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LOI CAM KET
Tbi xin cam két réng toan b ¢ ndi dung cua luan van nay la do chinh toi thuc
hién, nghién ctru dua trén co s¢ nghién ctru Iy thuyét, khao sét tinh hinh thuce tién va
tuan thu theo su huéng dan cua PGS.TS Nguyén Viét Khoi.
T6i xin cam két rang dé tai “Phdn tich hang vi khdch héang trén website va
gidi phdp cho Marketing trwe tuyén: Nghién citu trwong hop Céng ty Truyén
thong Thinh Vwong” 13 khong trung 13p voi bat ky luan vian, luan an nao khac. Toi

hoan toan chiu trach nhiém vé 161 cam két cua minh.



LOI CAM ON

Pé lu an van thac sy nay duoc hoan thanh voi két qua tdt nhat , toi da nhéan
duoc nhitng 101 khuyén va sy gitip d& tir rat nhiéu nguoi.

Trudce hét, t6i xin thé hi én 1oi cdm  on sdu sic dén PGS . TS Nguyén Viét
Khdi, Khoa Kinh té va Kinh doanh Quéc té, Truong Pai hoc Quéc Gia Ha N 01, da
danh thoi gian hudng dan nhi ét tinh va danh cho t6i nhitng 16 khuyén gia tri va xac
dang trong subt thoi gian t6i thyc hién luan van thac sy nay.

Pong thoi, toi xin cam on Khoa Quan tri kinh doanh , Truong Pai hoc Kinh
té, Pai hoc Qubc Gia Ha N 6i da t6 chirc khoa hoc Thac sy nay dé tao diu ki én cho
to1 dugc hoc t ap, nang cao trinh do nghi€p vu chuyén moén mang lai nhiéu ¢ o hoi
phat trién trong cong viéc cua minh.

Bén canh d6, t6i xin guri 10i cam on dén Cong ty truy én théng Thinh Vuong,
su cong tac nhiét tinh cta cac phong ban nghi ép vu lién quan trong vi éc cung cap
thong tin gitp t6i thuc hién va hoan thanh dé tai nay.

Cubi cung, t6i mudn guri 101 cam on dén tt ca gia dinh va ban bé cling nhu
cac thay cb gido ludn dong vién, khich 18 trong thoi gian t6i hoan thanh lu 4n van
thac sy nay.

Mic du t6i di danh nhiéu thoi gian va nd lyc dé dé hoan thanh lu 4n vin nay,
tuy nhién sé khong tranh khoi nhitng han ché . R4t mong s& nh 4n duoc nhitng dong
g6p, nhan xét cua quy thay co.

T6i xin chan thanh cam on!
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MO DAU

1.Tinh cip thiét cia dé tai

Theo béo céo “We are social” cip nhét ngay 1/1/2015: Dén s toan cau cd
khoang 7,2 ty ngudi, trong d6 ty 1¢ dan sb thanh thi 14 53%. Luong dan sé st dung
internet khoang 30 ty ngudi, chiém khoang 42%. S tai khoan mang xa hoi khoang
2,1 ty ngudi, twong duong 29% dan sd. S6 nguoi sir dung dién thoai khoang 3.6 ty
nguoi, twong duong 51% dan s6. Nguoi sir dung mang xa hoi trén dién thoai gan
1,7 ty ngudi, chiém khoang 23% dan sb. Bén canh d6, cong nghé ngay cang hién
dai va doi sdng ngudi dan ngay cang duogc cai thién, da giup nang ty 16 nguoi ding
internet ting, tao ra moi truong khach hang tiém niang cho cac doanh nghiép tir nho
t6i 16n. Néu biét tan dung méi trudng nay dé quang ba thuong hiéu va ban hang,
doanh nghiép s& lam chii duoc mot nguon lyc tryc tuyén khong 10.

Riéng ¢ Viét Nam c6 khoang 70,7 tri€u nguoi thi trong do6 c6: 39,8 triéu nguoi
sir dung Internet (44% dan sb), 28 triéu nguoi sit dung mang xa hoi (~31% dan sd),
128,3 triéu nguoi st dung két ndi di dong (~ 141% dan s6), 24 triéu tai khoan mang
x4 hoi bang dién thoai (~26% dan sb). Nhitng con s6 biét néi nay cho thay, néu bat
ky doanh nghiép nao bo qua Marketing Oniline s& bé qua mot thi trudng tiém ning
va béo bd.

Loi ich ciia Marketing True tuyén:

- Tiét kiém mot luong chi phi cuc 16n so voi Marketing truyén thong, thay vi
phai tra mot sd tién 16n cho quang cdo trén cac phuong tién truyén thong dai ching.

- D& dang danh gia va do luong hiéu qua, tir d6 rat ra bai hoc dé cai thién cho
cac chién dich quang céo cua doanh nghiép.

- Pham vi quang c4o khong gi6i han, ludng thong tin phong phu, hinh thirc
quang cao da dang.

- Khach hang c6 thé tiép can thong tin bat cir khi ndo, bat ci noi dau co
Internet.

Tuy nhién, hién nay méi truong Marketing Tryc tuyén dang bao hoa va mdi

nha quang céo Tryc tuyén muon st dung cong cu quang cao hiéu qua can phai chu



¥ t6i nén tang website. Diéu nay twong tu nhu khi nha quang cdo dua khach hang vé
website ctia ho can c6 nhitng yéu t6 hdp dan, giit chan khach hang ¢ lai va mua
hang tai do.

Hién nay, mot sé doanh nghiép, nha quang céo di nhan thic duoc tim quan
trong ctia Website, tuy nhién, cic doanh nghiép nay dang chi dung lai & cach thiét
ké giao dién website bat mit va hip din ma chwa quan tam téi:

- Muc ti€u gh¢ tham website cuia khach hang 1a gi?
- Yéu té nao khién khach hang mu va sir dung san pham ciia cong ty?
- Khéach hang dang lam gi trén website cua cac doanh nghiép?

Nhitng nguyén nhan nay khién cho cac doanh nghiép roi vao tinh trang: Hiéu
qua Marketing Truc tuyén chua hiéu qua, luong ngudi truy cip vao website ting
nhung khong ting kha ning ban hang, doanh nghiép da ton tai lau dai bi mat mot
lugng khach hang 16n vao tay nhimg don vi nhé 1é nhung hoan toan khong biét
nguyén nhan.

La nhan vién cia mot don vi Truyén thong, qua kinh nghiém 1am viéc da tich
luy duoc, tac gia nhan thiy viéc nghién ctru hanh vi khach hang trén website s& gitup
doanh nghi¢p danh trang tam ly khach hang, gittr chan khach hang. Tt d6, doanh
nghiép c6 thé nhan thdy nén thay ddi giao dién website nhu thé ndo dé cai thién
hiéu qua ctua Marketing Tryc tuyén, ting kha ning ban hang, ting luong ngudi st
dung dich vu cling nhu tang d§ phu thuong hi¢u cia doanh nghiép.

Tuy nhién, do sy da dang ctuia cac nghanh hang, dich vu cling nhu nhiéu ddi
tugng khach hang khac nhaunén tac gia khong thé nghién ciru toan dién dé tai vé
hanh vi khach hang, vi vy, tac giachi c6 thé nghién ctru vé hanh vi khach hang trén
website voi truong hop ctia Cong ty Cong ty Truyén thong Thinh Vuong.

Cau héi nghién ctru

Dé tai nghién ciru cla tic gia gidi quyét van dé sau: Khao sat danh gia cta
nhing khach hang da vao website va str dung dich vu ctia Cong ty Cong ty Truyén
thong Thinh Vuong vé nhirg van dé khach hang quan tam, thai do cta khach hang

va nhirng mong mudn ciia khach hang khi khi ghé thim website.



Cu thé dé tai nghién ctru tra 161 ciu hoi:

- Bong co, thai do va hanh dong cua khach hang 1a gi khi ghé tham website?

Tir viée giai quyét cAu hoi néu trén, dé tai dua ra giai phap va kién nghi cho
doanh nghiép nhiam cai thién hé théng website,dinh huéng hanh vi khach hang, tir
d6 day manh kha ning ban hang/dich vu trén website thong qua Marketing Truc
tuyén va truong hop dién hinh 1a Cong ty Truyén théng Thinh Vuong.

Tinh hinh nghién ctru

Trén thyc té, di co6 rat nhiéu doanh nghiép cling nhu cic nha Marketing trong
va ngoai nudc di nhan thirc rd tAm quan trong cua viéc nghién ctru hanh vi truc
tuyén ctia khach hang, tir 46 dua ra cac phuong an Marketing Truc tuyén hiéu qua,
ting kha ning tiép can san pham/dich vu téi khach hang va cudi cung 14 ting kha
nang ban hang. Hién nay c6 rat nhiéu nghién ctru, chia sé v6i nhiéu céach tiép can va
nghién ctru hanh vi khach hang khac nhau nham gitp cac doanh nghiép c6 phuong
phap tiép can khach hang triét dé nhat thong qua sy thau hiéu vé hanh vi khach
hang. Tac gia cling mong mudn c6 thé mang lai cho doanh nghiép nhitng con sd
thuc tién va y nghia, tuy nhién vi thoi gian ciing nhu diéu kién c6 han, luan vin
nghién ctru nay chi nghién ctru hanh vi khach hang thong qua nhiing hanh dong
thuc tién trén website, tir 46 dua ra phuong an cai thién va tdi wu hé thong website
nham nang cao hiéu qua Marketing Tryc tuyén ciing nhu hiéu qua ban hang cia
doanh nghiép, dién hinh 1a truong hgp Cong ty Truyén thong Thinh Vuong.
2. Muc dich va nhiém vu nghién ctru
2.1. Muc dich nghién ciru

Luan van nghién ctu va phan tich hanh vi ctia khach hang khi truy cap
website ctia Cong ty Truyén thong Thinh Vurong va cac yéu té anh hudng tdi quyét
dinh str dung dich vu ctia nhom ddi twong khach hang nay. Tir nhitng gi di nghién
ctru dugc, luan van dé xuat cc giai phap cho Marketing truc tuyén tai Cong ty
Truyén thong Thinh Vuong nham ddy manh, thu hat khach hang st dung dich vu
cua COng ty.



2.2. Nhiém vu nghién ctru

Nhiém vu nghién ctru chinh cta dé tai nhu da néu trén nham tap trung vai cac
nhiém vu chinh:

- Xéc dinh yéu t6 trén website anh huéng t&i hanh vi khach hang, cu thé 1a
treong hop Cong ty Cong ty Truyén thong Thinh Vuong: http://seongon.com/

- Xéc dinh hanh vi thuc té ciia khach hang hoat dong trén website ctia Cong ty.

- Xéc dinh nhiing yéu t6 hai long va chua hai 1ong véi nhiing thong tin ma
website cong ty cung cap t6i khach hang.

- Pua ra giai phap cai thién website cho Cong ty Cong ty Truyén thong Thinh
Vuong, tir d6 ting hidu qua quang cio Marketing Truc tuyén ciing nhu ting luong
khach hang str dung dich vu cua cong ty.

3. Pdi twong va pham vi nghién ciru
3.1. Poi twong nghién ctru

Déi tuong nghién ciru ciia dé tai 1a nhitg khach hang da sir dung dich vu cta
Cong ty Cong ty Truyén thong Thinh Vuong.

3.2. Pham vi nghién ciru

Pham vi vé khong gian: Phan tich hanh vi trén website cia nhirng khach hang
d3 tham gia str dung dich vu cia Cong ty Truyén thong Thinh Vuong.

Pham vi vé thoi gian:

- Céc dit lieu vé giao dién website, ndi dung website va cac yéu td anh huong
t6i hanh vi khach hang khi truy cap website cia Cong ty Truyén thong Thinh
Vuong.

- Cac s liéu phong vén, diéu tra khdo sat vé& hanh vi khach hang khi truy cép
website ctia Cong ty Truyén thong Thinh Vuong.

- P& xuét giai phap Marketing truc tuyén cho Cong ty Truyén thong Thinh
Vuong nham thoa méin va thu hit khach hang truy cap va sir dung dich vu ciia Cong ty.

Nguoi thyc hién diéu tra: Tac gia sé truc tiép diéu tra va thu thap dit liéu thong
qua phuong phap chon mAu thuén tién va chia phan theo ty 1.

4. Phuwong phap nghién ctru



Phuwong phéap nghién ctru thir nhit: Nghién ctru dva trén nhitng khach hang
d3 vao website qua nhiéu hinh thirc khac nhau va ho da sir dung dich vu cta cong ty
sau khi tham khao thong tin trén website, thong qua d6 c6 thé biét ho quan tim
nhirng gi trén website va tai sao ho quyét dinh str dung dich vu cua cong ty.

Phwong phap nghién ciru thir hai: Nghién ctru trén nhitng khach hang khong
stt dung san pham cua Cong ty Cong ty Truyén thong Thinh Vuong khi truy cap
website, khdo sat trén nhitng d6i twong ndy nham danh gia mirc d6 quan trong cia
cac yéu td khach quan trén website.

Tir nhitng phuong phap nghién ctru ciing nhu ddi twong nghién ctru trén toi
mudn dua ra gop ¥ cho doanh nghiép can chu trong nhing gi trén website, nén lam
gl dé mo ta dugc rd nét vé san pham/dich vu cling nhu sy quan tdm cta doanh
nghiép to1 khach hang, tir d6 tang hiéu qua quang céo cting nhu tang kha nang ban
hang/dich vy, tang lugng khach hang st dung dich vu cua cong ty ma trudong hop
dién hinh 14 Cong ty Truyén thong Thinh Vuong.

5. Nhirng dong gop ciia dé tai

Két qua cua dé tai nghién ciru ndy mang lai nhiu y nghia thuc tién ddi véi cac
doanh nghiép kinh doanh san pham va dich vu trén kénh Marketing Truc tuyén véi
nhiéu muc tiéu khac nhau nhu: Quang ba san phém/dich vy, ban hang, hép dan
khach hang str dung san phém/djch vu,... v&i nhitng hiéu qua cu thé nhu sau:

- Trong Marketing Truc tuyén hay bat cr mot kénh quang cao truyén thong
nao thi tim 1y va hanh vi khach hang mang tinh chat quyét dinh trong thanh cong
clia nd, hay noéi don gian hon thi nghién ctru hanh vi khach hang c6 thé quyét dinh
duogc nhitng thanh cong cua kénh quang cdo ma doanh nghiép lya chon.

- Trong nén kinh té canh tranh manh mé vé quang cdo va Marketing hién nay
thi yéu té mang lai hiéu qua va thanh coéng cho doanh nghiép d6 1a thau hiéu va nim
bat dugc tdm 1y ctia khach hang, tir ¢6 dap mg cho khach hang dé mang lai hiéu
qua quang céo tot nhat.

- Bai nghién ctru mang lai nhitng danh gia quan trong vé mirc do quan tim

cling nhu nhitng yéu t6 anh hudng t&i sy lwa chon san pham/dich vu cia khach hang



khi ghé thim website, nim bt dugc nhirng yéu tb nay co thé gitp doanh nghiép xay
dung dugc hé thdng website voi nhitng hudng di vé quang cdo, khuyén mai phu
hop voi mong mubn va hudng téi khach hang, tir 6 mang lai hiéu qua kinh doanh
cho doanh nghiép.

- Nghién ctru s& dua ra cac yéu td ma mot website nén va bt budc phai co néu
mudn ¢6 hiéu qua kinh doanh cao phu hop voi xu huéng vé hanh vi cua khach hang
hién nay.

- L4 nguon tai liéu tham khao c6 gid tri cho sinh vién chuyén nganh kinh té.

- G6p phan giup cac nha kinh té hién tai va twong lai nhan thtrc rd tim quan
trong cua viéc nghién ctru hanh vi khach hang khi ho truy cap website.

6. Két cau ciia luin viin

Ngoai phﬁn mé dau, muc luc, phu luc va tai liéu tham khao thi luan van gff)m 4
chuong 16n

Chuwong 1: Tong quan tinh hinh nghién ctru va co so 1y luan vé hanh vi khach
hang tryc tuyén: Trinh bay nhiing co so ctia dé tai vé mat 1y thuyét va dua ra mot sd
mo hinh nghién clru ma tac gid tham khdo ca trong va ngoai nudc, tur dé lga chon
mo hinh nghién ctru pht hop véi dé tai nghién ctu.

Chwong 2: Phuong phap phan tich va xir 1y sé liéu: Trinh bay quy trinh
nghién ctru dinh tinh, dinh luong, thu thap s lidu va xir 1y s6 lidu.

Chwong 3: Danh gia, phan tich hanh vi khach hang trén website, truong hop
Cong ty Cong ty Truyén thong Thinh Vuong.

Chuong 4: Két luan va dé xuat giai phap cho Marketing truc tuyén tai Cong

ty Truyén thong Thinh Vuong: mot s giai phap va dé xuit.



CHUONG 1
TONG QUAN TINH HINH NGHIEN CUU VA CO SO LY LUAN VE HANH
VI KHACH HANG TRU'C TUYEN
1.1 Tinh hinh nghién céu vé hanh vi khach hang
1.1.1. Tinh hinh nghién ciru 6 nwdc ngoai

Sém nhan thic dugc tinh chét quan trong cua viéc nghién ctru hanh vi nguoi
dung néi chung va hanh vi khéach hang noéi riéng, nén cach doanh nghiép nudc ngoai
som dua vao nghién ctu va 4p dung. Chinh vi vy cac bai nghién ctru da khai thac
rat nhiéu va nghién ctru da dang vé hanh vi khach hang Truc tuyén trén nhiing san
pham va nganh nghé khac nhau. Tuy nhién trong pham vi nghién ct cia dé tai nay
ching t61 s€ nghién ctu hanh vi khach hang trén mot website dich vu (c6 nhiing
diém dic trung riéng vé nghanh) va trén dbi twong khach hang dic trung (gidi han
trong nhém khach hang mang dic trung riéng c6 nhu cau vé dich vu).

Nghién ctru hanh vi mua sim trwc tuyén ciia khach hang (Truc tuyén
Shopping Behavior of Customers): Cac nha nghién ciru trude day di c6 nhitng két
ludn lién quan t61 nghién ctru hanh vi khach hang nhu sau:

Bashir (2013)- “Consumer Behavior towards online shopping of electronics in
Pakistan”. Nghién ctru chi ra nhimg 1y do luong ngudi st dung hoat dong mua sim
tryc tuyén tai Pakistan ngdy cang ting nhd vao nhiing yéu t6 nhu tiét kiém thoi
gian, muc dd tién g1 cling nhu muc gia tdt. Tuy nhién bén canh do, khach hang
cling c6 nhiing lo ngai nhét dinh vé viéc bao mat thong tin ca nhan trén mang
Internet dac biét 1a nhirng thong tin tai chinh va tai khoan thanh toan. Tt do, dé xuat
nhitng goi y nham ting cudng viéc bao mat thong tin khach hang dé qua trinh mua
sam truc tuyén duoc tién hanh an toan va thuan tién nhat.

M6 hinh nghién ctru do Bashir lya chon: Str dung cac phiéu tham do, nghién
ctru cac kién thirc vé hanh vi mua hang truyén thong sau d6 dinh huéng vé hanh vi
ciia khach hang mua hang truc tuyén tir d6 né s& xac dinh nhitng yéu t6 co tinh
quyét dinh khi khach hang thyuc hién hanh vi mua hang truc tuyén dac biét 1a tai

Pakistan.



Ahmad Reza Asadollahi et al. (2012) d3 “Phan tich cac yéu té anh hudng dén
du dinh hanh vi mua sam tryc tuyén ctia khach hang c6 thé 1a mét trong nhiing van
dé quan trong nhit cua thuong mai dién tir va linh vyc tiép thi”. Nghién ctru cho
thdy nhing rii ro tai chinh va rai ro khong giao hang anh huong tiéu cuc dén thai
d6 mua sam truc tuyén. Nghién ctru cling chi ra rang tinh sang tao cu thé va cac quy
chuén chil quan anh huéng tich cyc dén hanh vi mua sim truc tuyén. Hon nita, thai
do cling anh hudng tich cuc dén hanh vi mua sdm truc myén cua khach hang.

Nghién ctru st dung mo6 hinh kiém tra sy anh huong cua rui ro nhan thire, co
sO vat chit va chinh sach hoan tra vé thai do ddi véi hanh vi mua sim truc tuyén va
cac quy chuan chu quan, cam nhan vé su tu chi trong hanh vi, linh vyc sadng tao cu
thé va thai d6 vé hanh vi mua sim truc tuyén.

Dahiya Richa (2012) st dung phuong phap nghién ctru dinh tinh va dinh
lugng dé nghién ctru tac dong ciia cac yéu té nhan khau hoc ciia khach hang dén
mua sim truc tuyén nhu: sy hai long véi mua sam truc tuyén, du dinh mua trong
tuong lai, tan sudt mua sam truc myén, ) luong cac mat hang mua, va téng chi tiéu
cho mua sim tryc tuyén. Dit liéu duoc thu thap thong qua bang cdu hoi voi 580
nguoi tra 101 tir Delhi, Mumbai, Chennai, Hyderabad va Bangalore. Két qua nghién
ctru cho thiy rang mua sim truc tuyén & An Do bi anh huong dang ké bai cac yéu
t6 nhan khau hoc nhu: tudi tac, gidi tinh, tinh trang hon nhan, quy mé gia dinh va
thu nhap.

Mahrdad Salehi (2012) da tién hanh xac dinh cac yéu t6 anh huong dén hanh
vi khach hang dbi véi mua sam tryc tuyén tai Malaysia. Nghién ciru nay tap trung
vao 09 yéu td, cu thé 1a s xuét hién cua website, su truy cap nhanh chéng, sy bao
mat, b cuc website, gia tri phu hop, sy cai tién, su thu hat, sy tin tudng va sy doc
d40. Két qua nghién ctru chi ra rang 05 yéu té dau tién trong nhitng yéu té ké trén
¢6 anh huéng dén dy dinh hanh vi mua sam tryc tuyén va sy bao mat 1a yéu t quan

trong nhat d6i v&i du dinh hanh vi mua sim truc tuyén cua khach hang.
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Hinh 1.1 Mo hinh 5 giai doan mua hang cia Kotler & Keller (Quan tri
Marketing)

MU Sultan & M Uddin (2011) da nghién ctru vé thai 46 cua khach hang dén
mua sam truc tuyén tai Gotland, cu thé 1a sinh vién Pai hoc Gotland, cac thu vién
truong Pai hoc va thu vién cong cong tai Gotland. Két qua nghién ctru cho rang cé
bbn yéu t6 anh huong dbi véi mua sam truc tuyén tai Gotland, trong d6 yéu to tac
dong manh nhét 1a thiét ké Website / dic trung, tiép dén 1a sy thuén tién, sy tiét
kiém thoi gian va sy bao mat. Nghién ciru ciing phat hién ra rang c6 mot sé yéu to
khac anh huong dén du dinh hanh vi mua sim truc myén bao gém gia, chiét khau,
thong tin phan hdi tir nhitng khach hang trudce d6 va chat luong ciia san pham.

JamesL.Brock et al. (2012) d3 sir dung phuong phép diéu tra két hop phan tich
hoi quy trong nghién ctru sy anh hudng cta loi ich cdm nhén dugc, nhan thire rui ro
va su tin tudng dén hanh vi khach hang truc tuyén & Trung Qudc. Két qua cho thay
ba loi ich (loi ich vé gia ca, su tién loi va su giai tri) va ba yéu t6 vé su tin tudng
(danh tiéng, sy dam bao, va trang web dang tin cdy) c6 anh hudng tich cuc dén thai
d6 ctia khach hang mua sam truc tuyén.

BGC Dellaertet al. (2004) c6 mot sb dé xuat dé ting cuong thai do, su hiéu
biét cua khach hang ddi véi mua sam truc myén va du dinh hanh vi mua sim truc
tuyén ctia ho. Nghién ctru cho thiy thai do dbi véi mua sdm truc tuyén va du dinh
hanh vi mua sdm truc tuyén khong chi bi anh huong bai tinh dé sir dung, hitu ich,
va sy huong thy, ma con bdi cac yéu td ngoai sinh nhu dac diém khach hang, cac
yéu t6 tinh huéng, dac tinh san phém, kinh nghiém mua sam truc tuyén trudc do, va

su tin tudng vao mua sam truc tuyen.



Qua nhitng nghién ctru trén chiing ta c6 thé thdy, hanh vi mua sim truc tuyén
ctia khach hang khéng chi phu thudc vao cac yéu td nhan khau hoc nhu: tudi tac,
gi6i tinh, tinh trang hon nhan, quy mé gia dinh va thu nhdp ma con phu thudc vao
nhirng yéu td nhu: sy xuat hién cua website, su truy cap nhanh chong, sy bao mat,
bd cuc website, gia tri phu hop, su cai tién, sy thu hat, sy tin tudng va sy doc dao.
Chinh vi vy ma trong Marketing Truc tuyén ngoai nhim dung d6i twong khach
hang muyc tiéu ma con phai quan tdm t4i cdc cong cu chinh ciia ndé nhu: BS cuc
Website, sy thu hat, tinh doc dao, gy su tin tudng 1a rt quan trong trong viéc thuc
chién dich Marketing Truc tuyén thanh cong.

Bén canh d6, nhimg nghién ctru néu trén cac tic gia déu tir dung phuong phap
diéu tra khao sat két hop phan tich hdi quy tir d6 cho ra mdi twong quan sy anh
huong cia cac nhan té néu trén téi hanh vi mua hang truc tuyén cua khach hang.
Tuy nhién, trong pham vi dé tai nghién ctru nay, tac gia mudn thong ké lai nhiing
hanh vi khach thuong truc cuia khach hang khi ghé tham website, khach hang mong
mudn gi khi thyc hién cac hanh vi d6. Tir d6 tac gia dua ra dé xuat cho Cong ty
truyén thong Thinh Vuong trong ci thién giao dién website nhim muc dich ting
kha nang luong khach hang st dung dich vu ctia cong ty.

1.1.2 Tinh hinh nghién cvru trong nudc

Nhan thirc duge tam quan trong cua Marketing Truc tuyén va hanh vi cua
khach hang trong Marketing Truc tuyén, hién nay Viét Nam da co6 rat nhiéu doanh
nghiép (mg dung nghién ciru hanh vi khach hang muyc tiéu véi san pham va dich vu
ctia doanh nghiép, tir d6 dua ra phuong phap tiép can tot nhat. Tuy nhién d6 chi la
nhing nghién ctru riéng 1¢ va chua mang tinh chinh théng. Tuy vay d c6 rat nhiéu
nghién ctru vé hanh vi khach hang véi nhimng dic trung riéng dbi voi san pham, dich
vu, tir 6 diéu chinh phuong phap Marketing pht hop nhu:

Nguyén Hdi Ninh (2012) d3 thyc hién dé tai nghién ctru: “Cdc nhdn té dnh
huong dén hanh vi khach hang doi véi hoat dong Mobile Marketing tai khu vuc ngi
thanh Ha N¢i”. Trong luan an da dua ra nhirng giai thich va xac dinh xu thé thuc

hién cac hanh vi co ban cta khach hang dbi véi hoat dong Mobile Marketing. B
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sung va tién hanh danh gi4 mirc 46 anh hudng cua nhan té kinh nghiém trong mé
hinh cic nhén t6 anh huong dén hanh vi ciia khach hang ddi voi hoat dong Mobile
Marketing. Két qua nghién ctru cho thiy, ngopoi tiéu dung khu vuc ndi thanh Ha
Noi ¢6 xu hudng thyc hién cac hanh vi mang tinh tiéu cyuc dbi véi hoat dong Mobile
Marketing. Trong d6, c6 bén nhém nhan té anh huéng dén thai d6 cia ngudi tiéu
dung la : Cam nhén vé gia tri thong tin, Cdm nhan vé gia tri giai tri, su tin cay, su
phién nhiéu. Trong d6 su phién nhiéu ma cac chuwong trinh Mobile Marketing mang
lai s€ tao ra thai d§ khong tich cuc cho khach hang.

Nguyén Thi Biao Chdu (2014, Tao chi khod hoc trwong dai hoc Can Tho) da
thuc hién nghién ctru “ Phdn tich cdc nhdn to anh hwéng téi hanh vi mua sam trie
tuyén cua khdach hang & thanh phoé Can Tho" . Trong nghién ctru tac gia da dua ra
mo hinh cac nhéan t6 anh huéng dén hanh vi mua sam truc tuyén cua khach hang ¢
thanh ph6 Can Tho: Két qua nghién ciru cho thay cac nhan t6: rai ro vé tai chinh va
san pham, da dang vé lwa chon hang hoa, tinh dép tng cta trang web, rii ro vé thoi
gian, su thoai mai, su thuan tién, gia ca c6 anh hudng quyét dinh tiép tuc (hoic bat
dau) mua sam truc tuyén cua khach hang. Trong do, sy thoai mai dong vai trd quan
trong nhat, dong thoi nhan t6 sy da dang va niém tin 13 cc nhéan t6 anh hudng dén
su khac bi¢t gitta hai nhém doi tuong mua sdm truc tuyén va chua tirng mua sdm
truc tuyén.

Nhin chung, cic cong trinh nghién ctru trén thé gidi vé hanh vi khach hang
mang tinh thuc tién cao va 13 tai liéu quan trong dé cho cac doanh nghiép tham khao
cho cong viéc kinh doanh ciia don vi minh. Cc nha nghién ciru di tiép can dudi cac
goc do khac nhau dé nghién ctru hanh vi khach hang. Vain dé nay van con nhiéu
khia canh chua dugc khai thac triét dé, 1a mot dé tai hép dan thu hit sy quan tdim
cua cac nha nghién ctru hién tai va twong lai. Luédn van da lga chon nghién ctru hanh
vi tiéu dung ctia mot nhém khach hang tiéu biéu vé mot loai dich vu/hang hoa dé
phuc vu cho nghién ctru hanh vi khach hang trén website, tr d6 tang kha nang ban

hang ctia Cong ty Truyén thong Thinh Vuong.
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1.2 Co sé ly thuyét vé Marketing True tuyén
1.2.1 Marketing Trwc tuyén

Marketing Truc tuyén (Internet Marketing) hay tiép thi qua mang, tiép thi
true tuyén 13 hoat dong tiép thi cho san pham va dich vu thong qua mang két ndi
toan cau Internet. Cac dit liéu khach hang k¥ thuat sb va cac hé théng quan 1y quan
hé khach hang dién tt (ECRM) ciing két hop véi nhau trong viéc tiép thi
Internet.Sy xuat hién cta Internet da dem lai nhiéu loi ich ma dién hinh cta né 1a
chi phi thap dé truyén tai thong tin va truyén thong dén sé luong 16n doi tuwong tiép
nhan, thong di¢p dugc truyén tai dudi nhiéu hinh thire khac nhau nhu van ban, hinh
anh, Am thanh, phim va trd choi. Bén canh d6 véi ban chat tuong tac ctia Truc tuyén
Marketing, ddi twong nhéan thong diép c6 thé phan hoi tirc khic hay giao tiép truc
tiép voi d6i tuong gui thong diép. Pay 1a hai loi thé 16n cua Truc tuyén Marketing
so voi cac loai hinh khac (Ngudn: wikipedia.org).

Uu diém ciia Truc tuyén Marketing:

Chi phi thdp: Doanh nghiép sir dung e-makerting c6 thé tiét kiém dugc chi phi
ban hang nhu chi phi thué mit bang, giam s6 luong nhan vién ban hang,.. So sanh
v6i cac phuong tién khac nhu in 4n, bao dai,truyén hinh, Truc tuyén Marketing c6
loi thé rat 16n vé chi phi thap.

Tiép can thi trudng 16n: Truc tuyén Marketing con gitip doanh nghiép tiép can
v6i thi trudng rong 16n ciing nhu phat trién ra toan cau.

Nhanh chong: Khi khach hang nhan dugc théng diép tir doanh nghiép co thé
lap tirc phan hoi va trao doi voi doanh nghiép.

D@ dang danh gia va theo ddi: Cac hoat dong Truc tuyén Marketing khi trién
khai c6 thé dé dang theo ddi va danh gia thong qua cac cong cu. Vi du vi Website,
dich vu ‘Web analytic' cho phép theo ddi sé lwong ngudi truy cdp, ndi dung quan
tam tr d6 c6 thé danh gia thong diép truyén di c6 dung véi wéc mudn cua khach
hang khong.

Ting kha ning canh tranh: Véi cac doanh nghiép 16n, vi c¢6 Truc tuyén

Marketing ma chét lugng dich vu luén duogc cai thi¢n dé tang kha nang canh
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tranh, v6i nhitng doanh nghiép nho 1¢ méi hinh thanh phat trién, néu nhu khéng c6
Internet thi cac doanh nghiép nho 1¢ rat khé khan trong viéc canh tranh véi cac
doanh nghiép 16n vi ho bi han ché rat 1én vé: von, thi truong, nhan lyc, khach hang.
Khi ting dung Marketing Truc tuyén, khoang cach nay dugc thu hep, do doanh
nghiép 6 thé cit giam nhiéu chi phi. Khéng nhitng vay, loi thé cta kinh doanh bing
Marketing Truc tuyén s& giup doanh nghiép tao cho minh mot sic thai kinh doanh
riéng khac v6i phuong thic kinh doanh truyén thong. Chinh su khac biét nay tao
nén loi thé canh tranh cho doanh nghiép, dac biét 1a cac doanh nghiép nho 1é.

Nhwoc diém ciia Trwe tuyén Marketing:

Yéu cau vé k¥ thuat cao: Truc tuyén Marketing doi hoi khach hang phai st
dung cac k¥ thuat méi va khong phai tit ca moi dbi twong khach hang co thé sir
dung chung, vi vy cac doanh nghiép mudn thuc hién Truc tuyén Marketing thuong
s€ phai thué nhan vién hoac thué bén thu 3.

Puong truyén: Dbi voi Truc tuyén Marketing thi duong truyén Internet dong
mot vai tro quan trong, néu duong truyén Internet yéu, khong 6n dinh s& gdy anh
hudng rat xau toi hiéu qua cia no.

Han ché vé ddi twong khach hang: Vi Truc tuyén Marketing doi hoi khach
hang cua doanh nghiép phai biét ing sir dung Internet vi vay d6i tuong khach hang
cua doanh nghiép s€ bi han ché téi mot sd dbi tuong nhu: khach hang cac dia
phuong bi han ché phuong tién truyén théng, ddi twong khach hang muc tiéu khong
biét sir dung Internet,...

Khong thé cho khach hang cam nhan chan thuc vé san pham: khic v6i nghanh
truyén thong truyén théng, ban co thé cho khach hang cdm, nim, ngui va tham tri 1a
ném thir san phém thi khi ban st dung Truc tuyén Marketing ban lai khong thé 1am
nhing diéu trén.

Do an toan va tin cdy: Khach hang lo ling khi dwa thong tin ca nhan, thong tin
thanh todn Ién mang xa hoi khong dugc dam bdo an toan. Bén canh d6 nhiing thong

tin ma khach hang nhan duogc vé€ san pham chua dugc ddm bao vé do chinh xac. Vi
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vay c6 doi khi khach hang ban khoan mua hang trén mang, nhirng hinh anh va cam
két ma nha cung cip mang lai khong ding nhu ky vong ctia khach hang.

Chua dap tmg duoc do tin cdy vi khach hang va nha cung cip khong duoc gip
va ndi chuyén tryc tiép vi vy khach hang lo ling vé van dé gian 1an, ltra dao,...

Nhiing tic dong ciia Truc tuyén Marketing véi Xa hi:

Tryc tuyén Marketing phan 16n vao viéc phat trién nén kinh té quéc gia, phuc
vu loi ich cong ddng (thong tin, kién thirc, dich vu) tir d6 nang cao dan tri, phat trién
kinh té, xa hoi.

- Tao ra nhiéu nghanh nghé, viéc lam méi cho xd hoi, gitup giai quyét mot
phan van nan vé ngudn nhan luc. Hién nay c6 rat nhiéu nghanh nghé, dich vu lién
quan té1 Tryc tuyén Marketing nhu: SEO, dich vu SEO, SEM, dich vu SEM, Email
Marketing, Thiét ké website, Vién thong,... bén canh d6 cic nghanh khach ciing
phat trién theo nhu: dich vu chuyén phat nhanh, dich vu giao hang, dich vu gian
hang trung gian,... i cling v6i nd 1a nhitng nghanh nghé dich vu nhu: cham séc
khach hang ciing dugc chu trong.

- Gidm chi phi chung cho xa hoéi: chi phi san xuét, chi phi quan ly, di lai,...

Vi sy hiéu biét ctiia khach hang véi san pham, dich vy va di kém vai né 1a sy
phd bién cua hé théng mang xa hdi ma khach hang duoc tiép can véi hang hoa mot
cach nhanh chong, mang tinh xu hudng, tir 6 kich cau manh hon, nguén cung cap
hang hoa ciing theo d6 ma tang 1én.

Theo nghién ctru cia Commerce.net, 10 can trd 1on nhét ciia Truc tuyén
Marketing tai My theo thu ty la:

I.  Antoan
Su tin twdng va rui ro
Thiéu nhén lyc vé Truc tuyén Marketing
Vian hoa
Thiéu ha tng vé chit ky s6 hod (hoat dong cac to chirc con han ché)

Nhan thirc ctia to chirc vé Truc tuyén Marketing

NS kW

Gian 1an trong Truc tuyén Marketing

14



8. Cac san giao dich chua thyc su than thién véi khach hang
9.  Cac rao can thuong mai qudc té truyén thong
10. Thiéu chuan qudc té vé Truc tuyén Marketing

1.2.1.1 Cdc hinh thirc dién hinh cia Truc tuyén Marketing:

T6i wu trang web trén cong cu tim kiém (Search Engine Optimization —
SEO)SEO: 1a mot tip hop cac phuong phap nhim nang cao thir hang cua mot
website trong cac trang két qua ctia cic cong cu tim kiém (phd bién nhat 13 Google
va cac d6i tac ciia Google). Cac phuong phap d6 bao gom viéc toi uu hoa website
(tac dong ma nguén HTML va ndi dung website) va xdy dung cac lién két dén trang
dé cac cong cu tim kiém chon lya website phii hop nhat phuc vu ngudi tim kiém
trénlnternet ng véi mot tir khoa cu thé dugc ngudi dung tim kiém (Ngudn:

wikipedia.org). Vi du:

GO SIC nghe nhac “

Search
I Web t.] Searching your Dii rary .. Try other search engines

Images

— Nghe nhac hay - Tai nhac hot - Tim nhac vui | Website Nhac Truc ...
mpd.zing.wn/ - Translate this page 4

Mews Trang nhac online gé 1 VN, day di nhét thé loai, album, ca si, bai hat, ca khic, video
clip mv hot hay nhat, nghe nhac chat lweng cao cé 1&i lyric, tai download ...

Mare Mhac Hot Viét - Bang X&p Hang Am Nhac - Nhac Trik Tinh - Mhac Tré

Nghe nhac online Hay, Tai nhac mp3 trirc tuyén Cwrc Nhanh, HOT ...

: nhac vuiwn/! - Translate this page

EOiET jocanon Mhac.vui.vn: Nghe nhac MP3 online HAY NHAT, Tai tim Download NHAC HAY HOT
set CLFC NHANH, Tim NHAC PHIM, NHAC CHE CLFC VUI Cap nhat méi ngay.

Mhac Hot Mht - Mhac Tré - Nhac Trii Tinh - Mhac HOT Thang 5.

Thuyen MNguyen Tran +1'd this

Search near...

The web
Pages from " - ; :
Vigtnam NhacCuaTui.Com — Nghe nhac moi lGc moi noi | MP3 | Nhac Hot
www.nhaccuatui.com/ - Translate this page
Mare search tools Nghe nhac hot, bai hat hay, t3i nhac, download video clip, playlist hot, mp3 céc thé loai

tai MhacCuaTui.Com.
Hinh 1.2 Minh hoa két qua tim kiém ciia khach hang trén cong cu tim kiém
Trén day 1a mot két qua tim kiém thong qua tir khoa nghe nhac, tir khoa nay
khi tim kiém trén Google s& tra vé mot két qua, két qua nay bao gdm danh muc cac

website chtra thong tin lién quan. Nhu ching ta thiy website nhaccuatui.com ¢
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nhiéu lugt nghe va truy cdp hon nhung van ding vi tri phia sau cua website:
nhac.vui.vn, nguyén nhin cia truong hop ndy 13 website: nhac.vui.vn tdi wu cho
Google hon website: nhaccuatui.com.

Marketing théng qua cdng cu tim kiém (hay con goi Search Engine
Marketing)SEM: 1a mét dich vu thuong mai ctia Google cho phép khach hang mua
nhirg quang c4o bang chit hoic hinh anh tai cic két qua tim kiém hodc trén cac
website do cac dbi tic Google cung cap. Nam 2000, Google d3 gidi thiéu SEM, mot
chuong trinh ty phyuc vy nham tao cac chién dich quang céo truc tuyén. Ngiy nay,
giai phap quang cdo ctua Google, bao gdm quang cdo hién thi, quang cdo trén dién
thoai di dong va quang cdo video ciling nhu quang cio vin ban thuan tay ma Google
d3 gi6i thiu hon mot thap ky trude, gitip hang nghin doanh nghiép phat trién va
thanh cong (Nguon: wikipedia.org).

Vi du vé SEM:

=

GO g|e chup anh cwéi

All Images Videos News Mere + Search tools

About 635,000 results (0.43 seconds)

Chup anh cuw@i dep Ha Ni - tuarts.net
[F] tuarts.net/chup+anh+cuci+dep+ha+noi
Phong céch chyp anh Bep - Dgc - La. Thuong hidu Anh cwé&i Hang Bau VN.
Nei cam xiic thdng hoa - Album séng tao 0 giéi han - Cing ban t&i bat el dau
@ 17 Bai C& Viét, Hai Ba Trung, Ha Ngi - 090 968 88 86
Album &nh cwrdi dep nhat Chuyp &nh cwdi Uy Tin
Phong cach Hién dai KM chyp &nh tai Da Nang

Chup anh cuwéi ® dep nhét - cuongparis.vn
) www.cuongparis.vn/Chup+anh+ewéi v 094 219 12 34
Anh vién do cweéi dep, gia binh dan. Cam két tron gdi, tiét kiém 70%

Chup Anh Cuéi {Ré va DBep} - aocuoihathanh.com

Ef) aocuoihathanh.com/+chyp+anh+cwéi+ ¥ 098 218 68 63

{Véi 1trd}: Tang Vest+MP Trang Diém. Tai nha. Chyp dnh cueéi ré va dep HN
Khéng phét sinh chi phi - Dich wy tron géi - Khong chyp ghép déi

@ 187 Hé Ting Mau, CAu Dign, Ha Nai

Chup anh cwéi Dep Ha Ngi - anhvienaocuoi.net

) www.anhvienaocuoi.net/Chyp+anh+cwéi ~ 04 3633 6547

Mi&n Phi Trang Bidm Cw&i Ngoai Tinh Bky Ngay Trong Thang Nay Dé Gite KM
Album Anh Cudi Bep - Tang Veston - May Ao Cuweéi - Dang Ky Nhan Ngay SMS

Hinh 1.3 Hinh minh hoa két qua tim kiém trén cong cu quéng cio Google

16



Diy 13 mot trong nhitng vi du vé SEM, trong trudng hop ndy ngudi dung da
mua vi tri cho tir khoa: “chup dnh cwdi” gdm: tuarts.net, cuongparis.vn;
aocuoihathanh.com; anhvienaocuoi.net. Vi viy trong két qua tra vé cua Google thi
céc vi tri du tién sé& tra vé cho 4 trang web nay lan luot theo timg céi gia ma ho
phai tra cho tung vi tri.

Email Marketing: Email Marketing 1a mot phuong phép tiép thi, quang ba,
chdm soc khach hang thong qua cong cu email, trong moi truong Internet hodc
mang di dong. Nhiém vu chinh ciia emai marketing 1a xay dung méi quan hé voi
khach hang, tao long tin va tdng kha nang nhan dién thuong hiéu cua khach hang.

Vi du:

[QC] Wu dai danh tdng chi thé Vietcombank tai hé théng sigu thj dién may Tran Anh  Hesthrdén x - B
Vietcombank <info@info.vietcombank.com.vn= Hiy dang ky 24 thg 6 (2 ngay trwdc) - -
i 16i [~
bém vio diy
Vietcombank

Kinh giri Quy khdch hang,

Vietcombank xin tran trong glvi téi Quy khach hang chwrong trinh wu dai cé ndi dung nhw sau:

- D6 twong ap dung: Khach hang thanh toan béng thé ghi ny ndi dja do Vietcombank phat hanh.
- Thei gian &p dung: Tir ngay 18/06/2016 dén hét 31/08/2016

| - NGi dung chwong trinh: Tang binh dyng nwéc Lock&Lock che hoa don thanh toan tir 01 tridu dE;ng trir lén;

« Tran Anh Chu Gidy: 1174 Buéng Lang, Cau Gidy, Ha Ngi
« Tran Anh Long Bién: 7 - 9 Nguyén Van Linh, Long Bién, Ha NG
| « Tran Anh Hai Ba Treng: 2 Dai Cb Viét, Hai Ba Trwng, Ha Noi

‘ - Bja diém &p dyung wu dai. Hé théng siéu thj dién may Tran Anh trén dja ban Ha Noi :

Hinh 1.4 Hinh minh hoa hinh thirc Email Marketing

Trén day 1a mot trong nhitng Email quang céo dién hinh ma ban thudng xuyén
nhan dugc (néu ban st dung Email). Tuy nhién nhitng Email nay s& dugc gtri cho
nhing dbi twong phu hop vé do tudi, nghé nghiép, thu nhap,... (nhém khach hang
muc tiéu) tir d6 c6 thé mang lai hiéu qua cao khi Email ndy c6 su twong tac véi
khéch hang.

Mobile Marketing hay SMS Marketing: 13 mot phuong phép tiép can, cham
soc, quang ba khach hang thong qua tin nhian dién thoai. Tuy nhién hinh thic

Mobile Marketing phai dugc str dung véi ding khach hang muc ti€u, vao thoi gian
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va thong diép pht hop néu khong no s& gy phan cam voi ngudi ding, tir 46 giy

N

hi€u ung xau voi san pham, doanh nghi¢p. Vi du:

Hinh 1.5 Hinh minh hoa hinh thirc Mobile Marketing

Trén ddy 1a mot tin nhan dang Mobile Marketing dién hinh, d6i khi nhiing tin
nhin quang c4o ndy s& moi ban truy cip website dé biét thém thong tin chi tiét. Va
tur day khach hang truy cép té1 website cua doanh nghiép.

Ngoai nhitng hinh thirc Truc tuyén Marketing néu trén chung ta co thé thay
mot s6 hinh thoc Tryc tuyén Marketing khac nhu: Viral Marketing, Video
Marketing, PR tryc tuyén,... Nhitng hinh thirc ndy nhim muc dich gi6i thiéu, quang
ba san pham t&i khach hang va muc dich cudi cung 1 khach hang biét t6i va ban
duoc hang. Hién nay Internet di va dang bao phu trén toan thé gi6i, vi viy néu
doanh nghiép bo qua Truc tuyén Marketing ciing 13 ty bo qua mot lwong 16n khach
hang cling nhu thi trudng cta san pham ciing nhu dich vu ciia doanh nghiép minh.
1.3 Khai quat vé Website

Website 13 tip hop nhiéu trang web tai mot dia chi cy thé (tén mién - domain)

trén mang Internet dé ding tai ndi dung thong tin, hinh anh, media, ... va c6 cic
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chtrc ning twong tac cho ngudi stir dung. Ngudi xem c6 thé vao xem website khi &
bat ctr dau chi can két ndi vao mang Internet. Tat ca cac to chirc va ca nhan déu co
thé xdy dung website dé phuc vu cac muc dich cua minh. Dbi v6i doanh nghiép,
website co thé 14 mot Show-room, mot cira hang, hodc la van phong 4o trén mang
Internet, noi trung bay va gi6i thiéu thong tin, hinh anh vé doanh nghiép va san
pham, website ludn ludn hd tro khach hang 24 gid mdi ngay, 7 ngdy mdi tuan.

Uu diém ciia website d6i véi doanh nghiép:

- D& dang va nhanh chong cip nhap thong tin: Trén website doanh nghiép c6
thé cap nhap thudng xuyén nhirng thay d6i ctia doanh nghiép, thong tin vé san pham
nhu gia ca, hinh anh, kich thuéc, trong luong,... cac thong tin khuyén mai, dai 1y,...
Nhiing thong tin nay khi can doanh nghiép c6 thé thay ddi va cap nhap ngay tai thoi
diém d6 mot cach nhanh chéng.

- D& dang thay d6i thong tin trén website: khong nhu nhitng kénh truyén thong
khac, khi doanh nghiép phai thay d6i nhitng thong tin vé san phdm hoic nhiing thay
d6i vé doanh nghiép, chinh sach ban hang, dich vu dé nim bat duoc nhu cau thi
truong va khach hang thi viéc thay ddi nhitng théng tin nay trén website ludn luon
dé dang va tién dung.

- Tiép can nhiéu ddi twong khach hang: Internet hién nay d phd cp trén toan
thé gidi va khi ban tao mot gian hang (website) trén mang nghia 1a ban dang tiép
can toi nhitng ngudi ding nay va ho chinh 1a nhitng ddi twong khach hang ctia ban.

- Tiét kiém chi phi cho doanh nghiép: Khi dua thong tin trén website va dua
td1 duoc khach hang cua ban, nghia 1a ban dang tiét kiém cho minh nhitng khoan
chi phi: chi phi in 4n, chuyén phat, fax, trung bay, thué dia diém,... khong nhiing
vay, trén website, m0t nhan vién tu van c6 thé tra 161 nhiéu khach, tir do tiét kiém
chi phi thué nhén sy ban hang va tiép thi.

- Truyén tai thong tin khong giéi han: Trén website c6 nhitng page khac nhau,
trén nhiing page nay doanh nghiép c6 thé truyén tai khong gisi han luong thong tin
cho khach hang. Vi du trén mot website ban hang dién tir thi doanh nghiép c6 thé
lap page vé: thong tin doanh nghiép, tuyén dung, déanh gia san pham, tin tic
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chung,... Nhitng théng tin ndy doanh nghiép déu c6 thé dua 1én ma khong mat thém
mot khoan phi nao.

- Tu van khach hang tt nhat: Hién nay hau hét cac website déu c6 live chat,
tmg dung nay c6 thé giup doanh nghiép tu van nhitng khach hang dang trén hoat
dong trén website va c6 nhu cdu, thic mic vé san phim. Tir d6 doanh nghiép c6 thé
hiéu khach hang mudn gi, can gi, tir 6 cai thién vé cht lugng cua san pham ciing
nhu dich vu t&i khach hang. Chinh diéu niy ciing tao nén mbi lién hé giita khach
hang v6i doanh nghiép ciing nhu 4n twong cua khach hang vé doanh nghiép.

Véi nhimg uvu diém trén, Website hay Truc tuyén Marketing hién nay da
khong con xa la véi hau hét moi ngudi. Cac doanh nghiép hién nay s dung Truc
tuyén Marketing nhu mot kénh Truyén thong khong thé thiéu giup ho quang ba,
tang do phu thuong hiéu, tiép can khach hang va ban hang, dich vu t6t nhat.

Uu diém ciia website d6i véi khach hang:

- Giao dich nhanh chéng, tiét kiém thoi gian: Nhitng dbi twong khach hangstr
dung Internet ¢6 ty 1& thuoc khdi van phong rat cao. Ho c6 it thoi gian di chon san
pham, vi vay khi c6 nhu cau thi nhimg gian hang trén mang va dit hang Truc tuyén
la mot trong nhitng Iyra chon déu tién va tot nhat cua ho.

- Tiét kiém chi phi: Thay vi mat cac khoan phi nhu: phi di lai, n udng,... thi
viéc ng@)i trudc may tinh, lya chon san phém, dat hang Truc tuyén trén website va
cho nha cung cip dua hang t6i s& tiét kiém dugc cac khoan phi trén. Bén canh do,
khi mua hang trén mang khach hang s€ gidam nguy co bi “h¢" nhu khi mua hang bén
ngoai vi khi mua hang trén mang khach hang dugc lua chon va tham khao gia tu
nhiéu nha cung cap khac nhau. Cung mdt san pham thi gitta cic nha cung cp,
khach hang s& chon cho minh mét nha cung cap c6 muc gia tot nhat.

- Co hoi nhiéu hon: D6 chinh 13 co hoi lya chon céc san phérn thay thé, khach
hang thay vi mdc dinh lga chon mdt san phém ban dau thi ho c6 thé tham khao
nhiéu san pham tir nhiéu nha cung cap vai nhimg Gng dung twong tu. Tir d6 co thé

Irra chon mét san phém tdt hon va mang lai su hai long nhat.
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Tang thém kién thtrc tong quan cho khach hang: Trong qué trinh tim hiéu san
pham, so sanh cac san pham thi vo hinh chung khach hang di cung cip cho minh
mot lugng kién thire vé chirc ning, thong tin cua san pham. ..

Puoc huong loi ich tir cong dong truc tuyén: Nhitng ngudi ban “40” trén
mang san sang gitp nhau khi mot ai d6 c6 nhu cau hd tro, chia sé thong tin, kinh
nghiém mua sam,... Vi du: khi ban g& keyword “c6 nén mua iphone 5s" trén cong

cu search cia Google ban s€ nhan dugc rat nhiéu truy van tra ve:

cd nén mua iphone 5s = B

Titca Video Tin tirc Hinh anh Thém ~  Céc céng cy tim kiém

Khodng 372.000 két qua (0,57 gidy)

1. Bay gi®& cé nén mua iPhone 5s nira khéng? - VnReview - Tw van Di ...
] vnreview.vn » Tu van » Di ddng ~

23 thg 12, 2015 - Tuy nhién, v&i mirc gid hién tai va mat sb didm han ché khéc thi cé nhikng ly do d&

ban khéng nén mua san phdm nay. iPhone 5s da ra doi ...

| {\": | Gt 138K | oL | O LD 6.?3K| B I: 576K | @ Rank: 36K | [ Age: December 17, 2011 | 1 whois | > source| (& Rank: 685K

2.Nén mua iPhone SE hay Iwa chon iPhone 5S dé tiét kiém chi phi?
www.techz.vn/nen-mua-iphone-se-hay-lua-chon-iphone-5s-de-tiet-kiem-chi-phi-ylt4... ~

6 thg 4, 2016 - Véi mic gid ndy, ho c6 thé mua iPhone 55 chinh hang d& yén tdm st dung hon, hodc
lya chon iPhone 6 x4ch tay véi mikc gid gin trong ...

| {:" | Gl 58.1K| aLao | O LD: 42.7K| B I 451K | @ Rank: 8.6K |ﬂAge: June 16, 2012 | 1whois| <[> source | (O Rank: 525K

sohoa.vnexpress.net/tin-tuc/.../co-nen-mua-iphone-5s-luc-nay-khong-3385011.html ~
11 thg 4, 2016 - Minh chwa ding iPhone bao giér, thay 5s giér chi ¢é 3 trigu ddng nén mudn mua trai
nghiém. - Schoa.

]
]
]
] 3.C6 nén mua iPhone 5s IGc nay khdng? - VnExpress S6 Héa
]
]
J

| {} | G 188K | L 180 | &} LD:32BK| 11 I:60.1K|$Rank: 934 | ﬂ.&ge: August 5, 2ODB| 1 whois | <> source | 3 Rank: 2.35K

4.C6 nén mua iPhone 5S thoi diém nay? - Bién thoai - Zing.vn

s i tam . AV R b ® . Ve Sbmi

Hinh 1.6 Hinh minh hoa lgi ich ciia Truc tuyén Marketing
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1.4 Khai quat chung vé hanh vi khach hang
1.4.1 Khdi ni¢m vé hanh vi khéch hing

Nghién ciru va phén tich hanh vi ciia nguoi tiéu dung la m 6t phin khong thé
tach roi trong hoat d ong Marketing cua doanh nghiép. Trén thé gidi dd dwa ra nhiéu
cach hiéu khac nhau vé hanh vi ctia ngudi tiéu dung.

Theo dinh nghia cua Hi ép hoi Marketing Hoa Ky , hanh vi nguoi tiéu dung
chinh 14 su tac dong qua lai gitra cac yéu t6 kich thich cia méi trudng voi nhan thire
va hanh vi ctia con ngudi ma qua su twong tac d6, con ngudi thay dbi cudc sdng cua
ho. N6i theo m 6t cach khac , hanh vi nguoi tiéu dung bao gdm nhiing suy nghi va
cam nhan ma con nguoi c6 dugc va nh tng hanh d ong ma ho thuc hi én trong qua
trinh tiéu dung. C6 rat nhiéu yéu t6 c6 thé tac d 6ng tich cuc hay tiéu cuc dén nhitng
cam nh an, suy nghi cing nhu qua trinh ra quyét dinh ciia khach hang nhu quang
cdo, thong tin vé gia ca hay bao bi san pham.

Theo hai tac gia Kotler va Amstrong (2011) thi hanh vi ng uoi tiéu diung con
dugc hicu 1a nhitng hanh vi cu thé ciam 6t ca nhan hay d on vi khi thuc hi én céc
quyét dinh mua sdm, st dung va xt 1y thai bo san pham hay dich vu.

Téng hop tir y kién cua cac tac gia , co thé di dén két lu an rang Hanh vi ngudi
tiéu dung 1a m ot téng thé nhitng hanh d 6ng dién bién trong sudt qua trinh ké tur khi
nhan biét nhu cau cho dén khi mua va sau khi mua san pham . Hanh vi ngudi tiéu
dung 12 m 6t linh vue nghién ctru dua trén ¢ o so khoa hoc nhu tam ly hoc , x3 hdi
hoc, nhan vin hoc va kinh té hoc. Hanh vi nguoi tiéu ding chu trong viéc phan tich,
nghién clru tam ly ca nhan , nhitng niém tin c6t yéu , nhirng gia tri , phong tuc, tip
quan anh hudéng dén hanh vi cta con nguoi vaticd  6ng anh hudng 1an nhau gitta
céc ca nhan trong qua trinh mua sam . Viéc nghién ctru hanh vi nguoi t iéu dung 14
mot phan quan trong cua nghién ctru thi truong nham hiéu rd bang cach nao va tai
sa0 nguoi tiéu dung mua ho dc khong mua san pham va dich vu cting nhu qua trinh

mua sam cua nguoi tieu dung dién ra nhu thé nao.
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1.4.2 M6 hinh Iy thuyét vé hanh vi khdch hang tric tuyén

Theo Kotler va Amstrong (2011), cac cong ty va cac nha nghién ctru ton nhiéu
cong sirc dé nghién ctiru mbi lién h é gitra cac yéu té moi trudng va phan tng dap lai
ctia nguoi tiéu dung. Theo mo hinh d on gian, cac yéu td anh hudng ctiia moi trudng
tac dong vao “hOp den” y thirc cua nguoi tiéu dung va gay ra nhirng phan ung dap

lai nhét dinh.

Cic yéu tb mbi truromg “Hjp den” ¥ thire ciia nguwdi mua Phén dng dip lai

cia ngwdi mua

Cic tic nhin | Cic tc nhfin Dijc diém cla | Qui trinh quyét dinh Lira chon san phim

Maketing khiéc ngudi mua clia ngurdr mua Lyra chon nhin higu

| Sén phim Kinh té || Vinhéa ' Nhin thirc viin dé | Lua chon nha cung (mg
Gid ca Cong nghé Xi hoi Tim kiém thong tin Lyra chon thii gian mua
Phén phdi Chinh trj Ci tinh Binh gid cic phuomg Lira chon s6 lwgng mua
Xic tién ban | Vin hoa Tém ly dn
hing Quyét dinh mua

Hénh vi sau mua

Hinh 1.7 M6 hinh tong quat vé hanh vi khach hang
(Ngudn: Kotler, P. and Amstrong,G. Principles of Marketing 14™ Edition 2011)

Dua trén mo hinh ké trén, c6 thé thiy nhiém vu quan trong nhat ciia ngudoi lam
Marketing cling nhu doanh nghi ép 1a tim hiéu nhitng gi dang xay ra trong chiéc
“Hop den” y thirc cia nguoi mua khi tipnh  an nhitng yéu t6 tac d  Ong tr moi
truong. “Hop den” y thirc ciia ngudi mua c6 thé chia thanh 2 phan bao gom:

Phan thir nhdt , nhimg d3c tinh cia nguoi mua sé c6 anh hudng ¢ o ban dén
viéc ngudi mua tiép nh an cac nhan t6 kich thich va phan img dap lai voi nhiing tac
nhan d6 nhu thé nao . Nhitng dic tinh d6 bao gdm cac yéu té vé v an hoa, xa hoi, ca
tinh va tam ly.

Phan thit hai, qua trinh quyét dinh mua ctia ng uoi tiéu dung, tir viéc nhan thirc

van dé, tim kiém thong tin , danh gia ca phu ong an, quyét dinh mua va hanh vi sau
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khi mua. Két qua cta vi éc mua sdm s& phu thu dc vao qua trinh trén . Qua trinh truy
cap website va dit cdu hoi tryc tiép trén phan mém chat Online cta website 13 qua
trinh tim kiém thong tin, danh gia tir d6 dua ra quyét dinh sir dung dich vu cia Cong
ty truyén thong Thinh Vuong.

Mot khi giai dap duge nhirng bi m 4t dang dién ra trong “h 6p den”, ciing dong
nghia 1a Marketing dang & thé chu d ong dé dat duoc nhitng phan ing dap lai mong
mudn tr phia khach hang ctia minh . Déi véi mbi san pham/dich vu khac nhau, “hop
den” nguoi tiéu dung lai co nhitng khac bi &t nhat dinh . Trong truong hop tinh
hubng nghién ctru cua tac gia , nghién ctru “hop den” y thirc nguoi mua déi voi san
pham/dich vu ddng nghia véi vi éc tim hiéu vé cach thirc tim hiéu thong tin, nhing
nhan té trén website, ciing nhu nhom ddi tegng anh huéng dan d én quyét dinh st
dung dich vy ciia Cong ty Truyén thong Thinh Vuong.

1.4.3 Nhitng yéu t6 anh hwong téi hanh vi khach hang

Theo phan tich cua Kotler va Amstrong (2011), quyét dinh mua hang, sir dung
dich vu ctia ngudi tiéu dung phu thu 6c rat 16'n vao nhitng d ic diém vé v an hoa, x3
hoi, didc diém ca nhan va tam ly riéng bi  ét. Pay la nhimg d dc diém bén ngoai ma
céc nha Marketing khong thé kiém soat duoc nhung vin cand  4c biét quan tam .
Nhirng dic diém nay da duoc hai tac gia Kotler va Amstrong phan tich rt cu thé va

chi tiét trong cudn sach Principles of Marketing.

Viin hoa -
Xai hji
Ca nhin
Tim ly
Vin hoa -
Céc nhém . Bing co )
Tubi, khoang doi o NGUOI
Gia dinh Nght nghié Nhin thirc MIA
Viin héa dic thu Nghe nghi¢p e
’ Vai trd, dia vi o Kien thirc
Hoén cénh kinh té o y
. Nieém tin & quan diém
Tiéng lop xd hi Ca tinh, ty nhin thirc

Hinh 1.8 M hinh céc yéu t6 znh hwéng t6i hanh vi khach hang
(Nguén: Kotler, P. and Amstrong,G. Principles of Marketing 14" Edition 2011)
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Yéu t6 viin ho4

Vin hoa 1a mot hé théng nhitng gia tri, niém tin, truyén thong va cac chuin
muc hanh vi dugc hinh thanh, phat trién, thira ké qua nhiéu thé hé. Vian hoa duoc
hép thu ngay trong cudc séng gia dinh, sau d6 1a trong truong hoc va trong xa hoi.

Vin hoa 1a nguyén nhan co ban, du tién din dit hanh vi cia con ngudi néi
chung va hanh vi ti€u dung noéi riéng. D6 chinh 1a van hoa ti€éu dung. Cach an mac,
tiéu dung, sy cam nhan gi4 tri ctia hang hoa, su thé hién minh théng qua tiéu dung...
déu chiu su chi phdéi manh mé& cua van héa. Nhitng con ngudi c6 nén vin hoa khac
nhau thi s& c6 hanh vi tiéu dung khac nhau. Vi du, nguoi mién Béc an ubng, str dung
xe ¢0, nha clra, quan 4o khac ngudi mién Nam. Phong cach tiéu ding ctia nguoi chau
Au c6 su khac biét 16n so v6i nguoi chau A. Do véy, dé thanh cong cac nha xuat khau
Viét Nam phai tim hiéu k¥ van hoa tiéu ding ciia cac nudc nhap khau.

Nhanh van hoa 1a mét bo phan cu thanh nho hon ciia mot nén van hoa. Nhom
ton gido 12 mot loai nhanh vin hod. Céc nhénh vin hod khac nhau c¢6 céc 16i song
riéng, hanh vi tiéu dung riéng. Ngudi dao Hoi kiéng khong an thit bo, phu nit ra
duong déu phai bit mang va mic quan 4o kin mit.Nhu vay, cac nhanh vin hoa khac
nhau s€ tao thanh cac phan doan thi truong khac nhau.

Yéu t6 xi hoi

Giai tang x4 hoi 14 nhitng nhém nguoi twong dbi 6n dinh trong xa hoi duoc
xap xép theo thir bac, dang cap, dugc dic trung boi cac quan diém gia tri, loi ich va
hanh vi dao dtrc chung trong mdi giai ting.

Céc doanh nghiép can quan tdm dén hanh vi tiéu ding trong cac giai tang, dic
biét 1a ddi v6i cac hang hoa c6 tinh d& phé trrong nhu quan 4o, giay dép, xe cd, nha
cua, hoat dong vui choi, gia tri... Hiéu r6 hanh vi tiéu dung cua cac giai tﬁng, doanh
nghiép s& c¢6 co s dé thuc hién phwong chim "Ban nhirng thir ma khach hang can".

O Viét Nam chua c6 phan loai chinh thirc xa hoi thanh cac giai tang. Tuy
nhién, trong xa hoi ciing thira nhan mot sd cac tang 16p dan cu khac nhau. Nhiing
ngudi cing chung trong mot giai tang thi thuong c6 hanh vi tiéu dung gidng nhau.

Nhirng ngudi thudc tang 16p thugng luu khong dn & cac quan in binh dan. Ho mua
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sim cac hang ho4 tiéu dung dit tién, & nha cao cira rong, choi tenis, di xe 6 t6 sang
trong... O My, ngudi ta phan loai ra thanh 6 giai tang xa hoi khac nhau can cr vao
nghé nghiép, thu nhép, tai san, hoc van.

Yéu to ca nhan

Tuéi tac va giai doan trong doi song gia dinh: Nhu cau vé cac loai hang hoa,
dich vu cling nhu kha ning mua ctia khach hang gin lién véi tudi tac va giai doan
trong doi séng gia dinh ciia ho (chi tiét xin xem phu luc 1 cudi chuong).

Nghé nghiép c6 anh hwéng I6n dén hanh vi mua cia khach hang. Ngoai cic
hang hoa lién quan truc tiép dén hoat dong nghé nghiép, khach hang voi nghé
nghiép khac nhau ciing tiéu dung khac nhau. Do vay, nha tiép thi cin tim hiéu hanh
vi tiéu dung cua khach hang voi cac nghé nghiép khac nhau nhu: Cong nhan, ndng
dan, cong chtrc, tri thirc, gidi nghé si, nha quan 1y kinh doanh, nha chinh tri...

Tinh trang kinh té la diéu kién tién quyét dé khach hang c6 thé mua dugc hang
hoa, dich vu. Khi ngan sach tiéu dung cang cao thi ty 1& phan b cho tiéu dung cac
hang xa xi cang tang 1én, ty 1 chi tiéu cho cac hang thiét yéu cang giam xudng. Noi
chung, vao thoi ky kinh t& dat nudc phon thinh, ting truéng thi nguoi ta tiéu dung
nhiéu hon va nguoc lai.

Léi song phdc hoa mét cdch ré nét vé chan dung cud mét con ngwoi. Hanh vi
tiéu dung cia con ngudi thé hién rd rét 16i séng cia anh ta. Tt nhién, 16i séng cia
mdi con ngudi bi chi phdi boi cac yéu té chung nhu nhanh vin hoa, nghé nghiép,
nhom xa hoi, tinh trang kinh té va hoan canh gia dinh. Nhung 18i séng ctua mdi
ngudi mang sic thai riéng. Mic du 16i séng 1a mot ddc trung khong duoc lugng hoa,
nhung cac nha tiép thi dung né dé dinh vi san pham. D6 13 "Binh vi san pham théng
qua cdac hinh anh vé khach hang". Céc loai hang hoa dugc dinh vi theo 16i séng 1a
my pham, do ubng, thoi trang, xe hoi, xe may, du lich...Cac nha quan 1y can tim ra
moi lién hé gitra 16i séng va hanh vi tiéu dung cac loai hang hoa dé 1am co s& cho
céc chién lugc Marketing mix. Ho ciing c6 thé dan dat nhu cau tiéu ding ctia xa hoi
bang cic sang tao ra cac san pham khac nhau c6 tinh hop Iy nham vao céc 16i song

khac nhau.
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Céac nha san xuét bia cho ra doi cac loai bia cho cac 16i séng khac nhau nhu:
bia ndng do codn cao voi quang céo: "Bia thuong hang danh cho nam gidi"; bia nhe
voi thong di€p: "Bia cho hai chung t61" hay "Bia cho chang va nang". Con xe may
thi dugc quang cao:" Xe cho nhiing nguo1 va cam giac manh".

Cd tinh la nhitng déc tinh tam 1y néi bdt cia méi ngieoi dan d&én cac hanh vi
mg xr mang tinh 6n dinh va nhit quan ddi véi méi trudng xung quanh. C6 thé néu
ra mot sO cac ca tinh thuong gdp nhu: tinh can than; tinh ty tin; tinh bao thu; tinh
hiéu thang; tinh ning dong...Ca tinh s& anh hudng dén hanh vi tiéu dung ciia khach
hang. Nhimg nguoi can than, nhiing ngudi bao thu thuong khong di tién phong
trong viéc st dung san pham méi. Nguoc lai, 1a nhitng ngudi ning dong, sang tao
san sang chiu mao hiém khi mua san pham méi. C4 tinh ciing 13 mét can cir dé cho
doanh nghiép dinh vi san pham. Nghién ctru c4 tinh khach hang ciing ¢6 ich cho di
ngil tiép thi.

1.4.4 Cdc dang ciia hanh vi ra quyét dinh tiéu ding

Theo Kotler va Amstrong (2011), hanh vi ra quyét dinh mua hang c6 thé chia
ra nhiéu dang khac nhau. C6 mot sb hanh vi mua mang tinh chat don gian gan giéng
nhu thoi quen. Mot s6 khac lai 1a nhitng hanh vi tw ong dbi phirc tap bao gdm vi éc

téng hop va danh gia thong tin ki cang.

{rc 40 tham gia Mirc d§ tham gia cao Mirc 46 tham gia thip
Nhin hiéu
Cac nhin hiéu khac | Hanh vi mua Hanh vi mua
nhau nhicu phire tap nhiéu lya chon
Cac nhin hiéu khac | Hanh vi mua Hanh wvi mua theo
nhau it thoa hii.':p thoa quen

Hinh 1.9 M hinh bon dang hanh vi mua hang
(Nguén: Kotler, P. and Amstrong,G. Principles of Marketing 14" Edition 2011)
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Hanh vi mua phirc tap : Nguoi tieu dung thuc hi én hanh vi mua phue tap khi
¢6 nhiéu ngudi cling tham du vao tién trinh ra quyét dinh mua vaho nh ~ an thic rd
rang su khac bi ét gitra cac nhan hi éu. Hanh vi mua thud ng xay ra khi san pham
duogc can nhéc mua la san phdm dét tién, nhiéu rui ro trong tiéu dung va co gia trj tu
thé hién cao cho nguoi st dung.

Hanh vi mua théa hi ép: Hanh vi mua ndy xay ra di voi nhitng san pham dat
tién, nhiéu rui ro va mua khong thuong xuyén, nhung lai khong c6 sy khac biét gitra
cac nhan hi éu trén thi trrong . Trong treong hop nay , do tinh di bi ét gitra cac nhan
hiéu khong qua cao , ngudi mua co thé dua ra quyét dinh muam ot cach twong ddi
nhanh chong, su lya chon cua ho luc nay doi luc duge quyét dinh dom ot mire gia
pht hop, cac dich vu hd tro , cac chuong trinh khuyén mai , hoic tinh tién loi trong
qua trinh mua.

Hanh vi mua theo théi quen - Hanh vi mua nay xay ra khi san phdm duoc can
nhic mua la nhitng san pham c6 gia tri thip tiéu dung hang ngay va su khac biét giita
cac nhin hiéu bay ban trén thi truong 1a rat thip. Khi ¢ nhu ciu nguoi tiéu dung chi
viéc ra cra hang va chon mot nhan hiéu. Néu nhu viée lwa chon nay lap di lap lai voi
mot nhan hiéu thi thuong la do thoi quen hon la sy trung thanh vi trong qua trinh ti€u
dung ho kho nhan thay tinh uu viét hay sy khac biét giita cac nhan hiéu.

Hanh vi mua nhiéu lya chon: Hanh vi mua nay khi khach hang mua nhiing san
pham dich vu c6 gia tri thip, hang ngay nhitng nhan hiéu c6 nhiéu sy khac biét. Dbi
v6i nhitngg loai san phim nay , su chuyén dich n hin hiéu trong tiéu dung la rat 16n .
Nguoi tiéu dung ¢ thé quyét dinh lya chon nhan hi éu nay vao mot thoi diém cu thé
nhung vao m 6t thoi diém khac dudi sy tac & ong cua cac tac nhan Marketing ho s&
chuyén qua mua nhan h iéu khac. Sy chuyén dich nay la do khong théa man trong
tiéu dung ma do muc dich mudn thay déi thir m 6t nhan hiéu san pham méi.

1.4.5 Quy trinh ra quyét dinh ciia khdch hang

Qua trinh ra quyét dinh mua hang da duoc Kotler va Amst  rong (2011) khai
quat hoa trong mé hinh bao gdm n dm budc cu thé. Tuy nhién, trong mot sb trojong
hop cu thé, nguoi tiéu dung c6 thé thyc hi én day du ca n dm budc hodc bo qua m ot

hodc hai budc.
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Nhiin biét Tim kiém Diénh gid Quyét Hanh vi

: dinh rmu
nhu ciu thing tin céc phrong dn nh mua sau khi mua

Hinh 1.10 Qua trinh ra quyét dinh mua
(Ngudn: Kotler, P. and Amstrong,G. Principles of Marketing 14™ Edition 2011)

Nhdn biét nhu cau : Bude khoi dau cua tién trinh mua la sy nh an biét vé m 6t
nhu cdu mudn duoc thoa man cua ngudi tiéu dung . Nhu cau dugc phat sinh bo i
nhiéu yéu t6 kich thich ca bén trong 1an bén ngoai . O giai doan nay , nhiém vu cua
cac nha Marketing 13 x4c dinh xem c6 nhirng loai nhu cau ndo dwgc phat sinh  ? Cai
gi tao ra chiing va ngudi mua mudn thoa min chung bang  nhitng san pham cuy thé
nao? Mot nhu cdu méi nay sinh can co nhirng san pham méi dé dap tng.

Tim kiém théong tin : Khi sy théi thiic nhu cdu du manh c4 nhan c6 thé tim
kiém thong tin thoa man nhu cau va wéc mudn cia minh . Khi tim kiém thong tin
ngudi tiéu dung co thé st dung nhitng ngudn ¢ o ban sau: Ngudn thong tin c4 nhan
(gia dinh, ban bé, hang x6m); Ngudn thong tin thu ong mai (quang cdo, nguoi ban
hang, hoi cho, trién 13m, bao bi, nhin hiéu); Ngudn thong tin dai chiung (4n phdm c6
lién quan dén hang hoé , du luan); Ngudn thong tin kinh nghi ém (tryc tiép xem xét
dung thtr). Mtrc 6 anh hudng ctia nhitng ngudn thong tin néi trén thay doi tuy theo
loai san pham va dic tinh cua khach hang.

Danh gid lwa chon:Khi da c6 “bo suu tip nhan hiéu”, nguoi tiéu dung sé& trién
khai budc tiép theo 1a danh gia cac phu ong an c6 kha n ang thay thé cho nhau dé di
dén lya chon nhén hi éu quyét dinh mua. Van dé quan trong nhat ma nha Marketing
can phai kiém soat duoc trong giai doan nay la quan diém va thai & ¢ cua ngudi tiéu
dung, hay n6i cu thé h on 1a cac tiéu chuan vé niém tin ctia ho trong vi  éc danh gia
cac nhan hiéu c6 kha nang canh tranh véi nhau.

Quyét dinh mua :Két thic giai doan danh gia cac phu ong an, nguoi tiéu dung
d3 c6 mot bo nhin hiéu lya chon duoc sip xép theo thir ty. Y dinh mua thudng danh
cho nhirng san pham c6 thir hang cao nhat. Song dé di dén quyét dinh mua nguoi

tiéu dung con chiu sy chi phoi ctia nhiéu yéu t6 kim him . Dé thiic day qua trinh dan
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dén quyét dinh mua hang ctia ngudi tiéu dung , cic nha marketing cin diy manh cac
hoat dong xiic tién ban nhu : phiéu mua hang, giam gia, qua tang, quang cdo, trinh
bay hang hoéa, dich vu sau ban hang.

Danh gia sau khi mua :Sau khi mua , nguoi tiéu dung c6 thé hai long ho ic
khong hai long vé san pham . Khach hang chi hai 1ong khi tinh n ing va cong dung
clia san pham dap tmg mot cach tot nhat sy cho doi cia ho, tir d6 s& dan dén hanh vi
mua lap lai va ho sé gidi thiéu cho nguoi khac biét vé san pham d6. Nhitng danh gia
ctia khach hang sau khi mua duoc coi 1a nhitng thanh cong hay chua thanh cong vé
cac nd luc Marketing ctia cong ty . Néu khach hang c6 thai d 6 thién chi dbi véi nhan
hiéu cua cong ty thi d6 chinh lac o hdi gia tang thi truong va duy tri long trung
thanh cta khach hang . Nguoc lai voi thai @ 6 thiéu thién chi cua khach hang nha
marketing can phai tim cach khic phuc dé c¢6 thé giam bot mirc d 6 khong hai long
cua ho.

Trong ludn van nghién ctru cua tac gia, khi khach hag truy cap website cua
mot don vi/doanh nghiép cung cép va ban dich vu/hang hod 1a ho dang thuc hién 2
bude 1a tim kiém thong tin va danh gia lya chon trong quy trinh ra quyét dinh hanh
vi. Vi vay, khi thiét ké va trinh bay giao dién website can cha y téi nhu cau khach
hang, tir d6 dua khach hang téi quyét dinh str dung dich vy, mua san phém cua mot
cong ty. Ma trong luan vin, truong hop dién hinh 12 Cong ty Truyén théng Thinh
Vuong.
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CHUONG 2
PHUONG PHAP PHAN TiCH VA XU LY SO LIEU
2.1 Phwrong phip tiép cin

Trong chuong 1, tic gia trinh bay 1y luan vé Marketing Tryc tuyén, Website
va hanh vi khach hang. Chuong 2 tac gia s& dé xuit md hinh nghién ctru phu hop
v6i muc dich nghién ctru nghién ctru ban dau va trinh bay phwong phap dé nghién
ctru mo hinh d6 bao gom:

Téc gia tién hanh thu th 4p dit li éu so cap va thit cAp phuc vu cho qua trinh
nghién ctru, phan tich va dua ra kién nghi dé phat trién va nang cao hi  éu qua cua
website trong hoat dong Marketing Truc tuyén ctia Cong ty Cong ty Truyén thong
Thinh Vuong.

Céc dit liéu thtr cap thu thap duoc bao gom thong tin vé luong ngudi ding
truy cap website va luong khach hang sir dung dich vu ciia Cong ty Cong ty Truyén
thong Thinh Vugng hang ngay, hang thang.

Céc dir liéu so cip dinh tinh va dinh lwong duoc st dung dé phan tich vé hanh
vi mua cta ngu i tiéu dung cling nhu phan tich cac yéu t6 anh hudng dén quyét
dinh mua hang ctia nguoi tiéu dung ddi voi hanh vi mua hang qua Truc tuyén
Marketing dugc thuc hién thong qua bang diéu tra. Téac gia xdy dung h é théng cac
tiéu chi va thiét ké bang cau hoi dé thu th ap dir liéu truc tiép tir ngudi tiéu dung t
d6 tong hop va phan tich dir liéu.

Nbi dung va thyc té nghién ctru cta lan vin duoc thuc hién qua ba giai doan bao
gom: (1) Nghién ciru s bg; (2) Nghién cieu thir nghem; (3) Nghién ciru chinh thirc

Giai doan 1: Nghién ctru s 0 bd dugc thyc hién thong qua phu ong phap dinh
tinh nhim muc tiéu kham pha , diéu chinh, b6 sung cac bién quan sat dé do luong
cac khai ni ém, ndi dung nghién ctru . Nghién ctru dya trén ¢ o s& tim hiéu, danh gia
va tong hop két qua ctia nhitng nghién ciru di truée , xay dung khung nghién ciru 1y
thuyét cho luan van. Tiép thu y kién, déng gop cia cac giao su, tién si trong cac hoi

dong cham lu 4n van, thuc hién cac cu 6c phong van chuyén sau dé xac dinh , diéu
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chinh, gi6i han pham vi nghién ctru ciing nhu kiém dinh , didu chinh, b sung cac
bién quan sat dung dé do luong hanh vi va cac nhan té duoc khao sat.

Giai doan 2: Nghién ctru thir nghiém duogc thyc hién thong qua bang hoéi, muc
dich nham thir nghiém ndi dung bang hoi, dé danh gia lai bang hoi va xem phén tng
ctia dap vién vé nhitng noi dung di dua ra trong bang hoi:

- Nguoi tra 101 c6 hiéu cau hoi hay khong?

- Ho ¢6 thong tin dé tra 161 hay khong?

- Ho cung cap thém thong tin gi cho chung ta trong viéc hoan thién bang hoi?

- Bang hoi c6 qua dai gay ra sy nham chan cho dép vién hay khong ?

Giai doan nay giup hi éu chinh bang hoi cho phu hop v6i nghién clru dat dugc
hiéu qua cao hon va giam thiéu nhirng sai 1am trong qua trinh diéu tra.

Giai doan 3: Nghién ctru chinh thitc : Dbi voi hoat d 6ng diéu tra hanh vi
nguoi tieu dung , nghién ctru st dung phu ong phap nghién ciru dinh luwgng thong
qua bang cau hoi v&i quy m6 mau 1a hon 100 phan tir mau b ang cach giri bang hoi
cho nguoi duoc khao sat qua Email nham thu thap dir liéu so cap cho dé tai. Tac gia
thu thap dit liéu va phan tich dir liéu bang phuong phéap thong ké mo ta.

Giai doan 4: Trinh bay va bdo céo két qua nghién ciru.

Céc budc nghién ctru cu thé duoc xay dung dua trén nén tang co so ly thuyét vé
Hanh vi ngudi tiéu ding va cac nghién ctru trude day vé dé tai Hanh vi nguoi tiéu
dung. Tir muc dich, pham vi nghién ctru, phuong phap tiép can di dé ra cling nhu ndi

dung nghién ctru trong tam cua Ludn van, tc gia nghién ciru theo m6 hinh sau
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Téng quan cac cong
trinh nghién curu

Co sd Iy luén vé
Marketing Online,
website, hanh vi
ngudi tiéu dung

Thyc trang vé hanh

- Téng hop két qua
- Phén tich két qua

Panh gia hoat ddéng
Marketing Online tai
cong ty:

- Co hdi, rii ro

- Xac dinh nguyén nhan

vi ngudi tiéu dang
trén Marketing
Online

F === -

Dé xuat giai phap néng
cao hiéu qua Marketing
Online tai céng ty.

- Khao sat thuc té

- Phét phiéu khao
sat

- Phdng véan chuyén
sdau

Hinh 2.1 M0 hinh nghién ciru hanh vi khach hang trén Website
2.2 Phuwong phap nghién ciru

2.2.1 Phwong phap thu thdp dir liéu

Thong tin dit liéu duoc thu thap thong qua viée diéu tra khao sat dya trén bang
cau hoi di dugc thiét ké sin giri cho khach hang da ghé tham website vamuas  an
pham cta Cong ty thong qua cong cu Gmail.

Cong cu thu thap thong tin

Phuong phap thu thap dit liéu thir cip: Bao gdm cac loai tap chi va bao céo
khoa hoc trong nganh, ngoai nganh, tac pham khoa hoc, thong tin dai chung dugc
suu tAm qua mang Internet, trong cac truong hoc, cac hi¢u sach,...

Phuong phap thu thap dit liéu so cip:

Cong cu thu thap thong tin chinh 1a bang cau hoi ding dé thim do lay y kién

cua doi tugng nghién ctru, trong do:
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Dang cau héi l1a cAu tric dong véi cac loai cau hoi va cau tra 1oi da liét ké san
va nguoi tra 101 chi viéc chon, bao gém: cau hoi lya chon hai tra 101, chon mot, voi
cau hoi nhiéu tra 161, mot lva chon: danh gia theo thang diém cho trude.

Noi dung cau héi bao gém hai phan chinh:

Phin 1: Thiét ké dé thu thip nhirng thong tin lién quan dén cac nhan té anh
huong téi hanh vi khach hang khi ghé thim website cia Cong ty Truyén thong
Thinh Vuong, tir d6 tdc dong 1€n hanh vi mua hang ctia khach hang.

Phin 2: Thiét ké thang do dé thu thap thong tin mo ta ddi twong, tham gia tra
10 va sang loc d6i tuong.

2.2.2 Cdc giai doan thiét ké bing cau héi

Bang cau hoi dugc thiét ké va kiém nghiém qua mot sé giai doan nham dam
bao thu thap nhiing thong tin can thiét phuc vu cho qua trinh phan tich dit liéu:

Giai doan 1: Xay dung bang cau hoi tho dua trén nén tang cic thong tin can
thu thap trong mo hinh nghién ctru 1y thuyét va cac nghién ctru c6 lién quan.

Giai doan 2: Panh gia noi dung bang cau hoi bang cach kiém tra mirc do hiéu
cac cau hoi, viéc danh gid dugc thuc hién béng cach gt tryc tiép bang cau hoéi cho
cac ddi twong thudng xuyén tra ciru, mua hang va st dung dich vy thong qua cong
cu Marketing Truc tuyén dé déanh gia muac do hiéu va tra 1i cac cau hoi.

Giai doan 3: Hiéu chinh ndi dung ciia bang ciu hoi va hoan tat bang cau hoi
khao sat, sau d6 duoc giri truc tiép va truc tuyén qua Email t6i ddi twong ma tac gia
dang nghién ctru lién quan t6i hanh vi khach hang, nhimg yéu t6 tac dong cua
website va Marketing Tryc tuyén téi hanh vi mua hang ciia khach hang.

2.2.3 Phwong phdp xir Iy sé ligu

Cic chi tiéu dé ra ciia nghién ctu:

- Nghién ctru duoc mé hinh ra quyét dinh co ban cta khach hang khi st dung
dich vu ctia Cong ty Truyén thong Thinh Vugng

- Nghién ctru va chi ra dugc nhitng yéu té anh huéng dén quyét dinh mua

hang nhu thé no.
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- Xay dung hé thdng nhirng giai phap cu thé nhim nang cao hiéu qua cua hoat
dong Marketing tai Cong ty Truyén thong Thinh Vuong.

Phwong phap xir Iy s6 ligu:

- Trong phén khao sat bé’mg bang cau hoi, tdc gia thu thap dir liéu, chon loc
thong tin dé danh gia, nhan xét vé thue trang hanh vi khach hang ddi véi dich vu
ctia Cong ty, tir d6 dua ra nhitng nhan dinh tir két qua thu duoc.

- Théng ké mo ta: St dung dé mo ta nhiing dac tinh co ban cua dir licu thu
thap dugc. Tac gia st dung bang tan suat dé sip xép dit lidu thu dugc trong phan
khao sat bang bang hoi. Nhitng dir liéu thu thap duoc sip xép theo gid tri s6, vdi cac
Ot s6 thé hién tan sb, phﬁn tram va phﬁm tram hop I¢.

Bang 2.1: Thong tin vé cudc khio sat

Poi twong khio sat S6 S6 phiéu | SO phiéu | So6 phiéu
tt phiéu thuvé | khonghop | hoplé
phat ra 1€
Khao sat dai tra 115 85 30 85
Phong van chuyén 10 5 5 5
sau
Tong 125 90 0 90

Nguon: Theo nghién ciru cia tdc gia

2.2.4 Két qua nghién ciru
Sau khi str dung cac phu'  ong phap phan tich trén dé xac dinh miccd ¢ anh
huong cia timg y éu t6 trén website anh hudng t6i hanh vi cia khach hang & 6i véi
san pham ciia Cong ty Truyén thong Thinh Vuong. Hinh thanh nén cac yéu td ciu
thanh nén website, tir d0 tng dung vao mé hinh website cua cong ty , dua cac giai

phap va kién nghi cu thé va diéu chinh.
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CHUONG 3
THU'C TRANG HANH VI CUA KHACH HANG KHI TRUY CAP WEBSITE
TRONG TRUONG HQP CONG TY TRUYEN THONG THINH VUQNG
3.1 Gi6i thiéu tong quan vé Céng ty Truyén théng Thinh Vwong va dich vu
cong ty dang cung cip
3.1.1 Gidi thi¢u va so lwgc qud trinh phdt trién ciia Cong ty Truyén thong Thinh
Vwong

Cong ty Truyén thong Thinh Vuong ra doi tir ddu nam 2009, tién than 13 mot
website chia sé kién thirc vé Google AdWords va SEO mién phi cho nhiing ai quan
tam va yéu thich linh vyc nay.

Qua thyc té trao ddi va chia sé nhitng ngudi thanh 1ap vao thoi gian d6 da
nhan ra xu huéng ngay cang c6 nhiéu ngudi quan tdm tim hiéu téi cac cong cu tim
kiém ctia Google. Hon thé nita khong phai ai ciing c6 thoi gian du dé nam bat duoc
cach thirc hoat dong cua cac cong cy nay.Nhan ra co hoi, nam bt duoc nhu cau do
cudi ndm 2009 chinh thirc ra doi Cong ty Truyén thong Thinh Vuong chuyén trién
khai kinh doanh dich vu SEO va AdWords. Bang cach cung cip cac dich vu tu van
mién phi, quan 1y tinh phi. Chu trong nang cao chat lugng dich vu, cach thirc tu van
nhiét tinh. Ton trong nguod1 tim hiéu, thuc hién chinh xéac nhirng cam két véi khach
hang. Cong ty Truyén thong Thinh Vuong da nhanh chong tao dung duoc niém tin
v6i dong nghiép va khach hang.

Cung nhitng nd lyc khong ngimg dén nam 2010 Website http://seongon.com/
da 1a mot cai tén quen thudc khi nhac t&i don vi cung cap dich vu uy tin trong gidi
AdWords. Trén khap cac dién dan, forum vé SEO va AdWords cai tén SEONgon da
noi tiéng vé viéc chia sé cong khai cac thu thuat chuyén sau, cach khic phuc su cd
kho khi chay quang cdo AdWords.

- Nam 2011 chuyén gia ciia Cong ty Truyén thong Thinh Vuong, GD.Mai
Xuan Pat da xuat sic dat duge ching nhan 13 chuyén gia trong linh vuc quang céo

AdWords. Puoc Google chinh thirc cip ching chi va cong nhin 1a Chuyén gia.
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- Thang 5/2012 Céng ty Truyén thong Thinh Vuong chinh thirc tré thanh
Partner thtr 10 tai Viét Nam. Pay la mot budc ngodt vo cung 1on ddi voi Cong ty
Truyén thong Thinh Vuong khiang dinh chic nich vé kha ning chuyén siu vé k§y
thuat (dat ching chi chuyén gia), vé su tin tuong cua khach hang (dat chi tiéu vé
doanh sb), mang lai hiéu qua cho khach hang (dat yéu cau vé sy tdi wu va 6n dinh
cac chién dich quang céo).

Ciing trong nim 2012, Cong ty Truyén thong Thinh Vuong lién tuc dat phan
thuong cta Google cho viéc duy tri sy on dinh cua chién dich quang céo va phat
trién thi trudng.

Thang 01/2013, Cong ty Truyén thong Thinh Vuong ciing bat dau cho qua
trinh truyén thong chinh thtrc, tr¢ thanh déng tai tro Pai Ho1 SEO 2013 cling chinh
thire 1am viéc tai dia chi 226 Hao Nam cung véi 5 nguoi dau tién.

Thang 03/2013, Cong ty Truyén thong Thinh Vuong khoi dong chudi su kién
“Chudi Free Event AdWords Training phdi hop cing Vinalink”, danh ddu chinh
thirc viéc Cong ty Truyén thong Thinh Vuong bat dau tham gia nganh dao tao va
trude do6 di co 1 sb khoa dao tao chuyén sau duoc thuc hién trén thi truong.

Ciing trong nam 2013, Cong ty Truyén théng Thinh Vuong to chiic mot loat
cac sy kién, hop tac voi nhiéu khach hang 16n, mé 16p dao tao Adwords tap trung
vo1 muc tiéu educate cho mot thi truong dang thiéu cau, t6 chic thanh cong Love
Event va Supper Event chii ¢ Adwords, 1én ké hoach cho cac chuong trinh hop tac
cung Vinalink, Bizweb, Truyén Thong Triang Pen, Mwork, trd thanh Agency dau
tién tiép tuc dat chimg nhan Google Partner trong dot xét duyét lai ciia Google 1a
tién dé cho sy phat trién sau nay.

Tir nam 2014 téi nay Cong ty Truyén théng Thinh Vurong hoat dong chi yéu
trong linh vuc Google, bao gém bao tao AdWords, Quan tri tai khoan AdWords va
SEO tong thé, mang téi dich vu tdi wu gitip Doanh nghiép vira va nho tiét kiém chi
phi, ndng cao hi¢u qua khi str dung Google.

Tinh tir thoi diém thanh 14p cho tdi nay, Cong ty Truyén thong Thinh Vuong
d3 cung cap dich vu t6i hon 1200 doanh nghiép v&i nhiéu nghanh nghé khac nhau.
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Tb chuc gﬁn 50 khoa hoc v61 hon 800 hoc vién tai Ha N6i va TP.HCM (tinh téi
thang 12.2015), 12 khoa hoc inhouse tai doanh nghiép, thuc hién trén 12 du &n SEO
tong thé voi hon 5000 tir khoa 1én TOP 10 cua Google.

3.1.2. Dich vu truyén théng tai cong ty truyén thong thinh viwong

Hién nay Céng ty Truyén thong Thinh Vuong duoc biét téi véi tén thuong
hiéu 1a SEONgon, dua téi cho khach hang 3 dich vu chinh:

- SEO (Search Engine Optimization) tong thé: La dich vu SEO dua trén nén
tang phat trién noi dung chat luong, hudng téi nguoi ding két hop voi viée t6i uu
website theo chuan nham nang cao trai nghiém ngudi ding trén website va gitp
Google doc dugc ndi dung chinh xac nhét. Bén canh do, trong qua trinh thuc hién
con tao ra cac tuong taic MXH thuong xuyén (like, share, comment) tr 46 nang cao
uy tin cta website d6i voi Google cling nhu nguoi dung. Két qua cua viéc SEO tong
thé 1a viéc thu hang ctua hau hét cac tir khoa muc tiéu ma cac bai viét chi tiét nham
t6i dong thoi tang truy cap déu din cho Website. Khi sir dung dich vu SEO tong thé
clia Cong ty truyén thong Thinh Vuong khach hang s& nhan duoc:

-S4 lugng tir khod vao TOP dau cua Google 16n, mang lai hi¢u qua tr viéc
tang truong lugng truy cap cho website.

- K¥ thuat SEO chinh théng dwa trén nén tang cua Google, khong lo ling
website bi Goole phat, duy tri thir hang tir khod trong thoi gian dai.

- Cai thién lugng khach hang truy cép vao website, tir do tang kha nang ban
hang, cung cap dich vu ctia doanh nghiép toi khach hang ctia minh.

- Dich vu quing cao Google AdWords: La hinh thuc quang cdo ma khach
hang ctia SEONgon tra tién dé dugc hién thi trén TOP dau trong két qua tim kiém
cua Google hoac hién thi trén céc mang ludi website ddi tac cua Google
(dantri.com.vn; 24h.com.vn; youtube.com;...). Khich hang chi phai tra chi phi khi
nguoi dung (d6i tugng khach hang myc tiéu ctua doanh nghiép) ghé tham website
cua ban thong qua viéc click vao quang cdo. Loi ich cta khach hang khi st dung
dich vu Quang cdo Google AdWords ctia Cong ty Truyén thong Thinh Vuong:

- Bugc tu van giai phap toi wu hi€u qua quang cao
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- K§ thuat vién giau kinh nghiém thuc thi k§ thuit quang céo, tién hanh cai dat
t6i wu va theo ddi quang céo hang ngay, hang gio.

- T6i wu chi phi cho quang céo khach hang phai bo ra tdi uu nhat.

- Pao tao quang cao Google AdWords: La khoa dao tao hoc vién ky thuat
cai dit, theo ddi va tdi wu quang cdo Google AdWords. Khi t6i voi khoa hoc, hoc
vién duoc:

- Hé théng 1y thuyét chinh thdng tir Google

- Giang vién giau kinh nghiém dang truc tiép trién khai hiéu qua céc chién
dich quang céo cua Google

- Tiép nhan nhiing k¥ thuat chuyén sau, c6 kha ning trién khai cac chién dich
kho ngay trong qua trinh hoc

- H tro cac kién thirc quang cao va Marketing thuc té trong viéc trién khai du 4n.
3.1.3. Hoat dong qudng bd ciia Cong ty Truyén thong Thinh Vwong

Theo danh gid cua Google, trong cac ddi tac chién luogc cua Google tai Viét
Nam hién nay, dich vu truyén thong ctia Coéng ty Truyén thong Thinh Vuong cung
cép dat chat luong, hi€u qua ding tht 2 sau CleverAds va dugc dong dao khach
hang tin cay va sir dung dich vu. Piéu d6 cho thay hiéu qua va chién lugc ding din
trong hoat dong Marketing ctia Cong ty Truyén thong Thinh Vuong so voi cac ddi
thu trong nghanh.

Pé dat duoc nhimng hiéu qua do, tir khi thanh 1ap Cong ty Truyén thong Thinh
Vuong da xay dung thuong hiéu cia Cong ty thong qua xay dung thuong hiu cé
nhan cta Giam dbc, Th.s Mai Xuéan Dat thong qua cac khoa dao tao, su kién tir nhd
t6i 16n vé Marketing, Google,.. .

Mot sb su kién tiéu biéu nam 2016 c6 su tham gia cua GD.Mai Xuéan Pat:
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Stt

Ngay to
chire

Tén sy kién

Noi dung

28.01.2016

[GOOGLE Event]
Growth Hacking -
Phuong thirc
Marketing tao nén
triéu nguoi dung

La su kién dau tién tai Ha Noi nam trong
khuén khd chudi sy kién Global Training
Growth Hacking duoc to chitc boi Google
Business Group trén toan thé gi6i trong niam
2016. Pay la co hoi danh cho céc cong ty co
quy moé vura va nhd, cac startup hay cac
developer,... hoc hoi kién thuc, kinh nghiém vé
Growth Hacking tr Google cling nhu cac
CEO, Founder da thanh cong vo6i hang triéu
ngudi ding nham ting sé luong ngudi ding
san pham mot cach toi wu véi nguodn luc va
kinh phi nho.

02.04.2016

Pai héi ban hang
Tryc tuyén nam
2016- Noi hoi ngd
nhitng nhan tai kiét
xudt lang Digital
Marketing

Pai héi ban hang Truc tuyén chinh 1a co hoi
ngan vang dé tim hiéu — hoc héi nhiing kién
thirc vé kinh doanh truc tuyén, ciing nhu gip
gd - giao luu v6i nhitng dién gia uy tin dén tir
cac t chirc 1on vé Truc tuyén — Marketing tai
Viét Nam.

15.06.2016

Chudi Workshop xay
dung co nghi¢p kinh
doanh Truc
thanh cong vuot troi

tuyén

Chuong trinh Chudi Workshop c6 quy md 16n
nhat 1an dau tién tai TP HCM, véi sy gop mit
ctia nhiéu Chuyén gia va cac doanh nghiép hd
trg kinh doanh Truc tuyén. Chuong trinh duoc
t6 chirc nham xay dung mot Cong dong hd tro
Kinh Doanh va Khoi nghiép Truc tuyén, giup
dd nguoi Viét Nam kinh doanh hiéu qua va
vuot troi bang tit ca nhimg nd luc dya trén nén
tang Kinh doanh Tryc tuyén tién tién nhat va
hiéu qua nhét.

09.10.2016

[Talkshow] Dién dan
khoi  nghi¢p Truc
tuyén nam 2016- Xay
dung co nghiép Truc
tuyén thanh cong
vuot troi.

Gip g& va trao doi voi cac chuyén gia trong
linh vuc xdy dung thuong hi¢u thanh cong
bang Marketing Truc tuyén, tir d6 cac khach
moi tham gia ¢ thé ap dung cac phuong thirc
cling nhu cong cu Marketing Truc tuyén cu thé

cho doanh nghiép minh.

(Nguon: Google.com.vn)
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3.2. Két qua phan tich hanh vi khach hang trén website

Trong thot gian tir thang 5.2016 t61 thang 10. 2016, 110 bang céu hoi dugc
phat ra cho khach hang da sir dung dich vy, tham gia 16p hoc ciia Cong ty Truyén
thong Thinh Vuong theo nhiéu phuong phap khac nhau: khao sat truc tiép trén 16p
hoc, gtri thong qua mail, thuc hién bang héi dugc thuc hién trén Internet. Két thuc
diéu tra, da thu dugc 85 bang hoi hop 16.

3.2.1 Pdc diém nhan khdu hoc ciia méu khdo sdt

Céu triic cia mau diéu tra dugc chia va thong ké theo cac tiéu chi nhu: gidi
tinh, d6 tudi, nghé nghiép, trinh d6 hoc van va thu nhap ca nhan (phu luc 01).

- Pdc diém mau theo gidi tinh: Trong sd 85 phiéu tra 10i hoan chinh c6 81,2%
nguoi trd 101 1a nam, tuong duong 69 nguotl va 18,8% nguoi tra 101 1a nir, twong
duong 16 nguoi. Két qua nay nam trong du doan cua tac gia vi trong linh vuc quang
cdo noi chung va k¥ thuat AdWords ndi riéng thi ty 1€ gidi tinh nam lam viéc trong
linh vuc nay chiém trén 80% so voi nit gidi.

- Bdc diém madu theo trinh dg hoc van:Trong sb 85 phiéu hop 18, ty 18 nguoi
¢6 trinh d6 dai hoc chiém cao nhit62,3%, tuong duong 53 ngudi, trinh do trung hoc
phé thong 14 20 ngudi, chiém ty 18 23,5%, con lai 13,9% twong duong 12 ngudi c6
trinh do sau dai hoc.

- Pdc diém mau theo dg tuéi:Trong 85 ngudi tra phiéu hop 1& c6 do tudi chiém
ty 16 cao nhat 1a do tudi tir 18- 25 tudi véi 55,29% twong duong 47 ngudi, do tudi tir
25- 35 tudi c6 21 nguoi twong duong 24,7%, tir 35- 45 tudi chiém 18,82% tuong
duong 16 ngudi, con lai 1,18%, twong dwong voi 1 nguoi co do tudi khac.

- Ddc diém theo nghé nghiép: Nhan vién Marketing chiém 62,3%, tuong
duong 53 nguoi, Hoc sinh, sinh vién 21 ngudi twong duong 24,7%, Nhom ngudi
thudc quan 1y giam ddc chiém 5,88% tuong dwong 5 nguoi, Con lai nhém nghé
khac chiém 7,06% tuong duong 6 nguoi.

- Bdc diém mau theo thu nhdp: Nhom c6 thu nhap tir 3-5 triéu/thang co ty 1¢

cao nhit chiém 60% twong dwong 51 nguoi, nhimg ngudi co thu nhap 6-10
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triéu/thang chiém 25,89% twong dwong 22 ngudi, nhitng ngudi ¢d thu nhap 10- 20
triéu/thang chiém 14,11 twong duong 12 nguoi.
3.2.2 Thuc trang hanh vi khdach hang trén website trong truwong hop Cong ty
Truyén théng Thinh Vieong.
3.2.2.1 B¢ nhdn biét vé thwong hiéu ciia Cong ty

Kha ning nhan dién thuwong hiéu cua Cong ty ddi véi khach hang chinh 1a
thudc do quan trong dé xac dinh duoc sy anh hudéng cua no téiquyét dinh mua
hang, st dung dich vu cua Cong ty. Nhan dién thuong hi¢u chinh 1a mot giai doan
dau tién trong tién trinh mua sam, st dung dich vu cua khach hang va 1a tiéu chi
quan trong dé do luong duoc sirc manh Thuong hi¢u. Mot san phém hay dich vu co
mirc do nhan biét nhin hiéu cang cao thi cang ndi tiéng va cang c6 co hoi duoc
nhiéu khach hang Iya chon khi dua ra quyét dinh mua hang hodc st dung dich vu.

Thuong hiéu ma Coéng ty Truyén thong Thinh vugng xay dung xay dung chu
yéu dua trén thuong hi¢u ca nhan ciia GD. Mai Xuan Dat thong qua céac khoa hoc,
budi toa dam, hoi thao,... Vi viy, trong gidi truyén thong cling nhu nhitng doanh
nghi¢p, don vi c6 nhu clu sir dung dich vu quang cdo Google Adword, SEO, tu
van,... thi thuong hiéu SEONgon c¢6 d6 nhan dién rat cao, diéu do thé hién qua
bang nhan xét vé muc do nhan dién sau:

Bang 3.1: Két qua diéu tra vé dd nhin dién thwong hiéu

S6 phiéu h Phin trim hop 1¢
Gia tri P P Ty 18 (%) o
1¢ (%)
D3 biét t6i thuong
_ 78 91,76 91,76
hi¢éu SEONgon
Chua biét toi
thuwong hiéu 7 8,24 8,24
SEONgon
Tong 85 100 100

42



D6 phu thwong hiéu

uPi biétté6i SEONgon  m Chua biét téi SEONgon

Nguon: Theo nghién ciru cua tac gid

3.2.2.2 Muc dich khach hang truy cdp vao website http://seongon.com/

Thong thudng, mot website ngoai c6 kha ning trung bay san pham, giéi thiéu
dich vu nhu mot gian hang thi n6 con c6 thé gitp doanh nghiép, don vi chia sé vé
nhiing kién thirc, kinh nghiém ctia minh. Tl nhitng kién thuc, kinh nghiém nay sé&:

- Dan dat nhitng khach hang c6 nhu cau, c6 sy quan tim d6i véi nghanh
hang, dich vu ctia doanh nghiép.

- Thong qua nhiing kién thirc nay, doanh nghiép thé hién dugc cho
khach hang nhirng kinh nghiém lam viéc, su chuyén nghiép,...

Ciing nhu vdy, nhitng kién thirc ma web: http://seongon.com/chia sé déu 1a

nhimng kién thic vé Marketing Truc tuyén, tir d6 mang lai sy tin twéng voi nguoi
dung. Tuy nhién, khi truy cdp va website chung ta c6 thé nhan thiy lugng bai viét
trén website chia sé khong thuong xuyén, mot sb bai viét 1y ngudn tir noi khéc, bai
viét khong hap din ngudi doc,... didu nay khién cho luong truy cép thap, thoi gian

ngan, diéu d6 gay anh huéng xau t&i chat luong cling nhu hinh anh cta Cong ty.
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Bang 3.2: Thong ké 1y do khach hang truy cip vao website

Gia tri . . Ty 1€ .
SO phiéu Phan tram
hop 1€ hop K hop 1€ (%)
op I¢ op le (7o
(Y0)
Tham khao thong tin dich vu 25 29,41 29,41
Str dung dich vu 41 48,23 48,23
Tham khao kién thic Google
, 17 20 20
do website cung cap
Khac 2 2,35 2,35
Tong 85 100 100

u Khac

& Str dung dich vu

20%

& Tham khao théng tin dich vu

2%

30%

Tham khdo kién thitc Google do website cung cip

Ly do khach hang truy cap website

Nguon: Theo nghién cvru cua tac gia

3.2.2.3 Nguon théng tin nhdn biét nhan hiéu

Theo két qua nghién ciru, nhitng ngudi tham gia khao sat ma tac gia lya chon
c6 48 nguoi biét t6i thuong hiéu cua Cong ty Truyén thong Thinh Vuong théng qua
Facebook (Facebook cd nhan cia GB.Mai Xuan Pat, Cac Fanpage chia s¢ cua céac
don vi dao tao,...), tvong duong véi 56,47%. Nhitng ngudi biét téi thwong hiéu

SEONgon qua ngudi khac giéi thiéu chiém 32,94% twong dwong véi 28 ngudi. Véi
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ty 16 kha 16n vé cach thirc biét téi thuong hiéu cua khach hang néu trén ching ta c6
thé nhan thdy, cach thic truyén thong bang thwong hiéu ca nhin cua Coéng ty
Truyén théng Thinh Vuong kha hiéu qua, né ching to cho khach hang thiy su
chuyén nghiép thong qua mot ca nhan tir d6 nang cao su tin tudng ddi trong tam tri
khach hang, ting do phu thuwong hiéu. Ngoai ra, nhitng kénh truyén thong khac dé
khach hang biét t&i voi thuong hiéu ciing nhu dich vu caa Cong ty Truyén thong
Thinh Vuong lai chiém rat thip:Thong qua tim kiém trén Google chiém 5,88%
tuong duong 5 ngudi, qua Gmail c6 4 nguoi twong duong chiém ty 184,7%.

Tir két qua trén cho thay, hién nay phuong thitc Marketing ciing nhu xay dung
thuong hiéu cua Cong ty Truyén thong Thinh Vuong van dang thuc hién theo
hudng phat trién thuong hiéu ca nhan véi nhitng loi thé:

- G.b Mai Xuan bat dang co loi thé vé thuong hi€u cé nhan 1a mot
chuyén gia trong nghanh Quang cdo Google AdWords tir d6 tao su tin tudng,
c6 suc lan toa t6i cac ddi tuong khach hang.

- Xay dung thuong hiéu ca nhin s& dé dang kiém soat dugc truyén
thong hon cac phuong thirc khac.

Tuy nhién, chiing ta c6 thé nhan thay, hién nay, ngoai hinh thirc xay dung
thuong hiéu doanh nghiép dua trén thuong hi¢u cd nhéan thi kénh thong tin duogc
nhiéu nguoi sir dung hién nay 1 kénh thong tin tir Google. Khi tim kiém thong tin
trén Google va doc dugc nhitng thong tin lién quan c6 sy chuyén nghiép cao sé anh
huong rat 16n tGi quyét dinh str dung dich vu cua cac ddi tuong khach hang. Vi vy,
Cong ty Truyén thong Thinh Vugng nén chi y téi cong cu Marketing quan trong
nay nham tiép can dong dao khach hang quan tam.

Bang 3.3: Két qua diéu tra vé ngudn nhén biét thwong hiéu

. Loz A . Phan tram hop
Gia tri So phiéu hgp 1€ Ty 1€ (%) 18 (%)
Facebook 48 56,47 56,47
Gi6i thiéu tuor | 28 32,94 32,94
nguoi thu 3
Google 5 5,88 5,88
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Gmail 4 4,7 4,7
Tong 85 100 100

Két qua diéu tra vé ngudn nhan biét
thwong hiéu
i Facebook mEGidithiéu tir ngueri thar 3 Google & Gmail
5%

6%

\

Nguon: Theo nghién ciku ciia tdc gia
3.2.2.4 Pdanh gid mirc do sir dung dich vu tai Cong ty Truyén thong Thinh Vieong
Nhu d3 thé hién trén Website, chung ta hoan toan cé thé nhan théydjch vu cua
Cong ty Truyén thong Thinh Vuong dua t6i cho khach hang di duoc tiép nhan va
tin tudng st dung voi hon 1200 doanh nghi€p 16n nho da str dung dich vu tai day.
Trong do, cac doanh nghi€p 16n nhu: Rmit University, VTCintercom, Cong ty bao
hiém buu dién OPTI,... ciing di tin tuéng st dung dich vu ciia cong ty. Chinh diéu
nay cling dugc thé hién théng qua bang két qua bang khao sat ciia tic gia véi sb
ngudi thuong xuyén st dung dich vu cua Cong ty chiém 56,47% twong duong
48ngudi, s6 nguoi st dung dich vu hang nam chiém 20% twong dwong 17 ngudi,
Chua bao gi¢ st dung dich vu chiém ty 1¢ 14,11% tuong duong 12 nguoi, sb nguoi
truy cap website ¢ tan suat st dung dich vu bat thuong c6 8 ngudi, twong duwong ty
1€ 14 9,41%.
Hién nay, thi truong cung cap dich vu quang cdo Google di c6 rat nhiéu doanh

nghiép, ca nhan hinh thanh, tuy nhién, Cong ty Truyén thong Thinh Vuong van giir
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duge mot lwong 16n khach hang trung thanh. Vi vy, bén canh tim kiém ngudn

khach hang mdi, thi viéc cham soc khach hang cii 1a di€éu ma nhan vién k¥ thuat

cling nhu Marketing tai Cong ty phai chu ¥ va c¢6 sy dau tu nhiéu hon.

Bang 3.4: Thong ké lwong nguoi sir dung dich vu ciia Cong ty

) Phén trim hop
Gia tri SO0 nguoi Ty 1€ (%)

18 (%)
Thuong xuyén 48 56,47 56,47
Hang ndm 17 20 20
Chua bao gio 12 14,11 14,11
Khac 8 9,41 9,41
Tong 85 100 100

Thong ké lwong nguwdi str dung dich
vu cua Cong ty

& Thuong xuyén @Hang ndm Chwa bao gio @ Khac

9%

14% ‘

20

Nguon: Theo nghién ciku ciia tdc gid
3.2.2.5 Nhitng Iy do khién khdch hang hai long khi truy cdp Website ciia Cong ty
Truyén théng Thinh Vieong

C6 rat nhidu nguyén nhan anh huodng t6i sy hai 1ong cia khach hang khi truy
cap vao mot website, trong d6 nhirg yéu t6 anh huong téi hanh vi, nhan thirc, thim

my ciia nhém d6i twong khiach hang nham t&i 13 rat quan trong. Tuy nhién, cac
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doanh nghiép thong thuong déu c6 nhiu san pham, nhim téi nhiéu nhom ddi trong
khac nhau va diéu nay rat khé xay dung mot giao dién website hoan chinh, hai long
moi ddi twong khach hang ctua Doanh nghiép. Vi dé tai pham vi 4p dung véi nhom
khach hang tai Cong ty Truyén thong Thinh Vuong, tac gia ciing da theo ddi va
danh gia chung vé nhom d6i trong nay va nhan thiy: Nhitng nhom dbi twong nay
c6 mirc do yéu cau dbi v6i mot website cung cap dich vu quang céo sé tip trung &
mot s yéu to:

- Giao dién mang tinh chuyén nghiép cao

- C6 nhiéu bai viét chia sé vé chuyén mén hay

- Thong tin trén website day du va thuyét phuc

- Pugc tu van ngay trén website

Nhiing yéu té nay dbi voi mdi ngudi s& co su chénh léch vé d6 wu tién khac

nhau. Két qua cua phiéu diéu tra cia tac gia cho thdy: Trong 85 phiéu diéu tra dic
biét chi trong tdi cac bai viét mang tinh chia sé chiém ty 18 1362,35% tuong duong
53 nguoi, 21 ngudi mong mudn duge tu van trén website nhanh chong va chuyén
nghiép twong duong 24,7%, 7 ngudi cho rang ho can nhiing thong tin dwa ra trén
website day du va co tinh thuyét phuc cao twong duong 8,24%, con lai 4 ngudi cho
rang giao dién website bat mét 1 didu quan trong v6i ho tuong duong 4,7%.

Bang 3.5: Piéu tra sy hai 1ong Kkhi truy cip website ciia khach hang

S0 nguoi lwa Phan trim hop
Gia tri Ty 1€ (%)

chon hop 1€ 1€

Bai chia sé chuyén
_ 53 62,35 62,35

nghiép
Tu van trén website 21 24,7 24,7
Thong tin  trén
website day  du, 7 8,24 8,24
chuyén nghiép
Giao dién website 4 4.7 4.7
Tong 85 100 100
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Piéu tra sy hai long khi truy cap
website cua khach hang

i Bai chia sé chuyén nghiép
u Tu van trén website

Théng tin trén website day du, chuyén nghiép
il Giao dién website

8oy 2%
\

L 4

Nguon: Theo nghién ciru cua tac gid

3.2.2.6 Khdo sat sw dong v sir dung dich vu khi truy cdp Website ciia Cong ty
Truyén théng Thinh Vieong

Muc ti€u khi tac gid dua ra cau héi nay danh cho khach hang sau khi da truy
cap website nham muyc dich danh gia ty 1& ngudi san sang sir dung dich vu ciia Cong
ty sau khi truy cap website ciia Cong ty Truyén thong Thinh Vuong. Phiéu khao sat
thu vé c6 89,41% nguoi khi duoc hoi ¢ san sang sir dung dich vu ciia Cong ty hay
khong da tra 101 c6 twong duong véi 76 nguoi. 10,59% nguoi tra 101 s€ suy nghi
thém vé viéc st dung dich vu ctia Cong ty, twong dwong v6i 9 ngudi. Tir d6, ching
ta co thé thay ty 1é rat cao nguoi san sang st dung dich vu nhung trong s6 d6 van co
nhiéu khach hang sau khi truy cip website van phai tim hiéu thém.

Bang 3.6: S6 nguwoi dong y sir dung dich vu khi dwoc héi

S6 ngudi lra Phin trim hop
Gia tri Ty 1€ (%)
chon hop 1€ [
Co 76 89,41 89,41
Khong 9 10,59 10,59
Tong 85 100 100
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S6 ngwei dong y sir dung dich vu khi
dwoc hoi

i Co6 wKhoéng

11%

N

Nguon: Theo nghién ciku ciia tdc gid
3.2.2.7 Yéu t6 nao khién khach hang dong y sit dung dich vu sau khi truy cdp
Website ciia Céng ty Truyén thong Thinh Vieong

Dé khach hang déng ¥ st dung dich vu ctua Cong ty, nhat 1a véi dich vu
Marketing Truc tuyén s& ¢ rat nhiéu nhan té anh huong t6i quyét dinh nay. Tuy
nhién, ddi v6i nhirng khach hang truy cip vao website dé tham khao thém thong tin
thi khi 1am bai khao sét ciing nhu dua ra cau hoi ndy, tac gia d chi trong t6i mot s6
nhitng nhan t6 mang tinh quyét dinh nhu: Su tin cdy trong cic thong tin, chuyén
nghiép cua website, do1 ngii tu van vién nhiét tinh, va su anh huong cua bén tha 3
(ngudi gidi thiéu, dai dién thuong hiéu, nhan vién k¥ thuat,...). Nhiing yéu t6 nay
duoc thé hién dudi bang sau:

Béang 3.7: Ly do sir dung dich vu ciia khach hang sau khi truy cap website

Gid tri iﬁ;‘f‘;‘(’;‘pl;‘: T§ 18 hop 1§ (%) | T an tféam hop
Website chuyén 41 53,94 53,94
nghiép
Tu véan vién 21 27,63 27,63
Su tin cay trong 8 10,52 10,52
thong tin
Khac 6 7,89 7,89
Tong 76 100 100
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Bang 3.7: Ly do str dung dich vu cua
khach hang sau khi truy cap website

u Website chuyénnghiép = Tu vén vién Sw tin cdy trong théngtin & Khac

8%

A

10%

Nguén:Theo nghién civu ciia tac gia
Tir két qua trén, chung ta c6 thé thay duoc, ddi véi nhitng khach hang muc
tiéu ctia doanh nghiép, nhitng yéu té tdm 1y khac tac dong rat it toi quyét dinh sir
dung dich vu ctua ho. Hanh vi nay thay ddi so véi trude kia, khi cac khach hang su
dung dich vu dua trén niém tin, sy gidi thi¢u cua bén thir 3 thi hién nay, yéu to nay
tac dong khong qua 16n, mot s6 khach hang khi duoc hoi s& tra 10i: Khi duoc gidi
thiéu tr bén thir 3 ho van can phai danh gia va xac minh lai su chuyén nghiép va uy
tin cia don vi dugc gid thiéu do. Piéu nay gitp cac nha Marketing caa Cong ty
Truyén thong Thinh Vuong nham gia ting an tuong vé su uy tin va chuyén nghiép
td1 voi khach hang.
3.2.2.8 Khao sat nguyén nhdn khach hang khong swr dung dich vu sau khi truy cdp
website
Dé c6 su danh gia ding dén, tic gia ciing dd dwa ra cau hoi ddi v6i khach hang
chua c6 y dinh sir dung dich vu ciia cong ty, tir d6 nham dua ra giai phap cai thién
cho website, han ché toi da ty 1¢ khach hang sau khi truy cap website con chan chir.
Nhitng yéu t6 quan trong ndy bao gdm: Thiéu chuyén nghiép cta website, thong tin
trén website, tu vin vién, va mot sb yéu td khac nhu: gia cd, chinh sach khuyén

mai,...
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Bang 3.8: Thong ké nguyén nhan khach hang chuwa sir dung dich vu ciia Cong ty

S6 phiéu chon Phin trim hop
Gia tri Ty 18 (%)

hop 1¢ 1é
Tu vén vién 6 66,67 66,67
Thong tin 2 22,22 22,22
Chuyén nghiép 1 11,11 11,11
Khac 0 0 0
Tong 9 100 100

Thong ké nguyén nhan khach hang
chwa str dung dich vu cua Céng ty
uTw vidnvién wThéngtin - Chuyénnghiép uKhac

0%

11%

Nguon: Theo nghién ciru ciia tdc gia

Nhu bang thdng ké thé hién, mot sé dap vién khi dugc hoi da tra 10i: Trén
website ctia Cong ty Truyén théng Thinh Vuong khi mudn hoi thong tin tir tu vén
vién thi ho chi c6 mit trong gio hanh chinh, nghi thtr 7, chii nhat. Piéu nay giy khé
khan cho ngudi ding khi mudn tim hiéu thongtin dich vu ngoai gio, khé dap ung
dugc thoi gian 1én ké hoach chay Quang cao cua khach hang. Tuy nhién, luong
khach hang sau khi truy cdp vao website chua c6 ¥ dinh st dung dich vu cia cong

ty thip, vi vay sb liéu khao sat chwa mang tinh chinh xac cao.
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3.2.3 Nhitng yéu té anh hwéng téi quyét dinh siv dung dich vu ciia khdch hang
khi truy cdp vao website ciia Cong ty Truyén thong Thinh Vieong

Trong qua trinh ra quyét dinh st dung dich vu, c6 rit nhiéu yéu t6 anh hu ong
dén hanh vi mua cua ng udi tiéu dung khi truy cip website bao gdm d6 pha thuong
hiéu, giao dién website, nhiéu ngudi di tin dung, su chuyén nghiép, du an da lam,
danh gia ctua khach hang ci,...

Theo két qua nghién ctru cta tac gia , do pha thwong hiéu va thuong hiéu uy
tin 12 yéu t & woc nhom khach hang danh gia cao nhét véi sé diém trung binh 1a
4,28 diém. Trong khi d6 sw danh gia cua khach hang da sir dung dich vu 1a yéu t it
anh hudng nhat khi quyét dinh sir dung dich vu cta cong ty khi truy cap website v6i
3,59 diém. Bén canh d6, dich vu do Céng ty Truyén théng Thinh Vuong cung cp
c6 gia tri twong dbi cao nén ngudi tiéu dung phai qua rat nhiéu qua trinh tim hiéu, tu
van méi dua t&i quyét dinh cudi cung. Ngoai uy tin ciia thuong hiéu, nhiing yéu tb
nhusu uy tin, chuyén nghiép, giao dién website cling dugc xem 13 cac yéu t6 hang
dau khi quyét dinh sir dung dich vu ctia khach hang.

Bang 3.9: Cac yéu t6 khac anh hwéng téi hanh vi ciia khach hang

I - Diém X

Yeéu to anh huong trung binh Xeép hang
bJ phu ctua thuong hiéu 4,28 1
Giao dién website (mau sdc, bo cuc,. . .) 4,14
Nhiéu nguoi tin ding (s khach hang da sir dung | 4,09 4
dich vy, khach hang da st dung dich vu la ai, danh
gia cau khach hang,...)
Su chuyén nghiép (tu van vién, cic bai ding lién | 4,07 3
quan to1 dich vuy,...)
Khi truy cap website ctia cong ty, anh/chi co mudn | 3,95 6
tham khao nhitng du 4n, san phim ma ching t6i da
lam.
Khi tham khao thong tin san pham anh/chi ¢6 muén | 3,59 5
tham khéao y kién khach hang da st dung dich vu
Mtrc gia hop 1y 4,16 2

Nguon: Theo nghién cvru cua tdc gia
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3.3 Két luan trong nghién ctru vé hanh vi khach hang truyc tuyén ciia Cong ty
Truyén théng Thinh Vwong

3.3.1. Hanh vi mua cua ngwoi tiéu ding khi truy cdp website ciia Cong ty Truyén
thong Thinh Vwong

Theo Kotler va Amstrong (2011), hanh vi ngudi tiéu dung rat phiec tap, nhung
nhirng ngudi 1am Marketing van phai nghién ctru nhitng mong mudn , nhén thirc, so
thich va cac hanh vi lya chon va mua sim /st dung dich vy cta nhirng khach hang
muyc tiéu; cling nhu tim hiéu nhitng hanh vi ¢6 ¥ nghia déi véi hoat dong nghién ciru
va ting dung cac phuong phap Marketing cu thé.

No1 mot cach cu thé h on trong tinh huéng nghién ctru , viéc xac dinh hanh vi,
thoi quen cua ngu oi tiéu dung co vai tro rat 16n dbi voi hoatd  6ng Marketing trén
websitectia cong ty Truyén thong Thinh Vuongnodi riéng cling nhu cia cic cong ty
dang cung cap dich vu tuong tu noéi chung. Nghién ctru hanh vi mua cia ngu oi tiéu
dung giup cho cong ty c6 thé tim du gc cach tiép ¢ 4n khach hang mét cach phu hop
nhit cling nhu phat trién nhirng giai phap Marketing méi trong giai doan tiép theo.

Sau khi tong hop va phan tich, tac gia c6 thé rat ra mot sé nhan xét d6i voi dic
diém hanh vi ngu i tiéu ding trén website dbi voi dich vu truyén thong do cong ty
Truyén thong Thinh Vuong cung cp. Thong ké d dc diém vé nhan khau hoc cho
thay rang, yéu t6 vé gidi tinh va do tudi 12 hai yéu td quan trong tac dong dén hanh
vi ctia nhom khach hang muc tiéu sir dung dich vu ctia Cong ty Truyén thong Thinh
Vuong. Ttrong d6, yéu té gidi tinh cho thiy, phan 16n khach hang sir dung dich vu
ctia Cong ty la nam gidi va & do tudi con tré, diéu nay dé dang cho doanh nghiép vi
nhirng ngudi tré tudi to ra nhanh chong du a ra quyét dinh dich vu nhanh hon so véi
do tudi 16n hon.

Bén canh d6, dic diém vé nghé nghiép ciing cho thiy su khac biét 15 rang giira
hanh vi ciia nhém khach hang: d6i twong 14 nhan vién Marketing 1a nhém c6 nhu cau
va kha nang cao st dung dich vu ctia Cong ty sir dung cho Doanh nghi¢p minh, nhiing
nhoém d6 twong hoc sinh, sinh vién chu yéu tham gia dich vu giang day cua cong ty

Truyén thong Thinh Vuong nhim tim kiém co hdi viée 1am, con nhém nguoi quan 1y,
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giam ddc tham gia dich vu nhim tim déi tac uy tin, chuyén nghiép, gia ca hop 1y.

Tir két qua phan tich ciing cho chiing ta thdy, nhom khach hang muc tiéu cia
Cong ty Truyén thong Thinh Vuong st dung dich vu ciia Cong ty véi muc dich rd
rang, nghién cru chuyén sau, tham khdo tir nhiéu ngudn khic nhau. Nhom khach
hang nay khong d& dang nhanh chéng st dung dich vu ctia mét don vi cung cip ma
sé d& dang st dung dich vu khi don vi d6 thé hién dugce tinh chuyén nghiép va uy
tin ciia minh.

Tir nhitng théng ké trén, Website ciia cong ty Truyén thong Thinh Vuong
cling da di dang hudng xay dung website mang tinh chuyén nghiép cao, trong gio
hanh chinh nhan vién tu van tra 16i nhanh, tw vin nhiét tinh, cac bai viét chia sé
mang tinh chuyén sau khi dwa téi nhitng nhom khach hang c6 d6 tudi tir 18- 35 tudi,
c6 kién thire vé Marketing Truc tuyén.

3.3.2. Tdac dong cua cdc yéu 10 dnh hwéng dén qud trinh quyét dinh sir dung dich
vu ciia Cong ty Truyén thong Thinh Vwongkhi truy cdp website

Can ctr theo két qua phan tich d¥ li éu thu duoc tir phiéu diéu tra thi truong
theo phuong phéap dinh luong, tac gia tong két du gc mot s6 nhan dinh vé tac dong
khac nhau giita cac yéu té anh huong dén hanh vi mua cua khach hang t 6i véi dich
vu ciia Cong ty Truyén thong Thinh Vuong khi tham khao trén website.

D¢ phii ciia thwong higu: yéu td quan trong nhét tic d 6ng dén hanh vi khach
hang. Khong phai ngau nhién uy tin va d6 phu thuong hiéu lai 1a yéu t6 quan trong
tac dong manh mé nhat d6i voi khach hang . DO phu cua thwong hiéu c6 thé du oc
hiéu 14 hinh anh vé& san pham /dich vu dugc xay dung va luu gitr trong tdm tri khach
hang. Doanh nghiép mudn c6 hinh anh t&, phai luén ¢ ging giir duoc chat luyng san
phém/dich vu tot, nhat quan, thoa min du oc nhu cau tiéu dung /str dung ctia khach
hang. Qua d6, hinh anh vé san pham /doanh nghiép dwgc nhiéu ngu i nhic téi qua
truyén miéng, thuong xuyén xuat hién trén cac phuong tién thong tin dai ching co co
sO vat chat tot, d6i ngili nhan vién in mic gon gang, lich su, chuyén nghiép. C6 nhu
vay, thurong hiéu san phém/dich vu moi ¢ thé ludn gitr duoc su on dinh va long tin

tir phia khach hang . Pic biét, trong bdi canh hi én nay khach hang tiép ¢ an véi cac
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phwong tién truyén thong rat d & dang va nhanh chéng . Néu nhu khong c6 chuén bi
t6t, doanh nghiép c6 thé d6i m &t voi nhitng sy ki én khung hoang tru yén thong
nghiém trong anh huong dén uy tin thwong hiéu trong tim tri ngudi tiéu dung

Chit luong dich vu (ky thudt chuyén nghiép, mang lai hiéu quada bdn
hang,...): n6i cach khac 1a chat lu ong dich vu cua cong ty ciing dong vai trd tac
dong 1on dén hanh vi nguoi tiéu dung . Chat luong dich vu bén canh chét phuc vu
khach hang, con nd con mang lai loi ich cudi cing va quan trong cho doanh nghiép
d6 1a: nang cao kha ning ban hang, giam chi phi quang cdo. Néu nhu chat lugng
dich vu ctia Cong ty Truyén théng Thinh Vuong t6t, mang lai hiéu qua cho khach
hang, khong nhiing vay, chi phi con toi wu hon khi khach hang tu chay quang cio.
Nhirng gié tri t ing thém nay dic biét c6 anh huong manh mé 1én nhom d6i tu  gng
khach hang 1a cac doanh nghiép, don vi c6 nhu cau sir dung dich vu truyén thong
ctia Cong ty Truyén thong Thinh Vuong.

Sw chuyén nghigp ciia nhén vién tw vdn: La mot trong nhitng yéu t6 quyét
dinh khach hang c6 st dung dich vu hay khong. Thong thuong, khi truy cap
website, khach hang ludn c6 nhitng nghi van, mudn biét thém théng tin, luc ndy ho
thuong mudn dugc dit cau hoi va mong mudn duoc tra 10i nhitng van dé minh quan
tam. Bén canh d6, khi dat va tra 10i cau hoi cta nhitng ddi twong khach hang quan
tam t&i dich vu s& thé hién duoc mic do chuyén nghiép, thai do phuc vu khach hang
cia Cong ty Truyén théng Thinh Vuong. Vi vy, yéu cau dbi véi nhitng nhan vién
tryc tiép tiép can va tra 1oi khach hang truy cp trén website phai 12 nhitng nhan
vién c6 kha nang thau hiéu khach hang, hiéu biét k¥ thuat, tir 46 méi co thé dé dang
thuyét phuc duogc khach hang quan tdm va st dung dich vu.

Cic bai viét mang tinh chia sé va ky thugt trén website: Nhiing thong tin ndy
duoc thé hién qua cac bai viét, hinh anh, video lién quan té1 dich vu Cong ty Truyén
thong Thinh Vuong dang cung cap. Cac thong tin ndy can cé tir co ban t6i chuyén
sau vé k¥ thuat, nhiing chia sé vé hoat dong Marketing Truc tuyén cho cac don vi
dic thu,... Nhitng bai viét ndy gitp ting kha ning truyén thong ciia Cong ty Truyén
thong Thinh Vuong toi khach hang vé tinh chuyén nghiép, kha ning mang lai cho
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khach hang nhiing loi ich vé Marketing rd rang. Khéng nhitng vay, thong qua cac
bai chia s€ nay, website s€ c6 mot lugng nguoi dung theo doi va tuong tac 16n, tang
kha ning thuyét phuc khach hang sir dung dich vu cua cong ty.

Chinh sdch gid: Viéc thé hién gia trén website ban hang va cung cap dich vu
thong thudng gitp khach hang d& dang so sanh gia ca, khong mét thoi gian tu van
vé gid, ting kha ning chuyén ddi ban hang cua doanh nghiép. Tuy nhién,dich vu
Marketing Truc tuyén ma Cong ty Truyén thong Thinh Vuong cung cap 1a mot dich
vu dac thu, né khong co gia ¢6 dinh cho mot san phém cua cac doi tdc ma can cu
vao ngan sach cua dbi tic dé c6 phuong 4n Marketing thich hop nhét. Chinh vi
vay, chinh sach gia thé hién trén website khong anh hudng truc tiép toi kha ning
giit chan va thu hat khach hang khi ho truy cip website. Diéu d6 khang dinh, Cong
ty Truyén thong Thinh Vuong phai tap trung nhiéu hon vao viéc dau tu gia tri ting

thém cho dich vy, thé hién tinh chuyén nghiép, uy tin danh cho khach hang.
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CHUONG 4
KET LUAN VA DE XUAT GIAI PHAP CHO MARKETING TRUC TUYEN
TAI CONG TY TRUYEN THONG THINH VUQNG

Trong chuong ndy, ngoai phan tom tit cac két qua nghién ctru chinh cta lu 4n
van, tac gia sé trinh bay n 6i dung thao luan vé két qua nghién ctru , va goi y mot sb
dé xuat cho Cong ty Truy én thong Thinh Vuong. Cac han ché cua nghién ctru va
huong nghién ctru tiép theo s& duogce trinh bay tiép theo ¢ cudi chuong.

4.1 Két luan két qua nghién ciru ludn vin

Thong qua nhitng két qua thu dugc thong qua khéo sat ciia Luan vin, tac gia
nhan thay hién tai, ty 1¢ khach hang hai long vé&i thong tin, dich vu khi truy cap
Website chiém ty 1& 16n hon nhitng khach hang khéng quan tdm. Piéu niy phuc
thudc rat 16n vao:

- Thuong hiéu ca nhan do GP.Mai Xuan Pat, giam doc cong ty Truyén thong
Thinh Vuong xay dung trude do.

- Nhitng ndi dung di dugc hinh thanh va ton tai trén website khién khach hang
tin tudng va quyét dinh sir dung dich vu d& dang hon.

- B6i ngii tu van vién nang dong, nhanh nhen va co nhiéu kinh nghiém thuc té.

Tuy nhién, sau khi khao sat, tdc gid nhan théy mot sd vin dé con ton tai nhu:

- Hinh anh, thwong hiéu ctia Cong ty van phu thudc rat nhiéu vao hinh anh ca
nhan cia GD.Mai Xuén Dat, chua c6 ddu dic trung riéng vé thuong hiéu ctia Cong ty.

- Ngudn thong tin, tai liéu cap nhap trén website chura diy da va nhiéu dé thoa
man khach hang, vi vy, khién cho website chi 1a mot kénh tham khao thém chir
khong phai 1a mot kénh chinh théng c6 kha ning chdt sale.

- Thoi gian tu van cta doi ngil nhan vién con phu thudc nhiéu vao thoi gian
lam viéc chung, dugc danh gia chua c6 nhiéu diéu thuc su khac biét.

- Giao dién website chuyén nghiép nhung don gian, chua thuc su hip dan céac

d6i twong khach hang truy cap website.
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4.2 Nguyén nhén ciia cic ton tai néu trén

- Tir khi thanh 13p, ngudi thanh 1ap 13 GD.Mai Xuén Pat di di dau trong viéc hinh
thanh mot thuong hiéu ¢4 nhén tir d6 tao dung uy tin va thu hut khach hang vé véi
Cong ty, tuy nhién, trong theo thoi gian thi viéc khach hang t61 vo1 Cong ty chi dua
trén thuong hiéu ca nhan da khong con bén viing. Diéu nay c6 nguyén nhan chinh
do: Nganh truyén thong 1a mot nghanh kha méi, hip dan va duoc rat nhiéu nguoi
yéu thich, diéu nay ching ta c6 thé thdy nhitng nguoi tré hon va c6 kha ning nhay
bén trong nghanh di hinh thanh nén rat nhiéu thuong hiéu méi duoc khach hang
don nhan. Chinh vi vay, ngoai hinh thanh thwong hiéu ca nhan, Cong ty Truyén
thong Thinh Vuong nén xay dung thuong hiéu doanh nghiép bén vimng hon.

- Nhitng khach hang khi truy cdp website khi nhin thay nhiing bai viét, chia s¢ hay
va chuyén nghiép thi kha nang sit dung dich vu s& ting 1én rat nhiéu. Tuy nhién,
chinh cong ty lai khong chu trong diéu d6 va moi chi chi trong xdy dung thuong
hiéu, truyén théng Online cho khach hang, vi vdy Nguon thong tin, tai liéu cap nhap
trén website chua day da va nhiéu dé thoa man khach hang, vi vy, khién cho
website chi 14 mot kénh tham khao thém chir khong phai 1a mot kénh chinh thong
¢6 kha nang chdt sale.

- Thoi gian cta tu van vién con han ché do nhiéu nguyén nhan: Nhén vién tu van
Online ciia cong ty chi c6 mdt ngudi, nhan vién tu van con phu trach nhiéu cong
viéc khac nhu hé tro 16p hoc, hd trg khach hang, thoi gian lam viéc 13 gid hanh
chinh,... vi viy nhitng nhan vién nay khong c6 thoi gian tu van tét va chua c6 su
khac biét so voi cac don vi khac.

- Giao di¢n website ciia Cong ty hudng theo sy don gian nhung chira dung thong tin
hiru ich, tuy nhién, nhimg thong tin nay chi phu hop véi mot s6 dbi tugng va chua
thue sy hap dan voi nhitng khach hang tré (nhém d6i twong khach hang chinh). Day

chinh la diém han ché trong giao dién cta website.

59



4.3 Nhitng dé xuit vé giai phap cho Marketing trwc tuyén ciia Cong ty Truyén
thong Thinh Vuong

4.3.1 Co hji va théch thirc trong nghanh truyén théng ciia Céng ty Truyén thong
Thinh Vwong

4.3.1.1 Co hoi

- Marketing Truc tuyén ludn ludn thay doi: C6 thé noi nghanh Marketing Truc
tuyén van dang 1a mot “miéng banh” ngon danh cho cac don vi cung cép dich vu
quang cdo, tuy nhién, thudt todn cling nhu chinh sach cia Google luon luon thay
d6i. Vi vay, v6i nhitng kinh nghiém va kha ning trudc d6, Cong ty Truyén thong
Thinh Vuong s& ¢ nhiing loi thé vé nghanh ciing nhu vé nhiing thay d6i nhanh hon
nhirng d6i tha khac cung nghanh.

- La mot don vi di dau: Hinh thanh tr ndm 2010 c6 thé néi, Cong ty Truyén
thong Thinh Vuong 1a mot don vi di dau trong nghanh dich vu trong cac dich vu
Marketing Truc tuyén danh cho cac don vi, doanh nghiép c¢6 nhu cau. Vi viy, khi
nhic t6i dich vu quang cdo Google Adwords thi SEONgon van 1a mot don vi dugc
nhiéu ngudi uu tién st dung.

- Thuong hiéu c4 nhan viing chic: Vi thuong hiu ca nhan cua GD.Mai Xuan
Pat x4y dung nhu mét chuyén gia hang dau trong linh vuc nay ngay tir thoi gian
dau tién, khién thuong hiéu cia Cong ty Truyén thong Thinh Vuong nhéan duoc su
tin nhiém, mang lai gia tri rd rang va bén viing trong nghanh.

Nho hai yéu t6 trén, Thuong hiéu SEONgon dd c6 mot lwong 16n khach hang
trung thanh, d6i tac 1on va lau dai.
4.3.1.2 Thach thuc

Su bung nd cua internet va cac mang xa hoi 1am luong thong tin ma con ngudi
tiép nhan vao mdi ngdy tré' nén qua tai tir bao tri, pano, ap phich, t& roi, quang céo
dén cac thong tin trén internet, bai dang trén mang xa hdi,.... Vay dé noi bat trong mot
thi truong hon don thi san phém ctia ban can phai thuc sy hitu ich, cé chét luong.

Ciing nhu cac nghanh khéc, dich vu vé truyén théng ngdy cang phd bién va

dugc nhi€u nguoi bict toi. Chinh vi vy, ngay cang c6 nhiéu don vi, ¢4 nhan cung cap
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dich vu truyén théng Truc tuyén ra doi, cac don vi ndy ngay cang ning dong va da
dang cac hinh thire d va dang 1a thach thirc ciia Cong ty Truyén thong Thinh Vuong.
4.3.2 Tiép tuc phdt trién thwong hiéu cd nhin di kém véi thwong hiéu doanh
nghiép trén hé thong mang xi héi, chia sé

Dua trén loi thé c6 sin la thuong hi¢u c4 nhan cia Gb.Mai Xuan Pat dang
dugc nhiéu ngudi biét t6i v6i tu cach 13 mot chuyén gia vé nghanh Marketing Truc
tuyén thi Cong ty Truyén théng Thinh Vuong nén bit ddu xay dung thwong hiéu
cho Cong ty.Xay dung thuong hi¢u ¢ day khong chi 1a vi¢c hinh thanh 1én mot cai
tén don thudn ma né con 1a sy nd luc cua ca tap thé. Su dap lai, tra 101 cua thi
truong cho nhitng vi¢c 1am doé chinh 1a uy tin ma doanh nghiép tao dung dugc trong
long khach hang 1a nang lyc va hi€u qua trong hoat dong kinh doanh. Uy tin la gi?
D6 chinh 13 su tin tudng cua khach hang dbi voi doanh nghiép, tin tudng vao chét
luong, dich vu ma khéach hang co thé cam nhan dugc khi dén véi doanh nghiép.
Khong phai doanh nghiép nio ciing co thé tao dung duoc uy tin trong long khach
hang, ma ddy 13 ca mot qua trinh nd luc phan dau cua ca doanh nghiép. Thong qua
viéc lam cu thé nhu chién lugc phé bién dich vu, ké hoach chiam séc khach hang
hay qua vin hoa doanh nghiép.... ma khach hang nhan duoc khi dén véi dich vu
ctia cac doanh nghiép. Uy tin 13 diéu doanh nghiép nao khi bat dau tham gia vao thi
truong ciing ¢b gang tao dung, néu loi nhuan vat chat 1a hiru hinh thi uy tin 1a loi
nhuan v6 hinh dang quy cta doanh nghiép. Mat uy tin gan nhu mét tat ca. Loi cam
két ctia doanh nghiép va thuc hién dugc cam két d6 1a co s& dé tao dung long tin
trong 1ong khach hang, 1a nén tang viing chic trong qua trinh giy dung uy tin.
Trong kinh doanh, nguoi ta c6 thé ddnh d6i moi thir ké ca loi nhuan tham chi 1a siéu
loi nhuén dé c6 dugce chit Tin.

Trong chién lwgc xay dung Thuong hiéu, diéu ma cac doanh nghiép can cé
chinh 13 sy yéu mén, tin tuong ciia khach hang ddi voi doanh nghiép. Mot Thuong
hiéu dich thyc 12 Thuong hiéu c6 sirc song trong long khach hang ctia minh. Tiém
luc va uy tin cta doanh nghiép 1a yéu t6 can thiét dé gay dung Thuonghiéu cho

doanh nghiép. Tiém luc s& dan dugc bdi dép, uy tin s¢ dan duoc gay dung, chién
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lrge xay dung Thuong hiéu phai bat ddu tir mot nén mong virng chic roi timg budc
m&i di 1én nic thang cao hon.

Vi vy, bit dau xay dung thuong hiéu doanh nghiép s& khién Cong ty Truyén
thong Thinh Vuong gidam bét rui ro khi thuong hiéu ca nhan bi anh hudng, thuong
hiéu doanh nghiép s& ludn giit duoc vi thé ctia minh trong long khach hang.

4.3.3 Thuwong xuyén cdp nhdt va tao mdai cdc thong tin trén website

Khong chi thudng xuyén cung cdp va xay dung ndi dung cho website ma
nhimg ndi dung nay phai dam bao tiéu chi: “Sé luong di kém chat luong”- Noi
dung nhiéu nhung phai dam bao co ich cho ngudi dung, giai quyét nhitng van dé
nguodi dung (khach hang muc ti€éu) dang gip phdi. Viéc xay dung ndi dung cho
website s& khién:

- Két ndi voi khach hang va xdy dung long tin khach hang: Cé mot kiéu phat
trién ndi dung website ctia Cong ty Truyén thong Thinh Vuong dugc khuyén & day
d6 chinh 1a xay dung trén giong diéu chia sé, cAu tir gan giii voi nguoi doc, gitp
khach hang tuong tac lai v&i website va thuong xuyén quay lai website thuong
xuyén hon vi ho biét d6 13 nguoi that, nhitng nodi dung ban chia sé tir chinh trai
nghiém rat gan giii véi ho. Cang vé sau, khi ban c6 gidi thiéu san pham/dich vu cia
cong ty thi nhitng doc gid thuong xuyén cua website cling tin tuwong va kha nang
cao la tré thanh khach hang ctia ban. Mat khac, nhitng ndi dung website dang
nhu hinh anh, banner, video, infographic... ciing s& khién nguoi doc nhé tdi cong ty
va nhitng dau 4n, loi ich ma céng ty mang lai cho ho. Nhu vdy, khi biét cach xdy
dung noi dung, tir nhitng cdu tir trong ndi dung cua website, nhitng cach viét, cac
yéu td “dat” trong ndi dung ciia website chic chin s& giup doanh nghiép tuong tc,
két ndi dugc voi khach hang nhiéu hon va tir d6 ting kha ning ban hang thong qua
ndi dung cua website.

- Ly duoc long tin ctia khach hang: Bang nhiéu hinh thirc khac nhau, Cong ty
Truyén thong Thinh Vuong phai khién khach hang thyc sy tin tudng vao cong ty,

vao chat luong cua dich vu ma cong ty cung cip va khong gi ¢ thé d& dang khién
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ban liy dugc long tin cua khach hang bing nhiing ndi dung mang tinh chuyén
nghiép vé dich vu ctia chinh Cong ty.

- Xay dyng mot cong dong tir doc gia truy cap website: Khi Cong ty Truyén
thong Thinh Vugng c6 thé 1én mot ké hoach chia sé nhitng thong tin gia tri mot
cach mién phi, Cong ty c6 thé xay dung mot cong dong gin két tir nhitng doc gia
trung thanh va thich thu véi nhitng ndi dung trén website ma cong ty ciling nhu cac
thanh vién cua cong ty chia sé.Vi vay, Hay xay dung ndi1 dung website la nhirng bai
chia s¢, huéng dan, cung cap nhitng thong tin ndo ma Cong ty cho la gia tri, Cong
ty da trai nghiém qua hodc biét chic chan 13 dbi twong khach hang muc tiéu, cong
d6ng ma minh huéng téi s& can. Bang cach chia sé cho khach hang muc tiéu nhiing
thong tin quy gi4 mién phi, ho s& theo ddi ban bang cach dang ky nhan béan tin qua
email, hodc tham gia vao group dé cap nhat noi dung, hoic theo doi Facebook ca
nhan,... va ty khac lic nay trong tdm tri ctia ho, s& c6 mot 1y do dé danh thoi gian
dau tu doc, nghe nhitng gi Coéng ty ndi va giéi thiéu. Chinh vi vay, c6 thé ndi, xay
dung ndi dung website tot c¢6 thé gitp xdy dung thuong hiéu va gitip nd dung viing
trong long khach hang, ting kha nang ban hang.

4.3.4 Pao tgo dji ngii nhin vién tw vin va ky thudt cé kha néing va kinh nghiém
10t trd 10i trwee tiép trén website

Mot khao sat gan day cia Software Advice di ching minh cé t6i 56% ngudi
duoc hoi cho biét ho ¢o st dung phan mém chat néi chuyén truc tiép véi cac don vi
cung cip dich vu/san phim trén website, trong khi hon 1/3 (39%) néi rang ho sir
dung tir 2 1an tré 1én. Tinh dén nay, hinh thirc twong tic niy dac biét pho bién voi
thé hé tré (tir 18-34 tudi) — nhitng ngudi c6 xu hudng sir dung kénh hd trg don gian
dé co duge phan hoi toc d6 cho nhimng thic mac ctia minh trong qua trinh mua sam
va tham khao cac dich vu truc tuyén.

Trong d6, nhiém vu cta cac nhan vién hd trg truc tuyén la nhanh chong hiéu
khach hang mong mudn diéu gi va gitip d& ho ngay lap tirc, didu nay khong chi tao
su tuong tac v4i khach hang hiéu qua ma con cho thay su chuyén nghiép trong dich

vu. Khach hang c6 thé tim hiéu va héi moi thong tin can thiét ma khong mat cong
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phai tim kiém cac thong tin khac dé biét tinh ning ciing nhu thong tin vé san pham,
dich vu minh can béi trudc day, khach hang thuong mubn tu tim hiéu vé san pham,
dich vu trén website va viéc néi chuyén truc tiép véi ngudi quan 1y ban hang thong
qua cac phan mém chat tryc tiép dé tim hiéu san pham nhanh hon, biét duoc san
pham c6 giai quyét van dé cua ho hay khoéng. Do vay, nhitng nhan vién dam nhin
vai trd ndy phai 13 nhitng nhan vién c6 kha ning thuyét phuc khach hang trong k¥
nang ndi chuyén, tu van va ky thuat tot.

4.3.5 Thuc hién cdc chién dich quing cdo danh cho website nham thu hit khéch
hang

Sau cung, dé Cong ty Truyén thong Thinh Vuong c6 thé gidi thiéu dich vy cia
minh trén website t6i voi nhiéu ddi tugng va nham ding ddi trong khach hang muc
tiéu thi cong ty can dwa ndi dung minh di c6 tiép can cac d6i twong khach hang muc
tiéu bang cac hinh thitc quang cao Google AdWords. Hinh thirc nay s& giup dua
trang web cua Cong ty 1én cc tht hang dau trén cong cu tim kiém dé nguoi tim
kiém c6 thé thdy dugc website cia Cong ty khi ho bat dau tim kiém. Khi khach
hang c6 bét ctr thao tic ndo dé tim kiém mot thong tin vé dich vu ctia Cong ty
truyén théng Thinh Vuong cung cp thi website ban s& duoc hién thi va d6 1a nhiing
khach hang thuc sy tiém ning s& dem vé loi nhuan cho Céng ty.

4.4 Han ché va dé xuit phwong huwéng nghién ciru tiép theo

Do nhirng han ché vé thoi gian va kinh phi ciing nh u kinh nghiém nghién ctru
nén luan vin con nhiéu han ché, cu thé & mot sb diém nhu sau:

Thir nhéat, do han ché vé thoi gian va kinh phi , nghién ctru chi méi dung lai &
viéc khao sat m 6t bo phan khach hang da sir dung dich vu cta Céng ty Truyén
thong Thinh Vuong. Do d6, két qua nghién ciru phan nao chua thé dai dién cho toan
bd hanh vi mua cia nhom khach khang ¢ ua Cong ty. Vi vdy, can c6 mot nghién ctru
v6i quy mo 16n h on ¢6 thé danh gia m 6t cach tong quat vé hanh vi nguoi tiéu ding
cling nhu nhitng yéu t6 anh huong dén quyét dinhs & dung dich vu ciia Cong ty

Truyén thong Thinh Vuong.
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Thtt hai, nghién ctru st dung phu ong phap chon mau thu 4n tién két hop voi
chia phan theo ty 1 8. Tuy nhién, kich thuéc mau chua du 16n va cac tiéu chi chia ty
1& con nhiéu han ché . Piéu nay lam cho nghién ctru chua thé thu du  gc nhitng két
qua nghién ctru chinh xac nhat . Nghién ctu tiép theo nén st dung phu  ong phap
chon miu ngdu nhién dé dam bao tinh khach quan cua két qua nghién ctru.

Thir ba, trong cic nghién ciru mor 0Ong tiép theo, c6 thé phat trién hu  dng
nghién ctru thu thap dir li éu va phén tich mét sb dich vu cia di thu canh tranh dé

co duogc dir liéu so sanh mot cach tong quan hon.
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KET LUAN

Nganh truyén thong néi chung hay dich vu Quéang cao Google AdWords, cung
cap dich vu ciia cac cong ty trén website tdi v6i cac d6i twong khach hang néi riéng
12 mot nganh dwoc nhiéu ngudi quan tim va dang ngdy cang phd bién hién nay.
Hanh vi nguoi khach hang trén website dbi voi dich vu nay thu hit sy quan tim
khong chi cua cac nha nghién ctru, ciia Cong ty Truyén thong Thinh Vuong ma con
sy quan tdm cua cac doanh nghiép cung cip cac loai san pham va dich vu khac.
Trén thyc t&, viéc ndm bat va hiéu rd hanh vi ngu i tiéu dung 13 hét sirc can thiét
d6i voi cac doanh nghi ép dé phan bé ngudn lyc hop Iy vat  dng doanh thu va thi
phan, dic biét 1a trong hoan canh canh tranh khoc 1i ét giira cdc doanh nghi ép cung
cap dich vy truyén thong ngay cang gia ting.

Trong luan vin, tic gia da hoan thanh vi éc tra 101 cac cau hoi nghién ciru @ at
ra lac dau. Hanh vi mua cta ngu oi tiéu ding trén website 13 hanh vi ¢6 dinh hudng.
Céc yéu to a nh hudng t&i quyét dinh mua 1a kh ong giéng nhau nhung cac hanh vi
nay bi anh hudng rat nhidu boi thuong hiéu ciing nhu uy tin ciia Coéng ty Truyén
thong Thinh Vuong. Cubi cing, tac gia di du a ra nhitng dé xuat vé chién lu ¢c da
dang hoa va ning cao chit lu ong san pham, xay dung hinh anh doanh nghiép, quan
1y riii ro truyén thong cling nhu  ké hoach bdi du dng ngudn nhan luc dé hoan thi én
hoat dong Marketing.

Tt nhitng két qua nghién ciru ké trén , ludn vin cua tac gia c6 nhitng dong gop
ca vé mit ly thuyét ciin g nhu thyc tién. Néu mo rong hudng nghién ciru véi nhitng
yéu t6 nghién ctru cu thé hon va pham vi dia 1y nghién ctiru rong hon, két qua nghién
clru sé c6 nhitng dong gop sau sac h on nita ca trong 1y thuyét va thuc té . Du tac gia
da cd géng rAt nhiéu dé hoan thi én luin van mot cach tot nhat, luan van van khong
tranh khoi nhing thiéu sét . Vi vay, tac gia mong mudn rang sé nh an duoc nhiing ¥
kién déng gop cua H 6i ddng bao v &, cac thy cb gido va cac ban dé tiép tuc  hoan

thién hon trong cac nghién ctru tiép theo.
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PHU LUC
Phu luc 01: Bang hoi diéu tra Hanh vi mua ctia ngudi tiéu ding trén website .
BANG HOI NGHIEN CUU HANH VI CUA NGUOI TIEU TREN WEBSITE
TRUONG HQP CONG TY TRUYEN THONG THINH VUQNG
Kinh chao Quy Anh/Chi!

Hién nay t61 dang thuc hién dé tai nghién ctru luan van Thac sy vé hanh vi
khach hang trén Website, qua d6 c6 thé dua ra giai phap t6t nhat cho Marketing
Mnline. Dé tai rat mong nhan dugc su hop tac, giip do cua Anh/Chi qua vi¢e tra 101
Bang hoi ndy. Xin Anh/Chj tra 101 bang cach danh ddu/khoanh tron vao 6 ciu hoi
anh chi lya chon va s6 phu hop tir 1 (néu Rat khong dong ¥ voi nhan dinh d6) dén 5
(néu Rét dong ¥ voi nhan dinh d6). Nhan dinh nao do thiéu thong tin hodc trai
nghiém vé né, c6 thé khong tra 10i.

Thoi gian tra 10i phiéu mat khoang 5- 10 phit. Chung toi xin dam bao y kién
cua Anh/Chi chi dugc dung vao myc dich nghién ctru, dugc xu 1y khuyét danh, va
dam bao bi mat vé nguoi tra 10i. Vi vay, rit mong Quy Anh/Chi dua ra nhimng y
kién nhan dinh cta minh theo nhitng cau hoi dudi ddy mot cach thing thin va chinh
xéc nhat!

Xin tran trong cam on!
Phin I: Thong tin chung
Dudi day 1a nhimng thong tin chung vé Anh/Chi nham dua ra hanh vi dua theo
ting nhom khac nhau trong luan vin, khong mang tinh chat doi hoi thong tin riéng
tu. Anh/chi danh dau vao phan 6 trong phu hop:
1. Gidi1 tinh ctaa anh/chi: Nam N
2. Thudc nhém tudi:
Tur 18 - 25 tudi Tur 25 - 35 tudi
Khac Tur 35 - 45 tudi
3. Trinh d6 hoc van ctia anh/chi
Trung hoc pho thong Dai hoc

Trung cap, Cao dang Sau dai hoc



4. Nghé nghiép ctia anh/chi hién nay?

Nhan vién Marketing Hoc sinh, sinh vién
Quan ly, giam déc Khac

6. Khoang thu nhap hién nay cia anh/chi

3- 6 triéu/ thang 6- 10 tri¢u/thang

10-20 tri¢u/thang trén 20 triéu/thang

Phan II: Cau héi khio sat
Cau hoi khao sat dudi day dé khao sat nhitng danh gia cua anh/chi khi truy cap
website seongon.com, tit 46 Cong ty Truyén thong Thinh Vuong ching t6i s& cai
thién website dé c6 thé phuc vu anh/chi t6t nhat theo quy udc:

I. Anh/chi lwa chon 6 trong thich hop véi ciu trd 16i ciia minh:
1.Anh/chi vui long cho biét anh/chi dd biét toi dich vu va website cia Cong ty
Truyén thong Thinh Vuong chua?
ROi Chua
2. Muc dich anh/chj truy cap website ctia Cong ty Truyén thong Thinh Vuong?

Tham khdo thong tin dich vu Str dung dich vu

Tham khéo kién thirc quang cao Google Khac

3.Tai sao anh/chi biét t6i website ctia cong ty?

Nguoi gidi thi¢u Tim kiém tr khod trén Google
Gmail Facebook

Khac

4.Anh/chi c6 thudng xuyén vao website cia Cong ty Truyén thong Thinh Vuong
trude khi str dung dich vu?

Thuong xuyén Hang nam

Chua bao gio (Dung lai) Khac

5. Diéu khién anh/chi hai long khi truy cip website cia Cong ty Truyén thong
Thinh Vuong?

Giao dién bat mét, chuyén nghiép C6 nhiéu bai viét hay



Thong tin trén website ddy da va thuyét phuc  Duoc giai dap thic méc nhanh va
nhiét tinh
6. Ban c6 quyét dinh sir dung dich vu ciia Cong ty Truyén théng Thinh Vuong sau

khi vao website?

C6 (Tiép tuc cdu 6) Khéng (Tiép tuc ciu 7)
7. Diéu gi khién ban quyét dinh sir dung dich vu ctia cong ty sau khi tham khéo tai
website?
Su tin cay Doi ngil tu van
Su chuyén nghiép Khac

8. Tai sao ban quyét dinh khong st dung dich vu cia cong ty sau khi tham khao
thong tin trén website?

Thiéu chuyén nghiép Tu vén vién

Thong tin trén website Khac

III. Nhitng yéu t6 anh hwéng t6i quyét dinh sit dung dich vu ciia khach hang
khi truy cip vao website ciia Cong ty Truyén thong Thinh Vwong:

Anh/chi ¢6 lra chon phuong an thich hop bing: Hodn toan khéong dong y; 2.
Khéng déong y; 3. Binh thwong; 4. Pong y; 5. Hoan toin dong y

Stt | Cac cau héi danh gia khi anh/chj truy cap | Mitc d¢ quan trong cua cac
vao website ciia Cong ty Truyén thong | yéu té khi quyét dinh sir dung

Thinh Vuong dich vu

1 2 3 4 5

1 | B¢ phu cta thuong hi¢u

2 | Giao dién website (mau sac, bo cuc,...)

3 | Nhiéu ngudi tin dung (s6 khach hang di sir
dung dich vy, khach hang da su dung dich

vu la ai, danh gid cau khach hang,...)




4 | Su chuyén nghiép (tu van vién, cic bai ding

lién quan ta61 dich vu,...)

5 | Khi truy cdp website ctia cong ty, anh/chi co
mudn tham khao nhimg dy 4n, san phim ma

ching t61 da lam.

6 | Khi tham khao thong tin san pham anh/chi
c6 mudn tham khao ¥ kién khach hang di st

dung dich vu

7 | Muc gid hop 1y

Phin 3: Panh gia chung (¥ kién khac néu co)

Xin chan thanh cam on quy anh chi da danh thoi gian thuwc hi én khao sat nay

Chiic quy anh chi sivc khéa va thanh dat trong cugc song !
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	LỜI CAM KẾT 
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