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Digital Marketing: Tw duy sir dung AI thuc chién

Noi dung cu6n sach dwa trén sw diéu khién tri tué nhan tao Al thuc
hién bai tw duy thuc chién cia Nguyén Thanh Phuong.
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Digital Marketing: Tw duy sir dung AI thuc chién
Lo1 no1 dau
Trong digital marketing, dit liéu cho chiing ta biét khach hang da lam gi, nhung dé hiéu vi sao ho
hanh dong nhu vdy, ngudi lam marketing can quay vé gdc r& ctia hanh vi khach hang. Mot luot click,

mot 1an bo gio hang, mot binh luan tiéu cyc hay mdt danh gid 5 sao déu l1a dau vét cia nhu cau, dong
co, nhan thirc, cam xuc va boi canh xa hoi.

Cubn sach nay duoc bién tap lai theo tinh than thyc chién: giam 1y thuyét roi rac, ting khung phan
tich, checklist, mau biéu va vi dy trién khai. Muyc tiéu la giup nguoi doc ap dung ngay vio website,
social media, email, quang cdo, CRM va cham soc khach hang.

Truc tu duy xuyén sudt cta sach 13: hiéu dung khach hang trudc, thiét ké ding diém cham sau. Khi
hiéu khach hang dang gip van dé gi, ho tim kiém va so sanh ra sao, diéu gi khién ho tin hodc nghi ngo,
marketer s& biét nén viét noi dung nao, chay quang cao nao, téi wu landing page ra sao va cham sc sau
mua nhu thé nao.
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Chuong 1. Nén tang hanh vi khach hang trong digital marketing

1.1. Vi sao marketer s phai hoc hanh vi khach hang

Quyén lyc thi trudng da dich chuyén manh tir nha san xuat sang ngudi tiéu dung. Khach hang c6
nhiéu lya chon hon, nhiéu ngudn thong tin hon va nhiéu c6ng cu so sanh hon. M6t chién dich c6 thé
rat dep vé mit sang tao nhung van that bai néu khong cham dung dong co, khong giai quyét ding van
dé hodc noi sai ngdn ngir ciia nhoém khach hang muyc tiéu.

Nghién ctru hanh vi khach hang gitip marketer img dung vao bén viéc cbt 15i: xéy dung chién lugc
marketing, tiép thi x4 hoi, hudng dan va bao vé ngudi tiéu dung, ddng thoi phat trién san pham dich

vu pht hop hon. Piéu nay dic biét quan trong trén mdi trudng sb, noi timg ¢ nhap chudt déu tao ra tin
hiéu hanh vi.

1.2. Khung tong thé cta hanh vi khach hang

Hanh vi khach hang 1a két qua twong tac gita anh hudng bén ngoai, anh hudng bén trong va qua trinh
ra quyét dinh. Anh hudng bén ngoai gdm vin hoa, nhan khau hoc, nhém tham khao va hoat dong
marketing. Anh hudng bén trong g@)m nhan thue, dong co, tri nhd, cam xuc, thai d9, tinh cach, ban nga
va 16i séng. Qua trinh quyét dinh di qua ndm budc: nhan thirc nhu cau, tim kiém thong tin, danh gia
lya chon, mua va danh gid sau str dung.

Khung hanh vi khach hang sé: tir anh huéng dén hanh do:

2 ~ N o 2 ~ e hY ~ .
Anh huong bén ngoai Anh huong bén trong Qua trinh quyeét dinh
Van héa, nhan khau Nhan thuc, dong co, Nhan thitc nhu cau,
hoc, nhém tham khao, > cam xtc, thai do, ca > tim kiém, danh gia,
hoat dong marketing tinh, ban nga mua, sau mua

Nhiém vu Digital Marketing theo hanh trinh

Nhan biét Tim kiém Panh gia Mua Sau mua
Panh thic van dé SEO, review FAQ, So sanh, demo CTA 3G L. Onboarding CRM,
Tao chi y social proof Landing page ro biam ruiro mua lai

Mo6i diém cham can tra 10i: khach hang dang nghi gi, cdm gi, tin gi va can bang chimg nao dé tién thém maot budc?

Hinh 2. Hanh vi khdch hang s6 la két qua ciia anh hieong bén ngoai, bén trong va qud trinh ra quyét dinh

M&i giai doan déu c6 nhiém vu digital marketing riéng. O budc nhan thirc nhu cu, ndi dung can
danh thirc van dé. O budce tim kiém thong tin, SEO va social proof phai lam tot. O bude danh gia,
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landing page va review quyét dinh ty 1¢ chuyén d6i. Sau mua, CRM va cham soc khach hang quyét
dinh kha nang mua lai.

1.3. Tu duy thuc chién cho marketer

° Khong hoi “san pham cuia t6i c6 gi”, hdy hoi “khach hang dang cb giai quyét chuyén gi”.

° Khong chi do reach hay click; hdy do tin hi¢u hanh vi that nhu scroll depth, add-to-cart, lead
form, ty 1¢ quay lai va NPS.

° Khéng gom tat ca khach hang thanh mdt t€p; hay tach nhém theo gia tri, dong co, muc do gén
két va giai doan ra quyét dinh.

° Khong coi hanh vi sau mua 1a phan viéc riéng cia CSKH; d6 1a phan kéo dai cua chién lugc
marketing.
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Chuong 2. Nghién ctru hanh vi khach hang va bd cong cu thuc

chién

2.1. Cac phuong phéap nghién ctru hanh vi khéach hang

Tai lidu gbc nhin manh ba nhdm phuong phap co ban: quan sat thuc té, phong van - khao sat dinh
tinh/dinh lugng, va téng hop dit lidu tir moi truong mua sim - st dung. Trong digital marketing, cac
phuong phép nay c6 thé duge s hoa dé thu thap dit liéu nhanh hon va lién tuc hon,

Phuong phap Dung khi nao

Cong cu goiy

Mubn biét khach hang click, dimng,
cudn, thoat & dau

Quan sat hanh vi s0

GA4, Hotjar/Clarity, ban do nhiét

Muon hiéu cam xuc, 1y do, rao can
va niém tin

Phong vén sau / focus group

Google Meet, Zoom, ghi am va
ma hoa insight

Muén kiém chiing gia thuyét trén
mau lon

Khao sat dinh luvgng

Google Forms, Typeform, khao
sat trong CRM

Muén bat tiéng néi ty nhién cia
khach hang

Social listening

Fanpage, binh luan, cong déng,
cdng cu social listening

Customer service log Mubn tim pain point lip lai

Zalo OA, inbox fanpage, ticket hd
trg, call note

2.2. B0 cong cu customer digital marketing

B0 cong cu Customer Digital Marketing

Dir liéu hanh vi

SIG

AN

Khao sat & phéng va

Forms, Zoo
Focus group

Tiéng néi KH

Review, c ent
ticket CSKH

& phan khuc

Tag, diém lead
LTV, churn

Nguyén tac: bat dau tir cAu héi kinh doanh, sau d6 méi chon céng cu va chi s6 phi hop.

Hinh 3. By cong cu nghién ciru va kich hoat customer insight trén moi truong so
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Céch dung bo cong cu trong thuc té: bt diu bang cau hoi kinh doanh, sau d6 méi chon cong cu. Vi
dy, néu muc tiéu 1a tang ty 1€ dat lich tu van, marketer can theo doi hanh vi landing page, khdo sat ly
do bo form, phan nhém lead trong CRM va thir nghiém A/B véi tiéu dé - CTA.

2.3. Quy trinh nghién ctru 7 budc

Xac dinh van d& kinh doanh va hanh vi mudn thay doi.

Viét gia thuyét, vi du: “khach hang khong mua vi chua tin chét luong”.
Chon dit liéu can thu thap: dinh luong, dinh tinh hodc c4 hai.

Thu thap dir liéu tir it nhat hai ngudn dé tranh thién léch.

Téng hop insight theo chu dé: dong co, rao can, ky vong, cam xtc.
Bién insight thanh hanh dong: ndi dung, uu dii, UX, kich ban CRM.
Po két qua va lap lai.

N AE v =
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Chuong 3. Nhan khau hoc, phan tang xi hoi va phan khtc khach
hang s6

3.1. Nhan khau hoc 12 16p loc dau tién

Nhan khiu hoc mé ta dan sb theo quy mo, mat do va Kkét cAu. Trong marketing 6, nam bién thuong
dung nhat 1a gidi tinh, dJ tudi, nghé nghi€p, hoc van va thu nhap. Ching khong tu dong tao ra nhu cau,
nhung gitip marketer xac dinh khung song, kha nang chi tra, kénh truyén thong phu hop va kiéu thong
di€p hiéu qua.

Vi du thuc chién: cing 1a san pham thoi trang, nhom nir 18-24 tudi c6 thé phan tmg manh véi xu
huéng, KOL va ndi dung ngan; nhém nit 30-40 tudi c6 thé quan tdm hon dén chat li¢u, do bén, tinh
tién loi va danh gia thyc t€ cia nguoi dung.

3.2. Phén tang x3 hoi

Phan tang xa hoi phan anh vi thé xa hdi cia mdt ca nhan so voi nguoi khac dya trén cac phuong dién
duoc xa hoi danh gia. Trong thuc tien, marketer khong nén chi nhin thu nhap, ma can nhin két hop
nghe nghi¢p, hoc van, 161 song, gu tiéu dung va mirc 4o nhay cam véi biéu tugng dia vi.

3.3. Ma tran phan khuc thuc chién

Ma tran phan khuc khach hang sé

Tiém nang cao Trung thanh

o)
Retargeting, tw van, bangthing

Cha 5 fi 1, cong dé
manh - am soc, referral, cong déng

Thwr nghiém It wu tién

Tw dong hoa, nuoi duéng chi phi

Uu dai dau vao, onboarding tha
ap

Mirc d6 gan két / kha nang mua lai -

Hinh 4. Ma tran phan khuc giup wu tién thong diép, ngan sach va kich ban cham soc
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Ma tran nay hiru ich khi doanh nghiép di c6 dit liéu khach hang ban d¢au. Nhém trung thanh can
chién lugc gilr chan. Nhom tiém nang cao can retargeting va tu van sau. Nhom thtr nghiém phu hop
cho uu dai dau vao. Nhom it vu tién nén dung tu dong hoa dé tiét kiem nguén Iuec.

Checklist phan khuc

Khach hang 13 ai vé& mit nhan khau hoc?

Ho dang ¢ giai doan song nao?

Ho nhay gia hay nhay chét luong?

Ho bi anh hudng béi biéu tuong xa hoi & mic nao?

Ho phan tng tot hon v&i ndi dung cam xtic hay dir lidu 1y tinh?

10
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Chuong 4. Nhom tham khao, truyén miéng va sirc manh cong dong
$0

4.1. Nhom tham khdo va tac dong dén quyét dinh mua

Con ngudi khong mua hang trong chan khong. Gia dinh, ban be, déng nghiép, cong déng online,
fanpage, dién dan hay nhom khao khat déu c6 thé tao 4nh huwéng manh dén hanh vi tiéu dung. Nhom
tham khao c6 thé truyén tin, dat chuan myc va tao dong luc gia nhap.

Trong digital marketing, nhom truc tuyén ngay cang quan trong. Review trén TikTok, mot thread
trong group Facebook hay binh luén dudi video c6 thé tao taic dong con manh hon quang céo tra phi.
Khéch hang thuong tin nguoi giong minh hon tin thong di€p quang céo tir thuong hi¢u.

4.2. Ung dung thuc chién

Tao cong dong thanh vién dé khach hang ty nudi dudng niém tin cho nhau.
Thiét ké chuong trinh referral dua trén phan thudng rd rang va dé chia sé.
Dung UGC, review, before-after va case thuc té dé tang bang chimg xa hoi.
° Phan biét san pham chiu anh huéng manh ciia nhom va san pham chiu dnh hudng yéu dé chon
chién Iuoc KOL phu hop.

Vi du: d6 xa xi hodc san pham cong khai truée cong dong thudng chiu anh hudéng manh ctia nhom va
thwong hiéu. D6 thiét yéu ca nhan c6 thé it chiu 4p lyc nhém hon, nhung van bi anh hudng & giai doan
tim kiém thong tin.

Khung trién khai cong dong so

Muc tiéu cong dong No6i dung nén lam Chi s6 cén theo déi
Tao niém tin Review that, cau chuyén khach S6 binh luan chat lwong,
hang, Q&A sentiment, cadu hdi mua hang
Kich hoat tmyén miéng Referral, thir thach, hashtag, UGC S6 luot chia sé, ma gi6i thi€u, ndi
dung do ngudi dung tao
Giir chan Huéng dan sir dung, chim soc Ty 1€ quay lai, mua lai, NPS, phan
thanh vién, wu dai riéng hdi tich cuc

11
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Chuong 5. Nhan thirc khach hang va chién lugce gay chu y trén moi
truong so

5.1. Nhan thuec 1a gi

Nhan thirc 1a qua trinh ca nhan lya chon, sép xép va cam nhan cac yéu td thong tin dé hinh thanh mot
hinh anh hay y nghia rd rang vé su vat. Trong digital marketing, marketer khong chi canh tranh vé san
pham ma con canh tranh vé cach khach hang dién giai tin hiéu ctia thwong hiéu.

Qua trinh nhan thuc trong méi truong sé

- N7 N7 N 7 I
1. Tiép xtc 2. Chay 3. Dién giai 4. Hanh déng
Khéach hang co —> Thong diép co —> Ho hiéu ding diéu —> Ho click, luu, hoi,
nhin thay thong khién ho dung lai thuwong hiéu muén dang ky hay mua
diép khong? khong? noi khong? khong?
- AN AN AN J

Goi v tmg dung: téi wu visual dé tang chu y, dong bo dinh vi dé€ tranh dién giai sai, dung CTA ré d€ chuy

Hinh 5. Tir tiép xiic dén hanh dong: bon 1op qudn tri nhdn thirc khdch hang

5.2. Ba 16p tao nén nhan thirc

° Tiép xtic: khach hang c6 co hdi nhin thiy thong diép khong?

e  Chu ¥: khach hang c6 dimng lai du 1au dé ghi nhan khong?

° Dién giai: khach hang hiéu thong diép theo cach minh mong mudn hay theo huéng khac?

5.3. Goi ¥ thuc chién

Mubn ting tiép xtic tyr nguyén, hiy lam noi dung c6 ich trude khi ban hang. Mudn ting chu y, t6i vu
kich thuéc, mau sic, tiéu d¢, d6 twong phan va su lap lai hop Iy. Muon ting dién giai ding, phai dong
bd dinh vi, hinh anh, gia, bang ching xa hoi va 101 hira thuong hiéu.

Mot quang cao dep nhung dinh vi 16ch ¢ thé khién khach hang hiéu sai phan khic gia, chit luong
hodc doi tugng sur dung. Vi vay, moi di€m cham can cung ké mét cau chuyén nhén thirc thong nhat.

12
Nguyén Thanh Phuong & Tri Tué Nhan Tao



Digital Marketing: Tw duy sir dung AI thuc chién

Chuong 6. Pdng co, ca tinh, cam xtc va thai do tiéu dung

6.1. Pong co ti€u dung

Dong co 1a tdc nhan thiic day va chi phoi hanh dong. Trong tiéu dung, dong co xuat hién khi co6
khoang cach gitra trang thai hién tai va trang thai mong mudn. Mot ngudi mua dong ho khong chi dé
xem gio; ho ¢6 thé mua vi dia vi, vi cdm gidc thanh cong, vi d¢ bén hodc vi niém vui suu tam.

Mo hinh Maslow gitip marketer nhin nhu cau tir sinh 1y dén ty khang dinh. Tuy nhién trong thyc tién,
nguoi tiu dung c6 thé mua vi nhiéu tang dong co cung luc. Vi vay, khong nén &p dung mo hinh nhu
mdt chiéc hop cirng, ma nén xem no6 nhu o6ng kinh suy nghi.

6.2. Ca tinh va cé tinh thuong hi¢u

Cé tinh 12 xu huéng phan tng ddc trung cta ca nhan trong nhing tinh hudng tuong tu. Khach hang
hudng ngoai c6 thé thich thwong hiéu nao nhiét va cong dong; khach hang d& cao doc nhat c6 thé phan
ung véi limited edition hodc tuy bién c4 nhan. Mot thuong hi¢u manh can c6 c4 tinh da rd dé khach
hang nhan ra va lya chon.

6.3. Cam xtc va quyét dinh mua

Cam xuc tao mau sic cho quyét dinh. Nhiéu lya chon tiéu dung x4y ra vi cam giac an tam, ty tin, vui
vé, sang trong hodc duoc thude ve. Digital marketer can nhan dién cam xuc nao dang chi phoi hanh vi
de viet thong di¢p, dung visual va chon CTA phu hop.

6.4. Thai d¢ tiéu dung

Théi d6 gdm ba thanh phan: nhan thirc, anh huong va hanh vi. Khi mudn thay ddi thai ¢o, marketer
c6 the thay do6i niém tin, chuyén dich tam quan trong cua thudc tinh, ting cuong niém tin mdi hoac tac
dong cam xtic thong qua tiép xuc lap lai, KOL, trai nghi€ém dung thir, khuyén mai va social proof.

Mau 4p dung: néu khach hang nghi san pham tot nhung dit, marketer co thé chuyén trong tm tir gia sang chi
phi s hitu tron doi, chat lugng, d6 bén, hdu mai hodc gia trj biéu tugng.

Ung dung ndi dung / quing
cdo
bong co Khéach hang mudn thay doi diéu gi Hook theo ndi dau, két qua mong
trong cudc sdng? mudn, before-after

Yéu t6 tam Iy Céu héi marketer cin hoi

gi?

Ca tinh Ho thich phong cach nghiém tac, Gi(_)ng thuong hiéu, visual, KOL,
tré trung, sang trong hay toi gian? cach ké chuyén

Cam xuc Cam giac ndo thic day hodc can Bz‘ing‘chﬁng an tam, bao dam,
tro' hanh dong? cong dong, cau chuyén

Thai do Ho tin gi, nghi gi, phan dbi diéu FAQ, so sanh, review, dung th,

tai dinh vi gia tri
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Chuong 7. Ban ngd, 16i song va dinh vi thuong hiéu trong ky

nguyén soO

7.1. Y niém ban ngi

Y niém ban ng 13 toan bo suy nghi va cam xuc cta c4 nhan vé ban than minh. N6 bao gdm ban nga
thuc t€, ban nga ly tudng, ban nga riéng tu va ban nga xa hoi. Trong marketing, san pham thuong dong
vai tro nhu dao cu giup khach hang ctiing c6 hodc tién gan téi hinh anh ho mudn tré thanh.

7.2. L6i song

Lbi séng la cach mdt nguoi séng va dién giai ban than thong qua hoat dong, sé thich, thai do, tiéu
dung, ky vong va cam xtc. Mot thuong hiéu mudn dinh vi hi¢u qua phai néi dung ngoén ngir 161 song

ctia nhém khéach hang muc tiéu.

7.3. Ung dung vao dinh vi s6

° Chon hinh anh dai di¢n thuong hi¢u phan 4nh dung ban nga cua khach hang muc tiéu.
[ Tdi uu ndi dung social theo 16i séng: nang dong, tbi gian, hoc thuat, gia dinh, sang trong.
° Dung ngdn ngit, mau sic, am nhac, KOL, bdi canh quay va nhip cét phit hop v6i chan dung 16i

song.

° Tao chién dich cho nhém dugc khao khat: dung hinh mau khach hang ma nhoém muc ti€éu mudn

gia nhap.

Khung kiém tra dinh vi thuc chién

Cau héi kiém tra

Diu higu tot

Dau hi€u can sira

Khach hang c6 thay thuong hiéu
giong hinh anh ho muon tré thanh
khéng?

Ho tu nguyén chia sé, gén tag,
dung san pham nhu biéu tugng ca
nhan

Noi dung nhiéu nhung khong ai
muon nhan 1a “ctia minh”

Visual va ngon ngit c6 nhat quan
véi 161 song muyc tiéu khong?

Anh, mau, giong viét, KOL cung
mot the gidi tham my

Mai kénh n6i mot kiéu, thuong
hiéu bi nhoe

Dinh vi c6 du bang ching khong?

Co case, review, chat luong trai
nghiém va cdng dong xac nhan

Chi c6 khau hiéu nhung thiéu
chung cur

Nguyén Thanh Phuong & Tri Tué Nhan Tao
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Chuong 8. Qua trinh ra quyét dinh tiéu dung va hanh vi tim kiém
thong tin

8.1. Ba kiéu quyét dinh tiéu dung

Ba kiéu quyét dinh tiéu dung va ndi dung can hé tro

Kiéu quyét dinh Pac diém hanh vi Né6i dung nén trién khai

. , Rui ro thap, mua theo théi Nhac nhé, wu dai nhanh, CRM, ndi dung
Quyét dinh nho .
quen ngan
Quyét dinh giéi han Cén so sanh vira phai FAQ, review, bang so sanh, video demo

Case study, tw van 1-1, chinh sach déi

uyét dinh maé ron Gid tri cao, rui ro cao A . R
Quy ’ e ’ tra, bang chung sau

D6 sau noi dung phai tang theo mitc rii ro va mirc do can nhac ctia khach hang.

Hinh 6. Ba kiéu quyét dinh tiéu ding va dé sau ndi dung can trién khai

Quyét dinh nho thuong duya trén théi quen hodc trung thanh. Quyét dinh gidi han can tim kiém thong
tin vira phai. Quyét dinh md rong xuat hién voi sdn pham gia tri cao, rii ro cao hodc cé tinh xay dung
hinh anh ca nhan.

8.2. Tim kiém thong tin

Khach hang c6 thé tim kiém ndi bo tir ky trc hodc ngoai lai tur nguc“m ca nhan, nguén doc lap, nguén
marketing va nguon trai nghiém. Trong ky nguyén s6, mot ngudi co thé dong thoi tiép xuc véi banner,
SEQ, retargeting, review va ndi dung mang xa hoi trén nhiéu thiét bi.

° Pua thong tin t6i khach hang bang quang céo, email va social content.

° Pua khach hang toi thong tin bang SEO, ndi dung so sanh, retargeting va landing page.

° Giam chi phi tim kiém bang FAQ, review, video demo, bang so sanh va chatbot.

e Vi quyét dinh mé rong, can ndi dung sdu hon nhu case, review dai, chinh sach dbi tra va tu

van tryc tiep.
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8.3. Qua trinh nhan thtrc van dé

Nhan thire van dé 1a két qua cia sy khac nhau giita trang thdi mong mudn va trang thai thuc té di 16n
dé khai dong qua trinh ra quyét dinh. Van d& c6 thé chu dong hodc bi dong. Voi van dé chu dong,
nhiém vy marketing 1a chirmg minh giai phap ctia minh t6i wu. Vi vin dé bi dong, nhiém vy dau tién
1a 1am khach hang thay van dé ho dang gip.
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Chuong 9. Su hai long, bat man va chién lugc gilt chan khach hang

9.1. Hanh vi sau mua

Cong viéc cua marketer khong két thic & giao dich. Sau khi mua, khach hang c6 thé st dung san
pham, sir dung sang tao, it dung hodc khong dung, vit bo, ban lai, trao doi do cii va quan trong nhat 1a
hinh thanh danh gia vé thuong hicu.

Vong lap hai long - gan két - mua lai

Ky vong truéc mua
\\

CRM + CSKH + noi
Mua lai / giéi thiéu dung huong dan Trai nghiém st dung

quyét dinh kha nang
gitr chan

N
[ Panh gia sau mua

Hinh 7. Vong Idp hai long - gén két - mua lai trong Digital Customer Marketing

9.2. Hai long va bat man

Khach hang danh gia san phim dua trén ky vong va su thé hién thyc té. Bat man dan t6i giam yéu
thich, dirng mua, truyén miéng ti€u cyc, phan nan va tham chi khi€u nai chinh thirc. Hai long tao nén
cho mua lai, giéi thi¢u va gan két thuong hi¢u.

9.3. Chién lugc giit chan thuc chién

- Theo ddi binh luan, danh gia va phan hdi nhanh bang social listening hodc ticket hd tro.
- Xur 1y 18i som vi mot ngudi phan nan c6 thé dai dién cho nhiéu ngudi im ling.

- Nudi dudng viéc st dung san pham bang email huéng din, onboarding va tutorial video.
- Tao chuong trinh thanh vién, tich diém, referral va cham soc dinh ky.

- Uu tién giir khach hang hién c6 trude khi d6 qua nhiéu tién dé tim khach hang méi.
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Chuong 10. Hé thong thuc thi: insight, hanh trinh khach hang va
ndi dung chuyén do6i

10.1. Ban d6 cau hoi marketer can tra 161

Giai doan ha‘?nagu LI LG e Nhiém vu marketer Kénh phu hep

Nhan biét Toi dang gap van dé gi? Dénh thl"rc nhu cau, gido Social, video ngén, PR,
duc van dé SEO info

Cén nhic Giai phap nao dang tin? Cung cap bang chimg, Website, blog, KOL,
so sanh, review remarketing

Mua T6i c6 nén mua ngay? Giam rui ro, tang chac Landing page, ads, chat,
chan, CTA ro CRM

Sau mua Toi c6 hai long khong? HG trg, chim soc, kich ]Email, Zalo, CS, cong
hoat mua lai dong

10.2. Mau chuyén insight thanh thong diép
Insight / tin hiéu Thong di€p nén thir Hanh dong di kém

Pain point: khach hang s¢ chon sai

“Chon dung trong 5 phut voi bang
so sanh nay”

Tao bang so sanh, video hudng
dan, tu van nhanh

Pong co: muodn dugce cong nhan

“Danh cho nguoi mudn xuat hién
chuyén nghiép ngay tu lan gap dau

A ?d

tién

Dung hinh anh aspirational,
review, case thanh cong

Rao can: so¢ gia cao

“Chi phi sir dung mdi ngay chi
bang mot ly ca phé”

Giai thich chi phi s¢ hiru, bao
hanh, gia tri dai han

Bit man pho bién: dich vu cham

“Cam két phan hoi trong 5 phiit
gi0 hanh chinh”

Bot + nguoi that, trang FAQ, SLA
cham soc

10.3. Cong thure trién khai mot chién dich dua trén hanh vi

8. Chon mot hanh vi can thay ddi: click, dang ky, dat lich, mua lai hodc gi6i thiéu.
0. Tim insight khién hanh vi d6 chua xay ra: chua tin, chua hiéu, chua can, so rai ro hodc thiéu

dong lyuc.

10. Tao thong diép giai quyét ding insight va chon kénh dung hanh trinh.
11. Thiét ké diém cham du béng ching: néi dung, landing page, review, CTA, chatbot, email.
12.  Po hanh vi that sau trién khai va t6i vu theo nat nghén.
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Chuong 11. B6 mau trién khai thuc té cho marketer

11.1. Checklist nghién ctru khach hang trong 7 ngay

Ngay Viée cin lam Piu ra tbi thiéu

Ngay 1 Poc toan bd binh luin, review, Danh sach pain point va cau hoi
ticket hd trg 30 ngay gan nhét lap lai

Ngay 2 Xem top 20 trang dich / bai viét / Nhom chua dé va diém cham dang
san pham co traffic hodc chuyén doi | hiéu qua
cao

Ngay 3 Phong vén 5 khach hang hién tai Ly do mua, ly do roi bd, rao can
va 3 khach hang roi bo

Ngay 4 Chay khao sat ngan vé dong co, Bang dit liéu dinh luong ban dau
rao can, ti€u chi Iva chon

Ngay 5 Tong hop nhom insight theo nhan 3-5 insight uu tién
khéu hoc, tim 1y, hanh vi

Ngay 6 Thiét ké 3 thong diép chinh cho 3 Théng diép + bang chimg + CTA
nhém khach hang trong tdm

Ngay 7 Chét ké hoach ndi dung, landing Mini plan trién khai tuan tiép theo
page, retargeting va CRM

11.2. Mau chan dung khach hang

Truong thong tin

Noi dung can dién

Tén nhom khach hang

Nhan khau hoc cdt 15i

Trang thai hién tai / van dé dang gap

Trang thai mong mudn

bong co chinh

Rao can chinh

Ngudn thong tin ho tin nhét

Kénh thuong dung

Thong dig¢p nén dung

Ut dai hodc bang chimg can ¢

11.3. Mau danh gia ndi dung / quang céo / landing page

Khach hang nao sé& thiy ndi dung nay 1a danh cho ho?
Pain point c6 dugc goi tén trong 3 gidy dau khong?
C6 bang chig nao 1am tang niém tin?

C6 yéu t6 cam xtic nao phu hop voi dong co chinh?
CTA c6 13, dé 1am va gidm rii ro khong?

Nbi dung ¢ phit hop véi kiéu quyét dinh mua ciia nganh hang khong?
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11.4. Mau bao céo insight thyuc chién

Digital Marketing: Tw duy sir dung AI thuc chién

Muc bio cio Céu héi cin tra loi

Van dé kinh doanh Doanh nghiép dang mudn thay d6i hanh vi nao?
Dit liéu quan sat Tin hiéu nao cho thay van dé ton tai?

Insight chinh Khach hang that sy nghi, cam hoéc lo diéu gi?
Hanh dong dé xuat Can stra ndi dung, UX, offer, quang cdo hay CRM?
Chi s6 theo doi Sau khi trién khai s& do bang chi s6 nao?

Nguyén Thanh Phuong & Tri Tué Nhan Tao
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Két luan

Hiéu hanh vi khach hang khong chi d& mé ta con ngudi mua hang nhu thé nao, ma dé ra quyét dinh
marketing tot hon. Khi marketer hiéu diing van dé, ding dong co, diing boi canh xa hi va diing hanh
vi sau mua, moi hoat dong tir ngi dung, UX, quang cdo, CRM dén dich vu khach hang déu tré nén sac
bén hon.

Trong mdi truong sd, loi thé canh tranh ngay cang it nim & viéc ai néi to hon, ma nam & viéc ai hiéu
khéch hang sau hon va hanh dong nhanh hon. Hy vong cudn sach nay gitup ban bién kién thirc hanh vi
khach hang thanh nang luc thyc thi thuc té.

Diém quan trong nht cin ghi nhé: dit liéu cho biét hanh vi dang xay ra, con insight gitp giai thich vi

sa0. Mot marketer thuc chién phai biét két hop ca hai dé bién hiéu biét khach hang thanh ting truong
bén virng.
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