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GIANG SU: NGUYEN PHAN ANH

Ha Noi, Thang 4/2021
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Giang su cao cdp: Nguyén Phan Anh

Giang vién Bai hoc/ CEQ PA Marketing
Thac sy QTKD Quéc té Bai hoc Nice-Sofia
Antipolis

Thac sy Luat Kinh té - Bai hoc Luat Ha Noi

SDT: 0989-623-888

Email: phananhonline@gmail.com

Website: www.pamarketing.vn

Youtube: www.youtube.com/pamarketing
Facebook: www.fb.com/phananhonline

CV: www.pamarketing.vn/giang-vien/phan-anh



mailto:phananhonline@gmail.com
http://www.pamarketing.vn/
http://www.youtube.com/pamarketing
http://www.fb.com/phananhonline
http://www.pamarketing.vn/giang-vien/phan-anh
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NOI DUNG CHUYEN PE (1)

1. Tong quan hoat dong quan tri marketing ho trg ban hang
(trade marketing management)

. Marketing ho trg diém ban, ban hang la gi

. DOi tugng ap dung

Poi tugng thuc thi

Nganh hang ap dung

I—"

2w




NOI DUNG CHUYEN DBE (2)

2. Cac hoat dong marketing ho trg ban hang tai cac di€ém ban
1. Quan tri cung ’'ng hang hoa: téc do, chinh xac
Thiét k€ bao bi, nhan mac, déng géi dé chién thang trong ban hang
Ky thuat trung bay ctra hang va san pham: thu hat
POMS — Cac vat pham ho trg ban hang: hap dan
Phat trién kénh phén phdi, kénh ban hang: Hiéu qua
Xay dung chuong trinh va k& hoach ban hang thuc chién tai di€m ban: Chinh xac
Chién lugc tung san phdm mdi: LJ trinh
Chién lugc va cach thuc khai trugng diém ban thanh cdng: Bi quyét
. Quang cao va truyen thong tai diém ban: Sang tao
10. Quang cao va xay dung thu’dng hiéu ngoa| diém ban: Viral
11. Cac hoat dong ho trg diém ban: Can cl, chdm chi
12. M3 céc diém ban, kios ban hang luu déng: HAt vang
13. Xay dung chuong trinh khuyén mai hiéu qua: Khén ngoan
14. Lap k& hoach marketing ho trg ban hang hiéu qua: Bai ban

©® NV AW



WHOA!

What's Trade Marketing?
Marketing ho trg
ban hang la gi?

(C) Phan Anh | fb.com/phananhonline | 0989623888
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Tong quan hoat dong quan tri
marketing ho tro ban hang

(C) Phan Anh | fb.com/phananhonline | 0989623888



" 1. Téng quan hoat déng quan tri marketing hé trg ban hang

Tam dich la quén tri va thuc hién cac chién
dich marketing ho trg cho viéc ban hang tai
cac diém ban nham vao mot trong sd cac
muc dich sau day: tdng doanh sb, tang Igi
nhuan, tang dé phu thuong hiéu, tang kha
nang tai mua, tang long trung thanh va trai
nghiém khach hang

PA Marketing
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" 1. Tng quan hoat ddng quan tri marketing hé trg ban hang

® BO6 phan Kinh doanh hoac Marketing hoac Phong
Ban hang sé nay dam nhan trién khai moi hoat
dong to chuc, chién lugc nganh hang va thuong
hiéu trong kénh phan phdi tai diém ban.
® Trong d6, thong qua toi uu hod trai nghiém ngudi
mua hang (Buyer) va nha ban |é (retailer) dé dat
dugc Igi nhuan va doanh sé cho ngudi ban hoac
nha phan phoi.
PA Marketing
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~ I. Tong quan hoat dong quan tri marketing ho trg ban hang

Céng viéc cua Trade Marketing la
tap trung nghién ctru, dé xuat giai
phap va thwc hién cac giai phap/
hoat dong marketing giup khach
hang tiép can va cdm nhan tot
nhat vé san pham hodac dich vu
ctia coéng ty tai moi diém ban 18,
siéu thi, trung tam thwong mai,
ctra hang dai ly,.. xung quanh

€

\

A

A

Gia tang doanh s6 ban hang;
Gia tang lgi nhuan
Gia tang trai nghiém khach hang




" 1. Téng quan hoat déng quan tri marketing hé trg ban hang
Poi tugng
ap dung

Bo6i tugng ap dung:

- Ban bu6n, ban [é

- Hang hoa: sdn pham hoac dich vu

- Co céac diém béan, chubi clra hang

- Tu phat trién chudi hodc nhuong quyén thuong
mai hodc hop tac véi chudi khac

e -Nganh hang phd bién la nganh hang tiéu dung
nhanh, nhung gié cU ban 1, ban cé chudi, co diém
ban la déu cé thé ap dung dudgc (dién may, dién
thoai, xe hoi, nha hang, my pham, thai trang, dugc
pham...)




I. Tong quan hoat dong quan tri marketing ho trg ban hang

TRADE MARKETING

GOM NHUNG CONG VIEC GI CU THE
VAY CAC CEO/ CMO/ CCO

AAAAAAAAAAA
uuuuuuuuuuuuuuuuuu

(C) Phan An



>y Téng quan hoat ddng quan tri marketing ho trg ban hang




# 1. To6ng quan hoat dong quan tri marketing ho trg ban hang

) ) QUANG CAO & LAP K.H
CHIEN LUOC f:)\ﬁ'RTU,HgQTG TRUYEN MARKETING
TUNG SP MO Ry THONG PIEM | | HO TRO DIEM
BAN BAN
[ 7 o
MARKETING be
HO TRO BAN HANG (2) @
e I ™ )
Q.C & XD CAC HOAT XD CAC
THUONG HIEU DONG VA DV MO DIEM BAN CHUONG
NGOAI DIEM HO TRO DIEM LUU DONG TRINH

BAN BAN KHUYEN MAI
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Cac hoat dong marketing ho trg
ban hang tai cac diém ban
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2.1. CUNG UNG
HANG HOA

o Dubao tiéu thu: bao nhiéu hang, thai diém
nao, doanh thu nhu thé nao

e Xuhudng tiéu dung cua khach hang: mua
nao thuc do

o Dutrirhang ton kho t6i thiéu

o Tinhtoantdc do, thai gian, cach thuc, chi
phi giao hang




2.1. CUNG UNG

HANG HOA

Quy trinh logistic & kho van: Thai gian giao
hang, toc do giao hang, su chinh xac trong
giao hang, déng go6i hang hoa, xuat kho,
kiém ké& kho hang, chuan bi hang hoa dé
giao (hang nhap vé hoac la san xuét, ton
kho t6i thiéu, ton kho théng minh).

Cé phan mém do lusng va danh gia vé kho
hang, logistic khong?



2.1. CUNG UNG

HANG HOA

Co khi nao DN roi vao tinh trang “co don
hang thi khong cd hang, co hang thi khdng
co6 don, giao hang thi giao tré khach khong
lay hang...”? Néu xay ra van dé do la do
khdu san xuat hodc nhap hang, luu kho,
tinh toan ton kho, thoi gian giao hang
khong chuan, bd phan kinh doanh va kho
van chua phoi két hgp véi nhau tot.

Vidu cong ty nhua.




2.2.
THIET KE
BAO B,
NHAN MAC




'2.2. THIET KE BAO Bi, NHAN MAC
———‘

& WATCH
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2.2. THIET KE BAO Bi. N
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2.2. THIET KE BAO BI, NHAN MAC

Thiét ké thuong hiéu, tén goi, dadng ky sé hu tri tué, bao bi
nhan mac, su dong goi

NOi bat gilra cac san pham trén gia ké

Dé 18y, dé thdy, dé cam, dé van chuyén, an toan khi van
chuyén, cé kha nang van chuyén di xa

Tang khoi lugng giao hang, gidm chi phi giao hang, gidam chi
phiban hang

Thiét ké sdn pham theo xu huéng cap nhat cla thi truong.
Chai nuéc dung trong bao bi nhua thi uu diém 1a ré, chai
nudc thay tinh thi lai sang.

Hang bia Heinieken tuyén b6 khdng bao gi¢ dung lai chia bia
cl dé dam bao chat luong.

(C) Phan Anh | fb.com/phananhonline | 0989623888



? 2.2. THIET KE BAO BI, NHAN MAC

« Thiét k& sdn phdm tao cdm giac cao cap, khach hang san
sang tra gia cao hon cho nhiing sdn pham c6 bao bi “dang
cap”.

 Ra nhan hiéu khac nhau, bao bi khac nhau, tao cac phan
khuc sdn pham/ dinh vi khac nhau/ tap khach hang khéac
nhau

« Ra bao bi theo cac dip |1é dac biét hoac su kién quan trong:
nhu dip Tét (Coca-Cola, banh ngot, rugu bia... thuéng lam)

 ViduBanh trung thu

(C) Phan Anh | fb.com/phananhonline | 0989623888



¥ 2.2 THIET KE BAO BI, NHAN MAC

Thiét ké hop banh trung thu

— s e T
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®.2. THIET KE BAO B, NHAN MAC

két noi

ban be
Bao bi ¥ )
Tag-Name What's your name?

(C) Phan Anh | fb.com/phananhonline | 0989623888



® 2. THIET KE BAO Bi, NHAN MAC

Tra sra dwng trong cai coc thly tinh
hinh bong dién

(C) Phan Anh | fb.com/phananhonline | 0989623888



Coc theo mua/ su kién
cla Starbucks Coffee




2.2. THIET KE BAO BI, NHAN MAC
L T e

Product Code:
Type/ Name: ...
Size: i
Pri e

UK style for ALL | Made by CROWNUK
Distributed by CROWNUK Vietnam Ltd
Website: www.crownuk.com.vn

Hotline: (+84) 989-623-888

5
g

crownuk.com.vn

A
(‘jﬁz Z’iﬁ

CROWNUK CROWNUK

CROWNUK

g hiéu va Nhan biét san pham



@ 2.2 THIET KE BAO BI, NHAN MAC

S

Leather-solea
(/_/}////(//////// (s
+MEPA + MEP,

Hop Gidy + Tui dwng gidy bén trong
(C) Phan Anh | fb.com/phananhonline | 0989623888



2.2. THIET KE BAO BI, NHAN MAC

-3
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Tui tra hinh con chim theo nghé thuat gap gidy
(C) Pha



Cam hirng tr Van hoa
Rwou Vodka Nga

Bup bé Nga

= Ruou Vodka dwng trong
vo bup bé Nga
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2.2. THIET KE BAO BI, NHAN MAC

LOVEGUIDE
CONDOMS

Bao cao su c6 hwong vi tw nhién
(C) Phan Anh | fb.com/phananhonline | 0989623888



2.2. THIET KE BAO BI, NHAN MAC




2.2. THIET KE BAO BI, NHAN MAC

Classic Ribbed Color Dotted

vzt | Wiz | MizZW Wizm [z

- ores @ PP . J i - T4 MR - [y T

Bao cao su theo twng nhom khach hang
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2.2. THIET KE BAO BI, NHAN MAC

Xem thém
https://digitalsynopsis.com/inspiration/35-creative-
product-package-designs/
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https://digitalsynopsis.com/inspiration/35-creative-product-package-designs/

2.3. KY THUAT TRUNG BAY NOI BAT

‘m, Néu clfa hang la cutia ban

— Phu thubc vao loai hinh ban
hang, loai hinh clra hang,
phan khuc khach hang

Co su dong nhét gidra cac
diém ban trong chudi




® 3. KY THUAT TRUNG BAY: NOI BAT

- Thu hut moi anh nhin béng hinh anh, am thanh, sw chuyén dong cua
nguwdi di dwdng, khach hang muc tiéu: cé thé 1a mét budi biéu dién am
nhac, mot budi biéu dién nghé thuat dwérng phd, mét bubi ky tang sach
cua tac gia sach, mét bubi gap g& khach mei; hinh ndm, loa dai, nhan
vién dirng bén ngoai ctra hang thu hut khach hang; bang-ron, standee,
khau hiéu, t& roi, qua tang (bong bay), vat pham lwu niém.

- C6 chi dé hang tuan, hang thang, hang nam va lich trinh cu thé.

Vi du nhw dip 8/3 thi thué toan cac anh em dep giai dén ban hang, chd
dé trong clra hang la tén vinh phu ni.

Vi du nhw dip Noel thi nhan vién mac dong phuc ng gia/ ba giad/ chi tré
noel dé toa khéng khi vui vé.

(C) Phan Anh | fb.com/phananhonline | 0989623888



® 3. KY THUAT TRUNG BAY: NOI BAT

Thwdng xuyén thay ddi R T
phong cach bai tri e BOSS

+ Tap trung vao vi tri clra
chinh va ctra sé chinh (show-
window)

+ C6 cac chu dé theo bd swu
tap, theo lich trinh sy kién,

+ Sang tao, nhan dién
thwong hiéu

(C) Phan Anh | fb.com/phananhonline | 0989623888



® 3. KY THUAT TRUNG BAY: NOI BAT

Dinh vi thwong hiéu

Co nhan vién phu trach trang
tri ctba hang va clra sd cua
clra hang, cach trwng bay
clra hang

(C) Phan Anh | fb.com/phananhonline | 0989623888



® 3. KY THUAT TRUNG BAY: NOI BAT

Thay déi chui dé theo b6
swu tap, theo mua, theo
sw kién...

(C) Phan Anh | fb.com/phananhonline | 0989623888



® 3. KY THUAT TRUNG BAY: NOI BAT

Thay dbi chu dé theo bo swu t’ép, theo mua, theo su kién... ,
Khoéng gian, anh sang, mau sac, mui vi, s chao don khach hang rat quan trong




2.4. VAT PHAM QUANG CAO & HO TRQ
BAN HANG (POSM)




A ~ » ,
° 2.4. VAT PHAM QUANG CAO &
HO TRO' BAN HANG (POSM)

Vé khai niém co ban, POSM la viét tat cua tir Point Of Sales
Metarials (thwdng dwoc hiéu la vat phdm quéng céo tai diém ban —
Posm tai diém ban) la tit ca nhirng gi nhw vat dung ban hang tai cac
diém ban hang, cac nhan hang tiéu dung, ctra hang, ké.

POSM Ia mét phan cua chién lwgc truyén thdng — chién lwoc truyén
thdng 1& mdt phan cia marketing mix va marketing mix la mét phan
cla qua trinh xay dwng thuwong hiéu. Vi vay; POSM meaning khéng
chi don gian la ... Cai ké bay hang!


https://wikihoidap.org/posm-la-gi

" 2.4. VAT PHAM QUANG CAO &
HO TRO BAN HANG (POSM)




2.4. VAT PHAM QUANG CAO &

HO TRO BAN HANG (POSM)

HD SAIS®©N




2.4. VAT PHAM QUANG CAO &
HO TRO BAN HANG (POSM)

ORDER A KALASHNIKOV T34 |

GET A SHOT FREE

Tent Card




2.4. VAT PHAM QUANG CAO &
HO TRO BAN HANG (POSM)

Danglers

Danglers la vat dung thiét ké
dwoc treo trén tran tai cac diém
ban hang nhw la trung tam
thwong mai, siéu thi,... Cbéng
dung cua dang POSM nay la
dung dé thu hut khach hang nhin
tr xa va trén cao. NoOi dung trong
Dangler thwong la cac thong tin
wu dai, khuyén mai, hinh anh cla
san pham.




b n - , ,
¥ 2.4. VAT PHAM QUANG CAO &

HO TRO BAN HANG (POSM)

Leaflet

La t& quang cdo roi dwoc thiét ké
bat méat, trong kha gibng voi
brochure. Loai POSM nay co6 kich
thwéc nhd gon, phu hop dé nhirng
ngwdi di mua sdm cé thé cam nam
hodac bd tui. NOi dung trong mét
leaflet thwdng dwoc s dung sé ;
mang thién hwdng gidi thiéu hoac e (@) i e —
hwéng dan st dung san phdm. Cac s (@) I :

mau leaflet cé thé trwng bay tai cac
ké, tu khuyén mai hodc sé& dwoc
phat trwc tiép tai cac sw kién quang
ba san pham.




2.4. VAT PHAM QUANG CAO &
HO TRO BAN HANG (POSM)

Gfise )
Divider =
Divider & loai POSM xuét hién tai e
nhiéu siéu thi, trung tdm thwong funuunruiay
mai. N6 dwoc thiét ké theo kiéu 1 AOWWIUA
bang vay doc, diéu nay gilp cho @
gian hang hay san pham dugc néi é@)
bat hon. BDa phan Divider thuwdong v ;

dwoc st dung rat phé bién tai cac
siéu thj vi n6 khéng bj chiém nhidu
dién tich di chuyén ctia nguwdi mua
sam.




2.4. VAT PHAM QUANG CAO &
HO TRO BAN HANG (POSM)

Nhi*rng 4n phadm quéng cdo truyén
thdng Poster kha phd bién hién
nay. Poster c6 kich thuwéc phd bién
la 40x50cm, 60x70cm, sao cho
phi hop nhat khi dan Ién k& td,
twdng hay clra s0,...Théng thwong
loai poster sé& dwoc st dung nhiéu
tai cac clra hang, diém ban co dién o
tich nhd nhw ctra hang ban lé, cira RESOLUTION: 300 DPI

CMYK

héng tlén IO’I, CIUéy ban lé di ALLTEXT IS EDITABLE

BLEED: 0.25IN

dC)ng,... W ®
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® 2.4. VAT PHAM QUANG CAO &

HO TRO BAN HANG (POSM)

Nhi*rng 4n phadm quéng cdo truyén
thdng Poster kha phd bién hién
nay. Poster c6 kich thuwéc phd bién
la 40x50cm, 60x70cm, sao cho
phu hop nhat khi dan 1én ké ta,
twdng hay clra s0,...Théng thwong
loai poster sé dwoc sir dung nhiéu
tai cac clra hang, diém ban co6 dién
tich nhoé nhw clra hang ban 1€, clra
hang tién loi, quay ban [& di
dong,...




2.4. VAT PHAM QUANG CAO &
HO TRO BAN HANG (POSM)

Tester

Hang dung th

Hang tang khong ban
Hang chay chwong trinh




2.4. VAT PHAM QUANG CAO &
HO TRQ BAN HANG (POSM)

s "




=

2.4. VAT PHAM QUANG CAO &
HO TRO BAN HANG (POSM)

Check-out counter
Ké ban hang/ Quay/
Booth tai chd thanh
toan.

Hay tim cach xuat hién
tai day, bang moi gia.

.....




b4 - - - ,
) 2.4. VAT PHAM QUANG CAO &

HO TRO BAN HANG (POSM)

Display Island

Quay trang tri trung tam
Hodc quay gidi thiéu san
pham



2.4. VAT PHAM QUANG CAO &
HO TRO' BAN HANG (POSM)

J"g f j » “ “ ‘m [ﬂ}m j ad “; . [ *é‘ {
SN VA Tvi, TU LANH, MAY GAT, BIEUHOA...

TANG THEM OUA BEN

Hinh ndm ban hang +
Loa dai am thanh




2.4. VAT PHAM QUANG CAO &
HO TRO BAN HANG (POSM)

Road-show + T& roi + Cot dién




2.4. VAT PHAM QUANG CAO &
HO TRO BAN HANG (POSM)

Showcase
Show-window

Clra s6 chinh/ mat tién
clra hang

Bén trong clra hang
Apple Store tai Apple
Park USA

\\\\\\\\\ﬂ

W




#2.5. PHAT TRIEN KENH PHAN PHOI, PIEM BAN
|




@2.5. PHAT TRIEN KENH PHAN PHOI, PIEM BAN

- Xay dwng clra hang tiéu chuan: bién hiéu, logo, nhan dién, thiét ké,
quy trinh va hwéng dan quy trinh, phan mém gi (dao tao s dung
phan mém), dao tao nhan vién theo quy trinh, phan ctrng (danh séch
phan cirng, thiét bi phan cirng, van hanh phan cng), van hanh, quan

ly ttr xa. ’ ,
- Xac dinh phat trien chudi: lwu y boi Cén,h covid-19 va sy bung no
cua thwong mai dién ti/ ban hang trwc tuyén b4

- Tinh toan chi phi cho mét ctra hang tiéu chuan
- Xac dinh chién Iwvoc mé& chudi

- Xac dinh rdi ro m& diém ban

- Xac dinh dong tién, kha nang tai chinh dai han



@2.5. PHAT TRIEN KENH PHAN PHOI, PIEM BAN

- Ngay nay phat trién chubi vira c6 nhirtng diém dé, vira c6 diém kho
riéng

- M6 hinh phat trién chudi: tw mé&, nhwong quyén, hop tac

- Quan trong la phai c6 kha nang vé tai chinh, tinh toan vé dong tién,
diém hoa von, thdi gian hoa von, khd nang ban hang (kha nang tiép
can khach hang, quang cao, chbt don, thu tha khach hang...) kiém soat
rdi ro khi mé& chudi hodc mé& thém diém ban.

- M& chubi khdng kiém soat dworc tiéu chuan, chat lwong, quan ly nhan
sw, quan ly diém ban, sw ddng déu, kiém soat chi phi... La rat rdi ro cho
ngwoi lam kinh doanh.

- M6t chudi tot phai la chudi tw van hanh, va dwoc van hanh béi nhirng
ngwdi co trinh dé thap nhat

- Nhiéu chudi “s&m né toi tan”, xu hwéng ngan han



92.5. PHAT TRIEN KENH PHAN PHOI, DIEM BAN

- CAau chuyén phat trién chubi tra stra

- Cau chuyén phat trién chudi tra sira tran trau
- Cau chuyén phat trién chubi tra chanh

- Cau chuyén phat trién chubi cafe

- Cau chuyén chudi thoi trang

PA MARKETING

./ POUROURHEART & BRAIN
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y 2.6. HOP TAC VOI bIEM BAN HOAC NHAN HANG KHAC

- Néu nhw diém ban khéng phai la cia ban (vi du siéu thi,
shop-in-shop) thi ngwdi Iam kinh doanh can tinh dén cac giai
phap hop tac véi diém ban trong viéc tim kiém khach hang
tiém nang, lam chwong trinh thu hat khach: thué dia diém
hoac vi tri tot hon; chi ddng ra chwong trinh; chd déng hop
tac hoac dé nghi véi diém ban.

- Két hop véi cac nhan hang khac trong viéc tim kiém khach
hang dé chia sé chi phi.




2.7. Dich vu khach hang trudc-trong
va sau ban

Dich vu CSKH Tang trai
Quan trong nghiém

Tang ty lé Tang long
tai mua trung thanh

) Phan Anh | fb.com/phananhonline | 0989623888




2.7. Dich vu khach hang trudc-trong va sau ban

- Dich vu trwdc ban
- Dich vu trong ban
- Dich vu sau ban

Trai nghiém dich vu tot

Trai nghiém dich vu vé gia

Ban danh gia nhw thé nao vé
dich vu trwéc ban; trong ban; va
sau ban nhw thé nao?

Huwdéng cai thién dich vu cua
ban cho san pham/ dich vu nhw
thé nao




9 2.7. Dich vu khach hang trudc-trong va sau ban

e (0 quy trinh cham soc khach hang sau ban day du, xay dung quy trinh, dao tao
cho nhan vién phuc vu khach hang, d@m bao quyén Igi clia khach hang trong va
sau ban. Vi du nhu goi dién thoai hoi tham khach hang sau khi tham kham 1an dau
hodc sau khi hét liéu trinh.

e Co chuong trinh cham soéc khach hang cu thé cho ting nhom khach hang, co su
phan loai Nhém/ Bang cap tung khach hang
C6 phdn mém nhac nhé nhan vién ap dung va chdm séc khach hang (CRM)

Phan mém cé thé tu doéng gui thong tin cho khach hang qua email, qua
Facebook, qua Zalo ho&c tin nhan.

e Nhac nhd khach hang tai mua hodc tai kham, tai str dung dich vu cho khach hang
HO tro khach hang lam dung cac chi dan (vi du nhu an uéng, uéng thuéc, nghi
ngai, bdo vé lan da, khuén mat...)



? 2.7. Dich vu khach hang trudc-trong va sau ban

e Quan trong nhat cla viéc chdm soc khach hang la phai lam cho
khach hang hai long, an tuong, thoa man ngay ti [an tiép xuc dau
tién (cé thé théng qua céng cu marketing online hodc truc tiép);
tiép theo la su hai long va cd két qua tot trong qua trinh st dung
san pham/ dich vu/ liéu trinh/ phuong phap diéu tri; ting thao
tac, ting 16i an tiéng noi, ting c chi déu huéng téi su an can, su
td té, su chi tiét, su ton trong khach hang, dat khach hang Ién
hang dau, tan tdm, tan tri, tan luc vi khach hang.




2.8. TUNG CHUONG TRINH KHUYEN MAI
DE THU HUT KHACH HANG _
& TANG TRUONG DOANH SO

' i | ) . |
3 I.' | 9% ﬁ
50% |
+ |

PROMOTIONS
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eeeeeeeeee 2.8. KHUYEN MAI SP/DV
b

GIAM GIA

“Gia vo”

Link vi du
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http://owen.com.vn/tin-tuc--su-kien/tin-khuyen-mai/CRAZY-SALE--MUA-HANG-OWEN-CHI-VOI-230K

- 2.8. KHUYEN MAI SP/DV
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http://www.bra.vn/index.php?option=com_content&view=article&id=57&Itemid=75

-
- 2. 8. KHUYEN MAI SP/DV

\ BAT GIAPD

- LE_

| cLICK HERE N\
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https://www.facebook.com/permalink.php?story_fbid=240669826313725&id=198124570568251

== 2.8. KHUYEN MAI SP/DV

|
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http://www.mauquangcao.com/ad/swequity-ultimate-fitness/

wm 2.8, KHUYEN MAI SP/DV

S

BOC THAM
Trding thuong
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2.8. KHUYEN MAI SP/DV

CAMKET VE LIEU TRINH

CAMKET VE CHAT LUQNG ‘

CAM KET HOAN TIEN BANG HQP BONG

Khuyén mai an theo su kién I6n trong nam

Khuyén mai theo Black Friday, Ngay Boc Than

Khuy&n mai Combo san pham dich vu

Cach lam: Lam khuyé&n mai trong 52 tuan; lam san khuyén mai cho 52
tuan bang 52 chuong trinh

e Chuong trinh theo su kién, ngay |é: Tét Duong Lich, 14/2; 8/3; 30/4; 1/5;
1/6; 27/7; Back-to-school; 2/9; 20/10; 20/11; 22/12; 24/12 (Noel); Tét
Duong, T&ét Am Lich; Ngay clia cha; Ngay cia me; Sinh nhat khach
hang; Sinh nhat cong ty

(C) Phan Anh | fb.com/phananhonline | 0989623888



0989623888

2.8. KHUYEN MAI SP/DV

e Lam khuyén mai tdng qua; gidm gia; tang qua cula doi tac; tang dich vu
cho san pham; tang san pham cho dich vu; tdng kém san pham phu trg;
tang chuong trinh mién phi; tang dich vu tu van cao cép; tang dich vu
cao cap cho sadn pham/ dich vu binh dan

e Tinh toan chi phi khuy&n mai va san pham duéng dan tét, do ludng ty |&
chuyén doi.

e Trongthiét ké vé gia ban budn, ban 1é ludn phai tinh dén yéu té khuyén
mai, giam gia, kich cau, thanh ly.

(C) Phan Anh | fb.com/phananhonline | 0989623888



NHUNG CHIEU KHUYEN MAI KHAC

» Khach hang tu do tra gia
» Bu tién thira cho khach bang qua tang

- Dich vu mién phi

- So'sanh gia

- Nguyén tac 80-20

« Luén thém ch khong bat
» Khuyén mai cho doi tac

» Khuyén mai WIN-WIN
PA MARKETING

-/ POUR OUR HEART & BRAIN

(C) Phan Anh | fb.com/phananhonline | 0989623888



Vi DU THUC TE KM

Chwong trinh: L&n kim 0 dong
Tam trdng 0 déng

Triét 16ng %

Tam trang 299K

TRANG BAT TONE - ME DAM NGUG1 DOI DIEN
Chi sau 1 liéu trinh t3m trang Collagen White X

--> Gia chi con 299.000 cho 29 khach hang dé lai SDT sdm nhat

....... . BkayspPa

Tém trdng da béng phi thuyén vdi nhitng uu diém tuyét vai cho lan RATERIE B R CATA e B - o

da cla ban:... Xem thém N - ..
LAm &m '

o P J 99000)

TRIEU DONG /

/ | CLICK TIM HIEU THEM |
L 1
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—m VI DU THUC TE KM
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DACBIET é
MUA THE DICH VU 6 THANG e <\

GIAMITREU = gl

TANG 2 SUAT HAPPY HOURS

GIAM 2 0%

MASSAGE BODY

20/10

HAPPY WOMEN’S DAY

NGAY CUA NANG
NGAN UU PAI

\ < NHAN DIPNGAY
QUOC TE PHU NT 20-10

3 \
. ¢ 0,
CHAM SOC VUNG MAT ¥ 2 BEN THU 0 2 3 o s 143500
THU 2 DEN THU 6 % UA % -
HANG TUAN on o .L‘
ong trinh xin Quy khéch vui Ing tham khao tai website www.lifespa.com.vn 10:00H SANG- ' A ', ‘
hodc dén truc tiép spa dé duoc nhén vién tu vén 13.00H CHIEU \ / -—




Vi DU Quy trinh tao phéu khach hang
THUC TE KM ¢y thé trong spa & m§ pham

' én'g]éé’i cao

Chién lugc ban thém 1:
5 G (. dioh . ban san pham thap nhat
6n tiép. Cung cap dich vu chuyén va lién quan dén nhu cau ; P >
nghiép. Tw van va so sanh hiéu qua khach hang (sira rira mat Duy tri sy hai long cla
clia budi trai nghiém. va cham séc da mat) +
tang mién phi dich vu lam
mat tai spa

khach hang va s tai mua
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2.9. TRAI NGHIEM
KHACH HANG

Khach hang trung thanh vdi
Trai nghiém cua chinh ho.
Trai nghiém cang t6t, cang
mdi, cang la, dén dinh cao Ia
“trai nghiém voé gia”. Khach
hang co6 trai nghiém tot -
doanh nghiép c6 doanh thu

tot
Phan Anh & PA Marketing
) Phan Anh | fb.com/phananhonline | 0989623888




-=x 9. TRAI NGHIEM KHACH HANG
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"~ wwee,9, THIET KE TRAI NGHIEM KHACH HANG
& NANG CAO SU THOA MAN KHACH HANG (1)

e Trdi nghiém khach hang la tat ca nhiing th, nhiing diéu ma khach hang
nghe dugc, xem dudc, thay dugc, nhin dugc, doc dudge va cdm nhan dugc
vé san pham, dich vu va quy trinh cia mot thuong hiéu cu thé.

e Trai nghiém khach hang co thé so sanh, mang tinh chd quan, phu thuéc
vao tung khach hang cu thé, ting ngudi ban cu thé.

e Ngay nay khach hang dé cao trai nghiém va sé co6 xu huéng tai mua hoac
trung thanh véi sdn pham, dich vu hodc ca san pham va dich vu dem lai
trdi nghiém tot, hai long, tham chi vugt xa su ky vong clia khach hang.

e Trdi nghiém khach hang |a mot quy trinh 16n (bao gobm nhiéu quy trinh
nhd), gdbm nhiéu diém ti€p xuc véi khach hang, tu diém dau dén diém
cuodi, tu online dén offline, tu nhan vién dén cac cap cao haon

(C) Phan Anh | fb.com/phananhonline | 0989623888
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»»2.9. THIET KE TRAI NGHIEM KHACH HANG

& NANG CAO SU THOA MAN KHACH HANG (2)

e Thé nao la mot tradi nghiém khach hang tuyét vaoi: Hay héi khach
hang, ho cé thuc su hai long khéng? Hodc ho cé cdm thay vuct xa
su ky vong ban dau cia ho khéng?

e Ngudi ban hang hoac thuong hiéu, chd doanh nghiép sé lam
nhdng gi, lam bao nhiéu, lam nhu thé nao, tan suét va chat lugng
ra sao dé khach hang cam thay hai long, thich thu, choang ngaop,
vUot xa sumong dgi?

e BDanh gia lai quy trinh va hanh trinh “trai nghiém khach hang thuc
té cla doanh nghiép/ thuong hiéu” ma ban dang dp dung, néu
danh gia 5 sao thi ban sé cho may sao?

(C) Phan Anh | fb.com/phananhonline | 0989623888



2,9, THIET KE TRAI NGHIEM KHACH HANG

& NANG CAO SU THOA MAN KHACH HANG (3)

EMAIL WEB SELF-SERVICE OFFERS
PAID CONTENT . . WEBSITES / LANDING PAGES . COMMUNITY EMAIL ‘
WEBSITE
SEARCH . . SOCIAL MEDIA . CHAT LOYALTY PROGRAM ‘
MOBILE APP
ONLINE DISPLAY . . 30 PARTY SITES . SOCIAL SURVEY ‘

AWARENESS CONSIDERATION SERVICE EXPANSION

. WORD-OF-MOUTH

® wauncs

RADIO / PRINT DIRECT MAIL . SALES REP CALL CENTER/IVR .
TV /OUTDOOR

[

CALL CENTER OFFERS IN INVOICE

Hanh trinh & Céac diém tiép xuc khach hang
(C) Phan Anh | fb.com/phananhonline | 0989623888



2.9. THIET KE TRAI NGHIEM KHACH HANG

0989623888

& NANG CAO SU THOA MAN KHACH HANG (4)

STAGES Awareness Consideration Acquisition

STEPS  |[iwhbadfowhid

7 5 & &
TOUCHPOINTS 5 : Y &
¢oe
DEPARTMENTS
Markoting £ Onlina MBrketinG ® 00
e ° o0
90
10 ¢ o +
[ ]
[ ] [ J ® lr
[ ] [ ] @
[ ] [ ]

© Phanann|  Hanh trinh & Cac diém tiép xtc khach Hiang & Cac phong ban



2.9. THIET KE TRAI NGHIEM KHACH HANG

0989623888 A

& NANG CAO SU THOA MAN KHACH HANG (5)

Connects with Purchases
agent — asks New LG
Shuts off water for information Refrigerator
—_——
© >0 =3
i Signs up for LG ~
Ice maker is issue . . Goes to Samsung support page —— @ Agent does not Loyally program §0 .
know Mike’s history get 5% off and 1 yr
Determines Freezer issue . . Uses Social Media extended warranty
On Hold for 10
i ) , _ minutes - Agent cannot .
Finds refrigerator problem Finds potential parts confirm parts fit Finds LG

PROBLEM SELF SERVES

. Damage to floor

NO RESOLUTION

Goes to s :
Samsung for ) . Mike immediately
. Finds Puddle on floor arts — VERY @ Lands in IVR No Resolution e searches "Best
pEXPENSIVE Refrigerator 2018"
. Qut of town for 3 weeks E @ E
Calls support Frustrated —
to confirm Samsung sends
parts survey and Mike

does not respond

© praQUY, rinh,¥a.cung bagJkai nghiém khach hang khi x@ Iy van dé voi thwong hiéu



2.9. THIET KE TRAI NGHIEM KHACH HANG
& NANG CAO SU THOA MAN KHACH HANG (6)

@ CONSIDERATION PURCHASE RETENTION
w
=
O
=
7]
o
Q
0 {
Z LEAD NURTURING ON-GOING SERVICE,
E AFTER-SALES SUPPORT
E general information case studies specific ihformatién. regular emails (news, offers,
§ personal interaction events, related content)
. ¥ % >

Tao data Nudi dwdng data Cac dich vu sau ban



2.9. THIET KE TRAI NGHIEM KHACH HANG
& NANG CAO SU THOA MAN KHACH HANG (7)

Lost Opportunities Customer Experience
&
& R
X
z(&‘:‘ s & & o &®

W z\é oo"’ & ,b\d’ ‘ "y éf\ R ¢ Scheduling
‘Y‘ ‘ & '0 ‘Q/ ‘ & > * < O Manufacturing
e A e A g Shipping

The Prospect Experience
Delivery

New/Modified » o Reorder
Lost Spec. R
a®
Customer ke /\
o Confirmation Evaluation

Sorry you've left (SYL)

Account &

2
0‘ Contact Installation
: siedar 7 Management
New Order
Lapsed i Re-evaluation Coexistence
Customer | \/
L Sales
\ 2 Encounter
‘0 RN In-warranty

Servicing

Reorder / New Order
Enquiry

\\
S M“
Reconsider

Warranty End
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. 2.9. THIET KE TRAI NGHIEM KHACH HANG

& NANG CAO SU THOA MAN KHACH HANG
(Vi du cu thé)

e IR ik
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098239 THIET KE TRAIL NGHIEM KHACH HANG
& NANG CAO SU THOA MAN KHACH HANG

(Vi du cu thé)

- Quang c4o da kénh dé 18y data khach hang

- Tu van khach hang va ghi chu lai cac thong tin clia khach hang day dd

- Chuyén doi cac théng tin nay théng suét trong toan bd hé théng di liéu va nhing
ngudi co6 thdm quyén maoi dude xem thong tin nay

- Dat lich hen can chinh xac va lam cho khach hang thoai mai; tinh dén cac théng
tin nhu thai tiét, phuong tién di lai, gid giac, bénh tinh cGa khach hang (néu cd)

- Dao tao cho Bao vé va Lé tan quy trinh don ti€p khach hang chuyén nghiép, vi
day la nhing nqudi ti€p xuc dau tién (truc tiép) véi khach hang

- Lé tan chao dén va hudng dan can ban; sau dé maoi Tu van vién/ Ky thuat vién/
Nhan vién ban hang/ Cskh dé tiép tuc tu van cho khach hang

(C) Phan Anh | fb.com/phananhonline | 0989623888



0982.39 THIET KE TRAI NGHIEM KHACH HANG

& NANG CAO SU THOA MAN KHACH HANG
(Vi du cu thé)

Pit lich hen cho

hach hang lan
h Tryec tiép lam dich tllfap A, dgn db
Ch trong dén an s chp san ip o, 3 o
e pham, dich vu cho e
thaTnﬁur%ﬁfv?rﬂoa khach hang theo i
qua banh keo,

hach
quy trinh va tiéu Zaloh%hﬁgl_(__
nwéc udng chuan cao nhét

o o0 O O O @

Tw van ligu trinh va

Vira lam dich vy, Hoan thién liéu trinh/
chét don liu trinh: cung cap san quy trinh va danh gia
cha y dén céac goi pham vlra tw hiéu qua cua dich vu/

Ksl_F;/Dv pr;]u hop ct:hoh van va tro san pham cho K.H biét
cacc wong trin

huyen mal cargn et Chﬁgﬁg \égltﬁgcach thwc té, so sanh trwéc
hop dong

hiéu hon nhu cau =l vmslg}(l:lsu dung
cla K.H

(C) Phan Anh | fb.com/phananhonline | 0989623888



.2.9. THIET KE TRAI NGHIEM KHACH HANG

& NANG CAO SU THOA MAN KHACH HANG
(Vi du cu thé)

Chu trong vao céac chi tiét trang tri khi khach hang ti€p xuc véi thuong hiéu, clra hang,
nhan vién bao gdm: chod dé xe, khdng gian, mau sac, 4&nh sang, &m nhac, mui vi, tra
banh, tai liéu ban hang, hgp dong, dong phuc nhan vién, tac phong va I6i néi clia nhan
vién v.v... Cang chi tiét, cang ky ludng, cang chuyén nghiép cang t6t, moi diéu déu
hudng téi dich vu 5 sao va su ton trong nhung nhiét tinh, yéu quy va su chan that vdi
khach hang cao nhat.

Tu van liéu trinh, gidi phap, sdn pham phu hop véi khach hang, va dac biét 1a phai ton
trong cam két, ton trong su that, khong néi qua, khong lam sai, khong lam hong, gilt
viing dao duic nghé nghiép, tén trong phap luat, quy tinh mang va suc khde cla khach
hang, hiéu qua cua hoat dong kinh doanh sp/dv...

Cung cap dich vu chuyén nghiép, hiéu qua thuc su cho khach hang, trong qua trinh tu
van va lam viéc v6i khach hang, giadi quyét tat ca cac van dé lo 4u cla khach hang dé
khach hang hiéu ré vé quyén |gi, nghia vu va céc rdi ro néu co...

Pat lich hen va nhac lich hen va gitr dung lich hen véi khach hang, co tinh dén céac yéu

(C) Phan Anh [0 thdibigiamddiacdidmasddadd tiet, phuong tién di lai cho khach hang



o N THIET KE TRAI NGHIEM KHACH HANG
& NANG CAO SU THOA MAN KHACH HANG

(Vi du cu thé)

Duy tri két ni voi
Cham séc khach khach hang qua anh/ bai viét ve
hang trong trng nhirng nén tang chét lwong san
budi lam dich vu/ quan trong nhw pham/ Dich vu/
san pham hosc sdt/ zalo/ sms/ liéu trinh cta
email/ facebook doanh nghiép

liéu trinh

N\ » N » »

M@&i khach hang

Cham so6c khach hang
sau ca qua trinh hoac dung thtr hoac tri
sau khi xong dich vu/ an hoac gioi
san pham/ Ileu trinh thiéu thém san
pham/ dich vu

m&i cho khach
hang trai nghiém

(C) Phan Anh | fb.com/phananhonline | 0989623888

N\

Tiép tuc duy tri, cham

séc, tang qua va lam

cho khach hang thém
than thiét



Ké hoach khai truong cua hang
Khai truong diém ban
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2.10. LAM SAO DE KHAI TRUONG

CUA HANG THANH CONG & PONG KHACH?

-
/
/
/

Cé chuong trinh su
C6 su chuén bj sé6m

kién hay/ la/ chat/

GRAND |
OPENING

(2-3 thang) phu hgp véi khach
Gl?/?:C\L/i;g hang
: ‘ a Co ngan sach dau
iiﬁ;g:rrfafrﬁ i \ i tu va hiéu qua dau
. \\\ \‘:r/‘i" tU
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2.10. LAM SAO PE KHAI TRUONG
CUA HANG THANH CONG & DPONG KHACH?

Cé timeline &
checklist su kién

Luu y van dé dich bénh
Covd19

Chuong trinh khai truong la
dé ban hang va gia tang trai
nghiém

Khai truong tiét kiém, hiéu
qud, dau tu vao nhing hoat
dong cé thé ban hang

—
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2.10. LAM SAO PE KHAI TRUONG
CUA HANG THANH CONG & DPONG KHACH?

Thao luan: Bi quyét thanh cong la gi?
Cau chuyén khai treong nha hang ‘
Cau chuyén khai trwong thwong hiéu giay thoi trang



http://bit.ly/2Tynxth
http://bit.ly/2TyoMsr
http://bit.ly/2TtBDfr

LAP KE HOACH MARKETING

HO TRO PIEM BAN
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Phai chi tiét, theo
thaoi gian thuc

Theo tung diém

ban; Tung nhan

vién phu trach

Co day di KPI va
phuong tién dé thuc
hién

Co ké hoach ngén sach
va tai chinh, chi phi, thoi
diém chi, don vi nao
cung cap



THAO LUAN A
CUA DOANH NGHIEP

. N > R > \\ PA MARKETING
Xin mdi cac thao luan cua
Doanh nghiép/ Anh chi
hoc vién.




PA MARKETING

-~/ POUR OUR HEART & BRAIN

Cross-border
eCommerce Enabled

020

Experience

Social Selling Tools

Acquire Brand
Followers

Across 5 Cities
in 15 months

Experience
Brand &
Products

on Site

MO HINH 020
(ONLINE TO

OFFLINE)




MOBILE WEB
MOBILE APP

Cach mang mua sam
MaGi - mua sam cong

nghé - mua sam di amazon
dong.

Cau chuyén HEMA S ’

Cau chuyén Amazon Go




CON NUA...

XIN TRAN TRONG
CAM ON!
Xin vui long lién hé
giang vien.
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