TIM KIEM VA KHAI THAC KHACH HANG TIEM NANG

Khach hang ludn quan sat, nghién cUu sdn phdm cUa cong ty ban bang tim
trang to md va hUing khéi. Va khi nhltng m6i quan hé mua ban nay dugc thiét
1ap, it nhat ban cling s& c6 mOt s6 quan hé khing khit gilta khach hang va
cong ty. Nh(rng mOi quan hé nay s€ phit tri€n trong vong quay sdn phdm ma
ban hoan toan c6 thé ki€m sodt va thu duoc 10i nhudn.

Céc cong ty m0 Udc gilt chan dugc nhitng khach hang nay dé€ c6 thé xay
dung cdc mOi quan hé 1au dai. Tuy nhién, cdc cong ty 1ai phdi doi mat véi
mOt thuc t€ 1a sO 1ugng khach hang ma ho ky vong 1a khé c6 th€ thanh hién
thuc. Van bi€t rang khach hang tiém ning cla ban mOt ngay nio d6 sé trd
thanh nhrng khach hang c6 gi4 tri va mang l1ai nhi€u 1¢i nhudn cho cong ty,
song thach th(c 16n nhat van la 1am thé nao d€ tim dugc lugng khach hang
ti€m ning nhu vay.

C6 th€ khach hang tiém ning chi chi€m mOt s6 1ugng nho bé, cling c¢6 thé ho
chua hé dugc khai thic trong thi triGng san c6 cUa cong ty ban, hay d6 chinh
12 mOt b0 phan khach hang cla doi thU ban, nhung di€u quan trong 13 sO
khéch hang nay can phadi dugc khai thac mot cach triét d€ nham lam giau cho
chinh cong ty cUa ban.

1. Kham pha khach hang ti€m niing:

Trudc hét can xdc dinh thé nao 12 mOt khach hang tiém ning?. Mac du dinh
nghia sau diy khong th€ dp dung cho tat cd cdc cong ty, nhUng nhin chung,
mOt khach hang tiém ning 13 khach hang mang 1ai rat it gi tri trudc mat,
nhUng c6 th€ mang 1ai nhiu gi4 tri 16n trong tuong lai. Cé mOt cach d€ xac
dinh nhirng khach hang ti€m ning nhu vay 12 phuong phap phan tich khach
hang bang mOt bi€u do hinh tron. Dua vao bi€u d6 d6, ching ta sé xdc dinh
dudgc gia tri sdn pham/dich vu ma mOt khach hang déng gép cho cong ty, tU
d6 phat hién dugc nhém khéach hang cé gid tri nhat.



Sau khi dd xdc dinh dugc nhém khach hang ti€m niing cUa minh, ban hiy bat
dau cong viéc tim ki€m va khai thic sO 1ugng nay. Céc cong ty thuOng tim
ki€m khach hang c6 gid tri tU chinh khach hang quen thuQc cUa minh, tU d6
phan tich cdc cd hdi va s& dung nhitng co hdi dé nham khai thac 10i nhudn
mOt c4ch triét dé.

Khong chi cdc cong ty cung cap dich vU tai chinh s& dung phuong phap phan
tich sO li€u phlc tap d€ tim ra lugng khach hang gi4 tri, ma nhi€u cong ty
khéc ciing dang dp dung phuong phap tuong tu. MOt vi du di€n hinh 1a cong
ty Pearl-River Resort and Casino tim ki€m khéch hang tiiém ning tU chinh
nhing khach hang hién tai cUa ho va nhirng khach hang la muc tiéu khai thdc
trong tuong lai. Trudc tién, ho thi€t 1ap céc tiéu chi nén tang d€ hinh thanh
cdc nhém khéch hang, tUr d6 s& dua ra nhiing ché d6 dai ngd khac nhau cho
tUng nhém khach hang riéng biét, cu th€ 1 phan loai khach hang thanh cic
nhém “m&i nhat” t&i nhitng nhém “quen thuQc nhat”, hodc theo cich phan
loai khéc 13 “ngudi s dung sdn phdm binh dan” t&i nhiing “ngudi st dung
sdn phdm cao cap”.
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2. X4c dinh ti€m niing cUa nhiing thi trudng chua duoc khai thac



sell.jpgXac dinh nhiing thi truOng ti€m niing dang ngiy cang 16n dan van la
mOt trong nhifng phuong phap hlra hen nhat d€ tim ra dugc lugng khach
hang tiém ning. Thuc té cho thay Jack Welch cla GM di 1am dugc mot diéu
ma khong phdi ai ciing c6 thé 1am dugc, 1a 4p dung mOt phuong phap ddc
biét: chi phOi thi phan tai mOt thi trudng cO dinh, sau d6 tao ra mot thi
truOng mai va chi phoi thi truOng doé.

Judy Melanson, ph6 gidm dOc cong ty du lich va dich vu khéch hang
Chadwich, Martin va Bailey cho biét: “Trong cong ty cUa chiing toi, viéc tao
ra mOt thi trudng m&i dOng nghia vGi viéc tao ra mOt mdi truGng kinh doanh
mdi, nOi s& c6 nhitng khach hang ti€m ning chua dugc khai thac. Tuy nhién,
diéu nay gi® ddy da khong con hoan toan ding. MOt thi truOng mdi khong han
12 m6t mdi truGng kinh doanh m&i, ma chinh 12 mOt nhém khach hang méi.
MOt nhém khach hang m&i 1a mOt thi truOng mdi. P6 1a phuong phap d€ ban
khai thac nh(tng khach hang tiém ning”. Cong ty Vesta 1a mOt vi du di€n hinh
trong vi€c dp dung phuong phdp thu hit khach hang nay. Vesta dac biét chi y
x4y dung chién Iugc khich hang va mOt chi€én Iugc mGi ma cong ty dang dp
dung 1a gi(r thé trd trudc cla khich hang m&i. Muc tiéu cUa cong ty 1a cung
cap dich vu truyén thong tOt nhat tdi khach hang. HO tap trung vao thj truOng
truy€n thOng va di thu dugc 10i nhudn dang k€ khi doanh thu tU nim 2003
dén nim 2004 di ting 1&n 374%. Hién tai, cong ty dang khai thac khach hang
ti€m niing bang cich x4c dinh nhitng nhanh khach hang khic trong thi truGng
mdi va c6 thé thu dugc 10i nhudn t viéc gilr 1ai thé trd truGe cla khich
hang.

3. Duy tri va phat tri€n

Tim ki€m va khai thac khach hang tiém ning 1a yéu tO hét sc quan trong, vi
th€ cic cong ty dang cO gang dua ra nhitng chi€én lugc m&i nham duy tri va
khai théac 101 nhuan tU lugng khach hang nay cho tuong lai. Thong thuOng,
cdc cong ty s& phan tich khach hang m&i cUa ho trong vong tU ba dén bOn



thang, cho tGi khi ho c6 thé tinh todn duQc tGng ti€ém ning ma khach hang
mang 1ai. HO c6 th€ ma0i khdch hang tham gia vao cdc chuong trinh thuOng
ky cUa cdng ty, hodc tao ra cdc chi€én lugc giao ti€p nham duy tri s6 1UQng
kh4ch hang ti€m ning.

Ong Ellen Olson, phé cutu gidgm dOc cong ty ti€p thi toan cau Epiphany di phat
bi€u: “Phuong phdp nay mdc dii rat mao hi€m, nhung ciing t0 ra hét slic
hi€u qud khi nhitng nhém khach hang nay dugc danh gid 13 c¢6 ti€m niing kha
16n cho su phit tri€én cUa cong ty. Ong néi thém: “Ching nao ma moi chi phi
ban bd ra khong vUot qua tOng gid tri cho phép cla cong ty, thi ban da thanh
cong v&i phuong phdp thu hit khach hang ti€m ning cUa minh”.



