gom:

a. Mot phong bi nhin bé ngoai giong nhu phong bi ctia hang
FedEx nhung that ra lai dugc gt di bang dich vu chuyén phat
nhanh ctia S& Buu chinh vién thong Hoa Ky,
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b. Mot 1a thu van dong quyén gop dai hai trang c6 dong

moc noi mau vang cua Thuong vién,

c. Mot tam anh Téng théng Ronald Reagan khd 20 x 25 (cm),
in mau, c6 chir ky kém theo cau cdm on do dich than Téng thong
viét cho timg nguoi, chang han: “Stephen, cam on anh da lién
tuc ho trg. Ronald Reagan!”.

bung vay, ching t6i da c6 200.000 bic anh c6 chitr ky kem
10i ghi chu géi cho timg nguoi. Vi Tdng théng Reagan qua ban
ron nén cong viéc nay sau do duoc giao cho mot nhom nhan
vién nit cia cong ty san xuat thu tin & bang Massachusetts dé ho
lam thém ngoai gio. M6i nguoi dugc nhan mot ban mau ¢6 chir
viét tay cua Téng thong va phai sao chép lai giéng y nhu thé.

Con gi c6 thé hap dan d6i véi nhing dang vién trung
thanh hon mot buc thu c6 cha ky va 10i cdm on do chinh tay
Tong thong viét? Pa phan déu cam thdy thich thu va két qua
1a ti 1¢ phan hdi lén dén hon 40%, so voi ti 1é thong thuong la
5 dén 10%.

Dung dé quén thé 6 nha

Karl Malden la guong mat tiéu biéu cho Séc Du lich American
Express trong vong 25 nam - thoi gian ky luc d6i véi cong viec
nay. Chuong trinh quang cao Séc Du lich cta ong trén truyén
hinh 1a su két hop hoan hao cta cac yéu t6: stc thu hat, noi dung
moi la va dong luc thuc déy khach hang hanh dong. Dau tién, ban
sé thay canh mot tén trom dang lén lay cdp tién trong vi, tui dung
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hoac tham chi trong phong khach san ctiia mot s6 du khach mat
canh giac. Sau do, Karl xuat hién trong hét nhu vi canh sat ma ong
dong trong bo phim truyén hinh Streets of San Francisco. Ong
nhin thdng vao man hinh va néi: “Diéu nay co thé xay dén voi
ban!” va kéu goi: “Dtmg dé bon trom lam hong ky nghi ctia ban.
Hay st dung Séc Du lich cia American Express”. Vi vay ciung
khong c6 gi ngac nhién khi American Express tro thanh hang the
tin dung hang dau voi 75% thi phan.

Anh chang Joe Greene du ton

Doi khi, nhimg hinh anh trong gian di cting c6 thé tao nén sy
cudn hut. Coca-Cola da thiét ké mot mau quang cao trén truyén
hinh gébm mot cau bé ham mo dang yeéu khoang 10 tudi va Joe
Greene, hau vé tan cong cta doi Pittsburgh Steelers, cao to va
trong co6 ve dit ton trén san bong.

Mét mai, kiét strc sau tran dau, vdi vé cau cé dit ton trén
guong mat, Joe budc dén gan cau bé - luc ay dang giw trong
ban tay bé xiu cia minh mot chai Coca that 1on. Joe nhin xuéng
cau bé, cung luc cau bé ngudc nhin 1én véi vé nguong mo, bat
chap vé mat cau c6 cua chang cau thu to 1on. La nguoi ham mo
dich thuc, cau dua Joe chai Coca cua minh. Joe luong lu trong
vai gidy, sau d6 nhan lay chai nudc uéng mot hoi dai hét sach.
Sau d6 anh tra lai cai chai cho cau bé, nhoén miéng cuoi va noi:
“Cam on nhoc!” Thong diép gui gam qua mau quang cdo la
“Hay uong Coca va cudi vui”.
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Mr. Whipple

Gidy vé sinh la san pham kho c6 thé tao nén sy 16i cuén. Tuy
nhién, san phém gidy vé sinh cua Charmin da xay dung nén
mot nhan vat hai hudc khién khach hang siéu thi khoé co thé
quén duoc.

Mr. Whipple t6i nghiép, nguoi canh gitr gian hang trung bay
ctia Charmin, né luc dé gitr cac cudn gidy vé sinh khong bi roi. Ban
sé bi cuén hut va cham chu doi theo canh Mr. Whipple bat duoc
nguoi vo cac cudn gidy Charmin.

Mr. Whipple tao cho ban cam giac gidy Charmin mém mai
dén ndi ban cing muodn dit tay vao nhing cudn giay ay. Tat
nhién ban mudn lam viéc d6 ¥ nha dé khong bi Mr Whipple rinh
rap. Qua la mot dong luc manh mé thuyét phuc khach hang di
dén hanh dong. Mot vi du dién hinh vé su khac biét.

Peter Lynch, Lily Tomlin va Don Rickles

Doi véi nganh dich vu tai chinh, cac mau quang cao thuong la
nhimg hinh anh quen thudc dén nham chan hét ndm nay dén
nam khac. Ai trong ching ta ciing can cac thong tin tai chinh
hodc sy bao dam vé tai chinh cho gia dinh, nhung déu cam thay
ngan ngam trudc nhimg mau quang cao don diéu khong thu ht
duoc su chu y cua chung ta.

Ngoai ra, dich vu tai chinh thuéc loai san phém kho 16i cuén
duoc khach hang. Cac san pham khong dap tng nhu cau thiét
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yéu ctia cudc song nhu dn, mac, vui choi giai tri... déu thuoc loai
san pham kho 16i cuén khach hang. D6i voi nganh dich vu tai
chinh, ban khong thé nhin thay hoac cham tay vao hau hét cac
loai tién té, tham chi to tién mat trong tui cua ban cting chang co6
dac tinh nao ma chi la mot manh gidy vo cam.

Néu muodn thém bang chimg cho thay viéc quang céo cac
dich vu tai chinh kho ¢6 thé thu hit khach hang nhu thé nao, thi
ban ciing can biét rang chua timg c6 mau quang cao nao cla cac
cong ty dich vu tai chinh lot vao danh sach 50 chién dich quang
cao thanh cong nhat moi thoi dai cua bao Advertising Age.

Khi con 1a truong bo phan marketing dich vu ban le cuaa
Fidelity Investments vao cudi nhimg nam 1990, t6i da quyét tam
khong di theo 16i mon cua cach tiép can quang cao thong thuong
trong nganh dich vu tai chinh; thay vao d6 toi chon cach thiét ké
mot chién dich quang cao c6 thé tao nén tiéng vang cho doanh
nghiép.

Bat ky ai dau tu vao thi truong ching khoan cing déu biét
dén Peter Lynch. Peter tu van cho khach hang cach dau tu hiéu
qua. Vi vay, trong nhimg ngay dau tién ¢ Fidelity, toi cho rang
Peter sé 1a nguoi phit hop nhat trong vai trd phat ngon vién cho
chién dich quang cdo mdi ctia cong ty. That ra thi Peter chua timg
tham gia vao bat ky hinh thic quang cao nao trudc day, va
Fidelity cing chua timg nghi dén chuyén st dung nguoi that dé
quang ba thuong hiéu cua cong ty.

Tuy nhién, t6i khong mudn Peter chi lam cong viéc cua mot
phat ngon vién, du cing c6 nhiéu cach sang tao khac nhau

29



Danh cdp y tuong!

nham tao ra hinh anh mot phat ngon vién an tuong. Toi da
quyét dinh di tién phong vao vung dat chua c6 ai kham pha. Toi
chon mot van dé kho khan, nhu quan ly tién té, va tao ra mot
chién dich quang cao khong chi cung cap nhiéu thong tin ma
con mang tinh giai tri, tap trung vao nhimg chu dé lién quan
dén quan ly tién t¢ nhu: huu tri, quan ly danh muc von dau tu
va gia tri cta viéc dau tu dai han.

Tham gia vao phan quang céao la Lily Tomlin va Don
Rickles, hai dién vién hai ndi tiéng. Hai nguoi luan phién dong
cap voi Peter trong cac canh quang céo trén truyén hinh vao cac
nam 1998 va 1999.

Chuong trinh nay ngay lap tic mang lai hiéu qua. Toan bo
nhan vién cong ty déu thich cach tiép can dot pha nay. Ho ngac
nhién khi Peter ding ra lam nguoi dai dién cho cong ty va dong
quang cao chung vdi hai dién vién ndi tiéng. Di nhién, ca khach
hang hién tai cing nhu khach hang tiém nang deéu yéu thich
nhing mau quang cao nay. Pon gian chi vi chung khac biét va
hai hudée. Mdi lan nhimg mau quang cdo nay duoc phat trén
truyén hinh la lai ¢c6 mot luong 16n khan gia phan hoi qua dién
thoai cting nhu qua mang.
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Thé nao la thuong hiéu?
Diéu gi tao nén su thanh cong
cho thuong higu?

Quan ly thuong hiéu ra sao?

Thuorng hiéu da ton tai ngay tur khi con nguoi xuat hién trén
trai dat. Ttr khi moi sinh ra cho dén luc tur gia cudc doi, chung ta
khong ngtmg so sanh minh véi nguoi khac. Tham chi, ngay ca
khi da vé bén kia thé gidi, bia mo cua chung ta cting dugc khac
nhing dong chit hay dau an lam ndi bat nhing thanh qua ma ta
da lam duoc khi con séng, nham thé hién su khac biét véi bia mo
cta nhimg nguoi hang xém canh bén.

No6i mot cach don gian, thuong hiéu 1a mot ca nhan, moét noi
chén, hay mot vat c¢6 thé nhan biét duoc. Cong viéc cda cac
chuyén gia marketing la xay dung thuong hiéu sao cho san
pham va dich vu cia minh mang tinh d4c thu va khac biét so véi
cac san phém cing nhu dich vu cung loai cua d6i thu canh
tranh. Van dé chu yéu la su khéc biét hoa.
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Hau hét cac thuong hiéu luon ham chita mot 10i bao dam nao do
vé san pham hay dich vu. Cac nha bu6n da cdm thach thoi La Ma ¢6
xua la nhimg vi du dién hinh dau tién ctia viéc bao dam uy tin
thuong hiéu. Dé quang cao san pham ctia minh, ho da ghi lén phién
da chir sine cere, sau nay trd thanh chir “sincerely” (chan that)
trong tiéng Anh. Dudi thoi La M3, hang chirnay c6 nghia 1a “khong
o sap”, ngu y rang da cam thach cua ho la nguyén chét, khong c6
nhimg vét nut duoc tram lai bang sap. Bat ky nha buon nao ban da
cam thach ma cht sine cere duoc ghi khong ro rang déu bi xr tr.
May man thay, ngay nay, cac giam doc thuong hiéu cta ching ta
khong phai chiu hinh phat nang né dén thé.

Tat ca cac thuong hiéu thanh cong va néi tiéng thuong chi
can duoc miéu ta bang mot hoac hai ti. Nhiung thuong hiéu
nay quen thudc dén néi chi thoat nhin 1a ban c6 thé ngay lap
tirc biét duoc chung dai dién cho cai gi. Mot thuong hiéu thanh
cong sé gay cam hing cho ban, khién ban yéu thich, chu y va
nhd mai thuong hiéu do, tham chi c6 khi con khién ban s¢ hai
hay cam ghét.

Mot trong nhimg thuong hiéu thanh cong va dé nhan biét
nhét trong thoi dai ngay nay chinh 1a quéc ky nuoc My. Biéu
tuong nay duoc duc két chi trong hai chir: tu do. Do6i voi hau hét
nhimg nguoi yéu tu do trén trai dat nay, hai cha ay dai dién cho
nhing gi ma con nguoi luén hudng toi: su tu do tu tai va co hoi
dé theo dudi uéc mo ctia minh.

Céac thuong hiéu lon thuong c6 bon dic diém: tao cam hung,
thiét yéu, tin cay va doc ddo. Voi mot chuyén gia marketing,
viéc xay dung duoc hai dic diém dau tién qua la mot diéu
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Qudn ly thuong hiéu ra sao?

khong dé dang chut nao, trir khi ban lam cong tac marketing cho
ca mot qu6c gia hay mot khu vuc. Tuy nhién, cac nha marketing
nén tap trung xay dung thuong hiéu cia minh tro nén dang tin
cay va doc dao trong bat ky thoi diém nao.

Thuong hiéu thuong phiic tap va dugc thé hién dudi nhiéu
hinh thue khac nhau. Mot s6 thuong hiéu doi khi kha “map mo”
va doi voi nhiéu nguodi khac nhau thi chung lai mang nhimg y
nghia khac nhau. Cac chinh tri gia la vi du dién hinh ctia su mo
hé nay. Chang han, d6i voi nhiéu nguoi, George W. Bush la
nguoi biét nhin xa trong rong, c6 muc dich, nguyeén tac, quyét
doan, mot nguoi chién dau cho tu do. Nhung v6i nhiéu nguoi
khac, 6ng chi 1a mot ké khong biét suy xét van dé, nguy hiém,
ngao man, y manh hiép yéu.

Frank Sinatra, nhan vat ma ta kho c6 thé chi miéu ta bang
vai tir, la mot vi du khéc caa tinh phtc tap va doi khi mang
nhimg dic diém trai nguoc nhau cia mot thuong hiéu. Trong
nhiéu ndm lién, bén ngoai ngodi nha cua ong & Palm Springs,
bang California, nguoi ta thay mot tam bang 16n voi dong chir
“Coi chumg Chu nha”®. Co lé diéu nay da noi lén tat ca. Sinatra
6 thé 1a mot nguoi kho chiu, dir dan, kién quyét va ciing nhéc.
Nguoc lai, ong ciing c6 thé la nguoi tix té, trung thanh tuyét doi
va chu dao. Trén hét, nguoi ta ciing c6 thé cho 6ng la mot con
nguodi nong nhiét. Khong nghi ngo gi nira, Sinatra 1a mot trong
nhimg nam ca si hay nhat ctia moi thoi dai. Mot dién vién xuat
sac. Va cung la mot thuong hiéu bén ving, ton tai mai trong
long moi nguoi.

(1) Nguyén vin: “Beware of Dog’s Owner”.
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Tém lai, mot thuong hiéu c6 thé duoc mo ta chi trong vai tu,

vi du:

34

NIKE

Coke
Marlboro
BMW
Porsche
FedEx

UPS
Schwarzenegger
Apple

IBM

Lau Nam Géc
NBC

ESPN
Playboy
Paris Hilton
Britney Spears
The Masters
Four Seasons
Motel 6

Las Vegas
MIT

Harvard

trang thiét bi thé thao

nudc ngot

thuoc 1a

xe hoi v6i cong nghé Duc

xe hoi c6 toc do va hiéu suat cao
dich vu phat chuyén nhanh
dich vu van chuyén hang hoa
Ké Hily Diét/Thong doc

may tinh ca nhan doi méi

tap doan khéong 16 vé cong nghe
trung tdm dau nao quan su
truyén hinh néi mang

kénh truyén hinh thé thao

tap chi danh cho nam gioi
nguoi nghién quan hé cong ching
ca si goi cam

giai danh gon Holy Grail

khach san hang sang

nha nghi binh dan

thanh dia co bac

thién duong cho dan ghién cong nghé

truong quy toc



Thé nao la thuong higu? Diéu gi tao nén sy thanh cong cho thuong hiéu?
Qudn ly thuong hiéu ra sao?

Vay thi, lam thé nao dé san pham va dich vu ctia ban tronén
khéc biét so voi doi thu canh tranh? Day chinh la van dé c6t 16i
cua viéc quan ly thanh cong thuong hiéu. Vé co ban, viéc xay
dung va quan ly thuong hiéu la su két hop ctia bon yéu t6 mar-
keting dudi day:

1. Uu thé san pham doc déo c6 tinh thuyét phuc,
2. Hinh tuong thuong hiéu thu hut su chua y,

3. San phém c6 do tin cay cao va mang tinh méi la,
4. Hoat dong quang cao tong hop va dé nho,

Chung ta sé ban ky hon vé cac yéu t6 1, 2 va 4 trong cac
chuong sau.

Uu thé san phdm déc ddo (Unique Selling Proposition - USP)

Ban can phai tom tat chi trong mot hodc hai cau nhimg diém néi
bat nhat vé doanh nghiép cua ban, diéu tao nén su khac biét,
cach thirc giip nhan vién ctia ban c6 thé hoan toan hiéu r6 ly do
ho can phai né luc hét minh va két qua ctaa nhimg su nd luc do,
va diéu khién ban trd nén dac biét hon so véi d6i thu canh tranh.

Mot vi du veé uu thé san pham doc dido ma t6i van con nhd do
1a 1an t6i duoc moi di &n t6i cach day da nhiéu nam. Hom d6, toi
ngdi canh truong phong marketing ctia hang xe mo t6 Harley-
Davidson. Khi nghe t6i hdi vé bi quyét khién Harley trd thanh
thuong hiéu xe mo to ndi tiéng trén thé gidi trong nhiéu nam
lién, 6ng ta tra 10i rang:
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“Chung toi thué vai nguoi da trdng c6 than hinh qua khé, tudi trung nién mdc
dd da réi lai chiéc Harley vao cudi tudn qua nhing thi trdn va nhing ngéi lang
nho, doa cho dan cu 6 do so chét khiép lén.”

D6 qua la mot trong nhing wu thé sin phim doc ddo duoc
mo ta suc tich nhat ma toi timg duoc nghe. Hay chac chan rang
ban cting c6 thé truyén dat uu thé san pham doc dao cua ban 16
rang nhu thé.

Hinh tuong thuong hiéu thu hot sy cho y

Twong tu nhu ky hiéu viét tat ctia thuong hiéu, cac biéu tuong
hay logo sé khién khach hang nh¢ mai thuong hiéu do6. Co
nhimg logo doc dao va mang tinh toan cau chang han nhu NIKE
voi dau moc bén dudi, IBM - viét tat cta International Business
Machines, BMW - viét tit ctia Bavarian Motor Works. To6i cho
rang hau hét nhing ai mua xe hoi ngay nay chi nghi BMW la
BMW ma khong hé nghi do 1a cha viét tit cua bat ky tir nao
khac. BMW da két hop logo ctia minh véi cau khau hiéu don
gian nhung khong kém phan manh meé va doc dao: “The
Ultimate Driving Machine” (Co mdy ldi thuong thing), nho do
BMW lién tuc gitr vi tri hang dau trén thi truong xe hoi hang
sang von 1a mot thi truong ludn canh tranh da doi.

Néu biéu tuong ctia ban doc dao dén ndi khong can phai giai
thich gi thém thi ban da thanh cong trong hoat dong marketing.
Trong nhiéu nam lién, hang dau nhot Shell da thém tur “Shell”
bén trong logo hinh vo6 s6 mau vang ctia minh. Logo nay dan dan
trd nén dé nhan biét dén ndi sau nay hang Shell quyét dinh
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khong thém tir “Shell” trong biéu tuong nita - tir nay khong that
su can thiét va con co thé bi xem 1a thira.

San phdm co dd fin ¢y cao va mang tinh méi lo

Moi logo va moi uu thé san pham doc dao nhat sé chéng c6 y nghia
gi néu san pham do khong c6 do tin cay cao va mang tinh mdi la.
Dé c6 thé dimg vimg trén thi truong, mot cong ty phai khong
ngimg doi moi va duy tri do tin cay déi voi san phdm ctia minh.
Day chinh 1a ly do khién viéc cho ra doi nhimg san pham c6 tinh
dot pha tronén quan trong dén thé va nhin chung dugc xem 1a yéu
t6 chinh trong qua trinh nd luc dé marketing thanh cong.

C6 vo 56 vi du dién hinh ctia nhing cong ty hang dau trong
viéc phat trién san pham, dac biét 1a cac cong ty san xuét xe hoi.
Ngoai ra, cting phai ké dén dich vu dua don khach béng xe buyt
sang trong cua Eastern Airlines - hang hang khong dau tién dua
ra dich vu nay. Pay la vi du dién hinh ctia tinh sang tao, dong
thoi n6 thé hién do tin cay cao, mot dac diém ma cho dén nay
luon 1a nét ndi bat caa dich vu xe buyt dua rudc dén san bay.

Trong pham vi cudn sach nay, chung ta sé khong dé cap dén
viéc tao ra san pham moi nhu thé nao - ma chu yéu noi vé cach
marketing chung.

Cong tac marketing du t6t dén dau cing khong thé phat
huy tac dung d6i voi nhig san pham t¢ hai. Néu dang lam viéc
cho mot cong ty san xuat nhimg san pham nhu vay, ban nén rt
lui trudce khi cong ty do dong cua.
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Hoat dong quang cdo tong hop va dé nho

C6 rat nhiéu mau quang cao do té, doi khi ngd ngan va tham chi
con xtic pham khén gia. Vi vay, khong thé trach dugc khi khan
gia bo qua muc quang cdo trén dai hoac TV, luét qua cac trang
quang cao trén bao hay tap chi vi cam thay qua nham. Vi thé,
muc tiéu cua ban, véi vai tro nguoi xay dung thuong hiéu, la thu
hut su chu y cda khan gia, chuyén tai dén ho mot thong diep
kho quén thong qua cac phuong tién truyen thong phu hop.

C6 mot diéu thoat nghe thi rat don gian 1a, nguoi ta sé nho
lau hon néu khong bi nhéi vao dau quéa nhiéu thit cing mot luc.
Mau quang cdo dang nho chinh 1a mau quang cao thé hién duoc
tinh khuc chiét trong thong diép manh mé ma ban mudn
chuyén tai. Nam 1964, nhom van dong tranh cit chic Tong
thong cho Lyndon Johnson da ndm duoc bi quyét nay va cho ra
mau quang cao Hoa ctc ndi tiéng, trong d6 ho da lam ndi bat
viéc bo phiéu cho ung ctt vién d6i thu Barry Goldwater la thiéu
khon ngoan ra sao.

M¢ dau phan quang cao la canh moét bé gai xinh xan ding
gitta canh ddng hoa ctic, 1an luot ngét timg canh hoa va dém 1,
2,3,4,5,6,7,8,9. May quay chiéu can canh guong mét co bé,
sau do dén doi mat, roi mot mau den bao phu toan man hinh.
Tiép theo, mot giong nam cat lén, bat dau dém nguoc: 10,9, 8, 7,
6,54,3,2,1,0.

Mot tiéng nd 1on vang lén va tiép theo la canh nd bom hat
nhan tran ngap man hinh. Giong noéi cua Téng théng Lyndon
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Baines Johnson vang lén khién khan gia nho dén W.H. Auden®:
“Tat ca dang bi de doa. Hodc la tao ra thé gioi cho moi nguoi déu
dugc song, hodc phai song trong dém t6i”. Mot dam may lon
dan lén va bién thanh con bao ltra, va giong noéi cta Johnson tiép
tuc: “Chung ta phai thuong yéu nhau, néu khong chung ta sé
chét”. Man hinh tréng tron va ngay sau la dong chtt mau tréng
xuat hién: “Hay bo phiéu cho Tdng théng Lyndon Johnson vao
ngay 3 thang 11”. Cudi cung, mot giong no6i nam khac vang lén,
day veé chuyén nghiép: “Hay bé phiéu cho Tong thong Lyndon
2)

Johnson wvao ngay 3 thing 11. Ban khong thé ngdi yén vi moi

nguy hiém qud lon”.

Khong can phai noi, nhém van dong tranh cir cua doi tha
Goldwater chang vui vé chut nao va cudi cung da thanh cong
trong viéc khong cho phat mau quang céo trén truyén hinh.
Nhung viéc nay thuc ra chi khién mau quang cao dugc nhiéu
nguoi biét dén hon.

Mot vi du gan day hon vé mau quang cdo dang nhd la chién
dich quang ba kéo dai cho loai hinh dich vu thé chap bat dong
san c6 tén Champion Mortgage trong thap nién 90. Dich vu nay
nhdm dén dodi tuong khach hang la nhimg nguoi can vay tién
ngan hang nhung kha ning chi tra tin dung thap, chi & muc t
kém dén trung binh. Champion thiét ké phan quang cao voi
thong dieép khong vong vo ma danh truc tiép vao nhu cau can
vay ngan hang. Nguoi dai dién cho cong ty, cting chinh la nguoi
thanh 1ap cong ty, xuat hién & cudi phan quang cao voi 1oi hia

(1) Wystan Hugh Auden, nha tho nguoi Anh - mot trong nhing tac gia ndi tiéng va coé
anh hudng nhit trong thé ky 20.

(2) Lyndon Baines Johnson sau do da dic ct va tré thanh Tdng théng My doi thit 36 véi
dng s6 phidu bau la 61%, s6 phiéu cao nhit ma mot tng ¢t vién tdng théng timg dat duoc.
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hen that hap dan: “Néu ngan hang cua ban no6i ‘Khong duoc’,
Champion néi “DUOC’!” Co lé khach hang chi can biét c6 thé.
Cau quang cao nay xuat hién & khap moi noi, tir chuong trinh
thé thao, bao chi, dén catalog, t& roi, mau don xin vay vén va
tham chi con duoc in ca trén do thun...

Mot vi du khac 1a Apple, Cong ty ludn di tién phong va dan
trude doi thu canh tranh trong nganh cong nghé thong tin. Nam
2001, Apple gidi thiéu thiét bi nghe nhac ca nhan iPod trén thi
truong. Ho xay dung mot chién dich quang ba hinh anh ram ro
va that su gay kinh ngac, khi stt dung nhimg mau sac ky thuat
s0 ruc rd tao thanh bong nguoi clr dong lam phong nén dé lam
ndi bat san pham.

Vay 13, cho du ban & dau, dang & bat cu do tudi nao, ban
cting c6 thé dé dang hiéu duoc iPod la gi ngay khi xem quang
cao trén bao chi hoac trén truyén hinh. Tat ca déu that don gian,
that 16i cuén voi nhimg hinh anh sinh dong va mét ctia ban sé
bi hut theo ngay nhimg hinh anh d6, cho du ban c¢6 muén hay
khong. May iPod cua Cong ty Apple la vi du dién hinh ctia viéc
chuyén tai thong diép don gian nhat - stt dung hinh anh dé miéu
td vé san pham sé hiéu qua hon gap tram lan so véi viéc dung
t ngtr.

Nhu ban da thay, quan ly thuong hiéu khong nhat thiét phai
la cong viéc phtc tap, doi hoi ban phai nat 6c suy luan véi
nhtmg hinh khdi, ban d6 hién thi chu ky vong doi ctia thuong
hiéu. Xay dung thuong hiéu ctng khong phai duogc hinh thanh
tir nhimg nguyén tic khoa hoc, nhu nganh vat ly. Quan ly
thuong hiéu chi don gian bao gdm bon yéu t6 nhu da néu trén.
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Chi can tap trung c6 gang thuc hién that hiéu qua timg yéu to,
doanh nghiép va thuong hiéu cua ban sé khong ngimg phat
trién. Bi quyét cia marketing thanh cong chinh 1a thuc hién that
thong minh va sang tao nhimg y tuong don gian nham cung c6
thong diép thuong hiéu ma ban mudn chuyén tai.
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Cach tao nén mét vu thé
san phdm doc dao (USP)

Bét ky cong ty nao cting can c6 mot wu thé san pham doc dao
(USP - Unique Selling Proposition). Uu thé nay c6 thé dugc thé
hién dudi dang mot ton chi kinh doanh ngan gon, hay mot cau
khau hiéu that sy gay an tuong cho ca nhan vién ciing nhu
khach hang. Tham chi trong nhiéu truong hop, USP c6 thé chi 1a
mot phan trinh bay truc quan vé san pham hay dich vu. Thuat
ngtrnay duoc moi chuyén gia trong nganh quang cado cong nhan
la c6 y nghia, do Rosser Reeves - mot chuyén gia gao ci trong
nganh quang cao khoi xuong. Theo ong, mot USP that su hiéu
qua van luon la cach tét nhat dé phan biét thuong hiéu cda ban
voi déi tha canh tranh.
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Federal Express la vi du cua moét cong ty luon tuan thu mot
cach sat sao v6i USP cua minh. Tat ca déu bat dau véi y tuong
day sang tao cta Fred Smith - y tudng ma chinh vi giao su trong
truong kinh doanh noi ong timg theo hoc cho rang sé chang bao
gio c6 hiéu qua. Vao gitta thap nién 70, Fred thanh lap doanh
nghiép chuyén vé giao nhan hang hoa, khoi dau vaoi vai chiée
may bay chuyeén co Falcon loai nho va moét chién dich quang cao
rat thanh cong do Cong ty quang céo Ally & Gargano xay dung,
bat dau voi cau khau hiéu: “Khi ban that su can, rat can, phai gui
hang ngay lap tuc”. Vanhu vay, mot USP da ra doi va ton tai cho
dén ngay nay, nhu mot 1oi hira cia Federal Express d6i voi khach
hang. Cach day vai nam, Federal Express nhan thay khach hang
c6 xu hudng noi tat tén cong ty thanh FedEx ngay cang nhiéu,
tham chi tir nay con duoc stt dung nhu la moét dong tur dé chi viec
van chuyén nhanh hang hoa hay tai liéu. Cong ty sau d6 nhanh
chong déi tén chinh thiic ctia minh thanh FedEx dé bao ho quyén
so htru thuong hiéu nay.

Ban hay dé y chai nuéc ngot Coca-Cola bang thuy tinh nang
8 ounce (khoang 226 gr) trong hinh trang sau. Hinh dang cua
chiéc chai nay nam trong s6 nhimg hinh dang dac thu dé nhan
biét nhat, cho du c6 gan chit Coca-Cola hay khong. Coca-Cola
SO HUU hinh dang nay. Va d6 ctng chinh la USP ctia ho. N6
goi lén cho chiing ta y nghi: “Chi véi Coca-Cola ban méi c6 thé
chop lay va lam thoa man con khat cia minh”. Nhan thic duoc
sttc manh cua vo chai voi thiét ké c6 mot khong hai nay, Coca-
Cola da khoi phuc lai kiéu vé chai nuéc ngot ¢d dién, dong thoi
in lai dang chai nudc ngot nay trong cac phan quang cao ctua
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minh - day qua la mot su trd lai day thuyét phuc trong thi
truong nudc ngot ¢6 ga von luodn co tinh canh tranh dir doi. Du
sao thi moét chai nudc ngot van chi 1a mot chai nude ngot, néu
khong c6 nhimg yéu t6 tao nén su khac biét doc dao nhu thé.

L

Mot trong nhimg USP mang tinh thuong mai manh mé nhat
cua moi thoi dai c6 1é 1a cua hang thudc la Marlboro, mot thuong
hiéu ma dén tan bay gio van con duy tri duoc gan 50% thi phan
trén toan thé gisi. Hinh anh chang cao b6i Marlboro ndi tiéng
thé hién vi tri thuong hiéu bén vimg, dai hon ntta thé ky, déng
thoi goi nén mot cam giac tw do nhu mot chang lang tu, dé la
chinh minh, dé c6 thé lam bat cir diéu gi minh muén va vao bat
ky luc nao. Chinh sy lang man da khién anh chang cao boi bi
hiém &y tr¢ thanh trung tam thu hut ca phu nit 1an nam gidi, bat
ké ching toc, quéc tich, hay mirc thu nhap va khién nguoi ta
khong thé tir bd - hét thé hé nay dén thé hé khac.
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Marlboro da xay dung duoc moét hinh anh mang tinh toan
cau vo cung vimg chac dén ndi hinh anh chang cao bdi luon &
trong tam tri nguoi tiéu dung, ngay ca khi hinh anh d6 khong
xuat hién trén vo bao thudc 14.

FILTER CIGARETILS

'

\arlbora

That ra, viéc khong cho in hinh anh chang cao boi trén vo bao

thudc 1a mot quyét dinh rat sang suét. Tirnhtmg ndm 1950, khi lan
dau tien tung thudc 14 Marlboro vao thi truong My, Phillip Morris
da thué hang quang cao Leo Burnett xuc tién viéc quang ba thuong
hiéu. Nhom chiu trach nhiém thuc hién cong viéc nay, ma truong
nhom cting chinh 1a nguoi thanh lap - Leo Burnett, da quyét dinh
rang khong nén in hinh anh chang cao boi lén bao thudc 14, vi khi
hat hét thude, nguoi ta co thoi quen bop vo bao thudc trude khi bo
di, nhu thé sé vo tinh “bop nat” luén hinh anh nguoi huing, truyén
thuyét vé mo udc “dugc lam nhimg gi toi muén” ma chang cao boi
thé hién. Khong ro quyét dinh nay co phai la két qua ctia mot y
tudng thong minh hay chi la su trung hop ngau nhién hay khong
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nhung khong ai c6 thé phti nhan dugc rang nho d6 ma hinh anh
chang cao boi van luon in dam trong tam tri nhiéu nguoi.

USP ctia hang BMW luon gén lién voi logo bat ctr khi nao ¢6
thé dé thanh khau hiéu “The Ultimate Driving Machine”. USP nay
cting chinh 1a 10i cam két ctia hang voi khach hang va cong ty luon
nd luc dé gitr 1oi cam két nay thong qua viéc thiét ké va van hanh
nhtmg chiéc xe hoi cia minh mot cach hoan hao nhat. Tat ca cac loai
xe cia BMW déu duoc ban voi gia cao va hiém khi ha gia. Cong ty
cting rat khat khe trong viéc dam bao tiéu chuan chét lugng dich vu
ctia cac dai ly va sé khong ngan ngai cho dong ctra bat ky dai Iy nao
khong dap tmg nhimg tiéu chuan nay - mot diéu kha khac thuong
trong nganh dich vu xe hoi. Chinh vi vdy ma BMW tu tin tuyén bo
rang khong c6 chiéc xe hoi nao t6t hon - BMW chinh la xe cao cap
nhat. Nhimg khach hang trung thanh cia BMW duong nhu ciing
doéng tinh véi phong cach nay ctia hang. Liéu ban co thé ké tén mot
thuong hiéu xe hoi khac cting c6 cau khau hiéu tuong tu hoac loi
xac nhan chic nhu dinh dong cot nhu thé vé chat lugng? Qua la
hiém - chinh t6i cting khong nghi ra duoc!
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Ba vi du khdc vé uu thé san phdm doc ddo

Nhing vi du vé USP sau day la su lua chon cua riéng ca nhan
toi va thuodc cac nganh nghé hoan toan khac nhau: mét dai ly xe
hoi, mét loai ruou Rum binh dan va moét nha tho Tan giao.

1. Bang hiéu bén ngoai cia mot dai ly xe hai ¢ Boise, bang
Idaho, ghi: “Fairly Reliable Bob’s” (Dai lyj xe hoi Bob ding tin
cdy). Fairly Reliable Bob’s la dai ly xe hoi 1on nhat ¢ bang
Idaho va, theo nhu t6i dugc biét, ciing la doanh nghiép thanh
cong nhat tai bang nay. Doc bang hiéu cua ho, ¢6 thé ban sé
thot 1én: cudi cung minh cting tim duoc mot dai ly xe hoi biét
noi su that.
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2. Quang cdo rugu Rum cta Cong ty Meyer's Rum: “Old and Not
improved.” (Cii va chua timg dugc cdi tién). Moi thi vé mau
quang cao ruou Rum cia Meyer déu & ngay trudc mat ban.
Hoan toan khac biét so véi quang cdo cua cac hang ruou khac.
That su doc dao!

OLD AND
NOT IMPROVED.
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3. Quang cdo cia nha tho Tan gido: “In the church started by a
man who had six wives, forgiveness goes without saying.” (Tai ngoi
nha tho do mot nguoi timg co 6 vo ldp nén, ban sé duoc tha thir
ma khong can phdi néi mot loi nao). Mau quang cao nay xuat hién

In the church
started by a man
who had six wives,
forgiveness goes
without saying.
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khoang 10 nam trudc day va la mot phan cua chudi quang cao
duoc in lién tuc trén bao voi nd luc giai quyét van dé ngay cang
6 it ngudi di nha tho. Chién dich quang cao nay rat thanh cong
nhung lai gay ra nhiéu tranh cai trong bo phan giao chuc cua
nha th¢ va cudi cung da bi huy bo - chu yéu vi ly do chinh tri
trong nodi bo nha tho. Doi khi thuc té qua pha phang!

Nhu vay, lam thé nao dé tao ra mot wu thé san pham doc
d4o0? Toi xin bao dam réng, ban sé khong phai mat nhiéu né luc
nhu khi nghién cttu cdc mon khoa hoc dau.

Thong thuong, moi van dé chi xoay quanh mot y tuong that
to tat nao d6 vé san pham hay dich vu cda ban. Nhung doi khi,
c6 nhimg y tudong ro rang dén ndi ban kho nhan biét duoc stc
manh tiém nang cta chung. Do vay, ban can dung lai va nhin
nhan van dé dudi nhiéu goc do dé sén sang thira nhan nhimg da
kién, du tot hay xau, that sy lién quan dén san pham hay dich

vu cia minh.

Nhimg USP hay nhat thuong duoc tao ra mot cach tinh co.
Ngay ca nhimg dip 1€ 1a nhimg sy kién khong duoc 1én ké hoach
trudce, vi thé diéu quan trong la ban phai biét ndm bat nhimg y
tuong xuat hién bat chot. Nhimg ai lam trong nganh marketing
nén xem giay, but nhu nhung vat bat ly than. Ban than toi luc
nao cang c¢6 nhing “va khi” dac luc nay trong nguoi, ngay ca
khi dang chay bo, di dn trong nha hang, xem phim, du dam
cudi, choi gon... Cho du dang ¢ trén givong ngu tai nha hay tai
khéch san, toi van ludn co san gidy but. Doi khi, nhimg y tuong
tuyet voi nhat chot dén véi ban vao nhimg lic ban chang thé
ngo toi.
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Cach tao nén mot uu thé san pham doc ddo (USP)

Ban ciing can quan sat cach déi tha canh tranh dinh vi san
phém, dich vu ctia ho trén thi truong, dé tor d6 nd luc tim ra mot
cach tiép can hoan toan khac biét. Néu tat ca cac déi tha khac
déu ban xe hoi, ban sé ban xe kem theo dich vu. Néu bia ctia déi
tht c6 ham luong calorie théip, ban hay gidi thiéu vé loai bia c6
huong vi ngon tuyét voi cia minh. Néu d6i thua canh tranh
thuyét phuc khach hang bing san pham gia ré, ban c6 thé dinh
vi san pham cua minh thuoc loai “dang ddng tién bat gao”.

Gan day, toi da thiét ké mot mau quang cao cho mot nguoi
ban lam nha si. (Qud la lic nao ciing thudgn loi khi c6 ban lam nha
si). Nhtmg gi thé hién trong mau quang cao hoan toan la chuyén
duong nhién - nhung lai la diéu ma chua timg c6 nha si nao noi
ra - d6 la: “You Come First. Your Teeth Come Second” (Ddu tién
la ban. Roi moi dén rang ciia ban).

Diéu quan trong la: ban can tap trung vao dic diém co
ban cua san phém dong thoi tao ra sy khéc biét that doc dao
va 16i cuon.
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Chi tdp trung vdo nhing déc diém quan trong

Ct cho la doanh nghiép ciia ban c6 mot san phém hay dich vu
hoan hao voi ca tram dac diém ndi bat. Ban chi can chon ra ba
dac diém co stc 16i cubn manh me nhat, sau do tap trung tat
ca chuong trinh quang ba nhdm vao ba dic diém nay.

Mot ban danh sach dai ngoan liét ké mot loat dac
diém ctia san pham sé lam rdi tri khach hang, lam khach
hang kho nhan biét ly do chinh khién ho nén mua san
pham cua ban.

Chang han, néu ban muén mua mot chiée xe hoi, hay thu
nghi xem c6 bao nhiéu dac diém cuta chiéc xe that su quan
trong d6i voi ban khi ban quyét dinh mua n6? Nhimg dic
diém nay co le khong ndm ngoai yéu t6 gia ca, bao hanh va
co ché diéu khién cua chiée xe.

Véinhiing san pham c6 gia tri st dung lau bén, nhimg
déac diém chinh nén tap trung quang ba la: dé su dung,
chat luong tin cay va dich vu tién loi. Vay gia ca c6 phai
chang khong?

Tém lai, bat ké san pham ctia ban 1a gi, chi cdn néu ba
dac diém chinh la du dé cung cap cho khach hang tiém
nang nhimg thong tin can thiét gitup ho quyét dinh mua
hay khong.
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Ba cach xdy dung mét nhdn vét
dai dién néi bat va dé nho
cho doanh nghiép ca ban

Héu nhu tat ca moi cu dan trén trai dat nay déu dua vao mot
nhan vat nao do dé ly giai cho su ton tai ciia minh. Nhan vat dé
c6 thé 1a Thuong Dé, Chua Gié-su, Puc Phat, dang tien tri
Mohamed hay cac nhan vat ton gido khac da c6 tir hang thé ky
nay. Vi vay, khong c6 gi ngac nhién khi néi rang mot nhan vat
dac biét sé co tac dong dang ké trong chién luoc quang céo.

C6 rat nhiéu nhan vat néi tiéng da duoc thé hién thanh cong
trong nhimg chién dich quang cdo. Mot s6 nhan vat dai dién la
ngudi cua cong ty, chang han nhuw: Pai ta Sanders, Dave
Thomas, Frank Purdue, Orville Reddenbacher, Chuck Schwab,
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Peter Lynch. C6 nhimg cong ty thué nhing ngudi néi tiéng lam
nhan vat dai dién nhu: Karl Malden, Andy Griffith, James Earl
Jones, John Houseman, James Garner, Dinah Shore, Jamie Lee
Curtis, O.]J. Simpson va Candice Bergen.

Hay nhin lai thé gioi ctia nganh dich vu tai chinh - moét loai
hinh kinh doanh ma t4t ca nhtmg san pham va dich vu déu tuong
tu nhau, ngay ca khi d6 la ctia nhimg cong ty hang dau. Vi vay,
mot guong mat dai dién hay nguoi phat ngon c6 thé tao ra duoc
su khac biét. Vao dau nhimg nam 1980, Cong ty dich vu tai chinh
Smith Barney tién hanh chién dich quang ba viéc kinh doanh moi
gi6i cd phan. Ho da thué John Houseman, moét dién vién ndi tiéng
v6i phong thai tu tin va tin cay - day 1a mot quyét dinh sang sudt,
mot kinh nghiém khoé quén, dung nhu chién dich quang cao ma
ho thyc hién. Trong méi phan quang cao trén truyén hinh, trude
tien Houseman thao luan vé mot tinh hudng tai chinh ma ban, voi
tu cach la khan gia, nén biét. Sau do6 ong tiép tuc binh luan vé
chuyén mon cta Cong ty Smith Barney trong dich vu nay. Ong
luon luon két thuce bang cau noéi: “Smith Barney - Ho kiém tién
theo cach ¢ dién nhat: 1ay duoc no”.

Loat chuong trinh quang cao nay la mot trong nhimg chién
dich quang ba thanh cong nhéat ctia moi thoi dai. C6 nhimg
nguoi tham chi chua timg song & My trong nhimg nam dau
thap nién 80 nhung khang khang noi rang ho da thdy mau
quang cao nay trén TV va co thé lap lai mot cach chinh xac cau
khau hiéu du n6é da khong duoc phat trén séng truyén hinh gan
20 nam. Qua la khong nén danh gia thap stic manh cua nhan
vat dai dién.
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Mot vi du dién hinh khéc cta hinh thicc quang cdo nay la
viéc hang American Express moi dién vién Karl Malden lam
nguoi phat ngon dai dién trén truyén hinh va bao chi cho Bo
phan Séc Du hanh (Traveler Cheques) cua hang trong su6t 25
nam. Su két hop gitra san pham va nhan vat ndi tiéng nay qua
that hoan hao va tao ra hai hé qua dac biét. Thir nhat, trong
nhimg ndm dau cua chién dich quang ba, American da xay
dung va sau d6 lién tuc duy tri muc thi phan 75%. Thu hai, Karl
Malden sau d6 da trd nén ndi tiéng trong vai tro nguoi dai dién
cho ca thuong hiéu American Express. D6i voi cong chung, Karl
Malden chinh la American Express, cho du 6ng khong dong vai
tro gi trong bat ky chién luoc quang ba nao khac cia American
Express. Su ai m¢ danh cho Karl Malden, vi c4 tinh manh meé va
doc dao cua 6ng, cing da lan sang toan bo hinh anh thuong hiéu
ma ong dai dién.

Khi duoc hoi 1a ¢6 nén st dung nguoi dai dién dé quang ba
cho san pham khong, cau tra 16i ctia toi luon luon la CO. Nhu
vay, tai sao nhiéu cong ty lai khong lam theo cach nay? Co le
mot s6 cam thay rang chi phi dé c6 duoc nguoi dai dién 1a qua
cao. Mot s6 khac lai khong thich y tudng phai nho dén nguoi dai
dién quang ba cho san pham va cho rang sé tét hon néu dé chinh
san pham tu quang ba. Thé nhung, hau hét san pham la hang
hoéa thong thuong va can co tac nhan nao do6 dé day chiing vao
trong quy dao ctia nguoi tiéu dung. Nhimg nhan vat ndi tiéng
c6 thé thuc hién diéu nay. Va hiéu qua c6 duoc sé cao hon,
nhanh hon, lau bén hon bat ky cong cu quang ba nao khac ma
ching ta hién c6.
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Chon nguai quang ba phu hop

Chon moét guong mat dai dién phu hop véi chién dich quang cao
c6 thé la yéu t6 quan trong duy nhét trong qué trinh né luc
nham dén két qua doanh thu hang nim cao hon cua doanh
nghiép. Cho du nguoi ma ban “chon mat giri vang” 1a mot nhan
vat néi tiéng hay la nhan vién trong cong ty, ho déu can dam
bao tat ca nhing diém sau:

1. That su yéu thich va hiéu ro san pham hay dich vu ma ho sé
quéang ba. Day la diém VO CUNG quan trong. Sy quan tam hoac
yéu thich gia tao sé dé dang bi phat hién. Vi vay, nguoi dai dién
pht hop nhat phai 1a nguoi luon hai long véi san pham hoac
dich vu va khong hé c6 mot chut do du nao khi quang ba san
phdm hodc dich vu d6. Néu ban thay c6 bat ky dau hiéu nao
kiéu nhu: “Toi khong quan tam dén san pham nay” ctia ngudi
dai dién tiém nang, hay tim mot nguoi khac thay thé vi nhimg
dau hiéu nhu thé sé duoc thé hién moi luc.

2. Cam thdy thoai mai trong moi tinh huéng giao tiép, ké ca
nhiing budi phéng van véi bao chi va nhiing budi hop mat nhan vién.
Néu nguoi dai dién lung tung trude dam dong, khong quan tam
dén viéc gap g nhan vién trong cong ty theo dinh ky, luc nao
cing tach biét voi moi nguoi véi hai vé si bao vé bén canh va
khong muén tiép chuyén véi bao chi, ban hay QUEN ngay viéc
st dung ho lam nguoi dai dién. Ngoai ra, ban ciing dung mong
doi quéa nhiéu vao viéc nhing nhan vat ndi tiéng, nhat 1a dién
vién, sé 1a nhimg nha thuyét trinh tuyét voi - ho khong phai la
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tip nguoi nay dau. Chin muoi tam phan tram dan s6 chung ta,
bat ké thuoc nganh nghé gi, déu so phai thuyét trinh truoc dam
dong, tra 10i phdng van, hoac bi hoi bat ngo. Thé nén, nguoi dai
dién tiém nang phai luon sén sang va thoai mai khi néi chuyén
trudc cong chung. Va néu sau khi duoc huan luyén trong linh
vyc nay, ngudi d6 van khong thé thich nghi, hay chon mot
nguoi khac.

3. Ddc quyén cho riéng cdng ty ban. Khong nhat thiét ban phai
thué Tiger Woods lam nguoi dai dién vi da c¢6 bon cong ty khac
lam nhu vay. Ngudi ma ban can chi danh cho san phém /dich vu
ctia cong ty ban ma thoi - t6t nhat 1a nguoi d6 chua timg tham
gia quang cao thuong mai nao trudc day va nhu vay sé tranh
duoc cam giac qua nham chan.

4. Lbi cudn tat ca moi ngudi trong do tudi ti 8 dén 80. Di nhién,
c6 nhiig san phém chi danh riéng cho nam giéi hoac phu nt,
nhung trong nhiéu truong hop, khach hang thuodc gioi tinh kia
co thé tac dong 16n dén quyét dinh mua hang. Tré em ciing c6
tac dong dén cha me va nguoc lai. Do vay, ban nén tim mot
nguodi dai dién ma hinh anh cta ho khong tao méi nguy hiém
tiém nang nao d6i véi khach hang trong mot do tudi nhat dinh.

5. Chap thuén vai tro quang ba trén tat ca phuang tién truyén
thong. C6 mot s6 nguodi chi muén tham gia quang cao trén
truyén hinh thay vi trén bao chi. Cé nguoi lai khong muén hinh
anh cta ho xuat hién trén website ciia cong ty. Nguoi khac lai tir
choi ghi am quang cao trén dai phat thanh. Bat ky hinh thuc tu
chéi kiéu “toi khong mudn” ké trén déu la dau hiéu cho thay
nguoi nay khong phai la guong mét dai dién phu hop cho cong
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ty ban. Vao gitra thap nién 90, khi con lam cong tac marketing

cho Key Corp, mot tap doan dich vu tai chinh 16n, toi da chon

dién vién Anthony Edwards trong bo phim truyén hinh ER néi

tiéng lam nguoi dai dién. Ngay tir ngay dau tién, ong da hoan

thanh vai trd ciia minh mot cach hoan hao. Ong dép tng moi

tiéu chuan néu trén va luon thé hién su nhiét tinh, sn sang hop

tac tham gia vao moi hinh thtc tiép can khach hang ma cong ty

tién hanh. Pay la danh sach nhimg phuong tién truyén thong

ma Anthony dong y tham gia quang cao:

Truyén hinh, bao chi, truyén thanh, t& buém va to roi
du loai,

Bang hiéu trong nha va ngoai troi,

Mang Internet cua Key Corp,

Thu am giong noi tra 10i moi cau hai lién quan dén thong
tin tai chinh va cac san pham dich vu ma khach hang
thac mac qua duong day nong,

Trang bia cta bao cao thuong nién ctia Key Corp, ké ca
trong phan phong van,

Tham gia déu dén vao cac budi hop phan tich ctiing nhu

hop mat tuyén duong va khen thuong nhan vién,

Tham gia vao cac budi hop bao hang nam cta cong ty.

Lam viéc v6i Anthony qua la thu vi va ong dung la hinh mau

ly tudng cho méi quan hé kinh doanh ma chung ta mong doi.
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Tiép x0c voi thé gioi Hollywood

Budc dau tién trong viéc tim mot nguoi dai dién (néu nguoi do
khong phai la nhan vién trong cong ty) la nho vao dich vu cua
mot dai ly moi gioi thuong mai hang dau. Cac hang quang cao
c6 nhiéu méi lién hé voi cac dai ly moi gigi thuong mai va
thuong c6 thé gigi thiéu cho ban nhimg nguoi phit hop véi yéu
cau dé ra. Ban hay truc tiép gap g nhimg nguoi nay. Khong nén
giao pho viéc nay cho hang quang cdo. Chinh BAN phai la
nguoi thiét lap mot moi quan he 1au dai vai cac dai ly moi gioi
thuong mai. Néu dung la déi tac ma ban can, cac dai ly nay sé
muon biét thém vé kha nang cong tac va cam thay thoai mai khi
ban chuyén hop tac véi ban. Pé c6 duoc méi quan hé lau bén,
can thiét lap mot su hoa hop ca nhan va dam bao moi déi tac
lién quan déu chia sé su cam két manh me trong viéc cOng tac.
Néu khong, co hoi thanh cong sé giam dang ké.

Khi da chon dugc mot nguoi dai dién nhung ban van con
luong lu chua quyét dinh, thi hai bén nén gap go va thao luan
moi khia canh cia méi quan hé kinh doanh. Vao giai doan nay,
dung quén viéc thiét lap su hoa hop ca nhan. Cho du ban c6
phai dap may bay dén tan Los Angeles trong mot hodc hai ngay
vi diéu nay, dung ngan ngai lam diéu d6. St dung tat ca nhing
tieu chuan ké trén, kha nang thanh cong cho ca doi bén sé duoc
cai thién dang ké.
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Vai luu y vé thu am giong néi quang cdo

Xu hudng ngay nay cta cac cong ty la thué nhimg nhan vat noi
tiéng co6 giong noi hay va truyén cdm dé doc phan quang céo
trén truyeén hinh. Tuy nhién, khong phai cong ty nao cing lam
duoc diéu nay, vi chi phi trung binh cho viéc nay dao dong tir
khoang 50.000 do6 la dén tham chi 1.000.000 d6 la méi nam. Va
maéc du da bo ra khoan chi phi khong 16 nhung hau hét cac cong
ty déu khong thu duoc loi nhuan tuong xung vi viéc thu am
giong noi thuong gidi han cho quang cao trén truyén hinh. Su
that thi gia tri cao nhat thu dugc tir viéc ghi am giong néi thé
hién khong chi trén quang cdo truyén hinh ma con qua céac
phuong tién truyén thong khac vi nhu dai phat thanh hodc tham
chi qua dich vu dién thoai cua cong ty. Nhu vay, tinh hiéu qua
cta viéc marketing bang cach st dung nguoi dai dién sé tang
cao. Cong ty Verizon stt dung thanh cong guong mat dai dién la
James Earl Jones cting theo cach nay.

Nhén vét tudng tuong do Ngudi dong

Nhan vat tudng tuong nay thuong do céc dién vién (chuyén
nghiép hay khong chuyén) thé hién va chi danh riéng cho cong
ty ban. Nhing dién vién nay thuong khong duoc cong chung
biét cho dén khi ho trd thanh nguoi dai dién cua cong ty. Mot
s6 vi du ctia cac nhan vat dién hinh nay la bac nong dan
Pepperidge, chang cao boi Marlboro, ky su stra chirta Maytag va
Mr Whipple. Khi dugc dinh vi mot cach thich hop, nhing
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nguoi dai dién nay sé thu hut su quan tam, trung thanh va ca
yéu mén cua khach hang.

Ngay nay, hinh thic nay it duoc cac cong ty thuc hién so véi
cac thap nién trudc day. Thay vao do, nhiéu cong ty chi dung
ngudi mau hodc cac dién vién khong tén tudi dé quang ba san
phém ma khong heé tao duoc nét tinh cach ddc biét nao cho nhan
vat. Tham chi, ho ciing khong dé y dén chuyén phai c6 10i gioi
thiéu lich sy, chang han: “Day la Anne Smith véi san phém gia
dung Acme”. Ro rang, cach tiép can té nhat va khong co chut gi
ndi bat nay sé kém hiéu qua va khong co strc hap dan.

Nhdn vat hoat hinh

Viéc sit dung nhan vat hoat hinh trong thé gidi quang cao bat
dau tr nhimg ngay dau tién khi mai c6 vo tuyén truyén hinh,
gom nhiig nhan vat nhu Speedy Alka Seltzer, Mr. Clean, va Di
Jemima, sau d6 md rong thém véi nhiing nhan vat nhu nguoi
khéng 16 Jolly Green, hd Tony, bo ba Snap, Crackle va Pop, tho
Trix, va cac chu lun Keebler. Ngoai trtr Speedy, nhom nhan vat
sinh dong dé thuong nay van con duoc st dung cho dén ngay
nay, sau nhiéu thap nién ké tir ngay dau tién chung xuat hién.
Nhung c6 1& nhan vat hoat hinh néi tiéng va bén bi nhat
chinh 1a cau bé Doughboy cta hang banh ngot Pillsbury. Hinh
anh cau bé nay dang gia ngan vang va da that su tao dau &n dam
nét cho Pillsburry trong tam tri khach hang trén toan thé gioi.
Nhan vat hoat hinh la guong mat dai dién dé chiu nhat.
Chung that dé thuong, chang bay to thai do, khong dinh vao
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nhtmg ric r6i ca nhan va hau nhu khong thé hién quan diém
chinh tri 1am mich long bat ky dang phai nao. Ngoai ra, chung
cting ching can nhing su “cung phung” kiéu hop béo & phong
VIP, nhiing btra tiéc chiéu dai sang trong, hoac nhing chuyén
cong can trén may bay riéng cua cong ty. Tuy nhién, cing nhu
v6i cac grong mat dai dién khac, ban cting can ky hop dong dé
duogc doc quyen si dung chung cho san phém va dich vu cuaa
riéng cong ty. Ngoai ra, ban cting can dén dich vu tu van caa
nhimg chuyén gia gioi vé dang ky tén thuong mai khi st dung
nhan vat hoat hinh lam guong mat dai dién.

Viéc st dung cac nhan vat hoat hinh khong chi giéi han
trong pham vi cac cong ty san xuat banh keo. Cong ty bao hiém
nhan tho Metropolitan Life 1a vi du dién hinh cda viéc st dung
nhan vat hoat hinh Charlie Brown va nhém Peanuts lam guong
mat dai dién. Met Life da su dung nhting nhan vat hoat hinh
nay trong su6t 20 nam qua va co 1é sé tiép tuc st dung trong 20
nam t6i, tham chi con lau hon thé. Qua that, cong ty luon ding
dau trong danh sach nhimg cong ty bao hiém dugc nhiéu ngudi
nh¢ dén nhat. Di nhién, diéu nay c6 dugc la nhoméi quan hé lau
bén voi Charlie Brown va nhém ban ctia minh.

Cac con vt

Viéc st dung cac con vat luéon la mot trong nhimg cach thuc
marketing ph6 bién nham thu hit sy chi y cting nhu yéu mén
cua khach hang d6i v6i mot thuong hiéu cu thé nao do. Vi thé,
khong c6 gi dang ngac nhién khi cac cong ty san xuat thic an cho
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tha cung luon st dung chinh nhimg con thi nay lam “guong mat
dai dién” cho san phém cta minh. Chi meo Morris 1a moét trong
s6 nhimg nhan vat dai dién kha néi tiéng. Nhung cau hoi dat ra
o day la: Morris dai dién cho thuong hiéu nao? That su thi toi
khong thé nho 16 - Va day chinh la van dé con khic mac.

Viéc nhimg chu meo, cho, chim hay ngua noi tiéng Anh sé
thu hut su chu y ctia moi nguoi ngay lap tic va dugc nhiéu thé he
nho dén 1a diéu khong co gi tranh cai . Nam 2004, khi Yahoo! tién
hanh khao sat y kién ctia 600.000 nguoi tiéu dung trén toan nude
My dé binh chon nhimg biéu tuong quang cdo duoc nhiéu nguoi
ua thich nhat, chu vit AFLAC® da dung thit hai trong danh sach.

Dudi day la danh sach 5 biéu tuong duoc nhiéu nguodi ua
thich nhat theo khao sat ctia Yahoo!:

1. Cac nhan vat keo s6-co-la M&M

2. Vit AFLAC

3. Mr. Peanut

4. Pillsburry Doughboy

5. H6 Tony

biéu thu vi 1a cac hinh tuong trén, ngoai trir vit AFLAC, déu
xuat hién tr nhimg nam 1950 cung voi san pham ma chung

quang ba va van con ndi tiéng cho dén tan bay gio. Chinh diéu
nay giai thich vi sao cac cong ty thuong chon nhimg nhan vat

A 4

hoat hinh hay cac con vat lam “guong mat dai dién” cho san

(1) Viée tit cia American Family Life Assurance Company of Columbus, mét cong ty bao
hiém nhan tho & My.
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pham, dich vu ctia minh: ching khong bao gio trd nén gia nua
hay 6m yéu. Chung cting chang bao gio mat di. Chung luén mai
hién dién trong tam tri chung ta.

Vi chu vit AFLAC, chung ta trd lai khac mac trén, moi
ngudi déu yeéu thich chu vit nhung lai khong biét Cong ty
AFLAC thuc su lam gi. Ngay khi toi viét nhing dong nay thi
Cong ty AFLAC dang giam dan viéc stt dung hinh anh chu vit
trong cac mau quang cao cua cong ty nham noé lyc giai thich ro
rang hon vé dich vu ma AFLAC cung cap cho khach hang. Nhu
vay, viéc st dung cac con vat trong quang cao doi hoéi phai cé su
khéo 1éo. Cang duoc gan két chat che voi thong diép thuc su cua
san pham va dich vy, nhimg biéu tuong nay sé giup ban dat dén
su can bang phut hop gitta biéu tuong nhan vat va nhimg gi ban
that sy dem lai cho khach hang.

Nhing nhan vét da qua doi

Nhiing nhan vat da qua doi van co6 thé lam hinh anh dai dién
néu ban biét cach thé hién su phu hop mot cach doc dao, thuc té
va khéo léo. Nhimg nhan vat qua doi da lau sé hiéu qua hon
nhimg ngudi méi qua doi gan day. Ban c6 thé nghi dén vua
Henry VIII%, thay vi Henry Fonda®. Nhin chung, day la mot
van dé té nhi va khong duogc xem la cach tiép can phd bién, &
hau hét moi thoi diém. Du vay, trong vong 25 nam qua, van c6
nhimg chién dich quang cao tao an tuong manh khi st dung

(1) Henry VIII (1491-1547): Mot trong nhitng vi vua cia Anh & thé ky XVI.
(2) Henry Fonda (1905-1982): Nam dién vién dién anh gao c6i clia Hollywood.
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hinh anh nhiing nhan vat da qua doi. Mot vi du dién hinh va
duoc nhiéu nguoi nhd dén nhat c6 1é 1a nd luc cta IBM trong
viéc st dung hinh anh dién vién hai noi tiéng Charlie Chaplin
dé marketing cho dong san pham may tinh ca nhan trong thap
nién 80. Trong cac bo phim cam caa minh, Chaplin thuong dong
vai nhimg nhan vat thuoc tang 16p binh dan va luon tao duoc su
16i cudn 16n véi hinh anh mot con ngudi ngay tho bi ket trong
mot thé gioi day phuc tap.

Xét trén nhiéu cap do, hinh anh Chaplin phu hop d6i voi
IBM chu yéu la do may tinh ca nhan cta IBM la san pham moi
trén thi truong. Thit nhat, hinh anh Chaplin da cung c6 thong
diép rang may tinh ca nhan that ra chang c6 gi ghé gém. Ban
khong can phai la mot thién tai méi co thé st dung duoc - va su
that thi bat ky ai cting c6 thé hoc duoc cach st dung chung. Pay
chinh la diém quan trong can phai thé hién vao nhimg ngay dau
cua dong san pham may tinh ca nhan méi mé nay. Khach hang
to ra than trong va khong muén s& hiru mot cai may moi tinh
ma ho khong c6 kha nang st dung. Thit hai, hinh anh Chaplin
thé hién su gian don va tiét kiéem, chinh diéu nay lam khach
hang tiém nang co thé nghi rang “Minh that su dau c¢6 phung
phi khi mua mdt cai may tinh ca nhan”, cho du chi phi cia mot
chiéc may tinh la dang ké. Chién dich quang cao nay that su la
xudt séc va da tao da cho nhimg dong san pham may tinh ca
nhan phat trién. Day chinh 1a su két hop hoan hao gitta mot ngoi
sao dién anh da qua doi va cong nghé hién dai.

Thé con su két hop gitta Fred Astaire® va may hut bui Dirt
Devil? Nhimg mau quang céo nay xuét hién vao dip nghi he trong

(1) Fred Astaire (1899-1987): Nam dién vién dién anh ndi tiéng clia My.
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nhiéu nam lién cta thap nién 90, sau do bién mat. Nhimg mau
quang cao nay dé thuong va thong minh, nhung hau nhu khong
o su lién hé gitta cam giac nhe nhang & ban chan va viéc lau san
nha. Hon ntta, hinh anh Astaire khiéu va cting ban nhay la mot céi
may hut bui da lam giam gia tri ciia nguoi nghé si tai hoa trong
long hang triéu nguoi ham mo 6ng. Tuy nhién, nhimg mau quang
céo nay cting da lam thuong hiéu Dirt Devil tr& nén néi bat. Cong
bang ma noi thi day cting khong phai la chién luoc quang cao té
hai cho mot dong san pham nhin chung thuoc loai kém hap dan.
Trong ba thang cudi nam 2004, hang xe hoi Ford bat dau mé&
chién dich méi tung ra lai kiéu xe Mustang c6 dién. Cong ty da
chinh stta nhting doan phim ct cua Steve McQueen dé tai hien
canh ong xuat hién trong hinh anh nguoi lai xe nghiém nghi ngoi
sau vo lang chiéc Mustang da duoc thiét ké moi. Liéu ngoi sao
dién anh cta thap nién 60-70 nay co that su thu hat doi tuong
khach hang tiém ning? C6 1& ¢6 néu do la 16p khach hang thuoc
do tudi trung nién 50 tudi trd lén. Con ddi véi nhom khéach hang
tiém nang tré tudi hon, diéu nay chi c6 thoi gian mai tra 16i duoc.

Nhu da trinh bay ¢ trén, ban can phai can trong khi sir dung
cac nhan vat da qua doi lam hinh anh dai dién. Nhimg nhan vat
nay khong thé néi duoc, cting nhu khong bao gior str dung san
pham hay dich vu dang duoc quang ba. Ngoai trir truong hop
cua IBM st dung dién vién hoa trang thanh Chaplin, viéc su
dung hinh anh cta nhimg nhan vat da qua doi chu yéu véi muc
dich tao an tuong gay soc khién khach hang phai cha y dén
thong diép ctia ban. Viéc gay soc thuong co tac dung - it nhat la
doi voi nhimg ai von da dugc biét hay duoc doc vé nhan vat da
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qua doi. Viéc gay s6c nay c6 thé tao ra két qua tot, xau hoac
khong c6 gi khéac biét cho san phdm ctia ban. Pay chinh la diéu
rui ro 16n nhat.

O Los Angeles c6 mot cong ty quang cao chuyeén vé viéc dai
dién cho nhimg nhan vat néi tiéng da qua doi thong qua nguoi
thura ké cua ho. Cong ty nay tén 1a Roger Richman va la noi ban
nén tim dén néu ¢6 y dinh quang cao theo cach nay.

(hunén gi sé xdy ra néu nhu nguoi dai dién cua toi lam diéu gi
do that sy té hai?

O phan trén, toi c6 noi dén O.J. Simpson®. Trong nhiéu nam,
anh 1a nguoi rat manh mé va duoc moi nguoi yéu mén voi vai
tro 1a hinh anh phat ngon dai dién cho Hertz trén toan thé gioi.
Anh da hoan thanh nhiém vu cua minh va giup Hertz lién tuc
duy tri vi tri s6 mot trong nganh dich vu cho thué xe hoi. Rat
tiéc sau d6 O.]. Simpson dinh vao vu an giét nguoi va phai ra
hau toa. Hertz da lam gi? Rat nhanh chéng, ho hiy bo moi hop
dong giao dich lam &n véi O.J. cing nhu bo tat ca hinh anh
quang cdo cta anh trong san pham/dich vu cia minh. Ban
doan thut xem diéu gi xay ra sau d6? That su ching co gi
nghiém trong xay ra, ngoai viéc mat di mot guong mat quang
cao that su. Vi thé, dimg ngai ngan khi sir dung cac nhan vat
ndi tiéng chi vi so sau nay hinh anh cta ho sé bi xau di trong
mat cong chung. Néu diéu do that sy xay ra, ban hay tiép tuc.
Khéch hang cting sé nhu vay.

(1) Curu ngéi sao bong 18 My bi cao bude giét ngudi vor cd ctia minh nam 1994. Phién
toa xit vu an kéo dai 9 thang va duoc xem la mot trong nhitng phién toa ndi tiéng nhét
thé k 20 tai My. O.]. Simpson sau d6 duoc tuyén bé tring an va tha bdng vao thang 10
nim 1995. 67
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mdi co thé doc duoc

Dubng nhu c6 mot thong diép ngam gita cac giam doc my
thuat 1a phai tao ra nhimg mau quang cao khong thé doc néi. Dau
tién, ho tim kiéu chit nao nhé nhat, khé doc nhat, rdi sau dé chon
co chirnho li ti. Néu diéu nay van chua du dé thir thach thi luc ctia
doc gid, ho con thém vao céc loai phong chir dam nhat da kiéu.

Ban c6 thé lién tudng viéc giong nhu “hiéu tng 23/63”,
nghia 1a nhom giam d6c my thuat & do tudi 23 tao ra nhing mau
quang cao ma quén rang doi tuong doc gia ctia ho 1a & do tudi 63.

That ra, cac giam doc my thuat khong ac y khi lam nhu vay,
ma ho chi muén lam sao dé moi ngudi thdy duoc mau quang
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e/

cao cua minh. “Thay” & day la tir ¢6 y nghia nhat. Tt goc nhin
ctia mot nha thiét ké, ho luon tap trung vao viéc lam thé nao dé
mau quang cao that bat mat. Ho khong quan tam dén viéc mau
quang cao dé c6 doc dugc hay khong. Nhimg giam déc my
thuat lién tuc lam tiéu ton hang ti d6 la vao nhing mau quang
cao kiéu “kiém tra thi luc” nhu trén ma khong hé dem lai hiéu
qua dang ké nao. bung vay, hang ti do la!

Ban thir gid bat ky tor tap chi nao ra va doc trang quang céo.
Hau nhu 80-95% cac mau quang cao duoc in bang phong chu
“sans serif” (kiéu chir khong chan) va nho dén néi mat ban
khong thé doc dugc. Va di nhién, nhimg nguoi nhu ban va toi
luén c6 gang dé doc xem mau quang cao naéi gi. Con doc gia binh
thuong chic han khong du kién nhan dé doc.

Khi mot nguoi nhan duoc mot la thu, hay mot cudn brochure co
noi dung quang cao san phdm hogc khi doc luét qua mot mau quang
céo trén bao chi, mat ho sé di chuyén vai toc do xap xi 100 dam trong
1 gio. Yéu t6 nao sé khién ho dimg lai dot ngot? Chéc chan phai la
mot dong tit that 4n tuong va dé nhin, du dé khién ho doc cham lai,
hoac tham chi dimg lai trong thoang chéc. Chinh trong thoang chdc
do, ho sé nhin toan bo phan con lai cia mau quang cao dé cd géng
tap trung doc tiép. Néu phan con lai duoc in véi kiéu chirnho 1i ti,
kha nang la nguoi do sé tiép tuc ludt nhanh qua, hoac sé quang sang
mot bén dé luu vao ho so, néu do la thu quang cao.

Cong viéc cta ban la phai tan dung MOI co hoi dé mau
quang cao cta cong ty ban duoc moi nguoi doc qua va phan hoi.
Chinh vi thé, ban can tuyeét d6i tranh viéc st dung nhimg phong
chirnho. Cac phong chtr khong chan cting can tranh téi da. Kiéu
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chtt in dam nhat cing thé. Va ban phai cuong quyét yéu cau
giam doc my thuat tuan theo nhimg yéu cau nay dé tranh
nhimg 16i tram trong néu trén.

Néu nhimg gi toi trinh bay & trén van chua dua thuyét phuc,
ban hay tham khao cac nghién ctru duoc thuc hién vé sy anh
huong cua cac dang phong chir dén kha nang doc noi dung. Toi
muon trich dan moét phan trong cudn sach “Phéng chit va cich
trinh bay: Cach in dn va thiét ké dnh huong dén viéc chuyén tdi
thong diép cua ban ra sao” cua tac gia Colin Wheildon (do
Strathmoor Press an hanh vao nam 1995): “Néu mudén mau
quang céo dé doc va dé hiéu, ngudi thiét ké phai str dung phong
chtt c6 chan (serif). Luong doc gia ndm bat ndi dung ctia mau
quang cao duoc in theo kiéu chtt ¢6 chan nhiéu hon géap 5 lan so
voi luong doc gia doc chir duoc in theo kiéu chir khong chan”.

Bén goi y giup mdu quang cdo coa ban dé doc hon
1. LUON st dung kiéu phong chir c6 chan (serif) trong tat

ca cac mau quang cao. Hau hét bao chi va sach déu su
dung kiéu chtr nay véi muc dich gitp méat nguoi doc dé
dang két noi véi cac con chir trén trang gidy. Cudn sach
nay ciing duoc in theo kiéu chix c6 chan. Kiéu chtr c6
chan nghia la méi chir cai déu c6 nét nhd & dau nét so,
giup do6i mat nhanh chong nhin thay cac con chi.

2. NEU trong truong hop budc phai dung kiéu chir khong
chan, ban chi nén dung cho cac tua dé duoc to dam.
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3. LUON tranh kiéu chir sang trén nén dam (reverse) vi
chang ai c6 thé doc ndi kiéu chir nay. Cu dé cho déi thu
canh tranh ctia ban str dung kiéu chit nay. Ctr dé ho tiéu
ton tién vao nhimg mau quang cao ma khong ai doc duogc.

4. LUON nghi rang doc gia ctia ban la nhimg nguoi tir 55
tudi trd lén va chon lya kich c& phong chix phu hop véi
mat cua ho.

Nhing mdu quang cdo hay, do va té hai

Trong nhing ngay cudi cung ctia nam 2004, t6i ngdi chon loc
mot cach ngdu nhién mot s6 mau quang céo trén bao chi nhdm
ching minh rang nhiéu mau quang cao ngay nay hau nhu
khong thé doc duoc.

Nhing méu quang cdo hay
Bristol-Myers Squibb

Pay 1a mot chién dich quang cao that su an tuong. Mau quang
cdo stt dung hinh anh dai dién 1a mot nguoi hung cua nuéc My
- Lance Armstrong - van dong vién dua xe dap vi dai nhat ctua
moi thoi dai. V6i hinh anh nay, Big Pharma da tao duoc stc tac
dong to lon trong viéc ctru séng va kéo dai tudi tho con nguoi.
Cac cong ty duoc hang dau dang dung trude nguy co phai doi
dau v6i chinh phd, voi hoi nguoi cao tudi (AARP), voi gioi luat
su, vOi... hau nhu tat ca. Bristol-Myers Squibb that su phan cong
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lai bang cach lam moi nguoi chu y dén sy diéu ky cua cong trinh
nghién ctru duge pham thong qua cau chuyén cam dong: Lance
da chién thang can bénh ung thu, trd lai duong dua va pha ky
luc khi chién thang cudc dua Tour de France lan thu 6.

(1) Bén nam 2005, Lance Armstrong doat chitc vo dich lan thit 7 trong sy nghigp ctia
minh, 1ap nén mot ky tich va chinh thic gidi nghé.
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Moi yéu t6 trong mau quang cao déu phat huy hiéu qua. Mau
quang cao ké lai cau chuyén ma kho ai c6 thé lam ngo. Phan trinh
bay can ddi, r6 rang va noi dung dugc thé hién bang kiéu chir rat
dé doc. Bristol-Myers Squibb sau d6 cung cho dang mau quang
céo trén truyeén hinh voi cung thong diép. Cau khau hiéu nghe
tuy hoi sugng nhung da cing c6 thong diép ma cac cong ty duoc
can thé hieén: “Chung toi lam thay ddi cude song, loai trir su dau
don - d6 la viéc ma chung toi luon lam t6t”. Ngu y cta thong diep
nay la: ban sé t6t hon khi c6 chung t6i - chir khong phai khi thiéu
chung t6i. Va ho da dung.

Khi cac thuong higu hang ddu lén bdo: it tre thanh nhigu

Céc thuong hiéu hang dau v6i nhimg san pham ma ai cing da
quen thudc sé khong can nhiéu 101 giai thich. That sy, muc tiéu
ctia nhiing mau quang cao nay chu yéu la dé tao ra cam xtc cho
ban, khién ban tuong tuong dén viéc trong minh sé banh lén
nhu thé nao khi deo chiéc dong ho Rolex, hay muong tuong dén
cam giac sung suong khi mua moét chiée nhan dinh kim cuong
tuyét dep cho nguoi than cta minh, hoac cam giac thu gian khi
nham nhi mot loai ruou whisky hao hang.
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Mau sac

Mau dé 1a mau manh nhat va 1a mau sic thién vé hanh
dong. Néu ban mudn khach hang lam diéu gi do, hay nghi
dén mau do.

Nhin chung, nén tranh st dung bat ky mau sac nao ma
ban thay trong cac phong tdm: mau be, xanh la cay nhat
hoac xanh duong.

Moi nguoi, thudc cac tang 16p, do tudi, trinh do hoc van
khac nhau, hay la khach hang tiém nang cta ban, déu co6
phan tng tu nhién véi cac mau sang. Nhu trong nganh dich
vu tai chinh, tirlau van ton tai quan niém rang, xanh la cay la
mau hop nhat vi n6 c¢6 nghia 1a tién; con mau do khong phai
la mau thich hop viné am chi “ng ngap dau” (theo thuat ngtr
“in the red”). That ra nhimg quan niém nay chi don gian la
chuyén tam phao. Moi mau sic déu st dung duoc.

Su phoi mau tuong phan hiéu qua nhat giup khach hang
dé doc da dugc cong ty Western Union kham pha tu rat lau
trong thoi ky hoang kim caa dién bao va thu dién tin - d6 1a
su két hop cta chix den trén nén vang.

Cho du ban quyét dinh khong doc tiép cuén sach nay,
ban hay ghi lai n6i dung ctia chuong nay vao gidy va dan lén
ban lam viéc. Nhig loi khuyén ¢ day sé gitp ban nhanh
chong tang co hdi cua viéc khach hang tiém nang that sy chu
y va doc nhimg mau quang cao cua ban.
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Phai, tat ca nhimg mau quang cao loai nay tao cho ban thém
dong luc dé quyét dinh chi tiéu thém nhiéu, rat nhiéu, nhdm co6
dugc dac quyén sd hiu thuong hiéu dang trung bay. Xét cho cuing,
ban c6 thé mua duoc mot cai dong ho loai tét chi véi 100 do la,
trong khi chiéc déng ho Rolex ré nhét ¢6 gia khoang 7.000 do la.
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Kho ai ¢ thé bi kip vi cau khau hiéu ndi tiéng ctia nganh kinh
doanh kim cuong: “A Diamond Is Forever” (Kim cuong la vinh cim).
Trong tat ca cac mau quang cao duoc gidi thiéu & day, sin phdm nay
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luén gitr vi tri SO MOT. Mau quang co nay lam khach hang cam thay
phén khich khi nghi dén viéc so hitu duoc san pham sé mot nay. Ban
cting nén luu y la tat ca nhimg mau quang cao kiéu nay déu khong dé

SINGLE BARREL ||/ _

R, -
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cap dén gia ca, dac tinh san pham. Di sau vao chi tiét sé lam tan vo giac
mo, niém ao ude cua khach hang, ma cac thuong hiéu hang dau lai
phu thuoc chti yéu vao viéc thoa man niém ao wdc ctia moi nGuoi.
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Nhing mau quang cao dong ho hiéu David Yurman tham chi cho
phép ban dong hanh cting nhimg nhan vat néi tiéng nhu dién vien
dién anh Hollywood dién trai Ed Burns trong hinh dudi day.
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American Airlines

Sau day 1a hai mau quang cao nam trong chién dich quang cao
nam 2004 ctia American Airlines. Mot mau quang céo an tuong
con mau kia thi lai khong duoc nhu vay. Mau quang cao voi
guong mat chup can canh that su an tuong vé mat hinh anh vi
da lam ndi bat diém manh cua hang hang khong nay so voi d6i
thu canh tranh - d6 la co hoi duoc ngodi ghé hang nhat khi tro
thanh khach hang thuong xuyén.
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Trong khi d6, mau quang cao thit hai c6 nhimg diém thiéu
an tuong. Thu nhat, hinh anh 16i di ving vé tao cam giac khong
tin cay va day la kiéu b6 cuc khong dem lai hiéu qua gi. Cau
khau hiéu: “We Know Why You Fly” (Chiing toi biét 1y do ban
dip chuyén bay) rat kho hiéu. That sy American Airlines biét
duoc 1y do gi? Khi muén di tir diém A dén diém B, t6i c6 vo van
ly do va may bay la phuong tién thiét thuc nhat giup toi di
chuyén. Thém nita, nganh dich vu van chuyén, nhat 1a nganh
hang khong, nén can trong, khong hira hen nhimg diéu vuot
ngoai nhimg dich

vu ma ho c6 kha
nang phuc vu cho T
khach hang: do la R e o e
viec khoi hanh va |
dap chuyén bay
dung gio.

Vay la, cung
mot hang hang
khong, trong cung
mot nam nhung
lai 6 hai cach tiép
can quang cao
hoan toan Kkhac
nhau: mot cach
duoc cho diém A
va mot cach chi

duoc cho diém D+.

& Americanfirines (ﬁ
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Thomas Pink - tén khdc; PINK

Lam thé nao dé ban ban duoc nhimg chiéc 40 so mi dat tién?
Tat ca la bang hinh anh. Va néu nhu tén thuong hiéu cua ban
cing la tén ctia mau sac nhu PINK (mau hong), thi dung ngai gi
ma khong thé hién. Nhu trong quang céo cua Pink sau day,
phan soc mau hong chay doc & phia lé phai that doc dao va tao
hiéu ung can
thiét. Tat B .. )

nhién ban

ciing nén biét
rang Thomas
Pink ban ao
so mi du mau
sic, kiéu dang
va kich co.

Nhung sé tot
hon  nhiéu
néu nhu
trong  mau
quang cao ho
thém vao dia
chi website @é
khach hang &
My nhu toi
biét c6 thé tim
mua san
phém & dau.
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Vanguard

Khi doc mau quang céo ctia Vanguard, cam giac nhe nhang va

dé chiu lan tda, khién ban c6 cam nhan t6t dep vé cong ty nay. Mau

quang cao déc biét tap trung vao van dé nghi huu va thong diép

“Hay dé chung toi giai quyét nhimg wu tu lo lang cho ban”. Xét

cho cting, ligu ban ¢6 thé 1am t6t hon so voi nhimg bo 6c cta cac
nha quan ly tién bac ctia Vanguard? Hay chu y dén hinh anh

quyén sach va chtr “Chuong 17” & dau trang. Nhu da dé cap &

trén, to6i thich
cam giac nhe
nhang ma mau
quang cao nay
dem lai - cam
giac that thoai
méi voi quyén
sach cua
Vanguard.
Mau quang cao
cing ngu y
rang ho c6 moi
thong tin ma
ban can biét vé
viec dau tu
von. Mot cach
tiép can gan gui
khién ban kho
c6 thé cudng lai
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AIG

Trong suét qua trinh hinh thanh va phat trién ctia minh, AIG

(American International Group) - tap doan bao hiém hang dau

cta My, hau nhu khong st dung quang cao. Cach day nhiéu

ndm, ho maéi bat dau tién hanh mot chién dich xay dung thuong

hiéu trén toan cau. Tat ca cac mau quang cao trén truyén hinh

va bao chi cia ho déu rat don gian vai kich cd 1on khoang 1/3

trang, c6 logo chir AIG trang trén nén xanh duong rat dac trung

AlG

IN GLAIMS MANAGEMENT,
SIZE AND STREMGTH MATTER.

cua cong ty.
Thong diép
chinh cua
mau quang
cao: “Chung
toi 1a mot tap
doan lon va
tot hon bat ky
cong ty nao
khac trong
nganh  bao
hiém”. Chw
AIG vo6i kich
thudc lon da
truyéen  dat
thong  diép
nay rat an
tuong. Khong
mau me pho
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truong. Khong st dung nhimg xao thuat. Khong chen hinh anh
nhtng toda cao 6c hay phong hop 1on ciing nhu khong c6 bong
dang con nguoi trong mau quang cao. Thong diép ngam
“Chung t6i chi lam nhing gi chung t6i van lam va ban nén chu

A

y dén chung toi” to ra rat hiéu qua.

Tap chi New York Times

Co le trude day, ban da timg nghi rang tap chi New York Times
chi toan mot dam phong vién canh ta chuyén dang tai moi loai tin
titc san duoc tir khap noi chi dé 1ap day noi dung trang bao. Tat
nhién chi c6 tap chi nay

moi cho ra doi mot cuén T

cdm nang huong dan cung I W I S H
cap moi kién thtc can thiét

ma ban nén biét. Nhung I'D HAD THIS BOOK
vl mau quang cao nay, to 2 5 Y EAR S AGO_

New York Times da chumg | IT IS CERTAIN TQ BECOME

to rang minh c6 thé taora | AN [NDISPENSABLE
mau quang cao tot hon | TQOL FOR FACT Ff-'hNﬁ'u.Tlf..T} _

2 < , X Bl Brvon. azthar of 2 Sbaa flaer of Sl Dive
98% tong sO cac mau
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uang cao cua nhun ) -
q/\ g B N . g _z E."—":ﬂ-'u‘:"i;'h" T ;ﬂlllrn‘.::r-:rt‘!:u:t‘:
cong ty da tung dang £3 [mlenLl“TI.- 1 Dat tefww
=i
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Bose

Mau quang cao cua Bose don gian véi hai tong mau trang va
den. Noi dung duoc thé hién rét chi tiét nhung ban c6 thé ndm
bat toan bo ndi dung chi bang cach doc luét qua cac tiéu dé phu.
Doi voi cong ty thiét bi am thanh nay, quang cao cing khong
can phai mau me. Ho khong can phai pho truong rinh rang, ma
chi can liét ke cac dir kién. Ban mudén mua u? Co6 nhiéu cach dé
ban nam thém thong tin va tim ra gia ca - day ctng chinh 1a cach
phan hoéi ma cac mau quang cao nhu thé nay mong muén & ban.

Usr Eem as a
cencarl ball = or =
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Nhing mdu quang cdo do

Bon mau quang cao tiép theo day khong phai la qua té nhung méi
cai déu mac phai 16i lam giam sy himg thu cua doc gia.

Shell

Mau quang cao nay khién nguoi ta c6 cam tudng rang tac gia
ctia n6 chua timg biét dén kiéu chu “serif”.

Lose
P R T T
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Mau quang cao cho dau nhét Shell ¢6 noi dung kha thu vi
noi vé viéc st dung nhién liéu sach trong tuong lai, nhung phan
dau ctia mau quang cao c6 qua nhiéu hinh anh, khién mat doc
gia kho co thé tap trung thuc su. Tiéu dé tuy dé doc véi chit trang
trén nén den nhung lai khién doi mét diéu tiét lién tuc vi strdung

phong chix voi nhiéu kich co xép
qua gan nhau.

Noi dung duoc in rd rang va
chac chan la dé doc hon nhing
mau quang cao “té hai” dudi day,
nhung néu nhu ching duoc in theo

THE HEW CADILLAL 5T3

kiéu chtr “serif”, mau quang cao sé
thu hat nguoi doc nhiéu hon.

Cadillac

Mau quang cao nay gom 2 trang -
thuat ng chuyén nganh goi la
“spread - hai trang lién mat”.
Phia bén trai la mot chiée Caddy
mau bac tuyét dep trén nén den,

mot hinh anh that séng dong. Thé
nhung, phan ndi dung ¢ trang
bén phai lai khong du hap dan dé
ban kién nhan doc hét.

Ngay ca nguoi dé tinh nhat

ciing sé thay tiéu dé con lung cung
va duoc viét bang thu tiéng Anh
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chua chuan. Diém nhén trong cau nay la khach hang co thé diéu

khién chinh xac va lai nhe nhang. Vay tai sao khong in thang céac
tirnay véi kich thuoc 16n hon nhiéu dé khach hang dé doc? Va di

nhién, khong st dung phong chir “sans serif”.

FULAR BFPDSITES
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TD Waterhouse

Cuoi cung thi ta ciing thdy duoc mot mau quang cao st dung

kiéu chit “serif” trong phan noi dung. Tiéu dé phu hop va cing

dé doc. Vay co gi khong 6n & day? Diém dau tién chinh la cach

trinh bay qua quen thudc, giong hang ngan mau quang cao

khac, vi vay sé khong gay su thu hut ngay luc dau. Tiép theo,

nguoi dan ong nay la ai? T4t nhién, néu ban thuong xuyén

xem bd phim Law and Order, han ban sé khong xa la gi vai

guong mat nay. Ong chinh 14 dién vién Sam Waterston. Van dé

la khong c6 su
lién hé nao gita
hinh anh dai dién
nay va phan con
lai cia mau
quang cao. Chi la
hinh anh Sam
Waterston dang
nhin ban nhu d&é
cho ban biét ring
ong duoc tra tién
dé... nhin ban vay.
Patek Philippe

Hay khong nhac
dén viéc hang
dong ho Thuy Si
nay c6 gang ban
cho ban mat chiéc

20

*Objective, Independent, third-party research,”
Can your broker say that?
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déng hd voi gia 25.000 do la nhung lai tuyén bo rang that ra

nguoi thira ké cua ban méi ximg dang vaéi chiéc dong ho do chu

khong phai la ban®. Nhung diéu nay cing khong dén ndi té vi

cac cong ty dong ho thuong gap kho khan trong viéc tao ra su

khac biét va Patek Philippe da thiét lap dugc va trung thanh voi

hinh anh thich hop cuda riéng minh. Tré lai véi mau quang cao,

kiéu chtr den in trén nén tring tuong d6i ro rang va dé doc. Tuy

nhién, 4n tuong vé mau quang cao nay chi dung lai & d6. Toi tu

hoi khong hiéu ly do nao khién ho nghi rang déng hé cia ho c6

thé bén dén 200
nam? C6 nhing
dad kién nao
ching minh cho
1oi tuyén b6 nay
khong? Mau
quang cao nay
can thém noi
dung thay vi chi
c6 moi mot cau
titu dé va cau
khau hiéu véi 1oi
htta hen that to tat
vé su bat tu.

D Y noi dén cau tieu dé
trong miu quang céo cla
Patek Philippe: “Ban
khong bao gio thdt sy sé
hitu duoc chiéc dong ho
Patek Philippe. Ban chi
dang git gin né cho cdc
thé hé sau ciia minh”.

Touw nevel
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Nhing mdu qung cdo 1é hai
Putnam Investments

Mau quang cdo dang trén thoi bao Wall
Street nay tudng nhu mot tro dua. Ban ci
thir c6 xem c6 doc ndi khong. Buc anh cua
nguoi sang lap cong ty o bén trai néi chung
la dé thay, d6 la khi ban chiu kho doc,
nhung phan noéi dung bén phai thi KHONG
THE NAO doc néi. Tham chi t6i con khong
thé doan duoc 1a phai doc phan noi dung
theo kiéu ngang hay doc. Va that su thi toi
cting khong quan tam. Mau quang céo nay
gan nhu cam chac giai thuong “Kho doc
nhat”, néu nhu khong c6 mau quang cao con
té hon dudi day.
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Bardlays Global Investors

Giai thuong “Khong thé nao doc ndi” chic chén thudc vé mau
quang cao nay. Co6 1é khong con gi phai binh luan thém.
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Nhing méu quang cdo cuc ky té hai

Hay bat dau vdi tap chi Business Week, so ra ngay 15 thang 11
nam 2004. Toi phat hién thady bén mau quang cao dudi day duoc
in ké tiép nhau. Hau nhu tat ca déu khong thé doc duoc ciing
nhu phong doan ndi dung cua ching.

1. Archer Daniels Midland

Hinh anh trong mau quang cao nay that la lung: moét cau bé an
maéc gon gang voi chiée thia trong tay phai duoc hiéu sao day?

Adl & ST L T

AdS ez Lk zainiag o
iree 3o 4
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Cau bé dang to ra biét on, hay dang doi bung, hay ngd ngéan,
hay cam thay khong vui vi khau phan an sang lai 1a nga c6c? Du
khong hiéu nhung doc gia sé ching ban tam doc tiép phan noi
dung & dudi dé tim cau tra 16i. Chit trdng duoc in trén nén den
va nhd li ti chdng khac nao mot kiéu “kiém tra thi luc” khong
dang c6. Va mau quang cao nay la cua cong ty quy quai nao
vay? Ban phai nhin ky, that ky phia dudi bén trai moi thay duoc
chit ADM - va chtt nay hoan toan chang c6 y nghia gi do6i véi
99,9% dan s6 My.

2. Samsung

Mau quang céo nay that su ky quai. Khong c6 diém nhan nao dé
doc gia co thé tap trung. Tat ca chi la mot md 1on xon nhimg
hinh anh v6 nghia. Hay [[NNENEEEEEEEEEEEE e
dé y dén tieu deé:
“Sculpted by Samsung”
(Tac pham diéu khdc ciia
Samsung). Ban khong thé
nao hinh dung duoc hinh
anh thé hién la nham
dién ta diéu gi. Va phan
noi dung voi phong chix
mau trang & phia dudi
bén phai sé chang bao
gior duoc doc gia liéc mat
dén, du chi 1a trong mot
phan ngan giay.
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3. Siemens

Va day 1a hinh anh mé6t nhém doanh nhan quanh mot ban hop
- mot hinh anh cd rich dt dé doc gia... luét nhanh qua véi téc do
1 trieu dam trong 1 giay! Do la chua ké dén viéc néu toi c6 that
su ¢6 gang doc phan nodi dung vi moét ly do nao do, toi sé phai
can dén mot chiéc kinh lup - va ¢6 1é phai duoc san xuat boi mot
cong ty san xuat kinh cta Duc!

JEMENS

'-:i-:-:ﬂ'i-l.-::ﬁ'.'i | Raekari
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4. UPS

Toi that su ngac nhién v6i mau quang cido nay vi nhin chung
UPS la mot cong ty kha hiéu qua trong viéc quang ba thuong
hiéu va dich vu cia minh bang hinh anh. Tiéu dé trong mau
quéang céo twong déi 6n nhung nhin téng thé, mau quang céo
trong r6i rdm va lai sit dung kiéu chit tréng trén nén den nén rat
kho nhin va khong thu hut nhiéu doc gia.

LT ¢ PO s T
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Su quan trong va hiéu qud
cua cudn brochure

Céc cuén brochure thuong mat rat nhiéu thoi gian dé hoan
thanh nhung lai it c6 kha ndng nhan duoc sy quan tam cua doi
tuong doc gia ma ban nhim toi. Dé giai quyét van dé nay, ban
hay tham khao thém sau goi y dudi day, ngoai bon huong dan
da duoc dé cap trong chuong 5.

1. In hinh anh cda mot nhan vat nao dé trén trang bia cung véi
nhiing thi' ma ching ta hay goi la nhiing diém tao an tugng.
“Nhimg diém tao 4n twong” la mot vai cau ngan gon tom
tat nhing noéi dung bén trong. Con hinh anh trén trang
bia c6 thé la nguoi dai dién, la sép, la mot khach hang,

29
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100

hay moét chuyén gia trong linh vuc kinh doanh cta cong
ty. Bat ky ai duoc chon cting nén duoc thé hién néi bat
trong cuén brochure, co thé dudi hinh thic mot cudc
phong van.

. G mat bia trong ciia cudn brochure, tém tat nhiing néi dung

chinh va in véi kiéu chii dam, dé doc. Xét cho ciing, khong
nén budc doc gia phai doc hét ca cuén brochure moi
quyét dinh dugc diéu gi khién ho quan tam nhat. Ban
phai tao diéu kién cho ho lam diéu do ngay tu dau. Cach
nay cting giip ban tang co hoi dé doc gia quyét dinh co
nén doc ky hon nta hay khong, thay vi quang cuén
brochure sang mot bén voi y nghi “sé doc khi c6 thoi
gian” - diéu ma thuong la se khong bao gio xay ra.

. Trén tat ca cac trang clia cudn brochure, hay cho déc gia biét

ban muén ho lam gi. Cach tiép can thong thuong la: Hay
Qoi dién thoai cho chiing toi theo duong day mién phi so...
va/hodc moi ban vao website... ciia chiing toi dé biét thém
chi tiét.

. Thudng xuyén st dung hinh thic “Héi-Dap” trong cudn

brochure. Da hang thé ky nay, cac nha tam ly hoc da nhan
dinh rang, theo tiém thic, con ngudi mudn duoc doc cau
tra 101 bat ci khi nao ho thdy mot cau hoi. Co ai trong
chung ta khong dong y véi nhan dinh nay khong?

. D& tén ngudi lién hé va dia chi cong ty that ro rang o noi dé

nhin thdy, t6t nhat la ¢ trang bia sau.

. Khi khach hang tiém ning c6 dugc cudn brochure ctia cong ty



Su quan trong va higu qua cia cuén brochure

ban, ho sé nhanh chéng quyét dinh xem cé nén doc hay
quang sang mot bén. Vay ban phai lam sao dé cudn
brochure ctia minh thoat khoi vién canh bi bd vao sot rac
ma chua hé duoc liéc mat qua? Hay luon nghi dén diéu
nay khi ban thiét ké cuon brochure. Suy nghi va hanh
dong nhu thé ban la bién tap vién trinh bay cda tap chi
People. Va ban hay dat mua to tap chi nay dé co thé co
duoc 16i nhac nhd hang tuan vé viéc “dan tinh ngay nay”
that su thich doc nhing gi.

Chung ta cing nén dé cap mot chut vé cac anh chup va
nghé thuat thé hién. Hau hét cac cuén brochure day nhimg hinh
anh trtru tuong hoac nhimg bic anh chup cac nhan vat, noi chén
cting nhu sy viéc chang c6 lién quan gi dén noi dung dang duoc
dé cap. Viec lap day ché trong bing nhimg hinh anh nhu thé
duoc cho 1a sé 161 cudn doc gia tiép tuc theo doi cudn brochure
dén trang cudi cuing. Nhung hay TRANH st dung cach tiép can
nay vi that ra, chung c6 tac dung hoan toan nguoc lai.

Theo nguyén tac chung, khong nén sir dung cac hinh anh
trang tri theo cach ngdu hung néu ban khong phai la chuyén gia
vé nghé thuat. Hay doan chéc rang nhiig hinh anh ban st dung
chi tap trung vao con nguoi hoac nhing su vat that su c6 lién
quan dén noi dung dang dé cap.

Hay xem cuén brochure nhu 1a moét to tap chi nho va thuc
hién theo nhiing gi ma ban nghi la cac nha bao hay cac phong
vién anh tai nang sé thé hién cho to tap chi d6. Hay hoc hoi cac
phong vién chuyén nghiép nay dé tao ra va trinh bay cac tu liéu
quang ba cho riéng cong ty ban. Moi hinh anh st dung déu phai
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la mot phan trong toan b noi dung. Hay suy nghi vé nhimg
diéu sé khién mot doc gia tiém niang don nhan cuén brochure
cua ban v6i cdm giac to mo va hing thu tuong tu nhu khi doc to
tap chi ma ho yéu thich.

Nhting nguyeén tac trén cing ap dung cho cac ban bao cao
hang nam. Méi nam c6 hang ngan ban bao cao cua cac cong ty
va t6 chuc dugc in ra. Hau hét trong s6 nay chi duoc moi ngudi
chu y dén trong khoang chua day mot giay trudc khi duoc
chuyén dén ngan ta dung ho so hodc tham chi la sot rac. Cing
khong c6 gi dang ngac nhién vé s6 phan bi dat nay cua cac ban
béo cédo. Hay thir lam cho ban bao cao hang nam cua cong ty hap
dan va 16i cuén hon. Giai phap van la... suy nghi theo huéng
nhu thé ban dang trinh bay mot to tap chi nho.

Khi con 1a truong bo phan marketing caa Key Corp, c6 moét
nam, to6i da cho in anh cua Anthony Edwards, guong mat dai
dién, lén trang bia ban bdo cao hang nam cda cong ty va nam
tiép theo la anh cta Chuck Schwab. Trong méi ban bao cao déu
c6 phan chuyeén trang trinh bay noi dung phong van hai guong
mat dai dién nay. Anthony noi vé viéc minh da gitp cac khach
hang kiém soat t6t hon tinh hinh tai chinh ctia gia dinh ho nhu
thé nao. Riéng Chuck thi trinh bay thé manh cua viéc két hop
cac nguon luc cta ban than voi Key Corp nham cung cap cho
khach hang trong nudc nhimg co hoi dau tu that hap dan.

Nhtmg ban bao cao hang nam that ra c6 thé dem lai nguén
thu cho cong ty. Hay tan dung co hoi giao tiép véi khach hang
mdi ndm nhu thé nay dé sang tao thém mot hinh thuc thuong,
khuyén mai cho cac cd dong. Ho seé tran trong no luc cua ban va
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sé it ngan ngai hon khi mua thém san phém, dich vu caa cong
ty. Nhu vay, ban co6 thé giam duoc chi phi in an nho vao viéc ¢
thém doanh thu.

Mot cudn bao céo tai chinh nham chan chinh 1a dau hiéu
cho céac c6 dong va khach hang thay rang ban chidng can quan
tam la ho c6 doc hay khong, va diéu nay cing tuong tu nhu viéc
ban khong quan tam dén ho. Ct dé d6i thu canh tranh ctia ban
lam diéu dang chan nay. Con ban, ban c6 thé lam t6t hon thé
nhiéu, rat nhiéu.

Nhing cudn tap chi dn khach
Lién tuc nhiéu nam, tap chi Advertising Age két hop voi nhiéu
chuyeén gia trong nganh xuat ban thuc hién cac cudc khao sat va
déu cho thay rang to People luon dung dau danh sach cac an
pham duoc yéu thich nhat tai My. Dudi day la danh sach sau an
phdm hang dau, theo két qua khao sat gan day nhat cua
Advertising Age.

People 56,7%

Maxim 49,6%

Entertainment Weekly 48,0%

Rolling Stone 42,4%
New York magazine 34,0%
GQ 32,2%

(Dua trén cudc khdo sat nam 2003 cia Advertising Age do nhom Nghién citu Lightspeed thuc hign)
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Ly do vi sao tap chi People duoc binh chon la to bao duoc
yéu thich nhdt coa moi thoi dai

Nhiéu nam lién, du trong thoi ky kinh té thinh vuong hay
suy thoai, tap chi People luon gitr muc tang trudng déu dan
va duy tri 6n dinh s6 luong phat hanh. Hon thé nita, tap chi
nay c6 doanh thu tir quang cao 16n nhat so voi bat ky to tap
chi nao khac trén thé gioi.

Ban c6 thé ap dung thanh cong nay cua tap chi People
trong cac n6 luc marketing ctia cong ty minh, ké ca viéc thiét
ké brochure cting nhu cac vat liéu quang ba khac, bang cach
trién khai bon budc don gian sau day:

1. St dung hinh anh nguoi that viéc that,

2. LUON c6 chu thich dudi cac bic anh,

3. Viét ngan ngon, khuc chiét. Nén nho, day khong phai
la bao cdo cua chinh phu,

4. Nen chua khoang trong trén moi trang gidy.

Tap chi People luén sir dung hinh anh nguoi that viéc
that va ban cting nén lam nhu vay. Nén thé hién hinh anh
nhtmg nhan vat hién dang that su quan ly, hay dang phat
trién san pham, dich vu cho cong ty, cting nhu nhing khach
hang hién tai cua cong ty, néu ho déng y cho dang hinh
quang cao. Nén tranh st dung hinh anh nguoi mau hoac
nhimg guong mat ma chang ai biét dén.

Ly do don gian 1a vi tam ly moi nguoi ai cting muén

dugc biét thém thong tin vé nguoi khac.
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Nhing cdu slogan qudng
cdo séng mdi voi thoi gian

Ngéy nay, hau hét cac cau slogan quang cao déu la nhing
cau té nhat ho hao vé su tin cay, tan tam, su cong tac co loi, su
tuyét hao, thanh tuu, vé cac ba me va vé banh tdo. Nhimg cau
slogan nay chu yéu noi vé linh vuc kinh doanh, hay vé cuoc
song no6i chung - ma khong tap trung vao cong ty, td chic.

Hay lay cac cong ty trong nganh dich vu tai chinh lam vi dy,
ho thuong c6 nhiing cau slogan kho nhé. Nhiing cau tuyén ngon
kiéu nay, mot s6 1a cua cac cong ty hién da duoc sat nhap vao
cong ty khac, khong gay cam hung cho bat ky ai, na na nhu
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nhau, doi lic nghe that ngd ngan, hay thuong xuyeén thay déi va
- nhu Macbeth da noi - chung chang c6 mot y nghia quan trong
nao®. Dudi day la vai cau tiéu biéu nhu vay:
* “The right relationship is everything” - Ngan hang JP
Morgan Chase
(Moi quan hé thich hop la tdt cd)
Hinh nhu toi dang str dung dich vu tu van két ban?
* “Follow your lead” - Ngan hang National City
(Hay di theo nguoi dan duong cia ban)
Nguoi nao? Con day buoc dau?
* “Whatever it takes” - Ngan hang One
(Bdt cir diéu Qi ciing co thé)
Ké ca cac hoat dong pham phéap u?
* “Ideas for the way you live” - Ngan hang Barnett
(Nhiing y tuong cho phong cdch song cua ban)
Chéng lé ngan hang ciing dam nhiém viéc trang tri
nha ctra?
* “You're not just invested, you're personally invested” -
Cong ty tai chinh Fidelity
(Ban khong chi duoc dau tw ma ban con tw dau tw cho

chinh minh)

Thé ma toi ctr tudng 1a dau tu tir tién nguodi khac chi!

(1) Nguyén vin “signify nothing” trong v& kich Macbeth clia Shakespeare.
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* “Make life rewarding” - Hang hang khong American
Express

(Lam cudc song tro nén dang song hon)

Nghia 1a t6i chi can vung tién mua sam thoi sao?
* “Forward thinking” - Ngan hang Fleet

(Tu duy tién bj)

Chéc 1a ham y t6t hon tu duy lac hau

Cac cau slogan thanh cong luon mang tinh déc thu va phan
anh dic diém chinh ctua cong ty. Chung nén thé hién ro rang
hinh anh thuong hiéu cta cong ty. Vi mot cau slogan an tuong,
khach hang co thé ngay lap tic nhan ra nganh nghé hoac tot hon
nita 1a nhan ra ban than cong ty. Nhimg cau slogan an tuong sé
luon ton tai véi thoi gian va hiém khi, hoac khong bao gio, thay
déi. Cau slogan 4n tong nhat 1a khi n6 thé hién duoc wu thé san
pham doc dao cua cong ty. Do d6, né phai mang cac dac diém
sau: Cu thé - Thich hop - Tao su phéin khich.

Dudi day la moét vai vi du cia nhimg cau slogan da duoc thuir
thach qua thoi gian - nhimg cau slogan ma chi méi doc qua, moi
nguodi 6 thé nhan ra la ctia cong ty nao. Trong s6 nay, cau slogan
cua Nike xuat hién gan day nhat, cing da dugc hon 15 nam. Cac
cau khac da xuat hién duoc 25 nam, tham chi con 1lau hon, va déu
duoc hang triéu nguoi nhan biét hau nhu ngay tuc thi.

* “This Bud’s for you” - Cong ty san xuat bia Anheuser-
Busch

(Loai bia Budweiser nay danh riéng cho ban)
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“Just do it” - Tap doan NIKE

(Hay lam diéu do)

“You're in good hands with Allstate” - Tap doan bao
hiém Allstate

(Ban dang ndm giit loi thé vdi Allstate)

'I/

“Frosted Flakes... they’re grrrrreat!” - Tap doan Kellogg

(Frosted Flakes... ngon tuyét!)

“When you care enough to send the very best” - Cong ty
thiét ké thiep Hallmark

(Khi ban that sw quan tam dé g di nhing gi tuyét voi
nhit)

“It takes a licking and keeps on ticking” - Hang dong ho
Timex

(Chi can mot lan lén day cot la chay mii)

“The Citi never sleeps” - Tap doan ngan hang thuong
mai Citi Group

(Ngan hang Citi khong bao gio ngii)

“Get Met, it pays” - Hang bdo hiém nhan tho
Metropolitan Life

(Hay deén vdi Met, ban sé duoc chi trd toan bo)

“When it absolutely, positively has to get there,
overnight” - Hang van chuyén FedEx

(Khi ban can, rat can, phdi gii hang ngay lap tic)
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* “When EF Hutton talks, people listen” - Hang moi gidi
ching khoan Ef Hutton

(Khi EF Hutton noi, moi nguoi déu ling nghe)

Mot nguyen liéu quan trong khac trong cong thic ché tao cau
slogan that y nghia va an tuong la viéc stt dung van diéu dé nho
va cac cau c6 nhiéu am diéu nhu dang bai ve. Ngay nay, chi c6
mot vai cong ty sir dung cac cach nay va két qua la kha nang
khach hang nh¢ duoc cau slogan cta ho giam di dang ké.

Hay xem lai cau slogan lau doi cua tap doan General
Electrics: “GE, we bring good things to life” (GE, chiing toi dem
dén nhimg diéu tot dep cho cudc song). That sy, ban phai vira viét
va doc cau nay moi cdm nhan duoc hét y nghia ctia n6. GE da
lam mot viéc trai khoay la lay mot cau binh thuong ma bat ky
cong ty nao khac cting c6 thé viét ra lam cau slogan trén toan thé
gioi. Nhung bang cach dé tén cta minh trong cau slogan va st
dung cau nay cho tat ca cac nganh kinh doanh ctia minh, GE da
khién cho khach hang trén toan thé gi¢i khong thé quén duoc
cau slogan ay trong sudt 40 ndm qua.

Pau nam 2003, GE déi cau slogan cda minh thanh:
“Imagination at work” (Tri tuong tuong thing hoa). Thoi gian
sé tra 1oi muc do thanh cong cua cau slogan mdi nay.

Quyét dinh thay doi cau slogan can phai duoc xem xét ky
ludng va nghiém tuc. Vinhiéu ly do, viéc thay déi cau slogan da
duoc xem la xu hudng hop thoi trong nhimg nam 1990. Nhiéu
cong ty lién tuc thay doi slogan, tham chi c6 nhing cong ty chi
trong vong mot nam da lai ¢6 cau slogan moi.
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That ra, su thay d6i nhanh chéng sé khong dem lai két qua
nhu mong mudn. Khong c6 ai, ké ca nhan vién, khach hang hién
tai, khach hang tiém nang, c6 thé theo kip véi nhiéu phién ban
hinh anh thuong hiéu khac nhau nhu thé. Diéu nay cting khién
toi nho lai mot cau chuyén vui vé Rosser Reeves, cay dai thu
trong nganh quang cao, ting lam cho Cong ty quang cdo Ted
Bates trong cac thap nién 40-50. Ong 1a ngudi ¢6 nhiéu y tudng
sang tao xuat sdc nhung ctng rat nong nay, dé cau gian - diéu
thuong thay & nhimg nguoi lao dong sang tao.

Cau chuyeén van duoc nhiéu nguoi truyén miéng 1a, c6 mot
vi khach hang dén gap Rosser than phién rang tai sao cong ty
anh ta phai tra mot s6 tién phi dang ké hang nam trong khi mau
quang cao ma Rosser tao ra van ct nhu vay, hét thang nay qua
thang khac, nam nay qua nam khac, chua bao gio thay déi.
Reeves tra 10i: “D6 la dé cho nguoi cua anh khong thé thay doi
nhimg gi toi da lam”.

Qua that, khong con cau nao co thé diing hon thé. Cac cong
ty cing nhu dai ly quang cao nén thda thuan thong nhat mot
cau slogan duoc moi nguoi tan dong, tuong tu nhu mot cau
tuyén ngon thé hién r6 rang dédc tinh cta cong ty va quan trong
1a luon git nguyén cau slogan d6, khong thay doi.

Cdc cong ty voi nhiéu nganh kinh doanh khéc nhau co nén si
dung chung mot cdu slogan trén toan thé gioi?

Cau tra 101 1a Co. DBac biét 1a & nhing cong ty 16n, ban giam doc
can thé hién cho nhan vién, khach hang, va Wall Street biét rang

110



Nhing cau slogan quang cdo séng mai vai thoi gian

cong ty cda ho c6 linh vuc kinh doanh chinh yéu, duoc tat ca cac

thanh vién lién quan nhin nhan. Diéu nay ciing vo cung quan

trong d6i voi nhan vién toan cau, nhtmg nhan vién can nhd rang

ho that sur la mot phan ctia mot tong thé thong nhat, cho du ho

lam viéc o bat ky qudc gia nao, hay kinh doanh bat ky san pham,

dich vu nao cua cong ty.

Sau day la mot vai huong dan gitap ban sang tao mot cau

slogan that an tuong:

1.

[=)]

Luon suy nghi dén viéc gan tén thuong hiéu cong ty vao
cau slogan.

. Co6 gang str dung mot cum tir nao d6 ma moi nhan vién

déu thay diing, bat ké ho thuoc phan nhanh nao ctia cong
ty, hoac c6 ky nang cong viéc ra sao. Vi du, cau “In God
we trust” (Ching ta tin tuong vao Thuong dé), dung voi
tat ca nguoi dan My.

. Hay gia dinh tam hoat dong ctia cong ty ban da vuot khoi

bién gidi trong nuoc, du thue té khong phai vay.

. Bung voi loai bo cau slogan ¢, chi vi né xuat hién da lau.

Trén thuc té, ban c6 thé st dung lai hoac cap nhat cau
slogan ct.

. Khong stt dung cad mot ay ban cho viéc sang tao cau

slogan.

. C6 gang c6 duoc su cam két ctia ban giam doc cong ty vé

viéc si dung cau slogan moi trong khoang thoi gian it
nhat 1a 10 nam.
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7. Néu ban gidi thiéu trén truyén hinh hoac trong cac bang
hinh gidi thiéu cong ty, hay tim cach sit dung hinh anh
dong hay mau sdc dé cau slogan trd nén sinh dong hon.
Mot trong nhimg phuong phap hiéu qua la dé cau slogan
chay ba lan trén man hinh va nhap nhdy chit theo thu tu,
sau d6 tan ra va bién thanh logo cong ty. Sao lai phai la
ba 1an? Vi nhu vay moéi da dé tao hinh anh sinh dong git
nguoi xem tap trung vao nhing gi thé hién trong 10 giay
cudi cung, dé lai trong long khan gia mot 4n tuong lau
dai, tich cuc va lac quan.



Tu duy tong thé va hanh
dong cu thé... vao mot diém

Téit ca nhimg chuong trinh marketing thanh cong déu c6 mot
diém chung la chung c6 thé duoc ap dung tai bat ky quoc gia
nao trén thé gi¢i. Du & bat ky dau, cong ty cta ban, san pham
hay dich vu ctia ban ciing can ¢6 chung dac diém dinh vi, chung
yéu t0 hinh anh, va chung tinh cach co ban.

Di nhién, cac chuong trinh marketing can phai duogc chinh
stra can than dé pht hop v6i ngon ngir ctia timg qudc gia, nhung
ban khong duoc nghe theo nhimg ly 1é phan déi thiéu chiéu sau
nhu “chién luoc d6 khong phu hop & thi truong nay dau”, hoac
“nguoi dan ¢ day hoan toan khac han”. 99,9% truong hop st
dung chung mot chuong trinh marketing cho cac thi truong
khac nhau van té ra c6 hiéu qua. Trong nén kinh té toan cau hoa
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I
Hinh thuc Hoi - Dap

Con nguoi & bat ky nén van hoa nao cing luon nay sinh

mong muon biét cau tra 161 khi nhin thay cau hoéi. St dung
hinh thic Hoi - Pap trong bat ky tu liéu quang cao bang van
ban nao sé gitup ban tang co hoi c6 thém nhiéu doc gia. 90%
trong tong s6 1an tién hanh thiét ké cac tu lieu quang cao cho
cong ty, hay can nhac dén viéc str dung hinh thuc nay. Ban
sé thay so luong doc gia huong ung miu quang cao tang
dang ké.

hién nay, néu méi qudc gia tu thuc hién chién lugc marketing
riéng biét, khach hang sé nham lan va diéu nay dan dén viéc
giam doanh thu cting nhu tiéu ton tién bac cua ban.

Hoat dong trén thi truong toan cau khong c6 nghia 1a ban
phai st dung cung mot hinh anh nguoi dai dién cho san phém
cua minh trén tat ca cac thi truong. Trai lai, viéc st dung nhimmg
nhan vat ndi tiéng cua timg qudc gia hay timg vung la cach lam
hiéu qua khi xét dén sy khac biét 1on vé van hda ciing nhu
phong tuc gitta cac quéc gia trén thé giéi. Tuy nhién, cing
khong nén thay ddi cach trinh bay noi dung quang cao déng
thoi thong diép ban hang tong thé ciing nén giong nhau gitra thi
truong nay vai thi truong khac.

Cé nhiéu cong ty da thuc hién hiéu qua chién luoc marketing
toan cau cua minh: McDonald’s, Coke, IBM, HSBC, Nike, hau hét
cac hang hang khong quéc té, cac cong ty trong nganh dién thoai
di dong va nhat la chién dich quang céo du lich ctia cac quoc gia.
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Bermuda, Mexico va Canada la ba qudc gia dién hinh cho viéc
duy tri mot kiéu quang ba hinh anh ctia minh du ¢ bat ky noi nao
trén thé gioi.

Toi con nho khi chiéc may bay Concorde dau tién duoc dua
vao st dung vao nhimg nam 1970, hang British Airways da cho
ra doi cau slogan duoc stt dung trén toan cau, chi gom hai tir va
that su khong can phai dich sang bat ky ngon ngir nao khac
nhung moi nguoi van hiéu: TIME MACHINE (Cé may thoi gian).

Tat nhién, khong phai moi san pham va dich vu déu c6 thé dén
duoc vai tat ca khach hang & moi noi trén thé gioi. Hay lay vi du vé
san phém thitc an nhanh ctia McDonald’s. O An Do, McDonald’s
khong phuc vu hamburgers thit bo, nhung & Phéap, hang nay lai
phuc vu ruou cho “tré em” thudc moi It tudi. Diéu nay c6 nghia,
tuy c6 thay dbi nhung san pham chinh ctia cong ty ban c6 thé duoc
marketing & khap moi noi trén thé gidi va vao bat ky luc nao. Voéi
McDonald’s, san pham chinh la thic 4n nhanh, la dich vu nhanh
chong va tién 1oi - nhimg diéu ma & bat cir dau cting c6 thé thay va
c6 thé dugc mua du bang déng do la My, dong yén Nhat, hay dong
rian cta Iran. Dong thoi, nhimg dac diém nay co6 thé duoc mo ta
trong chién dich quang cao dong bo va nhat quan trén toan cau.

Mat khac, thuc don cia McDonald’s sé thay déi tiy theo phong
tuc an uéng cta dia phuong. Ro rang 1a, cac tap doan da quéc gia can
nhan biét tinh hinh thi truong & médi dia phuong dé cho ra doi san
pham phui hop, khi nhu cau thi truong d6 dtt manh cho viéc dau tu.

biém quan trong cdn nho la vao bat ky ltic nao ¢ thé va &
bat cit noi dau, hay giéi thiéu nganh kinh doanh chinh yéu cia
minh theo mot cach thire dong bo va 16i cudn.
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Trong cudc chién & Iraq nam 2003, lan dau tién moi luc luong
chién dau ctia My - Luc quan, Hai quan, Khong quan, Linh thay
danh bo va Dac nhiém - dugc hop nhat thanh mot khéi chi huy
lién mach véi quyén luc tan cong manh meé. Cudc tan cong trudce
day voi quy mo tuong tu 1a 1an oanh tac di doi bang may bay
va xe tang cua quan Duc trong nhimg thang dau tién cua Thé
chién thur hai. Ca hai d6i quan déu da gianh thang loi trong
nhimg dot tan cong ctia minh.

Tu nhtng vi du trén, chung ta co thé rut ra mot bai hoc quan
trong cho cac nha marketing: moi phuong tién truyén thong can
duoc phéi hop ddng bo dé tao ra hiéu ung dang ké cho két qua
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cudi cung cua moét chién dich quang cédo. Néu trong vong hai
thang ban c6 thé két hop moi cach thuc quang céo, tu truyén
hinh, bao chi, dai phat thanh, cac hoat dong ngoai troi, mang
Internet, g thu truc tiép - tat ca cing chung muc tiéu la c6 duoc
mot phan hoi nhéat dinh tir khach hang - diéu nay sé hiéu qua
hon rat nhiéu so v6i viéc danh ra mot nam troi chi dé quang cao
trén truyén hinh.

Mot truong hop tiéu biéu cho diéu nay la cau chuyén cda
MCI® - tat nhién khong phai véi vu xi-cdng-dan cach day vai
nam - voi su thanh cong ruc rd trong chién luoc phat trién nhanh
dén kho tin. Bat dau tir thap nién 80, MCI da that sy chuyén
minh tir mot cong ty nho, phai chat vat xoay x& dé canh tranh
vOi Ma Bell®, thanh mot trong nhimg nha cung cap chinh trong
nganh dich vu vién thong. Trong vong hai nam, ho chon cach
marketing 6 at cac dich vu thuong mai va danh cho doi tuong
ho gia dinh bang mot cuoc tan cong tong thé va hop nhat.

Theo mot co sd ¢o hé thong, MCI di hét thanh pho 16n nay dén
thanh pho lon khac voi chién dich quang cao ram r¢ lién tuc trong
sau tuan lé. Cach marketing hop nhat nhu vay to ra vo cing hiéu
qua nhung hiém khi duoc trién khai trudc day vi mat rat nhiéu
cong st phéi hop ctiing nhu thoi gian 1én ké hoach trudc. Sau sau
thang, MCI quay trdlai cac dia diém da thuc hién chién dich quang
céo dé tién hanh cong viéc “don dep”.

(1) Cong ty vién thong cia M§. Niam 1997, cong ty nay sat nhap véi Worldcom, tap doan
vién thong lon thit hai cda M§. Nam 2002, Worldcom phai tuyén bé pha san sau khi bi
phét hién gid mao ching tir ké todan nham che day tinh hinh bé béi tai chinh.

(2) Téen goi than mat ciia AT&T (American Technology & Telegraphs), tip doan vién
thong lon nhit nuéc My va ting gitt vi tri doc quyén trong nhiéu thap nién.
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Khong phai ngau nhién ma nguoi ta dung cac thuat ngua
trong chién tranh dé chi cach lam ctia MCL. Trén thuc té, MCI da
that su nghi dén viéc thuc hién chién dich quang cao nhu 1a cach
“gay chién” voi AT&T. Dat tinh huéng nay vao ngtr canh quan
su thi MCI chinh 1a d¢i quan du kich voi to chuc chat che dang
chién dau véi quan doi chiém dong AT&T.

Biét minh kho co thé duong dau ndi voi AT&T vé ngan sach
quang céo trén toan quoc, MCI tién hanh canh tranh trén timg
thi truong mot - day 1a chién luoc cho phép ho co thé bo ra chi
phi thap hon rat nhiéu so v6i AT&T. Chi véi vai triéu do la chi
phi cho quang cao trén truyén thong da phuong tién, MCI tham
nhap mot thi truong trong vong sau tuan, xay dung co s& khach
hang mai voi dong luu thong tién té mai, sau do thic day kha
nang thanh toan bang tién mat dé tiép tuc xam nhap thi truong
ké tiép.

Hay lam mot phép tinh don gian, néu chi 6 triéu do la cho
mot thi truong trong vong sau tuan, ban c6 thé tao ra anh hudéng
tuong tu nhu khi chi 52 triéu do la trong mot nam. Chién luoc
xam nhap thi truong nhu vay sé khién khach hang nho dén mau
quang céao trong nhiéu thang sau chién dich - dac biét 1a khi san
pham chao ban dugc marketing sang tao, an tuong va dé nho.
Trong truong hop ctia MCI, san pham chao ban cua ho rat don
gian va an tuong: cung mot thoi gian goi, ban sé tiét kiém duoc
nhiéu hon khi sit dung dich vu cta MCI so v6i dich vu cua
AT&T.

MCI thé hién sur so sanh nay rat hiéu qua bang cach cho chiéu
mau quang cao trong dé c6 hai may bom xang dung canh nhau,
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mot may dan nhan MCI va may kia la nhan AT&T. Mau quang
céo chiéu canh 2 may bom bat dau chay, cho thay “thoi gian do
xang” tang dan tuong trung cho cac cudc goi voi thoi gian khac
nhau, khién khan gia co thé thay ro rang diém ma MCI gitup ho
tiét kiém tir 20% - 60%, tity theo thoi gian cting nhu noi ban goi
dén. Su so sanh bang hinh anh nay dugc thé hien trong moi hinh
thiic quang cao, voi moi thi truong, chi nham lap di lap lai mot
thong diép don gian: “MCI gitap ban tiét kiém tién cho méi cudc
goi. Ma Bell, nguoc lai, dang &n chan tién ctua ban. Chuyén doi
nha cung cap khong c6 gi 1a kho. Ban hay la khach hang khon
ngoan va hay cho Ma Bell thay ai la nguoi chu that su”.

Tiép tuc st dung cac thuat ngtr dung trong chién tranh, ta
c6 thé noi rang, dé thanh cong, “doi quan” cta ban can phai
duoc dao tao bai ban va c6 dong luc thuc déy. Ngoai ra, ho cling
can phai tin vao san pham ctia cong ty. Ban giam déc cua MCI
da tao dung duoc niém tin noi “doi quan” cta ho. Tat ca nhan
vién la nhimg nguoi dau tién st dung dich vu va tan mat thay
loi ich ma ho duoc huong. Ngoai ra, vao thoi diém ma hau nhu
cac cong ty khac chi danh cd phiéu cho nhing c6 dong c6 tién,
thi nhan vién ciia MCI duoc chon lua mua cac loai ¢6 phiéu va
hudng 1oi tic tir cd phiéu ctia cong ty. Tat ca nhan vién déu duoc
khuyén khich dé luon ghi nhé nhiém vu ctia minh - thay thé Ma
Bell - mot thit ¢4 16, ky di dang an chén tién cua cac gia dinh My
va luon tim moi cach ngéan can su canh tranh lanh manh trén thi
truong. Voi phuong cham nhu thé, doi quan ctia MCI chang
khac nao mot ¢6 may tuy nho nhung nguy hiém va dang bing
bumg khi thé chién-dau-vi-muc-tiéu-cao-ca. Poi quan nay con

119



Danh cdp y tuong!

tuyén truyén cho nhimg khach hang méi cia MCI cau slogan:
“Chung ta cung chung muc dich” véi tinh than “chién dau”
tuong tu.

Hinh thitc marketing ctia MCI trong nhimg nam dau tién da
duoc trién khai theo cach tong hop toan dién that s hoan hao
va manh meé. Chién luoc tan cong ctia ho con lan rong ra ca doi
Capitol® va FCC®, gom nhting hoat dong luén thu hut su cha y
cta cong chung, dong thoi nang cao y thirc vé nhu cau cai cach
thi truong nganh vién thong. Tham chi, MCI con chuyén van
phong chinh tir Chicago dén thu do Washington, dé tién gan
hon cac co quan hanh phap va chimg t6 cam két manh mé cua
minh trong viéc d6i dau voi “ké thu”. MCI khong ngimg
khuyén khich khach hang ctia minh cung tham gia vao “cudc
chién”, va trong héa don hang thang cing c6 dong cht nhéc
nho vé khoan tiét kiém cho méi cudc goi ma khach hang c6 duoc
so voi khi sir dung dich vu cia AT&T.

Toi timg duoc lam viéc voi ban giam doc caa MCI trong
nhtng nam ma viéc kinh doanh phat trién vuot bac dén khong
ngo. That sy, toi chua timg chung kién mot doi ngti nao ma moi
thanh vién déu tan tam, doan két, va hop nhat dén vay.

Trong cung thoi gian d6, moét nhém nguoi khac cing da c6
duoc tén tudi va su giau c6 nho vao viéc trién khai phuong phap
marketing tong hop theo cach hiéu qua nhat ma toi da timg biét.

(1) Noi toa nha Qudc hoi My toa lac, & thi d6 Washington.

(2) Federal Communication Commission - co quan chiu trach nhiém quan Iy va quy dinh
viéc thong tin lién lac trong nude cling nhu quéc té cia My, thong qua cac phuong tién
truyén thong nhu dai phat thanh, truyén hinh, vé tinh va day cap mang.
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|
Doi th canh tranh

Néu cong ty chua 6 doi thu canh tranh chinh yéu, ban can

gid dinh nhu thé la minh dang c6. Méi cong ty déu can co
mot dich thi, mot “ké thu” dé chong lai, dé dan xép “doi
quan” cda minh va tao dong luc, khién cong viéc cia ho
trd nén y nghia hon. Diéu nay cing tao muc tiéu cho
nhtung no luc thuc hién cong viéc cua ban. Hay hinh dung
ban dang trong thoi ky chién tranh lanh; hoac hinh dung
ban dang trong mot cudc thi dau thé thao. Hodc nhu trong
cac chién dich van dong tranh ct chinh tri, qua dé cong
viéc chinh cua ban 1a tdn cong “ké thu”, tic la ung vién
doi dau.

Kinh doanh nén duoc xem nhu 1a mot cuoc thi dau co ké
théng, nguoi thua. Ban khong chi phuc vu khach hang, ban
con phai hanh dong trude dé gianh lay khach hang tur d6i thu
canh tranh, trudc khi ho kip lam diéu d6 voi ban.

Trong nhimg nam 1980, nhimg nha truyén giéo trén truyen hinh
da tao dung tén tudi cho minh bang cach van dung stic manh ctua
cach marketing tong hop va gop phan lam ting dang ké quy mo
cua doan muc su. Toi ciing cac dong nghiép da lam viéc truc tiép
vOi hau nhu tat ca nhimg nha truyén giao 16n trén truyén hinh
ctia nudc My nhu: Oral Roberts, Jerry Falwell, Rex Humbart, Jim
Baker, Pat Robertson va nhimg nguoi khac. Chung toi da cé duoc
mot bai hoc quy gia khi lam viéc chung véi ho.
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Tat ca ho déu la nhimg nguoi thuyét giang xuat sac va da
timg tham gia vao doan thuyét giang ngay tir thud nhé. Du ban
than khong phai 1a nguoi cuong tin hay sung dao nhung toi da
hoan toan bi thuyét phuc khi lam viéc v6i nhom nguoi nay va
nhan vién cta ho. Ho khién tdi tin tudng manh mé vao sy cam
két 1au dai cing nhu sy tan tam cta ho voi nhimg gido dan tu
nguyén déng gop kinh phi dé lam nhiéu diéu thién trong linh
vue stic khoe va giao duc cong dong.

Nhimg nha truyén gido nay déu c6 chung mot diém quan
trong: ho hiéu rat r6 khai niém marketing téng hop, hiéu tuong
tan dén timg chi tiét. Truoc hét, ho biét cach 1am thé nao dé bién
ban than thanh nhimg “hinh anh dai dién” day suc thu hut, tuong
tu nhu nhig nhan vat dai dién da duoc dé cap & Chuong 4. Ho
cting biét cach 1am khan gia thu gian va luon ludn tap trung vao
uu thé san pham doc nhat ciia minh: “Chung ta déu la con cua
Chua, sinh ra trén doi voi nhiéu toi 16i nhung van c6 thé co duoc
cudc song vinh hang néu chung ta cau xin Ngai su tha thu va
duoc Ngai ban phudc lanh”. Qua that, kho ai co thé tranh cai véi
mot u thé san phadm doc dao nhu thé, mot USP hira hen canh cira
lén thién dang chi bang cach tham gia vao chuong trinh cta ho!

Cang nhu truong hop cua MCI, cac nha truyén giao biét
rang ¢6 mot “thi truong” 16n gdm nhing “khach hang” tiém
niang dang mudn tham gia vao cac viéc tur thién. Luong khach
hang nay vao khoang 3-5 triéu nguoi My trong do tudi tur 65 trd
len. Ho la nhimg nguoi khong di, hoac khong thé di nha tho &
dia phuong minh séng, vi ly do stic khoe hoadc don gian 1a vinha
tho cach qua xa nha ho. Mot ly do phé bién ntra 1a do cach giang
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dao cuta cac cha c6 trong nha tho dia phuong té nhat va khong
gay cam hung. Ngoai luong “khach hang” trén con c6 thém
khoang 20-30 triéu gido dan da duoc cai dao theo Thién chua
giao, dang cho doi mot phuong cach “marketing” khac, hap dan
hon, thu hut hon nhiéu so véi cach truyén thong cac nha tho
hién van lam.

Nho vao stc manh truyen tai thong tin cta truyeén hinh, cac
nha truyén giao hang dau da thanh cong vuot bac va quyén gop
duoc hang ti do la cho cac du an phat trién truong hoc, bénh
vién, nha tho, cac hoi truyén giao nudc ngoai va nhiéu du an
khac ntra. Su thanh cong nay cé duoc la nho vao ba cach thuc
thuc hién ma cac nha tho hién cé chua lam duoc.

1. Céac nha truyén gido da tan dung siic manh cua truyén
hinh dé dén truc tiép voi timg gia dinh va nhan danh
Chuia mang dén cho khan gia nhung phut giay giai tri va
thu gian thuc s qua nhig budi biéu dién tuyét voi gdom
ca hat, mua, kich va sau d6 la viéc quyén gop tien.

2. Céc nha truyén giao da duy tri thong diép can chuyén
tai bang cach phoi hop chat ché moi phuong tién truyén
thong. Chang han, Oral Roberts xuat hién trong mot
chuong trinh truyén hinh hai 1an moét tuan, mét chuong
trinh trén dai phat thanh hang ngay, thuong xuyén c6
mat trong cac bubi chuyén dé dac biét trén truyén hinh,
cing nhu tham gia viét sach, béo, ban tin no6i bo hang
tuan - tat ca déu st dung cung mot thong diép: “Hay
cho toi biét moi ric roi, toi 16i, bénh tat, néi lo lang cia
ban than ban cting nhu cua gia dinh va ban be ban. Dich
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than toi sé lién tuc cau nguyén cho ban va nhimg nguoi
d6. Va dinhién, dé doan muc su cta t6i c6 thé hoat dong
va dé toi co thé tiép tuc cau nguyén cho moi toi 16i va
ctru v6t linh hén, ban hay gui cho toi bat cir thi gi ma
ban c6 thé dong gop, cang thuong xuyén - theo kha ning
cta ban - cang tot”.

Cac nha truyén giao da danh ra hang trieu do la dé thiét
lap, cap nhat, cing nhu nghi ra nhiéu cach thic mai, cé
tinh sang tao nhdm dam bao h¢ thong may vi tinh c6 thé
duy tri moi thong tin chi tiét cua hang triéu nguoi da
phan hoi qua thu va hé thong dién thoai mién phi caa ho.
Ngoai ra, ho con thué nhing chuyén gia co s du liéu
gioi nhat cung cap phan mém vi tinh tao nhimg 14 thu tra
10i hoan hao nhat. Chi vai ngay sau khi méi “khach
hang” goi dién thoai hodc gui thu, moét 1a thu phan hoi sé
duoc gui lai cho khach hang d6, ghi ro chi tiét tinh hinh
doéng gop cua khach hang va budi cau nguyén cho khach
hang vi su dong gop nay.

3. Céac nha tho da khong biét duoc minh bi “canh tranh”
nhu thé nao va dén tan bay gio, cac nha tho van khong
du kha nang tan dung nhing nguén luc sdn c¢6 dé phuc
vu nhimg ngudi muon goi dién thoai, gii thu, va nhing
ngudi muoén nhan duoc sy quan tam danh riéng cho ca
nhan ho.

R6 rang, dé chuong trinh marketing duoc trién khai hiéu qua
va c6 thé danh bai déi thi canh tranh, cac phuong tién truyeén
thong can phai duoc phoi hop nhip nhang, dong bo va lién tuc.
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Diém can luu y 1a khong nén gdi nhimg thong diép voi noi dung
trai nguoc nhau hoac co thé gay nham 1an. Chuong trinh mar-
keting cta cac truong dai hoc thuong hay mac phai 16i nay. Dau
tién, ho gui di nhimg tap chi noi bo trinh bay dep c6 dang hinh
cac co so truong hoc hoanh trang. Nhung ngay sau do6 lai gui di
nhimg buc thu quyén gop khién ai cing thay duoc tinh hinh tai
chinh thiéu thén cta ho. Vay nguoi ta phai tin vao thong diép
nao day?

V6i cach marketing tong hop, quan hé cong ching (Public
relations) va viéc thong tin noi bo gitra cac nhan vién véi nhau
cting nhu thong tin véi khach hang la diéu khong thé thiéu.
Cting can luu y, dé c6 duoc tac dong nhu mong mudn, “bai ca”
thé hién trén cac phuong tién truyén thong phai duoc giw
nguyén, khong thay déi cho méi lan tiép xtic véi khach hang va
nhan vién.
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Céc nha hoach dinh quang cao qua phuong tién truyén
thong thuong nghi ra nhiéu tir viét tat, chang han nhu CPM (cost
per thousand - chi phi trén moéi ngan luot xem) va GRP (gross rating
points - tong diém xép hang), lién quan dén van dé tinh chi phi
cho viéc tang s6 luong nguoi biét dén san pham/dich vu thong
qua cac phuong tién truyén thong nhu: bao chi, truyén hinh, dai
phat thanh, Internet. Nhung nhimg thuat ng nay, cing nhu
nhiéu thuat ngtr khac, khong hé phan anh viéc déi tuong khan
gia duoc nham tdi c6 thuce su doc, thich tha va phan hoi véi mau
quang cao hay khong.

Mot dong nghiép cua toi lam viéc ¢ tap doan Citigroup

thuong nhac nhd doi nga nhan vién marketing cua minh rang
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viéc 1ap ké hoach quang cao qua phuong tién truyén thong bao
gom 60% lién quan dén nghé thuat va 40% lién quan dén khoa
hoc. Con t6i thi thay phan nghé thuat chiém dén 70%.

Co6 rat nhiéu yéu t6 - mot s6 c6 thé nam trong tam kiém soat
cua ban, con s6 khac thi khong - sé anh huéng dén viéc chién
dich quang céo c6 dugc dung déi tuong khach hang chu y dén
hay khong, qua d6 quyét dinh mic do thanh cong ctia san pham
hay dich vu dugc quang cao.

Sau day la ba yéu t6 trong s6 nhing yéu t6 vo cing quan
trong noi trén nam trong tdm kiém soét cua ban:

Tac dong hinh anh: Mau quang cao, hay mot series quang
cao, can duoc thé hién sinh dong va 16i cuén vé mat hinh anh
dong thoi thu hut duoc su chu y caa khan gia hay doc gia.

Vi tri: Ban phai bo chi phi ra dé c6 dugc “manh dat” tot
nhat. D6 chinh 14 vi tri trén mat bao, hoac thoi diém phat song
trén truyen hinh hay dai phat thanh giup mau quang cao cua
ban c6 duoc s6 luong nguodi doc, xem hoac nghe nhiéu nhat.

Tan sudt: Trong gi6i han ngan sach ctia cong ty, ban nén ¢
gang dé co duoc t6i da s6 1an xuét hién ciia mau quang cao.

Cho du cac chuyén gia hoach dinh quang cao qua phuong
tién truyén thong co thé dua cho ban hang ta so dd, biéu do hay
cac con s6 mai nhin da thay rdi mat, thi ba yéu to trén van thuc
su can duoc chu y nhiéu nhat.

Phan 16n noi dung cta cudn sach nay tap trung vao yéu to
thir nhat: sang tao mot mau quang cao co stc 16i cuon. Phan con
lai cia chuong nay, chung ta sé ban vé nhimg quy tac don gian
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ma toi da 4p dung dé tan dung t6i da chi phi quang cao qua cac
phuong tién truyén thong, thong qua viéc c6 duoc vi tri cing
nhu tan suat quang cao mot cach t6i uu nhat.

Khong ai nghi ngo vé kha nang cing nhu su tan tam caa cac
chuyén gia hoach dinh quang cao qua phuong tién truyen thong,
du & bat ky noi dau trén thé gidi. Tuy nhién, ho c¢6 xu huéng sir
dung ngan sach quang cao ctia ban theo kiéu chiéu rong - tic la
cang xuat hién trén cang nhiéu to bao cang tot. Ho da quén di
moOt muc tiéu khac quan trong hon gap nhiéu lan so véi viéc gay
chu y. D6 chinh la yéu t6 ma toi da néi ¢ trén: tan suat.

Ban tht nghi xem, trong hai cach sau, cach nao sé hiéu qua
hon: trong vong mot ndm xudt hién vai lan trén 30 tobao, tap chi,
hay xuat hién thuong xuyén nhung chi trén 10 t6? Thuc té cho
thay, viéc xuat hién lién tuc, du trén it mat bao, luon c6 hiéu qua
cao hon viéc xuat hién trén nhiéu mat bao nhung thua thot.

Lién quan chat ché dén tan suat xuat hién la vi tri. Cach duy
nhét dé dam bao hau hét moi doc gia thay mau quang céo 1a bo
chi phi nhdm c6 duoc vi tri t6t nhat trén bat ky xuat ban pham
nao ma ban dang quang céo.

Nguon ngan sach cua bat ci cong ty nao ciing c6 su gioi han
nhat dinh. Trén thuc té, chung ta thuong khong ¢ du kinh phi
dé thuc hién diéu ma minh muén. Cach hiéu qua nhat dé su
dung ngudn kinh phi han hep nay la khoanh vung nhing an
pham phu hop, va dén kinh phi nhdm mua duoc vi tri t6t nhat
- vi tri ma moi doc gia déu c6 thé thay duoc.

Vay vi tri tot nhat d6 nam ¢ dau? Sau day la mot vai goi y.
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Qudng cdo trén bdo chi

Tap chi: Vi tri tot nhat 1a ¢ trang bia hai, bia ba, bia bon, ngang
phan muc luc (néu phan muc luc dé tim), va trang déi dién
nhimg chuyén muc duoc nhiéu nguoi doc.

Bdo: Vi tri tot nhat 1a & phan dau cua trang 3. Vi tri tiép theo
la phan dau cua trang cudi. Sau do, tiy thuoc vao cach trinh bay
cua to bao, ban nén chon phan nao phu hop véi san pham hoac
dich vu cta ban, cting nhu chon phan nao ¢ it quang cao cua
déi thu canh tranh.

Dé c6 dugc nhimng vi tri t6t nhat, ban phai tra phi cao hon
muc thong thuong. Trong linh vuc bat dong san, vi tri luon la
yéu t6 quyét dinh: mot ngoi nha bén bo bién sé dat hon ngoi nha
6 dién tich 1on hon nhung & dat lién. Quang céo trén bao cting
tuong tu. Vay tai sao ban lai ton tién dé dang quang cao & nhimg
vi tri ma hau hét doc gia sé chi luot qua hoac tham chi khong
bao gio dé mat dén? Hay dé cho ddi thu canh tranh cda ban lam
diéu do.

Woody Allen da timg néi: “Tam muoi phan tram cudc doi
la danh cho viéc pho truong thé hién”. Viéc tim vi tri cho mau
quang cao doi hoi mot chut tinh té & ban. D6 phai 1a vi tri ma
hau hét doc gia sé chu y dén mot cach tu nhién theo ban ning,
1a vi tri ma ho ludén phai doc méi 1an cam tobao do len.

Viéc 1ap ké hoach quang cdo hau nhu khong c6 gi kho khan.
Trudc tién ban can xac dinh do6i tuong khan gid muc tiéu; thoi
quen, xu huong doc bao cua ho, dong thoi tim vi tri quang cao
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dé nhin thay nhat trén bao chi. Sau d6 mua nhing vi tri nay,
cang thuong xuyén cang tot.

Sau day la nhimg gi ma Tap doan Bose - nha san xuat thiét
bi am thanh chat luong cao voi gia phai chang - da lam dé duy
tri sy chu y cta dung d6i tuong doc gia lién tuc trong nhiéu tuan.

Cutr mdi tuan, Bose lai cho dang nguyén trang mau quang
cao trang den trén tap chi New York Times. Lién tuc trong nhiéu
nam, ho ddng mau quang cao ctia minh ¢ cing mot vi tri 1a gan
bia sau cta cuodn tap chi, thuong ndm doi dién muc d6 6 cht ctia
s6 bao ngay Chu nhat. Vay mau quang cdo nay muon thu hut
doi tuong doc gia nao? Chéc chin la bat ky ai mudn c6 mot bo
am thanh chat luong cao voi gia phai chang. Déi tuong khach
hang nay thuong c6 tinh cach sau sic, co kién thuc, khong nan
long véi nhimg mau quang cédo hoi di vao chi tiét ky thuat.
Nhiéu nguoi trong s6 ho thich giai 6 chit hoac thich tram minh
trong khong gian riéng yén binh va tinh lang. Nhing lic nhu
thé, ho thich thuong thuc giai diéu cia am nhac. That ra, d6i voi
nhtmg nguoi mé giai 6 chir, am nhac la liéu phap ly tuong. Tap
chi New York Times luon c6 muc d6 6 chit hang tuan. Va mau
quang cao cua Bose cting xuat hién hang tuan. That hop ly!

Viéc Bose dang quang cao trén to New York Times & mot vi
tri khong theo thong I¢ la mot vi du dién hinh cho mot yéu té nita
gop phan vao su thanh cong cua viéc chon vi tri quang cao: hay
chon nhimg vi tri ma cac déi thu canh tranh ciia ban khong nghi
dén. Co6 nhiéu tap chi danh cho nhimg nguoi yéu nhac va trong
nhimg tap chi nay day nhimg mau quang cao thiét bi am thanh.
Néu mau quang cao cta ban cing nam trong s6 do, liéu c6 cohoi
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nao dé ban duoc chi y dén khong, nhat 1a khi ban bi bao quanh
boi mot rimg quang cao khac tir cac déi thu canh tranh? Hay tim
cach tach biét ban v6i dam rimg ay. Hay thoat khoi nhimg kiéu
tu duy thong thuong. Hay quyét doan va tao bao!

Quang cao thoi trang phu nit la mot vi du dang duoc dé cap
dén. Ban thir cam bat ky mot cudn tap chi Vanity Fair (néu ban
dd ste nhac néi) va gid ra, ban sé thay bat cit trang nao cting c6
qua nhiéu mau quang cao thoi trang khién nhing bai viét dang
trong d6 nhu thé la nhing chuyén muc phu. Vay mau quang
cao nao trong s6 do sé duoc chu y dén? Tat ca lai quay trd veé voi
nghé thuat tim vi tri quang céo.

Céc cong ty dich vu tai chinh déu muén dang quang cao
trong cung mot chuyén muc kinh doanh cua cac to bao, va cac
trang chuyén dé nay hau nhu in day cac quang cao. Thé con
nhimg chuyén trang khac ma doéi thu canh tranh it quan tam nhu
thé thao, xe hoi, hay bat dong san thi sao? Kha nang mau quang
cdo ctia ban sé noi bat & nhing chuyén trang nay la rat cao.

Chién lugc lam-nhiing-gi-nguoi-khdc-khong-lam dang dé cho
ban xem xét ky luong. Tap doan Bose c6 vé da rat thanh cong
v6i chién luoc nay; néu khong, ho da khong cho dang quang cao
trén tap chi New York Times hét Chu nhat nay dén Chu nhat
khac, thang nay sang thang khac, nam nay sang nam khéc.

Qudng cdo trén truyén hinh va dai phat thanh

Vi hai phuong tién truyén thong nay, ban cing ap dung cung
nhimg quy tic ciia quang cao trén bao chi: tao sy phan khich cho
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nguoi xem hodc nguoi nghe véi thong diép ctia ban va xuat hién
cang nhiéu cang tot.

Quang cao trén truyén hinh thuong khién nhiéu nguoi kho
chiu. Du d6 la nhung lac giadi lao, nhung van khong ai thich
canh ctr bi ngat quang thuong xuyén nhu thé. Chi c6 mot truong
hop ngoai 1é la phan quang cédo cho giai Super Bowl®. Phan
quang céo nay da trd thanh mot phan cua giai dau va khién
khan gia ban tan doi lic con nhiéu hon 1a két qua cta tran dau.

Nhung du ban cho phat phan quang cao ctia minh trong moét
chuong trinh chiéu vao 2 gio sang, hay chi thém 2 trieu do la dé
duoc xuat hién trong muc quang cao cua giai Super Bowl, thi thoi
diém ly tudmg nhét 1a xudt hién dau tién trong chuong trinh
quang cao giai lao dau tién. Sé hiéu qua hon néu mau quang cao
cta ban duoc phat méi tuan mot lan trong chuong trinh quang
cao dau tién lién tuc trong mot nam so véi viéc phat nhiéu lan
nhung chi trong vai thang dién ra nhimg su kién tuong tu.

Giong nhu vdi vi tri trang bia hai ciia mot cuon tap chi, thoi
diém xuét hién dau tién trong chuong trinh quang cao dau tién
chinh la thoi diém c6 thé thu hut nhiéu nhat su chu y cta khan
gia d6i voi mau quang cao cua ban. Ngoai ra, ciing tuong tu nhu
voi truong hop caa tap chi - cang di sau vao noi dung nhimg
trang sau cang co it nguoi doc - luong khan gia xem truyén hinh
giam dén 95% sau lan quang cao dau tién. Tuy thudc vao muc
do hap dan cua chuong trinh dang xem, s6 luong nay co thé
giam it hon, nhung nhin chung, kha nang luong khan gia xem
truyén hinh tang 1én cang vé cudi chuong trinh 1a diéu rat hiém.

(1) Giai vo dich bong bau duc My.
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Ngay nay, nho vao phép la cua linh vuc cong nghé thong
tin, moi de doa 1on nhat cua quang cao trén truyén hinh chinh
la TiVo®® cang nhu cac hinh thic khac cua may quay phim ky
thuat so (digital video recorder - DVR). Vao nam 2004, nhom
Nghién ctru Forrester da thuc hién mot nghién ctru vé thoi quen
xem truyén hinh ctia khach hang. Két qua cudc nghién ctu da
cho thay rang khi khan gia xem cac chuong trinh duoc thu lai,
ho thuong bé qua 92% cac chuong trinh quang cdo. Mot tin
khong vui cho cac nha quang céo trén truyén hinh.

Cung lic nay, nhu cau st dung DVR ngay cang tang cao.
Trong nam 2004 da co6 it nhat 5 triéu gia dinh c6 diéu kién thu
lai cac chuong trinh truyén hinh nhung da b6 qua phan quang
cdo. Theo du doan, dén nam 2009, mot nira tong s6 gia dinh My
sé sir dung hinh thirc nay. Vay thi tat ca tién bac va thoi gian ma
ban bo ra dé dugc phat quang cao vao nhimg ltc thich hop nhat
da di dau?

Giai phap t6t nhat dé d6i pho véi viec khan gia bo qua cac
chuong trinh quang cao sé van la cho phat quang cao trong
nhing chuong trinh it c6 kha nang duoc thu lai dé xem sau nhat.
Tiéu biéu 1a hai chuong trinh tin tic thoi sy va thé thao. Cing
trong mot nghién ctru vao nam 2004, nhom Nghién ctru cua
Forrester da chi ra rang 93% so6 lugng khan gia co6 s dung ky
thuat thu lai chuong trinh truyén hinh dé xem sau van muén
xem cac chuong trinh tin tic dia phuong khi chung duoc phat
song. Tiép theo chuong trinh tin tic dia phuong 1a cac chuong
trinh tin tic trong nudc, sy kién thé thao va nhtmg sy kién dac
biét nhu 1é trao giai Oscar hay Emmy.

(1) Thiét bi ghi video ki thuat sd, co kha ning ghi lai cic chuong trinh truyén hinh vao
8 cting ctia no.
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Ro rang la, cac chuong trinh tin tic va thé thao se la su lua
chon wu tién cho cac nha quang cao trén truyén hinh trong
nhimg nam t6i. Ngoai ra, cac nha san xuat chuong trinh truyén
hinh ciing sé ¢6 géng do6i pho vai viéc khan gia bé qua phan
quang céo bang cach tao ra nhiéu chuong trinh truc tiép va nhat
la khuyén khich sy tham gia cta khan gia vao chuong trinh
trong sudt thoi gian phat song. Viéc khan gia c6 mudn cha dong
tham gia hay khong hay dé thoi gian tra 10i.

Dai phat thanh la phuong tién truyén thong vo cuing hiéu
qua. Khong kho khan gi khi ban mua song quang cao trén dai va
chi phi dé san xuat nhimg mau quang céo trén dai thap hon rat
nhiéu so véi viéc san xuat mot phim quang céo truyén hinh.
Ngoai ra, ban ctng sé khong lo lang veé TiVo® - chuong trinh luon
duoc nguoi nghe nghe truc tiép. Hon nia, viéc chon song phat
quang cao cing kha don gian: trong luc 1ai xe. Thoi diém quan
trong nhat 1a tir 6 gior dén 8 gior 30 va tir 16 gio 30 dén 19 gio 30.

Rat nhiéu nha marketing da thiéu sot khi bé qua viéc quang
cao trén dai phat thanh. Dai phat thanh la phuong tién quang
cao hiéu qua véi chi phi thap trong viéc chuyén tai thong diep
dén mot thi truong khach hang cu thé nao dé. Ngoai ra, day
ciing la phuong tién hiéu qua dé quang cao trong nhing thi
truong méi ma khong can dau tu nhiéu cong stic.

Quang cao trén dai phat thanh rat phu hop véi nhing
doanh nghiép nho va cac té chirc phi loi nhuan muén nhdm dén
luong khan gia 16n nhung khong du chi phi dé quang céo trén
truyén hinh.
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Thoi gian nhiéu nguodi nghe dai nhat la trong luc lai xe. M6i
ndm, luong xe hoi xuat hién trén duong phd ngay cang nhiéu.
Ban nén tan dung diéu nay va can than xem xét kha ning quang
cao trén dai nhu 1a mot phan quan trong nhat trong chién luoc
marketing.

Qudng cdo trén cdc phuong tién truyén thong todn cdu

Co6 mot tin vui la viéc hoach dinh quang cao trén cac phuong
tién truyén thong toan cau ngay cang tro nén dé dang hon. Cach
day chi vai nam, viéc cac cong ty truyén thong lon cung cap mot
dau méi lien lac duy nhat co kién thuc hiéu biét vé cac phuong
tién quang cao truyen thong & timg khu vuc van con la diéu hau
nhu kho c6 thé xay ra. Voi su phét trién vimg vang cua nén kinh
té toan cau, cac cong ty truyeén thong da thuc tinh va da that su
dau tu @é c6 duoc doi ngti nhan vién hién nay c6 thé dam duong
viéc quang cao ¢ bat ky khu vuc nao cta thé gioi.

Tat nhién, nhu ban ciing thay, con mot s6 kho khan dac thu
mang tinh chat dia phuong khi thuc hién quang cao ¢ nhing
quéc gia ngoai nuoc My. Chau My La tinh 1a khu vuc ma viéc
lén ké hoach quang cao vo cung kho khan. O day rat kho woc
doan chinh xac luong khan gia xem truyen hinh. Ngoai ra, ciing
co rat it to bao hay tap chi, nhat 1a nhimg tap chi kinh doanh, c¢6
luong phat hanh 1on dang ké. Thém vao do la viéc goi thu truc
tiép thuong kém tin cay va c6 chi phi cao. O chau Phi tham chi
con kho khan gép boi. Rat may la nhing quéc gia phat trién
khac c6 cac diéu kién va cach thuce thuc hién quang cao tuong tu
nhu My.
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Vé khia canh sang tao, cting c6 mot so van de riéng biét ap
dung & mébi qudc gia, nhung nhin chung la déu c6 thé kiém soat
duoc. Theo quy tac chung, mot chién dich marketing toan cau
can ¢ cach thé hién va cdm nhan tuong tu & tat ca cac qudc gia
dang marketing san pham hay dich vu d¢. Thong diép kinh
doanh co ban thuong la giéng nhau, cho du c6 thay ddi doi chut
vé mit ngon ngtr dia phuong dé truyén tai hiéu qua noi dung
cua thong diép do.

Thong thuong ban sé gap phai nhing van dé doi hoi sy tinh
toan khéo 1éo, chang han nhu c6 nén dé them tiéng Anh trong
mau quang cao bang ngon ngtr dia phuong. Vi du nhu & Nhat,
cac cau tua dé hay tiéu dé thuong duoc viét bang tiéng Anh.
Viéc st dung tiéng Anh theo hai cach nhu vay duoc xem 1a hop
thoi va hién dai.

O mot s6 quéc gia noi tiéng A Rap, nguoi dan thich cac mau
quang cao duoc in bang tiéng A Rap nhung lai muén cac cau
kéu goi phan hoi bang tiéng Anh hoac song ngit.

Khi mé& rong hoat dong cua cong ty theo hudng toan cau,
ban that su can phai kiém tra ndng luc ciia mot cong ty quang
cao. Ban nén lam viéc véi mot cong ty quang cao c6 kinh nghiém
quéc té dang tin cay. Rat may la da so cac cong ty quang cao lon
hién nay déu nam trong mang ludi toan cau két ndi voi nhimg
chuyén gia gidi & timg vung trén thé gioi. Doi ngi nhan vién
chu chot cta ban nén tan dung nhimg kinh nghiém quy bau ay
ctia cac chuyeén gia dé co thé lap ké hoach quang ba r6 rang va
cu thé cho bat ky san phdm nao ma ban can quang ba tai nhiéu
quoc gia khac nhau.
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V i vay, hay dimg bét chudc kiéu viét cua ho.

Hay nghi dén phan m¢ dau mot 1a thu quang cao nhu mot
cau tiéu dé trén bao, du stc thu hut su chu y cia nhung doc gia
nao con dang ludng lu - mot cau tuong tu nhu cau mé dau cua
chuong nay. Pé dam bao thu huit su chu y cua doc gia, mot buc
thu - ngoai trix truong hop d6 1a thu cia Cuc thué Lién bang, can
duoc viét bang nhimg cau ngan, nhimg doan van ngén, thinh
thoang xen vao mot cau dai va dé nhiéu ché trong - diéu nay sé
khién mat doc gia cam thay dé chiu, ciing tuong tu nhu mot
cuon brochure duoc soan thao ky luong.
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Cau chao md dau 1a thu thuong to ra khong hiéu qua. Theo
toi thi ban khong nén st dung chung. Cau “Ban than mén” khién
nguoi doc thdy kho chiu - hai bén chua biét nhau nén chua thé 1a
ban. Ban cting nén tranh nhimg cau nhu “Doc gia than mén”,
“Pdng nghi¢p than mén”, “Anh chi nhan vién than mén” vi
chung c6 ham y rang 14 thu cua ban sé duogc gii dén hang tram,
hang ngan, tham chi hang triéu nguoi - vay tai sao ban lai phai
cho doc gia cia minh cam thay rang ho chi 1a mot trong vo s6
nguoi d6? Hay md dau ngay bang mot cau tiéu dé, nhu thé la thu
cta ban sé hiéu qua hon nhiéu so véi nhing 14 thu bat dau bang
“Ban than mén”.

Chung t0i - nhimg nguoi lam nghé viét thu quang ba -
thuong duoc khach hang héi rang dé dat hiéu qua t6i da, do dai
cua mot 14 thu nén la bao nhiéu. Cau tra 10i cua toi la nén du dai
dé c6 thé noi hét y can néi. Khi xét dén van dé duy tri muc do
tap trung theo doi cua doc gia, mot 1a thu thong thuong khong
nén dai qua mot trang gidy. Néu san pham ctia ban ¢6 nhiéu dac
diém hay chon lua, ban ¢6 thé dinh kem mot trang riéng liet ke
nhtmg chi tiét nay - nhu vay, ban c6 thé gitr cho 1a thu quang céo
cang ngan cang tot.

Mot vi du tiéu biéu cta khai niém “ngan tot hon dai” ma toi
tam dac la nhing 14 thu gay quy. Déi voi nhing nguoi 1am cong
viéc nay thi viéc viét lach la ky nang chinh yéu trong nhiéu thap
nién tro lai day. Mot trong nhimng buc thu gay quy thanh cong
nhéat ma toi duoc biét 1a 1a thu chi gdm ba cau ngén gon, do mot
nha truyén gido trén truyén hinh viét trong thoi gian doan muc
su ctua ong lam vao tinh trang khuing hoang tai chinh tram
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trong. La thu duoc gii dén 2 triéu nguoi theo danh sach nhing
nguoi dong gop trude day. Noi dung la thu viét: “Khing hoang
tai chinh trdm trong. Khong con thoi gian dé giai thich thém
nita. Xin déng gop bat ct thir gi ban c6 thé!”

...Va thong diép cua buc thu da duoc moi nguoi dong tam
huong ing.

Chung ta hay quay trd lai viéc khan gia it tap trung vao
nhing 14 thu. That ra diéu nay doi luc lai c6 loi cho ban.
Chang c6 ai nhé ndi ndi dung mot 1a thu. Dinhién, ban ¢6 thé
nh¢ la minh cé nhan duoc moét 1a thu cé ndi dung kéu goi
dong gop, nhung hiém khi nhé néi timg cau chi trong la thu.
Do vay, néu soan thao moét buc thu quang ba that an tuong,
ban c6 thé sir dung lai nhiéu 1an ma khong can phai chinh stra
gi nhiéu.

Cach day nhiéu nam, John Groman, mét nhan vat gao coi
trong nganh marketing toan cau, da giup Dan nhac Giao hudng
Boston viét mot buc thu gay quy. Hiéu qua ma buc thu dem lai
cao dén no6i Dan nhac Giao huéng nay sau dé quyét dinh gic
nguyén noi dung 1a thu trong vong 5 nam tiép theo dé van dong
cho chién dich gay quy hang nam. Diéu thay d6i duy nhat trén
birc thu 1a ngay thang. Cit méi nam, buc thu dugc giri dén 50.000
nguoi ung ho Dan nhac. Trong su6t thoi gian do, khong hé c6
mot 1a thu hay cu dién thoai nao goi dén Dan nhac dé thic méc
tai sao ndm nao cang goi cho ho moét bic thu véi cung mot noi
dung. Thay vao d6, nhimg gi Dan nhac nhan duoc 1a khoan tién
ung ho tang dén muc ky luc.
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Trong thé gi¢i kinh doanh thuong mai, to Wall Street
Journal cing gitr nguyén nodi dung cia buc thu khuyén khich dat
bao dai han lién tuc trong 25 nam. T4t nhién, nhing ngudi trong
nghé sé nhan ra diéu nay ngay nhung doc gia thi khong biét va
cing khong hé quan tam.

Khi btic thu quang cao cua ban da duoc khach hang hién tai
va/hoac khach hang tiém nang huéng tmg ndng nhiét, hay dé
cho khach hang tiép tuc cam thay hing thua khong chi mot ma
con nhiéu lan tiép theo.

Mot phuong phap khac nham thu hut su cha y caa khach
hang duoc toi dat tén la “Cu dam Mot - Hai”. Dau tién, ban gui
cho nhimg khach hang muc tiéu mot la thu ngan noéi rang trong
vai ngay toi ho sé nhan duoc mot mon hang déc biét cung loi
chao moi hap dan, chi danh riéng cho ho. Tat nhién, ban phai
dam bao rang “moén hang” gui sau do that su la dac biét va co
gid tri. Toi thay chién luoc “Cu dam Mot - Hai” nay rat hiéu qua
va c6 thé sir dung nhiéu 1an cho bat cit loai hinh kinh doanh nao
hoéc cho céc td chic phi loi nhuan. Khach hang ngay cang trung
thanh v6i san pham hay dich vu cua ban thi chién luoc nay cang
phat huy hiéu qua.

Mot phién ban khac cua chién thuat nay la gui thu cho
khach hang néi rang ban sé goi dién cho ho trong truong hop
khong thay ho phan hoi. Néu duoc viét khéo 1éo, voi giong
van phu hop va khong gay phan cam, viéc “doa” goi dién
thoai nay sé gitip ban tang dang ké co hoi c6 duoc phan hoi
cua khach hang.
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Hiy tu duy giong nhu Armani va dung nhu The Gap

Cac vi gido sunguoi Anh, von la nhimg nguoi khong chay theo
thoi trang, thuong c6 xu hudng dau tu cho ti quan do cia minh
cang it cang tot. Tuong tu nhu vay, hau hét cac cong ty déu rat
de sén khi chi tién vao viéc gui thu cho khach hang. Trong vong
mot thap nién, tir nam 1980 dén 1990, c6 hai d6i tha canh tranh
da thuc hién viéc gay quy tir cac cu tri cia minh. M6i bén theo
dudi nhimg quan diém khac nhau vé van dé chi phi cho cong
tdc marketing. Va di nhién, muic d¢ thanh cong caa hai bén
cting hoan toan khac nhau. Hai d6i tha nay chinh 1a Uy ban
Thuong vién Dang Dan cht va Uy ban Thuong vién Dang
Cong hoa.

Theo 16i suy nghi thong thuong, 6 1é ban cting cho ring
Dang Dan chu gay quy tir hang triéu nguoi dong gop thuoc tang
16p trung luu, c6 thu nhap khiém ton va déng gop nho lé. Con
nguon quy cua DPang Cong hoa lai ¢6 duoc tir tién dong gop cta
mot vai “con ca lon”. Tuy nhién, tir trude dén nay, diéu nguoc lai
da xay ra. Dang Dan chu da rat thanh cong trong viéc thu duoc
nhimg phan dong gop 1on, con Dang Cong hoa lai nhan duoc
hang triéu phan déng goép nho.

Ly do chu yéu cho két qua nay chinh la s quan tam va chu
trong ma mdi bén danh cho viéc gui thu truc tiép dén ctr tri, mot
hanh déng minh chimg cho nhimg nd luc quyén gop ctia hai Uy
ban Thuong vién nay trong nhing nam 1980. Lién tuc nhiéu
nim, s6 tién hang thang ma Uy ban Thuong vién Pang Cong
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hoa quyén gop dugc thuong nhiéu hon so6 tién ma Bang Dan
cha thu dugc trong mot nam.

Tai sao lai 6 su cach biét Ion nhu vay? That ngac nhién khi ly
do khong xuét phat tir triét ly, quan diém ctia cac tmg cir vién, hay
van dé néi com trong ngay, hay tinh hinh tai chinh ctia nhing
nguoi dong gop, hoac nang luc cta cac vi c6 van o K Street.

Ly do chu yéu cho su khac biét nay chinh la & ché Pang Dan
chu tin rang khong nhat thiét phai chi qua nhiéu cho viéc gui
thu quyén gop dén hang trieu nguoi c6 kha nang dong gop.
Trong khi d6, Dang Cong hoa lai cho rang ban cang goi thu
quyén goép dén nhiéu nguoi thi so tién ban thu duoc cang lon.
Va ho da dung, it nhat la trong 95% tdng s6 lan quyén gop.

bang Cong hoa da that sy dau tu nhiéu cong suc va chi phi
cho viéc goi thu bang viéc tao dau an dic trung riéng cho nhimg
la thu. Ho st dung giay viét thu cao cap, day va co gan, c6 in
dau vang noi, dat trong nhimg phong bi déan kin. Pang Dan cha
lai chti truong st dung loai gidy viét thu ré tién va loai phong bi
6 cura s6 giay bong (window envelope). Ban thir nghi xem, da
bao gio ban nhan dugc mot 1a thu viét cho riéng ban ma nguoi
goi lai bo trong loai phong bi “window envelope” khong? Loai
phong bi nhu thé thuong chi duing dé giri hoa don.

Nhimg ai nhan duoc thu quyén gop tir Dang Cong hoa cam
thay minh that dac biét, nhu thé ho la nhimg nguoi trong cudc.
Khong chi thé, khi dong y dong gop hang thang, ho con duoc
nhan nhimg mon qua dac biét, vi nhu cac chuyén du lich mién
phi dén Washington dé gap cac chinh tri gia hang dau cua Dang
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Cong hoa, dong thoi con duoc cung cap so dién thoai duong day
néng mién phi dé ho co thé goi bat cr lic nao néu ¢6 y kién gi
lién quan dén cac van dé hién tai.

Va két qua ctaa nhimg hanh dong chu dao trén la Dang
Cong hoa da nhan duogc moét luong KHONG LO nhimg phan
hdi va dong gop. Toi van con nhé trong mot lan gui thu quyén
gop cua Uy ban Thuong vién Dang Cong hoa vao nhimg nam
1980 (da duoc noi dén trong Chuong 1), ho gt thu nhanh bao
dam dén 200.000 nguoi da timg déng gop trude day vai chi phi
cho méi buc thu la 7 d6 la, mot khoan chi khong tudng trong
thoi diém ma DPang Dan chti tim moi cach dé giam chi phi xuéng
con 25 xu cho méi bue thu. Két qua: chinh buc thu tri gia 7 do la
do6 da giup thu ve khoan tién nhiéu hon Pang Dan chu quyén
gop duoc trong ca mot nam troi.

Cho du c6 theo dang phai chinh tri nao di chang ntra, diéu
ban can ghi nhd & day la: khi gui thu truc tiép cho khach hang,
cang khién ho cam thay dac biét bao nhiéu, ban cang duoc ho uu
ai va ung ho bay nhiéu.
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(6/Khong

Nguoi ta thuong khong thich phai néi tix “khong”. O mot s6
nén van hoéa, dic biét la nén van hoa phuong Dong, moi
nguoi thuong tim cach tranh phai noi “khong” voi bat ky ai
va vao bat cir luc nao, ngay ca khi do chinh 1a diéu ho muédn.

Ban c6 thé tan dung déc diém chung c6 tinh toan cau nay
bang cach cau triic mau dé xuat cho khach hang theo hinh thic
chon lya C6/Khong. Cac to chic phi loi nhuén la nhimg don vi
dau tién st dung pho bién chién thuat nay. Ve sau, khong hiéu
vi sao nguoi ta lai it str dung di - qua 1a diéu thiéu sot.

Sau day la mot vi du mang tinh gia thuyét minh hoa cho
hinh thtc chon Iva C6/Khong cua Quy The Fresh Air, mot
trong nhimg t6 chtic tir thién ma toi tin nhiém:

DPanh dau vao cau ban chon va gt vé cho chiing toi:

(1 Co, toi dong y dong gop — do la dé gitip do tré em thanh
phé tham gia trai he, giup cac em c6 thém trai nghiém cho
cudc song.

[_1 Khong, t6i khong muén tré em thanh phd c6 co hoi tham
gia trai he trong vai tuan 1é dé huong khong khi trong lanh va
tam tranh xa bui ban 6 nhiém trén duong ph6 New York.

Dén day thi toi tin 1a ban da ndm dugc diém cot 16i ctia viec
st dung chién thuat nay.
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Ba bai hoc quan trong nhat
vé dich vu khach hang
ma ban can biét

Bai hoc thu nhdt: Khach hang sé fiép tuc mua hang theo cach
md ho di quen

biéu nay dung dén 98%. Vi vay, hay chidc chin ridng ban
quan tam dén tinh cach rat nguoi nay trong moi hanh vi cua
con nguoi.

Khi mot cai banh hamburger Big Mac cua McDonald’s lam
ban thich &n, thi nhimg lan sau, ban sé lai mua mot cai banh ntra,
rdi lan sau nira lai thém mot cai nira, gia dinh rang nhimg cai banh
nay déu c6 cung kich cd, mui vi va tham chi ca cam giac thudng
thuc cing giong nhau. Nganh cong nghiép thitc &n nhanh la vi du
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tieu biéu cho diéu nay. Khach hang quay lai béi vi ho da co théi
quen an udng tir nhimg lan trudc.

Trong khi d6, nganh cong nghiép xe hoi lai it chu y dén diéu
nay. Nhiéu nha san xuat da lam tan gidc mong cua khach hang
vé chiéc xe mo woc khi stra ddi nhing kiéu thiét ké dau tién vén
duogc ho yéu thich. Chéng han, voi chiéc xe Ford Thunderbird
dau tién - khi ra doi, chiéc xe nay chinh la hinh anh ctia mau
thiét ké mai mé, tuyét dep va day quyén ra trong bo suu tap xe
Ford. Mau xe nay da 16i cu6n biét bao nhiéu khach hang méi -
nhing nguoi bi thu hut boi dang vé thé thao cua né. Vay ma
Ford lai cho stra ddi kiéu dang chiéc xe va phai sau d6 40 nam,
sau mot loat chinh stra khién doanh thu sut giam dén muc té hai,
Ford méi nhan ra rang nhimg thay ddi chdp va da lam hong
thiét ké ban dau cta chiéc xe. Ho né luc dé quay trd lai kiéu
déang cti nhung da qua mudn. Dé bu dap lai, Ford cho ra loai xe
Chevy Corvette gan giong vai kiéu thiét ké cii cua loai xe Sting
Ray dong thoi gitr nguyén dac diém ma luc 16n cho dong co.
Nho vay, doanh thu ctia Chevy Corvette da khong dén néi té
ngay ttr luc moi ra doi.

Ngay ca san pham nhu kem tuoi ciing 4p dung quy tic nay.
Cong ty Ben & Jerry la thuong hiéu cia nhing san pham kem
cao cap. Cach day vai nam, ho quyét dinh m¢& rong thém dong
san pham binh dan - nhung khong thanh cong. Cuéi ciing, ho lai
quay vé voi thuong hiéu kem cao cap, va ké tir d6 ho luon duy
tri duoc luong khach hang lon dang ké.

Quy tic nay cting ap dung duoc cho cac san pham khac
nhu: quan ao, thude, thie an cho thu cung, giay vé sinh...
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Ngay ca trong van dé hon nhan, c6 nhiéu bang chung cho
thay nhiéu ngudi sau khi ly hon lai tiép tuc két hon voi nguoi
c6 tinh cach tuong tu nhu nguoi chong hoac vo trudce cua
minh. Y la quéc gia c6 ty 1é sinh thap nhat thé gisi. Ly do cda
viéc nay la do nam gidi duoc me nudng chiéu qua muc, dén
ndi ho chi thich duoc & voi me thay vi ra riéng va két hon. Day
chinh la mot vi du nira cta viéc con nguoi “tiép tuc theo cach
ma ho da quen”.

Céc chuong trinh khuyén mai danh cho khach hang cing
khong nam ngoai quy tac nay. Néu ban c6 duoc khach hang
mai nho vao chuong trinh khuyén mai giam gia dac biét thi
déi v6i nhimg san pham moi tiép theo, ban cting phai co
chuong trinh khuyén mai tuong tu. PBS" da hoc duoc bai hoc
nay tuy phai tra gia dat. Cach day nhiéu nam, tat ca cac dai
PBS trén khap Hoa Ky bat dau ap dung viéc tang qua dé
khuyén khich viéc khan gia tu nguyén dong gop. Ba muoi nam
sau do6, hau hét nhing d6i tuong dong gop la nhing nguoi
duoc ting qua: qua & day c6 thé chi la nhimg chiéc du, ly uéng
nuoc, dia nhac, khan tdm bién... nhung néu khong c6 qua thi
cing sé khong c6 dong gop. Va dén nay, PBS bat budc van
phai tiép tuc tang qua nhu vay. Néu c6 y dinh thuc hién viéc
marketing theo hinh thuc ting qua, can ghi nhé rang ban sé
khong thé dung lai duoc.

Cho du san pham hay dich vu cua cong ty la gi di ntra, néu
muoén khach hang tiép tuc mua lai thi 1an chao moi thi hai phai
hap dan hon, hoac it nhat la tuong tu nhu lan dau tién.

(1) Public Broadcasting Service: Cong ty truyén thong phi loi nhuan tai My.
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Bai hoc thu hai: Thoi diém quyét dinh cho viéc thiét lap méi
quan hé voi khach hang moi chinh la tudn 1é dau tién sau khi
ho mua hang.

Vé mat tam ly, nhing khach hang méi bao gio ciing can c6 mot
s6 hinh thic cung ¢6 nao do: ho can biét rang ho da quyét dinh
dung khi mua san phém hay dich vu caa ban. Vi thé, nhiém vu
cua ban la x6a cam giac lo au cua ho sau khi mua moén hang do,
dong thoi khién khach hang cam thay thoai mai vé viéc mua
hang. Ban hay lam diéu nay ngay lap tuc.

Ngay nay, voi sy phat trién ctia thuong mai dién tu, viéc goi
mot e-mail cam on ngay sau khi ban nhan dugc di liéu vé viéc
mua hang cta khach hang la vo cung dé dang. Trong mot e-mail
phan hoi gui cho khach hang, ngoai 10i cam on, nén thém vao
phan khuyén khich ho tiép tuc mua hang lan sau. Rat nhiéu
cong ty da ap dung hinh thic nay. Néu cong ty ban chua st
dung Internet rong rai, ban van nén luu trit vao hoé so dia chi
e-mail cua moéi khach hang mai.

Thé con viéc gui thu hay thiép thay cho viéc gui e-mail? Tat
nhién diéu nay hoan toan dugc ung ho. Trong nhiéu nam lién,
mot s6 nha dich vu ban 1é hang dau trong nudc van gii nhimg
buc thu nhu thé dé cam on khach hang vé lan mua hang gan day
nhat. Nhung can luu y rang nhimg bic thu kiéu nay can phai
duoc gti ngay sau khi khach mua hang. Néu vai tuan sau ban
moi gui thi sé khong con tac dung - vi lic d6 khach hang sé nghi
rang nhimg bic thu nhu thé duoc in ra hang loat tir hé thong
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may tinh tu dong cua cong ty ban. Nhu vay, tha 1a khong gui
thiép con hon la gieo vao suy nghi cua khach hang rang ho ctng
chi la mot trong vo van khach hang khac c6 tén luu trong hod so
may tinh cua cong ty. Thu cam on chi phat huy tac dung khi
khach hang nhan duoc trong vong nam ngay sau khi mua hang.
C6 thé linh dong kéo dai thém sau hoac bay ngay, nhung khong
duoc dé lau hon nta.

Cau chuyén sau day sé giup ban c6 cai nhin ro6 hon vé tam
quan trong cua viéc goi thu nhanh chong trong truong hop co
mot khach hang khong hai long vé viéc giao dich véi cong ty.

Tro lai nhimg ndm cudi thap nién 80, khi Faye, vo toi dam
nhiém viéc tu van cho hang Dell Computer, mot khach hang ctia
cong ty quang cao Chiat/Day - noi Faye dang lam viéc - c6 tru
s& dat tai thanh ph6 New York. Van phong chinh cta Dell
Computer ltic d6 nam & Austin, bang Texas va nhu vay c6 nghia
la Faye thuong xuyén phai dap may bay tir New York dén do.
Luc d6, American Airlines la hang hang khong 1on duy nhat &
My 6 chuyén bay tir New York dén Austin voi tram qué canh &
Dallas. Hau nhu moi chuyén bay ctia Faye voi American Airlines
déu dién ra suon sé ngoai trir mot 1an, chuyén bay tir New York
dén Dallas budc phai tri hoan vi suong mu day déc ¢ Dallas. Sau
hai giorbay vong vong trén khong trung, cudi cing may bay méi
dap xudéng dugc san bay Dallas. Luc ay da qua muon dé Faye
dap chuyén bay chuyén tiép dén Austin tham du mot cudc hop
quan trong nén c6 ay danh phai lén may bay quay trd lai New
York. That ra, diéu nay van thuong xay ra. Viéc thoi tiét xau lam
x40 tron lich trinh cac chuyén bay la chuyén binh thuong.
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Nam tuan sau, Faye nhan dugc mét buc thu tir American
Airlines. Butc thu bat dau bang 101 xin 16i vé viéc chuyén bay cua
o ay bi tré cach day 5 tuan. Noi dung thu sau d6 con noi théem
réang, du thoi tiét xau nhung American Airlines luon né luc dé
chuyén chd hanh khach dén noi dung gio. Vi Faye 1a khach hang
thuong xuyén cua hang, ho tang thém vao tai khoan bay cua co
dy 2.500 diém thudng ntra.

DPoc xong buc thu Faye dua, toi that sy an tuong. American
Airlines da ghi nhan cac chi tiét mot cach chinh xac. Khong
nhtmng thé, ho khong ngai gii thu xin 16i, dong thoi dé nghi
mot hinh thirc dén bu ma chinh Faye cing khong ngo tdi. Dich
vu khéach hang cua ho qua that xuat sac. Toi bao Faye: “Cha,
may anh chang & American Airlines choi dep day chi! Ho that
su da dén bu xuimg dang cho chuyén bay 4c mong ctia em hdi
thang truoc”. Thé nhung Faye khong dong y véi toi, va noi
rang: “Ho da tré mat 4 tuan”.

Suy nghi lai, toi thay 10i nang noi that chi ly.

Nghe c6 vé nghich ly, nhung that sy, thoi diém t6t nhat dé
dé nghi khach hang tiép tuc mua hang hay st dung dich vu cta
ban chinh la ngay sau khi ho mua hang hoac thanh toan dut
diém mot khoan no lau dai. Hay thir nghi xem, diéu gi sé xay ra
néu mot ngan hang goi mot 1a thu cho khach hang vira moi tra
no xong, trong d6 ngoai 16i cam on 1a loi dé xuat rang ngan hang
sé san sang cho ho vay tiép? Ohama Steak, mot cong ty chuyén
cung cap thuc pham véi hinh thic giao hang tan nha, da 4p dung
khai niém nay rat hiéu qua. Néu ban goi dén ctra hang, nhan vién
& day sé noi rang vi ban la khach hang thuong xuyén, moi mat
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hang trong catalog sé duoc tinh ré hon mot chut. Ngay ca khi ban
mua hang lan dau tién & day, ho cang sé cho ban mtc giam gia
tuong tu. Chién thuat nay ciing gitip ho xoa di nhtmg néi lo lang
va luong lu thuong thay & nhing khach hang sau khi mua lan
dau, chua mu6n mua tiép lan thi hai.

Bai hoc thu ba: Hay quén di nhing thudt ngir phic tap vé phén
loai khach hang

C6 du loai sach bao, bai nghién ctru va ca luan an tién si voi
nhimg phan mo ta dai dong, phuc tap ve viéc phan nhom khach
hang. Hau hét nhimg bai viét nay déu rac réi dén nbi ban sé
khong bao gio co thé lap ra mot chién dich marketing dap tng
duoc tat ca nhimg nhom khach hang do6, hay tham chi don gian
chi la viéc xac dinh nhtmg nhom khach hang nay trong s6 khach
hang hién tai cua ban trén khap thé gioi.

Theo kinh nghiém cua t6i, c6 nam nhém khach hang co ban.
Nhing nhém nay rat dé hiéu va c6 nhimg khuon méu, hanh vi
mua hang dac thu ma mot chién luoc marketing duoc thiét ké
bai ban c6 thé dap tmg rat hiéu qua.

Nhém 1 - Khach hang Trung thanh: Ho yéu thich san pham ciia
ban. Chi don gian 1a nhu thé.

Nhom khach hang nay khong thé liét ké du tat ca moi diéu
tot dep vé cong ty hay san pham ctia ban. Néu ban tiép tuc dé
nghi ho mua hang, ho sé tiép tuc mua hang ma khong hé ngan
ngai. Nhing khach hang trung thanh nhu vay xing dang duoc
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hudng moi hinh thic wu dai va khuyén khich, chang han nhu:
thuong xuyén giao tiép theo kiéu ho la “nguoi cung mot nha”,
hodc cung cap cac hinh thic khuyén mai dac biét. “Pac biét” &
day khong chi c6 nghia la giam gia, ma c6 nghia la... that su dac
biét. Ttrc 1a nhitng gi ma chi riéng ho mai c6, con cac khach hang
khac thi khong. Xét cho ciing, nhom khach hang nay thuong tao
ra 90% loi nhuan cho ban.

Nhém 2 - Khach hang Ludng lu: Thinh thodng ho méi mua san
pham ctia ban.

Nhom khach hang nay thuong to ra nhay cam véi van de
gia ca; hodc luon cam thay san pham cda ban chua thuc sy dap
ung yéu cau cua ho. Ho muon c6 nhiéu yéu t6 hap dan hon
trudce khi stt dung san phém hay dich vu cua ban, vi du nhu: mot
10i dé nghi hau hi, dich vu khach hang dac biét, bang chung cho
thay san pham ctia ban that su vuot xa san pham tuong tu cua
déi thu canh tranh, hoac doi khi chi don gian 1a mot diéu gi do
moi la va khac biét. Day ro rang la nhom khach hang quan trong
va thuong chiém da s6 trong tong s6 khach hang cta ban. T
nhom khéach hang nay, ban sé c6 duoc nhing khach hang Trung
thanh trong tuong lai. Néu ban c6 nhimg chién luoc hop 1y cho
hai nhom khach hang dau tién nay, cong viéc kinh doanh cta
ban sé lién tuc tién trién.

Nhém 3 - Khach hang Chi li: Ho chi mua san pham mét Ian, trong
dot giam gia dac biét.

Hau hét nhtmg khach hang thuoc nhom nay sé khong bao
gitr thay déi va chi chi y dén gia ca. Ban chi nén tiép can nhom
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khach hang nay néu san pham cta ban c6 gia ré nhét trén thé
gioi, tuong tu nhu kiéu siéu thi Wal-Mart van thuong lam. Khi
marketing cho nhém khéach hang nay, ban can nhé rang gia ca la
yéu t6 duy nhat quan trong voi ho, ngoai ra khong con gi khac.

Nhém 4 - Khach hang Cuc doan: Ho da tiing gap phai diéu gi d6
khong hay khi mua san phdm ctia ban, chdng han nhu dich vu khach
hang kém.

biéu dé nhan thay nhat & nhom khach hang nay 1a ho chi
mua moét lan duy nhat roi di luon. Vay ban c6 nén quén ho luon
khong? Khong nhat thiét phai nhu vay. Toi biét c6 nhiéu cong
ty kha thanh cong trong viéc chuyén bién nhom khach hang nay
tro thanh Khach hang Luong Iy va tham chi la ca Khach hang
Trung thanh. Giai phap cua ho 1a gii mot buc thu xin 161 dai néi
vé nhung diéu khong hay ma khach hang phai chiu, sau d6 thira
nhan la cong ty van con nhiéu thiéu sot: “Vang, doi khi chung
toi ciing c6 nhimg so suat. Du khong muon diéu nay xay ra chut
nao nhung cting c6 lic kho tranh khoi. ‘Nhan v6 thap toan’. Hay
cho chung toi thém mot co hoi dé stra chita”. Ban can luu y: Néu
ban nhan dugc mot buc thu, e-mail, hay cudc dién thoai goi dén
than phién, diéu vo cing quan trong la ban phai goi thu xin 16i
ngay lap tuc, hiéu qua nhat la trong vong 24 gio ké tir khi ban
nhan duoc 1o than phién.

Nh6m 5 - Khach hang khong biét gi.

Trong thuc té co nhimg khach hang nhu vay. Ho tham chi
con khong biét minh la khach hang. Ho ¢6 san pham ctia ban co
thé 1a do mua nham hay dugc ngudi khéac tang. D6i voi nhom
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khach hang nay, ban nén xem ho nhu nhimg d6i tuong tiém
ning khac. Chi c6 diéu ho khong phai la khach hang that su.

Dung vo tinh lanh lung véi khach hang quan trong nhdt coa ban

Sau khi da hiéu duoc déi tuong khach hang ctia minh, ban can tap
trung vao viéc cham soc ho. Hau hét cac cong ty, du lon hay
nho, khi da xac dinh duogc khach hang quan trong cua minh,
phan tng tu nhién cta ho 1a dan dan it giao tiép vo6i khach hang
d6. Cac cong ty nay da sai lam khi tin rang ho sé lam phién
khach hang néu cu lién tuc gti thu hoac e-mail yéu cau khach
hang tiép tuc mua hang. Dinhién, khi ngung hoac giam mtc do
tiép xuc voi khach hang, cac cong ty nay dang gian tiép truyén
mot thong diép dén khach hang la: “Ban ching con quan trong
doi voi chung toi nia”.

Ban dimg pham phai sai lam nay. Nén nho rang cac doi thu
canh tranh ltic nao cting dang tim moi cach dé 16i kéo nhimng
khach hang hang nhat cua ban vé phia ho. Cac to chuc phi loi
nhuan hoat dong c6 hiéu qua déu rat hiéu tim quan trong cua
viéc giao tiép thuong xuyén nhung & mic do hop ly voi cac
manh thuong quan quan trong nhat ctia minh. Ho y thuc duoc
réng sy ton tai va phat trién cda t6 chuc tuy thuoc chi yéu vao
viéc c6 dugc su ung ho cua nhing nguoi co thé that su tao ra su
khéc biét, hién nhién la vé mat tai chinh.

Trong kinh doanh, cac nha marketing luon hiéu ro va tuan
thu quy tac 20/80, nghia 1a 80% doanh thu cua mot cong ty la
nho vao 20% khach hang. Di nhién day la diéu hop ly. Nhung
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cac td chuc phi 1oi nhuan tién thém mot bude xa hon khi ho xac
dinh réng 50% ctia téng ngudn thu dén tir von ven 1% s6 luong
cac manh thuong quan.

Néu cac cong ty thuc sy chu tam vao viéc tim hiéu ky luong
$6 20% nhimg khach hang hang nhét cia minh, ho sé c6 dugc
mot quy tac mai: quy tac 10/90, tic 1a 90% doanh thu cta cong
ty c6 duoc tir 10% tong s6 khach hang. Nhom 10% nay do d6
phai duoc moi su wu ai, cham soc dac biét nhat, cting nhu duoc
cong ty luu tam qua nhing hinh thuc giao tiép thuong xuyeén.
Viéc quan ly nhimg khach hang dic biét nay khong dén néi qua
kho, vi ho chi chiém s6 lugng nho trén tong s6 khach hang - tuy
nhién, ban nén giao viéc nay cho doi ngid marketing wu tu nhat
cua ban.

Viéc thuong xuyeén giao tiép voi cac khach hang hang nhat co
thé duoc thuc hién dudi dang mot hinh thic dich vu dac biét ma
cac cong ty nhu Fidelity, Schwab, American Express, Hertz hay
cac nha ban 1é nhu Saks va Tiffany van thuong hay cung cap cho
nhimg khach hang dac biét cia minh. Chang han nhu viéc thuong
xuyén ghi nhan va khuyén khich khach hang ngay khi thanh
toan. Hé th6ng phat hanh sach Barnes & Noble da thanh lap mot
cau lac bo cho nhimg khach hang mua sach thuong xuyén, trong
d6 cac thanh vién déu duoc tu dong giam gia moéi lan ho mua sach
O cac cira hang hay mua qua mang Internet. Bén canh do, ban c6
thé ap dung dich vu cong thém, vi du nhu cac dai ly xe hoi thudng
cho khach hang dac biét nhat bang cach cho st dung mot chiée xe
hoi khac mién phi trong thoi gian ho dem xe dén stra hodc bao
dudng. Hoac ban c6 thé giao tiép voi khach hang tuong tu nhu
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cach thtc cua cac cong ty Fidelity va Schwab: goi cho khach hang
hang nhat ctia minh cudn tap chi dac biét ra hang quy voi noi
dung nhdm dén nhimg gia dinh c6 thu nhap cao.

Khéch hang nao cang c6 nhiéu giao dich véi cong ty ban thi
cang xung dang duoc ghi nhan va uwu tién thong qua cac hinh
thic tang chat luong dich vy, giam gia hay ca hai. Du la bat ky
hinh thic nao, ban can bao dam tinh phu hop, dong bo va
thuong xuyén.

Bai hoc cua Guthrie

Trong khoang dau nhing nam 1980, Nha hat Guthrie danh gia
& Minneapolis 1lam vao tinh trang kho khan vé mat tai chinh.
Sau d6, ho tim dén chung t6i voi tu cach la khach hang va mong
muoén chung toi gitp ho xay dung chién dich gay quy qua viéc
g thu truc tiép cho cac khan gia dat vé thuong xuyén - mot
hanh dong chua c6 tién lé truoc day.

Nhu phong doan cta nhiéu nguoi, ban giam d6c nha hat rat
lo lang vé viéc phai “xin x6” nay va tham chi chi mot tuan trude
khi chién dich gay quy bat dau, ho da dinh bo cudc. Suot trong
thoi gian do6, ho khong ngung tra tan chung toi bang nhimg cau
héi: “Néu c6 ai than phién thi sao?”, “Néu co ai viét thu béu xau
nha hat thi sao?”, “Néu khan gia tay chay nha hat luon thi sao?”
- bt loai cau hoi “Néu ...”.

Cau tra 10i cta toi rat don gian, dua vao nhimg nam kinh
nghiém trén thuong truong. Toi da bao ho rang: “Co, cac anh sé
gap phai nhimg truong hop nhu vay. Tham chi t6i c6 thé doan
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chic diéu d6. Cac anh dang gui thu cho 50.000 ngudi. Cac anh
sé nhan duoc s6 tién ma cac anh can. Va chac chan cac anh cing
sé nhan duoc nhing thu ‘béu xau’”. Trong thuc té, buc thu cang
an tuong bao nhiéu thi cang c6 nhiéu nguodi cuc doan phan hoi
tiéu cuc dén ban bay nhiéu.

“Vay c6 giai phap nao dé ngan chan diéu nay khong?” - Ho
hoi. “Co”, toi tra 10i, “Giai phap duy nhat la huy bo toan bo viéc
goi thu va khong quyén gop gi nira”.

Cudi cung thi ho ciing tiép tuc chién dich gay quy hang nam
cua minh dén tan bay gio.

Bai hoc kinh nghiém: Bat cir khi nao tién hanh chién dich
marketing véi mot luong 1on khach hang, ban sé nghe nhting loi
nhan xét khong mong muén tir mot phan nhd trong téng sé
khach hang ay. Pay la diéu khong thé tranh khoi. Pung bao gio
dé cho s6 it nhimg nguoi than phién do quyét dinh cach tién
hanh cac chién dich ctia ban.

157



Nghé thudt xdy dung
cdc chuong frinh danh cho
khach hang frung thanh
mot cach hiév qud

Trong chuong 1 véi phan noi dung miéu ta cac yéu to cau
thanh mot chién dich marketing hiéu qua, toi c6 dé cap dén su
thanh cong cua chuong trinh WorldPass danh cho khach hang
thuong xuyén cua hang hang khong Pan American. Mac du la
hang hang khong 1on cudi cung ap dung chuong trinh nay,
nhung Pan Am da c6 dugc mot luong khach hang trung thanh
dang ké va muc doanh thu tang 1én vi chuong trinh ctia ho hoan
toan vuot xa chuong trinh cta cac do6i tha canh tranh da lam.
Phan thudng ctia hang khong chi hap dan hon ma con dé dat
dugc. Hinh thuc dich vu cing rat thu hut. Nhin chung toan bo
chuong trinh duge khach hang nhin nhan 1a & bac cao, khién ho
cam giac rang minh rat dac biét va duoc tran trong.
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Trong khi cac hang hang khong khac luon gitr mic chi phi
t6i thiéu cho méi lan g thu thong bao hay bang ké hang thang
cho khach hang, Pan Am khong ngan ngai chi moét khoan ngan
sach dang ké dé dam bao réng méi b thu gt dén khach hang
déu mang veé “thuong luu”. Trong quy dinh ban dau cua
chuong trinh, Pan American dinh kem cho khach hang mot
chiéc vé khir hoi cho cac chuyén bay noi dia c6 gia tri trong vong
6 thang - khong kem bat ci diéu kién hay han ché nao, ngoai
viéc dién vao mau don tham gia chuong trinh kem theo 1é phi
25 @6 la moi nam.

bung thé, Pan American la hang hang khong dau tién va
duy nhat yéu cau khach hang phai dong tién khi tham gia vao
chuong trinh danh cho khach hang thuong xuyén caa ho - mot
diéu chua tung ¢ trude day. Nhiéu chuyén gia cho rang chuyén
thu phi nhu vay that dién r6. Nhung ho da sai hoan toan.
Chuong trinh nay cua Pan Am sau d6 da thanh cong ruc ré. Céac
chuyén bay cta hang luon day khach trong nhiéu nam lién.
Khéch hang t6 ra nhiét tinh khi déng khoan phi 25 do la.

Cau chuyeén trén cua Pan Am minh hoa quy tac dau tién cho
viéc xay dung thanh cong chuong trinh danh cho khach hang
trung thanh:

Gia tri nhan dugc ma chuong trinh dem lai phai nhiéu hon so véi

chi phi khach hang bé ra

Trong nhiéu ndm lién, t6i da thay nhiéu chuong trinh khach
hang trung thanh duoc thuc hién ma gia tri nhan duoc so véi chi
phi bo ra khong r6 rang. Néu khach hang khong thé xac dinh
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duoc diéu nay, c6 kha nang ho sé khong tich cuyc tham gia vao
chuong trinh.

Mot vi du tiéu biéu cta “gia tri nhan duoc nhiéu hon chi phi
bo ra” lién quan dén thé tin dung cia hang American Express.
Néam 1984, American Express phat hanh The Bach Kim, day la
mot bude nhay dang ké trong nganh dich vu thé tin dung. Phi
hang nam cho thé nay 1a 300 do la, néu khach hang muon c6
thém mot thé nira thi phi van 1a 300 d6 la. Vao thoi diém do,
chua c6 cong ty nao tinh phi nhiéu hon 50 d6 la cho viéc s& hiru
mot tdm the tin dung.

Thé nhung, Thé Bach Kim ciia American Express da thanh
cong ngay tir ngay dau tién. Hang da rat khon kheéo khi dinh vi
chiéc thé nay thuoc dang san pham cao cap va chi nhimg khach
hang nao duogc hang moi méi c6 thé lam cha thé. Khi da la cha
thé, khach hang sé dugc huong nhing dich vu va tién ich dac
biét hon. Ho cing néu rat ro rang thé nay chi danh cho nhiing
khéach hang nao di du lich, cong tac hodc/va st dung dich vu
khach san, nha hang rat thuong xuyén.

Khoang gan 15 nam sau, American Express cho phat hanh
loai Thé Den véi cung dinh vi tuong tu nhu Theé Bach Kim (ttc
thuoc loai thé VIP) nhung c6 thém nhiéu tién ich danh cho
khach hang la nhing nguoi thuong xuyén di cong tac, du lich,
con chat luong dich vu thi that tuyét voi. Chi phi cho moéi thé
nay la 1.000 d6 la. T4t nhién, thé nay cing chi cdp cho nhing
khach hang duoc American Express moi. Hai nam sau, hang
tang phi lén 2.500 do la mét nam, nhung van git muc phi ca la
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1.000 d6 la cho nhing khach hang da duoc moi mua lan dau
tién. Tuong tu nhu voi The Bach Kim, muc cau cho loai Thé
Den luon vuot qua mtc cung.

Vay c6 phai dé tang chat luong dich vy, ban ¢6 thé tang phi
cao hon, tham chi rat nhiéu ma van c6 duoc nhiéu khach hang
trung thanh? Cau tra 164 16 rang la c6 thé, NEU khach hang nhin
nhan nhiung gia tri cong thém ma ho nhan duoc 1on hon nhiéu
so0 vdi chi phi bo ra. Doi voi thé tin dung ciia American Express,
gid tri cong thém ma khéach hang c6 duoc chinh la thuong hiéu
cong ty. Voi muc phi va han muc gia han cao, Thé Bach Kim va
Thé Pen da dem lai muc loi nhuan cao nhat cho American

A 1

Express va tr¢ thanh thu “khong thé thiéu” do6i véi nhimg

thuong gia hay nhan vat thuoc “gioi thuong luu”.

Vi hai loai thé tin dung nay, American Express da thu vé
mot luong 16n khach hang trung thanh dén muc ho trd thanh
doi thi dang gom cda nhiéu cong ty kinh doanh thé tin dung
khac.

Quy tac thu hai cua viéc xay dung thanh cong chuong trinh
danh cho khéch hang trung thanh la:

Chi tap trung vao ba hoic bén tién ich co ban

Cac nha marketing thuong c6 xu huong liét ké mot danh
sach dai nhing ly do vi sao khach hang nén tham gia vao
chuong trinh marketing nao dé. Ban can tuyét déi tranh diéu
nay. Thay vao do, chi nén trinh bay mot vai ly do that hap dan
va cu thé trong chuong trinh dédc biét caa ban. Thong thuong,
chi can mot ly do hap dan la du.
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Hay lay cac tap doan kinh doanh ban 1é 1am vi du. Rat nhiéu
ctra hang ban 1é 16n c6 chuong trinh danh cho khach mua hang
thuong xuyén, nho d6 ho duoc huong gia uu dai dac biét &
nhtmg quay hang “chi danh cho hoi vién”.

Barneys New York: Chudi ctia hang thdi trang va phu kién cao
cap. Loi tiric hang nam béng tién mat, c6 gia tri st dung tai tat ca
cac ctra hang cua Barneys.

biéu kién duy nhét cho cac khach hang thuong xuyén cua
Barneys la phai str dung chiéc thé Barneys mau den c6 dién rat dac
trung ctia hang trong mdi lan tinh tién. S6 tién mai lan mua sé duoc
lap bang hang nam va cudi nam khach hang sé duoc nhan mot
chiéc thé mua hang MIEN PHI (FREE STUFF) véi gié tri tity thuoc
vao tong s6 tién mua hang trong ndm. Moi khach hang strdung the
déu biét rang s6 tién minh mua hang cang cao thi gia tri tich Ity cho
thé MIEN PHI ctia ndm sau cang lon. Barneys khong dua ra bat ky
diéu kién hay han ché nao khéc. S6 diém luon dugc tich Ity méi lan
6 giao dich mua hang - du1 d6 la nhimg méat hang c6 gia tri lon hay
chi la nhimg mon hang ban ha gia.

Barneys con cung cidp mot bang tinh don gian dé khach
hang c6 thé dé dang thay duoc minh sé c6 bao nhiéu tién cho thé
MIEN PHI dua trén tong gia tri hang da mua. Ngay tir dau nam,
khéach hang sé nhan duoc thé mua hang MIEN PHI c6 thoi han
st dung trong vong mot nam va khong gioi han s6 lan st dung,
mién la s6 du trén thé van con.

Thém vao do, Barneys con goi khach hang ban sao ké hang
thang dé ho biét duoc minh da tich lty duoc bao nhiéu tién, tinh
dén thoi diém hién tai.
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Hinh thtic nay rat dé hiéu va la hinh thitc khuyén khich khach
hang trung thanh hiéu qua, dit chi ¢6 mot tién ich duy nhat.

Neiman Marcus: Chui ctia hang thoi trang va phu kién cao cap.
biém thudng dung dé déi hang theo muc quy dinh trudc.

Khoi dong vao nam 1984, Giai thuong InCirle cua Neiman
la chuong trinh dau tién danh cho khach mua hang thuong
xuyén duoc quang ba ram r6 véi muc dich thu hut khach hang
va xay dung long trung thanh cua ho.

Nhimg khach hang tham gia chuong trinh sé duoc thuong
diém cho méi lan mua hang: mot do la duoc mot diém. Khi
khach hang dat duoc 5000 diém trong nam do, ho co thé ddi s6
diém nay dé lay mon hang voi gia tri quy dinh. Giong nhu
chuong trinh MIEN PHI cta Barneys, viéc ddi diém sé ngung
luc 12 gio dém ngay 31 thang 12; khach hang sé khong duoc

chuyén diém cia ndm nay cho ndm sau.

Pé khuyén khich khach mua hang nhiéu hon, Neiman Marcus
thuong xuyén dua ra nhimg “ngay nhan doi diém”. Trong nhing
ngay nay, mot do la mua hang sé d6i duoc 2 diém. Ngoai ra, cong
ty nay con cung cap nhimg dich vu dac biét va phan thuong hau
hinh cho nhimg khach hang nao c6 téng gia tri mua hang la
100.000 d6 la mot nam hay nhimg nguoi thuong xuyén mua sam
v0i tri gia nhimg don hang lén dén 1,5 triéu d6 la mot nam.

Barnes & Noble: Cong ty phat hanh sach, nhac, van héa pham va
quan ca phé cao cap. Giam gia truc tiép khi mua hang.

Barnes & Noble st dung cach tiép can don gian nhung
khién khach hang hai long ngay lap tuc khi tham gia vao
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chuong trinh cta ho. Trude hét, khach hang dong mot khoan phi
hang nam la 25 d6 la dé nhan dugc muc chiét khau 5% cho méi
mat hang mua trén mang va 10% néu mua tai cac ctra hang.
Thanh vién tham gia chuong trinh duoc cap mot thé nhua co s6
hoi vien. Néu chang may khach hang quén thé? Nhan vién ctra
hang sé duing s6 dién thoai ctia khach hang dé tra s6 thé va tinh
chiét khau cho khéch.

V6i nhimg mat hang c6 gia tri nho nhu dia CD, sach... viéc
giam gia truc tiép rat c6 y nghia. Khach hang sé thay ngay loi ich
ma ho dugc hudng sau moéi lan mua hang. Khong c6 gi dé dang
hon thé.

Cac nha moi gioi chung khoan trén mang cting chi cung cap
mot vai gia tri cong thém, cho nhimg khach hang trung thanh nhat
ctia minh. Ho da ap dung cach tiép can lau doi va truc tiép nay
nham xay dung long trung thanh va thuong cho khach hang tuy
thudc vao muc do giao dich.

Céc cong ty nhu Schwab, Fidelity, E*Trade va cac cong ty
khac st dung cach tinh vo cung don gian: ban giao dich cang
nhiéu thi chi phi méi lan giao dich cang ré. Cac cong ty nay
quang cao rang dich vu cta ho cho méi lan giao dich ré hon
nhiéu so voi cai goi 1a dich vu tron géi cia nhimg nha moi gisi
khac. Va dung nhu vay. Néu khach hang chi tham gia giao dich
vai lan trong nam, ho c6 thé phai tra 25 dén 30 d6 la méi lan giao
dich. Nhung néu viéc giao dich duoc thyc hién it nhat méi thang
méi 1an, thi phi dich vu c6 thé giam xuéng con 15 d6 la. Con néu
thuong xuyén hon ntta thi phi giao dich chi con dudi 10 do la.

Cac nha moi gioi ching khoan qua mang cting cong nhan
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nhtmg khach hang thé hién sy trung thanh qua viéc gitr mitc
dau tu trong tai khoan nhiéu hon nhing khach hang binh
thuong khac. Thé nén, néu mot khach hang khong giao dich
thuong xuyén, nhung moéi lan giao dich déu c6 muc dau tu
khoang 1 triéu d6 la, thi khach hang d6 ctng van duoc huong
muc phi dac biét nhat, twong tu nhu muc phi ap dung cho cac
khach hang giao dich thuong xuyén.

Cho du céc chién luoc danh cho khéach hang trung thanh
trén day c6 vé dé thuc hién, nhung diéu quan trong la ban can
xem xét chung ky luong trudc khi quyét dinh ap dung, dong
thoi phai dam bao tinh thuc té va hop ly khi thuc hién.

Khi méi t6t nghiép dai hoc vao dau nhtmg nam 1970, toi
song & Cambridge, noi thuong duoc biét voi tén than mat la
Nudéc Cong Hoa Nhan Dan Cambridge (The People’s Republic of
Cambridge) vi & noi day, chi nghia tuban cting nhu viéc khuyén
khich khach hang trung thanh hau nhu khong dugc dé cao va ap
dung nhiéu. Cau chuyén dudi day sé gitp ban hiéu r6 hon.

Mot ngay muia xuan, mot ngudi ban cua toi dén ctra hang
thé thao quen thudc ¢ trung tam Cambridge dé mua giay. Anh
la khach hang thuong xuyén cta cira hang nay; ci khoang ba
hay bon thang anh lai dén mua moét lan. Anh mang giay cds6 12
con kiéu giay anh thich la loai giay chay chuyén dung do mot
cong ty khong may tiéng tam san xuat. Nhan vién ban hang, sau
khi kiém kho, da mang ra mot déi cho anh thir. Thay doi giay
minh ung y van con hang, nén anh du dinh mua luén may doi
dé khoi mat cong quay lai ctra hang 1an sau ntra. Thé 1a anh hoi
xem ctra hang hién con bao nhiéu doi.
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“Ba”, nguoi nhan vién tra 1oi.
“Hay qua, t6i muén mua ca ba doi”, ban toi noi.

“Khong duoc”, nguoi nhan vién tra 16i - “Toi khong thé ban
hét cho anh vi nhu thé toi sé khong con giay dé ban cho nhimg
khach hang khac.”

Anh ban t6i hoi: “Vay loai giay nay dat hang lam sao?”

“Khong dat hang”, nguoi nhan vién tiép tuc, “nhung do la
quy dinh cta ctra hang: méi khach hang chi dugc mua mot doi”.

Day la chuyén hoan toan c6 that. Doi khi sy nhiét tinh caa
khach hang da bi chéch hudng va xay ra nhimg tinh huéng nhu
trén - va c6 1é dén bay gio van con nhing chuyén nhu thé, &
Cambridge, bang Massachusetts.

Long trung thanh 6 cac 16 chuc phi loi nhudn

O chuong trudc, ching ta da ban vé mot trong s6 “quy tic vang”
trong marketing. Cac quy tac nay nén duoc dat & nhing vi tri dé
nhin thay trén ban lam viéc cua bat c ai lién quan dén cong tac
marketing, ké ca nhimg nguoi lam trong cac t6 chuc tir thién va
cac truong dai hoc.

Khach hang mua hang theo cach ma ho da quen

Khi mot nguoi tot nghiép dai hoc va trd thanh déi tuong
tiem nang cho viéc dong gop hang nam, diéu gi sé tac dong
manh meé dén nguoi ay? Cau tra 10i la nhimg gi goi cho nguoi ay
nh¢ lai nhimg nam thang hoc ¢ truong dai hoc - khoang thoi
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gian gop phan dinh hinh cudc séng ctia nguoi do: ¢6 thé 1a hinh
anh nhtmg vi gido su, khuon vién truong, ban dong khoa, cac su
kién xa hoi hoac chinh tri ma nguoi d6 tham gia khi con la sinh
vién hodc khi da tot nghiép roi.

Qua that, cac truong hoc voi nhimg chuong trinh gay quy
thanh cong nhat thuong c6 su tham gia ung ho cua cac cuu sinh
vién. Chinh ho sé la nhimg nguoi khuyén khich cac cuu sinh
vién khac dong gop, chir khong phai cac nhan vién phong dao
tao phat trién, nhimg nguodi von xa roi va khong thé chia sé
nhiing trai nghiém nhu cac sinh vién dong khoa.

Cac t6 chuc tir thién cting 4p dung cach thirc tuong tu. Lan
dau tién, moi nguoi dong gop 1a vi 1oi kéu goi cam dong nao do -
ching han, mot em bé mo cdi can ciu giup, moét loai dong vat quy
dang trén bo vuc tuyét chiing can duoc bao ve, mot hoi phat chan
trong thanh pho can duoc mé rong, mot dan nhac giao huong can
kinh phi dé duy tri danh tiéng ctia minh. Nhimg nha hao tam nay
sé tiép tuc dong gop néu nhu 16i kéu goi trong tuong lai ciing co
nhimg diém tuong tu nhu lan dau tién.

Doi khi nguoi ta dong gop vi mot ly do cu thé cho mot loi
kéu goi cu thé nao d6. Nhiéu nguoi chi thich dong gop vao
thang 12 chu khong phai vao bat ky thoi gian nao khac. Co
nguoi lai thich déong gop hang thang. Con s6 khac thi lai khong
thich dong gop.

Bat ké ly do chu yéu dé thu hut dugc nhiéu nha hao tam
trong 1an quyén gop dau tién la gi, cdc nha quyén gop can, rat
can, phai luu trir trong hd so may tinh cia minh dé c6 thé biét
duoc dong luc da khién cac manh thuong quan dong gop lan
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dau. Sau d6, vao bat c Iic nao co thé, 10i kéu goi cho cac dot
quyén gop tiép theo can c6 nhimg yéu t6 tuong tu nhu nhimg gi
da tao dong luc cho lan dong gop dau tién. Se khong co cach nao
tot hon thé trong viéc thu hut cac manh thuong quan da tung
dong gop trude day.

Cac t0 chiic tir thién con thém mot quy tac thu hai trong viéc
thu hat cac nha hao tam trung thanh:

50% tong so tién quyén gép dudgc I3 tii 1% cac nha hao tam

Toi dam ca réang 50% s tién quyén gép ma hau hét cac to
churc phi loi nhuan st dung 1a dén tir khoan dong gop cua 1%
cac nha hao tam. Nghich ly thay, nhom cac nha hdo tam nay
khong qua kho khan dé quan ly vi ho chi c6 khoang tir 500 dén
5.000 nguoi. Thé nhung hau hét cac t6 chuc khong biét cach git
moi lién lac dung muc véi ho nén da bo 16 co hdi 6 duge khoan
tién dong gop dang ké.

Sau day la mot vai goi y don gian gitup ban cach cham séc
va duy tri cdc nha hao tam dac biét nhat ctia minh:

* Nhom nha hao tam dac biét thuong chi chiém 1% nhung
dong gop cta ho cho t6 chirc nhiéu hon t6i thiéu la 500
lan muc déng gop trung binh. Khi ¢c6 moét nha hao tam
nao dat dén muc dong gop nay trong lan dau tién, nguoi
ding dau té chuic nén dich than goi dién dé cam on
ngudi ay. Khong c6 ngoai 1é nao trong truong hop nay.

* Moi thu tur lién hé nén duoc soan thao riéng cho tung ca
nhan. C6 ging tranh truong hop nhom cac nha hao tam
dac biét cting nhan cung loai thu tir hay cach lién lac nhu
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nhiing nguoi khac ma khong c6 10i giai thich nao. Cach
hiéu qua nhat la gui cho ho nhimg 1a thu, tap chi va tap
san ma s6 dong nhimg nguoi dong gop khac nhan duoc,
kem theo mot manh gidy viét tay voi noi dung: “nhdm
giip quy vi hiéu r6 hon cach chung toi van thuong lién
hé voi nhing nguoi dong gop khac”.

* Dung longai viéc lién tuc lién hé thu tir voi nhom cac nha
hao tam dac biét nay. Ho dang 1a nha dau tu va muén
cam thay rang minh duoc xem la moét phan trong “noi bo
t0 chuc”. Cang thuong xuyén git mai lién lac voi ho, ban
cang khién ho cam thay hai long va mu6n tham gia dong
gop nhiéu hon. Ho sé khong thay phién toai vi su uu ai
nay. Ho muén duogc biét moi chuyén. Vi vay, hay dam
bao la ban luon gitr moi lién hé gan gti voi ho.

* Hang thang ban nén gdi cho ho mot birc thu hoi tham cua
nguoi dimg dau té chic. Noi dung thu nén tap trung vao
viéc bao cdo sobo “tinh hinh kinh doanh” cting nhu cung
cap thong tin vé cac su kién dac biét sép toi ma co thé ho
muoén tham gia - cho du con lau méi dén ngay dién ra cac
su kién do.

* Néu diéu kién cho phép, nén moi ho dén noi chuyén vé
cudc doi hay su nghiép cua minh. Pang tom tat so yéu ly
lich cua ho lén tap chi noi bo. Cac truong dai hoc hiém
khi cho dang bai gidi thiéu vé nhimg guong mét cyu sinh
vién thanh dat trong kinh doanh, thay vao dé ho dang
bai viét vé gido vién, nhan vién, hay nhimg cuu sinh vién
cua truong c6 nhig cong tac xa hoi dang chu y. Phuong
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phép tiép can nay tuong d6i 6n thoa, nhung van thiéu sot
khi khong nhdc dén nhing doanh nhéan thanh dat.

* Caima toi goila “ban do cd” o truong dai hoc co thé cing
quan trong khong kém nhung nhin chung khong duoc
nhiéu nguoi quan tam. Cach thuc nay khong chi tap
trung vao nhimg nha hao tam dac biét nhat ma con cho
tat ca nhimg nha dong gop, khuyén khich ho mua cac vat
dung nhu: ly uéng nudc, do khoac, ma, chan, ghé duoc
stt dung tir thoi ho con hoc & truong. Ho sé rat mudn mua
con truong thi sé c6 thém mot khoan tién ntra.

* Di nhién la nén thuong xuyén tham van y kién nhan xét
cta ho. Nén c¢6 mot dia chi e-mail danh riéng cho nhing
nha hao tam dac biét dé ho viét thu vé cho y kién nhan
xét, gop y phé binh, déng thoi cing dé dang ky cac
khoan dong gop khac. Thiét lap hé thong dé co thé tra 1o
e-mail trong vong 48 tiéng dong ho. Ho la nhing nguoi
dong vai trdo quan trong nén diéu can thiét la lam moi
cach dé ho cam nhan duoc diéu 4y.

Khong c6 gi tuyét hon 1a dugc tiép xtc voi nhimg nguoi luon
danh sy uu 4i cho t6 chic ctia ban, déng thoi c6 du diéu kién dé ho
trg cho ban hon mtc dong gop trung binh cia nhimg nha hao tam
khac. Vi thé, cang danh nhiéu thoi gian cho ho, t6 chiic ctia ban sé
cang duoc 1oi nhiéu hon. Loi khuyén cudi ciing cta toi trong viéc
danh sy cham soc dac biét cho déi tuong nay la: nguoi dimg dau
t0 chiic hodc nguoi gitr vi tri trong duong nén goi dién thoai cho
ho it nhat méi nam mot 1an. Khong c6 gi hiéu qua hon 1a sy ghi
nhan tir dich than nguoi 6 vi tri cao nhét trong t6 chic.
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Khodng cdch giga cdc thé hé - Nhing diéu co thuc
va tuang tuong

biéu khién toi vo cung ngac nhién la da phan gioi lam marketing,
nhat la nhimg ngudi dang mua dich vu quang céo trén truyén
hinh, lu6n tap trung chu yéu vao nhom khach hang trong do tudi
ttr 18 dén 35, con trong thuc té phan 1on cac khoan chi tieu mua
s&dm ndm trong tay nhom khach hang tir 40 tudi trd lén.

Ngay ca kinh do dién anh Hollywood ctng c6 cach nhin sai
lam tuong ty khi tap trung chu yéu vao khan gia xem phim & do
tudi tur 12 dén 25. Cac nha san xuat phim lién tuc san xuat hang
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loat bd phim véi c6t truyén danh cho thanh nién hoac noi dung
voi nhiéu tinh tiét, ca hai dic diém nay déu khong thu hut duoc
nhom khén gia trén 40 tudi nay.

Hién tai, hai nganh truyén thong trén van c6 thé thoai mai
voi nhimg khoan chi cho cac hoat dong marketing cia minh.
Tuy nhién, trong tuong lai rat gan, khi xay ra nhing thay ddi vé
nhan khau hoc, moi chuyén sé khong con dé dang nira.

Mot van dé quan trong nita 1a viéc dan so thé gici dang gia
di. Riéng tai My, Florida la tiéu bang c6 s6 luong nguoi cao tudi
nhiéu nhat, véi 22% s6 dan c6 do tudi tir 65 trd 1én. Thong ké nay
co thé khong gay ngac nhién cho nhiéu nguoi - tuy nhién, chéc
ban sé bat ngo khi biét rang chau Au va ca chau A ctng dang
theo sat bang Florida vé ty 1é nguoi gia. Trong thuc té, ty lé
ngudi cao tudi & cac chau luc nay con tang nhanh hon so véi My
va mot s6 nudc thudc thé gioi thi ba. Bén nam 2020, sé c6 mot
ntra dan s6 chau Au, ké ca Nga, ¢ do tudi tir 50 trd len. Nhat va
Singapore cting c6 chung dac diém nhan khau hoc nay.

Hién tuong dan s6 gia di voi ty 1€ ngay cang tang sé anh huong
dén moi nganh nghé cting nhu dén cac chién luoc marketing.

Tinh huong xau nhat cho cac nha marketing la khi cang 1on
tudi, nhu cau tieu dung cta khach hang c6 xu huong cang giam.
Ho di chuyén it hon va cting khong quan tam nhiéu dén nhimg
kiéu thoi trang sanh diéu. Ho cting khong can dén cac loai may
vi tinh hay vat dung tan tién nhat. Khong chi thé, nhu cau vé an,
u6ng, hay nha ¢ cta ho cing giam dang ké.

Sau day la mot vai thay ddi co kha ning sé xay ra:
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* Cac chuyén gia c6 anh hudng 1on trong nganh tai chinh
lo ngai vé kha nang suy giam nghiém trong cuta thi
truong chimg khoan trong mot vai thap nién t6i, khi cac
nha dau tu 16n tudi rut tién dau tu ra @é chi tra cho
nhimg khoan chi tiéu co ban.

* Thi truong cho cac nganh duoc va cham soéc strc khoe sé
tang truong manh me trén toan cau.

® Céac van dé veé chinh tri, cham sdc stic khoe va an toan xa
hoi sé trd thanh tiéu diém trong cac cudc tranh ctr va ca
trong viéc quan ly nén kinh té My ciing nhu nén kinh té
toan cau.

* Nhu cau cta mot s6 nganh cong nghiép giai tri sé tang
manh. Riéng mon golf c6 trién vong trd thanh mon thé
thao phat trién nhanh nhat ké tir nam 2010 trd di.

Tat ca nhtmg thay doi trén sé dién ra theo cach nay hoac
cach khac. Tac dong nghiém trong ra sao con tuy thudc vao van
deé thoi gian. Diéu cot 16i 1a sé 6 mot s6 linh vuc ¢6 tuong lai ruc
sang va nguoc lai cling c6 nhing linh vuc lam vao tinh trang suy
thoai. Day chinh 1a sy thay d6i moi vé méat nhan khau hoc. Diéu
nay chua timg xay ra trudc day trong mot nén kinh té toan cau
voi su lién hé chat ché gitta cac chinh pha cting nhu cac to chuc
& moi qudc gia.

Khi xét dén nhung diéu khong chéc chédn lién quan dén
viéc dan s6 ngay cang gia di, toi da nghién ctu va duc két duoc
mot s6 diéu dudi day giup ban tham khao khi lap chién luoc
marketing trong tuong lai.
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* Trong thé ky 21, sé chi ¢ hai déi tuong khach hang can

ban: nguoi truong thanh va nguoi sdp truéng thanh. Tré em
ngay cang gia trudc tudi. Ching khong con thich choi
bup bé, choi xe hay xép hinh. Chung muén ludt Net tu
khi moéi 1én ba. Ching hoa nhap vao thé gi¢i nguoi lon
som hon rat nhiéu so véi cac thé he truoc day. Chung
xem cac chuong trinh cta nguoi 16n nhiéu hon, cing &an
nhing gi nguoi lon an, cung nguoi 1on di du lich xa hon
va thuong xuyén hon.

An toan, an ninh, tin cay, dé sir dung la bon dac diém co
ban ctia san phdm ma nguoi tiéu dung sé dua vao do dé
ra quyét dinh c¢6 nén mua hay khong. Nhimg san pham
nao vuot troi & bon tiéu chi nay sé thanh cong.

Sau nhung gio lam viéc, xem truyén hinh van la hinh
thirc nghi ngoi giai tri dugc ua thich nhat, ngoai chuyén
ngu. Ngay ca khi truyén hinh duong nhu da trd nén 16i
thoi, thi cai hinh hop éiy van thu hut dugc su chu y cua
chuing ta, va thoi gian danh dé xem cac chuong trinh wa
thich sé dan tang. Da nhiéu thap nién qua, nhiéu chuyén
gia da tién doan su that bai cua mang truyén hinh. Ho da
nham. Truyén hinh cap phat trién rat manh mé nhung
that ra chung thudc phan s¢ httu cia mang truyén hinh.
That sy, thach thic 1on nhat cta ca nganh cong nghiép
giai tri 1a 1am sao cung cap du chuong trinh dé dap ung
nhu cau da dang va ngay cang tang khach hang.

Du vay, théi quen xem truyén hinh sé thay ddi rat nhiéu.
TiVo® va cac hinh thic may quay phim ky thuat s6 sé
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tiép tuc duoc wa chudng va trd thanh rao can lon nhat
cho cac nha quang céo trén truyen hinh. Trong nhiéu
nam t6i, phan 16n khan giad xem truyén hinh sé c6 thé
xem cac chuong trinh vao nhing thoi diém thuan tién
cta ho, dong thoi ¢ thé bo qua cac chuong trinh quang
cdo. Khi dugc chu dong chon lya chuong trinh, nguoi
xem sé chi chon lya hai loai chuong trinh: tin tuc va thé
thao dé xem truc tiép. Hau hét ngudi xem mudn xem céc
tin tic duoc cap nhat lién tuc hoac cac su kién thé thao
dugc truyén hinh truc tiép. Day ciing 1a ly do vi sao viéc
phat song truc tiép cac cudc tranh tai Olympic ¢ nhing
dia diém c6 mui gior khac biét luon gap nhiéu kho khan.
Chat luong chinh la yéu t6 quan trong nhat. Yéu t6 nay
van luon dong vai tro chu dao trong viéc marketing san
pham va quyét dinh sy thanh cong. Khi ban giri mot kién
hang béng dich vu cua FedEx, ban mu6n ¢6 sy dam bao
100% rang kién hang sé dén tay nguoi nhan dung nhu
giao hen. Vao nhimg nam dau tién khi FedEx madi hoat
dong, ban co thé tin cay vé su dam bao nay cua cong ty
nhung ban khong c6 duoc yéu t6 chat luong - tic 1a ban
khong thé biét kién hang cia minh dang & dau trong
hanh trinh van chuyén. Ngay nay, chat luong thong tin
cing quan trong khong kém phan dich vu van chuyén.
Ly do khién FedEx c6 thé quat nga dugc d6i thu cta
minh - Dich vu Buu chinh Hoa Ky - ngoai yéu t6 dam bao
tinh tin cay, chinh 1a nho yéu t6 chat luong nay. FedEx da
quyét dinh sy ton tai cia minh dua vao yéu té chat
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luong. Da c6 thoi, Dich vu Buu chinh Hoa Ky kiém soat
98% tong s6 kién hang gui di trén toan nudc My. Ngay
nay, con s6 nay chi con von ven 2%.

* Khaéch hang sé ngay cang doi hoi nhimg san pham co chét
luong lau bén. That ra, day khong phai 1a xu huéng moi
mé, ma chi la su tiép tuc. D6i v6i nganh thuc pham, diéu
nay c6 nghia la khach hang mua thuc pham tuoi s6ng sé
doi hoi chat lugng cao nhat, va cting sdn sang chi tién dé
c6 loai san pham chét lugng cao d6. Trong nhiéu nam tdi,
khach hang sé mua mot luc it hang hon, ngoai trir d6i voi
cac san pham y té, nhung nhin chung sé chi nhiéu hon cho
cac san pham c6 chat luong cao.

* Hinh thirc gt thu truc tiép cho timg ngudi c6 thé duoc
st dung tro lai. Gia s Buu dién khong nang phi goi thu
qua cao, thi hinh thirc nay sé la mot phuong tién hiéu qua
ma cac nha marketing khong nén bé qua. Nhing nguoi
16m tudi sé c6 nhiéu thoi gian dé doc bat ky loai thu nao
ma ho nhan duoc, tham chi c6 thé con thich thd véi viéc
nhan duoc thw.

biéu dang ngac nhién la su cach biét gitra cac thé hé khong
con nhiéu nhu trude kia. Ngay ca véoi nhimg van dé thuong thay
nhiéu cach biét nhat, chang han vé phim anh, am nhac, thoi
trang, nguoi ta tién doan sé c6 nhing su tuong dong ve sd thich
ma & nhiéu thap nién trudc day khong c6. Nhimg nguoi dugc
sinh ra trong thoi ky “baby boomer”® déu muén duoc tré hon,

(1) Nhitng nguoi sinh ra trong thoi ky kinh t& phuc héi va thinh vierong & nhiéu qudc gia
sau Thé chién thit hai. Tai M§, cac nha dan sé hoc dung thuat ngd “baby boomer” dé
xac dinh thé hé sinh ra trong khoang thoi gian 1946-1964.
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con con cai cua ho lai muén duoc giong nhu cha me minh thoi
tré. Nghe nhac duoc xem nhu moét hoat dong chung cho ca gia
dinh; riéng cac ca khuc cb dién sé van duoc khan gia thudc moi
ltta tudi va chuong. Pon vi gia dinh van ton tai. Cac gia tri chung
van duoc duy tri.

Khoang cach that su trong nhiéu nam t6i My cting nhu nhiéu
nuoc trén thé gioi chinh la khoang cach gita s6 luong ngudi tré tudi
dang giam di trong khi s6 lugng ngudi cao tudi tang 1én - nhimg
nguoi nay phai phu thudc vao thé hé tré vé mat tai chinh nham
trang trai cho nhimg nhu cau ban than. Ching ta nén tap trung
nhiéu vao nhimg hé qua, cac co hdi cing nhu nhimg thach thic ma
véan dé nay dem lai vi n6 lién quan dén stic mua cting nhu cach thic
mua sam trong tuong lai.

Tiép thi cho cdc gioi tinh khdac nhau

Tat ca déu bat ngudn tir cac hooc-mon - yéu t6 tao nén su khéc
biét co ban trong hanh vi ting x1r gitta phu nit va nam gioéi. Va
chinh su khac biét nay da tao nén su khac biét ntra lién quan dén
chién dich marketing cho timg gidi tinh.

Dudi day la danh sach cac hanh vi can dugc xem xét khi

marketing mot san pham hay dich vu dén khach hang thuoc cac
gidi tinh khac nhau.

Tinh bc dong. Nhin chung, nam gi¢i c6 xu huéng hanh
dong hap tap, trong khi phu nit thuong to ra ly tri hon trong suy
nghi. T6i c6 thé quyét dinh ngay sau mot dém ngon giac la sé di
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mua mot chiéc xe BMW. Vo toi thi lai khong nhu thé. Phu ni
thuong suy xét du moi van dé trude khi quyét dinh chi mot
khoan tién 1on cho bat cu viéc gi, ngay ca voi viéc mua quan ao.
Nao 13, minh ¢6 du tién mua hay khong? Minh c6 thé sir dung
thit nay duoc nhiéu lan khong? Mua bay gio hay luc khac sé
duoc loi nhiéu hon?

Tt goc do quang cao, su khac biét trong hanh vi nay ngu y
rang phu ntt sé doi hoi nhiéu thong tin hon nam giéi. Nam gioi
khong can va néi chung khong muén nhiéu 1oi giai thich dai
dong, cho du diéu nay c¢6 thé co loi cho ho. Phu ntt sé chiu kho
ngdi doc ky luong nodi dung quang cao trong khi nam gioi ching
hé ban tam. Day chinh la su khac biét lon.

Tinh thuc té. Ban c6 thé hoc hoi duoc rat nhiéu qua viéc quan sat
nam gioi va phu ntt di mua sam ¢ siéu thi. Di nhién, bat ct van dé
nao cting ¢6 ngoai 1¢ nhung nhin chung, da phan phu ntr déu rat
can nhéc khi mua thuc phdm. Ho nghi dén cac yéu t6 gia tri, chat
luong va s6 luong. Vo toi van thuong mua moi mat hang nhu yéu
pham tai mot ctra hang rdi sang ctra hang khac chi dé mua dau tuoi
vi co 4y cho rang gia dau tuoi & ctra hang dau tién khong chap nhan
duoc. Toi thi khong thé tuong tuong ra canh minh hanh dong nhu
thé, du trong ca triéu nam sau nia.

Long trung thanh. Nam gidi thuong cé xu huéng trung thanh
vo6i cac thuong hiéu hon 1a phu ntt. Phu nit thuong doi hoi gia
ca ré nhat, thong tin cu thé nhat, tinh thiét thuc nhat trong moi
khia canh cua san phém va dich vu. Chat luong va dich vu
khach hang hoan hao la nhing yéu t6 thu hut phu nt. Bat ky
doanh nghiép nao c6 nhiing chuan muc cao nhat sé duoc lam an
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véi ho. Tuy nhién, c6 moét truong hop ngoai 1é. Khi néi dén
nganh dich vu tai chinh, thi d6i tuong khach hang trung thanh
la phu nt lai nhiéu hon nam gi¢i. Néu gap phai chuyén khong
hay hodc néu két qua dau tu khong nhu mong doi, cac khach
hang nt thuong hiém khi chuyén giao dich sang cong ty khac.

Long nhan &i. Nguoi My thuong co tinh hao phong va san
sang dong gop hang ti d6 la méi ndm cho dd moi t6 chic tu
thién. Tuy nhién, phu ntt thuong 1a d6i tuong dong gop nhiéu
hon ca. Nguoi ta da lién tuc ching minh duoc rang doi tuong
dong gop nhiéu nhat déi véi hau nhu tat ca cac té chuc phi loi
nhuan chinh la phu ntt doc than hoac cac qua phu trén 60. Du
vay, phu nt nhin chung & moi ltra tudi, du la doc than, da két
hon, da ly hon, hay qua phu thi ho van luén thuong cam trudc
nhimg s6 phan kém may mén hon minh.

Trong khi d6, nam gidi lai chiém uu thé trong viéc dong gop
cho ba d6i tuong cu thé sau: cac truong dai hoc, cac nhéom hoat
dong moi truong va cac dang phai chinh tri.

Nhimg cyu nam sinh thanh dat thuong gitr lién lac véi cac ban
hoc cti, dac biét 1a cac thanh vién cung doi thé thao trong truong.
Ho tran trong noi minh timg theo hoc va rat quan tam dén viéc
ngodi truong ctia minh tiép tuc duge xem la trung tam dao tao co
chat luong. Khi mot ngoi truong duy tri dugce chét luong gido duc
va git hai thanh tich xuét sic trong cac hoat dong thé duc thé thao
thi gia tri tdm bang ctia ngoi trudong do cting sé duoc duy tri theo.

Cac nhoém hoat dong moi truong thuong c6 duoc su ung ho
manh mé tir nam gidi, nhat la nhing nguoi tich cuc tham gia
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vao cac mon thé thao va giai tri ngoai troi. Méi nam, c6 khoang
20 triéu nam giéi danh mot khoan chi tiéu cho viéc lay giay
phép sén ban, va 60 triéu nguoi chi cho viéc lay giay phép cau
ca. Tat ca ho déu can nhtmg vung dat rong 1on, chua duoc khai
pha cting nhu song sudi trong lanh cho viéc sdn bin hoac cau
ca cua minh.

Cing giéng nhu sy ung ho danh cho cac truong dai hoc va
cac nhom hoat dong moi truong, viéc dong gép cua nam gioi
cho céc chién dich tranh ctr ciia cac dang phai chinh tri déu dua
trén nhing van dé thuc té. Chu yéu la do chinh trj c6 tac dong
manh mé dén viéc kinh doanh, tir van dé thué cho dén nhimg
luat dinh danh cho cac nganh nghé. Nam gidi van dang chiém
uu thé trong cac linh vuc kinh doanh va ho ung ho nhiét tinh cac
chinh trj gia, khong chi bang thai 6 ma con bang ca hau bao ciua
minh nham c6 duoc nhing loi thé nhat dinh.

Gidi tri. Viec nam gi¢i ham mo cudéng nhiét cac mon thé thao
nhiéu hon phu nit 1a diéu khong con gi phai nghi ngo. Tat nhién
ciing c6 rat nhiéu khan gia ntr, nhung s6 phu nt that sy tu minh
dén san van dong hodc ngdi nha xem tran dau bong trén truyén
hinh - thay vi cung véi cha, anh em trai, chong, con trai, hay ban
trai - that it 6i. Cong tac marketing thé thao & hau hét cac quoc
gia trén thé gioi la cong viéc kho khan va phan 16n thuong do
nam giéi dam nhiém. Tuong tu nhu vay la cac nganh kinh
doanh bia ruou, thicc uéng va trang phuc thé thao, mot s6 san
pham cham soc ca nhan va hau hét cac thiét bi thé thao.

Cham séc sac dep. Phu ni chi hang ti d6 la ¢é cham soc vé
dep ngoai hinh ctia minh, tir cac loai my pham dén nhimg kiéu
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lam dep nhu néi toc va gén 1ong mi gia. Di nhién, d6 la chua ké
dén nhimg cudc phiu thuat tao hinh, von nhu mot con bao dé
bo vao toan lanh thd nudc My, sau khi chi hoanh hanh &
Hollywood va New York trong su6t thé ky 20.

Nam gi6i ciing khong thé lam ngo trude sy hdp dan ctia cong
nghé lam dep. Faith Popcorn, mot chuyén gia ndi tiéng va duoc
tin nhiém trong nganh, trong nam 2003 da dua ra nhiéu du doan
va mot trong nhimg diéu ma ba tin chac la: nam gioi sé ngay
cang danh nhiéu thoi gian va tién bac dé cham soc cho co thé tré
hon, khoe hon va sin chac hon. Ba con nghi ra tir “manity”® dé
dat tén cho xu huéng nay.

That vay, san phéim lam dep cho nam gidi ngay cang tronén
phong phu, da dang hon va phau thuat tao hinh cung nhing ky
thuat cdy toc ngay mot trd nén pho bién hon bao gio hét.

Mot su that quan trong ma cac nha marketing trong linh vuc
nay can luu y 1a: phu nit luon canh tranh véi nhau d@é tré thanh
nguodi “noi bat nhat” trong khi nam gidi thi chi muén phu nu
chu y dén minh ma khong phan biét d6 1a d6i tuong phu nit nao.
Trong khi phu ntt c6 thé ban tan lién tuc vé vé ngoai ciia nhimg
phu nt khac, thi nam giéi tham chi ching bao gio nghi dén
chuyén noéi vé vé ngoai cua nhimg nguoi dan ong khac. Day
chinh la nét khac biét co ban gitra hai gioi.

Dudi goc d6 marketing, diéu nay don gian c6 nghia la my
phém danh cho phu nt nén duoc dinh vi theo cach nham lam
ho noéi bat hon v6i nhimg nguoi phu nit khac. Nam gidi, trong
khi d6 chi cAn nhimg san pham hay cac quy trinh sé gitip ho thu

(1) Mot cach choi chit bing cach két hop “nity” trong tir “vanity” (trang diém) véi tir
« o « o 2 1s « AT »
man” (nam gidi)”. “Manity” am chi l1a “nam gic¢i lam dep”.
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duoc két qua c6 thé khién gioi ntr chu y dén. Cac nha san xuat
dao cao rau trén thé gioi da ndm ving cac nguyén tic nay.
Chinh vi vay, cac mau quang cao dao cao danh cho gidi na luon
c6 canh nguoi phu nit mot minh; con quang cdo dao cao cho
nam gidi luon quay canh mot chang trai co it nhat 1a mot bong
hong bén canh véi khuon mat xinh dep day vé nguong mo.

Su thu hut tu nhién gita gidi nay voi gioi kia co thé duoc
xem 1a yéu t6 giai thich cho cac van dé néu trén trong cong tac
marketing cho moi gidi. Diéu can nhd & day la su khac biét gitta
hai gidi c6 tac dong nhu thé nao dén hanh vi xa hoi ciing nhu
thai do6 cia mai gidi véi mot san phém hay dich vu cu thé, qua
d6 nhadm quyét dinh thong diép nao la can thiét dé thu hit mot
hay ca hai gioi.
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Céc ¥ tudng 1on thuong dén tirnhimg nguoi khong bi rang buoc
boi cac trach nhiém cong viéc hang ngay va co thoi gian dé suy
nghi. Nhimg nguoi nay khong phai tham du nhimg budi hop,
khong nghe dién thoai, cing nhu khong ban tan vé viéc kinh
doanh. Diéu nay khong c6 nghia 1a nhimg nguoi “nay sinh y
tuong” phai ngoi trong van phong suét 8 tiéng dong ho. Thay vao
do, ho nén dé tam tri minh duoc tir do thoai méi va co thé tham gia
vao nhimg hoat dong khong lién quan dén cong viéc, chang han
nhu: dao quanh cac ctra hang, thuong thic ca phé Starbucks, vai
tiéng dong ho tinh tam trong mot giao duong yén ang - nhimg diéu
ma chinh tac gia ctia cuén sach nay da timg thuc hién khong it 1an.
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Steve Ross, nguyén tong giam ddc diéu hanh rat thanh cong
cua Time Warner, da timg noi voi cac nhan vién cap quan ly cua
minh rang: néu bat cir khi nao ong dot xuat budc vao phong lam
viéc cta ho va bat gap ho dang nga nguoi ra ghé, gac ca hai chan
lén ban va dam chiéu suy nghi, 6ng sé thuong cho ho ngay lap
tic. Ong giai thich: “Toi tra tién cho nhimg nguoi gitr vi tri quan
ly cap cao la dé ho suy nghi xem lam cach nao dé cong ty nay
phat trién t6t hon, chi khong phai chi dé lam cong viéc hang
ngay. Viéc d6 thi ai cting c6 thé lam dwoc”.

Tuy nhién, khong phai ai cting ¢6 thé tu minh nghi ra nhing
y tuong 1on. Hinh thic brainstorming® theo timg nhém nho -
qua d6 ban c6 thé chét loc cac y tudng tir nhimg nguoi khac - sé
rat hiéu qua khi duoc tién hanh dua trén cac quy tac sau:

* Thu nhat, gidi han nhom thao luan chi gém nam hoac
sau nguoi.

* Thi hai, chi dua ra mot van dé thao luan cu thé, vi du:
giai quyét mot van dé quan trong, tim cach dé ting dang
ké muc doanh thu, cai thién chat luong dich vu khach
hang hodc duy tri d6i ngti nhan vién.

* Thuba, gidi han thoi gian thao luan - co thé la trong mot
dén hai tuan. Tuy nhién, khong nén st dung hinh thuc
nay cho viéc nghién ctru nhimg du an déc biét.

* Thut tu, tach biét nhém thdo luan khéi moi truong cong
viéc hang ngay, tot nhat la & mot noi ngoai van phong

lam viéc.

(1) Phuong phéap van dung tri tué tap thé @ giai quyét mot vin @& phute tap.
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Mot trong nhimg cau chuyén day tinh thuyét phuc vé viéc
nhom nho cho ra doi Y TUONG LON dén tur thé gioi tuyet voi
cua Disney. Tré lai nhimg ngay dau khi Disneyland méi chi c6
mot dia chi duy nhat tai tiéu bang California, lic d6 Walt Disney
quyét dinh md thém mot cong vién Disney nita tai Orlando,
Florida. Y tudng that hdp dan, duy chi c¢6 diéu la Disneyland
khong du von @é thuc hién du an 16n nay. Thém nira, do 16n lén
trong thoi ky Khing hoang Kinh té Thé gioi va mat niém tin vao
gioi ngan hang, Walt Disney cuc luc phan d6i chuyén vay ngan
hang - boi nhu thé thi sé cang ngap sau vao no nan.

Trong tinh huéng kho xir d6, 6ng cho goi sau vi giam déc
thudc quyén dén van phong va noi cho ho nghe ké hoach cua
minh: xay dung mot Disneyland l6n hon, dep hon ¢ Florida.
Nhiém vu ctia ho 1a phai tim cach kiém tién tir cong viéc kinh
doanh hién tai dé thuc hién du an nay. Walt da yéu cau nhom
nhan vién cia minh dén mot noi cach biét hoan toan khoi cong
viéc hang ngay, dong nghiép va tham chi ca gia dinh dé thao
luan, 1én ké hoach va bao céo cho 6ng vao mot ngay cu thé. Ong
cting nhan manh ro rang 6ng khong muén ho lam minh that
vong. Thoi gian dang rat gap rit nén 6ng chi cho ho hai tudn dé
tim ra giai phap.

Hai tuan sau, ho gap lai nhau tai van phong cua Walt va giai
phéap ho dua ra chi ngan gon trong vong mot cau: mé ctra cong
vién Disneyland vao budi toi.

Trudc khi cé cudc hop quan trong nay, cong vién
Disneyland thuong déng ctra vao luc 6 gio chiéu mdi ngay.
Nhom nhan vién nay da dé xuat kéo dai thoi gian mé cira dén
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tan ntra dém, dong thoi quang ba rang budi t6i la thoi diém ly
tuong danh cho cac nhom du khach, chang han nhu cho cac hoi
nghi hay cac nhém du lich.

Tat ca chung ta déu biét diéu gi da xay ra. S6 tién thu duoc
da gidp cong vién Disneyworld duoc xay dung quy mo hon va
hoanh trang hon.

Di nhién, cac y tudng lon dem lai két qua vuot troi can duoc
tuong thudng ximg dang. Doi véi nhom nhan vién cta Walt,
vao mot sang thu Bay, sau hai tuan bao cao két qua, méi nguoi
nhan duoc mot chiéc Corvette mui tran mau dé mai tinh va mot
phong bi dung chia khoa xe kem theo mot tam thiép cam on do
chinh tay Walt viét. Chua hét, Walt con tra tién thué cho nhing
chiéc xe nay bang cach tang mot khoan luong tuong xung.

Dé c6 thé thanh cong, cac y tudng 1on can phai dé hiéu va
dé thuc hién. Trong vi du cua Disneyland, cach cua ho chi 1a
thay ddi cong viéc kinh doanh hién tai theo cach thiic ma truoe
day chua c6 ai timg xem xét dén.

Doi khi, y tudng 1on 1a y tudng gitip san pham hay dich vu
no6i bat hdn so voi san pham, dich vu khéc, va duoc khach
hang chu y dén. C6 thé d6 1a hinh anh nguoi dai dién da dap
ung nhtmg diéu mong doi ctia khach hang tiém nang. Hoac
mot dac tinh hoac tién ich dac biét nao d6 cua san phém khién
cong ty ban vuot xa d6i thd canh tranh. Tat nhién, ho c6 thé
bét chude ban véi nhimg chién luge tuong tu, nhung ban van
la nha tién phong va da tao nén tac dong to lon trén thi truong.
Y tudng 1on luon la nhing ¥ tudng duoc ap dung dau tién.
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Mot vi du khac cua viéc tu duy dot pha chinh la Dai tuong
niém chién tranh Viét Nam, dat & thu do Washington. Thay vi
thiét ké tuong dai chién tranh theo kiéu dién hinh, nhém cyu
chién binh da té chic cudc thi thiét ké va chon ra mot mau thiét
ké gay nhiéu tranh cai dén néi suyt nia thi khong duogc xay
dung. Mau thiét ké gém nhiéu hinh tuong thé hién hinh anh cac
binh linh My trong du trang thai dau don, mot cau tric ¢6 hinh
dang tuong tu nhu lang m¢ 16n véi hinh chim ung gac bén
ngoai, tham chi ca mot chiéc mii sat quan doi voi kich thuoe qua
kho bén trong c6 tam thé dé tén binh linh.

biéu khong ai ngo dén chinh 1a stic manh cta tam bia bang
da granite den, ding nhu ban vé cua tac gia Maya Ying Lin, mot
sinh vien My goc A, t6t nghiép khoa Kién truc cta Pai hoc Yale.
Duoc dat dudi bé mat dai Tudng niém, tdm bia khéc tén nhimng
binh linh da ti tran. Khi du khach buéc doc theo bic tuong cia
dai tudng niém, ho cung lic di ngang qua hang ngan cai tén
khéc trén da granite. Cudi cung khi tr¢ lai 1én bé mat bén trén
cta Dai Tuong niém thi cing 1a dén doan cudi cung cua danh
sach. Dai tudng niém chién tranh Viét Nam khong giong nhu
bat ky dai tudng niém chién tranh nao da timg duoc xay dung
trudc day, voi nhimg nét kién truc hoan toan khac biét, gay
tranh cai, nhung van day st thuyét phuc.

Y tudng dot pha la nhimg y tuéng mang tinh tu duy khac
biét. Hau hét cac y tudng nhu vay déu tiém an mot muc do ruai
ro nao do va khong phai luc nao cing duoc chap thuan boi
nhimg nguoi ra quyét dinh cudi cung.
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Di nhién, d6i khi cac y tuong lon lai la cua nhimg nguoi c6
quyén quyét dinh cudi cung. Mot trong nhimg nhan vat thong
thai va co stc thu hut nhat ma toi timg duoc lam viéc chung la
Edward “Ned” Johnson, nhan vat quan trong tao nén thanh cong
cta Cong ty tai chinh Fidelity. Diéu tao nén su dac biét & Ned
chinh 14 cach ma 6ng luon cho rang khach hang ximg dang huong
dich vu t6t hon nhiéu nhimg gi ho van nhan duoc. Ned quyét tam
theo dudi muc tiéu nay, nén ngoai viéc cong tac vai Fidelity, ong
bat tay vao hai nganh kinh doanh méi: Dich vu xe du lich Boston
- dich vu dua d6n bang xe cao cap trén khap thé gioi va Khach san
Seaport, ndm ngay canh Trung tam Thuong mai thé gioi & Boston.

Ned khoi dau dich vu Boston vi ong cam thay chan ngay
canh phai ngo6i trén nhimg chiéc xe taxi nhéch nhac véi cac bac
tai hAu nhu mu tit vé duong sa. Ong cting cho rang dich vu dua
don bang xe Limousine hién tai qua pho truong va khong lam
khéach hang thoai mai. Vay la, Dich vu xe du lich Boston ra doi
theo cac chuan muc moi cia Ned dudi day:

1. St dung loai xe sang trong, thodi mai nhung khong pho
truong,

2. Luon git xe sach sg,

3. Dam bao dich vu khach hang luén hoan hao, khach hang
duoc phuc vu chu déo, tan tam 24/24,

4. Thiét lap chuong trinh dao tao tai xé nghiém ngat. Sa thai
ngay lap tuc tai xé nao khong dap ung duoc nhing bai
kiém tra git gao vé dinh hudng, vé viéc tuan thu gio giac,
tac phong lich su va c6 ve ngoai nghiém tuc,
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5. Tai xé khong duoc nhan tién truc tiép tir khach hang,
duoi bat ky hinh thirc nao. Moi chi phi sé duoc ghi nhan
trong hoa don thanh toan,

6. Nghiém cam tai xé nhan tién boa cua khach. Néu vi
pham, du chi mot 1an, tai xé sé bi budc thoi viéc ngay.

7. Tai xé c6 thé duoc hudng phan chia 1oi nhuan,

Dich vu xe du lich Boston nhanh chéng tré thanh mot hién
tuong & Boston va sau d6 duoc md rong ra khap cac thanh pho
l6n & My va ca & nudc ngoai.

Khach san Seaport cing c6 tinh than phuc vu khach hang
tuong tu nhu cua Dich vu xe du lich Boston. Phong 6¢ luén duoc
gitr sach s, bong loang; nhan vién duoc dao tao bai ban, khong
nhan tién boa. That vay, day la mot khach san ma ban khong can
phai chuan bi sén mot bao tién 1é dé cho nhan vién khach san méi
1an ho mo ctra, goi taxi hay giup ban mang hanh ly lén phong...

Phan 16n cac cong ty duoc thanh lap chi yéu dua vao nhing
y tudng mang tinh dot phd, vi du nhu: Diner’s Club - cong ty thé
tin dung dau tién, theo sau d6 la American Express, Federal
Express, Dich vu dwa don ra phi truong ¢ New
York/Washington/Boston cua hang Eastern Airlines, va nhiéu
cong ty khac.

Mot trong nhimg vi du ma toi tam dac ve cac y tuong 1on ra
doi tur thé ky 19 lién quan dén viéc 1én lich cho cac chuyén tau
cho hang. Nam 1804, mot hang tau bién & New York la cong ty
dau tién nhan ra rang khach hang sé dugc phuc vu tét hon mot
khi ho dugc thong bao vé thoi diém hang sé duoc chuyén dén
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chd ho. Trudce khi y tudng nay xuat hién, trong hang ngan nam,
cac chuyén tau bién khong duoc lén lich trude. Thuyén chi roi
cang khi c6 quyét dinh cta thuyén trudng, hay khi hang hoa da
chat day cac khoang, khi thoi tiét thuan loi, hoac khi thuy tha
doan da tinh rugu. Chinh vi thé, y tudng nay da tao ra su thay
déi TO LON trong thé gisi thuong mai.

Mot trong nhimg vai tro thiét yéu cta cac nha marketing
chinh la tao ra mot moi truong khuyén khich cac y tuong dot pha
6 diéu kién phat trién ruc rd, mot moi truong ma ¢ do khong y
tudng nao bi xem la qua dién r6 va khong kha thi. Nhiéu y tuong
16n xuat phat tir d6. Chi can ban sdn sang don nhan.
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Su cuong diéu va Niém hy vong

Trang web ctia cong ty ban c6 thé 1a mot trong nhimg yéu t6 cot
16i trong viéc thuc déy doanh thu va loi nhuén, mién 1a ban phai
hiéu duoc rang viéc duy tri trang web la cho d6i tuong khach hang
quan trong nhat cia minh. Néu ban c6 thé lam hai long nhimg vi
khach hang dac biét nay bang su tién loi khi sir dung va do tin cay
cao - hai yéu t6 quan trong nhat - thi nhimg 101 truyén miéng tot
dep tirho seé gitup cong ty co thém uy tin va doanh thu.

Nhiéu nguoi tin tudng mot cach ngay tho rang chi can tao
mot trang web that hoanh trang la co thé 16i kéo duoc nhiéu
khach hang tiém ning. Nhung nhtmg phép tinh trén thuc té da
chung minh diéu nguoc lai.
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Nam 2000, Forrester Research, mot cong ty tu van cong
nghé co uy tin, tién hanh mot cuoc nghién ctru toan dién veé thoi
gian danh cho viéc 1én mang Internet va xem truyén hinh. Két
qua cho thay nguoi 16n tir 18 tudi trd 1én trung binh chi danh vai
phut lén mang, trong khi thoi gian danh cho viéc xem truyén
hinh 1én téi 7 gio moéi ngay. Cac nha nghién ctru cting phat hién
ra rang khi 1én mang, s trang web ma trung binh mot nguoi
thuong xuyén truy cap khong nhiéu hon 11 trong tong s6 30
triéu trang c6 sén trén mang. Mot két qua khac khong gay ngac
nhién cho cac nha nghién ctu la: khi xem truyén hinh, khéan gia
cting chi thuong xuyén chon lua 11 trong tong s6 70 kénh sdn co
o mdi ho gia dinh.

Con s6 nay khién moi nguoi giat minh: 7 gio xem truyén
hinh so v6i chi vai phut 1én mang. Truyén hinh ro rang da chiém
uu thé tuyét doi. Cho du s6 ho gia dinh c6 két noi Internet da
vuot s6 ho gia dinh ¢6 truyén hinh cap, nhung s6 luong nguoi
stt dung Internet van QUA THAP so véi s6 nguoi xem truyén
hinh. Nghich ly thay, cho du c6 hang triéu triéu trang web dang
sén c6, moi nguoi van chi co du thoi gian dé truy cap mot vai
trang web mdi lan lén mang.

Vay phai lam gi dé tao 4n tuong cho trang web cua cong ty
nham thu hut sy chu y cua khach hang? Sau day la mot y tudng
don gian, dé thuc hién. Hau hét dia chi cta cac trang web déu
duoc dat & mot vi tri khong may quan trong trong bat ky tai liéu
quang cao, bién hiéu cong ty, tham chi ngay ca trén danh thiép.
Phai nhin ky, ban moéi thay dong dia chi ndm phia dudi cung
cua tam thiép va thuong duoc in cht rat nho. Dat dia chi & mot
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vi tri nhu thé sé khong tao an twong moi goi khach hang HAY
DEN VOI TRANG WEB CUA TOI!

Va d6 chinh 1a van dé thiét yéu. Ban cin phai TAO AN
TUONG. bia chi trang web nén duoc dé ngay trén dau, dé nhin
thay, in chit 16n, nhu thé nhan nhu véi khach hang rang: “Hay
truy cap ngay vao trang web ctia ching toi - sé co nhiéu diéu rat
tha vi danh cho ban”. Mot diéu rat don gian nhu vay ma khong
hiéu sao rat it cong ty thuc hién. Ban can nghi rang ban than dia
chi trang web da la mot tiéu de gidi thiéu. Pung dat n6 vao mot
goc nao do. Cing dimg str dung nhimg phong chir manh. Hay
dat né & mot noi dac biét va dé nhin thay.

Thé nhung, khi khach hang da truy cap vao trang web cua
ban, ho rat dé roi vao tam trang that vong. Hay luu y “ké thu”
cta Internet. Méi 1an bat ti vi 1én, ban thuong bi thu hut ngay
lap tic boi man hinh luén tran ngap nhimg hinh anh dong cua
cac nhan vat - bién tap vién, van dong vién thé thao, nghé si,
siéu sao dién anh... Con hinh anh dong & cac trang web, néu co,
thuong 1a mot vai mau quang cdo cua cac dich vu khac. No6i cach
khac la thiéu yéu t6 con nguoi. Giong nhu doc gia dang hao huc
lat cac trang tap chi People, khach hang truy cap trang web cua
ban cing dang kiém tim mot hinh thuc két néi voi nhimg nhan
vat co thé gitip ho quyét dinh c6 nén mua san pham hay dich vu
hay khong.

Céc dich vu két ban - hen ho qua mang ngay cang trd nén
pho bién vi san pham duy nhat cta cac dich vu nay chinh la
gitp nguoi gap nguoi. Pay 1a mot y tuong thu vi ban can luu y
khi thiét ké trang web. Ban nghi thé nao vé mot nhan vat hoat
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hinh dong lam nguoi chao don va huéng dan khach hang tim
kiém noi dung thong tin ho can? Néu khong thi trang web nén
6 hinh anh va 16i chao mimg ngan gon tur giam doc diéu hanh,
nha sang lap hoac guong mat dai dién cua cong ty.

Trong thap nién 90, tat ca chung ta déu da nghe mau quang
cao qua muec vé Internet: Truyén hinh bi dao thai, viéc dén ctra
hang mua hang da la chuyén cta qua khu, tat ca moi nhu cau
ciia con ngudi déu co thé giai quyét nhanh chong qua mang.
Cach tu duy thoi thuong nay cing da ton tai mot thoi gian va
khién nhiéu nguoi khong ngan ngai déc tui dau tu cho “cudc
song cong nghé cao”.

Cho du con s6t Internet da giam rat nhiéu, cac trang web
van tiép tuc phat trién va gitp tang trudng kinh doanh trong hai
linh vyc dién hinh: cung cap tin tic duoc cap nhat timg phut, ké
ca cac tin tuic tai chinh va thuc hién céc giao dich don gian ma
néu thuc hién bang cac phuong phap truyén thong khac sé
khong hiéu qua bang.

Dich vu ngan hang qua mang da xuét hién dugc hon mot
thap nién nhung chi that su phat trién trong vong vai nam gén
day. Vi sao vay? Mac du dich vu ngan hang qua mang dé s
dung, tién loi va cuc ky nhanh chéng nhung hinh thic nay chi
gi6i han & nhing giao dich don gian nhu kiém tra s6 du tai
khoan, uy nhiém chi bang séc, hay xem lai cac bao cao trén
mang. Dich vu thanh toan cac hoéa don qua mang van kho thu
hut khach hang vi diéu nay doi hdi phai ¢ su tham gia cua cac
doi tac lien quan chu khong don gian nhu viét mot tam séc roi
bo vao phong bi dan lai.
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Viéc dang ky di du lich hoac ddt mua vé xem phim, kich,
hay thi ddu thé thao qua mang cting ngay cang trd nén pho bién.
Tuong tu nhu vay 1a dich vu dat chd trude & cac nha hang dia
phuong, hay cac thanh phé 16n, cing nhu cac khu nghi mat
trong nuoc.

Dich vu moi gidéi ching khoan qua mang ctang duoc su
dung thuong xuyén hon boi day la mot hinh thuc giao dich rat
don gian. Qua d6 moi nguoi chi mua hodc ban ¢6 phan hay quy
dau tu chung. Véi mang Internet, ban c6 thé thuc hién diéu nay
bat ctt luc nao, rat hiéu qua va khong phai ton nhiéu chi phi.

Ly do ngay cang nhiéu nguoi chap thuan st dung dich vu
qua mang that r6 rang: nhanh chong, khong ruom ra, duoc xac
nhan ngay, hoan toan tién loi 24 gio mot ngay, 7 ngay mot tuan.
Day la nhimg dic diém tao nén thanh cong cho nhimg nha moi
gioi dau tu va dich vu ban vé, cho Amazon, eBay va cac cong ty
khac dang chuyén déi tir nhimg dich vu trude day, von phiic tap
va mat nhiéu thoi gian, sang nhimg giao dich don gian tir dau
dén cudi. Ban sé khong phai xép hang, khong phai doi dién
thoai, khong bi tir choi truc tiép khi dat chd an t6i & noi ma ban
that sy mong mudn.

Vay thi tuong lai cua Internet va cac trang web sé ra sao, co
anh hudong dén cudc sdng ctia ching ta theo chiéu huong sau sic
va tich cuc khong? Cau tra 10i chac chan la ¢6. Viéc don gian hoa
nhimg cong viéc trude kia von phic tap va mat nhiéu thoi gio
chinh la tién ich quan trong nhat ma Internet dem lai cho nguoi
st dung. Viéc giao tiép truc tiép va ngay lap tuc tir thanh pho
nay vdi thanh pho khac, nude nay voi nudce khac, chau luc nay
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véi chau luc khéac chinh 1a gidc mo da thanh hién thuc cua
nhimg nha marketing.

Thém mot hy vong nita: Internet sé trd thanh cau noi chu
yéu cho viéc giao tiép va thuong mai toan cau, khién trai dat
cua chung ta that su trd thanh moét ngoi lang chung cho moi
nén van hoa dé con nguoi gan nhau hon. Truyén hinh du tao ra
nhiéu tién ich nhung khong lam duoc diéu nay vi truyen hinh
khong gitp con nguoi giao tiép truc tiép voi nhau. Thir thach
tiép theo cua cac nha thiét ké trang web la dua vao trang web
nhimg ddc diém thu hat nhu cta truyén hinh: cac hinh anh
dong va co he thong. Yéu t6 con thiéu nay doi voi nhiéu trang
web hién nay sé gép phan tao ra sitc manh tiém nang that su
cua mang Internet. Qua do6 tao ra vo s6 co hoi sang tao cho
nhing ai lam cong tac marketing chuyén nghiép.
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Dé c6 nhiéu tranh cai gitta cac chuyén vién marketing ky cuu
lien quan dén tinh hiéu qua cua quang cao so véi PR (Public
Relations - Quan hé Cong chiing), nhu thé ban budc phai chon
mot trong hai. Pay qua that 1a cudc tranh cai ngd ngan - cing
giong nhu viéc ¢6 gang ching minh ring viéc ngan ngtra ung
thu tot hon la viéc chira tri ung thu. Ban can ca viéc ngan ngira
lan chua tri va sé luon 1a nhu vay vi ching phu thuoc, bd sung
va hé trg cho nhau. Diéu nay cting tuong tu véi truong hop cua
PR va quang cao.

PR duoc thuc hién dudi ba hinh thiic co ban: quan hé noéi
bd, quan hé bén ngoai va quan hé vdi cac nha dau tu trong
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truomg hop cong ty ban 1a cong ty c6 phan. Ca ba méi quan hé
nay can duoc xutt ly hiéu qua va cham soéc ky luong; quan trong
hon hét, chung phai dugc gan két chat ché voi ké hoach chién
luge téng thé va chuong trinh marketing. Ban can xem PR nhu
mot cong cu marketing va xép cong cu nay chung nhom véi
cac cong cu marketing khac. Qua do, ban danh cho n6 sy quan
tam dung muc va bién né thanh mot phan trong moi né luc
marketing ctia ban.

Rat nhiéu cong ty thuc hién PR nhu la cach phan ung déi voi
nhing chuyén khong hay xay ra lam anh huong dén uy tin cong
ty, hoac khi c6 tinh huéng khiing hoang khong thé tranh duoc.
Viéc d6i pho hiéu qua véi khing hoang la diéu thiét yéu nhung
stcc manh cua PR sé duoc phat huy toi vu khi ban thé hién duoc
su chu dong cua minh. Ban luon phai tim ra nhiing cach thic
khac nhau &é giup cong ty luon duoc nhin nhan mot cach tot
nhat. Day khong phai la luc ban ngoi yén ché co hoi tot dep tu
dén voi minh. Nhu Vince Lombardi da timg noi: “Tan cong
chinh la cach phong vé t6t nhat”, ban can phai chu dong.

Viéc dau tién va quan trong nhat ma ban phai chu dong
thuc hién chinh 1a thyc hién nghiém tuc viéc giao tiép trong
noi bo. It nhat, ban cling nén giao viéc quan ly cong tac PR noi
bd cho mot ngudi ddm nhiém - ddi voi cong ty c6 quy mo nho,
cong viéc nay co thé gop chung voi nhing cong viéc khac.

Khong mot cong ty nao co thé thanh cong néu thiéu doi ngit
nhan vién duoc trang bi kién thuc sau rong va co dong luc lam viéc
cao. Trong nhiéu nam lién, cac nha tam ly hoc da duc két duoc
réng c6 ba yéu t6 quan trong nhat doi voi moét nhan vién, do la:
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1. Duoc cong nhan,

2. Puoc xem nhu nguoi quan trong trong cong ty,

3. Duoc huong ché do luong thudng hop ly,

Neén luu y réng tién bac chi dung thirba trong danh sach nay.

Do vay, ban can giao tiép lién tuc véi nhan vién cia minh.
LUON thong bao cho ho chién dich marketing moi. LUON tham
khao ¥ kién nhan xét ctia ho. LUON cho ho biét truéc nhimg
chuyén vé cong ty sé dugc xuat hién trén bao chi, ké ca chuyén
t6t 1an chuyén khong hay. LUON giao tiép v6i ho mot cach binh
déng. Cac nhan vién quan ly cap cao can c6 gang danh thoi gian
va sén sang gap nhan vién thuong xuyén dé tro chuyén cdi md
voi ho vé nhimg diéu t6t, chua tot hay té hai trong cong viéc
kinh doanh.

Sau nhan vién, déi tuong quan trong thit hai chinh 1a cac
nha bao chuyén viét vé linh vuc ban dang kinh doanh. Ban giam
doc, hoac ngay ca cac nhan vién quan ly cap trung, cing nén
danh thoi gian cho viéc nay. Hau hét cac nhan vién nay can
duogc huan luyén va huong dan veé viéc giao tiép voi gidi truyén
thong dé trd thanh nhimg nguodi phat ngon hiéu qua cta cong
ty. Tat nhién, c6 nhing nguoi von ¢6 sdn khiéu an néi nhung
nhimg nguoi nhu vay khong nhiéu. Ban can dam bao rang
nhtmg nguoi c6 kinh nghiém trong cong tac PR luon c6 mat khi
c6 nha bao phong van truc tiép hodc qua dién thoai voi nhan
vién & moi céip bac. Su hién dién cta bén thit ba nay sé gitp moi
nguoi khong di chéch hudng.
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Hay do6i xtr véi cac nha bao bang su ton trong va git thai do
dung muc. Khong to vé kiéu ngao hoac ra vé qua ban ron dén
ndi khong co thoi gian tra 10i cac cau héi. That ra, ban phai cam
on ho da danh thoi gian quy bau caa ho cho ban.

Toi nho 6 lan phong vién cia moét to tap chi kinh doanh
16m goi dién cho toi dé tim hiéu thém thong tin vé mot vi tong
giam (CEO: Chief Executive Officer), von la sép ci cua toi,
trong danh sach 50 tong giam doc thanh cong nhat do tap chi
Fortune binh chon. Chang phéng vién nay noi rang to bao cua
anh du dinh dang mot bai viét dai gioi thiéu vé thanh cong cua
vi tong giam doc nay trong viéc quan ly cong ty chi sau mot
nam nham chtec. Tra 161 cho cac cau hoi cua anh, toi noi rang vi
tong giam doc nay that su co tai, tuy doi lic to ra nong nay
nhung trong tham tam 1a nguoi t té, luén quan tam dén cong
ty, nhan vién va khach hang.

Vai tuan sau, anh chang phong vién goi dién dén dé cam on
vé thong tin ma toi da cung cap, nhung sau do lai noéi rang bai
viét sdp toi vé vi tong giam doc khong phai dé khen ngoi ma dé
ché bai vi ba ly do: thi nhat, ong da dé anh ta doi ca tiéng dong
hd mai xuat hién; thi hai, trong suét cudc phong van, 6ng luon
noi rang 6ng con nhiéu viéc quan trong hon dé lam nén chi co
thé danh cho anh ta dugc mot nixa thoi gian so véi thoi gian da
htta; thi ba, nhu thé néi vay van con chua du, vi téng giam doc
“b6i” thém mot “ci” ntra khi nhan xét réng 6ng von khong ua
may tay nha bao!

Cau chuyén trén la mot minh chimg cho thdy ngay ca nhimg
vi lanh dao tai ba nhét cting c6 thé lam nhimg chuyén that ngéc

200



Sic manh cua PR va Hoat dong tai trg

nghéch khi dai dién cong ty tiép xtc véi gidi truyén thong. Diéu té
hai trén co lé da khong xay ra néu trudc do co nhimg chuyén gia
PR huong dan vi téng giam d6c nay cach chinh phuc cac nha bao.

Cong ty can phai xem trong va duy tri nhimg moi quan hé
véi gidi truyén thong, nhung khong phai bang cach 16i kéo ma
chi don gian la cu xu lich thiép véi cac nha bao.

Diéu dau tién can lam trong viéc kiém soat méi quan hé nay
la phai tim hiéu it nhiéu vé cac nha bao. Da phan ho la nhimg
nguoi thong minh, duoc dao tao bai ban nhung khong phai luc
nao cting hiéu biét moi thir. R4t nhiéu nguoi trong s6 ho cam
thay minh bi tra luong thap va khong duoc nhin nhan xting
dang so v6i nhing gi minh da dong gop. La nhing nguoi hay
hoai nghi, ho cang cam thay kho chiu véi su that 1a thu nhap ctua
ho chang 1a gi so véi thu nhap cta nhimg ngudi ma ho phai vat
o6c suy nghi dé viét bai ca ngoi. Va duong nhién, giéng nhu
nhimg ngudi dang phai chiu ap luc, ho sé khong ngan ngai di
tat dé kip c6 bai dang bao.

Sau day la mot vai huong dan cach ban tiép xuc voi cac
nha bao:

® Luon goi dién thoai lai cho cac nha bao, ngay ca khi ban

khong thé gitp gi dugc cho ho.

* (o géng danh phan tin tic doc quyén cho riéng hai hay
ba nha bao chuyén nganh trong yéu.

* Luon c6 mat dung gio cho cac budi phong van.

* Khong quén dé nghi kiém tra cac dir kién trudc khi bai
duoc dang.
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* Néu c6 diém gi d6 ban mudn nhan manh, hay lap di lap
lai diéu nay trong sudt budi phong van - cu viéc lap di
14p lai cho dén khi nao ban thay chan thi thoi.

e Cho du duoc hia hen thé nao di chang ntta, luon nho
rang ban dang “trong tam ngam” cta canh nha bao.

* Thinh thoang moi ho an trua hoac an toi dé cam on ho da

viét bai vé cong ty.

Thé con méi quan hé v6i cac nha dau tu? Cac cong ty c6 thé
cai thién hinh anh ctia minh bang cach sdp xép cac cudc gap déu
dén gitra ban giam ddc voi cac nha dau tu dudi hinh thic hoi
nghi hay qua mang Internet. Luon tham khao y kién cac c6 dong,
qua cac bao cdo tai chinh thuong nién hodc qua trang web cua
cong ty. Nén c6 duong day dién thoai rieng danh cho cac c6
dong. Ho la nhimg nguoi khong ngan ngai bay to moi quan diém
ctia minh - du tich cuc hay tiéu cuc. Doi khi, tr nhimg y kién do,
ban c6 thé cé duoc mot y tuong THAT SU doc d4o.

Ngoai ra, luon sdn sang ghi nhan moi y kién dong gop.
Thém vao d6, ban cting nén c6 mot san pham hay dich vu dac
biét danh riéng cho cac c6 dong. Nhimg cong ty nao that su dau
tu thoi gian dé lam c6 dong cam thay dac biét sé c6 thém nhiéu
ngudn hd trg dang ké khac. Hay nghi dén viéc marketing cho
cac c6 dong thay vi chi duy tri méi quan hé voi c6 dong thong
thuong. Co thé ban khong c¢6 quan hé ruét thit véi ho, nhung ca
doi bén déu c6 chung méi quan tam veé su phat trién ctia mot
doanh nghiép thanh cong.
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Hoat déng tai tro

Chung ta nén thang thin nhin nhan van dé. Tai tro luon la
van dé gay tranh cai. Moi nguoi dua ra nhiéu vi du cu thé: nao la
khong biét bubi diéu hanh nhan ngay Lé Ta on do Cong ty Macy
tai tro da giup cong ty nay tang doanh thu thé nao? Liéu Trung
tam Fleet 0 Boston da dem lai loi ich gi cho Ngan hang Fleet hodc
Bank of America - cong ty me cta Fleet Bank? Roi viéc hang dau
nhoét Exxon Mobil tai tro dai han cho Nha hat Masterpiece ctng
thé. Danh sach nhimg vi du kiéu nay con rat dai.

Viéc danh gia cu thé hiéu qua cta cong tac tai tro la diéu hau
nhu khong kha thi. Néu cong ty chi c6 muc tiéu la tang doanh thu
thi viéc tai tro la khong can thiét. Nhung néu muén xem xét
nhimg cach khac nhau dé danh gia gia tri cta viéc tai tro, ching
han nhu nhimg tac dong tich cuc d6i voi nhan vién va gia dinh
ctia ho, thi ban sé thay viéc tai tro qua that 1a diéu dang lam.

Cau chuyén bat hu Bdn thinh ca dém Giing sinh (A
Christmas Carol) ctia van hao Charles Dickens c6 thé duoc xem
1a mot vi du thuoc linh vuce van hoc tiéu biéu dau tién cua viéc
tai tro va nhtmg gia tri ma viéc nay dem lai. Chuyén ké vé
Ebenezer Scrooge, mot nguoi ludn tinh toan moi tha trén doi
theo gia tri dong tién cho dén mot déem ong gap cac hon ma
Giang sinh cta chinh minh trong qua kht, hién tai va tuong lai.
Khi tan mét chung kién va nhan ra rang mot cudc séng vi dong
tién cudi cing khong dem lai két cuc tot dep nao, ong da giup
dobé Tim ciing nhu ca gia dinh Cratchet cho dén ngay cudi doi
minh. Vay phan thuéng danh cho 6ng la gi? Chi la cam giac
khién 6ng thay that sy hanh phuc va thanh than.
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Su hop nhat 1a chia khéa dan dén thanh cong cho hoat dong
tai tro. Ban sé thay ro diéu nay qua cau chuyén sau day cua toi
lien quan dén khoang thoi gian 1am viéc cho Key Corp va Key
Arena O Seattle.

Vao gitra thap nién 90, véi vai tro 1a giam doc marketing cho
tap doan Key Corp, toi tién hanh hoat dong tai tro dé xay dung
nha thi dau bong ro moi ¢ Seattle. Du Key Corp ¢6 tru s¢ chinh
dat tai Cleveland, nhung ngan hang chinh cua tap doan lai dat
& Washington, gan khu vuc Seattle.

Nhting nguoi chu cong ty Seattle Sonics da dé nghi voi Key
Corp chuong trinh tai tro san bong trong vong 15 nam. Du kién
dén ndm 1997, san bong moi sé chinh thic dua vao hoat dong.
Chi phi tai tro hang nam vao khoang 1,1 triéu do la, mot khoan
tiéen khong nho. Vao thoi diém d6, mac du Key Bank c6 mat &
Seattle da 8 nam nhung theo cac cudc nghién ctu, ty 1é khach
hang biét dén ngan hang luon thap hon 10%. Viéc tai trg o rang
la cach hiéu qua dé cai thién dang ké hinh anh cua Key Bank tai
thi truong Seattle.

Dé thuc hién ké hoach, ching to6i da thiét ké mot chién dich
marketing v6i moi yéu t6 dugc hop nhat hoan hao nham thuyét
phuc ban giam do6c va hoi dong quan tri cua Key Corp ring
cong tac tai tro sé that su dem lai loi ich cho su phat trién cua tap
doan & phia Tay Bac. Cudi cung, ké hoach da duoc thong qua.

Déi thu chinh cua Key Bank lic d6 la Ngan hang SeaFirst,
ngan hang hau nhu dugc moi khach hang biét dén, dong thoi
con 1a nha tai tro chinh cho san bong cii. Chang ai & SeaFirst vui
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ve gi khi biét chung toi da gianh duoc hop dong tai tro ngay
trudc mui ho. Tuy nhién, SeaFirst lai dugc quyén dat may ATM
cta ho & khu vuc cong vién Space Needle bén canh, bao gom ca
phan san bén ngoai, chi loai trir mé6i khu vuce san bong rd. That
khoi hai va c6 chut muu mo gi & day.

Viéc danh bai SeaFirst dé c6 duoc quyén tai tro san bong
moi qua that khong phai la chuyén don gian. Tuy nhién, voi tu
cach la nha tai tro trude day, tai sao SeaFirst khong nhanh chan
hon chung t6i? Ly do don gian: ho da chu quan khi dua vao moi
quan hé lau dai trudoc day.

Khi duoc tin 1a co ké hoach tim kiém tai trg cho san bong
moi, qua do nha tai tro c6 quyén dat tén cho san bong, SeaFirst
ct gia dinh rang ho chac chan sé la nha tai tro. Ho chan chur
khong chiu ngdi xuéng ban dam phan véi cac bén lién quan dé
lén ké hoach va chinh su cham tré nay lam ban giam doéc cua
Sonics phat y. Luc dé Key Corp nhay ngay vao cudc va to thién
chi san sang dam phan, khong nhimg thé con dua ra ban thoa
thuan chi trong vong vai ngay, thay vi phai mat hang tuan hoac
hang thang. Su quyét dinh nhanh chéng nay la yéu t6 thuyét
phuc manh mé nhat. Néu ban that sy quan tam dén viéc tai tro
va biét rang nhiéu d6i thu cing dang chay dua dé gianh quyén
nay, hay nhanh chong quyét dinh dé di dén két thic. Hay hanh
dong nhanh dé vuot qua tat ca déi thu khac. Voi nhimg méi
quan hé nhu vay, khong co ly do gi dé ban chan chir trudc khi
hai bén cung thoa thuan chinh thic hop tac.

Sau khi viéc xay dung hoan tat la dén luc dat tén cho san
bong. Ca hai co quan quan ly la thanh pho Seattle va ban giam
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dodc ctia SuperSonics déu cho rang nén dat tén la Key Bank Arena.
Mot cai tén khong dén néi té nhung nghe van co veé hoi 16 liéu ma
cting chua thé hién hét cac mang kinh doanh khac cua tap doan,
so voi nhimg thuong hiéu ndi tiéng nhu Champion Mortgage hay
McDonald’s Investment. Cudi ciing, chuing tdi chon cai tén Key
Arena. Don gian va trang trong. Riéng bao chi dia phuong thi vui
mimg vi tr “bank” (ngan hang) duoc loai bo khoi thuong hiéu cua
san bong rd cap quoc té ctia ho. R6 rang 1a mot giai phap hoan hao
cho ca Key Corp 1an cong dong dan cu Seattle.

Chi trong vong 6 thang dau tién sau khi hop dong tai tro
duoc ky két, s6 luong khach hang tai thi truong Seattle biét dén
Key Bank nhay vot tir 8% 1én 50%. Luong khach hang van tiép
tuc phat trién & khu vuc phia Bic va chi hai nam sau, Key Bank
da dudi kip SeaFirst.

Viéc dan xép san van dong c6 thé rat phic tap. Néu ban
chua timg tai trg viéc xay san bong, hay thué mot tu van hay
luat su c6 kinh nghiém vé viéc nay. Dé gitip ban tham khao, sau
day la danh sach nhimg diém chinh vé viéc marketing, quang ba
trong hop dong tai tro 15 nam cua Key Corp cho viéc xay san
bong rd cla Seattle:

* Mai che chinh v6i bén mat xung quanh c6 gan bang hiéu
dé tén san bong, ban dém c6 den chiéu sang.

* Dat bang hiéu tai tat ca cac ctra chinh dan vao khan dai,
ké ca khu vuc bai dau xe bén canh san.

* Bang hiéu 16n trén san bong va doc quyén cung cap bang
dién tu tinh diém phia trén san bong.
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Logo cua Key Corp trén dong phuc cua tat ca nhan vién
lam viéc tai san bong, trén khan én, dia, chén, ly nhua st
dung boi cac quay hang trong khu vuc san bong.

Doc quyeén dat cac may rut tien (ATM) bén trong khuon
vién san bong.

Puoc dat mot diém giao dich dac biét tai mot goc trong
san bong.

Luodn c6 sén hai muoi ghé ngdi trén khan dai trung tam
cho moi sy kién dién ra & san bong.

Pugc quyeén truy cap danh sach tén cac khach hang dat
mua vé dai han.

Logo va tén cta Key Corp dugc in trén tat ca vé ban ra
cho moi su kién dién ra trén san.

Néu c6 nhimng tran dau dugc phat song trén truyén hinh,
logo cua Key Corp sé xuat hién trong méi 1an quang céo.
Mién phi thoi gian quang cao trén dai phat thanh va
truyén hinh khi phat song cac tran dau ctia Seattle Sonics
du choi trén san nha hay san khach.

Tat ca nhan vién cua Key Corp va gia dinh ctia ho duoc
giam 50% khi mua vé xem tat ca cac tran dau caa Seattle
Sonics trén san nha.

Quyen tu chdi tai tro bat ky su kién nao khac dién ra tai
san Key Arena trong thoi gian 15 nam ky két hop dong.
Trong truong hop co dinh cong lam cac tran d4u bi hay bo,
Key Corp duoc can trir tién tai trgrtheo ty 1é tai trohang nam.
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Nhin chung, chién dich tranh ctt cia cac dang phai chinh tri
ciing st dung cac yéu to tuong tu nhu trong mot chién dich
marketing vi chién dich tranh ctr tap trung cao d6 vao mot muc
tieu va thoi diém cu thé - ngay bau ctr. Khong c6 gi quan trong
hon la viéc lya chon cac tng cur vién trong ngay trong dai do.

MBbi yéu t6 ctia chién dich tranh ctr thanh cong vira duge phong
dai dong thoi cting duoc don gian hoa. Khi ngay bau ctr da gan ke,
nguoi ta khong con danh nhiéu thoi gian ciing nhu s quan tam cho
nhimg cudc tranh cai bat tan vé ngan sach, chién luoc, thir nghiém
cach chuyén tai thong diep, lap ké hoach réi tai lap ké hoach cho
cong tac truyen thong. Thém nita, su tap trung chu y cua khan gia
vOi cac chién dich tranh ctr thuong c6 chiéu huéng giam dan.
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Chinh vi vay, cac nhom van dong tranh ctr luon phai tap
trung cao do. Phai tao su phan khich. Phai cung cap nhing
thong tin tich cuc vé ung ctr vién. Phai nghi ra 10i kéu goi hanh
dong day stc thuyét phuc, phai lam sao dé cir tri thdy ro minh
nén bau cho tng ctt vién cua minh. Luon dam bao thuc hién kip
thoi han, tuc kip ngay bau ct.

Trong moét chién dich van dong tranh ct, tat ca cac cong cu
marketing déu dugc dua vao str dung: tir viéc tao ra mot “uu thé
san pham doc déao”, cau khau hiéu an tuong, dén viéc hiéu ro
doi tuong “khach hang” (tic cac cu tri), roi viéc st dung hoat
dong quan hé cong ching, cac su kién dac biét, cac budi thuyét
trinh, va di nhién 1a khong thé thiéu yéu t6 tinh cach ca nhan thu
hut va dang nho cuaa ban than ung cir vién. Cac nha marketing
chung ta c6 thé hoc duoc rat nhiéu diéu tior moi truong chinh tri
day ap luc nay. Néu c6 thé, ban nén tinh nguyén danh thoi gian
lam viéc cho mot ing ctr vién doc 1ap - ban sé thay chinh tri cing
chi la mot hinh thic marketing khong hon khong kém.

Tré lai cac thap nién 70 va 80, luc ay toi tham gia vao mot s6
chién dich marketing cho rat nhiéu tmg ctr vién va cac nhom van
dong tranh ctr ctia cac Dang trong nudc, trong d6 ¢ Uy ban
Thuong vién Dang Cong hoa. Trong thoi gian nay, to6i duoc gap
Paul Newman, mot chuyén gia ¢6 van chinh trj c6 tiéng. Ong c6
dang nguoi kha bé vé, cap mat nau tinh anh va luoén goi minh la
“Paul Newman thit thiét”.

Sau day la ly luan ctia Paul vé viéc lam sao dé gianh thang loi
trong cac chién dich van dong tranh ctx - don gian nhung rat hiéu
qua va cting c6 thé ap dung cho bat ky hoat dong marketing nao.
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210

1. Hay quén di khai niém “ct tri”. That sy, chang c6 nguoi

nao bong dung mot sang thirc day, nhin vao guong va
vui mung hét 1én: “That sung sudng khi t6i duoc la mot
ct tri”. Hon ntra, ho cing khong quan tam lam vé cac
ung ctr vién, du thuoc bat ky dang phai nao.

Trong kinh doanh, d6i khi chung ta cting hay sai lam khi
cho rang khach hang luén nhin nhan ban than ho chinh
la khach hang cta doanh nghiép. That ra, diéu nay chi
dung trong truong hop ho c6 nhu cau hoac van dé dac
biét nao d6 ma ho nghi la cac doanh nghiép co thé giup
ho giai quyét duoc.

. Viéc cu tri khong man ma véi cac cudc tranh ctt khong co

nghia la ho khong cam kich quyén dan chu va tu do ma
minh dugc hudng, ma chu yéu 1a do ho da cam thay hai
long. Tuong tu nhu vay, du khach hang khong goi dién
dén cong ty ban méi ngay dé néi 1oi cdm kich ciing khong
c6 nghia 1a ho tho o véi dich vu hay san phém cua ban.

. Theo Paul, cac chién dich tranh ctt déu c6 thé duoc xem

1a nhimg cudc “danh nhanh rut gon”. Ba tuan cudi cung
cua chién dich luon la giai doan quyét dinh. D6 la luc ban
phai gid hét moi chiéu bai quang ba, cac hinh thic thu
hut va cac cudc van dong khong ngimg, vi co thé day la
thoi diém nguoi dan sé chu y dén nhimg budi hung bién
khoa truong trén cac phuong tién truyeén thong. Cing
trong ba tuan 1é nay, ngudi dan maoi bat dau nhan ra rang
ho sé can phai chon va bau cho mét ung ct vién nao do
trong ngay bau cu sap toi.
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Trong kinh doanh, tir nhimg btc thu, mau quang cao,
brochure dén cac chién dich marketing déu phai c6 mot
thoi han cu thé, qua d6 khach hang c6 thé nhan biét la
minh can phan hoi trude khi hét han.

. Nguoi dan chi that sy nhin nhan vai tro ct tri khi ho buéc
vao phong bo phiéu. Luc do, ho sé quyét dinh 1a “nén bd
phiéu cho 6ng Ngo A hay ong Ngo B?”

Trong kinh doanh, khach hang thuong hiém khi nhin
nhan nhimg su khac biét can ban gitra san pham ctia ban
so vdi san phém tuong tu ctia d6i tha canh tranh. Liéu
thong diép cta ban da chuyén tai 16 rang vé nhimg diém
khién san pham cda ban dac biét hon, t6t hon dé trd
thanh “tmg ctr vién” sang gia cho sur lua chon cua khach
hang. Dé 1am dugc diéu nay, ban can phai duy tri sy tiép
xuc voi cac “cu tri” cia minh. Néu luc nao cing doc
nhimg tap chi nhu The New York Times hay The Wall
Street Journal, rd rang la ban da tach biét véi mot bo phan
lon dan ching. Thay vi vay, hay chon dang ky dai han
vai to bao dia phuong dé hiéu ro hon vé dan chung.

Tiép thi dung thoi diém

Trd lai dau nhimg nam 1990, t6i ¢6 dat ra mot khai niém moi:
“Marketing Bing Thoi Diém”. Khai niém nay c6 nghia la chuyén tai
dung thong digp dén ding d6i tiong vao dung thoi diém, mot quy tac

marketing nghe rat 16-gic va d& nhg, nhung dé thuc hién duoc, n6 doi
hoi su chinh xac va quan tam dén timg chi tiét nho. Pay cing co thé
xem la “diém nhan” cudi cing trong cac chién dich van dong tranh ct.
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Mot trong nhimg khach hang chinh tri gia dau tién cua toi
la Thi truong Kevin White cta thanh pho Boston. Luc 4y ong
dang van dong tranh ctit cho nhiém ky thir 4 ciia minh - mot diéu
chua timg c6 trude day. Ong dang lo rang cac ctr tri sé chan nan
khi thay ong lai tranh ctr lan ntra. Ciing véi ngudi ¢6 van chinh
tri cua Thi trudng, chung toi da phac thao mot ké hoach nham
dam bao ring: ong sé chuyén tai mot thong diép vo cung an
tuong tai cac don vi bau ctr ma ct tri thuong to vé tho o trong
nhimng lan bo phiéu trudc day.

Ba thang trudc ngay bau ct, cac tinh nguyén vién tién hanh
chién dich van dong dén timg nha tai cac khu vuc trong thanh
pho6 da duge xac dinh trude. Ho dua cho timg nguoi dan mot
bang danh sach gom muoi van dé va dé nghi ho chon ra ba van
dé ma ho nhan thay quan trong nhat d6i voi minh. Ba van dé
quan trong nhat sau d6 duoc tong két lai, kem theo dia chi cua
nguoi dan. Bay ngay trudc cudce bau ct, chiing toi cho gui hang
tram ngan la thu ctia Thi truong Kevin White dén timg ca nhan
da tham gia cudc trung cau dan y nay.

Noi dung 1a thur thé hién niém dam mé ctia ngai thi trudng déi
v0i cong viéc ciing nhu d6i voi thanh pho Boston. Thu con noi réng
néu duoc tai dac cirnhiém ky thir4 nay, ong sé tap trung quan tam
dén ba van dé quan trong nhat trong chuong trinh nghi su ctia
minh la... Day chinh 1a ba van dé quan trong nhat ma ctr tri da timg
dé cap trong cudc trung cau nhiéu thang truoc day. Thuc té, chién
dich da truyén dat tuyén ngon hoat dong cta ngai thi truong dén
nguoi dan vao thoi diém ho dang can nhic dé dua ra quyét dinh
cudi cung: “Toi ¢6 nén bo phiéu cho Thi truong White hay cho
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nguoi khac, hay chang bo phiéu cho ai ca?”. Cubi cung véi 1a thu
van dong nay, Thi truong White da dac ctr voi ti 1é phiéu bau cao
hon nhiéu so véi mic mong doi.

Sau day la mot vi du khéc cua “Tiép Thi Bung Thoi Biém”
& cap quoc gia.

Khi Téng thong Richard Nixon cung v6i nguoi dong su
Spiro Agnew chinh thic tuyén bé tranh ctr cho nhiém ky 2, Uy
ban Thuong vién Dang Dan chu da khong chan chir. Ngay lap
tuc, ho gui cho hang triéu dang vién Dang Dan chu mot la thu rat
ngan gon. La thu chi vén ven c¢6 bay dong nay da gitap ho quyén
gop duoc mot s6 tién khong 16. Noi dung ctia birc thu nhu sau:

Kinh gui Ba Nelson,

C6 hai Iy do rat quan trong ba can biét dé hiéu vi sao
minh nén gui moét khoan dong gop dac biét, cang
nhiéu cang tot tuy theo kha nang, ngay ngay hom
nay cho Uy ban Quéc gia ctia Pang Dan chul.

Ly do 1. Richard Nixon
Ly do 2. Spiro Agnew

Vui long cho chung toi biét tin ngay lap tic. Chung
ta khong con nhiéu thoi gian nita.

Tuong lai van ménh cta ca nuéc My dang bi de doa.

Tran trong kinh chao,

(Chii tich Uy ban ky tén)
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Co rat nhiéu cach sang tao dé chuyén tai dung thong diep dén
dung d6i tuong vao dung thoi diém thich hop, qua do két qua dat
duoc vuot xa nhimg gi mong doi. Hay suy nghi vé nhimg co hoi
trong kinh doanh. Ban c6 thé xem lai Chuong 12, trong do6 ching
ta da ban ve cach thuc loai bo moi lo ldng ma khach hang thuong
6 sau khi mua hang. Vé co ban, d6 chinh la phan thuc hanh cta
Tiép Thi Pung Thoi Diém ma ban c6 thé ap dung v6i moi khach
hang bat ctr khi nao ho tim dén cong ty ban.

Vai tro cua truyén hinh

To6i van thuong néi voi dong nghiép ciia minh rang dé thu hut
su chu y cua phan dong dan My, ta can phai chu y dén vai tro
cta truyén hinh trong doi song hang ngay cua ho. Trong vong
nam thap nién qua, nhiéu nghién ctru vé thoi quen xem truyeén
hinh déu dua ra cung mot két luan rang: day la mot hoat dong
khong thé thiéu trong doi séng ctia mdi nguoi. Tinh trung binh,
méi nguodi dan My tir 18 tudi trd 1én xem truyén hinh tir 6 dén 7
gio mot ngay. Tat nhién khong phai luc nao ho cing dan mat
vao man hinh ti vi su6t nhiéu gio lién, nhung ti vi luon dugec mo
suodt ngay.

Sau lan Eisenhower® tién hanh quang cdo dau tién trén
truyén hinh cho chién dich tranh ctt vao dau nhimg nam 1950,
truyén hinh da tré thanh mot yéu t6 quan trong trong viéc
chuyén tai thong diép cda cac ing vién dén ct tri. Thuc té cho
thay cac chuong trinh tranh ctr tong thong dién ra 4 nam mot lan

(1) Dwight David Eisenhower la Téng théng thit 34 cia My.
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luon duoc nhiéu nguodi quan tam theo doi nhat, sau chuong
trinh truyén hinh cac tran dau caa giai Super Bowl. Cudc bau ctr
tong théng gan day nhat vao thang 11 nam 2004 da chi gan 2 t
do la cho cac chién dich van dong cua cac tng ctr vién tham gia
tranh ctr & tam dia phuong cting nhu ¢ tdm quoc gia.

Hau hét viéc quang ba nay tap trung vao moét ndi dung ma
toi goi la “tan cong d6i thi”, von gay nhiéu tranh cai va sé luon
nhu thé. Tuy nhién, nhing cudc “tdn cong” nhu vay luon co
hiéu qua nhét dinh. Chung cung cap thém nang luong cho phe
ung ho cua ca hai phia. Diéu nay that su khong thay déi duoc gi,
nhung no cting khién cho nhimg ctr tri con dang luong lu dan
dan quay lung lai v6i ung ctr vién dang bi cong kich. Mot diéu
nita 1a nhing cudc “tan cong” nhu vay cing khién cac cu tri
tiém nang khac chuyén huéng khong tham gia, tic khong ung
ho cting ching khich bac phe nao. O mot s6 ky bau ctr tai mot s6
noi & My, viéc gitr cac cu tri theo duong 16i nhu vay duoc xem
1a mot chién luge khong duoc tiét 10.

Nhting con s6 thuc té tir ky bau ctr tong thong nam 2004 da
chimg minh cho diéu nay: c6 dén 120 triéu ct tri bd phiéu hoac
cho ung ctt vién George W. Bush lan ung cu vién John Kerry -
mot con s6 ky luc. Nhung c6 dén 80 triéu nguoi lai khong tham
gia bo phiéu, chiém 40% tong s6 cu tri. Trong giai doan van
dong tranh ctr, c6 nhiéu ngudi cdm thay mét moi voi tat ca
nhing hoat dong quang ba tiéu cuc nén quyét dinh sé khong
tham gia bau ctr. Va thay vi thuc hanh theo ly thuyét cua Paul
Newman la “chon 6ng Ngo6 A hodc ong Ng6 B”, ho chon theo
cach 1a ... khong chon ai hét vi thuc sy “toi chang thich ai”.
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Mot yéu t6 vo cung quan trong ntta quyét dinh thanh cong
trong cac cudc tranh ctr chinh la su yéu mén cta ct tri danh cho
ung ctr vién. Cach thé hién ctia ing ctr vién trén man hinh chinh
la yéu t6 giup ct tri quyét dinh nén bo phiéu cho bén nao, hay
khong bo phiéu cho ai ca. o day, c6 mot diém ban can luu y
trong truong hop cong ty ban c6 nguoi nao do xuat hién trén
truyén hinh véi tu cach la nguoi dai dién cua cong ty. Ban phai
lam moi thit trong kha ndng nham gitip ho thé hién duoc hinh
anh tich cuc ve cong ty.

Theo Marshall McLuhan, nhan vat gao c6i trong nganh
cong ngheé thong tin vao cac thap nién 50, 60, truyén hinh dugc
xem nhu moét phuong tién truyén thong lanh, con chiéc tivi gia
dinh 1a “chiéc 10 sudi dién t”.

Khi dung tir “lanh”, y 6ng muén noi rdng viéc xuat hién
trude 6ng kinh camera voi vé than thién va ndng hau la diéu rat
kho. Phat thanh vién va nguoi dan chuong trinh chuyén nghiép
c6 thé xem do6 1a chuyén nho, nhung that su d6 la ca mot van
dé. Ngay ca nhing chinh tri gia thuong xuyén phai xuat hién
trude 6ng kinh camera nhiéu hon bat ky nguoi nao khac, cing
thay rang khong phai moi chuyén luon suon sé, ma nhiéu luc
con rat té.

Vén dé then chét & day la: dé dat hieu qua khi xuat hién trén
truyén hinh, ban can thé hién tinh cach ca nhan thu htit - vén
khong phai ai cting lam duoc, hodc tro thanh mot dién vién thuc
thu trong viéc thé hién trudc 6ng kinh nham tao vé thu hut. Ai
ciing can phai ren luyén vé mat nay.
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Nhing nguoi tao dugc vé thu hut khi xuat hién trude 6ng
kinh camera thuong la nhiing nguoi that su yéu thich viéc do,
hay chi it cting to ra la thich. Cac tng ctr vién khong thé lam
diéu nay mot cach gia tao. Di nhién, vi giam ddc tai chinh hay
giam doc diéu hanh cda cong ty ban cing thé. Khi that su yéu
thich viéc xuat hién trén truyén hinh, mot nguoi mai co thé
thanh cong trong viéc két néi voi khan gia. Rat it nguoi c6 thé
lam duoc diéu nay mot cach tu nhién. Hau hét moi nguoi, ké ca
nhiéu chinh tri gia, déu c6 vé cing nhac hoac khong tu nhién khi
xuat hién trén truyén hinh.

Diéu cudi cung: nguoi dai dién hiéu qua nhat cho cong ty,
néu khong phai la moét dién vién dugce thué, thi nén la mot nhan
vién quan ly cip cao san sang danh nhiéu thoi gian cham soc
vé bé ngoai cua minh khi xuat hién trudc 6ng kinh camera,
cung nhu thinh thoang cung lam viéc v6i mot hudng dan vién
chuyén nghiép nhdm giup viéc thé hién cua minh trong tu
nhién hon.
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That ra, ngay tirkhi con nho, chiing ta da c6 nhiéu co hoi thuyét
trinh trudc mot nhom nguoi bang cach tham gia chuong trinh
“Minh hoa va ké chuyén”® & truong méu gido. Hau nhur ai ciing
thich hoat dong nay, du luc d6 chang c6 cac thiét bi hd tro nhu
Powerpoint va video nhu hién nay. Vay ma, khi 16n 1én, nhiéu
nguoi lai so khi phai néi truéc dam dong. That vay, viéc thuyét
trinh truoc dam dong da dung dau danh sach nhing néi am anh
khién nhiéu nguoi sg hai, lo lang, tham chi tim moi cach né tranh.

(1) Nguyén van “Show and Tell” - mot hoat dong phd bién & cac trueong miu gidgo qua
d6 tré em duoc hoc cach k& chuyén trude lop.
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Néu cting nam trong s6 nhimg ngudi so thuyét trinh, ban
can phai vuot qua néi s¢ hai nay. Kho co thé trg thanh mot
chuyeén gia marketing hiéu qua néu thiéu kha nang, ciing nhu su
say mé dé trinh bay y tudng ctia minh day thuyét phuc truoc
mot nhom khan gia c6 khi chi c6 vai nguoi, nhung cting c6 Iic
la cd mot khan phong rong lon.

Ban phai thuyét phuc duoc moi ngudi ring mot phan doanh
thu ma cong ty phai kho khan 1dm moi kiém duoc nén dau tu
vao cac chuong trinh marketing, cho du két qua cua nhing
chuong trinh nay khong phai lic nao ctng r6 rang. Viéc nguoi
nghe chap nhan mua san pham cta cong ty phu thudc chu yéu
vao ban. Cai ho that sy mua chinh 14 su tin tudng rang ban du
kha nang thuc hién hiéu qua nhing diéu can lam. Moi y tuong
marketing du vi dai dén dau cing sé ching y nghia gi néu
chung khong duoc truyén dat dén moi ngudi, tir tro ly riéng dén
vi giam d6c diéu hanh ma c6 thé mot nam ban chi gap duoc hai
lan, méi lan khong hon nam phuit.

Cho du toi khong thé giup ban chita khoi han “bénh” so
phai thuyét trinh, nhung v6i nhimg huéng dan dudi day, hy
vong ban co thé cai thién ky niang quan trong nay:

* Nam vung tai liéu ma ban sé trinh bay. Khong ngimg
luyén tap phan thuyét trinh cia ban. M6i khi nghi rang
minh luyén tap nhu vay da la dd, ban van nén tiép tuc
luyén tap. Rat hiém nguoi c¢6 kha nang thuyét trinh
thién bam. Do vay, hay xem viéc thuyét trinh nhu la mot
mon thé thao ma ban can phai luyén tap cham chi @é
choi that thuan thuc. Ban phai luyén tap nhiéu lan.
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Nhiéu nguoi thay lo lang vi chua luyén tap du nén luon
tim cach thoai thac méi khi c6 dip. Hay c6 géng dé viec
thuyét trinh tr thanh ban nang tu nhién thu hai déi voi
ban. Va ban chi ¢6 thé c¢6 duoc diéu nay mot khi da thuce
hanh thuong xuyén.

* Trong hau hét moi truong hop, viéc thuyét trinh khong
phai 1a doc mot bai dién van. Cho du diéu nay co thé sé
dé chiu hon cho ban, nhung sé khién khan gia vo cung
chan ngan. Mot cach tiép can hiéu qua hon la st dung
nhing tam thé nho ¢ 7,5 x 10 cm, trén do6 ghi tom tat
dudi dang gach dau dong nhing y chinh sé trinh bay.
Ban dung ngai phai cam nhiing thé nay trong tay. Ban co
thé budc quanh san khau voi the trong tay - tham chi c6
thé ném timg tdm thé xuéng san sau khi trinh bay xong
mot chu dé, nhu kiéu David Letterman® ném qua ctra s6
timg tam thé trong danh sach Top Ten trong chuong
trinh truyén hinh méi t6i. Sé t6t hon néu ban c6 thé gii
duoc ve tu nhién va khong to ra qua nghiém trong.
Nhimg tam thé gitr trong tay sé giup ban trd nén linh
hoat khi thuyét trinh truéc moi khan gia, du la nhom chi
¢6 20 nguoi hay nhéom 2.000 nguoi.

* Mot cach hiéu qua dé xay dung thoi quen thuyét trinh la
tap thao luan voi mot nhom nho ngodi xung quanh mot
chiéc ban tron. Ban c6 thé cung ngdi chung véi moi
nguoi. Nhin chung, day la cach sép xép chd ngdi kha
thoai mai d6i voi nhiéu nguoi. Sau moét thoi gian, ban ¢

(1) Dién vién hai kiém nguoi din cic chuong trinh dém khuya “Late Show with David
Letterman” trén kénh CBS.
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thé dimg trinh bay & mot goc ban. Khi c6 thém tu tin, ban
c6 thé chuyén dan sang dung phat biéu trén san khau
hay dung sau buc danh cho dién gia. Tap luyén mot cach
thong tha va luon gitr cho tam trang thoai mai. Nhing
tién bo timg budc mot sé gitup ban sai nhing budc dai
sau nay.

C6 nhiéu ngudi hoi toi vé cach thuyét trinh trén san
khau. Nén ding sau buc dién gia hay la nén di chuyén,
hoac két hop ca hai cach? Cau tra 1oi la: tuy vao timg
truong hop. Khong c6 can phong nao la giong nhau nén
doi khi ban phai ding sau buc vi ché d6 c6 gan micro
hodc vi hé thong chiéu sang chi tap trung vao khu vuc c6
buc danh cho dién gia. Vi vai tro 1a nguoi thuyét trinh,
ban phai cadm thay thoai mai voi cach sap xép khan
phong, sau d6 quyét dinh xem cach dung sau buc hay
cach di chuyén trén san khau la tot nhat. Néu khong chac
chan, t6t nhat 1a hay dung sau buc. Viéc khan gia c6 nho
nhimng gi ban n6i hay khong khong phu thudc vao vi tri
dung cta ban. Néu Téng thong My hdu nhu luc nao cing
dumg sau bug, thi tai sao ban lai khong lam nhu thé?

Khi nao cé thoi gian, ban hay rao qua dia diém ma sé
thuyét trinh va kiém tra moi thir kj luong. Hay lam diéu
nay trude budi thuyét trinh vai gior dong hd. Néu ban ¢6
stt dung thiét bi h6 tro am thanh hinh anh, hay gap doi
ngi ky thuat dé bao dam rang moi thi van chay tot
trude khi budi thuyét trinh bat dau. Doi ngt ky thuat la
nhing nguoi rat thanh thao. Ho ¢6 thé giup ban xu ly rét
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hiéu qua bat ky truc trac nao, chi can truéc do6 ban cho
ho thoi gian.

Lu6n mang theo thém mot vai ban photo cua bai thuyét
trinh dé phong ho, cho dit moi thir da duoc chuén bi tu
trude. Pung bao gio chu quan cho rdng moi thu déu tot
nhu ké hoach.

Céc nha thuyét trinh thuong st dung chuong trinh hé tro
PowerPoint nhung khong phai lic nao diéu nay cing
can thiét d6i voi khan gia. Hau hét nhimg phan trinh bay
duoc soan thao trén PowerPoint chat kin cac biéu dd,
hinh v&, cac cham dau dong va da phan khién khan gia
cam thay chan ngan. Nhimg dién gia khong c6 gi ndi bat
thuong 1é thudc vao nhimg thiét bi hé tro nhu nhing
“chiéc nang” nay. Néu ban khong muén giong ho, hay
bé bot chung. Thay vao do, chi stt dung phan trinh bay
voi mot vai trang (slides), moi trang chi c6 moét vai chi
véi kich thuoc 1on. Hay xem méi trang la mot tiéu dé tom
tat noi dung chinh ma ban can trinh bay. Ban cting c6 thé
st dung hinh anh cua cac nhan vat, dia diém hoac vat
nao do can miéu ta. Va néu c6 thé, hay chiéu thém cac
doan phim ngan dé duy tri su chu y cta khan gia.

Néu ban st dung cac doan phim ngan, nén dimg mot
khoang thoi gian 7 giay sau khi chiéu dé giup khan gia
“tiéu hoa” trude khi chuyén sang doan phim khac. Trong
khoang thoi gian nay, ban cting c6 thé gioi thiéu doi chut
ve chu dé ma khan gia sap xem.
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* Néu khong chic chédn, ban hay bo ludn cac doan phim
ngan. Néu ban dugc yéu cau thyc hién bai thuyét trinh
dai 30 phut, hay thuc hanh bai thuyét trinh trong 15
phut. Diéu nay khong dé thuc hién nhung déng vai tro
quan trong trong mot budi thuyét trinh 4n tuong va cting
sé giup ban noi & toc do cham hon, dong thoi tang co hoi
két ndi voi khan gia. Mot 16i phd bién ma cac nha thuyét
trinh thuong mac phai la néi qua nhanh va dé cap dén
qua nhiéu ndi dung lam khan gia khong theo dai kip. Co
mot cach dé gitip ban n6i cham lai va tranh sa da vao viéc
néi lién tuc chinh 1a viét chit DUNG that to sau méi phan
chu dé ban dé cap. Khi méi bat dau thuc hién nhiéu bai
thuyét trinh, toi ciing 4p dung phuong phap nay va thay
rat hiéu qua. Dan dan, t6i khong can dén cau nhéc nho
nay ntra, nhung doi voi nhimg ngudi mai bat dau, diéu
nay luon la can thiét.

* Viéc thuyét trinh cing twong tu nhu dién kich. Va ctng
giong nhu & nha hat, sy hao hing va sinh dong la yéu to
can thiét nham thu hut va duy tri su chu y cua khan gia.
Cho du ban st dung cac thé tom tat ndi dung hay thuyét
trinh truc tiép tir tai lieu, nhé ghi cum tir HANG HAI
HET MINH lén trén dau méi trang gidy dé nhic nhé ban
than luon phai thé hién sy nhiét tinh trong suét budi
thuyét trinh. Chinh sy hang hai nay sé truyén dén khap
khan gia, giong nhu khi cac chinh tri gia ky cuu hay cac
cha c6 giang dao day kinh nghiém van thé hién va lam
khudy dong ca khan phong. Diéu nay phu thuoc rat
nhiéu vao muc d6 hang hai nhiét tinh cta dién gia.
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* Khi mu6n nhan manh diém nao d6, hay cham rai noi
tung cau mot, ngung lai vai giay roi lap lai lan ntra. Cach
nay rat hiéu qua nhung ban khong nén qua lam dung
trong budi thuyét trinh.

* Dumg bao gio doc hét ca mot danh sach dai cac diém ma
ban sé trinh bay, chang han nhu: “T6i sé trinh bay ve 10
van dé sau day trong vong 1 gi¢”. Cach noi nay sé khién
khan gia ngay lap tuc cau mong c6 ai d6 dudi khan
phong la to “XUONG PI'”. Do vay, hay tap trung vao
mot s6 diém, vi du: “Tai sé trinh bay vé bon 1y do chinh
khién chung ta buoc phai thay déi cach kinh doanh trong
nén kinh té toan cau”.

C6 lan, Téng théng Franklin Roosevelt, khi duoc yéu cau
dua ra 10i khuyen doi voi viéc thuyét trinh, da ndi rang: c6 ba
quy tac co ban la: budc lén san khau va mim cudi, tap trung
thang vao van dé, va ngdi xuong.

Tot nhat la nén thué mot dién gia c6 kinh nghiém huan
luyén cho ban trong vai budi. C6 thé chi phi sé cao nhung d6 la
khoan dau tu ximg dang giup ban trd thanh nha thuyét trinh
hiéu qua hon trong su6t thoi gian sau nay ctia cudc doi minh.

“Trén chiéc ghé nong”

Viéc tra 10i phong van cua cac nha tuyén dung hay cua cac
phong vién cling tuong tu nhu viéc thuyét trinh. Ban can thé
hién sy nhiét tinh hét minh, phai dién dat cham rai; va khi muén
nhan manh, ban cing can phai dimg dung luc.
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Trong mot budi thuyét trinh, ban biét truéc nhimg gi minh
sé n6i, con budi phong van co thé khién ban bi bat ngo. Ban phai
lang nghe cau hai va suy nghi cach tra 1oi. Viéc nay khong don
gian chuit nao. C6 mot chién thuat phé bién dén nay van con
duoc st dung la lap lai cau hoi dé c6 thém thoi gian suy nghi,
tuy nhién khong nén qué lam dung.

Cho du ban tham du mot budi phong van tuyén dung, hay
tra 1oi cau hoi cua phong vién cho moét bai bao dia phuong, hay
ludn gia su rang tat ca nhimg gi ban noi sé duoc ghi am. Vi
vay, dumg bao gio phat ngon diéu gi ma ban than ban khong
muon dua 1én béo chi hodc cac phuong tién truyén thong.
Trong thoi budi ngay nay, bat ctr chuyén gi ciing c6 thé bi “ghi
am” ca.

Khi tiép xuc voi cac nha bao, cach tot nhat 1a hay xem nhu
minh dang ngdi trén ghé nhan chung tai cac phién toa. Tat
nhién, diéu nay khong cé nghia 1a ban phai mang vé mat khong
tu nhién va nghiém trang. Trong hau hét cac budi phong van,
nén tra 10i cau hoi mot cach ngan gon va di thang vao van deé.
Tranh noéi vong vo hay giai thich dong dai vi lam nhu vay chi
khién ban trong nhu dang phong thu.

Thinh thoang, ban c6 thé duoc moi phong van trong mot
chuong trinh truyén hinh nao dé. Ban duoc moi dén phong thu
cua truong quay, deo nut bit tai, nhin vao 6ng kinh camera va
khong tiép xuc truc dién véi nguoi phong van, vi ngudi nay &
cach ban mot khoang khé xa. Pay cting chinh la cach thuc thuc
hién cac cudc phong van truc tiép trén truyén hinh, va diéu nay
c6 thé khién nhimg nguoi maéi 1lan dau dén truomg quay lung

225



Danh cdp y tuong!

tung. Thuong ban sé chi c6 t6i da 30 giay dé trinh bay quan
diém ctia minh - va khong c6 co hoi thir hai dé sta chira.

Vay phai lam gi? Khong c6 gi tot hon ngoai viéc ban can
phai ndm r6 chu dé trinh bay va nhdm san trong dau nhimg cau
tra 10i nhanh chong va truc tiép vao trong tam van dé. Voi
nhimg cudc phong van loai nay, ban sé duoc cung cap trudc mot
6 cau hoi co ban. Néu lam viéc truc tiép voi nguoi phong van,
budi phong van c6 thé sé kéo dai hon. Du trong bat ky truong
hop nao, ban cting can phai luyén tap khong ngtmg. Trit phi co
nhiéu kinh nghiém trong chuyén nay, con khong ban khong thé
xem nhe. Va tat nhién 1a dtmg quén cum tir ma toi rat tam dac,
danh cho tat ca cac dién gia: HANG HAI HET MINH.

biéu quan trong la hay tap trung vao nguoi dang phong van
ban va quén di nhimg chiéc camera hay hé thong den dang chiéu
vao minh. Ctt cho rang ban da duoc thu hinh ngay tir lic méi
bude vao dén khi roi khoi phong quay. Tranh dé hai ban tay long
ngong cho dén khi ban da that sy @ bén ngoai phong thu hinh.

Ngoai ra, nam gi6i thuong ngoi kiéu “la ra”® nhiéu hon phu
nt. Tham chi ca nhimg chinh tri gia ky cuu déi luc ciing 1ongoi theo
tu thé khong hay nay. Ban can phai c6 géng tranh tuyét doi. Day la
tu thé ngoi rat do khién ban trong kha dang thuong. Thay vao do,
hay tuong tuong nhu minh la Thuyén truong Bligh trong phim
Mutiny on the Bounty. Ong budc lén boong tau trong tu thé hién
ngang, hai tay bat chat sau lung. D6 chinh la tu thé ctia mot nguoi
lanh dao.

(1) Dit tay & nhing vi tri khong thich hop, lam i thé ngdi trd nén “kho nhin”.
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Nhﬁmg ngoi sao trong nganh marketing luén biét cach tao ra
nhimg y tuong 1on va bién nhimg y tudng nay thanh hién thuc.
Va ho lam duoc diéu nay la vi ho da dau tu thoi gian cho viéc tu
duy sang tao.

“Nguoi ban ron thuong khong ¢ tai. Nguoi ¢6 tai hiém khi
ban ron”.

Nguoi ta déu tin rang day 1a cau néi cia Khong Tt vao thé ky
thir 4 trude Cong nguyén, va Steve Ross, cuu giam doc cua Time
Warner, da hiéu duoc nguyén ly nay khi tuyén b6 sé thudng cho
bat ky nhan vién cap quan ly nao khi 6ng bat gap ho dang tram
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ngam suy nghi. Qua that, viéc tu duy sang tao chinh la diéu ma
bat ky nha marketing chuyén nghiép nao cing can nham dén.
Néu khong dau tu thoi gian dé suy ngam, dé héi tudng va udc
mo, ban sé kho ¢6 thé toa sang trong linh vuc marketing.

Nhiéu chuyén gia marketing danh gia sy thanh cong cua
minh dua trén nhing ban bao cao cta cac nhan vién cap dudi
ma ho dang truc tiép quan ly, hay tong s6 nhan vién lam viéc
trong bo phan marketing, hay ngan sach marketing ma ho dang
nam git. Cac cong ty san dau nguoi cing ung ho cach lap luan
nay qua viéc luon nhin nhan nhimg yéu t6 trén la chi tiéu danh
gid kha nang cua cac ing vién. Tuy nhién, thuéc do hiéu qua
hon chinh 1a mtc do thanh cong trong viéc tao ra nhimng cach
thitc 16i cuén nham thu hat suw chu y ctia khach hang, kha nang
khién khach hang cam thay phan khich khi mua hang va kha
ning khuyén khich khach hang tiép tuc mua nhiéu hon, tir nam
nay sang nam khac.

Dé toa sang trong linh vuc marketing, ban phai biét cach
tao cam hung va quan ly doi ngi nhan vién. Ban phai nam bat
duoc nhing y tudng c6 thé hé trg va dem lai budce tién dang ké
cho cong viéc kinh doanh. Nhing y tudng sang tao khong can
dén ngan sach. Ban chi can ngan sach khi y tuéng duoc trién
khai. Néu y tudng du stic thuyét phuc va hiéu qua dé tac dong
dén cong viéc kinh doanh, cép trén sé giao cho ban ngan sach
dé thuc hién. Néu khong, hay tiép tuc suy nghi dé tim ra y
tuong moi.

Cuang giong nhu Thomas Edison, nhimg nguoi c6 nhiéu y
tudng 16n thuong gdp that bai lién tuc trude khi co6 duoc thanh
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cong. Ban chat cda cong viéc phat minh la moét chudi nhing sai
1am hay nhimg huong di ¢6 vé nhu sé chang dan dén dau nhung
cudi cung lai gitup ban c6 duoc nhimg két qua khong ngo. Ban
chat cta cong tac marketing ciing tuong tu nhu thé.

Néu khong muon tu duy séng tao, thit nghiém, nghién
ngam dé tim ra cach thic méi nham khién khach hang gan bo
vOi cong ty va mua san pham nhiéu hon, ban ¢6 thé van nam
trong doi ngti nhan vién marketing nhung sé khong thé nao that
su toa sang.

Nhtng thuyén truong cta tau ngam ludén c6 mot tro ly dam
nhiém viéc quan ly hoat dong hang ngay. Ly do that don gian:
vi d6 khong phai la nhiém vu ctua thuyén truong. Nhiém vu cta
ho la dong vién thuy thu doan, nghi cach cai thién hiéu suat
cong viéc, tim giai phap dé van hanh con tau t6t hon. Thém vao
do, thuyén truéng con cé nhiém vu xay dung long tu tin, thuc
day tinh than lam viéc, ciing nhu khuyén khich thuy thu doan
no luc lam viéc nham dem lai két qua cao nhat trong kha nang
co thé.

Cong viéc quan trong dau tién ma mot chuyén gia
marketing chuyén nghiép c6 kinh nghiém la tim mot “thuyen
pho” - moét nguoi tro ly c6 nang luc that su dé lam cong viéc
quan ly.

Cong viéc quan trong thu hai la hay trao quyén dé
nguoi thuyén pho leo lai con tau, dé ho c6 thé tu duy sang
tao theo huong can thiét dé dua con tau vuot xa cac doi thu
canh tranh.
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Tat ca nhing diéu nay doi hoi mot moi truong lam viéc
khuyén khich viéc tu do tu duy cting nhu su chi dong dua ra
nhimg sang kién mai. Khi duoc hdi rang mot nha marketing
chuyén nghiép nén chd doi diéu gi khi lua chon mot cong viéc.
Cau tra 10i cua toi khong phai la s6 luong nhan vién trong bo
phan marketing hay s6 nhan vién dudi quyén bao cao truc tiép,
ma la:

Ban c6 xay dung dugc moi lién hé that su tot dep voi cap
trén hay dong nghiép tuong lai khong?

Ban c6 duoc toan quyén trong viéc phat trién cong tac
marketing cta cong ty tir trung binh lén xuat sac? C6 can thiét
phai chap nhan cong viéc néu chi dé lam cong tac marketing &
muc trung binh?

Néu cac y tudng tot co kha nang dua vao thuc hién, ban c6
nhan dugc sy cam két dau tu cho viéc trién khai khong?

bay déu la nhung quy tic cam két rat don gian. Va diéu
cudi cting ban can nhé: kha nang that sy quan trong hon nhiéu
so v0i viéc lic nao cting ban ron - quan trong cho ca ban than va
cho ca cong ty.
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Ti mi véi cdc chi tiét

Trong da s6 cac truong hop, su thanh cong ctia nhing nd luc
marketing thuong lién quan truc tiép dén viéc dap timg nhu
cu cta khach hang vé san pham hay dich vu cta cong ty.
Doi voi méi chién dich marketing, ban nén giao cho mot
nhan vién trong nhom nhiém vu ghi nhan that chi tiét
nhimg diéu ma cong ty can dap ung cho khéach hang.

Khong nén giao cong viéc nay cho doi tac bén ngoai, nhat
1a khi d6i tac nay & xa van phong cta ban ca tram dam, hay
tham chi la ca chau luc.

Ban can mot ngudi chuyén nghiép, chiu trach nhiém
trude ban vé cong viée nay. Tot nhat 1a chon nguoi muoén doi
mat véi thir thach cting nhu tinh khoa hoc cta cong viéc, tu
giai doan nhan duoc don dit hang dén ltic nhan duoc thu xac
nhan da nhan duoc hang caa khach hang.

Nguoi chiu trach nhiém thuc hién cong viéc nay nén
duoc dong vién cing nhu duoc thuong xung dang khi da
hoan thanh xuat sic cong viéc.
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cac cong ty quang cao

Tr(’y lai cac thap nién 70 va 80, thoi ky hoang kim cia quang
cdo, cac cong ty quang cao thuong duoc dinh hudéng boi nhing
chuyén gia tai nang, nhing nguoi that sy dam mé viéc str dung
kha néng sang tao ciia minh nham xu ly nhing thit thach trong
marketing. Mot s6 mau quang cao an tuong nhat da duoc ra
doi trong thoi gian nay. Pén nhing nam 1990, cac cong ty
quang cao chuyén sang giai doan ¢6 phan hoa va moi nguoi
trd nén quan tam nhiéu dén doanh thu hon la sy sang tao,
nham giup ho duy tri vi tri “tha linh” trong nganh cong
nghiép quang cdo nay. Chi vai nam sau do, cac cong ty quang
cao hang dau ludn 1ay doanh thu lam trong tam bat dau tién
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hanh thau tom céc cong ty quang cao nho, tham chi quay sang
dau da 1an nhau. Két qua la tao ra lién hop nhimg cong ty
quang cdo c6 quy mo lén nho khéac nhau.

Su thay déi trong cau truc cac cong ty quang cao nay mang
y nghia quan trong hon bao gio hét: cac cong ty can phai quan
ly mdi quan hé mot cach hiéu qua hon. Cach ban lam viéc véi ho
sé quyét dinh viéc ban c6 dugc san pham t6t nhét tir doi nga
nhan vién sang tao cta ho hay khong. Trong thuc té, nhiéu cong
ty quang cao c6 doi ngii nhan vién tai nang, nhung khach hang
chi ¢6 duoc két qua cudi cung & muc trung binh béi vi khach
hang da khong biét cach xir ly méi quan hé voi cong ty quang
cao, hét d6 16i cho doi tac la gay mau thudn, r6i sau do lai nhat
quyét khong chiu chdp nhan BAT KY rti ro nao khi c6 mot y
tudng sang tao duoc dé xuat.

Dé duy tri va phat trién méi quan hé véi cac cong ty quang
cao, diéu dau tién va quan trong nhat chinh la tao moi day lién
hé va long tin. Cac cong ty quang cao déu co6 kha ning tao ra
nhung két qua tot nhéat cho cong ty ban néu doi ngii nhan vién
cta ca hai bén c6 mdi quan hé lam viéc tot, cing nhu c6 cam
nhan tich cuc vé su cong tac gitra hai bén. Néu khong, ban nén
nhanh chong tim moét cong ty quang cao khac.

Lam cach nao dé biét co mot moéi lien heé gitra hai bén? Cac
goi y sau day sé gitp ban:

1. Ban thich trao ddi véi ho vé nhimg y tudng, méi quan

tam, nhing hy vong cting nhu mo udc cia minh.

2. Ban thich giao tiép, chuyén tro voi ho.
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3. Ban c¢6 thé hoan toan tin tudng réng nhimg thong tin
quan trong cta ban sé duoc doi ngti nhan vién caa ho git
kin, tir nguoi quan ly khach hang dén nhing nhan vién
tap su.

4. Ban tin tudng rang ho that sy quan tam dén cong viéc
kinh doanh cutia ban.

Diéu ké tiép ma ban can nhd rang “san pham” ctia mot cong
ty quang cao chinh la doi ngt nhan vién caa ho. Vi vay, tat ca
déu tap trung vao mot quy tac vang: doi xi voi doi nga nhan
vién ctia cOng ty quang cao nhu cach ban muén duoc doi xir -
tuc 1a khen ngoi khi ho lam t6t va tra cong xing dang. Néu ban
qua chi li tinh toan v6i ho thi dung bao gio mong sé duoc ho
danh hét moi tu duy sang tao va né luc cho cong ty ban. Hay
gop v phé binh voi ho trén tinh than xay dung. Hay tro thanh
mot khach hang ma moi nhan vién trong cong ty quang cao déu
muoén duge lam viéc cung. Tat nhién, diéu nay khong c6 nghia
ban chi thu dong ngoi yén dé mac ho muén lam gi thi lam. Hay
tap trung lam viéc theo nhom, khuyén khich cac y tuéng sang
tao, ciing tham gia vao cac budi thao luan brainstorming.

Mot van dé nita cing quan trong khong kém chinh la tién
bac. Vé coban, khong c6 van dé gi khi bo phan tai chinh ctia cong
ty cling co tiéng noi quan trong trong viéc diéu hanh cong viec
kinh doanh ngay nay. Thé nhung, bd phan tai chinh cta ca bén
khach hang 1an bén cong ty quang cao déu khong gay duoc cam
himg, khong tao dugc moi truong nham khoi nguon cho nhimg y
tuong sang tao thang hoa. Day cting la ly do tai sao ngay nay c6
rat it chién dich marketing, quang céo néi bat.
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Vay can phai lam gi? Toi that su cho rang nhimg nguoi lam
cong tac marketing nhu chung ta nén danh nhiéu thoi gian hon
tiép xuc voi bo phan tai chinh, dé cung thoa thuan vé viéc nén
lam gi va lam nhu thé nao. Chung ta can phai 16i kéo ho tham
gia vao qua trinh phat trién doanh nghiép nhdm dat muc dich
cudi cung. Diéu nay cing nén dugc thuc hién cung véi doi ngi
cua cong ty quang cdo.

Hau hét bo phan tai chinh cda khach hang hiém khi duoc
gap nguoi dai dién, giam doc sang tao hay nguoi 1ap ké hoach
truyen thong cua cong ty quang cdo. Vi vay, khong co gi ngac
nhién khi bo phan tai chinh khong hé hung thu khi phai thanh
toan nhimng khoan chi khéng 16 cho cai goi la “dich vu sang
tao”. D6i voi ké toan, day qua la diéu khong thé hiéu néi. “Dich
vu sang tao” la cai gi? No co that sy dang s6 tién ma chung ta
phai tra hay khong? - day 1a nhing diéu luon khién bo phan ké
toan thac méc, nén thinh thoang ban can gap go dé giai thich
cho ho.

Riéng véi van dé tra phi cho cac cong ty quang cao, thong
thuong muc phi duoc tinh theo gio. Toi thay cach tinh nay cing
tam On vi cac cong ty quang cao ciing phai tra nhan vién cda ho
theo gio. Nhung ngoai van deé tra luong, viéc tinh theo gio nhu
vay that khong on.

Qua trinh sang tao khong thé chi gidi han trong ba tiéng
déng ho dé giai quyét van dé A, hay bén tiéng cho van dé B.
Viéc viét 10 quang cao hay thiét ké cach trinh bay, hay lap ké
hoach truyén thong cing vay. Tu duy sang tao va ngudn cam
himg c6 thé dén vao bat cu Iuic nao: ltic ntra dém, khi dang nham
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nhi vai ly ruou, khi dang chay bo, khi tham du mot budi hop
chan ngét vé mot van dé hoan toan khac.

Toi khong quan tam dén viéc mot nguoi lam bao nhiéu gio
trong ngay. Toi tra luong cho nang luc sang tao va kha nang
diéu dong doi nga cua nguoi do dé hoan thanh mot du an nao
do trong mot thoi gian cu thé da dé ra. Trong khoang thoi gian
d6, ho co6 thé thoai mai suy nghi vé du an vao bat ct luc nao, &
bat ctr noi dau ma khong phai ban tam veé viéc ho can phai lam
bao nhiéu gid trong ngay, trong tuan hay trong thang. Cac cong
ty quang cao cang nhu khach hang can nhé rang: gia tri ctia mot
y tudng sang tao hay mot cach tiép can hinh anh hoan toan mai
c6 khi nay sinh trong mot buéi t6i ban dat cho di dao, va diéu
nay thi khong thé tinh bang gio. Nhimg y tuéng GIA TRI chi
dén khi dau 6c khong bi rang budc bdi nhimng tinh toan lat vat.

Mot 16i khuyén cudi cing vé viéc tinh phi cho cac cong ty
quang cao: nén thoa thuan tra theo timg thang v6i nhiing cong
viéc cu thé. Ngoai ra, ban can thda thuan ro rang la khong co
thém chi phi nao khéac phat sinh hay nhtng chi phi gian tiép.
Néu c6 thay ddi vé pham vi cong viéc, méi bén c6 quyén yéu
cau cung xem xét lai va thong nhat diéu chinh muc phi phut hop.

Dai loi vé nhing chuyén gia viét l6i quang cdo (copywriter)

C6 thé ban khong phai la mot than dan ctia Hollywood nhung
nhimg gi ban biét vé 16i viét 4n tuong co 1é bat nguodn tir day.
Nhimg bo phim timng doat giai Oscar nhu The Godfather hay
Patton, hodc cac phim truyén hinh &n khach nhu Fraser hay
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Friends sé khong duoc nhu thé néu khong co nhimg 101 thoai
hay cho dién vién.

Tuong tu nhu vay, 10i quang cao 1a mot phan quan trong nhat
trong bat ky chién dich marketing nao. Pay chinh la tiéng néi cta
san pham hay dich vu va la thong diép ma ban muén chuyén tai
dén khach hang. Do vay, khong thé xem nhe tac dong cta 1oi
quang cao. Van dé 1a noi dung quang cao ¢ gia tri bao nhiéu va
lam cach nao dé ban tao dong luc cting nhu bu dap mot cach thich
dang cong stc cua mot chuyén gia copywriter.

Hau hét cac cong ty quang cao ngay nay van con tinh phi
theo gio. Cach tinh nay chi nham muc dich quan ly thoi gian cha
that su khong c6 y nghia véi nhimg hoat dong sang tao nhu viét
101 quang cao. Khong ai biét duoc phai mat bao nhiéu thoi gian
dé viét mot buc thu quang cao an tuong, hay 10i quang céo cho
chién dich marketing, hay kich ban cho mét mau quang cao trén
truyén hinh dai 30 giay? C6 khi mat mot ngay, mot tuan, cing
c6 khi chi mat 15 phut. Ban than toi da timg nham viét 1oi quang
cao trong luc chay bo, hay trong khi ngdi ch¢ dén gio chiéu
phim. Day la diéu binh thuong d6i voi nhiéu nguoi, déc biét 1a
voi nhimg ai lam cong tac marketing.

Khi xét dén nhimg phut giay cam hung sang tao, ban nén
tinh phi theo timg du an va thanh toan truéc mot phan phi.
Thuc ra, khong c6 moét quy dinh cu thé nao cho van dé nay. Cac
chuyén gia copywriter thuong la mot nhom nguoi déc biét. Co
ngudi dua ra gia cao ngat troi, nhung c6 nhimg nguoi dua ra gia
thap hon nhiéu so voi tai ndng that su ctia ho. Doi khi chi mot
dong chitr cling tro nén vo gia.
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Mot trong nhimg cach tinh phi phd bién hién nay la tra theo
ngay cho cac dich vu sang tao cua cong ty quang cao, hay cua
cac chuyén gia quang cao hoat dong doc lap. Nhiéu cong ty san
sang tra muc phi nay cho du trén thuc té, c6 nhimg mau quang
cédo chi mat 15 phut la c6 thé viét xong.

Muc phi theo ngay cho mot chuyén gia copywriter kinh
nghiém c6 thé dao dong trong khoang 2.500 dén 10.000 do la.
Neén xem xét ky luong khi ban dam phan muc gia ca hop ly voi
ho. Vinhiéu ly do khac nhau, moét s6 nguoi rat thich tra gia. Viec
thuong luong voi cac chuyén gia copywriter thuong nén tap
trung vao hai diém: ho dé nghi muc phi tinh theo ngay la bao
nhiéu va ho mat bao nhiéu ngay dé hoan thanh cong viéc. D6i
voi hau hét cac du an nho, ban c6 thé tra theo miic tron goi trong
1-2 ngay. Véi nhiing chién dich quang ba truyén thong 16n, ban
c6 thé phai can nhac chuyén tinh phi theo thang trong vong mot
dén ba thang.

Sau khi da thoa thuan gia ca, va dimg ngai chuyén phai “cing
ran”, ban nén gay ngac nhién cho ho bang cach ngay hom sau
nang muc phi cua ho lén doi chut. Khong ¢6 gi khién ho vui hon
la viéc cam nhan dugc rang ban da that su can nhac va quyét dinh
ho xting dang duoc huong nhiéu hon nhimng gi da thoa thuan ban
dau. Diéu nay c6 ve that ngé ngan; nhung that s noé rat hiéu qua.
Nhu nhtng nguoi khac, cac chuyén gia copywriter thuong cam
thay bat an va rat can duoc cong nhan. “Toi lam vay duoc khong?
C6 gi khong on khong?” - ho ludn bi am anh béi nhing diéu nay.
Hay lam cho ho cam théiy duoc tran trong, ho sé nd luc hon délam
ban hai long va tao ra diéu gi do that dac biét cho ban.
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Ban c6 thé quyét dinh khong doc toan bo cuén sach nay.
Hoac ban chi doc va danh dau nhimg trang khoi goi cho minh
nhing diém quan trong gitip ban chimg t6 minh trong vai tro 1a
chuyén vién marketing cho moét cong ty da quoc gia, hay doanh
nghiép nho, hay t6 chirc phi lgi nhuan.
Mudi bi quyét dudi day khong duoc liét ké theo thu tu quan
trong vi ching déu quan trong nhu nhau.
* Ba yéu to chinh y&u ctia mét chién dich marketing
Cac chién dich marketing thanh cong can hoi tu du ba yéu
to quan trong: tao ra su phéin khich truc quan, tao ra sukién

moi la va 6 dong luc kich thich khach hang hanh dong. Ba
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yéu t6 nay khi két hop lai sé khién khan gia hay doc gia tam
ngung bat cir diéu gi ho dang lam dé chu y dén thong diep
ctia ban, va nhanh chéng dap tng thong diép do.

Stic manh ctia thuang hiéu ndm 6 cho tao ra mai lién hé truc
quan that an tugng

Hay nghi dén hinh anh cac thuong hiéu ndi tiéng nhu anh
chang cao boi Marlboro, chai nudc ngot Coke bang thuy
tinh, Pai t4 Sanders, Mr. Clean, va con nhiéu ntta. Mdi
thuong hiéu thanh cong can phai c6 wu thé san pham doc
dao (USP) bang 10i hay bang hinh anh nham tao nén su
khac biét so véi déi thu canh tranh, khién thuong hiéu ctia
cong ty trd nén an tuong va doc dao hon. USP nay can
phai ro rang, suc tich va duoc toan bo doi ngti nhan vién
cting nhu hang triéu khach hang ctia cong ty hiéu ro.
Pling nghe 16i gidm déc my thuét cia cong ty quang cao

Giam d6c my thuat cda cac cong ty quang cao cd xu
huong qua thién vé cach trinh bay va thiét ké ctia mau
quang cao ma quén di yéu t6 quan trong nhat 1a noi dung
quang cao c6 dé doc hay khong. Do d6, ban nén budc ho
phai st dung phong chit c6 chan va tranh kiéu in chix
trdng trén nén dam trong bat ky tai liéu nao duoc s
dung trong moi chién dich quang cao. David Ogilvy,
chuyén gia ky cuyu vé quang cao, da timg viét tir cach day
rat lau: “Khach hang khong hé ngu ngéc. Ho chinh 1a vo
ctia ban”. Toi sé bd sung thém nhu sau: “Nguoi vo nay
dang & tudi 57 va sé khong doc nhimg noi dung duoc in
v6i kiéu chit nho 1i ti hoac kho doc”.
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* Canh tranh véi Tap chi People
Tap chi People 1a to tap chi thanh cong nhat trong lich st
béo chi hién dai, xét vé s6 lugng doc gia dat bao dai han.
Thanh cong cta to tap chi nay dua trén bon nguyeén tac
ma ban c6 thé ap dung nham tao ra nhimg tai liéu quang
béa marketing that an tuong cho cong ty minh.

1. St dung hinh anh cua nguoi that - viéc that, thay vi
anh cua nhtmg nguoi mau ma chang ai biét dén.

2. Ludn ludn c6 chu thich cho médi buic anh.

3. Viét ngan gon; vi theo ho thi doc gia khong phai la
thanh vién cua hoi dong chinh phu.

4. Chua nhiéu khoang tréng trén méi trang dé khién
mat doc gia khong qua mét mai vi nhing trang gidy
day dac cha.

® Stic manh cda hinh anh dai dién

Khong co gi gay an tuong manh mé hon 1a hinh anh nguoi
dai dién cta cong ty duoc thé hién nhu mot phan khong
thé tach roi véi uu thé san phdm doc déo cta cong ty. Day
1a cach hiéu qua nhat nhdm tao co hoi cho san phém va
dich vu ding vimg duoc trén thi truong. Tim mot guong
mat, hay hinh anh mot con vat, hay nhan vat hoat hinh
phtt hop 1a mot trong nhtmg nhiém vu chinh yéu ma ban
nén suy xét ky luong.
* Chi c6 mét vai khach hang la that su quan trong

Neén nh¢ rang chi c6 mot s6 khach hang that su dong gop
cho phan 16n doanh thu cta cong ty. Doi voi hau hét cac
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doanh nghiép, chi c6 10% khach hang gép phan tao nén
90% doanh thu. D6i voi cac t6 chirc phi lgi nhuan, chi la
1% trong tong s6 manh thuong quan nhung dong gop
dén 50% téng s6 tién quyén gop. Vay ban da danh su luu
tam dac biét dén nhom khach hang/manh thuong quan
quan trong nhat nay chua? Hy vong 1a ban tra loi day tu
tin “Rdi”, con néu chua thi ban can bat dau luu y dén
ngay tir ngay mai!

Bai hoc vé dich vu khach hang quan trong nhat

Khach hang luén mua hang theo cach ma ho da quen.
Néu t6i van thich méc bo vét cua Armani, thi kha nang la
toi sé lai mudén mua thém mot bo nita dé mac. Néu & tudi
28, toi rat mé chiéc BMW va da mua sir dung thi sau nay,
toi sé lai muén c6 mot chiée khac véi kiéu dang va téc do
tuong tu. Néu toi cho rang Angelina Jolie 1a c6 dao goi
cam nhat thé gidi, toi sé di xem tat ca cac phim co co ay
dong. Quy tac lap lai nay duoc ap dung cho khach hang
thudc moi ltra tudi, dén tr moi nén van hoa va & bat ky
thoi diém nao, tir thud so khai cho dén khi nao ching ta
van con ton tai trén trai dat nay.

Chuyén vién marketing xuét sac phai la nhiing nha thuyét trinh giéi

Ban sé khong thé nao tda sang trong linh vuc marketing
néu khong c6 kha nang thuyét trinh trudc cong chung.
Trong thuc té, rat hiém nguodi c6 kha ning thuyét trinh
thién bam. Mot trong nhimg khoan dau tu hiéu qua nhat
nén lam la dau tu thué nguoi huan luyén ky nang thuyét
trinh trudc dam dong trong vong mot vai thang. Diéu nay



Muoi bi mat marketing ban nén danh cdp ngay!

sé thuc su dem lai hiéu qua. Va diéu can tuyét déi tranh

trong khi thuyét trinh la dung trong tu thé “1a ri”. Ding

bao gitr duing & tu thé nay trudc dam dong vi day la tu thé

thé hién su yéu dudi, khap khiéng, va chic chén sé khién

ban trong that dang thuong.

Gid tri cdm nhan tl chuong trinh danh cho khach hang trung

thanh phai nhiéu han so véi chi phi khach hang bé ra

Can dam bao chéc chan rang cac chién luoc dé “ton vinh”

nhimg khach hang quan trong nhat ctia ban phai that su

dem lai gia tri cho ho. Vi du: néu t6i tra 500 do la hang

nam dé cé duoc chiéc thé tin dung thi tién ich ma téi co

duoc tu viec thuong xuyén st dung thé nay phai nhiéu

hon 500 do la.

C6 séu ly do dé ban nén quang cdo (xép theo thit tu quan

trong tir cao dén thap)

1. Tao dong luc thuc déy cho doi ngt nhan vién, khién
ho cam thay tu hao vé cong ty minh dang lam viéc

2. Nhéc nhd cho khach hang hién tai biét vi sao ho la
khéach hang cua cong ty

3. Tao nén thé hé lanh dao nang luc maéi

4. Thu hut nhan tai cua déi tha canh tranh

5. Puoc gidi truyén thong quan tam va thu hat su chu y
cua cong chung nhiéu hon

6. Xay dung thuong hiéu. Cang dugc nhiéu nguoi biét
dén cang tot. Day 1a mot chan ly toan cau.
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Hay la tdt ca nhong gi
ma ban c6 thé

Tf)i hy vong réng tat ca nhimg chuong trong cuén sach nay sé
gitip ban nang cao tam hiéu biét trong linh vyc marketing.

Cubn sach nay dugce viét voi muc tieu nhu mot cdm nang
tham khao va huong dan khong bao gior lac hau. Tat nhién, san
phéam sé thay doi, gia ca thay doi, cac dac tinh hay xu huong thoi
trang cting nhu cong nghé sé thay ddi. Nhung diéu that su
khong thay ddi chinh 1a ban chat con ngudi. Ngay tir nhimg
thap nién hay thé ky truéc day, khi con nguoi duong nhu c6
nhiéu thoi gian hon cho viéc tu duy sang tao, ho vadn mu6n mua
hang theo cach truc tiép va nhanh nhat. Cho du chung ta & thoi
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Hay la tdt ca nhing gi ma ban co thé

diém nao di ntta, cudc séng van ludn troi qua voi quéa nhiéu viec
phai lam va qua it thoi gian dé lam hét nhing viéc ay.
Chung ta phai str dung cach marketing truc tiép.

Chting ta can hiéu ré diéu gi that su thu hut khach hang,
khién ho quyét dinh mua san pham, dich vu cia chung ta.

Chting ta can hiéu ro nhiing yéu t6 coban cta viéc xay dung
thanh cong cac thuong hiéu.

Chung ta can han ché nhing tir ngtr chuyén mon trong
marketing ciing nhu cac so do, do thi phic tap ma chang ai
nho ndi du mai chi qua mot ngay.

Chung ta can nhimg y tudng 16n dé khong chi phat trién
nghé nghiép cta riéng ban than, ma con dé dua cong ty vimg
budc vao tuong lai.

Chung ta can hoc hoi tir nhimg kinh nghiém, nhtmg thiéu
sot trong qua khur da gop phan tao dung nén nganh marketing,
bat nguon tur cac chu ctra hiéu, nguodi ban hang rong, cac nha
buon tir hang ngan nam trudc day.

D6i voi mot nha marketing chuyén nghiép, khong co gi
quan trong hon viéc dua ding san pham dén véi dung déi
tuong khach hang va véi chi phi cing nhu thoi gian lang phi
duoc giam thiéu toi da.
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