E-MARKETING




Muc dich cua chuong hoc

B Gidi thiéu tinh hinh chung vé khach hang dién ti trong thé ky 21
B Nghién c(u boi cdnh dién ra hoat ddng mua ban truc tuyén va dac
diém tinh cach cla khach hang dién tir

B Nghién c(u qua trinh trao doi giao dich truc tuyén
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2.1 Téng quan vé khach hang trong thé ky 21

B 2.1.1 Thuc trang khach hang trong thé ky 21

B 2.1.2 Nguyén nhan khach hang chua tiép can véi Internet
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2.1.1 Thuc trang khach hang trong thé ky 21

1 S6 lugng ngudi st dung Internet trén thé gidi va VN tang nhanh chéng

[ DN phai trd 10i cau héi vé hoat dong kinh doanh:
Q Thi trudng truc tuyén la thi truong muc tiéu hay khong?
O Nhiing khach hang dién tir lam gi trong thé gidi Internet?
Q Piéu gi gitp DN xac dinh kha ndng mua hang trén mang ctia khach hang?

O Thong qua kénh truc tuyén, cac no luc MKT sé mang lai gi?

A Thiét Iap nhiing chién lvgc MKT mix hi€u qua tu do gilp tao ra gia tri
cho DN, thu hat va luu gitr khach hang




2.1.1 Thuc trang khach hang trong thé ky 21

4 Tinh hinh thé giéi:
O SO lugng nguoi st dung Internet ngay cang tang (2007 — 1.1 ty nguoi)
Q Udc tinh dén 2010, s6 nguoi st dung Internet 1,6 ty ngudi
QO Ty |é trung binh s6 nguoi st dung Internet 19,1%

0 60% nguoi su dung truy cap Internet bang théng réng tai nha




2.1.1 Thuc trang khach hang trong thé ky 21

4 Tinh hinh thé giéi:

QO Ty Ié phan bé mlc do st dung Internet tai cac chau luc:
+ Chau A — Théi Binh Duong: 41%
+ Chau Au: 28%
+ Chau My Latinh: 7%
+ Trung Bong va Chau Phi: 5%

O Phan b6 khéng dong déu vé muic do st dung Internet gilta cac quoc gia:
+ QuOc gia phat trién: 52,9%
+ Quoc gia dang phat trién: 6,9%

O Pén 2013, giao dich TMDT B2C tang 100 lan




2.1.1 Thuc trang khach hang trong thé ky 21

4 Tinh hinh thé giéi:
O Nhom nguoi dung chinh c6 d6 tudi tir 15 trd 1én

O Pija di€m truy cap: chl yéu tai nha hoac van phong




2.1.1 Thuc trang khach hang trong thé ky 21

 Tinh hinh Viét Nam:
O Internet chinh thirc dugc st dung tai VN 19/11/1997
O VN ding th(r 17 (trong top 20) trén thé gidi vé s6 ngudi s dung
Internet: 20 tri€u nguoi, chiém 23,5% dan so
0 3/2007, thué bao Internet vugt ngudng thué bao thé gidi (16.9%)

Q 26/12/2003, 64/64 tinh thanh pho hoan thanh chuong trinh dua

Internet t&i cac truong BH, CD, PTTH trén dia ban




2.1.1 Thuc trang khach hang trong thé ky 21

 Tinh hinh Viét Nam:

O Ngudi stir dung Internet chtl yéu la thanh thi€u nién, nam nhiéu hon n{r
(21,6%)
Muc dich s dung chu yéu: choi dién t( truc tuyén, tan gau, nghe nhac,

xem phim, doc b&o, xem tin tuc...

Tai sao con hon 65 triéu ngudi VN khong st dung Internet?

= Liéu c6 thuc su tdn tai nhitng ca hdi I6n trong phat trién TMDT &
VN?
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2.1.2. Nguyén nhan cac khach hang chua ti€p can voi
TMDT

2.1.2.1. C4c van dé vidn héa xa hoi:

- Théi quen mua hang “Tram nghe khéng bang mot thay”
- Van dé bdo vé thong tin va tai san ca nhan

- Van dé vé thanh toan

- Théi quen gilr tién mat

- Chuang trinh dao tao Internet chua chuyén sau
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2.1.2. Nguyén nhan cac khach hang chua ti€p can voi
TMDT

2.1.2.2 C4c van dé vé céng nghé:
- C0 s6 ha tang truyén théng
- Phuong thuec tinh phi truy cap Internet

- Tinh tién lgi trong truy cap Internet
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21..2. Nguyén nhan cac khach hang chua ti€p can voi
TMDT

2.1.2.3 C4c van dé vé chinh tri - phap luat
- To6c do ban hanh nghi dinh hudng dan thi hanh luat rat cham chap

- Nang luc gidi quyét tranh chap vé TMDT

14



E‘ warketing
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B 2.1 Téng quan vé khach hang trong thé ky 21

B 2.2 Quy trinh trao dGi qua Internet

B 2.3 Nhan t6 dnh hudng dén hanh vi quyét dinh mua ctia khach hang
dién tur

B 2.4 MOt sO van dé dat ra vai trao doi qua Internet
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2.2 Quy trinh trao dOi qua Internet

Quy trinh trao d&i qua Internet

BOi canh VH, XH va Céng nghé

Két qua
Ca nhan

. Quan hé

Tinh céch Trao doi qua Gidi tri

Cac ngudn Internet SU dung truyén théng
Thoéng tin

Cac giao dich
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E‘ warketing
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B 2.1 Téng quan vé khach hang trong thé ky 21

B 2.2 Quy trinh trao doi qua Internet

B 2.3 Nhan té dnh huéng dén hanh vi quyét dinh mua ctia khach hang
dién tu

B 2.4 MOt s6 van dé dat ra vdi trao doi qua Internet

B 2.5 Pac di€ém, md hinh hanh vi cla khach hang dién (- N
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E warketing

2.3 Nhan té6 anh hudng dén hanh vi quyét dinh mua
cua khach hang dién tu

B 2.3.1 Bo6i cdnh chung

B 2.3.2 Cac tinh cach ca nhan dnh hudng dén quy trinh trao doi dién

tor

B 2 3.3 Chi phi cua khéach hang dién tu
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2.3.1. Boi canh chung

- BOi canh vé cong nghé:
+ TOc do két noi Internet

+ Pa dang héa phuong tién truy cap Internet
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2.3.1. Boi canh chung

- BOi canh vé van hoa xa hoi:
Nhing xu hudng ca nhan anh hudng téi qua trinh trao

2

doi
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2.3.1. Boi canh chung

- BOi cdnh vé van hda xa hoi:

Qua tai thong tin

Thu hep ca nhan

Bao mat va théng tin cA nhan

Bién gidi gilta nha & va co quan

Tinh nang thuan tién & moi lic moi noi
Han ché vé mat thdi gian

Kha nang dap Ung ky vong clia Cau
Ché d6 tu phuc vu

Nhi{rng khach hang khén khéo, sanh diéu
Tinh ca nhan hoa

Tinh dé dang

Mua hang da kénh
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E‘ warketing

2.3 Nhan té6 anh hudng dén hanh vi quyét dinh mua
cua khach hang dién tu

B 2.3.1 B6i cdnh chung

B 2.3.2 Cac tinh cach ca nhan dnh hudng dén quy trinh trao dGi dién

tor

B 2 3.3 Chi phi cua khéach hang dién tu
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2.3.2. Cac tinh cach ca nhan anh hudng dén qui trinh
trao doi dién tu

Théi d6 tich cuc doi véi moi trudng cong nghé
Kinh nghiém mua hang truc tuyén
GiGi tinh
Ngbén nglr
Xu hudng mua hang:
Mua hang dinh huéng muc tiéu
Mua hang dinh hudng kinh nghiém
Pac diém cua sp, dv:
U'u thé thuan tién trong phuong thic mua
Uu thé vé gia

Pac diém chu ky sdng clia moi gia dinh
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E‘ warketing

2.3 Nhan té6 anh hudng dén hanh vi quyét dinh mua
cua khach hang dién tu

B 2.3.1 B6i cdnh chung
B 2.3.2 Cac tinh cach ca nhan dnh hudng dén quy trinh trao doi dién
tur

B 2 3.3 Chi phi cua khach hang dién tu
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2.3.3. Chi phi cua khach hang dién tu

Gia tri = Loi ich — Chi phi
- Chi phi tién bac
- Chi phi thoi gian

- Chi phi c6ng sUrc va tam Iy mua sam




E‘ Marketing

NOi dung

B 2.1 Téng quan vé khach hang trong thé ky 21

B 2.2 Quy trinh trao dGi qua Internet

B 2.3 Nhan t6 dnh hudng dén hanh vi quyét dinh mua ctia khach hang
dién tur

B 2.4 MOt sO van dé dat ra véi trao doi qua Internet
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w
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2.4, MOt s6 van dé dat ra doi véi trao ddi qua Internet

- MuUc db chinh xac va tin cay cua thdng tin?

- Toc do giao dich va qua trinh thanh toan
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E‘ Marketing
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B 2.1 Téng quan vé khach hang trong thé ky 21

B 2.2 Quy trinh trao dGi qua Internet

B 2.3 Nhan t6 dnh hudng dén hanh vi quyét dinh mua ctia khach hang
dién tur

B 2.4 MOt sO van dé dat ra vai trao doi qua Internet
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w
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E‘ warketing

NOi dung

2.1 Tong quan vé khach hang trong thé ky 21

2.2 Nguyén nhan khach hang chua ti€p can vdi Internet

2.3 Quy trinh trao ddi qua Internet

2.4 Nhan to6 anh hudng dén hanh vi quyét dinh mua cta khach hang

dién tar
2.5 MOt s6 van dé dat ra vdi trao dbi qua Internet

2.6 Bac diém, m6 hinh hanh vi cGia khach hang dién
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2.5. Pac di€m, mod hinh hanh vi cia khach hang dién ta

2.5.1. Khach hang trong B2C:

7., Bhédch mua hang
&L - Pac diém:
N Y m iy Trang web + Khach hang la nguai tiéu diing cudi cling: ca nhan mua sp, dv phuc vu
| bin g cho nhu cau ca nhéan va gia dinh
+ Yéu cau cao vé tinh bao mat thong tin va tai san so
Gi6 hing dién bt + S0 lugng khach hang I6n
%: + SO lugng mua hang it
\@‘f + Gia tri mua hang khéng cao
/"ﬁ al}ﬂntoa'n + Tan suat mua hang I6n
i o gt b + Muc dd uu tién cho quyét dinh mua khac nhau & ting phan doan:

. Chat lugng sdn pham; thuong hiéu, uy tin website
. Gia thanh
+ Céc giao dich dugc dién ra don gidn, chi phi thap nhung mic do tin

cay va an toan chua cao
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Nhan biét
nhu cau

M6 hinh: su anh hudng cua Internet
dén 5 giai doan qua trinh mua trong B2C

|Tim ki€ém

thong tin

Pénh gia
cac
kha nang
thay thé

Quyét dinh mua:

dinh
mua

Pénh gi4

Sdau Imua

cach thtrc: mua truc tuy@€n, mua ngoai tuyé
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2.5. Pac diém, md hinh hanh vi cia khach hang dién ta

2.5.2. Khach hang trong B2B:
- Pac diém:
+ Khach hang la to chirc; DN; mua sp,dv cho qua trinh san xuat kinh doanh
+ SO lugng khach hang it
+ SO lugng mua hang I16n
+ Gia tri mua hang cao
+ Tan suat mua hang thap hon
+ MUc do anh hudng cua khach hang
+ Hoat dong cua thi truong B2B thuong dugc thuc hién qua trung gian la cac san
giao dich dién tur

+ Van dé chia sé thong tin va di liéu gira cac doi tac la tat yéu
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Tién
lugng
Nhan
biét
nhu cau
va
Giai
phap
c6 thé

M6 hinh:Su dnh hudng cua Internet
dén 6 giai doan qua trinh mua cua khach hang

N

Tim
ki€ém
va
Lua
chon
so bo
Cac
nguOn
tiém
nang

Lap
yéu
cau
cho
Cac
nha
cung

tiém
nang

banh
gia
cac
yéu
cau
ducgc
bap
Ung &
lua chOn
ngudn
phu hop

Thuc
hién
qua
trinh
mua
chinh
thlc

SU dung
kinh
nghiém
tidu diing
sau mua
lam
cO sO
cho
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Xu hudng hoat dbng B2B hién nay: DN tham gia san giao dich dién
tr > VN: 10,2% DN tham gia (2007); 63% d& ky dugc hop dong ~
19 hop dong/DN

Thuc trang & VN: 15% t6ng don dat hang dugc thuc hién qua Internet, 67%
tu thi trudng B2B (bao cao TMDPT 2007)

Muc dich sU dung:
Tim kiém thong tin (89.5%)
Trao doi thu dién tir (80.3%)
Truyén nhan d{r liéu (68.3%)
Mua ban hang héa dich vu (46.7%)
Duy tri va cap nhat website (38.1%)

Lién lac véi co guan Nha nudc (30.6%)
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Nhirng khac nhau chu yéu gitra khach hang l1a té chirc va khach

hang 12 nguoi tiéu duing cudi cluing

B Khac nhau trong viéc mua sam
B Khac nhau vé thj trudng
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Khach hang la té churc

Sp mua nham vao su san xuat ti€p
theo hoac ban lai cho ngudi tiéu
dung khac

Mua sam may moc thiét bi, nguyén
li€éu ban thanh pham

Mua sam dua trén CSDL ky thuat
va cong nghé

Loi ich mua nhiéu bén va cac quyét
dinh dua trén co s& nhém nhiéu
hon

Ap dung cac phuong phap phan
tich gia tri va phan tich nguai ban
nhiéu hon

Thuong thuc hién viéc thué thiét bi,
dau thau canh tranh va dam phan
nhi€u hon

Khéc nhau trong viéc mua sam

Khach hang la NTD cudi cung
B Sp mua chi st dung cho ca nhan
hoac gia dinh

B Mua cac hang hoa tiéu dung céa
nhan

B Mua sam dua trén cd sd hinh danh,
thdi trang va chung loai

B Khong c6 hoac cé rat it loi ich mua
nhiéu bén va thudng quyét dinh
mang tinh ca nhan hodc 1 s6 it
ngudi anh hudng
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Khach hang la té churc

Nhu cau dugc dan dat tir NTDCC

Dao ddng ctia nhu cau c6 tinh chu
ky hon

S6 luong ngudi mua it hon va tap
trung hon vé dia ly

Thudng st dung chuyén gia mua

Kénh phan phoi ngan hon

Co thé yéu cau dich vu dac biét

Kh&c nhau vé thi truong

Khach hang la NTD cudi cung

Nhu cau xuét phat tir ban than hoac
gia dinh

Dao dbng it tinh chu ky

S6 luong ngudi mua |én va phan
hoa vé dia ly

Khong can chuyén gia mua

Kénh phan phdi cé thé dai hon

Yéu cau dich vu sau ban
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Thao luan

B Ong Thanh 1a 1 nhan vién kinh doanh cta céng ty X. Cong

viéc luén ban rdn, cé rat it théi gian ranh roi, nhan thay su

phat tri€n manh mé cua Internet, 6ng thay

vé phuong thirc méi mé nay > 6ng muén mualc

L
-y

e-Marketing dé tham khado. Anh (chi)

quyét dinh mua ctiia 6ng Thanh qua m

doi qua Internet”?
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Thao luan

B Hay lua chon mét cong ty dét may trong nudc va vai vai tro

la giam doc kinh doanh cuia céng ty, anh (chi) hay xay dung

ké hoach kinh doanh B2B phu hop dé giup
cong ty ti€n ra thi truéng nudc ngoai nhanh va hié

nhat?
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