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SU THAT VE NHO’'NG NEN TANG THANH CONG

Chung ta luén tw ddtra ciu hoi,lam thé nao dé tranh dwoc ruiro, that bai valam thé
nao dé thanh cong cling nhw gianh chién thang cudi cing? C6 ratnhiéu nén tang can thiét
cho thanh c6ng nhwng chic chan bén canh nhirng yéu t6 can thiét nhuw t6 chat, tri tug, tinh
than dam mao hiém thi kién thirc, k§ nang la nhirng diéu khong thé bo qua.

Puwoclwa chon tir bd sdch Nhitng Sw that vé kién thirc, ki nang can thiét ho tro thanh
cOng ctia cic ca nhan, ching tdi xuat ban 5 cudn sach dwoc danh gia 1a pht hop ciing nhw
hitu ich nhat véi doc gia Viét Nam hién nay: Sw thdt vé nghé thudt dam phdn, Sw thdt vé ra
quyét dinh théng minh, Sw thdt vé lam giau tir mang xd hoi, Sw thdt vé marketing qua email
va Sw thdt vé nhitng ky vong ctia khdch hang. Muc tiéu ctia bd sach la mang dén cho ban
nhirng Su thit co ban vé nén tang thanh céng, giip ban hi€u biét hon nhirng xu huwéng
trong twong lai, va khuyén khich ban suy nghi c6 chién lwoc vé cach thirc tot nhit ma ban c6
thé cling cd cling nhw nang cao dong co va muc tiéu trong cdng viéc va cudc song.

Moi cudn sach bao gom khoang 50 Sw that dién hinh, hiru ich, thuc t& dé doc va dé ap
dung sé la cAm nang khong thé thiéu do6i véibat ky ai dang mudn phattrién cac kj nang
nay. Ban sé tim thdy nhitng huwéng dan cu thé, nhitng vi du tiéu biéu vé tirng tinh huéng
dam phdn, ra quyét dinh, vé nhirng nén tdng co ban cta Internet, nhirng bién doi va cac
céng cu, tinh nang tuyét voi nhat cia no... dé tir dé tAn dung va mang lai thanh céng cho ban
than. Va dac biét, néu ban la nha kinh doanh, ban & vao vi tri nha quan ly, hay ban la nhan
vién ban hang... ban sé tim thiy ciu tra loi tuyét voi cho cAu hoi “Khach hang that sy mudn
gi” tir cudn cAm nang Sw thit vé nhirng diéu khach hang mong muén. Nhirng Sw thit don
gian trong bd sach chic chan sé 1a nhirng diéu ma cac ban dang tim kiém.

Mot diéu dac biét nira, bd sach Sw that dwoc cac chuyén gia hang d4u trong cac linh vue,
v&i su tro gitp, tham khéo tir rAt nhiéu nha lanh dao, ¢6 van, huin luyén vién... chap but, vi
thé s&1a cong cu hitu ich h6 tro ban, du ban 13 “thwc tAp vién” méi bat dau nhirng budc di
dau tién hay da c6 nhiéu nam kinh nghiém. Chiing sé ning bwéc, gitip ban tién xa hon nira
trén con duwdng thanh céng trong ca cudc séng cad nhan 1an sy nghiép kinh doanh.

Hy vong rang v&ibd sach nay, ban sé tim dwoc cho minh con dwdng di ding dan, dat
dwoc thanh cong va tranh xa “trang thai lo nhé cia budi chiéu chang vang”.

Tran trong gi¢i thiéu cung ddc gia!
Ha Néithang 6/2012

Cong ty Sach Alpha



GIOT THIEU

Sw that la cu6n sach nay néi vé nhitng ngwoi nhw ban. N6 lién quan dén nhitng san
pham va dich vu ban mua va st dung, cling nhw viéc ban st dung ching trong cuéc séng
nhw thé nao. Piu tién, ndi theo thuit ngtr thi: Linh vwc hanh vi khdch hang la nghién ciru vé
cac qud trinh lién quan khi cd nhan hay tip thé Iwa chon, mua, st dung, hodc vi*t bo san
phim, dich vy, y twdng hay kinh nghiém, dé tir d6 lam théa man mong mudn, yéu ciu cua
khach hang. Khach hang c6 rat nhiéu ki€u. Tlr mot dira bé 8 tudi nin ni me mua cho mot con
Webkinz nh6ibdng, cho dén nha quan ly trong mét tip doan lén dang quyét dinh c¢6 nén
mua mot hé th6ng may tinh hang triéu d6-la hay khéng. Nhirng vat dung ching ta “tiéu
dung” c6 thé bao gom bat c thi gi, tir ddu phong dong hop dén dich vu mat xa, tir nhac caa
nhém Reggaeton cho dén mdt ngudi ndi ti€ng nhw Linsay Lohan chang han. Trong nhirng
giai doan diu phat trién, cdc nha nghién ctru goilinh vwc nay la hanh vi ngwdi mua hang,
cho thiy ho nhan manh vao méi twong tac gitra ngwoi tiéu dung va nha san xuat tai thoi
diém mua hang. Gi day, batky ai lam marketing ciing hiéu rang hanh vi khach hang thuc
ra la mot qua trinh lién tuc; khong chi dién ra trong thoi khac khach hang chia tién hodc thé
tin dung ra, roi sau d6 nhan hang héa hay dich vu nao d6. bé xay dwung méi quan hé véi
khach hang, ban phai nghi dén ho truwéc khi ho mua sadn phdm hay dich vu ctia ban, va sau
khi ho da hoan thanh giao dich. T4t nhién, vAn c6 rat nhiéu nhan vién ban hang gioéi, ho c6
thé thuyé&t phuc khach hang mua thir ho chdng cin - nhung diéu d6 khong thé dién ra hét
lan nay dén lan khac dugc.

Tai sao cac nha quan ly, nhan vién quang cao va nhitng ngwdilam marketing chuyén
nghiép khac phai hoc vé hanh vi khdch hang? R4t don gian, hiéu hanh vi ctia ngudi tiéu
dung tirc 1a kinh doanh tét. Dinh nghia marketing co’ bdn cho rang: cic doanh nghiép ton tai
1a d€ dap rng nhu ciu. Nhitng nhu ciu d6 chi c6 thé dwoc dap ¢ng néu ngwdi lam
marketing hi€u ré vé cac ca nhin, t6 chirc sé str dung san pham va dich vu cta ho, tir 46 dap
rng nhu cau khach hang tét hon cac d6i tha canh tranh.

Phan &rng cia khach hangla baikiém tra t6i wu nhit cho sy thanh cong cia mét chién
lwgrc marketing. Do vay, kién thirc vé ngwoitiéu dung phai dwoc két hop chit ché véi tirng
khia canh cia mot ké hoach marketing. Dit liéu vé khach hang giip cac té chirc quy hoach
thi tredng, cling nhw xac dinh thach thirc va co hoi cho thwong hiéu. Va trong thé gigi
marketing dit doiva 14ap di, khong c6 gi 1a mai mai. Kién thirc nay con giip dam béo rang
sadn phdm van ti€p tuc hip dan dwoc thi treong nong cot.

Viy, lam thé nao ban tinh toan dwgc diéu khach hang mong mu6n? C6 50 cach thic...
dang cho dgi ban kham pha cho dén trang cubi cing ctia cuén sach nay.



SU THAT 1

Khach hang mu6én mgt méi quan hé lau dai, chir khong phai “tinh mot dém”

Sony dad tao ra mét don chodng vdng. Trong thoi ky thinh vieong nhdt. Nam 1979, mot ky
sw ctia cong ty dd tao ra mot thiét bi nghe cd nhdn theo yéu cdu ctia mét ldnh dao cdp cao.
Ong ta mudén nghe opera trong cdc chuyén bay vwot Pai Tdy Dwong, va ké tir dé chiéc
Walkman ra doi. Mdc dit Sony dd phat minh ra thiét bi nghe nhac di dong, va da ban hon 300
triéu chiéc Walkman ké twr do, song déi voi gici tré ngay nay, nhitng chiéc cat-sét di dong dy
trong thdt gibng nhitng con khiing long (ct coi nhw ho tirng nghe dén hai ti cdt-sét!).

Gio thi tua nhanh sang thé ky méi. Apple tiép tuc cai tién - nhwng, quan trong hon, Jobs
va cac dong nghiép da tao ra cd mot sw ky bi xung quanh chiéc iPod va bién né thanh hinh
anh thu nho cua sw cao cap. Qua di cho mot san pham tién phong trén thi treong! Khach
hang It lwot kéo dén cac clra hang cia Apple khong phai chi vi tinh nang clda chiéc MP3; ho
gan két véi Apple khdng phaibdi Apple la cdi gi, ma vi Apple cé y nghia gi. CAu chuyén nay
cting khong c6 gi la: Trong danh muc cac sdn pham, dich vy, nhin hiéu nao gy dung dwoc
mdi quan hé t6t véi ngwdi dung ctia minh thi nhan hiéu dé c6 dwoc sy trung thanh tuyét déi
cta khach hang.

Vay con Sony ti nghiép thi sao? Tatnhién, c6ng ty da thanh cong véiratnhiéu san
phdm dién t tién ti€n khéc, vi vy Sony cling chang phairoi nwéc mat khi d€ mat vi tri
théng tri trén thi treorng nhac di dong. Va, véi tiém lwc clia Sony, cac ki sw cia ho van chua
bo cudc: Khi con s6t Walkman qua di, ho tién hanh nghién ctu xem thanh thiéu nién st
dung may nghe nhac cim tay nhw thé nao trong doi séng hang ngay. Cudi cung, ho phat
hién ra rang cn tung ra dot sin phdm Walkman kém theo “thé nhé” r&i thay vi mot chiéc
cat-sét, nhw vay nguoi dung sé nghe dwoc cac file MP3. Nam 2006, Sony tich hop ki thuat
loai tap &m vao cd may nghe nhac va tai nghe. Chiéc Walkman Bean MP3 dworc thiét ké cai
ti€n (trong gan gidng motbao thai ndm co lai) dé vira khit v&i tay ngedri dung. Nam 2007,
Sony m& rong nhan hiéu Video Walkman bang cach tung ra phién ban sg trén nén flash dau
tién, chiéc NW-A800.

BA4t chdp nhirng nd luc to 1én d6, iPod van ti€p tuc chiém khodng ba phan tw thi treong
may nghe nhac s6 ma Sony tirng s& hiru. Tai sao? Ngay tir dau, Apple da biét dwgc diéu ma
gitr ddy Sony m¢i dang dan hiéu ra: Dlirng tap trung vao mdi viéc cai tién phan mém. Hay
xay dwng mdi lién két 1au dai véinguwoi tiéu dung bang cach tao cho ho ndi dung di kém, dé
ho st dung v&i sdn phadm dé. Kho nhac iTunes ctia Apple chiém khodng 70% doanh thu ctia
tit ca thi tredrng nhac online. Va thong qua nhirng mau quang cio sang tao, cung phwong
thirc “truyén miéng” tich cwc, hdy tao ra mot “nhan hiéu ca nhan” khac biét va dang ao wéec,
khién nguw¢i dung hdo hitrc mudn tao quan hé véi nhin hiéu cia ban dé ca thé gi¢i biét dén
diéu d6.Po laly do tai sao kho nhac ctia Sony lam vira long nguw¢i dung, nhwng kho cua
Apple thi tuyét voi, va véi mét sé nguwdri, d6 1a sw sing bai. D6 ciling la Iy do tai sao moi quan



hé vitng chac giita ngwdilam thi tredrng va khach hang ludn chién thing sw tinh vi clia cong
nghé.



SU’ THAT 2

TAp trung vao mau mi, va khach hang sé téi

Khi gid thanh sdn xudt ha va lwong “d6” con ngwoi tich lily tdng 1én, khdch hang ngay
cang mudn mua nhitng vdt dem lai cho ho cdm gidc vira phiéu lwu vira thich thu, chit khong
chi don gidn la lam ding chirc ndng ctia chiing. Website tranh vui Dilbert dia chdm biém xu
thé nay khi dwa ra hinh dnh mét nha thiét ké san phdm véi cdu néi: “Chdt lwong la tin tire cia
ngay hém qua. Hom nay chiing ta tdp trung vao tdc déng cdm xiic ctia san phdm.” Ngoai niém
vui thich, hwéng di mdi tdp trung vao cdm xtic con ngwoi cling phtt hop véi nghién ctru tdm
Iy: rang con ngwoi thich trdi nghiém nhirng gid tri gia tdng khi thu nhdp cta ho tdng.

Trong mot thi tredrng ludn chay theo miu ma thiét ké nhw hién nay, hinh thic chinh la
chirc nang. Hai nha kinh doanh tré Adam Lowry va Eric Ryan da phat hién ra sw that co ban
d6 khi bé cong viéc ban ngay cia minh dé tip trung phat trién mdtloat cac sdn phadm lau
nha cé tén Method (Phwong phéap). Sdn phdm lau rira - nghe thit nham chan, ding khéng?

Nhwng chiing ta hdy nghi lai. Trong nhiéu nam, nhirng cong ty nhw Procter & Gamble
van can man ban 1& nhirng hop botgidt té nhat cho hang thé hé cac ba nditrg, nhirng con
nguoiludn chiu dung trong im lang, lau chui, ky co va khat khao c6 dwoc chatthoi gian
nghi ngoi mdi ngdy. Lowry va Ryan da danh liéu cung cAp motcong cu thay thé - cac san
phim giat tdy c6 mui la dac biét nhw dwa chudt, 0di hwong, ngoclan tiy, va dwgc dong vao
nhitng chai c6 hinh ddng dep méit. Va ho da thing cudc. Trong hai nidm, d6i ban tré di thu
dwoc khodan lgi nhuin kéch xu, thu nhip hon 2 triéu do-la. Khong lau sau dé, ho gathai
thanh c6ng1én khi cong ty ban 1é Target ky hgp dong bay ban san phdm Method trong
chudi ctra hang ctia minh.

Sw hidm mo cia moi ngwdi ddi véei Targetla két qua ciia phwong phap ma cong ty nay ap
dung. MAu ma gi¢r ddy khong con 13 1anh dia riéng ctia gi¢i thwong Iwu, nhirng ngwdi thim
chi chwa bao gio té¢i gdn mot sdn pham gidt tdy du dén mic cdm thiy ghé tém trwdc ching.
Chuoi clra hang Target tAp nap da giup nhitng nha thiét ké nhw Karim Rashid, Michael
Graves, Philippe Starck, Todd Oldman va Isaac Mizrahi tr& nén néi tiéng trong gi¢i ndi tro.
Thi treong dai ching thém khat nhitng miu ma dep, va phan thwéng cho cong ty nao dem
ching t&i cho ho la sw nhiét tinh, trung thanh va than quen ctia khach hang. Ttr nhirng ludi
dao cao nhu Gillette Sensor dén may tinh nhw Apple, hodc thidm chi chiéc thung dwng rac,
mAau mai chinh 12 gia tri.

Ngay c& nhan hiéu cii (vaky la) nhw P&G cling bat diu hi€u ra diéu d6. Mic du viéc trién
khai khé khan nhw 14t mét chiéc tau chién, Procter & Gamble gior ddy da nhin ra tim quan
trong clia y twdng dwa mau ma thiét ké vao tirng sdn pham. Nhitng ngay xwa dang nhé (tic
12 khodng vai ba ndm trudc), miu ma chi 1a méi quan tAm sau ciing. Marketing nghia 1a 16i
cu6én khach hang vé phwong dién hiéu qua sdn pham hon la phwong dién thim my. Gio day,
tong gidm doc P&G mudn tip trung vao cai dng goi 1a “gidy phit dau tién tao dung long tin”



— thu hut khach ghé ctra hang bang nghé thuét trung bay va dong géi. Két qua 13, hién nay
P&G c6 mdt phé giam déc thiét ké, chién lwoc va cai tién, nguoi sé bao cdo truc tiép 1én tong
giam ddc. Triét ly cta cb Ay tong két rang: “Loi thé canh tranh khong chi dén tir nhitng sang
ché&, ma con phu thudc vao viéc két hop mau ma vao san pham, nhu Apple, Sony hay Dell.”
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SU’ THAT 3

Marketing dwa trén giac quan - Mui cta lgi nhuan

Hwong thom c6 thé khudy ddéng cdm xiic hay tao ra cdm gidc yén binh. Chiing cé thé goi
lai nhitng ky niém hodc lam s6ng ddy sw cdng thdng va mét méi. Mot nghién ciru dé cho thdy:
khdch hang nao xem qudng cdo vé hoa va socola, va ngwdi nao tiép xiic nhiéu véi hwong hoa
va socola thwong danh nhiéu thoi gian nghién cteu théng tin vé sdn phdm hon, va ho ciing
thich thir nhitng nhédn hiéu khdc nhau ctia ciing mét logi sdn phdm.

Rat nhiéu ngwoi tiéu dung nong long mudn xtr Iy mui héi trong khéng gian song cta ho.
Sw thin trong trong vidn dé mui mé di tao ra motloat sdn phdm mai ké tir khi Glade tung ra
thi trweong san phdm khir mui dau tién nam 1956 cho cac gia dinh & ngoai 6. Ngay nay,
nhirng nguoi tré la lwc lwong di diu trong viéc ti€p xtc véi mui thom khi ho tin dung hang
loat cacloai 6 cdm, quat thom, may khuéch tan, hay tii thom. Nhan biét duwgc mot thi
trweong dang 16n manh, ndm 2004, Procter & Gamble gi¢i thiéu sdn pham tao mui thom
Febreze va di thu hut dwoc nhiéu thanh nién trong d6 tudi khoang 20 bang cach tao vé lich
lam cho san phdm. D6 1a mot hop tao mui dwoc P&G thiét ké giong nhw mot may nghe dia
CD, khi 4n cac nat “dirng” va “choinhac”, mui thom sé bay ra thay vi Am thanh.

Phan rng ctia chung ta tredc nhirng mui khac nhau phu thudc vao nhirng ky trc tirng cé
trong qua khi, tir d6 sé goilai cdm giac tich cwe hodc tiéu cuc. Diéu d6 gii thich tai sao cac
doanh nghiép dang tim hi€éu moi lién hé gitta mui hwong, ky trc va tAm trang. Cac nha
nghién ctru cia cong ty Folgers kham pha ra rang ddi v&i nhiéu ngudi, mui ca phé goi
nhirng ky niém vé th¢itho du khi me ho niu bira sing, do vy mui thom dé ggi ho nhé dén
gia dinh. Cong ty da dwa nhirng thong tin nay vao mét mau quang cdo trong d6 mot chang
trai tré trong bé quan phuc tré vé nha vao mot budi sdng sém. Anh ta vao bép, m& mot goi
Folgers va mui huwong bay 1én gac. Me anh ta m& mat, mim cwdiva thétlén: “Thang bé da vé
roi!”

Chung ta xt Iy cac thong tin vé mui thom trong hé thdng ndo ria, mét phan quan trong
ctia bd ndo va la noiching ta cdm nhan dwgc ngay lap tirc nhitng cdm xtc. Mot nghién ctru
tham chi con chi ra rang mui thom ctia banh qué twoi c6 kha nang goi duc khi thir nghiém
trén mot s6 nam sinh vién! Trong mot nghién ctru khac, mot sé6 phu nir dwgc cho ngtri
nhirng chiéc 4o phong da mic 2 ngay ctia dan 6ng (khong hiéu ho dwgc tra bao nhiéu dé
tham gia thir nghiém nay?) va sau d6 n6i xem ho thich mui nao nhat. Két qua la phu nit bi
cuén hutb&i mui cia nhitng ngwdi dan 6ng cé dac diém twong tw ho vé mét di truyén, mic
du khéng qua gidng. Cac nha nghién ctru cho rang két qua nay 1a bang chitrng cho viéc ching
ta thwong lwa chon ban doila ngwdi “cé moi lién hé ho hang” nao dé véi minh, nhwng
khong c6 nghia la qua giéng dé tranh anh hwdng 1én thé hé sau nay.

Khi cadc nha khoa hoc tiép tuc kham ph4 dnh hwéng manh mé cia mui hwong dén hanh
vi, nhirng ngwdi lam thi treong cling dang tim kiém nhirng bién phap khéo 1éo dé khai thac
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mdi quan hé nay. Cic cong ty quang cao tiéu ton khoang 80 triéu d6-la mot nam cho viéc
quang cdo mui hwong; Vién Marketing vé Hrong thom dw doan con s6 nay sé 1én t&éi hon
500 triéu do6-la vao nam 2016. Marketing dwa trén gidc quan dang c6 nhirng bwéc ngoat thu
vi khi cdc nha sdn xuit tim kiém nhirng cach thirc méi mé dé dwa hwong thom vao san
phim, bao gdbm quin 4o nam, d6 16t nit, chit tiy rira, hay dwa vao trong cac khoang may
bay. Du¢i diy 1a motsé chién lwoc sit dung mui hwong gan diy nhit:

e Méttram tram xang dau & California dang thir mot san pham cong nghé c6 thé téara
mui ca phé khi bom xidng, nham 16i kéo cac vi khach (chi c6 muc dich d€n bom xidng) vao
ctra hang va thwdng thirc mot tach ca phé trwdc khi di.

e Kraft Foods tai tr¢g cho mot chuyén muc nghi dwdng dac biét trén tap chi People. Nam
trong s6 cac quang cdo ctia ho trong muc dé cho phép ddc gia co vao mot diém trén dé va
thwdng thirc mui thom cia sdn phdm ma ho quang cdo, vi du khoai tiy chién Ahoy, kem pho
mai Philadelphia.

e Mars st dung c6ng nghé mui hwong lam téa ra mui socola quanh diém ban 1é keo
M&M World, va dat nhirng tim gidy nhé c6 mui thirc dn danh cho ché Pedigree triéc clra
cac siéu thi va ctra hang danh cho thd nuoi. (C6 1é dé thu hut nhirng ngwdi cuc ky yéu tha
cuwng va nhirng ngwdiban long xu ctia ho.)

 Cong ty ScenAndrea tw mo td minh 1a motnha ban 1é “truyén théng da giac quan”, da
dat 8.000 hé thong téa hwong mang tén Smellavision trong cac ctra hang ban 1é, bao gom
Kroger va Wal-Mart.

e Mua hé nam 2007, KFC m¢& chién dich gidm gia 2,99 do-la tai motso toa nha vian
phong bang cach dit mot dia g, mot mén phu va mot chi€c banh quy trén nhirng chiéc xe
day ché thu ndibo gitra cdc van phong. Mot nguwdi phat ngén nhdn manh: “Nhan vién cta
phong xt ly thw sé dwoc dn truedec dé c6 strc khde phuc vu khi cdc nhan vién khac ao ao dat
KFC.”

e D& quang cdo cho sé-ri phim truyén hinh Cane, mot b phim 1y béi cdnh & Nam
Florida, noi motgia dinh My g6c Cuba mé& ctra hang kinh doanh rwou va dwong mia mang
tén Lucia Duque, cAc 4n phadm cua tap chi Rolling Stones di dit cAc mau thir mang hwong vi
cocktail truyén thong Cuba ctia ctra hang hw ciu Lucia Duque.

Nhirng chién thuit trén xem ra c6 ich, tuy nhién, néu khéng can thin, ban cé thé lam
boc mui cd mdt khu vire vi qua ndng long muén tac dong téi khach hang: Hiép hoi truyén
thong cho san pham stra tai California (nhirng ngwoi dwa ra chién dich “Got Milk?”) da phai
g bd nhirtng miu quang cdo c6 mui hwong banh quy ra khéi 5 tram dirng xe buyt & San
Francisco sau khi vai nhém ngu&i phan nan vé mui cda chiing. Y twéng nay nham khién
nhirng ngwoi qua dwdrng nghi vé banh quy, va tir dé, tw nhién ho sé nghi dén viéc nhing
chung vao sita. Nhwng khong may la khong phai ai cling nhin dwgc thong diép nay. Chién
dich da dong thoi xtic pham dén nhitng nhém ngwdi ghét mui hwong, chéng di tng va
chong béo phi. Vay day!

12
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SU’ THAT 4

Chua o1, c6 mot bau ngwc trong céc Coca cua ban?

Hdu hét nhitng ngwoi lam thi trwong déu mdt ngu khi phdi thiét ké nhieng théng diép thu
htit sy quan tdm ctia khdch hang, béi ho phdi canh tranh véi qud nhiéu thir trong khi mirc do
chii y ctia con ngwoi ¢6 han. Mia mai thay, phdn déng khdch hang lai tin rdng nhieng ngwoi
lam thi trwong tao ra vé van théng diép, va ho nhdn thirc chiing mét cdch vé thirc, hodc thdm
chi dwoc quan tém dwdi nguwdng toi thiéu. Mot tir khdc thay cho “ngwdéng” la “nguwéng kich
thich dwai” (hdy nhe dén “bi mdt ctia Sprite”), va chiing ta goi cdc kich thich dwéi ngwéng téi
thiéu la tiém thirc. Nhitng nhdn thirc thudc vé tiém thirc xdy ra khi mét kich thich ndm dwéi
mukc dg y thirc cua khdch hang.

Nhén thirc tiém thirc 1a mét chu dé dwocxd héi quan tAm su6t hon 50 ndm nay, mac du
sw that thi khéng c6 can ¢t nao vé anh hwéng clia qua trinh nay dén hanh vi khach hang.
Motban diéu tra khach hang tai My cho thiy khoang 2/3 trong s6 d6 tin rang c6 sw ton tai
clia nhitng quang c4o tiém thirc, va hon mot nira trong sé ho tin rang cich quang cdo nay c6
thé khién ho mua nhirng san pham ho khong thwc sw mudn. Gan day, cong ty ABC da tir choi
mot chién dich quang cio cua KFC, trong d6 ho mdi nguwdi xem tir tir mé lai doan quang cao
dé tim thong diép bi mat bén trong. ABC dwa raly do rang hé thdng cia ho tir 1au da c6
chinh sach phéan ddi quang cdo dang tiém thirc. KFC phan bac rang quang cdo d6 khong hé
c6 dang tiém thirc, b&i cong ty chi y n6i cho khach hang biét vé thong diép valam cach nao
dé tim dwgc thong diép d6. Tuy nhién, ABC van khong thdy thuyét phuc.

Ciing giong nhw mau quang cio ctia KFC, hadu hét nhitng vi du clia dang quang cio tiém
thirc ma ngwoi ta van “kham pha” trong sudt nhiéu ndm thuc ra khong tiém thirc chat nao
ca - nguoc lai, hinh dnh con kha ré nét. Hiy nhé rang, néu ban cé thé nhin thiy hodc nghe
th4y thi quang cao d6 khéng phdi dang tiém thitc; kich thich van ndm trén ngudng nhan
biét. Tuy nhién, nhirng tranh cii khong ditt vé quang cao tiém thirc ludn la nhan té6 quan
trong dé hinh thanh niém tin ctia c6ng ching vao kha nang cia cac nha quang cio va nguoi
lam thi trwong trong viéc thuyét phuc ngwoi khac di ngwoclai y chi.

Néu ban tin vao tit ca nhirng thir dwoc cwong diéu hda, nhitng ngwdi lam thi tredong sé
c6 dip ban ron nghi cach méi dé phat di nhirng thong diép trén ca hai kénh 4m thanh va
hinh anh. Thong diép ngam la nhitng hinh minh hoa nho xiu dwoc dinh kém vao mét mau
quang cao trén tap chi, nho anh chup téc d6 cao va phwong phap phun mwc. Nhirng hinh
minh hoa 4n nay, thong thwéng 1a mot hinh anh goi cam, c6 thé dem lai tic dong manh
nhwng vo thirc 1én nhitng doc gia ngay tho vo toi.

Liéu viéc khoi ddy nhitng ham muon tiém 4n nhw thé nay cé thwc sy hiéu qua hay
khong? Mot vai bang chirng cho thdy thong diép ngim c6 thé thay ddi tAm trang clia canh
may rau khi ho tiép xtc véinhirng hinh danh khéu goi dwgc trinh bay khéo 1éo, tic dong vao
tiém thirc con ngwoi, tuy nhién, anh hwdng ctia ching (néu c6) thi rat nhay cdm - va thAm
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chi c6 thé tao ra hiéu &ng ngwoc, gy phan cdm cho nguoi xem. Cho dén nay, anh huwéng

that sw duy nhat cua diéu thu vi tiém an nay la ting s6 lwong phat hanh cta loai sdch bao
“giat gin” va khién doc gia doc cdc mau quang cdo ky hon - ¢6 1&é d€ xem 6c twdng twgng

dan ho t&i dau.

Anh hwéng ctia thong diép 4n gidu trong nhitng ban ghi 4m ciing 1am nhiéu khach hang
thich thd. Hay cing xem xét nhirng nd Iwc stt dung ky thuat Am thanh dé tic dong vao tiém
thirc trén thi treorng sach vé chu dé hoan thién ban than. Nhirng dia CD va bang ghi 4m thu
lai ti€ng séng x6 b va nhirng Am thanh tw nhién khac, déu c6 dung y chira dwng nhirng
théng diép tiém an giip nguwoinghe bo thudc, gidm cin, 1ay lai sw tw tin, v.v... Du thi treong
nay dang phat trién nhanh chdng, nhwng ching ta chang c6 miy bang chirng vé viéc nhirng
tadc déng vao tiém thirc 4n chira trong cac kénh 4m thanh c6 thé dem lai nhirng thay déi vé
hanh vi theo y mu6n cua con nguoi.

Vay nhirng thi nay c6 dang dé chingta bo cong strc hay khéng? Mot sé nghién ctiru cia
cacnha tAm Iy hoclam sang goiy rang con ngudi ¢ thé bi anh huwdng bdi cac thong diép
tiém 4n trong nhirng diéu kién rdt riéng biét, tuy nhién hiéu qua ctia nhirng ki thuit nay
trong hau hét cac béi canh thi tredng van chwa dwoc khang dinh. Nhitng thong diép hiéu
qua phai that sy phu hop v&éi moi ca nhan, chir khong phai nhirng thong diép dai chiing ma
cac nha quang cdo can dé tao ra lwong khan gia déng dao hon. Dwéi day 1a nhirng nhin to
han ché:

o Ngudng nhan thirc cia moi ¢4 nhan 1a khac nhau. Mot thong diép da dé tic dong dén
ngudi co ngwdng kich thich thip thi c6 thé lai khong di manh dé tic dong dén ngudri co
ngudng kich thich cao.

e Cac nha quang cio khong kiém soat dwoc hétkhoang cach va vi tri ciia nguwoi tiéu
dung trweédc man hinh. Vidu trong métrap chiéu phim, chi c6 mot so it khan gid ngoi ding vi
tri @€ c6 thé ti€p nhan dwoc mot théng diép an.

e Ngwoixem phai hoan toan tap trung. Mirc do tap trung cuia khan gia xem chwong trinh
truyén hinh hay mot bd phim thay ddi theo tirng thoi di€ém, va ho ¢6 thé chang cha y chut
nao khi doan quéng céo kich thich dién ra.

e Mic du cé thé dat dwoc nhitng tic dd0ng mong mudén, song né chi dirng lai & mic d6
chung chung. Vi du, motthong diép cé thé lam ngudita cdm thiy khat, nhwng khong nhit
thiét phai chay di mua nwécudong. Béi nhitng nhu cdu co ban bikich thich, nén cac nha thi
trudorng sé thiy sau nhirng lo toan va chi phi ho bo ra dé tao mot thong diép ngadm, nhu cau
tiéu thu san pham ctia cac cong ty doi tha cling ting!

e Diém miu chétla: Hay ti€p tuc tim kiém nhirng théng diép 4n chira ma ban muén,
nhwng ciing dirng quén ki€m tim cac “vat thé 1a” khac.
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SU THAT 5
Quan diém cua méi ngwoi

Hai nguwoi ¢é thé ciing nhin, cing nghe mot sw viéc, nhung cdch ho suy dién vé né cé thé
khdc nhau nhw ban dém véi ban ngay, phu thudc vao nhirng gi théng diép “néi” voi ho va
nhirng gi ho nghi rdng sé nhin thdy. Mét nghién ciru méi ddy da minh hoa strc manh ctia ky
vong. Nhitng dira tré 3 dén 5 tudi dwoc dn khoai tdy chién kiéu Phdp ctia McDonald dwng
trong tui McDonald déu cam thdy chiing ngon hon so v&i nhitng dira tré dn cung loagi khoai
tdy nhung dwng trong chiéc tii trang tinh. Ngay cd ca rét ciing ngon hon khi chiing dwoc
dwng trong tii cia McDonald - hon mét niva ddm tré thich chiing hon nhiéu so véi ca rét
dung trong tili trang. Ronald han la rdt tw hao vé diéu nay!

Y nghia chiing ta ddt vao mdikich thich phu thudc vao nhan thitc noitai, hay mot bo
niém tin ma ching ta gan cho né. Trong mot qua trinh ma ching ta goi la lién twdng doi
chiéu, mot so tinh chat nhat dinh cha kich thich sé danh thirc mot nhan thirc noi tai. Piéu do6
tiép tuc khién ching ta so sanh kich thich dé vé&i nhirng kich thich twong tw ma chung ta da
trai qua trong qua kh.

Nhén dién va danh thirc dting nhin thirc bén trongla vo cung quan trong déi véi nhiéu
quyét dinh marketing, b&i diéu nay quyét dinh nhirng tiéu chuin ma khach hang sé dung dé
danh gia san pham, géi hang hay thong diép. Nhirng binh xit tiéu axit da day cwc manh cta
Maalox da that bai, cho du dang binh phun 1a mot thiét ké vo cung hiéu qua cho san pham.
Tuy nhién, d6i véi ngwdi mua hang, binh phun phai la dé dung nwéc sé6tcho mén trang
miéng ch khong phai mét loai thudc.

MoOtnhan t6 quyét dinh viéc ching ta phan tich mot kich thich nhw thé nao 1a mdéi lién
hé ma con ngudibudc ching véi cac sw kién, cam giac, hinh dnh trong tri nhé. Khi RJR
Nabisco gi¢i thiéu métloai Teddy Grahams (banh quy cho tré em) danh cho nguoilén,
cong ty da str dung mau sic bao bi tdi d€ cling ¢6 niém tin rang san phAm méi danh cho
nguoi tredng thanh. Tuy nhién, doanh sé ban that dang thit vong. Sau d6, Nabisco do6isang
hdép mau vang twoi d€ 4m chi rang sdn ph4dm nay 1a mén snack vui nhon, va sw lién twéng
tich cuc ctia khach hang gitra mau sac twoi sang va hwong vi da thic ddy ho mua san phdm
banh quy nay.

Nio ctia chiing ta c6 xu hwéng lién két cac cdm giac hién tai v&inhiing cdm giac sin c6
trong tri nh&, dwa vao mét sé nguyén ly to chirc co ban. Nhitng nguyén Iy nay xuat phat tir
Tam Iy hoc cdu triic, mdt treong phai cho rang con ngwdi gidi thich y nghia dwa trén toan bo
nhirng kich thich ho nhin dwoc, thay vi nhén thic tirng kich thich riéng biét. Tl tiéng Dic
Gestalt c6 nghia 1a toan b, ki€u mAau, hinh thé va ching ta tém tit thuat ngir nay la “Téng
thé bao gio cling 1én hon cac gia tri thanh phan cénglai” Quan diém Gestalt cung cAp mot
s6 nguyén ly lién quan dén cach nio ctia ching ta to chirc cac kich thich:

16



 Nguyén Iy khép kin cho rang con ngwoi thwdng nhan thire mot birc tranh chwa hoan
chinh nhu mét téng thé hoan chinh. Tikc 13, ching ta thwdng dién vao nhirng ché khuyét
bang kinh nghiém truwdc day ctia minh. Nguyén ly nay giai thich tai sao hiu hét ching ta
khong gap khé khan gi khi doc mot bién hiéu neon ngay ca khi dén & motso chir bi chay.
Nguyén ly nay ciing dwoc ap dung trong cong viéc khi chiing ta chi nghe dwoc mot phan cta
ndidung héi thoai (“Anh c6 thé dwa Salem ra nwéc ngoai, nhwng...”). Cac chién lwoc
marketing st dung nguyén ly khép kin sé khuyén khich khan gia tham gia, tir d6 gia tang co
hoitruyén tai thong diép dén moi nguoi.

e Nguyén ly twong dong cho ching ta biét khach hang thwong gép nhirng vat ¢ tinh
chat vatly giong nhau thanh mot nhém. Cong ty Green Giant da dwa trén nguyén ly nay khi
thiét ké lai bao bi cho sdn phdm rau dénglanh. Diéu dé da tao ra mot “bi€én mau xanh” dé
dong nhittit ca cac san pham khac nhau cia ho.

e Nguyén ly hinh va nén cho rang mot phan cia kich thich s&é manh hon va vwot troi
(hinh) trong khi cac phan con lai s& lam nén. Khai niém nay rat dé hiéu néu ban nghi dén
mot birc &nh véi mot vat thé dugc tAp trung sic nét (hinh) nam chinh gitta. Hinh d6 néi troi
va mat ngudi sé tip trung thang vao d6. Phan kich thich ma con nguw i coi 1a hinh hay nén
phu thudc vao tirng khach hang, cling nhw phu thudc cac yéu to6 khac. Twong tw, thong diép
marketing st dung nguyén ly hinh va nén c6 thé dung métkich thich 1am trong tim, hodc c6
thé bién n6 thanh nén hay b6i cdnh xung quanh mdt diém khac.

Nhirng kich thich ching ta cdm nhin dwgc thwong mo hé. Chinh ching ta quyét dinh y
nghia ciia ching dwa vao nhirng kinh nghiém trong qué kht, nhirng mong d¢i va nhu cau.
Mot thi nghiém kinh dién da mo6 ta lai qua trinh “nhin thay nhirng gi ban muén nhin”. Sinh
vién hai trwdrng dai hoc Princeton va Dartmouth dwoc lan lwot xem bd phim vé mottran
béng bau duc quyétliét gitra hai trwong kinh dich. Mdc du moi ngw¢i déu nhin mot kich
thich giéng nhau, nhwng mirc d6 ho coila pham luit va mc do khién trach ciia ho danh cho
cac nhan vat khac nhau, phu thudc vao trrdng ma cac sinh vién d6 dang theo hoc.

Thi nghiém trén cho thiy khach hang thwong ap dit quan di€m hay mong mudn chu
quan ctia minh vao san pham hay mdt mau quang cdo. Qua trinh phan tich nay c6 thé dem
lai két qua trai véi mong doi cda cac nha thi tredrng. Cong ty Planters Lifesavers da hiéu ra
diéu nay khi gi¢i thiéu mot san phdm diu phéng hit chadn khong mang tén D4au phong rang
twoi Planters. Y twéng danh vao niém yéu thich ctia khach hang ddi véi ca phé rang twoi, va
cling bang cach d6 nhdn manh vao dd twoi méi ctia dadu phdng. Moty twdng tuyét v, cho
dén khi cac quan ly siéu thi tré nén gin dit va bat dau hdi ai sé tra tién dé don sach nhitng
hat lac roi vai trong may nghién ca phé cua ctra hang.

Mot thi nghiém gan day ciing chirng minh nhéin dinh cua ching ta anh hwdng dén kinh
nghiém nhw thé nao. Trong treong hop nay, nghién cru da thay khiu vi bia ctia ngwei tham
gia don gidn bang cach ké cho ho nhitng cAu chuyén khac nhau vé nhirng nguyén liéu dung
dé i motloai bia nhat dinh. Nha nghién ctru md&i khach quen cia quan bar d6 udng bia mién
phi néu ho tham gia mét cudc kiém tra vi giac. (Chang c6 gi ngac nhién 1a rat it nguoi tir
chdildi dé nghi nay.) Méingwdi tham dw dwgc udng hai coc bia - motcdc loai Budweiser
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hay Samuel Adams binh thwdng, va cdc con lai van loai bia d6, nhung cho thém vai giot
gidm thom. Mac du hiu hét nhirng con nghién bia déu doan gidm lam gidm vi ngon cta bia,
nhuwng thyc t€, 60% ciu tra loi cia nhitng ngudi khong biét coc bia nao c6 gidm 1a ho thich
loai dwoc pha trén hon loai binh thwdong! Con khi ngwéi ném thir biét trwéec céc bia nao cé
gidm trwérc khi uéng, chi c6 1/3 trong sé ho thich loai nay.
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SU THAT 6

Cho khach hang mot phan thwéng, ho sé khong loanh quanh nira

Con ngwoi c6 théng minh hon loai ché khéng? Con chudt va chim bd cdu thi sao? Mdc du
chiing ta déu mong cho nhw vdy, nhwng sw thdt la, trong mét s trwong hop, chiing ta phdn
itng véi cdc coéng ty giéng hét nhw nhikng gi ngudi ban “kém tién héa” ciia ching ta van lam.
Ly thuyét hanh vi hoc cho rdng viéc hoc dién ra la két qud phdn tng ctia con ngwoi trwéc sw
kién bén ngoai — nhw khi nhdn dworc két qud du tét hay xdu, hodc nhdn dworc loi khen ctia ban
bé khi mdc mot bo do méi dén dw tiéc.

Theo quan di€ém hanh vi hoc, nhirng phan héi ching ta nhin dwoc trong cudc doi hinh
thanh cho ching ta kinh nghiém. Ching ta phan &rng v&i nhirtng nhan hiéu, mui hwong, diép
khiic quang cdo va cac hinh thirc marketing khac b&i nhirng méi lién hé hinh thanh qua thoi
gian. Con ngwdicon hoc dwoc rang nhitng hanh dong ctia ho sé dan dén phan thwéng hoic
sw trirng phat; va phan h6i dé anh huwdng téi cach con nguwdi phan rng véi nhirng trueong
hop twong tw trong cudc doi. Khach hang khi dwgc ngoi khen kha nang lwa chon sdn phdm
sé thwong quay lai véinhan hiéu do, nhung nhitng nguwdibi ngd doc thirc an tai mot nha
hang cé 1€ sé khéng con la khach quen & dé nira.

Phtrc tap hon, con nguw¢i con phan rng véi nhirng kich thich khac twong ty cach ho
phan &ng v&i kich thich dau tién. Ching toi goi sw danh dong nay 1a hiéu trng hao quang. Khi
mot chai nwéc siic miéng nhan hiéu riéng bay ban trong hiéu thudc dwgc c6 y dong goi
giong san phdm nwéc sic miéng Listerine, ngwdi mua hang c6 thé phan (rng gan giong
nhau, b&i ho cho rang san phadm “gan giéng” nay ciling c6 nhirng tinh ning giéng san phim
nguyén goc. Thwe viy, ngudi tiéu dung trong mot nghién ctru vé nhan hiéu diu goi dau
thwong danh gia nhirng sdn phdm dwoc déng gbi twong tw nhau sé c6 chat lwgng va tinh
nang nhw nhau. Quy trinh nay gidp giai thich tai sao cac nha thi treérng Trung Qudc cé xu
hwdng danh guc nhirng nhan hiéu xe quen thudc néu c6 co hoi. Khi cac nha diéu hanh Tap
doan Cong nghiép O té6 Thwong Hai that bai trong viéc mua nhan hiéu ndi tiéng Rover cho
day chuyén xe hoi sdp dwoc tung ra, ho bén goi chiing 1a Roewe. Cong ty Mo t6 Honda ciing
da thanh céng trong vu kién nha san xuit moé t6 Trung Qudc khi ho st dung tén Hongda.
Tuy vay gan day, cong ty Chery ciia Trung Quéc dang chuin bi xudt khdu mot chiéc 6 to
sang My. Cong ty nay cho rang sw giong nhau gitta Chery va Chevy chi 1a ngau nhién, b&i tén
ti€éng Anh nay nghe na né tén tiéng Trung cta ho: Qirui, docla che-ray, va nghia la “may
mén dic biét”. Lap luan nay chickho c6 thé dung dé bién ho cho cong ty dich vu thw dién ti
khong diy Trung Quéc mang tén Redberry.

Nhitng nguyén ly hanh vi hoc dwoc ap dung véi nhiéu hién twong khach hang, tir viéc
tao ra mot hinh anh thwong hiéu dic biét dén viéc nhan thirc moi lién hé gitra mot san
pham va mét nhu ciu co ban. Sy lan truyén y nghia giai thich tai sao nhirng cai tén bia ra
nhw Marlboro, Coca-Cola, Reebok, hay Exxon (dwoc tao ra bdi may tinh!) c6 thé gy anh
hwdng lén nhw vay téi khach hang. Nhitng moi lién hé nay la téi quan trong doi véi rat
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nhiéu chién lwoc marketing dwa vao sw hinh thanh va bit diét caa gid tri thwong hiéu, trong
d6 mot nhan hiéu c6 moi lién hé chit ché va tich cuc trong tri nhé ctia nguoi tiéu dung, tie
do c6 dwoclong trung thanh cua ho.

Cacnha quang cdo thworng ghép motsan pham véi mot kich thich tich cwc dé tao ra sw
két n6i dang ao wére. Viéc lwa chon mot tén goi noi tiéng 1am nhén hiéu, gitp khoi ggi nhirng
két noi yéu thich 1a rat quan trong, do d6 cac cong ty thwdorng thué tw van dit tén dé chon
mot phwong an tdi wu. Nhitng chuyén gia nay sé c6 tim ra nhirng lién hé vé mdt ngir nghia vi
chung c6 kha nang goilén nhirng méi quan hé nao dé. Chién thuit nay da dem dén cho
chung ta nhitng cai tén nhw Qualcomm (quality - chitlwong va communications - lién lac),
Verizon (Veritas la mét tir Latinh, nghia 1a “sw that”, va “horizon” - chan troi, thé hién cai
nhin hwéng téi twong lai), va Intel (intelligent - thong minh va electronics - dién tir). Cai
tén Viagra cling van v&i tén thac nwdc ndi tiéng Niagara. Con ngwdi gadn hinh anh ctia nwéc
v&i tinh duc va cudc séng, va thac Niagara ciing 1a dia di€ém hip din cho tuin trang mat.

Qua trinh xir ly dién ra ding sau nhirng quyét dinh vé thwong hiéu va déng géi nham loi
dung mdi lién hé tich cwc ctia khach hang véi mot nhan hiéu sdn c6 hay tén mot cong ty
khac. Ching ta hoan toan cé thé danh gia cao gia tri ctia loai lién hé nay khi xem xét cac
trwong dai hoc c6 doi tuyén thé thao vira gianh chién thang. Cac fan trung thanh sé mua
hang loat thit, tir quan 4o cho dén do trang tri nha tam, tit cad déu dwocin tén cha treong.
Nhirng chién lwgc ma cac nha thi trudng st dung dua trén cac mdi lién hé sdu sic nay bao
gom:

e Thwong hiéu gia dinh: Rat nhiéu san phdm tin dung danh tiéng cia mot céng ty. Cac
c6ng ty nhu Campbell’s, Heinz va General Electric dwa vao hinh anh tich cwc cia ca tip thé
dé€ ban nhirng dong sdn pham khac nhau.

e M@ rong dong san xuat: Cac nha thi trweong thwong thém vao nhirng sdn pham lién
quan trong cung mot nhan hiéu. Dole, nhan hiéu dwoc ching ta lién twdng téi d6 an, da cho
ra mat san phdm hoa qua dong lanh va quan bar ban nwéc hoa qua. Trong khi d6 Sun Maid
chuyén tir nho khé sang banh mi nho khé.

e Cip phép: Cac cong ty thwong “thué” nhirng cai tén néi tiéng. Chién lwgc nay ngay
cang pho bién khi cic nha thi treong c6 két néi san phdm va dich vu cia minh v&i cac nhian
hiéu hodc nha thiét ké néi tiéng. Tap chi Prevention quang cao cic loai vitamin, va tap chi
Runners World in tén 1én bd d6 tap thé thao.

Vay, hay diéu khién khach hang ctia minh, va st dung nhirng phwong phap trén.
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SU THAT 7

Hay luén & trong tim tri khach hang, néu ban cé thé

Thdt té khi chiing ta khéng thé truyén théng dén déng ddo moi nguwoi. Trong mét cudc
tham do y kién c6 sw tham gia ctia 13.000 ngwoi, hon mét nira trong s ho khéng thé nho
dwoc bdt ky mot qudng cdo nao ho tirng xem, nghe hodc doc trong vong 30 ngay vira qua. Vdy
ngay bdy gio, ban cé thé nhé dwoc chirng nao? Ré rang, lang quén khdch hang la vdn dé Ién
lam dau ddu cdc nha thi trwdng.

Sw pho bién cida tro choi Mua ban do (Trivial Pursuit) cho chiing ta thdy con ngudi co
v0 s6 thong tin dwoc lwu trit trong dau, va khdng phai liic ndo ching ciing sdn sang dé st
dung khi can. Mdc du hau hét nhirng thong tin ching ta ghi nhé khéng bién mat, nhwng
ching ta van c6 thé gdp rat nhiéu kho khan hoac khong thé nhé lai chiing, trir khi c6 mot
manh méi nao dé xudthién. Diéu gi c6 thé taic dong khién khan gid nhé mot théng diép
quang cao?

Nhén thirc ca nhan hay cac yéu t6 tim ly la mdt phan nguyén nhan cta sy khac biét vé
kha ndng goinhé cua con ngwoi. Nhitng nguwdi lén tudi thwong xuyén thé hién tri nhé gidm
sut ddi vdi cac sw viéc hién tai, vi du hwéng dan sir dung thudc, mic du ho c6 thé nhé rd
rang nhitng sy kién xay dén véiho khi con tré. Nhirng tro choi thdng minh nhw Sudoku va
cAc trung tAm cung c4p dich vu “tAp thé duc cho niao” phé bién gin day l1a bang chirng ro nét
cho viéc ching ta c6 thé gitt dwoc tri nhé t6t bang cach luyén tip cho nio, cling giéng nhw
chiing ta rén luyén co bap bang cac bai thé duc thwong xuyén.

Chang c6 gi ngac nhién khi kha nang nhé sé dwoc nang cao khi ching ta chd tAm hon
vao thong diép ngay tir ban dau. Mot s6 bang chirng cho thiy ching ta c6 thé nhé lai thong
tin vé mot nhdn hiéu tién phong (nhan hiéu dau tién gia nhap thi treong) dé dang hon so
v&i cdc nhin hiéu di sau, b&i mau quang cdo cho san phdm dau tién thwdng dic biét, va tai
thoi diém do, chwa c6 do6i thu nao canh tranh sy chid y ctia khach hang. Thém vao d6, ching
ta thwong nhé tén nhitng nhan hiéu miéu td dwoc sdn phdm hon 1a nhirng céi tén chang du
dé thdy dwoc dé 1a san pham gi.

Cach mot nguwdilam thi treong dwa ra thong diép ciia minh anh huwdng dén kha nang
ghi nh& cha ching ta d8i véi chiing sau nay. Hiéu rng dan cach mo ta rang con ngwdico xu
hwéng ghi nhé cac miu quang cao dwoc trinh chiéu dinh ky hiéu qua hon so véi quang cao
chiéu di chiéu lai trong mot théi gian ngdn. Moi tredrng theo doi cia mot thdng diép
marketing cling anh hwédng dén kha ning goi nhé. Vidy, nhirng mau quang cio ching ta
thiy trong mottran bong chay khién ching ta khé nhé nhittrong s6 cac chwong trinh thé
thao, vi tran béng dién ra theo ki€u ngit quing chir khéng lién tuc. Khong giéng nhu bong
da va bong rd, nhip do trAn béng chay dé khién chiing ta phan tAm, ngay ca trong tran d4u.
Twong tw, General Electric nhan thiy quang cdo ctia ho thu hit dwgc nhiéu khan gia hon
khi dwoc phat trong cdc show truyén hinh véi hoat dong lién tuc, nhw ké chuyén hay phim
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truyén hinh. K&t qua nay t6t hon han so v&i khi phattrong cadc chwong trinh gom mot sé-ri
hanh déng va bi gidn doan nhw chwong trinh déi thoai hodc tap k. Mt cudc khao sat 16m vé
quang cao truyén hinh cho thiy ngw¢ixem nhé nhitng quang cdo dau tién hon la nhirng
quang cdo sau cung trong mot sé-ri quang cao. Piéu nay cé 1é do ching ta c6 xu hwéng mat
tAp trung khi phai xem mot chudi quang cdo dai.

Mot s6 nha quang cio hién nay dang thir nghiém v&i bitcom (St dung mot dién vién hai
dan dat ngudi xem vao phdn qudng cdo) nham ting kha nang ghi nhé ctia khan gia doi voi
chudi quang c4o chén gitra chwong trinh. Mot miu bitcom dién hinh sé& c6 moét dién vién hai
(c6 thé 1a mot dién vién trong show truyén hinh dé) 1én sin kh4u, biéu dién mot vai tiét
muc haiva din dat vao phan quang c4o chinh. Day la cAch ma cidc nha quéang cio dang st
dung dé tich hop ndi dung clia chwong trinh truyén hinh véithong diép quang cdo, nham
gia tang sw chu y cia khan gia v&i thong tin quang cao.

Cudi cung, hién nhién la mét quang cao c6 dang nhé hay khong phu thudc phan lén vao
ban thin quang cdo d6. Mot nghién ctru gan day vé quang cio in cho thiy ching ta thwong
nh& nhirng quang cio dic biét trén tap chi, bao gdm nhitng to gip (gdm nhiéu trang), mau
quang cao 3D, quang cdo ¢ mui va quang cao v&i thanh t6 Am thanh. Mot vi du vé quang
cdo duoc 100% ddc gia nhé téi la to gip quang cdo Pepsi Jazz gdm hai trang, véi hinh anh
3D ctia mdt chai Pepsi mé& nap, bén trong c6 mot con chip nhé phat nhac Jazz, va mdt manh
gidy dé ngudi dung co vao va ngtri dworc mui qua sori den tron véi vani.

Ngoaiviéc dwa quang cdo 1én cac chwong trinh 16n, ching ta con cach nao dé khién
khan gid nhé thong diép ctia minh hon? Nhw mot quy luat chung, sy quen thudc doi véi mot
san phdm lam ting nang lwc goi nhé ctia néd. Thwe chat, day la mot trong nhirng muc tiéu co
ban clia nguwoi lam thi treong, néu mudn moi nguwdi bi€t va nhé dén san pham cua ho.
Nguwoi tiéu dung cang c6 nhiéu trai nghiém véi mét sdn pham thi anh ta st dung théng tin
vé sdn phdm dé cang nhiéu. Twong tw, cac kich thich cang khac biét véi méi tredrng xung
quanh thi cang gy dwoc suw chu y, va diéu dé khién ching ta nhé vé ching nhiéu hon. Bat
ctr ki thuat nao lam tang tinh mé&i la cia motkich thich thi cling lam tang kha nang ghi nh¢
cla con nguwoi d6i véi chiing. BPiéu nay giai thich tai sao nhitng quang cio khac thwong hay
mAau mi dic biét dé ting nang lwc goi nhé ddi véi thwong hiéu. Nhitng qudng cdo bi mat,
trong d6 nhan hiéu chi dwgc tiét 16 & nhirng gidy cudi cing, thwong cé hiéu qua cao hon
trong viéc xay dung cdc mdilién hé gitra loai sdn phdm va thwong hiéu d6 trong tim khach
hang - ddc biét trong treorng hop thwong hiéu dé it ngwoi biét dén.

VAy con cach truyén tai thong diép thi sao? C6 dungla “tram nghe khong bang mot
thdy” hay khong? C6 mot vai bang chirng vé sw vuot troi ciia tri nhé hinh anh so véi tri nhé
am thanh; dit liéu hién c6 cho thdy ching ta thwong nhin ra théng tin 4n chira trong hinh
anh kha cham. Hién nhién, khia canh hinh 4nh clia mot quang cdo dé thu htt sw chd y clia
nguwdixem hon. Trén thuc t€, nghién ctru vé clr dong ciia mat ngudi cho thay 90% ngudi
xem chti y dén hinh &nh chinh trong mét quang cdo truwdc khi dé mat dén nodi dung.

Nhuwng diy méi la mat han ché: Mac du quang cio hinh dnh gidp ting kha ning goinhé,
ching chwa chic da ting kha nang linh hdi cia ngwdi xem. Mot nghién ctru da phat hiénra
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rang nhirng quang cao trén truyén hinh stt dung hinh nén minh hoa (van bang tranh anh)
giip ting kha nang goi nhé vé chi tiét cua thong tin, mdc du nhin thirc vé néi dung khong
c6 gi cai thién. Mot nghién ctru khac xac nhan khach hang thwong nhé nhitng quang cao cé
hinh va thich ching hon. Nhwng viéc hiéu ching néi gi thi lai 1a vin dé khac.
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SU’ THAT 8

Nhirng ngay xwa twoi dep

Chuéi ctra hang do dn nhanh McDonald dang dan ddu trao lwu hoai ¢é khi anh hé Ronald
McDonald va cdc hinh twong khdc ctia nhitng ndm 1960 tré nén ndi tiéng trong mot bé phdn
gidi tré theo trwdng phdi hip-pi. Ho tranh gianh nhitng chiéc do phéng in hinh chi hé hay cdc
nhdn vat khdc cua Mickey D (tén long ctia Mc Donald) nhw: Mayor McCheese, Hamburglar
hay Grimace. Tuy nhién, dinh cao ctia trao lwu hoai c¢é nay khdng phdi tw nhién ma cé. Cong ty
gan ddy dd mé mét chién dich marketing truyén miéng véi muc dich qudng bd hinh dnh
khéng mdy hop thoi ctia ho téi nhitng nguwdi tré la tin do thoi trang. McDonald déd thué chinh
cong ty qudng cdo tirng lam séng lai nhitng hinh dnh cti, nhw Strawberry Shortcake, va ldn
ddu tién mua bdn quyén st dung nhirng cdu slogan va cdc nhdn vdt trong qudng cdo cii vao
hoat dong thwong mai. McDonald dd ban dwoc nhirng chiéc do phéng retro (theo phong cdch
hoai cé) tai cdc ctra hang thoi trang nhé va bat ddu st dung cdc ngéi sao nhac pop nhw Justin
Timberlake va Destiny’s Child trong qudng cdo ctia minh.

Hoai c6 dién tA mot cdm xuc vira vui vira budn, khi ching ta nhin qué kh véi cd noi
budn va sw mong moi. Ngudi ta nhic dén “nhirng ngay xwa twoi dep” ngay mot nhiéu, khi
cac nha quang cao goilai nhirng ky rc tudi tré - va hy vong nhirng cdm xtc nay sé dwogc
chuyén tdi vao hang h6a ho dang ban hién nay. Pé l1a ly do tai sao nhitng ngwdi lam thi
tredrng nhw ciia McDonald thwdng lam sdng lai cic nhan vat va nhirng ciu chuyén noi tiéng
tir ngay xwa; va hy vong rang nhirng ky rc dep cia khach hang sé thuc ddy ho tim lai qua
khit. Ching ta lam s6ng lai nhitng ndm 1950 & thip ky 1970, va khach hang thap ky 1980 lai
ngip tran ky &c cua nhirng nam 1960. Ngay nay, c6 vé cac nhan vt ndi tiéng can bién mait
vai nam trwdc khi ai d6 dem ho tré lai. D6 cling la trwedng hop cia Teletubbies, 4 nhan vat
hwéng téi tré em 3 tudi tré xudng, ma dai truyén hinh BBC gi¢i thiéu vao nam 1977.
Ragdoll, mot cong ty cia Anh sé& hiru nhitrng sinh vt dang yéu (va cling gém ghiéc) nay, da
dem chung tré lai véi nhirng tinh ning bao gdm: trac nghiém téng hop, cic ban tin Am
thanh va website taketheteletubbiestest.com.

Tai sao khach hanglai thich phong cadch hoai c6? Theo mot phén tich vé khach hang,
“Ching ta dang tao ra mdt nén vin h6a maéi, va khong biét diéu gi sé& dién ra. Vi vy ching ta
can mot vai ky trc Am ap tir qua khx.” Hiu qua ctia vu 11 thdng 9 nam 2001 la nguoi tiéu
dung duwong nhw thém muén sy an Ui tir nhirng vt dung cia qua khir nhiéu hon. Cic nha
thi tredrng cia Ford, GE, S.C. Johnson va Sears dang tai tr¢ cho nhirng chién dich tén vinh di
san cua ho. Cac cong ty khac cling dang lam song lai nhirng san phim tirng noi tiéng mot
thoi nhw dau goi dau Breck, kem chdng ndng Sea & SKki, aspirin St. Joseph’s va hinh twong
giu Care Bears; hodcla ho dang s dung lai hinh nén va nhin vat trong cac chwong trinh cii
dé€ ban cac san phdm méi, moét vi du la treong hop ctia cong ty Old Navy: bd phim sitcom
“The Brady Bunch” dwoc doi thanh “The Rugby Bunch” dé quang cdo sdn pham 4o phong.
Mot nhdn hiéu hoai c6'1a mot phién ban dwgc nang cap cia mot nhan hiéu truwdc day. Nhirng
san phdm nay goi cadm gidc hodi niém vé qua khi, va cadc nha nghién ctru nhan thiy rang
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chung thwong khién khach hang nhé vé khoang thoi gian (it nhitla trong tri nhé) khi cudc
s6ng on dinh hon, don gian hon va thim chi la mot xa hoi khong twdng - ching khién
ching ta “héi twéng qua ldng kinh mau hong”.

Chung ta yéu thich cdc quang cdo va sdn pham dé khéng chi bé&i ching goinhé vé qua
kht, ma con b&i ching xac dinh chiing ta thich diéu gi & hién tai. Cac nha nghién cttu khach
hang da xay dung mot chi s6 hodi cé dé€ do do6 tudi trong d6 sé thich dwgc hinh thanh va kéo
dai theo thoi gian. Vi dy, niém yéu thich d6i véi nhirng bai hat nhit dinh thwong lién quan
téi do tudi cia nguori d6 khi bai hat dang thinh hanh - hdu hét chiing ta déu thich nhirng bai
hat thinh hanh khi chingta & d6 tu6i 23,5. P6i véi hinh twong thoi trang thi do tudi nay la
33, va ching ta thwong thich cac ngbisao truyén hinh thi & tudi 26, 27. Kétqua & dan dng
cting cho thdy ho c6 nhitng ky niém gin b6 vi xe hoi tir thoi tré.

San phdm va quang co, tw thin né da c6 kha ning goi nhé manh mé. Thuc t€, baloai tai
san ma nguoi tiéu dung danh gia cao nhatla noéi that, nghé thuit tao hinh va tranh anh.
Nhirng vt d6 thwong goinhirng ky niém trong qué khir. Cic nha nghién ciru nhin thiy
rang nhirng tai san gia tri c6 thé goinhitng suy nghiveé cacswkién trong qua khir dwéi vai
gbc dd, bao gom: cac cdm giac, hinh dnh ban bé, ngwdiyéu, bé trén khoi gia dinh hodc chay
tron nguwdi tinh. D6 an cling vay. Mot nghién ctiru gn day tip trung tim hi€u lam thé nao
nhirng moén an yéu thich cé thé gginhé vé qua khit. Khi cic nha nghién ctru yéu ciu nhirng
nguwoitham gia liét ké 3 mon an yéu thich va ndivé lwa chon cia minh, ngwéita nhan thiy
con nguoithwong lién két ching véi cac sy kién trong quéa khit nhw ky niém thoi tho du, ky
nghi ctia gia dinh hay cdc moc sw kién quan trong (vi du cic mén dn ho chi ndu vao nhirng
dip dic biét nhw thit bd mudi va cai bap trong ngay thanh Patrick), nhitng mén an gia
truyén (cong thirc truyén tir thé hé nay qua thé hé khac), va moén an theo thoi gian (vi du,
chi dn banh ga t6 nhan viét quitvao mua he).

Mot cudn bién nién la cach hay dé lwu giit nhirng ky rc (“Minh nghi gi ma lai cat téc ki€u
nay nhi?”), nhwng nhitng cuén album truyén théng gi¢r da nhwong chd cho cac gidi phap
cong nghé cao hon, nhw MyYearbook.com. Trang web nay cho phép ngu¢i dung tao ra mot
ho6 so ca nhan véi nhirng muc khac nhau: Trung hoc phé thong, dai hoc, cao hoc va di lam.
Sinh vién khi dang ky sé dwoc tw dong lién két véi nhirng sinh vién khac trong treong.
Nguwdidung cé thé chon ban bé trong danh sach ban cung 1&p va “dé lai bat tich” trén trang
bién nién cta ho. Ngudi dung con cé thé bau chon nhan vat dé thwong nhit, van dong vién
ctr nhatva nhirng sinh vién ndi tiéng nhat. Nha cung cip truyén théng trong linh vuc nay
nhu Jostens (md6i ndm thu 350 triéu do-la tir kinh doanh s6 bién nién) ciing so ring nhirng
cudn bién nién gidy da16i thoi, vi vAy ho da c6 gdng hét sirc bang cach cho cac sinh vién
thém mét dia DVD dé ho cé thé tw thém anh, nhac hay video.

San phdm c6 tAim quan trong dic biét, giong nhw mot ddu méc khi gidc quan vé qua khir
cta chung ta bi de doa, vi du khi mot sy kién nhw ly di, tai dinh cw hay t6t nghiép giy khé
khan cho cudc song hién tai cia khach hang. Nhirng vat ching ta s& hiru thwong cé chire
nang goi nh¢. Chung dong vai tro nhw motbo nhé ngoai, thuc giuc nguwdi mua hang hoéi
twdng lai nhirng doan ky trc. Vi duy, dich vu chup anh gia dinh gitip khach hang tao ra nhitng
ky vat riéng; do6 1a 11 ty birc anh nghiép dw hang nam chira trong mot dang “ngan hang bo
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nh¢& ngoai” ma chiing ta gép vao nén vin hoa. Motkich thich thinh thodng van c6 thé tao ra
nhitrng phan &ng nhe ngay ca nhiéu nam sau khi ta ti€p xdc véi chung lan dau. Ching ta goi
hiéu rng nay la phuc hoi tw phdt, va moi quan hé tai thiét 1ap nay cé thé gidi thich cho phan
rng manh mé trong cam xuc cua khach hang d6ivéi cac bai hat hay tranh dnh ma da mot
thoi gian dai ho khong dung téi.
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SU THAT 9

Tai sao phai hoi tai sao?

Khodng 7% ddn s6'thé giéi dn chay, phu ni¥ va nhitng ngwdi tré thwong xuyén theo ché do
dn kiéng khéng thit. Thém vao dé, khodng 10% dén 20% khdch hang thich lwa chon rau dé b6
sung cho ché dé dn mdn binh thwdng ctia minh. Va ngady cang cé nhiéu ngwoi chudn bi tiép
thu 16i séng chay tinh. Mdc dii ty 1é khdch hang dn chay la rdt nhé so véi nhirng ngwoi vdn
thich dé x6 dén ctra hang hamburger nhw chiing ta, cdc cong ty Ién dd nhdn thdy xu hwéng
thich dn chay va nhitng sdn phdm khéng mang tinh sdt sinh nay. Gdn ddy, Colgate dd mua rat
nhiéu cd phdn dé cé dwoc mot vi tri trong hdi dong qudn tricong ty Tom’s of Maine (sdn phdm
kem ddnh rdng chiét xudt tw nhién), con Dean Foods (nha sdn xudt bo' siva Ién nhdt nwéc My)
dd mua lai céng ty sitva Silk va cd cong ty me While Wave. Nganh céng nghiép thit bo da phdn
bdc lai bang mot chién dich qudng cdo néi tiéng mang tén: “Thit bo: Mén dn cho bira téi” - va
mot website dé tdng lwong tiéu thu thit bo (beefitswhatfordinner.com). RG rang viéc lwa chon
thwc don cua chiing ta cé tdm quan trong sdu sdc.

Nhan t8 thic ddy con ngwdi mua va st dung san phdm nhin chung rit ré rang, chang
han khi mot ngwdi phai quyét dinh budi trwa sé an gi. Tuy nhién, theo nhirng ngw¢i an chay
tuyét doi phan tich thi ngay cd nhirng thwc phdm co ban nhit ching ta tiéu thu cling lién
quan dén nhirng niém tin khac nhau cla con ngwdi: ching ta thich va thay cai gi pht hop.
Trong nhiéu treorng hop, nhirng phan &ng vé mat cdm xuc c6 thé khién khach hang trung
thanh tuyét d6i véi mot sdn pham. P6i khi, con ngwdi cling khéng nhin thirc dwgc dong co
nao khién ho mua san phdm nay va boé qua san pham kia. Thong thwdong, gia tri cia mot con
nguwdi - sw giau co va tin nguwdng cua anh ta/co ta - sé anh hwdng téi nhirng quyét dinh nay.

Dong luc 12 qua trinh dan con nguwdi téi hanh dong. Tim hiéu dong lwc ddng nghia v&i
tim hiéu tai sao khach hanglai hanh dé6ng nhw vay. Tai sao c6 ngwdilai chon choitro nhay
cau hay tham gia mot chwong trinh thuec té, trong khi ngwoi khac lai danh thoi gian ranh roi
choico hodclam viedn? Ngay tir budi diu tién, cic sinh vién chuyén nganh marketing da
dwoc day rang muc dich cia marketing 12 d€ dap (rng nhu ciu ctia khach hang. Tuy nhién, ly
thuyét 4y vé dung néu ching ta khéng biét nhirng nhu ciu do la giva tai sao chung ton tai.

Cacnha tAm Iy hoc da lam viéc rat vat va dé phan loai nhu ciu cta con ngwoi. Vi du, d6i
v&i nhirng nguwdi cé nhu cdu cao vé thanh tich thi viéc thé hién ban than la rit quan trong.
Ho 1 khach hang tiém ndng v&i cac sdn pham cung cip bang chirng cho nhitng thanh qua
ctia ho. Mot nghién ctru trén nhirng phu nit da di lam cho thiy nhirng nguoi c6 dong lwclén
vé thanh tich thwong chon trang phuc cong s& va khéng may hirng thi véi trang phuc c6
hoa tiét trang tri nit tinh. Mt s6 nhu ciu quan trong khac lién hé véi hanh vi khach hang
bao gom:

e Nhu cdu hoi nhdp (mu6n dwgc biu ban véingwdi khac) - Nhu ciu héi nhip di kem véi
san pham va dich vu cho mot nhém nguwdi, vi du: tham gia hoat dong thé thao theo doi, lui
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t&i cac quan bar, di mua sadm tai cic trung tAm thwong mai, va diéu do gitp gidm bét ndi cd
don.

e Nhu cdu quyén Iwc (ki€m soat moi trwong xung quanh) - Nhiéu san phdm va dich vu
cho phép khach hang cam thay ho c6 quyén lam chi méi treong xung quanh. Nhirng sadn
pham nay da dang tir chiéc xe hoi doi méisang trong, hop nhac cong suatlén (chiéc radio
xach tay c& 1on khién ngwdi khac phai cht y dén thi hi€u 4m nhac cia minh) cho dén nhirng
khu nghi dwéng xa hoa hivra hen sé phuc vu tin tinh cho moiy thich bat chot cia cac thwong
de.

e Nhu cdu dwoc khdc biét (khang dinh ca tinh) - Cac san phdm c6 thé dap rng dwgc nhu
cau nay bang cach cam két nhdn manh nhirng ph4m chitriéng biét cia khach hang. Viduy,
nuwdc hoa Cachel tuyén bé “déc ddo nhw chinh ban vay”.

Nha tam 1y hoc Abraham Maslow d3 dwa ra mot quan diém gia tri vé dong luc. Ong cho
rang ching ta cir leo dan 1én mot hé théng cdc mirc nhu ciu cho dén khi (néu may man) dat
téi “dinh cao clia sw trdi nghiém”; va cac nha thi treong sau do sé diéu chinh khung chwong
trinh ctiia minh dé c6 thé hiéu dwgc dong lwe cia khach hang.

Bai hoc can ban vé hé thong thir bic cia Maslow la: con ngw¢i dau tién phaithéa man
nhirng nhu cdu co ban trwdc khi tién 1én bic thang ti€ép theo. (MOt ngwdi dang chét doisé
chang bao gio hirng th v&i nhitng biéu twong vé dia vi, tinh ban hay hoan thién ban than.)
Diéu d6 4m chi rang khach hang danh gia cac khia canh cia sdn ph4m dwa trén nhirng gi ho
hién dang c6. Vi du, khach hang trong khoi cic nwéc phwong Dong tredc diy hién dang bi
“khiing b6” v&i nhitng mat hang xa hoa, nhung c6 thé ho van chwa théa man hét nhirtng nhu
cau t6i thiéu.

Viéc 4p dung hé théng thir bic nay d6i véi ngwdi 1am thi trweong lau nay c6 phan bi don
gidn hoa, nhitla khi mot sdn phdm hay dich vu c6 thé théa man vai nhu ciu khac nhau. Vi
du: Mot nghién ctru cho thay viéc lam vwon ¢ thé théa min nhu cdu & moi cung bac néu
trén.

Sinh 1y hoc - “Téi thich dwgclam viéc véi dat”

An toan - “T6i cdm thiy an toan khi & trong vwon.”

X3 hoi - “Toi c6 thé chia sé sdn phdm cia minh v&i moi nguoi.”

Sw quy trong - “T61i c6 thé tao ra nhirng thix dep dé.”

Tw khang dinh minh - “Khu vudn cho t6i cdm giac binh yén.”

Motvan dé nira doi véi hé thong thir bic cia Maslow 1a n6 phu thudc vao nén van hoa.
Nhirng gia thuyét dé c6 thé chi 4p dung dwgc véi nén van héa phwong Tay. Nhitng nguoi

thudc nén van héa khac (hodc ngay ca nhiéu ngwdi phwong Tay) cé thé nghingd sw chinh
xac ciia nhirng thi biac d6. Mot ngwdi theo ton gido da thé sdng doc thin thi sé khong nhit
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thi€t dong y rang nhu cau sinh ly phai dwoc dap rng trwedc nhu ciu tw hoan thanh wéc
nguyén. Diéu nady cling nhic nhé chiing ta rang khach hang c6 nhirng nhu cau wu tién khéac
nhau trong nhirng hoan canh khac nhau va & nhirng thoi diém khac nhau trong cudc song.
San phidm tot nhit thé gi¢i sé khéng thé dap rng mot nhu ciu khong ton tai.
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SU THAT 10

Nguwoi c6 nhiéu nhit 1a ngwoi chién thang

Hon 82 triéu phu nir & 50 quéc gia doc cdc dong dn phdm Cosmopolitan véi 28 ngdn ngir
khdc nhau - mdc du, do nhitng quy pham doi véi nir gid¢i & mét s6 noi, nhiéu phu nit van con
phdi gidu chdng cudn tap chi! Viéc dp dung tiéu chi ciia Cosmo la “Phu nir hai hwéc, diing
cdm” & nhitng noindy gdp mot chiit rdc réi. Méi nén vin héa khdc nhau nhdn manh nhirng hé
thong dirc tin khdc nhau, rang phu nir phdi ra sao, thé nao la nir tinh, cuén hiit... - va nhirng
gl phtt hop dé dwoc dwa ra in dn. Cdc nha xudt bdn tai Trung Quéc khéng dwoc phép dé cap
tdi tinh duc, vi vdy nhirng bai bdo viét vé ndng cao doi séng vor chong dworc doi thanh ndng
cao sw hién dang clia strc tré. Hai hwdc hon lg, trong cdc dn bdn tiéng Thuy Dién ciing chdng
c6 mdy bai viét vé nhitng chii dé nhay cdm - nhwng lai vi mét ly do déi ldp: Nén vdn héa do da
qud c&i mé vdi chu dé nay, va vi thé né khéng thu hiit dwoc doc gid nhwe & My.

Chiing ta md t4 mdi nén van héa thong qua sw cong nhan clia cac thanh vién ddivéi mot
hé thdng gia tri. Méi ngudi c6 mot cadch danh gia nhirng gia tri d6 khac nhau, va trong mot
s§ treong hop, cac gia tri c6 thé con miu thuin véinhau. (Vi du, nguwdi My dwdng nhw danh
gia cao ca tinh quy tic 1an tinh c4 nhan, va thwdng tim ki€ém sw dung hoa hai yéu t§ d4.) Tuy
nhién, ta van c6 thé dinh ra mot hé théng nhirng gia tri c6t16i chung d€ dinh nghia motnén
van héa. Gia tri c6t16i nhw tw do, tudi tré, thanh twu va chd nghia duy vt tao nén vin hoa
M.

Chung ta da nhic dén chu nghia duy vat dung khong? Gia tri nay n6i dén tim quan
trong clia viéc con nguwdi gn lién véi cla caivat chit. Trong Chién tranh Thé gi¢i thir Hai,
nhirng ngwditheo “van hda vit chit” & nam Thai Binh Dwong tho cung nhirng kién hang
dwogc clru vé tir cac may bay gdp nan hodc bi dat vao bo tir nhirng chiéc tau. Nhirng nguoi
nay tin rang td tién ho c¢6 kha nang diéu khién nhirng chiéc thuyén va may bay di qua viing
dao,va do do6 ho ¢6 gang thu hut ching tdi cac khu lang. ThAm chi ngwdi dan & day con lam
nhirng chiéc may bay gid bang rom véi hy vong nhitr dwoc nhivng chiéc may bay that!

Chung ta c6 thé khéng ton tho cadc san phdm dén vay, nhwng rd rang rat nhiéu ngwoi da
lam viéc vat va dé c6 dwoc cudc séng tot dep nhw mong wéc, véri ngudn cua cai vat chit doi
dao. Hau hét nhirng nguwdi tré sé khong thé twdng twong dwoc cudc séng ma khong cé dién
thoai di d6ng, may nghe nhac MP3 va cac vat tién dung khac. Cac gia tri vt chit thwong
khang dinh sw sung tiic cia mot ca nhan so véi nhivng ngwdri khac; diéu nay c6 thé déilap
v&i nhirng gia tri vé tin nguwdng hodc gia dinh. Sw mau thuin nay cé thé giai thich tai sao con
nguwdivéi nhivng gia tri vat chat cao thwdong it hanh phuc hon.

Tat nhién, khéng phai tit ca chung ta déu theo chi nghia duy vat, va thwc sw cé rat
nhiéu khach hang dang cd gdng bét phu thudc vao cda cai vat chit bang cach chuyén sang
161 séng don gidn hon. Ho hoc cach song eo hep hon, khong dung thé tin dung va trong mét
s6 treorng hop, thdm chi khong cadn dén nhirng tién ich téi thi€u nhit nhw dién, nwéc may,
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gas... cling nhw khéng st dung cac dich vu thwong mai. Mot trong nhirng ngwdi ndi tiéng
nhit song theo phong cach nay la Ditch Monkey (biét danh), mot ludt sw tré hoat bat, nguoi
da tao ra mot lan séng & nwéc Anh khi séng mot nam trong mét chiéc hao & ngoai d London
(va tit nhién, anh ta viét blog mé ta lai nhirng gi anh da trai qua). Anh giai thich: “T6i muon
moi nguwdinhan ra rang nhiéu khi ho tiéu dung nhitrng thir khong cin thiét. Tdi dang cd
chirng minh ring ban c6 thé séng binh thwong, khée manh ma van tiét kiém dwoc. Toi da
nhin ra minh c6 thé s6ng ma khéng can ti vi, tham trai san, s6 pha, dién, ban ghé, ti lanh
hay may lam kem.” Sw thay doi 16i séng dé ban dau lam ban gai anh rat ngac nhién, nhung
sau cung, c6 gai cdm thay tw hao vinhitrng tuyén bé ctia ban trai. Tuy vay, c6 cling cho biét
(theo diing 16i néi 4n y cia ngwdi Anh) rang bd me c6 bisdc bdi hanh dong do. “Ho hoi thit
vong vi anh 4y khong sé& hiru mot ngdi nha va ré rang la mot con ngwei phirc tap.”

Nhirng ngwdi theo chi nghia duy vat thwong dung cla cai vat chat dé danh gia dia vi va
thé dién ctia ban than, trong khi nhirng nguw¢i khong chu trong gia tri nay thwong thich
nhirng san pham c6 thé két n6i ho véinhirtng ngwdi khac hoac dem lai sw hai long khi st
dung. K&t qua 13, nhitng ngwoi coi trong vat chat thich cic san phdm dwoc st dung rong rai
va c6 gia thanh cao. M6t nghién ctru so sanh cic vat yéu thich cu thé ctia ngwditén sung va
khong ton sting vat chit cho thiy: nhitng nguoi it ton sting vat chit danh gia cao cac vat
dem lai niém vui nhw: vdy cwdi cia me, album dnh, mét chiéc ghé bip bénh tir thoi tho au,
mot manh vuon, trong khi nhirng nguwdi theo chii nghia vat chitthich do trang sirc, gdm st
hodc motngdi nha trong cac dip nghi.

Xa hoi My dang nd lwc trung hoa nhirng nhu ciu vé hang hda vat chdt véi nhu ciu y thitc
vé moi trwdng va gia tri tinh than. Sw thay doi nay dang x6a nhoa motsé ranh gidi gitra yéu
t6 “truyén théng” va “tién tién”. Nhw mét nha phén tich cho hay, ngay ca nhirng thi trdn nhé
bao thu gior day cling dinh nghia cac ctra hang va dich vu “thdi dai méi” 1a noi moi ngwoi
thudc moi Itra tudi dén mua sdm. Nhitng nha ban 1é trueéc dy duoc cho 1a nhitng ké “ngoai
lubng” gir tré thanh xu thé chi dao; cac ctra hiéu tap héa nhw Fresh Fields ban xa bong
Mayan Fungus va banh quy chay ctia ch6 cho nhiéu d6i twong khach hang khac nhau. Cac
tap doan 1é6n nhw Apple hay The Gap st dung cac hinh twong phan van h6a nhw Gandhiva
Jack Kerouac trong quang cio cua minh, con Ben va Jerry thi kiéu hanh vé nhirng triét Iy
nguoc cia cong ty. Gior day, viéc phan biét gitra thi€t 1ap va pha bo cling tré nén kho6 khan
khi quan diém tw do cda gi¢i hip-pi nhitng nam 1960 da hop nhit véi quan diém tw san cia
gi¢i yuppie (nhitng nguwdi tré c6 nhiéu hoai bdo) nhirng nam 1980, dé tao thanh mét nén
van h6a mdi, sy tong hoa ctia ca hai. Nhitng nguw¢i thong tri nén van héa My (nha phéan tich
goiho la “Bobos”, tirc1a nhitng nguw¢i vira thudc tw san - bourgeois, vira mang phong thai tw
do - bohemians) dang dan tré nén giau hon, thwe dung hon gié¢i hip-pi nhuwng ¢6 tim hon
hon gi¢i yuppie. Ngay ca nhirng gia tri c6t 16i cling c6 thé thay ddi theo thoi gian, hdy cho
xem nén van héa lién tuc phattrién cda ching ta sé dwa ra nhirng dinh nghia méi nao vé
chu nghia duy vat va cac gia tri khac.
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SU THAT 11

Khach hang cia ban luén tim kiém bai cé xanh hon

Cé thdt la ngwoi tiéu dung My cudi cing dd chuyén sang diing sdn phdm xanh? Trong mét
cudc khdo sdt nam 2007, c6 dén 8 trén 10 khdch hang ndi ho tin rdng viéc mua nhdan hiéu
xanh va sdn phdm ttr cdc céng ty xanh la quan trong, va ho sdn sang trd thém tién dé lam diéu
do. Sw chu trong vao strc khée ctia ngwoi tiéu diung My dang hop nhdt véi méi quan tdm ngay
cang Ién tdi strc khée toan cdu. M6t s6 nha nghién civu goi gid tri méi nay la tdn tuy bdo vé
quyén loi ngwoi tiéu ding.

Nhwng ai la ngwi tao nén nhirng thay doinay? Cac nha thi treong hwéng téi mot bo
phan khach hang, nhitng nguwoi thuc hién 16i séng LOHAS, viét tit cua “16i sdng khde manh
va bao ton moi sinh” (Lifestyles Of Health And Sustainability). Tén goinay nhac dén nhirng
ngudiquan tim dén van dé bao vé moi tredrng va mudn cac san phdm dwoc san xuat theo
mot phwong phap bén virng. Ho sdn sang tra tién dé phat huy cai ho goila xu hwéng va sw
phat trién ban than. Nhirng ngwdi thwe hién 16i song nay (thwong dwoc goila nhirng nguoi
tién bo) 1a dai dién cho mét thi tredrng 1én ctia cac san phdm nhw thwe phdm hiru co, cac
thiét bi tiét kiém nang lwgng, xe hoixdng - dién, cling nhw cac loai thudc thay thé, bang dia
tAp yoga, va du lich sinh thai. Mot t6 chirc nghién clru nhém ngudinay wéc dodn ho chiém
khodng 16% s6 nguwoi tredng thanh & My, va tao ra mét thi trwedrng cho cic san phdm quan
tAm dén y thirc xa hdi cé gia tri hon 200 ty do-la.

Cac nha thi tredrng va ban Ié dang phan &ng lai trwdc hang nghin cic san phim méi
thén thién véi moi treong. Colgate da gop mdt phan von 1én trong nhan hiéu kem danh
rang tw nhién nhan hiéu Tom’s Maine, va cong ty my phdm L’Oréal thi mua lai The Body
Shop. Kellogg thi cho ra doi dong thwe phdm hiru co cia mot s6 loai ngii cdc ban chay nhit
cia hang.

Trong khi truweérc dy cac cong ty chi cdn dwa ra cic san phdm cé thé tai chéla du, phong
trao m&i nay dang tao ra mot tir hoan toan madi khi khach hang bat dau “bi€u quyét bang
chiéc dia”, bang cach yéu ciu thwc phdm, hwong liéu va cac san phdm khac khong dwoc st
dung chit bién d6i gen (GMOs), khdng c6 h6c mon, khong lién quan dén dong vatsinh san
vo tinh hay th nghiém trén dong vat, phai dwoc nudi trong tai dia phwong, khong dwoc
nudinhot... D6 méi la motvai trong sé6 cic moi quan tAim va yéu ciu ciia ngwoi tiéu dung.
Thuec chit, tir ndm 2005 dén nam 2006, doanh s6 ban clia nhirng sdn phidm mang tinh “dao
dirc” 1a 33 ty do6-la, ting 17%. Nganh cong nghiép thwc phdm dw doan con sé nay sé la 57 ty
do6-lavao nam 2011.

Mic du nhitng ngwdi thuwe hién 16i séng LOHAS da c6 nhu cau st dung cac sdn pham
than thién v&i moi treong trong vai ndm gan diy, nhwng thong tin quan trong hién nay la
viéc bdo vé ngudi tiéu dung da dwgc mé rong ra thi tredrng dai ching. Thuece té, tat ca cac
siéu thi trong hé théng siéu thi ban 1¢ Wal-Mart déu dang ¢ gdng chuyén sang ban cac san
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phidm xanh. Nha ban 1é 1&én nhat thé gi¢i nay da phat trién motban diéu tra goi la “Chi so6
song tot hon”, gidp cong ty gidm sat dwgc cdm xuc ctia khach hang vé cac sdn pham than
thién v&i méi treong. Dot diéu tra dau tién thim do 2.500 ngwdi My trén 5 san phdm: dén
huynh quang tiét kiém dién (CFL), stra hitu co, nwéc tdy riva c6 dic/dwoc dong géi don
gian, gidy c6 tuditho cao va thwc phdm hitru co cho tré em. Trong dot diéu tra, 62% ngu i
tham gia néi ho sé mua nhiéu san phim than thién v&i moéi treong hon néu khong cé sw
khéc biét vé gid cad. GAn mot nira (47%) noéi ho hoan toan ddng y rang mua sdn phdm than
thién v&i méi treong khién ho cdm thay minh 1a ngwoi tiéu dung thong minh, va 68% doéng
y rang “chimdt hanh ddng nhé dé tai ché tai nha ciling c6 thé déng gép vao viéc bio vé moi
trueong”.

Khi cac nha thi trwdng lén nhan ra sw thay ddindy, ho bat dau thay ddi dé dap ing nhu
ciu cua ngudi My d6i véi cdc sdn phadm t6t cho sirc khoe va than thién véi Trai dat. Dudi
day la mot so vi du gdn nhit:

e Home Depot, nha ban 1é 1é6n thit hai nwéc My, da gi¢i thiéu mét dong Eco Options
(Lwa chon sinh thai) cho khodng 3.000 san phadm, vi du: dén huynh quang tiét kiém dién,
may diét con trung tw nhién tiét kiém nang lwong, khai thac rirng vira phai, va nwéc sach.
Céng ty hy vong cac san phdm dwoc gi¢i thiéu trong chwong trinh sé chiém 12% tdng
doanh thu nam 2009.

e H&M ban quan 4o lam tir s¢i cotton hitu co, danh cho nhirng ngwdi thich thoi trang.
Hang Gap gi¢i thiéu chiéc 4o phong nam chitliéu cotton hitu co tai hon 500 ctra hang ban
1é ctia cong ty.

e Procter & Gamble da gidm kich c& dong goéi cho sdn phdm nwéc tiy rira. Cong ty dang
chuyén sang mot cong thirc “tap trung gip do6i” d€ phuc vu 4 triéu nguwdi tiéu dung trén thi
trwong nudc tiy riva Bic My.

e Nhéan hiéu Scotts’ Organic Choice 1a mét phan trong bwéc chuyén vi dai cua cong ty,
nham gidm thi€u phu thudc vao cadc hda chdtnhan tao, trong dé bao gdm cac thanh t§ chinh
trong san pham rau cu tiéu biéu mang nhan hiéu “Miracle - Gro”.

Khéng bang long véi viéc chd dgi cac nha san xuit thay d6i quy trinh, moi ngdy, ngwoi
tiéu dung cling déu nhit loat hanh déng. Nhiéu ngwdi tham gia cac to chirc nhw Slow Food
dé nd lwc thay ddi phong cach sdng ctia ban than. Mot trong s cac phong trao nhw vay la:
“Uu tién hang n6i”, nhdn manh gia tri ctia viéc mua hang héa dia phwong.
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SU’ THAT 12

Bd&i vi toi xirng dang

Khi phdt trién mot dong bdnh dn nhe mdi, tdp doan Sara Lee phdt hién ra rang khdch
hang co long tw trong thdp thwdng thich cdc san phdm kiém sodt dwoc khdu phdn, béi ho
cdm thdy bdn thdn khong tw chil. Tw trong la nhdc dén khd ndng tw nhdn thikc ctia con nguwoi.
Nguwoi c6 long tw trong thdp luén nghi ho lam khéng tét, va ho sé trdnh gdp rdc roi, thdt bai
hay bi chéi tir. Hiu hét chiing ta déu khéng gdp phdi vdn dé dé. Chiing ta tin rang minh xirng
ddng dwoc hwéng nhivng diéu tot dep, va mudn cé dwoc nhirng diéu dé ngay Idp tirc.

Alberto-Culver str dung sw hdp dan clia long tw trong dé quang ba cho mdt san pham
m&i phan 4nh x4 hoi dang thay d6i: DAu Dwdng Téc Mém va Dep Danh Riéng Cho Téi, mot
sadn pham thay thé dau dudng téc binh thwdng. San phAm nay nham téi cadc ba me da trang
c6 con lai, va ho ling tiing khong biét cham s6c cho mai toc xo clieng ctia con minh nhw thé
nao. Yéu t6 “tw trong” trong chién dich nay la kh&u hiéu: “Yéu ban. Yéu mai t6c cia ban”
keém theo website texturesoftener.com, trong dé cé cac chuyén gia tw van giip cha me néi
chuyén v&i con gai ho vé van dé tw nhin thirc ban than.

Thuc t&, nhiéu ngwdi han phai cé ban nga cwclén méi can ddm d€ moi nguwdi danh gia
minh. Hang triéu ngwoi da cong bd nhirng birc anh ciia minh dé moi nguwdi danh gia trén
trang web hotornot.com, mét website néi tiéng noi khach ghé tham cé thé chim cac birc
anh trén thang diém tir 1 dén 10. M6t trong hai ngwdi sdng 1ap trang web nay nhé lai: “Truwa
hom d6 ching toi chi don gian dang ngoiudng bia, va nhin xét ma Jim dwa ra vé mot phu
nit anh ta gidp & métbuditiéc dalam ching toi suy nghi: Néu c6 mot trang web noiban c6
thé& cho mdt cd gai biét ngoai hinh ¢ ta c6 dat di€m tuyét d6i hay khong, thi chang phairat
tuyét sao?”. Sw thanh cong cuia y twdng trén da lam phat sinh hang tram trang web an theo,
mic du ching khong han c6 sw ki€ém duyét ctia phu huynh nhw & website nay. Nhiéu birc
anh dwoc dang tai hoan toan khéng ton 1én vé dep cua chti nhin (nhit 1a nhirng birc dnh giy
cwoi, chup nhitng ngwdi ban trong hoan cdnh bat ngo). Cach giai thich hop Iy cho nhirng
tAm anh trén 1a mot khai niém tAm Iy mang tén tw giy bat loi, tiec 1 con ngwdi chuidn bi san
tAm ly cho sw thit bai, d€ khi ty 1& bau chon thip thi ching ta c6 thé d6 16i cho tAm hinh
thay vi tw trach ban than. Mot nguyén nhan khac la trén thé gi¢i c6 rat nhiéu ngwdi mudn
gay su ch y, nén ho sdn sang chiu dung su “si nhuc” tir mot s6 nguwdi d€ nhan dwoc sw
quan tAm cta nhiéu ngwoikhac.

Thong diép marketing c6 thé tac dong dén long tu trong cia khach hang. Nhitng quang
cao v&i hinh trong (thwdng khong cé that) cua nhirng chang trai banh bao va cac c6 gai
manh mai, hip din c6 thé hinh thanh & ngwdi xem mot qua trinh so sanh xa hoi, trong d6
con ngwdi danh gid ban thin bang cach so sdnh minh vé&inhirng hinh twong gid tao ma
quang cao mo ta. Hanh dong so sdnh nay la xu thé binh thwong cia con ngwoi, va cdc nha
thi trweong bén cung cip cho ching ta cac tiéu chuin danh gia: dé la hinh twong nhirng con
ngudihanh phicva quyén ri d€n mirc Iy twdng, va ho tinh c& st dung sdn phim ctia cong
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ty. Chién dich quang cio gan day cua Clearasil la mot vi du sat thwe. Quang cio c6 hinh anh
hai ciu thiéu nién bwéc vao cin bép noi mét ba me khoang 40 tudi dang tron thir gi d6
trong t6. Khi con trai ba r&i khoi phong, ban ciu ta lién tién t&i tan tinh ba me. Théng diép
clla quang cdo: “Clearasil dem lai tw tin cho ban.”

Mot nghién ciru mo ta qua trinh so sdnh xa hoi cho thiy nir sinh dai hoc thwong so sdnh
vé ngoai ctia minh véi cadc ngudi mau trong quang cdo. Ngoaira, nhitrng ngudi tham gia
nghién ctru sau khi dwogc xem quang cdo c6 hinh dnh nhitng ngudi phu nit hip dan té ra
kém hai long vé&i ngoai hinh cia ban than hon so véinhitng ngudi khong xem cadc quang céo
nay. Mot nghién ctru khac cho thdy: phu nit tré c6 thé tw danh gia vé hinh dang va kich
thwéc co thé khac han chi sau 30 phut xem ti vi. Két qua nghién ctru véi nam gidi cling
twong tu.

Quang cido danh vao long tw trong c6 thé thay d6i thai do cia ching ta véi sdn pham
bang cach goi nhitng cAm giac tich cwc vé ban than. Mot chién thuat dwoc sir dung 1 thach
thirc long tw ton cta con ngwdi, sau d6 dwa ra moi lién hé véi san phdm nhw mot phwong
phap khic phuc. Vi dy, tAp doan Marine stt dung chién thuat nay véi khiu hiéu: “Néu ban ¢é
thé...”. Mot chién thuit khacla tAng boc cong khai nhw trong quang cao thudcla (danh cho
phu nit) cua Virginia Slims: “Tién bd 1am, em yéu!”.
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SU THAT 13

Thé gi¢i do - nén tang tiép theo ciia marketing

Trong cuén tiéu thuyét vién tudng ndi tiéng Snow Crash (tam dich: Sw c6 mdy tinh), tdc
gid Neal Stephenson vé ravién cdnh mot thé giéi do goi la Metaverse, thé hé sau ctia mang
Internet. Trong thé gi¢i Metaverse d6, hang ngay con ngwoi khodc 1én minh nhitng dién mao
quyén rii va dam chim trong mot thé giéi s6 khéng gian ba chiéu. Nhédn vdt chinh trong cuén
sdch la mét ngwoi giao bdnh pizza trong thé gi¢i thwe, nhwng trong Metaverse, anh ta la mét
chién binh wu ti va la tay kiém vé dich. Loat phim néi tiéng Ma trdn gém ba phdn ciing vé ra
bitc tranh twong tw (mdc du cé phdn tan khdc hon) ctia mét thé giéi noi ranh giéi giira thé
gidi thwc va do bi xéa mo.

Ngay nay, nhirng hinh dnh trong ti€u thuyét nay da tré thanh sy that khi ching ta
chirng kién sy phat trién virot bic cia nhirng thé gi¢i do véitoc dd xir Iy cwee nhanh va kha
nang twong tic 1on. N6 cung cap cho con ngwdi nhirng dién mao 4o trong mot khéng gian
d0.Hon 9 triéu nguoi trén thé gi¢i tham gia thé gi¢i 4o Second Life, hon 8 triéu ngwdi choi
game World of Warcraft, va m6t phan ba s6 nguoi tredng thanh & Han Qudc twong tac
trong Cyworld. Thém vao dé con c6 hang triéu ngwoi choi Sim Online hodc tham gia cac moi
trrong dung may tinh lam trung gian (CMEs) khac nhw Webkinz, There, Whyville, Entropia
Universe, Virtual Laguna Beach ctia MTV...

Trén cac website dd, con nguw¢i cai dat cho minh nhirng hinh dai dién 4o, hay con goi la
avatar da dang tir hinh dnh thit ngoai doi dén nhirng hinh ngd nghinh v&i dwong nét
“phdng dai”, hodc nhirng con réong c6 canh, cac vi anh hung... Cac nha nghién ctru gan day
bat dau tim hi€éu dnh huwdng cua cac avatar nay téi hanh vi khach hang, va mdi lién hé gitra
nhirng hinh dnh trong thé gi¢i do va ngoai doi thwce, hay ngoai “thé gidi tran tuc” ctia ching
ta. Ta déu biét khi con ngwi khodc 1én minh dién mao 4o, ho twong tic véi cac avatar khac
giong nhw con ngw¢i twong tic véi nhau trong thé gi¢i binh thwong. Vi du: giong nhw ngoai
doi thwe, nam gi¢i trong Second Life khi ndi chuyén véi nhau thuwong gitt khoang cach hon
khi n6i chuyén cing nir gi¢i, va ho cling it giao ti€p bang &nh mit hon phainir. Con khi
nhitng avatar nay tién lai rit gin nhau, ho thuwdng quay nhin di noi khac. Nhirng quy tic
trong thé gi¢i thwe danglen 16i din vao thé gidi do.

Néu ban chwa biét diéu nay, ban sé dwgc nghe thiy & day: Thé gi¢i o sé tré thanh nén

tang 1on ti€p theo cho linh vuc marketing. Pirng d€ mit co hoi quy bau trong thé gi¢i do
nay!
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Trong miat ma bat hinh dong

Mét sé ctra hang dang diing thir logi gwrong twong tdc mdi, dong vai tro nhw mét man
hinh dién tw cé do phdn gidi cao. Khi ban chon mét phu trang hay qudn do, chiéc gwong phdn
chiéu nhirng hinh dnh dé dé xem ban c6 hop véi chiing hay khdong. Mét chiéc camera sé
chuyén nhitng hinh dnh dé t&i mét website, noi ban bé cé thé diang nhdp va giri tin nhdn gép y
cho ban. Nhitng binh ludn sé hién ra bén canh chiéc gwong dé ban tha ho doc. Ban bé ctia ban
con ¢6 thé chon nhitng mén do do cho ban thik, va tdt cd sé hién 1én trén chiéc gwong “ky diéu”
do.

Cac nha xa hdihoc goi qua trinh hinh dung phan &ng ctia moi nguwoi ddi véi ching ta la
qua trinh “déng vai mot ngwdi khac”, hay tim gwong soi chinh minh. Theo géc nhin nay,
mong mudn dwoc khang dinh ban than ctia con nguwoi hoat dong giong nhw mot kiu dinh vi
tAm ly: ching ta tw nhan dién bang cich nhan thong tin “bat lai” tir ngwdi khac va c6 dién
dat nhitrng 4n twong cia ho d6i véi ching ta. T4t nhién, giong nhw nhirng chiéc gwong bop
méo hinh dang trong nha gwong vui nhon, danh gi cia ching ta vé ban than thay déi phu
thudc vao viéc ching ta nhin nhin theo quan diém cua ai, va ching ta dw dodn nhirng danh
gia cua ho chinh xac t¢i mirc nao.

Qua trinh nay c¢6 dnh hwdng dén mirc nao? Ratlén. B&i hinh anh ching ta nhin thiy
trong chiéc gwong tim ly nay bao gom trang phuc, xe ¢d, thuwc phidm... chiing ta st dung. N6
chi rarang: dién mao khach hang cho biét ho sé chon mua sdn phdm gi clia cong ty ban
(ho#c clia cdng ty d6i thi). Trong thé gi¢i tiéu dung ngay nay, con nguwdi ngay cang gin chat
v&i nhirng san phdm yéu thich, va do dé tré thanh nhirng bién quang cio di dong dé khoe
sdn ph4dm ho mua v&i moi ngudi. Marketing bang nhan dang thwong hiéu 1a chién lwoc
quang ba trong d6 nguoi tiéu dung thay d6i mot vai dac diém cia ban thin dé quang cao
cho mot nhan hiéu san pham. Vi dy, cong ty Internet Underground Music Archive (IUMA)
tra 5.000 dé6-la cho mdt cip vo chong & Kansas dé ho dat tén con trai 1a luma. D6ituyén
bdéng chay Daytona Cubs thi ting vé mua gidi mién phitron d&i cho nhitng ai xdm logo cta
déituyén 1én nguoi. Péng y ch?

Viéc str dung thong tin sdn phdm dé dinh nghia ban thin 1a vé cung can thiét, dic biét
khi ching ta chwa c6 chd dirng trong x4 hoi, ching han nhw chuyén sang mdt mdi truedng
m@i. Thir nghi xem chiing ta thiy bap bénh nhw thé nao khi vira vao daihoc, hay lai buéc
vao tinh treong sau khi mot moi quan hé 1au dai d6 vo.

Thuyét tw hoan thién bang biéu trung cho rang: nhitng ngudi chwa dinh nghia day du
dwgc ban than thwdng hoan thién hinh anh cia minh nho cac biéu twong lién quan. Khi
truedng thanh hon trong mot vai tro, ching ta sé it phu thudc vao cac san pham biéu trung
cho vai tro dé hon. Vi du, khi tré con bat diu trwgt van, chiung thwong dau tw nhiéu cho
khau chudn bi “ban trwot” véinhirng hinh vé va thwong hiéu noitiéng, tri gia khoang 40
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dén 70 d6-la, chwa ké truc va banh xe. Tuy nhién, ndi thit vong ctia nganh cong nghiép san
Xudtvan truotla khi tré em bat diu luyén tdp mon thé thao ndy mot cach nghiém tic, phan
16m chung lai cho rang chi cAn mdtban trugt khong hoa tiét 1 6n; va mot chiéc van tron chi
c6 gid tir 15 - 30 do-la.

Do rdtnhiéu hoat ddng tiéu dung lién quan t&i viéc dinh nghia ban than, nén chang c6 gi
ngac nhién khi khach hang thé hién gia tri ctia ho bang cac sdn phdm ho mua nhw bia, xa
bong, kem danh rang, thudcl4, va bang mdi quan hé v&i nhirng cira hang yéu thich. Mot
trong nhirng nghién ctru diu tién vé qua trinh nay phat hién ra rang: chu xe hoi thuwong
danh gia ban than twong tw nhirng chiéc xe cia ho: Ngwdi c6 xe Pontiac tw cho minh 1a ning
déng va hao nhoang hon nhirng nguoi lai xe Volkswagen. Mot nghién ctiru gan diy cua Dirc
cho thay nhitrng ngudi quan sat c6 thé ghép nhirng birc anh ctia chti xe (nam va nir) véi xe
hoictia ho véity 1€ chinh xac dén 70%.

Nhitng vat bén ngoai dwoc coi la mdt phan ctia ban than tao thanh céi téi bén ngoai theo
cach goi cia cdc nha nghién ctru. Trong méts6é nén van hda, con ngudi con hgp nhitnhirng
vat d6 v&i co thé - ho liém nhirng tai sdn m&i c6 dwoc, st dung tén ctia ké thu bai tran
(hoic trong mét sO tredrng hop ho con an thit), hodc chon nguoi chét véi nhirng tai san cla
ho. Tuy khong qua da dén thé nhwng van c6 nhiéu nguwoi trong chiing ta that sy yéu mén tai
san ctia minh, va coi ching nhw mét phin co thé!

Hay lay giay dép lam vi du. Ban khéng can phai la Carrie trong phim Sex and the City
(twa ti€éng Viét: Chuyén 4y 1a chuyén nhd) dé€ hi€u rang rat nhiéu ngwdi cdm thiy vo cung
gan bo véi nhirng vat dung di dwéi chan. Mot nghién ctru da chi ra rang con ngudi thudng
xem d6i gidy nhw mét biéu twong ky diéu - mot phwong tién ctia Cé bé lo lem dé thay doi
ban than. Ngoai giay dép, tit nhién nhiéu vat dung hitu hinh khac nhw tai san ca nhan, vat
nudi, dai twdng niém hay c6t méc ranh gi¢i quéc gia déu gitp hinh thanh nhin dang khach
hang. Hiu nhu ai ciing c6 thé ké tén mot tai sdn quy, trong dé “chira dwng” rat nhiéu cai toi
cia ho: mot tAm anh yéu thich, mot chiéc cip, mét chiéc so mi cli, mot chiéc xe hoi, hay mot
con meéo. Thadm chi ching ta c6 thé xay dung mot ban “ly lich” chinh xac vé ai d6 don gian
bang cach phan loai nhirng vat dung trung bay trong phong ngtt hoic phong lam viéc clia
anh ta. Trang phuc (va rat nhiéu thi khac) thwe sy lam nén mét con nguoi.
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Pan ong chan chinh khong an banh trirng
(nhwng c6 thé diing kem dwéng da)

Mét qudng cdo cho dong tivi Bravia man hinh tinh thé'léng (LCD) ctia Sony c6 hai két
thiic khdc nhau danh cho nam va ni. Doan qudng cdo chiéu mét ngwoi dan 6ng va moét phu
nir nhin chdm chdm vao chiéc tivi Bravia LCD qua ctra kinh ctia mét gian hang. Khéng hé biét
nhau nhung cd hai dong thanh kéu lén: “Hinh dnh dep tuyét!”. Béng nhién trén man hinh hién
ra hai nit: “Két thiic cho phdi manh”va “Két thiic cho phdi yéu”. Két thiic cho phdi manh la
mot clip hai tir mot chwong trinh thé thao hodc mét doan phim hoat hinh bdat chwéc phim vé
thudt. Con phdi yéu sé thdy mét doan ca kich hai thdp nién 1950 hodc mét doan phim cdm
dong vé mét nir bdc si ctru séng dira tré mo coi.

Ban dang tinh duc la mot thanh t6 quan trong trong van dé tw y thirc ctia khach hang.
Con nguwoi thwong tudn theo nhitng quy chuin vian héa cho tirng gi¢i vé cach cu x, an mic,
ndining. TAt nhién, nhitng nguyén tic nay thay dditheo thoi gian va khac nhau déi véi moi
nén vin hoa. That khé dé xac dinh trong tredrng hop nao thi sw khac biétvé gi¢ila bam
sinh, va trong tredng hop ndo ching dwoc hinh thanh do xa hoi, nhwng ching dwgc thé
hién ritro trong rat nhiéu tinh huéng tiéu dung.

Hay cing xem xét sw khac biét vé gi¢i ma cac nha nghién ctru thi trwong quan sat khi so
sanh thi hiéu dn uéng cia nam gi&i va nir gidi. Nit gi¢i dn nhiéu hoa qua; nam gi¢i dn nhiéu
thit. Nhw mot cudn sach day ndu an da viét: “Thirc an cho nam gi¢i khong phattrién. N6
phai 1a san phdm ctia sin ban hodc giét thit.” Hai gi&i cling c6 sw khac biét ro réttrong sd
lwong thirc dn ho tiéu thu: Khi cAc nha nghién ctru & Hershey kham phé ra rang phu nit dn it
keo hon, ho da tao ra mdtloai keo socola trdng c6 tén Hugs, mot trong nhitng loai thuc
phidm thanh cong nhit moi thoi dai. Trong khi d6, mét nguwdi dan 6ng trong quang cao cia
Burger King Whopper da bo roi c6 gai dang hen ho véianh ta trong mot nha hang sang
trong, chi vi “qua do6iva khong thé dn khau phin it i nhw c6 ta”. H6 h&i véi hamburger cta
Whoppers, mot ddm dan 6ng gio ndm tay, ddm nhau, roi ném mot chiéc 6 to tir trén ciu
xuong dwdi. Va ho cting hat “T6i s€ an thit cho dén khi no cang rén”, “Téi déi. Pling vay, b&i
toi la dan ong.”

Xa hoi glri cho nam gi¢i nhirng thong diép mau thuin véinhau. Vian héa ctia ching ta
cho rang mot ngwoi dan 6ng dién hinh cin cirng céi, ning n6, khée manh, thich nhitrng mén
thé thao “dan 6ng” (va nhirng Chwong trinh cho dan 6ng trén kénh phim hai Comedy
Center). Phu nit cling vy, tuy nhién sw viéc con phirc tap hon thé. Va hé qua 1a ngay nay,
dan dng chwa bao gior quan tAm dén ngoai hinh cla minh dén thé&. Mdi nam trén thé gidi,
nam gidi tiéu ton khoang 7,7 ty d6-la cho cac san phadm lam dep.

39



Phai manh dang thé hién ho sin sang stt dung cac sdn phdm ma theo truyén thdng bi coi
12 nit tinh, vi du thudc triét 16ng cho than thé tron nhan. Ho thim chi con mua cic vatdung
trang diém dé thay déi hinh dang co thé, nhw d6 16t 1am nhé eo, quan 16t b6 satlam cang
mong, va quin 16t C-in2 c6 day treo, twong tw 4o ndng nguwc Wonder Bra ciia phu nit (quan
16t str dung co6ng nghé méi mang tén Trophy Shelf - gid dwng clp - gidp ning d& “biéu
twong chién thang” ctia dan 6ng).

Chang thé€ ma mot trong nhirng tir thong dung nhit trong linh vwc marketing gan day la
metrosexual, mot hinh mau dan 6ng thanh thi thang than, yéu thich thoi trang, thiét ké nha
ctra, ndu nhirng mén dn ngon va cham séc ban than. Tac gia Mark Simpson da sang tao ra
thuat ngit ndy trong motbai bdo ndm 1994, khi 6ng “bat mi” rang ngdi sao bong da ndi
tiéng ctia Anh (va gio 1a cia My) David Beckham ciling tham gia trao lwu metrosexual.
Simpson chu thich: Beckham “néi tiéng vi mic sarong, ddnh méng tay mau hong va mic
quin cta vo Victoria, gidng nhw viéc anh ndi tiéng vé tai dd bong”.

Hién twgng metrosexual thwe ra dang phd bién téi mirc nao? Mic di nam gi¢i dang dan
mé rong quan di€ém, nhung rat nhiéu ngudivan chi dong cwdng lai xu hwéng nay, béi ho
khong mudn bi nguwoi khdc hoai nghi vé gidi tinh. R6 rang, dinh nghia van héda ctia ching ta
vé nam tinh dang d4n thay d6ikhi dan 6ng xac dinh lai vai tro gi¢i va dirng trong “viing
nhirng hanh vi an toan”, dwoc gi¢i han bé&i hai viing nguy hiém: motbén la sw nhéch nhic,
ludm thudm, va bén kia 1a tinh cach dan ba. Vidu, mot ngudi dan dng c6 thé cho rang khong
c6 van dé gi khi nam gi¢i st dung kem dudng da, nhwng dung kem bdi mét thi bi coila qua
nit tinh. Mot sé quan sat vién van héa con bao cio sw hinh thanh nhen nhém cda xu hwéng
“retrosexual”, 1a nhitng nguwdi dan 6ng mudn tim lai hinh dnh co bap ctia ho théi con di hoc
bang cach phAu thuit thAm mi dé€ c6 dwoc than hinh ran chic hon, véi ngwc va rau rimrap
hon, cdm vudng va xwong ham goc canh hon.

Thwc ra déi véi nhiéu nhém nguwoi, “chir M” da tré thanh mot diéu cdm Ky va nhirng tén
goikhdac (c6 1€ it nguy hiém hon) dwoc dung dé thay thé. Mot trong nhirng tén goi do la
tibersexual, dwoc dinh nghia trong tir dién théng tuc (Urban dictionary) nhw sau:

Xu hwéng metrosexual danh cho thé hé 10x (sinh ndm 2000 dén 2009). Tin d6
tibersexual la nhitng ngwoi dan 6ng quyén rii nhat (khéng chi & vé bé ngoai), ning déng
nhat va hip din nhat so véinhitng nguwdri khac ciing thé hé. Ho tw tin, nam tinh, sanh diéu
va theo du6i nhirng gia tri kién dinh trong moi linh vwrc cuéc séng... Ho khdng bao gi¢ theo
khuynh hwéng tiéu cwc nhw chi nghia sé vanh, tw ¢6 1ap, hay ldc nao dau 6c ciing chi cé két
qua thé thao, bia rwou va hamberger.

Ngay nay, biéu twong cia gid¢i ibersexual 1a Bono. Anh 1a ngw¢i néi tiéng, hiéu biét
rong, tw tin va giau long nhan ai. Mot s6 biéu twong tibersexual khac 1a Bill Clinton, George
Clooney, Jon Stewart, Pierce Brosnan, Donald Trump va Ewan McGregor.

Céng ty Miller Genuine Draft vira tién hanh nghién ctru thanh nién My tudi tir 21 dén

34, dé tim hi€u sdu hon vé thé hé nay. Va cong ty nhin thiy dan 6ng truedng thanh khéng
con doi mi lwdi trai ngwoc va uéng bia vo todi va nhw xwa, nhung ho van mudn giit hinh 4anh
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cia mdt ngwoi dan 6ng binh thwong. Ho quan tAim dén viéc ndu dn, gdp g& uéng bia véi ban
bé, va s& hiru mot ngdi nha hon 1a ddnh béng giay dép, uéng rwrou xin va an téi & nhirng nha
hang sang trong. 57% dan 6ng trong do tudi 25 dén 29 ndirang néu mot phu nir bat ngdr téi
nha choi, ho cé thé chuin bi mot bira dn twom tit chi trong chdclat, va chi véinhirng vat
liéu c6 sdn trong nha. Tuy nhién, mén banh trirng khong ndm trong danh sach.
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Cac co gai chi thich vui vé

Trong bé phim Adam’s Ribs (tam dich: Chiéc xwong swon ctia Adam) ndm 1949, Katherine
Hepburn déng vai mét ludt sw tai ndng va sanh diéu. Pdy la mot trong nhitng bé phim ddu
tién cho thdy phu nir vira cé thé thanh céng trong sw nghiép, vira cé thé duy tri hanh phiic gia
dinh. Ngay nay, v&i sw phdt trién ctia mét tdng I6p niv gidm doc/qudn Iy thanh dat, cdc nha
thi trwomg budc phdi thay déi quan niém truyén thong ciia minh vé phu nit néu mudén nham
vao thi trwong dang ngay mét Ién manh nay. Vi du, Suzuki dang trén dwong chinh phuc mot
s6 lwong 16n phu nir An P, nhitng ngwoi dang tré nén déc ldp vé tai chinh va tw sdm cho
minh nhitng chiéc xe hoi. Dong xe Xen Estilo ctia Suzuki (Estilo nghia la “phong cdch” trong
tiéng Tdy Ban Nha) ra doi véi 8 mau thoi trang, trong dé c6 mau tia, xanh lam va xanh 6 liu
ldp ldnh.

Nhirng thay doi d6 budc cac nha thi tredrng phai ra soatlai cac chién lwgc ciia minh. Vi
duy, hdu hét cac nha sdn xuat do thé thao tir 1au da ban cac san pham cho phu nit, nhung
chung chi la nhitng phién ban cip thap so v&i dong sdn phdm danh cho nam giéi, hodc dwoc
gan thém cai mac mau hong trén d6. Nhung roi cac cong ty phathién ra rang rat nhiéu phu
nit mua san phim danh cho nam gi¢i b&i ho cin st dung hang chit lwong cao, va mot so
cong ty nhin ra ho phai cé cai nhin nghiém tic d6i véi phan khic thi treong nay. Burton
Snowboard 1a mot trong s d6. Khi cdng ty bat dau ban ra thi treong quan 4o va phu tiing
chit lwong cao danh riéng cho nit gi¢i, ching lién dwoc phai yéu mua ao at. Burton con thay
déi cach thirc quang ba cac sdn pham nay. Cong ty thiét ké lai trang web sau khi nhan dwoc
phan hoi tir cdc khach hang nit. Gitr day, nhitng ngwdri mau quang cdo san pham danh cho
nit gi¢i dwoc chup hittr dwdilén, khién ho trong manh mé va tu tin hon. Ngwoc lai, véi
dong san phdm danh cho nam gi&1i, cac tim hinh dwoc chup cdn canh vao phu kién, béi
nghién cru cua Burton cho thiy dan 6ng thwong hirng thd hon véi nhivng chi tiét ki thuét.

Mot s6 nha thi treong khon ngoan hiéu rang cac sdn phdm lau nay dwoc phdi manh yéu
thich thi cling hdp din c phai yéu. Trong nganh c6ng nghiép xe hoi, ngwdi ta phat hiénra
rang ngay cang c6 nhiéu phu nit ddm bé motkhodan tién 16n dé ting stirc manh cho dong co
xe, kém theo 1a banh xe dworng kinh khoang 43 cm, ghé ki€u xe dua va cac phu kién khac.
Maic du cac tinh ndng di kém nhw an toan, bdo mat va do tin ciy cling hdp dan phu ni,
nhwng cling nhw nam gi&i, ho ngay cang bi 16i cuén béi sirc manh, téc do va kiéu dang béc
Itra. Cai ngwoita goila nganh cong nghiép hidu mai cling nhin ra sy thay doinay (nganh
cong nghiép cua cic sdn pham kéo theo nhw tim lai ngang, dén pha xenon hay may nén kiéu
tua-bin). Phu nit ngay nay mua gan 25% trong sé 2,2 ty do6-la hang héa va dich vu ma cac tin
dd xe hoi tiéu thu mdi nam.

Twong tw, nganh cong nghiép ky thuit cao da phat d6ng mot chién dich mang tén:

“Cong nghé l1a nguwdiban t6t nhit cia phéi yéu” nham khuyén khich phu ntr mua nhiéu san
phidm dién t& hon. Chién dich nay 1a ¢6 co s&, b&itheo wéc tinh ctia Hiép hoi Tiéu dung do

42



dién t, khoang 75% cac quyét dinh mua hang hda dién ti c6 sw tham gia ciia phu nt.
Gateway tham chicon c6 dat mot chiéc may tinh xach tay mau héng & vi tri trung tim trong
b6 phim Legally Blonde 2 (twa tiéng Viét: Nir luit sw toc vang). CAc nha san xuatkhac cling
cho ra doi nhiéu san pham, tir tai nghe dén dién thoai di ddng c6 vé mau hong va mot sé
mau nit tinh khac nham thu hdt sy quan tAm cta phu nit. Chi€c PDA cAm tay hiéu Zire cia
Palm ciing n6i batvéi bao bitrong suétva cai tén don gian. Trong tim md&i ctia Palm ro
rang da phat huy tic dung: Lin d4u tién d6i véi san phdm ctia Palm, hon mét nira s6 khach
hang la phu nt.

Va phu nit con dang tdn cong mot thanh liiy khac cia nam gi¢i ma chiing ta goila tro
choivideo. Ho chiém 40% tong s6 nguwdi choi dién tir. Theo mot nghién clru méi diy cia
Nielsen, khodng 64% nguwoi choi game tric tuyén & My la phu nit. Va trong thi treong tro
choitrén di ddng m&inoi, phu nir cling chiém 55% s6 lwong ngwdi choi. Vidu, cong ty
Buena Vista Games thu hut khach hang nir do tudi 18 dén 49 bang tro choi trén may tinh dn
theo b6 phim Nhirng ba noi tro kiéu My.

Vaitrd ctia moi gi¢i thay d6i tirng ngay. Trong x4 hoi phirc tap hién nay, chiing ta
thwong gdp phai nhirng théng diép trai chiéu vé thé nao la hanh vi “chip nhan dwoc”.
Ching ta c6 thé thiy ro diéu nay trong cac thong diép ma gidi truyén thong giri dén nir gidi
trong nhitng ndm gan day: Hw héng mot chit lai hay. Nhitng hinh miu nhuw Paris Hilton,
Lindsay Lohan, Britney Spears va ngay ca nhitng con bip bé Bratz Dolls cling truyén tai
nhirng tiéu chuin cho thanh thi€u nién vé mirc dd c&i mé trong vin dé tinh duc. Ngay nay,
khi nhitng thong diép trén dwoc thdi phong qua dang (it nhat 1a trong mat mot s6 bac phu
huynh c6 lién quan), ching ta bat dau thdy nhirng khai niém cii c6 d4u hiéu quay tré lai.
Trén trang web cua Pure Fashion, cic c6 gainhin dwoc bi quyétlam dep bao gom: cacloai
vay khong dwgc ngin qua 4 ngon tay trén dau gdi, khong mic 4o day néu khong khoac thém
do len hodc 4o vét bén ngoai. Vai trang web khac nhw ModestApparelUSA.com va
ModestByDesign.com thi tdn thanh sw tré& lai ctia nhitng treong phai thoi trang phu thuodc
hoan toan vao tri twdng twong ctia con ngwdi. C6 phai van héa ctia chung ta dang chuyén tir
hinh mau “quy c6 ndi loan” thanh “nhitng cd gai diu dang”?
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Anh mit nghi ngor cho chang trai hao phéng

Mars phdt séng mét chwong trinh qudng cdo gdy nhiéu tranh cdi trong trdn tranh chirc
vé dich ctia lién doan béng bdu duc Qudc gia My (Super Bowl) ndm 2007. Va cudi cling, cong
ty phdi ddng y dirng phdt séng chwong trinh sau khi nhdn dwoc sw phdn déi ctia cdc té chirc
nhw: Lién minh bdo vé danh dw nhirng ngwdoi ddng tinh nam va nir. Poan qudng cdo chiéu hai
céng nhdn co khi dang dn hai ddu ctia mét thanh keo Snickers cho dén khi méi ho cham vao
nhau. S6c va hoang mang vi diéu nay, ho bdt dau dirt 16ng trén ngwc minh dé c6 gang “chirng
to ta day nam tinh”.

Cé l1é Mars khong nhén ra cong ty con ddng cham t&i nhiéu khach hang khac nira. Rat
kho dé xac dinh ty 1é d6ng tinh nam hodc nir trong xa hdila bao nhiéu, va viéc thong ké
nhém ngwdi nay cling gay nhiéu tranh cai. Cong ty nghién cru danh ti€éng Yankelovich
Partners Inc.,, mot dich vu chuyén theo ddi tiéu chuin va thai d6 ciia khach hang tir nam
1971 bang cac ban khao sat hang ndm, nay ciing thém mot cAu hoi vé gidi tinh trong tai liéu
chinh thirc va bdo cdo cia minh. Theo d6, 6% s6é ngwoitham gia khdo sat tw nhan minh 1a
ddng tinh nam/nir hodac dong tinh luyén 4i. Pay gan nhw 1a mau nghién ctru dau tién thim
do cong déong dan cw nhw mottong thé chir khong chi hwéng téi mot nhém nho thién 1éch
(vi du: nhém do6c gid doc cdc 4n phdm danh cho dong tinh nam) ma y kién cia nhém nay
khong thé dai dién cho tit cA moi nguwdi.

Nhitng két qua trén vé ra mot birc tranh chinh xac hon vé quy mé va sw hap dan cua thi
trweong GLBT (Gay - dong tinh nam, Lesbian - dong tinh nit, Bisexual - lwéng tinh,
Transgendered - ngwdi chuyén doi gi¢i tinh). D€ déi chiéu, thi tredng GLBT néu khong 1én
hon thi ciing twong dwong véilwong ngwdi My géc A (hién tai khoang 12 triéu ngudi).
Nhitng khach hang nay tiéu khoang 250 dén 350 ty do-la mdi ndm. Mot nghién ctru cua
Simmons vé doc gia ciia cAc &n phadm danh cho dong tinh nam cho thay: kha nang c6 cong
viéc 6n dinh cda ho cao gip 12 lan, kha nang c6 nha nghi dwdng cao gip 2 14n va kha ning
c6 may tinh xach tay cao gap 8 lan so v&inhirng ngwdi binh thwong.

Khodang gitta nhirng nam 1990, nha ban 1é ndi thit Thuy Pién IKEA v&inhirng clira hang
chiém thi phan kha 1én tai My da tré thanh cong ty dau tién dwa hinh dnh mét cdp dong tinh
nam chon mua ban dn 1én quang cio truyén hinh. D6ivéinhiéu khach hang, van héa cta
ngudi dong tinh nam kha quen thudc béi tic ddong ctia cac chwong trinh ndi tiéng nhw The L
Word (Thé gi¢i thir ba), noi nhitng ngdi sao nhw Ellen DeGeneres va Rosie 0’'Donnell quyét
dinh cong khai vé gi¢i tinh ctia minh.

Mic du lau nay, viéc quang cao trén cac 4n phdm cho ngudi déng tinh 1a phé bién (hau
hét khach hang binh thwong khong hay biét viéc nay), nhwng cac tip doan lén nhw
American Express, Audi, Cartier, Chili’s, Diageo, Marshall Field’s, General Motors, Target,
Volkswagen va Wrigley gior ddy m&i cong khai st dung nhirng nguw¢i dong tinh noi tiéng
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trong cac chién dich hwéng ra dai chiing. Ho thué cac nhéin vat noi tiéng nhw ca si k.d. lang
va Melissa Etheridge, cac nha thiét ké Isaac Mizrahi va Todd Oldham, dién vién John
Cameron Mitchell, va John Amaechi, vin dong vién bong r6 chuyén nghiép dau tién cong bé
minh 14 ngwoi déng tinh.

American Express, hang riwgu vodka Stolichnaya, Atlantic Records va hang nwéc dong
chai Naya la cic tip doan tiéu biéu dwa quang cio lén 4n phdm danh cho déng tinh nir (mot
quang cao vé Séc Du lich cho Hai ngwdi ciia American Express cé hinh anh chit ky ctia hai
ngudiphu nit trén mot tAim séc). Sau khi mot nghién cru cho thiy gi¢i déong tinh nir c6 kha
nang s¢& hitu xe hoi cao gip 4 lan nguwoi binh thwong, hing xe hoi Subaru cia My quyét dinh
dén nhiéu cong strc ti€p cin thi tredng nay. Dé cip truc tiép dén vin dé hon nhan dong gidi,
hang ruwou cd-nhac Grand Marnier ciia Phap da phat hanh m6t miu quang céo in, trong d6
viét: “Em gaiban cubi cung cling 1ap gia dinh. Tén vi hon thé cta c6 ay 1a Jill.”

birng bo qua stkc tiéu thu khéng 16 cia bd phan khach hang nay. Giéng nhw mot cau

chdm ngon da viét: “Ching toi & diy, chung t6i khong binh thwdong, va ching toi di mua
sam.”
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SU’ THAT 18

Hom qua la map, nhwng hom nay la goi cam

Chiéu cao, cdn ndng ctia mdt khdch hang My “trung binh” ngdy nay dd khdc rdt nhiéu so
véi 60 ndm vé trwéc. Tuy nhién, cdc cong ty phuc trang va phu kién van sdn xudt cdc mau
qudn do dwa trén mét nghién ctru qudn sw ndm 1941, trong dé sé do tiéu chudn dwoc hinh
thanh dwa trén mot nhém mau nhé gém hdu hét la cdc niv qudn nhdn da trdng, tré trung (va
c6 lé déu cdn déi, khée manh). Nhitng tiéu chudn ndy cudi ciing ciing thay déi bdi sw thdt la
ngady nay phu nir khéng con “mdnh dé” nhw xwa nita. C& vdy dwoc mua nhiéu nhdt hién nay la
14, sovoi co 8 ndm 1985!

Nhitng tiéu chudn dwa trén cac thong tin da 16i thoi vé phu nir My cAn nhanra sw da
dang ctia cong dong da sic toc hién nay: Theo tiéu chuin hién nay, 78% phu nir My géc Phi
va 72% phu nit gdc TAy Ban Nha bi béo phi, so v&icon s6 58% ctia phu nit da trang. Va than
hinh ctia ngwdi khong thudc goc Au ciing c6 nhiéu diém khac biét: vi du, ngwdi My goc Tay
Ban Nha va géc A thudng thap hon phu nit gdc Au. Nganh céng nghiép may mic khong thé
danh gid thap tiém ndng cua thi tredng nay - khi nhitng phu nir nay str dung 47 ty do-la
mo6t ndm dé mua trang phuc qua khé vao nam 2005, chiém 20% thi trwedng quan 4o va phu
kién may mac.

Tiéu chudn ma chung ta str dung dé danh gia sw hdp dan bé ngoairathdi hotva khong
bén virng. Sic dep tao ra nhiéu hé qua khac nhau néu ching ta c6 tinh danh gid mot ngudi
bang vé bé ngoai. Xu hwéng ndy dnh huwdng dén cd nam va nit gi¢i — dan 6ng cé vé ngoai dé
nhin c6 thu nhap cao hon khoang 5% so v&inguwdi cé ngoai hinh trung binh, con nhitng
nguwi cd ngoai hinh dwéi mic trung binh thi thu nhip thip hon mirc binh thwong 9%.

Tuy séc dep chi c6 tinh bé ngoai nhwng tir xwa dén nay, phu nit luén phai c6 gang hét
minh dé€ c6 dwgc nd. Ho nhin déi, chiu dau dén dé bé chan, gan cac tAm kim loai vao moi,
danh khong biét bao nhiéu gir ddng ho dé sdy téc, phoi minh dwéianh ndng dé cé lan da
ram nang. Ho chip nhan phAu thuit thu nhé hodc ning nguwc dé thay ddi ngoai hinh, dap
trng nhitng tiéu chuin xa hoive sic dep ciia mot ngudi phu nit.

Trong qué kht¥, ching ta c6 thé phan chia cac giai doan cta lich sir bang dic trung vé
“ngoai hinh”, hodc hinh miu Iy twéng cho sac dep. Thong thwong ching lién quan t&i nhirng
sw kién vdn héa pho bién, vi du nhw ngay nay, ching ta danh gia cao mét co thé khée manh,
ran chac. Mot nghién ctru di so sanh giita cac tiéu chun cta nit dién vién néi ti€ng va cac
chi s6 kinh té x4 hoi gitra cac ndm 1932 va 1995. Khi tinh hinh kinh té khéng tot, nguoi ta
thwdng thich nit dién vién véi cac nét chin chin nhw: mat nhé, ma giy va cam rong. Con khi
kinh t€ phattrién 6n dinh, cong ching lai wa chudng phu nit v&i dwong nét tré con nhw mat
to va ma day dan.
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Trong thé ky XIX, vong eo ddng mo wdc ctia phu nit My la 46cm, mot chi s6 qua nhd
khién phu nit phai that chit eo bang 4o nit, va cac chirng dau dau, ngit xiu, thAm chi nhirng
van dé vé t& cung hodc cotsong rat pho bién véi phu nir thei bay gio. Tuy phu nir hién dai
khéng “qué quy tac” dén vay, nhung nhiéu nguwdi van chip nhan chiu dwng dé di gudc cao
got, triét 16ng toan than, nAng mat va hat mé. Didu dé khong chi cho thiy khodan tién khéng
16 ma phu nir d6 vao my pham, quan 4o, thé duc thAm my hay tap chi th¢i trang, ma né con
nhic nhé ching ta rang - du dung du sai, nhu ciu dwoc dap ng nhirng tiéu chuin hién thoi
vé sac dep ludn s6ng mai va can thiét.

Van héa ctia ching ta truyén tai nhirng tiéu chuin nay (mét cach tinh té hodc khong) &
bAt clr diu: bia tap chi, trén clra s6 cac ctra hang, hay trén cic chwong trinh truyén hinh. Cac
nha nit quyén cho rang cicloai bip bé thoi trang phé bién nhw Barbie dang ¢8 sty cho hinh
mau gay go trai v&i tw nhién. Khi ching ta 4p s6 do clia nhitng con biip bé nay 1én mot
nguwoi phu nit binh thwong, ro rang ching qua gay va qua cao. Néu bup bé Barbie la nguoi
that thi s do ctia c6 ta sé1a 38-18-34! Nam 1998, Mattel “phiu thuat thAm mi” cho Barbie
dé c6 nang c6 bd ngwc nho hon va hong rong hon, nhwng trong cling khdong khac hon 1a
may.

Mot chién dich kich ciu tai chau Au ctia Dove di str dung hinh anh nhitng phu nit mic
d6 16t du than hinh khéng hoan hdo. Mot quang cdo viét: “Hay déi dién véind. Khong nhat
thiét phai c6 dwoc dui nhé c& 8 nhw mot siu mau.” Unilever ciing tung ra mot chién dich
twong tw sau khi nghién ctru cia ho cho thay rat nhiéu phu nir khéng tin vao hiéu qua san
phim ctia cdng ty, bdihinh dnh nhitng phu nir trén quang cio trong ratgia tao. Co 1& it nhat
mot phan do sw thanh céng ctia chién dich cia Dove nén cac cdng ty khac ciing chuyén sang
str dung nguwoi binh thudng thay cho ngwdi mau chuyén nghiép trong quang cdo. McDonald
cling to chirc mot bubi thir vai dé tim kiém cic khach hang dai dién, va hinh cia ho sé dwoc
in trén coc va bao bi san phim trén toan thé gi¢i. Pay la phan mé rong cta chién dich “Té6i
yéu McDonald” (I'm lovin’ It). Nike va Wal-Mart ciing tung ra cac quang cao véihinh anh
nhitng phu nit binh thwdng.

Liéu nhirng xu hwéng chong lai ap lwc gidm can c6 cham dwoc téi nganh cong nghiép
thoi trang cao cip, noi cac khach hang luén cdm thiy (nhw ciu chdm ngoén) gdy bao nhiéu
cling khéng du va giau dén may ciing khong hailong hay khong. Vai sw viéc dau long gan
day xay ra da chdm ngoi cho van dé nay; trong vong 2 thang, 4 phu nir Braxin da chét do
nhin dn qua mirc, mot thwce trang lam diy 1én cic cudc tranh luin toan ciu vé hinh anh con
nguwdiva tinh trang rdiloan dn u6ng. Unilever da cAm st dung nhirng ngwdi mau “c& 0” khi
quang cao cho cic sdn phdm clia minh, tir sita tim Lux, dAu goi Sunsilk cho dén thirc uéng
gidm cin Slim-Fast. Nhirng thay d6inay liéu sé kéo dai dwgc bao lau? By gi¢, ching ta chi
c6 thé ch& xem sao.
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SU’ THAT 19

Pan 6ng muon ngu véi xe hoi caa ho

Hdy xem trwong hop mot ngwoi dan 6ng & Tennessee mudén lam ddm cwdi voi chiée 6 t6
ctia minh. K& hoach nay bi ngdn cdn khi anh ta khai bdo noisinh ctia cé ddu la Detroit, cha c6
tala Henry Ford va nhém mdu la 10W40. Theo ludt bang Tennessee, chi c6 dan 6ng va dan ba
mdi dwoc cwdi nhau hop phdp.

Tinh yéu xe ctia anh ta c6 I1é hoi qua da (hy vong nhw vay), nhwng ré rang xe hoi dong
vai tro nhw mot vat thay thé cho nguwi tinh. Vidu trén nhan manh cach métsé tai san “néi”
v&i ching ta. Trén thwc té, nhitng mai lién hé 4y bat ddu mang tinh chit cia hoc thuyét
Freud... Sigmund Freud cho rang nhan cach ctia mot con ngudi phan lén bat ngudn tir sw
mau thuln siu sic gitta duc vong mudn théa man nhu ciu sinh ly va hoan canh bt budc
phai déng tét vai tro cia mot thanh vién trach nhiém trong xa hoi. Va nhirng san phdm nhw
xe mui tran do co 1€ 1a 161 thoat cho van dé trén.

Nhitng nam 1950, mét trwong phai tw twédng mang tén Nghién clru dong co ngudi tiéu
dung (Motivational research) bt ddu mwon nhirng y twdng cla truedng phai Freud dé tim
hi€u y nghia siu xa hon ctia sdn phdm va quang cio. Cach ti€p can nay da chinh stra thuyét
phan tAm hoc cla Freud bang cdch nhdn manh cac déng co vo thic. VE co ban, thuyét cho
rang con ngwdibién nhirng nhu cAu ma xa hoi khéng chdp nhin thanh cac phwong tién thay
thé dwoc thtra nhan - va mot trong sé do6 la sdn pham tiéu dung.

Ernest Dichter, mot nha phan tich tdm Iy dwoc dao tao & Vién (Ao) trong nhitng nim
dau cda thé ky XX, la nguoi tién phong trong linh vie nay. Dichter tién hanh nghién ctu ti
mi trén 230 san phdm va cac chién dich marketing thwc té dé dwa ra nhiéu két luan. Vi du,
Chudi cac tram xdng dau Esso (hién tai & My 1a Exxo) trong nhiéu ndm ludén st dung slogan
“Manh nhw manh hé” sau khi Dichter phat hién ra con ngw¢i c6 phan &ng tich cwc véi loai
vat bi€u twgng mang nhiéu an y vé tinh duc d6. Dwéi day la mot s6 két qua khac thu dwoc
tir nghién ctru nay:

Vé&iphu nit, quy trinh lam mét chiéc banh tir ddu dén cudi giong nhw sinh ra mot thir gi
d6. Béi vy hon hop botlam banh dn lién khi méi xudt hién trén thi treérng da roi vao tinh
trang & &m. Tuy nhién, san ph4m ban chay hon han sau khi chiing dwoclap lai cong thirc va
doihoi ngwoinditro phai dap thém mot qua trirng vao.

ban 6ng ratngai hién mau vi ho so bi bon rut mit “thir chat 1ong can thiét cho sw sdng”.
T6 chirc Chir thp doé da phaitridn an ho bang cAu kh&u hiéu: “Cho di mén qua clia sw s6ng”
dé nam gi¢i cdm thiy ho dang “nhan giong” cho ngwdi khac (mot cach twong trung) chi
khéng phai bibon rut.
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Banh my trang, vai cotton va cadc hda chit tdy rira manh bao ham su trong sdng vé tim
hon va sw sach sé.

Cacvat dung lam bép, tau thuyén, vit dung thé thao va bitIra thé hién kha nang lam
chli moéi tredng.

Sup c6 kha nang chira tri siéu pham, va nwéc udng cé gas c6 kha nang sai botky diéu.

Nhitng ngdinha c6 ndm d4m ctra lon sé ban chay hon, b&i né ngdm nhic khach hang
hiéu 18i vao nha trong sé thé nao néu canh ctra nho xfu va ndm dim ctra bé ti teo.

Mic du quan diém Freud nhw trén 1au nay khéng thinh hanh trong gi¢i nghién citu,
nhwng khai niém cin ban cta n6 thi séng mai. D6 1a: cAc nha thi tredng cin hiéu “y nghia
sdu xa” cia san phdm dang sau nhirng cong dung thiét yéu ctia né. Vi du, Carl Jung, mot
trong s6 cac trweorng phai phatsinh cta Freud, tiép tuc anh hwdng dén cic chién lwgc ca
mot sO nha thi treong (trong dé c6 cong ty quang cdo lén Young & Rubicam). Freud da
chuin bi dé Jung lam ngwi ké vi ciia minh, nhwng Jung khong chip nhin viéc Freud nhan
manh phwong dién tinh duc trong tinh cach con ngwoi, va réi hai ngwoi dwong ai ndy di.
Jung phat trién liéu phap tAm ly riéng ctia 6ng, goila tAm ly hoc phén tich.

Jung tin rang nhirng kinh nghiém tich lily ctia cac thé hé trong qua khir hinh thanh con
nguwdi ching ta ngay nay. Ong cho rang chiing ta déu c6 chung mot tiém thirc di truyén
trong cong dong - mot kho ky rc dwgc thiva ké tir t6 tién. Viduy, Jung néi nhiéu nguoisgy
béng ti la do t6 tién xa xwa cta ho c6 ly do chinh dang cho ndis¢ nay. Nhirng ky rc chung
nay tao thanh cac nguyén mau hay quan niém dwgc thiva nhan rong riiva cadc chudn muc vé
hanh vi. Ching bao gdom cac dé tai nhu: sinh né, chét chéc hay ma quy, thwong xuithién
trong cac cdu chuyén thin thoai, chuyén ké hay gidc mo.

Y twdng cla Jung c6 thé hoikhé tin, nhung cac théng diép quang cao thwe ra rathay st
dung cac hinh mau 4y. Hai vi du trong s6 d6 ma Jung va cAic mén d6 cia minh x4c dinh 1a
“6ng gia khon ngoan” va “me trai dit”. Nhirng hinh anh trén xuit hién thwong xuyén trong
cacthéng diép quang cdo st dung cac nhan vat nhuw thién tai, thay cd gido dang kinh hay
tham chi Me Thién Nhién. Sw say mé cta ching ta d6i véinhirng ciu chuyén nhw Harry
Potter va Chita Té ctia nhi¥ng chiéc nhan 1a minh chirng cho strc manh cia nhitng hinh 4nh
do.
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SU’ THAT 20

May vi tinh dang giét ban

Ndm 1886, mét sw kién quan trong dién ra trong lich str nganh marketing - cdc thanh
vién trong Hiép hoi gido hiru ldn ddu tién xudt hién trén cdc vé hdp ngii cc. Hiép hdi nay noi
tiéng & My vao thé ky XIX bdi cdc hoat dong dir doi nhwng khéng vi pham phdp ludt, va nhirng
ngwdi bdn rong thinh thodng lai dn mdc nhw mét tin do ctia gido phdi nay, nhdm kiém loi tir
sw tin nhiém ctia dan chiing d6i véi ho. Khi cong ty sdn xudt ngii céc quyét dinh “mwon” hinh
twong nay dwa l1én vé hop, ho da nhdn ra khdch hang ctia minh cé thé lién twdng twong tuw.

Ngay nay, hang nghin nhin hiéu mwon diu 4n cda cic ca nhan hodc tip thé dé tao hinh
anh thwong hiéu trong khach hang. Nhan cach thwong hiéu la mot tip hop nhirng ddu 4n
ma con ngwdi gan cho mdt san phdm nhw thé d6 1a mot con nguwdi. Nhitng nhan vat dé nhan
biét nhit doi véi dong ddo quan ching thwong la cic nhan vat dai dién clia cac nhan hiéu
lau doi, nhw Ga khong 16 xanh Jolly, nguwoi lun Keebler, ngai Dau phdng va Charlie Ca ngtr.

Cam xuc cta ching ta vé nhan cach thwong hiéu la mét phan cua tai san thwong hiéu,
tirc 1a viéc motkhach hang gitr nhirng méi lién hé dac biét, manh mé va day thién chi véi
mot san phidm trong tri nhé cia ho, va ngwdi dé sdn sang tra thém tién dé mua sdn phdm c6
thwong hiéu thay vi sdn pham thong thuwong (khéng co tiéng tim gi). Xay dwng dwoc
thwong hiéu manh la thanh cong trong kinh doanh. Néu ban khéng tin, hdy xem vi du sau
day: mot nghién ctru trén 760 trong s6 1.000 cong ty I&n nhittai My sau khi thi treong
chirng khodn tut déc vao thang 10 nim 1997, gid c0 phiéu trén thi tredrng ctia 20 tip doan
c6 thwong hiéu manh nhat (nhw Microsost va GE) thuc chit ting, trong khi 20 thwong hiéu
yé&u nhat trung binh méi cong ty 16 1 ty do-la.

Mot cong ty quang cdo tim cdch md ta chan dung moét trong nhirng khach hang cua
minh bang nhitng dong cht thich dw&i day. Dwa vao nhirng miéu ta nay, ban c6 thé doan
“khach hang” do la ai khong? “Cau ta c6 6c sangtao...kho dodn... mot dira tré tinh quai...
CAu ta khong chi biét di dirng va ndi chuyén, ma con cé thé hat, d6 mit, nhay mat, va lam
viéc v&i nhitng dung cu nho nhw ciy chi ban d6... Ciu ta con choi dwoc nhac cu... Dang di
cla ciu ta rat “nghénh ngang”... CAu nhéc dwoc lam tir mot khéi bot nhao.” TAt nhién, ngay
nay ching ta déu biét bao bi va cadc dac diém vatly khac tao nén “nhan cich” mot san pham
(trong tredng hop nay la cau bé bot nhao Pillsbury).

Mot san phdm hinh thanh va truyén tai dwgc mot nhan cach thwong hiéu dac biét sé noi
bat so v&i doitha va cé dwoc sw trung thanh ctia khach hang trong nhiéu nam. Tuy nhién,
viéc phan tich tinh cach gitup cac nha thi trwdrng xac dinh nhitng di€m yéu ndm ngoai pham
vi chit lwong cdng nang cua nhan hiéu. adidas da héi cAc nhém tré em rang: néu adidas 1a
mot con ngudi, va dang & mot bira tiéc, thi ching hy vong chang adidas sé lam gi trong bita
tiéc d6? Bon tré tra loi: adidas sé tu tp véi dam ban quanh thuing bia, va tin gau vé con gai.
DPang tiéc 1a trong mat bon tré, Nike thim chi khong dwgc ngdi cling cac quy c¢d!” Nhitng két
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qua trén da cho cac nha quan Iy nhén hiéu adidas biét ho cin phailam gi. Chiing ta so sanh
qua trinh nay véi thuyét duy linh, mot théng 1é van héa pho bién qua dé con ngwdi gan cho
cac vat vo tri nhirng dic tinh, khién ching tré nén séng dong.

Mot chién lwoc khang dinh vi tri thwong hiéu 12 d€ tao dwng hinh &nh ctia céng ty trong
mét khach hang, dic biét khi so sanh v&i cac cong ty d6i thi. Cac nha thi trueong nghi tdi
nhirng viéc sau (mac du c6 thé ho chwa doc cudn sach nay): ho thwong mé ta nhan hiéu cta
minh va ctia déi thi nhw nhirng con ngwi. Vidu, dwéi diy la cach gidm ddc marketing cta
tap doan dién tir Philips chau A tdng két nhitng khé khin 6ng gip phai khi cai tién san
pham, sao cho ching tré trung hon trong mat khach hang Trung Qudc: “N6i thang ra, ching
ta dwgc cac quy 6ng dirng tudi wa chudng... Nhwng mot nhan hiéu nhw Sony dwoc coila tré
trung hon, kiéu cang hon va hién dai hon.”

Theo mot nghia nao dé thi nhan cach thwong hiéu la tuyén ngén veé vi tri cia thwong
hiéu trén thi treong. Piéu nay 1a téi quan trong ddi v&i cac chién lwgc marketing, nhit 1a khi
khach hang khéng nhin nhin thwong hiéu theo y dinh cia nha san xudt, va ho sé phai cd
dinh vi lai sdn phdm (nghia la tao cho ching mdt nhan cadch mé&i). D6 cling 1a van dé ma
Volvo gap phai: nhirng chiéc xe hoi Volvo noi tiéng vé d6 an toan, nhwng caclai xe khéng hé
nhan thdy chiing thi vi hay quyén rii. Mot hinh 4nh thwong hiéu an toan va virng chic sé
kho long gitp cong ty ban nhirng chiéc xe mui tran khéu goinhw chiéc C70, vi vy mot
quang cao ctia Anh da c6 ging thay d6i quan diém nay v&ikhiu hiéu: “Ham mudn, d6 ky,
ghen ty. Sw nguy hiém ctua mot chiéc Volvo.” Ciing giong nhw con ngwoi, raitkhé dé thuyét
phuc moi nguwoirang tinh cach cia ban da thay ddi. Volvo c6 gang cai thién hinh anh cta
minh trong su6t nhiéu nam, nhwng hdu nhw khach hang kh6ng muén mua chung. Va trong
mot nd lwc m&i diy nhattai Anh, cong ty da st dung nhirng hinh dnh nhw Volvo kéo mot
chiéc tric thang 1én khoi vach d4, kem theo dong chit: “Tinh duc an toan” - nhwng nghién
ctru thi treorng da cho thay khach hang khéong tin twdng vao hinh anh méi nay. Tw vin vién
ctia nhan hiéu quan sat thdy: “Ban cé cam giac giong nhw khi nhin thiy 6ng ba ctia minh
dang c6 nhay mét diéu nhac thinh hanh. Mét chut thich thi va mot chit ngwong ngung.

51



SU’ THAT 21

Nguwdi cung hoan canh mua hang giong nhau

Nike sdn xudt rdt nhiéu giay va phu kién thé thao, nhwng gi¢r cong ty con mudén dong vai
tro quan trong hon thé'trong cudc séng hang ngay ctia ban. Céng ty dat mua nhac tdp thé
thao bdn gbc dé dwa vao sé-ri nhac “Nike + Original Run” ma ban cé thé mua trén kho nhac s6
iTunes ctia Apple. Céng ty phdi hop cting Apple dé cho ra doi loai giay Nike+ v&i mét chiéc tii
trong dé giay, bén trong dwng thiét bi cdm bién iPod Nike+ gitip ban vira do dwoc qudng
dwong chay lai vira cé thé nghe cdc giai diéu yéu thich. Céng ty con phdt hanh cdc dia CD ghi
nhac kém loi hwéng ddn tdp yoga, nhdy hay cir ta.

Trong xa hoi truyén thong, cac giai cap, ting 1&p, lang xa hay gia dinh hau nhw birc ché
caclwa chon mua sam clia c4 nhan. Tuy nhién, trong motxa hoi tiéu thu hién dai, con ngudri
dwoc tw do chon lwa cac goi san phdm, dich vy, hoat dong dé khang dinh ban than, va tir d6
tao ra dién mao xa hoi ciia ho trong mat nhirng ngwdi khac. Lwa chon vé sdn phdm va dich
vu clia mOt ca nhan (ban chon Nike véi khiu hiéu “Just do it!” (Ctt 1am di!) chang han) néi
1én ho 1 ai, nhitng mau ngwdi ho mudn két ban, va thadm chi nhitng ngwdri ho mudn tranh
xa.

Phwong phap tiép thi qua phong cadch s6ng quan niém rang con ngudi thwong tw x€p ho
vao cAc nhdm khac nhau dwa trén co s& ho thich 1am gj, st dung thi gian ranh réi nhuw thé
nao, va tiéu xai tién bacra sao. Sw ra doi ngay cang nhiéu cda cac tap chi chuyén nganh,
phuc vu nhirng nhém ngwdi cung sé thich, cho ta thiy trong xa héingay nay, lwa chon ctia
con ngwoi phong phtt dén mc nao. Trong mdt nam gan day, tap chi WWE (cua Tap doan
D6 vat Thé gi¢i) c6 thém 913.000 ddc gia, con tap chi 4 Wheels & Off Road ciing thu hut
thém 749.000 nguoi. Trong khi d6 nhirng tap chi lén nhw Reader’s Digest lai dé tuot mat 3
triéu dbc gia, va People cling dé mit 2 triéu nguoi doc.

Chinh caclwa chon ti mi nay la co hdi cho cac chién lwgc phén loai thi treong, néu cac
nha thi treong hiéu dwoc phong cach séng cia mot ngui quyét dinh loai sdn phdm va nhin
hiéu ngwoi d6 yéu thich. Vi du, sw pho bién ctia mon diu vat dang tao ra nhiéu co hoi
marketing dwa trén 16i séng. Cong ty D6 vat Thé gi¢i (World Wrestling Entertainment) da
cho Socko Energy mwon tén dé dwa lén bao bi d6 udng cia cong ty dang dwoc bay ban &
Wal-Mart. Nwéc tang lwc dwgc dé nhan “WWE - Slammin’ Citrus cung cip b&i Socko” va
“WWE - Raw Attitude cung cap bé&iSocko”. Dén lwot cong ty nwdc giai khat Bliss Beverages
cling tai tro cho chwong trinh PPV (trd tién mdi khi xem mot tran d4u) cia WWE. Vay la bt
dau mot cudc chay dua marketing dwa trén 16i séng!

Cacnha thi treong cho rang viéc phat trién cac san phdm thu hit dwec nhiéu nhém
ngwoi khac nhau sé hitu ich hon. Biét thu nhdp cia mot ngwoi khong cd nghia la ban doan
dwgcanh ta sé di mot chiéc xe ban tai Cadillac Escalade SUV hay mét chiéc Cardillac El
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Dorado muikin. D€ lam dwoc diéu nay, ho can phai “th6i sw séng” vao cac dir liéu dan sé
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nham nhan dién, hi€éu va nham t¢i cdc phdn nhém khach hang c6 chung sé thich, yéu ciu vé
san pham va dich vu. Khi két hgp dwoc cic bién s6 vé tinh cach véi kién thirc vé 16i séng, ho
md&i c6 mét thiu kinh du tinh vi dé nhin nhin cac phan nhém khach hang. Chung ta goi
phuwong phap nay la tdm ly hoc tiéu dung. Vi dy, adidas da phan chia nhitng khach hang
mua giay cda ho thanh cdc nhém dwa theo phong cach song, va tir d6 xac dinh nhu ciu cia
mdi nhém khach hang, chang han: nhém yéu may méc, cong nghé (kién dinh, 1a nhitng
ngudida tham gia cac hoat dong thé duc thé thao 1du nam va cin giay c6 tinh nang tot);
nhém cac co6 gai hién dai (thanh thiéu nién wa nhac pop, thwong tu tip & cac trung tim
thwong mai va di giay thé thao ctia Skechers); nhém nhirng “chid vet” kho tinh (phdéng ting,
tai gioi hon ngwdi, mudén nhirng sdn pham khac biét va hop thoi).

HAu hét cac nghién ctru tAm 1y hoc tiéu dung hién nay déu c6 gang phan loai khach hang
dwa trén sy két hop ctia 3 nhém bién s6: hoat ddng, s& thich va quan diém (Activities,
Interests va Opinions) - ma chiing ta goila AlOs. St dung di liéu tir cAc mau 1én, cac nha thi
trweong tao ra ban ly lich cho nhirng khach hang c6 hoat dong va cach st dung san pham
giong nhau. Cach phan loai d6 dwa trén mot quy tic kinh nghiém chung ma cac nha thi
tredng goila quy tac 80/20, tirc 1a: 20% s& ngwdi mua sé tiéu thu 80% s6 lwong san phidm
ma cong ty ban ra. Cic nha nghién ctru ludn phai n6 luc xac dinh xem ai stt dung nhan hiéu,
ai la khach hang thwong xuyén, khach hang trung binh va khach ghé tham.

Hinh thirc méiva néng nhat cua tiép thi qua 16i song la phan tich hanh vi khach hang
muc tiéu, tirc 1a dwa quang cdo t&i ngwdi dung dwa trén cach ho str dung Internet. Ngay nay,
cac nha thi trwdng c6 thé dé dang chinh stra nhitng doan quang cdo ban xem trén cac
website. Mot s6 ngudi chi trich cho rang day 1a con dao hailu@i, béind &m chi rang cac
cong ty 1on c6 thé biét dwoc nhirng noi ching ta qua va gitr cac théng tin nay.

Thuc ra, mot s6 van dé 16n vé quyén riéng tw van con chwa dwoc gidi quyét, nhung mot
diéu thu vi 13, nhiéu khach hang dudng nhw rat sdn long danh ddi mot sé dir liéu vé ban
thin dé c6 dwoc nhitng théng tin ma ho cho 1a b6 ich hon. M6t nghién ctu ndm 2006 vé vin
dé nay cho thiy 57% khach hang tham gia sdn sang cung c4p thong tin vé ban than dé dai
14y kinh nghiém riéng clia moi nguw¢i trén mang. Va ba phan tw nhitng ngwéi tham gia mot
mang xa hoionline cdm thay viéc cung cdp thong tin gitip ho c6 thém kinh nghiém, b&i ho sé
dwogc gidi thiéu véinhirng ngwdi co cung sé thich, thi hi€u. Tuy nhién, phan lén trong sé ho
van to ralo lang vé vidn dé bado mat théng tin ca nhan trén Internet.

Cho du thé nao thi ré rang viéc phan tich hanh vi khadch hang muc tiéu dang dwoc ap
dung ngay cang nhiéu. Vi du, Blockbuster.com st dung mot phin mém gi¢i thiéu cac doan
video cho khach hang, dwa vao cac thudc tinh chung gitta doan phim v&i nhirng video ma
khach hang d6 tirng xem. Va vi thé mot s6 doan phim ggiy khong thé ngay 14p tic tic dong
dén khach hang dwoc. Nhw vy, mot ngwoi da xem phim Crash (twa tiéng Viét: D6 ve) c6 thé
dwoc goi y bd phim Little Miss Sunshine (Hoa hdu nhi dnh dwong) b&i ca hai déu lién quan
dén cAc nhom loan chirc nang trong xa hoi, c6 nhip do cao, va cac vai dién nhin chung phu
thudc1an nhau. Blockbuster cho hay dich vu gitp gia ting danh sach cac “phim can xem”
ctia mot khan giad trung binh 1én 50%.
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SU’ THAT 22

Ban rwou c6 bot nhe cho van dong vién quan vot

Do muc dich ctia tiép thi dwa trén 16i séng la cho phép khdch hang lwa chon cdch riéng dé
hwéng thu cudc song va thé hién dién mao xd hdi ctia bdn thdn, nén mot phwong phdp cht
dao ctia chién thudt nay la tdp trung vao céng dung ctia sdn phdm trong cdc hoan cdnh xd hoi
khdc nhau. Mong wéc dwoc lién két sdn phdm vdi hoan cdnh xd héi la mong wéc bao ldu nay
ctia cdc nha qudng cdo, du sdn phdm dwoc dwa vao mét trdn golf, mét bira tiéc barbecue gia
dinh hay mét dém trong cdu lac bé dep trdng Ié, vdy quanh bdi cdc nhém nhdy hip hop.

Hiéu dwoc cach con nguoilwa chon hang hda trong vo van danh muc san pham, chung
ta sé biét ré hon con ngwoi stt dung san phadm dé thé hién 16i s6ng ca nhan nhw thé nao.
Marketing dwa trén 16i song ngu y ching ta phainhin vao phwong dién hanh vi dé hi€u
khach hang. Nhwng ddng buon la hiu hét cac nha thi trwong khéng hiéu diéu nay; ho qua
chti tAm vao cac ddi thu canh tranh tryc ti€p ma khong biét rang san phdm ctia minh “vira
van” trong bdi canh tiéu dung cia khach hang nhw thé nao. Ho b6 1& rat nhiéu co hoibdi
qué cham chd nhin mét vai cai cdy ma khéng dé y dén ca khu rirng!

Khi nhin dwgc cd khu rirng, chiing ta nhanh chéng nhan ra rang rat nhiéu sin pham va
dich vu “d4n do” v&i nhau, cht yéu b&i nhirng ngudi thudc cing mot tuyp thwong lwa chon
chung. Trong nhiéu trweong hop, cic sdn phdm dwong nhw “vo nghia” néu chiing khong
dirng cuing nhirng sdn pham di kém (vi du: d6 dn nhanh va dia gidy, com Ié va ca vat) hoac
khong phu hop néu c6 sw hién dién ctia nhirng sdn pham khac (vi du: chiéc ghé Chippendale
trong mdt vin phong céng nghé cao hay thudcla Luky Strike di cung chiéc batlra bang
vang khoi).

Do d6, mdt phan quan trong ciia marketing dwa trén 16i séng la xac dinh mot géi san
phdm va dich vu dwoc khach hang gan v&¢i mot phong cach s6ng nhit dinh. Va bang chirng
nghién ctru ciing cho thdy motsdn phdm kha nham chan van c6 thé tré nén hdp dan néu
khach hang két noi ching véi cac sdn phdm yéu thich khac. Nha thi tredrng nao theo duoi
chién lwgc hop tac thwong hiéu, tirc 1a lién két véi cac cong ty khac d€ quang ba sdn phim,
thi sé rat hiéu diéu nay. Vi du, Wendy’s va Procter & Gamble cung hop tic gi¢i thiéu san
phdm d4u Custom Bean ctia Wendy’s va ca phé Folgers Gourmet Selection, ma chu6inha
hang gi¢i thiéu 1a mén chu dao trong thwe don dn sdng méi ctia clira hang. Mot s6 nha thi
treong tham chi con ghép nhitng nhan vat phat ngén ctia cac nhan hiéu véi nhau; vi du: cau
bé bdtnhao Pillsbury Doughboy xuat hién cung nhan vit Sprint Guy dé quang cao dién
thoai di dong, dng tho stra may c6 don Maytag quang cdo cho dong xe Chevrolet Impala, con
chti ch6 chihuahua Taco Bell thi tham gia quang cao truyén hinh cho cong ty bao hiém
Geico.

Cac sadn phdm sé b6 sung cho nhau khi y nghia biéu twong cia ching lién quan dén
nhau. Ngwoi mua hang st dung nhirng b6 san phdm nay (chung ta goi la mot nhém tiéu
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thu) dé khang dinh, truyén dat va thuc hién cac vai tro xa hoi. Vi dy, ching ta dinh nghia
gi¢i “yuppie” (nhirng nguwoi tré c6 nhiéu hoaibio) & My bang nhitng san phAm nhw ddong ho
Rolex, 6 t6 BMW, c3p tai liéu Gucci, vot tennis, nwéc x8t pesto, regu trang va pho mat mém
ctia Phap. Chung twong tw nhw bd san phdm ctia nhém “Sloane Ranger” (cac thanh nién Anh
thudc ting 1&p quy tdc va thwong lwu, séng xa hoa va an choi) va nhém “Bon Chic Bon
Genre” (nh6m nguwdi thoi thweeng) & Phap. Mic du ngay nay ngudi ta thwdng tranh bi xép
vao dang yuppie, nhwng vai tro xa hoi ctia né anh hwdng lén téi viéc dinh hinh cac gia tri
van héa va nhitng mat hang wu tién tiéu thu trong thap nién 1980.

Mot phwong phap hiéu qua khac dya trén cac phwong dién khac nhau cuia tiéu thu la
phén loai theo dan sé va dia ly. Phwong phap nay st dung hé théng k§y thuat phan tich dé
két hop mot lwgng thong tin khdng 16 vé chi tiéu ciia khach hang cling cic yéu to kinh té xa
hdivéi thong tin dia Iy noi khach hang cw trq, tir 6 phan nhém nhirng khach hang c6 16i
tiéu dung giong nhau. Phwong phap nay dwa trén mot nhin dinh chungla “ngwu tdm nguu,
ma tAm ma”. Nhirng ngwdi c6 nhu ciu va thi hiéu giéng nhau thwong song gan nhau. Vi vy,
chung ta c6 thé dinh vi “tdi tién” cta nhirng nguwdi co tinh cach gibng nhau va ti€p cin mot
cach kinh té hon bang thw truc ti€p hodc cdc phwong tién khac. MOt nha thi tredrng mudn
ti€p cAn cac khach hang da trang, doc than, trinh d6 dai hoc va c6 tinh cach kha bao thi sé
thay viéc gtri catalog cho khu vwee dan cwe ma viing 20770 (Greenbelt, Marryland) va 90277
(vung bién Redondo, California) hiéu qua hon bat cir viing nao khac thudc Marryland hay
California, noi khach hang thé hién it nhitng dac trweng tinh cach nhw trén.

Cau ndi “nguoi cung hoan canh mua hang giong nhau” that ding!
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Ho nghi san phdm cta ban t6i w? Chang sao ca.

Ban dd xem thir mét trong nhirng video néivé Mentos va Coca cho ngwoi dn kiéng chwa?
Co it nhdt 800 video nhw vdy tran ngdp trén mang Internet, sau khi moi ngwoi phdt hién ra
rang néu bé nhieng vién keo nhé vao chai Coca dn kiéng, nwéc trong chai sé ban 1én khong
trung khodng 6m. Khéng cdn phdi néi, Mentos da thu hiit dwoc moét cong dong lém mién phi
ma khéng cdn phdi chi trd gi.

Noidung do khach hang tao ra - noi hang ngay moi ngwoi tw do néu y kién vé cac san
phim, nhan hiéu va cong ty trén cic phwong tién nhw blog, ban tin, mang xa hdi Facebook
va Myspace, ho tham chicon tw quay nhitng thwéc phim quang cdo ctia chinh minh, thu hut
hang nghin lwgtxem trén cac kénh nhw YouTube. C6 1€ day la hién twong marketing 1on
nhit trong nhitng ndam vira qua (thdm chi 1on hon ca nhirng sy kién vé iPhone hay Paris
Hilton bi vao tu!). Xu hwéng quan trong nay da tao ra mdt ky nguyén cua cai goi la web 2.0 -
sw tai sinh cua Internet nhw mot moéi trrdng xa hoi twong tac so véi nguyén ban cia n6 -
hinh thikc truyén tin mét chiéu tir nha san xuit t&i khach hang.

Nhiéu nha thi trwdrng cho rang xu hwéng nay nguy hiém, béiliic nay ho budc phai “chia
sé” quyén s& hiru nhan hiéu véingudi tiéu dung. Nhwng bit chip diéu d6, mo thirc méi nay
van clt ton tai. Cac cong ty khong thé chi dwa vao mot “phwong phap ddy” d€ truyén théng
vé san pham dén khach hang nira; gior ddy c6 mot phwong phap thong tin hai chiéu manh
mé cho phép khach hang danh gid vé san phdm trong c6ng d6ng mang riéng cta ho.

Khach hang dang chay theo xu hwéng nay vi mot vaily do: Cong nghé trén c6 sin va rat
ré; viéc truy cap Internet cho phép batky ai cling cé thé tré thanh (mét dang) chuyén gia &
bat ¢ linh vwc gi trong vai tiéng dong ho; va ngwdita tin vao y kién ctia ban bé hon nhirng
gi ho dwgc nghe tir cac cong ty 16m. Do d6, cac nha thi tredng cdn chdp nhén thuc té nay -
tham chi ho khéng can phai thich nhirng gi khach hang néi vé nhan hiéu cia minh. Khi néi
dén no6i dung do khach hang tao ra, cic nha thi trwdng cé vai tro hodc chi dong hodc bi
dong! Dwéi day la mot sé chién dich do khach hang tao ra ma ching ta thay gan day:

e Trén trang web MasterCard’spriceless.com, khach hang c6 thé viét 11 cho hai thuéc
phim quang c4o truyén hinh bang cach dong gop 4 dong hoi thoai, va két thic véihai tir “Vo
gia”.

e M6t chién dich cia Converse cho phép khach hang giri nhirng miu quang cdo tu tao
dén trang web Conversegallery.com, va da thu hutkhoang 1.500 bai tham gia. Converse da
chay vai quang cao trong s6 do trén truyén hinh.

e Tap doan Kao, don vi san xuit lan khr mui Ban, dd moi phu nit tré sang tic quang cao
danh cho nhirng thanh thi€u nién lo ngai vé mui h6i dwéi canh tay. Poc gid cia cac tap chi
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tudi teen s& ndp mdt tAm hinh va dién vao chd trong trong slogan “Ngin mui!” clia cong ty.
Mottrong cic doan quang cdo ma khan gia givi t&i c6 hinh anh 4 ¢6 gai véi quin jean va do
ba 16 giong nhau, hwéng lwng vé phia may quay va kém theo tiéu dé: “Cling ngan chan”.

 Cong ty PepsiCo tai trg cho mot chwong trinh Thi Thach Sang Tao tai Trung Qudc,
trong d6 nguwditiéu dung dwoc mdi sang tao quang cao trén tivi cho hang Pepsi, voi sw
tham gia ctia siéu sao nhac pop chau A Chau Kiét Luan (Jay Chou). Va Pepsi da nhan duoc
gan 27.000 kich ban quang c4o trong vong 6 tudn. Nham quang ba cho cudc thi, Pepsi da tai
trg d€ nhdm Back Dorm Boys, gdm hai chuyén gia “hat nhép” n6i tiéng trén mang, dién lai
cackich ban quang cdo trong phong ky tic xa ctia ho. O My, Pepsi ciing cho khan gia co hoi
thiét ké miu lon m&i cho san pham, mau thiét k& nao gianh giai nhat sé xut hién trén 500
triéu lon Pepsi.

» Hang Lucasfilm dwa cac doan phim trong Chién tranh giita cdc vi sao 1én mang
Internet va cho phép ngwdi hAm mo toan quyén cit ghép, nhdm ky niém 30 nam ngay phat
hanh thién anh hiing ca nay. V&i mot chwong trinh bién tip ratdé st dung, ngwdi hAm mo
c6 thé cat, thém bétva sira chira cadc doan phim. Sau d6, ho c6 thé ding sdn phdm clia minh
1én blog hay cac mang xa hoi nhuw MySpace.

e Gior day khi cdc chwong trinh ti vi hju-Star Trek da két thic, nhitng ngwdi hAm mo
trung thanh dang 14p cho tréng bang cach két hop véi nhau va tao nhitng doan phim riéng
ctia ho. Co téi 24 trong s6 nhirng dw an “Star Trek” cia ngwdi hAm mo gan nhw hoan chinh
& cadc mirc khac nhau, phu thudc vao khainiém san pham hoan chinh cta ban. Ban cé thé
xem mot san pham cda Scotland tai trang www.ussintrepid.org.uk. Mot nhém ngwdi ham
mo & Los Angeles ciling quay hon 40 tip, va mot s6 tip khai thac dé tai dong tinh nam, mot
chu dé khéng c6 trong ban goc. (Xem tai www.hiddenfrontier.com).

¢ Phong Y twdng ctia Nokia dd mei cac nha thiét ké chau Au chia sé nhitng y twdng vé
mau dién thoai th¢i trang méi, trong khi cudc thi ctia Nespresso thu thap cac y twdng xoay
quanh viéc uéng ca phé nhw: may pha ca phé trong xe 6 to, thé chip Nespresso khi cim vao
may ban hang tw dong sé tw két ndivéi co sé dir liéu trung tAim dé ché ramot coc ca phé
ddc trung cho tirng nguoi.

Chevroletla cong ty nhan dwoc bai hoc vé mat trai cia viéc chia quyén kiém soat
thwong hiéu cho khach hang. Nha san xuitxe hoi cho ra mat mot trang web, noi khich
viéng tham c6 thé str dung cdc doan nhac va clip déc ddo, roitw chén loi vao dé tao ra cac
quang c4o 30 gidy cho miu xe Chevrolet Tahoe 2007. Muc tiéu clia y twdng nay la khién moi
nguoi thich thi véi chiéc Tahoe, bang cach khuyén khich khach hang Iwvu hanh nhitrng video
cta ho trén trang web. R6 rang la vo van video dwoc dang tai - nhwng rat nhiéu thong diép
vé chi€c SUV do6ixdang nay nghe khong may hay ho. M6t quang cdo st dung gbc nhin tir
trong chiéc Tahoe khi xe dang chay trén sa mac, kém theo thong diép: “Dau mo trén trai dat
sap can kiét. Ban khéng can dinh vi toan ciu ciling biét con dwong nay sé dan dén dau.” Mot
quang cao khac thi dat ciu hoi: “Ban c6 thich thién nhién hoang da v&i tuyét phi thé nay
khong? Tot nhdtnén cdm nhin vé né ngay lic nay, va sau do chao don trai dat nong1én.”
Mot nguwdi phatngon cua hang Chevrolet noi: “Chung to6i da dy tinh sé c6 nhirng bai quang
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cdo chi trich. Khi trao quyén kiém soat thwong hiéu cho c6ng chiing, ching t6i biét sé nhin
dwoc nhitng thong diép ca tot 1an x4u. Nhwng d6 1a mot phin cia cudc choi trong moi
trueong nay.”

Qua vay. Dirng lo 1dng dén nhirng 1&i phan nan ctia mot vai khach hang vé thuwong hiéu.
Hay lang nghe nhitng gi ho n6iva cai tién sdn phdm cua ban, thay vi dap tat dw luin.
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SU’ THAT 24

Khi nao rao miéng thit ran, Khi nao rao tiéng xéo xeo?

Cdc nha thi trwdng nén quan tdm dén yéu td nao hon: truyén dat cdi gi, hay truyén dat
nhw thé nao va ai truyén dat n6?

Cau tra 1oila... con tuy! Mirc do lién hé gitra thi treong muc tiéu véi sdn pham 1a nhan
t6 quyét dinh khach hang sé bd bang nao cong strc dé€ “tiéu hoa” thong diép clia ban. Tinh
hudng nay giéng nhw mét ngwdi di dwong gap mot nga ba. Co ta cd thé chon mot trong hai
con dwong, va lwa chon d6 anh hwéng ratlén téi cac yéu to thuyét phuc.

Tuy theo mirc d6 phu hgp cia théng tin véi cd nhan, khach hang ctia ban sé bi thuyét
phuc bang mot trong hai con dworng: Néu c¢6 mdi quan hé su sic, co ta sé lwra chon con
dwong chinh. Con néu it lién hé véi sdn pham, ¢o ta sé chon dwong vong. Gio hay nhin ki
hon tirng con dwdng mot.

Thuyét phuc bang con dwdng chinh:

Khi cdm thiy cac théng tin trong thong diép la thuyét phuc, phtt hop va cé phin tha vi,
khach hang sé cin than chu y t&i ndi dung cia né. Trong trweong hop nay, khach hang
thwong chi dong nhé tirng luan di€ém ma nha ti€p thi trinh bay va phan &ng trwéc nhirng
thong tin d6. Khi nghe mot miu tin trén dai néi vé tac haictia viéc udng ruwou khi dang
mang thai, mot phu nit mang bau cé thé sé tw nhi: “Cé 4y néi diing. Minh nén ngirng uéng
rwou vi bay gio minh dang cé bau.” Hodc co ta sé dwa ra mot 1ap ludn phan khang nhuw:
“Ping la mot mé thong tin vé van. Khi mang thai minh, d8m nao me ciing udng coc-tai, ma
minh c6 sao dau.” Néu mot nguwori dwa ra lap ludn phan d6ikhi nghe mot thong diép thi gin
nhw chic chin rang thong diép d6 khong thuyét phuc dwocho. Ngwoc lai, néu cb ta dwa
thém y kién tng ho thi chic chin c6 ta da bi thuyét phuc. Diéu nay ngu y: cac yéu t6 cua
thong diép (vi du strc manh cia ly 1&8) c6 kha ning thay d6i thai d6 ngudi xem. Kién thirc sdn
c6 vé chu dé cé thé khién ngudita suy nghi nhiéu hon vé théng diép va lwong lap luan dap
tra ting 1én. Vi thé, hdy quang ba nhirng déc tinh san pham.

Thuyét phuc bang dwdng vong:

Chung ta chon con dwdorng vong khi khong c6 dong lwc dé tiéu hoa cac thong diép cta
nha san xuit. Thay vao dé, ching ta thwong st dung nhirng goi y khac dé quyét dinh sé
phan &rng nhu thé nao trwdc thong diép nay, chiing bao gdom: bao bisan phdm, sw hip dan
cia nguén hang va béi canh khi thong diép dwoc dwa ra. Ching ta goi cic ngudn thong tin
bd sung cho thong diép chinh 1a goiy dwong vong, bdi ching ton tai xung quanh théng diép
chinh.
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Con dworng vong t&i sy tin twdng nhan manh mot nghich 1y: Khi khach hang khéng quan
tAm t&i sdn pham, thi cich trung bay, dong géi hang hda tré nén quan trong (Vi du: ai ddm
bao chitlwgng san phdm, hodc nhirng hinh anh, 4m thanh nao di kém san phim). Diéu nay
ngu y rang: ching ta c6 thé mua nhirng san ph4m khdng may quen thudc chi b&i cac nha thi
treong thiét k€ dwoc mot mau ma “khéu goi”, chon dwoc mot ngwdi phat ngdn ndi tiéng,
hodc c6 thé chi tao ra mot méi trrorng mua sam dé chiu cho nguwdi tiéu dung. Luc nay, hiy
quang ba nhirng ich loi ctia san pham.
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Con ngwoi dot hon ro-bot
(va lwoi hon nira)

Hdy thir twéng twong: Ban vira nhdn dwoc mét chiéc vé mién phi di xem mot trdn béng
I6m. Tuy nhién, mot tran bdo tuyét béng nhién dp dén khién dwong téi sén van déng cé phan
nguy hiém. Ban c6 con muén di nita khéng? Bdy gio, hdy twdng twong ciing la trdn bong va
con bdo do, nhitng ban phdi trd mgt khodn twong doi cho chiéc vé. Trong trwong hop nay,
ban vdn sé lao ra khéi nha dwong ddu véi con bdo chir?

Két qua phén tich nhirng phan &ng cla con nguw i trong treorng hop nay va mot vai
trweong hop nan gidi khac cho thdy mot s6 nguyén tic clia quy trinh tinh todn bat hoply.
Quy trinh nay cho rang: quyét dinh ctia con ngwdi phu thudc vao cach ching ta dwara van
dé (1én khung cho vin dé) va viéc ching ta quan niém d6 la dwgc hay mat. Trong trueong
hop nay, cAc nha nghién ctru phathién ra rang con ngudi dé litu minh dwong dau véi tran
bdo hon néu ho phai tra tién cho chiéc vé. Chi nhitng ké ngoan c6 nhat méi khong nhan ra
day la sy tinh todn phily, b&isw nguy hiém la ngang nhau, cho du chiéc vé c6 gia tri lon téi
mirc nao. Cic nha nghién ctru goi xu hwéng trong viéc dwa ra quyét dinh nay 1a sw hiéu lam
vé chi phi chim - khi da trd tién cho thi gi thi ching ta ngan ngai kh6ng mu6n b phi né.

C6 thé noi, rat nhiéu quyét dinh ma khach hang dwa ra khong sang suot, hodc thAm chi
khong nam trong danh muc yéu thich ctia ho. Vi dy, mrc do tim kiém thong tin bén ngoai
cta ching ta vé hiu hét cdc sdn phdm thap dén ngac nhién, mic du ching ta biét sé thu
dwoc nhiéu thong tin b ich. Va nhirng khach hang thu nhép thap thyc chat tim ki€ém théng
tin trwdc khi mua hang it hon han so véinhitng ngwdi giau, va do dé ho mat nhiéu hon béi
dwa ra nhirng quyét dinh sai lam.

Thuec ra, rat nhiéu khach hang chi téi mot hay hai cira hang va hi€m khi tim nhirng
nguon thong tin khach quan vé san phdm trwéc khi dwa ra quyét dinh mua, nhatla khi ho
c6 it thoi gian cho viéc d6. Piéu nay dac biét pho bién do6ivéi cac quyét dinh mua sadn phim
l1au dai nhw thiét bi hodc 6 t6, madc du ching la nhitng khoan dau tw kha kha. Mot nghién ctiru
vé khiach mua 6 t6 & Australia cho thiy hon mét phan ba khach hang di khao gia xe khong
qué hai lan trudc khi quyét dinh.

Thém vao d6, khach hang c6 thé rit dé thay d6i. Ho thwdng xuyén chuyén sang stt dung
nhan hiéu mé&i, ngay ca khi van hailong v&ithwong hiéu ci. Vidu, cAc nha nghién ctru thudc
cOng ty san xuitbia Bass Export ciia Anh da tim hiéu thi trwedrng bia My va nhin thiy mot xu
hwéng tiéu dung la: mdi khach hang thwdng c6 mot danh sadch khoang hai dén sdu nhan
hiéu yéu thich, thay vi trung thanh vé&i chi mot thwong hiéu. Xu hwédng nay khién cong ty
quyét dinh xuitkhau dong bia Tennent 1885 nhiéu hon nita vao thi treorng My, véi vi tri la
san phdm thay thé cho nhirng nhan hiéu thong thwong ctia cac khach hang tré tudi. Po6i khi,
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chi don gidn la con ngu¢i thich thir mot cadi méi - ching ta coi tinh da dang nhw mot th
kich thich hodc dé b&t buén chan. Tim ki€ém sy da dang, mong mudn dwoc chon nhirng cai
m&i thay thé cdi cii, thim chi cé thé khién ching ta chuyén tir mdt sdn phdm wa chudng
sang mot sdn phdm khong hé thich chitnao! Piéu nay cé thé xay ra trwdc ca khi ching ta
“no x6i chan ché” véinhan hiéu cii. Cac nghién ciru cling ciing cd quan niém rang ching ta
sdn sang danh déi sw yéu thich dé c6 dwoc sw da dang, don gian bdiban than nhirng diéu
bat ngo kh6 doan da la mot phan thwdng roi.

Mot diéu thoi thic phi ly nita ma ching ta thwdng gip phai 1a tAm ly s¢ thua 16. Nghia 1a
ching ta quan tAm dén nhirng cai mat nhiéu hon cai dwoc. Vi du véi phan 16n moi nguoi, sw
khé chiu khi mat tién 1&n hon nhiéu so vé&i niém vui khi ki€ém dwoc tién. DO mao hiém cta
con nguoi cling thay déi khi ching ta d6i mat véi nhirng lwa chon lién quan dén dwoc va
mat. P& minh hoa cho diéu nay, hay xem xét hai lwa chon duéi day. Véi mdi trueong hop,
ban sé chon phwong an an toan hay quyét dinh choi tro may rai?

Truong hop 1: Ban dwoc cho 30 d6-la va c6 co hditung dong xu: Mit phai ban dwoc
thém 9 d6-la, mat trai ban mat 9 do-la.

Trwong hop 2: Nhan 30 db-la ngay 14p tirc, hodc ban sé tung dong xu dé nhin 39 d6-la
hodc 21 do-la.

Trong mot nghién ctiru, 70% nhirng ngwoi tham gia trong treong hop 1 quyétdinh sé
tung dong xu, trong khi & trweong hop 2, con s6 nay la 43%. Ro rang trong ca hai trweong hop
s0 tién cudi cung 1a nhw nhau! Nhung ngu i ta san sang danh cwgc bang dong tién cla
nguoikhac hon. Vay 13, trai véi quan niém quyét dinh duy ly, cich chiing ta dinh gia dong
tién thay d6i dwa vao ngu6n goc cia nd. Piéu nay giai thich tai sao ai dé c6 thé tiéu dirt mot
khoan thuwdng 1én cho nhirng thit phti phi€ém, nhwng khong bao gi¢r dung bang 4y tién trong
tai khodn tiét kiém dé phuc vu muc dich twong tu.

Cubi cung, nghién ctru doi véi nhirng tinh todn bat hgp Iy cho thay cac dic tinh bén
ngoai cia tinh hu6ng lwa chon cé thé anh huwdng dén quyét dinh cia chung ta, tuy nhién,
ching khéng thé phathuy tic dung d6 néu quyét dinh qua ly tri. Vi du, cidc nha nghién ctiru
dit moi ngwdi tham gia khao sat vao mot trong hai trwdrng hop sau:

Ban dang nam trén bai bién trong mdt ngay nang néng. Ban chi c6 nwéc da dé udng.
Mot tiéng troi qua, ban nghi néu c6 mét chai bia lanh véinhan hiéu yéu thich thi that tuyét
lam sao. M6t ngwoi ban dirng day dé€ goi dién thoai va ndi sé mua giip ban mot chai bia tir
quiy bia duy nhat gan d6 (c6 thé la mot khach san trong khu nghi dwérng sang trong hoac
mdt quan nwéc nho toi tan, tuy thudc tredng hop ban tham gia.) Anh ta néi chaibia c6 thé
dit va héiban sdn sang tra bao nhiéu tién. Ban sé dwa ra gia bao nhiéu?

Nhitng ngw¢i tham gia trong treorng hop 1 véi khach san ciia khu nghi dwdng sang

trong dwa ra gid trung binh 1a 2,65 d6-la, trong khi nhirng ngwoi trong treong hop quan
nwéc toi tan chi trd 1,5 d6-la. Trong ca hai trweong hop, viéc tiéu dung la nhw nhau, bia ciling
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nhw nhau, va ho cling ching phai tra tién cho “chdé dep” vi ho déu udng bia trén be bién.
That 1a nhirng quyét dinh hop ly!

64



SU’ THAT 26

Thwong hiéu ciia ban nam trong tim tri khach hang

C6 phdi trong ddu méi nguoi déu cé mot “niit mua” hay khéng? Mét sé doanh nghiép
dang két hop véi cdc nha than kinh hoc dé tim ra ddp dn. Trong linh vuc tiép thi bang thdn
kinh hoc, ngwoi ta st dung phwong phdp chup dnh cong hwéng tir chirc ndang (F.M.R.1), mot
thiét bi quét ndo dé kiém tra cdc dong mdu khi con ngwdi suy nghi. Trong nhirng ndm gdn
day, cdc nha nghién ctru da tim ra cdc khu viwrc nhw hach hanh nhan, chdn hdi md va ving
dwdi ddi ndo la cdc téng dai tich cwe pha trén trinhd, cdm xiic va cdc phdn t¥ng sinh héa.
Nhitng no-ron dwoc lién hé véi nhau nay khién néilo ldng, so hdi, niém vui hay dp luc xa hoi
tdc déng dén lwa chon ctia chiing ta.

Cac nha khoa hoc nhén thiy mot s6 ving nhit dinh trén nao sdng hon trong hinh chup,
chirng té lwgng mau lwu théong nhiéu hon khi con ngwéi nhan dién khudén mat, nghe mét bai
hét, dwa ra lwa chon hay cdm thay bi lira d6i. Ngay nay, ho dang nd lwc str dung ki thuat nay
dé do phan rng cia khan gia trwéc cac doan gidi thiéu phim, cac lwa chon mua 6 t6, truéc
sw quyén ri cda mot khuén mat dep va mic d6 trung thanh véi thwong hiéu nhit dinh. Cac
nha nghién cttu cia Anh da ghilai hoat dong ciia nao khi khach hang dao quanh trong mot
ctra hang. Ho tuyén b6 da phat hién ra viing ndo nao hoat ddng khi khach hang quyét dinh
ldy m6t sdn pham nao dé tir trén ké xuéng. Phim chup quétndo ctia nam gi¢i khi ho quan
sat nhirng birc &nh chup 6 t6 ctia DaimlerChrysler cho thiy cac loai xe thé thao c6 thé kich
hoat trung khu khodilac ctia ndo. Cac nha khoa hoc cua cong ty nhan thay nhirng chiéc xe
nditiéng nhat - cac dong thé thao c6 kiéu dang nhw Porsche hay Ferrari - c6 thé kich hoat
vung mét ndo hinh thoi, noi chi dao viéc nhin dang khudén mit. R6 rang nhirng chiéc xe
khién ho lién twéng dén nhirng khudén mat véi doi mat sang.

Hinh chup quét ndo nhirng ngwdi tham gia khi ho uéng nwéc ngot ctia cac nhan hiéu
canh tranh cho thay sw trung thanh v&i mét thwong hiéu anh hwéng dén phan rng ciia con
nguwoi & mirc do sinh Iy hoc co ban nhw thé nao. Khi kiém tra hinh chup nio ctia 67 nguoi
tham gia udng thir Coca-cola va Pepsi ma khéng ghi tén sdn phdm, cac nha khoa hoc nhén
thdy mdinhan hiéu déu tic dong dén trung khu khoailac. Két qua, s6 ngwoi tham gia yéu
thich Coca-cola va Pepsi la ngang nhau, du 34 khach hang tuyén bé ho thich Coca. Khi dwoc
thdng b4o rang ho dang udng Coca, cac viing nio diéu khién tri nhé ctia ho hoat dong, va tac
déng d6 rc ché ving ndo cadm nhén vi gidc don thuan. Trong treong hop nay, thwong hiéu
manh cta Coca da chién thdng nhitrng cdm nhan vi gidc ctia nguwditham gia thir nghiém.

Trong mot nghién ctru khac, cdc nha khoa hoc chi ra rang hinh dnh ctia nhirng nguoindi
ti€ng va hinh anh giay dép, xe hoi, gh&, dong ho deo tay, kinh ram, tdi xach hay chai nwéc
déu c6 tic dong dén nhirng mach ndo nhitdinh. T4t ca cac vat d6 tao ramot dong phan rng
trén phan vé ndo ma cac nha than kinh hoc xac dinh 1a ¢ lién quan dén viéc nhian dangva
cac hinh anh xa hoi. Cac nha khoa hoc con phan loai khach hang dwya trén phan &ng cia ho.

Motbén la nhirng ngwdi c6 ndo phan &rng manh trwéc cic san phdm “sanh diéu” va nhirng
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nguoinoi tiéng, nhwng khdng hé phan tng truwedc nhirng hinh anh “tdm thwong”. Ho cho
nhirng nguwdinay vao nhom “thich théi thweng”, va dé 1a nhirng khach hang nghién mua
sdm va b6c ddong. V&inhém con lai, ndo ho chi phdn &ng treéc nhirng vat dung khong mang
tinh thoi trang, mot dic tinh cta nhitng ngudiludn lo lang, so hiiva 4m anh.

Nhiéu nha nghién ctru van gitt thai do hoai nghivé tic dung clia cong nghé nay ddi véi
viéc nghién ctru khach hang. Néu that sw cac nha khoa hoc c6 thé kiém chirng chinh xac
nhin hiéu yéu thich ctia khach hang bang cach kiém tra phan (rng nio thi rat nhiéu co hdi
thu vi sé mé ra cho nhirng kj thuat nghién cru méi dwa trén nhirng gi chiing ta (it nhatla
ndo chung ta) lam, chit khong phainhirng gi chiing ta noi.
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Hay d€ nhirng cit nhdp chuét chi dwong

Ai ttrng tim kiém mot cum tir chang han “rap hdt tai gia” trén Google déu biét rdng trang
web nay cé thé phdt tdn mét lwong théng tin vé hang héa va cdc nha bdn 1é khéng 16 chi
trong vai tich tdc. Trén thwc té vdn dé lém nhdt ciia nhitng ngwoi lwét web hién nay la ho
dang tw thu hep cdc lwa chon ctia minh, thay vi mé rdng chiing.

V&is6 lwong website va s6 ngudi lwét web mdi ngay nhiéu nhw hién nay, lam sao con
ngudico thé té chirc dwoc thong tin va quyét dinh sé nhap chudtvao dau? Chinh vi thé, mot
nha moi gi¢i trén mang thwong la cau tra loi. Pay la phwong tién trung gian giip sang loc va
t6 chirc cac thong tin trén cho trwc tuyén, tir d6 ngwdi mua hang cé thé xac dinh va danh gia
cac mdt hang hiéu qua hon. R4t nhiéu khach hang thwdng xuyén ghé tham cac trang so sanh
san phadm nhuw Bizrate.com hodc Pricegrabbers.com d€ biét nha ban 1é trwc tuyén nao hién
b4n mit hang ho cin va mic gia & mdi noi 1a bao nhiéu.

Mo6i gi¢i trén mang c6 nhiéu dang:

e Chidan va cic cdng thong tin nhuw Yahoo! hay The Knotla nhitrng dich vu phd bién, c6
chirc ndng quy ratnhiéu cac trang web khac nhau vé mét méi.

e Cac cdng cu danh gid website gidp gidm rairo cho khach hang bang cach xem xét cac
trang web va dé cr nhirng trang tot nhat. Vi du, Point Communications cé chirc nang chon
ra cic trang web thudéc nhém 5% dirng diu trong tong s6 cac website.

e Cac dién dan, cau lac bd ngwoi yéu thich va cdc nhém ngudi dung thwong cé nhirng
bai thdo luin vé san phim, giip ngwdi mua sang loc lwa chon cliia minh. RG rang, nhirng
danh gid vé san pham cta khach hangla nhan té chid chét quyét dinh sy trung thanh va hai
long cia khach hang déi véi thwong hiéu. Trong mot cudc diéu tra 16m, khodng mét nira
nhirng ngwdi tham gia mua hang tir mot trang web 16n néi rang ho c6 xem phan khach hang
danh gia vé san pham. Sw hai long cia nhdm khach hang nay d6i véi viéc mua sam truc
tuyén cao hon 5% so v&i nhirng nguwdi khong xem phan danh gia sdn phdm. Mot lgi ich nira
la khach hang sé nhan dwgc rat nhiéu y kién, quan diém - va cac san pham nhu phim, sach,
dia CD cling tré& nén dé ban hon, du khong phai 1a nhitng tic phdm “bom tin”. Vi du trudng
hop cua cong ty ban 1é dia DVD NetFlix, nhitng ngwoi theo dudi trang web gidi thiéu tdi 2/3
lwgng phim ma khach hang yéu cau. Thyc t€, khoang 70% dén 80% tién cho thué cda
NetFlix la kifm dwoc tir danh muc phim cii gom 38.000 phim cta cdng ty, chit khong phai
cac phim méi phat hanh.

Thét trung hop, nhin xét ctia khach hang tric tuyén la mét nhin to6 quan trong kich

thich mot cach tw duy méi ma tac gia Chris Anderson goila cai du6i dai. Theo do, chung ta
khong can dwa hoan toan vao nhirng cd hich 1én (nhw phim bom tin hay sach ban chay

67



nhat) méi c6 loi nhuln. Cac cong ty van c6 thé kiém tién bang cdch bAn mét s6 lwong nhé
cac san phdm ma chi mét s6 ngwdi cin - néu hang hda cua cong ty dé du da dang. Vi du,
Amazon.com c6 motthw vién gobm 3,7 triéu cudn sach, qua 1én so véicon s6 100.000 ban
tim thiy trong mot ctra hang ban 1é nhw Barnes & Noble. Phan 1é6n nhitng cuén sach dé chi
ban dwoc khodng vai nghin cuén (gid st nhw viy), nhwng 3,6 triéu sich ma Barnes & Noble
khong c6 c6 thé dem dén % thu nhap cho Amazon. Cac vi du khéc ctia cai dudi daibao gom
may U bia nho va cdc mang lwéi truyén hinh kiém tién tir viéc chiéu lai cac chwong trinh cii
trén cac kénh nhw mang Game Show.

¢ Cac phwong tién trung gian tai chinh cho phép cac hinh thitc chi tra gitta ngudi mua
vanguwdi ban. Cac hé théng chi trd bao gobm cac phién ban dién t chirc nang twong dwong
v&i thé tin dung (nhw PayPal), viét séc (nhw Checkfree), tra tién mat (nhw Digicash), va gtri
thw dién tir bAo mat Gy quyén tra tién (nhuw First Virtual).

e Cac phwong tién thong minh (intelligent agents) 1a nhitng chwong trinh phdn mém
phtrc tap st dung ky thuat sang loc tich hop dé 1y théng tin tir hanh vi cia nguwoi dung
trudc day, tir d6 dé ct, gi¢i thiéu sdn phadm. Vi du, khi Amazon.com goi y cho ban mot cudn
sach mé&i, cong ty sé str dung mot phwong tién thong minh dé chon ra cic cudn ti€u thuyét
dwa vao nhitng gi ban va cac doc gia nhw ban tirng mua trong qua khit. Sang loc tich hop
van con dang trong giai doan dau phat trién. Trong vai nam t&i, hy vong sé c6 nhiéu phwong
phap méi hon dwa trén nén web, giip don gian héa quéa trinh quyét dinh ctia khach hang.
Con hién tai chiing ta chi mong c6 mdt phwong phap dé dang hon dé tra tién cho tit ca
nhirng mén hang tuyét voi ma ban thiy trén cac trang goi y mua hang.

Cacnha khoa hoc dang vt va tim hiéu xem khach hang tim kiém th6ng tin trén mang
nhu thé nao, cu thé 1a ho phan &ng va tich hop nhitng dé xuit nhin dwoc tir nhirng dich vu
trwc tuyén khac nhau dé hinh thanh lwa chon riéng cho minh ra sao. Phwong tién dé xuat
dién t 1a c6ng cu phdn mém trong d6 str dung mot hé théng cic ciu hoi vé sé thich cia con
nguwdi, nham tim hiéu cac tiéu chuin ching ta stt dung khi lwa chon san phdm trong cac mat
hang canh tranh. Dwa trén dit liéu d6, phan mém sé dé xuat mot danh muc cac mat hang
thay thé, sip xép theo mrc d6 phu hop véinhirng tiéu chuin ké trén. P& 4n Am nhac
Genome la mot trong sé cac cong nghé méi nhit cho phép nguwdi yéu nhac tw tim kiém cac
ca si m&i. Trén trang Pandora.com, khi nhap tén mét nhém nhac hoac moétbai hat, ngay lap
tirc ban sé dwoc nghe nhirng giai diéu twong tw ma hé thdng dé xuit cia trang web cho rang
ban sé& yéu thich ching. Bang cach chAm diém cho bai hat va ca sy, ban s& gitp cac lwa chon
do chinh xac hon, giup Pandora tao ra mdt dai phat thanh ca nhan héa thwc sy. Dich vu nay
str dung 45 nha phan tich, trong d6 nhiéu ngwdi c6 bang vé Am nhac, d€ x&p 15.000 bai hat
mdi thang vao 400 nhém dic thu khac nhau. Twong tw, nhém Liveplasma.com ciing vé ra
“so d6” s& thich cia khach hang vé dién 4nh va Am nhac. Chang han, khi tim nhac v&itén
nhém The Decemberists, ban sé nhin dwgc mot ban vé liét ké cac sdn pham khac ma khach
hang cia nhém nhac nay cling quan tam. Théng tin dwgc trinh bay theo dang tap hop cac
dwong tron véikich c& khac nhau. Vong tron cang 16 thi chirng té ban nhac d6 cang noi
tiéng.
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Nghién ctru vé cach khach hang st dung cic phwong tién thong minh dang dan cho thay
mirc d6 anh hwdng cia nhirng cong cu dé xuit dién ti nay.

e Cackhach hang st dung phwong tién dé xuit dién tir lwa chon mit hang dwgc dé xuit
nhiéu gdp d6i nhirng ngwoi khong sk dung.

e Mtrc d6 hai long cia khach hang d6i véi cac dé xuat tredrec dé anh hwdng dén viéc
khach hang d6 c6 nghe theo dé xuit & thoi diém hién tai hay khong.
e Cac phwong tién dé xuat coé anh huwdng lén hon téi quyét dinh mua hang néu khach

hang cam thiy viéc quyét dinh 1a mao hiém, vi du trong trwedrng hop hau qua caa viéc lwa
chonnhim la ratlén, hodc mat hang d6 ratco gia tri.

e Khi mot phwong tién dé xuat hoi khach hang vé yéu cau ctia ho d6i véi mot thudc tinh

nhit dinh cia sdn ph4m, khach hang sé& cAn nhic thudc tinh d6 nhiéu hon khi quyét dinh
mua hang.
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SU’ THAT 28

Khong gi chit lwong bang d6 da cua Ba Lan

“Pia chi” ctia sdn phdm la cd mét vdn dé. Chiing ta tim kiém nhitng déi giay ctia Y va Io vi
séng Han Qudc, nhung lai ¢é thé chang mdy may trwdéc 1o nwdng Italia va gidy dép Han Qudéc.
Khdch hang thwong gan chdt cdc sdn phdm nhdt dinh véi mot quéc gia, va sdn phdm clia cdc
quéc gia nay thwong loi dung cdc méi lién hé dé dé thu loi nhudn. Thém vao d6, trinh do hiéu
biét ctia khdch hang doi véi danh muc sdan phdm ciing quy dinh mirc d6 dnh hwéng cia yéu to
nay. Khi cdc théng tin khdc doi dao, cdc chuyén gia thwdong bé qua théng tin vé xudt xi sdn
phdm, trong khi dé nhitng ngwdi khéng cé kinh nghiém sé tiép tuc phu thudc vao yéu té nay.
Tuy nhién, khi nhitng théng tin khdc khéng ddy du hodc mdp mo thi chuyén gia hay ngwoi it
kinh nghiém déu dwa vao xudt xir cia mét san phdm dé quyét dinh c6 mua né hay khéng.

Dw doan chatlwong sdn phdm dwa trén thong tin vé nwdc san xuat chi 1a vi du don 1é
cia mdt chién thuit phd bién dwoc khach hang ngay nay st dung. Thay vi suy di tinh lai
nhitng wu nhwgc diém khi mua mét mén hang, ching ta thwong dwa vao phwong phap cdm
tinh va kinh nghiém - quy tic ngon tay cdi - dé lwa chon nhanh chéng hon. Phwong phap
nay bao gom cac quy luit tir chung nhat (nhw: “sdn pham gia cang cao thi chitlwong cang
t6t”, hodc “tdi chon sadn phdm cla hing t6i d3 mua lan trwdc”) cho dén cu thé nhat (vi du:
“dworng thi phai mua ctia Domino nhw me t6i thwdng mua” hodc “Giay Y thi ché vao dau
dwoc!”).

Mot dwong tat chung ta thuwong st dung la suy ludn nhirng dic tinh khéc ciia sdn phdm
dwa trén nhitrng gi quan sat dwgc. Trong nhirng trwong hop nay, cac yéu t6 hiru hinh dong
vai tro 1a diu hiéu ctia sdn pham, va truyén tai théng tin vé mot s6 pham chit bén trong cia
né. Diéu nay giai thich tai sao mdét ngwdiban xe cii luén phai tin trang cho ndi thit chiéc xe
sach sé va sang bong, b&i cdc khdch hang tiém ning thwong danh gia phan may ciia mot
chiéc xe thdng qua vé bé ngoai, mic du c6 thé ho sé& phai lai mot c6 may xiéu veo nhung
sach sé va bong loang di vé!

Khi khong c6 day du théng tin vé san phdm, ching ta thwong danh gia dwa trén niém tin
vé su hiép bién - tirc 1a cich ching ta lién hé gitra cic sw kién c6 hoidc khong thuwe sw anh
hwéng dén nhau. Vi du, mdt ngwdi mua hang c6 thé danh gia chat lwong mot sdn phdm bang
mirc d6 thAm nién clia nha san xuat. Cac dau hiéu hodc thudc tinh khac ma khach hang
thwdng cho rang sé di kém véi motsan phdm tdt hodc x4u la: thwong hiéu ndi tiéng, nwdc
san xudt, gia ca va cac kénh phan phéiban 1é san pham.

Nhwng khong may la rat nhiéu nguoi trong chiing ta khong danh gia cao sw hiép bién.
Va nhitng niém tin sai lJaAm ctia ching ta van ton tai, bat chdp nhitng bang chirng trai nguoc
- con ngwoi thwong nhin thay nhitng gi ho muon thay. N6i cach khac, ching ta tim ki€m
thong tin sdn phdm dé khang dinh nhitng gi minh dw doén, va bo qua hoicbao bién trwdc
nhirng thong tin trai véi suy nghi cia minh. Trong mot thi nghiém, khach hang dwoc dung
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thir 4 géi sdn phdm dé chirng minh rang gia ca gan lién v&i chat lwong. Nhitng ngudi ludn
tin rang mot san pham gia cao dong nghia véi chat lwgng tot thi thwdng chon dung thi
nhirng san pham gia cao, tir d6 tao ra hién twong tién doan tw hoan thanh, (tic la khi ching
ta tin chac vao diéu gi thi két qua sé xay ra nhw vay).

Vay phwong phap cam tinh va kinh nghiém cé gia tri dén dau? Viduy, cé phaithwc su la
gia cao luén di kém chitlwong cao khéng? Méi quan hé gitra gid ca va chat lwgng la mot
trong nhirng kinh nghiém pho bién nhit. Trén thyc t€, ngwdi mua hang it kinh nghiém cé
thé coi gia ca la manh moi duy nhit dé danh gia mot sdn phdm. Cac chuyén gia cling cin
nhic thong tin nay, nhung ho chi str dung gia cd nhw mot phwong tién tham khao, dic biét
12 d6i véi nhirng sdn phdm ma ho biét rang chitlwgng cta ching vo cing da dang (vi du len
nguyén chat). Khi chat lwong sdn phdm dat tiéu chuin hodc dwgc diéu phoi nghiém ngit
hon (vi du 4o khodc thé thao cua Harris Tweed), cic chuyén gia sé khong dwa vao gia dé
quyét dinh nita. Nhin chung niém tin nay la hop ly; va ban sé c6 dwgc mén dé twong xirng
v&inhirng gi ban tra. Tuy nhién, hay d€ ngudi mua hiéu rang: mai quan hé gia ca - chit
lrong khong phai ldc nao cling dung.
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SU’ THAT 29

C6 nén dau tw mot dam tang kiéu drive-thru?

Chdng cé gi khé hiéu khi cdc yéu t6 méi trudomg dnh hwdng dén viéc chiing ta thich mua
gi, dé la con chwa ké dén sé lwong. Mot nghién ctku thdm chi con két ludn rang viéc bom mét
s6 mui nhdt dinh vao song bac Las Vegas gitip lam tdng lwong tién ma cdc khdch rudt diit vao
mdy ddnh bai!

MoOtnhan t6 tinh huéng quan trong chi don gidn 1a mirc d6 ap lwc cia thoi gian 1én con
nguwoi- nhw ching ta van thwong cdm nhan. Nhiéu khach hang cho rang chwa bao gi¢ ho
chiu strc ép vé thoi gian 1on dén viy - mot cdm gidc ma cac nha thi trweong goi la tinh trang
nghéo thoigian. Cam gidc nay xuithién phan 1én do nhén thirc cia con nguwoi chir khdng
phai do thuc té. Sy thit1a ching ta c6 nhiéu lwa chon s dung th&i gian hon, va ching ta
cam thay ap lwc b&i strc nang clia tat ca cac lwa chon dé6 gop lai. S6 gior lam viéc trung binh &
thoi diém dau thé ky XX 1a 10 tiéng (va 6 ngay mot tuin), con phu ni phailam viéc nha 27
ti€éng mot tudn, trong khi ngay nay con s6 d6 chwa dén 5 tiéng mot tuin. Mot phan ba dan s6é
My cho rang lic nao ho cling cdm thiy vdi va - trong khi ndm 1964, con s6 nay chi 1a 25%.

Kinh nghiém ctia ching ta vé thi gian ré rang 1a két qua cia nén van hda riéng, b&i moi
xd hoikhac nhau c6 nhitng quan diém khac nhau vé thoi gian. P6i véi hdu hét cac khach
hang chau Au, thei gian 13 mot thit dwoc phan chia ngin ndp: Chiing ta thitrc day vao mdi
sang, di hoc/dilam, vé nha, an tdi, di choi, di ngu, thirc dy va lap lai chu trinh cii. Ching ta
goi quan niém nay 1a truc thoi gian phan khic: Cac sw kién dién ra theo mot trinh tw ngin
ndp, va ludn trong tinh trang “di ddu ma voi”. Con ngwdi & dé cdAm nhan dugc rd rang vé qua
khit, hién tai va twong lai. Ching ta lam ritnhiéu viéc dé danh dumva dé phong cic sw co
sau nay.

Quan niém nay cé vé “tw nhién” déi véi ching ta, nhwng khong phai ai cling thiy véy.
Mot sd nén van héa xem thoi gian nhw mot chudi cac sw viéc va hoan toan bé qua gior gidc -
con ngwdi chi don gidn quyét dinh 1am gi d6 “vao théikhic thich hop”. Vi du, & Burundi,
con ngudi co thé sip x&p gip nhau khi nhitng con bo tré vé tir dm nuwdc. Néu ban héiai dé
& Madagascar rang “di dé€n cho mat bao 1au”, ban s& nhan dwoc ciu tra 11 “bang thoi gian
nau com”.

Con d6i véi thoi gian dang chu Ky, cac vong tron tw nhién nhw sw 1dp di 1dp lai cia bén
mua, 1a nhan t6 diéu khién cdm gidc vé thoi gian cia con nguwoi. P6i véi nhirng khach hang
nay, khai niém vé twong lai khong quan trong, thoi gian d6 roi cling sé giong hét nhw hién
tai. B&i khong c6 khai niém vé gia tri cia twong lai nén cac khach hang nay thwong thich
mua nhirng san phdm sin cd, du kém chat lwong, chtt khdng hy vong sau nay sé c6 mdtsan
phidm t6t hon. Twong tw, khé c6 thé thuyét phuc mot ngwdi thudc nhém nay mua bdo hiém
hay danh dum dé dé phong sw c8, b&i ho khong nhin nhan thoi gian theo mét truc.
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Thoi gian xéttheo phwong dién tAm ly - nghia la chiing ta cAm nhén vé thoi gian nhw
thé nao - 1a métnhan t6 quan trong trong ly thuyét xép hang, mét thuat ngir toan hoc
nghién ctru viéc xép hang cho doi. Nhw ta da biét, nhitng cdm nhan cta ching ta khi cho doi
mot diéu gi d6 &nh hwéng ratlén dén nhivng danh gid cla ching ta vé két qua cudi cung.
Chuing ta thwong cho rang néu phai dgi chd dé c6 dwoc didu gi thi dthdn né phai rattét, tuy
nhién, nhirng cdm giac khé chiu khi phai ch¢ doiliu cé thé nhanh ch6ng lam ching ta nhut
chi. Trong mét nghién ctru gan day, tAp doan NCR phat hién ra rang chd dgi & cira hang hay
dai ly ban 6 t6 1a mét moi nhat. Xép hang tai cic diém ban 1é xép vi tri thir hai, ti€p do 1a viéc
dang ky & cac phong khdm hay bénh vién, lam thad tuc & sin bay, va goi d6 dan & ctra hang do
an nhanh hoic ctra hang banh ngot. Trung binh, khach hang phéng dodn mdi nam ho mat
hon 2 ngay chi dé xép hang ch¢ dich vu, va mot nira trong sé ho tin rang ho mat khoang 30
phut dén 2 tiéng moi tuan danh cho viéc x€p hang.

Cac nha thi treong thwong str dung “meo” dé€ gidm thi€u thdi gian cho vé mat tam ly
cho khach hang (hdy twéng twong dén hai tiéng d6ng hé ban tham quan céng vién Disney
lan trwére). Nhivng ki thuat nay rat da dang, tir viéc diéu chinh nhan thirc cia khach hang vé
chiéu dai cia nhirng hang nguwdi xép hang ché cho dén cac bién phap phan tan tw twong dé
ho quén di viéc cho dgi. MOt khach san sau khi nhdn dwoc qua nhiéu phan nan vé thoigian
cho thang may da lap nhirng chiéc gwong hai bén thang. Xu hwéng thich soi gwong rat tw
nhién cla con nguw¢i da giup gidm bét nhirng loi phan nan, mac du thoi gian cho doi thuwe té
thi khong thay doi.
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SU’ THAT 30

Hay t&i Gemba

Chiéc qudn ban thich nhdt cé gid bao nhiéu? Mot thdm phdn & Washington D.C. tré nén
néi tiéng khi dim don kién mét co sé gidt la canh nha 54 triéu dé-la vi lam mdt chiéc qudn
com-1é ké soc ctia 6ng. Ong yéu cdu ludt bdo vé khdch hang ctia thanh phd phdi boi thurong
cho 6ng méi ngay hang nghin dé-la trong 4 ndm, khodng thoi gian ma civa hang treo bién
“cdn la ¢6” va “dam bdo khién ban hai long”. Vu kién kéo dai sudt nhiéu thdng troi, va cudi
cting bén nguyén don tré vé tay trdng.

Néu khong hai long véi mot dich vu hodc san phdm, ban sé lam gi? Ban cé ba lwa chon
(du thinh thoang ban c6 thé chon nhiéu hon mét phwong an).

e Phan anh truc ti€p - Ban c6 thé lién lac truwc ti€p véi nha ban 1é dé doi boi thwong (vi
du hoan lai tién).

e Phan 4nh ca nhin - Ban c6 thé bay to sw bt man ctia minh véi ban beé va tiy chay san
pham hay ctvra hang noi ban mua san pham do.

e Phan 4nh qua bén thi ba - Giong nhw vi thim phan kia, ban c6 thé dung luat phap dé
kién doanh nghiép dd, phan nan lén T6 Chirc Kinh Doanh Pang Tin Ciy (BBB), hodc viét mot
1a thw cho bao chi.

Trong mdt nghién ctru, cic sinh vién kinh té phai viét thw phan nan va gii dén cac cong
ty. Trong trwdrng hop cong ty givi hoi dap bang mot mau thit, thién cdm cia moi ngudi doi
v&icong ty d6 ting 1én rat nhiéu. Tuy nhién, diéu dé khong xay ra néu cong ty chi dap lai
bang mot 14 thw xin 16i ma khong c6 qua dén bu. Tham chi trong tredrng hop x4u nhét,
nhitng sinh vién khong nhan dwoc héi dap sé néi rang hinh anh cta cong ty dé trong mat ho
tré nén toi té hon bao git hét. Piéu d6 chirng té hoi dap du bang cach nao cling van tét hon
la khong.

C6 mot s6 yéu td quyét dinh cach gidi quyét cia mbi ching ta khi cdm thiy khong hai
long. Moi ngwdi thwong 1én tiéng khi khong hailong véi nhirng san phdm dit tién nhw cac
vat dung lau bén, xe hoi, quan do... hon 1a cAc mat hang gia ré. Piéu nwc cwoi 1a, motkhach
hang than thiét véi mot ctra hang nao dé thwong sé hay phan nan hon khi gdp sw c6. Ho bo
thoi gian d€ phan nan bdiho cdm thiy than thiét véi clra hang d6. Nhirng ngwoi gia cling
phan nan nhiéu hon, va ho cling rat tin twéng rang clra hang sé that sy giai quyét nhirng
van dé d6. Khi vin dé cia khach hang dwoc gidi quyét, ho thadm chi co thién cam véi clra
hang d6 hon. Tuy nhién, néu khong tin rang clra hang dé sé giai quyét théa dang, khach
hang thwdong bo qua ch khong tiép tuc tranh cii. Baihocla: Cic nha thi trwong nén khuyén
khich khach hang phan nan vé sdn ph4dm. B&i ngudi ta thwdng ké véi ban beé vé nhirng rac
réi chwa dwoc gidi quyét nhiéu hon la nhirng sw viéc tich cwec.
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D& phan h6i khach hang tét hon, Dell da tao ra mot mang lwéi cong dong goila Idea
Storm (Con 16¢ y twéng). DAy 1a mot dién dan trwc tuyén noi ngwdi dung givi dén cac goiy
vé san phdm; va dwoc hwdng ing nhiét liét béi hang nghin dong gép va nhan xét. Dan dan,
cong ty nhan ra rang vach 16i cho khach hang lai t6t hon 1a gid v khong biét - d€ roi sau do
lai phai giai thich nhitrng han ché/that bai cia minh. Vidu, hang hang khéng Delta Airlines
(thanh vién cia mdt nganh cong nghiép ndi tiéng béi ty 1é khach hang hai long rit khiém
tén) gin diy da tao mot website riéng tai dia chi www.blog.delta.com dé ti€p nhan nhirng
goiy cta khach hang (vi du: Hay cho t6i dung gdéi nhw treére!), cling nhw cac bai khéo sat vé
tinh nang va chitlwong phuc vu.

Nhiéu nha nghién ctru nghién ctru vé sy hailong khach hang, hoac thiét ké san pham va
dich vu m¢&i nham ting chi s6 nay, da nhan ra di€ém mau chdt 1a phai hiu dwgc sy twong tac
cla con nguwdi véi moi tredrng xung quanh dé tim ra han ché ctia san phdm. Ho t6 chirc
nhirng cudc diéu tra theo nhom nho, trong dé6 mot sé6 khach hang sé vao phong thtr motsan
phdm méi, trong khi nhan vién cong ty theo ddi ho qua gwong.

Tuy nhién, mot s6 nha nghién ctru st dung phwong phap ti€p cin ca nhin va truc ti€p
hon, cho phép ho quan sat nguoi tiéu dung trong moi treong tiéu thu sdn pham thwe. Cach
ti€p cin nay dwgc phattrién tir mot phwong phap cia Nhat Ban, tré thanh hé thong Quan ly
Chat lwong Téng hop (TQM), mot tAp hop cac quy trinh quan Iy va ché tao nham gidm thiéu
sai sOtva nang cao chatlwong san pham.

DE c6 cai nhin siu sic hon, cAc nha nghién ctiru quyét dinh t&i “Gemba”, theo tiéng Nhat
nghia la hién treong thwe véi thong tin chuin xac. Theo triét Iy nay, cac nha thi treong va
nha thiét ké cdn dwgc dwa dén chinh noikhach hang st dung sdn pham hoic dich vu, thay
vi trong tac trong mot moi trwong gia tai phong thi nghiém.

Host Foods, chudi ctra hang d6 an tai cic san bay 16n, cling da cho mdt nhém nhan vién
téi “Gemba” - trong tredrng hop nay 1a mot quan ca phé tai sin bay - dé€ xac dinh vin dé.
Cac nhin vién cta cong ty quan sat khi khach hang quyét dinh vao (hoic khong vao) ctra
hang, va sau d6 theo chan ho khi ho doc thwc don,1ay bd d6 an, tra tién va tim ban tréng.
K&t qua quan trong nay giup Hostratnhiéu trong viéc tai thié€t ké ctra hang d€ moi thir dé
st dung hon. Vidy, nhdm nghién cru phat hién ra motvan dé chung ma ratnhiéu khach
hang don 1é gdp phai: ho ciAn dithanh ly xudng khi xé€p hang 14y do dn, va lo lang vi khong
thé vira ldy d6 an, vira trong hanh ly dworc.

Hay ra khoi van phong va trai nghiém san phdm hay dich vu cia minh theo cach cua
khach hang. Ban sé sém nhan ra nhirng diéu bit on.
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SU’ THAT 31

Khach hang ctia ban mudn tré nén giong Mike

Vai mdnh da thudc va cao su coé gitip ich chiit it nao cho trdn bong ctua ban hay khong?
Trong bé phim Like Mike (tam dich: Giéng nhw Mike), nhdn vdt chinh tin rdng cdu ta cé thé
bay cao hon néu di doi giay Air Jordans thdn ky ctia minh. Ngay cd nhitng ai cho rdang chi cé
tén Itra mdi gitip con nguwdi bay cao ciing van bi dnh hwéng béi nhirng niém tin nhw thé nay;
néu khong, nhirng hop dong qudng cdo hdp ddn ky véi cdc ngdi sao sé chdng dé lai chiit dn
twong nao. Chiing ta cé thé bi dnh hwdéng béi mt cd nhdn hay mét nhém ngwoi, va hanh
dong ctia ngwoi khdc thwong tdc dong manh mé dén lwa chon ctia chiing ta khi mua sdn
phdm. (Khéng chi hoc sinh phd théng m&i mang tdm ly nhw vdy.) Mgt nhém quy chiéu la “mét
cd nhdn hay nhém ngwaoi thdt hodc twdéng twong, c6 dnh hwdng Ién dén cdch chiing ta danh
gid bdn thédn cting nhw hang héa chiing ta mua.” Rdt khé dé lam thuyén gidm strc dnh hwéng
ctia nhitng nhém ngwoi nay.

Vi dy, hang van thanh vién ctia cu lac b6 mo-t6 cudi tudn Hell's Angels da b6 ra nhirng
khoan tién 1én d€ mua xe may va cac phu kién di kem. Cong cu marketing quan trong nhat
cia hang mo6-t6 Harley Davidson khong phaila nhitng quang cao trén ti vi, ma la mang luéi
Nhitng ngwoi sé hitu xe Harley (viét tit 1a HOGs), khién thanh vién c6 cdm giac ho 1a mot
cong dong véi tinh ban than thiét. Cac tay lai két noi véinhau béi ho ¢6 cung swlwa chon, va
vi vdy nhirng nguoi hoan toan xa la du méi gap nhau da cdm thiy gan giii ngay 1ap tirc. Nha
xudtban tap chi American Iron, mét tap chi chuyén vé mo-td, nhin xét: “Ban khéng mua
mot chiéc Harley bé&i do 1a chiéc xe cao cip; ban mua mot chiéc Harley b&iban mudn la
thanh vién cia mot gia dinh.”

Tai sao cAc nhém tham chiéu lai c6 sttc thuyét phuc dén vay? Cau tra 1&i ndm & stc
manh x4 hdi ma ho tic dong 1én ching ta. Ban sé c6 quyén luc trwedc nguwdi khac néu cé thé
khién ho 1am mot viéc gl - m3c du ho san sang va vui vé lam viéc dé. Cac nha khoa hocxa
héi phan loai strc manh xa hi nhw sau:

e Strc manh tham chiéu: Néu ai dé6 ngwdng md pham chat cia mot ngwdi hodc mot
nhém ngu i, anh ta sé cd gang bat chuwdc ho bang cach hoc theo nhitng hanh vi ctia (nhém)
ngudido (vi du: cach lwa chon quén 4o, xe ¢, cac hoat ddng gidi tri). Nhitng cd nhan ndi bat,
du & diu, déu c6 thé anh hwdng dén hanh vimua sam ciia chung ta thdng qua viéc quang
cao cho san phdm (6ng hoang nhap rap 50 Cent quang cdo cho Reebok), cAch dn mic khac
biét (Fergie chi st dung trang phuc thiét ké dattién), hodc sw nghiép diu tranh (hoat dong
cia Lance Amstrong chong cian bénh ung thw). Sttc manh tham chiéu rat quan trong d6i véi
cac chién lwoc marketing b&i khach hang sén sang thay ddi thoi quen va hang héa ho mua
dé dwoc giong nhw tham chiéu cta ho.

e Strc manh thong tin: Mot ngudi c6 thé cé stirc manh don gidn béi cb ta cé thong tin ma
ngwdikhac mudn biét. Bién tip vién cda cac &n phdm thwong mai nhw tap chi Women's
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Wear Daily thwdong sé hitu strc manh to 16n béi ho c6 thé bién tip va pho bién nhirng thong
tin mang tinh xay dung hodc pha hong sw nghiép cia mot nha thiét ké hay mét cong ty.

e Strc manh hop phap: D6ikhi ching ta trao quyén cho ai d6 b&i sw thdng nhit cia xa
hoi, vi du quyén lwc ma xa hdi trao cho cong an, b ddi, va thinh thodng ca cac gido sw. Strc
manh hop phap thé hién qua mét bé6 dong phuc dwgc phathuy trong nhitng hoan canh khac
nhau, vi du khi thuc tAp trong bénh vién, cic sinh vién y khoa mic 4o blouse trang dé thé
hién vi tri cia minh trwéc bénh nhan. Cac nha thi trwong c6 thé “mwon” sirc manh nay dé
tac dong t&i khach hang. Vi dy, dién vién mic 4o tridng clia bac si trong quang cio cd thé toat
ra strc manh hay uy quyén khi gi¢i thiéu san pham. (T6i khéng phai la bac si, nhwng to6i
dong vai bac si trén ti vi.)

e Strc manh chuyén mén: D€ thu hut ngwoi dung Internet, cong ty U.S. Robotics da ky
hop dong véinha vatly hoc ngwoi Anh Stephen Hawking dé 6ng quang cio cho san pham
modem ctia ho. MOt can b cap cao ctia cong ty nhin xét: “Ching t6i mudn tao sv tin twdng.
Vi vAy ching t6i tim nhirng nha théng thai str dung cong nghé cua U.S. Robotics, va dé€ ho
ndivédi khan gid rang sdn pham giup ich cho cudc s6ng cia ho nhw thé nao.” Hawking, nguoi
bi bénh Lou Gehrig (bénh teo co két xo mdt phia tiy s6ng) va phai n6i théng qua moét may
hop 4m, da néi chuyén trén mdt muc quang cao truyén hinh: “Co thé tdi c6 thé gan lién véi
chiéc xe 1an nay, nhung vé&i Internet, tAm tri toi ¢6 thé di dén tin cung cda vii tru.” Strc manh
chuyén mén ciia Hawking c6 dwgc tir nhirng hiéu biét vé mét linh vuc khoa hoc. Piéu nay
gitp giai thich tai sao chung ta rittin twdng vao cac bai nhin xét, danh gia ctra hang, sach
truyén, phim anh va 6 t6 cta cac chuyén gia - mac du véi sy c6 mat cia blog va cic nguon
théng tin mé& nhw Wikipedia, that khé c6 thé ndiai méi thwe swla mot chuyén gia!

¢ Strc manh khen thudng: Mot ngwdi hodc nhém nguwdi s¢ hivru cdc phwong tién khich 1é
con nguwoi thi ¢é strc manh khen thwdng. Phan thuwdng c6 thé & dang hiru hinh, vi du nhirng
gi ma nguoi choitrong chwong trinh Survivor (vé diu vat chuyén nghiép) dwoc trai nghiém
khi phai c6 gang tré thanh ngudi cudi cing sét lai trong cudc ddu. Hodc né c6 thé & dang vo
hinh nhw sy Ging hd cia ban gidm khao chwong trinh American Idol (trir Simon Cowell) doi
v&i cac thi sinh.

e Strc manh ép budc: Ching ta s hiru strc manh ép budc khi tao anh hwdng 1én ai d6 béi
méi de doa vé mit xa hdi hoac thé chit. Mot moi de doa thwdorng chi cé hiéu lwc trong mot
thoi gian ngan, béi ching ta sé quay tré lai v&i cdc hanh vi ban diu ngay khi ké bat nat rovi
khoi hién treong. That may la cdc nha thi trweong hiém khi st dung loai strc manh nay - trir
khi ban tinh ca nhitng cudc goi khé chiu tir cAc nhan vién ban hang qua dién thoai! Tuy
nhién, ching ta cé thé thiy cic thanh t6 cia sicc manh nay la dwa vao sw so hii cia con
ngwoi, ma mot s6 cong ty sit dung né dé doa chiing ta, khién ching ta mua bao hiém nhan
tho (“Ai ma lwdng treérec dwgce khi chdng may ban dam bé vao xe buyt?”) cling nhuw trong
tredng hop cac dién thoaivién c6 gang nai ép dé ban dwoc hang.
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Nhom mua

Trwdc khi phdt hanh game Xbox néi tiéng mang tén Halo 2, Microsoft Idp mdt trang web
dé gidi thich cét truyén trong tro choi. Tuy nhién, diéu thi vi la & ché: Cau chuyén dwoc viét
tir géc nhin ctia qudn Covenant (nhirng ngwdi ngoai hanh tinh chudn bi tdn céng Trdi ddt
trong tro choi) - va str dung ngén ngir ctia chiing. Trong 48 gio, nhitng ngwoi nghién game
trén khdp thé gi¢i da hiép Iwc véi nhau, chia sé thong tin qua cdc phong chat trong tro choi dé
bé md va dich cdc doan vdn trén. Hon 1,5 triéu ngwoi da dat hang Halo 2 trwdc cd khi tro choi
dwoc phdt hanh. N6 lwc chung & trén néi lén mét xu hwéng chu dao trong hanh vi khdch
hang.

Mot cong dong thwong hiéu la mét nhém khach hang, nhirng ngwdi cé mottip hop cac
moi quan hé xa hoi dwa trén viéc st dung hay yéu thich mét sdn pham. Khong giéng nhw
cac dang cong dong khac, cac thanh vién trong cdng dong nay khéng song gan nhau - trir
khi ho gdp nhau mot th&i gian ngén tai cac sw kién hay ngay hoi khach hang dwoc té chirc
vatai trg bdi cac cong ty phat trién theo huwdng cong dong nhu Jeep, Saturn, hay Harley-
Davidson. Cac s kién nay giup chi s& hiru san phdm “két n6i” véi nhirng ngwdiban co
chung dam mé, thit chit m&i lién hé véi sdn phdm va nhitng ngudi ciing sé thich ma ho gap
trong sw kién. CAc nha nghién ctru phathién ra rang nhirng ngwoi tham gia cac su kién nhw
vAy cam thiy yéu thich san phdm hon, va diéu nay cing cé long trung thanh cia ho véi
thwong hiéu. Ho thwong khoan dung véi nhirng di€m yéu cua sdn phdm hodc saisot trong
phuc vu hon so v&inguwdi khac. Ho cling thwong it chuyén sang st dung nhan hiéu khéc,
ngay ca khi biét cdc san phdm canh tranh c6 thé ciing t6t khong kém, thidm chi tot hon.
Thém vao dd, thanh vién cta cdc cong dd6ng nay quan tim hon téi sy thinh vegng clia cong
ty, va ho tré thanh cic st gia cia nhan hiéu, truyén tai cac théng diép marketing dén moi
nguoi.

Mot tip hop khach hang cling twrong tw nhw mot cong dé6ng thwong hiéu; 1a mét nhoém
nguwoi cd cung phong cach song va lién két véi nhau béi sw trung thanh véi mot hoat dong
hodc motsan pham. Tuy nhirng tip hop nay thwong khéng 6n dinh va ton tai trong thoi
gian ngin, nhwng it ra trong th&i gian d6, cac thanh vién ciing gan b véinhau bang cdm
xuc, dirc tin, phong cach s6ng, va tit nhién, bang sdn ph4m ma ho cling stt dung nhw mot
phian cia méi quan hé d6. Mot vai cong ty, ddc biét la cdc cong ty hwdng dén gidi tré, thwong
dwa vao chién thuat marketing tip hop, theo d6 ho lién két sdn phdm ctia minh véi mot
nhém nguwdi. Tuy nhién, van cé rat nhiéu tip hop khach hang 1én tudi nhw hoi xe hoi; va cac
thanh vién cta hi tu tip dé ky niém cac san phadm ho sting bai nhw xe Citroen & chau Au
hay chiéc Ford Mustang & My, hodc nhirng ngwdi c6 tim hon “adn udng” thi chia sé niém dam
mé niu nwéng véinhirng nguoi yéu thich dau bép lirng danh Wolfgang Puck trén toan thé
gidi. Hiang xe hoi Poniac cling mé& mot cong dong trén Yahoo! mang tén Poniac
Underground - “Noi ban thé hién niém dam mé Poniac”. Nha san xuit khong cong khai
quang cdo trén trang web, ma dé cac tai x€ ty tim hiéu va ty truyén thong. Nguwoi dung chia
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sé cac birc anh va doan video vé nhirng chiéc xe thong qua Flickr va Yahoo! Video. Khu vuc
Yahoo! Answers thi danh riéng cho viéc chia sé kién thirc, thong tin. Thém vao d6, cong ty
con lén mdt danh sach cac cau lac b Poniac ca ngoai d&i thwe 1an truc tuyén trén Yahoo!
Group dé cac thanh vién két ndi trwc tuyén va ngoai tuyén.
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Ai ciing mudn lam viéc cia minh, mién 1a nhirng ngwoi khac ciing vay

Khodng thdp nién 1830, nhirng ngwdi ddu tién theo trwong phdi Bohemian tai Paris dd
tao ddu dn bdng cdch cw xtr khdc la. Cé ngwdi néi tiéng nhw con vi xich cd mot con tém hium
va dat né di dao quanh khu vwron ctia Cung dién Hoang gia. Ban ctia anh ta diung ddu ldu
ngwoi lam ly uéng rwou, cao rdu thanh nhikng hinh thi ky qudi va ngt trong léu trén gdc xép.
Giong nhw & cdc trai tdp trung vdy.

Mic du & tubi ndo cling c6 nhitng ngwdi hanh dong theo s thich ca nhan, nhwng hau
nhuw ai cling c6 xu hwdng tuin theo cac chuan mwc xa hoi vé cach cu xtr va dién mao bén
ngoai (tat nhién v&éi mot chut rng bién sao cho pht hop véi tirng hoan canh). Sy tuén thi la
nhitng thay ddi trong niém tin hay hanh dong, dién ra duédi sw ép budc cia mdt nhém nguwdri
thwe hodc 4o nao dé. D€ xa hoi thuwc hién chirc ning cla no6, con ngwditao nén nhirng quy
tac, nhirng luat bt thanh van nham quan ly hanh vi. Néu khong c6 nhirng luat 1& nay, xa hoi
s& hon loan. Hay twéng twong giao thong sé 10n x6n thé nao néu mot quy tic don gidn nhu
viéc dirng den dé khong con nita.

Moi ngay, ching ta tudn thd theo nhiéu cach khac nhau - m3c du ching ta thwdng
khong nhén ra diéu dé. Nhitng quy dinh ngdm thong tri hoat dong tiéu dung trén nhiéu
phwong dién. Ngoai quy lut vé viéc médc quan 4o va cadc phu kién ca nhan thé nao cho phu
hop, ching ta con tudn thu nhitng luat 1€ nhu: tdng qua (ching ta hy vong nhan dwoc qua tir
nhirng ngwdi than trong ngay sinh nhit, va sé rat buén chan néu ho khong lam nhw vay), vai
tro cac gi¢i (dan 6ng thwong la ngwdi tra tién trong cudc hen dau tién), hay vé sinh ca nhan
(moi ngudi hy vong ching ta tim rira thwong xuyén).

Khéng phai liic nao ching ta cling bat chwédc hanh vi clia ngudri khic, vay diéu gi khién
chung ta tuin thu cac quy luat? Dwéi diy 1a mot s6 1y do pho bién:

o Anh hwéng ciia vin héa: Cac nén vian héa khac nhau khuyén khich con nguwdi tuan thi
quy dinh & mirc d6 khac nhau. Ciu khiu hiéu cia ngwoi My “Hay lam viéc ciia ban” trong
nhirng ndm 1960 phan 4nh phong trao chdng lai sw nguyén tic, va cd vii cho chii nghia ca
nhan. Ngwoec lai, xa hoi Nhat Ban coi trong sw thinh vegng chung va long trung thanh doi
v&i tap thé hon cadc nhu ciu ca nhan.

o Sorsw 1éch lac: Moi ngudi c6 ly do dé€ tin rang tAp thé sé c6 bién phap trirng phat nhitng
thanh vién c6 hanh vi ch6ng dgi. Chiing ta chang xa la gi véi hinh dnh thanh thi€u nién tay
chay mét ngudi trong hoi vi cau ta “khac biét”, hodc viéc mot co quan hay trwedng hoc “tru
dap” dwong thing tién clia mot ngwdivi cb ta khong “cung hdi cing thuyén”.

o Sw tdn tuy: Cang gan két véi mot tap thé va coi trong gia tri cia nd, con ngwdri cang san
sang lam nhirng viéc ma tip thé yéu cau. Thanh vién trong héi nhac rock va khan gia hAm
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mo nhitng nguwoi truyén gido trén ti vi c6 thé lam bit c viéc gi than twong cia minh yéu
cau, nhirng tén khing bé ciing sin sang chét vi muc dich cta ho. Theo nguyén ly quan tim
t0i thiu, quyén lwc 1¢n nhit ndm trong tay ngudi c6 méi quan hé 16ng léo nhatvéi tip thé,
b&inéu cac thanh vién khac loai bo anh ta thi tip thé d6 khong khong may quan tAm.

e Quy mé, khd ndng chuyén mén va sw déng thudn trong nhém: Khi mot nhém 1én cim
quyeén, sw phuc tung dwgc gia ting. Ching ta kh6 phan d6i ménh 1énh cia mét nh6m dong
ngudihon so véi nhom chi cd vai ngwoi, ddc biét 1a khi “tAm ly bay dan” chi phoi.

e Nhay cdm vé&i dnh hwéng giira cdc cd nhdn: Dac diém tim ly nay dé cip dén nhu ciu
dwoc trong vong ciia mot ca nhan. Nhirng ngwdi khong mang dic diém do 1a cac khach hang
it chiu tdc dong cta ca nhan khac; ho thwong 1a ngwoilén tudi, 6 tAm anh hwdng rong va
ratty tin. Cong ty Subaru da sang tao ra mot chién lwoc truyén thong dé vwon téi khoi
khach hang nay. Trong mdt quang cao truyén hinh ctia cong ty, mot ngwoi dan 6ng phat
biéu: “To6i mudén mdt chiéc 6 to... Tdi khdng mudn nghe vé viéc dong van san gb roi duoc
hang x6m ngwdng mod nira. Ho chi la hang x6m thoi. D6 khong phai la nhitng ngwéi hung

A

cda toi.
Cac nha thi treong gan da sé khong so hai: Nhirng khach hang nay chi 1a thiéu s6. Hau

hét chiing ta déu quan sat xem hang x6m va ban bé ciia minh mua gi, va nhirng ngu¢i trong
cung mét tip thé thwong bocld nhirng diém gidng nhau!
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Tao dw luan

Keo bac ha Altoids dd ra doi dwoc khodng 200 ndm, nhung gicr ddy béng nhién né tré nén
v cting phd bién. Tai sao lai nhw vdy? Sw séng lai ctia nhdn hiéu nay bat ddu vao nhirng ndm
1980 khi bac ha tré nén hdp dan véi nhirng ngudi hit thuéc ld va udng ca phé, la ca trong cdc
hdp dém & Seattle. Dén nam 1993 khi Kraft mua céng ty Callard & Bowers (céng ty s& hivu
nhdn hiéu Altoids), chi nhitng ngwoi biét dén Altoids méi mua sdn phdm. Trwdc tinh hinh d6,
gidm déc marketing ctia nhdn hiéu trén dda thuyét phuc Kraft thué céng ty qudng cdo Leo
Burnett mé mét chién dich qudng cdo rdt khiém tén. Ho dp dung cdch ddan dp phich véi nhitng
hinh dnh hoai cé tai cdc tram tau dién ngdm, kém theo la cdc qudng cdo “céng nghé thdp”
khién san phdm khéng qud hién dai, khéng dé tudt mdt cdc khdch hang trung thanh. Khi giéi
tré bat ddu hirng thii véi phong cdch hoadi c6 nay, sdn phdm nhanh chéng tré nén néi tiéng.

Cau chuyén thanh c6ng cua Altoids cho thay “dw luidn” c6 thé tao ra nhirng san phim
dinh. Thong tin truyén miéng la nhirng thong tin vé san phdm ma cac ca nhan trao déi véi
nhau. Pwgc nghe tir nhitng ngwoi quen biét nén théng tin truyén miéng thwong dang tin
ciy, ddm bao hon thong diép tir cdc kénh truyén thong chinh thirc. Va khong giong nhw
quang cao, nhirng loi truyén miéng thudng di kém véi nhirng ap lwc xa hoi, bat con ngudri
phai tuan theo nhirng loi gidri thiéu nay. Tré tréu thay, cac nha thi trwong ra sirc phung phi
tién clia vao quang co, trong khi truyén miéng lai la phwong phap hiéu qua hon nhiéu. N6
taora 2/3 doanh s6 hang h6a ma khach hang tiéu dung.

Vay lam thé nao cac nha thi trweong cé thé khai thac dwoc strc manh to 16n cia phwong
phap truyén miéng nay? Trwdc day, cac cong ty d6 choi thwong quang ba cho sdn pham mai
bang cach gi¢i thiéu no tai cAc hdi chg Muia xuan, va sau d6 mé mot chién dich quang cao
tp trung trén truyén hinh vao cac gi¢ chiéu phim hoat hinh. Ngwgc lai, hiy xem xét nhirng
chiéc trwc thang Picoo Z, m6t mén do6 choi gia 30 d6-la ctia hang Silverlit Toys, Hong Kong.
Thang 3 nam 2007, mét tim ki€ém trén Google v&i tir khda Picoo sé tra vé hon 109.000 URL,
trong khi URL cho Silverlit Toys 1a hon 597.000, véinhiéu dwdng din vé cic trang ban 1é
truc tuyén trén toan thé gi¢i nhw Hammacher-Schlemmer hay Toys-R-Us.

Ban cho rang thanh cong lén nay 13 két qua ctia mot chién lwgc truyén thong dwoclén
ké hoach ti mi w? Hay nghilai. Theo nhiéu nguon tin, mot c6ng nhin ky thuit 28 tudi &
Chicago bat dau tao dw ludn vé Picoo khi anh ta doc vé chiéc trwc thang d6 choi trén bang
tin nhan clla mot ngwdi hAm mo san pham. Vai thang sau, anh ta tai 1én mang mot video tw
ché vé mén do choinay trén YouTube. Chi trong vong 2 tudn, 15 ngwdi ban clia anh ta mua
sdn pham, va dén lwot nhirng ngwdi nay duwa cac video ctia ho 1én mang va dan ngudixem
dénvideo goc. CAc nha ban 1é trén Internet trong khi lwét mang dé tim cac ludng dw luin
m¢&i va hdp dan da phathién ra mén dod choinay, va bit dau thém cac dwong dan ciia ho tdi
cac clip. Chi trong vong vai thang, hang tram video vé Picoo Z xudthién, va thu hut hon mét
triéu lrot nguoi xem.

82



Viy, lam thé nao ban c6 thé kiém soat dwoc thong tin truyén miéng? Hay st dung cac
dai st ciia nhan hiéu dé thong bao khi c6 san phdm hodc dich vu méi. AT&T da ci cac dai st
cta ho t¢i cac nut giao thong quan trong & California va New Jersey, tdng nhitng mén qua
nho nhu: phat banh quy danh cho vat nudi cho nhirng ngwoi dat ché di dao, phat 6ng nhom
cho nhitrng ngwdi di xem hoa nhac... d€ quang ba cho dich vu méi tai dia phwong ctia AT&T.
Khach san Hyatt thi diéu dong 100 nhan vién khuin vac & Manhattan, nhirng ngu¢i chuyén
lam viéc déng m& clra va khuan vac hanh ly, d€ phat keo bac ha hinh chiéc g6i cho hang
nghin khach hang.

Hodc nhw phwong phap marketing lan truyén, viéc khuyén khich khach hang ghé tham
chia sé thong tin trén trang web v&i ban bé van 1a chién Iwgc thu hit dwoc nhiéu ngudi
quan tAm nhat - bang cach tao ra cac ndi dung thi vi hoic trén mang. D€ quang cdo cho mot
chiéc dao cao, Philips di lap trang web Norelco, véi dia chi shaveeverywhere.com. Quang
c4o st dung hinh 4&nh mot chang trai trong b d6 tdm dang gidng giai cach stt dung dao cao
& nhirng b6 phan... khdng nam trén mit. Trang web st dung cac hinh anh rau ct qua twong
trung cho cac bo phén trén co thé nguwdi dan 6ng. Chién dich lan truyén trén da phathuy tac
dung, khi hang nghin ngw¢i trén thé gi¢i chuyén URL nay dén ban beé ctia minh.
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Thuan theo dw luan - thu hut khach hang ngay hom nay

Chdc han ban (hodc cdc con ctia ban) dd danh khd nhiéu thoi gian cho Facebook,
MySpace, hay LinkedIn trwdc khi doc dén ddy. Mang xd hdi, noi cdc thanh vién dwa théng tin
vé bdn thdn va lién hé véi nhirng ngudi cé cung sé thich va quan diém, ¢ 1€ la bwérc tién Ion
nhdt trong linh viec hanh vi khdch hang, ké tir khi biva t6i “déng hop” ra doi. Gan nhw méi
ngay chiing ta lai biét thém mot mang xd hdi mdi, noi ngwoi diing cé thé ldp nhieng trang cd
nhdn véi hinh dnh, Iy lich, va dworng ddn dén cdc trang mang xd héi khdc ho tham gia. Ho cé
thé két néi véi ban be, doi twong hen ho, déi tdc, tdt cd moi kiéu nguwoi va moi ho tham gia
mang lwéi cd nhdn cua ngwoi diing nhw mét “ngwoi ban”.

Mang xd hoi la mét phan quan trong cla cai ma nhiéu ngwoi goi la thé hé Web 2.0, va &
mirc d6 cao hon 1a mang Internet. Sw thay d6ilén nhitla méi twong tac gitra nha sdn xuit
va nguoi dung, tuy nhién, Web 2.0 van con nhitng tinh ning khéc nira:

e N6 c6 thém strc manh khi sé lwong thanh vién tham gia dong hon. Vi duy, kha nang gi¢i
thiéu sach cia Amazon dwa trén nhirng gi nhitng ngwdi cé ciing sé thich tirng mua sé chuan
xac hon khi ngay cang c6 nhiéu nguoi tim ki€m sach trén dé.

e Donvitién té ciia nd 1a lwot xem ctia khan gid. Google ki€m tién bang cach thu phi cac
nha quang cao dwa trén lwong ngwdixem, sau khi ngwéi xem tim kiém tir khoa nao do.

e Web 2.0 c6 nhiéu phién ban khac nhau va lic nao cling trong trang thai beta (th
nghiém). Wikipedia, cudn tir dién bach khoa truc tuyén, ciing lién tuc dwoc cip nhit thong
tin b&i ngudi dung, nhirng ngudi “stra 16i” cho cac thanh vién khéc.

» N6 phan loai cac bai viét dwa vao cic trinh duyét may tinh ch khéng phai phan loai
thu cong. N6i cach khac, cac trang mang nay phan loai bai viét dwa vao s6 thanh vién dang
sinh hoat chi khong phai hé thdng dwoc thanh 1dp ban diu. Nhitng ngwoi nghe dai tai
Pandora.com c6 thé tw tao “dai phat thanh” riéng ctia ho, phat nhirng ban nhac ctia nghé si
yéu thich ma ho chon, cling nhw cac nghé si khaclién quan.

Dbiém cudi cing nay nhdn manh mot thay d6ilén trong cach 1am viéc va ti€p cin cia
mot sO cong ty truyén thong méi, dé 1a: tinh toan cac chién dich marketing theo hdi dong.
Theo quan niém tri tué dadm dong (theo cudn sach Tri tué ddim déng) thi mét nhém bao gior
cling théng minh hon ngwoi thong minh nhattrong dé. Néu qua that nhw vay thi diéu d6 &m
chi rang mét nhém lén khach hang (khong phai chuyén gia) c6 thé dw doadn dwoc nhirng
san pham thanh cong.

Vi du, trén trang threadless.com, khach hang xép hang cadc mau thiét ké 40 phong truéc
khi chiing dwoc sdn xut, va cong ty s& in mau c6 s lwot binh chon Ién nhit. Hang tuan, cac
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thi sinh dang tai mau thiét k& 40 phonglén trang web, va cdng ty s& chon 6 miu trong s6
700 y twdng tham gia d€ in thanh sdn phdm trong th&i gian dé. Khach hang ghé tham
Threadless chAm cic mAu thiét ké trén thang diém tir 0 d&€n 5, va nhan vién cong ty sé lra
chon nguwoithing cudc dwa trén diém s6. Sdu tic gid may man nhit dwgc nhin moi ngudi
2.000 do-la gdm tién mat va vat chat. Va két qué 1a cAc mau 4o Threadless ban ra déu rat
chay.

Dwéi day la mot s6 trang web hoat dong dwa trén dam dong:

e Sermo.com la mdt mang xa hoi danh cho cac thay thudc. Trén dé khong hé c6 muc
quang cao, tim viéc, va khong thu phi thanh vién. Trang web kiém tién (khoang 500.000 d6-
la m6i ndm) bang cach cho phép cac nha dau tw doc ndi dung cac cudc nodi chuyén giira
khodng 15.000 bac si va thu phi tir nhitng ngw¢i ndy. Noi dung n6i chuyén c6 thé la mét
bénh nhan tré bi phat ban sau khi uéng don thudc méi, r6i mot bac si sé chin doan day la
hién twgng hiém gdp hay do tdc dung phu cia thuéc. Néu cac bac sikhdc dong y véi nguyén
nhin th hai, thong tin xau nay c6 thé anh hwdng dén c6 phiéu cia cong ty san xuitdwoc
phdm d6. Nhw vay, y kién ctia cac bac siratco gia tri d6ivéi cdc nha phan tich. Cac bac si ¢
cAu héi hodc tra 1oi cé gia tri va thu hut ngudi xem sé dwoc mot khodn tién thuwdng tir 5 dén
25 do-la cho 1 ndidung.

e V3y con cac mang x4 hdi co thé “tao ra” mot budi hoa nhac bang cach thuyét phuc mot
nghé sibi€u dién & mot thanh phd hay qudc gia nhat dinh thi sao? Trén trang Eventful.com,
ngwdi hAm md c6 thé yéu ciu cac su kién hodc budibiéu dién tai thanh phd cta ho va
truyén thong tin nay dén moi ngudi d€ ddm bao sw kién dién ra. Ban ¢6 mudn mua mot
phan ban nhac ma ban yéu thich hay khong? Hay truy cip trang SellaBand.com, noi ngu i
ham md cuéng nhiét c6 thé mua “cé phiéu” ctia ban nhac véigia 10 dé-la mét co phiéu. Sau
khi ban nhac ban dwoc 5.000 c6 phiéu, SellaBand sap x€p mot budi thu Am chuyén nghiép,
bao gbm cac phong thu hang dau, cic nha quan ly nghé si va tiét muc (chuyén chiéu mé tai
ndng), ciing cac nha san xuit. Mdi tin d6 tham gia sé dwocnhan 1 dia CD phién ban gi¢i han
godm cac ban thu trong chwong trinh. Ho con dwgc hwéng mot phan loi nhuén tir viéc ban
dia, do d6 ho sdn sang quang c4o cho ban nhac & bat ¢t noinao co thé.

e CAckhach hang don 1€ s€ c6 dwgc strc manh ciia ddm dong khi mua chung véinhirng
nguoila khac. Tinh dén nay, xu hwéng nay pho bién nhit & Trung Quéc, noi cac tuangou
(“nh6m mua hang”) - tip hop nhitng ngwdi khong quen biét - cing nhau mua mot san
pham hodc dich vu nhat dinh. Cac thanh vién cta cic trang web nhw Taobao.com hoac
Liba.com/index sé hen gdp nhau tai mot cra hang cu thé vao thoi gian nhat dinh, cing mac
ca doi nha ban 1é gidm gia cho nhém mua ctia ho.
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Tim cac chuyén gia thi tredng, va tat ca cung hwong loi

Khi nha sdn xudt kem Cold Stone Creamery mé réng thi trwwong sang Nhdt Bdn, céng ty
con tai ddy dd tao cho minh mét hinh dnh khd khdc biét so vdi khi & My. Véi muc tiéu tao mot
hinh dnh cwc ky sanh diéu, céng ty tim cdch tdc déng tdi cdc “quy cd céng s&” am hiéu thoi
trang (cum tir ngwoi Nhdt dung dé chi cdc nik nhdn vién vdn phong tré va ddc thdn). Nhirng
phu ni¥ nay cé strc dnh hwéng rdt Ion & Nhdt. Phdn ting ctia ho trwdc mot san phdm méi cé
thé khién sdn phdm hodc bdn chay nhw tém twoi, hodc roi vao tinh trang € dm. D€ tdc déng
dén khéi nay, Cold Stone dd tai tro cho mot chwong trinh thoi trang danh cho phu nie tré (ci
cho la cdc ngwdi mdu van nich vira cdc bo vdy sau khi dn thir cdc sdn phdm gidu calo ctia
céng ty). Sau do, cdc tap chi thoi trang trwng bay hinh chup trong chwong trinh tai cdc ctra
hang cua céng ty.

Tuy khach hang nhin théng tin tir cic ngudn tin ca nhan, nhwng khéng phai véiai ho
cling xin loi khuyén khi mua sdn phdm. Néu ban dinh mua mot chiécloa méi, ban sé tim
kiém loi khuyén tir mot ngwdi ban hi€u biét rat nhiéu vé hé théng 4m thanh. Ngwoi ban nay
c6 thé s& hiru mot hé thong loa toi tin, hodcla ddc gid cia mot so tap chi chuyén nganh nhw
Stereo Review va danh nhiéu th¢i gian lui t&i cac clra hang dién t. Ban c6 thé c6 mot nguwoi
ban khac ndi tiéng vi sanh diéu, 1a doc gid thwong xuyén cta tap chi thoi trang Gentleman’s
Quarterly, va sudt ngdy mua sdm tai cac ctra hang th&i thwgng. Tuy nhién, c6 18 ban sé
kh6ng mang viéc mua loa ra dé€ ban bac vé&ianh ta, ma chi ra anh ta di mua loat quan 4o méi
cho mua thu nay.

Moi nguwoi déu biét ai 1a ngwdi hi€u ro vé sdn phdm va nén lang nghe y kién cua ai.
Giéng nhw mot quy cd cdng s& clia Nhat Ban, ¢ ta 1a ngudi dan dau du luan; mot ngudi
thwong xuyén c6 anh hwdng téi thai d6 va cach &ng xr cia ngwdi khac. RO rang y kién cda
mot s6 ngwdinay cé trong lwgng hon y kién cia nhirng ngwdi kia. Ngwdi dan dau dw ludn 1a
nguon théng tin cuc ky quy gid béi ho tham khéo, danh gia va tong hop thong tin mot cach
khach quan. Ho thuwong rat nang dong va c6 nhiéu moi quan hé trong xa hoi. Ho thwong la
nhirng nguwdi dau tién mua mot san phdm méi nén hiéu ré nhirng rui ro. Kinh nghiém cua
ho gitp giam b&t sy phan van cho nhirng ngwdi khac kém can dam hon.

Nhitng khai niém dAu tién vé vai tro cia ngudi dan dau du luan cho rang nhém ngudi
nay thu thip théng tin tir truyén thong dai ching, va dén lwot ho chuyén nhirng thong tin
nay cho ngwdi khic. Quan diém nay thuc ra da bi don gian hoa,1am 14n 16n vai trd cta cac
dang khach hang khiac nhau. Ching ta déu biét ngudi dan dau dw luan ciing thwong la
nhirng ngwdi tham khao y kién. Ho quan tAm dén mdétdanh muc sdn phdm hon va chu dong
tim kiém théng tin. Két qua 13, ho thwdong n6i chuyén véi ngwdi khac vé san pham dé tiép
thu y kién. Traivéi quan diém mot chiéu vé nhirng ngwdi din dau dw ludn, hau hét cac cudc
hoithoai lién quan dén sdn phdm khong c6 hinh thirc “gidng giai”, trong d6 chi c6 mot
nguwdindi tir ddu dén cudi. Rat nhiéu ndi dung trao ddilién quan dén sdn phdm dién ra &
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dang giao ti€p doi thudng, thay vi nhitng bai hwéng dan nghiém tic. Mot nghién ctru cho
th4y con nguwoi tham khdo nhiéu nhit khi mua thwc phdm, va tiét 16 rang hai phan ba s6
nguwditham khéo y kién cling tw nhan minh 13 ngwdi dan dau dw luan.

Khach hang am hiéu vé motloai san phdm khong nhit thiét phai chia sé nhirng bi mat
trong kinh doanh ctia ho v&i moi ngwdi, nhwng mat khac ta déu biét con ngwoi thich dwgc
ndiveé san phdm ho mua, bat chip ching ta ¢c6 muon nghe ho hay khéng. Mot chuyén gia thi
trueong thich dwoc truyén tai thong tin veé thi tredng & nhiéu dang khac nhau. Nhirng tin d6
mua sdm nay khéng nhat thiét phai yéu thich mot san phdm, va cling khong nhit thiét 1a
nhitng khach hang du tién; don gidn ho thich tim hi€u nhirng gi dang dién ra trén thi
tredrng. Cac nha nghién ciru da sit dung mot hé thong chia d6 dé nhirng nguw¢i tham gia
chon dong y hodckhong dongy, tir d6 xac dinh dau la cac chuyén gia thi trwong:

1. T6i thich gi¢i thiéu cdc nhidn hiéu va san phdm méi dén ban bé ctia minh.

2. T6i thich gitp d& moi nguwoi bang cach cung cip cho ho thong tin vé cacloai san
pham khac nhau.

3. Moi ngudi hoi tdi thong tin vé san phdm, dia di€ém mua sam, hodc cac dot gidm gia.

4. Néu ai d6 hoi tdéi mua nhitng san pham nay & dau la tot nhat, téi c6 thé chi cho ho dia
diém.

5. Ban be coi ti la mot nguén tham khdo dang tin ciy khi mu6n tim hiéu nhirng san
phdm méi hay chwong trinh gidm gia.

Tr& tréu thay, cac nha thi trweong lai thwong bé qua mot dang khach hang dac biét khac
khi thwc hién st ménh thuyét phuc ngwdi mua hang. Mot khach hang dai dién la nguoi
ching ta thué dé hwéng dan, tw vAn va mua san phdm thay mat ching ta. Khong giéng nhw
y kién ctia nhitng ngwdi dan dau dw luin hay chuyén gia thi tredng, ngudi dai dién thwong
dwoc tra cong cho nhirng loi khuyén ctia ho. Cac nha trang tri ndi that, méi gi¢i chirng
khoan, nhan vién khdo gia, va tw van vién dai hocla nhirng khach hang dai dién.

DU ho trwc ti€p mua san phdm hay thay mat ngwoi khac, 1o gidi thiéu ctia ho c6 strc dnh
hwdng vo cung 1on. Khach hang trong nhirng tredng hop can thiét sé giao ph6 mét phan
hodc tit cd quyén quyét dinh cho ngwoi dai dién, vi du tim ki€m thong tin, so sanh cic nhin
hiéu, hodc viéc mua sadn phdm. Vidy, mét khach hang c6 thé thué ngudi thiét ké lai ndi thit
cho can nha cia minh, hodc ching ta tin twéng hoan toan vao ngwoi moi gidi trong viéc
thay mat chiing ta ra nhirng quyét dinh mua/ban quan trong. Cac nha thi trwong thuwdng bo
qua nguoi dai dién khi c6 gang thuyét phuc khach hang mua san pham, dich vu. Day c6 thé
la saildm nghiém trong, b&i ho hwéng nham muc tiéu téi khach hang cudi cung, trong khi
khach hang dai dién m&i 1a ngwdi that sy doc thong tin va quyét dinh ¢6 mua sdn phadm hay
khong.
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Hang tram ba néi tro’ c6 thé dw doan twong lai cia cong ty ban

Liéu tdt cd chiing ta gdp lai cé théng minh hon mdt cd nhdn nao dé khéng? Thi trwong du
dodn la mét trong cdc xu hwéng néng nhdt trong viéc dw bdo twong lai. Xu hwdéng nay cho
rang mot nhém ngwoi cé kién thirc vé mét mdng nao dé sé tién dodn twong lai tot hon bdt cir
cd nhdn nao - ddc biét néu ho dwoc hwéng loi khi lwa chon ding doanh nghiép thanh céng,
giéng nhw viéc lya chon cdc céng ty dé ddu tw trén san giao dich chitng khodn New York.

Cac cong ty, tir Microsoft dén Eli Lilly hay Hewlett-Packard, déu bién nhan vién thanh
cac “thwong nhan”, nhirng ngwdi diat cwegrc niém tin cda ho vao twong lai ma khong can biét
doanh sé thuc sé nhw thé nao, san phdm cé thanh c6ng hay khéng va cac cong ty khac trong
cung kénh phan phéi sé phan rng nhw thé nao. Vi du, ngwdi khong 16 trong nganh dwoc Eli
Lily thwong xuyén dat nhirng khodn cwgc nhiéu triéu d6-la vao cac loai thudc c6 nguy co
that bai - béi cdc sdn phdm méi thanh cong phai dem lai di doanh thu dé bu cho khoan 16
cla cac san pham thit bai khac. R rang céng ty sé thu lgi nhuin 16n hon nhiéu néu phan
biét dwgc ngay tir ddu san phdm nao sé thanh cong va sdn phim nao khéng. Lily da lam mot
thi nghiém trong qua trinh san xuit thudc trén 50 nhin vién cua cong ty, bao gbm cac nha
héa hoc, sinh hocva quan Iy dw 4n. Cong ty thir ban 6 loai thuéc trong thi tredng ndi dia, va
nhém nhan vién nay da du doan ding 3 loai thudc thanh c6ng nhit.

Mot rng dung khac méindi gan day la cac cong ty kéu goi moi nguwoi trén toan thé gi¢i
cung giai quyét cac vdn dé vuedng mac ma cac nha khoa hoc trong cong ty bé tay. Gidng nhuw
viéc gia cOng san phadm tir bén ngoai, cac cdng ty nay cling dang “gia cong” dam dong. Vidu,
InnoCentive 1a mét mang lwdi gdom hon 90.000 nguoi “gé réi” dwoc cic cong ty thanh vién
nhw Boeing, DuPont, Procter & Gamble, va Eli Lily m&i gitp do gidi quyét cac van dé ma ndi
b0 cong ty dang phai ngay ngay danh vat. Néu mot ngwdi “gé réi” tim dwoc giai phap, nguoi
dé sé nhan dwoc 10.000 dén 100.000 d6-la tién thuwdng.
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Phai biét trong gia dinh, ai la ngwoi c6 quyén quyét dinh

Viéc ra quyét dinh trong gia dinh ciing giéng nhw trong mét hdi thdo doanh nghiép. Cdc
vdn dé dwoc dwa ra thdo ludn, cdc thanh vién cé quyén han va céng viéc khdc nhau, va viéc
tranh chdp quyén lwc cé thé dién ra.

Vay trong gia dinh, aila ngw&icé quyén quyét dinh? Doikhi ratkho dé xac dinh vo hay
chong gitt vi tri nay. Thwc chat, mac du trong nhiéu tredrng hop, dan 6ngla ngudi quyét
dinh, nhwng phu n&* méila ngwdi mua ban. Sau khi Haggar nghién ctru thay gdn mot nira s6
phu nit c6 gia dinh mua quan cho chéng ma khong can anh ta c6 mit, cong ty bat ddu quang
c4o san phdm quan 4o nam trén cac tap chi phu nir.

Diéu quan trong véi cac nha thi trweong 1a phai hiéu dwoc trong gia dinh, aila nguwdira
quyét dinh mua ban, b&ind cho biét muc tiéu cta ho la aiva liéu ho c6 phaitic dong dén ca
hai ngwdi d€ nham c6 dwoc lwa chon hay khong. Vi du, nghién ctru thi trudrng nhirng nam
1950 cho thay phu nit bat dau c6 vai tro l1én hon trong quyét dinh mua sam vat dung gia
dinh. Ttr théng tin ndy, cac cong ty sdn xuit may cat co bat dau tip trung quang cdo may cat
bang tay thay vi may cat dung dién, nhim gidm thi€u mdi lo ngai chin thwong clia phu ni.

Trong cac gia dinh truyén théng (va dac biét 1a cac gia dinh c6 trinh d6 hoc van thip),
phu nit 1a ngwdi chiu trach nhiém chinh trong viéc quan ly tai chinh gia dinh - dan 6nglam
ra tién, con phu nit tiéu tién. Mdi ngudi c6 mot vai tro “chuyén biét” trong cac hoat ddong
khac nhau. Tuy nhién, diéu nay khong ding v&i cac gia dinh ma vai tro cda hai gi¢i binh
dang hon. Nhirng d6i nay tin rang ca hai ngwoi déu phai tham gia 1am viéc nha, trong d6 cac
ong chong c6 thém trach nhiém gijt gifi, lau nha, mua hang hda... ngoai cic nhiém vu théng
thwdng cia “dan 6ng” nhw stra nha, dé rac. Viéc ciing ra quyét dinh dang tré thanh quy tic
d6ivéi hau hét cac gia dinh My hién nay - mot ban diéu tra ctia Roper bao cio rang 94%
phu nit c6 gia dinh no6iho 1a ngudi quyét dinh hodc c6 quyén quyét dinh ngang bang trong
viéc lwa chon dd dac (khong c6 gi dang ngac nhién), thém vao do6, 81% noi rang ho c6 quyén
twong ty trong vin dé tai chinh, tiét kiém/dau tw va 74% gép phan vao quyét dinh mua 6
to.

Phu nir du & vi tri ndo trong xa hdi cling van gii vai tro chinh trong viéc duy tri mang
lwdi quan hé gia dinh. Ho tao ra cadc hoat dong gan két thanh vién gia dinh va ho hang. Phu
nit thwong 12 ngudi sap x€p cac cudc viéng tham ho hang, gitr lién lac véi cac thanh vién, giri
thiép chiic mirng va sap x€p tham gia hoat dong xa hoi. Vai tro t6 chirc nay cho thdy phu nir
thwong ra nhitng quyét dinh quan trong vé hoat déng giai tri cua gia dinh, va ho cling quyét
dinh gia dinh sé duy tri quan hé xa héi véi nhirng ai.
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Ngwoi tré thwong dé phi hoai tudi tré

Cdc nha sdn xudt 6 té dang tiép cdn mét loai khdch hang mdi: nhitng ngwoi chwa di tudi
ldi xe. Rdt nhiéu céng ty qudng cdo trong khu vwc danh cho tré em nhw phong tdp thé hinh tré
em, cdc trang mang xd hdi noi ngwoi tré thwong tu tdp, va cdc chwong trinh hoat hinh sdng
thir Bdy. Trén trang Whyville.net, mdt thé gici s6 noi gdn hai triéu tré em tudi tir 8 dén 15 tu
tdp, tré em c6 thé mua nhirng chiéc xe Scion xBs do néu cé du “clams” (don vi tién té trén
Whyville). Néu khdng, ho cé thé gdp Eric, nhdn vién tw vdn tai chinh do ctia Toyota, dé tinh
todn sé tién mua mot chiéc xB gibng hét nhw vdy ngoai doi thwc. Tai sao ho lai qudng cdo 6 to
cho tréem? Pon gidn, béi 1/3 phu huynh néirdng con ho “gép phdn tich cwc” vao quyét dinh
mua 6 té ctia bd me.

Cac khach hang tré tao nén 3 thi trwedng khac nhau:

e Thi trweorng chti dao: Tré em danh rit nhiéu thoi gian cho nhitng thit chiing mudén va
thich, bao gobm d6 choi, quan 4o, phim dnh hay cc tro choi dién tir. Khi cac nha thi treong
cta cdng ty keo M&Ms nhén ra ai la ngwdi mua sdn phdm cia ho nhiéu nhit, cong ty bén
thiét ké lai cAc may ban 1é véi khe nhét tién thip hon dé€ phuc vu nhitng nguwoi thip, va nho
dé doanh s6 ban ting dang ké. Hau hét tré em déu tw chon cho ching nhian hiéu kem danh
rang, dau goi dau va bang bit vét thwong riéng. Mot nghién ctiru 16m vé tré em do tuditlr 6
dén 11 cling phathién ra cic théng tin trong thang qua nhw sau:

- 7% tré em tirng ghé tham hoac str dung mang xa héi MySpace.com

- 10% tirng tai nhac trén mang

- 6% da viét hodc doc motbai bdo hoidc blog trén mang

- 54% co ti vi trong phong riéng

- 26% c6 hé thongloa trong phong riéng

- 19% c6 may tinh trong phong riéng

e Thi trwong anh hwdng: Sw nhwdng nhin cia cha me la cum tir lich sw dé chi sw viéc
cha me phai “dau hang” truéc yéu ciu cia con cai. Sw nhwong b nay anh huwdng ratlén dén
viéc Iwa chon sdn phdm, béi khodng 90% yéu ciu cla tré em gan véi mot nhan hiéu. Cac
nha nghién cru wéc tinh dnh hwdng truwc tiép cla tré em do6i véi cac chi tiéu trong gia dinh
c6 thé co gia trilén téi 453 ty do-la mot nam. Theo dd, trung binh mdi 2 phut tré em lai doi

mua motsan phadm khi di mua sim cling b8 me. Nhan thdy 4nh huédng nay, nhan hiéu Mrs.
Butterworth’s Syrup di mé& mot dw 4n 6 triéu d6-la nham truec ti€p t&i tré em bang nhirng
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quang cao hai huéc, trong dé ngwdi lon khong xuit hién ma danh toan bo thoi gian dé chai
sir6 néi chuyén véi tré em. Mot nhan vién dw an giai thich: “Chung to6i phai khuyén khich tré
em meé nheo [dé thuyét phuc cha me chiing mua san pham]”.

e Thi tredng twong lai: Tré em roi sé tré thanh ngwoilén, vi vay cac nha thi treorng biét
nhin xa trong rong sé tim cach tao long trung thanh vé&i nhan hiéu ngay tir khi khach hang
con nhd. biéu dé giai thich tai sao Kodak khuyén khich tré em tré thanh cac nhiép anh gia.
Hién nay, chi c6 20% tré em d6 tuditir 5 dén 12 c6 may anh riéng, va ching chup trung
binh mdi ndm chi mdt cudn phim. Cong ty da phathanh mot quang cio cho thiy nhiép dnh
la s& thich thoi thwong, vala mot dang pha cach. Cong ty dong hop may anh cung véi mot
chiéc phong bi dé truc ti€p giri phim lai va cha me bon tré sé khong thay cac birc hinh.
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Kiém triéu do-la tir thé hé Millennial

Ndm 1956, tir “teenage” (tudivi thanh nién) xudt hién trong hé théng tir vweng ctia My khi
Frankie Lymon va nhém Teenagers tré thanh nhém nhac pop ddu tién khdng dinh minh véi
I6p khdn gid nay. Du tin hay khong thi vi thanh nién van la mét khdi niém khd méi. Trong lich
str, mét ngwoi don gidn chi chuyén doi tir tré em sang ngwdi Iém, va rdt nhiéu nén vdn héa
gdn sw thay déi dét ngédt nay véi mot 1€ nghi hodc phong tuc nao dé.

Cai goila Thé hé Y (twong tw 8x & Viét Nam) cling c6 vai tén goi khadc nhau, bao gom
“Echo Boomers” va “Millennials”. L{ra tudinay chiém gin 1/3 tong dan s6 nwéc My, va tiéu
thu 170 ty d6-la moi ndm. Ho yéu thich cidc nhan hiéu nhw Sony, Patagonia, Gap, Avenda, va
Apple. Echo Boomer la thé hé da dang vé ching tdc nhit, trong d6 35% khong phai nguoi
da trang, va rat nhiéu ngwoilén 1én trong cac gia dinh khong truyén théng (chi c6 cha hodc
me, hodc hon nhan dong gi¢i). Ngay nay, 1/4 s6 nguwoi & do tudi 21 séng trong gia dinh chi
c6 chahodcme, va 3/4 trong s6 d6 c6 me tham gia lao dong.

Khong giéng cha me hay cac anh chi minh, thé hé Y thuwong gitt dwoc nhirng gia tri kha
truyén thong, va ho tin vao gia tri ciia viéc tudn thi hon la néiloan. Ho dwgc day phailam
viéc theo nhém: day hoc theo nhém, chdm diém theo nhom, thé thao déng déi, dich vu cong
ddng, hoc gan lién véi hanh, va hoi sinh vién. Cac vu bao hanh trong gi¢i tudi teen gidm
60% dén 70%. Ty 1& hit thubc, udng rwgru cling nhw mang thai & tudi vi thanh nién ludn
thap. Cr 10 Echo Boomers thi 5 ngwdi ndirang ho tin twdng vao chinh pht, va 100% tin
tuwdng cha me.

Millennials 1a thé hé dau tién 1én 1én cung may vi tinh va ti vi véi 500 kénh khac nhau,
nhitng con ngudi da chirc ning véi dién thoai di dong, tai nhac, nhan tin trén mang Internet.
Ho hoan toan danh thi gian & nha va chi cin dung ngén tay 1a cé giao ti€p trwc tuyén va
qua dién thoai di dong (tin nhin va vin ban viét thinh hanh hon hdi thoai). Nhirng khach
hang nay that sw 1a nhirng cd6ng dan sé. Rat nhiéu nguoi tré thich st dung mang Internet dé
lién lac vi ho c6 thé 4n danh dé néi chuyén véi nhirng ngwdi khac giéi hodc khac dan toc,
chuang toc.

Khach hang tré cho rang dién thoai ddy hay may tinh d€ ban 1a nhirng thi 16i thoi. Ho
vira mudn ranh chén, lai vira muén dwoc két néi véi ban beé 24/7. Cong ty quang cio Saatchi
& Saatchi goi phong cadch s6ng méinay la twong thudc. Khi Toyota dang phat trién mau xe
Scion hwéng dén gidi tré, cac nha nghién ctru ctia cong ty nhan thiy thé hé Echo Boomers
dwong nhw sinh séng ludn trong xe hoi cia ho; dién hinh 1a 1/4 thé hé Y dé€ toan bd ti quan
4o ctia ho trong 6 t0. Vivay, cac nha thiét ké cua Toyota bién chiéc Scion thanh mot ng6inha
c6 banh xe, véi ghé ngd phia tredc dé€ ngudri lai xe c6 thé tranh thi ngu gitra cac tiét hoc, va
mot 6 dién 15V d€ ngwdi dung cam sac may tinh.
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Hai nha khoa hoc da nghién cttu ti mi xem tré em 13, 14 tu6i tich hop may tinh vao doi
s6ng ciia ching nhw thé nao, va chiing st dung may tinh dé thé hién hinh dnh do ciia ban
thén ra sao. Bon tré khong thé di xa dwoc (vi khong biét 1ai xe) nén chiing sir dung may tinh
dé kham pha nhirng dia di€ém, nhirng phong cach sé6ng khac. Cac nha nghién ctru da tim hiéu
nhirng tir ngtt 4n du ma bon tré dung dé goi chi€éc may tinh ctia minh. V&i mét s6 nguoi,
may tinh 1a mot “ngbi nha chung” noi ching giao ti€ép va két ndi; dé cling cé thé 1a mot “vi
hoi” noi ching c6 thé choitro choi va tim mot “bd ndo ngoai” giip ching lam bai tip. Ro
rang nguwoitré dang b6 budc cdc mbi quan hé thin thiét cia ching véi cac kénh théng tin
trong mot khdng gian 4o, noi chiing ta méi chi hi€u biét phan nao.

Bé&ithanh thi€u nién hién dai dwoc nudi ndng day dé bang ti vi, va thudng “hiéu biét”
hon thé hé tredc, nén cic nha thi trweong cdn khon khéo trong cach tiép cin ching. Cu thé
13, thé hé Y cAn nhan dwoc thong tin xac thwc, khong ké ca bé trén. VAy, cic nguyén tic dé
gay cha y véi khach hang tré tu6ila gi?

e Quy tics6 1: Khonglén giong bé trén. Khach hang tré muén dwoc tw dwa ra két luin
vé sdn pham. Mot khach hang tudi teen néi: “Tdi khdng thich ngwdi khac bao toi phailam gi.
Nhirng bai thuyét gido vé ma tiy va tinh duc chi la Iy thuyét suéng. Ho thi biét gi? Toi cling
khong thich nhirng quang cdo véi mot dam ngwdi moi moc: ‘Nao lai day thir sdn phdm nay
di!” Nhirng tht d6 chang c6 tic dung gi ca.”

e Quy tics6 2: Dirng cb tré thanh nguwoi khac. Hay thé hién ding nhw hinh dnh thuong
hiéu ctia ban - gidi tré thich n6ithang va that. Cac cong ty gittr ding loi hira sé& tao dwgc 4n
twong véi ho. Procter & Gamble c6 dwoc gia tri ndy bang loi bao ddm “Hoan lai tién néu
khong hai long” vé&i san phdm lan khir mui Old Spice High Endurance, va dé nghi khach
hang goi dién dén s6 1800 dé phan anh.

e Quy ticsd 3: Lam cho ho cam th4y thw gian. Hay twong tac thwong xuyén va dwa ra
thong diép ngan gon. Thé hé Y mudn bit gip cac thwong hiéu & nhirng noi khong ngd téi.
Ly do ching xem mdt chwong trinh ti vi cling mot phan vi mu6n dwgc xem nhirng quang
c4o thu vi. Néu muén tim hiéu thém, ching cé thé truy cip vao website ctia ban.

e Quy ticsd 4: Hay chirng té ban hiéu nhitrng gi gi¢i tré phai trai qua, nhwng dé cip mot
cach nhe nhang. Quang cao keo bac ha Ice Breakers ctia Hershey da ngam chi raloi ich cta
sadn phdm bang cach nhidn manh su cing thang cia mot chang trai khi quyét dinh tiép cin
mot cb gai trong ciulacbd dém. “Minh dd mic b6 d6 may min roi”, ciu thanh nién ty tran
an ban than. “Khéng dwoc vap, khong dwgc nho rai. Hay thw gidn di nao. Nhung hoithé cia
minh thi sao nhi?”.
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Ngwoi tredng thanh khong trwedng thanh thém niva

Restylane la céng ty hang ddu vé sdn phdm ngdn ngtra nép nhan. Ndm 2007, ldn ddu tién
quyét dinh tung sdn phdm truec tiép toi khdch hang, céng ty dd mé mét chién dich qudng cdo
trén nhiéu mii, danh triing vao sw tinh nhay cta tdng lop trung nién. Mot qudng cdo truyén
théng trén tivi dwa ra hinh dnh so sdnh trwéc va sau khi str dung sdn phdm, kém theo chia sé
ctia mot sé phu nir vé viéc sau khi diéu tri, dan 6ng da ngdm ho nhiéu hon nhw thé nao. Miii
thit hai la mét doan kich ngdn trao phiing trén YouTube, b6i cdnh la sinh nhdt ldn thiv 50 clia
mot phu nir. Khi con trai ba dang lam m{t video chiic mirng sinh nhdt thi ba me dang du yém
v&i mét ngwoi dan éng tré trén ghé sé pha. Khdn gid khéng hé biét dé la mét doan qudng cdo
cho dén 15 gidy cudi cung. Miii thir 3 la mét cudc thi mang tén “Ba me quyén rii nhdt nwéc
My”; nguwoi dw thi sé givi cdc video 1én mot trang web, va nguwoi chién thdng sé nhdn dworc tién
mdt, diéu tri mién phi trong vong 1 ndm va mét cudc phéng vdn véi mot céng ty ngudi mau.

Baby boomer (nhitrng ngwoi sinh ndm 1946 dén 1964) 1a thé hé ma cha me ho xay duwng
gia dinh sau Chién tranh Thé gi¢i th Hai va trong nhitng ndm 1950 khi nén kinh té thoi
binh dang trong giai doan thinh viegng va 6n dinh. (Nhw mét quy luat chung, khi moi nguwoi
cam thay tw tin trwedc boi cdnh thé gidi, ho c6 xu hwéng sinh nhiéu con hon.) La nhirng
nguwdisinh trong nhirng nim 1960, 1970, thé hé Woodstock di tao ra mot cudc cach mang
trong phong cach, chinh tri va quan diém tiéu dung. Trwéc khi budc vao tudi gia, ho da
tham gia nhiéu sw kién van h6a khac nhau nhw phong trao Tw do Ngén luin, phong trao
Hip-pi trong nhitng ndm 1960, chu thuyét kinh té Reagan va phong trao Yuppi nhitng ndm
1980. Gitr day khi da trwdng thanh, ho bat ddu dnh hwdng dén nén vin héa chung.

Chién dich ctia Restalyne cho thiy, thé hé nay ning dong va khde manh hon cac thé hé
trwdrc rat nhiéu, va ho dang trong thoi di€m kiém dwoc nhiéu tién nhat. Mot quang cao cho
VH1, mang 4m nhac danh cho nhirng ngw¢i da qua tudi nghe MTV, cling chi ra: “Thé hé dam
dung thudc phién dé chay tron hién thuc... thi cling ddm dung thudc giai dé€ dwong dau véi

”

no.

Levi Strauss la cong ty dién hinh xay dwng hoat dong kinh doanh c6t16i cia minh dwa
trén thé hé boomers. Mac du gan day, cac nha san xuit trang phuc phai do6i mat véi viéc gitr
cac khach hang 1én tudi, nhitng nguwdi tirng mac quan jean ki€u hip-pi va khong hirng thu
v&i cac ki€u dang truyén thong. D€ dap (rng nhu ciu ciia ho, Levi Strauss tao ra mau san
phidm “New Casuals” v&i nhitng ki€u quan nghiém tic hon jean, nhwng thoai mai hon du
phuc. Khach hang muc tiéu la nam gidi tir 25 dén 49 tudi véi hoc thirc va thu nhép trén
trung binh, 1a nhirng céng chirc vin phong va lam viéc & nhirng khu db thi 1&n. Va chudi ctra
hang Dockers ra doi.

Khach hang tudi tir 35 dén 44 tiéu ton nhiéu tién nhit vao nha ctra, xe cd va gidi tri. Thé
hé baby boomer liic nao cling ban rén “chdm séc cho t6 4m ctia minh”; va ho danh khoang
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40% thu nhép cho viéc trang bi d6 dac va dung cu gia dinh. Thém vao d6, ngu i tiéu dung
tu6i 45 dén 54 1a Itra tudi tiéu xai nhiéu nhit vao viéc an uéng (nhiéu hon mirc trung binh
30%), quan 4o (hon mic trung binh 38%), va cac chwong trinh hwu tri (hon mirc trung
binh 57%). P& hi€u r6 khach hang tuéi trung nién dnh hwdng dén nén kinh té cda ching ta
nhw thé nao, hiy xem vi du sau day: 0’ mirc do tiéu dung nhw hién nay, néu sé chi ho do
tu6i 35 dén 54 ting 1% thi s6 tién khach hang tiéu dung sé tang 8,9 ty do-la.

Ngoainhirng nhu cau trwc ti€p vé san phdm va dich vy, nhirng nguoi & do tudinay con
phai nubi con cai ciia minh, khién cac nha thi treong ludn ban rén suy tinh cho twong lai. Do
ty 1é thu tinh gidm nén thé hé m&i nay khong nhiéu nhw thé hé 6ng cha ho, chiing ta c6 thé
dung tir baby boomlet dé chi thé hé tré em nay. Rt nhiéu cip doi thudc thé hé boomer tri
hoan viéc 14p gia dinh va c6 con b&inhitng co hdivalwa chon méi cho phu nit. Ho bit dau
c6 con & tudi cudi 20 dau 30, va két qua 1a mdi gia dinh ¢6 it tré em hon (nhung c6 1& dwoc
cwng chiéu hon). Xu hwéng méinay trong gia dinh tao co hoi cho cac sdn phdm nhu 6 t6
(chiéc xe SUV gan véi cac “ba me kiéu mau” quanh quan v&i chuyén hoc hanh va thé thao
clia con), cac dich vu (ngh@ trong tré va chudi co s& trong tré 16n nhw KinderCare), va
truyén thong (tap chi Working Mother chang han).

Mic du bi tudi tré 1am mé hodc, mdt s6 nha quang c4o hién nay da cAn nhic truéc sirc
mua khéng 16 ctia thé hé boomer.

Trong mot quang cio cho hang Toyota Highlander, cAic boomer - nhitng ngw¢i con da
16m va bat dau tw 1ap - chia sé: “V&icudc song tw do méi nay, ban sé phai tw 1am m&i minh
trong 30 dén 40 nam hwu tri, mot diéu hoan toan khac véi thé hé 6ng ba va cha me ban.”
Ngay ca cac ti€p thi vién dién thoai véi nhiém vu truyén thong tin téi di ddng cua gidi tré
cling bat ddu huwdng dén 1¢p trung nién. Vi du, doc gid ctia Redbook c6 thé diu gid mot nam
nhin vé xem phim qua tin nhan.

95



SU’ THAT 42

Cira hang ban 1é van thu 1oi tét

Khodng 14% ngwoi My séng dwdéi mive nghéo khé, va hdu hét cdc nha thi truwong déu b
qua thanh phédn nay. Tuy nhién, du nguwdi nghéo cé it tién dé€ mua sdm hon ngwdi giau thi ho
van cé nhitng nhu cdu co bdn giéng nhw tdt cd moi ngudi. Cdc gia dinh thu nhdp thdp tiéu thu
cdc sdn phdm cdn thiét nhw sira, nwéc cam hay tra voi ty 1é twong dwong cdc gia dinh thu
nhdp trung binh. Cdc gia dinh c6 mirc lwong téi thiéu thdm chi tiéu tén nhiéu hon binh
thwong cho cdc dich vu chdm sdc strc khée trd tién trwc tiép, thué nha va thuc phdm tai gia.
Thdt khéng may, viéc gianh dwoc ngudn khdch hang nay déi véi ho la rdt khé khdn, béi nhiéu
doanh nghiép khd ngdn ngai khi phdi ddt doanh nghiép & khu vwc thu nhdp thdp. Trung binh,
ddn cw tai cdc viing nghéo kho phdi di chuyén hon 3km dé téi dwoc siéu thi, cdc hiéu thudc
I6m va ngdn hang.

Tuy nhién, nhiéu cong ty van dé tAm dén viéc tiép thi cho ngwdinghéo, béibd phan nay
chiém s6 lwgng twong d6ilén. Nha kinh té hoc C. K. Pralahad ti€p tuc “thém I&a” cho van dé
nay bang cudn sach The Fortune at the Bottom of the Pyramid (tam dich: Gia tai noi Pay Kim
tw thap), trong d6 6ng cho rang cac cong ty 16m c6 thé thu loi nhuan va gitp 4 triéu nguoi
ngheo khé hoic thu nhap thip trén thé gi¢i bang cach tim ra cAc hwédng méi @€ ban xa
phong va ta lanh cho ho.

Mot so cong ty dang tién vao thi tredng 1on nay véi viéc dinh vi lai hé thong phan phoi
hodclam cho san phadm cia ho don gian va ré tién hon. Khi Nestlé Braxin gidm kich thuéc
déng gbi san phdm banh quy Bono (tén banh khong lién quan gi dén ca si U2) tir 200 gram
xuéng con 140 gram va giam gid san phdm, doanh sé ban ting vot t&i 40%. Unilever dit tén
mot nhan hiéu xa bong méi 1a Ala d€ nhirng ngudi mu chir & chadu My La Tinh c6 thé dé
dang nhin ra ching. O Mexico, cong ty xi mang khéng 16 Cemex da cai thién dang ké chat
lwgong nha & cia cdc khu dan cw nghéo sau khi gi¢i thiéu mot hé théng tra tién tai chd dé
moi nguwrdi mua nguyén vat liéu xay dwng.

Nha kinh té hoc ngwdi Bang-la-dét Muhammad Yunus da doat giai Nobel kinh té nam
2006 danh cho ngw¢i diu tién dwa ra khai niém tin dung vi mo. Ngan hang Grameen ctia
ong mdi thang cho vay cac khoan nhé - thdng thwong it hon 100 d6-la - danh cho nhirng ca
nhin khéi nghiép & cac nwéc dang phat trién. Nhiéu nha thi treong lai danh vao “phu nir
dung di dong”, nhirng ngwoi cho thué dién thoai cua ho tai cac vung héo lanh. Tinh dén nay,
ngan hang da phat ra khoang 6 triéu khoan cho vay, va gan 99% nguwoi str dung hoan tra lai
tién (so v&i ty 1€ hoan trd 1a 50% tai mét ngdn hang binh thwong & mot nwéc dang phat
trién).

Sw thanh céng cta La Curacao, chudi ctra hang ban 1é tai California nhdm t&i khach hang

g6c Tay Ban Nha, chinh la nh& mong muén dwgc phuc vu nhu ciu ctia khach hang c6 thu
nhap thip. Chudi ctra hang 1a dia con tinh than ctia hai anh em ngu i Israel, nhitng ngudi
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c6 hoan canh twong tw khach hang ctia ho. Ho ciing tirng la nhirng ngwdinhip cw bathop
phép téi My dé tim kiém mot cudc song tot dep hon. Ho nhén thay ty 1€ riiro tin dung &
nguwoinghéo ratthip néu cic nha ban 1é khién ho cdm thiy biét on khi ddm vi ho ma dau tw
mao hiém. Va cach nay c6 vé phat huy tic dung: Khach st dung thé tin dung ctia ctra hang
cho 95% lwgng san phdm tiéu thy, va d6ivéi 80% khach hang, thé clia La Curacao la chiéc
thé tin dung dau tién trong doi. Khau hiéu cla ctra hangla “Un Poco de Su Pais”, nghia la
“Mot goc ciia didt nwére ban”. Moi thir trong clra hang - tir nhitng birc twrong Mayan va Aztec
trang tri bén ngoai dén diéu nhac salsa, nhan vién nditiéng TAy Ban Nha va cac bang hiéu
viét bang chir TAy Ban Nha - tit c& khién khach hang cdm thidy nhu ho dang vé véi qué nha.
B&inhiéu gia dinh nhap cw mua sidm tai d6 khong du diéu kién dé dwa con cai ho dén
Disneyland, ctra hang con dwng mét san khiu v&i hinh anh ban nhac mariachi, cac chd hé va
cac tro tiéu khién khac danh cho gia dinh.
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Ngwoi giau ciing khac nhau

Néu cé du “Benjamins” (chi thich cho déc gid trén 25 tudi: cdc tor 100 db-la), ban cé thé
mua mot con biip bé Barbie Pink Splendor kém trang sitc bang pha 1é va mét bo vdy phong
may bang chi vang 24 cara. D€ cé mét con bup bé “séng déng”, Victoria’s Secret da trang bi
cho né chiéc do Iot ky diéu hang triéu dé-la, véi hon 100 cara kim cwong thdt.

RO rang ratnhiéu cong ty thich giao thwong trong thi trwedrng giau cd, cao cap. Méi quan
tAm cua ho 1a cé 1y, b&i nhirng khach hang nay c6 diéu kién dé chi trd cho nhirng mit hang
xa xi (thwong 6 bién lgi nhuén cao hon). Tuy nhién, that sai [Am khi quan niém rang chiing
ta phai gop nhitng nguoi c6 thu nhap cao vao cing mét nhom nhiéu-tién. B&ivi cac tang 1ép
trong x4 hoi dwoc phan chia dwa trén nhiéu yéu t§ chir khdng chi tinh bang thu nhap don
thuén. L6iséng va cac yéu t6 nhu: ho ki€ém tién & dau, kiém bang cach ndo, va trong thoi
gian bao lau cling anh hwéng ratlén dén thi hiéu va wu tién tiéu dung ctia ngudi giau.

Trai v&i nhitng hinh mAu cia ching ta vé ngudi gidu, mot ty ph dién hinh 1a mot ngudi
dan 6ng 57 tuodi, tw 1am dng chd, thu nhip trung binh 131.000 dé6-la, childy 1 v, c6 con,
chwa bao gi¢ tiéu hon 399 d6-la vao motbd quéin do hodac hon 140 d6-la vao gidy dép va di
xe Ford Explorer. (Nhitng miéu ta ggi cho ching ta hinh dnh nha ty pht khiém ton Warren
Buffett.) That thu vi khi nhiéu ngwoi giau khong tw cho minh 1a giau c6. Cac nha nghién ciu
xu hwéng nhin thay ho theo du6i cdc mat hang xa xi trong khi tiét kiém tirng dong véi cac
mat hang thiét yéu hang ngay - mua giay & Neiman Marcus va lan khr mui & Wal-Mart
chang han.

Nhin chung, nhitng ngwdi luén c6 nhiéu tién sé sir dung tai san cia ho theo kiéu khéc.
Cac gia dinh giau c6 lau doi (gia dinh Rockefellers, DuPonts, Fords, v.v...) song cht yéu dwa
vao tai san thira ké. Chi giau cé chwa du dé c6 dia vi cao trong x4 hdi. Ban con can thé hién
truyén thong gia dinh 1a cung cap cac dich vu xa hdiva tir thién, va nhirng cong hién hiru
hinh nay thwéng gidp tén tudi cadc nha hdo tAim sé6ng mai (Pai hoc Rockefeller, hoi trueong
Carnegie, bdo tang Whitney). Khach hang thudc dang nay nhin biét nhau bing té tién va
dong d6i hon 1a mirc d6 giau c6. Va ho rit cin trong véi dia vi ciia minh: nghia 13, ho phai
luyén tip ca doi dé lam nguwoi giau cé.

Nhirng nguwoi giau dot ngdt bang dong tién ho tw ki€ém dwoc thuwong lo lang vé dia vi clia
minh. Ho quan sat méi trweong vin hoa dé ddm bao ho 1am “dung”, mic “ding” mot, xuat
hién “ddng” chd, an “ddng” loai thwec phdm, v.v... Tai cac thanh phé 16n & Trung Quéc nhw
Thwong Hai, mot s6 ngwdi con méc pijama noi cong cong dé chirng to ho 1a nha giau mai
phat. Nhw mot khach hang giai thich: “Chi c6 nhirng nguw¢i & thanh phd méida tién dé mua
trang phuc kiéu nay. ' nong thén, ngudi ta van phai mic quian 4o cii di lam dé 1én giwong.”
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Du la giau m&i ndi hay khéng, ching ta déu c6 mot xu hwéng thAm cidn c6 dé la tw danh
gia ban than, sy thanh cong trong cong viéc, dién mao va sw giau c6 ciia minh trong méi
twong quan v&i nhirng ngwoi khac. Sw phattrién cia mot thi trweong da ting 16p cho thay
ratnhiéu sdn phdm xa xi da xuit hién & thi trweong thap hon; tén tudi clia cac nhan hiéu
thiét k€ d6c quyén mot thoi gior da xuit hién trén nguwoi, trong nha va trong ga ra cia nhiéu
khach hang, ma trwéc day ho chi dwoc nhin va ao wéc ching trén cac tap chi nhw Lifestyles
of Rich and Famous (Phong cach song clia nguwoi giau va noi tiéng). Vay diéu nay nghia la
ching ta khong cin nhirng biéu twong cho dia vi nira hay sao? C6. Thi trwong tiép tuc dwa
ra nhitng san pham va dich vu gid ngay mot ngit ngwdng, tir nhirng chiéc Hummer gia
130.000 d6-la, bd vong tay danh tennis bang kim cwong ki€u me-con 12.000 dé-la, cho dén
quan jean 600

do-la, 800 do6-la tién cat toc va nhitng chai rwou gia 400 do-la. Dwong nhuw dau dau ta
cling c6 thé bat gdp mot chiéc tdi xdch hang hiéu (hodc it nhat 1a mot chiéc tui nhai cé logo),
nhuwng nhirng khach hang giau nhit nwéc ching ta hién dang thué 9.000 dau bép riéng, di
phau thuit th&m my va cho con hoc gia sw toan v&i mic phi 400 do-la mot gid.

DAu thé ky XX, nha phan tich xa hoi Thorstein Veblen I4n diu tién ban vé dong luc tiéu
dung vi tiéu dung. Theo Veblen, chiing ta mua hang d&lam ngwdi khac ghen ty, bang cach
thé hién sw giau c6 hay quyén lwc cia minh. Veblen dwa ra thuit ngir tiéu dung phé trrong
dé chi nhirng ngwdi mudn dwa ra bang chirng hitu hinh chirng minh ho c6 kha ning mua
hang xa xi. M0i quan tim vat chit thai qua thoi biy gio anh huwdng dén quan diém cda
Veblen; 6ng viét sach trong thoi Ky ctia “nhirng ké cwdp tw ban”, khi nhirng nguoi nhw J. P.
Morgan, Henry Clay Frick va William Vanderbilt dung nén cac dé€ ché tai chinh khong16 va
phé trwong tai san ciia minh, canh tranh nhau vé mirc d6 tiéu xai hoang phi.

Duwong nhu treée diy nguoi ta thwe sw séng qua xa hoa va lang phi? Dung, va cé 1€ moi
thi cang thay ddi thi ban tinh ctia ho cang kién dinh. Nhitng vu bé béi gan diy lién quan dén
cac cong ty nhw Enron, WorldCom va Tyco da tao lan séng gidn dit trong khach hang khi ho
nhan ra trong lic cong nhan phai chat vat song qua ngay thi mot s6 6ng chti 1on ném tién
qua ctra s0. Viéc giam doc diéu hanh ctia Tyco bo ra 1 triéu d6-la té chirc sinh nhét cho vo
chang khac gi bira tiéc cia mot tén cwdp tw ban: tiéc dién ra trén tredrng ddu ki€m, trong do
dit motbirc twong bang bing nhw birc twong David ciia Michelangelo, va rwgu vodka chay
ra tir “clia quy” ctia birc twong vao cac ly bang pha lé.

Khéng phai ngudi giau nao cling nhw nhau.
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Mua chai twong ca, dwgc nghe nhac salsa

Cdc nha thi trwong khéng thé bé qua sw da dang ctia cdc nén vdn héa, yéu té dinh hinh xd
héi. Cdc ddn tdc thiéu so ciing tiéu 600 ty dé-la mdt nam cho hang héa va dich vu, vi thé cdc
doanh nghiép cdn diéu chinh sdn phdm va cdc chién lwoc truyén théng sao cho phit hop véi
nhu cdu riéng ciia ho. Ngwoi nhdp cw chiém 10% déan s6 nwéc My, va sé chiém 13% trong ndm
2050.

Sw thay d6i quan trong nay khuyén khich cac nha quang cdo hoach dinh lai chién lwoc
cii, cho rang tat ca khach hang ctia ho déu 1a ngudi da trang dén tir Tay Au. Vi dy, trong mot
phan ctia 1€ ky niém 50 ndm ra d&i sdn phdm kem danh ring Crest, Procter & Gamble da
lam s6ng lai hinh dnh “Crest Kid” — ban d4u la mot ciu bé phing phinh dwoc sdng tao béi
Norman Rockwell nam 1956. Gi¢ ddy, mot c6 bé goc Cuba dong nhan vat nay. Mot s6 nguoi
cam thay khong thoai mai vi cho rang nha thi trudrng can dé y dén sw khac biét vé ching tdc
va dan toc khi thwce hién cac chién lwoc quang cio. Tuy nhién, nhirng thanh phan tiéu van
héa nay that sw sé hiru ngudn ciu 16n. Vi du, nghién ctru chi ra rang thanh vién ctia cac
nhém thiéu sé tin twdng vao quang cao c6 nhan vat dai dién thudc dan tdc cia ho hon, va suw
tin nhiém nay ti€p tuc chuyén thanh thai dé tich cwc d6ivéi thwong hiéu. Tuy nhién, cac
nha thi tredng cin chi y tranh lam mat long tit ca cic thanh vién trong mot cong dong dan
tdc hodc ching tdc thi€u s6 bang phwong phap ndy; mot sd hinh twong khai quat khong
nhirng khéng chinh xac ma con c6 thé ddng cham tdi nhirng khach hang ma c6ng ty nham
toi.

Tiép thi thi€éu s6 dang rat thinh hanh déi véi nhiéu cong ty, nhwng thuwce té viéc xac dinh
va nhdm t&i cac thanh vién cia mot nhém nhit dinh khong phaila chuyén dé trong xa hoi
“lau thdp cAm” nhw hién nay. Trong cudc diéu tra dan sé nam 2000 tai My, khodng 7 triéu
nguwoinhan ho mang 2 chiing toc tré 1én, va khong tw x€p minh vao mot trong cic nhém: da
tring, da den, g&c A, Han Qudc, Samoan hay batky nhém phan loai nao khac. Sw néi tiéng
cta gén thu Tiger Woods cang lam ndi bat sy phikc tap vé chung tdc tai M. Mic du ching ta
coi Tiger la mot nguwoi My gdc Phi, nhwng thyce t€ anh la hinh twong tiéu bi€u ctia sy da
chiing tdc: Me 13 nguwdi Thai, va anh con c6 t6 tién gdc TAy Au va An Do. Mot s6 ngwdri ndi
tiéng da ching tdc khac bao gdm: dién vién Keanu Reeves (gdc Hawai, Trung Quéc va Tay
Au), ca si Mariah Carey (g&c Venezuela da den va da tring), va Dean Cain néi tiéng trong
phim Superman (lai Nhat Ban va Tay Au).

Trong lich stt, phin lén ngwdi My nhap cw xuat phat tir chau Au, nhwng tinh hinh nhap
cw gan day da c6 nhirng thay ddilén. Ngudinhap cw méi thwong 1a dan chau A hodc nguoi
goc Ty Ban Nha. Khi nhitng lan séng nhip cw nay tran vao nwéc My, cac nha thi trueong cé
tim hi€u phong cich tiéu dung cta ho va theo dé thay déi cac chién lwgc cia minh. Tét nhat
héy tiép can nhitng ngudi méi dén nay biang ngdn ngit ctia chinh ho - dit d6 1a ngwoi A Rap,
chau A, Nga hay dén tir viing Caribe. Ho thudng séng tu tap véi nhau vé mat dia 1y, khién
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viéc ti€p can tré nén dé dang hon. Cong dong dia phwong 1a ngudn thong tin va goi y cha
dao, do d6 thoéng tin truyén miéng la v cing quan trong.

Truéc diy, cic nha thi trweong st dung biéu twong cia cic nhém thiéu sé nhw con
duong tit d€ gi¢i thiéu cac tinh ning sdn phdm. Ho thwong st dung cac hinh &anh tho 16 va
chan thyc khi m6 ta ngudi My goc Phi la khim ntim hay ngwdi Mexico la nhirng tén trom
cwédp. Khi phong trao dan quyén dem dén cho cdc nhém thi€u s6 nhiéu quyén lgi hon va dia
vi kinh t€ ngay mot cao ctia ho khié€n cic nha thi trweong phai kinh né hon, nhitng hinh anh
dinh kién ndy méi mat dan.

Gio day, cong ty Mars dang mao hiém vé&i nhan hiéu gao Chi Ben. Hon 60 ndm qua, bao
bi sdn phdm déu in hinh nhan vat Chd Ben da den. Ong deo mét chiéc no goi hinh dnh cia
mot ngwoi diy té va phu khuan vac, va cach goi cling phan 4nh viéc nguoi da trang & mién
Nam thwong st dung cic tir Chi va Di nhw céi tén danh dw cho nhirng ngwdi My géc Phi lon
tudi, b&i ngwdi da trang khong mudn goi ho bang “Ong” (Mr.) hay “Ba” (Mrs.). Mars dang
hoi sinh nhan vit nay, nhwng hinh anh dwoc stra thanh Ben, mét doanh nhin thanh datlam
viéc trong mot van phong sang trong, ngwdi chia sé “sw thong thai” ctia minh vé gao va cudc
séng trén website ctia cong ty.
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SU’ THAT 45

Tim Kiém hoi cau ca dung moi nhan tao, hay cac tin dé Harry Potter mé nhac Jazz

Tw cdch hoi vién cia chiing ta trong mét nhém xd héi dinh nghia bdn thdn méi nguoi.
Mt tiéu vdn héa la mét nhém trong dé cdc thanh vién cé cung tin ngwdong va nhitng kinh
nghiém chung, phdn biét ho véi nhitng ngudi khdc. Méi chiing ta déu thudc vé nhiéu nén tiéu
vdn héa khdc nhau, dwa vao tudi tdc, chiing téc, ddn tdc hodc noi sinh séng.

Sw da dang vé thi hi€u va hoat ddng ciia khach hang ngay nay c6 nghia rang thuat ngi
thi trweong dai ching khong con miy y nghia nira. Chuing ta dang chirng kién sw phat trién
xoan Oc¢ cla viéc phan khic thi trweong, diéu doi hoi chung ta phai tiép thi truwc ti€p tdi tirng
nhom nho khach hang - nhwng nhitng théng diép ctia ching ta sé tip trung ding déi twong
hon.

Trai v&i nhirng ti€u vin hoéa kha 1én c6 phin ving dia Iy nhw nguwdi My goc TAy Ban Nha
hay thé hé baby boomer (phan loai dwa trén yéu t6 Tw nhién), nhirng ngudi thudc mot
nhém van héa c6 thé tw do nhan dién ban than bang mot phong cach séng hay quan diém
thadm my. Mot vi du dién hinh cia nhém van héa la hdinhirng nguwdi yéu thich xe hoi mang
tén “Tuner”. Ho 1a nhitng thanh nién ddc than, xap xi 20 tudiva thwong thudc cong déong La
Tinh hodc chau A. Ho cting dam mé nhitng chiéc xe t6c d6, nang cap xe 1én phién ban cao
cip. Nhém nay cé nhirng bu6i tu tip vao t6i mudn véinhirng tay dua dwong phd bathop
phap & New York hay Los Angeles. Gior diy, Tuner cé vi thé chti dao hon; cac tap chi nhw
Import Tuner va Sport Compact Car va mot sé6 cong ty 1&n nhw Pioneer hing hai tranh tha
nhirng tay dua cong nghé cao nay. Mdt quang cao cho Honda Civic 3 nhidm thang t&i cac
Tuners, véi hinh anh mot phi d6i xe treng ra cac dac diém riéng biét nhw vanh banh xe
bang crom hay ctra kinh mo.

Du la Tuner, Dead Head (nhitng nguw¢i yéu thich nhac ctiia Grateful Dead) hay nhém cyc
hitu (skinhead), m6i nhém van héa thé hién mot bd cac quy pham, ngdn ngit va cac huy
hiéu/biéu twong riéng (giong nhw biéu twgng diu ldu va hoa héng cia nhém van héa yéu
thich ban nhac Grateful Dead). Mot nghién ctru vé cac “b6 tdc trén ni” hién nay & mién tay
nuwdc My da cho thdy anh hwdng cia mot nhém van hoéa téi cac thanh vién trong nhém nhw
thé& nao. Cac nha nghién ctru phathién ra rang cc thanh vién ctia hdicé ca tinh ddng nhat
khi lui vé noi cw tr mdi cudi tudn. Ho gia c6 lai m6&i quan hé bang cach cling str dung cac do
vat nhw 1éu bang da dong vat, diy thirng bang da bo, quan dng tim bang da hodng va gidy
da két. TAt ca tao ra cdm gidc cong déng gitra cac thanh vién.

Cac nhém van hoa thAm chi con gan véi cdc nhan vatva sy kién trong ti€éu thuyét, va
ching thwong déng vai tro chi dao trong viéc tw nhan thirc cia mdi nguwdri. Ching han, rat
nhiéu ngwdi hAm mo Star Trek ddm chim trong mot thé gi¢i 4o clia nhitrng tau khong gian,
cac b0 dinh pha va nhitng hanh déng dién r6. CAic nh6m van hda cia chung ta thwong doi
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hoi sy trung thanh tuyét d6i: Nhirng ngwdi hAm mo cda Star Trek noitiéng béi hét long vi
chinh nghia, nhw doan trich trong birc thw cia mét ngwdi ham mo phan anh:

Phai thu thuc 1a su6t nhiéu ndm trwéc day, to6i khong dam dé ai biét minh 1a fan cta Star
Trek, don gian vi moi ngwoi nghi ngwei hdm mo Trek thwong ky quac hodc dién ro... [sau
khi tham dw buéi hop méit diu tién ctia cac fan, c6 néi:] K€ tir d6 té6i dam tw hao deo chiéc
khuyén tai Bajoran, khéng can biét moi ngu¢i xung quanh tdi nghi gi... T6i con gap go...
nhirng ngwdi hAm mod khac, va motsé ngudi con tré thanh ban than thiét cda téi. Ching toi
c6 ratnhiéu diém chung va chia sé v&i nhau nhirng diéu lién quan dén tinh yéu danh cho
Trek.

Star Trek 1a mot dé ché thwong nghiép lién tuc thu hang triéu d6-la loi nhuin. Khong
cin phai ndéi, Star Trek tit nhién khéng phai la hién twgng duy nhit. Ngoai kia c6 vo s6 cac
nhém van héa khac dang phattrién thinh virgng dwa trén sw tén the cia tip thé déivoi
nhirng thé gi¢i va nhan vat hoang dwdorng hodc c6 phan thuec t€, ttr nhém nhac Phish cho dén
Hello Kitty. That thd vi néu biét dwgc so lwgng nhém vin héa hién c6 (thong thuwong dwoc
gia c6 bang blog, trong d6 chuing ta viét vé tit cad moi thit, tit cA nhitng gi chiing ta trai
nghiém) va nhirng sdn phdm khién ho quan tAim. Hiy xem sw tin tuy cta cic fan ctia Peeps:
Hang ndm moi ngwdi tiéu khoang 15 ty do-la vao nhirng con ga bang keo déo hau nhw vo vi
nay; khoang 2/3 trong s6 d6 dwoc ban vao Lé Ta O'n. Ching chang c6 gia tri dinh duéng gj,
nhwng lai c6 han str dung 2 nam. C6 1& d¢6 laly do tai sao nguwdita khong an chiing. Nhirng
nguwoiyéu san phdm str dung chiing dé trang tri, dung trong tranh anh, cac bai thuyét trinh
tryc tuyén. Mot s6 tin d6 con mudn thir thach do bén vat ly ciia nhitng chiéc keo nay: Trén
hon 200 website cia Peep, ban c6 thé thidy nhirng ngw¢i theo chi nghia tho vat chitxién,
nwéng, dap, x trdm, hodc néu khoéng cling “nguwoc dai” nhirng chiéc keo x6p bong nay.

Néu mdt sdn phdm nhw keo déo c6 thé gianh dwoc vi tri cao trong mot nhém van hda
thi sdn phdm cua ban ciing dat dwgc nhw vy chi?
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SU’ THAT 46

Ronald McDonald cé lién quan dén Luke Skywalker

Thdn thoai la cdu chuyén vdi cdc thanh té twong trwng, thé hién nhirng ly twéng ciia mot
nén vdn hoa.

Hay xem vi du vé mdt ciu chuyén quen thudc véi ching ta: Co6 bé quang khan dé. Cau
chuyén nay ban dau la mét truyén dan gian cia ndng dan Phap thé ky XVI, trong d6 mdt co
gai gdp phai con ma s6i trén dwdng sang nha ba ngoai. (C6 nhirng bang chirng lich st vé tai
nan do séi tdn cong, bao gdom ca viéc con ngwdi tw bién minh thanh loai vat goém ghiéc nay).
Con ma séi giét ba c6 bé, cit thit ba trong chan va r6t mau vao mot chiéc lo. Trai véi phién
ban ma chung ta thwong doc, khi c6 gai dén nha ba, ¢d ta ciing s6ian thit ba, roéi cdi quan ao
valén giwvong cung cho séi! D€ lam cho ciu chuyén thém phan kinh tém, mot sé phién ban
con cho con séila hda than cia 6ng ngoai, d€ 4m chisw loan luan.

Cau chuyén nay xuat hién lan diu tién vao nam 1697 nhuw mot 1&i cdnh bao cho nhirng
phu nit ngoai tinh bi xt¥ tai cac phién toa th&i Louis XIV. (Tac gia dung mau do6 vi mau nay la
biéu twong cta di diém.) Cudi cung, anh em nha Grimm viét lai cAu chuyén vao nam 1812,
nhwng ho thay c4c tinh tiét nhuc duc bang mot chut bao luc dé day tré em phai cw xir diing
murc. Va dé cung c6 vai tro cda cic gidi trong thoi bay gio, trong phién ban ctia Grimm, mot
bac tho sdn da ctiru c6 gai khdi con so6i. Vi vAy ciu chuyén truyén tai thong diép ré rang vé
nhirng thir vin h6a khong thé chdp nhian dwoc nhuw tuc dn thit ngwoi, loan luan va sy pha
tap.

Hiéu dwoc nhirng cAu chuyén thin thoai cia mot nén van héala diéu quan trong doi véi
cac nha thi trweong, boi trong nhiéu treong hop (thwong la vo tinh) ho c6 thé truyén tai
thong diép bang mot ciu truc cla than thoai. Hiy xem cach McDonald st dung nét than
thoai dé quang ba thwong hiéu. Biéu twong “golden arches” (chir M vong cung mau vang) la
biéu twong khién khach hang & moi noi lién twdng dén van héa My. McDonald c6 mat trén
khap thé gi¢i, va ngudi My biét ro khi bwéc vao dé ho sé dwoc gi. Nhitng cudc diu tranh
gitra thién va ac trong thé gi¢i twdng twong cling dwoc cic quang cdo ctia McDonald st
dung, vi du khi Ronald McDonald chién thang tén trom Hamburglar gian 4c. McDonald thdm
chi con c6 mot “trweong dong” (Pai hoc Hamburger) noi nhitng nguoi dwoc tuyén sé hoc
nghé phuc vu va phat trién kha nang lanh dao theo cich riéng ctia McDonald.

Chung ta lién két nhirng cAu chuyén than thoai véi Hy Lap hodc La M ¢d dai, nhwng
thwc t€, truyén tranh, phim anh, ngay 1& hay tham chi cac doan quang c4o ciling 1a hién than
cta than thoai trong nén van héa ctia chung ta. Vidu, Disney c6 dich vu t6 chirc ddm cuéi
cau ky, tf mi cho cac cip d6i mudn dién lai mot cau chuyén ¢4 tich néi tiéng nao dé. Trong
thé gi¢i Disney World, c6 cong chia sé ddi mot chi€éc virong mién va dén sanh dwong bén
ho noitd chirc1é cwdi trén mot chiéc xe ngwa kéo, di kém 13 hai ngwdi hau doi téc gia mau
Xam va mac quan b sat mau vang. Khi trao 1oi thé, tiéng kén trum pét vang lén va Major
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Domo (ngudi giip Hoang tir tim C6 bé lo lem) tién 1én 1& dai v&i 2 chi€c nhan cudi trén mot
chiéc giay thuy tinh va tat ca dit trén mét chiéc géi dém mau do. Disney t6 chirc khodng
2.000 s kién xa hoa nhw thé mdi nam. Disney con mé& rong sw &nh hwéng cta than thoai
bang cach thAm nhap thi tredrng vay cwdi. Cong ty bAn motloat cic mau vay cong chida di
kém vrong mién. Cac cd dau c6 tich c6 thé di doc1é duwdng trong trang phuc cia Co bé lo
lem, nang Bach Tuyét, Belle (trong truyén Nguwdoi dep va Quai vat), Cong chia ngt trong
rirng, Jasmine (trong Alladin) hay Ariel (Nang tién ca).

Nhirng ngwdi huing trong truyén tranh cling cho thdy cach mot nén van héa truyén tai
nét than bi t&i khdch hang & moi dé tudi. Nhan vt Nguwoi nhén cia nha xudtban Marvel
Comic k€ lai viéc mdt nguwdi phai can bang gitra trach nhiém clia ngwdi hiing véi nhu cau
cda chinh anh ta - Peter Parker, d6 la thanh cong trong hoc tip va c6 mot cudc song tinh
cam binh thwong. Thwe sw mot s6 nhan vat twdng twong nay la hién thin cia qua nhiéu
thudc tinh co ban, va tir 46 xuat hién khai niém hanh trinh ctia anh hting, mét cot truyén
than thoai qué pho bién d6i véi moi nén van héa. Hiy xem trieong hop cia Siéu nhan
(Superman); trong dé ngwdi cha (Jor-El) dé con trai minh ctru Trai ddtbang sirc manh siéu
nhién ctia minh. Nghe qua quen thudc ding khong?
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SU’ THAT 47

Dung ngwoi thwong cd dé chirng thie san pham

Nguwoi xem yéu thich nhdn vdt chang trai dn 16ng & 16 ctia Geico. Trong cdc qudng cdo,
anh ta la mot ngwoi thwong cd trong bo do “yuppie”, luén phdi ddu tranh chong lai dinh kién
ctia Geico khi qudng cdo ctia cong ty tuyén bé: “Dé dén néi ngudi thwong cé ciing lam dwoc.”
Bao nhiéu ngwoi xem yéu thich anh ta? Ving, ABC quyét dinh phdt hanh mét by phim sitcom
(dui chi rdt ngdn) néi vé mét nhém ngwoi thwong cé chién ddu chdng lai dinh kién gitra nwéc
My hién dai ngay nay. Khéng chi c6 nhan vat Fred Flintstone, Vua Marcot ctia Burger King
ciing xudt hién trong mét loat cdc tro choi video, va cdc chudi ctra hang thirc dn nhanh nay
con quyét dinh cho nhdn vdt thanh ngdi sao trong mét bé phim. Con gia dinh Simpsons twdéng
twong ciing xudt hién ldn ddu ngoai doi thuwec khi 7-Eleven quyét dinh bién chudi civa hang clia
ho thanh Kwik-E-Marts trong sé-ri phim hoat hinh The Simpsons dé qudng bd cho bé phim.
Trong thoi gian khuyén mdi, khdch hang dwoc mua cdc san phdm trong phim nhw ngti céc
KnistyO, Buzz Cola, va kem Squishees va nhiéu mdt hang khdc.

K§ thuét hién thwc la viéc cic nha thi trwong st dung cic yéu té van hda phd bién lam
cong cu quang ba cho san pham. Cacky suw thuc té ¢6 rat nhiéu cong cu: ho dwa sdn pham
1én phim, bom mui hwong vao van phong va cac ctvra hang, dinh kém man hinh chiéu phim
trén taxi, dan quang cdo trén xe tudn tra canh sat, hodc cac b6 phim gia “tai liéu” nhw The
Blair Witch Project (tam dich: Dw an phu thiy) va Cloverfield (tam dich: Tham hoa diét
vong). Mot cap doi & New Yorkkiém dwoc 80.000 do-la dé t6 chirc ddm cwédi bang cach
quang cao cho cac doanh nghiép; ho phat phiéu giam gia trong dam cwéi va tung 25 b6 hoa
ctia congty 1-800-FLOWERS1-800-FLOWERS FREE. Song bac trwc tuyén GoldenPalace.com
chiu tra tong sé tién 1én dén 100.000 d6-la d€ moi nguwdri xam tén clia cong ty 1én tran, nguc
va bung bau. Trong mét cuéc thim do, khoang mét nira sé ngwdi dwoc hoi cho biét sé xem
xétviéc nhén tién tir cac cong ty dé doilai congty cé quyén dittén cho con ho. Nhirng
nguwoi khac thdm chilam diéu d6 mét cach tw nguyén: dir liéu gan day nhit cia ndm 2000
cho thiy 571 tré so sinh tai My dwoc dittén la Armani, 55 dwgc dittén 1a Chevy,va 21
dwoc dat ténla L’Oreal.

Theo truyén théng, hé théng truyén hinh yéu ciu cac nha san xuit phai chinh sira tén
nhan hiéu treéc khi ching dwoc xuathién trén mot chwong trinh truyén hinh, vi du trong
bd phim Melrose Place, dién thoai Nokia dwoc d6i tén thanh “Nokio”. Tuy nhién ngay nay,
tén san pham that xuit hién & khip noi. Mot doan thoai trong vé kich truyén hinh All my
children con duoc viét lai, theo d6 mot trong cadc nhan vat sé quang cdo cho mau nuéc hoa
mé&i tai Wal-Mart mang tén Enchantment. Cic ngdi sao truyén hinh an ga tiy cta Butterball,
mac 4o so-mi NASCAR va str dung khin gidy Kleenex. Con cidc nhin véat trén phim thi suot
ngay udng nwéc cam Florida, ké cd nhirng lic khong khat. Quang cdo tich hop truyén thong
12 cAch dwa san phdm thwc vao cac kénh truyén thong nhw phim vién twéng, chwong trinh
truyén hinh, sach, kich. Rat nhiéu loai sdn pham déng vai tro chinh (néu khéng ciing 1a vai
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phu) trong nén van héa ctia chiing ta; vi du ndm 2007, cic nhan hiéu no6ibat nhat c6 thé ké
dén Coca-Cola, hdang thoi trang Nike, d6i bong Chicago Bears va ban nhac Pussycat Doll.

Du t6t hay x4u thi ngay nay sdn phdm xuit hién & khap moi noi. Quang céo tich hop
truyén thong trén toan thé gi¢i trén cac phwong tién théng tin c6 gia tri 3,5 ty d6-la ndm
2004, tang 200% so v&i ndm 1994. Nhirng tién bo trong khoa hoc ky thuit dang dwa hinh
thirc quang cdo nay 1én mot tim cao mdoi, tirc la cac nha sdn xuit ¢ thé dwa thwong hiéu
vao b6 phim sau khi phim da quay xong. Nguwita c6 thé dwa mot hop banh quy gion Club
Crackers vao mottip phim Yes, Dear; nha san xuit ciing cé thé chén hinh anh banh quy
Cheez-it, hop StarKist vi ca ngr va banh Nutri-Grain vao trong phim. V&i quy trinh méi nay,
mot thwong hiéu khong cin c6 san trong kich ban nhw treéc diy (va nhw vay sé khong thé
x0a hinh anh thwong hiéu dé néu cé sy thay déisau nay.)

Liéu phwong phap nay c6 ddng dong tién bat gao hay khéng? Mot nghién ctru nam 2006
cho thiy khach hang phan &rng tot v&i cach quang cdo nay néu ndi dung bd phim lam néi bat
gia tri san phdm. Va viéc tich hgp nhan hiéu thanh c6ng nhit thudc vé chwong trinh truyén
hinh thwc té€ Miracle Workers ctia kénh ABC (hién da ngirng phatséng). Trong chwong
trinh, cac bac si thuc hién cac cudc phau thuat méi la, c6 kha ning thay d6i cudc séng. Va
khan gid da phan &ng rat manh trwéc vai tro cia cong ty dwoc CVS trong viéc lo chi phi
thudc thang cho bénh nhan sau khi phau thuit hoan thanh.
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SU’ THAT 48

Hay xdy dwng mot “thwong hiéu Kién cd” - giong nhw treong hop ctia Guinness

Mot nghi thire la mét chudi cdc hanh déng biéu trung phirc tap dién ra theo mot trat tw
nhdt dinh va Idp di Idp lai theo chu ky. Khi nhdc dén nghi thikc, cé 1€ ban sé nghi dén cdc budi
Ié ctia bé téc Bizarre, trong dé ho téséng ngwoi hodc dong vat chdng han. Nhung thuc té, rdt
nhiéu hoat déng thwong ngay ctia chiing ta hién nay ciing déu mang tinh nghi thirc.

Hay xem vi du vé mdt nghi thirc v6 cing quen thudc véi nhiéu nguwdiudéng bia & Anh va
Ai-len - hinh anh mét ngwoi phuc vu quay rottirng ly bia Guinness. Theo truyén thong, cach
rétbinh thwong kéo dai 119,5 gidy, trong dé nhéin vién quay bar giir coc & goc 45 d6, rotbia
va0 4/5 cOc, cho bia 1dng roilam diy cdc bang thi bot tring dic trung. Guinness mudén ting
téc do rotbia dé quan cé thé phuc vu dwoc nhiéu nguwdihon trong nhirng gio cao diém, nén
cong ty da sir dung cong nghé “Rét Bia Nhanh”, mdt cong nghé siéu am gitip giam thoi gian
pha ché bia xuéng con 25 gidy. Ban c6 dodn dwoc két qua la gi khong? Cong ty da phai bo hé
th6ng nay vi sw phan déi cia khach hang. Ban dirng nén d6ng cham dén nhirng nghi thirc
cta ho.

Cong ty quang cdo toan cAu BBDO goi cic nhan hiéu ma con ngwdi gin lién véi cac 18
nghi la thwong hiéu kién c6, bédi mot khi ching di kém v&i cac nghi thire cia chung ta, du la
danh rang, udng bia hay cao rau, chung ta cling déu thwong khong thay déi ching. Cong ty
bé4o c4o rang nhirng ngwdi ho quan sat dwoc & 26 nwdc c6 motsé nghi thirc ging nhau, ma
cong ty goila nghi thirc chuin bi chién diu. Do6ivéi hau hét ching ta, nghi thirc nay nghia la
cong tac chuin bi d€ 1am viéc. Cac hoat ddng trong d6 bao gom danh rang, tim rira, &n hoic
uong thir gi d6, ndi chuyén véi cac thanh vién trong gia dinh hodc ban doi, kiém tra hom
thw, cao rau, trang di€ém, xem ti vi hodc nghe dai va doc bio. Nghién ctru cho thiy 89% sd
nguwoi dwoc hdi khong thay déi nhan hiéu khi thwce hién nhirng nghi thirc nay, va 34 trong so6
dé bay t6 suw that vong hodc phién ndo néu c6 gi d6 phd hong nghi thirc cia ho hodc khong
mua dwoc san phdm véi nhan hiéu quen thude.

Nghi thitc dién ra & mot vai cAp do khac nhau. Cac nghi thirc xa hoi nhw gidi bong bau
duc My Super Bowl, 1& nham chitc tdng théng, 1€ t&t nghiép... la nhitng hoat ddng cong dong
thé hién chiing ta 1a mdt phan trong mot td chirc lén hon va trdn an rang chiing ta giéng
moi ngudi. Cac nghi thirc khac dién ra & cAc nhém nhé hon hodc thim chi dién ra doc lap.
Cac nha nghién ctru thi treorng phathién ra rang d6i véinhiéu ngudi, viéc n kem vao tdi
mudn lién quan dén mot s6 1& nghi, vi du viéc an bang chiéc batva thia yéu thich! Vi du, khi
ném gao trong ddm cwdi, ching ta cdu chic cho déi v chéng thudn dwdorng con céi. Trong
nhitrng nim gin day, nhiéu cdp ddi méi cwdi da thay thé gao bang bong bong xa phong,
chuéng nhac hodc bwom bwém, béili chim thwong dn gao, réi sau d6 gao nd ra trong bung
ching gay ra nhirng hau qua kho lwong.
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Rat nhiéu doanh nghiép kiém tién dwa trén kha nang cung cip cho khach hang cac vat
liéu dung cho nghi thirc. Ching ta cadn nhirng vat dung nay dé tién hanh nghi thirc, vi du gao
trong dam cwi, nén sinh nhat, bang cp, cac loai thirc &n va d6 udng chuyén biét (banh
cudi, reou trong cac budilé ky niém hodc tham chi xtic xich khi di xem d4 bong), ctip va thé
bai, dong phuc, thiép chiic mirng va dong ho cho ngwdi vé hwu. Thém vao do, ching ta
thwong theo mot quy trinh nhit dinh dé xac dinh cic vat can thiét, thir tw st dung va nguoi
str dung chtiing. Mot s8 vi du nhu: chwong trinh t8t nghiép, sé hwéng dan ctia hdihoc sinh,
va cac cudn sach vé & nghi. Vivay, hdy ciing ¢4 nhan hiéu cia ban.
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Bién da (canh) thanh vang

Trong nhirng ndm ddu thdp nién 1980, nhirng con biip bé Cabbage Patch la do choi quen
thudc ctia tré em My. V&i nguén cung cdp sdan phdm cé han, mét s6 nha bdn 1é cho biét cdc bdc
phu huynh da ndo loan vi ¢6 gdng mua buip bé cho con ho ma khéng dwoc. Mot D] & hat
Milwaukee con théng bdo dila rang moi ngwdi nén mang theo gdng tay bdat béng ra mét sdn
vdn déng dia phwong, vi mét chiéc mdy bay sé bay qua va thd 2.000 con btip bé xudng. Anh ta
nhdc ngwoi nghe dai nhé gio thé American Express 1én dé ngwoi ta chup sé thé tir trén mdy
bay. Rdt nhiéu phu huynh da khéng hiéu dé la tro dua, sot sdng téi sdn vdn dong trong khi
nhiét do dwai 0, voi doi gdng trén tay.

Con cudng Cabbage Patch kéo dai dwoc vai mua trwedec khi hét han, va ngudi tiéu dung
chuyén sang nhirng mit hang khac, nhw Ninja Rua, mat hang c6 doanh thu hon 600 triéu
do-lanam 1989. R6i t&i lwot cac siéu nhan Ranger thay thé Ninja rua, nhirng con thd ngd
nghinh Beanie Babies va thd nudi do (Giga pets) ciing lIan lwgt tiéu vong treére sw xam lan
ctia Pokémon, nhitng quan bai ctia Vua phap thuat (Yu-Gi-Oh!) va bay gi¢r la Webkinz. Vay
tiép theo séla gi nira?

Tuy tuoi tho cia mdt phong cdch nhat dinh c6 thé kéo dai tir 1 thang cho dén hang thé
ky, nhwng thoi trang thi thwong tuin theo nhirng quy luat cé thé doan trudce. Gibng nhw con
nguwoi, motvat hodc mot y twdng cling trai qua mot quy trinh tir khi sinh ra cho dén lic
chét. Chu ky cua thoi trang 1a hoan toan dw doan dwoc, nhwng chu trinh dé dang ting téc
mot cdch chong mat trong nén Kinh t€ toan cau va cong nghé cao nay. Piéu d6 nghia la cac
cOng ty cin phai lam viéc vit vd hon bao gio hét dé ti€p tuc do6i m&i san phdm, ch khong
chi don thuin gi¢i thiéu mot sdn phadm tuyét voi roi théa man véivinh quang. Chu trinh
phat trién san phdm dang ngady mot ngan dan ddi véi nhiéu nganh céng nghiép, tir phuc
trang (trwéc day c6 4 mua nhwng gior la 6 mua) cho dén may tinh.

Chung ta phin biét cac sdn phdm dwa trén dé dai mot chu ky sdn phdm dwoc chdp nhéan.
Mot san phdm c6 dién 1a mau thoi trang ¢ chu ky dwoc thira nhan vé ciing dai. Theo mot
nghia nao d6, né con “phan thoi trang” vi tinh 6n dinh va it gdy nguy hiém, ngwdi mua c6
thé st dung trong thdi gian dai. Gidy lwdi cia Keds ra mat nam 1917 da thu hatrat nhiéu
khach hang mat hirng vé&i thoi trang cao cip va thoi thwong cia Mike va Reebok. Khi cac
nha nghién ctru yéu cac nhém khach hang twédng twong: néu Keds 1a mot ngdi nha thi ban
nghi do sé la ngdi nha nhw thé nao? Ciu tra 1oi pho bién 1a motngoi nha & ndng thén véi
hang rao trang. Néi cAch khac, khach hang thiy loai gidy nay 6n dinh va c6 dién. Nguoc lai,
nguditham gia mo ta Nike nhw mot ngdinha choc troi cia sat thép va gwong kinh, dién ta
hinh anh hién dai ctia nhan hiéu nay.

Trai lai, m6t nhat thoila cdc miu thoi trang c6 vong dori ngan. Rat it ngwdi di theo xu
hwéng thoi trang nay. C6 thé tit ca ho déu thudéc mot nhém van hda nhat dinh, va mot nhat
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thoi “lay lan” dén tit ca cac thanh vién, nhwng hiém khi phét tan ra ngoai nhém. Tham chi,
nhiéu ngwoi con diéu cot xu hwdng thoi trang nay, va diéu d6 cang d6 thém dau vao Ira.
Mot sd mbt nhat thdi dang chi y trong qua khit 1a vay hula, vong dp tay va thi nudibang
da. Gin diy, mot nha khéi nghiép tén Johnny Earle cling dn theo lan séng thoi trang nhat
thoi bang cach bién tén hiéu “Cupcake” clia anh ta thanh mdt doanh nghiép phon thinh. Anh
bat dau ban nhitng chiéc 40 phong c6 hinh banh nwéng nhé (cupcake) trong nhirng tinh
huong “kh6 d&” (vi du mot chiéc 4o cé hinh banh nwéng va xwong chéo) trén thung xe cia
minh. Sau d6 anh da di von mé 2 cira hang ban 1é, trong d6 mot nam trén phd Newbury &
Boston. Ao phong ma khach hang mua sé dwoc géi trong hdp dwng banh ran vong thay vi
dwng trong tui.

Cong ty dau tién tao ra xu hwéng va ditheo né c6 ratnhiéu lgi thé, du dé la Starbucks
(ca phé cho nguwdisanh diéu), Nabisco (nhan hiéu banh quy mém va gion it béo
Snackwells), Taco Bell (dinh gia theo gia tri), hay Chrysler (ki€u xe hoihoai c6). Khéng cé gi
12 chic chdn, nhung motsé hwéng dan sau sé gitp ban dw doan lidu cai tién d6 sé 1a mot xu
hwéng 1au dai hay chi 1a mét nhat théi va sé c6 s6 phan nhw vay hula, vat nudi bang da hay
nhirng con nhén nho bang cao su Wally Wallwakers c6 thé bd dan xuéng trén twong thay vi
roibop xudng dat.

e Caitién do c6 phu hgp véinhirng thay doi co ban trong 16i s6ng hay khong? Néu kiéu
toc méi nay khé cham séc thi cdi tién nay khong phu hop véi quy thoi gian ngay cang eo
hep clia phu nit. Tuy nhién, viéc dwa ra nhitrng ky nghi ngan ngay lai dé ton tai hon, béiné
giip nhitng ngwdiban ron dé dang 1én ké hoach di dau do trong khoang thi gian vai ngay.

e Loiich ciiand la gi? Ngwoi ta chuyén tir viéc an thit bo sang gia caAm va ca vi cac loai
thirc an nay bé dwdng hon.

e N6 c6 thé ca nhan héa dwoc hay khong? Con ngwdi chay theo mét xu hwdéng dé 1am hai
hoa mong mudn ca nhan, trong khi kiéu téc Mohawk hay phong cach du muc (grunge)
thwong ép cac tin d6 vao nhirng phong cach kha han ché, bé bubec.

e D6 c6 thitsw 1a mot xu hwédng, hay chila hiéu &rng phu cia mot thir gi khac? Moi quan
tAm ngay cang lén dén phong trao thé duc thé thao la moét phan trong xu hwéng chi trong
dén strc khoe con ngudri, nhwng moi dang bai thé duc nhit dinh pht hop véikhoang thoi
gian khac nhau (vi du thé duc aerobic nhe nhang).

o Nhirng thay d6i nao khac dang dién ra trén thi trudrng? Thinh thodng hiéu trng kéo dai
cling &nh hwéng dén tinh phd bién chia cac san phadm lién quan. M8t vay ngan trong nhirng
nam 1960 khién hang détkim ban chay hon rat nhiéu. Ngay nay, doanh s6 ban mdt hang
nay da giam do anh hwéng ctia phong cach don gian hién nay.

e Ai stt dung n6? Néu phu nit tham gia lao d6ng, thé hé baby boomer hay mét s6 phan

khtc thi tredrng quan trong khac khéng dp dung nhirng cdi tién dé thi c6 18 d6 khong phaila
mot xu hwéng lau dai.

111



112



SU THAT 50

Suy nghi toan cau, hanh dong dia phwong

Khi Wal-Mart bdt ddu mé cira cdc civa hang & nwéc ngoai vao ddu nhitng ndm 1990,
coéng ty da dem dén cho khdch hang mét chiit gi dé ctia nwéc My - va dé chinh la vdn dé. Céng
ty bdn Ié khéng 16 nay gidi thiéu nhirng cdy gdy ddnh golf & mét nwéc cuéng béng dda nhw
Braxin, va bdn giay trwgt bang ¢ Mexico. Cong ty cling dao tao nhitng nhdn vién ngwoi Dirc
cua minh mim cwoi voi khdch hang - va khdch hang nghi cdc nhdn vién dang tdn tinh ho. Gior
ddy Wal-Mart dang ddn thich nghi (mdc du & Dikc thi khéng - cong ty danh chiu thdt bai &
dé). Cdc cira hang bdn 1é ciia céng ty tai Trung Qudc bdn rila va rdn séng, tdng khdch hang di
bo hodc xe dap cdc tdm vé di xe buyt, va chuyén phdt tdn nha déi véi tu lanh va cdc mdt hang
I6m khdc.

B&itip doan canh tranh & rat nhiéu thi trearng khac nhau trén thé gi¢i, nén cudc tranh
luan lai cang gay gat gitra nhu cAu phat trién nhirng ké hoach marketing khac nhau déi véi
moi nén van héa va viéc du thdo mot ban ké hoach duy nhat dé cong ty 4p dung & khap noi.
Hay cling tom tat tirng quan diém trén.

o Ap dung mét chién lwoc tiéu chuin duy nhat - Nhitng ngudi ing hd quan diém nay
cho rang nhiéu nén vin hoa (dic biét 1a ctia cdc nwéc cong nghiép hda) gan nhuw dong nhit,
dén ndi mot hwong tiép can co6 thé 4p dung cho nhiéu thi trueong khac nhau trén toan thé
gi¢i. Bang cach phat trién mot hwéng ti€p cin cho nhiéu thi trweong, cdng ty c6 thé huwdng
loi ich kinh té theo quy mo, béi gidm thiéu dwgc chi phiva thoi gian phat sinh dé phat trién
nhirng chién lwoc khac nhau cho tirng nén van héa. Vi duy, Starbucks dang tré& thanh cai tén
pho bién d6i véinhirng ngwdi ndi tro Nhat Ban (ngwdi din & day docla STAH-buks-zu).
Giong nhw & My, cAc nha ban 1é ctia cong ty & Nhat Ban dat nhirng chiéc s6 pha tién loi
trong ctra hang, batnhac nén hip hop va tiét tiu manh.

o Ap dung chién lwgc tiy dia phwong - Disney dd nhan dwoc bai hoc dt gid vé tim
quan trong cda viéc nhay cdm v&i cadc nén van héa dia phwong sau khi mé cong vién Disney
& chau Au nidm 1992. Céng ty gip van dé vi da tai tao mdt khu vui choi gidi tri theo ki€u My
ma khong tuan theo cac phong tuc dia phwong (vi du ban rrou kem bira an). Khach téicong
vién Disney chau Au dén tlr nhiéu qudc gia khac nhau, va ho da bixic pham tham chi béi
nhitng diéu c6 vé rat nhoé nhat, vi du tdi chi ban xtic xich Phap cho ngudi Dic va ngudiV, va
nhiéu ngwoi luén cho rang sdn phadm cla dit nwéc minh méi la siéu viét. Disney da 4p dung
bai hoc thich &ng v&i van héa nay vao cong vién Disneyland Hong Kong sau nay. Ban giam
déc da xoay cong chinh mét goc 12 do6 sau khi tham khdo mét thay phong thuy, va 6ng ta
noéi sy thay doi nay sé gidp cong vién phattrién thinh viwong hon. Ban ban vé cling dwgc dat
sat goc hodc sat twong nham muc dich twong tw. Cong ty cling d6t vang ma sau khi xay dung
xong moi toa nha, va chon mot ngdy may man (12 thang 9) lam 1€ khai trwong. Mot trong
cac phong khiéu vii 1én trong cong vién c6 dién tich 888 mét vudng vi theo van héa Trung
Qudc thi 813 con s6 may man.
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Trong mdt vai trweong hop, khach hang & noi nay don gian khong thich nhitng san pham
nditiéng & noikhac, hodc phong cach song khac biét cia ho doi hoi cac cdng ty phai thich
trng khi dwa ra sdn phdm. IKEA cudi cung cling nhan ra ngudi My str dung rat nhiéu da cho
dd uéng, vi vay ho khéng mua cac ly nuéc nhé ctia chau Au. Chudi cira hang do dung gia
dinh ctia Thuy Pién ciing nhan ra rang so v&i ngudi chau Au, ngudi My ngi trén nhirng
chiéc giwdrng 16n hon, can gia sach to hon va mu6n nam cudn tron chir khong ngdi trén ghé
s6 pha. Snapple thit bai & Nhat Bdn b&i hinh dang mo duc ctia chai nwéc udng va phén thit
trai cy troi 1énh phénh trong nwéc lam ngwoi Nhat mat hirng. Twong tu, Frito-Lay da
nglrng ban khoai tdy chién (qua man) va Cheetos & thi tred'ng nay. (Ngwdi Nhat khong thich
ngén tay pht béi mét mau da cam sau khi dn xong.) Codng ty van ban Cheetos & Trung Qudc,
nhwng sdn phdm & diy khong c6 pho mat, loai thuwc phdm khong nam trong thuc don cia
nguwoi dan nwéc ndy. Thay vao do, cac hwong vi & day ratkhac nhau, bao gom Kem Savory
ciia My va bit tét Nhat Ban.

Vay hwéng con lai thi sao? Liéu marketing toan cau c6 tic dung khong? Cé 1€ ciu hoi
chinh xac hon 1a “Khi nao thi né phat huy tic dung?” Mac du ly ludn vé mot nén van héa
toan ciu c6 vé dung trén ly thuyét, nhung thwc té moi chuyén khong don gian nhw vay. Mot
nguyén nhan thit bai cia marketing toan ciu la do khach hang & cac nwéc khac nhau cé
nhirng phong tuc va tip quan khac nhau, va tit nhién ho sé str dung san pham theo nhirng
cach khac nhau. Vi du, Kellog da hi€u ra rang & Braxin, ngudi ta thwong khong 3n vao bira
sang, ma thwong coi ngli c6c nhw mot dang dn nhe nhiéu hon.

Mot s6 doanh nghiép 16n nhw Coca-Cola da thanh cong trong viéc tao ra mot hinh anh
duy nhat mang tinh toan cau. Tuy vay, ké ca ngudi khdng 16 nwéc ngot nay ciing van phai cé
nhitng diéu chinh nhé khi xuit hién & moi van héa khac nhau. Mac du quang cdo ctia Coca
dat tiéu chuén trén dién rong, nhung cong ty van cho phép cong ty con tai modi qudc gia bién
tap lai cho phti hop véivan héa dia phwong. Dé tdi da hda kha niang thanh céng trén
phwong dién da van hoa, cac nha thi trweong can dinh vi khach hang tai cadc nwdc khac nhau,
béiho dau sao ciing c6 chung quan diém. DAy thwong 13 trweong hop cia nhitng ngudi cé
cach nhin mang tinh qudc t€ hodc hién dai hon, hodc nhirng ngu¢i ti€p nhin nhiéu thong tin
tir nhirng nguén lién quan dén thé gi¢i bén ngoai. CAc &ng clr vién sang gia cuia qua trinh
tiéu chuin hda la: nhirng ngwdindi tiéng, 1a “cong din toan ciu”; va nhirng nguwdi ti€p xdc
v&i cac quan diém tir khap noi trén thé gi¢i do di nhiéu, ti€p xtic cong viéc nhiéu va theo doi
nhiéu cac phwong tién truyén thong; nhirng nguoi tré ¢ thim my 4m nhac cling nhw thoi
trang bi anh hwdng manh mé b&i MTV va cac kénh truyén thong khac truyén tdi cing mét
hinh anh t&i nhiéu nwéc trén thé gidi.

Va d6 1a su that.
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